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TOM TAT:

Nghién ctru phan tich cac nhan t6 anh hudng dén hanh vi mua bdc déng ciia ngudi tiéu ding trong
nganh thoi trang Viét Nam trong bdi canh ban 1é da kénh. D lidu dugc thu thap tir 405 nguoi tiéu dung
¢6 trai nghiém mua sam da kénh va phan tich bang phuong phap PLS-SEM. Két qua cho thdy, Chat
luong tich hop da kénh co6 tac dong tich cuc dén Sy tin cay va Gia tri hudng thu cam nhan. Tuy nhién, 2
yéu t6 nay khong truc tiép din dén hanh vi mua béc dong. Phat hién cho thdy, mua bdc dong trong
nganh thoi trang Viét Nam mang tinh diéu kién va chiu anh hudng gian tiép tir trai nghiém da kénh.
Trén co s& d6, nghién ctru dé xuat cac ham ¥ quan tri nham nang cao hiéu qua chién luoc ban 1é da kénh

trong boi canh chuyén doi so.

Tir khéa: hanh vi mua bc dong, ban 1¢ da kénh, chat lwong tich hop da kénh, su tin cdy, gia tri

huong thu cdm nhén, nganh thoi trang, S-O-R.

1. Pit van dé

Su phat trién cua cong nghé sé di lam thay doi
dang ké cach nguoi tiéu dung tiép can va trai nghiém
mua sim trong nganh thoi trang, dac blet thong qua
su tich hop gilra ctra hang truyen thong, nén tang truc
tuyén va mang xa hoi. Trong bbi canh nay, hanh vi
mua bdc ddng ngay cang trd nén phd bién khi nguoi
tiéu dung dé bi tic dong boi cac kich thich tirc thoi
nhu hinh anh, xu huéng va thong diép truyén thong,
vira tao ra gia tri huong thu cam nhén tich cuc, vira
tiém 4n rui ro chi tiéu thiéu kiém soat va hdi han sau
mua (Rook, 1987). Do do, mua bde d@)ng can duoc
xem xét nhu mot hanh vi gan lién véi trai nghiém va
cam xuc trong toan b qué trinh mua sam, thay vi chi
xudt phat tir nhu cau ttrc thoi.

Céc nghién ciru trude ddy cho thdy, hanh vi mua
bdc dong chiu anh huong dang ké tir cam xtc va moi
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truong ban 1¢ (Beatty & Ferrell, 1998; Verhagen &
van Dolen, 2011). Gan déy, su chu ¥ dwoc mé rong
sang bi canh ban 1é da kénh, trong d6 chat luong tich
hop da kénh duoc cho 1a ¢ vai tro cling ¢ su tin cay
va kich hoat cac gia tri cam xuc ctia nguoi tiéu dung
(Huré va cong su, 2017). Tuy nhién, phan 16n cac
nghlen ctru nay dugc thuc hlen tai cac thi truong phat
trién va thuong xem xét cac yéu td dudi goc do rleng
1¢, chua 1am 15 co ché tac dong tong hop trong bdi
canh thi trudng méi noi.

Tai Viét Nam, mac du mo hinh ban 1€ thoi trang da
kénh dang phat trién manh mé, cic bang chimng thuc
nghiém vé tac dong cua chét lugng tich hop da kénh
dén hanh vi mua bdc déng van con han ché. Dic biét,
mdi quan hé trung gian ciia sy tin cdy va gia tri huong
thy cam nhén trong co ché nay chwa dwoc kiém dinh
mdt cach hé théng. Xuat phat tir khoang trong nghién
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ctru d6, nghién ctru nay nham phan tich anh huong
ctia chit lwong tich hop da kénh dén hanh vi mua bbc
dong thong qua su tin cdy va gia tri huong thy cam
nhan, tir d6 d& xuét cac ham ¥ quan trj thiét thuc cho
doanh nghi€p thoi trang Viét Nam trong qua trinh
trién khai mé hinh bén 1¢ da kénh.

2. Co s& ly thuyét va mé hinh nghién ctru

2.1. Cac khai ni¢m lién quan

Trong bdi canh béan 1é da kénh, Chat luong tich
hop kénh (CIQ) 1a kha nang cua doanh nghlep trong
viée dong b hoa cac kénh ban hang nhim cung cap
mot trai nghiém mua sam lién mach (Shen va cong
su, 2018). Trong nghién ctru nay, CIQ duoc hiéu 1a
mirc d6 nhat quan va thuan tién ma nha ban 1¢ tao ra
qua su phdi hop giita cac diém cham truc tuyen va
truc tiép. Su tin cdy (T) phan anh nhan thic vé do
dang tin ciia nha ban 1€ thong qua sy minh bach giira
cac kénh (Zhang va cong su, 2018) giup giam rui ro
va tang su an tdm khi mua sam (Midha, 2012); theo
do, nghién ciru nay tiép can su tin cdy la niém tin ctia
khach hang vao sy chinh tryc cta thuong hi€u trong
moi truong da kénh.

Dudi géc do tiéu dung trai nghiém, Gia tri huong
thu cam nhan (PHV) 1a nhitng loi ich tinh than nhu sy
tha vi va vui vé khi tuong tac voi dich vu (Babin va
cong su, 1994); trong pham vi d8 tai, khai niém nay
duoc hiéu 12 mic do htng tha vé mit cam x0c ma
hanh trinh mua sim mang lai cho nguoi tiéu dung.
Cubi cuing, Hanh vi mua boc dong (IBB) 14 phan tng
mua tirc thoi, khong ké hoach, nay sinh khi cam xtc
1an at Iy tri do tac dong ctia moi trudng (Rook, 1987;
Beatty & Ferrell, 1998); vi vay, nghién ctru nay xac
dinh hanh vi mua boc dong 1a quyét dinh mua hang ty
phat cua khach hang ngay tai thoi diém tiép xuc véi
cac kich thich trong h¢ sinh thai ban 1¢ da kénh.

2.2. Cdac nghién ciru lién quan

Céc nghién ctru vé hanh vi tiéu dung trong bdi
canh ban 1€ hién dai cho théy, hanh vi mua bdc déng
thuong hinh thanh tir phan tng tam 1y ctia khach hang
trude cac kich thich cia méi trudng mua sim, trong
do trai nghiém cam xuc dong vai tro trung tdm. Trén
nén tang 1y thuyét gia tri tiéu dung, (Babin va cong
su, 1994) khing dinh gia tri huong thy phat sinh tir
cam xic tich cyc, su vui thich va hirng tha trong qua
trinh mua sam, qua do 1y giai viéc cac quyét dinh mua
khong hoan toan duya trén can nhéc 1y tinh.

Trong moi truong ban 1& da kénh, (Chen va Chi,
2021) cho thdy, chat lwong tich hop kénh, thé hién
qua tinh nhat quan théng tin va kha ning két ndi

xuyén kénh, co tac dong tich cuc dén gid tri huong
thy cam nhan ctia nguoi tiéu dung. Trén co sé do,
(Yang va cong su, 2021), thong qua khao sat 199
nguoi tiéu dung va phan tich bang PLS-SEM, xac
nhan réng gia tri huong thu cam nhan c6 tac dong truc
tiép va c6 y nghia thong ké dén xu huéng mua sim
bbc ddng. Bén canh yéu t6 cam xiic, niém tin ciing
dugc xem 12 mdt phan ting tam 1y quan trong trong
boi canh ban 1¢ da kénh, khi chat lugng tich hgp kénh
¢6 kha ning cang cb su tin cdy va thuc diy cic phan
ung hanh vi tich cuc ctua khach hang (Natarajan va
cong su, 2024).

Tai Viét Nam, cac nghién ctru gan day chu yéu
tiép can hanh vi mua boc dong dua trén khung ly
thuyét S-O-R nham 1am 13 vai tro ciia cac bién tam Iy
trung gian. (Nguyen va cong su, 2023), thong qua
khao sat 319 ngudi tidu ding mua giay thé thao Biti’s
Hunter tai TP. H6 Chi Minh, cho théy su tin cdy co tac
dong tich cuc truc tiép dén xu huéng mua bdc dong
truc tuyén. B6 sung cho hudng tiép can nay, (Ngo va
Le, 2025) xac nhén vai tro trung gian quan trong cua
gi tri huong thu cam nhan trong viéc chuyén hoa cac
kich thich méi truong thanh y dinh mua sam bdc
dong trong bbi canh thuong mai dién tir qua
hvestream Tuy nhién, cac nghién ctru hién cé van
chii yéu xem xét cac mdi quan hé nay mot cach rleng
1¢, trong khi thiéu cac bang chimg thyc nghiém kiém
dinh dong thoi vai tro ciia ca gia tri huong thy cam
nhan va sy tin ciy trong mdi quan hé gitra chat luong
tich hop da kénh va hanh vi mua bdc dong, dic biét
trong bdi canh ban 1é thoi trang da kénh tai Viét Nam.

2.3. Gid thuyét nghién ciru va mé hinh dé xudt

M6 hinh SOR cho thdy, cac kich thich tir méi
treong bén ngoai (Stimulus) khong tac dong truc tiép
dén hanh vi, ma thong qua cac trang thai tim 1y bén
trong ctia ca nhan (Organism), tir 6 dan dén cac phan
hoi hanh vi cu thé (Response).

Su tich hop chat ch€ giira cac kénh ban 1¢ tao ra
nhiing phan tmg tdm ly tich cyc thong qua co ché
giam thiéu rui ro va gia tang trai nghiém cam xuc. Vé
khia canh niém tin, viéc lién két cao gitra cac kénh
gitp giam bét rai ro nhan thirc va sy bat dinh trong
qua trinh mua sam (Herhausen va cong sy, 2015). Su
van hanh muot ma, nhét quan cua hé théng da kénh
chinh 14 tin hiéu vé ning lyc ciia nha ban l¢, tir d6
cing cb sy tin cdy cua khach hang (McKnight va
cong su, 2002).

Bén canh d6, cht luong tich hop da kénh con lam
tang gia tri hudng thu cdm nhan thong qua viéc tao ra
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mot moi trudng mua sim lién mach va giau tinh
twong tac. Su chuyén két ni muot ma gitra cac diém
cham khong chi nang cao tinh tién lgi ma con kich
hoat cam xtc thich tha, hing khéi cua nguoi tiéu
dung trong qua trinh trai nghi¢m (Verhagen va van
Dolen, 2011). Trén co s6 do, nghién ctru dé xuét:

HI: Chat lwong tich hop da kénh cé tac dong tich
cwe dén sw tin cdy ciia nguoi tiéu ding.

H2: Chat lwong tich hop da kénh cé tac dong tich
cue dén gid tri huwong thu cam nhdn.

Su tin cdy déng vai tro 1 co ché tim 1y gitip giam
thiéu rai ro nhan thirc, tao diéu kién dé nguoi tiéu
ding chuyén dich tir muc dich mua sim thyc dung
sang trang thai tan huo‘ng va giai tri (Childers va cong
sw, 2001). Khi niém tin dwoc thiét lap, no thic day
qué trinh dong tao 1ap gia tri va gia ting cam nhan vé
cac trai nghiém huong thu ctia khach hang (Lee va
Park, 2024).

Dong thoi, sur tin cdy giup x6a bo cac rao can tim
1y va tang cuong phan trng cam xuc tich cyc. Khi cac
lo ngai v& rtii ro duoc triét tiéu, nguoi tiéu dung cd xu
hudng wu tién sy thoa man tic thi thay vi tri hodn dé
danh gia, tir d6 lam gia tang kha nang phat sinh hanh
vi mua boc dong (Kacen va Lee, 2002; Gong va
Jiang, 2023). Trén co s¢ d6, nghién ciru dé xuat:

H3: Su tin cdy co tac dong tich cuc dén gia tri
hwong thu cam nhan.

H4: Su tin cdy co tac dong tich cuc dén hanh vi
mua boc dong.

Duéi géc d6 tiéu dung trai nghiém, gia tri huong
thu cam nhan phan anh mirc d6 vui thich va hirng tha
ma nguoi tiéu dung cdm nhan trong qua trinh mua
sam (Babin va cong sy, 1994). Cac trang thai cam
xuc tich cyc nay dugc cho 1a c6 kha nang lam suy
giam céc danh gia ly tinh va gia ting xu huéng duara
quyét dinh mua hang mang tinh tu phat (Rook, 1987;
Jones va cong sy, 2003). Trén co s do, nghién cuu
dé xuat:

H5: Gia tri hwong thu cam nhdn co tac dong tich
cwe dén hanh vi mua boc dong.

3. Ph1r0’ng phap nghién ciru

Dé giai quyét muc tiéu nghién ciru, nhom tac gia
ap dung phuong phéap nghién ctru hon hop, tich hop
tudn tu gitra giai doan kham pha dinh tinh va kiém
dinh dinh luong. Trong giai doan dinh tinh, nghién
ctru tién hanh 4 phién thao luan nhom tap trung (quy
md 6-8 thanh vién mdi nhom), dit liéu thu dugc xu ly
bang k¥ thuat phan tich chi d& nhim sang loc va hiéu
chinh cac thang do thong qua su tham véan chuyén
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moén tir TS. Nguyén Thi Van, qua d6 dam bao tinh
thich nghi cao nhat voi bdi canh thuc té. Tiép theo,
giai doan dinh lugng st dung bang hoi khao sat dé
kiém dinh do tin cdy cua md hinh 1y thuyét dé xuat,
tap trung vao nhom ngudi tiéu ding da thé hé (trong
tam 1a Gen Z va Gen Y) da c6 trai nghiém mua sim
thuec té trén cac nén tang tich hop da phuong tién.

Dit liéu so cap duoc thu thap thong qua biéu mau
truc tuyén bang k¥ thuat 1y mau thuan tién. Hé thong
thang do dugc ké thira va phat trién tir khung ly
thuyét nén tang S-O-R (Mehrabian & Russell, 1974),
dong thoi duoc diéu chinh ngdn ngir cho phu hop véi
thi truong Viét Nam. Cac bién quan sat dugc do
ludng thong nhat trén thang do Likert 5 diém (trl-
Hoan toan khong dong ¥ dén 5 - Hoan toan dong y)
Sau khi loai bo cac phan hdi khong dat yéu ciu, mau
nghién ciru thu vé 405 phiéu hoan toan dap tmg tiéu
chuan vé ¢& mau cho phén tich PLS-SEM. Duya trén
su két hop gitta mo6 hinh S-O-R va Ly thuyét gia tri
cam nhan (TPV), m6 hinh nghién ctru thiét lap mbi
quan h¢ nhan qua bét dau tir bién doc lap Chét luong
tich hgp da kénh (CIQ) tac dong 1én hai trang thai tam
Iy trung gian bao gdm Sy tin cdy (T) va Gid tri huong
thu cam nhan (PHV), tir d6 thuc day bién phu thudc
Hanh vi mua boc dong (IBB). (Hinh 1)

Hinh 1: Mé hinh nghién ciu dé xudt

H4

- } Hanh vi mua
Chat lugng tich béc dong
hop da kénh

Gia tri hudng thu
cam nhan

Nguon: Nhom téc gia
Quy trinh xur Iy dir liéu dugc thyc hién trén phﬁn
mém SmartPLS 4.0 thong qua ky thuat PLS-SEM,
bao gdm 2 budc chudn: kiém dinh chit lugng mo
hinh do ludng (d6 tin cdy, gia tri hoi ty va phan bigt)
va danh gia mé hinh cau trac (cac hé sé duong dan,
muc y nghia p-value, R2) cung cac gia thuyet dleu
tiét. Bén canh do, phan thong ké mo ta dac diém mau
duoc hd tro boi phan mém Microsoft Excel.
4. Két qua nghién ctru
Nhim kiém dinh mirc d6 phu hop cia cac thang
do duogc st dung trong nghién ctru, mé hinh do
luong dwoc danh gia thong qua cac chi sb
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Bdang 1. K&t qua kiém dinh db tin cay va gid tri hdi tu

Cronbach's | D4 tin cay D§ tin cay Phwong sai trich
alpha chinh xac tong hop trung binh
T (Niém tin) 0.879 0.883 0.912 0.673
PHV (Gia tri hwéng thu cdm nhan) 0.907 0.908 0.928 0.683
IBB (Hanh vi mua s&m béc dong) 0.922 0.923 0.942 0.763
ClQ (Chét lwgng tich hop da kénh) 0.876 0.881 0.924 0.802

Cronbach’s Alpha, d6 tin cdy tong hop (CR),
phuong sai trich trung binh (AVE) va hé s tai ngoai
(outer loading). (Bang 1)

Két qua phan tich cho thdy, cac thang do T, PHV
va IBB déu dap tmg céc tiéu chuan danh gid mo hinh
do luong theo cac nghién ctu trude. Poi véi thang do
CIQ, 2 bién quan sat khong dat ngudng hé sb tai
ngoai da duoc loai bo, qua do diéu chinh thang do tur
5 xudng con 3 bién quan sat. Hé s6 Cronbach’s Alpha
cua cac khai niém trong mo hinh dao dong tir 0.876
dén 0.922, vuot ngudng chip nhan 0.7 (Nunnally &
Bernstein, 1994), trong khi do tin cdy tong hop (CR)
niam trong khoang tir 0.912 dén 0.942, dap ung
khuyén nghi cta (Hair va cong su, 2017). Bén canh
d6, phuong sai trich trung binh (AVE) cta cac khai
niém déu 16n hon 0.5, v6i gid tri dao dong tir 0.683
dén 0.802, qua d6 khang dinh gia tri hoi tu ciia mo
hinh do luong (Fornell & Larcker, 1981). Ngoai ra,
cac gia tri VIF dao dong tir 1.833 dén 3.288, thap hon
ngudng chip nhan 5, cho thdy hién tuong da cong
tuyén khong dang ké va khong anh huong dén do tin
cay ciia mo hinh (Hair va cong sy, 2017). (Bang 2)

Viée kiém dinh cac gia thuyét dugc thuc hién
thong qua phan tich Bootstrap, sir dung céc chi s t-
value va p-value v6i ngudng chap nhan tuong tmg t >
1.65 va p < 0.05. Can ctr vao Bang h¢ s6 dudng dan,

Nguon: Két qua xir Iy bang Smart PLS 4.0

cac gia thuyét H1, H2 va H3 duoc chép nhén. Cu thé,
CIQ c6 tac dong tich cuc manh mé dén T (B=0.673)
va PHV (B=0.498); dong thoi, T ciing dong vai tro
tién dé thuc diy PHV (B=0.294). Diéu nay khing
dinh ré“mg su déng bo cua hé théng kénh khong chi tao
dung niém tin ma con gia ting cam xuc tich cuc cho
khach hang. Tuy nhién, cic gia thuyét H4 va H5
khong duoc chap nhan do gia tri p > 0.05 va t< 1.65.
Két qua cho thay, trong pham vi nghién ctru nay, T
(B=0.034) va PHV (B=0.153) chua d diéu kién thong
ké dé tac dong truc tiép 1én IBB néu thiéu cac yéu td
kich hoat b tro khéc.

5. Két luan

Duya trén khung 1y thuyét S-O-R, nghién ctru
kiém dinh mé hinh nhim giai thich hanh vi mua béc
ddng trong bdi canh ban 1é thoi trang da kénh tai
Viét Nam. Két qua phan tich PLS-SEM xac nhén vai
tro ctia Chat luong tich hop da kénh (CIQ) trong
viéc dinh hinh cac trang thai tam ly cua nguoi tiéu
dung, bao gdbm Su tin cdy (T) va Gié tri huong thy
cam nhan (PHV). Tuy nhién, cac trang thai tam ly
nay khong cho thdy tic dong truc tiép co y nghia
thong ké dén Hanh vi mua bdc dong (IBB), qua dé
cho thay hanh vi mua bdc déng c6 thé phu thudc vao
cac yéu t6 kich hoat bo tro trong qua trinh trai
nghiém mua sam da kénh.

Bdng 2. K&t qua danh gia mé hinh va kiém dinh gia thuyét

Gia thuyét Méiquanhé | HéséBeta(B) | T-Statistics P-Values Két luan
H1 PC—T 0,673 15.700 0,000 Chép nhan
H2 PC — PHV 0,498 8.015 0,000 Chép nhan
H3 T—PHV 0,294 4.826 0,000 Chép nhan
H4 T—IBB 0,340 428 0,668 Bac bo
H5 PHV — IBB 0,153 1.593 0,111 Bac bo

Nguon: Két qua xir Iy bang Smart PLS 4.0
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Ddng gop ciia nghién ciru

Vé mit 1y luan, nghién ciru dong gop bang cich
1am rd co ché tam 1y trong mo hinh S-O-R khi chi ra
cac phan tmg cam xuc va nhén thic khong nhét thiét
dan dén hanh vi mua bbc déng mot cach truc tiép, ma
chiu sy diéu kién hoa boi bdi canh va trai nghi¢ém mua
sim tong thé. Phat hién nay gop phan md rong cac
nghién ctru trude vé hanh vi mua béc dong trong moéi
truong ban 1¢ da kénh, déc biét tai cac thi truong maoi
ndi nhu Viét Nam.

Vé mit thuc tién, nghién ctru chi ra hanh vi mua
bbc dong trong moi truong ban 1é da kénh khong
don thuan 1 quyét dinh nhat thoi, ma c6 thé dugc
dinh hudng tré thanh ngudn tao gia tri thuong hiéu
dai han khi dugc dat trong bdi canh trai nghiém
mua sim phu hop. Trén co s& do, nghién ctru dé
xuat mot sé6 ham ¥ quan trj cho cac doanh nghiép
thoi trang da kénh:

(i) Chat luong tich hop da kénh can duge xem 1a

TAI LIEU THAM KHAO:

“diéu kién nén”, trong d6 su déng b vé thong tin va
chinh sach glua cac kénh gop phan duy tri hanh trinh
mua sim lién mach va tao tién dé cho cac phan tmg
cam xuc tich cuc;

(i) Niém tin thuong hiéu nén dugc xay dung
thong qua sy minh bach va nhat quan giita cam két va
hanh dong, dic biét trong bdi canh ngudi tiéu ding
ngay cang nhay cam vai rui ro nhén thuc va cac lo
ngai vé “greenwashing”;

(iii) Gia tri huong thu c6 thé duoc khai thac
thong qua cac trai nghlem tuong tac va ca nhan hoa,
dong vai tro nhu yéu t6 xuc tac gitp khuéch dai tac
dong cua trai nghiém da kénh khi két hop vai cac
yéu t6 kich hoat mang tinh tinh hudng, thay vi truc
tiép kich hoat hanh vi mua bbc dong. Qua d6, doanh
nghiép c6 thé dinh huéng hanh vi mua ngiu himg
theo hudng c6 trach nhiém, vira hd tro muc tiéu kinh
doanh vira cung cb hinh anh thuong hiéu bén viing
trong dai han ®
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ABSTRACT:

This study investigates the determinants of impulsive buying behavior in the Vietnamese fashion
industry within the context of multi-channel retailing. Survey data were collected from 405
consumers with multi-channel shopping experience and analyzed using partial least squares structural
equation modeling (PLS-SEM). The empirical results indicate that the quality of multi-channel
integration exerts a positive influence on perceived trust and perceived value. However, neither
perceived trust nor perceived value demonstrates a direct effect on impulsive purchasing behavior.
Instead, the findings reveal that impulsive buying is contingent in nature and indirectly shaped by the
overall multi-channel experience. These results contribute to a deeper understanding of consumer
behavior in digitally integrated retail environments and clarify the complex mechanisms through
which multi-channel strategies influence purchasing decisions in the Vietnamese fashion market.

Keywords: impulsive buying behavior, omnichannel retail, omnichannel integrated quality, trust,
perceived hedonistic value, fashion industry, S-O-R.
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