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TOM TAT:

Nghién ctru phén tich cac yéu t6 anh huong dén trai nghiém khach hang truc tuyén va tic dong cua
trai nghiém khach hang dén sy hai long va y dinh mua lap lai trong thuong mai dién tir. Dt ligu tir 318
khach hang d3 tirmg mua sim tryc tuyén tai thanh phé Hué duoc phan tich bang mé hinh cau tric tuyén
tinh (SEM). Két qué cho thay, trai nghiém khach hang tryc tuyén chiu anh huong tich cuc boi sy tuong
tac, su tin cay, gia tri cdm nhan, chét luong san phém va thiét ké nén tang, trong do su twong tac co tac
dong manh nhat. Pong thoi, trai nghiém khach hang tac dong tich cyc dén sy hai long va y dinh mua
1ap lai, trong khi sy hai 1ong tiép tuc thuc day y dinh mua lip lai. Két qua nghién ctru khang dinh vai trd
quan trong ciia trai nghiém khach hang trong viéc duy tri hanh vi mua sam lap lai trén cac nén tang

thuong mai dién tur.

Tir khoa: trai nghiém khach hang truc tuyén, y dinh mua 1ap lai, sy hai long, thuong mai dién tir,

ung dung di dong.

1. Pit van dé

Sy phat trién cua internet va cong nghé sé da lam
thay d6i dang ké hanh vi mua sim cta nguoi tiéu
ding, thuc déy sy ting truong manh mé cua thuong
mai dién tir trén toan cau (Laudon & Traver, 2023).
Tai Vi¢t Nam, thuong mai di¢n tir tiép tuc duy tri tde
do tang trudng cao v6i quy mo thi truong vugt mdc
32 ty USD trong niam 2025 (Thanh Hing, 2026).
Trong bdi canh do, khach hang ngay cang c6 nhiéu
lya chon va dé dang chuyén doi giita cic nén tang

mua sam, khién viéc thu hiit va duy tri khach hang tro
thanh thach thirc quan trong ddi véi cac doanh nghiép
thuong mai dién tir (Lemon & Verhoef, 2016).

Trai nghiém khach hang dugc xem 14 ngudn lyc
chién lugc gitip doanh nghiép tao dung loi thé canh
tranh va duy tri mdi quan hé 1au dai v6i khach hang
(Verhoef et al., 2009; Becker & Jaakkola, 2020).
Theo Rose et al. (2012), trai nghiém khach hang
tryc tuyén phan anh cac phan tmg vé nhan thirc, cam
xtc va hanh vi cta khach hang trong sudt qua trinh
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trong tac voi nén tang sb6. Nhiéu nghién ctru cho
thay, trai nghiém tich cuc gop phan nang cao su hai
1ong, cing ¢b niém tin va thuc day y dinh mua lip
lai ctia khach hang (Anderson & Srinivasan, 2003;
Anshu et al., 2022; Javed & Wu, 2020). Nguoc lai,
nhiing trai nghiém khong dap tmg ky vong c6 thé
lam suy giam sy hai 10ng va anh hudng tiéu cuc dén
¥ dinh tiép tuc mua sim ctia khach hang (Chiu et al.,
2014; Javed & Wu, 2020).

Do d6, viéc nhan dién cac yéu td anh hudng dén
trai nghiém khach hang va lam rd vai tro cuia trai
nghiém ddi voi su hai long va y dinh mua 1ap lai c6
¥ nghia quan trong d6i v6i cac doanh nghiép thuong
mai dién tr. Trén co sé do, nghién curu nay dugc
thuc hién nham phan tich anh hudng cua su tin cdy,
gia tri cam nhan, sy tuong tac, chét luong san phém
va thiét ké nén tang dén trai nghiém khach hang truc
tuyén, dong thoi danh gia tic dong cia trai nghiém
khach hang dén sy hai 1ong va y dinh mua lip lai cia
khach hang.

2. Tong quan 1y luin, mé hinh nghién ciru va
phuong phap nghién ciru

2.1. Tong quan Iy lugn, mé hinh nghién civu

Trai nghiém khach hang truc tuyén (Online
Customer Experience - OCX) 1a tong hop cac phan
g vé nhan thirc, cam xtic va hanh vi ciia khach hang
trong sudt qua trinh tuong tac v6i doanh nghiép trén
nén tang sd (Verhoef et al., 2009; Rose et al., 2012).
Trong thuong mai dién tir, trai nghiém khach hang
dugc xem 14 yéu t6 quan trong gitip doanh nghiép tao
dung loi thé canh tranh, nang cao sy hai long va duy
tri moi quan h¢ lau dai voi khach hang (Lemon &
Verhoef, 2016; Becker & Jaakkola, 2020). Sy hai
long phan anh muc d§ danh gia cta khach hang sau
khi so sanh giita ky vong va trai nghiém thyc té
(Anderson & Srinivasan, 2003; Oliver, 1980), trong
khi y dinh mua 13p lai thé hién kha nang khach hang
tiép tuc mua sam trén cing mot nén tang trong tuong
lai (Hellier et al., 2003; Chiu et al., 2014). Nhiéu
nghién ctru cho théy, trai nghiém tich cyc va su hai
1ong cao gop phan gia ting y dinh mua lap lai cia
khach hang (Anshu et al., 2022; Javed & Wu, 2020).

Cac nghién ciru trude day cho thay, trai nghiém
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khach hang tryc tuyén dugc hinh thanh tir nhiéu yéu t6
khac nhau trong qua trinh mua sim. Trong do, su tin
cdy giup gia ting niém tin ctia khach hang di voi nén
tang (Konuk, 2021; Morgan & Hunt, 1994); gia tri
cam nhan phan anh loi ich nhan dugc so véi chi phi bo
ra (Slack et al., 2020; Sweeney & Soutar, 2001); su
tuong tac nang cao kha nang két ndi va hd trg khach
hang (Huang & Rust, 2021; McLean & Wilson,
2016); chat lugng san phdm anh huéng dén muc do
dap ung ky vong cta khach hang (Anshu et al., 2022;
Parasuraman et al., 1988); trong khi thiét ké nén tang
vé6i giao dién truc quan va dé sir dung gop phan nang
cao trai nghiém mua sam (Bilgihan et al., 2016; Ha &
Stoel, 2012; Hausman & Siekpe, 2009). Bén canh do,
trai nghi¢ém khach hang dugc chirng minh cé tac dong
tich cuc dén sy hai 1ong va ¥ dinh mua lap lai, dong
thoi su hai 1ong tiép tuc thic day hanh vi mua sdm
trong tuong lai (Anderson & Srinivasan, 2003; Anshu
et al., 2022; Javed & Wu, 2020). Trén co sé do,
nghién ctru d& xuét cac gia thuyét sau:

HI: Sy tin cdy co anh hwong tich cuc dén trai
nghiém khach hang triec tuyén.

H?2: Gia tri cam nhdn co anh huong tich cuc dén
trai nghiém khéch hang truc tuyén.

H3: Suw twong tdc c6 anh hwong tich cuc dén trai
nghiém khéch hang truc tuyén.

HA4: Chdt lwong san pham cé anh huong tich cye
dén trai nghiém khéch hang truc tuyén.

HS5: Thiét ké nén tang cé anh huong tich cwc dén
trai nghiém khdch hang truec tuyén.

HG6: Trai nghiém khdch hang truc tuyén c6 dnh
hieong tich cue dén si hai long ciia khdch hang.

H7: Trdai nghiém khdch hang tric tuyén cé
anh hwong tich cuc dén y dinh mua lap lai cua
khach hang.

HS8: Sy hai long cua khach hang co anh hwong
tich cuc dén vy dinh mua lap lai cua khach hang.

Tir céc gia thiét trén, mo hinh nghién ciru dugc dé
xudt nhu sau: (Hinh 1)

2.2. Phwong phap nghién ciru va thang do

Nghién ctru str dung phuong phap dinh luong dé
kiém dinh mé hinh va cac gia thuyét nghién ctru.
Thang do duoc ké thira tir cac nghién ctru trude day
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Hinh 1: Mé hinh nghién cuu dé xudt
Su tin cay (REL)

Gia tri cdm nhan (PV)

Su hai long (CS) ]

Trai nghiém khach hang
tric tuyén (OCX)

S twong tac (INTER)

[
[
[ Chét lwong san pham (PQ)
[
[

Thiét ké nén tang (PD)

va hiéu chinh thong qua phong véan siu 5 chuyén gia.
Tiép theo, khao sat thir voi 30 khach hang dugc thuc
hién nham danh gid mtc do phu hop cua thang do
trude khi tién hanh khao sat chinh thic. Thang do bao
gdém: Sy tin cdy 3 REL v6i 3 bién quan sat, gia tri cam
nhén - PV ¢6 4 bién quan sat, su tuong tac - INTER
¢6 3 bién quan sat, chat luong san pham - PQ ¢6 3
bién quan sat, thiét ké nén tang - PD c6 4 bién quan
sat, trai nghiém khach hang tryc tuyén - OCX c6 3
bién quan sat, sy hai 1ong - CS ¢6 3 bién quan sat, y
dinh mua lap lai - RPI ¢6 3 bién quan sat.

Dt ligu duoc thu thap thong qua khao sat truc
tuyén 318 khach hang tai thanh phd Hué da timg mua
sdm trén cac san thuong mai dién tir trong giai doan
tir thang 8 dén thang 12/2023. Di twong khao sat 1a
nhitng khach hang tir 18 tudi trd 1én va dd mua sam
tryc tuyén it nhat mot lan trong vong hai thang gan
nhét. Phuong phap chon mau thuan tién duoc sir dung
va cac bién quan sat duoc do ludng bang thang Likert
5 muc do, tir 1 - “Hoan toan khong dong y” dén 5 -
“Hoan toan dong y".

3. Két qua nghién ctru

3.1. Mo ta chung

Két qua khao sat thu thap duoc 318 bang tra 10i
hop 18. V& giéi tinh, co ciu mau twong ddi can bang
véi 53,8% khach hang 1a nlt va 46,2% 1a nam. Nhom
khach hang tir 25 dén 35 tudi chiém ty 1& cao nhat
(43,7%). Xét theo nghé nghiép, cong chirc va vién
chire 1a nhom chiém ty trong 16n nhat trong mau khao
sat (31,6%). Vé thu nhap, phan 16n khach hang co
mirc thu nhép tir 6 - 10 triéu ddng mdi thang (48,2%).
Bén canh do, da sd khach hang da cé kinh nghiém

Y
Y dinh mua I3p lai (RPI) ]

mua sim truc tuyén tir 1 - 3 ndm (31,3%) hodc tir3 - 5
nam (35,7%). Két qua ciing cho thdy 54,5% khach
hang danh tir 1 - 3 gid mdi ngay dé truy cap cac ing
dung thuong mai dién tir nham tim kiém thong tin va
mua sam san pham.

3.2. Kiém tra d¢ tin cdy ciia thang do va phin
tich nhén t6 kham phd EFA

Két qua kiém dinh db tin cdy cho thay, tit ca cac
thang do déu dat yéu ciu voi hé sb Cronbach’s Alpha
16n hon 0,7. Cac bién quan sat déu c6 hé sd twong
quan bién tong 16n hon 0,3 va khong c6 bién nao bi
loai khoi thang do. Tiép theo, phén tich nhan t kham
pha (EFA) duoc thyc hién nham danh gia gia tri hdi
tu va phan biét ctia cac thang do. Két qua cho thay, hé
s6 KMO dat 0,903 (>0,5), kiém dinh Bartlett c6 ¥
nghia théng ké (Sig. = 0,000), khang dinh dit liéu phu
hop dé phan tich nhan t6. Pong thoi, cac hé sb tai
nhan t6 déu 16n hon 0,5 va tong phuong sai trich dat
88,418% (>50%), cho thdy cac nhan t6 giai thich tot
su bién thién cua dir lidu va thang do dat gia tri hoi tu
(Hairetal., 2013). (Bang 1)

Bdng 1. K&t qud kiém dinh KMO

Kiém dinh Giatri
Kaiser-Meyer-Olkin Measure
. 0,903
of Sampling Adequacy
Chi-Square 7015,991
Bartlett’'s Test of
Sphericity Approx. Df 231

Sig. 0,000

Nguon: Két qua tir xir Iy di liéu bang
SPSSva AMOS (2026)
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Tiép theo, phan tich nhan t6 khang dinh (CFA)
duoc thuc hién nhim danh gia do phu hop cua mo
hinh do luong ciing nhu kiém dinh gia tri hoi tu va gia
tri phan biét ctia cac thang do. Theo Hair et al. (2014),
gi4 tri hoi tu duge danh gia thong qua do tin cdy tong
hop (Composite Reliability - CR) va phuong sai trich
trung binh (Average Variance Extracted - AVE). Két
qua cho thiy, tat ca cac thang do déu dat yéu cau véi
gia tri CR 16n hon 0,7 va AVE 16n hon 0,5, khing
dinh d9 tin cdy va gia tri hdi tu cta thang do. Gia tri
phén biét dugc danh gia thong qua viéc so sanh can

bac hai ctia AVE véi hé sb twong quan giira cac khai
niém nghién ctru. Két qua kiém dinh gia tri phan biét
giita cac khai niém nghién ctru cho thdy, can bac hai
ctia AVE ciia mdi khéi niém déu 16n hon céc hé sb
twong quan tuong ting véi cac khai niém con lai. Do
do6, cac thang do dat gia tri phan biét theo tiéu chuén
dé xuét ciia Hair et al. (2014). (Bang 2)

Két qua CFA cho thay ,m6 hinh do luong phii hop
v6i dir liéu nghién ctru khi céc chi sé déu dat ngudng
dé xuat: y¥/df = 1,825 (<3), GFI=0,914 (>0,9), AGFI
= 0,884 (>0,8), IFI = 0,977 (>0,9), TLI = 0,972

Bang 2. Hiéu luc phan biét ciia cac nhan 16

REL PV INTER PQ PD CX CS RPI
REL 0,906
PV 0,413 0,873
INTER 0,445 0,46 0,861
PQ 0,340 0,49 0,438 0,891
PD 0,397 0,471 0,532 0,455 0,867
CX 0,401 0,489 0,583 0,469 0,621 0,897
CS 0,334 0,531 0,500 0,601 0,516 0,562 0,896
RPI 0,447 0,493 0,484 0,490 0,505 0,576 0,495 0,877

Ghi chii: Cdc phan tir in nghiéng la cdn bdc hai ciia gid tri AVE cho méi nhan to.

Nguon: Két qua tir xit 1y, dit liéu bang SPSS va AMOS (2026)

Bang 3. Kiém dinh céc gia thuyét

Cac gia thiét L(J’;c:ilr::’;r;? 21 ?é‘)g;uén ) :g.tlgi)han P-value Két qua
H1: REL — CX 0,263 0,069 3,833 e Chép nhan
H2: PV — CX 0,177 0,054 3,310 e Chép nhan
H3:INTER — CX 0,321 0,066 4,832 e Chép nhan
H4:PQ— CX 0,147 0,052 2,805 0,005** Chép nhan
H5: PD — CX 0,177 0,049 3,587 e Chép nhan
H6:CX— CS 0,530 0,053 9,930 e Chép nhan
H7:CX — RPI 0,352 0,065 5,405 e Chép nhan
H8: CS — RPI 0,192 0,059 3,283 0,001** Chép nhan

Ghi chii: *: p<0,05; **: p<0,01; ***: p<0,00]
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(>0,9), CF1=10,977 (>0,9), RMR = 0,011 (<0,05) va
RMSEA = 0,051 (<0,08) (Arbuckle, 2013). Trén co
s& d6, mo hinh cdu tric tuyén tinh (SEM) duogc st
dung dé kiém dinh céc gia thuyét nghién ctru. Két qua
trong Bang 3 cho thiy tit ca cac mdi quan hé trong
md hinh déu ¢ y nghia théng ké (p < 0,05; C.R. >
1,96). Do d6, cac gia thuyét tir H1 dén H8 déu duoc
chip nhan.

4. Két luan va mjt s6 ham y

Duya trén co so 1y thuyét vé trai nghiém khach
hang, su hai long va y dinh mua lap lai, nghién ctru da
xay dung va kiém dinh mé hinh cac yéu t6 anh huong
dén trai nghiém khach hang truc tuyén va y dinh mua
lap lai trong moéi truong thuong mai dién tu. Dir liéu
khao sat tir 318 khach hang da timg mua sam truc
tuyén tai thanh phé Hué duoc phan tich bang mé hinh
cAu tric tuyén tinh (SEM).

Két qua nghién ctru cho thdy, trai nghiém khach
hang tryc tuyén chiu anh hudng tich cyc tir sy trong
tac (B = 0,321), su tin cay (B = 0,263), gia tri cam
nhén (B =0,177), thiét ké nén tang (B = 0,177) va chét
luong san pham (B =0,147) v6i mic ¥ nghia thong ké
p <0,05. Trong d6, su twong tac 1 yéu td co tac dong
manh nhat dén trai nghiém khach hang. Bén canh do,
trai nghiém khach hang c6 anh huéng tich cuc dén sy
hai long (B = 0,530; p <0,05) va y dinh mua lap lai (B
=0,352; p <0,05), trong khi su hai long tiép tuc tac
dong tich cuc dén y dinh mua 13p lai (B =0,192; p <
0,05). Két qua nay twong dong voi nhidu nghién ciru
trudc dy va tiép tuc khang dinh vai trd trung tim ctia
trai nghiém khach hang trong viéc nang cao su hai
1ong va duy tri hanh vi mua sam ldp lai trén cac nén
tang thuong mai dién tur.

Loi cam on:

Nghién ctru gép phan b sung bang chimg thuc
nghiém vé cac yéu t6 anh huong dén trai nghiém
khach hang va ¥ dinh mua ldp lai trong bdi canh
thuong mai dién tr tai Viét Nam. Tuy nhién, do pham
vi khao sat chi giéi han tai thanh phé Hué nén kha
ning khai quat hoa két qua con han ché. Cac nghién
ctru tiép theo ¢ thé mé rong pham vi khao sat va xem
xét bd sung cac yéu td nhu chat luong dich vu hau
mai, ca nhan hda, anh hudng xa hdi hoac trai nghiém
trén thiét bi di dong nham nang cao kha ning giai
thich cia mo hinh.

Tur két qua nghién ctru, mot s6 ham y quan tri
duogc d& xuat. Thir nhat, doanh nghiép can ting cuong
kha nang tuong tac vdi khach hang thong qua phan
hdi nhanh, hd trg truc tuyén hi€u qua va img dung céac
cong nghé nhu chatbot hodc tri tu¢ nhan tao nham
nang cao trai nghiém mua sim. Tht hai, can chd
trong xay dung sy tin cdy bang viéc cung cip thong
tin minh bach, dam bao an toan thanh toan, bao mat
di li€u va thyc hién dung cac cam két voi khach
hang. Thir ba, doanh nghiép cin gia ting gia tri cam
nhén thong qua chét lugng san pham, mirc gia hop 1y,
chinh sach dbi tra thuan tién va cac chuong trinh
cham soc khach hang. Thir tw, can duy tri chét luong
san pham 6n dinh, bao dam su tuong dong gitra thong
tin mo ta va san phém thue t&. Thir ndm, doanh
nghiép nén dau tu hoan thién thiét ké nén tang theo
huéng truc quan, dé str dung va thuan tién trong qua
trinh tim kiém, dat hang va thanh toan. Thir sau, vi¢c
quan tri trai nghiém khach hang can duoc thuc hién
mot cach toan dién va lién tuc nham nang cao sy hai
long, gia tang ty 1¢ mua lap lai va duy tri loi thé canh
tranh trong mai truong thuong mai dién tir ®

Nghién ciru nay dwoc tai trg béi Pai hoc Hué trong khuén khé dé tai Khoa hoc va cong nghé cip Pai
hoc Hué, ma so 3173. Nhom tdc gid xin trdn trong cam on sy ho tro ciia Dai hoc Hué trong qud trinh thuc

hién nghién ciru.
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ABSTRACT:

This study analyzes the factors influencing online customer experience and examines the impact of
customer experience on satisfaction and repurchase intention in e-commerce. Data from 318 customers
who have previously shopped online in Hue City were analyzed using Structural Equation Modeling
(SEM). The results show that online customer experience is positively influenced by interaction, trust,
perceived value, product quality, and platform design, with interaction having the strongest effect. In
addition, customer experience positively affects satisfaction and repurchase intention, while
satisfaction further promotes repurchase intention. The findings confirm the important role of customer
experience in maintaining repeat purchasing behavior on e-commerce platforms.

Keywords: online customer experience, repurchase intention, satisfaction, e-commerce, mobile
applications.
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