KINH DOANH

MUA SAM TRUC TUYEN:
VAI TRO CUA NANG LUC BAN THAN
VA SU PIEU PHOI CUA LONG TIN TRUC TUYEN

® VO VUONG BACH - DAO THI THU HIEN - NGUYEN GIANG PO

TOM TAT:

Nghién cttu vé hanh vi mua sim van ludn 14 chi ¢ hap din d6i v6i cac nha nghién citu trong

linh vi'c marketing, dic biét 12 hanh vi mua sim tryc tuyén. Bai nghién cttu ndy dé xuit mot mo
hinh nghién ctu vé hanh vi mua sim truc tuyén véi sy tac dong clia niém tin tryc tuy€n va ning
lyc ban than, cling nhu phén tich da nhém duya trén kinh nghiém mua sim va gi6i tinh. K&t qua
nghién cttu chi ra niém tin va ning luc ban than tic ddng d&€n y dinh mua hang truc tuyé&n va xic
nhén vai trd di€u phdi clia trdi nghiém mua sim va gidi tinh. Bai nghién cifu déng gop mdt s6 van
dé giira 1y thuy&t va thuc tién cho ngudi diing khi tham gia vio mua hang truc tuyé&n.

T khéa: niém tin tryc tuyé&n, ning luc ban than, ¥ dinh mua sim tryc tuyén.

1. Dit van dé

Sédch tring Thuong mai dién cdng bd ring,
trong ndm 2021, 63% ngudi dung internet tham
gia v mua hang truc tuyé&n c6 do tudi tir 18 d&n
35. C6 74,8% tong s6 ngudi dung internet da va
dang tham gia mua sim truc tuyén. Khi tham gia
mua sim tryc tuyén, uy tin cla website va ng
dung thuong mai dién tif dugc xem 12 y&u t6 quan
trong nhat khi tham gia vio mua sim truc tuyén
va ty 1& nay chi€m 74% trong cdc tiéu chi ma
ngudi tiéu dung lya chon. Piéu nay cho thdy
thuong mai dién t vin déng vai trd quan trong
trong c4c giao dich thuong mai ddi véi nén kinh t&
Viét Nam. Thuong mai dién t&r Viét Nam hién nay
khong chi gidi han trong bién gidi Viét Nam ma

da mé§ rong ra cdc giao dich qudc t€ va trd thanh
mot lya chon thiét thuc va 12 kénh giao ti€p hiéu
qua trong kinh doanh trén toan th€ gidi.

Khi thyc hién mua sim tryc tuyén, ngudi tiéu
dung trdi qua mdt qué trinh trdi nghiém cho su lua
chon clia minh. Ho d6i dién véi rat nhiéu lya chon
vé& sian phdm, dich vy, nha cung cip, don vi van
chuyén hoic phuong thic thanh todn. Vi mot quy
trinh nhu vay c6 thé x4y ra céc rii ro khi thuc hién
giao dich. Piéu nay doi hdi ngudi tiéu dung phai
c6 ning lyc nhit dinh vé khd ning s dung
internet, kha ning ti€p can cong nghé va céc thi€t
bi cdng nghé. Dya trén 1y thuy&t nhan thitc xa hoi
(Social Cognitive Theory) ciia Bandura (1986),
nghién ctu ndy nhim khdm pha mdi quan hé giita
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niing luc bdn than véi y dinh mua hang tryc tuyén,
trong mdi quan hé tuong quan v&i niém tin truc
tuyén. Ning lyc bdn than khi tham gia mua sim
tryc tuyén & diy dudc cho ring: mot cd nhan dit
ra nhitng muc tiéu cu thé véi sy ky vong nhit dinh
vé két qui dat dugc, chi dong dua ra suy nghi va
tu diéu chinh hanh dong nhim thich nghi véi moi
trudng bén ngoai dé dat dudc muc tiéu
(Mccormick & Martinko, 2004). Mdt cd nhan cé
ning lyc ban than cao c6 thé chii dong ki€m sodt
moi trudng xung quanh cia ho khi thyc hién mot
hanh dong bat ky va tuong ty nhu trong mua hang
truc tuy€n, ndi ma ho ¢ thé ki€m sodt va lam chii
chudi quy€t dinh mua hang trén internet.

2. Ca' s6 1y thuyé&t va mo hinh nghién citu

2.1. Niém tin tric tuyén

Trong thuong mai dién t, sy tin cdy ngay lap
tiic tr§ thanh mot vin dé quan trong trong viéc
xay dung mdi quan hé khach hang, ciing nhu thiét
lap ha ting bdn hang trén internet. Ngudi tiéu
diing c6 thé gip phdi thich thic va rii ro tiém
ning khi ti€n hanh mua sin phd&m hoic dich vu
tryc tuy&n biing nén ting internet tif mot cita hang
40 xa la ma ho c6 thé tryc ti€p trai nghiém san
phdm. Vi vy, niém tin tryc tuyén déng vai trd
quan trong trong viéc hd trg ngudi mua gidm thiu
nhitng nhin thitc v& mitc do rdi ro, sy khong chic
chin hoic khong an toan (Hong va Cha, 2013).
Khich hang s& khong cung cAp cdc thong tin cAn
thi€t ctia ho khi thuc hién mot giao dich néu cic
van dé vé quyén riéng tu, sy bAo mat va tinh ddm
bdo trén internet con yéu (Hsu va cdc cdng su,
2015). Do d6, niém tin tryc tuyén la sy thAm thau
theo thoi gian khi ngudi tiéu dung truc ti€p tich
Ity kinh nghiém thong qua cic giao dich lién tuc
va két thic giao dich cta ho qua céc kénh truc
tuyén (GroB va cdc cdng su, 2016). Nghién citu
nay dinh nghia niém tin tri'c tuy&n 1a niém tin cia
ngudi tiéu dung, ring nha ban hang truc tuyén ¢
thé giao dich dya trén mdt mdi trudng an toan
trong thuong mai dién tir d€ cung cdp cic giao
dich khong c6 rui ro.
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2.2. Nding luc ban thén (self-efficacy)

Bandura (1986) da dinh nghia ning lyc ban
than 12 viéc “mot c4 nhan ty danh gid vé kha ning
ctia ho trong viéc td chitc va thuc hién cdc hanh
dong can thiét d€ dat dudc két qua ma ho di dinh
s&n”. Trong nghién ctu ti€p theo, Bandura (1991)
chi rd ring “niém tin vio mic dd hiéu qui cla
hanh dong clia mot ngudi, d6i véi viéc ho da lya
chon, tinh todn va ky vong d€ dua ra cic nd luc va
kién tri cAn thi€t khi d6i dién v6i cdc khé khin,
tht thach trong qud trinh hanh dong”. Nang luc
ban thin cin dudc xem 1a mot trong nhitng yé&u td
quyét dinh 4nh hudng dé€n nhitng tinh todn bén
trong suy nghi va moi trudng bén ngoai cia mot
¢4 nhan khi dua ra mdt hanh dong cu thé. Trong
thuong mai dién tit, ning luc ban than vé cdc yéu
t0 tric tuyén déng vai trd quan trong nhit dnh
hudng dén long tin va ¥ dinh mua hang tryc tuyén
(Kim va cdng sy, 2009). Vai tro cia ning luc ban
than ciling dugc chitng minh béing 4nh hudng truc
ti€p manh mé& dé&n long tin cla ngudi dung khi st
dung ng dung di dong d€ mua hang trong thuong
mai dién tf (Keith va cong sy, 2015). Mdi lién hé
gitta ning lyc badn than va sy tin tudng van dudgc
ghi nhan thdong qua cdc nghién cttu trong linh vuyc
marketing ring viéc nang cao ning luc bdn than
s& din dén sy tin twdng va thic day khich hang
tim ki€m bat ky thong tin nao tryc tuyén (Hocevar
va cong su, 2014). Khach hang khong thé c6 tri
nghiém thuc t€ doi véi cdc clra hang tryc tuyén
hodc nhitng ngudi ban khong quen thudc; 10ng tin
tryc tuyén van quan trong hon ngay ca khi ho ¢6
ca muc dich hanh vi va hiéu qua cao.

2.3. M6 hinh nghién citu va gid thuyét

Qua ly thuyét va cdc nghién citu trudc day
cling muc tiéu bai nghién cttu, nhém tdc gid dé
xudt mod hinh nghién citu nhu Hinh 1.

Céc gia thuyét nghién citu gdm:

H1: Niém tin truc tuy€n tic dong duong dén y
dinh mua hang online

H2: Ning lyc ban than tdc dong duong dén y
dinh mua hang online
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Hinh 1: M6 hinh nghién ciu dé xuét

Niém tin
truc tuyén
A
H3 S
P S, Y dinh mua
Nang luc / hang truc tuyén
ban than H2

H3: Ning luc bdn than tic dong duong dén
niém tin tryc tuyén.

3. K&t qua nghién citu

Sau khi sang loc va lam sach dit liéu vé phan
hdi cla 402 ngudi tham gia, chi c6 tdng s6 366
ngudi tham gia 12 ¢6 sdn va hgp 1& d€ phan tich
thong ké vé6i ty 1& phan hdi 1a 91%. Theo mau
chinh xdc, hd sd clia nhitng ngudi tham gia cho
thdy phin I16n trong s6 ho 14 phu nit (68,1%) so véi
nam gi6i (31,9%) va hau hét ho c6 thu nhap dudi 5
triéu, dai dién cho van dé dién hinh cda sinh vién.

Sinh vién niam hai 1a nhitng ngudi tra 13i chinh
(58%) va nhitng ngudi méi d&€n 12 phan con lai.
Thu nhdp cia nhitng ngudi duge hdi da dugc mod
phong nhu sinh vién tai Khoa Quén tri kinh doanh,
Trudng Pai hoc Nguyén Tt Thanh va diéu d6
gidi thich ring mot s6 ngudi trong s& ho phdi phu
thudc vao hd trg tai chinh tir chinh gia dinh cda ho.
C6 42,8% trong s& ho dugc ghi nhan cho dén nay
1a con s6 cao nhat khong c6 thu nhap. Ho ciing
ding ky thu nhap dudi 5 triéu dong, tuong Gng 1a
44,2%. Lién quan dé&n trdi nghiém mua sim, phan
16n s& ngudi dude héi (78,6%) da mua hang truc
tuy€n it nhat 5 1in trong 6 thang qua.

Do tin cdy cla thang do va phan tich nhan t6
khdm phd (Bang 1) 1a cdc budc cAn thiét d€ kiém
tra tinh nhat qudn va xdc nhan thang do. Cronbach
Alpha ctia mdi bi€n dugc ghi nhan it nhat 1a 0,8,
cho thdy ddnh gid ctia ngudi trd 15i cho tirng muc
12 nhat quan. Trong khi d6, cdc tiéu chi @€ phan
tich nhan t& bao gdm gia tri KMO (0,899), ki€m
dinh Bartlett's vé tinh toan cau (p = 0,00), tdng
trich cdc tai trong binh phuong (67,95%) va gid tri

Bdng 1. Théng ké mé td, dé tin cdy va phén tich nhén t6

Tén bién Ky hiéu Hé sdtai Cronbach’s Alpha CR AVE
Trust1 .804
i3m ti Trust2 .809
Niem tin 897 0.898 0.688
tryc tuyén Trust3 797
Trust4 912
SE1 871
SE2 864
5 SE3 840
Nang lue 907 0.907 0.621
ban than SE4 896
SE5 603
SE6 514
OPI1 811
Ydinh OPI2 817
mua hang 912 0.913 0.724
online OPI3 851
OPl4 914
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riéng (eigen value) clia 3 nhan t& déu 16n hon 1.
Do d6, k€t qué da théa man tat ca 3 gid dinh cla
Hair et al. (20006).

Phan tich mo hinh c4u tric cudi cing véi 389
bac tu do; chi-square/df = 2.343 < 3; GFI = 0,94;
CFI=0,975 va RMSEA = 0,061 < 0,08. V&i dd tin
cdy 95%, tit cd cdc quan hé nay déu cé y nghia
thong ké. Cdc trong s& chua chuin héa ciing nhu
cdc trong s6 chuin héa déu duong ching té cic
mdi quan hé nay 13 cdc m&i quan hé thuin chiéu.
D6i v6i cdc tdc dong tryc ti€p, két qui da ching
minh cdc s6 liéu c6 y nghia thong ké cho thdy su
tu tin vao niang lyc ban than c6 tdc dong tich cuc
dé&n niém tin tryc tuyé&n (B = 0,595, p =0,000) va y
dinh mua hang tryc tuyén (B = 0,570, p = 0,000).
Ngoai ra, niém tin ¢é tic dong tich cuc dé€n y dinh
mua hang tryc tuyén (B = 0,221, p = 0,000).

Mot mau gdm 2000 thuc hién chay bootstrap
vGi khodng tin ciy hiéu chinh sai 1€ch 95%, cho
thdy ning lyc ban than c¢6 dnh hudng tryc ti€p
ddng k€ d€n y dinh ma khong c6 mdi quan hé
trung gian v6i niém tin (B = 0,464, p = 0,001). Y
nghia dugc duy tri khi mdi quan hé trung gian giita
ning lyc ban than va niém tin dugc ki€m tra truc
ti€p (B = 0,491, p = 0,001). Hon nifa, niing luc bin
than c6 tic dong gidn ti€p ding ké d&€n y dinh (B =
0,112,p=0,011) va do d6 c6 ca tdc dong tryc ti€p
va gidn ti€p d&€n ¥ dinh.

Véi vai tro diéu phoi clia niém tin truc tuyén,
nghién cttu nay da ap dung mdt phuong phdp danh
gid bi€n diéu phdi lién tuc (Rigdon va cdng su,
1998). K&t qud cho thdy mic do tin cdy thdp va
miic do tin cdy cao s& diéu chinh mifc dd vé y dinh
mua hang thdong qua cdc mdc dd tu tin cdy khac
nhau (§ = 0,066, p = 0,000).

D6i v6i phan tich da nhém, phan loai theo kinh
nghiém mua sim va gidi tinh, cho thdy kinh
nghiém cao va kinh nghiém thap 4nh hudng dé&n y
dinh mua ctia th€ hé tré. Nhitng khdch hang c6
kinh nghiém mua sim truc tuyén cao sé& khong coi
niém tin tryc tuyén 1a yé&u td quyét dinh y dinh
mua hang cta chinh ho ( = 0,042, p = 0,497),
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trong khi nhitng khdch hang c6 kinh nghiém thap
tap trung vao niém tin truc tuyén 1a yé&u td quan
trong nhat trong viéc mua sim truc tuyén cla ho
(B = 0,565, p = 0,000). Tuong tu, c6 su khic biét
ddng k€ giita nam va nit khi ho thuc hién mua
hang. Khach hang nit khong xem xét niém tin truc
tuyé&n khi danh gid mua sim tryc tuyé&n (f = 0,021,
p = 0,754) va ning lyc ban than phaila y&u td ho
can nhic nhiéu nhit (B = 0,670, p = 0,000). Mit
khac, khdach hang nam thuc sy danh gid cao sy tin
tudng truc tuyén (B = 0,55, p =0,000) thay vi niing
Iuc bdn than.

4. Ham y quan tri

Nghién ctu nay déng gép mot s6 y nghia thuc
tién, dic biét1a d6i vdi thé hé tré, cu thé:

Pdu tién, niém tin truc tuyén trong thuong mai
dién tl c6 nhiéu tién dé va nhiéu pham vi. Nhitng
ngudi tré tudi c6 kha ning 4p dung cao cong nghé
mdi va cdc giao dién cho thady hiéu qui va k¥
ning khi tim hi€u mot diéu méi. P8i v6i hanh vi
mua hang truc tuy€n, khach hang sé tan dung khd
ning, k§ ning cling nhu kinh nghiém tryc tuyén
dé thyc hién tiéu dung ba't chap rii ro va cic can
trd khdc trong giao dich truc tuyén. Do d6, cdc ting
dung dugc st dung rong rai d€ ti€p nhan va chia
sé do tin cay ciia thong tin lién quan dén cong
nghé hién dai phai hiéu qua d€ nang cao niém tin
va trdi nghiém cho khdch hang tryc tuyé&n.

Thit hai, cdc nha cung cip clra hang tryc tuyén
c6 thé cai thién giao dién clia ngudi dung bing
cic thi€t k€ mit trudc d€ nang cao tradi nghiém
cia khach hang theo nhiéu ciach. Cé6 mot s6 ky
thuat d€ nim bit cdc diém. Giao dién ngudi ding
nén dudc thi€t k& tuy chinh d€ ngudi diung
internet cdm thdy quen thudc va cin nhic trang
web clia ho thong qua ndi dung va cong dong clia
né. PGi véi noi dung website, phan md ti sdn
phdm, dich vu can phdi mo td diy dd thong tin k§
thuat, nguén gdc sin xuat, ch€ dd bio hanh,
phuong thitc thanh todn. Hon nita, trang web nén
c6 mot gdi y lién quan vé mot san phdm ma khich
hang truc tuyén dang tim ki€m. Yéu ciu nay la
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mot ndi dung trang web thong qua tiy chinh gidp
khdch hang cdm thiy thodi mdi vdi trdi nghiém
cta chinh ho.

Thit ba, website nén tao cong doéng trén giao
dién ctia minh nhim muc dich chia sé trdi nghiém
mua hang ctia khach hang vé sdn phidm, dich vu.
Diéu nay ciing trd 15i ngay lap tic cdc cAu hdi phd
bi€n cia ho thong qua cdc khach hang khac va sé&
ning cao niém tin vao trang web.

Thit tu, sy tuong thich cia khach hang sé dnh
hudng dén y dinh mua hang truc tuyén. Thuc t€,
website nén c6 ciu tric don gidn hoic tdi gidn dé

Loicam on:

khach hang dé dang st dung va tiéu dung trén
nén tang internet. Thi€t k& t6i thi€u cla ciu tric
trang web s& ning cao khd ning tudng thich cta
khich hang truc tuyén. Ngoai ra, d€ t6i wu hda
tinh tuong thich cla trang web, chiing ta cAn cin
nhic vi€t nhitng mo6 td that hay vé hang héa va
dich vu ma ching ta dang ban. Sy hdp tac cé Igi
giffa t6i vu héa cong cu tim ki€m va sy phu hop
ctia tir khéa trong phan md ta sdn phim dugc ban
trén trang web sé& gilip cdc nha cung cip truc
tuyé&n nhin dugc k&t qua tot hon trong kinh doanh
ciaho m

Nghién citu dugc tai tro thuc hi¢n béi Truong Pai hoc Nguyén Tat Thanh. Nhém nghién citu tréan trong
cdm on Ban lanh dao va Hpi dong Khoa hoc dao tao Khoa Qudn tri kinh doanh, Truong Pai hoc Nguyén
Tét Thanh; cdc Thay/Co la gidang vién, giang vién doanh nghiép va cdc em sinh vién ciia Khoa Quan tri

kinh doanh, Truong Pai hoc Nguyén Tat Thanh.
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ABSTRACT:

Shopping behavior has always been an interesting topic for researchers in the field of
marketing, especially online shopping. This study proposes a research model on the online
purchase intention of consumers under the impact of online trust and self-efficacy, and a multi-
group analysis based on shopping experience and gender of consumers. The study’s results
indicate that the online trust and self-efficacy affect the online purchase intention of consumerss
and confirm the moderating role of shopping experience and gender. This study is expected to
contribute some theoretical and practical issues about online shopping.

Keywords: online trust, self-efficacy, online purchase intention.
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