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TOMTAT:

Pa Ning la thanh phd ¢6 nganh cong nghé thong tin kha phat trién, day 1 tién dé dé hoat dong
cong nghé tai chinh, cong nghé s6 phat trién, kéo theo d6 14 hoat dong mua sim tryc tuy&én (MSTT)
thdi gian qua ctia Thanh phd ciing ting manh. Bén canh nhitng 1¢i ich ma MSTT mang lai, thi nhitng
rii ro khi MSTT ciing khi€n ngudi tiéu ding (NTD) e ngai. Trén co s nghién citu thuc trang hoat
dong MSTT tai Pa Ning, bai viét cling dua ra mot sd gidi phdp nhiim phét trién hon nita hoat dong

nay tai Pa Ndng.

T khéa: thuong mai dién t, thanh phd Pa ndng, mua sdm tryc tuyé&n.

1. Dit van dé

Vi sy phat trién ctia khoa hoc cong nghé hién
dai va vai tro khong thé thi€u clia mang Internet,
thuong mai dién t& ndi chung va MSTT ndi riéng
dd tr§ thanh xu hudng phat trién clia hiu hét cic
qudc gia trén th€ giGi. Thuong mai dién tf 12 mot
nganh cong nghiép tré tai Viét Nam va dang trén
da phat trién, dic biét trdi qua giai doan dich
Covid-19, théi quen mua sim clia da s6 NTD
chuyén tir mua sim truc ti€p sang mua sim online.
Va ngudi tiéu dung Pa Néng ciing hda chung vao
xu th€ nay, Pa Ning dit muc tiéu dé€n nim 2025 c6
it nhat 50% dan s tham gia mua sdm tryc tuy&n.

2. Phuong phap nghién ciu

Nghién ctu ti€n hanh khdo sit bdng hdi dinh
lugng tryc tuyén tif thing 6 dén thdng 9 nim 2022,
cac bang hdi dugc glri thong qua mang xa hoi.
Ngudi tra 15i ddp dng ndi dung nghién ctitu c¢6 dd
tudi tir 18 tudi trd 1én dang sinh song tai TP. Pa
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Néng, da va dang MSTT trong khodng thdi gian
qua. Thong ké mo ta so lieu khdo sat dinh lugng va
phén tich dinh tinh tir ndi dung khao sét la nhitng
phuong phédp chinh dugc st dung trong bai nghién
cttu nay. Sau khi loai bd cac trd 15i khong hgp 1€,
két qua thu dugc 218 bang tra 15i phu hop dé dua
vao phan tich ndi dung nghién citu. Trong s6 218
ngudi trd 151 khdo sit c6 86 ngudi trd 16i la nam
(chi€m 39,45%), 132 ngudi trd 15i 1a nif (chi€ém
60,55%). Do tudi tra 15i khao sét tir 18 d&n 20 tudi
6 136 ngudi chi€m 62,39%, tir 21 d&n 30 tudi c6 53
ngudi chidm 24,31%, tir 31 d&n 40 tudi c6 22 ngudi
trd 151 chi€m 10,09% va trén 40 tudi c6 7 ngudi
chiém ty 1€ 3,21%.

Ngudi tham gia khdo sit dang sinh séng, hoc tp
va lam viéc tai TP. Pa Ning, phian bd tai cdc khu
vuc nhu: quan Hai Chau tap trung ddng nhat vdi 46
ngudi chiém ty 1& 21,1%, quan Thanh Khé c6 42
ngudi tham gia v6i ty 1€ 19,27%, quan Son Tra c6
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40 nguoi dat ty 1& 18,35%, quan Ngii Hanh Son ¢6
37 ngudi tham gia chi€m ty 1& 16,97% va 1an lugt 1a
quén Lién Chiéu c6 16 ngudi dang sinh song chiém
7,34%, quan CAm L& c6 25 ngudi (chi€m 11,47%),
huyén Hoa Vang c¢6 9 ngudi (chi€ém 4,12%), huyén
Hoang Sa c6 3 ngudi (chi€ém 1,38%). Con s6 nay
cho thdy tai cdc khu vuc trung tAm, ngudi din
MSTT nhiéu hon.

3. Thyc trang mua sim tryc tuyé&n tai thanh

pho Pa Niing
3.1. Kénh mua sdm truc tuyén thuong xuyén ciia
nguoi tiéu ding Da Ndng

Biéu dé 1: Kénh mua sdm truc tuyén

.8.26%

16.97%

= Website truc tuyén
cla cra hang

= San thwong mai
dién tr

= Mang xa hoi

Biéu dd 1 cho thay NTD lwa chon kénh mua sim
bing san thudng mai dién t (nhu lazada,
shoppe,...) chi€ém ty 1& cao nhit (64.22%), thi 2
bing mang x4 hoi (16.97%), thit 3 bing website
truc tuyé&n clia clra hang va chi€m ty 1& thap nhat la
hinh thitc tim ki€m qua cdc tng dung mua hang clia
siéu thi ctra hang. Biéu d6 thé hién su cach biét rat
16n vé ty 1& lwa chon kénh MSTT.

3.2. Phuong thiic tim hiéu san phdm truéc khi
mua sdm ciia nguoi tiéu ding Pa Ndang

Biéu dé 2: Tim hi€u sdn phdm truéc mua sém
5.50% /l

17.43%

= Trén Internet

= Trén San thuong mai
dién tir

= Trén Website nhan
hang

= Trén Mang x4 hoi

Hoi tryc tiép ngudi
thén, ban be

Biéu dd 2 cho thay ty 1& tim hi€u sin phdm truc
mua sim bing internet chi€fm ty 1€ cao nhat
(28.9%), bdi vi thdi dai cong nghé dién t phat trién
khi€n cho viéc tim hi€u thong tin bing internet tr§
nén phd bi€n va thuin tién hon bao gid hét, ding
thdt hai 12 mua sim trén san thuong mai dién tr
chi€m ty 1& (28.44%), thit ba 1a trén cic website
clia nhan hang (19.72%), thit tw 1a trén mang xa hoi
(17.43%) va thip nhat 1a hdi ban be, ngudi than véi
ty 1€ chi (5.5%).

3.3. Cdc san phdm thuong dvgc mua sdm truc
tuyén ctia nguoi tiéu ding Pa Nédng (Biéu do 3)

Biéu dé 3: Loai san phém

550%. ==

17.43%

= Trén Internet

= Trén San thuong mai
dién tir

= Trén Website nhan
hang

= Trén Mang x4 hoi

Hoi tryc tiép ngudi
thén, ban be

Theo khdo sit thuc t&, sin phim NTD Da Ning
MSTT nhiéu nhat 12 quan 4o, giay dép, tdi sich,
trang suc,... vGi ty 1& 31,2%; luong thuc, thuc ph?im
chi€m ty 1& thap nhdt vdi 10,8%. Cic sian phdm
khao st con lai chi€m tir 12 - 18%.

3.4. Gid tri mua sdm trung binh/thdng ciia
nguoi tiéu ding Pa Ning (Biéu do 4)

S6 liéu diéu tra cho thiy gid tri mua sim trung
binh hiing thing clia ngudi tiéu dung cu thé: dudi
500.000d v6i lugng ngudi mua kha nhiéu 44,04%;

Biéu dé 4: Gia tri mua sdm trung binh

‘.88%

= Dudi
500.000VND

= T 500.000 -
1.000.000VND

" T 1-2 triéu
VND
Trén 2 triéu VND
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tr 500.000d dén 1.000.000d lugng ngudi mua dat
(36,24%); tr 1.000.000d dén 2.000.000d Iugng
ngudi mua dat (12,8%) va trén 2.000.000d hau nhu
lugng ngudi mua gidm di kha rd dat (6,88%).

3.5. Hinh thiic thanh todn thuong st dung ciia
nguoi tiéu ding Pa Ndng

Biéu dé 5: Hinh thic thanh toén

g 7.68%

17.09%

= Thanh toan bing tién
mit

= Vi dién tir

= Chuyén khoan qua
Ngén hang
The tin dung

Biéu dd 5 cho thiy ngudi tiéu diing c6 hinh thic
thanh todn bing tién mit chi€m ty 1& cao nhat
(50,92%), thit hai bing vi dién ti (24,31%), thit ba
biing cach chuyén khodn qua tai khodn ngin hang
va chi€m ty 1& thap nhat 12 hinh thic thanh todn
bing thé tin dung, cho thiy su khong can bing giita
céc hinh thiic thanh toan. Thanh todn biing tién mit
chi€m ty 1& hon mot nita, cho thiy viec MSTT tuy
tién 1gi, nhung cling c6 nhitng ridi ro, nén da phan
NTD con han ché€ va chua ty tin khi thanh to4dn bing
céc hinh thitc khong duing tién mit.

4. Céc 1¢i ich nguoi tieu dung Pa Ning c6
dugc khi mua sim truc tuy&€n

4.1. Loi ich khi mua sdm truc tuyén (Biéu do 6)

MSTT mang lai rat nhiéu 1gi ich cho d&i song
ctia mdi ngudi, theo khéo sat thi viéc tiét kiém dudc

Biéu dé 6: Cam nhén Igi ich

= Mua hang & bét ctr dau, bét
ky luc nao

14.30% A

= Dé dang so sanh gié ca tir cac
nguon cung cap

= Dugc nhédn hang tin tay

» Hang hoa da dang vé chiing
loai va d& dang tim kiém

= Han ché tiép xtic va gidm
dugce nguy co lay nhiém bénh

22.80% (

720% .,

Tibt kim thoi gian

Tiét kiém chi phi
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thdi gian 12 1gi ich cao nhit véi 22.8%, ti€p theo d6
12 20.2% clia mua hang bat cit dau, bat ctt lic nao.
Chi€m ty 1é& thap nhat 12 han ch€ ti€p xiic, gidm
nguy cd 1dy nhiém bénh v6i 7.2%.

4.2. Miic do hai long ctia nguoi tiéu diung Da
Ndng doi véi mua sam truc tuyén (Biéu do 7)

Biéu dé 7: Miic dé hai Iong

-

27.40%

0.40%

= Rét hai long

= Hai long

= Binh thuong
Khong hai 1ong

Miic do hai long ctia NTD Ia yéu t6 khi quan
trong, y&u to nay s& quyét dinh uy tin cla ngudi
ban. Biéu db cho thdy mdc dd hai long cia NTD
thong qua viéc MSTT khé cao, danh gid hai long
chi€m ty 1& gin mot nia vdi 45.1%, rit hai long 1a
27.1% va dénh gid binh thudng 1a 27.4%, khong hai
long chi€m ty 1& thap v6i 0.4%. T day thdy ring,
ngudi ban cang lic cang niang cao uy tin cta clra
hang minh va mang dén sy hai 1ong cho NTD mdt
cach hiéu qua.

5. Mot so van dé thuong gip khi mua sim
truc tuy&€n clia nguvi tiéu diing Pa Ning

5.1. Cdc vdn dé thuong gdp khi mua sdm truc
tuyén (Biéu do 8)

MSTT mang lai rat nhiéu 1di ich, nhung bén
canh d6 s€ khong tranh dugc nhitng khoé khan khi

Biéu dé 8: Cdac van dé thudng gdp

= Gi4 ca san phim khong dong déu

9.10%

= San phim nhén dugc bi hong,
khong giong mé ta

6.20%

= Mua phai hang gia, hang nhai,
kém chat luong

= Giao sai, thiéu san phim

= Giao hang cham
Nguoi ban khong giri hang di sau
khi da nhan tién coc
Nguoi ban xir ly don hang

cham/khong tra 16i céu hoi caa
khach hang
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mua sim. Thong qua khdo sdt, NTD Pa Ning
thudng gip mot sd vin dé nhu: gid cd sidn phim
khong dong déu dat ty 1& 15.7%; sdn phim nhan
dugc bi hdng/khong gidng md td chi€m ty Ié
19.7%; s6 lugng mua phdi hang nhdi hang kém
chat lugng chi€m ty 1& rit cao & mic 19.3%; nha
bdn hang giao sai/thi€u sdn phAm cho ngudi mua
chi€m ty 1& 14.5%; giao hang chim 15.5%; ngudi
ban hang khong glti hang di sau khi nhan tién coc
6.2%; ngudi ban xit 1y don hang cham tré va
khong trd 15i cAu hdi clia khach hang chi€m ty 1&
129.1%.

5.2. Hanh vi ctia nguoi tieu ding Da Ning khi
nhdn dugc san phdm khong diing yéu cdu

Viéc mua sim cta ngudi tré khé thodi mdi so
v6i nhitng ngusi 16n tudi va MSTT chd yéu 1a gidi
tré, vi vay khi nhian sin phim khong ding yéu
ciu, da phan ngudi tré sé khong mua lai thay vi
chat van ndi ngudi ban, thé nén ty 1€ bd qua ma
khong mua lai s& chi€m cao nhat trong hanh vi khi
nhian sin phim khong ding yéu ciu (28.3%).
Hanh vi khi€u nai véi ngudi ban (22.6%) va yéu
cAu d6i trd sin phim hoic 12 hoan tién (20.1%)
tuong duong nhau va chi€m ty 1é cao thit 2. Cédc
hinh thiic phdn 4nh thudng thdy nhu ddnh gid &
mitc nhan xét x4u va chia sé d€ moi ngudi biét va
tay chay chi€m khong cao. Pic biét, ty 1& d€ mot
NTD chiu khé tu khic phuc 18i sin phim va sé& c6
thé mua lai & 1an k& ti€p 1a thap nhd't (7.2%), bsi
phan 16n NTD thudng s& mat thién cdm v6i nhitng
nha ban hang c6é nhitng sin phim kém chit lugng
va khi tim dén MSTT la ho mudn tim dén sy tién
1gi va d3 ton thdi gian nén hanh vi nay sé& hi€m
khi x4y ra, né chi xdy ra da phan véi nhitng ngudi

Biéu dé 9: Hanh vi cta NTD khi nhdn dudc
sén phédm khéng ding yéu cau

= B6 qua va khong mua
lai nira

12.80%

22.60% 9%

= Khic phuc 18i san phim
va s& mua lai

= Chia sé gié moi nguoi

20.10% biét va tay chay

Khiéu nai véi ngudi ban
Yéu chu doi tra san
pham/hoan tién

Dinh gia x4u ¢ muc
nhén xét

c6 thu nhdp khong cao. Va dudng nhu ho s€ khong
mudn sé& phdi tra tién cho nhitng 1dn mua ti€p theo
néu mua phdi nhitng sdn phdm kém chi't lugng.
(Biéu dd 9)

6. Van dé khién nguvi tiéu ding Pa Ning
e ngai khi mua sim tryc tuyén

Diéu khi€n NTD e ngai khi mua sim 12 mua
phdi sin phdm kém chit lugng, hang gid, hang
nhdi chi€m cao nhi't (25.5%). Piéu e ngai khong
kém 1a ngudi bdn gian d6i khong trung thuc
(23.9%). Khong thé ki€m dinh chit lugng hinh
anh (19.1%) va 10 thong tin cd nhan (18.9%) la
nhitng e ngai thudng thdy phd bién k€& ti&p khi
mua hang cia ngudi Pa Néng chi€m ty 1& thdp
nha't trong diéu e ngai khi mua sim la chit lugng
dich vu mua hang kém lam hu hdéng hang héa
(13.7%). (Bi€u dd 10)

Biéu dé 10: Phdn (ing cGa NTD khi
giao hang tré

0,
23.86% = Binh tinh va chd nhian
hang
= Néng gian va quyét dinh
khong nhan hang

Buc tirc va chiri béi
nguoi ban

9.17%

Lo le“'mg‘dcm hang bi
giao nham, that lac

- 6.88% -

7. Giai phap phit trién hoat dong mua sim
truc tuyén tai Pa Niing

7.1. D61 véi nguvi tieu diing

- P& viéc MSTT dudc dién ra an toan va hai
long doi hdi NTD khi MSTT cang phai tr nén
thong thdi va sang sudt hon. Trude khi quyét dinh
mua hing, NTD nén danh chdt thdi gian dé
nghién cttu kj cdc thong tin lién quan dén sin
phdm va ngudi ban hang, khong nén bi cudén vao
nhitng quing cdo hip din, déng thdi thin trong
v4i nhitng sdn pham c6 gid ré hon gi4 tri that, uu
tién nhitng nha ban hang c6 chinh sich dugc kiém
tra hang tru6c khi nhan va tra tién.

- NTD nén cin trong v6i nhitng trang web ban
hang yéu ciu tii phan mém hay yéu ciu dién cic
thong tin c4 nhan d€ nhan ma gidm gid, do hanh vi
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ndy tiém 4n nhiéu rdi ro d6i véi dif liéu c4 nhan
cia NTD.

- Can nhic lva chon kénh thanh todn an toan
nhu thé tin dung, vi dién t& hay thanh todn khi
nhan hang, han ch& thanh todn bing tién mit,
trdnh phuong thitc thanh todn tiém 4n nhiéu rdi ro
nhu chuyén khodn tru6c - nhan hang sau.

7.2. P6ivéinha bdn hang

- Ngudi ban hang can tao dung uy tin, niém tin
doi v6i khdach hang, bdi d6 1a y&u t6 quan trong
nha't gitip nha bdn hang thanh cong trong linh vuc
bdn hang truyc tuyén, can dé cao va thuc hién tot
cdc van dé dao dic trong kinh doanh tryc tuyén.
Bén canh d6, ngudi ban can xdy dung uy tin bing
cha't lugng sdn pham, dich vu,.. cAn tudn thi cdc
quy dinh, quy chuin, tiéu chuin vé hang héa khi
kinh doanh tryc tuyé&n; c6 cdc chinh sich bdo
hanh, d6i trd sdn pham rd rang; cAn dit 1gi ich clia
khdch hang 1én trén 1gi ich ctia minh, nhu vy méi
phét trién 1au dai va dn dinh.

- Thi€t k& giao dién website than thién, dé sir
dung; xay dyng hé thong ti€p nhan va xir 1y don
hang mot cich nhanh chéng; trd 15i cdu hdi khach
hiang mdt cidch nhanh nhit d€ ddm bdo qud trinh
mua hang cta ngudi ti€u dung khong bi gidn
doan.

- Cin dua két qud chitng nhan sdn phdm 1én
trung bay cho tit cd ngudi mua hang xem, ho sé&
tin tudng hon 1a nhitng 151 quang cdo hoa my. Bén
canh d6, cin st dung hinh 4nh, video chat lugng
cao, chan thyc vé& sdn phdm d€ trdnh trudng hgp
“treo ddu dé, ban thit ché”.

- Cin xay dung co ciu t§ chitc, quin ly d€ bio
mat thong tin khach hiang theo quy chuén qudc t&
vé quin ly thong tin trong giao dich, nhim lam
cho khdch hang an tAm khi thyc hién MSTT.

- Can cam két v6i don vi giao hang vé chat
lugng giao hang dén véi khach hang. Nén cho
ngudi mua ki€m tra hang trudc khi tra tién, chup
hinh 4nh toan bd sdn phdm trudc khi déng gbi giti
cho khach hang ki€m tra truSc. Thudng xuyén
quan tim, chim s6c khdch hang hiu mua sim,
nhim gép phan niang cao uy tin cia nha ban hang
tryc tuyén.

- Cin cong khai minh bach vé chinh sich ddi
trd vi mua hang trén mang vi khdach hang khong
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dugc thir hay trdi nghiém sidn phim cin mua, ho
chi mua biing niém tin.

7.3. D6i véi co quan chiic ndng

- Phdi ning cao nhdn thic cho cdc doanh
nghiép va nhin din vé thuong mai dién tif thong
qua cdc phuong tién truyén thong dai chiing, cdc
budi hoi thdo, chuyén dé,... D€ ddm bdo an toan
cling nhu nang cao chit lugng dich vu trong
MSTT, can tuyén truyén, phd bi€n Luit Bio vé
quyén 1gi ngudi tiéu ding néi chung va Luat
Bédo vé ngudi tiéu dung trong thuong mai dién t&
ndiriéng.

- C4c cd quan quan ly ciing caAn dua ra nhitng
email, trang web dé tryc ti€p khi€u nai, phan 4nh,
hodc nhd hd trg khi NTD bi xAm pham quyén lgi
ctia minh. Cuc Qudn 1y canh tranh - B6 Cong
Thuong can tich cuc hon nita trong cdc vu viéc
lién quan dén mua hang tryc tuyén va tu van
ngudi tiéu diing thong qua tong dai 1800.6838. TS
chitc cdc hoi thdo véi cdc chii d€ bio vé quyén lgi
ngudi tiéu dung trong linh vyc thuong mai dién td.

- Bo Cong Thuong cin phdi hgp véi cic cd
quan quan ly ¢4y manh do tao, tip huin cho cic
can bd quan 1y nha nudc vé thuong mai dién ti,
ké&t hop véi cdc bd phan khic thuc thi cong tic
thanh tra, ki€m tra va x{ 1y vi pham trong thuong
mai dién t, dac biét 1a cdc ky niang lién quan t6i
diéu tra, thu thap chifng ctt, thong tin ddi tugng.

- Cdc cd quan c6 thim quyén cAn xi& phat
nghiém cic cd nhin, t6 chifc ban hang gid hang
nhdi, hang kém chat lugng. Ting cudng trdch
nhiém cida cdc chu san giao dich thuong mai dién
ti trong viéc loai bd thong tin ban hang gia, hang
nhdi, hang xAm pham s§ httu tri tué...

- Bd Cong Thuong cAn phdi hgp véi cdc don vi,
cd nhan t8 chic cdc 16p tip huin vé dao dic kinh
doanh nhim ning cao nhan thic va trich nghiém
clia ngudi ban hang truc tuyén.

- Nha nu6c cin sém x4y dung ha ting thanh
todn dién ti (d4y nhanh 4p dung cdc phuong tién
thanh todn hi€n dai vao hoat dong ngin hang,
nhu: thé thong minh (smart card), chuyén tién
dién ti, thé tin dung,...). D€ tao khung phip ly cho
thanh todn dién tf, Ngan hang Trung uong cin
sém dua ra cdc vin ban phép 1y lién quan téi hoat
dongnay m
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ABSTRACT:

Da Nang city has a fairly developed information technology industry. This is a prerequisite for
the development of financial technology. The city has experienced a rapid growth of e-commerce
in recent years. Besides benefits, the development of e-commerce activities also pose some risks
to consumers. By analyzing the current situation of e-commerce activities in Da Nang city, this
paper proposes some solutions to facilitate the growth of e-commerce in the coming time.
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