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Djch vu chia s i chuyin di Id mgt loai hinh kinh doanh mdi trong nen kinh t l chia se, la xu hudng phd biln cfla 
thi trudng thi gidi. Trong dd phai ke den Grab — mdt trong nhflng dich vy di xe ndi tieng tai Viet Nam. Mac du 
djch vy nay edn kha mdi ddi vdi nhieu ngudi, nhung trong mpt xa hdi phat triln nhanh, vile thich nghi vol 
nhiing thay ddi la khdng thi thilu de cai thien chat lugng cudc sdng. De nang cao ehdt lugng dich vu va dat 
iiieu qua kinh doanh cao, nha cung cdp can quan tam den ede nhan td dnh hudng den y dinh su dyng djch vu 
Grab cua ngudi tieu dung. Bai vilt nay tap tmng vao hudng nghiln ciiu tren. 

1. Bdi canh nghien ciru 
Theo tfl diln Oxford, Dich vy chia se chuyin di la 

khi mOt hanh khach quyet dinh thiet lap mdt chuyen 
di vdi ngudi dung lai xe dang lai xe rieng cfla hp miln 
phi hoac ed b'nh phi tfly thudc vao sy thilt lap bdi eac 
website hoac ung dung. 

Nhilu cdng ty trln thi gidi da quylt dinh phat triln 
lô i hinh kinh doanh nay, dac bilt khi kinh te chia se 
la xu hudng gdn ddy, nhuGrab, Uber hay Lyft. Su dung 
ling dung chia s i chuyin di, ngudi dung cd thi ylu 
cdu van chuyen hg mudn trong thdi gian thyc. Sau khi 
l$nh dat chP bude duge giii den flng dung, lai xe se tdi 
va cung cap cho hp djch vu chia s i chuyin di. Cd mdt 
chiit khac biet giua djch vy chia s i chuyin di va taxi 
thdng thudng la tdi xe taxi bat bupc phdi cd gidy phep 
thuong mai, trong khi bdt ky ngudi nao cd bdng lai xe 
tilu chudn va xe dfl dilu ki|n dIu cd thi cung cap 
djch vu chia s i chuyen di. 

Gdn day, ngudi dung cd xu hudng su dung nhilu 
djch vu va cdng cy tiln Icri d l giflp cudc sdng cfla hg 
dl dang hon. Vi|e tmy cap vao hi thdng Dich vy chia 
si ebuyin di rdt don gidn, kha gidng vdi ling dyng 
Google Maps bo^e Google Earth, khi cdng viec cfla 
ngudi dung chi la ghim mdt dilm tren ban dd va eac 
thing bao se xudt biln bin man hinh cfla trinh dilu 
khiln 66 cho cac tai xe da dang ky bilt rdng ed nhflng 
khach hang cd nhu cau xung quanh hp ed thi cung 
cdp dich vy theo each phfl hgp nhdt cho ed hai bin. 
Ngoai ra, chia se chuyen di la mdt vdn d l khd khan khi 
sfl dyng no, ngudi dflng cd thi tranh phai ddi mat vdi 
rui ro nhu tdi pham tai cac trcim xe buyt hoac nha ga 
xe lua vi cac giao dich tiln mat. Xe cung cdp djch vu 
chia se chuyin di ed ddi thfl la taxi nguyen bdn, nhung 
mOt nhuoc diem cfla nganh taxi la thanh loan khdng 
on djnh va mdt sd tai x l taxi d Viet Nam thuc hiln cac 
thfl thuat vdi ddng hd tdc dd cfla hp d l lua ddi khach 
hang vl khoang each Uiuc sy ma hp di. 

Ndi chung, gia cudc cuadich vy chia si chuyen di 
ddt hon so vdi v^n chuyin edng cdng nhung re hon so 
vdi taxi thong thudng. Ve mat kinh tl, su dung giao 
thdng edng cpng la each tdt nhdt de tilt kiem tiln, 
nhung su an toan efla loai phuong Hen giao thdng nay 
khdng du tieu chudn. Hon nua, su dung cac dich vu 
giao thdng cong edng ed nghia la ngudi dflng phai phg 
thudc vdo lich trinh cua phuong tiln va cdc tram dung 
xe chi ed mpt sd lugng ban ehl, trong khi vdi phuong 
tien giao thdng di xe, ngudi dung cd the quyet dinh sfl 
dung bat cu khi nao ho mudn, va di ddn mpi dilm din 
ma ho thich. 

0 Viet Nam, nhdt Id tai cac thanh phd Idn, sfl dyng 
taxi ngay cang phd bien. Theo Tdng eye Thdng ke, 
nam 2017, Viet Nam da dat ky luc 13 trieu lugt khach, 
tang 30% so vdi nam trudc (2016). Nhu cdu vl ca taxi 
thdng thudng va hien dai dang tang lln trong nhung 
nam gdn day. Thi tmdng Ha Ndi cd gdn 80 hang taxi, 
trong do, Mai Linh va Taxi Group la nhflng hang duge 
su dung phd biln. Mai Linh chilm thj phdn Idn nhdt tai 
Viet Nam, vdi khoang 9.000 taxi dang boat ddng tai Ha 
Ndi. Nhilu edng ty taxi khac dang nd luc cai thien dich 
vu cfla hg de lam hai long khach hang. 

Ung dung Grabda duge ra mdt vao nam 2011. Cho 
din nay. Grab da cung cdp dich vu cho 36 trieu hanh 
khach tai 191 thanh phd eua 8 qudc gia d Ddng Nam 
A. Vdi boat ddng efla Grab Taxi tai Viet Nam nam 2014, 
thj trudng da gap phai sy gian doan vi van chuyin 
Grab da cung cdp cho ngudi dflng su an toan, tiln Igi 
va gia ed tdt hon. Bat efl khi ndo ngudi dung dat xe, hg 
ed thi theo doi tai x l va bidt dg toan va hudng di trudc 
khi di taxi, giup ho len ke hoach thdi gian va ngan sach 
trudc. Dac bilt vdi ehflc nang chia se chuyen di, ngudi 
dung cd thi di va den noi an toan. Han nfla, flng dung 
cung cap cho ngudi dung eac phuong thflc thanh toan 
khac nhau nhu the hoac vi dien tu ben canh tien mat. 
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2. Nld hinh nghien cihi 
Mdt trong nhiing md hinh ndi tidng trong linh vyc 

nghien eflu nay la md binh ehdp nhdn edng nghe cfla 
ngudi dflng tu Davis, D. Fred va PJaor, Ann (1989) -
TAM (Md hinh chap nhan edng nghe)- MP hinh TAM 
cho thdy ngudi dung ehdp nhan va sfl dung quy trinh 
cdng nghe mdi se cd nhieu biln sd anh hudng den y 
dinh su dung cdng nghe mdi dd, each va thdi gian hg 
chgn su dyng. Dae bilt khi ngudi dung phai quylt 
djnh ed sfl dung flng dyng dich vu chia se chuyin di 
hay khdng, cae biln se anh hudng din y dinh su dung 
cdng nghe mdi dd cua hp. TAM ban ddu ed nam biln 
chinh: Biln ngoai, Nh^n thuc Dl sfl dyng, Nhan thflc 
hiiu ich. Thai dd ddi vdi viec sfl dung va y djnh hanh vi 
su dyng. 

Md hinh TAM bao gdm cac lgi thi hoac Igi ich cua 
vile sfl dyng cdng ngh| tu khach hang, thieu cac ylu 
td gay bdt Igi (Cheng va Huang 20131 Park va cae ddi 
tdc 2014). Mpt sd nghien cuu trudc day da nhan ra 
rang nil ro la mdt rdc rdi dang kl ddi vdi sg chdp nhdn 
cfla ngudi dflng ddi vdi ede djch vu mdi (Kim et al. 
2008; Luo et al 2010; Cheng va Huang 2013), do dd 
cdn kit hgp TAM va y djnh hdnh vi thyc su sfl dyng 
efla khdch hang. Hai cdu true quan trong cua TAM, cy 
the hon, la tinh de sfl dyng va hflu ich, da duge d l cdp 
d trln. Ngugc lai, nhan thuc ve rui ro la ngudi dung 
nhan thuc duge mat tilu cue efla mgt edng nghe hien 
dai ddn den vi|e ngan chan cac yeu td khac ddn din 
^ dinh su dyng. Nhan thuc rfli ro lien quan den tai 
chinh, tan sudt su dyng san phdm hoac djch vy, xa 
hdi, tinh thdn, thi ehdt hoac rfli ro vl Uidi gian theo 
dudi kit qua mong mudn sfl dgng eac san phdm hoac 
djch vu cdng nghe mdi (Featherman va Pavlou 2003). 
Khach hang cd rdt nhieu mdi quan tam khi sfl dyng he 
thdng di ddng cdng nghe mdi nhu flng dung Dich vy 
chia se chuyin di (Hong 2017. Schor 2016). Lee va 
parters nam 2017 da canh bao ngudi dung vl nhung 
nil ro vl bdo mat, quyln rilng tu va phi phu khi hp 
quylt dinh sfl dyng dich vu chia s i chuyin di. Loai 
hinh kinh doanh mdi nay trong nln kinh t l chia se ed 
till duge coi Id ed lien quan din rfli ro tai chinh, rfli ro 
vk quyln rieng tu, thi ehdt va phap ly. 

Mdt sd nghien eflu trudc day cflng da dl cap vl 
tdm quan trgng cfla nhan thuc rui ro, cho thdy rui ro 
cd dnh hudng ddng kl den sy chap nhan eua khach 
hang (Laforet va Li 2005; Wu va Wang 2005). Vi du, 
gong nghiln cuu Kim (2008), nhan thdy rui ro duge d l 
cdp la rdc rdi chinh ddi vdi ngudi dflng Intemet va nd 
liln quan tieu cue din y dinh hanh vi sfl dyng. 

Ly thuyet vl rui ro Perceid (TPR) efla Bauer da 
duge xudt ban nam 1960 vdi muc dich hanh vi mua 
cac san phdm ed hai yeu td nhan thuc rfli ro: 

- Nhdn thflc rfli ro khi su dyng sdn phdm va djch vu 
(PRP) 

- Nhdn thue rfli ro giao djch (PTR) 
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Sau khi tham khao cac md hinh vd If thuylt, nhdm 
tac gia da d l xudt mo hinh nghien eflu nhu sau: 

mnh 1. Mo blDh ngbifn cini IÎ  lu i t 

ti^n ich 

Tlii^t k^ \Jmg 
dgng 

Nh^n thirc tinh 
disufdung 

Anh hirimg cua 
x3h$i 

Nh|in thi^c 
r i j j ro 

Y thiJrc bko u4 
m6i tfir&nB 

3. Ket qua nghien cihi 
Nhdm tae gid sfl dyng phuong phdp nghien etiu 

dinh lupng vdi edng cu SPSS 23.0. Bdng hdi duge xay 
dung gdm 2 phdn chinh: Phdn 1 bao gdm cac cau hdi 
vl nhan khdu hoc vdi myc dich phan loai cdc nhdm 
ngudi tilu dflng. Cdc hinh thflc la cae edu hdi trde 
nghiem chgn 1 hoac nhieu cau tra Idi tuy thudc vao 
ban chat cua tung cau hdi; Phdn 2 Id cau hdi vl cac 
ylu td anh hudng din y dinh su dyng Grab, hinh thuc 
la chpn muc dd ddng y cho mdi cdu hdi theo thang 
dilm cfla Likert tfl 1 hoan todn khdng ddng y) din 5 
(hodn todn ddng ><). Trong vile ddnh gid cdc ylu td 
dnh hudng din y djnh lya chpn khi mua sdm true 
tuyln, cdc bien quan sdt duge sfl dyng bao gdm: Nhdn 
thflc vl rfli ro, Nhan thuc Un cay, Dl sfl dyng, Nh§n 
thflc ve su huu ich, Anh hudng xa hdi, Thilt ke ling 
dyng va Mdi trudng. 

Nhdm tac gia da tiln hanh thfl nghilm ti-ln mdt 
nhdm nhd gdm 5 ngudi de kilm tra tinh chinh xde va 
de hilu cfla banghdi. Sau khi hoan thien, bang hdi 
duge phan phdi bye tuyen. Lien kit efla cupe khao sat 
duge gui din ngudi Ueu dflng muc tieu tai Ha Ndi 
thdng qua email cflng nhu chia se cPng khai tren cdc 
trang web va nhdm tiem nang.Sd lugng khao sat thu 
thap duge la 328. Thdng qua sang Ipc de loai bd cae 
philu khdng dat ylu cdu, edn lai 326 philu cd thi sfl 
dyng, chilm ty le 99%. Du lieu duge tdng hgp va dua 
vao Excel d l su dung gong eac bude phan tich tiep 
Uieo. 

Sfl dung SPSS 23.0 de xfl ly sd lieu va loai bd cae 
biln khdng phfl hgp, kit qua cudi cflng sau khi phan 
tich nhu sau: 

Bl = 0.235 -I- 0.195 * Nhan thuc huu ich -H 0 235 * 
Thiet k l flng dung -I- 0.203 * Anh hudng xa hpi + o 1)4 
* Nhan thuc Dl su dung + 0.161 * Mdi tnidng 

Y nghia cac he sd B 

Bl =0.195> 0 cho bilt khi XI tang 1 donvjthia" 



tang 0,195 don vi; gia bi hdi quy chuan efla bidn XI 
anh hudng 19,5% ddn y djnh sfl dung dich vu Grab cua 
khach hang. 

B2 = 0,235> 0 cho biet khi X2 tang 1 don vi tiii gia 
tri tmng binh cfla y djnh su dung Grab cua khdch hang 
tang 0,235 don vi; gia hi hdi quy chudn cfla bien X2 
anh hudng 23,5% din y dinh sfl dyng djch vy Grab cua 
khach hang. 

B3 = 0,203 > 0 cho bidt khi X3 tdng I don vi tiii gia 
trj tiung binh efla y dinh sfl dyng Grab cfla khach hang 
tang 0,203 don vi; gia tri hdi quy chuan cfla bien X3 
anh hudng 20,3% din y djnh su dung djch vy Grab cua 
khach hang. 

B4 = 0.114> 0 cho bilt khi X4 tang 1 don vl thi gia 
tri bung binh cfla y dinh su dyng Grab cfla khach hang 
tang 0,114 don vj; gia trj hdi quy chudn efla biln X4 
anh hudng 11,4% ddn y djnh sfl dyng djch vy Grab cfla 
khach hdng. 

B5 = 0.161 > 0 cho bilt khi X5 tang 1 don vj thi gia 
tri Uung binh cfla y djnh su dyng Grab cua khach hang 
tang 0,161 don vi; gia trj hdi quy chudn cua bien X5 
anh hudng 16,1% din y dinh su dyng djch vy Grab cfla 
khach hang. 

Phan tich hdi quy cho thdy y dinh su dung Grab bj 
anh hudng nhilu nhdt bdi X2 - Thilt k l ung dung (B2 
= 0.235), sau dd Id X3 - Anh hudng xa hdi (B3 = 
0.203), XI - Nhan thuc hiiu ich ( Bl = 0.195), X5 - Mdi 
tmdng (B5 = 6.161) va biln thdp nhdt Id X4 - Nhan 
thiic dl su dung (B4 = 0.114). 

4. Ket iuan 
Nhu vdy, cd 5 yeu td chinh anh hudng trgc tiep den 

y dinh su dung djch vu Grab cfla ngudi dung tai Hd 
N6i, dd la sg hflu ich, thilt k l flng dyng, d l sfl dyng, 
Ml hudng xa hdi va mdi trudng. 

Nh§n thuc hiiu ich kit qua nay cflng ed thi duge 
tim thdy trong cac tai lieu nghiln eflu trudc day nhu 
Roy va Sinha. (2014) va Dastan & Gyrler. (2016). Thilt 
kl ling dyng la ylu td quan trpng nhdt dnh hudng din 
y djnh sfl dung djch vy. Dilu nay la hgp ly vi hau het 
cac giao dich duge thyc hien trln mpt nln tang, mpt 
giao djch duge thilt ke tdt cho thay djch vu khach 
hang tdt hon. Nd cflng tac ddng tich cue den su d l sfl 
dung vd cam nhan nilm tin cua ngudi tieu dflng. Dfl 
lilu da chi ra rdng ngudi dflng cd xu hudng chfl y ddn 
mOt flng dyng duge thilt k l tdt hon Id mdt flng dyng 
don gian va thilt ke cd anh hudng Idn din sy tin tudng 
vao dich vy. Khdng cd gi ngae nhien khi sy d l su dyng 
la mOt trong nhflng ydu td chinh ed tac ddng den y 
dinh su dung djch vy cua ngudi Ulu dung Grab. Ngudi 
diing Grab duge khao sat la nhung ngudri cd mdi quan 
tam eao vl mdi budng va nd duge hiln thi ro rang 
trong dfl lieu cudi cung. 

cac ylu td khdc nhu nhan thuc rui ro vd nilm tin 
nhan thuc ed tde ddng den y dinh su dyng dich vy 

Grab; tuy nhiln, kit qud khao sdt cho thdy no khdng 
true tilp va quan trgng. Nhan thflc nil ro cd tac ddng 
tidu eye din cd nilm tin nhdn thflc va y djnh sfl dyng 
djch vy Grab. Niem tin nhan thflc cd tdc ddng b'ch eye 
din y djnh su dyng. Kit qud nay gidng nhu bong cac 
nghien eflu trudc day nhu (Chandral, 2010) da phat 
hien ra rdng ed mdi quan he tieu eye giua niem tin vd 
nhdn thflc rfli ro. Rui ro cang cao, niem tin cdng thdp. 

vay lam each nao Grab ed the cai thi^n djch vy cfla 
hg va cung cdp trai nghiem tdt hon cho ngudi dung? 

Trudc hit, thilt k l img dung anh hudng dang kl 
din y djnh su dyng djch vy Grab vi cd hai dIu tdc 
ddng din sg dl su dyng va niem Un nhan thuc. Cac 
nha phat trien flng dung Grab nen xem xet vile xay 
dgng ling dung than thiln ban vdi ngudi dflng cd thi 
hd trg ngudi dung. Mpt irng dung d l sfl dung cho phlp 
ngudi dung tap tmng vao mue tieu cua hp. Neu flng 
dung qua phflc lap, nd se can thilp vao hl|u qua. Hon 
nfla, mdt irng dyng don gian va rP rang s i giup khach 
hang mdi dl dang lam quen vdi img dung mdt each 
nhanh chdng. 

Thfl bai. Grab nln tap tmng nhilu hon vdo cac 
chien djch tidp thi va cac vdn dl mdi trudng. Cdn ed 
mdt ehiln dich tilp thi hen quan din viec cdi thien 
mdi tnidng vi kit qud cho thdy ngudi tieu dung ngay 
cang nhan thuc rd hon ve d nhilm./. 
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