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HANH VI CUA NGlJOfI TIEU DUNG 
TRONG THlJCfNG MAI DIEN TlT: 

MOT SO YEU TO CAN CHU Y 

• IRAN TRQNG HUY 

TOM TAT: 
Thifdng mai dien tij' (TMDT) Viet Nam trong nhdng nam gan day da cd bddc chuyen bien 

khd manh me. Tuy nhien. doanh so' lir hoai dpng TMDT, dac biet la hoat ddng mua b^n trUc 
luye'n, van chu'a tifdng xdng vdi dem nang bdi ngu'di tieu dung van con e dd vh tSm ly chiTa 
sSn sang irong viee mua sdm trifc luye'n. 

Hanh v\ cua ngifdi tieu dCing la moi trong nhifng yd'u to' chinh anh hddng ldn den quyet dinh 
cua hp irong viec mua sam Ude tuye'n. De tim hieu van dl nay. b&i viet nghien edu mpt so' 
ye'u id' can linj y trong hanh \ i ciia ngu'di lieu dung qua phu'dng phdp nghien cdu long quan 
vd phdng v5n chuyen gia. 

Tijf khoa: Hanh vi ngifdi lieu diing, thi/dng mai dien td, mua sdm tn/c luyS'n. 

L Gidi thieu 
Iniernel da va dang liJng birdc khing dinh \ i tri 

la mpl phifdng tien phd bie'n trong viec cung cap 
va kinh doanh Ihdng tin, hang hda cung nhif dieh 
vu. Cung vi le dd. TMDT bdng trd thanh mpi xu 
hu'dng iren lhe gidi va tai Viel Nam. Vtet Nam 
difde danh gia la thi tru'dng liem nang trong \iec 
phal irien TMDT. la mpl Crong nhdng thj inrdng 
phal trien nhanh nha'l d Ddng Nam A. 

TMDT Viet Nam trong nhdng nam gan day da 
CO bifdc chuyen bien kha manh me. Viec dau iif vc 
ha lang edng nghe. hiinh lang phap ly cung nhu' 
nhan ihdc cua eae doanh nghiep ve dng dung 
TMDT difpc nang eao rd ret. Tuy vay. doanh so'ii^ 
hoal dpng TMDT. dae biel la hoat ddng mua ban 
mfc luye'n \ an t bu'a lifdne xdng vdi tiem nang. bdi 

ngu'di lieu dung van eon e de va tam ly chda sfn 
sang Irong viee mua sdm Iru'c luye'n. 

Bat eha'p liem nang Idn, tang trifdng TMDT d 
Viet Nam dang bi kiem ehe bdi nhieu ly do, chdng 
han nhu': thdi quen; niem tin mua ban hang tr&n 
mang; viee thanh loan lien hang irdc luyen. Trong 
do, hanh vi cua ngifdi lieu diing du'de danh gid III 
mpt Irong nhdng yeu to' chinh dnh hu'dng Idn den 
quyet dinh cua hp trong viec mua sam trifc luy^n. 
Ngu'di lidu dung dat nhieu mem tin vao thifdng mai 
dien tu: se phan dng hoan toan khde vdi ngifdi lieu 
dung khdng may tin tifdng vao viee nay. 

Muc tieu eua bai bao la nghien edu ve hanh vi 
lieu diJng trong TMDT cua ngi/di lieu diJng, td66 
giup dm hieu eae nhan id anh hu'dng den hanh vi 
lieu diing irong TMDT la I VK^I Xjm, 
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2. Cd sd ly lu^n ve hanh vi cua ngu'di tieu 
diing trong TMDT 

2.1. Khdi nifm ve hdnh vi cua ngiM tieu ddng 
Ngu'di lieu dting la ngu'di mua sdm san pham 

hoae dich vu de phue vu nhu cau lieu dung ca nhan 
hodc mdl nhdm ngu'di vi nhu eau sinh hoal. Trong 
dd, lieu diing (consumption) difdc xem la mot quy 
uinh cua mua sdm va sd dung san pham hoae dieh 
vu. Do dd, lieu diing bao gom viec mua hang, viee 
sii' dung va cde hoai dpng sau khi mua. 

Trong Ihuye't hanh vi eo dien, hanh vi du'de 
hiiu mpl cdch rat ddn gian la to hcfp cde phan dng 
cija cd the trifdc cae hanh dpng cua con ngu'di va 
ira Idi cac kich ihich tif moi Irifdng tde dpng vao 
[11. Nhir vay cd the tha'y, hanh vi Id sif dng xijf eiia 
chu Ihd' dd'i vdi mdi trifdng, dd'i ban than hp vd dd'i 
vdi ngu'di khde do y chdc dinh hu'dng, dieu khien. 
dî u chinh. 

Hanh vi tieu diing la qud irinh khdi xirdng tif 
c5ni xuc mong muo'n sd hifu sdn pham hoae dich 
vu. tiy dd bien thdnh nhu eau. Td nhu eau, eon 
ngddi iruy tim cdc thdng lin sd cd'p de thda mdn 
nhu eau. Nd cd the la thdng tin id y ihi'rc cd siTn 
(kinh nghiem lif ngifdi khde). hoae lii logic van de, 
hodc bdt chu'dc ngu'di khde. Hay ndi cdeh khde, 
hiinh vi tieu dung du'de xem la cac hoat ddng ma 
khaeh hang iham gia khi tim kie'm san pham hoae 
dieh vu de thoa man nhu cau hoae mong muo'n cua 
minh va khi ddnh gid, thu nhan. sif dung va xii' ly 
ngoai cdc quy tnnh ra quyel dinh lidn quan. Do do. 
hanh vi tieu ddng la nghien cdu cac quy irinh lien 
quan khi cd nhan hodc nhdm ngu'di lifa ehon. mua. 
ad dung hoae dinh doal san pham, djeh vu de dap 
dng nhu cdu vd mong mud'n eua ngu'di tieu dung. 

2.2. Khdi niem ve hdnh vi ciia ngUcti tieu dimg 
irong TMDT 

Hanh vi ca nhan la ke't qua eua sif idc ddng qua 
lai giiTa cde nhan to' chu quan cua chu the va edc 
nhiin to' khdch quan cua mdi tru'dng. Hdnh vi cd 
nhan ludn chda difng sdc thdi va tinh cha'l. trinh do 
phdi inen eua xa hdi. Chu the eua hanh vied the la 
mpl cd nhan hode mot nhdm xd hpi. 

Tdkhdi niem ve hanh vi tieu dung, khdi niem 
ve hanh vi tieu dung trong TMDT du'de hieu nhd 
sau: Hdnh vi lieu diing trong TMDT la quy trinh 

lien quan khi cd ohan hoae nhdm ngu'di iUa chpn. 
mua va sd dung hoae dinh doat san pham. dich vu 
thdng qua mang Intemei de dap dng nhu cau va 
mong mud'n eiia ban than ngu'di tieu dimg. Trong 
nghien edu nay. bai viel nhin nhan hanh vt bao quat 
difdi ca 3 gdc dp: gdc do Xd hpi (ban than ngu'di tieu 
diing va cac lac ddng eiia \d hpi), gdc dp doanh 
nghiep (kinh te) va gdc dp cdng nghe (ky thugt). 

Difdi gde do xd hdi: Bdi con ngu'di la mdl \d hpi 
cpng sinh, nen hanh \ i lieu dung trong TMDT ,se 
ehiu anh hifdng eua nhieu yeu id' thdng qua eae 
cam gide eua ngu'ditieudiing tif die gidi quan. 

Difdi gde dp doanh nghiep: Ngifdi lieu dung Id 
duy ly tri. hp ludn lim edeh dai difpc sif ihda man 
eao nha'l td ly linh. cam tinh. tif gid iri vd hlnh khac 
ma san pham hoae djeh vu mang lai d mdc gid phu 
hdp vdi hp. 

Difdi gdc do cdng nghe: Ngu'di lieu dung ludn 
iTiudn sdn pham d trang that lien dung, de dung 
nha'l va thao thde hay su> nghi de cd du'de gid iri sd 
dung cud'i ciing phai d mde do giam Ihieu nha'l. 

Vdi SlJ phal irien cua Internet, quy md cua cdc 
doanh nghiep va lhi iru'dng TMDT da rut ngan 
khoang cdch gida nhffng ngifdi quan tri markeling 
va khach hang. Nhifng doi lai. khdeh hang irong ihi 
irifdng nay lai ngay cang trd nen khd tinh hdn. Va'n 
de cd't Idi la hieu difde hdnh vi khdch hang nhif the 
nao Ihl doanh nghiep se hieu difde dieh ihifc khdch 
hang se dap dng ra sao tru'dc edc dde tru'ng cua san 
pha'm hoae dich vu. de id dd ndm bdi du'de ldi lhe 
canh tranh so vdi cae dd'i ihu khac. 

3. Cac ye'u to' anh hufdng de'n hanh vi cua 
ngddi tieu dung trong TMDT 

3.1. Cdc ye'u td'dnh hUdng cdn lUu y tif nghien 
cdu long quan 

Cae nghien edu tnfde day ve hanh vi sd dung 
TMDT cua ngifdi tieu diing deu chi gidi han du'di 
mpl vai gde dp nhat djnh nhu' cdng nghe hay ngu'di 
tieu dimg. ma chu'a cd nghien cdu tdng qudl bao 
hdm ca 3 gde dp (ngifdi lieu ddng - doanh nghiep -
edng nghe). Trong khi dd. bai vie't nay nghien edu 
hanh \ i sd dung TMDT cua ngifdi lieu diing nham 
nit ra edc ham y quan U-j cho doanh nghiep. do dd. 
can nghien cdu mpl each bao quai ea 3 gdc dd de 
cdcdi nhin sau sac\a cu the hdn. 
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Du'di gde dp ngi/di lieu dung - theo cde nghien 
edu ciia Liu vd epngsu'(2016). Dakdukva cdng sif 
(2017); deu cho rdng viee chap nhan sd dtang 
Iniemel cung nhif kinh nghiem sd dung Intemet. 
nhan thdc cua ngffdi lieu dung trong TMDT. thai 
dp eua ngffdi diing irong TMDT va cdc lieu chudn 
chu quan eda hp deu anh hffdng de'n hanh vi sd 
dung TMDT cua ngffdi tieu diing. 

Chd'p nhan sii' dung Iniemel: La sif cha'p nhan 
cua khaeh hang khi mua sam qua mang nhdm giup 
lang hieu qua id'i hdn khi mua hang. Chap nhan sd 
dung Iniemel iao dieu kien cho viec thu thap thong 
tin irffe liep de tang kie'n thffc eua ca nhan, thay doi 
nhan ihde ban dau cuahp [17) va khuyg'n khieh dp 
dung CNTT khae nhau [21]. Viec eha'p nhan sd 
dung Internet phan dnh xu hifdng hdnh vi ngffdi 
dung 114], Cde nghien edu nay cho r^ng. viee cha'p 
nhan sii" dung Iniemel cd anh hffdng tnfc liep de'n 
nhan ihffc nang lffc tieu dung TMDT. 

Nhdn ihdc ndng life tieu diing: Dffdc dinh nghia 
la sff ddnh gid cua ban than khaeh hdng ve kha 
ndng cua hp trong viee to chffc va thifc hien cae 
hanh dpng can thie'l de dat dffdc muc lieu de ra 
(Bandura. 1986). Trong TMDT. nhan thdc nang 
life lieu diing cd the hieu la sff ddnh gid cua ban 
than ngffdi dung trong viec xem xet va lffa ehpn 
sdn pham hoae dich vu qua mang Iniernel nhdm 
Ihoa mdn nhu cau cua hp. Minh ehffng eho viee 
nay. nghien effu ciia Taylor vd Todd (1995) da xdy 
dffng ly thuye't hdnh vi cd ke hoaeh (Decomposed 
theory of Planned Behavior) de phdn lich hanh vi 
ngffdi diing trong mdi trifdng cdng nghe. Ngoai ra. 
mpl sd nghien effu ve hanh v\ tieu dilng va ly 
thuye't nhan thdc \a hdi cung de cap de'n nhan to' 
nhan thffe nang lffc lieu diing. Ngu'di diing Intemei 
Ihffdng xuyen se tff tin hdn va cd xu hifdng mua 
hang qua mang nhieu hdn. 

Thdi do Ueu diing trong TMDT: Thdi dp hffdng 
den mua sdm irffc luyen cua khach hang dung de 
chi trang thai Idm ly eda hp \e viec mua hang qua 
iniernel 118]. Theo md hlnh gid tri ky vpng dffpc de 
xua't bdi Fishbein vd Ajzen (1975). Ihdi dp difde eoi 
la ket qua id mem tin cd nhan ve hanh vi vd hau 
qua ciia ehiing. hay tam quan trpng eiia nhiJng 
niem tin ndy dffdc dffa ra. Thai dp do'i vdi mua sdm 

uifc tuyen ehiu anh hffdng bdi nhffng nhan id lich 
cffe va tieu effc. Trong dd, edc nhan td anh hu'dng 
tieu cu'c de'n thai dp ehu ye'u la cae yeu Id'rui ro khi 
mua trffc tuyen. con eac yeu id' anh hffdng tieh ĉ c 
lien quan de'n edc chinh sach danh cho khdch hdng 
va ed sd ha tang cua trang web thffdng mai di?n id. 
Thdi dp da trd thanh mpl trong nhffng bie'n so 
chinh ciia sff chap nhan CNTT, ddc biet Id trong 
TMDT [6]. 

Dffdi gde dp doanh nghiep. chi mot vai nghi6n 
cffu de cap de'n mpl so yeu td' cd anh hffdng dfi'n 
hanh vi sff dung TMDT cua ngffdi tieu dilng. Theo 
Koneckik (2008). quan diem ve eha'l Iffqfng c3m 
nhdn cd anh hffdng de'n quyel dinh cua khdch 
hang khi mua hang iren mang, Hay Lewis (2006) 
lai cho rang, ehinh sdch dd'i tra eua doanh nghidp 
lae dpng den hanh vi tieu dCing. Ngodi ra, 
Forsythe vd cpng sff (2006) dffa ra ede yeu id' v̂  
rui ro lien quan de'n doanh nghiep ed Idc dpng trifc 
liep dd'n hdnh vi khdeh hang khi mua hdng tf6n 
mang. Cdc nghien cdu tren deu dffa ra quan diem 
gidp cdc doanh nghiep kinh doanh TMDT chd 
Irpng den viee ihay doi lien quan de'n edc yeu t6' 
nay, nhdm giup thu hut khdch hang nhieu hdn 
trong bd'i canh hanh vi tieu dung ngdy cdng Ihay 
doi va phffc lap. 

Chat lu'dng san pha'm/dieh vu cam nhdn: Dddc 
djnh nghia la sff ddnh gid eua khdeh hdng ve sif 
xua't sdc hodc ffu viel eua mot san pham so vdi 
thu'dnghieu thay the [22] vd la ffu the tong the giup 
thtic da'y khaeh hang mua san pham [2]. Ngoai ra, 
Christodoulides vd Chematony (2004) khing dinh 
rang cha't Iffdng cam nhan cd the dffdc lien ke't vdi 
Slf hoan thanh va sfftin tffdng, tffc la, qud trinh c5m 
nhan va ket qua ciia viec eung ca'p tai nguyen trdn 
Irang web nhff mpl danh gid tong the ve san pham, 
thdng tin vd cha't Iffdng dieh vu. 

Chinh sach ddi ira: Cdc npi dung cua ehinh sdch 
ddi tra bao gom: rui ro trong van chuyen, thdi gian 
xd ly. ehi phi van chuyen san pham trd Iai ngffdi 
ban [13]. Nhffng ehinh saeh nay eang ddn gian, 
thuan lien Ihl cang cungcd'niem tin va ihdi dp cua 
ngffdi mua dd'i vdi san pham. Cac van dd ve chinh 
sdch doi tra dnh hffdng iich effc de'n thai dd ciia 
ngffdi mua trong mua sdm tnft: luye'n 
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Djeh vu va cd sd ha lang: dich vu va cd sd ha 
iang dffdc hieu Id dffdng tmyen Intemet id'e dp cao, 
ca'u hinh server, edc phan mem marketing, ihie't bi 
hifin thi thdng dn, vd mang Iffdi cae website ve linh 
|5]. Bfin canh dd. viec phat trien phan mem quan 
ly khdeh hang (CRM - customer relationship 
managcrmeni) de quan ly va ehdm sde cdc khdch 
hdng da giao djch, mua san pham vd quan ly cae 
nhan vien bdn hang trong doanh nghiep de tinh 
hoa h6ng kinh doanh cung gap nhieu khd khdn. 
Djch vu vd cd sd ha tang eung la bie'n dffdc ky 
vpng cd dnh hffdng tieh effc de'n thai dp mua sdm 
trffc tuye'n. 

Rui ro mua sdm irong TMDT; Kd' Iff khi Bauer 
(I960) chinh thffe de xua'l rdng hanh vi eua ngffdi 
lieu ddng dffdc coi Id chap nhan rui ro. Nghien cdu 
thffc nghiem cd gia in da eo gang xdc dinh cdc loai 
nii ro nhan thffc khde nhau trong bdi cdnh hdnh vi 
mua hdng cua ngffdi tieu diing. Cox vd Rich (1964) 
d̂  cdp de'n riii ro nhan tha'y Id tdng so' khdng ehdc 
chdn md ngffdi lieu dimg cam nhdn difdc trong mdt 
giao dich mua cu the. 

Dffdi gde dp cdng nghe. bai viel tdp trung vao 
hai y6'u td'chinh Id sffde sff dung va si/hiJu ieh. 

Sff de sff dung: Ld mffc dp ma ngffdi dung tin 
riing sc khdng ma't cdng sffc sd dung mpi cong 
nghe cu the (Davis, 1989). Davis (1989) cung dd 
chi ra r^ng khi mpl he thd'ng cu the de van hanh, 
ngffdi dung cd nhieu klia nang chd'p nhan va sff 
dyng hd thd'ng dd hdn. Viec xem xet tinh hffu dung 
nhdn ihffc da dffdc cdng nhan rpng rai trong bd'i 
Clinh nganh Du ljch. Hdn nffa. cd nhieu nghien cu'u 
khae cung eho rang sff de sff dung Id sff kieh thich 
ildng kd' y dinh mua hang eua khaeh hang. 

Sff hiTu ieh: La xae sua'l ehu quan cua ngffdi 
dung liem ndng. rdng viee dp dung mpl he iho'ng 
cu the se nang eao hieu sud't cua hp trong cdng 
vi&c (Davis vd cpng sff. 1989. tr.985). Djnh nghta 
ndy chi ra rdng. ngffdi diing nhan thffe dffdc mpt 
cdng nghe nha'l djnh la hitu ieh khi cdng nghe hoae 
h? Ihd'ng dffde dp dung ma't it thdi gian hdn de thffe 
hî n eong viec. dong thdi lang hieu qua vd dp 
chinh xde [21]. Theo Davis (1989) va Pavlou 
(2003). nhdn tha'y sff hii\i ieh ldc dpng manh me 
khdng chi deny dinh su'dung ma ea y dinh hdnh vi 

de giao dich trffc luye'n. Tu'dng iff. Meuier va edng 
sff (2005) da nghien cdu rdng \iec lao ra mot >' 
dinh sff dung cdng nghe iff phue \'u cung ddi hoi sir 
hffu ich nhdn Uiffc. 

Torn lai, qua nghien cffu long quan bai vie't due 
ke'i du'de 10 nhan to' cd ide ddng de'n hdnh vi trong 
TMDT Clia ngffdi tieu dimg. do la: chap nhan sff 
dung Intemei. ndng lffc tieu ddng cua ban than 
khdeh hdng. thai dp lieu dung trong TMDT. cde 
lieu chua'n chii quan. ehinh sach dd'i tra, cha'l Iffdng 
cam nhan, cd sd ha iang. cdc nai ro irong TMDT, 
sff hffu ich va sff de sff dung ciia cdng nghe. Cdc 
nhan td' tren dffdc nhin nhan du'di ca 3 gdc dp Id 
ngu'di lieu diing, doanh nghiep vd cdng nghe trong 
bd'i cdnh mua sam TMDT 

3.2. Cdc ye'u td'dnh hUdng cdn lifuy tif phdng 
van chuyen gia 

3.2.1. Phifcfng phdp phdng vdn 
Phdng va'n ehuyen gia Id phffdng phdp nghien 

effu dinh tinh, dffpc thffc hien nham khai ihdc ihdng 
tin td chuyen gia va du'de apdung khd phd' bie'n iff 
dau Ihap nien 90 den nay. Phong van ehuyen gia 
dffdc thifc hien nham tim hieu. khao sdi cde nhan 
to ldc dpng de'n hanh vi sffdung TMDT ciia ngifdi 
tieu diing. 

Trong bdi vie'l nay. mau phdng va'n chuyen gia 
Irong lmh vifc Marketing vd TMDT Id 11 ngffdi. 
bao gdm 4 ehuyen gia id giang vien Marketing ciia 
Trffdng Dai hpe Ngoai Thffdng; va 4 chuyen gia la 
giang vien giang day mdn TMDT tai cac trffdng 
nhff Trffdng Dai hoe Ngoai Thffdng vd Trffdng Dai 
hoc Cdng Dodn. Cdn Iai 2 chuyen gia de'n iff doanh 
nghiep. Irong dd cd 1 ngu'di giff vj tri gidm dd'c 
cdng ly Telehouse ciia eong ly cd' phan vien thdng 
FPT, \a 1 ngffdi la Giam dd'e bp phan Cdng nghe 
ihdng tin eua mpt hang hang khdng. Mau dffde li/a 
chpn dffa Iren hai lieu ehi: mpt la. ehuyen gia trong 
ITnh vffe cdng nghe: hai la. ehuyen gia trong ITnh 
vffe marketing nhdm cd ihdng lin chinh xac ve cac 
nhan to'anh hirdng den hdnh \i sff dung TMDT cua 
ngffdi lieu diing. Do dd. nghien cffu lffa ehpn 11 
ehuyen gia ihudc cae ITnh vffc tren de phdng van. 

Phdng va'n chuyen gia dffdc ihffe hien dffdi hai 
hlnh Ihde la phdng va'n qua dien thoai va phdng 
van irffe liep tai ban. trong ihdi gian ihang 9 \a 
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thdng 10 nam 2019. Phong \a'n hai ehuyen gia 
den tff hai doanh nghiep ban hdng qua Intemet 
qua dien ihoai irong vdng 18 den 20 phut. 
Phdng va'n cde chuyen gia ia cae giang vien 
giang day Irffc tie'p mdn Marketing va TMDT 
trffc tiep lai bdn Iam \ iec, irong khoang 60 den 
90 phul. Moi loai hlnh phdng vd'n cd nhffng ffu 
vd nhffde diem khae nhau, iu\ nhien. thdng tin 
eho muc dieh nghien cffu \an dffdc thu thap 
day du. Dd'i vdi phong \a'n irffe lie'p ehuyen 
gia tai ban. viec lien lae va phdng van gap khd 
khan do thdi diem phdng va'n thffdng xuyen bi 
Ihay dd'i do ljch irlnh ban rdn eiia cde ehuyen 
gia. Phdng va'n ehuyen gia qua dien thoai dffdc 
thffc hien nhanh chdng. khdng td'n nhieu ihdi 
gian ciing nhu chi phi di Iai vd hen chuyen gia 
phdng van vdo gid ihuan tien. 

3.2.2. Cdu bdi phdng van 
NghiC-n cffu 1̂  Ihuyet long quan long hdp 10 

nhan Id' anh hi/dng hdnh vi sff dung TMDT cua 
ngffdi lieu diing ndi chung. Dong thdi. mdi nhan 
to' bai vie't eung xay difng eac thang do nhdm 
dffdc ede ehuyen gia gdp y. chinh sffa qua phdng 
vd'n sau. Td dd. xay dffng bang cau hdi khao sat 
phii hdp vdi thffc lidn Viet Nam va khach hang 
Viet Nam. 

Npi dung cua ede cau hdi phdng vdn chuyen gia 
dffde chia lam 3 phan va cd 15 eau hdi. Phan 1 gdm 
3 edu hdi ve ihdng lin ca nhan ehuyen gia du'de 
phdng van. gom: hp ten. tud'i. gidi tinh. ndi cdng 
lac va ehffe vu. Phan 2 gdm 2 cdu hdi lien quan 
den thdng lin \e lieu dilng trong TMDT hien tai 
eiia VieiNam. Phan 3 gdm 10 cau hdi ve cde nhan 
Id' anh hffdng de'n hanh vi trong TMDT eua ngffdi 
lieu dung lai Viei Nam 

3.2.3. Ket qud phong vdn 
Trong khoang thdi gian hdn 45 ngd) iiep can 

cac chuven gia de phdng vd'n dffdi hinh ihdc irffc 
tiep va qua dien Ihoai. ke't qua thdng tin ihu Ihap 
dffdc the hien tai Bang I. 

Bdng phffdng phdp phdng van sau. trong 10 
nhan to' anh hffdng thi cd 8 nhdn to' anh hffdng dffdc 
cdc chuven gia unghp nhieu nha't. 

Cac V kie'n deu cho rdng. ueu dimg TMDT cua 
\ iet Nam la van de la'l yeu va se liep lue phdt 

Bang 1. Ki't qua phong v6'n chuyen gla 

TT Nh3nt5 

1 Chap nhan sddung Intemet 

2 ! Nang ldc tieu dung 

3 Chu^n chu quan 

4 

5 

6 

7 

8 

9 

10 

Thai do tieu diing 

Chinh sach ddi tra 

Chat Idpng cam nhan 

Co sd hg tSng 

Riii ro trong TMDT 

Sff hdu ich 

S\f desd dyng 

unghO , 

10/11 1 OnghO 

11/11 I UnghO 

3/11 

11/11 

2/11 

10/11 

10/11 

11/11 

11/11 

10/11 

Khdng ung hQ 

CnghO 

Khong ung h$ 

UnghO 

UnghO 

UnghO 

UnghO 

UnghO 

trien, luy nhien khdch hdng ngay cdng khd Iinh 
hdn trong viee lffa chpn san pham hodc djch vu. Bi 
xem xdt hdnh vi sff dung TMDT eiia ngffdi Ii§u 
dilng can ehu y cdc nhan Id' sau: Cha'p nhdn sil 
dung Internet, Nang lffc lieu dung, Thdi dd lifiu 
dimg. Cha'l Iffdng cam nhan, Cd sd ha lang, Rui ro 
trong TMDT, Sff hffu ich, Sff dd sd dung. Cdn lai 
hai ye'u id' la Chuan chu quan vd Chinh sach doi Ira 
khdng dffpc da so' ung hd, bdi edc ehuyen gia cho 
rang ye'u Id' nang lffc tieu dung bao qudl ca chuan 
chu quan, vd yeu to' Rui ro trong TMDT ciing bao 
ham ve viee mua hdng ed dffdc dd'i tra hay khdng. 

Ngoai ra, mpl so'thang do trong 8 nhan tddff̂ c 
ung hp eung c^n phai dieu ehinh cau chff cho phii 
hdp. Dieu ehinh Ihang do CNi thanh "Theo ldi sil 
dung Internet trong mua hdng Id hdp ly", CN2 
thanh "Internet giiip toi mua hdng Id't hdn", TD2 
thanh "mua sam trifc luye'n ha'p ddn hdn so vdi 
mua sdm Iruyen iho'ng", CLI thanh "ldi lin lffdng 
khi mua hdng qua mang", HTI thdnh "websiie cd 
eae quy djnh chat che khi giao dich", HV2 thdnh 
"cd the Intemei se Id phu'dng tien tdi sff dung de 
mua hang trong tifdng lai". Trong dd, mpt thang do 
RR2 "Tdi cd lhe khong nhan dffpc hang neu mua 
hang Irffc luye'n" nen bi Ioai bd vl tning vdi Ihang 
do RR6 irong cting nhan id' la Rui ro irong TMDT. 

Tdm lai. qua nghien cffu long quan, bai vî l 
long hdp dffpc 10 nhan id L • anh hifdng de'n hanh 
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VI ticu dung T M D T , dd la: chap nhan sff dung 

Iniernel, ndng Iffc lieu dimg cila ban thdn khdeh 

hang, thai do lieu dung trong T M D T , ede tieu 

chua'n chu quan, chi'nh sdch doi tra, chat Iifdng cam 

nhdn. cd sd ha tang, eae rui ro trong T M D T , sff hdu 

ich va sff di; sff dung ciia cong nghe. Qua phdng 

vd'n chuyen sau, bdi vie't da xdc dinh dffdc 8 nhdn 

to cd anh hffdng de'n hanh vi trong T M D T eiia 

ngffdi lieu diing Viel Nam. 

4. K€^t ludn 

Bdi vie'l dd id'ng hdp mpl so' ye'u to' anh hu'dng 

can Iffu y trong nghien effu hanh vi sff dung T M D T 

cua ngifdi tieu dung Viei Nam qua phffdng phap 

nghien cffu td'ng hdp vd phdng van chuyen gia. Bdi 

viet dd xde dinh dffdc 8 nhan id' cd anh hifdng den 

hanh vi trong T M D T cua ngffdi tieu dimg Viet 

Nam. dd la cha'p nhdn sff dung Iniernet. nang life 

tieu diing ciia ban than khach hdng. thdi dp tieu 

dung irong TMDT. edc lieu chuan chu quan, chinh 

sdeh ddi tra. cha'i Iffdng cam nhan. cd sd ha lang. 

cdc nii ro trong TMDT. sff hflu ich va sff dd sff dung 

Clia cdng nghe • 
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A B S T R A C T : 

E-commerce in Vie tnam has changed significantly in recent years . However , sales from 

e-comniMcc activities, especial ly online purchases , a re still not commensu ra t e with its 

potential because consumers are still hesi tant and psychologically not ready to go shopping 

online. Consumer behavior is one of the major faclors that influence consumer to go 

shopping online. This paper examines a number of important factors of consumer behavior 

b\ conducting a general research and interviewing exper ts . 

KeywortLs: Consumer behavior , e - commerce . online shopping. 
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