
QUAN tY KINH TE 

Cac yeu to tac dong den long tin cua ngudi mua 
hang true tuyen tren san thuong mqi dien tu 6 

Viet Nam 

TRAN VAN H I T N G 

LE NGUYEN BINH MINH 

V 6 THI NGOC LIEN 

h nghien cdu nay kidm dinh cac yeu to'tren website tac ddng den long tin ban diu cua 
•• ngiidi tieu dung doi vdi nha ban le trilc tuyen, td dd giup cho cac nha nghien ciiu va 

nha ban le tnic tuyen, cac san thiidng mai dien td hieu difdc tam quan trgng trong vide xay 
dUng va cung cd"long tin cua ngiidi tieu dung de thuc diy ngiidi tieu dung mua sdm tren trang 
web cua hg. Ket qui nghien cdu cho thay cac yeu to' tren website ban le gom cd thie't ke giao 
didn, cic thdng tin tren website cd anh hiidng manh den long tin ban diu cua ngiidi tidu dung 
tnic tuyen. Ngoai ra danh tiing cua website cung cd anh hudng de'n long tin ban diu cua ngiidi 
tieu dung tnic tuyen, tuy nhien mdc do inh hiidng khdng cao nhii so vdi cic yeu to'cua website. 
Ket qua cung cho thay tac dong cua long tin den hanh vi the hien viec mua hang cao ban so vdi 
gia tri dOn hang. 

Tif khoa : long tin ban diu, m ua hang tnic tuyen, nha ban le triic tuyen, hanh vi m ua. 

1. Gidi th ieu 

Cling vdi sU phdt trien cua internet, dinh 
vi, cdng nghe so va eac thig't bi di dong, tinh 
tien Idi cua hinh thiie mua hang qua mang 
khien eho viec tim kid'm thdng tin va mua 
sdm tren mang trd thanh mot xu hudng phd 
big'n. Mac du thUdng mai dign th cd nhieu 
tiem ndng ddc biet trong nganh ban le nhUng 
nd ciing cd nhieu rao can can phai vUdt qua. 
Nghien cUu eua Hoang va Swierczek (2008) 
cho thd'y thi trUdng ban le triic tuye'n Viet 
Nam cdn cd nhUng rao can ve phap ludt, he 
thd'ng thanh toan, cdng nghd bao mat, rui ro 
lUa dao va toi pham cdng nghe.. . . Chinh 
nhiing rui ro nay tac dong de'n ldng tin ctia 
khach hang. Theo cac chuyen gia va nha 
nghign ciiu cho thd'y, long tin la mot trong 
nhUng ydu to' ndi bdt anh hudng dg'n viec 
khach hang cd thUc hidn mua s^m cua minh 
theo phUdng thiie nay. Ldng tin se anh hudng 
dg'n quye't dinh mua cudi ciing giiia ngUdi 
mua va ngudi ban (Gupta, Yadav vd 
Varadarajan, 2009); long tin cd vai trd quan 

trong ddi vdi nhd ban le dac bidt la trong mdi 
trUdng trUc tuye'n (online) so vdi binh thudng 
(offline), vi ngUdi tieu diing cam nhdn nhieu 
rui ro hdn nhU viec khdng cam thd'y sU hien 
hUu cua ct(a hang, cam ndm, kigm tra san 
ph^m. Ldng tin ciing la md'u chd't quan trong 
cho viec phat trien ldng trung thdnh cua 
khach hang va thiet lap md'i quan he lau dai 
giUa ngUdi mua vd ngUdi bdn. 

2. Tong quan ly thuye't va mo hinh 
nghien c i ^ 

Theo nghign cUu thi trUdng eua Wearesocial 
(2019), Viet Nam cd gan 97 trieu ngUdi, cd 
143,3 trieu thue bao didn thoai va 64 trieu 
ngUdi dung internet, trong dd so' lUdng ngUdi 
diing truy cap bdng thig't bi di dong Id 61,73 
tridu ngUdi (chie'm 96% sd' ngUdi stt dung 
internet). Trong sd' 143,3 tridu sd' thug bao 
dUdc dang ky thi co tdi 45% da dang ky 3G va 

Trin Van Hung, TS.. V6 Thi Ngoc Lifin, ThS., Dai 
hoc Tai chinh - Marketing; U Nguyin Binh Minh, ThS., 
Dai hoc Sai Gon. 
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Cdc y6'u td'tdc dong . 

4G. Theo sd'lieu thd'ng ke internet Vidt Nam 
2019, ngUdi dung Viet Nam danh t rung binh 
tdi 6 gid 42 phiit mdi ngay de tham gia cac 
boat ddng lign quan tdi mang internet va cd 
94% ngudi dung internet d Vidt Nam sit 
dung internet hang ngay; 87% ngUdi dung 
internet cd tim kiem thdng tin ve san phdm 
tren mang ciing nhU ghe tham cdc t rang 
web bdn le trUc tuyg'n, 77% ngUdi dung 
internet tUdng dUdng vdi khoang 50 trieu 
ngUdi cd mua sam san phdm trgn mang, sd 
vdi nam 2017 thi chi cd 39% tUng mua hdng 
qua mang (Vecom, 2019). Nhu vdy xu hudng 
mua hang tnJc tuyg'n se cdn tig'p tuc tang 
trudng trong tUdng lai, khi sd' ngUdi diing 
internet gia tang cung nhU viec mua hang 
true tuyg'n trd ndn pho bie'n hdn. Theo Bao 
cao e-Conomy SEA 2018 cua Google vd 
Temasek, quy md thi trUdng thUdng mai 
didn tii Viet Nam nam 2018 la 9 ty USD. 
Bdo cao Cling dii bao toe do tang trudng 
trung binh ndm (Compound Average 
Growth Rate - CAGR) cua giai doan 2015 -
2018 la 25% va thi trUdng dat 33 ty USD 
vao nam 2025. Neu kich ban nay xay ra, quy 
md thi trUdng thUdng mai dien tit Vidt Nam 
nam 2025 dUng thii ba d Dong Nam A, sau 
Inddngxia (100 ty USD) va Thai Lan (43 ty 
USD) (Hoang Ldm, 2019). 

Tuy nhien, Bao cdo chi so' thUdng mai 
dien t i Viet Nam 2019 (Vecom, 2019) ciing 
cho thay, vdn cdn nhigu can trd, long tin cua 
ngUdi tieu dung vdo giao dich mua bdn triic 
tuyg'n cdn thd'p. Kg't qua khao sat cho thd'y, 
sd' ngUdi hdi long vdi phUdng thUc mua hang 
trtic tuye'n d mUc dUdi 50%, tUc la vdn cdn 
mot ty le Idn dd'i tUdng khach hang tiem 
nang ma cac nha cung cd'p dich vu thUdng 
mai dien tul phai chinh phuc. Nguyen nhan 
Idn nhd't anh hudng dg'n tam ly ngudi diing 
vdn la chd't lUdng hdng hda. Bao cao ciia Cue 
TbUdng mai dien tvi va cdng nghg thdng tin 
(Hddng Lam, 2019) chd tha'y rang cd dg'n 
hdn 70% ngUdi dUdc khao sat quan ngai san 
pham kdm chd't lUdng so vdi quang cao va 
cdn nhieu ly do khac nhU: thdng tin cd nhdn 

bi rd ri; mua hdng d c i a hang d l va nhanh 
gon hdn; ngudi tieu dung chUa cd the ngan 
hang de thanh toan; each thCfc mua hdng 
qua mang vdn phUc tap v6i nhieu ngUdi... 
Khao sdt cua Vinaresearch (2019) cho thd'y, c6 
dg'n 48,1% nbUng ngUdi tiing mua sdm qua 
mang ndi rang minh tiing bi liia. PhUdng thUc 
lUa dao chu yg'u la chd't lUdng hang hda khdng 
nhu cam kg't nhiing khdng cho phep ddi tra 
(80,9%), hoac dUde doi t ra nhUng phai den bii 
mot mUc phi cho ngUdi ban (33,7%). 

Khai nidm ldng tin va vai trd ciia nd trong 
quan he ca nhan, to chiic, kinh doanh va trao 
ddi tbUdng mai da dUdc nghidn ciiu tii rd't Idu 
(Kumar, Scheer vd Steenkamp, 1995). Khai 
niem nay tie'p tuc dUdc phat trien va nghien 
cfiu trong bd'i canh thUdng mai didn tCf do ban 
chat kinh doanh trao doi thUdng mai va moi 
trudng tiem an nhUng rui ro. Tuy nhign cac 
nghign cUu v l long tin trong linh viie thUdng 
mai dien tii vd mua hang tnic tuy^n vdn dang 
tig'p tuc dUdc nghien ciiu, do khai niem long 
tin la mot khai niem phUc tap va da hUdng 
(McKnight, Cummings va Chervany, 1998). 
Da sd' cac nghien ciiu tie'p cdn theo hudng long 
tin tdng the va cd' dinh (Gefen, Karahanna va 
Straub, 2003), trong khi dd mot so* cdc nghien 
ciiu khac tig'p cdn theo dang qua trinh va chia 
ra thanh cac giai doan (McKnight, Cummings 
va Chervany, 1998; McKnight, Kacmar va 
Choudhury, 2004). 

Mdt sd' cac nghidn eUu tap t rung tim 
hieu vd ldng tin ban d iu , do vai trd va t^m 
quan trong cua nd trong thUdng mai di§n 
tii va dang nhdn dUdc sii quan tdm cua 
nbUng nha ban le tn ic tuyg'n mdi ndi. Ldng 
tin ban dau di tu: cde ly thuyg't nhU ldng tin 
chdng vanh (swift t rust ) vd ly thuyg't hinh 
thdnh ldng tin ban din trong cac hoat dong 
td chiic vd nhdm (McKnight, Cummings va 
Chervany, 1998). Mot so' nghidn ciiu khdc 
lai nghien cUu v^ long tin chung va long tin 
tiep dign, trong dd nghien ciiu vg~ long tin 
chung chig'm da so'. Cdc nghign cUu ve ldng tin 
tie'p didn chii yg'u hUdng den y dinh hdnh vi 
mua lap lai vd trung thanh vdi nhd ban le. 
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Cic leuMxAe dang, 

Long tin trong mdi trudng trUc tuyg'n ndi 
ve sU phu thude cua nhiing doi tUdng hUu 
quan vdi cac hoat ddng kinh doanh cua 
doanh nghigp trong mdi trUdng tnic tuyg'n 
hay thdng qua website cua ho (Kim va 
Peterson, 2017). Ldng tin vao nha ban le trUc 
tuy&i la vide ngUdi tieu diing tnic tuye'n truy 
cap vao cac website ciia nha ban le di tim 
kiem san ph^m, t in tudng vd da t mua san 

HINH 1: Mo h inh cac n h a n to a n h hridng den long t in ban dau den quyet dinh 
mua hang 

pham trgn cac website ndy. 
Diia tren mot sd' cdc md hinh nghidn cUu 

trUdc nhU: nghien cUu cua Ganguly vd cdng 
sii (2010); md hinh danh tie'ng tac ddng dg'n 
ldng tin cua Casalo va cong sii (2007); md 
lunh tde ddng cua McKnight, Choudhury va 
Kacmar (2002b), nhdm tac gia de xud't md 
hinh nghien eUu vdi cac gia thuye't se dUdc 
kidm dinh nhU sau: 

( ^ Thiet ke web ^ ) 
^ - — - " ^ s . HI 

Q Thdng Un ^ " ^ - " ' ' ' ' ' 0 ^ ^ 

(^ Danh tieng J) 

Ldng tin ban 
dau 

^ H 5 a . b ^ / Hdnh vi mua true ^ 
tuy^n J 

Thang do cua cac khai niem nghien cdu va 
cac gia thuyet dexuat 

Thang do long tin ban dau: dUa trdn p h i n 
tham khao thang do tef ly thuye't va hieu 
chinh thang do cho phu hdp vdi thi trUdng 
Vidt Nam eho thd'y, thanh p h i n chinh tnic 
gdm cd 4 bie'n quan sat (McKnight, 
Choudhury va Kacmar, 2002a; Chen vd 
Barnes, 2007; Eastlick va Lotz, 2011; Kim, 
2012), thanh phan nang Itic cd bien quan quat 
(McKnight, Choudhury vd Kacmar, 2002a; 
Chen va Barnes, 2007; Ling, Chai vd Piew, 
2010; Kim, 2012), thanh p h i n trach nhiem cd 
5 quan sat (McKnight, Choudhury va 
Kacmar, 2002a; Eastlick vd Lotz, 2011) va 
cum ciing Id y dinh long tin cd 4 big'n quan sat 
(Eastlick va Lotz, 2011). 

Website va long tin ban diu: cac yg'u to' tii 
website gdp p h i n hinh thanh long tin ciia 
ngudi tigu diing vdi nha ban le tnic tuyg'n; 
cac yg'u to' bao g6m: thdng tin do nha ban le 
cung cd'p, thie't ke giao dien cua website, each 
td chUc trang web va cac thdng tin trgn trang 
web (Cyr, 2013). Cac yg'u to nay hinh thanh 

ngn cd chg' tao ldng tin cua ngUdi tidu dung 
vdi website va nha ban le tnic tuydn. Cac 
thang do cho khai nigm thig't kg' web, dieu 
hudng va thdng tin tren website dUde tham 
khao vd dieu chinh tU nghien cUu eiia Cyr 
(2013). Cdc gia thuyg't dau tign lien quan de'n 
md'i quan he giiia cac yg'u td' thig't ke, thdng 
tin va dieu hUdng website dg'n viec binh 
thanh long tin vdi nha ban le tnic tuye'n dUdc 
hinh thanh nhu sau: 

Hi: Thie't ke' giao dien website tac dong 
diidng de'n long tin cua ngiidi tieu dung 

H2: Diiu hPdng website tac ddng diidng 
dd'n long tin cua ngiidi tieu dung 

H3: Thdng tin website tic ddng diidng ddn 
long tin cua ngudi tieu dung 

Danh tieng va ldng tin ban dau: danh 
tig'ng mot mat giup tang nid'm tin cua ngUdi 
tieu dung vao nha ban le, nhUng mat khac nd 
cung giiip lam giam rui ro nhdn thiic dUdc 
ciia ho va khie'n ho tin vao quye't dinh cua 
minh (Casalo, Flavian va Guinaliu, 2007). 
Mot so' nghign ciiu trUdc day cho thd'y, danh 
tie'ng (reputation) cd nhUng tdc ddng nha't 

N^iin ciiu Kinh li's6'1(500) • ThAng 1/2020 21 



Cdc yeu tj^ tac ddng .., 

dinh vdi long tin, d ing nhU sii hai ldng (Jin, 
Park vd Kim, 2008). TOf nhiing nhan dinh va 
ban ludn tren cac gia thuyet ve moi quan he 
giiia danh tieng vdi ldng tin ban d iu , rui ro 
cam nhan vd sii thda man ciia ngUdi tieu 
diing tnic tuyen dUde de xud't nhU sau: 

H4: Danh tie'ng website tac ddng diidng 
de'n long tin cua ngiidi tieu dung 

Long tin ban diu va hanh vi mua: cb 
nhieu nghidn cUu trong mdi trUdng dien tii 
da chUng minh dUdc moi quan he giUa ldng 
tin va y dinh hanh vi (y dinh mua vd y dinh 
mua lap lai) (McKnight, Choudhury vd Kacmar, 
2002b). Hdn nUa khi ngUdi tieu dung mua 
dUde cac san pham vdi gia tri td't cd the thda 
man dUde dly du ky vong cua ho, trong mot 
sd' tinh hudng neu ngUdi tidu diing dii dinh 
mua mdt san pham cd gia tri Idn, nbUng neu 
vi thig'u tin tudng ho cd the chon san pham ed 
^ a tri thd'p bdn de giam riii ro va trong tinh 
huong dd ed the khdng lam cho ho hoan todn 
thda man vdi liia chon cua minh. Ngodi ra 
nghien eflu ndy cung se kiem tra thdm tac 
ddng cua ldng tin d^n hdnh vi mua, thdng 
qua so tien ma khach hang mua san pham 
lan d iu tien tren t rang w êb cua nhd ban le. 
Nhu vdy nhora tac gia dUa ra gia thuyg't ve 
mdi quan he eua ldng tin va hdnh vi mua 
nhu sau: 

Hda: Ldng tin tac ddng diidng din vide 
mua lin diu cua ngUdi tieu ddng 

H5b: Long tin tac ddng diidng den tri gia 
mua hang lin diu eua ngiidi tieu dung 

3. PhUefng p h a p n g h i e n ci iu 
Nghign cUu s^ dung phUdng phap dinh 

lUdng vdi bang cau hdi khao sat dUdc guli den 
nhflng ngUdi cd mua bang trUc tuye'n. Cac 
thang do lUdng cho eac khai niem dUa tren 
cdc nghidn cUu trUde, cdc thang do ndy da 
dUdc hieu chinh cho phu hdp hdp vdi ngUdi 
diing b thi tnidng Viet Nam. Bang cau hdi 
Cling dUde thie't ke tren mang va giii de'n cdc 
nhdm cdng dong mang vd ngUdi dung tren 
cac mang xa hoi, cac nhdm sinh vidn d cac 
trUdng dai hoc. Kg't qua thu ve 400 phieu, vdi 
ty le thu hoi la 80%, vUdt qua ty le tra Idi 

30% md h l u het cac nha nghien ciiu ygu cau 
phan tich (Dillman, 2000). Theo de xu^t so 
lUdng mdu cho phan tich hoi quy, EFA 
hoac md hinh c^u tn ic tuy^n t inh (SEM) 
c i n tdi thieu 300 mdu. Theo quy tdc kinh 
nghiem mdu c i n cho cdc phan tich tii 300-
500, hoac theo nguyen tdc 1 chi bao c i n cd 
5 quan sa t hay quy t^c 5k dUdc Hair va 
cdng sii (2014) de xuat . Neu theo quy tdc 
5k thi vdi 38 chi bao can thu thap it nh^t 
190 bang t ra Idi cua dap vien, n h u vay vdi 
so mdu sau khi lam sach cdn lai 374 du de 
phan tich dinh lUdng. Cac sd lieu thu thdp 
dUdc dua vao p h a n tich va xii ly tren phan 
mem SPSS 22 n h u tho'ng ke mdu, dac di^m 
ca nhan cua ngUdi t r a Idi, h a n h vi mua 
sam trUc tuyen; phan tich kham pha 
(EFA); phan tich n h a n to" khang dinh 
(CFA), thdng qua phan tich CFA va md 
binh do ludng giiip ddnh gia v l gid tri hdi 
tu, phan biet, t in cdy va ndi dung cua 
thang do, sau do phan tich moi quan hg 
cua cac khai niem nghien ciiu vdi md hinh 
cd'u tn ic tuyg'n t inh (SEM), thong phan tich 
SEM se giiip kiem dinh cac gia thuyet ve 
cac mdi quan he trong md hinh nghidn cUu. 

4. Ket q u a n g h i e n cOfu v a t h a o l u a n 
Ke't qua khao sat thu dUdc 400 bang tra 

Idi, sau khi Idai cac bang cau hdi khdng dat 
ygu d u s^lUdng quan sdt cdn lai Id 374 quan 
sdt, trong dd cd 114 nam (35,4%), 260 la nU 
(64,6%). Ngudi khao sdt cd do tuoi tii 19 tdi 
24 la chu yg'u, chie'm 74,3%; cde do tudi khac 
chiem ty le khdng dang ke, dg"u dUdi.10%. 
Ddi tuOng da so' cd tr inh do dai hoc chilm 
89% (bang 1). 

BANG 1: T h o n g ke m l u k h a o sa t 

Tulii 

DmSilS 
19-24 
25-30 
31-40 

Tren 40 

N=374 

S« 
lupng 

33 
278 
36 
18 
9 

% 
8,8 
74,3 
9,6 
4,8 
2,4 

Gidi tmh 

Nam 
Na 
iiqc\ia 
Trang hoc 
Dai hoc 

Sau dai hoc 
Khac 

SS 
ludng 

114 
260 

8 
333 
32 
1 

% 
30,5 

69,5 

2,1 
89 
8,6 
0,3 
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Cic ygu to tie dong , 

K^'t qua phan tich nh^n to k h i n g dinh 
CFA cho thity thang do cua long tin vdi 4 
thanh ph4n g6m sU chinh trUc, trach nhigm, 
nang luc va y dinh long tin co do p h i hop 
nhat dinh. Mo hinh c6 gia tri Chi-square dat 
331.950, b ic tu do df la 113, va p-value nlio 
hdn 0.05 la mo hinh chUa phii hdp tuy nhi§n 
theo Hair va cong sU (2014) cho biS't nen 
tham khao thgm cac gia tri khac nhu Chi-
square higu chinh theo b i c tu do hay chi-
square/df. Theo Hu va Bentler (1999) dua ra 
cac mUc do cho cac tieu chi d^ danh gia mUc 
do phu hop cua m8 hinh. Gia tri Chi-
square/df cua mo hinh dat 2,938 nho hdn 3, 
cac chi s8'nhu CFI, GFI, TLI deu 16n hdn 0,9 
dUdc xem la rH't tSt, cac gia tri v l do sai so 

cua mo hinh nhu SEMR (0,04< 0,08) hay 
RMSEA (0,08>0,072>0,06) cung deu ra t nho 
nen mo hinh dat duoc do phu hdp nhat dinh 
va dat dudt tinh ddn hudng. Gia tri do tin cay 
tong hgp ciia cac thanh p h i n d iu dat tU 
0,807-0,904 (Idn hdn 0,7), AVE dat tU 0,514-
0,654 Odn hdn 0,05) do do thang do dat dugc 
do hoi tu va do tin cjly. Tuy nhien mUc do 
tUdng quan giiia cac khai nigm trong thang 
do'lai 16n hdn so vdi can bac hai ciia AVE, do 
do thang do chua dat dugc tfnh phSn bigt, 
mac du vay khai nigm long tin la mot khai 
niem phflc tap, la m8t khai nigm bjc cao, do 
do cac thanh phan do ludng ciing mot khai 
niem co sU tuong quan nhSt dinh (bang 2 va 
hinh 1). 

HINH 2: P h a n t i c h CFA c a c t h a n h p h a n la t h a n g do c u a k h a i n i e m long t i n 

iBrs/df: Z.03B 
RMSEAi ,072: SRMR: .041 

_ 
Mdc dd tUdng quan gifia eac thanh p h i n 

ciia khai niem long tin cao dat 0,74-0,93, 
dieu nay cd the khie'n cho tinh phdn biet giiia 
cac thdnh p h i n cua khai nigm long tin ban 

dau khd dat dUdc. Dii vay cac gia tri khac ciia 
thang do thda man dUdc yeu c iu nhu do hdi 
tu, tinh tin cay, gia tri lien hg ly thuyg't va 
gia tri noi dung cua thang do. 

BANG 2: Ket q u a p h a n t i c h phU<jng sa i t r i c h , do t i n cay t o n g h d p va tUoing q u a n c u a 
c a c t h a n h p h a n long t in 

l.NTCHINHTRUC 
2. NTIRACNHIEM 
3. NTNANGLUC 
4. YDINHLT 

CR 
0,807 
0,904 
0,839 
0,860 

AVE 
0,514 
0,654 
0,566 
0,605 

MSV 
0,858 
0,642 
0,858 
0,730 

ai-square dat 331,950, dt=l 13, Chi-square/df=2,93f 

MajR(H) 
0,817 
0,916 
0,845 
0,865 

, p=0,00 

1 
0,717 

0,801«** 
0,926*** 
0,814*** 

2 

0,809 
0,743*** 
0,735*** 

3 

0,752 
0,854**» 

4 j 

0,778 

CFI=0,945, TLI=0.934, GFI=0,905, AGF1=0,872 1 
RMSEA=0,072, SRMR=0,041 ] 
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Cdc y^utd'tdc flong . 

Thang do cua cic khii niem nghien cdu 
Trong md hinh tdi han ca big'n ldng tin 

ban d i u (khai nidm bdc cao) va cac yg'u td 
khac dUdc dUa vao de phdn tich nhan to* 
khang dinh (CFA) vd cho thd^y, md hinh cd 
dp phu hdp nha't dinh (chi-square= 
1080.101, df=450, p<0,05, chi-square/df=2,401 
(nhd hdn 3), CFI=0,914, TLI=0,906, GFI=0,840, 
AGFI=0,813) ngoai ra ede ehi sd've sai so'ciia 

md hinh cung rat thap (RMSEA=0,061, 
SRMR=0,056), do do md hinh dat dUdc tinh 
ddn hudng, gia tri noi dung va gia tri hen hS 
ly thuye't. 

Ngodi ra ket qua phdn tich 5 bang 3 cho 
thdy, md hinh dat dUdc t inh phdn biet, do tin 
cdy, dd hdi tu cua md hinh. NhU vdy co the 
thay, thang do cho cac khai niem nghien ciiu 
dat ygu c iu va phu hdp vdi ly thuyet. 

BANG 3: Ket q u a p h a n t i c h phi:fc'ng sa i t r i c h , do t i n cay t o n g h d p v a ti^cmg q u a n cua 
c a c k h a i n i e m n g h i e n cijfu 

l.DANHTIENG 

2, THIETKE 

3, DIEUHUONG 

4, THONGTIN 

5, LONGTIN 

CR 

0,793 

0,819 

0,851 

0,879 

0,947 

AVE 

0,561 

0,538 

0,588 

0,647 

0.818 

MSV 

0,272 

0,514 

0,514 

0,584 

0,584 

Chi-square= 1080,101, df=450, p<0,05, Oii-square 

MaxR (H) 

0,795 

0,858 

0,854 

0,891 

0,959 

/df=2,401,p= 

1 

0,749 

0,506"" 

0,492™ 

0,362*** 

0 . 5 2 1 -

0,00 

2 

0,734 

0 , 7 1 7 " 

0 , 4 2 2 -

0 , 6 0 3 -

3 

0,767 

0 , 6 1 7 " 

0 , 6 8 2 " 

4 

0,804 

0 ,764" 

5 

0,904 

0=1=0,914, TLI=0,906, Gn=0,840, AGn=0,813 

RMSEA=0,061, SRMR=0,056 

Kiem dinh cac gia thuyet trong mo hinh 
nghien cdu 

Kg't qua kiem dinh cac md'i quan hd theo 
nhu mo hinh ly thuyg't de xuat trong 
nghien ciiu ndy cho thay, h l u het eac gia 
thuyg't deu dUdc chd'p nhdn, ngoai trU mdi 

BANG 4: Ke t q u a k i e m d i n h cac gia 

quan he tU kha nang d i iu hudng cua 
website de'n ldng tin bi bac bd do cd p-value 
= 0,112 (Idn hdn 0,05), do do gia thuyet H3 
bi bac bd. Cac gia thuyl^t con lai deu co p-
value nhd hdn 0,05, do dd cac gia thuyet 
dUde cha'p nhdn (bang 4). 
t h u y e t c u a m o h i n h n g h i e n ciJTu 

TRUST 

TRUST 

TRUST 

TRUST 

MUA 

GTDH (ORD) 

NTCHINHTRUC 

NTNANGLUC 

NTTRACNHIEM 

YDINHLT 

<r 

<-
<-
<-
«-
<-
«-
«-
<r 

<r 

DANHTIENG 

THIETKE 

DIEUHUONG 

THONGITN 

LONGTIN 

LONGTIN 

LONGTIN 

LONGTIN 

LONGTIN 

LONGTIN 

He stfb6iquy 

0,175 

0,266 

0,098 

0,377 

0,605 

0,304 

0,760 

0,932 

1,157 

1,000 

Hfi s5 hdi quy ( c h u ^ h6a) 

0,161 

0,205 

0,119 

0,545 

0,585 

0,141 

0,945 

0,948 

0,818 

0,900 

P 

0,001 

0,002 

0,112 

... 
*** 

0,006 

*** 
*** 
••• 
... 

Giithuyft 1 

Hi C h ^ nhin 

H I ChSp nhan 

H i B j c b o 

H . ChSp nhan 

Hj. C h ^ nhan 

Hjb Chip nhan 
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Trong md hinh khai niem long tin ban dau 
dUdc xay dilng la mot khai nidm bac cao gom 
nhieu thanh p h i n va kg't qua kiem dinh cho 
thd'y, cdc moi quan he cua khai nidm long tin 
ban dau va cac thanh p h i n d iu cd y nghia 
thong ke va cd md'i quan he cua cac thanh 
ph in vdi khai nidm long tin cao (cd hg so'hoi 
quy tu 0,818-0,948). 

Dd'i vdi tac ddng cua cdc yeu to' de'n long 
tin ban diu, thi thdng tin trdn website cd tac 
ddng Idn nhd't dg'n long tin ban dau cua ngUdi 
tieu dung (0,545), sau dd la thig't kg' cua 
website (0,205) vd cud'i cung la danh tig'ng 
(0,161). Cac md'i quan hg nay deu la tac ddng 
thudn chieu dg'n ldng tin va cd p-value nhd 
hdn 0,05, tUc la khi thdng tin trdn cac 
website cd sil ro rang, chinh xac va day du 
thi se hinh thanh long tin ban d i u eua 
khach hang tiem nang vdi website. Mat 
khac thig't kg' ciia website ve mat hinh anh 
mau sdc, cd sU chuyen nghiep vd dep cung 
cd moi quan he vdi long tin cua ngUdi tieu 
diing va cuoi cung la danh tid'ng va uy tin 

HINH 3: Tac d o n g cua 

cua website cang Idn thi long tin cua ngUdi 
tieu dung vdi nha ban le tnic tuyg'n cung se 
tang len. 

Mdi quan he cua ldng tin ban d iu dg'n hanh 
Vl mua dUdc t inh toan lai dUa tren gia tri 
t rung binh cua cdc thanh phan vd tUdng tU 
nhu vdy cho cac chi bao cua thang do hdnh 
vi mua. Md'i quan hd cua ldng tin ban dau 
dg'n hanh vi mua (the hidn hanh vi vd gia tri 
ddn hang) dUdc kiem dinh thdng qua phan 
tich hoi quy trdn Amos. Kg't qua cho thd'y, 
mdi quan hd cua ldng tin ban d i u dg'n hdnh 
vi mua vd gia tri ddn hang deu cd y nghia 
thdng kg, tuy nhien tac ddng cua ldng tin 
ban d iu dg'n hdnh vi mua cao hdn (0,58) so 
vdi tac ddng cua long tin ban dau de'n gid tri 
ddn hang (0,14). TUc la khach hang cd xu 
hudng thUc hidn hanh vi mua cao hdn khi cd 
ldng tin, tuy nhien mUc do tUdng quan cua 
ldng tin ban d iu va sd' tien ma khdch hang 
thiJc hign mua hang cd mUc do tUdng quan 
chUa cao. 

long tin dg'n hanh vi mua 

Miic do giai thich cua bien ldng tin ban 
d iu trong md hinh la 71%, dd'i vdi miic do 
giai thich cho hanh vi mua tac dong cua long 
tin ban dau giai thich dUdc cho hanh vi mua 
(the hien qua cac hdnh ddng) Id 34%, trong 
khi miic do giai thich cho gia tri cua cac ddn 
hang do cac khach hang thUc hi§n chi cd 2%. 
Tac dong cua long tin ban d i u dg'n hanh vi 
mua la 0,58 trong khi tac dong cua long tin 

dg'n sU thay d^i trong gia tri ddn hdng chi cd 
0,14, thd'p hdn nhig'u so vdi tac dong cua ldng 
tin ban dau dg'n hanh vi mua (hinh 3). 

5. Ket luan 
Khdi niem ldng tin/ldng tin ban d iu trong 

nghien cttu nay cho tha'y, Id mot khai nigm 
da hudng gom nhieu thanh phan trong do 
gom niem tin ve ndng lUc, trach nhiem va sU 
liem chinh, ngodi ra ciing co y dinh long tin 
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the hidn viec khach hang phd thdc va dat 
long tin vdo ddi phUdng. Du vay thang do 
long tin/ ldng tin ban d i u trong nghien ciiu 
nay chua dat dUdc dp phdn biet nha't dinh, do 
cac thdnh p h i n nay ta cdc khai niem gin vdi 
nhau va cd mUc do tUdng quan cao. 

Kg't qua ciia nghign cUu nay cho thd'y, cac 
yg'u td' trdn website bdn le gom cd thie't ke' 
giao dign, dieu hudng va thdng tin, thi yeu to' 
thdng tin cd mUc anh hudng manh vdi long 
tin ban dau ciia ngUdi tieu diing triic tuye'n 
so vdi cac yg'u td' cdn lai trdn website va tac 
ddng ndy Id tdc ddng cung chieu, tUc la khi 
thdng tin cung cd'p tren website cang chinh 
xac, ro rang va day dii thi ldng tin ban d iu 
ciia ngudi tidu dung vao website bdn le cdng 
cao. Trong khi dd yeu to' dieu hUdng website, 
trong mdu nghien ciiu nay khdng cho thay cd 
mUc anh hudng cd y. nghia vdi long tin ban 
dau cua ngUdi tidu dung. Cdn lai la yeu td' 
thie't ke' giao dien website trong m l u nghign 
ciiu ndy cho thd'y cd anh hudng vdi long tin 
ban dau cua ngUdi tidu diing. Ngoai ra danh 
tie'ng cua website cung cd anh hudng de'n 
long tin ban d i u ciia ngUdi tieu dung trUc 
tuyg'n, tuy nhign mUc do tdc ddng khdng cao 
nhu so vdi cac yg'u td' ciia website. 

Nghidn ciiu ciing tim hidu hanh vi mua 
dudi 2 dang la nghien cUu hanh vi the hien 
viec mua hang va gid tri ddn hdng. Ke't qua 
cho tha'y, tac ddng cua long tin ban dau de'n 
hdnh vi the hien viec mua hang cao hdn so 
vdi gia tri ddn hang, tUc la long tin ve mat tU 
tudng va hanh vi cd mdi lien he mat thiet, 
trong khi dd'i vdi gia tri mua hang khdng cd 
mUc do tUdng quan cao ma cd the cdn do cac 
nguygn nhdn khdc nhU gia ban san pham, 
chUdng trinh khuyg'n mai Idn, cac Idi ich di 
kem hoac cac yeu td'khac. 

Nhu vdy thong qua nghien ciiu nay eac 
nha ban le cd the d iu tU cho cac chie'n lUdc 
xay dung ndi dung cho trang web, cung ca'p 
thdng tin d ly du, ro rdng, chinh xac va minh 
bach de gia tang ldng tin ban dau cho khach 
hang l in d iu mua hdng. Viec xdy dung long 
tin ndi khach hdng khdng chi cd y nghia 

trong viec thu hiit khach hang dg'n quyg't 
dinh mua sdm, ma cdn ed the chuyen big'n 
khdch hang trd thanh nhiing ngUdi iing hd 
minh va gidi thieu trang web cho ngUdi khac. 
Dd Cling Id mot trong cdc muc tigu quan 
trong cua cac doanh nghiep trong giai doan 
kinh doanh chuyg'n dd'i sd', trong dd khdng chi 
chu trong viec thiic day mua hang ma cdn la 
mong mud'n big'n khdch hang thanh mot 
ngUdi ung ho thUdng hieu va trd thanh khdch 
hdng trung thanh. /. 
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