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TOM TAT:

Trong bai vi€t nay, dya trén nghién cifu tai liéu nudc ngodi cé lién quan, dya trén k€t qua
nghién cifu truéc day vé niém tin cha ngudi tiéu ding (NTNTD), két hop véi dic di€m cda
thwong mai dién t¥ B2C ctia Viét Nam, m4t mo hinh nhin t6 Anh hudng 4€n NTNTD dya trén
thuong mai dién t& B2C dugc thi€t 1ap. Va trén cd s& d6, c6 8 gid thuy€t da dudc dé xudt.
Dit liéu dugc thu thap bing phuong phép diéu tra cdu hdi va phan mém phan tich thong ké
SPSS dudc sit dung d€ thirc hién phén tich dinh lugng vé do tin cdy va tinh hgp 1€ clia dit liéu
trich xu4', phan tich twong quan va phan tich hdi quy.... K&t ludn, quy m6 cong ty, chit lugng
trang web va thi€t k€ c¢6 tdc dong tich cyc ddng k€ d€n NTNTD Viét Nam. Theo két ludn
nghién citu, téc gid dua ra cdc dé xuit nhim thic ddy NTNTD vao thuong mai dién ti B2C

tai Viét Nam.

Tit khéa: thuong mai dién tit B2C, niém tin trong thuong mai dién td.

1. Giéi thiéu

Theo lién minh chdu Au (EU), thuong mai
dién t& (TMPT) bao gdém cdc giao dich thuong
mai thong qua cdc mang vién thong va st dung
cdc phuong tién dién t. N6 bao gom TMPT gidn
ti€p (trao d8i hang héa hitu hinh) va TMPT tryc
ti€p (trao d8i hang héa v6 hinh). Nhu vay, trong
TMPT, cédc giao dich dugc thyc hién thong qua
mang internet, ngudi mua va ngudi ban khéng
bi€t nhau, khach hang bi€t d€n cdc sdn phadm
dudc bdn trén cdc trang TMPT théng qua cdc mo

t4, hinh 4nh do ngudi mua cung cdp, khach hang
khéng tryc ti€p trdi nghiém cdc sdn phdm trudc
khi mua. P6i v6i hiu hét cdc trang web mua sim
trc tuy&n, khi khiach hang va bén ban két thic
giao dich, ngudi mua chua thé nhian dugc hang
héa ngay, di€u nay 1am ting sy xuat hién cla cdc
y&u t6 khong chic chdn (Huang, 2005). Nhu vay,
niém tin trong céc giao dich TMPT déng vai trd
rdt quan trong.

Thuong mai dién td B2C 14 giao dich gilta
doanh nghiép va khiach hang 14 cdc c4 nhin thong
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qua cdc phuong tién dién tt. Doanh s bdn 1é
TMDTB2C cia Viét Nam trong nim 2019 dat
10,08 ty USD, chi€m 4,9% t6ng mic ban 1é hang
héa va dich vu c3 nuéc v8i 42% dan s6 tham gia
mua sim truc tuyén. Viét Nam cé t6c do ting
trudng TMDT thudc top 3 trong khu vuc Béng
Nam A. Mic di mua sim tryc tuyén tién dung,
nhiéu vu di€m va dang 1a xu thé€ cida thdi dai,
nhung ngudi tiéu ding vin chua dit niém tin
hoan todn vao cdc nha cung c4p dich vu nay. Bai
vi€t nay nghién cttu cac nhin t& dnh hudng dén
niém tin TMPT trén cdc trang TMPT B2C, tir d6
dua ra nhitng dé xud't d€ thic diy x4y dung va
phdt trién cdc trang TMPT B2C Viét Nam néi
riéng va TMDT Viét Nam néi chung.

2. M6 hinh nghién citu va gia thuyé't

2.1. M6 hinh nghién ciu

Qua t6ng quan 1y ludn, cdc nghién citu truéc
lién quan dd néu va dic di€ém TMPT Viét Nam,
tdc gia dua ra mo hinh nghién cifu: (Hinh 1)

Hinh 1: Mé hinh nghién cdu

2.2. Gid thuyét

2.2.1. Yéu té doanh nghiép

Quy m6 doanh nghi¢p (QMDN): Ngudi ti€u
diing thudng tin ring cdc cdng ty quy md 16n c6
dd ning luc d€ cung c4p dich vu va hd trg tot.
Theo Sandy C. Chen (2004), QMDN & diy bao
gdm tai sdn, nhan sy va thi phdn cda cong ty. Do
dé, cdc céng ty quy md 16n thudng cé thé lam
ting NTNTD.

Hla: QMDN dnh hudng thudn chiéu dén niém
tin trong TMDT.

Thuong hi€u cOng ty va uy tin: Thuong hi€u
thudng 13 bi€u tugng cia chat lugng va ddm bio,
va cédc doanh nghi€p cé thwong hi€u I6n thudng
cung cAp cdc san phadm ch4't lugng cao va dich vu
t6t. Danh ti€ng clia moét cong ty thudng dugc
ngudi tiéu diing coi la biéu tugng quan trong cda
su tin cdy cla cdc cong ty TMPT.

HIb: Danh tiéng va thuong hiéu hang héa cong
1ty dnh hudng thudn chiéu dén niém tin trong

TMDPT.

2.2.2. Yéu t& website

Mcknight va cdng sy (2002) tin
ring chdt lugng cia trang web c6
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V&u 18 Doanh nahia ) thé phan 4nh cong nghé ma cong ty
eu fo Doanh nghiep st dung, c6ng nghé khong ddng tin
( QuymoDoanhnghiep ~ }—— cdy s& gdy mit NTNTD. Ngoai ra,
Shao (2005) tin ring chit lugng cia
( Uy tin Doanh nghiép } > trang web cﬁng\phérol dnh y tudng
| cia cong ty vé qudan ly TMBT,
- Y ching han nhu thi€t k€ cdc trang
Yé&u td website - y  web chat lugng cao thudng dp dung
Niém tin cdc ¥ tudng quin 1y vd md hinh
[ Thiét k& clia website ) > T™MBT . A
) - qudn 1y hgp 1y va hiéu qud, di€u
> Y dinh niy c6 thé tao di€u kién thuin 1¢i
D an toan website ) > n 31 tidu di ‘AN o
; ) i mua hang cho ngudi ti€u dung thyc hi€n giao
\ J dich, mang lai cho ngu§i ti€u dung
( v - sy hai long cao hon va do d6 1am
truéng TMBT ¥ A
Mol frudng T™ tdng ni€m tin vao trang web.
( Van chuyén _j > H2a: Thiét ké website va chdt
lugng website dnh hudng thudn
[ Thanh toan ) - chiéu dén niém tin trong TMPT,
V& mit ky thuat, van dé cot 16i
[ Phap luat ) > va quan trong cia sy phat trién tiép
| ) thi Internet 13 bdo mit cdc giao
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dich. Hién tai, vin &€ bdo mat cho c4c giao dich
thwong mai dién ti tai Viét Nam van con nhi€u 15
héng. Nhiéu ngudi tiéu dung rat lo 1dng vé tinh
bdo mat cia mang. N&u thanh todn dugc thyc
hién qua ngin hang dién t¥ hoidc thé tin dung,
mdt khi mit khau bi 16, viéc ma't ngudi tiéu ding
s& rit 16n. Bio mit trang web s& c6 tdc dong d€n
NTNTD.

H2b: P an toan website dnh hudng thudn
chiéu dén niém tin trong TMPT.

2.2.3. Yéu t6 méi truong thuong mai dién tit

Sy hinh thianh cda niém tin méi trudng TMPT
tiéu ding chi y&u bi 4nh hudng bdi su phat trién
chung cia TMPT. M4t hé théng phdp luit hoan
chinh, bdo vé quyén I¢i ngudi tiéu ding tryc
tuyén c6 thé thic ddy sy hinh thinh NTNTD
(Zucker, 1986) va luat phap khong chi ¢6 thé bdo
vé quyén va 1¢i ich clia ngudi tiéu dung, ma con
déng vai trdé ngdn chdn ngudi bidn cé gian ldn
trong qué trinh mua ban. Do d6, cdc y&u t§ chinh
sdch va phdp 1y trong phét trién TMPT d4 rd
thanh mdt y€u t6 quan trong dnh hudng dé€n sy
hinh thanh niém tin méi trudng clia ngudi tiéu
ding. Theo k&t qud nghién citu hién tai, chinh
séch vd moi trudng thé ch& c6 thé thic ddy sy
hinh thanh ni€ém tin (Mcknight et al., 2000).

H3a: Yéu t6 phdp ludt trong TMDT dnh hudng
thugn chiéu dén niém tin TMPT.

Phin phdi hau cdn c6 thé déng mot vai trd
quan trong trong TMPT. C4c cfa hang tryc tuyén
ciia B2C tai Viét Nam chii y&€u chon phucng thic
glti hiang & cdc cong ty chuyén phdt nhanh vdi
dich vu chuyén phét chuyén nghiép hoan chinh
dugc hd trg bdi cdc bén thit ba. Mot s doanh
nghiép dura vao hé thong phan phdi d€ md dich
vu giao hang, nhung nhin chung dich vu giao hang
nay chi gidi han & cdc thinh phd 16n va vita. Nhu
cdu cia ngudi tiéu dung vé phuong thdc giao
hing ciing thay ddi tly theo titng ngudi, do d6,
viéc hd tr¢ nhi€u phuong thitc giao hang cho
khéach hiang lya chon s& 4nh hudng d€n niém tin
va sy hai 1ong clia ngudi ti€u dung ddi véi cdc
doanh nghiép TMPT B2C.

H3b: Yéu t6 vén chuyén phdn phdi dnh hudng
thudn chiéu dén niém tin TMPT

Thanh todn tryc tuyén l1a lién k€t chinh cla
TMDT. Thanh todn tryc tuy&n an toan, thuin tién
diéu kién cin thi€t d€ phdt rién TMDT. Vi moi
trudng x4 hoi Viét Nam van dang 8 giai doan tin
nhiém thap, mot s& ngudi tiéu diing vin bi 4nh
hudng bdi cdc phuong thifc thanh todn truyén
th6ng va chi mua hiang héa tit cdc doanh nghiép
hd trg tién mit khi giao hang. RS ring, cdc loai
phuong thitc thanh todn dugc hd trg bdi cdc doanh
nghiép TMPT B2C tryc tuyén s& 4nh hudng dé€n
NTNTD.

H3c: Phuong thitc thanh todn dnh hudng thudn
chiéu dén niém tin TMPT

2.2.4. Xu hudng tin cdy

Schorr va Goldsteen (1989) da tim thdy mdi
twong quan rd rang gitta xu hudng tin cdy va mfc
dd tin cdy. Khi ngudi tiéu ding quyét dinh c6 tin
tudng trang web B2C hay khong, ho sé& tim ki€m
thng tin trang web (nhv dic diém trang web,
hoat dong chung cia trang web B2C, trang thdi
todn ven, v.v.). Sau khi hi€u trang web B2C,
ngudi tiéu dang c6 4n twgng ban ddu vé dnh
hudng xa hoi va tinh trang tai chinh ciia doanh
nghiép, sau d6 ty dua ra danh gid vé viéc cong ty
c6 d4ng tin hay khong. N€u ngudi tiéu ding cdm
thdy riing trang web clia cong ty 14 ddng tin ciy,
ho ¢6 thé c6 ¥ dinh mua hang (k&t qué cla sy tin
tudng clia ngudi ti€u dung trén trang web), hodc
thadm chi 12p lai mua hang hodc gidi thi€u ban be
va ngudi thin d€ mua hang trén trang web. C6
thé tha'y ring xu huéng NTNTD cé tdc dong dén
NTNTD va cdc gia thuyé&t dudc dé xuit:

H4: Xu hudng tin cdy dnh hudng thudn chiéu
dén niém tin TMPT.

3. Phuong phap nghién cdu

Nghién cttu sit dung phuong phap nghién ciu
dinh lugng théng qua 2 giai doan: nghi€n cifu so
bé va nghién cifu chinh thic. Nghi€n ciu so bd
dugc thyc hién bing k§ thuit thdo ludn nhém va
14y y ki€n chuyén gia nhim muc dich di€u chinh
mé hinh nghién cttu cho phi hgp véi thyc tién.
Nghién citu chinh thitc dugc thuc hién thdng qua
bang khdo st bing cach thu thip miu tryc ti€p
vdi ¢ quan sat 248 d€ phuc vu ki€m dinh phan
tich d6 tin c4y, phan tich nhin t6 va md hinh hbi
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tinh dua trén tdi y€u 6 trong mo6 hinh CFA vugt

qud gid tri t6i han dugc dé xud't 1a 0.700. Khai

thdc phuong sai trung binh cia ho ciing d4 dat dén

ngudng khuyé&n nghj 12 0.500. Nhitng dit liéu nay

chi ra riing thang do dugc st dung trong nghién

cttu ndy c6 d6 tin cay va hiéu luc cdu tric 5t
Phan tich tudng quan:

B&ng 2. Phén tich tuong quan

Nhén t§ anh hudng ng ul;ii?izuﬁ:ﬁng
QMDN 461
Uy tin cong ty 466*
Thiét ké trang web .556**
D6 an toan trang web .310™
M@i trudng luat phap .306**
Van chuyén 231"
Phuong thdc thanh toan 401**
Xu hudng niém tin 324
**tuong tng muc y nghia 1%;

* tuong ung mdc y nghia 0.5%

Nguon: Két qud phan tich di liéu khdo sdt

Trong Bing 2, hé s6 twong quan giita QMDN
va Hé s0 tudng quan gitta QMDN va NTNTD la
0.461 (x4c suit quan trong cia gid tri clia thong
ké t 1a 0.000 < 0.01), cho thdy 2 bi€n c6 mdi
tuong quan duong ddng k€.

Hé s tuong quan giita danh ti€ng cla cong ty
va NTNTD la 0.466 (xdc sudt quan trong P clia
gid tri thong ké t1a 0.000 < 0.01), cho thdy 2 bi€n
c6 mdi tuong quan duong dang ké.

Hé s6 tuong quan giita chat lugng va thiét k&
trang web va NTNTD 1a 0.556 (gi4 tri cia thong ké
t 12 xdc sudt ding ké P 12 0.000 < 0.01), cho thdy
¢6 mdi tuong quan duong ddng ké gitta 2 bi€n.

Hé sd tuong quan giita bdo mat trang web va
NTNTD la 0.310 (x4c sudt quan trong cla gid tri
t théng ké P 13 0.002 < 0.01), cho thdy 2 bién c6
mdi tuong quan dudng ddng k€ va thudc vé muc
do tuong quan thap.

Hé s6 twong quan gitta moi trudng phdp 1y va
NTNTD la 0.303 (x4c sudt quan trong clia gid tri
ctia théng ké t13 0.002 < 0.01), cho thdy 2 bi€n
c6 mdi twong quan dudng ddng k& va thudc vé
mifc d6 tuong quan thap.

H¢ s0 tuong quan giita phan phdi hiu can va
NTNTD 14 0.231 (x4c sud't quan trong cla gid tri
t théng ké P 13 0.020 < 0.05), cho thdy c6 méi
tuong quan dudng & mic § nghia 0,05 (kiém tra
song phwong), mifc d§ tuong quan thap.

Hé s6 twong quan gitta phuong thifc thanh todn
va NTNTD 12 0.401 (x4c suat quan trong clia gid
tri ciia thdng ké t P 13 0.000 < 0.01), cho thiy 2
bi€n ¢6 méi tuong quan duong ddng ké.

Hé s6 tuong quan giita xu hudng tin cdy va
NTNTD la 0.324 (xdc sudt quan trong cla gid tri
t thong ké P 1a 0.001 < 0,01), cho thdy 2 bi€n c6
tuong quan duong ddng k€, twong quan thap.

Phén tich hoi quy:

Bdng 3 cho thA'y QMDN, ch4't lugng va thi€t
k€ trang web va xu hudng tin cdy, mdc d6 quan
trong cda 3 thay d6i nay déu nho hon 0,05, cho
thdy QMDN, chi't lugng trang web va thi€t k€
va dy bdo xu huéng tin cdy di vio mé hinh héi
quy. Trong s6 d6, hé s hdi quy dugc tiéu chuén
héa (0.369) vé chat lugng va thi€t k€ trang web
16n hon xu hudng tin cdy (0.240) va QMDN
(0.316), cho thdy 4nh hudng cia chit lugng va
thi€t k€ trang web dd6i véi NTNTD 16n hon xu
hudng tin ciy vi QMDN. Céc hé s& hdi quy cda
3 bi€n s& vé QMDN, chat lugng va thi€t k€
trang web va xu hudng tin cdy déu 13 nhitng con
s0 tich cuc, cho thd'y 3 bi€n di vao phuong trinh
hdi quy ¢6 4nh hudng tich cyc ding k€ dén
NTNTD.

Diéu nay gidi thich ring ddi v8i ngudi tiéu
diing Viét Nam, ba y&u t& vé QMDN, chi't lugng
va thi€t k€ trang web va xu hudng tin ciy c6 thé
dnh hudng d€n NTNTD Viét Nam. Cdc y€u t8
khdc it 4nh hudng d€n ngudi ti€u ding Viét
Nam. Do d6, phuong trinh hdi quy tuyé&n tinh thu
dugc la:

NTNTD = 2.706 + 0.474 * QMDN + 0.282 *
chdt lugng va thiét ké trang web + 0.173 * xu
hudng tin cdy.
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Bdng 3. Két qud phan tich hdi quy

i Unstandardized Coefficients | Standardized Coefficients
Mo hinh
= B Std. Error B
Constant 2.706 1.016
QMDN 474 229 316
Uy tin cong ty -133 .165 - 114
Thiét k& trang web 282 113 .369
b6 an toan trang web 013 .064 021 199 843
Méi trudng luat phap -014 .059 -.022 -.238 812
Van chuyén -.053 .069 -.079 -.759 450
Phuong thiic thanh toan 105 .079 152 1.327 .188
Xu hudng tin cay A73 .070 240 2.476 015
Trong d6 R?=0.490
F=10.314
P=0.0000

5. Ki€n nghi

Theo k€t qud phan tich dif liéu, theo mé hinh
B2C, QMDN c6 tic dong 16n nhit d&n NTNTD
Viét Nam. Anh hung cia chat lugng va thiét k&
trang web d6i v6i ngudi tiéu diing Viét Nam ding
thtt hai. Ngudi tiéu ding c6 thé do dy vé hinh
dang va mau sdc clia bao bi, hoic c¢6 th€ bi dnh
hudng bdi cdc y€u 16 tinh t€ hon nhu tén thuong
hiéu, quing cdo. Mot trang web tuyét vdi sé gitp
moi ngudi cé cdm gidc dudge “cham, n€m hoic
ngdi” bing mit clia chinh ho. Xu huéng tin twdng
clia ngudi tiéu ding cling c6 tdc dong tich cuc
d€n NTNTD Viét Nam.

(1) Thi€t 14p hinh dnh t&t vé doanh nghiép:
chd't lugng sidn phaim 13 y&u t6 ma ngudi tiéu
ding cin xem xét khi mua truc tuyén. Doanh
nghiép nén c6 gdng cdi thién viéc danh gid chat
lugng sdn phdm, ting cudng thyc hién cdc cam
k€t dich vu, trdnh cdc cam k&t qud mitc. Doanh
nghiép nén cdi thién hé th6ng mua sim sin phim
d€ tao diéu kién cho khéch hing mua sim tryc
tuy€n, khdch hang cé thé ty tin thanh todn va
nhin hing mdt cdch an tim.

(2) Cha't lugng va thi€t k€ trang web: Trang
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Nguébn: Két qud phén tich dit liéu khdo sdt

web B2C cilia Viét Nam cdn ting cudng hién thi
cdc sdn phim doanh nghiép: st dung cdc tai liéu
video va db hoa chi ti€t (thong s6 k¥ thudt sin
phim rd rang, kich thudc, mau sic,...). Hién thi
san phaim cu thé va chi ti€t c6 th€ 1am gidm nhin
thic rdi ro vé khdi niém mua sim truc tuyén clda
ngudi ti€u ding trong ti€m thic, gidm cdm gidc
khéng tin tudng va ning cao mong mudn mua
hang ciia ngudi tiéu ding.

(3) Cédc cong ty cin tang cudng cong khai va
gido duc cho ngudi ti€u diing: cdch ddnh gid chat
lugng cla trang web, cdch mua sim an todn va
thanh todn an toan d€ ngudi tiéu ding cdm thdy
thodi mdi. Chinh phd ciing cin ning cao nhin
thic clia ngudi dan vé vin héa kinh doanh va tiéu
ding tryc tuy€n, cong khai ludt phdp va quy dinh
8 tdt c& cdc cap chinh phi va cung cdp mot s6
thong tin ti pham thong thudng d€ cdc doanh
nghi€p va ngudi ti€u dung tham khdo. Cidc co
quan tuong ng can nhanh chéng chdp nhin céc
bdo cdo tir ngudi ti€u dung va doanh nghiép tryc
tuy€n, nhanh chéng theo déi cdc hanh vi bat hgp
phdp va hinh sy tryc tuy€n. Pong thdi, trong cic
tranh ch&p kinh t&€ mang, mic do trach nhiém c6
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ABSTRACT: v e

Based on relevant foreign documents, previous research on consumer confidence and the
characteristics of Vietnam's B2C e-commerce market, this study proposes a research model with
eight hypotheses to examine the factors affecting the consumer confidence on the B2C
e-commerce market in Vietnam. The study’s data sets were collected via questionnaires and
analyzed by the SPSS Statistics. The study finds out that the firm size, the quality of website and
the design of website have positive correlations with the confidence of Vietnamese consumers.
Based on the study’s findings, some solutions are proposed to enhance the consumer confidence
in the B2C e-commerce market in Vietnam.

Keywords: B2C e-commerce, confidence in e-commerce.
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