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SU HAI LONG CUA KHACH HANG
MUA SAM ONLINE TREN PIA BAN
THANH PHO HO CHi MINH

® PHAM HUNG CUGNG

TOM TAT:

Bai vi&t tip trung phin tich c4c nhin (8 dnh hudng dén su haj long clia khach hang mua sim
online trén dia ban Thanh phd HS Chi Minh. Bai vi€t k€ thira m hinh nghién clu cia céc nghién
clu rwée diy. Céc nhan 8 dnh hudng dén sy hai long cha khéch hang mua sim online, bao gdm:
cdng nghé. gid ca, sin phim, niém tin, mua hang, giao hang, dich vu hd trg va xiic (i€n. Bai viét
st dung cé phudng phdp nghién citu dinh lugng va nghién ciu dinh tinh. Khdo sdr duge thyce hién
qua 2 kénh 12 online va tryc ti€p. KE&L qua thu dugc 167 phi€u khdo sat hgp 1é tif nhitng ngui it
nhit 1 1in mua sim online va dudc xif 1y théng qua phdn mém SPSS 20.0. Bai viét si dung
phuong phép ki€ém dinh thang do bing hé s& tin cay Cronbach's Alpha dé€ loai cdc bi€n khong phd
hgp trong qui trinh nghién citu. Sau khi st dung kiém dinh Cronbach’s Alpha d€ ddnh gid do tin
cdy cha thang do, cdc bi€n thda min s& (i€p tyc duge dua vdo phan tich nhan 18 kham pha EFA
nhim muc dich xdc dinh xem pham vi, miic dd quan hé giita cdc bi€n quan sét va cdc nhin 18.
K&t qua nghién ciiu cho thiy, cic nhan t6 dnh hudng d€n sy hai 1dng cla khich hing mua sim
online trén dia ban Thinh ph6 H6 Chi Minh Ian lugt la: céng nghé, mua hang, sin phdm, giao

hang, niém tin, gi ca.

T khéa: Su hai 1dng, mua sim online, hang tiéu ding, Thanh phd H6 Ch{ Minh,

1. Gidi thi¢u

Theo bdo cdo thdng ké ciia Téng cuc Thong ké
va Nielsen. thi trudng ban 1& 12 thi ruSng phat
wi€nnhit (rong nhing nam gan day. Trong d6, Viét
Nam 1a qudc gia ¢6 t6¢ df 1ang trudng hang tiéu
dising nhanh cao nhat trong khu vic (23%). Tac do
phat rién Internet vA mifc dd si dung Internet ngiy
cang ting cla ngudi din Viét Nam ngdy cing ting.
Trong nhitng nim gin diy. xu huSng mua sim

online di phit ri€n manh & nhiu nudc wén thé

2idi, dac biét ta khu vyc chiu A Mét trong nhirng
nguyén nhan cda sy phat trién biing nd thuang mai
dién tf nay la viéc gia tang nhanh chéng lugng
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ngudi sif dung Internet trong khu vuyc, da tang
118 triéu ngudi nam 2011 1&n 206 triéu ngudi nim
2018. Riéng tai Viét Nam, theo bdo cdo thuong mai
dién wr cla Cuc Thuong mai dién wr va B Cong
Thudng cdng b3 nam 2017, doanh s& thu tir thuong
mai dién 1 dat khodng 2,97 ty USD, udc tinh gié tri
mua hang online cia mdt ngudi tiéu diing trong
nim khodng 145 USD.

Thinh phd HS Chi Minh 13 trung tam tiéu thy vi
ban 1€ 16n nhal cd nude, cé (Eng mic bén 1& ludn
chi€m khodng 1/4 18ng mic bidn 1& cia ci nudc.
Day dugc ddnh gid 1a minh dit vang diy tiém
ning. Bén canh d6, mic 86 gin b6 cia Internet véi
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con ngudi cang 16n hon vi c6 anh hudng tnyc (i€p
dén théi quen tiéu ding cla phéan J6n ngudi Viét
Nam. Véi nhiéu cd hoi lwa chon ma Intemet ang
d&n thi khi thu nhip ngudi din tang 1én dang kE,
nhu cdu téu ding va nhing ddi hdi vé su tién I
cdng chat lugng dich vy ngly cing tang cao. Do d6,
hinh thifc mua sim online di rd thinh hudng
chi€n luge ma hau hét doanh nghiép va ngiinh hing
nhim d&n dé bAt kip thdi dai. V6i nhidu tidm ning
ph4t rién nhy vay, Thanh phd H8 Chi Minh dang
1r3 thanh mgt thi tru®ing (hudng mai dién (i diy hip
dan véi sy canh tranh khac liét cia cd cdc doanh
nghiép trong va ngodi nudc. Vi vay, viéc nghién
cifu cdc nhan (& dnh hudng d&n sy hai ldng cha
khdch hing mua sim online trén dia ban Thanh phg
H6 Chi Minh 1 hét stic cin thi€t va c6 ¥ nghia v tir
6. 1am cd 58 d€ cac doanh nghiép ban 1é ¢6 chign
luoc kinh doanh pbu hgp, gép phin nang cao ning
Iyc canh tranh trén thi trudng.

2.Cd's6 1y ludn vi mé hinh nghién ciu

2.1.Cosaly lugn

2.1.1. Mua sdm online

V6i su ra ddi va phdt rién ca Internet bién
nay, “mua sim online ” d trd thanh mdt khai niem
quen thude véi nhidu ngudi. Theo tir di€n kinh 1&
hoc, “mua sim online” dugc dinh nghia 1A mdt loai
hinh ciia thugng mai dién (i cho phép khéch hing
mua truc tiép sin phﬁm hodc dich vu tif ngudi bin
thdng qua mét trinh duyét web trén mang Internet.
Mua sim online dugc xem la mot giao dich thuc
hién bdi ngudi tiéu diing biing phudng tién mdy tinh
dugc k&t n&i mang Internel vi c6 thé wiong tic véi
ctfa hang s6 hoa cda nha bén 18. Mua s§m online
duge xem 13 hanh vi ngudsi tiéu ding mua sim
théng qua clfa hing tryc (uy€n hodc qua cdc
website. Mua sim online dudc hiéu 12 viéc khéch
hang (i€p can dudc tdi cdc clia hang tnyc tuyén dé
im ki€m vA dat mua cic sin pham va dich vy, lua
chon phudng thic giao hang ciing nhu ti€n hanh
thanh todn (Sharon, 2014). T4t c nhitng sin pham
hodc dich vy rén céc clra hing ontine s& dudc md
t bing chi¥, hinh 4nh hoiic cdc tip tin da phudng
llen Hién nay, vin con nhiéu dinh nghia khdc nhau

“mua sdm online”. Tuy nhién, nhin chung, cdc
d!nb nghia nly déu c6 nhitng diém chung, déu dé&
cip dén quy trinh mua hang cling nhw cdng cu sif
duog I3 mang Internet. Tém lai, “mua sim online™
¢6 thé duoc hiéu mdt cich d& dang 13 viéc 1ién

hanh m hiéu va mua hang tai cdc clfa hang online
théng qua mang Internet. Riéng viéc nhin hang va
thanh todn sé& c6 nhiéu hinh thiic khic nhau, phy
thude vao dic di€m sin phim va lya chon cda
ngudi mua. Theo Harris va Dennis (2002), “mua
sim online” duoc hidu 13 “viéc mua, bin hang héa
va dich vu thdng qua Internet hay cic kénh dién ni
cho cdc ¢4 nhén hay ho gia dinh™. Tép doan Oracle
(2000) cho ring, “mua sim online 13 mot thuat ngi
mé 14 sy giao 1i€p giita c4c doanh nghiép va ngudi
tiéu ding trong viéc bdn hang héa va dich vu™.
Nhin chung. “mua sim online™ la hinh thiic hoat
ddng thudng mai dién 1, trong dé, cic giao dich,
théa thudn thudng mai giita doanh nghiép véi
khich hang dude di€n ra mdt phan hodc toan bo
trong méi trudng Internet.

2.1.2. Su hai long khdch hang

Brink va Bemndt (2004) dinh nghia su hai long
cla khdch hang 13 mic dd ma & d6 sén phim hoac
dich vu cia mdt doanh nghiép dip ting dugc nhirng
mong dgi (I khidch hang. Do dé, nd 1a mic do ma
nhin thite cha ngudi tiéu diing cd xdc nhan vé su
mong ddi cda minb (riY ordi nghiém mua sim truc
myén N&u trdi nghiém cla khdch hing vé sin
pham hoic dich vy vuct qué ky vong ctia ho, lic d8
khich hang s& hai 1dng. Su hai long cia khédch
hiang 13 vb cing quan trong d€ thi€t 1ip mdt mai
quan hé khdch hang trung thanh va lau dai véi
doanh nghiép. Theo Byambaa va Chang (2012), sy
hai 1ong clia khach hang ¢6 dnh hudng d&n y dinh
mua hang, vi du nhu viéc tdi mua sim, gigi thiéu
tich cuc vé doanh nghiép d&n nhirmg ngudi xung
quanh v sy trung thanh cda khidch hang trong dai
han. Theo Kotler vii Armstrong (1999), sy hai long
cGa khdch hang 1 nhan thire ciia khdch hiing khi ho
so sdnh ky vong trudc khi mua hang véi ky vong
sau khi mua. Sy hai 1dng 13 khi phin héi cha khach
hing dugc dip dng (Oliver, 1997). Sir hai ldng cia
khidch hang 1d qui trinh ddnh gid ma khéch hang
lam cho mdt qua trinh trao d8i nhit dinh, phin dnh
mdi quan hé gita ky vong chia khich hang vi cam
nhén thyc (& vé san pham hoiic dich vy mi ho nhin
duge. Theo Kurtz va Clow (2003), sy bai 1dng cla
khich hang Ia trang thdi khi ho cdm nhan vé chit
lugng dich vu so véi mdc ky vong ma ho dat ra.
Theo d6, su k¥ vong clia khdch hing dugc chia ra
1am 3 mifc: cao nhét 12 mitc 1§ twdng, (i€p theo Ja
mic mong ddi va mic 18i thi€u cudi cing la phit
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hap. Tly theo khodng cdch va su khéc biét gitta su
ky vong ciia khich hang va gid tri ma khach hang
nhin dudc thi s&€ ¢ nhifng trang thdi hai 1dng khic
nhau, tir thich thd khi nhin duge g tri sdn
phdm/dich vu & mite ly twdng dén wde gian khi gid
tri nban duge duéi mic phi hgp. Theo Spreng va
cong s (1996), sy hai long cha khich hang duge
xem 12 nén tang marketing vé& théa man nhu cau va
mong udc cda khach hang. Sy hai long cda khach
hang 13 mic d cda trang thdr cdm gidc cda mot
nguisi, bAt ngudn (i viéc so sanh nhén thicc vé& mdt
san phim/dich vy so vdi mong dgi ciia ngudsi dé
(Kotler va Keller, 2006). Elmar Sauerwein va
cong su (1996) di dva ra dinh nghia su hai long
rén cic nhu cdu co ban clia con ngudi, bao gdm:
(1) Nhu ciu cd ban, (2) Nhu cdu biéu hign, (3) Nhu
ciu tiém 4n. Theo Zeithaml va cdng su (1996),
viéc khéch hiing duge hai 1dng 12 mot y€u 18 quan
trong € duy tri thanh cong liu dai trong kinh
doanh va cic chi€n luge kinh doanh phdt hgp nhiim
thu hiit va duy el khiich hing.

2.2. M6 hinh nghién citu va cdc gia thuyél

Theo Sharon Rudansky va Kloppers (2014), sy
hai 1ong cha khich hiang bao gdm 4 y&u 16 nhu
cong nghé, mua hang, san phim va giao hang. Cu
thé, cong nghé thé hién qua d3 an toan cda
website, d& sit dyng, website than thién v bdo
mét. Mua hing thé hién qua viéc thun tién khi
mua, thdng tin ding tin, d& thanh todn, (&1 kiém
thdsi gian, thong tin b6 sung, gid c. Sin phim thé
hién qua sy da dang sin phdm vA nhan hi¢u. Giao
hang thé hién qua viéc giao hang va cic dich vy
kem theo. Theo Vi Huy Thong v Trén Mai Trang
(2013), cide y€u 18 anh hudng dén sy hai long khich
hiang mua sim tryc wyén bao gbm gid cd, sy da
dang, giao hang, thong tin vi chat lugng sin phim.
Cic y€u & dnh hudng d€n sy hai long cda khich
hang khi mua sim online bao gdm: Hiéu qud truy
cip, hi¢u qui thyc hién, hé théng khd dung, lién
hé. nhan hi&u, niém tin va gid ca.

Hiu hét cic mé hinh do Iudng chal luang dich
vy dudc néu ra déu c6 nhitng han ché nhit dinh.
Tuy nhién, m6é hinh SERVQUAL (Parasuraman vi
cong su, 1988) xét vé hiéu qua va sy phd hop 1a mé
hinh don gidn nhit d€ dinh gid sy hai long cia
kh4ch hang mua sim online. Theo nhitng mo hinh
1y thuy€ vé chat lugng dich vy va nhimg md hinh
thire nghiém vé sy hai long cha khach hang, tic gid
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nhin thdy c6 nhitng nhén 1§ thudng c6 mit trong
cdc md hinh va can thiét khi dénh gid sy hai long
clia khich hing mua sim online nhv “gid ci"
“mua hang”, “niém tin". Ngoai ra, trong bai viéi
ndy, tdc gid b8 sung thém cdc nhan 13 “cdng nghé ",
Piy I4 nhin (& bao quit, bao gdm ca nhitng nhan 1§
11 higu qua truy cip, chal luong website, bio mit..
Téc gia khong sit dung cdc nhan 18 riéng biét nhy
“sut da dang”, “thudng hiéu”, “chit lugng” m2 s&
g6p thanh mdt nhan t3 chung 12 “sén phim ™. Ngodi
ra, nhan 16 “giao hang"” 1a nhan 18 ludn c6 mat
trong mua sim online vi nhin 13 “dich vu hd g v
xiic (i€n™, Tir d6. téc gid da Wng hgp vi d& xuit md
hinh nghién cttu cdc nhan (8 dnh hudng sy hai ldng
clia khdch hang mua sim online.

50 dé 1: M6 hinh nghién ciu

CONG NGHE |+
SAN PHAM
GIA CA X

SUYHAI
LONG COA

KHACH

HANG
MUAHANG | | MUASAM
/ ONLINE

[ovorme
/ Nguén: Dé xuat

ciia tdc gid

Cic gid thuyét:

H1: Nhin 18 cdng nghé dugc khich hang ddnh
gid cang cao thi khdch hang hai 1dng cing cao.

H2: Nhan (& sin phdm dugc khich hang dinh
gid cang cao thi khich hang hai long cang cao

H3: Nhan t8 gid cd dugc khéch hang danh gid
cang cao thi khich hing hai 1dng cing cao.

H4: Nhén t& niém tin dugc khich hang dnh gid
cang cao thi khdch hiang hai Idng cang cao.

HS: Nhan 18 mua hang dugc khach hang ddnh
gid cang cao thi khich hang hai ldng cang cao.

H6: Nhin § giao hang dudc khdch hang dénh
gid ciing cao thi khich hang hai dng cang cao.

H7: Nhan (8 dich vu va hd trg xic tién duge
khéch hang ddnh gid cang cao thi khich hang hai
ldng cang cao.



3. Phuong phép nghién ciiu

Bai viét sit dung phuong phdp nghién cifu dinh
lugng va nghién cittu dinh tinh. Khio sit duge
thyc hién qua 2 kénh 13 online v myc ti€p. K&l
qud thu duge 167 phi€u khio sdt hgp [€ (nhitng
ngudi trd 18 da tirng it nhat | 14n mua sim online)
va duge xi 1y théng qua phin mém SPSS 20.0.
Bai viét sit dung phudng phap ki€m dinh thang do
bing hé s6 tin cdy Cronbachs Alpha d€ loai céc
bi€n khéng phd hap trong qué trinh nghién ciu vi
c4c bign rdc nay c6 thé (ao ra cic nhan (6 gid khn
pban tich. Sau khi s dung ki€m dinh Cronbachs
Alpha d€ d4nh gid d6 tin ciy cia thang do, cdc
bién thda man sé i€p tuc duge dwa vao phén tich
nhin t6 kham pha EFA nhim muc dich xdc dinh
xem pham vi, mifc 46 quan hé gia c4c bi€n quan
sé1va cdc nhan t8. Khi phin tich nhdn 18, bai vigt
sit dung:

- Hé s6 tai nhan 18 (Factor Loading) I3 chi tiéu
@& ddm bdo mifc ¥ nghia thiét thuc ciia EFA. Vi cd
mAu tr 350, hé 8 tAi nhin 8 tidu chuin phai 16n
hon 0,3; néu ¢ méu khodng 100 thi tiéu chuin hé
s6 tdi nhin t& nén chon & mifc 16n hon 0.55: néu c3
mAu khodng 50 thi hé s& 13i nhan 18 phai 16n hon
0,75 (Gerbing va Anderson, 1988). VI thé, véi 167
bing khdo sit hgp 1€, cic bi&n quan sat vér hé s51ai
nhin & nhd hon 0.55 sé bi loat.

- He 56 KMO (Kaiser-Meyer-Olkin) 12 mét chi
ti&u ding d€ xem xét syt thich hgp ciia EFA. Trj s&
nay phdi c6 gid tri trong khodng L 0,5 d&n 1 A€ thé
hién 13 nhan 8 thich hgp. Né&u tri s6 nay nhd hon
0.5 thi pbén tich nhan 1§ c6 kha ning khéng phi
hgp v6i diY liéu.

- Téng phuong saj diing d€ gid1 thich bdi timg
nhén 15 phai [6n hon hodc biing 50% méi thda min
yéu cdu ciia phan tich nhan 18 (theo Gerbing v
Anderson, 1988).

- 88 Iugng nhan 16 dugc xac dinh dua vao hé s§
Eigenvalue (dai dién cho phan bi€n thién duoc gidi
thich b8i mdi nhan 1) phai cé gia tri 16n hon hoic
bling L.

Sau khi thang do duic x{ 1Y, phén tich hdi quy sé
duge ti€n hanh d€ x4c dinh mdi quan hé giita cdc
thanh phin tic dong d&€n sy hai long cha khich
hang khi mua s3m online hing tiéu ding. Sau d6,
him hdi quy s& dudc xay dung va ti€n hanh kiém
dinh sy phit hgp ciia md hinh thdng qua hiéu s8 R2
d3 dugc hiéu chinh. Cudi ciing. bai Vi€t thuc hién
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ki€m dinh sy 4nh huGng cia y&u 18 nhin khiu hoc
d€n bi€n phu thudce 12 sy hai 1ong thong qua kiém
dinh One - Way ANOVA.

4. K&t qud nghién cifu

4.1. Po luimg d§ tin cdy bing h¢ sé Cronbachs
Alpha

Bai vi€t ti€n hanh phan tich hé s3 Cronbach's
Alpha cho 26 bi€n quan st dinh lugng cia 7 nhan
(8 vi cda Sy hai 1dng. Nhing thang do c6 hé s&
Cronbach’s Alpha 16n hon 0.6 1 ¢6 th€ chap nhan
dudc, hé s& twdng quan bién 18ng khi nhd hon 0.3
& bj loai d€ ting do6 tin ciy cda thang do. K&t
qud Cronbach’s Alpha do c4c thanh phin nhan t§
anh hudng dé€n sy hai 16ng cia khdch hang mua
sim online trén dia ban Thanh phé H6 Chi Minh
nhu sau:

Nhén t& “Cong nghé" véi 5 bién quan sl sau
khi kiém dinh dat gi4 trj Cronbach’s Alpha I2 0,625.
Tuy nhién, trong nhan t§ nay c6 bi€n quan sit CN4
¢6 hé s8 nwong quan bién tdng nhé hon 0,3 nén bi€n
quan st ndy s& bi loai bé khdi md hinh. 4 bién quan
sdt cdn lai s& duge ki€ém dinh 14n 2, k&t qui 4 bién
nay déu dat gié tri Cronbach’s Alpha 12 0,627. Tuy
nhién, trong nhém nhén & nay lal c6 bi€n quan st
CNS5 ¢6 hé s& niong quan bi€n tono nhd hon 0.3 nén
bién quan sdt ndy sé bi loai bé khoi mé hinh. Sau
khi loai 2 bi€n quan s&t CN4 va CNS, k&l qud
Cronbach’s Alpha méi thu dugc |a 0,638 nén hoan
toan phit hgp d€ nghién ctru. Céc bién quan st con
lai déu c6 h¢ 53 twong quan biéh (3ng 16n hon 0,3 va
cic gid tri Cronbach’s Alpha trong truing hgp loai
di nhitng bi€n ndy ciing déu nhd hon gid i
Cronbach’s Alpha hién tai. Vi vay, 3 bién quan sdt
wén déu duge gir 1ai cho qud trinh phan tich nhan
16 khdm phd EFA.

Nhin 1§ “Gis ca” vSi 3 bi€n quan sit sau khi
kiém dinh dat k&t qud Cronbach's Alpha méi thu
duge 12 0,669 nén hoan toan phi hop d& nghién
clu. Céc bi€n quan sét déu cé hé s6 tong quan
bi€n t3ng 16n hon 0,3 va cdc gid try Cronbach’s
Alpha trong trudng hop loai di nhitmg bi€n nay ciing
déu nhd hon gid tri Cronbach’s Alpha hién tai. Vi
viy, 3 bi€n quan sét trén déu dudc gilf lai cho qua
trinh phan tich nhan 6 khim ph4 EFA.

Nhan (8 “San phdm” vdi S bi€h quan sét sau khi
ki€m dinh dat k&t qua Cronbach's Alpha mai thu
dudc 1a 0,699 nén hoan toin phi hgp d€ nghién
cifu. Cac bi€n quan sit déu cd hé s3 tuong quan
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biEn (8ng 16n hon 0,3 vA céc gid tri Cronbach’s
Alpha trong truing hop loai di nhitng bién nay ciing
déu nhd hon gi4 i Cronbach's Alpha hién ta1. Vi
viy, S bién quan sat trén déu dudc gilf lai cho qué
trinh phan tich nhan t8 khdm pha EFA.

Nhan (8 “Nidm tin” v6i 3 bi€n quan st sau kh
ki€m dinh dat két qui Cronbach’s Alpha mdi thu
duge 1a 0,723 nén hodn todn phd hgp d€ nghién
ciu. Céc bién quan sit déu c6 hé s6 wong quan
bi€n 8ng 16n hon 0,3 vA céc gid tri Cronbach’s
Alpha trong tnidng hop loai di nhitng bién ndy ciing
déu nhd hon gi4 tri Cronbach’s Alpha hién tai. Vi
vay, 3 bién quan sat rén ddu dugc giit lai cho qué
trinh phan tich nhan & kham phé EFA.

Nhin 18 “Mua hang” véi 4 bién quan sit sau
khi kiém dinh dat k&t qua Cronbach’s Alpha méi
thu dwoc 1a 0,758 nén hoan toan phi hgp dé
nghién ciu. Cdc bi€n quan sdt déu c6 hé s8 tuong
quan bign t8ng 16n hon 0,3 va cdc gid
Cronbach's Alpha trong trudng hop loai di nhiing
bi&€n nay ciing déu nhé hon gid tri Cronbach’s
Alpha hién ta1. Vi vdy, 4 bi€n quan s4t trén déu

quan sét con la1 ddu c6 hé s8 wong quan bi€n tGng
16n hon 0,3. Vi thé. 2 bi€n nay déu dugc gif lai cho
qué triinh phén tich nhan t& kham ph4 EFA.

Nhin 3 “Hb trg xtic (i&n” v6i 3 bin quan sit sau
kb ki€m dinh dat k&t qué Cronbachs Alpha méi th
Adugc 12 0,696 nén hoan toan phit hgp dé nghién ciiu,
Cic bién quan s&t déu c6 hé s& rrong guan bién 18ng
18n hon 0,3 va céc gid tri Croobach’s Alpha trong
trdng hgp loai di nhimg bién nay ciing d&u ohd hon
gid tn Cronbach’s Alpha hién tai. Vi vay, 3 bién
quan s&t trén déu duge giif la1 cho qué trinh phan tich
nhén t8 khdm phd EFA.

Bi&n phy thudc “Sy hii long” cling dude dua
vao phan tich vé1 3 bién quan sét sau khi ki€m dinh
dat k& qui Cronbach’s Alpha mdi thu duge Ja
0,852 nén hoin toan phd hgp & nghién ctiu. Cic
bién quan sit d&u c6 hé s8 twong quan bign (ng
16n hon 0,3 va cdc gid i Cronbach’s Alpha trong
trudng hop loai di nhitng bién ndy cing déu nhd
hon gid it Cronbach's Alpha hién tai. V1 vdy, 3
bign quan s4t trén déu dugc giif lai d€ phan rich
trong m6 hinh hd1 quy. Bang 1.

Bang 1. Cronbach’s Alpha thang do y&u 18 Su hailong

Bigh quan sat Trung{ binh tha:\g do Phuong sal tha:\g do Hé s’ .t}lollg quan Cmnbach:s Alpha
néu loal bign néu loal bién bién tdng néu loai bién
Sufhailéng Cronbach’s Alpha = 0,852 SGbién=3
HL1 7,401 2,531 0,728 0,788
HL2 7,293 2,715 0,731 0,786
HL3 7,497 2,661 0,709 0,805 J

dudc giif lai cho qué winh phan tich nhan (& khdm
phé EFA.

Nhén 18 “Giao bang” vdi 3 bi€n quan sit sau khi
kiém dinh dat k&t qui Cronbach’s Alpha m&i thu
dudc 12 0,696 nén hoin toan phd hgp d€ nghign
citu, C4c bién quan sit déu c6 hé s3 wong quan
bién t6ng 16n hon 0,3. Tuy nhién, bi€n quan st
GHI ¢6 gid tri Cronbach’s Alpha trong trudng hdp
loai di bi€n nay (0,779) 16n hon gi4 tn Cronbach’s
Alpha hién ta1 (0,696). Vi vay, bi&n GH1 sé& bj loai
ra khdi mé hinh. Sau khi loai bién quan sat GHI,
k€&t qud Cronbach’s Alpha mdi thu dugc 13 0,779
nén hoin toan phd hgp d& nghién ciru. Cic bién
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Nguén: Ké1qud xitly tir SPSS

4.2. Phéin tich nhdn t6'khdm phd EFA

Phan tich nhén (8 khdm ph4 EFA cho mb hinh
nghié&n citu gdbm 23 bi&n thude 7 nhan 16 nhiim dénh
gid sy hoi tu ciia csc bi€n theo nhém nhan 15, Béng
thdi g4 trj hé s& tai nhan t& (Factor loading) cia
méi bi€n phai 160 hon 0,55 d& duge xem 14 ¢6 §
nghia thuc tién. Ngoai ra, qué trinh ki€m dinh phdi
thda man cdc diéu kién: hé s KMO phai nim
trong khodng tir 0,5 d&€n 1, ki€ém dinh Barlett
(Sig.<0,05) vi phdn tram phudng sai toan b phdi
18n hon 50%

Trong 1&n phén tich 1dn 1, k&t qué phan tich
nhin t§ cho thay 23 bi€n ddc 1ap hoi tu tai 6 nhin



16 v6i 56 Iugng bi€n cua (irng nhin 1§ lan

BAng 2. Ma tran xoay cGia két qud phan tich nhan 16

luot 1a 6, 4, 3, 3. 3, 2. Trong d6. bi&n quan khém pha EFA o

sit MH4 vd SP3 déu c6 hé s6 tdi nhan (8 Nhan t5

ahé hon 0.3 nén khong hién thi k&L qua. Bign dbclap 3 7 5 z =

Do d6. tic gid sé loai bi€n SP3 v4i hé s&

di nhin 18 nhé hon ra khdi mé hinh va (i€n MH2 0.746

hanh phén tich nhan (3 khdm phd thém MH3 0,735

mél‘}in n‘[;a‘ T?i Ié:?. (5(:7:]_22}‘!)1& q@(c, MH1 0,649 m

lap dudc dua vao phén tich da hdi g

nhén & v6i s6 lugng bi€n cla tiing nhan (& CN3 0620

lin gt 12 5, 4, 3, 3, 4, 3. Trong do, bi€n CN2 0,605

quan st SP4 hoi tu vé cd 2 nhan 1§ vdi hé MH4 0566

AT N =

58 41 nhan 16 1a 0,611 va 0,504 cho moi N 0547

nhém. Trong nhiing lruung hgp nhu vuy, S S

tiéu chuin khdc biét hé s tdi nhin 18 cda SP2 0,777

mdt bi€n quan sit gi1fa cc nhin t3 tdn han GH3 0622

hfxéc b?ng 0:3 dé:’dém bio gi'«i\ tri phén biét SP1 0,621

gilta cdc nhén 16 (Jabnoun va Hassan Al-

Tamimi, 2003). Tuy nhién, vGi bién quan GH2 0534

sit SP4, 2 hé s6 tai nhin (8 chi chénh nhau SP5 0,523

khodng 0,1, chua di 19n A€ hoi ty vé mdt HTXT3 0796

nhém nhin 6 nao. Do d6, téc gid s€ loai

bién SP4 ra khoi md hinh vA tih hanh Hixi2 0725 l

phan tich nhan t§ khdm phé 1dn 3. Bing 2. HTXT1 0,605
K€\ qua phén tich 1an cusi ciing cho 21 GC2 0,716

bj‘é‘n doc lap, !(5! qué g’ié tr} hé s6 131 nhin ocs 0648

18 Factor loading déu I16n hon 0,5 va quy tu

v& 5 nhan 16 véi s8 luong bién 1an lugt 13 7, G 0,580

5,3.3.3. Vivay, 1t ¢4 céc bign doc lp déu NT3 0,802

ﬁ;ﬁ]’lhéah ‘mz'lhn ﬂéhmndh* p:énhl.ich nhébn 63 NT2 0784
dm pha vi phi hep dé thue hién cic bude

nghién ctiu ti€p theo. Bang 3. NT1 0653 |

K& qué phén tich nhan (8 khim phi lin
386i v6i 21 bi€n quan sit cho kL qua hé s3
KMO = 0,829, dat di¢u kién nim trong
khodng tif 0,5 d&n 1; Ki€m dinh Bartleu dat

Béng 3. K&t qud kiém djnh KMO va Bartlett's

Nguén: Két quii xit Iy 1i¢ SPSS

\ KMO and Bartletts Test
Kalser Meyer- -Olkin Measure of Samplmg
0,829
Adequacy.
‘ Approx. Chi-Square 1221,531
Barllett s Tesl of f 210
Sig. 0,000

Nguon: Két qud xit Iy tit SPSS

1221,531 v8i mirc y nghi 0,000 (nhé hon 0.05):
Phin (rim phuong sai toan bo dat 58,512%.

4.3. Diéu chlnh mé hinh Iy thuyét

Sau khi ti€n hanh kiém dioh do tin ciy
Cronbach’s Alpha va tién hanh phén tich nhan &
kham phd EFA, mb hinh da c6 mdt s& thay ddi nhiit
dinh vé thiinh phin c4c bi€n. Vi vy, md hinh méi
dudc xay dung dya trén két qud cha quéd trinh phan
tich nhan t& khdm phé nhy Bing 4.

Cic nhin 6 H3 trd xdc tén, Gis cd, Niém tin
van duge giit nguyén; 2 nhan 18 Cong nghé vi Mua
hang dugc gop chung lai thanh mdt nhan to dat tén
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BAng 4. Nhan 18 va céc bién quan sat
sau khi diéu chinh

Nhén t&'

Bién quan séat

CNMH: Céng nghé va
mua hang

CN1,CN2, CN3, CN4,
MH1, MH2, MH3, MH4

SPGH: San pham va

SP1, SP2, SP5, GH2,

glao hang GH3

HTXT Hétrg xtc hén HTXT1, HTXT2, HTXT3
GC: Giaca GC1,GC2,GC3

NT: Niém tin NT1,NT2,NT3

Nguén: Két qua xitly tit SPSS

12 “Cdng nghé vi Mua hing™; 2 nhin (8 San phim
vi Giao hang dudc gdp lai thinh m6t nhan 3 va
dugc ditién 13 “Sén phim va Giao hing™.

Thuc hién ki€m dinh fai Cronbach’s Alpha cho
2 nhan 5 méi vh CNMH vi SPGH thu duge k&t qud
nhu sau: Nhén 8 Cong nghé va Mua hang vdi 7
bi€n quan sdt sau khi ki€m dinh dat k&€t qui

Cronbach's Alpha méi thu dudc 1a 0,798 nén hon
toan phi hgp d& nghién citu. Céc bign quan st déu
6 hé s6 wong quan bi&n dng 16n hon 0,3 va céc
gis tri Cronbach’s Alpha trong trudng hop loai di
nhimg bi€n nay cing déu nhé hon gif
Cronbach's Alpha hién tai. Vi vdy, 7 bi&n quan st
trén déu dudc gilt lai trong nhan t& “C8ng nghé vi
Mua hang”. Bing 5.

Nhan 1§ Sin phim va Giao hang v6i 5 bién quan
sat sau khi ki€m dinh dat k&t qui Cronbach’s Alpha
mdi thu duge 12 0,731 (16n hon 0.6) nén hoan toan
phit hap d€ nghién ctu. C4c bi€n quan st déu c6
hé s& twdng quan bi&n (3ng 16n han 0,3. VI viy, §
bi€n quan sat rén ddu dugc gid lai trong nhin 1§
“Sin phdm va Giao hang” d€ thyc hién cdc birbe
phén tich ti€p theo.

4.4. Phan tich hai quy bpi

Céc gid thuy&t méi dit ra nhu sau:

- H,: Céng ngh¢ va Mua hang c6 quan hé ciing
chidu v61 sy hai long cda khach hang.

- Hy: San phim v Giao hing c6 quan hé cing
chiéu v61 sy har long cia khach hang

BAng 5. K&t qud phan fich hé s& Cronbach’s Alpha clia 2 nhan 18 CNMH va SPGH

Bigh quan st Trung“ binh |ha:|g do Phudr}g gal thang do Hesd h.ldr:g quan Cror-\‘badfsA-l'pha
néu loal bign néu loai bign bién tong néu loal bign
CNMH Cronbachs Alpha = 0,798 Sabién=7
MH1 22,629 13,584 0,573 0,763
MH2 22,389 14,143 0,569 0,765
MH3 22,317 13,881 0,595 0,760
MH4 22,305 14,093 0,499 0,777
CN1 22,665 13,911 0,522 0,773
CN2 22,593 13,737 0,475 0,784
CN3 22,647 14,712 0,480 0,780
Biéh quan sit Trung binh thang do Phuur)’g sal !h-ang do Hés8' j’luang quan Cronbach’s ;_\Ipha
néu loal bign néu loal bign bign tong néu loai bién
Y&u td SPGH Cronbachs Alpha = 0,731 Sébign=5
SP1 15,575 6,390 0,524 0,672
SP2 15,551 6,755 0,512 0,678
SP5 15,659 7,033 0,371 0,732
GH2 15,557 6,851 0,478 0,690
GH3 15,455 6,201 0,584 0,648 J
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- Hy: H8 trg v xdc uén c6 quan hé ciing chiéu
véi sif hai long cha khach hang

- Hy: Gif cd c6 quan hé cung chiéu v6i su hat
1ong chia khdch hang

- Hg: Niém tin ¢6 quan hé cling chidu vdi s hai
long chia khdch hang

V6i md hinh gdm S nhan (8 3 duge diéu chinh,
1éc gid s& (i€n hanh ki€m dinh biing phuong phip
hdi quy da bi€n dé xdc dinh mdc do tic dong cia
cdc nhan (& d€n sy hai long cda khach hing mua
sim online trén dia ban Thanh phd H3 Chi Minh.
Nghién ctu thyc hién phép hdi quy da bi€n bing
phuong phap Enter thong qua phan mém SPSS 20.0
véi 5 nhan (8 doc 1ap trong md hinh bi&n phy thuge
13 Su hai long cha khich hang. Phuong trinh hdi
quy dugc xay dyng c6 dang nhu sau:

HL = By + B,*CNMH + B *SPGH

+B,*HTXT +B,*GC + B;*NT + ¢

Trong dd:

By: Hiing s6; B;: Cdc hé s6 hdiquy (i=1,2,3,4,
5% Céc bi€n doc Jap CNMH, SPGH, HTXT, NT,
GC dai dién cho 5 nhan 18 cia md hinh lin lugt 1a:

Cong nghé va mua hang, S&n phim vi Giao hang,
H& trd xic ti€n, Niém tin, Gid ca. Cing vdi bién
phu thujc HL dai dién cho Sy hai long cda khich
hing khi mua sdm truc yén tai website Tiki. Cdc
gid tri dai dién 13 gid trj trung binh (Mean) cla
nhén 3. M6 hinh dugc thyc hién phép hdi quy
tuy&n tinh da bién biing phwdng phap Enter va thu
két qua duge nhu Bang 6.

Thudce do sir phil hgp clia mé hinh tuyén tinh 1a
hé s& xdc dinh R? dGi vi m6 hinh tuyén tinh don
va R? higu chinh d8i v61 mé hinh tyé&n tinh bai.
Mb hinh héi quy tuy€n tinh da bién cho két qua gid
tri R* hiéu chinh 13 0,499 nghia 13 cdc nhan 18 doc
13p da giai thich dugc 49,9% sy bi€n thién cia bién
phu thuge. Ki€m dinh tf wong quan giiva cic bi€n
trong mé hinh bing ki€m dinh Durbin - Watson
ciing cho gi4 tri 1,902 12 khd gin v6i 2 nén mé hinh
c6 thé chip nhan 14 khong xdy ra hién wong to
wong quan (Wilson va Keating, 2002). Ki€m dinh
F cho gid tr1 34,093 va Sig. 13 0.000 (nhé hon 5%)
c6 nghia la viéc k&t hgp giita cdc nhin 18 trong md
hinh cdc nhn (8 gid( thich duge sur thay déi cia

BAng 6. K&t qud phan tich héi quy tuyén tinh da bién

R R? R?higu chinh ‘ Saisd ﬁn‘iu chudn clia udc lugng Kiém djnh Durbin-Watson J
0772 | 0514 0499 | 0,554 1,902 |
| Cach®sd |
! HesSchuatieuchudn | H8s5tieu chudn ] ‘ = Théing ké da odng tuyén \
B ' Bolkchchuin | Beta g Dung sai VIF
Hangss | -0558 | 0340 h 4643 | 0102
CNMH 0,370 0,087 029 4265 | 0,000 0,651 1535
SPGH 0,308 0086 | 025 3564 | 0000 0643 | 1554 |
HTXT 0,037 0,065 0,035 0575 | 0566 0,803 1,246
GC 0,185 0074 T oan 2491 | 0014 0641 | 1561
NT 0,243 0,069 0,221 3544 | 0001 0776 | 1288
Ngudn: Két qud xit 1y ti SPSS
Bdng 7. Kiém dinh ANOVA
Tong binh phuong Béctydo | Trungbinh binh phuong F - sig. |
H6i quy 52,369 5 | 10,474 34,003 0,000
Phan du 49,461 %1 0,307 |
| Téng cbng 101,830 166 IR

Nguon: K&t qud xit I¥ 1t SPSS
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bién phu thudc vi chimg 1 mé hinh hdi quy tuyén
tinh da bi€n dugc xay dung 13 phit hgp vi 6 thé sit
dung duge.

Bang k€L qui cdc hé s& hdi quy tuyén tinh cho
tha'y gis r VIF (Variance Inflation Factor) déu nhé
hon 2 nén c4c bién doc 1ap khong c6 quan hé chat
ché& véi nhau, ching 16 cdc nhan 1§ trong ma hinh
déu khdng bi da cdng tuyén. Gid tri Sig. cha cic
bi&n CNMH, SPGH, GC vi NT déu bé hon 0,05
cho th'y 4 bién dua vao ndy déu c6 ¥ nghta vé mat
thng ké v§i mifc y nghia 5%, nhu viy 4 bign doc
1ap trong mé hinh c6 quan h¢ d6i véi bign phu
thuge 12 “Sy hai long™. Gid tri Sig. cGa bi€n HTXT
bing 0,566 16n hon 0,05 cho thdy bi€n nay khong
c6 ¢ nghia vé mat thang k&, nhi vay bién doc lap
HTXT khéng ¢6 quan hé vé1 bién phu thude “Sy
hai ldng”. T d6, md hinh héi quy dugc xdc dinh
v6i 4 nhan 8 doc 13p nhu'sau:

HL =-0,558 + 0,370*CNMH + 0,308*SPGH

+0,185*GC +0,243*NT

Muic do Anh hudng chia cdc nhan 8 doc 1dp phu
thudc vAo hé 53 Beta. Nhin 13 v61 hé s8 Beta cng
cao thi miic 49 tac dong d&n sy hai long ciia kbdch
hang cang nhi€u. T k€t quéd thu dugc, 1a nhan thiy
s hai 1ong ciia khdch hing mua sfm online trén
dia ban Thanh phd HS Chi Minh chiu tic dong cla
cdc nhn t& theo mec 49 gidm din cia y&u 15 Cong
nghé va Mua hang (Beta = 0,370), San phim v
Giao hang (Beta = 0,308), y&u 18 Niém tin (Beta =
0,243) va cudi cling 14 y&u t8 Gié ca (Beta = 0,185).

5. K&t ludin va ham § quan tri

5.1. Két lugn

Nhin 18 “Cong nghé vi Mua hang” 13 thinh
phin c6 hé s& beta cao nhit 1a 0,370. Bay 11 nhan
16 t4c ddng nhiéu nhat d&n sy hai ldng cha khdch
hang. Y&u 18 cong nghé va quy trinh mua hing la
y&u t& g6p phén giip khdch hing c6 dugc tai
nghiém hoan hdo nhat khi mua sim online. N€u
khdch hang gip khé khan trong mua sim online vi
rd ngai trong y&u 3 cong nghé v trong quy trinh
mua hang thi khi d6 khich hang s& khé quay trd
lai mua sim nhiing 1in ti€p theo. Theo nhu két
qué khdo sdt, mua sim online da lam hai ldng
khich hang & phuong dién dem dén cho ho tréi
nghi&m thao tic dit mua hang d€ dang ciing nhu
cung cip dugc nhiéu phucng thic thanh todn pha
hop, ohanh chéng (GTTB ciia MH3 13 3,9400 va
MH4 14 3,952).

266 $6 1 - Thang 1/2019

Nhin 18 “San phadm vi Giao hang™ ¢6 miic d6
4nh hudng twong d6i 160 vdi chi s6 Beta 0,308.
Céhc san phé\’m mua sim online phong phd, da
dang va phdl hop véi khéch hang hay khéng, viée
giao hing c6 nhanh chéng vi chuin xdc hay
khéng déu tic déng dén sw hai long cia he.
Khiéch hang s& hai 1dng nhiéu hdn n€u nhan duge
diing sin phim minh chon mua mdt cich nhanh
chéng, san phdm thyc t& nhan duge ding hodc 161
hon nhu nhitng thong tin quéng cdo online. Nguge
lai n€u khi sdn phim dugc giao khong diing hoic
chim tr&, chét lugng khong nhu ky vong ciia hg
khi im hiéu teén website, khich hing s& thil
vong, gidm sy hai long, hay dnh hudng dén niém
tin trong cdc 14n mua hang sau d6. Theo két qui
khdo sét, gid tri binh quin cédc thang do thuge
thanh phin nay déu cao, dac biét 12 thang do sin
ph&m dudc giao con nguyén ven, khdng hu hdng
trong qué triinh van chuyén dugc khdch hing d4nh
gid rdt cao (GTTB I 3,994) tirc ngudi dding néi
chung gan dat dugc mic hai long

Nhan (8 “Nidm tin” ¢6 mifc db tic dong dén sy
hai Idng cda khdch hang x&p thd 3 v6i hé s3 Beta
0,243. Hién nay, viéc mua sim online c6 nhitng vu
hiém v& hdsi gian, gid cd... nhung ciing c6 mot bat
¢ap 16n d6 14 khéch hing khé c6 th kiém tra dude
thang tin vé sin ph&m qua c4c dit liéu s6 héa, hoin
toan cé thé chinh sifa dudc mén Internet. Khéch
hang s& cAm thay hai long hon n€u mua sim online
ta1 cdc website uy tin ma ho tin twdng. Ngoai ra, cdc
binh luan 8t hay x4u ciia khdch hang da mua ciing
nhu 8 lugng ngud tham gia mua ciing anh hudng
dén viéc mua sim online ciia khach hang, klénho
than rong han trong viéc chon mua céc sin phﬁm,
Nhin chung, gi4 tri trung binh céia c4c thanh phin
trong thang do nay con khé thip. Khach hang hién
nay vin chua c6 nidm tin vao nhitng binh luan ciia
khach hang tding mua sén phim trudc d6, cng nhy
chua tin vdo thdng tin s& Iugng ngudi mua va chit
luong ciia sin phim tuong dng (GTTB cla NT2 1t
3,431 va NT31a 3,449).

Nhéo 5 “Gid cd” 6 dnh hudng d&n sy hai long
v&1 hé s& Beta 0,185. Gi4 ci chinh 2 mot trong
nhimg diém thu hit khich hang khi lita chon hinh
thic mua sfm online. Trong trudng hgp cic yéu 4]
khdc khdng d3i, gid ca sin phdm cang gidm thi
khich hang s& cang cdm thiy hai 1dng hon vi ho
i€t kiém dugc mét khodn tidn 16n hon. Tuy nhién,
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néu gid cd gidm khi€n chat lugng hang héa ciing
gitm theo th khi d6 khdch hang s& cAm thdy that
vong va khdng ha1 1dng. Theo k&t qud khio sat,
khdch hang hién nay ddnh gid cao c4c nha bén 1&
¢6 thudng xuyén c6 chuong trinh gidm gid cho san
pbim (GTTB ciia GC| 12 3,856). Tuy nhién, nhitng
sin phé’m dudc gidm gi4 cba cdc nha ban 18 vin
chuta dige khdch hang chon mua nhiéu (GTTB ciia
GC2123,527 va GC3 14 3,551).

5.2. Ham y quéin tri

V& nhin t “Cong nghé va Mua hang™ Thong
qua k&t qud nghién ciu, cé thé thiy thinh phin
cong nghé va mua hang la thanb phéan tic dong
nhiéu nhat dén su hai long cda khdch hang khi mua
sdm tre tayEn. Vi vay, cAc nha ban 1& cin cdi thién
higu qud (im ki€m thdng tin, cai thién dng dyung
Tiki im ki€m va mua hang trén di dong,

TAILIEU THAM KHAO:

Vé nhin (8 “San pham va Giao hiing™: C4c nha
ban 18 cén duy tri pht trién danh muc sin phim
ciing nhu c1 nén them y&u (& giao hang théng qua
mdt 56 bién phap nhu diu tu nghién ciu thi truding,
chon d8i téc giao hang chuyén nghiép va ddng tin
cay, tich cuc Jing nghe phdn bdj tir khich hing va
thudng xuyén kiém tra chat lugng ngudn hang.

V& nhan t& “Niém tin”: C4c nha bsn 1& cin thyc
hién h trg khach hang nhu chim séc khéch hang,
v vin qua din dan, trang mang xa hoi,...

V& nhan 18 “Gi4 4™ C4c nha bin 1é cin xiy
dung cho minh nhifng chinh séch gi4 c4 40 hap dén
va canh tranh d€ thu hdt vi 1am thda man khach
hang nhu khuy&n mai v gidm gi4,.. VI the, viéc
nghién ciu vi xdy dung chi€n luge gid (ot ta didu
cn thi€t € néing cao sy thda min cla khach hang,
d6ng thdsi tang tinh canh ranh cda mioh W
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ABSTRACT:

This study focuses on analyzing factors affecting the customer satisfaction in online
shopping in Ho Chi Minh City. The study refered and used some research models of previous
studies. The studys results show that factors affecting the customer satisfaction in online
shopping include technology, prices, products, frust, purchase, delivery, support and promotion
services. This study used both quantitative research and qualitative research methods. The
survey of this study was carmied out via two channels including direct and online channels.
There were 167 valid questionnaires collected from customers who made at least one
transaction in online shopping. The collected data were analyzed by SPSS 20.0 software. The
study used the method of measuring scales with the Cronbach’s Alpha to eliminate unsuitable
variables in the research process. After using the Cronbach’s Alpha to test the reliability of the
measuring scale, satisfactory variables were analyzed by the Exploratory Factor Analysis
(EFA) in order to determine the scope and extent of relations between observed variables and
factors. The studys results show that factors affecting the customer satisfaction in online
shopping in Ho Chi Minh City are technology, purchase, product, delivery, trust and price.

Keywords: Satisfaction, ondine shopping, consumer goods, Ho Chi Minh City.
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