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TOM TAT: 
Bai vid't tap trung phan tich cac nhdn td' dnh hrfdng dd'n srf bdi ldng ciia khdch bang mua sam 

online trdn dia ban Thanh phd'Ho CM Minh. Bai vid't ke thffa md hinh nghien cffu cua cac nghien 
cffu trffdc day. Cac nhdn to dnh hffdng dd'n srf hai Idng cua khach hdng mua sam online, bao gdm: 
cdng nghd, gia ea, san pham, nidm tin, mua hang, giao hang, dieh vu hd trd va xuc tidn. Bai viet 
sff dung ca phrfdng phap nghidn cffu dinh Irfdng va nghidn cffu dinh tinb. Khao sal dffdc thrfc bidn 
qua 2 kdnh la online va trrfc tie'p. Ke't qua thu drfde 167 phie'u khdo sat hdp Id tff nhffng ngffdi it 
nhd't 1 Ian mua sam online va dUdc xff Iy thdng qua ph^n mdm SPSS 20.0. Bai vid't sff dung 
phrfdng phap kiem dinh thang do bang he sd tin cdy Cronbaeh's Alpha de loai cac bid'n khdng phii 
hdp trong qua trinh nghien cffu. Sau khi sff dung kiem dinh Cronbaeh's Alpha dd danh gia dp tm 
cay cua thang do, cdc bid'n thda man se tid'p tuc dffdc drfa vao phan tich nhdn to kham pha EFA 
nham muc dich xac djnh xem pham vi, mffc dp quan he girfa cae bien quan sat va cdc nhdn id. 
Kd't qua nghien crfu cho thd'y, cdc nhdn td anh hrfdng dd'n srf bdi ldng cua khach hang mua sam 
online tren dia ban Thanh phd Ho Chi Minh l^n Irfdt la: cdng nghe, mua hang, san ph^m, giao 
hdng, niem tin, gid ca. 

Tff khoa: Srf hai Idng, mua sam online, hang tidu dung, Thanh phd' Hd Cbi Minh. 

1. Gidi thidu 
Theo bdo cao thd'ng kd cua Tdng cue Thd'ng kd 

vd Nielsen, thi trrfdng ban le Id thi trrfdng phat 
triennha't trong nhffng nam gan ddy. Trong dd, Viet 
Nam Id qud'c gia ed td'c dp lang trffdng hang tieu 
dilng nhanh cao nha't trong khu vrfc (23%). Tdc dp 
phdt Irien Internet va mrfc dp sff dung biiemei ngay 
cang tang eua ngffdi ddn Vidt Nam ngdy edng tang. 
Trong nhffng ndm gan day, xu hffdng mua sam 
online dd phat trien manh d nhieu nrfdc trdn the' 
gidi, dac biet Id khu vrfc chdu A. Mpt trong nhffng 
nguydn nhdn cua srf phat trien bung nd thrfdng mai 
didn tff nay la vide gia tdng nhanh ehdng Irfdng 

ngrfdi sff dung Internet tiong khu vffc, dd tang lif 
118 tridu ngffdi nam 2011 Idn 206 trieu ngrfdi nam 
2018. Rieng lai Viet Nam, theo bao cdo thrfdng mai 
didn tff cua Cue Thffdng mai dien tff va Bd Cdng 
Thrfdng cdng bd nam 2017, doanh so' thu tff thrfdng 
mai dien tff dat khodng 2,97 ty USD, ffde tinh gia tri 
mua hang online cua mpt ngrfdi tidu diing trong 
ndm khodng 145 USD. 

Thdnh phd Hd Chi Minh Id trung tdm tieu thu vS 
ban le Idn nhd't ca nrfdc, cd tdng mrfc ban le luon 
chie'm khoang 1/4 tdng mffc bdn le cua ca nrfdc. 
Day drfde danh gia la mdnh dd't vdng day tiem 
ndng. Bdn canh dd, mffc dp gdn bd cua Internet \6i 
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con ngffdi cang Idn hdn va cd dnh hrfdng trrfc tid'p 
de'n thdi quen lidu dung cua phan Idn ngrfdi Vidl 
Nam. Vdi nhieu cd hpi Irfa chpn md Internet mang 
den thi khi thu nhap ngrfdi dan lang Idn ddng ke, 
nhu e^u lieu diing va nhffng ddi hdi ve sff tidn ldi 
cung chat Iffdng dieh vu ngdy edng tang cao. Do dd, 
hinh Ihffc mua sam online dd trd thdnh hrfdng di 
chie'n Irfdc md hdu bd'i doanh nghidp va nganh hang 
nham dd'n de bat kip thdi dai. Vdi nhieu tiem ndng 
phat trien nhrf vdy, Thdnh phd Ho Chi Minh dang 
trd thanh mdt thi trrfdng thrfdng mai didn tff dly hd'p 
ddn vdi srf canh iranb kbdc lidt cua ca cac doanh 
nghiep trong va ngoai nrfdc. Vi vay, viec nghidn 
cffu cac nhan to anh hffdng dd'n sif hdi long cua 
khach hang mua sam online trdn dia ban Thdnh phd' 
Ho Chi Mmh la he't sffe can thid't va cd y ngbia va tff 
do, lam cd sd de cae doanh nghiep ban le cd chie'n 
Iffdc kinh doanh phu hdp, gdp phan ndng cao nang 
lffc canh tranh trdn tbi trrfdng. 

2. Cdsd ly lu^n va mo hinh nghien cffu 
2.1.Casdlylu4n 
2.1.1. Mua. sdm online 
Vdi srf ra ddi va phat trien cua Internet hien 

nay, "mua sdm online" dd tid thanh mpt khai nidm 
quen thudc vdi nhidu ngrfdi. Theo tff dien kinh te 
hpe, "mua sam online" drfde dinh ngbia la mdt loai 
hinh cua thrfdng mai didn tff eho phep khach hdng 
mua trrfc lid'p san pham bode dich vu iff ngrfdi ban 
thdng qua mdt tnnh duydt web trdn mang Internet. 
Mua sdm online drfde xem la mdt giao dich thrfc 
hidn bdi ngrfdi tidu dung bdng phrfdng tidn may tinb 
drfde kdt ndi mang Internet vd ed the trfdng tac vdi 
cffa hang sd hda cua nha ban le. Mua sam online 
drfde xem Id hanh vi ngrfdi tieu dilng mua sam 
thong qua cffa hang trrfc tuyd'n hoae qua cac 
website. Mua sdm online drfde hieu la viee khach 
hang tie'p can drfde ldi eae cffa hang trrfc tuydn dd 
tim kid'm va dat mua eae sdn pham vd dich vu, Irfa 
chpn phrfdng thrfc giao hang cung nhrf tie'n hanh 
thanh loan (Sharon, 2014). Ta't cd nhffng sdn pham 
bode dich vu trdn cdc cffa hdng online se dffdc md 
ta bang chff, hinh dnh hoac cae lap tin da phffdng 
lien. Hidn nay, vdn cdn nhieu dinh ngbia kbdc nhau 
vd "mua sdm online". Tuy nhien, nhin chung, cac 
dinh nghTa ndy ddu cd nhffng diem chung, deu de 
cdp dd'n quy trinh mua bang cung nhff cdng eu sff 
dung Id mang Internet Tdm lai, "mua sam online" 
cd thd dffdc hieu mdt cdch dd ddng la vide tid'n 

hanh tim hieu vd mua hang tai cdc cffa bang onUne 
thdng qua mang Internet. Ridng vide nhdn bang vd 
thanh todn se cd nhieu hinb thffc khac nhau, phu 
thudc vao ddc diem san pha'm va Iffa chpn cua 
ngffdi mua. Theo Harris va Dennis (2002), "mua 
sam online" drfde bieu la "vide mua, ban hdng hda 
va dich vii thdng qua Internet hay cdc kdnh didn tff 
cho eae ca nhan bay hd gia dinh". Tdp dodn Oracle 
(2000) eho rang, "mua sam online la mdt thuat ngff 
md td sff giao tid'p giffa cac doanh nghiep va ngffdi 
tidu dung trong viec ban bang hda va djch vu". 
Nhin ehung, "mua sam online" la hinh thffc hoat 
ddng ihffdng mai dien tff, trong dd, cdc giao dich, 
thda thudn thffdng mai giffa doanh nghidp vdi 
khdch hang drfde didn ra mdt phan hoac loan bd 
trong mdi trrfdng Internet. 

2.1.2. Suhdi long khdch hdng 
Brink va Bemdt (2004) dinh ngbia srf hai Idng 

eua khach hang la mrfc dp ma d dd san pha'm hoae 
dich vu cua mdl doanh nghidp ddp ffng dffdc nhffng 
mong ddi tff khdch hdng. Do dd, nd Id mffc dd ma 
nhan thffc cua ngrfdi tieu dung cd xac nhan vd srf 
mong ddi cua minh tiff tiai nghiem mua sam trrfc 
tuyen. Ne'u trdi nghiem cffa khdch hdng ve sdn 
pb^m hoac dich vu vrfdt qua ky vpng cua bp, liic dd 
khach bang se hai long. Srf bai long eua khdch 
hdng Id vd cung quan trpng de thid't lap mdt md'i 
quan he khach bdng trung thanh va Idu ddi vdi 
doanh nghiep. Theo Byambaa va Chang (2012), sif 
hdi long cua khdch hdng cd dnh hrfdng de'n y dinh 
mua bang, vi du nhrf vide tdi mua sdm, gidi thidu 
tieh crfc ve doanh nghiep dd'n nhffng ngffdi xung 
quanh va sff tiung thdnh eua khach hang trong ddi 
ban. Theo Kotier vd Armstrong (1999), sff hdi Idng 
cffa khach bang la nhan thffc cua khach bang kbi hp 
so sanh ky vpng trffdc khi mua hang vdi ky vpng 
sau khi mua. Sff hai long Id khi phdn bdi cua khach 
hdng drfde dap ffng (Oliver, 1997). Sff bai Idng eua 
khach bang la qua trinh danh gia md khdch hdng 
lam cho mdl qua trinh trao doi nha't djnh, phan dnh 
md'i quan he girfa ky vpng eua khach hang va cam 
nhan thffc td' ve sdn pham hoac djch vu ma bo nhan 
dffdc. Theo Kurtz vd Clow (2003), sff hdi long eua 
khach hang Id trang thai kbi hp cdm nhdn vd cha'l 
Irfpng dieh vu so vdi mffc k^ vpng md hp ddt ra. 
Theo dd, srf ky vpng cua khdch bdng drfde chia ra 
lam 3 mrfc: cao nha't la mrfc ly trfdng, tid'p theo la 
mffc mong ddi vd mffc td'i ihieu eud'i cung Id phu 
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hdp. Ttiy theo khodng each vd srf khac biet giffa srf 
ky vpng eua khdch hang va gia tri ma khdch hang 
nhdn drfde thi se cq nhffng trang thdi hdi long khac 
nhau, tff thich thu khi nhdn drfde gia tri sdn 
pham/dich vu d mffc iy trfdng den tffc gidn khi gid 
tri nhan dffdc dffdi mffc phu hdp. Theo Spreng va 
cdng sff (1996), srf hdi ldng cua khach bang drfde 
xem la nen tang marketing ve thda mdn nhu c^u vd 
mong rfdc cua khdch hang. Srf hdi long eua khach 
hang la mffc dp cua trang thai cdm giae cua mot 
ngrfdi, bat ngudn trf vide so sdnh nbdn tbffe ve mdl 
san pham/dich vu so vdi mong dpi eua ngrfdi dd 
(Kotier vd Keller, 2006). Elmar Sauerwein va 
cdng srf (1996) da drfa ra dinh nghia srf hdi long 
trdn cac nhu cau cd bdn cffa con ngrfdi, bao gdm: 
(1) Nhu cau cd ban, (2) Nhu cau bieu hien, (3) Nhu 
c^u tidm in. Theo Zeithami va cdng srf (1996), 
vide khach hang drfde hai long Id mdt ye'u to quan 
trpng dd duy tri thdnh cdng Idu dai trong kinh 
doanh va cdc chid'n Irfdc kinh doanh phu hdp nham 
thu hiit vd duy tri khach bang. 

2.2. Mo hinh nghien cdu vd cdc gid thuyet 
Theo Sharon Rudansky va Kloppers (2014), srf 

hdi long eua khdch hang bao gdm 4 yd'u td nhrf 
cdng nghd, mua bdng, sdn pham va giao bang. Cu 
the, edng nghd the bidn qua dp an todn cffa 
website, dd sff dung, website thdn thidn va bdo 
mdt. Mua hdng the bidn qua vide thudn tien khi 
mua, thdng tin dang tin, de thanh todn, tid't kidm 
thdi gian, ihdng tin bd sung, gia ea. San pham the 
bien qua srf da dang san pham va nhdn hidu. Giao 
bang the hidn qua viee giao hdng vd cac dich vu 
kem theo. Theo Vu Huy Thdng va Tran Mai Trang 
(2013), cac yd'u td'anh hrfdng den srf hai long khdch 
bang mua sam trrfc tuye'n bao gdm gid ea, srf da 
dang, giao hang, thdng dn vd cha'l Irfdng san pham. 
Cdc yd'u td anh hrfdng den srf hdi Idng cua khdch 
bang kbi mua sam onhne bao gdm: Hidu qua truy 
cap, hidu qud thrfc hidn, bd thd'ng kha dung, lidn 
he, nhdn hidu, niem tin vd gia cd. 

H^u bd't eae md hinh do Irfdng cha't Irfdng dieh 
vu drfde neu ra deu ed nhffng ban che' nha't dinh. 
Tuy nhien, md hinh SERVQUAL (Parasuraman vd 
cdng srf, 1988) xet ve hieu qua va sif phu hdp la md 
hinb ddn gidn nhd't de ddnh gid srf hai Idng cua 
khdch hang mua sdm online. Theo nhffng md hinb 
Iy thuye't ve cha'l Iffdng dich vu vd nhffng md hinh 
thrfc nghiem ve srf hai Idng cua khdch hang, tdc gia 

nbdn thd'y cd nhffng nhdn td' thrfdng cd mat trong 
cdc md hinb va can thid't khi danb gia srf hdi Idng 
cua khach hang mua sam online nhrf "gia ca", 
"mua hang", "niem tin". Ngoai ra, trong bdi vidt 
nay, tac gid bd sung thdm cac nhdn td "edng nghd". 
Day la nhan td'bao qudt, bao gdm ca nhiing nhan td 
la hieu qua truy cdp, cha't Irfdng website, bao m£it.. 
Tac gia khdng sff dung cae nhdn td' ridng biet nhif 
"srf da dang", "thrfdng hidu", "chd't Irfdng" ma se 
gdp thanh mdt nhan to chung Id "san pham". Ngodi 
ra. nhan to "giao hang" la nhan to' ludn cd mat 
trong mua sdm online vd nhan id "dich vu bd trd va 
xuc tid'n". Tff dd, tac gid da tdng hdp vd de xua'lmo 
hinb nghidn cffu cae nhan to' anh hrfdng srf hai Idng 
eua khach hang mua sdm online. 

sa dd 1: Md hinh nghien citu 

D|CH vy HO TRO 
VA XUC TliN 

Cdc gid thuye't: 
HI: Nhan td' cdng nghd drfde khdch hdng danh 

gia cdng cao tbi khdch hang hai long edng cao. 
H2: Nhdn id san phim drfde khdch hang danh 

gia cdng cao thi khach bdng hdi long cang cao 
H3: Nhdn td gid ca drfde khach hdng danh %\i 

cang cao thi khach hang hai long edng eao. 
H4: Nhdn td niem tin drfde khach hang danh gid 

cang cao thi khach hdng hdi long cang cao. 
H5: Nhan td mua hang drfde khach hdng danh 

gia cang cao thi khdch hang bai Idng cang cao. 
H6: Nhdn td' giao hang drfde khdch hang ddnh 

gia cang cao thi khach hang hdi Idng cdng cao. 
H7: Nhdn to dich vu va hd tid xuc tie'n dffdc 

khach hang danh gia cang cao thi khach hang hai 
long cdng cao. 
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3. Phff(ftig phap nghien cffu 
Bai vie't sff dung phrfdng phdp nghidn cffu dinh 

Irfdng va nghidn cffu dinh tinb. Khao sat drfde 
thrfc hidn qua 2 kenh la online va trffc tie'p. Kd't 
qua thu dffdc 167 phie'u khdo sat hdp Id (nhffng 
ngffdi trd Idi da tffng it nhd't 1 Ian mua sam onhne) 
va dffdc xff ly thdng qua phan mem SPSS 20.0. 
Bdi vid't sff dung phffdng phap kiem dinh thang do 
bang he sd' tin cdy Cronbachs Alpha de' loai cdc 
bid'n kbdng phu hdp trong qua trinh nghidn cffu vi 
cac bid'n rac nay cd thd tao ra cdc nhdn td gia khi 
phdn lich. Sau kbi sff dung kidm dinh Cronbachs 
Alpha dd danb gia dp tin cay cua thang do, cac 
bie'n thoa man se tie'p tuc dffde drfa vdo phan tich 
nhdn tdkhdm phd EFA nham muc dich xdc dinh 
xem pham vi, mffc dp quan hd giffa cac bien quan 
satva eae nhan td'. Khi phan tich nhan to', bai vie't 
sff dung: 

- He sd tdi nhdn td' (Factor Loading) Id chi tidu 
de dam bao mffc y nghia thid't thrfc cua EFA. Vdi cd 
mau trf 350, he sd tdi nhan id tieu chuan phdi Idn 
hdn 0,3; nd'u cd mdu khodng 100 thi tidu chud'n he 
sdtai nhan td nen chpn d mffc Idn bdn 0,55; nd'u cd 
mau khodng 50 thi he sd tdi nhan to phdi tdn hdn 
0,75 (Gerbing vd Anderson, 1988). Vi the, vdi 167 
bang khdo sat hdp Id, cac bid'n quan sat vdi he so'lai 
nhan tdnhd hdn 0,55 se bi loai. 

- He sd' KMO (Kaiser-Meyer-Olkin) la mdt cbi 
tieu dung de xem xet sff thich hdp cua EFA. Tri sd 
ndy phai ed gia tri trong khoang tff 0,5 de'n 1 de the 
hien Id nhan to' thich hdp. Ne'u tri sd nay nhd hdn 
0,5 thi phdn tich nhan td cd khd nang kbdng phu 
hdp vdi dff bdu. 

- Tong phrfdng sai dCing dd giai thich bdi tffng 
nhan id'phdi Idn hdn hoac bang 50% mdi thda man 
yeu cau cua phdn lich nhdn to (theo Gerbing vd 
Anderson, 1988). 

- Sd Irfdng nhdn td drfde xdc dinh drfa vao be sd 
Eigenvalue (dai didn cho ph^n bid'n thien drfde gidi 
thich bdi mdi nhan to) phai cd gia tri Idn hdn bode 
bdng I. 

Sau khi thang do drfde xff ly, phdn tich bdi quy se 
dffdc tien hanh de xdc dinh md'i quan he giffa cae 
thanh phan tdc ddng de'n sff bai long eua khach 
hdng khi mua sam online hang tidu dung. Sau dd, 
hdm hdi quy se dffdc xdy drfng vd lid'n bdnh kidm 
dinh srf phu hdp cua md hinh thdng qua bieu sd R2 
da drfde hidu ehinh. Cud'i cung, bai vie't thrfc hien 

kiem dinh srf anh hrfdng cua ye'u td nhan khau hpe 
de'n bid'n phu thudc Id srf bai long thdng qua kiem 
dinh One-Way ANOVA. 

4. Kd't qua nghien cffu 
4.1. Bo lu&ng do tin cdy bdng he sd Cronbachs 

Alpha 
Bdi vid't tid'n bdnh phdn tich he sd'Cronbaeh's 

Alpha cho 26 bie'n quan sat dinh Irfdng eua 7 nhan 
td va cua Srf hai Idng. Nhffng thang do cd be sd' 
Cronbaeh's Alpha Idn hdn 0.6 Id cd the cha'p nhdn 
dffdc, he so' tffdng quan bid'n tdng kbi nhd hdn 0.3 
se hi loai de tdng dd tin cdy cua thang do. Kd't 
qud Cronbaeh's Alpha do eae thanh phan nhan to' 
anh hrfdng dd'n srf hai Idng cua khach hang mua 
sam online trdn dia ban Thanh phd Hd Chi Minh 
nhrf sau: 

Nhdn to "Cdng nghd" vdi 5 bid'n quan sat sau 
khi kidm dinh dat gia tri Cronbaeh's Alpha la 0,625. 
Tuy nhien, trong nhdn to' ndy cd bie'n quan sdt CN4 
cd he sd trfdng quan bid'n tdng nho hdn 0,3 ndn bid'n 
quan sdt ndy se bi loai bd khdi md binh. 4 bid'n quan 
sdt cdn lai se drfde kiem dinh lan 2, ke't qud 4 Men 
nay deu dat gia tii Cronbaeh's Alpha la 0,627. Tuy 
nhien, tiong nhdm nbdn td'ndy lai cd bid'n quan sal 
CNS cd hd sd'trfdng quan bid'n long nhd bdn 0,3 nen 
bid'n quan sat nay se bi loai bd khdi md hinh. Sau 
kbi loai 2 bid'n quan sat CN4 vd CNS, kd't qua 
Cronbaeh's Alpha mdi thu drfde la 0,638 nen hoan 
toan phu hdp de nghien cffu. Cac bid'n quan sat cdn 
lai deu ed be so'trfdng quan bid'n tdng Idn hdn 0,3 va 
cac gid tri Cronbaeh's Alpha trong tirfdng hdp loai 
di nhffng bid'n nay cung deu nhd hdn gia tri 
Cronbaeh's Alpha hien tai. Vi vay, 3 bien quan sal 
trdn deu drfde giff lai eho qud trinh phan tieh nhdn 
td'khdmphdEFA. 

Nhdn Id' "Gia ca" vdi 3 bie'n quan sdt sau khi 
kiem dinh dat ket qud Cronbaeh's Alpha mdi thu 
dffdc la 0,669 nen hodn toan phu hdp de nghien 
cffu. Cac bie'n quan sdt ddu cd hd so' tffdng quan 
bid'n tdng Idn bdn 0,3 va cac gia ti-i Cronbaeh's 
Alpha trong trrfdng hdp loai di nhffng bid'n ndy cung 
ddu nhd hdn gia tri Cronbaeh's Alpha hidn tai. Vi 
vdy, 3 bie'n quan sat tien deu drfde giff lai cho qua 
trinh phdn tieh nhdn td'khdm phd EFA. 

Nhdn td "Sdn phim" vdi S bid'n quan sat sau kbi 
kiem dinh dat kd't qua Cronbaeh's Alpha mdi thu 
dffdc la 0,699 ndn hoan todn phu hdp de nghien 
cffu. Cac bid'n quan sdt deu cd bd sd tffdng quan 
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bid'n tdng Idn bdn 0,3 va cae gid tri Cronbaeh's 
Alpha trong trrfdng hdp loai di nhffng bie'n ndy cung 
ddu nho bdn gia tri Cronbaeh's Alpha bidn tai. Vi 
vdy, 5 bie'n quan sat trdn ddu drfde girf lai eho qud 
trinh phdn tich nhdn td khdm pha EFA. 

Nhan to "Nidm tin" vdi 3 bie'n quan sat sau kbi 
kiem dinh dat kd't qud Cronbaeh's Alpha mdi thu 
drfde Id 0,723 ndn hoan loan phu hdp de nghidn 
crfu. Cae bien quan sat deu cd bd sd' trfdng quan 
bid'n tdng Idn bdn 0,3 vd cae gid tri Cronbaeh's 
Alpha trong tirfdng hdp loai di nhffng bid'n nay cung 
deu nhd hdn gid tri Cronbaeh's Alpha hien tai. Vi 
vay, 3 bien quan sat tren deu drfde giff lai cho qua 
trinh phdn tich nhdn td'khdm pha EFA. 

Nhan id' "Mua hang" vdi 4 bid'n quan sdt sau 
kbi kiem dinh dat kd't qua Cronbaeh's Alpha mdi 
thu drfde la 0,758 ndn hodn todn phu hdp dd 
nghidn cffu. Cdc bid'n quan sat ddu ed be sd tffdng 
quan bie'n tdng Idn hdn 0,3 va cdc gid tri 
Cronbaeh's Alpha tiong trffdng hdp loai di nhffng 
bie'n ndy cung deu nhd hdn gid tri Cronbaeh's 
Alpha hidn tai. Vi vay, 4 bidn quan sat tren ddu 

quan sdt con lai deu cd be sd tffdng quan bid'n tdng 
Idn bdn 0,3. Vi thd, 2 bidn nay deu dffdc giff lai cho 
qud trinh phdn tich nhan td'khdm phd EFA. 

Nhdn td "Hd tid xuc tid'n " vdi 3 bid'n quan sal sau 
kbi kiem dinh dat kd't qua Cronbachs Alpha mdi thu 
drfde Id 0,696 ndn hoan loan phu hdp de nghidn cffu. 
Cdc bid'n quan sat deu cd he sd trfdng quan bie'n tdng 
Idn hdn 0,3 vd cdc gid tri Cronbaeh's Alpha trong 
tirfdng hdp loai di nhrfng bie'n nay cung deu nho hdn 
gid tn Cronbaeh's Alpha hidn tai. Vi vdy, 3 bidn 
quan sdt tten deu drfde giff lai eho qud trinh phdn tich 
nhdn tdkhdm pha EFA. 

Bie'n phu thupc "Srf bdi long" eung drfde dffa 
vdo phdn tich vdi 3 bie'n quan sat sau khi kiem dinh 
dat ket qua Cronbaeh's Alpha mdi ihu drfde la 
0,852 ndn hodn loan phil hdp de nghidn cffu. Cac 
bien quan sat deu cd hd sd' trfdng quan bidn tdng 
Idn hdn 0,3 vd cdc gia tri Cronbaeh's Alpha ttong 
ttrfdng hdp loai di nhffng bid'n ndy ciing ddu nho 
hdn gid tti Cronbaeh's Alpha bien tai. VI vay, 3 
bie'n quan sat ttdn deu dffdc giff lai dd phdn tich 
trong md binh bdi quy. Bdng 1. 

Being 1. Cronbaeh's Alpha thang do yeu td S\J hai long 

Bien quan sat 

Sir hai iong 

HL1 

HL2 

HL3 

Tmng binii thang do 
n̂ u ioai high 

Phirong sai thang do 
neu ioai bien 

Cronbach'sAlpha = 0,852 

7,401 

7,293 

7,497 

2,631 

2,715 

2,661 

Hesotuong quan 
bien tong 

Cranbach'sAipha 
neu ioai bî n 

So bien = 3 

0,728 

0,731 

0,709 

0,788 

0,786 

0,805 

Nguon; Ke't qud xO: ly tUSPSS 

drfde giff lai cho qua trinh phdn tich nhdn td khdm 
pha EFA. 

Nhan id' "Giao bang" vdi 3 bie'n quan sdt sau khi 
kiem dinh dat kd't qud Cronbaeh's Alpha mdi thu 
drfde la 0,696 nen hodn todn phu hdp de nghien 
eurf. Cae bid'n quan sdt ddu cd hd sd trfdng quan 
bid'n ldng Idn bdn 0,3. Tuy nhidn, bidn quan sat 
GHI ed gid tri Cronbaeh's Alpha trong trrfdng hdp 
Ioai di bid'n ndy (0,779) Idn bdn gia tti Cronbaeh's 
Alpha bidn lai (0,696). Vi vay, bie'n GHI se bi Ioai 
ra khdi md hinh. Sau khi loai bie'n quan sdt GHI, 
kdt qud Cronbaeh's Alpha mdi thu drfde la 0,779 
nen hodn loan phu hdp de nghidn cffu. Cae bidn 

4.2. Phdn tich nhdn tdkhdm phd EFA 
Phdn tich nban td' khdm phd EFA cho md hinh 

nghien crfu gdm 23 bie'n thudc 7 nhdn tdnham danh 
gid srf hpi tu cffa cdc bid'n theo nhdm nhan td. Dong 
thdi gid tri he so' tdi nbdn to' (Factor loading) cua 
mdi bie'n phdi Idn hdn 0,55 dd drfde xem la co j 
nghia thrfc tid'n. Ngodi ra, qua ttinh kiem dinh phai 
ihda mdn cac dieu kidn: he sd KMO phdi nam 
ttong khoang tff 0,5 dd'n 1, kie'm dinh Bartlett 
(Sig.<0,OS) vd phan ttam phrfdng sai loan bd phai 
Idn hdn 50% 

Trong lan phdn tieh lan 1, kd't qua phdn tich 
nhan td cho thd'y 23 bien ddc lap hpi tu tai 6 nhan 
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td vdi so Irfdng bid'n cua tffng nhdn id' lan 
Iffdt la 6, 4, 3, 3, 3, 2. Trong dd, bid'n quan 
sat MH4 va SP3 deu cd he so tai nhan to 
nhd hdn 0,3 nen khdng hien thi ke't qua. 
Do dd, tac gia se loai bid'n SP3 vdi he sd' 
tai nhdn td nhd hdn ra khdi md hinh va tid'n 
hanh phan tich nhan to khdm pha them 
mdt lan nffa. Tai I^n 2, td't ea 22 bid'n doe 
ldp dffdc dffa vao phan tich da hdi tu d 6 
nhan td vdi sd Irfdng bien ciia tffng nhdn to 
Idn Irfdt Id 5, 4, 3, 3, 4, 3. Trong dd, bid'n 
quan sat SP4 hdi tu vd ca 2 nhan id vdi he 
sd tai nhan td Id 0,611 va 0,504 cho mdi 
nhdm. Trong nhffng trffdng hdp nhff vdy, 
tidu chud'n khac bidt be sd tai nbdn id cua 
mdt bidn quan sat giffa cac nhan td Idn hdn 
hodc bang 0,3 de ddm bao gid tri phdn bidt 
giffa ede nhdn td' (Jabnoun va Hassan AI-
Tamimi, 2003). Tuy nhidn, vdi bidn quan 
sdt SP4,2 he sd' tdi nhan to' chi chdnh nhau 
khodng 0,1, chffa du Idn dd bdi tu vd mot 
nhom nhan Id' nao. Do do, tac gid se loai 
bid'n SP4 ra khdi md hinh vd tid'n hdnh 
phdn tich nbdn td' khdm phd lin 3. Bdng 2. 

Kd't qud phdn tieh lan cud'i eung cho 21 
bie'n ddc ldp, kd't qud gia tri he so ldi nhdn 
id Factor loading ddu Idn hdn 0,S va quy tu 
vd S nhdn to' vdi sd Iffdng bie'n lan Iffdt la 7, 
5,3,3,3. Vi vay, td't cd cdc bid'n ddc lap ddu 
da thda mdn qua tnnh phan tieh nhdn to 
khdm pha va phu hdp de thffc hidn cdc bffdc 
nghien cffu tie'p theo. Bdng 3. 

Kd't qud phan tich nhdn td'khdm phd lan 
3 dd'i vdi 21 bie'n quan sal eho kd't qud he so 
KMO = 0,829, dat dieu kidn nam trong 
khodng tff 0,5 de'n 1; Kiem dinh Bartlett dat 

Bang 3. Ket qua kiem djnh KMO va Bartlett's 

Bang 2. Ma trqn xoay cua ket qua phan ticti ntian to 
kham ptia EFA 

BiendOci^ 

MH2 

MH3 

MH1 

CN3 

CN2 

MH4 

CM 

SP2 

GH3 

SP1 

GH2 

SP5 

HTXT3 

HTXT2 

HTXT1 

GC2 

GC3 

GC1 

NT3 

NT2 

NT1 

Nhan to 

1 

0,746 

0,735 

0,649 

0,620 

0,605 

0,566 

0,547 

2 

0,777 

0,622 

0,621 

0,634 

0,523 

3 

0,796 

0,723 

0,605 

4 

0,716 

0,648 

0,580 

5 

0,802 

0,784 

0,653 

KMO and Bartjetfs Test 

Kaiser-Meyer-Oli<in Measure of Sampling 
Adequacy. 

Bartlett's Test of 
Sphericity 

Approx. Chl-Square 

Df 

Sig. 

0,829 

1221,531 

210 

0,000 

Ngudn; Ket qud xH ly id SPSS 

Ngudn; Ket qud xA ly tif SPSS 

1221,531 vdi mrfc y nghT 0,000 (nhd bdn 0,05); 
Phan ttdm phrfdng sai loan bd dat 58,512%. 

4.3. Dieu chinh mo hinh ly thuyet 
Sau kbi tid'n hanh kiem dinh dp tin cay 

Cronbaeh's Alpha va lien hanh phan tich nhan td 
kham phd EFA, md hinh da ed mdt so thay ddi nhd't 
dinh ve thdnh phan cdc bid'n. Vi vay, md hinh mdi 
drfde xdy drfng difa tren ke't qud cua qua trinh phan 
tieh nhdn to'khdmpha nhrf Bdng4. 

Cac nhdn td' Hd trd xiic tid'n, Gia ca, Niem tin 
vdn drfde giff nguyen; 2 nhan id Cdng nghd va Mua 
hdng drfde gdp chung lai thanh mpt nhdn to ddt ten 
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Bang 4. Ntian to vd cac bien quan sdt 
sou ktii d i iu chTnh 

Nhan to 

CNMH; Cong nghe va 
mua hang 

SPGH:SanphSmva 
giao hang 

HTXT Ho tro xuc tien 

GC: Gia ca 

NT: Niem tin 

Bien quan sat 

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

SP1,SP2,SP5,GH2, 
GH3 

HTXT1,HTXT2,HTXT3 

GC1,GC2,GC3 

NT1,NT2,NT3 

Ngudn: Ket qud xA ly tit SPSS 

Id "Cdng nghe vd Mua hdng"; 2 nhdn td'Sdn pha'm 
va Giao hang drfpc gdp lai thanh mdt nhan td va 
drfde dat ten Id "Sdn pham vd Giao hdng ". 

Thrfc bidn kiem dinh lai Cronbaeh's Alpha cho 
2 nhan td mdi va CNMH vd SPGH thu drfde kd't qua 
nhrf sau: Nhan Id' Cdng nghe va Mua hdng vdi 7 
bid'n quan sdt sau khi kidm dinh dat kd't qua 

Cronbaeh's Alpha mdi thu drfde la 0,798 nen hoan 
loan phu hdp de nghidn cffu. Cac bidn quan sat deu 
ed he sd' trfdng quan bie'n tdng Idn hdn 0,3 va cac 
gia tri Cronbaeh's Alpha ttong trffdng hdp loai di 
nhffng bid'n nay cung ddu nho hdn gia tri 
Cronbaeh's Alpha hien lai. Vi vdy, 7 bidn quan sat 
ttdn ddu dffde giff lai ttong nhdn to' "Cdng nghe vd 
Mua bang". Bdng 5. 

Nbdn id San pham va Giao hdng vdi 5 bidn quan 
sat sau khi kiem dinh dat kd't qud Cronbach's Alpha 
mdi tiiu dffdc Id 0,731 (Idn hdn 0,6) nen hodn loan 
phu hdp de nghien cffu. Cdc bid'n quan sat deu co 
he so' tffdng quan bid'n tdng Idn bdn 0,3. Vi vdy, 5 
bid'n quan sat ttdn deu dffdc giff lai trong nhan td 
"Sdn pham vd Giao bdng" de thrfc bien cdc brfdc 
phdn tich tid'p theo. 

4.4. Phdn tich hdi quy b^i 
Cac gia thuyd't mdi dat ra nhrf sau: 
- Hp Cdng nghd vd Mua bdng cd quan hd ciing 

chieu vdi srf hai long cua khach bang. 
- Hj. Sdn ph^m vd Giao bdng co quan he ciing 

chidu vdi sif hai long cua khach bang 

Bang 5. K§'t qua ptidn tich he so' Cronbaeh's Alpha cua 2 nhdn to' CNMt̂  vd SPGH 

Bien quan sat 

CNMH 

MH1 

MH2 

MH3 

MH4 

CN1 

CN2 

CN3 

Bien quan sat 

Yeu to SPGH 

SP1 

SP2 

SP5 

GH2 

GH3 

Tmng btnh thang do 
neu ioai high 

Phuong sai thang do 
n ^ ioai bien 

CronbachsAlpha = 0,798 

22,629 

22,389 

22,317 

22,305 

22,665 

22,593 

22,647 

Tmng binh thang do 
neu ioai bien 

13,584 

14,143 

13,881 

14,093 

13,911 

13,737 

14,712 

PhUdng sai thang do 
neu loai bilTn 

CronbachsAlpha = 0,731 

15,575 

15,551 

15,659 

15,557 

15,455 

6,390 

6,755 

7,033 

6,851 

6,201 

Hesotuong quan 
bien tong 

Cronbach'sAlpha 
n ^ loai b i^ 

Sobl§'n=7 

0,573 

0,569 

0,595 

0,499 

0,522 

0,475 

0,480 

H^sfftuangquan 
bi^t6ng 

0,763 

0,765 

0,760 

0,777 

0,773 

0,784 

0,780 

Cronbach'sAlpha 
neu ioai b i^ 

Sobien = 5 

0,524 

0,512 

0,371 

0,478 

0,584 

0,672 

0,678 

0,732 

0,690 

0,648 

Ngudn: Ke't qud xH ty til SPSS 

264 So 1 -Thang 1/2019 



KINH DOANH 

- H3: Hd ttd va xuc tten cd quan he eiing chidu 
vdi sff hai long cua khdch hdng 

- H4: Gia cd cd quan be ciing chidu vdi sff bai 
long cua khach bdng 

- H5: Niem tin cd quan be ciing chieu vdi sff hai 
long cua khdch hdng 

Vdi md hinh gdm 5 nhan td da drfde dieu ehinb, 
tdc gia se tie'n hanh kidm dinh bang phrfdng phap 
hoi quy da bidn de xde dinh mffc dp tac ddng cija 
cac nhan td dd'n sff bdi Idng cua khach hdng mua 
sdm online tten dia ban Thanh phd' Ho Chi Mmh. 
Nghidn cii^ thrfc bidn phep hdi quy da bid'n bdng 
phrfdng phap Enter thdng qua phan mem SPSS 20.0 
vdi 5 nhdn td' ddc lap ttong md hinh bid'n phu thudc 
la Sff hai Idng cua khach hdng. Phrfdng trinh hdi 
quy drfde xdy drfng cd dang nhrf sau: 

HL = Bo + Bi*CNMH + B/SPGH 
+ B3*HTXT + B / G C + Bs*NT + e 

Trong dd: 
B :̂ Hang so'; BJ: Cache so'hdi quy (i= 1,2, 3,4, 

5); Cdc bie'n dpc lap CNMH, SPGH, HTXT, NT, 
GC dai didn cho 5 nhan id eua md hinh lan Irfdt la: 

Cdng nghe vd mua hang, Sdn pham va Giao hang, 
Hd trd xuc tie'n, Niem tin, Gid ed. Cung vdi bid'n 
phu thupc HL dai didn cho Srf hdi long cua khdch 
hang kbi mua sam ttrfe tuye'n tai website Tiki. Cae 
gia tti dai dien la gia tri trung binh (Mean) cffa 
nhdn td'. Md binh drfde ihrfc hidn phep hdi quy 
tuydn tinb da bien bang phrfdng phdp Enter va thu 
kd't qud drfde nhrf Bdng 6. 

Thrfdc do srf phia hdp cua md hinh tuye'n tinh la 
be so' xdc dinh R- dd'i vdi md binh tuyd'n tinh ddn 
vd R̂  bidu chinh dd'i vdi md hinh tuye'n tinb bdi. 
Md hinh hdi quy mye'n tinh da bid'n cho kd't qud gia 
tri R̂  bidu chinh la 0,499 ngbia la cac nhan Id' dpc 
lap da gidi thich drfde 49,9% srf bid'n thidn cua bie'n 
phu thudc. Kiem dinh trf trfdng quan giffa cae bie'n 
trong md hinh bdng kidm dinh Durbin - Watson 
cung eho gia tri 1,902 la kha gan vdi 2 nen md hinh 
cd thd chd'p nhdn la khdng xay ra hien trfdng trf 
trfdng quan (Wilson vd Keating, 2002). Kiem dinh 
F cho gid tn 34,093 va Sig. ta 0,000 (nhd bdn 5%) 
cd nghia la vide kd't hdp giffa cac nhdn id trong md 
hinh ede nbdn td gidi thich dffde sff thay doi cua 

R 

0,717a 

R= 

0,514 

Bang 6. Ket qua phan tich hoi quy tuyen tinh da bien 

R̂  hl§u chinh 

0,499 

Sai so tieu chuan cua udc luong 

0,554 

Kiem dinh Durbin-Watson 

1,902 

Cach^so 

Hang so 

CNMH 

SPGH 

HTXT 

GC 

NT 

H$ so chua t'eu chuan 

B 6$ i$ch chuan 

-0,558 

0,370 

0,308 

0,037 

0,185 

0,243 

0,340 

0,087 

0,086 

0,065 

0,074 

0,069 

H$ so tieu chuan 

Beta 

0,290 

0,245 

0,035 

0,171 

0221 

t 

-1,643 

4,265 

3,584 

0,575 

2,491 

3,544 

Sig-

0,102 

0,000 

0,000 

0,566 

0,014 

0,001 

Tltdng l<e da cQng tuyen 

Dung sai 

0.651 

0,643 

0,803 

0,641 

0,776 

VIF 

1,535 

1,554 

1,246 

1,561 

1,288 

'gudn: Ki't qui xi ly tit SPSS 

Bang 7. Kiem dinh ANOVA 

H6I quy 

Phlndu 

long cOng 

long binh phuong 

52,369 

49,461 

101,830 

B^ctUdo 

5 

161 

166 

Tmng binh binh phUdng 

10,474 

0,307 

F 

34,093 

Sig. 

0,000b 

Nguon: Kel qud xdly tif SPSS 

S o l -Thang 1/2019 265 



TAP CHI CONG IHtfdNC 

bien phu thudc vd chffng id md binh hdi quy tuyen 
tinb da bid'n dffdc xdy drfng la phff hdp vd cd the sff 
dung drfde. 

Bang kd't qud cdc hd sd hdi quy tuyd'n tinh cho 
thd'y gid tri VIF (Variance Inflation Factor) ddu nhd 
hdn 2 ndn cac bid'n ddc ldp kbdng cd quan he chdt 
ehe vdi nhau, chffng td cdc nbdn id ttong md hinh 
deu kbdng bi da cdng tuyd'n. Gid tri Sig. cffa cdc 
bid'n CNMH, SPGH, GC vd NT ddu be bdn 0,05 
cho thay 4 bidn drfa vdo nay deu ed y ngbia vd mat 
thd'ng kd vdi mrfc y ngbia 5%, nhff vay 4 bid'n ddc 
lap ttong md hinh cd quan he ddi vdi bien phu 
thupc la "Sff hdi long". Gid tri Sig. cua bidn HTXT 
bang 0,566 Idn hdn 0,05 cho thd'y bie'n nay khdng 
cd y nghia ve mat thd'ng kd, nhrf vdy bid'n dpc lap 
HTXT kbdng cd quan bd vdi bid'n phu thudc "Srf 
bai long". Tff do, md binh hoi quy drfde xac dinh 
vdi 4 nhan id dpc lap nhrf sau: 

HL = -0,558 + 0,370*CNMH + 0,308*SPGH 
-)- 0,185*GC + 0,243*NT 

Mffc dd anh hrfdng cua cdc nbdn td ddc ldp phu 
thupc vao be so' Beta. Nhan td vdi be sd Beta cang 
cao thi mrfc dp tde ddng den sif hai long eua khdch 
hdng cdng nhieu. Trf ke't qud thu drfde, la nbdn thd'y 
srf hai long cua khdch bdng mua sam online ttdn 
dia ban Thanh pho Ho Cbi Minh chiu tac ddng eua 
cae nhdn td theo mrfc dp gidm dan eua yd'u Id' Cdng 
nghe va Mua hang (Beta = 0,370), San pham va 
Giao hdng (Beta = 0,308), yd'u id'Niem tin (Beta = 
0,243) vd cud'i eiing la yd'u to Gid cd (Beta = 0,185). 

5. Kd't luan va ham y quan tri 
S.l.Keilugn 
Nhdn to "Cdng nghd va Mua hang" la thanh 

phin cd bd sd beta eao nha't la 0,370. Day la nhdn 
id tde dpng nhieu nhd't de'n srf hdi long eua khdch 
hang. Ye'u td cdng nghe va quy trinh mua hdng la 
ye'u Id' gdp phan giffp khach hang cd drfde ttdi 
nghidm hodn bdo nhd't khi mua sam online. Nd'u 
khdch bang gap khd khan trong mua sam online vi 
trd ngai irong yeu tdcdng nghd va trong quy trinh 
mua hang tbi kbi dd khach hang se khd quay trd 
lai mua sam nhffng Ian tiep theo. Theo nhff ke't 
qud khdo sat, mua sam online da lam hdi long 
khdch hdng d phffdng dien dem dd'n cho ho trdi 
nghidm thao tdc ddt mua bang dd ddng cung nhrf 
eung câ p dffdc nhidu phrfdng thrfc thanh toan phii 
hdp, nhanh chdng (GTTB eua MH3 la 3,9400 vd 
MH4 la 3,952). 

Nhan to' "San pham vd Giao hdng" cd mffc dp 
anh hffdng iffdng ddi Idn vdi cbi sd Beta 0,308, 
Cac san pham mua sam onhne phong phu, da 
dang va phu hdp vdi khach hdng hay khdng, vi6c 
giao bdng cd nhanh chdng vd chuan xdc hay 
kbdng deu tac dpng de'n sff hdi long cffa hp. 
BChdch hang se bai Idng nhieu hdn ne'u nhdn dffdc 
dung san pham minh chpn mua mpt cdch nhanh 
chdng, san pha'm thffc te' nhdn dffde dung hoac lot 
bdn nhrf nhffng thdng tin qudng cdo online. Ngffdc 
lai ndu khi sdn pham dffdc giao khdng dung hoac 
chdm tie, cha't Iffdng khdng nhrf ky vpng eua hp 
kbi tim bieu tren website, khdch hdng se thd't 
vpng, gidm srf hdi Idng, hay anh hrfdng dd'n niem 
tin trong cdc \i.n mua bang sau do. Theo kdt qua 
khdo sdt, gid tti binh quan cac thang do thupc 
thanh phan nay deu cao, dac biet Id thang do san 
pham drfde giao cdn nguyen ven, khdng brfhong 
ttong qua trinh van chuyen drfde khdch hdng danh 
gid rd't cao (GTTB la 3,994) tffc ngrfdi dung noi 
chung gin dat drfpc mffc hai long 

Nhan td "Nidm lin" cd mrfc dp tac ddng dd'n sff 
hdi Idng cffa khdch hang xe'p thrf 3 vdi he sd Beta 
0,243. Hidn nay, viec mua sam online cd nhffng ffii 
diem vd thdi gian, gid cd... nhrfng cung cd mdl bd't 
cap Idn dd la khach bang khd cd thd kidm tta drfcic 
thdng tin ve sdn pham qua cdc dff lidu sd'bda, hoan 
todn cd the ehinh sffa dffde tten Internet. Khach 
bang se cam thd'y hdi long bdn neu mua sam online 
tai cac website uy tin ma hp tin tffdng. Ngodi ra, cac 
binh luan tdt bay xd'u cua khdch hang da mua cung 
nhff so' Iffdng ngffdi tham gia mua eung dnh hffdng 
dd'n vide mua sam online cffa khdch hang, khie'n hp 
thdn ttpng hdn ttong vide chpn mua cdc san pham. 
Nhin chung, gid In ttung binh cffa cdc thanh phin 
ttong thang do ndy edn kha thd'p. Khdch hang hidn 
nay van chffa ed niem tin vdo nbi?ng binh luan cua 
khach hang tffng mua sdn phim trffdc dd, cung nhff 
chffa tin vdo thdng tin so Irfdng ngrfdi mua va chat 
Irfdng cua sdn pham tifdng ffng (GTTB cua NT2 Id 
3,431 vaNT3 la 3,449). 

Nhdn td' "Gia ca " cd anh hffdng dd'n sff bai long 
vdi bd sd Beta 0,185. Gid cd chinh la mdt ttong 
nhffng diem thu hut khdch hdng khi lffa chpn hinh 
thffc mua sam onhne. Trong tiifdng hdp eae ye'u id 
khae khdng ddi, gid cd san pham cang gidm thi 
khach hang se cang cdm thay hdi Idng hdn vi hp 
tidi kidm drfde mdt khodn tien Idn hdn. Tuy nhien, 
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nd'u gid ed gidm khie'n ehd'l Irfdng hang hda cung 
giam theo tbi kbi dd khdch hang se cam tha'y thd't 
vpng vd kbdng hai Idng. Theo ke't qud khdo sdt, 
khdch bang hidn nay ddnh gid cao cac nha bdn le 
CO thrfdng xuydn cd chrfdng tnnh giam gid cho sdn 
phd'm (GTTB cffa GCl Id 3,856). Tuy nhien, nhffng 
san pham drfde giam gia eua cdc nhd ban le vdn 
chffa drfde khdch hdng chpn mua nhidu (GTTB cua 
GC2 la 3,527 va GC3 la 3,551). 

5.2. Hdmy qudn tri 
Ve nhdn to "Cdng nghe va Mua hang": Thdng 

qua kdt qud nghidn cffu, cd the thd'y thdnh phan 
cSng nghe va mua bang la thanh phan lac ddng 
nhidu nhd't dd'n srf bdi long cua khdch bdng klu mua 
sam trrfc tuyen. Vi vdy, cae nha ban le can eai thidn 
hieu qua tim kid'm thdng tin, cai thidn ffng dung 
Tiki tim kiem va mua hdng tten di dpng. 

Vd nhdn td "Sdn phdm va Giao hang": Cae nha 
bdn le cin duy tn phdt trien danh mue sdn pham 
eiing nhrf eai ttd'n thdm yd'u td' giao hdng thdng qua 
mdl so' bien phap nhrf dau trf nghien cffu thi irrfdng, 
chpn dd'i tac giao hang chuyen nghiep vd ddng tin 
cdy, tich crfc lang nghe phdn hdi tff khdch hdng vd 
thrfdng xuydn kidm tta chit Irfdng ngudn bang. 

Ve nhdn td "Nidm tin": Cae nhd ban le can thrfc 
hidn bd ttd khdch hdng nhff chdm sdc khach bang, 
tff vd'n qua didn dan, ttang mang xa hpi,... 

vd nhdn to' "Gid ca": Cdc nhd bdn le cin xdy 
dffng eho minh nhffng chinh sach gia ea du hap dan 
vd canh tranh de thu hut va ldm thda man khdch 
hang nhff khuydn mai va gidm gia,... Vi the, vide 
nghidn cffu vd xdy drfng chid'n Irfdc gid td't la didu 
can thid't de ndng cao srf thda man cua khach hang, 
ddng thdi tang tinb eanh ttanh cua minh • 
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ABSTRACT: 
This study focuses on analyzing factors affecting the customer satisfaction in online 

shopping in Ho Cbi 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, trust, purchase, deUvery, support and promotion 
services. This study used both quantitative research and quahtative research metiiods. The 
survey of this study was carried out via two channels including direct and online channels. 
There were 167 valid questionnattes collected from customers who made at least one 
ttansaction in online shopping. The collected data were analyzed by SPSS 20.0 software. The 
study used the method of measuring scales with the Cronbaeh's Alpha to eliminate unsuitable 
variables in the research process. After using the Cronbaeh's Alpha to test the reUability of the 
measuring scale, satisfactory variables were analyzed by the Exploratory Factor Analysis 
(EFA) in order lo 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 Mmh City are teclinology, purchase, product, deUvery, trust and price. 

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

268 So 1 -Thang 1/2019 




