
QUAN LY KINH TE 

Moi quan he cua danh tieng, nhqn thirc rui ro, 
long tin va hanh vl mua trtJc tuyen 

HOANG THI P H l / d N G THAO 

LE NGUYEN BINH MINH 

^tJI ong bdi cdnh thifdng mai dien t^phdt trien, nghien cdu ndy tim. hieu moi quan he cua 
%£S^ danh tie'ng, nhdn thdc rui ro vd long tin, tdc dgng cua nd den hdnh vi mua sam trife 

tuyen. Nghien cdu khdo sdt 594 dd'i tifdng ngddi tieu diing trde tuyen khdc nhau, sd dung cdc ky 
thuat phdn tich dinh Idpng de kiem dinh cdc moi quan hi trong mo hinh nghien ciiu. Kei qud 
cho thay, hdnh vi mua bi tdc dgng bdi long tin, danh tie'ng vd nhan thdc rui ro; dieu ndy se giup 
nhd bdn le trde tuye'n mdi ndi ua dang phdt trien d Viet Nam hieu ddctc tdm quan trgng cua cdc 
ye'u to ndy vd co gidi phdp de ndng cao hieu qud kinh doanh tren website cua minh. 

Tie khoa : mua hdng trde tuyen, nhd bdn le triic tuyen, hdnh vi mua, long tin, danh tieng, 
nhdn thdc rui ro. 

1. Gidi t h i eu 

Nghi dinh 57/2006/ND-CP ve thiidng 
mai dien iii do Chinh phu ban hanh nam 
2006 (sau dudc thay the bSi Nghi dinh so' 
52/2013/ND-CP nam 2013), da "tao dieu 
kien va cd hpi phat trien cho cac doanh 
nghi§p tham gia kinh doanh va buon ban 
thong qua mang internet. Theo ket qua khao 
sat cua VECOM cho tha'y, to'c dp tang trUclng 
nam 2017 so vdi nam trudc u6c tinh tren 25%. 
Nhieu doanh nghi§p cho biet, to'c do tang 
triicing nam 2018 se duy tri cf miic tUdng tu. 
Do'i vdi Iinh viie ban le triic tuyen, thong tin 
txi hang nghin website thUdng mai dien iii 
cho tha'y ty IS tang tru6ng doanh thu nam 
2017 tang 35% (VECOM, 2018). 

Theo nghien ciiu thi trUcJng Viet Nam 
cua Wearesocial (2019), nam 2019 co 96,9 
trieu ngu6i, trong do 2/3 \k ngiicii dilng 
internet, tang hdn ban so vdi so' ngUdi dung 
la 35% (nam 2016). Thdi gian truy cap 
internet trung binh la 6,42 gid/ngay tren 
cac thiet bi, 87% ngiicfi dung internet co tim 
kiem thong tin ve san phgira tren mang 
ciing nhu ghe tham cac t rang website ban 
le t rue tuye'n, 77% ngufii dung internet 
tUdng dUdng vdi khoang 50 trieu ngUcJi co 
mua sam san ph^m t ren mang, so v6i nam 

2017 thi chi co 39% ngUcfi dung internet 
tiing mua hang qua mang. NhU vay xu 
hudng mua hang trUc tuyen se con tiep tuc 
tang trUdng trong tUdng lai, khi so' ngudi 
diing internet gia tang ciing nhU viec mua 
hang true tuyen tr6 nen pho bie'n hdn. 

Mpt so' nghien ciiu cho tha'y, gia tri ciia 
long tin se anh hu3ng dg'n quyet dinh mua 
cuoi cung giiia ngUdi mua va ngu6i ban 
(Buttner va Goritz, 2008; Gupta, Yadav va 
Varadarajan, 2009). Theo Li, J iang va Wu 
(2014), long t in co vai tro quan trpng doi 
vdi nha ban le, dac biet la trong moi trUdng 
true tuyen so vdi hinh thiic t ruyen thong, vi 
ngUdi tieu diing se cam nhan nhieu rui ro 
hdn (ching han nhu: khong cam nhan dUdc 
si^ hien h^u cua c^a hang, khong the cam 
nam, kiem tra san pham). 

Hien nay, tren thg' gidi c6 nhieu nghien 
ciiu ve long tin, trong 5 nam qua co hdn 
70.000 nghien ciiu m6i nam vg khai niem 
nay. Ngoai ra cung c6 nh i lu nghien cUu lien 
quan den khai niem long tin va tac dong cua 
no de'n hanh vi mua trUc tuyen trong b6'i canh 
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Md'i quan he cua danh tieng 

nen kinh tg' so va thUdng mai dien tii dang 
phat tri^n manh me cl Viet Nam. Nghien ciiu 
nay tim hieu tac dpng cua danh tie'ng, nhan 
thflc rui ro den long tin va tac dong ciia cac 
khai niem nay den hanh vi mua trUc tuye'n 
cua ngUdi tieu dung, nham giup cho cac nha 
ban le trUc tuyen hieu dUdc t^m quan trpng 
trong viec xay diing long tin thong qua cac 
boat dpng gay diing danh tie'ng cua website, 
giiip giam nhan thiic ve rui ro va cung co' long 
tin cua ngudi tieu diing de co the thiic day 
ngUdi tieu diing mua s^m tr§n website cua ho. 

2. Cd sol ly thuyet va mo h i n h nghien cufu 
Nghien cUu nay diia tren nen tang ly 

thuyet ve hanh vi mua, ly thuyet hanh vi 
hoach dinh va long tin de tim hieu va phan 
tich budc khach hang xem xet va ra quye't 
dinh mua hang tren cac website cua nha ban 

le. Nghien cilu xet boi canh lan mua ddu tien 
cua khach hang vdi website, do d6 khach 
hang chua co kinh nghiem mua sSm vdi 
website trUdc do. 

2.1. Cdc nghien ciiu ve long tin vd 
hdnh vi mua sdm 6 Viet Nam 
Cac nghien ciiu gan day 3 Viet Nam ve 

long tin va hanh vi mua cho tha'y, mo'i quan 
tam cua cac nha nghien ciiu ve khai niem 
long tin va tac dpng cua nd den hanh vi mua 
cua ngUdi tieu diing triic tuyen. Bang 1 td'ng 
hdp cac nghien ciiu trUdc ve long tin va mua 
sam triic tuyen cho thay, c6 nhieu nghien 
ciiu tim hieu ve tac dpng cua long tin den 
hanh vi mua triic tuye'n; tuy nhiSn, c6 it 
nghien ciiu xem xet tac dpng ciaa khai niem 
cua danh tieng va nhan thiic rui ro trong mo 
hanh nghien ciiu. 

BANG 1: Tong h d p m o t so n g h i e n ci iu d Viet N a m ve long t i n va m u a s^m tri^c t u y e n 
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Ngudn: Tac gia l6ng hop. 

2,2. Long tin 
Long tin la niem tin rkng doi phUdng se 

hanh dpng dung miic (Zucker, 1986), co dao 
diic (Hosmer, 1995) va nghi den ldi ich chung 
(Kumar va epng sii, 1995; Gefen va cong sii, 
2003). Long tin la viec tin tudng rang do'i 
phiidng se thUc Men d^y du cac cam ket va 

nghia vu cua minh (Rotter, 1971; Luhmann, 
1979), hay co niem tin mpt each tong quat 
rang doi phUdng la ngitcii dang tin cay (Gefen 
va cong sii, 2003). Long tin trong m6i trUcJng 
trtic tuyen noi ve sii phu thuoc cua nhiing do'i 
tUdng hiiu quan v6i cac boat dpng kinh 
doanh cua doanh nghiep trong moi trudng 
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Moi quan he cua danh tieng ... 

triic tuyen thong qua website ciia ho (Kim, 
2012; Kim va Peterson, 2017). Ldng tin vao 
nba ban le triic tuye'n la viec ngudi tieu dung 
true tuyen truy cap va cac website ciia nba 
ban le de tim kiem san pham, tin tudng va 
dat mua san ph^m tren cac website nay. 

NgUdi dat long tin co the bo qua va khong 
CO ly do de tin tuSng rapt do'i tUdng ma hp 
khong biet, trong mpt so trUdng hdp, hp ciing 
c6 the mao hiem nhung khong he c6 long tin 
(Lewis va Weigert, 1985). Moi ca nhan khac 
biet trong viec hinh thanh long tin cua minh, 
theo Luhmann (1979), cd sd nhan thdc cua 
long tin la chi c6 the tin tudng nhiing gi co 
the tin dUdc. Ngoai ra, theo Lewis va Weigert 
(1985), long tin ciing dUdc xay diing tren cd 
sd cam xiic, nd la mpt phan bo sung cho cd sd 
nhan thUc, the liien sii gSn ket ve mat cam 
xiic giiia cac ben trong mo'i quan be. Do do, 
khi vi pham long tin co the gay anh hudng ve 
mat cam xtac va mo'i quan he giiia cac ben 
mpt each nghiem trpng. 

Nghien ciiu cua Kim (2012) phan ra long 
tin ban dau va long tin tie'p diln, trong d6 
hanh dpng mua hang ldn dau tien la cot moc 
de phan loai long tin la ban dau hay tig'p dien 
va ye'u to' quan trpng de hinh thanh long tin 
tie'p diln chanh la sii thda man doi v6i san 
ph^m, dich vu sau lan mua dau tien, neu 
khach hang khong thoa man hp se ma't long 
tin. Long tin tiep diln la sU tin tudng tie'p tuc 
vao kha nang va sii cam ke't cua nha ban le 
tnic tuyg'n. 

2.3. Danh tieng vd ldng tin vdo nhd 
bdn le trde tuye'n 
Danh tieng la viec nhan thiic cua ngudi 

tieu dung ve sU trung thiic, nang lUc thiic 
hien theo cac cam ke't va uy tin cua doanh 
nghien trong cac giao dich vdi khach hang 
(Doney va Cannon, 1997). Mpt website co 
danh tieng va uy tin tot se co dUdc long tin 
ciia khach hang ng'u c6 thg' thiic hien dung va 
diy du theo cac cam kg't da dUa ra. Danh 
tig'ng mpt mat giiip tang niem tin cua ngudi 
tieu dung va nba ban le, nhung mat khac nd 
Cling giiip lam giam nhan thiic rui ro va 

khie'n khach hang tin vao quyg't dinh cua hp^ 
(Casalo, Flavian and Guinaliu, 2007). Mot so 
nghien cUu trUdc day cho thay danh tieng co 
nhiing tac dpng nha't dinh vdi long tin (Jm, 
Park va Kim, 2008) ciing nhU hanh vi mua 
(Ert, Fleischer va Magen, 2016). 

Tif ket qua trong cac nghien ciiu trUdc, cac 
gia thuygt ve moi quan he giiia danh t ie i^ 
vdi long tin ban d^u, riii ro cam nhan va 
hanh vi mua cua ngUdi tieu dung triic tuyg'n 
dupc de" xua't nhu sau: 

HI : danh tie'ng website tac dpng nghich 
chieu deh nhsin thiic rui ro ciia ngUcfi tieu 
diang. 

H2: danh tig'ng website tac dpng thuan 
chieu de'n long tin ciia ngUdi tieu diing. 

H3: danh tig'ng website tac dpng thuan 
chieu dg'n hanh vi mua cua ngUdi tieu dung. 

2.4. Rui ro va long tin vao nhd ban le 
true tuyen 

Nhan thiic ru i ro la trUdng hdp ngUdi 
tieu dung nghi vg" ca.c ket qua xa'u khong 
mong ddi se xay ra trong giao dich triic 
tuye'n vdi ngUdi ban (Kim, Ferrin va Rao, 
2008). Theo Corbitt, Thanasanki t va Yi 
(2003), nhan thiic rui ro ton tai , do do long 
tin se xua't hien va co vai t ro dieu hda va 
giam nhan thiic ve rui ro cua ngUdi tieu 
diang. Long tin can thie't trong nhiing tinh 
huong CO tiem ^n rui ro, do do can khach 
hang dat long tin vao doi tac (Cheung va 
Lee, 2006). Nhu vay c6 the thay, rui ro 
ciing CO the ton ta i song song vdi long tin va 
tac dpng dg'n long tin. Ngoai ra, nhan thiic 
riii ro cung c6 the dong vai tro nhu khai 
niem nhan thiic kiem soat trong mo hinh 
hanh vi hoach dinh ciaa Ajzen (1991) theo 
tac dpng nghich chieu, tiic la nhsin thiic riai 
ro cam nhan nhieu se lam giam kha nang 
thiic hien hanh vi ciia ngudi tieu diing 
(thuc hien viec mua sSm triic tuyg'n) Ti? d ' 
binh thanh gia thuye't vg" moi quan he eiij 
riii ro va long tin nhu sau: 

H4: nhan thiic rui ro tac dpng n„Vi" h 
chilu de'n long tin cua ngUdi tieu dung. 
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Moi quan he cua danh tieng 

H5: nhan thiic rui ro tac dpng nghich 
chieu dg'n hanh vi mua cua ngUdi tieu diang. 

2.5. Long tin vd hdnh vi mua 
Theo Kotler va Armstrong (2012), hanh 

vi tigu diing la nhiing hanh vi cu the cua 
mpt ca nhan khi thiic hien cac quye't dinh 
mua sflm, sil dung va tii bo san pham, dich 

vu. Hanh vi tieu dung la nhiing suy nghi, 
cam nhan va hanh dpng dign ra trong qua 
tr inh ra quye't dinh mua sdm hang hda, 
dich vu cua ngUdi tieu dung dudi sii tac 
dong qua lai cua cac yg'u to' kich thich tU 
moi trudng ben ngoai va qua tr inh tam ly 
ben trong ciia ho. 

BANG 2: N g u o n t h a m k h a o t h a n g do cho cac k h a i n i e m n g h i e n cijfu 

Danh tieng cua nha ban le true tuyen 

Website X Ik trang ban h ^ g online duoc nhi^u ngUcii bitft den 

Website X dirac biS't 6£n la trang b3n h&ng online thanh c6ng 

Website X duoc bi£t den \k trang ban hJlng online uy tin 

Website X daac biŜ t den Ih thuong hieu quen thuoc 

Su tin tuang nha b^n le t rue tuyen (trudc khi mua) 

Toi CO ni^m tin manh me vko website X 

TOi tin tuong vko su trung thUc cua website X 

Toi tin ring cac gal y cua website Ik pha hop va dang xem xet 

T6i tin r^ng website X c6 dii kha nSng d^p ilng nhu c^u ve san ph^m vk djch vu ma 
toi mong dcfi 

Riii ro trong mua s i m true tuyen 

Theo toi mua sam qua mang tiem in rui ro hem so vdi c3c hinh thiic mua sim truydn 
thong 

T6i cho rang co nhieu rui ro liSn quan dtfn v'ltc mua s4m tren c^c website ban le true 
tuyen 

Theo t6i viec mua sam san p h ^ true tuyen l i mot quyfî t dinh co tfnh mao hiem 

Hanh vi mua true tuye'n (lan dau) 

Sau khi lira chon san phfim t6i da dat hang online 

Toi da !ua chon g6i giao hkng phii hop vdi nhu cSu do website X cung ca'p 

T6i da chgn phuang thtix; thanh to^n phu hap cho dan hkng dSu tifin 

Toi da c6 giao dich thanh cdng vdi dan hang dSu tien 

Nguon tham khao 

(Brown va c6ng sU, 2(M)8; 
Kim va cong sir, 2009; 
Kim, 2012; Koufaris vk 
Hampton-Sosa, 2004) 

(EastiickvaLotz, 2011) 

(Jarvenpaa vk cong su, 
2000) 

(Bearden va Netemeyer, 
1999) 

Ngudn: Tac gia kha 

Cd nhieu nghien ciiu t rong moi trUdng 
dign tii da chiing minh dUdc moi quan he 
giiia long tin va y dinh h a n h vi (y dinh 
mua va y dinh mua lap lai) (McKnight, 
Choudhury va Kacmar, 2002), hay n h u 
trong bang 1 torn t a t mot so' nghign ciiu cl 
Viet Nam cho tha'y, co nhig"u nghien ctiu 
mo'i quan he giiia long tin va hanh vi mua 

1 sat va t6ng hap. 

hang triic tuyen. Nhu vay, gia thuyat ve 
mo'i quan he cua long tin va hanh vi mua 
dupc de" xua't nhU sau: 

H6: long tin tac dpng thuan chig"u dg'n viec 
mua cua ngUdi tieu dung. 

Cac thang do dUdc dung do ludng cho 
cac khai niem nghien ciiu dUdc tham khao 
va hieu chinh txi cac nghign ciiu trUdc. 
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3. Dii l i eu va ph i iCng p h a p n g h i e n 
ci iu 

Nghien ciiu sii dung phUdng phap dinh 
ludng vdi bang cau hoi khao sa t dUdc g'^i 
dg'n nhiing ngudi c6 mua hang triic tuye'n. 
Cac thang do trong bang cau hoi khao sat 
chu ye'u diia t ren cac nghien ciiu trUdc 
nhu da tr inh bay trong phan cd sd ly 
thuye't va dUpc die'u chinh lai cho phu hdp 
hdn vdi thi trUdng Viet Nam. Bang cau 
hdi khao sat gom 3 phan: phan gan Ipc va 
thong tin mua sam t rue tuyg'n, phan do 
lUdng cac khai niem nghien cUu chinh, 
ph^n thong tin ca n h a n ciia ngUdi t r a ldi. 
Cac thang do ludng cho cac kha i niem dua 
t ren cac nghien ciiu trUdc, cac thang do 
nay da dupc hieu chinh cho phii hpp hdp 
vdi ngudi dung d th i trUdng Viet Nam. 
Bang cau hoi khao sat gom: 500 ban giay 
dupc giii de'n nhiing ngUdi t ieu diing triic 
tuyg'n trong cac cong ty, trUdng hpc; 350 
ban dUdc thie't kg' trgn mang va giii bang 
email den cac nhom cong dong mang va 
nguoi dung t ren cac mang xa hoi de khao 
sat triic tuyg'n, moi nhdm cong dong mang 
c6 trgn 1000 thanh vign. 

Theo de xua't so' lUpng m l u cho phan 
tich hoi quy (EFA) hoac mo hinh ca'u triic 
tuye'n t inh (SEM) can m l u to'i thieu la 
300. Theo quy tic kinh nghiem m l u can 
cho cac phan tich tii 300-500, hoac theo 
nguygn tac 1 chi bao can co 5 quan sat 
(Bollen, 1989; Green, 1991), hay quy tic 
5k dUdc Hair de xua't (Hair va cong su, 
2014). Ne'u theo quy tdc 5k thi vdi 15 chi 
bao c l n thu thap it nha't 75 bang t ra ldi 
cua dap vien; tuy nhign, de dii so lupng 
riilu can thig't cho cac p h a n tich sau, 
nghien ciiu nay dat ra muc t ieu so' mau 
can thie't la 500 (gom nhiing ngudi cd mua 
s i m true tuye'n t r a ldi cac bang cau hdi). 

Cac so lieu thu t h a p dUpc dua vao 
phan tich va xii ly t r en p h i n mg"m SPSS, 
nhu thong ke m l u va dac diem ca n h a n 
ciia ngUdi t r a ldi, h a n h vi mua s i m triic 
tuyg'n. P h a n tich n h a n to khang dinh 

(CFA), tbong qua phan tich CFA va mo 
hinh do ludng giup danh gia ve gia tri hpi 
tu, phan biet, t in cay va noi dung cua 
thang do, sau do p h a n tich moi quan he 
ciia cac khai niem nghien ciiu vdi md hinh 
ca'u t rue tuyg'n t inh (SEM), thong phan 
tich SEM se giiip kiem dinh cac gia 
thuyg't ve eac mo'i quan he trong mo hinh 
nghien ciiu. 

4. K e t q u a v a t h a o l u a n 

Ke't qua khao sa t thu dUdc 694 bang 
t ra ldi, sau khi loai cac bang cau hoi 
khong da t yeu cau so' lUdng quan sa t con 
lai la 594 quan sat , t rong do co 35,4% la 
nam, 64,6% la nii. Dp tuoi tii 19 tdi 24 
chie'm 61,1%, do tuoi tii 25 tdi 30 chie'm 
21,7%, va tii 31 tdi 40 ehie'm 11,1%, so'cdn 
lai la dudi 18 tuoi va t ren 41 tuoi chie'm 
6,1%. Do'i tupng c6 thu n h a p dudi 5 tr ieu 
dong chig'm 46,3%, tvr 5 tdi 10 t r ieu dong 
chie'm 24% va tii 10 dg'n 15 t r ieu dong 
ehie'm 12,5%, nhdm do'i tUdng co thu nhap 
t ren 30 t r ieu dong chi chie'm 2,7% (bang 
3). 

Trong mo hinh tdi ban, cac khai niem 
dUdc tu do tUdng quan vdi nhau de cd bac 
tu do tha'p nha't (Anderson va Gerbing, 
1988). Ket qua p h a n tich dp phu hdp ciia 
mo hinb do ludng cho tha'y mo hinh co 
Chi-square la 322,331 vdi bac tii do la 84 
va c6 gia t r i p-value p < 0,05; tuy nhien, 
mo hinh lai c6 gia t r i Chi-square/df la 
3,837 (nhd hdn 5), cac chi so khac nhU 
CFI (0,954), GFI (0,931) va TLI (0,942) 
deu ldn hdn 0,9 va nhd hdn 1, ehi so Cg" dp 
sai sd cua mo h inh RMSEA dat 0,069 (ldn 
hdn 0,05 nhung tha'p hdn 0,08) Va dUdc 
cha'p nhan, cac tieu chuan danh gia n^y 
dUdc tham khao theo cac mo'c danh e i ' 
cua (Hu va Bentler , 1999), vi vay co S ^ 
ket luan la mo h inh ly thuyg't va md h ' h 
do ludng cd dp tUdng thich vdi nhau- n ^' 
ra, cac kha i niem nghien ciiu tro'ng 
hinh do ludng dat dUdc gia t r i hpi t "^° 
phan biet. ' ' ^ 
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BANG 3: Tho'ng ke m a u khao sat 

Gi6i tinh 

Nam 

1 NO 

1 Tuoi 

<19 

19-24 

25-30 

31-40 

1 ^̂  

T^nso 

210 

384 

19 

363 

129 

66 

17 

% 
35,4 

64,6 

% 
3,2 

61,1 

21,7 

11.1 

2,9 

Thu nhHp hang thang 

Dij6i 5 trieu VND 

5-10 Irieu VND 

10-15 trieu VND 

15-20 trieu VND 

20-25 trieu VND 

25-30 trieu VND 

Hem 30 trieu VND 

Tan so 

275 

163 

74 

36 

23 

7 

16 

% 
46,3 

27,4 

12,5 

6,1 

3,9 

1,2 

2,7 

NguSn: Tac gia khao sit va l6ng hap 

Trpng so' chuIn hda cua cac bien do luting 
den khai niem nghien ciiu deu ldn hdn 0,6 va 
deu CO y nghia tho'ng kg vdi p-value nho hdn 
0,05, vi vay cac khai niem nghien cvtu deu dat 
dupe gia tri hpi tu (Bagozzi va Yi, 1988; 
Gerbing va Anderson, 1988; Malhotra va 
Dash, 2011). Bang 4 trinh bay trpng so' hoi 
quy chuan hoa ciia cac bie'n do ludng vdi khai 
niem nghign ciiu, he so' tin cay tdng hdp (CR) 
va phUdng sai trich (AVE). Kg't qua cho tha'y, 
phUdng sai trich cua ca.c khai niem nghien 

BANG 4: Tom tat cac 

ciiu deu ldn hdn 0,5, he sd tin cay td'ng hpp 
cua cac khai niem ciing deu ldn hdn 0,7, nhU 
vay cac thang do cua cac khai niem nghien 
ciiu de"u dat gia tri hpi tu (Bagozzi va Yi, 1988; 
Hair va cgng sii, 2014). Ngoai ra, can bae 2 
gia tri AVE eiia cac khai niem nghign eiiu de"u 
ldn hdn miic dp tUdng quan cua khai niem 
nghien cdu do vdi cae khai niem khac, do d6 
mo hinh do lUdng dat dUpc gia tri phan biet 
giiia cac khai niem nghign ciiu trong mo hinh 
(Hair va cong sii, 2014) (bang 5). 

khai n iem nghien cufu 

Khai niem nghien ciiru 

Hknh vi mua (Mua) 

(AVE 0,619, CR 0,866) 

Long tin (Longtin) 

(AVE 0,690, CR 0,899) 

Nhkn thiic riii ro (Ruiro) 

(AVE 0,667, CR 0,855) 

Danh ti^ng (Danhtieng) 

(AVE 0,593, CR 0,853) 

Cac bien do ludng 

buyl 

buy2 

buy3 

buy4 

initialtrustl 

initial trust2 

initial trusts 

initialtrust4 

perceivedriskl 

perceivedrisk2 

perceivedriskS 

reputation 1 

reputation2 

reputations 

reputation4 

He so' tai nhan to 

0,671 

0,836 

0,847 

0,780 

0,870 

0,895 

0,784 

0,766 

0,855 

0,914 

0,661 

0,778 

0,766 

0,724 

0,810 

Nguon • Tac gia phkn tich vk tong hop. 
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Trgng so' chu^n hoa cua cac bien do ludng 
de"u 16n hdn 0,6 va co y nghia tho'ng kg 
(p<0,05), vi vay cac khai niem nghien cUu dat 
dupc gia tri hgi tu (Bagozzi va Yi, 1988; 
Gerbing va Anderson, 1988; Malhotra va 
Dash, 2011). Bang 4 cho tha'y, phUdng sai 
trich ciia cac khai niem nghien ctiu deu ldn 
hdn 0,5, dp tin cay tong hpp cua cac thang do 
Cling deu ldn 0,7 cho tha'y thang do cua cac 

BANG 5: So s a n h t i idng q u a n giiia cac 

khai nigm nghign ciiu dat tinh tin cay va hdi 
tu (Bagozzi va Yi, 1988; Hair va cong sU, 
2014). Hdn niia, trong bang 5 cho tha'y can 
bac 2 phUdng sai tn'ch cua cac khai niem 
nghign eUu de"u ldn hdn he so' tUdng quan vdi 
cac khai niem nghien cUu khac trong mo 
hinh, vi vSy md hinh do ludng dat dUdc gia 
tri phan biet (Bagozzi, Yi va Philhps, 1991; 
Hair va cgng sU, 2014). 

k h a i n i e m n g h i e n cufu t r o n g mo h i n h 

1. Ruiro 

2. Danhtieng 

3. Mua 

4. Longtin 

CR 

0,855 

0,853 

0.866 

0,899 

AVE 

0,667 

0,593 

0,619 

0,690 

MSV 

0,142 

0,361 

0,361 

0,331 

MaxR(H) 

0,895 

0,856 

0,878 

0,910 

1 

0,817 

-0,286"' 

-0,376'" 

-0,137" 

2 

0,770 

0 ,601" ' 

0 ,527 '" 

3 

0,786 

0,575'" 

4 

0,831 

Ghi chu: =P<0,1,*P< 0,05, **P< 0,01,***P< 
NguSn: T5c gia phan tich s6 lieu. 

Ket qua cho tha'y hdu het cac gia thuyet 
ve" cac mo'i quan he giiia cac khai nigm 
nghien cUu trong md hinh deu co y nghia 
(p<0,05), ngoai trii mo'i quan he cua riii ro 
(ruiro) de'n long tin (longtin) khong c6 y 
nghia tho'ng ke va bi bac bd. Danh tie'ng co 
tac dgng nghich chieu dg'n rui ro (-0,286), 
CO nghia la nha ban le triic tuyg'n co danh 
tie'ng td't se lam giam nhan thdc rui ro 
trong ngudi tieu dung; mat khac, danh 
tie'ng CO tac dpng thuan chi^u dg'n long tin 
(0,532). Nhu vay, khi nha ban le eo danh 
tig'ng tdt sg cung cd' cho long tin ciia ngudi 
tieu dung, ngoai ra, danh tie'ng ciing cd tac 
dpng den thuan chieu den hanh vi mua 
(0,344), tile la danh tig'ng tot ciing se thiic 
d^y viec mua hang ciia ngudi tieu diing 
tren website cua nha ban le (hinh 1). 

Md'i quan he gifla nhan thiic rui ro den 
long tin bi bae bd do gia t r i p>0,05 (gia tri t 
= 0,362, p = 0,717), tuy nhign, moi quan he 
giiia nhan thtic rui ro va hanh vi mua lai 

dupe eha'p nhan (-0,228) va tac dpng nay la 
tac dpng nghich chieu, cd nghia la ne'u 
ngudi tieu diang n h a n thiic rui ro nhieu se 
giam kha nang thiic hien hanh vi mua 
hang cua hp, mo'i quan he nay cd gia tri t = 
-5,766 va p <0,05. 

Ciing gio'ng vdi cac nghien ciiu trUdc 
day, mdi quan he giiia long tin va hanh vi 
mua dupc cha'p nhan vdi gia t r i t = 7,654, 
va CO p<0,05. Tac dpng nay la tac dpng 
thuan chieu vdi miic tac dpng la 0,363. 
MUc dp gi^i thich cho khai niem h a n h vi 
mua qua tac dpng cua n h a n thiie rui ro 
long tin va danh tie'ng la 50%, trong do tac 
dpng cua long tin la ldn nha't, sau do den 
danh tie'ng va riii ro. Khai niem long tin 
trong mo hinh dat 28% mUc do gi^i thieh 
vdi 2 bie'n doe lap la n h a n thiic rui ro va 
danh tig'ng, trong do danh tieng co mtic do 
tae dpng den long tin ldn hdn so v6i rui r 
khai niem nhan thiic rui ro khong c6 ' 
nghia thong ke. ' ^ 
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BANG 6: T o m t a t k e t q u a k i e m d i n h cac gia thuye ' t n g h i e n ciiu 

Gia thuyet nghien cihi 

Ruiro 

longtin 

Mua 

longtin 

Mua 

Mua 

^ 
<r 

<-
^ 
«-
<-

Danhtieng 

Danhtieng 

Danhtieng 

Ruiro 

Ruiro 

longtin 

Trong so 

-0,286'" 

0,532"" 

0,344"' 

0,015 

-0,228"' 

0,363"* 

Gia tri t 

-6,069 

10,953 

6,789 

0,362 

-5,766 

7,654 

Kei qua 

HI; cha'p nhan 

H2:chJfpnhan 

H3: cha'p nhan 

H4: bac bo 

H5' cha'p nhan 

H6: cha'p nhan 

Ghi chti: " P < 0 , 1 , * P < 0 ,05 ,**P< 0 ,01 ,***P< 0,001 

Nguon • Tac gia phan tich vk t6ng hop. 

Khai niem nhan thiic rui ro dUdc de xua't 2 
hudng quan he la tac dpng dg'n long tin va 
tac dpng den hanh vi mua; tuy nhien, trong 
nghien ciiu nay khong cho tha'y tac dpng ciia 
rui ro den long tin, ma chi cd mo'i quan he tii 
riii ro de'n hanh vi mua la cd y nghia thong 

ke. Kg't qua ciia mpt so' nghien ciiu trUdc 
ciing cho tha'y, nhan thiic rui ro co tac dgng 
dg'n hanh vi mua (Pavlou va Gefen, 2004; 
Kim, Ferrin va Rao, 2008; Kim, Ferrin va 
Raghav Rao, 2009; Hsu, Chuang va Hsu, 
2014; Ozpolat va Jank, 2015). 

HINH 1: Mo h i n h n g h i e n ciiu 

Chi-square = 322,331; df = 84, 

P =0,000; Chi-square/df = 3,837 

0,954; GFI - 0,931; TLI = 0,942 

RMSEA-0 ,069 

Hanh vi mua 
R'=50% 

Danh ti&g 

Bang 7 tr inh bay ket qua phan tich tac 
dgng true tiep va gian tie'p ciia cae bign 
trong mo hinh nghign cdu. Ket qua nghien 
cilu cho tha'y, long tin cua ngUdi tieu dung 
triic tuyg'n c6 tong tac dpng la 0,527, trong 
dd tae dpng triic tie'p ciia danh tig'ng la 0,532, 
va tac dpng gian tie'p thong qua rui ro la -
0,004. Hanh vi mua cd tong tac dong la 0,601 

bao gom tac dpng triic tie'p eua long tin, riii 
ro va danh tig'ng, trong dd danh tig'ng co tac 
dpng ldn nha't Ngoai ra, danh ti^ng cung co 
tac dgng gian tie'p dg'n hanh vi mua thong 
qua long tin va rui ro, rui ro ciing ed tac 
dpng gian tie'p thong qua long tin, tuy nhign 
moi quan he cua rui ro de'n long tin khong co 
y nghia thdng ke, do dd cae tac dgng thong 
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qua riii ro eo the xem xet lai. 

BANG 7: Tac dong t r i ic t i ep v a g i a n t i e p 

Bien chju tac dpng 

Ruiro 

Longtin 

Mua 

Bien tac dong 

Danhtieng 

Danhtieng 

Ruiro 

Danhtieng 

Ruiro 

Longtin 

Tac dong 

Tdng 

-0,286 

0,527 

0,601 

True tiep 

-0,286 

0,532 

0,015 

0,344 

-0,228 

0,363 

GMn tUp 

-0,004 

0,257 

0,006 

Ngudn • Tac gia phan tich vk t6ng hap. 

Trong mo hinh nay cd thg tha'y, danh 
tig'ng va long tin cd vai tro quan trpng trong 
vigc tac dgng den hanh vi mua, miic dp giai 
thich cua md hinh cho hanh vi mua eua 
ngUdi tigu diing co miie kha cao (50%). Danh 
tie'ng viia cd tac dpng triic tie'p, vifa co tac 
dpng gian tig'p dang ke den hanh vi mua. 

5. Ket lu£in 

Ket qua nghien eiiu cho tha'y, hau he't cac 
gia thuyet ve cac mo'i quan he giiia cac khai 
niem nghien eiiu trong mo hinh de"u dupc 
cha'p nhan, ngoai trii mo'i quan he tii rui ro 
dg'n long tin khong dUde cha'p nhan. Miic dp 
giai thich eiia hanh vi mua thdng qua cac 
bien (danh tig'ng, nhan thiic rui ro va idng tin) 
trong mo hinh dat mdc 50%, nhU vay miie dp 
giai thfch cua mo hinh nghien ciiu cho hanh 
vi mua triic tuyen la kha to't. 

Ye'u to' danh tig'ng viia cd tac dpng true 
tig'p viia CO tac dpng gian tie'p (thong qua 
long tin) den hanh vi mua ciia khach hang, 
nhu vay cd th^ thEliy, vai tro quan trong cua 
danh tie'ng va long tin trong viec thuc d^y 
hanh vi mua hang tnic tuye'n. Nghien ciiu 
nay da dong gdp thgm hi^u bie't trong viec 
khai niem danh tie'ng khong chi co tac dpng 
triic tie'p ma cdn co tac dgng gian tiep thong 
qua long tin v^ khai nigm long tin se dong 
vai trd nhU la khuye'n khich tnmg gian thiic 
d^y hanh vi mua hang trUc tuye'n. 

Do'i vdi cac doanh nghiep ban le tnic tuye'n, 
nen d^u tu them ngan sa.ch trong vigc xay 
dung danh tig'ng ciing nhU co quy t n n h lam 
viee hudng dê n viec tao dung uy t in cho 
doanh nghiep dd'i vdi khach hang va thi 
trudng, qua do nhieu ngUdi biet den website 
va thu hiit khach hang mdi de'n vdi doanh 
nghiep./. 
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