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UNG DUNG MO HINH SOR GIAI THICH
HANH VI MUA SAM NGAU HUNG
TRUC TUYEN CUA NGUGI TIEU DUNG
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TOM TAT:

Vé6i su phéat tri€n cla thuong mai dién ti (TMBT), mot phin 16n ciia mua s¥m tnfc wyé&n duge
26p phén (i viéc mua sfm ngdu hitng. Do 6, c6 mot sy can thi€t dac biét A€ hi€u hanh vi mua
sim ngdu hing clia ngudi tiéu diing trong b8i cinh tryc wyén, Ngudsi mua sim ngiu hig c6
xu hudng cim thdy khéng thé ki€m sodt dugc dinh hudng va hanh vi cla ho t¥ cAc kich thich
khdc nhau. Nghién citu ndy sit dung md hinh Kich thich tit mdi trudng, chi thé va ddp tng lam
nén tang Iy thuyét &€ gidi thich hanh vi mua s{m ng&u hitng tnfc tuy&h ciia ngudi tiéu ding. Dya
vao cdc nghién citu trubc, nghién cu nay xem xét sy dnh hudng ciia cdc y€u 18 gdm: San phim
s&n c6, Su hdp din thi gidc, Trang web d& sit dyung, Sy hitu fch cam nhén, Tinh ngdu hitng, Panh
gid sy diing dXn, Niém tin 1&n Sy théi thic mua hang ngdu hing truc tuy€n. Nghién cifu ditng
13i & viéc xdy dyng md hinh nghién cdu cho hanh vi mua hang ngdu hitng tryc tuy€n cha ngudi
tiéu diing tai TP. Ba Ning.

Tit khéa: Mua hing tnyc tuy&n, tinh ngdu hitng, ddnh gid sy ddng ddn, niém Lin, ngudi tiéu

ding, mé hinh SOR.

1. Gi6i thi¢u

Viét Nam |a mot th rudng bén 1é ral tiém
ning. Hién nay, Viét Nam dang difng vi tri thit 3
trong khu vie Pong Nam A vi thit 13 trén thé gidi
v6i quy mo din s& dat g5n 95 triéu dan, lyc lugng
din s6 1ré chi€m hon mét mira. Cude séng ngudsi
dan dang ngay cang cai thién, mic GDP trung
binh clia nudc ta dang xap xi 2.587$/ngudsi (Tong
cuc Thong ké, 2018). Theo théng tin trén Céng
Thdng tin dién t cia Bo Thong tin va Truyén
théng thi Viét Nam 12 quéc gia ditng thi 16 trén

th€ gi6i v@ s6 lugng ngudi st dung internet. Mot
théng ké ddng chi § 13 thdi gian s dung intemet
trung binh cda ngusi Viét 1&n (i gin 7
tiéng/ngay. Viéc tiéu ding, mua sdm van duge coi
12 mdt phin quan trong cla cudc s6ng ngudi Viél
Nam. Pic biét, viéc mua hing rén mang cla
ngudi tiéu ddng tré Viét Nam dang gia ting manh
vdi cdc trang bdn hang tryc tuy€n nhu: Lazada,
Tiki, Sendo, Shopee, Adayroi,... Thi trudng mua
siém tric tuy€n trd nén s6i ddng hon khi ngudi tiéu
ddng tham gia mua bin (rén mang xa héi nhu
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Twitter, Facebook, Zalo, Youtube,.. ngidy cang
nhiéu, m3 c4c trang web TMPT dudc ngudn néu
ding nhin dang va ghi nhd théng qua céc quing
cdo duge xudt hiéo lién tuc 1én nhirng mang xi
hoi ndy. B c6 nhidu d& (i nghién ciu vé hanh vi
mua hing ngdu hing, nhung da s6 tip trung & cic
kénh thudng mai truyén théng nhv: Siéu thi,
wruyén hinh,. Co6 rat it dé tai nghién citu vé hanh
vi nay trén méi trudng trirc tuy€n. Thue & cho
thdy, hanh vi mua hang ngéu hirng x4y ra khi bin
than ngudi tiéu ding trdi qua mdt sy thdj thic,
kich thich manh mé& dé mua ngay mot sin phim
ma khdag cin ly do nio vi khdng cin lén ké
hoach truge. Cling véi sy phét trié€n cia TMBT va
nhin thdc ngay cing ning cao vé méi trudng,
phong cdch sdng, v thu nhip di tao méi truding
thuan 1¢i cho hiinh vi mua hang ngdu himg tryc
tuy&n phat wién,

2. Cd s& 1y thuyét

2.1. Mua hang ngdu hing va mua hang ngéu
hitng truc tuyén

Ly thuy&t marketing ban dau dinh nghfa mua
hang ngdu hing theo cdch don gidn Ia mua ngoai
k& hoach. Cho dé&n khi viéc mua hang ngdu hing
duge dinh nghia lai 13 mdt ngudi tiéu dung gip
phdi syt théi thic dat ngdt, thudng 1 manh mé dé
mua mot thif gi d6 ngay 14p uic. N6i cdch khéc,
mua hang ngdu hing c6 th€ duge hidu 12 mét
hanh vi mua ngay 14p tfc vd dgt ngdt ma khdng
¢6 dy tinh true. Do 86, cé thé néi riing, ngudi
mua hing ngdu hing c6 tinh b&c déng cao hon
nhitng ngudi tiéu ding khic.

Piron (1991) da tich hap céc khia canh chinh
duge dé cip d€n bdi cdc nha nghién ctru di truée
va d€ xudt mét khdi niém toan dién v€ hanh vi
mua hang ngdu hing: “Mua hang ngdu hing la
mét hinh vi mua hang khong c6 k€ hoach, 14 k&t
qué khi ti€p xic v8i mot sif kich thich va quyét
dinh tai chb. Sau khi mua khach hang s& trdi
nghiém nh¥ng phan tng vé cdm xdc v nhin
thie™.

Theo Dubin (1978), mua hing ngdu hitng tryc
tuy&n dugc hi€u 12 hdnh vi mua hang ngiu hitng
rong mdi trudng intermet nhy théng qua
smartphone, may tinh k€t néi mang, thay vi méi
trudng truyén théng nhu trong cifa hang, siéu thi
hay mua hang khi xem truyén hinh.
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2.2. Mb hinh S-O-R (Stimulus - Organism -
Response)

Ma hiagh nghién cdu dé xudt 1a dya wén md
hinh SOR (Kich thich & méi trudng, chii thé va
ddp 1tng). Mé hinh SOR dugc phdt trién bdi
Mehrabian va Russell 1974, mé hinh SOR ¢6 3
giai doan. Cdc giai doan ddu tién 13 kich thich,
trong d6 kich thich v méi trudng gdy ra hinh vi.
Chii thé 1a giai doan thi 2 cda cdc mé hinh SOR.
3 day, hanh vi clia chii thé bi 4nh hudng bdi thé:
d6 cda Ginh cdm va nhin thite. Giai doan thd 3 13
phdn hdi cubi cing ¢6 thé 1a €p cdn hay né
tranh. (Hinh 1).

M6 hinh SOR ctia Mehrabian va Russell phat
bi€u ring, nhitng tdc nhan kich thich thuge méi
trudng s€ anh huduog 1&n trang thdi cdm xdc va tr
trang thdi cdm xdc nay s& 4nh hudng ién hanh vi
con ngudi trong méi trwdng d6. Cac tdc nhén kich
thich thugc méi trugng nhy sy trung bay, bé tri
sdn phdm thu hdt dep mét, sin phdm da dang,
trang web rat d& s dung d€ mua sim. Trang th4i
cdm xdc gdm tinh ngdu hifng, cdm nhan sy hitu
ich tr viéc mua sim, cAm thdy mua sim 12 quyét
dinh ddng d4n, tin rdng vao hé thng va hinh vi
hdi ddp sy théi thic mua hang ngdu hing (hinh
vi ti€p c4n).

3. M4 hinh nghién citu va gid thuy&t nghién
cifu (Hinh 2).

Sdn phdm s&n ¢6 va su hdp din thj gidc Theo
Chen-Yu (2002), 43i v§i hanh vi mua hiang ngiu
hitng, sin pham s&n c6 Ia tidu chi quan rong nhit
khi khdch hang thic hién hanh vi mua hang ngdu
hitng. Theo Theodoridis (2009), hang héa luén
diy di s& 1am ngudi tiéu ding hai long hon. Theo
Stephen (2010), sén phdm phong phi 12 mét trong
nhitng Jy do quan (rong nhat ddi véi ngudi 1iéu
dding khi mua hang tnic uy&n. Theo Liu (2013),
sin ph&m s¥n c6 tac ddng dang k€ dén sy hip
din thi gidc cia ngudi ti€u ding. Vi vy, gid
thuy&t H1 c6 (hé dudc phét bidu nhy sau:

HI: Sén phim sfn c6 ciia trang web TMBT ¢6
4nh hudng ciing chiéu dén sy h&p din thi gidc cda
ngudi tiéu ding

Trang web dé sit dung va sy hdp dén thj gidc.
Theo Verhagen (2011), n€u mét trang web dudc
xem 13 dé& si dung (hi ¢6 thé 1am tang thém sy
cadm nhan tich cyc 1 ngudi tiéu dung, oY &6 hanh



Hinh 1: M6 hinh SOR

Chi thé !
Khach hang & Nhan vién

Hinh 2: M6 hinh nghién cilu dé xudt
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® Khéng khi Hung phan eee—— Khéng hung phan
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o Daiu higu

& Biéu tugng Lan luét — Dé dit

Su hdp dén thj gidc va
niém tin. Theo Djamasbi
& ctg (2010), mot trang
web TMPT c6 thi€t k€
dep, bdt midt, s& dnh
hudng r41 16n dén sy tin
tudng cia ngudi tiéu
ddng; 46,1% ngudi tiéu
dung danh gi4 uy tin cda

Sy thé thic trang web TMPT dya vao
muahang ngly su h&p dn thi gidc (Fogg,
hurmg 2002). Vi thé, gid thuyét
H3 c6 thé dugc ph4t biéu

nhu sav:

H3: Sy hip din thi
gidc c¢6 dnh hudng cong
chiéu dé€n niém tin cda
ngudn tiéu dong.

vi mua hang ngdu hing c6 khd ning s& xay ra.
Theo Liu (2013), nhén thitc trang web dé st dung
13 y€u 18 quan trong cho viéc thic A4y hanh vi
mua hang ngdu hitng tir ngudi ti€u ding, va tic
déng théng qua sy hap dén thi gidc. VI vy, gid
thuy€t H2 ¢6 thé dugc phét biéu nhu sau;

H2: Trang web d& s& dung c6 nh hudng ciing
chiéu dé&n sy hdp din thi gidc clia ngudsi tiéu diing.

Su hdp ddn thi gidc va
ddnh gid sy ding ddn.
Theo Parboteeah (2009), néu mot trang web c6
thé tao ra dugc sy hdp din thi gidc nhu trumg by
sén phdm truc quan, sinh dong, h&p din nhu cdch
tao hinh dnh thu hiit, video wong tdc, vdi ngudi
tiéu dding thi s€ 1am cho ho ¢6 cdm gidc thich thd
han khi st dung. Theo Liu (2013), khi mét ngudi
tiéu ddng si dung mot trang web TMBT va nhdn
th&y c6 stic thu hit d8i v4i thy gidc clia ho, thi hg
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$€ c6 sy d4nh gid t61 hon vé quyét dinh mua hang
cia minh. Vi vdy, gid thuy&t H4 c6 thé dugc phst
biéu nhu sau:

H4: Sy hap din thi gidc c6 anh hudng cing
chiéu d&n dénh gid sy ddng din cia ngudi tiéu
dang.

Tinh ngdu hing va ddnh gid sy ding ddn.
Theo Rook (1995), ngudi tiéu ding s& mua hang
ngdu hirng néu ho cho ring mén hing d6 phi
hop vdi bo, vi su ddnh gi4 ding din cia ngudi
tiéu ddng trong nhirng trudng hop khic nhau khi
mua hang cing cé thé 12 y&u 18 tich cyc hodc
tiéu cyc d8i véi cing mdt sin phim hoic dich
vu. Diéu nay cho thdy c6 sy dnh hudng cda tinh
ngdu hiing d8i véi sy ddnh gid vé quy€t dinh
mua hing. Theo Liu (2013), viéc ddnh gid sy
diing din ciing gy 4nh hudng quan trong d6i vdi
hanh vi mua hing ngdu hing trong méi trudng
truc truyé&n. V1 viy, gid thuy&t HS ¢6 thé duge
phat bi€u nhy sau:

H5: Tinh ngdu hitng ¢6 sy dnh hudng cling
chiéu dén sy dinh gid sy ddng din cha ngudi tiéu
ding

Sy tin c@y va syt hitu ich cdm nh@n. M6i lién
hé gifa sy tin cdy va sy hiu ich cdm nhédn di
dugc thio ludn rong rii trong b&i cdnh tryc teyén
(McCloskey, 2006). Cy thé, mé hinh chip nhan
cbng nghé (TAM) di dugc x4c dinh rd m&i quan
hé gitfa su tin cdy va su hitu fch cdm nh4n trong
mua sim tryc tuy€n (Gefen et al., 2003a). Hon
nita, sy tin cAy néi chung déng mdt vai tro quan
trong trong viéc xdc dinh su htu fch cim nhin va
hon nita, ciing c6 d4nh hudng tryc ti€p d€n ¥ dinh
mua hiang nglu hing (ryc tuyén (Gefen et al.,
2003b). Do d6, Gid thuy€t 6 dugc dé xuat.

H6. Sy tin ciy c6 dnh hudng tich cuc d&n su
htu ich nhéan thic.

Su hitu ich cdm nhdn va su théi thiic mua
hang ngdu hitng. Theo m6 hinh chfp nhin cong
nghé (TAM, Davis, 1989), nhiéu nghién ciru da
dé xudt riing sy hitu ich cdm nhdn c6 m&i lién hé
quan trong vdi cdc hanh vi mua sim truc wyén
(Wu et al., 2011), ching han nhu hanh vi mua
sim nglu hing (rén cdc cta hang online. Cdc
nghién cifu khdc da chi ra cling, su hitu fch cdm
nh4n lién quan d&n tim ki€m théng tin san phim
tnfe twyén 13 (ién dé quan trong d8i véi hanh vi
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mua s§m tryc tuyén cla ngudi tidu ding (Chea
& Luo, 2008). Tir géc dg tam |y hoc, céc nghién
cifu ban ddu thudng chi ra ring rang thdi nhin
thitc cha mt c4 nhan khi i€p xdc véi cdc kich
thich bén ngoai hinh thanh nén sy hiu ich cim
nhén c6 thé lién quan truc ti€p d€n hanb vi mua
sim triyc tuyén cia ngudi tiéu ding (Kalla &
Arora, 2011). Theo d6, Gid thuy&t 7 duoc A& xudl.

H7. Tinh hitu dung dugc nhén thifc ¢6 tic djng
tich cyc d€n viéc mua sim tryc ty€n.

Niém tin va sy théi thiic mua hang ngdu
hitng. Theo Kim va Han (2009), niém tin tao nén
su tin cdy cho ngudi tidu ding khi thyc hién hanh
vi mua hang tryc tuy€n. Theo Wu (2015), niém
tin cia ngudi ti€u diing d8i véi trang web TMPT
c6 anh hudng d€n hinh vi mua hing tnfc tuyén
bt chdp c6 sy xudt hién clia nhifng rii ro. Theo
Hsu & ctg (2013), khi ngudi tiéu diing cdm thiy
khéng c6 niém tin 48 vdi cdc trang web TMDT
thi kha nang giao dich tryc tuy&n s& khdng thinh
cong. Vi vay, gid thuy&t H8 c6 thé dugc phét biéu
nhu sau:

H8: Niém tin cha ngudi tiéu ddng ddi vdi
trang web TMBT c¢é dnh hudng tich cyc d€n sy
théi thiic mua hang ngdu hing cda ho.

Tinh ngdu hitng va sy théi thic mua hing
ngﬁ_u hitng. Theo Youn & Faber (2000), ngudi
tiéu diing ¢6 tinh ngiu hiing cao s& d& dang thuc
hién hanh vi mua hang ngdu hiing hon. Theo
Wells (2011) cling da ghi nhdn viéc ngudi tiéu
ding c6 tinh ngdu hing cao khi c6 sy widng téc
véi mot trang web TMBT cé chdl lugng cao sé
¢6 mdt sy thdi thic hanh vi mua hang ngau hing
cao hon m6t ngudi tiéu ddng it tinh ngiu hing.
Theo Liu (2013), tinh ngdu hing cla ngudi tiéu
ding 12 y&u 6 thic ddy quan trong cho hanh vi
mua hing ngdu hing tryc wyén. Vi viy, gii
thuy&t H9 cé thé dudc phét biéu nhu sau:

H9: Tinh ngdu hitng cé sy dnh hudng cing
chiéu dén sy théi thiic mua hang ngiu hing cda
ngudi tiéu ding.

BPdnh gid sy diing ddn va sy théi thic mua
hang ngéu hitng. Theo Rook (1995), m&i quan
hé giita ngudi tiéu ding cé xu huéng mua hang
ngdu hing va hanh vi mua hang ngiu hing cia
ho sé& tré nén manh hon néu c6 (6n tai sy d4nh
gid ding din tich cyc vé hanh vi mua. Nghién
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cifu cda Liu (2013) cing im th{y dénh gid s
diing din c6 14c dong ddng k€ 1én sy thdi thic
mua hang ngdu hing cda ngudi tiéu dung. Vi vy,
gid thuy&t H10 ¢6 thé dugc phét biéu nhu saw:

H10: Pénh gid sy ding din c6 dnh hudng
cdng chiéu d€n sir théi thiic mua hang ngdu hiing
cba ngudi tiéu ding.

4. K&t lugn

Thi trudng bdn 1€ ngay cang s6i dong vai
nhi¥ng canh tranh cia minh. Cdc doanh nghiép
bén 1€, d3c biét 1a cdc trang web TMBT cdn phii
n&m bt rd nhirng théi quen vi nhifng nhin 8 tic
ddng trong viéc mua sim cda khich hang myc
tiéu cda minh, d€ wr d6 6 nhitng ddng thdi kich

TAILIEU THAM KHAO:

thich gia ting viéc mua s{m, rong dé bao gém
kich thich viéc mua hiang ngiu hitng. D€ 13i da
nghién ctfu nhifng van dé 1y luan va thyc 1ién vé
cdc nhén (5 tdc d6ng d€n hanh vi mua hang ngiu
hifng tnyc twyé&n cda khdch hang tai TP. Ba Ning.
Duya vio két qui nghién citu, t4¢c gid s&€ dé xudt
mot s& phuong dn nbim kich thich viéc mua hang
ngu hiing. C4c trang web TMBT ¢6 thé s dung
k&t qui nghién cifu nay, cing nhu chon Jya cdc
4& xuf't phd hgp véi minh d€ trién khai.

Trong cdc bai vi€t sau, tdc gid s& dua ra kél
qué nghién cifu ciing nhv cdc gidi phdp dé xuft
cho cic doanh nghiép TMPT dya trén s6 liéu
diéu tra va phin tich cla tic gii @
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USING SOR MODEL TO EXPLAIN THE BEHAVIOR
OF ONLINE IMPULSE SHOPPERS IN DA NANG CITY
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ABSTRACT:

With (he development of e-commerce, a large part of online shopping transactions is
atiributed to impulse buying. Lmpuise shoppers tend to feel unable to control their tendencies and
behaviors from various stimuli. This study uses the Stimuli-Organism-Response (SOR)
framework to examine the behavior of impulse shoppers. Based on previous studies, this study
examines the influence of factors including product availability, visual appeal, user-friendliness
of website, usefulness perceived, impulsiveness, normative evaluation, trust and urgency to buy
impulsively. This study is to build a research model for impulse online buying behavior of
consumers in Da Nang City.

Keywords: Online buying, impulsiveness, normative evaluation, trust, usefulness perceived,
consumer, SOR model.
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