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Tém tit. Mua sam tryc tuyén san pham may mic ngdy cang trd nén phé bién ¢ Viét Nam va trén thé gioi.
Muc tiéu tong quat ctia nghién ctru nay 1a nhim kham pha cc nhan t tac dong dén quyét dinh mua truc
tuyén san phadm may mic ciia ngudi tiéu dung tai thi truong thanh phd HO Chi Minh. Théng qua ky thuat
thao luan nhom va phuong phap nghién ctu dinh luong, két ~qua khao sat truc tlep 488 khach hang da
timg mua tryc tuyén san phim may mic cho thay c6 sau yéu té anh huong dén quyet dinh mua truc tuyén
san pham may méc cua khach hang do la: Chuan chu quan cua khach hang, Thiét ké trang web, Nhan
thirc vé san pham may mic truc tuyén, Su tién lgi ctia giao dich truc tuyen Tinh twong tac khi giao dich
tryc tuyén va Niém tin cta khach hang. Pay ciing 14 can ctr quan trong dé tac gia d¢ xuat nhitng ham y
quén tri va dong gép nhimg y kién, thong tin hitu ich cho cac dbi twong co lién quan nhu doanh nghiép
kinh doanh thuong mai dién tir va nha san xuat hang may mic.

Tir khéa. Quyét dinh mua tryc tuyén, san pham may mic, khach hang,

FACTORS INFLUENCING ONLINE PURCHASE DECISION FOR APPAREL
IN HO CHI MINH CITY

Abstract. Shopping for clothes online is becoming increasingly common activities to Vietnamese
consumers and the worldwide consumers. The objective of this research is to identify the factors
influencing the online purchase decision for apparel products in Ho Chi Minh city. Through the focus
group technique and quantitative research, data collected via the 488 interviews with questionnaire
survey, the empirical findings indicate that the six factors influencing consumers to shop online decision
are: Subjective norm, Website design, Perception for online apparel products, Usability of online buying,
Interactivity of online buying, and Trust of customers. This study provides managerial implications for
the e-commerce companies and the garment manufacturers.

Keywords. Online purchase decision, apparel, consumer.

1. GIOI THIEU

Theo s liéu cong bd trong “Bao cdo thuong mai dién tr Viét Nam nam 2016 cua Cuc Thuong mai
dién t va Cong nghé thong tin (VECITA), doanh sb thuong mai dién t& B2C1 ctia Viét Nam uéc dat 5 ty
USD, ting hon gip déi tir mic 2,2 ty USD cua nam 2013, dic biét ting ky luc so v6i mic doanh thu cia
nim 2012 ¢ muc chua day 1 ty USD va chiém 2,82 % tong mirc ban 1¢ hang hoa, dich vu ca nudc nam
2016. Loai hang héa, dich vu dugc mua truc tuyén ph bién nhat 12 quan 4o, gidy dép va my pham, chiém
khoang 64% trén téng s6 [1]. Thém vao d6, theo bao cio ciia Hiép hoi dét may Viét Nam, ngoai vai tro
quan trong ddi voi nén kinh t& Viét Nam, nganh dét may cua Viét Nam cling c6 vi tri quan trong trén thi
truong dét may thé gidi. Cu thé, Viét Nam nam trong top 5 quéc gia xudt khau dét may 16n nhat thé gioi
nam 2015, chiém 3,8% tong kim ngach Xudt khau dét may toan cau; riéng tai Vlet Nam kim ngach xuét
khau cuia nganh dat 41,7 ty USD, chiém 25,7% tong kim ngach xuat khau ca nu6c?. Nganh dét may Viét
Nam duoc du bao sé ¢o trién vong tich cuc trong thoi gian té1, ddc biét 1a véi viée Viét Nam tham gia hoi
nhap ngay cang siu rong hon vao nén kinh té khu vuc va kinh té thé gidi ciing s& tao diéu kién cho cac
doanh nghiép trong nganh tiép can thi truong tot hon. Tuy nhién, khac véi kinh doanh truyén thdng, trong

! B2C (Business to Consumer): Giao dich gifra cac doanh nghiép voi cac ca nhan.
2 Nguon: Hiép hoi Dét may Viét Nam, http://www.vietnamtextile.org.vn/hiep-hoi-det-may-viet-nam-tien-hanh-hoi-nghi-tong-
ket-nam-2016_pl1 1-1 2-1 3-597_4-1858.html
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hoat dong kinh doanh truc tuyen hang may méc c6 mot rao can quan trong d6 1a khach hang khong thé
tryc tiép nhin thay va tryc tiép trai nghiém dugc san pham trude khi mua. V0’1 thyre té do, mot van dé dat
ra 1a: Lam thé nao d tiép can, tao 1ong tin va thuyét phuc khach hang quyét dinh chon mua san pham
may mic thong qua cac kénh phan phéi truc tuyén?

Céc nghién ciru vé “Hanh vi mua hang” néi chung va nghién ctru vé “Hanh vi mua tryc tuyén san
phim may mic” néi riéng, dugc kha nhiéu cac nha nghién ciru thue truong phai nghién ctru hoc hanh vi,
nghién ctru tdm 1y x3 hoi hoc tién hanh. Chung dugc khoi dau véi nhimng cong trinh nghién ciru cta
Fishbein & Ajzen [2] véi tic pham “Gidi thiéu 1y thuyét va nghién ctru vé& niém tin, thai do, y dinh va
hanh vi mua”, dugc xem 14 1y thuyét nén ctia truong phai nay. Sau d¢6 mé hinh nghién ciru nay duoc cai
tién ciing boi chinh Ajzen [3] va tiép ndi boi Davis [12]. Cac md hinh 1y thuyét co ban TRA, TPB, TAM,
TPR, E-CAM? cua cic nha nghién ctru trén dugc rat nhiéu céc tac gia trén toan thé gidi van dung dé
nghién ctru hanh vi tiéu ding tai mdi dia phuong, qudc gia... Tuy nhién, nghién ctru quyét dinh mua tryc
tuyén san pham may mic clia nguoi tidu dung trén co s ké thira mot cach hé thong cac ly thuyet va mo
hinh nghién ctru cta truong phai nghién clru tdm 1y hoc hanh vi chua dugc xem xét trong bbi canh cuy thé
tai thanh phd H6 Chi Minh. Cho nén, nghién ciru nay dat ra myc tiéu s€ khai thac, téng hop mot cach hé
thdng cac mo hinh va 1y thuyét vé hanh vi va quyet dinh mua sam tryc tuyen da co trén thé gidi va Viét
Nam, sau d6 két hop v6i cac nghién ctru dac thu ve nganh may méc dé kham pha sy tac dong cua cac
nhan t6 anh huong dén quyét dinh mua true tuyén san pham may mic ctia khach hang tai thanh ph6 Ho
Chi Minh. Pham vi nghién cltru cla bai Vlet nay s€ tap trung vao hinh thire B2C (Business to Consumer),
nghia 13 hoat dong thuong mai dugc tién hanh bang cach doanh nghiép s& ban san phim may mic dén
nhiing khach hang tiéu dung thong qua mang Internet hodc cac kénh giao dich dién tu khac.

2. COSOLY THUYET VA CAC GIA THUYET NGHIEN CUU
2.1. Cac khai niém vé sin phAm may mic va quyét dinh mua truc tuyén

Theo Hayes & Jones [4], sin phim may mic (apparel) 13 nhiing san pham thugc nganh dét may
bao gém cac loai quan 40 may san noi chung va cic phu kién kém theo. Quén 40 may san (Ready-made
clothing) 1a nhirng quan 4o dugc may theo nhing kich c& nhét dinh rdi ban trén thi truong. Chung dugc
v& mau va cit may cong nghi¢p theo mot s6 kich thudc tiéu chuan dinh sén, cho sé dong nhiing nguoi co
kich thudc tuong d6i giong nhau. M&i ngudi, tiy thudc vao chiéu cao va cin ning, s& c6 nhiing s6 do cac
vong, s6 do dai va so do rong khac nhau, do d6 s& lwa chon dwgc nhimg trang phuc dugc san xuét hang
loat theo nhiing c& sb twong tmg véi dac diém co thé minh [5].

Theo Solomon [6] quy trinh quyét dinh mua cta nguoi tiéu ding trai qua nim budc 1a: Nhan ra nhu
cau, tim kiém thong tin, xem xét cac phuong an, quyét dinh mua va danh gia sau khi mua. Khach hang s&
c6 xu hudng khao sat moi truong xung quanh va thu thap nhing dir liéu thich hop nham gitp danh gia
cac phuong an, cac chon lya cua minh va s€ dua ra mot ¢ quyet dinh mua” hop 1y dép (rmg mong mudn va
nhu cau dic thi cta chinh ho. Qua trinh hinh thanh nén quyét dinh mua cta khach hang déi khi 1a mot
qua trinh phurc tap va khach hang phai dwa vao nhiing thong tin vé san phim, dich vu, thuong hiéu va
nhing trai nghiém ma ho da thu nhan dugc trong qua khu dé di toi quyet dinh mua hang [7].

Qua trinh ra quyét dinh mua sam truc tuyén, vé co ban ciing giong nhu qua trinh mua thong thuong,
tuy nhién trong qua trinh nay nguoi tiéu dung bi anh huong boi nhiéu yéu t6 bén ngoai va bén trong [9].
Toan bd qua trinh mua tryc tuyén co thé don gian héa thanh hai giai doan chinh: Thit nhdt la sang loc
théng tin truc tuyén, cu thé 1a khach hang s& thong qua cac cong cu tim kiém trén mang (SEO —
Search Engine Optimization), cac “tir khéa” (Key words) thich hop dé truy xuit cac thong tin can thiét
lién quan dén san pham, dich vu can mua; Thit hai la quyét dinh mua trie tuyén, cu thé 1a & budc nay
thong qua nhitng cong cu twong tic, ngudi ding s& thuc hién sy so sanh, danh gia giita cac san pham, dich
vu da sang loc & giai doan dau. Nghién ctru ciia Constantinides [10] d chi ra thyc té rang viéc danh gia
nay s& dan khach hang dén quyét dinh mua hang, néu san pham dap tmg duoc ky vong cia khach hang thi
ho s& hai 1ong vé6i viéec mua hang; con néu n6 thap hon ky vong thi nguoi tiéu ding s& c6 mot nhan dinh
tiéu cuc vé san pham, dich vu. Diéu d6 nghia 1a, trong cac hanh vi mua hang tiép theo, khach hang s& sir

3 TRA, TPB: 1a cac md hinh nghién ciru co ban thugc nhomThuyét hanh dong hop ly; TAM: thuéc nhém Thuyét
chap nhén cong ngh¢; TPR, E-CAM: thu¢c nhéom Thuyét chap nhan st dung thuong mai dién tir.
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dung nhiing trai nghiém nay dé ra quyét dinh s& mua hay khong mua ldp lai san pham, dich vu d6 [8].
Nhu viy, c6 thé thay hanh vi mua tryc tuyén 1a quy trinh khong don gian, dic biét khi nguoi dung dang
song trong ky nguyén s0, dung trudc vo van sy lira chon giita cac thuong hiéu khac nhau, diéu nay khién
cho viéc ra quyét dinh chon Iya 14 rét kho khin, khién khach hang phai dan do suy nghi va danh gia cac
su lya chon mot cach ki cang hon. Theo Constantinides [10], quyét dinh mua hang tryc tuyén 1a mot
hanh dong quyét dinh da duoc thue hién cua khach hang trong viéc lya chon san phém hay dich vu duoc
cung cap trén thi truong truc tuyén. Con theo Osorno [9], quyét dinh mua truc tuyen cua khach hang 1a
viée ra quyét dinh vé viéc chon mua san pham sau mot khoang thoi gian xem xét vé cac thong tin truc
tuyén théng qua cac cong cu tim kiém trén mang, sau d6 danh gia cac phuong an du kién va cudi ciing
dua ra su lya chon ma khach hémg cho la dl'mg dan nhat. Bai viét nay sé sir dung dinh nghia ctia Sanad
[11]: “Quyét dinh mua trye tuyén sin pham may mic (Online purchase decision for apparel) la qua
trinh suy nghi dan dat nguoi tidu dung di tir bude xac dinh nhu cau, phan tich cac lya chon dén budc chon
mua mdt hodc mot s san pham may mic cu thé théng qua méi truong Internet”.

2.2. M hinh ly thuyét

Nhém cic yéu té dinh hwéng theo khdach hang:
- Niém tin ciia khach hang
- Nhaén thuc cua khach hang [ Hi, Hz, Hs
- Chuén chi quan ctia khach hang

Quyet dinh mua truc
tuyén sin phim may mic

Nhom cac yéu 1 dinh hwong theo cong nghé: H,, Hs, He
- Tinh tuong tic khi giao dich tryc tuyén | —1
- Thiét ké cua trang web
- Sutién loi

Bién kiém sodt
(nhdn khau hoc)

Hinh 1. M6 hinh nghién ctru dé xudt

Can cir vao phan tong quan va hé thong hoa cac nhém 1y thuyét nghién ciru vé hanh vi mua sam truc
tuyen (Bao gbém ba nhom ly thuyet chinh: Thuyét hanh dong hop 1y, Thuyét chap nhan cong nghé va
Thuyét chap nhan giao dich truc tuyén) va cac nghién ctru vé viée tiéu dung san pham may mic ciia nhidu
tac gia nhu Fishbein va Ajzen [2], Ajzen (1991), Davis [12], Constantinides [10], Solomon [6], Coleman
va cac df)ng su [13], Nandini va Jeevananda [14], Osorno [9], Sanad [11]... da cho théy c6 réat nhidu yéu
t6 tac dong dén quyét dinh mua truc tuyen ctia khach hang véi nhiéu quan diém tiép can khac nhau. Tuy
nhién dé khai quat hoa va mé hinh héa van dé nghién ctru, tac gia s¢ tiép can theo hai quan diém nghién
ctru duge chip nhén phé bién sau: Mot 13, quan diém dinh hudng theo khach hang (Consumer - Oriented
Factors) la cach tlep can tir goc do khach hang, tap trung vao nhing nhan dinh cua nguoi tiéu dung vé
mua sdm tryc tuyén va thuong duoc xem xét dudi goc do nhan khiu hoc cua khach hang [7]. Quan diém
nay chu trong nghién ciru méi quan hé gilra cac yéu t6 tam 1y, c4 nhan cua khach hang dén hanh vi mua
tryc tuyén cua ho, bao gdm céc yéu to co ban la: Niém tin ctia khach hang; Cac chuan chi quan cua khach
hang; Céac nhan thirc ciia khach hang vé& san pham may mac. Hai la, quan diém dinh hudng theo cong
ngh¢ (Technology- Oriented Factors) la cach tiép can tr cac yéu td cong nghé. Quan diém nay chu trong
vao viéc dy doan kha nang quyét dinh mua tryc tuyén cta khach hang thong qua trai nghiém vé cac ndi
dung, tinh nang, thiét ké cta trang web; cac thao tac, quy trinh thyc hién giao dich tryc tuyen bao gdbm
cac yéu té co ban sau: Tinh twong tac; Su tién loi; Thiét ké website. Mot sé nghién ctru tidu biéu, cua cac
tac gia Zhou va cac dong su [7] dugc thyc hién & Hoa Ky va cua Lin [15] ¢ Dai Loan, da cho thdy hai
quan diém trén khong nhimng khéng mau thuan ma con cing co va hd trg 1an nhau, béi vi sy thanh cong
ctia thi truong thuong mai dién tir phy thudc phan 16n vao sy sin 1ong chip nhan cia ngudi tiéu dung. Tir
d6, md hinh nghién ciru 1y thuyét duge dé xuat bao gdm hai nhém yéu té va mdi nhom bao gom ba yéu td
nhu hinh 1.
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2.3. Cac gia thuyét nghién ctru

Niém tin ciia khdach hang déi véi mua sim truc tuyén (Trust):

Trong bdi canh mua sdm truc tuyén, khai niém niém tin dugc hiéu 1a do sin long chép nhan tinh
trang c6 thé bi rui ro hodc bi ton thuong cta khach hang tir viéc giao dich truc tuyén, sau khi khach hang
da tim hiéu vé cac nha ban 1¢ tryc tuyén nay [16]. Niém tin 1a yéu t6 trung tim trong cac mdi quan hé trao
dbi, giao dich trén thi truong va dac biét 1a trong moi truong giao dich truc tuyen vi & bbi canh nay ngudi
mua khong tiép xuc truc tiép duoc véi nguoi ban va moén hang can mua sam. Chen [17] da nhan dang
dugc nim loai rui ro dién hinh trong hoat dong mua sam truc tuyén nhu sau: Ngoai ba loai rii ro théng
thudng cia giao dich kinh doanh truyén thdng 1a rui ro kinh t€, rui ro xa hoi va rai ro thyc hién, thi giao
dich tryc tuyén c6 thém hai loai rui ro mdi 1a rui ro ca nhén (khach hang bi danh cip va lam dung thong
tin thé tin dung) va rai ro vé quyén riéng tu (khach hang bi xam pham cac thong tin ca nhan). Pé giam
thiéu rui ro va xay dyung long tin, cac nha ban 1é truc tuyén can phai dam bdo trang web cua ho 1a an toan,
dang tin cdy va ton trong quyén rleng tu cua khach hang [18]. Dleu nay dan dén g1a thuyet sau:

H1: Niém tin cia khdch hang va quyet dinh mua sam trwc tuyén cé moi quan hé ciing chiéu voi nhau.

Nhén thirc ciia khdch hang vé sin phiam may mdc (Product perception):

Xet tu quan diém cua khach hang, san phdm c6 thé chia thanh hai nhém 14 san pham trai nghiém va
san pham tim kiém [6], trong d6 “San phim may mic” thuéc nhém “San pham trai nghiém” (Experience
goods) — 13 san pham ma gia tri, chat lugng cia ching chi co the thue sy xac dinh dugc bang cach tiéu
dung hodc sir dung ching. Nhu vay, do tinh chit dic thu cia quan 40 may sin (ready-made clothing) nén
céc nhan thirc ctia khach hang vé san pham cang c6 y nghia quan trong ddi v6i hanh vi quyét dinh mua
cua ho [11]. Cac nha nghién cuu Nandini va Jeevananda [14], Osorno [9], Sanad [11] nhan dinh réng
nhan thirc ctia khach hang vé san phdm may mic dugc mua tryc tuyén chiu tac dong boi cac thanh td
marketing-mix nhu chinh sach gia ca hop 1y, chit luong san pham dwoc dam bao, miu mai san phim da
dang... va nhitng nhén thirc nay 12 mot tap hop cac loi ich, gia tri, dic trung, tinh thAm my cua san phdm
may mdc mang dén cho nguoi tidu dung cam xac, cam giac, sy thich thu va khoi déy sy quan tdm cua ho
dbi v6i san pham d6. Tir nhimg lap ludn trén suy ra gia thuyét sau:

H2: Nhdn thire ciia khdch hang va quyét dinh mua sam triec tuyén cé moi quan hé ciing chiéu véi nhau.

Chudn chii quan ciia khdch hang (Subjective norm):

Trong md hinh TRA va TPB*, khai niém chuén chii quan dugc hiéu 14 hé théng céc chuan muyc, suy
nghi, quan niém va tu duy ¢ tinh chu quan va logic cia mét ca nhan hay tap thé trong nhleu truong hop
va pham vi khong gian cu thé nao d6 [2], [3]. Chuan chi quan 14 nhan thirc ciia mot ngudi vé viée hau hét
nhing ngudi quan trong ddi v@i cd nhan nay nghi 14 nguoi d6 nén hay khong nén thyc hién mot hanh vi
nao d6. Mirc d¢ tic dong cta yéu té chuan chi quan phu thudc vao hai nhéan to la: Mirc d6 ung hd hodc
phan d6i tir nhitng ngudi xung quanh, va Pong co thiic day 1am theo mong mudn ciia nhitng nguoi ¢6 anh
hudng [2]. Con cac nghién ciru thue nghiém tir viée van dung hodc mé rong cac md hinh cua Thuyét hanh
ddng hop 1y cho thay khach hang c6 nhirng kién thuc, kinh nghiém giao dich tryc tuyén, khach hang da
timg hai long khi mua online s& dé dang mua lai [19]; nguoi chua mua s€ c6 xu hudng doc nhimg bai
nhén xét hodc binh luan ctia nguoi c¢6 kinh nghiém dé duara quyet dinh mua ctia minh [20]; m{t c4 nhan
trudc khi quyét dinh mua sam thuong c6 xu huéng tham khao thong tin tir cic nhém tham chiéu nhu
nguoi than, ban be, dong nghiép, dic biét 1a nhitng mat hang mang bicu twong x4 hoi cao nhur san pham
may mic thoi trang [14]. Tir d6 hinh thanh gia thuyét:

H3: Chudn chii quan tich cuc cia khdch hang va quyét dinh mua sim triec tuyén cé moi quan hé cing
chiéu véi nhau.

Tinh twong tic khi giao dich truc tuyén (Interactivity):

Tinh tuong tac trong quyét dinh mua tryc tuyén ctia khach hang 1a sy tac dong qua lai, c6 anh huong
1an nhau gitra cac ddi tugng con ngudi hodc sy vat [8]. Tuwong tac la dac dlem chinh cua cong nghé méi
(con goi 1a thé hé Web 2.0), doi hoi mé hinh da chiéu trong hoat dong truyén thong, nguoi dung co thé
chu dong tim kiém va lya chon thong tin chtr khong don thuan nhan thong tin mot chiéu tir nha mang nhu
truyén thong. Haubl & Trifts [8] di phan yéu t6 twong tac thanh hai nhém chinh 1a: Tinh tuong tac giita

4 TRA, TPB: La cac md hinh nghién ctru co ban thugc nhém Ly thuyét Hanh dong hop 1y, trong d6 TRA 1 Thuyét
hanh dong hop ly, TPB 1a Thuyét hanh vi du dinh.
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khach hang vé6i nha ban 1é tryc tuyén (The user and the online vendor); va Tinh twong tac giita cac khach
hang véi nhau (The web users). Mdi quan hé tuong tac hai chiéu giira nguoi ding va nha kinh doanh tryc
tuyén thé hién qua nhiéu hoat dong nhu: Kha ning diéu huéng ciia website nhanh chéng; Cac gian hang
tryc tuyén (E-stores) tao cho khach hang nhiéu trai nghiém web véi mirc d6 ca nhan héa cao; Khach hang
dé déng két ndi voi doanh nghiép truc tuyén, ting cuong hoat dong quan tri quan h¢ khach hang tryc
tuyén (e-CRM — Electronic Customers Relationship Management) t6t [22]... Mbi quan hé tuong tac gilia
cac ngu(n ding v6i nhau thé hién qua viéc doanh nghiép cung cap truc tuyén cung cap cho khach hang
quyén thiét 1ap lién lac v6i cac nguoi st dung Internet khac; cung cip cho ho co hoi dé cing cb viéc nhin
dang thuong hiéu, qua do ngu’oi mua s& giam cam giac khong chic chin cua viéc mua truc tuyén va vi
vay, ky vong ho s& dé& di dén quyét dinh mua hang hon [10]. Nhu vy, néu doanh nghiép phat huy cac
hoat dong tuong tac voi khach hang va e-CRM tot s& cung cép cho khach hang nhiing trai nghiém mua
sam tich cuc va s& gitp cing cb, phat huy mdi quan hé tt dep giita ngudi kinh doanh va ngudi tiéu ding
Diéu nay gitip hinh thanh gia thuyét sau:

H4: Tinh twong tdc khi giao dich truc tuyén va quyét dinh mua sam triec tuyén ¢6 moi quan hé cing chiéu
voi nhau.

Thiét ké ciia trang web (Web design):

Thlet ké cua website 12 tong hoa cac yéu to bao gom mau sic, cach sap xép noi dung va giao dién do
hoa tong thé [25]; Thiét ké cua website bao gdm nhiéu phan khac nhau, nhung quan trong nhét la chat
luong trinh bay va phong cach dic trung ctia website, diéu nay c6 dugc 1a do sy két hop cac mau sic, kiéu
chit, kich thuéc ciia phong chit, hinh anh dong, hi¢u tmg 4m thanh, do rd nét va dé doc cuia vin ban [24].
Céch trinh bay truc quan mot ctra hang o (E-store) 1a yéu t6 mang tinh “séng con” d6i voi nha béan 1é
tryc tuyén dé gitp dinh hinh nhan thirc cta khach hang [25]. Pic biét 1a trong hoat dong kinh doanh truc
tuyén san phdm may mic, mdt trong nhiing tré ngai co ban ma ngudi ban 1¢ phai vuot qua do 1a tao nhan
thur tich cuc cho khach hang truéce khi mua hang [11]. Nghién ctru cia Ha, Kwon, & Lennon [26] goi ¥
rang cac gian hang truc tuyén thoi trang nén cung cap nhiéu thong tin tryc quan vé san pham voi céach
trinh bay da dang, goc nhin rong, quan sat dugc tong thé trang phuc, can canh cac chi tiét, thiy duoc day
du cac mit trude, mit sau va cé the xoay 360°... dé lam gia ting ¥y dinh mua hang cua khach. Nghién ctru
cua Cyr, Head va Larios [27] cho thay rang chét luong hinh anh tot v6i mau sic san pham thyc té s& dic
biét quan trong d6i v6i cac san pham mang tinh biéu cam nhu quan 4o thoi trang; viée sir dyng hinh anh
chuyén dong s& lam ting mirc d6 cha y cia khach hang va gitp ho gia tang nhén thurc vé san pham, tao
thai do tich cuc voi san pham va s& gop phan lam quyét dinh mua hang ting 1én. Lap luan nay giap dé
xuét gia thuyét:

H5: Thiét ké ciia trang web va quyét dinh mua sam truec tuyén cé moi quan hé cing chiéu véi nhau.

Sw ti¢n loi ciia giao dich truwc tuyén (Usability):

Mb hinh chap nhdn cong nghé TAM ciia Davis [12] da cho thiy hai nhan t6 quan trong tac dong dén
su chip nhan str dung cong nghé ciia ngudi dung 13 bién “Nhan thire tinh hitu ich” (PU) va bién “Nhén
thic tinh dé sir dung” (PEOU). Néi dung co ban cua ching dé cap dén cam nhén cia ngudi sir dung vé
mirc d6 ma hé thdng s& cai thién két qua cong viéc ciia ho (PU) va mirc do nd luc can co de str dung dugc
hé thong. Trong nghién ctru ctia Guerrero va Roman [28], tac gia nhom chung hai nhén t6 trén vao bién
c6 tén goi la “Su tién loi” — dugc hiéu 1a cac mirc d6 ma dich vu truc tuyén c6 thé dem dén cho ngudi
dung dé dat duoc cac muc tiéu mua sim co hiéu qua va hai long trong mot bdi canh cu thé. Nghién ctru
cua Constantinides [10] tom tit cac thanh t co ban cua tinh hiru dung bao gém: su giao dich thuan tién,
kha ning diéu huéng cia trang web, quy trinh tim kiém, qua trinh dat hang, giao hang va thanh toan, toc
do truy cép va kha nang tiép can trang web. Nhu vay, co thé thiy yéu t6 vé tinh tién loi phai dugc xem la
mot trong nhirng yéu t6 co ban cia quyet dinh mua, dic biét 1a trong bbi canh ngudi tiéu ding ngay cang
¢6 rat nhiéu su chon lya mua truc tuyén chi v6i mot ¢ nhap (click) chudt don gian. Nhu vay, bién sé “Su
tién 1gi” s& dugc dé xuat gia thuyet nghién clru sau:

HG6: Yéu t6 su tién loi va quyét dinh mua sam triec tuyén cé6 moi quan hé cing chiéu véi nhau.
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3. PHUONG PHAP NGHIEN CUU
3.1. Quy trinh va phwong phap nghién ctru

Pau tién, nghién ctru so bd duoc tién hanh bang ky thuat thao ludn nhom (Focus group), muc tiéu
ctia hoat dong nay 1a nham kiém tra, sang loc va hiéu chinh m01 quan hé giita cac nhén t6 trong md hinh
nghién ctru 6 hinh 1. Déi tugng tham gia thao luan nhom bao goém 10 ngudi, 14 nhitng khach hang & thanh
phé HS Chi Minh dé tirng mua hang may méc truc tuyen thanh phan duoc lya chon nham dam bao tinh
dai dién cia mau nghién ctru vé gidi tinh, d6 tudi, nghé nghiép va trinh do hoc van. Két qua cho thay cac
dbi twong tham gia thao luan ddng thuan v6i hai nhom yéu to anh huong dén quyét dinh mua hang may
méic & md hinh 1y thuyét, tuy nhién thr tu sap xép cac yéu tb trong m&i nhom cé sy didu chinh nhu sau:
Nhan thtic cia khach hang vé san pham, Niém tin ctia khach hang, Chuan chii quan cta khach hang, Thiét
ké cua website, Su tién loi cua giao dich truc tuyén va Tinh tuwong tac khi giao dich truc myén.

Ké tiép, nghién ctru so b dinh lugng duoc thyc hién bf?lng ky thuat phong van truc tiép 51 khach
hang da timg mua truc tuyén san pham may mic, théng qua Bang céu hoi khao sat so bd vai thang do
Likert 5 diém. Muc dich ciia budc nay 1a dé chuan hoa cac thuat ngit va diéu chinh, kiém tra do tin cay
clia cic thong tin. Két qua xur 1y bang phan mém SPSS da cho thiy cac thanh phan cua thang do trong
bang cau hoi déu dat yéu cau kiém dinh do tin ciy cia thang do, vi hé s tin cdy Cronbach’s Alpha cua
cac thang do déu co gia tri 16n hon 0,7. Nhu vay 1a cac thang do trong bang cu hoi déu dat tiéu chuén tin
cay dé thuc hién bude nghién ctru chinh thtc.

Cudi cing, nghién ctru chinh thic dugce thuc hién bang phuwong phap dinh luong, thong qua Béng
ciu hoi khao sat chinh thirc dé phong van 488 khach hang tai thanh phd HO Chi Minh. Muc dich cta bude
nay nham kiém dinh lai cac thang do trong md hinh nghién ctru, phén tich chi tiét cac dir lidu thu thap
duoc, x4c dinh mdi twong quan cta cac nhan té voi nhau.

3.2. Thang do nghién ciru

Thang do dugc st dung trong nghién ctru nay duoc dé xuat dua trén co so ké thira 1y thuyét nghién
clru va dugce b sung, diéu chinh cho pht hgp bbi canh mua sim truc tuyén tai thanh phd H6 Chi Minh.
Két qua tong quan ly thuyet va thao luan nhom da xéac dinh c6 bay khai ni€ém nghién ctru 1a: Nhan thtc
cta khach hang vé san phim may mic tryc tuyén, ky hiéu 1a PER; Niém tin cua khach hang, ky hiéu 1a
TRS; Chuan chii quan cua khach hang, ky hiéu la SIN; Thiét ké website, ky hiéu la WED; Sy tién loi cua
giao dich truc tuyen ky hiéu 1a UST; Tinh twong tac khi giao dich tryc tuyén, ky hiéu 13 INT va Quyét
dinh mua tryc tuyén san pham may mdc, ky hi¢u la OPD. Mdi khai niém nghién ciru nay duoc do luong
bdi mot sé bién quan sat (xem chi tiét ¢ Phu luc 1).

3.3. Pic tinh ciia miu nghién ctru

Véi kich thuéc miu nghien clru bao gdm 488 khach hang di timg mua tryc tuyén san phim may
mac, ket ‘qua phén tich da cho thay cac dac tinh chung cua cac khach hang nay nhu sau: Da. s6 khach hang
& lira tudi thanh nién (nhom tudi tir 18 dén 33 tudi, chiém 364 nguoi trén tong s6 488 mAu, chiém ty 1
74,6% khach hang duoc khao sat) va ty 1é khach hang 1a nir giéi mua tryc tuyén hiang may mic nhiéu hon
khach hang nam gi6i, tmg véi ty 1¢ 1an luot 14 63,3% va 36,7%; Da s6 ho c6 thoi quen sir dung Internet
kha nhiéu, tir 15 gio dén 60 gio sir dung binh quan hang tuan (chiém ty 18 70,9%), tham chi c6 20,1%
nguoi s dung Internet trén 60 gio' moi tuan, nghia 1a mdi ngay binh quén ho truy cdp mang hon 8,5 gio;
DPa s ho mua hang thoi trang qua website truc tuyen cia cong ty thoi trang chang han nhu
Ivymoda.com.vn, Newnem.com; Viettien.com.vn.. (chlem 43,65%) va qua cac website ban 1¢ trung gian
ching han nhu Zalora.vn, Lazada.vn, Topmot.vn... (chiém 41,8%); Nhitng nghe nghiép mua tryc tuyén
nhiéu 14 ddi twong hoc sinh — sinh vién, lao dong c¢6 chuyén mén, lao dong phd thong va cap quan Iy; Cac
nhom khach hang c6 thu nhap & cac ngudng tir 5 dén dudi 10 tridu dong, tir 10 dén 18 triéu dong mua
nhiéu nhét (chiém dén 28,5%, va 26,8%), ké tiép 1a nhém khach hang c6 thu nhap duéi 5 tridu (chiém
18,6%) tir 18 tridu dong dén dudi 32 tridu dong (chiém 17,8%) va nhém mua it nhét 1a cac khach hang c6
thu nhap tir mérc 32 triéu dong tro 1én.
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4. PHAN TiCH DU LIEU VA KET QUA
4.1. Kiém dinh thang do

Dau tién, két qua xir Iy SPSS cho b dif liéu 488 mau khao sat dwoc trinh bay ¢ bang 1 cho thiy cac
thang do ¢6 d9 chinh xac kha cao voi hé s6 Cronbach’s Alpha déu lon hon 0,7 va dong thoi cac hé so
tuong quan bién tong cua cac bien do ludng déu dat chuan (1a 16n hon 0,3). Nhu vay, cac thang do déu
dugc chap nhan va toan b cac bién quan sat ban dau dugc gitr nguyén. Keét qua nay thuan lgi cho viée
tién hanh phan tich kham pha nhén to ¢ budc tiép theo.

Bdng 1. Kiém dinh db tin cay Cronbach’s Alpha

M5 hinh Ma héa Thang do Cronbach’s Alpha
PER Nhén thtc vé san phém may mac 0,889
TRS Niém tin ciia khach hang 0,762
Bién X SIN Chuin cht quan ctia khach hang 0,813
WED Thiét ké trang web 0,820
UST Su tién loi 0,808
INT Tinh tuong tac 0,843
Bién Y OPD Quyét dinh mua tryc tuyén san phim may mic 0,751

Nguén: Trich két qua xir 1y SPSS

K¢ tiép, k¥ thuat phan tich nhan t6 kham pha EFA cho cac bién doc lap (X) va bién phu thudc (Y)
dugc tién hanh. Két qua xir Iy SPSS (xem chi tiét & Phu luc 24 va 2B) cac diéu kién: Hé s6 KMO (Kaiser-
Meyer-Olkin) c6 gia tri ndm giita mtrc 0,5 va 1; Pai lwong Bartlett c6 gia tri Sig nho hon 0,05; Tong
phuong sai trich (Total Variance Explained) 16n hon 50%; Hé sé Eigenvalue (14 chi s6 dai dién cho phan
bién thién duoc giai thich boi mdi nhan t§) 16n hon 1; da cho thay cac dit liéu nghién ciru hoan toan phu
hop véi cac thong sb théng ké.

4 N\
Xi: Nhin thirc vé sin phflm
may maic truc tuyén

HI
X2: Su tién lgi cuaa giao dich
true tuyén ™~
. J H2
Xs: Thiét ké website -
QUYET PINH MUA
N - TRUC TUYEN SAN PHAM
4 h MAY MAC (Y)

X4: Tinh twong tac khi giao | H4
dich truc tuyén

& J
( A S - Y ) H5
Xs: Niém tin cia khach hang |}
& J
p - N H6
X6: Chuan chii quan cta khach
hang
& J

Hinh 2. M hinh nghién ctru hiéu chinh sau phan tich EFA

Cudi ciing, v&i phuong phép tach nhan t PCA (Principal Comonent Analysis), két qua ma trdn xoay
nhan t5 (Rotated Component Matrix) ctia cac bién doc 1ap X va bién phu thudc Y déu cho thdy cac hé s6
tai nhan 6 (Factor loading) déu 16n hon 0,5 théa diéu kién va dam bao y nghia thong ké, cho nén khong
¢6 bién nao bi loai (xem chi tiét ¢ Phu luc 34 va 3B). Nhu vy, két qua phan tich nhan t6 cho thiy toan bd
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32 bién quan sat cua cac bién doc 1ap da duogc hoi ty vao 6 nhan t6 (X1, X2, X3, Xa, Xs, Xe) va3 bién quan
sat ciia bién phu thudc da dwoc hoi tu vao 1 nhan t6 Y theo mé hinh nghién ctru duoc sip xép méi nhu
hinh 2.

Tir d6, cac gia thuyét mdi ctia moé hinh nghién ciru dugce dé xuat nhu sau: Gia thuyét Hy, Ha, Hs, Ha,
Hs, He 1an luot 1a cac yéu td “Nhén thic vé san phém”, “Su tién loi”, “Thiét ké website”, “Tinh tuong
tac”, “Niém tin cua khach hang” va “Chuén chu quan” s€ anh hudng tich cyc dén “Quyét dinh mua truc
tuyén san pham may mic” ciia khach hang.
4.2. Kiém dinh gia thuyét

bé klem dinh cac gia thuyét nghién clru, quy trinh thyc hién dugc tién hanh theo hai budc: Budc
kiém dinh mdi twong quan gitta cac nhan t6 thong qua phan tich hé s6 Pearson va budc phan tich hoi quy
giita cac bién doc 1ap véi bién phy thude. Trudc tién, két qua phéan tich hé sd tuong quan giita cdc nhén td
thong qua phan tich hé sb Pearson (xem chi tiét ¢ Phu luc s6 4) cho thay: Bién phu thudc Y ¢6 tuong quan
thuan véi cac bién doc 1ap X vi h¢ s6 tuong quan déu duong, bién co6 twrong quan manh nhat VoY la bién
X (r=10,673) va tuong quan yéu nhét 12 bién nhat 13 bién Xs (r=0,345); Muc klem dinh mdi twong quan
ctia cac bién déu co Sig < 0,05, do vay ching ¢ ¥ nghia vé mat thong ké. Ké tiép 1a budc phan tich hoi
quy giita cac bién doc 1ap v6i bién phu thude: Véi cac thong sé thong ké duoc trinh bay trong Bang 2, két
qua danh gia do phu hop ciia mé hinh hoi quy cho thiy & mirc ¥ nghia 5%, hé sé R? higu chinh (Adjusted
R Square) bang 0,631 cho thdy d6 phul hop ciia mo hinh 14 63,1% hay néi cach khac, cac bién doc 1ap giai
thich dugc 63,1% su bién thién cua bién phu thudc; Hé s6 Durbin - Watson ctia mo hinh br?mg 1,909, voi
mitc y nghia 5%, tham s6 k bang 6, tra bang Durbin — Watson ta thdy dU < d <4 —dU ( 1,831 < 1,909 < 4
- 1,831 =2,169), nén két luan khong c6 hién tugng tuong quan chudi bac nhét trong mo hinh. Déng thoi,
két qua phéan tich ANOVA ¢ Bang 3 cho thiy két qua kiém dinh F c6 gia tri Sig bang 0,000 (< 0,05), nén
danh gia mo6 hinh str dung 1a phu hop.

Bdng 2. Bang tom tit cac thong s ctia mé hinh

Md hinh R R? R2 diéu chinh Sai s6 chuin do ludng Durbin-Watson

1 797° .635 .631 392 1.909
Nguén:Trich két qua xir Iy SPSS

Béang 4 cho théy: Céac hé sb Tolerance déu 16m hon 0,0001 nén cac bién déu dat duge tiéu chuin
chap nhan; Cac hé s6 phong dai phuong sai VIF déu nho hon 10 nén khong co hién tugng da cong tuyén;
He¢ sé Sig. ctia sau bién doc 14p déu nho hon 0,05 nén ca sau bién nay déu dugc chép nhan. Dong thoi, cac
hé sb Beta déu 1on hon 0cho thay cac bién doc lap tac dong thuén chiéu voi bién phu thugc. Nghia la khi
tang bat ky mot nhan té ndo thi cling s& lam cho quyet dinh mua tryc tuyén san pham may mac ting l1én
theo mot ty 18 twong Gng. Két qua phan tich nay cho két luan 1a tat ca cac gia thuyét H,, Ha, Hs, Ha, Hs, He
néu trong mo hinh & Hinh 2 déu duoc chép nhan.

Béng 3. Bang tom tit cac thong s6 cia md hinh (ANOVA)

M5 hinh Téng binh phuong | Bac tw do (df) | Binh phuong trung binh F Sig.
Phan hoi quy 128.688 6 21.448| 139.526 .000°
1 Phan du 73.940 481 | 154
Total 202.628 487 |

Nguén:Trich két qua xir Iy SPSS
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Bdng 4. Bang tom tét cac thong sé ciia mé hinh

HS Beta chua chuan | Hé sb Beta chuan Théng ké da cong
Model , . . £

(mb hinh) hoa hoa t Sig. tuyén

B Std. Error Beta Tolerance VIF
(Constant) |[-.436 170 -2.571 .010

X1 PER |.181 .034 0.193 5.368 .000 587 1.703
X2 UST |.220 .039 0.179 5.675 .000 .760 1.316
1 [ X3 WED |.198 .032 0.204 6.189 .000 .698 1433
X4 INT |.134 .032 0.134 4.201 .000 742 1.347
X5 TRS |[.126 .036 0.105 3.494 .001 .846 1.181
X6 SIN |.341 .038 0.336 9.054 .000 552 1.812

Nguén:Trich két qua xit Iy SPSS

Nhu vy, mbi quan h¢ gitra bién phuy thudc quyet dinh mua tryc tuyén san pham may mic Y va cac
bién doc 1ap X duoc thé hién trong phuong trinh hdi quy da bién nhur sau:
= 0,193X; + 0,179*X; + 0,204*X3 + 0,134*X4+ 0,105*X5 + 0,336*X

4.3. Kiém dinh c4c bién kiém soat
Pé kiém dinh su khac biét vé quyét dinh mua tryc tuyén san pham may mic giita cac khach hang &

nhimg nhom gidi tinh, do tudi, trinh d6 hoc vén, nghe nghiép va thu nhdp trung binh khac nhau, tac gia
tién hanh phan tich Levene va ANOVA. Tong hop két qua dugc trinh bay trong Bang 5 nhu sau:

Bdng 5. Bang tom tit hé s6 Levene va ANOVA

h ez , Sig. Sig. A s
Bien kiem sodt (phan tich Levene) | (phan tich ANOVA) Nhén xét
Gidi tinh 0,302 0,000 Co su khac biét gitta cdc nhém khach hang.
bo tudi 0,087 0,000 Co su khac biét gitta cac nhom khach hang.
Trinh dd hoc vén 0,332 0,000 Co su khac biét giita cac nhoém khach hang.
Nghé nghiép 0,376 0,000 Co su khac biét gitta cac nhom khach hang.
Thu nhdp binh quan 0,005 - Can thém kiém dinh Tamhane.

Nguén: Tong hop tir két qua xit Iy SPSS.

Theo két qué Bang 5, bon bién kiém soét 1a Gi6i tinh, Do tudi, Trinh d6 hoc van va Nghé nghiép
déu c6 mirc ¥ nghia Sig ciia phan tich Levene 16n hon 0,05 va mirc y nghia Sig ctia phan tich ANOVA
bang 0,000 (nho hon 0,05) nén két luan, vai do tin cdy 95%, co su khac biét vé quyét dinh mua truc tuyén
san phém may mac gitra cac khach hang thugc cac nhom khac nhau vé gidi tinh, do tudi, trinh d6 hoc van
va nghé nghiép.

Riéng véi bién kiém soat Thu nhap binh quan, do két qua phan tich Levene co mic ¥ nghia Sig nho
hon 0,05 (0,005 < 0,05) nén phai str dung k¥ thuat phan tich siu ANOVA (kiém dinh Tamhane) (xem chi
ti dung kj thudt . Két qua kiém dinh Tamhane ciing dd cho thiy c6 nhiéu cip so sanh vé gia tri trung binh
clia cac nhom thu nhap c6 sy khac biét nhau va c6 ¥ nghia thong ké ¢ d6 tin cdy 0,05 vi ¢6 gia tri muc y
nghia Sig nho hon 0,005. Nhu vay, véi do tin cay 95%, két luan rang c6 su khac biét vé quyét dinh mua
tryc tuyén san pham may mic giita cac nhom khach hang c6 thu nhdp trung binh khac nhau.

5. THAO LUAN KET QUA VA HAM Y QUAN TRI
5.1. Thao luin két qua nghién ciru

Mb hinh nghién ctru cta dé tai nay dugc xdy dung dua trén hai quan diém tiép can — do 1a tiép can
tur phia khach hang va tir goc do cong nghé. Pay la hai phuong thirc ti€p cdn mdi va mang tinh hé thong,
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ching khong nhimg khong mau thudn ma con ctng ¢ va hd tro 1an nhau. Dya vao viéc hé thong hoa cac
1y thuyét c6 lién quan va két hop véi budc thao ludn nhom va lay y kién chuyén gia, tac gia da xay dung
dugc bd thang do hoan chinh cho cac bién doc lap va bién phu thudc ciia md hinh nghién clru ly thuyét
v6i tong cong 35 bién quan sat, trong d6 mot sO bién quan sat c6 tinh cap nhat xu hudng tiép can ngudi
tiéu dung trong thoi dai phat trién cong nghé s6 va mang xa hoi, chang han nhu: Website ban hang truc
tuyén st dung céc hiéu tmg hd tro tét cho san pham; Website ban hang tryc tuyén c6 nhiéu tir khoa gitp
khach hang dé dang tim kiém va truy cap thong tin; Website ban hang truc tuyén cung cip cho khach
hang trai nghiém web vdi mirc d§ ca nhan hoa cao...

5.2. Ciac ham y quén tri

Cac két qua nghién ctru dinh lugng dugc kiém dinh trén miu 488 khach hang da giup tac gia dé xuat
mdt s6 ham ¥ cho cac dbi twong c6 lién quan nhu nha kinh doanh tryc tuyén, nha san xuat san pham thoi
trang. Cu thé nhu sau:

Ham y d6i v6i nha kinh doanh truc tuyén:

Theo két qua phan tich dinh luong, “Chuén chii quan ctia khach hang” 13 nhan t6 c6 anh huéng lon
nhat dén ¢ Quyet dinh mua tryc tuyén san pham may méc”. Piéu nay goi y cho cac nha ban 1¢ tryce tuyén
phai am hiéu cach thirc ma ngu’cn tiéu dung ch1u anh huong va su dung cac danh gia truc tuyén cia nhu’ng
nguoi dung khac truge khi quyét dinh mua sam. Mot s goi ¥ dé xuét cho nha kinh doanh tryc tuyén dé
giam thiéu nhirng nhan xét tiéu cuc ctia khach hang d6 1a: Pap tung kip thoi, nghia 1a khi phét hién c6 mot
danh gia tiéu cyc, doanh nghiép can | phai phan hoi lai ngay theo hudng chu dong, cau thi va tuyét déi ton
trong khach hang (khong phu dinh 151, day cai sai vé - phia khach hang); Néu nhan thay khach hang co sai
s6t, hiéu 1am trong nhan xét ctia ho, doanh nghiép can phai giai thich, dinh chinh kip thoi dé khach hang
hiéu va diéu chinh lai nhitng nhan xét; Dong thot, tich cuc khuyén khich nhimng khach hang than thiét,
trung thanh ciia doanh nghiép dua ra cac y kién t6t va tham chi doanh nghiép con can chu dong tac dong
hinh thanh chuén chi quan tich cuc ciia khach hang thong qua nhiéu hoat dong truc tiép va gian tiép,
chang han nhu: Tich cuc st dung cac phuong tién xa hoi dé tao dung va khuéch truong uy tin va danh
tiéng

Dbi voi nhan td “Thiét ké website”, 1 nhan t6 c6 anh huong 16n thtr nhi dén “Quyét dinh mua truc
tuyén san pham may mic”, nghién ciru cia KPMG International’ ciing da cho thiy rang cac khach hang
hién dai rat quan tim dén chat luong website khi mua sim trén thi truong. Nhu vay, dé thic day quyét
dinh mua tryc tuyén cta khach hang, doanh nghiép can déau tu thiét ké website ban hang c6 giao dién,
ciu triac don gian va than thién véi  nguoi ding, nhung dong thoi phai hap dan, thu hat sy cht y ctia khach
hang. Bén canh do, website phai hd tro cac cong cu tim kiém, so sanh cac san pham v6i nhau; st dung da
dang cac hiéu mg nhu 4m thanh, hinh anh xoay 360°, phong thir d6 truc tuyén... dé giup khach hang co
thé hinh dung rd nét nhit vé san pham va nhanh chéng tim ra dugc trang phuc nao théa min tot nhit nhu
ciu cua ho.

“Su tién loi cua giao dich truc tuyén” 12 nhan t6 c6 anh hudng kha 16n dén quyét dinh mua truc
tuyén cuia khach hang. Trudc tién, nha ban 1é truc tuyén can cai tién va hoan thién cac quy trinh giao dich
v6i khach hang. D6i voi hoat dong mua hang, can cai tién quy trinh dit hang that don gian va gon nhe,
khach hang chi can nhép chudt (click) mot 1an vao san pham ho lya chon va cai nhap chudt thir hai dé
dién nhiing thong tin t6i thiéu can thiét 1a hoan tat quy trinh. D4i v6i hoat dong giao nhan hang hoa,
doanh nghiép can minh bach quy trinh giao hang hoa cho khach hang va dong thoi cong bd chi phi giao
hang cang sém cang tot trong qué trinh mua sam. Cac cong ty ciing phai nd lyc dwa ra nhiéu tiy chon
giao hang linh hoat dé khach hang chon phuong thirc phit hop va tién lgi véi minh nhit. P6i v6i hoat
dong d01 tra hang hoa, day la mot trong nhimg ly do quan trong khién nguoi mua sim san pham may méc
truc tuyen 1di bo gié hang cta ho néu cong ty ban hang thiéu thong tin vé chinh sach bao hanh va déi tra
san pham. Dbi véi hoat dong thanh toan, doanh nghiép cang da dang hoa hinh thirc thanh toén s& cang tao
sy tién lgi cho khach hang, cu thé 1a: thanh toan bang tién mat khi khach hang nhan dugc san pham

5 Ngudn: Bio cio chuyén dé vé& hanh vi va sé thich mua hang truc tuyén do KPMG International thyuc hién vao
thang 01/2017, https://home.kpmg.com/vn/vi/home/an-pham/2017/01/ mua-sam-truc-tuyen.html
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(phuong thare COD — Cash on delivery); thanh toéan truc tuyén bang vi dién tir, thé ghi no ndi dia hay thé
tin dung hodc ghi ng qudc té; chuyén khoan qua ngan hang...

Hai nhéan t6 “Tinh tuong tac khi giao dich truc tuyen va nhan t6 “N1e1n tin cua khach hang” tuy chi
¢6 hé s tac dong lan luot 1a 0,134 va 0,105 dén ‘Quyét dinh mua tryc tuyén san pham may mic” nhung
cling 1a nhimg nhan t6 gay anh huong dén quyét dinh mua ciia khach hang. “Tinh tuong tic” trong giao
dich tryc tuyén c6 hai chiéu chinh, d6 1a: (1) Tuong tac giita khach hang (The user) véi nha ban 1¢ truc
tuyen (The online vendor); va (2) Tuong tac gilta cac khach hang véi nhau (The web users). Dé gia tang
chiéu tuong tac giita khach hang va nha ban 1é tryc tuyen doanh nghiép can: Cai thién kha ning diéu
hudng cua website; Cac cira hang ao (E-stores) phai cung cap cho khach hang nhing trai nghiém web véi
mirc d6 c4 nhéan héa (tinh tiy bién san pham) cao; Va dic biét dé 1am khach hang hai long va luu gt long
trung thanh cta ho, nha ban 1¢ tryc tuyén phai thiét 1ap hoat dong quan tri quan hé khach hang tryc tuyén
(e-CRM — Electronic Customers Relatlonshlp Management) tot. Dé gia tang chiéu tuong tac gilia cac
khach hang véi nhau, cac doanh nghi€p can phai biét khai thac sirc manh ciia cac (mg dung trén nén tang
Web 2.0 nhu blog, mang xd hdi, cac dién dan cua nguoi dung (user’s forum), phong tro chuyén
(chatroom)... va cung cap cho khach hang quyén thiét 1ap lién lac v6i cac nguoi sir dung Internet khac.
Dbi voi viée tao dung va cung b “Nlem tin ctia khach hang” trong boi canh kinh doanh tryc tuyén — khi
nguoi mua khong thé tiép xtic truc tiép véi ngu’(n ban cling nhu trang phuc ma ho dy dlnh mua — doi hoi
doanh nghiép khong chi dimg lai & mirc cam két vé chat luong hang hoa c6 ngudn gdc, xuat X\ rd rang,
c6 thuong hi€u... ma nha kinh doanh con phai chua trong cai tién cac hoat dong dich vu hd tro khac nhu:
riit ngén thoi gian giao hang, cam két bdi thudng cho khach néu giao hang tré, giam thiéu cac phién phirc,
gay kho khian cho khach khi giai quyét boi thuong, khiéu nai. ..

Ham y d6i véi nha san xuit sin phAm may mic thoi trang:

Két qua nghién clru da cho thdy ngoai nhan t6 dac thu 1a “Nhan thirc cua khach hang ddi voi san
pham may mic” tic dong dén quyét dinh mua, thi cac dac tinh chung vé hanh vi mua va cac yéu t6 nhan
khau hoc cua cac khach hang da ting mua sam tryc tuyén cling 1 nhimg thong tin quan trong ma nha san
xuét can luu y. Thi nhat, doanh nghiép can gia ting nhan thic tich cyc ciia khach hang ddi voi san pham
may mac. Do san pham may mic duoc xép vao nhom hang héa trai nghiém®, cho nén nhitng “Nhan thirc
cua khach hang doi VOl san phim may mic” duoc hinh thanh trudc trong tam tri khach hang c6 ¥ nghia
quan trong dbi v6i quyét dinh mua coa ho. Diédu nay doi hoi cac nha san xut hang thoi trang can tim hiéu
that ky cac nhan thire ciia khach hang vé san phdm may mic dugc mua qua mang, chang han nhu: Chinh
sach gia ca (gia san pham, chi phi van chuyén, chi phi giao dich...); Chat lugng san pham (chit liéu, mau
sdc, ngudn goc, xudt xtr...). Nha kinh doanh s& lam tét duoc viéc nay thong qua cac chinh sach marketing
hién dai, tién hanh nghién ctru, khao sat thi trudong, tim hiéu 13 nhu cau, thi hiéu khach hang, cling nhu
tiép can va cap nhat xu hudng thoi trang cia thé gigi. Bén canh dé, chién luoc xdy dung va tao dung
thuong hiéu manh ciing s& gbp phan quan trong dé tao dyng uy tin, niém tin va danh tiéng cua doanh
nghiép trong mit cta khach hang. Thu hai, cac tac dong dya trén nhiing dic tinh chung vé hanh vi mua
va cac yéu to nhan khau hoc cua khach hang. Két qua phan tich & muyc 3.3 cho thay, dbi tuong khach hang
da timg mua sim tryc tuyén san pham may mic tai thanh phé H5 Chi Minh chiém nhiéu nhat 1a nhém
tudi thanh nién, ho c6 thoi quen st dung Internet kha nhiéu va c¢6 thu nhap binh quan ¢ mirc trung binh
thip (ttr dudi 5 triéu ddng va tir 5 &én dudi 10 tridu ddng). Piéu nay goi md mot hudng phat trién dong
san pham thoi trang binh dén (Fast-fashion) hay con goi 1a thoi trang gia ré, thoi trang mi an lién — mot
huéng di khéng hé méi ddi vai thi truong thé gidi nhung chua dinh hinh rd nét & Viét Nam. Thoi trang
"an lién" ddnh manh vao tdm 1y ciia gidi tré hién nay, thich dién nhimg moén d6 mét nhat gidng nhur trén
céc san dién thoi trang ciia thé gidi nhung lai khong phai tén qua nhiéu chi phi && mua hang hiéu thyc sy,
gitip cho nhiig khach hang gi6i binh dén ciing c6 thé mua duoc. Hién tai, nganh kinh doanh thoi trang
binh dan da c6 nhiig phat trién vo ciing dang ké va dang "lam mua 1am gi6" trong lang mét thé gidi khi
sO hitu thi truong khach hang rong 16n, voi nhimg thuong hiéu manh nhu Zara (dé khai truong ¢ Tay Ban
Nha tir nim 1975), H&M (da khai truong ¢ Thuy Dién tir nam 1947)... Nhu vy, cdc nha san xut may

® Hang hoa trai nghiém (Experience-goods) 1a nhilng san pham ma gia tri cia chiing ehi c6 thé thue su xac dinh
dugc bang cach tiéu dung hodc st dung ching. Noi dung nay da dugc trinh bay chi tiét trong chuong 2.
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mic tai Viét Nam hoan toan co6 thé nghién ctru va tiép can theo chién luoc phat trién nay voi mot thi
truong tiém nang rong md.
6. HAN CHE VA HUONG NGHIEN CUU TIEP THEO
Maic du da dat dugc nhiing lgét qua nhat dinh, nhung do mot s6 yéu té chu quan va khach quan,
nghién ciru ndy van ton tai mot s6 han ché. Thir nhat, nghién ciru ndy chi dugc khao sat lay mau trong
pham vi thi truong thanh pho HO6 Chi Minh ma chua c6 di€u kién 4p dung cho cac dia phuong khéc, cho
nén kha nang tong quat hoa ket qua nghién ctru chua cao. Thir hai, vi¢c xay dung mo hinh 1y thuyet va
kiém dinh dugc thyc hi¢n trén thi truong B2C (Business to Consumer — Giao dich truc tuyén gilta doanh
nghiép va nguoi ti€u dung) trong khi trén thuc t€ hién nay hoat dong mua ban truc tuyen da phat trién ram
rd voi rat nhi€u hinh thic khac nhu B2B (Business to Business — Giao dich giita cac doanh nghiép voi
nhau), C2C (Consumer to Consumer — Giao dich gilra cac ¢4 nhan v6i nhau)... Nhimg han ché nay da
md ra rat nhiéu hudng cho cac nghién ctu tiép theo trong tuong lai, dac biét 1a danh cho nhitng nha
nghién ctru vé hanh vi ti€u dung tryc tuyén trong linh vuc ban 1¢ ¢ mdt thi truong giau tiém nang phat
trién nhu Viét Nam hién nay.
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PHAN PHU LUC

PHU LUC 1: THANH PHAN THANG PO CAC KHAI NIEM NGHIEN CUU

Nhan td

Ky hiéu — Bién quan sat

Nguﬁn

Nhén thire cia khach
hang v& san pham
may mac truc tuyén
(Perception)

PER1. San phim may mic trén mang c6 kiéu dang, mau sic rat
phong phu

PER2. San phim may mic trén mang c6 diy du cac kich ¢& co
ban

PER3. San phim may mic trén mang c6 chat liéu phi hop
PER4. San phim may méc trén mang c6 ngudn gbc xuét xi,
thuong hiéu rd rang

PERS5. San phim may méc mua trén mang c6 gia ca hop 1y so
véi mua tai cira hang thuc té

PERG. San phim may méc trén mang lubn sin c6

Nandini & Jeevananda
[14].

Sanad [30].

Ty phat trién.

Niém tin ctia khach
hang ddi véi mua sim
tryc tuyén (Trust)

TRS1. Thong tin ca nhan dugc bao mat

TRS2. Thanh toan truc tuyén an toan

TRS3. Théng tin vé san phdm may mic trén trang web dang tin
cay

TRS4. Nha ban 1¢ truc tuyén thuc hién ding cam Kkét

TRS5. Nha ban 1& tryc tuyén c6 uy tin tdt

Knight, Choudhury,
Kacmar [31].

Cuneyt & Gautam, [18]
Ty phat trién.

Chuén chi quan cua
khach hang
(Subjective Norm)

SIN1. Céc danh gia/kinh nghiém ctia nguoi than va ban bé
SIN2. Céc danh gia ciia cong dong ngudi ding mang
SIN3. Kién thirc mua sdm tryc tuyén ciia ban than

SIN4. Kinh nghiém ca nhan v& mua sdm truc tuyén

Constantinides [10].
Nandini & Jeevananda
[14].

Tu phat trién.

Thiét ké website
(Website Design)

WEDI. Cau tric website dugc thiét ké logic giita trang chu
(home page) va cac trang ndi dung (contents)

WED2. Website sir dung cac hiéu ung hd tro tdt cho san phdm
may mac

WED3. Website co giao dién dep, mau sic hai hoa

WED4. Website sir dung kiéu chit va phong chit hop 1y
WEDS. Noi dung cac bai gidi thidu san phim trén website hip
dan

Rosen & Purinton [24].
Porat, Liss, Tractinsky

[25].

Cyr, Head, Larios [27].
Osorno [9].

Ty phat trién.

Su tién 1o1i cta giao

UST1. Website mua sam truc tuyén tuong thich véi moi thiét bi

Porat, Liss, Tractinsky

dich truc myén di dong UST2. Website mua sém truc tuyén duoc hd tro tot trén | [25].
(Usability) nhiéu trinh duyét web Osorno [9].
UST3. Website mua sam tryc tuyén c6 nhiéu tir khoa (Key Chiu & ddng sy [32].
words) gitip khach hang d& dang tim kiém, truy cap. Ty phat trién.
UST4. Quy trinh mua hang truc tuyén dé dang, thuan loi
USTS5. Hinh thirc thanh toan truc tuyén da dang
UST6. Quy trinh giao hang thuén tién va nhanh chong
UST7. Quy trinh tra hang don gian
Tinh tuong tac khi INT1. Website mua sam tryc tuyén c6 toc do truy cép, diéu Héubl and V. Trifts [8].
giao dich tryc tuyén hudng (navigation) nhanh. Ye & ddng sy [21].
(Interactivity) INT2. Website cung cip cho khach hang nhitng trai nghiém web | Constantinides [10].

v6i mirc d6 ¢4 nhan hoa cao

INT3. Website cung cip cho khach hang kénh giao tiép 2 chidu
giita nha ban 1é tryc tuyén va khach hang

INT4. Website gitp khach hang d& dang trao ddi thong tin vai
nhitng khach hang khac

INT5. Dich vu chdm s6c khach hang truc tuyén t6t (e-CRM -
Electronic Customers Relationship Management)

Sanad [11].
Ty phat trién.
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Quyét dinh mua truc
tuyén san phim may
mac (Online purchase

tuyén

OPD2. S& tiép tyc mua truc tuyén hang may mic

OPDI. Hai long voi quyét dinh mua san phim may mic truc

Ty phat trién.

decision) OPD3. S&n 1ong huéng din ngudi quen mua sim tryc tuyén

PHU LUC 2A: PHAN TICH NHAN TO EFA CHO CAC BIEN PQC LAP

Chi tidu Két qua So sanh tiéu chuén

Ty 18 quy mé mau va sd quan sat 15,25:1 Pat ty 1€ cao
Hé s6 KMO 0,823 0,5<0,823 <1
Heé s Sig cuia kiém dinh Barlett 0,000 0,000 < 0,05
Téng phuong sai trich (Total Variance Explained) 60,339% 60,339% > 50,0%
Heé s6 Eigenvalue 1,311 1,311> 1

Nguén: Trich két qua xir [y SPSS

PHU LUC 2B: PHAN TiCH NHAN TO EFA CHO BIEN PHU THUQC

Chi ti¢u Két qua So sanh tiéu chuén
Hé s6 KMO 0,688 0,5< 0,688 < 1
Heé s6 Sig cua kiém dinh Barlett 0,000 0,000 < 0,05
Tong phuong sai trich (Total Variance Explained) 66,759% 66,759% > 50,0%
Hé sb Eigenvalue 2,003 2,003 > 1

Nguén: Trich két qua xir Iy SPSS

PHU LUC 3A: MA TRAN XOAY CAC BIEN POC LAP

Ma hoa va Tén bien quan sat

Thanh phin

3 4 5 6

PER5_San phim c6 gia ca hop 1y so voi mua tai ctra hang

.863

PER6_San phim luén c6 sin

.841

PER4_San phim c6 ngudn gdc, xuat xtr thuong hiéu rd rang

725

PER1_San phim c6 kiéu ddng, mau sic rit phong pha

713

PER2_San phdm co day du cac kich c¢& co ban

.693

PER3_San phdm co chat liéu phit hop vai chiing loai d6

676

UST1_Website trong thich véi moi thiét bi di dong

730

UST3_Website c6 nhiéu tir khoa gitip khach hang d& tim kiém,
truy cép

.688

UST5_Phwong thirc thanh toan truc tuyén da dang

.657

UST2_ Website duoc hd tro tdt trén nhiéu trinh duyét web

.640

UST4_Quy trinh mua hang truc tuyén dé dang, thuan loi

.632

UST7_Quy trinh dbi tra san phim don gian

.585

UST6_Quy trinh giao nhan san phim thu4n tién, nhanh chéng

.583

WEDS5_Nbi dung bai gi¢i thiéu san pham hap dan

784

WEDI_Céu trac website dugc thiét ké logic

728

WED2_ Website str dung cac hiéu tmg hd trg tbt cho san phim

714

WED3_ Website co giao dién dep, mau sic hai hoa

710

WED4 Website sir dung kiéu chit, phong chit hop 1y

.604

INT5_Dich vy chiam s6c khach hang tryc tuyén tét

.896

INT2 Website cung cip nhitng trai nghiém véi mirc do ca nhan
hod cao

737

INT3_Website cung cp kénh giao tiép hai chiéu giita nha ban 1¢
va khach hang

124

INT1_Website c6 tdc do truy cap, diéu hudng nhanh

719
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INT4 Website gitip cac khach hang d& dang trao d6i thong tin
v6i nhau vé san phdm

TRS3_Théng tin vé san phdm trén web dang tin ciy .800
TRS5_Pénh gia nha ban 1¢ tryc tuyén co uy tin tot 741
TRS2_Tin rang viéc thanh toan tryc tuyén an toan 713
TRS4 Nha ban 1é tryc tuyén thyc hién ding cam két .654
TRS1_Tin rang thong tin c4 nhan ciia khach hang dugc bao mat .565
SIN2_Téc dong tir binh luan, danh gi4 cua cong dong mang 750
SIN4_Khach hang c6 di kinh nghiém mua sim truc tuyén 738
SIN1_Tac dong tir danh gia, kinh nghiém ctia ban bé va nguoi
than

SIN3_Khach hang c6 di kién thirc mua sim truc tuyén .546

Nguén: Trich két qua xir Iy SPSS
PHU LUC 3B: MA TRAN THANH PHAN CHO BIEN PHU THUQC

671

.641

Ma hoa va Tén bién quan sat Thanlll phan
OPD2_Tiép tuc mua tryc tuyén san phim may mic .830
OPD3_Huéng din ngudi than va ban bé mua sim tryc tuyén san phim may mic .829
OPDI1_Hai long quyét dinh mua san phim may mic tryc tuyén 792
Nguén: Trich két qua xir [y SPSS
PHU LUC 4: MA TRAN HE SO TUONG QUAN GIUA CAC BIEN PQC LAP VA BIEN PHU
THUQC
Bién Y _OPD |[X1_PER [X2 UST (X3 WED |X4 INT | X5 TRS |X6_SJN
Y_OPD 1.000 597 514 510 460 345 .673
X1_PER .597 1.000 .367 288 322 301 .610
X2_UST 514 367 1.000 369 271 183 396
Pearson
Correlation X3_WED .510 288 .369 1.000 442 .049 357
X4_INT 460 322 271 442 1.000 214 305
X5_TRS .345 301 183 .049 214 1.000 329
X6_SJIN .673 .610 .396 357 .305 329 1.000
Y_OPD . .000 .000 .000 .000 .000 .000
X1_PER .000 . .000 .000 .000 .000 .000
X2_UST .000 .000 . .000 .000 .000 .000
Sig. (1-tailed) |X3_WED .000 .000 .000 . .000 .140 .000
X4 INT .000 .000 .000 .000 . .000 .000
X5_TRS .000 .000 .000 .140 .000 . .000
X6_SJN .000 .000 .000 .000 .000 .000 .
Y_OPD 488 488 488 488 488 488 488
X1_PER 488 488 488 488 488 488 488
X2_UST 488 488 488 488 488 488 488
N X3_WED 488 488 488 488 488 488 488
X4_INT 488 488 488 488 488 488 488
X5_TRS 488 488 488 488 488 488 488
X6_SJIJN 488 488 488 488 488 488 488

Nguén: Trich két qud xir Iy SPSS
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PHU LUC 5: PHAN TiCH SAU ANOVA (KIEM PINH TAMHANE)

(1) Thu (J) Thu nhap trung binh Mean Std. Sig. 95% Confidence Interval
nhép trung Difference (I- | Error Lower Bound | Upper Bound
binh i)}
Tir 5 dén dudi 10 triéu dong 30500 08431 ,006 -,5549 -,0551
Dusi 5 Tir 10 dén dusi 18 tri¢u dcfmg -3 1549: ,08586 ,005 -,5700 -,0610
tricu dong Tur 18 dén dudi 32 tri¢u dong -38659%| ,08922 ,000 -,6514 -1218
- Tir 32 dén du6i 52 triéu ddng 31087 | 14227 ,395 -, 7454 ,1237
Trén 52 triéu dong -,59158 | 50422 1,000 -80,2433 79,0601
Dudi 5 triéu dong ,305007| ,08431 ,006 ,0551 ,5549
Tir5dn | Tir 10 dén dudi 18 tridu dong -,01049 | ,07753| 1,000 -,2395 2186
dudi 10 Tir 18 dén du6i 32 triéu ddng -,08159| 08123 ,997 -3223 ,1592
triéu ddng | Tir 32 dén dudi 52 triéu dong -,00587| ,13741| 1,000 -,4279 Al161
Trén 52 triéu dong 28657 | ,50286| 1,000 -83,9947 83,4215
Dudi 5 triéu dong 31549°| 08586 ,005 0610 ,5700
Tir 10 dén | Tir 5 dén dudi 10 triéu dong ,01049| ,07753| 1,000 -2186 2395
dudi 18 Tir 18 dén du6i 32 triéu ddng -07110| ,08284 ,999 -3166 ,1744
triéu dong | Tir 32 dén dudi 52 tridu dong ,00462| ,13836| 1,000 -,4198 4290
Trén 52 triéu dong -27608 | ,50313| 1,000 -83,1747 82,6226
Dudi 5 triéu dong 38659 ,08922 ,000 L1218 6514
Tir 18 dén | Tir 5 dén dudi 10 triéu dong ,08159| 08123 ,997 -,1592 ,3223
dudi 32 Tir 10 dén dudi 18 triéu dong ,07110| ,08284 ,999 -,1744 3166
triéu dong | Tir 32 dén dudi 52 tridu dong 07572 ,14047| 1,000 -,3542 ,5056
Trén 52 triéu dong 20498 | ,50371| 1,000 -81,3422 80,9323
Dudi 5 triéu dong 31087 14227 ,395 -,1237 7454
Tir32 dén | Tir 5 dén dudi 10 tri¢u dong ,00587 | ,13741| 1,000 -,4161 4279
dudi 52 Tir 10 dén du6i 18 triéu ddng -,00462 | ,13836| 1,000 -,4290 4198
triéu dong | Tir 18 dén dudi 32 tridu dong -,07572| ,14047| 1,000 -,5056 ,3542
Trén 52 triéu dong -28070 | ,51576| 1,000 -54,0095 53,4481
Dudi 5 triéu dong ,59158 | ,50422| 1,000 79,0601 80,2433
Trén 52 Tu 5 dér} dusi 10 trigu dépg ,28657| ,50286| 1,000 -83,4215 83,9947
triéu dong Tur 10 dén dudi 18 triéu dong 27608 | ,50313| 1,000 -82,6226 83,1747
- Tir 18 dén du6i 32 triéu ddng 20498 50371 1,000 -80,9323 81,3422
Tir 32 dén dudi 52 triéu dong ,28070| 51576 1,000 -53,4481 54,0095

Nguén: Trich két qua xir Iy SPSS
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