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Tém tit: Nghién ctru dugc thuc hién nham muc dich xem xét cac yéu td tac dong dén y dinh str dung ting
dung giao thirc an ctia nguoi tiéu dung. Dir liéu phan tich dua trén 326 bang khao sat hop 1€ dugc thu thap
tlr nguoi tiéu dung tai khu vue TP. Pa Nang. Cac phuong phap phan tich chinh duoc st dung bao gﬁ)m

phan tich do tin cdy cua thang do (Cronbach’s Alpha), phan tich nhan t6 kham pha (EFA) va phan tich hoi
quy da bién. Két qua nghién ctru cho thdy c6 nam yéu t6: Nhan thirc tinh dé sir dung, mong doi vé gid, nhén
thire sy thu@n tién, niém tin va chuédn chi1 quan thyc sy ¢6 anh hudng tich cuc dén ¥ dinh st dung. Bén canh
d6, nghién ciru ciing dé xuat ham y quan tri nham gitp cac doanh nghiép vé ing dung giao thirc an c6 thé
nang cao chat luong, dé ra hudng phat trién va mé rong thi truong

Tir khéa: Chép nhan cong nghé, hanh vi nguoi tiéu ding, thwong mai di dong, img dung giao thirc in, y
dinh st dung.

A STUDY OF FACTORS INFLUENCING THE INTENTION TO USE
FOOD DELIVERY APPLICATIONS OF CONSUMERS IN DA NANG CITY

Abstract: The purpose of this research is to examine factors affecting the intention to use food delivery
applications of consumers. The study analyzed data of 326 suitable questionnaires collected from
consumers in Da Nang City. The main methods used in this research include: the Cronbach’s Alpha test of
reliability, exploratory factor analysis (EFA), and multiple regression analysis. The findings show five
factors such as perceived easy to use, perceived price, perceived convenience, trust and subjective norm
having positive impacts on consumers’ intention to use food delivery applications. In addition, this study
has also proposed some managerial implications for food delivery apps supplier to improve quality, to set
the direction of development and to expand market.

Keywords: technology acceptance, consumer behavior, mobile commerce, food delivery application,
intention to use.

1.GIOI THIEU

Thoi dai cong nghé 1én ng6i, nhip song ban ron da dan dén nhimg thay d6i dang ké trong théi quen tiéu
dung ctia nhiéu nguoi khi ho dan chuyén tir viéc mua sam truc tlep sang st dung thuong mai dién tir. Bén
canh d6, sy phat trién nhanh chong cua cong ngh¢ thong tin voi tan suat sir dung Internet ting cao thi cac
thiét bi di dong khong con don thuan 1a mot cong cu lién lac ma déan tré thanh mot phuong tién cung cap
céc tinh ning tién loi cho ngudi sir dung nhu nghe nhac, xem phim, mua sim... Va mot trong sO d6 o thé
ké dén la ung dung giao thirc an. Nam 2018 vira qua duoc xem la mot cudc thay ddi 16n dbi vai thi truong
giao nhan thire an truc tuyén Viét Nam khi xu huéng st dung ing dung giao thire an thay cho viée truc tiép
dén cac nha hang, quan an dé an uong ctia nguoi tiéu dung co sy tang twong manh. Theo nghién clru cua
GCOMM cudi nam 2018 cho thy, tan suit sir dung cac dich vu dit mon tryc tuyén cua ngudi thanh thi
hién kha cao. Cu thé, 99% nguoi tham gia khao sat cho biét st dung cac dich vu dat thirc an truc tuyen it
nhat 2-3 lén/thang, trong do6 39% nguoi tham gia khao sat dat mon thong qua (mg dung 2-3 lan/tuan [5].
Nim bét nhu cu ciing nhu thau hiéu duge tim 1y cta ngudi tiéu ding, hang loat tmg dung giao thirc an
nhu Grabfood, Now.vn, GoViet, Lozi...lan lugt ra doi véi phuong thirc st dung don gian, tiét kiém thoi
gian, giao dich nhanh chong va hiéu qua cao hon dang dan dugc khich hang ua chudng. Viéc dat hang truc
tuyén da dan phat trién nhanh chdong, khong chi dimg lai & cach théa méan nhu cau, cung @ng san pham ma
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con tac dong va lam thay doi dang ké théi quen tidu dung; dong thoi dang tao ra cudce dua vo ciing khéc liét
gitta cac thuong hi€u vai nam tr¢ lai day.

Tuy c6 sy chuyén bién 16n dbi véi thi truong giao nhén thirc dn truc tuyén, nhung do tinh chit méi mé, chi
phat trién manh tai méot s6 khu vuc nhu TPHCM, Ha Noi. .., cling nhu tng dung cdng nghé khong phai lic
nao ciing phul hop voi tat ca cac déi tugng khach hang thi can phai ¢ su quan tdm dung mirc dén nhan thirc
nguoi tiéu dung, c6 cac hudng trién khai tai nhitng khu vyc mé6i nhu ba Néng, Nha Trang, Bién Hoa...giup
phat trién thi truong dit mon tryc tuyén van con nhiéu tlem nang va mo rong pham vi.

TP. Pa Néng dugc xem 1a mot trong nhing ving kinh té trong diém ciia khu vuc Mién Trung - Ty Nguyén
khi chi trong vong vai nam tr¢ lai day, nén kinh té cia Thanh phé nay lién tyc c6 sy tang truong vuot troi.
Tinh hinh kinh té - xa hoi TP.Da Nang nam 2018 tiép tuc phat trién véi 9 chi tiéu kinh té chii yéu déu tang
truong kha, trong d6 6/9 chi tiéu dat va vuot ké hoach [2]. Pong gop chinh viao mirc ting trudng cao va on
dinh ctia kinh té TP. Pa Ning cha yéu tir hai nhom nganh dich vu va cong nghiép - xay dung. Thanh phd
¢6 xu huéng chuyén dich tir néng nghiép sang céng nghiép - dich vu, dong thoi day ciing 1a khu vuc ¢6 hon
9 ngan nguoi dan, 14 cira ngd giao thuong va tiép can cong ngh¢ moi, lién tuc co cac chuong trinh giao luu
cong ngh¢, thuong mai di dong ciing giip mo ra cho ba Néng tiém niang 16n manh trong linh vyc nay. Su
chuyen minh nhanh chéng ctua TP. Pa Ning 13 mot tin hiéu dang ming va day chic hin s& 1a mét thi truong
tiém nang trong twong lai giira cudc dua giao nhan cta cac thuong hiéu.

V6i nhitng 1y do trén, nhin nhan dugc thyc trang tiém nang ctia thi truong, cling nhu nhan thay viéc nghién
clru, tim ra cac yéu to anh huong dén y dinh sir dung cua ngudi tiéu dung tai TP. Da Nang trong thoi diém
hién tai 1a hét sue can thiét ca vé mat hoc thuat 13n thyc tién, nhom tic gia quyét dinh trién khai mo hinh
nghién ctru cac yéu t6 anh huong dén y dinh st dung tng dung giao thic dn ctia nguoi tiéu ding tai TP. Pa
Néng. Nghién ctru sé gitp bo sung cac lap luén, ddng thoi 1a béng ching thuc nghiém gbép phan gitp cac
doanh nghiép tim ra huéng phat trién moi, nang cao giai phap gitp thu hat khach hang sir dung dich vy,
xdy dung chién lugc tiép thi va phat trién hinh thirc giao nhan thirc an truc tuyen cliia minh tai thanh phé
nay trong thoi gian tdi. Bén canh phan gidi thiéu, cac ndi dung con lai ciia bai viét sé& trinh bay vé: co so Iy
thuyét va mé hinh nghién ctru; phuong phap nghién ctru; két qua nghién ctru; két luan va ham ¥ quan tri.

2.COSOLY THUYET VA MO HINH NGHIEN CUU

2.1 Ung dung giao thirc dn

Trong xu thé hién nay, clng voi sy tang truong manh cta céng ngh¢ thong tin thi nguoi tiéu dung da dan
¢6 xu huéng chuyén sang st dung céc thiét bi dién tir && phuc vu cho nhu cau mua sam, vui choi giai tri,
tro chuyén ciing ban bé nhiéu hon. Thuong mai di dong ciing tir d ma phat trién mot cach vuot trdi chi
trong mot khoang thoi gian ngén. Céc thiét bi di dong khong con don thuin 13 mot cong cu dé lién lac, nghe
nhac, xem phim ma dan tré thanh mot phuong tién hd tro ngudi tiéu dung trong viéc mua sam, dat mon an
truc tuyén thong qua viée st dung cac tmg dung tién ich trén dién thoai. Va mot trong s6 d6 co thé ké dén
la rng dung giao thirc an.

Theo Kimes va ctg (2011) [17] “Pdt mén an truc tuyén la qua trinh dit hang théng qua trang web (g
dung di dong) cta nha hang hoic thong qua trang web (img dung) ctia nhiéu nha hang. Mot khach hang c6
thé chon dé giao d6 an hodc nhan. Viéc thanh toan ciing dugc quan 1y thdng qua g dung (trang web) hodc
bang tién mat tai nha hang khi di 14y hang.” Bén canh d6 He va ctg (2018) [14] cho rang “Qua trinh dat
thire an tryce tuyen bao gom viéc khach hang chon nha hang ma ho muon, xem xét thyc don, chon mon va
cubi cting chon dé nhéan hoic giao hang. Theo do trang web (ling dung) thong bao cho khach hang vé chat
luong thyc pham, thoi gian chuén b thyc phdm, thoi gian thuc phdm sin sang dé nhan hodc thoi gian can
thiét dé giao hang.”

Trong nghién ciru nay, nhom tac gia thyc hién nghién ciru y dinh sir dung mg dung giao thirc an dua trén
nén tang dién thoai théng minh. Cu thé, viéc dat mon an tryc tuyén 1a qua trinh dit hang thong qua tng
dung di dong giao thirc an truc tuyén.

2.2 Y dinh

Theo Ajzen (1991) [1] cho réng “Y dinh 1a mot yéu t6 tao dong lire, né thie déy mot c4 nhan sin sang thuc
hién hanh vi” Dong thoi tac gia cling chi ra rang “Y dinh bao gdm cac yeu t6 dong o ¢6 anh huong dén
hanh vi cia moi ca nhan; cc yéu té nay cho thdy mirc d6 sin sang hodc nd lwc ma mdi ca nhan s& bo ra dé
thuc hién hanh vi”
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Trong thuyét hanh dong hop 1y TRA (Theory of Reasoned Action) [10] dugc Ajzen & Fishbein xay dung
tir cudi thap nién 60 cua thé ky XX, dugc hiéu chinh md rong trong thap nién 70 da chi ra rang y dinh la
yéu t6 quan trong nhat dé dy doan hanh vi tiéu dung (Actual Behavior) va y dinh bi anh huéng boi hai yéu
td: thai d6 va chuan chu quan. Bén canh d6 m6 hinh chap nhan cong nghé TAM (Technology Acceptance
Model) dugc phat trién boi Davis (1985) [7] dwa trén co so cia ly thuyet TRA cho thdy y dinh duoc xem
1a tién d8 truc tiép din dén hanh vi sir dung cong nghé. Ngoai ra mdi quan hé giita ¥ dinh va hanh vi sir
dung coéng nghé ciing duoc kiém dinh boi Joongho Ahn va ctg (2001) [16], Hasslinger va ctg (2007) [13]
cung véi nghién ctru ciia Hoang Qudc Cudng (2010) [6]. Chinh vi the trong nghién ctru nay, nhom tac gia
s€ thue hién cac phan tich cling nhu tap trung xem x¢t nhiing yéu té anh huong dén y dinh sir dung tng
dung giao thirc in clia nguoi tiéu dung tai khu vuc TP.Da Nang.

2.3 M6 hinh va gia thuyét nghién ciru

Qua tham khéo céc nghién ciru vé y dinh sir dung va chap nhan cong nghé cua cac tac gia ciing nhu mo
hinh ¢6 lién quan, nghién ctru dé xuét 6 nhén t6 tic dong dén y dinh str dung tmg dung giao thirc 4n cua
ngudi tiéu dung tai TP. Pa Ning. Trong d6 nghién ciru ké thira cac nhan t6 tir 3 md hinh va 1 nghién ciru:
Nhan t6 chuan chu quan tir mé hinh TRA (Ajzen & Fishbein, 1975) [10]; Nhén t6 nhan thirc tinh d& sir
dung tir md hinh TAM (Davis, 1985) [7]; Nhan t6 nhén thirc rui ro khi str dung tir m6 hinh E-CAM (Joongho
Ahn va ctg, 2001) [16] va ba nhan t5 mong doi vé gia, nhan thirc sy thudn tién va niém tin tir nghién ciru
cua Hasslinger va ctg (2007) [13].

(1) Nhdn thike tinh dé sir dung:

Theo Davis (1985) [7] thi “Nhan thirc tinh d& sir dung 14 cip d6 ma mot nguoi tin ring st dung mot tmg
dung dic thu s& khong can nd luc”.Cac nghién ctru cia Joongho Ahn va ctg (2001) [16], Matthew K O Lee
& Christy M K Cheung (2005) [4], Nguyén Duy Thanh va ctg (2015) [20], Lé Ngoc Dtrc (2008) [8], Hoang
Qubc Cuong (2010) [6], Lee & ctg (2017) [18] va Elango & ctg (2018) [9] cling chi ra rang “Nhan thirc
tinh dé sir dung” c6 tac dong tich cuc 1én y dinh st dung. Trong nghién ctru ndy, nhén thire tinh dé sir dung
s& thé hién & chd ngudi sir dung (g dung giao thirc an s& cam thdy d& dang khi lam quen va dé dang thanh
thao trong viéc str dung (mg dung dat hang dé dap ng nhu cau cua ho khi can. Do d6, tac gia dua ra gia
thuyét rang:

Gid thuyét H1: Nhan thie tinh dé s dung c6 tac dong tich cuc (+) d&én y dinh st dung tng dung giao thirc
an cua nguoi tiéu dung tai TP.Da Nang

(2) Mong doi vé gid:

Hasslinger va ctg (2007) [13] da dé cap den viéc khach hang tin ring mua hang qua mang s€ gitp tiét kiém
thoi gian, tién bac va & ho co su so sanh vé gia. Va cac nghién ctru cia Nguyen Duy Thanh va ctg (2015)
[20], Hoang Quéc Cudng (2010) [6] ciing chap nhdn rang “Mong doi ve gid” c6 tac dong tich cyc 1én ¥
dinh st dung. Trong nghién ciru nay, mong doi vé gia ctia khach hang vé g dung giao thic an dugce thé
hién & chd khach hang tin rang viéc str dung ing dung s gitp ho tiét kiém duoc tién san pham va giao dich
hon so v6i ding truc tiép, thong qua cac chuong trinh khuyén mai. Do d6 trong mé hinh, tac gia dua ra gia
thuyét:

Gid thuyét H2: Mong doi vé gia co tac dong tich cuc (+) dén ¥ dinh str dung tmg dung giao thirc an cia
nguoi tidu dung tai TP.Pa Ning

(3) Nhdn thikc su thudn tién:

Theo Hasslinger va ctg (2007) [13] d& d& cap dén viéc ngudi tiéu dung nhan thiy ring viéc mua hang qua
mang hay sir dung dich vu giao nhan thitc n tryc tuyén gitp ho tiét kiém duoc thoi gian, cong sirc va co
thé str dung dich vu bat cir luc nao khi c6 nhu ciu. Trong nghién ciru ndy, nhan t6 “ Nhan thirc sy thusn
tién” dugc tac gia nhin nhan sé thé hién qua viéc ung dung giao thirc an s€ bd tro tich cuc cho viée dat hang
thirc 4n ciia nguoi tiéu dung, gitip ho c6 thé dat hang véi muc chi phi thap, tiét kiém thoi gian. Do d6 tac
gia dé xuat gia thuyét H3 nhu sau:

Gid thuyét H3: Nhan thirc sy thuén tién co6 tac dong tich cuc (+) dén y dinh sir dung ing dung giao thirc an
clia nguoi tiéu dung tai TP.Da Ning

(4) Nhan thirc rii ro khi stk dung:

Trong md hinh chip nhan thuong mai dién tr E-CAM (Joongho Ahn va ctg, 2001) [16] va thuyét nhan thic
rui ro TPR (Bauer, 1960) [3] cho rang “ Nhan thirc rui ro lién quan dén san pham dich vy phan anh sy lo
lang ctia nguoi tiéu ding vé thong tin ca nhan khi sir dung dich vy truc tuyén. Cac i ro khi sir dung c6 thé
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bao gém: Lo thong tin cé nhan, mét tai khoan, san phém dugc nhan khong ding hodc anh hudng dén st
khoe va vé sinh an toan thyc pham”. Trong nghién ciru nay, nhén thirc rii ro khi str dung s& thé hién qua
viéc “ Nguoi ding tmg dung tryc tuyén cang nhén thirc dugc rii ro cao thi ho s& cang khong st dung, hodc
khong c6 ¥ dinh sir dung”. Tir d6, tac gia dua ra gia thuyét rang:

Gid thuyét H4: Nhan thiic rui ro khi str dung cé tic dong tiéu cuc (-) dén ¥ dinh sir dung ing dung giao
thire An ctia nguoi tidu dung tai TP.Da Ning

(5) Niém tin:

Nghién ctru ctia Hasslinger va ctg (2007) [13] cho rang nlem tin tc dong tich cyc dén y dinh st dung cua
khach hang. Pdng thoi nhiéu nghién ciru ciing da chip nhan rang niém tin c0 vai tro 16n trong viéc tac dong
dén y dinh st dung ctia nguoi tiéu dung. Va theo nhén dinh cua tac gia thi niém tin ctia khach hang thé hién
qua viéc ho mong mudn san pham nhan dugc phai dung véi nhiing gi da duge mo ta. Do d6 tac gia dé xuét
gia thuyét:

Gid thuyét H5: Niém tin c6 tac dong tich cuc (+) dén ¥ dinh sir dung timg dung giao thirc n clia ngudi tiéu
dung tai TP.Pa Nang

(6) Chudn chii quan:

Theo Ajzen & Fishbein (1975) [10] cho rang “Chuan chi quan hay anh huéng tir x4 hoi 1a nhan thirc cua
con ngudi vé ap luc xa hoi dé thé hién hay khong thé hién hanh vi. Cac ap luc xa hoi nay xuat phat tir gia
dinh, ban be, dong nghiép, phuong tién truyén thong.” Pong thoi két qua nghién ctru ciia Ajzen (1991) [1],
Lé Ngoc Birc (2008) [8], Nguyén Duy Thanh va ctg (2015) [20], Elango & ctg (2018) [9] ciing chi ra rang
“Chuan chu quan” c¢é tac dong tich cyc 1én y dinh str dung. Do d6 trong nghién ciru nay, tac gia nhin nhan
rang, chuan chii quan sé& tac dong 16n dén y dinh sir dung ctia khach hang, hay néi cach khac tac dong chuan
cht quan cang 16n thi khach hang cang mong mudn sir dung g dung

Gid thuyét H6: Chuan chu quan c6 tic dong tich cuc (+) dén ¥ dinh sir dung ing dung giao thirc an cua
nguoi tidu dung tai TP.Pa Nang

Nhan thie tinh dé str dung

Mong doi vé gia

Nhan thac sy thuén tién )
Y dinh sir dung

Nhan thuc rai ro khi st dung

Niém tin

Chuan cha quan

Hinh 1. M6 hinh d& xuét cic yéu té anh huong dén y dinh str dung tmg dung giao thire &n cua ngudi tiéu
dung tai TP. Da Nang .
Nguon: Tac gia

3.PHUONG PHAP NGHIEN CUU

Nghién ctru dugc thye hién thdng qua hai phuong phap chinh 1a nghién ctru dinh tinh va nghién ctru dinh
lwong. Nghién ctru dinh tinh duoc thyc hién théng qua hinh thirc phong van so bd cac ca nhan va chuyén
gia bang dan bai phong van nham hiéu chinh thang do. Nghién ciru dinh lugng dugc tién hanh thong qua
bang cau hoi khao sat chinh thirc va tién hanh phan tich dir liéu thu thap. Trong do6, d6i tugng khao sat 1a
nhing nguoi tiéu dung dang sinh sdng va 1am viéc t6i thiéu 1 nim tai TP.Pa Néng véi diéu kién nhiing
ngudi tiéu dung co st dung Internet va cac thiét bi di dong két ndi mang khong day, da tung biét dén ting
dung giao thirc an nhung chua tung st dung qua. Ho 1a nhimg nguoi ti€u dung c6 nhu cau dat mua thyc
pham nganh hang tiéu dung nhanh va mong muén sir dung dich vu giao nhén tai nha. Nhom tac gia lua
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chon phuong phap lay mau phi xac xuét, thuan tién, cing véi viéc tinh toan kich thac mau dua theo cac
tiéu chi sau: Kich ¢& mau phu hop véi ki thuat phan tich nhan té EFA va ti 1¢ quan sat/bién do luong la 5:1
(5x27=135) (Hair & ctg, 2006) [12]. Trong nghién ctru nay, nhom tac gia chon kich thude mau 14 350 nham
dam bao d¢ tin cdy cao cling nhu de phong cac tac nhén lam giam kich thudce mau khi tién hanh khao sat
thuc té. Theo dé nghién ctru da tién hanh thu thap sb liéu tir 350 nguoi tiéu dung, sau khi san loc con lai
326 trudong hop phu hop dé tiép tuc phan tich. Nhu vay, sé lidu duoc thu thap dam bao thyuc hién t6t md
hinh nghién ctru, dong thoi dé do ludng cac khai niém nghién ctru trong mo hinh, nhom tac gia sir dung
thang do Likert 5 muc do tir 1 (Hoan toan khong dong y) dén 5 (Hoan toan dong ). Dir liéu sau khi dugc
thu thap s& dugc xur 1i va phén tich bang phan mém SPSS 20.0.

4. KET QUA NGHIEN CUU
4.1 Tém théng tin miu khio sat
Nghién ciru di tién hanh diéu tra 350 ngudi tiéu ding, sau khi sang loc con lai 326 phiéu khao sat phu hop
dé tiép tuc phén tich. Thong ké dit liéu cho thdy phan 16n cac dbi twong khao sat thuong cé thoi gian sir
dung Internet trung binh/ ngay roi vao khoang trén 4 gio chiém phan 16n véi 155 ngudi tra 10i (47,5% trén
tong s6 dap vién), chi 6 8 nguoi c6 thoi gian st dung Internet dudi 30 phit/ ngay (chlem 2,5% trén tong
s0 dap vién). Nhdm tudi chu yéu cua nguoi khao sat roi vao khoang tur 18 dén 35 tudi chiém téng 69% trén
5O dap vién. Trinh d6 hoc van Pai hoc-Cao Pang chiém phan 16n v6i 199 nguoi tra 161 (chiém 61,1%), thap
nhét 14 s6 ngudi co trinh do trén dai hoc véi 19 nguoi (5,8%). Vé nghé nghiép, ngudi tham gia khao sat
dang 14 nhan vién vin phong chiém da s (46,9%), hoc sinh sinh vién c6 97 ngudi (chiém 29,8%) va nhém
can bo-Cong vién chirc co ti 16 dap vién thap nhit 1a 3,1%. Ti 1é giita nam va nit trong cudc khao sat khong
¢6 su chénh 1éch qué 16n (40,8% dbi voi nam va 59,2% ddi véi nir). Murc thu nhép ctia nguoi tham gia khao
sat giao dong tir 4 tridu tré 1én voi sb ngudi tra 101 1an luot 13 99 ngudi cho muc thu nhap tir 4 dén dudi 7
triéu (30,4%) va 93 nguoi cho mire thu nhap trén 7 triéu (28,5%).
4.2 Két qua phan tich
4.2.1 Kiém dinh dg tin cdy thang do véi hé sé6 Cronbach’s Alpha
Kiém dinh d¢ tin cay thang do (Cronbach’s Alpha) dugce thyuc hién d6i voi 7 nhan t6 lan luot nhur sau: Nhan
thic tinh dé sir dung, mong doi vé gid, nhan thirc sy thuén tién, nhan thirc rui ro khi str dung, niém tin,
chuén chu quan va y dinh sir dung. Két qua kiém dinh Cronbach’s Alpha cho thiy rang tit ca cac bién quan
sat trong moi nhan t6 déu co hé sb twong quan bién tdng 16n hon 0,3 va 7 nhén t6 ctia mod hinh déu ¢ hé sb
Cronbach’s Alpha 16n hon 0,6 (Theo Nunnally & Bernstein, 1994) [19]. Do d6 c6 thé két ludn rang tat ca
céc bién quan sat trong moi nhom nhén t6 déu du do tin cay dé thuc hién cac bude tiép theo (xem bang 1).
Bang 1. Két qua kiém dinh Cronbach’s Alpha

Thang do Tong Bién thanh phan Hé 56
) Cronbach’s

bién Alpha

Nhan thirc tinh dé st dung 4 DDSD1, DDSD2, DDSD3, DDSDA. 0,694
Mong doi vé gia 4 MDVG1, MDVG2, MDVG3, MDVG4. 0,771
Nhén thirc sy thuln tién 4 TT1, TT2, TT3, TTA. 0,818
Nhan thtre rii ro khi sir dung 4 RR1, RR2, RR3, RRA4. 0,807
Niém tin 3 NT1, NT2, NT3 0,803
Chuén chu quan 4 CCQ1, CCQ2, CCQ3, CCQ4 0,767
Y dinh st dung 4 YDSD1, YDSD2, YDSD3, YDSD4 0,881

Nguon: Két qua xir Iy
4.2.2 Phan tich nhén t6 kham phd — EFA
Sau khi thyc hién kiém dinh d6 tin cdy thang do v6i hé sb Cronbach’s Alpha, tit ca cac bién doc lap (23
bién) tiép tuc dugc dua vao dé phan tich nhan t6 kham pha EFA. Két qua sau lan phan tich nhén t6 kham
pha EFA dau tién thi c6 1 bién quan sat bi loai 1a NT3 vi c6 h¢ sO tai nhan t6 = 0,465 < 0,5 (Hair & ctg,
1998, 2006) [11] [12]. Nhom tac gia tién hanh loai bién quan sat NT3 va thuc hién phan tich 1an thir hai véi
cac bién doc 14p con lai (22 bién). Két qua sau 1an phan tich thtr hai dugc trinh bay va tém luot thong qua
bang 2.

© 2021 Truong Pai hoc Céng nghiép thanh phé Ho Chi Minh



60 NGHIEN CUU CAC YEU TO ANH HUONG BEN Y PINH SU DUNG UNG DUNG GIAO THUC AN
CUA NGUOI TIEU DUNG TAI THANH PHO DA NANG

Hé s6 KMO (Kaiser — Meyer — Olkin) 1a 0,813 théa mén yéu cau cta phan tich nhan 6 0,5 <KMO < 1
(Trong Ngoc Hoang & Nguyén Mong Chu, 2008) [15] nén két luan phan tich nhan t6 1a phu hop véi dir
lidu thuc té. Hé sb Sig. =0, 000 < 0,05 nén két luan cac bién quan sat tuong quan v6i nhau trong tong thé,
¢ y nghia thong ké. Chi s6 dimng nhan t6 (Eigenvalue) 1a 1,037 > 1 va tong phuong sai trich (Variance
Extracted) 1 67,759% diéu d6 cho thiy 67,759% su bién thién cta dir liéu duoc giai thich boi 6 nhan t6
trong mo hinh (Hair va ctg, 1998, 2006) [11][12]. Két qua phan tich nhan t6 kham pha cua cac bién doc 1ap
cho thiy c6 6 nhan té dwoc rut ra va cac nhan to nay khong c6 sy xao tron, nén tén bién duoc giit nguyén
(DDSD, MDVG, TT, RR, NT, CCQ). Hé s6 tai nhan t6 cta 22 bién quan sat con lai déu > 0,5 do do céac
bién nay c6 do tin cay va thoa didu kién khi phan tich nhan t6

Twong tu, phan tich nhan t5 kham pha EFA cho bién phy thudc duoc tién hanh va thu duoc két qua: Hé s6
Kaiser — Meyer — Olkin (KMO) =0,831 théa man yéu cau ctia phan tich nhan t6 0,5 < KMO < 1; Gia tri Sig
Bartlett’s Test =0,000 < 0,05; Chi s6 dimg nhén to (Eigenvalue) =2,955>1; Téng phuong sai trlch(Varlance
Extracted) = 73,882% > 50% va hé sb tai nhan t6 cta cac bién quan sat déu > 0,5 nén thoa yéu cau.

Bang 2. Két qua phan tich nhan t5 kham pha EFA cho cAc bién doc lap

MA TRAN XOAY NHAN TO
TEN BIEN NHAN TO

MA HOA 1 2 3 4 5 6

TT3 0,783
TT1 0,759
TT4 0,742
TT2 0,633
RR4 0,836
RR1 0,817
RR3 0,782
RR2 0,604
MDVG2 0,772
MDVGL1 0,720
MDVG4 0,668
MDVG3 0,532
CCQ2 0,850
CCQs3 0,781
CCQ1 0,661
CCQ4 0,635
DDSD2 0,753
DDSD3 0,656
DDSD1 0,623
DDSD4 0,601
NT1 0,705
NT2 0,703
Hé s6 KMO 0,813
|Gia tri Sig Bartlett’s Test 0,000
[Chi s6 dimg nhan t6 1,037
(Eigenvalue)
Téng phwong sai trich 67,759%

Nguon: Két qua xur Iy
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4.2.3 Phan tich héi quy da bién
*Phdn tich twong quan Pearson '
Bang 3. Két qua phan tich twong quan Pearson

YDSD DDSD MDVG TT RR NT CCQ
YDSD 1
IDDSD 0,479 1
MDVG 0,558™ 0,516™ 1
TT 0,549™ 0,434 0,549™ 1
IRR -0,055 -0,037 0,068 -0,004 1
INT 0,565™ 0,378™ 0,406™ 0,537 -0,318™ 1
cco 0,479™ 0,221 0,433™ 0,267 [0,143™ 0,269™ 1

** Tyong quan & muc y nghia 1% (kiém dinh 2 phia).
Nguon: Két qua xir Iy
Trué6e khi thuc hién phén tich hdi quy da bién, tac gia thyc hién phan tich twong quan Pearson dé kiém dinh
tuong quan giita bién phu thudc 13 ¥ dinh str dung (YDSD) va cac bién doc lap, dong thoi clng kiém dinh
do tuong quan giita cac bién doc lap véi nhau. Tt két qua phan tich tuong quan Pearson cho thay cac nhan
t6 déu c6 mdi quan hé chat ché v6i nhan t y dinh sir dung & murc y nghia 1%. Cu thé, cac nhan to DDSD,
MDVG, TT, NT, CCQ ¢6 mbi twong quan cing chiéu véi nhan té ¥ dinh st dung (YDSD). Nhan t6 RR ¢6
mdi trong quan nguoc chiéu véi nhan t6 ¥ dinh sir dung (YDSD)
*Phdn tich tiwong quan hoi quy ) ‘

Bang 4. Két qua phan tich héi qu

Nhan | Hg so hoi quy chua Hg s6 hoi quy t Sig. Collinearity Statistics
to chuan héoa chuan héa
B Sai s6 chuin Beta Tolerance VIF
DDSD| 0,169 0,048 0,161 3,510] 0,001 0,686 1,458
MDVG] 0,149 0,050 0,154 2,956 | 0,003 0,530 1,888
TT 0,179 0,051 0,179 3,532| 0,000 0,560 1,784
RR | -0,007 0,036 -0,008 -0,195] 0,845 0,810 1,235
NT 0,244 0,045 0,274 5,387 0,000 0,560 1,786
CCQ | 0,243 0,041 0,257 5,944 1 0,000 0,774 1,293
|Gia tri R2 hiéu chinh = 0,531
SigF = 0,000
Hé s6 Durbin-Watson (d) = 1,790

Nguon: Két qua xir Iy
Két qua phan tich tuong quan hdi quy cta cac nhan tb trong md hinh nhu sau: Gia tri R2 hi¢u chinh 14 0,531
(hay 53,1%), Sig = 0,000 < 0,05 c6 nghia ton tai mé hinh h01 quy tuyen tinh gitta y dinh st dung va 6 nhan
t6 trong mo hinh. Klem dinh F ¢6 Sig. = 0,000 (<0 05) rat nho cho thiy mo hinh sir dung 1a phu hop voi
dit liéu thuc té. Hé s6 Durbin-Watson (d) = 1,790 nim trong khoang (du = 1,725; 4-du = 2,275) nén két
luan khong c6 hién tuong tu twong quan giita cic phan du trong mé hinh, mé hinh c6 ¥ nghia théng ké; hé
s6 phong dai phuong sai VIF ciia cac bién trong md hinh déu rat nho, ¢6 gia tri tir 1,235 dén 1,888 nho hon
10 thoa diéu kién VIF < 10 két luan khong vi pham gia thuyét hién twong da cong tuyén, mo hinh co y
nghia thong ke.

Bang 5. Tém tit két qua kiém dinh gia thuyét

GIA - HE SO BETA KET
THUYET NQIDUNG CHUAN HOA SIG QUA
H1l Nhén thl'r9 tinh dé sir dung c6 tac dong tich 0,161 0001 Ch?ip

cuc (+) dén y dinh str dung i ' nhé}n
H2 Mong doi vé gia co6 tac dong tich cuc (+) dén 0,154 Chap

e ; 0,003 n

y dinh st dung nhin
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H3 Nhén’ thire sy thudn tién c6 tac dong tich cuc 0,179 0000 Chép
(+) dén y dinh st dung ' nhan
H4 Nhén thirc rui ro khi sir dung ¢ tac dong tiéu Chua du

cuc (-) dén y dinh str dung -0,008 bang

0,845 cnl'xng

de ket

luan

H5 Niém tin ¢ tac dong tich cuc (+) dén y dinh 0,274 Chap
\ 0,000 A

st dung nhqn

H6 Chuan chu quan c6 tac dong tich cuc (+) dén 0,257 Chap
. e , . 0,000 A

v dinh sir dung dich nhan

Nguon: Két qua xir Iy
Két qué sau phan tich ¢6 5 nhan t6 anh hudng dén y dinh sir dung gdm: Nhan thtrc tinh dé sir dung (DDSD),
mong doi vé gia (MDVG), nhén thirc sy thuan tién (TT), niém tin (NT) va chuin chi quan (CCQ) véi sig
déu < 0,05. Nhan t6 nhan thire rui ro khi st dung (RR) chua du bang ching dé két luan co tac dong trong
truong hop pham vi cua dé tai vi sig = 0,845 >0,05. Thuyc té cho thay, dich vu giao nhan thirc an truyc tuyén
qua tng dung trén dién thoai thudng st dung hinh thirc thanh toan truc tiép bang tién mat hodc thanh toan
qua thé ngan hang nhung c6 sy xdc nhén r6 rang gitra nguoi tiéu dung va phia cung cap dich vu théng qua
ng dung, vi thé khach hang s& dé dang kiém soat duoc qua trinh giao nhan ma khong cdm thdy qué lo ling
vé rui ro tai chinh hodc cac riii ro lién quan dén thong tin ¢4 nhan co ban co thé xay ra. Bén canh d6, mat
hang giao dich qua trmg dung giao nhén thirc an thudc dang hang tiéu dung nhanh, gia tri lai khéng qué cao.
Véi két qua kiém dinh gia thuyét duoc trinh bay tai bang 5 va két qua thu thap trong pham vi nghiém ctru
clia dé tai, thi phuong trinh hdi quy chudn hoa thé hién cac yéu té anh huong dén y dinh sir dung tmg dung
giao thirc an ciia ngudi tiéu dung tai TP.Pa Nang nhu sau:

YDSD=0,161*DDSD +0,154*MDVG + 0,179*TT + 0,274*NT + 0,257*CCQ (1)

Qua bang trén ta thiy dwoc mirc d6 anh huong cua cac yéu té d6i véi ¥ dinh sir dung tmg dung giao thirc
an cta nguoi tiéu dung tai TP.Pa Nang. Két qua cua nghién ctru kha twvong dong véi nhimg nghién ctru
trude d6 va phu hop véi thue té thi truong. Trong d6, yéu té Niém tin (B=0,274) tac dong manh nhat d&én y
dinh su dung. Thuc té cho thdy, khach hang thuong xuyén danh gia cao niém tin khi c6 y dinh st dung tng
dung giao thirc an. Ho c6 xu hudng lya chon nhitng thuong hiéu uy tin, mirc 46 bao mat thong tin cao, chat
lwong san pham dat yéu cau dé str dung vi hién nay dang c6 qua nhiéu dich vu thwong mai dién tir nhung
muirc d6 dam bao cac thong tin cho khach hang lai bi han ché khién nhiéu nguoi mét long tin véi doanh
nghiép. Do do niém tin vé Gmg dung, dich vu cang cao thi cang thuc day y dinh sir dung ctia ngudi dung.
Yéu t6 ¢6 tac dong manh thir hai la Chuén cht quan (=0,257). Trong nghién ctru ndy ciing cho thdy rang
anh huong tir phuong tién truyén thong tac dong manh dén nguoi sir dung. Dleu nay la phu hop vi ngay
cang c¢6 nhiéu ngudi str dung mang xa hoi va tiép can nhidu v6i phuong tién truyén thong hon. Mire do tac
dong (anh huong) cang cao thi nguoi tiéu dung sé dé dang c6 y dinh sir dung.
Két tiép, nhan thie sy thuan tién (B=0,179) va Nhan thic tinh dé sir dung ($=0,161) ciing c6 anh hudng
dény dinh su dung. Diéu nay hoan toan tuong thich véi nhan dinh tong quan va cac cudc khao sat trude do
khi cho rang khach hang s& thuong xuyén danh gia cao cac ing dung c6 hé thong thong tin don gian va dé
tiép can hon, thao tac don gian va tinh ning ro rang, dé hiéu... Pdng nghia I1a théng tin, cac thao tac ciing
nhu thoi gian ddt hang cang don gian, thuén tién thi ¥ dinh s dung (mg dung s€ tang lén.
Sau cung, yéu t6 Mong doi vé gia (B=0,154) c6 anh huong dén y dinh st dung. Co thé de dang hiéu dugc
két qua nay vi d6i voi tmg dung giao thirc an thi khach hang khong may dé cao van de vé gi4 ca san pham
do tinh chat tuong dong gia gira cac thuong hiu, thay vao d6 ho quan tdm nhiéu vé cac chuong trinh hau
mai hon 12 gia niém yét ctia san pham truc tuyén. Vay nén yéu t6 nay chi anh huong dén y dinh véi mic
do thap.

5.KET LUAN VA HAM Y QUAN TRI

5.1 Kétluan

C6 thé nhén thay duoc ring linh vuce dich vu thuong mai tryc tuyén ndi chung va mg dung giao thirc in
ndi riéng dang ngay cang phat trlen manh trong th01 dai cong nghé dang 1é€n ngoi nhu: hién nay. Pac biét la
thi truong Viét Nam dang c6 tiém ning phat trién rit 16n trong linh vuc nay khi sb luong cac Cong ty gia
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tang khong nging va ngay cang phu song khip ca nudc. Két qua nghién ctru da tim ra cac yéu t6 anh huong
dén y dinh sir dung ting dung giao thirc an cua nguoi ti€u dung tai Da Nang, dac biét la hai yeu t6 niém tin
va chuan chu quan. Hai yéu t6 nay dugc nhén dinh 13 c6 anh huong truc tlep va cung chiéu dén y dinh sir
dung va hon thé nita, hai nhan t6 ndy c6 anh hudng manh hon ca ba nhan té truyén thong trong md hinh
TRA va mé hinh TAM (14 nhan thirc su hitu ich, nhan thtrc sy tin nhiém va nhan thirc tinh dé sir dung). Cac
nha nghién ctru trong linh vue nay co thé xem ddy nhu mot mo hinh tham khao trong viéc phat trién cac
hudng nghién ciru tiép theo.

Nghién ctru da dong gop thém tai liéu khoa hoc cho linh vuc giao nhan thirc an truc tuyén dang con kha
mai mé cling nhu thong qua mé hinh va két qua nghién ciru c6 thé gitp xac dinh duoc cac yéu to tac dong
dén y dinh st dung tmg dung giao thirc 4n ctia ngudi tiéu dung tai Pa Ning. Bang viéc xdy dung mé hinh
nghién ciru sir dung céc 1y thuyét nén tir 3 md hinh: mé hinh TRA (Ajzen & Fishbein, 1975) [10], TAM
(Davis, 1985) [7] va E-CAM (Joongho Ahn va ctg, 2001) [16] va nghién ctru cua Hasslinger va ctg (2007)
[13] dé 1am nén tang, tac gia da cung cAp mot cai nhin day da hon vé van dé nghién ctru.

Ngoai viéc xac dinh cac yéu td anh huong dén y dinh sir dung, nghién ctru con giup cac doanh nghi¢p Ve
cung cap va phat trién tmg dung giao thirc an tryc tuyén nhin nhan dugce vin dé ma giao nhan tryc tuyén
can quan tam dé cai thién dugc dich vu ciing nhu thu hat dugc thém khach hang cho doanh nghiép minh,
ddng thoi hd trg nha quan 1y cia cac doanh nghiép vé tmg dung giao thic dn dua ra duoc nhitng phuong
&n nang cao su quan tdm cta khach hang, dua ra dugc nhimg giai phap thuc diy y dinh sir dung cta nguoi
tiéu dung, d6i mai dé canh tranh lai véi cac d6i thi dang ngdy cang 16n manh ... nhdam gop phan nang cao
hi€u qua kinh doanh cho doanh nghiép.

5.2 Ham y quan trij

Theo két qua nghién ciru thi ¢6 5 nhén t6 tic dong dén y dinh sir dung ung dung giao thirc dn cta ngudi
tiéu dung tai TP. Pa Nang: Niém tin, Chuan chu quan, Nhan thirc sy thuan tién, Nhan thirc tinh dé sir dung
va Mong doi vé gia. Ty thudc vao mirc d6 anh hudng cua timg yéu td, nhom tac gia s& dé xuat mot sb kién
nghi nham goi ¥ cho cac doanh nghiép c6 thé cai thién ciing nhu dua ra duoc cc phuong an tiép thi hiéu
qua hon.

Niém tin: Yéu t6 niém tin c6 tac dong manh nhat dén y dinh str dung ctia nguoi ti€u dung. Khach hang s&
¢0 y dinh st dung dich vu khi ho théa man dugc cac yéu t6 vé niém tin: gia ca, hinh thirc giao nhan, thong
tin....Do d6 dé nang cao ¥ dinh sir dung tng dung giao thirc in ctia ngudi tidu ding tai TP. Pa Ning thi
nhom tac gia dua ra mot sé kién nghi sau: Thuong xuyén cép nhdp thong tin vé ng dung, hinh thirc giao
nhan, hinh thire thanh toan thuong xuyén va chinh xac dé giup khach  hang co thé d& dang xem xét va sir
dung; Cap nhép thong tin don hang cu thé chi tiét ciing nhur thong tin vé nhan vién giao nhan dé khach hang
d& dang lién lac khi can thiét...; Cac chuong trinh khuyén mai can ré rang va duoc ap dung dung voi nhiing
gi da thong bao cho khach hang, tranh tinh trang chuong trinh thue hién khong phu hop s€ lam khach hang
kho chiu; Bao mat thong tin c4 nhan cua khach hang, dam bao an toan hang hoa trong qua trinh van chuyén,
tranh hu hong va thiéu hang héa cua khach.

Chuan chit quan: Céc dbi twong anh hudng dén khach hang vé viée sir dung dich vu giao nhén thire an tryc
tuyén gdm c6 gia dinh, nguoi than, ban bé va cac phuong tién truyén thong. Theo két qua khao sat thi mirc
dd tac dong cua cac phuong tién tmyen thong nhu facebook, youtube, instagram... chlem phan 16n voi
diém trung binh khé cao. Piéu nay c6 thé cho thiy dugce rang, nguoi dung c6 xu hudng tlep can va su dung
mg dung giao thirc an thong qua cac phuong tién truyen thong nhiéu hon céc hinh thic tiép can khac. Do
d6 nhom tac gia dé xuat mot so klen nghi vé van dé nay nhu sau: Cac cong ty nén thuong xuyén day manh
cac chuong trinh quang céo, truyén thong vé ng dung trén cac dién dang hoic mang xa hoi nhu Facebook,
Youtube...; Pua ra nhiéu chuong trinh khuyén méi hap dan trén cac phuong tién truyén thong dé giup tiép
can va thu hut nhiéu luot khach hang sir dung ung dung hon; Thuong xuyén c6 cac phan qua thudng cho
cac thanh vién gi6i thidu tmg dung dén nhiéu ngudi bang cac vouchers giam gia hodc ddi cac phan qua co
gia tri khac; Tao fanpage va thuc hién twong tic véi khach hang thong qua cac tro choi nhan thudng véi
phan qua 1a cac ma giam gia khi dat hang dé kich thich khach hang tham gia va str dung tng dung

Nhdn thire suw thudn tién va Nhdn thirc tinh dé sir dung: Day 1a hai yéu td tic dong trung binh dén y dinh sir
dung. Nguoi dung mac du danh gia kha cao vé su thuan tién khi st dung ing dung ciing nhu cac ng dung
hién nay déu da phan c6 bd cuc 1o rang, dé sir dung dbi voi nguoi tiéu dung, tuy nhién sy thay dbi va cap
nhap thuong xuyén cling nhu mét sé han ché vé hinh thirc dit hang trén Gmg dung ciing khién nguoi dung
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khong danh gia cao. M6t s6 kién nghi cho van dé nay dugc tac gia dua ra nhu sau: Cac doanh nghiép can
cai thién quy trinh dét hang sao cho thuén tién hon cho khach hang, cac thong tin vé san pharn can ro rang,
mirc gia ciing can thong nhat hon dé khach hang thuén tién trong viéc dat hang; Thong tin vé dia chi giao
nhan hoac dia chi quan can do chinh x4c cao, mirc phi giao nhan cling can ¢o thong tin cu thé, tranh viéc
thay d6i dot ngot khién khach hang kho quan 1y; Pon gian hoa hinh thirc dit hang dé nguoi dung dé dang
thao tac.

Mong doi vé gia: Day 1a nhan t6 co6 murc tac dong thap nhat ddi voi y dinh str dung ciia nguoi tiéu ding.
Trén thuc té viéc dat hang thirc an thong qua ing dung déu da duoc dinh gia san, khong co6 sy chénh 1éch
gi4 giita cac quan in cua cac thuong hiéu. Nguoi tiéu dung thay vao d6 s& quan tim nhiéu t6i khuyén mai
va phi giao nhan hon 14 muc gia san phim. Do d6, nhom tac gia ciing kién nghi mot s6 y kién sau: Can c6
thém cac chuong trinh khuyén mai giam gia dé kich thich nhu cau ctia nguoi str dung; Thuong xuyén cong
khai truyén thong cac chuong trinh méi gitp ting muc d6 sir dung clia ngudi tidu ding; Giam mirc phi giao
nhén cho nguoi sir dung khi ho dat hang thuong xuyén.

5.3 Han ché va huéng nghién ciru tiép theo

Tuy rang bai nghién ciru di dap tmg dugc hét cac muc tidu da dé ra tuy nhién thi trong qué trinh thuc hién,
bai nghién ctru ciing gip mot s6 nhitng han ché nhét dinh:

- Thoi gian thuc hién nghién ctru han ché ciing nhur ngudn luc khong du dé tiép can duoc nhiéu khach hang
nén kich thuéc mau nghién ctru van chua di 16n. Do d6 trong nghién ctru tiép theo cé thé thuc hién véi
kich thude méu 16n hon va phuong phép chon miu cé tinh dai dién cao hon dé gitip xac dinh dung ddi
tuong cho nghién ciru.

- Nghién ctru chi xét phuong dién cac yéu t6 anh huong dén y dinh sir dung ma chwa di séu vao tam ly ciing
nhu quyét dinh mua ciia khach hang. Do d6 cac nghién ciru sau cin xem xét thém méi quan hé gitra y dinh
si dung va hanh vi tiéu dung.
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