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Tom tat. Ngay nay voi su phét trién manh mé ciia mang internet va ti 1& nguoi dung céc thiét bi théng minh
nhu méy tinh bang, dién thoai thi da kéo theo sy phat trién cua mang xa hoi, trong dé dién hinh nhat Ia
Facebook. Mang xa hoi Facebook 1a mot nén tang cua thuong mai dién tur. Diéu nay cho phép khach hang
tham gia mét cach tich cuc vao thi truong va tiép can voi mot sb khdi luong 16n hang hda, dich vu trong
mot thoi gian ngan. Cac tac dong to Ion tir su phat trién mang xa hoi Facebook khong chi anh huong dén
hoat dong ciia cac doanh nghiép ma con thay doi cach thirc hanh xir nguoi tiéu ding. Muyc tiéu cua dé tai la
nghién ctru cac yéu té anh huong dén hanh vi mua sam truc tuyén trén Facebook cia ngudi tidu ding tai
TP.HCM. Nghién ciru dé xuat 6 yéu t6: Niém tin d6i v&i san pham, niém tin vé nhitng anh huong cua moi
truong xa hoi, chinh sach hoan tra, uy tin nguoi béan, sy thuan tién, livestream-truyén tai truc tuyén.

Vi viée danh gia do tin cdy cua thang do Cronbach’s Alpha, phan tich nhan t6 kham pha EFA va kiém
dinh céc gia thuyét dat ra. Két qua cho thay trong 6 yéu té dugc dwa vao mé hinh thi c6 du 6 yéu té tac
dong dén hanh vi mua sim

Tir khoa: hanh vi mua sam truc tuyén, facebook, ngudi tieu ding, quan 4o thoi trang, mang xa
hoi.

FACTORS AFFECIG ONLINE SHOPPING BEHAVIOR ON FACEBOOK OF THE
CUSTOMERS IN HO CHI MINH CITY

Abstract. Today, with the growth of the Internet and the proportion of people using smart devices such as
tablets and phones, it has led to the development of social networking, the most typical of which is
Facebook. Facebook social networking is a platform of e-commerce. This allows customers to actively
participate in the market and access a large number of goods and services in a short period of time. The
tremendous impact of Facebook's social networking has not only affected business operations but also
changed the way consumers behaved.This research proposes 6 factors effecting online shopping behavior
on Facebook of the customers in Ho Chi Minh city. These are trust in the product, trust in community
effects, refund policy, seller’s credibility, the convenience, livestream-online marketing.

By evaluating the reliability of the Cronbach’s Alpha Measures Scale, Exploratory Factor Analysis (EFA)
and verifying the assumption. The results shows in 6 factors mentioned, all of them cause impact on
customer behavior

Keywords: online shopping behavior, Facebook, consumer, clothing fashion, social network

1. GIOI THIEU

Véi sy tién bo caa cong nghé da cho ra doi cua nhiéu mang x& hoi trong do6 dién hinh nhat 1a Facebook.
Céc tac dong to 1on tir sy phat trién mang xa hoi Facebook khdng chi anh huong dén hoat dong cua cac
doanh nghiép ma con thay ddi cach thuc hanh xur nguoi tieu ding. Nhén thiy duoc Facebook 1a mot moi
truong kinh doanh mua sam day tiém ning, rat nhiéu doanh nghiép da quang ba san pham cua minh trén
Facebook.Dong Nam A nam trong Top 10 quoc gia co dong nguoi dung Facebook nhat Trong do, Viét
Nam xép tht 7 véi 64 tridu ngudi dung, chiém 3% tdng s tai khoan Facebook toan cau. Con néu xép hang
theo cap thanh pho thi TP.HCM dimg thir 10 trong nhém 10 thanh phé c6 s6 nguoi dung Facebook dong
dao nht thé gidi véi 14 trieu tai khoan hoat dong, chiém 0, 6% tong SO ngum ding mang xa hoi nay.

Mac du trén thé gidi va trong nudc c6 rat nhiéu dé tai nghién cau vé cac yéu té hanh vi anh hu:cmg dén
mua sam truc tuyén cua ngudi tiéu ding nhung FB 12 mot mang xa hoi hoan toan khéc biét, né ngay cang
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ddi mai lién tuc, xu huéng mua sam trén mang xa hoi Facebook ngay cang ting cao mang lai rat nhiéu loi
nhuan ciing nhu tiét kiém duoc chi phi cho cac to chirc, doanh nghiép, ca nhan. Do do6 dé tai “Nghién ciu
c4c yéu té anh huong dén hanh vi mua sam tryc tuyén trén Facebook cua nguoi dung tiéu dung tai thanh
phd HCM” 1a can thiét dé tim ra cac yeu t6 anh huong den hanh vi mua sim truc tuyén cua nguoi tiéu dung
Va tir d6 c6 nhimng d& xuét gilp phét trién kénh mua sam truc tuyén trén Facebook hiéu qua, dap tng nhu
cau khach hang va khai thac lgi thé tdi da cua Facebook cho hoat dong kinh doanh caa doanh nghiép, to
chtic, ca nhan trong nhém nganh hang quan o thoi trang.

2.CO SO LI THUYET VA MO HINH NGHIEN CUU

2.1 Cac khai ni¢m va co sé 1y thuyét

Ngudi tiéu dung: Theo Philip Kotler, nguoi tiéu ding gdm cac ca nhan hodc ho gia dinh mua hang héa va
dich vu nham théa man nhu ciu ca nhan. Ho cling la nguoi tiéu dung san phém cudi cung, ho mua va truc
tiép st dung san pham, khong sir dung san pham da mua vao bat ky muc dich ban lai,

Hanh vi nguoi tiéu dung: Tong hop nhimg phan tmg cua nguoi tiéu dung boi cac yéu t6 nhu nhirng kich
thich bén ngoai va dién bién qua trinh tdm 1y bén trong thong qua qua trinh quyét dinh lwa chon hang héa
hoac dich vu.

Hanh vi mua sam truc tuyén cua ngudi tiéu ding bao gém nhitng phan tng va hanh dong c6 lién quan téi
viéc mua sim san pham hay str dung dich vu théng qua internet, cdc phuong tién dién ti.

Facebook la mang x4 hoi hang dau trén thé giéi hién nay va dang sb 1 tai Viét Nam. Mang x& hoi c6 nghia
1a noi két ni moi ngudi & moi noi lai voi nhau. Noi cac thanh vién twong tic v6i nhau nhu chat, tai hinh
anh 1én, binh luan... Facebook x0a tan moi khoang cach dia ly gidng nhu mang Internet.

2.2 Mgt sé nghién cizu c6 lién quan

Dahiya Richa (2012)

St dung phuong phap nghién ctru dinh tinh va dinh luong dé nghién ciru tac dong cua cac yeu t6 nhan khau
hoc cua nguoi ti€u dung dén mua sam truc tuyen nhu sy hai 10ng véi mua sam truc tuyén, du dinh mua
trong tuong lai, tin suat mua sam tryc tuyen sb luong ca&c mat hang mua, va tong chi tiéu cho mua sim
truc tuyén. Céc dit liéu dugc thu thap thong qua bang cau hoi véi kich thude mau 1a 580 ngudi tra loi tir
Delhi, Mumbai, Chennai, Hyderabad va Bangalore. Két qua nghién cttu cho thay rang mua sam truc tuyén
& An Do bi anh huong dang ké bai céc yéu td nhan khau hoc khac nhau nhu tudi tac, gidi tinh, tinh trang
hén nhan, quy mé gia dinh va thu nhap.

Na Li va Ping Zhang

Nghién ciru: “thai do hanh vi khach hang trong mua sam tryc tuyén” ciia Na Li va Ping Zhang da dva ra va
ly giai md hinh hanh vi khach hang trong mua sam truc tuyén. Nghién ctru cling dua ra cac bién phu thudc,
bién doc lap thuong sir dung trong cac nghién ctiru vé hanh vi mua sam tryuc tuyén cua nguoi tiéu dung.
MU Sultan & M Uddin (2011)

Nghién cttu vé thai do ciia khach hang dén mua sam truc tuyén tai Gotland, cu thé 1a sinh vién Pai hoc
Gotland, cac thu vién truong Pai hoc va thu vién cong cong tai Gotland. Két qua nghién ciru cho rang yéu
t tac dong manh nhat dén hanh vi mua sam truc tuyén 1a thiét ké Website/ dic trung, ké dén 1a sy thuan
tién, su tiét kiem thoi gian va cuoi cuing 1a sy bao mat. Ngoai ra nghién ctru ciing cho thiy ngoai nhung yéu
t6 ké trén thi c6 mot s6 yéu té nhu gia, chiét khau, thong tin phan hoi tir nhirng khach hang trude do va chét
lwong cua san pham ciing anh hudng dén du dinh hanh vi mua sam truc tuyén.

Theo AhmadRezaAsadollahi et al. (2012)

“Phan tich cac yéu té anh huong dén dy dinh hanh vi mua sim tryc tuyén cua nguoi tiéu ding cé thé 1a
mét trong nhiing vin dé quan trong nhit caa thuong mai dién tir va linh vuc tiép thi”. Trong nghién ctu
nay thi tac gia da stir dung mot mé hinh kiém tra sy anh hudng cua rui ro nhan thire, co sé vat chat va chinh
sach hoan tra vé thai 6 cua nguoi tiéu ding véi hanh vi mua sam truc tuyén va cac quy chuan cha quan,
cam nhan vé sy tu chi trong hanh vi, linh vuc sang tao cu thé va thai do vé& hanh vi mua sim tryc tuyén.
Két qua cua nghién cau chi ra cac rai ro khong giao hang va vé ri ro tai chinh c6 tac dong tiéu cuc dén
thai d6 di voi mua sam tryc tuyén cia ngudi tiéu dung.

2.3 Céc gid thuyét va md hinh nghién ciru

Niém tin di véi san pham

Niém tin san pham: 1a cAc niém tin vé chat lugng caa san pham. San pham c6 bi hu hai, kém chat luong,
¢6 dung nhu nhitng gi ma doanh nghiép da quang cao hay khong. San pham c6 mang lai loi ich ma nguoi
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tiéu dung mong mudn hay khdng. Xét cho cling cac mat hang dwoc ban trén Facebook van chi yéu l1a bang
hinh anh, hinh énh nay da duoc qua chinh stra d€ tang tinh thim my dé dé thu hat duoc nguoi tiéu dang.
Déi véi nhing san pham nhu vay thi nguoi tieu dung kho co thé ma danh gia duoc chat lugng, xéac dinh
dugc nguon goc Xuat xir san pham. Téc gia dua ra gia thuyet khi mua hang trén Facebook, niém tin vé thuoc
tinh san pham cang cao thi cang 16n téi hanh vi mua sam truc tuyén va anh huéng cing chiéu (+) voi hanh
Vi mua sam truc tuyen

H1: Niém tin doi véi san pham anh huéng cuing chiéu (+) véi hanh vi mua sam truc tuyén

Niém tin vé nhitng anh hwéng ciia méi truwdng xa hdi

Dic diém cia ban hang trén Facebook 14 dudi mdi bai ban hang déu cd nhitng phan hdi ciia khach hang.
Ngudi tiéu ding cd thé xem qua nhitng phan hdi nay dé danh gia vé uy tin cua ngudi ban hang trén
Facebook. NG ¢6 anh huong rét 16n toi hanh vi mua sam, khi c6 nhiing phan hoi tét thi nguoi tiéu ding s&
cam thiy an tim hon vé san pham cua doanh nghiép va nguoc lai. Dac biét 1a khi nhitng san pham day da
dugc nguoi than, ban be, gia dinh, ddng nghiép timg mua thi d6 1a nhitng phan hoi tét nhat anh huong truc
tiép toi hanh vi mua sam trén Facebook ctia ngudi tiéu ding. Cac nghién ctru trudce tir viéc ap dung va mo
rong cac md hinh ly thuyét hanh dong hop 1y d cho thay cac danh gia tir gia dinh, ho hang, ban bé ¢6 anh
hudng dén hanh vi mua sam cua ngudi tiéu dung ( Ribbink & Van, 2004). Nhimg ngudi chua mua hoic do
du s& c6 xu hudng doc nhirng bai nhan xét cta nhitng nguoi ¢ mua hang dé dua ra quyét dinh cia minh(
Ellison, Steinfield. & Lampe, 2007).

H2: Niém tin vé nhiing danh hieong ciia méi trwong xa héi tac dong cung chiéu (+) véi hanh vi mua sam
truec tuyén cia ngueoi tiéu ding

Chinh s&ch hoan tra

Hoan tra 1a mot trong nhitng diéu ma ngudi tiéu ding cuc ki quan tdm va lo ngai nhat khi mua hang truc
tuyén trén Facebook. Mirc d6 cua sy khong chic chin cac rai ro gip phai trong sudt qué trinh mua sam tryuc
tuyén c6 anh hudng manh mé téi hanh vi nguoi tiéu dung(Bhatnagar va cong sy ,2000). Ngoai ra thi theo
nghién ctiru cua AhmadRezaAsadollahi et al. (2012), két qua cho thay rai ro vé chinh sach hoan tra anh
huéng tiéu cuc dén thai do ddi véi mua sam tryc tuyén

H3: Chinh sach hoan tra tdc déng cuing chiéu (+) véi hanh vi mua sam tryc tuyén trén FB cia nguoi tidu
dung.

Uy tin nguwdi ban

Dua trén mot sé két qua nghién ciru trude day da cho thy su tin twong 1a mot yéu té quan trong trong mi
quan hé gitra thai d6 va dy dinh hanh vi mua siam truc tuyén(Shyh-Hwang Lee & Hoang Thi Bich Ngoc
(2010)).Trong bdi canh mua sim truc tuyén, khai niém niém tin duwoc hiéu 1a do san 1ong chap nhan tinh
trang c6 thé bi rai ro( bi tén thwong) cua ngudi tiéu dung tir viéc giao dich truc tuyén (McKingiht,
Choudhury, &Kacmar, 2002). Sy tin tuéng la cét 16i ciia cac cudc mua bén trén thi truong dic biét 1a trong
cac mua bén truc tuyén boi vi ngudi mua khdng thé tiép xdc véi nguoi ban ciing nhu san pham ho dinh
mua.Vi vy ma ngudi ban phai co di uy tin va danh tiéng tot

H4: Uy tin nguoi ban tdc déng ciing chiéu (+) véi hanh vi mua sam truc tuyén cia nguwoi tiéu ding.

Sw thuén tién

Nhan thie vé sy thuan tién: 1a mot tap hop céc loi ich, tién ich, su thuan tién va cac gia tri ma nha cung wng
mang dén cho nguoi tiéu ding nhiam khoi day su yéu thich va sy quan tam cua nguoi khac. ( Porat, Liss,
Tractinsky 2007). Nguoi tiéu dung c6 thodi mai lua chon nhirng san pham minh mong mudn mét cach thoai
mai va ngay nay véi su phat trién thi néu ¢ bat ki ¢ dau chi v6i smartphone hay phuong tién di¢n tur thi
ngudi tiéu dung ciing c6 thé mua sim, lra chon hang héa, nim bat phuong thue dat hang maot cach dé dang
H5: S thudn tién tdc déng cing chiéu (+) véi hanh vi mua sdm truc tuyén cia nguwoi tiéu ding.
Livestream- Truyén tai tryc tuyén

Xu huéng ban hang truc tuyén hién tai 13 video ban hang. Ngay nay cang nhiéu doanh nghiép, t chuc, ca
nhan sir dung phuong thic ndy bai vi nhiéu ly do sau: Video thé hién tinh chan thuc cia san phdm minh
ban. San pham dugc thé hién tir nhidu goc do va anh sang khéc nhau, san pham duoc dit trong méi truong
séng that, ngudi xem con dugc tuong tac voi ngucn ban trong video cho nén nguoi tiéu dung it khi cam
thiy khong hai 1ong khi nhan duoc san pham bai vi ching gan nhu gidng hét trong khi Livestream

H6: Livestream-truyén tdi tryc tuyén tdc dong cling chiéu (+) véi hanh vi mua sam tryec tuyén cia nguoi
tiéu dung.
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Téc gia da dé xuat md hinh nghién ctru nhu sau:

Niém tin d6i véi san
pham

Niém tin vé nhitng anh
hudng cua moi trudong
XH

Hanh vi mua sdm

quan 4o thoi trang

trén Facebook cua
nguoi tiéu dung

Chinh sach hoan tra

Uy tin ngudi ban

P
Livestream-truyén tai
truc tuyén

\§
.
Sy thuan tién
(. J

Hinh 1: M6 hinh nghién ctru

3. PHUONG PHAP NGHIEN CUU:

M6 hinh va cac gia thuyét dugc kiém dinh dya trén bo dit liéu c6 kich thude 300 phan tir mau. Mau dugc
thu nhap qua cudc khao sét theo phuong phap 14y mau thuan tién tai Tp. Ho Chi Minh. Déi tuong khao sat
12 nguoi tiéu dung da timg mua hang trén Facebook trong linh vyc quan 4o thoi trang do tudi tir 18 — 34
tudi. Phuong phap tiép can la phong van truc tiép tai noi lam viéc, hoc tap hoic noi thuan tién, gui email
khao sat.

Sau khi bang ciu hoi dinh tinh duoc hinh thanh thi phat ngau nhién cho cac quan ly ban hang trén Facebook,
chua shop quan 4o dang ban hang trén Facebook dé kiém tra lai vé tinh ¥ nghia cua cau hoi. Pong thoi, tac
gia ciing xin y kién cua giang vién cua khoa Quan tri kinh doanh cua truong dai hoc cong nghiép TPHCM
dé diéu chinh vé bang cau hoi va hoan thanh bang cau hoi chinh thirc. Cac dbi tugng dugc phong van véi
nhitng dic diém khéc nhau s& cung cép cac thong tin da chiéu va day du cho noi dung nghién ciu nham
dam bao dwoc muc tiéu dé ra. Cac d6i tuong dwoc phong van truc tiép. Vi muc tiéu dé ra thi cac cuoc
phong vén da tim ra duoc nhirng yéu t6 méi, loai bo nhitng yéu té khdng con phii hop véi tinh hinh thuc té
hién tai

4. KET QUA NGHIEN CUU

4.1 M6 tdé mau

Dic diém nhan khau hoc ciia 300 mau nghién ciru nhu sau: Pa s6 ho ¢ ltra tudi thanh nién (nhém tudi tir
25-30 tudi, chiém 183 nguoi trén téng 300 mAau, ti 1é 61% va ty 1¢ nit giéi mua hang nhiéu hon nam gidi.
Trong d6 thi trinh d6 nguoi tiéu dung mua sim FB nhiéu nhat thudc nhom cao dang, dai hoc chiém téi 75%
V6i 225 quan sat. Pa s6 ho 13 nhan vién vin phong véi ty 18 58, 3%.
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Bang 1: Théng ké md ta mau

37

Théng tin mau S6 lugng Tile
Dudi 25 88 29,3%
Do tudi 25 dén 30 183 61%
Trén 30 tudi 29 9,7%
e Nam 72 24%
Giéi tinh NG 98 6%
Sinh vién 43 14,3%
A L Nhan vién véan phong 175 58,3%
Nghe nghiép Quan li 45 15%
khac 37 12,3%
Pho thdng 12 4%
Trung hoc 335 11%
Trinh d6 Cao ding dai hoc 225 75%
Trén dai hoc 28 9,3%
Khéc 2 0,7%
< 3 triéu 31 10,3%
3 dén 5 tridu 63 21%
Thu nhap 6deén 8 trigu 93 31%
; 8 den 10 triéu 61 20,3%
10 dén 15 triéu 31 10,3%
Trén 15 triéu 21 7%
1-2lan 43 26,7%
3 -4 lan 73 24,3%
TAan suat mua sam 5-6lan 61 20,3%
Trén 6 lan 86 28,7%
< 30 phat 23 7,7%
30 phut dén 1 tiéng 99 33%
Thoi gian st dung FB | 1 dén 2 tiéng 92 30,7%
Trén 2 tiéng 86 28,7%
Mua siam 118 39,3%
Xem tin tuc 207 69,3%
o Giai tri 136 47,3%
Muc dich sirdung FB = 5% o 194 64,7%
Cong viéc 92 29%
Tim kiém ban bé 42 14%
Uy tin 22 2,7%
Chat lugng 23 2,9%
Dich vu tot 48 6%
Ly do chon FB la kénh | D& tim kiém 212 26,4%
mua sim Nhiéu mat hang 198 24, 7%
Twong tac tot 185 23%
Biét o nguoi ban 66 8,2%
Gia ca tot 49 6,1%

Bang 2: dién giai thang do

Niém tin ddi véi san pham

NTSP1 | san pham dugc bén trén Facebook hoan toan chét lwong

NTSP2 | san pham duoc ban trén Facebook dung véi hinh anh ma ngudi ban quang béa

NTSP3 | san pham duoc ban trén Facebook cd nguon goc xuat xir rd rang

NTSP4 | nhitng san pham dwgc mua trén Facebook hoan toan hitu ich
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Niém tin vé nhitng anh hwéng ciia méi treong xa hoi

NTXH1 | Nhirng nhan xét cua khach hang trén FB anh hudng dén viéc mua hang

NTXH2 | Y Kién cta nhitng ngudi quan trong anh hudng dén viéc mua sim quan 4o trén Facebook
NTXH3 | Moi ngudi mong doi sir dung nhitng san pham do

NTXH4 | tham khao y kién ciia nhitng khéch hang di tirng mua quan 4o trén Facebook

Live stream-Truyen tai truc tiép

LV1 | Khi livestream thi khu vuc duoc gigi thiéu c6 anh huong dén danh gia chung vé uy tin cia
nguoi ban

LV2 Khi livestream thi s& dugc cam nhan dwoc hinh anh that hon vé san pham so véi nhirng
hinh anh dugc quang cdo

LV3 Khi livestream thi nguoi mau hodc nguoi gisi thiéu la quan trong

LV4 | Thoi diém live stream la rat quan trong

Uy tin ngwoi ban

UTNB1 | Uy tin ciia ngudi ban duoc thé hién qua luot like va theo ddi

UTNB2 | Trang ban hang uy tin khi duoc nhiéu khach hang danh gia tot va xép hang cao

UTNB3 | Uy tin ctia nguoi ban thé hién qua céch tra 1di tin nhan hoac comment trén Facebook c6
nhiét tinh hay khéng

UTNB4 | thuong tim kiém thong tin cia nguoi ban hang trén Facebook qua cac cong cu tim kiém(
google, bing, ....)

Chinh sach hoan tra

CSHT1 | San pham c6 thé hoan tra néu nhu khong diing cam két ciia ngudi ban

CSHT2 | cam thay rac roi véi nhiing chinh sach hoan tra cta ngudi ban hang trén FB

CSHT3 | c6 quyén yéu cau khong nhan hang néu nhu qué thoi gian nhan hang so voi cam két ban
dau

Sw thuin tién

STT1 | c6 thé dé dang niam bit dwoc cach thirc dit hang

STT2 mua hang trén mang xa hoi Facebook tién loi hon so véi cdc mang xa hoi hay hinh thic
khac

STT3 | c6 thé tim kiém d& dang dugc san pham minh can trén Facebook

STT4 | thoai mai lya quan 4o trén Fb du bat ki ¢ noi dau chi véi smartphone

Hanh vi mua sam qua FB ciia ngudi tiéu dung

H1 hai long véi viéc mua quan 4o thoi trang trén Facebook
H2 s€ gidi thiéu nhitng nguoi khac mua guan 4o thoi trang trén Facebook
H3 tiép tuc mua quan o thoi trang trén Facebook

4.2 Phan tich Cronbach’s Anlpha va céc bién phu thugc
Trong nghién ctru ndy tac gia sir dung hé s6 do luong d6 tin ciy cua thang do Cronbach’s Alpha c6 gia tri
Ién hon hodc bang 0,6 va hé sé twong quan bién tong Corrected Item-Total Correlation cd gia tri I6n hon
hoic bang 0,3 thi thang do mai du do tin cay dé thuc hién cac budc phan tich tiép theo

Béng 3: Cronbach’s Alpha

STT | Nhanto S6 bién quan sat | Cronbach’s Alpha | Bién quan sat
bi loai

1 Niém tin dbi v4i san pham 4 0,838

2 Niém tin vé nhitng anh huong | 4 0,746 NTXH 2
ctiia mdi truong xung quanh

3 Chinh sach hoan tra 3 0,815

4 Uy tin nguoi ban 4 0,794

5 Livestream- truyén tai truc 4 0,801
tuyén

6 Sy thuén tién 4 0,832

7 Hanh vi mua sim 3 0,715
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Sau khi phan tich thi hé s6 tuong quan cua bién quan sat NTXH2 Ia 0,262 < 0,3 nén ta loai bién nay va
chay lai lan 2. Sau khi phan tich he s6 Cronbach’s Alpha cua thang do 14an 2, dva vao ket qua bang thong
cho thay hé s6 Cronbach’s Alpha t6ng tong thé cua thang do gié tri 12 0,746 > 0,6 va hé sb twong quan bién
tong cua 3 bién quan sat déu co gia tri > 0,3 nén thang do du tin do tin cay dé thuc hién cac phan tich tiép
theo.
4.3 Phan tich nhan té kham pha EFA
Tom tit két qua phan tich nhan té (EFA):
Bién UTNBL tai 1én 2 1an nén ta chay lai lan 2.Két qua phan tich nhan t6 cho thay cac bién co trong sb tai
nhan té (Factor loading) déu 16n hon 0,5 nén cac bién quan sat déu quan trong trong céc nhan t6. Hé sb
KMO = 0,742 > 0,5 nén phan tich EFA phu hop véi dit liu. Kiém dinh Bartlett’s test c6 mttc ¥ nghia 0,000
< 0,05, do vay cac bién quan sat 6 twong quan v6i nhau xet trén pham vi tong thé. Gia tri Eigenvalue =
1,776 > 1 dat yéu cau, 21 bién quan sat dugc nhom lai thanh 6 nhan t6. Phuong sai trich duoc bang 68,167%,
cho biét 6 nhan té giai thich duoc 68,167% bién thién cua dit liéu nghién ciu. Ngoai ra, 6 nhan t dugc
hinh thanh sau khi phan tich EFA déu c6 gia tri Cronbach’s Alpha > 0,6 nén 6 thang do nay dat yéu cau khi
phan tich & cac budc tiép theo
Két qua phan tich nhan té cho thay cac bién doc 1ap va bién phu thudc trong mé hinh nghién ctiru déu dat
gia tri hoi tu va gia tri phan biét chap nhan duoc, phan tich EFA 1a thich hop véi dit liéu nghién ciru. Qua
phan tich nhan té EFA, cac bién quan sat trong cac nhan té déu do luong d6 chinh xéac cua cac khai niém
mo hinh nghién ciru, 6 nhan t duoc hinh thanh déu thoa man cac tiéu chi kiém dinh do tin cay va do chinh
X4c cua thang do. Nhu vay, tir 6 nhan té cia mé hinh nghién ciru dé xuat ban dau, chi con 6 nhan t6 véi 21
bién quan sat cia nhan t6 doc lap va 3 bién quan sét cua nhan té phu thude. Do d6, mé hinh nghién ciru da
dé xuét can dugc hiéu chinh. '

Bang 4: Phén tich EFA cho bién doc 1ap va phuy thudc

Céc tiéu chi Bién déc lap | Bién phu thugc Y nghia
Hé s6 KMO 0,742 0,622 Hé s6 KMO trong khoang (0,5-1) va sig.
Sig. 0,0000 0,0000 = 0,000 < 0,05 cho thay cac bién quan sat
trong téng thé c6 moi tuong quan voi
nhau va phan tich nhan té EFA 1a pht hop
Eigenvalues 1,776 1,922 Eigenvalues >1 va phuong sai trich >
Phuong sai trich 68,167% 64,064% 50%, két qua thang do cac thanh phan dat
yéu cau
Tilequymémauva | 11,5:1
bién quan sat
4.4 Phan tich hai quy
Bang 4: Phén t|ch hoi quy
Model Heé s6 hoi quy Hé so t Sig. Thong ké da cong
chwra chuin héa hoi tuyén
quy
chuan
hoéa
B Saisé | Beta Do chap VIF
chuén nhan
(hang sd) -245 154 -1595 | 112
X1 NTSP. ,160 ,023 221 6,944 ,000 ,984 1,016
X2 STT1 ,057 ,021 ,088 2,762 ,006 972 1,029
X3 LV ,333 ,021 ,495 15,593 ,000 ,990 1,011
X4 CSHT. 311 ,019 512 16,165 ,000 ,995 1,005
X5 UTNB. ,168 ,020 ,270 8,426 ,000 ,974 1,027
X6_NTXH. ,046 ,022 ,068 2,111 ,036 ,964 1,037
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Nhu vay két qua héi quy cho thay rang cac gié tri Sig. cia cac nhan t6 déu nho hon 0,05 va 6 gia thuyét dua ra
ban dau 1a H1, H2, H3, H4, H5, H6 déu duoc chip nhan. Nhu vay céc bién doc lap tac dong thuan chiéu dén
hanh vi mua sam tryc tuyén trén Facebook cuia nguoi tiéu ding .

Hoi quy khdng cd nhan t6 ndo bj loai bo do Sig kiém dinh cua ting bién doc 1ap déu nho hon 0,05.

Hé so VIF céc bién doc 1ap déu nho hon 10, nhu vay khong co da cong tuyén xay ra.

Hé s6 Durbin-Watson (d) = 1,973 nén khong c6 hién tuong ty twong quan giira c¢ phan du trong mo hinh, mo
hinh nghién ctru c6 y nghia théng ké.

Ddng thoi cac hé s Beta déu 16n hon 0 cho thay cac bién doc lap tac dong thuan chiéu véi bién phu thudc
Phuong trinh héi quy chuan hoa:
Y=0,512CSHT+0,495LVV+0,270UTNB+0,221NTSP+0,88ST T+0,68NTXH

Phan phan tich théng ké mo ta da cho thay duoc nhitng dic tinh nhan khau hoc ndi bat lién quan dén tan
suat mua hang truc tuyén trén Facebook, thoi gian mua hang, thoi gian online Facebook, muc dich st dung
Facebook, thu nhép, gidi tinh, d6 tudi, trinh d6 hoc van, nghé nghiép cua nhiing nguoi tidu dung da timng
mua mua sam truc tuyén trén Facebook vé quan 40 thoi trang.

Két qua kiém dinh cho thiy khong c6 su khac biét vé hanh vi mua sam tryc tuyén trén Facebook ciia nguoi
tiéu dung giita cac nhém khéch hang c6 sy khac nhau vé gidi tinh, nghé nghiép. Va cac nhoém khach hang
vé thu nhap, d6 tudi, trinh d6 hoc van thi c¢é su khac biét vé& hanh vi mua sim truc tuyén trén Facebook vé
quan 4o thoi trang.

Hanh vi mua sam truc tuyén trén Facebook cuia nguoi tiéu ding vé quan 4o thoi trang duoc kiém dinh 1a
hoan toan chju tac dong bsi cac nhan té: Niém tin san pham, sy thuén tién, livestream-truyén tai truc tuyén,
chinh séch hoan tra, uy tin nguoi ban, niém tin xa hoi.

Két qua phan tich hoi quy cho thay bién phu thudc Y (hanh vi mua sim truc tuyén trén Facebook ciia nguoi
tiéu ding vé quan 4o thoi trang) chiu su tic dong cua cac bién doc 1ap Xi bao gém céc bién: Niém tin san
pham, su thuan tién, livestreamt-truyén tai truc tuyén, chinh séch hoan tra, uy tin ngudi béan, niém tin xa
hoi

5. KET LUAN VA HAM Y QUAN TRI

5.1 Két lugn

Mo hinh d& xut 6 nhan t anh hudng dén hanh vi mua sim tryc tuyén trén Facebook ciia nguoi tiéu dung
bao gom: Niém tin san pham, niém tin x& hoi, Livestream-truyén tai tryc tuyén, chinh sach hoan tra, uy tin
ngudi béan, su thuan tién véi 26 bién quan sat.

Sau khi danh gia d¢ tin c@y cua thang do va phan tich nhén td, bién quan sat NTXH2 (Y kién cua nhiing
nguoi quan trong anh huong dén viéc mua sim quan 4o trén Facebook cua A/C), UTNB1(Uy tin cua nguoi
bén @uqc thé hién qua luot like va theo ddi) bi loai twong quan bién tong nho hon 0.3 va truyén tai nhan to
hai lan.

Két qua cua hdi quy da bién da xéac dinh hanh vi mua sam truc tuyén trén Facebook clia nguoi tiéu ding vé
quan 4o thoi trang anh hudng bai 6 nhan t6 va sip xép theo thu tu manh nhét dén yeu t6 yéu dan la: Chlnh
sach hoan tra, livestream- -truyén tai truc tuyén, uy tin ngudi ban, niém tin san pham, su thuan tién va cudi
cung 1a niém tin x& hoi.

Ngoai ra két qua kiém dinh cho thdy khdng c6 su khac biét vé& hanh vi mua sam truc tuyén trén Facebook
ctia ngudi tiéu ding giita cac nhém khach hang c6 su khac nhau vé gigi tinh, nghé nghiép. Va cac nhom
khéch hang vé thu nhap, do tudi, trinh d6 hoc van thi c6 sy khéc biét vé hanh vi mua sim truc tuyén trén
Facebook vé quan o thoi trang.

5.2 Ham y quan tri

Thong qua nghién ciru ndy, cac doanh nghiép t6 chirc ca nhan kinh doanh vé quan 4o thoi trang sé hiéu ro
hon vé hanh vi mua sim cta nguoi tiéu ding trén FB hién nay, tir &6 xay dung chinh sach quang ba, ban
hang pht hop nhim ning cao doanh thu ciing nhu hiéu qua trong kinh doanh.

5.2.1 Chinh sach hoan tra

Dua ra chinh sach hoan tra hop ly. Thong nhat vé cac diéu khoan hoan tra dé tranh sy khong rd rang hay
mau thuan giira hai bén. Chang han nhu khi khach hang nhén phai hang hoa khong dung vGi mau mé, chat
lugng khi nguoi ban gigi thiéu thi duoc quyen hoan tra va khdng ton bat ki chi phi nao cho lan dit hang
nay. Phai dam bao giai quyét nhanh gon le d6i véi cac truong hop khach hang hoan tra san pham do 16i
doanh nghiép, t6 chirc, ca nhan va xt ly nhe nhang véi nhimg trudng hop khach yéu cau doi tra sai chinh
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sach ban dau. Tir nhitng viéc nay c6 thé gitp cho cac doanh nghiép, t6 chic , c& nhan kinh doanh vé quan
40 thoi trang c6 duoc su tin nhiém ciing nhu khong phai dan do vé chinh sach hoan tra ciia minh.

5.2.2 Livestream-Truyén tdi tryc tuyén

Khi livestream thi can chi y téi khu vuc xung quanh minh béan hang, can phai gon gang, chuyén nghiép dé
c6 thé gy 4n tuong tét cling nhu thu hut luot Xem cua ngudi tiéu ding. Hién nay trén FB ¢ rat nhiéu bai
ban hang cho nén an twong ban dau cyc ki quan trong vi n6 quyét dinh rang ngudi tiéu ding c6 & lai dé
xem tiép nhing gi minh ban hay la chi luét qua.

Kém theo d6 ngudi mau quang céo phai pht hop véi nhitng mat hang minh ban. Mot s6 nguoi tiéu dung &
lai video déy la do su thu hit cia nguoi miu, ngudi mau mic dep thi kich thich sy thich tha cling nhu nhu
cau dugc nhu ngudi quang céo.

Ké tiép nguoi gidi thieu truc tuyén cé giong noi thu hit, truyén tai dugc téi nguoi nghe s& 1a mot loi thé rat
I6n.

Tur nhitng van dé trén thi cac doanh nghiép, t6 chic, ca nhan nén c6 nhiing chinh sach thich hop nham nang
cao kha ning ban hang bang video trén FB cua minh.

5.2.3 Uy tin nguoi ban

Sy tin twong la cét 16i cua mot giao dich truc tuyén. Trén thi trudng hién nay, cé rat nhiéu trang ban hang
FB duoc l4p ra, tinh canh tranh ngay cang cao, vi vay ma uy tin caa doanh nghiép, t6 chirc, c& nhan cang
cao thi sy lya chon cua ngudi tiéu dung ciing ti 1¢ thuan. Nhu’ng ngudi trudc khi 6 hanh vi mua sam trén
FB thi ho déu tham khao vé muc uy tin cua trang ban hang ctia ca nhan, to chuc hay doanh nghi¢p day. Mot
trang ban hang véi mirc danh gia cao ciia khach hang, nhiéu théng tin t6t trén cac cong cu tim kiém sé& lam
cho nguoi tidu ding day c6 mot sy an tdm nhat dinh truéc khi quyét dinh mua sim tai ddy. Ngoai ra, su
phan hoi lai cua doanh nghiép, to chirc, ca nhan d6 khi khach hang dat cau hoi vé bén minh 1a mot yéu tb
cuc ki quan trong. Su twong tac nhanh, chuyén nghiép, nhiét tinh cang thuc day nhanh chéng nhanh vi cua
nguoi khach hang déy.

Tir nhitng van dé trén ma cac doanh nghiép, to chiic, ca nhan dang ban hang trén FB nén:

C6 mot trang ban hang chuyén nghiép, c6 mot doi ngii chdm soc khach hang, nho khach hang danh gia va
xép hang trang ban hang caa minh nhiam nang cao uy tin.

Pao tao bo phan cham soc khach hang cling nhu ban hang mot cach c6 bai ban.

Dau tu chinh sach quang ba , quang c4o trang ban hang dé nhiéu khach hang biét dén doanh nghiép, té chirc
caa minh.

5.2.4 Niém tin sdn pham

Nguoi tiéu ding van chua thyuc sy an tim ddi véi chat lugng caa quan 40 minh mua trén Facebook. Tinh
trang khi nhan hang héa khong dung véi nhitng hinh anh hay chét lugng ma ngudi ban ban dau cam két
van dang dién ra. Dé giai quyét van d& nay, thi cac doanh nghiép, té chirc, c& nhan khi ban hang qua FB
phai dwa ra nhitng hinh anh that, dam bao chat lwong vé hang hoa cho nguoi tiéu ding, cam két nhiing
thdng tin vé san pham minh ban Ia that. Vi nhiéu sy cam két va chinh sach dam bao thi s& phan nao lam
cho khach hang ctia minh thyc sy an tdm va hanh vi mua sim s& dwoc nang cao hon.

5.2.5 Sir thudn tién

Céc doanh nghiép, to chic, ca nhan phai nang cao tinh linh hoat va su da dang vé cach thirc quang bé ciing
nhu gi6i thigu san pham cia minh. Phai dam bao cho nguoi tiéu diing ¢6 thé truy cap vao trang ban hang,
trang c& nhan bat ky thoi gian va khong gian nao bang céach cai thién trang ban hang, Sap Xép hang hoéa can
ban theo thtr tw mot cach hop 1y dé nguoi tiéu dung tim duoc nhitng san pham minh can mét cach nhanh
chéng va thuan tién. Bén canh d6 do nhu céu ciing nhu thi hiéu cua ngudoi tiéu dung ngdy cang ting cao va
da dang vi vy ma céc td chirc, doanh nghiép, ca nhan can khdng ngirng nang cao, hoan thién phuong thirc
ban hang ciia minh nham tao ra sy tién loi nhit cho ngudi tiéu dung.

5.2.6 Niém tin vé nhiing dnh huong ciia méi truong xa hgi

Céc nghién ctru thyc nghiém tir viéc van dung hoac mé rong cac mé hinh ly thuyét hanh dong hop 1y cho
thiy khach hang da tirng hai long khi mua online s& dé dang mua lai ( Ribbink & Van, 2004); nguoi chua
mua s€ c6 xu huéng doc nhirng bai nhan xét hogc binh luan cua ngudi ¢6 kinh nghiém dé duara quyét dinh
cua minh ( Ellison, Steinfield, & Lampe, 2007); mot ca nhan truéc khi quyét dinh mua sam thudng cé xu
huéng tham khao théng tin tir cac nhém tham chiéu nhu ban bé, dong nghiép, dic biét 1a nhiing mat hang
mang biéu twong x& hdi cao nhu san pham may mac thoi trang ( Nandini & Jeevanada, 2014). Vi vay nguoi
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quan Ii trang ban hang cua doanh nghi¢p, to chirc, ca nhan d6 nén tich cyc trong viéc nho nguoi tiéu dung
danh gia vé uy tin cling nhu chit lwong sau mdi lan nguoi tiéu ding mua hang. Dé nguoi tiéu dung cé thé
danh gia mot cach nhanh chéng va tu nguyén thi ngudi ban cd thé dua ra chinh sach giam gia 5-10% cho
mdi lan danh gia hoac giéi thiéu thanh céng cho ban bé ngudi than caa minh hoic mién phi phi van
chuyén...Tir nhitng danh gia nhu thé, khi nguoi tiéu ding truéc khi mua quan 4o thoi trang, ngudi tiéu
duing c6 thé tham khao théng qua nhiing ban bé, ddng nghiép da tirng mua hang tai ¢6. Nhitng phan hoi tich
cuc s& tac dong rat nhiéu dén hanh vi mua hang ciia nguoi tiéu dung va nguoc lai. C6 thé nguoi ban d6 rat
t6t nhung it danh gia thi cling s& lam cho ngudi tiéu dung phai e ngai trude khi dua ra quyét dinh caa minh
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