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TOM TAT

Bai bao nghién ctru cac yéu to tac dong dén hanh vi mua hang truc tuyén cua khéch hang tai Tiki.vn. Tac
gia sir dung phuong phap dinh tinh két hop véi nghién ciru dinh luong dé giai quyét van dé, cu thé sir dung
thang do va dit liéu thu thap dugc kiém dinh do tin cay Cronbach alpha, phan tich nhan té kham pha (EFA),
va kiém dinh md hinh hdi quy da bién théng qua phan mém SPSS 20.0. M hinh nghién ctu dé xuét séu
yéu t6: (1) Nhan thirc d& sir dung, (2) Nhan thie sy hiru ich, (3) Su tin cay, (4) Anh huéng x& hoi, (5) Su
thu huang, (6) Sy rai ro, anh huong dén hanh vi mua hang truc tuyén caa khach hang tai Tiki.vn. Két qua
nghién ciru ¢6 5 yéu té anh huong dén hanh vi mua hang truc tuyén cua khach hang tai Tiki.vn 1a(1) Nhan
thirc dé sir dung, (2) Nhan thirc sy hitu ich, (3) Sy tin cay, (4) Anh huong x4 hoi, (5) Su thu huong

Tir khoa: Hanh vi mua hang, mua sam truc tuyén, Tiki.vn

FACTORS AFFECTING ONLINE BUYING ACTIVITIES OF
CUSTOMERS AT TIKI.VN

Abstract. This paper researches the factors affecting online shopping behavior of customers at Tiki.vn. The
author uses qualitative methods in combination with quantitative research to solve problems, specifically
using scales and data collected to verify Cronbach alpha reliability, Exploratory Factor Analysis, and testing
multivariate regression models through SPSS 20.0 software. The research model proposes six factors: (1)
Awareness of ease of use, (2) Awareness of usefulness, (3) Trust, (4) Social influence, (5) Benefit, (6)
Risks, affecting customers online purchasing behavior at Tiki.vn. The results of research show that there
are five independent variables which affect the online shopping behavior of customers at Tiki.vn. They are:
(1) Awareness of ease of use, (2) Awareness of usefulness, (3) Trust, (4) Social influence, (5) Benefit
Keywords: Purchase behavior, online shopping, Tiki.vn

1. Pit van dé

Ngay nay, hinh thirc mua sdm truc tuyén cang trd nén phd bién do sy bung nd trén Internet va viéc st dung
Internet dé tr¢ thanh hanh vi thuong nhét cua moi nguoi. Cung vai sy phat trién nhanh chong Internet &
Viét Nam, ngudi tiéu dung trong nude dang quen dan véi viéc mua hang qua mang ciing nhu biét den rong
rii nhing cai tén ndi bat trong viéc cung cap san pham va dich vu bang hinh thirc mua hang tryc tuyén nhu
Ebay, Amazon, Lazada, Shopee,..

Theo s6 liéu tir Stalista, trung bmh rn51 nguoi dung ¢ Viét Nam tiéu khoang 54.89 USD/ndm (khodng 1.27
triéu VND) hay chi 106.000VND/thang dé mua sim online. Ti 1¢ nguoi dung tham gia giao dich online dat
52.5% va dy doan dat 55.9% nam 2022, nguoc lai ¢ cac nudc phat trién con s6 nay 1a khoang hon 70%.
Niam 2018, c6 49 triéu nguoi dung tham gia mua sim truc tuyén, dat 76% so véi sd lwong nguoi ding
Internet.

Hién nay, Tiki 1a mot trong nhitng doanh nghiép mai hinh thanh trong nhimg nim gan day va kinh doanh
6 linh vuc thuong mai dién tir, nén viéc ban hang bi cac d6i thu ciing phan khic canh tranh gay gat va mot
s6 khach hang chua thuc sy biét dén ciing nhu chwa c6 sy quan tim dén hang hoa cua Tiki. Mic du hién
nay trén thé gioi da xuat hién nhiéu ly thuyét, mé hinh nghién ciru nham giai thich cac yéu t6 tac dong dén
hanh vi cua ngudi tiéu ding mua hang qua mang, va tai Viét Nam ciing d c6 nhiéu nghién cau vé hanh vi
mua hang truc tuyén. Tuy nhién, véi doanh nghiép Tiki thi vin chua c6 nghién ctru ndo nghién ciu vé hanh

© 2020 Truong Pai hoc Cong nghiép Thanh phé H6 Chi Minh


https://www.dammio.com/glossary/internet

140 CAC YEU TO TAC BPONG PEN HANH VI MUA HANG TRUC TUYEN
CUA KHACH HANG TAI TIKLVN

vi tiéu dung cua khach hang. Viéc hiéu duoc hanh vi mua sim truc tuyén cua ngudi tiéu ding s& gitp cho
cac doanh nghiép kinh doanh ¢ linh vye thuong mai dién tu duy tri duoc khach hang hién tai, thu hat va 16i
kéo dugc nhitng khach hang tiém nang.

2. Ly thuyét hanh vi

2.1 Khai niém vé mua hang truc tuyén
Mua hang truc tuyén dugc dinh nghia 1a hanh vi ctia ngudi tiéu dang trong viéc mua sam théng qua cac
ctra hang trén mang hoic Website sir dung cac giao dich mua hang truc tuyén (Monsuwe va cong su, 2004).
Mua hang truc tuyén 1a mot giao dich dugc thuc hién boi ngudi tiéu ding thdng qua giao dién dua trén may
tinh bang cach may tinh cia nguoi tiéu ding dugc két ndi va cé thé tuong tac véi cac cira hang s hoa cua
nha ban lé thong qua mang may tinh (Haubl & Trifts, 2000).

Ban hang tryc tuyén mang lai nhiéu loi ich cho chu DN, khach hang va xa hoi. Cu thé:

Déi voi chii doanh nghiép (DN). ban hang trye tuyén ¢6 mét s6 loi ich nhu tiét kiém chi phi cho viéc mé
rong thi trwong, tiét kiém chi phi hoat dong quan 1y, luu trit, thong tin lién lac, tiét kiém chi phi ban hang
cho doanh nghiép, thong tin d€ dang cap nhat trén website
Déi véi nguoi tiéu dung thi c6 thé mua sam moi ¢, moi noi ddi v6i cac cua hang trén khap thé gidi, khach
hang c6 nhiéu lya chon hon do duoc tiép can véi nhiéu nha cung cap hon, gia thap hon, co thé dé& dang tim
duoc thong tin nhanh chéng va dé dang théng qua cac cong cu tim kiém va cac thdng tin da phuong tién
Déi vai xa hoi, mua ban truc tuyén tao ra moi tredng dé 1am viéc, mua sam, giao dich tir xa nén giam duoc
viéc di lai, 6 nhiém, tai nan,... thi truong nhiéu hang hoa, da dang, nhleu nha cung cip tao &p lec giam gia,
do d6 kha nang mua sam ctia khach hang cao hon, nang cao muc séng ciia moi nguoi
2.2 Ly thuyét hanh vi nguoi tiéu dung
Hanh vi nguoi tidu dung duoc hiéu 1a mot loat céc quyét dinh vé viéc mua céi gi, tai sao, khi nao, nhu thé
nao, noi ndo, bao nhiéu, bao 1au mot 1an,...ma mdi ca nhan, nhom nguoi tiéu ding phai c6 quyét dinh qua
thoi gian vé viéc chon ding san pham, dich vu hay y twéng (Wayne D. Hoyer, Deborah J. Macinnis, 2008).
Hanh vi mua sim ctia ngudi tiéu dung 1a nhimg hanh vi ma nguoi tiéu ding thé hién trong viéc tim kiém,
mua sam, sir dung, danh gia san phim va dich vu ma ho mong doi s& thoa man nhu cau ca nhan cua ho
(Peter D. Bennett, 1995).

Theo Philip Kotler (2001), trong marketing, nha tiép thi nghién ciru hanh vi nguoi tiéu dung voi muc dich
nhan biét nhu cau, so thich, théi quen cua ho, cu thé 1a xem nguoi tiéu ding mudn mua gi, sao ho lai mua
san pham, dich vu do, tai sao ho mua nhan hiéu d6, ho mua nhu thé ndo, mua ¢ dau, khi ndo mua va muc
d6 mua ra sao dé xay dung chién luoc marketing thuc day nguoi tiéu ding mua sam san pham, dich vu caa
minh.

Trong thuyét nhan thire rai ro TPR (Theory of Perceived Risk) cua Bauer (1960) cho ring hanh vi tiéu dung
chiu sy tac dong cua nhan thirc rai ro, bao gom hai yéu t6: Nhan thic rai ro lién quan dén san pham/dich
vu va nhan thice rii ro lién quan dén giao dich truc tuyén.

Thuyét hanh dong hop Iy TRA (Theory of Reasoned Action) cua Ajzen va Fishbein dugc xay dung tir nam

1975, y dinh hanh vi 1a yéu té quan trong nhat du doan hanh vi tiéu dung. Y dinh hanh vi bj anh huong boi
hai nhan to: thai do huéng dén hanh vi va chuan chu quan. Trong d6, thai do la biéu hién yéu t6 ca nhan,
thé hién niém tin tich cuc hay tiéu cuc caa nguoi tiéu dung. Con chuan cha quan thé hién anh huong cua
quan hé x& hoi 1én ca nhan ngudi tiéu dung.

Thuyét hanh vi di dinh TPB (Theory of Planned Behaviour) dugc Ajen xay dung bang cach b sung thém
yéu té nhan thac kiém soat hanh vi vao md hinh TRA. Thanh phan nhan thic kiém soat hanh vi phan énh
viéc d& dang hay kho khin khi thuc hién hanh vi; diéu ndy phu thudc vao su sin cd caa cac ngudn luc va
cac co hoi dé thuc hién hanh vi.

2.3 Lwoc khao mét s6 nghién ciru trong va ngoai nuéc

Nguyén Hoang Diém Huong & Nguyén Thi Binh Minh, (2016) “Nghién ctu cac yéu té anh huong dén thai
d6 cua ngudi mua trong thi truong thuong mai dién tir”. Nhém tac gia dua ra md hinh nghién ciru bao gdm
sau yéu té anh huang dén thai o cua ngudi mua trong thi truong thuong mai dién tir bao gdm: Rui ro tai
chinh, Rui ro san pham, Rui ro vé su tién loi, Rui ro khdng giao hang, Chinh sach d6i tra, Dich vy va co s&
ha tang. Két qua cho thiy ca séu bién doc lap déu c6 y nghia trong viéc giai thich cho Thai do cia nguoi
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mua trong thi trudong thuong mai dién t, trong do, yéu té tdc dong manh nhit mot céch tich cuc dén Théai
d6 1a cam nhan cua khach hang vé Dich vu va co s& ha tang; trong khi Cam nhan vé Rui ro tai chinh lai tac
dong manh theo huéng tiéu cuc 1€n Thai d6 cua ngudi mua
“Cac yéu t6 anh huong dén y dinh mua sam tryc tuyén cua nguoi tiéu dung Viét Nam” 1a nghién ctu mé
rong thuyét hanh vi c6 hoach dinh cua tac gia Ha Ngoc Thang & Nguyén Thanh D, (2016). Nhom tac gia
dé xuat mo hinh nghién ctru ¢ 04 yéu té tac dong dén hanh vi mua hang truc tuyén cua khach hang 1a Thai
ds, Y kién nhém tham khdo, Rui ro cam nhdn, nhdn thizc kiém soat hanh vi. Két qua cho thay, thai do va
nhan thic kiém soat hanh vi cua nguoi tiéu ding c6 anh huong tich cuc dén ¥ dinh mua truc tuyén. Trong
khi d6, rai ro cam nhan c6 anh huong tiéu cuc dén y dinh mua truc tuyén cia ngudi tiéu ding.
Nghién cttu v& hanh vi mua sim truc tuyén cua ngudi tiéu dung tai Mumbai caa Khan va Chavan, (2015).
Nghién ctru nay nham phan tich cac nhan t6 anh huong dén hanh vi mua sam tryc tuyén cua ngudi tiéu
dung va duoc xem la nhitng thong tin quan trong nhat cua thuong mai dién tir va linh vuc marketing. Mo
hinh nghién ciru bao gom 5 nhan té 1a Nhdn thizc kiém soat hanh vi, Nhdn thirc rii ro, Thdi dé, Tinh doi
méi, chudn chu quan
Két qua nghién ctu cho thay rai ro tai chinh va rai ro khdng giao hang anh huéng tiéu cuc dén thai do
hudng dén hanh vi mua sam tryc tuyén, cac yéu té nhan thic kiém soat hanh vi, thai do, tinh d6i méi, chuan
chu quan c6 anh huong tich cuc dén hanh vi mua sam truc tuyén
Céc yéu t6 tac dong dén hanh vi mua hang truc tuyén caa khach hang tai Tiki.vn dugc xéac dinh duya trén:

e Phan tich va tong hop cac nghién ciru trude day lién quan dén hanh vi mua hang, hanh vi nguoi tiéu

dung.
e Thu thap céc y kién, cac gop y tir viéc phong vén cac chuyén gia trong linh vuc thuong mai dién ti,
thao luan nhém vai chuyén gia va khach hang.

Tur d6 xéac dinh cac yéu té pht hop cho mé hinh nghién ciru cua tac gia.

3. Phwong phap nghién ciu

Téc gia st dung ddng thoi 2 cach tiép can 1a dinh tinh va dinh luong trong d6 cha yéu 1a dinh

luong. Phuong phép sir dung trong céch tiép can dinh tinh 1 phan tich tai liéu, phong véan y kién chuyén
gia - 1a cac lanh dao doanh nghiép Tiki.vn va nhitng khach hang da c6 nhiéu nim mua sam tai Tiki.vn voi
muc dich c6 thém co s& dé xac dinh mé hinh nghién ctru va xay dung thang do.

Déi véi cach tiép can dinh luong, tac gia thiét ké phiéu diéu tra va tién hanh khao sat so b 60 phiéu. Sau
ly xtr ly nghién ctru so b bang phan mém SPSS 22.0, tac gia hiéu chinh phiéu diéu tar tién hanh khao sat
chinh thic véi 300 phiéu. Phuong phép chon mau la phi xac suat, d6i tuong khao sat la nhitng ngudi tiéu
dung da tirng mua hang truc tuyén nén dé thuan tién tac gia chu yéu khao sat Online

4. Két qua nghién ciru

Téc gia tién hanh khao sat thu thap thdng tin bang cach gai mail khao sat dén cac ddi twong 1a khach hang
da tirng mua sam truc tuyén, khach hang s tra 1oi truc tuyén thdng qua bang cau hoi truc tuyén dugc soan
thao trén cong cu Google Form. Ngoai ra, tac gia s& tao form trén google sau d6 tién hanh khao sat bang
cach chia s& link trén céc trang mang xa hoi, dién dan, trang chii cua Tiki.vn. ... Cac dit liéu thu thap duoc
tac gia xir Iy bang phan mém SPSS 20.0. Két qua nghién ctru nhu sau:

4.1 Kiém dinh d$ tin cay

Kiém dinh d6 tin cay thang do Cronbach’s Alpha dung dé kiém dinh muac do twong quan chit ché gitra cac
bién quan sat trong cuing 1 nhan té. Kiém dinh nay cho biét trong cac bién quan sat cia mot nhan td, bién
nao da dong gop vao viée do luong khai niém nhan td, bién nao khong dong gop.
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Bang 1: Két qua kiém dinh d tin cdy (Cronbach’s Alpha)
Trung
) binh 51;?:10;:1% ];;E(:;g Cronbach’s
Ma Bién quan sat thang do % bié Alpha neu loai
hoa néu loai | Jdomed | bien bién
. £ loai bien | tong
bién

SD Nhan thirc dé sir dung, Cronbach's Alpha = 0.786
Thuc hién mua sam truc tuyén tai

SPL 1 Tiki.vn 12 d& dang déi voi anh/chi. | 192 5.961 0.610 ) 0.725
Anh/chi tuong tac gitra Tiki.vn va

SD2 | cac website ban hang truc tuyén | 10.23 5.721 0.693 | 0.683
rat dé dang.
Anh/chi thay viéc tim kiém thong

SD3 | tin va mua sam truc tuyén tai | 10.57 6.487 0.430 | 0.816
Tiki.vn kha don gian.
Cé&c chtre nang trong cac website

SD4 | mua sam tryc tuyén tai Tiki.vn 1a | 10.25 5.628 0.659 | 0.699
rd rang va dé hiéu

HI | Nhin thac sw hiru ich, Cronbach's Alpha = 0.852
Mua sam tryc tuyén trén Tiki.vn

HI1 | gilp anh/chi thyc hién cac giao | 14.66 8.800 0.719 | 0.807
dich mét cach nhanh chéng
Mua sam tryc tuyén trén Tiki.vn

HI2 | giGp anh/chi thuc hién cac giao | 14.52 9.107 0.635 | 0.828
dich & bt ky dau.
Khi mua sim truc tuyén trén

HI3 | Tiki.vn s& mang lai nhiéu loi ich | 14.63 8.923 0.665 | 0.821
cho anh/chi.
Str dung dich vu mua hang tai

Hig | TIKivn gitp anh/chi tet kiem |, 39 | g0 | 0658 |0.822
duogc thoi gian hon so véi hinh
thirc mua ban thong thuong
Str dung dich vy mua hang tai

Hi5 | Tikivn gidp anhichi tiet kiem chi | ), oo 8.341 0.650 | 0.827
phi hon so vai hinh thuc mua hang
thong thuong

TC | Swtin cdy, Cronbach's Alpha = 0.832

TC1 | Anh/chi tin tong cac hiahen cia | g o 10600 | 0.653 | 0.795
Tiki.vn s& dugc thuc hién.
Anh/chi tin tuong Tiki.vn mang

TC2 | dén nhitng loi ich tét nhat cho | 18.33 10.771 0.661 | 0.793
anh/chi.

TC3 | Anfehi tin tuong chat luong hang | g 4 11194 | 0671 |0.792
hda tai Tiki.vn

Tca | AnhVehi tin tuong chinh sich d0i | 1o 55 | 11346 | 0665 | 0.794
tra hang hoa tai Tiki.vn

TC5 ?{;2’521 tin twong cac san pham tai | ;g 12.059 | 0.546 | 0.817
Anh/chi tin tuong vé chat luong

TCe | dich vu tai Tiki.vn 18.46 11.881 | 0.455 |0.837
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Trung
) binh 51;?510;? Tlfg:]g Cronbz’lch’s
Ma Bien quan sat thang do 3Ng | aue Alpha neu loai
. ,< . do néu bién Lz
hoa neu loai g 2 bien
I loai bien | tong
bién :
XH | Yéu to xa hgi, Cronbach’s Alpha =0.844
XH1 Nguoi than cua anh/chi nghi rang 10.78 5441 0717 | 0785
anh/chi nén mua sam truc tuyen
XHg | Ban be cua anh/chi nght rang |, 75 5.695 0.701 |0.793
Anh/chi nén mua sdm tryuc tuyen
Nhimg danh gia cua cong dong
XH3 | mang co anh huéng den viéc mua | 10.62 5.600 0.680 | 0.801
sam tryc tuyén cia anh/chi
XHa | Gia dinh khuyén anh/chi nénmua | ,, oo 5.896 0.619 | 0.827
sam tryc tuyén
TH | Yéu t6 thu hwéng, Cronbach's Alpha = 0.823
Qua trinh luét website mua sam
THL | e tuyén tai Tikivn kha tha vi, | 2492 6.954 0.581 10.799
Trong qud trinh mua sam tai
TH2 | Tiki.vn anh/chi da c6 nhitng trai | 15.31 6.782 0.651 | 0.778
nghiém thu vi.
THg | Anh/chi tin rang mua sam tai | 45 o) 6.697 0.683 | 0.769
Tiki.vn la mot niém vui.
THg | AhhVchi hai long vé dich vy cham | |, o, 6.775 0.568 | 0.804
soc khéch hang tai Tiki.vn
Anh/chi mua hang tai Tiki.vn gidp
TH5 anh/chi mua sam dugc nhiing san | 14.78 6.906 0.609 | 0.790
pham ung y
RR | Yéu to rii ro, Cronbach’s Alpha = 0.870
RR1 | Thong tin ca nhan cua toi co the bi | 4, 11200 |0730 |0.831
danh cap khi mua sam truc tuyén
RRg | Qua trinh xir 1y va giao hang ton | ;, g 11214 | 0.721 |0.835
kha nhiéu thai gian.
That kho dénh gid chat lugng sin
RR4 phém/ dich vu khi mua sam truc | 11.13 11.241 0.732 |0.831
tuyen. q
RRs | San pham/ dich vu co thé khong |, ;5 11629 | 0.708 | 0.840
tot nhu da quang cao trén website
HV | Hanh vi mua hang, Cronbach's Alpha = 0.851
Hy | Anhvehi mua hang tai Tikivn vi |7 5, 14395 | 0.648 |0.823
tinh dé sir dung cua dich vu
Hyv2 | Anh/chi mua hang tai Tikivavisy | 47 4 14047 | 0.646 |0.824
hitu ich cua dich vu
Hy3 | Anb/chi mua hang tai Tikivavi |47 44 14.068 0.699 | 0.814
thyc sy tin cdy dich vu
Hyva | Anh/chi dugc ban bé, ngudi than | ;7 g 14094 | 0580 | 0.839
ung hd mua hang tai Tiki.vn
Hys | Anhvehi cam thay thu vi va hai |5 3 14584 | 0638 |0.825
long vé dich vu cua Tiki.vn
Anh/chi lo lang nhitng rai ro c6
HVE | i xay ra khi mua hang tai Tiki.vn 16.99 15.184 0.613 | 0.831

Nguon: X Iy SPSS
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V& cac thang do nhan thuc d& sir dung, nhan thac sy hitu ich, su tin cay, yéu té xa hoi, hanh vi mua hang
c6 cac bién quan sat déu c6 hé sb twong quan bién tong lon hon 0.3 va hé s Cronbach’s Alpha >0.6 nén
dat yéu cau vé do tin cdy co thé dwa vao phan tich nhan té.
- Vé thang do sy rai ro, hé sé twong quan bién téng cua bién quan sat RR2 1a -0.014 nhé hon 0.3 nén bj
loai, 3 bién con lai gom RR1, RR3, RR4 va RR5 dat hé s6 twong quan bién téng I6n hon 0.3 va ¢ hé s6
Cronbach’s Alpha 16n hon 0.6 (0.870) nén dat yéu cau vé do tin cay cd thé dwa vao phén tich nhan t6.
- Nhu vay, tir 35 bién quan sat ban dau cho 07 thang do (bao gdm bién phu thuoc), sau khi loai bién quan
sat RR2 con lai 34 bién quan sét cua 07 thang do dugc dua vao phén tich nhan t6 EFA tiép theo.
4.2 Phan tich nhan té kham pha (EFA)
Phan tich nhan t6 kham phé, duoc goi tat 1a EFA, dung dé rat gon mot tap hop k bién quan sat thanh mot
tap F (v6i F < k) c&c nhan td (Factor) ¢ ¥ nghia hon.
Bién djc 1gp:
Két qua kiém dinh Bartlett’s trong bang kiém dinh KMO va Bartlett’s véi sig = 0.000 va chi s6 KMO =
0.910 > 0.5 cho thay tap di liéu trén pha hop cho cac phan tich théng ké tiép theo
Két qua phan tich nhan t6 kham pha cho cac bién doc lap, sau khi chay phan tich nhan t6 lan 4 céc bién
quan sat déu duoc gom lai theo dung 06 gia thuyét ban dau cua tac gia, khong cd su gop bién hay tach bién
sang mot nhom nhan té khéc va cac bién déu dat gia tri phan biét. Cu thé céc nhan té nhu sau
- Nhan t6 1: Nhan thuc sy hitu ich (HI) gdm 05 quan sat (H11, HI2, HI3, HI4, HI5)
- Nhan t6 2: Sy thy huéng (TH) gdm 05 quan sat (TH1, TH2, TH3, TH4, TH5)
- Nhan t6 3: Nhan thic rai ro (RR) gom cé 04 quan sat (RR1, RR3, RR4, RR5)
- Nhan t6 4: Yéu t6 xa hoi (XH) gom c6 04 quan sat (XH1, XH2, XH3, XH4)
- Nhan t6 5: Sy tin cay (TC) gdm c6 04 quan sat (TC1, TC2, TC3, TC4)
- Nhan té 6: Nhan thtc dé sir dung (SD) gém c6 03 quan séat (SD1, SD2, SD4)
Nhu véy, sau khi phan tich Cronbach’s Alpha va phan tich nhan té EFA, nghién ctru rat trich dwoc 06 nhan
t bién doc 1ap vai 25 quan sét dat yéu cau cho céac phan tich tiép theo.
Bién phu thugc
Két qua cho thiy, phan tich EFA phu hop va dat cac yéu cau kiém dinh véi hé s6 KMO = 0.8701 > 0,5,
murc ¥ nghia Bartlett = 0.000 < 0.05, hé s6 Eigenvalues > 1, phuong sai trich bang 57.67% > 50%, va cé4c
bién quan sat c6 hé sb tai nhan t6 trén 0.5. Nhu vay, 06 bién quan sat caa thang do hanh vi mua hang truc
tuyén tai Tiki.vn duoc gom thanh 1 nhén t6 va khong c6 bién quan sat nao bi loai
4.3 Phan tich twong quan
Phan tich twong quan 1a mot phép phan tich dugc sir dung 1a thude do d6 16n cua cac méi lién hé giira cac
bién dinh lugng trong nghién ctru. Thong qua thude do nay ngudi nghién ctiu c6 thé xac dinh mai lién hé
tuyén tinh giita cac bién doc lap, phu thudc trong nghién cuu.

Bang 2: Ma tran hé s tuong quan

SD HI TC XH TH RR Y
Hé s tuong quan Pearson(1 0.575" |0.478" 0.526™ [0.516™ |-0.024 0.583™
SD  Sig. (2-tailed) 0.000 0.000 |0.000 0.000 1(0.685 |0.000
N 300 300 300 300 300 300 300
Hé s6 twong quan Pearson0.575™ |1 0.495™ 0.544™ 0.464™ 0.041 0.575™
HI sig. (2-tailed) 0.000 0.000 0000 0.000 0476 0.000
N 300 300 300 300 300 300 300
Hé so twong quan Pearson0.478" 0.495 1 0.403™ |0.582" |-0.044 0.544™
TC  Sig. (2-tailed) 0.000 0.000 0.000 |0.000 1|0.443 0.000
N ’ 300 300 300 300 300 300 300
Hé s6 twong quan Pearson0.526™ [0.544™ 0.403"™ |1 0.451" -0.052 0.502"
XH  Sig. (2-tailed) 0.000 0.000 0.000 0.000 1|0.373 0.000
N 300 300 300 300 300 300 300
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SD HI TC XH TH RR Y

Hé sb twong quan Pearson0.516™ [0.464™ 0.582" 0.451" [1 -0.062 0.505™
TH  Sig. (2-tailed) 0.000 |0.000  0.000 0.000 0.285 0.000

N 300 300 300 300 300 300 300

Hé s twong quan Pearson]-0.024 0.041  10.044 -0.052 0.062 1 -0.102
RR  Sig. (2-tailed) 0.685 0.476 |0.443 |0.373 0.285 0.078

N 300 300 300 300 300 300 300

Hé so tuong quan Pearson0.583 0.575" 0.544™ 0.502” 0.505" -0.102 1
Y Sig. (2-tailed) 0.000 0.000 |0.000 0.000 [0.000 |0.078

N 300 300 300 300 300 300 300

Nguon: Xur Iy SPSS
Nhan xét: Cac bién doc 1ap anh hudong nhan thac su hitu ich, nhan thicc d& st dung, yéu té xa hai, su tin
cdy, su thu huong déu c6 trong quan tuyén tinh khad manh vai bién phu thudc hanh vi, cac hé sé tuong quan
déucoy nghia thong ké (sig <0. 05). Trong do, bién nhan thuc dé sir dung (SD) c6 twong quan manh nhat
(0.583) va bién rui ro lién quan dén san pham ¢6 twong quan thap nhat (-0.102). Tuy nhién, bién doc lap
nhan thuc rai ro c6 Sig = 0.078 >0.05 nén bién nay kha nang s& bi loai khoi mé hinh hdi quy tuyén tinh boi.
Bién nhan thtc rui ro lién c¢6 turong quan nghich chiéu véi hanh vi mua hang truc tuyén. Cac bién con lai
¢6 tuong quan cung chiéu vai hanh vi mua sam tryc tuyén. Bén canh do, két qua phan tich tuong quan ciing
cho thay hé sé twong quan gifra cac bién doc lap & mirc twong quan yéu véi nhau vi vay ciing nén quan tim
dén hién twong da cong tuyén khi phan tich hoi qui boi.
4.4 Phan tich hai qui bdi
Phan tich hdi quy 1a ky thuat thong ké dung dé wdc lugng phuong trinh phu hop nhét vai céc tap hop két
qua quan sét caa bién phu thudc va bién doc 1ap. N6 cho phép dat duoc két qua wdc lugng tot nhat vé méi
quan hé chan thuc giira cac bién sé.

. Bing 3: Két qua phan tich hoi quy
M®G hinh ; : t Sig. D6 chép [Ha s& phone dai
B |Sai so chuan Beta © chap He SO phong dal
nhan phuong sai
(Hingsé) [0.488 0.235 2072 0.039
SD 0.208 0.049 0.236 4.229 0.000 [0.547 1.827
HI 0.235 0.058 0.230 4.092 0.000 0.541 1.847
1 [TC 0.211 0.054 0.209 3.876 0.000 0.584 1.711
XH 0.117 0.051 0.121 2.295 0.022 0.612 1.633
TH 0.112 0.064 0.095 1.738 0.083 [0.565 1.769
RR -0.057 1{0.028 -0.084 -2.027 0.044 0.984 1.016

Nguon: Hé thong phan mém SPSS

Két qua cia md hinh cho thiy R? hiéu chinh 1a 0.584, c6 nghia 13 58.40% sy bién thién cua bién phu thudc
Hanh vi mua hang tai Tiki.vn duoc giai thich chung bai cac bién doc 1ap trong md hinh. Bén canh do, kiém
dinh F ciing cho thay gi4 tri Sig. rat nhé (Sig. = 0.000), cho thiy mé hinh trén phi hop voi tap dit liéu dang
khao sat. Cac bién doc lap HI, SD, TC, XH, RR déu ¢ y nghia vé mat thong ké (Sig. < 0.05); bién phu
thuoc TH ¢6 Sig. = 0.083 > 5% => Bién phu doc lap TH khong co ¥ nghia théng ké véi muac y nghia 5%
dén hanh vi mua hang. Két qua cho thiy hé s chap nhan (Tolerance) kha cao (tir 0.541 dén 0.984) va h¢
s6 'phong dai phuong sai VIF thap (tir 1.016 dén 1.847 <2). Do vay, c6 thé két luan mdi lién hé gitra cac
bién doc lap nay khong dang ke khong c6 hién tuong da cong tuyén.

Dua vao két qua hoi quy, hé sé Beta sau khi da loai bién TH. Ta c6 thé viét phwong trinh hdi quy bdi biéu
di&n méi quan hé giira cac nhan té va hanh vi mua hang truc tuyén cua khach hang tai Tiki.vn nhu sau:

Y =0.488 + 0.236*SD + 0.230*HI + 0.209*TC + 0.121*XH - 0.084*RR

Nhu vay, két qua kiém dinh gia thuyét nhu bang 5
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Bang 4: Két qua kiém dinh gia thuyét

Gia thuyét Ndi dung Sig | VIF | Kétqua

Nhan thic dé st dung c6 anh huong thuan chiéu P

H1 tGi hanh vi mua hang truc tuyén cua khach hang 0.000 | 1.827 | Chap nhan
Nhan thuc hitu ich ¢6 anh c6 anh huong thuan )

H2 chiéu téi hanh vi mua hang truc tuyén cua khach | 0.000 | 1.847 | Chap nhan
hang

H3 Sg tin cay co Eac qong t,huan\chleu t6i hanh vi mua 0.000 |1.711 | Chép nhan
hang truc tuyén caa khach hang ‘

Ha Aph hu’opg xa hoi co ;cac qong t’huan‘chleu toi hanh 0.011 | 1.633 | Chép nhan
vi mua hang truc tuyén ciaa khach hang
Sy thu hudng tac dong thuan chiéu tgi hanhvimua | . |

H5 ; o . A Bac bo
hang truc tuyén cua khach hang

H6 N\han t_huC i ro ¢4 tac dc_zng f\ghmh Chl?u (-) toi 0.036 | 1.016 | Chép nhan
hanh vi mua hang truc tuyén caa khach hang

Nguon: Xu ly SPSS
5. Hamy quan tri
5.1 Nang cao nhan thic tinh dé sir dung:
Gi4 tri trung binh cua bién doc 1ap nay 1a 3.44. Nghia 1a khach hang nhan thirc tinh d& sir dung chi ¢ muac
do6 trung binh. Dé lam tét van dé nay Tiki.vn can:
Ther nhat, doanh nghiép nén thiét ké website rd rang, dé thao tac, khach hang khéng can thyuc hién qua nhiéu
budc méi c6 thé mua dwgc san pham, te do tai trang nhanh 12 mot nhan té quan trong trong viéc nang cao
nhan thtc dé sir dung khi mua sam truc tuyén.
Thit hai, tich hop tién ich tim kiém thong tin va danh gia san pham ngay trén trang hién thi chi tiét san pham
cua Tiki.vn. Cung cap thdng tin vé san pham mot céch chi tiét, day du va noi dung céc théng tin chinh xac,
tranh tinh trang c6 su khac biét gitra cam nhan cua khach hang va trai nghiém thyc té.
Thi ba, van phai duy tri hinh thie thanh toan bang tién mat va giao hang tan nha Ia hinh thic chinh trong
giao dich mua béan véi ngudi tiéu dung. Tuy nhién khdng phai vi thé ma bo qua céc hinh thirc thanh toén
truc tuyén, c6 thé ap dung thém chinh séch giam gié khi thanh toan truc tuyén dé khach hang dan dan quen
va cam nhéan duoc nhitng loi ich caa hinh thirc thanh toan maéi nay).
5.2 Nang cao nhan thirc vé hiru ich cia mua ban truc tuyén
Nhan té nhan thtc hitu ich c6 GTTB = 3,642 nghia 1a khach hang cho riang viéc mhu hang truc tuyén kha
hitu ich va dé nang cao tinh hiru ich nay cac doanh nghiép can:
- Xay dyung mét qui trinh giao dich that d& dang, an toan va nhanh chéng tir khau tim kiém, danh gia thong
tin vé san pham/ dich vu, qui trinh dat hang thanh toan, quy trinh giao nhan hang hoa, quy trinh giai dap
thic mic va cham séc khach hang.
- Rt ngan thoi gian tai trang web, giam thiéu thoi gian chd doi ding nhap web va thuc hién giao dich.
- Dam bao website hoat dong lién tuc thong sudt khong bi gian doan gitp khach hang cd thé truy cap website
bat ky ltc nao khi ¢ nhu cau.
- Khdng c6 bat ky mot nha ban 1¢ truc tuyén nao c6 di nang luc cung cap day du tat ca cac mat hang cho
nhu cau cua ngudi tiéu ding vi vay can co su lién két chat ché gitra nha cung cap va nha ban 1¢, cac nha
ban 1¢ véi nhau dé tao mot danh muc san pham/ dich vy phong ph.
5.3 Nang cao nhan thic vé sy tin cay
Pay la nhan t6 tac dong duong manh thir hai dén hanh vi mua hang tryc tuyén ciia nguoi tiéu dung tai
Tiki.vn. va c6 GTTB = 3,64 nghia 1a DN tao duoc su tin cay kha tot cho ngudi tiéu dang khi mua hang trén
Internet can phai thuc hién nhu sau:
- Website can duoc ding ky thong tin véi bo cong thuong, gan biéu twong di dang ky 1én website. Cung
cap day du thdng tin vé nguoi ban, dudng day ndng hd tro giai quyét khi khach hang co thac mac, khiéu
nai. Can c6 cac chung chi dam bao (Trust-Mark) do mét bén thir ba cap dé phan biét nhitng nguoi ban hang
¢6 ching nhan nay véi nhitng ngudi béan truc tuyén khac.
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- Can str dung céc cong cu bao mat thdng tin va cam két véi khach hang riang cac thdng tin ca nhan cua ho
s& dugc ma hoa khi nhap vao website gilip cang ¢ niém tin va tao cho khach hang cam thay an toan va
dam bao khi mua hang truc tuyén. Xay dyng chinh sach hoan tra, bdi thuong va khiéu nai cua khach hang,
cac chinh sach vé bdi thudng ddi véi hang hda can phai cé cac quy dinh diéu kién cu thé di véi timg truong
hop duoc bdi thuong, ké cac céac 16i khong dugc bdi thuong ciing can quy dinh rd dé khach hang tham khao.
Déi véi nhitng trudng hop khiéu nai hodc phan nan cuaa khach hang can phai giai quyét nhanh va hop i,
dam bao mang lai su hai 10ng cho khéch hang. Cong tac giai quyét boi thuong va khiéu nai doi hoi phai cd
ngudn luc dugc dao tao chuyén nghiép va nghiém tuc thyuc hién theo chinh sach cua cong ty, tranh tinh
trang gy phién phtic cho ngudi mua.

5.4 Nang cao nhan thic vé sw anh hwéng xa hoi

Nhan t6 nhan thie X hoi c6 GTTB = 3,585, & mirc do trén trung binh. Nhu vay, muén gia tang yéu té nhan
thirc anh huong x& hoi cia nguoi tiéu dung diéu dau tién doanh nghiép nén quan tdm tan dung nhiing cong
cu mang x4 hoi nhu facebook, zalo, google plus, youtube..... dé xay dyng cong dong. Lén ké hoach quang
ba gigi thiéu san pham théng qua c&c trang quang cao truc tuyén nhu google keyword, facebook....va déng
thoi danh gia két qua quang céo thong qua cac chi s6 ROI, KPI. Khuyén khich nguoi tiéu dung danh gia,
chia sé thong tin tao hiéu wng lan truyén tét

Tha hai, 1a dich vu sau ban hang caa DN phai dem dén cho ngudi tiéu dung nhiing trai nghiém tha vi, thuc
hién day du cac cam két vé san pham/ dich vu mang dén cho ngudi tiéu ding nham mang dén su hai long
tir d6 ho dé dang chia sé vai nhitng ngudi xung quanh.

Thur ba 1a chinh sach chdm séc khach hang va nhiing ngudi xung quanh ho. Cu thé 1a ting ma giam gié cho
khé&ch hang vao nhiing ngay dac biét, tang cac mén qua trang tri ban lam viéc, ban hoc, gui email chic
mung sinh nhat kém mé& giam gia.... gitp goi nhd thuong hiéu, gay duogc su chd y, thién cam tir nhitng
ngudi xung quanh

Thit 1, Can chi trong dén cac chuong trinh tiép thi cho tap thé, to chirc nhu chuong trinh giam gia dac biét
khi mua hang theo nhom hoac giai thi¢u thém nhitng khach hang méi.

5.5 Giam nhan théc rii ro lién quan dén san pham

Nhan thae rai ro 1a nhan t6 duy nhat c6 ¥ nghia thong ké trong nghién ctru nay co tac dong nghich chiéu
dén hanh vi mua hang truc tuyén tai Tiki.vn. Day thuc su 1a mot yéu t6 ma cac doanh nghiép nén luu tim
Vi n6 s& lam giam hanh vi mua sam truc tuyén ciia ngudi tiéu ding. C4c rai ro ma ngudi tiéu dung hay gap
phai khi mua sam tryuc tuyén 1a Thoi quen tidu dung c6 thé b theo ddi (trung binh: 3,90), thng ti d& bi danh
cip (trung binh: 3.76), xir Iy hang ton nhiéu thoi gian va kho danh gia chat lugng san pham. Vi vay dé giam
bét céac rai ro nay kién nghi céc doanh nghiép can phai:

Thi nhat, can cung cap thong tin vé san pham mot cach day du va chinh xac, khong thoi phong su that.
Ding tai trén website va tng dung di dong nhiing bang ching hitu hinh vé san pham/ dich vy nhu gidy
chang nhan chat lwong san pham/ dich vu..., dang tai nhimg video danh gia vé san pham/ dich vu.

Thir hai, cac chinh sach lién quan dén san pham can dugc quy dinh rd rang, day du va chi tiét tranh gay
nham lan cho khach hang nhu chinh sach bao hanh, chinh sach doi tra....

Thi ba, san pham truge khi giao cho khach hang can duoc kiém tra, bao goi san pham can than truéc khi
giao hang. Khi giao hang can yéu cau khach hang kiém tra san pham that k§ trude khi nhan hang néu cé
bat ky su ¢ gi xay ra co thé kip thoi giai quyét.

Tha tu, Can xay dung mot doi ngii nhan vién dugc dao tao nham tu van, giai quyét nhitng thac mac vé san
pham/ dich vu cua khach hang. Xay dung duong day néng hoat dong 24/24 va 7 ngay trong tuan.

Trén day 1a mot s6 ham y quan tri nham nang cao nhan thic cho tirng nhan té ¢6 tac dong dén hanh vi mua
hang tryc tuyén tai Tiki.vn. Doanh nghiép khdng nén tap trung hét ngudn lyc vao mét nhan té nao ¢ ma
bo qua cac nhan té khac, ma can phdi hop téng hoa cac bién phap di néu & trén vi chic chin rang tat ca cac
nhan té tim ra trong nghién ctru déu co tac dong dén hanh vi mua hang truc tuyén tai Tiki.vn cua nguoi tiéu
dung.
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