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Tom tat: Sy bung no cua dai dich Covid-19 da 1am cho khach hang lo ling vé sy 1ay lan cuaa bénh dich khi
mua hang hda tir cac ctra hang truc tuyén quéc té, ddng thoi viéc van chuyén hang héa giira cac quéc gia
tro nén kho khin hon. Do d6, khach hang dang c6 xu hudng chuyén sang lua chon cac hang hoa noi dia
cho viéc mua sam truc tuyén tir cac thi truong dién ta. Nghién ciru ndy nham danh gia cac tac dong cia
niém tin, tinh vi chiing, chat lwong dich vy, rai ro cam nhan dén long trung thanh caa khach hang ddi véi
cac hang héa noi dia khi mua sam truc tuyén trén céc san giao dich dién ta. Nghién ctu sir dung phuong
phap hdn hop dé dat duoc cac muc tiéu nghién ciru. Két qua cho thay niém tin, tinh vi chang va chat luong
dich vu tac dong tich cuc dén long trung thanh cua khéach hang. Trong khi do, rui ro cam nhan c6 anh huong
tiéu cyc dén long trung thanh cia khach hang d6i voi cac san pham noi dia trén thi truong dign tir trong
thoi diém dai dich Covid-19. Mot s6 ham y quan tri cling duoc dé xuat dya trén két qua nghién ciu dé gia
tang 10ng trung thanh cua khach hang ddi véi cac hang hoa noi dia dugc béan trén thi truong dién tir trong
dai dich Covid-19.

Tur khéa: Long trung thanh khéach hang, niém tin, chit lwong dich vu, tinh vi ching, rai ro cam nhan, thi
truong dién tu, dai dich Covid-19.

CUSTOMER LOYALTY TOWARD DOMESTIC GOODS ON THE
E-MARKETPLACES IN COVID-19 PANDEMIC

Abstract: The outbreak of the Covid-19 pandemic has made customers worry about the spread of the
disease as they buy the goods from international online store, as well as international freight has become
more difficult. Consequently, customers have tended to switch to domestic goods from e-marketplaces.
This study evaluated the effects of trust, ethnocentrism, service quality, perceived risk on customer loyalty
toward domestic goods as shopping online on e-marketplaces. This research employed a mixed research
method to achieve the research objectives. The results pointed out that trust, ethnocentrism, and service
quality positively impact customer loyalty. Meanwhile, perceived risk negatively affects customer loyalty
to domestic products in the e-marketplaces in the Covid-19 pandemic. Some managerial implications were
proposed based on the research results to increase customer loyalty toward domestic goods, which were
sold on the e-marketplaces in the Covid-19 pandemic.

Keywords: Customer loyalty, trust, service quality, ethnocentrism, perceived risk, e-marketplace, Covid-
19 pandemic.

1. GIGI THIEU

Thi trudng dién tir (electronic marketplace) dugc danh gia 1a mot nén tang to chirc cho phép nguoi ban gap
g& nguoi mua va cac bén tham gia trao ddi théng tin vé gia ca va dich vu. Do d6, khach hang dé dang lya
chon nhiing san phdam mong muén tir nhiéu ngudi ban khéc nhau, ca trong 1an ngoai nudc. Sy ra doi va
phét trién cua thi truong dién tir di tao ra nhitng thuan loi cho doanh nghiép trong kinh doanh, tuy nhién,
di kém d6 1a nhitng kho khin vé su canh tranh giira cac doanh nghiép & thi truong ndy. Sy canh tranh dién
ra trén thi truong dién tir khdng chi la cude d6i dau gitra cac doanh nghiép cling nganh ma con la giira doanh
nghiép trong nudc va doanh nghiép qudc té. Vai loi thé gia reé, nhiéu doanh nghiép qudc té, dac biét la
doanh nghiép Trung Qudc, da chiém lgi thé trén thi truong dién tir. i vai thi truong dién tir ndi riéng va
thwong mai dién tir n6i chung, 1ong trung thanh tr thanh mot yéu t6 s& ¢am béao sy ton tai cho doanh nghiép
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[1, 2]. Tuy nhién, viéc xay dung long trung thanh cua khach hang trén thi truong tryc tuyén s& kho khin
hon, boi vi khach hang c6 qua nhiéu lya chon, khdng chi mua hang trong nuéc ma con tur cac gian hang
quoc té trén thi trudng dién tir. Palmatier va cong su (2006) da dé xuat khung phan tich tong hop trung gian
mbi quan hé (Relational Mediator Meta-Analytic Framework) dé xay dung mo hinh do luong long trung
thanh cua khach hang. Ngoai ra, Gan va cgng s [3] cling da dé xuat ly thuyét méi quan hé truc tuyén
(Online relationship marketing) trong viéc su dung cac yeu to tac dong dén long trung thanh cua nguoi tiéu
dung. Mo hinh marketing moi quan hé truc tuyen da chi ra rang niém tin, su cam két, su hai long moi quan
hé va chit lugng méi quan hé 1a tién dé cua yéu td 1ong trung thanh cua khach hang khi mua sam truc tuyén
[4]. Bén canh d6, long trung thanh vai cac san pham trong nudc ciing phu thudc vao tinh vi ching cua
nguoi tieu dang [5, 6]. Pac biét, rai ro cam nhan khi mua hang truc tuyén van ton tai khi khach hang giao
dich trén thi truong truc tuyén [7, 8]. Nhitng rai ro cam nhan nay cd thé 1a nguyén nhan giam y dinh mua
sam truc tuyén [9] va long trung thanh caa khach hang khi mua sam truc tuyén [10].

Hién tai, Viét Nam duoc danh gia 1a mot trong nhitng thi trudng dién tir phat trién nhanh nhat Péng Nam
A véi tc @6 ting truong binh quan hang nam hon 25%, sy ting truong dot pha cua thi truong dién tir da
dua Viét Nam tr thanh mot trong nhirng thi truong tiém ndng nhét trong khu vuc ASEAN [11]. Pai dich
Covid-19 khién cho nhiéu doanh nghiép 13n nguoi ban I¢ trude day chwa tirng ban hang truc tuyen thi nay
mé rong viéc kinh doanh théng qua kénh ban hang truc tuyén, thic day qua trinh chuyén dbi s6 cua cac
doanh nghiép [12]. Tai Viét Nam, dai dich Covid-19 d3 tic dong manh dén thi truong kinh doanh néi chung.
Qua khao sat cua iPrice Insights phéi hop cting SimilarWeb, ddi v6i 3 nén tang thwong mai dién tir hang
dau 1a Tiki, Lazada, Sendo c6 luong khach hang giam manh so véi ciing ky va cac quy cubi nim 2019. Chi
c6 Shopee la nén tang thuong mai dién tir giam vao quy 3 va quy 4 vao nam 2019 nhung 13y lai da vao quy
1 nam 2020 [13]. Covid-19 dang bung phat trén thé gisi ciing nhu Viét Nam anh huong manh dén viéc luu
thong hang hoa tir nude ngoai vao Viét Nam. Viéc van chuyén quéc té tro nén kho khin hon, thoi gian dt
hang tir nude ngoai vé tang dang ké. Cac miat hang cd thé bi gii lai tai cira khau do tinh hinh dich dién bién
phirc tap hodc c6 thé 1au hon thai gian du kién do phai kiém tra hang héa. Viéc kiém tra hang ciing co thé
phat sinh cac rui ro nhu hu héng hoic nham hang, mit hang. Trong giai doan nay, khach hang dang c6 xu
hudng chuyén sang lua chon cac hang héa noi dia cho viéc mua sam truc tuyén tir cac thi truong dién tor.
Tuy nhién, viéc khach hang chuyén sang mua sam, mua nhiéu hon va duy tri 10ng trung thanh ddi voi cac
san pham noi dia can c6 su dau tu tir phia nhitng ngudi ban hang truc tuyén trén cac san giao dich truc
tuyén.

Do d6, nghién ciru ndy s& danh gia cac tac dong cua niém tin, tinh vi chiing, chat luong dich vu, rai ro cam
nhan dén 1ong trung thanh ciia khach hang d6i véi cac hang hoa noi dia khi mua sam truc tuyén trén cac
san giao dich dién tir trong dai dich Covid-19. Cac phan tiép theo caa nghién ctu nay bao gom tong co so
ly thuyét, phuong phap nghién ciru, két qua va thao luan, két luan.

2. COSO LY THUYET

Long trung thanh 1a mot cam két sdu sic rang khach hang s& mua lai hoic bao trg mot san pham hay dich
vu ua thich trong twong lai [14]. Do dé khach hang s& mua lai cing nhén hiéu, bat chip anh huong cua cac
tinh huéng phat sinh [15]. Tiép do, Ribbink va céng sw [16] cho riang dinh nghia nay ciing ap dung cho long
trung thanh truc tuyén. Long trung thanh dbi voi mot trang thuong mai dién tir md ta thai do tich cuc va
cam két cua khach hang ddi véi trang thuong mai dién tir, dan dén hanh vi mua lai va khéng chuyén sang
trang thuong mai dién tir khac [17]. Khach hang trung thanh véi mot trang thuong mai dién tir c6 xu huéng
mua lai, ndi tot vé trang thwong mai dién tir va khuyén khich nhiing ngudi khéc mua trén trang thuong mai
dien ta d6 [18].

Thi trudng dién tir dwoc dinh nghia 14 hé théng théng tin lién to chuc, cho phép nhiéu ngudi mua va nguoi
ban ciing nhu cac bén lién quan khéc giao tiép va giao dich thong qua thi truong duoc hd tro bai cac dich
vu truc tuyén bd sung [19]. Thi trudng dién tir 1A mét trung gian truc tuyén duoc thiét ké dé tao ra méi quan
hé gitra ngudi mua va ngudi ban, qua do tao diéu kién thuan lgi cho cac giao dich giita ho. Ngoai ra, thi
truong dién tir ciing thuong tao diéu kién thuan loi cho cac hoat dong giao dich gitra cac dbi tac chua co
tuong tac trude do lién quan dén nguoi mua, nguoi ban va nha cung cap thi truong dién tir [20]. Ngay nay,
nhiéu cong ty dang trai nghiém giao dich trén thi truong dién tir dé tang tinh hiéu qua trong kinh doanh, va
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hau hét cac cong ty déu hai 1ong khi ho tao gian hang, ciing nhu twong tac véi khach hang trén thi truong
dién tur [21].

Nghién ctru nay dua trén ly thuyét moi quan h¢ truc tuyén cuia Gan va cong su [3] va khung phan tich tong
hop trung gian mdi quan hé dugc dé xuat boi Palmatier va cong su [22] dé xay dung méi quan hé gitra cac
cau tric trong md hinh nghién cau. Marketing méi quan hé truc tuyen la hoat dong thong qua viéc su dung
cac tinh nang tuong tac cua website, cc cong cu hd tro Internet dé thiét 1ap va phat trién cac méi quan hé
1au dai, hai bén cuing ¢ lgi vai khach hang [3]. Cac thudc tinh caa ban hang truc tuyén trén cac trang thuong
mai dién tir thuong duoc khai théc théng qua cac hoat dong nhu tham gia mua sam, tuong tac va cong tac
cua khach hang véi muc dich xay dung moi quan hé voi khach hang trong dai han [23]. Dya trén khung
phan tich tng hop trung gian méi quan hé duoc dé xuat boi Palmatier va cong sur [22], mé hinh marketing
moi quan hé truc tuyén da chi ra rang long trung thanh cua khach hang doi Vv6i mot nguoi ban hang truc
tuyén dén tir niém tin, su cam két, su hai 1ong méi quan hé va chat luwong mdi quan hé [4]. Bén canh do,

long trung thanh véi cac san pham trong nuéc cting phu thudc vao tinh vi chung cua ngudoi tiéu dung [5, 6].

Dic biét, mua truc tuyén van mang lai mot s6 bat an vi rii ro cam nhan van ton tai khi giao dich trén thi
truong truc tuyén [7, 8], rui ro cam nhan nay c6 thé 1a nguyén nhan giam 16ng trung thanh cua khach hang
khi mua sam truc tuyén [10].

Niém tin s& anh huong dén mirc do sdn sang mua hang truc tuyén cia khach hang. Cac khéach hang truc
tuyén s& thuong tranh xa céc nha cung cip trén thi truong dién tir néu cac nha cung cép d6 khéng tao du
niém tin cho ho [24]. Nguoc lai, néu niém tin cang cao s& c6 tac dong tryuc tiép va tich cuc dén long trung
thanh cua khéach hang [25]. Hon nira, niém tin caa khach hang con 1a tién dé tét nhat dé giai thich su trung
thanh cua khach hang d6i v6i céc nha ban 1é truc tuyén [26]. Do do, niém tin dugc coi la yéu té chinh gép
phan tao nén long trung thanh déi véi nguoi ban trén thi truong truc tuyén néi chung. Néu khéch hang cé
niém tin d6i véi chat luong hang hoa noi dia, hodc ngudi béan trong nudc, ho sé tiép tuc mua hang va trung
thanh véi loai hang hoa nay trén thi truong dién tir. Do d6, nghién ctru dé xuét gia thuyét H1 nhu sau:

H1: Niém tin ciia khach hdng cé tac dong dong bién dén long trung thanh khdch hang déi véi cac san pham
trong nuoc trén thi truong dién tu.

Trong thi truong truc tuyén, chat lwong dich vu dugc dinh nghia 1a mtc do ma mot trang thuong mai dién
tir tao diéu kién thuan loi va hiéu qua cho viéc mua sim [27]. Chét lugng dich vu trén thi truong dién tur
dugc xem xét trén cac danh gia va nhan dinh tong thé ciia khach hang vé chat lwong cua viéc cung cap dich
vu trén thi truong dién tir [26]. Cac nghién ciru trude ddy cling di x4c nhan va cho thidy méi quan hé giira
chat luong dich vu va long trung thanh cua khéch hang [28, 29]. Do d6, gia thuyét H2 duoc dé xuat nhu
sau:

H2: Chdt lwong dich v ¢6 tdc dong dong bién dén long trung thanh khdch hang doi véi cac san pham
trong nuoc trén thi truong dién tu.

Tinh vi chung ciia mot khéch hang thé hién ho s& khong b thu hit boi cac san pham san xuét & nuéc ngoai,

va thira nhan mot cach sau sic cac san pham san Xuat trong nudc [30]. Nhimg nguoi tiéu ding c6 tinh vi
chung cao tham chi c6 thé phan @i cac san pham do nudc ngoai san xuat don gian vi d6 1a “san pham nuéc
ngoai”. Trong mot s6 truong hop, nguoi tiéu dung sé khong tap trung danh gla san pham vé chét luvong, ma
chi quan tm quoc gia xuét xa [6]. Tinh vi ching cua khach hang tép trung vao trach nhi¢m va dao duc khi
mua cac san pham do do, ho sé& the hién 1ong trung thanh déi véi cac san pham dugc san xuat trong nudc
[5]. Shimp va Sharma [30] cho rang tinh vi chang khién khach hang c6 thé danh gia cao cac thudc tinh va
chat lugng tdng thé cua cac san pham trong nudc, dong thoi danh gia thap chét luong cua cac san pham
nudc ngoai. Tinh vi ching caa khach hang cd thé anh huong dén quyét dinh mua hang [5]. Do do, gia thuyét
H3 duoc thiét lap:

H3: Tinh vj ching cua khdch hang cé tac dong dong bién dén long trung thanh khdch hang déi véi cac san
phdam trong nuwéc trén thi truong dién tir.

Rui ro cam nhan thuong duoc dinh nghia 1a su danh gia chu quan vé nhitng hau qua khéng chic chin vé
tai chinh, thong tin riéng tu, va vat chat khi trai nghiém tiéu dung [7]. Rui ro cam nhan 1a mébi de doa ddi
véi su thanh cdng cua hoat dong tiép thi, vi n6 khién nguoi tiéu dung tap trung vao kha ning méat nguon
lyc hon 1a tin twong va gin bé 1au dai véi doanh nghiép néu nhan ra c6 rui ro [7]. Do d6, rai ro cam nhan
c6 thé tac dong tiéu cuc dén hanh vi mua hang. Thong tin khdng nhit quén, hoic tinh vé hinh cua giao dich
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1am ting tinh khong chac chin khi giao dich truc tuyén [31], Rui cam nhan phai duoc loai bo dé dat dugc
long trung thanh cuaa khach hang [32]. Do do, gia thuyét H4 dugc thiét 1ap:

H4: Rui ro cam nhdn ¢6 tac déng nghich bién dén long trung thanh khdch hang doi véi cac san pham néi
dia trén thi truong dién tu.

Tir cac ly luan trén, nghién cau nay dé xuat mé hinh nghién ctru dugc trinh bay nhu hinh 1.

Niém tin
- - —— ) Long trung thanh cua
k Tinh vi ching | khach hang dbi véi hang
nd1 dia trén thi trromg
— . . dién tw
Chat hrong dich vu
Rui ro cam nhan

Hinh 1: M hinh nghién ctu
3. PHUONG PHAP NGHIEN CUU
Nghién ctru sir dung phuong phap nghién ctru hdn hop, bao gom nghién ciru dinh tinh va nghién ciru dinh
lwong dé dat duoc cac muc tiéu nghién ctu. Nghién ciru dinh tinh duoc thyc hién théng qua phong van
nhom tap trung dé thu thap y kién cuia cac thanh vién. Cudc phong van nhom tap trung bao gom 12 thanh
vién c6 kinh nghiém mua hang trén thi truong dién tir. Budi thao luan dwoc tién hanh dudi sy cha tri cua
tac gia v6i dan bai thao ludn nhom dwoc chuan bi san. Két qua 1a cac chi muc quan sat da duoc diéu chinh
dé mang lai gié tri khao sét cao & phan nghién ciru dinh lwong, phu hop véi bdi canh Viét Nam & thoi diém
Covid-19. Sau khi hoan thanh cudc phong van, budc tiép theo 1a tién hanh nghién ctru dinh luong.
Nghién ciu dinh lwong véi quy mé mau nghién ciu 1a 210 khach hang, thong qua phuong phap thu thap
dir liéu c6 muc dich. Cudc khao sat dwoc thyc hién déi véi cac khach hang dang mua sam trén thi truong
dién tir thdng qua bang cau hoi khao sat truc tuyén duoc xay dung bang Google biéu mau. Lién két cua
bang cau hoi duoc giri qua thu dién tir cia cac dap vién c6 moi quan hé véi cac thanh vién nhém nghién
ctru, va dat trén trang mang xa hoi caa cac thanh vién nhém nghién ciru dé ban bé ho c6 thé tra 16i. Trong
d6, bang cau hoi cé nhitng cau hoi sang loc dé co dugc nhitng nguoi khao sat dat yéu cau (nhu dang c6 mua
hang truc tuyén trén céc thi truong dién tir nhu Tiki, Lazada, Shopee hay khong? Mirc d6 mua hang nhu
thé nao?). Nhitng dap vién dang mua hang truc tuyén trén cac san giao dich dién tir, va c6 mic do mua
hang thudng xuyén trong 3 thang gan nhat s& thoa yéu cau tra loi bang cau hoi. Cac chi muc cua cac cau
trdc nghién cau dua trén cac nghién ciru trude day, duoc didu chinh thong qua nghién ciu dinh tinh va
duoc trinh bay trong phu luc 1. Thang do Likert 5 cép bac tir 1 dén 5 duogc sir dung dé do cac cau tric quan
sat trong phu luc 1 (voi 1. Hoan toan khong ddng y - 5. Hoan toan ddng y). Dt liéu thu thap duoc xur Iy,
phan tich trén phan mém SPSS 26.0. Bang 1 chi ra c&c cau trdc nghién ctu, sé lugng chi myc va nguén
tham khao cua thang do.
Bang 1. Bang tong hop cac thang do dugc sir dung trong nghién ciru
Yéu tb S6 lwgng chi muc Nguén tham khao
Niém tin (MOT) 5
Chét lwong dich vu (MSQ)
Tinh vi ching (MCE)
Rui ro cam nhan (MPR)
Long trung thanh khach hang (MCL)

Yee va Faziharudean [33]

Abdolvand va céng s [5]
Jinva céng su [10]
Yee va Faziharudean [33]

[S2 RS RENE o]
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4. KET QUA VA THAO LUAN

Mau nghién ctru duoc mé ta trong bang 2. Vé giéi tinh, s6 lwong nit tham gia 1a 114 dap vién, chiém 54,29).
Ngoai ra, d6 tudi tap trung trong khao sat 1a 22-25 tudi, chiém 69,53%. V& nghé nghiép tham gia khao sat,
c6 87 dap vién dang 1a sinh vién, chiém 41,1%, tiép theo 1a nhan vién van phong, chiém 33,3%. Céc két
qua thong ké mo ta mau nghién cttu cho thay mau c6 tinh dai dién khi c6 su phi hop vé giéi tinh, do tudi,
va nghé nghiép trong mua sam tryc tuyén theo bao co chung ctia Cuc thuong mai dién tir, Bo Cong Thwong
[34].

Bang 2. Théng ké mé ta mau

Tiéu chi S6 lwong Phén trim
o Nam 96 45,71
Gidi tinh Nit 114 54,29
Tudi 21-25 146 69,52
© 26-38 64 30,48
Sinh vién 87 41,1
Nhan vién van phong 70 33,3
L Noi tro 9 4,3
Nghe nghiép Cong nhan 11 5,2
Quan Iy 15 7.1
Khéc 18 8,6

Theo bang 3, cac thang do dang tin cay dé phan tich trong nghién ctru nay. Trong d6, do tin cay cua thang
do thap nhét 12 0,767, cao hon 0,7 [35]. Két qua phan tich nhan té kham pha (EFA) trong bang 3 cho thay
cac hang muc nghién ciru duoc chia thanh 5 nhan té voi hé sé KMO = 0,855 > 0,5 va Sig. cua kiém dinh
Bartlett = 0,000 < 0,05 [36]. Do d6, phan tich nhén t5 1a phii hop. Hon nita, hé sb tai nhan t6 cua tat ca cac
muc déu 16n hon 0,5. Do dé, nghién ctru nay di xac dinh 4 yéu t6 doc 1ap, bao gém: (1) tinh vi chung, (2)
niém tin, (3) chat lugng dich vy, (4) rai ro cam nhén, va mot yéu té phu thudc 1a 1ong trung thanh ciia khach
hang dbi v&i san pham néi dia trén thi trudng dién tir trong dai dich Covid-19.
Béng 3. Cronbach’s Alpha va EFA

Yéu té Cronbach’s Alpha He s6 tai nhan to

Niém tin (MOT) 0,859 [0,855 - 0,862]
Chit luong dich vu (MSQ) 0,831 [0,811 - 0,783]
[Tinh vi chung (MCE) 0,794 [0,760 - 0,679]
Rui ro cam nhan (MPR) 0,767 [0,689 - 0,754]
Long trung thanh khach hang (MCL) 0,824 [0,764 - 0,806]
Kaiser-Meyer-Olkin = 0.855

Bartlett’s Test of Sphericity, Sig. = 0.00

Theo bang 4, hé sé VIF cta céc bién déu nho hon 2 (I6n nhét 1a 1,659). Do d6, hién twong da cong tuyén
xay ra giira cac bién doc lap trong mé hinh nay 1a nho, khdng anh huong dang ké dén két qua hoi quy. He
s R? diéu chinh cho biét mac do phén tram bién thién cua bién phu thuoe duoc giai thich bsi céc bién doc
lap. Ket qua hdi quy cho thay R? d1eu chinh 1a 54,9%; do d6, 54,9% sy thay ddi cia long trung thanh 1a do
4 yéu t6 nghién ctru gay ra, cac yéu té khac ngoai md hinh giai thich 45,1% con lai.

Bang 4: Két qua hdi quy

Heé s6 chua chuan | Hé s6 chuan Kiém dinh da cong | Kiém dinh phuong sai thay
héa héa : tuyén doi
Sai s0 Sig. r Sig.
B chuan Beta Tolerance VIF ((ABSRES)
Hang s6 1,099 0,211 0,000
MCE 0,219 0,045 0,294 | 0,000 0,603 | 1,659 0,045 0,482
MOT 0,433 0,056 0,455 | 0,000 0,627 | 1,595 0,017 0,827
MPR -0,074 0,028 -0,126 | 0,008 0,978 | 1,022 -0,061 0,812
MSQ 0,136 0,058 0,136 | 0,020 0,636 | 1,572 0,052 0,385
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Durbin-Watson = 1,659
F =63,637; Sig. = 0,000
R? diéu chinh = 0,549
Theo bang 4, gia tri Durbin-Watson (d) = 1,659, véi kich thuéc mau N = 210, ta c6 1,344 < 1,659 < (4 —
1,246) = 2,754 nén thoa man diéu kién; do do, khong c6 su twong quan chudi bac nhat trong md hinh hoi
quy boi. T4t ca gia tri Sig. mdi twong quan hang gita ABSRES véi cac bién doc 1ap déu Ion hon 0,05, do
do6 phuong sai phén du 12 d6ng nhét, gia dinh phuong sai khong doi khéng bi vi pham. Qua bang phan tich
ANOVA cho thay ty I€ F = 63,637 va co Sig. = 0,000 (Sig. < 0,05). M6 hinh hdi quy ¢o ¥ nghia theo dir
liéu thu thap duoc va cac bién duoc dua vao co y nghia thng k&, véi mire ¥ nghia 5%. Hé sé Beta cho thdy
mirc d6 anh huang caa bbn bién doc lap dén bién phu thudc va tam quan trong cua ting bién doc 1ap trong
md hinh lan luot 1a: MOT = 0,455, MCE = 0,294, MSQ = 0,136, MPR = - 0,126. Tir két qua phan tich ta
c6 mé hinh hdi quy:
MCL = 1,099 + 0,433 * MOT + 0,219 * MCE + 0,136 * MSQ - 0,074 * MPR

5. THAO LUAN KET QUA NGHIEN CUU

Thi nhat, niém tin 1a cac yéu té chi yéu nang cao 1ong trung thanh caa khach hang khi mua cac san pham
noi dia trén thi truong dién tir trong thoi ky dai dich Covid-19. Niém tin khach hang d tao nén mirc do
trung thanh cao cua khach hang véi cac san pham néi dia duoc bén trén thi trudng dién tir voi Beta = 0,455
(Sig. = 0,000). Niém tin la mot dong luc rat quan trong déi véi long trung thanh [37]. Trao doi truc tuyén
duoc coi 1a hoat dong rat rai ro do thiéu su tiép xuc truc tiép gitra khach hang va nhan vién ban hang. Nhiing
khach hang khong tin tuong vao mét nha cung cp truc tuyén s& it co xu huéng giao dich véi ngudi béan
truc tuyén [38]. Ngoai ra, néu khach hang khong tin teéng vao mét doanh nghiép truc tuyén, ho s& khong
trung thanh du ho ¢6 thé hai 1ong vé san pham da mua [37, 39].

Thi hai 1a tinh vi chung caa khach hang vai Beta = 0,294 (Sig. = 0,000). Tinh vi chung 1a mét yéu té quan
trong thuc ddy hanh vi va thai do 1ong trung thanh ctia khach hang ddi voi céc san pham trén thi truong
dién tir [5, 6]. Tinh vi chung trong ti€u dung quan tdm dén viéc ua chudng c4c san pham trong nudc va
khong danh gia cao cac san pham do nuéc ngoai san xuét [40]. Ngudi tiéu dung c6 tinh vi chung cao xem
viéc mua cac san pham nudc ngoal 1a v dao dtrc hoic khdng phu hop, vi né gay ton hai cho nén kinh té
trong nudce, khong yéu nudc va gay mat viéc 1am cho ngudi lao dong trong nuéc [30], do do, ho s& ¢ xu
huéng trung thanh véi céc san pham duoc san xuét boi cac doanh nghiép trong nude. Dac bigt, trong boi
canh Covid-19, nhiéu doanh nghiép trong nuéc khong thé xuat khau hang hoa ra nudc ngoai, vi vy, cac
khéch hang c6 tinh vi chung cao cang thé hién 1ong trung thanh cao hon thong qua vigc tlep tuc mua, mua
nhiéu hon binh thuong, va tham chi 1a khuyén khich ban bé, ngudi than mua céc san phiam néi dia duoc
ban trén céc san giao dich thuong mai dién tir.

Thir ba la chét lugng dich vu dich vu véi Beta = 0,136 (Sig. = 0,020). Tur két qua nghién ciu cho thy chét
lugng dich vu c6 tac dong tich cuc dén long trung thanh caa khach hang [41-43]. Két qua cho thay, néu
chat lugng dich vu cua cac doanh nghi¢p ban hang hda c6 ngudn gdc, xuat xu trong nudc cao thi khach
hang s& tiép tuc mua nhitng san pham nay trong tuong lai [44]. Do d6, nghién ciru con cho thiy khi chat
lugng dich vu cao thi long trung thanh cua khach hang cling dugc nang cao [45, 46]. Nhitng khach hang
truc tuyén s& truyen miéng tt vé cac san pham noi dia duoc ban boi cac nha cung cap truc tuyén véi chat
lwong dich vu tt [47]. Bén canh do6, nhidu khach hang van con lo ling vé van dé s& khong nhan dugc chét
lwong dich vy tét nhat khi mua hang trong nudc do sy cham tré trong phan hoi, hodc chua c6 minh bach
trong viéc xir ly cac 15i trong giao dich.

Cubi cung, nghién ctru cho thdy mdi quan hé nghich bién giira rai ro cam nhan va 1ong trung thanh cua
khéch hang (Beta = -0,126, Sig. = 0,008). Két qua nghién ctru phan anh ding v6i ban chat tim Iy ctia khach
hang nghia 1a tdm 1y ngai rui ro khi giao dich trén thi truong dién tir [10]. Marakanon va Panjakajornsak
[48] da chi ra rang rui ro chirc ning, rii ro hoat dong va rii ro tai chinh s& anh huong dén 1ong trung thanh
cua khach hang. Ngoai ra, Huy Tuu va cdng su [49] cling tim ra duogc rii ro cdm nhan dong vai tro trung
gian trong mdi quan hé giita sy hai 1ong va long trung thanh ciia khach hang.
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6. KET LUAN VA MOT SO HAM Y QUAN TRI

Nghién cau nay da xac dinh cac yéu té anh huong dén 1ong trung thanh caa khach hang khi mua cac san
pham trong nudc trén thi trudng dién tir trong dai dich Covid-19 thong qua ap dung phuong phép nghién
Ctru dinh tinh va dinh luong vei kich thuéc mau quan sat 1a 210 dé kiém tra mot cau tric tuyén tinh. Trong
d6, niém tin cua khach hang, chat lwong dich vy, rii ro cam nhan va tinh vi chiing anh huong dén long
trung thanh cua khach hang khi mua cac san pham trong nudc trén thi truong dién tir dai dich Covid-19.
Dua trén két qua nghién ciu, mot s ham y quan tri duoc dé xuat cho céc doanh nghiép kinh doanh trén thi
truong dién tu nhu sau:

Trong tinh hinh dich Covid-19 dang dién bién phirc tap, hoat dong giao nhan hang hoa ciing gap nhiéu kho
khian do cac chi thi gidn cach x& hoi va phong toa cac khu vuc. Vi vay, cac doanh nghiép ban hang noi dia
trén thj trudng dién tir nén cé cac bién phap dé tranh rai ro phat sinh khi giao dich truc tuyén. Doanh nghiép
ban hang noi dia can c6 su lién két vai cac doanh nghiép van chuyén dé han ché toi da viéc nhan vién giao
hang giao cham hang. Doanh nghi¢p can phai nam bét kip thoi nhiing thay d6i trong qua trinh giao hang dé
hang hoa cé the dén tay nguoi tiéu ding kip thoi va an toan. Ngoai ra, doanh nghi¢p ban hang trén thi
truong dién tir can dam bao chét lugng hang hoa dé giam su lo so cia khéch hang théng qua viéc lya chon
nha cung cap c6 uy tin, hoic kiém tra hang hoa trude khi giao dén cho khéach hang.

Dich bénh Covid-19 kéo dai s& 1am cho nén kinh té Viét Nam suy giam, chinh vi vay nhiéu khach hang
cling giam thu nhap trong cugc Song Cu the doanh nghiép néi dia nén c6 chuong trinh tu van bén hang
truc tuyen trén san giao dich truc tuyén, tu van qua hé thong cham soc khach hang, ting cuong bd tri nhan
vién dé giai dap thac mac, khiéu nai cua khach hang nhanh chéng. Qua d6, doanh nghiép sé gia ting duoc
niém tin cua khach hang trong béi canh vira ap luc bai dich bénh, vira giam duoc su buc boi khi khong
duge cham soc tuc thoi hoac dung muc sau khi mua hang Ngoai ra, doanh nghiép can cung Cap day du
thong tin xuat XU cua san pham dé tao long tin va giam lo ling cho khach hang khi mua cac san pham khong
biét ngudn gdoc hodc nham 13n véi san pham cé xuat xa tir cac nude dang co dich bénh nhu Trung Qudc,
An bo.

Bén canh do, cac doanh nghiép quan tri thi trudong dién tir phdi hop nha béan 1 nén wu tién mua ban san
pham noi dia trén thi trudng dién tir. Ngoai ra, dé thuc hién cong tac gido duc hanh vi cia ngudi tiéu ding,
céc san thuong mai dién nén c6 cac chuong trinh khuyén méai cho hang noi dia. Doanh nghiép kinh doanh
trén thi truong dién tir can cang ¢ chat luong, va dua ra gia ca phi hop nham thuc ddy long trung thanh
ctia khach hang di v6i hang Viét Nam trén thi trudng dién tir. Vi anh huong bai dai dich Covid-19 nén vén
dé gian cch xa hoi, cach ly hay 12 van dé phai 1am viéc, hoc tap truc tuyén tai nha dan dén thoi gian truy cap
mua sim trén thi truong truc tuyén cling thay dbi, vay nén doanh nghiép can mé rong cac khung gio quang
céo, tiép thi hop ly nhat nham ting tiép can san pham noi dia dén khach hang mot cach tot nht.

Ngoai ra, doanh nghiép can phai thuong xuyén cap nhat tinh hinh dién bién cua dai dich Covid-19 dé wéc
lwong, xac dinh, thwong lwong va cam két thoi gian giao hang dén khéch hang mét cach chinh xac nhét khi
kinh doanh tric tuyén. Su cam két vé thoi gian giao nhan hang dén khach hang ding thoi han gitip gia ting
niém tin d6i voi khach hang cling nhu gitp ting chat lugng dich vu ciia doanh nghiép khi kinh doanh trén thi
trudng truc tuyén trong thoi ky dai dich Covid-19 dién ra hét sic phuc tap.

Mic du da c6 nhiéu nd luc, nghién ctu van c6 mét s6 han ché. Pau tién, do thoi gian va ngudn luc c6 han
nén sb lwong mau nghién ciru con han ché. Cu thé, nghién ciu tap trung chu yéu vao khach hang tré tir 21-
38 tudi tai Thanh ph H6 Chi Minh, day 1a khach hang c¢6 xu hudng mua hang truc tuyén cao tir cac cho
dién tir. Cac nghién ciu tiép theo c6 thé khic phuc nhitng han ché nay bang cach maé rong nghién ciru dén
cac nhom khéch hang & cac do tudi khac nhau hoic sinh séng & nhiéu khu vuc, dia diém khéac nhau. Ngoai
ra, két qua nghién ciru chi ra 4 nhan t6 anh huong dén 1ong trung thanh cua khach hang khi mua sam trén
céc san giao dich thuong mai dién tir (R? diéu chinh = 54,9%), chi ra niém tin cta khach hang, chat luong
dich vu, rai ro cam nhan va tinh vi chung. Do d6, cic nghién ctu tiép theo c¢6 thé ma rong mé hinh nghién
clru voi mot sb cau tric phu hop nhu lgi ich cam nhan, chuong trinh khuyén mai, su tién loi dé gia tang gia
tri R? diéu chinh va d6 tin cay cua két qua nghién cau.
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LONG TRUNG THANH KHACH HANG DOl VOI HANG NOI BIA TREN THI TRUONG 159
DIEN TU TRONG DAI DICH COVID-19

Phuy luc 1. Thang do sir dung trong nghién ciru

A. TINH VI CHUNG (MCE)

MCEI. Nguoi Viét Nam nén mua hodc sit dung cac san phcfm Viét Nam trén cdc thi truong dién tir truoc
tién.

MCE2. Khéng nén mua cdc san pham ciia nuée ngodi khi da c¢é cdc san pham thay thé ciia Viét Nam trén
thi truvong dién tir.

MCE3. Mua cdc san phcfm cua nuoc ngodi trén thi truong dién tir co thé khién nguoi Viét Nam mat viéc
lam.

MCE4. Ch{ nén nhdp khéu céc san phcfm chua co o Viét Nam trén thi truong dién tir.

MCES5. Nguwoi Viét Nam thi chi nén mua cdc san phcfm Viét Nam trén thi truong dién tu.

MCESG. Thich ung hé cdc san phcfm Viét Nam trén thi truong dién tir hon, tham chi nén trd nhiéu tién hon
cho san phcfm Viét Nam trén cdc san thuwong mai dién tu.

MCE7. Mua cdc san phdm c6 nguon goc nede ngodi trén thi treong dién tir cé thé lam giam y thire vé trach
nhiém doi voi xd hoi.

NIEM TIN (MOT)

MOT1. Cac nha ban hang néi dia trén thi truong dién tir cung cdp ddy di théng tin vé san pham.
MOT?2. Cac nha ban hang néi dia trén thi truong dién tir quan tam dén khach hang.

MOT3. Nhdn xét ciia nhém khdch hang dia mua san pham Viét Nam trén thi truong dién tir ddng tin.
MOT4. Hang héa Viét Nam trén thi truong dién tir sé khong lam téi that vong.

MOTS. Cdc sdn pham Viét Nam trén thi truong dién tir sé giong thong tin truc tuyén dwoc cung cdp.

RUI RO CAM NHAN (MPK) 7 , ,

MPK1. Hang hoa trén thi truong dién tir o thé khong ding chat luong néu Covid-19 xdy ra ¢ nudc san
xuat.

MPK?2. T6i ¢6 thé khéng nhin dwoc hing héa tir mede ngodi khi mua trén thi truong dién tir néu Covid-19
xay ra. ) )

MPK3. Hang héa mua tir cac nha ban hang nuwdc ngodi co thé bi giao cham trong boi canh Covid-19.

CHAT LUONG DICH VU (MSQ)

MSQ1. Cac théng tin trén thi truong dién tir diege cdp nhdt thuong xuyén mdc di Covid-19 dang dién ra.
MSQ2. Gian hang trén thi truong dién tir duwoc tai vé mdy tinh rat nhanh chéng.

MSQ3. Cé thé dé dang tim thdy hang héa ndi dia trén thi truong dién tir (dé diéu hudng) khi tham gia mua
sam.

MSQ4. Théng tin vé cdc tinh nang cia san pham Viét Nam dwoc cung cdp ddy dii trén thi trwong dién tit.
MSQ5. Khiéu nai sé dwge gidi quyét nhanh chéng va hiéu qua trén thi truong dién ti.

LONG TRUNG THANH KHACH HANG (MCL)

MCL1. Sé thich ddi véi cdc san pham Viét Nam trén thi truong dién tir khéng thay doi.

MCL2. Sé khé thay doi niém tin ciia t6i vé hang Viét Nam trén thi truong dién ti.

MCL3. Ngay ca khi ban bé thén thiét giéi thiéu san pham nuée ngodi, s¢ thich doi véi hang Viét Nam trén
thi truong dién tir van khéng thay doi.

MCLA4. Sé mua hang Viét Nam trén thi trieong dién tir vao lan ké tiép néu can san pham.

MCLS5. Du dinh tié’p tuc mua hodc su dung cdac san phcfm do Viét Nam san xudt trén thi truong dién tu.
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