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ABSTRACT

The objective of this study was to determine the factors affecting online
shopping behavior of consumers in Can Tho city. Research data was
collected from 130 consumers (100 online shopping consumers and 30
off-line shopping consumers). Factor analysis, regression analysis and
discriminant analysis methods were used to determine factors affecting
online shopping behavior of consumers in Can Tho city. Research results
showed that factors such as financial and product risk, diverse selection
of goods, belief, responsiveness of the site, the time risk, the comfort, the
convenience, price affect the consumers decision to continue (or begin)
online shopping. In particular, the comfort factor had the greatest impact
to the online shopping behavior.

TOM TAT

Muc tiéu cua nghién ciru nay nham xdac dinh cdc nhén té danh huong dén
hanh vi mua sam triec tuyén ciia nguoi tiéu ding thanh phé Can Tho. S6
li¢u nghién ciru dwoc thu thap tir 130 nguoi tiéu dung (100 nguoi c6 mua
sam trec tuyén va 30 nguot khong c¢6 mua sam tric tuyén). Phwong phdp
phdn tich nhén t6, phan tich hoi qui da bién va phan tich phan bi¢t duoc
sur dung dé xdc dinh cdc nhén t6 anh huong dén hanh vi mua sam truc
tuyén cua nguot dan thanh phé Can Tho. Két qua nghién ciru da chi ra
nhan 16 Yiii ro vé tai chinh va san pham, da dang vé lya chon hang hoa,
niém tin, tinh dép vmg ciia trang web, rii ro vé thoi gian, Sy thodi mdi, Sy
thudn tién, Qid ca co anh huong dén viée quyét dinh tiép tuc (hodc bt
dau) mua sam triec tuyen cua nguoi tiéu dung. Trong do, nhan 16 Sir thodi
mdi tdc dong I6n nhat dén hanh vi mua sam truc tuyén.

1 PAT VAN PE

Thuong mai dién tir 1a mét cong cu hién dai

nguoi dung Internet hién nay xap xi 31,2 triéu
nguoi (chiém 34% dén s6 Viét Nam — cao hon

gidp cho cac doanh nghiép c6 thé tham nhap vao
thi truong tot hon, thu nhap thdng tin thi truong
nhanh chdng va kip thoi, gidp hoat dong thuong
mai dién ra nhanh hon véi nhiéu tién ich. Doanh
nghiép ciing co thé dua ra céc thdng tin vé san
pham/ dich vu dén khach hang tiém ning moi ldc,
moi noi ¢6 sir dung Internet. Theo két qua khao sat
vé tinh hinh sir dung Internet ¢ Viét Nam do té
chirc WeAreSocial thuc hién vao thang 10/2012, sé

muac trung binh cia thé gisi 1a 33%). Va 61%
nguoi dt‘mg Internet tirng thyc hién mua sam qua
mang va 90% trong s6 do6 cho biét ho s& tiép tuc st
dung cach mua ban nay trong twong lai. Cho thay
nguoi Viét dan chugng hinh thic mua sam truc
tuyén va tin trdng hon vao cac bién phap bao mat
truc tuyén.

Thanh ‘phfr) C}én Tho 1a trung tdm kinh té - vin
hoa cua Bong bang séng Ciru Long, hoat dong giao
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thuong mua ban sim uat nhat khu vuc. Trong
nhitng nam gan day, hinh thirc mua sam tryc tuyén
ngay cang dugc biét dén rong rai va trg nén hap
dan véi nhiéu nguoi tiéu ding bai dac tinh tién loi
va nhanh gon. Tuy phé bién nhung su ua chudng
va tin twong cia nguoi tiéu dung thanh phd Can
Tho dbi véi hinh thic mua sim nay van con nhiéu
han ché. Do vay, dé tai “Phan tich cac nhan té
anh hwéng dén hanh vi mua sam tryc tuyén cia
nguoi tiéu dung trén dia ban thanh ph(") Can
Tho” la cin thiét nham tim ra cac nhan to nao anh
huong dén hanh vi mua sam tryuc tuyén cia nguoi
tiéu ding tr do c6 nhiing dé xuat gidp phat trién
kénh mua sam tryc tuyén va dap Gng nhu cau cua
khach hang.

2 COSOLY THUYET VA MO HINH
NGHIEN CUU

Theo hiép hoi marketing Hoa Ky, “Hanh vi
ngudi tiéu dung chinh 12 sy tac dong gitra cac yéu
t6 kich thich cua méi trudng véi nhan thirc cia con
ngudi Ma qua su twong tic do con nguoi thay doi
cudc soéng cua ho”. Theo Kotler& Levy (1969),
“Hanh vi ngudi tiéu dung 1a hanh vi cy thé cua mot
ca nhan khi thuc hién cac quyét dinh mua sam, st
dung va vit bo san pham hay dich vu. “Hanh vi
tiéu dung 1a mot tién trinh cho phép maot ca nhan
hay mot nhém ngudi lya chon, mua siam, sir dung
hoic loai bo mot san pham/dich vy, nhiing suy
nghi da co6, kinh nghiém hay tich liiy, nham thoa
méan nhu cdu hay wéc mudn cua ho” (Solomon
Micheal, 1992). “Hanh vi tiéu dung la toan bo
nhitng hoat dong lién quan truc tiép téi qua trinh

Tién dé

Moi truong bén ngoai
Nhan khau hoc

Tinh cach ca nhan

Tiéu chi vé tién lgi
Thuan tién mua sam
Da dang su lya chon
Thoai mai mua sim
Tinh dap ung cua trang
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tim kiém, thu thap, mua sim, s¢ hitu, sir dung, loai
bo san pham/dich vu. Hanh vi tiéu ding bao gdom
ca nhitng qué trinh ra quyét dinh dién ra trudc,
trong va sau cac hanh dong d6” (James F.Engel et
al., 1993). Theo Na Li va Ping Zhang (2002) thi
cac nhan té anh huong dén hanh vi mua sam tryc
tuyén bao gom moi trudng bén ngoai, nhan khau
hoc, tinh cach ca nhan. Theo Nguyén Phi Quy va
ctv (2012); Sandra Forsythe et al. (2006) thi mua
Sam truc tuyén cé nhitng thuan tién nhu: Khong
can roi khoi nha khi mua sam, khong t6n thoi gian
di lai va tham quan cta hang, dé dang tim dugc san
pham minh can, c6 thé mua sim & bat ky dau.
Cung véi nhiing tac gia trén, Mohammad Hossein
Moshref Javadi (2012) ciing cho ring mua sim
truc tuyén c6 loi thé 1a hang hoa da dang, thoai méi
khi mua sam; trang web ban hang ciing dép tng
dugc day du nhu ciu; gia ca thi rd rang; su tin
tudng. Tuy nhién, theo nghién ctu cuia Mohammad
Hossein Moshref Javadi (2012); Sandra Forsythe et
al. (2006) ciing da dua ra nhitng nhom rii ro cé thé
xay ra khi tham gia mua sim online nhu nhom rui
ro tai chinh, rui ro san pham, rui ro thoi gian.

Can ctr vao mo hinh thai do va hanh vi khach
hang truc tuyén: danh gia nghién ctu Nali va Ping
Zhang, Pai hoc Syracuse (2002); md hinh nghién
ctru xu hudng mua sam tryc tuyén cua sinh vién ¢
thanh phé H6 Chi Minh ciaa nhém nghién cau
truong dai hoc Mé (2012) va thdng qua qua trinh
nghién ciru so bd cia tac gia tr d¢6 hinh thanh mé
hinh nghién ctru cho dé tai.

Hanh vi mua sam
truc tuyéen <

web
Giaca
Su tin tudng

Thai do
mua sam

Y dinh
mua sim

an ra
quyet dinh

Tiéu chi vé rii ro
Rui ro vé tai chinh
Rui ro vé san pham
Rui ro vé thai gian

Hinh 1: M hinh nghién ciu
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3 KET QUA VA THAO LUAN

3.1 Phan tich cac nhan té anh huéng dén
hanh vi mua sam tryc tuyen cla nguoi tiéu
dung thanh phé Can Tho

S6 liéu nghién ctru dugc thu thap bang phuong
phap chon mau thuan tién. Cudc khao sat dugc tién
hanh tir thang 02/2013 dén 3/2013. C& mau duoc
chon 1a 130 véi d6i twgng nghién ciru 1a ngudi tiéu
dung trén dia ban cac quan trung tdm thudc TP.
Can Tho nhu Ninh Kiéu, Cai Ring, Binh Thiy
(100 ngudi ¢6 mua truc tuyén, 30 nguoi khong
mua truc tuyén). DSi véi nguoi da ting st dung
hinh thirc mua sim tryc tuyén, tac gia tién hanh
tiép can phong van théng qua mdi quan hé quen
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biét nhirng khach hang da tung st dung loai hinh
mua sam tryc tuyén hoic thong qua tiép can truc
tiép tai ctra hang chi nhanh cua cac trang web ban
hang truc tuyén tai thanh phé Can Tho. Sir dung
phan mém nhu SPSS, mé hinh nghién ctru duoc
thyuc hién nhu sau:
3.1.1 Kiém dinh su tin cdy Cua cdc tiéu chi do

lwong

Tur Bang 1, ta c6 thé thdy hé sé Cronbach’s
alpha cua céc thanh phan thudc thang do vé lgi
ich déu tét (>0, 6) dong thoi hé sb tuong quan bién
tong cua cac yéu té nho ciing déu Ié6n hon 0,3. Do
do, ta sir dung 20 bién nay vao phan tich nhan tb
kham pha.

Bing 1: Hé s6 Cronbach’s Alpha ciia cac nhan té nhan thirc vé lgi ich

Bién Tu@g quan Cronbach’s
bien tong Alpha
Sw thuén tién (TT): Alpha = 0,703
1. Khéng can roi khoi nha khi mua sam 0,316 0,706
2. Khong ton thoi gian di lai va tham quan cira hang 0,489 0,641
3. D& dang tim dwoc san pham minh can 0,604 0,586
4. C6 thé mua sim & bit ky dau 0,478 0,647
5. C6 thé tim thay hau hét tit ca nhitng mat hang 0,414 0,673
Pa dang vé su lya chon hang héa (PDHH): Alpha = 0,751
6. C6 thé c6 dugce day da nhirng thong tin 0,453 0,805
7. C6 nhiéu sy lya chon hon cho mot loai san pham 0,633 0,604
8. C6 nhiéu su lya chon hon vé thuong hiéu va nguoi ban 0,664 0,567
Thoai mai khi mua sim (TM): Alpha = 0,809
9. C6 thé thoai mai lva chon san pham ma khong thay ngai 0,685 0,712
10. Khéng bi nhan vién ctra hang l1am phién 0,627 0,768
11. Khéng cam thay ngai khi khéng quyét dinh mua 0,668 0,730
Tinh dap &rng caa trang web (W): Alpha = 0,757
12. Trang web c6 day du thdng tin vé ngudi ban 0,576 0,689
13. Trang web c6 giao dién dep, d& nhin 0,582 0,686
14. Trang web’co hé thong ghi nhan nhiing danh gia, binh luan cua 0,526 0,715
nguo1 mua trudc
15. Trang web ma ngudi ban 1a nhirtng nha bén I, cng ty 16n 0,535 0,712
Gia ca (GC): Alpha = 0,699
16. Thuong so sanh gia cua san pham khi mua truc tuyén 0,543 -
17. Sau khi so sanh, thudng chon ngudi ban ¢ gia thap nhit 0,543 -
Niém tin (NT): Alpha = 0,875
18. Cam thay tin tuong vao loai hinh mua sam truc tuyén 0,724 0,856
19. Cam thay tin tuéng vao nhimg ngudi ban trén mang 0,829 0,760
20. Cam théy tin twong vao hinh thirc thanh toén truc tuyén 0,727 0,851

Xit 1y s6 ligu thu thdp thang 4 nam 2013
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Bang 2: Hé sé Cronbach’s alpha ciia cc nhan té nhan thic vé rii ro

Twong quan Cronbach’s

Bién bién tong Alpha
Tai chinh (TC): Alpha =0,793

23. C6 thé khong nhan dugc hang hoa 0,657 -
24. Khong dugc hoan tién néu san pham bj hu hai hay khdng gidng mé ta 0,657 -
San pham (SP): Alpha = 0,789

25. Khéng biét dugc san pham la hang that hay gia 0,569 0,751
26. San pham nhan duoc thuong khong ding vai hinh anh dwoc quang céo 0,551 0,759
27. Hang héa c6 thé bi hu hai khi van chuyén 0,684 0,699
28. Khong thé thir d6i vai hang héa la quan 4o 0,610 0,738
Thaoi gian (TG): Alpha =0,739

29. Phuc tap khi dat hang 0,476 0,713
30. Tén thoi gian tim trang web c6 uy tin 0,574 0,655
31. Tén thoi gian khi so sanh gia ca san pham 0,556 0,666
32. Phai cho hang hoa dugc giao 0,537 0,682

X 1y s liéu thu thdp thang 4 nam 2013

Thanh phan rai ro vé tai chinh c¢6 hé sb
Cronbach’s alpha = 0,793; Thanh phan rai ro vé
san pham c6 hé s6 Cronbach’s alpha = 0,789;
Thanh phan rai ro vé thoi gian ¢6 hé sé Cronbach’s
alpha = 0,739 va hé s6 twong quan bién tong cua
cac bién déu Ion hon 0,3. Nhu vay, céc bién do
luong thanh phan nay duoc st dung cho phan tich
nhan t6 kham phé tiép theo.

3.1.2 Phan tich nhan té khdm pha (EFA)

Sau khi loai 2 bién ra khoi mé hinh vi ¢ hé s6
tuong quan bién téng < 0,3, 30 bién con lai dugc
dua vao phan tich nhéan té kham pha dung phuong
phap rat trich (Principal Components) va phép
quay (Varimax). Ta c6 két qua nhu sau: kiém dinh
KMO va Bartlett trong phan tich c6 hé sé KMO la
0,769 (0,50 <= KMO <=1) véi mic ¥ nghia thong
ké (Sig.) 14 0,000 (< 0,05) cho thdy phan tich nhan
t6 kham pha 1a phu hop. Theo tiéu chuén
Egienvalues >1, tong phwong sai trich (Variance
Extracted) la 67,902% ( >50%) nén giai thich dugc
67,902% su bién thién cua dir liéu, nhu vay viéc
giai thich yéu t khé tot.

Nhan t F1 dat tén 1a Rai ro vé tai chinh va
sdn phdm gom 6 bién (hé s tai nhan t6 tir 0,562
dén 0,798): c6 thé khong nhan dugc hang hoa
(TC1), khong dugc hoan tién néu san pham bj hu
hai hay khdng giéng mé ta (TC2), khdng biét dugc
san pham la hang that hay gia (SP1), san phim
nhan dugc thuong khong dang vaéi hinh anh dugc
quang cao (SP2), hang hoa c6 thé bi hu hai khi van
chuyén (SP3), khong thé thir dbi véi hang hoa la
quan 4o (SP4).
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Nhan té F2 dat tén 1a Pa dang vé sw lwa chen
hang hoéa gom 6 bién (hé sé tai nhan té tir 0,584
dén 0,817): D& dang tim dugc san pham minh can
(TT3), c6 thé mua sam & bat ky dau (TT4), co thé
tim thdy hau hét cac mat hang (TT5), cd thé c6
dugc thong tin day du vé san pham (PDHHI), ¢6
nhiéu su lya chon hon cho mot loai san phiam
(PDHH2), ¢6 nhiéu sy lya chon vé thuong hiéu va
ngudi ban (PDHH3).

Nhan t6 3 dat tén 1a Niém tin vao mua sdm
truc tuyén bao gdbm 3 bién (hé sb tai nhan t6 tur
0,768 dén 0,830): Cam thdy tin twéng vao loai hinh
mua sim truc tuyén (NT1), cam thy tin twong vao
thong tin ngudi ban trén mang (NT2), cam thay tin
tuong vao hinh thic thanh toan truc tuyén (NT3).

Nhan t6 4 dat tén |1a Tinh ddp ing cia trang
web bao gdm 4 bién (hé sb tai nhan té tir 0,698 dén
0,733): Thuong thich mua & cac trang web c6 day
du thong tin vé nguoi ban (W2), thuong mua & cac
trang web c6 giao dién dep, dé nhin (W3), thuong
mua & cac trang web c6 hé thong ghi nhan nhirng
danh gia, binh ludn cia nguoi mua truéc (W4),
thuong mua ¢ cic trang web ma nguoi ban la
nhirng nha bén ¢, céng ty I6n (W5).

Nhan t6 5 1a S riii ro vé théi gian bao gdm 4
bién (hé sb tai nhan té tir 0,653 dén 0,781): Phirc
tap khi dit hang (TG1), ton thoi gian tim trang web
c6 uy tin (TG2), tén thoi gian so sanh gi4 ca san
pham (TG3), phai cho hang hoa dugc giao (TG4).

Nhan t6 6 la Sw thodi mai khi mua sém bao
gdém 3 bién (hé sb tai nhan té tir 0,776 dén 0,807):
C6 thé thoai mai lwa chon san pham ma khong thay
ngai (TM1), khdng bi nhan vién cta hang lam
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phién (TM2), khong cam thdy ngai khi khong
quyét dinh mua (TM3).

Nhan t6 7 1a Sg thugn tién khi mua sdm truc
tuyén bao gdm 2 bién (hé sé tai nhan tb tir 0,780
dén 0,788): Khdng can roi khoi nha khi mua sim
(TT1), khéng ton thoi gian di lai va tham quan cira
hang (TT2).

Nhan té 8 1a Gia cd bao gdm 2 bién (hé s tai
nhan t6 tir 0,719 dén 0,772): Thudng so sanh gia ca
cua san pham khi mua sam truc tuyén (GC2) va
sau khi so sanh, thuong chon ngudi bén cé gia thip
nhét (GC3).

Bing 3: Két qua mo hinh hai qui
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3.2 Phan tich hdi qui

V6i muc ¥ nghia Sig. < 0,05 nén cac h¢ $6 hoi
quy déu co y nghia. Nhin chung, cac yéu td c6 hé
sb hdi quy chuan hoéa > 0 (F2, F3, F4, F6, F7, F8),
tac la cac nhan td nay c6 anh huong cung chiéu
dén quyét dinh tiép tuc (bat dau) mua sim tryuc
tuyen Cua nguorl tleu dung. Bén canh d6, nhan té
F1 va F5 c6 hé s6 hoi quy chuan héa < 0, tuc la
nhan t6 F1 va F5 co tac dong nguoc chiéu dén
quyét dinh tiép tuc (bat ddu) mua sam truc tuyén
clia nguoi tiéu dung. Cu thé:

Bién déc lap B Sig VIF
Hang s6 -1,089 0,002

Rui ro vé tai chinh va san pham (F1) -0,145 0,005 1,548
Pa dang vé sy lya chon hang héa (F2) 0,164 0,001 1,415
Niém tin vao mua sim truc tuyén (F3) 0,108 0,044 1,440
Tinh dép tng cua trang web (F4) 0,140 0,000 1,096
Su rai ro vé thai gian (F5) -0,195 0,000 1,184
Sy thoai mai khi mua sim (F6) 0,211 0,000 1,338
Sy thuan tién khi mua sim truc tuyén (F7) 0,200 0,000 1,181
Gié ca (F8) 0,158 0,000 1,254
R? diéu chinh 0,665
Hé sé Sig.F 0,000
Hé sb Durbin — Watson 1,857

Xz 1y s6 ligu thu thdp thang 4 nam 2013

Bién Tinh dap tng cua trang web, Sy thoai mai
khi mua sim, Sy thuan tién déu c6 y nghia & muc
1% va bién Sy thoai méi khi mua sim c6 anh
huong 16n nhat dén quyét dinh tiép tuc (bt dau)
mua sim truc tuyén cua ngudi tiéu dung véi hé s6
hdi quy chuan hoa 1a 0,267. Diéu nay co ¥ nghia
khi bién sy thoai mai khi mua sim ting 1én mot
don vi thi quyét dinh tiép tuc (bat ddu) mua sam
truc tuyén sé tang lén.

Khi bién Sy da dang vé lya chon hang héa,
Niém tin déu c6 y nghia & mirc 5%, hai bién nay co
tac dong cung chiéu den quyét dinh tiép tuc (bét
dau) mua Sam truc tuyen cua nguoi tiéu dung. Boi
viéc mua sim tryc tiép & cac ctra hang trén dia ban
thanh phé Céan Tho €6 su gioi han Ve hang héa
ciing nhu thong tin vé san pham, nen néu cac trang
web ban hang trén mang cung cap cho ngudi tiéu
dung nhiéu sy lya chon hap dén, thong tin day
da va tao niém tin thi tin rang lugng nguorl tiéu
dung st dung cAc san pham tryc tuyén s& ngay
cang nhiéu.
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Cac bién Rui ro vé tai chinh va san pham (c6 y
nghia mic 10%), Rui ro vé thoi gian (co y nghia
muc 1%) 6 tac dong ngugc chiéu véi bién phu
thudc, didu nay co nghia 1a khi cac bién nay ting
I&n thi quyét dinh tiép tuc (bat diu) mua sim cua
ngudi tiéu dung sé giam. Tam ly chung cia nguoi
tiéu dung la khdng mudn chiu bat ci rui ro, thiét
hai gi khi tham gia mua sim bai ho ¢6 nhiéu sy lya
chon. Do d6, néu rui ro ting 1én thi quyét dinh
tiép tuc (bat dau) mua sam truc tuyén cia ho s&
giam xudng.

3.3 Phan tich phan biét

~ Téc gia s tiép tuc tién hanh phan tich phan biét
de tim ra sy Ighéc biét gitta nhom doi tugng c6 mua
sam tryc tuyén va nhom doi tuong chua tirng mua
sam tryc tuyén doi véi cdc nhom nhén t6 do.
3.3.1 Xay dung md hinh phan tich phan biét

Doi voi dé tai nay, c& mau tac gia chon 14 130
(c6 100 quan séat co mua sam tryc tuyen va 30 quan
sat chwa timg mua sim truc tuyén). Tac gia tién
hanh chia thanh 2 phan, mai phan gom 65 quan sét:
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trong d6 c6 50 quan sat c6 mua sim truc tuyén va
15 quan sat chua tirng mua sam truc tuyén.

~ Sau khi tién hanh chia ¢& mAu, tic gia da thém
bien “phantich” vao co s¢ dir li¢u dé tien hanh
phén tich. Tac gia chon phuong phap dua bién vao

Bang 4: Két qua phan tich phan biét giira hai nhom
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1a Enter. Dy 1a phuong phap ma SPSS s& xir ly tat
ca cac bién doc lap dugc dua vao mo hinh.

3.3.2  Udec lwong hé s6 ham phan biét

Két qua qua trinh phan tich phan biét trinh bay
nhu sau:

Yéu té anh hwéng F P-value Heé s6 chuan hoa
Rui ro vé tai chinh va san pham (F1) 3,611 0,062 0,227
Pa dang vé sy lya chon hang hoa (F2) 10,268 0,002 0,518
Niém tin vao mua sim truc tuyén (F3) 20,863 0,000 0,792
Tinh dap tng cua trang web (F4) 0,032 0,858 -0,043
Sy rii ro vé thoi gian (F5) 4,696 0,034 -0,352
Sy thoai mai khi mua sim (F6) 0.162 0,688 -0,242
Sy thuan tién khi mua sim truc tuyén (F7) 1.259 0,266 0,019
Gia ca (F8) 0,960 0,757 -0,078
Wilk’s lambda
Chi — square
Sig.

Xz 1y s lieu thu thdp thang 4 nam 2013

Theo bang trén cho thiy, khi cac bién doc lap
dugc xem xét mot cach riéng biét thi chi c6 nhan té
F2 (da dang v& lya chon hang héa), nhan té F3
(niém tin) va nhan té F5 (rai ro vé thoi gian) c6
kha ndng phén biét mot cach c6 y nghia khac biét
gitra nhitng nguoi ¢ mua sam truc tuyen va chua
tng mua sim tryc tuyén. Cac nhan t con lai
khong anh huong dén sy phan biét giira hai nhom
(Hoang Trong & Chu Nguyén Mang Ngoc, 2005).

Trong truong hop nay, ¢ thé thiy ring dai
lugng Wilk’s lambda cta ham nay la 24,971 véi 8
bac ty do. Va mitc y nghia quan sat 1la 0,002 <
0,05. Do 40, tac gia c6 thé két luan sy phan biét c6
¥ nghia théng k& & murc ¥ nghia 5%, va c6 thé tién
hanh giai thich két qua.

DAu hé sé cua nhan t6 da dang vé su lua chon
hang héa va niém tin vao mua siam tryc tuyén
dwong, rui ro vé thoi gian ddu &m. Cho thiy rang
cang cang ¢ niém tin cho ngudi tiéu ding va cung
cap cho ho nhiéu lya chon hon, dong thoi giam
thiéu rai ro vé thoi gian khi mua sam truc tuyén thi
nguoi tiéu ding s& cang ¢6 xu huéng mua sim truc
tuyén nhiéu hon.

4 KET LUAN

Qua nghién ctiu nay, ta thiy cac nhan t6: rui ro
vé tai chinh va san pham, da dang vé lya chon hang
héa, niém tin, tinh dap tng cua trang web, rai ro vé
thoi gian, su thoai mai, su thuan tién, gia ca cé anh
huéng dén viéc quyét dinh tiép tuc (hoic bit dau)
mua sam truc tuyén cua nguoi tiéu dung, trong d6
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su thoai mai dong vai trd quan trong nhit. Dong
thoi nhan t6 su da dang trong viéc lua chon hang
héa, niém tin vao mua sam truc tuyen va rui ro vé
thoi gian 1 cac nhan té anh huong dén su khac biét
gitta hai nhom dm tugng c6 mua sam tryuc tuyen va
chua tirng mua sam tryc tuyén. Két qua chi ra rang
nhan té sy da dang trong viéc lua chon hang héa co
tac dong manh m& nhit dén viéc phan biét hai
nhom déi twong mua sim truc tuyén. Vi vay,
doanh nghiép can phai sir dung céc chinh sach gia
tang sy da dang trong viéc lra chon hang hoa dong
thoi cing ¢ niém tin cua nguoi tiéu ding vao hinh
thire mua sam tryuc tuyén dé co thé ngay cang phat
trién viéc mua sam truc tuyén tai thanh phd Can
Tho, cung cdp nhiéu dich vu tién ich théa man
ngudi tieu dung. Tir két qua ndy, tac gia dé xuat
c4c giai phap sau: Th nhat, tao niém tin cho nguoi
tiéu dung bang cach dam bao chat lugng san pham,
chat lugng dich vu, nhanh chéng, tin nhiém, d& s
dung, tin cay va tién loi. Tha hai, dé s dung tac 1a
giao dién trang web than thién, téc do truy xuat
nhanh, thiét ké gitp khach di chuyén d& dang. Thu
ba, tin cdy thé hién qua viéc tinh tién dung, giao
hang dung loai, ding quy céach va thoi gian da hua,
néu ngudi tiu dung doi tra hang ding quy dinh thi
phai hoan tién day du. Thir tu, tién loi 1a kha nang
gilp khach hang cam thay thoai mai khi mua va cé
thé mua moi IGc moi noi.
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