Cac yéu to thic day khach hang mua sam true tuyén
¢ Viét Nam
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Mua sdam trie tuyén da tré thanh mét phirong thirc mua sam phoé bién va ngay cang phdt trién
trén thé gidi ciing nhie tai Viét Nam. Ti 1é nguoi tiéu ding mua sam triec tuyén khéng ngirng gia
ting theo thoi gian. Theo s6 liéu thong ké ciia Hiép hdi marketing ky thudt sé chdu A (Asia
digital marketing association- ADMA), nam 2008, Viét Nam co khoang 4% nguoi su dung
Internet vao muc dich mua sam truc tuyén, dén nam 2011, ti 1é ndy chiém khodng 35% (ADMA
2012). Bai viét ndy sé di tim hiéu nhitng yéu té nao thiic day khach hang mua sam triec tuyén ¢
Viét Nam va khuyén nghi cac giai phdp nham thiic ddy hoat déng mua sdm truec tuyén.

Twr khoa: khach hang, mua sam, mua sim truc tuyen, yeu td.

1. Téng quan vé mua sim tryc tuyén

Mua sam tryc tuyén 1a qué trinh ngudi tiéu dung
mua sim hang hoéa hodc dich vu thong qua mang
Internet (Anders Hasslinger et al, 2007,
MasterCard, 2008). Do d6, mua sdm truc tuyén con
duogc goi 1a mua sim qua mang (Vincent Ying Fung
Lui, 2012). bay 1a mét dang thl'xc cua thuong mai
dlen t¢ (TMDT). Qua trinh mua sam nay cung bao
gdm nim buorc nhu trong mua sam truyen thong
nhan biét nhu cau, tim kiém thong tin vé san pham,
danh gia cic phuong an thay thé, quyét dinh mua va
danh gia sau khi mua (Liang and Lai, 2000).

Qua trinh mua sim nay duoc khach hang thuc
hién véi cac cira hang do/gian hang truc tuyén trén
cac website. Trong sudt qua trinh mua sim, ngudi
mua va ngudi ban/nhan vién ban hang khong tiép
xuc truc tiép v6i nhau, moi giao dich dugc thuc hién
thong qua trang web. Céc cira hang truc tuyén nz‘iy
hoat dong lién tuc 24 g10 mot ngay, 7 ngay mot tuin
nen khach hang c6 thé mua sim bat ctr khi nao. Khi
mudn mua mot san pham nao do6, khach hang chi
viéc lua chon béng cach nhép chudt vao san phém
d6 va san pham s& duoc chuyén dén dia chi do
khach hang dinh sin (Durmus Yoriik et al, 2011).
Hang hoa tai cac cua hang nay thuong dugc mo ta
béng van ban, hinh anh, am thanh, video. Do @0,
khach hang chi c¢6 thé cam nhan, danh gia san pham

thong qua cac thong diép (dudi dang: hinh anh, van
ban, am thanh, video) ma nguoi ban dang tai trén
cac website chir khong thé danh gia bang cac giéc
quan theo cach thong thuong nhu trong mua sam
truyén thong nén cac giao dich mua sim trong moi
truong truc tuyén rii ro hon so v6i mua sim truyén
thong (Laroche et al., 2005). Tuy nhién, thong tin
trén cac website thuong rat da dang va phong phu,
tir thong tin cua nha san xuat, ngudi ban dén cac
binh luan, danh gia, xép hang,... ciia khach hang.
Nhitng thong tin nay rat hiru ich véi khach hang boi
vi né gitp khach hang c6 cai nhin da chiéu vé san
pham ho dinh mua. R4t nhiéu khach hang tham
khao nhiing thong tin danh gia nay trudc khi ra
quyét dinh mua sim truc tuyén (ADMA, 2012).
Hon nita, do quéa trinh mua sim dwoc thyc hién
thong qua cac website, nén khach hang co thé truy
cap nhidu gian hang tai cing mot thoi diém. Do do,
ho dé dang tim duoc sin pham théa man tot nhat
nhu ciu ctia minh va tim dwuoc nha phan phéi véi gia
ré nhat.

Do qua trinh mua sdm duoc thuc hién thong qua
céc cira hang tryc tuyén, nén mua sam tryc tuyén c6
nhitng wu diém va han ché sau:

2. Nhirng yéu t6 thiic ddy khach hang mua sim
truc tuyén

Theo A.Gordon va K.Bhowan (2005), nhirng yéu
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t6 thiic ddy khiach hang mua sim tryc tuyén bao
gom: Thuén tién, tiét kiém thoi gian, gi4 ré hon, co
thé an danh/giéu tén, ¢6 nhiéu su lya chon vé hang
hoa, hang héa duogc chuyén dén tan nha, c6 thé mua
hang hoéa ¢ xa (A.Gordon, K.Bhowan, 2005).
Thugn tién: 13 mot vu diém 16n nhit cia mua
sdm truc tuyén (Lester et al., 2005). Mua sdm truc
tuyén co thé duogc thuc hién bat ci noi dau, bat ct
chd nao chi cAn mot may tinh hodc thiét bi cam tay
c6 két nbi internet. Vi mua sim tryc tuyén, khoang
cach dia 1y khong con 1a tro ngai dbi voi khach
hang. Khach hang chi viéc lya chon hang héa vao
gi6 hang cua minh bang nhitng cG nhép chudt va
hang hoéa s€ dugc van chuyén dén tan nha (Durmus
Yoriik et al, 2011). Do d6, khach hang khong can
quan tdm dén tinh trang giao thong khi mua sam.
Ngoai ra, cic cira hang tryc tuyén hoat dong 24 gi(‘)r
mot ngay, 7 ngay mot tuan. Nén khach hang c6 thé
mua sam bat c(r thoi diém nao trong ngay, bat ké
ngay hay dém (Lester et al, 2005; Toiiita Perea y
Monsuwé et al, 2004). Pay 1a Iy do khién khach
hang chon kénh ban hang tryc tuyén thay vi cac
kénh ban hang khac (F. AL-Majali and M.
Prigmore, 2010). Sy thuan ti¢én nay khién khach
hang co6 thai do tich cuc va mua sdm truc tuyén
nhiéu hon (Masami Asakawa, Masao Okano, 2009).
Tiét kiém thoi gian: Trong mua sim tryc tuyén,
khach hang khong can phai xép hang cho doi dé
thanh todn nhu trong cac siéu thi hay ctra hang
truyén théng. V6i ddy du cac thong tin vé san phim
trén cac website, khach hang dé dang tim duoc cac

san pham phu hop voi nhu cau cta ho. Viéc lya
chon hang hoa trén cac gian hang truc tuyén ciing
nhanh chong va dé dang hon so véi cira hang truyén
théng nhd cac cong cu tim kiém. Hon nita, khach
hang co thé truy cap rt nhiéu gian hang khac nhau
tai cung mot thoi diém. Do d6, mua sém truc tuyén
gitip khach hang tiét kiém thoi gian (Toiiita Perea y
Monsuwé et al, 2004). Tiét kiém thoi gian 13 yéu tb
khién khach hang ting cudong ¥ dinh mua sim truc
tuyén (F. AL-Majali and M. Prigmore, 2010;
A.Gordon, K.Bhowan, 2005).

Gid ré hon: Do c6 thé truy cap nhleu gian hang
tai ciing mot thoi diém nén véi mua sam truc tuyén
khach hang c6 thé d& dang so sanh dac diém, gia ca
clia cac san pham glua cac nha cung cap khac nhau
trong thoi glan rat ngan, diéu ma khé c6 thé thyc
hién véi mua sim truyén thong. Nhor do, khach hang
c6 thé lua chon dugc nha cung cap véi gia thap nhat.
Day 1a yéu t6 thuc ddy khach hang mua sim truc
tuyén thay vi cac kénh ban hang truyén thong (F.
AL-Majali and M. Prigmore, 2010; A.Gordon,
K.Bhowan, 2005).

C6 nhiéu sw lia chon vé hang héa: Xuit phat tir
kha ning truy cdp nhiéu gian hang tai cung mot thoi
diém. Do do, trong giai doan tim kiém thong tin cua
qué trinh ra quyét dinh mua, khach hang c6 thé tim
dugc nhiéu phuong an thay thé dé thoa man tot nhat
nhu ciu ciia minh va qua d6 t6i wu hoa quyét dinh
mua. Day 14 mot trong nhing yéu té thuc dy khach
hang mua sim tryc tuyén thay vi cac kénh ban hang
truyén thong (F. AL-Majali and M. Prigmore, 2010;

Béang 1: Nhirng wu diém va han ché ciia mua sam truc tuyén

Uu diém

Han che

e Thuan tién

e (6 thé mua sdm moi lac, moi noi

e (o nhiéu sy lya chon vé hang hoa/dich vu
e Giaré hon

e Dé dang so sanh gi4 ca

e  Tiét kiém thoi gian

e (o nhiéu thong tin vé hang héa/dich vu

e (o thé mua hang héa tir xa

e Khong bi 4p luc tir phia ngudi ban

e Hang hda dugc giao tai nha

e DPam bao sy riéng tu

e Riuiro

e Thiéu tuong tac xi hoi

e Khong thé thir hang hoa trude khi mua
e Khong nhin thdy san pham thyc té

e Khong thé s& mo/tiép xiic v6i san pham
¢ Giao hang chdm

e Kho khan khi d6i/tra lai hang hoa

e Chi phi giao hang cao

Nguo”‘n : Lester et al., 2005
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A.Gordon, K.Bhowan, 2005).

Cé thé gidu mat/in danh khi mua sim: Trong
mua sam truc tuyén, nguoi mua va nguori ban/nhan
vién ban hang khong phal tlep xuc tryc tiép véi nhau
nhu trong mua sam truyén thong, cac giao dich cua
khach hang dugc thyc hién thong qua mot trang
web. Do d6, khi mua sim tryc tuyén khach hang
khong bi ap luc tor phia nguoi ban, n6é con bao vé
quyén riéng tu cua khach hang khi mua nhirng san
phim nhay cam (Tonita Perea y Monsuw¢ et al,
2004). bay 12 mot yéu t6 thiic ddy khach hang tham
gia mua siam tryc tuyén (F. AL-Majali and M.
Prigmore, 2010; A.Gordon, K.Bhowan, 2005).

C6 thé mua sdm tiv xa: V&i mua sim tryc tuyén,
khoang cach dia 1y khong con 1a tré ngai déi véi
khach hang. Khach hang c6 thé mua tir bat ki nguoi
ban nao trén thé gidi. Do d6, khach hang thuong
thich mua sam truc tuyén hon khi thuc hién cac giao
dich, mua sim tir nudc ngoai (F. AL-Majali and M.
Prigmore, 2010). Kha ning mua sim tir xa 13 yéu t6
thiic day khach hang mua sam tryc tuyén khi nhiing
hang hoa d6 khong sin c6 hodc khan hiém & noi ho
sinh song (A.Gordon, K.Bhowan, 2005).

3. Thuc trang hoat dfng mua sim truc tuyén
va cac yéu to thiic didy mua sim true tuyén ¢ Viét
Nam

Thi trudng ban 1é true tuyén bung nd ¢ Viét Nam
trong nhiing nim gan diy (ADMA, 2009). Hang
hoa duogc ban truc tuyén cling rat da dang, phong
phi, tir nhitng san pham dit tién nhu: 6 t6, xe may,
dién thoai di dong,... dén cac san phﬁm binh dan

nhu hang tap héa. Mic du van dang trong giai doan
dau cia qua trinh phat trién (Delafrooz, Paim and
Khatibi, 2010), tuy nhién, mua sdm truc tuyén tai
Viét Nam da c6 sy phat trién manh mé trong nhiing
nim gan day.

Theo s6 liéu thong ké ctia Hiép hoi marketing ky
thuat s6 chau A (ADMA), nam 2008, Viét Nam c6
khoang 20,8 triéu nguoi st dung internet, nhung chi
c6 khoang 4% sb nguoi s dung Internet vao muc
dich mua sam tryc tuyén (ADMA, 2009). Nhung
dén nam 2011, ti 1¢ nguoi sir dung internet tham gia
mua sam tryc tuyén 1 35% (ADMA, 2012). Doanh
thu tir hoat dong ban 1¢ tryc tuyén tai Viét Nam cling
c¢6 nhirg budc phat trién dang ké. Theo Béo cdo
TMDT Viét Nam 2012 cua B Cong Thuong, doanh
thu tr hoat dong ban 1¢ truc tuyén theo mo hinh
B2C (Business to Customer) cua Viét Nam nam
2012 udc tinh khoang 600 triéu USD va du doan
dén nam 2015 dat khoang 1,3 ti USD (B Cong
Thuong, 2012). Néu tinh ca doanh thu tir md hinh
ban 1¢ trie tuyén C2C (Customer to Customer), mot
md hinh ban 1¢ tryc tuyén kha phd bién & Viét Nam
(ADMA, 2009), thi con s6 nay con 1én hon rat
nhiéu.

Theo két qua diéu tra cua tac gia tir thang 3 nam
2013 dén thang 9 nim 2013, trong tong sd 221
nguoi st dung Internet & Viét Nam, c6 137 nguoi st
dung internet vao muc dlch mua sim tryc tuyén,
chiém khoang 62%, sb nguoi su dung internet
nhung chwa bao gid mua sim tryc tuyén 1a 84
ngudi, chiém khoang 38%.

Hinh 1: Ti 1é ngwoi sir dung internet ¢ Viét Nam vao muc dich mua sim truc tuyén
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Hinh 2: Ti ¢ khach hang sir dung internet vio muc dich mua sim tryc tuyén

I Mua s&m trwc tuyén B Khong mua s&m truc tuyén ‘

Nhing san pham thudng dugc khach hang mua
tir cac kénh ban hang tryc tuyén ciing rat da dang.
Hang héa dugc mua tryc tuyén nhiéu nhat 1a quan
40 va cac san pham thoi trang (xap xi 70%), ké tiép
1a sach bao, tap chi, tai liéu va phan cing, phan
mém may tinh (xap xi 25%), loai hang hoa co ti 1¢
mua sdm truc tuyén dtrng thir ba la luong thue, thuc
pham (trén 20%), ké tiép 1a cac phan mém tng dung
cho dién thoai di dong (khoang 16,5%), am nhac,

Nguon: Theo so liéu diéu tra cua tac gia

phim anh (khoang 11,3%) va céac dich vu tai chinh
ngan hang, bao hiém (khoang 8,3%). Hang gia dung
1 nhimg san pham it dwoc khach hang mua sim
truc tuyén nhat, ti 1& khach hang mua hang gia dung
truc tuyén chi chiém khoang hon 2%.

Vay nhung yéu t6 nao thuc day khach hang tham
g1a mua sidm truc tuyén & Viét Nam° Theo két qua
didu tra cua tac gia, c6 rat nhiéu yéu té thuc day
khach hang mua sdm truc tuyén, trong dé, yéu tb co

Hinh 3: Nhirng loai sin phim thuwong dwoc khach hang mua truc tuyén
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liéu thoi mém dung anh chinh,  pham
trang maytinh cho ngan
dién hang,
thoai di b?o
déng hiem
Nguon: Theo sé liéu diéu tra cia tic gid
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Hinh 4: Ly do khach hang tham gia mua sim truc tuyén
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tac dong manh nhat 1a kha nang tiét kiém thoi gian
clia mua siam tryc tuyén. Trong s6 nhimg khach
hang d3 timg mua sim truc tuyén, khoang 65% tra
lo1 rang ho lya chon mua sam truc myén vily do tiét
kiém thoi gian, khoang 57% lya chon mua sam truc
tuyén vi su thuén tién cua hinh thirc mua sdm nay,
khoang 46% khach hang mua sam tryc tuyén vi kha
nang dé dang so sanh gia ca giira nhiing nha cung
cap/ngudi ban khac nhau, khoang 45 ,3% khach
hang mua sim truc tuyen vi mua sarn truc tuyen
cung cap cho ho nhiéu su lua chon vé hang hoéa/dich
vy, khoang 23,4% khach hang lya chon mua sam
truc tuyén boi vi mua sim truc tuyén cé gia ré hon.
Giao hang tan noi 1a yéu t6 co tac dong thap nhat,
chua dén 1% khach hang lya chon mua sdm truc
tuyén vi Iy do hang hoa dugc giao tan noi.

4. Két luan va khuyén nghi

Mac du, tat ca cc san pham duoc ban theo cach
truyén théng déu co thé ban qua kénh truc tuyén.
Tuy nhién, do dic diém cua tung loai san pham, nén
¢6 nhiing san pham dugc khach hang ua chudng khi
mua sdm truc tuyén, nguoc lai co nhimg san pham
lai it dugc khach hang mua sam qua kénh nay. Do
do, trude mat, dé thu hat khach hang mua sdm truc
tuyén nhiéu hon qua d6 giup cac nha ban 1é truc
tuyén phat trién, cic nha ban 1 tryc tuyén nén lya
chon nhung san pham duoc khach hang ua chudng
mua sim qua kénh tryc tuyén nhu quan 4o, san
pham thoi trang, sach, bao, tap chi, linh kién may
tinh, phan mém tng dung cho may tinh va dién

Nguon: Theo so liéu diéu tra cua tac gia

thoai d1 dong hay luong thu:c thuc pham. Vé lau
dai, can nghién cuu cac yéu td can tré hoat dong
mua sim tryc tuyén dé c6 thé phat trién phuong
thirc ban hang nay cho tt ca cac loai san pham/dich
vu ¢6 nhu cau trén thi truong.

Tiét kiém thoi gian, thuan tién va kha ning so
sanh gia ca dé dang ctia mua sam tryc tuyén la
nhing yéu t6 thuc day khach hang mua sim truc
tuyén manh m& nhat. Do d6, cic website ban 1é can
cai thién toc dp truy cap dé giup khach hang tiét
kiém thoi gian hon nita, boi vi theo két qua nghién
clru cua tac gia, tiét kiém thoi gian 1a yéu té thuc
day khach hang mua sim tryc tuyén manh nhét
trong cac yéu to. Vé k¥ thuat, cac website ban 1&
tryc tuyén nén co chiic nang xap xép san pham theo
gia va c6 kha nang so sanh gia ca giira cac gian hang
khac nhau, qua d6 gitp khach hang thuan loi hon
trong viéc so sanh gia ca clia nhitg san pham ho c6
¥ dinh mua. Pong thoi, nhitng nha ban 1é can co
phuong thuc thanh toan linh hoat nhu thanh toan
bang tién mat khi giao hang,... Thuc t& rt nhiéu
khach hang truy cap nhiing glan hang truc tuyén dé
tim kiém san pharn sau do dén cira hang mua theo
cach truyén théng do ho khong co thé tin dung dé
thanh toan.

Téc d6 phat trién mua sim truc tuyén ¢ Viét Nam
phat trién véi toc d6 rat nhanh, song co sO vat chét
- k¥ thuat phuc vu TMBT chua phat trién tuong
mg. Theo két qua diéu tra cua tac gia, nhidu khach
hang khéng mua sam tryc tuyén vi gap kho khan khi
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thuyc hién hoat dong mua sim nhu téc do dudng
truyén thip, khong c6 Internet,... Do d6, dé khach
hang tham gia mua sam truc tuyén nhiéu hon, Nha
nude can dau tu phat trién co s¢ vat chat — ki thuat,
dac biét la co so ha t?mg mang Internet va cong nghé
thong tin dé dap ing yéu cau phat trién TMDT trong

trén cac phuong tién thong tin dai chung, phu hop
v6i didu kién, trinh d9,... timg ving mién dé tuyén
truyén, nang cao nhan thirc vé su tién loi, vu thé va
xu hudng phat trién ciia phuong thirc mua sim nay
dén moi ngudi dan nhim mé rong dién phat trién
mua sam truc tuyén ca o thanh phd 1an nong thon,

thoi gian sap t6i. nhiing noi c¢6 co s¢ ha tang cong nghé thong tin va

Day manh tuyén truyén vé mua sam tryc tuyén trinh d¢ dan tri kha.(J
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The factors driving customers to shop online in Vietnam
Abstract:

Online shopping has become a popular method of purchasing and it has been growing around the world
as well as in Vietnam. The percentage of consumers shopping online has been constantly increasing over
time. According to statistics of Asia Digital Marketing Association (ADMA), in 2008, Vietnam had around
4% of internet users shopping online; by 2011, this number had reached 35% (ADMA,2012). This paper
determines factors driving Vietnamese customers to shop online and suggest solutions to promoting cus-
tomers shop online.
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