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Tém tit:

Nghién ciru nay hwéng dén viéc xdy dwng mot mé hinh toan dién cdc nhdn té anh hwéng dén su
tin tmfng ciia khdch hang doi véi viéc eStore (cita hang tric tuyén). Théng qua viéc dp dung mo
hinh cdu triic tuyén tinh SEM trong viéc phan tich mét mau cé 150, nghlen citu chi ra rang “Quy
mo cam nhdgn”, “Nang lyc cam nhdan”, “Chat lwong thong tin”, “Kiém sodt riéng tw cam nhan”’
va “Kiém sodt bao mdt cam nhdn” c6 tac dong cé y nghia thong ké dén si tin tuong ciia khéch
hang doi véi eStore. Két qua nghién civu cung cdp cho cdc nha qudn 1y kinh doanh trec tuyén mot
tam nhin va céng cu dé xdy dung sw tin twéng noi khach hang. Nghién ciru ciing dé xudt mot s6
hiromg gidi phdp nham xdy dung va ndng cao sw tin twong ciia khdch hang doi véi cdc cira hang
truec tuyén.

T khéa: sy tin tudng, mua hang truc tuyén, eStore, SEM.

Factors affecting the customer trust in online shopping
Abstract:

This study aims at building a comprehensive model of factors that affect customer trust in online
shopping. Through the SEM analysis with a sample of 150 customers, the results show that "Per-
ceived Size", "Perceived Competence”, "Quality of Information"”, "Perceived Privacy Control"
and "Perceived Security Control" have significant impact on the customers trust in online shop-
ping. The results of this study provide internet business managers with insights and tools that they
can use to build and improve consumer trust. The study also proposes some solutions to enhanc-

ing customer trust for e-Stores.

Keywords: Trust; online shopping; e-Store; SEM.

1. Giéi thiéu

Mua hang truc tuyén dd va dang phat trién mot
cach nhanh chong Hausman & Siekpe (2009), tro
thanh mot trong nhitng linh vuc quan trong bac nhat
cua hoat dong thuong mai dién tir (Chau & cong su,
2000) va thu hut ngay cang nhiéu sy quan tim cua
nguoi tiéu dung (Lee & cong su, 2012). Tai Viét
Nam, két qua ‘Nghién ciru giam sat Nguoi tiéu dung
v6i Thuong mai dién tir ciia Visa 2012” da cho thay
nguoi Viét Nam dang ngay cang wa chudng mua
sam tryuc tuyén: 98% dodi tuong khao sat tai Viét
Nam tim kiém san pham va dich vu trén mang trong
12 thang vura qua. Trong do, 71% da mua hang truc
tuyén trong khoang thoi gian nay. 90% dbi tuong
khao sat cho biét ho sé& tiép tuc mua hang truc tuyén

trong tuong lai. Mic du c6 nhidu tin hiéu déng
mung trong linh vuc thuong mai di¢n tir, tuy nhién,
“...thi truong thuong mai dién tir Viét Nam hién van
dang “say ngd” boi sy thiéu niém tin vao viéc mua
ban qua mang va thanh toan tryc tuyén.” (Thuong
mai dién tr Viét Nam va “buc tuong” niém tin,
2015).

Thiéu tin twong ciing 1a mot trong cac 1y do
thudng dugc nhic dén khi giai thich 1y do khach
hang khéng mua hang truc tuyén 1a su thiéu tin
tudng (Cheung & Lee, 2000; Cheung & Lee, 2003;
Gao & Wu, 2010; Hoffman & cong sy, 1999; Lee &
Turban, 2001). Hoffman & cong su (1999) cho ring
nguoi dung Internet khong dii niém tin dé thiét 1ap
cac quan hé trao d6i véi cac eStore khi c6 lién quan
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dén tién va thong tin ca nhan. Cheung & Lee (2000)
chi ra rang thiéu su tin tuong 13 yéu t6 quan trong
ngan can mua hang truc tuyén. Gao & Wu (2010) tin
rang thiéu sy tin twong van tiép tuc 13 rao can cua sy
phat trién thuong mai dién to. Urban & cOng su
(2009) khang dinh su thiéu tin tuong dugc xem 1a
rd0 can 16n nhét ngin can khach hang giao dich truc
tuyén. Chinh vi sy tin tudng dong mot vai tro quan
trong trong cac giao dich truc tuyén, viéc xac dinh
céc nhan tb tac dong dén su tin tudng trd nén cuc ki
quan trong (Kim & cong su, 2008).

Viét Nam c6 tuong dbi it cic nghién ctru vé cac
nhan té tic dong dén sy tin tuong trong bdi canh
mua hang tryc tuyén (vi du: Tran Ha Minh Quan &
Trin Huy Anh Puc, 2014; Ha Ngoc Thing &
Nguyén Thanh D¢, 2015). Hon nita, trong céc
nghién ciru nay van con thiéu kha nhiéu cac nhén t6
tac dong dén sy tin tuong. Do d6, muc tiéu cua
nghién ctru nay 1a xem xét ban chit ciia sy tin tudng
nham xay dyng mot mo hinh cé tinh khai quét lién
quan dén cac nhan tb téc dong dén sy tin tué’ng
trong mua hang truc tuyen tai Viét Nam. Cu thé hon,
tac gla phat trién va kiém dinh mot mé hinh céc
nhan t& quan trong nhit tac dong dén sy tin tudng
trong mua hang truc tuyén véi hy vong nghién ctu
s€ co nhitng dong gop quan trong vé mat ly thuyet
cling nhu thyc tién. Nghién ciru ciing s& dé xuat mot
s6 giai phap nhim ting cuong su tin tudng cua
khach hang ddi véi eStore ban hang truc tuyén.

2. Co s6' Iy thuyét va phwong phap nghién ciru

2.1. Co sé Iy thuyét

2.1.1. Tong quan vé su tin twong

Su tin tuong da va dang danh dugc sy quan tam
ctia cac nha nghién ctru trong nhiéu linh vuc khac
nhau (Wang & Emurian, 2005) nhu tdm ly hoc
(Macy & Skvoretz, 1998; Rempel & coOng su,
1985), xa hoi hoc (Zucker, 1986) va kinh doanh
(Dirks & Ferrin, 2002; Mayer & cong su, 1995).
Céc khai niém vé sy tin tudng trong cac nghién ciru
nay c6 nhitng diém khac nhau din dén sy hinh thanh
mot tap cac dinh nghia vé sy tin tudng chi chia sé
mot vai diém tuong dong (Chau & cong su, 2007).
Ngay ca trong cung mét linh vuc thi cadc hudng
nghién cuu khac nhau cling c6 nhling khai niém
khéc nhau vé sy tin tudng. Vi dy, Grabner-Krauter
& Kaluscha (2003) cho riang phan 16n cac nha tim
Iy hoc tinh cach (personality psychology) déu dong
¥ v6i quan niém su tin tuong 14 niém tin (belief), su
trong mong (expectancy) hoac cam giac (feehng)
an siu vao ban chét va c6 nguon gbc tir khi bit dau
qua trinh phat trién tim 1y ctia mdi ca nhan trong khi
céac nha tam Iy hoc xa hoi (social psychology) dinh

nghia sy tin tuéng 1a sy mong mudn ddi voi hanh vi
ctia ngudi khac trong cach thirc giai quyét cong viée
(transaction) va tap trung vao cac nhén t mang tinh
ngir canh c6 tac dong tang cuong hoac can tré su
phat trién ciing nhu cting ¢6 sy tin tuéng.

Mayer & cong su (1995) két luan ring cic nghién
clru vé sy tin tudng trong linh vye tm 1y, x4 hoi va
kinh doanh tap trung cht yéu vao sy tin tuéng trong
moi truong ngoai tuyén (offline) va thudng sir dung
ba nén tang 1y thuyét chinh: 1y thuyét vé tinh céch c4
nhén, 1y thuyét xa hoi hoc va klnh te valy thuyet tam
ly xa hoi. Cac nghlen clru ndy cb ging cung cAp mot
nén tang kién thirc vé su tin tuong, do d6 cac nghién
ctru nay thyc sy quan trong trong viéc dit nén tang
cho viéc nghién cuu sy tin tudng trong moi truong
truc tuyén (online) (Wang & Emurian, 2005).

2.1.2. Su tin twong trong mua hang triec tuyén

Céc nha nghién ctru dong y rang su tin tuong chi
ton tai trong moi truong khong chic chin va ri ro
(Grabner-Krauter & Kaluscha, 2003; Mayer & cong
su, 1995). Khi thuc hién viéc mua hang truc tuyén,
ngudi tiéu ding s& luon d6i mat voi nhimg rii ro &
nhitng mac d6 khac nhau (Kim & cong sy, 2008).
Grabner-Krauter & Kaluscha (2003) chia nhiing ruai
ro va su khong chic chan thanh hai loai chinh: (1)
Rui ro do phu thudc vao h¢ théng hay do phu thudc
vao cong nghé va (2) Rui ro lién quan dén hoat dong
mua ban.

Nghién ctru nay chi tdp trung vao loai rii ro thi
hai. Noi cach khac, nghién ctru nay tap trung vao su
tin tuéng cia ngudi tiéu dung danh truc tiép cho
sStore. Ly do 1a khi ngudi ban hang khong tham g1a
tryc tiép vao qué trinh mua ban thi eStore s& la ddi
tugng chinh ma su tin twdng cia nguoi tiéu dung
hudng toi (Jarvenpaa & cdng su, 1999b). Hon niia
voi viéc ha tﬁng Internet da tuong ddi hoan thién
nhu hién nay cong voi xu huéng mua hang truc
tuyén ngdy cang gia ting thi ngudi tiéu dung duong
nhu di xem rai ro hé thdng 13 ¢6 thé chap nhan duoc
trong cac giao dich tryc tuyén. Boi vi su tin tuong
ma nguoi mua hang danh cho eStore la mdt hién
tuong tdm ly xa hoi do do6 tac gid dinh nghia su t1n
tuong 13 sy mong muon ciia nguoi tiéu ding rang
bén ban hang sé tudan thu nghiém chinh cac quy dinh
cia phdp ludt vé giao dich triec tuyén ciing nhie tudn
thii nhuw nhitng néi dung ma ho cam két véi ngueoi
tieu dung trong cac giao dich mua ban.

2.2 M6 hinh nghién ciru

Nhur d trinh bay, cic nghién ciru vé sy tin tudng
trong moi trudng ngoai tuyén sir dung ba nén ting
1y thuyét chinh: 1y thuyét vé tinh cach c4 nhan, ly
thuyét xa hoi hoc va kinh té va Iy thuyét tam Iy xa
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hoi va lam tién d& cho céc nghién ctru vé sy tin
tuong trong moi trudng truc tuyen Bén canh do, su
tin tuwéng can xem xét trong diéu kién cu thé (con-
text-specific) va can c6 su tham gia cua cac tham sb
tinh hubng (situational parameters) (Lewicki &
Bunker, 1995). Theo Lee & Turban (2001), trong
bbi canh mua hang online, nguy co (risk) 1a tham sb
thich hop. Ngoai ra, trong hoat dong dién tur khi ma
nguoi mua va nguoi ban khong biét mat nhau, su
cong nhan cua bén thu ba va khung phap 1y 1a hai
nhan t6 quan trong hang dau tac dong dén viéc hinh
thanh sy tin tudng cua khach hang (Cheung & Lee,
2000; Hoffman & cong su, 1999).

Dua vao nhiing tién dé trén, Kim & cong su
(2008) phan chia cac nhan té tic dong dén su tin
tudng trong bdi canh thuong mai dién tir thanh bon
nhom: (1) nhom nhan thic (cognition-based), (2)
nhom tinh cam (affect-based), (3) nhom kinh
nghiém (experience-based), (4) nhom thudc tinh ca
nhan (personality-oriented).

Véi muc dich xay dung mét mo hinh don gian va
d& hiéu, tac gia phan chia cac nhan t6 tac dong dén
su tin tuong ciia khach hang trong bdi canh thuong
mai dién tir thanh 3 nhom: (1) nhém nhén t6 thude
vé cam nhan nguoi ding (2) nhém céc nhén t6 bén
ngoai va (3) nhom cac nhén t6 thudc vé tinh cach
khach hang. Tuy nhlen nghién clru nay tac gia
hudng téi viéc dé xuat cac huéng giai phap cho
doanh nghiép thuc hién thwong mai dién tor nham
gia tang su tin tudng cua khach hang, do do tac gia
s& chi tap trung vao cac bién ma doanh nghiép co
thé didu chinh duoc ma bo qua cic bién thude vé
tinh cach khach hang. Bang 1 tong hop cac nhan t6
tac dong dén su tin tudng trong cac nghién ctru da
thuc hién. Cac nghién ctru nay phai théa man cac

yéu cau sau:

Nghién ctru vé& su tin tuong trong bdi canh
thuong mai dién tr (ngudi mua - eStore) voi su tin
tuong duoc hiéu nhu dinh nghia néu trén.

La nhitng nghién ctru thuc nghiém dua trén nén
tang 1y thuyét viing chic trong d6 cac su tin tuong
va tién dé dugc kiém dinh chit cha.

Céc tién d& cua sy tin tuong dugc xac dinh dwa
trén cac 1y thuyét xa hoi hoc va kinh té hodc ly
thuyét tam 1y xa hdi hodc thudc cac nhém do Kim &
cong su (2008) dé xuat.

Céc bién ma doanh nghiép co thé co su diéu
chinh d¢ cai thién su tin tuong ciia khach hang.

2.2.1. Quy mé cam nhdn

Cam nhéan ciia khach hang vé quy mé doanh
nghi€p thyc hién ban hang truc tuyén.

Khi khach hang cam nhan doanh nghiép cé quy
moé 16n ddng nghia véi viée ho cho ring cac khach
hang khac tin tuong va thuc hién giao dich thanh
cong voi doanh nghi€p nay (Doney & Cannon,
1997). Ngoai ra, quy mo 16n dong nghia véi viéc
doanh nghiép c6 du kinh nghiém va tai nguyén dé
hd trg khach hang sau mua hang (Chow & Holden,
1997). Bén canh d6, quy md 16n con thé hién doanh
nghlep ban hang c6 kha nang thuong lugng giai
quyét cac riii ro lién quan dén g1ao dich véi khach
hang. Cudi cting, quy m 16n thé hién doanh nghiép
da dau tu vao hoat dong kinh doanh, va do do, ho sé
mat rat nhiéu khi danh mat sy tin nhiém cta khach
hang. Tir nhitng 1y do trén, tac gia cho rang quy md
cam nhan cang lon thi khach hang cang tin tudéng
vao doanh nghiép va vi vay sé tin tuéng vao eStore
cua doanh nghiép.

Bang 1: Bing tong hop nhén t6 tic dong dén sy tin twéng trong cac nghién ciru di thye hién

Nhom nhén to Tién deé

Tac gia de xuat

Quy md cam nhén (Perceived Size)

(Jarvenpaa & cong su, 1999a; Jarvenpaa &
cdng sy, 1999b)

Reputation)

Danh tiéng cam nhan (Perceive

(Jarvenpaa & cdng su, 1999a; Jarvenpaa &
cdng sy, 1999b; Kim & cdng sy, 2008)

Kiém soat bao mat

Nhém nhan t6 lién | (Perceived Security Control)

cam nhan

(Cheung & Lee, 2000; Cheung & Lee, 2003;
Kim & cdng sy, 2008)

Kiém soat
(Perceived Privacy Control)

quan cam nhén
khach hang

riéng tu cam nhan

(Cheung & Lee, 2000; Cheung & Lee, 2003;
Kim & cong sy, 2008)

Nang lyc cam nhan (Perceived
Competence)

(Cheung & Lee, 2000; Cheung & Lee, 2003;
Gefen & Straub, 2004; Lee & Turban, 2001)

Nguy co cam nhan (Perceived Risk)

(Cheung & Lee, 2003)

Chat luong théng tin (Information
Quality)

(Kim & cong sy, 2008)

Nhoém nhéan to bén
ngoai

Su thtra nhan cda bén thir ba (Third
Party Recognition)

(Cheung & Lee, 2000; Cheung & Lee, 2003;
Kim & cong sy, 2008; Lee & Turban, 2001)

Khung phép 1y (Legal Framework)

(Cheung & Lee, 2000; Cheung & Lee, 2003)

86 229 thing 7/2016

54

Kinh té<Phit trién




HI: Quy mé cam nhdn cé tac dong tich cuc dén
su tin tuong cua khach hang khi thuc hién mua hang
truc tuyén.

2.2.2. Danh tiéng cam nhén

Cam nhan cua khach hang vé& danh tiéng cua
eStore, trong do, danh tiéng duoc dinh nghia [a muc
d6 ma khach hang tin ring doanh nghiép ban hang
1a trung thyc va quan tdm dén khach hang.

Ly thuyét marketing dé chi ra rang danh tiéng 1a
mdt trong tai san quy gia nhat ctia doanh nghiép, doi
hoi su dau tu tai nguyén, nd lyc va quan tam dén
quan hé khach hang trong thoi gian dai. Do do
doanh nghiép s& khong hity hoai danh tiéng ciia
minh thong qua viéc boi tin khach hang (Smith &
Barclay, 1997). Vi vdy, tac gia cho rang danh tiéng
cam nhan cang l6n thi khach hang cang tin tudng
vao doanh nghi¢p va vi vay s€ tin tudng vao eStore
ctia doanh nghiép va dua ra gia thuyét:

H2: Quy mé cam nhdn c6 tac dong tich cuc dén
sw tin twong cua khach hang khi thuc hién mua hang
triec tuyén.

2.2.3. Kiém sodt bao mdt cam nhdn

Cam nhan ctia ngudi mua rang doanh nghiép thuc
hién ban hang truc tuyén sé& thuc thi cac bién phap
bao mat nhu: dinh danh (authentication), toan ven
thong tin (integrity), ma hoa (encryption) va khong
thoai thac (non-repuditaion).

Khi khach hang nhéan théy eStore thuc hién cac
bién phap bao méat (xay dung chinh sach bao mat,
mi hoa, dinh danh, giao thitc SSL.,...), ho s& hiéu
rang doanh nghiép ban hang dang c6 gang tao su tin

tuong cua nguoi dung va tri€t tiéu cac nguy co khi
thyc hién giao dich online. Didu nay sé& khuyén
khich khach hang thyc hién quyét dinh mua hang.
Nhu vay, cdm nhan vé bao mat cua khach hang s¢
lam gia tang su tin tuong dbi voi doanh nghiép ban
hang. Gia thuyét sau dugc dé nghi:

H3: Kiém sodt bao mdt cam nhdn cé tac dong
tich cuc dén su tin tuwong cua khach hang khi thuc
hién mua hang truc tuyén.

2.2.4. Kiém sodt riéng tw cam nhdn

Cam nhan ctia ngudi mua rang doanh nghiép thuc
hién ban hang truc tuyén c6 du kha ning dé bao vé
cac thong tin c4 nhan thu thap trong qua trinh giao
dich khoi viéce st dung trai phép hodc bi 10.

Khach hang ngay cang quan tam téi viéc bao mat
thong tin vi viéc 16 thong tin ca nhan co thé dan dén
hau qua nghiém trong (spam, thé tin dung bi st
dung trai phép,...). Vi vay khi doanh nghi¢p ap
dung cac bién phap bao vé thong tin ca nhan s€ lam
khach hang cam thdy yén tim va do dé khuyén
khich hanh vi mua hang. Vi vay, tac gia dua ra gia
thuyét sau:

H4: Kiém sodt riéng tw cam nhdn ¢ tic dong
tich cuc dén sw tin twong cua khach hang khi thuc
hién mua hang truc tuyén.

2.2.5. Nang lyc cam nhan

Cam nhan cua ngudi mua vé ki niang va chuyén
moén cua doanh nghi€p thuc hién ban hang truc
tuyén.

Khi khach hang cam nhan dugc nidng luc cta

Hinh 1: M hinh nghién ciru va cac gia thuyét nghién ctru

Quy md cdm nhan

H1 (+)

Danh ti€éng cdm nhén

Kiém soat bao mat cAm nhan

Kiém so&t riéng tw cdm nhan

Nang lwc cam nhén

Su tin twd'ng trong mua
hang tryc tuyén

Nguy co’ cdm nhén

Chat lwg'ng théng tin

/

Su thira nhan bén thir ba
H9 (+)

Khung phap ly
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doanh nghiép ban hang, ho s& tin ring doanh nghiép
da dau tu nhiéu tai nguyén cho viéc ban hang truc
tuyén va do d6 khong cé 1y do gi dé ho boi tin voi
khach hang. Vi vay gia thuyét sau dugc dua ra:

H5: Nang lyc cam nhdn co tac dong tich cuc dén
su tin tuong cua khach hang khi thuc hién mua hang
truc tuyen.

2.2.6. Nguy co cam nhdn

Cam nhan ciia nguoi mua vé kha ning xay ra nhimg
ket qua khong mong mudn hodc héu qua tiéu cuc.

Khi mua hang tryc tuyén, khach hang s& phai
cung cap cac thong tin ca nhan, thé tin dung va phai
cho vai ngay dé cham vao mén hang minh mua.
Diu nay co the khién khach hang cam thay phai doi
mat véi nhi€u nguy co va cé thé dan dén quyét dinh
khong mua hang tai cac eStore. Noi cach khac, nguy
co cam nhdn lam triét tiéu sy tin tudng doi voi
eStore. Gia thuyét sau dugc dé nghi:

HG6: Nguy co cam nhdn cé tac dong tiéu cuc dén
su tin tuong cua khach hang khi thyc hién mua hang
truc tuyen.

2.2.7. Chdt lwong théng tin

Cam nhan ciia khach hang vé tinh chinh xac va
day du cua thong tin trang web c6 lién quan dén san
pham va giao dich.

Khi khach hang cam nhan céac thong tin trén
eStore 1a chinh xac va duogc cap nhat thuong xuyén,
ho s€ cam thay tin chac rang doanh nghiép ban hang
la dang tin cay. Vi vay gia thuyét sau dugc de nghi:

H7: Chdt lwong théng tin cam nhdn cé tic dong
tich cuc dén s tin twong cua khach hang khi thuc
hién mua hang tryc tuyén.

2.2.8. Su cong nhdn cua bén thwr ba va khung
phap Iy

Su cong nhan bén thi ba: cam nhan cua nguoi
mua ve tinh hi¢u qua cua bén tha ba trong viéc dam
bao tinh dang tin cua doanh nghi€p thuc hién ban
hang tryc tuyén.

Khung phap 1y: cam nhan ciia ngudi mua vé sy
hi¢éu qua cua luat va bd luat trong viéc bao v¢ nguoi
mua va giao dich dién ta.

Vai trd cua bén thtr ba va khung phap 1y 1a giam
boét nguy co cam nhén cia nguoi ti€u dung thong
qua viéc dam bao doanh nghiép ban hang tuan thu
cac quy trinh vé ban hang, bdo mat thong tin ca
nhéan, chinh sach doi tra hang,... va do d6 lam tang
su tin tuong doi voi cac eStore (vi dy: cac eStore tai
Viét Nam déu phai dang ky va c6 biéu tugng cua B
Cong thuong). Cac gia thuyét sau day duoc dé nghi:

HS: Cam nhdn nguwoi mua vé tinh hiéu quad cua

bén thir ba co tac dong tich cuc dén sur tin tuwong cua
khdch hang khi thiee hién mua hang truc tuyén.

HY: Khung phdp Iy ¢6 tac dong tich cue dén sw
tin twong cua khach hang khi thuc hién mua hang
truc tuyén.

2.3. Phwong phdp nghién ciru

2.3.1. Mdu nghién citu

Déi twong khao sat mau 1a can bo cong nhan vién
Truong Pai hoc Nha Trang, sinh vién Truong Dai
hoc Nha Trang va can by cong nhan vién VNPT
Khanh Hoa véi diéu kién co it nhat mot lan thuc
hién mua hang truc tuyén.

Mau dugc thu theo phuong phap chon mau thuan
tién trong khoang thoi gian tir 08/05/2015 dén ngay
16/06/2015. Ban cau héi duoc dua truc tiép cho dap
vién. Tong cong 200 bang cau hoi dugc phat ra va
thu lai. Trong do 50 bang cau hdi bi loai bo vi bo
trong nhiéu, con lai 150 bang cau hoi hop 18 dugce sir
dung dé phan tich dir liéu.

2.3.2. Thang do luvong

Nghién ctru sir dung thang do Likert 7 diém dé do
ludng cam nhén cua khach hang v6i: “1 = hoan toan
khéng dong y”; “4 = khong dong y ciing khong phan
d6i hay khong c6 y kién”; “7 = hoan toan dong y”.
Website mua hang truc tuyén Lazada (Lazada.vn)
duogc tac gia chon dé dua ra cac muc héi lién quan.
Trong do, do luong khai niém “Quy mé cam nhan”
bang 2 muc hoi, do luong khai niém “Danh tiéng
cam nhan” béng 7 muc héi, do luong khai niém
“Kiém soat bao mat cam nhan” bﬁng 6 muc hoi, do
luong khai niém “Kiém soét riéng tu cam nhan”
bang 6 muc hoi, do luong khai niém “Ning luc cam
nhan” bang 6 muc hoi, do ludng khai niém “Nguy
co cam nhan” béng 4 muc hoi, do luong khai niém
“Chat luong thong tin” bang 4 muc hoi, do luong
khai niém “Sy thira nhan ctua bén thir ba” béng 5
muc héi, do luong khai niém “Khung phép 1y bang
2 myc hoi, va cubi ciing do luong khai niém “Sy tin
twong” bang 1 muc hoi.

2.3.3. Thu tuc phan tich

Khang dinh rang cac thang do luong dam bao vé
do tin cay, do hi€u luc hoi ty, va do hi¢u luc phan biét
bang phuong phap phén tich nhan t§ kham pha va
phuong phap phan tich nhan t6 khing dinh véi su tro
giup cua phan mém SPSS va AMOS. Tiép theo md
hmh cdu trac tuyén tinh s& duoc sir dung. Céc théng
ké vé sy phut hop ctia mé hinh s& duoc bao cdo.

3. Két qua va thao luin

3.1. Két qua nghién ciru

3.1.1. D¢ tin cdy va do gia tri cua cdc do luong
Két qua phan tich hé sb Cronbach Alpha cho thay
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Bang 2: Céc chi s6 thong ké phan anh d§ phii hop ciia mé hinh do luong

£ ¢ o | Potincy | Phuongsai
Cau truc khai niém a Trong so nhan to 2 .

tong hop trich
Quy mo cam nhan (qmen) 0,874 0,723 - 0,853 0,874 0,777
Danh tiéng cam nhan (dtcn) 0,889 0,639 - 0,766 0,891 0,734
Kiém soat bao mat cam nhan (bmcn) 0,907 0,467 - 0,874 0,885 0,734
Kiém soat riéng tu cam nhan (rtcn) 0,906 0,452 - 0,841 0,918 0,849
Nang lyc cam nhan (nlcn) 0,896 0,602 — 0,804 0,862 0,758
Nguy co cam nhén (nccn) 0,847 0,728 - 0,879 0.802 0,671
Chéat luong thong tin (cltt) 0,778 0,461 — 0,753 0.809 0,680
Vai tro bén thir ba (bt3) 0,940 0,406 — 0,965 0,900 0,752

cac thang do ludong cac khai niém nghién ctru déu
dat hé sb Alpha > 0,6, twong quan bién tong déu >
0,3. Vi vay cac bién do luong cac khai niém déu
duoc gitr lai cho phan tich EFA.

Thuyc hién phan tich nhan t6 kham pha EFA cho
thdy 42 bién quan sat dugc nhom thanh 8 nhén t6,
trong do6 hai thang do sy cong nhan cia bén thir ba
va khung phép 1y gop chung lai thanh mot yéu t6.
Nhu vay hai khai nay vé mit 1y thuyét 1a hai thanh
phz:fln phan biét nhung vé mat thuc tin c6 thé 1a mot
thanh phﬁn don hudng va duogc dat tén 1a: vai tro cua
bén thr ba. 8 nhan t6 duoc trich xuit bao gdm: danh
tiéng cam nhan, kiém soat bao mat cam nhan, kiém
soat riéng tu cam nhén, chat lugng thong tin, ning
lyc cam nhén, nguy co cam nhan va quy mo cam
nhan va vai trd cta bén thir ba. Ca 42 bién déu c6 hé
sO tai nhan t6 > 0,4 nén déu c6 y nghia. Phuong sai
trich duoc 1a 64,306%, hé s6 KMO = 0,907 va sig =
0,000. Vi vay 42 bién duoc giit lai cho cac phan tich
tiép theo.

Thuc hién phén tich CFA theo phuong phap cong
don bién (Partial Disaggregation) do Bagozzi &
Heatherton dé xuét. Két qua phén tich chi ra mo hinh
CFA phu hop t6t voi dit liéu: Chi-square/df = 1,373<
2, gia tri p= 0,005 < 5%, RMSEA = 0,05 < 0,08, GFI

=0,905; TLI = 0,968; CFI = 0,978 (déu > 0,9).

3.2. Ban lugn két qui

Két qua kiém dinh cho thiy 5 gia thuyét dugc ung
ho va 3 gia thuyét khong dugc tng ho. Trong cic
nhan té ¢6 tac dong dén sy tin tudng ctia khach hang
trong mua hang truc tuyén thi “Quy mé cam nhan”
c6 tac dong manh nhat (0,801), tiép theo 1a “Nang
luc cam nhan” (0,676) va “Chat luong thong tin”
(0,433), cudi cung la “Kiém soét riéng tu cam nhan”
(0,374) va “Kiém soat bao mat cam nhan (0,279).
Céc nhén t6 “Danh tiéng cam nhan”, “Nguy co cam
nh@n” va “Vai tro cua bén thtr ba” khong co6 tac dong
¢6 ¥ nghia thong ké dén su tin tuong. Piéu nay co
thé duoc giai thich théng qua viéc giao dich gitra
ngudi mua va ctra hang Internet chu yéu theo hinh
thirc giao hang — nhén tién. Do d6, danh tiéng cam
nhén, nguy co cam nhén va vai tro bén thtr ba khong
c¢6 nhidu y nghia trong bdi canh thuong mai dién tir
tai Viét Nam.

3.3. Dong gop cuia nghién ciru

Nghién ciru thuc hién tong hop cac 1y thuyét vé sur
tin tuong ca trong moi truong ngoai tuyén va truc
tuyén dé xay dung mot mé hinh cac nhan t tac dong
dén sy tin tuong ciia khach hang mua sam truc tuyén.

Bang 3: Két qua kiém dinh gia thuyét

e | s || weo
tt < Qmen (H1) 0,746 0,801 <0,01 Ung hd
tt < Dtcn (H2) 0,008 0,007 0,961 | Khong ting ho
tt < Bmen (H3) 0,341 0,279 0,078 Ung hd
tt < Rtcn (H4) 0,384 0,374 0,02 Ung hd
tt <--- Nlcn (H5) 0,736 0,676 0,002 Ung hd
tt < Ncen (H6) 0,002 0,001 0,986 | Khéng ung ho
tt < Cltt (H7) 0,519 0,433 <0,01 Ung hd
tt < Bt3 (HS) 0,13 0,141 0,315 | Khong ting hd
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Trong bdi canh ma cac nghién ctru v& sy tin tudng
trong bdi canh truc myén tai Viét Nam con han ché,
day co6 thé xem 1a mot dong gop vé mit hoc thuat.

Bén canh d6, m6 hinh dugc xdy dung dua trén
nén tang ly thuyet vitng chic va mang tmh toan dién
hon véi viée bd sung thém cac bién sé mdi ma cac
nghién ctru trudc ddy khong co, nham hudng dén
muc tiéu cung cap cho cac doanh nghiép mot cong
cu va tam nhin gitp cai thién su tin tudng cua khach
hang. Do d6, cac nha nghién ciru sau ¢ thé xem day
12 mot mo hinh tham khao cho cac nghién ctru vé su
tin tuong trong moi truong truc tuyén.

Cudi ciing, nghién ctru ndy goi y rang cac doanh
nghiép lam thuong mai dién tir nén tap trung cai
thién cam nhan vé quy mo, nang lyc, su riéng tu va
bao mat cua khach hang. Bén canh d6, doanh nghiép
cling can quan tdm hon dén chit luong thong tin
trén cura hang dién tir cia minh.

4. Mt s6 goi ¥ nhim ting cwdng sy tin twéng
ciia khach hang doi eStore

Nghién ctru chi ra rang “Quy mé cam nhan” va
“Nang luc cam nhan” 13 hai nhan t6 tic dong manh
nhét t6i syr tin tuong ciia khach hang. Do d6 cac eStore
ban hang truc tuyén phai thuc hién cac bién phap
nham ting cuong cam nhan cia khach hang vé quy
mo cling nhu nang luc phuc vu ctia minh thong qua:

- Hién thi cac thong diép hodc chuong trinh mang
tinh khing dinh vé quy mé ciing nhu ning luc. Vi
du, website ban hang truc tuyén Lazada.vn dua ra

Tai liéu tham khao

thong diép “LAZADA - KENH MUA SAM TRUC
TUYEN HANG DPAU VIET NAM!” hay “Ching
t6i co tat cal”.

- Xay dung giao dién dep mit véi sd lwong san
pham phong phu va ching loai san pham da dang.

- Hinh thuc thanh toan da dang tr COD, ATM,
thé tin dung,...

- Hién thi danh sach cac ddi tic cung cdp hang
cho doanh nghiép.

Chat luong thong tin ciing 1a mot nhén td co tac
dong manh dén sy tin twong cua khach hang trong
mua hang tryc tuyén. Vi vdy cac eStore ban hang
tryc tuyén can cung cip day du cac thong tin vé
hang hoa dich vy nhu: gia ca, xuat xu, chi tiét ki
thuat, ché do bao hanh, hinh thtc thanh toan khi
mua hang, thoi gian giao hang, ché do doi tra
hang... Céac thong tin phai nhat quan, chi tiét, rd
rang, tranh truong hop cac thong tin dua ra chi
mang tinh chiéu 1¢. Nhimg thong tin mang tinh
chiéu 1¢ s& chi khién nguoi ding thiéu tin tuong va
tranh xa cac eStore nay.

Theo nghién clru nay, kiém soat riéng tu cam
nhén va kiém soat bao mat cam nhén 13 hai nhan td
cudi cling tac dong dén sy tin tuong ciia khach hang
dbi véi eStore ban hang truc tuyén. Do do, cac
eStore ban hang truc tuyén can c6 nhitng diéu khoan
dam bdo tinh riéng tu va chinh sach bdo mat thong
tin khach hang.(J
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