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TOM TAT

Ngay nay, thuong mai dién tir (TMDT) da tré' nén phd bién, va viéc mua hang truc tuyén khong con xa la véi
ngudi tiéu dung Viét Nam. Trong xu thé d6, mot hudng nghién ctru vé marketing duge quan tim nhidu gin day l1a
nghién ctru xu huéng mua hang ngau himg. Nghién ciru nay nham muyc dich khiam pha mot s yéu tb tac dong lén sy
thoi thuc mua hang ngau himg tryc tuyén cta ngudi tiéu tai TP.HCM. Duya vao cic nghién ctru trude, nghién ctru
nay xem xét su anh huong cia cac yéu té gdbm San pham sin c¢6, Sy hdp dan thi giac, Trang web dé& sir dung, Tinh
ngiu himg, Panh gia sy ding dén, Cam nhan tirc thi, Niém tin 1én Sy théi thuc mua hang ngau himg truc tuyén. Két
qua phan tich mé hinh ciu tric tuyén tinh cho thdy cac gia thuyét trong mé hinh nghién ciru déu duge chap nhan.
Trong d6, bon yéu té Tinh ngau hing, Panh gia sy ding dan, Cam nhan tic thi, Niém tin c6 tic dong truc tiép 1én
Su thoi thuc mua hang ngiu htng truc tuyén. Con cac yéu t6 San pham sin c6, Trang web d& sir dung, Sy hip dan
thi giac c6 tac dong gian tiép 1én Sy thoi thiuc mua hang ngiu himg truc tuyén théng qua Panh gia sy ding dén, Cam
nhan tuc thi va Niém tin.

Tir khéa: Mua hang truc tuyén; tinh ngau himg; su thoi thiic mua hang ngu himg; danh gia su dung dan; cam
nhan tirc thi; nguoi ti€u dung Viét Nam.

Factors affecting online impulse buying behavior of consumers in Ho Chi Minh City
ABSTRACT

Today, e-commerce has become popular, and online buying is familiar to consumers in Vietnam. Accordingly,
online impulse buying has been an area of interest to many scholars in marketing research. This research aims to
investigate factors affecting online impulse buying behavior of consumers in Ho Chi Minh City. These factors
include Product availability, Visual appeal, Website ease of use, Impulsiveness, Normative evaluation, Instant
gratification, Trust and Urge to buy impulsively. The results of Structural Equation Modelling (SEM)/ analysis show
that all the proposed hypotheses are supported. Specifically, four factors including Impulsiveness, Normative
evaluation, Instant gratification and Trust have a direct impact on Urge to buy impulsively of Vietnamese
consumers. Meanwhile, Product availability, Visual appeal, and Website ease of use have an indirect impact on
Urge to buy impulsively through the mediation of Normative evaluation, Instant gratification and Trust.

Keywords: Online buying; impulsiveness; urge to buy impulsively; normative evaluation; instant gratification;
Vietnamese consumer.

1. Giéi Thiéu phat trién kinh té — xa hoi toan cau. Trén nén
Véi nhitng tién bo to 16n vé cong nghé,  tang d6, mot phuong thirc thuong mai méi da
dac bi¢t 1a sy phat trién cua linh vuc cong  ra doi va phat trién nhanh chong, do 1a thuong
nghé thong tin trong nhiing thap nién cudi cia  mai dién tir (TMDT). Ngay nay, viéc kinh
thé ky XX d3 tao ra budc ngodt méi cho sy doanh TMPT dang dan thay thé phuong thirc
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kinh doanh truyén théng va dang tré nén phd
bién khép toan cau. Tai Viét Nam, xu huong
sur dung internet, may tinh ca nhan, dién thoai
thong minh, 3G, thanh toan tryuc tuyén,... da
tao ra co hoi 16n cho TMDT phat trién manh
m&. Theo thong ké cia WeAreSocial, tinh dén
thang 01/2016, Viét Nam da c6 hon 47,3 tri¢u
nguoi st dung internet, s6 thoi gian sir dung
internet trung binh hing ngay cua ngudi Viét
Nam rit cao, gin 4.4 gid voi may tinh, va gan
2,3 gid ddi véi cac thiét bi di dong.

Viéc tiéu dung, mua sam vdn duoc coi la
mot phan quan trong cua cudc sdng ngudi
Viét Nam, theo bio cdo vé hanh vi va xu
hudng nguoi tiéu dung nam 2016 tir Nielsen
da cho thiy 4 xu hudng chinh cta ngudi tiéu
ding Viét Nam la: mua sim nhiéu hon, mua
sim cho ban than, luén van dong va nhu cau
két ndi cao. Pac biét, viec mua hang trén
mang cua nguoi tiéu dung tré¢ Viét Nam dang
gia tang manh v&i cac trang ban hang truc
tuyén nhu: Lazada, Tiki, Adayroi,... Bén canh
d6, nho su hd trg trong két ndi cong dong ciia
cac mang xa hoi nhu: Facebook, Zalo,
Youtube,... ngdy cang nhidu ma cac trang
web TMDT dugc nguoi tiéu dung nhén dang
va ghi nh¢ théng qua cac quang cdo duge xuat
hién lién tuc 1én nhiing mang xa hdi nay.

D3 c6 nhiéu dé tai nghién ciru vé hanh vi
mua hang ngiu htmg, nhung da sb tap trung &
cac kénh thuong mai truyén thong nhu: Siéu
thi, truyén hinh,... C6 rat it dé tai nghién ciru
vé hanh vi ndy trén méi truong truc tuyén.
Thyuc té cho thdy, hanh vi mua hang ngiu
hing xay ra khi ban than nguoi tiéu dung trai
qua mot sy thoi thac, kich thich manh mé dé
mua ngay mot san pham ma khong can 1y do
nao, va khong can 1én ké hoach trugc. Clng
v6i sy phét trién cia TMDT va nhan thirc
ngdy cang nang cao vé modi truong, phong
cach séng, va thu nhdp di tao méi trudng
thuan loi cho hanh vi mua hang ngiu hing
tryc tuyén phat trién.

D6i voi nhiéu doanh nghiép TMDT, viéc
cd ging dé hiéu hanh vi nay dé mong mudn

cung cp nhitng san pham, dich vu phu hop dé
tao co hoi 16n hon nhdm thu hat va giir chan
khach hang. Déi v6i nguoi tiéu dung c6 hanh
vi mua hang ngau hing, ho quan tim t&i viée
tai sao ban than ho lai xuét hién mong mudn
mua hang dot ngdt, khong cod ké hoach tur
trude (Floh, 2013). Trong mot s6 nghién ciru,
hanh vi mua hang ngiu himg da duoc biét dén
la mot cach lam tang sy thu vi cho cudc séng
ciia ngudi tiéu dung, don gian 1a ho mudn
duogc trai nghiém cam gidc mua sam, giai toa
tam 1y khi thyc hién xong hanh vi mua sim
mot san pham nao d6 ma ca nhan ho thich
(Wood, 2005).

Hién nay, thu nh3p cua ngudi dan
TP. HCM ngiy cang dugc ning cao xdp xi
5.500 USD/ ngudi (bdo cio tom tit Pai hoi
dai biéu Dang bo TP.HCM lan tha X nhiém
ky 2015-2020). Do d6 nhu cau mua sim hang
hoéa ciling c6 xu hudng tang nhanh, dac biét 1a
cac san pham tiéu dung phuc vu cho nhu cau
dam bao c6 mot cudc sdng tot dep hon. Pong
thoi “nguoi tiéu dung TP.HCM khong cé thoi
quen 1én lich cho viéc mua sim, vin hoa tiéu
dung don gian va ngiu himg 1a mot trong
nhitng nét dic trung ndi bat cia nguoi tiu
ding TP.HCM” (Ma Van Tué, 2012). Piéu
nay cho thy sy anh huong ciia hanh vi mua
hang ngiu himg trén méi trudng truc tuyén
clia nguoi tiéu ding dbi véi viéc phat trién
cua TMDT tai Viét Nam dac biét 1a TP. Ho
Chi Minh. V&i mong mudn tim hiéu cac yéu
t6 anh huong dén hanh vi ndy cua ngudi tiéu
dung, dé tai “Cac yéu t6 anh hudng dén hanh
vi mua hiang ngiu himg truc tuyén” duoc
hinh thanh.

2. Co 56 ly thuyét va mé hinh nghién ciru

2.1. Cac khai niém va co sé ly thuyét

San pham siin c6 (Product availability)

San pham sin co dé cip dén sy da dang
vé mit ching loai san pham trong céc trang
web TMDT dé dép tng nhu ciu mua sim cua
nguoi tiéu dung. Cac nghién ciu trude day
cho thdy rang hanh vi mua hang khong thé
xay ra néu diéu kién nay khéng dugc dap tng
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(Taylor, 1995). N6i cach khac, néu nguoi tiéu
ding khong tim thiy san phim ho can trén
trang web ho dang st dung, ho s€ that vong va
kha ndng mua hang s€ gidm. Theo Chen-Yu
(2002) va Theodoridis (2009) thi san phdm
san c6 ludn 1a mot yéu td quan trong trong cac
nghién ctru vé hanh vi mua hang ngiu hing.

Sw hip din thi gidc (Visual appeal)

Su hip dan thi gidc dé cap dén cac yéu tb
vé phong chir, dd hoa, bd cuc thiét ké noi
chung nham nang cao sy thu hiit cia trang web
dbi v&i nguoi tiéu dung (Nadkarni, 2007). Cac
nghién ctru chi ra rang sy hap dan thi giac co
anh huong gian tiép dén hanh vi mua hang
ngiu himg thong qua mot s6 yéu td nhu sy hai
1ong ctia nguoi tiéu dung va chat luong trang
web (Loiacono, 2002; Wells, 2011).

Trang web dé sir dung (Website ease of
use)

Trang web dé st dung 1a viéc nguoi tiéu
ding nhan thiy viéc twong tic véi trang web
TMBPT duge thuc hién dé dang (Verhagen,
2011), nhu 1a viéc tim kiém thong tin dé dang,
bd cuc trang web dé s dung (Bressolles &
ctg, 2007).

Cam nhin tire thi (Instant gratification)

Cam nhén tc thi 14 trang thai cdm nhén
ma nguoi ti€u dung cé duge ngay lac ho tu
thoa man ban than khi chuan bi thuc hién
hanh vi mua hang ngiu himg (Youn, 2000).
Ngudi tiéu ding mua hang ngiu himg s& cb
gang thiic ddy viéc mua hang ngay khi c¢6 cam
nhan tich cuc dbi véi san pham ho da thich
(Liu, 2013).

Panh gia sy ding din (Normative
evaluation)

Panh gid sy dung dan phan anh viéc
ngudi tiéu dung tu dénh gia vé viéc mua hang
ngiu himg cua minh c¢6 hop ly, ding din
khong ngay truée lac dat quyét dinh mua
hang. Khi ngudi tiéu dung danh gia quyét
dinh mua cta ho 1a tich cuc, thi diéu nay sé

thic day ho mua hang ngiu hing (Rock,
1995).

Tinh ngiu hing (Impulsiveness)

Ngudi tiéu dung c6 tinh ngau hing khi
mua hang c6 thé duoc dinh nghia 1a ngudi co
ca hai khuynh hudng “(1) c6 mét su thoi thic
tu nhién trong ban than, co thé quyét dinh
mua hang ngay 1ap tirc; va (2) ban than rat it
danh gia cac hau qua khi thyc hi¢n hanh vi
mua hang” (Beatty, 1998). Piéu nay di duoc
kiém nghiém trong ca hai hinh thirc mua hang
truyén thong va truc tuyén, cho thiy tinh ngiu
htng 12 mot yéu t6 quan trong trong hanh vi
mua hang ngau hing.

Niém tin (Trust)

Niém tin trong TMDT, co ban dugc xem
nhu mét cach chung dé giam murc d6 phirc tap
vé nhén thac i ro cla cac giao dich, thong
qua viéc nguoi mua ky vong & ngudi ban sé
dap ung ddy da nhu cau cho ho (Kim & Han,
2009). Niém tin dong vai trd quan trong trong
viéc tang cuong kha nang nguoi tiéu dung
giao dich truc tuyén véi cac trang web TMDT
(Hu & ctg, 2010).

Sw théi thic mua hang ngiu himng
(Urge to buy impulsively)

Su thoi thiic mua hang ngiu himg 1a viéc
“ngudi tiéu dung mudn trai nghiém, st dung,
mua ngay lap tic mot san phiam hodc mot
dich vu ngay khi tiép xtc voi san pham hoic
dich vy do6” (Beatty, 1998). Su thoi thuc mua
hang ngdu hing d3 duogc kiém ching 13 chinh
x4c va phu hop véi hanh vi mua hang ngau
hting, va dugc st dung trong mdt $6 nghién
ctru khéc (Parboteeah, 2009). Tuong tu, nghién
ctru nay cling st dung su théi thic mua hang
ngau hung dai dién cho hanh vi mua hang
ngau hing.

2.2. Mgt sé nghién citu c6 lién quan

Mot s6 nghién ctru ¢6 lién quan dén hanh
vi mua hang ngiu htng truc tuyén dugc tom
tat trong bang sau.
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Bang 1

Tom tat mot s6 nghién curu ¢6 lién quan

Tac gia Tén nghién ciu
Liu & ctg Anh huong cia cac thudc
(2013) tinh trang web do6i véi sy
thdi thGc mua hang ngau
hing truc tuyén: mot Trung Quoc
nghién ctru vé nhan thuc
cua ngudi tiéu dung
Wu &ctg  Xéc dinh cac yéu td chinh
(2015) ctia hanh vi mua hang ngiu

himg tryc tuyén: mot quan
diém cua nguoi mua hang
ngiu himg va nguoi la
thanh vién ciia hé thong
trang web

2.3. Céc gid thuyét va md hinh nghién cru

San pham sin c6 va su hap dan thi giac

Theo Chen-Yu (2002), d6i véi hanh vi
mua hang ngiu hing, san pham san c6 1a tiéu
chi quan trong nhat khi khach hang thuc hién
hanh vi mua hang ngau htimg. Theo Theodoridis
(2009), hang héa ludn day da s& lam ngudi
tiéu dung hai long hon. Theo Stephen (2010),
san pham phong pht 1a mét trong nhiing 1y do
quan trong nhat déi voi nguoi tiéu dung khi
mua hang truc tuyén. Theo Liu (2013), san
pham sén c6 tac dong dang ké dén sy hap dan
thi gidc cua nguoi tiéu dung. Vi vay, gia
thuyét Hla c6 thé duoc phat biéu nhu sau:

Hila: C6 méi quan hé dong bién giita san
phdm sdn c6 cua trang web TMPT va sw hdp
dan thi gidc ciia nguoi tiéu ding.

Trang web dé sir dung va sy hip din
thi giac

Theo Verhagen (2011), néu mot trang
web dugc xem 1a dé s dung thi ¢ thé lam
tang thém sy cam nhan tich cuc tr nguoi ti€u
dung, tir d6 hanh vi mua hang ngiu hing co
kha nang s& x4y ra. Theo Liu (2013), nhan
thirc trang web dé sir dung 13 yéu t& quan
trong cho viéc thuc ddy hanh vi mua hang

Phwong phap nghién ciru

Khéo sat va phan tich dinh
luong 496 mau véi 70% la nit
bang cach tiép cin bang cau
hoi truc tuyén.

Yéu t6 anh hwéng

Khéo sit va phan tich dinh V@ trang web:
luong 318 mau chu yéu la .
nhém sinh vién dai hoc tai

San pham sin co
- Trang web dé sir dung
- Sy hap dan thi giac
Vé ban than nguoi mua
- Tinh ngau himg
- Danh gi4 sy dung dén
- Cam nhén tirc thi
- Sur dung cong ngh¢ va su tin tudng
trang web
- Trai nghiém mua sim trén trang
web

ngau hing tir ngudi tiéu dung, va tic dong
thong qua sy hdp dan thi giac. Vi vay, gia
thuyét H1b co thé dugc phat biéu nhu sau:

Hib: C6 méi quan hé dong bién giita
trang web dé sir dung va sw hdp dan thi gidc
cua nguoi tieu dung.

Su héap din thi giac va niém tin

Theo Djamasbi & ctg (2010) mot trang
web TMPT c6 thiét ké dep, bat mat s& anh
huong rat 16n dén sy tin tudng ciia ngudi tiéu
dung, 46,1% nguoi tiéu dung danh gia uy tin
cua trang web TMDT duya vao su hép dan thi
giac (Fogg, 2002). Vi thé gia thuyét H2 co thé
duoc phat biéu nhu sau:

H2: C6 moi quan hé dong bién gitra sw hdp
dan thi gidc va niém tin ciia ngieoi tiéu dung.

Tinh ngiu himg va danh gia sy diing din

Theo Rook (1995), nguodi tiéu dung sé
mua hang ngiu htng néu ho cho ring mén
hang do6 phu hop véi ho, va sy danh gia dung
ddn cia nguoi tiéu ding trong nhimg trudng
hop khac nhau khi mua hang ciing ¢ thé 1a
yéu td tich cuc hodc tiéu cuc ddi vai cung mot
san phém hodc dich vy, diéu nay cho théy co
sy anh hudng cia tinh ngiu himg ddi voi su
danh gia vé quyét dinh mua hang. Theo Liu
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(2013), viéc danh gia sy ding dan ciing giy
anh hudéng quan trong d6i véi hanh vi mua
hang ngiu htng trong mdi trudng truc truyén
twong ty nhu trong mOi truong thuong mai
truyén thong. Vi vay, gia thuyét H3a co thé
duoc phat biéu nhu sau:

H3a: C6 moi quan hé dong bién giita tinh
ngau hirng va sy danh gia sw ding ddn cia
nguoi tiéu dung.

Sw hip din thi giac va danh gia sw
diing din

Theo Parboteeah (2009), néu mot trang
web ¢ thé tao ra dugc sy hap dan thi giac
nhu trung bay san phém truc quan, sinh dong,
hép dan nhu cach tao hinh anh thu hat, video
tuong tac,... voi nguodi tiéu dung thi s€ lam
cho ho c6 cam gidc thich thl hon khi su dung.
Theo Liu (2013), khi mgt nguoi ti€u dung su
dung mot trang web TMDT va nhén thdy c6
sttc thu hat dbi vai thi giac cia ho, thi ho s&
c6 sy danh gia tét hon vé quyét dinh mua
hang ctia minh. Vi véy, gia thuyét H3b co thé
dugc phat biéu nhu sau:

H3b: C6 moi quan hé dong bién giita sw
hdp dan thi gidc va déanh gia su ding ddn ciia
nguoi tiéu dung.

Trang web dé sir dung va cim nhin
tire thi

Céc nghién ciru trude day da kiém dinh
mdi quan hé giita yéu t6 trang web d& sir dung
va cam nhan tirc thi cua nguoi tiéu dung, tuy
6 tac dong nhung khong déng ké (Narkani,
2007; Liu, 2013). D6i voi nghién ctru nay tai
Viét Nam, ky vong rang yéu t trang web dé
sir dung s& c6 tac dong 1én tich cuc dén cam
nhan tc thi trong viéc mua hang cua nguoi
tiéu dung khi mua hang truc tuyén. Vi vay,
gia thuyét H4a co thé duoc phét biéu nhu sau:

Hda: C6 méi quan hé dong bién giita
trang web dé sir dung va cam nhdn tirc thi cua
nguoi tieu dung.

Sw hép din thi gidc va cam nhén tire thi

Céc nghién clru trudc day da dua ra gia
thuyét cho rang sy hap dan thi giac 1a mot yéu
t6 quan trong anh huéng dén cam nhan tirc thi

cua nguoi tiéu dung (Varela, 2013). Nghién
ctru cua Liu (2013) d4 tim thy su hap dan thi
gidc c¢6 mot tac dong dang ké 1én cam nhan
tire thi. Vi thé gia thuyét H4b co6 thé duoc phat
biéu nhu sau:

H4b: C6 méi quan hé dong bién giita sw
hdp dan thi gidc va cam nhdn tikc thi cia
nguoi tieu dung.

Pinh gia sy ding din va Cam nhén
tire thi

Theo Youn & Faber (2000) da ghi nhén
mot ngudi tiéu dung ngau hing c6 xu hudng
thiic day quyét dinh mua sam ctia minh mot
cach nhanh chong hon khi ho da c6 cdm nhén
tich cuc d6i véi san phém/dich vu. Nghién
ctru cua Liu (2013) da chiing minh mot cach
rd rang rang viéc nguoi tidu dung tu danh gia
hanh vi mua hang 1a mot yéu td quan trong
anh huong dén cam nhan tac thi cta ho, c6
thé 1a cam giac tich cuc hodc tiéu cuc. Vi vy,
gia thuyét H4c co thé duoc phét biéu nhu sau:

H4c: C6 moi quan hé dong bién giita
danh gia sw ding ddn va cam nhdn tirc thi ciia
nguoi tieu dung.

Niém tin va sy thdi thic mua hang
ngiu himg

Theo Kim va Han (2009), niém tin tao
nén sy tin cdy cho nguoi tiéu dung khi thuc
hién hanh vi mua hang truc tuyén. Theo Wu
(2015), niém tin ctia nguoi tiéu dung ddi véi
trang web TMDT c¢6 anh huong dén hanh vi
mua hang truc tuyén bat chp co sy xuit hién
cua nhirng rui ro. Theo Hsu & ctg (2013) thi
khi nguoi tiéu ding cam thay khong c6 niém
tin d6i v6i cac trang web TMBT thi kha ning
giao dich tryc tuyén s& khong thanh cong. Vi
vy, gia thuyét H5a co thé duoc phat biéu
nhu sau:

H5a: Niém tin cia nguoi tiéu ding doi
voi trang web TMDT co anh huong tich cuc
dén sw théi thiic mua hang ngdu himg ciia ho.

Tinh ngiu hing va sy théi thiic mua
hang ngiu hirng

Theo Hertzog (1987), dé dat duoc hiéu
biét sdu hon vé hanh vi mua hang ngiu himg
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truc tuyén, dic diém cua c4 nhan nén duoc
xem Xét nghién ctru k§ hon. Theo Youn &
Faber (2000), nguoi tiéu dung cé tinh ngau
htng cao s& dé dang thyc hién hanh vi mua
hang ngau himg hon. Theo Wells (2011) ciing
da ghi nhan viéc ngudi tiéu dung co tinh ngau
himg cao khi ¢6 su tuong tac voi mot trang
web TMDT c¢6 chat lugng cao s€ c6 mot su
thoi thic hanh vi mua hang ngau hung cao
hon mdt ngudi tiéu dung it tinh ngiu hung.
Theo Liu (2013), tinh ngau htng cia ngudi
tiéu dung 1a yéu t6 thuc ddy quan trong cho
hanh vi mua hang ngiu hing truc tuyén. Vi
vay, gia thuyét H5b c6 thé duoc phat biéu
nhu sau:

H5b: C6 moi quan hé dong bién giita tinh
ngau hieng va sw théi thic mua hang ngau
hirng cua nguoi tiéu dung.

Panh gia sy ding din va sy théi thic
mua hang ngiu hing

Theo Rook (1995), méi quan hé giita
nguoi tiéu dung co6 xu huéng mua hang ngiu
hing va hanh vi mua hang ngiu hing cia ho
s& trd nén manh hon néu co ton tai sy danh
gia dang dan tich cyc vé hanh vi mua. Nghién
ctru ctia Liu (2013) ciing tim thdy danh gia sy

dung dén co tac dong dang ké 1én su thoi thuc
mua hang ngau hing ctia ngudi tiéu dung.

Vi vay, gia thuyét H5c co thé dugc phat
biéu nhu sau:

H5¢: C6 méi quan hé dong bién giita
ddanh gid s ding dan va sw théi thic mua
hang ngau hirng ciia nguwoi tiéu ding.

Cam nhén tic thi va sy théi thic mua
hang ngiu hirng

Theo Verhagen (2011), yéu t6 vé cam
nhén tich cyc nhu cdm nhan su hung tha, su
hang hai, nhiét tinh khi mua hang c6 thé kich
thich nguoi tiéu dung phai 1am moi cach phai
mua san phém/dich vu hay cam giac tiéu cuc
nhu kho chiu, buc tirc cling co thé thé kich
thich nguoi tiéu dung mua sim ngiu himng
nhu mot cach giup ho giai stress (Liu, 2013).
Vi vay, cdm nhan tic thi phan dnh cdm nhan
ctia ngudi tiéu dung d6i voi hanh vi mua hang
ngiu himg. Vi vay, gia thuyét H5d co thé
duoc phét biéu nhu sau:

H5d: Cé méi quan hé dong bién giita
cam nhdn tirc thi va sw thoi thiuc mua hang
ngau hirng ciia nguwoi tiéu ding.

Tu cac gia thuyét néu trén, mo hinh
nghién ciru dé xuat duoc trinh bay & Hinh 1.

N\

Ha
H Tinh ngiu hing

Sur théi thuc
mua hang
ngau hing

Hinh 1. M6 hinh nghién ctru dé xuat
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3. Phuwong phap nghién ciu

M6 hinh va cac gia thuyét duoc kiém
dinh dua trén by dir li€u co6 kich thudce 257
phan tir mau. Mau duoc thu thip qua mot
cudc khao sat theo phwong phap iy mau
thuan tién tai Tp. HO Chi Minh. Déi tuong
khao sat 1a nguoi tiéu dung tai TP.HCM c6 d6
tudi tir 18 tudi dén dudi 50 tudi (nhém ngudi
tiéu dung c6 mua hang truc tuyén). Ho 1a
nhimg ngudi di timg mua hang truc tuyén
(dugc nhan dang thong qua cau héi gan loc).
Phuong phap tiép can 1a phong vén truc tiép
tai noi lam vi¢c, hoc tap, tai nha hodc noi
thuén tién khac.

Nbi dung cac thang do dugc ké thira tir cc
nghién ctru trude, dé dam bao gia tri ndi dung
cta thang do, mot phong van so bd théng qua
thdo ludn tay do6i véi 10 nguoi tiéu dung da
timg mua hang ngiu hing truc tuyén dugc
thuc hién, ndi dung phong véan tip trung khai
thac quan diém cta nguoi duoc phong van vé
cac yéu t6 anh huéng dén hanh vi mua hang
ngiu hing tryc tuyén, tiép dén 1a danh gia tinh
hop 1y cia mo hinh nghién ctru dé xuat. Sau d6
thang do dugc hiéu chinh va bod sung tir ngi
cho phu hop vé6i bdi canh nghién ciu (xem
Bang 3). Theo d6, thang do San phdm sin c6
gdm 3 bién quan sat (Liu, 2013), Sy hp dan

thi giac gdm 4 bién quan st (Liu, 2013), Trang
web d& sir dung gdm 4 bién quan sat (Liu,
2013), Tinh ngiu hing gdm 3 bién quan sat
(Liu, 2013), Panh gia sy dung dén gdm 3 bién
quan sat (Liu, 2013), Niém tin gdm 3 bién
quan sat (Wu, 2015), va Su thoi thuc mua hang
ngau hing gdm 3 bién quan sat (Liu, 2013).
Céc thang do c6 dang Likert 5 diém.

4. Két qua nghién ciru

4.1. M0 td mdu

S6 mau dua vao phan tich dinh lugng
gém 257 phan tor mau. Pic trung ctia miu
duogc trinh bay trong Bang 2. Khao sat dugc
thuc hién trén cac trang web TMDT 16n tai
Viét Nam nhu: Lazada.vn, Adayroi.com,
Tiki.vn, Hotdeal.vn, Nhommua.com va
Cungmua.com. Vé giéi tinh, miu gém 158
nam (61.5%) va 99 nir (38.5%); 223 nguoi
thuoc do tudi 18-34 (86.8%) va 34 nguoi tir
35 dén dudi 50 tudi (13.2%). Phan bd thu
nhap cha yéu ¢ mirc trung binh va kha, cu thé
1a dudi 4 triéu dong/ thang (15.6%), tir 4 dén
9 tridu dong/ thang (38.9%) va tir 9 dén dudi
20 triéu dong/ thang (35.8%). Qua dé cho
thdy mau khao sat 13 di da dang cho phan tich
thong ké va phan anh nhom khach hang c6
kha ning thuc hién hanh vi mua hang ngau
htng truc tuyén.

Béang 2
Théng ké mo ta mau
Website Tén sb Ty 18 % | Thu nhap Tinsé [Ty 1é %
Lazada.vn 87 33.9 Duéi 4 triéu VND 40 15.6
Adayroi.com 15 5.8 Tur 4 triéu dén dud6i 9 triéu VND 100 38.9
Tiki.vn 74 28.8 Tir 9 triéu dén dudi 20 trigu VND 92 35.8
Hotdeal.vn 39 15.2 Tir 20 triéu dén dudi 40 tridu VND 19 7.4
Nhommua.com 21 8.2 Tir 40 triéu dén dudi 60 triéu VND 3 1.2
Cungmua.com 11 4.3 T 60 triéu VND tré 1€n 3 12
Trang web khac 10 3.9 .

- Tong 257 100
Tong 257 100
Gi6i tinh Tén sb Ty 18 % |Do tudi Tinsé [Ty 1é %
Nam 158 61.5 18-34 tudi 223 86.8
Nir 99 38.5 35-49 tudi 34 13.2
Téng 257 100 Tong 257 100
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4.2. Ddanh gid va gan loc thang do loai 1 bién do hé sé tai nhan t6 thap (<0.3),

Cac thang do duoc danh gia so bo bang  cac thang do véi 25 bién con lai duoc dua
do tin cdy Cronbach’s Alpha va phdn tich  vao kiém dinh chinh thic v&i phan tich
nhan t6 EFA. V6i 26 bién ban dau, sau khi ~ CFA.

Bang 3
Két qua tong hop danh gia thang do

Thang do va bién quan sat H¢ s6 tai chuin héa

San phf)m sidn c6: Cronbach’s Alpha =0,900; CR =0,902; AVE = 0,755

Céc san phim ma t6i can lubn sdn c6 mdi khi toi mua sim trén trang web X 0,815
T6i dé dang tim thay san pham ma ti can tir trang web X 0,885
T6i dé dang tim thiy san pham ma t6i thich tir trang web X 0,903

Sw hﬁp din thi giac: Cronbach’s Alpha = 0,835; CR = 0,914; AVE = 0,78

Trang web X c6 thiét ké truc quan 0,857
Trang web X c6 thiét ké thu hit toi 0,899
Trang web X c6 thiét ké dep mit 0,894
B6 tri cua trang web X rat hip dan déi voi toi *

Trang web dé sir dung: Cronbach’s Alpha =0,882; CR = 0,858; AVE = 0,668

T6i nghi riang viéc c6 duge thong tin san phdm tir trang web X 1a don gian 0,833
T6i nghi rang viéc co duoc thong tin san pham tir trang web X 14 rat dé dang 0,876
T6i nghi rang thong tin can thiét trén trang web X duoc thé hién rd rang 0,786
T6i nghi rang thong tin can thiét trén trang web X d& tim kiém 0,738

Tinh ngﬁu hing: Cronbach’s Alpha = 0,873; CR = 0,874; AVE = 0,699

T6i thudng mua san pham theo tryc gidc chtr khong ¢6 chii Y mua sim tir trude 0,800
Tbi c6 xu huéng “Thich thi mua trude da, nghi sau vé nd” 0,868
T6i mua nhitng thir ma t6i cam thay thich vao thoi diém mua 0,838

Danh gia sy diung diin: Cronbach’s Alpha =0,874; CR =0,875; AVE =0,701

Téi cho rang viéc mua 4 san phdm ma t6i thich thay vi mua 1 san pham theo nhu ké

hoach dinh trudce la chép nhan duoc 0,883
T6i cho rang viéc mua 4 san phim ma toi thich thay vi mua 1 san pham theo nhu ké 0839
hoach dinh trudc ciing thi vi '
T6i cho rang viéc mua 4 san pham ma toi thich thay vi mua 1 san pham theo ké 0787
hoach dinh truéce 1a hop 1y '
Cam nhan tirc thi: Cronbach’s Alpha = 0,869; CR =0,87; AVE = 0,69

Mua hang ngau himg tai trang web X 1am t6i cam thdy thich thu ngay l1ap tirc 0,776
T6i cam thiy hai long khi mua duoc mot thir gi d6 theo cach ngau himg trén trang 0850
web X ’
T6i cam thay vui ming khi mua dwgc mot thir gi d6 theo cach ngdu hung trén trang 0864

web X
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Thang do va bién quan sat H¢ s6 tai chuin héa
Niém tin: Cronbach’s Alpha = 0,905; CR = 0,906; AVE = 0,762
T6i nghi ring trang web X dang tin cy 0,879
T6i nghi rang trang web X trung thuc trong cac giao dich ciia ho véi ngudi tidu ding 0,867
T6i nghi ring trang web X giit dang 161 hira voi ngudi tidu dung 0,874
Su théi thiic mua hang ngiu himg: Cronbach’s Alpha = 0,840; CR = 0,84; AVE
= 0,637
Khi st dyng trang web X, toi dﬁ\bi thiac giuc mua c4c san phém lghéc hon hodc t61
duoc trang web X gidi thi€éu nhi€u san pham bd sung cho san phadm ma minh dinh 0,757
mua tur trudec.
Khi sir dung trang web X, t6i dd mudn mua san pham khong lién quan téi san pham
L . N 0,832

ma minh dinh mua tir trudce
Khi sir dung trang web X, t6i ¢6 khuynh huéng mua san pham khong lién quan t&i

. 2 s . o 0,803
san pham ma minh dinh mua tr trude

Ghi chu: * loai qua EFA

Tédm thang do don hudng dugc dua vao
phén tich CFA. Két qua ciia udc luong ML cho
két qua nhu sau: Chi-square = 259.761, df = 247,
p = 0.276, Chisquare/df = 1.052, CFI = 0.997,
TLI=0.996, GFI =0.927, RMSEA =0.14.

Nhu thé hién trén Béang 2, h¢ s6 tai chuan
hoa cia cac bién dao dong tir 0.738 dén 0.903,
ddng thoi phuong sai trich ctia cac thang do
AVE c¢6 gia tri tir 0.637 dén 0.780 nén cac
thang do dat gia tri hoi tu. B9 tin cdy téng hop
CR c6 gié tri tir 0.84 dén 0.914 nén cac thang
do dat d¢ tin cdy. Tuong quan gitra cac khai
niém giao dong tir 0.058 dén 0.484, thap xa
dang ké so voi 1 (véi p = 0.05) nén céc thang
do dat do gia tri phan biét.

4.3. Kiém dinh mo hinh cdu trdc tuyén tinh

Két qua kiém dinh mé hinh ciu tric tuyén

tinh cho thay moé hinh 1y thuyét nay co 264
bac tu do, gia tri Chi-square = 419,387, Chi-
square/df = 1,589, c6 p = 0,000; nhung cac
chi tiéu khac 12 TLI = 0,956, CFI = 0,961 déu
16n hon 0,9 va RMSEA = 0,048 < 0.08. Nhu
vay, co6 thé két luan 1a mo hinh nay thich hop
voil dir liéu thu thdp duge tr thi truong va
49,3% phuong sai cua yéu t& Su thdi thuc
mua hang ngiu hing duoc giai thich bsi cic
yéu td ¢6 trong md hinh nghién ciru.

Pong thoi, két qua wdc luong mod hinh
cAu tric tuyén tinh cho thay cdc mdi quan hé
déu co trong s6 hoi quy duwong ding voi quy
wdc cua cac gia thuyét va déu co y nghia vé
mit théng ké (p < 0,05), do d6 cac gia thuyét
trong nghién ctu déu dugc tng ho (xem
Bang 4).

Bang 4
Két qua kiém dinh mo hinh cau tric tuyén tinh
M&bi quan hé Hé s6 chuén hoa p |Kiém dinh gia thuyét
San pham sin c6 — Sy hip dan thi giac 0,434 0,002 Ungh¢ Hla
Trang web dé sir dung — Sy hip dén thi giac 0,405 0,004 Ung ho H1b
Su hip dan thi giac — Niém tin 0,647 0,002 Ung ho H2
Tinh ngu hitng — Pénh gia sy ding dén 0,419 0,003 Ung ho H3a
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Mobi quan h¢ H¢ s6 chuin héa p |Kiém dinh gia thuyét
Su hap dan thi giac — Panh gia sy ding dén 0,186 0,014 Ung ho H3b
Trang web dé str dung — Cam nhan tic thi 0,193 0,038 Ung ho H4a
Su hap dan thi giac — Cam nhan tirc thi 0,228 0,021 Ung ho H4b
Panh gia sy dung ddn — Cam nhan tic thi 0,378 0,002 Ung ho Héc
Niém tin — Sy théi thiic mua hang ngéu himg 0,369 0,003 Ung ho H5a
Tinh ngiu himg — Su théi thiic mua hang ngau himg 0,331 0,002 Ung ho H5b
Panh gia sy dung dan — Sy thoi thuc mua hang ngiu himg 0,197 0,010 Ung ho H5¢
Cam nhan tirc thi — Sy thdi thiic mua hang ngau hing 0,207 0,022 Ung ho H5d

5. Thao luan két qua

Bén yéu tb tac dong truc tiép dén Sy thoi
thiic mua hang ngau hting d6 lan lugt 1a: Panh
gia sy dung dan (B = 0,197), Cam nhén tic thi
(B = 0,207), Niém tin (B = 0,369) va Tinh
ngau hing (B = 0,331). Piéu nay cho thay yéu
t6 tinh ngdu himg trong ban than ndi tai cia
mdi nguoi tiéu ding co anh hudng rat 16n dén
quyét dinh mua hang tryc tuyén cta ho. Néi
cach khic, nguoi tiéu dung co tinh ngau hing
trong mua sam cang cao thi kha ning ho chi
tra cho hanh vi mua hang ngiu hung truc
tuyén cang cao. Trong nhitng yéu t6 con lai
thi Niém tin ciing 1a mot yéu t6 anh hudng rat
16n dén quyét dinh c6 mua hang ngiu hung
tryc tuyén hay khong cua nguoi tidu dung,
diéu nay noi 1én khi nguoi tiéu dung tin tudng
vao mot trang web TMDT, thi hanh vi mua
hang ngau himg s& luén dé dang dugc chap
nhan boi ho hon 1a ddi véi nhiing trang
web la.

Ba yéu t6 tac dong dén Cam nhan tirc thi
d6 1a: Su hap dan thi giac (B = 0,228), Panh
gia sy dung dan (B = 0,378), Trang web dé sir
dung (B = 0,193). Yéu t6 Panh gia su ding
dén co tac dong manh 1én Cam nhén tuc thi
cho thdy viéc danh gia truéc khi quyét dinh
mua hang mot cach ngiu himg c6 anh huéng
rat 16n dén cam nhan cua ho trude va sau khi
mua hang. Néu ban than ngudi tiéu dung khi
da coi viéc mua hang 13 can thiét, ho s& thay
hai long ngay khi dat dugc y dinh ctia minh.

Hai yéu té tac dong dén DPanh gia su
dung din 1a: Tinh ngiu hing (P = 0,419), Su
hap dan thi giac (B = 0,186). Yéu t6 Tinh
ngau himg trong mdi nguoi tiéu dung tac
dong kha manh dén sy dénh gia khi mua hang
ngau htng, danh gia ndy c6 thé tich cuc hay
tiéu cuc vé viéc mua san phém co can thiét
d6i v6i ban than nguoi tiéu dung khong.
Trong truong hgp nguoi ti€u dung da mong
mudn sé hitu san pham, va hién nhién viéc
danh gia nay cang lam ho dé dang quyét dinh
mua hon ma khong can suy nghi nhiéu, cai ho
mong mubn 13 dat dugc sy hai long khi duoc
s& hitu san pham.

Yéu t6 Sy hdp dan thi giac co tac dong
manh 1én Niém tin (B = 0,647), cho théy
nguoi tiéu dung hién dai ngay nay luon cé
cam nhan tt hon dbi voi nhitng trang web
TMDT bat mit, ndi dung rd rang, hip dan.
Chinh sy thién cdm nay c6 thé 1am nguoi tiéu
dung gia ting niém tin noi trang web TMPT
va hanh vi mua hang ngiu himg truc tuyén s&
xay ra dé dang hon.

Hai yéu t6 anh huong dén Sy hap dan thi
gidc 1a: San pham sin c6 (B = 0,434), Trang
web dé st dung (B = 0,405). Ca 2 yéu t6 déu
c¢6 tac dong gan nhu tuong duong nhau cho
thdy viéc trang web TMDT da dang chiing
loai hang hoa, luon ludn sin c6 cho ho mua,
thi lac nay nguoi tiéu dung chua mua thi cé
thé 1an sau quay lai ho van thiy san pham
minh thich, sy hip dan cua trang web trong
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mit ngudi ding s& ting 1én, ngodi ra trong
thoi dai internet nhu hién nay, viéc tao tai
khoan str dung mua ban truc tuyén 1a diéu bat
ctr trang web TMBT nao ciing can phai ¢o, nd
s& giup nguoi tiu dung ty do mua sim va
thanh toan d& dang hon, ngoai ra nhitng yéu t6
vé mit thiét ké trang web tién dung, dé ndm
bét ciing 1a mot diém 1am nén sy hap dan cia
trang web trong mat nguoi tidu dung.

Déi v6i nghién ctru cia Liu & ctg (2013),
gia thuyét “Coé méi quan hé dong bién giita
trang web dé sir dung va cam nhdn tirc thi”
khong duoc hd tro véi nghién clu tai Dai
Loan. Véi nghién ctru ndy trong béi canh tai
Viét Nam, gia thuyét“Cé moi quan hé dong
bién giita trang web dé sir dung va cam nhdn
tire thi” dwoc ung hd véi trong s6 hdi quy 1a
0,193 va p < 0.05, diéu nay cho théy viéc
nguoi tieu dung tai Viét Nam, cu thé 1a tai TP.
HCM dé& c6 cam nhan tich cuc hon khi ho st
dung trang web ma lam ho thdy dé dang va
thuan tién, didu nay ciing c6 thdy su anh
hudéng cia viéc cac trang web thuong mai
dién tu 16n tai Viét Nam ngay cang don gian
hoa cac bude dé st dung tim kiém, chon mua,
ddt mua va giao hang hdéa. Ngoai ra nghién
ctru ndy ciing di kiém chung duoc sy tac
dong rat manh cua yéu t6 sy hap dan thi giac
1én niém tin cua nguoi tiéu dung (B = 0,647
didu nay giai thich cho viéc ngudi tiéu ding
cam nhan rat rd d6i v6i cac trang web bat mat,
ndi dung hdp dan, nhimg yéu té nay gitp gia
tang niém tin khi ho quyét dinh viéc chon mua
hang héa truc tuyén.

6. Két luan va kién nghi

Két qua cua nghién ciru cho thiy su thoi
thuc mua hang ngau himg ctia nguoi tiéu dung
chiu anh hudng tryc tiép tir tinh ngiu hung,
danh gia sy ding dén, cam nhan tac thi, niém
tin; trong d6 cdm nhan tuc thi lai chiu anh
hudong boi su hip dan thi giac, trang web dé
str dung, danh gia su dung dan; va danh gia sy
dung dan lai chiu tac dong tir tinh ngiu himg,
su hép dan thi giac; cudi cung sy hép dan thi
giac chiu tac dong tir cac yéu td bén ngoai ban

than nguoi tiéu dung d6 14 san phdm sin c6 va
trang web dé st dung. Vi vay, cac trang web
hoat dong kinh doanh vé TMPT mubn gia
tang sy thoi thuc mua hang ngiu hung cia
nguoi tiéu dung Viét Nam thi cdn quan tdm
dén cac van dé sau:

e Tinh ngiu hing 13 ngudn gbc sau xa
anh huong dén su théi thuc mua hang ngiu
hing ctia nguoi tiéu dung. Vi vay, cac trang
web TMBT can phai ¢ cac chuong trinh tiép
thi kich thich tinh ngau hing cua ngudi tiéu
dung bang cach giéi thiéu cho ho san pham
ma ho c6 thé s& quan tdm, hodc gi6i thiéu san
phém ding véi s¢ thich, cong viée, tinh cach
ciia ho. Nguoi tiéu dung co tinh ngiu hing
khi mua sim s& gép phan gitp cho cac trang
web TMDT tang doanh thu.

e Dua trén cac nghién cuu trudce, nguoi
viét cho rﬁng mot k¥ thuat hiéu qua dé kich
thich ngudi mua phai thyc hién hanh vi mua
hang ngau hung tryc tuyén dé 1a phai dé cho
ngudi tiéu dung tiép xtic ddy du vai cac kich
thich ¢6 lién quan dén san pham/dich vy ma
ho thich hoic dang c6 nhu cdu, cu thé trang
web TMDT phéai nang cao sy thu hut cua
minh, cung cip nhiéu va ddy du hon tinh ning
hap dan cua san pham, bao gdm céac yéu t6
kich thich thi gidc ctia ngudi mua hang, chang
han nhu hinh anh noi bat, cac cira s6 quing
C40 (pop-up) vé san pham dang ban chay ngay
khi nguoi tiéu dung tim kiém loai san pham
tuong tu, nhic nhé ngudi mua rang ho ¢ thé
b6 15 nhing san pham dang duoc khuyén mai,
hodc diing so thich ctia ngudi mua hang, can
ngay lap tirc mua hang véi ma giam gid duoc
thé hién nhu mét thong bdo khi ngudi mua
hang dang sir dung trang web TMDT,.. .trang
web can c6 tinh tién dung dé sir dung cho ca
nguoi it hiéu biét vé cong nghé, san pham nén
thuong xuyén c6 san tai kho, va “Con hang”,
“Mua ngay” 1a thong diép tdt.

Cubi cing 13 viéc can phai thuc hién phan
tich dir liéu vé hanh vi mua ciia khach hang,
dé c6 thé phan nhom va gidi thiu cac san
pham phu hop véi tirng nhom khach hang.
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Ciing nhu bat ky dé tai nghién ctru nao
khac, nghién ctru nay ciing con mot sé han
ché nhu sau: (1) Do nghién ctru st dung
phuong phép 1ay mau thuén tién nén c6 thé dir
liéu thu thap dugc c6 do tin cdy chua cao; (2)

do d6 tinh dai dién chua cao; va (3) Nghién
clru nay chi xem xét dén mot sb yéu td anh
huong truc tiép va gian tiép dén Sy théi thuc
mua hang ngau himg, ¢ thé c6 nhiéu yéu t6
c6 anh huong dén hanh vi mua hang ngiu

Viéc phan tich dir li€u trong nghién ctru chi
thuc hién véi kich thuéc mau nhé (n = 257)

hing truc tuyén cua ngudi tiéu dung tai
Viét Nam#
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