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KY VONG VA CAM NHAN LOI ICH 

DOI VOd MUA SAM TRlTC TUYEN 

Biii Thanh Trang* 

Kinh doanh tr\rc tuyen cd sif phdt trien nhanh trong nhihig ndm gdn ddy, ngdy cdng cd nhieu 
ngudi tieu dung mua sdm hdng hda true tuyen bdi hg cdm nhdn lgi ich mang lgi tir kinh phdn phdi 
ndy. Bdi viit ndy tap trung phdn tich mirc dp khdc biet giira ky vgng vd cdm nhdn thuc ti cua khdch 
hdng khi mua sdm tryrc tuyen. Phuang phdp nghien ciru su dung bao gdm dinh tinhvd dinh luong. 
Phdn tich dugc thuc hien thdng qua kiem dinh thang do he sd tin cay Cronbach's Alpha, phdn tich 
nhdn to kham phd -EFA, vd kiem dinh t- dgc lap (independent sample t-test). Kit qud nghiin euu 
chi ra cd su khdc biet giira ky vgng vd cdm nhdn thuc te ve nhdn thirc lgi ich khi mua sam true 
tuyen thi Men qua 5 yeu td: (l)su tiin lai mua sdm, (2)su lua chon sdn phdm, (3)khuyen mdi, 
(4)thich thu mua sdm. vd (5)thdng tin phong phu. 

Til khoa: Cam nhan lgi ich, ky vgng, mua sam true tuyen. 

1. Gidi thieu 

Thuang mai dien tu dang phat trien nhanh chdng 
tai Viet Nam, theo bao cao Thuang mai dien tii Viet 
Nam cua Tran Hiiu Linh (2012), doanh sd ban hang 
ciia ITiih vuc nay tang trudng kha nhanh, ude tinh 
doanh sd thuang mai dien tii tinh rieng cho thi 
trudng hang tieu diing nam 2012 dat khoang 600 
trieu USD va du bao den nam 2015 se dat Uen dudi 
1,3 ty USD. Ngay nay, mua hang true myen da trb 
ndn phd bidn va dugc kha nhidu ngudi lira ehpn, vdi 
nhiing thao tac don gian uen may vi tinh cd ket ndi 
mtemet, ngudi tidu diing cd thd mua nhimg mdn 
hang minh can d bat cir dau, bat ke thdi gian nao, 
ngay ca khi d nha va tidp can vdi cac nha cung cap 
Uong va ngoai nude. Tuy nhidn, ngudi mua vln cdn 
lo lang ve miic do an toan eiia hinh thiic nay. Theo 
bag cao nghien ciiu ciia Cimigo NetCitizens (2011) 
cd Uen 50%) ngudi sir dung internet ddng y la hp co 
thd ehgn rit nhiiu loai san pham khac nhau, nhung 
tm tudng vao su an toan eiia mua ban true tuyen thi 
rat thap, chi 14% ngbi rang viec mua cac san pham 
tren mang la an toan. Ddi vdi ngudi ban, loi the cua 
ban hang tryc tayen giup tiet kiem chi phi mat bang, 
phi quang cao, tiep thi, cd thd ban bang cho_ nbilu 
ddi tugng khach hang. Khach hang dl dang tiep can, 
lim hiiu cac san pham cua cdng ty mpi liic, mpi nai 
ma khdng can phai giao tiip vdi nhan vien vi thdng 
tin lien quan den san pham duge cap nhat thudng 
xuyen Uen website. Ngudi mua hang thudng can 
nhie su lua ehpn giua nhan thiic Igi ich la eao nhit 
va nii ro thip nhat khi hg thyc hien mpt quyet djnh 
mua hang. Mue tieu cua bai viit nay tap Uung phan 
tich miic dp khac biet giira ky vgng va cam nhan 

thuc te ciia khach hang ve nhan thiic lgi ich kbi mua 
sam true myen. 

2. Cosdiy thuyet 

Nghien cira vd chat lugng dich vu thdng qua md 
hinh 5 khoang each ciia Parasuraman va cae edng su 
(1985), trong dd khoang each thii nam ndu Idn su 
khac biet giiia chat lugng ky vpng vdi chat lugng 
khach hang cam nhan thuc te dugc cung cap. Ky 
vgng ciia khach hang thudng thay ddi theo thdi 
gian, Zeithaml & Bitner (2006), cho rang ky vgng 
cua khach hang ve dich vu dugc chia lam 2 loai la 
dich vu mong dpi va dich vu day du. Dieh vu mong 
dgi la miic dp chat lugng dich vu ma khach hang hy 
vgng nhan dugc, tire la miie do mong mudn dugc 
thuc hien. Dich vu mong dgi mang ham y ve nhirng 
gi ma khach hang tin la 'cd the' va 'se dugc'. Tuy 
nhien, Uong thuc te ludn ludn cd sir thay ddi va cd 
nhidu ydu td tac ddng khdng thd kiem soat dugc, do 
vay cd the nhan thay rang khach hang mong mudn 
cd dugc chat lugng dich vu rdiu mong dgi la khdng 
phai Iiic nao ciing dat dugc. Chinh vi ly do nhu vay, 
nha cung img dich vu phai ed gang nit ngan khoang 
each giCra ky vgng va chat lugng thuc te eung ung 
cho khach hang. Theo lacobucci va cdng su (1994), 
do lucmg ky vpng thudng khd xac dinh chinh xac vi 
ky vpng cd the khdng tdn tai hoac tdn tai khdng rd 
rang Uong tam tri eua ngudi ua Idi dd lam mdt 
chuan muc ddi vdi danh gia thuc te. Do vay, do 
ludng ky vgng thudng dugc thay vao dd la do ludng 
tam quan Upng ciia cac ydu td tac ddng chat lugng 
dich vu. Tam quan Upng dugc xem nhu la thudc do 
phu hgp vdi mong mudn cai thidn dua Uen nhiing gi 
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dupe xem la quan Upng nhit ciia ngudi tieu dimg 
(O'Neill & Pahner, 2004). Bai vilt nay tap trung 
vao so sanh mirc dp khac biet giiia ky vpng hay tam 
quan trgng va cam nhan thuc te lgi ich khi mua sam 
true tuyen. 

Mua sim true myen la mdt qua trinh ma khach 
hang mua true tiip hang hda hoac dich vu tir mdt 
ngudi ban trong mdt thdi gian xac thuc thdng qua 
internet, khdng qua dich vu trung gian, nd la mot 
dang cua thuong mai dien tii ('Online shopping', 
2013). Mua sim Utrc myln mang lai Ipi ich eho ca 
ngudi mua va ngudi ban ve phuang dien tim kiem 
khach hang, thdng tin san phim, qua Uinh Urong tac 
va phan phdi san pham. Ngudi mua cd the mua hang 
d bit cii dau, bit kl thdi gian nao, ngay ca khi d nha 
va de dang tiip can cac nha cung cip. Ngudi mua 
khdng cin phai rdi khdi nha de mua hang hay nhan 
hang va co the theo ddi dupe vide giao nhan hang 
hda. 

Nghien ciru cua Lee va cac cdng sir (2002), cho 
thiy phin ldn ddi tugng khach hang mua sam true 
tuyIn la nhung ngudi tieu dimg co it thdi gian, sii 
dung internet dd mua sam nham tiet kiem thdi gian; 
nhiing ngudi khdng thich den cira hang hoac sidu thi 
mua sam, sii dung internet de Uanh ehd dn ao, sap 
hang hay phai chd dgi; nhimg ngudi hieu biet cdng 
nghe thich mua sam tren mang. Theo ket qua nghien 
eim ciia Yan va cdng su (2009), tbi quyet dinh mua 
hang true tuyen chiu anh hudng bdi hai nhdm nhan 
td dd la nhan thirc Igi ich va nhan thiic nii ro. Theo 
md hinh chap nhan cdng nghe (Technology Accep­
tance Mode -TAM) dugc dua ra bdi Davis (1989), 
nhan thuc cua khach hang vd cai dat dugc va eai mat 
di ed the dupe hieu la nhan thirc cua khach hang ve 
Igi ich va riii ro. Zeithaml (1988), cho rang nhan 
thiic loi ich la su danh gia chung ciia ngudi tieu 
dung ve mpt san pham dua tren nhiing suy xet ve 
mat nhan dugc va mat cho di, la su ket hop chat 
luong san pham va dich vu gia tang Uong mdi tuang 
quan vdi gia thanh san pham. Nhan thiic lgi ich ciia 
viec mua sam true tuyen la sir nhan tbiic chii quan 
ciia khach hang ve nhirng mat cd ich, mat tich cue 
ciia viec mua sam true tuyen. Mpt vai nghien ciiu 
trudc day ve nhiing lgi ich cua vide mua sam true 
tuyen so vdi mua sam truyen thdng nhu Bhatnagar 
va cdng su (2004), chi ra nhung ydu td lien quan ddn 
Igi ich khi mua sam la sir tien Igi, su thoai mai trong 
mua sam va cd nhieu chuang trinh khuyen mai. 
Nghien ciiu cua Forsythe va cdng su (2006), da chi 
ra nhan thiic Igi ich ciia khach hang khi mua sam 
true tuyen duac xac dinh bdi cac yeu td: su tien lgi 
mua sam, su lua ehpn san pham, sir thoai mai trong 
mua sam, su thich thii trong mua sam. Ket qua 
nghien cihi ciia Yan va cdng su (2009), thi nhan thiic 
lgi ich ciia khach hang mua sam true myen bao gdm 

cae yeu td: sir tien Igri, su giam gia, sir da dang cua 
san pham va djch vu, thdng tin phong phu Dua Ken 
CO sd ly thuyit eiia cae nghien euu trudc day, rnoi 
nghien cihi ed nhieu yeu td Hen quan den Ipi leh 
mua sam true tuyen, nhin chung thi cd nam yen to 
ciu thanh nhan thiic lgi icb khi mua sim true mydn 
la: (1) su tien Igi, (2) su lua ehgn san pham, (3) 
thich thii mua sam, (4) thdng tin phong phii, va (5) 
khuyen mai. 

- 50- ti$n lffi: thd hien mua sam linh hoat bat ke 
gid nao, bit cii nai dau, cd the mua bat eii mat hang 
nao ma khdng cin phai di dau va tidt kiem dugc thai 
gian cdng siic (Hofacker, 2001). Su tien Igi bao gdm 
sir thoai mai mua sam, khach hang khdng phai chen 
lin va xlp hang vao gid cao diem d cac sieu thi hay 
trung tam thuang mai. Vdi mdt may vi tinh dugc ket 
ndi internet va cd kidn thiic co ban ve cdng nghe 
thdng tin la khach hang cd the mua sam nhiing san 
phim minh thich. Dac trung ve sir tien Igi cita mua 
sim true myln ddi vdi nhan thire ngudi tieu diing la 
tinh thiet thuc va hiru dung the hien d chd 'de dang 
tmy cap' va 'dd dang mua sam'. 

- Su lua ehpn sdn phdm: tim kilm san pham va 
dich vu thdng qua internet se nhanh chdng va chi 
phi thap hem nhieu (Forsythe & cdng su, 2002). Sir 
dung cdng cu tim kidm uen internet se dd dang tim 
nhiing san pham va dich vu phii hpp, cd thd kham 
pha ra nhieu loai hang hda, trong khi mua sam 
truyen thdng gap nhieu khd khan nhu mat nhieu thdi 
gian va chi phi. 

- Thich thd mua sdm: internet la cdng cu rat hieu 
qua de thiic day nhu cau tieu dimg khi chua xac 
dinh, mang tinh tuy humg. Su phat tridn nhanh 
chdng ciia cdng nghd thdng tin cd thd giiip cac 
website cita cac dcm vi kinh doanh true tuydn dl 
dang lam dugc viec nay. Chi can dua ra cac ggi y ve 
san pham dua tren viec nghien ciiu thai dp, tam ly 
cua khach hang, cac nha san xuat hoac cung cSp 
dich vu cd thd td chiic tdt cac giao dich true tuyen. 
Tam ly thich kham pha cai mdi, thich Uai nghiem, 
thda man sd thich se tao cho khach hang cam thiy 
thich thii mua sam true tuyen. 

- Thong tin phong phu: thdng qua internet khaeh 
hang de dang tim kiem va cd dugc nhiing thdng tin 
chi tidt vd san pham va dich vu ma hp mudn, co the 
so sanh va sii dung nhiing dich vu tu van midn phi. 
Cac didn dan true tuydn cung cap nhirng ca hpi cho 
ngudi mua sam true tuyen cd dugc mdt lugng thdng 
tin phong phii va da dang (Forsythe & cdng s\f 
2006). Thdng tin Udn ^ac website ban hang true 
tuyen dugc cung cap day dii, chinh xac, de hiiu va 
dugc cap nhat thudng xuyen se giiip khach hang 
thieh thii truy cap. 

- Khuyin mdi: canh Uanh Uong mua sim tore 
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tuyen chu ylu tap trung vao khuyin mai, dac biet la 
giam gia, khach hang se nbanh chdng trni dugc 
tihiing san pham re bon qua nhiing website nhu low-
price.com, pricescan.com (Forsythe & cdng su, 
2006). Cd rit nhidu thdng tin quang cao giam gia 
cho khach hang mua nhieu bang hoac giao hang 

mien phi. Ngudi mua hang true myen co the so sanb 
gia ca tir cac nha cung cap va lua ehgn nha cung cap 
chao miic gia thap nhat. 

3. Phuong phap nghien ciru 

Bai viet thuc hien bing phuong phap nghien euu 
dinh tinh va nghidn cim dinh lugng thdng qua hai 

Bang 1: Thang do cac yeu to cau thanh nhan thuc loi ich khi mua sim true tuyln 

Ma bien 1 Cac bien quan sat 

Sir tiSn lai 

TH 

TL2 

TL3 

TL4 

TL5 

TL6 

Cd the mua sam true tuyIn tai nha. 

Cd the mua sam bat cir kbi nao. 

Tiet kiem thai gian khi mua sam. 

De dang de tbirc hien mdt giao dich mua sam true myln. 

Khdng phai lo lang mat thdi gian xdp hang 

Khdng phai Uanh gianh vdi ai kbi mua sam va dat hang thoai mai. 

Sur lira chon san pham 

LCI 

LC2 

LC3 

LC4 

LC5 

Hang boa va dich vu san sang dap ling nhu cau 

De dang tim kidm san pham tren pham vi rdng. 

Cd the ehpn dugc nhiing san pham minh thich. 

Cd nhieu Website ban hang true tuyen giup de dang lira ehgn hang. 

Mat hang ban true myen phong phii va da dang. 

SiJ thieh thu 

THI 

TH2 

TH3 

TH4 

Cd the mua sam tiiy thich theo cac mau quang cao 

Tim kiem niem vui tir su kham pha trong liic mua sam true tuyen. 

Cd CO hdi kham pha san pham va dich vu mdi. 

Thich thii khi nhan dugc hang hda. 

Thong tin phong phii 

TTl 

TT2 

TT3 

TT4 

TT5 

Thdng tin Udn Website ro rang va de hieu. 

Thdng tin tren Website ludn dugc cap nhat thudng xuyen. 

Website cd hieu irng hinh anb dep va truy cap nhanh. 

Website cung cap thdng tm phii hpp va da dang. 

De dang tim kiem nhting thdng tin chi tiet ve san pham tren Intemet. 

Khuyen mai 

KMl 

KM2 

KM3 

KM4 

Dd dang tim kiem san pham gia re tai cac Website. 

Cd nhidu muc giam gia cho khach hang mua true myln 

Cd dugc nhilu loi ich so vdi chi phi khi mua hang tnrc myln. 

Chuang trinh khuyin mai mua hang Uuc tuyIn rit hip dan 
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bude la nghien cim so bd va nghidn ciru chinh thiie. 
Nghien eim so bd dugc thuc hien bang phucmg 

phap dinh tinb thdng qua hmh thiie thao luan true 
tidp dang cau hdi md vdi 5 chuyen gia ban hang qua 
mang bao gdm zingdeal.vn, nhommua.vn, 
muachung.vn, cucre.vn, hotdeal.vn. Ddng thdi tac 
gia tidn hanh thao luan vdi 10 khach hang thudng 
xuyen mua hang true tuyen. Nghien ciiu nay tap 
trung thao luan ve cac yeu td cau thanh nhan thire 
lgi ich khi mua sim true myen. Cac thang do eua 5 
ylu td ciu thanh nhan thiic lgi ich ciia mua sam true 
myln dupe dua Uen ca sd ly thuyet ciia Forsythe va 
cac edng su (2006), Nghien ciiu so bd tiln hanh 
phdng vin sau dua trdn 5 yeu td vdi 24 biln quan sat 
dupe dua ra cho dap vien nhan xet. Kdt qua nghien 
ciiu so bd cho thiy hau het cac khai niem nghien 
ciiu deu cd phat bieu rd rang, day du va de hieu. Ket 
qua nghien eiiu nay lam dinh hudng cho vide xay 
dung bang cau hdi nghien eiiu dinh lugng ciia budc 
tiep theo. 

Bang eau hdi dinh lupng gdm cd 24 biln qu^n --^ 
dupe do ludng bing thang do Likeris 5 diSm, '̂  
gia miic do quan Upng (tir 1: hoan toan khdng quan 
Ugng, din 5: rat quan trpng) va miic dp earr. nh^n 
thuc tl khi mua sim tnic tuydn (tir I: hoan toan 
khdng ddng y, din 5: hoan toan ddng y)- Cd 5 yeu 
td dupe tiln hanh nghien ciiu: (1) sir tien loi, (2)̂  sir 
lira ehgn sSn phim, (3) thieh thii mua sim, (4) thdng 
tin phong phu, va (5) khuyin mai, dupe the hipn tai 
Bang 1. 

Nghien eihi chinh thuc duge thuc hien bang 
phuang phap dinh lugng nhim sang Ipc cac bien 
quan sat, xac dinh eac thanh phan, gia tri va dp tin 
cay ciia thang do. Thang do dugc kilm dinh bang he 
sd tin cay Cronbach's Alpha, phan tich nhan td 
kham pha- EFA va kidm dinh t- dgc lap (indepen­
dent sample t-test). Nghidn ciiu trong giai doan nay 
dugc thue hien tir thang 03/2013 - 06/2013 thdng 
qua hinh thirc khao sat Uuc tuyIn gui bang cau hdi 
den khach hang cd tham gia mua sam true myen tai 

Bang 2: D^c tinh cua mau nghien euu 

CSmSu (N=320) 

Gicri tinh 

Tuoi 

Thu nhap ca nhan/thang 

So nam tham gia mua 
hang tiuc tuyen 

Nu 

Nam 

Tit 18 -25 

Tit 26- 35 

Tren 35 

Duai 3 tiieu 

Tit 3 -6 trieu 

Tren 6 -10 trieu 

Tren 10 trieu 

Duai 1 nam 

Tit 1 -2 nam 

Tren 2 nam 

Tan so 

218 

102 

128 

134 

58 

70 

131 

90 

29 

144 

112 

64 

Phin ttSm (%) 

68% 

32% 

40% 

42% 

18% 

22% 

41% 

28% 

9% 

45% 

35% 

20% 

Bang 3: Kit qua hS so Cronbach's Alpha cua cac thang do 

Thang do 

Sir tien lgi mua sam (TL) 

Su lira chon san pham (LC) 

Thich thu mua sam (TH) 

Thong tin phong phii (TT) 

Khuyen mat (KM) 

So bien 

quan sat 

6 

5 

4 

5 

4 

Cronbach's 

Alpha 

0,8167 

0,8671 

0,7763 

0,8562 

0,8201 

He so tuong quan bien 

tong nho nhat 

0,5284 

0,6793 1 

0,6514 

0,6430 

0,6957 ^ ~ 1 
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Bang 4: Phan tich nhan to EFA 

Bien quan sat 

TLl 
TL2 
TL3 
TL4 
TL5 
LCI 
LC2 
LC3 
LC4 
LC5 
THI 
TH2 
TH3 
TH4 
TTl 
TT2 
TT3 
TT5 
KMl 
KM2 
KM3 
KM4 

Eieenvalues 

Phirane sai trich (%) 

Nhan to 
I 
0,813 
0,760 
0,641 
0,597 

0.642 

8,932 

37,21 

2 

0,831 
0,819 
0,746 

0.764 
0751 

2,820 

11,749 

3 

0,850 
0,848 
0,762 

0 741 

1,474 

6,143 

4 

0,768 
0,645 
0,678 
0,854 

1,404 

5,848 

5 

0,742 
0,811 
0,618 
0,713 
1,143 

4,241 

TP.HCM. Kich thudc mau la n= 1.200, dap vien 
dugc ehgn theo phuang phap thuan tien la nhirng 
ngudi cd tham ^ia mua sam true tuyIn cua cae trang 
web bao gdm: zingdeal.vn, nhommua.vn, 
rauachung.vn, cucre.vn, hotdeal.vn, cungmua.vn, 
vndoan.com, 51deal.vn, gooddeal.vn, giarequa.vn, 
khuyenmaivang.vn. Qua trinh thuc hidn khao sat 
true mydn cd 320 bang cau hdi thu ve dat yeu cau. 
Dac tinh mau nghien eiiu Uong Bang 2, ti Id nii 
ehiem 68% va nam 23%, nhiing ngudi mua hang d 
dp tudi tu 18-35 chiem 82%), cd thu nhap ca nhan 
binh quan hang thang dudi 10 trieu ddng chilm 
91%, va da tham gia mua hang true tuydn dudi 2 
nam la 80%. 

4. Ket qua nghiSn ciru 

4.1. Kiem dinh thang do 

Kiem dinh thang do cac yeu td cau thanh nhan 
thiic lgi ich khi mua sim true myen dugc thuc hien 
thdng qua h? sd tin cay Cronbach's Alpha va phan 
tich nhan td kham pha -EFA (Exploratory Factor 
Analysis). Kit qua phan tich tai Bang 3 cho thiy cac 
thang do cua cae ylu td deu cd he sd Cronbach's 
Alpha Idn ban 0,6; va eac he sd tuang quan biln 
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tdng ciia cae thang do deu ldn hem 0.3 (Nunnally & 
cdng su 1994). Nhu vay, tat ca cac thang do cua cac 
nhan td deu dat dp tin cay va dupe sii dung de phan 
tich nhan td kham pha EFA tiip theo. 

Vdi 24 bien quan sat eiia 5 thanh phan hay edn 
gpi la 5 yeu td cau thanh nhan thiic Igi ich khi mua 
sam true mydn dugc dua vao phan tich EFA, ket qua 
phan tich EFA cd 2 bien quan sat cd he sd tai nhan 
td nhd hem 0,5 (TL6: 0,346 va TT4: 0,361) va 
phuang sai trich duge la 46,735%). Nhu vay, phuang 
sai trich khdng dat yeu cau ndn 2 bien quan sat nay 
bi loai. Tiep tuc thuc hien phan tich EFA lan thii hai 
vdi 22 bien quan sat cdn lai, ket qua phan tich tai 
Bang 4 cho thay 5 thanh phan duoc Uich tai gia tri 
Eigen la 1,143 va phucmg sai trich la 65,20%o ldn 
ban 50%, cac bien quan sat deu cd he sd tai nhan td 
ldn hon 0,5 ndn dat yeu cau. 

Sau khi thuc hien phan tich nhan td EFA Ian 2, he 
sd tin cay Cronbach's Alpha ciing dugc tinh lai, ket 
qua cho thay thang do cua cac nhan td deu cd he sd 
Cronbach's Alpha Idn han 0,6. Nhu vay, cac thang do 
cac khai niem dugc chap nhan va dam bao dp tin cay. 

4.2, Kiem dinh t (t-test) ve s^ khdc Met giua tdm 
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quan trpng vd cdm nhan thuc te vi lffi ich mua tuySn c6 tim quan trpng cao nhat la "klî  j phai 
dm true tuyin ' ' ling mit thoi gian x6p hang" va "web L ihicu ^ig 

_ . - , . . ' hinh anh dep, truy cap nhanh"(mean = i "̂ Sl • 
Ket qua Bang 5 tnnh bay gia tn mmg binh va d, ^^^ ^^ ..^^ ^., ^ ^ ^^^ .̂_̂  ^^-, j j .ch w 

lech chuan cua 22 bien quan sat thupc nam yeu to ^^^j , , ^^^^ ^3 .,jj ^^ ..^^^^ ^̂ ^̂  , ^ a „ duac 
cAu thanh nhan thie Ipi ich khi mua sam true tuyen, jjj^g j^jj.. (mean=3,62), co gia tri tru' ; binh ve tatn 
phan anh tSm quan trpng ciia cac thupc tinh nay va quan trpng thip nhit. Di^u nay cho thay ky vpng ve 
cam nhan thuc tg. Trong do, hai thupc tinh co gia tti nhan thiic lai ich ctia mua sim triic tuyeî  ma khach 
trung binh v4 nhan thirc loi ich khi mua sSm tnrc hang mong dpi cao nhit la khong phai mat thai gian 

Bang 5: Su- khac biet giira danh gia tam quan trong va 
Cac bien quan sat TSm quan 

trong (1) 
Trung 
binh 

Dp 
lech 

chuan 

chit luvng thirc 
Ciim nhan 
thirc te (2) 

Trung 
binh 

Dp 
lech 

chuan 

te 
Chenh 

lech 
tnmg 
binh 

Miic 
y 

nghia 

Sir ti£n loi 
Co the mua sam true tuyen tai nha. 

Ti§t kiem thai gian khi mua sam. 
D6 dang de thuc hien mpt giao dich mua sim true 
tuyen. 
i^ong phai lo ling mit thM gian xep hitng. 

4,76 
4,85 
4,62 
4,69 

4,88 

0,694 
0,581 
0,611 
0,734 

0,537 

4,52 
4,60 
4,36 
4,22 

4,61 

0,803 
0,561 
0,466 
0,595 

0,738 

-0,24 
-0,25 
-0,26 
-0,47 

-0,27 

0,000 
0,000 
0,023 
0,000 

0,014 
Sir lya chon 
Hang hoa va dich vu san sang dap ling nhu ciu. 
Dl dang tim kiem san pham tren pham vi tong. 
Co the chon duac nhimg san pham minh thich. 
Co nhieu Website ban hang true tuyen giiip de 
dang lua chon hang. 
Mat hang ban true tuyen phong phii va da dang. 

4,56 
437 
4,73 
4,26 

4,32 

0,691 
0,714 
0,764 
0,715 

0,661 

3,87 
4,08 
4,08 
3,72 

3,81 

0,518 
0,821 
0,649 
0,622 

0,506 

-0,69 
-0,29 
-0,65 
-0,54 

-0,51 

0,000 
0,000 
0,000 
0,000 

0,000 
Sir thich thii 
Co the mua sam tiiy thich theo cac miiu quang cao. 
Tim kiem niem vui tir su iiham pha trong liic mua 
sam true tuyen. 
Co ca hoi kham pha siin phiim va dich vu mai. 
Thich thii khi nhan duac hang hoa. 

3,91 
4,02 

3,79 
3,62 

0,716 
0,689 

0,645 
0,541 

3,21 
3,43 

3,40 
3,09 

0,643 
0,815 

0,771 
0,697 

-0,70 
-0,59 

-0,39 
-0,53 

0,006 
0,000 

0,012 
0,000 

Thong tin phong phii 
Thong tin tren Website ro rang va de hieu. 
Thong tm tren Website luon dupe cap nhat thuang 
xuyen. 
Website co hieu ling hinh anh dep, truy cap nhanh. 
De dang tim kiem nhiing thong tin chi tiet ve san 
pham tren Intemet. 

4,51 
4,45 

4,88 
4,64 

0,731 
0,552 

0,611 
0,610 

3,87 
3,81 

4,03 
3,87 

0,734 
0,611 

0,639 
0,543 

-0,64 
-0,64 

-0,85 
-0,77 

0,000 
0,026 

0,000 
0,000 

Khuyen mai 
De dan^ tim kiem san pham gia re tai cac Website. 
Co nhieu mirc giam gia cho khach hang mua true 
tuyen. 
C6 dupe nhieu Ipi ich sp vai chi phi khi mua hang 
true tuyen. 
Chuang trinh khuyen mai mua hang true tuyen rit 
hap dan. 

4,36 
4,46 

4,07 

4,15 

0,533 
0,542 

0,541 

0,645 

3,82 
3,94 

3,72 

3,29 

0,716 
0,713 

0,626 

0,542 

-0,54 
-0,52 

-0,35 

-0,86 

0,016 
0,000 

11' wo 

|~o;oir 

Ghi chit: (I): Tdm quan trgng cua nhdn thirc loi ich khi mua sam true tuyin dm tren thang do , = /,̂  
todn khong quan trgng din 5= rdt quan trong; (2): Cdm nhdn thuc te ye nhdn thirc loi ich klu mua ac 

tnrc tuyen dua tren thang do 1 =hodn todn khdng ddngy din 5= hodn todn ddngy. 
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khi mua sam. Dl xem xet miic dp khac biet giira tam 
quan Upng va cam nhan thirc te vl loi icb mua sam 
true tuydn, kilm dinh t-test ddc lap (independent 
sample t-test) ciia cac thang do neu Uen dupe tien 
banh. Ket qua kilm djnh t-test tai Bang 5 cho thay 
cd su khac biet d miic y nghTa thdng kd (p <0,05) 
cita 22 bien quan sat giUa tam quan trpng va cam 
nhan thuc te lgi ich mua sam true tuyen eua khach 
hang. Cd 14/22 thudc tinh cd mirc chenh lech giiia 
tam quan trpng va cam nhan thue te Igi ich d miic 
cao, Uen 0,50. Trong dd, bdn thudc tinh cd sir khac 
biet cao nhit la "chucrag trinh khuyen mai mua bang 
true tuydn rit hip din" (-0,86), "website cd bieu 
ling hinh anh d?p, truy cap nhanh" (-0.85), "de dang 
tim kiem nhirng thdng tin chi tiet ve san pham uen 
Intemet" (-0,77), va "cd the mua sam tuy thich theo 
eac mau quang cao" (0,70). Dieu nay phan anh chat 
lugng ciia dieh vu ban hang tryrc tuyen ehua dap ling 
dupe mong dpi ciia khach hang. 

5. Kit luan va ham •$ quan tri 

Ket qua nghien ciiu cho thay cd nam yeu td eau 
thanh ky vgng ve nhan thiic lgi icb khi mua sam true 
tuydn dd la: su tien lgi mua sam, su lua ehgn san 
pham, khuyen mai, thich thii mua sam, va thdng tin 
phong phii. Trong dd, ydu td sir tien Igi cd gia tri 
trung bmh eao nhit (mean=4,76), kl den la thdng tin 
phong phii (mean=4,62), va sir lua ehpn san phim 
(mean=4,45). Didu nay ndi len cam nhan loi ich 
trudc tien ma khach hang lira ehpn mua sam true 
tuyIn la do tinh linh boat va tidn ich eua kenh phan 
phdi nay, khach hang ed thd mua sam bat eii khi 
nao, bat cii noi dau, mua bit cii mat hang nao va tiet 
kiem dugc thdi gian, cdng siie. Khach hang cam 
nhan mua sim true tuyIn se dl dang tim ra nhirng 
san pham dich vu phu hop vdi nhu cau, kham pha ra 
nhilu hang hda Idiac nhau, mat hang da dang va 
phong phii. Ylu td khuyin mai cd gia tri trung binh 
kha cao (mean=4,26), kit qua nay cho thay khach 
hang khi mua hang true tuydn rat quan tam den viec 
rim kiem san pham gia re, cd ehiet khau cao va cd 
nhidu chuong trinh khuyin mai hap dan. Yeu td 
thich thit mua sim cd gia tri tnmg binh thip nhat so 
vdi cac ydu td tren (mean=3,84), cho thay viec tim 
kilm niem vui va kham pha thii vi tir viec mua sam 
true tuyln dugc khach hang quan tam nhung miic 
dp ky vpng khdng cao. 

Ngoai ra, kdt qua nghien ciiu chi ra cd su khac - , s j . i . - i - i , -
biet giira danh gia tim quan trong va cam nhan thuc " ^ g ^uydt phuc cac nha cung cap danh ti le ehiet 
tl Igi ich ciia mua sim true tuyln, nghia la ky vong khau cao. Mgt khi da xay dung duoc thuang hieu thi 
vl lai ieh va ihije tl chit luong cua dich vu ban hang luong khach mua se nhieu nen kha nang dam phan 
true tuyln edn cd mdt khoang each Idia Idn. Vdi su vdi nha cung ling san pham se co Igi the ban Uong 

nen xem xet cac kien nghi sau day: 

Thir nhdt, tao su tien lgi eho khach hang khi mua 
sam true myen, xu hudng edng nghiep lam eho 
ngudi tieu diing cang Ud nen ban rdn ndn thdi gian 
danh cho mua sam khdng dugc nhieu. Nha kinh 
doanh true tuyen cin tao dieu kidn thuan lgi cho 
khach hang giam thiSu thdi gian mua sam thdng qua 
xay dung he thdng tidp nhan, xu ly thdng tin va tra 
Idi khaeh hang mdt each nhanh nhat. Dieu nay lien 
quan den viec thiet ke web, cimg cap cac cdng cu 
tim kidm va duyet web tim kiem san pham cho 
khach hang nham giup khach hang de dang lira ehgn 
san pham va dat bang. Don gian hda viee dang ky 
va dam bao h^y cap web dugc thuc hien dl dang, 
uanh trudng hgp dang ky nhieu bude va phai khai 
bao qua nhidu lugng thdng tin lam eho khaeh hang 
mat thdi gian. Ddi vdi nhiing web yeu cau nhiSu 
edng doan khi thuc hien mua hang, nen sii dung cae 
phan mem hd trq dam bao giao dich dugc thuc hien 
mdt each nhanh nhat. 

Thu hai, da dang hda san pham Udn web nham 
tao cho khaeh hang de dang lira ehpn san pham ta 
mpt Uong nhiing ylu td dd thu hiit khach hang. Tiiy 
theo nang lire va the manh eiia doanh nghiep ma tap 
trung vao nhirng mat hang ehu luc, tao ra su khac 
bidt de eanh Uanh. Cac doanh nghiep nen thudng 
xuydn didu tra nghien ciiu thi hieu khach hang dd bd 
sung san pham mdi, phii hgp vdi nhu cau khach 
hang. Song song vdi viec da dang hda san pham can 
phai dam bao chit lugng nham tao uy tin va nilm tin 
cho khach hang. Gidi thidu hang hda can eung cap 
day dii thdng tin ve san pham, cac thdng tin can 
dugc edng bd tren nhan mac va cac phuang tien 
truyen tin cita cdng ty nhu email, website... de 
khach hang tham khao va danh gia ve san pham. 
Ndi dung cac thdng tin can chinh xac, dSy dii de 
khach hang hidu va cam nhan ro hem vl san pham 
Uanh tinh trang cd su khac biet giiia cam nhan cua 
khaeh hang tir thdng tin quang cao so vdi thuc te khi 
nhan hang. 

Thir ba, xay dung cac ehucmg trinh khuyen mai 
that hap dan, Itm y den giam gia nham tao tam ly gia 
re. De canh tranh Uong viec khuyen mai, giam gia 
thi trudc tien eac doanh nghiep kinh doanh true 
mydn cin phai xay dung thuang hieu de co kha 

phat tridn kha nhanh cua thuang mai didn hi, su viec giam gia. Ngoai ra, doanh nghiep kinh doanh 
canh tranh ngay cang gay 
hang true Uiyen, cac don vi kinh doanh true tuyen 
canh uanh ngay cang gay git trong ITnh vuc ban true myln ciing phai dau hi ngan sach marketing 
hantj tnrc Uiven. nnr Ar^ „; i.:„u j u , „' ^....A_ ^.^Q ĵ Q t̂ dpng khuyIn mai de thu hiit khach hang.LJ 

So 201 thdng 3/2014 85 kinlitytiattrieD 



!'GHI€N CUU-TRflO DOI 

Tai lifu tham khao: 
Bhatnagar, A., & Ghose, S. (2004), 'Segmenting consumers based on the benefits and risks of Internet '̂ i . " i^ '"^ -

Journal of Business Research, 51 {12), n52-l360 

Cimogo VN (2011), Bdo cdo Netcitizens Viet Nam nam 2010, 2011. 2012: Tinh hinh sir dgng vd toe do pm' "''^" 

Internet lgi Viet Nam, truy cap ngay 3 i/03/2012, tir <http://cimigo.vn> 

Davis, F. D. (1989), 'Perceived usefiibess, perceived ease of use, and user acceptance of information lechno ogy , 
M^ewaner /y , 13(3), 319-340. 

Forsythe, S.M., Petee, T , & Kim, J.O. (2002), Modeling Consumer Behavior in On-Line Environments Scale Devel­

opment. (Annual Reports), Spring House, PA National Textile Center. 

Forsythe, S.M., C. Liu, D. Shannon, & L.C. Gardner (2006), 'Development of a scale to measure the perceived ben­
efits and risks of online shopping'. Journal of Interactive Marketing. 20(2), 55-75. 

Hofacker C F. (2001), Intemet marketing. 3ed, New York John Wiley and Sons, Inc. 

lacobucci D K A. Grayson, & O.L. OmsUom (1994), 'The Calculus of Service Quality and Customer Satisfaction: 
Theoretical and Emppirical Differentiation and integration'. Advance in Service Marketing and Management, 

Vol.3, JAL Press, Greewich, CT, 16-84. 

Lee, J., D. King, & H. M Chung (2002), Electric Commerce. A Managerial Prospective, Prentice Hall Upper Sad­

dle River New Jersey. 
Nunnally, J.C, & Bernstein, I. H. (1994), Pschychometric Theory, McGraw- Hill, New York. 

O'Neill, M.A, & A. Palmer (2004), 'Importance-Performance Analysis: A Usefiill Tool for Directmg Condnous 
Quality Improvement in Higher Education', Quality Assurance in Education, 12(1), 39-52. 

'Online shopping' (2013), wikipedia, truy cap ngay 04/01/2013 tir <http://en.wikipedia.ogr/wiki/online_shopping> 

Parasuraman, A., V. A. Zeithaml, & L. L. Berry (1985), 'A Conceptual Model of Service Quahty and Its Implications 
for Future Research', Journal of Marketing, 49(4), 41-50. 

Trin Hiiu Linh (2012), Bdo cdo Thuong Mgi Dien tu Viet Nam, truy cap ngay 07/2/2013, tir 
<http://online.gov.vn/public/2013/20130619103944_baocaoTMDT2012> 

Yan, Xiang & Dai, Shiliang (2009), Consumer's online shopping influence factors and Decision marking model, 

AMCIS Proceedings, Paper 360. 

Zeithaml. V.A. (1988), 'Consumer Perceptions of Pnce, Quality, and Value: A Means-End Model and Synthesis of 

Evidence', Journal of Marketing, 52, 2-22. 

Zeithaml. V. A & M.J. Bitner (2006), Service Marketing, McGraw- Hill, New York. 

Expectations and benefit perceptions of online shopping 

Abstract 

Online business has developed rapidly in the recent years, more and more consumers purchase goods 

online because they feel the benefits of online distribution channels. This study aims to analyze the differ­

ence between expectations and the actual experience of customers on online shopping. Research methods 

used include qualitative and quantitative. The analysis is done through testing scale reliability coefficient 

Cronbach's Alpha, Exploratory Factor Aanalysis, and independent sample t-test. The research results indi­

cated the difference between expectations and perceived quality of online shopping shown by the five ele-

ments:(l)the convenience of online shopping, (2)the product selection, (3)promotion, (4)enjoyment online 

shopping, and (5)more information. 

Thdng tin tac gia: 

* Bm Thanh Trdng, Tien sT 

- Nai cdng tdc: Khoa Thucmg mgi- Du Itch-Marketing. Trudng Bgi hgc Kinh Ti TP.Hd Chi Mm '• 

- Linh vuc nghien ciru chinh: thuang mgi, marketing 

EmaiT trangbui@ueh edu vn 

Si' 201 thdng 3/2014 liiiti'llial tricn 

http://cimigo.vn
http://en.wikipedia.ogr/wiki/online_shopping
http://online.gov.vn/public/2013/20130619103944_baocaoTMDT2012

