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.”uc tiéu cta nghién ctu Ia khéng chi phan tich céc yéu t& anh hudng dén Iong tin cda sinh
ién khi mua sdm truc tuyén ma con tim hiéu vé méi quan hé gida Idng tin va hanh vi mua

sdm truc tuyén. Vi ¢8 mau 343 sinh vién hé chinh quy cua truong Dai hoc Can Tho, dé tai ung dung
céc ky thudt nghién cuu nhu: ki€m dinh hé s6 tin cdy Cronbachs Alpha, phan tich nhan 6 kham phéa
EFA, phén tich nhan t6 khang dinh CFA va mé hinh c4u tric tuyén tinh SEM. Két qua cho thay c6 3 yéu
t6 chinh téc déng dén Iong tin cta khéch hang tryc tuyén, bao gém su t6n tai cda cua hang truc tuyén,
bdo dam an toan trong giao djch va khuynh huéng tin tudng cua sinh vién. Két qua ciing cho thay rang
16ng tin c6 anh hudng truc tiép dén hanh vi mua sdm tryc tuyén va énh hudng gian tiép dén hanh vi mua
sdm truc tuyén théng qua bién thai d cua ngudi mua. Nghién ctu con dua ra mot s6 gidi phdp nhdm
d&y manh hoat dong ban hang truc tuyén cing nhu xay dung long tin va thuc ddy hoat déng mua sam

truc tuyén cda sinh vién.

Tir khéa: hanh vi mua sdm truc tuyén, Idng tin, yéu t& dnh hudng, Cén Tho.

1. Gidi thiéu

Nhiing nam gén day, vdi su bung n6 manh mé
clla cong nghé théng tin va Internet ¢ Viét Nam,
cac hoat ddng mua bén tryc tuyén dan trd nén soi
néi, cé hé théng, da va dang thu hut gidi tré va déc
biét Ia sinh vién tham gia. Cu thé 1a, nghién ciu
clia Huynh Diéu Tudng (2013) da két luan sinh
vién tai Can Tho la nhiing déi tugng nang dong,
thudng xuyén sl dung Internet vdi 81,40% sinh
vién dung Internet 2 gid/ngay va 70% sinh vién tai
Can Thd da tung mua sam qua mang. M3c du
thuong mai dién tU dang rat thinh hanh trong thoi
dai cong nghé, song dau do van con tn tai nhiing
mat trai cla nd, chang han nhu van dé vé long tin
clia ngudi mua vao cac trang thuong mai dién td.
Theo théng tin cla VETICA - Cyc Thudng mai

dién tlt va Céng nghé Théng tin v& hanh vi nguoi
tiéu dung tryc tuyén Viét Nam nam 2014, cho thay
khé kiém dinh chét lugng hang héa (78%) va
khéng tin tudng ngudi ban hang tryc tuyén (57%)
la nhiing rao can chinh khién nguoi tiéu ding con
e ngai khi dua ra quyét dinh mua s&m hang héa
tryc tuyén (Bdo céo Thuong mai Dién tl Viét Nam,
2014). Trong thai gian gén day, co rat nhiéu trang
web Ita dao ban hang qua mang da lam sut giam
16ng tin clia khach héng déi vdi viéc mua sam tryc
tuyén, gdy anh hudng xau dén nhing ngudi ban
hang tryc tuyén chan chinh. Théng qua tin tdc trén
céc trang bdo mang xa hdi, ngudi ta cling dé dang
nhan ra nhiing khach hang mua sam tryc tuyén da
déi mat voi rat nhiéu hau qua nghiém trong nhu:
mua hang khéng ding s6 lugng va chat lugng,
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théng tin thé tin dung b) danh cép, b) Ilra gat tién,
hodc tham chi nguy hiém dén ban than ngudi mua
khi ti€p xuc vdi ngudi giao hang cé y dé xau. Do
vay, van dé tao dyng niém tin cho nhiing ngudi
tiéu dung tryc tuyén la s ménh t6i can thiét va lau
dai cla tat ca nhiing ngudi kinh doanh truc tuyén.

Tém lai, muc tiéu cla nghién clu nay la phan
tich céc nhén t6 anh hudng dén long tin va tir doé
ki€ém dinh méi quan hé gilia long tin va hanh vi mua
sam tryc tuyén cua sinh vién Trudng Bai hoc Can
Tha véi cac cau hoi nghién citu cu thé nhu sau: (1)
c&c nhan t6 nao anh hudng dén long tin cla sinh
vién Trudng Pai hoc Can Tho di vdi céc trang web
thuong mai dién tl? (2) C6 hay khéng va lam thé
nao Iong tin c6 anh hudng tryc ti€p dén hanh vi mua
sdm truc tuyén cla sinh vién trudng Dai hoc Can
Tho? Md rong ra bai bao nay con diéu tra co hay
khéng va lam th& nao long tin anh hudng gian tiép
dén hanh vi mua sam tryc tuyén théng qua hai bién
trung gian thai dé va nhan thuc rdi ro?

2. Cd sd ly thuyét va gia thuyst

Theo Rousseau DM et al. (1998), yéu t6 quan
trong quyét dinh c6 hay khéng ngudi tiéu ding sé
ra quyét dinh mua sdm phu thuéce nhiéu vao long
tin. That vay, long tin ctia khach hang trorég thuong
mai dién t chinh |12 trang thai tam Iy thé hién xu
huéng sdn sang chap nhéan rui ro dya trén nhiing
Igi ich mong dgi cla khach hang. Biéu dé cé nghia
la khi khach hang dat niém tin vao mét website
bén hang, ho sé& chdp nhan nhing rui ro phéat sinh
frong qua trinh giao djch, cé xu hudng giao dich
nhiéu hon vdi ngudi ban va cd |é con san long tra
mét mic gid cao cling nhu 16i kéo nhiéu ngudi
cung tham gia mua hang.

Pé nhan dugc sy tin tudng t phia khach hang
trong giao dich thuong mai dién ti thi viéc tim hiéu
cac nhan t6 ndo anh hudng dén long tin 1a rat can
thiét. Mot trong nhiing nhan t6 dé chinh la su tén
tai (dja chi, s6 dién thoai, théng tin ngudi dai dién)
clia doanh nghiép nhdm nang cao Iéng tin clia
khach hang (Nielsen JR et al., 2000). Ngoai ra,
danh tiéng 1a mot yéu t6 quan trong ¢6 anh hudng
dén Iong tin cta khach hang truc tuyén. Tt nghién
cliu cla Yaniv | va Kleinberger E (2000), danh
tiéng clia ngudi ban la mét tai san voé hinh, cé gia
tr| ma né doi hoi su dau tu 1au dai vé nguén luc, su
nd lyc va méi quan hé vdi khach hang. Bén canh
dé, bdo dam an toan ciing la méi quan tam I6n déi
vdi khach hang khi giao dich qua Internet, néu hé
théng dam bao an toan (vi du nhu khau thanh toén
tién) clia trang web ¢ muc dd cao, ngudi mua sé
cam thay tin tudng hon vi né mang lai cho ho mét
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cdm giac an toan khi mua sdm (Gefen D et al.,
2003). Teo TS and Liu J (2005) cho réng khuynh
hudng tin tudng clia mét ca nhan co tac dong tich
cyc dén léng tin clia ho khi mua hang tryc tuyén.
Khuynh hudng tin tudng dugc dinh nghia la mét xu
hudng tin tudng vao ngudi khac trong méi trudng
giao dich thudng mai dién td (McKnight DH et al.,
2002). Khuynh hudng tin tudng nay dugc hinh
thanh trong qua trinh tudng téc ctia ca nhan dé vdi
khéng chi trong giao dich vdi ngudi ban hang truc
tuyén ma né con phu thudc nhi€u vao cac nhan {6
khac nhu van héa, tinh cach, kinh nghiém song
clia ca nhan dé trong khi giao dich mua ban vdi
cac trang mang (Lee KO and Turban E, 2001).
Piéu nay clng co nghia l1a& ca nhan cang cé xu
hudng dé dang tin tudng vao ngudi khéc thi long
tin clia ho déi véi ngudi (doanh nghiép) ban hang
tryc tuyén ciing sé dugc cling cd va theo d6 ho sé
ra quyét dinh mua sam tryc tuyén.

Bén canh dd, Iong tin ¢6 anh hudng gian tiép
dén hanh vi mua sam tryc tuyén cia ngudi tiéu
dung théng qua hai bién trung gian, dé la nhan
thuc rdi ro va thai dé clia ngudi tiéu ding. Ko H et
al. (2004) dinh nghia nhan thc rti ro la “kha nang
mé&t mat trong viéc theo dudi mét két qua mong
mudn khi tham gia vao mua sam tryc tuyén”.
Nguai tiéu dung nhdn thuec rui ro cang cao, it déng
nghia vdi viéc ho sé dé dang mua sdm hay sdn
sang cung cdp nhing théng tin ca nhan va khéng
tin tudng vao ngudi ban hang truc tuyén. Nghién
clu trudc day cling da chiing minh thai d§ la mét
nhén t6 rdt quan trong anh hudng dén hanh vi
mua sam tryc tuyén (George JF, 2004). Vi niém tin
c6 thé dugc xem nhu 1a mét sy tin nhiém, tin cay,
tinh cam, hoac ky vong vé hanh vi clia ngudi khéac,
noé ¢6 lién quan tryc tiép dén thai do va dan dén sy
sdn sang mua sam.

Van dung ly thuyét nhan thdc rti ro TPR (Ahn
Jet al., 2001) va ly thuyét hanh vi ké hoach TPB
(Ajzen |, 1991), nhém téc gia da xay dung mé hinh
nghién clu téng hgp gém 9 gia thuyét nhu Hinh 1.

H1: Su t6n tai clia cong ty théng qua trang web
¢6 anh hudng thuan chiéu dén léng tin clia khach
hang truc tuyén.

H2: Danh tiéng clia céng ty truc tuyén cé anh
hudng thuan chiéu dén long tin cla khéch hang.

H3: Su bao dam an toan cla trang web ¢é anh
hudng thuan chiéu dén long tin cla khach hang

H4: Khuynh hudng tin tudng ctia khach hang cé
anh hudng thuan chiéu dén Iong tin khi mua sam
tryc tuyén nghién ciu vé LONG TIN nhung lai ding
bién KHUYNH HUGNG TIN TUOGNG? cén phai giai
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thich cu thé... néu khéng cé thé gay hiéu
I&m, ki€u nhu “con ga - qua tring”

H5: Long tin d6i véi cac trang web
thuong mai dién t cé anh hudng thuan
chiéu dén hanh vi mua sam tryc tuyén

H6a: Long tin cd anh hudng nghich
chiéu dén nhan thic rii ro cia khach
hang tryc tuyén

Héb: Nhan thic rii ro o6 anh hudng
nghich chiéu dén hanh vi mua sam tryc tuyén

H7a: Long tin c6 anh hudng thuan chiéu
dén thai do cua khach hang truc tuyén

H7b: Thai dd cé anh hudng thuan
chiéu dén hanh vi mua s&m tryc tuyén

Hanh wvi mua
sim tryc tuyén

Bao dam
an toan
HA4(+
Khuynh hirdng /
tin twong

Hinh 1: M6 hinh nghién cuu téng hop (Integrated model)

Bang 1. Bang t6ng hop céc gia thuyét nghién cuiu va can cu chon bién

Gia thuyét nghién ctu Can cl chon bién
Tap chl/céng trinh nghién ciu Téc gia
Hy . Sy tén tai cla céng ty théng qua frang  Factors affecting customer's trust in E- Trén Huy Anh Blc
web cé anh hudng thudn chiéu dén commerce in Vietnam (2012)

long tin clia khach hang truc tuyén

H; Danh tiéng clia céng ty truc tuyén co
anh hudng thuén chiéu dén long tin cla
khach hang

Hi Sy bdo dam an toan cla trang web
coanh hudng thudn chiéu dén long tin
cla khach hang

Hg Khuynh huéng tin tudng cla khéach
hang c¢6 anh hudng thuén chiéu dén
long tin khi mua sdm tryc tuyén

Hs Long tin d6i voi cac trang web thuong
mai dién t c6 dnh hudng thuén chiéu
dén hanh vi mua sam tryc tuyén

Consumer trust in an Internet store

Consumer trust in E-commerce in the United
States, Singapore and China

Consumer ftrust in E-commerce in the United
States, Singapore and China

Factors affecting customer trust in online
shopping in Vietham

Consumer trust in E-commerce in the United
States, Singapore and China

A study of consumer frust in Internet shopping
and the moderating effect of risk aversion in
Mainland China

E-commerce: the role of familiarity and trust

Sirkka L et al
(2000)

Teo TS and Liu J
(2005)

Teo TS and Liu J
(2005)

Trén Minh (2012)

Teo TS and Liu J
(2005)

Mao D (2010)

Gefen D (2000)

Hea Long tin ¢6 anh hudng nghich chiéu Consumer trustin an Internet store Sirkka L et al
dén nhén thuc rdi ro cla khach hang (2000)
tryc tuyén Understanding online purchase intentions: Van der Heijden H
contributions from technology and trust etal (2002)
perspectives
Hep Nhan thie rdi ro cé anh hudng nghich Consumer trust in an Internet store Sirkka L et al
chiéu dén hanh vi mua sadm tryc tuyén (2000)
Consumer frust in E-commerce in the United Teo TS and Liu J
States, Singapore and China (2005)
Hza Léng tin €6 anh hudng thudn chiu dén Consumer trust in an Internet store Sirkka L et al
thai d§ cla khach hang tryc tuyén (2000)
Consumer trust in E-commerce in the United Teo TS and Liu J
States, Singapore and China (20CS)
Understanding online purchase intentions: Van der Heijden H
contributions from technology and trust etal (2002)
perspectives
Hyp Thai d§ c6 anh hudng thuan chiéu dén An analysic of factors affecting on online Mosnrefjavadi,

hanh vi mua sam tryc tuyén

shopping behavior of consumer
Consumer trust in an Internet store

M.H. et al. (2012)
Sirkka L et al
(2000)
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Bang 2: M6 ta céc thang do trong mé hinh nghién ctiu

Tén bién Khai niém S& bién Can cl
Su ton tai Pugc thé hién bing théng tin clia doanh nghiép, 4 Nielsen JR et al. (2000)
bao gém dia chi, s& dién thoai, théng tin ngudi dai
dién va viéc dang ky kinh doanh
Danh tiéng LA mét tai san v6 hinh cé gia tr) ma n6 doi hoi sy 5 Yaniv | and Kleinberger E
dau tu lau dai vé ngudn lyc, su nd Iyc va méi quan (2000)
hé vdi khach hang
Bao dam L4 viéc bdo dam nhilng théng tin ¢4 nhan cla khach 5 Koufaris (2004)
an toan hang khéng by chdn hodc by danh cdp trong khi
truyén tai qua Internet
Khuynh hudng M6t xu hudng tin tudng vao ngudi khac trong bdi 4 Lee and Turban (2001)
tin tudng canh Thuong mai dién td, dya vao van hoa, tinh
cach va kinh nghiém séng cla ca nhan
Long tin La trang thai tdm Iy thé hién xu hudng sin sang 4 Rousseau et al. (1998)

chdp nhan rdi ro thi thyc thi y dinh ¢6 can ¢l trén

nhiing Igi ich mong dgi clia ban than va ké ca hanh

vi clia ngudi khac

Kha ning mé&t méat trong viéc theo dudi mét két qua 5
mong mudn khi tham gia vao mua s&m tryc tuyén

Nhéan thuc rdi ro Ko et al. (2004)

Thai doé La c¢am giac tich cyc hay tiéu cyc (co tinh udc 4 Fishbein M and Ajzen |
lugng) vé viéc thyc hién hanh vi myc tiéu (1975)
Hanhvimua L& mét qua trinh ma ngudi tiéu dung tryc ti€p mua 4 Trén Van Tra (2014)
sdm tryc tuyén  hang hod, dich vu tU mét ngudi ban qua Internet,

ma khéng cé mét dich vy trung gian

3. Phuong phéap nghién cifu

3.1. Mau

Dua vao bang 2, cé tong cdng 8 thang do trong
nghién cliu tudng Ung vdi 35 bién quan sat. Theo
Hair va cong su (2006), ty I1& quan sat (observa-
tions)/bién do ludng (items) la 5:1, nghia la mét
bién do ludng cén téi thiu la 5 quan sat (véi 35
bién quan sat dudc dua vao phan tich nhéan tg, vay
¢d mau it nhat clia dé tai 14 35 x 5 = 175). Vay véi
kich thu6c mau n = 380 (tuong duong 22 SV/ khoa
ho&c vién) da dam bao di dd tin cay cho dé tai.
Sau khi sang loc loai 36 quan sat do chat lugng
kém, c6 t8ng cdng 343 quan sat dugc su dung.

Gidi tinh: dya vao bang théng ké, ta thay trong
t6ng s6 343 dap vién dugc diéu tra thi s& lugng
déap vién ni 1a 192 ngudi (chiém ty trong 56.00%)
va s6 dap vién nam la 151 ngudi (chiém ty trong
44.00%). Do tac gia thuc hién thu mau theo
phudng phap thuan tién véi céng cu diéu chinh
theo ty trong nganh hoc nén xét vé gidi tinh trong
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nghién ctu nay thi s& lugng dap vién nd chiém ty
trong cao hon dap vién nam. Tuy nhién, muc
chénh l&ch ndy khéng dang ké, vi vy van dam
bao tinh dai dién cho t6ng thé.

Khda hoc: xét vé khda hoc, khéa 39 chiém ty
frong cao nhéat vdi s6 lugng la 160 dap vién
(chiém ty trong 46.60%), k€ ti€p 1a khoa 40 vdi
105 dap vién (chiém ty trong 30.60%). Khoa 38
chiém ty trong thap hon véi 19.00% (bao gém 65
dap vién) va cudi cling la khda 37 vdi sé ludng
dap vién 1a 13 ngudi, chiém ty trong thdp nhét Ia
3.80%. Su chénh l&ch vé s6 lugng gilda cac khoa
hoc la bdi vi khéa 39 va khoa 40 hién dang la
sinh vién ndm 2 hodc nam 3, nén ho thudng
xuyén c6 mat tai cac nha hoc, khoa, vién. Trong
khi do, da sé sinh vién khoa 37 da ra trudng va
mét phan sinh vién khéa 38 dang thuc hién Luan
van tai nha hodc di thyc tap tai cac DN. Vi vay,
khi ti€n hanh phong van céc dép vién tai cac Idp
hoc thi s6 lugng khéa 37 va khoéa 38 chiém ty
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Bang 3. theng tin nhan khau hoc cua dép vién

d bd mén Gido duc thé chat thap nhat
la bdi vi cac dap vién tham gia da so

T o Téns& Tytong 4. tigt hoc ngoai trdi, do d6 kha nang
(Nguai) (%) ti€p can dé phong vén rat thap. Trong
A Giditinh 243 100.00 do, khoa/vign khong c6 quan sat la
- Nam 151 44.00 vién Bién déi khi hau.
- N 192 56.00 Qué quan: s6 lugng déap vién trong
méau c6 qué quan thudc khu vyc néng
B. Khéahec 343 100.00  thén Ia 268 ngudi (chiém 78.10%) va
- Khéa37 13 3.80 s6 ngudi c6 qué quan thudc khu vic
- Khéa 38 65 19.00 thanh th 14 75 ngudi (chiém 21.90%).
- Khéa39 160 46.60 3.2. Phuong phdp phén tich sé'liéu
- Knhéado 105 3060 P& thyc hién viéc phan tich s&
liu va tim hiéu méi quan hé nhan
C. Khoa/vién 343 10000  qua gidla cac khai niém trong mé
Khoa Su pham 28 8.20 hinh, cac k¥ thuat phan tich dudc &p
- Khoa Nong nghiép va Sinh hoc ting dung 24 7.00 dung bao gdm phan tich dé tin cay
2o nieatngiena. ., e 7.30 Cronbachs Alpha, phan tich nhan t&
- Khoa Céng r_\ghé théng tin va Truyén théng 22 6.40 kham pha EFA, phan tich nhan t§
=O8 Khow Kl A 110 khdng dinh CFA va mé hinh céu tric
- Khoa Thily san 23 6.70 tuyén tinh SEM.
Bl i 2z 240 4. Thyc trang mua sam tryc tuyén
7 L TeREIR oc Ty ohien 5 640 (MSTT) cla sinh vién trudng Bai hoc
- Khoa Khoa hoc Chinh tr 19 5.50 Can Tho
- Khoa Khoa hoc X& hi va Nhan vidn 18 5.20 Xét vé thyc trang mua AT e
- Khoa Ngoai ngil 19 5.50 o Falk 3
- Khoa MGi lrudng va Tai nguyén thién nhién 24 7.00 Lug:;n dré;ag Sr;g!; \3::'9 c:fl é.:ér;';?lg 1;?%
\ ggﬁi”gﬁ;’f&gﬁ i ¥ 330 bién véi s6 lugng dép vién da ting
- Vién Nghién cdu Phét trién DBSCL 15 4.40 mua s&m tryc tuyén 1a 198 (chiém ty
- Vién NC va Phat trién Cong nghé Sinhhoc 24 7.00 g&‘}g thfgg?:)'hl}?gg_n ‘;2' 1 fg?ch?gg
D. ué qua 343 100.00 '
: ‘Iqhan?\ thl: 75 2100 ¥ trong 42.30%). :
- Nbéng thén 268 78.10 Pa6i vdi cac dap vién chua tham gia

Nguén: Két qua khao sat, 2015

trong thdp hon khéa 39 va
khoa 40.

mua sam tryc tuyén, 1y do quan trong
nhat khién sinh vién khéng tham gia

Bang 4. Thyc trang MSTT cua sinh vién trudng Pai hoc Cén Tho

Khoa/vién: d6i véi hé dai hoc “ysTT

chinh quy, trudng BHCT hién cé
téng cdng 13 khoa, 03 vién va
01 bd mén Gido duc thé chat
nén dé ting tinh dai dién cho
nghién clu thi tac gia cling ti€én

N=343 Ty 1& (%)
- Nam 69
ba tifrng mua Nit 120 198 57.70
Nam 82
4 42.30
Chua tifng mua N 63 145

hanh thu thap méau theo cd ciu
khoal/vién dya trén téng thé hién cé. Khoalvién
chiém ty I& cao nhét la khoa Kinh t€ véi 38 quan
sat, tuong ing 11.10%. Do tac gia thudc khoa Kinh
t€ nén co hoi tiép xuc vdéi nhing sinh vién thudc
khoa nay la thuan tién nhat, dan dén ty trong dap
vién thudc khoa nay cao nhat. Ngudc lai, b6 mén
Gido duc thé chét cé ty trong thap nhét véi 6 quan
sat, tuong Ung 1a 1.70%. V6n di ty trong dap vién

mua sam la do khéng tin tudng vao loai hinh mua
sam nay chiém ty 1&é 54.50%. Khéng dugc xem
hang héa trudc khi mua la ly do quan trong thi nhi
Vi ty 1& 42.10%, tiép theo sau la nhan t6 khong
can thiét chiém ty & 26.09%. Trong tong s 145
dép vién chua tiing mua sam tryc tuyén, c6 86 dap
vién (chiém ty trong 59%) cho réng ho ¢ nhu cdu
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mua sédm qua mang trong thdi gian sép tdi, trong
khi 59 dap vién (chiém ty trong 41%) van sé trung
thanh véi kénh mua sam truyén théng. Bay cing
la mét tin hiéu tich cyc déi véi nhilng nha kinh
doanh truc tuyén bdi day la déi tugng ti€ém nang
con nhiéu kha nang khai thac.

Pa6i véi nhiing sinh vién da ting mua sam truc
tuyén, da s6 ho thudng xuyén mua sam qua cac
trang mang xa hoi chiém ty 1é 82.30% va trang
web clia nha ban 1é chiém ty 18 4.70%, trong

va tin tudng han. Tuy nhién, khéng cé mét can cu
chinh xac nao cho thay rang ngudi tiéu dung sé
dugc bao dam an toan tuyét déi vé chét lugng san
pham hoc van dé thanh toan nén dau dé ho van
con nghi ngd va khéng tin tudng tuyét déi vao hinh
thiic mua sam tryc tuyén. Biéu nay dugc biéu hién
qua ty | sinh vién Iya chon muc dé tin tudng &
khoang 75% - 100% ciing con kha thap.

Bang 5: Muc d@ tin tudng cua sinh vién khi MSTT

khi dé cdac trang mua theo nhdm

(muachung.vn, nhommua.com.vn,
cungmua.com.vn) lai la nhing kénh mua sam
chiém ty & kha thép (7.10%). Vé s6 tién san
sang chi tra, cé dén 80,80% sinh vién chi chi
dudi 500.000 déng cho mét Ian mua sam, trong

Mifc d§ tin tudng Tinsd T§ trong (%)
0% - 25% 11 5,60
25% - 50% 39 19,70
50% - 75% 128 64,60

75% - 100% 20 10,10
Téng 198 100

khi sé tién chi tra trén 1.000.000 déng chi
chiém 2.50%. Sd di s6 tién chi trung binh cho mét
18n mua sam dudi 500.000 chiém ty trong cao nhat
la do da sé sinh vién chua tao ra dugc thu nhap
ho&c chi cé thé kiém dugc thu nhap thdp nhd vao
viéc di lam thém, do dé kha nang dé chi tra cho
mot mén hang dat tién la khé xay ra. Két qua cling
cho thay rang da s sinh vién chll yéu mua sam
cac mat hang quén &o, giay dép, phu kién thoi
trang (chi€ém 80.30%) va mat hang sach (chi€m
24.70%). Tuy nhién, tdn s mua sam truc tuyén
cla cac déap vién lai khéng thudng xuyén (65%
dap vién mua sam khoang 1-3 I&n/nam). Ngoai ra,
tra ti€n mat khi giao hang 1a hinh thic thanh toan
chi yéu (vdi ty 1& 91.40%) va mét diéu dang ngac
nhién Ia khéng dap vién nao lya chon hinh thic
thanh toan bang cong dién tl hay vi dién tu. Diéu
nay dudc ly giai la do sinh vién van con quen vdi
phuong thuc tréa tién mat theo 16i mua sam truyén
théng va cd 1& do ho khéng am hiéu ré vé cac hinh
thic thanh toan an toan.

Khi nhiing dép vién da ting mua sam tryc
tuyén dudc hoi vé muc dd tin tudng clia ho doi vdi
hinh thic nay, c6 128 ngudi trong t8ng s6 198 dap
vién (chiém ty trong cao nhét 64.60%) cho réng
muc do tin tudng clia ho & khoang 50% - 75%, ké
dén la muc tin tudng 25% - 50% (chiém ty trong
19.70%) va 75% - 100% (chi€m ty trong 10.10%).
Trong khi d6, muc dé tin tudng 0% - 25% la muc
chiém ti trong thap nhat véi 5.60% (11/198 dap
vién). Do ap luc canh tranh va su xuat hién cla
nhiéu nha bén 1& tryc tuyén nén cé thé viéc cai
thién chat lugng san pham, chét lugng dich vy,
nang cao an toan trong viéc thanh toan va giao
nhan cling dugc cai tién theo dé khién cho nhiing
ngudi da mua hang qua Internet cam thay hai long

khoa hoc

Nén cé bang t6ng hgp mé ta& mau NC, vi du:
déc diém nhan khau hoc, s6 quan sat, ty 18...

5. Két qua nghién cdu

Pau tién, két qua kiém dinh cho thdy hé sé
Cronbachs Alpha la 0,866 (>0,6) c6 nghia la thang
do céc thanh phan dat dd tin cay va hé sé tuong
quan bién téng déu 16n hon 0,30 (Nunnally J and
Bernstein IH, 1994). Do vay, tat ca cac bién déu
phl hgp dé dua vao phan tich nhan t6 kham pha
tiép theo. Sau khi phéan tich nhan t6 kham pha
(EFA) cho céc nhéan t6 anh hudng dén long tin qua
hai lan vdi viéc loai bd mét bién quan sat thanh
phan khéng thda mén (do hé sd tai nhan t6 < 0,5)
trong khi xem xét cac hé sG khac nhu KMO,
Eigenvalues déu thoa diéu kién, két qua cé bén
nhém nhan t6 vdi t8ng phuong sai trich 1a 61,1%
(>50%) gbém (1) chat lugng dich vu(CLDV); (2)
danh tiéng (DT); (3) bdo dam an toan (BDAT); (4)
khuynh hudng tin tudng (KHTT).

Ké tiép, két qua phan tich EFA 1an 1 cho 3
thang do /ong tin, thdi d6 va hanh vi mua sdm
truc tuyén cho thdy hé sé KMO lan lugt la
0,763; 0,746; 0,759 (0,5<=KMO<=1) vdi muc y
nghia théng ké (Sig.) déu la 0,000 (<0,05) va
téng phuong sai trich (Variance Extracted) lan
lugt 1a 59,689%; 59,199%; 58,996% déu Idn
hon 50%. Tuy nhién, & thang do nhan thdc rdi ro
cdn dugc kiém dinh EFA Ian 2 do mét bién co
hé s6 tai nhan t6 1a 0,491 <0,5. Sau khi kiém
dinh, hé s6 tai nhan t6 cla cac bién déu Ién
hon 0,5, hé s6 KMO la 0,695 (0,5<=KMO<=1)
véi muc y nghia théng ké (Sig.) la 0,000
(<0,05). Téng phuong sai trich (Variance
Extracted) |a 55,006% >50% nén md hinh dudc
gidi thich bdi céc bi€n la kha tét.
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Budc tiép theo la thuyc hién phéan tich nhan t6
khdng dinh CFA. M6 hinh CFA sau khi loai bo
mdt bién khéng dat yéu cdu gia trj héi tu (do
trong s& da chudn hoa la 0,447 <0,5) va dugc
hiéu chinh bang viéc méc 2 cap sai s6 e2 va e3,
e3 va e4, két qua (hinh 2) cho thaymé hinh cé
434 bac tu do, Chi-square/df = 1,836 dat yéu cau
< 2, chis6 TLI = 0,897 () va CFl = 0,910 > 0,9;
RMSEA = 0,049 < 0,08 chi ra m6 hinh phu hgp.
Ngoai ra, trong s chua chuén héa céc bién quan
sat déu dat chudn cho phép (>=0,5) va cé y
nghia théng ké vdi cac gia tr) p déu bang 0,000
nén thang do dat gié tr| hoi tu, ngoai tri thang do
chat lugng dich vu (CLDV) ¢é méi tuong quan
gilla cac sai s6 cua cac bién quan sat nén khéng
dat dugc tinh don hudng. Bén canh dé, cac hé sé
tudng quan gita cac thanh phéan déu <0,9, tuong
Ung gia tr; p < 0,05 (d6 tin cay 95%), vi vay cac
thanh phan trong mé hinh dat gia tr| phan biét.
Céc hé s6 Cronbach's Alpha déu dat (> 0,7), do
tin cay téng hgp (pc) thang do déu > 0,5 nén céc
thanh phan cua thang do déu dat yéu cau vé do
tin cay va gia tr|.

o

C::’hl-square= 796.9
a
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Hinh 2: M6 hinh CFA cuéi cung

Bang 6: Théng ké két qua kiém dinh Cronbachs Alpha

10 ; df= 434 ; P= .000:
Chi-square/df = 1.836 ;
GFl= 868 ; TLI = .897 : CFl = .910 ¢

Cudi cung, thuc hién mé hinh SEM sau khi loai
bé 2 méi quan hé khéng cé y nghia (danh tiéng va
Iong tin, nhan thuc rdi ro va hanh vi mua sam truc
tuyén) va hiéu chinh dugc trinh bay d hinh 3 véi

* 391 bac tu do, cac chi s6 Chi-square/df= 1,805 <
2; TLI= 0,904 > 0,9; CFl= 0,914 > 0,9; RMSEA=
0,049 < 0,08, chi ra mé hinh phi hgp vdi di liéu.
Theo nhu két qua kiém dinh gia thuyét cac nhan
t6 anh hudng dén long tin clia sinh vién khi mua
s&m tryc tuyén (Hinh 3) thi gia thuyét H1, H3 va
H4 dugc Ung hd (gia thuyét H2 khéng dugc tng
hd), diéu dé co nghia la chét lugng dich vu, bao
dam an toan va khuynh hudng tin tudng (loai bd
yéu t6 danh tiéng) co sy tac dong thuan chiéu dén
long tin va giai dugc 46,90% vé muc dé tin tudng;
trong do, chét lugng dich vy (CLDV) ¢6 anh hudng
manh nhét, cling chiéu dén /ong tin (LT) vdi trong
s6 dat 0,439. Nhan t6 tac déng thd nhi la Khuynh
hudng tin tudng (KHTT) vdi trong s6 la 0,336 va
sau cung & Bdo ddm an toan (EDAT) (trong s&
0,123). Ngoai ra, nghién ciu hoan toan tng hé gia
thuyét Hs: fong tin tdc ddng tryc ti€p thuan chiéu
dén hanh vi mua sdm truc tuyén vdi trong s6 kha

manh 0,586. Khéng chi vay, Iong tin

con anh hudng gian tié€p dén hanh vi

mua sam tryc tuyén théng qua bién
trung gian la thai dé (tdc la cac gia
thuyét Hg,, H;za V@ Hyp O ¥y nghia
théng ké trong nghién clu con gia
thuyét Hg, thi khong c6 y nghia). Cu
thé 13, Iong tin c6 méi quan hé ngudc
chiéu v6i nhan thuc rdi ro (trong s6
dat -0,155)va thuan chiéu vdi thai do
sinh vién (trong s0 la 0,723). Thai do
cling c6 anh hudng tich cuc dén
hanh vi mua sdm truc tuyén vdi trong
s8 0,246.
5. Panh gia chung
Két qua qua qué trinh phéng van

343 dap vién, x{ ly s6 liéu va phan

tich cho thdy trong bén nhan té dudc
dé xuét thi chi cé ba nhan t6 cé anh
hudng thuan chiéu d&n long tin cla

RMSEA= .049

Thenado 59 Dién D) tin cy Téngphuong  sinh vién khi mua hang truc tuyén,
MG%  quansit Cronbach's Apha Dotncdytdnghop  saitich  cu thé |a chat lugng dich vu cla
CLDV 7 0,849 0,964 0,829 trang web cd sy tac dong manh nhat
DT 2 0.795 0,797 0.663 va ké dén la khuynh nhudng tin tudng
BDAT 4 0,792 0,794 0,492 clia khach hang, vi vdy ma nhing
KHTT “ 0,725 0,727 0,405 ngudi kinh doanh tryc tuyén can dau
LT 4 0.772 0.777 0.468 tu dé xay dung mét trang web uy tin,
fg"’ﬁ i g;gg g;;; g-:g ¢ chat lugng dé chiém dugc long tin
e S S S clia ngudi mua. Ngoai ra, yéu t6é vé
khoa hoc
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Chi-square= 705.846 ; df= 391 ; P= 000 ;
Chi-square/df = 1.805 ;

GFl= 873 ;TLi = 804 ; CFl= 914,
RMSEA= 049

G

Hinh 3: M6 hinh SEM cudi cung (da chuan héa)

bdo dam an toan théng tin ca nhan va hé théng
thanh toan cling can dudc doanh nghiép quan tam
dé c6 thé thu hut lugng I6n khéach hang va tang
cuong hoat dong thuong mai truc tuyén. Tuy
nhién, yéu t6 danh tiéng cla ngudi ban hang lai
khong cé anh hudng dén long tin cla sinh vién.
Xét vé tinh hinh thyc té hién nay, c6 rat nhiéu cta
hang tryc tuyén xuéat hién & nhiing trang mang xa
hoi nhu Facebook, mi€n ngudi ban la nhiing ngudi
quen biét, hang héa tréng bat mat, hap dan vdi gia
ca vira phai thi nhiing ngudi ban trén céng déng
mang san sang tin tudng dé tin ding san pham.
Qua d6 cho thay nhing clta hang truc tuyén nay
khéng hé cb tén tudi ndi trdi trén th trudng nhung
van chiém dudgc long tin khach hang, ban dugc rat
nhiéu hang héa va nguén doanh thu clng kha
cao. Hdn nita, déi vdi tdng I6p sinh vién, nhiing
trang web qua néi ti€ng thi lai khdng thich hgp déi
véi ho bdi da sé nhiing san phdm & nhiing trang
ndi tiéng thi cd gia kha dat ma Ida tudi sinh vién
khéng di kha nang dé chi trd cho nhiing mén
hang nhu vay.

Khéng chi vay, nghién clu con cho thdy long
tin khéng chi c¢é anh hudng truc ti€p dén hanh vi
mua sam truc tuyén ma con anh hudng gian tiép
théng qua bién trung gian la thai dg cla sinh vién,
vi thé ma van dé c6t 16i doi vai cac doanh nghiép
tryc tuyén van |a lam thé nao dé cé thé tao dung
dudc niém tin va thai do tich cuc ndi khach hang.
Bdi chi khi khach hang tin tudng, ho mdi san sang
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chi trd dé mua hang tryc tuyén va tu dé
quyét dinh mua hang théng qua céc
trang web thuong mai dién tl cling sé gia
tang. Diém khac biét clia dé tai nay so
véi cac dé tai trudc dé 1a nhan thic rdi ro
cuia khach hang lai khéng anh huéng dén
hanh vi mua sam cuta ho. Piéu nay dugc
Iy giai 1a do da s6 nhiing san pham ma
sinh vién Iya chon la nhiing hang hoa ré
tién (< 500.000d), nén chi phi mat mat Ia
khéng déang ké va vi thé ho khong qua
® xem trong dén van dé rli ro. Mién la
Y nhiing mén hang dé dep, hgp thdi trang
o Vva ho cam thay thich thi ho san sang chi
trd mot sé tién nhd dé dap Ung nhu cdu
mua sdm. Hon nda, rdt nhiéu sinh vién
lya chon phuong thuc tra tién mat khi
nhan hang, tdc la khi nhan dugc hang
héa ti ngudi ban thi khach hang sé dugc
kiém tra hang héa trudc réi mdi tra tién,
vi vay rui ro sé la thap nhat.
6. Gial phap
Két qua cho thdy chat lugng dich vy, bao dam
an toan va khuynh hudng tin tudng la 3 nhan té
quan trong anh hudng dén long tin cta sinh vién
khi mua hang héa qua Internet. Vi vay, céc giai
phép dugc dé xuat cho nhing ngudi kinh doanh
truc tuyén va khach hang nhdm néng cao long tin
trong mua sam tryc tuyén sé dugc tap trung vao 3
khia canh, bao gém: chét lugng dich vu cla trang
web; bdo dam an toan trong giao dich va khuynh
huéng tin tudng clia ngudi tiéu diung. Song song
dé, nghién cliu cling dua ra két qua la long tin
khong chi anh hudng tryc ti€p dén hanh vi mua
sam ma con tac dong gian ti€p théng qua bién
trung gian la thai do cua ngudi mua. Chinh vi thé,
dé thic ddy viéc mua sadm tryc tuyén cla ngudi
tiéu dung thi cac giai phap dua ra cén tap trung
vao hai nhan t6 chinh, dé la: xay dung long tin va
nang cao thai dé tich cyc clia ngudi mua.
6.1. V@& phla nha kinh doanh tryc tuyén
- Nang cao chéat lugng dich vu cla website:
cong ty ban hang tryc tuyén can cung cap théng
tin ddy du vé tru sd, dia chi email, s6 dién thoai,
théng tin clia ngudi dai dién trén website ctia cong
ty ho3c cac phuong tién truyén théng dé khach
hang cam thdy an tdm khi mua hang. Ngoai ra,
doanh nghiép ciing phai dam bao chat lugng san
phdm giéng nhu hinh anh da cung cap trén trang
web, tranh trudng hgp khach hang that vong khi
nhan san phdm khéng giéng nhu da mé ta, quang
cao. Van dé dao tao va bdi dudng kién thuc
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chuyén mén cho doi ngl nhén vién cling rat céan
duge quan tdm nham gilp ngudi mua cam thay
thoa man, tin tudng va cé thé chon dugc nhiing
san phdm ung ¥, pht hop déi vdi ho.

- Bao dam an toan vé hé théng théng tin ca
nhan cla khach hang va hé théng thanh toan:
dam bao théng tin cia khach hang 1a mét nhiém
vy thiét yéu va quan trong la ngudi ban khéng bao
gié cung cap nhiing thdéng tin nay cho bén thif ba
nham chudc Igi. Dac biét, doanh nghiép cén tién
hanh lién két véi cac san giao dich Thudng mai
dién tl, ngan hang chuyén nghiép va cé uy tin dé
xay dung cac chuong trinh bao dam thanh toan,
diéu nay gilp ngudi mua nhan dién don v| ban
hang uy tin va an tdm hdn khi thanh toan. Ngugi
ban cling c6 thé dua ra nhiéu hinh thic thanh toan
nhu hinh thic thanh toan tam gilf clia cac cdng
thanh toan dién td (baokim.vn, nganluong.vn,
123pay.vn,...). Qua dé, nhing trudng hgp phan
nan hodc khiéu nai sé dugc giai quyét nhanh
choéng va hgp ly, d@m bao mang lai sy hai long cho
khach hang.

- Nang cao khuynh hudng tin tudng clia khach
hang: day la mét tién dé kha quan trong anh
hudng dén Iong tin clia khach hang khi mua sam
truc tuyén nén nhiing chién luge dugc ti€n hanh
nham thuc ddy su tin tudng va tdm ly mua hang
clla ngudi tiéu dung la rat can thiét. Bat cu thong
tin gi trén website ching té san phdm clia doanh
nghiép rat dugc ua chudng va yéu thich bdi cdng
dong thi sé tac dong dén viéc tin tudng nhan hiéu
d6i véi khach hang. Néu cé nhiing phan héi &t t
bao chi hodc khach hang thi doanh nghiép ciing
cén phai chia sé lén website ban hang cta minh.
D6 ciing la mét cach rat hiu hiéu dé nang cao
Iong tin & ngudi tiéu ddng.

- Nang cao thai dé tich cuc cla ngudi tiéu
dung: ngudi ban cling cdn phai cung cép théng
tin va nguén géc chinh xac vé san pham nhu:
nhan mac hang hda, chat liéu, kich cd, kiéu
dang,... d&€ khach hang tham khao, danh gia va
Iya chon san pham. Bén canh dé, trang web ban
hang phai cé tinh chuyén nghiép, cu thé la thong
tin vé ngudi ban ciing nhu théng tin vé san phdm
can dudc b tri mét cach hai hoa, hgp ly trén
website. D4c biét, nhitng san phdm cla cdng ty
phai dugc thé hién mét cach bat mat, hap dan,
thu hut nguai tiéu dang.

6.2. D6l vdi khach hang

DE trd thanh mét ngudi tiéu dung théng minh
va chon Iya dugc nhiing ndi mua s&m dang tin cay,
khach hang cén phai chi y dén chat lugng djch vy

ma ngudi ban hang truc tuyén cung cdp. Nhing
gidi phép cu thé sé dugc liét ké dudi day:

- Lya chon nha cung cdp dich vy uy tin: khi
muén mua sam tryc tuyén, khach hang cén kiém
tra tinh xac thyc va hgp phap clia website
Thuong mai dién ti théng qua Céng théng tin
quan ly hoat déng Thuong mai dién tu thuéc B
Cong Thuong tai dia chi
http://www.online.gov.vn. Ké ti€p, ngudi tiéu
dung tryc tuyén cing cdn phai nam ré thong tin
clia hang tryc tuyén, cach thic xu ly khi cé vén
dé phat sinh, dién hinh nhu 1a van dé bao hanh,
tra hang va hoan tién. Khéng chi vay, déi lic
hinh anh khéach hang nhin thay trén trang mua
ban va san phdm nhan dugc sé khéng gidng
nhau, do anh chinh stfa mau, ho4c moé ta chua
sat thyc. Vi vay, hay tim hi€u that kj vé cung mot
san phdm dé trén céc trang khac hoic nhd tu
van ti nhing ngudi da ting mua san phdm tuong
ty nhu vay.

- Bao dam an toan trong qua frinh giao dich: st
dung céng cu thanh toan tryc tuyén clia cac nha
cung cap la mét gidi phdp mua sam an toan. Dién
hinh 1a dich vu Bankplus cua Viettel hoac hinh thic
vi dién t - [a mét tai khoan dién tu, cé chlc nang
nhu mét chiéc vi tién trong thé gidi Internet nham
hé trg ngudi dung giao dich tai cac trang web
Thudng mai dién tu va tai cac cdng déng mang co
hoat dong thanh toan ho#c tra phi. Vi dién ti gilp
ngudi dung yén td&m hon khi mua s&dm va van dé
chuyén tién - nhan tién gilta cac vi cling dién ra
mét cach thuan tién, nhanh chéng va an toan.

- Nang cae khuynh hudng tin tudng: mét giai
phap gilip kiém tra dé uy tin cla ngudi ban Ia
ngudi mua cé thé tham khao y kién clia ngudi than
va ban bé tin cay. Bac biét, vdi nhiing trudng hgp
gia ban ré han nhiéu so vdi gia chung cda thy
trudng thl ngudi tiéu dung cén phai tra clu muc do
uy tin clia website théng qua céc 16 chiic tin nhiém
nhu Safeweb.vn. Bén canh dé, khach hang ciing
nén mua s&m & nhiing trang web ¢6 nhiéu phan
héi t6t tU phia khach hang cua ho, bdi dé la nhing
bang chiing ching t6 doanh nghiép kinh doanh
nhiing san phdm c6 chét lugng tét.

- Tao thai d tich cuc khi mua hang: khach
hang cén Iya chon nhiing website tao cam giéc
thoai mai va thuan tién nhat khi mua sadm, tranh
cac thu tuc rudm ra khi dat hang va thanh toéan.
Pic biét 1a, nén mua sam 4 nhiing clfa hang truc
tuyén c6 cung cédp day du cac théng tin vé san
phdm dé c6 thé cé nhiing quyét dinh mua hang
ding dan nhat.
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TU cac giai phap trén, nhiing ngudi kinh doanh
truc tuyén sé xay dung chién lugc kinh doanh phu
hdp nham xdy dung niém tin & ngudi tiéu dung,
thiic ddy hoat déng ban hang ciing nhu mé rdng
thuang hiéu tryc tuyén, gép phan cho sy tang
trudng va phat trién hoat déng Thuong mai dién tl
tai Viet Nam trong thdi gian tdi. Ngoai ra, khach
hang ciing trang by dugc mét s6 ky nang dé co thé
tré thanh nhiing ngudi tiéu dung théng minh, gitip
ho cam thay ty tin, an tdm khi mua hang qua
mang, qua dé clng gilp ngudi ban hang truc
tuyén hoat dong mét cach cé hiéu qua hon.

7. Két luan

Qua qua trinh khao sat va phan tich cho thdy
chat lugng dich vu cla trang web, bdo dam an
toan trong qua trinh giao dich va khuynh hudng tin
tudng ctia khach hang la ba nhéan t6 thiét yéu anh
hudng truc ti€p dén long tin cla sinh vién khi mua
hang truc tuyén. Nghién clu con dua ra két qua 1a
Iong tin ¢é anh hudng manh (tryc tiép) dén hanh vi
mua sam truc tuyén cla sinh vién va anh hudng
gian tiép thong qua bién trung gian 1a thai dé ngusi
mua hang. Nghién clu nay sé la tién dé cho cac
nghién clu sau nay vé hanh vi ngudi tiéu ding,
bdi khong chi co long tin méi tdc ddng dén hanh vi
mua sam ma sy hai léng hay long trung thanh
ciing sé cd tac dong dén quyét dinh mua sam truc
tuyén ctia khach hang. Ré rang, déng gép thiét
thuc clia nghién ciu nay khéc so vdi cac nghién
clu khac khéng chi b8 sung vao cd sé Iy luan vé
Thuong mai dién t ma quan trong hon con bd
sung thém di liéu khao sat thyc nghiém ti khia
canh cau, diéu nay gilp ich cho cac doanh nghiép
(ctta hang tryc tuyén) hoan thién hon vé hoat dong
kinh doanh Thudng mai dién ti.
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Summary

The research aims to analyze the factors
affecting the trust of students in shopping online
as well as the relation between trust and online
shopping behavior. With the sample of 343 full —
time students at Can Tho University, the stud
applied such research techniques as Cronbachs
Alpha, Exploratory Factor Analysis (EFA),
Confirmatory Factor Analysis (CFA) and Structural
Equation Modeling (SEM). The results show that
three major factors affecting the trust of online
shoppers include the existence of online shops,
security in transaction and trust pattern of stu-
dents. It can also be seen that trust has a direct
effect on online shopping behavior and indirect
impact on online shopping behavior through buy-
ers attitude. The research also suggests some
recommendations on promoting online selling and
building trust as well as students online shopping
behavior,
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