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Truong Pai hoc Ton DPirc Thang, Viét Nam

TU KHOA TOM TAT

Do tin cay,

gilr chan khach hang,
mua sim truc tuyéh,
nhan thirc vé tinh dé
st dung, niém tin.

Muc tiéu ctia nghién ctru nhim kham phé cac yéu t6 tac dong dén niém tin va giit chan khach
hang trong qua trinh mua sam truc tuyén dua trén 1y thuyét Sir dung va Hai long, dong thoi ciing
danh gi4 vai tro trung gian ctia niém tin trong mdi quan hé nay. Nghién ciru st dung phuong
phép PLS-SEM dé phén tich dit liéu tir 300 khach hang di tham gia mua sim tai cira hang tryc
tuyén it nht ba 14n trong sau thang gan day. Két qua cho thay, d6 tin cdy va nhan thirc vé tinh d&

str dung co tac dong dén niém tin va giit chan khach hang, thiét ké website khong ¢6 tac dong
dang ké trong mbi quan hé trén. Ngoai ra, niém tin ciing dong vai tro trung gian trong mdi quan
hé gitra do tin cdy, nhan thirc vé tinh d& sir dung va gitr chan khach hang. Tir két qua nghién ciru,
tac gia dé xuat mot sd giai phap gitip doanh nghiép nang cao niém tin va giir chan khach hang
thong qua cai thién do tin cdy nhan thirc vé tinh dé sir dung ctia cira hang truc tuyén.

1. Giéi thiéu

Trong bi canh mua sim truc tuyén ngay cang phat
trién, ddc biét tai Vit Nam s6 lugng nguoi ti€u dung
tryc tuyén ngay cang tang Cu the theo bdo cao cua
Cuc Thuong mai dién tir va Kinh té s, udc tinh ¢ gan
61 trleu nguoi tiéu dung tai Viét Nam mua sim truc
tuyen trong nam 2023, gia tri mua sim cua mot ngu(n
vao khoang 336 USD. Béo c4o méi nhat vé hanh vi
mua sdm cua NielsenlQ VN cling nhan dinh nguoi tiéu
dung Viét Nam dang c6 tan suat mua sam online cao
gip d6i so véi nam 2023. Bit kip xu hudng trén, nhleu
doanh nghi¢p da phat trién cac ctlra hang truc tuyen de
dap tmg nhu cau ciia khach hang. Tir day, datra van de
kho khan cho doanh nghiép do6 la 1am sao dé tao nlern
tin va sy gan két khach hang véi ctra hang truc tuyen
khi ma hién nay sy canh tranh nay con dén tir cac san
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thuong mai dién tir 1on.

Mic du nhiéu nghién ctru trude day da de cap dén
niém tin trong mua sam tryc tuyen nhung chu yéu tap
trung vao moi quan h¢ gifta ni€ém tin va sy hai long hodc
long trung thanh cua khach hang, it nghlen clru tryc ticp
vé tac dong cua niém tin dén viéc giir chan khach hang
bic biét, chua c6 nhleu nghlen ctru kham pha cac yéu
t6 tac dong dén niém tin va gitr chan khach hang trén
chinh ctra hang tryc tuyen cua doanh nghlep ma chu yeu
12 nghi€n clru trén cac san thucyng mai dién tir. Mot s6
nghlen ctlru c6 dé cap dén niém tin nhu mot yéu tb trung
g1an nhung chua xem xét day du méi quan h¢ glua cac
yéu t6. Vi thé, nghlen clru nay s& gitip bo sung goc nhin
quan trong cho cac doanh nghi¢p dang vén hanh cua
hang truc tuyén. Céc yéu t6 dugc xem xét dua vao mo
hinh du bao cho viéc tao nén niém tin va su gan ket
cho khach hang tai cira hang truc tuyén gém: thiét ké
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website, d9 tin cay va nhan thirc vé tinh dé str dung Bén
canh do, nghren ctru danh g1a vai tro trung gran cua nlern
tin trong moi quan hé giira cac yeu t6 da de cap voi yéu
t6 giit chan khach hang trong qua trinh mua sam tai cira
hang tryc tuyén ciia doanh nghiép.

Nghién cuu sir dung phuong phap PLS-SEM de
phén tich dir li€u tir 300 c& nhan da tham gia mua sim
tai cura hang truc tuyén it nhat ba lin trong sau thang
gin day. Keét qua cho thay, do tin cay va nhén thirc vé
tinh dé str dung c6 tac dong dén niém tin va giir chan
khach hang, thiét ké website khong co tac dong dang
ké trong moi quan hé trén. Ngoa1 ra, niém tin cling
dong vai tro trung gian trong moi quan h¢ gitra dg tin
cdy, nhan thirc v€ tinh dé dung va gitr chan khach hang.

Tir két qua nghlen ctru, de xuat mot sb giai phap
giup doanh nghlep nang cao niém tin va gitr chan khach
hang thong qua viéc cai thién nhan thirc vé tinh dé s
dung va d9 tin cdy cta clra hang tryc tuyén.

2. M6 hinh ly thuyét — Phwong phap nghién ctru
2.1. Co s¢ Iy thuyét va gid thuyét nghién ciru

2.1.1. Thuyét sir dung va hai long (Uses and
Gratification)

Thuyét sir dung va hai long (Uses and Gratifications
Theory - U&G) la thuyet tam ly xa@ hdi hoc dugc phat
trién boi Katz va cong sy (1973) ap dung trong linh
vuc truyen thong Ly thuyet nay tap trung vao viéc
gidi thich nguyén nhan va phuong thirc ma cac ca nhan
chon sir dung phuo‘ng tién truyen thong dé thoa méan
nhu ciu. Dya trén ndi dung cualy thuyet U&G, dbi véi
nghién ctru nay, tic gid s€ tap trung vao kham pha tac
dong clia thiét ké trang web, do tin cay va cam nhan
vé su dé sir dung dén niém tin va gitr chan khach hang
trong moi trudong mua sim truc tuyén

2.1.2. Thiét ké website, niém tin va giit chdn khdach hang

Thret ké website 1a qua trinh tao ra mot website co
su két hop gitra cac khia canh gom b6 cuc website, ndi
dung va thiét ké d6 hoa, tir 6 gitp phat trren su tuong
tac gitta khach hang vOi clra hang tryc tuyén. Tuong
tu, nghién ctru cta Saoula va cong su (2023) cho rang
dé danh gia mot website, ngucn ding c6 thé dya trén
cac khia canh nhu cong nghé clia website do, tinh diéu
hudng, giao dién va bo cuc website.

Niém tin 1a yeu to d3 duogc thao luan trong nhidu
nghién ctru ¢ rat nhiéu linh vye. Trong do, Kim va
Benbasat (2003) dinh nghia niém tin trong mua sim
truc tuyén (e-trust) [a “sy tin cay, su san sang cua nguoi
tiéu dung dé chap nhén nhirng rti ro khi giao dich mua
sam truc tuyen dua trén ky vong rang nguoi ban sé
tuén thu cdc giao dich da thoa thuan va cung cap cac
san pharn hodc dich vu ding nhu cam ket Chat lugng
thiét ké website 13 mot trong nhitng yéu t quan trong
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gilip nang cao niém tin va giit chan khach hang trong
thuong mai dién tir (Basha va cong su, 2020).

Gitr chan khach hang tryc tuyén dugc Wen va cong
su (2011) dé cap chinh 13 y dinh mua lai san pham hodc
dich vu tir cing mot kénh hodc cira hang tryc tuyén
ma truge do khach hang da mua. Albayrak va cong su
(2020) cling dong y rang nhiing thong tin s& hién thi
trén website cua doanh nghrep ¢6 thé anh huong dén
mure dg hai 1ong cua ngudi dung va co thé dan dén viéc
mua lai dang ké cua khach hang. Tir 18p luén trén, tac
gia dé xuat céc gia thuyét sau:

Hla: Thzet ké website cé moi quan hé tic dong
dong blen dén giit chdan khach hang trong mua sam
truc tuyen

HIb: Ti hlet ké website c6 moi quan hé tac dong dong
bién dén niém tin khach hang trong mua sam truec tuyén

2.1.3. B tin cdy, niém tin va giit chdn khdach hang

Theo Kim va Lee (2002) do tin cdy duoc mo ta la
viée cung cap dich vu, san pharn da hura trong khung
thoi gian nhat dinh, cac chi tiét cia san pharn dich vu
dam bao su chinh xac so voi nhu’ng gi hién thi trén
website. Nghlen cliru ctia Zhu va cong su (2002) kham
pha vai tro cta cac dich vy dya trén cong nghe thong
tin trong viéc nang cao chat Iuong dich vu ngan hang.
Ket qua nghren ctru cho thay, cac doanh nghiép dang
nd lyc xay dung nlem tin va gilr chan khach hang trong
moi truo‘ng tryc tuyén bang cach nang cao do tin cdy
trong quaé trinh cung cap cac dich vu. Didu nay la do
niém tin la yeu t0 quan trong nhat anh huong dén quyet
dinh mua sam truc tuyén cta khach hang (Basha va
cong sy, 2020; Kim & Lee, 2002).

Saoula va cong sy (2023) cho rang su khong chic
chin trong mua sim tryc tuyen Xudt phat ttr viéc khach
hang khong dugc cung cip ddy du cac thong tin vé san
pham va dich vy hodc thong tin dugc cung cép khong
rd rang. Cung quan diém véi cac tac gia tren trong
nghlen clru cua Wen va cong su (201 1) cho thiy do tin
cdy cua san pham hogc dich vu ¢6 m6i quan hé chat
ch@ véi niém tin. Tir dy c6 thé khing dinh rang nhiing
tac dong tich cyc cua hinh anh thuong hi¢u cling s€ anh
huong dén long trung thanh cua khach hang. Tac gia
dua ra gia thuyét rang

H2a: D6 tin cdy c6 moi quan hé tac dong dong bién
dén giiv chan khdch hang trong mua sam tryc tuyen

H2b: D¢ tin cdy c6 moi quan hé tac dong dong
bién dén niém tin khach hang trong mua sdam truee tuyén

2.1.4. Nhin thirc vé tinh dé sir dung, niém tin va gii
chan khach hang

Theo Moslehpour va cong su (2018), “nhan thtc
vé tinh dé sir dung” dwoc dinh nghia 1a mic d6 ma mot
khéch hang khi sir dung mot website nao do s€ khong
doi hoi nhiéu nd luc, diéu nay c6 nghia 12 ho ¢6 thé truy
cap dé dang va tuong tac véi trang web dé. Cac nghién
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ctru trudc day cho rang nhan thirc vé tinh dé sir dung
dugc coi 1a yéu té quan trong dé giit chan khach hang
(Wen va cong su, 2011).

Nghién ctru gan day clia Wen va cong sy (2011) chi
ra rang khi khach hang nhan thay mot hé thong hodc
dich vu dé sir dung, ho s& ¢6 xu hudng tiép tuc sur dung
va gan b6 véi hé thong hodc dich vu d6. Nhan thic vé
tinh d& str dung ciing s& tac dong tich cuc dén ¥ dinh
mua lai cua khach hang (Basha & cong su, 2020). Pong
¥ v6i cac nhan dinh trén, Wilson va cong su (2021) cling
cho rang khach hang s€ ¢6 xu hudng né tranh st dyng
mot nén tang cong nghé kho hleu thay vao do, ho sé
tim kiém cac lya chon thay thé cung cép cac hoat dong
twong ty nhung dé hiéu hon. Cac nghién ctru gan day,
Balci (2021) da phathiénra rang ca nhén thirc ciia khach
hang vé tinh de su dung va ve tinh hitu ich deu c6 anh
huong dang ké dén viéc tac dong tich cuc dén y dinh
mua lai cua khach hang thong qua nlem tin trong nganh
thuong mai dién tir. Tu day, tac gla dé xuat g1a thuyet

H3a: Nhdn thitc veé tinh dé su dung c6 moi quan
hé tac dong dong bzen dén giit chdn khdach hang trong
mua sam tryc tuyen

H3b: Nhén thirc ve tinh dé sir dung cé moi quan hé
tac dong dong bién dén niém tin khdach hang trong mua
sam truc tuyen

2.1.5. Vai tro trung gian ctia niém tin truec tuyén

Raman (2020) danh gia ring niém tin trong moi
truong mua sam tryc tuyén 1a mot phan quan trong
trong qua trinh thyc hién cac giao dich thuong mai
dién tu. Cac nghlen ctru trude day da kham pha ra rang
niém tin cé vai tro trung gian trong khi do luong ¥ dinh
mua hang (Irshad & cdng su, 2020). Nghlen clru cua
Rauyruen va Miller (2007) tap trung vao b01 canh B2B
(Business-to-Business) va xem xét cach niém tin anh
huong dén sy trung thanh va y dinh mua lai ctia khach
hang, nghién ctru cho thdy niém c6 tac dong manh mé
den su hai long va long trung thanh cua khach hang
Tong hop cac két qua nghlen clru cua Saoula va cong
su (2023); Rauyruen va Miller (2007) cho thay niém
tin anh huong tich cyc dén hanh vi mua sim ciia nguoi
tiéu dung, ho s€ khong tham g1a vao céc giao dich trén
cac san thuong mai dién tr néu ho khong tin tudng.
Voi nhung két qua cua cac nghién clru trudce day, tac
gia dé xuat cac gia thuyet sau:

H4: Niém tin c¢6 moi quan hé tic dong dong blen
dén giiv chan khach hang trong mua sam tryc tuyen

Hba: Nlem tin ¢o vai tro trung gian cho moi quan
hé giita thlet ké trang web va giit chan khach hang
trong mua sam truc tuyen

H5b: Niém tin ¢é vai tro trung gian cho moi quan
hé gitta do tin cdy va giit chan khach hang trong mua
sam truc tuyen

H5c: Niém tin o vai tro trung glan cho moi quan
hé gitka nhan thirc vé > tinh dé sur dung va gitk chan khach
hang trong mua sam truc tuyen
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2.2. M6 hinh nghién cuu

[ Céc dong e tao su gin két trong moi truomg trye tuyén | [ Két qua cia s gfn két trong mei ruemg true tuyén |

Niém tin khach
hang trong mua
sam truc tiep

H5a (+) HIb(+)

Thiét ké
Website

H2a (%)

Gir chan khach
hang trong mua
sam truc tiep

Nhian thie
vé tinh d&
str dung

H3a ()

_____________ Téc dong gidn tiép/diéu tiét

Ghi cht:  ——————> Téc dong tryc tiép

Hinh 1. M hinh nghién ctru dé xuit
2.3. Phwong phdp nghién ciru
2.3.1. Phwrong phap thu thap dir li¢u

Hinh thire thu thap dit li¢u s€ thong qua thyc hién
gu1 khao sat tryc tuyén bang Google Form 1én trén céc
nén tang mang xa hoi nhu Facebook, Zalo (cac nhoém
hoc tip, nhém 1am viéc). Bén canh do, tac gia cung tao
ma QR khao sat deé truc tlep moi ngu’0’1 tham gia tai cac
dia diém cong cong nhu noi lam viée, ctra hang tién loi.
Viéc da dang hinh thic tiép can, s€ giip m& rong pham
vi khdo sat, ting mirc d§ da dang vé do tudi, nghé nghiép
va hanh vi tiéu dung cta doi tuong tham g1a khao sat.

]-301 tuong khao sat huong dén 1a cac ca nhan co
do tudi tir 18 tu01 trd 1én sinh song va lam vi€c tai khu
vyc thanh phd HO Chi Minh, ¢6 tham giamua sam tryuc
tuyén tai website cua doanh nghlep it nhat 3 lan trong 6
thang gan day (tlnh tur thoi gian guri khdo sat).

Kich thuge cua mau nghién ctru tham L khao c& mau
dé xuit cua Hair va cong su (1998), c& mau tdi thiéu 1a
n=>5*x (x: s6 luong quan sat). Trong nghién ctru ny,
¢6 20 myc duge su dung trong nghién cttu. Do do, c&
mau t6i thiéu 1a 20% 5 = 100. Tuy nhién, dé tang do tin
cay trong phan tich nhan t5 kham pha, nghién ciru wéc
tinh c& mau n = 300.

2.3.2. Phurong phdp thiét ké khao sdt

Trong nghién ctru nay, tac gia tlen hanh xay dung
phién ban Ti€ng Vi€t cho bang hoi bang cach phién dich
tir tiéng Anh sang tiéng Viét cac thang do tham khéo tur
bai nghién cttu ctia Saoula va cong su (2023). Nharn
dam bao tinh pht hop voi bdi canh tai Thanh phd H)
Chi Minh (Viét Nam), tac g1a da thuc hién nghlen clru
so bd thong qua tham khao ¥ kién chuyén mon vdi céc
giang vién thudc Khoa Quan tri Kinh doanh — Truong
Dai hoc Ton Due Théng. Trén co s6 do, bang cau hoi do
luong dugce tong hop thanh 20 bién quan sat trong tng



Tran Thi Thiy Nguyén va Tran Cong Dirc

v6i 5 bién nghién ctru chinh, dam bao sy phi hop va do Biing 2. H¢ s6 tai ngoai ciia cdc bién quan sat
g p ¢
tin cay cho m6 hinh nghién ctru. Trong nghién ctru nay,
tac gia su dung thang do Likert 7 dlem (1 — hoan toan Gitt Nhan
khong dong ¥ dén 7 — hoan toan dong ¥) dé do luong chan  thacvé  Niém  Thiétké D tin
) e . . A VIF
mirc do dong thuan ctia nguoi tham gia khao sat. khich  tinhde  tin  Website  cay
hang sir dung
3. Két qua va thao luin ERL 0,829 Lol
ER2 0,906 3,038
3.1. Thong ké mé td mau ER3 0,898 2,899
NTI1 0,869 3,108
Dit liéu nghién ctru dugc thu thap tr thang 9 nam NT2 0.835 507
2024 dén thang 02 nam 2025, véi kich thuéec mau la ’ '
343 quan sat. Sau khi loai 43 quan sat khong phu hop NT3 0,733 1,682
(Vidu dung mot dap an cho tat ca céu tra 101), sO quan NT4 0,824 2,039
sat cu01 cung dé phan tich 1a 300. NT5 0,887 2,945
Két qua phan loai quan sat theo g101 tinh, do tudi va PEUIL 0.785 1,683
kinh nghiém st dung Internet cho thay gi6i tinh nit c6 ty PEL2 0.859 2,155
1€ cao nhét voi 54%, gioi tinh nam c6 ty 1€ 46%. Nhom PEUS 077 703
tu01 chiém ty 1¢ cao nhét 1a nhom tu01 tr 18 den 24 tu01 ’ ’
chlern ty 16 47%, tiép theo 1a nhom tudi tir 25 dén 35 tudi PEUA 0,870 2,270
chiém ty 1& 36%. Nhom c6 kinh nghiém trong viéc sir TC1 0,861 2,392
dung Internet tir 7 — 10 ndm ¢0 ty 1€ cao vugt trdi so voi TC2 0,841 2238
0
cac nhﬁ)mhcon lai voi ty 1€ J9A) lIl(e‘[ qua trén cho thay TC3 0828 1,991
mau phu muc ti€u cua bai nghién ctru nay.
phu hop mt g y TC4 0,823 1,882
Bang 1. Thong ké mé ta miu khio sat WDl 0,830 2,099
WD2 0,755 1,441
M6 ta mau S6 lwong Ty l¢ WD3 0,879 2,523
Nam 138 46% WD4 0,816 1,914
1. Giéi tinh o o
Nir 5 . £ A S A Ao
g i Bang 3. Keét qua kiém dinh d¢ tin cay va
18 - 26 tuoi 141 47% tinh hoi tu cta thang do
2. D6 tudi 27 - 35 tubi 108 36%
Trén 35 tudi 51 179 g
ren 33 ol i Cr‘/’;‘lb‘;l“h S tho A CR AVE
1-2 ndm 1 0% pha
3. Kinh nghiém 3.4 nim 3 4% Giit chan khach hang 0,851 0,851 0910 0,772
sir dung Internet 5.6 ndm 50 17% Nhan thiic vé tinh d& sir dung 0,840 0,845 0,893 0,678
7.10 nim . 79% Niém tin 0,887 0,891 0,918 0,691
Téng 300 100% Thiét ké Website 0,838 0,839 0,892 0,674
DG tin cy 0,859 0860 0905 0,703
3.2. Ddanh gia mé hinh do lwong Bang 4. Két qua kiém dinh gia tri phan biét cia
thang do
Béng 2 cho thay tat ca cac b1en dugc su dung trong
mo hinh déu thoa diéu kién vé chi s hé sb tai ngoai Gitrchan Nhanthie s oo DO
(outer loading) (16n hon 0,7). Ngoal ra, dua trén két khich  vétnhdd  TT o tin
qud bang 3, cho thay tat ca cac bién trong mo hinh hang ~ surdung cdy
nghién ciru déu c6 gia tri CR, Cronbach’s Alpha 16n Giir chan
hon 0,7 va AVE nho hon 0,5. Nhu vay, cac thang do khach hang
duoc s dung trong bai nghién clru ¢6 du do tin cay Nhan thie vé ¢
va dat tinh hoi ty dé c6 thé thyc hién céc bude dénh tinh de sir dung
gia tiép theo. Cudi cling, danh gia tinh phan biét cua Niem tin 0,789 0,828
thang do, tac gia sir dung h¢ 56 tuong quan Herterotrait Thiét ké 0.723 0.819 0711
— Monotrait (HTMT). Két qua cta bang 4 cho thay, Website ’ ’ ’
thang do dam bao tinh phan biét va co thé thuc hién D0 tin cdy 0,640 0,807 0,842 0,811

budc danh gia tiép theo 1a danh gia mo hinh céu truc.
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3.3. Pdnh gid mé hinh céu tric

Dau tién, két qua kiém tra hién tuong da cong
tuyén (bang 2) cho thay cac blen quan sat déu dudi
nguong 5. Nhu Vay, gilra céac blen quan sat khong xay
ra tinh trang da cong tuyén. Két qua kiém dinh cac g1a
thuyet nghién ctu (bang 5) cho thay cac gia thuyet veé
cdc tac dong cua yeu to do tin cay, nhan thuc vé tinh
dé sir dung den niém tin va gitr chén khach hang deu
c6 y nghia thong keé. Rleng tac dong cua yéu to thiét ké
website den niém tin va glu chén khach hang khong c6
y nghia thong ké do ¢6 gié tri p (p-value) 16n hon 0,05.

Bang 5. Két qua kiém dinh
ciac moi quan hé tic dong

. A: s an t- p- Két
Cac moi tac dong Beta SE values  Values Juan
Thiét ké Website -> Khéng
Gilr chan khach hang 0,038 0,047 0819 0413 hd tro
Thict ke Website > 155 0067 0826 0400 <0On2

Nieém tin ho tro
Do tin cay -> Chap
Gilr chan khach hang 0,303 0,042 7,192 0,000 nhan
Do tin ey -> 0439 0055 7988 0000 Chap
Nieém tin nhéan

Nhan thtrc vé tinh d& Ché
sirdung -> Giit chan 0,261 0,045 5843 0,000 ap
. \ nhan

khach hang

Nhan thie ve tinh e 300 060 6300 0,000  ChoP
sir dung -> Niém tin nhéan
Niém tin -> Giit chan Chap
Khich hing 0689 0,037 18418 0000 .

Bang 6 cho thiy gia tri R—square ad]usted cua gitr
chan khach hang 1a 0,473, nhu Vay cac yéu t6 thiét ké
website, d§ tin cdy, nhan thirc v€ tinh dé st dung va
niém tin giai thich duoc 47,3% su bién thién ciia glu
chan khach hang. Két qua R-square adjusted cua niém
tin 12 0,625, nhu vay thiét ké website, d9 tin cdy, nhan
thirc vé tinh dé sir dung giai thich duoc 62,5% su blen
thién cua niém tin. Tur két qua nay, doanh nghiép c6 thé
thay 15 tim quan trong cua viée nang cao 4o tin cay, cai
thién trai nghlem mua sam don gian, dé dang dé giup
g1a ting thém ni€m tin va gitr chn khach hang trong
mai trudng mua sim truc tuyén.

Bang 6. Két qua h¢ s6 R-square adjusted

R-Square R-Square Adjusted
Gitr chan khach hang 0,475 0,473
Niém tin 0,629 0,625

Ngoai ra, de danh gia mrc d§ anh huong cua bién
doc lap thiét ke website, d tin cdy, nhén thuc vé tinh
dé st dung dén niém tin va giit chan khach hang. Ddi
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chiéu két qua tu bang 7 voingudng f square cta Cohen
(1988), c6 thé thiy rang, nhan thirc vé tinh dé sir - dung,
dd tin cdy c¢6 murc tac dong tIung binh 1én niém tin
khach hang, thiét ké website cO murc tdc dong cuc ky
nho 1én niém tin khach hang. Niém tin c6 muc tic dong
cao 1én gilr chan khach hang.

Bang 7. Két qua h¢ s f-square

Gilr Nhéan D6
chan thic v&  Niém  Thiét ké tin
khach tinh dé tin Website N
R , cay
hang sir dung
Gitr chan khach hang
I\{han thtrc vé tinh dé 0.170
su dung
Niém tin 0,904
Thiét ké Website 0,004
Do tin cay 0,230

Cubi cung, bang 8 cho thay niém tin déng vai tro
trung gian cho moi quan h¢ gitra d§ tin cay, nhan thuc
vé tinh dé str dung va glu’ chén khéach hang. Nhu Vay
qua két qua nghién ciru ¢6 thé thay cua hang truc tuyen
c6 dé thao tac hay dam bao vé d9 tin cay dén dau, néu
khach hang khong hinh thanh niém tin thi trai nghlern
tich cyc do6 s€ khong du dé giir chan ho & lai véi cira
hang truc tuyén.

Niém tin khong dong vai tro trung gian cho mbi
quan hé giita thiét ke website den gilr chan khach hang.
Giai thich cho diéu nay boi két qua nghién ctru cho
thay thiét ké website khong c6 tac dong tryc tiép dén
vigc gitr chan khach hang Do d9, niém tin cling khong
thé dong vai tro trung gian trong moi quan hé nay.

Bang 8. Két qua tic dong ciia bién trung gian

t- p- Két

Peta SE values  value luan

Nhén thirc v& tinh d& Chk
sir dung -> Niém tin -> 0,261 0,045 5,843 0,000 hAp
Gt chan khach hang nhan

Thiét ké Website -> Khon
Niém tin > Giitchan 0,038 0,047 0819 0413 .o¢
. X ho trg

khach hang

Do tin cdy -> Niém tin -> Chip

Gitlr chan khach hang 0,303 0,042 7,192 0,000 nhan

Dé danh gia liéu mo hinh nghién ctu ¢6 sy khac
biét glu’a cac nhom dbi tuong khac nhau hay khong,
tac gia s& tién hanh phan tich hoi quy da nhom trén
hai nhoém gidi tinh 1a nam va nit (bang 9) Két qua cho
thdy, co su khac biét _gilta hai nhom gidi tinh vé mire
dd anh hudng cua thlet ké website va nhan thic vé tinh
dé sur dung d6i voi nlem tin trong mdi truong mua sim
tryc tuyén. Nghia 13, dbi voi nit gioi, mot cira hang truc



tuyén than thién, thu hut cung véi viée dé dang thao tac
s€ tao cam g1ac an toan va niém tin cho ho cao hon s0O
v6i nam g101 Vi the doanh nghiép nén cht trong dén
nhiing y€u to nay néu cira hang truc tuyén dé co ty 1€
khéach nir mua sam cao vi du nhu thoi trang, my pham.

Bén canh do, bang 10 the hién két qua ki€ém dinh
vai tro trung gian cua bién niém tin trong moi quan h¢
gilia thiét ké website, nhan thirc vé tinh dé st dung,
do tin cdy va gitr chan khach hang gitta hai nhom g101
tinh, két qua cho thay do1 v6i1 moi quan hé gitta cac yéu
t6 cot 16i anh huong dén gitr chan khach hang (d6 tin
cay va nhan thirc v€ tinh dé str dung) niém tin van dong
vai tro tmng gian on dinh, Nghla 12 du ¢ nhom gidi
tinh nao, niém tin van 1a ciu ndi gitp chuyén hoa trai
nghlem mua sim tich cuc ctia khach hang thanh hanh
vi gdn bo lau dai. Doanh nghi€p vi vay nén dau tu vao
chién luoc xay dung niém tin nhu mot yéu t6 cdt 16i
trong viéc gia tang viéc gilt chan khach hang.

4. Két luan
4.1. Déng gop vé mat Iy thuyét

Tir két qua nghién cuu, tac gia dua mot s6 ham y
quan trong vé mat ly thuyet 2op phan b6 sung va lam
10 vai tro cla cac yéu to trong mo hinh nghién ctru vé
niém tin va kha nang gitr chan khach hang trong moi
truong mua sam tryc tuyén nhu sau:

Dau tién, bai nghién ctru xé4c dinh d¢ tin cay, nhan
thirc Ve muc do dé sir dung dong vai tro la cac yeu to
thac day khach hang tham gia mua sam tryc tuyen tao
su gan két khach hang (CE). Khi nhiing yéu t6 nay
duogc tich hgp mot cach higu qua, chung s€ tao nén st
hut va khuyén khich khach hang tham gia mua sam tai
cdc clra hang tryc tuyén. Bén canh do, két qua nghlen
ctru ciing cho thay khi khach hang tuong tac lau dai véi
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mot cura hang tryc tuyén, ho s& dan phat trién mot mirc
d6 niém tin nhat dinh, n6i cach khéc, mue d§ tham gia
cua khéach hang s€ anh huong dén viéc ho co tin tudng
va tlep tuc viéc mua sam tai cira hang truc tuyén hay
khong.

Thu hai, nghién ctru kham pha vai tro quan trong
cua nlem tin nhu mot cau ndi trung g1an glu’a cac yéu
t6 thac day tham g1a ctra hang tryc tuyen (yeu t6 do tin
cay va nhan thire vé tinh dé su dung) va két qua cua sy
tham g1a clira hang truc tuyén (gitr chan khach hang)
Nhu vy, du cac yéu to thuc day su tham gia va gan
két khach hang c6 tich cyc nhu thé nao thi sy gilt chan
khach hang ciing khong that sy hiéu qua neu thleu di
niém tin trong rn01 tnrorng mua sim tryc tuyen Nlem
tin khong con 1a yéu to ho tro va ma diéu kién can thiét
néu doanh nghiép mudn duy tri mbi quan h¢ bén viing
gitra khach hang va ctra hang truc tuyén.

4.2. Déng gop vé mdt thuc tién

Theo ket qua cua nghién clru nay, do tin cdy va
nhén thirc Ve tinh dé sir dung 13 nhimng yéu t6 lam tang
mirc d6 niém tin ctia khach hang, tir &6 anh huong dén
kha ndng gitr chan khach hang. Vi vay, nghién ciru dua
ra cac dé xuat sau:

4.2.1. Pé xudt ting dé tin cdy cho cira hang truec tuyén

Dau tién, thyc hién diing cam ket vé san pham va
dich vu cung cap Tich hop API tir dbi tac van chuyen
vao h¢ thong cia doanh nghiép hodc phat trién hé
thong tracking riéng dé dam bao cép nhat nhanh chong
tinh trang don hang; Cung cap day du thong tin chi tiét
hon vé san pham bang vigc bo sung thém video g101
thi¢u san pham the hién rd chét liéu, mau sic cua san
pham; Cung cép day du cac chinh sach dugc ap dung,

Bang 9. Kiém dinh cac gia thuyét nghién ctru trén 02 nhém giéi tinh

Beta-diff

(Nam - Ni¥) Beta (Nam)  Peta (NTT) p-Value new Két luan
Nhan thtre vé tinh d& sir dung -> Niém tin -0,207 0,247 0,454 0,029 Nam<Nit
Thiét ké Website -> Niém tin 0,317 0,239 -0,077 0,007 Nam>Nit
Do tin cay -> Niém tin 0,039 0,458 0,419 0,372 Khong c6 su khac biét
Niém tin -> Giir chén khach hang 0,043 0,710 0,667 0,279 Khong c6 sy khéc biét

Bang 10. Kiém dinh vai tro trung gian bién Niém tin 02 nhém giéi tinh

Specific Indirect

Effects-diff p-Value new  Beta (Nam) Peta (N@) Két luan
(Nam - Nir)
Nhan thite ve tinb de sit dung -> Nicm tin 0,128 0,063 0,175 0303 Khéng khdc bigt
-> Gitr chan khach hang
Thiét k& Website -> Niém tin -> Giit chan khach hang 0,222 0,007 0,170 -0,052 Nam> Nit
D0 tin cdy -> Niém tin -> Giir chan khach hang 0,045 0,301 0,325 0,280 Khong khéc biét
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gitip khach hang dé tim kiém, ngi dung trinh bay trong
chinh sach, vu ti€n st dung hinh anh tryc quan sinh
dong, ddi véi cac chinh sach véi nhleu diéu kién, diéu
khoan nén ¢6 vi dy minh hoa dé giup nguoi doc dé
hiéu hon.

Thu hai, ddm bao qua trinh mua sam tai clra hang
truc tuyen khong phat sinh céac 16i: Chu dong nang cap
hé thong k¥ thuat va kiém tra va bao tri hé thong dinh
ky dam bao website va img dyng mua sam hoat dong
dugc 6n dinh, toc d0 tai nhanh, tranh tinh trang giat lag
gay anh huong den trai nghiém cua khach hang trong
qué trinh mua sam

Thu ba, tang cuong tinh bao mat thong tin cua
khach hang Ma hoa dir li¢u cd nhan nham ngin chin
rii ro bi xam nhap hodc danh cip. Cong khai chinh
sach bao v¢ quyen riéng tu, néu 10 cac thong tin lién
quan dén viéc thu thap, xur 1y, luu trit va sir dung dir
liéu ca nhan cta khach hang

Thir tur, hd trg va glal quyét cac van dé phat sinh
trong qué trinh mua sam tryc tuyén: Xay dung kich
ban xtr ly tinh hudng chuyén nghi¢p nham dam bao
su dong nhét trong qua trinh phan hoi t6i khach hang.
Cung cap da kénh ho trg khach hang nhu Chatbot Al
Hotline, Zalo OA, Email, Live Chat trén website e
khach hang dé dang lién h¢ khi can sy hd trg, dam bao
thoi g1an phan ho6i nhanh chéng, gitp khach hang giai
quyét van dé kip thoi ma khong phai cho doi l4u.

4.2.2. Dé xudt tang mikc do dé sir dung cia cira hang
truc tuyén

Dau tién, han ché ti da 11 thao tac trong qua trinh
tuo‘ng tac vai cira hang truc tuyén: Cai thién giao di¢én
va thiét ke cac ludng mua hang tai cira hang truc tuyen
Cung cép thong bao 15i chi tiét va hu’ong dan khic
phuc cho khach hang g1up khach hang c6 thé sira ngay
lap tirc ma khong can roi khoi trang.

Thtr hai, nang cao sy thuan tién va truc quan trong
qua trinh thao tac: Tich hgp céc tinh nang loc nang
cao giup khach hang dé dang tim thay san phim mong
muon; Nhirng tinh nang quan trong nhu gio hang, thanh
toan, danh myc san pham céan duoc dat ¢ vi tri dé@ thay,
giam so lugng budce khong can thiét trong qua trinh dat
hang dé khach hang c6 thé thao tac nhanh chong.

Thu ba, g1am su phu thu¢c vao hudng dan str dung:
Xay dung trg 1y a0 hodc chatbot dé hd trg khach hang
ngay lap tire khi ho gap kho khan trong qua trinh thao
tdc ma khong can tim klem huéng dan trén trang web.
Cung cp céc chi dan ngin gon ngay trén glao dién, vi
dy, str dyng cac chu thich nh6 hodc goi y tu dong dé
hudng dan khach hang khi ho 1an dau tién str dung mot
tinh nang moi.

Thu tu, giam thleu nd lyc tinh than khi thyc hi¢én
thao tic mua sim: Tdi wu hoa quy trinh mua hang aé
gitp khach hang thao tic nhanh chong, loai cac bude
khong can thlet aé glarn thiéu thoi gian hoan tat giao
dich. Cung cép goi y théng minh dua trén lich sir mua
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hang dé dua ra cac goi y vé nhung san pharn phu hop
vGi s6 thich cua khach hang, gitp ho dé dang dua ra
quyét dinh ma khong can tim kiém qué nhiéu.

4.3. Han ché nghién ciru

Pau tién, vé phuong phap thu thap dir liéu, vi
nghién clru su dung bang céu hoi khao sat dé thu thap
dir ligu, didu nay co thé gay ra van dé nguoi tham g1a
c6 thé tra 161 khong trung thuc hodc dua trén cam xuic
tai thoi d1ern do. Vi vy, cac nghién clru twong lai ¢6
thé can nhic thu thap dir liéu thong qua phong van
nhom két hop véi viée thu thap dir ligu qua bang khao
sat dé c6 nhitng danh gia rd rang, chinh xac hon vé két
qua nghién clru.

Thir hai, vé bién trung gian, hién tai trong bai
nghlen ctiru nay chi dang xem xét yeu t6 nlem tin vi Vay
cac ngh1en clru trong tuong lai ¢6 thé can nhic dén viée
chon yéu t6 tmng gian khac nhu E-security (bdo mat
truc tuyen) va E-satisfaction (sy hai long tryc tuyén),
vi nhitng yéu nay déu co thé anh huong dén kha ning
gilr chan khach hang truc tuyen

Thu ba, nghién ctru nay cho ra ket qua rang thiét
ké website khong anh huong dén nlem tin va gitr chan
khach hang trong méi truong mua sam tryc tuyén, tuy
nhién dé c6 danh gia chinh xac hon, nghién ctru trong
twong lai c6 thé tap trung danh g1a chi tiét hon vé khia
canh thiét ké website thong qua cac céu hoi (bién quan
sat) lién quan dén b cuc hién thi san pham, mau sac,
van ban, giao dién dé hiéu 16 hon Ve su tac dong ctua
thiét ké website anh huong nhu thé nao dén viéc giir
chan khach hang.
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Customer trust and retention in online shopping in Ho Chi Minh City

Tran Thi Thuy Nguyen, Tran Cong Duc
Ton Duc Thang University, Vietnam

Abstract

This study aims to explore the factors influencing customer trust and retention in online shopping, drawing upon
the Uses and Gratifications Theory. Additionally, it examines the mediating role of trust in this relationship. The
research employs the Partial Least Squares Structural Equation Modeling (PLS-SEM) approach to analyze data
collected from 300 customers who have engaged in online shopping at least three times in the past six months.
The findings reveal that reliability and perceived ease of use impact trust and customer retention, whereas website
design does not exhibit a significant effect on trust and customer retention. Furthermore, trust functions as a
mediating variable in the relationship between reliability, perceived ease of use, and customer retention. Based on
these findings, the study offers several recommendations for businesses to strengthen customer trust and retention
by enhancing reliability and perceived ease of use in online shopping platforms.

Keywords: Gratifications Theory, trustworthiness, customer retention, online shopping, perceived ease of
use.

Tap chi Phat trién va Hoi nhap s6 84 (2025) 111



