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Tém tit

Nghién ciru ndy nham do ludng tac dong ctia nhan thirc rui ro dén quyét dinh mua sam truc tuyén
ctia ngudi dan tai thanh phé Ho Chi Minh (TP. HCM). M6 hinh nghién ctru dé xuat dya vao nghién
ctru cuia Yan va Dai (2009), Bhatnagar va Ghose (2004), McCorkle (1990) va duoc kiém dinh bang
phuong phép phén tich hdi quy boi. Dit liéu nghién ciru duge thu thap tir 358 ngudi dan da mua
sam truc tuyén nhiéu lan tai TP. HCM. Két qua nghién ctru cho thiy, cac thanh t6 nhan thire rui ro
tac dong dén quyét dinh mua sdm tryc tuyén cua ngudi dan tai TP. HCM duoc xép theo thir ty quan
trong giam dan bao gém: (1) nhan thirc rti ro san phém; (2) nhan thire rai ro gian lan tir nguoi ban;

(3) nhan thuc rui ro tai chinh va (4) nhan thirc rai ro bao mat thong tin ca nhan.
Tir khoa: Nhan thure rii ro, tdc dong ctia nhan thirc rui ro, quyét dinh mua sim truc tuyén.
Abstract

This study measures the influence of perceived risks to online purchasing decision of people in
Hochiminh city (HCMC). The suggested research model is based on the studies of Yan va Dai
(2009), Bhatnagar and Ghose (2004), McCorkle (1990) and tested by double regression analysis
method. The data are surveyed with 358 people who have frequently purchased online in HCMC.
The result of the research has identified the elements of perceived risks impacting on online
purchasing decision of poeple in HCMC and they are ranked in descending order in terms of the
importance: (1) product perceived risk; (2) perceived risk of fraud from retailers; (3) financial

perceived risk; (4) privacy and security perceived risk.

Key words: Perceived risk; impact of perceived risk; online purchasing decision.
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1. Giéi thi¢u

Ngay nay, voi sy phét trién nhanh chong
cua thuong mai dién tir da cho phép cac doanh
nghiép c6 thé gidi thiéu cac thong tin vé san
pham, dich vu dén cac d6i twong khach hang
tiém ning khac nhau. Nguoc lai, khach hang
c¢6 thé mua duoc san phém minh can & moi noi,
moi lac trong diéu kién két ndi Internet. Tuy
nhién, tai Viét Nam, theo bao cao hanh vi nguoi
tiéu dung online (két qua khao sat ciia Google)
va bao cdo chi s6 thuong mai dién tir nim 2018
(Hi€p hoi thuong mai dién tir Viét Nam), gia tri
mua sim tryc tuyén trén thi truong ban 1& Viét
Nam con rat khiém tdn so véi mua sdm truc
tiép (18% mua sam truc tuyén so v6i 68% mua
sam tryc tiép); doanh thu tir thwong mai dién tur
B2C nam 2018 chi dat xap xi 6 ty USD, chiém
ty 1€ hon 3,8 % téng murc ban 1¢é va dich vu tiéu
dung ca nude. Diéu nay, chimg to mic du tiém
ning cta thi truong 1a rat 1on va co toc do phat
trién nhanh, nhung hién tai mac d Uing dung
thuong mai dién tu trong giao dich thuong mai
n6i chung va mua sam truyc tuyén noi riéng &

Viét Nam con rat han ché.

Nguyén nhan cua tinh trang trén day duoc
gidi thich truéc hét 1a do quan niém truyén thong
ctia ngudi tiéu dung Viét Nam 13 “tay nam, tai
nghe, mit théy, s0 duge méi mua”; thir dén 14,
trén thyc té€ viéc mua sim tryc tuyén trong thoi
gian qua dd gdy ra kha nhiéu rui ro cho ngudi
mua. Chéng han, mot s6 website ban hang
khong rd ngudn gdc, xuat xtr, hodc chao ban san
pham trén website khong giéng san pham dugc
giao cho khach hang; hoac nang gia ban Ién
cao trude khi dua ra chuong trinh khuyén mai
giam gia 50-70%, khién nhiéu nguoi tiéu ding
c4 tin mua phai san pham déit hon gia ca ngoai
thi truong; hoac dich vu cham s6c khach hang
yéu kém so v&i quang céo. Bao céo NetCitizens
Viét Nam (2018) cua Cimigo ciing di cho thay
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c6 dén trén 54% nguoi sir dung Internet dong
¥ 14 ho co thé chon rat nhidu san pham khac
nhau théng qua hoat dong mua bén tryc tuyén,
tuy nhién mirc d¢ tin tudéng vao su an toan cua
mua ban tryc tuyén con rét thép; chi ¢6 16,7%
ngudi str dung Internet nghi rang viéc mua cac

san pham trén mang la an toan.

Chinh vi vay, muc ti€u ctua nghién clru nay
nhim do luong tac dong cta nhan thic rai ro
ctia khach hang dén quyét dinh mua sim tryc
tuyén, dit co sé khoa hoc cho céc co quan quan
Iy nha nudc va doanh nghiép kinh doanh truc
tuyén tai TP. HCM hoach dinh cac chinh sach
quéan tri nhdm giam thiéu nhan thic rui ro cua
khach hang trong mua sdm truc tuyén, tir 46 gia
tang kha nang thu hat khach hang lya chon hinh

thirc mua sam nay.

2. Ly thuyét vé nhan thirc rii ro trong

mua sam truc tuyén va mé hinh nghién ciru
2.1. Mua sam truc tuyén la gi?

Theo Kotler (2007) va cac nha nghién ciru vé
gia tri cam nhan, quyét dinh mua sdm cua ngudi
ti€éu dung 1a h¢ qua cta cac tac nhan moi truong
tac dong vao y thuc cua nguoi mua trong qua
trinh dan dén quyét dinh mua sam. Tuy nhién,
khéc v6i mua sdm truyén théng, mua sdm truc
tuyén 1a mot qua trinh khach hang mua sim
hang hoa tir mdt nguoi ban trong mot thoi gian
xac dinh qua Internet, thay vi thong qua céc
giao dich trung gian. Mua sam truc tuyén mang
lai lgi ich cho c4 ngudi mua va nguoi ban ca
vé phuong dién tim kiém khach hang, thong tin
san pham, qua trinh twong tic va phan phdi san
pham. Nguoi ban nhan dugc thanh toan nhanh
choéng tir phia ngudi mua thong qua Internet va
khong phai tén chi phi dau tu hé théng phan
phéi. D6i v6i nguoi mua thi ho ¢6 thé mua hang
& bt cir dau, bat ké thoi gian nio, ngay ca khi &
nha va cho phép tiép can dugc vdi cac nha cung
cAp tir xa.
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Theo David va cong sy (2002), khach hang
mua sam truc tuyén thudng 13 nhimg nguoi tiéu
dung co6 it thoi gian; nhiing nguoi khong thich
di mua sam tai cac ctra hang dé tranh on ao, bi
chéo kéo bai nguoi ban, hodc phai sip hang, hay
cho doi. Tuy nhién, hanh vi mua sam truc tuyén
ctia khach hang ciing bi tac dong boi nhiéu nhan
t6 nhu: dic diém ca nhén (gidi tinh, d6 tudi,
tinh trang hon nhan, gido duc, ton gido, nghé
nghiép, thu nhap, tinh cach, 16i song); cac nhan
td moi trudng (gia dinh, xa hoi va cong dong)
va cac nhén t6 tac dong tir phia ngudi ban nhur:
xuc tién thuwong mai, thuong hi¢u, nhitng hoat
dong ho tro ki thuat qua website, giao hang,
thanh toan va céc dich vu khach hang.

2.2. Nhin thirc viii ro va quyét dinh mua

sam truc tuyén

Theo Bauer (1960), mdt trong nhitng ngudi
dau tién gi6i thiéu khai niém nhan thuc rui ro
cho rang, nhan thirc rii ro trong qua trinh mua
sam dugc xem nhu 13 sy quyét dinh khong chic
chan ctia ngudi tiéu ding khi mua hang va phai
nhan hau qua tu quyét dinh nay. Va theo Bauer
(1960) nhan thtrc rui ro bao gdm: (1) nhan thic
rii ro lién quan dén san pham/dich vu va (2)
nhan thuce rai ro lién quan dén giao dich truc

tuyén. Trong dé:

- Nhén thtc rai ro lién quan dén san pham/
dich vu thé hién su quan ngai cua khach hang
dbi voi viée mat tinh nang, mat tai chinh, tén thoi
gian, mat co hoi khi sir dung giao dich tric tuyén.

- Nhan thirc rui ro lién quan dén giao dich
tryc tuyén gém cac rai ro co thé xdy ra khi
khach hang thuc hién giao dich truc tuyén nhu
su tiét 10 thong tin c4 nhan va thiéu an toan, vv.
khi thyc hién giao dich.

Theo Schiffman & Kanuk (2000) quyét dinh

mua sam tryc tuyén la sy chon lya cudi cung tu
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hai hay nhiéu lua chon thay thé duoc dua ra; 1a
hanh vi va két qua cua su danh gia cac lya chon
d6i vi cac ngudn thong tin lién quan hang hoa,
dich vu can mua (Kotler, 2007). Yan va Dai
(2009) cho rang, quyét dinh mua sam truc tuyén
14 két qua ctia su so sanh giita nhéan thirc loi ich
thu duoc va nhan thic rui ro khi lya chon mua
sdm truc tuyén. Vi thé, quyét dinh mua sam truc
tuyén chiu anh huong boi hai nhoém nhan t6,
d6 1a nhan thic loi ich thu dugc va nhan thirc
rui ro. Trong do, néu nhu nhan thuc loi ich tac
dong tich cuc dén nguoi mua, thi nhan thire rui
ro 12 rao can quyét dinh mua sim tryc tuyén cua
khach hang.

Bhatnagar va Ghose (2004) cho rang, lién
quan dén rui ro, co ba thanh td tac dong tiéu cuc
dén quyét dinh mua sim truc tuyén 1a: rai ro san
phém; rui ro tai chinh; rui ro bao mat thong tin
ca nhan cua nguoi mua. Trong do, nhin thuc
rii ro vé san pham 13 viéc nguodi mua cam nhan
hang hoa nhan dugc khong dap tng du kién,
hay mong doi cta ho ban dau. Nguyén nhén c6
thé 1a do ngudi mua khong hoan toan kiém tra,
kiém soat duogc chat luong san phém; hodc do
thiét bi st dung cho viéc mua sdm truc tuyén
khong cho phép hién thi chinh xac hinh anh
va c4c tinh niang san phim nhu trong diéu kién
ban hang truyén thong. Nhan thirc rai ro vé tai
chinh 1a viéc khach hang cam nhén bi mét tién,
vi bi gian 1an tai khoan thé tin dung, hoac khong
nhan duoc san phém ding nhu mong dgi, hoac
su gia ting cac chi phi khac nhu van chuyén,
giao nhan khi Iya chon phuong thirc mua hang
truc tuyén. Nhan thue rui ro vé bao mat thong
tin 1a viéc ngudi mua cdm nhan thong tin ca
nhan bi mat, bi tiét 10, hodc khong duoc bao
mat trong qua trinh giao dich tryc tuyén. Hé qua
1a nguoi mua lo ngai, do dy cung cép thong tin
c4 nhéan dé lya chon phuong thirc mua sam truc
tuyén (Garbarino va Strahilevitz, 2004).
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McCorkle (1990) quan niém rui ro truc
tuyén 1a su gian 1an cta ngudi ban trong viéc
chuyén giao cho ngudi mua san pham, hang hoa
khong dang tin cay. Do 1a viéc ngudi mua cam
nhan thiéu tin cdy vé nhitng thong tin do ngudi
ban cung cap, bao gdm cac thong tin lién quan
dén san pham va cac chuong trinh quang cao,
khuyén mai; cac cam két vé giao hang, dich vu
sau ban hang va giai quyét nhimg tranh chap
néu xay ra véi ngudi ban.

2.3. M6 hinh nghién ciru dé xudit

Dua trén co so 1y thuyét, cac nghién ciu
trudce va dic diém tam 1y cua nguoi dan chua co
thoi quen véi hinh thirc mua sam truc tuyén, tac
gia dé xuat mo hinh nghién ctru vé tac dong cua
nhan thirc rai ro dén quyét dinh mua sim truc
tuyén ctia nguoi dan tai TP. HCM (hinh 1) trén
co s& ké thira mo hinh nhén thue rui ro cua Yan
va Dai (2009), Bhatnagar va Ghose (2004) gom
3 thanh td: nhan thic ri ro vé san phém; nhan
thirc i ro vé tai chinh; nhan thie rii ro vé bao
mat thong tin ca nhan, dong thoi bo sung thanh
t6 nhan thirc rui ro vé& gian 1an cua nguoi ban
ctia McCorkle (1990). Nghia 13, cac thanh phan
ctia nhan thirc rui ro twong déng véi nghién ctru
ctua Bui Thanh Trang (2013).

Vé méi quan hé tac dong ctia nhan thic rai ro
dén quyét dinh mua sim truc tuyén, Greatorex
& Mitchell (1993), cho rang khi nhan thirc rai
ro giam xudng dudi gia tri chip nhan cta ngudi
tiéu dung thi ndé c¢6 anh huong it dén hanh vi
du dinh va dugc bo qua. Nguoc lai, nhan thirc
riii ro cao hoan toan cé thé lam nguoi tiéu ding
tri hodn, hodc né tranh quyét dinh mua hang.
Nghién ctru cia Ahn & cong su (2001) cho thdy
rtii ro lién quan dén san pham/dich vu cang giam
thi ¥ dinh mua hang sé cang tang 1én. Nghién
ctru ctia Bui Thanh Trang (2013) ciing cho két
qua tuong tu. Trén co sd do, tac gia dé xuét cac
gia thuyét nghién ctru:

HI: Nhdn thirc riii ro vé san pham tac dong

nguoc chiéu den quyét dinh mua sam tryc tuyéen.

H?2: Nhén thirc riii ro vé tdi chinh tdc dong

nguoc chiéu den quyét dinh mua sam tryc tuyéen.

H3: Nhén thirc rii ro vé bao mdt thong tin
te ddng ngwoc chiéu dén quyét dinh mua sam
truc tuyén.

H4: Nhén thirc rii ro vé su gian lan cua
nguwoi ban tac dong nguoe chiéu dén quyét dinh

mua sam tryc tuyén.

Hinh 1. M6 hinh nghién ctru dé xuét

Nhién thirc rai ro
ve€ san pham

Nhan thirc rii ro
veé tai chinh

Nhién thirc rai ro
v€ bdo mat thong tin

Nhan thirc rii ro vé
gian 1an cuia nguo1 ban

Quyét dinh
mua sam truc
tuvén
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3. Phuwong phap nghién ciru

Nghién ctru dugc thuc hién qua hai giai doan
la nghién ctru dinh tinh va nghién ctru dinh lugng.

- Nghién ctru dinh tinh dugc thuc hién bang
ky thuat thao luan nhom tap trung véi hai nhom
(mdt nhom gdm 10 ngudi dan di nhidu 1an mua
sam tryc tuyén va mot nhom gom 06 chuyén gia
marketing ctia 06 websie ban hang truc tuyén
tai TP. HCM) theo dan bai thdo luan do tac gia
xdy dung, nham vira kham pha vira khang dinh
cac thanh t6 nhan thirc rti ro anh huong dén
quyét dinh mua sim truc tuyén cta nguoi dan
tai TP. HCM, dong thoi phat trién thang do cac
khai niém nghién ctru trong mo hinh 1y thuyét
tac gia dé xuat.

- Nghién ctru chinh thirc 13 mot nghién ctru
dinh lwong nhim kiém dinh mé hinh nghién

ctru va céac gia thuyét nghién ctru trén co s két

qua cua nghién ctru dinh tinh. Nghién ctru chinh
thirc duoc thuc hién qua cac budc:

(i) Thu thap dit liéu nghién ciru bang phiéu khao
sat thong qua hinh thirc khao sat tryc tuyén,
theo phuong phap ldy mau thuan tién 500
ngudi dan da nhiéu lan (2 lan tré 1én) mua
sdm truc tuyén tai 06 website ban hang truc
tuyén hang dau tai TP. HCM: Lazada (www.
lazada.vn); Adayroi (www.adayroi.com);
Vat Gid (www.vatgia.com); Mua chung
(www.muachung.vn); Nguyén Kim (www.
nguyenkim.com); Thé gi6i di dong (https//
thegoididong.com) (bang 1). Thoi gian khao
sat tir 20/02/2019 dén 15/4/2019, két qua thu
hdi dugc 358 phiéu khao sat (sau khi loai bo
cac phiéu khong hop 1¢ do c6 nhiéu 6 thiéu
thong tin, hoac thong tin khong dang tin cay)
va duoc co ciu theo cac dic diém nhan khau
hoc nhu sau (bang 1).

Bang 1. Thong tin vé miu nghién ciru

Tiéu chi TAn sb Ty 18 %
Nam 193 46,1
Giédi tinh
Nir 165 53,9
. 18-35 175 48,9
Do tuoi - -
Tur 36 dén dudi 55 183 51,1
Chua qua cao dang 87 243
Trinh d¢ hoc van Cao déng, dai hoc 173 48,3
Trén dai hoc 98 27,4
Duéi 8 triéu dong 152 42,6
Thu nhip hang thing 8 - < 15 triéu dong 144 40,2
Tir 15 triéu dong trd 1én 62 17,2
Cong 358 100,0
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Nguon: Két qua khdo sdt cia tac gia
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(i1) Banh gid so bo dg tin cay va gia tri cia thang
do bang hé sb tin cay Cronbach’s alpha va
phan tich nhan t6 khdam pha (EFA) thong qua
phan mém SPSS 20. Qua d6 loai bo céc bién
quan sat khong dat dd tin cay, gia tri hoi tu
va phan biét; dong thoi tai cau tric cac bién
quan sat con lai vao cac thanh phan do luong
phu hop, dat co s¢ cho vi¢c hiéu chinh mo
hinh va céc gia thuyét nghién ctru.

(iii) Phan tich hoi qui bdi nham kiém dinh mo
hinh nghién ctru, cac gia thuyét nghién ctru
va dinh vi tm quan trong cua cac thanh to
nhan thirc rii ro tac dong dén quyét dinh mua

sam tryc tuyén cta ngudi dan tai TP. HCM.
4. Két qua nghién ciru va thao luin

Két qua nghién ctru dinh tinh khing dinh 4
thanh t6 nhan thic rai ro duoc dé xut trong
mo hinh 1y thuyét trén day (hinh 1) 13 cc thanh
t6 chinh cta nhan thic rii ro trong mua sim
tryc tuyén va phu hop véi dic diém tam 1y mua
sam ctia ngudi dan sinh séng tai TP. HCM trong
bbi canh hién nay, dong thoi phat trién thang do
(thang do Likert 7 bac tir 1+7; 1 1a hoan toan
khong dong y; 7 1 hoan toan dong ) cac khai

niém nghién ctru gdm 21 bién quan sat.
Trong do:

- Thang do Quyét dinh mua sim tryc tuyén
gdm 03 bién duoc phat trién dua vao thang do
quyét dinh mua sim cta Schiffman & Kanuk
(2000) va thang do quyét dinh mua sam tryc
tuyén cta (Yan va Dai, 2009):

QD1: Mua siam tryc tuyén dem lai loi ich
cao hon nhan thtc rai ro do mua sdm truc

tuyén giy ra.

QD2: Mua sdm truc tuyén la su lua chon

cuoi cung cua toi;
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QD3: Quyét dinh mua sam truc tuyén 13 su
lya chon ding dén cua toi.

- Thang do Nhan thirc rai ro vé& san pham
g6m 05 bién dugc phat trién trén co so thang do
cua Bhatnagar va Ghose (2004); Garbarino va
Strahilevitz (2004):

SP1: Mua sdm tryc tuyén kho dénh gia chinh

xac chat luong san pham;

SP2: Mua sim truc tuyén kho kiém soat

duoc chat lugng san pham;

SP3: Mua sam tryc tuyén kho phan biét cac
san pham tuong tu;

SP4: Mua sam truc tuyén khong nhan duoc
san pham dang nhu du kién;

SP5: Mua sdm truc tuyén khong nhan duoc
san pham dung nhu mong doi.

- Thang do Nhan thirc rii ro tai chinh gom
04 bién duoc phét trién trén co s¢ thang do
cua Sweeney va Johson (1999); Bhatnagar va
Ghose (2004);

TC1: Nguoi mua c6 cdm nhan bi mat tién, vi

bi gian 1an tai khoan thé tin dung;

TC1: Ngudi mua c6 cam nhén bi mat tién, vi
khong nhan dugc hang nhu mong doi;

TC3: Mua sidm truc tuyén, gia ca hang hoa

cao hon so v4i mua sam truyén thong;

TC4: Mua sam truc tuyén thuong phat sinh
thém chi phi (chang han: chi phi thanh toan,
giao nhan,...).

- Thang do Nhan thuc rui ro bao mat thong
tin c4 nhan gébm 05 bién duoc phat trién trén
co s¢ thang do ciia Bhatnagar va Ghose (2004);
Garbarino va Strahilevitz (2004), Dreman va
cong su (2006):
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BM1: Céc thong tin ca nhan cia ngudi mua
c6 thé bi mat;

BM2: Céc thong tin c4 nhan cua ngudi mua
c6 thé bi tiét 19;

BM3: Tai khoan ngan hang ctia ngudi mua
khong con dugc bao mat;

BM4: Nguoi mua mat kha ning kiém soat
thong tin ca nhan,;

BMS: Théi quen va qué trinh mua sam tryc
tuyén ctia ngudi mua c6 thé bi theo doi.

- Thang do Nhan thuc rui ro vé su gian lan
ctia ngudi ban gdbm 04 bién duoc phat trién trén
co s¢ thang do ciia McCorkle (1990):

GL1: Cac thong tin vé hang hoa do ngudi
ban cung cap thuong khong chinh xéc;

GL2: Cac chuong trinh khuyén mai thuong
khong dem lai lgi ich cho ngudi mua nhu nguoi

ban quang cdo;

GL3: Cac dich vu hau mai thuong khong
dugc thuc hién dang cam két;

GL4: Ngudi mua thudng gip bat loi khi xay
ra tranh chap véi nguoi ban.

Két qua phan tich Cronbach’s alpha (bang 2)
cho thy cac thang do déu dat do tin cdy (thap
nhét 1a thang do Nhan thirc riii ro bao mat thong
tin o= 0,838 va cao nhét la thang do Nhan thuc
rui ro gian lan cia nguoi ban o = 0,879). Nghia
1a, cac thang do déu dat do tin cay dé st dung
cho phén tich nhan t6 kham pha (EFA) ¢ budc
tiép theo.

Bang 2. Két qua phén tich Cronbach’s alpha

o S6 bién | Conbach’s| Hé sé twong quan
TT Thang do Ky hi¢u i 2z o
quan sat alpha bién tong bé nhat
1 | Nhan thic rii ro san phim SP 5 0,857 0,515
2 | Nhéan thtc rui ro tai chinh TC 4 0,856 0,603
Nhan thure rui ro bao mat thong
3 ) BM 5 0,838 0,783
tin
Nhéan thtrc rai ro gian 1an cua
4 s GL 4 0,879 0,682
nguoi ban
5 | Quyét dinh mua sim QD 3 0,841 0,805

Két qua phan tich nhan t6 kham pha
(EFA) bang phwong phap trich Principal Axis
Factoring va phép quay Promax thu dugc:
KMO = 0,937 v6i mtc y nghia sig = 0,000;
dong thoi 21 bién quan sat duoc rit trich vao
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Nguon: Két qua phdn tich dir liéu ciia tdc gia

5 nhan t6 nguyén gdc tai Eigenvalue 1a 1,481
v6i tong phuong sai trich = 75,337% (bang 3).
Chimg to cac thang do dat yéu cau cho phan
tich hoi qui & buée tiép theo.
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Bang 3. Két qua phén tich nhan t6 kham pha (EEA)

Y Ky | Sobién | Hé¢sotai | Giatri | Phuong sai
TT Nhan to N i o i i
hiéu | quan sat | bé nhat | Eigenvalue trich
1 | Nhan thirc rti ro san phém SP 5 0,847 9,387 35,304
2 | Nhan thirc rui ro tai chinh TC 4 0,834 3,289 14,302
Nhan thirc rai ro bao mat
3 R BM 5 0,754 2,668 11,598
thong tin
Nhan thtc rui ro gian 1an
4 ) o GL 4 0,768 1,770 7,693
cua nguoi ban
5 | Quyét dinh mua sim QD 3 0,677 1,481 6,440

Két qua kiém tra hé sé twong quan pearson
cho thiy, twong quan giira cac thanh t6 rui ro
(gitta cac bién doc lap) dao dong tir 0,187 —
0,516; twong quan giira cac thanh té rui ro voi
quyét dinh mua sam tryc tuyén (giita cac bién
doc 1ap voi bién phu thudc) dao dong tir 0,542 —
0,611. Didu nay cho thay, it c6 kha ning xay ra
hién tuong da cong tuyén, dong thoi cho phép
du doan mé hinh hdi quy c6 dang nhu sau:

QD =B, +B*SP+B,*TC+B,* BM +,*GL + e

Két qua phan tich hdi qui: R? diéu chinh
= 0,578; gia tri kiém dinh F = 90,733 va ¢ y
nghia thong ké (Sig = 0,000). Chimg to, mo
hinh hdi quy dugc du doan phu hop véi dit lidu
nghién ciru va giai thich dugc 57,8% bién thién
ctia Quyét dinh mua sam truc tuyén.

Nguon: Két qua phan tich dir liéu cia tac gia

Dong thoi, ciing theo két qua phan tich hoi
qui, cac gia tri B va Beta déu am (-); cac gid tri
kiém dinh t déu c6 y nghia théng ké (bang 4).
Chung to cac gia thuyét H1, H2, H3, H4, déu
dugc chip nhan.

Két qua kiém tra cic vi pham gia dinh hoi
qui (c6 lién hé tuyén tinh giita cac bién doc lap
va bién phu thudc; phuong sai cua sai sb khong
dbi; phan du c6 phan phdi chuan va khong co
tuong quan gitra chung; khong c6 hién tugng
da cong tuyén) cho thdy cac gia dinh nay déu
khong bi vi pham. Vi thé, mé hinh hdi qui va
cac gia thuyét nghién ctu (H1, H2, H3, H4)
dugc chap nhan va phuong trinh hdi quy vé tac
ddng cta nhan thirc ri ro dén Quyét dinh mua
sam truc tuyén duoc xac dinh nhu sau:

QD =0,676 - 0,376*SP - 0,252*TC - 0,230*BM - 0,310*GL
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Bing 4. Cac thong s6 thong ké ciia md hinh hoi qui

Heé s6 hoi qui Hé s6 hoi qui| ., . , P A R P
. . ., | Giatrl | Muc Thong ké da cong tuyén
R chua chuan hoa chuan hoa > .

Mo — R kiém y — — :
b6 léch chuan ) _ | B9 chap | H¢ so phong dai

hinh B . L Beta dinh t | nghia R )
cua sai sO nhan | phuong sai (VIF)

Hang sb | 0,676 0,105 5,011 | 0,000

SP -0,376 0,032 -0,333 4,754 | 0,000 | 0,713 1,403

TC -0,252 0,032 -0,202 4,117 | 0,000 | 0,704 1,421

BM [-0,230 0,026 -0,189 4,987 | 0,000 | 0,893 1,119

GL |-0,310 0,036 -0,272 5,892 | 0,000 | 0,607 1,647

Nhu vay, véi két qua ctia nghién ctru nay,
Nhan thirc rai ro san pham (SP) 1a thanh té ¢
tac dong manh nhat dén quyét dinh mua sim
truc tuyén cua nguoi dan tai TP. HCM. Cu thé
1a khi nhan thirc thirc rai ro san pham bién thién
(ting, giam) 01 don vi thi Quyét dinh mua sim
tryc tuyén s& bién thién (giam, ting) 0,376 don
vi. Thtt dén 14 Nhan thtc rai ro gian lan cua
ngudi ban (GL): khi thanh t& nay bién thién
(tang, giam) 01 don vi thi Quyét dinh mua sim
truc tuyén s& bién thién (giam, ting) 0,310 don
vi. BPung thtr ba 1a Nhan thirc rdi ro tai chinh
(TC): khi thanh t6 nay bién thién (ting, giam)
01 don vi thi Quyét dinh mua sdm truc tuyén S€
bién thién (giam, ting) 0,252 don vi. Cudi ciing
la Nhan thtrc i ro bao mat thong tin ca nhan
(BM): khi thanh tb nay bién thién (ting, giam)
01 don vi thi Quyét dinh mua sim truc tuyén sé
bién thién (giam, ting) 0,230 don vi.

Thao luan vdi hai nhém thanh vién da tham
gia nghién ctru dinh tinh, cac y kién déu cho
rang két qua nghién ciru trén ddy 1a phu hop véi
thuc tién dién ra tai TP. HCM trong bdi canh
hién nay. Ly do, hinh thirc mua sdm truc tuyén
chi méi tré nén kha pho bién tai TP. HCM trong
nhiing niam gan day. Vi thé, trai nghiém cua
ngudi mua ddi voi hinh thire mua sim nay chua
nhiéu; mat khac, viéc quan ly cua Nha nudc
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Nguon: Két qua phan tich dir liéu cia tac gid

con nhiéu bat cap, ddn dén tinh trang canh tranh
thiéu lanh manh giira nhitng ngudi ban dién ra
kha phd bién. Hau qua 13, rat nhidu truong hop
nguoi mua khong nhan dugc hang hoéa nhu ky
vong va cam két cua nguoi ban. Do do6, nhan
thirc rui ro cua ngudi mua trudce ti€n va quan
trong 13 rii ro san pham va su gian lan cua
nguoi ban.
5. Két luén va ham y chinh sach

Téng két cac nghién ctru vé nhan thic rui ro
trong mua sam tryc tuyén va lién hé véi thuc
tién hoat dong mua ban tryc tuyén dién ra tai TP.
HCM trong nhimg ndm gan day, tac gia dé xuét
md hinh 1y thuyét vé tic dong ciia nhan thirc rui
ro dén quyét dinh mua sam tryc tuyén ctia nguoi
dan tai TP. HCM gdm 4 thanh té: (1) nhén thic
ri ro san pham; (2) nhan thirc rui ro tai chinh;
(3) nhan thirc rdi ro bao mat thong tin cé nhan;
(4) nhan thure rai ro gian 1an tr ngudi ban.

Két qua nghién ctru khang dinh mé hinh 1y
thuyét dé xuat 1a phu hop voi dic diém tim
ly cuia khach hang mua sam truc tuyén tai TP.
HCM trong bi canh hién nay. Trong d6, mirc
do tac dong cua cac thanh td nhan thire rui ro
dén quyét dinh mua sam tryc tuyén cta nguoi
dan tai TP. HCM sip xép theo thtr tw giam dan
1a: (1) nhan thirc rai ro san pham; (2) nhan thic
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rui ro gian lan tor nguoi ban; (3) nhan thuce rai
ro tai chinh va cudi cung la (4) nhan thac rai ro

bao mat thong tin c4 nhan.

Tir két qua nghién ctru nay cho thay, dé gia
tang su tin cdy ctia ngudi dan déi véi hinh thirc
mua sim nay, Nha nudc va cac doanh nghiép
ban hang truc tuyén can c6 cac chinh sach va
bién phap giam thiéu nhan thirc rii ro ctia ngudi
dan theo cac hudng:

Thir nhdt, giam thiéu nhan thic rai ro san
pham bang cic bién phap: xay dung va phat
trién thuong hiéu cua cac doanh nghiép ban
hang truc tuyén dam bao chat luong, xuat xr
hang hoa va céc dich vu khach hang theo dung
nhitng gi di cam két; dam bao cac thong tin vé
san pham duoc cong bd chinh xac va rd rang
trén cac phuong tién truyén thong cua doanh
nghiép nhu: email, website, 4n pham cataloge,
nhan méac hang hoa, cac chuong trinh khuyén
mai, vv., dé nguoi dan co diéu kién tham khao,
danh gia va lya chon san pham trudc khi dua ra
quyét dinh mua sim; dong thoi nang cao chat
luong dich vu chdm s6c khach hang dé bao vé

cac lgi ich chinh dang cua nguoi dan.

Thir hai, giam thiéu nhan thtrc rui ro gian 1an
clia nguoi ban bang cach ting cuong su quan
Iy cuia nha nudc trén co s¢ hoan thi¢én khung
phap 1y d6i v6i cac doanh nghiép kinh doanh
truc myén nham tao diéu kién thuan loi cho céac
doanh nghiép kinh doanh chén chinh phat trién,
nhung mit khac 1a kiém soat chit ché va c6 ché
tai xtr Iy nghiém khéc nhitng hanh vi kinh doanh
thiéu lanh manh gdy thiét hai cho ngudi mua va
cac doanh nghiép kinh doanh chan chinh, dong
thoi ting cudng phat hanh cac 4n pham vé cam
nang mua sam tryc tuyén dé nguoi dan cé diéu
kién trang bi cho minh nhiing kién thtrc va kinh
nghiém nhat dinh trude khi tham gia vao hoat

dong mua sam truc tuyén.
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Thit ba, giam thiéu nhan thirc rui ro tai chinh
bang cac bién phép: lién két cac doanh nghiép
ban hang truc tuyén voi cac san thuong mai dién
tor chuyén nghiép va c6 uy tin; véi cac ngan hang
thuong mai dé xdy dung cac chuong trinh dam
bao thanh toan va ché dinh boi thuong thiét hai
cho khach hang khi gip rai ro; dong thdi dam
béo ché do thanh toan nhanh chong, tién loi;
hodc 4p dung cac hinh thirc thanh toan, theo d6
chi khi nao ngudi mua nhan dugc hang va xac
nhan dugc hang ding nhu mo ta thi nguodi ban
rit duogc tién thanh toan. Nghién ctru ap dung
hinh thirc bao hiém giao dich, trong d6 ché dinh
boi thuong thiét hai trong truong hop xay ra rii
ro trong qué trinh giao dich truc tuyén.

Thir tu, giam thiéu nhan thirc rii ro bao mat
thong tin bang cach thuc hién cam két bao mat
thong tin ca nhan khach hang, dong thoi ting
cuong dau tu cong nghé; nang cao nang luc st
dung cua nhan vién va ché tai trach nhiém bdi
thuong cua doanh nghiép dé thuc hién dung
cam két nay va bao vé quyén loi cia ngudi mua.

Cudi ciing, cling nhu cac nghién ciru khac,
nghién ctru nay con mot s6 han ché nhit dinh.
D6 1a nghién ctru chon mau bang phuwong phéap
thuan tién cho tit ca cac mit hang cua 06 trong
s6 rat nhiéu website ban hang truc tuyén tai TP.
HCM; phuong phap kiém dinh mé hinh va cac
gia thuyét nghién ctru 1a phuong phap phan tich
hdi quy tuyén tinh boi, vi thé chua cho phép
kiém dinh dugc twong quan giira cac khai niém
nghién ciru (cac thanh t6 nhan thic rii ro); dac
biét 1a mo6 hinh nghién ctru chi giai thich dugc
57,8% bién thién ciia quyét dinh mua sam.
Nghia 14, tinh tong quéat hoa cia két qua nghién
ctru chua cao va cling do d6 cac nghién ctru tiép
theo can cai tién phuong phap chon miu (chang
han chon mau dinh muc, theo nhém) tai nhiéu
tinh, thanh khac nhau; st dung k¥ thuat phan
tich cao hon dé kiém dinh mé hinh nghién ctru
(chang han k¥ thuat SEM).
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