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PHAN TiCH CAC YEU TO ANH HUONG PEN HANH VI MUA SAM HOP KENH
(OMNICHANNEL) CUA NGUOI TIEU DUNG TAI THANH PHO HO CHI MINH

V6 Minh Phit* va Ping Thanh Tuén
Truwong Dai hoc Quoc té Hong Bang

TOM TAT

Nghién ciru ndy tdp trung vdo viéc phan tich va danh gi cdc yéu té anh hwdng dén hanh vi mua sam
hop kénh Omnichannel tai Thanh phé Ho Chi Minh. Dyea trén phwong phdp nghién civu két hop ca
dinh legng va dinh tinh, bai nghién ciru da thyc hién viéc tham khdo va diéu chinh cdc Iy thuyét lién
quan dé xdy dung mgt mé hinh phii hop. Sir dung cdac phuong phap nhu danh gia do tin cdy cua thang
do, phan tich nhan 16 khdm phd, mo hinh hoi quy, va kiém dinh sw phit hop ciia mo hinh, nham nghién
civu cdce yéu té anh hwong dén hanh vi mua hang ciia nguoi tiéu dimg. Véi mau khao sdt cia khdch
hang, nghién civu xdc dinh va danh gid anh hwéng cia 5 nhan té dén y dinh siv dung mé hinh
Omnichannel. Két qua cho thdy ¢6 méi quan hé y nghia glu"a cdc yéu t6 bao gom cam nhan (1) su
tién loi, (2) sy twong thich, (3) chi phi, (4) sw minh bach va (5) rii ro doi vé6i y dinh sir dung mé hinh
Omnichannel. Nghzen civu ndy cung cdp thong tin quan trong vé mirc dg tac dong cia fing yeu 16 doi
Vvéi quyét dinh mua sam hop kénh. Dya trén nhing két qud thu dwoc, bai nghién ciru dé xudt cé thé
givip doanh nghiép hiéu ré hon vé nhu cdu va mong muén cia khdch hang.

Tir khéa: hop kénh, quyét dinh mua sam, hanh vi, omnichannel

ANALYSIS OF FACTORS INFLUENCING OMNICHANNEL
SHOPPING BEHAVIOR OF CONSUMERS IN HO CHI MINH CITY

Vo Minh Phu and Dang Thanh Tuan

ABSTRACT

This study focuses on analyzing and evaluating the factors influencing omnichannel shopping
behavior in Ho Chi Minh City. Drawing on a mixed methods approach combining both quantitative
and qualitative research methods, the study referenced and adapted relevant theories to construct a
suitable model. Utilizing methods such as scale reliability assessment, exploratory factor analysis,
regression modeling, and model fit testing, the research investigates the factors influencing consumer
purchasing behavior. With a customer survey sample, the study identifies and evaluates the impact
of five factors on the intention to use the Omnichannel model. The results reveal significant
relationships between the factors including perceived (1) convenience, (2) compatibility, (3) cost, (4)
transparency, and (5) risk with the intention to use the Omnichannel model. This research provides
valuable insights into the impact of each factor on omnichannel shopping decisions. Based on the
findings, the study suggests that businesses can better understand customer needs and desires.
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1. PAT VAN PE

Su thay d6i ctia mé hinh ban 1é dudi tac dong ctia cach mang cong nghiép 4.0, mo hinh ban 1é di dién
bién tir don kénh sang da kénh va hién tai 1a mo hinh hgp kénh. Dac bi¢t & Viét Nam, cudc cach mang
cong nghiép 4.0 trong linh vuc ban 1¢ dang 4m tham dién ra va n6 di mé ra nhiéu & hoi phat trién, n6
da tao nén nhimng thay dobi dot pha tir nhirng ti€u chuan dich vy da dang, hiéu qua va nhanh chong dua
trén nén tang cong ngh¢ sd. Sau anh hudng cua dich Covid-19, hanh vi mua sam cua nguoi tiéu dung
da thay d6i nhiéu hon trudc tao ra xu huéng mua sim truc tuyén va dong thoi tai diém ban hang
truyén thong.

Theo khao sat gan day nhat trong quy [/2022, Viét Nam c6 hon 8 tri¢u nguoi tiéu dung tryc tuyén
m&i, véi hon 55% trong s d6 dén tir cac khu vye phi thanh thi, ty 1¢ ngudi tiéu dung thuong mai dién
tir 6 xu hudng ting cao, voi 97% ngudi tidu dung van dang sir dung dich vu va 99% c6 ¥ dinh tiép
tuc str dung trong tuwong lai [1]. Pé dap tmg xu hudng nay, cac nha ban 1¢ di dau tu vao cong nghé
k¥ thuat sb va ap dung chinh sach ban hang hop kénh dé phuc vu nhu cdu mua sdm online va offline
ctia khach hang. La nha ban 1¢ dau tién tai Viét Nam, Saigon Co.op ciing chuyén sang truc tuyén hoa
- 56 héa hoat dong kinh doanh bang viéc két hop hai hoa hinh thtic offline va online. Thé hién rd nét
1a viéc vira mé rong mang ludi ban 1¢ truc tiép nhung van nang cao trai nghiém cho khach hang &
kénh mua sim online 13 app Saigon Co.op, kénh HTV Co.op... Khach hang trai nghiém mua sam &
nhing ctra hang vt 1y s& c6 co hoi tan hudng gia tri cong thém tir app mua sam va nguoc lai. Tuy
nhién, cac nghién ctru trude day thuong tap trung vao hoat dong tich hop kénh tir géc dd ctia nha ban
1¢.

Déi véi goc dd cta ngudi tiéu dung, cac nghién ctru da tap trung vao trai nghiém khach hang va y
dinh mua sdm hop kénh. Cac nghién ciru trudc day chi tap trung vao mot s nhan t6 anh huéng dén
y dinh va hanh vi st dung m6 hinh hop kénh. Do d6, bai nghién clru nay xem xét toan dién cac nhan
t6 anh huong dén y dinh mua sim hop kénh ciia nguoi tidu dung tai Thanh Phd Ho Chi Minh. Muc
tiéu cta nghién ctru 13 mang lai hiéu biét chuyén sau vé cac yéu to thiic day ¥ dinh mua saim hop kénh
ctia khach hang va dua ra dé xuat quan 1y kénh ban 1¢ hiéu qua cho cac nha quan 1y.

2. TONG QUAN NGHIEN CUU

2.1. M6 hinh h¢p kénh (Omnichannel)

Su gia tang cua cac kénh ban l¢ da dang cua doanh nghiép t61 nguoi tiéu dung ngay cang manh mg,

1am thay doi cach hoat dong ban 1¢ va quy trinh mua sim ctia ngudi ding. Piéu nay tao ra nhiéu van
de hon trong viéc nghién ctru b6i canh moi trudng ban 1¢ da kénh ngay nay. Thuét ngit “Omnichannel”
xuat phat tir viéc doanh nghiép sir dung dong thoi nhiéu kénh tuong tac gitta ngudi tiéu ding va cua
hang. Tac gia Lazaris & Vrechopoulos dinh nghia rang nguodi mua sim hop kénh (Omnichannel) st
dung tat ca cac kénh cung mot lic, thay vi s dung chiing don I¢ [2]. Con vdi tac gia Rigby dinh nghia
mua sam da kénh la trai nghiém ban hang co nhiéu tich hop, két hop loi thé cua cira hang thuc té va
mua sam tryc tuyén lai v6i nhau [3]. Hay véi tac gia Brynjolfson & cong sy cang c6 mot dinh nghia
tuong ty voi mo hinh hop kénh (Omnichannel) 1a mét dich vu da kénh phéi hop mang lai trai nghiém
lién mach khi sir dung tat ca cac kénh mua sdm ctia nha ban 1¢ [4]. Cac tac gia deu d6ng thun ring
mo hinh hop kénh (Omnichannel) 13 trai nghiém tich hop bang cach sir dung tat ca cac kénh. Dya
trén cac dinh nghia trude day vé mo hinh hop kénh (Omnichannel), trong bai nghién ctru nay, khai
niém nay duoc hiéu 1a mot mo hinh ban hang trong linh vyc thuong mai dién tir va ban 1¢, ma trong
d6 nguoi ti€u dung c6 kha nang sir dung dong thoi nhiéu kénh mua hang khac nhau, bao gdm ca cac
kénh truc tuyén va offline, dé trai nghiém mua sam maot cach lién mach va nhit quéan.

Mo hinh nay tao diéu kién cho viéc ‘twong tac linh hoat gitra cac kénh, cho phép khach hang thyc hién
céc hoat dong nhu tim kiém san pham so sanh gia c4, dat hang va dinh vi dia diém lay hang mot cach
thudn tién va lién mach tir bat ky nén tang nio ma ho chon str dung. Diéu nay yéu ciu su dong bd va
tich hop gitra cac kénh ban hang va cting dat ra cac yéu cau cao vé quan 1y dir liéu va hé théng dé
dam bao trai nghiém mua sim nhat quan cho khach hang. Pé 4p dung mé hinh hop kénh
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(Omnichannel) vao ban hang, cac doanh nghiép can thuc hién cac budce quan trong bao gom: rd rang
vé thong tin san pham, gia ca dugc dong bd hod trén cac kénh ban hang, tich hop hé théng quan 1y,
phan tich va nghién ctru vé hanh vi mua sam cta khach hang, phat trién chién luoc ban hang hop
kénh, str dung cong nghé thong tin linh hoat, dao tao nhan vién va t8i wu hod hoat dong ban hang dua
trén phan hoi tir khach hang va céac dit liéu khach hang. Qua cac diéu nay, doanh nghiép c6 thé cung
cAp trai nghiém mua sim nhit quan va thuan tién cho khach hang, ddng thoi ting cuong hiéu suit
ban hang.

2.2. Lugt khdo tai liéu

Mic du nhiéu nghién ciru vé Omnichannel tip trung vao goc do cua doanh nghiép, nhung chua day
du & khia canh ctia khach hang[5]. Nghién ciru ndy nhin manh viéc dénh gia chién luge Omnichannel
tur ca hai goc nhin: cua doanh nghiép va cua khach hang. Diéu nay gitp dinh r5 hon Ve tac dong va
gia tri thyc sy cuia Omnichannel d6i voi ca hai bén, dong gop vao viéc hiéu sau hon vé ban chat da
chiéu cua chién luoc ban 1¢ nay.

2.3. Hanh vi mua sim hop kénh (Omnichannel) cia ngudi tieu dung

Cac nghién ctru dé chi ra rang nguoi tiéu dung hop kénh la mot xu huong toan ciu dang phat trién rat
manh. Khach hang mong doi mdt trai nghiém mua sam dong nhét va tich hop nhiéu loi ich, khong
phu thuéc vao kénh mua sam nao ho st dung, ho san sang di chuyén giita cac kénh nhu cira hang
truyen théng va kénh ban hang truc tuyén dé c6 thé dap tmg diing s¢ thich va tinh hinh hién va cac
yéu t6 tac dong khac. Ngudi mua sam theo mo hinh hop kénh (Omnichannel) st dung thiét bi ctia ho
dé thyc hién tim kiém, so sanh san pham, yéu cau tu van hodc tim kiém cac lua chon thay thé dé tan
dung lgi ich cua mdi kénh mua sdm khéc nhau.

2.4. X4y dung gia thuyét nghién ciru

Nghién ctru ctia bai bao nay s& ap dung moé hinh UTAUT?2 1am khung nén dé phan tich sy chp nhan
cong nghé trong ngir canh mua sim hop kénh va phat trién cong nghé sd [6]. UTAUT2 dugc coi l1a
moét trong nhimg mo hinh pho bién va tdi wu nhét dé nghién ctru hanh vi sir dung cong nghé, vi no
tich hop cac yéu té dong luc thu hudng, gia tri gia ca va thoi quen, cung voi cac bién tu nguyén sir
dung tir mo hinh UTAUT ban dau. Nhimng yeu t6 nay dugc xem 1a quan trong d6i voi hanh vi mua
sam cua nguoi tiéu dung trong nglr canh mua sam hop kénh va tién trién cua cong nghé s6. Bai viét
da dé xuét sir dung mo hinh UTAUT2 ¢6 chon loc va bd sung thém mot s6 nhan td tir nghién ciru
khac dé phu hop voi bdi canh nghién ctru hién nay. Cac nhan t6 d6 bao gdm: Su rd rang, chi phi, rui
ro, sy tuong thich, su tién loi.

2.4.1 Méi quan h¢ giiva sw ré rang va quyét dinh mua hang qua kénh Omnichannel

Su r6 rang dugc dinh nghia 1a "sy minh bach cua mdt bén vé bén kia rfmg bén sau s€ hanh dong mot
cach dé dang du doan". Khi ngudi tiéu dung tin tuéng mot nha ban 1&, ho thudng cé xu hudng thuc
hién nhiéu giao dich mua sim hon va c6 mirc d¢ hai long va long trung thanh cao hon [7]. Nhu vay
nhom tac gia dé xuit gia thuyét sau:

H1. Quyét dinh mua sam qua kénh Omnichannel chiu anh hudng tich cuc cua sy 13 rang.

2.4.2. Moi quan hé giita chi phi va quyét dinh mua hang qua kénh Omnichannel

Cac chi phi nhu tim kiém san pham, so sanh gia ca va van chuyén dugc xem la dong gop vao gia tri
mua sim cao hon [8]. Tac gia Sezgin d3 nhan thay ring nguoi tiéu dung thuong xem xét cac khia
canh nhu dam bao chat lugng, thoi gian bao hanh, kha nang st dung, cdp nhat trong tuong lai va
chiam soc khach hang trudce khi quyét dinh mua san pham. Nhu vy, nhom tac gia dé xuat gia thuyét
sau:

H2. Quyét dinh mua sim qua kénh Omnichannel chiu anh hudng tiéu cuc cta chi phi.
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2.4.3. Méi quan hé giiva riii ro va quyét dinh mua hang qua kénh Omnichannel

Véi sy gia tang dang ké trong viéc st dung mua sdm truc tuyén, moi nguoi déu to ra lo ling vé céc
loai rui ro da dang khi tham gia vao cac giao dich online. Khi khong chic chin vé chat luong san
pham, thuong hi¢u va dich vu tryc tuyén, ngudi tiéu dung c6 thé cam thay rai ro vé viéc giao
hang tré, thanh todn ma khéng nhan duoc san pham va cac hoat dong bat hop phap va gian
lan khac. Ly thuyét vé rai ro nhéan thire da duoc ap dung dé giai thich hanh vi ctia ngudi tiéu
dung trong qué trinh ra quyét dinh tir nhitng nam 1960. Pinh nghia vé rui ro nhan thic da
thay doi tir khi giao dich truc tuyén trd nén phd bién. Trong qua khw, rui ro chu yéu duoc
coi 1a gian 1an va chét luong san pham. Ngay nay, ruii ro nhan thirc lién quan dén cac loai
rai ro tai chinh, hiéu suat san pham, x4 hoi, tdm 1y, vat 1y hodc thoi gian nhat dinh khi nguoi
tiéu dung thuc hién cac giao dich truc tuyén. Tir d6 nhom tac gia dé xuét gia thuyét sau:

H3. Quyét dinh mua sam qua kénh Omnichannel chiu danh hudng ti€u cuc cuia rui ro.

2.4.4. Moi quan hé gira sw tién lgi va quyét dinh mua hang qua kénh Omnichannel

Su tién loi mo6 ta mic d6 ma khach hang c6 thé giam thiéu cong strc va thoi gian tiéu tén
trong qué trinh mua sadm [9]. MGt muc d0 thuan tién cao cé thé tao ra thai do tich cuc doi
voi cac doanh nghiép tich hop kénh bang cach giam thiéu chi phi mua sim cua khach hang,
nhu thoi gian va cong strc ma khach hang dau tu vao qua trinh mua sdm. Qua trinh muc tiéu
huéng t6i tro nén dé dang hon d6i v6i khach hang khi mot kénh tich hop ¢6 muc do thuan
tién cao hon. Mot mirc do thuan tién cao c6 thé bu dép cho tdc dong ti€u cuc cua su khong
phu hop trong trai nghiém cta khach hang. Do d6, nhom tac gia dé xuit gia thuyét sau day:

H4. Quyét dinh mua sam qua kénh Omnichannel chiu anh hudng tich cyc cua sy tién loi.

2.4.5. Moi quan hé giita sy twong thich va quyét dinh mua hang qua kénh Omnichannel
Sy trong thich cia mé hinh mua sam hop kénh dé cap dén tinh muot ma khi nguoi tiéu dung
di chuyén tir mot kénh sang kénh [10]. Piéu nay chi ra mirc 46 ma mot doanh nghiép tich
hop kénh da loai bo cac rao can gitra cac kénh voi nhau cho phep nguoi tiéu dung di chuyén
gitta cac kénh ngoai tuyen va tryc tuyén ma khong gip phai tré ngai, khé khan. Khi mua
sam trong mot he thong tich hop kénh voi muc do lién tuc cao, nguoi tiéu dung co thé
chuyén do6i giita cac kénh tryc tuyén va ngoai tuyén mot cach dé dang. Do d6, nguoi tiéu
dung c6 nhiéu quyén lyc hon dé chon kénh ho wa thich trong qué trinh mua sam. Néi cach
khac, mot hé théng tich hop kénh mug¢t ma la gidm thiéu céac rao can chuyén d6i kénh va
cho phép khach hang dat dugc nhu cau ban dau cta ho véi it cong sirc hon. Do d6, nhom tac
gia dé xudt gia thuyét sau day.

H5. Quyét dinh mua sdm qua kénh Omnichannel chiu anh hudng tich cuc cta su twong thich.

2.5. M6 hinh nghién ctru dé xuit

Dua trén nhitng phan tich trén, tac gia di dé xuat mot mé hinh céc yéu td anh huong dén
hanh vi mua sim hop kénh (Omnichannel) ctia ngudi tiéu dung trén dia ban Thanh phd Hb
Chi Minh. M6 hinh nay bao gém nam bién doc lap: su 1o rang, chi phi, rti ro, sy ti€n lgi va sy
tvong thich. Pdong thoi, mot bién phu thudc chinh 1a quyét dinh mua sim qua hop kénh
(Omnichannel).
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Sy o rang HI(+)
Chi phi H2 ()
Quy&t dinh mua
2. 3 o
Ruiro H3(H) sam qua hgp kénh
(Omnichannel)
Sur tién 1gi He ()
HS (+
Su tuang thich ™)

Hinh 4. M6 hinh nghién ciru dé xuét

3. PHUONG PHAP NGHIEN CUU
3.1. Xay dung thang do
Dua vao cac bai nghién ciru trude, nhom tac gia da xdy dung cac thang do danh gia cac nhan té anh
hudng dén hanh vi mua sim hop kénh (Omnichannel) ctia ngudi tiéu dung (bang 1). Céc bién quan
sat duoc do ludng bang thang do Likert 5 mirc do tir (1) Hoan toan khong dong y dén (5) Hoan toan

dong y.
Bang 1. Thang do dé xuét
STT | Bién | Ky hiéu Thang do Nguon
Ban tin tuong sy 1 rang v cac thong tin trén mo [11],[12]
SRR1
Surd hinh mua sam hop kénh la dang tin cay
3 Ban tin tuong su 16 rang ve€ san pham va dich vu
1 rang SRR2
*) trén mo hinh mua sam h()‘p‘ kénh la dang tin cay
SRR3 Ban tin tuong su 16 rang vé trang website giao dich
trén mo hinh mua sam hop kénh 1a dang tin cdy
Chi phi cho céc thiét bi dé ap dung m6 hinh mua [17], [14], [15]
CP1 P o .
Chi phi sam hop kénh khé cao ]
2 CP2 Chi phi cho viéc truy cap vao website mua sam hop
+) kénh kha cao
CP3 Chi phi doc quyén cua cac mo6 hinh hop kénh kha
cao
Ban lo ling cac giao dich trén mo hinh mua sam [13],[16]
RR1 1A R 2
hop kénh tiém an nhi€u rui ro
Ban lo ldng chat lugng san pham/dich vu trén mo
- RR2 Y A S
Rui ro hinh mua sam hop kenh tiém an nhiéu rui ro
3
() Ban lo lang vé quyen riéng tu cua t61 trén mo hinh
RR3
mua sim hop kénh tiém an nhiéu rai ro
RR4 Ban lo ling vé cac dich vu hau mai khong duoc
dam bao (bao hanh, d6i hang, tra hang, qua tang)
Swtien | STLI Mua sim hop kénh giup ban co thé mua sim bat ctr [11],[16]
4 loi. lic ndo ban mudn
; Mua sam hop kénh gitip ban c6 thé mua sam & bat
) STL2 . an X
cur dau ban mudn
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That dé dang dé tim kiém san pham/dich vu bang

gia md hinh mua sim hop kénh

STL3 cach st dung mo6 hinh mua sdm hop kénh
That dé dang dé tim hiéu vé thong tin san
STL4 | pham/dich vu nay bang cach sir dung mé hinh mua
sam hop kénh
Sw STTI Mua sam hop kénh pht hop v6i nhu cau giao dich [12], [14]
twong cua ban
5 thich STT2 | Mua sdm hop kénh phu hop voi cach séng cua ban
) STT3 | Mua sam hop kénh phu hop vé6i cach t6i mudn
th;lm gi,a vao qua trinh mua hang
Ql.lyét QDMS1 "sféalrrll il?; Egﬁ };tham gia mua hang qua mo6 hinh mua [12]
6 dinh Ban cam thay hai 1ong khi mua sim trén mé hinh
mua | QPMS2 1 anh
sam OPMS?3 Ban cam thay tu tin khi gi6i thiéu nguoi khac tham

3.2. Thu thép s0 liéu

Nhom tac gia da tham khao va xay dung khung 1y thuyét tir cac nghién ciru vé yéu té anh hudng dén
hanh vi mua sim ctia ngudi tiéu dung d6i v6i ban 1¢ hop kénh. Nhom phat trién bang cau hoi duya trén
¥ kién ctia chuyén gia va két qua phong van so b voi 10 khach hang, sau d6 hoan thién bang khao
sat. Poi tuong nghién clru la nguoi s dung Internet dé mua sim qua ban 1¢ hop kénh tai Thanh phd
Ho Chi Minh. Tong cong, thu thap dugc 160 phleu khao sat, loai bo 12 phleu khong hop 1€, con lai
148 phiéu dé phan tich.

4. KET QUA VA THAO LUAN
4.1. Thong ké md ta

Bing 2. Thong ké mo ta

Thong tin miu Tan suit Ty 18 (%)
Nam 67 453
Gi6i tinh Nu 81 54.7
Tong 148 100
Dudi 18 tudi 8 5.4
Tir 19-30 tudi 101 68.2
Tudi tac Tir 31-40 tudi 28 18.9
Trén 41 tubi 11 7.4
Tong 148 100
Cao hoc 14 9.5
Pai hoc 12 8.1
ErmhA’dQ Cao dang nghé 113 76.4
QocC van -
Trung hoc phd thong 9 6.1
Tong 148 100
Hoc sinh/sinh vién 77 52.0
\ i Cong nhan vién 56 37.8
Nghé nghi¢p -
Lao dong tu do 15 10.1
Tong 148 100
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Pic diém ctia miu khao sat: (i) gi6i tinh: nam 45.3%, nit 54.7%; (ii) tudi tac: dudi 18 tudi 5.4%, tir
19-30 tudi 68.2%, tir 31-40 tudi 18.9%, trén 41 tudi 7.4%; (iii) trinh d6 hoc van: cao dang nghé 9.5%,
cao hoc 8.1%, dai hoc 76.4%, trung hoc phé thong 6.1%; (iv) nghé nghiép: cong nhan vién 52.0%,
hoc sinh,sinh vién 37.8%, lao dong ty do 10.1%. Pdi tugng tham gia nghién ctru da phan 13 nhiing
nguoi tré, thuong xuyén s dung cong nghé.

4.2. Kiém dinh dé tin ciy ciia thang do véi hé sé Cronbach’s Alpha

Theo mé hinh nghién ctru, ¢ tong cong 6 nhan td, bao gdm 5 nhan t bién doc 14p va 1 nhan tb bién
phu thudc, thé hién sy anh hudng dén hanh vi mua sim hop kénh (Omnichannel) ctia ngudi tiéu dung
trén dia ban Thanh phd H6 Chi Minh. Sau khi phan tich d6 tin cdy cua thang do, cac chi sb cho thiy
réng thang do duoc stir dung c6 d¢ tin cay tt va khong c6 bién nao can loai bo khéi mé hinh. Cu thé,
cac thang do déu c6 hé sd tin ciy Cronbach’s Alpha 16n hon 0,6. Hé sb trong quan bién tong cua cac
bién quan sat déu 16n hon 0,3. Két qua phén tich Cronbach’s Alpha duoc thé hién trong bang dudi
day:

Bang 3. Hé s6 Cronbach’s Alpha

Bién quan sat Cronbach's Alpha
Su r0 rang 0.762
Chi phi 0.712
Rui ro 0.735
Su tién loi 0.624
Su tuong thich 0.722
Quyét dinh mua sim 0.825

4.3. Phan tich nhén t6 kham pha EFA

Sau khi cac bién da dat du yéu cau trong phan tich Cronbach’s Alpha, nhom di thuc hién phan tich
EFA nham xem xét mdi quan hé giira cac bién & tat ca cic nhom (cac nhén t6) khac nhau nham phat
hién ra nhiing bién quan sat tai 1én nhiéu nhan t6 hofic cac bién quan st bj phan sai nhan t tir ban
dau.

Bang 4. H¢ s6 KMO va kiém dinh Bartlett’s

H¢ s6 KMO 0.706
Kiém dinh Bartlett's Heé s6 chi binh quan xép xi 644.703
df 136
Sig. 0.000
Bing 5. Hé s6 tai nhan t6
Nhan tb Bién quan sat Hé s6 tai nhan t6
1 2 3 4 5
RR3 0.799
N RR2 0.765
Ruiro RR4 | 0.726
RR1 0.647
) STT2 0.835
Su twong thich STT3 0.763
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STT1 0.691
SRR1 0.825
Su 10 rang SRR2 0.817
SRR3 0.735
STL4 0.714
STL2 0.707
STL3 0.640
STL1 0.633
CP2 0.847
Chi phi CP3 0.837
CP1 0.573

Su tién loi

Kiém dinh Barlett cho théy giita cac bién trong tong thé c6 mdi tuong quan voi nhau voi mirc y nghia
sig. = 0.000 < 0.05 va hé s6 KMO =0.706 (0.5 <KMO <1). Tur két qua phan tich EFA cho céc bién
doc 1ap cua ma trén xoay nhan t6 cho thdy hé sb tai cta cac bién quan sat thoa didu kién khi phén tich
nhan to, cy thé: hé sb tai 16n nhat 13 0.847 cta thang do chi phi CP2, thap nhét 12 0.573> 0.5 ctia thang
do chi phi CP1. Nhu vay, tat ca thang do cia 5 blen doc lap déu pht hop va co y nghia v6i mo hinh,
nghién ctru sé giir lai dé thyc hién phan tich hé s twong quan va hdi quy tuyén tinh.

4.4. Phan tich twong quan Pearson
Bang 6. Phan tich tuong quan Pearson

QbMS SRR CP RR STL STT

QbMS Kiém dinh | 1 0.413** | 0.407** 0.411** 0.408** 0.443**

Pearson

Sig. (2-tailed) 0.000 0.000 0.000 0.000 0.000
SRR Kiém dinh | 0.413** 1 0.340** 0.253** 0.056 0.227**

Pearson

Sig. (2-tailed) | 0.000 0.000 0.002 0.496 0.006
CP Kiém dinh | 0.407** 0.340** | 1 0.145 0.171* 0.316**

Pearson

Sig. (2-tailed) | 0.000 0.000 0.079 0.038 0.000
RR Kiém dinh | 0.411%** 0.253** | 0.145 1 0.154 0.102

Pearson

Sig. (2-tailed) | 0.000 0.002 0.079 0.061 0.218
STL Kiém dinh | 0.408** 0.056 0.171* 0.154 1 0.223**

Pearson

Sig. (2-tailed) | 0.000 0.496 0.038 0.061 0.006
STT Kiém dinh | 0.443%** 0.227** | 0.316** 0.102 0.223%* 1

Pearson

Sig. (2-tailed) | 0.000 0.006 0.000 0.218 0.006

Theo két qua phan tich cho théy cac bién doc lap SRR, CP, RR, STL,STT c6 mdi tuong quan thuan
chiéu véi bién phu thudc QDMS vi cac h¢ sd tuong ‘quan cua cac bién doc lap va phu thudc déu
duong. Két qua ¢ bang cho thay, chi sb sig (2 phia) dau tién cua bién phu lude véi cac bién doc lap
déu bang (0.000<0.01) nén két luan cac bién doc 1ap déu c6 twong quan dén bién phuy thudc. Nhu vay
mo hinh s& gitr loai toan bo bién doc 1ap dé phan tich hdi quy tuyén tinh va danh gia mac do anh
hudng cua bién doc lap lén bién phu thudc.
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4.5. Phan tich hdi quy va kiém dinh gia thuyét

Bang 7. Phan tich hdi quy

343

M4 hinh Tong binh | df Trung binh | Hé s6 F Sig.
phuong binh phuong
1 | Regression 97.432 5 19.486 27.194 0.000b
Residual 101.754 142 0.717
Total 199.186 147

c. Nhan t6 phu thudc: QPMS
d. Nhan t6 doc 1ap (Khong d6i): SRR, CP, RR, STL, STT

Duya vao két qua kiém dinh ANOVA véi d6 tin cay 95%, ta ¢6 thé két luan ring mo hinh 1y thuyét
phan anh ding thuc t€ cua dir liéu nghién ctru. Cac bién doc 1ap trong mo hinh c6 moi tuong quan
v6i bién phu thudc.

4.6. Két qua phén tich mé hinh hdi quy
Bang 8. M6 hinh hoi quy

M4 hinh R R binh phuong | R binh phuong | Std. Error of | Durbin-Watson
hiéu chinh the Estimate
1 0.699 0.489 0.471 0.84651 1.817
Biang 9. Hé s6 Beta
A 1 Hé s6 Beta chua | Heé s6 Beta : X A o X
Mo hinh chun hoa chun héa t Sig. Thong ké da cong tuyén
1 B Std. Error | Beta Tolerance | VIF
Hing s |-2.812 | 0.592 -4.750 | 0.000
SRR 0.346 | 0.106 0.216 3.271 |0.001 0.826 1.210
CP 0.218 |0.085 0.170 2.548 | 0.012 0.812 1.231
RR 0.337 ]0.080 0.265 4.218 | 0.000 0.915 1.093
STL 0.333 |0.077 0.270 4.321 | 0.000 0.922 1.085
STT 0.464 |0.119 0.253 3.900 | 0.000 0.855 1.170

Kiém dinh phan du c6 phan phdi chuan: Do 1éch chuan (Std.Dev) trong mé hinh hdi quy 14 0.93 xap
xi 1 va trung binh Mean ctia m6 hinh hdi quy bang -1.05E-15(~0) gan bang 0 do d6 c6 thé két luan
rang gia dinh phan phéi chuan ciia phan du khong vi pham.Véi R binh phuwong hiéu chinh dat 0.471,
mo hinh nghién ciru gidi thich dugc 47.1% sy bién thién ciia quyét dinh mua sdm ciia khach hang
bang su bién thién cua cac bién doc l4p nhu sy rd rang, chi phi, rui ro, sy tién loi, su trong thich véi
mirc dg tin cdy 95%. Phan con lai, tirc 52.9% su bién thién cta cac bién phu thudc, co thé duoc giai
thich boi cac bién khong duoc bao gdm trong mé hinh.

Mo hinh hdi quy chua chuan hoa ¢ thé duge biéu didn nhu sau: Quyét dinh mua sam = -2.812+
0.464 *sy twong thich + 0.346*sy ro rang +0.337*rui ro + 0.333*sw tién loi + 0.218*chi phi. Mo
hinh hdi quy dugc chuan hoa dugc biéu dién nhu sau: OPMS = 0.270%* sy tién loi + 0.265* riii ro +
0.253%* sy twong thich + 0.216* s 16 rang + 0.170 * chi phi. Theo mé hinh hdi quy dugc chuan hoa
thi nhan t6 su tién loi tac dong manh nhét t6i quyét dinh mua sam, tht hai la nhan t6 rui ro, tha ba 1a
nhan té sy twong thich, th tu 13 sy 16 rang va nhan t6 cudi ciing 1a chi phi.
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5. KET LUAN

Sau khi tién hanh khao sat 148 nguoi tiéu dung tai Thanh phd H6 Chi Minh va ap dung mé hinh phan
tich nhan tb kham pha, nghién ctru dé xac dinh dugc 5 yéu t6 anh hudng dén quyét dinh mua hang
truc tuyén, bao gdm Rui ro, Su tuwong thich, Sy rd rang, Su tién loi va Chi phi. Két qua cua nghién
clru cung cap thong tin vé mirc d6 tic dong clia cac yéu td nay dbi véi quyet dinh mua sam tryc tuyén,
tr do de xudt cac giai phap nhim nang cao y dinh mua sam tryc tuyén dya trén anh hudng cla tung
nhan tb. Nghién ctru cling gop phan xac nhan lai cac két qua cta cac nghién ctru trude do vé yéu to
anh hudng dén quyét dinh mua hang truc tuyén thong. Cac doanh nghiép sir dung nén tang truc tuyen
dé ban hang va cac cong ty phat trién, kinh doanh san pham va dich vy hd trg ban hang tryc tuyén cd
thé tham khao két qua ciia nghién ctru nay dé cai tién va cung cip cac dich vu phu hop hon véi nhu
cau cta ngudi tiéu dung.

TAI LIEU THAM KHAO

[1] Tap chi Ngan Hang, “Hoat dong thuong mai dién tir trong bdi canh hau Covid-19 tai Viét Nam.”
Accessed: Mar. 05, 2024. [Online]. Available: Hoat dong thuong mai dién tir trong bbi canh hau
Covid-19 tai Viét Nam

[2] P. C. Verhoef, P. K. Kannan, and J. J. Inman, “From Multi-Channel Retailing to Omni-Channel
Retailing,” Journal of Retailing, vol. 91, no. 2, pp. 174-181, Jun. 2015, doi:
10.1016/j.jretai.2015.02.005.

[3] D. Rigby, “The Future of Shopping”, Harvard Business Review, 89, 65-76, 2011.

[4] Y. (Jeffrey) H. M. S. R. Erik Brynjolfsson, “Competing in the Age of Omnichannel Retailing,”
2013.

[5] A. Asmare and S. Zewdie, “Omnichannel retailing strategy: a systematic review,” The
International Review of Retail, Distribution and Consumer Research, vol. 32, no. 1, pp. 59-79, Jan.
2022, doi: 10.1080/09593969.2021.2024447.

[6] Venkatesh, Thong, and Xu, “Consumer Acceptance and Use of Information Technology:
Extending the Unified Theory of Acceptance and Use of Technology,” MIS Quarterly, vol. 36, no. 1,
p. 157,2012, doi: 10.2307/41410412.

[7] C.-M. Chiu, H.-Y. Lin, S.-Y. Sun, and M.-H. Hsu, “Understanding customers’ loyalty intentions
towards online shopping: an integration of technology acceptance model and fairness theory,”
Behaviour <& Information Technology, vol. 28, no. 4, pp. 347-360, Jul. 2009, doi:
10.1080/01449290801892492.

[8] B. F. Blake, K. A. Neuendorf, and C. M. Valdiserri, “Tailoring new websites to appeal to those
most likely to shop online,” Technovation, vol. 25, no. 10, pp. 1205-1214, Oct. 2005, doi:
10.1016/j.technovation.2004.03.009.

[9]1 A.J. Rohm and V. Swaminathan, “A typology of online shoppers based on shopping motivations,”
J Bus Res, vol. 57, no. 7, pp. 748—757, Jul. 2004, doi: 10.1016/S0148-2963(02)00351-X.

[10] L. L. Berry, K. Seiders, and D. Grewal, “Understanding Service Convenience,” J Mark, vol. 66,
no. 3, pp. 1-17, Jul. 2002, doi: 10.1509/jmkg.66.3.1.18505.

[11] M. Zhang, C. Ren, G. A. Wang, and Z. He, “The impact of channel integration on consumer
responses in omni-channel retailing: The mediating effect of consumer empowerment,” Electron
Commer Res Appl, vol. 28, pp. 181-193, Mar. 2018, doi: 10.1016/j.elerap.2018.02.002.

[12] T.X.C.P.M.A.B.M.N. T.B.M. L. T. X. M. N. T. K. L. Vi Thj Kim Chi, “Nhiing yéu t6 anh
hudéng dén hanh vi mua sam hop kénh omnichannel ciia nguoi tiéu dung trén dia ban Thanh pho Ha
Noi”.

ISSN: 2615-9686 Hong Bang International University Journal of Science



Tap chi Khoa hoc Trwérng Dai hoc Quédc té Hong Bang — S8 Dic biét: Hoi nghi Khoa hoc Tudi tré Lan thir 1 - 5/2024 345

[13]J.-H. Wu and S.-C. Wang, “What drives mobile commerce?,” Information & Management, vol.
42, no. 5, pp. 719729, Jul. 2005, doi: 10.1016/j.im.2004.07.001.

[14] E. Constantinides, “The 4S Web-Marketing Mix model,” Electron Commer Res Appl, vol. 1, no.
1, pp. 57-76, Mar. 2002, doi: 10.1016/S1567-4223(02)00006-6.

[15] W.T.Ruppand A. D. Smith, “Mobile commerce: New revenue machine or black hole?,” Bus
Horiz, vol. 45, no. 4, pp. 26-29, Jul. 2002, doi: 10.1016/S0007-6813(02)00223-9.

[16] W. Gao, W. Li, H. Fan, and X. Jia, “How customer experience incongruence affects
omnichannel customer retention: The moderating role of channel characteristics,” Journal of
Retailing  and  Consumer  Services, vol. 60, p. 102487, May 2021, doi:
10.1016/j.jretconser.2021.102487.

Hong Bang International University Journal of Science ISSN: 2615-9686



