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Cacyéutd anh hwéng dény dinh mua ldp lai trén trang
thwong mai dién tir cia nhan vién van phong qua
Shopee.vn tai Thanh phd H6 Chi Minh

Dwong Thi Phwong
Trung tdm Anh ngi¥ Quéc té SSA

TOM TAT
V&i mang Iwdi két néi hang ty thiét bj khdp noitrén thé gidi, Internet @G mé ra khéng gian truyén tdithéng
tin gitra cdc ngudi dung. Bdy chinh 1d co s& ha tdng quan trong, Id nén mdéng dé tao dwng nén trang
thuong mai dién t (TMBT), cho phép giao dich trwc tuyén va lién két cdc céng ty, ngudi tiéu ding va nha
cung cép. Nhdm dwa ra cdc gidi phdp, hwdng chién lugc phit hop cho cdc nha kinh doanh trén cdc nén tdng
s6, tirdd cé thé gia tdng ty Ié ngurdi tiéu dung tiép tuc quay lai mua hdang trén trang thuong mai cia doanh
nghiép théng qua viéc phdn tich cdc yéu té cé khd ndng dnh hwdng dén y dinh mua lép lai trén trang TMOT
cta 188 nhén vién vén phong lam viéc tai TP. HCM qua trang Shopee.vn. Két qué cho thdy cd 05 yéu té tdc
déng manh mé dény dinh mua Idp lai gdm chét lugng sén phdm, chét lwong dich vy, thuong hiéu, hivu ich
va an toan. Tir d6 tdc gid néu ra cdc hudng chién luoc tiép theo dé€ phdt trién hon thi trwdng thwong mai

diénti & Viét Nam.

Tirkhéa: y dinh mua Idp lai, trang thuwong mai dién ti, Shopee.vn

1. DAT VAN DE

Chinh phd d3 ban hanh nghi dinh sé 85/2021/Nb-
CP ngay 25 thang 9 nd3m 2021 vé viéc slra d6i, b6
sung mot sé diéu cta Nghi dinh s6 52/2013/ND-CP
ngay 16 thang 5 nam 2013 cta Chinh phd quy dinh
vé hoat ddng thuwong mai dién tl, diéu d6 da cé
nhiéu anh huwdng dén téng quan cla thi trwong
thuong mai dién t&r nuwdc ta trong nam 2022. Chinh
nho sy stra d6i trong hé théng phép luat, thitrwong
B2C cd sy tang trudng so véi 2021 va du kién sé
tiép tuc tang vao nam 2023 [1]. Vé thi phan cung
cap dich vu TMPT, Shopee 1a mét trong 10 nhém
doanh nghiép dan dau thij trudng cung cap dich vu
TMDT cung vdi cac cong ty khac nhu Lazada, Tiki,
Sendo,... . Trong quy | ndm 2023, Shopee din dau
thi phan vé&i sdn lugng tiéu thu 289,7 triéu san
pham, qua dé cé thé khang dinh rang Shopee.vn la
noi mua sam truc tuyén (MSTT) quen thudc cla
ngudi tiéu dung [2]. V& “long trung thanh” trong
viéc mua sam online thi sinh vién chiém ty I& cao
nhat, ti€p theo la cdc nhan vién dang lam viéc & van
phong, cdc can bd quan ly [3]. Vao cac ndm gan day
d3 cdé nhiéu nghién ctru vé céc yéu td co nhirng tac
dong dén viéc mua sam truc tuyén cla sinh vién
nhung chua cé nghién ctru nao khai thac d6ituong
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[a nhan vién van phong trong viéc MSTT. Day chinh
la cac ly do tac gid lwa chon nghién ctru cac yéu td
anh hudng dén y dinh mua |3p lai trén trang
thuong mai dién tlr ca nhan vién van phong qua
Shopee.vn tai Thanh ph& H6 Chi Minh.

2.TONG QUAN NGHIEN CU'U

2.1.Co's& ly thuyét

2.1.1. Khdiniém vé “Y dinh mua Iéip lai”

Trong thé gidi kinh doanh ngay nay, khéng chi viéc
thu hat khach hang méi ma con quan trong hon la
gilt chan khach hang hién tai va tao ra y dinh mua
13p lai. Y dinh mua I&p lai déng vai trd quyét dinh
trong sy bén virng cia mot doanh nghiép va xac
dinh mlrc d6 thanh cong trong thi truwong canh
tranh khéc liét. Khd nang st dung lai mét thuong
hiéu trong twong lai don gian la viéc cé y dinh mua
lap lai [6].

2.1.2. Khdi niém vé “Thwong mai dién ti”

Thwong mai dién tl&r 1a qud trinh xuat ban céc an
pham s6, quang cdo, mua ban va van chuyén san
pham dén ngudi mua qua phuong tién Internet.
Trong quad trinh nay, viéc giao nhan san pham ciing
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nhuw théng tin s6 hod dwoc dién ra qua cac hé
théng tryc tuyén (World Trade Organization). Cac
hoat dong cé lién quan dén giao dich hang hda va

2.2. M0 hinh nghién ctru

dich vu giita cac cd nhan hodac nhdm nguwoi théng
qua cac hé thdng truc tuyén dwa trén Internet
chinhlathuong maidiént [7].

Hinh 1. M6 hinh nghién cttu

3.PHUONG PHAP NGHIEN CU'U

Sau khi xac dinh d@ tai nghién clru va téng quan cac co
s& ly thuyét lién quan dén dé tai, tic gia tién hanh
thuc hién phuong phap nghién ciru hdn hop bao gom
nghién ctru dinh tinh va dinh lvong cdc mau khao sat.

3.1.Nghién cttrudinh tinh

Nghién cttu dinh tinh dwoc thuc hién théong qua

hai giaidoan:

- Giai doan 1: tac gid xay dung co s& ly thuyét tir cac
nghién clru téng quan, sau d6 dua ra cac gia thuyét
va dé xuat mé hinh cho viéc thyc hién dé tai.

- Giai doan 2: tac gia td chirc thao ludn nhém vaéi
nhém gdm 10 ngudi 1a khach hang mua sam hang
hdéa mot cadch thuwong xuyén trén trang Shopee.vn
dé kham phé céc nhan t6 anh hudng dén y dinh
mua l3p lai trén trang TMDT cla nhan vién lam
viéc tai van phong va diéu chinh thang do cla cac
nhan td d3 dé xuat trong mo hinh nghién ctru.

Bang 1. M6 t3 mau nghién cttu

3.2.Nghién ctru dinh lwong

Tac gia dung phuong phap xt ly va phan tich dir

lieu bang ng dung x( Iy s6 liéu théng ké SPSS 20.0

déthuchiénkiém dinh bang cac buéc:

- Panh gia do tin cay cla céc thang do bang kiém
dinh Cronbach's Alpha;

-Phantich nhan t& kham pha bang kiém dinh KMO.

- Qua trinh kiém dinh cac gia thuyét nghién ctru
théng qua phuwong phap hdi quy cé thé duogc
thychién bang cach st dung kiém dinh F va Sig.

4.KET QUA VA THAO LUAN

4.1. M6 ta mau nghién ctiru

Sau khi loai bo céc két qua tra 107 khao sat khong
hop 1é (nhu |3 tra |oi it/thi€u thdong tin, danh nhiéu
hon mot dap an khi trd 1o, tra |&i tat ca cac ciu hoi
déu giéng nhau,...), con lai 188 két qua tra 1o cau
hdikhdosathoplé.

Dj;gf:’:‘a":g'u"ﬁ:i';;’” Tan s6 TV 18 (%) Ty 1 tich ldiy (%)
Gidi tinh
Nam 65 34.57 34.57
N 123 65.43 100
Dé tubi
Tlr 18 — 25 tudi 98 52.13 52.13
Tir 26 — 30 tudi 73 38.83 90.9
Tir 31 — 35 tudi 12 6.38 97.3
Trén 35 tudi 5 2.66 100
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Dac diém mau nghién ciru Tan s8 V18 (%) Ty 16 tich liiy (%)
(Tong s6 mau N = 188)
Trinh dé hoc vén
Ph& théng 2 1.06 1.06
Trung cap hoidc Cao dang 15 7.98 9.04
Dai hoc 144 76.60 85.64
Sau Dai hoc 27 14.36 100
Trung binh thu nhdp trong 01 thdang
Dudi 05 triéu déng 4 2.13 2.13
Tlr 05 — dwdi 10 triéu déng 101 53.72 55.85
Tl 10 — dwdi 15 triéu déng 48 25.53 81.38
Trén 15 triéu déng 35 18.62 100
S6 Ién mua hang trén Shopee.vn (trong 06 thdng gén ddy)
T&r 01 - 05 lan 25 13.30 13.30
T&r 06 — 10 lan 132 70.21 83.51
Tir 11 -20 [an 21 11.17 94.68
Trén 20 [an 10 5.32 100
Trung binh sé tién chi tré cho viéc mua sdm trén Shopee.vn (trong 01 thdng)
Duéi 200.000 dong 7 3.72 3.72
Tlr 200.000 — 500.000 déng 150 79.79 8351
Trén 500.000 déng 31 16.49 100
4.2. Kiém dinh dd tin cay thang do bang hé s6 Cronbach's Alpha
Bang 2. K&t qua kiém dinh thang do bing Cronbach's Alpha
Hésd |Cronbach’s
STT Tén bién M3 héa | twong quan | Alpha néu
bién - tdng | loai bién
1 | Chat lwgng san pham (CLSP): Cronbach’s Alpha = 0.871
11 Thong tin }/‘é san pham hang hda trén Shopee da dang, CLSP1 0.768 0.804
phong phu
1.2 | C6 rat nhiéu phuong an lya chon cho moét loai san pham CLSP2 0.760 0.818
13 Sali khi f.o sénh, ban tt\u‘b’ng chon phuong an 1a mua san CLSP3 0.741 0.831
pham co chat lwgng tot hon.
2 | Chat lwong dich vu (CLDV): Cronbach’s Alpha = 0.819
51 Giajo diél"l web‘s,ite cla thoEJee qé dt.rAc:rc th’ié't ké;mét cach LDV 0.550 0.813
thong minh, gitp ban dé dang tim kiém san pham.
2.2 | Quy trinh mua hang truc tuyén clia Shopee rat don gian va dé hiéu. CLDV2 0.665 0.762
Su tan tdm cta nhan vién Shopee trong viéc gidi quyét cac
23 khi€u nai tir khach hang la diéu dang khen ngoi. cLbvs 0.599 0.792
54 !\/Iua sz\?im\trér]IShopee ktléng Chl r’rlang |€;li che ban\s‘u‘ .t'ién cLDVA4 0.760 0.715
ich, ma con gilp ban khéng phai ton qua nhiéu thoi gian.
3 | Thwong hiéu (TH): Cronbach’s Alpha = 0.812
31 Vii uy tjn v? chAé't ILi‘o’ng déu,du’o’c khang dinh, Shopee la TH1 0.683 i
diém dén tin cay dé mua sam.
3.9 rIY;l:,adsgéan\ trén Shopee mang lai nhitng trai nghiém thu vi va THD 0.683 i
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Hésé |Cronbach’s
STT Tén bién M3 héa | twong quan | Alpha néu
bi€n - tong | loai bién
4 | Hiru ich (HI): Cronbach’s Alpha = 0.788
a1 VI,?C 'rrl1ui sam trén i:‘,‘ho'rA)ee.vn c? tfje g:up I?an mua\Adchch,hang " 0.424 0.785
Vi gia tot hon so vdi viéc mua ¢ cac cra hang truyén thong.
Khi mua sdm trén Shopee.vn, ban cé thé dé dang can nhic
4.2 | céc san pham véi nhau dé lya chon dugc san pham phu HI2 0.501 0.772
hop nhat.
é a , . n /.
43 Mua s .m,tren ihop‘ee.v? cho‘phiep bap tlep can vdida dang HI3 0.556 0.753
cac loai san pham tu khap noi trén thé gidi.
44 ThAofl gian cua ban duoc tiét kiém khi ban lwa chon mua sam HI4 0.625 0.734
trén Shopee.vn.
45 I\/Jua sa:lm,trenfhopee,.vn fung cap cho ban phung thonfg, tin mua HIS 0.540 0.757
sam hitu ich dé ban cé thé chon Iya dugc san pham phu hop.
Mua sam trén Shopee.vn mang dén cho ban nhiéu khuy&n mai
4.6 va wu d3i cho thanh vién hap dan ma ban khong thé bo qua. Hie 0.644 0.732
5 | Antoan (AT): Cronbach’s Alpha = 0.839
B . 2 v N . s N ? 2 "
51 an tl\n tu‘qng rang thong tin Cj,l nh?n cua ban duogc bao mat AT1 0.573 0.836
an toan khi mua sam truc tuyén trén Shopee.vn.
V&i cong nghé hién dai trong [inh virc CNTT, ban tin chac
59 rar:g traTngfhopee.vnMse da]m, bao wec\ba,o Tat fjoarltoalp AT 0.725 0.771
thong tin lién quan dén thé tin dung va vi dién tl, két noi
vdi tai khoan cla ban khi thuc hién giao dich tryc tuyén.
Dich vu hd trg khdch hang clia Shopee.vn d3 duorc thit ké dé
53 X |YC?C su'c? phatﬂnh V(i ro |i| thongtln.nhanh chcing, rnmh AT3 0.766 0.754
bach va chuyén nghiép, diéu nay mang lai cho ban cam giac an
toan va yén tam khi tham gia vao qud trinh mua sam.
Shopee.vn cung cap tinh ndng hoan tién hodc hoan tra hang
54 hoa‘Akhl c_o yéu cau\t_u’ phia kAhac‘h hjng n_hj\m dam l?’ao ATA 0.627 0.815
quyén lgi cho ngudi mua, day la diéu khién ban thay an
toan va tin twdng dé mua sam trén trang nay.
6 | Y dinh tai mua sam (TMS): Cronbach’s Alpha = 0.661
6.1 | Trong twong lai gan, ban s& ti€p tuc mua sam trén Shopee.vn TMS1 0.438 0.642
Ban s& chia sé trai nghiém mua sdm trén trang Shopee.vn
6.2 | l1&n céc tai khoan mang xd hdi cia minh va gidi thiéu cho gia | TMS2 0.520 0.502
dinh va ban be.
Dwa vao nhitng lgi ich trong viéc mua sam trén san
6.3 | Shopee.vn, ban dy dinh chuyén d&i hinh thirc mua hang TMS3 0.490 0.561
truy@n théng bang phuong phép nay.

4.3. Kiém dinh thang do bang phan tich nhan td EFA Sig. (cha Kiém dinh Bartlett) 13 0.000 < 0.05. Két
4.3.1. Cacbién décldp qua trén thé hién rang dit liéu dung dé phan tich
K&t qua KMO va kiém dinh Bartlett cla cdc bién  cac nhan t6 1a hoan toan thich hop va cé thé tin
doclap, Hé s6 KMO cé giatrila0.747 > 0.5 va gia tri tuwdng (Bang3).
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Bang 3. K&t qua KMO va kiém dinh Bartlett cla cac bién doc 1ap

Hé s6 KMO 0.747
(Kaiser-Meyer-Olkin Measure of Sampling Adequacy) '
i dinh Bartlett Approx. Chi-Square 1502.901
iem dinh Bartle
(Bartlett’s Test of Sphericity ) df 171
Sig. 0.000
4.3.2. Bién phu thuéc
Trong nghién cttu nay, bién phu thudc1a “Y dinh tadi mua sam” (muasam I3p lai).
Bang 4.Ké&t qua KMO va kiém dinh Bartlett clia cdc bién phu thudc
Hé s6 KMO 0.652
(Kaiser-Meyer-Olkin Measure of Sampling Adequacy) '
] Approx. Chi-Square 87.583
Kiém dinh Bartlett of 3
(Bartlett’s Test of Sphericity )
Sig. 0.000

Hé sé KMO co gid trila 0.652 > 0.5 va gid tri Sig. (cta hién rang di¥ liéu dung dé phan tich cdc nhan t6 1a
Kiém dinh Bartlett) 14 0.000<0.05. Két quatrénthé  hoantoan thich hopvacdthétintudng.

Bang 5. K&t qua gid tri téng phuwong sai trich cda bién phu thudc

. " Gia tri riéng ban dau (Trich xuat tong binh phuong tai)
Thanh phan et e . .
(Component) (Initial Eigenvalues) Extraction Sums of Squared Loadings

P Téng cong |% Phuwong sai Tich luy Téng cong|% Phwong sai Tich luy
(Total) |(of Variance) |(Cumulative) %| (Total) | (of Variance) | (Cumulative) %
1.821 60.713 60.713 1.821 60.713 60.713
0.661 22.037 82.750
0.518 17.250 100.000

Gia tri téng phuong sai trich = 60.713% > 50% vi vay bién phu thudc dat yéu cau; khi dé cé thé ndirang nhan
t6 nay giai thich 60.713% bién thién cla dit liéu. Gia tri hé s& Eigenvalues clia nhan td “Y dinh tai mua sam”
131.821 (>1).

Bang 6. K&t qua phan tich hé s& nhan td tai cla bién phu thuéc

Bién Hé so tai
TMS1 0.537
TMS2 0.661
TMS3 0.623

K&t qua hé s6 nhan t6 tai déu Ién hon 0.5 nén thang do clia bién phu thudc 13 Y dinh tai mua sdm (TMS) hoan
toan dat gid tritrong phan tich EFA.

4.4. Phan tich hé sé twong quan tuyén tinh
Bang 7. K&t qua phan tich mdrc d6 tuwong quan céc bién

TMS CLSP CLDV TH HI AT

Hé s6 twong quan (Pearson) 1 0.610 0.552 0.523 0.536 0.527

TMS Sig. 0.000 0.000 0.000 0.000 0.000
N 180 180 180 180 180 180

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



Tap chi Khoa hoc Triwérng Dai hoc Quéc té Hong Bang - S6 30 - 7/2024: 73-82

TMS CLSP CLDV TH HI AT
Hé s6 twong quan (Pearson) | 0.610 1 0.347 0.331 0.354 0.316
CLSP Sig. 0.000 0.000 0.000 0.000 0.000
N 180 180 180 180 180 180
Hé s6 twong quan (Pearson) | 0.552 0.347 1 0.403 0.315 0.388
CLDV Sig. 0.000 0.000 0.000 0.000 0.000
N 180 180 180 180 180 180
Hé s6 twong quan (Pearson) | 0.523 0.331 0.403 1 0.422 0.435
TH Sig. 0.000 0.000 0.000 0.000 0.000
N 180 180 180 180 180 180
Hé s6 twong quan (Pearson) | 0.536 0.354 0.315 0.422 1 0.335
HI Sig. 0.000 0.000 0.000 0.000 0.000
N 180 180 180 180 180 180
Hé s6 twong quan (Pearson) | 0.527 0.316 0.388 0.435 0.335 1
AT Sig. 0.000 | 0.000 0.000 0.000 0.000
N 180 180 180 180 180 180

Dua vao bang két qua, chidng ta cé thé nhan thiy
rang: Bién phu thudc “Y dinh tdi mua sam” cé hé s&
tuwong quan déi v&i cac bién déc 1ap 1an luot la:
Chat lvgng san pham (0.610), Chat lwvong dich vu
(0.552), Thuong hiéu (0.523), Hitu ich (0.536) va

4.5. Két qua phan tich héi quy tuyén tinh
Bang 8. Hé s6 phuong trinh héi quy

Antoan (0.527). Mé hinh nghién clru phan dnh diu
cla hé s6 phu hop vdi madi quan hé cung chiéu. P&
biéu thi mirc d6 chit ch@ cla twong quan tuyén
tinh, gid tri tuyét ddi cha hé sé twong quan giita
bién ddclap va bién phu thudc 1a rat quan trong.

Mb hinh Hingsé | CLSP CLDV TH HI AT

Ha s hdi quy chura B 0.786 | 0.276 0205 | 0.126 | 0.199 | 0.169

chuan hoa Std. Error | 0.256 0.053 0.061 | 0.056 | 0.055 | 0.058

HE 56 hoi quy da Beta 0281 | 0182 | 0123 | 0.189 | 0.156

chuan héa

t 3.076 | 5.199 3372 | 2.250 | 3.600 | 2.900

Sig. 0.002 0.000 0.001 | 0.026 | 0.000 | 0.004

, D6 dung sai 0.687 0685 | 0.673 | 0729 | 0.695
Thong ké cong gop

VIF 1.456 1.460 | 1.485 | 1.371 | 1.439

Tl&r BAng 8 cho thay hau hét cac gid tri VIP cla céc
bién ddclap déu cho két quanhohon 2, cuthélatwr
1.371 dé&n 1.485. Vi vay, cé thé két ludn rang hién
tuwong da céng tuyén gilra cac bién doc 1ap khéng
phai |3 trd ngai dang ké d6i véi sy tinh todn gia tri
hé sé trong mé hinh.

Biéu d6 tan s6 Histogram thé hién trong Hinh 2

ISSN: 2615 - 9686

biéu dién gia tri trung binh (Mean) ctia phan phéi
phan du xap xi bang 0 (1.79E-15) va d6 léch chuan
ganbang1(0.987).

D& xem xét, kiém tra cdc phan du c6 phan phéi
chun, tac gia da thuc hién phan tich bang biéu d6
Histogram, biéu d6 P-P Plot. K&t qua cta phan tich
thu vé s6 lidu cu thé nhu sau:
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Hinh 2. Biéu d6 Histogram

Hinh 3. Bi€u d6 P-P Plot

Theo Hinh 3, biéu dd P-P Plot c6 cac diém quan sat rac doc theo duwong ky vong. Do d6, phan phdi
nam rai rac khéng qua xa duong ky vong va nam rai chuan cla phan duv khéng bjvi pham.
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4.6. Kiém dinh dé phu hop cia mé hinh héi quy
Bang 9. Kiém dinh tinh déc 1ap cha phan du

Mb hinh R R2 R2 hiéu chinh Sai s‘,) chuan caa Durbin-Watson
woc lwong
1 0.774 0.599 0.592 0.35910 1.871

TUr Bang 9 cho thay R2 hiéu chinh 13 0.592 — cé y nghta 1a 59.2% sy thay d&i ctia bién phu thudc “Y dinh téi
mua sam” duoc gidi thich bdi cac bién doc 1ap 1a Chat lwgng san pham, Chat lwgng dich vy, Thwong hiéu,

Hituich, Antoan.

Bang 10. Kiém dinh ANOVA

N Téng cac binh | Bactw do | Binh phuon o .
M6 hinh piu'dng (df) trung b‘lnhg TysoF Sig.
Bién thién do héi quy 48.211 5 8.564 79.147 0.000
1 Bién thién do phan dw 25.738 182 0.290
Téng bién thién 73.949 187

Dwa vao két qua trong Bang 10, gid tri théng ké F
duwoc tinh tir R2 cta md hinh day da, cé Sig. =
0.000 (< 0.05). Vivay mé hinh hdi quy phti hop véi
tapdirliéu.

4.7.Két qua phan tich héi quy

Cac két qua trén cé thé chirng minh rang y nghiia clia

phuong trinh hoi quy tuyén tinh khdng gap van de,

phuong trinh hoi quy tuyén tinh hoan toan twong

thich vé&itép sé liéu va viéc thuc hién dé dang.

Tl két qua cla Bang 8, tac gid nhan thdy phuong

trinh hoi quy cé dang la:

Y dinh tai mua sam = 0.281*Chat lwgng san pham

+ 0.182*Chat lwong dich vu + 0.123*Thwong hiéu
+ 0.189*Hitu ich + 0.156*An toan

5. KET LUAN VA KIEN NGHI

5.1.Kétluan

Sau qua trinh thu thap s6 liéu khao sét, dé tai d3 thu
dugc 188 mAu khao st phu hop cho nghién ciru, dir
liéu sau khi thu thap dugc xt ly bang phan mém SPSS
20.0. Cac thang do st dung trong viéc nghién clru clia
dé tai duogc danh gid ban dau thong qua hé sé tin cdy
Cronbach's Alpha. Sau khi kiém dinh va danh gid thang
do, ti€p theo d6, kifm dinh bang phan tich nhan t&
kham pha (EFA). Dua vao két qua phan tich, dé tai dé
xudt 05 yéu t6 dai dién cho bién déc 1ap trong mé hinh
hoi quy da bién. Két qua thu dugrc cho thay c6 05 bién
déc 1ap anh huwéng 1én 01 bién phu thudc:

(1) Chat lwong san pham; (2) Chat luvgng dich vu;
(3) Thuong hiéu; (4) Hiru ich; (5) Antoan.
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5.2. Hamy quan tri

5.2.1. V& chét lwo'ng sén phdm

Y€u t& Chat lvgng sdn pham cé diém danh gia vé
murc do tac dong dén y dinh s& mua sdm tré lai
trén trang Shopee.vn la 3.08 (gia tri cha céc bién
quan sat cé diém trung binh trong khoang tir 2.98
dén 3.23). Vi thé dé nang cao hon mirc d6 tac
dong cla chat lvgng san phdm dén kha nang tai
mua hang cla cac khach hang trén Shopee.vn thi
doanh nghiép nay can:

- Thi nhét, viéc da dang hod vé hinh anh chi tiét
cla san pham, vé cac céng dung, loi ich cla san
pham can phai dugc chi trong dé thu hut sy
quan tdm cta khach hang. Déng thoi, viéc ddm
bdo chat lwgng cla cac san pham trong danh muc
cling rat quan trong dé gia tang uy tin va tang
niém tin tir phia khach hang.

- Thi hai, viéc kiém sodt, kiém tra va phan loai san
pham theo tiéu chuan chat lwgng ISO va ngudn
gdc, xuat x 1a diém quan trong ma Shopee can
tap trungvao.

- Thir ba, viéc xay dung va hoan thién bé may quan
tri chat lwong, quy trinh kiém sodat va hé théng
danh gia chat lvgng san pham la diéu khéng thé
thiéu. S dung cdng nghé ki thuat trong quan tri
chat lwgng s& giup mang lai nhitng san pham t6t
nhat cho nguoitiéu dung.

5.2.2. V@ichét lwong dich vu
Y&u t& Chat lwvong dich vu ¢ diém trung binh dédnh

gia vé mirc do tac dong dény dinh s& mua sam tr&

Hong Bang International University Journal of Science
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lai trén trang Shopee.vn 13 3.24 (gia tri cha cac bién

quan sat cé diém trung binh trong khodng tir 3.10

dén3.42).

- Thtr nhét, doanh nghiép can phai tap trung nang
cao chat lvgng phuc vu nhdm bdo ddm cho khach
hang ludn c6 duoc thdng tin trg giup, giai dap kip
thoivathuanloi.

- Thit hai, doanh nghiép Shopee can tap trung vao
viéc gidam sat nghiém ngat chat lvong dich vu &
khau tiép nhan don dat hang cho dén lic san
pham da ban giao cho tan tay khich hang.

5.2.3. Véiithwong hiéu

S8 diém trung binh ddnh gid d6i v&i sw anh huwédng

clla mong mudn sé& dat hang trd lai trén trang web

Shopee.vn clia nhan t6 "Thuong hiéu" 1a 3.74 (gid

tri cda cac nhan t6 do ludng c¢é diém trung binh

thuéc pham vikhoang 3.64 hodc 3.85).

- Thir nhdt, théng tin vé trang Shopee.vn va cac san
phdm dugc dat ban can phai dugc cdp nhat
thuwdng xuyén, chitiét va chinh xdc dé khach hang
c6 hiéu biét rd hon vé san pham.

- Tht* hai, Shopee can cai thién cu thé hon va
truyén théng réng hon céc chinh siach hay don,
déi tra hang cling nhu x{r ly céc khi€u nai cla
khach hang sau khi mua sam.

5.2.4. V&itinh hiruich

Y&u t& “Hitu ich” c6 diém trung binh danh gia vé
muc do tac dong dén y dinh s& mua sam trd lai
trén trang Shopee.vn |a 3.08 (gia tri cla cac bién
quan sat cé diém trung binh trong khoang tir 2.92
dén3.15).

- Thi¥ nhét, dé nang cao cdm nhan vé do hiru ich
trong viéc mua sam bang trang Shopee.vn cla
khach hang thi viéc cong b6 chi tiét vé ndi dung
cac thong sé cda san pham, dich vu mét cach rd
rang, chinh xacvakip thoinén duwgcdam bao.

- Thtt hai, viéc thanh todn truc tuyén can thuc hién
nhanh chdng va an toan, két hop véi cac don vi,
cong ty tin dung va cac cdng thanh toan uy tin,
phd bién la diéu can thiét.

5.2.5. V&idé antoan

YEu t& “An toan” cé diém trung binh danh gia vé

murc do tac dong dén y dinh s& mua sam tré lai trén

trang Shopee.vn |a 3.07 (gia tri cia cac bién quan sat

c6 diém trung binh trong khoang tir 2.99 dén 3.11).

- Thi* nhdt, Shopee thudng xuyén tién hanh cong
tac giam sat ndi bo va cong tac bao mat thong tin
khach hang.

- Thir hai, xay dung cac quy trinh x&r ly phan hoi thac
mac nhanh chéng cho khach hang sau giao dich.
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Factors affecting repeat purchase intention on e-
commerce sites of office workers via shopee.vn in Ho Chi
Minh City

Duong Thi Phuong

ABSTRACT

With a network connecting billions of devices around the world, the Internet has opened up a space for
information transmission between users. This is important infrastructure, the foundation for creating an e-
commerce site, allowing online transactions and linking companies, consumers and suppliers. In order to
provide appropriate solutions and strategic directions for businesses on digital platforms, thereby
increasing the percentage of consumers who continue to return to purchase on the business's commercial
site through Analyze factors that can potentially affect repeat purchase intentions on e-commerce sites of
188 office employees working in the city. HCM via Shopee.vn. The results show that there are 5 factors that
strongly impact repeat purchase intention including product quality, service quality, brand, usefulness and
safety. From there, the author points out the next strategic directions to further develop the e-commerce
market in Vietnam.

Keywords: repeat purchase intention, e-commerce site, Shopee.vn
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