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MOT S0 VEU TO ANH HUGNG DEN ¥ DINH MUA HANG
TREN CAC WEBSITE NUGC NGOAI CUA NGUOI TIEU DUNG
VIET NAM

Ngo Thi My Hanh
Pai hoc Kinh té Qudc déan
Email: hanhnm@neu.edu.vn

Ngay nhan: 05/05/2024 Ngay nhan lai: 10/07/2024 Ngay duyét dang: 12/07/2024

hién ciru nay dwoc thiee hién nham phén tich danh gia mét sé yéu t6 anh hudng dén y dinh
mua hang trén cdc website nuwdc ngodi cia nguoi tiéu ding. Nghién ciru ndy dugc tac gia

thiee hién trong nam 2024 tai Viét Nam véi 334 phiéu khdo sdt dwoce xdy dung trén cac yéu té bao gom:
(1) Chat heong thiét ké website, (2) Chinh sdch bén hang trén website, (3) Danh tzeng nha ban hang,
(4) Chlphl giao dich, (5) Chlphl cha doi, (6) Chi phi d6i tm (7) Su canh tranh vé gia, (8) Su doc dao
vé san pham, (9) Nhén thicc vé niém tin, (10) Nhdn thirc vé gia tri, (11) Y dinh mua hang tryc tuyén
trén cac webszte nuoc ngoai, (12) Chu nghia dan 16c trong tiéu dung. Thong qua nghién ciru nay, tac
gza mong muon c¢é mot cdi nhin khdch quan hon vé y dinh mua hang ciia ngueoi tiéu ding doi voi phat

trién thwong mai dién tir trong thoi gian toi.

Tir khéa: Y dinh mua hang, nguoi tiéu ding, thwong mai dién tir, chii nghia dan téc.

JEL Classifications: C0I, D11, F15, L81.

DOI: 10.54404/JTS.2024.192V.05

1. Co s6 1y luian

1.1. Thwong mai dién tir xuyén bién gioi

Thuong mai dién t¢ xuyén bién gidi
(TMDTXBG) dugc nhan dién voi hoat dong mua
hang ctia ngudi ban & nude ngoai xét vé vi tri dia
ly (Huang & Chang, 2019). C6 thé nhan thay,
TMBTXBG la su phét trién mo rong cia TMDT,
trong 46 TMDT dugc hiéu bao gdm cac hoat dong
san xudt, phan phdi, tiép thi, ban, cung cip hang
hoéa va dich vu bang cac phuong tién dién tir
(Panagariya & CNUCED, 2000). Thyc té cho
théy, cac hoat dong TMDTXBG duogc thuc hién
thong qua cac nén tang thuong mai dién tir nhu
Amazon, Alibaba, Airbnb...

TMDTXBG hudng t6i cac chu thé ¢ cac qudc
gia, cac vung lanh thd khac nhau thuc hién cac
giao dich kinh doanh véi su tro gitip clia cac nén
tang TMDT. TMDPTXBG dan dén viéc van

chuyén hang hoa xuyén bién gidéi thong qua
internet hodc thong qua dich vy hau can xuyén
bién gigi (Wang, 2018). Su phat trién cua
TMDTXBG di pha v& cic rao can giita cac qudc
gia, ving lanh tho, thuc day phat trién thuong mai
khong bién gidi va dong gbp quan trong vao sy
phat trién cta nén kinh té thé giéi. TMDTXBG
bao gébm ba hinh thic chi yéu sau: B2B
(Business-to-Business), B2C (Business-to-
Consumer), C2C (Consumer-to-Consumer).
1.2. Ly thuyet tin hiéu (Stgnalmg Theory)
Ly thuyét tin hiéu dé cap dén chat luong co
ban vé giao tiép clia mot bén véi nhitng bén con
lai nham giam sy mat can bang thong tin. Trong
héi thao cta Spence ban ludn v& thi trudong lao
dong da ch1 ra rang, tng vién dy tuyén s& phat ra
tin hiéu vé trinh d6 ctia minh bang nhimg chimg
chi gido duc (Spence, 1978). Khi danh gia chat
khoa hoc =
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lugng mot cong ty, co the chung ta khong quan sat
duoc nhitng gi cu the vé chit luong cua cong ty
nay nhung chiing ta van cé thé danh gia thong qua
viéc cong ty phat di mot tin hidu vé chat luong
ctia minh bang mot Ban Giam doc uy tin, cac nha
quan 1y hang dau co6 uy tin hodc danh tiéng tot
(Connelly et al., 2011). (Koh et al., 2012) 1ap luén
rang hai loai tin hiéu anh huéng dén do tin cay
clia ngudi mua déi VO’i nha cung cap la: chi sb
thong tin (dic diém cap quoc gla) va tin hiéu
thong tin (dac dlem cép nha cung cap)

Céc thanh té chinh cua 1y thuyét tin hiéu la
nguoi phat tin hi¢u, tin hiéu va nguodi nhan tin
hi¢u (Connelly et al., 2011); (Taj, 2016). Nguoi
phat tin hiéu la nguoi trong cudc c6 dugc thong
tin vé mot ca nhan, san pham hodc t6 chirc ma
ngudi ngoai khong co duoc. Thong tin nay cé thé
hd tro tich cuc cho ngudi bén ngoai to chirc dua
ra quyét dinh.

1.3. Long tin (niém tin) trong mua héang truc
tuyén

Long tin dé cap dén viéc mot c4 nhan tin tudng
va ky vong vao hanh vi dao dtrc ctia nguoi khac.
C6 nhiéu yéu té anh huong t6i long tin nhu chuan
muyuc chi quan, rdi ro, sy ty tin va an ninh
(Fukuyama, 1996). Theo (Hoffman et al., 1999),
long tin 1a mot tién dé rat quan trong trong moi
truong kinh doanh tryc tuyén, néu khong co 1ong
tin thi cac trang web van c6 thé ton tai nhung s&
khong c6 khach hang trung thanh; long tin chua
du 16n chinh 1a 1y do ma nhiéu nguoi van chua
mua sim truc tuyén hodc cung cép thong tin ca
nhan cho ngudi ban. Do su thiéu tin twdong vao
cac giao dich truc tuyén nén khi yéu cau khach
hang cung cap thong tin ca nhan va ding thé tin
dung, khach hang do du va tur chéi giao dich. Xét
0 khia canh bao v€ di li¢u ca nhan, long tin cua
khach hang 1a mét yéu cau hop 1y. Khi cac doanh
nghiép mo ta rd cac hanh dong thu thap thong tin
ctia ho va cac chinh sach cam két vé viéc sir dung
thong tin ca nhan cua khach hang mot cach cong
khai, khach hang c6 thé s& sin sang cung cap
thong tin ca nhan dé cho phép cac doanh nghiép
thiic ddy mdi quan hé v6i khach hang théng qua

céc dich vu dugc cai thién va truyén thong c6 muc
dich (Milne & Bahl, 2010). (Chang et al., 2017)
cho rang, hanh vi khach hang 13 mot pham tru bao
ham niém tin ciia ho vao ning luc tich hop cong
nghé bao mat ctia sain TMDT ciing nhu niém tin
cua ho vao ngudi ban. No6i tom lai, long tin trén
moi truong truc tuyén 1a mot van dé quan trong va
c¢6 anh hudng truc tiép t6i hanh vi mua sim cua
nguoi tiéu dung.

1.4. Gia tri cam nhdn ciia nguwoi tiéu dung

Gia tri mua sdm lién quan dén su danh ddi cua
cho di va nhan duoc cia nguoi tiéu dung. Gia tri
cam nhan 1a danh gia tong thé cta khach hang vé
tién ich cilia mdt san phflm hoac dich vu dua trén
nhan thirc vé nhiing gi dugc nhan va nhimg gi cho
di (Zeithaml, 1988). Panh gia tong thé nay chi ra
ty 1€ gitra lgi ich cam nhén dugc trén cam nhan vé
chi phi b6 ra ¢6 anh huéng dén y dinh va hanh vi
mua hang cta khach hang. (Kim et al., 2007) da
phat trién mo hinh cho nghién ctru ctia minh bang
cach ap dung md hinh dya trén gia tri. Mb hinh
gia dinh rang nhén thirc cua khach hang vé gia tri
clia mot cong nghé moéi 1a yéu td quan trong quyét
dinh dén y dinh ap dung cong nghé.

1.5. Hanh vi huwéng dén muc tiéu (MGB)

Ly thuyét hanh dong hop 1y (TRA) va ly
thuyét hanh vi c¢6 ké hoach (TPB) la nhiing ly
thuyét tdm 1y - x3 hoi dai dién dugc cac nha
nghién ctu ap dung rong rdi dé du doan y
dinh/hanh vi ciia mét c4 nhan trén nhiéu linh vuc
(Ajzen, 1991); (Zint, 2002). TRA gia dinh ring
quyét dinh thuc hién mot hanh vi hop 1y cu thé
cua mot nguoi dugc hinh thanh thong qua mot
qué trinh nhan thirc dugc xac dinh boi ¥ dinh cia
ho dé thuc hién hanh vi va y dinh nay duoc thuc
hién bdi thai d6 va chu quan cua ho chudn muc
d6i voi hanh vi (Ajzen & Fishbein, 2000). Tuy
nhién, TRA chi gidi han trong viéc dy doan cac
hanh vi khong doi héi k§ ning hodc ngudn luc
dac biét vi ly thuyet da khong xem xét cac tinh
hudng phi nhu cau cua mot ca nhan, chang han
nhu thoi gian, tién bac va cac co hdi han ché hanh
vi thuc té (Ajzen, 1985, 1991). Bé cai thién tinh
hitu ich cia TRA, (Ajzen, 1985, 1991) da phat
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trién TPB bang cach thém mot bién khong diéu
kién 13 “nhan thirc kiém soat hanh vi” nhu mot
yéu té du doan ¥ dinh thuc hién hanh vi thyc té.
TPB nhan manh ring cac hanh vi thuc té cia ca
nhan khong chi duoc xac dinh bdi thai d6 va quy
tac chu quan (tic 1a ap luc xa hoi) ma con nhén
thirc vé kiém soat hanh vi phéan anh sy ty tin va
kha nang tham gia vao cac hanh vi. Do do, TPB
duogc nhiéu ngudi cong nhan 14 thich hop hon dé
du doan y dinh va hanh vi so véi TRA (Armitage
& Conner, 2001); (Hagger et al. 2002)

1.6. Y dinh mua hang tryc tuyén

Y dinh 12 mot yeu td duoc st dung dé danh gia
kha nang thyc hién mot hanh vi trong tuong lai.
Theo (Ajzen, 1991), ¥ dinh 1a mét yéu t tao dong
luc, thuc ddy mot c4 nhan sin sang thuc hién hanh
vi. Kotler va Lee (Kotler & Lee, 2005) cho rang,
y dinh mua la trang thai sin sang mua san pham
cua khach hang, thé hién dong luc ctuia khach hang
trong nd lyc thyc hién hanh vi. Cac nha nghién
ctru thuong ap dung 1y thuyét vé& hanh dong hop
Iy (TRA) (Albarracin & Wyer Jr, 2001) & du
doan céac y dinh hanh vi. Theo d6, ¥ dinh hanh vi
14 tién dé cho cac hanh vi cu thé ciia mot ca nhan.
Trén co s do, Delafrooz va cong su (Delafrooz et
al., 2011) cho rang, ¥ dinh mua sam tryc tuyén la
kha ning hay muc do chic chin nhit dinh cua
nguoi tiéu dung s€ thyc hién viéc mua sdm qua
internet. Heijden va Verhagen (van der Heijden &
Verhagen, 2002) cho réng, su thuan tién, hiru ich,
su thich thu, dé st dung, phong cach ctra hang, su
quen thudc va muc do tin cdy cua ctra hang truc
tuyén anh hudng dén hanh vi ciia ngudi tidu ding
truc tuyén.

Ddi véi linh vue mua sdm truc tuyén, nhiéu tac
gia da ap dung TPB dé nghién ctru hanh vi mua
sam tryc tuyén ctia khach hang (Cheng & Huang,
2013); (Choi & Geistfeld, 2004); (Hansen, 2008),
nhung MGB, mét Iy thuyét tién tién hon TPB, cho
dén nay van chwa duoc sir dung lam 1y thuyét co
s& dé hiéu hanh vi mua sdm truc tuyén. Mot sd
nghién ctru khac da 4p dung mé hinh chip nhan
cong nghé va thong nhét chip nhan - st dung
cong nghé dé hiéu hanh vi mua sim truc tuyén
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cua nguoi tiéu dung (Ha & Stoel, 2009); (Lian &
Yen, 2014); (Smith et al., 2013). Cac mo6 hinh nay
tap trung vao nhén thirc ciia ngudi tiéu dung ddi
v6i hé théng cong nghé, tirc 1a tinh d& st dung
hoac tinh hiru ich dugc cam nhén, chir khong phai
14 nhan thac cia cd nhan d6i véi viée thue hién
mot hanh vi nhat dinh. MGB c6 thé 1a mot khuon
kho thich hop dé kham pha hanh vi mua sim tryc
tuyén vi n6 1a mot hanh vi tiéu dung huéng dén
muc ti€u (Bagozzi & Dholakia, 1999). Sau khi
mua hang truc tuyén, phan ung cam xuc cua
nguoi tiéu dung duoc tao ra vé viéc liéu muc tiéu
c6 dat dugc hay khong. Cam xuc cta nguoi ti€u
ding dong mot vai trd quan trong trong MGB dé
du doan hanh vi ctia nguoi tiéu dung (Bagozzi &
Dholakia, 1999); (Phillips & Baumgartner, 2002);
tuy nhién, tAm quan trong clia cam xuc thudng b1
b6 qua trong cac tai liéu vé mua sim truc tuyén
(Ethier et al., 2008); (Koo & Ju, 2010).

1.7. Chu nghia dén tjc (tinh vi chiing) trong
tiéu dung

Tinh vi ching 1a mot khai niém x hoi dugc dé
cap lan dau tién cach day khoang mot thé ky.
Sumner (Sumner, 2019) da dinh nghia nhu sau:
“Tinh vi ching la cach nhin cac sy vat cua mot
ngudi, ma cong dong cua ho duge cho 13 trung
tam, mau muc, thude do cho tit ca sy vat xung
quanh... mdi cong ddng déu nudi dudng niém ty
hao, tu ton, tan duong nhitng thanh vién ctia minh
va xem thudng ngudi ngoai cong dong do”.

Tinh vi chung thé hién qua cac hoat dong bao
vé nén vin hoa va sy ton vong ciia ca cong dong
thong quan sy doan két, hop tac giita cac thanh
vién va 10ng trung thanh véi cong ddng. Cac dic
tinh cua tinh vi ching cho thdy cac xu huéng
hanh vi sau: (1) phan biét giira cic cong dong; (2)
nhén thire sy kién theo cach cia cong d(‘”)ng; 3)
xem cong dong cuia minh 13 trung tim cua vil try;
(4) nghi ngo va xem thudng cac cong dong khac;
(5) xem cong dong cua minh 13 wu viét, hing
manh va trung thuc; (6) cho rang cac cong dong
khac 1a dang ngo, yéu kém va giy ric rdi
(LeVine, 1972).
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2. M6 hinh va cac gia thuyét nghién ctru

2.1. Cdc gid thuyét nghién ciru

Tin hiéu thong tin (Information signal)

Tin hiéu 1a thong diép ma nha cung cap c6 the
gui t61 ngudi tiéu dung dé truyén dat tot hon vé
nang lyc, 1ong t6t ciing nhu 1a su trung thuc cua
nha cung cap. Tin hi¢u thong tin bao gom cac yeu
t6 vi m6 ma nha cung cip c6 thé kiém soat dé tac
dong dén nhéan thic cua ngudi tiéu dung vé do tin
cay cua cong ty. Cling nhu cac nghién ctu trudc
day (Wakefield, 2024); (Hor—Meyll et al 2012) o
ngh1en clru nay, tac g1a dé xuat cac yéu té cu thé
1a chat luong thiét ké trang web, chinh sach cia
trang web va danh tiéng ngudi ban hang 14 nhiing
tin hiéu thong tin chinh lién quan dén trang web
TMDT nudc ngoai. Ngudi tiéu dung s& gap kho
khan hon trong viéc tim kiém thong tin vé nha
cung cép nudc ngodi so voi nha cung cép trong
nude. Vi vay, trang web va danh tiéng cua nha
cung cAp nudc ngoai s& 1a ngudn thong tin chmh
dé nguoi tiéu dung c6 thé danh gia nha cung cap.

Wakefield va dong nghiép (Wakefield, 2024)
da cho thiy rang chét lugng thiét ké trang web
dugc xac dinh bdi giao dién héip dan, bd cuc rd
rang, diéu hudng hiéu qua va thong tin du0’c cap
nhat thuong xuyén. Trong ngir canh mua sam truc
tuyén, nha cung cap truc tuyen la vO hinh Va
nguoi tiéu dung khong thé biét dwoc nha cung cap
trong nhu thé nao, vi vay giao dién trang web s
trd thanh “ctra hang truc tuyen tao ra an tugng
dau tién cua ngudi mua vé nha cung cap. Néu
nguoi tiéu dung cam nhan trang web cua nha cung
cap nudc ngoal c6 chét lugng cao, c6 kha ning ho
s& phat trién niém tin tich cyc vao sy dang tin cdy
ndy cua nha cung cap Céc nghién cuu trude do
cling cho thay rang chét luong thong tm trang web
va thiét ke giao dién tét s& cung cb viéc hinh
thanh niém tin ca ngudi tiéu dung (Fung & Lee,
1999); (Al-Debei et al., 2015). Do do, tac gia dé
xudt gia thuyét sau:

Hla: Chdt lwong thiét ké website c6 tic déng
tlch cuwe dén nhan thire cia nguoi tiéu dung vé
niém tin doi voi cdc nha cung cdp nede ngodi.

Chinh sach cuia trang web 1a mot tap hop cac
tuyén b nhim théng bao cho khach hang va
nguoi truy cép vé cach ma nha ban hang bao vé
quyén riéng tu cho khach hang Va dam bao tral
nghiém mua sim an toan, bao gém cac yéu t6
nhu: thong bao xac nhan don hang, chinh sach doi
tra minh bach, bao mét giao dich truc tuyén, quan
ly thong tin ca nhan mdt cach hop 1y cling nhu
cung cdp thong tin chi tiét v& bao hanh (Hor-
Meyll et al., 2012); (Kim & Kim, 2010). Theo bao
céo tu PayPal (paypal, 2013), 88% nguoi mua
hang truc tuyén xuyén bién gidi tin rang viéc bao
v€ nguodi mua la quan trong hodc rat quan trong
khi thye hién mua hang tryc tuyén & nude ngoai.
Chinh sach hoan tra dugc dam bao s€ tao ra mot
moi trudng it rai ro hon, tir d6 s& lam ting niém
tin cia ngudi tiéu dung (Chang et al., 2017). Sach
trang ciia UPS (2015) vé nguoi mua hang truc
tuyén d cho thdy rang bao vé thong tin ca nhan
1a yéu t6 phi san phim hang dau anh huéng dén
kha ning ngudi tidu ding s& mua sim voi nha ban
1¢ truc tuyén. Vi vdy, ngudi tiéu dung co xu
huong coi bao mat thong tin 1a mot trong nhiing
yéu t6 quan trong nhit lién quan dén mua sim
tryc tuyén. Do do, tac gia dé xuat gia thuyét sau:

H1b: Chinh sach cua trang web co tac dong
tl'ch cuwc dén nhdn thire ciia ngu’d’i tiéu ding vé
niém tin doi voi cdc nha cung cap nudc ngodi

Uy tin hay danh tiéng ctia nha cung cap la yéu
t6 then chdt trong viéc xdy dyng niém tin dbi voi
céc nha cung cap truc tuyén (Fung & Lee, 1999).
bic biét, uy tin dong vai tro quan trong trong viéc
thu hut nguoi tiéu dung truc tuyén, vi ho thuong
khong c6 trai nghiém truc tiép véi nha cung cap.
McKnight va cdng su (McKnight et al., 2002) cho
biét viéc nghe nhimng béo céo tich cuc tir nhitng
nguoi da timg tuong tac voi nha cung cip co thé
giam bot lo ngai vé rui ro va an toan cho ngudi
tiéu dung. Nguoi ti€u dung thuong dya vao phan
hdi va danh gia tir nhitng ngudi tiéu dung khac dé
hinh thanh nhén thirc vé uy tin/danh tiéng ctia nha
cung cip, tir d6 anh huong dén sy tin tuong cia
ho. Nhiéu nghién ctru di chi ra rang uy tin/danh
tiéng dugc nhan thue tich cyc co6 tac dong 16n dén
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niém tin vao céc ctra he‘lng truc tuyén va xem day
la mot trong nhu’ng yéu t6 chinh anh huéng dén
niém tin tong thé (Grazioli & Jarvenpaa, 2000);
(Hsu et al., 2014). Vi vay, tac gia d& xuét gia
thuyét sau:

Hlc: Danh tiéng nha bdn hang c6 tic dong
tich cyc dén nhén thire ciia ngu’o‘z tieu dung ve
niém tin doi voi cdc nha cung cdp nwdc ngodi.

Chi phi (Costs)

Tap chi kinh doanh Finweek (Peyper, 2015) da
chi ra rang chi phi mua sam, thoi gian giao hang
va chi phi van chuyén hang tra lai 14 nhiing rao
can chinh d6i voi mua siam truc tuyén trén toan
thé gii. Dua trén bo cao ndy, tac gia s& xem xét
céc chi phi lién quan dén mua sim trén mot trang
web nudc ngoai gém chi phi giao tiép, chi phi
cho doi va chi ph1 doi tra hang

Khi mua sim tryc tuyén qua bién gidi, nguoi
tiéu ding c6 thé phai doc va hiéu cac ngon ngit cia
cac qudc gia khac dé thuc hién giao dich trén cac
trang web nudc ngoai. Ho ciing c6 thé cin twong
tac hodc thuong lwong véi cac nha cung cip nudc
ngoai thong qua email, dién dan hoic tng dung.
Viée sir dung mot ngdn ngir khong quen thude dé
giao tiép 1a mot loai chi phi v6 hinh, c6 thé lam
giam gia tri cam nhén cda nguoi ti€u dung. Su
thong thao ngdn ngir dong vai tro quan trong trong
hanh vi thuyét phuc khi dam phéan truc tuyén.
Trong bdi canh TMDTXBG, nhimng ngudi khong
st dung ngdn nglr me dé thuong it tham gia hon so
véi nhitng nguodi st dung ngon nglt me dé (Lai et
al., 2014). Vi vay, khi xem xét viéc mua sam trén
cac trang web nudc ngoéi nguoi tiéu dimg c6 thé
danh gia chi phi giao tiép cuia viéc mua sim. Néu
ho nhan thiy rang viéc hiéu ndi dung trén trang
web nudc ngoai doi hoi nhidu thoi gian va cong
stee, ho ¢o thé it sin long tham gia hon. Do d06, tac
gia dé xuit gia thuyét:

H2a: Chi phi giao tiép cé tic déng tiéu cuc
dén nhén thirc cia nguwoi tiéu ding vé gid tri
mua sam trén cdc trang web ciia nha cung cdp
nwoc ngoai.

Khi sin lung cac wu dai hap dan trén toan cau,
ngudi tidu dung thuong lo ling nhat vé cac van

dé hau can, dic biét 1a giao hang khi mua sdm
qua bién gioi, chﬁng han nhu viéc nhéan san phém
mot cach kip thoi va hiéu qua vé chi phi (Kim et
al., 2007). Thoi gian giao hang 1a mot mbi quan
tam hang dau khi can nhéc mua sam quéc té. Chi
phi cho doi dé cap dén tong thoi gian can thiét dé
san pham duoc glao toi dlem dén cubi cing. Thoi
gian giao hang qudc té thuong dai hon so véi
giao hang trong nudc do khoang cach dia ly va
cac thu tuc phure tap li€n quan. Nhiing nguoi tiéu
dung khong thich cho doi thudng ngan ngai mua
sam trén cac trang web nudc ngoai, boi thoi gian
giao hang kéo dai co thé 1am giam gia tri tong thé
clia san pham. Chinh vi vay, tic gia dé xuét gia
thuyét sau:

H2b: Chi phi cho doi co tdac d‘ong tiéu cyc den
nhan thirc cua nguwoi tiéu dung vé gza tri mua sam
trén cdc trang web cua nha cung cap nudc ngoai.

Chi phi tra hang dé cap dén nhiing khé khan va
chi phi ma ngudi ti€u dung phai chiu khi tra lai
hang hoa. T6 chirc Buu chinh Quéc té da néu rd
rang mot trong nhitng rao can chinh dbi voi mua
sam truc tuyén qua bién gi6i 1a qua trinh tra lai
hang héa kha mat thoi gian va phuc tap. Theo mot
khao sat cua United Parcel Service nam 2015,
ngudi mua sam tryc tuyén thuong thich cac tiy
chon tra lai san phim mién phi hoic dugc cung
cAp nhitng m hoan tra boi ngudi ban. Khi phai ty
chi tra chi phi van chuyén dé doi tra hang, chi
khoang bdn trong mudi ngudi tiéu ding tiém
nang hoan thanh giao dich. Viéc tra lai hang hoa
qua bién gi¢i thuong tén kém va khong thuan tién
nhu khi tra lai hang trong nu6c. Nguoi tiéu dung
phai cén nhic ky ludng Ve chi phi hoan tra, bao
goém ch1 phi van chuyen quoc té va cac chi phi hai
quan, néu c6 bat ky van dé gi Xdy ra voi san pham.
Do do, tac gia dé xuit gia thuyét:

H2c: Chi phi déi tra cé tac déng tiéu cuwc dén
nhdn thire ciia ngueoi tiéu dimg vé gid tri mua sam
trén cdc trang web ciia nha cung cdp nwdée ngodi.

Loi ich (Benefits)

Céc nghién ciru vé dong luc thic ddy mua sim
tryc tuyén xuyén bién giéi da xac dinh hai yéu t6
chinh: sy canh tranh vé gia va tinh doc dao cua
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san pham. Vi vidy ma ¢ nghién ctru ndy, tc gia lya
chon su canh tranh vé gia va su doc ddo cia san
phém 1a cac bién sb dai dién cho cac loi ich ma
nguoi tiéu dung cdm nhan duoc khi mua sam truc
tuyén qua bién gioi.

Su canh tranh vé gia dé cap dén viéc khach
hang c6 thé mua dwoc hang hoa bén ngoai nude véi
mirc gia tuong dwong hodc tét hon nho vao viée
giam thué hoic ty gia hbi doai. Mot trong nhiing ly
do ma ngudi tiéu ding mua sim trén cac trang web
nude ngoai 1a vi tong chi phi ciia viéc mua hang
(bao gém ca thué, phi va cude van chuyén) tir trang
web nudc ngoai thdp hon so voi viéc mua hang
twong ty & trong nudc. Du viée mua sim dién ra
bang hinh thirc truc tuyén hay truc tiép, khong thé
pht nhén ring gia ca dong vai trd quan trong trong
quyet dinh cua nguoi tiéu dung. Do do, tac gia tin
rang viéc cac nha ban nudc ngodi cung cap gia ca
canh tranh s€ tao ra an tugng tich cuc vé gia tri mua
sim cua ngudi tiéu ding:

H2d: Sy canh tranh vé gid cé tdc dong tich
cuc den nhan thue cua nguoi tieu dung vé gida i
mua sam trén cdc trang web ciia nhd cung cdp
nudc ngodi.

Nhiéu ngudi chon mua hang trén cic trang
web nudc ngoai vi ho khong thé tim thiy nhiing
san phdm ho cin tai qudc gia ciia minh (Teng,
2020). Mot s6 san pham c6 sd lugng gidi han
hodc tham chi khong cé san tai quéc gia cua ho,
trong khi chung c6 thé phd bién hoic thong
thuong & cac qudc gia khac. Nghién ciru cua
Kleinschmidt va Cooper (Kleinschmidt &
Cooper, 1991) di chi ra rang tinh doc d4o cua san
pham thudng 13 yéu t6 quan trong trong qua trinh
quyét dinh mua hang xuyén bién gisi. Vi vy,
nghién ciru nay da gia dinh rang mirc d6 doc dao
cua san pham dong vai tro quan trong trong viéc
quyét dinh mua sim qua bién gioi:

H2e: Sy déc ddio vé san pham cé tic dong tich
cuc den nhan thue cua nguoi tiéu dung vé gid i
mua sam trén cdc trang web ciia nhd cung cdp
nuwdc ngoai

Cdam nhdn ciia khdach hang vé niém tin va gid
tri mua sam

Nhiéu nghién ctru da chi ra rang niém tin tryc
tuyén dong vai trd quan trong trong viéc dinh hinh
¥ dinh mua sim (Kim et al., 2008); (Yoon, 2002);
(Cheng & Huang, 2013); (Farivar et al., 2017);
(L1u et al., 2017). Niém tin ciing dugc xac dlnh la
yéu t6 tich cuc anh huong dény dinh mua sam tai
c4c trung tdm mua sim truc tuyén (Yoon, 2009).
Niém tin c6 thé thay doi quan dlem cia mot
ngudi, va tir d6 anh huong dén quyét dinh hanh
dong cua ho (Ajzen, 1985) Niém tin tryc tuyén
khong chi anh huong dén quan diém cua nguoi
tiéu ding vé mua sim truc tuyén ma con chi phdi
dén y dinh thyc hién hanh dong do (Chong et al.,
2003). Do @do, tac gla de xudt gia thuyét sau:

H3: Nhdn thirc vé niém tin ciia ngueoi tiéu ding
co tdac dong tich cuc dén y dinh mua hang truc
tuyén trén cdac website nuéc ngodi.

Cam nhdn vé gia tri mua sim déng vai tro
quan trong trong viéc xac dinh y dinh mua hang
cua nguoi tiéu dung. Cac nghién ciru da ching
minh ring cam nhan vé gia tri c6 anh hudng déng
ké dén hanh vi ctia nguoi sir dung internet (Hellier
et al., 2003); (Grewal et al., 2003); (Wu & Chang,
2016); (Gan & Wang, 2017). Khi ngudi tiéu dung
cam thiy rang viéc mua sam mang lai gia tri va tin
cay, ho thuong c6é y dinh mua hang cao hon
(Chong et al., 2003). Do d6, khi niém tin va gia tri
duoc dam bdo, y dinh mua hang ciing s€ tang.
Dua trén diéu nay, tac gia ky vong rang khi nguoi
tiéu dung nhan ra gia tri cao hon trong viéc mua
sim qua bién gi6i, ho s& co xu huérng mua sim
trén cdc trang web cua nha cung cap nudc ngoai:

HS5: Nhdn thirc vé gid tri mua sim ctia nguoi
tiéu ding cé tac dong tich cuc dén y dinh mua
hang triec tuyén trén cdc website nwée ngoadi

Chu nghia dan toc (tinh vi chung) trong
tiéu dung

Theo Ngb Thi Khué Thu (Thu, 2015), tinh vi
ching ctia ngudi mua sé anh huong dén thai 4o, y
dinh mua va cudi cung 1a hanh vi tiéu dung cua
ho. Tuy nhién, anh hudng cua tinh vi ching sé&
phu thudc vao timg loai san pham va trinh d6 phat
trién ctia mdi qudc gia. Tinh vi ching vé ban chat
1a do tac dong cua 10ng yéu nude va niém tin vao
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cac san pham trong nudc rang: San pham nudc toi
da tot, toi khong can st dung san phdm nudc
ngoai. Nhitng nguoi co tinh vi ching cao thuong
st dung tinh vi chﬁng nhu mét goi ¥ tin hiéu dé
danh gia san pham Va ra quyét dinh mua.

Tuy nhién, mot sd nghién ctru trén thé gisi da
cho thdy rang viéc sir dung tinh vi chung cao hay
thap, nhiéu hay it trong ¥ dinh mua phu thugc vao
trinh d6 phat trién cua kinh té, cong nghé, khoa
hoc k¥ thuét ciia qudc gia d6. Nhitng san pham it
quan trong thi sy &nh hudng cua tinh vi chung la
cao hon (Sharma & Wu, 2015). Anh hudng cua
tinh vi ching dén thai do cta nguoi tiéu dung s&
phu thudc vao tung loai san phém (Watson &
Wright, 2000). Theo Wang va Chen (Lu Wang &
Xiong Chen, 2004), nguoi tiéu dung tir dt nudc
phat trién c6 xu hudng danh gia cao san pham tir
dat nude ho hon 1a san phdm nhap khau, do d6
dan dén sy gia ting vé tac dong cua tinh vi ching
trong ¥ dinh mua; nguoc lai, di voi nhimg qubc
gia dang phat trién, ngudi tiéu dung nhan thirc
rang san phim nudc ‘ngoai la vuot trdi hon so voi
san pham cua cac dbi tac trong nuéc (dac biét 1a
nhitng san pham ¢6 ngudn goc tir qudc gia ¢ uy
tin) cho nén din dén su giam vé tac dong tinh vi
chung trong y dinh mua.

Theo nghién ctru cua Xianguo Li, Jing Yang,
Xia Wang va Da Lei (Li et al., 2012), két qua cho
thdy tinh vi chung anh huéng rat 16n déi véi
ngudi tiéu ding Trung Qudc trong viéc mua hang
ndi va hang ngoai. Con nghién ctru cua Ngo Thi
Khué Thu (Thu, 2015) thi chi ra rang, gidi tré &
mién Trung Viét Nam cé tinh vi ching tiéu ding
trong d6i 6n dinh, tuy nhién mirc d6 con chua
cao; tinh vi ching trong tinh hudng nay duoc thé
hién thong qua viéc mua cac san pham vu thé cua
Viét Nam, san phim mang tinh chat dia phuong,
truyén théng nhu trai cdy, 40 quan, dd my nghé,
dd gia dung, sira tuoi... PSi v6i nghién ciru cua
Tran Hoai Phic, Pham Xuén Kién, Lé Thi Minh
Xuan (PHUC et al., 2018), két qua cho thdy Tinh
vi ching c¢6 anh huéng tich cuc dén sy khong sin
1ong mua hang hoa Trung Qudc ciia nguoi tiéu
ding Viét Nam trong bdi canh dién ra nhiing sy

kién cing thang kinh té gitra Viét Nam va Trung
Qudc. Nghién ctru ctia Tran Thanh Trung va Tran
Thi Ngoc Lan (Trung & Lan, 2022) cho két qua:
nhan t6 Chu nghia dan toc trong tiéu dung anh
huong tiéu cyc dén ¥ dinh mua hang ngoai nhap
clia ngudi tiéu dung Viét Nam; dong thoi Chu
nghia dan tdc trong ti€u dung dong vai tro trung
gian trong moi quan h¢ gitta Xu huéng sinh ngoai
va Y dinh tiéu ding hang ngoai.

Nhu da dé cap bén trén, nghién ciru ma tac gia
dang thuc hién khong di sau phan tich tic dong
cua Chu nghia dan tdc trong tiéu dung 1én y dinh
mua hang truc tuyén ciia ngudi Viét Nam trén cac
website nudc ngoai, ma tac gia s€ kiém dinh tac
dong diéu tiét cia yéu td Chu nghia dan toc trong
tiéu dung 1én hai mdi quan hé quan trong trong
mo hinh nghién ctru 1a: (1) tac dong ctia niém tin
cam nhan cuia nguoi tiéu dung Viét Nam lén ¥
dinh mua hang tryc tuyén trén cac website nudc
ngoai; va (2) tac dong cia gia tri mua sim cam
nhan cua nguoi tiéu dung Viét Nam Ién y dinh
mua hang truc tuyén trén cac website nudc ngoai.
DPay dugc xem 1a mot trong nhimg diém méi cua
nghién ctru nay so vdi cac nghién ctu trudc day.
Vi vy, tac gia dé xuat cac gia thuyét sau:

H4a: Chu nghia dan toc trong tiéu dung co tac
dong diéu tiét 1én moi quan hé: niém tin cam nhén
cua nguoi tieu dung Viét Nam lén y dinh mua
hang truc tuyén trén cdc website nide ngodi.

H4b: Chu nghia dan toc trong tiéu ding co tic
déng diéu tiét lén moi quan hé: gid tri mua sam
cam nhdn cua nguoi tiéu dung Viét Nam lén y dinh
mua hang triec tuyén trén cdc website nwde ngodi.

2.2. M6 hinh nghién cwu

Dua trén nhing gia thuyét di dua ra tac gia dé
xudt md hinh nghién ciru nhu sau: (hinh 1)

3. Phwong phap nghién ctru

Sau khi dua ra duoc nhitng gia thuyét nghién
clru va dé xuat dugc md hinh nghién ctru, tac gia
d3 tién hanh xay dung bo thang do phuc vu cho
nghién ctru nay (xem phu luc). Tac gid dung
phuong phap léy mau thuan tién, duge thue hién
dudi hinh thirc: in va phat bang hoi truc tiép, ciing
v6i khao sat tryc tuyén thong qua Ung dung

khoa hoc =

S6 192/2024

thuong mai 57



]
;
5
:

Chit luong thiét ké Website
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Chinh séch ban hang \ -
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Danh tiéng nha ban hing Hl
C

/

Chi phi giao dich

Chi phi cho doi

|/

Chi phi d6i tra
H2c

Su canh tranh vé gia - /
H2d

Su déc ddo vé san phfim

(Nguén: Tac gia tong hop va dé xudat)

CHU NGHIA DAN TOC
TRONG TIEU DUNG

Y PINH MUA HANG TRUC
TUYEN TREN CAC
WEBSITE NUGC NGOAI

Hinh 1: M6 hinh nghién ciru

Google Forms. S6 luong phiéu khéo sat thu dugc
1a 334, sau khi kiém tra thi c6 19 phiéu tra 15
khong dat yéu cau do dap vién dién thiéu thong
tin hoac tra 1061 cung mot muc dd cho tat ca cac
muc hoi. Két qua co 315 bang tra 161 hop 18 duoc
dua vao ma hoa, nhap li€u va tién hanh phan tich.
4. Két qua
4.1. Kiém dinh dp tin cdy ciia thang do
Phuong phap Cronbach’s Alpha dugc st dung
phd bién nhat trong viéc kiém dinh do tin cay cua
cac thang do da bién. Phuong phéap nay danh gia
vé mirc d6 chit ché cia cac cau hoi trong thang
do, muc dich 1a tim hiéu xem céc bién quan sat co
cung giai thich cho mot khai niém can do hay
khong. Pay la phuong phap duoc thuc hién trudc
tién dé loai cac bién khong phu hop vi cic bién
“rac” nay co thé két hop véi cac bién quan sat
khéc tao thanh cac nhan t gia khi phan tich EFA.
Két qua phan tich Cronbach’s Alpha ciia cac
thang do cho cac nhan t6 trong mé hinh duoc téng
hop trong bang 2:

Nhu viy, tir két qua phén tich ¢ bang 2, ta thay
ban ddu c6 48 bién quan sat do ludng cho cac khai
ni€m trong mod hinh, qua qua trinh phan tich do tin
cdy c¢6 03 bién quan sat vi pham céac diéu kién nén
bi loai, sau cting con lai 45 bién quan sat s& dugc
dua vao phén tich nhan t6 kham pha EFA & budc
tiép theo.

4.2. Phén tich nhén t6 khdm phd EFA

Sau budc kiém dinh d9 tin cay thang do, c6 03
bién quan sat c6 hé s6 twong quan bién tong nho
hon 0,3 nén bi loai, d6 1a WPC2, WPC6 va CET7.
Céc thang do thoa diéu kién & budc phan tich do
tin cay Cronbach’s Alpha s& dugc dua vao phan
tich nhan td, ding phuong phap trich 13 Principal
axis factoring va phép quay Promax (ly do chon
phuong phép trich va phép quay nay 1a vi & budc
sau nghién ciru nay c6 tién hanh phén tich nhén t&
khang dinh CFA) nham phat hién ciu trac, ciing
nhu danh gia mure d6 hoi tu cua cac bién quan sat
theo cac thanh phan.

Két qua kiém dinh KMO va Bartlett’s cho
phan tich EFA duoc thé hién & bang 3:
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Bang 1: Thong ké mé ta mau khao sat

N¢i dung Diic diém Tén s6 Ty 18 (%)
s Nam 137 43.5
Gidi tinh Ne 178 56.5
Mién Bac 118 37,5
Noi sinh song Mién Nam 105 333
Mién Trung 92 29.2
) Nong thon 127 40.3
Khu vye sinh song [ "Thanh thj 188 59.7
Duéi 22 tudi 39 12.4
D6 tudi 22 - <25 tudi 104 33.0
© o 25 - <35 tbi 125 39.7
35 - 45 tudi 47 14.9
Dudi 5 tri¢u dong 42 13.3
Tpi 5 trA1¢u dén dudi 10 73 232
triéu dong
Thu nhap binh quan | Tur 10 triéu dong dén dudi 102 304
hang thang 20 tri¢u dong )
Tpi 20 En@u dong dén 30 60 19.0
triéu dong
Trén 30 triéu dong 38 12.1
ba ting mua hang tur ba tung mua 209 66.3
cac website nudc
ngoai Chua timg mua 106 33.7

(Nguon: Két qud phan tich dir liéu cua tac gid, 2024)

Dir liéu phan tich cho thay chi s6 KMO la
0,806 (16n hon 0,5), diéu nay ching té viéc phan
tich nhan t6 EFA nay 1a hoan toan phu hop vdi bo
dir liéu khao sat. Két qua kiém dinh Bartlett’s v&i
muc y nghia (p_value) sig = 0,000 < 0,05 (bac bd
gia thuyét Ho: cac bién quan sat khong c6 tuong
quan v6i nhau trong tong thé). Nhu vay, gia
thuyét vé ma tran twong quan giita cac bién 1a ma
tran déng nhét bi bac bé, nghia la cac bién c6
tuong quan véi nhau va thoa man diéu kién phan
tich nhan t6 EFA.

4.3. Kiém dinh mé hinh Iy thuyét

Két qua u6c lwong cua mo hinh 1y thuyét
dugc thé hién & hinh 2 véi 664 bac tu do, gia tri
Chi-square = 964,470 (p = 0,000), Chi-
square/df= 1,453. Cac chi tiéu TLI = 0,947; CFI
=0,953; GFI = 0,869 va RMSEA = 0,038 déu dat
yéu cau. Nhu vay, két qua nay cho ta thiy cic
thang do cua cac khai niém trong mo hinh dat gia
tri lién hé 1y thuyét.

Két qua udc lugng cia cac tham sb chinh
trong mé hinh 1y thuyét dugc trinh bay trong
bang 4.
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Bang 2: Hé s6 Cronbach’s Alpha cho cdc thang do trong mé hinh

Tl;llllll]lg Phwong Tuong Cronbach’s
Ky hiéu sai thang by Alpha néu | Cronbach’s
STT . . thang do £ quan bién X
bién quan sat £ . do néu 2 loai bieén Alpha
néu loai loai bié tong X
<X oai bién nay
bién
1 Chit lrgng thiét ké website
WDQ1 10.41 2.371 .644 762
WDQ2 10.37 2418 .630 768 0.814
WDQ3 10.30 2.479 .623 772 ’
WDQ4 10.38 2.320 .638 765
2 Chinh sach ban hang trén website (sau khi loai WPC2 va WPC6)
WPCl1 14.08 4.350 .688 .802
WPC3 14.00 4.376 706 197
WPC4 13.98 4.554 .625 .819 0,844
WPC5 13.99 4.579 .627 .819
WPC7 13.99 4.892 .609 .824
3 Danh tiéng nha ban hang
VDRI 10.65 2.890 .699 782
VDR2 10.32 3.206 .689 187 0.838
VDR3 10.23 3.381 .644 .807 ’
VDR4 10.24 3.061 .657 .801
4 Chi phi giao dich
CMC1 9.70 5.600 781 .841
CMC2 9.71 5.805 773 .844 0.886
CMC3 9.67 5.649 778 .842 ’
CMC4 9.71 6.531 .675 .881
5 Chi phi cho doi
WTCl1 6.25 3.496 747 .847
WTC2 6.34 3.639 784 812 0,879
WTC3 6.42 3.696 767 .827
6 | Chi phi d6i tra
RTCI 6.34 2.946 779 .864
RTC2 6.28 2.826 784 .861 0,896
RTC3 6.31 2.826 821 .828
7 Su canh tranh vé gia
PCNI1 12.31 3.042 704 .854
PCN2 12.41 3.019 740 .839 0.876
PCN3 12.32 2.938 755 .833 ’
PCN4 12.47 3.078 738 .840
8 Sw ddc ddo vé san phim
PUQI 7.68 1.600 7156 .832
PUQ2 7.72 1.635 767 .822 0,877
PUQ3 7.59 1.619 765 .824
khoa hoc =
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9 Nhan thirc vé niém tin
PTWI1 7.50 1.340 .683 .853
PTW?2 7.46 1.332 .760 776 0,859
PTW3 7.44 1.413 763 178

10 | Nhan thirc vé gia tri
PCV1 8.04 1.190 .800 .836
PCV2 8.13 1.141 770 .859 0,891
PCV3 7.97 1.101 792 .840

11 | Y dinh mua hang truc tuyén trén cac website nwéc ngoai
ITS1 18.46 6.562 .682 .869
ITS2 18.62 6.779 .608 .881 0,886
ITS3 18.56 6.413 750 .858

12 | Chi nghia dén tdc trong tiéu dung (sau khi loai CET7)
CET1 18.37 7.920 .820 901
CET2 18.31 7.949 .800 .903
CET3 18.35 8.246 .768 908 0.921
CET4 18.39 7.920 765 909 ’
CET5 18.25 8.380 718 914
CET6 18.30 8.243 .780 .906

(Nguon: Két qud phan tich dit liéu cia tic gia)
Bang 3: Kiém dinh KMO va Bartlett’s cho phan tich EFA

Kiém dinh KMO va Bartlett’s

Chi s6 KMO 806
Kiém dinh Bartlett’s 8997.508
df 1128
Sig. .000

(Nguon: Két qua phan tich diF liéu cua tac gid, 2024)

Quan sat cot P (p_value) ta thay tat ca cac gia
trj déu nho hon 0,05, dong nghia cac mbi quan hé
trong mo hinh déu ¢ y nghia thong keé.

Bén canh d6 cac hé sé udc luong chuén hoa
trong Bang 4.11 con cho ta biét mirc d6 manh yéu
ctia cac mdi quan hé trong moé hinh. Két qua tir
bang nay ciing cho thdy du ciia cic trong sb
chuin héa: néu 1a dwong thi mdi quan hé tuwong
tmg mang tinh chit cing chiéu, con diu am thi
nguoc lai 1a c6 mbi quan hé nguge chiéu.

5. Thao ludn va két luin

O nghién ctru nay tac gia thuc hién viéc kiém
dinh tac dong diéu tiét cua yéu té chii nghia dan

toc trong tiéu dung 1én cidc moi quan hé gilra
nhan thirc vé niém tin ciing nhu nhan thirc vé gia
tri mua sam cta nguoi tiéu dung 1én ¥ dinh mua
hang truc tuyén trén cac website nudc ngoai cua
khach hang ca nhan tai Viét Nam. Dya trén ly
thuyét tin hi¢éu va moé hinh dya trén gia tri cam
nhan cta nguoi tiéu dung dé tiép can y dinh mua
hang truc tuyén trén cic website nudc ngoai cua
khach hang c4 nhan tai Viét Nam. Cu thé do 1a tac
dong ctia cac yéu t6 thugc vé tin higu thong tin
(information signal) nhu: chat luong thiét ké
website, chinh sach ban hang, danh tiéng nha ban
hang 1én nhan thirc vé niém tin ciia khach hang;
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Chi-square = 964.470; df= 664; P=.000;
Chi-square/df = 1.453;

5 ®@ © @ GFI=.869; TLI=.947; CFl = .953;
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(Nguon: két qua phdn tich dit liéu cia tdc gid) ’
Hinh 2: Phdn tl'cl} mé hinh SEM (chuan hoa)
Bang 4: Cac trong so woc luong trong mé hinh SEM
Uéc lwong Uéc lwong
chwra chuin héa S.E. | CR. P chuin héa
PTW|<---| WDQ 157 079 | 2.003 | .045 132
PTW|<---| WPC 280 070 | 4.024 | *** 270
PTW|<---| VDR .193 062 | 3.128 | .002 210
PCV |<---| CMC -.108 047 | -2.290 | .022 -.138
PCV [<---| WTC -.094 .043 | -2.171 | .030 -.131
PCV |<---| RTC -.104 .049 | -2.108 | .035 -.127
PCV |<---| PCN 202 076 | 2.660 | .008 175
PCV |<---] PUQ 183 073 | 2.518 | .012 168
ITS [<---| PTW 237 063 | 3.764 | *** 232
ITS |<---| PCV 351 057 | 6.208 | *** 392

(Nguon: Két qua phan tich dit liéu cia tac gid)
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Bang 5: Kiém dinh cdc gia thuyét trong mé hinh

STT Gii thuyét P_val | Uécluong | Ket

ue chuin héa luin
Chat luong thiét ké website c6 tac dong tich cyc dén nhan thic :

, A s A oA i ahs . o: g \ £ . Chap

Hla | cua nguoi tiéu dung vé niém tin doi vdi cac nha cung cap nude | 0,045 0,132 nhan
ngoai j
Chinh sach ban hang trén website c6 tac dong tich cuc dén nhan Ché

Hlb | thirc ciia nguoi ti€u dung ve niém tin doi vdi cac nha cung cap | 0,000 0,270 nhérrl)
nudc ngoai )
Danh tiéng nha ban hang c6 tdc dong tich cuc dén nhan thtc £

5 oA \ X A . Ae 2. o a \ A . Chap

Hlc | ctangudi tiéu dung vé niem tin doi véi cac nha cung cap nude | 0,002 0,210 nhan
ngoai ’
Chi phi giao dich c6 tac dong ti€u cuc dén nhan thirc ciia nguoi Ché

H2a | ti€u dung vé gia tri mua sam trén cac trang web cua nha cung | .022 -0,138 nhﬁrl:
cap nudc ngoai j
Chi phi cho doi co tac dong tiéu cuc dén nhan thtrc cua ngudi Chi

H2b | tidu dung vé gia tri mua sim trén cac trang web ciia nha cung | .030 -0,131 nhérrl)
cap nudc ngoai j
Chi phi d01 tra co tac dong ti€u cuc dén nhan thirc cua ngudi z

Chap

H2c¢ | ti€u dung vé gia trj mua sim trén cac trang web cta nha cung | .035 -0,127 nhén
cAp nudc ngoai :
Sy canh tranh vé gia co tac dong tich cuc dén nhan thuc cia Chi

H2d | ngudi tiéu dung vé gia tri mua sam trén cac trang web cua nha | .008 0,175 nhérlz
cung cp nude ngoai j
Su doc déo vé san pham c6 tac dong tich cuc dén nhan thic cua £

Chap

H2e | ngudi ti€u dung vé gia tri mua sam trén cac trang web cua nha | .012 0,168 nhan
cung cap nudc ngoai j

Nhan thirc vé niém tin ciia ngudi tidu ding c6 tac dong tich cuc Chap
H3 SO X LA . . - 0,000 0,232 A

dén y dinh mua hang truc tuyén trén cac website nudc ngoai nhén
Nhan thirc vé gi4 tri mua sim ciia ngudi tiéu dung cé tac dong Ché

HS5 tich cuc dén y dinh mua hang truc tuyén trén cac website nudc | 0,000 0,392 nhérrl)
ngoai )

(Nguon: Tong hop tir két qua nghién ciru ciia tdc gia, 2024)

tic dong tir cac yéu to thudc vé chi phi (cost)
nhu: chi phi giao dich, chi phi cho doi, chi phi
ddi tra; va céac yéu td thude vé loi ich (benefit)
nhu: su canh tranh vé gia, su doc dao vé san
pham 1én nhan thirc vé gia tri mua sam ciia khach
hang. Tiép theo tac gia thuc hién cac kiém dinh
vé tac dong cuia cac yéu t6 nhan thirc vé niém tin
va nhan thirc vé gia tri nay 1én y dinh mua hang
truc tuyén trén cac website nudc ngoai cua khach
hang ca nhan tai Viét Nam.

Viéc yéu to “Chat lugng thiét ké website” ¢
tac dong khong dang ké dén “Nhan thic vé
niém tin” ctia khach hang c6 thé duoc giai thich
12 do ngudi tidu dung hién dang quan tam nhiéu
hon dén “Chinh sach ban hang” ciing nhu la
“Danh tiéng nha ban hang”, trong khi véi sy
phat trién clia cong nghé va internet thi cac web-
site TMDT thuong xuyén duoc ning cap va cai
tién nén gan nhu co chéat luong twong ddng
nhau. Nguoi tiéu dung thuong cam thiy rui ro
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khi phai mua hang tryc tuyén vi so rang c6 thé
bi lira ddo hodc nguoi ban cung cip san pham
kém chit luong. Cam giac s¢ rii ro cang cao
hon khi ho mua sim trén cac trang web nudc
ngoai thay vi cac trang web trong nudc. Chinh
uy tin, danh tiéng ciing nhu 1a chinh sach ban
hang lién quan dén quyén riéng tu, bao mat;
cong voi ché d6 bao hanh, cam két vé san phérn
v.v.. ¢6 thé giup khach hang giam bét lo lang khi
mua hang trén cac trang web nudc ngoai Martin
va Jiménez, 2011; Chou, 2011).

Yéu t6 chi phi d6i tra c6 tac dong yéu nhét dén
nhan thirc vé& gid tri cua ngudi tiéu ding c6 thé
duoc giai thich 12 néu gia ca du canh tranh (yéu t6
c¢6 tic dong manh nhat) thi chi phi doi tra c6 thé
dugc can bang boi gia thap. Mot 1y do giai thich
khac 13 nguoi tiéu ding thuong xem xét mua sim
trén mot trang web ma ho tin tudng, din dén viéc
ho nhén thirc rang kha ning nhan dugc san pham
bi 15i 1a thap, vi vay s& khong can phai hoan tra
chung. Néu nguoi ban nudc ngoai co thé gianh
duoc su tin tudng cua nguoi ti€u dung hodc cung
cAp gia canh tranh, chi phi ddi tra s& khong phai
1 van dé 16n.

Niém tin ciia khach hang khi mua sam trén cac
website nudc ngoai ¢ thé duoc xem 1a yéu td
mang tinh séng con trong bdi canh TMPT toan
cau ngay cang phat trién. Khi nguoi tiéu ding
quyét dinh mua sam tir cac trang web qudc té, ho
khong chi dau tu tién bac ma con dit niém tin vao
mot hé théng va nhimg ngudi ban xa la phia bén
kia bién gioi. Niém tin cta khach hang khi mua
sam trén cac website nudc ngoai 1a mot tap hop
cac yéu to lién quan dén danh tiéng, sy minh
bach, an toan giao dich, dich vu khach hang va
cam két tir cac nha ban. Khi cac yéu té nay duoc
dam bao, khach hang s& cam thay tu tin va an tim
hon trong viéc mua sdm, tao nén tang cho mot
mdi quan hé bén vimg va tich cyc gitra nguoi tiéu
ding va nguoi ban hang trén toan cau.

Nhan thire vé gia tri mua sdm cia ngudi tiéu
duing 12 mot yéu té quan trong, anh hudng sau sic
dén y dinh mua hang tryc tuyén, dic biét 1a khi
mua hang trén cac website nudc ngoai. Gia tri
mua sam khong chi don thuan 1a su két hop cua
chi phi va lgi ich ma con 1a cadm nhan toan di¢n vé
trai nghiém mua sim, bao gdm chit luong san
pham, dich vu khach hang va trai nghiém téng
thé. Khi nhan thirc vé gia tri nay tich cuc, né s&
thiic ddy manh m& y dinh mua hang truyc tuyén
trén cac trang web qudc té. Nhan thic vé gid tri
mua sam ciia ngudi tiéu ding khi mua hang trén
cac website nudc ngoai 1a sy tong hoa cta chat
lugng, sy da dang va doc dao cua san phﬁm; gia
ca canh tranh; dich vu khach hang chuyén nghiép;
an toan giao dich va tién logi mua sam. Khi nguoi
tiéu dung cam nhan dugc nhiing gia tri tich cuc
nay, y dinh mua hang truc tuyén cua ho s€ duoc
thic déy manh mé, tao diéu kién cho su phat trién
va mé rong ciia TMDT toan cau.

Chu nghia dan tdc trong tiéu dung phan anh sy
wu tién ciia nguoi tiéu dung dbi véi cac san pham
va dich vu trong nudce, dua trén niém tu hao quéc
gia va 1ong tin vao chat luong san pham noi dia.
Nhiing yéu t6 sau ddy co thé lam ting hodc giam
mirc do chu nghia dén toc trong tiéu ding: Niém
tw hao dan tdc: nhiu nguoi tiéu dung Viét Nam
¢6 xu hudng tng hd cac san pham noi dia dé hd
trg nén kinh t& qudc gia va thé hién niém ty hao
vé san phém “Made in Vietnam”; Chat lugng san
pham noi dia: Néu nguoi tiéu dung tin rang san
pham ndi dia c6 chét luong tdt va dap tng nhu
cau cua ho, ho s& ¢ xu hudng chon mua céac san
pham nay hon 1a cac san pham ngoai nhap; Gia tri
van hoa va xa hoi: Sy ton trong cac gia tri van hoa
va xa hoi Viét Nam cling anh huong dén sy vu
tién mua sim cac san pham trong nudc.

Két luan

Mic du ngudi Viét Nam it nhidu bi chi phdi
boi yéu td chu nghia dan tdc trong tiéu ding,
nhung thyc té van c6 nhiéu ngudi tidu ding Viét
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Nam chon mua sdm trén cac website nudc ngoai
do nhiing 1y do sau: Sy da dang va doc dao cua
san pham: cac website nudc ngoai thuong cung
cép nhiéu san pham doc dao va khong c6 san o thi
truong ndi dia, thu hat nhling nguoi tiéu dung
mudn trai nghiém nhitng san phdm moi la; Chat
luong va thuong hiéu qudc té: san pham tir cac
thuwong hiéu qudc té ndi tiéng thuong duoc coi 1a
cO chat luong cao va dang tin cdy; Gia ca canh
tranh va khuyén mai hip din: nhiéu website nudc
ngodi cung cip cac chwong trinh khuyén mai,
giam gia va gia ca canh tranh, khién nguoi tiéu
dung cam théy ho nhén dugc gia tri tot hon.

6. Han ché ciia nghién ctru

Mic du di dat duoc mot sd két qua cu thé,
pht hop voi muc tiéu ban dau dé ra, nhung
nghién ctru cling khong tranh khoéi nhiing han
ché nhat dinh va day ciing la nhitng dinh hudng
dé cac nghién ciru sau tham khdo va bd sung,
hoan thién: Cac thang do trong nghién ctru chu
yéu dua trén thang do cua Shiu-Li Huang va Ya-
Chu Chang (2018) ma chua sir dung thém cac
thang do khac, dé so sanh két qua. Nghién ctru
nay chi khao sat nguoi tiéu dung tai Viét Nam
nén chwa mang tinh tong quan cao ddi véi tap
khach hang da dang dén tir nhiéu qubc gia khac
nhau cua cac trang web TMPT quéc té. Nghién
clru tap trung véi khach hang c6 do tudi tir do
tudi 22 dén 45, két qua co thé khac ¢ nhing do
tudi khac. @
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Phu luc: Bo thang do cua nghién ciru

Ki hiéu | Noi dung bién quan sat

Nguén

Chit lwgng thiét ké website

WDQI | Vé mat ky thuat, t6i thdy trang web XYZ hoat dong rat tot

Vé mit tryc quan, trang web XYZ giong céc trang web thuong mai dién
WDQ2 | . 7
tu ma tdi danh gia cao

WDQ3 | Toi thay dé dang dinh hudng trén trang web XYZ

WDQ4 | T6i dé dang tim kiém cic thong tin mong mudn trén trang web XYZ

Shiu-Li Huang
va Ya-Chu
Chang (2018)

Chinh sach ban hang trén website

WPC1 | Thong tin li€n hé trén trang web XYZ 1a 10 rang

WPC2 | Thong tin giao hang va chi phi giao nhan 1a rd rang

WPC3 | Trang web XYZ c6 thong bao xac nhén don hang tin cay

WPC4 | Chinh sich hoan trd (hang héa) dugc trinh bay 10 rang

WPCS5 | Giao dich trén internet duoc bao mat

WPC6 | Thong tin cd nhin dugc st dung phu hop

WPC7 | Thong tin bao hanh dugc trinh bay chi tiét

Shiu-Li Huang
va Ya-Chu
Chang (2018)

Danh tiéng nha ban hang

VDRI | Nguoi ban hang trén trang web XYZ 13 kha noi tiéng

VDR2 | Ngudi ban hang trén trang web XYZ c6 danh tiéng tot

VDR3 | Ngudi ban hang trén trang web XYZ noi tiéng vé sy trung thuc

Tbi cam thay quen thudc vé6i tén goi cia ngudi ban hang trén trang web
VDR4 XYZ

Shiu-Li Huang
va Ya-Chu
Chang (2018)

Chi phi giao dich

T61 cam thay kho khan khi muon bay té chinh xac quan diém cua minh

CMC1 trong giao tiép véi nguoi ban hang trén trang trang web XYZ

CMC2 T91 cdm thaAy kho khan trong viéc thé hién cdm nhan ciia minh véi nguoi Shiu-Li Huang
ban hang trén trang web XYZ va Ya-Chu

CMC3 T6i that sy kho khan dé hiél} chinh x4c ¥ kién ctia ngudi ban hang trén Chang (2018)
trang web XYZ trong giao tiép &
To1i that sy kho khan d€ hi€u chinh xac cam nhan cua nguoi ban hang trén

CMC4 g
trang web XYZ trong trong giao ti€p

Chi phi cho doi

WTC1 To6i cam thay khong thoai mai khi phai cho dgi dé nhan dugc nhitng thu
da mua tu trang web XYZ Shiu-Li Huang

WTC2 Viéc mua sam tir trang web XYZ s€ co6 thoi gian giao hang dai hon so voi va Ya-Chu
mua tu trang web trong nudc Chang (2018);
To1 lo lang, n€u c6 van dé gi trong giao dich thi viéc xtr ly tur trang web

WTC3 Ny AP
XYZ s€ mat thoi gian

Chi phi déi tra

RTCI Tra lai hang cho nguoi ban trén trang web XYZ c6 thé ton kém hon so
voi cac trang web tuong tu ciia Vi¢t Nam Shiu-Li Huang

RTC2 Viéc tra lai hang cho ctra hang tryc tuyén nude ngoai nay khé khan hon va Ya-Chu
so voi viéc tra lai hang cho ctra hang truc tuyén trong nudc Chang (2018);
Toi lo lang, sau khi mua hang tir nguoi ban ¢ nudce ngoai, toi s€ lang phi

RTC3 o s AR L a1 s 1~ < 1x f oA ad
thoi gian chi @€ tra lai nhiing mét hang c6 van dé
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Sw canh tranh veé gia

PCN1 | Gia ban cta san pham trén web XYZ hap dan dbi véi toi
PCN2 | Chi phi vin chuyén tra thém (do mua tir nudc ngoai) khong cao ddi voi ti
Ly do chinh t6i mua (hodc cin nhic mua) mot san pham tir trang web
PCN3 | nudc ngoai 1a vi nd co gia thap hon bat cir san phdm tuong ty ndo ma toi
mua 0 thi truong ndi dia
PCN4 | Hang hoa trén trang web XYZ c6 gid cd canh tranh

Shiu-Li Huang
va Ya-Chu
Chang (2018)

Su déc dao veé san pham

So véi cac san pham tuong ty dugc ban trén cac trang web ctia Viét Nam,

PUQI céc san pham c6 thé mua tir trang web XYZ 1a doc dao
PUQ2 | Nhiing sdn pham dugc cung cap trén trang web XYZ khong co gi dic biét
PUQ3 Trang web XYZ ¢6 thé cung cadp cac san pham ma cac trang web trong

nudc khong co

Shiu-Li Huang
va Ya-Chu
Chang (2018)

Nhin thirc vé niém tin

PTW1 | Tbi c6 thé tin twudng ngudi ban hang khi mua hang trén trang web XYZ
To1i tin tudng rang ngudi ban hang trén trang web XYZ thyc hién cac giao
PTW2 . Y
dich mot cach trung thuc
PTW3 T61i tin tudng rang nguodi ban hang trén trang web XYZ s& giltt dung cam

két ctia ho

Shiu-Li Huang
va Ya-Chu
Chang (2018)

Nhén thirc vé gia tri

Céc san pham dugc cung cap trén cac trang web XYZ rat xtng dang voi

PCV1 XA Ar am 1

sO tién t61 da bo ra
PCV2 | Cac san pham dugc cung cap trén trang web XYZ 1a chap nhan duogc
PCV3 Céc san pham/dich vu dugc ban trén trang web XYZ dang dé mua

Shiu-Li Huang
va Ya-Chu
Chang (2018);

Y dinh mua hang truc tuyén

ITS1 Tbi s& mua mdt san pham nao dé trén trang web XYZ trong twong lai
ITS2 T6i dy dinh s& mua sam trén trang web XYZ trong tuong lai
ITS3 T61 c6 the s€ mua hang tr trang web XY Z néu toi can mua tha gi d6 dugc

ban trén trang web nay

Shiu-Li Huang
va Ya-Chu
Chang (2018);

Chii nghia dén tdc trong ti€u dung

Toi nghi chiing ta nén mua nhiing san phém duoc san xuat tai Viét Nam

CETI thay vi dé cac nudc khac giau 1én nho chiing ta (mua san pham cta ho).
CET2 | Aimua cic san pham san xuat & nudc ngoai khong phai 1a nguoi Viét Nam
Mua san phidm nudc ngoai 1a khong dung vi diéu d6 s& lam cho nguoi
CET3 i Y n
Viét Nam bi that nghiép
CET4 Chiing ta chi nén mua san pham & nudc ngoai khi ching ta khong thé san
xuat dugc ¢ trong nudc
CET5 San phém Viét Nam 14 su lua chon dau tién, cudi cung va mai mai
CET6 Mua san phém san xuat tai Viét Nam la gilt vié€c lam cho nguoi Viét Nam
CET7 Tbi nghi nén danh thué cao san pham nudc ngoai dé 1am giam sy xam

nhép cua ching vao thi truong Viét Nam
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Summary

This study was conducted to analyze and
evaluate several factors influencing consumers’
purchasing intentions on foreign websites. The
research was carried out by the author in 2024
in Vietnam, with 334 survey questionnaires
based on the following factors: (1) Website
design quality, (2) Sales policies on the website,
(3) Seller reputation, (4) Transaction costs, (5)
Waiting costs, (6) Return costs, (7) Price com-
petition, (8) Product uniqueness, (9) Trust per-
ception, (10) Value perception, (11) Intention to
purchase online on foreign websites, (12)
Consumer nationalism. Through this research,
the author aims to gain a more objective per-
spective on consumer purchase intentions in
relation to the development of e-commerce in
the coming time.
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