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ghién ciru nday nham trinh bay tong quan h¢ thong vé cdc yéu t6 anh huong dén

hanh vi tir bo gio hang truc tuyén (Online shopping cart abandonment - OSCA)
trong boi canh thwong mai dién tue phat trién dua trén quy trinh PRISMA va phdn tich 43 bai
bdo hoc thudt tir nam 2003 dén, 2025. Nghién curu sur dung phuong phap trac lwgng thu muc
ket hop truc quan héa dir liéu dé xdc dinh cdc yeu to anh huong chin hp moi quan h¢ gig chiing
va xu hudng nghién civu theo thoi gian. Két qua cho thay 164 yéu té da dwoc dé xuat, trong
dé cam nhan rii ro, cam nhdn chi phi, thanh, todn bat tién, dong co gidi tri va do dl/t’ thanh
toan la nhitng yeu to noi bdat. Sau cum yéu to co moi lién két thwong dwoc nghién ciru cung
nhau da dwoc nhan dién, phan anh su phuc tap trong hanh vi nguoi tiéu dung. Baj bdo ciing
chi ra sw thiéu nhat quan vé khung ly thuyét va khuyén nghi ap dung mét so, 1y thuyét madi ciing
nhu phwong phap nghién curu thuc nghiém trong twong lai. Bai viét gop phan cung co nén tang
hoc thudt va dinh hwong cdac nghién curu tiép theo trong chu dé OSCA noi riéng va hanh vi tiéu
dung truc tuyén noi chung.

Tir khéa: Tir bo gio hang truc tuyén, OSCA, mua sam truc tuyén, PRISMA, truc quan hoa.

JEL Classifications: M30, M31, L81.

DOI: 10.54404/JTS.2026.211V.04

1. Giéi thiéu

Trong nhung nam gan day, doanh sb ban J¢
thuong mai dién tur tiép tu¢ tang, nhung toc
do ting truong di co dau hidu cham lai
(eMarketer, 2025). Trong boi canh do, hién
tugng tur bo gio hang truc tuyén (Online shop-
ping cart abandonment - OSCA), khi ngyoi
tiéu dung khong hoan tat giao dich mua sam
trong phién (Kukar-Kinney & Close, 2010),
tro thanh thach thirc Jon doi voi cac doanh
nghi€p ban 1¢ truc tuyén. Ty 1€ gi6 hang bi bo
lai van & muc cao, khoang 60% dén 80%
(Jiang va c.s., 2021) cho thay nhu cay cap
thiét phai nhén dién cac nguyén nhan cot 16i
cua hanh vi nay.

OSCA 1a hi¢n tyong phuc tap, chiu anh
hudng cua nhi€u yéu to tam ly, nhén thic,
cong ngh¢ va boi canh mua sam. T nam

khoa hoc

2003 dén pay da c6 nhiéu cong trinh kham

pha chu dé nay, nhung két qua con phan tan

do khac biét ve cach ti€p can, khung ly thuyét
va doi tuong khao sat. Vi yay, mot nghién ctru
tong hop ¢0 hé thong la can thi€t dé xac dinh
cac yeu to trong tam va lam r6 cach ching
tuong tac trong nhiing bdi canh khac nhau.

Mot so bai tong quan gan day da xem xét
OSCA (Chopra va c.s., 2024; Patharia & Jain,
2024; Wapg va c.s., 2023), song viéc phan
tich cac yéu to thuong méi dung 0 muc ligt ké
hodc phan nhom. Ng%nen clry nay khac & cho
khong chi cap nhat dir liéu dén nam 2025 ma
con phan tich dong thoi xu hydng cua cac yéu
t6 duogc sir dung, moi lién két gitra chiing va
mirc d6 xac nhan hodc bac bd cua cac moi
quan hé da duoc kiém dinh.
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. Nghién ctru nay khac v6i 3 bai danh gia
tong quan trude day ¢ cho, né khong chi téﬁ
trung xem xet cac yeu to gnh huong dén han
vi tir bo gio han% truc tuyen mat cach riéng 1¢
mj con phan tich ca moi quan hé gilta chung,
S6 liéu nghién clru ciing dugc cap nhat moi
nhat tinh dén ndm 2025. Cac cau hoi nghién
cuu sau day da duoc dat ra dé dap ung muc
tiéu da de cap ¢ trén:

. Cau hoi nghién ciru 1: Xu hudng cua cdac
yeu to duoc c?%,m vag nghién ciru hanh vi tir bo
gio hdng tru’c tuyén tir nam 2003 dén nam
20251la g

Cau hot nghién ciru 2: Yéu t6 nao thuong
dwoc nghién ciu cung nhau? |

Cdu hoj nghién cuu 3: Moi quan hé nao
giita cdc yeu to da dwoc xac nhdn hodc bac bo?

Béng céch tra 10} cac cau hoi nghién ciry
nay, bai bdo cung cap btrc tranh khai quat vé
cag yeu to tac dong dén OSCA, qua do gop
phéan dinh hudéng cac nghién ctru ti€p theo va

Tailiéu xac dinh ti¥ co so' dif liéu

QUAN TRI KINH DOANH

hd tro doanh nghiép xay dung giai phap giam
thiéu hién tugng tir bo gio hang trong boi
canh thuong mai dién tir ngdy cang phat trién.

2. Dir lieu va phwong phap nghién ciu

2.1. Nguon tim kiém dir lieu

Tap h(yE dir liéu nghién ciu vé OSCA
duoc thu thap tir Scopus va Web of Science
thong qua tim kiém tir khéa tai myuc “Tém
tat” va “Tiéu de tai li¢u”. Pay la hai co so dir
liéu hoc thuat uy tin, bao quat céac tap chi,
sdch va bién ban hdi nghi guqc binh duyét,

hu hgp v6i muc ti€u tong quan he thong ve
anh vi tir bé gié hang truc tuyén.

2.2. Quy trinh sang loc dit liéu

Ap dung cac tiéu chi sang loc theo quy
trinh PRISMA, nghién ctru ban dau thu duoc
171 tai liéu. Sau khi loai bo tai li¢u trung lap,
khong viet bang tiéng Anh, céc bai tong quan,
bao cdo hoi thao va sach, dong thoi ra soat
tiéu deé, tom tat va toan van, con lai 43 bai bao
dap ung day du yéu cau dé dua vao phan tich.

Tai liéu bi danh dau la khéng du digu

(n=171)

XAC BINH

Y

Tai liéu du'd'e sang loc

» kién b&i cong cu tu’ déng (n=42)
Tai liéu trang lap (n=45)

Tai liéu khéng c6 ndi dung phi hop thé

(n=83)

A4

Tai liéu du'g'c yéu céu truy xuit

hién & tiéu dé va tom tat (n=23)

(n=60)

SANG LOC

v

Tai liéu du diéu kién dé danh gia

P Tai liéu khéng truy xudt dugc (n=1)

Tai liéu khong c6 ndi dung phan tich vé

(n=59)

o

A4

Tai liéu du'de du'a vao danh gia
(n=43)

TONG KET

(Nguon: Nhém tdc gia)

cac yéu td anh hudong dén OSCA (n=16)

Hinh 1: So d6 PRISMA thé hién quy trinh danh gid, sang loc tdi liéu dwa vao nghién ciru
tong quan

khoa hoc =
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2.3. Trich xudt va ma hoa dir liéu

Pé tién hanh phan tich, nghién ctu trich
xyat bon nhém thong tin tor moi bai bao, bao
gom: 1y thuyét nén tang dugc st dung, céc
yeu t0 anh huong dén OSCA, céc gia thuyeg
duoc xac nhan hodc bac bd, va cac han che
cing nhu khoang trong nghién ctru. Sau do,
dt 1i€u dugc chuan hoa de xu 1y cac tur dong
nghia, khac biét v€ cach viét va tir viét tat.

_2.4. Phwong phap phdn tich va trinh bay
két qua ,

. Nghién ctru st dung trac lugng thu muc
két hop truc quan hda dir liéu. Excel dugc
dung dé lam sach va mé ta dior liu;
VOSviewer ho trg phan tich mang ludi va cac
cum tur khoa dong xuat hi¢n; Word Stream va
Microsoft Power BI dugc st dung d€ truc
quan hdg céc yéu to, xu hudng va kiém dinh
gia thuyeét.

3. Két qua va thio luan .

3.1. Xu hwong nghién cuu vé OSCA giai
dogn 2003-2025 .

Hinh 2 minh hoa xu huéng cong bo nghién
ctru vé OSCA giai doan 2003-2025. Trong 43
bai bao dugc phan tich, s0 lugng nghién cuu
gan nhu khong phat trién trong sudt 14 nam
dau, véi nhiéu nam khong ghi nhan cong bo
ngo. Tur 2018, cac cong trinh bat dau gia tang
déu dan (3-4 bai/nam), phan anh sy mo rong
nhanh cta thuong mai di€n tir va sy quan tim
hau Covid-19. Dac biét, nam 2022 va 2024
chung kién sy bung no6 voi 9 bai bo, cho tha
OSCA tr¢ thanh trong tam trong boi canh canﬁ

12

=
o

SO LUONG BAI BAO VE OSCA
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(Nguoén: Nhém tdc gia)

tranh gay gat gilta cac san thuong mai dién tir,
thay doi hanh vi ti€n dung va céac van dé vé bao
mat, gia ca. Tinh dén thang 4/2025, da c6 thém
3 bai dugc cong bo, chung to xu hudng nghién
ctru OSCA van tiép dién manh mé.
3.2. Boi canh nghién ciru hanh vi OSCA
Su phan b6 céc bai bao vé OSCA tai céac
guée gia giai doan 2003-2025 phan 4nh mirc
0 quan tam khac nhau. Cho dén nay, An Do
dan dau véi 12 bai (28%), phan anh su bung
nd thuong mai dién ti tai quQc gia nay. Trung
Quodc (9 bai) va My (8 bai) lan lugt ding thu
hai va ba, cho thay no lyc nghién ctru tai cac
thi truong 16n. Anh, Malaysia va Han Quoc
cO muc quan tam trung binh, trong khi
Pakistan va Ptc chi ¢6 2 bai. Cac quoc gia
khéc nhu Philippines, Ba Lan, B6 DPao Nﬁa,
Macao, Pai Loan, Estonia, Ao va Indonesia
chi ghi nhan 1 nghién ctru. Nhin chung, phan
16n céc cong bod tap trung tai chau A, phan
anh sy troi day cya thuong mai dién tor ¢ khu
vuc nay va nhu cau nghién ctru hanh vi nguoi
tieu dung chua hoan tat giao dich. Thong tin
nay ggp phan lam rd, boi canh nghién ctu
toan cau vé OSCA, dong thoi chi ra khoang
trong nghién ctru tai nhi€u qudc gia chua
duoc khai thac, trong do c6 Viet Nam. |
3.3. Cac tap chi xudt ban bai bdao vé
OSCA giai doan 2003-2025 )
Céc nghién ctru vé OSCA dugc phan bo
trén nhiéu tap chi, tor marketing va hanh vi
nguoi tiéu dung (Journal of Retailing and
Consumer Services, Journal of Consumer

11
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NAM

Hinh 2: S6 lwong cdc bai bdo vé OSCA giai doan 2003-2025
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Marketing) dén cong ngh¢ thong tin (Asia
Pacific Journal of Information Systems,
Information Processing and Management),
tam ly hoc (Frontiers in Psychology) va quan
tri (Australian Journal of Management). Diéu
nay cho_ thay nghién ctru vé OSCA khong chi
don thuan la van dé thudc linh vuc marketing,
ma con la van dé phuc hop chiu tac dong tur
cac linh vuc khac nhu cong ngh¢ thong tin,
quan tri va tdm ly hoc. Sy da dang cua nha
xuat ban nay cho thay nhiéu hoc gja tir nhi€u
linh vuc dang cung tiép can chu dé OSCA tu
cac gqc nhin khac nhau, gép phan lam phong
pht nén tang 1y thuyét va mo rong cac hudng
nghién ctru, thuc day mot h¢ sinh thai hoc
thudt phat trien manh, mé va da dang trong
linh vuc nghién ctru vé OSCA.
_3.4. Cac bai bao vé OSCA co lwot trich

dan cao . .

Nam cong trinh nghién ctru vé OSCA c6 s6
luot trich dan cao nhat theo Scopus lan luot la
Kukar-Kinney & Close (2010), Cho va c.s.
(2006), Rajamma va cong su (2009), Huang
va ¢ong su (2018) va Oliver & Shor (2003).

O giai doan dau, cac nghién ciru cua Cho
va c.s. (2006), Rajamma va cong su (2009) va
Kukar-Kinney & Close (2010) dit nén mong
cho linh viec OSCA nén c6 luot trich dan cao
vuot trdi. Nghién clru cia Kukar-Kinney &
Close (2010) dan dau vgi 192 trich dan, day
duoc xem la bai bdo goc c6 anh hudng nén
tang trong linh vuc nay, ti€ép theo l1a nghién
cuu cga Cho va c.s. (2006) véi 111 lan trich
dan. O giai doan phat trién nhanh (ndm 2018),
bai bag cua Huang va cong su (2018) dugc
trich dan 105 lan ya Oliver & Shor (2003)
duoc trich dan 56 lan. Nghién ctru ciia Huang
va cong su (2018) co6 so lan trich dan trung
binh/nam rat cao (~15 trich dan/nam), phan
anh xu_hudng nghién ciru mdi dang dugc
cong dong hoc thuat nhanh chéng tiep nhan
va cho thay tiém nang anh hudng cua bai bao
nay la dai han du tudi doi cta bai nghién ctru
con ngan. Nguoc lai, muc anh hudng cua
Oliver & Shor (2003) dang giam dan do
nghién ctru khong con phu hop véi boi canh
hién tai thé hién qua so luot trich dan trung
binh/ndm tuong doi thap (2.55). Tém lai, khi
tién hanh nghién ctru OSCA, céc hoc gid can
phai tham k%ép ky ludng cac nguon tai liéu co
chi so trich dan cao no1 trén lam co s& viing
chdc dé phat trién hudng nghién ctru mdi.

3.5. Cac phwong phdp nghién ciru
OSCA dwoc sur dung .

Phan lon cac nghién ctru vé OSCA st dung
phuong phédp dinh luong thong qua khao sat
truc tuyen Il;éng bang hdi. Cuy the, c6 32
nghién ciru 4p, dung phuong phap khgo sat
truc tuyén, chiém ty I¢ dp dao trong,tf)n% sO
cac nghién curu. Trong s6 nay, mot sO nghién
cuu lya chon mau khao sat 1a sinh vién (Cho
va c.s., 2006), tuy nhién phan 16n tap trung
vao nguoi tiéu dung truc tuyén noi chung.
Ngoai phuong phdp khao sat bang bang hox,
cd 6 nghién ctru dinh lugng khéac da két hop
v6i phuong phap phan tich dir liéu khac nhu
Clickstream, Machine Learning, Fuzzy Sets
hoac Survival Analysis (Baati & Akrout,
2024; Khan va c.s., 2022; Kukar-Kinney va
c.s., 2022; Li va ¢.s., 2025; Rausch & Brand,
2022), cho thay no luc nang cao hi¢u qua phan
tich va du bdo hanh vi nguoi ti€u dung cua cac
hoc gia. Bén canh do, phuong phéap thuc
nghiém cﬁn%rduqc su dung trong 5 nghién cuu
(Baati & Akrout, 2024; Khan va c.s., 2022;
Kukar-Kinney va c.s., 2022; Li va c.s., 2025;
Rausch, & Brand, 2022). Tuy nhién, phuong
phép két hop céa dinh tinh va dinh lugng chi
dugc st dung trong mot nghién cliru cua
Garaus (2018). Nhin chung, phuong pha
nghién cuu OSCA hi¢n nay chu yéy la din
luzc_mg bang cach khao sat tryc tuyén nguoi
tiéu dung. bieéu nay goi m¢ thém vicce su dung
cac phuong phap nghién ctru dinh tinh va
phuong phap két hop trong tuong lai.

3.6. Tra loi cau hoi nghién cuu

. Cdu hoi nghién cwu 1: Xu hudng cua cac
yeu to dugc dua vap nghién ctru hanh i tir bo
gid hang truc tuyén tr nam 2003 dén nam
2025 la gi? . ,

Phan tich 43 bai bgo vé OSCA cho thay cd
164 yéu to co truc ti€p va gian ti€p duoc de
cap. Hinh 3 minh hoa 100 yéu to phd bién
nhat thong qua ddm may tur khoa, trong do
cac khai niém “perceived risk” (cam nhdn
rui ro), “perceived transanction inconven-
ience” (nhdn thwc thanh toan bat tién),
“hedonic motivation” (dong co giai tri),
“wait for lower price” (cho doi gia tha
hon), “perceived cost” (nhan thirc vé chi
phi), “emotional ambiyvalence” (mdu thuan
cam xuc) noi bat voi tan suat xuat hién cao,
phan anh vai tro trung tam cua chung trong
cac nghién ctru trudc.
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Hinh 3: Dam may tw khoa the hién 100 yeu 16 ¢6 kha nang anh hwéng dén OSCA
dwoc dwa vao nghién ciru giai doan 2003 - 2025

Bén canh do, phan tich cho thay c6 17 1y
thuyét nén tang da duoc st dung dé nghién
cuu OSCA. Trong d6, mo hinh Kich thich -
Chy thé ; Phgn tng (S-O-R) dugc sir dung
nhiéu nhat, tiép theo la M6 hinh khong xac
nhan ky vong (CAB), Ly thuyét bat dong
nhan thirc (CDT), Ly thuyét hanh vi nguoi
tieu dung (TBB), Ly thuyet hanh vi dy dinh
(TPB), Ly thuyet nhdn thirc xa hoi. Viéc ton
tai nhiéy khung ly thuyet song chua c6 khyng
ly thuyét ndo giir vai fro chi % phan anh rang
linh vyc nghién ciru OSCA van dang trong

ua trinh dinh hinh va mo ra co hoi cho viéc

€ xuat, kiém chimg cdc mdé hinh mdi phu
hop vo1 boi canh thuong mai dién tir bien doi
nhanh chong.

Cau hoi nghién ciru 2: Yéu t6 nao thuong
dugc nghién ctru cung nhau?,

Trudc khi phan tich cac yéu t6 anh huong
dén OSCA bang VOSviewer, nhom tac gia
tién hanh chuan hoa tir khoa dé dam bao tinh
nhat quan trong xtr 1y dir liéu. Cac tir khoa
dong nghia nhung khac cach viét (VD: per-
ceived risk va risk perception), tir viet tat, viét
hoa, hay c6 dau cau, deu dugc diéu chinh
thong nhat; nhitng yéu t6 khac tén nhung
cung ban chat cling dugc thong nhat, trong
khi cac yéu t6 ndi dung khac biét duoc giu
nguyén. Quy trinh nay gitp tranh phan manh

khoa hoc

nit va nang cao dg chinh xac khi xac dinh
cum chu dé trong phan tich.

Sau khi chuan héa, cac yéu té duge phan
tich tan sut trong 43 bai bao. Két qua cho
thay cam phdn rui ro (perceived risk) la yéu
t6 phd bién nhat (15 ﬁn) tiép dén la cam
nhan vé chi phi (perceived cost) (12 lan),
thanh toan bat tien (transaction inconven-
ience) (6 lan); so sgnh khi mua sam (compar-
ison shopping) (6 14n); dong co giai tri (hedo-
nic motivation) (6 lan). Két qua phan tich cho
thay c6 32/164 tir khoa xuat %wn 2 lan tr¢ lén,
ﬁhan anh mirc d6 da dang cua cac yéu to anh

wong dén OSCA.

Phén tich mang ludi toan bo 164 yéu to
cho thay OSCA 13 nut trung tam, lién ket chat
véi céc yeu to noi bat nhu percezved risk”
(cam nhan rui ro), “perceived cost” (cam
nhan chi phl) “purchase intention” (y dinh
mua hang), hesztatzon at checkout” (do dLr
thanh toan) va “transaction inconvenience’
(thanh toan bat tién). Cac yéu to O xa trung
tam hon nhu “device pype’ (loai thiét bi dung
dé mua sam tryc tuyén 57 “price fairness” (su
khong con bang vé gia), “hypothetical dis-
tance” (Khoang cach gia dinh - dwoc dinh
nghia la khoang cdch tam Iy lién quan dén
kha nang xay ra cua mot sy kién, tuc la liéu
mot su kién co kha nang xay ra hay khong ),
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“cognitive load” (Muirc do nhan, thirc cua
khach hang khi lva chon san pham), ‘filter
behavior” (hanh vi loc sqn pham), “antici-
pated regret”(dy doan hoi tiec) va ‘“choice
overload” (qua tai lwa chon) xuat hi¢n thua
hon va thuong gan voi nhitng boi canh nghién
cuu dac thu.

bé tang tinh truc quan, Hinh 4 chi giir lai
cac yeu to xuat hi¢n tur hai lan tr¢ 1én. Cach
tiép can nay giup lam rd cau trac mang ludi va
cho thay sy hinh thanh cga sau cum riéng biét,
phan 4nh cac nhoém yeéu to6 thuong dugce nghién
ctru cung nhau trong hon hai thap ky qua.

QUAN TRI KINH DOANH

va t0 chuc lya chon san pham. Tu do, cac
nghién clru sau nay da mé rong va phat trién
thém yéu té cam nhan thoi gian cho doi (Arul
& Krithika, M., 2019; Krithika & Rajini,
2017; Rajamma va c.s., 2009) thong qua Ly
thuyet suw dung va hai long, Mo hinh khong
xac nhdn ky vong. Ngoai ra, sy xuat hién cta
dong co vi_lgi nhu mot yéu t6 mdi hon cling
cho thay no luc hoan thien mo hinh bang cach
can bang gitra hai chicéu dong co giai tri va
dong co vi 1gi (Arul & Krithika, M., 2019).

- Cum mau xanh 14 gom cac yéu t6 nhan
khau hoc va da phan déu la cac bien kiém soat

product iayolvement

wait for lawer price e

hedonicijetivation

perceived @aiting time

utiltarian@iotivation

devicetype

organisation/ ri@earch purpose age

percw risk

incgme

decision to bu§Bfrom a land-b
eduaation

purchasgintention

gender

online shopping cart abandonme

navigatieh design

transaction ifigonvenience

comparison shopping

returmipolicy
pror@otion

perceLv&d cost

social influence " hesitationiat checkout

ex
emotional@mbivalence

self-afficacy
choice-process satisfaction
online shopper confusion

attributeconflicts
e-shopping attitude

concerfl over defivery and retu

(Nguén: Nhdm tdc gia)

Hinh 4: Mang lw6i cdc yéu té dwog nghién civu cung nhau trong cdc nghién civu
ve OSCA xuat hién tir hai lan tro lén

Cum mau do gom céc yéu to lién quan dén
tam 1y va dong co hanh vi, chu yéu bat nguon
tr md hinh cua Kukar-Kinney & Close
(2010) voi1 viéc ap dung 1y thuyét hanh vi
nguoi tiu dung: Cho dgi gia thap hon (wait
for lower price); Quyet dinh mua tai cura
hang truyén thong (decision to buy from a
land-based retailer);, Dong co giai tri (hedo-
nic motivatjion); Dung gio hang dé nghién
cieu/sap xép (organisation/ research pur-
pose); Cam nhan rui ro (perceived risk); Cam
nhan thoi gian cho doi (perceived waiting
time);, Dong co vi loi (utilitarian motivation).
Nghién cuu cua Kukar-Kinney & Close
(2010) dong vai tro nén, tdng trong linh vuc
OSCA. Hoc gia chi ra rang, nguoi tiéy dung
su dung gi6 hang khong chi d€ mua sam ma
con phuc vu cac muyc ticu gidi tri, nghién ctru

trong cac md hinh nghién ctru, ngoai trur y
dinh mua. Cum nay bao gom cac yéu to: Tuoi,
Trinh do; Gioi tinh; Thu phdp; Muc gia, Murc
do tham gia vao san pham, Y dinh mua, |
- Cum mau vang bao gdm céc yeéu to xuat
phat tir nghién ctru nén tang cua Cho va c.s.
(2006), Day la mdt trong nhiig cong trinh
som v€é hanh vi OSCA, dit nén moéng cho
viée ly gidi OSCA dudi gog do tdm 1y va nhan
thuc trong hanh vi ra quyét dinh. Céc yéu to
thudc nhom nay, gom co: Hanh vi so sanh san
phdam trén nhiéu nén tang truoc khi quyét
dinh mua (comparison shopping); Trai
nghiém cug khach hang trong qua trinh tuong
tac voi nén tang mua sam tryc tyyén, (cus-
tomer experignce); Sw mo ho, boi roi cua
nguoi mua sam truc tuyén, khi phai xu ly qua
nhiéu thong tin khong nhat quan hodac khong
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r0 rang trén nén tang mua sam (online shop-
per confusion), Ngoai ra, cym nay con ¢ yeu
t0: thai do doi voi mua sam truc tuyén (E-
shopping attitude) va anh hwong xd hoi
(social influence) 1a 2 yéu to thuong nam
trong Ly thuyét Hanh vi du dinh (TPB) phan
anh thai do ca nhan doi véi viéc mua sam truc
tuyén va anh huong cua xa hdi dén hanh vi
ticu dung. Pac trung cia cum mau vang la
nhan manh céc y€u to nhan thirc va trang thai
cua nguoi ti€u dung trong qua trinh ra quyét
dinh, c6 vai tro nhu mot “cau ndi 1y thuyet”
gitra cdc mo hinh kinh dién nhu TPB, UGT
g0p phan 1y gidi 1y do tai sao nguoi tiéu dung
co thé fir bo gi6 hang du da co6,y dinh ban dau.
Cac yéu to, trong cum nay ti€p tuc dugc md
rong va kiém dinh trong cac nghién ctru sau
nay (Garaus, 2018; Gupta va c.s., 2025;
Mazhar va c.s., 2024; Ong va c.s., 2022;
Song, 2019)

- Cum mau xanh duong dai dién cho nhom
yeu t0 lién quan dén san pham nhu: Lo nggi
vé van chuyen va doi tra (concern over deliy-
ery and return);, Thieu kiém tra san pham
thuc te (lack of physical examination);
Khuyén mai (Promotion); Cam nhdn vé chi
phi (perceived cost); Chinh sach doi tra
(return policy) va céac y€u to li€n quan dén
nén tang nhu: Thiét ke diéeu huong (naviga-
tion design) va Thanh toan bat tién (transac-
tion inconvenience). Cac yéu td nay cd xu
hudng tap trung vao giai doan gilta va cudi
hanh trinh mua hang, noi nguoi ti€u dung
danh gia loi ich, chi phi, rui ro trudc quyet
dinh thanh toan. Céc yeu t0 trén xuat hién hau
hét trong nghién ctu cua Kapoor & Vij
(2021) thong qua Ly, thuyet hanh vi nguoi tiéu
dung, mot sO yéu t6 xuat hién trong nghién
clru cug Cho (2004) thong qua Ly thuyét hanh
Vi ¢6 ké hoach (TRA) va nam rai rac trong cac

nghién ctru khac (Gupta va c.s., 2025; Jain &
C opra, 2023; Oliver & Shor 2003;
Rejikumar & Asokan- Ajitha, 2021). .

- Cum mau tim daj dién cho nhom yéu t6
lién quan dén dién bién tam Iy caa ngudi tiéu
dung trong qua trinh ra quyét dinh. TAt ca cac
yeu to trong cum nay déu bat nguon tir nghién
ctru cua Huang va c.s. (2018). Cac cong trinh
st dung m6 hinh Nhan thirc - Cam xtc - Hanh
vi (CAB) d¢ gidi thich ly do tai sao nguoi ti€u
dung tir bo gio hang & giai doan cudi. Cac yéu
t0 trong cum nady bao gom: Xung dot thuoc

tinh (attribute conflicts); Sw hai long voi qua
trinh lya chon (choice-process satisfaction);
Mau thuan cam xuc (Emotional ambiva-
lence); Do du thanh toan (hesitation at
checkout); Kha nang thuc hién mua hang
truc tuyen (self-efficacy). Pi€m ndi bat cua
cum nay la kha nang 1y gjai hanh vi tur bo gio
hang thong qua cac yéu to tim ly sau sac, chg
thay OSCA%(hong chi 1a két qua cua yeu t6
dong co nguoi dung hay nén tang, ma con
phan anh xung dot ngi tai, cdm xtic khong 6n
dinh va sy thiéu quyét doan trong hanh vi tiéu
dung. Nhiéu nghién ctru sau d6 (Ong va c.s.,
2022; Wang va c.s., 2022) da ké thura va tiép
tuc ap dung khung phan tich CAB cua Huang
va c.s. (2018), cho thay stc anh hudng cua
cach ti€p can nay trong nghién ciru OSCA
hién dai.

- Cum mau xanh ngoc khé tach biét so v&i
cac cum con lai va chi bag gdm mot yéu to la
logi thiet bi dung dé mua sam tryec tuyen (device

ﬁ?e) Diéu n n%/ the hién cach ti€p can moi trong
E an tich hanh vi ngudi ti€u dung qua dir liéu

anh vi thuc t&. Khac voi cac cum khac thuong
tip trung vao dong co tAm 1y hay nhan thirc
dugc do lugng bang phuong phap khao sat, cum
nay chu yéu phan anh cac bién quan sat duoc
thong qua nghién ctu thuc nghiem, do luong
tryc ti€p hanh vi ngugi tiéu dung. Di€u nay cho
thay sw phat trién vé phuong phap tmg dun
cong nghé dir liéu 16n va cac ky thuat mo hml%
hoa thyc nghiém. Nghién ctru"tiéu biéu trong
cum nay la Kukar-Kinney va c.s. (2022) va
Rausch & Brand (2022).

Tom lai, hinh 4 cho thay .Jpham vi nghién
ctru OSCA rong va da chleu voi hanh vi
OSCA la trung tam két noi hau hét cac cum.
Trong dQ§, cam nhan rui ro lién két chat véi cac
yéu to ve dong co, cong nghé va tam ly; con y
dinh mua hang (purchase intention), chi phi
cam nhan (perceived cost), mau thudan cam xuc
(emotzona ambivalence dong vai tro trun
gian hodc dleu tiét giita cac cum. Su hi
thanh 6 cum riéng biét phan anh xu huéng hoi
tu cac nhom yéu t6, dong thoi mé duong cho
viée xay dung md hinh nghién ciru OSCA toan
dién va tich hgp hon trong tuong lai,

Xét theo dong thoi gian, cac yeu to nhu
“perceived risk” (cam nhdn rui ro), “per-
ceived cost” (cam nhdn vé chi phi), “transac-
tion inconvenience” (thanh toan bat tién),
“purchase intention” (v dinh mua) dugc
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nghién ctru sém va lién tuc, trong khi cac yéu
to nhu “emotional ambivalence” (mau thudn
cam xuc), “hesitation at checkout” (do dw
thanh toan), “‘choice-process satisfaction”
(sw hai long trong qua trinh lya chon), “self-
efficacy” (kha nang thuc hién mua hang tryc
tuyen), “attribute conflicts” (xung dot thuoc
tinh), “return policy” (chinh sach doi tra),
“navigation design” (thiét ké diéu huwong) noi
1én manh hon tr sau ndm 2020, phan anh sy
dich chuyén quan tam nghién ciru tir déc di€ém
nén tang sang trang thai tam ly phuce tap cua
nguoi ticu dung.

Cdu hoi nghién ciru 3: Mdi quan hé nao
giifa cac yéu to da dugc xac nhan hodc bac bo?

Co6 tong cong 338 gia thuyét duoc dé xuat
trong 43 nghién cap vé OSCA, trung binh
khoang 8 gia thuyét cho moi nghlen clru.
Trong sd nay, 241 gia thuyét duogc xac nhan
va 97 gia thuyét bi bac bo, cho thay phan 16n
cac moi quan hé¢ dé xuat da nhan dpoc sy ung
hé thyc nghiém nhung mic d6 nhat quan con
khac nhau dang ké.

Hinh 5 minh hoa cac gia thuyét da dugc Xag¢
thyc tr 2 lan tré 1én trong 43 nghién clru vé
OSCA. Nhin chung, cac yéu t6 dyoc xac nhan
nhi€u lan doé1 véi tac dong truc tiep dén OSCA
gom cam nhdn rui ro (18 lan), do du thanh
toan (hesitgtion at chekout) (6 lan), thai do doi
vOi mua sam truc tuyen (E-shppping attitude)
(4 lan), so sanh khi mua sam_(comparison
shopping) (4 lan), déng co giai tri (hedonic
motivation) (4 lan), cam nhgn vé chi phi (per-
ceived costs) (4 lan). Mt so yeu to khac nhu
Thiet ke diéeu hwong (navigation design),
Chinh sach doi tra (returm policy), Kinh

» Anticipated regret

“Buying Intention Sur

Low purchase frequen

A Soma in fluame
Self-efficz acy

e Price

(Nguén: Nhom tac gia)

Trangaction/incornyen

nghiém mua sam (customer experience) ¢ két
qua tich cuc nhung con it dugc nghién cuu.

O chiéu ngyoc lai, cac gia thuy€t bi bac bo
tap trung nhicu h0'n vao Cam nhdn rii ro
(perceived risk) (7 lan), mau thuan cam xii¢
(emotional gmbivalence), (3 lan), thai do doi
voi mua sam truc tuyén_ (E-shopping atti-
tude)(3 lap), nhan thirc vé chi phi (perceived
cost) (3 lan), anh hwong xa hoi (social influ-
ence) (2 lan), dong co vi loi (utilitarian moti-
vation) (2 lan), gioi tinh (gender) (2, lan).
Diéu nay cho thay tac dong cua mot so bien
phu thudc kha manh vao bo1 canh nghién cuy,
cach do luong hodc vai tro trung gian va diéu
tiét trong mo hinh.

Hinh 6 thé hién bleu d6 thanh phan ky
minh hoa s6 1an cac gia thuyét vé yéu to tac
dong truc tiép dén hanh vi OSCA duoc xéc
nhén hodc bac bo. Két qua kiém dinh cho thay
su thiéu nhat quan 16n, Tuy nhién, nhin chung
ghﬁn 16n cac gia thuyét dugc xac nhan hon la

1 bac bo.

. Cu thé, cam nhdn rui ro (perceiyed risk) 1a
yéu to duygc kiém dinh nhi€u nhat véi tong
cong 17 lan (trong d6 c6 7 1an dugc xac nhén,
10 Ian bi bac bo), phan anh mic d§ quan tam
cao cua gidi hoc thuat doi voi yéu to nay
nhung c¢ting cho thay tinh khong nhat quan
trong két qua nghién ctru. Diéu nay co thé bat
nguon tu su khac biét trong cach do ludng rui
ro cling nhu céc khia canh rui ro (vi du: rui ro
taj chinh, rai ro tam ly) hoac khac biét trong
boi canh nghi€n ctru. Nghién ctru fuong lai
can danh gid sau hon vai trd cua y€u to nay
trong viéc anh huong dén OSCA. Ti€p theo,
do du thanh toan (hesitation at checkout) noi

Organisation/ Resear

Utilitarian motivati

nce
Online shopping cart

shopping

Perceived risk

' Purchase intention

Hinh 5: Mang luéi cac gia thuyét dwoc xdc nhdn tir hai lan tré 1én trong 43 nghién citu vé OSCA

khoa hoc =

S6 21172026

thuong mai 45



QUAN TRI KINH DOANH

bat véi mic d¢ nhat quan cgo voi 6/6 gid
thuyét dugc xac nhan, cung co vai trd manh
mé cua bién nay trong mo hinh du doan hanh
vi tir b gié hang. Ngoai ra, cac yéu to khac
nhu: Cam nhdn chi phi (perceived cost) va
dong co gidi tri (hedonic motivation) cling co
tdc dong tuong doi on dinh, vdi 5 gia thuyét
dugc xac nhan. Tuy nhién, van co mot so
nghién ctru hac bo vai tro cia 2 y€u to nay,
dat ra yéu cau xac dinh thém dic diém boi
canh khi nghién ctru.

Nguoc lai, gioi tinh (gender), anh hyong
xa hoi, (social influence) va thai do doi voi
mua sqgm truc tuyén (E-shopping attitude) lai
cho thay tan suat bi bac bd cao hon xac nhan,
cho thdy rang chung khong dong vai tro truc
tiép ma chi gilr vai tro dicu tiét dén hanh vi
OSCA. Diéu nay phu hop vai két qua cua Jajn
& Chopra (2023), cho rang yéu tq nhan khau
hoc nhu gidi tinh chi c¢6 vai tro di€u ti€t trong
mot sO quan hé cht khong anh hudng doc lap
den OSCA. | L

Céc yéu to nhu: thiet ke diéu huong (naviga-
tion design), chinh sdach doi tra (rveturn policy),
Y dinh mua (purchase intention) va kinh nghiem
mua sam (customer experience) c6 muc do xac
nhén cao va khong c6 nghién clru nao bac bo,
nhung chi méi dugc kiém dinh 2 lan.

Customer experience =>0SCA
Purchase intention => 0SCA

Return policy => OSCA

Navigation design =>0SCA

Online review ambiguity confusion => OSCA
Gender => OSCA

Online shopper confusion => OSCA
Perceived waiting time => OSCA
Sedial influence => 0SCA

Utilitarian motivation => O5CA
Transaction inconvenience => OSCA

Wait for lower price => OSCA

2
2

E-shopping attitude =>
Organisation/ Research purpose =>0SCA
Emotional ambivalence => 0SCA
Comparison shopping =>0SCA
Hesitation at checkout =» OSCA

Hedonic motivation => OSCA

Perceived cost=> O5CA

Perceived risk => OSCA

o
N
s
o

4. Thao lyan va dinh hu¢ng nghién ciu

Két qua tong quan cho thay nghién ctru veé
hanh vi tir bo g16 hang truc tuyén (OSCA) da
dat dugc nhirng tién bo dang ké trong hai thap
ky qua, song van ton tai nhiéu khoang trong
hoc thuat can dugc khai thac sau hon.

Thir nhat, sy thiéu nhat quan vé khung ly
thuyét phan &nh rang linh vuc nay chua co
mot nén tdng chung du virng chac. Trong khi
mo hinh Kich thich - Chu thé - Phan tng (S-
O-R) van la 1y thuyét dugc van dung nhiéu
nhat, cac nghien ctru hi¢n tai cho thdy mo hinh
nay chua du bao quat dé Iy giai toan di¢n sy
phirc tap trong tm 1y va hinh vi tiéu dung. Vi
vay, cac nghién ciru twong lai nén tiép tyc mo
rong viéc ap dung va so sanh céc ly thuyét nhu
Mo hinh Day-K¢o-Neo (Push-Pull-Mooring
model), Ly thuyét xtir Iy kép (Dual-process
theory), Ly thuyét dong chay (Flow theory).

Thir hai, két qué tong quan cho thay trong
tam nghién ctru dang dich chuyén fir cac yéu
t0 nén tang nhu chi phi, rai ro va bat tién gigo
dich sang cac y€u t6 mai nodi gan voi dien bién
tam ly uc tap hon nhu “emotional ambiva-
lence” (mau thuan cam xuc), “hesitation at
checkout” (do dw thanh toan), “choice-
process satii]faction 7 (sw hai long trong qud
trinh lwa chon), “self-efficacy” (kha nang

o
-
15}
.
.
=
.
@
=
=

B Supported M Rejected

(Nguon: Nhém tdc gia)

Hinh 6: Biéu do, thé hién tan sudt cdc gia thuyét nghién ciru dugc xdc thuc/bac bo
(Chi thé hién cdc gia thuyét xuat hién trong 2 nghién civu tré lén)
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thuc hién mua hang truc tuyén), “attribute
conflicts” (xung dot thugc tinh). Do d6, can cé
thém céc cong trinh kiém dinh sau hon céc
yeu t0 nay trong nhitng boi canh khéac nhau,

Thur ba, vé phuong phdp va boi canh, phan
16n nghién ctru hién nay van dua trén khdo sat
dinh lugng & céac thi truon 16n nhu An B9,
Trung Quoc va My. Tuong %al nghién ctru can
mo rong sang cdc thi truong m01 noi nhu Viét
Nam, dong thoi ting cuong sir dung phuong
phép hon hqp, thl_rc nghiém, clickstream, A/B
testing va hoc mdy dé nang cao do tin cdy
cling nhu gia tri img dung thuyc tién.

Tht tu, boi canh nghicn ctru hién nay van
tap trung nhleu vao cac thi truon% 16n nhu An
Do, Trung Qudc hay My, trong khi cac quoc
gia dang phat trién, dac biét ¢ khu vyc Pong
Nam A, con chua dugc quan tdm diung murec.
Viéc m¢ rong pham vi nghién clru sang cac
thi truong moi1 néi nhu Viét Nam, Indonesia
hay Philippines s& giup phan anh ro nét hgn
sy da dang van hoa, muirc §6 so hda va cic yeu
t0, xa ho1 anh hudng dén hanh vi OSCA.
Dbong thoi, sy so sanh, xuyén quic gia va
xuyén van hoa s€ cung cap nhiing bapg ching
quan frong ve vai tro diéu tiét cua boi canh vi
m6 do6j voi hanh vi tir bo gio hang.

Cudi clng, cic nghién ctu tuong lai nén
chi trong deén khia canh (mg dung thuc tién.
Két qua nghién ctru khong chi ¢6 ¥ nghia hoc
thudt trong viéc phat trien ly thuyét ma con
can thiét ke duoc nhimg ham y quan tri cu thé
cho doanh nghiép. Cac y€u to nhu chinh sach
doi tra, thiét ké giao dién, hé thong thanh toan
hay quan trj trai nghiém khéch hang can duogc
kiém chimg trong moi_quan hé ruc tiép véi
hanh vi OSCA nham dé xuat chién lugc gidm
thiéu ty 1€ tu bd, gié hang, Viéc két hop chat
ché gitra phat trién ly thuyét va ung dung thyc
tién s& dg up xay dung nén tang nghién curu bén
vimng, dong thoi ho trg nganh thuong mai dién
tr tmg pho hi¢u ql?a voi nhung thach thirc
trong giai doan canh tranh khoc [iét hién nay.

5. Ket luan .

Nghién ctlru tong quan nay da phan tich c6
hé thong céc yéu to anh hudng dén hanh vi tir
bo gio hang truc tuyén trong hon hai thap ky
qua. Trén co s 43 bai bao dugc lya chon theo
quy trinh PRISMA, nghién ctu cho thay
OSCA 1la chy dé ngay cang dugc quan tam,
voi1 164 yéu to da dugce de xuat va sau cum yéu
to chinh thuong duoc nghién ctru cung nhau.
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Két qua cling cho thay su thi€u nhat quan
nhat dinh trong cac ki€ém dinh gia thuyét, dac
biét do1 v&1 cam nhdn rui ro, song dong thoi
lam noi bat vai tro cua cac yeu to nhu do du
thanh toan, cam nhdn vé gia va dong c¢o gidi
tri. T d6, bai bdo nhan manh nhu cau xay
dyng cac md hinh nghién clru toan dién hon,
két hop y€u t§ ca nhan, xa hoi va cong nghé
de giai thich tot hon hanh vi OSCA va ho trg
doanh nghiép thiét ké giai phdp giam ty 1€ tir
bo gid hang.

Nghién ciry ndy ciing cho thdy ca¢ yeu t6
anh huong dén OSCA c§ sy thay doi 16 rét
theo thoi gian. Cac yéu to nhu cdm nhdn rii
ro, cam nhan vé chi phi, y dinh mua, thanh
toan bat tién xuat hién sém va lién tuc duogc
dwa vao cac nghién ctru. Trong khi nhiing yéu
to nhu mdu thuan cam xuc, do dw thanh toan,
sw hai long trong qua trinh lya chon, thiet ke
diéeu huong, chinh sach doi tra 1a cac chu dé
modi ndi sau nam 2020, thé hién su dich
chuyén nghién ctru trr dac diém nén tang sang
tran%1 thar tam |y phure tap.

an tich tong hop 338 gja thuyet tor 43
cong trinh nghién ctru chg thay mac du phan
16n cac moi quan hé dé xuat di duoc xac nhan
(241 gia thuyet dugc xac thuc), tuy nhién co
t6i 97 gia thuyét bi bac bo. Thém vao do, murc
dd xac nhan cua tung yéu to cu thé lai khong
dong déu, cho thay sy phan manh trong ket
qua kiém dinh gia thuyét. Su thiéu nhat quan
vé tinh dong nhat cuia két qua kiém dinh gia
thuyéet doi voi mot so yeéu to co thé dén tu su
khéc nhau trong boi canh va doi twong nghién
ctru. Diéu nay ciling cho thay can nhiéu hon
cac nghién cuu trong tuong lai dé danh gia lai
cac yeéu to con co su thiu nhat quan vé ket
qua kiém dinh nay.

Tt cac két qua néu trén, cac tac gia cua bai
bao ngy kién nghi trong tuon ]% lai cac nghién
cliru vé OSCA can tiép cén theo hudng toan
dién trén co s¢ xem xet st dung céc ly thuyét
moi nhu md hinh Pay - Kéo - Neo (PPM), Ly
thuyét xur Iy kép (Dual - process theor%/) Ly
thuyet dong chay (Flow theory) nham ly giai
tot hon tinh phuc tap trong hanh vi tr bo gid
hang, dong tllzc‘yi mo rong cac mo hinh hién co
bang cach két nodi gitra yeu to ca nhén, xa hoi
va cong nghé.

Bai bao di cung cAp mot cai nhin toan
canh vé tién trinh nghién ciru cac yéu t anh
huong dén OSCA. Nhimg dong gop ndy cb

khoa hoc =
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tac dung hiru ich gitp dinh hudng cho cac nha
nghién ctru va nha quan ly trong viéc phat
trién cac giai phap chién lugc nham giam ty
1¢ OSCA va t01 uu hoa trai nghiém nguoi ti€u
dung trong méi truong thuwong mai dién tir. ¢
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Summary

This study presents a systematic review of
the factors influencing online shopping cart
abandonment (OSCA) in the context of rapid-
ly growing E-commerce. Following the
PRISMA protocol and analyzing 43 academic
articles published between 2003 and 2025,
the study employs bibliometric techniques
combined with data visualization to identify
key influencing factors, their interrelation-
ships, and research trends over time. The
findings reveal 164 proposed factors, among
which perceived risk, perceived cost, incon-
venient payment, hedonic motivation, and
payment hesitation emerge as the most
prominent. Six clusters of co-occurring fac-
tors were identified, reflecting the complexity
of consumer behavior in this domain. This
study also highlights inconsistencies in theo-
retical frameworks and recommends the
adoption of novel theories and multi-level
analytical approaches in future research. This
paper contributes to the academic foundation
and guides subsequent investigations on
OSCA and online consumer behavior more
broadly.
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