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é khi ma nhiéu trong sé ho da chuyén sang hinh thirc ban 1é chéo kénh tham chi da kénh tich hop
nham dat loi thé canh tranh. Nghién citu nay dé xudt va kiém chimg cdc thang do, mé hinh nghién ciru vé
danh hieong cia tich hop kénh cam nhdn dén ¥ dinh mua ldp lai ciia nguoi tiéu ding trong boi canh ciia
nganh ban 1é thoi trang. Sau khi phan tich dit liéu thu tir 676 nguoi tiéu ding trén 18 tudi tai Pa Ning bang
ky thudt PLS-SEM, két qua cho thdy tac dong tich cue cia cdc thude tinh tich hop kénh, triec tiép va gidn
tiép anh hwong 1én y dinh mua ldp lai théng qua nhitng bién sé trao quyén cho nguwoi tiéu ding, niém tin,
sw hai long, va tinh hdp dan cia cac lwa chon thay thé. Nghién ciru dwoc ky vong givip cdc nha ban 1é ¢é

@iéc thu hiit va gi¥ chdan khdch hang trén cdc kénh luén la mot thach thirc lén cho cdc nha ban
I

cai nhin sau sdac hon vé nhdn thirc cua nguoi tiéu dung den viéc tich hop cdac kénh ban hang.

Tir khoa: tich hop kénh, ban lé chéo kénh, y dinh mua lap lai.

1. Dit van dé

Dudi ap luc canh tranh ngay cang gia tang khi
thwong mai dién tir phat trién, cac nha ban 1¢ khong
ngumg xoay s¢ tim cac kénh ban hang khac nhau
(nhu cac website, cac ctra hang vt ly, cac catalogs,
cac quiy ban hang ty dong. ..) ciing nhu tao ra nhimg
mai trudng ban 1é tich hop dé tang cac diém tiép xuc
v6i khach hang nham ting doanh thu. M6 hinh kinh
doanh két hop giira cac kénh nay hay giira offline va
online dang gitip cac nha ban 1¢ tiép can khach hang
theo da diém, bit ké san pham ma ho mubn mua, thoi
gian va dia diém ma ho mudn thuc hién giao dich va
day 1a xu hudng tat yéu trén thé gidi.

Tich hop kénh trong béan 1¢ da kénh c6 thé tao ra
sic manh téng hop cho cac nha ban ¢, cling nhu

mang dén trai nghiém tiéu dung t6t hon cho khach
hang, khién ho hai long va trung thanh v&i nha ban
1é. Tuy nhién, nhitng nghién ctru vé chu dé nay van
con kha hiém. La mot trong nhitng nghién ctru gan
day trong bbi canh ban 1¢ da kénh, Zhang et al
(2018) da nhin manh dén khai niém tich hop kénh
cam nhén va tac dong cua n6 1én y dinh mua lap lai
ctia nguoi tiéu dung thong qua thude tinh trao quyén
cho ngudi tiéu dung, niém tin va su hai long. Tai
Viét Nam, khai niém “tich hop kénh” cling nhu nhan
thirc ctia nguoi tiéu ding vé tich hop kénh (hay goi
la “tich hop kénh cam nhén”) trong ban 1¢ chéo kénh
van con méi la va chua duge dénh gia rong rai ca vé
mat 1y thuyét 13n thyc nghiém. La mot trong sb it
nhitng nganh da trién khai cac hinh thic ban 1¢ da
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kénh sém nhat tai Viét Nam, nganh thoi trang da va
dang cho thdy 13 mot trong nhimg nganh c6 trién
vong phat trién 16n khi lién tuc dat toc do tang
truong on dinh trong nhitng nim vira qua. Vi vy,
nghién ciru vé nhan thirc ciia ngudi tiéu ding vé tich
hop kénh trong ban 1é chéo kénh ddi voi nganh thoi
trang 13 c6 y nghia va can thiét. Trong bai bao nay,
chung t6i kiém ching va danh gia lai cac thang do
da duoc xay dung dua trén viéc tong hop tir cac
nghién ctru trude dé dua ra mo hinh phu hop trong
b6i canh Viét Nam. Tur do, nghién ctru mang lai
nhitng déng gop vé mat khoa hoc va thyc tién, giup
cac nha quan tri ban 1é dua ra cac giai phap hitu ich
nham phat trién khach hang cho doanh nghiép.

2. Co s6' ly ludn va phwong phap nghién ciru

2.1. Tich hop kénh

Tich hop kénh trong bdi canh ban 1¢ chéo kénh
(hay con dugc goi 1a tich hgp kénh chéo) dugc dinh
nghia nhu 1a mot cach thire nha ban 1é sir dung phéi
hop nhiéu hinh thirc twong tac (chang han nhu kénh
ban 1&, phuong tién truyén thong, viéc dap Gmg don
hang, trang web va cic ctra hang vat 1y) nham tan
dung loi thé cua tung kénh, loai bé sy canh tranh lan
nhau, tao ra sirc manh tong hop cho doanh nghiép,
cung cAp mot trai nghiém mua sdm lién mach cho
khach hang va két qua 1a gia ting hiéu qua kinh
doanh cho doanh nghiép Zhang et al (2018). Trong
khuon kho nghién ctru nay, tich hop kénh trong ban
& chéo kénh dugc xem xét dudi goc d cam nhan
clia nguoi tiéu dung vé viée tich hop cac kénh ban 1é
cua doanh nghiép. Dua trén cac nghién cuu trudc
day, chiing t6i tom tit ndi dung chinh cua viéc tich
hop kénh chéo nay gém cac khia canh chinh nhu
tich hop truyén thong co dong, san pham, gia ca,
thong tin giao dich, truy cép thong tin, thyc hién don
hang va dich vu khach hang (Bendoly et al., 2005;
Zhang et al., 2018).

2.2. Cac thuéc tinh cua tich hop kénh

2.2.1. Truyén théng cé dong tich hop

Quang cao, khuyén mai va cac chao moi cong
khai ctia mot kénh thong qua mét kénh khac cua nha
ban 1¢ nham gitp khach hang hiéu rd hon vé nhiing
kénh khac nhau ciing nhu nang cao nhén thic cia ho
vé mbi lién hé giita cac kénh nay (Zhang et al.,

khoa hoc

2018). Cam nhan tich cuc cia ngudi tiéu dung vé
truyén thong c6 dong tich hop phu thudc vao su
nhén dién tén thuong hiéu, slogan, logo, cac chuong
trinh khuyén mai, dia chi, thong tin lién lac, quang
cao trong cac cua hang vat ly va kénh ban hang
online cua nha ban I¢é.

2.2.2. Gid va san pham tich hop

Nguoi tidu dung nhan thirc ¢6 sy dong bd vé san
pham va gia trén cac kénh ban 1¢ khac nhau. Piéu
nay co thé dat dugc thong qua viéc tich hop cac
danh muyc san pham va dam bao rang cac mo ta san
phim, danh muc san phim, gia ca va giam gia la
nhit quan trén cic kénh v6i nhau (Zhang et al.,
2018). Do d6, n6 dam bao ludng thoéng tin minh
bach gilta cac quy trinh va lam tranh dugc nhiing
nham 1an vé thong tin, tir d6 nguoi tiéu dung phat
trién cac danh gia mot cach nhét quén.

2.2.3. Thong tin giao dich tich hop

Viéc nha ban 1é s dung cung mot tai khoan dé
theo ddi va luu trit toan bd hd so mua hang cua
khach hang trén tit ca cac kénh, do d6 mdi khach
hang dugc xem nhu 1a cing mot nguoi trén tat ca
cac kénh. Hay ndi cach khac, ho thu thap céac thong
tin giao dich truc tuyén va ngoai tuyén cua khach
hang, quan ly nhiing thong tin tich hop nay, cung
cép chung trén nhiéu kénh nham gia ting su da dang
thong tin va nang cao chat luong dich vu cung cép
(Zhang et al., 2018). Diéu nay cho phép nha ban 1¢
cung cdp nhiéu dich vu gia tri ting thém chiang han
nhu trang web dugc ca nhan hoa, dong thoi cho
phép khach hang xem lai cac giao dich trudc d6 cua
ho ciing nhu cung cip cho ho nhimng dé xuat thich
hop nham tiét kiém thoi gian va cong sirc mua sam.

2.2.4. Truy cdp thong tin tich hop

Khach hang c6 thé truy cap vao thong tin sin c6
trén mot kénh tir bat ky mot kénh khac va ho co thé
d& dang chuyén d6i gitra cac kénh. Chéng han, web-
site co thé cho phép khach hang tim kiém cac san
pham c6 sin tai cac cira hang vat 1y thong qua co s&
dir liéu tich hop (Bendoly et al., 2005); hay céc ki-
6t thong tin tai cc cira hang vat 1y c6 thé gitip khach
hang tim kiém thong tin san pham, tinh kha dung va
vi tri ctra hang ban san pham d6 tir website; thong
tin vé murc d6 ton kho thuc té co thé duge cung cép
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tryc tuyén dé khach hang d& tn cong di dén cac cira
hang khi san phdm nao d6 tam hét hang.

2.2.5. Hoan thién don hang tich hop

Nha ban 1é cung cip hd trg cho khach hang lya
chon kénh yéu thich va hoan tat giao dich mua sam
ctia ho. Piédu nay gitp ngudi tiéu dung co thé hoan
thanh toan bd qué trinh giao dich (bao gdm ca viéc
dat hang, thanh toan, giao hang va ddi tra) bang viéc
su dung mdt hoac nhiéu kénh. Chflng han, khach
hang st dung kénh tryc tuyén dé dat hang, sau dé
nhan san phém tai cua hang vat ly g'?ln nhat, cung
cép cho ho nhimg phiéu qua ting dé ddi hang truc
tuyén hodc ngoai tuyén; hay ngudi tiéu dung co thé
thanh toan cho nhirng khoan mua sdm truc tuyén cua
ho tai cac ctra hang vat Iy ctiia nha ban 1¢; hay hé
thdng danh muc san pham tich hop co thé cho phép
khach hang dit hang tryc tuyén nhanh chéng dya
vao viéc danh sb danh muc (Zhang et al., 2018).

2.2.6. Dich vu khach hang tich hop

Nha ban 1¢ cung cip cac dich vu cho khach hang
dé truy cap dich vu hd tro trong kénh ma ho lwa
chon. Piéu nay nhdn manh vao viéc cung cap nhiing
dich vy tiéu chuén va déng nhét trén tat ca cac kénh
va cung cép dich vu sau ban héng cho nhau. Ching
han, su hd trg c6 the duogc cung cap tai cac cua hang
vat 1y cho cac van dé lién quan dén viéc mua sim
tryc tuyén nhu cho phép khach hang tra lai hang da
mua tryc tuyén tai cic cira hang vat 1y (Bendoly et
al., 2005); hay viéc mot kénh truyén thong tich hop
trong d6 website cung cap cac dich vu sau ban nhu
hd tro san phém da mua tai cac cua hang vat 1y, cling
nhu cudc tu van thuc té cho phép khach hang dugc
néi chuyén v&i nhan vién hd tro chiam soc khach
hang (Zhang et al., 2018).

Nhin chung, sau khia canh nay tao nén nang luc
tich hop kénh cho cac nha ban 1¢ ciing nhur bao gom
toan by qua trinh mua sim cua khach hang. Trong
nghién ctru nay, chiing t6i sé do luong cam nhén cua
ngudi tidu dung vé nd luc tich hop sau khia canh
trén clia nha ban 1¢.

2.3. M6 hinh nghién ciru

Nhirng nghién ctru trén thé gidi lién quan dén
cam nhén cua ngudi tiéu dung vé tich hop kénh
ban 1é ca vé mat 1y thuyét 13n thuc nghiém hau hét
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tap trung & sau khia canh nhu phan tich ¢ phan
trén (Zhang et al., 2018). Trong d6, c6 mot sd
nghién ctu tap trung vao tac dong cua tich hop
kénh dén hoat dong cua doanh nghiép nhu thi
phan, hiéu qua vé mit chi phi, tang trudng doanh
thu (Bendoly et al., 2005). Mat khac, cling c6 mdt
s6 nghién ctru nhan manh vao anh hudng cua tich
hop kénh 1én phan ung tdm 1y cua khach hang.
Dién hinh 12 mot sb nghién ctru da nd luc tim hiéu
tac dong cua tich hop kénh voi cac khia canh nhu
truy cdp thong tin, gid cd, phan loai san phém,
hoan thién don hang dén long trung thanh cua
khéach hang (Bendoly et al., 2005; Zhang et al.,
2018). Ngoai ra, nghién cuu cua Li et al (2018)
cho théy su thiéu tin tudng, sy nhan dién, suc hép
dan va chi phi chuyén d6i nha ban 1¢ da kénh la
trung gian trong quan hé gitta “tich hop kénh” va
viéc gitt chan khach hang. Nghién ctru gan day cia
Zhang et al (2018) da xac nhan anh hudng trung
gian dang ké cua viéc trao quyén cho ngudi tidu
dung ciing nhu cic phan hdi tich cuc cua khach
hang d6i véi viée tich hop kénh cta cc nha ban 1¢
dén y dinh mua 1dp lai cua ho. Thém vao do,
nghién ciru cua Li et al (2019) ciing nhin manh tac
dong cua tich hop kénh dén viéc gitr chan khach
hang thong qua cdc nhan t& nhu hinh anh nha ban
1¢ va tinh hip din cua giai phap thay thé. Ba
nghién ctru trén phan tich chi tiét vé tac dong cia
tich hop kénh dén viéc giir chan khach hang, diéu
nay chua dugc thé hién 16 & cac nghién ciru trude
d6. Do d6, nghién ctru cua chung t6i két hop
nhirng dong gop tir ba nghién ctru dién hinh nay vé
tac dong cua tich hop kénh dén long trung thanh
khach hang lam nén tang cho mo hinh nghién ctru
vé tac dong cua tich hop kénh dén y dinh mua lip
lai ctia khach hang trong bdi canh nganh thoi trang
tai Da Néng, Viét Nam. Cuy thé, chiing t6i s& di sdu
phén tich tic dong cua tich hop kénh dén y dinh
mua lap lai ciia nguoi tiéu dung thong qua céc bién
nhu trao quyén ngudi tiéu dung, tinh hip din cia
giai phap thay thé, niém tin, sy hai long ctia khach
hang. M6 hinh nghién ctru dé xuit duoc thé hién
trong hinh 1 duéi day.
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Sie hilp din con
pial phap thay thé

Hinh 1: M6 hinh nghién ciru dé xuat

2.3.1. Tich hop kénh va trao quyén cho nguoi
tiéu dung

Theo mét sé hoc gia, trao quyén cho nguoi tiéu
dung dugc dinh nghia 13 Gy quyén cho ai d6 c6
nhitng kha nang khong nhu nhau dé quan 1y hoic
kiém soat nguoi khac (Zhang et al., 2018) Trong
khi d6, Wathieu nhin manh ring trao quyén dé cap
dén viéc cho phép ai d6 lam moi thir theo cach riéng
cuia ho. Gan day, nghién ciru ciia Mishra & Vishwas
d3 xem xét cac thudc tinh trao quyén cho ngudi tiéu
dung da chiéu va ing dung né trong kinh doanh ban
e (Zhang et al., 2018). Theo nhom tac gia, trao
quyén 12 mét trang thai tich cuc dugc xudt hién khi
gia ting kiém soat. Trong linh vyc ban 1é, cac nha
ban 1¢ thuong cung cip cho ngudi tidu ding nhimng
tiy chon dé gia tang kha ning ra quyét dinh cua ho,
do d6 cach tiép can khai niém trao quyén cua
Wathieu va Mishra & Vishwas phu hgp hon. Trong
nghién ciru nay, trao quyén cho ngudi tiéu dung
dugc hiéu nhu 12 mic d6 ma nguoi tiéu dung co
quyén kiém soat cac quy trinh mua sam cua ho.
Zhang et al (2018) da chimg minh c6 mdi quan hé
tich cuc gitra tich hop kénh va trao quyén cho ngudi
tiéu dung. Hon nita, nhom tac gia nay da do luong
tich hop kénh dya trén sau thudc tinh nhu da phan
tich & phan trén. Thira nhan cic nghién ctru trén,
chung toi dé xuat gia thiét H1 nhu sau:

khoa hoc

HI: Cam nhdn cia nguoi tiéu dung vé tich hop
kénh c6 danh hwéng tich cwe dén trao quyén cho
nguoi tiéu dung

2.3.2. Trao quyén cho nguoi tiéu ding va
niém tin

V¢é ban chét, niém tin 14 sy tin tuéng ctia mot bén
dbi voi bén con lai ré‘mg ho s€ hanh dong theo mot
cach co thé doan trudc dugce (Zhang et al., 2018).
Trong bdi canh ban 1é, Morgan & Hunt (1994);
Ryan &Deci (2000) cho riang ngudi tiéu ding xem
mot nha bén 1¢ 1a dang tin cay khi ho nhan théy duoc
mdt muc do tu chi cao hon trong tuong tac gitta ho
v6i nha ban 1¢é. Hon nira, nghién ctu cua Vogel &
Paul (2015) cho thdy ring nguoi tiéu ding c6 kha
nang tin tudng nhirng nha ban 1¢ ma cho phép ho cé
quyén kiém soat cao hon. Dong thoi, dua trén mdi
quan hé di duoc kiém ching giita viéc trao quyén
cho nguoi tiéu ding va niém tin trong nghién ctru
ctia Zhang et al (2018), chiing t6i d& xuét gia thuyét
H2 nhu sau:

H2: Trao quyén cho nguoi tiéu ding tic dong
tich cuc dén niém tin cam nhén cia ho doi véi nha
ban le.

2.3.3. Trao quyén cho nguoi tiéu ding va su
hai long

Theo Buttle (2015), sy hai long cua khach hang
la cam nhan, danh gia vé gia tri thyuc té cua san phém
dugc cung tmg so v6i mong doi ciia ho vé san pham.
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Trong khi d6, mot s6 hoc gia dinh nghia sy hai long
nhu 1a mot phan tng tinh cam d6i voi trai nghiém
mua sim (Zhang et al., 2018). Trong bdi canh ban 1¢
da kénh, nghién ctru ctia ching t6i tap trung vao
nhitng danh gi4 cta nguoi tiéu ding vé trai nghiém
mua sam ctia ho. Do vdy, ching t6i xem sy hai long
nhu mot trang thai tim 1y tich cuc bt ngudn tir
nhiing gia tri cdm nhéan vé san phém hoac dich vu
cling nhu nhitng trai nghiém mua sdm dat duoc. Mit
khac, nhu da phan tich & phan trén, nguoi tiéu ding
duogc trao quyén c6 nhiéu kiém soat hon déi véi qua
trinh mua sim cta ho, déng thoi ho tu do lura chon
nhitng cai ma ho mudn, thoi diém ma ho cho Ia thich
hop theo cach cua riéng ho, tur d6 ho c6 nhitng danh
gia tinh cam nhu sy hai long cam nhan véi nha ban
1¢ (Wathieu, 2002; Bagozzi et al., 1999; Mattila &
Enz, 2002; Fang et al., 2016). Nghién ctru gan day
cua Zhang et al (2018) cling ching minh tac dong
tich cyc cua trao quyén dén sy hai long cta ngudi
tidu dung trong ban 1é chéo kénh. Do d6, ddng quan
diém v6i nhom tac gia nay, gia thuyét H3 cua ching
to1 nhu sau:
H3: Trao quyén cho nguoi tiéu ding tic dong
tich cuc dén su hai long cua ho déi véi nha ban Ié.
2.3.4. Niém tin, su hai long va y dinh mua lap lai
Khi nguoi tiéu dung tin tuéng mdt nha ban 1¢é, ho
thuong c6 xu huéng mua nhiéu hon, c6 mot muc do
hai long va trung thanh cao hon, dic biét didu nay da
duogc kiém chung v6i bbi canh ban 1¢ da kénh tich
hop trong nghién ctru cta Zhang et al (2018). Do
vay, tuong dong v6i cac nghién ciru nay két hop vai
nhitng phan tich vé khai niém niém tin, sy hai long
& phan trén, gia thiét H4 duoc dé xuat nhu sau:
H4: Niém tin ciia nguoi tiéu ding tdc dong tich
cwe dén sw hai long ciia ho doi véi nha ban Ié.
Nhiéu nghién ciru da chi ra rang niém tin (Lim et
al., 2006) va sy hai long (Kuo et al., 2009) 1a nhiing
tién dé quan trong cho ¥ dinh hanh vi ciia ngudi tidu
dung. Trong khi @0, su hai 1ong c¢6 mbi quan hé tich
cuc voi y dinh mua ldp lai cia nguoi ti€u dung
(Cronin et al., 2000; Bhattacherjee, 2001; Udo et al.,
2010), ddng thoi néu ho c6 mirc d hai long cao hon
d6i vai cac trai nghiém mua hang ctia minh thi ho s&
c6 y dinh mua hang manh m& hon (Zeithaml et
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al.,1996). Dya trén cac két luan tir nghién clru cua
Zhang et al (2018) rdng niém tin, sy hai long déu tac
dong tich cuc dén y dinh mua 13p lai cua nguoi tiéu
dung trong bdi canh ban 1é da kénh, ching toi dé
xuét gia thiét HS va H6 nhu sau:

HS5: Niém tin ciia nguoi tiéu ding tac dong tich
cuee dén Y dinh mua thuwong xuyén ciia ho doi véi nha
ban lé.

H6: Sy hai long cua nguoi tiéu dung tac dong
tich cwe dén y dinh mua thuong xuyén ciia ho doi véi
nha ban le.

2.3.5. Tich hop kénh, tinh hap dan cia gidi phap
thay thé va y dinh mua ldp lai

Theo Li et al. (2019), tinh hdp din cua giai phap
thay thé phan anh su hai long ma khach hang cam
nhén vé cac nha ban 1é khac so véi nha ban 1¢ hién
tai. Dac biét, Li (2015) chi ra rang kién thirc cia
khach hang vé tinh hip dan cua céac lya chon thay
thé dong vai trd quan trong trong qué trinh ra quyét
dinh cta nguoi tiéu dung. Theo nhom tac gia nay,
tinh hap dan cua giai phap thay thé thip thi thuan loi
cho doanh nghiép trong vi¢c bao vé va gilt chan
khach hang. Nguoc lai, tinh hdp dan cta giai phap
thay thé cao thuc day khach hang chuyén sang nha
ban 1¢ khac va dan dén kho khan hon trong viée gii
khach hang ctia nha ban 1¢é hién tai (Picén et al.,
2014; Hsu, 2014). Thém vao do, nghién ctru cua Li
et al (2019) da phat hién ra rang tich hop kénh cam
nhén c6 tac dong tich cuc dén viée gilt chan khach
hang. Pong quan diém véi cac tac gia nay, ching toi
dé xudt gia thiét H7 va H8 nhu sau:

H7: Cam nhdn ciia nguoi tiéu ding vé tich hop
kénh co anh hwong tich cuc dén y dinh mua lap lai
cua ho.

HS: Tinh hdp dan cia gidi phap thay thé cé tac
dong diéu tiét tich cwc dén moi quan hé gita cam
nhdn ciia nguwoi tiéu ding vé tich hop kénh va y dinh
mua lap lai cua ho.

3. Phwong phap nghién ciru

Nghién ctru nay st dung phuong phap dinh
lwong vé6i ban cau hoi dugce xay dung bang cach sir
dung cac thang do khac nhau tor cac nghién ciou
trude day: Tich hop kénh duge nhan thic boi nguoi
tiéu ding, trao quyén cho ngudi tidu dung, niém tin
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va sy hai long ctia nguoi tiéu dung (Zhang et al.,
2018); tinh hap dan cua giai phap thay thé (Li et al.,
2019; Li et al., 2018); y dinh mua 1ap lai (Zhang et
al., 2018; Terblanche, 2018). Mt cudc khao sat thi
diém da duoc thuc hién trén 20 nguoi tiéu dung véi
muc dich diéu chinh cac chi s6 cho pht hop véi thoi
quen mua sim cta nguoi Viét Nam. Sau do, chung
to1 da thuc hién mot cudc khao sat chinh thirc vai
685 nguoi tiéu dung ¢ d6 tudi trén 18 tai thanh phd
Da Ning, nhitng ngudi ma di timg hodc thuong
mua sam nhiéu hon mot kénh ctia nha ban 1& mat
hang thoi trang va phu kién (chéng han tir hai kénh
tr& 1én trong s6 cac kénh nhu: cira hang vat 1y, web-
site, mang xa hoi, ung dung di dong,...).

Pé danh gia chat luong thang do va kiém dinh
chc gia thuyét nghién ciru, ky thuat phan tich mé
hinh phuong trinh cu tric tuyén tinh dya trén binh
phuong t6i thiéu timg phan PLS-SEM thuc hién trén
phin mém Smart PLS 3 (phién ban 3.2.8), duoc st
dung trong nghién ctru nay. Phan tich PLS-SEM cho
phép phat trién céc 1y thuyét trong nghién ctru kham
pha (Hair et al., 2016). Diéu nay dwoc xem la phu
hop v6i ban chit kham pha cta nghién ctru nay boi
gan nhu chua co nghién ctru nao trude dé xem xét
mot khung nghién ctru bao gém céc bién sé nhu da
dé cap ¢ trén tai Viét Nam ciing nhu trén thé gioi.
Hon nita, b?mg viéc ap dung cach tiép can dua trén
thanh phan, phan tich PLS cho phép kiém tra ca cdu
trac phan anh va cu trac cdu tao. Trong nghién ciru
nay, nhan thirc cia nguoi tiéu dung vé viée tich hop
kénh dugc do luong nhu mdt cAu tric ciu tao béc
hai trong khi d6, nhiing bién sé con lai duge do
ludng nhu nhitng cdu tric phan anh.

4. Két qua va thao ludn

4.1. M6 ti miu

Sau khi loai trir cac ban cau héi khong hop 1€
(nhitng ban c¢6 ciing mot cdu tra 16 giéng nhau cho
phan 16n cac cau hoi) dé 1am sach di liéu, cudi cing
chung t6i thu duoc 676 ban hop 16 trong tong sd 685
ban thu dugc tir nguoi tra 1oi.

Phan 16n nhitng nguoi tham gia khao st 1a phu
nit (chiém 68.49%), chi yéu nam trong hai nhom
tudi: 18-22 (chiém 58.58%) va 23-32 (chiém
24.86%). Lién quan dén thu nhap cia nhitng ngudi
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tham gia khao sat, c6 mdt sy khac biét dang ké gilta
nhom thu nhap cao (trén 15 triéu VND) chi chiém
8.88% va cac nhom con lai dao dong tr 25.15% dén
39.80%. Nhitng diéu nay phan anh tuong ddi thuc
trang mua hang thoi trang cia nguoi tiéu dung tai
TP. Pa Nang, Viét Nam.

4.2. Kiém dinh d¢ tin cdy ciia thang do

Nghién ctru ndy ap dung nhiing dé xuat ciia Hair
et al (2016) gdm do nhat quan noi tai Cronchbach’s
alpha, gia tri hoi tu va gia tri phan biét dé kiém dinh
do tin cdy cua cac thang do nghién ctru. Két qua
kiém dinh thang do cho thiy cac thang do déu dat d6
nhit quan ndi tai khi Cronbach’s alpha déu nim
trong khoang chdp nhan duoc; do tin cdy tong hop
cua cac thang do vdi 0.7 < CR < 0.9; hé s6 tai nhan
t6 bén ngoai cia timg muc hoi déu nim trong
khoang 1y tudng (16n hon 0.7); tinh gia tri hoi tu
AVE (gié tri tong phuong sai trich) déu 16n hon 0.5
va déng thoi dat duoc gia tri phan biét theo tiéu
chuan cua Fornell & Larcker (1981).

Cu thé, cac khia canh thanh phﬁn cua thang do
tich hgp kénh nhu “Thong tin truy cép tich hop” va
“Dich vu khach hang” c6é hé s6 Cronbach’s alpha lan
luot 12 0.697 va 0.694 duoc chép nhan vi khai niém
tich hop kénh la khai niém nghién ctru kha mai, nén
hé sb Cronbach’s alpha tu 0.6 c6 thé duoc chap
nhén. Sau khi thyc hién danh giad Cronbach’s Alpha
cho céc khia canh cua thang do tich hop kénh, cac
item ¢ hé s tai <0.7 s& bi loai b nhdm cdi thién tot
hon d¢ tin cdy cua thang do. Cu thé, cac item bi loai
b6 gdm: TT4 (v6i hé sb tai 13 0.669), DH3 (véi hé
sb tai 1a 0.599). Lan luot kiém tra hé sé Cronbach’s
alpha cho cac thang do con lai, két qua cho thiy céac
item TQ1 va TQ3 cua thang do “Trao quyén cho
nguoi tidu ding” bi loai bo do ¢6 hé sb tai lan luot
la 0.654 va 0.643. Ngoai ra, item YD4 cua thang do
“Y dinh mua 1ap lai” ciing bi loai bd vi cd hé s tai
0.652. Theo cac két qua khi kiém tra ving diéu kién
cta Fornell- Lacker, tat ca cac can bac hai AVE (cac
gi4 tri nam trén dudng chéo) déu ¢ gia tri 16n hon
0.5 (tir 0.736 dén 0.811) dat yéu cau. Bén canh do,
phén 16n cac cin bac hai cia AVE trong timg nhan
t6 déu co gid tri cao hon hé s twong quan cua cac
nhan t khac trong cung mdt cot. Do vay, cac nhan
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QUAN TRI KINH DOANH

t6 déu dat gia tri phan biét. Bang 1 dudi day trinh
bay cu thé cac két qua cia kiém dinh d9 tin cdy cac
thang do.

ra, hé s phong dai phuong sai (VIF) dugc can nhic
dé danh gi liéu rang hién tuong da cong tuyén giita
cac bién doc lap co thé anh hudng dén viée kiém

Bang 1: Kiém dinh tinh nhdt quan ndi tai va gid tri héi tu ciia cdc thang do dinh cac gia
thuyét nghién
Cronbach’s Alpha CR AVE ctu hay khong.
QUANG CAO (QC) 0.787 0.862 0.610 Trong  nghién
GIA & SP (GS) 0.717 0.825 0.541 clru nay, cdc chi
s6 VIF cua cac
GIAO DICH (TT) 0.719 0.826 0.543 chu tric  khai
TRUY CAP (TC) 0.697 0.831 0.622 niém ddu nim
DON HANG (DH) 0.790 0.864 0.613 trong  khodng
DICH VU (DV) 0.694 0831  |0.621 cho phép (VIF <
TRAO QUYEN (TQ) 0.761 0865  |0.683 4) khang dinh
hién tuong da

NIEM TIN (NT) 0.809 0.869 0.625 R g
cong tuyen giua
HAI LONG (HL) 0.842 0.888 0.614 céc bién giai
HAP DAN THAY THE (HD) 0.819 0.879 0.647 thich khong anh
Y DINH MUA LAP LAI (YD) 0.826 0.885 0.657 huong dén viée

4.3. Kiém dinh gia thuyét nghién civu

Véi muc dich udc lugng cu thé moi quan h¢ gitra
céc bién tiém an, mo hinh ciu triic di dwoc phan
tich. Cu thé, gia tri duong dan (Path Coefficient) cho
cac bién tiém 4n noi sinh va R-square voi muc ¥
nghia tai 5% (p-value <0.05) dugc su dung. Ngoai

kiém dinh céc
gia thuyét nghién cru. Bang 2 thé hién cac két qua
ctia kiém dinh gia thuyét nghién ctru.

Phan tich Bootstrap phi tham s6 véi 5000 mau da
duoc thuc hién nhim danh gia két qua nghién ctru,
vi viée léy lai mau, theo nhiéu nha nghién ctu, la
chién luogc phu hop dé kiém dinh mo hinh trong thuc

Bang 2: Két qua kiém dinh gid thuyét

S6 132/2019

. Mo hinh nghién ctru
Gla, Heé s6 duong dan T- Két luan
thuyet Std. p- value VIF
(B) value
H1 0.209 0.045 4.699 0.000 1.000 Chap nhan
H2 0.093 0.039 2.355 0.019 1.000 Chap nhan
H3 0.244 0.045 5.406 0.000 1.009 Chap nhéan
H4 0.158 0.041 3.862 0.000 1.009 Chap nhan
H5 -0.011 0.018 0.622 0.534 1.071 Béc bd
H6 0.677 0.036 18.850 | 0.000 2.758 Chap nhéan
H7 0.237 0.038 6.301 0.000 2.693 Chap nhan
H8 0.011 0.016 0.720 0.471 1.065 Béc bo
khoa hoc =
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ti&n. Sau khi loai bé duong dan Niém tin dén Y dinh
mua ldp lai va duong dan Tinh hép dan cua giai
phap thay thé dén Y dinh mua lap lai (v6i vai tro 1a
tac dong dicu tiét tich cuc dén mdi quan hé giira cam
nhan ctia ngudi tiéu dung vé tich hop kénh va y dinh
mua ldp lai cua ho), thu tuc Bootstrap véi 5000 lan
1€iy mau duoc thuc hién 14n nita nham cai thién chét
luong cta mo hinh. Cac hé s6 duong dan lién quan
dén cac mdi quan hé con lai cia md hinh déu c6 y
nghia v6i miic ¥ nghia (p-value < 5%). Cac két qua
truc quan dugc trinh bay trong hinh 2 dudi day.

Truyén thong cb
ddng tich hop

fn0.209%*

Két qua phan tich ciing cho thiy cac bién s tich
hop kénh, trao quyén, niém tin va su hai 10ng c6 thé
giai thich dugc 75.3% gia tri bién thién ciia ¥ dinh
mua ldp lai cua nguoi tiéu dung.

4.4. Thdo lugn

Tir cac két qua thuc nghiém dugc trinh bay &
phan trén, c6 bbén diém dang chu ¥ cin duoc ban
luan nhu sau:

Pau tién, tich hop kénh dugc nhan thirc boi
ngudi tiéu dung c6 anh huong dén y dinh mua lap
lai ctia ho thong qua céc bién sd trung gian nhu

R?=0.009

Nitm tin

pe0.235%"*

Dich vy khach
hang tich hop

Hinh 2: M6 hinh PLS-SEM cudi ciing

C6 thé thay rang cam nhan ciia nguoi tiéu ding
vé tich hop kénh co6 tac dong tich cuc dén viéc trao
quyén cho ngudi tiéu ding (B = 0.209). Tiép do,
viée trao quyén nay co tac dong tich cuc dén niém
tin (B = 0.093) va sy hai long cia ho (B = 0.244).
Niém tin ndy con c6 anh huong tich cuc dén sy hai
1ong ctia ho (B = 0.159). Pdng thoi, sy hai long nay
cling co tac dong tich cuc dén y dinh mua lap lai cta
ho (B =0.670). Cudi cting, ngudi tiéu dung co y dinh
mua ldp lai dbi voi nha ban 1é khi ho ¢6 nhiing cam
nhan tich cyc vé tich hop kénh (B = 0.235).
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trao quyén cho ngudi tiéu dung, niém tin va sy hai
long. Két qua nay dugc xem la twong dong véi
nghién clru ctia Zhang et al (2018) duoc thuc hién
tai Trung Qudc trong bdi canh ban 1é da kénh tich
hop. biéu nay mot 14n nita khéng dinh d¢ tin cdy
ciia khung nghién ctu khi dugc kiém chung tai
Viét Nam.

Thur hai, nghién ctru nay con phat hién mot anh
hudng tryc tiép cta tich hgp kénh cam nhan 1én ¥
dinh mua 13p lai ctia nguoi tiéu dung. Cu thé, khi
nguoi tiéu dung nhan thuec tich cuc vé viée tich hop
kénh cua mot nha ban 1é, ho c6 nhiéu kha nang gia

=

48 thuong mai

S6 132/2019



tang y dinh mua lap lai dbi voi nha ban 1¢ d6. Hon
nita, tdc dong nay dugc tim théy la kha manh mé.
Pay c6 thé dugce xem 1a mot trong nhirng dong gop
quan trong ctia nghién ctru nay bai chua hé c6 bat
ky mot nghién ctru nao trude d6 tim hiéu tac dong
truc tiép gitta hai bién s trén.

Thit ba, d6i voi nhitng bién sd trung gian,
chung t6i nhan thiy ring trong bdi canh nghién
cuu nay, tich hop kénh cam nhan tuy c6 anh huong
tich cyc dén trao quyén cho nguoi tidu ding nhung
v6i mot mire do khong déng ké nhu nghién ctru ctia
Zhang et al (2018). Tuong tu nhu vay, su tdc dong
cuia bién s trao quyén dén niém tin va sy hai hong
cta ho ciing khong 16n. Didu nay c6 thé noi 1én vai
tro chwa duoc chu trong ciia viée trao quyén cho
nguoi tiéu dung trong moi truong ban 1¢ da kénh
tai Viét Nam. Cudi cung, twong dong voi nhidu
nghién ctru trong linh vuc ban 1¢ ndi chung, nghién
clru ndy ciing thira nhan méi quan hé kha chat ché
giita niém tin va sy hai long cling nhu gitra su hai
long ctia nguoi tiéu dung va y dinh mua lap lai cua
ho. Tuy véy, dang chu ¥ 1a, mdi quan hé giira niém
tin cua nguoi tiéu dung va y dinh mua lap lai cua
ho di khong duoc hd trg trong nghién ctru nay.
Piéu nay co thé dugc gidi thich dya trén nhiing dac
trung ctia nganh thoi trang, khi niém tin cia ngudi
tiéu dung vé nha ban 1é chua thé 1a yéu t then chdt
anh huong dén quyét dinh mua lap lai ciia ho d6i
v6i nganh hang nay trong sy xem xét cac yéu to
khac nhu: chét lugng san phém, thi hiéu, gia ca,
khuyén mai va danh tiéng thuong hiéu.

Thir twr, gia thuyét vé tac dong diéu tiét tich cuc
cta tinh hap dan cua giai phap thay thé 1én mdi
quan hé giita cam nhan ciia nguoi tiéu ding vé tich
hop kénh va y dinh mua lap lai ctia ho da bi bac bé
trong nghién ctru nay. Piéu nay tuy rang la khong
turong dong véi két qua cua Li et al (2019), song ¢d
thé duogc 1y giai boi thuc té 1 khi khach hang nhan
thiy c6 nhiéu giai phap thay thé vé cling san pham
0 cac nha ban 1¢é khac, ho c6 xu hudng it trung
thanh hon véi nha ban 1é hién tai du ho cam nhan
t6t vé muc do tich hop kénh ban hang ciia nha ban
1é do.

Ao v o AR

5. Két luan va kién nghi

5.1. Két ludn

Nghién ctru nay dat dugc myc tiéu hé théng hoa
Iy thuyét vé nhan thirc ciia ngudi tiéu dung vé tich
hop kénh cua nha ban Ié n6i chung va trong nganh
thoi trang no6i riéng. Hon nita, chung t6i da kiém
chung d6 tin cay cua thang do luong cac khai niém
va do phu hop cia mo hinh nghién ctru trong bbi
canh nganh nay tai Viét Nam. Tuy nhién, nghién ctu
ciing ¢6 mot s6 han ché vé pham vi nghién ctru khi
chi thuc hién khao sat tai Pa Néng ciing nhu mo
hinh nghién cuu chua xem xét anh hudng cua céac
bién lién quan dén van hoa tiéu dung.

5.2. Kién nghj

Dbi v6i cac nha ban 1é noi chung va trong linh
vuc thoi trang noi riéng, that la can thiét dé xem xét
van dé cam nhan ciia nguoi tiéu ding vé tich hop
kénh ban 1¢. Hay ndi cach khac, nhiing nha ban I¢
nén tap trung vao cac phan Gng va trai nghiém cua
nguoi tiéu dung, cu thé:

Tao ra tmyén thong va cd dong tich hop: nhitng
quang céo, nhiing chwong trinh khuyén mai, thong
tin lién lac, tén thuong hiu, slogan, logo,... trén cac
website, cac trang mang xa hdi... cling nhu tai cac
ctra hang vat 1y ciia nha ban 1é ddng nhét v&i nhau
s& tao ra trai nghiém dong nhat cho nguoi tidu ding.

Chinh sach san phdm va gia tich hgp: M6 ta san
pham, phan loai cac hang muc san pham, gia san
phim va nhimg wu dai giam gia trén cic website,
cac trang mang xa hdi... cling nhu tai cac ctra hang
vat Iy ciia nha ban 1é ddng nhét v4i nhau s& tao niém
tin va trai nghiém mua sam t6t cho nguoi tidu dung.

Thong tin giao dich tich hop: nha ban & mat
hang thoi trang nén tap trung vao nhiing thong tin
gitip nguoi tiéu ding co thé truy cap lich sir giao
dich, lich stt mua hang ca truc tuyén va ngoai tuyén,
nhan duoc cac dé xuat mua hang trong tuong lai hay
nhan duoc mot trang Web dugc ca biét hoa.

Thong tin truy cap tich hgp: nhiing nha ban I¢é
thoi trang nén chi y dén nhitng thong tin giup
nguoi tiéu ding tim kiém cac san pham, tinh trang
ton kho cac san phdm va cac chirc ning khac & ca
ctra hang vat ly ciing nhu thong qua cac website cia
nha ban Ié.
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Hoan thién don hang tich hop: Viéc déi phiéu
thuong, phiéu qua ting tai cac cira hang truc tuyén
hodc trén cac website cua nha ban 1€, viéc thu nhan
cac mon hang duoc mua truc tuyén tai cac cira hang
vat Iy cua nha ban 1€, hay viéc thanh toan cho céc
moén hang dugc mua truc tuyén tai cac cua hang vat
1y ctia nha ban 1& ¢6 thé tao ra nhitng phan tmg tich
cuc cho ngudi tiéu ding nhu quyén kiém soat mua
sdm, niém tin, su hai long, y dinh mua Idp lai cling
nhu su truyén miéng tich cuc cua ho. Vi vay, cac nha
ban 1¢ nén tap trung vao nhiing médt nay.

Dich vy khach hang tich hop: Khi mua sim mit
hang thoi trang va phu kién thoi trang trén cac web-
site hay cac trang mang xa hdi..., khach hang
thuong gip mot sd vin dé nhu khong vira kich ¢,
mau sic... nén cac dich vu doi tra, dich vu hd tro, tu
van sau ban hang 1a can thiét. Vi vy, nha ban 1¢ nén
cha y dén nhiing didu nay nham tao ra trai nghiém
t6t va tao ra nhitng phan tng tich cyc ddi voi ngudi
tiéu dung khi trai nghiém mua sam qua nhiéu kénh
ca tryc tuyén va ngoai tuyén.

Bing cach tich hop cac kénh ban 1¢, nhitng nha
ban 1¢ noéi chung va véi nganh thoi trang ndi riéng
nén xem xét trao quyén cho ngudi tiéu ding véi
nhiéu su lya chon vé kénh mua sim, khién ho tin
tuong, hai long, tor d6 mua thuong xuyén va trung
thanh v6i nha ban 1¢. ¢
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Summary

Attracting and keeping customers in their chan-
nels is always a challenge to retailers as most of
them have changed to cross-channel retail or even
channel integration in order to achieve competitive
advantages. The paper suggests and verifies the
measures and research models on the impact of per-
ceived channel integration on the repeated buying
intention of the consumer in the context of fashion
retailing. An analysis of the data collected from 676
consumers who are over 18 in Danang City using
PLS-SEM shows positive effects of channel integra-
tion features, either directly or indirectly, on cus-
tomer’s repeated buying intention via variables
including consumer empowerment, trust, satisfac-
tion, and the attractiveness of the alternatives. The
study is expected to provide retailers a deeper look
at consumer awareness of channel integration.
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