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TOM TAT

Thai d6 1a mot trong cac nhan tb tam ly tac ddng manh mé dén hanh vi va quyét dinh mua sdm clia ngudi
tiéu dung. Thai d6 cla nguwoi tiéu dung ddi véi mot déi twong la co sé gilp cac doanh nghiép biét dwoc nhitng
phan ng ctia ho trudc nhivng nhan té kich thich tir méi trweng. Nhung viéc do lwdng chinh xac thai d6 cla
ngudi tiéu dung lai 1&a mot van dé dang dwoc quan tdm. Bai bao thwe hién nham do Iwdng thai do cla ngudi tiéu
dung Ba Nang véi hinh thire thwong mai dién tlr. Trong pham vi bai bao nay, tac giad da van dung mé hinh da
thudc tinh clia Fishbein két hop thu thap théng tin, danh gia thuc té clia ngwoi tiéu ding dé do lweong thai d6 cla
ho @i v&i hinh thére thwong mai dién ti.

Tir khéa: thwong mai dién tlr; thai do; ngwoi tiéu dung; mé hinh da thudc tinh Fishbein; Ba Néng

ABSTRACT

The consumer’s attitude is one of the psychological factors that strongly affect their behaviors and
purchasing decision. The attitude of consumers about an object is the basis that helps businesses to be aware of
their reactions through the stimuli from the environment. But the exact measurement of consumer’s attitude is a
matter of concern.This article is made for the purpose of measuring Danang consumer's attitude in terms of
Electronic Commerce (EC). Within the scope of this article, the author has applied the multi-attribute model of
Fishbein in association with the information data collected and actual assessment of consumers to measure their
attitude towards the form of Electronic Commerce (EC).
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va gan 75% doanh nghiép c6 ngudn nhan lyc
T, o hién tai da dap Gmg tuwong doi tot nhu cau vé
Xuat hién ¢ Viét Nam tur cuoi nam 1997, cong nghé thong tin vi Thuong mai dién tir

Intfzmet da that sy tro thanh nen tang dé p,hét (Theo khéo sat ciia S¢ Cong thuong Thanh ph
trién Thuong mai dién tod (TMDT). Theo thong Pa Ning nam 2012)

ké cua Tong cuc Thong ké vao thang 3 nim
2012, s6 nguoi str dung Internet & Viét Nam da
dat dén 32,1 tridu nguoi (gan 1/3 dén sb). Trong
do6 c6 khoang 60% nhiing nguoi sir dung internet
dé tim kiém thong tin vé san pham/ dich vu
truge khi quyét dinh mua hang.

1. Pit van dé

Tuy nhién, dé Thuong mai dién ti that sy
cit canh, khong chi doi hoi nd luc tir chinh phu,
ban than cac doanh nghi€p, ma con phu thude
nhiéu véo thai do cua ngudi tiéu dung. Ho danh
gia nhu thé nao vé loai hinh Thuong mai dién
ta? Liéu nguoi tiéu ding c6 chip nhan loai hinh
kinh doanh méi nay khong? Dé tra 16i cho
nhitng vuéng méc trén chung toi di thuc hién
mot cudc khdo sat nhé tai Pa Ning: “Thuwong
mai dién tw va thdai do nguwoi tiéu ding Da
Ning” nham nim bat kip thoi thai d6 ngudi tiéu
ding trén dia ban thanh phd Pa Ning d6i voéi
hinh thirc Thuong mai dién ta.

Cung v6i cac chinh sach hd trg cia Chinh
phu, cac S¢ ban nganh dia phuong, ban than cac
doanh nghiép ciing c6 nhiéu nd luc dé thuc day
su phat trién cta Thuong mai dién tir. La mot
trong ba dia phuong din diu vé Thwong mai
dién tir ciia Viét Nam voi chi s6 thwong mai dién
tr 62,1 [1], Pa Nang c6 100% doanh nghiép da
trang bi may tinh, hon 98% doanh nghiép c6 két
ndi Internet, 100% doanh nghiép st dung thu 2. Phwong phip nghién ciru
dién tir, hon 35% doanh nghi€p c6 website riéng Theo théng ké cia S& Céng thuong Da
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Niéng, dén nay tai Pa Nang di c6 hon 260 don vi
tham gia dich vu TMDT tai Céng giao dich
www.danang.biz.vn do S¢& Coéng thuong thanh
phd quan 1y. Chi s6 vé giao dich B2C dung tht 4
toan qudc voi 52,56 [2]. Con sd nay cho thiy
thwong mai dién tr bat ddu tré nén quen thudc
v6i nguoi tieu dung Pa Néng. Nhitng con s
thng ké trén cing v6i két qua khao sat cua bai
b4o ta c6 thé phin nao biét duoc nhitng danh gia,
thai do that sy ciia nguoi tiéu dung Pa Nang dbi
vo6i hinh thie thuong mai dién tur.

Trudc khi do luong thai d0 nguoi tiéu
dung, thi can phai hiéu “Thai do 1a gi?”. C6 rét
nhiéu dinh nghia vé thai 4o, chang han:

- Thai do la mot khuynh huong dwoc hoc
héi dé phan g véi mét thuc thé theo cdch
thudn loi hay bdt loi [3].

- Thai do la nhitng tu tuong duoc tao nén
boi cdc xiic cam, tinh cam. N6 gdy tac dong dén
hanh vi nhat dinh, & mot giai ccfp nhat dinh,
trong nhitng tinh huong xd héi nhat dinh. Thdi
dé ciia con nguoi bao gom nhing diéu ma ho
cam thdy va suy nghi vé doi twong, ciing nhu
cach xit sw ciia ho doi véi doi twong do [4].

- Thai dé la sw san sang phan ig tich cuc
hay tiéu cuc doi véi mét doi tuwong hay mot biéu
twong trong moi truong [5].

Tom lai, ta c6 thé hiéu rang thdi dé thé
hién sw danh gid tong thé cia ban thin vé mt
diéu gi dé la tot/ xau, hay/ do, thich/ khong thich
dua trén mét tdp hop cdc lién tuong vé sw vdt, su
viée dé dudi s tde dong ciia yéu t6 méi truong
[6, tr.111]. Véi nhitng dinh nghia vé thai do ¢
trén thi ta co thé thiy rang ddi tugng chinh
trong nghién ctru nay 1a hinh thic Thuong mai
dién tir va thai d6 ciia nguoi tiéu dung phan anh
nhirng danh gia cua ngudi tiéu dung vé hinh
thirc nay. Nhitng danh gia d6 duogc tao lap dua
trén sy nhan thirc, phan tich tong hop thong tin
lién quan dén hinh thtc thuong mai dién t
hodc dua trén kinh nghiém tir nhitng lan giao
dich dién tr trudc d6 cua nguoi ti€u dung.

Trong pham vi bai bao nay, tdc gia van
dung mo hinh thai d6 da thudc tinh Fishbien [6,
tr.118] dé do ludng thai d6 hay con dugc goi la
niém tin cua ngudi tiéu dung ddi véi ting thude
tinh cta hinh thirc Thuong mai dién ti, cu thé &
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day s& do luong 4 thudc tinh ndi troi:

- Tiét kiém thoi gian dugc xem xét trén
phuong dién 14 it ton thoi gian dén cira hang tim
kiém thong tin hodc mua san phérn/ dich vu.

- Su thudn tién dugc xem xét trén phuong
dién la sy da dang vé san phﬁm/ dich vu, c6 thé
mua hang moi luc moi noi.

- D¢ tin cdy dugc xem xét trén phuong
dién la tinh bao mat thong tin ca nhan khi giao
dich va d¢ tin cdy vé chat lugng san pham/ dich
vu.

- Gida canh tranh: xem xét véi cung san
pham murc gia c6 thé ré hon so vdi loai hinh kinh
doanh truyén thong.

Theo mo hinh thai d da thudc tinh cua
Fishbein, su yéu thich vé d6i twong nao do 1a két
qua ctia qua trinh do luong niém tin cua ngudi
tiéu dung dbi voi cac thude tinh cia ddi tugng
d6. O day, thai d6 clia nguoi tiéu dung ddi voi
hinh thirc Thuong mai dién tir s€ phu thudc vao
nhitg danh gia va niém tin ma khach hang cé
dugce ddi voi 4 thude tinh: Tiét kiém thoi gian,
thuan tién, d¢ tin cay, gid canh tranh.

Cong thirc Fishbein: Ab =3 b X €

- Vi Ab la thai 6 ctia nguoi ti€u dung;

- bi 1a niém tin cia ngudi tiéu dung voi
thudc tinh 1;

- ¢ la diém déanh gia cua nguoi tiéu ding
cho thudc tinh thir i.

Pé thu thap thong tin can thiét vé niém tin
cua nguoi tiéu dung, tac gia da su dung phuong
phéap chon mau cé chon loc dé thu thap dir ligu.
Mau chon loc gdbm 100 nguoi tiéu ding trong do
tudi 20 — 35 trén dia ban thanh phd Pa Ning. Dé
c6 thé dua ra nhitng quan diém danh gia, doi hoi
ngudi tidu dung phai biét hodc da thyc thyc hién
giao dich thong qua hinh thic thuong mai dién
tir. Do do, d6i twong chu yéu trong khao sat nay
ma tac gia chon phan 16n 14 sinh vién va nhan
vién vin phong, vi day 1a déi tugng co diéu kién
tiép x0c v6i may tinh, Internet va hinh thirc
thuong mai dién tir nhidu.

Trong bai bao nay ching to6i st dung
thang do Likert 5 muc d6 dé do luong thai do
clia ngudi tiéu ding ddi véi timg thudc tinh
(Nguoi tiéu ding cho diém tir 1 dén 5 cho mdi
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thudc tinh). Gia tri trung binh cua thang do nay
1a 3,4 va cac khoang danh gia cu thé nhu sau:

- Piém trung binh trong khoang 1,8->2,6:
Pugc danh gid Kém;

- Piém trung binh trong khoang 2,6->3,4:
Puogc danh gia Trung binh;

- Piém trung trung binh khoang 3,4->4,2:
Pugc danh gia Tot;

- Piém trung trung binh khoang 4,2->5:
Puogc dénh gia Rat tét.
3. Két qua nghién ciru va khao sat

Sau khi thong ké s liéu thu thap dugc tir
mau dai dién, 4p dung mo hinh thai do da thuoc
tinh c6 thé xac dinh dugc thai d6 nguoi tiéu
dung Pa Ning d6i hinh thic Thuong mai dién
tr. SO liéu thu thap dugc cho théy niém tin cua
ngudi tidu ding ddi véi cac thude tinh, danh gia
tong thé v& hai hinh thirc Thuong mai dién tir va
kinh doanh truyén thdng nhu sau:
3.1. Niém tin va ddnh gid ciia ngwoi tiéu ding
vé cdc thudc tinh
3.1.1. Niém tin ciia nguwoi tiéu ding doi véi cdc
thuodc tinh

Niém tin cta nguoi tiéu dung ddi véi mdi
thudc tinh dugc thé hién qua tdm quan trong ma
ngudi tiéu dung gin cho mdi thudc tinh, cu thé
nhu sau:

Bang 1. Niém tin véi cdc thugc tinh

Bing 2. Piém danh gid cho méi thudc tinh

Diém danh gi¢ | Gia

Tam TB (&) tri

.y quan '

Thudc tinh trong(b) | Thwong | KD hTB
(%) mai truyén thang

dién tw | thong do

b tin cay 29,53 2,63 4,08 3,4

Tiét kiém
thoi gian

26,63 3,31 2,78

Thuén tién 24,01 3,59 3,31

Gid canh 20,06 3,37 3,34

tranh

3.2. Thai d¢ (dinh gid tong thé) vé hai hinh
thirc kinh doanh truyén thong va Thwong mai
di¢n tir

Thai d6 nay dugc xac dinh dya theo cong
thirc Fishbein: Ab =3 bi X &;

Bing 3. Thai do tong thé

Thudc |Tdm| Diém danh | Panh gia tong |Gia tri
tinh  |quan| gia TB (ei) thé B
trong (bixer) thang
(b?) do

(%) [TMDT|KDTT|TMBDT|KDTT

0,2953| 2,63 4,08 |0,776639(1,204824| 3,4

Do tin
cay

Tiét kiém [0,2663| 331 | 2,78 [0,881453(0.740314

thoi gian

0,2401| 3,59 3,31 (0,861959(0.794731

Thuén
tién

Gi4 canh [0.2006| 337 | 334
tranh

0,676022| 0.670004

Thai do 32 | 341

Ab=Ybixei

Thuge tinh Tam qua(f;/ot)rong (bi)
Do tin cay 29,53
Tiét kiém thoi gian 26,63
Thuén tién 24,04
Gia canh tranh 20,06

3.1.2. Piém danh gid ciia nguwoi tiéu ding cho
moi thudc tinh

Pay chinh 13 mic diém danh gia trung
binh tir 100 nguoi tiéu dung. S6 lidu trong Bang
2 thé hién diém danh gi4 trung binh cia mdi
thudc tinh ¢ ca hai hinh thirc Thuong mai dién tu
va kinh doanh truyén théng.

4. Ban luiin vé két qua phan tich

4.1. Ddnh gid ngwoi tiéu ding doi véi tirng
thudc tinh

Tir nhitng két qua thdng ké duoc dua ra ¢
phan 2, ta nhan thdy ring:

Thudc tinh dd tin cdy dwoc nguoi tiéu
ding cho 1a thugc tinh quan trong nhét trong bon
thudc tinh (chiém 29,53%). Dbi véi hinh thic
Thuong mai dién to mirc diém danh gia cua
thudc tinh nay la 2,63, loai hinh kinh doanh
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truyén thong 1 4,08. So véi gia tri thang do thi
con sb 2,63 nim trong khoang 2,6 dén 3.4, day
1a khoang thé hién mic d6 danh gia trung binh,
va con sb 4,08 nim trong khoang 3.4 dén 4.2,
khoang thé hién muc do danh gia 1a tot. Chinh vi
vay, 0 hinh thitc Thuong mai dién tir thi do tin
cdy chua cao, va d0 tin cdy cua hinh thuc
Thwong mai dién tir duoc dénh gia thap hon so
v6i hinh thie kinh doanh truyén théng (2,63 <
4,08). Piéu nay duoc giai thich do tim 1y mua
sim ngudi tiéu dung thich “nhin tdn mét so tan
tay” ma dbi voi hinh thie Thuong mai dién tir
thi cac san phdm chi 13 san pham 4o trén moi
truong Internet nén nguoi ti€u dung thuong
khong thé nhin tin mét hay so tan tay duoc. Do
d6, do tin cay vé chat luong san pham giam di
dang ké. Ly do thir hai, trong nhitng nam gin
day lién tiép xay ra cac vu lira ddo clia cac cong
ty nap bong dudi hinh thitc Thuong mai dién tir
dién hinh MB24, hay tinh trang thong tin cé
nhan cua khach hang bi danh cp khi thuc hién
cac giao dich hay thanh toan truc tuyén... nhiing
van d& nay ciing gép phan 1am cho ngudi tiéu
ding e ngai va mat niém tin véi hinh thic
Thuong mai dién ti.

Thudc tinh quan trong thir hai 13 tiét kiém
thoi gian (26,63 %), & ca hai hinh thirc déu dugc
danh gid & muc do trung binh 1an luot 13 3,31 va
2,78, déu thudc trong khoang 2,6 dén 3.4. Tuy
nhién, hinh thirc Thuong mai dién tir dugc danh
gia 1a tiét kiém thoi gian hon so véi hinh thic
kinh doanh truyén thong (3,31 > 2,78). Chiing ta
nghi ring & hinh thirc Thuong mai dién tir ching
ta khong can phai di dén ctra hang tim kiém thong
tin, hay mua sam san pham nhu hinh thic kinh
doanh truyén théng va didu d6 giup chung ta tiét
kiém duoc nhiéu thoi gian. Tuy nhién, trén thuc
té, viéc tim kiém thong tin vé san ph?im/ dich vu,
phan tich, so sanh thong tin gitta caic Website, cac
gian hang cua cac nha cung cép ciing tiéu ton cua
nguoi tiéu dung khong it thoi gian. Do d6 khong
¢6 gi ngac nhién khi thudc tinh tiét kiém thoi gian
& ca hai hinh thirc déu dwoc nguoi tiéu ding danh
gia chi & muc trung binh.

Déi v6i thude tinh quan trong thir ba, hdu
hét nguoi tiéu dung déu ddng ¥ rang hinh thuc
Thuong mai dién t& dem lai sy thudn tién hon
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nhiéu so v6i hinh thire kinh doanh truyén théng.
Mutc @0 thuan tién cua hinh thac kinh doanh
truyén théng chi duoc danh gia & mitc trung binh
(3,31 nam trong khoang 2,6 dén 3,4) va mirc do
thudn tién & hinh thic Thuong mai dién tir dugc
danh gid v6i s6 diém trung binh 1a 3,59, nim
trong khoang 3,4 dén 4.2, tirc 12 nAm trong murc
tot. O thudc tinh nay, rd rang hinh thirc Thuong
mai dién t& uvu viét hon hinh thirc kinh doanh
truyén théng, voi sy da dang vé san phém/ dich
vy, phuc vu khach hang 24/7/365, nguoi ti€u
dung chi can ngdi mot chd, click chudt 1a co s
hiru mot san pham minh thich bat ci liic nao.

Thudc tinh cudi cung 1a gid canh tranh thi
& ca hai hinh thirc nay déu duoc danh gia & muc
trung binh, hinh thirc Thuong mai dién ta la
3,37, kinh doanh truyén théng 14 3,34, hai con sd
nay déu nam trong khoang 2,6 dén 3,4. Tuy
nhién, véi hinh thitc Thuong mai dién tu thi gia
van dugc xem 1a canh tranh hon so véi kinh
doanh truyén thdng. Trong hinh thirc Thuong
mai dién ti hang hoa tir nha san xuat duge cung
cip tan tay khach hang ma khong can qua cac
kénh trung gian phan phdi nhu trong hinh thic
kinh doanh truyén thong. Diéu nay goép phan
lam giam di mot khoang 16n cac chi phi trung
gian va gia thanh san phim hién nhién s& thap
hon.

4.2. Thai dj tong thé ciia ngwoi tiéu ding vé
hai hinh thitec Thwong mai dién tir va Kinh
doanh truyén thong

Nhu da néi trén, thai do cua nguoi tiéu
dung vé hai hinh thirc nay s€ dugc xac dinh dua
trén danh gia ciia nguoi tiéu dung dbi voi cac
thugc tinh thong qua cong thirc Fishbein. Theo
Béng 3, két qua cy thé nhu sau:

Mirc diém danh gia tong thé cua nguoi
tiéu ding d6i véi hinh thic Thuong mai dién tir
la 3,2, hinh thic kinh doanh truyén thdng la
3,41. Con sb 3,2 nim trong khoang 2,6 dén 3.4
cua thang do, day 1a khoang danh gia trung binh.
Con s6 ndy mang ¥ nghia rang nguoi tiéu ding
P4 Nang chua that su yéu thich loai hinh
Thuong mai dién tir. DPbi v6i loai hinh kinh
doanh truyén thdng, 3,41 nam trong khoang 3,4
dén 4,2, day khoang thé hién thai do yéu thich
clia nguoi tiéu dung dbi véi loai hinh kinh doanh
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truyén thong. Tém lai, két qua khao sat nay cho
thidy nguoi tiéu dung Pa Ning van yéu thich
hinh thtrc kinh doanh truyén thdng hon so voi
hinh thire kinh doanh Thuong mai dién ta.

5. Két luan

Thuong mai dién to mac du dugc danh gia
la tiét kiém thoi gian, gid canh tranh va thudn
tién hon so vé6i kinh doanh truyén thong. Tuy
nhién, két qua khao sat ciing cho thay rang hinh
thitc Thuong mai dién to van chua dam bao
dugc do tin cdy. Ngudi tiéu dung con nhidu lo
léng vé tinh bao mat thong tin khi thuc hién céac
giao dich, khong tin tudng vao cac Website ban
hang, nha cung cip hay lo ling chat luong hang
hoéa khong ding nhu quang céo... Chinh nhiing
tré ngai nay di ngan budc tién cua Thuong mai
dién to. Hon nita, nguoi ti€u dung vdi tam ly
khong thich rii ro, thich thdy tan mat s tan tay
san pham khi mua sim van wa chudong hinh thirc

kinh doanh truyén théng hon.

Do d6 dé Thuong mai dién tir that sy phat
trién va dwoc phd bién rong rii, khong nhiing
can phai c6 su nd luc tir cic bén lién quan nhu
cac nha cung cp san pham/ dich vu, nha quan Iy
ma ngay cd ngudi ti€éu dung. Ngay nao nguoi
tiéu ding con lo s¢ rii ro, chua sin sang thay d6i
tu duy trong viéc mua sam tiéu dung thi ngay d6
Thuong mai dién tr van chi phat trién cAm
chimng. Va mot khi nguoi tidu ding nhan thay
dugc nhiing loi ich cia Thuong mai dién tir, va
c6 niém tin vao cac cic nha cing cip thi
Thuong mai dién tir s€ that su cit canh. Do do,
nhiém vu cta cac nha cung cip hang hoa/dich
vu va nha quan ly phai tim ddp an cho cau hdi
“Lam thé nao dé tao dugc niém tin cho nguoi
tiéu dung?”.
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