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2S¢ Ké hoach va Pau tw tinh Kon Tum

Tém tat — Nghién ciru dwoc tién hanh déi véi 227 nguoi tieu
dung online trén dia ban thanh phé Kon Tum, mau dwoc chon
theo phwong phap thuan tién. Phwong phap phan tich dir liéu
chinh dugc ding trong nghién ctru 1a phan tich nhan t6 kham pha
(EFA) va phan tich h6i quy tuyén tinh. Két qua nghién ctru sw hai
Idng ctia ngwdi tiéu dung khi mua sém trwc tuyén cho thly cé 6
nhan t6 trong d6 c6 2 nhan té trede khi mua hang (“Dac tinh
hang hoa” va “Chat Iwo’ng théng tin”), 2 nhan t6 trong khi mua

hang (“Sw phan hdi” va “Phuong thirc thanh toan”) va 2 nhan tb
sau khi mua hang (“Dich vu khach hang” va “Chét lwong san
pham’ ") tac dong [én sw hai long cua khach hang. Nghién ctru nay
cho thay co khac biét sy hai long mua sdm tryc tuyen gilba nguwoi
dan thanh phé Kon Tum véi nhitng ngui tiéu ding & cac nghién
ctru khac.

Tir khéa - Sy hai long; mua sam truc tuyén; dac tinh hang hoa;
chat lwgng théng tin; khach hang

1. it van dé

Mua sdm online 14 mot qué trinh ma khach hang mua
truc tiép hang héa hoac dich vy tr mot nguoi ban trong
mot thoi gian xac thyc thong qua internet, khong qua dich
vu trung gian (Bui Thanh Trang,2014). Viéc mua sim,
giao hang déu thong qua thu dién tir, khach hang khong
thé cham hodc cam nhan dugc cac mit hang nén sy tuong
tac gitta ngudi mua va ngudi ban chi yéu dya vao sy tin
tuong, khac v6i ban 1é truyén thong. Sy hai long trong
mua sdm online bit ngudn tir sy hai 1ong khi mua hang
tryc tuyén va nhimg trai nghiém cua khach hang (Myers
& Mintu-Wimsatt,2012); bao gdm (1) su hai long véi chat
lrong cua ndi dung thong tin cua website; va (2) sy hai
long véi hiéu nang hé thdng cua trang web trong viéc
cung cép thong tin (McKinney & cong su,2002).. Thém
vao do, cac khia canh lién quan dén sy tin cay, su dong
cam, viéc truy cap chinh sach bao mat, hiéu biét vé gia ca,
hi¢u qua, yéu td ca nhan hoa, tinh linh hoat, tién theo ddi
va tinh thim m§¥ cua trang web ciing tic dong Ién sy thoa
mén cua ngudi tiéu ding (Yomnak,2005). Cac yéu td gbp
phan tao nén sy hai 10ng & nhiing giai doan khac nhau cia
qua trinh mua sam(Lee & Lin,2005): (1) tim kiém thong
tin dé d4nh gia lya chon trude khi mua (chat lwong théng
tin, thiét ké trang web va chiing loai phong phi), (2)trong
khi mua (Kha nang giao dich, sy phan hdi, bao mat va
phuong thire thanh toan) va sau khi mua sim (Khau giao
hang va dich vu cham séc khach hang) (Liu X. & cong su,
2008).

Theo Momtaz H. & cdng su (2011) kinh nghiém mua
sam trude day 1a yéu t6 anh huong nhiéu nhét dén sy hai
long ctia khach hang; tiép dén 1a chat luong san phdm va
cubi cing 1a thwong hiéu va quang céo. Cac yéu td: thai

Abstract — The study is conducted among 227 consumers online
in Kon Tum city- Kontum provice. The sample is selected by a
convenient method. Data analysis methods used in the study are
Exploring factor analysis (EFA) and linear regression. The results
of satisfaction of consumers online show that 6 factors including 2
factors before buying ("Characteristics of goods" and " information
quality"), 2 factors in making a purchase ("feedback" and
"payment method") and 2 factors after purchase ("customer
Service" and " product quality") impact on customer satisfaction.
This study also indicates that there are differences between the
online shopping satisfaction of customers’ Kon Tum with
consumers in other areas.

Key words - Satisfation; online shopping; characteristics of
goods; information quality; customer.

d6 tich cuc, sy thich thi, sy thuan tién, su trai nghiém, d6i
m&i mua sim va hitu ich cam nhan c6 anh hudng dang ké
to1 sy hai long; trong d6, su trai nghiém va ddi méi mua
sam c6 anh huong manh nhét, dong thoi that bai trong
viéc cung cép mot loat céac trai nghiém vé xac giac ¢o thé
¢6 anh huong tiéu cuc dén sy hai 1ong ciia khach hang
mua siam online (Chris A. Myers & Alma Mintu-Wimsatt
,2012).Thém vao d6, Thu tuc thanh toan tién lgi, mat
hang va nhan hiéu da dang, va kha nang thanh 1ap tai
khoan dé theo dai lich sir thanh toan va thong tin ca nhan
1a nhitng yéu t& quan trong d6i v6i ngudi ban dé gitr viing
mtrc do hai long cua khach hang (Susan Kleinman ,2012).
Nghién ciru tai An d6 cia V.K. Hamza & K. Saidalavi
(2014) cho thiy yéu t6 gia ca thap ciing anh hudng thuin
chiéu 1én sy hai long cta khach hang.

Vi Huy Thong & Tran Mai Trang (2013) cho ring
yéu to quan trong anh hudng dén sy hai 1ong cua khach
hang mua sam tryc tuyen theo nhém bao gom gia cua san
phdm, sy phong phu vé ching loai va nhdn hang, chét
lwong thong tin ctia trang web, chit lugng san pham va
khau giao hang. Bén canh d6, sy hai long con bi anh
huong boi sy tin nhiém cta khach hang d6i véi nha cung
cép, tinh chat website va cam nhan vé loi ich khach hang
s& c¢6 dugc (Nghién ctru ctia cong ty C6 phan Phat trién
Giai phap Truc tuyén Moore 2014).

Céc nghién ctu truGe ddy cho thdy ring van hoa
(David, 2007), hau cin (Sharma et al., 1995) va tin dung
(Gentry, 1982) c6 tac dong quan trong vé hanh vi khach
hang va sy hai long. Mooij va Hofstede (2002) ciing da
chira tlep can cong nghé¢ va chénh Iéch thu nhap gitra cac
viing mién s& khong din dén sy dong nhat vé hanh vi ctia
nguoi tiéu dung.
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Sau khi xem xét cac md hinh cé lién quan, tac gia
nhan thiy nbi bat 1én hai cach tiép can chinh cho viéc
phan tich khai niém vé sy hai long ciia khach hang mua
sam online. Cach thir nhat chu trong dén quy trinh dan
dén sy hai long ciia khach hang, trong khi cach thir hai dit
trong tdm vao cac yéu t6 thudc nhirng giai doan khac
nhau ctia qua trinh mua sim online gop phan mang lai su
hai long cho khach hang. Trong do, tai Viét Nam noi
chung va & cac tinh thanh ndi riéng, cach tiép can thir hai
chua duoc nhiéu tac gia tap trung nghién ctru. Do do, bai
béo nay tién hanh nghién ctru céc nhén td tac dong dén sy
hai long cua khach hang khi mua sam online & thanh ph
Kon Tum theo céach tiép can toan dién cac yéu t6 tir qua
trinh trudc khi mua, trong khi mua va sau khi mua cta
nguoi ti€u dung.

2. Phwong phap nghién ctru

Nhom tac gia con sir dung phuong phap nghién ctru
dinh tinh gitip tiép can sau hon v&i khach hang mua sim
online dong thoi sir dung phuong phdp thdo ludn nhom
(10 nguoi) dé lay v klen tir cac khach hang thuong xuyén
mua sam online (tan suit mua sam online binh quan 1 1an/
thang) nhiam nhan dién cac yéu t6 ho cho la anh hudng
dén sy hai long cta minh, tim hiéu sdu vé nhimng thong tin
mudn nghién ciru va dimg thao luan khi khong con c6
nhitng thong tin médi chi tiét, can thiét phuc vu cho cac
muc tiéu nghién ctru. Thém vao do, tr viéc nghién ciru
cac md hinh trude day va cac 1y thuyét do luong anh
huéng cua cac nhan t6 dén sy hai 1ong khi mua hang truc
tuyén, ndi bat nhat 14 md hinh cta Liu X. & cong sy
(2008) phan tich rang tim nhan t6 tic dong manh dén sy
hai 1ong ctia khach hang mua sim truc tuyén két hop voi
két qua nghién ciru ctia Vit Huy Thong & Tran Mai Trang
(2013) va nghién ctu cua Moore & thi truong Viét Nam
da diéu chinh va bd sung cac bién trong mé hinh do ludng
céc nhan td tac dong dén sy hai 1ong cia nguoi tiéu ding
mua sdm online gdm: (1) chat lwong thong tin, (2) thiét ké
trang web, (3) ching loai hang hoéa, (4) kha nang giao
dich, (5) an ninh/bao mat, (6)su phan hdi, (7) phwong
thire thanh toan, (8) giao hang va (9) dich vy hadu ma, (10)
uy tin cia doanh nghiép cung cap va (11) chit luong san
phim.Trong d6, cac thang do cac khai niém duoc ké thira
tir céc tac gia, cu thé ¢ bang 1.

Bing 1. Cdc bién nghién citu
va nguon goc thang do

Dich vy cham soc

khéach hang

Kim  (2005)Schaupp, Belanger
(2005),Liu X. & cong sy (2008)

Chat lugng san pham Momtaz H. & cong su (2011)

Su hai long online Liu X. & cong su (2008)

Thang do Téc gia
Chét luong thong tin Liu X. & cong su (2008)
Thiét ké trang web Manes (1997)Kim &  Stoel
(2004),Liu X. & cdng su (2008)
DPic tinh hang hdéa Liu X. & cdng su (2008)

Lé Vin Huy & Nguyén Thi Hoai An
(2013)

Uy tin nha cung cap

Kha néng giao dich Liu X. & cong sy (2008)

Su phén hoi Dellaert & Kahn (1999),Weinberg
(2000), Chen & Chang (2003),Liu

X. & cong su (2008)

Phuong thtrc thanh toan | Liu X. & cong su (2008)

Khau giao hang Wang & Huarng (2002),Liu X. &

cong su (2008)

Bude 1- Trede khi mua Budc 2: Mua hang Bude 3- Sau khi mua
Chit heong H1 Kha nang H5
— hing
Thiét ké trang web |2 Suphanhdi | _H6
H10| Dichyu cham
Dic tivh hing | H3 Biomit' | |, s6¢ khdch hang
hoéa Rigngte [
| Chét luong
Uy tin nha cung | Paong (i a0 pbina
“r §‘ H11
Ha HE
, |

Su hii long thng thé ‘

Hinh 1: M6 hinh dé xudt céc nhén t6 anh huong dén si hai long
ciia khach hang mua sdm triec tuyén

M5 hinh nghién ctru thé hién ¢ Hinh 1 voi 11 gia
thuyét tir H1 dén H11 twong ng voi cac nhan 6 tir 1 dén
11(n€u ¢ trén) ki vong c6 tac dong thuén chidu dén sy hai
long cua khach hang mua sdm truc tuyén. Nhu vay, tong
hop lai c6 11 thanh phan trong md hinh twong tmg véi 42
bién quan sat ki vong c6 tuong quan duong dén sy hai
1ong (bién phy thude dugc do luong boi 4 bién quan sat).
Céc bién quan sat dugc do bang thang do Likert Scale 5
mirc d6 duoc khai quat thanh mé hinh ¢ Hinh 1. Nhim
danh gia so by thang do cac khai niém nghién cuu trude
khi tién hanh nghién ciru chinh thirc théng qua hé sé tin
cdy Cronbach’s alpha, nhom da tién hanh phong van truc
tiép bang bang cau hoi soan san véi mau 30 khach hang
da timg mua sim trén cic website mua sam thong dung
gom. lazada.vn, zalora.vn, hotdeal.vn, muachung.com,
nhommua.com, vatgia.com, Sgiay.vn, enbac.com.

Theo Bollen (1989) chon méu bang cach liy kich
thude cua mau t6i thiéu 1a nim mau cho moét tham sb can
ude lugng. (Trich dan tir Nguyen & Nguyen (2002)) trong
dé tai nay co tat ca 45 tham s6 (b1en quan sat) can tién
hanh phan tich nhén t6, vi vay sb mau tdi th1eu can thiét la
45 x 5 = 225 mau. Trong nghién ctru niy sb lugng miu
chon 1a n=225. Nghién ctru chinh thirc str dung phuong
phap nghién ctru dinh luong sir dung bang cau hoi dé thu
thap thong tin trén dién rong. Nghién ciru & 227 nguoi
tiéu dung mua sim online thanh phd Kon Tum theo
phuong phap iy mau thuan tién. Phuong phap 1iy méau
thuan tién dugc sir dung thong qua viéc phat phiéu hoi
tryc tiép va bang hoi online dén nhimng nguoi ¢ dia ban
thanh phé Kon Tum c¢6 thé tiép can dugc, da va dang mua
sam online dé phong van. Sau khi do ludng do tin ciy cua
thang do, phan tich nhan t6 kham pha (EFA: Exploratory
Factor Analysis),phén tich hoi quy tuyén tinh boi duoc sir
dung dé kiém dinh cac gia thuyét.

3. Két qua nghién ciru
Két qua thu thap tir 227 quan sat trong nghién ciru
(sau khi loai cac quan sat khong dat yéu cau trén c& mau
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dé xudt 14 250 quan sat). Mau thu thap dugc c6 121 nguoi
1a nit, chiém ti 18 53,3%, con lai 13 nam gi6i va thudc
nhom tré (84,6% dudi 30 tudi); trinh d6 Cao dang - Pai
hoc chiém 36,6%: cong viéc cua nguoi dugc phong van
chu yéu 1a nhéan vién vin phong (33%) va hoc sinh, sinh
vién (43,2%); thu nhap chu yéu tr 2.000.000 dong dén
6.000.000 dong (chlem 51,2%). S6 ngudi thue hién khao
sat co tan suat mua sam online 10-20 1dn/ndm tuong d01
cao (32.6%), day la dbi twong thuong xuyén mua sim
truc tuyen
3.1. Dinh gid thang do bang h¢ s6 Cronbach’s Alpha
cho cdc khdi ni¢m nghién cvu

Theo quan sat bang trén, hé sé Cronbach’s Alpha cua
cac khai niém 1a kha cao: khai niém “Chét luong thong
tin” = 0.852; “Pac tinh hang hoa” = 0.779; “Uy tin nha
cung cap” = 0.832; “Kha ning giao dich” = 0.761; “Su
phan hdi” = 0.818; “Bao mat/ Riéng tu” = 0.887;
“Phuong thirc thanh toan” = 0.822; “Khau giao hang” =
0.876; “Dich vu cham soéc khach hang” = 0.760; “Chat
luong san phém” = 0.773; “Sy hai long online” = 0.797.
Cac h¢ s6 nay deu tur 0.75 tro 1én ching t6 thang do ludng
kha tét. Va hé sé twong quan bién — tong ciia cac bién
quan sat clia cac khai niém nay déu kha cao va cao hon
0.3, thap nhat 1a bién PTHH4 v&i hé s6 14 0.501 cho thay
mdi quan hé cac bién quan sat véi bién tong dat do tin ciy
(Nunnally, Burnstein 1994). Riéng khai niém “Thiét ké
trang web” = 0.567 thip hon 0.7 va hé sb twong quan bién
— tdng clia cac bién quan sat > 0.3 nhung gia tri khong cao
(cao nhét 14 0.408). Do d6, 04 bién quan sat TKE1, TKE2,
TKE3, TKE4 s¢€ bi loai.

3.2. Pdnh gid thang do bang phin tich EFA cho cic
khdi niém nghién ciru

EFA duoc sir dung dé phan nhom cho 38 bién quan
sat ciia cac thanh phan tic dong dén sy hai 10ng vao céc
nhom nhan t6. Sau nhiéu 1an loai bién ( lan luot loai bién
¢6 hé sb tai nhan t6 (Factor loading)< 0.5 (Hair et al
1998), c6 3 bién quan sat bi loai BM4, CLTT2 va CLTT3.
Két qua EFA cudi cung cho hé s6 hé s6 KMO= 0.791>
0.5 va Bartlett c6 mtrc y nghia Sig.= 0.000< 0.05, nhu vay
dat diéu kién dé phén tich nhan tb (Kaiser,1988) . Dya
vao bang giai thich bién thi c6 10 nhan t6 duogc rut ra véi
hé s6 Eigenvalue > 1.047 va 10 nhan t6 nay giai thich
dugc 72.820% bién thién di liéu.

Nhur vy, két qua cudi cling ctia viée phan tich nhan t&
tir 35 bién quan sat gom thanh 10 nhan t6 thé hién ¢ bang
la va 1b (dinh kém phan phu luc)

Bing 2a Két qua kiém dinh KMO
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling] 791
Adequacy.

Approx. Chi-Square 3387.878

Bartlett's Test of  df 496
Sphericity

Sig. .000

Két qua nhom dugc 10 nhan td anh huong dé sy hai
long khach hang mua sim online gdm (F1) Sy phan hoi
gdm bién PHI, PH2, PH3,PH4; (F2) Dich vu chim soc
khach hang gdm DVKHI, DVKH2, DVKH3, DVKH4;
(F3) bac tinh hang héa DPTHHI1, PTHH2, DTHH3,
DTHH4; (F4) Bao mat/ Riéng tw BM1, BM2, BM3; (F5)
Khau giao hang GH1,GH2, GH3; (F6) Phuong thitc thanh
toan PTTT1, PTTT2, PTTT3; (F7) Uy tin nha cung cap
UT1,UT2, UT3; (F8) Kha nang giao dich UT1,UT2, UT3;
(F9) Chat lugng san pham CLSP1,CLSP2, CLSP3; (F10)
Chat lwong théng tin CLTT1, CLTTA4.

Bing 2b Két qua ma trdn xoay nhén t6
Rotated Component Matrixa

Component

112345 67| 8] 9]10

PH3
PH1
PH2
PH4
DVKH4
DVKH?2
DVKH3
DVKHI1
DTHH3
DTHH1
DTHH2
DTHH4
BM3
BM?2
BM1
GH2
GH3
GH1
PTTT3
PTTT1
PTTT2
UT3
UT1

.842
.802
.782
.770
.785
.738
.735
727
819
794
701
577
.903
.893
714
.880
.856
704
.828
.820
.668
.865
.840

UT2
GD1
GD2
GD3
CLSP3
CLSP1
CLSP2
CLTT1
CLTT4

.810
.843
.833
.699
.815
.785
.762
.846
.783

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Rotation converged in 6 iterations.

Thém vao do, két qua phan tich EFA cho khai niém sy
hai 1ong v6i tham s6 thdng ké KMO= 0.783> 0.5 va kiém
dinh Bartlett c6 muc ¥ nghia Sig=0.000< 0.05 du diéu
kién dé thyc hién phan tich nhan t6 EFA. Két qua tir
SPSS ¢6 tham s thong ké Eigenvalue = 2.487>1 thi ¢6 1
nhan t6 dwoc rat ra va nhan t6 nay giai thich duoc
62.165% bién thién dir liéu v6i hé sb tai nhan t6 cua bon
bién quan sat SHL1, SHL2, SHL3 va SHL4 lan luot la
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0.796, 0.790, 0.784 va 0.784 >0.5. Nhén t6 nay duogc dat
tén la thanh phan “Sy hai long online” (F11).
3.3. Danh gia sy phu hgp ciia mé hinh

Két qua ¢ Bang 3. cho thiy R2 hi¢u chinh=0.731 ¢6
nghia 1a md hinh hoi quy tuyén tinh da xay dung phu hop
voi tdp dir liu dén muac 73.1%. Kiém dinh Durbin-
Watson = 1.918 (gan bang 2) cho phép két luan cac bién
ddc lap khong co su tu twong quan véi nhau.

Kiém dinh F v6i gia thuyét HO la B1=p2=p3=p4=
P5=P6=P7=p8= p9=P10=0.Tri thong ké F= 62.498 voi gia
tri Sig. <<0.05 cho phep bac bo gia thuyet HO, mé hinh
hoi quy tuyén tinh boi cua nghién ctru phu hop vdi tap dir
liéu va co6 the st dung duogc.

Bing 3. Pdanh gid do phii hop ciia mé hinh hoi quy

Model Summary”

Mo hinh | R R?

R? hiéu| Sai sé cuaDurbin-
chinh |udc lugng |[Watson

1 .86271 .743 731 469511 1.918

a. Predictors: (Constant), F1, F2, F3, F4, F5, Fo,
F7, F8, F9, F10

b. Dependent Variable: F11

3.4. Phén tich hoi quy tuyén tinh

Phan tich hdi quy tuyén tinh s& cho ta l?iét duogc mirc
d6 anh huong cta cac phén to cuia cac bién doc lap l1én
trong viéc danh gia moi quan h¢ gilra sy hai long cua
khach hang mua sam online.M6 hinh héa cac nhan to6 anh
huong dén sy hai long ctia khach hang mua sam online co
dang nhu sau:

F11 =p0+pB1 F1 + B2 F2 + B3 F3 + B4 F4 + BS F5 +
B6 F6 + B7 F7+B8 F8 + B9 F9 + B10 F10 + ¢ (1

Trong do6:

- BO: hé s6 tu do, thé hién gid tri ciia F11 khi cc bién
doc lap trong mé hinh bang 0.

- Bi (i=1,n): Hé s hdi quy riéng phan cua cac bién doc
lap tuwong ung F1, F2, F3, F4, F5, F6, F7, F8, F9, F10.

- &: bién doc 1ap ngiu nhién co phan phdi chuan véi
trung binh 1a 0 va phuong sai khong doi 62.

Ké} qua kiém dinh twong quan gilta bién phu thudc va
cac bien doc 1ap cho thay co su twrong quan gitta bién phy
thudc va ‘10 bién dc}g lap vdi hé so Sig. dél} nhé hon
<0.05. DPong thoi Kiém dinh Pearson cac bién doc lép
clng twong quan voi nhau (Sig.<0.05). Do do, can phai
kiém tra hién tuong da cong tuyén khi phan tich mé hinh
hdi quy.

Phuong phap phan tich mé hinh hdi quy trong nghién
ciru nay la phuong phap Enter, dua tat ca cac bién vao
phén tich cung mét ltc.

Nhin vao két qua ctia Bang 3 ta thiy ré}ng ¢6 4 nhan té
¢6 gia tri Sig.> 0.05, khong c6 ¥ nghia thong ké trong md
hinh bao gom “Bao mat”, “Khau giao hang”, “Uy tin nha
cung cip” va “Kha nang giao dich”. Con lai 6 nhén t0 con
lai c6 gia tri Sig. deu < 0.01 chimg t6 cdc nhan to déu c6
y nghia thong ké trong mé hinh, bao gom “Su phan hoi”,

“Dich vy khach hang” “Pac tinh hang héa”, “Phuong
thirc thanh toan”, “Chat luong san phdm” va “Chit luong
thong tin”.

Phuong trinh hdi quy chwa chudn héa c6 dang:

Fl1=-1.462 + 0.159x F1 + 0.282x F2 + 0.344x F3 +
0.217x F6 + 0.144x F9 + 0.323x F10

Phuwong trinh hdi quy chudn hoa c6 dang:

F11=0.160x F1 + 0.236x F2 + 0.333x F3 + 0.212x F6
+0.143x F9 + 0.318x F10

Tur két qua trén cl}o théy cac gia thiét H2, H4, HS5, H7,
H9 khong duge chap nhén vi mic ¥ nghia thong ké
p>0.05; nhén t6 tac dong nhi€u nhat dén sy hai long cua
khach hang mua sim online la yéu t6 “Pac tinh hang
hoa”, tiép dén la yeu to “Chat lu'o’ng thong tin”, yéu t6
“Dich vu chdm séc khach hang”, yeu t6 “Phuong thirc
thanh toan” , yéu té “Su phan h6i” va anh huong it nht 1a
yeu to “Chat luong san pham”.

Bing 4. Cic thong sé thong ké cua timg nhdn té
trong mo hinh

Coefficients”
A K LA: H¢ 50 hoi
HE so hoi qlxly quy di:l Collinearity
chwa chua z ‘e
. chuan Statistics
héa I1|h()a
M6 hinh t Sig. ~%
Po Hé so
B Std. Beta chip phOI‘lg
Error| ~ dai
nhian .
| ph/sai
[Hang s6| -1.462] .226 -6.461] .00
F1 159 .035 .160] 4.593] .000] .979] 1.022]
F2 282 .044] .236] 6.356] .000] .861] 1.162]
F3 344 .043 .333] 8.061] .000] .697] 1.434]
F4 -.061] .049 -.051]-1.240| .216] .689] 1.451
1 |F5 -.015 .04§] -.014 -318 .751] .62 1.612]
[F6 217 .045 212] 4.812] .000] .61 1.639
F7 .057] .034] .063] 1.683] .094] .857] 1.166]
[F8 .030] .043 .027] .689 .491] .80 1.25
FO .144] .039 143 3.647| .000] .773] 1.294
F10 .323] .044] 318 7.391] .000] .641] 1.56

a. Dependent Variable: F11
4. Két luan

Két qua nghién ciru cho thiy so véi mé hinh nghién
ctru dé nghi ban diu gdm 11 nhan t4, khi tién hanh nghién
ctru thye nghiém trén dia ban thanh phé Kon Tum, c6 6
nhan t6 trong d6 c6 2 nhén té trude khi mua hang (“Pic
tinh hang hoéa” va “Chit luong thong tin”), 2 nhan tb
trong khi mua hang (“Sy phan hdi” va “Phwong thirc
thanh toan™) va 2 nhan t sau khi mua hang (“Dich vu
khach hang” va “Chét luong san pham”) tac dong lén su
hai long cua khach hang.

Nghién ctru nay cho thiy c6 su khac biét gitra ngudi
dan thanh phé Kon Tum véi nhitng nguoi tiéu ding & cac
nghién ctru khac. Cu thé, yéu té “Thiét ké trang web”
(Szymanski va Hise (2000), Liu X. va cong su (2008), Lé
Vin Huy va Nguyén Thi Hoai An (2013)); “Uy tin cla
nha cung cap” (L& Vin Huy & Nguyén Thi Hoai An
(2013)); “Sy bao mat/ riéng tu” (Syzmanski & Hise
(2000), Schaupp & Belanger (2005), Liu X. & cdng su
(2008), Lé Vin Huy & Nguyén Thi Hoai An (2013)) va
“Kha nang giao dich” (Kim & Stoel (2004), Liu X. &
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cong su (2008)) hay “Khau giao hang” (Wang & Huarng
(2002), Schaupp & Belanger (2005), Liu X. & cdng su
(2008), Vii Huy Thong & Trin Mai Trang (2013)) khong
anh huong dén sy hai long.

Nghién ciru nay ciing ra rang cic nhan t trudc khi
mua hang anh huong nhiéu hon dén sy hai long so véi cac
nhan td trong qua trinh mua va sau khi mua. Piéu nay
cling khac so véi nghién ctru nghién clru ctia Susan
Kleinman (2012) yéu t6 phuong thirc thanh toan 1a anh
huong 16n nhat; nghién ctru cia Lé Van Huy & Nguyén
Thi Hoai An (2013) thi thong tin trén website anh huong
16n nhit; nghién ctru cua Vi Huy Thong & Tran Mai
Trang (2013) gi4 cua san pham anh hudng 16n nhéat hay
nghién ctru cia Moore (2014) thi sy tin nhi¢m ctia khach
hang ddi v6i nha cung cap 1a 16n nhat dén sy hai long cia
khach hang mua sam online.

5. Han ché va huéng nghién ciru tiép theo

Nghién ctru nay chi méi khao sat trén thi trudng thanh
phé Kon Tum va sir dung phuong phép chon miu phi xac
sult nén co thé chua dai dién duoc hét cho téng thé nguoi
tiéu dung mua sdm online.

Bén canh d6, nghién ctru cling chi méi ding lai khao
sat nhiing nguoi tiéu dung trén nhitng nguoi tiéu dung
trén nhitng website phd bién nhu: laxazada.vn, hotdeal.vn,
nhommua.com, zalora.vn, muachung.vn, vatgia.com,
Sgiay.vn va enbac.com.

Trong nghién ctru nay, mo hinh hdi quy gdm cac nhan
tb giai thich duoc 73.1% su bién thién cua yéu td su hai
long ctia khach hang mua sim online, do d6, con nhiing
yéu t6 khac co thé anh huong dén sy hai long. Ngoai ra,
nghién ctru nay ciing can kiém dinh & thi truong nghién
ctru khac.
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