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LOI CAM DOAN

To1 xin cam két bai bao cdo tot nghi¢p nay dugc hoan thanh dya trén cac
két qua nghién ctru cua to1 va cac két qua nghién ctru nay chua dugce dung cho
bat ctr bai bao cdo tot nghi€p cung cap nao khac.

Binh Duong,

Tac gia

Nguyén Thi My Trang
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LOI CAM ON

Dau tién, em kinh gui 11 chuc strc khoe va 1oi cam on chan thanh nhat dén
quy thay cb truong Pai hoc Thit Dau Mot ciling nhu quy thay c6 khoa Kinh té -
Quan tri Kinh doanh di truyén dat nhimng kién thirc quy bau cho em trong sudt
thoi gian qua.

Dic biét, em xin chan thanh cam on thdy Nguyén Nam Khoa di tan tinh
huéng dan, sira chita, gitip em hoan chinh bao cdo tot nghiép ca vé mit ndi dung
14n hinh thtc trong sudt thdi gian qua. Do kién thirc con han ché nén khong thé
tranh khoi nhitng thiéu sot, em kinh mong nhan duoc su thong cam cia quy thay
co.

Cudi cung, em gui dén quy thay cd, ban be 101 chic stc khde, hanh phuc,
thanh cong trong cong viéc va cudc song.

Binh Duong, ngay 23 thang 11 nam
2020

Tac gia

Nguyén Thi My Trang
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TRUONG PAI HQC THU DAU MOQT CONG HOA XA HQI CHU NGHIA VIET
NAM
PHONG PAM BAO CHAT LUONG Poc 1ap — Tw do — Hanh
phuc
PHIEU THEO DOI TIEN PO

THU'C HIEN KHOA LUAN/PO AN/ BAO CAO TOT NGHIEP

1. Sinh vién / Hoc vién thuc hién dé tai: Nguyén Thi My Trang Ngay sinh: 16/10/1999
MSSV: 17234010100259 Lop: D17QTO01 Chuyén nganh: Quan tri Kinh
doanh
bién thoai: 0933120330 Email: mytrangnguyen99@gmail.com

2. S6 QD giao dé tai luan van: Quyét dinh s6 1309/QD-DHTDM ngay 06 thang 10 nam

2020

3. Can b hudng dan (CBHD): Nguyén Nam Khoa

4. Tén d tai: Cac yéu t6 anh huong dén quyét dinh mua hang qua céc trang
thuong mai dién tir ciia khach hang tai Binh Duong

Tuan thir | Ngay K¢ hoach thwe hién Nhén xét cia CBHD
(Ky tén)
1
2
3
Kiém tra ngay: Danh gid muc d cong viéc hoan thanh:
O O
Puoc tiép tuc: Khéng tiép tuc:
4
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Tuén thit | Ngay K¢ hoach thuc hién Nhan xét cia CBHD
(Ky tén)
Kiém tra ngay: Danh gid mac d cong viéc hoan thanh:
0 O
Puoc tiép tuc:  ..oooieieein. Khéng tiép tuc:
7
8
9
10

Ghi chii: Sinh vién (SV) 1ap phiéu nay thanh 02 ban, 01 ban giri vé Phong Pao tao dai
hoc, 01 ban SV luu giit dé ndp cung véi khoa luan/dd an khi két thuc thoi gian thuc
hién DPA/KLTN.

. . Binh Duong, ngay ...... thang ...... nam
Y kién cia can by huwéng dan

Sinh vién thuc hién

(Ky va ghi ro ho tén)

(Ky va ghi ro ho tén)
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DPA/KLTN — 10
TRUONG DAI HOC THU DAU MOT CONG HOA XA HQI CHU NGHIA VIET NAM

KHOA KINH TE DPoc lip — Tu do — Hanh phiic
CHUONG TRINH QUAN TRI KINH DOANH

BIEN BAN HQOI PONG CHAM BAO CAO TOT NGHIEP

TROT ZIAN oottt e et e et e e teeesaeessteeesseeesseeessaeensaeansaesseeenseeesneans
DHA GHEIM e e e e e e e e e e aeaenenn.

ThANK VIBN HOT AONE: ..ot

Tén dé tai: Cac yéu té anh hudng dén quyét dinh mua hang qua cac trang thuong mai
dién tur cua khach hang tai Binh Duong

Sinh vién thyc hién: NGUYEN THI MY TRANG Lép D17QT01
M3 s6 sinh vién: 1723401010259
NOI DUNG NHAN XET, PANH GIA:
I. Noi dung
- Hinh thirc trinh bay & K§ ndng thuyét trinh ..........cco.ooveeeeveeeeeeeeeee oo

= Tra 107 CAU NOT NOT AONE ...t
Tham khdo mién phi cac tai liéu khac tai luanvantot.com
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IL Diém Két TuAn ciia HOT AONE: .......o.oveeeeeeeeeeeeeeeeeeeeeee e

_Binh Duong, ngay......thang .....nam 20...
Uy vién — thu ky
Chi tich

(Ky, ghi 1 ho tén)
(Ky, ghi 1 ho tén)

Vi

Tham khdo mién phi cac tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

DA/KLTN - 09

CONG HOA XA HOQI CHU NGHIA VIET NAM Dic lap- Tu

TRUONG PAI HQC THU DAU
MOT do- Hanh phuc

KHOA KINH TE

CHUONG TRINH QUAN TRI KINH Binh Dwong, ngay thang  nam 202...

DOANH

PHIEU CHAM PIEM BAO CAO TOT NGHIEP
(Diing cho thanh vién Hpi dong bdao vé Bdo Cdo Tot nghiép)
1. Ho va t8n ngUOT ChAM: L...iieen et

2. Ho va tén sinh vién: NGUYEN THI MY TRANG M3 sé SV: 1723401010259
3. Lop: D17QTO01 Khoa hoc: 2017 — 2021 Nganh: Quan tri Kinh doanh

4. Tén dé tai bao céo tét nghiép: Cac yéu té anh huwéng dén quyét dinh mua hang qua cac trang thwong mai dién tir ciia

khach hang tai Binh Duong.
5. Phan danh gia va cho diém cta Thanh vién Hoi dong (Theo thang diém 10, 1édén 0,1 diém)
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Tiéu chi Diém Tét Kha Trung binh Kém Diém
téi da 100% 75% 50% 0%
Hinh Trinh bay ding quy | Trinh bay kha ding | Trinh bay kha dung | Trinh bay sai quy
thire | dinh, b cuc hop 1y, quy (’iin}l, béﬂcuc, quy di,nh: bo C}JC ch}ra dinh, b(t) 01;10 khf)ng
lap luan chit ché hop ly,C f};éue}n co | hoply, lca_g)slgan thiéu hg;’([})l é}rll, liI; lsgm
Hinh thire : g
trinh bay Vian phong gon gang Vian phong gon Van phong ruomra | Van phong ruom
4 : ) kh 5 h. & 5
Van va suc tich, khong c6 | gang va suc tich, it nhung hiéu dugc, ra giy ;.O ,1eu’ (io
phong 1 16i van pham va chinh | 16i van pham va | nhiéu 15i van pham va nhiéu 101 ndng ve
: : : van pham va chinh
ta. chinh ta. chinh ta. ta
Muc ti€u nghién ctru Muc ti€u nghién | Muc ti€u nghién citu | Muc tiéu nghién
rd rang, c6 y nghia Crllmh;;) Eﬁzf’ticéiy r0 rang. Co trinh bay | ctru chua rd rang.
No1 khoa hoc va thuc tién. ‘g RN so sé ly thuyét lién Chua trinh bay co
. . ax e . | Trinh bay kha day N o P
dung bdo | 3.5 |Trinh bay day du co so il co s6 19 thuvét | 4uan nhung con thiéu | so 1y thuyét lién
cao Iy thuyét lién quan. lién quan };hu’gn va sai sot. Phuong | quan. Phuong phap
A X Phuong phap nghién ,q L g phap nghién ctru kha | nghién khong phu
NOi dung va ot phi h phap nghién ctru i h h
két qua PR AOP phu hop PR AOP P
, Két qua dam bao do Két quacocosd |Két qué,thiéu co s&
Két qua dam bao do . , \ va thi€u tin cdy,
I o tin cay, co gia tri | nhung chua dam bao . A
Kétqua | 2.5 | tin cay, c6 gia tri khoa X Z e on o ., .. | khOngco gid tri
. x4 A thuc tién, két luan | do tin cay, it c6 gia tri R S
hoc va thuec tién, két , PR N thuc tién, két luan
e o dap ung day du yéu | thuc tién, két luan . .,
luan dap tng da yéu X a N . A khong dap tmg
cau vé muc tiéu va | chua dap ting du yéu NI
duoc yéu cau veé
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cau vé muc tiéu va ndi
dung nghién ctru

ndi dung nghién
clru.

cau vé muc ti€u va ndi
dung nghién ctru

muc tiéu va noi
dung nghién ctu.

Thé hién
kién thirc

Thé hién duoc kién

thue, tra 101 duoc
100% cau hoi caa Hoi

Thé hién dugc kién

thirc nhung can goi

y, tra 101 duogc trén
50% cau hoi cua

it thé hién dugc kién

thure, tra 101 duoc tir
30- 50% cau hoi cua

Khong thé hién
duoc kién thic,
khong tra 101 dugc
cau héi cia Ho1

tin, am hiéu sau vé van
dé bao cao

vitng duoc van dé
bao cao

thiu tu tin, kha nam
van dé bao cao

] 5 s Hoi d6 .
Mirc d¢ the dong Ho1 dong 0i dong dong
hi’én k‘ién~ Bao céo trinh bay
thire va ky Trinh bay logic va Trinh bay da va Trinh bay tuong déi | thi€u logic, khong
nang thuyeét , . dang thoi gianquy | .5 ., ., . theo thoi gian quy
trinh BCTN | Thyyé d.ung thoi glar,l quy dinh, phong céch day dU:, dung thoi g1an dinh, phong cach
. dinh, phong cach tu S - quy dinh, phong cach Y
trinh bao cao tu tin, nam bao cao thiéu tu

tin, khong nam
duoc van dé bao
cao

6. Cac nhan xét va dé nghi:
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C4n b chim (Ky va ghi roha tén)
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DA/KLTN - 09
TRUONG DPAI HQC THU DAU MQT CONG HOA XA HQI CHU NGHIiA VIET NAM
KHOA KINH TE Poc 1ap- Tu do- Hanh phic

CHUONG TRINH QUAN TRI KINH
DOAN

Binh Duong, ngay thdangnam 202...

PHIEU CHAM PIEM BAO CAO TOT NGHIEP
(Dung cho Giang vién Phan bié¢n)
1. Ho va t8n n@UOT ChAM: L...eieee et
2. Hq va tén sinh vién: NGUYEN THI MY TRANG Mi s SV: 1723401010259
3. Lop: D17QTO01 Khoa hoc: 2017 — 2021 Nganh: Quan tri Kinh doanh

4. Tén dé tai bao céo tét nghiép: Cac yéu té anh huwéng dén quyét dinh mua hang qua cac trang thwong mai dién tir ciia

khach hang tai Binh Duong.

5. Phan danh gia va cho diém ctia Giang vién Phan bién (Theo thang diém 10, 1édén 0,1 diém)

Diem Té 10 Kha Trung
n ) t 0 binh
Tiéu toi da 9 75%
chi 50%

Tham khdo mién phi cac tai liéu khac tai luanvantot.com
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Kem .
Diéem
0%
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Hinh thirc
trinh bay

Noi dung va

két qua

Hinh Trinh bay ding quy | Trinh bay kha ding | Trinh bay kha dung | Trinh bay sai quy
thire | dinh. bé cuc hop Iy quy dinh, bo cuc | quy dinh, bd cuc ch}ra dinh, bo cuc khong
lap luan chat ché hop ly, 1ap vluan c6d | hop ly, lap 1},12_111 thiéu | hop }y, lap 1uvan
co SO co sO. khong co so
Vian phong gon gang Vian phong gon Van phong ruéomra | Van phong ruom
4 3 a kh . h. & .
Vian va suc tich, khong c6 | gang va suc tich, it nhung hiéu dugc, ra giy ;.O vleu, C‘AO
1 x. LD, o . 2 ax. . | nhiéu 161 ndng vé
phong 161 van pham va chinh| 161 van pham va [ nhi€u 161 van pham va | _ .,
van pham va chinh
ta. chinh ta. chinh ta. ta
Muc tiéu nghién cttu | Muc ti€u nghién Muyc tiéu nghién
r0 rang, c6 y nghia cuu rd rang, c0 y | Muc tiéu nghién ctru | ctru chua rd rang.
Noi1 khoa hoc va thuc tién. nghia thuc tién. kha r0 rang, co s¢ ly | Chua trinh bay cac
dune bio| 4 | Trinhbay day dti co | Trinh bay kha day | thuyét co trinh bay | khai niém co sé 1y
g,’ so 1y thuyét lién quan | da co s6 1y thuyét | nhung con thiéu sot. | thuyét lién quan.
cao Z A -  n I3 A a . , . ,
dén dé tai. Phuong | lién quan dén dé¢ tai. | Phuong phap nghién Phuong phap
phéap nghién ctru phu Phuong phap ctru kha phu hop nghién khong phu
hop nghién ctru phu hop hop
Két qua dam bao do | Két qua dam bao do |  Keét qua cocoso | Két qud thiéu co so
C A A g . va thiéu tin cay,
tin cdy, co gia tri tin cdy, c6 gia tri | nhung chua dam bao . .,
\ x X K 1A .ea . o ....| khongco giatri
khoa hoc va thuc tién, | thuc tién, két luan | d6 tin cdy, it co gia tri S
X \ I \ , PR X A thuc tién, ket luan
Kétqua | 3.5 két luan dap tng du | dap ung day du yéu | thuc tién, két luan

yéu cau vé muc ti€u
va ndi dung nghién
ciru

cau vé muc ti€u va
ndi dung nghién
cuu.

chua déap Umg du yéu
cau veé muc tiéu va ndi
dung nghién ctu

khong dap ting
dugc yéu cau vé
muc tiéu va noi
dung nghién cuu.

Vi
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Trich dén Trich 0.5 bung quy dinh C4 it sai sot Nhiéu sai sot Hoan toan sai quy
dan dinh

‘ Tong diém: ‘

6. Cac nhan xét va dé nghi:

Can bo cham

(Kyva ghi ro hq tén)
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vii
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DA/KLTN - 09
TRUONG PAI HQC THU DAU CONG HOA XA HOI CHU NGHIA VIET NAM Péc lap- Tw
MOT
) do- Hanh phuc
KHOA KINH TE
CHUONG TRINH QUAN TRI KINH Binh Duong, ngay thang  nam 202...

DOANH

PHIEU CHAM PIEM BAO CAO TOT NGHIEP
(Diing cho Gidng vién Huéng dan)
1. Ho va tén ngudi chdim: NGUYEN NAM KHOA
2. Ho va tén sinh vién: NGUYEN THI MY TRANG Ma s6 SV: 1723401010259
3. Lop: D17QTO01 Khoa hoc: 2017 — 2021 Nganh: Quan tri Kinh doanh

4. Tén dé tai bao céo tot nghiép: Cac yéu té anh hwéng dén quyét dinh mua hang qua cac trang thwong mai dién tir ciia

khach hang tai Binh Duong.

5. Phan danh gia va cho diém cua Giang vién Huéng dan (Theo thang diém 10, 1édén 0,1 diém)

~ Die T 0 Kha Trung Kén
Tiéu ] ot % binh
chi toi da 75% 0%
1 30%
0
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Diem

viii
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Néuy Tich cuc tim kiém va Can hd tro dé lua | Can hd tro nhiéu dé Khong quan tam
R h 9 A 4 1 h I4 t 2 \
tuong 0.5 tfro*lligdig;g/ jﬁéan}@o]i chon y tudng va xay Ezyc dﬁﬁgﬂgﬁgﬁﬂ? lya chon ¥ tudng
; " | dung n61 dung BCTN ' ’ thyc hién BCTN
o dung BCTN HIg not AUng BCTN e e
Thai do
tham gia Nghiém tac, chu Nghiém tac, kha cha | Kha nghiém tic, | Khong nghiém tuc
Tinh va khong trun
X dong, thuong xuyén | dong, thuong xuyén |khdong chu dong bao Ag . g
than va 1 2. . S , .z \ thuc, khong trinh
e an trao doi va bdo cdo | bao cdo két qua thuc | cdo két qua thuc o,
thai do L . A .A A bay va bao cao két
ket qua thyc hién hién hién , .A
qua thuc hién
Can nhiéu ho tro tir | Hoan toan khong
Chu dong, van dung | Chu dong, van dung GVHD mé1 van R
2 Lk , . . iz , 2 van dung dugc
Kién tot kién thirc chuyén kha tot kién thace dung duoc kién i i .
) 0.5 . N £ R . \ , - . kién thirc chuyén
thirc nganh vao gidi quyet | chuyén nganh vao | thirc chuyén nganh noanh vio eidi
van dé giai quyét van dé vao giai quyét van gu it v éngii 3
Kién thirc va dé aw
ky nang Str dung kha thanh | St dung twong d6i | Khong sir dung
Str dung thanh thao N 3 dugc cac phan
. \ g N o thao cac phan mém | thanh thao cac phan 4 p R
. cac phan mém chuyén . . N . . mém chuyén
Kynang | 0.5 chuyén nganh hoac tai| mém chuyén nganh
nganh hodc tai liéu | liéu tham khdo nudc | hodc tai liéu tham | nganh hodc tai li€u
tham khao nudc ngoai ngodi khao nu6c ngodi tham khaf)' nugc
ngoai
Noi dung va Noi Muc ti€u nghién ctru | Muc tiéu nghién cfru | Muc ti€u nghién Muc ti€u nghién
) dung bao| 3.5 rd rang, c6 y nghia r0 rang, c6 y nghia | ctru kha rd rang. C6 | ctru chua ro rang.
két qua céo khoa hoc va thyc tién. | thuc tién. Trinh bay | trinh bay cosoly | Chua trinh bay co
Trinh bay day du co | kha day du co sé ly |thuyét lién quan dén| s& 1y thuyét lién

Tham kh#o mién phi cac tai liéu khac tai luanvantot.com
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so 1y thuyét lién quan

thuyét lién quan dén

dé tai nhung con

dén dé tai. Phuong | dé tai. Phuong phap | thiéu va saisét. | nghién khong phu
phéap nghién ctru phu | nghién ctru phu hop Phuong phap hop
hop nghién ctru kha phu
hop

quan. Phuong phap|

Két qua dam bao do
tin cdy, co gia tri khoa

Két qua dam bao do
tin cdy, co gia tri thuc

Két qua cb co so
nhung chua dam
bdo dg tin cay, it co

Két qua thiéu co sd
va thi€u tin cay,
khong c6 gia tri

Két qua 3.5 | hoc va thuc tién, két | tién, két luan dap ung | gia tri thuc tién, két| thuc tién, két luan
luan dap g du yéu day du yéu cau vé luan chua dap ung khong dap tng
cAu vé muc tiéu va | muc tiéu va nodi dung | duyéu cau vé muc dugc yéu cau vé
ndi dung nghién ctru nghién cuu. ti€éu va nd1 dung muc tiéu va noi
nghién curu dung nghién ctru.
Trich din Trich 0.5 Dung quy dinh Co it sai sot Nhiéu sai sot Hoan toan sai quy
dan

dinh

Tong diém:

6. Cac nhan xét va dé nghi:
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Can by cham

(Kyva ghi rohag tén)
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TRUONG PAI HQC THU DAUMQT  CONG HOA XA HQI CHU NGHIAVIET NAM
KHOA KINH TE Doc lap - Tw do - Hanh phic
CTPT: QUAN TRI KINH DOANH

PHIEU NHAN XET BAO CAO TOT NGHIEP
(Danh cho gidng vién cham bdo cdo tot nghiép)
I. Thong tin chung

- Ho va tén sinh vién: NGUYEN THI MY TRANG MSSV: 1723401010259 Lop: D17QTO01

- Tén dé tai: CAc yéu t6 anh hwéng dén quyét dinh mua hang qua céc trang
thwong mai dién tir cia Khach hang tai Binh Dwong.

- Ho va tén ngudi huéng dan: NGUYEN NAM KHOA
II. Nhén xét vé khéa luin

2.1. Nhan xét vé hinh thue:
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2.7. Két luan va dé nghi:

IV. Danh gia

1. Panh gia chung ] Ket qua bang so: :’

2. Dénghi  Dat: ~ Bangchiti......oooooeeiii,
Khong dat:

Giang vién cham

Ky tén (ghi ro ho tén)
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TRUONG PAI HOC THU DAUMQT CQNG HOA XA HQI CHU NGHIA VIET NAM
KHOA KINH TE Poc 1ap - Tw do - Hanh phic
CTPT: QUAN TRI KINH DOANH

PHIEU NHAN XET BAO CAO TOT NGHIEP
(Danh cho gidng vién cham bdo cdo tot nghiép)
I. Thong tin chung

- Ho va tén sinh vién: NGUYEN THI MY TRANG MSSV: 1723401010259 Lop: D17QTO01

- Tén dé tai: Cac yéu t6 anh hwéng dén quyét dinh mua hang qua céc trang
thwong mai dién tir cia khach hang tai Binh Dwong.

- Ho va tén ngudi huéng dan: NGUYEN NAM KHOA
II. Nhén xét vé khéa luin

2.1. Nhan xét vé hinh thuec:
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2.7. Két luan va dé nghi:

IV. Danh gia

1. Panh gia chung ] Ket qua bang so: :’

2. Dénghi  Dat: ~ Bangchiti......oooooeeiii,
Khong dat:

Giang vién cham

Ky tén (ghi ro ho tén)
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KHOA KINH TE
CTPT: QUAN TRI KINH DOANH

PA/KLTN - 07
TRUONG PAI HOC THU DAU MQOT CONG HOA XA HQOI CHU NGHIA VIET NAM

Poc 1ap - Tw do - Hanh phic

PHIEU NHAN XET BAO CAO TOT NGHIEP
(Danh cho gidng vién hiéng dain)
I. Thong tin chung
- Ho va tén sinh vién: NGUYEN THI MY TRANG MSSV: 1723401010259 Lép: D17QT01

- Tén dé tai: Cac yéu t6 anh hwéng dén quyét dinh mua hang qua cac trang thwong mai
dién tir cia khach hang tai Binh Duwong.

- Ho va tén nguoi hudng ddn: NGUYEN NAM KHOA
IL. Nhin xét vé khéa luin

2.1. Nhan xét vé hinh thie:

2.4. Téng quan tai liéu va tai li¢u tham khao:
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2.6. Két qua dat duogc:

Tham khéo mién phi céc tai liéu khac tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

IV. Danh gia

1. Danh gia chung j Két qua bing sé: ——
2. Pénghi Pat:

Khong dat:
Giang vién huéng din

Ky tén (ghi ro ho tén)
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3.2. Phuong phap chon mau va quy mo mau

3.3. Phan tich dit li€u

3.3.1. Kiém tra d0 tin cdy bang hé s6 Cronbach’s Alpha

3.3.2. Phan tich nhan t6 kham pha (EFA)
3.3.3. Piéu chinh mé hinh nghién ctru
3.3.4. Phan tich tuong quan
3.3.5. Xay dung mo hinh

3.4. M6 hinh nghién ciru dé xuat va gia thuyét
3.4.1. M6 hinh nghién ctru
3.4.2. Cac gia thuyét nghién ctu

3.5. Xac dinh thang do

Chuong 4. Phan tich két qua nghién ctru

4.1. Thong ké mo ta

4.2. Kiém dinh Cronbach’s Alpha

4.3. Phan tich nhan t6 EFA

Chuong 5. Két luan va giai phap

5.1. Két luan

5.2. Bé xuat giai phap
5.2.1. Su da dang ctia san pham, thuong hiéu
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DANH MUC CAC TU VIET TAT
TMDT — Thuong mai dién tu
TMTT — Thuong mai truyén théng
CSDL — Co so dir liéu
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LOI MO DAU

Trong co ciu kinh té ctia Viét Nam hién nay, mang dich vu dang ngdy cang
phat trién mot cach manh mé va vuot bic so véi cac giai doan trudc. Song song voi
su phat trién d6, can quan tAm nhiéu dén hanh vi va quyét dinh cta nguoi tiéu dung
vi d6 1a mot nhan t6 quan trong anh huéng dén sy thanh bai ctia nganh dich vu.
Theo Haravan (2017), khach hang tiém ning 1a ngudi thuc su can san pham va co
kha ning tai chinh dé quyét dinh mua hang. Thong qua nghién ciru nay, c6 thé nhan
biét duoc cac yéu td anh huong dén quyét dinh mua hang cta khach hang hién tai
cling nhu cac yéu t6 gitp duy tri quyét dinh mua hang cta khach hang khi str dung
dich vu thuong mai dién tr. T do, cac doanh nghi¢p cod thé diéu chinh chét lugng
dich vu mot cach phu hop nhat dé co thé dimg viing trén thi truong. Pay 1a mot van
dé quan trong giup cac doanh nghiép thuong mai dién tir co thé ton tai va dimg
vitng trong tién trinh thuong mai dién tr héa toan cau.

Tham khdo mién phi cac tai liéu khac tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

viii

Tham khéo mién phi céc tai liéu khac tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

CHUONG 1. GIOI THIEU PE
TAI 1.1. Li do chon d@ tai

Hién nay, sy phat trién cua cong nghé thong tin va truyén thong dang anh
huéng manh mé dén thé gidi kinh doanh. Mirc do thay d6i 16n trong phat trién
kinh doanh tir goc d6 toan cdu, khong bi gi6i han bdi cac rao can vé thoi gian
hoic khoang cach, di dén dugc véi ca cac qudc gia phat trién va dang phat trién.
Tir d6 cac loai hinh kinh doanh hién dai dan duoc xuat hién vira dap ung kip nhu
cAu cang ngdy cang ting ctia khach hang vira ndm bat kip xu hudng phat trién
ngay mot hién dai ctua xa hoi, ndi bat 1a cac trang thurong mai dién tu.

Thuong mai di¢n tr [a mdt phﬁn cua giao dich kinh doanh toan cau nhung
htra hen s& thong tri moi truong kinh doanh trong twong lai. Su thanh cong cta
thuong mai dién tir thong qua Internet trong thoi gian qua da giup tao ra chi phi
thép va hi€u qua cao cho viéc ban san phém va dich vu mdt cach nang dong va
tuong tac hon vdi khach hang. Véi sy ra doi cua cong ngh¢ Internet va tbc do
phat trién nhanh chéng clia né trong vai nim qua, thuong mai dién tir tré nén
ngay cang phat trién. Mac du thuong mai dién ttr chi chiém mot phan nho trong
nén kinh té cta nhidu quéc gia, nhung né duoc coi 12 co hoi dé giam chi phi va
nang cao niang suat. nén kinh té dang chuyén minh sang nén kinh té duya trén tri
thirc, noi thong tin va doi mai 1 cong cu canh tranh.

Viét Nam la mot quéc gia da nhan ra tam quan trong cua nén kinh té moi
va su phat trién cta thuong mai dién tir & diy dang dan bung phat. Thuong mai
dién tor cung cép cho cac doanh nghi¢p ban hang héa va dich vu ctia hg theo mdt
phuong thirc khac trén toan thé giGi va thira nhan dé nguoi tiéu dung tiép can
hang héa va dich vu mot cach dé dang.

Hién nay, viéc moi ngudi tiép can voi thong nghé thong tin ngay cang nhiéu
va lan rong véi nhiéu d6 tudi, do d6 thoi quen mua dd trén céc trang thwong mai
dién tir cling dan duoc hinh thanh. Véi su quan tAm vé loai hinh kinh doanh hién dai
nay va mudn né phat trién manh mé trén dia ban tinh Binh Duong, do d6 em chon
tén dé tai nghién ctru la: “Céc yéu t6 anh hwéng dén quyét dinh mua hang qua
cac trang thwong mai dién tir cia khach hang tai Binh Dwong”.

1.2. Muc tiéu nghién ciru

Tham khdo mién phi cac tai liéu khac tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

1.2.1. Muc tiéu chung
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Qua cudc khao sat danh gia duoc nhan t6 nao 1a co ban anh huong dén quyét dinh

mua hang trén cac trang thuong mai dién tir cua khach hang tai Binh Duong.

1.2.2. Muc tiéu cu thé

Nham khdo sat, danh gia thue trang tac dong dén quyét dinh mua hang trén cac
trang thuong mai dién tir cua khach hang tai Binh Duong.

Xéc dinh nhan t6, nguyén nhan tac dong dén quyét dinh mua hang trén céc trang
thuong mai dién tir ciia khach hang tai Binh Duong.

Dé xuit giai phap can thiét tic dong dén quyét dinh mua hang trén cac trang
thuong mai dién tir ciia khach hang tai Binh Duong.

1.3. Cau héi nghién ciru

Thue trang tac dong dén quyét dinh mua hang trén cac trang thuong mai dién tir
cua khéch hang tai Binh Duong la gi?

Nhitng nhan t, nguyén nhan nao tac dong dén quyét dinh mua hang trén cac
trang thuong mai dién tr cua khach hang tai Binh Duong?

Nhitng giai phap tac dong dén quyét dinh mua hang trén céc trang thuong mai
dién tir cua khach hang tai Binh Duong 1a gi?

1.4. DO6i twong va pham vi nghién ciru

Péi twong: Quyét dinh mua hang trén cac trang thuong mai dién tir ciia khach
hang tai Binh Duong.

Pham vi nghién ctru:

- Khong gian: dia ban tinh Binh Duong.

- Thoi gian: thoi gian thuc hién tir thang 9/2020 - 10/2020.
1.5. Phwong phap nghién ciru

1.5.1. Nghién ctru dinh tinh

Thu thap s6 liéu, tham khao y kién chuyén gia dé thiét ké bang cau hoi, dung
bang cau hoi phong van khach hang tai Binh Duong.

1.5.2. Nghién ctru dinh luwgng
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Thu thap s6 liéu, khao sat, chay mo hinh voi ph?m mém SPSS 20.0, véi quy trinh
théng ké mo ta tan so, kiém dinh Cronbach’s Alpha, phan tich nhan t6 EFA, phan

tich twong quan, phan tich hoi quy, phan tich phuong sai ANOVA.
2
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1.6. Y nghia thye tién

Nghién ctru dugc thyc hién nham muc dich khao sat khach hang sur dung cac
trang thwong mai dién tir tai Binh Duong. Tl d6, ta c6 cai nhin téng thé vé quyét
dinh mua hang cua khach hang tai Binh Duong. Bén canh d6 gitip khach hang c6
cai nhin khach quan vé viéc sir dung céc trang thuong mai dién tir ¢ mua sdm va
dua cac trang thuong mai dién tir tiép can gan hon véi khach hang. Giup khach
hang thoai mai vé thoi gian, twong tic nhiéu hon véi nhidu nguoi mua hang khac
cung lac. Cac trang thuong mai dién tr ¢6 thé quan 1i va d6i méi dich vu phu
hop hon dé dap ng nhu cAu ngdy mdt ting nhanh cua khach hang d6i v6i nén
khoa hoc-cong nghé ngay nay. Panh gia va khao sat vé quyét dinh mua hang trén
cac trang thuong mai dién tir ciia khach hang. Ngoai ra, nhiing thiéu x6t, khuyét
diém khong thé tranh khoi trong viéc cai thién dich vu tai cac trang thuong mai
dién tir. Tir d6, cac doanh nghiép dua ra chuong trinh tiép cin khach hang hiéu
qua nhat, tao loi thé canh tranh vuot troi va phat trién bén viing trong tuong lai.

1.7. K&ét ciu ciia dé tai

CHUONG I: TONG QUAN VE BE TAI NGHIEN CUU.

Néu 1y do chon dé tai, myc tiéu nghién ciru, ciu hoi nghién ciru, ddi tuong va pham
vi nghién ciru, phuong phap nghién ctru, y nghia thuc tién, két cau ciia nghién ctru.
CHUONG II: CO SO LI THUYET VA MO HINH DE XUAT.

Trinh bay cac khai ni€m, cac nghién ctru trudc li€én quan va dua ra moé hinh dé
xuat nghién ctru.

CHUONG III: PHUONG PHAP NGHIEN CUU.

Xay dung thang do, cach chon mau, cong cu thu thap dit liéu, qua trinh thu thap
thong tin va cac ky thudt phan tich dir li¢u.

CHUONG IV: KET QUA NGHIEN CUU.

Phén tich dir liéu d3 thu duogc tir cudc khao sat bao gdm thong ké mé ta, kiém dinh

d6 tin cdy, phan tich twong quan, phan tich hdi quy, phan tich phuong sai Anova.

CHUONG V: KET LUAN, GIAI PHAP.
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Pua ra mot s6 két luan tir két qua nghién ctu, tir nhiing két luan trén dé xuét nhiing
giai phap nham nang cao chat luong dbi voi mé hinh kinh doanh thuong mai dién
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tir dé d4p tmg nhu ciu cho khach hang va phu hop voi xu huéng cong nghé-khoa
hoc ngay nay.
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CHUONG 2. CO SO LI THUYET
2.1. Khai niém co6 lién quan
2.1.1. Khai niém thwong mai dién ti

Theo quan diém truyén théng, thuong mai dién tir 1a kha ning phan phdi
phém, dich vu, thong tin hodc thanh toén thong qua mot mang vi du Internet hay
thap duoc World wide web.

Theo quan diém giao tiép, thwong mai dién tir lién quan dén nhiéu hinh
thire trao doi thong tin giita doanh nghiép véi nhau, giira khach hang véi doanh
nghiép va gitta khach hang vé1i khach hang.

Theo quan diém qué trinh kinh doanh: thuong mai dién tir bao gém cac
hoat dong duogc hd tro truc tiép boi lién két mang.

Theo quan diém moi truong kinh doanh: thuvong mai dién tir 1a mot moi
truong cho phép c6 thé mua ban cc san pham, dich vu va thong tin trén Internet.
San pham c6 thé hiru hinh hay v6 hinh.

Theo quan diém ciu tric: thuong mai dién tir lién quan dén cac phuong tién
thong tin dé truyén: van ban, trang web, dién thoai Internet, video Internet.

Theo Nghi dinh 52/2013/ND-CP cua B Cong thuong vé thuong mai dién
ta, “Thuong mai dién to 1a viéc tién hanh mét phén hay toan b hoat dong
thuvong mai bang phuong tién dién tir ¢ két ndi véi mang Internet, mang vién
thong di dong hoac cac mang moé khac”.

UNCTAD (2000) dinh nghia vé thuong mai dién tir bao gdm viéc san xuat,
phan phdi, marketing, ban hay giao hang hoa va dich vu bang cac phuong tién dién
tar. Theo do, thuong mai dién tr bao gém cac hoat dong cua doanh nghi¢p, theo
chiéu ngang: “Thuong mai dién tir 1a viéc thuc hién toan bd hoat dong kinh doanh
bao gdm marketing, ban hang, phan phdi va thanh toan (MSDP — Marketing, Sales,

Distribution, and Payment) thong qua cac phuong tién dién tu”.

Lién minh chau Au dinh nghia thuong mai dién tir bao gdm céc giao dich
thuong mai thong qua cac mang vién thong va sir dung cac phuong tién dién ti.
N6 bao gdm thuong mai dién tir gian tiép (trao doi hang hoa hiru hinh) va thuong
mai dién tir truc tiép (trao d6i hang hoa vo hinh).
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Pinh nghia cia WTO: Thuong mai dién tir bao gom viéc san xuét, quang
c40, ban hang va phan phdi san phdm duwoc mua ban va thanh toan trén mang
Internet, nhung dugc giao nhan co thé hitu hinh hodc giao nhan qua Internet dudi
dang s6 hoa.

Dinh nghia cia OECD (Té chtrc Hop tac va Phat trién Kinh té): Thuong
mai dién tur 1a viéc lam kinh doanh thong qua mang Internet, ban nhitng hang hoa
va dich vu c6 thé dugc phan phdi khong thong qua mang hodc nhitng hang hoa
c6 thé ma hoa bang k¥ thuat sé va dugc phan phdi théng qua mang hoic khong
thong qua mang.

Trong Pao luat mau vé thuong mai dién tr, UNCITRAL (ij ban cua
LHQ vé thuwong mai qudc t&) néu dinh nghia dé cac nuéc tham khao: Thuong
mai dién tir 1a viéc trao doi thong tin thuong mai thong qua cac phuong tién dién
tir, khong can phai in ra gidy bat ctr cong doan nao cia toan bo qua trinh giao
dich. Nhu vay, theo Lién Hiép Qubc vé Luat thuong mai quéc té (UNCITRAL),
thuong mai khong bi boé hep trong viéc mua ban hang hoa va dich vu ma 1a “moi
van dé nay sinh ra tir moi mdi quan hé mang tinh chat thwong mai, du c6 hay
khong c6 hop ddng”. Cac mdi quan hé d6 hién nay bao gdm khoang 1300 linh
vuc bao quat mdt pham vi rat rong. Do vay viéc ap dung thuong mai di¢n tur chic
chin s& 1am thay ddi hinh thai hoat dong cua hau hét cac hoat dong kinh té.

Rayport va Jaworski (2004) phat biéu rang “Thuong mai dién tir 1a su trao
d6i dya trén nén tang cong nghé giira cac ddi tac to chuc hodc ca nhan, ciing nhu
cac hoat dong bén trong mot t6 churc hodc gifra cac t6 chirc voi nhau duoc tién
hanh dya trén cac phuong tién dién tu”.

McKay va Marshall (2004) cho rang “Thuong mai dién tir 1 viéc st dung
Internet va cac cong nghé thong tin khac hd trg cac hoat dong thuong mai va
nang cao hiéu qua hoat dong ctia doanh nghiép”.

Turban va ctg. (2012) dinh nghia vé thuvong mai dién tir nhu sau: “Thuong
mai dién tur 1a quy trinh mua, bén, chuyén giao, hodc trao ddi san phém, dich vu
va/ hodc thong tin qua mang may tinh, bao gdm ca mang Internet”.

Theo Uy ban Thuong mai dién tir ciia T chire Hop tac kinh té Chau A - Thai
Binh Duong (APEC): Thuong mai dién tir lién quan dén cac giao dich thuong
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mai trao d6i hang hoa va dich vu gitta cic nhém (c4 nhan) mang tinh dién ttr chu
yéu thong qua cac hé thong c6 nén tang dya trén Internet.

Thuong mai dién tir (Electronic commerce E.Commerce) 1a mdt khai niém
dugc dung dé mé ta qua trinh mua va ban hodc giao dich san phém, dich vu va
thong tin thong qua mang may tinh, ké ca internet. Thuat ngit “Thuong mai
(Commerce)” duoc nhiéu ngudi hiéu 13 mot sb giao dich duge thuc hién gitra cac
d6i tac kinh doanh. Vi viy, thwong mai dién tir ciing thuong duoc hiéu theo nghia
hep 1a mua va ban trén mang, hay mua ban thong qua cac phuong tién dién tur.
Ho d6ng nghia E. commerce v6i E. Trade.

Theo Uy ban chau Au (EC) thi TMDT duogc hiéu 1a viéc thyc hién hoat
dong kinh doanh qua cac phuong tién dién tir. N6 dya trén viée xu 1y va truyén
dir li€u dién tr dudi dang text, am thanh va hinh anh. TMDT gé)m nhiéu hanh vi,
trong dé co6 cac hoat dong mua ban hang hoa va dich vu qua phuong ti¢n dién ti,
giao nhan cac noi1 dung ky thuat sb trén mang, chuyén tién dién tir, mua ban cd
phiéu dién tir, van don dién tir, diu gia thuong mai, hop tac thiét ké, mua sam
cong cong, tiép thi truc tiép toi ngudi tiéu dung va cac dich vu sau ban hang.
TMPBT dugc thuc hién ddi véi ca linh vue kinh doanh hang hoa hiru hinh va kinh
doanh dich vu; cac hoat dong kinh doanh md&i va cac hoat dong cong ich.

2.1.2. Pic diém, phan loai thwong mai dién tir
2.1.2.1. Bdc diém cia thwong mai dién tu

Co su trao ddi hang hoéa, dich vy, thong tin va tién té qua mang may tinh
hodac cac phuong tién dién tir khac.

Su phat trién ctia Thuong mai dién tr gén lién va tac dong qua lai véi su
phat trién cua ICT. Nho su phat trién ctia ICT ma Thuong mai di¢n tur ra doi, tuy
nhién, su phét trién cua Thuong mai dién tir ciing thiic ddy va goi md nhiéu linh
vuc ctia ICT nhu phin ctmg va phan mém chuyén dung cho cac tmg dung thuong

mai dién tu, dich vu thanh toan cho thuong mai dién tir, déy manh san xuit trong
linh vue ICT nhu may tinh, thiét bi vién thong, thiét bi mang.

Hinh thtrc giao dich ctua thuong mai di¢én tur 1a tryc tiép. Nguoi mua va
ngudi ban truc tiép gip g& nhau qua cac phuong tién dién tir. Cac doanh nghiép
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cO co hdi tiép can truc tiép voi ngudi mua va tir dé co6 thé hiéu duoc vé cac nhu
cau nhanh nhay hon, d61 pho voi canh tranh tot hon so véi thoi gian trude day.
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Thoi gian thuc hién giao dich c6 thé thuc hién duogc 24/7 (24 gi0 trong
mot va thay doi vé nhu cau ctia ngudi mua sém hon, gitp cho viéc ra quyét dinh
moi noi, moi lic. Xu hudng nay sé dugc thuc hién thong qua cac thiét bi truy
nhap Internet di dong. Céc thiét bi di dong nhu nhitng chiéc dién thoai thong
minh doi mé&i nhat c¢6 kha ning truy nhap dwgc mang Internet duge st dung hét
stc rong rai.

Gi4 ca linh hoat. Gid hang hoa trén cac website thuong mai dié¢n tur s€ rét linh
hoat. M&i mot khach hang s& tra mot mirc gia khac nhau cin ci trén nhiéu nhan t6:
Khach hang d3 mua bao nhiéu san pham cua cong ty trude ddy? Khach hang da
xem bao nhi€u quang cao dat trén trang web cua cong ty? Khach hang dat hang tu
dau? Khach hang co thé giéi thiéu trang web ctia cong ty voi bao nhiéu nguoi ban
ciia minh? Mirc d6 san sang tiét 16 thong tin ca nhan cua khach hang voi cong ty?
Nhitng diéu nay khong khac lim véi mot chuyén bay cong tac: Trén chuyén bay
nay, moi hanh khach déu bay trén cing mot chuyén bay tir Ha Noi dén thanh phd
Hb Chi Minh nhung tra cac mic gia vé khac nhau. Chinh sach gia cua cac cong ty

nhu Priceline.com va eBay.com hién dang di theo xu hudng nay.

2.1.2.2. Phan logi thwong mai dién tu

Phan chia theo d6i twong tham gia thi c6 3 d6i twong chinh bao gom:
Chinh phu (G — Government), Doanh nghi¢p (B — Business) va Khéach hang (C —
Cuonsumer). Néu két hop doi mot 3 d6i twong nay s& c6 9 hinh thirc theo ddi
tuong tham gia: B2C, B2B, B2G, G2B, G2G, G2C, C2G, C2B, C2C.

Trong d6, cac dang hinh thic chinh cta thuong mai dién tir bao gom:
Doanh nghi€p v&i doanh nghi€p (B2B), Doanh nghiép véi khach hang (B2C),
Doanh nghi¢p véi chinh phu (B2G), Khach hang vai khach hang (C2C), Thuong
mai di dong (mobile commerce hay viét tit 1a m-commerce).

B2B hay cac hoat dong gitra doanh nghi€p vd1 doanh nghi¢p (Business - to
business) 14 mé hinh day di ciia thuong mai dién tir gdm mua va ban, quan 1y cung
cap, quan 1y nguyén vt liéu, quan 1y kénh phan phdi, cac hoat dong ban hang, quan
ly viéc thanh toan va dich vu hd tro. Cac giao dich B2B chu yéu duogc thuc hién trén
cac hé théng ung dung thuong mai dién tor nhu mang gia tri gia tang VAN, SCM,
cac san giao dich thuong mai dién tor B2B (e - marketplaces, b - web)...Cac doanh
nghiép co thé chao hang , tim kiém ban hang, dat hang, ky két
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hop dong, thanh toan qua cac hé théng nay. O mic do cao, cic giao dich ndy c6
thé dién ra mét cach tu dong vi du nhu www.alibaba.com. Thuong mai dién ti
B2B dem lai loi ich rat thyuc té cho cac doanh nghiép, dic biét gitip cac doanh
nghiép giam cac chi phi vé thu thap thong tin tim hiéu thi truong, quang cio, tiép
thi, dam phan, tang cuong cac co hoi kinh doanh.

B2C hay thuong mai dién tir gitta doanh nghi€p va khach hang la sy trao
d6i giita doanh nghiép va khach hang, ching han nhu nhitng hoat dong duoc
thyc hién trén Amazon, Yahoo,... Cac giao dich B2C co6 thé gém ca cac trao ddi
thong thuong va céc trao ddi san phém hodc dich vu dién tir hoa va thuong 1a co
quy md nho hon céac giao dich B2B. M6 hinh B2C chil yéu 1a mé hinh béan 1é qua
mang nhu www.mbay.com, qua d6 doanh nghiép thuong thiét 1ap website, hinh
thanh co s& dit liéu vé hang héa, dich vy, tién hanh cac quy trinh tiép thi, quang
c4o va phan phdi truc tiép t6i nguoi tiéu dung. Thuong mai dién tir B2C dem lai
loi ich cho ca doanh nghiép 1an nguoi tiéu dung: doanh nghiép tiét kiém nhiéu
chi phi ban hang do khong can phong trung bay hay thué nguoi gidi thiéu ban
hang, chi phi quan 1y ciing giam hon. Nguoi tiéu ding s& cam thay thuan tién vi
khong phai toi tan cira hang cling c¢6 kha ning lya chon va so sanh nhiéu mat
hang cung mot luc.

Céc trao d6i C2C gbém nhiing giao dich dién ra giita nguoi tiéu ding véi
nhau. Nhiing trao d6i dang nay bao gio ciing can c6 su tham gia cua ddi tac thir
ba (third party) nhu trang mang ctia eBay. Su phat trién ciia cac phuong tién dién
tir, ddc biét 1a Internet 1am cho nhiéu ca nhan cé thé tham gia hoat dong thuong
mai v&i tu cach ngudi ban hodc ngudi mua. Mot cd nhin co thé tu thiét lap
website dé kinh doanh nhitng mat hang do minh lam ra hoac st dung mdt
website c6 san dé dau gia moén hang minh c6: vi du www .chodientu.com (2005).

B2E (Thuong mai dién tir gitta doanh nghi€p va nhan vién): day la mdt dang
mang nho cua thuong mai dién tir trong doanh nghiép trong do, to chtrc phan phdi
cac dich vy, thong tin va san pham t6i timg c4 nhan nhan vién. Viéc tuyén dung
nhan vién théng qua cic trang mang 13 mot vi du dién hinh vé loai hinh thwong mai
dién. Nguoi tiéu dung ciing c¢6 thé nhom hop véi nhau thanh mot nhdom mua hang
trong mdi quan hé nguoi tiéu dung - téi - doanh nghiép (C2B). Nhitng nhém nay co
thé rat kinh té v6i dong luc 1 nhu cau va dinh hudng xa hoi. N6 ciing co
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thé bao gébm nhitng c4 nhan str dung Internet dé ban hang hoa va san phiam cho
cac t6 chuc.

G2B2C (Government to Business to Customer): trong dang nay, mgt co quan
Chinh phu ban hodc mua hang hoéa, dich vu hodc thong tin té1 doanh nghiép hoac 1a
cac cong dan cua nude d6. M6 hinh ndy ¢ thé duoc goi tach ra tuy theo muc dich
hoat dong thanh G2B hay G2C. Trong d6, mé hinh G2C chu yéu dé cap tdi cac giao
dich mang tinh hanh chinh, tuy nhién ciing c6 thé mang nhirng yéu t6 cta thuong
mai dién tu. Vi du: hoat dong dong thué qua mang, tra phi dang ky ho so,...G2B lai
la loai hinh hoat dong thuong mai dién tr ma co quan nha nudc thiét 1ap cac
website, tai d6 ddng tai nhimg thong tin vé nhu cau mua hang cta co quan minh va
tién hanh viéc mua sim hang hoa, lgya chon nha cung cép trén website. Vi du, hai

quan dién tir, thué dién tur, chirng nhan xuat xtr dién tir, dau thau dién tur.

2.1.3. Loi ich va han ché ciia thwong mai dién tir
2.1.3.1. Loi ich cua thwong mai dién tur

Thuong mai dién tir ngay cang dong vai tro quan trong vi d6 1a phuong
thirc giao dich nhanh nhat, hiéu qua nhét, cung cap thong tin cap nhat nhat, tan
dung dugc tdi da cac nguén luc va dem lai su ti€n dung nhét cho cic bén tham
gia so vdi1 cac phuong thure giao dich khéc. So vai cac giao dich thuong mai theo
phuong thirc truyén thng, thwong mai dién tir dem lai nhiéu loi ich to 16n nho
cac thudc tinh dac biét cua phuong tién dién tir cho cd doanh nghiép, nguoi ti€u
dung va xa hoi.

Loi ich ciia TMDT doi véi xa hoi

Gop phan cai tao moi truong song: TMDT cho phép nhi€u nguoi hoat
dong truc tuyén, lam viéc va mua sam tai nha, giam thi€u viéc luu thong trén
duong, giam thiéu tai nan va 6 nhiém moi trudng song.

Nang cao mirc séng ngudi dan: Do tinh canh tranh trong TMDT cao, nén
cac nha cung cap phai chiu ap luc giam gia, v6i gia ca thap hon thi nguoi mua cd
thé mua khéi luong hang hoa nhiéu hon, tir d6 tang kha ning mua sam ctia khach
hang ciing nhu ning cao mirc song ctia nguoi dan.
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Tang kha ning tiép can san pham, dich vu cta cac nudc phat trién cho nhiing
nuéc nghéo: Thong qua Internet va TMPT, nhitng nude nghéo co thé tiép can vai
cac san pham, dich vu tir cac nude phat trién hon. Xét trong pham vi qudc gia, cac

10

Tham khdo mién phi cac tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

ving ndng thén ciing ¢6 co hoi tiép xuc véi nhitng san pham va dich vu ma trong
hoan canh khac khong thé. Qua d6, cac khu vuc kém phat trién nhanh chong c6
co hoi mé rong phat trién thuong mai. Thuc day viée cung cip cac dich vu cong
cong: TMDT tao ra dong luc cai cach manh mé€ cho cac co quan quan ly nha
nuéc nhim theo kip nhu cau cua doanh nghiép va xa hdi. Cac dich vu cong cong
nhu: y té, gido duc, cac dich vu cong cua chinh phu s€ duogc cai thién chit luong
cling nhu cat giam chi phi. Chang han nhu cung cip cac loai gidy phép qua
mang, tu van vé y té qua mang.

Loi ich ciia TMPT ddi véi doanh nghiép

Mo& rong thi truong toan cAu: Véi chi phi dau tu thdp hon nhiéu so véi
TMTT, cac doanh nghiép thuc hién TMPT c6 thé d& dang va nhanh chéng tiép
can dugc véi nhiéu khach hang trén khip thé gidi, lwa chon nha cung cép t6t nhat
va xac dinh dugce d6i tac kinh doanh phu hop, bén canh do s€ tao ra sy tuong tac
14n nhau.

Cit giam chi phi va ting doanh thu: TMBDT gitp cac doanh nghiép cat
giam céc loai chi phi nhu: chi phi san xut, chi phi ban hang va tiép thi, chi phi
dang ky kinh doanh, chi phi thanh toan, ...

Chi phi san xuit: Cac chi phi san xuit c6 thé ké dén nhu cic phi in an,
chuyén giao tai liéu, chi phi thu thap, xir Iy, phan phdi va luu trit thong tin duoc
cit giam dang ké. Bén canh d6 doanh nghiép hau nhu khong phai tén chi phi cho
viéc xay dung hodc thué mat béng, dong ddo nhan vién phuc vu.

Chi phi ban hang va tiép thi: So voi TMTT, qué trinh giao tiép va ky két
hop dong mua bén, chi phi vién thong s& giam di rat nhiéu, dic biét 1a voi sy hd
trg cua Internet, mot nhan vién ban hang c6 thé giao dich dugc voi rat nhiéu
khach hang, viéc giao tiép trd nén thun tién va dé dang hon, nhd vy ma chi phi
dién thoai, gip g& va giao dich véi khach hang duogc cat giam. Hon nita, cac
catalogue in 4n dugc thay thé béi cac catalogue dién tir phong phu va ludn dugc
thuong xuyén cdp nhat da phan nao cit giam chi phi va gia ting hiéu qua cho
viéc tiép thi san pham.
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Chi phi thanh toan: Chi phi thanh toan dién tir chi bang 10-20 % chi phi
thanh toan truyén thong, dién hinh nhu doanh nghiép c6 thé cit giam chi phi phat
hanh sec bang gidy thong qua cac phuong tién thanh toan dién tu.
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Chi phi ding ky kinh doanh: Péi v6i kinh doanh qua mang thi chi phi
dang ky kinh doanh duoc giam hodc khong thu phi. Bén canh dé, voi TMBPT, d6i
tuong khach hang cua doanh nghiép khong con bi gidi han vé mat dia 1y, vi vay,
s6 lwong khach hang ting 1én dang ké dan dén tang doanh thu.

Cung c¢6 quan hé khach hang: Trong thoi dai ngay nay, tbe d6 va dich vu
khach hang va téc d6 phuc vu dugc xem 13 nhimg yéu t6 quan trong trong viéc
tim va gitr chan khach hang. TMPT mang lai cac cong cu dé 1am hai long khach
hang nhu: doanh nghiép co thé cung cp thong tin va gia ca san pham mot cach
nhanh chong, day du va thuong xuyén dugc cip nhat thong qua website cua ho.
Bén canh d6, doanh nghiép co6 thé giao tiép va phan hdi yéu cu cta khach hang
mot cach nhanh chong, tién lgi thong qua moi truong mang. Tang kha nang ca
biét hoa san pham va dich vu ciing 13 yéu t6 gép phan thit chit quan hé va cung
¢6 long trung thanh ctia khach hang.

Cai thién hé théng phan phdi: TMDT gop phan 1am giam lugng ton kho va
doi hoi vé co s vat chéat ki thuat thong qua viéc ap dung phuong phap quan ly
day chuyén cung ung kéo. Qué trinh ndy bat dau tir dit hang cta khach hang va
stt dung phuong phap san xuét dang thoi han. Phuong phap kéo thuc day su
tuong thich gifra nhu cau khach hang véi san phém, dich vu cua doanh nghiép,
g6p phan cai thién hé théng phan phdi.

Céc loi ich khac ma TMBT mang lai cho doanh nghiép nhu: kich thich su
sang tao va tao diéu kién khéi dong nhiing du an kinh doanh mé1i, nang cao uy
tin va hinh anh doanh nghiép, tao ra sy chuyén mén héa trong kinh doanh (nhiéu
siéu thi dién tr s& chuyén ban mot hodc mot sé mit hang). Ngoai ra, TMPT con
1a cong cu giup cac doanh nghiép vira va nho khic phuc nhimng diém kém loi thé
dé canh tranh ngang bang véi cac doanh nghiép 16n (vé qui mé, vé dia diém kinh
doanh, ...).

Loi ich ciia TMPT déi véi nguoi tiéu ding

Puoc cung cip nhitng san pham, dich vu da dang, phong phu, vuot gidi han
vé khong gian va thoi gian: Viéc mua sim cia khach hang khong bi gidi han vé
pham vi dia 1y, khach hang c6 thé mua sim 24 / 24h trong ngay, tit ca cic ngdy
trong nam. TMBDT cung cép cho khach hang nhiéu su lua chon vé san pham va
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dich vu hon, thong tin san phém va dich vu cling phong phu va dugc cap nhat
thuong xuyén hon.

Giam chi tiéu, tiét kiém thoi gian mua sam: TMDT thuac déy su canh tranh
va tir 46 din dén su giam gia bén virng. Qua d6, TMPT giam chi tiéu cho khach
hang vé san phém va dich vu ma ho nhan dugc thong qua viéc chép nhan mua
ban khong phu thudc vao vi tri dia Iy ciia nha cung tng.

C6 diéu kién tac dong va hd trg 14n nhau trong cong dong kinh doanh
TMDT: Khach hang c6 thé trao doi cac ¥ tudng va kinh nghiém mua ban, tham
gia mua ban trén cac san dau gid hodc co thé cing nhau tham gia mua mot moén
hang nao d6 véi sb luong 16n dé duoc hudng wu dii giam gia.
2.1.3.2. Han ché ciia thuong mai dién tir

C6 hai loai han ché cia TMDT, mot nhém mang tinh k§ thuat, mot nhom

mang tinh thuong mai:

Han ché vé ky thudt

- Thiéu sy an toan cua ca hé théng, do tin cay, cac chuin muc va co s& ky
thuat cho nhing giao tiép can thiét. Téc d6 dudng truyén Internet van chua dap
ung

dugc yéu cau cua nguoi dung, dieu kién no1 mang tai nhi€u dia phuong trén ca
nudc con nhieu kho khan.

- Kho khan trong viéc két hop cac phan mém TMPT véi cac phan mém tng
dung va cac CSDL truyén thong.

- Can ¢6 cac may chu TMPT dac biét (cong suét, an toan) doi hoi thém chi phi

dau tu, hon nira cac cong cu xay dung phan mém van trong giai doan dang phat
trién.

- Thuc hién cac don dat hang trong TMDT B2C doi héi hé théng kho hang
tu dong 16n.
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Han ché vé thuong mai

- An ninh va riéng tu 13 hai can trd vé tam 1y d6i voi nguoi tham gia TMDT,
hon nita, gian 1an ngay cang gia ting dan dén thiéu long tin noi khach hang. Kho
khin trong viéc thay ddi thoi quen mua hang truyén théng ctia khach hang.
Chuyén d6i théi quen tiéu dung tir thuc dén 4o can thoi gian.
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- Nhiéu van dé vé luat, chinh sach, thué chua duoc hoan thién, vi du nhu
van dé bao ho ban quyén trong giao dich TMBPT con yéu, cac chuyén gia vé thué
trong

TMDT con rat it.
- Cac phuong phap danh gia hiéu qua cia TMDT con chua day du, hoan thién.

- Sb lwong ngudi tham gia chua du 16n dé dat loi thé vé quy mé (dugc hiéu
don gian 1a sy ting 1én trong d6 lwong san pham s& lam giam chi phi binh quéan
trén mdi san pham san xuét ra).

2.1.4. Cac chirc ning cia thwong mai dién tir

Chtrc nang cua TMDT tuong ty nhu cac chirc nang cua thuong mai noi
chung bao gdm: Chtrc ning lwu théng, Chirc ning phan phdi, Chic ning thi
truong. Trong d6, hai chirc ning quan trong va 13 diém manh cia TMPT so véi
thuong mai truyén théng, d6 13 chirc ning phan phdi va chirc ning thi trudong.

2.1.4.1. Churc nang luu thong

Luu thong trong TMPT nham dap tng tat ca nhu cau cua khach hang vé
toan bd cac loai san pham tir mit hang thiét yéu cho dén cac loai san pham cao
cap hon. No tao ra mdi truong canh tranh manh mé giita cac cong ty, doanh
nghiép vira va nhd. Véi chiic ndng nay, TMDT con dua hang hoa tir nguoi ban
t6i ngudi mua trén pham vi toan cau, gitp cho doanh nghiép, c4 nhan nim rd
nhu cdu va thi hiéu ciia khach hang mot cach gan nhét trong qua trinh quang ba
san pham toi nguoi tiéu dung.

2.1.4.2. Chirc ndang phan phéi

Mot dic diém khac cia TMDT so v6i thuong mai truyén thong dugc thé hién
rat 16 trong chirc ning phan phéi. O day, TMDT da lam thay d6i han cach thic phan
phdi, mua/ban hang hoa truyén thng. Céc trung gian trén thi truong hau nhu khong
con can thiét nita khi trong méi truong mang toan cau cac thanh vién hoan toan cé
thé trao dbi truc tiép va mua ban hang hoa. M{t diém khac nira 1a viéc thanh toan
trong cac giao dich TMDT lai thuong dugc thanh todn qua trung gian (ngan hang
tryc tuyén) thong qua cic phuong tién thanh toan dién tir. Khi TMDPT duoc nhin
nhan nhu kénh phan phdi, sy nhan manh tip trung & méi truong TMPT. Tuc 1a &
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day cac san pham duoc phan phdi thong qua cac kénh phan phdi khac véi thong
thuong. C6 nhiéu loai san pham dugc dwa vao dang nay:
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- Céc san pham c6 thé chuyén ti€p bang dién tor duwgc nhu la cic cac van dé
lién quan dén bao hi€m, cac hang hoa ky thuat s6 nhu tin tirc, &nh s6 hod hay am

nhac,

.. cho phép truyén mét ban copy hoan héo t6i noi phan phat mot cach gan nhu
khong ton kém (thong qua Internet). Khi d6 Internet dong vai trd nhu mot sy
giam thiéu chi phi bién cta viéc san xuit cac san pham do.

- Céc san pham ma c6 gia tri tuong ddi thap va chat luong dong nhat (sach,
dia CD v.v ...). Déi voi cac dang san phim nay, TMDT dong vai tro “cung cap
mot kénh hiéu qua cho vi¢c quang cao, tiép thi va tham chi 1a ca phan phéi truc
tiép cac hang hoa va dich vy thong tin”,

2.1.4.3. Churc nang thi truong

Khi TMDT dugc nhin nhan nhu thi truong: Chic nang cua thi truong 1a
mang ngudi mua va ngudi ban cing véi san pham lai voi nhau trén thi trudng.
Trude day thi truong duoc hiéu 13 noi thu thap cac thoéng tin, so sanh gia ca, thu
thap cac 101 khuyén hay mang nguoi mua va nguoi ban lai véi1 nhau. Nhin nhan
TMBT nhu mot thi trudng bao ham maot cach nhin khac han vé thi truong, chu
trong hon t&i khai niém mét noi dé thong bao va trao doi giira cac bén, cic nguoi
mua, ¢d van va tim kiém cac ngudi mua trong tuong lai. Chtic ning cua thi
truong dugce nang cao trong cong dong cac khach hang dién tir (con duge goi 1a
cong dong 40). Su phat trién bung nd ciia mang Internet da bién méi trudng nay
trg thanh mot thi truong thue sy, day tiém niang voi kha nang tiép can toan cau va
c6 dac thu riéng vé ddi tuong st dung 1a cic doanh nghiép, ngudi tiéu dung tri
thirc va phan nao co6 thé néi 1a c6 thu nhap cao. Tinh cong khai ciia thong tin
cling 1a mot diém manh cua thi trudng ndy vi tinh canh tranh cao va kha ning tim
kiém d6i tac, khach hang méi.

Thi truong trong TMDPT 1a mdt cai nhin hoan toan khac so voi thi truong
thwong mai truyén thdng. Mot thi truong TMBT don gian chi dugc coi 1a noi thu
thap thong tin, nhirg 16i khuyén, nhan xét hay so sanh gia ca giita nhitng san pham
v6i nhau. V6 hinh chung, thi truong d tao ra mot mdi lién két gitta cac bén dbi tac
v6i nhau. Thi truong TMDT c6 mot wu diém tuyét ddi so véi thi trudng truyén

thong, & day khong con khéi niém bién gidi cac qudc gia voi nhau, thi trudng nay
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tryc tiép tac dong t6i kha ning canh tranh toan cau. Thi trudng TMDT khong cha

trong toi cc thuc thé trung gian, ma chi tap trung téi khai niém noi dé thong bao
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va thoi diém gitra cac bén, cac ngudi mua cd van va tim kiém khach hang cua
minh trong tuong lai. Vi vdy chirc nang cua thi truong dugc nang cao trong cong
dong dién tir hay chinh 1a thi truong do.

Thi truong ¢ day chinh 1a mang ludi thong tin. Dudi tdic dong ctiia cong
nghé thong tin Internet day di trd thanh mot thi trudng thuc su, day tiém ning
v6i kha ning lién két thanh cong va c6 dic thu riéng vé dbi tuong ngudi sir dung
chinh 1a cac doanh nghi€p, cd nhan, cong dan tri thirc hay n61 mdt cach khac la
nhitng ca nhan, tadp doan co6 thu nhap 16n. Mot dac diém dic biét cua thi truong
TMDT tao nén diém manh ciia né d6 1a tinh cong khai cua thong tin trong thi
truong, cho phép kha ning tim kiém d6i tac va kha nang canh tranh cao.

Thi truong TMDT tao ra kénh lam viéc moi lién tuc trong ca ngay, day la
kénh lam viéc truc tiép téi khach hang v&i quy mé rong, tbc dd nhanh tao ra kha
nang kinh doanh lién tuc 24/24 gi. Kénh 1am viéc nay khéng can phai nhan vién
giam sat truc tiép khach hang nhu cac trung tam thuong mai, si€u thi, chg binh
thuong, ... Khong can tryc tiép thué dia diém ban hang, khong can hé thong kiém
tra, gioi thi¢u san phém, hé théng thanh toan tién, tit ca déu do Website thuc hién
tu dong, nhanh chéng.

2.1.2. Tong quan tinh hinh phat trién thwong mai dién tir tai Viét Nam

Trong nhiing nam gan day tinh hinh thuong mai dién tr Viét Nam da co su
phat trién vuot bat. Trong d6, nam 2019 1a nim ban 1& cia toan nganh thuong
mai dién tir (TMDT) Viét Nam khi c¢6 nhitng dau hiéu cu thé cho thay thi truong
dang dan truong thanh hon vé nhiéu mat. Con ndm 2020, thi trudong thuong mai
dién tir gdp nhiéu bién dong boi dich bénh Covid-19. Trong thoi ky gian cach xa
hoi, TMPT phat trién kha manh do nguoi dan chap hanh yéu ciu ¢ nha dé phong
chbng dich, do d6 lugng ngudi truy cdp vao cac trang thuong mai dién tir ting
vot so véi trudc khi bung dich, tim dén cac trang TMDT dé mua sam thuc pham,
san pham thiét yéu, vat dung y té khién cho hoat dong ctia nganh TMDT ngay
cang soi ndi gitp cho nganh TMDT & Viét Nam phat trién v6i tbe d6 rat nhanh
tir 25% - 30%/nam hon murc trung binh thé gidi 20%.

Su ra doi cua nhiéu trang thuong mai dién tr méi két hop véi cac chién luoc
tap trung khach hang cua nhimg nén tang cii da tao nén khong khi s6i dong, nhon
nhip va day tinh canh tranh cho loai hinh kinh doanh nay. Ngudi tiéu ding chi can

Tham khdo mién phi cac tai liéu khac tai luanvantot.com



https://luanvantot.com/
https://blog.webico.vn/top-10-trang-web-thuong-mai-dien-tu-uy-tin-nhat-hien-nay/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

16

Tham khéo mién phi céc tai liéu khac tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

st dung dién thoai thong minh hay bat ky thiét bi dién tr c4 nhan nhan nao dé
dang nhap vao tai khoan ciia minh va tim kiém san phdm hay tham quan. Pon
gian, d& st dung va tién loi hon nhiéu so v6i hinh thitc mua ban hang truyén
thdng nhu trude day. Bén canh d6, & Viét Nam nhu cau mua sim tryc tuyén cia
moi ngudi cling dang ting nhanh, nén tiéu chuin va ky vong cua ho vé chit
luong va su da dang cua san pham, dich vu ciing s& ting theo. Do d6, ngay cang
nhiéu nguoi tiéu dung tim kiém mua cac san phém, nhan hiéu hoac dich vu cu
thé phuc vu cho cac nhu cau c4 nhan ngay cang cao cta ho.

Top 4 san hang dau 1a Shopee Viét Nam, Lazada Viét Nam, Tiki va Sendo,
du déu co su ting trudong bén viing qua cac nim vé luong nguoi st dung thuong
mai dién tr Viét Nam. Nam 2020 la thach thirc nhung ciling 1a co hdi 16n cho
nhiing cong ty biét doi méi va biét giit chan khach hang bang chat luong, voi quy
mo tr 0,4 ty USD nam 2015 tang 1én 5 ty USD vao 2019 va ky vong dat 23 ty
USD vao 2025, theo Google - Temasek.
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Hinh 2.1: Bing xép hang cic doanh nghi¢p thwong mai dién tir hang dau tai
Viét Nam (Nguon: iPrice insights)

Theo céc sb liéu tir bang xép hang & trén cho thay, trong nim 2019 Shopee
Viét Nam tiép tuc dan dau vé lugng truy cap website, dat trung binh 38 tri¢u
luot/thang. Theo sau 1an lugt 13 Thegioididong véi 28 triéu lugt/thang, Sendo véi
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27.2 triéu luot/thang, Lazada vdoi 27 triéu luot/thdng va Tiki véi 24.5 tri€u
lugt/thang.
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Vi su hd tro tai chinh tir SEA Limited, Shopee da phat trién rat nhanh, c6
su canh tranh manh trén thi truong day tiém nang nay. Ho di giéi thiéu tinh ning
Shopee Live vao thang 3/2019, quang ba thuong hi¢u véi Cristiano Ronaldo vao
thang 9/2019, t6 chitc Shopee Show vao thang 11/2019 va hop tic véi
GrabExpress vao thang 12/2019.

Vi la mot trang thuong mai dién tir con kha moi1 nén Sendo trong thoi gian do
chu yéu tap trung vao viéc thu hat nguoi dung méi. Tir Quy 1 dén Quy 2, luong
truy cép trang web Sendo ting 24%. Pong thoi, tng dung di dong ciia Sendo ciing
dtng tha 2 trén toan quéc vé lugt tai xuéng méi trong Quy 2 va 3 nim 2019.

Mat khac, Tiki chon cach di chdm ma chic béng cach tung ra tinh nang
phat truc tiép méi mang tén TikiLive va cai thién kha ning luu kho ciing nhu
giao hang nhanh ctia ho. Theo bdo céo cia iPrice, két qua khong thé bo qua cia
nhimg nd luc nay 1 Tiki d3 nhan duoc phan hdi tt tir nguoi tiéu dung, giup ho
dung thir 2 trén toan qubc vé mirc d6 phd bién trén mang xa hdi vao nam 2019,

Cubi cung, Lazada Viét Nam da danh phan 16n thoi gian trong nim cho
céc hoat dong két hop giai tri va mua sim nhu Lazada Super Party, gamehow
Guess It va Pai nhac hoi Lazada. Do hau hét cac hoat dong nay chi danh cho di
dong nén Lazada du dimg thir 2 vé lwong nguoi dung ung dung nhung chi dimg
thtr 5 vé luong truy cap website, dat 23,8 tri€u luot truy cdp / thang.

Sau moOt nam phat trién manh mé cua thuong mai dién tur, bén canh nhiing
thang loi thu dugc thi cdc cong ty thwong mai dién tir hang dau tai Viét Nam
cling nhan thay dugc nhu ciu vé toc do giao hang nhanh chéng va kip thoi cua
nguoi tiéu dung 1a mot yéu td can thiét, ho can phai day nhanh trién khai nhiéu
chién lugc khac nhau dé cai thién toc do giao hang. Nhin vao nam 2020, co s¢ ha
tang giao hang sé& tiép tuc dong mot phan quan trong trong su lua chon cta nguoi
tiéu dung va s€ tap trung hon vao sy canh tranh gitra cac cong ty. Dich vu giao
hang cho khach hang nhanh chéng, ding gio, dédp ing nhanh, gi4 ca canh tranh
va tham chi c¢6 thé tré thanh mot yéu t6 quyét dinh trong khong gian thuong mai
dién tir trong thoi gian tdi.

2.1.4. Pinh nghia thwong mai dién tir gitra doanh nghiép véi doanh nghiép
(B2B)
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Thuong mai dién tir B2B 1a qua trinh thyc hién viéc mua va ban tryc tuyén
trén mang gifra cac cong ty voi nhau”. Ngoai viéc mua va ban, thuong mai dién tir
B2B con c6 nhiéu hoat dong khac gitra cac cong ty voi nhau trong dé co viéc quan

1y day chuyén cung tmg, tir nha cung cip dén cong ty va tir cong ty toi khach hang.

Xét vé hoat dong churc nang, md hinh thuwong mai dién tor B2B duogc chia
thanh hai loai lién quan dén hoat dong kinh doanh ctia cac cong ty tham gia:

Céc hoat dong mua ban hang hoa va dich vu cua cac cong ty thong qua mo
hinh Internet vi hai phan riéng biét:

- Mua nguyén liéu thé hay céc thanh phan khac ctia san pham tir cac cong ty
d6i tac dé phuc vu san xuét (B2B).

- Ban céac thanh pham cho cac nha ban budn va ban 1¢ hay ban truc tiép toi
nguoi tieu dung (B2B + B2C).

Cung ce‘ip dich vu co ban cho giao dich TMPT nhu tai chinh, h¢ théng dat
hang va thanh toan, bao mat h¢ théng, thué chd dat web, van chuyén va giao
nhan etc.

Diém chinh trong ca hai loai hinh thuwong mai dién tor B2B ké trén 1a tat ca
cac giao dich déu duoc tién hanh qua hé théng mang tich hop, bao gém ca hé
théng mang ndi bd va hé thong mang lién két lap giita cong ty va cac doi tac dé
trao d6i thong tin kinh doanh.

Ngoai ra cac giao dich dugc tién hanh trong mé hinh B2B con yéu cau str
dung chuan trao doi dir liéu dién tir (EDI - Electronic Data Interchange) dé thiét
1ap kénh thong tin giao dich giita cac dbi tac.

2.1.5. Pinh nghia thwong mai di¢én tir gitta doanh nghi¢p véi khach hang
(B2C)

C6 nhiéu dinh nghia vé thwong mai dién tir gitta doanh nghiép vai khach
hang (B2C) nhu sau:

Mua hiang qua mang 13 qua trinh mua san pham hay dich vu thong qua
Internet. Mua hang qua mang la mdt hinh thuc cua thuong mai dién tor dugc
dung trong giao dich B2B hodc B2C (Haubl, G. and Trifts, V. (2000)).
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Tap doan Sybase dua ra dinh nghia Thuong mai dién tir gitta doanh nghiép

va nguoi tiéu dung (B2C e-commerce) la “kha nang ctia doanh nghi€p trong viéc
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cung Ung cac san pham, hang hoa, su ho trg va thong tin truc ti€ép cho nguoi ti€u
dung ca nhan trén Internet”.

Tuong tu, IBM dinh nghia Thuong mai dién tor B2C 1a “viéc su dung cac
cong nghé trén co s& Web dé ban hang hoa, dich vu cho mot ngudi tiéu ding
cudi cung”.

2.1.6. Dinh nghia dich vu mua hang qua mang

Mua hang qua mang dugc dinh nghia 1a hanh vi cia nguoi ti€éu dung trong
viéc mua sdm thong qua cic ctra hang trén mang hodc website st dung cac giao
dich mua hang truc tuyén (Haubl, G. and Trifts, V. (2000)).

Mua hang qua mang 13 qué trinh mua san pham hay dich vu thong qua
internet. Mua hang qua mang la mdgt hinh thirc ctia thuong mai dién tir dugc dung
trong giao dich B2B hoac B2C (Haubl, G. and Trifts, V. (2000)).

Mua hang qua mang la mot giao dich dugc thuc hién béi nguodi ti€u dung
thong qua giao dién dua trén mdy tinh bang cach may tinh cta nguoi tiéu ding
dugce két ndi va c6 thé twong tac voi cac ctra hang s6 hoa ciia nha ban 1¢ théng
qua mang may tinh (Haubl, G. and Trifts, V. (2000)).

2.1.7. Khai niém hanh vi nguoi tiéu dung

Theo Kotler, Wong, Saunders va Armstrong (2005a) xac dinh hanh vi mua
ciia ngudi tiéu dung 13 “hanh vi mua ctia nguoi tiéu dung cudi cing ca nhan va ho
gia dinh mua hang hoéa va dich vu cho ti€u dung ca nhan”. Nghién ctru hanh vi cua
nguoi tiéu dung lién quan dén viéc tim hiéu ai mua? Lam thé nao dé ho mua? Khi
nao ho mua? Noi nao ho mua? Va tai sao ho mua? Hanh vi x4y ra ngoai cho ca
nhan hoic trong bdi canh ctia mot nhom ngudi (vi du nguoi ban s& anh hudng dén
viéc lua chon quﬁn ao cua mot ngudi) hoac mat td chuc (nhitng nguoi lam vi¢e

chdm mét to chire ra quyét dinh lira chon loai san phim cho cong ty st dung).

Tuy nhién, ngudi mua hang khong nhat thiét 1a nguoi tiéu dung nhan dinh
nguoi tiéu dung. Kotler P,Wong V, Saunders J, Armstrong G, (2005a) nhan dinh
nguoi tiéu dung 13 “ngudi that su st dung san pham hoic dich vu”, trong khi
ngudi mua 1a “nhitg ngudi that sy mua san pham nhung c6 thé khong nhat thiét
phai sit dung hang héa va dich vy”.
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Theo Hi¢p hoi Marketing My - AMA, Hanh vi nguoi tiéu dung la su
trong tac khéng ngimg bién doi gitta sy cam thu va nhan thirc , hanh vi va céc
yéu t6 moi trudng thong qua d6 con nguoi thuc hién cac hanh vi trao doi .

Theo Leon G. Schiffman, Leslie Lazar Kanuk (1991), Thuat nglr hanh vi
nguoi tiéu dung dugc hiéu 1a hanh vi ma mot ngudi tiéu dung thé hién trong khi
tim kiém, mua sdm, st dung, danh gid va loai bo san phém/dich vu ma ho ky
vong sé& thoa mén nhu ciu ctia minh. Viéc nghién ctru hanh vi ngudi tiéu dung s&
tap trung tim hiéu xem céc ca nhan ra quyét dinh nhu thé nao dé “tiéu xai” nhimng
nguén luc ma ho c6 (tién bac, thoi gian, nhitng nd luc) vao cac san phém/dich vu
lién quan dén tiéu dung, bao gém ho mua gi, vi sao mua, mua nhu thé nao, mua
khi nao, mua & dau, mirc do thuong xuyén mua...

Theo Solomon Micheal (1992), Hanh vi nguoi tiéu ding 12 mdt tién trinh
cho phép mot cd nhan hay mot nhém nguoi lya chon, mua sam, st dung hodc
loai mot bo san phém/dich vu, nhitng suy nghi da co, kinh nghiém hay tich luy,
nham thoa mén nhu cau hay udc muén cua ho.

Theo James F. Engel, Roger D. Blackwell, Paul W. Miniard (1993), Hanh

vi ngudi tiéu dung 13 toan bo nhitng hoat dong lién quan truc tiép dén qué
trinh tim kiém, thu thap, mua sam, s& hitu, st dung va loai bo san ph:flm/dich Vu.
N6 bao gém ca nhiing qua trinh ra quyét dinh dién ra trudc, trong va sau cac
hanh

dong do.
2.2. Tong quan nghién ctru
2.2.1. Tong quan nghién ctru ngoai nuéce

Turk va Elif (2019) vé6i dé tai “Cac yéu t6 anh huong dén quyét dinh mua
sam truc tuyén: Khach hang & Thd Nhi Ky”. Trong bai nghién ctru ndy, cac yéu td
anh hudng dén quyét dinh mua sim truc tuyén ctia khach hang dugc xem xét, xac
dinh cac dic diém, diém yéu va loi ich 1au dai ciia mua sidm truc tuyén. Tu cudc
khao sat thu thap duoc ¥ kién cta nhitng ngudi tham gia nhan thiy dugc binh luin
ctia nguoi dung 13 mot yéu td quan trong quyét dinh dén quyét dinh mua hang cua
khach hang tryc tuyén. TAt ca nhitng nguoi tham gia cho biét néu ho mua san pham

lan dau tién, ho s€ luén luén doc binh ludn cua nguoi dung khac da mua san pham
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d6. Néu ho mua mot san phém tor mot nguo1 ban truc myén khong xac dinh, ho s€

doc rat sau nhan xét ctia nhitng nguo1 mua khac. Hon 75 nguoi tham
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gia no6i rang ho kiém tra binh luan cta nguoi dung trén facebook va twitter. Pic
biét doi voi nhitng nguoi tham gia 1a phu nit, nhan xét cla nhitng nguoi da timg
mua san pham rat quan trong trong qua trinh quyét dinh mua mot san pham.

Le Hoang va Phuong Viet (2020) v6i dé tai “Cac yéu t6 anh hudng dén su
quan tdm mua hang truc tuyén: truong hop trang thuong mai dién tir Lazada”. Bai
nghién ctru nady nhdm tim hiéu quy mé va thudc do muc d anh huong cia cac yéu
t6 anh huéng dén y dinh mua sim tryc tuyén cua nguoi tiéu ding trén trang web
thuong mai dién tor Lazada tai Thanh phé H6 Chi Minh. Tir két qua khao sat 300
khach hang, tac gia chi ra 6 yéu t6 anh huoéng tich cuc dén y dinh mua hang truc
tuyén bao gé)m: tinh hiru ich - tién loi, niém tin, nhan thirc kiém soat hanh vi, nang
luc kinh doanh va y kién ctia nhom tham khao. Yéu té khéc 1a rii ro duoc nhan thirc

c6 anh huong ti€u cuc dén y dinh mua sam truc tuyén cua khach hang.

Qua bai nghién ctru “ Céac yéu t6 anh huong dén viéc lya chon mot trang
web thuong mai dién tor & Bangladesh: Quan diém cua nguoi ban hang dién ti”
cua Sahel, Samira ; Anwar, Tasmia ; Nandi, Barnali (2018) cac nghién ctru cho
thay rang trong sd cac yéu té dugc lua chon, tinh dé sir dung duoc xép hang dau
tién chiém 45%, tiép theo 1a quyén riéng tu va bao mat, trai nghiém trudc day,
dich vu khach hang, sy da dang ctia san pham va hinh anh thuong hiéu.

Nghién ciru cung cap céc yéu té anh huéng dén qua trinh quyét dinh mua
sam truc tuyén bang cach so sanh viée ra quyét dinh ngoai tuyén va truc tuyén “Céc
yéu té anh huong dén lya chon mua sdm cta khach hang - Nghién ctru so sanh gitra
mua sam truc tuyén va ngoai tuyén & Odisha, An D9” ciia cac tac gia Gupta, Puja ;
Sethi, Narayan (2016). Nghién ctru ndy xem xét cac yéu to anh huong dén viéc mua
sam truc tuyén va ngoai tuyén ctia ngudi tiéu dung. Nghién ctru nay dua trén su két
hop cua ca dir liéu dinh tinh va dinh lugng. D liéu dinh tinh dugc thu thdp thong
qua viéc ldy mau tir nguoi tiéu dung duoc chon mot cach ngiu nhién. Ca thé mau
duoc chon tir cac nhom tudi khac nhau, gio1 tinh khac nhau va tir cac dia diém khac

nhau ctia Rourkela. P61 véi nghién ctru nay, gom co

150 mau dugc ldy dé phong van. Nghién ciru cho thiy phu nit thich mua sam truc
tuyén hon nam gi6i. Nhitng ngudi tir nhém tudi 35 trd 1én thuong it mua sdm truc
tuyén hon vi ho it hiéu biét vé cong nghé. Tir két qua khao sat thu duoc cac yéu tén

anh hudng dén mua sam truc tuyén: su rui ro, sy tién 1oi, su lo lang, tradi nghiém
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mua sim truc tuyén trude day, chinh sach gia, chit luong, su tin tudng, thoi gian
giao hang, chit luong san phém, thong tin, sy da dang, mua sam kin ddo, vu di.

Kumar, Naveen va Gupta, Upasana (2017) v6i dé tai “Cac nhan to anh
huong dén hanh vi mua hang truc tuyén cta khach hang & cac thanh phd cap III
ctia An D9- Phuong phap tiép can phan tich nhan t5”. Nhan thay tim quan trong
ngay cang tang ciia nganh ban 1& tryc tuyén & An Do, cic nha ban 1é web va nha
tiép thi Internet phai hiéu cac yéu to quyét dinh dén hanh vi mua hang truc tuyén
ctia khach hang dé hiéu diéu gi 1a quan trong d6i v6i khach hang truc tuyén cua
An Po. Do d6, muc dich chinh ctia nghién ciru nay 1a tim hiéu cac yéu té khac
nhau anh hudng dén hanh vi cia khach hang khi mua hang & An P6. Nghién ctru
nay st dung dir liéu so cap dugc thu thap thong qua cudc khao sat 220 nguoi
mua sam truc tuyén. Cac phat hién cta nghién cru di chi ra rang hanh vi mua
hang truc tuyén ctia khach hang c6 lién quan déng ké dén 8 yéu t. Theo két qua
ctia nghién ciru, nhém tac gia thdy rang sy tién loi, tinh hiru ich nhan tir phuong
tién, kién thuc chuyén mon vé Internet, rai ro san phém, rui ro bao mat, rii ro
tién loi, rii ro khong giao hang va chinh sach tra hang /giao hang 13 tdm yéu t6
chi phéi anh hudng dén quyét dinh ciia khach hang khi mua hang truc tuyén.

Bai nghién ctru “Cac yéu té anh huéng dén hanh vi mua va khong mua
trong mua sam truc tuyén” ctia Bhagat, Sneha Mahendra (2015) chu yéu xéc
dinh cac yéu t6 anh hudng dén quyét dinh mua hang cua cic khach hang mua
sam truc tuyén va cac yéu td can dugc cac trang web thuong mai dién tur cai
thién. Cung v6i muyc dich nghién ctru nhitng 1y do ma ngudi tiéu dung dua ra dé
tr chi mua sam truc tuyén . Pay 1a mot nghién ctru dinh luong duoc thuc hién
trén mot mau gém 160 ngudi tra 10i va cau tra 10i cua ho duoc phan tich bang
phan tich nhan t6 . Két qua phan tich cua cudc khao sat cho thiy cac yéu té quyét
dinh mua hang cua khach hang mua sam tryc tuyén 14 sy tién loi va loi ich cua
viéc mua sdm truc tuyén , cac tinh nang va dich vu cua trang web va céac hoat
dong quang ba duoc thyc hién boi cic trang web. Cac yéu td can dugce cai thién
cua cac trang web thuong mai dién tir 1a viéc hién thi san phém va dich vu cua
cac trang web, dich vu sau ban hang va hau can.

Hao Kui (2013) v&i bai nghién ctru “Y dinh mua hang truc tuyén cua sinh
vién tai 8 truong dai hoc qudc gia & Bic Kinh, Trung Qudc”. Bai nghién ctru nay

tap trung vao ¥ dinh mua hang truc tuyén cia sinh vién tai tam truong dai hoc ¢
23
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Bic Kinh, Trung Qudc. Piéu tra cic yéu td c6 mbi quan hé véi ¥ dinh mua hang
tryc tuyén, sau d6 phan tich mot chiéu phuong sai (ANOVA), hé sé tuong quan
Pearson va hé sb twong quan Spearman. Cuy thé cac yéu t6 (bién) duoc xem xét
trong nghién ctru ndy 13 cam nhan vé gia, tinh dé sir dung, chat lugng trang web,
thuong hi¢u trang web, gia tri va su tin tudng ctia khach hang dugc cho la c6 anh
hudng quan trong dén y dinh mua hang.

Trong nghién ctru “Cac yéu td anh hudng dén ¥ dinh mua hang ddi véi cira
hang truc tuyén XYZ cua thé hé Y tai Thai Lan” cta Tuangporn Kongprapunt va
Nathaya Pupat (2018) nham xac dinh cac yéu t6 anh huong dén ¥ dinh mua hang
truc tuyén cia thé hé Y d6i véi cira hang truc tuyén XYZ & Thai Lan. Nhom
nghién ctru da thu thap 400 bang cau hoi, tat ca cac bang cau hoi dugc phan phodi
& Thai Lan qua biéu mau Google cho nhiing ngudi tra 16i ¢ y dinh mua hang
tryc tuyén qua cira hang tryc tuyén XYZ trong 3 thang qua va thé he Y tir 18-38
tudi vao nam 2018. Két qua kiém tra gia thuyét cho thay rang thé hé Y coi chat
lugng, hinh anh thuong hi¢u, sy tién loi, khuyén mai va long tin ¢é anh huong
dang ké dén y dinh mua hang tryc tuyén. Hon nita, két qua cho thay niém tin c6
anh huong déng ké nhat dén ¥ dinh mua hang truc tuyén.

2.2.2. Tong quan nghién ctru trong nuéc

Nguyén Thi Bao Chau va Lé Nguyén Xuan Dao (2013), nghién ciru vé cac
yéu to anh huéng dén hanh vi mua sam truc tuyén cia ngudi tiéu dung tai thanh
phd Can Tho. Nhém tac gia sir dung phuong phap phan tich nhan td, phan tich
hdi quy da bién va phan tich phan biét dé xac dinh cac nhan t6 anh hudng dén
hanh vi mua sam truc tuyén cia ngudi dan thanh phé Can Tho. Két qua nghién
ctru d chi ra nhan td rai ro vé tai chinh va san phém, da dang vé su lua chon
hang héa, niém tin, tinh dap (mg cta trang web, i ro vé thoi gian, sy thoai mai,
su thuan tién, gia ca c6 anh hudng dén viéc quyét dinh tiép tuc (hodc bt dau)
mua sam tryc tuyén ciia ngudi tiéu dung. Trong d6, nhan t6 su thoai mai tac
dong 16n nhat dén hanh vi mua sam tryc tuyén.

Nguyén Thi Ngoc Giau (2016) trong nghién ctru cua minh d3 dua ra
nhiing nhan t6 tac dong dén quyét dinh mua hang dién tryc tuyén nhu: sy hiru
ich, tinh dé sir dung, kiém soat hanh vi, anh hudng xa hoi, nhan thirc rui ro.
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CHUONG 3. PHUONG PHAP NGHIEN CUU
3.1. Quy trinh nghién ctru

Céc budc thuc hién nghién ctru trong bai duoc thé hién cu thé theo so d6 sau:

Lua chon dé tai

N\

Lap ké hoach thuc

higm

bit van d¢, xay

dung gia thuyét

J

Thu thap két qua,

Xt Hthonmg tim

y

Viét bao cdo két

2 1 A 4
(qud Igicir cuu

Hinh 1: Quy trinh nghién ciru

3.2. Phuwong phap chon miu va quy mé miu

Quy mo6 mau: Theo Hair va cong su (2006), kich thudc mau téi thiéu dé sir
dung EFA 1a 50 t6t hon 13 100 va ti 18 s6 quan sat/ bién do luong t6i thiéu 1a 5:1.1
bién do ludng toi thiéu 1a 5.

N=5*30

Phuong phap thu thap thong tin: Thong tin dit liéu dugc thu thap thong qua
phuong phap chon mau phi ngau nhién thuan tién.
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Mo ta: Nhom sé tién hanh khao sat 150 khach hang (twong (mg véi 30 bién
quan sat) trong dia ban tinh Binh Duong. Thoi gian thuc hién tu ngay
01/10/2020 dén ngay 15/10/2020.

3.3. Phan tich dir li¢u
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3.3.1. Kiém tra d9 tin cy biang h¢ s6 Cronbach’s Alpha

Do tin cdy cua thang do dugce danh gia bang phuwong phap nhat quan ndi tai qua
hé s6 Cronbach’s Alpha. Str dung phuwong phép hé sé tin cdy Cronbach’s Alpha trudc
khi phén tich nhan t6 EFA dé loai cac bién khong phu hop vi cac bién rac nay c6 thé
tao ra cac yéu t6 gia (Nguyén Dinh Tho & Nguyén Thi Mai Trang, 2009). Hé sé tin cay
Cronbach’s Alpha chi cho biét cac do luong cé lién két v6i nhau hay khong; nhung
khong cho biét bién quan sat nao can bo di va bién quan sat nao can giir lai. Khi do,
viéc tinh toan hé sb twong quan giita bién-tong sé giup loai ra nhitng bién quan sat nao
khong dong gép nhidu cho sy mo ta cua khai niém can do (Hoang Trong & Chu
Nguyén Mong Ngoc, 2005).

Nhiéu nha nghién ciru déng y khi Cronbach alpha tir 0.8 dén gan 1 thi thang do
luong 1a tt, tir 0.7 dén gan 0.8 1a sir dung dugc. Hé sb twong quan bién tong phai tir
0.3 trd 1én. Mot sd nha nghién ctru khic dé nghi rang Cronbach alpha tir 0.6 tré 1én 1a
c¢6 thé st dung duoc trong truong hop khai niém dang do luong 1a méi hodc méi dbi
v6i ngudi tra 101 trong bdi canh nghién ctru (Nunnally, 1978; Peterson, 1994; Slater,
1995, trich trong Hoang Trong, Chu Nguyén Mdng Ngoc, 2008)

DT{ong nghién ciru nay, didu kién chip nhan bién quan sat dugc d& nghi theo tac gia Hoang Trong: gia tri Cronbach’s Alpha phai = 0,6 va hé s twong quan bién - tong >
3.3.2. Phan tich nhan to kham pha (EFA)
Phan tich nhan t6 1a tén chung ctia mgt nhém cac thu tuc dugce s dung chu yéu

dé thu nho va tom tit cac dir liéu. Phan 16n trong nghién ctru, chung ta s& thu thiap duoc
mot sd lwong bién kha 16n va hau hét cac bién nay co lién hé voi nhau, chung ta can

phai gidm bot dén mot sd lugng co thé sur dung duoc.
Nguyén tic rat trich:

Hé s6 KMO (Kaiser-Meyer-Olkin) 1a mot chi s6 dung dé xem xét sy thich hop
ctia phan tich nhan t6. Trj s6 cia KMO phai dat gia trj 0.5 tr¢ 1én (0.5 <KMO < 1) 1a
diéu kién du dé phan tich nhan té 13 phu hop. Néu tri s6 nay nho hon 0.5, thi phan tich
nhan t6 c6 kha nang khong thich hop véi tap dit liéu nghién ciru.

Kiém dinh Bartlett (Bartlett’s test of sphericity) dung dé xem xét cac bién quan

sat trong nhan t6 ¢ tuong quan voi nhau hay khong. Chung ta can luu ¥, diéu kién can

26

Tham khdo mién phi cac tai liéu khac tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

dé 4p dung phan tich nhan t6 13 cac bién quan sat phan anh nhimg khia canh khac nhau
ctia cling mot nhan t6 phai c6 mdi trong quan voi nhau. Piém nay lién quan dén gia tri
hoi ty trong phan tich EFA dugc nhic & trén. Do d6, néu kiém dinh cho thiy khong c6
y nghia théng ké thi khong nén ap dung phan tich nhan t6 cho cic bién dang xem xét.
Kiém dinh Bartlett c6 ¥ nghia thong ké (sig Bartlett’s Test < 0.05), ching to cc bién

quan sat cé tuong quan véi nhau trong nhan to.

Tri s6 Eigenvalue 1a mét tiéu chi sir dung phd bién dé xac dinh s luong nhan t6
trong phan tich EFA. Véi tiéu chi ndy, chi c6 nhimng nhén t6 nao c6 Eigenvalue > 1 méi

dugc gitr lai trong mo hinh phan tich.

Téng phuong sai trich (Total Variance Explained) > 50% cho thdy mo hinh EFA
1a phu hop. Coi bién thién 1a 100% thi tri s ndy thé hién cic nhan t6 duogc trich co

dong dugc bao nhiéu % va bi that thoat bao nhiéu % cua céc bién quan sat.

3.3.3. Piéu chinh mé hinh nghién ciru

Sau khi thuc hién kiém tra do tin cdy cua thang do thong qua hé s6 Cronbach’s
Alpha va phan tich nhan t6 kham pha, loai bo nhitng bién khong phu hop theo quy tic
da néu & trén, gom bién, thay ddi tén cua cac bién dé viéc thé hién y nghia cua cac bién

dugc chinh xac hon sao cho phu hgp véi mo6 hinh maéi thu duoc.

3.3.4. Phan tich twong quan
Str dung hé ) tuong quan Pearson (1) dé lugng hdéa mirc do chat ché mdi lién hé
tuyén tinh giira 2 bién dinh lugng. Khi gia tri tuyét dbi cua r tién gan dén 1 khi hai bién

c6 mdi twong quan tuyén tinh chit chg, gia tri r = 0 chi ra rang hai bién khong c6 mbi
lién hé tuyén tinh. Tuy nhién, gi4 tri cta r cho biét khong c6 mdi lién hé tuyén tinh giita

2 bién chua han c6 nghia 2 bién d6 khong c6 méi lién hé. Vi véy, hé s tuong quan tuyén

tinh chi nén dugc st dung dé biéu thi mrc do chit chd cua lién hé tuong quan tuyén
tinh. Ngoai ra, can phai kiém dinh hé sé r co gia tri cao duoc & trong mau c6 phan anh
mot hiép bién thién that sy trong tong thé khong hay chi do ngdu nhién. Dé kiém dinh
gia thuyét nay, cAn mot sé gia dinh vé phan phdi chung cua ca hai bién. Gia dinh théng
thuong 14 cic mau ngau nhién doc 1ap duoc 14y ra tir tong thé trong d6 ca hai bién déu
c6 phan phdi chuin. Néu khong biét trude gi vé chiéu hudng méi lién hé nén sir dung
kiém dinh hai phia. Ttrc 1a gia thuyét hé s6 twong quan bang 0 bi bac boé dbi véi ca hai
gia tri dwong qua 16n hodc gia tri Am qua nho cta t. Néu chiéu huéng mai lién hé di c6
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thé xac dinh thi gia thuyét chi bi bac bo khi gia tri t du 1on theo hudng di xac dinh. Sau
khi thuc hién phén tich twong quan, tién hanh budc tiép theo 13 xay dung mo hinh hdi
quy tuyén tinh.

3.3.5. Xay dung mo hinh
Mo hinh hdi quy tuyén tinh c6 dang:

Trong do: Y la bién phu thudc, biéu hién gia tri cua bién doc 1ap th p tai quan sat thir i, cac hé s6 14 hé sb hoi quy
riéng ting phan, 1a bién ddc 1ap ngau nhién c6 phan phoi chuan véi trung binh 1a 0 va phuong sai khong doi

Mo hinh tuyén tinh ¢ cac gia dinh: bién phu thudc c¢6 phan phdi chuan déi véi
bat ki két hop ndo cia cac bién doc 1ap trong mo hinh; khong cé bién giai thich ndo co
thé duoc biéu thi duéi dang to hop tuyén tinh v6i nhitng bién giai thich con lai, néu co

thi s& xay ra hién tuong da cong tuyén.

St dung hé sb xac dinh 2 4é danh gia muc d9 phu hop cua mo hinh hdi quy tuyén tinh boi, kiém dinh F
de kiém dinh do phu hop cua mo hinh, kiém dinh ¥ nghia ctia cac hé s6 hoi ql}lgr kiém tra tinh da cong tuyén, danh
gia mirc d tic dong cua cac bién doc lap 1én bién phu thudc thong qua hé so Beta chuan hoa.

3.4. M6 hinh nghién ciru dé xuat va gia thuyét
3.4.1. Mo hinh nghién ciru

Sau qua trinh tim hiéu tai liéu, phan tich, quyét dinh tim hiéu cac yéu t6
tac dong quyét dinh mua hang qua cac trang thwong mai dién tir ciia khach hang
theo md hinh dudi day:
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Binh luan tir nguoi mua trudce

AAT1
U1r)

S tién loi, dé sir dung (H2) _—

¢t dinh

VA i Ea AN

T15) mua hang

Quyén riéng tu va bao mat

Trai nghiém trudc day (H4)

—-
Sy da dang ctia san pham, thuong /

hady (TTS0

TIICT (T

Su rui ro (H6)

3.4.2. Cac gia thuyét nghién ctru

H1: Binh luin tir ngudi mua trude ¢6 lién quan tich cuc toi quyét dinh mua hang
trén cac trang thuong mai dién tr cua khach hang.

H2: Sy tién loi, dé sir dung c6 lién quan tich cuc quyét dinh mua hang trén cac
trang thuong mai dién tir cua khach hang.

H3: Quyén riéng tu va bao mat co lién quan tich cuc quyét dinh mua hang trén
cac trang thuong mai dién tir cua khach hang.

H4: Trai nghiém trudc ddy c6 lién quan tich cuc quyét dinh mua hang trén cac
trang thuong mai dién tir cua khéach hang.

H5: Sy da dang ctia san pham, thuong hiéu c6 lién quan tich cuc quyét dinh mua
hang trén céc trang thuong mai dién tir cua khach hang.
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H6: Sy rui ro c6 lién quan ti€u cuc co lién quan tiéu cuc téi quyét dinh mua hang
trén cac trang thuong mai dién tr cia khéach hang.

3.5. Xac dinh thang do
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MBOi yéu tb dugce do luong boi thang do Liker (Rensis Liker, 1932) & 5 muc dd.
Nguoi duoc tién hanh phong van s& tra 10i cic cau hoi véi 5 mirc d6 véi timg
phat biéu.

Mrc d6 1: Hoan toan khong dong .

Mirc d 2: Khong dong .

Mirc do 3: Khéng c6 ¥ kién.

Mirc d6 4: Dong ¥.

Mrc d6 5: Hoan toan dong ¥.

Bang 3.1: Thang do binh luin tir ngwdi mua trude

STT Bién Ki hiéu
1 Danh gia qua hinh anh, video ctia ngu6i mua trudc BL1
2 Xem thoi gian giao hang c6 ding mo ta BL2
3 DPong goi san pham co chic chin BL3
4 Thai d6 phuc vu va giai quyét vin dé ctia nhan vién BL4
5 Chét lugng hang héa c6 ding véi mé ta BL5

Bing 3.2: Thang do su tién loi, dé sir dung

STT Bién Ki hiéu

1 To61 mua sam truc tuyén vi to1 c6 thé mua sam bat cur khi | TL1

nao t61 muon

2 Giao dién dé dang thao tac TL2

3 C6 nhiéu chuong trinh giam gia TL3

4 Hinh thuc thanh toan da dang, thuan tién TL4

5 T6i mua sdm truc tuyén vi toi khong phai ra khoi nha dé | TL5
mua sam
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Bang 3.3: Thang do quyén riéng tu va bio méat

STT Bién Ki hiéu
1 Thanh toan an toan BM1

2 Mua siam riéng tu BM2

3 Trang web bao vé tot thong tin c4 nhan ctia khach hang | BM3

4 Thong tin ctia khach hang st dung thé dugc bao mat BM4

5 Trang web cung cap day du thong tin vé ché d6 bao mat | BM5

Bang 3.4: Thang do trii nghiém trudc day

STT Bién Ki hiéu
1 Gia ré hon khi mua tai ctra hang TNI1

2 Thot gian giao hang dung han TN2

3 Chét luong san pham t6t TN3

4 Thanh toan tién loi TN4

5 Quy trinh dit hang d& hiéu TN5

Bang 3.5: Thang do s da dang ciia sin pham, thwong hiéu

STT Bién Ki hiéu
1 Nhiéu nha cung cap dbi vi mot san pham SP1
2 Hang hoa str dung t6t, bén SP2
3 Hang hoa giéng hinh va mo ta SP3
4 Hang hoa chinh hang SP4
5 Hang hoa qudc té SP5
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Bang 3.6: Thang do su rui ro

STT Bién Ki hiéu

1 Hang héa khong gidng v6i mo ta RR1

2 Hang héa bi hu hong trong qua trinh van chuyén RR2

3 Giao thiéu hang héa RR3

4 Thong tin sai vé xuat xtr hiang hoa RR4

5 Kho khin trong giai quyét tranh chip khi mua hang RRS5

Bang 3.7: Thang do quyét dinh mua hang

STT Bién Ki hi¢u

1 T6i rat thuong xuyén mua hang trén céc trang thuong Qb1
mai dién tir khi c6 nhu cau

2 To1 s€ gidi thieu nguoi than va ban be mua hang trén cac| QD2
trang thuong mai dién tu

3 To61 manh dan, tu tin mua hang trén céac trang thuwong mai| QD3
dién tir
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CHUONG 4. PHAN TiCH KET QUA NGHIEN CUU
4.1. Thong ké mo ta

Bang 4.1: Bang thong ké mé ta gi6i tinh

Frequenc | Percen | Valid Cumu
y t Percent Perce
Nam Nit 38 253 253 25.3
112 74.7 |74.7 100.0
: [ota |
Vali ota 150 100.0 |100.0
d
(Nguon: Téc gia tinh toan bang SPSS)
Tién hanh khao sat 150 khach hang trong d6 nam 38 nguoi (chiém 25.3%),
nit 112 ngudi (chiém 74.7%).
Bang 4.2: Bang thong ké mo ta tudi
Frequenc |Percent | Valid Cum
y Percent Perc
<15 tudi 6 4.0 4.0 4.0
112 74.7 74.7 78.7
15-22 tuéi
29 19.3 19.3 98.0
. 22-35 tudi
Valid 3 20 |20 100.
> 35 woiTotal 150 100.0 |100.0

(Ngudn: Téc gia tinh toan bang SPSS)
Tién hanh khao sat 150 khach hang trong d6 < 15 tudi c¢6 6 ngudi (chiém 4%),
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15 -22tudi co 112 nguoi (chiém 74.7%), 22 - 35 tudi ¢6 29 nguoi (chiém
19.3%), > 35 tudi c6 3 ngudi (chiém 2%).
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Biang 4.3: Bang thong ké md ta trai nghiém mua hang

Frequenc |Percent | Valid Cun
y Percent Perc
P 150 100.0 |[100.0 100,
Valid fing
(Ngudn: Téc gia tinh toan bang SPSS)
Tién hanh khao sat 150 khach hang trong d6 di timg mua hang trén céc
trang thuong mai dién tir c6 150 ngudi (chiém 100%).
Bing 4.4: Bang thong ké mo ta nhan biét
Frequenc |Percent | Valid Cum
y Percent Perc
Quang céo trén TV, Google 47 31.3 31.3 31.3
65 43.3 43.3 74.7
Nghe moi nguoi gidi thieu 38 25.3 25.3 100.
Valid
Total 150 100.0 [100.0

(Ngudn: Téc gia tinh toan bang SPSS)

Tién hanh khao sat 150 khach hang trong d6 nhan biét qua quang céo trén
TV, Google c6 47 ngudi (chiém 31.3%), Facebook ¢6 65 ngudi (chiém 43.3%),
nghe moi ngudi gidi thiéu c6 38 ngudi (chiém 25.3%).

Bang 4.5: Bing thong ké mé ta tin suit

Valid

< 3 1an/ nam
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Frequency | Percent | Valid
Percen

32 21.3 21.3
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66 44.0
26 17.3
26 17.3
150 100.0
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65.3 82.7 100.0

(Ngudn: Téc gia tinh toan bang SPSS)

Tién hanh khao sat 150 khach hang trong d6 tan sudt mua hang < 3 1an/ nam
c6 32 ngudi (chiém 21.3%), 3 — 10 1an/ ndm c6 66 ngudi (chiém 44%), 10 — 20
1an/ nam c¢6 26 ngudi (chiém 17.3%), > 20 1an/ ndm c6 26 ngudi (chiém 17.3%).

Bing 4.6: Thang do scale bién quyét dinh mua

N Minimu |[Maximu [Mean |Std.
m m Deviation
Qbl 100 4.00 5.00 4.5400 |.50091
Qb2 100 3.00 5.00 4.0700 [.67052
Qb3 100 3.00 5.00 4.0000 |.72474
Valid N|100
(listwise)

(Ngudn: Téc gia tinh toan bang SPSS)
QD1 co6 trung binh 1a 4.5400 va do 1éch chuén 14 0.50091.
QD2 c6 trung binh 1a 4.0700 va do 1éch chuén 14 0.67052.
QD3 c¢6 trung binh 1 4.0000 va d6 1éch chuan 1a 0.72474.
4.2. Kiém dinh Cronbach’s Alpha

Bang 4.7: Kiém dinh d tin ciy thang do binh luin tir nguéi mua trwée (BL)
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Cronbach's [N of
Alpha Items
872 5
Scale Mean | Scale Corrected |Cronbach's
if Item | Variance if|Item-Total |Alpha if
Deleted [tem Correlation |Item
Deleted Deleted
BL1 |13.1200 10.208 .889 818
BL2 |14.0900 9.295 .630 .867
BL3 |14.1300 9.367 .600 877
BL4 [13.5400 9.402 819 817
BLS5 |13.6800 10.099 .686 .848

(Nguon: Téc gia tinh toan bang SPSS)

Thang do (1): Binh luan tir ngudi mua trude cd Cronbach’s Alpha = 0.872 >
0.6 va gi4 tri twong quan bién téng thé cua bién BL1, BL2, BL3, BL4, BL5 déu
16n hon 0.3 va du diéu kién cho phén tich tiép theo.

Bang 4.8: Kiém dinh d¢ tin cdy thang do su tién loi, dé sir dung (TL)

Cronbach's | N of
Alpha Items
874 5
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Scale Mean | Scale Corrected |Cronbach's
if Item | Variance if|Item-Total |Alpha if
Deleted [tem Correlation |Item
Deleted Deleted

TL1 [12.9700 11.868 925 813

TL2 [14.0200 11.313 631 .867

TL3 |13.7600 11.295 .661 .858

TL4 |13.4400 11.683 155 .836

TLS |13.8900 11.190 .646 .864

(Nguon: Téc gia tinh toan bang SPSS)

Thang do (2): Su tién loi, dé sir dung c6 Cronbach’s Alpha = 0.874 > 0.6
va gid tri twong quan bién tong thé cua bién TL1, TL2, TL3, TL4, TL5 déu 16n
hon 0.3 va da diéu kién cho phan tich tiép theo.

Bang 4.9: Kiém dinh d tin ciy thang do quyén riéng tw va bio mat (BM)

Cronbach's |N of
Alpha [tems
.832 5
Scale Scale Corrected |Cronbach's
Mean if|Variance if |Item-Total |Alpha if
Item Item Correlation |Item
Deleted |Deleted Deleted
BMI1 |12.9400 [9.309 900 155
BM2 |13.9600 |[8.645 569 .820
BM3 [13.3800 |8.783 730 172
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13.8200 8.937 553 .822

550
13.7000 8.879 824

(Nguon: Téc gia tinh toan bang SPSS)

Thang do (3): Quyén riéng tu va bao mat ¢ Cronbach’s Alpha = 0.832 >
0.6 va gia tri tuong quan bién téng thé cua bién BM1, BM2, BM3, BM4, BM5
déu 16n hon 0.3 va dua diéu kién cho phan tich tiép theo.

Bing 4.10: Kiém dinh d6 tin ciy thang do trai nghiém truéc diy (TN)

Cronbach's [N of
Alpha Items
.823 5
Scale Mean | Scale Corrected |Cronbach's
if Item | Variance if|Item-Total |Alpha if
Deleted [tem Correlation |Item
Deleted Deleted
TN1 |13.3100 7.812 .881 137
TN2 | 13.8000 8.081 .652 182
TN3 | 14.1900 7.347 530 .824
TN4 [14.1900 7.085 .545 .824
TNS5 | 13.8300 8.223 .662 781

(Nguon: Téc gia tinh toan bang SPSS)

Tham khdo mién phi cac tai liéu khac tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

Thang do (4): Trai nghiém trude day c6 Cronbach’s Alpha = 0.823 > 0.6
va gia tri tuong quan bién té)ng thé ctia bién TN1, TN2, TN3, TN4, TN5 déu 16n
hon 0.3 va da diéu kién cho phan tich tiép theo.

Bang 4.11: Kiém dinh dé tin ciy thang do sw da dang cia sin pham, thwong
hi¢u (SP)

38
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Cronbach's [N of
Alpha Items
.867 5
Scale Mean | Scale Corrected |Cronbach's
if Item | Variance if|Item-Total |Alpha if
Deleted [tem Correlation |Item
Deleted Deleted
SP1 [13.1100 8.301 .889 .802
SP2 [13.6600 8.509 .678 .842
SP3 [14.2900 7.461 677 847
SP4 114.2300 8.179 567 875
SP5 [13.5100 8.434 740 .829

(Nguon: Téc gia tinh toan bang SPSS)

Thang do (5): Su da dang cua san pham, thuong hiéu c6 Cronbach’s Alpha

= 0.876 > 0.6 va gia tri tvong quan bién tong thé cua bién SP1, SP2, SP3,
SP4, SP5 déu 16n hon 0.3 va du diéu kién cho phan tich tiép theo.

Bang 4.12: Kiém dinh d tin ciy thang do su rii ro (RR)

Cronbach's |N of
Alpha Items
873 5
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Scale Mean | Scale Corrected |Cronbach's
if Item | Variance if|Item-Total |Alpha if
Deleted [tem Correlation |Item
Deleted Deleted

RR1 |13.1800 9.907 .893 819

RR2 |13.7200 9.739 715 .844

RR3 |14.2700 8.805 .628 .873

RR4 |13.6800 9.493 774 831

RR5 |14.1500 9.038 631 .869

Thang do (6): Sy rti ro c6 Cronbach’s Alpha =0.873 > 0.6 va gia tri tuong
quan bién tong thé cua bién RR1, RR2, RR3, RR4, RR5 déu 16n hon 0.3 va du

(Nguon: Téc gia tinh toan bang SPSS)

diéu kién cho phan tich tiép theo.

Bang 4.13: Kiém dinh d9 tin cdy thang do quyét dinh mua hang (QD)

Cronbach's | N of
Alpha Items
783 3
Scale Mean |Scale Corrected |Cronbach's
if Item |Variance if |Item-Total | Alpha if Item
Deleted Item Deleted |Correlation | Deleted
Qb1 (8.0700 1.338 .840 543
Qb2 |8.5400 1.301 531 .807
Qb3 18.6100 1.149 572 781

(Nguon: Téc gia tinh toan bang SPSS)
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Thang do (7): Quyét dinh mua hang c¢6 Cronbach’s Alpha = 0.661 > 0.6 va
gia tri twong quan bién téng thé cua bién QD1, QD2, QD3, Qb4, Qb5 déu 16n

hon 0.3 va du diéu kién cho phan tich tiép theo.

4.3. Phan tich nhan t6 EFA

Bang 4.14: Két qua phan tich EFA cac nhén t6 tac dong téi quyét dinh mua

Kaiser-Meyer-Olkin Measure ofl .838
Sampling Adequacy.
Approx. Chi4{2188.11
Bartlett's Test of |Square 2
Sphericity df 435
Sig. .000

(Ngudn: Téc gia tinh toan bang SPSS)

Két qua phén tich cho thdy KMO = 0.838 > 0.5 cho thdy phén tich EFA i
phu hop; Kiém dinh Bartlett’s Test ¢6 hé s6 Sig = 0.000 < 0.05. Diéu nay, cho
thdy cac bién quan sat c6 twong quan véi nhau.
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O ITotal [% of |Cumul [Total |% of|Cumul |Total (% of |{Cumul
o Varian |ative % Varian |ative % Varian |ative %

ce ce ce
1 [10.413 |34.711 (34.711 |10.413 |34.711 |34.711 |3.642(12.141 |12.141
2 |2.573 |8.576 |43.286 |2.573 |[8.576 |[43.286 |3.614|12.047 (24.188
3 (2.418 |8.060 [51.347|2.418 |8.060 |[51.347 |3.586|11.953 (36.141
4 12.252 |7.508 |58.85412.252 |[7.508 |[58.854 |3.473|11.578 [47.719
5 |1.743 |5.812 |64.666 |1.743 |5.812 [64.666 |3.386|11.288 [59.007
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2.871
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1.859
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30| .059 196 (100.00
0

(Nguon: Téc gia tinh toan bang SPSS)

Két qua phén tich cho thiy Eigenvalues = 1.634 > 1; Phuong sai trich =
70.112% > 50% ching t6 6 nhan té nay giai thich duoc 70.112% sy bién thién
cua dir licu.

Bang 4.15: Két qua ma trin xoay cac nhin td tic dong dén quyét dinh mua

Component

1 2 3 4 5 6
TL1 |.860
TL4 |.796
TL3 |.755
TLS |.717
TL2 |.665
BL1 .843
BL4 .835
BL5 154
BL2 742
BL3 738
RR1 816
RR4 .802
RRS5 780
RR2 127
RR3 .655
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SP5 .846
SP1 831

SP3 .801
SP2 .692
SP4 657
BM1 855
BM3 182
BM4 713
BM2 .698
BM5 611
TN1 842
TN2 77
TNS 71
TN4 702
TN3 613

(Nguon: Téc gia tinh toan biang SPSS)

Sau khi thuc hién phén tich EFA, cic bién quan sat dwa vao EFA van giit

nguyén 6 nhom nhan to vi cac gidi thich vé ndi dung cua tirng nhom nhan t6 nay.

Nhén t6 tha nhat (X1): gdm 5 bién quan sat 1a TL1 (T6i mua sdm truc
tuyén vi t0i c¢6 thé mua sam bat cir khi ndo t6i muén), TL4 (Hinh thirc thanh toan
da dang, thuan tién), TL3 (C6 nhiéu chuong trinh giam gi4), TL5 (T6i mua sim
tryc tuyén vi t6i khong phai ra khoi nha dé mua sdm), TL2 (Giao dién d& dang
thao tac). Cac bién quan sat déu thudc thanh phr:in su tién loi, dé sir dung nén goi
nhan t6 méi ndy van 12 Sw tién loi, dé sir dung.

Nhén t6 thir hai (X2): gdm 5 bién quan sat 1a BL1 (Panh gid qua hinh anh,

video cuia ngudi mua trude), BL4 (Thai d§ phuc vu va gidi quyét van dé cua nhan
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vién), BL5 (Chat lugng hang hoa c6 diing voi mo ta), BL2 (Xem thoi gian giao
hang c6 ding mo ta), BL3 (Péng gbi san pham c6 chic chin). Cac bién quan sat
déu thudc thanh phan binh luin tir ngudi mua trude nén goi nhan t6 méi nay van
la Binh luin tir ngwdi mua trude.

Nhan t6 thtr ba (X3): gdm 5 bién quan sat 1a RR1 (Hang hoa khong gidng voi
mo ta), RR4 (Thong tin sai vé xuat x(r hang héa), RR5 (Kho khan trong giai
quyét tranh chap khi mua hang), RR2 (Hang hoa bi hu hong trong qua trinh van
chuyén), RR3 (Giao thiéu hang hoa). Cac bién quan sat déu thudc thanh phan su
rii ro nén goi nhan t6 méi nay van 1a Sw rii ro.

Nhén t6 tht tu (X4): gdm 5 bién quan sat 1a SP5 (Hang héa qudc té), SP1
(Nhiéu nha cung cip d6i voi mot san pham), SP3 (Hang hoa gidng hinh va mo
ta), SP2 (Hang hoa sir dung tét, bén), SP4 (Hang hoa chinh hing). Cac bién quan
sat déu thudc thanh phan su da dang cua san pham, thuong hiéu nén goi nhan tb
m&i ndy van 1a Sw da dang ciia san pham, thwong hiéu.

Nhan té th nam (X5): gdm 5 bién quan sat 1a BM1 (Thanh toan an toan), BM3
(Trang web bao vé tét thong tin cd nhan cua khach hang), BM4 (Thong tin cta
khach hang st dung thé duoc bao mat), BM2 (Mua sam riéng tu), BM5 (Trang web
cung cip day du thong tin vé ché do bao mat). Cac bién quan sat déu thudc thanh

phan quyén riéng tu va bao mat nén goi nhan t6 mdi nay van la Quyeén riéng
tw va bao mat.

Nhén to tht sau (X6): gom 5 bién quan sat 1a TN1 (Gia ré hon khi mua tai
ctra hang), TN2 (Thoi gian giao hang dung han), TN5 (Quy trinh dit hang dé
hiéu), TN4 (Thanh toan tién loi), TN3 (Chét luong san pham tét). Cac bién quan
sat déu thudc thanh phan trai nghiém trudc ddy nén goi nhan té mai nay van la
Trai nghiém trudéc day.

EFA bién quyét dinh mua
Bing 4.16: Két qua phan tich EFA bién quyét dinh mua

Kaiser-Meyer-Olkin ~ .552
Measure of Sampling
Adequacy.
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Bartlett's Test

Square

of

Sphericity
df

[,

(Ngudn: Téc gia tinh toan bang SPSS)

Két qua phén tich cho thiy KMO = 0.552 > 0.5 cho thdy phén tich EFA i
pht hop; Kiém dinh Bartlett’s Test c6 hé sd Sig = 0.000 < 0.05. Piéu nay, cho
thdy cac bién quan sat c6 twong quan véi nhau.

Tham khdo mién phi cac tai liéu khac tai luanvantot.com
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‘3 ‘.183 ‘6.111 ‘100.000 ‘ ‘ ‘

(Nguon: Téc gia tinh toan bang SPSS)

Két qua phan tich cho thiy Eigenvalues = 2.189 > 1; Phuong sai trich =
72.972% > 50% ching té nhan t6 nay giai thich duoc 72.972% su bién thién cua
dir liu.

Bang 4.17: Két qua ma trin xoay bién quyét dinh mua

Component
1
Qb1 |.944
Qb3 |.822
46
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(Ngudn: Téc gia tinh toan bang SPSS)

QD2

789

Sau khi thuc hién phan tich EFA, bién do ludng dua vao EFA van giit nguyén

duoc nhém nhéan t6 nay.

4.4. Twong quan

Nham kiém tra tuong quan gilra cac bién ddc 1ap va cac bién phu thude.

Phén tich trong quan cling nham kiém tra su twong quan giita cac bién doc lap,

néu cac bién doc 1ap co6 tuong quan vadi nhau chét cheé thi xay ra hién tugng da

cong tuyén. Phuong phéap duoc ap dung trong nghién ciru nay 1a phan tich tuong

quan Pearson.

Biang 4.18: Phan tich twong quan giira cac nhén t6

X1 X2 X3 X4 X5 X6 Y
Pearson 1 396 5377 4107 4317 3357 |6237
Correlation

X1 [Sig. (2-tailed) 000 [.000 [ooo [.000 [.001 [.000
N 100 100|100 100 100|100  [100
Pearson 396 |1 3917 3627 [282" [386" [.599™
Correlation

X2 [Sig. (2-tailed) [.000 000 [.000 [.004 000 [.000
N 100 100|100 100 100|100  [100
Pearson 537 3917 |1 3907|4307 [349" |592™
Correlation

X3 [Sig. (2-tailed) [.000  |.000 000 [.000 [.000 [.000
N 100 100|100 100 100|100  [100

X4 |Pearson 4107 3627 [3907 |1 4337|2877 674
Correlation
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Sig. (2-tailed) [.000  [.000  [.000 000 [.004 [.000
N 100 [100 [1o0 [to0 [100 [100  [100
Pearson 4317|2827 [430" 4337 |1 4047|587
Correlation

X5 [Sig. (2-tailed) [.000  [.004 [.000 [.000 000 [.000
N 100 [100 [to0 [to0 [100 [100  [100
Pearson 335|386 [3497 |287 |.4047 |1 505"
Correlation

X6 [Sig. (2-tailed) |.001  |.000 |.000 [.004 [.000 .000
N 100 [100 [to0 [to0 [100 [100  [100
Pearson 6237 15997 592" |.6747 |.587 |.505 |1
Correlation

Y [Sig. (2-tailed) [.000  [.000 [.000 [.000 [.000 [.000
N 100|100 [100 [100 [100 [100  [100

(Nguon: Téc gia tinh toan bang SPSS)
1y; = 0.396 : X2 twong quan trung binh v6i X1 v6i mirc ¥ nghia théng ké Sig
=0.000<5%
r3; = 0.537 : X3 tuong quan kha véi X1 v6i mirc ¥ nghia thong ké Sig =0.000<5%

r4; = 0.410 : X4 tuong quan trung binh v6i X1 v6i mitc ¥ nghia théng ké Sig
=0.000<5%

rs; = 0.431 : X5 tuong quan trung binh v6i X1 véi mire y nghia thong ké Sig
=0.000<5%

re;=0.335 : X6 twong quan trung binh véi X1 v6i mirc ¥ nghia thong ké Sig
=0.000<5%
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=0.000<5%
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4= 0.362 : X5 twong quan trung binh véi X2 voi muc y nghia thong ké Sig
=0.000<5%

r5,= 0.282 : X5 twong quan trung binh yéu véi X2 véi mirc y nghia théng ké Sig
=0.004<5%

re;= 0.386 : X6 twong quan trung binh véi X2 v6i mirc y nghia thong ké Sig
=0.000<5%

r43 = 0.390 : X4 tuong quan trung binh v6i X3 v6i mitc ¥ nghia théng ké Sig
=0.000<5%

rs3 = 0.430 : X5 tuong quan trung binh v6i X3 voi mie y nghia thong ké Sig
=0.000<5%

re3 = 0.349 : X6 tuong quan trung binh v6i X3 voi mire ¥ nghia thong ké Sig
=0.000<5%

154 = 0.433 : X5 tuong quan trung binh v6i X4 véi mire y nghia thong ké Sig
=0.000<5%

res = 0.287 : X6 tuong quan trung binh v6i X4 voi mire y nghia thong ké Sig
=0.004<5%

res = 0.404 : X6 tuong quan trung binh v6i X5 voi mire ¥ nghia thong ké Sig
=0.000<5%

r; = 0.623 : Y twong quan kh4 v&i X1 véi mirc ¥ nghia thdng ké Sig =0.000<5%
r, =0.599 : Y twong quan khd v&i X2 véi mirc ¥ nghia thdng ké Sig =0.000<5%
r; = 0.592 : Y twong quan kha v&i X3 voi mic y nghia thong ké Sig =0.000<5%
ry=0.674 : Y twong quan khd v&i X4 véi mirc ¥ nghia thdng ké Sig =0.000<5%
rs =0.587 : Y twong quan kha v&i X5 voi muc y nghia thong ké Sig =0.000<5%

re = 0.505 : Y twong quan kha v&i X6 voi muc y nghia thong ké Sig =0.000<5%
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Quyét dinh mua twong quan véi cc bién: BL (Binh luan tir ngudi mua
trude), TL (Su tién loi va dé sir dung), BM (Bdo mat va quyén riéng tu), TN
(Trai nghiém tir 1an mua trudc), SP (San pham da dang), RR (S rui ro).

Quyét dinh mua tuong quan manh nhit voi SP = 0.674, tiép theo 1a TN =
0.505.

4.5. Hoi quy
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Bai nghién ctru thuc hi¢n udc lugng mo hinh hoéi quy cac nhan té nghién ctru tur

phan tich EFA (bao gf’)m:( su tién loi, dé su dung; binh luan tir ngud1 mua trudce;

sy rui ro; su da dang cua san pham, thuong hi€u; quyén riéng tu va bao mat; trai

nghiém trudc day) anh huéng dén quyét dinh mua hang qua cic trang thuong

mai dién tir cua khach hang tai Binh Duong.

Bang 4.19: Két qua phén tich hoi quy

Mod |R R Adjusted R |Std.  Error{ Durbin-

el Square |Square of thel Watson
Estimate

1 8642 |.747 730 27716 2.109

(Ngudn: Téc gia tinh toan bang SPSS)

R2 = 74.7% > 50% mo hinh giai thich dwgc 74.7% sy bién thién dit liéu ciia mo

hinh.

Tri s6 Durbin Watson = 2.109 nén khong xay ra hién tuong tu twong quan.

Sig = 0.000 < 0.05 tat ca cac bién déu co6 tac dong, mé hinh phu hop véi tap

Model Sum of [ df Mean F Sig.
Squares Square
Regressio [21.055 6 3.509 45.682 | 0oo®
n
Residual |7.144 93 077
Total 28.199 99

(Nguon: Téc gia tinh toan bang SPSS)

dir liéu co thé str dung duoc.

Model

Unstandardize

d Coefficients

Standardize

d
Coefficients

t Sig.

Statistics
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B Std. Beta Toleranc | VIF
Error €

(Constant) [1.185 |.191 6.212 | .000
X1 124 1.043 193 2.902 | .005 |.615 1.626
X2 172 1.043 247 4.020 | .000 |.724 1.382
1 [X3 .098 1.047 139 2.100 | .038 |.622 1.608
X4 257 1.047 339 5.460 | .000 [.709 1.411
X5 128 1.047 176 2.742 | .007 |.663 1.509
X6 101 1.048 128 2.118 | .037 [.741 1.350

(Nguon: Téc gia tinh toan bang SPSS)

Bién X1 ¢6 Sig = 0.005< 0.05, bién X2 c6 Sig = 0.000 < 0.05, bién X3 c6 Sig

= 0.038 < 0.05, bién X4 c6 Sig = 0.000 < 0.05, bién X5 c6 Sig = 0.007 <
0.05, bién X6 c6 Sig = 0.037 < 0.05 déu c6 tac dong ti bién sy hai long. Trong
d6, bién tac dong manh nhat téi sy hai long la X4 = 0.257, bién tac dong yéu
nhat t6i su hai long 1a X3 = 0.098.

V6i chi s6 VIF ciia cac nhan t6 nghién ciru trong mé hinh déu nho hon 10,
chtng to moé hinh khong xay ra hién tuong da cong tuyén.

Mode Dimensio |Eigenvalu [Conditio |Variance Proportions
I n e nindex fconx1 X2 IX3 [X4 IX5 [X6
stant
)
1 6.844 1.000 .00 §.00 j§.00 g.00 g.00 §.00 p§.00
1 2 .036 13.737 |.05 Q.48 Q.11 §.10 §.00 .00 §.13
3 .033 14.405 01 .05 j§.52 g.01 g.o4 §.32 §.01
4 027 16.014 |.00 g.01 Qg.03 §.04 g.65 g.01 j.32
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023 17308 .01 .F7 lo1 83 | .00l 04 03
021 18.016 s .})7 132 00 | .08] .61 15
016 20.483 .Pz l0o 03 | 23| .01 36

(Ngudn: Téc gia tinh toan bang SPSS)

Dua vao bang mo hinh hdi quy, phuong trinh hdi quy chua chuan héa cac
yéu td tac dong dén su quyét dinh mua duoc trinh bay nhu sau:

Y = 1,185 + 0.124*X1 + 0.172*X2 + 0.098*X3 + 0.257*X4 + 0.128*X5 +
0.101*X6 (1)

(Quyét dinh mua = 1,185 + 0.124*Sy tién loi, dé st dung + 0.172*Binh luan
tor nguol mua trudge - 0.098*Sy rui ro + 0.257*Sy da dang cua san phém, thuong
hiéu + 0.128*Quyén riéng tu va bao mat + 0.101*Trai nghiém trudc day).

Két qua udc lwong moé hinh hoi quy cho thay, mo hinh théa man cac gia
dinh vé tinh phu hop (kiém dinh F 1a c6 ¥ nghia thong ké). Bén canh do, két qua
wdc luong tir 6 nhan té da giai thich dugc khoang 74.7% su bién dong trong hoat
dong quyét dinh mua. Véi chi s6 VIF clia cdc nhan t6 nghién ctru trong md hinh
déu nho hon 10 (theo Hoang Tho), chting t6 mo hinh khong xdy ra hién tuong da
cong tuyén. Sig < 0.05 suy ra (1) c6 y nghia vé mit thong ké.

Nhén xét: Gia tri X4 tic dong manh nhat vi c6 gia tri hé s6 hoi quy udc luong
bang 0.257 1a 16n nhat. Khi cac yéu t6 khac khong doi; su da dang ctia san pham,
thuong hiéu tang 1én 0.257 don vi thi quyét dinh mua cua khach hang tang 1én
mot don vi. Khi cac yéu to khac khong doi, binh luan tir ngudi mua trudc ting
1én 0.172 don vi thi quyét dinh mua ciia khach hang ting 1én mot don vi. Khi cac
yéu t6 khac khong ddi, quyén riéng tu va bao mat tang 1én 0.128 don vi thi quyét
dinh mua cua khach hang tang Ién mdt don vi. Khi céac yéu td khac khong doi; su
tién loi, dé su dung tang 1én 0.124 don vi thi quyét dinh mua cua khach hang
tang 1én mot don vi. Khi cac yéu t6 khac khong doi, trai nghiém trudc day ting
1én 0.101 don vi thi quyét dinh mua ciia khach hang ting 1én mot don vi. Khi cac
yéu té khac khong dbi, sy rai ro ting 1én 0.098 don vi thi quyét dinh mua cua
khach hang giam xudng mét don vi.
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4.6. Kiém dinh cac bién nhan khau hoc

Bang 4.20: Kiém dinh moi lién hé giira hai bién giéi tinh va quyét dinh mua

Independent Samples Test

Levene's  [t-test for Equality of Means
Test for
Equality of
Variances
F Sig. |t df Sig. |Mean |Std. 95%
(2- |Differe |Error |Confidence
taile [nce Differe | Interval of the
d) nce Difference
Lower [Upper
Equa
|
variance |2.447(.121].538 |98 .592 1.06954 [.12930 |-.18705(.3261
TB |s 4
assumed
Qb Equa
M
variance 588 38.864|.560 |.06954 |.11822 |-.16960|-3080
S not 8
assumed

(Nguon: Téc gia tinh toan bang SPSS)

Sig =0.121 > 0.05 phuong sai gitta 2 bién gi6i tinh 1a khong khac nhau.

Chon Equal variances assumed c6 Sig T-Test = 0.592 > 0.05 khong c6 su

khac biét v€ su hai long gitra nam va ni.
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4.7. Kiém dinh T-Test, Anova
Bang 4.21: Kiém dinh Anova sy khac biét vé quyét dinh mua giira cac do

tuoi

Levene dfl df2 Sig.

Statistic

312 3 96 817

Sig = 0.817 > 0.05 nén bang két qua phuong sai Anova sir dung dugc.

Sum of |df Mean F Sig.
Squares Square
Between 340 3 113 391 760
Groups
Within 27.859 96 290
Groups
Total 28.199 99

(Nguon: T4c gia tinh toan bang SPSS)
Sig = 0.817 > 0.05 khong c6 su khac biét vé quyét dinh mua gitta cac do tudi.
Sig = 0.760 > 0.05 phuong sai giita cac d6 tudi bang nhau.

Bang 4.22: Kiém dinh Anova sy khac biét vé quyét dinh mua
gitra gioi tinh nam va nir

Levene Statistic|df1 df2 Sig.

2.447 1 98 121

Sig =0.121 > 0.05 nén bang két qua phuong sai Anova sir dung dugc.

Square

Mgan
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Between .083 1 .083 289 592
Groups

Within 28.116 98 287

Groups

Total 28.199 99

(Nguon: Téc gia tinh toan bang SPSS)

Sig =0.121 > 0.05 khong c6 sy khac biét vé quyét dinh mua gitra giéi tinh
nam va ntr.

Sig = 0.592 > 0.05 phuong sai giira gii tinh nam va nit bang nhau.
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CHUONG 5. KET LUAN VA GIAI PHAP
5.1. KET LUAN

Sau khi phéan tich nhan t6 EFA tir 6 nhom nhan t6 ban dau van giit nguyén
dugc 6 nhom nhan t6. Phéan tich nhan té EFA hinh thanh nhitng nhom bién gdm:

Nhaén t6 thir nhit gdm 5 bién quan sat 1a TL1 (T6i mua sdm truc tuyén vi toi co
thé mua sam bt ctr khi nao t6i mudn), TL4 (Hinh thirc thanh toan da dang, thuan
tién), TL3 (C6 nhiéu chuong trinh giam gid), TL5 (T6i mua sam truc tuyén vi toi
khong phai ra khoi nha dé mua sdm), TL2 (Giao dién d& dang thao tac). Cac bién
quan sat déu thudc thanh phén su tién loi, dé st dung nén goi nhan td méi nay
van 1a Sw tién loi, dé str dung.

Nhén to tht hai gdm 5 bién quan sat 1a BL1 (Panh gia qua hinh anh, video
clia nguoi mua truéc), BL4 (Thai do phuc vu va giai quyét van dé cua nhan
vién), BL5 (Chat lugng hang hoa c6 diing voi mo ta), BL2 (Xem thoi gian giao
hang c6 ding mo ta), BL3 (Péng gbi san pham c6 chic chan). Cac bién quan sat
déu thudc thanh phan binh luan tir nguoi mua trude nén goi nhan té méi nay van
12 Binh ludn tir nguwdi mua trudce.

Nhan t6 tht ba gom 5 bién quan sat 1a RR1 (Hang hoa khong gibng voi mo
ta), RR4 (Thong tin sai vé xuat xr hang héa), RR5 (Kho khin trong giai quyét
tranh chap khi mua hang), RR2 (Hang héa bi hu hong trong qué trinh vén
chuyén), RR3 (Giao thiéu hang hoa). Cac bién quan sat déu thudc thanh phan su
rii ro nén goi nhan t méi nay van 1a Sw rii ro.

Nhan t6 the tv gdm 5 bién quan sat 1a SP5 (Hang héa québc té), SP1 (Nhiéu
nha cung cip ddi voi mot san pham), SP3 (Hang hoa giéng hinh va mo ta), SP2
(Hang hoa str dung tbt, bén), SP4 (Hang héa chinh hing). Cac bién quan sat déu
thudc thanh phan sy da dang ctia san pham, thuong hiéu nén goi nhan t6 méi nay
van la Sw da dang ciia san pham, thwong hi¢u.

Nhén t6 tht nim gdém 5 bién quan sat 13 BM1 (Thanh toan an toan), BM3
(Trang web bao vé tot thong tin cd nhan cua khach hang), BM4 (Thong tin cia
khach hang st dung thé duoc bao mat), BM2 (Mua sam riéng tu), BM5 (Trang web
cung cip day du thong tin vé ché do bao mat). Cac bién quan sat déu thudc thanh
phan quyén riéng tu va bao mat nén goi nhan té mdi ndy van 1a Quyén riéng
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Nhan t6 thtr sau gdm 5 bién quan sat 1a TN1 (Gia ré hon khi mua tai cira hang),
TN2 (Thoi gian giao hang ding han), TN5 (Quy trinh dit hang dé hiéu), TN4
(Thanh toan tién lo1), TN3 (Chét luong san phém té)t). Céc bién quan sat déu thude

thanh phan trai nghiém truéc day nén goi nhan t6 méi nay van 1a Trai nghiém

trude day.

Qua nghién ctru cho thiy sy da dang cua san pham thuong hiéu dugc xem 1a
nhan to quan trong nhat tic dong manh dén quyét dinh mua hang qua céc trang
thuong mai dién tr cua khach hang tai Binh Duong, ddy dwgc xem 1a nhan té co
tam anh hudng 16n trong qué trinh mua sdm tai cac trang thuong mai dién tir. Binh
luan tir ngudi mua trude ciing 13 mot nhan t6 chiém tAm quan trong khong kém
trong két qua khao sat, khi cong nghé hién dai ngay cang tiép can sau rong vao doi
song thi cong cu cho khach hang binh luin danh gia vé san pham cta trang web mua
sam ciling tré' thanh mot nhan t6 quan trong hang dau gay an tugng va thién cam cho
khach hang ngay tir 1an sir dung dau tién. Nhitng binh luan t6t vé san pham ma duoc
dang ban trén cic trang web s& dé lai mot trai nghiém tich cuc trong kinh nghiém
mua sam cta khach hang. Pong thoi, v6i su phuc tap trong bao mat thong tin ca
nhan & giai doan hi¢n nay thi viéc bao mat thong tin cho khach hang cling 1a mot
nhan t6 dang duogc quan tim. Viéc bao vé tot thong tin khach hang va cam két chia
sé thong tin s& tao niém tin viing chic ¢ noi khach hang. é dan dén quyét dinh mua
sdm trén céc trang thuong mai dién tir, sy tién loi dé sir dung ciing 1a yéu td dang
nhan dugc sy quan tam nhét cua khach hang. V&1 cac hinh thirc thanh todn da dang
va nhanh chong s€ gitip thuan tién hon cho ngudi dung trong qua trinh thanh toan.
Pon gian hoa quy trinh s& giup tiét kiém thoi gian va han ché tdi da cac su ¢6 thanh
toan c6 thé xay ra. Bén canh do, trai nghiém trude ddy ciing chiém mot vai trd quan
trong khong kém. V&i mot trai nghiém mua hang muc gia ré, phu hop hay chat
lwrong hang hoéa t6t véi nhidu ddi trong khach hang s& gop phan thu hut duge luong
16n khach hang quay lai trang mua sim. Nhén t6 sy rui ro ciing di va dang 1a mot
nhan t6 kha quan trong. Viéc cam két giao hang diing han va bao quan hang héa can
than ciing thé hién dugc su uy tin va chuyén nghiép cta trang web mua sam. Ngoai
ra, thai 4 va phong cach xtr 1y van dé ctia nhan vién ciing 13 mot thanh phan quan
trong trong dich vu khach hang. Nhan vién 13 ngudi tryc tiép twong tac voi khach
hang trong qua trinh giao dich.
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Do dd, nhan t6 sy rai ro cling 1a mdt yéu to6 can dugc xem xét va quan tam trong
giai doan téi.

Bién BL c6 Sig = 0.000 < 0.05, bién TL c6 Sig = 0.005 < 0.05, bién BM c¢6
Sig = 0.007 < 0.05, bién TN c6 Sig = 0.037 < 0.05, bién SP c6 Sig = 0.000 <
0.05, bién RR c6 Sig = 0.038 < 0.05 déu c6 tac dong t6i bién sy hai long. Trong
d6, bién tac dong manh nhat téi sy hai long 13 SP = 0.339, bién tac dong yéu nhat
t6i sy hai long 1a TN = 0.128.

Nhu vay, sau yéu td: su tién loi, d& sur dung, binh luan ttr ngud1 mua trudc, su rui ro,
su da dang cuia san phém, thuong hiéu, quyén riéng tu va bao mat, trai nghiém trudce
day 14 cac nhan t6 anh huéng manh mang tinh quyét dinh dén quyét dinh mua hang
qua cac trang thuong mai dién tur cua khach hang tai Binh Duong.

5.2. DE XUAT GIAI PHAP

Qua két qua nghién ciru em dé xuat mot sé ham y vé cac yéu td anh hudng dén
quyét dinh mua hang qua cac trang thuong mai dién tir ciia khach hang tai Binh
Duong dén ban quan tri ciia cac trang thuong mai dién tir tham khao dé thuc day
nang cao chét luong dich vu thong qua hoat dong dinh huéng phat trién véi
nhing yéu t6 nghién ciru tim thay nhu sau:

5.2.1. Sw da dang ciia san pham, thwong hiéu

Khi mua hang qua trang thuong mai dién tir diéu ma khach hang quan tim
nhiéu nhat 1a chat luong hang hoa. Do d6, cic trang thuong mai dién tir can phai
yéu cAu nha cung cip can dau tu vao nhan mac trén do, thé hién du ngudn gbc xuat
xt chit liéu va hang sir dung. Cong bd diy du thong tin vé thanh phan, cach sir
dung, dam bao cung cap hang hoa ding quy cach, ching loai, chat lugng, thoi gian
van chuyén va bao quan thich hop. Ngoai ra, cac trang thuong mai dién tir can c6
nhirng chinh sach, nhitng vu dai thu hat thém nhiéu nha cung cap dé khach hang c6

nhiéu sy lwa chon hon, ¢6 su phong phu da dang trong khi mua hang.

Ban da dang muc gia voi timg loai san pham. Tir d6, khach hang c6 thé chon
mua san pham phu hop nhét véi tai tién ctia minh. Hon nita, néu céc trang thuong
mai ky hop ddng v6i nha san xuét chinh hang thi s& duoc hudng chiét khiu nén gia

san pham s€ ré hon so voi khi mua ¢ ctra hang. Ap dung chién dich sale trén ting
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mat hang, thic ddy "sale khung" dé thu hut khach hang, ban da dang cac loai san

pham v61 mure gid wu dai dé tao long tin do1 vé1 ngudi mua sam online. Guri
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ting goéi wu dai cho nhitng d6i tuong khach hang than thudc va thudng xuyén.
Nhu vay c6 thé lam ting lugng 16n su chi y cia khach hang va day manh doanh
thu cua céac trang thuong mai dién tur.

Hién nay, da sd céac trang thuong mai dién ttr c6 quy mé 16n déu c6 hinh
thirc mua hang qudc té - 1a mot dich vu mua hang tryc tiép tir nudc ngoai thong
qua trang trung gian la cac trang thuong mai dién tir. Hinh thirc nay cling 1a mdt
trong nhitng diéu giup cho khach hang quan tdm st dung cac trang thuong mai
dién tir nhiéu hon, gitp cho qua trinh mua hang qudc té don gian hoa. Do do, cac
trang thuong mai dién tr can day manh hinh thirc ndy hon nhu thu hat cac nha
cung cap quoc té, gia ting da dang cac chung loai hang héa, miu ma, mau sac,
gi4 ca va cac san pham c6 xuét xtr & nhidu qudc gia khac hon ngoai Trung Qudc,
bai loan.

5.2.2. Binh luin tir nguwéi mua truéce

Dé nguoi mua moi dé dang tim hiéu rd hon vé san pham ma ho muén mua ho
c6 thé xem xét hinh anh va thong tin tir nha cung cap cong khai va dé nang cao
niém tin ctia khach hang hon 13 ho c¢6 thé tham khao gop ¥ truc tiép tir bén thir ba 13
céc khach hang da ting trai nghiém mua san pham d6 trudc; do d6 ma c6 tinh ning
danh gia sau khi mua hang. Cong cu danh gia bao gdm danh gia sao va binh luan
bang chit, hinh anh va video vé hang hoa. Tuy nhién hién tai con chua thu hut dugc
khach hang di ting mua san pham binh luan danh gi4 bang vin ban nhiéu, da s6
khach hang chi danh gia sao. Ngoai ra, viéc danh gia bang hinh anh, video giup cho
khach hang thay duogc hinh anh hang hoa that hon va su tin twéng khi mua hang
cling cao hon. Do d9, cac trang thuong mai dién tir can ddy manh viéc sir dung cong
cu danh gia cua trang web béng cac hinh thic nhu ting diém tich Iy, xu, céc loai
voucher cho cac don hang sau dé thu hut khach hang.

5.2.3. Su tién loi, dé sir dung

Cac trang thuong mai dién tir duoc khach hang ung ho 1a vi su tién loi khi
mua hang, khach hang c6 thé mua sdm bt ctr khi nao ho mudn va khong can phai
ra khoi nha. Do do, dé drfly manh sy tién lgi nay cac don vi van chuyén hop tac voi
cac trang thuong mai dién tr co thé dua ra cac khung gio giao hang cu thé cho
khach hang Iya chon dé dat duoc hiéu qua giao hang tdi wu nhét hodc trong qua

trinh cua mgt don mua c6 thé cung cap thém so6 dién thoai ciia nhan vién giao hang
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o budc “Pang giao”, nhitng viéc ndy gitp tranh tinh trang giao hang nhiéu
1an nhung khong gip dugc khach hang hay khong lién lac dugc voi khach hang.

Cong cu loc gop phan thiic day qua trinh tim kiém san pham cua khach
hang nhanh chong hon. Vi vay, can thiét ké cong cu loc 1d rang, don gian héa céac
budc thao tac. Noi dung cia trang web nén duoc thiét ké theo timg phan s& dam
bao rang khi khach hang muén tim kiém thong tin, ho s& dé dang thuc hién céc
thao tac dé tim hiéu trude khi dat hang. Hién nay, dé dé dang cho viéc tim kiém
san pham hon céac trang thuong mai c6 cong cu tim kiém san pham bang hinh
anh, n6 giap viéc tim kiém nhanh hon nhung dd chinh xac chua cao, do dé cac
trang thuong mai dién tir can cai thién hon vé cac chirc ning cua cong cu nay
gitip cho viéc tim kiém san pham cua khach hang tién lgi hon.

Nha cung cép c6 thé truyén tai chat luong, ndi dung san pham bang video
hozc doan clip ngan gop phan tao thém su hing thu cho khach hang. Pong thoi,
tbc do tai trang web ciing nén dugc nha cung cip chu trong nang cao. Viéc tai
trang dién ra cham khién cho mét phﬁn ndi dung hodc hinh anh khong thé hién
1én cling gdy kho khén trong qua trinh lya chon va dat mua cua khach hang. Bén
canh d6, viéc thiét ké cac quy trinh thanh toan nén ngin gon, dé hiéu va da dang
nhiéu hinh thirc.

5.2.4. Quyén riéng tw va bio mat

Pon gian hoa cic quy trinh thanh toan tranh 1am réi mat ngudi mua, cac
budc thanh toan can don gian, nhanh gon khong qua phtc tap thich hop véi moi
do tudi cua khach hang nho do cac trang thuong mai dién tr mo rdng dugc nhom
khach hang hon. Kém theo d6 1a d6 bao mat cao, can phai xay dung birc tuong
Itra va ting cap do bao mat dé dam bao tinh an toan cap thiét dbi voi tai khoan
cua ngudi dung. Hoan toan tranh vi¢c chia sé thong tin ngudi dung véi bén thur
ba, can c6 cac cam két vé bao mat thong tin cho ngudi dung khién ho an tim va
cam thay an toan hon khi sir dung cac thong tin ca nhan dé mua hang trén céc
trang thuong mai dién tir. Cac budc xac nhan tai khoan ¢ cudi qua trinh thanh
toan dugc thyc hién chinh chu dé tranh trudng hop khong hay xay ra.

5.2.5. Sw rui ro

Ngoai viéc chu trong xem xét y kién phan hodi ngay bén dudi trang web, nha

cung cap can mo rong dich vu hd trg khach hang thong qua cac trang mang xa hoi.
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Tir 46, van dé s& duoc giai quyét mot cach nhanh chéng va tryc tiép hon. Bén canh
d6, ap dung cong nghé vao dich vu giao hang ciing 12 mét yéu té dang duoc xem xét
trong giai doan t6i. Viéc thuc hién cac quy trinh theo doi qua trinh giao hang trén
dién thoai di dong két hop véi hé thdng dinh vi toan cau GPS, khach hang c6 thé
nhan dugc ban cip nhat dinh tuyén theo thoi gian thuc, nho d6 c6 thé nhan duoc
thong bao gan nhu timg phut vé thoi gian giao hang dy kién. Cac don vi giao hang
hay cac ¢4 nhan giao hang can phai dép tng thoi gian giao hang linh hoat véi khach
hang, thai d6 nhan vién giao hang lich su s& mang lai an twong t6t v6i khach hang.
Bao bi dong goi hang héa mot cach lich sy ti mi va bao vé hang héa dugc nguyén
ven trong qua trinh van chuyén. Viéc nhan vién mic dong phuc khi giao hang sé& thé
hién dugc tinh chuyén nghi¢p va sy ton trong ddi vai khach hang.

5.2.6. Trai nghiém truwéc day

Cac bude tir tim kiém san pham cho dén dit hang, giao hang cua cac trang
thuong mai dién tir diéu can phai giup cho khach hang cam thay duoc su thoai
mai, su tién loi khi sr dung. Khach hang c6 trai nghiém lan dau tdt s& tiép tuc sur
dung phuong tién ndy dé mua sam tiép cho nhiing lan sau. Do d6, cac trang
thuong mai dién tir ludn phai cdp nhat xu huéng méi nhat va nhimg danh gia cua
khach hang dé lién tuc cai thién khic phuc nhitng khuyét diém va diy manh
nhitng wu diém dé gitr chan khach hang cii ciing nhu thu hat thém khach hang
m&i. Phét trién loai hinh kinh doanh ndy can dugc mé rong khong chi dimg lai &

khu vuc thanh thi ma di dén ca nong thon.

Xay dung co so phap 1y phu hop, trién khai thuc hién c6 hiéu qua cic quy
dinh vé thuong mai dién tir, bao vé quyén loi nguoi tiéu dung khi tham gia giao dich
tryc tuyén. Cac doanh nghiép can xdy dung céc bd phan quan 1y chuyén mén phu
trach vé thuong mai dién tr dé co thé thyuc hién quan ly chat ché va toan dién. B tri
can bd co kién thirc chuyén mon vimng vang, dam bao ngoai sy am hiéu vé thuong
mai con phai ¢6 su hiéu biét nhat dinh vé cong nghé thong tin.

Nguon nhan lyc ludn déng vai tro chi dao trong moi hoat dong, gop phan
quan trong vao su thanh cong cua to chirc. Do d6 dé loai hinh kinh doanh thwong
mai dién tr phat trién hon trong tuwong lai, cic doanh nghiép can hoach dinh
chién lugc phat trién ngudn nhan luc cho phu hop, trang bi virng vang cac kién
thirc can thiét nhu: kién thirc vé cong nghé thong tin, kién thirc vé kinh té.
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PHU LUC
BANG KHAO SAT
Xin chao cac Anh (Chi)!

Nham nang cao chét lugng dich vu cua cac trang thuong mai di¢n tr, tdc gia thuc
hién nghién ctru vé “ Cac yéu td anh huong dén quyét dinh mua hang trén cac trang
thuong mai dién tir tai Binh Duong”. R4t mong cic Anh (Chi) danh chit thoi gian
quy bau cta minh dé doc va tra 101 nhimg cau hoi duéi day. Moi y kién dong gop

cua cac Anh/ Chi déu c6 gia tri va chi phuc vu cho nghién ctru nay!

Phan 1. Thong tin c4 nhan

v

Anb/ chi hdy danh dau “ ” nhiing ndi dung ma anh/ chi chon:

1. Gi6i tinh:

i
Nam N

2. Anb/ chi bao nhiéu tudi?

<15 tudi

15— 22 tubi

22 — 35 tudi

> 35 tudi

3. Anbh/ chi da tirng mua hang trén cac trang thuong mai di¢n tir chua?
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Da tung

Chua ting

4. Anl/ chi biét dén cac trang thuong mai dién tir qua nhitng kénh nao? (C6
thé chon nhiéu kénh)

Quang cdo trén TV, Google

Facebook

Nghe moi nguoi gioi thi€u

5. Tan suét mua hang cua anh/ chi trén céc trang thuong mai di¢n tur 1a?
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< 3 lan/ nam

3 - 10 14n/ ndm

10 — 20 14n/ nam

> 20 14n/ nim

Vui long cho biét mirc d6 ddng ¥ ctia cac phat biéu dudi day theo thang diém
tur 1 dén 5 voi quy udce sau:

Murc 1: Rat khong dong ¥

Mirc 2: Khong dong ¥

Murc 3: Binh thuong ( Khong dong y cling khong phan bac)

Muc 4: Dong ¥

Murc 5: Rat dong y

STT | N¢i dung Mirc d dong y

T1 | Binh lugn tir ngwdi mua truée

BL1 | Danh gid qua hinh anh, video cuia nguoi |1 2 13 4 5

mua truoc

BL2 | Xem thoi gian giao hang ¢6 ding mo ta 1 2 13 4 5

BL3 | Pong gbi san pham cé chic chan 1 2 3] 4 5

BL4 | Thai d6 phuc vu va giai quyét van dé cua |1 213|415

nhan vién
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BL5 Chat lugng hang hoa c6 ding véimo ta |1 2 |3

T2  Sutién loi, dé sir dung

TL1 T6i mua sdm tryc tuyén vi t6i c6 thé mua | 1 2 13

sam bat ctr khi nao t61 muon

TL2 Giao dién dé dang thao tac 1 2 13

TL3  Co nhiéu chuong trinh giam gia 11213
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TL4 | Hinh thtrc thanh toan da dang, thuan ti¢n 1 2 3

TL5 | T6i mua sam truc tuyén vi t6i khongphai | 1 | 2 | 3

ra khoi nha dé mua sam

T3 Quyén riéng tu va bio méit

BMI1 [ Thanh toan an toan 1 2 3

BM2 | Mua sam riéng tu | 213

BM3 | Trang web bao vé t6t thong tin c4 nhan cual 1 213
khach hang

BM4 | Thong tin cta khach hang stir dung thé | 213

duoc bao mat

BMS5 | Trang web cung cip dy du thong tin vé | 213

ché do bao mat

T4 | Trai nghiém truwéc day

TNI1 | Gia ré hon khi mua tai cira hang | 213
TN2 | Thoi gian giao hang ding han 1 213
TN3 | Chat lugng san pham tt | 213
TN4 | Thanh toan tién 1o1 1 2 3
TNS5 | Quy trinh dat hang d& hiéu 1|21 3

TS Sw da dang ciia san pham, thwong hiéu

SP1 | Nhiéu nha cung cap dbi voi mot san pham | 1 213

SP2 | Hang hoa sir dung tot, bén 1|23 14

SP3 | Hang hoa giong hinh va mo ta 121314

SP4 | Hang hoa chinh hang 1 2 3|4

SP5 | Hang hoa quéc té 1 {2]3 |4
66
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T6  Suruiro

RR1 Hang hoa khong giéng véi mo ta 1 2 13

RR2 Hang hoa bi hu héng trong qua trinh van 1 2 13

chuyén
RR3  Giao thiéu hang hoa 11213
RR4 Thong tin sai vé xuat xtr hang hoa 1 2 13

RR5 Kho khan trong giai quyét tranh chap khi | 1 2 13

mua hang

T7  Quyét dinh mua hang
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QD1

T6i rat thudng xuyén mua hang trén cac 1

trang thuong mai dién ttr khi c6 nhu cau

Qb2 Toi s€ gidi thi€u nguoi than va ban bé mua 1
hang trén cac trang thuong mai dién tr
Qb3 To6i manh dan, ty tin mua hang trén cac 1

trang thuong mai dién tr

XIN CHAN THANH CAM ON !

PHU LUC CRONBACH’ ALPHA
Reliability Statistics

Cronbach's N of
Alpha Items
872 5
Item-Total Statistics
Scale Mean|  Scale Corrected | Cronbach's
if Item | Variance if | Item-Total | Alpha if
Deleted Item Correlation Item
Deleted Deleted
BL1 13.1200 10.208 .889 818
BL2 14.0900 9.295 .630 .867
67
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BL3 14.1300 9.3p7 .60
BL4 13.5400 9.4p2 .819
BL5 060
13.6800 10.099
Reliability Statistics
Cronbach's N of
Alpha Items
5
Item-Total Statistics
Scale Mean| Scale Corrected | Cronbach's
if tem | Variance if | Item-Total | Alpha if
Deleted Item Correlation Item
Deleted Deleted
TL1 12.9700 11.868 925 813
TL2 14.0200 11.313 .631 .867
TL3 13.7600 11.295 .661 .858
TL4 13.4400 11.683 755 .836
TLS5 13.8900 11.190 .646 .864
Reliability Statistics
Cronbach's N of
Alpha [tems
.832 5
Item-Total Statistics
Scale Mean| Scale Corrected | Cronbach's
if tem | Variance if | Item-Total | Alpha if
Deleted Item Correlation Item
Deleted Deleted
BM 12.9400 9.309 .900 755
1
BM 13.9600 8.645 .569 .820
2
BM 13.3800 8.783 730 772
3
BM 13.8200 8.937 .553 .822
4
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‘BM 13.7000‘ 8.879‘ ‘ 550
5
Reliability Statistics
Cronbach's | N of
Alpha Items
.823 5
Item-Total Statistics
Scale Mean| Scale Corrected | Cronbach's
if tem | Variance if | Item-Total | Alpha if
Deleted Item Correlation Item
Deleted Deleted
TN1 13.3100 7.812 .881 737
TN2 13.8000 8.081 .652 782
TN3 14.1900 7.347 .530 824
TN4 14.1900 7.085 .545 824
TNS5 13.8300 8.223 .662 781
Reliability Statistics
Cronbach's | N of
Alpha Items
.867 5
Item-Total Statistics
Scale Mean|  Scale Corrected | Cronbach's
if tem | Variance if | Item-Total | Alpha if
Deleted Item Correlation Item
Deleted Deleted
SP1 13.1100 8.301 .889 .802
SP2 13.6600 8.509 .678 .842
SP3 14.2900 7.461 677 .847
SP4 14.2300 8.179 567 875
SP5 13.5100 8.434 .740 .829

Reliability Statistics
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Cronbach's | N of
Alpha Items
873 5
Item-Total Statistics
Scale Mean Scale Corrected | Cronbach's
if tem | Variance if | Item-Total | Alpha if
Deleted Item Correlation Item
Deleted Deleted
RR1 13.1800 9.907 .893 .819
RR2 13.7200 9.739 715 .844
RR3 14.2700 8.805 .628 .873
RR4 13.6800 9.493 774 .831
RRS5 14.1500 9.038 631 .869
Reliability Statistics
Cronbach's | N of
Alpha Items
783 3
Item-Total Statistics
Scale Mean Scale Corrected | Cronbach's
if tem | Variance if | Item-Total | Alpha if
Deleted Item Correlation Item
Deleted Deleted
Qbl 8.0700 1.338 .840 543
Qb2 8.5400 1.301 531 .807
Qb3 8.6100 1.149 572 781

PHU LUC PHAN TiCH NHAN TO

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy.

Bartlett's Test of
Sphericity

Approx. Chi-Square

df
Sig.

.838

2188.11
2
435
.000
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Communalities
Initial| Extracti
on
BL1 1.000 .888
BL2 1.000 .623
BL3 1.000 .632
BL4 1.000 .807
BL5 1.000 697
TL1 1.000 926
TL2 1.000 575
TL3 1.000 .669
TL4 1.000 47
TLS5 1.000 661
BM1 1.000 .896
BM2 1.000 .590
BM3 1.000 743
BM4 1.000 566
BM5 1.000 508
TNI 1.000 902
TN2 1.000 704
TN3 1.000 501
TN4 1.000 575
TNS 1.000 670
SP1 1.000 903
SP2 1.000 .682
SP3 1.000 124
SP4 1.000 502
SP5 1.000 71
RR1 1.000 .888
RR2 1.000 .683
RR3 1.000 .584
RR4 1.000 767
RR5 1.000 .649
Extraction Method:
Principal Component
Analysis.
Total Variance Explained
Initial
Compon Ergenvatues
ent
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Extraction Sums Rotation Sums of
of Squared Squared
Loadings Loadings
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26
27
28
29

30

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24

25
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Tot| % of | Cumulaf Tot| % of | Cur .55 1.85 84.866
al | Varian ive % al [ Varian v 34 1.82 86.688
47 1.58 88.274
ce e 49 1494  89.770
10.4 34.711 34711 104 34.711 3 4 : :
431 1.43 91.207
13 13 37 1.261 92.468
257 8576 43284 2.57| 8576 4 3331 1108 93577
3 3 31 1.05 94.630
2411 80600  51.347 241 8.060| 5 19 96d  95.595
8 8 .24 .80 96.396
228 7508  58.854 225 7.508] 5 91 Lol 97 114
2 2 .19 .66 97.776
1.74 5.812 64.666 1.74 5.812 6 17 57 98.355
3 3 11 38 98.737
1.63 5.447 70.1120 1.63 5.447 7 105 351 99 088
4 4 .07 .26 99.351
.861 2.871 72.984 07 24 99.598
821 2.736 75.720 06 20 99.804
798 2.661 78.382 05 19 100.000
733 2.443 80.824 ” ’
.655 2.183 83.007

Extraction Method: Principal Component Analysis.
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Rotated Component Matrix”

Component
1 2 3 4 5 6
TLI1 .860)
TL4 796
TL3 755
TL5 17
TL2 .665
BL1 .843
BL4 .835
BL5 754
BL2 742
BL3 738
RR1 816
RR4 .802
RR5 780
RR2 727
RR3 .655
SP5 .846
SP1 831
SP3 .801
SP2 .692)
SP4 .657
BM1 .855
BM3 782
BM4 713
BM2 .698
BMS5 611
TNI1 .842)
TN2 77
TNS5 71
TN4 702
TN3 613

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.

Component Transformation Matrix

C m 0 n n

O 1Y T t
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1 450 395 432 399 400 370
2 2192 743 148 -272  -426 367
3 464 -0700  -5400 369 413 430
4 027 -368 212  -651 200 596
5 2527 -2120 592 362 -390 209
6 2517 3271 323 -284 544 -381
Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
PHU LUC TUONG QUAN
Correlations
X1 | x2] x3[ x4 ] X5] X6] Y
Pearson Correlation 11 396" 53771 4107|4317 | 3357 623"
X1 Sig. (2-tailed) 0000 .0000 .000| .000| .001 .000
N 100 1000 1000 100| 100| 1000 100
Pearson Correlation | 396" 11 391" 3627|2827 | 386" | 599"
X2 Sig. (2-tailed) .000 000 .000| .004| .000 .000
N 100 1000 1000 100| 100| 1000 100
Pearson Correlation | 537 | 391" 1l 3907 | 430" | 349" 592"
X3 Sig. (2-tailed) .000| .000 000 .000| .000 .000
N 100 1000 1000 100| 100| 100/ 100
Pearson Correlation | 410™| 362" 390" 11 4337 2877 674"
X4 Sig. (2-tailed) .000| .000 .000 000| .004 .000
N 100 1000 100 100| 100| 1000 100
Pearson Correlation | 4317 | 2827 4307 .433 11 4047 587"
X5 Sig. (2-tailed) 000| .004 .000 .000 000 .000
N 100 1000 1000 100| 100| 100/ 100
Pearson Correlation | 335" | 386" 349" 287 | 404" 1l 505"
X6 Sig. (2-tailed) 001 0000 .000 .004| .000 .000
N 100 1000 1000 100| 100| 100 100
Pearson Correlation | 623" | 599" 592 6747|587 | 505" 1

Tham khdo mién phi cac tai liéu khac tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

Y Sig. (2-tailed) .000| .000; .000 .000| .000| .00
N 100 10 100 100 100 10 100

**_ Correlation is significant at the 0.01 level (2-tailed).

PHU LUC HOI QUY

Model Summaryb
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Mode R |R Square| Adjusted R| Std. Error off Durbin-
1 Square the Estimate] Watson
1 8642 747 730 27716 2.109

a. Predictors: (Constant), X6, X4, X3, X2, X5, X1
b. Dependent Variable: Y

ANOVA?
Model Sum of df Mean Sig.
Squares Square
Regression 21.055 6 3.509| 45.682 000°
1 Residual 7.144 93 077
Total 28.199 99
a. Dependent Variable: Y
b. Predictors: (Constant), X6, X4, X3, X2, X5, X1
Coefficients”
Model Unstandardized| Standardized t | Sig. Collinearity
Coefficients Coefficients Statistics
B Std. Error Beta Tolerancel VIF
(Constant) [ 1.185 .191 6.212.000
X1 124 .043 .193 | 2.902.005 .615[ 1.626
X2 172 .043 247 | 4.020,.000 724 1.382
1 X3 .098 .047 139 | 2.1001.038 .622( 1.608
X4 257 .047 339 [ 5.460,.000 J709] 1.411
X5 128 .047 176 | 2.742.007 .663| 1.509
X6 .101 .048 1281 2.118.037 741 1.350
a. Dependent Variable: Y
b.
PHU LUC T - TEST
Group Statistics
G,I('jl N Mean Std. Std. Error
TINH Deviation Mean
Y Nam 221 4.2576 47064 .10034
N 78] 4.1880 .55203 .06250
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Independent Samples Test
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Levene's t-test for Equality of Means
Test for
Equality
of
Variances
F | Sig. t| df | Sig. Mean Std. 95%
(2- |Differenc| Error Confidence
tailed e Diftferenc Interval of
) e the
Difference
Lowel Upper
r
Equal -
variance | 2.44| .12| .53 0d 59 069541 12930 1870 3261
S 711 8 5 4
assumed
Y -
Equal
variance 58 38.86 .560 06954 11822 .3086
s not 8 4 1696 8
assumed 0
PHU LUC ANOVA
Test of Homogeneity of Variances
Y
Levene df1 df2 Sig.
Statistic
312 3 96 817
ANOVA
Y
Sum of df Mean F Sig.
Squares Square
Between .340 3 113 391 760
Groups
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Within Groups 27.85 9 290
Total 28.199 9 7 7
Y
Tukey B
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PO TUOI N Subset for
alpha = 0.05
1

> 35 tudi 3 3.8889
15-22 68 42010
tudi

<15 tudi 3 42222
22-35 26 4.2436
tudi

Means for groups in homogeneous
subsets are displayed.
a. Uses Harmonic Mean Sample

Size = 5.557.

b. The group sizes are unequal. The
harmonic mean of the group sizes is
used. Type I error levels are not

guaranteed.

Test of Homogeneity of Variances
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Y
Levene dfl df2 Sig.
Statistic
2.447 1 98 121
ANOVA
Y
Sum of df Mean F Sig.
Squares Square
Between .083 1 .083 289 592
Groups
Within Groups 28.116 98 287
Total 28.199 99
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