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hién ciru nham xdc dinh cdc nhan t6 tac déng dén y dinh mua lai san pham thoi trang cia
nguoi tieu dung tryc tuyén tai TPHCM. Dir liéu khao sat tir 327 nguoi tiéu dung cé mua san

phdam thoi trang trén kénh truc tuyén trong nam 2019. Phuwong phdp dwa trén mé hinh cdu triic tuyén tinh
hiép phwong sai (CB-SEM). Ket qua nghién ciru tim ra 06 nhan 16 tac dong dén y dinh mua lai san pham
thoi trang trén kénh truec tuyén, bao gom: i) Sw xdc nhdn chdt lwong dich vu, ii) Nhdn thirc chat hrong san
phdm, iii) Nhén thirc gid ca canh tranh, iv) Nhdn thire gid tri, v) Sw hai long va vi) Sw tin cdy. Trong dé su
hai long va su tin cdy la hai yéu t6 tac dong manh nhat dén ¥ dinh mua lai san pham thoi trang trén kénh

truec tuyén. Nhitng phdt hién ciia bai nghién cieu givip nha qudn 1y doanh nghiép cé chién lwoc phit hop gia
tang luong khach hang mua sam san phdm thoi trang truc tuyén.

Tir khéa: Thuong mai dién tir; Y dinh mua lai truc tuyén; thoi trang.

JEL Classifications: F21,M10,M21,L81

1. GiGi thi¢u van dé nghién ciu

Véi sy bung nd ciia cude cach mang cong nghé
4.0 hién nay, kénh ban hang truc tuyén ngay cang da
dang va tang truong hon bao gio hét véi sy tham gia
ctia nhiéu loai hinh doanh nghiép khac nhau. Kengo
(2019) trich dan tir bdo cdo ciia cong ty nghién ciru
thi truong Asia Plus nim 2018 cho thdy cac san
pham duoc ban tryc tuyén phd bién nhit 1a do thoi
trang (39%) (bao gém quﬁn 4o, phu kién, ti xach,
v.v.), my phim (28%) va do &n, thirc udng (25%).
Khao sat nay cho thay nguol tiéu dung Viét Nam
phan 16n mua sam tryc tuyén cho cac san pham thoi
trang. Diéu nay phu hop véi dic diém dan sd Viét
Nam [a nhitng ngudi tiéu dung tré véi kha nang hoc
hoi va tiép can thong tin, cong ngh¢ nhanh, do tudi
trung binh dan s6 1a 31 tudi.

Y dinh mua lai thuong dugc dinh nghia la y dinh
lién tuc mua mot san phém/dich vu cu thé theo thoi
gian (Copeland, 1923). Cac nha ban 1¢ tryc tuyén

luén quan tdm dén viéc giit khach hang tiép tuc st
dung kénh tryc tuyén (Khalifa va cong sy, 2002).
Hién nay, theo hiéu biét ciia nhom tac gia, nghién
ctru vé nhan té anh huong y dinh mua lai san pham
thoi trang con han ché. Do do, bai nghién ctru nay
clia nhom tac gia s& tim hiéu vé cac yéu t6 tac dong
dén y dinh mua lai san pham thoi trang truc tuyén
ctia ngudi tiéu ding & Thanh phd H6 Chi Minh.

Nhom tic gia tap trung phan tich nhitng mbi
quan h¢ sau day:

Thir nhat, khi khach hang c6 su “xdc nhdn chat
hmng dich vy”, “nhan thirc chat lwong san pham”

a “nhdn thirc vé gid ca canh tranh”, didu nay s€ tac
déng tich cuc dén “nhdn thirc gia tri” san phém tr
phia khéach hang.

Thir hai, khi khach hang hinh thanh “nhdn thirc
gid tri” s€ tac dong tich cuc dén “sur tin cqy” va “su
hai long”.
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T hu’” ba khi khach hang hinh thanh sy “sw tin
cdy” va “su hai long”, khach hang c6 y dinh mua lai
san pham thoi trang truc tuyen

2. Co sé ly thuyet vé cac khai niém co ban

2.1. Co s6 Iy thuyét vé hinh thanh ¥ dinh mua
lai cua khdach hang sau mua va qud trinh quyét
dinh mua lai truc tuyén

Thuyét ky vong - xac nhan (ECT) giai thich qua
trinh nguoi ti€u dung hinh thanh y dinh mua lai
(Bhattacherjee, 2001; Parasuraman va cong su,
1985). Ly thuyet dat ra rang nguoi tiéu dung danh
gia su ky vong dbi véi chat lwong dich vu truge khi
mua c6 tuong trng v6i hi¢u ndng dich vu thue té sau
khi mua dé xac dinh murc d6 ky vong dugc xac nhan.
Duya trén mtc d6 ky vong va xac nhan s€ anh hudng
dén viéc hinh thanh sy hai 10ng cta ngudi tiéu dung.
Khi hai long thi ho s€ hinh thanh y dinh mua lai
manh m& hon, trong khi néu khong hai long ho s&
tranh viéc mua lai. Ly thuyét ciing cho thiy rang véi
ky vong cao thi nguoi ti€u dung c6 kha nang cam
thdy hai 1ong hon ngudi tiéu ding ¢ ky vong thépv,
boi vi su ky vong cung cédp mirc tham chiéu dé
ngudi tiéu dung danh gia chét lugng dich vu. Hoc
thuyét ECT da duoc ap dung rong rii trong nghién
ciu hé théng théng tin va thuong mai dién tur
(Hossain & Quaddus, 2012; Kalia, 2016; McKinney
va cong sy, 2002; Valvi & West, 2013; Wu &
Huang, 2014; Pee va cong su 2018).

Y dinh mua lai thuong duoc dinh nghia la y dinh
lién tyc mua mot san pham/dich vu cu thé theo thoi
gian (Copeland, 1923). Su mua lai phan chiéu va tao
thanh mot khia canh quan trong ddi voi 1ong trung
thanh (Jacoby & Chestnut, 1978; Soderlund va cong
sw, 2001). Hién nay, trong thoi ky cach mang truc
tuyen céc nha ban 1é quan tam dén cac van dé vé su
chuyén d6i khach hang sang kénh truc tuyén va giir
khach hang tiép tuc su dung kénh truc tuyén
(Khalifa va cong sy, 2002). Theo quan diém nay,
Khalifa va cong sy (2007) cho rang sy mua lai Ia
viéc st dung lai kénh tryc tuyén dé mua san
pham/dich vy tir mot nha ban 1é cu the Nhu vy, su
mua lai c¢6 thé dugc xem la hanh vi tiép tuc mua sam
tir cing mot cira hang truc tuyén (Nemzow, 1999).

Bhattacherjee (2001) ciing da chinh swa hoc
thuyét ECT dé phu hop véi hé thong thong tin (IS).
Bhattacherjee cho ré’mg hoc thuyét ECT ban dau bo
qua nhimng thay d6i tiém nang trong ky vong cua
ngudi tidu dung sau khi ho trai nghiém mua sim
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tryc tuyén, diéu nay anh huong dén qua trinh nhan
thue ké tiép. Su ky vong dugc xac nhan truéc mua
hang thuong dua trén ¥ kién cta ngudi khac hoic
cac thong tin thong qua cac phuong tién thong tin
dai chung, trong khi sy ky vong duoc xac nhan sau
mua hang s& duoc diéu chinh boi kinh nghiém mua
hang truc tiép cia ngudi tiéu dung, nhu vay thi s&
thuc té hon. M6 hinh stra d6i tap trung hoan toan
vao cac bién xac nhan sau mua hang nén cac bién
xac nhan trudc do6 bi bé qua. Trong moé hinh sua d(*)i.,
nghién ctru ciing chil y dén sy khac biét dang ké
gilta cdc hanh vi xac nhén va hanh vi tiép tuc mua
hang. Két qua thyc nghiém da kiém dinh 1ap luan
trén va cho rang y dinh tiép tuc 1a mot chirc nang cua
su hai long; su xac nhan ky vong va nhan thtc tinh
hiru ich cua viéc tiép tuc st dung hé thdng thong tin.

Bén canh do, Hsu va cong su (2015) khi nghién
ctru vé cac yéu td quyét dinh dén y dinh mua lai truc
tuyén cta ngudi tiéu dung trong truong hop mua
theo nhom tryuc tuyen (online group-buying) tai Dai
Loan, da cho rang nhitng nguoi tham gia mua sim
tryc tuyén khong chi duoc xem 1a ngudi ding cong
nghé ma con 1a nguoi ti€u dung dich vu. Nguoi tiéu
dung phai ty chiu chi phi va rui ro. Khi dua ra quyét
dinh, nguoi ti€u dung wdc tinh gia tri cua tung
phuong an thong qua viéc xem xét tat ca cac yéu to
loi ich va hy sinh ¢o6 lién quan (Kim va cdng su,
2007; Hsu va cong su 2015). Do do, cac nghién ctru
trude ddy tim hiéu gia tri ciia san pham/dich vu ddi
voi nguoi ti€u dung va nhan thirc gia tri anh hudng
dén sy hai long nhu thé ndo va dwa ra cac goi ¥ cho
cac nha quan tri doanh nghiép (Woodruff, 1997; Lin
va cong sy, 2012; Hsu va cong sy, 2015).

Lin va cong su (2012) cho ring trong bdi canh
tiéu thu cac san phém/dich vu truc myén, nhan thirc
tinh hiru ich can phai thay thé bang nhan thuc gia tri
rong dé phan anh ban chét cia chi phi/loi ich (ttc 1a
thay thé bang nhan thuc gia tri dé kiém tra vai tro cua
loi ich bén ngoai va bén trong cua trai nghiém mua
sam truc tuyén). Vi vay, nghién ctru nay nhom tac gia
da dé& xudt sy xac nhan chat luong dich vu va nhan
thirc gia tri anh hudng dén sy hai long; tir d6 tac dong
dén sy tin cay tryc myén; va ca ba nhan tb nay s€ tac
dong dén ¥ dinh mua lai cia ngudi tiéu ding.

Thém vao do, Casal6 va cong su (2010), Hsu va
cong su (2015) da lap luan rang hoc thuyét ECT co
thé duoc mé rong bang cach két hop su tin cay dé
kiém tra anh huong cua chat lwong mdi quan hé
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trong mua sim tryc tuyén. Nghién ctru ctia Sullivan
va Kim (2018) cho théy cac thanh phén chép nhan
thuong mai dién tir va su tin cay la rat quan trong
trong viéc tac dong dén y dinh mua lai, bén canh d6
céc yéu to danh gia san phdm (nhan thirc gia ca canh
tranh, nhan thirc chit lugng san pham, nhan thic gia
tri) cling quan trong khong kém trong viéc xac dinh
y dinh mua lai. Cling trong nghién ctru, Sullivan va
Kim (2018) chi ra rang anh huéng cta nhan thic
tinh hitu ich dbi v6i y dinh mua lai 1a khong dang ké
trong khi gia tri cam nhén va niém tin tryc tuyén la
nhitng yéu t6 chinh quyét dinh y dinh mua lai.
Nguoi tidu ding it c6 kha nang dwa vao mdi quan hé
gitra y dinh mua lai - nhén thtc rui ro trong giai
doan sau mua ma thay vao do, ho phu thudc nhiéu
hon vao cac nhén thirc trude day vé gia tri san pham
va niém tin tryc tuyén dé xac dinh quyét dinh trong
tuong lai cua hg. Vi vay, nghién ctiru nay sé€ loai bd
hai nhan t6 1a nhan thirc rui ro va nhén thic tinh hiru
ich. Tac gia tap trung nghién ctu tdc dong su xac
nhan chét luong dich vu, nhan thtc chét luong san
pham, nhén thirc v& gia ca canh tranh tac dong dén
nhén thue gia tri; va nhan thic gia tri tic dong dén
su tin cdy va su hai long, tir d6 tac dong dén v dinh
mua lai tryc tuyén ciia ngudi tiéu dung.

2.2. Co 56 Iy thuyét vé cic thanh phan ciia mé
hinh nghién ciru

2.2.1. Sw xdc nhén chat lwong dich vu

Su x4c nhan chét lugong dich vy dé cap dén khai
niém nhan thirc, thé hién muc d6 danh gia ky vong
chét lugng dich vu trude khi mua ctia nguoi ti€u
dung ddi véi viée str dung dich vu da dugc dap ung
trong thuc té (Lee & Kwon, 2011).

Theo hoc thuyét ECT, sy xac nhan ngu y viéc
hién thuc hoa cac lgi ich ky vong, trong khi su
khéng xac nhan biéu thi ring nhiing loi ich duoc
nhén thuc khong dat dugc ky vong (Bhattacherjee,
2001). Hon nita, tr goc d6 cua Iy thuyét bat hoa
nhan thtc (Festinger, 1957), moi nguoi c¢6 xu hudng
diéu chinh nhan thtrc loi ich cta ho theo thuc té néu
ho thiy ring nhimg ky vong ban dau vé loi ich
khong tuong thich vdi nhén thic vé loi ich cta ho
(Bhattacherjee, 2001; Chea & Luo, 2008). Bing
chimg thuc nghiém hd trg anh hudéng cua su xac
nhan déi voi nhén thie loi ich da duoc cung cép bai
cac nghién ctu trude d6 (nhu: Bhattacherjee, 2001;
Chea va Luo, 2008; Lee, 2010; Recker, 2010; Hsu
va cong su 2015).
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Theo hoc thuyét ECT, khi chit lugng dich vu ky
vong ctia ngudi mua hang tryc tuyén duge xac nhan
(nghia 1a chét luong dich vu thuc t& dap tng hoic
vuot hon chét lugng dich vu ky vong), ho co thé
cam thiy dugc thoa man va hai long. Diéu nay lam
taing y dinh quay tré lai va san sang mua lai
(Parasuraman va cong sy, 1985). Cac nghién ciru
truge ddy da chi ra rang sy xdc nhan chat lugng dich
vu ¢6 moéi quan hé tich cyc dén sy hai long
(Bhattacherjee, 2001; Bhattacherjee & Premkumar,
2004; Kim va cong sy, 2009; Lankton & McKnight,
2012; Limayem va cdng su, 2007; Premkumar
&Bhattacherjee, 2008; Susarla va cong su, 2003).
Tir phan tich trén, hai gia thuyét dugc dé xuét la:

Hla: Sw xdc nhdn chat lwong dich vu co tac
dong ciing chiéu doi véi sw hai long.

HIb: Su xdc nhdn chat lwong dich vu co tac
dong ciing chiéu doi véi nhén thirc gid tri.

2.2.2 Su hai long

Su hai long cua khéach hang la viéc khach hang
cin ctr vao nhing hiéu biét d6i voi san pham/dich
vu ma hinh thanh nhitng danh gia hodc phan doan
chu quan. Pay 1a mot dang cam giac vé tam 1y khi
nhu cau cta khach hang da dugc thoa man. Sy hai
long cua khach hang dugc hinh thanh dua trén co
s¢ nhiing trai nghieém dac bi¢t, dugc tich liy sau
khi st dung san phe"im/dich vy; khach hang sé€ c6 su
so sanh gitta két qua nhan duoc va ky vong trude
d6, tor d6 hinh thanh sy danh gia vua long hay
khong vua long. Trong thuong mai dién ti, sy hai
long cia khach hang dong mot vai tro quan trong
quyét dinh viéc gitt chan khach hang hién tai va
tim kiém khach hang méi. Sy hai long 6 tac dong
tich cuc dén y dinh mua lai (Wen va cong su, 2011;
Yen & Lu, 2008). Tur phan tich trén, nghién ctru de
xudt gia thuyét:

H2a: Sw hai long cé tic dong cing chiéu dén y
dinh mua lai triec tuyén

Trong moéi truong thuong mai dién t, sy hai
long dé cap dén phan ung cam xic cua khach hang
khi trai nghiém giao dich d6i voi mot ngudi ban
hang truc tuyén (Kim va cong su, 2004), trong khi
su tin cdy phan anh ky vong cua khach hang ring
ngudi ban hang truc tuyén sé& hanh xir theo cach
dang tin cdy va chip nhin dugc (Pavlou &
Fygenson, 2006). Vi vdy, gia thuyét dugc dé xuét la:

H2b: Su hai long c6 tac dong cing chiéu dén su
tin cqy truc tuyén.
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2.2.3. Su tin cdy

Su tin cdy cling dugc khai niém hoéa nhu mot cAu
trac da chiéu. Hai khia canh chinh cta su tin cay da
dugc thao luan va thir nghiém trong cac nghién ctru
trudc d6 la sy tin nhiém va long nhéan tr (Ba &
Pavlou, 2002; Ganesan, 1994). Trong khi 1ong nhan
tlr tap trung vao dong co va y dinh cta céc bén khi
trao doi, thi su tin nhiém tap trung vao mot ky vong
cua mot ¢ nhan vao nhirng tir hodc tuyén b cua dbi
tac d6 1a co thé tin tuong dugc (Ganesan, 1994). Do
nghién ctru quan tim dén viéc didu tra anh huéng
cua su tin cdy trong tinh huéng mua lai, vi vdy
nghién curu dac biét do luong khia canh sy tin nhiém
cua sy tin cdy vi khia canh nay c6 tac dong manh mé
hon dén mdi quan hé lau dai giita ngudi mua va
nguoi ban so voi khia canh long nhan tir cia sy tin
cay (Ganesan, 1994).

Khi nguoi ban hang truc tuyén hanh dong theo
cach xay dung sy tin cay cua nguoi tiéu dung, tor do
lam cho nhén thirc rui ro lién quan dén trang web
giam di, nguoi tiéu dung dua ra du doan tin tuong
vé nhirng hanh vi trong tuong lai ctia ngudi ban
(Sirdeshmukh va cong sy, 2002). Muc do tin cdy
cao c6 lién quan dén mirc do str dung ngay cang
tang (Awad & Ragowsky, 2008). Do do, su tin cay
vao trang web/cura hang truc tuyén co thé co tac
dong truc tiép dén viéc sin sang mua lai tir cung
mot trang web/cira hang truc tuyén. Vi vy, tac gia
dé xuét gia thuyét:

H3: S tin cdy truc tuyen ¢6 tac dong cing chiéu
dén y dinh mua lai triee tuyén.

2.2.4. Nhan thire gia ca canh tranh

Nhén thirc gia ca canh tranh dugc hiéu 1a nhan
thirc ctia ngudi mua vé gia cia mot website cu thé
so véi cac website khac (Sullivan va cong su, 2018).
Céac nghién ciu trude cho rang nhéan thic gia ca
canh tranh c6 mdi quan h¢ cung chiéu véi nhan thirc
gia tri (Chen & Dubinsky, 2003; Gupta & Kim,
2007). Nhan thuc gia tri thuong dugc xem Ia sy
danh doi gilta cac thanh phan “cho” va “nhan” cua
mot san pham hoac dich vu (Chang va Wildt, 1994).
Thanh phan “cho” tuong tmg v&i nhan thie vé gia
(tic 1a chénh 1éch gitta gia khach quan tai ctra hang
tryc tuyén va gia tham chiéu cta ngudi tiéu dung)
(Gupta & Kim, 2007), trong khi thanh phan “nhan”
twong (g nhu la nhan thirc ctua nguoi tiéu dung vé
chat luong cua san phém (Dodds va cong su, 1991;
Chang & Wildt, 1994).
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Ngudi mua tryc tuyén co thé xem gia nhu 1a mot
thanh phan chi phi quan trong va so sanh gia vdi cac
lva chon thay thé khac nhau (Chen va Dubinsky,
2003). Nguoi tiéu dung co thé st dung nhiéu ngudn
thong tin truc tuyen khac nhau (nhu: cac website
béan hang truc tuyén, v.v...) dé thu thap thong tin va
so sanh gia san pham (Choudhury va Karahanna,
2008). Ho s& thiy hap dan hon ddi v6i mot trang
web cung cAp mot san pham ma gia ca trong pham
vi chap nhan duoc, din dén sy nhéan thiac cao vé
nhén thuc gid tri. Do d6, nguoi tiéu dung cé kha
nang tim kjém mot trang web cung cip mirc gid thap
nhit c6 thé (Anderson va Srinivasan, 2003). Trong
truong hop nhu vay, mace d6 cao cua nhén thuc gia
ca canh tranh c6 thé c6 tac dong tich cuc dén nhan
thirc gia tri. Vi vay, tac gia dua ra gia thuyét:

H4: Nhan thire gia ca canh tranh tac dong cung
chiéu doi vé&i nhan thire gid tri. ,

2.2.5. Nhn thirc chdt lwong san pham ‘

Nguoi tiéu dung ude tinh gia tri cia san pham
lIva chon bé‘lng céch tinh dén tat ca cac loi ich va yéu
t6 hy sinh co lién quan (Kim va cong su, 2007).
Nhan thirc vé loi ich 1a sy két hop giita cac thudc
tinh san pham khéac nhau (nhu: noi tai va ngoai lai;
hitu hinh va v6 hinh, v.v...), ¢6 sin trong cac mdi
quan hé¢ v6i mét tinh hubng giao dich va st dung cu
thé (Snoj va cong sy 2004). Khi sy nhan thirc vé gia
tri duge xem la sy danh doi giltta mot thanh phan
dua ra (nghia la sy hy sinh dugc nhan thirc) va mot
thanh phan nhén lai (nghia 14 cac san pham va dich
vu) nhu da mé ta, d6 1a Iy do dé cho rang nhan thirc
chat luong cao hon s& dan dén muc nhan thirc gia
tri cao hon.

Mot sb nghién ctu thyc nghiém da xac nhan mbi
quan h¢ chat ché gitta nhan thic chét luong va nhan
thirc gia tri (Brucks va cong su, 2000; Dodds va
cong su, 1991; Teas & Agarwal, 2000; Sullivan &
Kim, 2018). Do do, tac gia dé xuat gia thuyét:

HS5: Nhén thire chdt heong san pham ¢ tac dong
cung chiéu dén nhan thirc gid tri.

2.2.6. Nhan thirc gid tri

Nhan thue gia tri dugc xem xét la mot cAu trac
dua trén nhan thic ndm bit sy khac biét vé hy sinh
va loi ich, trong khi sy hai long 1a mdt qua trinh
danh gia thude vé cam xuc (Chiu va cong sy, 2012;
Lin & Wang, 2006). Do d6, nhan thuc gia tri dugc
dé xuét 1a yéu t6 quyét dinh sy hai long. Mdi quan
hé nay ciling da dugc thyc nghiém va chirng minh tu

=
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cac nghién ctru trude day (Chiu va cong su, 2012;
Hsu va cong su, 2015). Tu phan tich trén, tac gia
dua ra gia thuyét:

Hb6a: Nhn thite gid tri tac dong cing chiéu dén
sw hai long cua khach hang.

Anderson va Srinivasan (2003) lap luan ring
nhéan thtrc gia tri va sy tin cay tao ra nhiing anh
hudng twong ty nhu mbi quan hé gitra sw hai 10ng va
long trung thanh. Mbi quan h¢ gitra nhan thirc gia tri
va su tin cdy ciing c6 thé 1a giai thich bang thuyét
cong bang, xem xét ty 16 két qua/dau vao cia ngudi
tiéu ding véi két
qua/dau vao cua
nha cung cap dich

S xac
nhén chat

Hia(+)

Ao s s oA

ky vong truéc khi mua, nhan thie gia tri tir [an mua
trude ciing ¢6 thé anh huong dén quyét dinh mua lai
cua nguoi tiéu dung (Li & Hitt, 2010). T phan tich
trén, tac gia dua ra gia thuyét:

Hb6c: Nhdn thire gid tri ¢ tac dong cing chiéu
dén ¥ dinh mua lai.

2.3. M6 hinh nghién ciru dé xudit

Dua trén co s& ly thuyét va cac nghién ciru lién
quan, md hinh nghién ctru (Hinh 1) dugc dé xuét
nhu sau:

Sar hai

lremng
dich vu

vu (Oliver &
DeSarbo, 1988).
Néu nguoi tiéu
ding cam thiy bj
d6i xir khong
cong bang, thi
nhan thirc gid tri
s€ giam, can trd
su hinh thanh sy
tin cay. Do do,
nhan thtc gid tri
c6 thé duge xem
la tién dé cua su
tin cdy cua nguoi
tiéu dung. Vi vay,
dé xuét gia thuyét:

H6b: Nhan
thire gia tri co tac
dong cung chiéu
dén su tin cqy truc
tuyén.

Nhan thuce gia
tri d dwoc chimg minh 1a yéu t6 quyét dinh ¥ dinh
mua lai (Hsu va cong sy, 2015; Sullivan & Kim,
2018). Qua do, néu mot san phém hoac dich vu duoc
nhan thire 13 ¢ gia tri thdp do chat luong thdp hoic
gi4 cao, y dinh mua dy kién sé thdp (Chang & Wildt,
1994). Nhan thire gia tri cua nguoi ti€u dung trong
mdi truong mua sam truc tuyén bao gdm nhleu loi
ich hon (nhu: chit lugng va giao dién mua sim than
thién) va it hy sinh hon (nhu: tiét kiém thoi gian, gia
ca canh tranh) (Wu va cong sy, 2014). Mac du céac
nghién ctru thuong lap luin ring quyét dinh mua
hang cta nguoi ti€u dung duoc xac dinh boi loi ich

H1b(+)

Whin thirc
chat lugng
san phém

H5(+)

H4(+)

Whin thitc
gia ca
canh tranh

Nhin thire
gid tri

long

H6a(+) H2a(+H)

H2b(+)

H6c(+) Y dinh

mua lai

HGb(+) H3(+)

Sur tin cdy

Hinh 1: M6 hinh nghién ciru dé xuat

3. Phwong phap nghién ciru

3.1. Thang do luong

Mb hinh nghién ciru dé xudt gdm 07 khai niém
do luong. Tét ca cac thang do luong dugc ké thira tir
cac nghién ctru trude. Cac thang do dugc thiét ké
phu hop v6i moi truong thuong mai dién tir. Thang
do Likert 07 diém duogc sir dung do ludng, trong d6
01 = Hoan toan khong dong ¥ va 07 = Hoan toan
dong y. Thang do s€ cung cap theo yéu ciu cua nha
xut ban. Ngudn tham khao cta thang do cac thanh
phan trong md hinh dugc trinh bay & Bang 1.
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Bang 1. Thang do cdc khai niém

Ky hiéu | Bién quan sét Nguon

Nhén thirc gia ca canh tranh (PCP)
PCP1 Gi4 cac san pham trén website nay ré hon so véi cac website mua sam khac.
PCP2 Gié cua sdn pham cung loai trén website nay 1a “(1) rat dat” toi “(7) rat phai chang”. Sullivan va cong
PCP3 T6i 6 thé nhan duge cac chuong trinh khuyén mai (nhu: gidm gia, qua tang,...) tir su (2018)

website mua sam nay.

Nhin thikc chét lrong san pham (PQP)

PQP1 Chat lugng san pham dugc ban trén website mua sam nay 1a rat tot. . A
P T , - - T Sullivan va cong

PQP2 Céc san pham dugc ban chay trén v&iebs1te mua sam nay. i s (2018)
PQP3 Nhin chung, t6i hai long véi san pham dugc ban trén website mua sam nay. )

Sw x4c nhan chit lweng dich vu (SQC)

SQC1 Dich vu sau ban hang clia website nay tot hon mong dgi cua toi.

sQc2 Web,s_lte nay da_xt{ ly cac giao dich tot hon (nhu: dit hang, xi 1y thanh toan, giao hang) Pee va cong su
so vdi mong doi cua toi. (2018)

SQC3 Thong tin mua hang cua t6i tir website nay dugc bao mat hon mong doi.

SQC4 Mua hang tir website nay thuén tién hon mong doi cua tdi.

Sw tin ciy (TRT)

TRT1 Website nay cung cap dung san pham nhu mo ta da gidi thiéu (dang tai).
Khoéng co6 sy khac biét gitta cac di€u khoan duge dang tai cua website voi cac diéu kién . A

TRT?2 . \ N . £ < A Sullivan va cong
giao hang trudc va sau khi mua (nhu: chat lugng, theo ddi don hany, v.v.). s (2018)

TRT3 T6i nghi rang website mua sam nay 1 trung thuc. ;

TRT4 Nhin chung, t6i tin tudng website mua sam nay.

Nhin thirc gia tri (PVL)

PVL1 San pham t6i mua trén website mua sim nay gitp toi tiét kiém tién. . A
Sullivan va cdng

PVL2 Viéc mua sam trén website nay 1a quyét dinh mua tot cia toi. s (2018)
PVL3 Gia san pham t6i mua trén website ndy la chap nhan dugc. ’

Sw hai long (SAT): Khi mua sian phim thdi trang tir website mua sim nay tbi cam thay:
SAT1 | Réatkhong hai long | Rét hai long
SAT2 Rét khéng thich [ Rt thich Pee va cong su
SAT3 | Rat that vong | Rat théa mén (2018)
SAT4 | Rattdité | Rat vui

Y dinh mua lai truc tuyén (RPI)
RPI1 Néu mua lai san pham mét lan nita, t6i s& mua tir cing mot website da mua trude do.
RPI12 Téi s& st dung website nay cho ldn mua sam tiép theo. Sullivan va cong
RPI3 Toi s& truy cép vao website nay trong thoi gian tdi. su (2018)
RP14 Tbi s& truy cip vao website ndy dé mua san pham trong thoi gian téi.

3.2. Thu thdp div liéu

Nghién cuu thu thap dir li€u thong qua hai
phuong thirc 1a guri bang in gidy truc tiép va gui qua
Google Forms cho dap vién. Dt li¢u dugc thu thap
trong khoang thoi gian tir 9/2019 dén 11/2019. DBbi
tuong thu thap dir liéu la nguoi dung internet tai
TPHCM di timg mua san pham thoi trang truc
tuyén trong vong 06 thang gan day (tinh tir thoi
dlem nhan duoc phiéu khao sat). Bap vién duoc yéu
cau nhé lai hoat dong mua sam san pham thoi trang
truc tuyén gan day nhit cta ho va chi dinh tén ctia
trang web mua sim. Sau d6, ho dugc yéu cau tra 10
cac cau hoi khao sat. Trong nghién clru nay tac gia
str dung phuwong phap chon mau thuan tién (conve-

khoa hoc

nience sampling), tirc 1a chon mau phi xdc suat
trong d6 tiép can voi ddi twong nghién ciru bang
phuong phap thuan tién (co thé chon dbi tuong
nghién clru nao ma tac gia c6 thé tiép can duoc).
400 phiéu khao sat dugc thu vé thi c6 327 phiéu
hop 18, dam bao kich ¢& mau yéu cau (Hair va cong
su, 2010). 73/400 phiéu khao sat loai bo chu yéu la
do khéch hang chua tung mua hang thoi trang truc
tuyén hodc khong mua hang thoi trang trong thoi
gian 06 thang gan day, cac phiéu khao st thiéu
thong tin, cau hoi bo tréng hodc nhiéu cau tra 10i
trung 1ap.

Két qua thu thap duogc thé hién & Béang 2. 94% )
luong dap vién c6 do tudi tir 18-39 tudi, trong d6
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dap vién co do tudi tir 25-29 tudi chiém hon 42%.
Dong thoi, dap vién da phan co trinh d6 cao dang,
dai hoc chiém hon 82%. Trén 81% dap vién dang
lam vi tri nhan vién van phong va nhan vién kinh
doanh v&i murc thu nhdp binh quan dat 12 triu
ddng/thang. Pbi twong khao sat c¢o hanh vi s dung
internet dat murc twong ddi véi hon 85% sb luong

WIAN TRI KINH DOE

dap vién dung internet trén 02 gid/ngdy. Tan suit
mua hang trung binh twong ddi cao, v&i hon 70% sb
dap vién c6 tan sudt mua hang khoang 01 1an 01
thang trd 1én, trong d6 gan 42% nhan dinh rang ban
than mua hang khoang vai 1an mot thang. Khoang
55% dép vién chi tidu dudi 1 triéu ddng cho mdi lan
mua hang cua minh.

Bang 2: Thong ké mé ta mau nghién cieu dinh lwong chinh thirc (n=327)

MAu nghién ciru Tén suit Phén trim

Gisi tinh Nam 131 40,06%
Nit 196 59,94%
. L DPoc than 184 56,27%
Tinh trang hon nhéan K&t hon 143 43,73%
18-24 62 18,96%
25-29 139 42,51%

56 tudi 30-34 69 21,10%

: 35-39 39 11,93%

40 - 44 10 3,06%

45 - 49 8 2,45%

Trung hoc ph6 thong 12 3,67%

. ~ ) Cao Pang/ Pai hoc 269 82,26%
Trinh 46 hoc van Thac si% Tién si 24 7,34%
Khéc 22 6,73%

Sinh vién 37 11,31%

Gido vién 9 2,75%

Nghé nghiép __ Bacsi 5 1,53%

; Nhan vién kinh doanh 67 20,49%

Nhan vién vin phong 198 60,55%

Trudng phong/Gidm déc 11 3,36%

Dudi 05 triu dong 25 7,65%

5 o Tir 05 - dudi 09 triéu dong 67 20,49%
Thu nhap ;ﬂ‘,“g binh hang Tir 09 - dudi 15 tricu dong 131 40,06%
ang Tur 15 - dudi 20 triéu dong 47 14,37%

Trén 20 triéu dong 57 17,43%

Khoang vai 1an 01 tudn 16 4,89%

Khoang vai 1an 01 thang 136 41,59%

Tén suat mua hang Khoang 01 1an 01 thang 83 25,38%
thoi trang tryc tuyén Khoang 02 thang 01 lan 40 12,23%
Khoang vai 1an 01 nim 48 14,68%

Rét it (m6i chi 01 hoidc 02 1an) 4 1,22%

Dudi 300 nghin dong 37 11,31%

Tir 300 - dudi 500 nghin dong 94 28,75%

Mirc tién chi tra cho 01 Tir 500 nghin dong - dudi 01 tri¢u dong 117 35,78%
14n mua hang Tir 01 - dudi 03 triéu dong 52 15,90%
Tir 03 - dudi 05 triéu dong 24 7,34%

Trén 05 triéu dong 3 0,92%

Duéi 02 gio/ ngay 52 15,90%

Thoi gian trung binh st Tu 02 - dudi 05 gio/ ngay 133 40,67%
dung internet 01 ngay Tu 05 - dudi 08 gid/ ngay 79 24,16%
Trén 08 gio/ ngay 63 19,27%

Nguon: Tinh todn cua tac gia tir so liéu diéu tra nguoi mua sam san pham thoi trang truc tuyén o

TPHCM nam 2019
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3.3. Phuwong phdp phdn tich

Dir lig¢u thu thép s€ dugc phan tich hé¢ s6 tin cay
Cronbach’s Alpha, phén tich nhéan t6 kham pha
(EFA), phan tich nhan té khing dinh (CFA) dé kiém
dinh su phu hop cua md hinh va md hinh chu tric
tuyen tinh (SEM) dé kiém dinh mé hinh ly thuyet
Tat ca phan tich dugc thuc hién trén phin mém
SPSS 22 va AMOS 22 (v. 22.0.0, 2015, New York,
NY, USA).

4. Két qua nghién ciru

4.1. Kiém dinh mé
(Measurement model)

Pau tién, két qua kiém dinh do tin ciy thang do
bang hé s6 Cronbach’s Alpha (a) cho thdy hé sé a
cua cac thang do > 0,7;
trong d6 hé s6 a(PCP) =

hinh do Ilwong

ting bién quan sat déu 16n hon 0,3, nhiing chi tiéu
nay dam bao dat yéu cau (Hair va cong su, 2010).
Nhu vay, thang do dat gia tri hdi tu va phan biét.
Thang do duogc chép nhan khi 0,5 < Kaiser-
Meyer-Olkin (KMO) < 1 va kiém dinh Barlett c6 hé
s6 Sig. = 0,000 >0,05 cho biét cc bién quan sat co
tuong quan véi nhau va c6 y nghia théng ké (Hair va
cong su, 2010). Két qua phan tich EFA dung lai ¢
lan xoay nhén t6 thar 02 co chi s6 KMO bang =
0,867 va kiém dinh Bartlett co muc y nghia vdi Sig.
= 0,000 < 0,05; ching té cac blen quan sat co tuong
quan v6i nhau xét trén pham vi tong s quan sat voi
do tin cdy 95%. Gia tri Eigenvalues = 1,059 véi
phuong phép trich nhan t6 PAF va phép xoay

Bang 3: Két qua phan tich EFA (logi bién SOC4)

0,870; a(PQP) = 0,837, Nhan to
a(SQC) = 0,780;|  Bién Ydinh | synai | sy | Nhnthic | Bhanthc ) han ) Xdcnhan
o(TRT) = 0,875; (PVL) | Quansit | mualai | long | dncay | OSSR | 00 BB | GRS O
- 7 (RPI) (SAT) (TRT) : g
= 0,860; a(SAT) = (PCP) (PQP) | (PVL) | (SQC)
0,847; a(RPI) = 0,869 Ei:g 0.899
(Bang 3). Dong thoi 0.848
RPI4 0,756
trong moi thang do hé s6 =PIT o
trong quan bién - tong SATA 0863
cga cac blen‘qu?n Asat SATL 0752
deg > 0,30; va hé 50 a SAT2 0.726
khi loai bo tung bién SAT3 0,690
quan sat déu khong tot TRT2 0,839
hon. Nhu vay, hé so0 a TRT4 0,784
cua cac thang do dat do TRT3 0,759
tin cay. TRT1 0,741
Thir hai, nhom tac PCP1 0,864
gia tién hanh phéan tich Eggz 0,834
EFA, phuong phép trich 0.798
A LA S PQP3 0,811
nhan t6 PAF (Principal FoP2 0305
axis factoring) va phep POPL 0.759
xoay Promax dugc su VL2 0811
dyng. Bién SQC4 co hé PVL3 0,805
sO tai nhan to 1a 0,328 < PVL1 0,759
0,50 la khong dat yéu SQC3 0,766
ciu nén tac gia loai bién SQC1 0,765
SQC4. Bang 3 cho thay sQc2 0,731
hé s6 tai nhan t6 va tong | Eigenvalues | 7,823 2,230 2,159 1,720 1,561 1,293 1,059
phuong sai trich. H¢ so Cr‘;ﬂzzcah’s 0,869 0,847 0,875 0,870 0,837 0,860 0,780
tai nhén to cua cac bien [Tang phuong
o PO e 32597 | 41,890 | 50,888 58,056 64,560 | 69,947 | 74,358
quan sat cua 7 nhan to | saitrich (%)

déu 16m horn 0,5. Chenh

Nguon: Tinh toan cua tic gla tir 56 liéu diéu tra ngueoi mua sam san pham thoi

Iéch hé s6 tai nhan t0 & trang triec tuyén ¢ TPHCM nam 2019
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Promax trich dugc 07 thanh phan véi tong phuong
sai trich 1a 74,358%. Diéu nay co nghia la 74,358%
d6 bién thién cua dit liéu c6 thé duoc giai thich boi
07 nhan té vira dugc trich ra (Bang 3).

Thit ba, tién hanh phan tich nhan t6 khang dinh
(CFA). Céc chi s6 phit hop md hinh (Model Fit) cho
thdy gia tri Chi-square value (2) 1a 346,339; df =
231 (p = 0,000); RMSEA 1a 0,063 <0,08. Chi sb
CMIN/Af = 1,499 < 3, thé hién su phu hop cua mo
hinh. Mot s6 chi sé do ludng muc do phi hop cua
mo hinh 1a: chi sé CFI (Comparative Fit Index) =
0,919 > 0,9 va chi s6 TLI (Tucker Lewis Index) =
0,966 > 0,9. Céc chi s6 danh gia cia mé hinh déu dat
so voi ngudng chip nhan (Hair va cong sy, 2010);
do @6 két luan 1a mé hinh phu hop.

Kiém dinh hoi tu (Convergent validity), tinh phan
biét (discriminant validity) va sy tin cdy (reliability).
Nghién ciru st dung hé s6 tin cdy tong hop (CR), hé
s6 phuong sai trung binh duoc trich (AVE), hé sb
phuong sai riéng 16n nhat (MSV), va hé s6 cin béc
hai AVE (VAVE ) va hé s6 trong quan giita hai nhan
t6 (inter-construct correlations) (Hair va cong su,
2014). Bang 4 cho thay hé s6 CR > 0,70 dam bao do
tin cay. Hé s6 AVE > 0,50 dam bao tinh hoi tu. Hé s&
MSV < AVE va VAVE < inter-construct correlations
dam bao tinh phan biét cua thang do. Nhu vay, thang
do luong cac khai niém nghién cuu déu dat tiéu
chudn vé do tin cdy, gia tri hoi tu va tinh phan biét.

Ao v o AR

4.2. Kiém dinh mé hinh céu tric (Structural
model)

Sau khi phan tich nhan t6 khang dinh CFA, nhém
tac gia tién hanh phan tich cu trac tuyén tinh
(SEM) cho m6 hinh nghién ctru. Két qua voi cac chi
s6 phu hgp mod hinh 1a: gia tri Chi-square value (x2)
=386,765; df = 239 (p = 0,000), ¥2/df = 1,618 < 2,
TLI=0,958>0,9; CFI = 0,964 > 0,9; va RMSEA =
0,044 < 0,08; cho théy mod hinh nghién cuu tuong
thich véi dit liéu thi trudng. Dong thoi, két qua SEM
(Hinh 2), cho théy cac khai ni€m su hai long, su tin
cay va nhan thuc gia tri giai thich dugc 43% phuong
sai ciia y dinh mua lai truc tuyén. Cac yéu td su xé4c
nhén chat lugng dich vu, nhan thtrc chét luong san
phfim va nhan thie gia ca canh tranh giai thich dugc
47% phuong sai cua khai niém nhén thic gia tri, day
12 mot mirc giai thich twong ddi tt trong truong hop
kiém dinh mdi quan hé gitra cac yéu té khi st dung
phuong phap SEM.

4.3. Kiém dinh gia thuyét

Bang 5 thé hién két qua udc luong mdi quan hé
giita cac khai niém nghién ctru. Két qua cho thiy
“su tin cdy” (gia thuyét 3) va “su hai long” (gia
thuyét 2a) 1a hai yéu t6 tac dong truc tiép dén y dinh
mua hang l3p lai cua ngudi tiéu dung truc tuyén.
Trong do, nhan td “su tin cdy” c6 anh huong manh

Bang 4: Két qua kiém dinh thang do lwong cdc khdi niém

1}1(1:2: CR AVE MSV PVL RPI SAT TRT PCP PQP sSQC
PVL | 0861 | 0673 | 0.258 0,820

RPI 0871 | 0629 | 0371 0,430** | 0,793

SAT | 0848 | 0583 | 0.291 0,296** | 0,497** 0,763

TRT | 0874 | 0,636 | 0371 0,496** | 0,609** | 0,539** 0,797

PCP | 0872 | 0695 | 0.167 0,409** | 0,222** 0,336** 0,298** | 0,834

PQP 0,837 | 0,632 | 0.241 0,491** | 0,370%* 0,306** 0,396** | 0,147 0,795

SQC | 0805 | 0580 | 0.261 0,508** | 0,361** 0,351** 0,511** | 0,263** | 0,300** | 0,761

C.R: D¢ tin cdy tong hop; AVE: Trung binh phwong sai trich; MSV: Maximum Shared Variance.

VAVE 14 céc gi tri trén duong chéo dugc in
dam, chi sb twong quan gitta hai nhan té 1a cac gia
tri trong 6 dugc t6 mau. C6 thé thiy VAVE 16n hon
cac chi sé tuong quan giita hai nhan t&; **p < 0,01.

ddi voi v dinh mua lai thé hién qua hé s6 ude lugong
chuan hoa B = 0,394; va uéc luong nay dat ¥ nghia
thong ké tai p = 0,000. Két qua nay pht hop véi cac

khoa hoc
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Sir xac

. ; Hla: 0,286
nhan chat

Sur hai long

luwgng dich
Vit

Hib: 0,335

Whan thirc
chat lugng
san pham

Nhin thire
gid tr
(R2=47%)

H5: 0,363

H4: 0,269

Nhin thirc
gia ¢i canh
tranh

H6a: 0,171

(R? = 16%)

H2a: 0,230

H2b: 0,422

Y dinh
mua lai

Hé6c: 0,169

(R?=43%)

H3: 0,394

Hé6b: 0,390

Sir tin cay
(R? = 44%)

Hinh 2: Két quda SEM mé hinh nghién ciru

nghién ctu trude day (Liu va cong sy, 2011; Hsu va
cong su, 2014) cung cap thém bang chimg xac nhan
tam quan trong cua viéc tao dung su tin cdy trong
viéc gitr chan khach hang trong bdi canh mua sam
truc tuyén. Gia thuyét 6¢ bac bd, nhan thic gia tri
khong anh huong dén y dinh mua lai vi khong dat
nghia thdng ké tai 95%.

Ké tiép, két qua SEM cho thdy rang “sy hai
1ong” ¢6 tac dong manh mé& dén “sy tin cay” thong
qua hé s u6c lwong chudn hoa B = 0,422; va ude
lwong nay dat y nghia thong ké tai p = 0,000. Do do,
gia thuyét 2b dugc cing cb. Bén canh d6 “nhén thirc
gia tri” cling tac dong tich cuc dén voi su tin cay dat
mirc ¥ nghia théng ké 95%, thong qua hé s wéc
lwong chuan héa B = 0,394 (p =0,000). Gia thuyét 6b
duoc bao dam.

Su “x4c nhan chét luong dich vy (gia thuyét la)
va “nhan thirc gia tri” (gia thuyét 6a) tic dong dang
ké ddi voi su hai 1ong cua khach hang. Két qua
nghién ctru cho théy su xac nhan chét Iwong dich vu
la dong luc quan trong quyét dinh sy hai long cta

khoa hoc

khach hang truc tuyén thong qua hé s6 udc luong
chudn héa p = 0,286; va uéc lwong nay dat ¥ nghia
thong ké tai p = 0,000.

Cudi cung, cac nhan td su “xac nhan chit luong
dich vu”, “nhan thirc chit lugong san phém” va “nhan
thirc gia ca canh tranh” déu tao ra nhiing tac dong
cung chidu dén “nhan thirc gia tri” cua khach hang,
theo dung nhu mbi quan hé trong mé hinh nghién
ctru chinh thire. Gia thuyét 1b, va gia thuyét 4 va 5
dugc cing ¢d. Trong d6, nhan thirc chét lugng san
phim tac dong manh m& dén nhan thic gia tri thong
qua hé s6 udc luong chuan hoa B = 0,363; va udc
luong nay dat y nghia théng ké tai p = 0,000.

B: gia tri udc lugng chua chuén hoa;; B gia tri
wéc lugng di chudn hoa; P: mirc ¥ nghia; P = *#* <
0.001

5. Trao d6i két ludn va hwéng giai phap cho
van dé nghién ciru

Két qua nghién ctru cho thiy 3 phat hién thu vi
vé cac nhan to tac dong dén y dinh mua lai cua san
pham tryc tuyén trong nganh hang thoi trang. Thi
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Bang 5: Két qua kiém dinh cdc gia thuyét nghién ciru

Chua chuén héa
Gia Hé so
thuyet ) Hesé | Hesb | we

Moi quan h¢ wéc wéc Kiém | MUY | lugng

lwgng | lwogng | dinht nghia chuin

B) | (beta) P | hoa(p)

Hla | Suxac nhan chit lvong dich vy | --> Su hai long 0,305 0,088 3,465 Fxk 0,286

H1lb | Swx4cnhanchétluongdichvu | —> | Nhanthacgiatri | 0,320 | 0,060 | 5314 | *** | 0,335

H2a | Su hai long ~> | Ydinhmua lai 0220 | 0063 | 3482 | *** | 0,230
truc tuyén

H2b | Su hai long —> | Sutincay 0335 | 0050 | 6675 | *** | 0422

H3 | Sutincay > | Ydinhmualai 0474 | 0094 | 5062 | ** | 0394
truc tuyén

H4 Nhan thirc gia ca canh tranh > Nhan thirc gia tri 0,193 0,040 4,837 Fxk 0,269

H5 | Nhan thic chit luong san phdm | --> Nhan thirc gid tri 0,367 | 0,061 6,004 sk 0,363

H6a | Nhan thuc gia tri --> Su hai long 0,192 0,087 2,212 0.027 0,171

H6b | Nhan thuc gid tri > | Sutincay 0348 | 0054 | 6432 | ** | 0,390

Hec | Nhan thac gié tri ~> | Ydinhmua lai 0181 | 0068 | 2654 | 0.008 | 0,169
truc tuyén

nhat, “su tin ciy” la nhan t6 tic dong truc tiép manh
nhit d&én y dinh mua lai ctia san pham tryc tuyén
(Gia thuyét 3) ciia khach hang, sau d6 1a nhan t6 “su
hai long” (gia thuyét 2a). Cac doanh nghiép kinh
doanh tryc tuyén can bao dam nhimng cam két voi
khach hang va thuc hién dung nhitng cam két dé xay
dung long tin noi khach hang, dac biét 1a cac khach
hang thudc nhom tudi tir 25-29 ¢6 thu nhap cao (9-
15 triéu dong/thang).

Thit hai, “su hai 1ong” (gia thuyét 2b) va “nhan
thirc gia tri” (gia thuyét 6b) 1a hai yéu t6 chinh tac
dong dén “su tin cay” cua khach hang mua sdm truc
tuyén nganh hang thoi trang. “Nhan thic gia tri” khi
giao dich ban dau la rat quan trong. Kinh nghiém
mua hang trude dé giup nguoi ti€u dung gia tang su
quen thudc va kién thirc vé cac giao dich tryc tuyén.
Didu nay dam bao nguoi tiéu dung s& 1ap lai mua
hang tir cing mot trang web vi ho thay ring nhu cau
ctia ho c6 thé dugc dap tmg boi trang web (Hsu va
cong su, 2014) va ting ning sudt cua ngudi tidu
dung (nhu: quyét dinh mua hang tét hon trong mot

khoang thoi gian ngin) trong viéc mua sim san
phém hodc dich vu khi ho thuc hién giao dich tir mét
website dang tin cay.

Thit ba, két qua bai nghién ctru nay cho thiy
“nhan thuc gia tri” cua khach hang dac biét 1a gioi
tré, bi anh huong boi cac nhan t6 danh gia san pham
thoi trang cua khach hang vi du nhu 1a “nhan thuc
gia ca canh tranh” va “nhén thtc chét lugng san
pham” (Gia thuyét 1b, 4 va 5). Gia ca va chat lugng
san pham 13 hai nhan t6 quan trong hinh thanh nén
nhén thirc gia tri tir khach hang mua sdm san pham
truc tuyén nganh hang thoi trang.

Bai nghién ctru ciing con mot s6 han ché. Mot sb
nhan t6 dic trung cua mua sim tryc tuyén chua
dugc nghién ctru, vi du cam nhén rui ro sau mua,
chit lugng phat trién websites ban hang sau mua,
xuc tién ban online. Pinh huéng nghién ciru sau nay
c6 thé bd sung cac yéu td k¥ thuat, chit luong cong
nghé, danh gia rui ro dén y dinh mua lai nham xay
dung giai phap kinh doanh truc tuyén thiét thuc va
cu the.
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Viéc giit chan ngudi tidu dung truc tuyén doi hoi
nhiéu thoi gian va cong strc hon so voi viéc mua lai
tur nhitng khach hang méi. Do d6, cac doanh nghiép
kinh doanh thuong mai dién tir trong nganh thoi
trang can chii trong nhitng giai phap sau. Thir nhat 13,
doanh nghiép can nang cao nhan thic v& gid tri san
phim tir khach hang. Pé lam duogc viéc nay, cac
doanh nghiép can bao dam cung cAp mot san pham
chat luong cao, gia ca phai ching va quang ba san
pham thong qua mot website c6 uy tin. Trang web
nén cung cap nhitng dich vu trai nghiém d& dang cho
khéch hang. Doanh nghiép nén khuyén khich khach
hang thudong xuyén tuong tac vao trang web bing
cach cung cdp thém cac wu dii (nhu: tién thuong,
giai thudng, qua tang...) va thiét 1ap cac trang web
dich vu dé gia tang viéc truy cap thuong xuyén.

Thir tur, cac doanh nghiép kinh doanh thoi trang
truc tuyén cin xay dung mot chién lugc tim hiéu ky
vong cua khach hang theo tung phan khuc khac
nhau dé thiét ké cac chuong trinh khuyén mai, hau
méi cy thé cho timg phan khic. Tir 406, cac doanh
nghiép co thé stra d6i chwong trinh lién tuc dé dap
g nhu cau ciia khach hang. Nhiing giai phap nay
s& gitip gia ting nhan thirc gia tri, sy hai 1ong, niém
tin, va y dinh mua lai tir phia khach hang mua sam
thoi trang tryc tuyén. ¢
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Summary

The study aims to identify the factors that affect
the intention to repurchase fashion products by
online consumers in Hochiminh City. Data were
collected from 327 consumers who bought fashion
products online in 2019. The study applied CB-
SEM. The research results find 6 factors affecting
the intention to repurchase fashion products online
including i) Service quality verification, ii)
Perceived product quality, iii) Perceived competi-
tive price, iv) Perceived value, v) Satisfaction, and
vi) Reliability. Of the 6 factors, satisfaction and
reliability have the strongest influence on the inten-
tion to repurchase fashion products online. The
research findings help managers to come up with
good strategy to increase the number of online fash-
ion consumers.
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