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Ngay nhgn: 18/12/2021 Ngay nhdn lai: 04/3/2022 Ngay duyét dang: 08/03/2022
ai viét danh gia anh hwong cia cdc nhdn té dén quyét dinh hea chon vmg dung ddt thire an truc
wyén ciia khdach hang tai TP. Ho Chi Minh. Két qud khao sat 190 ngiweoi dan sir dung g dung

ddt thike an trwee tuyén cho thdy, ¢é 6 nhdn 16 tac dong dén quyét dinh lwa chon iing dung ddt thire an truec
tuyén cua khach hang tai TP, Ho6 Chi Minh, dé la: Nhén thirc su hitu ich; Nhdn thire tinh dé sir dung; Anh
hwong cua xa hgi; Cac dieu kién thudn loi; Nhéan thirc rii ro lién quan dén san phcfm dich vu; Nhan thuc
riii ro lién quan dén giao dich truc tuyén. Tir @6, nhém tac gid dwa ra mét sé dé xudt, kién nghi doi véi cac

DN kinh doanh trng dung dat thiec an truc tuyén trong viéc nang cao sy hai long cua khdach hang.

Tir khéa: Ung dung ddat thitc an, nhdn t6 quyét dinh, khach hang, Tp Ho6 Chi Minh, sy hai long

JEL Classifications: M31, M37, M39.

1. Dat van dé

Nhirng nam gan day, thi truong dat thirc an truc
tuyén tai Viét Nam ngay mot tré nén hip dan va phat
trién nhanh chong, véi cac hang, nhu: GrabFood,
Now cia Foody.vn va GoFood ctia Go - Viet. Ngoai
ra, vao gitra thang 5 vira qua, thi truong giao dd an
c6 thém tan binh dén tr Han Qubc - Woowa
Brothers. Pon vi nay ciing da trién khai tng dung
giao dd an BAEMIN tai Viét Nam sau khi thau tom
ung dung Vietnammm.

Tuy nhién, v6i sy canh tranh gay git tir qua
nhiéu dbi thu trén thi trudng, nhidu hing ciing da
phai rat lui. Truong hop tiéu biéu nhét thudc vé
Foodpanda. La mdt trong nhimg don vi giao d6 an
truc tuyén c6 mit sém nhat tai Viét Nam tir nim
2012 vé&i tén goi ban dau la HungryPanda,

Foodpanda di xay dung mang luéi giao do an truc
tuyén véi hon 1.000 nha hang tai TPHCM va Ha
Noi cung d6i ngii khoang 100 shipper. Tuy nhién,
dén nam 2015, Foodpanda da phai chip nhan ban
minh cho Vietnammm. Lic nay, Foodpanda dang 1a
tap doan hang dau trong linh vuc dat thirc an truc
tuyén trén khap thé gioi voi hoat dong & 27 qubc gia
thudc 4 chau luc khac nhau nhung CEO cuia cong ty
budc phai chuyén nhuong lai hoat dong kinh doanh
cua Foodpanda tai Viét Nam cho Vietnammm dé
gilip cong ty tap trung hon vao cac thi trudng cot 16
tiém nang khac.

Vi véy, dé ton tai va phat trién trong mot thi
truong day tinh canh tranh nhu trén, cac té chtc cin
phai quan tdm dén nhiéu nhan t6 anh huong dén viéc
lya chon Gng dung dat thic an truc tuyén cua khach
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hang. Piéu nay s& giup doanh nghiép nim bét thoi
quen, xu huéng ciing nhu cic nhan t6 anh hudng
dén hanh vi ngudi tiéu dung, tir d6 xay dung duoc
nhitng chién lugc phii hop, nang cao ning lyc canh
tranh, phat trién kinh doanh va mang lai loi nhuan
t6t nhat. Do d6, nhom téc gia quyét dinh chon dé tai
“Céc nhan t6 tac dong dén quyét dinh lwa chon tng
dung dat thac an tryc tuyén cua khach hang tai TP.
H6 Chi Minh” cho nghién ctru ctia minh.

2. Co sé Iy thuyét va phwong phap nghién ciru

2.1. Co 56 Iy thuyét

Mot s6 khai niém

Hanh vi nguoi tiéu dung

Cho dén nay, c6 rat nhiéu quan diém khac nhau
vé hanh vi nguoi tiéu dung. Theo Leon Schiffiman,
David Bednall va Aron O’cass (2001), hanh vi
nguoi tiéu dung la sy twong tdc ndng dong cua céac
nhan t§ anh hudng dén nhan thtc, hanh vi va moi
trudng ma qua sy thay déi d6 con ngudi thay doi
cudc séng cua ho.

Theo Charles W. Lamb, Joseph F. Hair va Carl
McDaniel (2000), hanh vi cua nguoi tiéu dung la
mot qua trinh mo ta cach thuc ma nguoi ti€u dung ra
quyét dinh luya chon va loai bd mot loai san phém
hay dich vu.

Theo Philip Kotler (2001), ngudi lam kinh doanh
nghién ciru hanh vi nguoi ti€u dung véi muc dich
nhan biét nhu ciu, s thich, thoi quen cta ho. Cu thé
la xem nguoi ti€u dung mubn mua gi, sao ho lai mua
san phém, dich vu do, tai sao ho mua nhan hiéu do,
ho mua nhu thé nao, mua & dau, khi nao mua va muc
d6 mua ra sao dé xay dung.

Ung dung dat thirc an triec tuyén

Phan mém tUng dung (tiéng Anh: Application
software, con viét tit 1a Application hodc app) la
mot loai chuong trinh ¢6 kha nang lam cho may tinh
thuce hién truc tiép mdt cong viéc nao d6 nguoi dung
muén thue hién. Piéu nay khac véi phﬁn mém hé
théng tich hop cac chirc ning cta may tinh, nhung
6 thé khong truc tiép thuc hién mot tac vu nao cé
ich cho ngudi ding. Phan mém tmg dung chia lam
hai loai: Tién ich va Cong cu.

Ung dung dit thic an truc tuyén 14 Gng dung
cung cip dich vu giao nhén thirc dn. Pay 1a noi két

nbi cac tai xé va cac nha hang, quan an dé nguoi ban
hang dang tai cac san pham, do an, thirc udng 1én
ung dung, tir d6 khach hang c6 thé Iya chon mén an
va dugc giao hang dén tan noi. Cac nha cung cip
ung dung c6 doi ngli shipper riéng va khong sir dung
cac dich vu giao hang trung gian.

Cadc nghién ciru lién quan

Ly thuyét hanh vi du dinh d3a duoc Shefali
Kumar (2003) str dung cho nghién ctu. Tac gia da
dung phuong phéap thong ké mé ta dé kiém tra cac
anh huong dén cac bién nhan khiu hoc va mot sb
nhan t6 c4 nhan khac nhu kinh nghiém may tinh, gio
lam viéc truc tuyén, tién chi tiéu mua hang truc
tuyén ti hanh vi mua hang truc tuyén, khi phan tich
v6i s6 mau 303. Két qua cho thdy, quy chuan chu
quan, thai d§, cam nhan vé su tu chu trong hanh vi
va su mua hang truéc d6 1 nhan t& du bao quan
trong vé hanh vi du dinh mua hang truc tuyén. Tac
gia ciing diéu tra mdi quan hé giita cac 14n mua sam
trude va ¥ dinh mua trong twong lai. Theo két qua
nghién ctru, nhitng ngudi khi nhan dugc khao sat cod
tra 101 da thyc hién mua truéc d6 c6 y dinh mua
hang cao hon trong lwong lai. Qua d6 ¢ thé cho
rang kinh nghiém mua hang ctia ho di dép tng hoic
vugt qua mong doi cua ho.

Matthew K. O. Lee va Christy M. K. Cheung
(2014) dya trén mo hinh TRA va TPB nghién ctru sy
thoa man khach hang trong mua sim qua mang. Két
qua cho thiy, sy théa man khach hang trong mua
sam qua mang chiu tic dong boi 3 nhan t6 1a: Chat
luong thong tin; Chat luong hé théng; Chét luong
dich vu.

Nghién ctu vé thai d6 va nhan thire cua khach
hang dbi véi ing dung giao thirc an truc tuyén da
dugc Dr. Neha Parashar va Ms. Sakina Ghadiyali
(2017) tién hanh tai An Do. Nghién ctru khao sat
129 ngudi trong do tudi tir 20-25. Myc tiéu chinh 1a
tim ra cac nhan t chinh tac dong t&i sy st dung tng
dung dit thirc an chinh anh hudéng dén quyét dinh
lwa chon ctia ngudi tidu dung bao gdm: Tdc do giao
hang; Luong thic an dat tbi thiéu; Chat luong dich
vu; Phuong thirc thanh toan; Chuong trinh khuyén
mai; Su tiét kiém thoi gian.
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Trong khi d6, Gagah Triyuniar Prabowo va
Agung Nugroho (2018) nghién ciru vé cac nhan t6
anh huong dén thai do va hanh vi ciia nguoi tiéu
dung Indonesia d6i v6i ing dung dat thic an tryc
tuyén trén ing dung Go-Food. Két qua cho thay, Loi
ich mang lai sau stt dung va Sy thuan tién la hai
nhan tb tac dong manh mé dén Thai do va hanh vi
ngudi tidu dung déi véi tmg dung Go-food.

M6 hinh nghién citu dé xudt va cdc gid thuyét
nghién cuu

Mo hinh nhom tac gia dé xuit duoc xay dung
dva trén cac mo hinh Iy thuyét va cac cong trinh
nghién ctru trude dy, ké thira tir mé hinh chap nhan
st dung thuong mai dién tt ECAM cutia Joongho
Ahn va cong su (2001) va mé hinh chap nhéan va st
dung cong nghé cia Venkatesh va cong sy (2003).
Ngoai ra, cac nhan t6 nhan khau hoc nhu: gi6i tinh,
thu nhap, do tudi va trinh do hoc véan cling dugc
thém vao mé hinh nghién ctru dé tim ra sy khac biét
ctia cac nhan té nhan khau hoc ndy dén cac nhan t6
khac trong mo hinh ¥ dinh mua sam tryc tuyén ciia
nguoi tiéu dung.

Nhan thirc sy hitu ich

Nhan thtre tinh dé sir dung

Anh huéng cua xa hoi

Tu céac 1ap ludn trén, tac gia xay dung mod hinh
nghién ciru dé xuat dugc trung bay ¢ Hinh 1 gdm 6
nhan té (bién doc 1ap) 1a: Nhan thic sy hiru ich;
Nhan thire tinh dé st dung; Anh hudng cia xa hoi;
Céc diéu kién thuan loi; Nhan thue rai ro lién quan
dén san phﬁm dich vy; Nhan thtc rui ro lién quan
dén giao dich truc tuyén tac dong dén Y dinh mua
sam tryc tuyén cua ngudi tiéu dung duoc khao sat
tai TP. H6 Chi Minh.

Céc gia thuyét nghién ctru dwoc dwa ra nhu sau:

Gia thuyét H1: nhan thiec sy hitu ich co tac dong
tich cuc (+) dén quyét dinh lya chon ung dung dat
thire an truc tuyén cua khach hang dwoc khdo sat tai
TPHCM.

Gid thuyét H2: Nhdn thirc tinh dé sir dung cé tac
dong tich cuc (+) dén quyét dinh lya chon g dung
dat thirec an truc tuyén cua khach hang dwoc khao
sat tai TPHCM.

Gid thuyét H3: Anh hwong cia xd héi cé tac
déng tich cuee (+) dén quyét dinh lra chon vmg dung
dat thuwe an truc Zuyén cua khach hang dwoc khdo
sat tai TPHCM.

Giéi tinh, d¢ tudi, thu
nhdp, trinh do hoc van

Y dinh mua

Cac diéu kién thuan lgi

Nhan thure rti ro lién quan dén
san pham dich vu

Nhan thtte rti ro lién quan dén
giao dich tryc tuyén

Nguén: Nhom tac gia dé xuat

> sam truc

tuyén ciia

nguoi tiéu
dung

Hinh 1: M6 hinh nghién ciru dé xudt
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Gia thuyét H4: Cdc diéu kién thudn loi ¢é téc
déng tich cuc (+) dén quyét dinh lwa chon vmg dung
dat thuc an truc tuyén cua khach hang dwoc khdo
sat tai TPHCM.

Gid thuyét H5: Nhén thirc rii ro lién quan dén
sdn ph(im, dich vu co tac dong tich cuc (+) aén
quyét dinh lya chon ung dung dat thiec an tryc tuyén
cua khach hang dwoc khdo sat tai TPHCM.
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chudn quéc té).
3. Két qua nghién ctru
Phén tich hé s6 Cronbach’s Alpha (bang 1)
Theo két qua phan tich Cronbach’s Alpha cho 6
bién doc 1ap va 1 bién phuy thudc thi mo hinh nghién
ctru ¢6 26 bién quan sat, khong c6 bién nao bi loai.
Phin tich nhén té kham phd (EFA)
Phdn tich EFA bién déc ldp (bang 2)

Bang 2: Kiém dinh KMO va Barlett’s cua cdac bién doc lap

Kiém dinh KMO va Barlett
Hé s6 KMO .880
Kiém dinh Barlett Gid tri Chi-Square 3161.322
Bac ty do (df) 253
Sig. .000

(Nguon: tong hop tir SPSS, 2019)

Gia thuyét H6: Nhén thirc riii ro lién quan dén
giao dich tric tuyén cé tic dong tich cuc (+) dén
quyét dinh lya chon ung dung dat thirc an truc tuyén
cua khach hang dwoc khao sat tai TPHCM.

2.2. Phwong phap nghién ciru

Dir li¢u nghién cou dugc thu thap thong qua
khao sat tryc tuyén tir thang 9-11/2019. 200 bang
cau hoi khao sat theo hinh thire truc tuyén thong qua
cac ung dung mang xa hoi, hoac thu dién tr dugc
phat ra t6i cac dbi tuong 1a ngudi dan trén dia ban
TP. HO Chi Minh. Sau khi thu phiéu vé, cac ddi
tuong dugc khao sat c6 do tudi dudi 15 hodc trén 45
dugc loai bo, chi giir lai cac phiéu c6 dbi tugng khao
sat 1a c6 dot tudi trong khoang 21 dén 25 tudi. Pay
1a thé hé duogc sinh trudng trong thoi dai bung nd
cong ngh¢ thong tin cling nhu internet. Chinh vi vay
ma hau hét cac ddi twong duge quan sat déu co kinh
nghiém st dung Gng dung dat thic an truc tuyén.
Nhoém tac gia thu duge 190 bang tra 161 hop 1€ duoc
thuc hién xur 1y trén phan mém SPSS 20.0.

Bén canh viéc théng ké mé ta, cac phuong phap
nghién ctru vé do tin cdy Cronbach’s Alpha, phan
tich nhan t6 kham pha EFA, phén tich hé sb tuong
quan, hdi quy, kiém dinh ANOVA va T - test ciing
dugc nhom tac gia dé cap mot cach rd rang va diy
da (Bai viét st dung cach viét s6 thap phan theo

Két qua phén tich nhan t6 kham pha EFA duoc
trinh bay o bang 2. Két qua cho thay:

- Hé s6 KMO c6 gia tri 1a 0.880, du didu kién
phan tich, viéc phan tich nhén t6 thich hop véi cac
dir liéu (KMO >= 0.90: Rét tot; 0.80 <= KMO <
0.90: Tét; 0.70 <= KMO <0. 80: Puogc; 0.60 <=
KMO <0. 70: Tam duogc; 0.50 <= KMO <0. 60:
Xau; KMO <0. 50: Khong chap nhan dugc)

- Két qua kiém dinh Barlett: Sig=0.000<0.05 cho
thdy cac bién quan sat trong phan tich nhan té EFA
¢6 tuong quan voi nhau trong tong thé.

Qua hai 1ap luan trén, gia thuyét HO bi bac bo,
chdp nhan gia thuyét H1 1a cac bién quan sat co su
tuong quan voi nhau trong tong thé.

Ngoai ra, trong bang phuong sai trich lan tht
nhat, thi cac nhan t6 déu c6 gia tri Eigenvalues >1.
Gié tri tong phuong sai trich trong lan phan tich
EFA nay 1a 74.87%, 16n hon 50% va dat yéu cau
dat ra.

Vi phuong phép rit trich Principal components
va phép quay Varimax, c6 6 nhan t6 dugc rut trich ra
tir 23 bién quan sat.

- Hé s6 Factor Loading cac bién quan sit 16n
hon 0.5.

- Céc nhén t6 déu c6 gia tri Eigenvalues > 1. Gia
trj tong phuong sai trich trong lan phan tich EFA nay
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Bang 1: Két qua kiém dinh Cronbach’s Alpha

Bién quan| Trung binh thang do Phuwong sai thang do | Twong quan bién | Cronbach’s Alpha néu
sat néu loai bién néu loai bién tong loai bién
HI1 12.095 3.441 718 .858
HI2 12.053 3.405 .834 .818
HI3 12.863 3.209 .678 .882
HI4 12.000 3.439 773 .838
Nhén thirc sy hiru ich; Hé s6 Cronbach’s Alpha: 0.882
Bién quan| Trung binh thang do Phuong sai thang do | Twong quan bién | Cronbach’s Alpha néu
sat néu loai bién néu loai bién téng loai bién
SD1 12.784 2.964 187 783
SD2 12.842 3.308 .670 .833
SD3 12.879 3.028 .624 .856
SD4 12.811 2.969 .743 .801
Nhin thirc tinh dé sir dung; Hé s6 Cronbach’s Alpha: 0.858
Bién quan| Trung binh thang do Phuong sai thang do | Twong quan bién | Cronbach’s Alpha néu
sat néu loai bién néu loai bién tng loai bién
XH1 11.474 4219 .634 .834
XH2 11.474 4.081 .680 816
XH3 11411 3.799 737 791
XH4 11416 3.800 715 .801
Anh hwéng ciia xi hdi; Hé s6 Cronbach’s Alpha: 0.851
Bién quan| Trung binh thang do | Phwong sai thang do | Twong quan bién | Cronbach’s Alpha néu
sat néu loai bién néu loai bién tong loai bién
DKl 11.563 4.798 .693 .839
DK2 12.047 4.183 770 .807
DK3 11911 4.167 746 .818
DK4 11.405 4.930 .670 .848
Piéu kién thuin lgi; Hé s6 Cronbach’s Alpha: 0.866
Bién quan| Trung binh thang do Phwong sai thang do | Twong quan bién | Cronbach’s Alpha néu
sat néu loai bién néu loai bién tong loai bién
SP1 12.300 4.539 487 .906
SP2 11.700 4.941 733 790
SP3 11.711 4.535 791 759
SP4 11.816 4.014 .800 745

INhiin thirc rii ro lién quan dén sin

ham, dich vu; Hé so Cro

nbach’s Alpha: 0.843

Bién quan

Trung binh thang do

Phwong sai thang do

Twong quan bién

Cronbach’s Alpha néu

sat néu loai bién néu loai bién tong loai bién
GD1 8.174 2.366 732 .789
GD2 8.221 2.353 .830 705
GD3 7.984 2.375 .632 .892
INhin thire riii ro lién quan dén giao dich truc tuyén; Hé s6 Cronbach’s Alpha: 0.854
Bién quan| Trung binh thang do Phuong sai thang do | Twong quan bién | Cronbach’s Alpha néu
sat néu loai bién néu loai bién tong loai bién
HVI 8.016 1.666 .678 .671
HV2 8.232 1.607 .554 .800
HV3 8.100 1.508 .670 .670

Y dinh sir dung g dung; Hé s6 Cronbach’s Alpha: 0.789

(Nguon: Tong hop tir SPSS, 2019)
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12 74.87%, 16m hon 50% va dat yéu cau dat ra. Didu
nay c6 nghia 13 6 nhan t6 dugc rat trich giai thich
duoc 74.87% sy bién thién cua dit liéu, cac thang do
duoc trich ra duoc chép nhan.

Nhu véy, v6i 6 nhan té duoc rat trich ra sau khi
phén tich nhan t5 EFA thi nhiing nhan t5 nay tring
v6i 6 khai niém thanh phan 1a cac bién doc 1ap ban
dau ma mo hinh nghién ciru dé ra.

Két qua phan tich EFA cho bién phu thudc

Bing 3: Kiém dinh KMO va

QUAN TRI KINH DOANH

Sau khi phdn tich do tin cdy bang hé sb
Crobach’s Alpha. Thang do yéu d6 hanh vi lwa chon
g dung dat thire 4n truc tuyén gdm 3 bién quan sat
1a HV1, HV2 va HV3 dugc sir dung dé phan tich
nhén t6 EFA. Két qua phan tich nhu sau:

Hé s6 KMO khi phan tich EFA c6 gia tri 12 0.683
(0,5 <= KMO <=1), du diéu kién phan tich, viéc
phan tich nhén t6 1a thich hop véi cac dir licu.

Barlett’s ciia cdc bién phu thuoc

Kiém dinh KMO va Barlett’s
q Hé s6 KMO 683
Kiém dinh Barlett Gla tri 180.773
Chi-Square
df 3
Sig. .000

(Nguon: tong hop tir SPSS, 2019)

Bang 4: Bang tong phwong sai trich

Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings
% of Cumulative % of Cumulative
Component | Total Variance % Total Variance %
1 2.127 70.897 70.897 2.127 70.897 70.897
2 544 18.140 89.038
3 329 10.962 100.000
(Nguon: tong hop tir SPSS, 2019)
Bang 5: Bang ma tran xoay
Component Matrix?
Component
1
HV1 871
HV3 .869
HV2 783

Bang 3,4,5 trinh bay két qua phan tich EFA cua
bién phu thudc y dinh sir dung ung dung dat thirc an

Kiém dinh Barlett: Sig = 0,000 < 0,05 cho thiy cac
bién quan sat c6 tuong quan vdi nhau trong tong the.

truc tuyén. Hé sb tai Factor loading cac bién quan sat 16n
hon 0,5.

khoa hoc =
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Piém dung khi trich cac nhan t6 & nhén t6 thir 1
c6 gia tri Eigenvalues >1. Gia tri tong phuong sai
trich 16n hon 50% va dat yéu cau dit ra.

Két thiic qua trinh phan tich nhan t6 kham pha
EFA, bang viéc st dung phwong phéap rat trich
Principal Components va phép quay Varimax, c6 6
nhan t6 1a cac bién doc 1ap va mdt nhan t 1a bién phu
thudc duoc trich ra. Sau khi phan tich EFA, cac thang
do cuia cac nhan td dat gia tri hoi tu va cac bién quan
sat quan sat dai dién duoc cho cac khai ni¢m can do.

Kiém dinh mé hinh nghién ciru

Phdn tich twong quan Pearson

Bang 6 trinh bay két qua phan tich tuong quan
Pearson giita bién phu thudc 1a q\uyet dinh lya chon
tmg dung dit thirc 4n truc tuyén (HV) véi cac bién
ddc 1ap 1a Nhan thire sy hiru ich (HI), Nhan thirc tinh
dé str dung (SD), Anh hudng cua xa hoi (XH), Diéu
kién thuén lgi (DK), Nhan thirc rui ro lién quan dén
san pham, dich vu (SP), Rui ro lién quan dén giao
dich, thanh toan (GD) (bang 6).

Ma tran trén cho thiy cac bién doc lap gom HI,
SD, XH, DK, SP, GD déu c6 tuong quan tuyén tinh
v6i bién phu thuéc HV. Cac hé sb tuong quan co
muc y nghia thong ké nho hon 0,01.

Nhu vay, c6 thé két luan ring cac bién doc 1ap gdm
HI, SD, XH, DK, SP va GD c6 thé st dung dé dua vao
phan tich hoi quy tuyén tinh va c6 thé giai thich cho
bién phu thuoc HV. Tuy nhién, khi quan sat hé )
twong quan gilta cac bién doc lap thi ching cling c6
moi twong quan kha cao. Do do, can chu y den hién
tuong da cong tuyén khi phan tich hdi quy tuyén tinh.

Phdn tich hoi quy tuyén tinh bdi

Dua trén két qua phan tich tuong quan, phan tich
hoi quy dugc thyc hién nham danh gia muc d6 anh
huoéng cia cac nhan t6 anh huong dén quyét dinh
Iya chon tng dung dat thirc an tryc tuyén cua khach
hang tai TP.HCM. .

Phuong phap str dung dé phan tich 1a phuong
phap dua vao mot luot (Enter), theo dé 6 bién doc
1ap va mot bién phu thudc s€ dugc dua vao moé hinh
cung luc. ‘

Hé s6 R2 hiéu chinh duoc st dung dé danh gia do
phu hop ciia m6 hinh. H¢ s6 Beta chuan hoa dugc
dung de danh gia mirc d6 quan trong cua timg nhéan
t, hé sé Beta chuin hoa cua bién nao cang cao thi
muc d tac dong cua bién d6 vao quyet dinh lya
chon tmg dung dit thirc an truc tuyén ctia ngudi tiéu
dung cang lon.

khoa hoc

Phuong trinh hoi qui tuyén tinh biéu dién mbi
quan hé gita cic bién doc 1ap va bién phu thudc
(HV) c6 dang nhu sau:

HV=B, + B;HI + B,SD + B;XH + B,DK + B5SP
+BeGD

Kiém dinh F vé sy phu hop ciia mo hinh cho ta
biét bién phu thudc co twong quan tuyén tinh véi
toan bd bié'n’d(f)c 1&p hay khong.

Gia thuyct Ho: ) =Py = B3 = B4 =Ps =P =0 vdi
tat ca cac hé so hoi qui riéng tung phan bang 0.

Bang 7 cho thiy, gia tri Sig (F) rit nho va nho
hon mirc y nghia 0,05. Do d6, gia thuyét HO bj
bac bo. Piéu nay co nghia 1a cac bién doc lap
trong md hinh c6 twong quan tuyén tinh véi bién
phu thudc, sy két hop gilta céc bién doc lap cé
trong mo hinh c6 thé giai thich duoc sy bién thién
cua bién phu thudc.

M6 hinh nghién ctru c6 R2 hiéu chinh 1a 0,830.
Nhu vay, 83% su bién thién cua quyét dinh lya
chon ng dung dat thic an truc tuyen cia ngudi
tiéu dung duoc giai thich boi cac nhan té nhu: Anh
huéng cua xa hoi, Nhan thirc tinh dé sir dung, Nhan
thirc vé su hitu ich, Nhan thtc lién quan dén san
phém, dich vu va Nhan thac rui ro lién quan dén
giao dich tryc tuyén.

Trong bang 8, hé s6 Beta cua cac bién doc lap
déu c6 gia tri Sig.<0,05. Do d9, cac bién doc 1ap co
hé sé hoi quy riéng timg phan co y nghia vé mat
thong ké ¢ mirc y nghia 1a 0,05 (muc y nghia 5%).

Hé s6 Durbin-Watson (d) duoc sir dung dé kiém
tra xem c6 hién tugng tu tuong quan hay khong
trong phan du ctia mot phép phan tich hdi quy. Hé
s6 nay co gia tri 1<d<3 thi khong c6 hién tuong tu
tuong quan. Trong bang 8, hé sé Durbin-Watson 13
2.144 nam trong muc quy dinh. Do d6, khong c6
hién tuong ty twong quan giira cac phan du.

Trong bang 8, cac hé s6 phong dai phuong sai
(VIF) déu c6 gia tri nho hon 2 (VIF < 10). Vi vay,
o thé két luan khong co hién tuong da cong tuyén,
mdi lién hé gitra cac bién doc 1ap khong anh hudng
dén két qua giai thich ctia mé hinh.

4. Két luan va mot s6 khuyén nghi

Két ludn

Két qua phan tich hoi quy tuyén tinh boi d6i véi 6
bién doc 1ap trén cho két qua nhu sau: tat ca 6 nhan tb
tac dong tich cuc dén Quyét dinh Iya chon ung dung
dat thuc an tryc tuyén ciia nguoi tiéu dung tai
TP.HCM, d6 la: Nhan thirc sy hitu ich; Nhan thic

=
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Bang 6: Phdn tich Pearson

Correlations
HV HI SD XH DK SP GD

HV | Pearson 1 .584™ .660™ .659™ 691" 742 766"

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000

N 190 190 190 190 190 190 190
HI Pearson .584™ 1 S11 377 438" 441" 451"

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000

N 190 190 190 190 190 190 190
SD Pearson .660™ S11 1 .504™ 524 582" 430"

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000

N 190 190 190 190 190 190 190
XH | Pearson .659™ 377 .504™ 1 517 527 493"

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000

N 190 190 190 190 190 190 190
DK | Pearson 691" 438" 524 517 1 S71 547"

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000

N 190 190 190 190 190 190 190
SP Pearson 742 4417 582" 527 S71 1 498"

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000

N 190 190 190 190 190 190 190
GD | Pearson .766™ 451" 430™ 493" 547 498" 1

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .000 .000

N 190 190 190 190 190 190 190
**, Correlation is significant at the 0.01 level (2-tailed).
(Nguon: téng hop tir SPSS, 2019)

Bang 7: Kiém dinh su phit hop ciia mé hinh hoi quy
ANOVA?
Model Sum of Squares | df | Mean Square F Sig.
1 |Regression 56.910 6 9.485| 154.559 .000°
Residual 11.230| 183 061
Total 68.141| 189

(Nguon: tong hop tir SPSS, 2019)

tinh dé sir dung; Anh hudéng cua xa hoi; Cac diéu kién
thuan loi; Nhan thirc rii ro lién quan dén san pham
dich vy; Nhén thirc rii ro 1ién quan dén giao dich truc

tuyén. Trong d6, nhan t6 Nhan thic rui ro lién quan
dén giao dich truc tuyén co6 tac dong manh nhat, con
nhan t6 Nhan thtc sy hitu ich ¢6 tac dong yéu nhat.
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Bang 8: Phan tich hoi quy

A X Hé so
HE so X
Tz , chuan
chwa chuan héa ,
M5 hinh | hoa t Sig.
B Sai EO Beta Tolerance | VIF
chuan
1 [(Hang sb
( gs0) -.160 155 -1.031 304
HI .110 .037 1101 2.974 .003 .658| 1.520
SD .146 .043 139 3.380 .001 533 1.877
XH 141 .036 152 3.921 .000 596 1.679
DK 115 .036 132 3.206]  .002 529 1.891
SP 233 .036 270 6.458 .000 5161 1.939
GD 303 032 375 9.591|  .000 590| 1.694
(Nguon: tong hop tir SPSS, 2019)
M@t so giai phap cho phép thao tic mot cham don gidn dé _truy cép

Cai thi¢n nhan thirc vé su hitu ich cua nguoi ti€u
dung dé tang strc canh tranh v6i san pham thay thé

Céc doanh nghiép cAn diy manh viéc quang ba
tinh ning ndi troi cua dich vu cho ngudi tiéu dung
nhu gitp khach hang tiét kiém thoi gian, giup thye
hién cong viéc dé dang hon, khong bi gidi han vé
thoi gian va khong gian, can tan dung cac phuong
tién truyén thong, mang xa hoi va tiép thi lan truyén
dé nang cao nhan thirc vé sy hitu ich cua dich vu dat
thirc an truc tuyén dbi voi ngudi tiéu dung.

Ngoai ra, doanh nghi€p cling c6 thé phat trién
Umg dung nén tang thanh mot siéu tng dung bing
cach bd sung thém nhiéu dich vu dugc su dung
thuong xuyén nhat trong cudc séng hang ngay lién
quan dén logistic va thanh toan vao tmg dung thong
qua su két hop cung cac dbi tic cao cap nhat trong
timg nganh.

Cdi tién website va vmg dung dé tang trai nghiém
nguoi dung

Céc doanh nghiép can thiét ké giao di¢n website
va tmg dung di dong than thién, d& hiéu va dé su
dung ddi v6i nguoi dung, ké ca nguoi dung khong
thanh thao vé cong nghé. Giao dién c6 vai trd tuong
tac tric tiép dén ngudi tiéu dung, nén can duoc thiét
ké twong thich va phu hop véi timg loai thiét bi di
dong. Man hinh chinh cta tng dung c6 thé thiét ké

khoa hoc

vao cac lya chon thanh toan va dé dang diéu hudng
dén tat ca dich vu phuc vu cho cudc sdng hang ngay,
ddng thoi c6 thém nhimg nodi dung tin tic gitp
ngudi ding kham phé cic quan an, nha hang cia dbi
tac v6i phan danh gia dia diém va cac thong tin hitu
ich dugc cép nhat lién tuc.

Céc doanh nghiép cin tap trung cai thién dich vu
chiam soc khach hang, ciing nhu sy hdi dap nhanh
chong cua dich vy hd trg va tai xé khi khach hang can.

Sit dung KOL - nguoi ¢6 anh hwong dé quang ba
ung dung

Doanh nghiép can lam mét cude khao sat, nghién
ctru khach hang ctia minh xem ho dang theo ddi ddi
twong nao nhiéu nhat, quan tim nhiing luéng théng
tin dén tir dau, thong qua kénh thong tin nao, ho
twong tac v6i nhin hiéu va v6i nhau ra sao, mbi
quan tdm va lo ling vé san pham, dich vu cta ho 1a
gi. Qua d6, doanh nghiép ciing phan nao hinh dung
dugc ngudi ma ho can s& hoat dong trong linh vuc
nao, mirc do ndi tiéng ra sao.

Tuy thudce vao ngan sach va muc dich cudi cing
ctia doanh nghiép khi chon KOL cho ma ta c6 thé
can nhic giita nhiéu nhém ddi tugng. Doanh nghiép
c6 thé st dung KOL dé ké chuyén. Doanh nghiép
nén sir dung KOL dai han vi & quang ba mot san
pham sip ra mit, ban chi cdn mot chién dich ngin
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han thi dé xdy dung mot thwong hiéu bén vimng,
KOL cén phat huy tac dung trong mét chién dich dai
han. Chién dich dai han giup KOL c6 du thoi gian
dé truyén dat hét thong diép vé trai nghiém mot cach
tu nhién va khong lam nguoi nghe bi ngdp.

Ndng cao uy tin cua doanh nghiép

Doanh nghiép nén du tru cac rdi ro c6 kha nang
xay ra cao nhit nhu khach hang c6 thé nhan dugc
mon in khong chinh x4c theo don hang do 16i tir tmg
dung, tai xé hodc tir noi cung cép, mon an ma khach
hang nhéan dugc c¢6 thé khong dung chét lugng nhu
md ta ciia nha cung cap, moén an ma khach hang nhan
duoc c6 thé khong dugce dong goi gon gang va sach
s&, lam viéc vdi cac bén lién quan nhu cac nha hang,
quéan in dbi tac va tai xé dé han ché t6i thiéu rui ro.

Nguoi tiéu dung Viét Nam van chua that sy an
tam khi thuc hién cac giao dich qua thiét bi di dong.
Tinh trang tin nhin rc tir nha mang hodc tng dung,
tham chi tin nhan lira do gui dén thué bao di dong
van dién ra phd bién. Dé giai quyét tinh trang nay,
hé thdng websites va cac ung dung di dong cua
doanh nghiép phai cung cip 15 rang cac thong tin vé
céc didu khoan mua ban, thanh toan truc tuyén, hoan
tra; phai c6 gidy phép dang ky kinh doanh dich vu
thuong mai dién tir, cam két thong tin dua 1én dung
su that; khong lam dung hinh thic tiép thi qua thiét
bi di dong; xay dung hé théng bao mat thong tin
khéach hang, dam bao cac giao dich dugc thyc hién
chinh xac; phai c6 dich vu chdm so6c khach hang
dam bao khach hang c6 thé phan h61 va nhan dugc
su hd tro tir nha cung cip dich vu neu gap kho khan.

Ngoai ra, doanh nghiép nén san sang tiép nhan
nhimg gop y, phan hoi vé 16 hong an ninh hay thong
bao vé cac truong hgp nghi van gian 1an. Khong
nhitng thé, doanh nghiép c6 thé tao cho khach hang
co hoi nhan thudng néu phat hién ra duoc cac 16i sai
trong hé théng cua chiing toi. ¢
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Summary

The article evaluates the factors affecting cus-
tomers’ selection decision of online food ordering
applications in Ho Chi Minh City. The survey
results of 190 customers using online food ordering
applications show that there are 06 factors affecting
customers’ selection decision of online food order-
ing applications in Ho Chi Minh City, including: (1)
Perceiving usefulness, (2) Perceived ease of use, (3)
Social influence, (4) Favorable conditions, (5)
Perceiving risks related to products and services
and, (6) Perceive the risks associated with online
trading. From there, the authors make a number of
recommendations for online food ordering business-
es in improving customer satisfaction.
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