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Tém tit:

Muc dich ciia nghién civu nay la xdc dinh cdc yéu to anh hwong va dé xudt gidi phdp nham ting
sw trung thanh cia khdch hang mua sam online. 1000 phiéu héi dwoc giki dén doi twong diéu
tra qua email va thu thip trong 2 thang. 196 phiéu la hop 1é va chinh thirc dwa vao phan tich.
Dit liéu dwge phdn tich theo qui trinh chudn gom nhiéu buéce tir phan tich nhén t6 dén kiém dinh
dé tin cdy va phan tich hoi qui d@é kiém dinh cdc gia thiét. Két qua chi ra rang: danh tiéng nha
ban lé, chi phi chuyén déi, su lo lcfng vé tinh bao mdt, sw hdb dan ciia cdc lwa chon khdc va su
hai long cia khdch hang c6 anh hwong dén sw tin twong, sie cam két, si duy tri quan hé va long
trung thanh ciia nguoi mua hang triec tuyén. Ngodi ra, sw tin twéng va s cam két viva tac dong
truee tiép vira tae dong dén moéi hé giita cdc bién tién dé voi long trung thanh cia khéch hang.

Tir khéa: Sy trung thanh ciia khach hang, nhan t6 anh hudng va mua sam tryc tuyén

Studying factors influencing e-commerce business in Vietnam
Abstract:

The aim of this research is to identify the factors influencing online shopping in order to rec-
ommend solutions for improving the loyalty of online consumers. 1000 questionnaires were sent
to respondents by email. 214 questionnaires were collected, and 196 were usable. Multiple
regression technique was used to test the hypotheses of this research. The findings showed that
e-retailer reputation, alternative attractiveness, swithching cost and customer satisfaction (the
antecedents) are the important determinants of trust, commitment and loyalty of customers
shopping online, which in turn have effects on the loyalty and the relationships between this fac-
tors and its antecedents. This research in terms of theory discovers the same recognition
between retention and loyalty of customers shopping online in Vietnam. Moreover, the effect of
privacy concern on customer loyalty was not verified in this study. Based on the findings, some
managerial implications are withdrawn to enhance the customer loyalty in online business.

Keywords: Customer loyalty, factors and online shopping

1. Gi6i thiéu

Khai niém tng dung cong ngh¢ thong tin trong
hoat dong thuong mai hay con goi la thuong mai
dién tir ra doi va dang tro thanh xu thé méi thay thé
dan phuong thirc kinh doanh cii dbi v6i nhidu nudce

phat trién trong nhiéu thap ky qua vi phuong thirc
kinh doanh nay c6 nhiéu wu thé néi bat nhu nhanh
hon, ré hon, ti€n dung hon, hi¢u qua hon va khong
bi giéi han boi khong gian va thoi gian,... Theo to
Vtown (2013), Viét Nam c6 90 tri¢u nguodi dan, céd
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36% ngudi ding Internet va mot nira trong sb do sir
dung dich vu thuong mai dién tir. Nhitng nhan td
nay di tao dung co s tién dé ving chéc cho thuong
mai dién tir phat trién & Viét Nam. Mai Huy (2009)
da dua ra nhimg van dé tiéu biéu ddi v6i thwong mai
dién tir Viét Nam gdp phai, nhung van dé 16n nhat
dbi véi linh vuc nay 1a & cach thirc mua sim cua
nguodi Viét Nam. DU ¢6 nhiéu san pham hap dan
dugc quang cao trén mang, nhung néu ngudi Viét
Nam khong tu tay cAm va khong tu mét nhin, ho
cling s& khong mua vi ho cam thiy khong an toan
khi mua do trén mang... Sy that 1a nhiéu khach
hang da bj 16 thong tin c4 nhén, bj l4y tai khoan, tién
trong giao dich truc tuyén. D6 1a 1y do vi sao van
con mot sb lwong 16n ngudi mua hang tryc tuyén co
thai d6 can trong voi thuong mai dién ti, long trung
thanh ciia khach hang ddi véi nguoi ban hang online
thuong khong cao nhu kinh doanh truyén thong.

P4 ¢6 nhiéu nghién ctru thuc hién vé thuong mai
dién tt, duy tri quan hé va tang su trung thanh cua
khéach hang ¢ ngoai nudc (Morgan va Hunt, 1994;
Eastlick va cac cong su, 2006) Tuy nhién, or Viét
Nam mic du ciing ¢6 mot sd nghién ciu vé long
trung thanh (vi du: Nguyén Thi Mai va Nguyén Thi
Mai Trang, 2006) nhung chua nhiéu nghién ctru co
tinh hé thong vé long trung thanh ciia khach hang
mua sdm online dudi gbc d6 quan tri quan hé khach
hang (CRM) Do vay, nghién clru nay s& van dung
hé thong ly thuyét CRM dé kham pha mdi quan h¢
ca tryc tlep va glan tlep hai yeu t6 trén véi cac bién
tién dé va bién két qua.

2. Co s& 1y luén va cac gia thiét nghién ciru

Phin co s& 1y ludn s& tong quan cac yeu t6 anh hudng
dén sy trung thanh ctia khach hang mua sim online.

Sw tin twong dugc hinh thanh tr ba goc do khac
nhau: (1) Cac ddi tac can phai lu6n thuc hién hét
kha ning cta minh dé xay dung mdi quan h¢; (2)
Can pha1 hanh xtr theo nhiing nguyen tac nhat dinh
ma ddi tac co thé phan doan va hiéu duoc; va (3)
Sén sang trao d6i va giai quyét cac van dé trén tinh
than hop tac (Anderson va Narus, 1990).

Danh tiéng ciia nha ban 1é c6 quan hé vé6i su tin
tuong cua khach hang (Josang va cac cdng su.,
2007). Danh tiéng ciia nha ban 1é 13 mot trong
nhitng yéu t6 quan trong lam giam su lo ling vé
nhitng rui ro khi thyc hi€n mua hang online va anh
hudng 16n dén quyét dinh mua hang online (Poel va
Leunis, 1999; Teo va Liu, 2007).

Gid thiét 1: Danh tiéng ciia céng ty ban 1é online
danh huong tich cuc dén sw tin tuong ciia ngudi mua
hang online

Lo ldng vé bdo mdt théng tin cd nhdn: Khach
hang luén nhay cam voi van dé bao mat thong tin c4
nhan. Do vay, néu cac cong ty dam bao duoc su bao
mat cho khach hang thi sy tin tudng vao viéc mua
sdm online s& tang lén. Nguoc lai, néu tinh bao mat
kém s& lam tang sy lo ling va giam su tin tuong khi
mua sdm online (Eastlick va cac cong su, 2006).

Gid thiét 2: Lo ldng vé bdo mdt thong tin cd nhdn
danh huwéng tiéu cuc dén sw tin tuong ciia ngudi mua
hang online

Swr cam két 14 sy 6n dinh, hy sinh va san sang dau
tu ngudn lyc dé duy tri mdi quan hé (Anderson va
Weitz, 1989). Cam két dya trén ba gbc do khac
nhau: cam két do tinh cam, cam két do ky két vé mat
phap 1y hodc cam két do tranh nhing thiét hai néu
tr bo mdi quan h¢ hién tai (Allen va Meyer, 1990;
Cater va Cater, 2010).

Sw hdp dan ciia nhitng lwa chon thay thé: Ngudi
tiéu dung thuong co sy so sanh va can nhéc gitra cac
san pham c6 thé thay thé trudc khi quyét dinh mua.
Do vay, khach hang c6 thé roi bo nha cung Gmg nay
dé sang nha cung tng khac néu c6 sy hap dan tir nha
cung (rmg méi hodc nha cung tmg cii khong con hap
dan (Ping, 1993).

Gia thiét 3: Su hdp dén cua nhitng lua chon thay
thé anh hwong tiéu cuc dén sw cam két cia ngiueoi
mua hang online

Chi phi chuyén doi sang nha cung vmg méi thong
thuong bao gdm cac loai chi phi sau: chi phi hoc hoi
hay tim hiéu ddi tic méi, chi phi lién quan dén giao
dich va chi phi ki két hop dong méi. Nhitng chi phi
nay khong chi don gian 1a tién ma con bao ham ca
thoi gian va tim 1y ciia ngudi tidu dung vé nhimng rui
ro tiém 4n khi chuyén d6i tir nha cung tng cii sang
nha cung tng moi. Do do, viéc cam két & lai hay
chuyén doi sang nha cung g méi phu thudc nhidu
vao nhan thirc ctia ngudi tiéu dung dén chi phi
chuyén ddi (Vasudevan va cong su, 2006).

Gia thiét 4: Chi phi chuyén doi anh hwong tich
cwee dén si cam két ciia ngwoi mua hang online

Sw hai long cua khach hang 1a sy thoa man khi
tiéu ding mot san pham va dich vu. Thong thuong
khi khach héng cam nhan su théa man sau khi tiéu
dung san pham hay dich vu cuia mgt nha cung ng
ho s€ mong mudn duy tri mdi quan hé va ting cudng
s cam két v6i nha cung tmg d6 (Vasudevan va cac
cong su, 2006).

Gid thiét 5: Sw hai long cia khdch hang dnh
hieong tich cue dén sw cam két ciia nguwoi mua hang
online
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Khai niém sy trung thanh va duy tri quan hé
khach hang d6i khi van bi dung 1an nhau ca trong
thuc tién va nghién ctru. Tuy nhién, co thé phan biét
hai khai niém trén nhu sau: khi n6i vé duy tri quan
hé¢ khach hang 1a mudn ham ¥ phan trim bao nhiéu
khach hang quay lai mua hang; trong khi do, su
trung thanh ciia khach hang 1a mudn néi dén tin
suét, mirc d6 va to hop hang hoa ma mdi khach hang
d6 mua. Mot khach hang trung thanh thi thuong sé
lap lai hanh vi mua sim d6i véi nhitg nhan hang
ma ho yéu thich. Tuy nhién, nhiéu ngudi mua lai
cing mot mat hang nhung khong dong nghia véi
viéc ho trung thanh v&i mat hang dé. Co thé sau mot
vai 1an mua ho s& chuyén sang mua cac mat hang
thay thé khac hodc cta nhitng ngudi cung tmg khac
vi nhitng 1y do nhat dinh.

Su tin tudng dugc xac dinh c6 anh hudng dén
mdi quan hé véi khach hang noi chung (Morgan va
Hunt, 1994) va trong ca linh vuc thuong mai dién tu
(Eastlick va cac cong su, 2006). Sy tin tuong dugc
xac dinh c6 anh huong dén thai do cta khach hang
va thai do sau do anh hudng dén viée duy tri mua
sdm cta khach hang, dac biét trong linh vuc thuong
mai dién tu. Sy tin tuong ciing dugc chiing minh c6
quan h¢ voi long trung thanh (Gefen va céc cong su,
2003; Morgan va Hunt, 1994).

Gia thiét 6: Su tin twong co quan hé ty I¢ thudn
voi viéc duy tri quan hé khdach hang trong kinh
doanh ban lé online

Gia thiét 7: Su tin twong co quan hé ty lé thudn
voi long trung thanh cua khdach hang trong kinh
doanh ban lé online

Su cam két thuong dan dén xu hudng khach hang
d6 s& duy tri quan hé voi ngudi cung dé thuc hién
hanh vi mua sdm lap lai va ciing 1a mot trong nhiing
yéu td quan trong dé tao ra su trung thanh cuia khach
hang (Cater va Cater, 2010).

Gid thiét 8: Sw cam két c6 quan hé ty I¢ thudn voi
duy tri quan hé khach hang trong kinh doanh ban lé
online

Gid thiét 9: Su cam két cé quan hé ty 1é thugn voi
long trung thanh cua khach hang trong kinh doanh
ban lé online

Danh tiéng ctia nha ban 1é va sy lo ling vé cac rui
ro nhu 10 ri bi mét thong tin ca nhan dugc xem la
nhiing nhan t§ quan trong quyét dinh dén viéc mua
sam online cia ngudi tidu ding (Poel va Leunis,
1999). Tam ly ngudi mua hang online 1a ludn cé su
nghi ngd. Ngoai ra, thong tin ca nhan luén 14 van dé
nhay cam va dé bi lgi dung. Do d6, danh tiéng nha
ban 1€ cling nhu thong tin ca nhan dugc dam bao

khong chi khién khach hang yén tam, tin tuong khi
mua hang online ma con giit hinh anh t6t dep cua
ngudi ban ddi véi nguoi mua, va day ciing 1a co s
dé duy tri quan hé v6i khach hang va ting sy trung
thanh cia khach hang. Vi vay,

Gid thiét 10: Sw tin twong c6 anh huwong dén moi
quan hé giita danh tiéng ciia nha bdn 1é online véi
duy tri quan hé (a) va sw trung thanh cua khach
hang trong kinh doanh ban lé online (b)

Gia thiét 11: Sw tin twong cé anh hudng dén moi
quan hé giita s lo lang vé mirc do bao mdt thong
tin ca nhan voi duy tri quan hé (a) va su trung thanh
cua khach hang trong kinh doanh ban lé online (b)

Su hép dan cua céac lua chon khac va chi phi
chuyén déi ngudi cung tng méi va sy hai long cua
khach hang trong linh vuc thuong mai dién tur cling
dugc xac dinh c6 anh hudng dén viéc duy tri quan
h¢ va long trung thanh ciia khach hang (Gefen va
cac cong su, 2003; Mohsan, 2011). Do do,

Gid thiét 12: Sw cam két c6 dnh hieong dén moi
quan hé giita sy hcfp dén cia cac lwa chon khdc véi
duy tri quan hé (a) va sy trung thanh cua khach
hang trong kinh doanh ban lé online (b)

Gid thiét 13: Su cam két c6 dnh hiong dén moi
quan hé giita chi phi chuyén doi véi duy tri quan hé
(a) va sw trung thanh cua khach hang trong kinh
doanh ban le online (b)

Gia thiét 14: Sw cam két c¢6 anh hwong dén moi
quan hé gitta sy hai long cua khach hang voi duy tri
quan hé (a) va sy trung thanh cua khach hang trong
kinh doanh ban le online (b)

Tir tong quan ly thuyét trén, mo hinh nghién ctru
duoc dé xuét nhu hinh 1.

3. Phwong phap nghién ciru

3.1. Phdt trién phiéu diéu tra

Phiéu diéu tra dugc phat trién dya vao tong quan
nghién ctru va dugc diéu chinh phu hop véi tinh
hudng Viét Nam. Phiéu diéu tra gom c6 hai phan:
phan A gdm 29 cau hoi lién quan dén cac bién chinh
(xem Phy luc A). Phan B gdm cac cau hoi vé cac
bién kiém soat (tudi, gidi tinh va thu nhap). Phiéu
diéu tra duoc kiém dinh thir d6i v6i 25 ngudi co
kinh nghiém mua sdm online va lam viéc tai truong
Kinh té Quéc dan. Mot sé diéu chinh duge thuc hién
d6i voi phiéu diéu tra sau diéu tra thir. Bude tiép
theo 1a diéu tra thu thap sb lidu trén dién rong.

3.2. Méu diéu tra

Tdng thé nghién ctru dy kién 13 nhitng ngudi mua
sam online ¢ Viét Nam. Qui mo tdi thiéu nén bang
s6 bién nhéan véi 10 (Field, 2005). Nghién ctru nay
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Hinh 1. Cac nhén té anh huéng dén duy tri quan hé va sy trung thanh cia khach hang

[ Danh tiéng nha ban 1¢

[ Lo lang vé bao mat

Duy tri quan h¢ J

thong tin - khach hang
Su tin twong
Cam két

( r

Lya chon thay thé Su trung thanh
. cua khéch hang
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-

Su hai long cua khach
hang

_

gom c6 9 bién, vi vay qui md mau tdi thiéu phai la:
9 x 10 =90. Vi kinh nghi¢m tac gia xac dinh ty 1€
phan hoi khoang 20% nén s6 phiéu phat ra t6i thiéu
1a: 90 x 5 = 400 phiéu. Pé dam bao an toan tac gia
da guri phiéu diéu tra dén khoang 1000 ngudi.

3.3. Thu thap dir li¢u

Dé dat dugc kich thude mau du kién, co tat ca
1000 bang hoi duoc giri qua email dén dbi twong
nghién ctru va thu thap trong vong 2 thang. Két qua
thu vé dugc 214 phiéu. Trong sé phiéu thu vé, chi
con 196 bang hoi du diéu kién dé phan tich sb lidu.

3.4. Phwong phap phdn tich dir liéu

Phuong phéap phan tich dir liéu duoc chia lam hai
budc chinh. Budc thir nhat nham kiém tra do tin cay
va kiém dinh gia tri thang do. Ki€ém dinh mé hinh
hay cac gia thiét dugc thuc hién trong budc tha hai.

4. Két qua nghién ctru

4.1. Pdc tinh ciia mdu diéu tra

Ty 1¢ ca nhan dugc diéu tra dudi goc do cac bién
kiem soat tuong doi can bang qua hai tiéu chi gidi
tinh va thu nhap. Tuy nhién, v€ tudi c6 sy tap trung
trong khoang 15 dén 45 (chiém 90%) mau nghién
cuu.

4.2. Kiém dinh dang phan phoi ciia di ligu

Gia tri bién thién cua cac thang do tir gia tri thap
nhat (Min) dén gia tri cao nhat (Max) trong khoang
tur 1 dén 5. Gia tri trung binh cua cac gia tri nay xoay
xung quanh diém 3.5. B§ léch chuan nam trong
khoang 1.502 va 1.950. Gia tri tuyét doi cua hai

thong ké Skewness va Kutosis twong tmg déu nho
hon 3 va 5. Do vy, c6 thé két ludn 1 phan phdi cta
cac thang do ¢6 dang gan v6i phan phdi chuén.

4.3. Phén tich nhén té6 khdm phd (EFA)

Thong ké KMO va Berlett ¢6 gia tri 0.862, nim
giita khoang cho phép tir 0.5 dén 1. Ngoai ra, 29
bién quan sat hdi tu vao 8 nhan td co gia tri
Eigenvalue 16n hon 1 va giai thich khoang 75% su
bién thién cua dit li¢u, gia tri nhan tb hoi tu cua cac
bién quan sat hau hét 16n 0.5 ngoai trir bién quan sat
Tintuong! 1a nho hon 0.5 nén da bi loai khi tinh gia
tri trung binh ctia nhéan t6 nay ciing nhu cac kiém
dinh tiép theo. Bén canh do, hai nhén tb ‘Duy tri
quan h¢ khach hang’ va ‘Su trung thanh cua khéach
hang’ ciing hdi tu vé mot nhén t6, xét trén goc do 1y
thuyét thdy rang sy twong quan giita hai bién nay
kha cao, do viy co6 thé gop lai thanh mot bién va dit
tén méi 1a Sy trung thanh’. Dong thoi cac gia thiét
ciing phai diéu chinh cho phii hop v6i mé hinh méi.

4.4. Kiém dinh dj tin cgy

Do tin cay cua cac thang do dugc xac dinh b'fmg
Cronbach’s Alpha. Két qua chi ra rang tit ca cac
bién déu co hé s6 Cronbach’s Alpha 16n hon 0.7 va
cac hé sb tuong quan bién-téng hiéu chinh (Cor-
rected Item-Total Correlation) déu 16n hon 0.3. Do
vay, co thé két luan 1a cac thang do cta cac nhan td
c6 do tin cay cao.

4.5. Kiém dinh gid thiét

4.5.1. Cdc nhan t6 anh huong dén “Sw tin tuéng’
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Bang 1: Két qua hdi quy md hinh cAc nhén t6 anh hwéng dén ‘Su tin twéng’ (Tintuong)

Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant)] 2.992 322 9.290 .000
Uytin 374 .047 490 8.028 .000 904 1.107
Baomat -.167 .048 -212 -3.478 .001 .904 1.107

a. Bién phu thudc: Tintuong

Bang 2: Két qua hdi quy mé hinh cac nhin t6 dnh hwéng dén ‘Sw cam két’ (Camket)

Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 1.605 503 3.190 .002
Thaythe -234 073 -.200 -3.229 .001 919 1.088
Chuyendoi 379 .080 321 4.766 .000 781 1.281
Hailong 271 074 243 3.682 .000 815 1.227

a. Bién phu thudc: Camket

Két qua trong Bang 1 cho thay su tng ho cac gia
thiét H1 va H2. Tuy nhién, cac bién doc lap chi giai
thich dwoc 35% bién dong cua bién phu thudc
(Adjusted R square = .350%). Tuy nhién, kiém dinh
F ¢6 muc ¥ nghia p = 0.000. Do d6, mé hinh hdi qui
phut hop. Ngoai ra, cac gia tri VIF déu nho hon mirc
chuan (VIF < 2), vi vay khong co6 hién tuong da
cong tuyén.

4.5.2. Cdc nhan t6 anh hwéng dén ‘Sw cam két’

Két qua Bang 2 chi ra rang céac gia thiét H3, H4
va H5 duogc ung hd. Ngoai ra, kiém dinh F ¢6 mirc
¥ nghia p = 0.000. Do vdy, mé hinh hdi qui phu hop.
Céc bién doc 1ap ciing chi giai thich dugc 32.1% su
bién ddi cua bién phu thudc (Adjusted R square =
.321). Cudi ciing, cac gia tri VIF déu nhé hon mtc
chuan (VIF < 2), do d6 khong c6 hién tuong da cong
tuyén.

4.5.3. Cdc nhdn té6 anh huong dén ‘Sw trung
thanh’ (khéng cé bién Sy tin twong’ va ‘Sw cam
két’)

Béng 3 cho thiy trong khi cac bién déu co quan
hé¢ ¥ nghia théng ké véi bién ‘sy trung thanh’ cua
khach hang thi bién ‘lo ling vé sy bao mat thong tin
c4 nhan’ ciia khach hang khong c6 ¥ nghia vai bién
nay. Nhu véy, gia thiét H11 khong dugc ung ho.
Ngoai ra, kiém dinh F ¢6 mirc ¥ nghia p = 0.000,
cho thiy mé hinh phu hgp. Cac bién doc lap trong
ham hoi qui nay giai thich dugc 44% su bién doc
clia bién phu thudc (Adjusted R square = .440).
Cubi cung, cac gia tri VIF déu nho hon muc chuan

(VIF < 2), do vay khong c6 hién tugng da cong
tuyén.

4.5.4. Cdc nhdn to dnh hwong dén ‘s trung
thanh’ (cé bién ‘si tin twéng’ va ‘mirc dé cam két’)

Bang 5 1a két qua hdi qui cac bién tac dong dén
‘s trung thanh’ sau khi thém bién ‘sy tin tuong’ va
‘sy cam két’ cung va&i bdn bién da dugce hodi qui
trong Bang 4. Két qua iing ho cac gia thiét H6, H7,
H8 va HI.

So sanh két qua ciia Bang 4 va Bang 5 nhan thay
c6 su thay dbi vé mirc ¥ nghia mbi quan hé cua cac
bién ciing nhu mirc d6 giai thich ctia hai mé hinh
trude va sau khi dua hai bién ‘su tin tuong’ va ‘su
cam két’ vao md hinh. Cu thé, truée khi dua hai bién
‘syr tin tuong’ va ‘su cam két’ vao thi muc y nghia
ctia bién ‘danh tiéng cua nha ban 1¢°, ‘sy hdp dan
cac lya chon thay thé” va ‘chi phi chuyén dbi’ 1an
luot 1a p = .000; .001 va .000. Tuy nhién, sau khi
dua hai bién ‘su tin tuéng’ va ‘su cam két’ vao mo
hinh thi mirc y nghia ctia ba bién nay d ting 1én lan
luot 1a p = .007; .025 va .002. Tuy nhién, bién ‘su
hai long” cua khach hang tré nén khong c6 quan hé
v6i bién ‘su trung thanh’ (p = .608). Mirc giai thich
cia md hinh ciing ting 1én tir 44.1% dén 49.7.1%.
Diéu nay ung ho cac gia thiét H10, H12, H13 va H4.
Cu thé, bién sy tin tuong’ va ‘sy cam két’ 1a hai
bién trung gian mdi quan hé giita cic bién bién
‘danh tiéng cta nha ban 1&°, ‘sy hap din cac luya
chon thay thé’ va ‘chi phi chuyén d6i’ va ‘sy hai
10ng’ cua khach hang véi bién “su trung thanh’. Tuy
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Bang 3: Két qua hdi quy mé hinh cac nhén t6 anh huwéng dén ‘Sy trung thanh’ (Trungthanh) (chua
¢6 bién ‘Sw tin twong va ‘Sw cam ket’)

Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 1.962 425 4.616 .000
Uytin 228 .052 290 4401 .000 .660 1.516
Baomat -.041 .052 -.050 -.783 435 705 1.419
Thaythe -.173 .064 -.170 -2.704 .007 727 1.375
Chuyendoi 308 .066 299 4.667 .000 700 1.428
Hailong 125 061 128 2.035 .043 722 1.385

a. Dependent Variable: Trungthanh

Bing 4: Két qua hdi quy md hinh cac nhan t6 dznh hwéng dén “sy trung thanh’ (Trungthanh) (chwa
c6 bién ‘sw tin twéng va ‘su cam két’; khong c6 bién ‘bdo mat’)

Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) 1.853 401 4.621 .000
Uytin 236 .051 300 4.638 .000 .684 1.461
Thaythe -.196 .057 -.192 -3.433 .001 915 1.093
chuyendoi 310 .066 301 4.707 .000 701 1.426
Hailong 125 .061 129 2.044 .042 722 1.385

a. Dependent Variable: Trungthanh

Bing 5: Két qua hﬁi,quy mb hinh cic nhin t6 anh huéng dén Sy trung thanh’ (Trungthanh) (c6
va ‘Su cam két’; khong cé bién ‘Bio mit’)

bién ‘Swu tin twén

Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Model B Std. Error Beta t Sig. Tolerance VIF
1 (Constant) | 1.282 400 3.205 .002
Uytin 142 .052 181 2.721 .007 .586 1.705
Thaythe -.126 .056 -.124 -2.254 .025 .853 1.173
Chuyendoi | .205 .066 199 3.091 .002 .624 1.602
Hailong .032 .062 .033 513 .608 .638 1.567
Tintuong 226 .073 220 3.115 .002 518 1.929
Camket .186 .056 214 3.323 .001 .624 1.603

a. Dependent Variable: Trungthanh

nhién, trong khi hau hét cac mdi quan h¢ trén chi bi
tac dong mot phan thi mbi quan hé giita ‘sy hai
long’ va ‘su trung thanh’ bi tac dong hoan toan boi

bién ‘su cam ket’.

4.6. Kiém dinh ANOVA

biét vé phuong sai gitta cic nhom. Tét ca gia tri p
déu 16n hon 0.05, nhu vay khong c6 sy khac nhau
vé gia tri trung binh gitra cac nhém. No6i cach khac

khong c6 sy khac nhau vé ‘su trung thanh’ duéi gbc
d6 tudi, gidi tinh va thu nhap.

Két qua cho thay diéu kién phuong sai dong nhat
duoc thdéa man (p=.685), nghia la khong co6 su khac

5. Két luan

5.1. Panh gid két qud nghién ciru
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Két qua nghién nay kha thong nhit v6i nhimng
nghién ciru di thuc hién trong cac tinh hudng trude
day. Danh tiéng cua nha ban 1¢ (Josang va cac cong
su, 2007) va muc d6 lo ling ctia khach hang vé tinh
bao mat thong tin ca nhan (Eastlick, 2006) c6 anh
huodng dén su tin tudng cua khach hang dbi voi nha
cung cap hang héa online. Tuy nhién, chi c6 danh
tiéng va su tin tuéng anh huéng dén long trung
thanh cua khach hang. Trong khi, su lo ling vé viéc
bao mat thong tin ca nhan khong tac dong dén long
trung thanh. Mac du, thong tin c4 nhan la kha nhay
cam va quan trong ddi v6i ngudi tiéu dung, nhung
v6i thuc trang cong nghé va quan ly thong tin ¢ Viét
Nam chua tot nén trong nhén thirc cta ngudi tiéu
dung tinh trang bi 16 thong tin ca nhan da tré nén
quéa pho bién va khong thé giai quyét duge ¢ tam
doanh nghiép trong ngén han. Do d6, day van 1a vin
dé nhtre nhbi nhung khong qua anh hudng dén viée
duy tri quan hé hay su trung thanh cua khach hang
vdi nguodi cung ung.

Ngoal ra, sy t1n tuong co anh huong mot phan
nhit dinh dén mbi quan hé giita danh tiéng cua
nguoi ban va long trung thanh cua nguoi mua hang
online. Nhu viy, dé ting 10ng trung thanh ctia ngudi
mua hang online, nguoi ban khong chi ting danh
tiéng ctia minh ma cin phai lam tﬁng su tin tudng
d6i v6i khach hang khi mua san pham. Viéc ning
cao danh tleng cling gidng voi Vlec xay dung
thwong hiéu, can phai ludn cung cdp dung san
pham, dung thoi gian va ban hanh cac chinh sach
bao hanh t6i vu cho khach hang trong dai han. Mic
du sy lo lang vé bao mat thong tin c4 nhan khong co
quan hé truc tiép v6i sy trung thanh cua khach hang,
nhung giam su lo ling nay ciing anh hudng tich cuc
dén sy tin tudng. Do vay, nng cap ning luc va cong
nghé quéan 1y thong tin, cling nhu sir dung cac phan
mém va cach thirc bao mat tt cling phan nao gian
tiép 1am tang 1ong trung thanh ctia ngudi mua hang.

Nghién ciru nay ciing chi ra rang sy hip dan cia
nhitng san phim va dich vu khac (Ping, 1993), chi
phi chuyén doi sang nha cung img méi (Vasudevan

Tai li€éu tham khdo

va cong su, 2006) va mic do hai long ddi vé&i nha
cung ung hién tai (Vasudevan va cac cong sy, 2006)
¢6 anh huong dén sy cam két va 1ong trung thanh
clia ngudi mua hang online. Ngoai ra, su cam két
ctia khach hang ciing anh hudng mot phan nhét dinh
dén mdi quan hé gita sy hip dan cta nhiing san
pham va dich vu khac va chi phi chuyén doi sang
nha cung Ging mai voi su trung thanh cua ho voi nha
ban 1é online hién tai. Tuy nhién, sy cam két c6 anh
hudng toan phan dén mdi quan hé giira sy hai long
va su trung thanh ctia khach hang. Nhu vy, vai tro
ctia cam két kha quan trong trong viéc ting mirc do
trung thanh cua khach hang. Tuy nhién, khach hang
6 cac muc do cam két khac nhau: cam két vi chi phi
pha bo quan hé cao, cam két vi nhiing giao kéo vé
mit phap 1y va cam két do tinh cam yéu mén (Cater
va Cater, 2010). Trong do, cam két do su yéu mén
tir sy hai long khi mua va tiéu ding san pham, dich
vu la rat quan trong. Vi vay, cac nha ban 1¢ ngoai
viéc ting sy hap dan ddi voi khach hang khi mua
san ph'fim, dich vu ctia minh cling nhu viéc tdng cac
rao can véi khach hang chuyén sang mua san phdm
clia cac nha cung tng khéc thi ciing nén chu y dén
cac chinh sach san phém va cac chinh sach dich vu
khac nham tang sy thoa mén cua khach hang.

Nghién ciru nay cho thay duy tri quan hé cia
khach hang ciing dong nghia véi long trung thanh.
Nhu vay, viéc khach hang quay lai mua hang s¢€
ddng nghia v6i viée ho s& thuong xuyén trd lai mua
hang va c6 thé tré thanh khach hang trung thanh. Do
do6, cac nha cung tmg nén dau tu ting cuong duy tri
quan hé tot voi khach hang va khong nén co tim 1y
so viée dau tu quan h¢ voi khach hang khong dem
hiéu qua vi khach hang khong trung thanh. Ngoai ra,
méi quan hé gitta cac bién kha phirc tap, vira tac
dong truc tiép vira tic dong gian tiép, cho nén cac
nha cung tmg online can luu ¥ timg moi quan hé
trong tong thé cac mdi quan hé dé co quyét sach
dung dén.0J
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