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Muc dich cua nghién cuu nay la thdo ludgn va kiém dinh tdc dong cua rui ro cam nhdn, danh
tiéng va nhom tham khao dén su tin twéng ciia nguwoi tiéu ding trong mua sam truec tuyén. Phiéu
cdu héi dwge givi triee tiép dén cdac doi twong diéu tra va théng qua mang Internet. Sau 5 thang
thu thip, cé 423 phiéu tra 1oi hop 1é dwoc dira vao phan tich. Dit liéu dwoc phén tich theo quy
trinh tir phén tich nhan té dén kiém dinh dé tin cdy va phan tich hoi quy. Két qua cho thdy rang
danh tiéng va nhém tham khdo c¢é anh huéng tich cwc dén sw tin twéng. Trong khi d6, rii ro
cam nhén ¢6 anh hwong tiéu cue dén sw tin twong ciia nguoi tiéu ding.

Tiwr khéa: cam nhan rii ro, danh tiéng, nhom tham khao, sy tin tudng, mua sdm truc tuyén.

The influence of perceived risk, reputation and reference group on Vietnamese con-
sumers’ trust in online shopping

Abstract

The aim of this research is to discuss and test the effect of the perceived risk, reputation and ref-
erence group on Vietnamese consumers’ trust in online shopping. The questionnaire was sent
directly to the respondents and through the internet. After 5 months of collecting data, 423 valid
questionnaires were used for analyses. Multiple regression technique was employed to test the
hypotheses. The results showed that the reputation and reference group had positive effects on

consumers’ trust. Meanwhile, the perceived risk had a negative effect on consumers’ trust.

Keywords: perceived risk, reputation, reference group, trust, online shopping.

1. Pit van dé

Su phat trién cua Internet da khién mua sdm truc
tuyén tré thanh mot phuong thirc mua sim phd bién
va ngay cang phat trién trén thé gii. Tuy nhién, ti 1&
ngudi tidu ding Viét Nam tham gia mua sim tryc
tuyén van con thap hon so véi cac nudc trong khu
vuc va trén thé gi¢i (Bo Cong Thuong, 2014) Su tin
tuong 12 mot trong nhitng rao can khién ti 16 mua
sam truc tuyén cla ngum tiéu dung Viét Nam thap
(Cimigo, 2012). Sy thiéu tin tuong da duogc ghi
nhan 1a mot trong nhiing 1y do chinh ngan can nguoi
tiéu dung mua sam truc tuyen (Jarvenpaa va cong
su, 2000; Lee va Turban, 2001; Monsuwé va cong
su, 2004). Néu long tin khong dugc xdy dung thi

giao dich tryc tuyén s& khong thé xay ra (Bart va
cong su, 2005; Winch va Joyce, 2006). Do do, su tin
tudng cua khach hang d6i v6i nhiing nguorl ban
hang tryc tuyén 1a co so dé hoat dong mua sim truc
tuyen dién ra (Abbasi va cong su, 2011; Chen va
Chou, 2012; George, 2004).

Su tin twéng 1a yéu té trung tim trong cac mdi
quan hé trao d6i (McKnight va cong su, 2002), va la
mot nhan t6 anh huong rit 16n dén hanh vi nguoi
tiéu dung trong ca mua sam truc tuyén va mua sim
truyén théng (Chen, 2009; Winch va Joyce, 2006).

Trong bdi canh mua sdm truc tuyén, su tin tudng
dong vai tro déc biét quan trong do trong moi truong
tryc tuyén cam nhan cua nguoi tiéu dung vé cac rai
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ro trong cac giao dich cao hon vi ngudi mua khong
tiép xtc truc tiép v6i ngudi ban ciing nhu san phim
ma ho dinh mua (Jarvenpaa va cong su, 2000;
Pavlou, 2003; Verhagen va c6ng su, 2006). Cac rﬁi
ro ma ngu:orl tiéu dung co the gap phai khi mua sam
truc tuyen bao gdém rui ro vé tai chinh va rai ro vé
san pham (Bhatnagar va cong su, 2000). Anh hudng
ctia rii ro cdm nhan dén su tin tudng da duoc nhiéu
nghién cuu thyc hién. Tuy nhién, anh huong gitta
cac nhan t6 nay van chua rd rang trong cac nghién
ctru trude day. Corbitt va cong sy (2003) khong tim
thiy mbi quan h¢ giita rﬁi ro cam nhan va su tin
tuong. Trong khi d6, mot s6 nghién ciru lai tim thay
mdi quan hé nguge chiéu gifta rii ro cam nhan va sy
tin tudng (De Ruyter va cong sy, 2001; Hsin Chang
va Wen Chen, 2008).

Mot trong nhitng yéu té lam gidam sy quan ngai
ctiia khach hang vé cac rui ro khi giao dich truc
tuyén 1a danh tiéng (Van den Poel va Leunis, 1999).
Do d6, mac dd tin tudng ciia nguoi ti€u dung vao
nhiing trang web ban hang truc tuyén s& cao hon
néu ho cam nhén trang web d6 c6 danh tiéng tot
(Jarvenpaa va cong su, 2000). Boi vi, dé co duoc
danh tiéng tot, cac cong ty phai dau tu nhiéu ngudn
va xay dung trong thoi gian dai (Smith va Barclay,
1997). Do d6, cac cong ty nay s& giit gin, phat trién
va khong 1am ton hai dén danh tiéng cta ho (Chiles
va McMackin, 1996).

Mit khac, dé giam thiéu rui ro, nguoi tiéu dung
thudng tham khao y kién nguoi khac trude khi thuc
hién hanh vi (Blackwell va cong su, 2001). Do do,
Li va cong su, (2008) cho réng su tin tudng cua
ngudi tiéu ding con chiu anh huéng boi ¥ kién cua
nhom tham khao. Tuy nhién, trong b6i canh mua
sam tryc tuyén, cac tac gia chwa tim thay nghién ciru
nao nghién ctru anh hudng tryc tiép ctia nhom tham
khao dén su tin twong cua nguoi tiéu dung. Cac
nghién ciru trude ddy chu yéu nghién ciru tac dong
ctia nhom tham khao dén thai do (Barkhi va cong
sw, 2008) va ¥ dinh mua truc tuyén (Al-Jabari va
cong su, 2012; George, 2004). Gefen va cong su
(2003), cho rang can phai nghién ctru anh huong
ctia nhom tham khao dén su tin tuong ciia ngudi tiéu
dung trong bdi canh tryc tuyén.

Xuat phat tir nhitng van dé trén, bai viét nay sé
thao luan va kiém dinh anh huong cua rii ro cam
nhan, danh tiéng va nhom tham khao dén su tin
tuong ctia nguoi tidu dung trong bbi canh mua sim
truc tuyén.

2. Co s& Iy thuyét va gia thuyét nghién ciru

Su tin tuong dugc hinh thanh tir ba goc dé khac
nhau: (1) nang luc; (2) trung thuc; va (3) tét bung

(Mayer va cong su, 1995). Ning luc 13 niém tin
ngu'on duoc uy thac co6 kha nang thoa man cac nhu
cau cua nguoi uy thac. Tinh ngay thang 14 niém tin
rang nguoi dugc Uy thac s& trung thyc va thyc hién
cac cam két. TSt bung 13 niém tin ring ngudi duoc
Uy thac s€ quan tdm va hanh dong V1 loi ich cua
nguoi uy thac. Trong bdi canh mua sam truc tuyén,
su tin tuong 14 su san sang chap nhan tinh trang co
thé bi tén thwong dé thuc hién giao dich mua sim
v6i cac doanh nghiép ban hang truc tuyén véi ky
vong rang ho s& hanh xir theo cach tét nhat cho
nguoi tiéu dung (Lee va Turban, 2001).

Trong cac nghién cuu trudc day, su tin tudng da
duogc cac tac gia nghién ciru tir ba quan diém chinh
d6 1a: ddc diém ciia nguoi ban hang tryc tuyén (danh
tiéng, quy md,...) (Jarvenpaa va cong sy, 2000); dic
diém cua trang web (kha ning diéu hudng, bao mat,
an ninh,...) (Bart va cong su, 2005); va dic diém
cia khach hang (dic diém nhan khiu hoc, tim
ly,...) (Salo va Karjaluoto, 2007). Trong d6, su tin
tuong bi tac dong boi dic diém cta ngudi ban hang
truc tuyén (quy mé, danh tiéng) 16n hon dic diém
cua khach hang (Shao va cong su, 2005). Do do,
nghién ctru ndy tng h quan diém nghién ctru niém
tin cia khach hang chiu su tac dong tir nhitng dac
diém ciia nguoi ban hang truc tuyén.

Theo Jarvenpaa va cong su (2000), trong bbi
canh mua sim truc tuyén, su tin tudng cua khach
hang bi anh huéng boi cam nhan ciia ho vé danh
tiéng ctia nguodi ban. Danh tiéng 1a muc do ma
ngudi mua tin ring mot ngudi ban chuyén nghiép co
kha ning, trung thuc va tét bung (Doney va Cannon,
1997). Danh tiéng 1a mét tai san c6 gia tri ma n6 doi
hoi doanh nghiép phai nd luc, dau tu cac ngudn luc
trong mot thoi gian dai (Smith va Barclay, 1997).
Nén céc cong ty co danh tiéng tét s& khong co
nhitng hanh dong lam ton hai dén danh tiéng ctia ho
(Chiles va McMackin, 1996). Vi vay, Jarvenpaa va
cong su (2000) cho rang muc do tin twong cua
nguoi tiéu dung vao nhiing trang web ban 1¢ truc
tuyén s& cao hon néu ho cam nhan cong ty d6 co
danh tiéng tét. Do d6, gia thuyét nghién ctru duoc dé
xudt la:

HI: Cam nhdn vé danh tiéng cia doanh nghiép
¢6 tac dong tich cye dén su tin twéng clia ngueoi tiéu
dung.

Rui ro cam nhan dé cap dén nhan thirc cua nguoi
tiéu dung vé su khong chic chin va cac hau qua x4u
cua viéc tham gia vao mot hoat dong cu thé nao do
(Dowling va Staelin, 1994). Sy khong chic chin
lién quan dén cac giao dich truc tuyén tao ra rat
nhiéu céc rui ro khac nhau, Pavlou (2003) chia cac
rti ro thanh: rai ro vé tai chinh, rai ro vé ngudi ban,
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Hinh 1. M6 hinh nghién ciru

Nguon: Nhém tdc gia dé xudt

rﬁi ro vé sy riéng tu (cac thong tin ca nhan c6 thé bi
tiét 16 bat hop phap) va nguy co bao mat (bi lay trom
cac thong tin vé thé tin dung). Mot sé nghién ctru di
tim thay mdi quan hé nguoc chiéu giira cam nhan
rui ro va su tin tuéng (De Ruyter va cong su, 2001;
Hsin Chang va Wen Chen, 2008). Do d6, gia thuyét
nghién ctru duoc dé xuat 1a:

H2: Cam nhdn riii ro ¢6 tac dong tiéu cyc dén sw
tin twong cua nguoi tiéu dung.

“Nhom tham khao 1a nhitng nhom nguoi ¢6 anh
hudng téi viée hinh thanh nén thai d9, nhan thirc va
hanh vi ctia khach hang d6i voi mot san pham,
thuong hiéu hay mot doanh nghiép” (Vi Huy
Thong, 2010, trang 145). Nhém tham khao c6 thé
anh huong truc tiép hodc gian tiép dén hanh vi cua
ngudi tiéu dung (Tran Minh Pao, 2006). Nhom
tham khao bao gdm: ban bé, gia dinh, dong
nghiép,... (Lin, 2007). Gefen va cong su (2003),
cho rang ¥ kién ciia nhitng nguoi than can nhu gia
dinh, ban bé va dong nghiép c6 thé anh hudng dén
sy tin tu0’ng ctia nguoi ti€u dung vao cac nha cung
cap tryc tuyén. Vi vay, gia thuyét nghién ctru duoc
dé xuit:

H3: Nhom tham khao co tac dong tich cuc dén su
tin twong cua nguoi tiéu dung.

Tir tong quan nghién ctru trén, md hinh nghién
ctru duogc dé xuat.

3. Phwong phap nghién ctru

3.1. Xdy dung phiéu diéu tra

Phiéu diéu tra dugc x4y dung dua vao tong quan
nghién ctru va dugc diéu chinh cho phu hgp véi boi
canh nghién ctru ¢ Viét Nam. Thang do cam nhén vé
danh tiéng cua nguoi ban dugc danh gia thong qua
cam nhén cua khach hang vé danh tiéng cua trang
web (Jarvenpaa va cong sy, 2000). Béi vi, trong
mua sam truc tuyen, ngudi mua va nguodi ban khong

Danh tiéng
H1
Ruiro H2 Su tin
cdm nhéan tudng
Nhom H3
tham khao

tiép xuc truc tiép v6i nhau ma ho tiép xuc thong qua
mot trang web. Nghién clru nay st dung thang do
dugc ké thira tir nghién ctru clia Jarvenpaa va cong
su (2000). Rai ro cam nhan dugc do luong béng
thang do ké thira tir nghién ciru ctia Corbitt va cong
su (2003) va thang do cua Forsythe va cong su
(2006). Nhom tham khao dugc do luong bang thang
do dugc ké thura tir nghién ciru cta Bhattacherjee
(2000). Sy tin tudong duoc do luong bang thang do
ké thira tir nghién ctru cua Jarvenpaa va cong su
(2000) va thang do cua McKnight va cong su
(2002). Két hop cac thang do ké thira tir cac nghién
ciu trude, trong nghién ctu nady, cac tac gia con
diéu chinh thang do cho bién “su tin tuéng” cho phu
hop véi bbi canh nghién ctru ¢ Viét Nam. Qua
nghién ctru dinh tinh, tac gia thdy rang su tin tuong
clia nguoi tiéu ding ddi véi mot nha ban 1¢ con
duogc thé hién thong qua sy tin tudng cta ho dbi véi
cac thong tin ma nhiing trang web nay cung cp.
Cac bién duoc do luong bing thang do Likert tir 1
(hoan toan khong ddng ¥) dén 7 (hoan toan ddng ).

Sau khi tién hanh nghién ctru tai ban tir cac ngudn
dir lidu thir cép, tic gia tién hanh phong vén sau 10
khach hang, day la nhitng nguoi thuong xuyén s
dung Internet vao muc dich mua sém Dua trén két
qua nghién ctru tai ban va phong van sdu tac gia tién
hanh xay dyung bang hoi dé phuc vu cong tac didu
tra trén dién rong. Trudc khi tién hanh diéu tra trén
dién rong, phiéu diéu tra duoc giri téi mot sd khach
hang dé kiém dinh thir (30 nguoi). Vé co ban phiéu
diéu tra dugc chép nhan, chi phai diéu chinh mét sb
van dé lién quan dén ngit nghia dé nguoi tra 1oi
tranh hiéu sai y nghia cta cic cau hoi va thay do6i
thiét ké mot sb cau hoi dé thuan tién cho viée tra 16i.

3.2. Méu diéu tra

Tong thé nghién ctru 14 nhimg ngudi co kinh
nghiém st dung Internet vao muc dich mua sdm
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truc tuyén 0 Viét Nam. Cac bang hoi duoc gui truc
tiép va thong qua mang Internet (thu dién tir, mang
xd hoi va cac dién dan) dén cac ddi twong nghién
ctru. Két qua thu dugc 582 phiéu, trong d6 co 137
phiéu thu thap qua mang Internet va thu duoc 445
phiéu bang phuong phép truc tiép. Tat ca cac phiéu
duogc thu thip qua mang Internet déu hop 18, boi vi
ngudi tra 11 phai dién dy du thong tin méi c6 thé
guri phiéu di duoc. Trong s 445 phiéu thu thap bang
phuong phap tryc tiép c¢6 159 phiéu khong hop 1é do
thiéu thong tin hodc khong thudc déi twong nghién
clru, tat ca cac bang hoi nay da duoc loai bo trudce
khi tién hanh xir Iy dir lidu. Do d6, sé lugng bang
hoi chinh thirc duoc dua vao sir dung dé phan tich 1a
423 bang.

3.3. Phwong phadp phdn tich dir liéu

Phuong phap xu ly dit liéu dugc thuc hién bao
gdém: thong ké mo ta, phan tich nhéan t6 kham pha,
kiém dinh thang do (Cronbach’s Alpha), phan tich
twong quan va phan tich hdi quy — kiém dinh céac gia
thuyét.

4. Két qua nghién ctru

4.1. Pic diém ciia méu nghién ciru

Mau nghién ctru bao gom 169 nam (39.95%), 254
nir (60,05%). Mau nghién ctru bao gom cac trinh do
khac nhau tir t6t nghiép cap 3 (42,3%), tot nghiép
cao dang/trung hoc chuyén nghiép (13,5%), tot
nghiép dai hoc (32,4%), sau dai hoc (11,1%) con lai
cac dbi tugng c6 trinh do khac (0,7%). Thu nhap cua
cac khach hang trong mau nghién ctru c6 muc thu
nhap thap, trong d6 60,5% thu nhap dudi 5
triéu/thang chi c¢6 khoang 39,5% c6 thu nhap trén 5
tri€u/thang.

4.2. Phén tich nhén t6 khdm phd

Kiém dinh KMO va Bartlett c6 gia tri 0.724 nam
trong khoang cho phép tir 0.5 dén 1. Ngoai ra, 16
bién quan sat hoi tu vao 4 nhan t6 (dung theo md
hinh 1y thuyét) c6 gia tri Eigenvalue 16n hon 1 va
giai thich khoang 72% su bién thién cua dir liéu. Gia
tri hoi tu nhan t6 cua cac bién quan st déu 16n hon
0.5. Do do, tit ca cac bién déu duge gitr lai trong mo
hinh.

4.3. Kiém dinh dp tin cdy thang do

Do tin cay cua cac thang do dugc xac dinh bﬁng
hé s Cronbach’s Alpha. Cac két qua thu duoc tir do
tin cdy Cronbach’s Alpha déu 16n hon 0.7 va hé s6
trong quan bién tong déu 16n hon 0.5 diéu do6 cho
thdy thang do cac khai niém déu dam bao yéu cau
vé do tin cay.

4.4. Phdn tich twong quan

Hé s6 Pearson dugc st dung dé phan tich mbi
tuong quan giita cac bién dinh lwong. Cac hé sb
tuong quan cho thdy mdi quan hé giita bién phu
thudc véi cac bién doc lap déu co y nghia thong ké.
Mt khac, d6 16n cua cac hé sd tuong quan dam bao
khong c6 hién tuong da cong tuyén. Nhu vay c6 thé
str dung céac thong ké khac dé kiém dinh mdi quan
hé giita cac bién.

4.5. Kiém dinh gii thuyét

Két qua phan tich hdi quy cho thdy ba bién doc
lap Danh tiéng, Riii ro cam nhdn va Nhom tham
khdo c6 hé sb Beta chudn héa lan luot 1a 0.386, -
0.105 va 0.233 vo6i mirc y nghia nho hon 0,05. Nhu
vay céc gia thuyét H1, H2 va H3 dugc chép nhan.

5. Thio luan két qua va cac ham y

Bang 1: Két qua hdi quy mé hinh cac nhan t6 dznh hwéng dén sy tin twéng

Unstandardized | Standardized Collinearity
Coefficients Coefficients Statistics
Model B Std. Error Beta t Sig. |Tolerance| VIF
1 (Hang sb) 1.754 .310 5.663[ .000
Danh tiéng .349 .039 .386 8.870( .000 949 1.054
Rui ro cam
R -.100 .041 -.105( -2.453| .015 989 1.012
nhan
Nhom tham
Kha .254 .047 .233| 5.356| .000 .951 1.052
ao

Bién phu thudc: S tin twéng

Nguén: cdc tdc gid thu thip va xir Iy
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Pong gop chinh cua nghién ctru nay cung cip
bang ching thyc tién cho thdy d4nh hudng ciia nhom
tham khao dén sy tin twong ctia nguoi tiéu ding Viét
Nam trong bdi canh mua sdm truc tuyén. Mat khac,
nghién ctru con kiém dinh lai mdi quan hé chua rd
rang trong cac nghién ctru trude day, d6 1a mdi quan
hé gitra rii ro cam nhan va su tin tuong. Két qua
nghién ctru cho thy rang, trong bdi canh mua sim
tryc tuyén, su tin tuong ciia ngudi tidu ding bi tac
dong boi rui ro cam nhan, danh tiéng cua cac nha
ban 1 tryc tuyén va nhom tham khao. Theo két qua
nay, danh tiéng ciia cac nha ban 1é c6 anh huong tich
cuc dén sy tin tudng cua nguoi tiéu dung. Két qua
nay tuong dong voi két qua nghién ctru cua
Jarvenpaa va cong su (2000). Khong nhu Corbitt va
cong su (2003), nghién ciru nay tim thay mdi quan
hé nguoc chiéu gitra cam nhén rii ro cta ngudi tiéu
ding véi sy tin tuong cua ho di véi cac nha ban 1é
tryc tuyén va két qua nay tuong tu nhu két qua
nghién ctru ciia De Ruyter va cong sy (2001) va
Hsin Chang va Wen Chen (2008). Ngoai ra, sy tin
tudng cua ngudi ti€u dung con bi anh hudng mot
phan béi nhém tham khao.

Két qua nghién ciru cho thiy rang, rii ro cam
nhan c¢6 anh huong ti€u cuc dén su tin tudng cua
ngudi tidu ding trong mua sim truc tuyén. Vi vay,
dé xay dung niém tin cic nha ban 1¢ tryc tuyén phai
tim cach giam thiéu cam nhan rui ro cia ngudi tiéu
dung.

Dbi vi riii ro vé tai chinh, nhiéu khach hang lo
ngai ho cé thé bi mat tién nhung khong nhan duoc
hang hoa da mua khi phai thanh toan trudc. Do do,
cac nha ban 1é c¢6 thé ap dung phuong phap thanh
toan khi giao hang (COD), v6i phuong phap thanh
toan ndy nguoi ban gitip nguoi mua c6 trai nghiém
glong nhu mua sam truyén thong— nhan hang, tra
tién. Phuong thirc thanh toan nay gitp khach hang
khong con lo ngai bi mit tién ma khong nhan duoc
hang hoa da mua. Mat khac voi hinh thire thanh toan
khi giao hang con glup khach hang giam thiéu riii ro
cam nhan vé san pham. Khach hang c6 thé kiém tra
san pham trudc khi thanh toan gidng nhu mua sam
truyén théng nén ho cé thé khong thanh toan néu
san phim khong dung nhu cam két cua nguoi ban.
Mat khac, dé giam thiéu rui ro vé tai chinh, cac nha
ban 1¢ truc tuyén c6 thé sir dung phwong thirc thanh
toan qua bén thtr ba. V&i hinh thire thanh toan nay,
nguoi mua phai chiu thém mot khoan phi giao dich
tlr bén tht ba, ddi lai ho dugc bén thir ba bao 13nh.
Néu nguoi mua khong nhan duoc san pham nhu
cam két ctia ngudi ban thi ho c6 thé 1y lai tién ma
khong lo bi mat. Cac phuong thirc thanh toan nay
lam giam rai ro cam nhan vé tai chinh cua khach

hang khi mua sim tryc tuyén.

Dbi voi cac rii ro vé san pham, do ngudi mua
khong dugc tiép xtic v6i san pham trude khi ra
quyét dinh mua nén cic rai ro vé& san phim ma
ngudi mua thuong lo ngai d6 1 san pham cé chat
luong khong dung nhu cam két ciia ngudi ban hodc
khong gidng vé6i nhitng cam nhén cta ho tir hinh
anh ma trang web cung cap. Dé giam thiéu nhiing
ri ro vé san pham, cac nha ban 1é truc tuyén c6 thé
ap dung phuong phap thanh toan khi giao hang
(COD) nhur d3 dé cap & trén dé khach hang c6 co hoi
kiém tra san phém trude khi thanh toan. Mat khac,
dé khach hang c6 thé danh gia san pham mot cach
chinh xac nhat, ngudi ban can dua cac hinh anh vé
san pham mot cach chinh xac va day di, nén cho
phép khach hang viét binh luan, danh gia cta ho
trén trang web ctiia minh. Nhitng binh luén nhan xét
nay sé giup khach hang khic c6 cai nhin vé hang
hoéa cling nhu ngudi ban mot cach toan dién hon qua
d6 gitp ho ty tin hon khi ra quyét dinh mua sam.
Dbi v6i cac san pham hitu hinh, nguoi ban co thé sir
dung nhiing cong nghé hién dai dé mo ta san pham
nhu hinh anh, mé hinh ba chiéu dé mé ta san pham.
Boi vi hinh anh ba chiéu giup khich hang giam
thiéu rui ro cam nhén so voi hinh dnh hai chiéu
(Shim va Lee, 2011). Khi m6 ta san phim bang hinh
anh, ngu(‘Yi ban nén dit san pham canh nhing vat
dung pho bién dé chup anh, qua do glup khach hang
c6 thé hinh dung kich thudc thyc té cua san pham
mdt cach nhanh chéng va chinh xac. D6i voi cac san
pham s6 héa (nhac, phan mém,...) ngudi ban nén cd
nhiing ban cho khach hang dung thir trong mét thoi
gian nhat dinh dé ho c6 thé trai nghiém va danh gia
trude khi ra quyét dinh mua.

Két qua nghién ciru trén cho thay rang c6 mbi
quan h¢ déng ké giita cam nhan vé danh tiéng cua
ngudi ban 1é truc tuyén va sy tin tudng cta ngudi
tiéu dung. Vi vdy, cac nha ban 16 tryc tuyén can xay
dung danh tiéng cho cira hang ctia minh bang cach
quang cdo cho cua hang cua minh thong qua céac
kénh khac nhau, dac biét thong qua cac kénh truc
tuyén. Cac kénh quang cdo truc tuyén c6 thé ké dén
nhu cac dién dan, mang xa hoi vi day 1a mot kénh
xay dung danh tiéng rat hiéu qua. Boi vi chi phi khi
quéang ba trén kénh nay kha thap. Mit khac, nhu két
qua nghién ctru da chiing minh, sy tin tuong cua
ngudi tiéu dung con bi anh huong boi ¥ kién cua
nhom tham khao. Vi vay, nhiing binh luan, nhan xét,
danh gia cua cac khach hang khac — nhitng nguoi da
mua va str dung san pham, dugc nguoi tiéu dung tin
tuong hon 1a nhimg thoéng tin duge cung cap boi
ngudi ban. Pay duge coi nhur 1a mot ngudn thong tin
tham khao hiru ich va dang tin cdy ctia nguoi ti€u
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dung. Do d6, bén canh cac kénh quang ba chinh
thdng, cac nha ban 1é truc tuyén nén quang ba hinh
anh, xdy dung niém tin v&i ngudi tiéu ding thong
qua cac dién dan, mang xa hoi. Tuy nhién, cac binh
luan, nhan xét cua khach hang c6 thé tét hodc xau.
Do d6, dé xay dung danh tiéng ctia minh, ngudi ban
can phai thong nhét giira 10i n6i va hanh dong, cung
cap thong tin trung thuec.

Bén canh nhitng két qua dat dugc, bai viét con
ton tai mot ) han ché sau: thir nhit, co rat nhiéu rai
ro trong céc giao dich truc tuyén: rui ro vé tai chinh,
rii ro vé ngudi ban, rii ro vé sy riéng tu (cac thong
tin c4 nhan co thé bi tiét 16 bat hop phap) va nguy
co bao mat (bi léy trom cac thong tin vé thé tin

dung) (Pavlou, 2003). Tuy nhién, trong nghién ctru
nay méi chi dé cap dén rui ro vé tai chinh va rui ro
vé san pham. Thi hai, trong nghién ctru ndy, nhom
tham khao mai chi nghién ctru anh hudng ctia cac ca
nhan (gia dinh, ban b, dong nghiép) ma chua dé
cap dén anh hudng cua cic phuong tién thong tin
dai ching. Vi vay, dé hoan thién hon, trong tuong
lai cac nghién ctru can tim hiéu anh huéng cua cac
nhan t6 nhu: ri ro vé ngudi ban, rii ro vé su riéng
tu, phuong tién thong tin dai ching,... dén sy tin
tuong cta nguoi tidu dung trong bbi canh mua sim
tryc tuyén. Qua do, giup cac nha ban 1é truc tuyén
c6 co so dé xdy dung long tin d6i voi nguoi tiéu
dung.J

Phu luc 1
Béang PL1. Béing tong hgp thang do ciia cac nhén to
Ky hiéu Noi dung Nguon
Danh tiéng
RP1 Trang web nay noi tieng
RP2 Trang web nay c6 uy tin Jarvenpaa va cong su, 2000
RP3 Trang web nay dugc nhiéu nguoi biét dén
Cam nhan rii ro
PRI Tol tin rang mua sam tru:;: tuyén ¢ nhi€u rui ro vi ¢ thé Forsythe va cong s, 2006
khong nhan dugc san pham
PR2 "1101 t11} rang mua sam tru:cjuyen la mao hiém vi c6 thé gay Corbitt va cong s, 2003
ton that ve tai chinh cho t6i
T6i tin rang mua sam tryc tuyén c6 nhiéu rai ro vi rat kho
PR3 .2 . 2 A
kiém tra dugc san pham thuc té
PR4 T?l tn} rang mua sam tr;ucﬁtuyenx c6 nhiéu rui ro vi khong thé Forsythe va cong su, 2006
tiép x0c va cam nhan vé san pham
PRS T6i tin rang mua sam tryc tuyén c6 nhiéu rai ro vi khong thir
dugc san pham
PR6 TO} tin rang mua sam H?C tuy’en 6 nhiéu rti ro vi san Corbitt va cong s, 2003
pham/dich vu ¢6 thé khong dap timg dugc mong doi cua t6i
Nhém tham khao
18t Ban be t6i khuyén khich t6i mua sam truc tuyén
112 Gia dinh t6i khuyén khich t6i mua sim truc tuyén )
- .y — S — Y - Bhattacherjee, 2000
3 Nhitng nguoi toi quen bi€t cho rang mua sam tryc tuyén la
mot y tuong tot
Niém tin
TR1 Toi tin rang trang web do s€ hanh dong vi lgi ich tot nhat cia | Jarvenpaa va cong su, 2000
toi
TR2 Toi tin rang trang web déang tin cay trong cac giao dich McKnight va cong su,2002
TR3 Toi tin rang trang web s€ thuc hién cac cam két cua ho Jarvenpaa va cong su, 2000
TR4 Toi tin tudng vao nhiing thong tin ma trang web nay cung Tac gia diéu chinh tr thang
cap do cua McKnight va cong su,
2002

Nguon: tac gid tong hop tir cdc nghién civu
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