Cac yéu to can tré khach hang
mua sam trwe tuyén ¢ Viét Nam
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Mua sdm triee tuyén phat trién manh mé ¢ Viét Nam trong nhitng nam gan ddy. Tuy nhién, ti

lé nguwoi tiéu dung Viét Nam tham gia mua sam tryc tuyén van con thap hon rat nhiéu so voi

cdc nuoc trong khu vwe va trén thé gioi. Do do, muc dich cua bai viét nay la nghién ciru nhitng

yeu to can tro khach hang mua sam tryc tuyén, trén co sé do, dé xuat mot so giai phap nham

giam thiéu nhiing tac dong cua cdc yéu to nay. Dé dat diwoc nhitng muc tiéu nay, nghién cuu si

dung phwong phdp diéu tra bang bdng cau hoi. Cac bang hoi ndy duwoc thu thdp truc tié}) va
qua mang Internet Két qua thu ve dwge 221 phiéu hop 1é va két qua phén tlch cho thay thoi
quen mua sam truyén thong la yéu t6 c6 tac ddng 1om nhat dén hanh vi mua sdm triec tuyén ciia

khach hang.

Tir khéa: khach hang, mua sam truc tuyén, yéu td can tro.

1. Dit van dé

Mua sim truc tuyén da tré thanh mot phuong
thirc mua sim ph bién va ngay cang phat trién trén
thé gidi ciing nhu tai Viét Nam. Ti 1& ngudi tiéu
ding mua sim tryc tuyén khong ngimg gia ting
theo thoi gian. Theo s lidu théng ké cia Hiép hoi
marketing k¥ thuat s6 chau A (Asia digital market-
ing association - ADMA), nam 2008, Viét Nam c6
khoang 4% ngudi st dung Internet vao muc dich
mua sim truc tuyén, dén nam 2011, ti 1é nay chiém
khoang 35% (ADMA, 2012). Midc du da c6 nhimng
budc phat trién manh mé trong thoi gian vira qua
nhung ti 1€ nguoi tiéu dung Viét Nam tham gia mua
sdm truc tuyén van con thap hon rat nhiéu so véi cac
nude trong khu vuc va trén thé gidi. Do d6, nhan
biét dugc cac yéu té can trd khach hang mua sim
truc tuyén 1a rt quan trong va can thiét di véi cac
doanh nghiép ban hang truc tuyén ciing nhu cac nha
quan 1y va hoach dinh chinh sach vé& thwong mai
dién tir (TMDT) trong viéc thu hut va khuyén khich
khach hang tham gia mua sam tryc tuyén.

Hién nay, di co rat nhiéu cong trinh nghién ctru
céc yéu to anh huong dén hanh vi ngudi tiéu ding
trong mua sam truc tuyén trén thé gidi. Tuy nhién,
cac nghién ctru ndy da chi ra rang muc do tac dong

clia cac yéu t6 dén hanh vi nguoi tidu dung truc
tuyén thay d6i do su khac nhau vé vin héa gitra cac
quéc gia (Chau va cong su, 2002; Ko va cong su,
2004; Park va Jun, 2003; Zhou va cong su, 2007).
Do do, Delafrooz va cong sy (2010) cho réng, mua
sam tryc tuyén van can phai nghién ctu k§ hon
trong bdi canh cu thé ¢ cac qudc gia khac nhau.
Chinh vi véy, nghién ciru cac yéu t6 can trd khach
hang mua sam tryc tuyén trong diéu kién, hoan canh
cu thé cua Viét Nam khong nhirng c6 ¥ nghia vé mit
thuc tién ma con dong gbp vé mit 1y luan nham bd
sung va hoan thién hon nita két qua cta cac cong
trinh nghién ctru trude day. Tai Viét Nam, cling da
¢6 nhiéu nghién ciru vé cac yéu to anh hudng dén
hanh vi khach hang trong mua sam tryc tuyén. Cac
nghién ctru nay chi ra rang nhiing yéu té can trd
khach hang mua sim tryc tuyén bao gdm: khong
biét 15 chat lwong mo ta va chat lugng thyc té, kho
khian khi tra lai san phdm, giao hang tr& hen (FTA,
2011) va rai ro (Duong Thi Hai Phuong, 2012). Tuy
nhién, cac nghién ctru nay van con dé lai nhing
khoang tréng can nghién ctru 1am 1.

Xuat phat tir nhimg 1y do trén, bai viét nay sé& di
tim hiéu nhimg yéu t6 nao can tré khach hang mua
sdm truc tuyén ¢ Viét Nam va mutrc do tdc dong cua
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cac yéu td d6 dén hanh vi mua tryc tuyén ciia khach
hang. Trén co s¢ d6, dé xuét cac giai phap cho cac
doanh nghiép ban hang tryc tuyén ciing nhu cac co
quan quan 1y nha nudc nham giam thiéu nhiing tac
dong tiéu cuc cua cac yéu t6 nay. Qua do, thuc day
khach hang tham gia mua sdm tryc tuyén nhiéu hon.

2. Co sé Iy thuyét vé mua sim truc tuyén va
cac yéu td can tré khiach hang mua sim truc
tuyén

Mua sim tryc tuyén 1a qua trinh nguoi tiéu ding
mua sim hang hoa hodc dich vu thong qua mang
Internet (Anders va cong sw, 2007; MasterCard,
2008). Do d6, mua sim truc tuyén con duoc goi 1a
mua sim qua mang (Vincent, 2012). Pay la mot
dang thirc cia TMBT. Qua trinh mua sim nay ciing
bao gdm nim budc nhu trong mua sim truyén
théng: nhan biét nhu cau, tim kiém thong tin vé san
pham, danh gia cac phuong an thay thé, quyét dinh
mua va danh gia sau khi mua (Liang va Lai, 2000).

Qua trinh mua sim nay dwoc khach hang thuc
hién véi cac ctra hang do/gian hang truc tuyén trén
cac website. Trong sudt qua trinh mua sim nay,
nguodi mua va nguoi ban/nhan vién ban hang khong
tiép xuc truc tiép v6i nhau, moi giao dich dugc thuc
hién thong qua trang web. Cac cira hang truc tuyén
nay hoat dong lién tuc 24 gid mot ngay, 7 ngay mot
tudn nén khach hang c6 thé mua sim bt cir khi nao.
Khi muén mua mot san pham nao d6, khach hang
chi viéc lua chon bé"mg cach nhép chudt vao san

pham d6 va san phdm s& dugc chuyén dén dia chi do
khach hang dinh san (Durmus va céng su, 2011).
Hang hoéa tai cac cira hang nay thuong duoc mo ta
béng van ban, hinh anh, am thanh, video. Do do,
khach hang chi c¢6 thé cam nhan, danh gia san phim
thong qua cac thong diép (dudi dang: hinh anh, van
ban, am thanh, video) ma nguodi ban dang tai trén
cac website chir khong thé danh gia tryc tiép bang
cac giac quan theo cach thong thuong nhu trong
mua sam truyén thong nén cac giao dich mua sim
trong moi truong truc tuyén rui ro hon so véi mua
sam truyén théng (Laroche vd cdng sir, 2005). Tuy
nhién, thong tin trén cac website thuong rat da dang
va phong phu, tir thong tin cta nha san xuat, ngudi
ban dén cac binh luin, danh gia, xép hang,... cua
khach hang. Nhing thong tin nay rat hitu ich véi
khach hang béi vi n6 gitp khach hang c6 cai nhin da
chiéu v& san phém ho dinh mua. Rat nhiéu khach
hang tham khao nhiing thong tin danh gia nay trudc
khi ra quyét dinh mua sim tryc tuyén (ADMA,
2012). Hon nira, do qua trinh mua sam duoc thuc
hién thong qua cac website, nén khach hang co thé
truy cap nhidu gian hang tai ciing mét thoi diém. Do
d6, ho dé dang tim dugc san phérn théa man tot nhét
nhu cau ctia minh va tim duoc nha phan phdi véi gia
ré nhat. Do qué trinh mua sdm duoc thuc hién thong
qua cac clra hang tryc tuyén, nén mua sim truc
tuyén c6 nhitng vu diém va han ché sau:

Do ¢6 nhiing diém khac biét v4i mua sam truyén

Béang 1: Nhirng vu diém va han ché ciia mua sam truc tuyén

Uu diém

Han che

e Thuén tién

e (6 thé mua sidm moi lac, moi noi

e Cb nhiéu sy lya chon vé hang héa/dich vu
e Giaréhon

e D@ dang so sanh gia ca

o Tiét kiém thoi gian

e (6 nhiéu thong tin vé& hang hoéa/dich vu

e (C6 thé mua hang hoa tir xa

o Khong bi ap luc tir phia nguoi ban

e Hang hoa duoc giao tai nha

e DPam bao su riéng tu

e Ruiro

e Thibu twong tac xi hoi

e Khong thé thir hang hoa trudc khi mua
e Khoéng nhin thiy san pham thyc té

e Khong thé s& mo/tiép xuc voi san phim
e Giao hang cham

e Kho khin khi d6i/tra lai hang hoa

e Chi phi giao hang cao

Nguon: Lester va cong sw, 2005
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théng nén mua sim tryc tuyén chiém ti trong rét
thap so voi mua sim truyén théng. Theo Gordon va
Bhowan (2005), nhiing yéu t6 can trd khach hang
mua sdm truc tuyén bao gém: khong duogc thu, so,
tiép xuc, nhin san phim that trudc khi mua; thiéu
tuong tac xa hoi; rui ro; giao hang cham; phi véan
chuyén cao.

Khéng dwoc thir sin phim truwée khi mua: Han
ché 16n nhat ctia mua sdm tryc tuyén 1a khach hang
khong nhin thdy san pham that va khong thir dwoc
san ph.'flm trudc khi mua (Lester va cong sw, 2005).
Trén cac gian hang truc tuyén, san pham dugc mo ta
qua van ban, hinh anh hoac video nén khach hang
khong thé tiép xuc hay thir san pham trude khi mua
nhu trong mua sim truyén thong. Trong khi mua
sam truyén thong, khach hang co thé danh gia, cam
nhan hang hoa/dich vu bang cac giac quan khac
nhau, va théi quen thir san pham trudc khi mua da
an sdu vao tiém thirc cia cac khach hang. Nhung dbi
v6i mua sdm truc tuyén, khach hang chi co thé danh
gid ching qua cac catalog dién tir. Nhiéu khi san
pham thyc té khong gidng v6i cam nhan cta khach
hang vé& san pham tir catalog dién tir. Pay 1a mot
trong nhitng nguyén nhan khién khach hang khong
tham gia mua sim truc tuyén (Gordon va Bhowan,
2005; Jayoung va Jihye, 2006; Lester va cong su,
2005) va thich mua sim theo cach truyén thong hon
(Durmus va cong sw, 2011).

Thiéu twong tdc xa hdi: Mot nhuge diém quan
trong khac clia mua sam truc tuyén la thiéu tuong
tac x4 hoi. Trong mua sam truyén théng, ngudi mua
va ngudi ban/nhan vién ban hang tiép xtc truc tiép
v6i nhau. Nhung trong mua sim tryc tuyén, ngudi
mua khong tiép xtc tryc tiép voi ngudi ban/nhan
vién ban hang, moi giao dich cta hg duoc thuc hién
thong qua mot website (Jaume, 2007). Do do,
nhiing ngudi c6 xu hudng giao tiép xi hoi cao
thudng it mua truc tuyén, thay vao do ho s& chon
cac kénh ban hang truyén thong (Bill va céng su,
2005; Jaume, 2007).

Riii ro: Rui ro 1a mot trong nhiing nguyén nhan
khién khach hang khong mudn tham gia mua sim
tryc tuyén (Gordon va Bhowan, 2005). Cac giao
dich mua sim trong méi trudng truc tuyén rui ro
hon so véi mua sam truyén théng (Laroche va cdng
sw, 2005). Nhitng rai ro khi mua sdm truc tuyén c6
thé ké dén nhu rti ro vé san phim, rui ro vé bao mat
cac thong tin ca nhan, rui ro vé nha cung cap (Bill
va cong suw, 2005). Rui ro vé san phém do khach
hang khong dugc kiém tra, thir san pham trude khi

mua nhu trong mua sim truyén thong, ho chi cam
nhan vé san pham thong qua 16i mo ta, hinh anh do
ngudi ban ding tai trén cic website. Rui ro vé& nha
cung cip do khach hang khong biét nguoi ban 12 ai,
moi giao dich ctia khach hang dugc thuc hién thong
qua mdt website chtr khong duoc thuc hién truc tiép
nhu trong céc giao dich truyén thong. Loi dung dic
diém nay cuia mua sdm truc tuyén, nén thyuc té da
xuit hién nhiéu truong hop nguoi ban hang truc
tuyén lira dao khach hang. Rui ro nita 14 thong tin vé
thé tin dung cua khach hang c6 nguy co bi 1 khi
thyc hién thanh toan truc tuyén, do cic website
khong thé dam bao an toan tuyét dbi cac dir liéu nay.
Su lo ling vé an ninh khién nhiéu khach hang khong
mua sdm truc tuyén (Masami va Masao, 2009).

Giao hang chdm: 13 mot trong cac yéu t6 can tro
khach hang mua sim tryc tuyén (Gordon va
Bhowan, 2005). Day 1a mot han ché ctia mua sdm
tryc tuyén (Lester va cong su, 2005). Ngoai trur céc
san pham s hoéa (dm nhac, phim anh phan mém,
sach, bao, tai liéu dién tir), khi mua sam tryc tuyén,
khach hang phai chd mot thoi gian nhét dinh tir khi
dat hang dén khi nhan duogc mit hang d6. Khong
nhu mua sam tai ctra hang truyén thong, khach hang
¢6 thé nhan hang h6a minh mua ngay sau khi thanh
toan. Do d6, nhiéu khach hang cho rang mua sim tai
cac ctra hang truyén théng nhanh hon so v6i mua
sim tryc tuyén (Manivannan, 2009). Rii ro hon
nita, trong qué trinh van chuyén, hang hoa c6 thé bi
hu hong. Khach hang s& phai mat thém thoi gian dé
d6i san pham khéac. Va viéc doi san pham ciing gip
rat nhiéu ric réi, day 1a mot trong nhiing 1y do khién
khach hang khong mua sim truc tuyén (Lester va
cong su, 2005).

Phi vin chuyén cao: Phi van chuyén cao ciing la
mot han ché/bat loi ciia mua sam truc tuyén (Lester
va cong su, 2005). Trong mua sdm truc tuyén, hang
hoa s€ giao tai dia chi do khach hang chi dinh. Tuy
nhién, di kém voi ti€n ich nay khach hang thuong
phai tra mot khoan phi van chuyén va khoan phi nay
s& rat cao néu hang hoa d6 duge mua tir nwdc ngoai.
Phi van chuyén 1a mot trong nhitng nguyén nhan
khién khach hang khong mua sam tryc tuyén (Gor-
don va Bhowan, 2005; Yan va Harmen, 2006).

3. Phwong phap nghién ciru

Sau khi tién hanh nghién ctru tai ban tir cic ngudn
dir liéu thir cAp, nhom tac gia tién hanh phong van
sau cac khach hang la nhiing ngudi st dung Internet
& Viét Nam, trén co s¢ d6 dé xay dung bang hoi dé
phuc vu cong tac diéu tra trén dién rong. Trudc khi

S6 203(I1) thing 5/2014 63

Kinh téPhat trién




tién hanh diéu tra trén dién rong, phiéu diéu tra duoc
guri t6i mot s6 khach hang dé kiém dinh thir. Vé co
ban phiéu diéu tra dugc chdp nhén, chi phai diéu
chinh mot s6 van dé lién quan dén ngit nghia dé
ngudi tra 101 tranh hiéu sai ¥ nghia cia cac ciu hoi
va thay d6i thiét ké mot s cau hoi dé thuan tién cho
viéc tra 101 cau hoi.

Mau nghién ctru duoc ldy theo phuong phap
thuan tién tir tong thé nhitng khach hang sur dung
Internet tai Viét Nam. Céac bang héi duoc gui truc
tiép va thong qua mang Internet (email, mang xa hoi
va cac dién dan) dén cac dbi twong nghién ctru. Thoi
gian thu thap dit liéu duoc thyc hién tir thang 3 dén
thang 9 nam 2013. Két qua thu duoc 88 phiéu qua
mang Internet va thu dugc 182 phiéu bang phuong
phap truc tiép. Tat ca cac phiéu duoc thu thap qua
mang Internet déu hop 1¢, boi vi nguoi tra 16i phai
dién day du thong tin méi co thé gui phiéu di duoc.
Trong sb 182 phiéu thu thap bang phuong truc tiép
¢ 49 phiéu khong hop 18 do thiéu thong tin, tat ca
c4c bang hoi nay da dugc loai bo trude khi tién hanh
xtr Iy dir liéu. Do d6, s6 lugng bang hoi chinh thirc
dugc dua vao sir dung dé phén tich 1a 221 bang, bao
g6m 88 bang thu thap qua Internet va 133 bang thu
thap truc tiép.

4. Thyc trang hoat dong mua sim truc tuyén
va cdc yéu té can tré khiach hang mua sim truc
tuyén & Viét Nam

Mic di mua sim tryc tuyén van dang trong giai
doan ddu cua qua trinh phat trién (Delafrooz va
cong su, 2010), nhung thi truong ban 1€ truc tuyén
bung nd & Viét Nam trong nhimng nim gan day

(ADMA, 2009). Hang hoéa dugc ban truc tuyén
ciing rat da dang, phong ph, tir nhitng san pham dat
tién nhu: 6 t0, xe may, dién thoai di dong,... dén céc
san pham binh dan nhu hang tap hoa.

Theo s6 liéu thong ké cua Hiép hoi marketing ky
thuat s6 chau A (ADMA), nam 2008, Viét Nam c6
khoang 20,8 tri¢u nguoi st dung internet, nhung chi
c6 khoang 4% sb nguoi sir dung Internet vao muc
dich mua sim tryc tuyén (ADMA, 2009). Nhung
dén nam 2011, ti 1 nguoi st dung internet tham gia
mua sim tryc tuyén 1a 35% (ADMA, 2012). Doanh
thu tir hoat dong ban 1¢ truc tuyén tai Viét Nam cling
¢6 nhimg budc phat trién dang ké. Theo Béo cdo
TMDT Viét Nam 2012 cua B6 Cong Thuong, doanh
thu tr hoat dong ban 1€ truc tuyén theo mo hinh B2C
(Business to Customer) cua Viét Nam nam 2012 wdc
tinh khoang 600 tricu USD va dy doan dén nam
2015 dat khoang 1,3 ti USD (B6 Cong Thuong,
2012). Néu tinh ca doanh thu tir md hinh ban 1¢ truc
tuyén C2C (Customer to Customer), mot mo hinh
ban 1¢ truc tuyén kha phd bién & Viét Nam (ADMA,
2009), thi con s6 nay con 16n hon rat nhiéu.

Theo két qua diéu tra cia nhom tac gia, trong
téng sb 221 ngudi sir dung Internet & Viét Nam, c6
137 nguoi sir dung internet vao muyc dich mua sim
tryc tuyén, chiém khoang 62%, sb nguoi sir dung
internet nhung chua bao gio mua sim tryc tuyén la
84 nguoi, chiém khoang 38%.

Nhirng san pham thudng dugc khach hang mua
tir cac kénh ban hang truc tuyén ciing rit da dang.
Hang héa dugc mua tryc tuyén nhiéu nhét 1a quan
40 va cac san pham thoi trang (xap xi 70%), ké tiép

Hinh 1: Ti 1é khach hang sir dung internet vao muc dich mua sim truc tuyén

OMua sdm tryc tuyén

BKhoéng mua sém truc tuyén

Nguon: Theo so liéu diéu tra cua nhom tac gia
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Hinh 2: Nhirng loai sin phim thwong dwoc khach hang mua truc tuyén

80.0%
70.0%
60.0%
50.0%
40.0%
30.0%
20.0% |+
10.0% +
0.0% ! ! ! [ L | [ [] [ — =
Sach, Quan Phan Phan  Am Cacdich Lwong Giadung Khac
bao, tap 4o, §én cu’r]g, mém nhac, vu tai thuwe,
chi,tai pham  phan trng phim  chinh,  thuwc
lieu thoi mém dung anh ngan  pham
trang may tinh cho dién hang,
thoai di bao
dong hiém

1a sach béo, tap chi, tai liu va phan ctng, phan
mém may tinh (xdp xi 25%), loai hang hoa ¢ ti 18
mua sam truc tuyén dung thir ba 1a lwong thyuc thuc
pham (trén 20%), ké tiép 1a cac phdn mém tng dung
cho dién thoai di dong (khoang 16,5%), &m nhac,
phim anh (khoang 11,3%) va céac dich vu tai chinh
ngan hang, bao hiém (khoang 8,3%). Hang gia dung
1a nhitng san pham it dugc khach hang mua sim

Nguon: Theo so liéu diéu tra ciia nhom tac gia

tryc tuyén nhat, ti 1¢ khach hang mua hang gia dung
tryc tuyén chi chiém khoang hon 2%.

Maic du ti 1€ khach hang mua sam tryc tuyén tai
Viét Nam dé c6 sy phat trién manh mé trong nhiing
nam vira qua. Tuy nhién, ti 1¢ nay van con thap hon
rt nhiéu so véi ti 1é trung binh cua khu vuc chau A
— Thai Binh Duong.

Hinh 3: Ti 1 nguoi sir dung internet & Viét Nam vao muc dich mua sim truc tuyén so véi trung
binh ciia khu vire chiau A — Thai Binh Dwong

70%

60%

63.93%
55.90% i

54.40%

50%

40%

30% o

20%

10%

0% -
2009

2010 2011

DViét Nam BChau A - TBD

Nguon: ADMA, 2009, 2010, 2011, 2012
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Hinh 4: Ly do khach hang khéng mudn mua sim trye tuyén

90.00%
79.19%
80.00%
0,
70.00% 5381
60.00%
50.00%
40.00% 31°98% 54 37%
30.00%
0,
20.00% 5.58% 5.08%
10.00%
0-00% T T T T T
Rui ro Co sé hatdng Khong dwgc  Phuwong thirc Lo ngai thong Ly do khac
(mang internet, nhin tryc tiep, thanh toan chuatin ca nhén bi ro
toc d6 dwong  thlr sén pham linh hoat i
truyen, thiét bi nhw trong mua
dau cudi, ...) sam truyen
chuwa tot thong

Vay nhitng yéu t6 ndo can tré khach hang tham
gia mua sam tryc tuyén ¢ Viét Nam? Theo két qua
diéu tra cua chung toi, co rat nhidu yéu t can tro
khach hang mua sam truc tuyén, trong d6 thoi quen
mua sdm theo cach truyén thong 1a yéu tb can tro
16n dbi véi mua sam tryc tuyén ¢ Viét Nam. Xép xi
80% khach hang dwoc héi tra 10i rang ly do ho
khong mua sim tryc tuyén 1a khong dugc kiém tra
san pham nhu mua sim truyén thong. Didu nay co
thé d& dang hiéu duoc do phuong thirc mua sdm truc
tuyén chi méi hinh thanh trong nhing nim gan day
va dang trong giai doan dau ctia qua trinh phat trién
(Delafrooz va cong sw, 2010). Trong khi do, mua
sam truyén thong da duoc hinh thanh va phat trién
tir khi con nguoi bat ddu trao d6i hang héa, do do,
mua sam truyén théng dd dn sdu vao tiém thic cua
mdi con nguoi. Cac thoéi quen thir, kiém tra,... san
pham truée khi mua ciia khach hang kho c6 thé tir
b6 trong mot thoi gian ngan. Didu d6 giai thich cho
viéc hién nay, trén thé gidi c¢6 rat nhidu nha ban 1é
truc tuyén, nhung ti 1& khach hang mua sim theo
phwong thirc nay chiém mat ti trong rat nho so véi
mua sim truyén thong. Nhimg nguyén khac khién
khach hang khong mua sim truc tuyén bao gom: lo
ngai nhimng rui ro ¢ thé xay ra khi mua sim theo
phuong thire nay (53,81%); phuong thuc thanh toan

Nguon: Theo so liéu diéu tra cua nhom tac gia

trong mua sim truc tuyén chua linh hoat (31,98%);
lo ngai ro ri thong tin cd nhan khi giao dich truc
tuyén (24,37%); co sé ha tz‘”mg phuc phu hoat dong
mua sim truc tuyén (5,58%); va cac ly do khac
chiém khoang 5,08%.

5. Két luan va khuyén nghi

5.1. Péi vdi cac doanh nghiép ban hang truc tuyén

Mic du, tit ca cic san phém duoc ban theo cach
truyén thong déu cé thé ban qua kénh truc tuyén.
Tuy nhién, do dac diém cua tung loai san phém, nén
¢6 nhirng san pham duogc khach hang ua chudng khi
mua sim tryc tuyén, nguoc lai c6 nhitng san pham
lai it duoc khach hang mua sim qua kénh nay. Do
do, trudc mat, dé thu hat khach hang mua sam truc
tuyén nhiéu hon qua d6 giup cac nha ban 1é truc
tuyén phat trién, cac nha ban 1 truc tuyén nén lua
chon nhimg san pham dwoc khach hang wa chudng
mua sam qua kénh tryc tuyén nhu quan 4o, san phim
thoi trang, sach, bao, tap chi, linh kién may tinh,
phan mém tng dung cho may tinh va dién thoai di
dong hay lwong thuc, thue pham. Khi khach hang c6
thai do tich cuc voi mua sam truc tuyén dé co thé
phat trién phuong thirc ban hang nay cho tat ca cac
loai san phém/dich vu ¢6 nhu cau trén thi truong.

Yeéu to can tré khach hang mua sam tryc tuyén
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16n nhét d6 khi mua sim khach hang khong duoc
tiép xtc voi san pham nhu trong mua sim truyén
théng. Do d6, dé giam thiéu muc do tic dong cua
yéu t6 niy, ngudi ban hang tryc tuyén (doanh
nghiép, c4 nhan), cAn cung cdp thong tin vé san
pham mot cach chinh x4c va day du, nén cho phép
khach hang viét binh luan, danh gia ctia ho trén gian
hang cua doanh nghiép/ngudi ban. Nhitng binh ludn
nhan xét nay sé& gitp khach hang khac c6 cai nhin vé
hang hoa ciing nhu nguoi ban mot cach toan dién
hon qua dé gitp ho ty tin hon khi ra quyét dinh mua
sam. Nguoi ban c¢6 thé st dung nhimng cong nghé
hién dai dé mo ta san phém nhu hinh anh, mo6 hinh
ba chiéu dé mé ta san pham. Boi vi hinh anh ba
chiéu giup khach hang giam thiéu nhan thic rui ro
so voi hinh anh hai chiéu (Soo va Yuri, 2011). Khi
md ta san pham bang hinh anh, nguoi ban nén dit
san pham canh nhiing vt dung pho bién (nhu thé tin
dung, dong xu, bat chi,...) dé chup anh, qua d6 gitp
khach hang c6 thé tuong tugng ra kich thudc thuc té
clia san pham mot cach nhanh chong va chinh xéc.

Céc doanh nghiép can da dang hoéa phuong thirc
thanh toan, dac biét nén ap dung phuong thirc thanh
toan bang tién mat khi giao hang (Cash on delivery
- COD). Phuong thuc thanh toan nay vua phu hop
v6i thuc trang chwa phat trién ctia céc dich vy thanh
toan, vira phii hop voi thoi quen sir dung tién mit
trong thanh toan & Vi¢t Nam, hon nita né con gitp
khach hang c6 cam giac gidng nhu mua sim truyén
théng, d¢6 1a, nhan hang, kiém tra rdi m&i thanh toan.
Thanh toén theo phuong thirc nay giam thiéu rai ro
d6i véi khach hang. Nhitng lo ngai nhu chuyén tién
nhung khong nhan dugc hang, hang hoa kém chat
lwong khong dung nhu cam két cua nguoi ban hay
viéc 1o ri thong tin c4 nhan vé thé tin dung s& khong
xay ra. Nguoc lai, phuong thtic thanh todn nay co
thé mang dén nhiéu rui ro cho ngudi ban. Tuy nhién,
trong tinh trang hién nay, khi khach hang chua tir bo
thoi quen thir san phdm trude khi mua va chua tin
tuong nhidu vao ngudi ban hang tryc tuyén thi day
1a mot trong nhitng cach hiéu qua dé gay dung long
tin d6i voi khach hang.

5.2. Déi véi cdc co quan quén 1y nha nwdc

Tht nhat, dé giam thiéu nhan thtrc rui ro cla
khach hang vé mua sdm truc tuyén. Nha nuée can
hoan thién hé thdng phap luit bao vé nguoi tiéu
ding. Boi vi, hé théng phap luat bao vé quyén loi
clia nguoi tiéu dung cang tot, cang khuyén khich
nguoi tiéu dung mua sim tryc tuyén (Muhammad
va Ali M. Al-Khalifah, 2012). Trén thuc té hién nay,

rat nhiéu truong hop khach hang bi ngudi ban hang
tryc tuyén lira ddo (nhu chuyén tién nhung khong
nhén dugc hang, hodc nhan duoc hang hoa chét
luong kém khong gidng nhu cam két ban dau cua
ngudi ban). Tuy nhién, khich hang khong biét kéu
ai hodc c6 biét thi thoi gian xir Iy kéo dai, doi khi
khong dii bang chung dé khoi kién. Do d6, hoan
thién hé thong phap luat dong vai trd rat quan trong.
Pay 1a co s¢ dé thay doi thoi quen mua hang hoa
theo cach truyén théng ciia nguoi tiéu dung (Tran
Van Hoe, 2008).

Thir hai, can diy manh tuyén truyén vé mua sim
truc tuyén trén cac phuong tién thong tin dai ching,
phut hop vé6i diéu kién, trinh do,... timg ving mién
dé tuyén truyén, nang cao nhan thirc vé nhimng loi
ich va xu huéng phat trién cua phuong thirc mua
sam nay dén moi nguoi dan nhim mé& rong dién
phat trién mua sim tryc tuyén ca ¢ thanh phd 1an
néng thon, nhing noi c6 co so ha ting cong nghé
thong tin va trinh d6 dan tri kha. Bén canh viéc
tuyén truyén nang cao nhan thic ciia khach hang vé
loi ich cuia mua sdm truc tuyén ciing can cung cip
thong tin dé khach hang c6 thé nhan thirc duoc cac
rii ro ca phuong thirc mua sim nay dé ho co thé tir
trang bi cho minh nhimg kién thtrc, k§ ning can
thiét dé tranh nhiing rui ro d6. Nho d6, khach hang
c6 thé tan dung dugc nhiing diém manh va han ché
nhiing rii ro cia mua sim tryc tuyén.

Thir ba, Nha nudc can phat trién co so ha ting
phuc vu cho hoat dong mua, ban tryc tuyén nhu mo
rong mang ludi Internet. Mic du, theo két qua diéu
tra ctia chung t6i chi khoang 5,58% khach hang
khong mua sim truc tuyén do co s ha tang chwa
t6t. Két qua nay 1a do phwong phap lay mau thuan
tién ctia nghién ctru, mau diu tra duoc thu thap tir
nhitng khach hang sbng tai cac thanh phd 16n va la
nhitng nguoi st dung Internet. Tuy nhién, trén thuc
té dén thang 11 nam 2012 méi c6 khoang 35.58%
dan s6 Viét Nam st dung Internet (Bo Thong tin va
Truyén thong), sé luong ngudi chua s dung
Internet chiém ti 1¢ rat 16n, day l1a nhiing nguoi
khong thé mua sim tryc tuyén. Do d6, dé ting sb
luong khach hang co thé tiép can voi mua sim truc
tuyén, Nha nudc can phat trién mang luéi Internet
noi riéng va co s¢ ha tang cho mua sam tryc tuyén
noi chung.(J
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Factors preventing customers from online shopping in Vietnam
Abstract:

Online shopping has been developing in Vietnam in recent years. However, the number of online shoppers
in Vietnam is still far fewer than that of other countries in the Asia-Pacific region and around the world.
Therefore, the purpose of this paper is to study the factors that prevent customers from online shopping and
suggest some solutions to minimize the impact of these factors. To achieve the set purpose, a survey was
conducted, using questionnaire. The questionnaires were delivered directly through the Internet. 221 valid
questionnaires were used for analyses. The results showed that traditional shopping habits are factors that
have the greatest impact on online shopping behavior of customers.
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