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Toém tat:

Bai viét phan tich cdc nhén t6 anh hieong dén mire d hai long ciia khdch hang doi véi website
cua doanh nghiép ban lé dién tir truc tuyén dwea trén sé liéu khao sat 284 khach hang o Ha Ngi.
Két quad nghién ciru cho thdy khdch hang khd hai long véi website ciia doanh nghiép bén 1é dién
tir, dong thoi ciing khang dinh bon nhan té anh hidng dén sw hai long doi véi website bdn 1é
dién tr d6 la diéu huong, téc do duong lruyén, bao mdt va quan hé cong dé‘ng. Cdc nhén 16 khéc
nhur cong cu thu hit, chat lwong thong tin va giao dién khéng phdi la nhan té chinh tdc dong dén
sw hai long doi véi website ciia cac doanh nghiép nay do sw twong dong giita cdc website va dic
thit nganh. Nghién ciru dé xudt tang cwong thiét ldp cdc vmg dung; tiwong tac va xdy dung moi
quan hé véi khach hang qua kénh cong dong true tuyén, dau tie co sé ha tang phi hop; dau tw
kinh phi thich dang va xdy dung chinh sach bao mdt dir lieu khdach hang.

Twr khéa: Sy hai long khach hang, linh vuc dién t, ban 1€ truc tuyén, su hai long website.

Ma JEL: L81, L63, M37, M31, M.

Customer satisfaction of the websites of online retail businesses in the electronics sector:
Research in Hanoi market

Abstract:

This research deals with an analysis of the factors influencing the web-satisfaction of online
retail business in electronic sector on the basis of 284 customers in Hanoi. The results show
that customers are relatively satisfied with those websites that they visited. Four key factors
impacting on web-satisfaction are defined as navigation, download speed, privacy/security, and
community relationship. Other factors such as attraction, quality of information and the interface
of site appearance are not the main determinants influencing the satisfaction of electronic
retail businesses’ websites because of the similarities of websites and the characteristics of
this industry. Finally, the study also provides recommendations such as enhancing application
settings, interacting and building relationships with customers through online community,
investing in appropriate infrastructure; investing properly; and developing customer data and
information security policies.

Keywords: Customer satisfaction, electronic sector, online retailer, web-satisfaction.
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1. Giéi thiéu

Ngay nay, cong nghé thong tin dong vai trd quan
trong trong viéc chuyén doi va phat trién cac hoat
dong ban 1¢ tir truyén thong 1én mdi truong truc
tuyén (Collin & cong su, 2013; Wang & cong su,
2015). Website duoc coi nhu cira hang tryc tuyén
hitu hiéu giup cic doanh nghiép c6 thé trién khai
ban hang tryc tiép dén tay ngudi tiéu dung ma khong
can dén diém ban hang truyén théng nhu trude day
(Nguyén Hong Quan, 2011). Sy xuét hién cta cac
website thuong mai dién tir cling lam giam khoang
cach giao tiép va phan phdi giita doanh nghiép va
khach hang (Ponte & cong su, 2015). Thi truong
hang dién tr Viét Nam da budc vao thoi ky bao hoa
v6i mire ting truong du bao thip trong nhitng nam
t6i. Nguyén nhan cha yéu 1a do thi truong di ¢ giai
doan chin mudi véi muc do phé bién cao cua cac
mit hang dién tir trén tong dan sd. Hang dién tir 1a
mit hang c6 chu ky sir dung dai va mdi c4 nhan hay
ho gia dinh c6 théi quen chi s& hitu mot dién thoai,
méy tinh xach tay, tivi hay ti lanh nén s luong mua
moi trong thoi gian t6i 1a rat han ché. Nhitng chudi
ban 1¢ 16n nhu Thé giéi Di dong, Dién May Xanh,
FPT Shop, Nguyén Kim,...dang c6 xu huéng day
manh hoat dong ban hang da kénh dé gianh thém thi
phé‘m tur ctra hang nh¢ 1€, dac biét qua kénh ban 1é
truc tuyén thong qua viéc thiét 1ap website. Thong
ké ciia B Cong thwong van chi ra ring mit hang
cong nghé va dién tir 1a mat hang dugc mua phd bién
trén mang, véi 47% s ngudi mua sim truc tuyén
dugc khao sat tra 101 da ting mua mat hang dién tir
qua website, kénh mua sam truc tuyén van chu yéu
thong qua website thuong mai dién tu (68%) (BO
Coéng thuong, 2018). Bao céo e-Conomy SEA 2018
cua Google va Teamasek (2018), quy md thi truong
thuong mai di€n t& Viét Nam trong do co6 ca mat
hang dién tir nam 2018 1a 9 ty d6 la My (USD), du
béo thi trudng dat con sb 33 ty USD vao nim 2025
(Hiép hoi Thuong mai dién tu, 2019). Do vay, viéc
tiép tuc ung dung website thwong mai dién tir ddi
v6i cac doanh nghiép ban 1é dién tir van tiép tuc phat
huy hiéu qua trong hoat dong ban hang truc tuyén
trong thoi gian toi.

2. Co s6' 1y thuyét va tong quan cac nghién ciru
trudc

2.1. Website thwong mai dién tir

Ban chit cua website 1a tdp hop cac trang web
(webpages) dudi dang cac trang web co san (cic

trang tinh) hodc cac trang web duoc tao ra tur cac
tai nguyén va co s¢ dir li€u (céac trang dong) duoc
két nbi thong qua mang internet va cic mang md
(Nguyén Vin Hong & Nguyén Vin Thoan, 2013,
198). Tai khoan 8 diéu 3 Nghi dinh 52/2013/ND-
CP caa Chinh phu (2013) di quy dinh ring website
thuong mai dién tr la trang thong tin dién tir duoc
thiét 1ap dé phuc vu mot phan hodc toan bd quy trinh
cua hoat dong mua ban hang hoa hay cung ung dich
vy, tu trung bay gidi thi€u hang hoéa, dich vu dén
giao két hop dong, cung ung dich vy, thanh toan
va dich vu sau ban hang. Bén canh d6, Nghi dinh
52/2013/ND-CP ciing quy dinh rang “chirc ning dt
hang truc tuyén 1a mot chirc ning duogc cai dit trén
website thuong mai dién tu hodc trén thiét bi dau
cubi ctia khach hang va két nbi voi website thuong
mai dién tir & cho phép khach hang khoi dau qua
trinh giao két hgp dong theo nhimng diéu khoan dugc
cong b trén website d6, bao gdm ca viée giao két
hop dong v6i hé thong thong tin tu dong”. Chinh vi
website dugc coi nhu 1a mdt ctra hang truc tuyén
nén khi khach hang thao tac trén website vé ban chat
1a dang két ndi va st dung dich vu ctia doanh nghiép
nén nhitng hanh dong nhiam giup khach hang hai
1ong ludn 13 van dé dat ra doi hoi cac doanh nghiép
can dap (mg dé chét luong cac cudc giao dich truc
tuyén thuc su c6 chit luong.

2.2. Sw hai long cua khdach hang

Oliver (1980) dé dua ra ly thuyét v& sy hai long
ctia khach hang ddi véi chat luong cua dich vu hay
san pham cua mot to chirc voi hai nhan t6 tac dong
doc 1ap d6 1a ky vong cua khach hang vé dich vu
trude khi mua va cam nhan vé dich vu d6 sau khi trai
nghiém. Sy hai long 1a phan (rng théa man cuia nguoi
tiéu dung va dinh nghia la trang thai tdm ly khi cam
xtc xung quanh nhitng ky vong duoc két hop voi
cam giac trude do6 cua nguoi ti€u dung thong qua
trai nghiém khach hang (Oliver, 1997, 13). C6 hai
khia canh vé sy hai long; d6 1a hai long cua khach
hang véi san pham cudi, trc 14 sau khi tiéu ding
san pham; va hai long cua khach hang vé6i qua trinh
cung cp dich vu, tc 13 gin v6i toan qua trinh
trai nghiém san pham cta khach hang (Yiiksel &
Yuksel, 2001). Sy hai long ctua khach hang la phan
ung cua khach hang vé su khac biét cam nhan gilra
trai nghiém va sy mong doi. Su hai long ctua khach
hang la tim trang, cam gic ctia khach hang vé mot
hang hoa, dich vu cua doanh nghiép khi sy mong doi
cua ho dugc théa man hay dap ing vugt mirc mong
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doi trong qua trinh st dung hang hoéa, dich vu do
(Kotler, 2001). Yang & Peterson (2004) va Chen &
Tsai (2008) cho rang su hai long cia mot khach hang
1a mot khai niém do ludong tat ca cac muc do thoa
min cia khach hang d6 véi t chirc cung cép dich
vu sau tit ca nhirng lan tiép xtc va tuong tac voi
khach hang. Rui ro cam nhan 1a mét rao can trong
viéc hinh thanh long trung thanh véi tac dong diéu
hudng tiéu cyc doi voi mdi quan hé hai long — trung
thanh (Tuu & cong su, 2011). Cac nha cung cép dich
vu trong moi nganh céng nghiép nd luc vi sy hai
long ctia khach hang bdi vi su hai long c6 tac dong
dén hiéu suét va loi ich cta nha cung cép dich vu
(Ryu & cong su, 2012). Trong bdi canh tuong tac
may tinh ctia con ngudi, sy hai long duge coi 1a yéu
t6 chinh quyét dinh cac ¥ dinh hanh vi tich cuc, vi
du: y dinh mua lai, truyén miéng dién tir (e-WOM)
va long trung thanh lau dai (Anderson & Srinivasan,
2003; Hsu & cong sy, 2012).

2.3. Sw hai long website ciia khdach hang

Cheung & Lee (2005) cho riang sy hai long
website bi tac dong boi d0 tin cdy cua thong tin, kha
nang truy cap hé théng va kha ning sir dung. Su tién
ich, thong tin san pham, thiét ké website va bio mat
tai chinh 1a nhitng yéu té chi phdi trong viéc dwa
ra danh gia hai long cua khach hang (Szymanski &
Hise, 2000). Chakraborty & cong su (2007), Chen &
Wells (1999) chi ra hi€u qua ctia website ban hang

B2B (doanh nghié€p v&i doanh nghiép) s€ phu thude
vao cac yéu to: ca nhan, tuong tac lién quan t6i giao
dich, twong tac khong lién quan dén giao dich, ndi
dung théng tin, to chirc, quyén riéng tu/bao mat va
su giai tri. Liu & Arnett (2000) da khang dinh chat
luong thong tin, str dung hé thong, chit lugng thiét
ké hé théng, sy vui vé 1a nhiing yéu t tao nén su
thanh cong va sy hai long cua khach hang khi truy
cap vao website. Tiép ndi nhiing nghién ciru trén,
Loiacono & cong sy (2002), Yoo & Donthu (2001)
da xem xét y dinh mua sam va viéng tham tro lai ciia
khach hang d6i voi website phu thudc vao tinh d&
dang st dung, tinh hitu ich, su giai tri, mbi quan hé.
Trong d6, do tré tai vé, diéu hudng/td chirc va tuong
tac lai 1a nhirng yéu t6 tac dong dén sy hai long cho
khach hang khi truy cap vao website (Palmer, 2002).
Wolfinbarger & Gilly (2003) cho rang khach hang
s¢ hai long véi website va tir d6 s€ tré nén trung
thanh phu thudc vao hd trg toan dién/dd tin cy,
thiét ké website, quyén riéng tu/bao mat va dich vy
khach hang. Phat trién nghién ctru nay, Kim & cong
su (2006) ciing da tai khang dinh su hai long dién
tir (E-satisfaction) bi tac dong béi nhu ciu thong
tin, hiéu suét dich vu, su tién lgi, loi ich vé gia, xu
hudng cong nghé va sy an toan. Schaupp & cong su
(2006) da chi ra rang su hai long website tac dong
dén y dinh két ndi tro lai website va chiu su tac dong
ctia chét luong thong tin, hi€u suét cam nhén va anh

Bang 1: Céc nhén t6 tic dong dén sw hai long website

Nhin t6 Khai niém Tac gia
Thu hut Céac cong cu hd tro truc tuyén va ngoai Huong (2007)
(Cong cu hd tro) tuyén nhu: email, banner, phiéu giam gi4,
chuong trinh khuyén mai.
Chat liwong théng Website co thé cung cip cho ngudi truy cdp ~ Barnes & Vidgen (2002); Kim
tin thong tin da dang, c6 gia tri vé sb luong, & cong su (2006)
chét luong
Dinh vi Kha ning cua mot website dé sap xép noi Gommans (2001);
- Piéu hudng dung va hinh anh theo cach lam tang su 1 Semeijin & cong su (2005);
- Giao dién ring cta thong tin va giup khach hang dé Parasuraman (2005)
dang tim thay thong tin can thiét
Truyén tai Tdc do truy cap ban diu vao website va toc  Wolfinbarger (2003); Loiacono
- Toc do ~do hien thi gitta céc trang & cong sw (2002)
- Bao mat Kha ning ciia mot website dé bao vé thong ~ Wolfinbarger & Gilly (2003);

tin ca nhan, tai chinh va giao dich lién quan

cua khach truy cap

Parasuraman (2005)

Xay dung quan hé
(Cong dong) :
chung va thuc day giao tiép

Kha nang cua mot website d€ tao nén tang
cho khach truy cép dé chia s€ moi quan tam

Kurnia & cong sy (2005)

Nguon: Nhém téc gid tong hop.
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hudng xa hdi. Su hai long véi hanh dong tuong tac
trude tién véi website co anh huong tich cuc ddi véi
1ong trung thanh cta khach hang va truyén miéng,
gia tri st dung ctia website tac dong dén su hai 1ong
cua khach hang ddi voi website (Luis & cong su,
2008). Website 1a kénh lién lac chinh giita nha cung
cap dich vu va nguoi tiéu dung. Mot website chat
lugng cao co thé khién khach hang hai long va gitp
bién trinh duyét Web thanh ngudi mua (Wang &
cong su, 2015). Dbé chit luong website anh huong
tdi dong cam nhan cua khach hang, cam nhan nay
lai tac dong dén sy hai long va y dinh mua hang cua
ho. Thém vao d6, dong cam nhén ciing 1a trung gian
ctiia mbi quan hé gitra chét lugng website, thoa man
khach hang va y dinh mua hang (Ali, 2016).

Bén canh d6, Simeon (1999), Huong (2007) da
dé xuat mot mo hinh tong hop trong viée danh gia
chién luge website, dugc goi la mo hinh AIPDB
(Attracting: thu hut; Information: thong tin; Postion:
dinh vi; Delivering: truyén tai; Building relationship:
xdy dung quan hé) dé phat trién hoic ting cuong
tiém nang chién lugc cua website thwong mai dién
tar. M6 hinh AIPDB ciing dugc nghién ctru thuc
nghiém dua trén quan diém cua ngudi tiéu dung
trong sd cac cira hang sach truc tuyén tai Singapore
(Yang, 2003). Trén co so cac nghién ctru trén, nhom
nghién ctru da téng hop cc nhan t6 tac dong dén su
hai long khach hang ddi voi website (Bang 1) va dé
xuat md hinh nghién ciru & (Hinh 1).

2.3.1. Gid thuyét nghién ciru

Cac mdi quan hé téi sy hai long website dugc
nghién ctru dué6i 7 gia thuyét sau:

Gid thuyét 1: (CC — Cong cu ho tro) ¢é moi quan
hé dong bién giita cong cu hé tro'va hai long website
(HL).

Cong cu hd tro truc tuyén va ngoai tuyén dén gitip
khach hang thuén tién trong tiép can thong tin va dé
dang lga chon (Huong, 2007). Xu hudéng ban hang
da kénh (Omnichanel) dang rat phd bién nén cong
cu hd trg cang trd nén quan trong (Chopra, 2018).

Gid thuyét 2: (CL — Chdt lwong théng tin) ¢6 moi
quan hé dong bién giita chat liwong thong tin va hdi
long website (HL).

Website 1a trang cung cap thong tin v& hang hoa
va dich vu téi khach hang (Barnes & Vidgen, 2002;
Kim & cong su, 2006). Chat lugng website s& phu
thudc vao chat lugng thong tin ma né cung cap (Al,
2016).

Gia thuyét 3: (DH — Piéu hwéng) cé moi quan
hé dong bién giita diéu huéng va hai long website
(HL).

Diéu hudng thuan tién s& gitp khach hang tranh
duoc céc ric rdi khi thuc hién céc thao tac va tir d6
gitip khach hang co thé hai 1ong hon (Parasuraman,
2005; Palmer, 2002).

Gid thuyét 4: (GD — Giao dién) c¢6 moéi quan hé
dong bién giita giao dién va hai long website (HL).

Ngoai viéc ghi nhd nhiing trdi nghiém trén
website, khach hang ciing c6 thdéi quen ghi nhé
tén mién, hinh anh cta website va do cling 1a muc
tiéu clia cong tac xay dung website cia mdi doanh
nghiép (Wolfinbarger & Gilly, 2003).

Gid thuyét 5: (TD — Toc dj) cé moi quan hé dong
bién giita toc d va hai long website (HL).

Khéch hang sé tiép kiém dugc nhiéu thoi gian va
chi phi co hoi thong qua viéec mua hang truc tuyén,
s€ dem lai loi ich truc tiép cho khéach hang va tao ra
su thoai mai (Palmer, 2002; Loiacono & cdng su,
2002).

Gid thuyét 6: (BM — Bdio mdt) c¢6 moi quan hé
dong bién gitra bao mat va hai long website (HL).

Website c6 cong nghé bao mat an toan, chinh sach
d6i voi thong tin ca nhan chat ché s& giup cho khach
hang yén tdm trong viéc cung cap thong tin ca nhan
va khién ho hai 1ong hon khi giao dich qua website
(Wolfinbarger & Gilly, 2003; Kim & cdng su, 2006).

Gid thuyét 7: (CD — Céng dong) c6 moi quan hé
dong bién giita cong dong va hai long website (HL).

Website co thiét 1ap chuyén muc thong tin cong
ddng hoidc duoc cong dong danh gia cao c6 tic dong
dén quyét dinh mua hang va sy hai long cua khach
hang (Loiacono & cong su, 2002; Yoo & Donthu,
2001; Kurnia & cong su, 2005).

2.3.2. M6 hinh nghién ciru

Nghién cuu nay s€ st dung mé hinh AIPDB
nghién ciru cic nhan t6 tac dong dén sy hai long ddi
véi website cia cac doanh nghiép ban 1¢ trong linh
vuc dién tir & Viét Nam voi mé hinh nghién ctru thé
hién cu thé ¢ Hinh 1.

3. Phuong phap nghién ciru va két qua

3.1. Phwong phap nghién ciru

- Xay dung thang do va bang cdu hoi

Thu hut khach truy cap vao website cua cong ty
la mot thach thtc 16n, nhung viéc tao ra mot thai do
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Hinh 1: M hinh nghién ciru sy hai long ddi véi website

A (Attracting): Thu hit (CC) Cong cy hd trg
(CL) Chat luong
I (Informing): Théng tin thong tin

— (DH) Piéu huéng
P (Positioning): Pinh vi \ Hai long
(GD) Glaodién L website (HL)
B (TD) Tdc do
1
D (Delivering): Truyén — __|
@i
al (BM) Bao mat
B (Building
eclationships): Xay dung (CD) Cong dong
quan hé

Nguon: Nhém tac gia dé xudt.

thuan loi d6i v6i website va tao ra cac lan truy cép
tiép theo con kho khin hon nhiéu so véi thach thirc
ban dau. Sy hai long ctia khach hang mang lai gié tri
thong qua giam cac chi phi tiép thi va kha ning nang
cao thu hit khach hang méi, dong thoi danh thoi
gian cho cong ty dé dbi pho v6i cac mdi de doa canh
tranh. Sy hai 1ong va gan bé ctia khach hang 1a nhan
tb quyét dinh cho sy séng con cua doanh nghiép, déc
biét trong bdi canh thwong mai dién tir (Reichheld
& Schefter, 2000). Trong nghién ctru nay, tac gia do
luong bién phy thudc “mirc do hai long website”,
thong qua cac muc hoi trén thang do likert 5 muc
d6 (1 - rat khong dong tinh, 2 - khong dong tinh, 3 -
trung lap, 4 - dong tinh, 5 - rit dong tinh).

- Phwong phap nghién cuu

Trong nghién clru nay, nhom tac gia lya chon
phuong phap nghién ctru dinh luong. Trén co so dit
liéu thu thap va st ly so by, nhom tac gia s€ tién
hanh kiém dinh hé sd tin cdy Cronbach’s Anpha
dé loai cac bién co hé sb tin ciy thap, dam bao cac
cau hoi phan anh cung mét ndi dung. Tu do, lam co
s& kiém dinh qua k¥ thuat phan tich nhan t6 kham
pha (EFA) dé danh gia va di dén loai bo nhiing céu

hoi khong phu hop hodc nhimng cau héi co yéu t6
trang lap trong mdi muc hoi. Bé kiém dinh cac gia
thuyét nghién ctru sit dung phén tich hdi quy tuyén
tinh da bién. Day la phuong phap thong ké nghién
ctru mdi lién hé cuia mot bién phu thude voi mot sb
bién doc 1ap (cac bién giai thich hay cac nhan té gay
anh huong). Muyc dich cta phan tich hdi quy 1a wdc
lugng gia tri ctia bién phu thudc trén co sé gid tri cua
céc bién doc 1ap da cho va kiém dinh cac gia thuyét
nghién ctru.

3.2. Két qud nghién ciru

3.2.1. Mo ta dir liéu nghién ciru

Téng s6 nguoi duge diéu tra 1a 317 ngudi thong
qua phuong phép diéu tra chon mau gian don, ¢6 33
phiéu bi loai do thiéu dit liéu, con 284 phiéu hop 18,
dién diy du cac thong tin. Thong tin & Bang 2 cho
thdy phan phbi vé gi6i tinh, d6 tudi, trinh do hoc
vén, nghé nghiép c6 do chénh léch nhat dinh. Tudi
cia nhitng ngudi duge diéu tra tir 18 dén 50 tudi,
nhung ty 1& cao nhat 1a nhém tudi 19-25 (70,1%).
Ty 1€ ctia cac nhém khéc nhu sau: 7,4% la nhom tur
26-30 tudi; 4,9% tir 31-35 tudi; 7% tir 36-40 tudi
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Bing 2: Pic diém miu khao sit

Chi tiéu S6 lwong Tylé  Chi tiéu S6 lwong Ty 18

(ngudi) (%) (ngudi) (%)
1. Gigi tinh 3. Trinh d hoc vin
Nam 86 30,28 Phé thong 13 4,6
N 198 69,72 Trung cip, cao ding 8 3,1
2. Tudi Dai hoc 227 80
19-25 199 70,1 Sau dai hoc 34 12
26-30 21 7,4 Khac 1 0,3
31-35 14 4,9 4. P tirng mua sim trén

web mdt hang dién tir

36-40 20 7 Khong 23 19,02
>40 30 10,6  Co 261 80,98

Nguoén: Nhém téc gia tong hop trong qud trinh nghién ciu.

va 10,6% 1a nhom hon 40 tudi. Pa sé nguoi duogc
hoi ¢6 trinh d6 dai hoc (80%). Trong sé 284 nguoi
duogc hoi co6 80,98% da tung mua sam do dién tur cac
website ban 1¢, didu nay toan hoan pht hop khi ma
mai truong thuong mai dién tir ngay cang phat trién
& Viét Nam.

3.2.2. Tac déng cia cdc nhdn t6 dén sw hai long
website ciia cdc doanh nghiép bdn 1é triec tuyén
trong linh viee dién tie

Sau khi thyc hién phan tich danh gia do tin cay
thang do, tac gia loai bo cac chi bao sau: CC1, CC2.
Phan tich céc nhan t6 khao sat (EFA) dugc tién hanh
v6i 44 bién quan sat ciia 7 nhan t6 doc 1ap. EFA s&
danh gia hai gia tri quan trong la gia tri hoi tu va gia
tri phan biét. Diéu kién cho EFA dugc thoa man 1a:
hé sb tai > 0,4; 0,5 < KMO < 1; Sig. < 0,05; phin
trim bién thién > 50%.

Dé dam bao tinh hoi tu va phan biét, 5 bién: CL1,
DH7, TD1, TD3, GD6, bi loai do hé sb tai thap hon
0,4 va bién c6 hé s tai xuat hién trén ca hai nhan td.

Phan tich hdi quy 1a mot bude quan trong dé xac
dinh cac yéu td doc 1ap anh huong dén yéu td phu
thudc nhu thé nao. Mb hinh hoi quy duoc sir dung dé
md ta mbi quan hé nay bang cach sir dung phuong
phap Enter.

Khi tién hanh phén tich hdi quy da bién chi ¢
4 nhan t6 diéu hudéng (DH), tbc d6 (TD), bao mat
(BM) va quan hé cong dong (CD) c¢6 y nghia thong
ké (sig. < 0,05), con 3 bién CC (cong cu hd tro), CL
(chat luong thong tin) va GD (giao dién) 1a khong
phti hop do gi tri p-value 1an luot 1a 0,196; 0,394
va 0,891 (sig. > 0,05) khong c6 y nghia vé mit théng
ké. C6 thé dién giai 1y do bién cong cu hd tro, chét

lwong thong tin va giao dién khong phai 1a nhan t&
chinh tac dong dén 10ng trung thanh ctia website ban
& hang dién tir nhu sau:

- Su phét trién ciia internet da phat trién o giai
doan cao, diac biét 6 moi truong Viét Nam, cac cong
ty ban I¢ dién tr truc tuyén c6 mot bd phan riéng
hodc thué ngoai déu tan dung hét cac chirc ning ctia
marketing truc tuyén, vi vy yéu t6 vé giao dién va
cong cu hd tro ¢6 thé s& la trong dong giita cac cong
ty ban 1¢, do d6 d6i v6i nguoi tiéu dung d6 khong
phai 1a nhan t6 thic day ho gin bé véi website.

- Do dac thu ban 1¢ hang dién tr, loai hang hoa
duoc tiéu chuin hoa cao, thong tin dugc dua ra tu
nha san xuét nhu Sony, Panasonic, LG, Samsung,
cac cong ty ban 1¢ truc tuyén dién tir chi viéc day
thong tin tir cac nha cung cip 1én cac website, do d6
chét luong thong tin ctia cac cong ty ban 1¢ 14 tin cay
va tuong ty nhau.

Trong khi d6 cic yéu td con lai do chinh sach
quan tri va co sé ha téng s€ mang lai sy khac biét
cho céc cong ty ban 1¢ dién tir, gian tiép tac dong dén
su hai long cua nguoi ti€u dung vdi website.

Chay mé hinh hoi quy 1an 2, két qua thu duoc thé
hién ¢ Bang 5.

Sau khi phan tich hdi quy thu hai, tit ca 4 nhén t6
DH, TD, BM, CD la déu giai thich cho su thay doi
ctia sy hai long v6i trang web (HL). Trong phan tom
tat mo hinh, hé sb xac dinh R? 12 0,53, cac bién nay
sé tac dong dén 53% su bién thién cta HL. Ngoaira,
su thay d6i ciia HL c6 thé yéu t6 ngau nhién hodc
nhan t6 khic chua dwa vao xem xét trong nghién
ctru. Cac gia tri sig. 0,000 <0,05 cho biét mo6 hinh
duogc sir dung 1a thich hgp. Do d¢6 mé hinh hdi quy
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Biang 3: Két qua phan tich nhén t6 tac dong dén sw hai 1ong ciia khach hang
v6i website ciia cdc doanh nghiép ban 1€ dién ti

Nhén tb Ky Do lwong Hé sb tai
hiéu
Cong cu hd CC3 - Email khuyén khich truy cap 0,66
tro CC4 - Quang c4o tryc tuyén hap dan 0,746
CC5  -Indiachi web trong cac tai li€u quang cdo lam ting sy quan 0,753
tam cho viéc dung thir website
CC6 - Quang c4o nhic nhé dé tro lai 0,766
CC7 - bia chi web duogc in trén bao bi, card 0,631
CC8 - Thuodng xuyén trd lai dé kiém tra cac chuong trinh khuyén 0,508
~ mdi méi nhit -
Chat luong CL2 - Website cung cap thong tin kip thoi 0,579
thong tin CL3 - Website cung cap day dii thong tin 0,745
CL4 - Website cung cp thong tin chi tiét 0,709
CL5 - Website cung cap trang web thong tin hiru ich cung cdp d& 0,606
hiéu
. CL6 _-Websitecungcp chtlugngcao. 0551
Piéu huéng  DHI1 - D@ dang chuyén qua lai 0,73
DH2 - Chi vai ct nhdp chudt dé dinh vi thong tin — cac tiy chon 0,636
DH3  tim kiém cho t6i két qua hitu ich 0,642
DH4 - Lién két khong c6 van dé 0,658
DH5 - Website duge to chirc tot 0,65
DH6 - Website d& dang diéu hudng 05
Téc do TD2 - Website khong lang phi thoi gian 0,498
TD4 - Co rt it thoi gian cho doi 0,641
. TD5 - Website dang cung cAp truy cip tot 07
Giao dién GD1 - Giao dién sang tao 0,634
GD2 - Giao dién nhin chuyén nghiép 0,589
GD3 - Giao dién c6 mau sic thu hat 0,653
GD4 - Giao dién thoa man tryc quan 0,576
GD5 - Thong tin trinh bay hp dan 0,758
.. _GD7 -Giaodiéncubnhat 0544
Bao mat BMI - Website c6 bao mat day du 0,756
BM2 - Suriéng tu ciia minh dugc bao vé 0,775
BM3 - Tin ring trang web nay s& khong st dung sai thong tin ca 0,682
nhan
BM4 - Cam thiy co thé tin ciy website nay 0,693
BMS5 - Cong ty ding sau website c6 uy tin 0,639
o ....... BM6 -Hailong voisuriéng tu/chinh sichbajomat =~ 0758
Cong dong CDI - Website cung cép nén tang tét... 0,514
CD2 - Website cung cip forum thii vi 0,751
CD3 - Website thuan tién giao tiép... 0,707
CD4 - Co thé hudng loi tir ndi dung co sin trong dién dan 0,643
CD5 - Thich tha khi tham gia vao dién dan 0,754
CD6 - Website c6 cong ddng truc tuyén tot 0,757

Nguon: Nhém tac gia tong hop tir s6 liéu khao sdt.

dugc lya chon la phu hgp. Do d6, m6 hinh sé la:

HL = 0,211+ 0,127DH + 0,265TD + 0,243BM +
0,339CD

Nhu vay céc nhan to nhu diéu hudéng, truyén tai
(téc do va bao mat), cong d(‘Sng s€ tac dong dén su
hai 1ong dbi véi website hay n6 mang lai sy thanh
cong cho thuong hi¢u web. Pay cling 1a mot goi y
dé cac cong ty can luu y dén nhitng nhan té nay khi

trién khai cac hoat dong marketing website.

Két qua nghién ctru da cho thay su tuong dong voi
nghién ctru trude dé cua Huong (2007) vé nhan tb
truyén tai (deliverling) va diéu hudng (navigation)
tac dong dén sy hai 10ng ddi voi website. Tuy nhién,
nghién ciru trude day cho thiy yéu td bao mat khong
tac dong dén hai 10ng website, thi trong nghién ctru
nay lai khéng dinh bao mat la mot trong bon nhan
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Bing 4: Phin tich hdi quy lan 1

Tém tat md hinh Phéan tich phwong sai

H¢ s6 hoi quy

Heé s6 Heé s xac Miic y Kiém dinh F Mo hinh  Hé s6 Tham s6 Muc y
xac dinh  dinh diéu nghia héi quy tuong quan nghia
chinh chuén hoa
0,535 0,524 0,000 45,434 Tham s
tu do 0,104 0,618
CC 0,050 0,060 0,196
CL 0,052 0,046 0,394
DH 0,110 0,105 0,040
TD 0,251 0,257 0,000
GD 0,008 0,007 0,891
BM 0,228 0,242 0,000
CD 0,311 0,319 0,000

Nguon: Nhém tac gid tong hop tir s6 liéu khdo sdt.

t6 anh huong dén hai 1ong website. Piéu nay c6 thé
gidi thich rang trudéc nim 2007, khich hang chu
yéu coi trang web 1a noi cung cép thong tin dé hd
trg cho viéc mua hang & cac diém ban truyén thong
hoac thuc hién mua hang va thanh toan khi nhan
hang. Tuy nhién, hién nay do thuong mai dién tr
phat trién, bao mat thong tin ca nhan va giao dich
thanh toan dién tir trén website 13 yéu t6 khach hang
rit quan tim vi cac thong tin giao dich giita khach
hang va trang web bao gdm ca thong tin ca nhan
va thong tin lién quan dén tai khoan thanh toan cua
khach hang. Trung hop vdi nghién ctru ciia Schaupp
& cong sy (2006), yéu té cong dong (CD) cb tac
dong va dugc danh gia cao tac dong dén sy hai 1ong
cua khach hang.

3.2.3. Dé xudt gia ting sw hai long website cho
cac doanh nghiép ban lé dién tw

Thir nhdt, ting cudng thiét 1ap cac ung dung,
tuong tac va xay dung mdi quan hé voi khach hang
qua kénh cong dong truc tuyén, cu thé qua mang

xa hoi (Facebook, Twitter, Instagram, Whatsapp,
Zalo, ZingMe...), kénh truyén hinh xa hoi (Youtube,
Myspace, Break, VideoSift, MegaVideo,...), qua
cac didn dan chuyén siu vé dién tir (Tinhte.vn, Nn-
zoom.com, Techrum.vn, Ddth.com,...).

Thir hai, dau tu co sé ha tang phu hop, dic biét
tbc do dudng truyén cua trang web dam bao cic
tuong tac dugc thuc hién mot cach nhanh chong.
Bén canh phuong an dau tu h¢ thong duong truyén
riéng, doanh nghiép ban 1¢ dién tir ¢6 thé tinh dén
phwong 4n thué tir cac nha cung cap dich vu & trong
va ngoai nudc.

Thir ba, dau tu kinh phi thich dang va xdy dung
chinh sach bao mat dir liéu va thong tin cua khach
hang thong qua viéc thué cac cong ty bao mat
chuyén nghiép tu van vé co ché va chinh sach bao
mat ca hé thong phan cing va phan mém website.
Chinh sach bao v¢ thong tin can duoc thong bao tai
website ciing v&i cac cam két vé trach nhiém va co
ché thu thap, st dung va luu trlt dir 1i€u ca nhan.

Bang 5: Phén tich hdi quy 1in 2

Tém tit md hinh Phan tich phwong sai Hé s6 hdi quy
Hé sb Hé sb Mircy  Kiémdinh Mo hinh  Hé s Tham s6 Mirc y
xac dinh  xac dinh nghia F hdi quy  tuong quan nghia
diéu chuan héa
chinh
0,53 0,524 0,000 78,76 Tham s6 0,211 0,280
tu do
DH 0,127 0,121 0,014
TD 0,265 0,272 0,000
BM 0,243 0,258 0,000
CD 0,339 0,349 0,000
Nguon: Nhém tac gid tong hop tir 56 liéu khdo sdt.
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Thit tw, xay dyng, ra soat va diéu chinh ciu trac
website va cac lién két ndi dung trén website dé dam
bao diéu hudng va twong tac lién tuc, nhanh chong.
Dic biét chu trong t6i cac didu hudng thao tac trong
gi6 hang khi khach hang thyc hién viéc dat hang,
tranh nhitng nham 14n hodc sai st vé thong tin trong
qua trinh diéu huéng.

4. Két luan

Qua nhiing phan tich ciia bai nghién ctru cho thay
viéc mua sam mat hang dién tir thong qua website
dugc khach hang ¢ Viét Nam rat quan tdm trong giai

doan hién nay. Long trung thanh va su hai long la
nhiing yéu t6 danh gia sy thanh céng cua website cia
cac doanh nghiép ban 1¢ dién tir. Cac doanh nghiép
ban 1é dién tir cAn dic biét chi trong dén cac yéu to
nhu bao mat, diéu hudng, tde do va quan hé cong
ddng dé tang cuong su thu hit khach hang quay tro
lai website ctia minh. Dong thoi, nghién ciru ciing
dé xuat nhitng giai phap dé xiy dung website noi
chung, thuong hiéu website noi riéng dé mang lai
su hai long cho khach hang khi mua sim trén céc
website ban 1é dién tir & Viét Nam.

Loi thira nhan/Cam on: Két qua nghién ciru 1a mot san pham thudc Dé tai Cip Bo Gido duc va Dao tao, Mi sd
B2018-NTH-21.
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