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CAC NHAN TO ANH HUONG TOIl HANH VI MUA THU'C PHAM TUOI QUA
INTERNET: NGHIEN CUU THUC NGHIEM TU THI TRUONG HA NOI

Nguyén Ngoc Pat’
Nguy&n Thanh Hién?
T6m tat:

Muc dich ciia nghién ciru ndy 12 thiét 1gp mét md hinh phan tich cac nhan té danh huong téi
hanh vi mua thyc pham tuwoi qua internet. Nghién ciru duoc thuc hién thong qua phong van bang
bang héi ¢6 cdu tric va cdc ki thudt phdn tich da bién (Cronbach Alpha test, EFA, héi quy va
ANOVA). Két qud khdo sat tir 169 khach hang tai Ha Ngi cho thdy c6 4 nhan té chinh dnk huong
ti hanh vi cia nguoi tidu dung thuc pham neoi (1) gid tri thirong hiéu; (2) tinh tin cdy dich vu; (3)
sw thugdn tién; (4) rui ro trong hoat déng ban, (5) tinh dé tiép cin. Trong dé, nhan t6 sw thudn tién
duoce do lwong béi 4 nhan té: thudn tién mua sdam, da dang vé lua chon, ddp 1ing cua website va
tién loi vé gid; nhan té rui ro mua sam duwoc do lwong qua 4 nhan té: rui ro vé thanh todn, ruii ro vé
san pham, rui ro vé gia, rui ro vé thoi gian.

Tir khéa: hanh vi mua, thuc pham fwoi, rii ro mua sam, su thudn tién, tin cdy dich vu.
Abstract:

This study’s aim established a model analyzing the factors affecting the buying behavior of
consumers for fresh food on the internet. The study was conducted through interviews using a
structured questionnaire and the multivariate data analysis (Cronbach Alpha test, EFA, regression,
and ANOVA). Survey results from 169 customers in Hanoi showed that there are 4 main factors
affecting consumers buying behavior for fresh food (1) brand equity; (2) service reliability; (3)
convenience; (4) buying risk; (5) ease of accessibility. In particular, the convenience was measured
by four factors: shopping convenience, variety of choices, website’s response and price
convenience; the buying risk was measured by 4 factors: payment risk, product risk, price risk and
timing risk.

Keywords: buying behaviour, buying risks, convenience, fresh food, service reliability.
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Hoat dong thwong mai dién tir hay viéc mua sim qua internet cang tré nén phé bién va cé
vai tro trong thay d6i hanh vi mua sim cia nguoi tiéu dung. Bén canh hoat dong mua sim truyén
thdng, thay vi phai sap xép thoi gian ghé qua cac dia diém ban hang nhu cac cho, cira hang, trung
tam thuong mai, nguoi tiéu ding c6 thé chi can s dung dién thoai théng minh, may tinh hay thiét
bi dién tir ¢6 két ndi internet dé tim kiém, lya chon va mua dwgc san pham can thiét chi sau mot cu
click chugt. Thuong mai dién tu thuc sy da dem dén nhiéu tién ich cho nguoi tiéu dung nhu khong
tén thoi gian, cong sirc di lai, dé dang mua saim moi noi (Forsythe & cong sy, 2006) hay tam ly
thoai mai mua sim, hang hoa da dang va gia ca rd rang (Javadi & cong sy, 2012).

Trén thé gioi, mua ban qua internet dang trg thanh mot xu thé trong tiéu ding thuc pham
tuoi, theo khao sat do hdng Harris Poll thyc hién trén 2.000 nguoi tiéu dung My trong thang 6/2016,
c6 dén 45% ngudi duoc hoi cho biét ho mua thyc pham truc tuyén trong nira dau nam nay. Céac
nghién ciru da cho thay viéc ddy manh nhiing tién ich mua sam, dich vy, dap ung website c6 tac
dong dén hanh vi mua hang online va tic dong cua nhitng rai ro 1a rao can d6i vai quyét dinh cua
nhitng nguoi tiéu dung (Dange & Kumar, 2012; Li & Zhang, 2012).

Hién nay, tai Viét Nam ndi chung va Ha Nai ndi riéng, hé théng cac doanh nghiép, cong ty
kinh doanh thuc phim online chua thuc sy lon manh va viéc duoc tiép can, chap nhan mua boi
nguoi tiéu dung con chua rong rdi. Theo Bao cao Thuong mai Pi¢n tir 2015 (VECITA, 2015),
ngudi tiéu dung Vit Nam mua sam truc tuyén rat nhiéu san pham, dich vu, tuy nhién d6i voi thuc
pham, 33% ngudi duoc khao sat thuong xuyén mua cac mat hang thuc pham truc tuyén, so véi mat
hang khac c6 ty 1¢é cao nhu nhu quan 4o, gidy dép, my pham (64%) hay do cong nghé, dién tur
(56%) thi van rat khiém t6n. Diém dang cha ¥ & day 1a phan dong cac doanh nghiép ban hang qua
internet van tap trung vao mang thi trueong dich vy, cac san pham khdng cé han sir dung hoac han
sir dung dai ngay, san pham di qua xir ly, so ché. Trong khi, cac san pham tuoi v&i nhimg dic tinh
khéc biét nhu han st dung ngan, yéu cau tiéu chuan vé du trix, bao quan, dong goi... van chua phai
1a d6i trong ma cac doanh nghiép Viét Nam nham tgi.

Thém vao d6, dbi va4i linh vuc kinh doanh thuc pham tuwoi qua internet tai Viét Nam céc
nghién ciu con kha khiém tén. Mét s6 nghién ctu méi dung lai ¢ viéc khao sat mirc 6 chap nhan
san pham/dich vu ma thiéu nhirng nghién ciru ¢ hé théng nham xac dinh cac nhan té anh huong tgi
hanh vi mua ciia nguoi tiéu dung qua internet. Boi vay, nghién ctu nay duogc thiét ké vai ba muc
tiéu chinh: (1) xac dinh nhiing nhan té chinh anh huéng téi hanh vi mua thuc pham twoi ciia nguoi
tiéu dung; (2) danh gia muc do quan trong cua tirng nhan tb tgi hanh vi mua cia nguoi tiéu dung va
(3) mic do khac biét vé viéc chap nhan san pham giita cac nhom khach hang c6 dic trung nhan
khau khac nhau.

2. Co sé ly thuyét va md hinh nghién céru
2.1 Khéi nigm vé hanh vi mua ciia khach hang va thuc pham twoi
2.1.1 Khai nigm hanh vi mua cua khach hang

Hanh vi mua Ia mot chu dé nghién ciru phd bién trong marketing nhung khéng co su thong
nhat vé dinh nghia gitra c4c nha nghién ctu. Schiffma & Kanuk (1997) cho riang hanh vi mua la
nhitng quyét dinh doc 1ap caa khach hang vé viéc sir dung nhitng ngudn lec hitu han cua ho. Hanh
vi mua ciing dugc dinh nghia nhu qua trinh cac hoat dong cua nguoi mua tham gia vao viéc tim
kiém, hra chon, mua, sir dung, danh gia va xir Iy céc san pham/dich vu dé dap tng nhu cau va mong



mudn caa khach hang. Hanh vi mua c6 thé xay ¢ & cip do ca nhan, nhom hay té chic (Belch,
1998).

Trong nghién ctu ndy chdng tdi quan niém hanh vi mua I3 toan bo qué trinh tim kiém, ha chon,
danh gia cac phuong an, ra quyét dinh mua va nhiing phan tng sau mua caa khach hang. Hay néi
cach khac hanh vi mua la toan bo hanh vi lién quan dén viéc mua sir dung hay tiéu ding san
pham/dich vu cua khéach hang.

2.1.2 Khai niém vé thurc pham tuoi

Thuc phdm twoi 1a nhitng mat hang thuc pham twoi sdng phuc vu cho tiéu ding truc tiép
hodc nganh ché bién lwong thuc, thyc pham. Luat An toan thuc pham (2010) dinh nghia “Thyc
pham tuoi sdng la thuc pham chua qua ché biét bao gdm thit, tring, c4, thuy hai san, rau, ca, qua
twoi va cac thyc pham khac chua qua ché bién” (Diéu 2, khoan 21).

2.2 Céc nhan té dnh hwéng téi hanh vi mua cia khach hang

Hanh vi mua caa khach hang chiu anh huong bai nhidu nhan t6 khac nhau. B4i véi linh vuc
mua ban qua internet cac nghién ciru trude day tap trung vao cac nhan té (1) gia tri thuong hiéu
(Jarvenpaa & Tractinsky, 1999; Liu & cong su, 2013); (2) su tin cay cong cu mua hang (Li &
Zhang, 2002; Liu & cong su, 2013); (3) su thuan tién (Forsythe & cong su, 2006; Dange & Kumar,
2012; Nguyén Phl Quy & cong su, 2012; Javadi & cong su, 2012); (4) tinh dé tiép can (VECITA,
2015) va (5) rui ro hoat dong mua ban (Forsythe & Shi, 2003; Forsythe & cong su, 2006; Dange &
Kumar, 2012). Trong do6:

e Gia tri thwong hiéu 1a uy tin hay danh tiéng cia nha cung cp dbi véi khach hang (Trout,
2003). Pbi voi linh vuc thuong mai dién tir nhan thirc vé gia tri thuong hiéu cia khach hang dugc
danh gia qua danh tiéng cua cong ty, su tin tuong vao website doanh nghiép (Jarvenpad &
Tractinsky, 1999; Liu & cong su, 2013).

e Tinh tin cdy vao cong cu mua hang Ia sy tin twdng vao céc thdng tin san pham, quang céo
cua nguoi tiéu dung théng qua cac kénh théng tin khac nhau (Liu & cong sy, 2013). Tinh tin cay
ctiia cong cu ban hang online thuong dua vao nhan dinh tir bén tha ba nhu thong tin tir cac dién dan,
website, cac cong cu tim kiém (Li & Zhang, 2002; Liu & cong su, 2013).

e Suthudn tign doi véi cac hoat dong thwong mai dién tir 1a nhitng tién ich, su da dang vé
lya chon hay su tién loi vé gid. Su thuan tién gitip khach hang dinh huéng muc tiéu, lién quan dén
nhu cau ngudi tiéu ding (Dange & Kumar, 2012; Forsythe & cong su, 2006; Nguyén Phi Quy &
cong su, 2012). Sy thuan tién ciia mua ban truc tuyén ciing dem lai nhiing loi thé vé tinh da dang va
san c6 cua san pham, khong bi cac rao can tam ly lya chon hay tinh r rang va d& dang so sénh gia
ca (Javadi & cong su; 2012).

e Tinh dé'tiép can la kha nang d& dang tiép can véi san pham/dich vu dé thyc hién hoat dong
mua bén cua khach hang. Tai Viét Nam bao cdo Thuong mai Dién tir 2015 cho thdy cd khoang 24%
khach hang khong du thong tin dé ra quyét dinh mua sam truc tuyén (VECITA, 2015). Pay 1a mot
tin hiéu rd rang cho thay kha niang dé tiép can la mét thudc tinh quan trong anh hwong tgi hanh vi
mua hang truc tuyén cua khach hang.

e Ruii do trong hoat déng ban 1a nhimg nguy co, rui ro gay ton hai téi cac bén tham gia qué
trinh mua ban tryc tuyén. Co nhiéu loai rai ro khac nhau c6 anh huéng téi hanh vi mua sam truc
tuyén nhu rai ro vé co s¢ Vat chat, rai ro hoan tra, rui ro giao hang, rai ro tai chinh (Javadi & cong
su, 2012). Tai Viét Nam theo khao sat ciing c6 91% khach hang lya chon thanh toan tién mat khi



mua sim truc tuyén (VECITA, 2015). Nhiing rii ro lién quan dén gia ca, thoi gian, san pham hay
bao mat thong tin cling c¢6 anh huong téi quyét dinh mua cua khach hang (Forsythe & Shi, 2003;
Forsythe & cong su, 2006; Dange & Kumar, 2012).
2.3 M6 hinh va gid thuyét nghién citu

M6 hinh nghién ciru duoc thiét 1ap dya trén gia dinh sy thuan tién, tinh tin cay vé cong cu
mua hang, tinh dé tiép can, gia tri thuong hiéu va rai ro trong hoat dong ban, anh huaong téi hanh vi
mua thuc pham twoi qua internet cua ngudi tiéu dung (hinh 1):

Hinh 1. Md hinh nghién ciru dé tai

Rii ro mua hang

Sw thuan tién

Thuan tién mua sam Rui ro thanh toan

Rui to san pham

Rui ro aid ca

Tinh tin cay dich vu Tinh dé tiép can
Gia tri thwong hi¢u

Nghién ctru dua ra cac gia thuyét:
H1: Thuong hiéu cua cong ty cung cap thuc pham tuoi tai Viét Nam c6 anh huong tich cuc dén
hanh vi mua thyc pham twoi qua internet.

H2: Tinh tin ciy cao vé dich vu trong mua sim c6 anh huéng tich cuc dén hanh vi mua thuc pham
tuoi qua internet.

H3a: Thuan tién mua sim tac dong tich cuc toi hanh vi mua thyc phim tuoi qua internet.
H3b: Pa dang lya chon tac dong tich cuc tdi hanh vi mua thuc pham tuoi qua internet
H3c: Pap ung ciia website tac dong tich cuc téi hanh vi mua thuc pham tuoi qua internet
H3d: Tién loi vé gia tac dong tich cuc tai hanh vi mua thuc pham twoi qua internet

H4a: Rui ro vé thanh toan c6 tac dong tiéu cuc dén hanh vi mua thuc pham tuoi online.
H4b: Rui ro vé san pham c6 tac dong tidu cuc dén hanh vi mua thuc pham tuoi online
H4a: Rui ro vé gia ca co tac dong tiéu cuc dén hanh vi mua thuc pham twoi online

H4a: Rui ro vé thoi gian c6 tac dong tiéu cuc dén hanh vi mua thuc pham tuoi online

H5: Tinh dé tiép can s& c6 tac dong tich cuc dén viéc hanh vi mua thuc pham tuoi online.

3. Phwong phap nghién ciru
3.1 Thiét ké nghién ciru



Céc thang do danh gia cac nhén t6 trong mo hinh duoc tham khao ké thira tir cac nghién ciu
khéc nhau vé hanh vi mua caia khach hang truc tuyén trén thé gioi va tai Viét Nam. Nhiing thang do
mé&i duoc phat trién qua quy trinh phét trién thang do cua Churchill (1979), Mckenzie & cong sur
(2011). Thang do nghién ctru duoc sur dung 1a thang do Likert 5 diém véi 1 Ia rat khong dong y va 5
|4 rit dong y. Cau hoi diéu tra duoc xay dung sau khi phong sau v6i 15 ngudi tryc tiép va qua dién
thoai, tham khao y kién 5 chuyén gia. Trai qua qué trinh thu thap dit liéu dinh lugng véi 30 phiéu
thir nghiém ban dau, két qua hiéu chinh thu dugc cho cac cau hoi diéu tra nhu sau (bang 1).

Bang 1. Cau héi khio sat

Nhan t6 Noi dung Tham khao

Gié tri thwong hi¢u

Mua thuc pham tuoi qua internet cua hang c6 thuong hiéu Ion

D3 biét toi thuong hidu trude khi c6 y dinh mua san pham qua internet

Liu & cong su (2013)
Mirc d6 yéu té thuong hiéu quyét dinh téi viéc mua thuc pham tuoi qua
internet

Tinh tin cay dich vu

Thong tin trén website dang tin cay.

Thong tin trén cac mang xa hoi, dién dan dang tin cay.

Théng tin tim kiém trén cac cong cu tim kiém website dang tin cay Li & Zhang (2012)

Quang cao trén cac bdo mang khac, banner website tin cay

Thoéng tir nguoi khac dang tin cay

Tinh d& tiép can

Thay nhiéu nguoi mua thuc pham tuoi online xung quanh.

Thay c6 thé tim mua thuc pham twoi online tai nhiéu cira hang.

. - : : Phét trién cua tac gia
Thay dé dang tim kiem thuc pham tuoi qua cac kénh thdng tin.

Nhanh chéng va d& dang tiép can voi san pham mai.

Rii ro mua sim

Rui ro thanh toan

Nhiéu website lira ddo dé chiém doat tai san khach hang Javadi & cong su (2012);

Forsythe va cong su

Lo ngai vé bao mat théng tin thanh toan (2006): Dange & Kumar

Cung nhic trong c6ng cu thanh toan (2012)

Rui ro san pham

Chét luong thuc pham tuoi khong di ¥i quang cao .
at luvgng thuc pham tuoi khong dang véi quang Javadi & cong sy (2012)

Chét lugng thuc pham tuoi khéng dang v6i danh gia trén website Forsythe & cong su

. . 2006
Chat Iuvong thuc pham tuoi khong dugc bao dam sau khi mua ( )




Nhan t6 Noi dung

Tham khao

Khong kiém dinh duoc chat lwong, nguon goc thuc pham tuoi

Chinh sach d6i tra san pham khong linh hoat

Bao quan va dong goi hang hoa khong dam bao

Rui ro gia ca

Gia mua online khdng khac biét so véi gia mua truc tiép tai diém bén.

Mat phi khi thanh toan qua internet

Mat phi van chuyén

Forsythe va cong su
(2006)

Rui ro thoi gian

Dit hang phuc tap, mat thoi gian xac thuc

Tén thoi gian so sanh san pham

Ton thoi gian tim trang web uy tin, xac dinh ngudn géc hang hoa

Giao hang khong dung gio, cham tré

Javadi & cong su (2012);
Forsythe va cong su
(2006)

Sw thuan tién

Thugn tién mua sém

Khéng can roi khoi nha khi mua siam

Khong ton thoi gian di lai gitra céc cira hang

D& dang tim duoc san pham can

Pugc nhan vién tu van, chiam soc tan tinh

C6 hudéng dan st dung, bao quan chi tiét.

Cam thay thoai mai khi lya chon va khi ra quyét dinh

Cam thdy nhanh chéng thanh thao, khdng bi nham Ian khi sir dung

Nguyén Phi Quy & Cong
su (2012); Forsythe &
cong su (2006); Dange &
Kumar (2012)

Lwa chon da dang

Pham vi lya chon rong hon vai nhiéu loai san pham

Pham vi lya chon rong hon vai nhiéu kénh mua ban.

Pham vi lya chon rong hon vai nhiéu mac gia

Pham vi lya chon rong hon vai nhiéu nha cung cap.

Nguyén Phi Quy & Cong
su (2012); Forsythe &
cong su (2006); Dange &
Kumar (2012)

Tinh dap vng website

Trang web c6 day du thdng tin vé ngudi ban, nguon goc xuat xir

Trang web c6 giao dién than thién, dé nhin

C6 nhitng danh gia cu thé, chi tiét san pham

Hinh anh quang céo san pham chan thuc, dep mat

Dange & Kumar (2012);
Javadi & cong su (2012)




Nhan té

Noi dung

Tham khao

Goi y, lién két dén cac san pham hd tro/di kém, goi y st dung

Tién loi vé gia

Huoéng mirc gia vu déi khi mua thuc pham tuoi qua internet

Cac chinh sach va hinh thuc khuyén mai dugc cap nhat

Dé dang so sanh gi4, danh gia hang hoa vé6i cac kénh online khac

Thong tin gia ca chi tiét, khong can mac ca

Nguyén Phi Quy & cong
su (2012); Forsythe &
cong su (2006); Dange &
Kumar (2012)

Hanh vi mua

Mua thuc pham twoi qua internet s& thay thé hinh thirc truyén thong.

Tiép tuc sir dung dich vy hoat dong ban thuc pham tuoi online

Sén sang giGi thiéu cho ngudi than, ban bé mua thyc phdm twoi online

Schiffman & Kanuk
(1997); Belch (1998)

3.2 Chon mdu va phwong phdp thu thap dir ligu

Nguon: Téong hop cua tac gid

Pbi trong khao sat duoc xac dinh 1a nhitng ngudi ting mua va tiéu dang thuc pham tuoi
online trong thoi gian khao sat (07/2016 — 09/2016). Mau nghién ctu dugc thu thap theo hai hinh
thirc: (1) phat phiéu diéu tra gidy, vai 150 phiéu phat di thu vé 132 phiéu hop 18; (2) dién theo biéu
mau online google docs, thu dugc 45 phiéu trong d6 co 37 phiéu hop 1¢; tdng chung hai hinh thic 1a
169 phiéu. Phuong thirc diéu tra truc tiép 1a hoi cac ngudi dan song tai cac khu chung cu, tap thé
dong dan tai mot sb quan Ha Noi (Linh Pam, Hoang Mai; My Binh, Tir Liém; Chua Lang, Déng

Da).

Bang 2. Phan loai miu diéu tra

Nhom Thanh phan Téan suit (%)
<23 30 (17.8%)
X 23-29 74 (43.8%)
Do tuoi
29- 40 44 (26.0%)
>40 21 (12.4%)
Hoc sinh — sinh vién 27 (16.0%)
. Nhén vién van phong 74 (43.8%)
Nghé nghiép
Kinh doanh ngoai 59 (34.9%)
V& huu/ndi tro 09 (5.3%)
C6 ngudi gia (>60) 12 (7.1%)
Thanh phén gia Co tré nho (<6) 56 (33.1%)
dinh C6 phu nit mang thai 15 (8.9%)

C6 phu nir mang thai, tré nho (<6),

18 (10.7%)




Nhom Thanh phin Tén suét (%)

nguoi gia (>60)
C6 ngudi bénh 6m 17 (10.1%)
Khéc 51 (30.2%)

Nguon: Két qud tir phan mém SPSS va téng hop cua tac gid
3.3 Phwong phdp phdn tich dir ligu
Dit liéu nghién ciru sau khi 1am sach duoc tién hanh phan tich bang cac phuong phap phan
tich dit liéu da bién. Pau tién chung t6i danh gid tinh tin cay cua cac khai niém nghién ciu bang hé
s6 Cronbach Alpha va hé sé tuong quan bién tong (Suanders & cong sy, 2007). Tiéu chuan duoc
lya chon 13 hé s6 Cronbach Alpha 16n hon 0.6 (Hair & cong su, 2006) va cac hé sé tuong quan bién
tong I6n hon 0.3 (Nunally & Burstein, 1994). Tiép theo phan tich kham phé nhan t6 (EFA) duoc sir
dung dé danh gia tinh don hudng, do hoi tu va gia tri phan biét cua céc nhan té. Tiéu chuan ph hop
Vi phan tich EFA duoc lya chon 1a hé s6 KMO 16n hon 0.5, kiém dinh Bartlett c6 p-value nhé hon
0.05, cac hé sb tai nhan t6 Ion hon 0.5, phuong sai giai thich I6n hon 50% (Hair & cong su, 2006).
Phuong phép phan rat trich nhan t6 st dung 13 phuong phéap thanh phan chinh v&i phép xoay
varimax dé thu duoc s6 nhan t6 bé nhat (Hair & cong su, 2006). Bé kiém dinh céc gia thuyét nghién
ctu chling toi sir dung phan tich hdi quy bang phuong phap tong binh phuong nhé nhat (OLS) véi
muc y nghia theo thong 1& 1a 5%. Cudi cung dé so sanh thai do, hanh vi cia cac nhom khach hang
nghién ctu str dung phan tich phuong sai (ANOVA).
4 Két qua nghién ciru va thao luan két qua
4.1 Két qud ddnh gid tinh tin cdy Va gia tri thang do
Sau khi thyc hién phan tich dit liéu véi phiéu hop 1¢ va qué trinh loai bo bién quan séat khéng
dang tin cay va hiéu chinh thi cac khai niém con lai déu dat tinh nhat quéan noi tai (Cronbach Alpha
I6n hon 0.6). Phan tich khdm pha nhan t6 déu cho hé s KMO I6n hon 0.5, kiém dinh Bartlett c6 y
nghia théng k& véi p-value bang 0.000 (< 0.05), phuong sai giai thich 1én hon 50%, céc trong sb
nhan té déu lén hon 0.5 (bang 3). Sau khi phan tich EFA, nhan té thuan tién mua sim duoc chia
thanh 2 nhan té dai dién: (1) thuan tién mua sam dich vy; (2) thuan tién di lai; con lai cac nhan té
khac déu hoi tu gidng nhu gia thuyét.
Bang 3. Két qua danh gia dé tin cdy thang do

x Cronbach Alpha A 18
Nhan t6 p Twong quan bien tong

(S6 bién quan sat) nhé nhit

Gia tri thuong hiéu 0.828 (3) 0.666
Tinh tin cay vé dich vu 0.674 (4) 0.436
Su thuan tién

Thugn tién mua sam 0.800 (7) 0.341
Lwa chon da dang 0.859 (4) 0.657
Dap 1ng cua website 0.872 (4) 0.619
Tién loi vé gia 0.832 (4) 0.536




Cronbach Alpha  Twong quan bién tong

Nhan to (S6 bién quan sat) nhé nhat

Rui ro mua sam

Rui ro thanh toéan 0.736 (3) 0.542
Ruii ro san pham 0.872 (6) 0.504
Rui ro gia ca 0.618 (3) 0.351
Rui ro thoi gian 0.762 (4) 0.491
Tinh dé tiép can 0.827 (4) 0.644
Hanh vi mua 0.627 (3) 0.391

Nguon: Két qua tir phan mém SPSS va tong hop cua tac gia

Bang 4. Két qua phan tich nhan to

Phwong sai Hé sé tai nhan

Nhan tb KMO  giaithich %)  t6 nhé nhit
Gia tri thuong hiéu 0.717 75.07% 0.852
Tinh tin cay dich vu 0.573 78.97% 0.815
Su thuan tién 0.697 74.84% 0.596
Rui ro mua hang 0.595 65.94% 0.614
Tinh dé tiép can 0.522 66.46% 0.803
Hanh vi mua 0.639 57.84% 0.712

Nguon: Két qua tir phan mém SPSS va tong hop cua tac gia
4.2 Két qud phan tich hai quy
Két qua cudi cing cho thay céc nhan tb dé& tiép can, thuan tién mua sam dich vy, thuan tién
Vé gi4 ca, rai ro vé thoi gian, sy tin cay vé website ban hang, cac dién dan va tin cay V& quang céo
c6 tac dong dén hanh vi mua (p-value cia céc bién déu nho hon 0.05)
Trong d6, yéu té rai ro vé thoi gian co tac dong nguoc chiéu dén hanh vi mua (hé s beta am). Cac
yéu té con lai déu co tac dong tich cuc 18n hanh vi mua (hé s6 beta duong). Két qua nghién ctu
dugc mé ta qua hinh 2
Hinh 2. Két qua mo hinh nghién ciu

[ D& tiép can j\
0.182

[ Rui ro thoi gian J\
-0.132

—_—_————e—e—————

Tin cay ve dich vu : 0.60 Hanh vi mua ]

|
| ¢ -

|| TCweb & dién dan ]—I*/
| U

|

|

|

| 0.124
Tin cdy quang cao |

Thuan tién mua sém




Nguon: Két qud tir phan mém SPSS va téng hop cua tac gid
4.3 Pdnh gid sw khac bigt vé hanh vi mua gi@a cac nhom khach hang
Pé xem xét sy khac nhau giira cac nhom ngudi tidu dung theo cac bién phan loai nhan khau
hoc ta sir dung k¥ thuat phan tich phuong sai (ANOVA) dbi voi cac nhoém khach hang. Két qua
phan tich tur dit liéu nhu sau:

Bang 5. Két qua danh gia sw khac biét gitra cac nhom.

Nhom so sanh p- value (Levene’s Test) p- value ( F-test)
Nhom d6 tudi 0.249 0.940
Nhom hoc van 0.520 0.231
Nhom nghé nghiép 0.839 0.287
Nhom thanh phan gia dinh 0.009 0.000

Nguon: Két qua tir phan mém SPSS va tong hop cua tac gid

Két qua phan tich cho thdy khong cd su khac biét trong hanh vi mua thuc pham tuoi giita
nhitng nhém khach hang c6 d6 tudi khac nhau, giita nhitng ngudi ¢6 nghé nghiép khac nhau va gitra
nhitng ngudi ¢6 trinh d6 hoc van khac nhau (p — value caa kiém dinh Levene va kiém dinh F déu
I6n hon 0.05).

Poi véi thanh phan gia dinh: két qua cho thay cac gia dinh c¢6 phu nit mang thai c6 hanh vi va
xu huéng mua thyc pham tuoi nhiéu hon, cao hon so véi gia dinh c6 ngudi gia. Pong thoi gia dinh
¢6 phu nit mang thai ciing c¢6 xu huéng mua thuc pham twoi online nhiéu hon so vdi gia dinh c6 tré
nho. Gia dinh c6 day da phu nit mang thai, tré nho (dudi 6 tudi), nguoi gia (trén 60 tudi) co xu
huéng mua thuc pham tuoi qua mang nhiéu so véi gia dinh chi ¢6 tré nho hay nguoi bénh 6m. Céac
nhom gia dinh khac déu khéng c6 su khéc biét véi nhau.

Bang 6. Két qua phan tich cho thanh phan gia dinh

Co phu nitr mang

C6 nguoi fer 1. Conguoi  CO phu nir . \ X .
gia Céb tré nho bénh 6m mang thai thal,‘_ t_r‘e nho, Khac
nguoi gia

C6 nguoi gia -

A -0.01984

Co tré nho (1.000) -

C6 nguoi bénh  0.19444  0.21429 ]

5m (1.000) (1.000)

Cé6 phu nix -056111" -0.54127" -0.75556"

mang thai (0.024) (0.001) (0.000)

ﬁzngp{r‘]‘;i s -0.45870 043386 .0.64815" -0.10741 ]

ho. ngudi gia (0.116) (0.008) (0.001) (1.000)

Khac -0.17810  -0.15826  0.37255  -0.38301 0.01984 )
(1.000) (1.000) (0.055) (0.066) (1.000)




Ghi chu: * Céc trung binh sai khac (p-value) co y nghia ¢ muc 5%
Nguon: Két qua tir phan mém SPSS va tong hop cia tac gia
5. Thao luan két qua va ham y nghién ciru

Mic di céc nghién cau Iy thuyét va thuc nghiém cho thiy cd nhiéu nhan tb tac dong toi
hanh vi mua cua khach hang qua cac cdng cu truc tuyén. Tuy nhién, nghién ciu cua ching tdi vai
khéch hang mua thuc pham tuoi tai Ha Noi cho thay chi 4 nhan té chinh tir 11 nhan té dua vao mo
hinh ¢6 anh huong rd rang toi hanh vi mua cia khach hang. Piéu dé cho thay dbi véi cac nhom mat
khac hang khac nhau, moi truong van hoa khic nhau khach hang c6 hanh vi mua kha khac biét.

Chung toi ghi nhan mic do anh huong khéc nhau cia cac nhan t6 toi hanh vi nguoi tiéu
ding. Trong dé anh huong tich cuc 16n nhat 12 nhan té sy tin cay tir website va cac dién dan, tiép
theo 1a cac nhan t6 su tin cay vé cong cu mua hang, thuan tién mua sam va tinh dé tiép can. Diéu d6
cho thdy di v6i viéc mua hang truc tuyén ndi chung va mua thuc pham tuoi qua internet noi riéng
khach hang c6 xu hudng quan tdm nhiéu dén tinh tin cay tir ngudn thong tin cho dén cong cu hon 1a
céc thuoc tinh thuan tién hay kha ning tiép can. Diéu nay ciing ham y rang dé thu hut khach hang
lya chon cac loai thuc pham tuoi qua cac kénh truc tuyén cac nha cung cip can tap trung vao viéc
cai thién sy tin cay dbi voi khach hang cé thé thdng qua viéc xay dung cac cong thong tin san pham
tin cay, str dung cac phuong thuc truyén thdng va cong cu truyén thdng thich hop dé dinh vi tinh tin
cay nhu nhitng thudc tinh cbt 16i caa nha cung cap, tao ra nhitng nhém tham khao tin cay cho céc
khanh hang tiém ning d& dang tham khao vé thong tin san pham. Ngoai ra céc nha cung cap ciing
can tao ra su thuan tién trong mua sam va kha nang tiép can san pham khi mua bai dic trung cua
thuc pham tuoi 14 thoi gian bao quan ngan, d& hong va doi hoi cung cip dung thoi diém.

Két qua nghién ciru ciing cho thay nhan té rai ro thoi gian ¢ tac dong nguoc chiéu tgi hanh
vi mua cua khach hang. Diéu nay ciing phan anh mot tam Iy phd bién 1a khach hang c6 xu huéng
khéng thich nhiing ton tai trong qua trinh giao dich. Pay vira 1a thach thirc cling nhu co hoi cho céc
doanh nghiép cung cip thuc pham twoi qua kénh internet c6 thé cai thién kha nang dap ung khach
hang, dinh vi thugc tinh vé kha nang dap ung nhanh va tin cay nhu nhiing thugc tinh riéng biét cua
doanh nghiép dé thu hat khach hang.

So sanh két qua phan tich khac biét vé hanh vi mua caa cac nhdm khéch hang cho thay c6 su
khéc biét & nhom khéch hang cé thanh phan khac nhau. Két qua nay dem dén mot goi y vé viéc
phén loai khach hang, cac doanh nghiép cung cip thuc phdm tuoi can xay dung céc chinh sach ban
hang khac nhau cho nhitng nhdm khach hang khac nhau dua trén sy khéc biét vé& tam ly, hanh vi
mua cua ho.

Nghién ctru nay da dat duoc c4c muc tiéu ban dau dit ra 1a xac dinh cac nhan t6 anh hudng
tgi hanh vi mua ciia khach hang d6i vai san pham thuc pham twoi; danh gia mic d6 anh huong khac
nhau cua c4c nhan té t&i hanh vi va so sanh su khac biét vé hanh vi mua theo cac nhan té nhan khau
hoc. Tuy nhién nghién ciru ciing van con nhiing han ché nhat dinh. Thi nhat, nghién cau ¢ quy md
kh& nho va dugc khao sét tai thi truong Ha Noi nén tinh khéi quat co thé bi anh huong. Tha hai,
nghién cuu tap trung vao nhirng khia canh bén ngoai cua khach hang ma khong xem xét nhirng khia
canh bén trong nhu dic diém ca nhan tai hanh vi mua. Cac nghién ciu tiép theo c6 thé ma rong quy
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mo nghién ctru dé gia tang tinh khai quat cia md hinh va cé thé bd sung nhitng nhan t6 vé dic diém
ca nhan khach hang dé c6 cai nhin toan canh hon vé cac nhan té anh huéng téi hanh vi mua hang
cua khach hang.
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