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TOM TAT:

Trong bai canh mua sdm trwc tuyén dang ngay cang tré nén pha bién , XU huéng st
dung ngan hang dién t&r dé tiép can thwong mai dién tlr dang ngay cang dwoc quan tam va
chd trong. Diéu nay m& ra mot hwéng nghién c3u méi vé cich th3c dTy manh, khuyén
khich nguoi tiéu ding st dung ngan hang dién ti dé mua sam truc tuyén. Trong do, ven
dé niém tin cla khich hang dang dwoc chi ra la mot trong nhitng ven dé ret quan trong
dzi v&i khich hang tai Viét Nam. Nghién c3u dugc thie hién véi nd lvc xic dinh duoc
cich do ludng khii niém niém tin, lam rd vai trz ctia niém tin dzi v&i viéc chep nhan st
dung ngan hang dién t&r trong cic mua s&m truc tuyén. Tir do, tic gia dé xuat mot s& ham
@ quan tri nham nang cao quyét dinh st dung ngan hang dién t&r dé mua sam truc tuyén
cla khich hang & Viét Nam.

T khoa: ngdn hang dién tir, niém tin, thwong mai dién tir.

1. PAT VAN PE va quyén riéng tw khi thanh toin truc
tuyén (Lee and Turban, 2001). Viéc
cang gan chét vi thiét bi di dong, mang thlIeU nlAem ‘tln Cl\Ja;khICh hanAg, ca ve
xa héi va wa chubng cic hinh th3c phia ngan haf‘g va lan ”9”9 mol t,ru’o’ng_
Thwong mai dién tr (TMBT). Béncanh ¥ tyén da va dang la mot g ngai
do, cling cgn ké dén mot yéu tz quan cho viee |p_dun’g NRDT ‘?”‘-’C rong ral
trong d6 12 dai dich Covid-19, da lam  Non- Niem tin cua khich hang dugc xic
thay dai cic uu tién trong cudc s&ng dinh la mot th.'Ch,thSC quan trong trong
hang ngay, nguei tiéu dung thay dai twong Ia'_ d&EIAVO’I\NHQT gAI:';\dwanl,
thi quen mua sém truyen thang sang - Cut L PTG S
tieu duing online nhiewhon. - ek hang, doanh nghiép kinh doanh
Méc du mua sam truc tuyén ret tien  tryc tuyén clia ho théng qua quy trinh
dung voi nhiéu uu diém va dang 1a xu  hgp tic dya trén niém tin.
thé cda thoi dai, nhung nguoi tiéu dung
Viét Nam van chwa dat niém tin hoan
toan vao cic nha cung cap dich vu nay.
TMDT noi chung va ngan hang dién tcr
(NHDT) néi riéng gan lién voi m3c do
tin cay cao lién quan dén ven dé bao
mat va quyeén riéng tv. Khich hang sé
lo ngai trong viéc chep nhan st dung
NHDT vi nhitng li do an ninh bdo mét

Nguoi tiéu dung Viét Nam ngay

Tuy nhién, cich xay dung niém tin
va tic dong clia no dei véi NHDT trong
viéc mua sm truc tuy&n van chua duoc
tim hiéu rd. Ngoai ra, niém tin vao
NHDT trong mua sdm truc tuyén van
czn la mot diéu méi va nhan duoc rat
nhiéu sy quan tdm trong Iinh vuc
TMDBT d4, dang va sé tiép tuc sbi dong
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tai Viét Nam. Do d6, ven dé xay dung
niém tin ma cu thé la tim hiéu nhirng
nhan t& dnh hudng dén niém tin va lam
rd vai trz clia niém tin trong viéc chep
nhan st dung dich vu NHBT trong mua
sam truc tuyén 1a diéu hét s3c cgn thiét.
Niém tin dong vai trz la mot nhan ta
nén tang dé xay dwng va phit trién mot
thi truong TMBDT bén vitng. Tuy nhién,
cho dén nay khdng c6 nhiéu cic nghién
c3u nao khim phi cic yéu ta dnh huéng
dén niém tin cua nguoi tiéu dung dei
v@i hanh vi chep nhan NHDT trong
mua sam truc tuyén & Viét Nam. Do
vay, rat ccn thiét phai xem xét xic dinh
cic yéu te anh hudng dén niém tin cla
nguoi tiéu dung dai véi NHDT trong
mua sam truc tuyén. Ngoai ra, co rat it
nghién c3u da nghién c3u vai trz cla
niém tin dai v&i hanh vi mua sam truc
tuyén cla nguoi tiéu dung Viét Nam.
Diéu nay c6 thé duoc thwc hién qua viéc
tap trung vao khim phi mai quan hé
gi(ra niém tin cla nguoi tiéu dung va
hanh vi mua sam trwc tuyén. Nghién
c3u nay duoc thuc hién véi mong muazn
xay dwng mét md hinh nghién c3u thuc
nghiém dé do lwong va dinh gii ding
tcm quan trong cla niém tin d&i voi
NHDT trong mua sam truc tuyén trong
bzi canh TMDT dang phit trién & Viét
Nam.

2. LY THUYET LIEN QUAN
2.1. Niém tin

Niém tin dugc quan tam nghién c3u
& nhiéu nganh, Iinh vic khic nhau nhw
quan |é, tiép thi, tdm Ii va ca cic hé
theng thong tin. Vi thé, cling cé nhiéu
quan diém, dinh nghia khic nhau vé
niém tin.

T¢m quan trong clia niém tin da dwoc
ghi nhan & nhiéu nghién c3u tr cic Iinh
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vuc khic nhau. Niém tin dwgc nghién
c3u trong ta ch3c (Kaplan & Duchon
1988), tam ly (Hair et al. 2006), tam ly
xa hoi (Yin 2013), tiép thi (Newman et
al. 2003) va xa héi hoc (Luhmann
1979). Bang 2.1 bén duwai tang hop mot
sz dinh nghia pha bién vé niém tin.
Niém tin czn déng vai trz la mot thanh
phgn quan trong trong hoat dong kinh
doanh va thiét 1ap mai quan hé
(McKnight et al. 1998). Twong tu,
trong thé gi¢i TMDT thi niém tin czn
dong mot vai trz quan trong trong viéc
chep nhan, ip dung va st dung cic dich
vu triee tuyén (Gefen 2000).

Trén co s& cua cic khii niém trén,
niém tin cé thé dwoc dwoc coi la mot xu
hwéng tin twdéng ma ngudi Gy thic
(ngwoi mua) dwoc dat vao nguoi dugc
ay thic (nguoi bin) va quyét dinh thuc
hién mét hanh dong trong mot tinh
huzng dgy rai ro, theo dd, ngudi mua cd
thé bi tan hai v&i hy vong mot két qua
tich cwc (Lee and Turban, 2001). B0 la
mot ky vong tich cuc cla nguwdi mua dat
vao nguoi bin truc tuyén dua trén niém
tin cia ho vao sy tin cdy cdm nhan,
niém tin vao nhan vién bin hang, cic
théng tin duwgc cung caep trén trang web,
hoéc trong quy trinh mua hang, chyng
han cic giao dich thanh toin truc tuyén.

2.1.1. Vai tro ciia niém tin

Niém tin la yéu tz rat quan trong
trong phong cich mua sam trwc tuyén
b&i vi né lién quan nhiéu dén sy khdng
chac chan va rdi ro hon so vai mua sém
truyén theng. Niém tin bao gbm su tin
cay cua cic trang web, su tin cay cla
cic yéu te co s& ha tgcng nhu: tinh bao
mat, quyén riéng tu, ch3ng nhan dam
bao cua bén th3 ba, phuong th3c thanh
toin... thiéu niém tin la mét trong
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nhitng nguyén nhén can tr¢ nguoi tiéu
diing mua sdm va thanh toin truc tuyén.
Hon nira, nguoi tiéu dung khong thé
ki€ém tra thuc t€ chat lwvgng san phTm
trwéc khi mua hang. Rat khé dé theo doi
su an toan va bao mat cla cic thong tin
tai chinh ci nhan nhay cam nhuw théng
tin thé tin dung, s& du tai khoan... Vi
vay, niém tin dugc xem la mét trong
nhitng thanh ph¢n quan trong nhat
trong viéc tao dwng mot mai quan hé
lau dai voi cic khich hang (Al-dweeri
etal., 2017).

Theo Gefen et al. (2003) thi niém tin
la sv ky vong clia nguwdi mua danh cho
ngudi bin rang sy tvong tic gilra ho sé
khong dan dén mét loi ich qui ding
nao. Niém tin c6 thé dwoc biéu hién qua
cach hanh xt c6 dao d3c, ding tin cay
va phu hop véi chutn muc x& hoi ciing
nhu sé thuc hién cic cam két trong diéu
kién phu thudc lan nhau va tiém n
nhiéu rui ro.

Mot quy trinh mua sam tryc tuyén sé
bat dgu vai cic théng tin san phtm trén
trang web hodc su tv ven clia nguoi
bin. Tiép dén, ngudi tiéu dung sé chia
sé théng tin ci nhan. Cugi cung la mua
hang v@i viéc cung cep thong tin tai
khoan dé tién hanh dat hang va thanh
toan trén trang web (McKnight et al.,
2002). Theo Kim (2012) thi vzng doi
cla niém tin co thé dwoc chia thanh cic
giai doan khic nhau vacic loai niém tin
khic nhau. Cu thé, niém tin dugc phan
loai theo niém tin ban dgu va niém tin
ké tuc.

Niém tin ban dgu la mot khii niém
do lwdng niém tin trong giai doan dgu
cia mot mai quan hé, trong do thii dé
clia nguoi dwoc Gy thic cé thé chua
duoc xay dung trudc dé. N6 dai dién
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cho giai doan dcu cua sw tin cady ma
khong dua trén bat ky loai kinh nghiém
hoédc twong tic nao trudc do gilra cic
bén Uy thic. Hon nita, niém tin ban dgu
dugc mo ta la mot giai doan tin cay tam
thoi, dwge xay dwng trong mot thoi gian
ngén (Doney and Cannon 1997). Hon
nita, su tin twdng ban dgu dwoc coi la
diéu kién tién quyét dé thuc hién cic
giao dich tryc tuyén. D6 la bdi vi giao
dich mua hoac giao dich dgu tién phu
thudc vao su tin twdng ban dcu vao hé
theng truc tuyén (Kim 2012).

Nghién c3u nay tap trung vao bzi
canh Viét Nam khi thanh toin bang tién
mat van 1a hinh th3c pha bién, nhiéu
nguoi khéng cé bat ky kinh nghiém st
dung dich vu NHBDT nao trvéc day. Vi
vay, su tin twdng ban dgu (goi tat la
niém tin) la mai quan tdm chinh cda
nghién c3u.

Niém tin ké tuc la loai tin cay duoc
hinh thanh dua trén sw tuwong tic truc
ti€p gilra nguoi Gy thic va nguoi duoc
uy thic. R rang, kinh nghiém truéc
day va kién th3c dcu tién vé nguoi dugc
Gy thic la diéu bat budc trong viéc hinh
thanh niém tin ké tuc. Trong TMBT,
Ign mua hang dgu tién &nh hwéng dén
sk tin twéng ké tuc (Kim 2012). Hon
nita, trong vzng doi cta niém tin (hinh
2.1), niém tin ban dcu la dwgc coi la mot
yéu te quan trong trong viéc khach hang
m&i thuc hién giao dich dcu tién ctia ho
vi né la diéu kién tién quyét cho cic
giao dich truc tuyén. Tuy nhién, niém
tin k€ tuc la két qua vé suv hai lzng cla
khich hang, dwgc dinh gii sau giao
dich dgu tién gilta ngudi Oy thic va
nguoi dwgc ay thic (Kim 2012).

2.1.2. Po lwong niém tin
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Niémtin latrii timcUatet cAcic mai
quan hé (Morgan and Hunt, 1994). Bac
biét, trong Iinh vic mua sam va thanh
toin tryc tuyén thi niém tin la yéu tz
then chat trong viéc dam bao giao dich
mua sdm dugc thanh cong. Mua hang
duoc coi lamot cong viéc rui ro dac biét
trong moi trudng mua hang tryc tuyén,
khi ma thi truong luén hién hiru cic
théng tin bet can x3ng gira nguei mua
va ngudi bin. Tic dong cla su bat can
x3ng théng tin dén hanh vi cla nguoi
mua va nguoi bin va hiéu qua cua thi
trwong da nhan dwoc sy quan tam ding
ké clia cic nha nghién c3u kinh té, dac
biét trong Iinh virc thong tin Kinh té. Va
ven dé nay cang quan trong trong mot
thi trwdng mua sam truc tuyén, véi su
Tn danh cla cic bén, dH dang giad mao,
va kho khan trong viéc kiém tra san
phtm that trwéc khi mua. Vi danh tinh
cta khich hang va chinh clra hang c6
thé khong duoc biét nén viéc thanh
toin, chat lvgng hang hdéa nhan duoc
déu khdng chac chan. Thong tin bat can
x3ng c6 thé lam gidm m3c san lzng
mua sam trec tuyén ctia khich hang
ho&c giam gii thanh toin cho hang hoa
bin truc tuyén (Pavlou and Gefen,
2004). Diéu nay c6 thé can tré sy tang
tredng cla thi trudng mua sam truc
tuyén hoic cuc doan hon cé thé dan dén
su sup da cua mét thi trwong TMDT
czn non tré nhuv Viét Nam.

Niém tin thwdng dwgc hinh thanh
gilra mot to ch3c va khich hang cla
minh théng qua: 1) tinh hiéu qua
(efficiency), nghia la nang luyc trong
viéc cung cep dich vu va 2) su quan tam
cia khich hang. Ngoai ra, theo
McKnight et al. (2002) thi niém tin czn
phu thudc vao ddm bao an ninh, danh
tiéng, khd nang tiép can, chat lwong
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trang web, khd ndang dip 3ng, cbng
nghé va tvong tic. Cé nhiéu yéu te khic
nhau gop phgn xay dwng niém tin vao
TMDT trong cic giai doan khic nhau
trong hanh vi mua sam truc tuyén cla
khich hang. Sy ton tai cGa mot clra
hang that trwéc dé duwoc xem la mét tin
hiéu tin cdy manh mé. Hoac mot dinh
gii, ddm bdo cua bén th3 ba vé nguoi
bin c6 thé dong vai trz la tin hiéu va tao
diéu kién dé giao dich; Sw cam két cla
nguwdi bin cling cé thé cung caep nhitng
tin hiéu tin cay dé nguoi tiéu dung giao
dich, ngay ca khi danh tiéng cta nguoi
bin va san phtm cla ho chua co.

2.2. Mé hinh dé xudt

Hcu nhu khéng c6 moét mé hinh thue
nghiém nao la phu hgp cho tet ca cic
qu&c gia v&i nhirng dac diém vé kinh t€,
van hoa, xa hoéi khic nhau (Sukkar and
Hasan, 2005; Alsajjan and Dennis,
2010). Phgn Ién cic nghién c3u thyc
nghiém lién quan dén hanh vi chep
nhan NHDT trong mua sam truc tuyén
déu dwa trén cic mé hinh nén tdng nhu
mo6 hinh TAM, TRA, TPB va UTAUT.
Hay noi cich khic, cic md hinh thuc
nghiém nay ké thira va mé réng cic moé
hinh co s¢ trén dé phu hop voéi bei canh
nghién c3u thuyec té.

Vi trong tdm cla nghién c3u nay la
niém tin dai voi viéc chep nhan NHDT
la mot vi du vé s chap nhan cong nghé
tién tién dan xen vai cic hé theng xa hoi
va dac diém ci nhan thi viéc tich hop
cia TAM va TPB cho khudn kha
nghién c3u dé xem xét toan dién é dinh
cla nguoi tiéu dung huéng téi chaep
nhan NHDT. Theo d6, cic yéu tz anh
huwéng dén hanh vi chep nhan NHBT
trong mua sam truc tuyén co thé ké dén
nhu cAm nhan su dH st dung (PEOU),
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cam nhan sy hitu ich (PU), thii dd
hwéng dén viéc st dung NHDT (ATT),
niém tin dzi véi viéc st dung NHDT
(TRUST), cdm nhan vé quyeén riéng tw
(PPC), cdm nhan vé tinh bdo mat trong
cic giao dich (PSC), Nhan th3c ki€ém
soit hanh vi (PBC), cdm nhan vé su
chinh triec (P1), Izng nhéan tr cdm nhén
(PB), cic rui ro cam nhéan (PR), ...
Nghién c3u nay sé keé thira cic diém
manh cula cic nghién c3u thwc nghiém
dwa trén md hinh TAM va dac biét la
nghién c3u cla Gefen et al. (2003)
trong viéc giai thich hanh vi mua sam
triec tuyén. W day, nghién c3u cu thé
hda cic tién dé niém tin clla Gefen et al.
(2003) trong mua sam tryc tuyén dé phu
hop hon véi bai canh nghién c3u chap
nhan NHDT & Viét Nam. Cu thé nghién
c3u cu thé hoa hai khii niém la sy dam
bdo caeu tric (Structural assurances),
tinh quy tic chutn (Situational
normality) bang ban khii niém nhw tinh
bdo mat cdm nhan (PSC), quyén riéng
tw cam nhan (PPC), Su chinh tryc cdm
nhan (PI) va Kha nang ki€ém soat hang
vi (PC). Viéc thay dai nay ciing dugc
tim thay & Ho Thi Huong Lan and Chen
(2014). Bong thai, loai bo tién dé kién
th3c dwa trén su quen thudc
(Knowlegde — based familiarity) bd&i
dzi twong clia nghién c3u la cic nguoi
dung tiém nang méi Ign dgu st dung
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NHDT trong mua sam truc tuyén. Viéc
diéu chinh nay ciing gop phen sing té
tic dong cua cic yéu te dén niém tin clia
nguoi tiéu dung trong viéc chep nhan
NHBDT & Viét Nam cling nhu gép phgn
nang cao hon nita hiéu qud giai thich
ctia md hinh so v&éi md hinh TAM ban
dcu. Ngoai ra, nghién c3u nay tap trung
vao é dinh cla nguoi tiéu dung tiém
nang ch3 khéng phai la cic nguoi tiéu
dung co kinh nghiém. Do do, 1zng nhan
tlr khdng duoc ip dung trong bai canh
cla nghién c3u nay, vi né dzi hdi su
quen thudc va sy twong tic trong cic
mai quan hé giao dich trvdc do. Diéu
nay cling duvgc tim thay trong nghién
c3u clia Kim et al. (2012) khi ma yéu t
Izng nhan tr ctia niém tin khéng c6 anh
hwdng theng ké 1én hanh vi chep nhan
NHDT. Dé xem xét toan dién cic yéu
t® &nh hwdng dén niém tin dzi voi
NHDT va vai trz clia niém tin dzi voi
quyét dinh chep nhan st dung NHDT,
dé tai ké thira nghién c3u Bomil Suh
and Ingoo Han (2002) v@i viéc ba sung
thém cic yéu t® nhu tinh bdo mat,
quyeén riéng tv (Yousafzai et al., 2003),
su chinh truc va kha nang thuc hién cla
ngudi bin (Connolly and Bannister,
2007; Tuteja et al., 2016) két hop véi
cic yéu te nhan khTu hoc nhu tusi, gigi
tinh va m3c thu nhap (Stewart, 2003;
Yung-Shen, 2018).
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Suw hiru ich cdm
nhan (PEOU)

/

I

Thii d6 dzi voi st dung
NHDT (ATT)

S chinh truc
cam nhan (PI)

Tinh dH s dung
cam nhan (PU)

Quyeén riéng tw
cam nhan (PPC)

NHDT

Tinh bdo mat
cam nhan (PSC)

Kha nang kiém
soat hanh vi
(PBO)

Niém tin doi voi

(TRUST)

Quyét dinh sir
dung NHDT
(DU)

Nhan khtu hoc:
- Nhom tusi

- Gigi tinh

- M3c thu nhap

Hinh 1: M6 hinh Iy thuyét dé xudt

3. KET QUA NGHIEN CUU

3.1. Két qud phan tich dg tin cdy bén
trong qua hé so Cronbach alpha

Mo hinh c6 chin thang do 3ng voi
chin khii niém trong nghién c3u. Cic
thang do cda cic khii niém nay da dwoc
dinh gii so bd va ddm bao sw phu hop
thong qua hé sz tin cay Cronbach alpha
va phan tich nhan te khim phi EFA.
Nham dam bao tinh khich quan, su
theng nhat trong két qua nghién c3u
chinh th3c cic thang do nay mét Ign
nita dwgc dinh git lai qua hai phvong
phip CFA va SEM cho méu nghién c3u
chinh th3c (s& quan sit la 551). Phuong
phip phéan tich nhan te khyng dinh CFA
duoc dung dé kiém dinh do tin cay clia
thang do, cling nhv dinh giti tinh hop i
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cta mé hinh do lwdng. Phuwong phip
phuong trinh cau trdc tuyén tinh (SEM)
dwoc st dung dé kiém dinh do thich
3ng cta md hinh Ié thuyét va cic gia
thuyét nghién c3u duoc xay dung.

Két qud phan tich hé sz tin cay
Cronbach alpha cho thay cic thang do
déu dat do tin cay cay tzt. Cic hé sz
twong quan bién — tang déu cao. Gii tri
twong quan bién - tang nho nhet la bién
DU1 va DU3 vai gii tri alpha bang 0.54
Ién hon nguéng téi han 0.30 theo dé
xuat clia Hair et al. (2014). Gii trj alpha
cla cic thang do riéng ré déu & m3c
cao. Cu thé, gii tri alpha cua thang do
niém tin dzi véi s dung NHDT 120.81;
cua thang do cdm nhéan sy hiru ich la
0.85; cuia thang do sw chinh truc cdm
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nhan 1a 0.81; cta thang do cam nhan sy dinh st dung NHDT la 0.67. Tt ca cic
dH s& dung la 0.8; clia thang do quyén thang do déu cé gii tri alpha Ién hon
riéng t cdm nhén 1a 0.92; tinh bdo mat  m3c t¢i han 0.60 (Hair et al., 2014). Vi
cdm nhan la 0.95 hay Kha nang kiém  vay, tat ca cic bién quan sit sé duwoc st
soit hang vi la 0.95. Trong dd, gii tri  dung trong phan tich EFA ti€p theo.
alpha thep nhat la clia thang do quyét

Bdng 1: Gia tri Cronbach alpha cua cac khai niém nghién cuu

Twong quan bién | Twong quan trung | Gii tri alpha khi

Bién quan sit tang binh loai bién

Niém tin d&i v&i st dung NHDT, alpha = 0.81

TRUSTI1 0.61 0.40 0.77
TRUST?2 0.64 0.39 0.76
TRUST3 0.54 0.42 0.79
TRUST4 0.54 0.43 0.79
TRUSTS 0.53 0.43 0.79
TRUST6 0.56 0.42 0.78

Cam nhan su hitu ich: alpha = 0.85

PU1 0.71 0.50 0.80
PU2 0.63 0.54 0.82
PU3 0.61 0.55 0.83
PU4 0.61 0.55 0.83
PUS 0.73 0.50 0.80

Tinh toan ven cdm nhéan, alpha = 0.81

PI1 0.56 0.47 0.78
PI2 0.69 0.41 0.74
PI3 0.64 0.43 0.75
PI4 0.56 0.46 0.78
PIS 0.51 0.49 0.79

Thii do dei voi NHDT, alpha = 0.82

ATTI 0.66 0.46 0.77
ATT2 0.72 0.44 0.76
ATT3 0.54 0.52 0.81
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ATT4 0.60 0.49 0.79
ATT5 0.56 0.51 0.80
Quyeén riéng tu cdm nhan, alpha = 0.86

PPCl1 0.81 0.59 0.75
PPC2 0.72 0.70 0.82
PPC3 0.69 0.74 0.85
Nhan th3c kiém soit hanh vi, alpha = 0.89

PCl1 0.77 0.76 0.86
PC2 0.74 0.79 0.88
PC3 0.85 0.65 0.79
Tinh bdo mat cdm nhan, alpha = 0.91

PSC1 0.84 0.73 0.84
PSC2 0.83 0.74 0.85
PSC3 0.77 0.83 0.91
Cam nhan sy dH st dung, alpha = 0.81

PEOU1 0.64 0.62 0.76
PEOU2 0.64 0.61 0.75
PEOU3 0.70 0.54 0.70
Quyét dinh str dung NHDT, alpha = 0.66

DUl 0.42 0.45 0.62
DU2 0.53 0.31 0.47
DU3 0.45 0.41 0.58

3.2. Két qua EFA

Két qua cho thay c6 chin nhan ta
dugec trich tai gii tri riéng (eigenvalue)
bang 1.15 va tang phuong sai trich
duoc la 0.68 hay chin thang do dugc
trich c6 thé giai thich duvoc 68% su thay
dai cla cic bién do lvong (Hinh 4.1).

K&t qua phan tich EFA cho mau
chinh th3c c6 sv theng nhat véi két qua
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phan tich EFA cho mau so bd. Do phu
hop clia phueng phip EFA trong mau
nghién c3u chinh th3c dwoc ddm bao
khi gii tri cia kiém dinh KMO bang
0.86 (phu luc 3.2) va c6 é nghia theng
ké & m3c 1%. Tat ca cic bién do lwong
trong mai thang do déu co hé sz tai
nhén te 16n hon 0.5 (nhd nhat 12 gii tri
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0.53 & bién do luong ATTS5 cla thang
do thii do dei voi st dung NHDT).

Dé xic dinh m3c é nghia thang ké
cho viéc gidi thich cic hé se& tai thi mét
cich ti€p can tvong tw la s dung phgn
phuwong sai trich dwgc. Phgn phuong sai
trich nay duoc tinh bang binh phuong
twong quan gitra mot bién voi cic bién
czn lai (smc squared multiple
correlations). Tuy nhién, do cic hé sz
tai ¢ sai s& chutn I&n hon ding ké cic
gii tri twvong quan thong thuong. Vi
vay, cic hé sz tai nhan tz ccn duoc xem
xét & cic m3c nghiém ngat hon. Cic

nha nghién c3u c6 thé st dung khii
niém hiéu qua gidi thich (statistical
power) dé xic dinh & nghia thang ké
clia cic hé s# tai cho cic c& mau khic
nhau.

V&i muc tiéu dat duoc hiéu qua gidi
thich 80%, str dung m3c é nghia theng
ké 0.05 va m3c khuéch dai du ki€n cla
cic sai s& chutn cla cic hé sz ti thi é
nghta theng ké cta cic hé s tai 3ng vgi
c& mau bang 551 (I6n hon 350) thi hé
s® tadi nhan te tai binh phuong (%
phuong sai trich) nén tir 0.30 trd Ién
theo dé xuat cla Hair et al. (2014)

Bing 2: Két qua phan tich EFA cho mau chinh thirc

Bién quan sit Hé s& tai, EFA Phuong sai trich
TRUST1 0.73 0.46
TRUST2 0.71 0.50
TRUST3 0.65 0.39
TRUST4 0.59 0.44
TRUSTS 0.60 0.44
TRUST6 0.62 0.42
PU1 0.75 0.64
PU2 0.70 0.54
PU3 0.66 0.58
PU4 0.68 0.53
PUS 0.75 0.66
PI1 0.69 0.37
P12 0.81 0.61
PI3 0.77 0.55
P14 0.74 0.40
PI5 0.64 0.32
ATTI1 0.65 0.55
ATT2 0.71 0.57
ATT3 0.67 0.37
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ATT4 0.68 0.53
ATTS 0.53 0.73
PPCI 0.90 0.76
PPC2 0.87 0.74
PPC3 0.67 0.87
PBCI 0.79 0.76
PBC2 0.88 0.78
PBC3 0.88 0.87
PSC1 0.85 0.78
PSC2 0.84 0.75
PSC3 0.67 0.87
PEOUI 0.75 0.52
PEOU2 0.76 0.68
PEOU3 0.77 0.54
DU1 0.66 0.30
DU2 0.78 0.37
DU3 0.77 0.30

3.3. Kiém dinh thang do bang CFA

Két qua kiém dinh bang CFA cho
thay ca tet ca cic thang do nhu niém tin
(TRUST), cdm nhan su hitu ich (PU),
sw chinh trivc cdm nhéan (P1), thii do dei
vOi viéc st dung NHDT (ATT), quyén
riéng tv cdm nhén (PPC), khd nang
ki€ém soit hang vi (PBC), tinh bao mat
cdm nhan (PSC), sv dH s dung cam
nhan (PEOU), va thang do quyét dinh
sir dung NHDT déu c6 hé sz tai Ién hon
tieu chutn cho phép (0.50) va co é
nghta theng ké. Nhu vay, cic bién quan
sit dung dé do lvong khii niém cic khii
niém thda man gii tri hdi tu cua thang
do.

Ngoai ra, két qud cling cho thay cic
thang do dam bao dwoc do tin cay va cé
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sw phu hgp v&i dir liéu thi trwong rat
cao. Cic thang do nhu quyén riéng tu
cam nhan, tinh bao mat cam nhan, kha
nang kiém soit hang vi, tinh dH st dung
hay s hiru ich cam nhan cé gii tri dé
tin cdy teng hgp trung binh va phgn
tram phuwong sai trich dwoc cla thang
do rat cao. Cic chi tiéu do lvong doé phu
hop & nhitng thang do nay khic ciing
dat duoc rat cao: TLI = 1.00, CFI =
1.00, RMSEA = 0.00 (c6 é nghta theng
ké & m3c 1%) va SRMR = 0.01. Thang
do cling dat tinh don huong vi khong cé
sk twvong quan gilra sai s& cic bién quan
sit. Trong khi dé, mac du cé do tin cay
tang hgp va phen tram phuong sai trich
thep hon nhwng cic thang do vé niém
tin, thii d0 va quyét dinh si dung
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NHDT ciling khi cao va phu hop tet voi
di liéu thu thap.

Bing 3: Tong hop két qud phan tich CFA cho cdc thang do

» i R . Hé s tai | Do tin cay | % phuong sai SO
Bien quan sit He sz tal trung binh tanghop | trich B0 phu hop
Thang do niém tin
TRUST1 0.73
TRUST?2 0.71
TRUST3 0.65 =
0.65 0.82 0.43 TLI 090,
TRUST4 0.59 SRMR = 0.06
TRUSTS 0.60
TRUST6 0.62
Thang do tinh toan ven cdm nhén
PI1 0.69
P12 0.81
TLI = 094
PI3 0.77 0.73 0.85 0.54 SRMR = 0.05
P14 0.74
PI5 0.64
Thang do cdm nhan s hitu ich
PU1 0.75
PU2 0.70
TLI = 0.85
PU3 0.66 0.70 0.74 0.50 SRMR = 0.06
PU4 0.68
PUS 0.75
Thang do thii do dei v&i viéc s dung NHDT
ATTI1 0.64
ATT2 0.72
TLI = 0.99
ATT3 0.67 0.65 0.78 0.42 SRMR = 0.02
ATT4 0.68
ATTS 0.53
Thang do quyén riéng tw cdm nhan
PPCl1 0.90 0.81 0.86 0.67
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PPC2 0.87 TLI = 1.00
PPC3 0.67 SRMR = 0.01
Thang do tinh bdo méat cdm nhan
PSC1 0.85

TLI = 1.00
PSC2 0.84 0.79 0.83 0.63 SRMR = 0.01
PSC3 0.67
Thang do kha nang kiém soit hang vi
PBCl1 0.79

TLI = 1.00
PBC2 0.88 0.85 0.89 0.72 SRMR = 0.01
PBC3 0.88
Thang do sw dH st dung cdm nhan
PEOU1 0.75

TLI = 1.00
PEOU2 0.76 0.76 0.80 0.58 SRMR = 0.01
PEOU3 0.77
Thang do quyét dinh st dung NHBT
DU1 0.66

TLI = 1.00
DU2 0.78 0.73 0.78 0.54 SRMR = 0.01
DU3 0.77

3.4. Kiém dinh mé hinh ly thuyét

KEt qua phan tich hé phuong trinh
cau trac tuyén tinh cho thay mé hinh cé
670 bac tv do voi gii tri theng ké chi -
binh phuong 1a 1800 (p = 0.001). Tuy
nhién, diéu nay la khdng thuc sy quan
trong khi mo hinh véi 36 bién do lvong
(I6n hon 30) thi gii tri theng ké chi -
binh phwong c6 & nghia thang ké van
ddm bao tinh phu hgp cia moé hinh
(Hair et al., 2014 tr.584). Hon nira, khi

diéu chinh véi bac tv do CMIN/df thi
gii tri nay dat m3c thich hgp véi dit liéu
thi trwong (2.91 < 3.00). Ngoai ra, cic
chi tiéu dinh gii m3c phu hgp khic déu
dat yéu ccu. Cu thé, gii tri cla cic chi
s& phu hop tang cwong TLI = 0.90 va
CFl = 0.90. Chi s& phu hgp tuyét dei
RMSEA gc¢n 0.05. Nhu vay, chidng ta
c6 thé két luan la md hinh 1é thuyét dé
xuat thich hgp véi div liéu thu thap tir
thi truong.

Bing 4: Két qua wéc wong mé hinh [y thuyét
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3.5. Kiém dinh gid thuyét nghién
crru

22
a7 @
8

Cic anh hudng tic dong truc ti€p, tic
dong giin ti€p va tic dong tang hop clia
cic yéu tz dén niém tin cling nhv dén
quyét dinh st dung NHDT trong mua
sam tryc tuyén trong mau udc luong
duoc tang hop & bang 5. T két qua
nay, nghién c3u I¢cn lwot di vao lam
sing td siu gia thuyét nghién c3u dé ra
ban dgu.

Dcu tién la gid thuyét vé sy anh
hwéng khic nhau cla cic yéu te nhan
khTu hoc dén niém tin va quyét dinh st
dung NHDT trong mua s&m truc tuyén.

TRUST

28
08T GENDER
1

‘ TRU5T1

TRUST2 | | TRUST3 | TRUSTA{ ‘ | TRUSTS | ’TRUSTE

& & O & O O

VG6i quyét dinh lwa chon md hinh Ié
thuyét 1a phu hop hon so v6i mé hinh
thay thé cho thay gia thuyét H7 bi bic
bd. Diéu do6 c6 nghta, co su khic nhau
vé quyét dinh sir dung NHDT trong
mua sdm tryc tuyén gitra cic nhom
khich hang. Cu thé,

Thu nhép clda nguoi dung co tic
dong dwong dén niém tin va quyét dinh
str dung NHBT. Theo do, thu nhap cua
ngudi tiéu dung cang cao thi niém tin
cta ho dzi véi NHBT cang I6n, ciing
nhu tang khd nang st dung NHBT
trong cic mua sam trwc tuyén.
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Nguoc lai, gi¢i tinh va tusi cua
nguoi tiéu dung lai co tic dong tiéu cuc,
tuy nhién, m3c do anh hudng khong
ding ké dén hai yéu tz niém tin va quyét
dinh st dung NHDT. Nhom nguoi tiéu

dung Ién tuai thi niém tin cta ho dzi véi
NHDT thep va co hoi dé ho lwa chon st
dung NHDT trong mua sam truc tuyén
ciing thap.

Bing 5: Tong hop tdc déng cua cdc thanh phan lén niém tin va quyét dinh sir dung
NHDT trong mua sam tryc tuyén

Téac dong Truc tiép Gian tiép Tong
Cic yéu t6 anh huéng dén niém tin

PU 0. 15%#* Khong c6 0.15%**
AGE -0.17%%* Khong c6 -0.11%%*
GENDER -0.1%* Khong c6 -0.1%*
INCGR 0.27]%#* Khong c6 0.27%#*
PEOU Khong co 0.09%#** 0.09%**
PPC 0.39%#:* Khong c6 (.39
PSC (.22 Khong co (0.22%*
PI 0.09** Khong c6 0.09**
PBC 0.1 1%** Khong co 0.17%**
Cic yéu t6 anh huéng dén quyét dinh sir dung NHDT

PU Khong co 0.06%** 0.06%**
TRUST 0.13%* 0.08*#:* 0.27] %
ATT 0.19%#* Khong c6 0.19%**
AGE -0.09%** -0.02%* -0.11%*
GENDER 0.01 -0.02%* -0.01
INCGR 0.1%* 0.05%** 0.15%**
PEOU Khong co 0. ] 0.1 #*
PPC Khong co 0.08#** 0.08%**
PSC Khong co 0.05%#* 0.05%**
PI Khong co 0.02** 0.027%*
PBC Khong co 0.02** 0.02**
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Tuong tv vay, xét vé anh huwéng
chung thi nhom khach hang nam cé
niém tin dei véi NHDT thep hon nhém
khich hang nir. Sy anh hudng khic
nhau nay xét vé mat theng ké thi chua
di bang ch3ng xic nhén tic dong trén,
it nhat & m3c é nghia theng ké 5%. Tuy
nhién, & khia canh anh huwéng giin tiép
thong qua yéu te niém tin thi sy anh
huéng khic nhau cla gidi tinh 1én quyét
dinh st dung NHDT lai c6 € nghia
theng ké (& m3c 5%). K&t qua kiém
dinh gia thuyét chap nhan 6 gia thuyét
dé xuat ctia md hinh.

4. Két luan va ham y quan tri

Niém tin va thii d6 cla nguoi tiéu
dung dzi véi NHDT la hai yéu tz chinh
quan trong nhat &nh hudng dén quyét
dinh s dung NHDT cla nguoi tiéu
dung trong cic giao dich truc tuyén.
Thong qua thii d6 dei véi viéc chep
nhan NHDT thi yéu te niém tin vira cé
tic dong truc ti€p, vlra cé tic dong gii
ti€p dén quyét dinh st dung NHDT.

Bén canh cic yéu te vé nhan khtu
hoc nhu tuai va gi¢i tinh thi cic yéu ta
khic nhu thu nhap, tinh hitu ich, su dH
str dung, tinh bdo mat, quyén riéng tu
cla nguoi tiéu dung hay su chinh truc
va kha nang kiém soit hang vi la nhirng
yéu te c6 anh huéng tric tiép dén niém
tin cla ngudi tiéu dung. Bay la nhitng
yéu te ma néu tap trung lam tat sé tang
cuong va cai thién niém tin cla nguoi
tiéu dung dzi véi NHDT trong mua sam
truc tuyén. Vi vay, thay vi bo cong td
dam lgi ich cla viéc thanh toin khong
ding tién mat, hdy cai thién va cling ca
niém tin cla ngui tiéu dung vao viéc
str dung NHDT.

Mot trong nhitng thich th3c 16n nhat
dai voi cic thanh toin dién tlr 1a m3c do
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san sang cla thi treong. M phia nguoi
dung, ngoai khd nang ti€p can cong
nghé cen nhac dén nhitng quan ngai vé
ven dé bao mat khi giao dich tai chinh
trén khong gian mang va maoi truong s&.
Két qua cho they tinh bdo mat, quyén
riéng tu la hai thanh phen c6 s3c anh
huwéng Ién dén niém tin cla nguoi tiéu
ding dzi voi NHDT trong mua sam
triec tuyén. Bay cling chinh la hai yéu ta
quan trong trong quan tri rdi ro hoat
dong véi su tham gia cta ngudi dung,
don vi cung cep dich vu va co quan
quan lé nha nuéc.

Cich tryc quan va don gian nhat tao
dyng niém tin va thac dty st dung
NHDT trong mua sm truc tuyén la xay
dung hé theng bin hang truc tuyén
(website, kénh thvong mai xa hoi) voi
be cuc than thién, néi dung mo ta dgy
dd, dy st dung voi cic thao tic don
gian, chat lwvgng cham soc khich hang
tet véi kha nang twong tic cao voi
khich hang va giai dip cic yéu ccu hay
khiéu nai mot cich nhanh chong. Tt két
qua nay, khich hang cdm nhén dugc sw
dH st dung, tinh hitu ich cling nhu an
tam hon khi giao dich mua sam.

Ngoai ra, trén cac trang ban hang
nhitng cong cu, tai liéu hwdng dan cgn
dwoc chutn bi va hién thi mot cich truc
quan dH tiép can dé nguoi tiéu dung co
thé tim hiéu khi mua sdm tryc tuyén.
Khich hang c¢n cé cdm giic kiém soit
dugc cic hanh dong ctia minh khi thuc
hién cic giao dich trong méi trwdng
truc tuyén. DBiéu nay dac biét quan
trong dzi véi nhom khich hang lon
tuai.

Khoang cich gilta nguwdi mua va
nguoi bin trong bai canh binh thuong
ma&i hién nay ngay cang dugc thu hep
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nho su phit trién cong nghé. Viéc sk
dung cic nén tang thwong mai xa hoi sé
gilp cic doanh nghiép d¢n cling ca
niém tin. Diéu nay dzi hoéi doanh
nghiép phai sing tao hon, twong tic tet
hon voi khich hang, 1ang nghe x& hoi
va tir d6, tao dung niém tin cta ngudi
tiéu dung. Doanh nghiép st dung cic
thdng tin trao dai clia khich hang vé san
phtm va dich vu cta minh trong qui
trinh twong tic dé hoan thién trai
nghiém nguoi dung. M6t trong nhitng
cich ma nhiéu doanh nghiép, te ch3c
lva chon dé tang niém tin v&i khich
hang la te ch3c cic buai livestream bin
hang c6 sv gép mat clia ngudi nai tiéng,
c6 tgm anh hudng dai véi cong dong
khich hang ma ho huwéng dén. Khéng
chi cic doanh nghiép san xuat, Kinh
doanh ma niém tin va suv yéu mén cua
khich hang de&i véi mot thuong hiéu sé
TAI LIEU THAM KHAO

Tiéng Viét

phu thudc vao toan bd chusi gii tri, hé
sinh thii. D6 czn la cic diém cham khi
ti€p xUc v&i nguoi giao hang, khi thanh
toin, cham séc sau mua hang... Biéu
nay dadi hoi cic don vi chuyén phit cgn
phéi nang t¢m dich vy, hoat dong theo
kiéu dich vu va tan tam trong ca hanh
trinh tr khi nhan hang dén khi dwa hang
dén tay nguoi tiéu dung.

Tuy nhién, phen quan trong nhat dé
tao dwng niém tin lau dai va huéng téi
str dung NHDT trong thanh toin la ddm
bdo su an toan trong thanh toin, cling
nhv bdo mat thdng tin ci nhén cua
khich hang. Hé theng thanh toin la noi
tai san cla khich hang. Bai voi khich
hang st dung dich vu thanh toin truc
tuyén, mai quan tdm hang dcu la sv an
toan va ché dé bao mat thdéng tin tai
khodn ci nhan.
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ABSTRACT:

In the context that online shopping is becoming more and more popular, the trend of using
e-banking to approach e-commerce is getting more and more attention and focus. This
opens a new research direction on how to promote and encourage consumers to use e-
banking to shop online. In particular, the issue of customer trust is being pointed out as
one of the very important issues for customers in Vietnam. The study was carried out in
an attempt to determine how to measure the concept of trust, clarifying the role of trust in
the acceptance of using e-banking in online shopping. From there, the author proposes
some managerial implications to improve customers' decision to use e-banking for online
shopping in Vietnam.
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