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Toém tat:

Nghién ciru tim hiéu cdc nhan t6 anh hwéng dén hanh vi mua sam triec tuyén ciia nguoi nuwdc
ngodi trén dia ban Ha Noi gom bon nhém nhdn t6 va sau gia thuyét dwoc dé xudt. Phiong
phdp ra quyét dinh danh gié va thir nghiém (DEMATEL) va mé hinh cdu triic binh phiong
nho nhdt tirmg phan (PLS-SEM) dwoc sir dung phdn tich 184 phiéu khdo sdt ciia ngwoi nuwée
ngodi tai Ha Noi. Két qua cho thd'y sw thudn tién duoc xdc dinh 1a nhan t6 quan trong nhat va
tac dong cing chiéu dén bién hanh vi, tiép theo la dich vu triec tuyén trong khi sy tin tuong va
riii ro, tinh khéng chdc chdn la nhitng nhan 16 tac dong nguwoc chiéu. Ngodi ra, si thudn tién
co tac dong glan tiép dén hanh vi mua sam truc tuyén ciia nguoi nuwde ngoaz tai Ha Noi thong
qua hai nhan 16 tinh khong chdc chdn, s tin tu’ong va rui ro. T rén co s két qud nghién ciiu,
bai viét dé xudt mot sé gidi phap nham thiic day hanh vi mua sam triec tuyén ciia ngiueoi nwdc
ngodai trén dia ban Ha Ni.

Tirkhéa: DEMATEL, cac nhan t, ngudi nudc ngoai, hanh vi mua sam truc tuyén, PLS-SEM.
Ma JEL: D12, M31.

Determinants influencing online shopping behavior of foreigners in Hanoi

Abstract:

The study investigates the determinants affecting the online shopping behaviors of foreigners
in Hanoi, including four groups of determinants and six proposed hypotheses. The evaluation
and test decision-making method (DEMATEL) and the partial least squares structural model
(PLS-SEM) are employed to analyze 184 survey questionnaires of foreigners in Hanoi. The
results show that convenience has been identified as the most important factor and positively
affects the behavioral variable, followed by online service. At the same time, imagination and
risk, uncertainty are the negative factors. In addition, convenience has an indirect impact on
the online shopping behaviors of foreigners in Hanoi through intermediary factors such as
uncertainty, trust and risk. Based on the findings, several solutions are proposed for promoting
the online shopping behaviors of foreigners in Hanoi.

Keywords: DEMATEL, determinants, foreigners, online shopping behavior, PLS-SEM.

JEL codes: D12, M31.
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1. Giéi thiéu

Theo Bao cao Chi sd Thuong mai dién tir Viét Nam nam 2022, Ha N¢i dang th hai trén ca nudc voi 85,9
diém (Hiép hoi Thuong mai dién tir Viét Nam, 2022). Mua sam truc tuyén dang 13 xu thé tat yéu trong thoi
ky 4.0, trong bdi canh Covid-19, cac nude dua ra chinh sach gidn cach xa hoi, han ché tiép xuc ngudi voi
ngudi thi mua sdm tryc tuyén 1a giai phap hang dau giai quyét nhu ciu mua/ban ctia moi nguoi. Viée nghién
ctru hanh vi mua sam tryc tuyén cta ngudi tiéu dung 1a rat can thiét dé phat trién nhimg mo hinh kinh doanh
thuong mai dién tir hi€u qua.

Ha Noi dtng thir ba ca nudc vé tong von dau tu truc tiép nude ngoai (FDI), 1a diém dén cta nhiéu nha
dau tu, chuyén gia nudc ngoai dén 1am viéc 1au dai. V& du lich, theo S& Du lich Ha Noi cong bd nam 2019,
thanh phd dén hon 7 triéu luot khach qudc té. Nam 2022, mic do méi mé ctra sau ba nam chiu tic dong
Covid nhung du béo sé& c¢6 1,5 triéu luot khach qudc té dén; khi dich bénh duoc kiém soat, ude tinh s6 ngudi
nude ngoai tai Ha Noi khoang gan 1 tri¢u ngudi, xap xi 10% dan s6 Thi do.

Ngudi nudc ngoai tai Viét Nam 14 tap khach hang tiém ning ctia mua sim truc tuyén do ho c6 xu hudéng
str dung phuong thirc nay dé giai quyét nhitng kho khan gip phai vé ngdn ngit va mic ca gia. Nhiéu nghién
ctru trén thé gidi chi ra cac qudc gia khac nhau, hanh vi mua sam truc tuyén cta ngudi dan 1a khac nhau, vi
vay, tdp hop nhling ngudi nude ngoai tai Viét Nam co thé co su khac biét véi nguoi ban dia.

Hién nay, c6 rat nhiéu nghién ciru vé& hanh vi mua sim truc tuyén ctua ngudi Viét Nam, tuy nhién chua co
nghién ciru nao phan tich nhém ddi twong ngudi nude ngoai. Dua vao thuyét hanh vi c¢6 ké hoach (TPB) va
mo hinh chép nhén cong nghé (TAM) nghién ctru ké thira chon loc cc nhén t6 di duoc chimg minh ¢6 anh
huéng dén hanh vi mua sam truc tuyén cua nguoi tidu dung nudce ngoai dé dam bao phu hop VO‘I dbi tuong
nghién ctru. Vi mong mudn xac dinh chinh xac nhat nhan t6 anh huéng dén hanh vi mua sim tryc tuyén
clia ngudi nude ngoai tai Ha Noi, nhom tac gia sir dung két hop phuong phép ra quyét dinh danh gia va thi
nghiém (DEMATEL) dya trén y kién chuyén gia nguoi Viét Nam xac dinh cac nhéan t6 anh huong, sau do
kiém dinh lai bing phuong phép PLS-SEM qua y kién khao sat ctia nguoi tiéu dung nudc ngoai tai Ha Noi.
Muc dich nghién cuu nham x4c dinh mtc do anh huodng va chiéu tac dong cua cac nhan t6 1én hanh vi mua
sim truc tuyén cta nudc ngoai tir d6 dua ra kién nghi, giai phap phu hop thic ddy hanh vi mua sim truc
tuyén cia nguoi nudc ngoai trén dia ban Ha Noi.

2. Khung phan tich

2.1. Xdc dinh nhén té anh hwéng dén hanh vi mua sim truc tuyén ciia ngwoi nuwde ngodi tai Ha Nji

Hanh vi mua sam triec tuyén (HV) 1a mot dang nhan thirc va danh gia tong thé ctia mot ca nhan dbi véi san
pham hodc dich vy trong qua trinh mua sam tryc tuyén, nhiéu nghién ctru truéc day da chi ra hanh vi 1a cau
tric da chiéu va dugc khai niém héa theo nhiéu cach khac nhau (Li & Zhang, 2002). Mot s tiéu chi dung dé
do ludng cho hanh vi mua sam tryc tuyén dugc tim thay nhu mirc do thudng xuyén mua sim truc tuyén, sb
tién danh cho hoat dong mua sim truc tuyén, khoang thoi gian ngudi tiéu dung bo ra dé mua sam truc tuyén
va mirc d6 sin sang gidi thiéu ctia ngudi tiéu ding ddi voi nhitg ngudi xung quanh (Lé Kim Dung, 2020).

Dich vu truc tuyén (DVTT) dugc dinh nghia 1a cac dich vu dugc cung ca‘ip thong qua internet (Rust &
Lemon, 2001). Cac véan dé lién quan dén chét lugng dich vu tryc tuyén da dugc xac dinh 1a mot thang do
gém muoi khia canh: d9 tin cdy, tinh httu hinh, nang luc, sy phan hoi, bao mat, lich su, giao tiép, thau hiéu,
truy cép vauy tin (Parasuraman & cong su, 1988). Theo Chen & cong sy (2016), toe do, do chinh xac cua su
phan hoi, kha ning giao tiép, tuong tac gura nguoi mua voi nhau va mie dg tin cdy ctia nha ban 1€ la nhan t6
anh huong dén hanh vi mua sim truc tuyen ctia khach hang. Bén canh d6, Lee & Lin (2005) cho rang thiét
ké website truc quan, dé str dung la nhan tb quan trong trong dich vu tryc tuyen.

Su thugn tién (STT) 1a nguon cam himg chinh dé khach hiang mua céc san pham truc tuyén (Duarte & cong
su, 2018). Mua hang truc tuyén dem lai loi ich nhu tiét kiém thoi gian va cong sirc, it chi phi van chuyén va
tim kiém thong tin hon, khong phai cho doi, so sanh gia chinh xéc, thu thap thong tin san pham thuan loi va
¢6 nhiéu su lua chon san phém dich vu theo Chen & cong su (2016). Nghién ctru cua Lina & cdng su (2022)
da ching minh sy thudn tién vé truy cap, tim kiém, danh gia, giao dich 1 nhan té thic day d6i véi hanh vi
mua sim truc tuyén.

Si tin twéng va rii ro (STRR), s tin tudng 13 mot trong nhitng diéu quan trong nhat trong van dé anh
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huong dén su thanh cong hay thit bai ciia cac nha ban 1& truc tuyen (Prasad & Aryasri, 2009) va dugc dinh
nghia la tap hop nlem tin v& d tin cdy cua cira hang truc tuyen va chmh sach bao mat (Chen & cong su,
2016). Nhan thirc vé riii ro xay ra khi khach hang duoc yéu cau cung cap thong tin ca nhan, thong tin thé
tin dung trudc khi mua san pham (Akhter, 2012). Trong d6, riti ro vé quyén riéng tu bao gom thong tin ca
nhén, thong tin thanh toan va riii ro vé bao mat giao dich lién quan dén thong tin thé tin dung 1a nhitng nhan
t6 dong vai trd rao can trong viée ra quyét dinh mua sim truc tuyén ciia ngudi mua (Chen & cong su, 2016).

Tinh khéng chdc chin (KCC) duge hiéu 1a mic d6 ma két qua giao dich khong thé du doan chinh xac do
cac yéu t6 lién quan dén chat lugng nha ban 1é va chét lugng san pham (Pavlou & cong sy, 2007). Nghién
clru ctia Yang & cong sur (2019) da chi ra tinh khong chic chin anh hudng tiéu cuc dén ¥ dinh mua hang cua
nguoi tidu dung. Nghién ciru nay sir dung bo tiéu chi danh gia tinh khong chic chin cia Chen & cong sy
(2016) bao gom rui ro hidu suat san pham, rai ro san pham va chat lwong san pham.

2.2. Khung khé nghién civu

Hinh 1: Khung nghién céru ctia mé hinh

Kham pha nhiing nhan t§ anh huéng dén hanh vi mua sim tryc tuyén cia

nguoi nudc ngoai tai Ha Noi

DEMATEL

Ma trén quan hé truc tiép

gitta cac nhan to

PLS-SEM

v

Phat trién mé hinh 1y
thuyét

Ma tran téng quat

v

v

Xac dinh quan hé nhan

qua giira cac bien

So db quan hé nhén - qua

v

v

Xéc minh tinh phu hop

cua mo hinh

Phan loai chi s6

v

Kiém tra gia thuyét

Xac dinh nhitg nhan t6 quan trong thic hanh vi mua sim truc tuyén cia

ngudi nudc ngoai tai Ha Noi

Nguon: Nguyén Phi Hing (2022)

Nghién ciru hanh vi mua sim tryc tuyén trong nhiéu nghién ctru truée day duoc nhan dinh 1a mot van dé
ra quyét dinh da tiéu chi (Multi-criteria decision-making - MCDM). Trong s6 nhitng mo hinh MCDM, k¥
thuat DEMATEL duoc thiét ké danh gia tac dong tuong tac cia cac yéu té ma khong can xem xét cac gia
thuyét duoc dat ra. Dua trén danh gid cua cac chuyén gia trong linh vuc nghién ctru dé xay dung ban d6 anh
huong va chi ra mdi quan hé nhan qua giita cac nhan t6 va kich thudc dé hinh dung két qua. Tuy nhién, han
ché cua phuong phéap nay 1a s§ chuyén gia nén dugc gidi han tir 5-15 ngudi do cac tiéu chuén 4p dung han
ché ctia phuwong phap. Viéc thu thap dit liéu dua trén cac dénh gia ciia chuyén gia c6 thé mang tinh chu quan.
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Phuong phap PLS-SEM la mdt trong nhiing phuong phap hitu hiéu thuong dugc sir dung trong mé hinh
nghién ctru phtrc tap v6i ¢& mau thu thap 16n (Hair & cong su, 2014). Uu diém ctia PLS-SEM la tiép can tat
ca cac bién tiém an, ngoai sinh va ndi sinh déu co thé udc lugng déng thoi, tir d6 thé hién moi quan h¢ nhan
quéa va boc 19 tat ca cac anh huong truc tiép hodc gian tiép giira cac bién va cac chi sd tiém an. Tuy nhién,
han ché 1a stra d6i mé hinh qua nhiéu so véi mé hinh ban dau, 1a giam tinh tmg dung ctiia mé hinh nay chi ap
dung cho miu cu thé thay vi tong quat hoa. Ngoai ra, toan bo khudn khd nghién ctru PLS-SEM phai dugc
gia thuyét dya trén nhitng diéu tra trudc, van dé xac thuc do tin cdy cta cac gia dinh da bi thay ddi qua muc
can phai dugc xem xét.

C6 thé thay, khi két hop uu diém va han ché ciia hai phuong phép nay bo sung cho nhau. Trong khi, wu
diém duoc giit nguyén thi han ché cua ching dugc loai bo (Nguyén Phi Hung, 2022).

Budc dau, phuong phap DEMATEL xac dinh mdi lién hé giita cac yéu td trén y kién ciia mot nhom
chuyén gia. Tiép theo, phuong phap PLS-SEM lam rd mbi quan hé nhan qua giita cac yéu té dugc dé xuit,
cai thién nhugc diém danh gia cht quan ciia nhém chuyén gia trong phurong phap DEMATEL. PLS-SEM sir
dung dir liéu duoc léy tr bang cau hoi khao sat duogc thu thap dé x4ac nhan d6 tin cay va tinh hop 1€ phan biét
clia cac nhan t6 va kiém tra lai gia thuyét nghién ctru da dugc dé xuat dya trén két qua DEMATEL (Hinh 1).

2.3. Phwong phap DEMATEL

DEMATEL chuyén ddi cac hé thong phirc tap sang mot cdu triic nhan qua rd rang, gitp don gian hoa mbi
quan hé qua lai giita cac nhan t6 ctia cac hé thong phuc tap thanh nhém nguyén nhan va nhom hiéu tmg; do
do6, no gitip x4c dinh cac yéu t6 nguyén nhan va cai tién cac hé thong phire tap thong qua mirc do twong quan
giita cac dic diém chat luong duoc dinh lugng (Tzeng & cong sy, 2007; Sun, 2013). San pham cubi cing
ctia quy trinh DEMATEL 1a mét biéu dd quan hé tac dong cac van dé can giai quyét (Nguyén Trong Ton
Hién & Nguyén Quynh Mai, 2022).

Gan day, phuong phap DEMATEL dugc tmg dung rong rai vao nhiéu linh vuc khac nhau. Phan tich nhan
t6 anh huong dén y dinh tiém vaccine cua ngudi Viét Nam trong giai doan Covid 19 (Nguyén Phi Hung,
2022). Panh gia tim quan trong, mbi quan hé dan xen gitra cac yéu t rui ro trong chudi cung tmg thuc pham
tai Viét Nam (Nguyén Trong Tén Hién & Nguyén Quynh Mai, 2022). Nghién ctru hanh vi ngudi tiéu ding
rat phirc tap va ludn thay doi (Lé Kim Dung, 2020) vi vay sir dung phuong phap DEMATEL duoc tac gia
cho Ia phu hop.

Phuong phap DEMATEL 1a mot phuong phéap khao sat hep gdm nam budc:

Buoc 1: Tao ra ma tran quan hé truc tié}) X

Céc chuyén gia duoc yéu ciu so sanh timg cap nhan t6 voi nhau theo thang do do anh huéng: 4 = Anh
huong rat manh; 3 = Anh huéng manh; 2 = Anh huong vira phai; 1 = Anh hudng nhe; 0 = Khong anh hudng.

[0 x% - xfy]
szlxé‘l 0 - xé‘nl,k=1,2,...,H
lx’,il X,’fz b 0 J

Trong d6: X* 1a ma tran duoc xac dinh boi nguoi thu &, X;; dugc ky hi¢u la mic d6 ma tiéu chi i anh
hudng dén tiéu chi /.
Budce 2: Tinh toan ma trgn trung binh A

Ma trén trung binh dugc tinh boi:

H
1 1 H
0 gy e 2>k
Hk=1 H £ipe=1
1of 1,
A= ﬁzkzlxu 0 ﬁkz;xzn
1w 1 u
szlrh szlrfz 0
k=1 k=1
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Bude 3: Chuan héa ma trdn
Ma tran N duoc tinh boi: N = 14
1
Max1sisn(2}l:1 Xl;j)
Budc 4: Tinh toan ma trgn tong qudt

Trong d6: 4=

Ma tran tong quat duoc tinh bang:
T = lim(N+N?+-+N) =N -N)~*
Trong d6: I 1a ma tran don vi

Vector D va vector R 1an luot 1a tong chiéu ngang va téng chiéu doc cac phan tir trong ma tran tong quat

Di = tl] (l = 1,2, ...,Tl)

Vi

R; = ti; G=12,..,n)
i=1

Tong (D; + R;) cho biét tim quan trong cua tiéu chi va hiéu (D; - R;) xéc dinh tiéu chi thanh hai nhom
nguyén nhan va két qua ciia hé thong nghién ctru. Khi (D; -R ;) > 0 thi tiéu chi nam ¢ nhém nguyén nhan;
khi (Di - R;) <0, tiéu chi ndam & nhém két qua. Két qua duoc trinh bay dudi dang biéu do.

Budc 5: Xdy dung biéu do quan hé nhan qua

Truc tung, truc hoanh cia cia biéu dd 1an lugt 1a (D; — R;) va (D; + R;). Nhu vay, mot biéu d6 nhan
qué hai chiéu dugc xay dung boi bon goc phan tu. Trong d6, cac diém thudc goc phan tu I biéu thi tinh cap
béch, can duoc cai tién “truc tiép” v6i muic do wu tién hang dau vi chiing dong vai tro 1a nguyén nhan va cd
murc anh huéng 16n. Cac diém thude goc phan tu IV ciing can dugc cai thién nhung theo cach “gian tiép”
do day 1a nhitng yéu t6 két qua bi anh hudng 16n. Nguoc lai, cac diém goc phan tu I khong phai 1a nhitng
yéu t6 nguyén nhan chinh c6 mirc d6 anh hudng nho, nhung c6 thé cai tién mot cach “truc tiép” khi co du
ngudn luc. Cac diém nam & goc phan tu I11 biéu dién nhom nhan t6 bi anh hudng nho va ¢6 mirc d wu tién
cai thién thip nhét.

2.4. Phwong phap PLS-SEM

Dir liéu phan tich dugc thu thép thong qua bang khao sat online tao bdi Google Form trong khoang thoi
gian tir thang 10 nam 2021 dén thang 8 nam 2022. Bdi twong nghién ciru 13 nguodi nude ngoai tai Ha Noi
trong do tudi tir 18 - 65, 1a d6 tudi co kha nang tyr chi tra va c6 nhu cau mua sim tryc tuyén 16n. Thong tin
thu thap dugc tir nguoi khao sat déu duoc bao mat. Phiéu diéu tra dugc chia thanh hai phén, phén mot bao
gém nhitng thong tin chung gioi tinh, do tudi, nghé nghiép, tinh trang, hoc vén, thu nhép, quéc tich; phﬁn
hai bao gém nhitng cau hoi lién quan dén hanh vi mua sdm truc tuyén nhu Hanh vi, Dich vu truc tuyén, Su
thuén tién, Sy tin twdng va rui ro va Tinh khong chéc chin. Véi sb luong bién doc lap 14 4, cung gia tri R?
du kién 12 0,1 can it nhat 158 quan sat. Tong cong c¢6 184 phiéu khao sat duoc thu ve.

3. Phwong phap nghién ciru

3.1. Phwong phap DEMATEL

Bing 1: Thong ké mAu nghién ciru phwong phap DEMATEL

Phén loai So Ty 18 Phin loai So Ty 1é
lwong (%) lwong (%)
Giéi tinh Nam 3 30 Hocvin  Duéi dai hoc 0 0
N 7 70 Pai hoc 6 60
Khac 0 0 Thac si 3 30
Potudi  Dusi 30 tudi 4 40  Tiénsi 1 10
31 - 41 tudi 4 40 Thu nhép Dudi 1000 2 20
41 - 60 tudi 2 20 (USD) 1000 — 3000 3 30
Trén 60 tudi 0 0 2000 — 3000 4 40
Tinh trang Két hon 5 50 . Trén3000 1 10
Doc than 5 50 Téng 10 100

Nguén: Tinh toan tir 5o liéu diéu tra cua tdac gia
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Nghién ciru nay lya chon chuyén gia c6 goc nhin sau sic trong nganh ban 1¢ truc tuyén. 10 chuyén gia tac
gia lira chon bao gdm 4 nhén vién, 2 truéng phong, 3 giam ddc cua cac doanh nghiép c6 hoat thuong mai
dién ttr hodc da lam viéc trong nganh trén 3 nam va 1 giang vién khoa Quan tri kinh doanh duoc yéu cau so
sanh timg cip nhén t6 véi nhau.

3.2. Phuwong phap PLS-SEM

Dit lidu dugc mé ta boi phan mém SPSS 20, phiéu khao sat duge giri dén nhitng ngudi nudc ngoai sbng
tai thanh phd Ha Noi. Trong tong 184 ngudi tra 101 cAu hoi co 83 nam, 79 nir va 22 ngudi thude gidi tinh
khac, cho thdy phiéu duoc phan bd ddng déu cac gidi tinh. Do tudi dudi 30 tudi va tir 31 - 41 tudi chiém
téng ty 18 70,7%, 1a do tudi c6 nhu cdu mua sim 16n va chiém phan dong trong nhom ngudi nude ngoai tai
Ha Noi. Nghé nghiép chu yéu 1a nhan vién vin phong (26,6%) va gido vién (31,5%). Pa phan s6 ngudi duoc
khao sat co trinh d9 dai hoc (65,5%) va thu nhap phan 1én tir 1000 USD — 2000 USD (38,6%) va 2000 USD
—3000 USD (26,6%). Ty 18 doc than (57,6%) cao hon khong nhiéu so véi ty 16 da két hon (42,4%). Trong s6
nhiing ngudi nuwdce ngoai duge khao sat co 31,5% ngudi Tung Qude, 23,4% nguoi Han Qudc, 16,8% ngudi
Nhat Ban, 10,3% ngudi My va cac qudc gia khac chiém 18% con lai (Bang 2).

Biang 2: Théng tin d6i twong khao sat

Phin loai SO lwong Ty 18 (%) Phién loai S6 lwgng Ty 18 (%)
Gidi Nam 83 45,1 Hoc Duéi dai hoc 32 17,4
tinh Nit 79 42,9 vén Dai hoc 89 65,8
S Khac 22 12,0 Thac si 45 24,5
Do tudi  Dusi 30 tudi 62 337 _ Ténsi 18 98
31-41 tudi 68 37,0 Thu Duéi 1000 34 18,5
41-60 tudi 39 21,2 nhiap 1000 - 2000 71 38,6
~ Trén60 tudi 15 8,2 (USD) 2000 - 3000 49 26,6
Nghé Kinh doanh 28 152 Trén3000 30 163
nghi®p  Van phong 49 26,6 Quéc  Trung Quéc 58 31,5
Hoc sinh/sinh 14 7,6 tich Nhat Ban 31 16,8
vién O
Giao vién 58 31,5 Han Quéc 43 23,4
o Khac 35 19,0 My 19 10,3
Tinh Doc than 106 5176 Khac 33 18
trang D3 két hon 78 42.4 Tong 184 100

Nguén: Két qua tir phan mém SPSS Statistics 20.
4. Két qua va thao luin
4.1. Két qua DEMATEL
Két qua phuong phap DEMATEL dugc trinh bay tir Bang 3 dén Béang 6.
Béang 3: Ma tran trung binh 4

A DVTT STT STRR KCC HV
DVTT 0,0000 1,8000 1,5000 1,5000 2,8000
STT 1,4000 0,0000 2,0000 2,5000 2,8000
STRR 1,9000 1,5000 0,0000 1,5000 2,6000
KCC 1,6000 1,7000 1,6000 0,0000 2,6000
HV 1,7000 1,7000 1,9000 1,9000 0,0000

Nguon: Tinh toan tir so liéu diéu tra cua tac gia.

Bang 4: Ma tran quan h¢ trye tiép ban ddu N

N DVTT STT STRR KCC HV
DVTT 0,0000 0,1667 0,1389 0,1389 0,2593
STT 0,1296 0,0000 0,2037 0,2315 0,2593
STRR 0,1759 0,1389 0,0000 0,1389 0,2407
KCC 0,1481 0,1574 0,1481 0,0000 0,2407
HV 0,1574 0,1574 0,1759 0,1759 0,0000

Nguon: Tinh toan tir so liéu diéu tra cua tac gia.
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Bang 5: Ma tréan tong quat T

T DVTT STT STRR KCC HV
DVTT 0,3256 0,4722 0,4742 0,4818 0,6962
STT 0,4883 0,3758 0,5717 0,6004 0,7654
STRR 0,4715 0,4467 0,3458 0,4748 0,6763
KCC 0,4509 0,4612 0,4764 0,3547 0,6773
HV 0,4478 0,4506 0,4852 0,4922 0,4682

Nguon: Tinh toan tir so liéu diéu tra cua tdac gid.

Bing 6: Két qua tinh toan so do nhan qua

D; R; D+ R; D,— R
DVTT 2,4499 2,1841 4,6340 0,2658
STT 2,8016 2,2064 5,0080 0,5952
STRR 2,4150 2,3532 4,7683 0,0618
KCC 2,4205 2,4038 4,8242 0,0167
HV 2,3440 3,2835 5,6275 -0,9395

Nguon: Tinh todn tir 50 liéu diéu tra cua tac gia.

Bang 6 thé hién téng tac dong cho va nhan cia ndm nhan td. Gia tri (D; + R ;) cho biét tam quan trong
ctia nhan t6 do, gia tri (D; + R;) cang cao, mirc d§ quan trong anh hudng cua nhan t6 do trong tong tac
dong vdi cac nhan t6 khac cang 16m. Theo két qua Bang 6, STT (5,0080) la nhan to c6 anh hudng nhiéu nhat
dén hanh vi mua sim truc tuyén (HV) cta ngudi nudc ngoai tai Ha Noi, nhan t6 thtr hai 1a KCC (4,8242).
Nhan t6 c6 anh huéng nho nhat dén bién HV 1a DVTT (4,6340). Gia tri (D; = R;) cho biét nhan t6 thudc
nhém nhan t6 nguyén nhan hay két qua. Theo Bang 5, duy nhat nhéan t6 HV ¢6 gia tri (D; - R;) 4m con lai
nhan t6 STT (0,5952), DVTT (0,2658), STRR (0,0618), KCC (0,0167) déu mang gié tri dwong va déng vai
trd nguyén nhan anh hudng dén nhan té HV.

Gia tri Threshold duoc sir dung dénh gia mirc tic dong giira cac nhéan té duoc tinh bang trung binh cac
phan tir trong ma tran tong quat T'1a 0,4972. Két qua nghién ctru cho thay cac nhan t6 anh huong duoc dé
xuat ban dau déu anh huong dén hanh vi mua sim truc tuyén ctia ngudi nude ngoai. Trong d6, STT nguyén
nhan chinh va ciing 1 nhan t6 quan trong nhat anh huong dén HV. Bén canh d6, phuong phap di tim ra mdi
quan hé tic dong giira nhan t6 STT dén STRR va KCC (Hinh 2). Két qua nay s& dugc sir dung 1am gia thuyét
va dugc kiém dinh mét 1an nira bai phuong phap PLS-SEM, thong qua phiéu khao sat ciia 184 ngudi nude
ngoai tai Ha N6i (Hinh 3).

Hinh 2: Bén d6 quan hé nhan t6 anh hwéng dén hanh vi mua sim
ciia ngwdi nwéc ngoai tai Ha Noi

$TT, 0.5952
0.6000 .

0.4000
DVTT, 0.2658

STRR; 0.0618 o

p il KCC; 0.0267
L

0.0000
0.0000 1.0000 2.0000 3.0000 4.0000 5.0000 6.0000

02000

04000

40,6000

2000

S

Vs

-1.0000

HV; 05335
-1.2000

Nguén: Tinh todn tir 6 liéu diéu tra cia tdc gid.

86 327 thang 9/2024 51 Kinh té<Phac trién




Hinh 3: Gia thuyét nghién ciru

Dich vu truc myén (DVTT)
H1
Su tin tudng va rui ro (SRR) H2
Hanh vi mua sdm truc
T H5 03 tuyén (HV)

Sy thuan tién (STT)

l H6 H4

Tinh khéng chéc chin (KCC)

Nguéon: Tinh todn tir s6 liéu diéu tra cia tdc gia

HI: Dich vu truc tuyén tac dong dén hanh vi mua sam truc tuyén cua nguoi nuoc ngoai tai Ha Noi.

H2: Sy thudn tién tac dong dén hanh vi mua sam truc tuyén clia nguoi nudc ngodi tai Ha Noi.

H3: Sw tin twéng va rii ro tdc déng dén hanh vi mua sam truec tuyén ciia ngudi mede ngodi tai Ha Noi.

H4: Tinh khéng chdc chdn tac dong dén hanh vi mua sam triee tuyén cia nguoi mede ngodi tai Ha Noi.

H5: Sy thudn tién tac dong dén suw tin twong va rui ro.

H6: Sy thudn tién tac dong dén tinh khong chdc chan.

4.2. Két qud phwong phdp PLS-SEM

Dua trén lfét qua thu dugc tir phl’rorng phap DEMATEL, ‘pén nhan t duoc st du’ng trong md hinh bao gdm
DVTT (4 bién chi bao), STT (3 bién chi bao), STRR (3 bién chi bép), KCC (3 bién chi bao). Nghién cliu su
dung thang do Likert 5 murc QG v6i mac do 1- Hoan toan khé{lg dong y, muc do 2- Khong dong y, mic do
3- Binh thuong, mtc do 4- BPong y va muc do 5- Hoan toan dong y.

Bdnh gid mé hinh do hrong két qua: Dé dam bao do tin cdy cua biép quan sat, gia tri hé s6 tai ngoai déu
ph’éi léq hon 0,70 (Hair & cong su, 2014). Klét qua B:élng 7 cho th@y bién quan sat co h¢ so tai nhan to ngoai
thap nhét 1laHV1 (0,777) 16n h0’n,0,7, cho thay cac bién quan’sait déu dat do tin’céy. Giatri CR va C}ronbach’s
alpha nam trong khoang tur 0,6 dén 0,9, rn(?) hinh do luong két qua dat tinh nhat quan ndi by. HE so AVE 16n
hon 0,5, mo hinl} dat muc do chinh xéac vé su hdi tu. Nhu vay, c§’1c thang do c6 do tin cay cao va dat dugc
ti’nh hdi tu 9(') t’hé giai thich cho khai nién} nghién ctru. Khong bién quan sat ’na‘lo,bi loai khoi nghién ctru va
tat ca co thé tiép tuc dua vao cac budc kiem dinh mé hinh nghién ctru dé xuat tiép theo.

Bang 7: Két qua mé hinh do lwong két qua

Bién quan sat H¢ s6 tai Cronbach’s D@ tin ciy tong AVE
alpha hop (CR)
> 0,70 0,60 — 0,90 0,60 — 0,90 > 0,50
HV1- Thuong xuyén mua sim truc tuyén ~ 0,776 0,831 0,899 0,749
HV2- Mua sam tryc tuyén trong thdi giandai 0,905

HV3- Sin sang gioi thiéu nguoi quen s dung 0,910
dich vu mua sam tryc tuyén

Nguo”‘n: Két qua phan tich dit liéu tir phan mém SmartPLS 4

Pdnh gid mé hinh do hrong nguyén nhan: Theo két qua Bang 8, DVTT] ¢6 gia tri VIF cao nhét (2,365),
do d6 tat ca cac gia tri VIF déu dudi ngudng gia tri 5. M6 hinh do ludng nguyén nhan khong xudt hién hién
twong da cong tuyén. Cac bién quan sat nguyén nhan khong duoc giai thich boi cac bién quan sat khac trong
cung mot khoi.
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D¢ danh gia mirc y nghia thong ké cua trong s, k¥ thuat Bootstrap dugc sir dung véi mirc y nghia 5% va
theo quy wéc chung kiém dinh 2 dudi. Gia tri p trong mé hinh do ludng nguyén nhan phai nho hon 0,05 dé
thiét 1ap trong s6 ngoai co y nghia tai mirc 5%.

Gid tri p cuia tat ca cac bién quan sat déu nho hon ngudng 0,05, trong d6 gid tri cao nhat 1a STT3 véi p
= 0,004 (Bang 8). Két ludn, tat ca chi bio c6 y nghia do ludng cho bién tiém an trong mé hinh do ludng
nguyén nhan.

Padnh gid mé hinh cau triic: Hé sb VIF dugc sir dung danh gia mirc d6 da cong tuyén, két qua kiém dinh
cho thiy mé hinh khong gap hién tuong da cong tuyén do hé s VIF ciia tat ca cac bién tiém 4n déu nho hon
3, gi4 tri 16n nhét chi bang 2,732.

Pé danh gia muc ¥ nghia cac hé s6 duong dan mé hinh cau tric, nghién ctru sir dung gia tri p. Khi gia
dinh mirc y nghia 1a 5%, gia tri p phai nho hon 0,05 dé két luan mdi quan hé dugc xem xét c6 y nghia thong
ké & muc 5%.

Bing 8: Két qua kiém dinh y nghia trong s
ngoai khai niém nghién ciru nguyén nhan

Khai niém nghién ctru VIF< Trong Giatri Khoingtinciy Y nghia
5 i} t 95% p<0.05
ngoai

DVTT

DVTTI - Téc d6 phan hdi nhanh va chinh xdc 2,365 0,433 5,293 [0,272; 0,590] 0,000
cua nha ban 1¢ tryc tuyén gitp qua trinh mua
sém tryc tuyén d€ dang hon. o S
DVTT2 Giao tlep va tuong tac trong qua trinh 1,467 0,229 3,304 [0,096; 0,372] 0,001
mua sam gitra nhitng nguoi mua gitp dua ra
quyét dinh mua sim tryc tuyen o R S
DVTT3 — Nha ban 1 truc tuyen cung cap san 1,882 0,297 4,101 [0,164; 0,450] 0,000
pham/dlch vu tryc tuyen dang cam két giup dua
ra quyét djinh mua sdm tryc tuyen ) S
DVTT4 — Thiét ke website de hleu dé su dung 1,674 0,254 3,198 [0,108; 0,426] 0,001
gitip dwa ra quyét dinh mua sim truc tuyén.

STT

STT1 — Dé dang S0 sanh gia ca gilra cac kénh 1,896 0,505 4,970 [0,304; 0,702] 0,000
mua s sam truc tuyen e S
STT2 — Mua sém vio th0r1 glan thuan tlen khi 1,980 0,418 3,843 [0,207; 0,638] 0,000
str dung dich vu mua sam true tuyen e S
STT3 — Nhleu thong tin hitu ich vé san pham 1,357 0,250 2,909 [0,075; 0,414] 0,004
khi mua sim tryc tuyén.
STRR . o
STRRI ~ Nha cung cap 6 danh tleng s& cung 1,009 0,671 9,384 [0,530; 0,814] 0,000
clp san pham/dich vu tot hon. R S
STRR2 — Mua sam truc tuyen c6 thé khién 1,003 0,661 9,411 [0,513; 0,788] 0,000
thong tin ca nhan, thong tin thanh toan va thong
tin giao dich bj méi.

STRR3 — Mua sim tryc tuyén c6 thé khién 0,012 0,323 3,831  [0,146;0,480] 0,000
thong tin tai chinh, thé ngan hang bj mét.
KCC1 — San pham duoc mua tryc tuyén khong 1,022 0,491 5,433 [0,309; 0,670] 0,000
‘hoat dong nhu mong ¢ doi. e S
KCC2 - San pham duo’c mua online khong 1,035 0,362 3,986 [0,185; 0,541] 0,000
duge giao dén. o o
KCC3 - San pham sau khi mua truc myen khé 1,015 0,689 9,268 [0,524; 0,821] 0,000
dqqc béo hanh, ddi tra, khic phuc khi xay ra sy

0.

Nguon: Két qua phan tich dit liéu tir phan mém SmartPLS 4
Tir Bang 9 va Hinh 4, cac mdi quan hé trong mé hinh déu ¢ y nghia nghién ctru va két ludn tat ca gia
thuyét dua trén két qua nghién ctru tir phwong phap DEMATEL déu dugc chap nhan. STT va DVTT la hai
nhan t6 tac dong tich cuc dén bién hanh vi do hé sb duong dan mang gia tri duong lan lugt 0,353 va 0,369.
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Nguoc lai, STRR va KCC déng vai tro 1a rao can trong mdi quan hé tic dong dén bién phu thude hanh vi,
do hé s6 dudng din mang gia tri am 1a -0,223 va -0,122. Ngoai ra, STT ciing c6 tac trai chiéu dén hai bién
KCC va STRR.
Hinh 4: Két qué kiém dinh mirc y nghia mé hinh ciu tric
thong qua thuét toan Bootstrap

KCC1 KCC2 KCC3

N\ I 4
0.498(3000) 363 (0,000 2% 0000)

Kcc

0,465 (0.000) 0.122 (0.003)

Eiai] W
S e
0000 0.776 (0.000)

STT2 0.423 (0.000)

0.353 (0.

09050000y HV2

0.251 (0.004) 010 (0.000)
-
st ¥ HV HV3

-0.494 (0.000) 0223 (0.000) 0.369 {0.000)

STRR JOVTTY
0.673 (0.000) | 0.323(0.000) 0.231 (0.001) 0.256 (0.001)

0665 (0.000) N\ 0432000000 [  g.3010.000)
STRR STRR2 STRR3 ovITH VT2 oV DVITS

Nguén: Két qua phan tich diF liéu tir phan mém SmartPLS 4

Bing 9: Két qua kiém dinh gia thuyét nghién ciru

Mai gia thuyét Gia thuyét Hé s tic dong Giatrip Két luin
HI DVTT ->HV 0,369 0,000 Chap nhan
H2 STT -> HV 0,353 0,000 Chép nhan
H3 STRR ->HV 0,223 0,000 Chép nhan
H4 KCC -> HV -0,122 0,003 Chép nhén
H5 STT -> STRR -0,494 0,000 Chip nhan
H6 STT ->KCC -0,465 0,000 Chap nhan

Nguon: Két qua phan tich dir liéu tir phan mém SmartPLS 4

Bén canh cung cap cac két qua tac dong truc tiép, nghién ctru cung cap cac tac dong gian tiép ciia cac nhan
t trong md hinh. Theo Béang 10, két qua cho thiy céc tic dong gian tiép déu mang gié tri duong. Nghia 13,
chc tac dong gian tiép gop phan 1am ting hiéu qua tac dong ctia cac nhan té 1én nhau, tong tac dong STT 1én
HV dat gia tri 0,519.

Bang 10: Mirc dd tac dong gian tiép ciia cac nhan td

Hé s6 tac dong Gia trip
STT -> STRR -> HV 0,110 0,000
STT -> KCC -> HV 0,057 0,005

Nguon: Két qua phan tich dit liéu tir phan mém SmartPLS 4

Gia tri R? dung dé xac dinh mic do du bao cua mé hinh nghién clru, voi gia tri R 2 cang cao thi mic do
du bao cang chinh xac. Cac gia tri R? = 0,25; 0,50; 0,75 dugc xem la yéu, trung binh va dang ké (Hair &
cong su, 2014; Henserler & cong su, 2009).

Bang 11: Gia tri hé s xac dinh R?

R? Gia trip
Hanh vi mua sam tryc tuyén 0,811 0,000
Su tin tuong va rdi ro 0,244 0,000
Tinh khong chéc chin 0,216 0,001

Nguon: Két qua phan tich dit liéu tir phan mém SmartPLS 4
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Hé s6 R? dat mirc ¥ nghia théng ké (Bang 11). Gia tri R2 cua bién HV 14 0,811 > 0,75 cho biét bdn bién
DVTT, STT, STRR, KCC c¢6 mirc do giai thich cao d6i v&i bién phu thudc HV. Tuong t, 24,4% STRR dugc
giai thich bdéi STT va 21,6% KCC dugc giai thich béi STT.

5. Két luan va ham y chinh sich

Nghién ctru phan tich hanh vi mua sam truc tuyén ciia ngudi nude ngoai tai Ha Noi bang viée két hop hai
phuong phap DEMATEL va PLS-SEM. Két qua phan tich dua trén khao sat ngudi nudc ngoai tai Ha Noi
(PLS-SEM) tuong thich véi két qua khao sat chuyén gia nguoi Viét Nam (DEMATEL) vé anh huong ciia
céc bién doc lap dén bién phu thudc hanh vi. Tuy nhién, su khéac biét nam & tht ty quan trong cta cac bién.
Ngudi nude ngoai tai Ha Noi cho rang STT 1a yéu t6 quan trong nhat anh huéng dén HV mua hang online
ctia ho, tiép theo lan lugt 1a DVTT, STRR, KCC. Nghién ciru ciing cho thiy STT va DVTT c¢6 tac dong tich
cuc, 1a dong luc giup ngudi nudce ngoai dua ra quyét dinh mua sim truc tuyén, nguoc lai STRR va KCC 1a
rao can khién ho do dy. Két qua nay twong dong véi nghién ciru ctia Lé Kim Dung (2020), Ngd Xuan Niém
& Bui Vin Quang (2018), Nguyén Lé Phuong Thanh (2013) cho thiy ca ngudi nudc ngoai va nguoi Viét
Nam déu nhan thay nhiing loi ich cia mua sdm truc tuyén la dong luc, ndi lo vé ruii ro trong qué trinh thanh
toan va san pham 14 rao can trong viéc ra quyét dinh mua hang online. Bén canh dé, STT duoc tim thiy la
tac dong gian tiép 1én bién HV thong qua tac dong nguoc chiéu 1én STRR, KCC, diéu niy nghia 13 nhimng
ngudi nude tai Ha Noi cam thdy nhiing loi ich tir STT va DVTT mang lai 16n hon ndi lo rti ro ho c6 thé
nhan dugc khi mua hang truc tuyén. bay la mot kham pha thua vi, co6 thé do thoi gian thuc hién nghién ctru la
thoi diém dich bénh Covid-19 dién ra phirc tap nén STT duoc cho 1a quan trong nhat trong qua trinh nguoi
nude ngoai mua sim truc tuyén.

Mot s6 ham y quan tri dé thiic ddy hanh vi mua sim truc tuyén ciia ngudi nude ngoai tai Ha Noi nhu sau:

Thir nhat, ting cuong su thuan tién trong mua sam truc tuyén, doanh nghiép nén cung cap thong tin gia
san phdm mot cach rd rang va minh bach, xdy dung chuong trinh khuyén mai gi4 t6t thu hat khach hang
nude ngoai, don gian hoa cac bude trong quy trinh mua sim, quy trinh thanh toan, cung cap cac san phim
lién quan khach hang c6 thé quan tim va so sanh trén trang web. Dau tu cong cu dich thuat trén website gitp
ngudi nudce ngoai dé dang hiéu thong tin ma nha ban 1é mubn truyén tai.

Thir hai, doanh nghiép can nang cao dich vu tryc tuyén, Chu trong nang cao kha nang phan hdi, nha ban
1¢ nén tap trung giai quyét kip thoi cac thic mic va van dé ngudi mua gip phai trong qua trinh mua, thiét
ké website truc quan, dé sir dung. Cho phép ngudi mua giao tiép va twong tac voi ngudi ban va véi ngudi
mua khac.

Thir ba, doanh nghiép can giam thiéu rui ro ctia nguoi nude ngoai khi mua sim truc tuyén bang cach hoan
thién, dong bo, dau tu nang cip hé thong quan 1y thong tin gitp bao mat thong tin trén mang dugc an toan,
t6i wu quy trinh thanh toan, gitip ndng cao ning luc canh tranh ctia doanh nghiép khinh doanh online.

Thir tir, loai bo tinh khong chac chan ciia nguoi mua hang trong phuong thirc mua sim tryc tuyén. Doanh
nghiép can dam bao chit lugng san pham, san pham thyc té gidng voi thong tin duge mo ta trén internet dé
giam thiéu riii ro hiéu sut san pham. Loai bo rti ro san phdm hong, mat trong qué trinh van chuyén.

Thir nam, ting cuong tim hiéu thong tin, cap nhat va nghiém tac chip hanh cc vin ban quy pham lién
quan dén Iinh vuc thuong mai dién tir, nhu Ludt giao dich dién tir, Luat Cong nghé thong tin, chung tir dién
i, giao két va thuc hién hop déng trén website thuong mai dién tir nham dam béo viéc trién khai thuc hién
theo dung quy dinh ciia phap luat, ddm bao an ninh cho ngudi ban 1an nguoi mua.
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