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TOM TAT

Y dinh mua I3p lai truc tuyén gan day da dugc chu y bai cac nha nghién clu va ca nhiing nha lam
thuc tién. Cac nha nghién ctiu va nhiing nha lam thuc tién cling bay td méi quan tam dac biét dén
trai nghiém khach hang vi viéc cung cép cho khach hang nhimg trai nghiém tich cuc va déc ddo
la muc tiéu hudng dén hién nay ctia cac doanh nghiép. Ho cling déng y vé tam quan trong clia
trai nghiém khach hang trong viéc tao ra su hai long, long tin va y dinh mua lap lai truc tuyén cla
khach hang. Do dé, nghién ctiu nay tim hiéu vé y dinh mua l3p lai tryc tuyén trong viéc danh gia
sutac dong truc tiép va gian tiép clia trai nghiém khach hang dén y dinh mua lap lai truc tuyén ctia
khach hang tiéu dung tai thi trusng ban 1& & thanh phé HE Chi Minh (TRHCM) khi xem xét vai tro
trung gian cla long tin va su hai long khach hang. Mé hinh cau trdc tuyén tinh (PLS-SEM) dugc sur
dung v&i mau khéo sat gém 572 quan sat dé kiém dinh cac gia thuyét nghién ctu. Két quéa nghién
clu da khang dinh c6 su téc dong truc tiép va tich cuc cda trai nghiém khéach hang, long tin va
su hai long khach hang dén y dinh mua I3p lai truc tuyén. Ngoai ra, trai nghiém khach hang con
tac dong gian tiép va tich cuc dén y dinh mua lap lai truc tuyén thong qua long tin va sy hai long
khach hang. V& mat thuc tién, don vi ban 1é truc tuyén nén tdng cudng trai nghiém tich cuc cho
khach hang, tdng cuong long tin va su hai long clia khach hang nham gia tang y dinh mua lap lai
truc tuyén.
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GIGI THIEU

Kotler va Keller (2016) ! dinh nghia thuong mai dién
ttla qua trinh ban va mua dugc hé trg béi cac cong cu
dién tit. Thuong mai dién tti dugc coila viéc giao dich,
trao d6i va mua ban cdc san phdm/ dich vu thong qua
internet2. B&i canh dai dich Covid-19 bung phat tu
cudi ndm 2019 dén nay da lam cho hoat dong thuong
mai dién tu cang trd nén s6i dong hon niia valam tang
nhu cu mua sdm tryc tuyén ctia ngudi tiéu dung, do
d6, cic don vi ban hang truc tuyén da ting cudng cac
hoat dong ban hang truc tuyén va mét s6 nha ban 1é
truyén thong da phai chuyén sang hoat dong trén cac
kénh truc tuyén dé€ dap ting nhu cidu mua sim dang
thay d6i ctia ngudi tiéu dung hién tai. Thém vao do,
nghién ctiu y dinh mua ldp lai la quan trong vi y dinh
la mot yéu t6 du doan dang tin cay ctia hanh vi thuc
t&2 va viéc gitt chan khich hang con quan trong hon
thu hut khach hang méi béi vi chi phi bo ra d€ c6 mot
khéch hang méi cao hon nhiéu so véi viéc duy tri mot
khéch hang hién tai* va mot khi khach hang da mua
14n d4u thi c6 kha nang sé mua lap lai >, Chinh vi vay,
viéc nghién ctu y dinh mua lap lai d6i véi linh vuc
thuong mai dién ti la can thiét hién nay.

Theo khao sat ctia PwC (PricewaterhouseCoopers) da
chi ra ring 73% khach hang cho rang trai nghiém

khach hang 1a yéu t6 quan trong nhét chi phéi moi
quyét dinh mua hang ctia ho®. Trii nghiém khach
hang dugc Schmitt (1999) 7 &inh nghia la tdp hgp clia
lién két cac trai nghiém nham muc dich x4y dung mot
trdi nghiém toan dién va su khoi dau ctia trai nghiém
dugc coila thoi diém ma cac gid tri trai nghiém khach
hang cung cdp dugc dap ting. Thém vao d9, tdng quan
nghién ctu vé thuong mai dién ti giai doan 1995-
2020 ctia Nguyén Phuéc Thanh (2021)? ciing da chi
ra can phai xay dung niém tin cho khach hang, nang
cao kha nang tuong tac d6i véi khach hang vé san
phdm cung cép, tao cho khach hang hai long. Zei-
thaml (1988)® cho ring su hai long ctia khach hang
6 thé dugc do bang chinh sy phan hoi vé trai nghiém
ctia nguidi khach do6. Cac tailiéu vé hanh vi nguoi tiéu
dung ciing d3 nhdn manh tdm quan trong ctia sy hai
long trong viéc tao ra y dinh va hanh vi mua ldp lai
clia khach hang®. Thém nita, hién nay khach hang
cho rang viéc mua hang truc tuyén con ton tai nhiéu
van dé€ dang lo ngai nhu don vi ban hang thiéu tin céy,
khong dang tin,... vdn dé nay cting thu hut dugc nhiéu
sy quan tdm clia gi6i hoc thuat trén toan thé gidi'°.
Do do, viéc tao long tin cho khach hang la quan trong.
Nghién ctiu ctia Rose va cong su (2012), Martin va
cong sy (2015) 112 da chi ra trai nghiém khéch hang

Trich dan bai bao nay: Quéc LV, Hién NV, Long N T. Tac déng chia trai nghiém khach hang dén y dinh
mua lap lai truc tuyén: Vai trd trung gian cta léng tin va su hai long khach hang. Sci. Tech. Dev. J. -

Eco. Law Manag.; 6(3):2985-2999.
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truc tuyén lam ting long tin, sy hai long va tit d6 tang
cuong dugc y dinh mua lap lai truc tuyén cua khach
hang. Ngoai ra, long tin va sy hai long la hai yéu t6
quan trong nhdt ctia chit lugng méi quan hé duge dé
xudt boi Crosby va cong su (1990) 13 Vi viéc tao quan
hé vé6i khach hang trong kinh doanh 1a quan trong.
Chinh vi vdy, muc tiéu ctia nghién ciiu nay la dénh
gid sy tde dong ciia trdi nghiém khdch hang dén y dinh
mua ldp lai truc tuyén clia khdch hang tiéu dimg tai thi
trudng ban 1é 6 TRHCM khi xem xét vai tro trung gian
ctia long tin va sy hai long khdch hang.

CO SO LY THUYET VA GIA THUYET

NGHIEN CUU

Co s& ly thuyét

Ly thuyét Marketing trdi nghiém (Experiential Mar-
keting Theory) : Theo Schmitt (1999)7, marketing
trdi nghiém 1a hinh thic marketing nhdm thiét 1ap sy
tuong tac, trai nghiém gitia khach hang véi thuong
hiéu, marketing trai nghiém quan tdm dén viéc tap
trung vao trai nghiém ctia khdch hang nhu la mot trai
nghiém toan dién. Khéach hang c6 thé ty minh trai
nghiém nhiing tinh nang cta san phdm, kham ph4
nhiing khia canh thu vi v€ san phidm thdéng qua céc
su kién, hoat dong dugc t8 chiic bdi doanh nghiép.
Chinh vi vdy, cic doanh nghiép da chuyén huéng
ti marketing truyén thong sang hudng tao ra trai
nghiém cho khéach hang. Thém vao dé, ngay nay kinh
doanh ngay cang dugc thic ddy bdi cong nghé thong
tin nho sy tién b cta cong nghé thong tin, do vay
thong tin vé thuong hiéu cé dugc ngay va trén toan
cdu. Cac doanh nghiép dang ngay cang hoan thién
hon trong viéc huéng dén khach hang va cong déng,
khong tiéc nd lyc cung cdp niém vui va giai tri cho
khéch hang cta ho. D4 1a su két néi, tuong tac 1an
nhau va kich thich cédc gidc quan ctia khach hang.
Chinh vi véy, nghién ctiu v€ trai nghiém khach hang
la van dé chinh yéu ctia marketing trai nghiém.

Ly thuyét Marketing méi quan hé (Relationship Mar-
keting Theory) : Marketing mé&i quan hé 1a cac hoat
dong marketing hudng dén viéc thiét lap, phat trién va
duy tri cdc méi quan hé thanh cong'?. Gummesson
(1997)'° cho ring, marketing méi quan hé 1a chién
lugc vé quan ly nhiing tuong tac, tao méi quan hé véi
khéch hang. Trong marketing m&i quan hé thi chat
lugng méi quan hé la cdt 164, trung tim ma cdc nha

1617 Muc tiéu ctia chit

quan tri muén hudng dén
lugng méi quan hé chinh 1a d€ tang cudng stic manh
cdc moi quan hé nhim tao dung mdi quan hé lau dai
v6i khach hang. Trong linh vuc marketing, Dwyer va
Oh (1987) '8 1a nhiing ngudi tién phong trong viéc
nghién ctiu vé chit lugng mdi quan hé, sau d6 dugc
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trién khai va tim hi€u chuyén sau bgi Crosby va cong
sy (1990) 13. Theo Crosby va cong su (1990) 1%, chit
lugng méi quan hé Ia cdm nhan cua khach hang vé
long tin va sy hai long ctia khach hang. Chinh vi thé,
trong nghién ctiu nay, nhém tac gia st dung long tin
va sy hailong khach hang nhu 14 cdc yéu t6 nhim gitp
tao dugc méi quan hé véi khach hang ctia cac don vi
ban hang truc tuyén boi vi viéc tao quan hé véi khach
hang trong kinh doanh la quan trong.

MO hinh ly thuyét SOR (Stimulus - Organism - Re-
sponse model): Nhiéu nghién ctiu truéc da st dung
ly thuyét hanh vi c6 k& hoach (Theory of Planned Be-
haviour - TPB) ctia Ajzen (1991)° d€ nghién ctiu ¥
dinh va hanh vi ctia khach hang, nhung da s6 déu tap
trung d6i véi viéc mua lan ddu ctia khach hang. Tuy
nhién, rat it nghién cdu tim hiéu vé y dinh mua lip
lai ctia khach hang khi xem xét viéc mua hang nhu la
mot qud trinh xt ly céc yéu t6 ddu vao (Input) din
dén két qua d4u ra (Output) ma Jacoby (2002) " da
tiép c4n khi st dung mé hinh SOR: Kich thich (Stim-
ulus) - Chut thé (Organism) - Phan ting (Response)
clia Mehrabian va Russell (1974) 20 3¢ nghién ctiu vé
hanh vi ctia ngudi tiéu ding trong mdi quan hé gitia
S-O, O-R, S-R.

That vay, theo mo6 hinh nay, cac yéu t6 kich thich tu
moi trudng (yéu t6 S - Stimulus) nhu mau sac, mui vi,
am thanh va chi€u sang kich thich cac cam gidc ctia
con ngudi tic dong dén chu thé (yéu t6 O - Organ-
ism) nhu khach hang cam thdy hai long, hung phén,
6 long tin, ... Va tit d6, khach hang c6 nhiing phan
tng (yéu t6 R - Response) dugc biéu hién trong viéc
tim kiém cdc ctia hang mua sdm hodc ¢6 y dinh mua
hay mua l3p lai. Jacoby (2002) ' cho ring khéng chi
yéu t6 kich thich tidc dong dén chti thé (mdi quan hé S-
0) va tit d6 cha thé ¢6 nhiing phan Ging (mdi quan hé
O-R), ma khi kich thich ciing c6 thé dan dén nhiing
phén ting (mé&i quan hé S-R). Ung dung mé hinh SOR
trong trudng hop mua hang tryc tuyén, nhém tac gia
cho rang trong qué trinh trdi nghiém mua sim ctia
khach hang, cic gidc quan bi kich thich khi nghe hoac
nhin cdc san phdm dugc trung bay, hodc bi kich thich
bdi nhiing thong tin hdp dan thi sé tao dugc long tin
va sy hai long (S-O), tit d6 dan dén y dinh, hanh vi
mua hodc mua ldp lai (O-R). Ciing c6 thé trong qué
trinh trdi nghiém mua sdm, khi dugc kich thich boi
cac yéu t6 moi truong, khach hang sé c6 ngay nhiing
phéan ting nhu la ¢6 y dinh, hanh vi mua hodc mua
13p lai (S-R). Trong d6, yéu t6 trai nghiém khdach hang
thudc yéu t8 kich thich S dugc ung ho bdi Mostafa
va Kasamani (2021) 2, long tin va sy hai long khach
hang thudc yéu t6 cht thé O dugc ting ho bdi Chang
va cong su (2019)%2, ¥ dinh mua 13p lai tryc tuyén
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thudc yéu t6 phan ung R dugc ung ho bsi Chopdar
va Balakrishnan (2020)%3.

Trén co s6 do6, nhém tdc gid dya vao mé hinh SOR dé¢
deé xudt y tudng cho moé hinh nghién ciiu v6i yéu t6 trdi
nghiém khdch hang dugc xem la yéu to kich thich (S)
tdc dong dén chi thé (O) la yéu t6 long tin va sy hai
long khdch hang, ti d6 dan dén nhitng phdn ting (R) la
¥ dinh mua ldp lai tric tuyén.

Khai niém nghién ctu

Trdi nghiém khdch hang: Lemon va Verhoef (2016) >4
dinh nghia trai nghiém khach hang 13 két qua cua
su tuong tac gitia khach hang véi cic yéu t6 hodc bo
phan ctia t6 chic, ching han nhu sdn phdm, dich vu
hodc nhén vién. Theo Novak va cong sy (2000)2°,
trai nghiém khach hang truc tuyén la trang thai nhan
thic va tinh cdm cta khach hang khi mua sam truc
tuyén. Nhu véy, trai nghiém khéch hang tryc tuyén
13 phan Ging tam ly chit quan clia khach hang 2426,
trai nghiém nay bao gdm nhén thic vé thong tin, tinh
cam la tinh giai tri, tinh xa hoi 1a sy hién dién xa hoi
va cam gidc 1a hdp dan cdc gidc quan. That véy, Bleier
va cong sy (2019)* ciing da chi ra trai nghiém khach
hang tryc tuyén c6 bon thanh phén 13 thong tin, giai
tri, quan hé xa hoi va sy hip dan cdc gidc quan.
Long tin: Long tin dugc Morgan va Hunt (1994
dinh nghia la sy tin ciy va chan thét ctia doi tac hay

)14

su tin tudng vaéi thuong hiéu - 1a sy mong doi ctia
khéch hang & kha nidng dap ting va thuc hién céc loi
htia ctia thuong hiéu. Nghién ctiu cia Martin va cong
s (2015) '? trong linh viic ban 1é tryc tuyén cho ring
long tin dugc thé hién qua su tin cay, khong cé tinh
trang bat trdc xay ra khi trdi nghiém mua sim truc
tuyén, tin tudng rang don vi ban hang thuc hién t6t
nhiing 161 hita. Nhu vy, long tin ctia khach hang khi
trdi nghiém mua sdm truc tuyén dugc hiéu 1a sy tin
tudng vao don vi ban hang tryc tuyén la ding tin, c6
uy tin, giti 161 hta, la sy mong dgi ctia khach hang tin
rdng don vi bdn hang c¢6 kha ning dép tng va thuc
hién dugc céac 16i hua.

Su hai long khdch hang: Su hailong la mot trang théi
cam xuc cta ngudi tiéu dung, nghia 1a phan ting véi
su pha tron ctia nhiéu trai nghiém khdc nhau, la mét
trang thdi tinh cdm ctia ngudi tiéu diing, két qua tui sy
danh gid tong thé vé moi quan hé ctia khach hang va
doanh nghiép '*. Theo Oliver (2015)%7, sy hai long 1a
phén ting cta ngudi tiéu dung déi véi viéc duge dap
ting nhu cau va mong mudn, la sy mong dgi trudc va
sau khi mua dung mét san phdm hodc dich vu. Nhu
vay, c6 thé hiéu sy hai long ctia khach hang la cam
nhén ctia khach hang vé€ mic d¢ dép ting nhiing mong
doi ctia khach hang khi trai nghiém mua dung sin
phém hodc dich vu ctia mét don vi bén 1€ truc tuyén.

Y dinh mua ldp lai truc tuyén: Khalifa va Liu
(2007)?8 dinh nghia y dinh mua lip lai truc tuyén la
viéc st dung lai kénh truc tuyén d€ mua hang ti mot
nhaban lé cu thé. Y dinh mua I3p lai tryc tuyén 1a miic
d06 khéach hang sdn sang mua lai tai mét ctia hang truc
tuyén cu thé sau 1an tiéu dung dau tién tit ctia hang
nay?’. Thém niia, ¥ dinh hanh vi khich hang dugc
Zeithaml va cdng su (1996) 30 do ludng bing viéc mua
13p lai, sdn sang tra phi cao hon, truyén miéng tich cuc
va gidi thiéu cho ngudi tiéu dung khéc. Y dinh mua
sdm tryc tuyén dugc hiéu 1a mic do ma ngudi tiéu
duing san sang mua mot san phdm thong qua mot ctia
hang tryc tuyén3!. Nhu vay, c6 thé hiéu y dinh mua
14p lai tryc tuyén 13 du kién stt dung lai trang thuong
mai dién tu dé tiép tuc mua sam trong tuong lai gan.

Gia thuyét nghién ciu

M@éi quan hé cua trai nghiém khdch hang véi
long tin, su hai long khdch hang va y dinh
mua Iép lai truc tuyén

St dung mo hinh SOR, nghién ctiu ctia Lin va cong su
(2017)3? cho thdy tuong tac hiéu qua sé tao dugc long
tin cia khach hang. Nghién ctiu ctia Tuncer (2021) 33
ciing da stt dung mo hinh SOR chiing minh dugc kha
nang hién thi hip din cta hang héa cing lam ting
dugc long tin ctia khach hang. Trong linh vuc ban
1é tryc tuyén, nghién ctiu ctia Molinillo va cdng su
(2020)3* da chira rdng trai nghiém tinh cdm va trai
nghiém nhan thic cé tdc dong tich cuc dén long tin
vao ung dung mua sim tryc tuyén. Nghién ctu cta
Lugng Van Quéc va Nguyén Thanh Long (2022) * da
cho théy tac dong tich cuc ctia trdi nghiém khach hang
dén long tin, sy hai long khach hang khi mua hang
tryc tuyén tai thi truong ban 1&é ¢ TRHCM. Do do,
gia thuyét sau dugc dé xuat:

Hj: Trdi nghiém khdch hang c6 tdc dong tich cuc dén
long tin ciia khdch hang.

Mot s6 nghién ciu trudc da chi ra ring trai nghiém
khach hang truc tuyén c6 tac dong tich cuc dén sy hai
long ctia khach hang nhu nghién ciu ctia Khalifa va
Liu (2007), Rose va cong su (2012) 128, Nghién ctiu
ctia Tran Van Pat va Tran Thi Thu Huong (2022) 36
cho thdy gia trj trai nghiém c6 tac dong dén khuynh
huéng hanh vi va sy hai long ctia khach hang. Do d6,
gid thuyét sau dugc dé xuit:

Hj: Trdi nghiém khdch hang c6 tdc dong tich cuc dén
sy hai long khdch hang.

Richard (2005) 37 st dung mo hinh SOR d4 chira ring
yéu t6 thong tin va tinh giai tri c6 tac dong tich cuc
dén y dinh tiép tuc mua sim tryc tuyén ctia ngudi tiéu
dung trong linh vuc thuong mai dién t&. Nghién ctiu
ctia Li (2019)® ciing st dung m6 hinh SOR da cho
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théy trai nghiém khdch hang c6 tac dong tich cuc dén
y dinh mua sdm trén mang x4 hoi ctia khach hang.
Nghién ctiu ctia Rose va cong sy (2012), Khalifa va
Liu (2007) '8 @4 chi ra cac bing chling vé méi lién
hé giia trdi nghiém khdach hang truc tuyén, sy hailong
ctia khéch hang tryc tuyén va y dinh mua lip lai truc
tuyén. Do do, gia thuyét sau dugc dé xuit:

Hj: Trdi nghiém khdch hang c6 tdc dong tich cuc dén y
dinh mua ldp lgi truc tuyén.

M@éi quan hé caa Iong tin, su hai long khdch
hang va y dinh mua ldp lai truc tuyén

Trong linh viic ban 1é tryc tuyén, long tin ctia khach
hang lam ting sy hai long khach hang!®. Long tin
tryc tuyén la tién dé€ ctia sy hai long khach hang trong
viéc mua hang tryc tuyén®’, Nghién ciiu cia Nguyén
Manh Tuén va Nguyén Hitu Tri (2016)*° ciing di chi
ra rang long tin cta khéch hang c6 tac dong tich cuc
dén sy hai long khach hang va tit d6 anh huéng dén y
dinh mua lap lai ctia khdch hang trong viéc mua hang
tryc tuyén véi cac mét hang phé bién 1a thiét bi dién
- dién ti, mdt hang thoi trang, my phdm, séch .... Do
do, gia thuyét sau dugc dé xuat:

Hy: Long tin ciia khdch hang c6 tdc dong tich cuc dén
su hai long khdch hang.

Nghién ctiu ctia Zhu va cong su (2020), Lin va cdng
sy (2017)3%4! da stt dung mod hinh SOR dé ching
minh dugc long tin tryc tuyén cé téc dong tich cuc
dén y dinh mua l3p lai tryc tuyén ctia khéch hang. Két
qua nghién ctiu ctia Tuncer (2021)** khi stt dung mo
hinh SOR da cho thdy long tin d6i v6i ngudi ban ¢
tac dong tich cuc dén y dinh mua hang trén mang xa
hoi ctia khach hang. Trong linh viic ban 1é truc tuyén,
ghién ctiu ctia Micu va cong su (2019), Chen va Chou
(2012), Rose va cong sy (2012) 114243 cling da chi ra
long tin tryc tuyén cé tic dong tich cuc dén y dinh
mua ldp lai tryc tuyén. Do d9, gia thuyét sau dugc dé
xudt:

Hs: Long tin cia khdch hang c6 tdc dong tich cuc dén
¥ dinh mua ldp lai tric tuyén.

Nghién ctiu ctia Chopdar va Balakrishnan (2020) 23
da st dung mo hinh SOR d€ do ludng sy hailong vay
dinh hanh vi ctia nguoi tiéu dung doi véi cac ting dung
thuong mai di dong. Trong linh vuc ban 1€ tryc tuyén,
nghién ctiu ctia Lin va Lekhawipat (2014), Khalifa va
Liu (2007), Martin va cong su (2015), Micu va cong
sy (2019) 12284344 43 chi ra sy hai long tryc tuyén clia
khédch hang c6 tac dong tich cuc dén y dinh mua lap
lai tryc tuyén. Nghién ctiu ctia Phan Tén Luc (2021) 45
cho thay su hai long c6 tac dong tich cuc dén y dinh
mua lap lai cing mot ctia hang trén cac trang thuong
mai dién td. Do d6, gid thuyét sau dugc dé xuit:

He: Su hai long khdch hang co tdc dong tich cuc dén y
dinh mua ldp lai tric tuyén
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Vai tro trung gian ctia long tin va su hai long
khdch hang trong méi quan hé tdc déng cia
trdi nghiém khdch hang dén y dinh mua Idp
lai truc tuyén

Nghién ctiu ctia Micu va cng su (2019), Rose va cdng
sy (2012) 11%3 da ching minh dugc long tin khi mua
sdm tryc tuyén 14 trung gian cta trai nghiém khach
hang va y dinh mua ldp lai truc tuyén. Do do, gia
thuyét sau dugc dé xut:

H)_5: Long tin lam trung gian cho tdc dong ciia trdi
nghiém khdch hang dén y dinh mua lgp lai truc tuyén.
Mot s6 nghién ctiu trude da chi ra sy hai long khi mua
sdm tryc tuyén lam trung gian cta trdi nghiém khach
hang va y dinh mua ldp lai tric tuyén nhu nghién ctiu
ctia Bhattacharya va Srivastava (2018), Kumar va Ayo-
deji (2021), Lin va Lekhawipat (2014), Martin va cdng
su (2015), Micu va cong su (2019), Rose va cong su
(2012) 12434446 Do d6, gia thuyét sau dugc dé xuit:
Hy_g: Sy hai long khdch hang lam trung gian cho tdc
dong ctia trdi nghiém khdch hang dén y dinh mua lap
lai truc tuyén.

Trén co s¢ ly thuyét da dugc trinh bay va dya trén téng
quan céc nghién ctiu trudc, mo hinh nghién ctu dugc
dé xuat thé hién & Hinh 1:

PHUONG PHAP NGHIEN CUU
Thang do

Thang do cac khdi niém trong mé hinh nghién ctu ké
thiia ti cac nghién ctiu trude. Két qua phong van tay
doi véi 4 chuyén gia va thao ludn nhém véi 6 khach
hang da tling mua hang truc tuyén, nhém tac gia da
phit trién dugc bo thang do nghién ctiu tit cac thang
do gbc nay. Trong d6, thang do trai nghiém khach
hangla ciu trac bac hai dugc phat trién, diéu chinh tu
thang do g6c ctia Bleier va cong su (2019)* d6i véi viec
trai nghiém khdch hang tryc tuyén gém bdn thanh
phén la trai nghiém thong tin (gém 7 bién quan sat),
trai nghiém giai tri (g6m 7 bi€én quan sat), trai nghiém
quan hé xa hoi (g6m 5 bién quan sat), trai nghiém giac
quan (gom 4 bién quan sat). Thang do long tin va su
hai long khach hang dugc phét trién tit thang do gdc
clia Martin va cong sy (2015) !2 l4n lugt gém 4 bién
quan sat va 7 bién quan sat. Thang do y dinh mua lap
lai truc tuyén gém 4 bién quan sat dugc phét trién ti
thang do géc clia Micu va cong sy (2019)* phit hgp
trong nghién ctiu nay vi cling nghién ctiu trong linh
vuc thuong mai dién ti. Tit ca cdc cau hoi déu dugc
do ludng bang thang do Likert 5 diém tit 1 (Hoan toan
khong dong y) dén 5 (Hoan toan dong y).
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Trai nghiém

Long tin cua
khach hang

Y dinh
mua lip lai

khach hang

Sw hai long
khiach hang

true tuyén

Hinh 1: Mé hinh nghién ctu dé xuat ¢

“Ngudn: Phét trién dya trén téng quan cdc nghién ctiu trudc, 2022

Thu thap dirliéu

Kich thuéc mdu: Kich thudc mau dy kién dugc xéc
dinh theo nguyén tic ctia Hair va cong sy (2019) 47 1a
t6i thiéu phai gip 5 l4an s6 lugng bién quan sat thi két
qué md&i dam bdo tinh chinh xac. Vi s6 bién quan sat
trong nghién ctiu nay 1a 38, ¢& mau téi thi€u can dat
la 190 quan sat.

Phuong phdp chon mau: Nhom tac gid tién hanh
chon mau theo phuong phap thuén tién phi xac suit
v6inhiting khach hang dang sinh s6ng, lam viéc va hoc
tap tai TRHCM da tiing mua hang truc tuyén trén cac
ung dung di dong clia san thuong mai dién t Shopee,
Tiki, Lazada, Sendo bdi vi theo Cuc Thuong Mai Dién
Tt va Kinh Té S6 (2021)*8, t6c do ting trudng clia
thuong mai dién td ban 1é nam 2020 cta Viét Nam
6n dinh 6 mtic 18%, v6i doanh thu bén 1é dat 11,8 ty
USD dan dau lugng truy cap 1a hai nén ting Shopee
va Lazada va hai nén tang Viét Nam la Tiki va Sendo.
Thém vao d6, Hiép hoi Thuong mai dién tti Viét Nam
(2021)*® ciing chi ra ring TRHCM dang dting d4u ca
nudc vé chi s6 giao dich thuong mai dién ti, tiép dén
la Ha No¢i va céc tinh thanh khac nén nhém tac gia
cho rang viéc khao sat d6i voi dia ban tai TPHCM la
phu hop.

Thu thdp dii liéu: Bang céch st dung cau hoi gan loc,
nhiing ngudi dugc chon tham gia khao sat 1a nhiing
ngudi da tling mua hang tryc tuyén hodc chua tiing
lam viéc trong linh vuc ban hang truc tuyén. Bang
khdo sat dugc tao trén google form va tién hanh khao
sat trong ba tudn ti m6i quan hé cd nhan ctia nhém tac
gid. Nhom téc gia da thu dugc 706 quan sat, trong d6

loai bo 134 quan sét do dép vién chua tling mua hang
truc tuyén hodc da tiing lam viéc hay dang lam viéc
trong linh vuc ban hang truc tuyén, con lai 572 quan
sat hgp 1é dugc dua vao phan tich di liéu, véi kich
thudc mau 13 572 quan sat nay dam bao theo nguyén
tic clia Hair va cong sy (2019)%7.

Quy trinh phan tich

Nghién ctiu nay stt dung phan mém SmartPLS 3.3.3
v6i ky thuat PLS-SEM dé kiém dinh mé hinh nghién
ctiu dé xudt va cac gid thuyét nghién ctiu. Theo Hair va
cdng su (2017) 50 58 lugng nghién ctiu stt dung PLS-
SEM dugc cong bé trong vai nam gin day tang 1én rat
nhanh béi vi ky thuit PLS-SEM c6 thé phén tich mo
hinh phtic tap, v6i nhiéu bién tiém 4n dugc do luong
bang nhiéu thong s6 khic nhau cing mét luc. Panh
gid mot mo hinh nghién ciiu bao gom hai phan: (1)
danh gia mo hinh do luong va (2) danh gia moé hinh
cdu tric. Viéc danh gid mo hinh do luong d€ dinh
gia do tin cdy cta thang do: Cac thang do sé dugc
kiém tra tinh don huéng, d6 tin cdy, gid tri hoi tu va
gid tri phan biét. Viéc ddnh gia mo hinh c4u tric bao
gém cac budc: danh gid van dé da cong tuyén, danh
gid muic y nghia va su lién quan ctia cdc méi quan hé
trong md hinh ciu truc, ddnh gid hé s6 xdc dinh R2,
danh gia hé s6 tic dong 20,

K ET QUA NGHIEN CUU

Théng ké mé ta mau nghién ciu

Thong tin miu khao sit dugc trinh bay tai Bang 1.
Nhiing dic diém dat dugc ty 1é cao nhiét theo ting
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Bang 1: M6 ta mau

Tiéu chi

Giéi tinh

Do tubi

S6 tién thudng xuyén chi d€ mua hang truc
tuyén

Miic d¢ thudng xuyén mua hang truc tuyén

Ung dung dé mua hang truc tuyén

Sén phidm thudng mua

Nu

Nam

T 18 dén 20
Tu 21 dén 24
Khéc

Duéi 1 triéu VND /
thang

Ti 1 dén 3 triéu
VND/ thing

Trén 3 triéu VND/
thang

T 1 dén 31an/ thing
Tl 4 dén 814n/ thing
Trén 8 lan / thang
Shopee

Tiki

Lazada

Sendo

Thuc phim

Thiét bi di dong

San phidm khac

Téng

TAn suét xudt hién
(nguoi)

418
154
279
223
70

459

93

20

411
118
43

502
224
196
29

212
164

195

Phén tram
(%)

71,9

Nguon: Két qud nghién ciiu ciia nhém tdc gid, 2022

tiéu chi 1an lugt la: Giéi tinh nii (73,1%), d0 tudi tu
18-20 (48,8%), s6 tién thudng xuyén chi d€ mua hang
tryc tuyén dudi 01 triéu mdi thang (80,2%), mic do
thuodng xuyén mua hang truc tuyén tii 01 dén 03 lan

moi thang (71,9%) va Shopee la ting dung dé mua

hang tryc tuyén nhiéu nhét (87,9%), cic sin phim

thudng mua nhdt la thyc phim (37,1%).

Panh gia thang do

Gid tri ctia hé s6 tai nhan t6, d¢ tin ciy nhét quin ndi

bo, gid tri hoi tu va gid tri phan biét 13 cdc chi s6 quan

trong dé kiém dinh mo hinh do ludng.
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Bang 2: D6 gia tri va tin cay cia cac thang do

Nhan t6 va thang do Hésotai Dotincdy Cronbach Phuong
nhin t6 tdng hop alpha sai trich
(Outer (CR) trung
loading) binh
(AVE)
1A. Trai nghiém thong tin 0,880 0,841 0,514

Bao gom 7 bién quan sat:

INFI1: Toi c6 dugc thong tin rat hitu ich ti viéc mua hang 0,734
tryc tuyén ctia X.

INF2: Toi c6 dugc nhiéu thong tin cin thiét trong qua 0,767
trinh mua hang ctia X.

INF3: Toi nghi rang sé c6 thong tin chinh xdc cia X tii 0,714
cac nhén xét ctia nguoi khéc.

INF4: Toi nghi rang t6i sé c6 du thong tin cén biét ti 0,775
viéc tuong tac voi X.

INF5: Toi nghi ring toi sé ¢ thong tin ding su that ti 0,684
viéc tuong tac v6i nhiing ngudi cing mua khac ctia X.

INF6: Nguoi ban hang ctia X cung cdp nhiéu thong tin 0,681
htiu ich.

INF8: Ngudi ban hang ctia X tu vin phu hgp v6i nhu 0,652
cau cia toi.

1B. Trai nghiém giai tri 0,880 0,842 0,513
Bao gom 7 bién quan sat:

ENT1: Toi thdy vui vé khi mua hang ctia X. 0,731

ENT?2: Toi thich mua hang cta X hon. 0,708

ENT3: Khi mua hang ctia X, t6i bi thu hdt béi nhiéutrdo 0,703
choi hdp dan ma X dua ra.

ENT4: To6i cim thdy dugc thu gidn rdt nhiéu khi mua 0,727
hang cta X.

ENT6: T6i c6 tinh cam t6t v6i X. 0,682
ENT7: T6i khong cang thing khi mua hang cia X viviéc 0,744
mua hang rat dé dang.

ENTS: Toi dugc giai tri rdt nhiéu khi mua hang ciaX. 0,715
1C. Trai nghiém quan hé xa hoi 0,872 0,817 0,578
Bao gom 5 bién quan sat:

SOC1: Tbi c6 thé tao mdi quan hé véi ngudi khac khi 0,698
mua hang cta X.

SOC3: Khi mua hang cta X, t6i dé dang tuong tic véi 0,788
nhiing ngudi cing mua khac.

SOC4: Tuong tac v6i X that dé dang vi X tao nhi€ukénh 0,713
dé tiép xuc.

SOC5: Toéi c6 thé két n6i v6i nhiing nguidi khdc khi mua 0,785
hang ctia X.

SOC6: Trong qué trinh mua hang ctia X, t6i cdm nhan 0,810
dugc cong dong cling quan tdm nhiing diéu giong toi

nghi.

1D. Trai nghiém giac quan 0,882 0,822 0,653
Bao gom 4 bién quan sat:

SEN1: Céc gidc quan cta t6i bi hdp dan khi nhin thdy 0,817
hinh anh ctia cic san phdm ma X trung bay, gidi thiéu.

Continued on next page
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Table 2 continued

SEN2: Cac san phdm ma X bay ban hién thi rdt bit mat. 0,840

SEN3: Sy da dang vé san phdm cta X lam hdp dan cdc 0,831

gidc quan cua toi.

SEN4: Toi cam thdy hip dan bdi cdc san phdm méi ma 0,741

X cung cép.

2. Long tin ctia khdch hang 0,836 0,744 0,561
Bao gom 4 bién quan sat:

TRU1: Mua sdm tu X thi khong c6 bt trac. 0,766

TRU2: X thi dang tin ciy vi X thuc hién day dt ciccam 0,681

két da dugc cong bo trong chinh sach ban hang.

TRU3: Toi c6 thé tin tudng vao X vi X giit 16i hita. 0,761

TRU4: Toi tin tudng vao X vi X luon biét t6i quan tim 0,782

diéu gi.

3. Su hai long khéach hang 0,904 0,876 0,574

Bao gom 7 bién quan sat:

SAT1: Toi hai long véi nhiing trai nghiém ti viéc mua 0,725
hang cua X.

SAT?2: T6i cam thdy hai long tru6c khi mua hang cia X 0,748
(thi du nhu dugc tu vdn, huéng dan tim hiéu san phdm,

chét lugng thong tin vé€ san phdm, so sanh san phdm).

SAT3: Toi cam thdy hai long trong khi mua hang cia X 0,803
(thi du nhu dat hang, tht tuc thanh todn).

SAT4: T6i cam théy hai long sau khi mua hang cia X (thi 0,737
du nhu dich vu hé trg khach hang va cham séc sau ban

hang, xt ly t6t viéc d6i tra hang, hoan tién).

SATS5: Trai nghiém tich cuc trong viéc mua hang cia X 0,758
chinh la nhiing gi toi can.

SAT6: Toi da c6 trai nghiém t6t nhu mong doi trongqua 0,779
trinh mua hang cua X.

SAT?7: Téi hai long véi san phdm nhéan dugc tii viéc mua 0,753

hang ctia X.

4. Y dinh mua l3p lai truc tuyén 0,902 0,855 0,697
Bao gém 4 bién quan sat:

INT1: Toi du dinh sé thuong xuyén mua hang ctia X. 0,817

INT2: Toi du dinh sé ti€p tuc mua hang cta X. 0,843

INT3: C6 thétdi sé mua ldp lai cdc san phdm ctia X trong 0,825
tuong lai gan.

INT4: Du trong ngdn han hay dai han, t6i ciing sé tiép 0,853
tuc mua hang ctia X.

Ghi chii: X la iing dung thuong mai dién tif nhu Shopee, Tiki, Lazada, Sendo.
Nguoén: Két qua nghién citu ciia nhom tdc gid, 2022

2992



Tap chi Phdt trién Khoa hoc va Céng nghé - Kinh té-Ludt va Qudn ly 2022, 6(3):2985-2999

V6i két qua trong Bang 2 cho thdy, cic gid tri CR va
Cronbach’s alpha ctia cic nhén t8 déu cao hon 0,7 nén
c6 thé két luan céc nhan t6 trong moé hinh dat dugc do
tin ciy nhit quén n6i bo °°. Két qua & Bang 2 cling cho
théy tat ca cac bién déu c6 gia tri hoi tu vi gid tri AVE
cao hon 0,5°°. Cac gia tri tjy 1¢ HTMT trong Bang 3
déu nho hon 0,9 chiing to cac bién quan sat c6 gia tri
phan biét>!,

Kiém dinh mé hinh cau truc

Bon van dé can dugc danh gia: hién tugng da cong
tuyén, hé s6 tac dong, hé s6 xdc dinh RZ, hé s6 tac
dong 2 trong viéc kiém dinh mé hinh c4u truc.

Két qua & Bang 5 cho théy, cac gia tri VIF gitia bién
doc lap va bién phu thudc trong mo hinh bién dong
ti 1 dén 1,876 déu nho hon 5 nghia la mo6 hinh khong
c6 hién tugng da cong tuyén >°. Két qua & Bang 4 cho
théy, tit ca cac gia thuyét déu dugc chdp nhan vi tét
ca cac gia tri p nho hon 5%. Theo Cohen (1988) 92
cac gia tri 2 14n lugt 14 0,02; 0,15 va 0,35 dugc xem la
nho, trung binh va 16n. Gié tri R? nim trong khoang
ti 0 dén 1, tri s6 cang cao sé cho thdy mtic 4 du doan
chinh x4c trong mé hinh cang cao. Céc nha nghién
ctu nhét tri v6i nhau rdng cdc gid tri R? = 0,75; 0,50
va 0,25 dugc xem la cao, trung binh va yéu®>»>*, Tuy
nhién, theo Hair va cong su (2017)°, trong linh vyic
ngudi tiéu dung thi gid tri R? = 0,20 dugc xem 14 cao.
Két qua mo hinh nghién ctiu dugc thé hién & Hinh 2
cho thdy, cic gid tri R? 1an lugt 1a 28,7%; 46,7% va
44,6%. Diéu nay cho thdy mtic d6 phu hgp tuong dsi
t6t ctia mo hinh nghién ciu .

THAO LUAN

Két qua nghién ctu cho thdy trong qua trinh trai
nghiém mua sim truc tuyén, khach hang dugc kich
thich thong qua cac trai nghiém lién quan dén thong
tin, gidi tri, quan hé xa hoi va hdp dan cic gidc quan
6 tac dong tich cuc dén long tin va su hai long khach
hang véi hé s6 tac dong 1an lugt 1a 0,535 va 0,323. Két
qué nay da cing c6 khing dinh ctia Jacoby (2002) '
trong mdi quan hé S-O. Két qua nay tuong dong véi
nghién ctiu cta Tuncer (2021), Molinillo va cong sy
(2021), Lin va cong sy (2017), Martin va cong su
(2015), Rose va cong su (2012) 1112323355 pigy nay
cho théy dugc tdm quan trong ctia trai nghiém khach
hang nhu 1a yéu t6 kich thich c6 thé tao ra dugc long
tin va su hai long ctia khach hang khi mua hang truc
tuyén.

Két qua nghién ctu ciing cho théy khi khich hang
c6 long tin va hai long trong qud trinh mua sdm tryc
tuyén thi c6 thé€ ting cuong dugc y dinh mua ldp lai
tryc tuyén ctia khach hang, két qua nay da cung c6
khing dinh cia Jacoby (2002)'° trong méi quan hé

O-R. Cu thé, két qua kiém dinh cho thdy long tin va
su hai long cta khach hang c6 tac dong tich cuc dén
y dinh mua lap lai truc tuyén ctia khach hang véi hé
s6 tac dong lan lugt 1a 0,379 va 0,149. Két qua nay
tuong dong véi nghién ctiu ctia Zhu va cong su (2020),
Micu va cdng su (2019), Lin va cong su (2017), Lin va
Lekhawipat (2014), Khalifa va Liu (2007) 283241:43,44,
Diéu nay cho thdy dugc tdm quan trong cta 1ong tin
va sy hai 1ong khach hang nhu 1a yéu t6 chu thé (O)
6 thé tao ra dugc phan ting (R) ctia khach hanglay
dinh mua lp lai truc tuyén.

Nhtu Jacoby (2002) ' dé cap, khi kich thich ciing cé
thé dan dén nhiing phan ting (mdi quan hé S-R). Thit
vay, két qua kiém dinh da cho théy trai nghiém khach
hang c6 tac dong tich cuc dén y dinh mua ldp lai tryc
tuyén voi hé s6 tic dong 0,252, két qué nay cing ¢
khéng dinh ctia Jacoby (2002) '° trong méi quan hé S-
R. K&t qua nay cling tuong dong véi nghién ctiu ctia Li
(2019), Richard (2005)7*8, Diéu nay cho thiy dugc
tdm quan trong cta trdi nghiém khach hang nhu la
yéu t6 kich thich c6 thé€ tao ra dugc phan tng cta
khéach hang la y dinh mua ldp lai tryc tuyén.

Ngoai ra, két qua nghién ctu cing da chiing minh
dugc nho c6 vai tro trung gian mot phan cua long tin
va sy hai long khach hang ma sy tdc dong tich cuc ctia
trai nghiém khach hang dén y dinh mua lip lai truc
tuyén c6 hé s6 tac dong dugc ting thém 0,287 (Hé s
tac dong tli 0,253 ting lén 0,540).

KET LUAN VA HAM Y QUAN TRI

Két luan va déng goép ctia nghién cuu

Két qua ki€ém dinh da cho thdy, tit ca cdc gid thuyét ma
nhoém tac gia dua ra déu dugc tng hd bédi dit liéu phan
tich. Tl do, nghién ctiu nay dua ra mét vai dong gop
vé mit hoc thuét quan trong cho cac hoc gia nghién
ctiu vé moi quan hé gitia trai nghiém khach hang, long
tin, su hai long khach hang va y dinh mua lap lai truc
tuyén. Dong gép quan trong ctia nghién ctiu nay la
ching nhiing céc yéu t6 trai nghiém khéch hang, long
tin, sy hailong khdch hang c6 tac dong tich cuc va truc
tiép dén y dinh mua lap lai tryc tuyén ma con ching
minh dugc c6 vai tro trung gian mét phéan ctia long
tin va sy hai long khach hang trong mdi quan hé tac
ddng tich cuc va gidn ti€p cta trai nghiém khach hang
dén y dinh mua lap lai truc tuyén.

V& goc do ly thuyét, mac du da c6 nhiéu nghién ctiu
vé y dinh mua lp lai, nhung chua c6 nhiéu nghién
ctiu vé y dinh mua ldp lai truc tuyén ctia khach hang
khi stt dung m6 hinh SOR d€ xem qud trinh mua hang
nhu la mét qua trinh xt 1y cac yéu t6 dau vao la nhiing
yéu t6 kich thich bdi trai nghiém, tii d6 tao dunglong
tin va hai long, dan dén két qué ddu rala y dinh mua
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Bang 3: Gia tri phan biét ciia thang do theo HTMT

1A. 1B. 1C. 1D. 2. 3. 4.
1A. Trdi nghiém thong tin
1B. Trai nghiém giai tri 0,682
1C. Trdi nghiém quan héxa 0,460 0,360
hoi
1D. Trdi nghiém gidc quan 0,570 0,703 0,344
2. Long tin ctia khach hang 0,542 0,589 0,319 0,479
3. Su hai long khach hang 0,493 0,603 0,350 0,535 0,762
4. Y dinh mua lp lai tric 0,459 0,673 0,223 0,487 0,704 0,609
tuyén
Nguoén: Két qud nghién citu ciia nhom tdc gid, 2022
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Hinh 2: K&t qua mo6 hinh nghién ctu?

“Nguén: Két qua nghién ctiu ciia nhém tac gia, 2022

ldp lai truc tuyén. Do véy, nghién ctiu nay da dong
gop trong viéc danh gid dugc méi quan hé cua trai
nghiém khach hang, long tin, su hai long khach hang
vay dinh mua l4p lai tryc tuyén. Ngoai ra, nghién ctiu
ciing cho thdy c6 vai tro trung gian ctia long tin va
su hai long khach hang trong méi quan hé tic dong
ctia trai nghiém khdch hang dén y dinh mua lip lai
tryc tuyén. Ve géc d¢ thuc tién, nghién ctiu cing gop
phén giup cho cic don vi ban 1é tryc tuyén hiéu r6
hon vé vai tro ctia viéc tao ra trai nghiém tich cyc cho
khéch hang d€lam ting y dinh mua l3p lai tryc tuyén.
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Céc don vi ban 1€ truc tuyén cin ddy manh viéc trai
nghiém tich cyc cho khach hang, tao long tin va hai
long cho khach hang dé tang cudng y dinh mua lap lai
truc tuyén ctia khach hang.

Ham y quan tri

Két qua nghién ctu da cho thdy y dinh mua lip lai
truc tuyén bi tac dong truc tiép va tich cuc boi cac
yéu t6 trai nghiém khach hang, long tin va sy hai long
khach hang véi hé s6 tac dong lan lugt la 0,253; 0,379;
0,149. Dong thoi, long tin va sy hai long khach hang
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Bang 4: K&t qua kiém dinh gia thuyét nghién citu trong mé hinh

Gia thuyét Hé s6 Gid tri
tac dong p
(Chua xem
xét vai tro
cia  cdc
bién trung
gian)
H1: Trai nghiém khach hang 0,535 0,0%
-> Long tin ctia khach hang
H2: Trai nghiém khach hang 0,323 0,0%
-> Sy hai long khach hang
H3: Trai nghiém khach hang 0,253 0,0%
-> Y dinh mua 13p lai tryc
tuyén
H4: Long tin ctia khiach hang 0,453 0,0%
-> Sy hai long khach hang
H5: Long tin cia khiach hang 0,379 0,0%
-> Y dinh mua lp lai tryc
tuyén
H6: Sy hai long khach hang 0,149 0,2%
-> Y dinh mua lip lai tryc
tuyén
H1-5: Trai nghiém khich 0,203 0,0%
hang
-> Long tin ctia khach hang
-> Y dinh mua lp lai tryc
tuyén
H2-6: Trai nghiém khich 0,048 0,6%
hang
-> Su hai long khéach hang

-> Y dinh mua lp lai tryc
tuyén

Két luan Hé s6 Gid tri p Két Chénh
tac dong luan léch hé
téng hop s6  tac
(Khi xem dong
xét  vai
tro  cua
cac  bién
trung
gian)

Chép 0,535 0,0% Chiép 0

nhan nhan

Chap 0,566 0,0% Chép +0,243

nhan nhan

Chép 0,540 0,0% Chép +0,287

nhan nhan

Chép 0,453 0,0% Chép 0

nhan nhan

Chép 0,447 0,0% Chép +0,068

nhan nhan

Chép 0,149 0,2% Chép 0

nhéan nhin

Chép n/a n/a n/a n/a

nhan

Chép n/a n/a n/a n/a

nhan

Nguon: Két qud nghién ciiu ciia nhém tdc gid, 2022

thé hién dugc vai trd trung gian vi da gitp cho hé
s6 tdc dong cla trai nghiém khach hang dén y dinh
mua ldp lai tryc tuyén ting thém 0,287. Do do, dua
vao hé s6 tac dong va trong s6 tai nhan td ctia cc
bién quan sit clia trai nghiém khach hang, long tin
va sy hai long khach hang, moét s6 ham y quan tri sau
dugc dé xudt cho cic don vi ban 1é tryc tuyén trong
viéc muén gia ting ¥ dinh mua l3p lai tryc tuyén cta

khéach hang bang cach uu tién ting cudng long tin

ctia khach hang, ting cudng trai nghiém tich cuc cho
khach hang va cudi cing la ting cudng su hai long
ctia khach hang. Cuy thé: (1) D¢ ting cudng long tin
ctia khdch hang cAn ddm bao ring khong cé tinh trang
bt tric gi xdy ra khi mua hang truc tuyén, don vi ban
hang phai dang tin cdy va thuc hién ddy du cac cam
két da dugc cong bo trong chinh sach ban hang. (2)
DE ting cuong trdi nghiém tich cic cho khdch hang thi
cén phai tang cudng trai nghiém giai tr{ cho khach
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Bang 5: Két qua danh gia hé sé tac dong f> va da cong tuyén

Gia thuyét

HI: Trai nghiém khach hang -> Long tin ctia khdch hang
H2: Trai nghiém khach hang -> Su hai long khach hang

H3: Trai nghiém khach hang -> Y dinh mua lip lai truc
tuyén

H4: Long tin clia khach hang -> Sy hai long khéch hang

H5: Long tin ctia khach hang -> Y dinh mua l3p lai truc

tuyén

Hé: Su hailong khach hang -> Y dinh mua l3p lai truc tuyén

2 Miic do VIF ba  cong
tac dong tuyén

0,402 Lén 1,000 Khong

0,140 Nho 1,402 Khong

0,072 Nho 1,598 Khong

0,275 Trung 1,402 Khong
binh

0,145 Nho 1,788 Khong

0,021 Nho 1,876 Khong

Nguon: Két qud nghién ciiu ciia nhém tdc gid, 2022

hang khi mua sdm tryc tuyén, ting cudng trai nghiém
thong tin, tang cudng kich thich cdc gidc quan ctia
khéch hang, ting cuong trai nghiém quan hé xa hoi
cho khach hang. Cu thé, ting cudng trdi nghiém giai
tri bing céch tao su giai tri hdp dan, vui vé, thich thu,
thu gian cho khach hang trong qua trinh mua hang.
Tang cudng trai nghiém thong tin bang cach cung cép
ddy du thong tin cin thiét va thong tin phai hiu ich,
chinh xac, phtt hgp v6i nhu cau cia khach hang. Téng
cudng hép dan cic gidc quan ctia khach hang béng
viéc gidi thiéu, trung bay bt mat cdc san phdm. Tiang
cudng quan hé xa hoi cho khéch hang béng céch tao
kénh cong dong mua sdm truc tuyén d€ khich hang
dé dang tuong tic véi cac khach hang khéc, dé khiach
hang dé dang két ndi, tuong tac hodc tao mdi quan hé
v6i nhiing ngudi cling mua khéc; cing nhu tao nhiéu
kénh tiép xuc cho khich hang tuong tic dé dang véi
don vi ban. (3) D€ tiang cudng su hai long ciia khdch
hang can tao dugc su hai long nhu mong dgi trong
sudt qua trinh trdi nghiém mua sdm truc tuyén cua
khéch hang bing cach lam cho khéch hang hai long
trudc, trong va sau khi mua hang truc tuyén nhu dugc
tu van, hudng dan tim hiéu san phim, dugc cung
cdp thong tin c6 chit lugng vé san phdm, so sinh san
phém, dit hang dé dang, tht tuc thanh toan don gian,
dich vy hé trg va cham sdc tdt sau ban, xu ly t6t viéc
d6i tra hang, hoan tién.

Han ché va huéng nghién cuu tiép theo

Thit nhdt, cdc san phdm ma khach hang thuéng mua
sdm tryc tuyén trong nghién ctiu nay la thyc phim,
thiét bi di dong nhu dién thoai, may tinh bang, laptop,
phu kién s6, linh kién va mét s6 san phdm khéc. Do
d6, nghién ctiu tiép theo c6 thé thuc hién v6i mot loai
san phdm cu thé. Thit hai, nghién ctGu nay chi thuc
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hién tai TRHCM, cdc nghién ctiu tiép theo c6 thé thuc
hién khao sat & nhiéu khu vic, qudc gia khéc nhau dé

két qua nghién ctu c6 tinh phé quat hon./.

DANH MUC TU VIET TAT

AVE: Avarage Variance Extract (Phuong sai trich
trung binh)

CR: Composite reliability (D¢ tin ciy téng hop)
HTMT: Heterotrait - Monotrait ratio: 14 mot phuong
phép dugc dung d€kiém dinh gid tri phan biét ctia cac
bién trong moé hinh dya vao ma tran da khai niém -
da phuong phap (Multitrait -Multimethod Matrix).
PLS-SEM: Partial Least Square - Structural Equation
Modeling (Binh phuong t6i thi€u tiing phan - Phuong
trinh cu trac tuyén tinh)

SOR: Stimulus - Organism - Response (Kich thich -
Chu thé - Phan ting)

TP.HCM: Thanh phé H6 Chi Minh

VIF: Variance Inflation Factor (Hé s6 phdng dai
phuong sai)

XUNG POT LO1 iCH

Nhoém tac gia xin cam doan rang khong c6 bat ki xung
dot lgi ich nao trong viéc cong b bai béo.

DPONG GOP CUA CACTACGIA
Céc tac gid c6 déng gop bang nhau d6i véi toan bo nodi
dung bai bao.
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The impact of customer experience on online repurchase
intention: The mediating role of trust and customer satisfaction

Luong Van Quoc”, Nguyen Van Hien, Nguyen Thanh Long

ABSTRACT
Online repurchase intention has recently been noticed by researchers and practitioners alike. Re-
" searchers and practitioners alike have expressed a particular interest in customer experience be-
Use your smartphone to scan this cause providing customers with unique and positive experiences is the current goal of businesses.
QR code and download this article They also agree on the importance of customer experience in creating customer satisfaction, trust

and online repurchase intention. Therefore, this study investigates online repurchase intention in
assessing the direct and indirect impact of customer experience to the online repurchase intention
in the retail market in Ho Chi Minh city when considering the mediating role of trust and customer
satisfaction. Structural equation modeling (PLS-SEM) was used with a survey sample of 572 obser-
vations to test the research hypotheses. The research results have confirmed the direct and positive
impact of customer experience, trust and customer satisfaction on online repurchase intention. In
addition, customer experience has an indirect and positive impact on online repurchase intention
through trust and customer satisfaction. In practice, online retailer should enhance optimal expe-
rience customer, trust and customer satisfaction to increase online repurchase intention.
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	Khái niệm nghiên cứu
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	Mối quan hệ của lòng tin, sự hài lòng khách hàng và ý định mua lặp lại trực tuyến
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