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LOI CAM POAN
Téi xin cam doan riang dé an tot nghiép thac si v6i dé tai: “Anh hwéng ciaa danh
tiéng thwong hi¢u va niém tin thwong hiéu san thwong mai dién tir dén y dinh mua
hang va giai phap cho Céng ty Binh Thuin Ford” la cdng trinh nghién ctru doc lap

do chinh t6i thyc hién dudi sy huéng dan khoa hoc cia TS. Té Binh Minh.

Cac s liéu, thong tin va tai liéu sir dung trong dé an déu c6 ngudn gbc rd rang,
duoc thu thap tir két qua khao st khach hang thuc té, hoic trich dan tir cac ngudn hoc

thuat, bao céo chuyén nganh di dugc cong b theo diing quy dinh vé trich dan khoa hoc.
T6i cam két rang:

« Noi dung dé &n nay khong sao chép tir bt ky cng trinh nghién cttu nao khéc

ma khéng ghi ré ngudn gdc.

« Moi phan tich, danh gia va dé& xuét giai phap duoc trinh bay dua trén két qua

nghién ctu thuc té.

« Cac két qua nghién ciu trong dé an 1a trung thuc va chua timg duoc cong bd

trong bat ky céng trinh nghién ctru nao khac dé nhan hoc vi tuong duong.

T6i xin hoan toan chiu trdch nhiém truéc phép luat va cac quy dinh cta Nha

truong vé tinh trung thuc, chinh xac ciia toan bo noi dung dé an nay.

Lam Pong, ngdy thdng  niam 2026

Nguoi thuc hién Pé an

Nguyén Thi Bich Ngoc



LOI CAM ON
Trong sudt qué trinh hoc tap, nghién ctru va hoan thanh Dé an tét nghiép Thac si
V6i d@é tai: “Anh hwéng cia danh tiéng thwong hiéu va niém tin thwong hiéu san
thwong mai dién tir dén y dinh mua hang va giai phap cho Céng ty Binh Thuin

Ford”, t6i d3 nhan duogc rat nhiéu sy hd trg quy bau tir cac to chac va c& nhan.

Dic biét, toi xin bay to 10ng biét on sau sic va chan thanh nhat dén Giang vién
huéng dan: TS. T Binh Minh di danh réat nhiéu thoi gian, tam huyét, tan tinh chi dan
va dua ra nhitng gop y chuyén mén sau sic, dinh huéng khoa hoc gitip t6i vuot qua
nhitng kho khan trong sudt qué trinh trién khai nghién ctiu, phan tich dir liéu dé hoan

thién dé 4n nay mét cach tbt nhat.

T6i cling xin trdn trong cam on Ban Giam hiéu, Phong Quan ly dao tao va Quy
Thay/Cé trudng Pai hoc Phan Thiét da tao diéu kién thuan loi va truyén dat cho tdi vo

van kién thirc, kinh nghiém quy bau trong suét thoi gian toi theo hoc tai truong.

Xin chan thanh cam on Ban Lanh dao cling tap thé anh/chi dong nghiép tai Cong
ty Binh Thuan Ford da nhiét tinh hd tro, cung cap thng tin va tao moi diéu kién thuan
loi dé toi trién khai khao sat thuc té, thu thap céac dit liéu quan trong phuc vu cho bai
nghién cuu.

Cubi ciing, tdi xin giri 1oi tri 4n dén gia dinh va ban bé - nhitg ngudi da luén bén
canh c6 vii, dong vién va hd tro tdi trong subt khoa hoc ciing nhu giai doan thuc hién dé

an tot nghiép.

Mic du di rat nd luc, nhung dé an kho tranh khoi nhitng thiéu sét nhat dinh do
han ché vé kién thtc va kinh nghiém thyc tién. T6i rat kinh mong nhan duoc nhing y

Kién dong gop tir Quy Thay/C6 va cac nha chuyén mén dé dé an duoc hoan thién hon.

Tran trong cam on!



TOM TAT
Tén dé tai: Anh hirong cua danh tiéng thiong hiéu va niém tin thuwong hiéu san

thwong mai dién tir dén ¥ dinh mua hang va gidi phap cho Cong ty Binh Thugn Ford.

Néi dung: Dé an nghién ctru anh huéng cua danh tiéng thuong hiéu va niém tin
thuong hiéu san thuong mai dién tir dén y dinh mua phu ting, phu kién 6 to truc tuyén
cua khach hang tai Cong ty Binh Thuan Ford. Trong béi canh thuong mai dién tr ngay
cang phat trién, viéc nhan dién cac yéu to tac dong dén y dinh mua hang truc tuyén co y
nghia quan trong d6i véi doanh nghiép kinh doanh 6 to, dic biét dbi vai nhdm san pham
cd tinh k¥ thuat cao nhu phu ting, phu kién 6 td. Bén canh hai yéu té trong tam la danh
tiéng thuong hiéu va niém tin thuong hiéu san thuong mai dién tir, dé 4n xem xét thém
c4c yéu t6 lién quan dén trai nghiém mua hang truc tuyén, gom chat lugng théng tin san

pham, chét lwgng dich vu truc tuyén va gia ca cam nhan.

Nghién ctu sir dung két hop phuong phap dinh tinh va dinh luong. Phuong phap
dinh tinh duoc thyc hién théng qua tong hop co sa Iy thuyét, ké thira cac thang do tir céc
nghién ctru truéc va hiéu chinh cho phl hop véi béi canh Cong ty Binh Thuan Ford.
Phuong phap dinh lugng dugc thuc hién thong qua khao sat 196 khach hang da tung
mua, dang ¢6 nhu cau mua hoic quan tdm dén viéc mua phu ting, phu kién 6 td truc
tuyén tai Cong ty. Dir liéu khao sat dugc xtr Iy bang phan mém SPSS théng qua cac ky
thuat théng ké mé ta, kiém dinh do tin cay Cronbach’s Alpha, phan tich nhan t6 kham
pha EFA, phan tich trong quan Pearson va hoi quy tuyén tinh da bién.

Két qua nghién ctu cho thay ca nam yéu t trong mé hinh déu cé tac dong cling
chiéu dén y dinh mua hang caa khach hang tai Cong ty Binh Thu4n Ford. Trong d6, chit
lugng dich vu truc tuyén 12 yéu té c6 anh huong manh nhat, tiép theo 1a danh tiéng
thuong hiéu, gia ca cam nhan, chat luong thdng tin san pham va niém tin thwong hiéu
san thuong mai dién tir. Két qua nay cho thay ¥ dinh mua phu ting, phu kién 6 td truc

tuyén khong chi phu thudc vao uy tin thuong hiéu va niém tin ddi voi kénh giao dich,



ma con chiu anh huéng dang ké bai chat lugng tu van, mic d6 day du cua thong tin san

pham va cam nhan cta khach hang vé gia tri san pham chinh hang.

Trén co so két qua nghién ciru, dé an dé xuat céc giai phap nhim nang cao ¥ dinh
mua hang truc tuyén caa khach hang tai Coéng ty Binh Thuén Ford, tap trung vao c4c noi
dung: nang cao chat lugng dich vu tryc tuyén, cang cb danh tiéng thuong hiéu trén san
thuong mai dién tir, ndng cao cam nhan cua khach hang vé gia tri va gia ca san pham,
chuan héa thong tin san phiam, déng thoi gia tang niém tin cua khach hang dbi voi kénh
ban hang truc tuyén. Céc giai phap nay gop phan hd trg Céng ty Binh Thuan Ford phét
trién hiéu qua hoat dong kinh doanh phu ting, phu kién 6 t6 tryc tuyén trong bdi canh

chuyén d6i so.

Tir khoa: Danh tiéng thuong hiéu, niém tin thwong hiéu san thuong mai dién ti,

y dinh mua hang, phu tung 6 t6, Binh Thuan Ford.



ABSTRACT

Title: The Influence of Brand Reputation and Trust in E-Commerce Platform

Brand on Purchase Intention and Solutions for Binh Thuan Ford Company.

Content: This graduation project investigates the influence of brand reputation
and trust in e-commerce platform brand on customers’ online purchase intention toward
automobile spare parts and accessories at Binh Thuan Ford Company. In the context of
the rapid development of e-commerce, identifying the factors affecting online purchase
intention is important for automotive businesses, especially for technically specific
products such as automobile spare parts and accessories. In addition to the two central
factors, namely brand reputation and trust in e-commerce platform brand, the study also
examines other online shopping experience-related factors, including product

information quality, online service quality, and perceived price.

The study adopts a combination of qualitative and quantitative research methods.
The qualitative method is employed to synthesize the theoretical foundation, inherit
measurement scales from previous studies, and adjust them to fit the context of Binh
Thuan Ford Company. The quantitative method is conducted through a survey of 196
customers who have purchased, intend to purchase, or are interested in purchasing
automobile spare parts and accessories online from the Company. The survey data are
processed using SPSS with analytical techniques including descriptive statistics,
Cronbach’s Alpha reliability testing, exploratory factor analysis (EFA), Pearson

correlation analysis, and multiple linear regression.

The research results show that all five factors in the model have positive effects
on customers’ purchase intention at Binh Thuan Ford Company. Among them, online
service quality has the strongest influence, followed by brand reputation, perceived price,
product information quality, and trust in e-commerce platform brand. These findings

indicate that online purchase intention toward automobile spare parts and accessories

Vi



depends not only on brand reputation and trust in the online transaction channel, but also
significantly on consulting quality, the completeness of product information, and

customers’ perceived value of genuine products.

Based on the research findings, the project proposes several solutions to enhance
customers’ online purchase intention at Binh Thuan Ford Company. These solutions
focus on improving online service quality, strengthening brand reputation on e-
commerce platforms, enhancing customers’ perceived value and price fairness,
standardizing product information, and increasing customers’ trust in the online sales
channel. These solutions are expected to support Binh Thuan Ford Company in
developing its online business of automobile spare parts and accessories more effectively

in the context of digital transformation.

Keywords: Brand reputation, trust in e-commerce platform brand, purchase

intention, automobile spare parts, Binh Thuan Ford.
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PHAN MO DAU

1. Ly do chon dé tai

Sy phat trién nhanh cua céng nghé sé da khién thuong mai dién tar trg nén pho
bién hon, dong thoi thay doi cach khach hang tim kiém thdng tin, lva chon san pham va
dua ra quyét dinh mua hang. Khach hang hién nay khéng chi mua hang theo phuong
thire truyén théng ma con cé xu huéng tim kiém thdng tin, so sanh gia, tham khao danh
gia, lra chon nha ban va thuc hién giao dich théng qua cac nén tang truc tuyén. Trong
moi truong nay, y dinh mua hang cua khach hang chiu anh huéng boi nhiéu yéu td, trong
d6 danh tiéng thuong hiéu va niém tin d6i v6i thuong hiéu san thuong mai dién tur giir
vai trd dic biét quan trong. Theo Pavlou (2003), niém tin 1a mot yéu té quan trong anh
huong dén y dinh giao dich truc tuyén, bai khach hang thuong phai ra quyét dinh trong
diéu kien khéng thé truc tiép kiém tra san pham hoic tiép xuc truc tiép voi ngudi bén.
Tuong ty, Gefen, Karahanna va Straub (2003) cho rang niém tin vao nha cung cap truc
tuyén co tac dong dang ké dén y dinh mua hang trong méi truong thuong mai dién t.
Bén canh d6, Dodds, Monroe va Grewal (1991) nhan manh rang thuong hiéu va thong
tin vé noi ban 1a cac tin hiéu thi truong quan trong, c6 thé anh huong dén danh gia san
pham, gia tri cam nhan va y dinh mua caa khach hang. Nhirng nghién ciru nay cho thay
trong giao dich truc tuyén, khach hang khong chi quan tdm dén san pham ma con dya
vao uy tin thuong hiéu va mirc do tin cay cua kénh giao dich dé dwa ra quyét dinh mua

hang.

Déi véi nhém san pham phu tung, phu kién 6 t6, vai tro cua danh tiéng thuong
hiéu va niém tin thvong hiéu san thuong mai dién tir cang tré nén rd rét. Pay 13 nhom
san pham co dac thi k§ thuat cao, doi hoi su chinh xac vé ma san pham, kha ning twong
thich véi timng dong xe, ngudn gbc xuat xi, chat lwong va chinh séch bao hanh. Khi mua
truc tuyén, khach hang thudng cé tdm ly than trong do lo ngai hang gia, hang khdng

chinh hang, thong tin san pham khong day du, mua sai san pham hoic kho duoc hd tro



khi phat sinh vin d&. Do dé, mét doanh nghiép c6 danh tiéng thwong hiéu tt va kénh
ban hang truc tuyén dang tin cy sé& cd nhiéu loi thé hon trong viéc giam rai ro cam nhan

va thuc ddy y dinh mua hang cua khach hang.

Tai Viét Nam, cac nghién ctru vé hanh vi mua sam truc tuyén ciing cho thay niém
tin, bao mat, su tién loi, gia ca, nhan thuc hiru ich va chat luong nén tang 1a nhitng yéu
t6 ¢4 anh hudng dén y dinh mua hang. V6 Thi Tra My, D6 Tuan Anh va Pam Tri Cuong
(2021) chi ra rang bao mat, sy tién lgi va niém tin anh huong tich cuc dén ¥ dinh mua
sam truc tuyén trén san thuong mai dién ti. Riéng trong linh vuc & t6, Nguyén Ngoc
Hién (2017) cho thay danh tiéng doanh nghiép va niém tin cé vai trd quan trong ddi véi

y dinh mua hang cua khach hang.

Cong ty Binh Thuan Ford 1a dai ly chinh thirc caa Ford tai tinh Binh Thuan, hoat
dong trong cac linh vuc kinh doanh xe 6 t6, dich vu bao dudng — sira chita va cung cap
phu ting, phu kién chinh hang. Véi loi thé vé thuong hiéu chinh hdng, ngudn gbc san
pham r6 rang, hé théng dich vu hau mai va tép khach hang truyén thong, Cong ty cé nén
tang thuan loi dé phat trién hoat dong kinh doanh phu tung, phu kién trén kénh truc
tuyén. Theo dir liéu duoc trich xuét tir hé thong quan 1y don hang cua Cong ty Binh
Thuan Ford trong giai doan tir ngay 04/09/2025 dén ngay 13/06/2026, hoat dong ban phu
ting, phu kién qua cac kénh truc tuyén ghi nhan 209 don hang, véi tong gia tri tién hang
dat 103.649.156 dong va so tién thuc thu 1a 77.699.834 ddng. Chénh léch 25.949.322
dong gitra tong gia tri tién hang va so tién thuc thu chi yéu phét sinh tir phi san
18.657.524 ddng, hoa hong thuong mai dién tir 5.144.837 dong va cac khoan khau trir,
diéu chinh khéac trong qua trinh d6i soat giao dich. Phan chénh Iéch con lai 2.146.961
d6ng can dugc dbi chiéu véi béo cao chi tiét cua ting kénh dé xac dinh chinh xac, c6 thé
bao gom cac khoan hd tro van chuyén, ma giam gid, phi thanh toan hoic diéu chinh don
hang. Két qua nay cho thiay Cong ty da budc dau tiép can thuong mai dién tar nhung quy

mé con nho, mic déng gop vao doanh thu con han ché va chua tuong xing véi tiém



nang tr thwong hiéu chinh hang ciing nhu tép khach hang hién hitu. Bén canh do, hoat
dong kinh doanh tryc tuyén caa Binh Thuan Ford van con mét sé han ché nhu danh muc
san pham chua duoc phan loai rd rang, thong tin san pham va huéng dan twong thich
chua day du, danh gia gian hang va murc do twong tac con han ché, quy trinh quan 1y don
hang va dit liéu khach hang con mang tinh thu cdng. Nhitng han ché nay c6 thé lam giam
niém tin cua khach hang déi véi kénh ban hang truc tuyén, déng thoi khién loi thé danh
tiéng thuong hiéu cua Binh Thuan Ford chua duoc chuyén hoa day du thanh y dinh mua

hang.

Tir goc do quan tri, van dé dat ra d6i véi Binh Thuan Ford khdng chi 1a mé rong
su hién dién trén cac nén tang thuong mai dién tir, ma quan trong hon 1a xac dinh muc
d6 anh huong cua danh tiéng thwong hiéu va niém tin cua khach hang di véi kénh ban
hang truc tuyén cua Binh Thuan Ford. Trén co so d6, Cong ty co thé xay dung cac giai
phap phl hop nham cung cé uy tin thuong hiéu, gia ting niém tin giao dich, nang cao
hiéu qua ban hang truc tuyén va phat trién doanh thu tir nhém san pham phu ting, phu
Kién 0 to.

Xuat phat tir nhitng ly do trén, tac gia lya chon dé tai “Anh hwéng cia danh
tiéng thwong hi¢u va niém tin thwong hiéu san thwong mai dién tir dén y dinh mua
hang va giai phap cho Cong ty Binh Thuan Ford” lam Dé an tét nghiép. Két qua
nghién cttu ky vong gop phan 1am rd vai trd cua danh tiéng thwong hiéu va niém tin
thuong hiéu san thuong mai dién tir ddi véi y dinh mua hang trong béi canh kinh doanh
phu ting, phu kién 6 td truc tuyén; dong thoi cung cap co so thuc tién dé dé xuat giai
phép gilp Cong ty Binh Thuan Ford phat trién kénh thuong mai dién tr hiéu qua hon

trong thoi gian toi.



2. Tong quan tinh hinh nghién ctru cia dé tai
2.1 Thuc trang nghién ctru trén thé giéi

Céc nghién ctru qudc té vé y dinh mua hang truc tuyén chii yéu tap trung vao ba
nhom yéu td: niém tin va rui ro cam nhan; chat luong dich vu tryc tuyén; va cac tin hiéu
vé gia ca, thuong hiéu va noi ban.

Di voi nhém yéu td niém tin va rui ro, Pavlou (2003) tich hop niém tin va rui ro
cam nhan vao mé hinh chp nhan cong nghé dé giai thich hanh vi giao dich thwong mai
dién tir. Két qua cho thiy niém tin lam gia tang ¥ dinh giao dich, trong khi rai ro cam
nhan 1am giam muc do san sang mua hang cta khach hang. Tuong dong véi két qua nay,
Gefen, Karahanna va Straub (2003) khang dinh y dinh mua hang truc tuyén khong chi
phu thudc vao nhan thic vé tinh hitu ich va tinh dé sir dung cua hé théng ma con chiu
anh hudng dang ké tir niém tin ddi v6i nha cung cap truc tuyén. Nhin chung, hai nghién
ctru déu cho thay niém tin co vai tro giam sy bat dinh va thiic ddy khach hang thuc hién
giao dich trong méi trudng thiéu tiép xuc truc tiép. Tuy nhién, Pavlou (2003) nhan manh
mbi quan h¢ gitra niém tin va rai ro cam nhén, trong khi Gefen va cong su (2003) tap
trung 1am rd vai trd bo sung ctia niém tin trong md hinh TAM.

Bén canh niém tin, chét luong dich vu tryc tuyén 13 mot huéng nghién ctru quan
trong. Parasuraman, Zeithaml va Malhotra (2005) phét trién thang do E-S-QUAL dé
danh gia chat luong dich vu dién tir thong qua cac thanh phan nhu hiéu qua, thuc hién
cam két, tinh sin c6 cia hé théng va bao mat. Déng thot, thang do E-RecS-QUAL duoc
str dung dé danh gia kha ning phuc hoi dich vu khi phat sinh su cb. Két qua cho thiy
chét luong dich vy truc tuyén 12 mot khai niém da chiéu, phan dnh kha nang cua website
hoac kénh truc tuyén trong viéc hd trg khach hang hoan thanh giao dich thuan tién, an
toan va dung cam két. So véi cac nghién ctru tip trung vao nhan thirc va niém tin, nghién
clru ndy mé rong cach tiép can sang chat lvong van hanh va kha ning hd tro khach hang

trong toan bg qua trinh giao dich.



O gbc do tin hiéu thi truong, Dodds, Monroe va Grewal (1991) cho thiy gi4 ban,
tén thuong hi¢u va hinh anh noi ban déu anh huong dén nhan thtc vé chat luong, gia tri
cam nhén va ¥ dinh mua hang. Gia cao c6 thé lam ting cam nhan vé chét luong nhung
d6ng thoi 1am giam gia tri cam nhan néu khach hang cho rang chi phi khong twong xtng
v6i loi ich nhan dugc. Trong khi d6, danh tiéng thuong hi€u va hinh anh tich cuc ctia noi
ban c6 thé cung cb danh gia cua khach hang vé chit luong va lam gia ting y dinh mua.
Két qua nay bo sung cho cac nghién ctru vé niém tin va chét luong dich vu khi cho thay
khach hang con dya vao cac tin hiéu bén ngoai dé danh gia san pham trong diéu kién
thong tin chua day di.

Tong hop cac nghién ciru qudc té cho thy y dinh mua hang tryc tuyén duoc hinh
thanh tur su két hop gilra niém tin d6i véi nguoi ban, mire do rii ro cdm nhén, chét luong
dich vu, gia ca cam nhan va cac tin hiéu vé thuong hiéu. Tuy nhién, cac nghién ctru chu
yéu dugc thuc hién trong bdi canh thwong mai dién tir néi chung, chua tap trung vao
nhém san phim c6 yéu cau cao vé thong tin k§ thuat, kha ning twong thich, ngudn goc
va dich vu sau ban nhu phu tung, phu kién 6 t0.

2.2 Thuc trang nghién ciru & Viét Nam

Tai Viét Nam, cac nghién ciru vé y dinh mua hang truc tuyén ciing tiép can theo

nhiéu hudng, trong d6 ndi bat 1a cac yéu tb thudc Iy thuyét hanh vi, niém tin d6i v6i nén

tang, rui ro cam nhan, trai nghiém st dung va chat lugng cua kénh giao dich.

Dua trén 1y thuyét hanh vi c6 ké hoach, Ha Ngoc Thing va Nguyén Thanh Do
(2016) xem xét dong thoi thai do, chuan muc cha quan, nhan thic kiém soat hanh vi va
rti ro cam nhan. Két qua khao sat 423 nguoi cho thiy thai do tich cuc va kha ning kiém
so4t hanh vi lam gia tang ¥ dinh mua sam tryc tuyén, trong khi nhiing lo ngai vé rui ro
giao dich 1am suy giam ¥ dinh nay. Két qua nghién ctru cho thdy bén canh nhan thirc va
thai do, kha nang han ché rui ro 1a diéu kién quan trong dé thiic déy khéach hang tham gia

mua sam tryc tuyén.



O cip do nén tang cu thé, V5 Thi Tra My va cong su (2021) phan tich ¥ dinh mua
sim cta nguoi tiéu dung Thanh phd HO Chi Minh trén san thuong mai dién tir Tiki dwa
trén 301 phiéu khao sat hop 1&. Nghién ctru xem xét cac yéu to gdm niém tin ddi véi nén
tang, sy thuan tién, bao mat thong tin, rii ro cam nhan va dong co mua hang. Két qua
cho thiy ¥ dinh mua sim duoc cung ¢ khi khach hang cam nhan nén tang an toan, thuin
tién va dang tin cdy. So v6i nghién ctru cia Ha Ngoc Thing va Nguyén Thanh D6 (2016),
nghién ctru nay tap trung rd hon vao cac thudc tinh ctia nén tang giao dich thay vi chi

xem xét nhan thirc va kha nang kiém soat hanh vi ciia nguoi tiéu dung.

Pham Hung Cudng va Hoang Ngoc Bao Chau (2021) tiép tuc md rong cach tiép
can khi phan tich hanh vi lya chon san thuong mai dién tir cua 224 nguoi ti€u dung tré
ttr 20 dén 25 tudi. M6 hinh nghién ctru bao gém ky vong hiéu qua, muc do dé sir dung,
dong co giai tri, cam nhan vé chi phi, diéu kién hd tro, thoi quen, 10ng tin va hiéu ung
“cai dudi dai”. Két qua cho thiy long tin, loi ich cam nhan, théi quen st dung va kha
nang tiép can danh myc san pham da dang 13 nhitng yéu t6 noi bat anh hudng dén viéc
lwa chon nén tang. Két qua nay cho thiy hanh vi ctia ngudi tiéu dung tré khong chi phu
thudc vao do tin cdy ma con gén voi trai nghiém st dung 1ap lai va mirc d6 da dang cua

san pham trén san.

Trong khi ¢4, Pham Viét Hung va cong su (2023) tiép can ¥ dinh mua sdm truc
tuyén tir goc d6 tong hop hon, bao gdm truyén miéng dién tir, gia ca, chat luong thiét ké
website hodc tng dung, nhan thic dé sir dung, nhan thirc hitu ich, rii ro cdm nhén va su
tin tuong. Két qua khao sat 407 nguoi tiéu dung tai Quang Ngii cho thy ¥ dinh mua
sam duoc gia ting khi khach hang cam nhan gia ca hop 1y, nén tang d& st dung, c6 thiét
ké thuan tién va mang lai lgi ich 16 rang. Pang chu y, truyén miéng dién tir c6 vai trd ndi
bat, phan anh anh huéng ngay cang 16n cta cac danh gia, binh luin va chia sé truc tuyén

d6i voi quyét dinh cua khach hang.



O nhém san pham dién tir tiéu dung va thiét bi gia dung, Lé Pang Ling va cong
su (2025) xem xét sy hinh thanh niém tin, thai d6 va y dinh mua hang dua trén 1y thuyét
phan cip hiéu tng va 1y thuyét hanh vi c6 ké hoach. Két qua khao sat 401 nguoi tiéu
dung cho thay trai nghiém va sy hai long trong qua khir gop phan hinh thanh thai do,
chuin muc chu quan va niém tin d6i véi thuong hi¢u trén san thuong mai di¢n tu. Niém
tin vi vy khong chi tac dong truc tiép dén ¥ dinh mua ma con tham gia vao qué trinh

hinh thanh nhan thirc va thai do cua khach hang ddi véi nén tang giao dich.

Nhin chung, cic nghién ctru tai Viét Nam théng nhét ré“mg niém tin, ri ro cam
nhan, su thuan ti¢n, bao mat, gia ca va chét luong nén tang déu c6 lién quan dén y dinh
mua hang tryc tuyén. Tuy nhién, mirc d6 nhan manh giita cac nghién ctru c6 sy khéac
biét. Mot s6 nghién ciru tap trung vao thai d6 va kha ning kiém soat hanh vi; mot s6 khéc
nhan manh niém tin, thoi quen sir dung hodc trai nghiém nén tang; trong khi cac nghién
clru gan diy mo rong sang truyén miéng dién tir, thiét ké website va su hai 1ong trong
qua khu. Phan 16n céc nghién ctru dugc thuc hién dbi voi hanh vi mua sam truc tuyén
n6i chung hodc cac nhom san phadm phd bién nhu hang tiéu dung, dién tir va thiét bi gia

dung, chua phan anh day du dic diém cta phu tung, phu kién 6 t0.

2.3 Khoang trong nghién ciru

Tong quan nghién clru trong va ngoai nudc cho thay ¥ dinh mua hang truc tuyén
chiju anh hudng dong thdi boi nhiéu nhom yéu t6. Niém tin gitp giam sy bat dinh va rai
ro cam nhén; chat luong dich vu va chét luong nén tang tao diéu kién thuan loi cho qua
trinh giao dich; gia ca va danh tiéng thuong hiéu dong vai tro 13 cac tin hiéu hd tro khach
hang danh gia chét lugng va gia tri san pham. Céc nghién ciru tai Viét Nam ciing bo sung
vai tro cia bao mat, sy thuén tién, théi quen str dung, truyén miéng dién tur va trdi nghiém
mua hang trude do.

Mic du di cung cap nén tang quan trong dé giai thich hanh vi mua hang truc

tuyén, cac nghién ctru trude van con mot s6 khoang trong. Thir nhat, phan 16n nghién



clru tap trung vao thuong mai dién tir n6i chung hodc cac nhom san pham phd bién, trong
khi phu ting, phu kién 6 t6 chua duoc xem xét twong ximg. Pay 13 nhém san pham co
tinh k§ thuat cao, yéu cau théng tin chinh xac vé mi san phdm, dong xe, doi xe, kha ning
tuong thich, ngudn gdc chinh hing, chinh sach bao hanh va hd trg sau ban. Nhing dic
diém nay co6 thé 1am cho khach hang thin trong hon va phu thudc nhiéu hon vao danh
tiéng, niém tin, chit luong thong tin va kha ning tu vin ciia ngudi ban.

Thi hai, cac nghién ctru trude thudng tap trung vao mot sé nhém nhén t6 riéng 1é
nhu niém tin va rui ro, chat luong nén tang hodc cac yéu to ca 1y thuyét hanh vi. Chua
c¢6 nhiéu nghién ctru kiém dinh dong thoi anh hudng cta danh tiéng thuwong hiéu, niém
tin d6i v6i kénh ban hang truc tuyén, chét luong thong tin san phém, chét luong dich vu
tryc tuyén va gia ca cam nhan d&én ¥ dinh mua phu ting, phu kién 6 t6 truc tuyén trong
cung mot mo hinh.

Thit ba, cac nghién ctru lién quan dén nganh 6 t6 tai Viét Nam chu yéu xem xét y
dinh mua xe hoic méi quan hé giira danh tiéng doanh nghiép, niém tin va ¥ dinh mua
hang trong mdi trudng kinh doanh truyén théng. Béi canh ban phuy ting, phu kién qua
cac san thuong mai dién tor va kénh truc tuyén cua mot dai ly 6 t6 chinh hang tai dia
phuong chua duoc phan tich day du. Vi vdy, con thiéu bang ching thuc nghiém dé hd
trg cac dai Iy x4c dinh yéu t6 can uu tién khi phat trién hoat dong ban hang truc tuyén.

Tir cac khoang tréng trén, dé an kiém dinh anh huéng cta danh tiéng thuong hiéu,
niém tin d6i véi kénh ban hang truc tuyén, chat lugng thong tin san pham, chét lugng
dich vu truc tuyén va gia ca cdm nhan dén y dinh mua phu tung, phu kién 6 t6 truc tuyén
ctia khach hang tai Cong ty Binh Thuan Ford. Viéc lya chon bdi canh nay giup phan anh
dac thu cua san phém 0 t0 chinh hang, dé)ng thoi tao co sé thuc nghiém dé dé xuit cac
giai phap vé tu van k§ thuat, chuan héa thong tin san pham, bao hanh, d6i tra, cham séc

sau ban va nang cao do tin cdy cua kénh giao dich truc tuyén.



3. P6i twong va pham vi nghién ciru
3.1 Pdi tweng nghién ciru

Déi twong nghién ciu: Anh huong cua danh tiéng thuong hiéu va niém tin
thuong hiéu san thuong mai dién tar dén y dinh mua hang cua khach hang tai Cong ty
Binh Thuan Ford. Bén canh d6, nghién ctru ciing xem xét thém mot s6 yéu td lién quan
dén trai nghiém mua hang truc tuyén nhu chat lwong thdng tin san pham, chét lugng dich
vu truc tuyén va gia ca cam nhan nham phan anh day du hon bdi canh mua phu ting,

phu Kién 6 t6 trén kénh thwong mai dién tur.

Déi twong khdo sat: cac khach hang da timg mua, dang c6 nhu cau mua hoic

quan tim dén viéc mua phuy ting, phu kién 6 td truc tuyén tai Cong ty Binh Thuan Ford.

3.2 Pham vi nghién ciru

Vé khong gian: Nghién ciru dugc thyc hién tai Cong ty Binh Thuan Ford, tap
trung vao hoat dong kinh doanh phu tung, phu kién 6 to trén céc kénh truc tuyén cua
Cong ty.

Vé ngi dung: Nghién ciru tap trung phan tich anh huong cua danh tiéng thuong
hiéu va niém tin thuong hiéu san thwong mai dién tir dén y dinh mua hang cua khach
hang tai Cong ty Binh Thuan Ford. Ngoai hai yéu té trong tam nay, dé tai xem xét thém
chat lwong thdng tin san pham, chat lwong dich vu truc tuyén va gia ca cam nhan nhu
c4c yéu to bo trg trong mo hinh nghién ctiru, nham 1am rd hon céc diéu kién tac dong dén

¥ dinh mua phu tang, phu kién 6 to truc tuyén.

Vé thoi gian theee hién khao sat: Nghién ciu sir dung dir liéu khao sat khach hang
dugc thu thap trong giai doan tir ngay 15/4/2026 dén 15/5/2026.



4. Muc tiéu va cau héi nghién ctru
4.1 Muc tiéu nghién ciru

4.1.1 Muc tiéu téng quéat

Muc tiéu tong quat cua dé tai 1a nghién cru anh huéng cua danh tiéng thuong
hiéu va niém tin thuong hiéu san thwong mai dién tir dén y dinh mua hang cua khach
hang tai Cong ty Binh Thuan Ford. Bong thoi, dé tai xem xét thém vai trd caa mot sb
yéu t6 gin véi trai nghiém mua hang truc tuyén, gom chit lwong théng tin san pham,
chat luong dich vu truc tuyén va gia ca cam nhan, nham phan anh day da hon bi canh
mua phu ting, phu kién 6 to trén kénh thuong mai dién tir. Trén co so két qua nghién
ctru, dé tai dé& xuat cac giai phap phl hop nham nang cao ¥ dinh mua hang va phat trién
hiéu qua hoat dong kinh doanh phu tiing, phu kién 6 to truc tuyén tai Cong ty Binh Thuan
Ford.

4.1.2 Muc tiéu cu thé
- Téng hop va 1am rd nén tang ly thuyét lién quan dén danh tiéng thuwong hiéu,
niém tin d6i v4i thuong hiéu san thuong mai dién tr, ¥ dinh mua hang truc tuyén va cac

nhan t6 tac dong dén quyét dinh mua cua ngudi tiéu ding trong mai truong sb.

- Panh gia thuc trang trién khai hoat dong ban phu tung, phu kién 6 to qua kénh
truc tuyén tai Cong ty Binh Thuan Ford, qua d6 nhan dién nhitng két qua dat duoc, han

ché con ton tai va cac van dé can cai thién.

- Po ludng mic d6 anh huong cia danh tiéng thuong hiéu, niém tin thuwong hiéu
san thuong mai dién tir, chat lugng thdng tin san pham, chat lugng dich vy truc tuyén va
gia ca cam nhan dén y dinh mua hang caa khéach hang tai Céng ty Binh Thuan Ford.

- P& xuat cac giai phap nham nang cao kha ning khach hang cua Cong ty Binh

Thuan Ford mua phu ting va phu kién & td truc tuyén.
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4.2 Cau héi nghién ctiru
- Co s6 ly luan vé danh tiéng thuong hiéu, niém tin thuong hiéu san thuong mai
dién tir, y dinh mua hang va cac yéu té lién quan dén hanh vi mua hang truc tuyén duoc

hé thong hoéa nhu thé nao?

- Thuc trang hoat dong kinh doanh phu tling, phu kién 6 t truc tuyén tai Cong ty

Binh Thuan Ford hién nay ra sao?

- Danh tiéng thwong hiéu va niém tin thuong hiéu san thwong mai dién tu, cing
vé6i chat luong thdng tin san pham, chat luong dich vu truc tuyén va gia ca cam nhan,
anh huong nhu thé nao dén ¥ dinh mua hang cua khach hang tai Céng ty Binh Thuan
Ford?

- Nhiing giai phap nao gitp nang cao y dinh mua phu tung, phu kién 6 t6 truc

tuyén cua khach hang tai Cong ty Binh Thuan Ford?

5. Phwong phap nghién ciru
5.1 Nghién ctru dinh tinh

Nghién ctru dinh tinh dugc thyc hién bang phuong phap phong van ban cau tric
v6i 05 chuyén gia trong khoang thoi gian tir ngay 01/03/2026 dén ngay 15/03/2026.
Chuyén gia dugc lwa chon theo phuong phap c6 chu dich, dva trén cac tiéu chi: c¢6 toi
thiéu 05 nam kinh nghiém trong linh vuc kinh doanh 6 t6, phu tung — dich vu, thuong
mai dién tir, marketing hodc nghién ctru hanh vi khach hang; co hiéu biét vé hoat dong
ban phu tung, phu kién ctia Binh Thuan Ford; va c6 kha nang danh gia mic do rd rang,
phtt hop cua cac khai niém va bién quan sat.

Noi dung trao d6i tap trung vao: su phit hgp ctia mé hinh nghién ctru; su khac biét
giita danh tiéng thuong hiéu va niém tin ddi v6i kénh ban hang truc tuyén; tinh diy du
clia cac nhan to; mirc d6 dé hiéu cua timg phat biéu; kha ning ap dung ddi véi khach

hang mua phu tung, phu kién 6 t6; va cac ndi dung dac thu nhu ma phu tung, dong xe
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tuong thich, bao hanh, ddi tra va hd trg sau ban. Mdi cude trao d6i duoc thue hién trong
khoang 15 phut, bang hinh thirc truc tiép. Y kién chuyén gia duoc tong hop, d6i chiéu
va str dung dé hiéu chinh bang cau hoi trudce khi khao sat chinh thirc.

Nghién ctru dinh tinh dong vai tro két ndi gitta co s Iy thuyét va bdi canh thuc
tién tai Binh Thu4n Ford. Budc nay khong nham kiém dinh cac gia thuyét, ma dugc sir
dung dé danh gia gia tri ndi dung ciia mo hinh va thang do; xac dinh cach hiéu théng
nhat dbi v6i cac khai niém; diéu chinh tir ngir cho phu hop véi khach hang mua phu tung,
phu kién 6 t6; va han ché nguy co nguoi tra 10 hiéu sai cau hoi. Két qua dinh tinh 1a co
s& hinh thanh bang cau hoi chinh thirc, trong khi muc do tin cdy cia thang do va cac mbi
quan hé trong mé hinh dugc danh gia bang nghién ctru dinh lugng.

5.2 Nghién ctru dinh luwgng

5.2.1 Mdu va cach ldy mdu nghién ciru

Mau nghién ctru 1a khach hang c4 nhan c¢6 lién quan dén hoat dong mua, st dung
hoac quan tam dén phu tung, phu kién 6 t6 tai Binh Thuan Ford. Cu thé, mau khao sat
bao gdm: khach hang di timg mua phy tung, phu kién tai Binh Thuén Ford; khach hang
dang str dung xe Ford; khach hang c6 nhu cau bao dudng, sira chita hodc thay thé phu
tung; va khach hang c6 quan tdm dén viéc mua phu tung, phu kién 6 t6 théng qua céac
kénh truc tuyén cua doanh nghi¢p. Dit li¢u thu thap dugc st dung dé danh gia nhan thuc
ctia khach hang vé danh tiéng thuong hiéu, niém tin thwong hiéu, chat luong thong tin
san phflm, chét lugng dich vu truc tuyén, gia cd cdm nhén va y dinh mua phuy tung, phu
kién 6 6 truc tuyén tai Cong ty Binh Thuan Ford.

Mau khao sat duoc hinh thanh theo hudng phi xac suat, trong d6 ngudi tra 10
duogc luya chon trén co s¢ kha nang tiép can thuc té va mirc do phu hop véi ti€u chi nghién
ctru. Phuong phap nay duoc lva chon do phu hop voi diéu kién tiép cin khach hang thuc
té tai Cong ty Binh Thuan Ford, dac biét trong bdi canh hoat dong ban phu tung, phu
kién 6 t6 tryc tuyén con dang trong qua trinh phat trién va tép khach hang c6 sy phan tan

vé nhu cau, mirc do trai nghiém cling nhu hanh vi mua sam tryc tuyén.
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Theo Hair va cong sy (2010), phan tich nhan t6 kham pha can it nhat nim muoi
quan sat, pht hop véi mudi quan sat trd 1én va tot hon véi khoang hai trim quan sat.
Dng thoi, ¢& mau nén dam bao rang mdi bién s& o it nhat nim quan sat.

Nghién ctru nay di thiét ké mot hé thong thang do c6 24 bién quan sat. Trong do,
hai muoi bién duoc st dung dé danh gia cac nhan td doc lap va bon bién dugce sir dung
dé danh gia cac bién phu thudc. S6 mau can thiét 13 24 x 5 = 120 quan sat, dua trén
nguyén tic c6 t6i thiéu 5 quan sat cho mot bién. Vi 196 phiéu khao sat hop 1& dugc dua
vao phan tich, quy mé mau cta nghién ctru dam bao cic k¥ thuat phan tich dinh luong
can thiét.

Tuy nhién, dé bao dam do tin cay cua dir li€u, han ché céac sai 1éch c6 thé phat
sinh trong qué trinh khéo sat va nang cao tinh on dinh ctia két qua phén tich, nghién ctru
du kién khao sat 200 khach hang tai Cong ty Binh Thuan Ford. Quy mé mau nay 16n
hon mirc t6i thiéu can thiét va phu hop dé thuc hién cac phan tich théng ké tiép theo nhu
Cronbach’s Alpha, EFA, phan tich trong quan Pearson va hoi quy tuyén tinh da bién.

5.2.2 Phwong phdp phan tich di ligu

Sau khi két thuc khao sat, toan bd phiéu tra 101 duoc ra soat nhiam loai bo cac
truong hop thiéu thong tin, tra 1oi khong nhat quan hodc khong phu hop vai d6i tugng
nghién ctru. Cac dit liéu hop 18 sau d6 duoc ma hoa theo timg bién quan sat va nhap vao
phan mém phan tich. Viéc chuin hoa dir liéu & giai doan dau giup han ché sai so trong
qua trinh xir 1y va bao dam cac két qua phan tich phan anh dung tinh hinh khao sat thuc

7
A

te.

Trude hét, dit liéu khao sat duoc mé ta theo mot sé dic diém co ban cua nguoi
tra 101, gém gidi tinh, do tudi, nghé nghiép va thu nhap. Viéc trinh bay cac thong tin nay
gitip 1am rd dic trung cuia mau nghién ctiru, dong thoi hd trg qua trinh dién giai cac két
qua phan tich dinh lugng ¢ cac bude tiép theo. Két qua thong ké nay gitp nhan dién rd
hon ciu triic cuia nhom khach hang tham gia nghién ctru, tir d6 tao co s dé dién giai cac

két qua phan tich dinh lugng trong mdi lién hé voi dic diém thyc té ciia mau khao sat.
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O bude ké tiép, do tin cdy cua cac thang do dugc kiém tra thong qua hé sb
Cronbach’s Alpha. Viéc kiém dinh nham x4c dinh mirc d6 nhat quan giita cac bién quan
st trong tirng nhom khai niém. Cac thang do dat hé sb Alpha tir 0,6 trd 1én duoc gir lai
cho nhitng budc phan tich tiép theo. Pong thoi, hé s6 twong quan bién — tong ciing duoc
xem xét dé loai bo cac bién co gia tri dudi 0,3, qua d6 bao dam thang do phan anh t6t

hon ndi dung can do luong.

Sau buéc kiém tra do tin cay, cac bién quan sat dat yéu cau duoc tiép tuc dua vao
phan tich nhan t6 kham pha EFA. K¥ thuat nay dugc sir dung nham xem xét cach céc
bién quan sat tdp hop thanh timg nhém nhan t, dong thoi danh gia kha nang hoi tu va
phan biét ctia cac nhom bién trong mé hinh. Viéc dién giai két qua EFA dua trén mot s6
tiéu chi gdbm: KMO khong thip hon 0,5; kiém dinh Bartlett c6 Sig. dudi 0,05; hé sd tai
nhan to dat t6i thiéu 0,5; Eigenvalue vuot mitc 1; va tong phuong sai trich dat tir 50%
tré 1én. D& an sir dung phuong phap trich Principal Components két hop phép xoay

Varimax dé 1am rd cau trac thang do va ho tro viéc dién giai két qua phan tich.

Sau khi hoan tat EFA, d¢ an tiép tuc kiém tra trong quan Pearson nham nhan dién
mitc d6 lién hé tuyén tinh giita cdc bién nghién ctiru. Két qua phan tich nay giup xem xét
chiéu hudng va cudng do lién hé giira timg nhan té doc 14p voi ¥ dinh mua hang truc
tuyén. Trén co s& do, cac bién phu hop dugce tiép tuc st dung trong bude hoi quy tuyén

tinh da bién dé danh gia mirc do tac dong.

Cudi cung, dé an st dung hdi quy tuyén tinh da bién dé xac dinh mirc do tac dong
ctia cac nhan t6 dén ¥ dinh mua hang truc tuyén. Két qua duoc xem xét thong qua Sig.,
Beta chuin hoa, R? hiéu chinh, kiém dinh F, VIF, Durbin—Watson va phan phéi phﬁn du

nhim danh gia y nghia théng ké, muc d6 anh hudéng va dé phi hop ctiia mé hinh.
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5.2.3 Céac cbng cu phan tich da ligu

Sau khi sang loc va ma hoa, dir liéu khao sat dugc phan tich trén SPSS. Céac budc
xtr 1y gdm thdéng ké mé ta, kiém dinh thang do, EFA, twong quan Pearson va hoi quy
tuyén tinh da bién nham danh gid mé hinh nghién ciru va mirc do tac dong ciia cac nhan
t6 dén y dinh mua hang truc tuyén. Cac két qua SPSS duoc sir dung dé thiét 14p mo hinh
nghién ctru, ddnh gia thang do va xac dinh mirc do tic dong cua timg yéu to dbi véi v
dinh ctia khach hang mua phuy ting va phu kién 6 t6 truc tuyén. Két qua xir Iy bang SPSS
13 co s& dé kiém dinh thang do, kiém dinh mo hinh nghién ctru va danh gia mic dé anh
huong cia cac yéu t6 gdm danh tiéng thuong hiéu, niém tin thwong hiéu, chat luong
thong tin san pham, chat luong dich vu tryc tuyén va gia ca cam nhan dén y dinh mua
phu ting, phu kién 6 t6 tryc tuyén cua khach hang tai Cong ty Binh Thuan Ford.
6. Y nghia khoa hoc va thue tién ciia nghién ciru

6.1 Y nghia khoa hoc

Pé &n b sung céch tiép can vé y dinh mua phu ting, phu kién 6 to trén kénh truc
tuyén. Noi dung nghién cizu 1am rd vai tro cua danh tiéng thuong hiéu, niém tin thuong
hiéu san thuong mai dién tr, chat lugng théng tin, chat lugng dich vu truc tuyén va gia
ca cam nhan trong bdi canh Binh Thuan Ford. Trén co s ké thira cac nghién cau trudc,
dé tai xay dung va kiém dinh mé hinh gom céc yéu té: danh tiéng thwong hiéu, niém tin
thuong hiéu, chat lwong thong tin san pham, chat luong dich vy truc tuyén va gia ca cam
nhan tac dong dén y dinh mua phy ting, phu kién 6 to truc tuyén. Két qua nghién ctu bd
sung bang chiing thuc nghiém trong bdi canh doanh nghiép 6 t6 dia phuong, qua d6 gop
phan lam rd hon hanh vi mua hang truc tuyén ddi vi nhém san pham c6 tinh ky thuat
cao.

6.2 Y nghia thue tién

Két qua nghién cau cung cap can cir gilp Cong ty Binh Thuan Ford nhan dién rd

c4c yéu té anh huong dén y dinh mua phu ting, phu kién 8 t6 tric tuyén cua khach hang.
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Day 1a co s dé Cong ty xay dung cac giai phap phu hop nham cung ¢6 danh tiéng thuong
hiéu, gia ting niém tin d6i v6i kénh thuong mai dién tir, ndng cao chat lwong dich vu
tryc tuyén, chuan hoa thdng tin san pham va truyén thong rd hon vé gié tri caa phu ting,
phu kién chinh hang. Bong thoi, két qua nghién ctru ciing hd trg Cong ty khai thac hiéu
qua hon tép khach hang hién hiru, gia ting doanh thu sau ban hang, nang cao trai nghiém
khach hang va tao loi thé canh tranh trong bdi canh hanh vi mua sdm ngay cang dich
chuyén sang méi truong sb.

7. Két cAu cia dé an

Noi dung chinh cua dé an duoc trién khai trong ba chuong:

e Chuong 1: Co so ly thuyét va md hinh nghién ctu

e Chuong 2: Phan tich thuc trang anh huong cua danh tiéng thuong hiéu va
niém tin thuong hiéu san thwong mai dién tar dén y dinh mua hang cua
khach hang tai Céng ty Binh Thuan Ford

e Chuong 3: Pinh hudng phat trién va mot sb giai phap
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PHAN NOI DUNG

CHUONG 1: CO SO LY THUYET VA MO HINH NGHIEN CUU
1.1 Co s6 Iy thuyét

1.1.1 Y dinh mua hang trwe tuyén

Trong nghién ctru hanh vi nguoi ti€u dung, ¥ dinh mua hang dugc xem la moét chi
bao quan trong phan anh kha nang khach hang chuyén tir giai doan nhéan thic, danh gia
va can nhic sang giai doan ra quyét dinh mua. Néi cach khac, y dinh mua hang thé hién
xu huéng tam 1y va mic d6 cam két ban dau cua khach hang ddi voi mot san pham,
thuong hiéu hodc kénh mua hang cu thé (Fishbein va Ajzen, 1975; Ajzen, 1991). Van
dung trong linh vyc marketing, ¥ dinh mua hang cho thiy kha ning khach hang sé& lua
chon, uu tién hoac thuc hién giao dich mua san phém trong diéu kién phu hop. Vi vay,
trong nhiéu nghién ctru vé hanh vi tiéu dung, ¥ dinh mua hang thuong duogc st dung nhu
mét bién phu thudc quan trong nham danh gia muc do tac dong cua cac yéu t6 nhu nhan
thirc thuong hiéu, niém tin, gia ca cam nhan, chét luong dich vy, i ro cdm nhan va trai
nghi¢m khach hang (Pavlou, 2003; Kim va cong su, 2008).

Trong bdi canh mua hang truc tuyén, y dinh mua hang cang c6 y nghia quan trong
vi khach hang thuong ra quyét dinh dya trén thong tin dugc cung cip qua cac kénh sd
thay vi trai nghiém truc tiép san pham. Do d6, y dinh mua hang truc tuyén chiu anh
huong dang ké boi mirc do tin cy cta ngudi ban, uy tin thuong hiéu, chét luong théng
tin san phém, gia cd cam nhan, chinh sach bao hanh — ddi tra, danh gia cua khach hang
trudc va su thuan tién trong qua trinh trao doi, dit hang (Parasuraman va cong su, 2005;
Kim va cong sy, 2008).

Trong pham vi dé an nay, y dinh mua hang duoc hiéu 1a mirc do sin sang va kha
nang khach hang s€ lya chon mua phu tung, phu kién 6 t6 tai Cong ty Binh Thuan Ford
thong qua céc kénh truc tuyén cua doanh nghi¢p nhu website, fanpage, Zalo, dién thoai,

tin nhan, hotline hodc cac nén tang thuong mai dién tir néu co tri€n khai. Vi dac thu san
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pham phu tung va phu kién 6 t6 doi héi tinh chinh hing, d6 phu hop k¥ thuat, gia ca hop
Iy va ché d6 bao hanh rd rang, y dinh mua hang cua khach hang c6 thé chiu tic dong boi
danh tiéng thuong hiéu, niém tin, gi4 ca cam nhén va mic d6 minh bach cua thong tin
san pham.

1.12 Ly thuyét héanh vi c6 ké hoach (TPB)

Theo Ajzen (1991), khach hang c6 xu hudng c6 y dinh mua hang khi ho tich cuc,
dugc nhitng ngudi xung quanh ung hd va nghi ring mua hang 1a dé dang, d& thuc hién
va khong c6 riii ro. Trong nghién ciru vé marketing va hanh vi nguoi tiéu dung, TPB ¢6
¥ nghia quan trong vi 1y thuyét nay cho thdy y dinh mua hang khong hinh thanh mét cach
ngau nhién, ma chiu anh hudng bdi qua trinh nhan thirc, danh gia va can nhic ciia khach
hang trude khi ra quyét dinh. D6i v6i moi trudng mua hang truc tuyén, qué trinh nay
cang trd nén rd nét hon do khach hang thudng khong tiép xuc truc tiép voi san pham,
ma chi yéu dwa vao thong tin duoc cung cip qua cac kénh sb, uy tin ctia doanh nghiép,
niém tin ddi véi nguodi ban, cdm nhan vé gid ca va chét luong dich vu hd tro truc tuyén.

Trong pham vi dé 4n nay, TPB dugc sir dung dé 1y giai su hinh thanh y dinh mua
phu ting, phu kién 6 t6 triuc tuyén cua khach hang tai Cong ty Binh Thudn Ford. Cu thé,
danh tiéng thwong hiéu va niém tin vao thuong hiéu san thuong mai dién tir c6 thé gop
phan hinh thanh thai do tich cuc ctia khach hang ddi véi doanh nghiép va kénh mua hang
truc tuyén. Chat lugng théng tin san phadm va chat luong dich vu truc tuyén co thé lam
tdng cam nhan thuan tién, gidm sy khong chic chin va cung ¢6 nhan thire kiém soét cta
khach hang trong qua trinh mua.

1.1.3 Ly thuyét tin hiéu (Signaling Theory) va danh tiéng thuong hi¢u

Ly thuyét tin hiéu bat nguodn tir nghién ctru cia Spence (1973), nhan manh vai tro
ctia tin hiu trong bdi canh co sy bit can ximg thong tin giita cac bén tham gia giao dich.
Khi mdt bén c6 nhiéu thong tin hon bén con lai, bén it thong tin hon thudong dua vao céac
tin hiéu c6 thé quan sat dugc dé danh gia chét lugng, do tin cdy hodc nang lyc cia bén
Kia.
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Nguoi ban thudng hiéu rd hon vé san pham, chét luong, ngudn gde va chinh sach
bao hanh, trong khi khach hang chi tiép can thong tin thong qua hinh anh, mé ta, tu vin
va danh tiéng ctia doanh nghiép. Vi vay, danh tiéng thuong hiéu c6 thé duoc xem nhur
mot tin hi¢u quan trong giup khach hang danh gia mirc 46 dang tin cay cuia doanh nghiép.
Bén canh d6, thong tin san pham rd rang, hinh 4nh mo ta cu thé va ndi dung tu van chinh
x4c ciing 14 cac tin hiéu lam giam sy khong chic chin khi khach hang mua hang online.

Dbi v6i Cong ty Binh Thuan Ford, danh tiéng thuong hiéu va chat luong thong
tin san pham c6 thé dong vai trd tin hiéu trong qua trinh khach hang danh gia viéc mua
phu tung, phu kién 6 t6 truc tuyén. Néu khach hang nhan théy Binh Thuan Ford 1a thuong
hiéu c6 danh tiéng tbt, dugc nhiéu khach hang biét dén, co vi thé tai dia phuong va cung
cAp thong tin san pham rd rang, ¥ dinh mua hang ¢ thé dugc cung cb.

1.1.4 Ly thuyét niém tin va vai tro trong thuwong mai dién tiv

Niém tin 14 mot trong nhimg khai niém trung tdm trong nghién ciru thwong mai
dién tr, dac biét trong boi canh giao dich truc tuyén ludn ton tai su khong chic chin va
bat can xung thong tin giira ngudi mua va ngudi ban. Khac véi mua hang truc tiép, khach
hang trong méi trudng tryc tuyén thudng khong thé kiém tra san pham, danh gia truc
tiép nguoi ban hoidc xac minh ddy du chat lugng hang hoa trudce khi ra quyét dinh. Do
d6, niém tin trd thanh co ché quan trong gitip khach hang giam b4t cam nhan rui ro, ting
su an tam trong giao dich va cing ¢6 ¥ dinh mua hang.

Theo Pavlou (2003), trong méi trudng thuong mai dién tir, niém tin c6 vai tro lam
giam rii ro cam nhan va thuc day y dinh giao dich truc tuyén cta khach hang. Tuong tu,
Gefen, Karahanna va Straub (2003) cho rang niém tin vao nha cung cap truc tuyén la
yéu td quan trong anh hudéng dén ¥ dinh mua hang, bai khach hang khong chi twong tac
v6i san pham ma con phai dya vao sy dang tin cdy clia nguoi ban va hé théng giao dich
trye tuyén. Piu nay cho thiy niém tin khong chi 1a cam nhan chu quan cta khach hang,
ma con 14 diéu kién tam 1y can thiét dé khach hang chap nhan thyc hién giao dich trong

moi truong so.
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Trong thuong mai dién tir, niém tin thuong dugc thé hién qua viée khach hang tin
r@ing nguoi ban trung thyc, dang tin cdy, c6 nang luc thuc hién cam két, cung cép thong
tin chinh x4c va khong loi dung su bat loi thong tin cuia khach hang. Khi khach hang tin
tudng vao nguoi ban va kénh giao dich truc tuyén, ho c6 xu huéng danh gia rai ro thap
hon, cam nhén giao dich an toan hon va sén sang tién t6i hanh vi mua hang. Nguoc lai,
néu khach hang nghi ngd vé chat luong san pham, tinh minh bach cua théng tin, chinh
sach bao hanh hodc cam két cia ngudi ban, y dinh mua hang truc tuyén c6 thé bi suy
giam.

Dbi véi nhoém san pham phu ting va phu kién 6 t6, niém tin cang ¢ ¥ nghia quan
trong do san pham c6 lién quan tryc tiép dén tinh phu hop k¥ thuat, d6 an toan, nguén
gbc chinh hing va dich vy hau mai. Khach hang c6 thé d6i mat véi nhiéu rai ro néu mua
phai phy ting khong dung chung loai, khong tuong thich véi xe, khong rd ngudn goc
hoic khong dugc bao hanh ding cam két. Vi vy, trong bdi canh nay, niém tin vao doanh
nghiép ban hang truc tuyén khong chi gitup giam lo ngai ctia khach hang ma con gop
phan tao co so cho quyét dinh lya chon noi mua hang.

Trong pham vi dé an nay, niém tin duogc van hanh hoéa 1a mic d¢ khach hang tin
rang gian hang va kénh ban hang truc tuyén mang thuong hiéu Binh Thuan Ford c6 ning
luc cung cip thong tin chinh xéc, thuc hién ding cic cam két vé san pham, giao hang,
bao hanh va bao vé quyén loi ctia khach hang khi phat sinh van dé. Khai niém nay khong
phan anh niém tin vao chat luong cia mot san pham cu thé, khong dong nhat véi danh
tiéng chung cua doanh nghiép va ciing khong phai niém tin chung vao don vi van hanh
nén tang nhu Shopee, TikTok Shop hoic Tiki.

1.2 Mo hinh nghién ciru

Trén co s& tong quan cac nghién ciru gan day trong va ngoai nudc, ¢6 thé nhan
thiy y dinh mua phu ting, phu kién 6 td truc tuyén I1a hanh vi chiu tac dong ddng thoi
boi nhiéu yéu té khac nhau. Trong béi canh Viét Nam, Tran Thi Thuong va cong su

(2025) ghi nhan quyét dinh mua hang trén san thuong mai dién tu chiu tac dong boi dac
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diém cua san thuong mai dién tu, rai ro, thdng tin san pham, kha ning tai chinh va gia
ban san pham (Lé Pang Lang va cong sy, 2025). Tir d6, d6i vi nhdm san pham phu
ting, phu kién 6 t, cé thé cho rang ¥ dinh mua hang truc tuyén caa khach hang phu
thudc chii yéu vao danh tiéng thuong hiéu, niém tin d6i véi doanh nghiép, chat lugng
thong tin san pham, chat luong dich vu hd tro, gia ca cam nhan va mie do rai ro khi giao

dich truc tuyén.

Tir co so ké thira ¢6 chon loc cac nghién ctu trude, ddng thoi xét dén dic diém
phu tiing, phu kién 6 td 1a nhém san pham c6 tinh ky thuat, doi héi tinh chinh hang, do
tuong thich, thong tin chinh xac, tu van phl hop va chinh sach bao hanh rd rang, dé tai
dé xuat mod hinh nghién ctru cac yéu té anh huong dén y dinh mua phu tung, phu kién 6
t6 truc tuyén cua khach hang tai Cong ty Binh Thuan Ford gdm 5 yéu té: Danh tiéng
thuong hiéu, Niém tin, Chat lwong théng tin san pham, Chat luong dich vu truc tuyén va
Gia ca cam nhan.

% Danh tiéng thwong hiéu

Danh tiéng thuong hiéu phan anh sy danh gia tong thé cua khach hang va thi
truong ddi véi mot thuong hi€u thong qua cac khia canh nhu uy tin, mic d§ nhan biét,
chét luong cam nhén, kha nang dap tmg cam két va vi thé cta thuong hiéu so vai cac dbi
tha canh tranh. Trong mdi trudng mua hang truyén thong, danh tiéng thuong hiéu giup
khach hang hinh thanh nhén thirc tich cuc vé doanh nghiép va san pham. Trong moi
truong mua hang truc tuyén, vai trd ndy cang trd nén quan trong hon vi khach hang
khong thé truc tiép kiém tra san phém truée khi mua, dic biét d6i véi cac san phém co
tinh k¥ thuat nhu phu ting, phu kién 6 t6. Danh tiéng thuong hiéu phan anh sy danh gia
tong thé, duoc tich liy trong thoi gian dai vé uy tin va vi thé cua Binh Thuan Ford; trong
khi niém tin d6i voi kénh ban hang trire tuyén phan anh sy sin sang cua khach hang trong

viéc chap nhan giao dich dya trén ky vong rang doanh nghiép sé cung cap thong tin trung
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thue, thuc hién ding cam két va xur Iy thoa dang cac van dé phat sinh. Vi vay, hai khai
niém c6 lién quan nhung khong dong nhat.

Chaudhuri (2002) cho riang danh tiéng thuong hiéu 13 mét ciu tric riéng biét, co
vai tro quan trong trong viéc hinh thanh gié tri thwong hiéu va phan anh két qua cta céac
hoat dong truyén thong, mirc d¢ quen thudc va su khac biét cia thuong hi¢u. Jarvenpaa,
Tractinsky va Vitale (2000) khi nghién ctru niém tin cta ngudi tiéu dung ddi véi cira
hang truc tuyén da chi ra ring quy mé va danh tiéng ctia ctra hang truc tuyén anh huong
dén danh gia cua khach hang vé mic d6 déng tin ciy, rai ro cam nhan va sy san 1ong
giao dich. Tuong tu, Erdem, Swait va Valenzuela (2006) nhan manh réing thuong hi¢u
c6 thé hoat dong nhu mot tin hiéu giup ngudi tiéu ding giam bat can xtng thong tin va
su khong chic chin trong qua trinh Iya chon san phidm. Gan day, Oghazi va cong su
(2021) ciing cho thiy trong mua sam tryc tuyén, danh tiéng ctia nha ban 1é va niém tin
déu co lién quan dén viéc hinh thanh y dinh mua hang ctia khach hang. Theo mot cudc
Khao sat dugc thuc hién trén 1.002 khach hang so hitu va st dung 6 t6 du lich, danh tiéng
tao ra niém tin va niém tin tao ra y dinh mua hang (Nguyén Ngoc Hién, 2017). Mic du
danh tiéng khong anh hudng truc tiép dén ¥ dinh mua hang ciia mot nguoi, nhung nghién
ctru chi ra rang danh tiéng dong mot vai trd quan trong trong viéc hinh thanh niém tin,
qua d6 gian tiép anh huong dén cac quyét dinh mua hang ctia khach hang trong nganh 6
t6. Ngoai ra, niém tin vao thuong hiéu san thuong mai dién tir dong mot vai tro quan
trong trong qué trinh hinh thanh y dinh mua dién tir ti€u dung va gia dung (L& Pang Lang
va cong sy, 2020). Diéu nay cho thay rang trong thuong mai dién tt, uy tin thurong hiéu
va su tin cy ciia nha ban hang c6 thé 1am giam lo ngai ctia khach hang va thic day ho
mua hang tric tuyén.

Tir cc co s& 1y thuyét va bang chimg thuc nghiém néu trén, c6 thé cho rang danh
tiéng thuong hiéu 13 mot yéu td quan trong anh huéng dén y dinh mua phu tung, phu

kién 6 to truc tuyén. Mot thwong hiéu c6 uy tin t6t s& giup khach hang giam sy khong
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chic chin, ting cam gidc an tim va cung cd niém tin khi ra quyét dinh mua hang trén
nén tang truc tuyén.

Gia thuyét H1: Danh tiéng thuong hiéu c6 anh hudng tich cuc dén y dinh mua
phu tung, phu kién 6 t0 truc tuyén cua khach hang tai Cong ty Binh Thuan Ford.

< Niém tin

Khi néi dén thuong mai dién tir, niém tin thé hién mic d6 khach hang tin rang
ngudi ban truc tuyén trung thye, trung thuc, dang tin cdy va dap Gmg cac cam két cta ho.
Niém tin gift vi tri quan trong trong viéc thic ddy y dinh mua sim va giao dich tryc tuyén
(Pavlou, 2003). Tai Viét Nam, cac nghién ctru duoc thuc hién boi V6 Thi Tra My va
cong su (2021), Pham Hung Cudong va Hoang Ngoc Bao Chau (2021) va Lé Pang Lang
va cong su (2025) di ching minh rang niém tin c6 tic dong tich cuc dén ¥ dinh mua
hang trén cac san thuong mai dién tir. Nguyén Ngoc Hién (2017) da chiing minh rang
niém tin anh huong dén ¥ dinh mua hang trong nganh 6 t6, dic biét d6i v6i cac san pham
c6 gia tri cao va dugc yéu cau cao vé chit lugng, ngudn gdc va dich vu sau ban hang.
Khach hang ctia Cong ty Ford Binh Thudn c6 xu huéng mua phu ting va phu kién 6 t6
trye tuyén khi ho tin tuéng vao ngudn gbe, chat luong, tinh pht hop va cam két hd tro
ctia kénh ban hang truc tuyén. Do d6, gia thuyét H2 duoc dé xuat theo cach sau:

Gia thuyét H2: Niém tin c6 anh huong tich cuc dén y dinh mua phu tung, phu
kién 6 6 truc tuyén ciia khach hang tai Cong ty Binh Thuan Ford.

% Chat legng thong tin san pham

Muirc d6 thong tin duoc cung cap cho khach hang trong qua trinh ra quyét dinh
mua phan anh chit lugng thong tin san phdm. N6 phai rd rang, day du, chinh xéc, cip
nhat va hiru ich. Thong tin vé san pham rat quan trong dé danh gia sy phu hop, chat
luong, gia tri va do tin cay ctia san pham trong thwong mai dién tir, vi khach hang khong
thé quan sat hoic kiém tra san pham truc tiép.

Pham Vi¢t Hung, Duong Thi Anh Tién va Pham Thi MY Thuan (2023) phat hi¢n

ra rang cac yé€u to lién quan dén nén tang tryc tuyén nhu thiét ké web hoac ung dung,
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nhan thirc tinh d& sir dung va nhan thirc sy hiru ich c6 tic dong tich cuc dén y dinh mua.
Thong tin 18 rang vé ngudn gbc, ma phu ting, trong thich voi dong xe, gia ca va chinh
sach bao hanh ctia Cong ty Ford Binh Thuén c6 thé 1am giam lo ngai cta khach hang va
khuyén khich ho mua xe truc tuyén. Do d9, gia thuyét H3 dugc dua ra nhu sau:

Gia thuyét H3: Thong tin san pham 13 rang, day du va chinh xac lam ting ¥ dinh
mua hang tric tuyén cia khach hang tai Binh Thuan Ford.

% Chit lrgng dich vu truc tuyén

K¥ ning ctia mot cong ty dé cung cap cho khach hang trai nghiém mua hang truc
tuyén thuan tién, hiéu qua va déng tin cdy 1a mot phan quan trong cta chat luong dich
vu truc tuyén. Kha nang tu van, xtr Iy don hang, hd tro thanh toan, giao hang, doi tra,
bao hanh va giai quyét khiéu nai 1a mot sé trong ndi dung nay. Chat lugng dich vu truc
tuyén trong thuong mai dién tir gop phan xdy dung an tuwong ciia khach hang vé sy
chuyén nghiép va do tin cdy cua cong ty.

Theo Parasuraman va cong su (2005), chat luong dich vu dién tir 1a mot phan
quan trong trong danh gia trai nghiém khach hang truc tuyén. Ching bao gdm cac yéu
t6 nhu hiéu qua, thyc hién cam két, tinh sin sang cua hé théng, bdo mat va kha nang xu
1y van dé. Cac bang ching thuc nghiém tai Viét Nam cho thdy y dinh mua sdm truc tuyén
ctia nguoi tiéu dung chiu anh hudng déng ké tir chat luong trai nghiém trén nén tang sb.
Cu thé, V3 Thi Tra My va cong su (2021) nhan manh vai tro ctia su thuén tién va mirc
d6 an toan trong giao dich dbi véi viée thuc ddy ¥ dinh mua hang. Trong khi d6, Pham
Viét Hung va cong su (2023) cho rang mot nén tang c6 giao dién web/App dé st dung,
mang lai 1oi ich r6 rang va hd tro tt qué trinh mua sam s& gop phan lam ting kha ning
nguoi tiéu dung lya chon mua hang truc tuyén. Dich vu truc tuyén tot tai Cong ty Binh
Thuan Ford lam cho ngudi tiéu dung an tam hon khi mua phu tung va phu kién cho 6 t6,
dic biét ddi v6i cac khau tu van dung san phdm, xac nhan tinh twong thich, giao hang,

d6i tra va bao hanh. Do d6, gia thuyét H4 duoc dwa ra nhu sau:
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Gia thuyét H4: Dich vu truc tuyén t6t gitp khach hang c6 xu hudéng mua hang

qua kénh tryc tuyén tai Binh Thuan Ford cao hon.
% Giacacam nhan

Theo Dodds va cong sy (1991), danh gia san pham va y dinh mua ctia khach hang
bi anh huong boi gia, thuong hi€u va thong tin noi ban. Tai Viét Nam, Pham Viét Hung
va cong su (2023) phat hién ra ring mot trong nhitng yéu t6 anh hudng tich cuc dén y
dinh mua sam truc tuyén 1a gia ca hop ly. Khach hang thudng so sanh gia giita cac dai
1y chinh hing, ctra hang truyén thong, san thuong mai dién tir va ngudi ban ca nhéan khi
mua phu tiing va phu kién 6 t6. Tuy nhién, néu san pham 13 chinh hang, ding ma, c6 bao
hanh rd rang va dugc tu van boi mot cong ty uy tin nhu Binh Thuan Ford, khach hang
c6 thé chip nhan muc gia cao hon do san pham lién quan dén do an toan, ngudn goc va
chi phi sira chita. Nguoc lai, néu gia ban bi cho 1a khong hop 1y hoic néu chat lugng va
dich vy di kém khéng phu hop, ¥ dinh mua hang tryc tuyén ¢ thé bi giam xudng. Do
d6, gia thuyét H5 dugc dé xuét theo cach sau:

Gia thuyét H5: Gia ca cam nhan c6 anh hudng tich cyc dén y dinh mua phu tung,

phu kién 6 t6 truc tuyén cta khach hang tai Cong ty Binh Thuén Ford.
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Danh tiéng thwong hiéu

Niém tin thwong hiéu

Y dinh mua phu
tung, phu kién 6
t truc tuyén caa
KH tai Cong ty
Binh Thuan Ford

Chét lwgng thong tin san
pham

Chit lweng dich vu truc
tuyén

Gia ca cam nhan

Hinh 1.1 Khung mé hinh nghién ctru 4p dung cho dé 4n

1.2.1 Méu nghién cru

Nghién ctu tién hanh thu thap dir liéu théng qua khao sat ngau nhién 200 khéch
hang da tirg mua, dang c6 nhu cau mua hoic quan tim dén viéc mua phu ting, phu kién
0 td truc tuyén tai Cong ty Binh Thuan Ford. Sau khi kiém tra va loai bo cac phiéu khong
phu hop, nghién ctu sir dung 196 phiéu khao sat hop Ié cho qué trinh phan tich chinh
thuec.

Két qua md ta mau cho thay nguoi tham gia khao sat chii yéu thusc nhdm tudi tir
30 dén dudi 45 tudi. Cu thé, nhdm khach hang tir 30 dén dudi 45 tudi co 105 nguoi,
chiém 53,6% tong mau khao sat. Bén canh d6, nhém khach hang tir 45 tudi tr 1én cé 49

ngudi, chiém 25,0%; nhom khéach hang dudi 30 tudi c6 42 nguoi, chiém 21,4%.
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Bang 1.1 Thong ké md ta miu nghién ciru theo P tudi

D6 tudi T?l’n Phan trim Phan trim Phén trim
: suit (%) hop 18 (%) | tich liy (%)
Dudi 30 tudi 42 21,4 21,4 21,4
Tt 30 dén dudi 45 tudi 105 53,6 53,6 75,0
Ttr 45 tudi tré 1én 49 25,0 25,0 100,0
Téng cong 196 100,0 100,0

Nguon: Két qua xir Iy dir liéu khao sat cia tac gia.

V& trinh d6 hoc van, mau khao séat c¢6 sy khéc biét rd giita cac nhom. Trong do,
khach hang c6 trinh d6 Trung cap/Cao dang chiém ty trong 16n nhat vai 106 nguoi, tuong
g 54,1% tong mau. Nhom co trinh d6 Pai hoc dang tiép theo vaéi 55 nguoi, chiém
28,1%. S6 khach hang c6 trinh do Trung hoc phd théng tré xudng 1a 26 ngudi, twong
duong 13,3%, trong khi nhom Sau dai hoc chi gém 9 ngudi, chiém 4,6%. Nhin chung,
phan I6n nguoi tra 1o khao sat 6 trinh do tir Trung cip/Cao dang tro 18n, chiém 86,8%.
Co cau nay cho thidy mau nghién ctu tap trung cha yéu vao nhém khach hang c6 kha
nang tiép nhan thdng tin, so sanh lva chon va danh gia twong dbi diy da vé hoat dong
mua phu ting, phu kién 6 td qua kénh truc tuyén cia Cong ty Binh Thuan Ford.

Bang 1.2 Thong k& mo ta miu nghién ciru theo Trinh d hoc van

Trinh d6 hoe vin Tz‘i’n Phin | Phintrim | Phén trim
e suat | tram (%) | hop 1€ (%) | tich liy (%)
Trung hoc pho théng tro xudng | 26 13,3 13,3 13,3
Trung cip/Cao ding 106 54,1 54,1 67,3
bai hoc 55 28,1 28,1 95,4
Sau dai hoc 9 4.6 4.6 100,0
Tong cong 196 100,0 100,0

Nguén: Két qua xir ly dix liéu khao sat caa tac gia.
Két qua khao séat cho thdy nhém nhén vién van phong chiém ty Ié cao nhat trong

mau nghién cau voi 64 ngudi, twong tng 32,7% tong sé nhan vién. Tiép theo 1a nhom
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kinh doanh véi 54 nguoi, chiém 27,6%. Hai nhém can b, cong chuc, vién chic va lao

dong ky thuat/tai xé c¢d cung sb lwong 32 nguoi, méi nhém chiém 16,3%. Nhém nghé

nghiép khac co 14 ngudi, chiém 7,1%. Két qua nay cho thay mau khao sat c6 su phan

bé tuong dbi da dang vé nghé nghiép, trong d6 nhom nhén vién vin phong va nhém kinh

doanh chiém ty trong chu yéu, véi tong cong 60,3% mau nghién ctu.

Bang 1.3 Théng k& m6 ta miu nghién cieu theo Nghé nghiép

. Phin . ;
. Tan Phan tram Phan tram
Ngheé nghiép : tram
suat hop 1€ (%) | tich liy (%)
(%)
Cén bg, cong chuc, vién chirc 32 16,3 16,3 16,3
Nhan vién van phong 64 32,7 32,7 49,0
Kinh doanh 54 27,6 27,6 76,5
Lao dong k¥ thuat/tai xé 32 16,3 16,3 92,9
Khéc 14 7,1 7,1 100,0
Tong cong 196 | 100,0 100,0

Nguén: Két qua xir Iy dir liéu khao sat cia tac gia.

Nhom khach hang c6 thu nhap tir 5 dén dui 10 triéu dong/thang chiém ty trong

cao nhat véi 86 nguoi, tuong tng 43,9%. Nhom dudi 5 triéu ddng gdom 55 nguoi, chiém

28,1%; nhom tir 10 dén dui 15 triéu dong gom 50 ngudi, chiém 25,5%; va nhom tir 15

triéu déng tré 18n chi c6 5 nguoi, chiém 2,6%. Nhu vay, 72,0% ngudi tham gia khao sét

c6 thu nhap dudi 10 triéu dong/thang, cho thay gia ca va gié tri nhan duoc c6 thé l1a

nhitng noi dung dang quan tdm khi khach hang can nhac mua phu ting, phu kién truc

tuyén.
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Bang 1.4 Thong ké md ta miu nghién ciru theo Thu nhap binh quan hang thang

Thu nhip binh quén hing thing T?l’(n th}in Ph?m:crﬁm hop 1')h5n~ tram
’ suat | tram 1€ (%) tich lay (%)
Duéi 5 triéu dong 55 | 28,1 28,1 28,1
Tir 5 dén dudi 10 triéu dong 86 | 43,9 43,9 71,9
Tir 10 dén dudi 15 triéu dong 50 | 255 25,5 97,4
Tir 15 tridu dong tré 1én 5 2,6 2,6 100,0
Tong cong 196 | 100,0 100,0

Nguén: Két qua xir Iy dir liéu khao sat cia tac gia.

1.2.2 Thang do nghién ciru

Céc thang do trong nghién ctru duoc xay dung trén co so ké thira co chon loc tir
cac nghién ctru trong va ngoai nude lién quan dén y dinh mua hang truc tuyén, niém tin
trong thuong mai dién tir, danh tiéng thuong hicu, chat lugng thong tin, chét luong dich
vu tryc tuyén va gia ca cam nhan, nhu nghién ctru ciia Pham Hung Cudng va Hoang
Ngoc Bao Chau (2021), Pham Viét Hung va cong su (2023), Lé Pang Lang va cong su
(2025).

Trén co sé cac thang do ké thira, nghién ctru tién hanh hiéu chinh néi dung bién
quan sat cho phil hop voi bdi canh khach hang mua phuy ting, phy kién 6 to truc tuyén
tai Cong ty Binh Thuan Ford. Vi¢c hi¢u chinh thang do dugc thuc hién thong qua tham
khao ¥ kién chuyén gia, bao gdm can bd quan 1y, nhan vién kinh doanh, nhan vién phu
ting — dich vu. Pay 1a nhitng ngudi c¢6 kinh nghiém trong hoat dong tu van, ban phu
tung, phu ki¢n 6 t6 tai doanh nghi¢p. Noi dung tham khao tap trung vao mirc d¢ phu hop
clia cac nhan t, sy rd rang cua cAu hoi, kha ning do ludng, tinh dé hiéu ddi véi ngudi
tra 101 khao sat va muc do phu hop véi dac thu san phém phu tung, phu kién 6 to.

Trén co so két qua gop ¥ va qua trinh diéu chinh thang do, nghién ctru sir dung
b thang do chinh thirc gdbm 06 nhén t6 véi tong cong 24 bién quan sat. Trong dé, c6 05

nhan t6 doc 1ap gom: Danh tiéng thuong hiéu, Niém tin, Chit luong thong tin san pham,
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Chat luong dich vu truc tuyén va Gia ca cam nhan; 01 nhan t6 phu thuoc l1a Y dinh mua

phu ting, phu kién 6 t6 tryc tuyén.

Bang 1.5 Thang do dung trong nghién ciru

- o Bién
K.t]al N!a quan Noi dung thang do tdi wu
niém hoa )
: sat
DT1 | Binh Thuan Ford c6 danh tiéng tét.
Danh DT2 | Binh Thuan Ford duoc nhiéu khach hang biét dén.
tieng | o O ThUA O Uy
thwong DT3 | Binh Thuan Ford dugc khach hang danh gia cao.
hi¢u DT4 | Binh Thuan Ford la thwong hiéu dé nhan biét.
DT5 | Binh Thuan Ford c6 vi thé tét tai dia phuong.
Téi tin twdng kénh ban hang truc tuyén caa Binh Thuan
NT1 Ford
Niém NT '
tin NT2 | Kénh ban hang truc tuyén nay dang tin cay.
NT3 | Théng tin va giao dich trén kénh nay trung thuc.
Chét CLTT1 | Théng tin san pham dugc trinh bay rd rang.
lwgng CLTT2 | Thong tin san pham day du dé t6i lya chon.
thong | CLTT ] _
tin san CLTT3 | Thong tin vé san pham la chinh xac.
pham CLTT4 | Hinh anh va md ta gilp toi hidu rd san pham.
Chét CLDV1 Blnp Thuan Ford phan hoi nhanh khi téi can ho tro truc
lwgng tuyen.
dviflh CLDV | CLDV2 | Quy trinh dat mua truc tuyén don gian va thuan tién.
trg;’c CLDV3 | Téi dugc hd tro tt trong qua trinh mua hang truc tuyén.
tuyén CLDV4 | Céc vén d& phat sinh duoc xt 1Y Kip thoi,
CNG | CNG1 | Gia phu tung, phu kién tai Binh Thuan Ford la hop ly.
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Gié ci CNG2 | Muc gia phu hop vai chat lugng san pham.
cam CNG3 | Gia san pham c6 tinh canh tranh.
ha — — :
nhan CNG4 | T6i cam thdy sb tién bo ra Ia xing dang.
T6i c6 ¥ dinh mua phu tiing, phu kién truc tuyén tai Binh
YD1 ~
Thuan Ford.
o yDp | TOi s can nhac Binh Thuan Ford khi c6 nhu cau mua
Y dinh truc tuyén.
mua YD i
hang YD3 T0i s& wu tién mua truc tuyen tai Binh Thuan Ford trong
thoi gian toi.
T6i sidn sang mua hang truc tuyén tai Binh Thuan Ford
YD4 . A
khi c0 nhu cau.

Nguon: Két qua tham khio y kién chuyén gia
TOM TAT CHUONG 1

Chuong 1 di trinh bay co s& 1y ludn vé mua hang tryc tuyén, phu ting, phu kién
6 t6 va y dinh mua hang truc tuyén. Chuong nay ciing trinh bay bon 1y thuyét nén gom:
Ly thuyét hanh vi c6 ké hoach, Ly thuyét tin hiéu va Ly thuyét niém tin trong thuong
mai dién ttr. Trén co s& tong quan cac nghién ctru trong va ngoai nudc, chuong da xac
dinh khoang trong nghién ctru va dé xuat mo hinh gdm nam yéu té anh hudng dén y dinh
mua phu tung, phu kién 0 t6 truc tuyén cua khach hang tai Cong ty Binh Thuan Ford:
danh tiéng thuong hiéu, niém tin, chat luong thong tin san phém, chét luong dich vu truc
tuyén va gia ca cam nhan. Bén canh viéc xay dung mo hinh va gia thuyét nghién ctu,
chuong nay con 1am rd quy trinh trién khai nghién ctru, bao gdm phuong phép thu thap

dir liéu, cach thirc lya chon mau, xac dinh quy m6 mau va cong cu ho tro xu ly dir ligu.
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CHUONG 2. PHAN TiCH THUC TRANG ANH HUONG CUA
DANH TIENG THUONG HIEU VA NIEM TIN THUONG HIEU
SAN THUONG MAI PIEN TU PEN Y PINH MUA HANG CUA

KHACH HANG TAI CONG TY BINH THUAN FORD

2.1 Thuc trang danh tiéng thwong hi¢u va niém tin thwong hiéu san thuong
mai dién tir cia khach hang tai Céng ty Binh Thuan Ford

2.1.1 Khéi quét vé Cong ty Binh Thugn Ford

Cong ty C6 phan Dich vu O td Binh Thuan, tén thuong mai 1a Binh Thuan Ford,
duoc thanh 1ap nim 2017 tai thanh phd Phan Thiét, tinh Binh Thuan. Cong ty hoat dong
trong linh vyc phan phéi 6 t6 Ford chinh hang, dong thoi cung cap céc dich vu bao
dudng, stra chita, bao hanh, cung tng phu ting, phu kién va cac dich vu hd tro lién quan
dén qua trinh s& hiru, van hanh xe 6 td cua khach hang. Tir khi di vao hoat dong dén nay,
Binh Thuan Ford da timg budc khang dinh vi thé 1a mot trong nhitng dai ly Ford c6 uy

tin tai dia ban tinh Binh Thuan va khu vuc duyén hai Nam Trung B6.

Binh Thuan Ford duoc dau tu theo mé hinh dai ly 3S cua Ford, bao gom ban hang,
dich vu sau ban hang va cung cap phu ting chinh hang. Showroom cua Cong ty c6 quy
mé khoang 600m2, phuc vy hoat dong trung bay san pham, tu van ban hang va tiép don
khach hang theo tiéu chuan caa Ford. Bén canh do, xuong dich vu cé dién tich khoang
2.500m2, duoc xay dung theo tiéu chuan dai Iy Brand@Retail II, dap (ng cac hoat dong
bao dudng, sta chita, bao hanh, ddng son va chim séc xe. Viée du tu co sd Vit chat
theo tiéu chuan dai ly chinh hang la nén tang quan trong giGp Binh Thuan Ford kiém
soat chat luong dich vy, bao dam ngudn gdc phu tling va tao dung niém tin di véi khéach

hang.

Binh Thuan Ford Ia thanh vién caa SAVICO, Cong ty C6 phan Dich vu Tong hop
Sai Gon, thudc Tap doan TASCO, vé vj thé trong hé théng. Pay 1a mét lgi thé quan trong
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gitp doanh nghiép duoc hd tro vé ning luc quan tri, ngudn cung san pham, tiéu chuan
van hanh, chinh sach dao tao va hé théng dich vu khach hang. Viéc tham gia vao hé sinh
thai phan phéi & t6 quy mé lén gép phan gitp Binh Thuan Ford chuan héa quy trinh hoat
dong, nang cao ning lyc canh tranh va gia ting kha nang dap ung nhu cau ngay cang da

dang cua khach hang tai thi truong dia phuong.

Binh Thuan Ford xay dung dinh huéng phat trién dya trén viéc thau hiéu nhu cau
khach hang, nang cao chat lwong phuc vu va xem trai nghiém khach hang 1a yéu t6 cét
I6i trong moi hoat dong cua doanh nghiép. Phuong cham “Your smile — Our Happiness”
cung dinh huéng “Thuong hiéu hang dau — Chat luong hang dau — Su lya chon hang
dau” thé hién cam két cua Cong ty trong viéc mang lai gia tri tét nhat cho khéach hang.
Doanh nghiép khdng chi tap trung vao hoat dong ban xe ma con chd trong phét trién hé
sinh théi dich vu toan dién, bao gém kinh doanh xe méi, xe da qua st dung, phu kién,
dang ky xe, bao dudng — stra chita, bao hiém va hd tro tai chinh ngan hang. Céch tiép
can nay gitp khach hang duoc phuc vu dong b trong toan bo qua trinh trudc, trong va

sau khi mua xe.

Co cau t6 chirc ciia Binh Thuan Ford duoc thiét ké theo hudng chuyén mdn hoa,
phU hop véi dac thi hoat dong ciia mot dai ly 6 t6 chinh hang. Bo may to chizc gdm Ban
Tong Giam dbc va cac phong chirc niang cha yéu nhu Phong Kinh doanh, Phong Dich
vy, Phong Trai nghiém khéach hang, Phong MarCom va Phong Tong hop. Trong do,
Phong Kinh doanh phu trach hoat dong tu van, ban xe moi, xe dd qua st dung va hd tro
tai chinh cho khéach hang. Bao dudng, sta chira, bao hanh, déng son, phu ting va phu
kién duoc thuc hién boi Phong Dich vu. L& tan, cham soc khach hang va bao hiém dugc
thuc hién bai Phong Trai nghiém Khach hang. Marketing, truyén thong va thuong mai
dién tir thuoc Phong MarCom. Su phan cong rd rang gitra cac bo phan giap Cong ty hoat
d6ng 6n dinh hon, gitp phdi hop ndi bd hiéu qua hon va gitp khach hang duoc phuc vu

tdt hon.
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Bén canh yéu tb t6 chtc va co s vat chat, Binh Thuan Ford con chd trong xay
dung vin héa doanh nghiép dua trén hé gia tri cét 16i 7T, gom: Tri tug, Tan tam, Tin
tuong, Tuan tha, Tc do, Truyén thdng va Tinh gon. CAc gia tri nay dong vai tro dinh
hudng cho thai d6 lam viéc, hanh vi phuc vu va phong cach ung xtr ctia doi ngli nhan sur.
Trong d6, su tan tdm, tinh chuyén nghiép, tinh than tuan thu va kha ning thich tng nhanh
la nhirng yéu té quan trong gitp doanh nghiép duy tri chat lugng dich vu, tao dung uy

tin va phat trién quan hé bén viing véi khach hang.

Trong qué trinh hoat dong, Binh Thuan Ford da dat dugc nhiéu két qua tich cuc
trong hé thdng dai ly Ford Viét Nam, trong hé thong SAVICO ciing nhu tai dia phuong.
Doanh nghiép timg duoc ghi nhan tai cac hoi nghi dai ly Ford toan quéc va dat nhiéu
hang muc giai thuong trong nam 2024. Ngoai ra, Cong ty ciing nhan duoc cac giay khen,
bang khen tir co quan, t6 chic tai tinh Binh Thuan, thé hién su ghi nhan d6i voi nhitng
dong gop cuia doanh nghiép trong viéc tao viéc 1am, nang cao chét lugng dich vu 6 to va

dong gop vao sy phat trién kinh té — x4 hoi cia dia phuong.

Nhin chung, Binh Thuan Ford c6 nén tang hoat dong twong di viing chac véi loi
thé vé thuong hiéu chinh hing, co s& vat chat dat chuan, hé sinh thai dich vu dong bo,
d6i ngii nhan sy chuyén mdn va tép khach hang truyén thong. Tuy nhién, dé loi thé
thuong hiéu va uy tin dai ly chinh hang thuc su chuyén héa thanh niém tin va y dinh mua
hang trén mdi trudng thuong mai dién tir, Cong ty can tiép tuc chuan héa théng tin san
pham, nang cao chat luong dich vu tryc tuyén va xay dung hinh anh gian hang chinh

thac, chuyén nghiép, dang tin cay.

2.1.2 Thuc trang hoat dgng ban phu tng, phu kién 8 to truc tuyén tai
Cong ty Binh Thugn Ford
Trong béi canh thwong mai dién tir ngdy cang phat trién, hoat dong kinh doanh

phu tuing, phu kién 6 t6 tai Viét Nam dang c6 co hoi mé rong sang cac kénh truc tuyén.
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Sy tang trudng cua thi trudng 6 t, s6 luong xe leu hanh va nhu cau chim soc, bao dudng
phuong tién da 1am gia ting nhu cau ddi voi cac san pham phu ting, phu kién va san
phdm chim séc xe. Tuy nhién, do dic thu k¥ thuat cao, yéu cau tuong thich véi ting
dong xe, doi xe va théng sb st dung cu thé, mic d6 chap nhan mua phu ting, phu kién
6 t6 truc tuyén cua khach hang van than trong hon so vé6i cac nhém hang tiéu dung phd
thong. Déi voi Cong ty Binh Thuan Ford, hoat dong ban phu ting, phu kién 6 t truc
tuyén da duoc trién khai bude dau trén mot sé kénh nhu Shopee, TikTok Shop, website
va Tiki. Theo dir liéu noi bo, hoat dong nay ghi nhan 222 khach hang, 209 don hang,
khdng phét sinh don hoan/huy, tong doanh sb dat 103.649.156 d6ng va sd tién thuc thu
dat 77.699.834 ddng. Két qua nay cho thay kénh ban hang truc tuyén da budc dau tao ra
giao dich thuc té, phan anh nd lyc caia doanh nghiép trong viéc mo rong diém cham voi

khach hang ngoai showroom va xudng dich vu truyén théng.

TI TRONG CAC KENH BAN HANG Phan tich théng minh

S6 tign thuc thu e Tign hang

<100 000 0600 d85,137,307
d100,000,000 =

nhetn
website

Hinh 2.1 Téng quan két qua ban phu tung, phu kién & to truc tuyén tai Cong ty Binh
Thuan Ford
Ngudn: Di liéu trich xuét tir hé thong quan 1y don hang thuong mai dién ti caa
Cong ty Binh Thuan Ford, giai doan 04/09/2025 — 13/06/2026.
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Dit liéu & Hinh 2.1 cho thiy quy md ban hang truc tuyén caa Binh Thuan Ford
tuy chua 16n nhung da hinh thanh duoc nén tang van hanh ban dau. Viéc ghi nhan hon
200 don hang va khong c6 don hoan/huy 14 tin hiéu tich cuc, cho thiy san phim duoc
giao dich trén kénh truc tuyén c6 kha nang dap @ng nhu cau thuce té caa khach hang. Tuy
nhién, mic doanh sé hon 100 triéu ddng van con khiém tén so véi tiém ning thuong

hiéu, hé thong dich vu va tép khach hang hién hitu cua doanh nghiép.

Vé co cau kénh béan hang, Shopee hién 1a kénh déng gop chu yéu trong hoat dong
ban phu tung, phu kién 6 t truc tuyén cua Binh Thuan Ford. So véi cac kénh con lai nhu
TikTok Shop, website va Tiki, Shopee vuot troi ca vé gia tri tién hang va sé tién thuc
thu. Diéu nay phan &nh vai tro trung tdm cua san thuong mai dién ti trong viéc tao don
hang, dong thoi cho thay hanh vi mua phu ting, phu kién 6 to truc tuyén caa khach hang
hién van phu thugc nhiéu vao cac nén tang c6 luu lugng truy cap 16n va mie do quen
thudc cao. Két qua nay ciing cho thay hoat dong ban hang truc tuyén caa Binh Thuan
Ford hién chwa phan b dong déu giira cac kénh, ma phu thudc chi yéu vao Shopee. Vé
mit tich cuc, sy tap trung nay giGp doanh nghiép d& theo ddi, tdi wu van hanh va kiém
soat chat lugng dich vu trén mot kénh cha lec. Tuy nhién, vé dai han, sy phu thudc qué
I6n vao mot san thuong mai dién tir ciing co thé tao ra rai ro vé phi san, thuat toan hién

thi, canh tranh gia va kha niang kiém soét dir liéu khach hang.

Xét theo s6 lugng don hang, Shopee tiép tuc chiém wu thé véi 169 don, tuong
duong 80,86% tong s6 don hang; TikTok Shop dat 23 don, chiém 11,01%; website dat
13 don, chiém 6,22%; trong khi Tiki chi dat 4 don, chiém 1,91%. Co ciu nay cho thay
khach hang mua phu ting, phu kién 6 to truc tuyén cua Binh Thuan Ford hién cha yéu

phét sinh tir san Shopee, con cac kénh con lai méi dong vai tro bé tro.
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Khong 4p dung: 52 (2343%)

Ddng Nai: 6 (2.71%)

Dic khu Phd Quéc: 1 (0.45%)
Dk Nong: 2 (0.9%)
Dik Lak: 2 (0.9%)
Da Nang: 5 (2.25%)
province: 9 (4.06%)
city: 3 (1.35%)
Vinh Phc: 1 (0.45%)
Tinh Quang Ninh: 2 (0.9%)
Tinh Khanh Hoa: 2 (0.9%)
Tinh Gia Lai: 2 (0.9%)

Phan tich thong minh

An Giang: 1 (045%)

Ba Ria - Viing Tau: 3 (1.35%)

Binh Phuéc: 2 (0.9%)
Binh Thuan: 9 (4.06%)
Binh Dinh: 3 (1.35%)
Can Tha: 2 (0.9%)
Ha Noi: 12 (5.41%)
Ha Tinh: 2 (0.9%)
Hai Phong: 2 (0.9%)
Ha Chi Minh: 2 (0.9%)
Khanh Hoa: 3 (1.35%)
Kién Giang: 2 (0.9%)
Lam Dong: 7 (3.16%)
Nam inh: 2 (0.9%)
Nghe An: 3 (1.35%)
Quang Tri: 2 (0.9%)
TP. Ho Chi Minh: 14 (6.31%)
Thanh Héa: 3 (1.35%)

Phan tich thong minh

tiki: 4 (1.91%)
tiktok: 23 (11.01%)

Thanh Phé Bién Hoa, Dong Nai: 1 (0.45... shopee: 169 (80.86%)
Thanh Phé Ba Ria, Ba Ria - Viing Tau: 1 (0....
Thanh Phé Cao Linh, Dang Thap: 1 (045%)

Thanh Phé Di An, Binh Duang: 3 (1.35%)

Tién Giang: 5 (2.26%)
Thanh phg Phan Thiét, Tinh Binh Thuan: 2 (...
Thanh phé Ho Chi Minh: 4 (1.8%)
Thanh Phé Dong Ha, Quang Tri: 1 (0.45%)

Hinh 2.2 Co ciu don hang theo san thwong mai dién tir va phan bo khach hang theo
tinh/thanh
Nguén: Dit liéu trich xuét tir hé thong quan 1y don hang thuong mai dién ti caa
Cong ty Binh Thuan Ford, giai doan 04/09/2025 — 13/06/2026.

Hinh 2.2 ciing cho thay khach hang truc tuyén cia Binh Thuan Ford khdng chi
tap trung tai Binh Thuan ma con phan bé & nhiéu tinh, thanh khac. Piéu nay phan &nh
loi thé m& rong pham vi thi truong cia thuong mai dién tir so véi kénh béan hang truyén
thong. Tuy nhién, ty Ié khach hang “khong ap dung” hodc chua xac dinh rd dia phuong
van con tuong di 16n, cho thiy doanh nghiép can tiép tuc chuan héa di liéu khach hang

dé phuc vu tét hon cho hoat dong cham séc sau ban, tai tiép thi va phan tich thi truong.

Vé dong tién, di liéu ban hang cho thay doanh thu truc tuyén phat sinh khong déu
giita cac thoi diém va c6 su bién dong manh theo ngay. Mot s thoi diém ghi nhan muac
doanh thu cao, nhung phan 16n cac ngay con lai cé gié tri giao dich nho. Diéu nay cho
thay hoat dong ban phu ting, phu kién 6 t6 truc tuyén cua Binh Thuan Ford van mang
tinh phan tan, chua hinh thanh dugc dong don hang 6n dinh va thuong xuyén. Két qua

tong hop di liéu kinh doanh cho thay Shopee 14 kénh tao ra dong tién ndi bat nhat trong

37



phan 16n thoi gian, trong khi cac kénh con lai c6 mtc dong gop thap hon va khong 6n
dinh. Diéu nay phan anh thuc trang hoat dong thuong mai dién tir cua Binh Thuan Ford
van dang & giai doan dau, phu thudc nhiéu vao timg don hang phat sinh hon 13 mot hé
théng ban hang truc tuyén duoc van hanh on dinh theo chién dich, tép khach hang va ké

hoach doanh s6 r6 rang.

Tir c4c dit liéu trén co thé thay, hoat dong ban phu tung, phu kién 6 t6 truc tuyén
tai Binh Thuan Ford di c6 két qua budc dau, thé hién qua sé luong khach hang, don hang
va doanh thu thuc té. Tuy nhién, quy mé doanh thu con nhé, co cau kénh ban hang phu
thudc nhiéu vao Shopee, dit liéu khach hang chua duoc khai thac day di va dong tién
chua 6n dinh. Trong khi d6, phu ting, phu kién 6 t6 1a nhém san pham c6 tinh k§y thuat
cao, khach hang thuong quan tim dén tinh chinh hang, do tuong thich, kha ning lap dat,
chinh sach bao hanh va trach nhiém sau ban hang. Vi vdy, dé phat trién hiéu qua kénh
truc tuyén, Binh Thuan Ford can khéng chi mé rong gian hang trén cc san thuong mai
dién tr, ma con phai chuan hda théng tin san pham, ting cuong tu van Ky thuat, khai
thac tép khach hang hién hitu va chuyén hoa loi thé thuong hiéu chinh hang thanh niém

tin rd rang trén moi trudng sb.

Tir cac phén tich trén, dé &n lya chon Shopee, TikTok Shop, Tiki va website cua
Binh Thuan Ford dé phén tich vi day 1a cac kénh duoc doanh nghiép chinh thic trién
khai va co phat sinh dir liéu giao dich trong giai doan nghién cuu. Trong do, Shopee,
TikTok Shop va Tiki 1a cac nén tang thwong mai dién ti trung gian; website 12 kénh tryc
tuyén thugc quyén quan ly truc tiép ciia doanh nghiép. Viéc lva chon dua trén bon tiéu
chi: kénh dang dugc doanh nghiép van hanh; cé san pham phu ting, phu kién dugc ding
ban; c6 phét sinh giao dich hoic twong tac voi khach hang; va cé dir liéu du dé tong hop,
d6i chiéu. Khac véi hang tieu dung phd théng, phu ting, phu kién 6 t6 o tinh dic th
cao vé ma san pham, dong xe, doi xe, phién ban va théng sé k¥ thuat. Viéc lva chon sai

san pham c6 thé din dén khong twong thich, phat sinh chi phi d6i tra hoac anh huéng
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dén van hanh caa xe. Khéch hang vi vay can duoc xac nhan thdng tin xe, sé6 VIN hoic
ma phuy tung trude khi giao dich. Bén canh d6, ngudn géc chinh hang, diéu kién lap dat,
chinh sach bao hanh, trach nhiém déi tra va kha ning hd tro sau ban 1a nhiing yéu té
quan trong hon so v4i nhiéu nhom hang thong thuong. Pac diém nay 1am cho vai trd cua
tu van truc tuyén, chit luong thong tin va niém tin vao gian hang Binh Thuén Ford tro

nén dac biét quan trong.

2.2 Panh gia chat lwong cac thang do

2.2.1 Phan tich Cronbach’s Alpha

Két qua Cronbach’s Alpha cho thiy cac thang do co ban dap tng yéu cau kiém
dinh. Tuy nhién, DT3 va CNG2 c6 tuong quan bién — téng dudi 0,3 nén dugc loai truéc
khi phén tich EFA.

Déi véi thang do Danh tiéng thuong hiéu, Alpha ban dau dat 0,697; sau khi bo
DT3, gia tri nay tang 1én 0,740. V&i thang do Gia ca cam nhan, viéc loai CNG2 lam
Alpha ting tir 0,696 1én 0,827. Nhu vay, viéc loai hai bién nay gitp thang do 6n dinh
hon. Sau diéu chinh, cac thang do con lai c6 Cronbach’s Alpha tir 0,810 dén 0,932: trong
d6 Niém tin dat mirc cao nhat 12 0,932. Vi vay, bo thang do sau hiéu chinh du diéu kién
dé tiép tuc phan tich EFA.

Bang 2.1 Két qua Cronbach’s Alpha ciia nhom bién “Danh tiéng thwong hiéu”

o ok Trung binh Phwong sai Twong quan Cronbach’s Alpha
Ma bién F S X . 3.k <K F £ A
néu bo bién | néu loai bién bién — tong néu loai bién
DT1 10,306 6,183 0,504 0,697
DT2 10,378 5,795 0,571 0,659
DT4 10,260 5,845 0,548 0,673
DT5 10,321 6,076 0,508 0,695
Cronbach’s Alpha = 0,740

Nguén: T&c gia tong hep tir két qua khao sat.
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Thang do Y dinh mua hang dat Cronbach’s Alpha = 0,867. Cac bién YD1, YD2,
YD3 va YD4 déu c6 twong quan bién — tong trén 0,7, cho thady mirc do gan két tét giita
cac bién quan sat trong cung thang do.

Bang 2.2 Két qua Cronbach’s Alpha cia nhém bién “Niém tin”

N . Cronbach’s
Ma bién T{ ung, bl,r:h P‘hu’(rn.g sil Tl,r? e qxuan Alpha néu loai
néu bo bién | néu loai bién bién — tong X

bién
NT1 7,439 4,104 0,942 0,834
NT2 7,408 4,592 0,770 0,980
NT3 7,337 5,107 0,902 0,886

Cronbach’s Alpha = 0,932

Nguén: T&c gia tong hep tir két qua khao sat.

Hé sé Alpha Cronbach cua thang do Chét lugng théng tin san pham dat 0,861,
cho thay thang do c6 d9 tin cay tét. Hé s6 tuong quan bién cua tat ca cac bién quan sat
déu trén 0,6, cho thdy su phu hop caa kénh truc tuyén dé do ludng cac khia canh vé tinh
1d rang, day du va chinh xac caa thdng tin san pham.

Bing 2.3 Két qua Cronbach’s Alpha ciia nhom bién “Chét lwgng thong tin san pham”

Cronbach’s
. i i T ‘
Mibign | |1ungbinh | Phuong sai WOREqUAn | 4 1pha néu loai
néu bo bién | néu loai bién bién — tong X

bién
CLTT1 10,832 10,664 0,749 0,810
CLTT2 10,755 11,222 0,697 0,831
CLTT3 10,980 9,251 0,704 0,829
CLTT4 10,872 9,517 0,716 0,820

Cronbach’s Alpha = 0,861

Nguén: T&c gia tong hep tir két qua khao sat.
Pdi véi thang do Chat luong dich vy truc tuyén, hé sé Cronbach’s Alpha dat

0,810. C4c hé sb tuong quan bién — tong déu 16n hon 0,5, cho thiy cac bién quan st c6
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muc d6 nhat quén tot va phi hop dé do ludng chét lwong hd trg, phan hdi va xir Iy van

dé trong qua trinh mua hang truc tuyén.

Bang 2.4 Két qua Cronbach’s Alpha ciia nhom bién “Chat lrgng dich vu truc tuyén”

. . Cronbach’s
M3 bién T{ “”9{ bl,r:h l:hu’O'n.g Sil Tl,r? ne qzuan Alpha néu loai
néu bo bién | néu loai bién bién — tong X

bién
CLDV1 11,168 6,366 0,627 0,762
CLDV2 11,173 6,226 0,671 0,742
CLDV3 11,311 6,164 0,626 0,764
CLDV4 11,133 6,649 0,589 0,780

Cronbach’s Alpha = 0,810

Nguén: T&c gia tong hep tir két qua khao sat.

Bién CNG2 bj loai trir trén thang do Gia ca cam nhan vi hé s6 twong quan cia no

la 0,119, thap hon ngudng chap nhan. Khi bién nay duoc loai bo, Alpha Cronbach ting

Ién 0,827, cho thiy thang do sau diéu chinh ¢ d9 tin cay cao va phi hop dé tiép tuc phan

tich.
Bang 2.5 Két qua Cronbach’s Alpha ciia nhom bién “Gia ca cam nhan”
N . Cronbach’s
M3 bién T{ u”‘% bl,r:h I:hlwn'g sil Tl,r? ne qxuan Alpha néu loai
néu bo bién | néu loai bién bién — tong X )
bién
CNG1 7,883 2,976 0,820 0,621
CNG3 8,112 2,869 0,779 0,660
CNG4 7,872 4,020 0,487 0,938

Cronbach’s Alpha = 0,827

Nguén: Tac gia tong hop tir két qua khao sat.

Hé s6 Alpha Cronbach dat 0,867 cho thang do Y dinh mua hang. Hé sb tuong

quan bién cta cac bién quan sat YD1, YD2, YD3 va YD4 tong cong 16n hon 0,7. Piéu
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nay cho thiy thang do c6 dd tin cay tét va phan anh nhat quan ¥ dinh mua phu ting, phu

kién 6 t6 truc tuyén cua khach hang tai Binh Thuan Ford.

Bang 2.6 Két qua Cronbach’s Alpha ciia nhém bién “Y dinh mua hang”

. . Cronbach’s
Mai bién T{ “”9{ bl,r:h l:hu’O'n.g Sil Tl,r? ne qzuan Alpha néu loai
néu bo bién | néu loai bién bién — tong X

bién
YD1 11,301 4,037 0,705 0,843
YD?2 11,357 4,518 0,714 0,831
YD3 11,337 4,696 0,730 0,827
YDA4 11,327 4,642 0,746 0,820

Cronbach’s Alpha = 0,867

Nguén: T&c gia tong hep tir két qua khao sat.
2.2.2 Phan tich nhan té kham pha

< EFA d6i véi nhom bién déc 1ap

Sau kiém dinh Cronbach’s Alpha, cac bién dat yéu cau dugc dua vao EFA. Két
qua cho thady KMO = 0,700 va Bartlett c6 Sig. = 0,000, nén dit liéu ph hop dé rt trich

nhan t4. Phan tich hinh thanh 5 nhan t doc lap, cac Eigenvalue déu Ién hon 1; gid tri

thap nhat 1a 1,535. Tong phuong sai trich dat 71,028%, cho thay ciu tric nhan to giai

thich tot dix liéu va c6 thé sir dung cho cac buéc phan tich tiép theo.

Bang 2.7 Ma tran tai nhan té cia nhom bién doc lap

MA bidn Th‘émh Th‘émh Th‘anh Th‘anh Thfémh
phan 1 phan 2 phan 3 phan 4 phan 5
CLTT1 0,849
CLTT3 0,825
CLTT4 0,813
CLTT2 0,794
NT1 0,946
NT3 0,925
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MA bién Thanh Thanh Thanh Thanh Thanh
phan 1 phan 2 phan 3 phan 4 phan 5
NT2 0,862
CLDV?2 0,802
CLDV1 0,795
CLDV3 0,794
CLDV4 0,760
CNG1 0,931
CNG3 0,915
CNG4 0,689
DT2 0,779
DT4 0,748
DT1 0,736
DT5 0,729
KMO 0,700
Approx, Chi-Square | 2216,656
Kiém dinh Barlett df 153
Sig. 0,000
Eigenvalue 4,146 3,118 2,275 1,711 1,535
Té“tgr iﬁu’(‘;ﬁ)g | 23035 | 40,350 | 52995 | 62502 | 71,028

Nguén: Tac gia tong hop tir két qua khao sat.

Két qua phan tich khang dinh céc bién do luong cd kha niang dai dién phu hop

cho tirng nhén t6 trong md hinh nghién ctu. Cy the, nhan t6 1 gom céc bién thuoc thang

do Chat luong théng tin san pham; nhan t6 2 gdm cac bién thudc thang do Niém tin;

nhan t6 3 gdm cac bién thudc thang do Chét lugng dich vu truc tuyén; nhan té 4 gém

cac bién thudc thang do Gia ca cam nhan; va nhan té 5 gdm cac bién thudc thang do

Danh tiéng thurong hiéu. Do cac bién quan sat van hoi tu dang theo ciu tric thang do ban
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dau, nghién ciru gitr nguyén tén goi caa cac nhan td dé phuc vu cho phan tich trong quan
va hoi quy & cac budc tiép theo.
< EFA dbi véi bién y dinh mua hang

Két qua EFA cho thang do Y dinh mua hang ghi nhan KMO = 0,814 va Bartlett
c¢6 Sig. = 0,000. Biéu nay cho thay dir liéu phu hop dé rat trich nhan té. Thang do hinh
thanh moét nhan t6 duy nhat, voi Eigenvalue = 2,888 va tong phuong sai trich dat
72,211%. Cac bién YD1, YD2, YD3 va YD4 déu c6 hé sé tai trén 0,8, nén thang do dat
muc hoi ty tot va co thé sir dung cho céc phan tich tiép theo.

Bang 2.8 Ma tran tai nhan to cia thang do Y dinh mua hang

Bién quan sat H¢é s0 tai nhan t6
YDA4 0,867
YD3 0,858
YD2 0,840
YD1 0,835
KMO 0,814
Bartlett’s Test Sig. 0,000
Eigenvalue 2,888
Tong phwong sai trich (%) 72,211

Nguén: T&c gia tong hep tir két qua khao sat.

2.2.3 Phan tich twong quan

Phén tich twong quan Pearson duoc sir dung nham xem xét mdi quan hé tuyén
tinh gitra c4c bién doc 1ap bao gom: Danh tiéng thuwong hiéu (DT), Niém tin (NT), Chit
lugng thdng tin san pham (CLTT), Chat luong dich vu truc tuyén (CLDV), Gia ca cam
nhan (CNG) va bién phu thugc trong mé hinh nghién ctru 1a Y dinh mua hang (YD).

Két qua tuong quan Pearson cho thdy y dinh mua hang truc tuyén c6 quan hé
thuan chiéu vai cac nhan t6 DT, NT, CLTT, CLDV va CNG. Cac méi quan hé déu co y
nghia thong ké véi Sig. = 0,000, qua dé cho thay céc bién nay phi hop dé tiép tuc kiém
dinh trong md hinh héi quy.
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Bang 2.9 Két qua phan tich twong quan

Bién YD DT NT CLTT CLDV CNG
YD 1 0,304** | 0,251** | 0,385** | 0,539** | 0,465**
DT 0,304** 1 -0,075 -0,013 -0,022 -0,015
NT 0,251** -0,075 1 0,432** 0,008 -0,020
CLTT 0,385** -0,013 0,432** 1 0,148* 0,107
CLDV 0,539** -0,022 0,008 0,148* 1 0,289**
CNG 0,465** -0,015 -0,020 0,107 0,289** 1

Nguén: T&c gia tong hep tir két qua khao sat.

2.2.4 Phan tich héi quy

Phan tich hdi quy tuyén tinh da bién duoc thuc hién nham xac dinh mac d6 anh
huong cua cac yéu té gdm Danh tiéng thuong hiéu (DT), Niém tin (NT), Chét luong
thong tin san pham (CLTT), Chat lugng dich vu truc tuyén (CLDV) va Gia ca cam nhan
(CNG) dén Y dinh mua hang (YD) cua khach hang tai Cong ty Binh Thuan Ford.

+ Panh gia sw ph hep cia mé hinh hai quy

Két qua ANOVA ghi nhan gié tri F = 59,222 véi Sig. = 0,000 < 0,05, cho thay
mo hinh hoéi quy c6 ¥ nghia thong ké. Két qua nay khang dinh viéc dua cac bién doc lap
vao mo hinh 1a ph hop, dong thoi cho thay ¥ dinh mua hang truc tuyén cua khach hang
chiu sy tac dong dang ké tir cac nhan té duoc xem xét trong nghién cuu.

Bang 2.10 Két qua kiém tra y nghia chung ciia md hinh hdi quy

M6 hinh Tong binh df Binh phlf’O'ng F Sig.
phuong trung binh
Hbi quy 56,526 5 11,305 59,222 0,000
Phan du 36,270 190 0,191
Tong 92,797 195

Nguén: T&c gia tong hep tir két qua khao sat.
R2 hiéu chinh dat 0,599, cho thay mé hinh c6 mic giai thich kha tot d6i véi y dinh

mua hang truc tuyén. Cu thé, cac nhan t6 doc Iap trong md hinh giai thich duoc 59,9%



bién thién caa bién phu thudc. Phan con lai c6 thé lién quan dén nhitng yéu té khac ngoai

pham vi nghién ctu.

Bang 2.11 Két qua danh gia mire d gii thich ciia md hinh hai quy

A s R binh Rbinh Si" SO, Durbin-
M6 hinh R huon phuwong chuan wéc Watson
PRUONE | higu chinh tinh
1 0,780 0,609 0,599 0,43692 1,833

Nguén: T&c gia tong hep tir két qua khao sat.
+ Dién giai hé s6 héi quy
Két qua phan tich hé s6 hoi quy cho thay ca 5 bién doc 1ap gom Danh tiéng thuong
hiéu, Niém tin, Chat lvgng thong tin san pham, Chét luong dich vu truc tuyén va Gié ca
cam nhan déu c6 mic ¥ nghia Sig. = 0,000 < 0,05. Do dé, cac yéu t6 nay déu c6 anh
huong tuyén tinh cing chiéu dén Y dinh mua hang cua khach hang.

Bang 2.12 Hé s6 tac dong caa cac nhan té trong md hinh hai quy

, Beta .
, i Sai sO ; ) Do chap

Bién Héso B ., chuan t Sig. VIF

chuan ) nhin

hoa
Hang s6 | -0,567 | 0,262 -2,159 | 0,032

DT 0,296 0,040 0,335 7,361 0,000 0,993 1,007
NT 0,124 0,033 0,190 3,743 0,000 0,802 1,246
CLTT 0,139 0,034 0,210 4,098 0,000 0,786 1,273
CLDV 0,354 0,040 0,418 8,746 0,000 0,900 1,111
CNG 0,262 0,038 0,331 6,952 0,000 0,909 1,100

Nguén: T&c gia tong hep tir két qua khao sat.
Cin cir vao Beta chuan hoa, md hinh hdi quy c6 dang:
YD =0,335DT + 0,190NT + 0,210CLTT + 0,418CLDV + 0,331CNG
Voi:
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YD: Y dinh mua hang truc tuyén tai Binh Thuan Ford

DT: Danh tiéng thuong hiéu

NT: Niém tin

CLTT: Chat lugng thdng tin san pham

CLDV: Chét luong dich vu tryc tuyén

CNG: Gia ca cam nhan

Két qua cho thay tat ca cac hé sé hdi quy déu mang dau duong, nghia 1a khi khach
hang danh gia cao hon vé danh tiéng thuong hiéu, niém tin, chat lugng thong tin san
pham, chat luong dich vu truc tuyén va gia ca cam nhan thi y dinh mua hang truc tuyén
tai Binh Thuan Ford ciing ting 1én. Xét theo hé s6 Beta chuan hda, mic do anh huong
ctia cac yéu té duoc sap xép theo thir tw giam dan nhu sau: Chét lwong dich vu truc tuyén
(B = 0,418), Danh tiéng thuong hiéu (B = 0,335), Gia ca cam nhan (B = 0,331), Chét
lugng thong tin san pham (B = 0,210) va Niém tin (§ = 0,190).

Nhu vay, két qua nghién ciru cho thay rang khach hang dac biét quan tam dén kha
nang phan hoi, tu van, hd tro va xir Iy van dé khi mua phy ting, phu kién 6 to truc tuyén.
Danh tiéng thwong hiéu dimng thir hai, khang dinh vai trd quan trong caa uy tin Binh
Thuan Ford trong viéc tao su an tdm cho khach hang. Gia ca cam nhan cling c6 tac dong
dang ké, cho thay khach hang khdng chi quan tdm dén gid ban ma con cha ¥ dén su hop
ly va xtrng dang cua chi phi bo ra.

+ DO tim cac quy pham gia dinh can thiét

Sau khi xac dinh mé hinh hoi quy c6 y nghia thong ké, nghién ctu tiép tuc kiém
tra cac gia dinh can thiét nham bao dam do tin cay cua két qua phan tich.

Mét la, ddanh gid dang phan phéi ciia phan dw héi quy.

Két qua Histogram va Normal P-P Plot cho thay phan du ctia md hinh phan b
gan chuan. Gia tri trung binh gan 0, d6 léch chuan xap xi 1 va cac diém trén P-P Plot
bam tuong ddi sat dudng chéo ky vong. Vi vay, gia dinh phan phéi chuan cua phan du

c6 thé duoc chap nhan. Bén canh do, trén biéu dd Normal P-P Plot, cac diém quan sat
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phan bé kha sat dudng chéo ky vong, khdng xuét hién su léch huéng rd rét. Vi vay, co
thé nhan dinh rang phan du caa md hinh khéng c6 dau hiéu vi pham nghiém trong gia
dinh phan phéi chuan, qua d6 bao dam diéu kién can thiét dé tiép tuc dién giai két qua
hoi quy.

Histogram
Dependent Wariable: WD

\ N =195
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T
10 \

—
o T T
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Regression Standardized Residual

Hinh 2.3 Biéu d6 phén phdi chuin phén du

Frequency

Nguén: Tac gia tong hop tir két qua khao sat.

Mormal P-P Plot of Regression Standardized Residual
Dependent Variable: YD
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Hinh 2.4 Biéu @6 P-P plot

Nguén: T&c gia tong hep tir két qua khao sat.
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Thet hai, gidg dinh vé phwong sai sai sé khéng déi.

Két qua scatterplot gitta phan du chuan héa va gia tri du doan chuan héa cho thay
cac diém dix liéu phan bé rai rac quanh duong 0, khong c6 md hinh dang phéu hoic xu
huéng tap trung nao. Diéu ndy cho thay rang sai sé cia mé hinh twong d6i 6n dinh vé
phuong sai. Do d6, gia dinh sai sé khong d6i duoc coi 1a dap ¢ng.

Scatterplot
Dependent Variable: YD
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Hinh 2.5 Scatterplot giira phin dw chuin héa va gia tri du bao
Ngudn: T4c gia tong hop tir két qua khao sat.

Thee ba, kiém tra hi¢n twong da céng tuyén.

Hé s6 VIF ciia cac bién dao dong tir 1,007 dén 1,273, thép hon nguéng 2. Két qua
nay cho thay hién tuong da cong tuyén khong dang ké, nén céc bién doc lap duoc gitr lai
dé dién giai mo hinh hoi quy.

Thir tu, gia dinh vé tinh déc |ap cia phan du.

Durbin-Watson dat 1,833, cho thay sai s6 hdi quy c6 tinh doc lap twong dbi tét.
Két hop vai két qua kiém tra phan du, phuong sai sai s6 va VIF, md hinh khdng ghi nhan
vi pham dang ké vé cac gia dinh hoi quy. Vi vay, két qua hoi quy c6 thé dugc sir dung

dé dién giai tac dong cua cac nhan té trong mé hinh.
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Do d6, két qua hoi quy c6 d6 tin cdy va pht hop dé st dung 1am cin cir danh gia
mtc d6 anh huong cua cac yéu té dén y dinh mua phu tang, phu kién 6 to truc tuyén cua
khach hang tai Cong ty Binh Thuan Ford.

+ Tong hop két qua kiém dinh gia thuyét

Tir két qua phan tich hdi quy, ca 5 yéu té trong mo hinh gom Danh tiéng thuong
hiéu (DT), Niém tin (NT), Chat lugng thong tin san pham (CLTT), Chét luong dich vu
tryc tuyén (CLDV) va Gia ca cam nhan (CNG) déu c6 hé sé hdi quy duong va c6 mic y
nghia thong ké Sig. = 0,000 < 0,05. Piéu nay cho thay cac yéu té nay déu c6 anh hudng
cuing chiéu dén y dinh mua phu ting, phu kién 6 to truc tuyén cua khach hang tai Cong

ty Binh Thuan Ford. Nhu vay, toan bo céc gia thuyét nghién ctiru duoc dé xuat déu duoc

chap nhan.
Bang 2.13 Tom tit két qua chap nhan gia thuyét
Gia ] .
thuyét Noi dung P_value | Kétluan

Danh tiéng thuong hiéu c6 anh huéng duong dény ;

H1 | dinh mua phu ting, phu kién 6 to truc tuyén caa 0.000 ::::
khach hang tai Cong ty Binh Thuan Ford. '
Niém tin ¢ anh huong duong dén y dinh mua phu ,

H2 | tung, phu kién 6 t6 truc tuyén cua khach hang tai 0.000 Chap
Coéng ty Binh Thuan Ford. nhan
Thong tin san pham rd rang, day da va chinh xac .

H3 |lam ting ¥ dinh mua hang truc tuyén cua khach |  0.000 ::::
hang tai Binh Thuan Ford. '
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Gia ] .
thuyét Noi dung P value | Keétluan

Dich vu truc tuyén tét gitp khach hang c6 xu ]

H4 | huong mua hang qua kénh truc tuyén tai Binh|  0.000 ::2:
Thuan Ford cao hon. '
Gia ca cam nhan c6 anh hudng duong dén y dinh Chip

H5 | mua phu tung, phu kién 6 t6 truc tuyén ctaa khach 0.000 han
hang tai Cong ty Binh Thuan Ford. '

Nguén: T&c gia tong hep tir két qua khao sat.
2.2.5 Thdo lugn két qud

Két qua hoi quy cho thay tit ca ndm yéu té trong mé hinh déu anh huong tich cuc

dén y dinh cua khach hang mua phu ting va phu kién 6 t6 truc tuyén tai Cong ty Binh

Thuan Ford. Piéu nay khang dinh ring ¥ dinh mua hang truc tuyén caa khach hang

khong chi chiu anh huéng béi yéu té thuong hiéu va niém tin, ma con phu thudc vao

chat lwong thong tin san pham, chat luong dich vu tric tuyén va cam nhan cua khéch

hang vé gia ca.

Biang 2.14 Mirc dd anh hwéng cha cac yéu to

. H¢ s0 hdi quy | Thit tw anh
Yéu to .
chuan hoa hwéng
Chat lugng dich vu truc tuyén 0,418 1
Danh tiéng thuong hiéu 0,335 2
Gia ca cam nhan 0,331 3
Chat lugng thong tin sin pham 0,210 4
Niém tin 0,190 5

Nguén: Két qua xir ly dir liéu khao sat cia tac gia.
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Theo do:

Vi Beta = 0,418, chit lwong dich vy truc tuyén 1a nhan té tac dong 16n nhat trong
mo hinh. Két qua nay cho thay trong bdi canh mua phu ting, phu kién 6 t6 truc tuyén,
khach hang khong chi quan tim dén ban than san pham ma con dic biét chu trong dén
chat luong tuong tac vai doanh nghiép. Céc yéu té nhu téc do phan héi, kha ning tur van,
su rd rang trong huéng dan mua hang, hd tro lua chon san pham phi hop va xir 1y vén
dé sau mua c6 vai trd quan trong trong viéc giam sy khong chic chin cua khach hang.
Phét hién nay phu hop véi nghién ctu cua Parasuraman, Zeithaml va Malhotra (2005),
khi chét luong dich vu dién tir duoc xem 12 yéu té phan 4nh kha nang cua kénh truc tuyén
trong viéc hd tro khach hang thuc hién giao dich hiéu qua, an toan va ding cam két.
Trong trudng hop Binh Thuan Ford, két qua nay ham y rang chat lugng dich vu tryc
tuyén can duoc xem 1a wu tién quan tri hang dau trong qua trinh phaét trién thuong mai
dién tu.

Thu hai, véi hé sb Beta = 0,335, danh tiéng thuong hi¢u c6 mtc dnh huéng dang
ké thtr hai dén y dinh mua hang. Biéu nay cho thay uy tin caa Binh Thuan Ford déng vai
tro quan trong trong viéc tao su an tdm cho khach hang khi mua phu tung, phu kién 6 t6
qua kénh truc tuyén. B4i véi san pham cd tinh ki thuat cao, khach hang thuong kho tu
danh gia chat lugng, nguon gbc va mirc d6 tuong thich trudc khi mua. Vi vay, danh tiéng
thuong hiéu trg thanh mot tin hiéu bao dam chat lwong va lam giam rai ro cam nhan. Két
qua nay tuong dong vaéi nghién ctu cia Dodds, Monroe va Grewal (1991), khi thuong
hiéu va théng tin vé noi ban dugc xem 12 tin hiéu thi treong anh huong dén danh gia san
pham va ¥ dinh mua. Ddng thoi, két qua ciing phu hop voi nghién ciu cua Nguyén Ngoc
Hién (2017) trong nganh 6 td Viét Nam, trong d6 danh tiéng doanh nghiép duoc xac dinh

c6 lién hé vai niém tin va y dinh mua hang caa khach hang.

Tha ba, vai hé s Beta = 0,331, ¥ dinh mua hang bj anh huéng tich cuc bai gia

ca cam nhan. Muc tac dong nay gan tuong dwong véi danh tiéng thuong hiéu, cho thay
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khach hang mua phu tung, phu kién & td truc tuyén van rat quan tim dén su hop Iy cua
gia ca. Tuy nhién, trong béi canh nghién ctiu nay, gia ca cam nhan khong nén dugc hiéu
don thudn 13 “gia thip”, ma phan anh sy danh gia cua khach hang vé mic d6 xing dang
giira s6 tién bo ra va gia tri nhan dugc. Két qua nay phu hop véi nghién ctu caa Dodds,
Monroe va Grewal (1991), khi gia ca duoc xem 1a tin hiéu anh huéng dén nhan thuc vé
chat luong, gia tri cam nhan va ¥ dinh mua. Dong thoi, két qua ciing twong ddng voi
nghién ctu cua Pham Viét Hung va cong su (2023), trong do6 gia ca hop ly la mét trong
nhitng yéu t6 thuc day y dinh mua sam truc tuyén. Dbi vai Binh Thuan Ford, diéu nay
cho thay doanh nghiép can truyén thong rd hon vé gié tri caa san pham chinh hang, chinh

sach bao hanh va lgi ich dai han thay vi canh tranh chu yéu bang gia thap.

Véi Beta = 0,210, chat luong théng tin san pham 1 nhan té c6 tac dong cung
chiéu dén y dinh mua hang. Diéu nay cho thay théng tin san pham déng vai trd quan
trong trong qué trinh hinh thanh y dinh mua truc tuyén, bai théng tin cang chinh xac,
minh bach va dé tiép can thi khach hang cang thuan loi trong viéc so sanh, danh gia va
lya chon san pham phu hop. Déi vai phu tiing, phu kién 6 t6, thong tin san pham khang
chi dung lai & tén goi va gia ban, ma can thé hién rd ma san pham, dong xe phu hop,
thong s6 k§y thuat, cong dung, hinh anh thyc té, ngudn gbc va chinh sach bao hanh. Khi
thong tin san pham cang day du, chinh xac va dé& hiéu, khach hang cang giam duoc rui
ro mua sai san pham, tir 6 ting y dinh mua hang. Phat hién nay nhat quan véi Pham
Viét Hung va cong su (2023), khi nghién ctiu chi ra rang thiét ké web/App, nhan thirc
tinh d& st dung va nhan thire su hiru ich 12 nhitng yéu té c6 vai tro tich cuc trong viéc

hinh thanh y dinh mua sam truc tuyén cua khach hang.

Niém tin ciing 12 yéu t6 co tac dong tich cuc dén y dinh mua hang, véi hé s Beta
=0,190. Mic du day 1a yéu té c6 mirc anh huang thap nhat trong mé hinh, két qua van
¢ y nghia thdng ké va phl hop vai ban chat caa giao dich thuong mai dién tir. Trong

moi trudng truc tuyén, khach hang khong thé kiém tra san pham tryc tiép nén niém tin
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vao nha ban, nén tang giao dich va cam két sau ban 1a diéu kién quan trong dé hinh thanh
¥y dinh mua hang. Két qua nay phu hop véi Pavlou (2003) va Gefen, Karahanna va Straub
(2003), khi cac nghién ctru ndy khang dinh niém tin c6 anh huong tich cuc dén ¥ dinh
giao dich va y dinh mua hang truc tuyén. Két qua ciing trong déng vai cac nghién ctu
trong nuéc nhu V3 Thi Tra My, D3 Tuin Anh va Pam Tri Cudng (2021), Pham Hung
Cuong va Hoang Ngoc Bao Chau (2021), ciing nhu Lé Pang Lang va cong su (2025),
khi niém tin duwoc xem la yéu té quan trong thuc day ¥ dinh mua hang hoic y dinh lua

chon san thuong mai dién ti.

TOM TAT CHUONG 2
Chuong 2 di khai quat thuc trang kinh doanh phu ting, phu kién 6 to truc tuyén
tai Binh Thuan Ford va danh gia cac yéu td anh huong dén y dinh mua hang cua khach
hang. Két qua khao sat 196 khach hang cho thay nim yéu té gom chét lugng dich vu truc
tuyén, danh tiéng thuong hiéu, gia ca cam nhan, chat lwong théng tin san pham va niém
tin d6i VGi san thuong mai dién tir déu tac dong tich cuc dén y dinh mua. Py 1a co so
dé Chuong 3 dé xuat cac giai phap nham nang cao y dinh mua hang va phat trién hiéu

qua kénh thuong mai dién tr ctia Binh Thuan Ford.
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CHUONG 3. PINH HUONG PHAT TRIEN VA MOT SO GIAI
PHAP
3.1 Pinh huéng phat trién hoat déng ban phu ting, phu Kkién 6 té truc tuyén
tai Cong ty Binh Thuin Ford
Thi nhat, Binh Thuan Ford can wu tién nang cao chat luong dich vu truc tuyén vi
day 1a yéu td c6 tac dong manh nhat dén ¥ dinh mua hang. Hoat dong tu van, phan hoi,
hd tro chon dang san pham, xir Iy van dé sau mua va cham soc khach hang can dugc

chuan héa nham tao trai nghiém nhat quan, chuyén nghiép va dang tin cay.

Tha hai, doanh nghiép can chuyén héa lgi thé thuong hiéu Ford va uy tin dai ly
chinh hang thanh céc tin hiéu tin cay cu thé trén moéi truong sd. Trong thuong mai dién
tir, danh tiéng thuong hiéu khdng chi duoc thé hién qua tén goi doanh nghiép ma con
thong qua hinh anh gian hang, danh gia ctia khach hang, théng tin san pham, chinh sach

bao hanh va chat luong phan hoi.

Thi ba, Binh Thuan Ford can phat trién chinh sach gia theo hudng nhan manh
gia tri nhan dugc thay vi canh tranh gia thap. Khéach hang can duoc thuyét phuc rang
muc gia caa san pham chinh hang di kém véi ngudn gbc rd rang, do an toan, kha ning

tuong thich va trach nhiém bao hanh sau ban.

Thi tu, cac doanh nghiép phai chuan hoa dit lidu san pham trén cac trang web caa
ho. Véi phu ting, phu kién & t6, théng tin san pham phai da chi tiét ¢é khach hang tu
danh gia hoic duoc hd tro ra quyét dinh, nhat 1a cac théng tin vé ma san pham, dong xe
phU hop, thdng sé k¥ thuat, hinh anh thuc té va diéu kién bao hanh.

Thi nim, niém tin caa khach hang can duoc cang ¢b bang trai nghiém thuc té va
cam két cu thé. Niém tin khéng chi duoc hinh thanh qua quang ba thuong hiéu ma con
thong qua qué trinh khach hang dat cau hoi, nhan tu van, dat mua, nhan hang, bao hanh

va duoc hd tro sau mua.
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3.2 Giai phap dé xuat

Trén co so két qua phan tich thuc trang va mac do anh huong cua cac nhan té
trong mo hinh, cac giai phap danh cho Cong ty Binh Thuan Ford tap trung vao nam ndi
dung: nang cao chét lwong dich vu truc tuyén; cung cb danh tiéng thuong hiéu trén cac
kénh sb; nang cao gia tri cam nhan dbi véi san pham chinh hang; chuan héa thdng tin
san pham; va gia ting su an tam cta khach hang khi giao dich truc tuyén. Cac giai phap
can duoc trién khai ddng b gitra bo phan MarCom, kinh doanh, phu tung, dich vu, k¥

thuat va cham s6c khach hang, thay vi thuc hién riéng Ié theo tirng kénh ban hang.

3.2.1 Ngi dung thuc hi¢n cac gidi phap

3.2.1.1 Nang cao chdt hwong dich vu truc tuyén

Chét lwong dich vu truc tuyén 1a yéu t6 c6 anh huong manh nhat dén y dinh mua
hang caa khach hang. Vi vay, Binh Thuan Ford can wu tién xay dung quy trinh tu van
va phuc vu théng nhét trén cac kénh nhu Shopee, TikTok Shop, website, fanpage, Zalo,

dién thoai va tin nhan.

Khi tiép nhan yéu cau, nhan vién can thu thap day dua thong tin vé dong xe, doi
xe, phién ban, nhu cau st dung, san pham khach hang quan tam, ngan sach duy kién va
nhu cau lap dit. B6i véi san pham c6 yéu cau k§ thuat cao, khach hang can dugc hudng
dan cung cap thém ma san pham, hinh anh b phan can thay thé hozc sé6 VIN dé kiém

tra kha nang tuong thich trudc khi xac nhan don hang.

Cong ty ciing can quy dinh thai gian phan hoi ddi véi ting loai yéu cau. Céc cau
hoi thong thudng vé gia béan, tinh trang hang, phi van chuyén, bao hanh va thoi gian giao
hang can dugc xir Iy ngay boi nhan vién phu trach kénh truc tuyén. B4i véi yéu cau lién
quan dén ma phu ting, thong sé k¥ thuat hodc kha nang twong thich, bo phan kinh doanh
truc tuyén phai phdi hop véi bo phan phu tiing hoic ky thuat trude khi tra i khach hang.

Bén canh d6, nhan sy phu trach can dugc dao tao dinh ky vé kién thic san pham

Ford, k§ ning tu van, xir Iy phan hdi, giai quyét khiéu nai va sir dung cac nén tang thuong
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mai dién tir. Sau khi giao hang, nhan vién can chu dong lién hé dé xac nhan tinh trang
san pham, hudéng dan kiém tra, hd trg lap dat khi can thiét va ghi nhan dénh gia cua
khéach hang.

3.2.1.2 Cung cé danh tiéng thuwong hiéu trén céc kénh tryc tuyén

Binh Thuan Ford c6 loi thé 1a dai Iy chinh hang, c6 showroom, xuéng dich vy va
d6i ngii k¥ thuat tai dia phuong. Tuy nhién, loi thé ndy can duogc thé hién rd rang va
théng nhat trén cac kénh truc tuyén dé khach hang cé thé dé dang nhan biét va kiém

chung.

Cong ty can chuan hda tén gian hang, logo, anh dai dién, anh bia, dia chi
showroom, s6 dién thoai, thdng tin lién hé, chinh sach bao hanh va mé ta doanh nghiép
trén tt ca cac kénh. Noi dung gigi thiéu phai nhan manh tu cach dai ly chinh hdng, nguon

g6c phu ting, phu kién, kha niang tu van ky thuat va trach nhiém hd tro sau bén.

Bén canh thdng tin nhan dién, Binh Thuan Ford can ting cudng cac bang ching
thuc té nhu hinh anh san pham, video kiém tra phy ting, hinh anh giao hang, phan hoi
sau mua va danh gia ciia khach hang. Cac phan hoi tich cuc c6 thé duoc sir dung phu
hop trén gian hang va fanpage nham giam su khong chic chin cua khach hang moi. Béi
véi phan hoi tiéu cuc, cong ty can tra 1oi cong khai, lich sy, xac dinh nguyén nhan va thé
hién rd phuong an xu ly.

3.2.1.3 Nang cao gia tri cam nhdn déi véi san phdam chinh hang

Trong méi trudng thuong mai dién tir, khach hang cé thé d& dang so sanh gia giira
nhiéu nha ban. Vi vay, Binh Thuan Ford khdng nén chi canh tranh bang giam gia ma can
lam rd gia tri tong thé caa san pham chinh hang.

MJi san pham can cong khai gia ban, tinh trang hang, phi van chuyén, thoi gian

giao hang, diéu kién bao hanh, doi tra va cac vu dai lién quan. Noi dung truyén thong
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can nhan manh ngudn gdc rd rang, d6 an toan, kha ning twrong thich véi xe Ford, d6 bén,

chinh sach bao hanh va trach nhiém hau mai cua dai ly chinh hang.

Cong ty co thé thiét ké cac goi san pham theo nhu cau, ching han goi chim soc
xe co ban, goi phu kién theo dong xe, géi phu tung tiéu hao dinh ky hoic géi san pham
theo mua. Viéc béan theo gdi gitp khach hang dé lya chon, nhan thay rd lgi ich tong thé

va han ché viéc so sanh don thuan duya trén gia cua tirng san pham riéng lé.

3.2.1.4 Chudan héa théng tin sén pham

Doi vai phu ting, phy kién 6 t6, chat luong thong tin c6 vai tro dic biét quan
trong do khach hang can xac dinh chinh xac ma san pham, dong xe, doi xe va kha ning
tuong thich. Binh Thuan Ford can xay dung mau noi dung thong nhat cho toan bo san

pham ding ban.

Théng tin téi thiéu caa mdi san pham can bao gém: tén san pham, ma san pham,
dong xe va doi xe phi hop, cdng dung, thong sé ki thuat co ban, ngudn gdc, tinh trang
hang, gia ban, hinh anh thuc té, chinh sach bao hanh, diéu kién d6i tra va huéng dan su
dung. B4i véi san pham c6 nhiéu phién ban, can bd sung luu ¥ yéu cau khach hang cung

cap s6 VIN hoic lién hé nhan vién dé xac nhan trudce khi dat hang.

Hinh anh san pham can rd nét, thé hién bao bi, tem nhan, ma san pham va cac chi
tiét quan trong. Vi nhitng san pham dé nham Ian, cdng ty nén b sung hinh anh so sanh,
video huéng dan hoic chi thich vi tri lap dat trén xe. Bong thoi, mdi nhém san pham
can c¢6 phan cau hoi thuong gap dé khach hang cha dong tra ciru trude khi quyét dinh

mua.

3.2.1.5 Gia tdng sir an tdm va nang cao chat lirong hdu mai
Khéach hang mua phuy tiing, phu kién truc tuyén thuong lo ngai vé hang gia, hang

khong dung mé ta, san pham khong tuong thich, kho ddi tra hodc khong dugc hd trg khi
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phét sinh van d&. Vi vay, Binh Thuan Ford can cdng khai chinh sach giao hang, thanh

toan, bao hanh, d6i tra va giai quyét khiéu nai trén tat ca cac kénh truc tuyén.

Truéc khi giao hang, nhan vién can xac nhan lai tén san pham, ma san pham, dong
xe phi hop, gia ban, phi van chuyén, dia chi giao nhan va thoi gian du kién. Déi véi phu
ting cd yéu cau k¥ thuat, chi nén xac nhan don sau khi da kiém tra thong tin xe va kha

nang tuong thich.

Khi giao hang, cong ty can cung cap hoa don, phiéu bao hanh hozc chang tir lién
quan tiy tirng nhém san pham. Sau khi khach hang nhan hang, bo phan cham séc khach
hang can chu dong lién hé dé xac nhan tinh trang san pham, hd tro xu Iy néu c6 sai léch
va ghi nhan mic do hai 10ng. Sy nhat quéan gitra cam két truc tuyén va trai nghiém thuc

té 1a diéu kién quan trong dé duy tri niém tin va thuc day khach hang mua lai.

3.2.2 Phan cong trach nhiém va tiéu chi danh gia

Dé cac giai phap duoc trién khai hiéu qua, Cong ty can xac dinh ré bo phan cha
tri, bo phan phéi hop va tiéu chi danh gia ddi véi tieng nhém hoat dong. Viéc phan cong
cu thé gitp han ché tinh trang chuyén giao trach nhiém gitra bo phan ban hang truc tuyén,

phu tung, ky thuat va cham soc khach hang.

Bang 3.1 Phan cong trach nhiém va tiéu chi danh gia cac giai phap

Giai Hoat dong trong Pon vi chu Thoi Tiéu chi danh gia dé
phap tam tri/phdi hop | gian xuat

. >90% tin nhan phan hoi
Chuan hoéa quy trinh | MarCom chu .
i , , trong 15 phut; yéu cau k§
Nang cao | tiép nhan; kiém tra | tri; Phu tung, ]
Thang | thuat dugc xur ly trong 2
dich wvu|dong xe, doi xe, | Ky thuat, ‘ . o ,
, , | 1-6 gi0; khiéu nai giai quyét
truc tuyén | VIN; x4c nhan tuong | CSKH  phoi . .
, trong 48 giod; ty 1¢ doi do
thich; xtr ly khi€u nai | hop

tu van sai <2%
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Chuan hoa nhan dién

gian hang; cong khai

100% kénh théng nhét

doi tra

Cing co ) MarCom chu ) nhan dién; diém danh gia
dai ly chinh hang; | Thang
danh tri; CSKH trung binh >4,7/5; tang
~ tang danh gid va noi . 1-12 , _ .
tiéng ) . phoi hop s0 danh gid c6 ndi dung
dung khach hang ,
, thuc té
thuc té
100% san pham cong
A Cong khai gia, bao o ]
Nang cao , o ) ) khai gia va chinh sach;
_ | hanh, doi tra; thiet ke | Kinh  doanh | Thang .
gia  tri| . xdy dung to1 thiéu 3-5
goi phu kién theo | va Phutung |3-9 _ , o
camnhin | g61 san pham; tang gia tri
dong xe
don hang binh quin
100% san pham chu lyuc
Chuén Thiét 1dp mau mo ta da truong thong tin; 101
o , Phu tung chu )
hoa thong | gom ma, dong xe, | Théng thong tin dudi 2%; san
. .| trl;  MarCom ,
tin  san | doi xe, ngudn goc, , 1-5 pham ky thuat cao co
: phoi hop . ,
pham bao hanh, hinh anh huéng dan kiém tra
tuong thich
, | X4c nhan don, cung . 100% don k¥ thuat duoc
Cung co| , CSKH chu tri;
. cap hoa don/bao ) xac nhan; 100% san
niém tin Dich vu va | Thang )
hanh, lién h¢ sau , phdm dua ching tu; lién
va  hau Phu tung phoi | 4-12
. nhan hang, quan ly hé sau ban trong 3 ngay;
mal hop

theo doi ty 1€ mua lai

Nguén: T4c gia dé xuat

Céc chi tiéu trén mang tinh dinh hudng. Trudc khi 4p dung chinh thac, Cong ty

can do luong sb lidu nén trong khoang mot dén hai thang dé diéu chinh muc tiéu phu

hop véi s6 lugng nhan sy, quy mé don hang va dic diém tung kénh ban hang. Két qua

danh gia nén duoc tong hop theo thang va bao cao dinh ky cho Ban Giam déc.
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3.2.3 Lg trinh thuc hién
C4c giai phap duoc dé xuat trién khai trong thoi gian 12 thang, chia thanh ba giai

doan. Viéc phan ky giup Cong ty wu tién xtr Iy nhitng han ché co ban truée khi mé rong

hoat dong ban hang va danh gia hiéu qua dai han.

Bang 3.2 L§ trinh trién khai céc giai phap

trinh CSKH

Thoi ; .
Giai doan ) N§i dung trong tim Két qua can dat
gian
o _ Hoan thién quy trinh tu van;
Giai doan Ra soat gian hang, danh muc san ) ) ‘
o ) , _ thong nhat nhan dién; xay
1. Ra soat | Thang | pham, ndi dung mo ta, hinh anh, N ,
, o o . . dung mau mo ta san pham;
va chuan | 1-3 chinh sach ban hang va quy trinh .
] . . cong khai chinh sach bao
hoa phoi hop ndi bd .
hanh va doi tra
Giai doan Pao tao nhan su; cap nhat san | Nang cao tbc do phan hoi;
2:  Trién Th pham; x4y dung bd cdu hoi | giam sai sot tu van; ting s6
. . ang 2 .. : : :
Kkhai va 48 thuong gap; trién khai goi sdn | san pham dat chuan; gia
nang cao pham; ting ndi dung truyén thong | ting danh gia va mac do
nang luc va cham s6c sau ban tuong tac
N Theo ddi KPI; dénh gia hiéu qua | Cai thién ty 1& chuyén doi,
Giai doan ] . .
~ | Thang | ting kénh; dicu chinh danh muc, | doanh thu truc tuyén, danh
3: Danh gia . ' .
. 9-12 ndi dung, chinh sach gid va quy | gia tich cuc va ty 1€ khach
va to1 uu

hang mua lai

Nguon: Tac gia dé xuat

Trong giai doan 1, Binh Thuan Ford can ra soat toan bo hoat dong ban phu tung,

phu Kkién tryc tuyén, bao gom danh muc san pham, hinh anh, théng tin md ta, gia ban,

chinh sach bao hanh, déi tra, thoi gian phan hdi va quy trinh phéi hop giita cac bo phan.
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Trén co s& d6, Cong ty chuan hoa gian hang, xay dung quy trinh tr van va xac dinh rd

trach nhiém cua tirng don vi.

Trong giai doan 2, Cong ty tap trung dao tao nhan su va trién khai cac noi dung
da chuan hoéa. Bo phan phu trach can xay dung bo cau hoi thuong gap, mau tu van theo
dong xe, quy trinh xac nhan don, mau phan hdi khiéu nai va co ché lién hé sau ban. Bdng
thoi, Cong ty trién khai cac g6i san pham, ting cudng video huéng dan, hinh anh thyc

té va noi dung giai thich gia tri san pham chinh hang.

Trong giai doan 3, Binh Thuan Ford can chuyén trong tm sang theo déi va toi
wu. Céc chi tiéu can duoc danh gia gdm luot truy cap, sé luot tu van, thoi gian phan hdi,
ty Ié chuyén doi tir tu van sang don hang, sé don hang, doanh thu, gia tri don hang binh
quan, ty 1& danh gia tich cuc, ty 1& khiéu nai, ty 1& d6i tra va ty 1é mua lai. Két qua 1a can
ctr dé Cong ty diéu chinh danh muc san pham, ndi dung truyén théng, chinh sach gia va

quy trinh cham soc¢ khach hang cho giai doan tiép theo.

3.3 Mt s6 kién nghi dé thure hién

3.3.1 Kién nghj déi véi Cong ty Binh Thugn Ford

Binh Thuan Ford can phan cong rd bo phan hoic nhan sy phu trach kénh truc
tuyén. Nhan sy nay can phdi hop chat ché véi bo phan phu tang, ki thuat, dich vu va
chiam soc khach hang dé bao dam thong tin tu van chinh x4c. Pong thoi, doanh nghiép
can xay dung bo chi tiéu theo ddi hiéu qua nhu ty 18 phan héi tin nhan, ty 18 chuyén doi
don hang, doanh thu theo nhom san pham, ty 1é danh gia tich cuc, ty 18 khiéu nai va ty
Ié khach hang mua lai.

Bén canh d6, doanh nghiép can thudng xuyén ra soat danh muc san pham truc
tuyén dé lya chon san pham phi hop véi nhu cau thi trudng va nang luc van hanh. Nhiing
san pham c6 tinh k§ thuat cao can c6 co ché tu van xac nhan trudc khi giao hang nham

han ché rui ro mua nham. Dong thoi, can khai thac tép khach hang hién hitu tir hoat dong
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ban xe, bao dudng va stra chira dé phat trién kénh ban phu tung, phu kién truc tuyén mot

cach bén virng.

3.3.2 Pé xudt hé tre tir Ford Viét Nam

Ford Viét Nam can ting cuong hd tro cac dai ly trong viéc phat trién kénh ban
phu tuing, phu kién truc tuyén chinh hang. Sy hd tro cd thé tap trung vao viéc chuan hoa
thong tin san pham, cung cap hinh anh chinh thitrc, ma san pham, hudng dan sir dung, tai
licu k¥ thuat co ban va chinh sach bao hanh thdng nhat. Diéu nay giup cac dai Iy nhu

Binh Thuan Ford nang cao tinh chuyén nghiép va do tin cay cua gian hang truc tuyén.

Ngoai ra, Ford Viét Nam c6 thé xay dung cac chién dich truyén thdng chung vé
lgi ich cua viéc sir dung phu tung, phu kién chinh hang. Cac thong diép nay gidp khach
hang phan biét rd hon giita san pham chinh hang va san pham khéng rd ngudn goc, tir

d6 hd tro dai ly trong viéc truyén thong gia tri thay vi canh tranh bang gia thap.

Ford Viét Nam ciing nén xem xét phat trién hé théng dix liéu hoac nén tang hd tro
tra caru phu tiing theo dong xe, doi xe va ma san pham. Cong cu nay sé& gidp ca dai ly va
khach hang giam rui ro chon sai san pham, dong thoi nang cao chat luong tu van trén

kénh truc tuyén.

TOM TAT CHUONG 3

Chuong 3 da dé xuat cac giai phap nham nang cao y dinh mua phy ting, phu kién
6 to truc tuyén cua khach hang tai Cong ty Binh Thuan Ford. Céc giai phap duoc xay
dung trén co so két qua nghién cau & Chuong 2 va duoc sap xép theo mirc d6 anh huong
cua c4c yéu té trong mo hinh héi quy. Theo d6, giai phap uu tién hang dau 1a nang cao
chat luong dich vu truc tuyén, tiép theo 1a cing ¢6 danh tiéng thuong hiéu trén san thuong
mai dién tir, ndng cao cam nhan vé gia tri san pham chinh hang, chuan hoa théng tin san
pham va cung ¢ niém tin giao dich. Ngoai cac giai phap trong tim, chuong nay dé xuét
mét s6 kién nghi d6i vai Binh Thuan Ford, Ford Viét Nam va c4c san thuong mai dién

tir nham tang tinh kha thi va hiéu qua trong qua trinh trién khai.
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PHAN KET LUAN
Dé &n tét nghiép tap trung nghién ciru anh huong cua danh tiéng thuong hidu va
niém tin thwong hiéu san thuong mai dién tir &én y dinh mua hang va giai phap cho Cong
ty Binh Thuan Ford. Trong bi canh thwong mai dién tr ngay cang phat trién, viéc phan
tich cac yéu tb tac dong dén ¥ dinh mua phu ting, phu kién 6 to truc tuyén c6 y nghia
quan trong d6i véi doanh nghiép, dac biét khi Binh Thuan Ford dang tirng budc mé rong

hoat dong kinh doanh trén cac nén tang truc tuyén nhu Shopee va TikTok Shop.

Dé an dé xuat mot mé hinh nghién ctu tap trung vao ¥ dinh mua hang caa khéch
hang tai Cong ty Binh Thuan Ford véi hai yéu té trong tam theo tén dé tai gom danh
tiéng thuong hiéu va niém tin thuong hiéu san thuong mai dién tir. Bén canh do, dé phan
anh day da hon bbi canh mua phuy ting, phu kién 6 to truc tuyén, dé an xem xét thém ba
yéu t6 bd trg gom chit luong thdng tin san pham, chat lwgng dich vu truc tuyén va gia
ca cam nhan. Pé an duoc trién khai theo hudng két hop gitta diéu chinh thang do va kiém
dinh dinh luong. O giai doan dau, ¥ Kién chuyén gia duoc st dung dé hoan thién thang
do phu hop véi bdi canh Binh Thuan Ford. Sau dé, dit liéu khao sat khach hang duoc
phan tich dé kiém dinh mé hinh va danh gia cac gia thuyét nghién cau. Dit lidu duoc thu
thap tir 200 khach hang d3 mua hodc quan tim dén phu tiing va phu kién 6 to truc tuyén

cua Cong ty trong giai doan dinh lugng.

Két qua phan tich khing dinh ca nim yéu té dugc dua vao mo hinh déu tac dong
tich cuc va co y nghia théng ké dén y dinh mua phu tung, phu kién 6 t6 tryc tuyén cua
khach hang tai Cong ty Binh Thuan Ford. Trong d6, chat lwong dich vu truc tuyén 12 yéu
t6 c6 anh huong manh nhat véi hé s6 Beta = 0,418; tiép theo 1a danh tiéng thuong hiéu
véi Beta = 0,335; gia ca cam nhan véi Beta = 0,331; chét lugng thong tin san pham véi
Beta = 0,210; va niém tin thuong hiéu san thuong mai dién tir voi Beta = 0,190. Két qua
trén khang dinh rang y dinh mua phu ting, phu kién 6 t6 truc tuyén cia khach hang tai

Binh Thuan Ford khdng chi phu thudc vao danh tiéng thuong hiéu va niém tin d6i voi
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kénh thuong mai dién tir, ma con chiu anh hudng dang ké bai chit luong dich vu truc
tuyén, thong tin san pham va cam nhan vé gié tri san pham. Dic biét, viéc chat lugng
dich vu truc tuyén c6 anh huéng manh nhét cho thiy khach hang trong nganh hang phu
ting, phu kién 6 t rat coi trong kha nang tu van, phan hoi, hd trg ki thuat va xir ly van
dé trong qua trinh mua hang truc tuyén. Trén co sé két qua nghién ctru, dé 4n da dé xut
cac nhom giai phap nham ning cao ¥ dinh mua hang truc tuyén caa khach hang tai Cong
ty Binh Thuan Ford, gom: nang cao chat lugng dich vu truc tuyén; cang cb danh tiéng
thuong hiéu trén san thuong mai dién tir; nang cao cam nhan cua khach hang vé gia tri
va gia ca san pham; chuan hda chat luong thdng tin san pham; va cing cé niém tin cua
khach hang d6i vai kénh ban hang truc tuyén. Cac giai phap nay duoc xay dung theo thir
tu mirc 46 anh huong cua cac yéu té trong mé hinh hdi quy, nham bao dam tinh logic,

tinh thyc tién va kha ning trién khai tai doanh nghiép.

Bén canh nhiing két qua dat duoc, dé an van con mot sé han ché. Nghién ciu chi
duoc thuc hién tai Cong ty Binh Thuan Ford nén két qua phan anh chu yéu béi canh cua
mot doanh nghiép cu thé, chua thé khai quat day du cho toan bo thi truong phu ting, phu
kién & to truc tuyén. Quy mé mau dap tng yéu cau phan tich dinh lwong, tuy nhién mic
d6 dai dién con han ché do mau chi yéu tap trung vao nhom khach hang da ting mua,
dang c6 nhu cau mua hoic quan tim dén san pham caa Binh Thuan Ford. M6 hinh nghién
Cliu tap trung vao nim yéu té gom danh tiéng thuong hiéu, niém tin thuong hiéu san
thuong mai dién ti, chat luong théng tin san pham, chat lugng dich vu truc tuyén va gia
ca cam nhan. M6 hinh giai thich dugc 59,9% sy bién thién cua ¥ dinh mua hang, cho
thay van con cac yéu té khac chua duge xem xét nhu rii ro cam nhan, bao mat giao dich,
danh gia truc tuyén, chuong trinh khuyén mai hozc kinh nghiém mua hang trudc d6. Dé
an méi dung lai & viéc do luong ¥ dinh mua hang, chua phan tich hanh vi mua thyc té

va ty 18 chuyén déi tir y dinh sang giao dich thanh cong.
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Trong thoi gian toi, cac nghién ctu tiép theo cé thé mad rong pham vi khao sat,
khong gigi han trong mot doanh nghiép nham kiém chiing két qua & nhiéu bdi canh khac
nhau. Bng thai, mé hinh nghién ctiu ¢ thé duoc phat trién thém bang cach dua vao cac
yéu t6 méi nhu trai nghiém mua sim trude day, chinh sach bao hanh — doi tra, mac 46
tin cay cua danh gia truc tuyén, chat luwong hau mai, mac do quen thudc véi san thuong
mai dién tir hoic anh huang caa khuyén mai. Bén canh do, cac nghién ciru tiép theo nén
chuyén hudng tir viéc chi do luong y dinh mua sang xem xét ca hanh vi mua thyc té;
viéc két hop dir liéu khao sét voi dir liéu don hang trén san thuong mai dién tir s& gilp
danh gia rd hon hiéu qua kinh doanh truc tuyén ctua doanh nghiép. Cudi cung, cac nghién
ctru sau 0 thé bo sung cac noi dung nham lam rd hon co ché hinh thanh y dinh mua d6i

v6i nhom san pham c6 tinh ki thuat cao nhu phu ting, phu kién 6 t6.
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PHU LUC

PHU LUC 1 - DAN BAI THAM KHAO Y KIEN CHUYEN GIA
Xin chao Anh/Chi,

T6i 1a Nguyén Thi Bich Ngoc, hoc vién Chuong trinh ddo tao thac si nganh Quan
tri kinh doanh caa Truong Pai hoc Phan Thiét. Hién nay, t6i dang thuc hién dé tai “Anh
hwéng ciaa danh tiéng thwong hiéu va niém tin thwong hiéu san thwong mai dién tir
dén y dinh mua hang va giai phap cho Cong ty Binh Thuan Ford” véi muc dich hoc

tap va thuc hién dé an tét nghiép.

Qua budi trao doi nay, tdi rit mong nhan dugc su dong gop ¥ kién cia Anh/Chi
vé cac noi dung lién quan dén md hinh nghién ciru va thang do cac yéu té anh huong dén
¥ dinh mua phu tung, phu kién 6 t6 tryc tuyén cua khéach hang tai Cong ty Binh Thuan
Ford.

Cac y kién dong gop ciia Anh/Chj c6 ¥ nghia quan trong, gidp tac gia diéu chinh,

bd sung va hoan thién thang do trudc khi tién hanh khao sat chinh thuc.
1. Muc dich caa cugc thao luan

Kham pha, bd sung, diéu chinh va khing dinh sy phd hop cua cac yéu té gom
danh tiéng thuong hiéu va niém tin thuong hiéu san thuong mai dién tir doi véi y dinh
mua hang caa khach hang tai Céng ty Binh Thuan Ford; dng thoi danh gia muc do phu

hop caa cac ndi dung do ludng cho tirng yéu té trong md hinh nghién cuu.
2. Goi y thao luan

Theo Anh/Chi, nhirng yéu té ndo c6 thé anh huéng dén y dinh mua phu ting, phu

kién o to truc tuyén cua khéach hang tai Cong ty Binh Thuan Ford?



Ngoai nhiing yéu té ma Anh/Chi vira néu, theo Anh/Chi, cac yéu té duéi day co
anh huong dén y dinh mua phu ting, phu kién 6 to truc tuyén cua khach hang tai Cong
ty Binh Thuan Ford hay khong? Vi sao?

(i) Danh tiéng thuong hiéu

(ii) Nidm tin

(iii) Chat lwong thdng tin san pham

(iv) Chat lugng dich vu truc tuyén

(v) Gia ca cam nhan

Anh/Chi vui long cho y kién danh gia vé cac noi dung do ludng cho ting yéu té
ma tac gia dé xuat dudi day:

Thang do “Danh tiéng thwong hiéu”

Binh Thuan Ford c6 danh tiéng tdt trong linh virc 6 t& va phu tung, phu kién.

Binh Thuan Ford 1a thuong hiéu duoc nhiéu khach hang biét dén.

Binh Thuan Ford duoc khach hang danh gia cao.

Binh Thuan Ford 1a thuong hiéu d& nhan biét.

Binh Thuan Ford ¢ vi thé tét trén thi truong 6 t6 tai dia phuong.

Y kién gop y:

Thang do “Niém tin”

Téi tin teéng kénh ban hang truc tuyén cua Binh Thuan Ford.

Kénh ban hang truc tuyén cia Binh Thuan Ford dang tin cay.

Kénh ban hang truc tuyén caa Binh Thuan Ford cung cip thdng tin va giao dich
mot cach trung thuc.

Y kién gop y:

XiX



Thang do “Chét lwgng thong tin san pham”

Théng tin vé phu ting, phu kién 6 t6 trén kénh ban hang truc tuyén cua Binh
Thuan Ford rd rang.

Théng tin san pham duogc cung cip day du, gidp toi dé dang hya chon.

Théng tin vé dic diém, céng dung va kha ning tuwong thich ctia san pham I chinh
Xac.

Hinh anh, mé ta va théng s6 san pham gidp t6i hiéu rd san pham trugc khi mua.
Y kién gop y:

Thang do “Chit hrong dich vu truc tuyén”

Kénh ban hang tryc tuyén caa Binh Thuan Ford phan hdi nhanh cac thac mic cua
khach hang.

Quy trinh d4t mua phu ting, phu kién truc tuyén tai Binh Thuan Ford thuan tién.

Binh Thuan Ford hd trg khach hang tét trudc, trong va sau khi mua hang truc
tuyén.

Cac van dé phat sinh khi mua hang truc tuyén duoc Binh Thuan Ford xir ly hiéu
qua.
Y kién gop y:

Thang do “Gia ca cam nhan”
Gia phu tung, phu kién 6 t6 trén kénh ban hang truc tuyén caa Binh Thuan Ford
1a hop ly.

Mtc gia san pham phu hop véi chat luong ma ti nhan dugc.
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Gia san pham ¢4 tinh canh tranh so véi cac don vi ban hang khac.

T6i cam thay s6 tién bo ra dé mua phu ting, phu kién tai Binh Thuan Ford la x&ing
dang.
Y kién gop y:

Thang do “Y dinh mua hang”

T6i c6 ké hoach mua phu ting, phu kién 6 t6 trén kénh ban hang truc tuyén cua
Binh Thuan Ford trong tuong lai.

Tbi vu tién mua phy ting, phu kién 6 to truc tuyén tai Binh Thuan Ford vao lan
toi.

T6i s& nd luc tim kiém va mua phu ting, phu kién 6 to trén kénh ban hang truc
tuyén cua Binh Thuan Ford.

T6i san sang mua phu tung, phu kién & to truc tuyén tai Binh Thuan Ford khi c6
nhu cau.
Y kién gop y:

Theo Anh/Chi, cac phét biéu trong thang do trén co rd rang, dé hiéu va phi hop
véi khach hang cia Cong ty Binh Thuan Ford khéng?

Theo Anh/Chi, c6 can bé sung, diéu chinh hoic loai bo bién quan sat nao trong
cac thang do trén khong?
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Theo Anh/Chi, bang cau hoi khao sat chinh thic can luu y nhitng noi dung gi dé
phU hop véi khach hang d3 mua, dang c6 nhu cau mua hodc quan tim dén viéc mua phu
ting, phu kién 6 td truc tuyén tai Cong ty Binh Thuéan Ford?

Theo Anh/Chi, Cong ty Binh Thuan Ford can thuc hién nhitng giai phap nao dé
nang cao y dinh mua hang truc tuyén cua khach hang trong thoi gian t6i?

Tran trong cam on sy dong gop cia Quy Anh/ Chi!
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PHU LUC 2 - DANH SACH THAO LUAN

So
. Don vi
Hova | Trinh A niam
STT ) Chirc vu cong ) Lién hé
tén do ) kinh
tac
nghiém
Huynh Giam doc vuhuynh@binhthuanford.info.vn
. Tuan Thac | Tiep thi va 04 SPT: 0985.439.118
Vi s Thuong
mai dién ti
Tran _ Giam doc tgson@binhthuanford.info.vn
Dai . Cong ty
2 | Quang Dich vu , 06
hoc Co
Son .
—1 phan . .
Duong Giam doc dtpdung@binhthuanford.info.vn
Dich vu
Thi Trai .
bai Binh
3 | Phuong nghiém 07
hoc ) Thuan
Dung Khach .
. (Binh
hang
_ __| Thuan ____ i
Nguyén Giam doc ndhai@binhthuanford.info.vn
Dai ) Ford)
4 | Duy Kinh 08
hoc
Hai doanh
Dang i Quéan Doc dvdai@binhthuanford.info.vn
al
5 | Van Xuong 08
hoc
bai Dich vu
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PHU LUC 3 - DAN BAI KHAO SAT PINH LUQNG
Kinh chao Anh/Chi,

T6i 1a Nguyén Thi Bich Ngoc, hoc vién Chuong trinh ddo tao thac si nganh Quan
tri kinh doanh caa Truong Dai hoc Phan Thiét. Hién nay, t6i dang thuc hién dé tai “Anh
hwéng cia danh tiéng thwong hiéu va niém tin thwong hiéu san thwong mai dién tir

dén y dinh mua hang va giai phap cho Céng ty Binh Thuin Ford”.

Phiéu khao sat nay nham thu thap y kién cua khach hang vé cac yéu td anh huéng
dén y dinh mua phu ting, phu kién 6 to truc tuyén tai Cong ty Binh Thuan Ford. Moi

thong tin Anh/Chi cung cap chi phuc vu cho muc dich nghién cru hoc thuét va duoc bao

A

mat.

Rat mong Anh/Chi danh thoi gian tra loi cac cau hoi duéi day. Xin chan thanh

cam on su hop tac cua Anh/Chi.

PHAN A. THONG TIN SANG LOQC

Al. Anh/Chij c6 biét dén Cong ty Binh Thuan Ford khéng?
O Cé

0 Khong

A2. Anh/Chj da tirng mua, dang c6 nhu cAu mua hodc quan tim dén viéc mua phu

tung, phu kién 6 t6 truc tuyén tai Binh Thuan Ford khéng?
[ ba tirng mua

[0 Pang c6 nhu cau mua

L1 C6 quan tdm nhung chua mua

[0 Khéng quan tam
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PHAN B. THONG TIN CA NHAN

B1. Do tudi ciha Anh/Chi

O Dusi 30 tuoi

O Tir 30 dén dudi 45 tudi

O Tir 45 tuoi tré 1én

B2. Trinh d$ hoc van cia Anh/Chij

0 Trung hoc phé thdng tré xudng

1 Trung cap/Cao dang

I Pai hoc

1 Sau dai hoc

B3. Nghé nghiép hién tai ciia Anh/Chij
0 Céan b, céng chuc, vién chac

[1 Nhan vién van phong

00 Kinh doanh

[0 Lao dong k¥ thuat/tai xé

O Khac

B4. Thu nhap binh quan hang thang cia Anh/Chi

[0 Duéi 5 triéu dong
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[0 Tir 5 dén dudi 10 triéu dong

O Tir 10 dén dudi 15 triéu dong

[0 Tur 15 triéu ddng tro 1én

PHAN C. NQI DUNG KHAO SAT

Anh/Chi vui 16ng cho biét mirc d6 ddng ¥ cua minh d6i véi cac phét biéu dudi day bang

cach danh dau X vao 6 phu hop.

Mikc dé Y nghia
1 Hoan toan khong dong y
2 Khéng dong y
3 Binh thuong
4 bong y
5 Hoan toan dong y

STT Phit biéu 112|345
1 | Binh Thuén Ford c6 danh tiéng tot. Ololololo
2 | Binh Thuén Ford dugc nhiéu khach hang biét dén. Ololololo
3 | Binh Thuin Ford duoc khach hang danh gia cao. Ololololo
4 | Binh Thuan Ford 1a thuong hiéu d& nhan biét. Ololololo
5 | Binh Thuan Ford c6 vi thé tot tai dia phuong. Ololololo

T6i tin tuéng kénh ban hang tryc tuyén cua Binh Thuan
6 Ford. Oojoo|d
7 | Kénh ban hang tryc tuyén nay dang tin cay. Ololololo
g | Thong tin va giao dich trén kénh nay trung thuc. Ololololo
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Thong tin san pham dugc trinh bay rd rang.

9 ooooa
10 | Thong tin san pham day du dé t6i lya chon. Ololololo
11 | Thong tin vé san pham la chinh x4c. Ololololo
12 | Hinh dnh va mo ta gitip t6i hi€u rd san pham. Ololololo
Binh Thuan Ford phan hdi nhanh khi t6i can hd tro truc
13 X oo/ooa
tuyen.
14 | Quy trinh dit mua tryc tuyén don gian va thuan tién. Ololololo
15 | To61 dugc hd tro tdt trong qué trinh mua hang truc tuyén. Ololololo
16 | Céc van dé phat sinh duoc xir ly kip thoi. Ololololo
17 | Gia phu tung, phu kién tai Binh Thuan Ford 1a hop ly. Ololololo
18 | Murc gia phu hop v6i chét luong san pham. Ololololo
19 | Gié san pham c6 tinh canh tranh. Ololololo
20 | Toicam thay s6 tién bo ra la xing dang. Ololololo
T6i ¢6 ¥ dinh mua phu ting, phu kién truc tuyén tai Binh
21 Thuan Ford. oo
T6i s& can nhic Binh Thuén Ford khi c6 nhu cau mua truc
22 X oo/ooa
tuyen.
T61 s€ wu tién mua truc tuyén tai Binh Thuan Ford trong
23 e oo/ooa
thoi gian toi.
T6i san sang mua hang truc tuyén tai Binh Thuan Ford khi
24 oo/ooa

¢6 nhu cau.

PHAN D. Y KIEN BO SUNG

D1. Theo Anh/Chi, Binh Thuan Ford can cai thién diéu gi dé khach hang san sang

mua phu ting, phu kién truc tuyén hon?
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D2. Anh/Chi c6 d& xuat gi thém nhiam néng cao ¥ dinh mua hang truc tuyén cua
khéach hang tai Céng ty Binh Thuan Ford?

Tran trong cam on Anh/Chi da tham gia khao sat!
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PHU LUC 4 - KET QUA PHAN TiCH DU LIEU

4.1 Thong ké md ta

Statistics
IDoTuoi TrinhDo Nghenghiep Thunhap
IN Valid 196 196 196 196
Missing 0 0 0
DoTuoi
Cumulative
JFrequency [Percent \Valid Percent  [Percent
\Valid Du6i 30 tudi 42 21.4 21.4 21.4
T 30 dén duwoi 45 tudi 105 53.6 53.6 75.0
T 45 tudi tré 1én 49 25.0 25.0 100.0
Total 196 100.0 100.0
TrinhDo
Cumulative
|Frequency  |Percent \Valid Percent Percent
\Valid TrL:ng hoc phb théng tré - 133 133 133
xudng
Trung cép / Cao dang 106 54.1 54.1 67.3
DPai hoc 55 28.1 28.1 95.4
Sau dai hoc 9 4.6 4.6 100.0
Total 196 100.0 100.0
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Nghenghiep

Cumulative
|Frequency |Percent \Valid Percent  [Percent
\VValid Can b cbng churc, vién chire |32 16.3 16.3 16.3
Nhan vién van phong 164 32.7 32.7 49.0
Kinh doanh 54 27.6 27.6 76.5
Lao dong ky thuat / tai xé 32 16.3 16.3 92.9
Khac 14 7.1 7.1 100.0
Total 196 100.0 100.0
Thunhap
Cumulative
JFrequency [Percent \Valid Percent  [Percent
Valid  Duwéi 5 triéu ddng 55 28.1 28.1 28.1
T 5 dén dwéi 10 trieu ddng |86 43.9 43.9 71.9
T 10 dén dwéi 15 triéu ddng |50 25.5 25.5 97.4
T 15 triéu ddng trd 1én 5 2.6 2.6 100.0
Total 196 100.0 100.0
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4.2 Phan tich Cronbach’s Alpha

4.2.1 Thang do “Danh tiéng thwong hiéu”

Case Processing Summary

N %

Cases  Valid 196 100.0
Excluded? 0 .0

Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.697 5

Item Statistics

IMean Std. Deviation  |N
DT1 3.449 1.0190 196
DT2 3.378 1.0477 196
DT3 3.092 1.0916 196
DT4 3.495 1.0597 196
DT5 3.434 1.0430 196

Item-Total Statistics

Scale Mean if Scale Variance if [Corrected Item- |Cronbach's Alpha
Item Deleted Item Deleted Total Correlation |if Item Deleted
DT1 13.398 8.528 .495 .630
DT2 13.469 8.117 .552 .604
DT3 13.755 9.776 .226 .740
DT4 13.352 8.342 497 .628
DT5 13.413 8.305 .518 .619
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Case Processing Summary

N %

Cases  Valid 196 100.0
Excluded? 0 .0

Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.740 4

Item Statistics

IMean Std. Deviation  |N
DT1 3.449 1.0190 196
DT2 3.378 1.0477 196
DT4 3.495 1.0597 196
DTS5 3.434 1.0430 196

Item-Total Statistics

Scale Mean if Scale Variance if [Corrected Item- |Cronbach's Alpha
Item Deleted Item Deleted Total Correlation |if Item Deleted
DT1 10.306 6.183 .504 .697
DT2 10.378 5.795 571 .659
DT4 10.260 5.845 .548 .673
DT5 10.321 6.076 .508 .695
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4.2.2 Thang do “Niém tin”

Case Processing Summary

N %

Cases  Valid 196 100.0
Excluded? 0 .0

Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.932

3

Iltem Statistics

IMean Std. Deviation N
NT1 3.653 1.1819 196
NT2 3.684 1.2034 196
NT3 3.755 .9720 196

ltem-Total Statistics

Scale Mean if Scale Variance if [Corrected Item- |Cronbach's Alpha
Item Deleted Item Deleted Total Correlation |if Item Deleted
NT1 7.439 4.104 .942 .834
NT2 7.408 4.592 .770 .980
NT3 7.337 5.107 .902 .886
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4.2.3 Thang do “Chit lwgng thong tin sian phim”

Case Processing Summary
N %
Cases  Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.861

4

Item Statistics

IMean Std. Deviation N
CLTT1 3.648 1.1018 196
CLTT2 3.724 1.0552 196
CLTT3 J3.500 1.4088 196
CLTT4 3.607 1.3450 196

Item-Total Statistics

Scale Mean if Scale Variance if [Corrected Item- [Cronbach's Alpha
Jitem Deleted Item Deleted Total Correlation |if Item Deleted
CLTT1 10.832 10.664 .749 .810
CLTT2 10.755 11.222 .697 .831
CLTT3  ]10.980 9.251 .704 .829
CLTT4 ]10.872 9.517 .716 .820
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4.2.4 Thang do “Chit lwgng dich vu tryc tuyén”

Case Processing Summary
N %
Cases  Valid 196 100.0
Excluded? 0 .0
Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.810

4

Item Statistics

IMean Std. Deviation N
CLDV1 3.760 1.0171 196
CLDV2 |3.755 1.0083 196
CLDV3 3.617 1.0677 196
CLDV4 3.796 .9867 196

Item-Total Statistics

Scale Mean if Scale Variance if [Corrected Item- |Cronbach's Alpha
Jitem Deleted Item Deleted Total Correlation [if Item Deleted
CLDV1 11.168 6.366 .627 762
CLDV2 11.173 6.226 671 742
CLDV3 11.311 6.164 .626 764
CLDV4 11.133 6.649 .589 .780
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4.2.5 Thang do “Gia c4 cam nhan”

Case Processing Summary

N %

Cases  Valid 196 100.0
Excluded? 0 .0

Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.696

4

Item Statistics

IMean Std. Deviation N
CNG1 4.051 1.0013 196
CNG2 [3.138 .9695 196
CNG3 3.821 1.0640 196
CNG4  |4.061 .9588 196

ltem-Total Statistics

Scale Mean if Scale Variance if [Corrected Item- [Cronbach's Alpha
Jitem Deleted Item Deleted Total Correlation |if Item Deleted
CNG1 11.020 4.307 . 732 .458
CNG2 11.934 6.811 .119 .827
CNG3 11.250 4.106 . 722 455
CNG4 11.010 5.477 .436 .658
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Case Processing Summary

N %

Cases  Valid 196 100.0
Excluded? 0 .0

Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.827 3

Item Statistics

IMean Std. Deviation  |N
CNG1 [|4.051 1.0013 196
CNG3 3.821 1.0640 196
CNG4  |4.061 .9588 196

ltem-Total Statistics

Scale Mean if Scale Variance if [Corrected Item- [Cronbach's Alpha
Jitem Deleted Item Deleted Total Correlation |if Item Deleted
CNG1 7.883 2.976 .820 .621
CNG3 8.112 2.869 779 .660
CNG4 7.872 4.020 .487 .938
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4.2.6 Thang do “Y dinh mua hang”

Case Processing Summary

N %

Cases  Valid 196 100.0
Excluded? 0 .0

Total 196 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

.867

4

Item Statistics

IMean Std. Deviation  |N
YD1 3.806 .9463 196
YD2 3.750 .8062 196
YD3 3.770 . 7465 196
YD4 3.781 . 7496 196

ltem-Total Statistics

Scale Mean if Scale Variance if [Corrected Item- |Cronbach's Alpha
Item Deleted Item Deleted Total Correlation |if Item Deleted
YD1 11.301 4.037 .705 .843
YD2 11.357 4.518 714 .831
YD3 11.337 4.696 .730 .827
YD4 11.327 4.642 . 746 .820
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4.3 Phan tich nhén t6 kham pha

4.3.1 Phén tich nhén t6 kham pha cho céc bién djc 1ap

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .700
Bartlett's Test of Sphericity ~ Approx. Chi-Square 2216.656
df 153
Sig. .000

Communalities

[initial Extraction
DT1 1.000 .612
DT2 1.000 .621
DT4 1.000 571
DT5 1.000 .593
NT1 1.000 .962
NT2 1.000 792
NT3 1.000 914
CLTT1 1.000 .746
CLTT2 1.000 .703
CLTT3 1.000 707
CLTT4 1.000 732
CLDV1 1.000 .648
CLDV2 1.000 .699
CLDV3 1.000 .645
CLDV4 1.000 .590
CNG1 1.000 .886
CNG3 1.000 .858
CNG4 1.000 .507

Extraction Method: Principal

Component Analysis.
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Total Variance Explained

Extraction Sums of Squared Rotation Sums of Squared
IInitial Eigenvalues Loadings Loadings
Compone % of Cumulative % of Cumulative % of Cumulative
Int Total |Variance |% Total \Variance  |% Total \Variance  |%
1 4.146  [23.035 23.035 4.146 23.035 23.035 2.942 16.345 16.345
2 3.118 [17.324 40.359 3.118 17.324 40.359 2.688 14.934 31.279
3 2.275 [12.636 52.995 2.275 12.636 52.995 2598 [14.434 45.713
4 1.711 [9.507 62.502 1.711 9.507 62.502 2.285  ]12.692 58.406
5 1.535 [8.526 71.028 1.535 8.526 71.028 2.272 12.623 71.028
6 .802 4.458 75.486
7 .706 3.925 79.411
8 .644 3.577 82.988
9 .560 3.112 86.100
10 .523 2.908 89.008
11 456 2.533 91.541
12 .385 2.140 93.680
13 .342 1.903 95.583
14 .287 1.595 97.177
15 .215 1.195 98.372
16 .182 1.011 99.383
17 .097 .538 99.921
18 .014 .079 100.000

Extraction Method: Principal Component Analysis.

Component Matrix?

Component
1 2 3 4 5
CLTT4 746
INT1 .735
CLTT2 734
CLTT1 715
INT3 .705
CLTT3 .701
INT2 .632
CLDV2 .686
CNG1 .646 .623
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CNG3
CLDV1
CLDV3
CLDV4
CNG4
DT2
DT1
DT4
DT5

.629
591
575

.766
.751
742
.693

.608

Extraction Method: Principal Component Analysis.

a. 5 components extracted.

Rotated Component Matrix?@

Component

1

CLTT1
CLTT3
CLTT4
CLTT2
NT1
NT3
NT2
CLDV2
CLDV1
CLDV3
CLDV4
CNG1
CNG3
CNG4
DT2
DT4
DT1
DT5

.849
.825
.813
794

.946
.925
.862

.802
.795
794
.760

931
915
.689

779
.748
.736
.729

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 5 iterations.
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Component Transformation Matrix

Component 1 2 3 4 5

1 .723 .577 .307 .207 -.081
2 -.117 -.422 .685 .581 .030
3 .160 -.042 -.028 -.017 .986
4 .060 -.009 -.642 .764 -.015
5 -.659 .698 151 .189 .144

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

4.3.2 Phan tich nhén t6 kham pha cho bién phu thudc

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .814
Bartlett's Test of Sphericity ~ Approx. Chi-Square 380.735
df 6
Sig. .000

Communalities

Initial Extraction
YD1 1.000 .697
YD2 1.000 .705
YD3 1.000 . 735
YD4 1.000 . 751

Extraction Method: Principal

Component Analysis.

Total Variance Explained

|initial Eigenvalues

Extraction Sums of Squared Loadings

Component Total % of Variance  |Cumulative % Total % of Variance  |Cumulative %
1 2.888 72.211 72.211 2.888 72.211 72.211

2 .455 11.372 83.583

3 .375 9.363 92.946

4 .282 7.054 100.000

Extraction Method: Principal Component Analysis.
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Component Matrix?

Component
1

YD4 .867

YD3 .858

YD2 .840

YD1 .835

Extraction Method:
Principal Component
Analysis.

a. 1 components

extracted.

4.4 Phan tich twong quan

Correlations

YD DT NT CLTT CLDV CNG
YD Pearson Correlation 1 .304" 251" .385" .539™ 465"
Sig. (2-tailed) .000 .000 .000 .000 .000
N 196 196 196 196 196 196
IDT Pearson Correlation .304" 1 -.075 -.013 -.022 -.015
Sig. (2-tailed) .000 296 852 756 839
N 196 196 196 196 196 196
INT Pearson Correlation 251" -.075 1 432" .008 -.020
Sig. (2-tailed) .000 296 .000 916 777
N 196 196 196 196 196 196
CLTT  Pearson Correlation .385" -.013 432" 1 .148" .107
Sig. (2-tailed) .000 852 .000 038 134
N 196 196 196 196 196 196
CLDV  Pearson Correlation .539" -.022 .008 .148" 1 .289"
Sig. (2-tailed) .000 756 916 038 .000
N 196 196 196 196 196 196
CNG Pearson Correlation 465" -.015 -.020 .107 .289™ 1
Sig. (2-tailed) .000 839 777 134 .000
N 196 196 196 196 196 196

**_Correlation is significant at the 0.01 level (2-tailed).

*, Correlation is significant at the 0.05 level (2-tailed).
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4.5 Phéan tich hdi quy

Descriptive Statistics

[Mean Std. Deviation [N

YD 3.7768 .68984 196

DT 3.4388 .78165 196

NT 3.6973 1.05473 196

CLTT 3.6199 1.03882 196

CLDV |[3.7321 .81473 196

CNG 3.9779 .86993 196

Correlations

YD DT NT CLTT CLDV CNG

|Pearson Correlation YD 1.000 .304 .251 .385 .539 .465
DT .304 1.000 -.075 -.013 -.022 -.015
NT .251 -.075 1.000 432 .008 -.020
CLTT |.385 -.013 432 1.000 .148 .107
CLDV  |.539 -.022 .008 .148 1.000 .289
CNG 465 -.015 -.020 .107 .289 1.000

Sig. (1-tailed) YD .000 .000 .000 .000 .000
DT .000 .148 426 .378 .420
NT .000 .148 .000 .458 .388
CLTT |.000 426 .000 .019 .067
CLDV |.000 .378 .458 .019 .000
CNG .000 420 .388 .067 .000

IN YD 196 196 196 196 196 196
DT 196 196 196 196 196 196
NT 196 196 196 196 196 196
CLTT |196 196 196 196 196 196
CLDV |196 196 196 196 196 196
CNG 196 196 196 196 196 196
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Variables Entered/Removed?

Variables
[Model  |Variables Entered|Removed Method
1 CNG, DT, NT,
CLDV, CLTTP Enter
a. Dependent Variable: YD
b. All requested variables entered.
Model Summary®
Adjusted R Std. Error of the

[Model R R Square  [Square Estimate Durbin-Watson
1 .780% .609 .599 43692 1.833
a. Predictors: (Constant), CNG, DT, NT, CLDV, CLTT
b. Dependent Variable: YD
ANOVA?®
IModel Sum of Squares |df Mean Square F Sig.
1 Regression 56.526 5 11.305 59.222 .000P

Residual 36.270 190 .191

Total 92.797 195
a. Dependent Variable: YD
b. Predictors: (Constant), CNG, DT, NT, CLDV, CLTT
Coefficients?

Standardized
IUnstandardized Coefficients |Coefficients Collinearity Statistics

IModel Is Std. Error Beta t Sig. [Tolerance |VIF
1 (Constant) [|-.567 .262 -2.159 .032

DT .296 .040 .335 7.361 .000 .993 1.007

NT 124 .033 .190 3.743 .000 .802 1.246

CLTT .139 .034 .210 4.098 .000 .786 1.273

CLDV .354 .040 418 8.746 .000 .900 1.111

CNG .262 .038 331 6.952 .000 .909 1.100

a. Dependent Variable: YD
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Collinearity Diagnostics?

Condition Variance Proportions

IModel Dimension [Eigenvalue [Index (Constant) |DT NT CLTT CLDV CNG

1 1 5.775 1.000 .00 .00 .00 .00 .00 .00
2 .086 8.216 .00 .09 .28 17 .03 .05
3 .054 10.347 .00 .50 .05 .03 .14 .14
4 .042 11.730 .00 .04 .53 .79 .01 .02
5 .032 13.400 .00 .00 .00 .01 .66 .61
6 .011 22.570 .99 .37 .15 .00 .16 17

a. Dependent Variable: YD

Residuals Statistics?

[Minimum  [Maximum  [Mean Std. Deviation [N

Predicted Value 2.3986 4.9481 3.7768 .53840 196

Residual -1.65213 1.20286 .00000 143128 196

Std. Predicted Value -2.560 2.176 .000 1.000 196

Std. Residual -3.781 2.753 .000 .987 196

a. Dependent Variable: YD

Histogram

Dependent Variable: YD
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Regression Standardized Residual

Mormal P-P Plot of Regression Standardized Residual
Dependent Variable: YD
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