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Tom tat

Pai dich COVID-19 bung nd lam hanh vi mua sim hang tiéu dung trén cc san thwong mai dién tir duoc wa chudng
hon. Kénh thwong mai dién tw Shopee hudng dén phan khuc khach hang 1a nhirng ngudi tré tudi, nang dong, trong do
c6 sinh vién trén dia ban thanh pho Pa Ning. Cac két qua dugc phén tich sau qua trinh khao sat thuc té cho thay, sinh
vién trén dja ban thanh pho Pa Néng quan tam dén cac van de vé gia ban san pham; 4n tuong thong qua giao dién trang
web; yéu t6 i ro va hd tro trong chinh sach doi tra khi mua sim hang tiéu dung trén kénh thwong mai dién tr Shopee.

Tir khoa: Thuong mai dién tir; mua sam; sinh vién; Pa Néng.
Abstract

The outbreak of Covid-19 has made consumer shopping behavior on e-commerce platforms more popular. Shopee e-
commerce channel is aimed at the customer segment of young and dynamic people, including students in Da Nang city.
The results analyzed after the actual survey process showed that students in Da Nang city are interested in issues of
product prices, impressed by the website interface, risk factors, and return policy when shopping for consumer goods on
the Shopee e-commerce channel.

Keywords: E-commerce; shopping; students; Da Nang.

1.Pit vin dé nhiéu hé luy, song ciing tr& thanh co hdi cho
1.1. Ly do chon dé tai mot vai nganh nghé, trong d6 c6 su khdi sac
manh mé cua nganh thuong mai dién tu
(TMDT) vi hanh vi mua sim cta phan 16n
ngudi tiéu dung (NTD) thay doi tir truc tiép
sang truc tuyén. Nam bat dugc tim 1y nay, cac

Mua sdm tryc tuyén 13 hoat dong mua sam
san pham hodc dich vu thong qua mot ctra hang
(website) trén Internet [17, 19]. Tir cudi nam
2019, dai dich COVID - 19 xuat hién kéo theo
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san giao dich TMDT luén khong ngimg cb
gang tiép can khach hang (KH) bang nhiing san
phiam; hang tiéu dung phong pha, phu hop
nham phuc vu nhu cAu can thiét.

Shopee la kénh TMBT c¢6 tru s¢ chinh dat
tai Singapore duoc thanh 1ap vao nam 2009.
Cho dén nay Shopee di xuét hién ¢ nhiéu qudc
gia, trong d6 c6 Viét Nam. Theo bdo céo cua
ban d6 TMDT do iPrice Group coéng b,
Shopee Vi¢t Nam 1a san TMDT lién tuc ding
dau vé luogt truy cap trang web mdi thang va bo
xa cac ddi thi canh tranh dang gom. Co thé
théy, Shopee Viét Nam dang c6 lgi thé canh
tranh vo cung 16n trong nganh va can duoc duy
tri loi thé. Shopee hudng dén phan khic KH 1a
nhitng nguoi tré tudi, ning dong, trong d6 phai
ké dén ddi twong sinh vién (SV) néi chung va
SV trén dia ban thanh phd Pa Ning néi riéng.

Nghién ctru nay sé 1y giai nhitng yéu té
nao anh hudéng dé sinh vién trén dia ban thanh
phd Pa Ning hudng dén hanh vi mua sim cac
mit hang tiéu dung tai Shopee. Két qua thu
duoc s& cung cdp thém cho nha quan tri cua
Shopee Viét Nam céc thong tin mang tinh khoa
hoc, tir d6 x4y dung nhitng chién luoc nang cao
hanh vi mua sim hang tiéu ding cta SV trén
dia ban thanh phd Da Nang mot cach hiéu qua.

1.2. Co s6 Iy thuyét

Theo Li& Zhang (2002), hanh vi mua sim
truc tuyén la qua trinh mua san phcfm dich vu
qua Internet thong qua nhom yéu td chinh: Moi
truong bén ngoai; nhan khau hoc; tinh céch;
ngudn cung ung; chit lugng trang web. Tir d6
tac dong 1én thai do ciia ngudi mua ddi voi san
pham, hinh thanh ¥ dinh, va sau cing 1a quyét
dinh mua san pham.

Trong khi do, Hana &ctg (2014) lai phan
tich hanh vi mua sam truc tuyén thong qua céac
yéu td nodi va ngoai tai, déng thoi dua ra khia
canh méi so voi Li&Zhang (2002) khi d& cap
dén truong hop phét sinh rii ro trong qué trinh
mua sam truc tuyén ciia NTD.

2. Phuwong phap nghién ciru

Hai phuong phap nghién ctru chinh dugc s
dung 1a “Nghién cuu tai liéu” véi viée tham
khao 5 tai li¢u trong va ngoai nudc co lién quan
dén hanh vi mua sim tryc tuyén dé xay dung
mo hinh nghién ctu d& xuit. Phuong phép
nghién ctru dinh luong duoc sir dung dé tién
hanh khao sit NTD c¢6 st dung hanh vi mua
sam trén kénh TMDT shopee tai thanh phd Pa
Nang thong qua bang cau héi va phan tich bai
phan mém SPSS. Ngoai ra, nhom tac gia co sir
dung phuong phip chuyén gia nham dam bao
mo hinh pht hop dé dwa vao nghién ctru.

Duya trén cac nhén td tir nhitng cong trinh di
trudc da hinh thanh dugc 6 nhan t6 doc 1ap anh
hudng dén bién phu thugc. Trong do bién doc
1ap “rui ro” dugc dua ra gia thuyét sé tac dong
tiéu cuc va thé hién bang dau (-), cac bién doc
1ap con lai dugc thé hién béng dau (+) mang
ham ¥ gia thuyét tac dong tich cuc 1én bién phu
thudc (Hinh 1).

Thong tin
(H1)
Chinh sach ” Trang web
d0i tra (H6) +.  (H2)
3 "—'";‘ '-li,- -
Ruiro + Gla
(H3)
(HS) Sutiénich
(H4)

Hinh 1. M6 hinh nghién ctru dé xuat

Viéc thyc hién phong van chuyén gia voéi
ba giang vién dén tir cac truong dai hoc, cao
dang (PH, CP) khac nhau trén dja ban thanh
phd Pa Ning da giup nghién ciru loai bo duge
1 bién quan sat khong phu hop va dua ra bang
cau hoi khao sat chinh thirc gdm 32 bién quan
sat cta 6 bién doc lap va 5 bién quan sat cua
bién phu thudc. Nghién ctru xdy dung trén


https://vi.wikipedia.org/wiki/Singapore
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thang do Likert 5 mirc d6 v6i cac mirc tir “Rat
khong dong ¥~ dén “Rat dong y”. Lua chon
cach thie iy miu theo phuong phép phén tich
EFA nén s6 mau khao sat t6i thiéu can c6 1a
160 [15]. Bé tang tinh dai dién nén nghién ctiu
d3 duoc nang s6 mau 1én 500.

Cudc khao sat dugc thuc hién voi 200 SV
Truong Pai hoc Duy Tan (BDH Duy Tan) dudi
dang tryc tiép va 300 SV dén tir cac truong DH,
CD trén dia ban thanh phé Pa Néang bang hinh
thirc truc tuyén thong qua trang tinh Google
Docs. Sau khi tong hop va sang loc, 384 13 s6
mau khao sat hop 18 dugc dua vao phan mém
SPSS 26.0 xir 1y, cac két qua gom: Thong ké
mo ta; Do tin cdy Cronbach’s Alpha; Nhan t6
kham pha EFA; Hbi quy da boi; Bién phu One-
way ANOVA s€ dua ra md hinh hi¢u chinh
cubi cung [11, 12, 16].

Céc bién doc 1ap dugc ma hoéa nhim thuin
tién hon trong viéc nhap dir liéu vao phén mém
SPSS dé xtr Iy gdbm: Théng tin (TT); Trang web
(TW); Gia (G); Su tién ich (STI); Rui ro (RR);
Chinh sach ddi tra (CSPT); Hanh vi mua sim
(HVMS).

3. Két qua nghién ciru
3.1. Tong qudt két qud thong ké mé td

Nhing diém dang chu y trong két qua thong
ké md ta vé cac tiéu chi chung (gidi tinh; trinh
dd hoc van; truong hoc; sinh vién nam thu;
khéi nganh hoc; thu nhéap; tan suat st dung;
thot gian str dung) duoc trinh bay tai Bang 1.

Bang 1. Két qua phan tich thong ké mo ta

Sinh vién nam thi C‘huvyeu 14 SV nam Ba
vanam Tu
Khéi nganh hoc | Da dang

Chu yéu nam trong
khoang 1-5 triéu VND/
thang

Thu nhdgp

Cha yéu nam trong

Tan suat sir dung khoang 1-4 lan/thang

Thoi gian siz dung | Chu yéu trong 1-3 nam

Noi dung Déng chu y

Gidi tinh N nhiéu hon nam

DH nhiéu hon céc trinh
d6 khac, tuy nhién no
khong dai dién cho viéc
“trinh do quyét dinh
hanh vi mua sam” cua
sinh vién

Trinh dg hoc van

Truong hoc DPa dang

Tir két qua phan tich thong ké mé ta, nhoém
téc gia co thé dua ra gia thuyét nhan dinh so bo
trude khi di vao phan tich sau hon nhu sau:
kénh TMDT Shopee sé& tiép nhan luong KH ¢6
nhu cau mua sim hang tiéu ding 1a nit sinh
nhiéu hon va khong cé sy phan biét trong viéc
tiéu thy san pham véi trinh d6 hoc van hay
nganh hoc cua cic SV trén dia ban thanh phd
DPa Nang.

Két qua thong ké md ta cho cau hoi “Sinh
vién nam tha” cho thiy lugng SV dang hoc
nam thit Ba va thtt Tu ¢6 nhu cau mudn duoc
mua sam hon ca. Ly giai cho diéu nay c6 thé
hiéu: trir nhitng trudng hop ngoai 1&, da phan
SV khi da hoc ndm thu Ba trong chuong trinh
PH/CP ciing dong nghia ho di budc sang tudi
20; ho c¢6 nhu cau dugc nang cao cudc séng clia
ban than, hodc doi khi 1a sy chuan bi dan cho
nhitng dy tinh trong twong lai gan. Muc thu
nhap trong nghién ctru dugc hiéu 13 “mot thang
sinh vién dé tw kiém dwoc bao nhiéu tién khong
tinh chu cdp ciia gia dinh”. Do d6, v6i dbi
tuong 1a SV thi mirc thu nhap binh quan nam
trong khoang 1-5 triéu dong/ thang duoc danh
gia la phu hop.

Mirc danh gia “Kha” s& thé hién xu huéng
vé tan sudt mua sam hang tiéu dung trén kénh
TMDT Shopee binh quan cua SV tai dia ban
Thanh phé Pa Néing. Su mua sim thuong
xuyén khong danh gia vé s luong hang duoc
tiéu thy cho mdi 1an, vi d6i khi n6 phu thudc
vao nhitng chuong trinh chinh sach sale tir nha
quan tri caa Shopee. Nhung phan nao ciing da
chi ra muc do tin tuong cua SV trén dia ban
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thanh phé Pa Néng khi chon san thuong mai
dién tir nay lam dia chi dé mua sdm cac san
phim hang tiéu dung. Diu viy, dudng nhu
kénh TMDT Shopee van 1a mot khai niém
tuong d6i “méi” trong van dé mua sim truc
tuyén ciia SV trén dia ban thanh phd Pa Ning,
hodc co thé ti 18 gilt chan khach hang sau mot
thoi gian sir dung la chua hi¢u qua khi thoi gian
sir dung cha yéu nam trong khoang 1-3 nim
trong khi khao sat c¢6 su lya chon vé thoi gian
cao hon nhu vay. Thi truong muc tiéu cia kénh
TMBT Shopee noi chung chii yéu tap trung vao
nhimg nguoi tré, vi vay khi d6i tugng khach
hang la SV nhung su trung thanh véi kénh chua
cao chung té cong tdc quan ly cling nhu cach
thirc van hanh ctia Shopee chua t6i vu hoa dén
t6i da nhitng loi thé ctia minh.

3.2. Téng qudt két qua phan tich dé tin cdy
Cronbach’s Alpha

Bang 2. Két qua phén tich Cronbach’s Alpha

Tén | Cronbach | Sé bién | S6 bién
bién s Alpha | quan | quan sat
sat ban | sau phan
diu tich
TT .799 4 4
TW .894 6 6
G .884 6 6
STI .879 6 6
RR .860 6 3
CSbT .696 4 3
HVMS 934 5 5

Két qua phan tich do tin cdy Cronbach’s
Alpha dugc téng hop cac thong tin trong diém
nhu trén bang 2.

Nhin chung, gié tri do luong do tin cady cua
cac bién trong mé hinh nghién cru nham trong
khoang chdp nhdn dwoc d&én rat tot. Pong thoi
nhd phian mém SPSS ciing da loai ra 3 bién
quan sat cia bién doc lap “rui ro” va 1 bién
quan sat cta bién doc lap “chinh sach doi tra”
vi ¢6 do tin cdy dudi tiéu chuan cho phép, gdm
bién quan sat RR4; RR5; RR6; CSDT4 [16].

3.3. Tong qudt két qui phén tich nhén to
kham pha EFA

Phén tich nhan t6 EFA (Exploratory Factor
Analysis) 1a phuong phap phén tich théng ké
dung dé rit gon mot tdp gdm nhidu bién quan
sat phy thudc 1an nhau thanh mot tap nhan td dé
ching c6 y nghia hon nhung van chira dung
hau hét ndi dung thong tin cua tap bién ban dau.
Nghién ctru ldy hé s6 tai Factor loading bang
0.3 dé xtr Iy cho nhan t6 kham pha EFA va phai
thoa man cac diéu kién: 0.5 < KMO < 1; Sig. <
0.05; tong phuong sai trich > 50% [14]. Két
qua phan tich dir liéu & Bang 3 cho thay: Hé sd
KMO 14 0.830 > 0.5 nén dat yéu cau. H¢ sb
Sig. trong kiém dinh Bartlett c6 gia tri 0.000
cling thoa man yéu cau. Tong phuong sai trich
dé giai thich nhan t6 1a 69.488% > 50% thoa
man diéu kién.

Ma tran xoay nhan té dé loai hoan toan hai
bién doc lap 1a TT va STI ra khoi mod hinh
nghién ctru. Pong thoi hinh thanh duoc 4 nhom
nhan té tir 15 bién quan sat danh gia sy cam
nhan vé cac nhan t6 anh huong dén hanh vi
mua sim hang tiéu dung trén kénh TMDT
Shopee cta SV trén dia ban thanh ph Da Ning
(Bang 3). Hai bién doc lap nay bi loai bo sau
khi xir 1y phan tich nhan t6 kham pha EFA la
hop 1y véi thuc té. Mua siam tryc tuyén co thé
canh tranh manh mé chinh boi nhiing tién ich
ru viét ctia nd ma mua sam truyén thong khoé
dap ung dugc. Bén canh do, vi dac diém cua
kinh doanh online 1 khach hang khong thé
nhin thdy san pham tryc tiép nén nhiing thong
tin lién quan dén san phiam d6 bat budc phai
duoc cung cap mot cach day du, cong khai.

Bang 3. Két qua phan tich EFA

Kiém dinh KMO va Bartlett

Hé s6 KMO .830

Sig. .000

Téng phuong sai trich 69.488%
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3.4. Tong qudt két qua hoi quy da bji

Ma tran xoay nhan to Trang web 4 390 | .719

Nhan té Rui ro 2 908

1 2 3 4 Ruirol .892
Gia 2 821 Rui ro 3 .848
Gial 791 Chinh sach doi tra 799
Giad 3 .787 | .305 1
Gia4 .719 Chinh sach doi tra .788
Gia 6 690 | .304 2
Trang web 1 .838 Chinh sach doi tra .745
Trang web 2 .808 3
Trang web 3 389 | .744

Bang 4. Két qud hoi quy da béi
Tém tiat md hinh

Két qua R binh phwong hiéu chinh

Mb hinh | R R binh | R binh phwong hiéu | Sai s6 chuan | Durbin-
phuwong chinh Watson
1 .800? .641 .637 .39259 1.557
Két qua phan tich cac hé sé hoi quy
Hé sé Beta hoi quy chuin hda Sig. VIF
(Constant)
G .308 .618 1.719
TW 317 .000 1.681
RR -.108 .000 1.000
CSDbT 428 .001 1.080

Khi tién hanh phan tich hdi quy da bién c6 4
nhan t6: G; TW; RR; CSPT. Két quéa sau phan
tich cho thay: R binh phuong hi¢u chinh dua ra
két qua bang .637, co nghia rang cac bién doc
1ap trong nghién ctru nay giai thich dugc 63.7%
su bién thién ctia bién phu thudc. SO phan trim
con lai tuong duong 36.3% dugc giai thich boi
céc yéu t khac ngoai mo hinh ciing nhu xay ra
sai s ngau nhién trong quéa trinh khao sat va
phan tich. (Bang 4). Ca 4 nhén t6 doc 1ap déu
c6 gia tri Sig. < 0.05 nén chiing déu c6 ¥ nghia
thong ké & do tin cay 95%. Vi vy, cac nhéan t6
nay déu that sy anh huéng dén hanh vi mua
sam hang tiéu dung tai TMDT Shopee cua SV
trén dia ban Thanh ph Da Nang.

Tir két qua hé s6 Beta chuan hoa, phuong trinh
hdi quy ctia nghién ctru dugc viét lai nhu sau:

HVMS = 0.428CSDT + 0.317TW + 0.308G —
0.108RR + ¢

Véi két qua nhu Bang 4, c6 thé thdy rang
cac van d& vé CSPT anh hudng siu sic nhat
dén hanh vi mua sim tryc tuyén cta sinh vién
trén dia ban thanh ph Da Nang. Chinh sach doi
trd nhu mdt 161 htra cia ngudi ban danh cho
ngudi mua vé tién bac, san phém, thoi han giao -
nhan hang, nhiing chinh sach nay cang hiéu qua
thi cang ciing c¢b niém tin va thai do cia ngudi
mua d6i v6i san pham [2]. Theo sau d6 1a yéu
t6 TW co nghia rang viéc tao 4n tuong vé giao
dién cuia kénh nguoi ban 13 can thiét va quan
trong. Giao dién cua trang web than thién va
chuyén nghiép, chat luong s& tao ra mbi quan
hé tich cuc dang ké v6i ¥ dinh mua hang [9].
Sau tit ca thi G ctia san pham s& anh hudng tich
cuc dén hanh vi mua sim hang tiéu dung cua
ngudi ¢6 nhu cdu mua san pham d6 [20]. Su
xuét hién cua gid ca la sy can nhic cia mdi
ngudi tiéu dung quyét dinh ¢6 hanh vi mua sim
hay khéng. Két qua nay hoan toan phu hop voi




120 N.T.Thdo, P.T.L.Nhi, L.D.Thu, T.N.H.Vén,... | Tap chi Khoa hoc va Cong nghé Pai hoc Duy Tan 02(57) (2023) 115-124

thuc t& khi ma ddi tuong 1a SV, day 1a nhom
ngudi chua c6 ngudn thu nhap 6n dinh hodc thu
nhap thap, tham chi chua c6 thu nhap thi gia ca
1a diéu dang quan tAm khi muén mua mot moén
hang nao d6. Nhimng van dé vé yéu td rui ro co
thé gip phai khi mua sam tryc tuyén s& tac
dong ti€u cuc dén hanh vi tiéu dung cua khach
hang trong nhing 1dn mua tiép theo [2]. Néu
diéu nay khong duoc khic phuc sé 1a nguy co
ctia Shopee khi hoan toan c6 thé mat di khach
hang. Nghién ciru c6 42/384 (chiém 10.9%)
ngudi dugce khao sat tra 10i thé hién mic do
dong tinh &én rat dong tinh vé su rai ro di xay
ra trong qua trinh thyc hién hanh dong mua céac
san pham trén kénh TMBT Shopee.

3.5. Tong quat két qud bién phu One-way ANOVA

Phén tich phuong sai mét yéu t6 ANOVA
hay con goi 1a “one way ANOVA” dung dé

kiém dinh gia thuyét trung binh bang nhau cta
cidc nhom mau vé6i kha ning sai pham 13 5%
(Sig. <0.05). Theo d6, néu két qua phan tich
ANOVA cho muc y nghia quan sat (gia tri Sig.
< 0.05) thi c6 thé chimg t6 c6 sy khac biét (co Y
nghia théng k&) vé mic do tac dong cua cac
nhom phan loai cua bién kiém soat dbi voi khai
niém phu thudc. Nguoc lai, khi Sig. > 0.05 thi
két luan chua c6 sy khac biét c6 y nghia thng
ké vé tri trung binh ciia cac nhém ddi tuwong
guan sat.

Két qua phan tich bién phu One — way
ANOVA tai Bang 5 cho thiy khong c6 su khac
biét vé hanh vi mua sim hang tiéu ding trén
kénh thuong mai dién tor Shopee cua sinh vién
dia ban thanh phd Pa Ning véi timg yéu t6.

Bang 5. Két qua phan tich bién phy One-way ANOVA

£ Phwong sai dong nhat One way ANOVA
Yeéu to - ; . -

Sig. Két qua Sig.
Gigi tinh 799 918
Trinh dg hoc van 174 .654
Truong hoc 175 .839
Sinh vién nam thir 325 Pbu diéu kién & phan tich 195
Nganh hoc .099 ANOVA .831
Thu nhap 148 287
Tan suat sir dung .830 758
Thoi gian su dung 311 .468

3.6. M6 hinh nghién ciru hiéu chinh

Tur nhitng gi d4 duge phin mém SPSS 26.0
xtr 1y va phan tich két qua, mo hinh nghién ctru
hi€u chinh dugc xay dung lai (Hinh 2).

Trang web (H2) \

6ia (H3) 230
S~
7 J
Rui ro (H5) oS

Chinh séch ddi tra (H6)

Hinh 2. M6 hinh nghién ctru hiéu chinh

4. Théo ludn
4.1. Péi véi nhén té Chinh sdch doi tri

4.1.1. Nhitng quy dinh riéng ciia nguoi ban doi
Vi nguwdi mua vé viéc doi tra san pham

Khoéng it cac sy viéc lién quan dén chinh
sach doi tra da xay ra gitra ngudi mua va nguoi
ban trén san TMDT Shopee. Diéu khong may la
trong tat ca cac truong hop quyén quyét dinh
cubdi cung thudc vé Shopee, ngudi mua va
ngudi ban déu bj dong dudi moi phan quyét cua
Shopee. Do d6 dé tranh nhimg van dé phat sinh
di xa hon, ngoai nhitng quy dinh vé chinh sach
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ddi tra da duoge san thuong mai dién tor Shopee
néu ra va thuc thi, ngudi ban nén y thirc va thoa

thudn véi nguodi mua trong qué trinh mua hang

v6i mot vai quy dinh vé nghia vy thuc hién
chinh sach d6i tra cho hai bén (Bang 6).

Bang 6. Kién nghi mot s6 quy dinh trong chinh sach doi tra véi nguoi mua

M@t s6 quy dinh trong chi

nh sach doi tra véi nguwoi mua

Doi véi bén ban

DP6i véi bén mua

C6 trach nhiém véi san pham duoc giao di

X&c nhan viéc hoan lai dang san pham truéc khi
gui tra vé véi ngudi ban

Nén c6 nhitng hinh thic xac nhan véi bén
mua ve thong tin san pham

San pham phai dam bao con nguyén ven. Néu san
pham da bi boc tem s€ phai tra thém phi

Luu y: Trong truong hop bén mua va bén ban

Shopee khéng bi thiét hai.

nai 1én cic co quan chirc nang giai quyét. Moi chi phi hai bén ty chiu, dong thoi phai giir cho

khong giai quyét dugc tranh chap thi c6 thé khiéu

4.1.2. Xay dung chinh sdch hé tro doi tra hang
hoa tir phia nha quan tri

Shopee ludn thudng xuyén cip nhat, sira doi
va bd sung cac quy dinh trong chinh sach cua
minh. Tuy vay, hién nay san thuong mai dién tur
ndy van chua c6 cac quy dinh cho viéc hd tro

Bang 7. Kién nghi mét sé quy dinh cho Shop

ngudi mua duge doi hang trong chinh sach doi
trd. Vi vay, cdc nha quan tri ciia san thuong mai
dién tir Shopee nén xem xét va xay dung cac quy
dinh cho chinh sach d6i hang d6i v6i nguoi mua.
Bang 7 dudi diy 1a mdt vai quy dinh ma nha
quan tri ciia Shopee c6 thé can nhic:

ee Viét Nam trong chinh sach hd trg doi tra

M@t sé quy dinh ciia Shopee trong chinh sach hé tro déi tra

Poi twong | Ngudi mua da thanh toan truée

Ly do Can c6 ly do thoa déang

Ménh gia | San pham mudn doi lai phai co gi4 tri tién twong duong voi san pham hoan tra.
san pham | Trong truong hop san pham muon do6i c6 ménh gid 1é6n hon, nguoi mua can phai
tra thém so tién con thiéu cho nguoi ban.

chuyén c6 ap dung chuong trinh

Khoang Khi ngudi mua mudn doi hang nhung san pham da duoc xuat kho va van chuyén
cach dialy | vuot qua s ki-16-met (km) cho pheép s& phai tra mot khoan phi nhét dinh cho ngudi
van chuyen &p dung cho tat ca moi truong hop ké ca khi san phiam dang duoc van

freeship.

4.2. Doi véi nhén to6 Trang web

4.2.1. Hoach dinh chién luoc duwong dai cho
giao dién gian hang cua nguoi ban

Chat lugng va tinh chuyén nghiép cua trang
web ¢6 mdi quan hé tich cuc dang ké véi y dinh
mua hang [9]. Mot trong nhimng sai 1am cua
nguoi ban khi kinh doanh trén san TMDT
Shopee, dac biét voi nhitng ngudi mai la chua
biét cach dit tén cho trang web ban hang cua
minh mdt cach thong minh hodc dat tén theo

“tu duy trend” Viéc dat tén theo “trend” chi co
thé ton tai trong mot thoi gian khi san pham
dang ¢ vi tri dinh hodc dang dan di 1én dinh,
nhung nd ciing s& dén giai doan thoai trao,
tham chi bi ghét bo vi tac dong ndi - ngoai
canh. Piéu nay nguy hai v6 cung vi cho dén
thoi diém hién tai Shopee chua c6 chinh sach
hd trg cho viéc ngudi ban c¢6 quyén duoc thay
d6i dia chi duong link tén ctra hang ctia minh.
Tham chi, néu nguoi ban khong co ¥ tudng xay
dung thuong hiéu ngay tir dau rat dé dan dén
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tinh trang bi dao thai khoi thi truong. Do do
néu nguoi ban mudn ty 1& niu kéo khach hang
thanh coéng cho nhing 1in mua sau co cai thién
tich cuc thi phai cham chuat cho “ng6i nha” cia
minh. Céc chu gian hang c6 thé theo ching loai
san pham; theo nganh hang; theo thuong hiéu
v.v... dé dat tén; xay dung logo; tao 4n tuong
trong tu duy cua khach hang, vi du trang web
cua shop c6 tén “Korean beauty shop” thi
khach hang s& 4n tugng trong bd ndo cta minh
rang “Noi ddy co ban cdc mit hang my phdm
ciia Han Qudc”. Nho d6, khi khach hang da
mua san pham tai shop sé& c6 kha ning cao quay
lai mua 1an nita va c6 thé tré thanh trung gian
gidi thiéu cho khach hang khac khi ho c6 nhu
cau.

4.2.2. Xdy dung danh muc “goi y thiét ké” cho
Shopee Viét Nam

Cac danh muc nham hd tro viée thiét ké giao
dién cho kénh ctia nguoi ban chua duoc t6i uu
héa. Tét ca ndm & muc co ban, tir video hudng
dan dén cach thirc van hanh & tat ca cac kénh
hd trg, 1am cho nguoi ban bat budc phai tu thiét
ké giao dién ¢ ngoai, sau d6 cip nhat hinh anh
lén dé lam giao dién cho ctra hang ctia minh.
Didu nay din dén nhiing bat cdp nhu: Kich
thude cac hinh anh dugc nguoi ban thiét ké bén
ngoai khong phu hop tiéu chudn; ngudi ban
chua biét cach phéi mau dé tao nén giao dién
4n tuong [5]. Vi vdy, nha quan 1y cia san
Shopee Viét Nam can lam viéc véi doi ngii ki
thuat xay dung thém danh muyc “goi y thiét ké”
nham hd trg ngudi ban hang trong van dé thiét
ké giao dién twong nha cta minh. Danh muc
nén duoc xay dung hién thi cic gam mau chu
dao v6&1 nganh hang ma nguoi ban da dang ky

Bang 8. Vi du vé hi€u tng so trai

kinh doanh trén san thuong mai dién tr Shopee,
chu thich 13 rang vé sy anh hudng ciia mau sic
nay 1én tAm 1y cua ngudi mua dé ngudi ban
nhan ra dau s& 1a lya chon phu hop nhét voéi
minh.

4.3. Péi véi nhén té Gid

4.3.1. Tang doanh thu cia ngwoi ban bang hiéu
1kng s6 trdi trong gid ban san pham

Khi kinh doanh trén céc san thuong mai di¢n
t&r, nguoi ban phai chiu rat nhidu muc ap phi:
Phi thanh todn (2.2% gia tri don hang); Phi dich
vu (4% gia tri don hang vdi goi Hoan xu Extra
va 5% gia tri don hang néu c6 thém goi
Freeship Extra) [1, 8]. Pay la nhiing chi phi ma
ngudi ban bit budc phai thanh toan cho
Shopee, theo sau d6 con rat nhiéu loai phi khac
lam “can trd” budc tién dén tién 13i ciia nguoi
kinh doanh. Do dd, nguoi ban nén chu dong tao
loi nhuan cho minh dua trén doanh thu cua san
pham véi viéc ap dung “hiéu tng sb trai” (Left
— digit effect) nham “danh lira” tam 1y KH vé
gid ciia san pham. Sau hang loat cic cudc
nghién ctru thi nguyén nhan chinh ctua “hién
tugng ré” nay nam ¢ nhan thirc ndo bo [3]. Noi
mot cach d& hiéu, ndo bo sé& gitip chiing ta wdc
chimg s6 gia cia san pham d6 va thuong cb xu
huéng so sanh dya trén sb dau tién bén trai.
Néu co su khac biét ngay tir s6 quyét dinh, bo
ndo 1ap tc dua ra két luan “mua” hay “khéng
mua” ma khong can dé ¥ dén cac con sb tiép
theo (Bang 8). Hiéu ung “sb trai” chinh Ia
“miéng modi” ngon khi tao cam giac gia ré nham
thu hat sy chl ¥ va quyét dinh cia ngudi mua.
Diéu kién can 1a nhitng “voucher” khuyén mai
hinh mang danh nghia “giam gia”.

San pham A San pham B
Gia nhap 50.000 50.000
Gia ban goc 93.000 89.000
Gié khi da “khuyén mai” 79.000 75.000
Mirc “khuyén mai” 14.000 14.000
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Ty 1& khuyén mai 15.05% 15.73%
Loi nhuan (chua trir chi phi khéc) 29.000 25.000
Quyeét dinh cua khach hang Mua Khéng mua

4.3.2. Nghiém tic ban bac vé ché tai xir phat
hanh vi ban phd gid doi véi nguoi bdn

Bén phé gia dwoc hiéu 1a cac san pham ban
vao thi trudng nhung véi muc gia thap hon so
v6i chi phi san xuit. Cho dén thoi diém hién
tai, Shopee chi c6 ché tai xtr phat d6i voi nhimg
gian hang vi pham chinh sach ban “gid 4o0”.
Thuc té, “gi4d 40” hoan toan khac vdi viée “ban
phé gid”. b6 1a viéc nguoi ban dua ra mac gia
qua cao hodc qua thip vé& san pham nao do
nham muc dich thu hat lugt xem san phém chu
khong mudn ban véi gia d6 [10]. Con ban pha
gi4 lai nham vao luong ngudi mua nham nhanh
chong xir Iy ngudn hang t6n kho hodc nhiing
dong san pham 16i, kém chat luong. Do d6, nha
quan tri ciia Shopee cin nghiém tic tham luan
va dua ra chinh sach chong vi pham hanh vi
ban pha gia cling nhu nhitng ché tai xu phat
hop 1y khi phét hién gian hang c6 hanh vi ban
pha gia.
4.4. Déi véi nhan t6 riii ro

4.4.1. Su thong minh cua nguoi ban trong viéc
lira chon nguon cung cdp san pham

San pham duoc bay ban online mang tinh
chat tuong trung 1a cha yéu. Yéu t6 duy nhat dé
khach hang xem xét san pham c6 tot hay khong
d6 chinh 1a tham khdo nhiing danh gia ndm sao
trong phﬁn binh luan. Dau vay, hién nay c6 rat
nhiéu gian hang sir dung thu thuat “ting don 4o
- tang danh gia 40” dé c6 thé 1én duogc top tim
kiém trén website cta Shopee, tao lgi thé canh
tranh hon so véi cac shop dbi thi. Do do, dé
giam thiéu ndi so rai ro ctia khach hang, ngudi
ban nén chon ngudn cung tmg san pham tbt c6
thé dinh tinh nhu cam chic tay hon; chat lidu
vai khong bi nhan, xu; v.v... Bén canh do, dé
tranh truong hop KH khong chu dong danh gia
san pham cho cira hang, ngudi ban nén giri theo
thu cam on KH khi giri san pham di va khong

quén nhac ho hdy danh gid va c6 hinh
anh v€ san pham.

4.4.2. Béi véi nha quan tri

Néu nghiém khdc nhin nhan vé tinh hinh
thue té, Shopee Viét Nam dang c6 mot 16 hong
dén tir doi ngii quan 1y néi chung va quan 1y
nganh hang tiéu ding noi riéng, d6 1a viéc kiém
duyét thim dinh san phdm cta cic shop ban
hang khong qua git gao, tr d6 dan dén tinh
trang c6 nhing gian hang cung cdp dong san
pham chit lugng thip kém, gay anh hudng xau
trong mat nguoi mua. Nham khic phuc triét dé
cau chuyén “quyt lam cam chiu”, doi ngli quan
1y n6i chung va quan 1y nganh hang ti€u dung
no6i riéng ctia sin TMPT Shopee phai git gao
trong khau kiém duyét san pham. Pay s& khong
phai cau chuyén mang tinh ran de bang cac vin
ban dugc dang trén trang web cua san, ma céc
nha quén ly phai that sy hanh dong nghiém tic.

5. Két luin

Nghién cuu da giap cho nha quan tri cua
Shopee Viét Nam nhin nhan dugc mot phﬁn
nao doé thuc trang vé hanh vi mua sdm hang tiéu
dung cta sinh vién trén dia ban Thanh phé Pa
Néng. Panh gid mot cach téng quat, hinh thirc
mua siam tryc tuyén ngay cang phét trién boi
nhitng tinh nang khéc biét cua nd so véi mua
sim truyén thong. Su bung 1én manh mé cua
nganh thuong mai dién tir 13 co hoi tét dé lam
da dang thém sy lya chon trong hanh vi mua
sim ctia ngudi tiéu dung néi chung va sinh vién
trén dia ban thanh ph Da Ning noi riéng.
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