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Tém tat: Nghién ctru phan tich cac nhan t6 anh huong dén y dinh mua sam tryc
tuyen Gen Z trén san thwong mai dién tr tai Viét Nam thong qua mo hinh tich hgp
gom loi ich nhén thirc, chuan chu quan va nhén thirc rui ro theo hudng giam thiéu
rui ro. Di¥ liéu tir 480 nguoi ti€u dung Gen Z 4o tudi 18-28 dugc phan tich bing
PLS-SEM v6i mo hinh bac hai. Két qua cho thay loi ich nhan thirc 1a nhén t6 tac
dong manh nhat dén y dinh mua, trong khi chuan chu L quan ¢6 vai tro hd trg va cac
co che bao dam an toan giao dlCh gop phan cing ¢b y dinh mua. Tir do, nghlen
ctru dé xuat cac san thuong mai dién tir tap trung nang cao gia tri cam nhan cua
Gen Z thong qua t6i wru hoa trai nghlem nén tang, quan tri hiéu qua hé thong danh
gid va tang cu’O’ng minh bach cac co ché bao mat, bao vé ngudi mua nham thiic
day y dinh mua sam.

T khoa: Loi ich nhan thirc, Nhén thirc rui ro, PLS-SEM, Gen Z, Y dinh mua
sam tryc tuyén
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DETERMINANTS OF GENERATION Z’S PURCHASE
INTENTION ON E-COMMERCE MARKETPLACES

Abstract: This study examines the determinants of Generation Z’s online
purchase intention on e-commerce platforms in Vietnam through an integrated
model incorporating perceived benefits, subjective norms, and perceived risk
conceptualized as risk-reduction mechanisms. Data collected from 480 Gen
Z consumers aged 18-28 were analyzed using PLS-SEM with a second-order
model. The results indicate that perceived benefits exert the strongest effect on
purchase intention, while subjective norms play a supportive role and transaction
safety mechanisms further reinforce purchase intention. Based on these findings,
the study suggests that e-commerce platforms should enhance Gen Z’s perceived
value by optimizing platform experience, effectively managing online review
systems, and increasing transparency in security and buyer protection mechanisms
to strengthen trust and stimulate purchase intention.

Keywords: Perceived Benefits, Perceived Risk, PLS-SEM, Gen Z, Online
Shopping Intention

1. Giéi thiéu

Su phat trién nhanh chéng ciia thuong mai dién tur (TMDT) dang lam thay d6i hanh vi
mua sim cia nguoi tiéu dung, dac biét tai cac nén kinh té dang phat trién nhu Viét Nam.
Theo Béo cdo Chi s6 TMPT Viét Nam 2025, quy mé thi trudng nim 2024 uéc dat 32
ty USD, tang 27% so v&i nam trude; doanh thu ban 1€ truc tuyén dat 22,5 ty USD, tang
30%, voi khoang 2.4 ty buu gtri phuc vu TMBT (Hi¢p hdi Thuong mai dién tir Viét Nam,
2025). TMDT vi vay dang chuyén trong tm canh tranh sang trai nghiém, dg tin cay va
kha nang duy tri khach hang.

Trong bdi canh d6, Gen Z, nhém sinh tir nam 1997 dén 2012, tré thanh phan khuc
trong tAm ctia cac san TMPT. La thé hé cu dan ban dia s6, Gen Z ¢6 murc do tiép xuc cao
vGi cong nghé va mang x hoi. Cac nghién ciru cho thdy y dinh mua tryc tuyén ctia nhoém
nay chiu anh hudng tr cong nghé hd tro quyét dinh nhu tri tué nhan tao thong qua théi do,
chuan chu quan va cam nhan kiém soat hanh vi (Nguyen & Do, 2025). Trai nghiém thur
san pham 4o gitip giam bat dinh va gia tang san sang mua (Vu & Nguyen, 2025), trong
khi thuwong mai xa hoi, phat truc tiép, marketing lién két va KOL marketing tiép tuc tac
dong dang ké dén thai d6 va y dinh mua (Giron va cong sy, 2025; San va cdng su, 2025;
Wang va cong su, 2025).

Vé phuong dién hoc thuat, cac nghién ctru ban dau giai thich ¥ dinh mua tryc tuyén
dua trén dong co tién ich va huong thu (Childers va cong su, 2001; To va cong su, 2007)
cling nhu vai trd ciia niém tin va rai ro cam nhéan trong giao dich dién tir (Kim va cong
su, 2008; Pavlou, 2003). Tuy nhién, su phat trién cta cac san TMDT theo hudng hé sinh
thai nén ting tich hop cong ngh¢ va tuong tac xa hoi doi hoi cach tlep can da chleu thay vi
xem xét timg yéu td riéng I¢. Do do, cac nghién ctru gan day dé xuat sir dung cAu trac bac
cao dé phan anh sy két hop giita loi ich nhan thirc, trai nghiém dich vu, gia tri cam nhan
va co ché giam rui ro trong moi trudng sb (Kurniawan va cong su, 2025; Pal va cong su,
2024; Tzavlopoulos va cong su, 2019).
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Tai Viét Nam, cac b'flng chirng thuc nghiém cho théy hanh vi mua sim truc tuyén cla
ngudi tiéu dung tré chiu tic dong ddng thoi cia nhiéu nhém nhén té nhung van con phan
manh trong cach tiép can. Nhan thtc hitu ich, nhan thuc dé sir dung, niém tin, chudn chu
quan, thiét ké website va rii ro cam nhan déu anh huong dén quyét dinh lya chon san
TMBPT, v6i sy khac biét gitra Gen Y va Gen Z (Nguyén & Ly, 2023). Trong bdi canh
B2C, bao mét thong tin ca nhén, rui ro théng tin va muirc d6 quen thudc tac dong dang ké
dén long tin va y dinh mua (Nguyén & Tran, 2022). Cac nghién ciru gan day ciing nhan
manh vai trd cua trai nghi¢m cong ngh¢ va marketing s6 trong nang cao gia tri tién ich,
gia tri hudng thu va ¥ dinh mua (Bui va cong su, 2025), cling nhu chét luong dich vu h6
trg boi tri tué nhén tao trong gia tang gid tri cam nhan, sy hai long va y dinh mua lap lai
(L& va cong sy, 2025). Nhitng két qua nay cho thay can xay dung mot mo hinh tich hop
nham phan anh ban chat da chiéu ctia hanh vi mua sam tryc tuyén ctia Gen Z tai Viét Nam.

Tir khoang tréng dé, nghién ctru nay phan tich cac nhan té quyét dinh y dinh mua cta
Gen Z trén sain TMPT thong qua md hinh trong d6 ¥ dinh mua chiu tac dong truc tiép cta
ba céu tric bac hai gdbm LINT, CCQ va NTRR. MB&i ciu tric dugce phan anh boi cac thanh
phan bac mot lién quan chit ché. Cach tiép cén nay gop phan lam rd viéc van dung cau
tric bac cao trong nghién ctru hanh vi mua sim truc tuyén cta Gen Z, ddng thoi cung cap
ham y quan tri cho cac san TMDT trong thiét ké trai nghiém s, kich hoat anh huong xa
hdi va cung ¢ co ché tin cay, bao mat nham nang cao y dinh mua.

CAu trac bai viét gdm 5 phan. Sau phan giéi thiéu, phan 2 trinh bay co s& 1y thuyét
va khung phan tich. Phan 3 mé ta phuong phap va phan tich dit liéu bang PLS-SEM bic
hai. Phan 4 thao luan két qua. Phan 5 trinh bay cc ham ¥, két luan va dinh huéng nghién
ctru tiép theo.

2. Tong quan nghién ctru va co sé Iy thuyét
2.1 Téng quan cdc nghién civu lién quan va khodng trong nghién civu
2.1.1 Y dinh mua sam truc tuyén trong boi canh thiong mai dién tir

Y dinh mua sim truc tuyén 1a tién deé truc tiép ctia hanh vi mua thuc té. Trong bdi canh
san TMDT, y dinh mua khong chi phan anh lya chon c4 nhan ma con chiu anh hudng cta
dic trung nén tang, co ché tuong tic sb va tin hiéu xa hoi tich hop trén san. Cac nghién
ctru dya trén thuyét hanh vi c6 ké hoach va thuyét hanh dong hop 1y cho rang y dinh hinh
thanh tir danh gia nhan thac va chuin muc x3 héi, song khi 4p dung vao san TMDT can
mo rong dé phan anh bat dinh, rui ro va tinh nén tang cta giao dich truc tuyén.

Trong moi truong c6 nhidu bat dinh, Pavlou (2003), Gefen va cong su (2003) cho
rang niém tin va rui ro cam nhén 1a co ché chi phdi ¥ dinh mua, dic biét khi ngudi tiéu
dung khong thé kiém chimg truc tiép ngudi ban va san pham. Hudng tiép can nay tiép tuc
dugc mo rong trong bdi canh san TMBT tich hop cong nghé va twong tac xa hoi. Nguyen
va Do (2025) cho théy tri tué nhan tao co thé dinh hinh thai do, CCQ va kha nang kiém
soat hanh vi cdm nhén cia Gen Z, tur d6 thtic déy y dinh mua. Vu va Nguyen (2025) chiing
minh trai nghiém thir san pham ao 1am giam bat dinh va gia ting y dinh mua cua nguoi
tiéu dung tré. Cac két qua nay cho thy ¥ dinh mua trén san TMDT can dugc xem xét
trong khung phan tich gan vé6i dic trung nén tang va cong nghé sb.
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2.1.2 Loi ich nhén thire va cdc thanh phan cau thanh

LINT la dong luc quan trong cua ¥ dinh mua tryc tuyén khi nguoi tiéu dung so sanh
giita cac kénh va nén tang. Arora va Aggarwal (2018) cho rang y dinh mua hinh thanh
khi loi ich ctia kénh truc tuyén dugc nhan thiy rd rang so v6i kénh truyén thong. Trén san
TMDT, LINT mang tinh téng hop, phan anh déng thoi trai nghiém, gia tri va hiéu qua
giao dich.

Céc thanh phan ctia LINT bao gdm sy tién loi gitp tiét kiém thoi gian va cong sirc
(Kumar va cong sy, 2020) ; dich vu khach hang va chat lugng dich vu dién tir tao gia tri
cam nhan va thuc déy mua 1ap lai (Li va cong su, 2014; Zeithaml va cong sy, 2002; Pal va
cong su, 2024); gia ca anh hudng dén cam nhan ngang gia (Kurniawan va cong sy, 2025) ; trang
web nén tang vira 1a tin hidu trai nghiém vira gop phan giam bat dinh (Chang & Wen,
2008; Zeithaml va cong su, 2002) va da dang lua chon giup tang kha nang dap tng nhu
cau (Arora & Aggarwal, 2018). Vi tinh da chiéu nay, LINT pht hop dé mé hinh hoa nhu
ciu triic bac hai phan anh boi cac thanh phan bac mot lién hé chit ché.

2.1.3 Chuan chit quan va dnh huong ciia nhém tham khdo

CCQ phan anh anh huéng cua chuan myc xa hoi va ky vong tir ngudi xung quanh
ddi véi quyét dinh mua. Trén san TMDT, CCQ duoc khuéch dai thong qua danh gia,
binh ludn va truyén miéng dién tir (Electronic Word of Mouth - eWOM). Hoonsopon va
Puriwat (2016) cho thidy nhom tham khéo anh hudng dang ké dén y dinh mua, dic biét
khi nguoi tiéu dung thiéu thong tin hodc di mat i ro.

Anh huong nay khac nhau theo ngudn tham khao. Song va cong sur (2014) nhan manh
mirc d6 than thiét tao khac biét vé tac dong, trong khi Handranata va cong su (2023) cho
thy nhom than can thuong c6 anh huong manh hon do mirc d tin cay cao. Tuy nhién,
cac ngudn cong chung nhu nguoi anh huong va danh gia truc tuyen van giit vai tro
quan trong trong hinh thanh nhén thirc ban dau. Cac nghién ctru vé KOL marketing va
marketing lién két tiép tuc cting cb vai trd ctia anh huong xa hoi ddi véi thai do va y dinh
mua cua Gen Z (Giron va cong su, 2025; San va cdng su, 2025). Vi vay, CCQ can duoc
phan tach thanh nhém tham khao than can va nhoém tham khao cong ching.

2.1.4 Nhdn thirc riii ro trong mua sam truec tuyén

NTRR thuong duge xem 1a rao can cua y dinh mua. Pavlou (2003) cho rang rui ro
cam nhan lam suy giam y dinh mua, trong khi co ché tao niém tin gitip vuot qua bat dinh
va 1ap luan nay dugc cang cb bai Gefen va cong su (2003). Trén san TMDT, NTRR gin
v6i muc do tin cdy ctia nén tang va hé sinh thai dich vu.

NTRR dugc phan anh chu yéu qua do tin céy va do bao mat. B9 tin cdy thé hién murc
d0 tin tuong vao nén tang, ngudi ban va hé théng giao dich (Gefen va «cong su, 2003; Kim
va cong su, 2008; Pavlou, 2003), trong khi do bao mat lién quan dén an toan thong tin
ca nhan va thanh toan tryc tuyen Neama va cong su (2016), Gurung va Raja (2016) cho
thdy lo ngai vé bao mat ¢ thé lam suy giam niém tin va ¥ dinh mua. Nghién ctru tai Viét
Nam ciing x4c nhan vai tro trung tdm cua bao mat thong tin va long tin trong hinh thanh
¥ dinh mua truc tuyén (Nguyén & Tran, 2022).
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2.1.5 Khoang trong nghién ciru

Ba khodng trong chinh duoc xac dinh. Thir nhat, nhiéu nghién ctru xem xét cac nhan to
anh huong dén ¥ dinh mua trén san TMPT theo hudng rdi rac, chua tich hop dé phan anh
ban chét da chiéu ctia hanh vi. Thir hai, CCQ thuong chua phan tach theo loai nhém tham
khao du b.':fmg chung cho théy muc dg than cin tao khac biét tdc dong. Thir ba, NTRR chua
duogc ciu tric hé thong thanh d6 tin cay va do bao mat trong nhiéu mé hinh thyc nghiém,
ddc biét trong bdi canh san TMDT tai Viét Nam. Piéu nay cho théy cAn mot mo hinh tich
hop str dung cdu triic bac hai nham giai thich toan dién y dinh mua cta Gen Z.

2.2 Co 56 Iy thuyét va khung phin tich nghién ciru

Duya trén Thuyét hanh vi ¢6 ké hoach va ciac mo hinh mé rong trong TMBT, nghién
cru xem y dinh mua la két qua cta ddnh gia nhan thirc va anh hudng xa hoi trong moi
truong truc tuyén (Gefen va cong sy, 2003; Pavlou, 2003). Khung phan tich dé xuat rang
y dinh mua cta Gen Z trén san TMDT chiu tac dong truc tiép ctia ba ciu trac bac hai
gdm LINT, CCQ va NTRR. LINT duoc phan anh boi sy tién loi, dich vu khach hang, gia
cd, trang web va da dang lya chon (Childers va cong su, 2001; Kumar va cong su, 2020;
Kurniawan va cong sy, 2025; Li va cong su, 2014; Zeithaml va cong sy, 2002). CCQ bao
gém nhoém tham khao than can va nhom tham khao cong chung (Handranata va cong su,
2023; Hoonsopon & Puriwat, 2016; Song va cong su, 2014). NTRR gom d9 tin cay va do
bao mat (Gefen va cong su, 2003; Gurung & Raja, 2016; Kim va cong su, 2008; Neama
va cong su, 2016; Pavlou, 2003). Khung nay tao nén tang phat trién gia thuyét va kiém
dinh thyuc nghiém.

2.3 Mé hinh nghién civu va gid thuyét nghién ciru

Nghién ctru dé xuAt mo hinh tich hop trong d6 ¥ dinh mua la bién phu thudc, chiu tdc dong
truc tiép cua LINT, CCQ va NTRR trong bdi canh san TMBT tai Viét Nam. Ba céu triic bac
hai dugc mo hinh hoa theo cach tiép can phan anh, phu hop véi ban chat 1a trang thai nhan
thirc tiém an dugc biéu hién qua cac thanh phan do ludng lién hé ndi dung cht ché.

LINT duoc ky vong tac dong cung chiéu dén y dinh mua do nguoi tiéu dung hinh
thanh ¥ dinh khi nhén thay loi ich rd rang tir kénh tryc tuyen (Arora & Aggarwal, 2018).
Trai nghiém sb nhu thir san phim 4o va marketing s6 gop phan nang cao gia tri tién ich va
huong thy, tir 6 thuc day ¥ dinh mua (Bui va cong su, 2025; Vu & Nguyen, 2025) va vai
tro cuia gia tri cdm nhan da dugc khéng dinh trong TMDT (Kurniawan va cdng su, 2025).
Do d6, gia thuyét nghién ciru duoc dé xuat nhu sau:

HI: Loi ich nhdn thirc co tac dong cung chiéu dén y dinh mua sam cua Gen Z trén
san thwong mai dién tu.

CCQ tac dong tich cuc dén y dinh mua khi ngudi tiéu dung tham khao mang luéi xa
hoi dé giam bat dinh (Handranata va cong sy, 2023; Hoonsopon & Puriwat, 2016). Céc
tdc nhan nhu marketing lién két va KOL c6 thé dinh hinh thai do va y dinh mua cua Gen
Z (Giron va cong su, 2025; San va cong su, 2025) va bang ching tai Viét Nam ciing ghi
nhan vai tro cia CCQ (Nguyén & Ly, 2023). Tir do, gia thuyét nghién ciru duoc dé xuét
nhu sau:
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H2: Chuan chu quan co tac dong cung chiéu den y dinh mua sam cua Gen Z trén san
thwong mai dién tu.

NTRR duoc tiép can theo hudng giam thiéu rui ro, phan 4nh dg tin cay va d¢ bao mat
ctia san TMBT. Khi co ché an toan giao dich duoc danh gia cao, y dinh mua dugc cing
cd (Neama va cong su, 2016; Pavlou, 2003). Nghién ctru tai Viét Nam ciing cho théy bao
mat va 1ong tin dinh hinh y dinh mua (Nguyén & Tran, 2022). Do d6, gia thuyét nghién
ctru duoc dé xuét nhu sau:

H3: Nhan thurc rui vo co tac dong cung chiéu den y dinh mua sam cua Gen Z trén san
thwong mai dién tu.

O cip do cau trac, cac cau trac bac hai dugc phan anh bai cac thanh phan bac mot 6
lién hé khai niém chét ché. LINT dugc phan anh bdi sy tién 1o1, dich vu khach hang, gia
c4, trang web hodc nén tang va da dang lya chon. Su tién loi 1a loi ich c6t 161 cia TMPT
(Kumar va cong su, 2020). Chat lugng dich vu dién tir tao gia tri cam nhan (Li va cong
su, 2014; Zeithaml va cdng su, 2002). Gia ca anh hudng cdm nhan ngang gia (Kurniawan
va cong su, 2025). Thiét ké va chire nang website cung su da dang lwa chon gop phan
néng cao trai nghiém va lgi ich tong hop (Arora & Aggarwal, 2018; Chang &Wen, 2008).
Thudc tinh trai nghiém s6 va hiéu qua dich vu c6 lién hé voi sy hai long va hanh vi tiép
tuc mua ctia Gen Z, qua d6 cing cd cach tiép can coi LINT la cau trac tong hop (Pal va
cong su, 2024). Vi vay, cac gia thuyét nghién ctru dugc dé xuét nhu sau:

Hla: Su tién loi phan anh cung chiéu loi ich nhan thirc.

H1b: Dich vu khach hang phan anh cung chiéu loi ich nhén thirc.
Hlc: Gid ca phan dnh ciung chiéu loi ich nhdn thirc.

HId: Trang web phan énh cing chiéu loi ich nhan thike.

Hle: Pa dang lya chon phan anh cung chiéu loi ich nhan thirc.

CCQ duogc phan anh bdi nhom tham khao than can va nhom tham khao cong ching.
Ngudn than can thuong tic dong manh nhd mic do tin cdy cao, trong khi danh gia tir
cong dong cong ching va eWOM tao ra chuan myc xa hoi quan trong trong moi trudng
truc tuyén (Handranata va cdng su, 2023; Hoonsopon & Puriwat, 2016; Song va cong
su, 2014). Céc hinh thirc anh hudong cong ching nhu KOL va marketing lién két c¢6 thé
gia ting tac dong ciia nhom tham khao cong chung dén thai do va y dinh mua ctia Gen Z
(Giron va cong su, 2025; San va cdng su, 2025). Do do, cac gia thuyét nghién ctru dugce
dé xuat nhu sau:

H2a: Nhém tham khao thin cdn phan énh cing chiéu chudn chii quan.
H2b: Nhém tham khdo céng chiing phdn dnh ciing chiéu chudan chii quan.

NTRR dugc phan anh boi d6 tin cdy va d6 bao mat. Niém tin vao nén tang va nguoi
ban giup giam bat dinh giao dich (Kim va cong sy, 2008; Pavlou, 2003). Lo ngai v€ an
toan thong tin va quyén riéng tu 1a thanh phan cot 16i ciia NTRR trong TMDT (Gurung &
Raja, 2016; Neama va cong sy, 2016). Nghién ctru tai Viét Nam cho thiy bao mat thong
tin va co ché cung cd 1ong tin 1a diéu kién quan trong dé sin sang giao dich, qua d6 hd tro
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céu tric NTRR theo hai thanh phan do tin cay va do bao mat (Nguyén & Tran, 2022). Tir
do, cac gia thuyét nghién ctru dugc dé xuat nhu sau:

H3a: D¢ tin cdy phan anh cung chiéu nhdn thire rii ro.
H3b: Do bao mat phan anh cung chiéu nhén thire rii ro.

/ CHUAN CHU QUAN

" - (CCQ)
HOM THAM KHAO
CONG CHUNG Hy+ e
KC
DICH VU
KHACH HANG
ov) 7 DN e,
LOIiCH .
NHAN THUC Y DIN":)MUA
(LINT) (YD)
DA DANG
LUA CHON
(LC)
Chu thich ky hi¢u
H,, + e Bién tiém An béc 1
(TC) NHAN THUC Q i
RUIRO 7
(NTRR)  Bién tiém 4n bac2

PO BAO MAT
(BM)

Hinh 1. M5 hinh nghién ctru. Ngudn: Dé xuat ctia nhom tac gia
3. Phwong phap nghién ctru
3.1 Thiét ké nghién ciru va phwong phdp tiép cin

Nghién ctru sir dung thiét ké dinh luong nham kiém dinh gia thuyét va phan tich tac
dong cua cac nhan td dén ¥ dinh mua sam truc tuyén ctia Gen Z trén san TMDT tai Viét
Nam. Quy trinh gé)m x@y dyng mo hinh va gia thuyét dua trén co s ly thuyét va tong
quan nghién ctru, thiét ké va hiéu chinh thang do, thu thap dit liéu so cap bang khao sat
tryc tuyén va phan tich bang PLS-SEM.

M6 hinh dé xuét xem y dinh mua sam 13 bién phu thudc, chiu tac dong truc tlep cua
ba céu trac bac hai gom LINT, CCQ va NTRR theo hudng giam thiéu rui ro. Céc cdu trac
bac hai dugc mo hinh héa theo cach tiép can phan 4nh, pht hop v6i ban chit cac khai
niém la trang thai nhan thic tiém an va thong 1€ phuong phép luan trong nghién ctru hanh
vi ngudi tiéu dung va TMDT (Hair va cong su, 2022), qua d6 phan anh tinh da chiéu cta
cac nhan t6 trong bdi canh san TMDT.
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3.2 Phwong phdp thu thip div liéu va cé méu
3.2.1 Thiét ké thang do va nghién ciru so bo

Dir liéu dugc thu thap bang khao sat bang hoi. Thang do ké thira tir cac nghién ciru
da duoc kiém chirng va diéu chinh theo nglr canh san TMDT tai Viét Nam va ddi tuong
Gen Z. Céc bién quan sat cia LINT, CCQ, NTRR va y dinh mua sam dugc tham khéao
tir cac nghién ctru vé hanh vi mua sam tryc tuyén va TMDT (Arora & Aggarwal, 2018;
Handranata va cong su, 2023; Kurniawan va cong su, 2025; Neama va cdng su, 2016).

Nghién ctru so bd dugce thuc hién véi mot nhém nhd Gen Z c6 kinh nghi¢m mua sam
trén san TMDT nham d4nh gia mirc do rd rang va phil hop cua cac cau hoi. Két qua dugc
ding dé tinh chinh tir ngit va loai bo cac phat biéu gy hiéu nham hodc tring lip trudc
khao sat chinh thirc, bao dam yéu cau do luong.

3.2.2 Péi tiwong khdo sdt, pham vi va thoi gian nghién civu

DPéi tuong khao sat 1a Gen Z tu 18 dén 28 tudi, co kinh nghiém mua sam trén cac san
TMBDT pho bién tai Viét Nam nhu Shopee, Lazada, Tiki va TikTok Shop. Nhom dudi 18
tudi khong duoc khao sat do han ché vé nang luc phap 1y, yéu cau dao dirc nghién ctru va
tinh 6n dinh hanh vi. Nghién ctru dugc thuc hién tai Viét Nam voi dbi tugng khao sat dén
tir nhiéu tinh, thanh ph trén ca nudc. Dit lidu duoc thu thap tir thang 8/2025 dén thang
10/2025.

3.2.3 Phurong thirc trién khai khao sat va kiém sodt dir liéu

Khao sat dugc trién khai trén Google Forms va phan phbi qua mang xa hoi cung cac
nhom tryuc tuyen lién quan dén mua sim nham tiép can dung d01 tugng. Cac diéu kién
logic dugc thiét 1ap dé bao dam chat luong dir licu, gdm yéu cau tra 10i ddy du, gii han
do tudi hop 1€ va han ché gui nhiéu lan tur cung mot tai khoan.

Nghién ctru str dung chon mau thuan tién do chua c6 khung mau chinh thic cho Gen
Z mua sam trén san TMDT tai Viét Nam. Téng cong 500 bang hoéi da duoc thu thap. Sau
qua trinh sang loc, 20 bang hoi khong hop 18 hodc thiéu thong tin duoc loai bo, con lai 480
bang hoi hop 1¢ dwa vao phan tich, chiém 96% tong s6 bang hoi thu ve.

3.2.4 Xdac dinh ¢ mau

C& mau dugc danh gia theo hudng dan ciia Hair va cong su (2022). Theo quy tic 10
1an, mo hinh yéu cau tdi thiéu 30 quan sat do c6 tdi da ba quan hé cau trac hudng vao mot
bién tiém an. Cac phuong phép can bac hai nghich dao va phan tich ¢ manh thong ké déu
khuyén nghi ¢& mau dudi 200 quan sat & mirc y nghia 5% va do manh 80%. Vi 480 quan
sat hop 1&, nghién ctru vuot cac ngudng khuyén nghi va bao dam do 6n dinh uée lugng.

3.3 Phwong phap phén tich dir li¢u

Nghién ctru sir dung PLS-SEM véi mé hinh béc hai theo cach tiép can hai giai doan
nhung bién (Hair va cong sy, 2022). Giai doan mot danh gid mo hinh do ludng thong qua
do tin cdy, gia tri hoi ty va gia tri phan biét cua thang do. Giai doan hai danh gia m6 hinh
cau tric dya trén hé s6 dudng dan, mirc ¥ nghia thong ké va kha ning giai thich d6i Vol
y dinh mua sim. K¥ thuat Bootstrapping duoc ap dung dé uée lugng do 6n dinh hé s va
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kiém dinh ¥ nghia cac mdi quan hé, bao dam do tin cay cua két qua.
4. Két qua va thao luin nghién ciru
4.1 Piic diém méu khdo sdt

Bang 1 cho thiy miu khao sat cht yéu 14 nit, c6 thu nhap duéi 5 triéu dong/thang,
mua sam trén san TMBT vi tan suat tir 2 dén 5 don mdi thang va tap trung vao nhom san
pham thoi trang, qua d6 phan anh dic diém phu hgp véi myc tiéu nghién ciru hanh vi mua
sam truc tuyén cua Gen Z.

Bang 1. Bac diém mau khao sat

Dic diém Gia tri Tan suét Ty 1& (%)
o Nam 150 31,30
Gi6i tinh Nit 330 68,70
) Dudi 3 triéu 216 45,00
Thu nhap Tir 3-5 triéu 172 35,80
trung binh .
(triéu déng/ Tu 5-10 triéu 55 11,50
thang) Tu 10-15 triéu 22 4,60
Trén 15 tri€u 15 3,10
Duéi 2 don 113 23,50
Tin sudt mua  Tu 2-5 don 273 56,90
sam theo thang 1o ¢ 10 gon 65 13.50
Trén 10 don 29 6,00
Do an/Thuc udng 298 62,08
Loai sén phim Quan 4o/Phu kién/Giay dép 428 89.17
mua sam A ;
Do choi 115 23,96
May tinh/D6 dién ti/Phan mém 175 36,46

Ngudn: Tong hop cta nhom tac gia

4.2 Danh gia mo hinh do luwong bdc mot

Két qua ¢ Bang 2 cho théy md hinh do luong dat d6 tin cay va gia tri hoi tu. Cac hé
s6 tai ngoai déu 16n hon 0,80. Cronbach’s Alpha nam trong khoang 0,816 dén 0,888 va
CR trong khoang 0,891 dén 0,931. AVE cua tt ca céu tric déu 16n hon 0,50, khéng dinh
gia tri hoi tu (Hair va cong su, 2022). Do d0, cac thang do du diéu kién dé phan tich tiép
mo hinh céu tric.
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Bang 2. Banh gia d0 tin cay va gia tri hoi tu cia mo hinh do luong

Chi bao BM DV GC KC KT LC TC TL ™

BM1 0,906

BM2 0,902

BM3 0,904

DVl 0,880

DV2 0,862

DV3 0,858

GCl1 0,853

GC2 0,831

GC3 0,898

KCl1 0,871

KC2 0,893

KC3 0,893

KTI 0,824
Hé s6 tai  KT2 0,865
ngoai KT3 0,874

LCl1 0,894

LC2 0,888

LC3 0,880

TCl1 0,890

TC2 0,886

TC3 0,904

TLI1 0,899

TL2 0,847

TL3 0,891

TWI1 0,855

TW2 0,828

TW3 0,879

TW4 0,853
Cronbach’s Alpha 0,888 0,834 0,825 0,863 0,816 0,865 0,874 0,853 0,876
Do tin cdy tong
hop (rtho_c) 0,931 0,900 0,896 0916 0,891 0918 0,922 0911 0915
AVE 0,817 0,751 0,741 0,785 0,731 0,788 0,798 0,773 0,729
Chu thich: TL: Tién loi; DV: Dich vy; GC: Gia ca; TW: Trang Web; LC: Lua chon; KC: Nhom
tham khao cong chung; KT: Nhom tham khao than can; TC: Tin cay; BM: Bao mat.
Nguon: Tong hop ctia nhoém tac gia
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Két qua HTMT & Béng 3 cho thay gi4 tri phan biét dugc dam béao khi tat cd hé s
HTMT déu nho hon 0,850 theo ngudng khuyeén nghi (Hair va cong sy, 2022). Dicu nay
xac nhan cac cau tric trong mo hinh l1a khac bi¢t vé mat khai niém.

Béang 3. Danh gia gia tri phan biét theo tiéu chi HTMT

Nhant6 BM DV GC KC KT LC TC TL TW
BM

DV 0,615

GC 0,551 0,802

KC 0,597 0,588 0,658

KT 0,628 0,743 0,794 0,733

LC 0,594 0,751 0,846 0,690 0,764

TC 0,827 0,712 0,573 0,612 0,707 0,615

TL 0,497 0,762 0,821 0,629 0,772 0,844 0,552

™W 0,660 0,833 0,820 0,607 0,723 0,701 0,680 0,696

Ngudn: Tong hop ciia nhom tac gia

Hién tugng da cong tuyén dugc danh gia bang VIF. Theo Hair va cong su (2022), VIF
nho hon 5,0 hodc 3,3 theo ngudng nghiém ngit cho thiy khong co da cong tuyen Két
qua cho thay cac gia tri VIF dam bao, do d6 mé hinh do luong bac 1 khong gap van dé

da cong tuyén.

4.3 Két qua kiém dinh mé hinh do lwong béc hai

Két qua md hinh bac 2 cho thiy cac trong s6 tai déu duong va c6 ¥ nghia thong ké cao
v6i p-value nho hon 0,001, thong ké T 16n va VIF nhé hon 5. Cac thanh phan bac 1 phan
anh tdt cac cdu trac bac 2 gom LINT, CCQ va NTRR, dong thoi cac chi bao ctia YD c6
trong s6 tai cao va 6n dinh. Nhin chung, mo6 hinh do luong bac 2 dat yéu cau va du diéu
kién dé tiép tuc phan tich mé hinh ciu tric.

Bang 4. Danh gia cac cau triic bac hai trong mo hinh PLS-SEM

£ L as Trung binh Trung binh Do léch Thon e,
Trong 50 tai mgfflu Bootst%apping chudn ké Tg Gid tr1 p VIF
DV <- LINT 0,218 0,218 0,007 32,315 0,000 2,519
GC <- LINT 0,238 0,238 0,008 28,201 0,000 2,923
LC <- LINT 0,244 0,245 0,009 26,946 0,000 2,744
TL <- LINT 0,242 0,242 0,009 27,668 0,000 2,554
TW <- LINT 0,222 0,222 0,009 23,831 0,000 2,512
KC <-CCQ 0,554 0,555 0,019 28,779 0,000 1,611
KT <-CCQ 0,558 0,558 0,014 38,544 0,000 1,611
BM <- NTRR 0,512 0,512 0,013 38,774 0,000 2,135
118 Tap chi Quan 1y va Kinh (é quoe (é.s6 185 (06 2026)



Bang 4. Danh gia cac cau triic bac hai trong mo hinh PLS-SEM (tiép theo)

Trung binh Trung binh bo léch Théng

Trong so tai Gia trip VIF

mau Bootstrapping chudn ké T
TC <- NTRR 0,563 0,563 0,015 37,194 0,000 2,135
YD1 <-YD 0,363 0,363 0,008 43,989 0,000 2,265
YD2 <-YD 0,380 0,380 0,011 35,250 0,000 2,196
YD3 <-YD 0,378 0,378 0,009 41,530 0,000 2,632

Chu thich: LINT: Loi ich nhan thuac; CCQ: Chuén chu quan; NTRR: Nhan thirc rii ro; YD: Y
dinh mua sam tryc tuyén.
Nguon: Tong hgp cua nhém tac gia

0.159

GC YD1

LC YD2

TL

0.839

YD3

LINT
0.107

™

BM
*+—0923

0.937
TC 4+

NTRR
Hinh 2. Két qua u6c lugng PLS-SEM. Ngudn: Tong hop ctia nhdm tac gia

Két qua mé hinh cau triic cho thdy R? dat 0,648, nghia 1a m6 hinh giai thich 64,8% su
bién thién ctia YD. Ca ba mdi quan hé déu ¢ y nghia thong ké, trong d6 LINT tac dong
manh nhit dén YD (B bang 0,600; p-value bang 0,000), tiép dén 1a CCQ (P bang 0,159;
p-value bang 0,002) va NTRR (B bang 0,107; p-value bang 0,019). Diéu nay khang dinh
LINT 14 nhan t6 quan trong nhat anh huéng dén y dinh mua sdm truc tuyén cua Gen Z
trén san TMDT.

Bang 5. Két qua kiém dinh cac gia thuyét trong mé hinh cau trac

M&i quan hé Trung~ binh Trung binh Boot- Do léch Th 6ng keT Gidtrip

mau strapping chuan
LINT ->YD 0,600 0,598 0,053 11,251 0,000
CCQ->YD 0,159 0,159 0,051 3,122 0,002
NTRR > YD 0,107 0,108 0,045 2,355 0,019

Ngudn: Tdéng hop ctia nhom tac gia
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4.4 Thao ludn

Két qua cho thay LINT, CCQ va NTRR déu anh hudng dén y dinh mua sam truc
tuyén ctia Gen Z, ung ho H1, H2 va H3. Diéu nay phan anh tinh da chiéu ctia ¥ dinh mua
trén san TMDT khi nguoi ti€u dung dong thoi can nhac loi ich tong hop, tin hiéu xa hoi
va co ché giam bat dinh cua nén tang. Vai tro clia niém tin va co ché giam rai ro phit hop
vo1 cac khung 1y thuyet vé hanh vi trong TMDT (Gefen va cong su, 2003; Pavlou, 2003)
va nhat quan v6i bang chimg gin day vé Gen Z trong mi truong sd (Nguyen & Do, 2025;
Vu & Nguyen, 2025).

Thir nhdt, két qua khang dinh LINT 1 dong luc trung tdm ctia y dinh mua. Gen Z
hinh thanh y dinh dua trén gia tri tong hop ma sain TMPT mang lai, phil hop véi cac
nghién ctru vé dong co cong dung va huong thu (Childers va cong su, 2001; To va cong
sw, 2007) cung nhu bang ching vé vai trd cia gid tri cam nhan va chat luong dich vu
dién tir d6i voi khuynh huéng mua va hanh vi hau mua (Kurniawan va cong sy, 2025;
Li va cong sw, 2014; Zeithaml va cong sy, 2002). Cac nghién ctru gan day cting cho thy
trai nghiém nén tang tac dong thong qua gia tri cam nhan va sy hai 1ong (Pal va cong su,
2024; Tzavlopoulos va cong su, 2019). Viéc mo hinh héa LINT nhu cAu trac bac hai phu
hop v6i bang ching tai Viét Nam vé tic dong dong thoi ctia nhidu yéu té dén lya chon san
TMDT (Nguyén & Ly, 2023).

Thit hai, két qua cho thdy CCQ khuéch dai ¥ dinh mua thong qua chuan muc xa hoi va
eWOM, giup giam bét dinh khi ra quyet dinh (Hoonsopon & Puriwat, 2016). Marketing
lién két va ngudi anh hudng c6 thé cung ¢d v dinh mua thong qua gia ting nhan biét va
gan két thuong hiéu (Giron va cong su, 2025; San va cong su, 2025). Viéc ca nhom tham
khao than can va cong chiing déu c6 y nghia phan anh dic trung hanh vi ciia Gen Z trong
moi trudng sd, noi cong ddng truc tuyén va ndi dung do nguoi ding tao ra dong vai tro tin
hi€u xa hdi quan trong (Handranata va cong su, 2023; Song va cong su, 2014), phu hop
v6i bdi canh Viét Nam (Nguyén & Ly, 2023).

Thit ba, két qua cho thdy NTRR phan anh co ché giam rui ro hon 1a rao can. Khi d tin
cady va bao mat dugc dam bao, y dinh mua tang Ién, phu hop vdi nghién ctru vé niém tin
trong TMDT (Gefen va cong sy, 2003; Kim va cong su, 2008; Neama va cong su, 2016)
va bang chimg vé vai trd ciia bao mat, quyén riéng tu va kha niang kiém soat dbi véi y dinh
mua lai (Pal va cong su, 2024). Trong bdi canh Viét Nam, bao mat dit liéu anh hudng dén
1ong tin va ¥ dinh mua (Nguyén & Tran, 2022) va cho thay khac biét thé hé gitta Gen Y
va Gen Z (Nguyén & Ly, 2023).

Téng thé, ¥ dinh mua ctia Gen Z duoc dan dit boi LINT, khuéch dai bai CCQ va cing
¢ boi NTRR. Nghién ciru dong gop & ba diém gdm tich hop cac nhan tb thanh ba cau
trac bac hai, van hanh héa NTRR theo hudng co ché giam rui ro va lam r6 vai tro dong
thoi cua nguon tham khao than can va cong chung. Két qua doi thoai voi cac bang chimg
gan day vé Gen Z trong mdi truong nén tang s6 (Giron va cong su, 2025; Nguyen & Do,
2025; Pal va cong su, 2024; Nguyen & Tran, 2022), cung cap khung phan tich toan dién
cho nghién ctru va quan tri san TMDT.

5. Ham y chinh sich va két luin

Nghién ctru dong gop & ba diém. Thir nhat, viéc str dung ciu trac bac hai d& mé hinh
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hoa LINT, CCQ va NTRR gitup phan anh ban chat da chiéu cua y dinh mua trén san
TMDT va giam phan manh trong tiép can bién s6, phit hop v6i xu hudng nghién ciru hanh
vi s6 gan day (Pal va cong su, 2024; Tzavlopoulos va cong su, 2019). Thur hai, nghién ctru
van hanh héa NTRR theo hudng co ché giam rui ro thong qua do tin cy va do bao mat,
qua do lam r6 vai tro thiic day giao dich cua cac co ché bao dam thay vi chi xem rui ro nhu
yéu t6 can trd, bo sung cho 1ap luan vé niém tin va rai ro trong TMDT (Neama va cong su,
2016; Pal va cong su, 2024). Thi ba, két qua cho thdy vai tro dong thoi cua nguoén tham
khao than cén va cong chung trong hinh thanh y dinh mua cta Gen Z, gbp phan lam 16
dic thu hanh vi thé hé nay trong méi trudng nén tang sd va thuong mai xa hoi (Giron va
cong su, 2025; Handranata va cong sy, 2023; San va cdng sy, 2025).

Vé quan tri, két qua goi y ba dinh huéng chinh. Thi nhét, cac san TMDT can tdi wu
hoéa LINT theo hudng nang cao gia tri tong hop thong qua cai thién trai nghiém nguoi
dung, don gian hoa quy trinh va ting c4 nhan hoa dé gia ting gi4 tri cam nhan. Thi hai,
CCQ can dugce quan tri nhu nguodn luc chién luoc bang cach ting minh bach va xac
thuc danh gia, két hop hiéu qua gitra eWOM, mang ludi than can va cac hoat dong nhu
livestream, marketing lién két hodc nodi dung tir nguoi anh hudng (Giron va cong su,
2025; Wang va cong su, 2025). Thir ba, nguoi ban can cung ¢ uy tin, chinh sach hdu mai
va truyén thong rd rang vé bao vé ngudi mua va bao mat thong tin nham tang cam nhan
an toan va y dinh mua.

Két qua cho thy can tiép tuc hoan thién khung phap ly vé bao vé dir liéu c4 nhan,
minh bach thong tin va trach nhiém cua nén tang TMDT. Viéc tang cuong giam sat thu
thap va sir dung dir li¢u, cung co ché xtur 1y khiéu nai va tranh chap rd rang, sé& cung cb
niém tin cua nguoi ti€u dung tre. Dong thoi, kiém soat gian lan danh gia va thao ting
eWOM la diéu kién quan trong dé bao dam phat trién bén viing thi trudong TMDT Viét
Nam trong bdi canh Gen Z phu thudc manh vao tin hi¢u xa héi khi ra quyét dinh mua.

Nghién ctru 1am 16 cac nhan t6 quyét dinh y dinh mua sam truc tuyén ctua Gen Z trén
san TMDT thong qua md hinh tich hop gdm ba céu tric bac hai 1a LINT, CCQ, NTRR
theo huéng giam rai ro. Két qua cho thdy ¥ dinh mua sim cua Gen Z duoc dan dat chi
yéu boi gid tri téng hop, khuéch dai boi anh hudng xa hdi va cung ¢ bai cac co ché bao
dam an toan giao dich.

Mac du dat dugc nhiing két qua c6 gia tri, nghién ctru van tdn tai mot sd han ché. Viéc
str dung phuong phap chon miu thuan tién c6 thé anh hudng dén kha nang khai quéat hoa
két qua va nghién ctru tip trung vao y dinh mua sim thay vi hanh vi mua sim thuc té.
Ngoai ra, nghién ctru chua xem xét vai tro cua cac bién diéu tiét nhu loai san pham hoac
mirc d6 gin két nén tang Do do, cac nghién ciu tiép theo co the mé rong pham vi mau,
két hop dir liéu hanh vi thyc té va tich hop thém cac blen diéu tiét hodc trung gian, nham
1am r& hon co ché hinh thanh hanh vi mua sam truc tuyén ctia Gen Z trong cac bdi canh
khac nhau.
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