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NHONG NHAN T0 TAC BONG DEN HANH V1 SU DUNG DICH VU
VAN TAI UNG DUNG CONG NGHE TAI VIET NAM

Nguyén Viét Diing* - Tran Thj Ngoc Ha**

Van tai trng dung céng nghé la mét dich vu van tai méi néi & Viét Nam trong mét vai nim gén day, nhung
da tao ra mét théi quen méi véi nhiéu nguwoi ste dung dich vu van chuyén cd nhan (xe 6m, taxi). Nghién ctru
vé y dinh va hanh vi cua ngui str dung dich vu van tai céng nghé Ia can thiét cho cdc céng ty dé dép trng
té6t hon nhu cau cua khach hang. Nghién ctru nay trong giai doan dau nham dwa ra mé hinh duw kién vé mét
0 yéu t6 tic déng dén y djnh va hanh vi cua khdach hang st dung djch vu vén tai céng nghé. Trong do6, st
dung cdc nhan té trong mé hinh két hop giira ly thuyét hanh vi c6 ké hoach va chap nhan cong nghé, cung
v6i d6 bé sung cdc nhén té la gid ca cam nhan, hinh anh thwong hiéu, an toan st dung dé giai doan sau
thwe hién nghién ctu dinh Iwong kiém dinh mé hinh tai Viét Nam.

« Tlr khoéa: van téi céng nghé, chdp nhan céng nghé, hinh anh thuong hiéu, an toan st dung, gia c cdm nhan.

In spite of being a new comer in Vietnam,
technology transportation has already educated
a new habit in using personal transport services
(motorbike taxi, taxi). It is vital to research on
behavior intentions regarding to technology
trapsortation users for business in order to satisfy
their customers. Still being the first phase of the
study, this paper aims to provide an conceptual
model in technology transportation behaviors. The
conceptual model is combined between TPB and
TAM besides other constructs namely: perceived
price, brand image, safety in use. The next
phase will be conducted in order to testing the
proposed model by quantitative approach in case
of Vietnam.
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1. Giéi thi€u nghién ciru

Dich vu vén tai cong ngh¢ hodc chia sé di xe la
mot dich vu van chuyén c4 nhan trong d6 khach hang
c6 thé dit xe (6 10, xe may, v.v...) thong qua img dung
di dong va trinh diéu khién co thé dap ung don dat
hang thong qua cac img dung (Wallsten, n.d. 2015).
N6 cung cap mot s6 cac loi ich nhu tai xé va khach
hang ¢6 thé biét chinh xac vi tri clia nhau, khach

hang c6 thé xem thong tin vé tai xé va khach hang,
va khach hang co thé d& dang tim thiy phuong tién
giao thong dé di dén nhimg noi khac (hiéu qua vé thoi
gian) (Silalahi, Handayani, & Munajat, 2017) (Farin,
2016). Nhung loi ich nay lam cho viéc chia sé di xe
trd nén phd bién trong ngudi dan thanh thi mot cach
dé dang.

Hién da c6 mot sé dich vu vén tai cong nghé phd
bién ¢ chau Au va Hoa Ky nhu Lyft, UberX, Sidecar
va Carpool. Trong khi do ¢ Viét Nam, cac dich vu van
tai cong nghé pho bién 1a Grab, Be Group, Go-Viet. ..
V6i sy nhan thirc ngdy cang ting vé cac dich vu van
tai cong nghé ¢ Viét Nam, cong ty diéu hanh céc dich
VU nay can nam bét dugc y dinh va hanh vi sir dung
dich vu ctia nguoi dung dé 6 thé cai thién dich vu va
dat duoc loi thé canh tranh so véi cac dich vu van tai
truyén thng.

2. Co so 1y thuyét

2.1. Ly thuyét hanh vi cé ké hoach va ¥ dinh si¢
dung

Trong nghién ctru nay, dé nghién ctru mdi quan
hé giita cac nhan t6 tac dong téi ¥ dinh sir dung dich
vu, tac gia dé xuat viéc st dung ly thuyét hanh vi hop
Iy (Theory of Planned Behav1or) vi ddy du'orc cho la
khung 1y thuyét trong dbi tong quat vé cac yéu tb co
anh hudng to1 hanh vi ti€u dung (Conner & Armitage,
1998) va thuong duge sir dung dé du doan hanh vi
nguoi tiéu dung trong cac hoat dong nghién ctru
marketing, nhdm giai thich tai sao con nguoi lai co
nhiing hanh vi img x(r nhat dinh va nhiing diéu gi can
phii tién hanh dé thay dbi cac hanh vi nay.
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Ly thuyét Hanh vi c6 ké hoach dugc phat trién tir
Iy thuyét Hanh vi hop 1y (Theory of Reasoned Action
- TRA). Co ban, TPB van dugc dung dé nghién ctru
va du doan hanh vi con nguoi dya trén moi quan hé
gitra thai do, anh hudng ctia xa hoi véi y dinh thuc
hién hanh vi va hanh vi thuc té. Su phat trién ciia TPB
& viéc phat trién nhan té “Kiém soat hanh vi” tic dong
t6i “Y dinh” thuc hién hanh vi, bén canh “thai d6” va
“chuén chu quan”. Nhu vay, & TPB s& c6 3 nhan t&
tac dong t61 “y dinh™: 1) thai d§ v6i hanh vi, 2) nhén
thirc vé chuan chu ‘quan, 3) nhan thirc vé kiém soét
hanh vi. Néu “chuan cht quan” 1a nhan thirc cia ca
nhan vé anh huong x4 hoi toi hanh vi ca nhén, “kiém
soat hanh vi” (Perceived behavioral control- PBC) la
nhan thire kha ning cua c4 nhan dé thyc hién hanh
vi. Nhan thirc kiém soat hanh vi (PBC) dugc dinh
nghia 1a cam nhén ctia ca nhan vé viéc d& hay kho khi
thuc hién hanh vi (Ajzen,1991). PBC biéu thi muc
d6 kiém soat viéc thyc hién hanh vi chir khong phai
1a két qua cua hanh vi (Ajzen, 2002). Trong md hinh
TPB, PBC tac dong dén ca “y dinh” va “hanh vi thyuc

t&”. Tac dong kép ciia PBC dugc tng ho boi (Taylor
& Todd, 1995), (Lin, 2007), cac tac gia ndy cho rang
nghién ctru vé hanh vi nguoi tidu dung s& khong hoan
thién néu bo qua PBC.

2.2. M6 hinh chép nhén cong nghé (Technology
Acceptance Model)

M6 hinh chép nhan cong ngh¢ TAM (Davis,
1989) dua trén nén tang cia md hinh thuyét hanh
dong hop ly TRA (Ajzen & Fishbein, 1975) cho viéc
thiét 1ap moi quan hé gitra cac bién dé giai thich hanh
vi chép nhan st dung h¢ thong théng tin. Trong mo
hinh nay, Davis d chi ra 2 yéu t6 c6 tac dong dén thai
d6 huéng dén sir dung cong nghé d6 1a nhan thirc hitu
ich (Perceived Usefulless) va nhan thirc dé sir dung
(Perceived Ease of Use).

Nhan thire hitu ich dugc hiéu nhu 1d mie d6 ma
mot ngudi tin rang bang cach sir dung mot hé thong
céng nghé cu thé nao d6 s& ning cao hiéu suét cong
viéc cua minh. Trong yéu t§ nay, Davis di chia ra
thanh 3 nhom: (1) hiéu qua cong viéc, (2) nang suét
va tiét kiém thoi gian, (3) tim quan trong cta hé théng
dén cong viéc clia mot ngudi.

Nhan thtrc dé sir dung tirc 1a mirc do ma ngudi tiéu
ding tin rang hé théng cong nghé d6 khong hé kho st
dung va cé thé dat duoc nhiéu loi ich trén ca su mong
doi ma khong ton nhiéu cong stic cua ho. Trong yéu
t6 nay, Davis ciing chia ra thanh 3 nhém: (1) cong sirc
vé mit thé luc, (2) cong stic v& mit tinh than va (3)
ky vong vé kinh nghiém ban than co thé dé dang sir
dung hé thong.

2.3. M6 hinh két hop TAM va TPB

Mb hinh két hgp C-TAM-TPB duoc giéi thiéu boi
Taylor & Todd, 1995. Trong md hinh nay, Taylor va
Todd di bd sung vao md hinh TAM thém 2 yéu t&
chinh 1 “chuén chii quan” va “nhan thic kiém soat
hanh vi”. Nhu vay, trong mo6 hinh C-TAM-TPB, c6 3
yéu té chinh tac dong dén y dinh st dung, d6 1a: (1)
thai do, (2) chuan chii quan, (3) nhan thirc kiém soat
hanh vi. Trong d6, bién “thai d6” chiu anh hudng ciia
2 bién “nhan thirc hitu ich”, “nhan thirc dé sir dung”
va “nhéan thic hitu ich” ciing tac dong dén ¥ dinh
str dung (Yu, Yi, Feng, & Liu, 2018; Ngan & Khoi,
2019).

2.4. Gid cd cam nhdn (Perceived price)

Gié ca cam nhén 14 sy danh gia cua khach hang vé
muc do hy sinh va gia tri cua no6 so véi nhitng gi ma
ho s€ nhan dugc (Kaura, Prasad, & Sharma, 2014).
Gia ca dugc khach hang cam nhan dya trén hai tiéu
chi: chi phi bang tién phai tra cho san phém va chi phi
co hoi phai hy sinh ddi v6i nhiing gi co thé mua bang
sO tién do6. Theo Fornel (1996) cho rang yéu t6 dau
tién xac dinh sy théa man khach hang la chét luong
cam nhén, yéu t6 thir hai 1a gia ca cam nhan. Ciing
can luu y & day, nguoi tiéu dung co thé khong phai
luon ludn duoc hiéu biét hay sdc sao trong viéc so
sanh cta ho khi ho ma hoa gia trong mét co s¢ hang
ngay, ho chi 1am theo nhiing cach c6 y nghia ddi véi
ho nhat (Kim, Xu, & Gupta, 2012).

2.5. An toan siwr dung (Safety in use)

An toan st dung hay d¢ an toan duoc hiéu 14 an
toan trong giao dich khi luu hanh giao thong va an
toan khi dang nhap vao ung dung cong nghé trén dién
thoai di dong. Dich vu van tai cong nghé 1a dich vu
thudc nganh vén tai, chinh vi vdy d¢ an toan khi str
dung dich vu dugc coi la didu quan trong dbi
véi khach hang. Cac nghién ctru cia cac tac gia nhu
(Lansdown, 2006) (Dart & McNally, 2001) cling ung
hd quan diém an toan sir dung co tac dong dén hanh
vi str dung dich vu.

Hinh 1: Mé hinh két hop TAM va TPB

Nhan thire hitu ich

Nhan thtc d3 sir dung /
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Kiém soat hanh vi

Nguon: Yu, Yi, Feng, & Liu,2018
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2.6. Hinh anh thuwong hiéu (Brand image)

Hinh anh thuong hi¢u dugc dinh nghia nhu mot
thuong hiéu ton tai trong tam tri ctia khach hang thong
qua nhiing lién tudng thuong hi¢u (Keller, 1993).
N6 lién quan dén nhiing suy nghi va cam xuc cua
khach hang vé thuong hiéu (Roy & Banerjee, 2008).
Do d6, hanh vi cta khach hang s€ bi anh huong va
xac dinh bdi hinh anh thuong hi¢u (Nguyén, Phuong,
& Vinh, 2017; Burmann & cong su, 2008). Cu thé,
khach hang st dung hinh anh thuong hiéu cua san
pham hay dich vu trong viéc dua ra nhimg cam nhan
chung vé né. Khach hang s& suy ludn rang mot san
pham, dich vy c6 hinh anh thuong hiéu I6n thi san
pham, dich vu d6 co chat luong va gia tri vuot troi
(Severi & Ling, 2013). Mot cong ty hodc san pham/
dich vu lién tyc nim gitt mot hinh anh tich cyc trong
tam tri cia khach hang thi chic chén s& dat dugc mot
vi tri tot hon trén thi truong, loi thé canh tranh bén
vimg va gia ting thi phan (Cretu & Brodie, 2007).

3. M6 hinh nghién ciru va cdc gia thuyét

Tir cac nghién ctru va hé thong 1y thuyét nhu da
trinh bay & trén, tac gia d& xuat mo hinh nghién ctru
nhu hinh 2 duoi day:

Hinh 2: M6 hinh nghién ctru

N HI )
[ ¥ PINHSUDUNG ——» HANH VI SU DUNG

Gia ca cam nhan

H10
An toan sir dung

Nguon: Téc gid dé xudt

Dua vao cac nghién ciru trude do tac gia dua ra
cac gia thuyet veé cac moi quan h¢ cua cac nhén to tac
dong dén hanh vi st dung dich vu van tai irng dung
cong ngh¢ tai Viét Nam nhu sau:

HI: Thai do co tac dong toi y dinh su dung

H?2: Nhan thirc dé sir dung co tac dong toi thai do

H3: Nhdan thiec hivu ich co tac dong toi y dinh
st dung

H4: Nhdn thike hivu ich co tac dong toi thai do

HS5: Nhén thirc dé sir dung co tac dong toi nhan
thirc hitu ich

H6: Chuan muec chii quan ¢6 tac dong t6i ¥ dinh
su dung

H7: Kiém sodt hanh vi ¢é tdac dong t6i y dinh siv
dung

HS: Hinh anh thuwong hiéu co tac dong toi y dinh
su dung.

HY: Gia ca cam nhan co tac dong toi y dinh suw
dung.

HI10: An toan su dung co tac dong toi y dinh su
dung.

HII: Y dinh sir dung co tac dong toi hanh vi sw
dung.

4. Phwong phap nghién ciru (du kién)

Trong nghién ctru nay, tac gia du k@én st dung
phuong phap nghién ctru dinh luong d€ kiém dinh
mo hinh d€ xuat. Thang do dwa trén thang do cua cac
nghién clru trong va ngoai nude. Kich ¢d mau dy kién
n = 400, thu thap bang phuong phap phat bang hoi
truc ti€p két hop khao sat Online va sir dung thang
do Likert 5 (1 la rat khong dong y; 2 khong dong y; 3
binh thuong; 4 dong y; 5 rat dong y).

Du kién, ddi tuong phong van 14 nguoi dan tai 3
thanh pho: Ha Noi, TP. H6 Chi Minh va Da Nang.
Phiéu hoi sau khi thu v€ s€ dugc ma hoa va tién hanh
phan tich trén phan mém SPSS 22. Cac k¥ thuét phan
tich chinh trong nghi€n ctru gom: kiém tra hé so tin cy
thang do Alpha Cronbach; kiém tra phan tich nhén to
kham pha EFA; kiém tra h¢ s0 twong quan va két qua
hoi quy.
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