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Tém tit

Sw hai long voi dich vu giao hang dong vai tro
thiét yéu trong viéc duy tri long trung thanh ciia
nha ban lé trén cac san thwong mai dién tu. Tuy
nhién, sy bung né cia E-logistics tai Viét Nam da
ddt ra nhiéu thach thirc nhi giao hang cham tré,
chat lwong phuc vu khong déng déu, thiéu dich vu
gid tri gia tdang va riii ro vé bao mdt. Nghién ciru
nay sir dung phwong phdp phan tich nhan t6 khdam
phé (EFA) nham xdac dinh cdc yéu té anh hwong
toi sy hai long voi dich vu giao hang ciua nha ban
1é tai thanh phé Hdi Phong. Két qua chi ra cé sdu
yéu té chinh: Thiét ké website, chdt lvong phuc vu,
thoi gian giao hang, chi phi hop Iy, dich vu gid tri
gia tang va sy an toan - bao mdt. Cac phat hién
nay cung cdp can cir thiee tién gitip cde san thuwong
mai dién tu cdi thién chién lwoc dich vu, tir do
ndng cao trai nghiém va mirc do gdn két ciia nha
ban lé.

Tw khéa: EFA, dich vu giao hang, sy hai long,
nha ban lé, thwong mai dién tir.

Abstract

Retailer satisfaction with delivery services plays a
vital role in maintaining their loyalty to e-
commerce platforms. However, the rapid growth
of e-logistics in Vietnam has introduced several
challenges, such as delivery delays, inconsistent
service quality, limited value-added services, and
concerns over data security. This study employs
Exploratory Factor Analysis (EFA) to identify the
key factors influencing retailer satisfaction with
customer delivery services in Hai Phong city. The
findings reveal six critical factors: Website design,
service quality, delivery timeliness, reasonable

cost, value-added services, and safety and

security. These results offer practical implications
for e-commerce platforms to refine their service
strategies, thereby emhancing the overall user
long-term

experience  and  strengthening

engagement with retailers.

Keywords: EFA, delivery service, retailers of
satisfaction, e-commerce platforms.

1. Gioi thiéu

Trong ky nguyén so, thuong mai dién tir (TMBT)
giit vai tro then chdt trong viéc chuyén d6i mé hinh
kinh doanh, dic biét tai cac nén kinh té dang phat trién
nhu Viét Nam. Sy tang truong manh mé cuia TMDT
khong chi mé ra co hdi cho nha ban 1é ma con kéo
theo nhu cau cép thiét vé dich vu hd tro, dic biét la
logistics dién tir (E-logistics) - chudi hoat dong dam
béo hang hoa dugc van chuyén hiéu qua tir nha cung
cap dén ngudi tidu dung trong moi truong tryc tuyén.
Su phat trién cua E-logistics khong chi nang cao chat
luong trai nghiém khach hang ma con déng vai tro
quan trong trong viéc duy tri 1ong trung thanh cua ca
nguoi tiéu dung va nha ban 1¢€.

Tai Viét Nam, TMDT dang phat trién voi tbe do 4n
tuong. Theo Modor Intelligence (1/2024), Viét Nam
nam trong top 10 qubc gia phat trién TMDT nhanh nhét
thé giéi va dan dau Pong Nam A. Riéng quy 11/2024,
doanh thu tir ngm san TMBT 16n nht (Shopee, Lazada,
Tiki, Sendo, TikTok Shop) dat khoang 85 nghin ty dong,
ghi nhén muc ting trudng 78% so voi cung ky ndm
trudce - vuot xa mirc du bao 35% [1].

Tuy nhién, sy bung nd TMDT ciing dit ra ap luc
16n d6i v6i hé thong E-logistics, voi nhiéu thach thirc
nhu cham giao hang, chét luong phuc vu thiéu déng
du, thiéu dich vu gia tang va rui ro bao mat thong tin.
Mic du da c6 nhiéu nghién ctru quéc té tp trung vao
chat luong dich vu logistics tir goc d6 ngudi tiéu ding
cubi [2-4] mic d6 hai long cta nha ban 1é van chua
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dugc quan tdm ding muc - du day 1a ddi tuong quan
trong trong hé sinh thai TMDT.

Do d6, hudng di cua nghién ctru 1a xac dinh cac
yéu t c6 anh hudng téi sy hai 1ong ciia nha ban 1é vai
dich vu giao hang trong TMDT, tap trung khao sat tai
thanh phd Hai Phong - mot ddu mdi kinh té va
logistics trong diém cua khu vuye phia Bic Viét Nam.

Nghién ctru s& giup cac san TMDT néng cao chat
lugng dich vu giao hang tir goc nhin ctia nha bén 18 -
mot ddi tuong cdt 161 nhung it duge phén tich.

2. Téng quan nghién ctru

Mirc d6 hai long ctia khach hang thuong gén lién
v&i cam nhan vé chét luong dich vu ma ho nhan duogc
[5]. Nhiéu hoc gia da tiép can khai niém nay dudi cac
goc d6 khac nhau. Gronroos [6] phan chia chat luong
dich vy thanh: “chét lugng chirc ning (qué trinh cung
cép) va chat luong k¥ thuat (két qua nhan dwoc)”,

trong khi m6 hinh SERVQUAL ctia Parasuraman et al.

[7] xac dinh 5 thanh phén chinh: “dd tin cay, sy dam

bao, yéu t6 hitu hinh, dong cam va kha ning phan hoi”.

Trong nghién ctru nay, mo6 hinh SERVQUAL dugc su
dung nhu mot nén tang dé xay dung cac bién doc 1ap
lién quan dén chat luong dich vu, nhu: Thiét ké
website, chit lugng phuc vu, thdi gian giao hang, gia
dich vu hop ly, dich vu gia tri gia ting, an toan va bao
mat. Tuy nhién, myc tiéu cia nghién ctru 1a danh gia
sy hai 10ng cua nha ban 1¢ - mot khai niém tong hop
phan anh danh gié toan dién sau khi trai nghiém dich
vu giao hang. Do d6, SERVQUAL duogc sir dung nhu
mot phan cau trac 1y thuyét, chir khong dai dién toan

bd khai niém hai long.
Thiét ké
R website
Chat luong An toan va
phuc vu bao mat
Dich vu

Su hai long cia
Thoi gian DR
giao hang gia tri gia

nha ban 1€ veé dich
Hinh 1. Khung li thuyét

vu giao hang

Trong bdi canh TMPT dang khong ngimg mé
rong, cac yéu td tac dong t6i su hai long khach hang
ngay cang da dang va khac biét gilta cac nhém nguoi
dung va khu vuc. Dospinescu et al. [2] néu ra sy khéc
biét 1 rét vé cam nhan dich vu cua nhiing nguoi tiéu
dung & Romania va Moldova. Tuong tu, Liu et al. [3]
xéac dinh tdm nhén té chinh tac dong dén su hai long

tai Trung Qudc, trong d6 Wang va Huarng [4] phat
hién chin nhén té khac thong qua md hinh SEM. O
Viét Nam, cac cong trinh nhu ctia Nguyén Trung Tién
et al. [8] va Nguyén et al. [9] dd mo rong phan tich
trong bdi canh nodi dia, dé cao vai tro cia céc yéu tb
nhur thiét ké website, thong tin, gia ca, bao mat va dich
vu giao hang. Vii Thi Hanh va Nguyén Thi Bich [10]
cling cho thy: “kha ning dap tmg, yéu t6 hiru hinh,
nang lyc phuc vu” 14 nhirg thanh phan then chét.

Tuy nhién, da s6 nghién ciru chi cha yéu chu trong
vao ngudi tiéu ding cudi cung, trong khi goc nhin tir
phia nha ban 1¢ - nhan t& ¢t 18i trong chudi gia tri
TMBDT - lai chua duoc quan tim day du.

Tir khoang trong nghién ctru hién tai, d& tai nay
nhim xéc dinh cac yéu tb tac dong tdi sy hai long ctia
nha ban 1¢ dbi voi dich vu giao hang trén cac san
TMDT, voi pham vi khéo sat tai Hai Phong. Dya trén
moé hinh SERVQUAL, nghién ctru diéu chinh va tich
hop séu yéu t6 chinh: Thiét ké website, chit luong
phuc vu, thoi gian giao hang, chi phi hop ly, dich vu
gia tri gia tdng va murc do an toan - bao mat. Muc tiéu
nghién ctru khong chi 1am 16 cac nhén t6 tic dong dén
su hai long cua nha ban 1é ma con dong gop vao viéc
hoan thién chét lwong dich vu logistics trong thuong
mai dién tir, hd tro doanh nghiép nang cao tri nghiém
va giit chan khach hang hi¢u qué hon.

Duya vao nhitng nghién ciru trudc day, 6 gia thuyét
duoc dé xuit nhu sau:

HI: Mot giao dién website truc quan, dé sir dung co
tac déng dang ké dén mirc dé hai long ciia nha ban Ié.

Nhiéu nghién ctru cho thay yéu t6 ky thuat s, dic
biét 1a giao dién va chirc nidng website, anh hudng 16n
dén trai nghiém nguoi ding trong TMDT [6], [7].
Website cang than thién, dé thao tac cang gitp nha ban
1¢ kiém soat don hang hiéu qua, tir d6 ndng cao mirc
do hai long.

H2: Tac phong chuyén nghiép cua doi ngii giao
hang va b phdn cham séc khdch hang gép phan ning
cao sy hai long.

Chat lwong phuc vu, gdm ca k¥ ning giao tiép va
thai do cua nhan vién, 1a thanh phan then chét trong
moé hinh SERVQUAL [4], [11] ciing nhan manh tam
quan trong cua su chuyén nghiép trong logistics dbi
véi su hai long cua khach hang.

H3: Toc dé giao hang nhanh va thu hé tién minh
bach giup tang mirc do hai long cia nha ban lé.

Nhiéu nghién ciru [9], [6] cho thiy giao hang ding
thoi gian cam két va thu ho minh bach gitip xay dung
niém tin, ddc biét véi cac nha ban 1é c6 tan suit don
hang cao, tir d6 anh hudng tich cuc dén su hai long.
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Bdng 1. Cac thang do dwgc sir dung trong bai nghién ciru

Nhén tb M3 héa Dién giai Ngudn
Thidt k& TK1 Céch thiét ké giao dién Website cta dich vu gi‘ao hang d& sir dun~g
Website TR Web.site cua di.ch vu giao hang dugc trang bi day du tinh nang, ho trg quan | [4], [3]
1y giao hang hi¢u qua
PVl Tac phong lam viéc va k¥ ning giao tiép ctia doi ngii giao hang
Chét luong V2 Thai d6 va viéc giai dap nhitng cau hoi tur khach hang ctia nhéan vién cham (2]
phuc vu soc khach hang
PV3 Nhan vién giao nhan sin Iong thyc hién cac don hang hoa téc
Thoi gian giao TG1 Thoi gian liy hang va giao hang dung véi thoi gian dy kién (4]
hang TG2 Thanh toan thu ho dung ky vong
. . GCl1 Chi phi giao hang hop ly
Gia ca dich vu — — — -
hop 1y GC2 Phi giao hang ngoai thanh Ya hoa toc phu hop [4]
GC3 Chi phi twong xtmg véi chat lugng va thoi gian giao hang
Dich vu gia tri GT1 H5 trg }‘10é1n l}éng, dbi trz'i hang hoéa nhanh chéng, kip thoi (4]
gia tang GT2 Hang cong kénh, hang dé v& dugc bao dam trong qua trinh giao hang
An toan va AT1 Don vi giao hang bao quan hang hoa tét (it hu hong, mit mat) , (4], [8]
bao mat AT2 DPon vi giao hang co6 chinh sach bao mat thong tin ctia khach hang tot
Su hai long HL1 D~ich vu gia'o hang dap tng ky vong [10]
cta nha ban 1¢ HL2 San sang tiép tuc su dung dich vy giao hang trén san TMDT

H4: Mukc phi giao hang hop Iy phan anh dung gia
tri dich vu lam thuc dcfy sw hai long cua khach hang.

Chi phi 1a yéu td c6 tinh quyét dinh trong hanh vi
tiép tuc sir dung dich vu [2]. Khi phi giao hang duoc
danh gia 1 hop 1y so v6i chat lugng, nha ban 1é ¢6 xu
hudng hai long va duy tri st dung dich vu.

HS5: Dich vu gid tri gia ting (giao hang hoa toc,
hang cong kénh, hang dé vé, doi tra linh hoat) cé tac
dong tich cuc dén su hai long.

Céc dich vu nhu giao hda tde, xtr Iy hang déc biét,
dbi tra linh hoat gitip gia tang gia tri cAm nhan va giam
rui ro van hanh cho nha ban 1€ [7], tr d6 néng cao sy
hai long.

H6: Viée diam bao chdt lwong hang héa ciing voi bao
mdt thong tin hiéu quad dong vai tro quan trong trong viéc
nang cao sy hai long cua nha ban lé khi s dung dich vu
giao hang tir cde nén tang thirong mai dién tir.

An toan van chuyén va bao mat dir liéu dugc xem
1a yéu t co ban trong TMBT hién dai [8]. Viéc bao dam
hang hoa khong hur hong, that lac va thong tin khong bi
10 ri giup nha ban 1& yén tdm hon khi st dung dich vu.

3. Phwong phap nghién ciru
3.1. Cach thirc thuc hién

Khéo sat thir nghiém dugc thuc hién trén 20 doanh
nghiép va nha ban 1¢é tai Hai Phong tir 05-10/02/2025
qua email, cho thay cac d6i twgng déu hiéu rd noi dung
cau hoi. Sau d6, khao sat chinh thirc dugc trién khai

278

tir 12/02 dén 08/03/2025 qua tin nhdn trén cdc san
TMDT va mang x3 hoi, thu dugc 201 phiéu hop 18,
sau khi di loai cac bang khao sat c6 cau tra 1oi gidng
hét nhau ¢ tt ca cic muc. Theo Hair et al. [11], “phan
tich EFA yéu cau c¢& mau t6i thiéu bang 5 1an s6 luong
bién quan sat trong nghién ctru” (n =5 x 16 = 80), do
d6 mau nghién ciru dat yéu cau. Noi dung khao st tap
trung vao sau yéu to: Thiét ké website, chat luong
phuc vy, thoi gian giao hang, gia ca, dich vy gia tri gia
tdng va an toan - bao méat. Thang do Likert 5 mirc duoc
sir dung, tir “Hoan toan khong dong y” dén “Hoan
toan dong .

3.2. Phan tich dit li¢u

Céc giai doan thuc hién trong qua trinh xtr Iy va
phan tich dit liéu ctia nghién ctru gém co:

Buére 1: Thong ké mo ta - Tom luge cac dic diém
co ban cua bo dir lidu thong qua cac chi sé nhu tin
suét, trung binh, do léch chuan,... gitip phac thao cai
nhin tong quan va hd tro cho phan tich tiép theo.

Bude 2: Kiém dinh d¢ tin cdy cua thang do - St
dung hé s6 Cronbach’s Alpha. Theo tiéu chuan thong
dung, cac thang do dugc xem la dang tin cay néu hé
s6 nay dat gia tri > 0,7.

Bude 3: Phan tich nhan t5 kham pha (EFA) - Nham
xéc dinh cac nhom tiém an, tir d6 rat gon cac bién ¢o6
lién quan vao cting mét yéu t6 dai dién, gitp ting tinh
khai quat va hiéu qua cho mo hinh nghién ctru.
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Buére 4: Phan tich hdi quy va kiém dinh gia thuyét
- Puoc 4p dung dé do luong muc d6 anh huong cua
cac bién doc lap ddi véi bién phu thudc. Tur do, cac
gia thuyét nghién ctru dwoc kiém dinh, dong thoi xac
dinh vai trd va ¥ nghia ciia cac yéu t6 trong mo hinh.

4. Két qua nghién ciru
4.1. Két qud théng ké mé ti

Téng cong 201 phiéu khao sat hop 18 dwoc thu thap
tir cac doanh nghi¢p va ctra hang dang hoat dong trén
cac san thuong mai dién tr c6 sir dung dich vu giao
hang. Quy trinh khao sat dugc thyc hién theo hai giai
doan: (1) khao sat thtr nghiém véi 20 nha ban 1€ tai
Hai Phong dé dam bao ndi dung dé hiéu va phu hop
v6i thuc tidn; (2) khao sat chinh thtc trién khai tir
ngay 12/02 dén 08/03/2025, thong qua cac kénh mang
x4 hoi, nhém cong déng TMDT va hé théng nhén tin
ndi bd clia cac san. Mic du phuwong phap chon mau
mang tinh phi x4c suit, nhom khao sat da thuc hién
kiém tra va loai bo cac bang co déu hiéu tra 16i tring
1ap hoan toan nham dam béao do tin cdy.

Bén canh do6, co cAu mau khéo sét cling dugc kiém
soat theo bdn tiéu chi: Nén tang hoat dong, linh vuc
kinh doanh, thoi gian hoat dong va tan suét sir dung
dich vu. Cu thé, Shopee 1a nén tang phé bién nhét véi
89,6% s ngudi khao sat, tiép theo 1a TikTok Shop,
Lazada va Tiki. Linh vuc kinh doanh chu yéu thudc
nhom thoi trang (31,8%), strc khoe - sic dep va hang
tiéu dung. Pa s gian hang co thoi gian hoat dong tir
1 dén 3 niam (gan 54%). Nhom co tir 50-200 don
hang/thang chiém ty 1¢ 16n nhét, cho thiy mau c6 mirc
d6 van hanh tuong ddi cao va da dang.

Dit lidu duge xtr 1y thong qua thong ké mé ta voi
Kkét qua: Gia tri nho nhét va 16n nhat 1an luot 1a 1 va
5; trung binh céac bién dao dong tur 3,80 dén 4,02; 3o
léch chuén trong khoang [0,778; 0,951]. Két qua chi
ra thang do duogc str dung c6 d0 tin cdy va tinh 6n dinh
cao, dong thoi phan anh ring mic d6 hai long ctia nha
bén 1¢ chiu anh hudng rd rét tir cac bién quan sat trong
mo hinh nghién ctu.

4.2. Két qud kiém dinh hé sé tin cdy Cronbach’s
Alpha

Hé s6 Cronbach’s Alpha dugc 4p dung nhim do
ludng do tin cdy ciia thang do va xac dinh mirc d6 nhat
quén gitta cac bién quan sat trong cung mot nhom. Gia
tri Alpha dao dong trong khoang [0; 1], trong d6 chi sb
cang cao thé hién murc do tin cdy cang 16n [13]. Két qua
tai Bang 2 cho thiy tat ca cac nhom bién déu dat Alpha
tr 0,703 dén 0,832, vuot ngudng 0,7 - mirc ché'lp nhan
phd bién trong nghién ctru xa hoi. Dong thoi, hé sd
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tuong quan bién tong (Corrected Item-Total
Correlation) ndm trong khoang 0,542 - 0,714, déu trén
0,3, cho thdy mdi quan hé chit ché giita cac bién va
thang do tong thé. Nhu véy, cac thang do dat tiéu chuén
tin cay va thich hop cho qua trinh phén tich sau do.

Bing 2. Két qud phan tich hé sé Cronbach's Alpha

Hé sb
Bién twong
Nhé St Cronbach
om yéu to uan uan
y a B ’s Alpha q.;
sat bien
téng
Ak ) TK1 0,607
Thiét ke Website 0,755
TK2 0,607
. PVl 0,617
Chat luwong phuc
PV2 0,792 0,650
vu
PV3 0,635
Thoi gian giao | TGI 0,629
0,769
hang TG2 0,629
) GC1 0,700
Gia ca dich vu
. . GC2 0,814 0,656
giao hang
GC3 0,642
Dich vu gia tri gia GTl1 0,658
0,794
tdng GT2 0,658
An toan va bao AT1 0,542
0,703
mat AT2 0,542
Su hai long cua | HLI1 0,714
) 0,832
nha ban 1¢ HL2 0,714

4.3. Két qud phén tich nhén t6 kham phd EFA

Trudc khi trién khai phan tich EFA, nghién ctru
tién hanh kiém dinh Kaiser-Meyer-Olkin (KMO) va
Bartlett giup xac dinh xem dir liéu c6 dap ung diéu
kién dé thyuc hién phan tich nhan tb hay khong. Theo
chudn, khi hé s6 KMO nam trong khoang [0,5; 1], dit
lidu duoc xem 1a du diéu kién phéan tich, va muc d6
phu hop sé tang khi gié tri tién gan 1 [13]. Dong thoi,
khi Sig. < 0,05, kiém dinh Bartlett xac nhin réng dir
lidu dép tmg diéu kién vé tuong quan tuyén tinh giita
céc bién quan sat. V&i hé s6 KMO = 0,790 - cao hon
ngudng tdi thiéu, cung gia tri Sig. < 0,05 trong kiém
dinh Bartlett, dir liéu dwoc danh gia 1a phu hop dé tiép
tuc thuc hién EFA.

Trong qua trinh phan tich EFA, nghién clru ap
dung ma tran xoay nhim danh gia mirc do hoi tu ctua
c4c bién quan st vao cac nhom nhan t6. Két qua tai
Bang 3 cho thiy 14 bién dugc phan thanh 4 nhan t6 15
rang, phtt hop véi céu tric 1y thuyét ban déu. Hé sb tai
nhén t6 (Factor Loading) cua tat ca cac bién déu vuot
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ngudng 0,5, phan anh mdi twong quan chit ché véi
nhén té dai dién va x4c nhan do hoi tu cua thang do.

Bing 3. Ma triin xoay ciia cdc bién dic lip
Nhn t6

1 2 3 4
0,744
0,667
0,665
0,657
0,646

PVl
TK1
TK2
PV2
PV3
GT2
GT1
AT2
ATl
GC2
GC1
GC3
TG2
TG1

0,767
0,722
0,702
0,692

0,796
0,789
0,740

0,839
0,800

Nghién ctru lya chon st dung phép quay Varimax sao
cho Eigenvalue 16n hon 1 va phép trich PCA (Principal
Component Analysis). Hé s6 tai nhan t& (Factor
Loading) thiét 1ap v6i ngudng 16n hon 0,5. Két qua trich
xuat dugc 04 nhém nhan t6 co phuong sai giai thich trén
5% va hé sO Eigenvalues > 1. Ty 1¢ % tich liy la
63,730% cho thiy bon yéu t6 da gop phan 1y giai trén
60% su thay ddi cua cac nhan t6 dau ra. Nhom bién phu
thudc cling dugc phan tich EFA theo quy trinh tuong tu
v6i nhom bién doc 1ap. Két qua chi ra hé sé KMO dat
0,500 - vira du diéu kién dé phan tich EFA, va voi gié tri
Sig. =0,000 tir kiém dinh Bartlett, c6 thé khang dinh ring
gitta cac bién ton tai mdi twong quan c6 ¥ nghia. Nhan t6
duy nhit dwoc trich xuit c6 Eigenvalue =1,714 (>1) va
giai thich 85,696% tong phuong sai, cho thay kha ning
khai quat cao. Phan mém ciing thong béo “chi ¢ mot
yéu t6 duoc trich xuét, khong thé xoay”’, xac nhan cac
bién phu thudc hdi tu vao mét nhan tb chung. Vi vay,
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nhém bién nay c6 thé duoc rit gon thanh mot bién tong
hop dai dién cho “Sy hai long ciia nha ban 1&”.

4.4. M6 hinh héi quy va kiém dinh gid thuyét
ciia nghién ciru

Két qua trich xuét nhan t& EFA dan dén viéc diéu
chinh mé hinh nghién ciru ban dau. Cy thé, mo hinh
duogc rat gon con 4 nhan tb dai dién cho bién doc lap va
1 nhan t6 duy nhat cho bién phy thudc tir 14 bién doc
1ap va 2 bién phu thudc. Cac bién c6 xu hudng hoi tu
vao ciing mot nhan t6 do mic do twong quan cao va
nhan thirc ctia nguoi tra 101 khong tach biét 1o gitra cac
khia canh nay trong trai nghiém thyc té. Viéce tinh gian
nay gitip mo hinh tré nén suc tich, ddm bao tinh logic
va su nhat quan véi dit liéu thuc té (xem Bang 5).

Nhim xac dinh mic d6 tic dong cua bdn nhém,
md hinh hdi quy tong quat dugc xay dung nhu sau:

HL = B0 + B1xPK + B2xGA + B3xGC+ B4xTG + ¢

Trong do:

+ PK, GA, GC, TG: Céc bién doc lap;

+ HL: Bién phu thudc;

+ 0: Hang sb hoi quy (hé sb chan);

+ B1, B2, p3: Hé s6 hoi quy (hé sé goc);

+ &: Sai s6 (phan du).

Phuong phép tinh diém nhan t6 (Factor Analysis)
dugc ap dung dé dua cac bién vao phan tich hdi quy.
Két qua thu dugc ba bang quan trong nhat, gom Model
Summary (Tong hgp mé hinh), ANOVA (Phan tich
phuong sai) va Coefficients (Hé s hoi quy).

Hé s6 R2=0,537 va R2 hiéu chinh = 0,527, cho thiy
4 bién doc 1ap c6 kha nang giai thich 52,7% su bién
thién cta bién phu thudc (HL).

Két qua kiém dinh Durbin-Watson dat 2,152, thoa
man didu kién / < d < 3, cho thdy mé hinh khong xuat
hién hién tugng tu twong quan. Dya trén Bang 7, co
thé thay VIF cuia cac bién doc 1ap déu nho hon 10,
ddng nghia véi viéc khong co hién tuong da cong
tuyén xay ra trong mo hinh. Bén canh do, hé sb Sig.

Bing 4. Téng phwong sai trich

A X Téng binh phwong hé s6 tii khi | Téng binh phwong hé s6 tai khi
Gia tri riéng ban dau B
7 trich xoay
Nhén to
\ % phuong o . % phuong o . % phuong o
Tong . % tich liy | Tong . % tich liy | Tong ) % tich luy
sai sai sai
1 4,803 34,306 34,306 4,803 34,306 34,306 2,468 17,630 17,630
2 1,659 11,853 46,159 1,659 11,853 46,159 2,341 16,720 34,350
3 1,295 9,252 55,410 1,295 9,252 55,410 2,273 16,238 50,588
4 1,165 8,320 63,730 1,165 8,320 63,730 1,840 13,143 63,730
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ctia cac bién déu bang 0,000 (< 0,05) va cac hé s6 hoi
quy mang gi4 tri dwong, khang dinh rang ca 4 nhén t&
doc lap déu tac dong tich cuc dén muc do hai long cia
nha ban 1¢é khi st dung dich vu giao hang trén cac san
thuong mai dién tr. Trong do, gia dich vu hop ly va
thoi gian giao hang 1a hai yéu t6 co tac dong manh
nhét, trong khi chét lugng phuc vu va thiét ké website
thé hién muc anh huong thap hon. Cac gia thuyét H1
dén H6 déu dugc xac nhan.

Bing 5. Cic bién sau khi phin tich EFA

Cic bién sau
Thang do .
phén tich EFA
. PVI, TK1,
Chat lugng phuc vu
A1 A TK2, PV2,
va thiét ke (PK)
PV3
Bié Dich vu gia tang va GT2, GT1,
:en . an toan bdo mat (GA) | AT2, AT1
doc lap
Gid ci hop 1§ (GC) GCl1, GC2,
id ca
P GC3
Thoi gian giao ha
gian 810 M | 161, 162
(TG)
Bién . ) .
Su hai long cua nha
phu o HL
ban 1¢ (HL)
thugce

Bing 6. Téng hop két qui mé hinh héi quy tuyén

tinh bji
RZ
Mo Sai sb Durbin-
R R? hiéu .
hinh ) chuan Watson
chinh
1 0,732a | 0,537 | 0,527 | 0,68768 2,152

Tir két qua nay, nghién ctru dé xuat mo hinh la:
HL =0,216 x PK + 0,309 x GA + 0,542 x GC +
0,318 x TG + ¢

Mo hinh trén cho thiy chi phi dich vu 12 nhén t4 tac
dong manh nhat dén sy hai long ciia nha ban 1¢ khi sir
dung dich vu giao hang trén c4c nén tang TMDT. Duéi

KINH TE - XA HOI

strc ép tir moi trudng canh tranh ngay cang gay git va
bién lgi nhuén bi thu hep, chi phi van chuyén tr¢ thanh
mdi quan tim hang dau; néu khong dap tng ky vong,
nha ban 1¢ c¢6 thé giam tan sut sir dung dich vu.

Ddng thoi, an toan hang hoa trong qué trinh van
chuyén ciing c6 tac dong dang ké. Su ¢b nhu hu hong,
that lac hodc giao nhim hang khong chi lam giam
niém tin ma con anh huéng dén uy tin va chi phi cua
ca hai bén. Do vy, can ting cudng kiém soat chat
lwong va minh bach trong xtr 1y khiéu nai.

Dung gid giao hang 1a yéu t6 then chdt gop phan
nang cao trai nghiém. Giao ding hen gitip nha ban 1é
t6i wru hoat dong va cing cb 1ong tin, dic biét trong
cac don hang thoi vu.

Ngoai ra, chét lugng phuc vu cua doi ngii giao
nhan va dich vu hau mai va hd trg khach hang déng
vai tro thiét yéu. Phong cach chuyén nghiép va kha
nang xi Iy tinh hudng t6t tao 4n twong tich cuc va gia
tang muc d§ hai long.

Cubi cing, thiét ké website tic dong dén trai
nghiém ngudi dung. Giao dién than thién, dé thao tac
cuing céac tinh nang hd trg nhu theo ddi don hang, tim
kiém nhanh va tu van truc tuyén gitip t6i wu hoa quy
trinh st dung.

5. Két luan

Trong nhing nim gan day, TMDT Viét Nam da
mo rong va phat trién dang ké tir 6 1am gia tang nhu
cdu d6i vai dich vu giao hang - yéu tb then chdt tac
dong tdi trai nghiém cua ca nguoi tiéu dung va nha
ban 1é. Muc ti€u cua nghién ciru nay la phan tich
nhiing yéu t6 then chdt dinh hinh mirc d6 hai 1ong cta
nha ban 1¢ khi sir dung dich vu giao hang trén san
TMBDT, khdo sat tai Hai Phong - trung tam kinh té va
logistics quan trong ctia khu vuc phia Bic.

Théng qua phuong phéap phan tich EFA va hdi quy
tuyén tinh, nghién ctru da xac dinh bon nhom nhan t6
chinh tac dong t6i sy hai long cta nha ban 1é: Thiét ké
website, chat lugng phuc vu, thoi gian giao hang va
gia dich vu hop 1y. Ngoai ra, cac yéu té nhu dich vu

Bing 7. H¢ s6 ciia mé hinh hoi quy

H¢ s6 chwa chuén hoa | H¢ s6 da chuén hoa Théng ké da cong tuyén
M hinh Sai s6 t Sig. e
Beta R Beta Do chap nhan VIF
chuan
Constant | -9,603E-17 0,049 0,000 1,000

PK 0,216 0,049 0,216 4,435 0,000 1,000 1,000

1 GA 0,309 0,049 0,309 6,358 0,000 1,000 1,000
GC 0,542 0,049 0,542 11,141 | 0,000 1,000 1,000

TG 0,318 0,049 0,318 6,535 0,000 1,000 1,000
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gia tri gia tdng va an toan - bdo mat cling dugc ghi
nhén c6 vai tro gop phén cai thién chét lugng dich vu
toan dién.

Phat hién tir nghién ctru gop phan bd sung vao
nhitng khoang trong trong tai liéu hién c6 - von dat
trong tim vao goc nhin cua ngudi tiéu ding - dong
thoi cung cip co so thuc tién dé cac nén tang TMDT
dbi mai va phat trién dich vu va ting cudng su gin bo
ctia nha ban 1é. Mic du vay, nghién ctru van ton tai
nhiing han ché can duoc xem xét vé dia 1y va chua xét
dén cac yéu t6 nhu nganh hang hay quy mé doanh
nghiép. Piéu nay goi ¥ rang cac nghién ctru tiép theo
nén mo rong pham vi phan tich va tich hop thém cac
yéu t6 t6 chtrc dé xay dung mé hinh toan dién hon.
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