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Tém tit

Nhu cdu déi/tra hang héa da tang 1én do suw phat
trién nhanh chéng cia thiwong mai dién tir
(TMPT). Piéu nay lam néi bdt vai tro cia
logistics nguoc (RL) trong viéc ndng cao sy hai
long cia khdch hang. Trai nghiém mua sam, thong
tin doi/tra, thoi gian doi/tra va trai nghiém
logistics ngwoc la bon yéu to anh hwong dén su
hai long cua khach hang trong cac dich vu mua
sam truc tuyén tai Viét Nam. Phdn tich hoi quy
tuyén tinh OLS dwoc sw dung dé thu thap dir liéu
tir 133 khdch hang tré tuoi (18-30 wéi). Két qua
cho thdy rang sw hai long bi anh hwéng déing ké
béi trai nghiém mua sim va logistics, trong khi
théng tin va thoi gian doi/tra it anh huéng hon do
da tré thanh tiéu chudn trong nganh. Nghién ciru
nay mé réng co sé Iy lugn vé méi quan hé giita
logistics nguoc va sw hai long khach hang trong
TMPT va cung cdp bang ching thiee tién dé toi wu
héa quy trinh doi/tra, cdi thién trai nghiém mua
sam triee tuyén va giam thiéu lang phi.

Tw khéa: Logistics nguoc, thuwong mai dién tu, sy
hai long khdch hang.

Abstract

The rising demand for product returns and
exchanges, fueled by the rapid growth of e-
commerce, underscores the vital role of reverse
logistics (RL) in enhancing customer satisfaction.
This study investigates four key factors that
influence customer satisfaction with online
shopping shopping
experience, information,

services in  Vietnam:
return/exchange

return/exchange time, and reverse logistics
experience. Using ordinary least squares (OLS)
regression analysis, data was collected from 133
young consumers aged 18-30. The findings reveal

that customer satisfaction is significantly

influenced by shopping and logistics experiences,
while return/exchange information and time exert
a lesser impact, likely due to their standardization
across the industry. This research contributes to
the theoretical understanding of the relationship
between  reverse logistics and  customer
satisfaction in e-commerce, offering practical
insights for optimizing return and exchange
online  shopping

processes, enhancing

experiences, and minimizing waste.

Keywords: Reverse logistics,
customer satisfaction.

e-commerce,

1. Giéi thiéu

Sy bung nd cia TMPT di cach mang héa thoi
quen mua sam toan cau. Kha ning ca nhan héa, da
dang san pham, vu dii hap dan, so sanh gia, tién loi
va chinh sach ddi/tra linh hoat 13 nhitng yéu té gitp
TMDT ngay cang thu hat nguoi tiéu dung [1]. Tuy
nhién, di kém véi loi ich 1a nhiing tré ngai, dac biét
trong quy trinh ddi/tra hang hoa.

Nhirng kho khan trong qué trinh ddi/tra san phim
khi mua sam truc tuyén di khang dinh tim quan trong
cua logistics ngugc (Reverse Logistics - RL). Pay la
quy trinh hé thong hoa viéc dua san pham tir nguoi
tiéu dung trd lai nha san xuat dé tai ché, tai san xuét
hodc xir 1y phit hop, nham giam chi phi, tao gia tri gia
tang cho khach hang va nang cao hiéu qua chudi cung
tmg [2]. Khi RL khéng dugc t6i wu hoa, khach hang
c6 thé cam thay bat tién, mét thoi gian va giam niém
tin vao mua sdm truc tuyén [3].

Sy gia ting nhanh chong vé s luong don hang
dbi/tra trong TMDT budc cac nén tang 16n phai vu
tién cai thién RL dé dap tmg ky vong, giit chan ngudi
tiéu dung, md rong thi phan va nang cao trai nghiém
khach hang. Tai Viét Nam, RL con d6i mat voi nhiéu
thach thirc nhu co céu t6 chirc khong 16 rang, phdi hop
thiéu linh hoat, din dén kém hiéu qua trong xur Iy
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d6i/tra hang, gay bat tién, cham tré va anh huong tiéu
cuc dén sy hai long khach hang [3]. Vi vay, nghién
ctru vé tac dong cia RL dén sy hai 1ong khach hang 1a
diéu can thiét dé hiéu rd mong doi ctia khich hang,
qua d6 ciing c6 niém tin va nang cao trai nghiém mua
sam truc tuyén.

RL di duoc nghién ctru trong nhiéu bdi canh, gan
lién v&i nang cao sy hai long khach hang nhung da sb
cac nghién ctru trude ddy chii yéu khao sat trén doi
tuong khach hang tong thé, trong khi thé hé nhiing
nguoi tré dang dan chiém ty trong 16n trong cac giao
dich TMDT. Hanh vi, nhu cau va ky vong ctia nhom
ndy - dic biét ddi voi quy trinh logistics ngugc - lai
chwa duge phéan tich mot cach day du. Viée nghién ctru
nay tap trung vao nhém khach hang tré s& cung cap mot
goc nhin méi, dap tmg tot hon cac yéu cau vé minh
bach, téc do xir lyva chét luong dich vu logistics nguoc
trong TMDT tai céc tinh thanh mién Béc Viét Nam.

2. Co s 1y thuyét
2.1. Logistics nguwoc trong TMDT

Theo co so 1y thuyét RL, quan 1y dong chay nguoc
cua san phém va dir liéu tir diém tiéu thu dén diém
xudt xtr 12 mot yéu t6 quan trong anh huéng dén sy
hai long cua khach hang. Nghién ctru cho thay rang
cac yéu t6 nhu dich vu khach hang, chinh sach dbi/tra,
thoi gian thuc hién ddi/tra, va chat luong san phém
sau d6i/tra déu anh huong dang ké dén sy hai 1ong cua
khach hang [4]. Quy trinh RL gdm 4 giai doan: (1)
Thu hdi, (2) Kiém tra, (3) Tai ché, (4) Tai phan phdi
[5]. Nghién ctru nay tap trung vao giai doan Thu hdi
do tinh chét twong tac truc tiép v6i khach hang [6],
trong khi cac giai doan sau mang tinh ndi b va it tac
dong dén trai nghiém ngudi ding [7,8]. Do vay, co thé
n6i cac yéu t6 chinh cua logistics ngugc lién quan dén
sy hai long cta khach hang gdm: Thong tin ddi/tra
(Recall/Exchange Information - RI), thoi gian ddi/tra
(Recall/Exchange Time - RT), trai nghiém logistics
ngugc (Customer RL Experience - RL).

2.2. Gid thuyét nghién ciru

H1: Trai nghiém mua sdm anh hudng tich cyc dén
su hai long khéach hang.

Su hai 1ong khach hang 13 yéu t6 c6t 18i véi ca ban
1é truc tuyén va truyén thong, gop phan dinh hinh trai
nghiém tich cuc sau st dung dich vu. Cac nghién ctru
chi ra ring, trong méi truong truc tuyén, sy hai 1ong
khong chi thiic day hanh vi tai mua, khuyén nghi dich
vu ma con lan téda nhitng danh gia tich cuc, tir d6 tang
cuong long trung thanh, giam thiéu xu hudng tim
kiém lya chon thay thé va nang cao lgi thé canh tranh
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cho doanh nghiép [9]. Thuc té cho théy, niém tin, rai
ro cam nhén va kinh nghiém truéc d6 c6 anh hudng
dang ké dén mirc @6 hai 1ong khi mua sim tryc tuyén.
Theo Ly thuyét Ky vong - Xéac nhan (ECT), cac yéu
t6 quan trong quyét dinh sy hai long va hanh vi tai
mua bao gébm ky vong, trai nghiém thuc té, van
chuyén, do tin cdy va da dang san pham. Nguoc lai,
cac van d& nhu giao hang sai, gian 14n, hang gia hodc
chat lugng kém tryc tiép lam giam sy hai long va long
trung thanh cta khach hang [10]. Nhiéu nghién ctru
xac nhan réng trai nghiém mua sam tich cuc, dic biét
1a dich vu logistics chét lwong cao, ¢6 anh huéng dang
ké dén sy hai 1ong ctia khach hang trong TMDT [11].
Do d6, trai nghiém mua sim dong vai tro nhu yéu t6
kiém soat, anh huong 16n dén sy hai long cua khach
hang [5] [7].

H2: Thong tin ddi/tra anh hudng tich cuc dén su
hai long khach hang.

Viéc giao hang an toan va can than anh huong
dang ké dén sy hai long cua ngudi tiéu dung. Tuy
nhién, viéc giap khach hang an tam hon va hai long
hon khi ho nhan dugc san phém bi 16i hodc khong
dung mé ta c6 thé gitp ho hai long hon. Chét luong
san pham va phan phdi hiéu qua phu thudc vao thong
tin lién quan dén thu hoi, d6i va tra san pham, bao gdm
xtr 1y sw ¢6 nhanh chong, quy trinh hoan tién, thoi gian
véan chuyén hang d6i/tra va thoi gian xtr Iy hoan tién
[12]. Hon nita, mot chinh sach ddi/tra 1 rang co thé
lam tang sy hai 1ong ciia khach hang bang cach tao ra
niém tin va sy an tdm [13]. Chinh sach d6i/tra cua
khach hang phai dugc giai thich 1& rang bao gom ly
do dbi/tra, cac yéu cau lién quan, thoi gian xir Iy va
cac luu y lién quan [14].

H3: Thoi gian d6i/tra anh huong tich cuc dén sy
hai long khéach hang.

TMBT ngay cang phat trién voi mirc do canh tranh
khéc liét. Viéc khach hang khong thé kiém tra san
pham trude khi mua khién chinh sach ddi/tra nhanh
chong tré thanh yéu t quan trong, gitip giam lo ngai,
gia tang sy hai long va cung cd lgi thé canh tranh cho
doanh nghiép. Mot chinh sach dbi/tra hang kip thoi
dong vai trd quan trong trong viéc nang cao su hai
long khach hang. Quy trinh d6i/tra dugc toi wu hoa
khong chi giam thiéu sy that vong ma con xay dung
1ong tin, tir @6 thic day long trung thanh va dnh hudng
tich cuc dén quyét dinh mua hang 13p lai [15]. Nguoc
lai, quy trinh d6i/tra hang phtc tap, kéo dai c6 thé gay
buc bdi, 1am giam sy hai long khach hang va can tré
hanh vi mua hang trong twong lai [16]. K&t qua 14, su
hai long, kha nang tai mua va long trung thanh thuong
hiéu déu chiu tac dong tiéu cuc. Do d96, thoi gian
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d6i/tra khong chi anh huong ngén han ma con cung cd
mdi quan hé dai han vé6i thuong hiéu.

H4: Trai nghiém logistics ngugc anh huong tich
cuc dén sy hai long khach hang.

Quy trinh ddi/tra hang khong higu qua c6 thé lam
giam sy hai 10ng, mét 1ong tin va han ché kha ning
khach hang quay lai mua sam trong twong lai [9]. Mt
khac, chinh sach doi/tra hang linh hoat gép phan gia
tang su hai 10ng va khuyén khich khach hang quay lai
mua siam [17]. Do d6, xdy dung quy trinh d6i/tra hang
thuén tién va hiéu qua la yéu tb cdt 161 gitp cac doanh
nghiép TMDT duy tri mdi quan hé lau dai véi khach
hang. Cac nghién ciru chi ra rang sy thuan tién va tdc
d6 xur 1y trong quy trinh d6i/tra hang ¢ ¥ nghia quan
trong trong viéc nang cao su hai long khach hang [18].
Nhiéu nghién ctru ciing chimg minh rang dich vu
logistics nguoc dong vai trod then chét trong viée ning
cao su hai long cua khach hang khi mua sim truc
tuyén. Viéc cai thién thoi gian xir Iy d6i/tra, chinh sach
dbi/tra va chat lugng san pham sau ddi/tra 1a nhiing
yéu t6 cbt 16i dé nang cao sy hai 1ong ciia khach hang
trén cac nén tang TMDT tai Viét Nam [4].

3. Phwong phap nghién ctiru

Nhoém nghién ctru da str dung bang cau hoi Google
Form dé thu thap dit liéu cho nghién ciru. Khao sat
duoc thyc hién véi ddi tuong la khach hang tré thuong
xuyén mua sim trén nén tang TMDT (18 - 30 tubi).

Kinh té bién, logistics va chudi cung (rng trong Hang hai

Céac thang do trong bang cau hoi dugc xay dung dua
trén cic nghién ctru trude day nhim dam bao tinh
khoa hoc va do tin cdy. Tét ca cac cdu hoi déu duoc
do ludng trén thang do Likert 5 diém (1 = Hoan toan
khong dong ¥, 5 = Hoan toan dong y). Nhom nghién
clru da thu thap tong cong 138 phan hodi sau qua trinh
khao sat, 5 phan hdi d3 bi loai bo do trung 1ap hodc
thiéu thong tin. Do d9, tap dir li¢u dugc st dung cudi
cung dé phén tich bao gdm 133 phan hoi.

3.1. Ngi dung khdo sdt

Béng 1 thé hién cau hoi dua trén 1y thuyét logistics
ngugc va sy hai long khach hang [3], [10], [11].

3.2. Co s6 xdy dung

Dir lidéu dugc phan tich hoan toan bang phan mém
EViews, bao gdm kiém dinh Cronbach’s Alpha, thong
ké mo ta, ma tran tuong quan, kiém tra da cong tuyén
(VIF), kiém tra phuong sai sai s6 thay doi (Breusch-
Pagan test), phan tich hdi quy OLS va kiém tra tinh 6n
dinh ctia mé hinh (CUSUM test), nham do luong mirc
d6 anh huong ciia cac nhan td logistics nguoc dén su
hai long khach hang trong TMDT tai cac tinh thanh
mién Bic Viét Nam.

bam bao d6 tin cay va kiém dinh m6 hinh, nhém
nghién ciru sir dung hé sé Cronbach’s Alpha dé dénh
gia do tin cdy cua thang do. Theo Nunnally va
Bernstein (1994), thang do dat yéu ciu khi Cronbach’s
Alpha > 0,7 [19]. Céc bién c6 hé sb twrong quan tong

Bdng 1. Cau hdi khdo sat

Yéu to Cau hoi MG ta
Trai nghiém mua sim (SE) SE1 Hai long véi trai nghiém mua sim trén nén tang?
SE2 Péi/tra hang khéng anh hudéng tiéu cuc dén trai nghiém mua sdm?
SE3 Yén tdm mua sdm nho ddi/tra d& dang?
SE4  Tiép tuc mua sim nho trai nghiém di/tra thuan tién?
Théng tin déi/tra (RI) RI1 Chinh sach déi/tra chi tiét, d& hidu?
RI2 D& tim théng tin diéu kién, quy trinh ddi/tra?
RI3 Day du thong tin thoi gian, chi phi déi/tra?
RI4 Nhén huéng dan chi tiét cach dbi/tra?
RI5 Luén duogc thong bao kip thoi vé trang thai dbi/tra
Thoi gian déi/tra (RT) RT1 Xir Iy d6i/tra nhanh chong, hop 1y?

RT2 Nhan hoan tién trong thoi gian cam két?

RT3 Thoi gian van chuyén dbi/tra hop 19?2
RT4 D& theo ddi tién trinh ddi/tra?

Trai nghiém logistics nguoc (RL) RL1

Quy trinh ddi/tra thuan tién, d& thuc hién?

RL2  Nhiéu lya chon linh hoat d& tra hang?
RL3 Thoai mai khi gri tra hang, it cong stic?
RL4 D& 1ién hé b phan hd trg di/tra?
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da hiéu chinh (Corrected Item-Total Correlation) <0,3
s& bi loai bo. Phan tich hdi quy OLS duoc thuc hién
sau théng ké mo ta gdm: gia tri trung binh, d6 léch
chuan, gia tri nho nhét va 1on nhat. Ma tran tuong
quan dugc sir dung dé kiém tra mdi lién hé gitra cac
bién. Néu hai bién doc 1ap c6 hé sé twong quan > 0.8,
c6 thé xay ra da cong tuyén. Dé kiém tra hién tugng
nay, nhom nghién ctru st dung hé s6 phong dai
phuong sai (VIF). Theo Gujarati (2003), néu VIF < 10,
khong c6 da cong tuyén nghiém trong [20].

Nghién ctru sir dung hdi quy tuyén tinh OLS dé
phan tich tac dong ctia bbn yéu t6 logistics nguoc (SE,
RI, RT, RL) dén sy hai long khach hang (CS). OLS
duoc chon vi tinh phé bién, hiéu qua trong viéc xac
dinh mdi quan hé tuyén tinh giita cac bién, xir Iy da
bién. Nghién ctru twong tu ctia Tran Thi Thu Huong
va cong su (2024) da st dung OLS thanh cong khi
phan tich nim yéu t6 logistics nguoc (thoi gian xir Iy
tra hang, chinh sach tra hang, chi phi tra hang, dich vu
khach hang, san phim sau tra hang) trén nén tang
TMDT Viét Nam, dat R? diéu chinh = 0,411, v&i dich
vu khach hang c6 tac dong manh nhat (Beta = 0,240)
[3]. Tuong tu, nghién ctru cia Adebayo (2022) ciing
dd 4p dung OLS dé danh gia tinh phan hdi cua
logistics ngugc va thoi gian xir 1y tin dung trong ban
1¢ tryc tuyén tai Nigeria, dat R = 0,301, c4 hai yéu t6
¢6 ¥ nghia thdng ké (p < 0,05) [14]. Phuong trinh hoi
quy dugc thiét 1ap nhu sau:

CS = BO+B1*SE+B2*RI+B3*RT+P4*RL+e (1)

Trong d6: Bién phu thudc CS (Su hai long khach
hang); bién doc lap gdm SE (Trai nghiém mua sim),
RI (Théng tin di/tra), RT (Thoi gian ddi/tra), RL (Trai
nghiém logistics ngugc), ¢ (Sai s6). Sai sb dai dién cho
céc yéu to khong giai thich duoc boi mé hinh, bao
g0m céc sai s6 thuc té va k¥ thuat chinh:

Sai s6 thuc té:

Cim tinh c4 nhan: Phan hdi chu quan tir khao sat
¢6 thé 1am léch danh gia vé CS, SE, RI, RT, RL do phu
thudc vao nhan thirc nhét thoi cta nguoi tra 1o1.

M4iu khéng dai di¢n: Khao sat chi gigi han ¢ 133
khach hang tré (18-30 tudi) tai mién Bac Viét Nam,
khong dai dién cho toan b nguoi dung TMDT.

Khac biét nén taing TMDT: Khong chi dinh nén
tang cu thé (Shopee, Lazada,...), gay léch két qua do
su khac biét trong chinh sich ddi/tra va logistics
nguoc.

Sai s ky thuat:

B6 s6t bién quan trong: M6 hinh thiéu cac yéu to
nhu chit luong san phém hodc gia ca, dn dén sai léch
trong hé s hdi quy va kha ning giai thich cia mé hinh.
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Gia dinh tuyén tinh sai: M6i quan hé phi tuyén
tiém tang gitra SE, RL va CS c6 thé lam sai léch dy
doan va danh gia tac dong cua cac bién.

Pa cong tuyén tiém an: Twong quan nhe giita SE
va RL (du VIF < 10) ¢6 thé lam sai léch hé s B1 va
B4, anh huong dén két luan vé tim quan trong cuia céc
yéu t6.

4. Thao luin két qua
4.1. Kiém dinh dg tin cdy Cronbach’s Alpha

Nhém nghién ctou da thuc hién kiém dinh do tin
cdy Cronbach’s Alpha bang cong thirc dé danh gia do
tin cdy ctia thang do cho 4 yéu t6: Trai nghiém mua
sam (SE), Thong tin ddi/tra (RI), Thoi gian dbi/tra
(RT), va Trai nghiém logistics ngugc (RL).

_ kg Lot
a= 51— @)

Trong do:

o: Hé s6 Cronbach’s Alpha;

k: S Tugng bién quan sat (s cu hoi trong thang do);

o#: Phuong sai cua timg bién quan sat;

o#: Phuong sai tong cua thang do (tong diém cia
tat ca bien quan sat).

Két qua kiém dinh cho thy tit ca cac thang do déu
dat gia tri Cronbach’s Alpha 16n hon 0,7, dam bao d6
tin cdy cao theo tiéu chuan. Két qua nay dugc tong
hop trong Bang 2.

Bing 2. Két qud kiém tra dé tin cdy Cronbach’s Alpha

Thang do Giatri Kétluin
Théi gian déi/ trd 0.734 Pat
Théng tin doi/ trd 0.774 Pat
Trdi nghiém logistics ngugc ~ 0.748 DPat
Trdi nghiém mua sdm 0.768 DPat
Sw hai long khach hang 0.794 DPat

Nguon: Téng hop ciia nhém nghién ciru.

Céc gia tri Cronbach’s Alpha trén cho thiy cac
bién quan sat trong mdi thang do c6 sy nhét quéan tbt,
phan anh chinh xac ban chit khai niém dwoc do ludng.
Trong thuc tién, diéu nay chimng t6 khach hang tré (18-
30 tudi) tai Viét Nam c6 phan hdi 6n dinh va rd rang
dbi vai cac yéu td duoc khao sat, tir d6 tao nén tang
dang tin cdy cho cac phan tich tiép theo nhu hoi quy
OLS. bac biét, thang do RI dat Cronbach’s Alpha cao
nhit (0,774), cho thy yéu t6 nay dwoc khach hang
danh gia dong nhét va c6 do tin cay cao, phi hop véi
tam quan trong clia trai nghiém logistics nguoc trong
TMDT.
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4.2. Pa cfng tuyén

Nham dam bao mé hinh khong gip van dé da cong
tuyén, nhom nghién ciru thyc hién kiém tra hé sd
phong dai phuong sai VIF.

Két qua Bang 3 phén tich cho thiy chi s6 VIF cac
bién déu nho hon 10. tir d6 cho thiy c6 thé tap trung
vao SE va RL ma khong lo rang cac yéu té nay chi 1a
do tac dong gian tiép cua cac yéu td khac.

Bing 3. Két qud kiém tra VIF

Bién Hé sb VIF
0.060145 NA
RI 0.009308 2.653470
RL 0.008629 2.950136
RT 0.009746 2.963572
SE 0.008047 2.885953

Nguén: Tong hop ciia nhém nghién ciru.
4.3. Phwong sai sai sé thay doi

Mo hinh khong c6 hién tuong phuong sai sai s6
thay ddi: Prob. Chi-Square = 0,1305 > 0,05, do d6 cac
chinh sich cai thién trai nghiém mua sim va trai
nghiém logistics nguoc c6 thé ap dung cho moi ddi
tuong khach hang, khong chi gidi han & mdt nhom
khach hang cu thé.

4.4. Kiém tra dj phit hop ciia mé hinh

Nhom nghién ctru da sir dung CUSUM test dé
kiém tra tinh 6n dinh cia mé hinh, dam bao mé hinh
hdi quy OLS giai thich t5t mdi quan hé giita cac yéu
t6 RL dén sy hai long khach hang trong tuong lai.
Puong CUSUM nam trong khodng tin cdy + 5%, md
hinh én dinh.

Mo hinh 6n dinh cho thdy cic yéu t6 nhu trai
nghiém mua sim va trai nghiém logistics nguoc 6 tac
dong bén vimng, lau dai dén sy hai long khach hang,
chir khong chi 1a xu hudng ngén han.

4.5. Twong quan giita cdc bién

Sau khi chimg minh dugc mé hinh phu hop, can
dua ra va phén tich cac gia tri ctia hé s6 twong quan
trong Bang 4.

Trai nghiém mua sim (SE) - Yéu t6 tic dong
manh nhét: hé s6 hoi quy = 0,379992 (cao nhat trong
mo hinh) va gia tri p = 0,0000 (nhé hon 0,05, c6 y
nghia théng ké). Piéu nay chi ra ring néu khach hang
¢6 trai nghiém mua sim tét, ho s& cam thiy hai long
hon v&i thwong hiéu, ngay ca khi c6 vn dé phat sinh
trong qua trinh doi/tra. Vi vay khi trai nghiém mua
sam tang 1 don vi, sy hai long ctia khach hang sé ting
0,379992 don vi. Gia thuyét H1 chap nhén.
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Bing 4. Két qua hé sé hoi quy

Bién Hé sb Gia tri p Két luan
C 0.768816 0.0021
RI 0.111810 0.2486 Bac bo
RL 0.310842 0.0011 Chip nhén
RT 0.018797 0.8493 Bac bo
SE 0.379992 0.0000 Chap nhan

Nguon: Tong hop ciia nhém nghién civu.

Trai nghi¢m Logistics ngwge (RL) - Yéu tb tac
dong manh thir hai: Hé s6 hdi quy = 0,310842 va gia
tri p = 0,0011 (nhé hon 0,05, c6 ¥ nghia thong ke).
Diéu nay cho thay khach hang s& hai 1ong hon néu quy
trinh logistics ngugc don gian, nhanh gon, khong gay
phién todi. Vi vay khi RL tang 1 don vi, sy hai 1ong
ctia khach hang s& ting 0.310842 don vi. Gia thuyét
H4 chip nhan.

Théng tin ddi/tra (RI) - Khong cé tac dong ding
ké: Hé s6 hoi quy = 0,11181 va gia tri p = 0,2486
(khéng c6 ¥ nghia théng ké vi 1én hon 0,05). Vi vay,
mic du cung cdp thong tin vé chinh sach dbi/tra 1a
quan trong, nhung khach hang co thé khong qua quan
tam dén viéc doc k¥ chinh sach nay. Gia thuyét H2
bac bo.

Thoi gian dbi/tra (RT) - Hoan toan khong anh
hwémg: Hé s6 hdi quy = 0,018797 (gin bang 0) va gia
tri p = 0,8493 (khong c6 y nghia thdng ké vi 16n hon
0,05). Pidu nay c6 nghia rang khach hang c6 thé
khong quan tdm nhiéu dén thoi gian ddi/tra mién 1a
quy trinh d6i/tra d& dang va khién ho cam thay an tam.
Gia thuyét H3 bac bo.

5. Két luan

Sau khi xem xét bon yéu t6, két qua cho thdy ¢
hai yéu t§ anh huong dang ké dén sy hai long khach
hang trong TMDT gdm trai nghiém mua sim va trai
nghiém logistics ngugc. Trong dd, trai nghiém mua
sam 1a yéu té tic dong manh nhét dén sy hai long
khach hang. Piéu nay cho thiy rang khach hang quan
tam nhiéu hon dén trai nghiém thyc té ciia ho khi mua
sim ciing nhu mic do thuan tién cua quy trinh
logistics ngugc. Trai nghiém mua sim tét khién khach
hang hai 1ong ngay tir dau, trong khi RL hiéu qua gitip
giam ri ro trong qua trinh ddi/tra hang. Nghién ciru
ciing chi ra rang khach hang it chti trong dén thong tin
va thoi gian ddi/tra, boi 18 hai yéu t6 nay da tro thanh
tiéu chudn chung trén cac san TMDT, duoc cung cép
minh bach va ddy du. Tuy nhién, thong tin ddi/tra
minh bach khéng du dé ting mirc d6 hai 1ong néu qua
trinh d6i/tra phtrc tap hoac kéo dai. Nguoc lai, néu quy
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trinh d6i/tra thuén tién, d& dang, khach hang s& it phan
d6i hon vé thoi gian.

Nghién ctru nay mang y nghia quan trong trong ca
1y luan va thyc tién. V& Iy luan, nghién ctru bd sung
vao nén tang kién thirc chuyén sau vé RL trong TMDT,
dac biét la mbi quan h¢ gitta RL va sy hai long khach
hang. Pdng thoi, nghién ctu ciing cung cip bang
chtig thyc nghiém hd trg cic nghién ctru trude do,
lam sang t6 cac yéu td chinh trong quy trinh d6i/tra
hang héa, qua d6 dong gop cho 1y thuyét hanh vi tiéu
dung va quan 1y chudi cung tmg TMBT. V& thuec tién,
nghién ctru nang cao nhén thiic cua nguoi tiéu dung
v& vai trd cla trai nghiém mua sdm va RL ddi voi su
hai 1ong khi mua sim truc tuyén. Két qua nghién ctru
thiic dy viéc ap dung cac giai phap doi/tra hang hiéu
qua, dong thoi hd tro céc t6 chirc va nha hoach dinh
chinh sach t6i wu héa hé thong logistics ngugc. Nhimg
cai tién nay khong chi cai thién trai nghiém mua sam
ma con gitp giam thiéu lang phi trong TMDT.

Tuy nhién, dir liéu khao sat qua bang hoi cé thé bi
anh huong boi cam tinh ca nhan, diéu nay khién
nghién ciru khong phan anh chinh xac hanh vi thyc té
va sy anh hudng cia timg yéu t6. Van dé nay s& duoc
khic phuc trong cac nghién ctru ké tiép khi két hop
phuong phap dinh tinh dé hiéu r6 hon cam nhén thuc
té ctia khach hang vé logistics nguoc.
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