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TOM TAT

Nghién ctru nay nham muc dich danh gia sw hai ldng cta khach hang ca nhan trén dia ban quan Long Bién ddi
véi chét lwong dich vu cla website thwong mai dién t&r Sendo.vn. Nghién clru da két hop b6 thang do cia hai mé
hinh E-S-QUAL va E-RecS-QUAL dé xay dwng thang do theo 29 tiéu chi thudc 6 nhém thé hién chét lweng dich vu
clia website thwong mai dién t&: hiéu qua truy cap, hiéu qua thwc hién; tinh kha dung cta hé thdng, tinh bao mat
thong tin, kha nang dap ng khach hang va sy sén sang hé tro clia website. Thong qua khao sat 168 khach hang da
tirng mua hang trén website Sendo.vn, nghién ctru chi ra sy hai long cta khach hang phu thudc nhidu nhét vao yéu
t6 gia ca, chat lwong san pham va s tin cay.

T khéa: Chat lwong dich vy, sy hai long, website dién tc.

Consumer Satisfaction in Long Bien District with the Quality
of the Service of E-commerce Website Sendo.vn

ABSTRACT

The purpose of this research was to assess consumer satisfaction in LongBien district with the quality of the
service of E-commerce website Sendo.vn. The research combined the scale of E-S- QUAL model and E-RecS-QUAL
model to set up 29 standards in 6 groups of service quality of e-commerce website, including access efficiency,
performance efficiency, system availability, privacy, fulfillment and supporting of website. Based on the survey about
168 customers who had ever purchased goods on the Sendo.vn website, the study indicated that customers’
satisfaction depended mostly on price factors, product quality, and reliability,.

Keywords: E-service quality, online stores, satisfaction, website.

dich vu) ctia Viét Nam nam 2018 udc tinh dat

1. DAT VAN DE 8,06 ty USD, ting 30% so v4i nam 2017. Giao

Nén kinh t& Viét Nam da dat moc ting
trudng cao nhat ké tit nam 2008 véi téc d6 tiang
trudng GDP 7,08% niam 2018 (Sach tring
thuong mai dién td). Trong d6, cac hoat dong
thuong mai dién t da gép phan khéng nhé vao
muc tdng trudng cua linh vyc thuong mai noi
riéng va nén kinh t& néi chung. Theo s6 liéu
khao sat trong Sach tring thuong mai dién ti
ctia Cuc Thuong mai dién ti va Kinh t& s6 thudc
Bo6 Cong thuong, quy mod thi truong thuong mai
dién ti ban 1é - B2C (bao gém ca hang hoéa va

dich tryc tuyén véi mé hinh va cong nghé hién
dai da dang dan thay thé cac hinh thic mua ban
truyén théng. Ty 1é ngudi mua sim thong qua
thuong mai dién ti da tidng ti 5,4% lén 8,8%
tong dan s6 thanh thi cia 4 thanh phd chinh chi
trong nam 2018. Sendo.vn la trang website mua
ban truc tuyén cua Tap doan FPT ra mat thi
truong ti nam 2012. Hoat dong theo md hinh
B2C2C (business - to - consumer - to -
consumer). Mac du lot vao top 10 website
thuong mai dién té 16n nhat Viét Nam nhung
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dting truéce thach thiic canh tranh rat 16n tir cac
website khac nhu Shopee, Tiki.., Sendo.vn van
dang chi tap trung & thi trudng cac tinh 18.
Trong boi canh stic ép canh tranh ngay cang gay
gat, viéc danh gia mtc d6 hai long cta khach
hang sau khi mua hang 14 v6 cting can thiét. D6
14 co s6 @€ danh gia duge nhiing han ché, qua dé
cai thién hé théng, khic phuc nhiing han ché vé
ch&t lugng san phidm, giao nhan hay su chuyén
nghiép ctia cac kénh thanh toan. Long Bién la
mot trong nhiing quan néi thanh méi thanh lap
ctia thanh ph& Ha Nbi nhung lai c¢6 toc dd ting
trudng kinh t& va téc dd do thi héa nhanh, mat
d6 dan s6 gin 5.000 ngudi/km? téc do tang
truéng thuong mai, dich vu binh quan dat
19,8%; s6 DN trén dia ban ting lén nhanh
chéng khoang 7.600 doanh nghiép (B4o c4o kinh
t& xa hoi quan Long Bién, 2018). Trén dia ban
quan da c6 nhiéu trung tdm thuong mai 16n
dugce xay dung va di vao hoat dong. Cung véi su
tang trudéng, nhu cAu mua sim sé ting manh.
Trong xu thé& chung ctia thuong mai dién ti, day
12 khu vuc kinh doanh c6 tiém néng 16n.

Nhim gép phan nang cao niém tin va su
hai long cta khach hang ca nhan vé chat lugng
dich vu khi mua sim qua website, nghién ctu
tién hanh danh gia su hai long cia khach hang
cd nhan trén dia ban quan Long Bién dé6i véi
chat lugng dich vu ctia website thuong mai dién
ti Sendo.vn.

2. PHUONG PHAP NGHIEN CcUU
2.1. Phuong phap nghién citu

S6 liéu so cap dude thu thap bang bang héi
truc tiép két hop truc tuyén déi véi khach hang
trén dia ban quan Long Bién da tiing mua hang
trén website Sendo.vn. Mau dugc chon ngiu
nhién théng qua viéc gui phiéu khdo sat téi
nhiing ngudi tiéu dung trén dia ban. Khoang
thoi gian thu thap s6 liéu ti thang 1 dén thang
4 nam 2019. Thang do Likert dugc st dung dé
do mtc d6 hai 1ong ctia khach hang tit thap dén
cao (1 - R4t khong hai long; 2 - Khong hai long;
3 - Binh thuong; 4 - Hai long; 5 - R4t hai long).
Trong mé hinh phan tich c6 tat ca 32 bién, trong
d6 29 bién doc lap va 3 bién phu thudc 1a céac
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khia canh hai long cia khach hang sau khi mua
hang trén website. Tudng tGng v61 dd, nhém
nghién ctu gti di 200 phiéu va thu vé 168 phiéu
hgp 1é. Cac dit liéu nay duge xi ly thong qua
phan mém x1 1y s6 liéu SPSS 20.

(i) St dung hé s6 tuong quan Cronbach
Alpha duge dé loai cac bién khéng phu hop
trong tiing nhém truée. Cac bién c6 hé s6 tuong
quan Cronbach Alpha gitia bién nhan t6 anh
hudng Xij dén bién téng Xi (binh quin cua
nhém) cé gia tri nhé hon 0,3 sé bi loai. Cac bién
dugc lua chon khi c6 hé s6 tuong quan c6 tri s6
ti 0,6 tré lén.

(ii) Sau khi lua chon xong cac bién Xij thudc
mdi nhém, phuong phap EFA duge st dung dé
lya chon cac bién Xij c6 anh hudéng dén sy hai
long ctia khach hang khi mua hang trén website
(bién Y). Bién c6 tri s6 tai nhan t6 1a 0,3 trong
EFA sé tiép tuc bi loai. Cung véi d6 1a st dung
kiém dinh KMO (Kaiser - Meyer - Olkin) va
Bartlett’s Test dé kiém tra mtc do phu hop cta
dit liéu. Néu tri s6 KMO <0,5 thi phan tich nhan
td ¢6 kha néng khong thich hgp véi cac dii liéu,
cic bién st dung khéng tuong quan véi nhau.
Tiép d6, nghién ctu st dung phuong phap rit
trich Principal component va phép quay ma
tran phd bién Varimax, v6i hé s6 tai nhan t6
>0,3. Cac bién chi duge chadp nhan khi trong s6
>0,5 va cac trong sb tai ciia chinh né 6 nhan t6
khac <0,3 (Igbaria & cs., 1995) ho#c khoang
cach gifia hai trong s6 tai cing mot bién & hai
nhan t& khac nhau 1én hon 0,3. Thang do chi
duge chdp nhan khi téng phuong sai trich
(Cumulative %) >50%.

(iii) St dung ham héi quy véi 6 bién doc lap
(6 nhém yé&u t& anh hudng) ti két qua chon loc
ctia buéc trén. Bién phu thuoc Y phan anh danh
gia chung sy hai long ctia khach hang vé chat
lugng dich vu ctia website Sendo.vn.

Mb6 hinh héi quy tuyén tinh bdi c6 dang
nhu sau:

Y= B + B1xX1 + B2xX2 + P3xX3 + B4xX4 +
B5xX5 + B6xX6

Trong do,

Y: bién dai dién cho sy hai long caa
khach hang

B: hang so; B1, P2, P3, B4, B5, P6 cac hé so
héi quy.
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2.2. M6 hinh nghién cttu dé xuat

Chat lugng dich vu 14 mot cht dé nghién
cliu quan trong bdi né duge chting minh ¢6 quan
hé véi chi phi, 1gi ich, sy hai long ctia khach
hang, khid ning mua lai cia khach hang
(Buttle, 1996). Chat lugng 12 mot trong nhiing
yéu t6 hang diu tao nén su khac biét trong uu
thé& canh tranh. Ch&t lugng 1a khai niém dic
trung cho kha ning thoa mannhu ciucua
khéach hang. Vi vay, san pham hay dich vu nao
khong dap tng dude nhu ciu cia khach hang
thi bi coi 12 kém chat lugng cho du trinh d6 cong
nghé san xuat ra hién dai. Danh gia chat lugng
cao hay th&p phai ding trén quan diém ngudi
tiéu dung. Cung moét muc dich st dung nhu
nhau, san phdm nao thod man nhu ciu tiéu
dung cao hon thi ¢6 chat lugng cao hon.

Theo Parasuraman Zeithaml & Berry
(1985), chat lugng dich vu la khi cdm nhén cta
khach hang vé mét dich vu da tao ra ngang
xting véi ki vong truéc d6 ctia ho. Ciing theo
Parasuraman (1988), ki vong trong chit lugng
dich vu 14 nhiing mong muén cua khach hang,
nghia 12 ho cdm thiy nha cung cip phai thuc
hién chti khong phai sé thuc hién cac yéu cau vé
dich vu. Nhu vay c6 thé thdy chat lugng 1a su
phu hgp gitia ki vong dap ting ctua dich vu va
thuc t& qua trinh cung cap dich vu mang lai cho
khach hang. Van dung quan diém cuaa
Parasuraman vé chit lugng dich vu c6 thé thay
3 mtc chit lugng ddi véi dich vu 6 cac cap do
khac nhau:

C4p 1: Miic bat man (khi dich vu khong
dugc dap tng dudce theo ki vong cuia khach hang
nhu truée khi ho st dung).

Cap 2: Mitc hai long (khi dich vu duge dap
ing dung nhu ki vong cua khach hang truée khi
ho st dung).

C4p 3: Miic thich thd (khi dich vu dude dap
{ing vugt qua miic ki vong ctia khach hang, dich
vu dem lai nhiéu lgi ich ngoai mong dgi d61 véi
khach hang).

Cac nha kinh doanh dich vu thuong cho
riang chat lugng cua dich vu chinh 13 mtc d6
thdéa man cua khach hang. Chat lugng dich vu
12 nhan t6 tac dong nhiéu nhat dén sy hai long
cua khach hang (Cronin & Taylor, 1992; Yavas

& cs.,, 1997, Ahmad & Kamal, 2002).
Parasuraman & cs. (1985) cho ring chét lugng
dich vu 1a khoang cach gifia su mong dgi va
nhan thiic cia ho khi d3 st dung qua dich vu.
Parasuraman 14 mot trong nhiing ngudi tién
phong trong viéc nghién ctiu vé chit lugng dich
vu. M6 hinh SERVQUAL dudc 6ng va cac céng
sg dua ra ndm 1988 véi 5 thang do dya trén
dinh nghia truyén théng vé chit lugng dich vu;
danh gia chat lugng dich vu gbm 22 bién thuoc 5
thanh phan (su hiiu hinh, su tin cay, su phan
héi, su ddm bao, su dong cam) dé do ludng chat
ludgng ky vong va dich vu cdm nhan. Barnes &
Vidgen (2002) da phat trién mot thang do dé
danh gia hoat dong ban hang cua céc t6 chic
thuong mai dién ti, dugc goi la WebQual.
Thang do nay cung cdp mdt chi s6 vé chit lugng
clia trang website gbm 5 yéu t6: Kha néng st
dung, thiét ké&, théng tin, tinh tin ciy va su dong
cam. Han ché ctia thang do 1a tap trung danh
gia hoat dong giao dich hon la danh gia toan
dién chat lugng dich vu cia mot trang website.
Niam 2003, nhém nghién ctiu d& dudce st dung ca
khao sat truc ti€p va truc tuyén dé phat trién
md hinh goi 14 eTailQ, gbm 4 nhém yéu t6 véi 14
thang do:

(1) Thiét ké trang website (Web site design):
lién quan dén dic tinh lién két trong website dén
nhiing website cd nhidn va website ban hang
khéc vé mit hang khach hang lua chon

(2) DBd6 tin (Reliability/
fulfillment ): lién quan dén su chinh xac ctia san

cay/dap tUng

pham duge diang, giao hang ding han va chinh
xac don dat hang.

(3) Quyén riéng tu/bao mat (Privacy/
security): cam thay an toan va tin tudng vao
trang website

(4) Dich vu khach hang (Customer service):
lién quan dén su sin 16ng ciia nhan vién dé giap
dd va tra 16i nhanh chéng cho cac yéu ciu cua
khéach hang

Parasuraman & cs. (2005) da tuyén bd mot
thang do chat lugng dich vu dién ti c6 tén 1a E-
S-QUAL véi 4 nhém yéu t6 va 22 thang do.
Hiéu qua truy cap (Efficiency) thé hién qua viéc
dé dang truy cap va st dung cac chiic nang cua
trang website:
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Hiéu qua thuc hién (Fulfillment): thé hién
qua viéc cac trang website thuc hién giao hang
hodc cac cam két vé dich vu.

Hé théng kha dung (Systemavailability): thé
hién qua su sdn sang thuc hién giao dich cua
trang website, khong bi 161 hay cac su c6 lién két.

Bao mat (Privacy): thé hién mic dé an toan,
bdo vé thong tin khach hang cta cic trang
website truc tuyén.

Cung véi E-S-QUAL, clng trong nghién
ctiu d6 Parasuraman tiép tuc phat trién mot mo
hinh dugc goi 14 E-RecSQUAL dé danh gia chat
lugng sau dich vu cho cac trang website. Mo
hinh gém 3 nhém yéu t6 va 11 thang do.

(1) Trach nhiém (Responsiveness): Xu ly
hiéu qua cac van dé va tra lai hang héa théng
qua website.

(2) Boi thudng (Compensation): Mic d6 ma
trang website boi thudng cho khach hang nhiing
van dé rti ro khi giao hang, chit lugng san
pham khéng nhu cam két.

(3) Lién hé (Contact): Su sén sang hé trg
thong qua téng dai dién thoai hodc truc tuyén.

Két hop 4 yéu t6 ctia mo6 hinh E-S-QUAL va
3 nhém yéu t6 cia mo6 hinh E-RecSQUAL, nhém
nghién ctiu tham khio thém cidc mé hinh danh
gia su hai 1ong khach hang d6i véi cac mo hinh
thuong mai dién ti tuong tu khac nhu nghién

Hiéu qua truy cap

Hiéu qua thwc hién

Tinh kha dung cla hé théng

Tinh bédo mat théng tin

Kha n&ng dap tng dbi véi KH

Sw sén sang hd tro clia website

ctiu cia Nguyén Thi My Chi (2014); V6 Hoang
Nhan & Pham Hung Cudng (2018) dé sép xép lai
cdc nhém yéu t& phu hgp véi nghién ctiu thuc t&
bao gbm 6 nhém yéu té va 29 thang do:

(1) Hiéu qua truy cap: Nhém yéu té danh
gia mutc d6 hai long cua khach hang khi truy
cap vao website trai nghiém cac tng dung, tim
kiém hang héa.

(2) Hiéu qué thuc hién: Nhém yéu t6 danh
gia muc d6 hai long ctia khach hang khi thuc
hién qua trinh dit hang va quy trinh giao hang
cua website.

(3) Tinh kha dung ctia hé théng: Nhém yéu
t6 danh gia mtic d6 hai long ctia khach hang sau
khi dat hang va do tin ciy ctia cic website ban
1é trén Sendo.vn.

(4) Tinh bao mat théng tin: Nhém yéu to
danh gia miic do6 hai long ctia khach hang déi
v6i kha ning bao mat thong tin vé khach hang
clia website.

(5) Kha ning dap ting d61 v6i khach hang:
Nhém yéu t& danh gia mtc do hai long cua
khach hang d6i véi san phdm hang héa dudc
mua qua website.

(6) Su san sang hd trg ctia website: Nhom yéu
t6 danh gia mic d6 hai long ciia khach hang doi
v6i dich vu cham séc khach hang ctia website.

MBS hinh nghién ctiu cu thé nhu so d6 1.

Sv hai long cta khach hang
dbi voi website Sendo.vn

Sc doé 1. M6 hinh nghién ciéu dé xuat
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3. KET QUA NGHIEN CUU
3.1. Pic diém Sendo.vn

Website Sendo.vn 14 mét san giao dich
thuong mai dién té do Céng ty C6 phan Cong
nghé Sen DO truc thudc Tap doan FPT phat
trién. Website duge thanh 1ap thang 9/2012. San
giao dich thuong mai dién ti (TMDT) 12 noi giao
thuong gitta ngudi mua va ngudi ban dong thdoi
giip qua trinh mua ban hang héa, cung tlng
dich vu qua mang thuc hién mét cach nhanh
gon, tron ven bang viéc tich hop tinh ning
thanh toan truc tuyén. Pay 1a mét ing dung két
n61 ngudi mua va ngudi ban ca nudc. Ngusi mua
duge phép yéu cau d6i hodc tra hang trong vong
48 tiéng dbéng ho ké tit khi nhan hang néu san
pham khong ding mo ta. Cac thuong nhan, t6
chiic, ca nhan hoat d6ng hdp phap dang ky
thanh vién tai san giao dich TMDT va dugc ban
quan ly san TMDT Sendo.vn (goi 14 Ban quan
ly) chinh thtc céong nhan théng qua viéc cap
gidy ching nhan thanh vién ho#c théng qua
hinh thtc xét duyét hd s, cho ding san pham
lén san giao dich. Hién nay, Sendo dang kinh
doanh 29 nganh hang thiét y&u, hon 10 triéu
san pham tit cong déng ctia hang trén toan quoc
v6i hon 200.000 gian hang.

- o A A o R
3.2. Pac diém cua mau diéu tra

S6 khach hang duge diéu tra da tung su
dung website Sendo.vn dé mua hang tap trung 6

5%

46%

= Nhd hon 25 tudi

d6 tudi dudi 40 va 1a nhiing khach hang da c6
thu nhap riéng (Biéu d6 2). Diéu d6 phan anh
ding thuc trang viéc st dung website thuong
mai dién ti dé mua hang héa chi tap trung 6 d6
tudi tré va trung nién, nhiéu nhat 1a duéi 25
tudi, tuong tng 47,02%. K& tiép 78 trong téng s6
168 ngudi (tuong Gng 46,43%) nguci da ting
mua hang trén Sendo.vn c6 d6 tudi tit 25-40
tudi. Biéu d6 1 minh hoa cd c&u thu nhap caa
khach hang da ting mua hang trén website,
trong d6 khoang thu nhap trén 20 triéu dong cé
sO ngudi tra 161 it nhat.

Két qua xt 1y s6 liéu cho thay tan sudt mua
hang trén Sendo.vn ctia khach hang duge diéu
tra chu yéu la duéi 4 lan mua hang/thang,
chi€m 65,5% trong tong s6. S6 con lai 1a nhiing
khach hang thudng xuyén mua hang véi tuan
suit ti 4-8 lan/thang, tuong tng trung binh 2
lan/tuan. Ddc biét khong c6 khach hang nao
mua hang véi tan suat trén 3 lan/tuan (Bang 1).
Diéu nay phén anh ding thuc trang do mit
hang ctia khach hang cht yéu la d6 gia dung, do
thdi trang va my pham (Bang 2).

Cac mat hang duge khach hang thuong
xuyén mua trén Sendo.vn chu yéu 1a hang m§
pham, thoi trang va dé gia dung, ty 1& it 25,6%
trong téng s6 khach hang duge diéu tra da ting
mua do dién ti trén website thuong mai dién ta
nay. Trong d6 c6 nhiing khach hang da ting
mua tat ca cac mit hang trén (Bang 2).

47%

Tt 25-dwdi 40 tudi
Trén 40-dwdi 55 tudi

Trén 55 tudi

Biéu d6 1. Co cAu thu nhap ctia miu diéu tra
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35%

5%

27%

33%

= Dwéi 5 triéu ddng/thang

= Tlr 5-10 triéu ddng/thang
Tt 10-20 triéu déng/thang

= Trén 20 triéu ddng/thang

o R A g Py Ao R LN
Biéu do 2. Co cau do tudi cia mau diéu tra

Bang 1. M6i quan hé giita tan sudt mua hang va thu nhap ctia khach hang

Nho hon 5 triéu/thang  Trén 5-10 triéu/thang Trén 10-20 triéu/thang Trén 20 triéu/thang

Tan suét quay lai sé %
mua (lan/thang) S lwong % Sé lwong % Sé lwong % Sélwong %  lwong
Nho hon 4 35 20,8 34 20,2 36 21,4 5 3,0 110 65,5
Tw 4-8 11 6,5 22 13,1 22 13,1 3 1,7 58 34,5
T 9-12 0 0 0 0 0 0 0 0 0 0
Trén 13 0 0 0 0 0 0 0 0 0 0
T6ng 46 27,3 56 33,3 58 34,5 8 4,7 168 100

Bang 2. Théng ké cac miat hang khach hang dugc diéu tra da titng mua qua Sendo.vn

Mat hang dwgc khach hang mua qua Sendo.vn

Sé khach hang da tirng mua Co céu (%)

Hang thoi trang
Hang m§ pham
Db dién t&r

Db gia dung
Mat hang khéac

Tbng khach hang dwoc didu tra

64 38,1
66 39,3
43 25,6
64 38,1
0 0
168 100

3.3. Sy hai long ctia khach hang c4 nhan
trén dia ban quan Long Bién vé chat lugng
dich vu ctia website thuong mai dién t@
Sendo.vn

Su hai long vé chat lugng dich vu cua
Sendo.vn trong nghién ctu nay thé hién qua 3
tiéu chi (sy hai long vé gi4 ca san pham; sy hai
long vé chét lugng san phim; su hai long vé @6
bdo méat théng tin khi mua hang qua website.
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Chat lugng dich vu ctia Sendo.vn duge thé hién
4 29 tiéu chi doc 1ap thudc 6 nhém nhan té (hidu
qua truy cap, hiéu qua thuyc hién, tinh kha dung
cua hé théng, tinh bio mat ctia hé théng, kha
niang dap ting déi v6i khach hang, su sin sang
hé trg ctia website). Dua trén su danh gia ctua
khach hang da mua hang trén website bing
cach cho diém theo miic d6 ctia thang do Likert
(tt 1 dén 5), gia tri trung binh cta két qua danh
gi4 nay thé hién ¢ bang 3.
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Bang 3. Danh gia d tin cay cua thang do

Nhanté Cronbach’s ) . Giati Hesé  Gronbach's
tac dong Alpha Bién quan sat Mé hoa trung binh tut’)ci%nngtgzan £ Allpha:)_;
g  néu loai bién
Hi§u 0,848 Dé& dang tim thy mat hang can mua trén website HQTC1 3,33 0,784 0,784
ﬂﬂ‘; Dé& dang di chuyén dén céc link trén website HQTC2 3,35 0,779 0,786
cap Théng tin trén website sdp x&p khoa hoc va ddy i HQTC3 3,40 0,778 0,784
Truy cap nhanh HQTC4 3,40 0,751 0,793
C6 thé d& dang so sanh gia gitra cac shop dang ban HQTC5 2,98 0,321 0,921
trén website
Hiéy 0,777 Cwéc phi giao hang phu hop, quy dinh HQTH1 3,54 0,480 0,774
?huﬁc Puoc giao dung don dat hang HQTH2 3,43 0,701 0,655
hign Hang dwoc giao dung don dat hang HQTH3 3,37 0,738 0,637
Hang dwoc giao dung thoi gian quy dinh HQTH4 3,32 0,425 0,797
Tinh 0,887 Website cho phép hoan thanh mét giao dich nhanh KD1 3,38 0,556 0,890
kha chéng
dung <
C(J’a hé Puwoc Iwa chon hinh thirc thanh toan thuan tién nhat  KD2 3,60 0,849 0,842
thong Buoc Iwa chon cac hinh thirc giao hang phu hop KD3 3,57 0,806 0,850
nhu cau
DPuoc kiém tra, trao ddi thdng tin mua hang KD4 3,52 0,846 0,843
Website xac nhan don dat hang nhanh KD5 3.57 0,811 0,850
Céac website ban hang trén Sendo khéng bi sap, hay KD6 3,52 0,380 0,916
dong bang sau khi truy cap hodc sau dat hang
T[nh 0,820 Hang dworc giao khong bi thao d& trudc BM1 3,36 0,513 0,905
Eﬁaéc; Thoéng tin khach hang va thé tin dung dwgc bao mat  BM2 3,35 0,750 0,674
ﬁ:lgngé Théng tin mua s&m dwoc bao mat BM3 3,33 0,777 0,640
Kha 0,941 Gia hang héa mua vé& phu hop chét lwgng PU1 2,90 0,872 0,926
gg;g Cac murc gia phu hgp cac thu nhap khac nhau PU2 2,86 0,867 0,927
ggigvdi Gia hang hoa dang ban phu hop tén tudi, thuwong PU3 2,87 0,889 0,924
khach hiéu san pham
hang Gia hang héa c6 tinh canh tranh so véi ngoai website  PU4 2,87 0,875 0,926
Xuét x(r san pham rd rang PU5 3,10 0,731 0,939
Thwong hiéu san phdm uy tin PU6 3,18 0,714 0,940
San pham dwoc déng géi can than PU7 3,17 0,728 0,939
Sw sén 0,811 Hwéng dan cach mua hang chi tiét LH1 3,51 0,513 0,820
f,%'l?q Dé& dang dbi tra hang sau mua LH2 3,36 0,727 0,716
\(l:vﬁe%site Thai do cda nhéan vién giao dich LH3 3,33 0,689 0,734
Thong tin chi tiét v& san phdm LH4 3,18 0,599 0,777
D'é’mh; 0,893 Hai long vé gia ca san pham GC 3,32 0,809 0,831
i’{f,‘ r\,/aei Hai long vé& chét lwong san pham SP 3,30 0,758 0,875
long Hai Iong v& d6 b&o mat thong tin khi mua hang qua  BM 3,43 0,805 0,835

website
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Bang 4. Két qua kiém dinh KMO va Bartlett

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0,924
Bartlett's Test of Sphericity Approx. Chi-Square 6.250,417
df 406
Sig. 0,000

Bang 5. K&t qua phan tich nhin t6 kham pha EFA cta cac yéu t6 anh hudng

dén sy hai long cuiia khach hang khi mua hang trén website Sendo.vn

Bién
guan sat

Nhan t&

bat t,én
nhan té6 moi

HQTC1
HQTC2
KD1
HQTC3
HQTC4
HQTH1
LH1
KD4
KD2
KD3
KD5
HQTH2
HQTH3
LH2
LH3
BM1
PU1
PU2
PU3
PU4
HQTC5
KD6
HQTH4
BM2
PU5
PU6
LH4
PU7

0,832
0,823
0,872
0,813

0,815

0,842
0,834
0,842
0,833
0,830
0,804

0,804
0,863
0,830
0,855

0,809

0,850
0,879
0,866
0,842

0,795

0,794
0,827

0,815

0,807
0,824
0,797

0,793

Hé théng
cbng nghé

Quy trinh dat
hang

Quy trinh
giao hang

Giaca

Sy tin cay

Chét lvong
san pham
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Bang 6. K&t qua danh gia dé tin ciAy cia thang do cho nhan t6 méi

Nhan tb tac dong Cronbach’s Alpha  Bién quan sét Hé s6 twong quan biénténg  Cronbach’s Alpha néu loai bién
Hé théng cong nghé 0,945 HQTC1 0,840 0,934
HQTC2 0,849 0,932
KD1 0,915 0,921
HQTC3 0,839 0,934
HQTC4 0,809 0,940
Quy trinh dat hang 0,963 KD2 0,887 0,955
KD3 0,874 0,957
HQTH1 0,900 0,954
KD4 0,889 0,955
KD5 0,845 0,960
LH1 0,895 0,955
Quy trinh giao hang 0,956 HQTH2 0,836 0,954
HQTH3 0,907 0,941
LH2 0,896 0,943
LH3 0,888 0,944
BM1 0,866 0,948
Gidca 0,973 PU1 0,919 0,966
PU2 0,925 0,965
PU3 0,938 0,963
PU4 0,937 0,963
HQTC5 0,885 0,972
S tin cay 0,952 KD6 0,882 0,942
HQTH4 0,923 0,911
BM2 0,891 0,935
Chét lwgng sén 0,955 PU6 0,895 0,940
pham PU5 0,894 0,940
PU7 0,882 0,944
LH4 0,891 0,941

Trong 3 tiéu chi danh gia thi gia tri trung
binh ctia diém s& danh gia & tiéu chi do bao mat
théng tin ctia khach hang c6 mic diém cao nhit
3,42, hai tiéu chi con lai chi dat mtc trung binh
(3,32 va 3,30). Diéu nay chiing té6 su hai long
cta khach hang khi mua sim trén website la
chua cao

Gia tri trung binh cta 29 tiéu chi thudc 6
nhém chat lugng dich vu ctia website ma khac
hang danh gia déu dat trén 2,85, thap nhat la
2,86; cao nhat 1a 3,57. Két qua chting té chat

lugng dich vu cta website déi v6i khach hang
chi dat 6 miic d6 trung binh.

3.4. Cac yéu t6 anh huéng dén su hai long
vé chat lugng dich vu cia website thuong

mai dién ti¥ Sendo.vn

3.4.1. Kiém dinh dé tin cdy cua thang do

Két qua xt 1y s6 liéu bang phan mém SPSS
cho thay hé s6 Cronbach’s Alpha cua tat cid 6
nhém déu >0,6 va hé s tuong quan bién tong
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clia tat ca cac bién déu dam bao >0,3. Nhu vay,
khong c6 bién nao bi loai (Bang 3).

3.4.2. Phan tich nhan t6 kham pha EFA

Phén tich nhén t6 gitp kiém dinh lai mot
lan nita cac chi s6 danh gia bién trong ting
nhan t& c6 d6 chit ché va dang tin cay nhu da
thé hién ¢ phan xac dinh d6 tin cay Cronbach’s
Alpha hay khéng. Két qua kiém dinh KMO va
Bartlett’s, hé s KMO = 0,924 >0,5 dam bao
thao man diéu kién bit budc, két qua Bartlett’s
13 6250,417 v6i mitc § nghia Sig. = 0,000 <0,05.

Két qua xt Iy SPSS cho ma tran xoay lan 1
¢6 téng phuong sai trich (Cumulative %) dat gia
tri 86,774% >50%. Tuy nhién, bién quan sat
BM3 khong dat yéu cau vé hé s6 tai nhan to.
Tiép tuc xoay ma tran lan 2, sau khi bd bién
BM3 cho két qua kiém dinh cho hé s KMO la
0,92 >0,5, v6i miic y nghia sig. <0,05, thoa man
yéu cau. Téng phuong sai trich (Cumulative %)
c6 gia tri 86,938 >50% dat tiéu chuén. Nhu vay,
28 bién quan sat con lai va nhém nhan t6 c6 lién
hé chét ché v6i nhau.

Sau khi dat lai tén cho cdc nhan t6 méi
(Bang 6), tién hanh kiém dinh lai d6 tin cay cta
thang do, cho hé s6 Cronbach’alpha ctia 6 nhém
nhan t6 dugc dit tén lai déu >0,6 va khong bién
nao c6 hé s6 tuong quan bién téng <0,3, dat tidu
chuén va c6 ¥ nghia thong keé.

3.4.3. Kiém dinh tuong quan va phan tich
héi quy boi

Truéc khi phan tich héi quy boi, nhém
nghién ctu tién hanh kiém dinh hién tudng tu
tuong quan bang kiém dinh Dubin-Waston
(Bang 7), tri s6 Durbin-Watson 1a 1,836, véi s6
quan sat 168, s6 tham s6 (k-1) béng 5, tra bang
thong ké Durbin-Watson, tri s6 trén dU = 1,725,
tri s6 du6i dL = 1,623 c6 thé két luan mé hinh
méi dé xuat khong cé hién tugng tu tuong quan.
Két qua xt ly s6 liéu cho thay R? hiéu chinh cé
gia tri 0,694 (Bang 7). Nhu vay, ciac nhan t6 doc
lap ctia m6 hinh c6 thé giai thich duge 69,4% su
bién thién ctia mic d6 hai long ctia khach hang
ca nhan khi mua hang d6i1 véi website Sendo.vn.
Tuy nhién, gia tri nay chi ding véi dii liéu miu
lua chon. Két qua kiém dinh ANOVA cho thay F
c6 gia tri duong (= 60,913), véi miic ¥ nghia sig
<5% chiing t6 m6 hinh dé xuat phu hgp thuc té,
cac bién doc lap c6 tuong quan tuyén tinh véi
bién phu thudc trong md hinh. Tuy nhién, riéng
bién X5 chua du diéu kién dé két luan c6 anh
hudng t61 su hai long cia khach hang khi mua
hang trén website (sig >0,05).

Mo6i quan hé gitta cac yéu t& duge thé hién
qua phuong trinh héi quy sau:

Y =0,036 + 0,198 x X1 + 0,35 x X2 + 0,223 x
X4+ 0,104 x X5 + 0,152 x X6

Bang 7. Hé s6 anh hudng ctia cac bién yé&u t6 anh hudng dén miic d6 hai long

cua khach hang trén dia ban quan Long Bién vé chat lugng dich vu ctia website Sendo.vn

Nhém yéu t6 Bién quan sat Hé sb (B)
Hé sé tw do 0,036*
Giaca X1 0,198***
Chét lwong san phdm X2 0,350%**
Quy trinh dat hang X4 0,223***
Hé thdng céng nghé X5 0,104**
Do tin cay X6 0,152**
Durbin-Watson 1,836
R? 0,694
F 60,913
Sig (F) 0,000"

Ghi chu: ***** * tuong ting véi mic y nghia 1%, 5%; 10%, Ns: Khong c6 ¥ nghia thong ké.
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Nhu vay, cac bién trong mé hinh déu cé
mtc anh hudng thuin chiéu dén sy hai long ctaa
khach hang ca nhdn khi mua hang trén
website, do hé s6 B duong. Trong d6, chat ludng
san phidm c6 mtc anh hudng 16n nhat, mic anh
hudng 1a 35% su hai long cta khach hang khi
mua hang trén website; quy trinh dit hang c6
mtic anh hudng 22,3%; gia ca la 19,8% va su tin
cay c6 muc anh hudng 1a 15,2%.

3.5. Mot s6 dé xuat gop phan nang cao miic
dé hai long clia ngudi tiéu dung vé chat
lugng dich vu ctia website Sendo.vn

Truée su canh tranh ngay cang gay git cla
nhiing website ban hang truc tuyén hién nay
nhu Lazada, Tiki, Shopee,... Sendo.vn can cé
nhiing giai phap dé nang cao muc hai 1ong caa
khach hang, qua d6 thu hdt nhiéu ngudi mua
sém qua website, tang hiéu qua kinh doanh cho
doanh nghiép. T két qua danh gia sy hai long
va cac yéu td anh hudng dén sy hai long vé chat
lugng dich vu cta website Sendo.vn, nhém
nghién ctu dé xudt 3 nhém giai phap nhim
nang cao muc d6 hai long vé chat lugng dich du
cho website

(i) Tdng cuong su dam bdo vé chat Iuong
san phdm, dich vu: Hién nay, theo quy dinh ctaa
Sendo.vn danh cho ngudi ding tin, cac ctia hang
hay ca nhan chi can ding ky tai khoan va dugc
hé théng gii lai tin nhén xac nhan 1a c6 thé
dang hang giao ban trén website. DPiéu nay cé
thé tao ra viéc ding thong tin sai léch vé san
pham va chét lugng san pham dé thu hit ngusi
mua, trong khi khach hang khéng hai long chi
dudc phép lién lac véi Sendo.vn dé d6i tra trong
vong 3 ngay. Mot s6 khach hang khong phan hoi
thong tin, website tu hoan thanh don hang va
tu danh gia 1a khach hang da hai long véi don
hang. Do vay, website cAn c6 bién phap kiém
soat chat ché cac don vi dang ky ban hang qua
website, cac mat hang dugc giao ban chao hang
phai duge kiém duyét vé tinh sat thuc. Xay
dung hé théng thong tin danh gia chat lugng
ctia hang va san phdm ding ban trén website
cho ngudi truy cap mua hang.

(i) Pa dang héa hinh thic va tiang cuong
tan suat nhiing chuong trinh khuyén mai: Thu

hiat khach chua tiung st dung website va ting
tdn suat quay lai mua hang trén website cua
cac khach hang than quen bing viéc d6i méi
hinh thic cac chuong trinh khuyén mai.

(iii) Chuan héa quy trinh dat hang, giao
hang: Hoan thién va nang cap thudng xuyén hé
théng cong nghé dé chuin héa moét quy trinh
dat hang dién ra nhanh va chinh xac. Néi cach
khac can chud trong gian luge chiic ning mua
hang trén cac tng dung cua website. Tang
cuong lién két cac doanh nghiép van tai va tai
chinh dé khach hang c6 nhiéu lga chon hon
trong phuong thiic thanh toan va giao hang, véi
nhiéu mic cuéc phi giao hang khic nhau phu
hdp thu nhap nhiéu d6i tugng khach hang khac
nhau. Viéc tinh toan cuéc phi can théng tin chi
tiét, rd rang t6i khach hang truée khi két thic
mot giao dich. Pam bao viéc giao hang dung
thoi gian bao khach, ding dia diém ding ky
giao hang. Dao tao ddi ngii hd trg ban hang va
thuc hién lién lac s6m v6i khach hang mdot cach
chuyén nghiép dé kiém soat don hang va dam
bao su sai sé6t don hang da duge kiém tra. Giai
quyét nhanh chéng nhiing phan héi ti phia
khach hang.

4. KET LUAN

Su hai long cta khach hang la thuée do
chinh xac nhat vé chat lugng dich vu ma doanh
nghiép cung cap. Chat lugng dich cu mdi linh
vuc kinh doanh thé hién & cac tiéu chi khac
nhau sao cho phu hdp, dap ting dugc nhu cau
ctia ngudi tiu diang san pham, dich vu. Website
Sendo.vn hay con goi 1a San thuong mai dién ti
Sendo chinh 14 don vi kinh doanh déc thu, la
ciu noi gitia cac ca nhan, doanh nghiép véi cac
khach hang tiéu dang san phdm. Do vy, nang
cao chit lugng dich vu cho website 1a hoat dong
c6 ¥ nghia rit quan trong. Trong 29 tiéu chi
thuoc 6 nhém nhan t6 thé hién chat lugng dich
vu ctua website dugc dé cap trong nghién ciu
nay, su hai 1ong vé chat lugng dich vu cta
website mdi ¢ mic trung binh. CAc nhém yéu t6
anh hudng dén sy hai long cia khach hang dudc
sip xé&p theo thi tu tit cao dén thap (Chat lugng
san phdm; Quy trinh dit hang; Gia ca ctua san
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pham; Su tin cdy). Do d6, mudn nang cao su hai
Iong cua khach hang d6i véi chat lugng dich vu
ctuia website cAn quan tAm t6i 4 thanh phan trén
dé c6 giai phap phit hgp nhdm nang cao chat
lugng dich vu ctia website Sendo.vn.
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