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TOM TAT

Giao hang chang cudi la mot khau quan trong, dnh hudng truc tiép dén sy phat trién cda thuong mai dién t&. Trong nhitng nam gan day, chd dé nay da dugc
rat nhiéu hoc gia quan tam nghién ctiu. Tuy nhién, hau hét cac nghién ctiu déu tap trung vao chét lugng va gid ca san phdm dugc giao dich va bo qua cac yéu to
hoan thién qud trinh luén chuyén hang héa nhu giao hang chang cudi. Tai Viét Nam cc nghién c(tu vé dich vu hd trg nhu giao hang chang cui con rat han ché,
va chua ¢6 nghién ctiu nao chi ra nhiing nhén td quyét dinh tir giao hang chdng cudi dén su hai long cla khach hang thuang mai dién td. Chinh vi thé, nghién
cliu nay tap tring lam séng td mdi quan hé gitia cdc nhén t6 trong giao hang chang cudi vao su hai long clia khach hang. Nghién ctiu dugc tién hanh dua vao viéc
phan tich dif liéu dinh lugng thong qua thu thap bang bang hdi. Két qua nghién ctiu da chi ra rang, ba cac nhan td cla giao hang chang cudi nhu thai gian giao
hang, thong tin giao hang va trai nghiém cta khach hang ¢ tac dong truc tiép va tich cuc dén su hai long clia khach hang thueng mai dién ta.

Tirkhéa: Giao hang chdng cudi, thuang mai dién tt, suhai long cda khdch hang.

ABSTRACT

Last-mile delivery is a crucial stage that directly influences the development of e-commerce. In recent years, there has been an increasing concern regarding
this topic. However, most studies primarily focus on the quality and price of the products being traded, disregarding the factors that encompass the entire goods
rotation process, including last-mile delivery. In Vietnam, research on the subject of last-mile delivery is severely limited, and notably, no studies have examined
the effect of last-mile delivery factors on the satisfaction of e-commerce customers. Addressing this knowledge gap, this study concentrates on exploring the
relationship between last-mile delivery components and customer satisfaction. The study employed quantitative data analysis through questionnaire collection.
Ourfindings demonstrate that three factors of last-mile delivery, namely delivery time, delivery information, and customer experience, exert a direct and positive
influence on e-commerce customer satisfaction.
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1. GIGI THIEU CHUNG phd bién va c6 mét vai trd quan trong su dich chuyén
Trong xu hudng chuyén déi s6 va cach mang cong hang hoa chubi cung Ung. Theo dir liéu thu thap tir khdo
nghiép 4.0, thuong mai dién tir dang ngay cang tré nén sat tai Hoa Ky, doanh thu thuong mai dién t& nam 2020
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tang 32,2% so véi cung ky nam 2019, dat 188,2 ty USD -
con s6 nay mét phan bat nguén tur viéc ngudi tiéu dung
phai & nha va mua sam qua mang do yéu cau vé gian cach
trong dai dich. Bén canh cac yéu té vé gia ca, chat lugng
san pham, dich vu giao hang chang cudi ciing la gop
phan anh huéng dén su hai long ctia khach hang khi mua
hang hoéa online.

Da cé nhiéu nghién ctu vé anh hudng clia cac nhan to
dén su hai long ctia khach hang d6i véi viéc mua hang
thuong mai dién tir dugc tién hanh trong va ngoai nudc.
Hau hét cac nghién ctru déu chi ra méi quan hé tich cuc
gitta chat lugng giao hang chang cuéi va su hai long cuta
khach hang. Tuy nhién, hau hét cac nghién ctu déu tap
trung vao chat lugng va gia ca san pham dugc giao dich
va bd qua cac yéu t6 hoan thién qua trinh luan chuyén
hang héa nhu giao hang chang cuéi. Tai Viét Nam, cac
nghién ctu vé dich vu hé trg nhu giao hang chang cudi
con rat han ché, va chua c6 nghién ctiu nao chi ra nhiing
nhan té quyét dinh ti giao hang chang cudi dén su hai
long cla khach hang thuang mai dién tdr. Chinh vi thé,
nghién cru nay tap trung lam sang td6 méi quan hé gilra
cac nhan t6 trong giao hang chdng cudi vao su hai long
cla khach hang.

Muc tiéu nghién ctru la nham hé théng héa dugc ly
thuyét lién quan dén: Giao hang chang cuéi, sy hai long
clia khach hang thuong mai dién t; Xac dinh va phan tich
dugc méi quan hé gira nhiing nhan té thudc vé giao
hang chang cu6i va muc d6 hai long cta khach hang,
doéng thoi dé xuat mot so6 giai phdp nham hoan thién, cai
tién, nang cao chat lugng dich vu giao hang chang cudi
va gia tang su hai long ctia khach hang khi mua sam hang
online qua cac trang thuong mai dién t. D€ dat dugc
muc tiéu nghién clu, tac gia da tién hanh phan tich dir
liéu khdo sat 280 khach hang thuong mai dién tu trén dia
ban quan Cau Giay, Ha No6i. D6i tugng khao sat la nhimng
sinh vién mdi ra trudng, hodc nhan vién van phong cé
muc thu nhap ti trung binh dén kha va thudng xuyén
mua hang dién ti. Két qua phan tich ditliéu da chira rang,
cac yéu to thudc vé giao hang chang cudi co tac dong tich
cuc dén su hai long cda khach hang thuong mai dién tu.
Trong s6 nhing yéu t6 dé, théng tin giao hang chang
cubi c6 tac doéng tich cuc nhat dén su hai long ctia khach
hang khi mua hang online. Dua trén két qua nghién cuu,
tac gia da c6 nhiing déng gop cho ca ly luan va thuc tién.
Cu thé, vé mat ly luan, nghién ctu da hé théng dugc cac
yéu t6 tao nén chat lugng giao hang chang cudi, dong
thai cung cap bang chiing thuc nghiém dé lam sang té
vai tro cla giao hang chang cudi déi vaéi su hai long cula
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khach hang thuang mai dién tl. V& mat thuc tién, nghién
c’u nay giup cac doanh nghiép hoat déng trong linh vuc
logistics c6 nhan thiic ding dan vé vai tro clia minh trong
chubi luan chuyén hang héa va cung cap cac chi dan dé
doanh nghiép hoan thién chat lugng dich vy, phuc vu
khach hang tét hon.
2.CO'SGLY LUAN VA GIA THUYET NGHIEN CUU
2.1. Su hai long ctia khach hang thuong mai dién ti

Su hai long clia khach hang la mot dang cam giac thoa
man sau khi nhiing ky vong, yéu cau cta khach hang da
dugc dap ung [9]. Chuing dugc hinh thanh thong qua qua
trinh trai nghiém va tich lay khi mua sdm hoac s dung
cac san pham, dich vu do doanh nghiép cung cap. Su hai
long nhu la mét cam giac hai long hodc that vong clia
mot ngudi bang két qua cda viéc so sanh thuc té€ nhan
dugc clia san pham (hay két qua) trong mdi lién hé vai
nhiing mong dgi cta ho. Diéu nay cé nghia la muc d6 hai
I6ng sé phuc thudc vao su ky vong va két qua nhan duac,
néu ky vong cao hon két qua thuc té khach hang sé khéng
hai long, néu thuc té tuong xing hodc cao hon ky vong
thi khach hang sé hai long hodc rat hai long. “Su hai long
clia khach hang la mét thai dé téng thé cta khach hang
déi vai mot nha cung cap dich vy, hodc mét cdm xic phan
ung véi su khac biét gitra nhitng gi khach hang du doan
trudc va nhiing gi ho tiép nhan, déi vai su dap tng mot
s6 nhu cau, muc tiéu hay mong mudn. Nhu vay cé thé
hi€éu moét cach don gian thi sau khi mua hang va st dung
san pham dich vu nao dé, khach hang sé xuat hién mot
su so sanh gitia ky vong va hién thuc, tir d6 sé thé hién sy
hai long néu hién thuc ding nhu ky vong hodc khéng hai
Iong néu hién thuc khac vai ky vong. Trong nghién ctu
nay, su hailong ctia khach hang Thuong mai dién tr dugc
hiéu la thai do tich cuc hay tiéu cuc téng thé cta khach
hang khéach hang d6i véi viéc mua sam hang hoa online
trén cac trang thuong mai dién tu [9].
2.2. Giao hang chéng cudi - last mile delivery

Ngay nay, véi su phat trién khéong ngiing clia khoa hoc
cébng nghé, dich vu giao hang chang cudi la chia khoa
thanh cong cho céc cong ty thuong mai dién ti, dac biét
tai Viét Nam noi nhu cadu mua sam online ngay cang gia
tang. Giao hang chdng cuéi con dugc xem la yéu t6 quan
trong nhat dé tang muc hailong cla khach hang, theo dé
cac cong ty sé ddm bdo tinh hinh kinh doanh sé tang
truéng va sinh IGi trong tuong lai. Theo nghién ctu [6],
giao hang chang cudi 1a su van chuyén hang héa tu dau
van tai cta bén ban 1& dén diém giao cudi cung - khach
hang st dung cu6i cing véi muc dich lam cho hang hoa
dugc giao nhanh nhit c6 thé”. Theo [18], giao hang chang
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cudi lién quan chat ché véi mé hinh B2C: “Giao hang
chang cudi trong logistics la phan cudi cung clia qua trinh
giao hang B2C (Business to Customer). N6 dién ra trong
mot khu vuc giao hang dugc xac dinh trudc (vi du: khu do
thi); bao gébm ca dich vu logistics ti diém dau la diém 1y
hang cudi cung tir nha cung cap dén diém trung chuyén
cudi cung hodc diém dich cta hang héa tuy thudc vao
hinh thuc giao nhan (vi du: H6p nhan hang, Buu dién.
giao hang tan nha,...). N6 bao gbm mot loat cac hoat
dong va quy trinh, c6 gia tri quan trong doi vai tat ca cac
bén cé lién quan trong pham vi giao hang.

Dich vu giao hang chang cuéi cuéi dugc danh gia tu
gbc d6 ngudi sir dung cudi cung, dang ngay mét tot lén
va hoan thién. Tuy nhién, trén thuc té, cé nhiéu dién dan
nguai tiéu dung, van con kha nhiéu nhiing nhan xét,
danh gia vé su chua hoan thién ctia cac dich vu giao hang
chang cudi. Mot s6 nha nghién clru da chi ra cac yéu to
cdu thanh chat lugng dich vu giao hang chang cudi nhu:
ti 1&é giao hang dung han, ti 1é hu hédng hang héa, tinh linh
hoat ctia dich vu giao hang, va su d&i méi trong céach thiic
t6 chiic hoat dong giao hang chang cudi [18]. Ngoai ra,
mot sé nha nghién cru dé cao vai tro clia ngudi giao hang
va gia ca clia dich vu giao hang chang cudi [1, 9]. D€ lam
rd tac dong clia giao hang chang cudi dén sy hailong ctia
khach hang khi mua hang hoéa trén cac san thuong mai
dién tl, ba nhdm nhan té chinh quyét dinh chat luong
giao hang chang cudi la: Thai gian giao hang, thong tin
giao hang va nhiing trai nghiém ctia khach hang vé giao
hang chdng cudi. Do d6, dé lam séng to vai trd cla giao
hang chang cuéi d6i vai su hai long cta khach hang, tac
gia tap trung vao nghién cttu ba nhém nhan té chinh la
thai gian giao hang, thong tin giao hang va trai nghiém
cla khach hang.

Thoi gian giao hang: Thai han giao hang la mét khodng
thai gian dugc n dinh cu thé ma bén ban c6 quyén giao
hang bat ki lic nao trong thdi han dé ma khéng bi coi la
vi pham hgp dong, va bén ban phai c6 nghia vu nhan
hang. bén ban phai giao hang vao ding thdi diém giao
hang da thoa thuan trong hgp déng. Trudng hop chi cé
thoa thuan vé thai han giao hang ma khong xac dinh thoi
diém giao hang cu thé thi bén ban cé quyén giao hang
vao bat ki thai diém nao trong thai han dé va phai théng
bao trudc cho bén mua. Bén mua c6 nghia vu nhan hang
theo thda thuan va thuc hién nhiing céng viéc hop ly dé
giup bén ban giao hang. Nhu vay, khong chi c6 nghia vu
nhan hang, bén mua con phai thuc hién nhiing cong viéc
hop ly tao su thuan lgi cho viéc giao hang clia bén ban.
Cac cong viéc hgp ly nhu sép xép kho bai, bé tri ngudi

Vol. 60 - No. 11 (Nov 2024)

nhan hang, théng tin cu thé cac van dé dé cho bén ban...
trudc khi bén ban giao hang.

Théng tin giao hang: Théng tin giao hang dugc hiéu la
nhling théng tin lién quan dén yéu cau va st dung Dich
vu Giao hang, c6 thé bao gém dia diém trd hang, tén
Ngudi nhan Giao hang, thong tin lién hé clia Ngudi nhan
Giao hang, chir ky cla Ngudi nhan Giao hang, va dnh cla
Ngudi nhan giao hang, ciing nhu bat ky thong tin chi tiét
lién quan nao khac vé cac mat hang sé dugc giao...

Trdi nghiém cla khach hang: Trdi nghiém khdch hang
la nhan thic va cam xuc clia khach hang vé moi diéu lién
quan dén mét cong ty hay mét doanh nghiép. Buing trén
goc do trdi nghiém la sy tuong tac gitta khach hang va
nha cung cap, cho rang: “Trai nghiém khach hang la téng
thé tat ca nhing trai nghiém ma mot khach hang cé dugc
trong moi quan hé véi nha cung ting hang héa va dich vu
trong su6t qua trinh ma hai bén cé méi quan hé mua bén
hang héa véi nhau”. Carbone va Haeckel da dinh nghia
“trdi nghiém nhu la mét an tugng dugc hinh thanh khi
khach hang ti€p xuc véi san pham, dich vu hodc doanh
nghiép, d6 cling la mét loai nhan thiic clia con nguai”.
2.3. Gia thuyét nghién citu

2.3.1. Méi quan hé giira thoi gian giao hang va su hai
long ciia khdch hang thuong mai dién tir

Theo moét bdo cdo cla Econsultancy, 48% khach hang
khong san sang doi hon nam ngay cho hau hét cac giao
dich mua cla ho, trong khi 23% cho biét ho san sang doi
tl tam ngay trd lén. Thai gian van chuyén khéng chi anh
hudng dén quyét dinh mua hang ma con co tac dong I6n
dén su hai long clia khach hang. Trong moét don hang dé
dat dugc toi uu gia tri thi viéc don hang do xuat hién ding
thai gian cling la mét yéu té hét stic quan trong vi chi can
hang dén mudn hon so vai du kién théng bao cho khach
hang thi két qua sé anh hudng dén don hang va tam li
nguoi mua [11]. Tam i cia moi khach hang khi ddt hang
sé lubn mong mudn don hang vé nhanh nhat c6 thé.
Tham chi, ho c6 thé vao kiém tra tién dé giao hang tiing
ngay néu mong mudén nhan dugc mén dé dé rat manh
liet. Cho nén dé dap ung tét nhat nhu cau cda khach hang
va xay dung uy tin cho doanh nghiép thi thagi gian giao
hang can phai dugc kiém soat va cai thién [7, 10]. Tu
nhing lap luan trén, tac gia dé xuat gia thuyét:

H1:Thdigian giao hang cé anh hudng tich cuc dén su hai
long cta khdch hang thuong mai dién tu.

2.3.2. Méi quan hé giira théng tin giao hang va suhai
long ciia khdch hang thuong mai dién tir

Trong thuong mai dién tl, chat lugng cla thong tin
lién quan dén viéc mua hang nhu thong tin trang web,
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théng tin sadn pham, théng tin gia ca nham gidp gidm chi
phi tim kiém clia ngudi tiéu dung anh hudng rat 16n dén
su hai long ctia khach hang. Bén canh d6, véi su phat trién
cla cong nghé, nhimng thong tin truc tuyén cé chat lugng,
chinh xac va nhanh chéng ciing dan dén nhing trai
nghiém t6t hon cla khach hang khi mua sam truc tuyén
[10]. Cac nha nghién ctu da st dung nhimng cau hoi dé
danh gia chat lugng thong tin trong trang web hudng téi
su hailong ctia khach hang thuong mai dién tl, va két qua
thu dugc cho thdy thong tin chinh xac, dang tin cay,
thong tin dé hiéu, day dd théng tin va nhiing thong tin ¢
lién quan dén viéc mua hang va giao hang la ly do khién
khach hang quay lai mua hang [9]. Bén canh d6, nhiing
thong tin lién quan dén viéc giao hang nhu lich trinh giao
hang chinh xdac, néi dung dugc cap nhat lién tuc va kip
thdi cng gop phan khién khach hang trung thanh véi
dich vu giao hang. Vi vay, chat lugng thong tin trong giao
hang chang cudi dugc xem la nhan té rat quan trong anh
hudng dén su hai long cia khach hang thuong mai dién
tlr. Do dé, tac gia dé xuat gia thuyét nghién cuu:

H2: Théng tin giao hang dnh hudng tich cuc dén su hai
long cta khdch hang thuong mai dién tu.

2.3.3. Méi quan hé giira trai nghiém ctua khdch hang
déi véi dich vu giao hang chdng cuéi va su hai long cia
khdch hang thuong mai dién tor

Ngudi tiéu dung ngay cang co6 yéu cau khat khe hon
trong viéc giao nhan hang héa. Ho muén mét trai nghiém
lién mach tu khi dat hang téi khi giao hang, mong muén
giao hang trong ngay hodc ngay hom sau, hay dugc
quyén tra lai hang (mién phi) néu cam thay khong thich
mon hang [17]. Bén canh d6, viéc giao hang chinh xac
clng la nhan té tién quyét anh hudng téi su hai long va
dé khach hang c6 an tugng sau sic. Giao hang ding hang
luon [a muc tiéu dat ra cho ca doanh nghiép hay ca nhan
khi kinh doanh bat ci sén phdm cia minh. Viéc dong géi
hang héa ciing la mét trong nhiing khau quan trong
trong qua trinh van chuyén la tao nén nhing trdi nghiém
tich cuc cta khach hang [14, 15]. Néu déng géi khong
dung quy céch cta don vi giao hang thi géi hang sé bi hu
héong hoac tri hodn gui, cham gui. Bén canh do, trai
nghiém clia khach hang con lién quan dén chi phi giao
hang la s6 tién tinh cho khach hang cung véi chi phi cho
san phdm ma ho dat hang [26]. Chi phi giao hang sé dugc
cong vao don hang ctia khach hang khi thanh toan. Khach
hang thudng c6 suy nghi nhiing chi phi van chuyén la
khong can thiét cho gia tri don hang cta ho cho nén
nhling doanh nghiép, nhiing nha phan phéi va cac bén
giao hang luén tim cach t8i uu héa gia van chuyén hang
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hoa dé lam chiéu long khach hang ctia minh [4, 13].
Nh(ng trai nghiém trén la la yéu t6 vo cling quan trong
gdp phan tang su hai long cla khach hang doi véi viéc
mua sdm san pham, dich vu truc tuyén [24]. Tu nhing lap
ludn trén, tac gia dé xuat gia thuyét nhu sau:

H3: Trai nghiém giao hang dnh huéng tich cuc dén su hai
long cta khdch hang thuong mai dién tu.

3. PHUONG PHAP NGHIEN CUU
3.1. Thang do va thiét ké bang héi

Thang do cla cac bién dugc téng hop ti nhimng
nghién clu trudc day thédng qua két qua téng quan tai
lieu. Cu thé, tac gia st dung thang do dugc téng hop tu
nghién ctu [24] dé do ludng ba bién doc lap la thai gian
giao hang, thong tin giao hang va trdi nghiém khach
hang. Su hai long cda khach hang thuong mai dién tu
dugc do ludng bédi cac thang do dé xuat béi [26].

Dé hiéu chinh thang do nhém tac gia tién hanh phang
van 5 chuyén gia vé Logistics va giao hang chdng cuéi.
Céc cudc phéng van dugce ghi chép can than va day du.
Két qua rut ra khéng chi dua vao viéc tap hop cac y kién
ca nhan theo tiing néi dung cu thé ma con dugc tap hop
thanh quan diém chung d6i v6i nhing van dé ma doi
tuogng phong van co6 cach nhin tuong tu nhau. Sau d6 két
qua téng hgp dugc so sanh véi mé hinh Iy thuyét ban dau
dé rat ra két luan dinh tinh d8i véi giao hang chang cudi
& Viét Nam. Két qua nghién ctru ctia phuong phap chuyén
gia dugc st dung lam can ci dé nhém tac gia hiéu chinh
thang do dé phu hgp vé ngir nghia va béi canh cua Viét
Nam. Dua trén cac quan sét thu dugc, nhom tac gia tién
hanh xay dung bang hai.

Bang cau hoi dugc thiét ké trén co s& két qua nghién
ctu dinh tinh va b6 sung thém phan théng tin cac dac
diém nhan khau hoc cta déi tugng dugc khéo sat. Trong
do, thang do dugc sirdung trong nghién cttu nay la thang
do Likert 5 bac. B6 cuc phiéu khdo sat gém 3 phan:

- Phan I: Thong tin ca nhan déi tuong tham gia khao
sat.

- Phan 1l: Théng tin lién quan téi hoat ddng mua hang
thuong mai dién tu.

-Phan III: Y kién gop y khac.

3.2. Mau nghién citu

Doi tuogng nghién ctu la nhing sinh vién mdéi ra
truong, hodac nhan vién van phong cé muc thu nhap tu
trung binh dén kha va thudng xuyén mua hang dién t
dang sinh s6ng hodc lam viéc trén dia ban quan Cau Giay,
Ha Noi. Tac gia tién hanh thu thap di liéu bang bang hoi
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dugc thiét ké trén Google Form, sit dung phuong phap
lay mau thuan tién. K&t qua khao sat, nhom tac gia da thu
dugc 295 phiéu. Tuy nhién, sau khi sang loc, ¢ 15 phiéu
bi loai do dir liéu bi tring lap hoac cau tra 16i khéng day
du. S6 lugng phiéu cudi cung dugc dua vao phan tich la
280 phiéu.

3.3. Phuong phap phan tich dii liéu

Dt liéu thu thap dugc phan tich, xt ly bang phan mém
SPSS vai cac phan tich théng ké va kiém dinh nhu sau:

(i) Bdnh gid do tin cdy cla thang do théng qua hé sé
Cronbach’s Alpha:

Phan tich hé s6 Cronbach’s Alpha dé loai bé cac bién
khong phtu hgp, han ché cac bién rac trong qua trinh
nghién ctu. Cac bién quan sat c6 hé sé tuong quan bién
téng (item - total correlation) nhé hon 0,3 sé bi loai va tiéu
chuan chon thang do khi hé s& Cronbach'’s Alpha tur 0,6
tr& [én [20].

(ii) Phdn tich nhan té khdm phd (EFA):

Sau khi phan tich hé s6 tin cdy Cronbach’s Alpha, cac
thang do dugc danh gia tiép theo bang phuang phap
phan tich nhan t6 kham pha EFA dé thu nhé va gom cac
bién lai thanh cac nhan t8, xem xét muc dd hoi tu chia cac
bién quan sat theo ting thanh phan va gia tri phan biét
gilta cac nhan t6. Cac bién co hé s6 tai nhan t6 < 0,5 déu
bi loai.

Sau khi phan tich nhan t6 xong sé hiéu chinh mé hinh
ly thuyét theo két qua phan tich nhan t6 va tién hanh
phan tich mé hinh héi quy tuyén tinh boi.

(i) Phan tich mé hinh héi quy:

Kiém tra tuong quan gilra cac bién doc lap vai nhau va
vGi bién phu thudc thong qua ma tran hé sé tuong quan.
Theo d6, diéu kién dé phan tich héi qui la phai cé tuong
quan gilfa cac bién doc lap véi nhau va véi bién phu
thudc. Tuy nhién, theo [12], khi hé s6 tuong quan < 0,85
thi c6 kha nang dam bao gia tri phan biét gitta cac bién.
Nghia la, néu hé s6 tuong quan > 0,85 thi can xem xét vai
trd cla cac bién doc lap, vi c6 thé xay ra hién tugng da
cdng tuyén (mét bién doc lap nay co dugc giai thich bang
mot bién khac). Sau d6, tac gia tién hanh Xay dung va
kiém dinh mé hinh héi qui:

Y= B1X1 + BzXz‘l‘ B3X3+ B4X4 +..+ Bka
4. KET QUA NGHIEN CUU
4.1. Hé s6 Cronbach Alpha

Két qua danh gia do tin cay qua hé sé Cronbach alpha
dugc trinh bay trong bang 1.
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Bang 1. Két qua dénh gid d6 tin cay ctia thang do

R Phuang sai Cronbach'’s
Trung binh .| Tueng quan N
. |thangdonéu| .~ _ Alpha néu
thang do néu L ew bién tong _—
e loai bién loai bién
loai bién Co (Corrected ’ ,
’ . | (Scale Variance (Cronbach's
(Scale Mean if ) ltem-Total .
[tem Deleted) item Correlation) Alpha iftem
Deleted) Deleted)
1. Thai gian giao hang
Hé s6 Cronbach's Alpha = 0,913
161 8,26 4,255 0,795 0,769
TG2 8,24 4,525 0,732 0,805
TG3 8,41 4,561 0,752 0,855
2. Thong tin giao hang
Hé s6 Cronbach's Alpha = 0,882
M1 11,23 10,030 0,831 0,812
m 11,08 10,081 0,815 0,805
113 11,33 10,252 0,801 0,811
T4 11,48 10,109 0,843 0,806
3. Trdi nghiém ctia khach hang
Hé s6 Cronbach's Alpha = 0,901
N1 15,14 16,902 0,825 0,867
N2 15,23 16,923 0,843 0,802
N3 15,31 17,719 0,825 0,833
TN4 15,09 16,908 0,815 0,869
NS 15,19 17,806 0,804 0,891
4. Su hai long cia khach hang TMDT
Hé s6 Cronbach's Alpha = 0,891
HL1 11,98 6,756 0,808 0,867
HL2 1,72 6,762 0,812 0,873
HL3 11,88 6,861 0,834 0,851
HL4 12,02 7,106 0,799 0,874

(Ngudn: Két qua xi Iy s liéu trén phdn mém SPSS)
Két qua phan tich (bang 1) cho thay, hé s6 Cronbach
Alpha déu I6n 0,6. Hé s6 tuong quan bién téng Corrected
Item-Total Correlation clia cac bién quan sat déu > 0,3, tu
dé cho thay cac khai niém nghién clu dugc xay dung tu
cac bién quan sat déu dugc chap nhan va sé dugc sttdung
trong phan tich nhan t6 tiép theo.
4.2. Két qua phan tich nhan té kham pha (EFA)
K&t qua phan tich nhan té cho thay chi sé KMO 1a 0,886
> 0,5 diéu nay chiing té d liéu dung dé phan tich nhan
t6 la hoan toan thich hop (bang 2).
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Két qua kiém dinh Barlett’s 1a 1887,4967 vGi muc y
nghia (p_value) sig = 0,000 < 0,05, nhu vay cac bién cé
tuong quan véi nhau va thoa diéu kién phan tich nhan t6
(bang 2).

Bang 2. KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0,826
Approx. Chi-Square 1827,461
Bartlett's Test of Sphericity df 66
Sig. 0,000

(Ngudn: Két qua xi Iy sd'liéu khdo sdt trén phdn mém SPSS)
Két qua phan tich cho thay 12 quan sat ctia bién déc
lap dugc nhém thanh 03 nhém theo dé xuat ban dau. Gia
tri téng phuong sai trich = 77,677% > 50%: dat yéu cau;
khi d6 c6 thé néi rang 04 nhan té nay giai thich 77,677%
bién thién cta di liéu. Gia tri hé s Eigenvalues clia cac
nhan té déu cao (>1). Két qua trén cho thay cac bién quan
sat ¢ tuong quan vai nhau trong téng thé va phan tich
nhan t6 kham pha la thich hgp (Bang 3).

Bang 3. Bang phuang sai trich

Total Variance Explained
Component Initial Eigenvalues Extraction Sums of Squared
Loadings
Total | %of |Cumulative | Total | %of |Cumulative
Variance % Variance %
1 3,107 | 77,677 7767713107 | 77,677 71,677
2 0365| 9,117 86,794
3 0272 6,803 93,597
4 0,256| 6,403 | 100,000

4.3. Két qua héi quy

Két qua mé hinh phan tich h6i quy bang phuong phap
dua cac bién cing mot lugt (bang 4).
Bang 4. Két qua m6 hinh phan tich héi quy

Coefficients®
Model Unstandardized | Standardized | t | Sig. |Collinearit
Coefficients | Coefficients y Statistics
B | Std. Error Beta Tolerance
(Constant)| 0,013 | 0,181 6,405| 0,000
TG 0,352 0,021 0,333 {7,153/ 0,000 | 0,734
1 T 0,409 | 0,041 0,351 18,231/ 0,000 | 0,718
N 0,153 | 0,036 0,254  |4,157| 0,001 | 0,852

Ngudn: Két qud phdn tich SPSS

Can cur vao két qua kiém dinh cac gia thuyét: H1, H2,

va H3 déu c6 y nghia théng ké. Do dé céc gia thuyét trong
mo hinh dé xuat déu dugc chap nhan.
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Phuang trinh hoi quy dugc chap nhan nhu sau:

HL=0,013 + 0,352*TG + 0,409TT + 0,153*TN

Két qua thuc nghiém nay cho biét & thai diém hién tai,
ton tai moi quan hé gitta 03 thanh yéu t6 vé thong tin giao
hang, thai gian giao hang va trai nghiém cda khach hang
va su hai long ctia khach hang thuong mai dién tu.
5.THAO LUAN

TU két qua nghién ctiu c6 thé thay rang, su hai long clia
khach hang thuong mai dién tl bi tac déng bdi cdc nhém
yéu t6 trong dich vu giao hang chang cudi. Cu thé, thai
gian giao hang, thong tin giao hang va chinh nhiing trdi
nghiém trudc day cla khach hang vé dich vu giao hang
chang cuéi co tac dong tich cuc dén su hai long cda khach
hang khi mua sdm hang héa online qua cac trang thuong
mai dién t. Do d6, d€ gia tang su hai long ctia khach hang
cac doanh nghiép cung cap dich vu va cac doanh nghiép
thuang mai dién ti can chu trong hoan thién hé théng
giao hang chang cudi. Trong dé, doanh nghiép can chu
trong dén viéc tim kiém cac giai phap dé t6i uu hoa lich
trinh giao hang, rit ngéan thai gian giao hang, cap nhat day
da va kip thai cac thong tin vé kién hang, thoi gian, lich
trinh. Déng thai, d€ nang cao trai nghiém cla khach hang,
doanh nghiép can ting dung cac cobng nghé giao hang tién
tién dé€ nang cao muic d6 chinh xac va ct gidm cac khoan
chi phi phat sinh trong qua tinh giao hang. Day c6 thé dugc
coi la mét trong nhiing chién lugc gitp thuc ddy phat trién
thuong mai dién t( tai Viét Nam.

Tu két qua nghién clu, tac gia dé xuat mot sé giai phap
dé gitup doanh nghiép thuong mai dién ti nang cao muc
do hai long clia khach hang thuong mai dién ti théng qua
dich vu giao hang chang cuéi nhu cai thién thai gian giao
hang. Doanh nghiép nén xay dung hé sinh thai khach hang
va thudng xuyén chia sé thong tin giao hang giltta nguai
ban va ngudi mua vé6i don vi van chuyén. Ngudi van
chuyén can c6 trach nhiém thong bao tinh trang giao hang
va thdi gian giao hang du kién bang cac tin nhan tu dong
hay cac cudc goi héi thoai trudc thoi gian giao hang moét
khoang thoi gian vira da hgp ly. Ngoai ra, doanh nghiép c6
thé ddy manh (ing dung cac gidi phap céng nghé, tng
dung céng nghé trong giao hang.

TAI LIEU THAM KHAO

[1]. Anh N.T. M., Hui L., Khoa V. D., Mehmood S., “Relational capital and
supply chain collaboration for radical and incremental innovation: an
empirical study in China,” Asia Pacific Journal of Marketing and Logistics, 31(4),
1076-1094, 2019.

Tap60- 56 11(11/2024)



P-ISSN 1859-3585 | E-ISSN 2615-9619 | https:/jst-haui.vn

ECONOMICS - SOCIETY

[2]. Bachelet D., “Modeling the impact of climate change on rice
production in Asia,” Int. Rice Res. Inst., 1995.

[3]. Boden S. D, et al., “Volvo Award Winner in Basic Science Studies:
lumbar spine fusion by local gene therapy with a ¢(DNA encoding a novel
osteoinductive protein (LMP-1),” Spine, 23(23): 2486-2492, 1998.

[4]. Chau P. M., Research the satisfaction of online retail customers through
professional sales websites in Ho Chi Minh City. Master Thesis, University of
Economics Ho Chi Minh City, 2014

[5]. Curry A., E. Sinclair, “Assessing the quality of physiotherapy services
using SERVQUAL,” International Journal of Health Care Quality Assurance, 2002.

[6]. Datex, What is last mile delivery? Part 1: How Omnichannel Retail is
affecting transportation logistics. Florida, USA, 2019.

[7]. Dinh Khoa V., Mai Anh N. T., “Examining the Relationship Between
Supply Chain Integration, Innovation Speed and Supply Chain Performance
Under Demand Uncertainty,” Engineering Management Journal, 1-16, 2023.

[8]. Gorsuch R. L., G. D. Venable, “Development of an" age universal IE
scale,” Journal for the Scientific Study of Religion, 181-187, 1983.

[9]1. Han Z, K. R. Liu, Resource allocation for wireless networks: basics,
techniques, and applications. Cambridge University Press, 2008.

[10] Hu Y., “Study on the impacts of service quality and customer
satisfaction on customer loyalty in B2C e-commerce,” ISECS International
Colloguium on Computing, Communication, Control, and Management, IEEE,
2009.

[11]. Joerss M., Schroder J., Neuhaus F., Klink C., Mann F., Parcel Delivery,
The Future ef Last Mile. McKinsey & Company, New York, 2016.

[12]. John 0. P., V. Benet-Martinez, Measurement: Reliability, construct
validation, and scale construction. Handbook of research methods in social and
personality psychology, 2000.

[13]. Khoa V. D., Anh N. T. M., “Investigating the effect of social capital
sub-dimensions on supply chain collaboration,” in International Conference on
Research in Management and Technovation, 201-206, 2021.

[14]. Lemon K. N., P. C. Verhoef, “Understanding Customer Experience
Throughout the Customer Journey,” Journal of Marketing, 80 (6): 69-96, 2016.
doi:10.1509/jm.15.0420.

[15]. Mai Anh N.T., Hui L., Khoa V. D., “Emerging Economies of Southeast
Asia: Achieving and increasing radical innovations through collaborating with
buyers and suppliers by fostering trust: the Case of Viet Nam,” Journal of
Business-to-Business Marketing, 25(4), 357-372, 2018.

[16]. Oliver A. L., ). P. Liebeskind, “Three levels of networking for sourcing
intellectual ~capital in biotechnology: Implications for studying
interorganizational networks,” International Studies of Management &
Organization, 27(4): 76-103, 1997.

Vol. 60 - No. 11 (Nov 2024)

[17]. Pandey S., D. Chawla, “Online Customer Experience (OCE) in
Clothing E-Retail,” International Journal of Retail & Distribution Management,
46 (3): 323-346, 2018. doi:10.1108/ijrdm01-2017-0005.

[18]. R. Gevaers, T. Vanelslander, Characteristics of innovations in last mile
logistics - Using best practices, case studies and making the link with green and
sustainable logistics. Association for European Transport and Contributors,
2009.

[19]. Singh S. K., et al., “Chemical erosion in the eastern Himalaya: major
ion composition of the Brahmaputra and 613C of dissolved inorganic carbon,”
Geochimica et Cosmochimica Acta, 69(14): 3573-3588, 2005.

[20]. TP T., et al., Factors affecting the intention to use the metro subway
system in Ho Chi Minh City. Master Thesis, University of Economics Ho Chi Minh
City, 2012.

[21]. https://baochinhphu.vn/10-giai-phap-tong-the-ket-noi-ha-tang-
giao-thong-de-phat-trien-logistics-102237401.htm

[22]. Truc N. N. B., Law on protecting depositors in deposit receiving

activities of credit institutions. Master Thesis, University of Economics Ho Chi
Minh City, 2018.

[23]. Uyen N.T.T., The influence of celebrity endorsers on customer-based
brand equity in Ho Chi Minh City. Master Thesis, University of Economics Ho Chi
Minh City, 2016.

[24]. Vakulenko Y., et al., “Service innovation in e-commerce last mile
delivery: Mapping the e-customer journey,” Journal of Business Research, 1071:
461-468, 2019.

[25]. Zeithaml V. A., “Service quality, profitability, and the economic
worth of customers: what we know and what we need to learn,” Journal of the
Academy of Marketing Science, 28(1): 67-85, 2000.

[26]. Zhou M., et al., “Understanding consumers behavior to adopt self-
service parcel services for last-mile delivery,” Journal of Retailing and
Consumer Services, 52: 10191, 2020.

AUTHOR INFORMATION
Nguyen Thi Mai Anh

Hanoi University of Industry, Vietnam

HaUl Journal of Science and Technology | 361



