Tac dong ctia cac nhan to logistics
dén quyét dinh mua hang truc tuyén
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Tém tit

Nghién citu nay nhdm lam ré cdc nhén t6 thuéc nhém logistics tac dong dén quyét dinh mua
sdm tryc tuyén ciia nguoi tiéu ding. Nghién citu chi ré 5 nhén t6: (i) Theo déi don hang; (ii)
Téc do giao hang; (iii) Danh tiéng ciia nha van chuyén; (iv) Khd ndang thuc hién don hang; (v)
Dé dang doi tra sdn phdm la rdt quan trong doi vdi nguoi tiéu ding trong viéc dua ra quyét
dinh mua hang truc tuyén. Tit két qud nghién citu, cdc doanh nghiép cé thé tham khdo dé dé
ra chién lugc thu hiit khdch hang tot hon.

Tit khéa: theo dbi don hang, 16c d giao hang, danh tiéng ciia nha van chuyén, khd ndng thuc
hién don hang, dé dang déi trd san phdm

Summary

This study aims to explore components of logistics service that affect consumers’ purchase
decision. The result indicates that Order tracking; Delivery speed; Carrier’s reputation;
Order fulfillment; and Easy returns have significant impacts on consumers’ online purchase

decision. From the finding, managers can design strategies to attract more customers.
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GIOI THIEU

Mua hang truc tuyén tdn tai nhiéu dang
khic nhau, nhung trong nghién cu nay,
tdc gid quan tAm dén mua hang truc tuyén
trén cdc san thuong mai dién t& (TMDT).
Hién c6 4 sain TMPT 16n nhat Viét Nam
la: Shopee, Lazada, Tiki va Sendo. Pai
dich Covid-19 phtc tap da thic ddy cic
doanh nghié€p, cling nhu ngudi ti€u dung
dich chuyén sang mua sim tryc tuyén.
HAu hét cdc nghién cifu trudc da khdm
phd vai trd clia sdn phim, chinh sich,
hay dich vu tic dong dé€n quyét dinh mua
hang truc tuy€n. Tuy nhién, khi thuc hién
gidn cdch xa hoi do chiu dnh hudng tiéu
cuc bdi dai dich Covid-19, hoat dong giao
nhin hang héa bi 4nh hudng. Diéu nay
tdc dong it nhiéu d&€n hanh vi lya chon san
thuong mai cla ngudi tiéu dung, nhung
nghién ctfu cu thé vé van dé& nay 1a kh4 it.
Nhiéu san TMPT da phat trién va ning
cao ning lvc phan phdi va logistics, nén
cho phép ho giao hang nhanh chéng, theo
doi trong thoi gian thuc va cung cip dich
vu giao hang theo thdi gian cu thé cho
khdch hang. Gan day, mot vai nghién cttu
& ngoai nudc chi ra ring, dé tao diéu kién
cho TMPT thanh cdng, cic san TMDT

phai phat trién cic dich vu bd sung, bao gdm ca nhitng
dich vu dugc cung cip bdi cdc cong ty logistics (Riley
va Klein, 2019). Theo d6, tim quan trong ctia cic dich
vu logistics c6 gid tri d8i v6i ngudi tieu duing truc tuyén
nhu thé ndo cin dugce 1am rd hon. Nghién ctu nay khdm
pha cic dich vu logistics do cdc san TMPT cung cap
c6 anh hudng d&én quyét dinh mua sim truc tuyén clia
ngudi tieéu dung hay khong?

CO sG LY THUYET VA PHUONG PHAP
NGHIEN cUU

Co s 1y thuyét

Viét Nam 1a qudc gia c¢6 ty 1é ngudi ddn mua sim
TMBPT cao nhit khu viic Pong Nam A, v6i khodng 49,3
triéu ngudi tham gia, trong d6 hon 70% mua sim dién
ra trén cdc san TMPT. D€ hiéu cic giao dich TMPT
dién ra nhu th€ nao, tic gid da ciu tric quy trinh mua
sdm truc tuyén thanh 4 giai doan gdm: (1) Tim ki€m sin
phdm; (2) Ban san pham; (3) Thanh todn va (4) Thuc
hién giao hang. Trong giai doan Tim ki€m sin phim,
ngudi tiéu dung ddnh gid cac yéu to, nhu: gid ca, kich
thudc va tinh khd dung khi xem xét cdc lwa chon san
TMBT khéc nhau. Trong giai doan Ban sdn phim, cic
gian hang dé xuit nhitng mit hang tuong tu, dich vu 1dp
dit hoic bdo hanh mé rong, tat ca déu dudc thiét k& dé
nang cao tién ich mua hang. Giai doan Thanh todn cho
khdch hang, bao gdm mot quy trinh do cdc san TMDT
s hitu hoiic dugc thué tir cdc nha cung cip dich vu
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HINH: MO HINH NGHIEN c{d PE XUAT
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thanh todn, nhu: Visa, PayPal hodc cdc vi dién t, chzzmg
han nhu Momo. Cudi cuing, khau hoan thanh tap trung
vao dua san phdm dén dich cudi cing mdt cach higu
qua, nhung ti€t kiém chi phi. P& gidi quyét khé khin
clia viéc giao hang, nhiéu sain TMDT thué cdc nha vin
chuyén, déng g6i, ching han, nhu: Giao hang ti€t kiém,
J&T Express, Giao hang nhanh, Nija Van. Nghién ctu
nay tap trung vdo budc cudi cling trong quy trinh mua
sdm tryc tuyén dnh hudng nhu th€ nao dén quyét dinh
mua hang tryc tuyén.

Blut (2015) téng ké&t cac thudc tinh ciia mdtsain TMDT
gdm: Chit lugng thong tin clia website; T8 chifc website;
Quy trinh mua hang; Su tién 1gi ciia website; Lwa chon
san pham; Tinh sin c6 clia hang héa; Gia chao; C4 nhan
héa website va Tinh khd dung ctia hé thong. Ngoai ra,
sain TMDT cin bao gdm c4c thudc tinh lién quan dén viéc
thuc hién, nhu: Thdi gian giao hang; Diéu kién giao hang.
Tir 16 thudc tinh, thang do chat lugng dich vu dién tit dugc
nhém thanh 4 nhém nhan t6: (i) Giao dién website; (ii)
Thuc hién don hang; (iii) Chat lugng dich vu; (iv) Bdo
mat/an toan. Nhu vay, dich vu logistics 1a mot trong cic
thanh phin clia chit luong dich vu truc tuyén.

Mo hinh va gia thuyét nghién citu

Trén cd sd tong quan nghién ctu, tic gid dé xuat
mo hinh nghién cu nhu Hinh.

Dich vu logistics cho mdt don hang dugc do ludng
bdi cdc nhan t6: (1) Theo ddi don hang; (2) Téc do
giao hang; (3) Danh ti€ng ctia nha van chuyén; 4)
Kh3 niing thuc hién don hang; (5) D& dang d6i trd san
phdm (Riley va Klein, 2019).

Céc gid thuy&t nghién citu dugc dé xuit nhu sau:

(i) Theo doi don hang va quyét dinh mua hang tric tuyén

Theo doi don hang 1a khd nang theo ddi hodc gidm
sat cdc goi hang khi ching chuyén tir noi gt hang t&i
diém dén cudi cing. Ngudi tiéu ding mong ddi cdc san
TMDT quén Iy thong tin theo ddi két qua, ding dit liéu
dinh k¥ qua internet hodc chia sé qua email hodc cac
thong bao dugc kich hoat b&i ky thuat s6 khac. Ngudi
dung bi€t ring, cdc dich vu theo ddi géi hang c6 sén s&
it gdp phai su khong chic chin hon, tir d6 c6 thai dd tich
curc hon khi mua sin phim truc tuy&n. Vi vay, tic gid dua
ra gia thuyét:

HI: Theo d6i don hang c6 énh hudng tich cuc
dé€n Quyé€t dinh mua hang tryc tuyén.

(ii) Toc do giao hang va quyét dinh mua hang truc tuyén

T6c dd giao hang dé cap dén khodng thdi gian tir
khi ddt hang d&€n khi giao hang thuc t€ t6i vi tri mong
mudn cla ngudi mua. Nhiéu khiach haing mudn sin
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phdm dugc van chuyén vio mdt ngay cu
thé, nhu: sinh nhat hodc ngay ky niém va
néu chiing khong dudc van chuyén diing
thdi gian, khach hang sé khong thay gia
tri ctia san pham d6. Pic biét, trong thdi
ky gidn cdch xa hdi do chiu dnh hudng
bdi dai dich Covid-19, thi toc do giao
hang chinh 12 nhin t6 quan trong c6 4nh
hudng dén quyét dinh mua sim & san
TMBT nao cia ngudi tiéu dung. Do dé,
tdc gid dua ra gid thuyét:

H2: Toc do giao hang ¢6 4nh hudng tich
cuc dén Quyét dinh mua hang truc tuyén.

(iii) Danh tiéng ciia nha vdn chuyén
va quyét dinh mua hang tric tuyén

Trong mua sim truc tuyén, giao hang
ddng tin cdy, an toan va kip thdi 1a muc
tiéu cd ban va thi€t y€u clia ngudi tiéu
diing. Viéc giao hang chim tré c6 thé
lam cho khéch hang cim tha'y khong hai
1ong. N€u nhu céc nghién ciu trude tap
trung vao danh ti€ng clia nha bdn 1é hay
san TMPT, thi trong nghi€n cttu nay, tic
gid 1am rd moi quan hé giita danh ti€ng
clia nha cung cip dich vu logistics véi
hanh vi clia ngudi tiéu dung. Do d6, tic
gid dua ra gid thuyét:

H3: Danh ti€ng clia nha van chuyén
c6 4nh hudng tich cuc dén Quyét dinh
mua hang truc tuyén.

(iv) Kha ndng thuc hién don hang va
quyét dinh mua hang truc tuyén

Bat ky su khong khép hoic thi€u sidn
phdm nio tai trung tim phan phdi déu c6
thé din dén viéc giao hang bi cham tré.
Ngudc lai, n€u san phim phit hop c6 sin
trong kho, don dat hang ctia khach hang c6
thé dugc thuc hién ngay lap tdc va khich
hang c6 thé cam thiy vui khi nhan dudc
thong béo ring don hang da dugc dong gbi
va van chuyén. Diéu ndy c6 thé din dén
kha nang chon mua ctia khiach hang cao
hon. Do d6, tdc gid dua ra gia thuyét:

H4: Kha ndng thuc hién don hang c6
dnh hudng tich cuc d&€n Quyét dinh mua
hang truc tuyén.

(v) Dé dang doi trd va quyét dinh mua
hang tryc tuyén

D@ dang d6i tra trong nghién ctiu nay
khong phai dugc xem xét dudi goc dd dich
vu clia cdc san TMDPT cung cip, ma xem
xét dudi géc do logistics ngugc (return
logistics). Sy dé dang trd lai la viéc mot
san TMPT x{ 1y cdc sadn pham bi huwhdng,
khong mong mudn hoic bi 161, ngudi tiéu
ding c6 bao nhi€u kénh lya chon dé tra
lai sdn phdm. Thuc t& cho thay, khi mua
sdm tryc tuyén, ngudi tieu dung chi nhan
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dudc mot s thong tin 12 hinh 4nh clia sin
phdm hoic thong s& mo ta, chit khong thé
c¢6 mdt cdi nhin toan di€n va khich quan
vé hang héa, nén viéc ddi trd 12 thudng
xuyén hon so v6i mua badn hang thdong
thudng. Céc san thuong mai hién dé xuit
chinh sdch trd hang, xit Iy trd hang, chat
lugng san ph?fm, hd trg dich vu, tuong téc
cd nhan nhu nhitng dong luc gid tri cta
viéc quan ly hang trd lai. Do d6, tic gia
dua ra gid thuyét:

HS5: Dé dang dbi trd cé dnh hudng tich
cuc dén Quyét dinh mua hang truc tuyén

Phuong phap nghién citu

Nghién cttu dudc thuyc hién bing
phuong phap dinh lugng, v6i ¢d mau la
337 mau thu dugc tif phuong phdp thu
thap dit liéu tryc tuyén thong qua tic gid
chia sé duong link trén cdc trang mang
x4 hoi. Phuong phédp phan tich dit liéu la
ddnh gid do tin cdy cta thang do, phan
tich nhan t6 kham ph4 (EFA) va hdi quy
tuy€n tinh bing phan mém SPSS.20.

KET QUA NGHIEN cUU VA
THAO LUAN

Két qua nghién citu

Théng ké mé td vé mdu nghién citu

Trong s& 337 ngudi tiéu dung tham
gia khdo sat, ty l&¢ khdach hang nam,
nit khd dong déu, v6i 196 khich hang
nlt (58,16%) va 141 khidch hang nam
(41,84%). Khach hang c¢6 nghé nghiép
rat da dang, chl yé€u la sinh vién, ngudi
lam vin phong (chi€ém 65%). Ty 1é mua
sdm trén cac san TMDT la thudng xuyén
(2-3 lan/tuan) chi€m 84,57%. Mit hang
mua sim phS bién 1a: hang thiét y&u
(98,12%); my phim (71,16%); thi€t bi
dién t& (53,18%). Shopee la san thuong
mai c6 so lugng ngudi tham gia khio sit
lva chon cao nhat (92,58%); ti€p theo 1a
Lazada (88,13%), Tiki va Sendo lan lugt
1a 46,88% va 56,08%.

Phdn tich dé tin cdy ciia thang do
Cronbach’s Alpha

K&t qua nghién citu cho thdy, tat ca
cdc thang do déu dat gid tri tin cdy nén
dudc ti€p tuc phan tich EFA (Bang 1).

Phadn tich EFA

Nhitng thang do sau khi da ddnh giad
dd tin cdy, s€ dua vao thyc hién phan tich
EFA. Cin xem xét 3 thudc tinh quan trong
trong két qud EFA: (1) SO lugng nhén &
trich dudc; (2) Trong s6 nhin td; (3) Tong
phuong sai trich. Phan tich nhan t8 trong
nghién ciu nay dugc thyc hién trén 20 cau
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BANG 1: KET QUA KIEM PINH PO TIN CAY THANG PO

Cronbach’s

Sé bién

LS Alpha | quan sat ea
Theo doi don hang 0,758 4 Blut (2015)
Tdc dd giao hang 0,752 4 Riley va Klein (2019)
Danh ti€ng cta nha vin chuyén 0,834 4 Vasié¢ va cong su (2019)
Khé ning thuc hién don hang 0,785 4 Riley va Klein (2019)
D& dang déi tra 0,815 4 Jain va cdng su (2017)
Quyét dinh mua hang truc tuyén 0,836 4 Riley va Klein (2019)

Hé s6 tai cic nhin t6 thanh phan
1 2 3 4 5

Ky hiéu

BANG 2: KET QUA PHAN TiCH NHAN TO KHAM PHA
Nhén t6

DDDT1
DDDT3
DDDT2
DDDT4

0.815
0.815
0.799
0.702

D& dang ddi tra

DTGN3
DTGN2
DTGN4
DTGN1

0.819
0,789
0,759
0,696

(g N A~ R
Danh ti€ng clia nha van chuyén

KNGH3
KNGH2
KNGH1
KNGH4

0,799
0.759
0.751
0.686

Kha ndng thyc hién don hang

TDDH2
TDDH4
TDDH3
TDDH1

0,783
0.779
0.712
0.674

Theo doi don hang

TDGH1
TDGH2
TDGH4

0.796
0,776
0.714

T6c do giao hing

TDGH3 0.712

hdi theo khdi niém ctia md hinh nghién ctu. Téng cong
20 cau hdi c6 ty 1& gidi thich tich lily 62,11% clia tng
phuong sai. Sy phit hgp clia phan tich nhan t6 dudc xdc
dinh bdi Kaiser-Meyer-Olkin (KMO) la 0,820; gié tri
Chi-square test Bartlett dat mitc y nghia Sig. = 0,000 (p
< 0,001). Phuong phép xoay Varimax cdc thanh phan
chinh x4c dinh kich thudc co ban clia 5 yéu t6 ¢6 gid tri
Eigenvalues = 1,313 > 1. Mdi nhan t6 ¢6 cdc hé sd tai
nhan t6 > 0,5 (Bang 2).

Nhéan t6 Quyét dinh mua hang tryc tuyén véi 4
bi€n quan sat gidi thich 67,50% clia tong phuong sai.
Su phu hdp ctia phin tich nhan t6 dugc xdc dinh bdi
KMO 1a 0,804; gia tri Chi-square test Bartlett dat muc
¥ nghia Sig. = 0,000 (p < 0,001). Bing phuong phdp
xoay Varimax, mot nhin t6 dudc trich xuat véi gia tri
Eigenvalues = 2,700 > 1. Cédc bi€n quan sdt c6 hé s&
tdi nhan td > 0,5.

Kiém dinh gid thuyét nghién citu

Phan tich h6i quy nhiim x4c dinh mifc do tic dong
cla 5 nhan t6: (1) Theo ddi don hang (TDDH) - X1;
(2) T6éc dd giao hang (TDGH) — X2; (3) Danh ti€ng
ctia nha van chuyén (DTGN) - X3; (4) Kha ning thuc
hién don hang (KNGH) — X4; va (5) Dé dang ddi tra
(DDDT) - X5, tic dong dén Quy€t dinh mua hang truc
tuy&n - Y. T cdc gid thuy&t, tdc gid xay dung phuong
trinh hdi quy ¢6 dang nhu sau:

Y = BO + BI*X] + B2*X2 + B3*X3 + B4*X4 +
B5*X5
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BANG 3: KET QUA HOI QUY TUYEN TiNH

He so hﬁj quy | H¢ s0 Pa cong tuyén
P chua chuin héa|chuin hoa A

M6 hinh ~ A t Sig. — D
B bo leﬁch Beta Do chap | Hé sé phong dai
chuan nhin |phudng sai (VIF)

(Hing sd) |-0,119] 0,256 -0,446/0,641

TDDH - X1 | 0,150 0,043 0,147| 3,458/0,001 0,769 1,300
| TDGH -X2 | 0,171 0,042 0,163| 4,061/0,000 0,840 1,191
DTGN - X3 | 0,375 0,048 0,372| 7,883]0,000 0,935 1,069
KNGH - X4| 0,207 0,048 0,190 4,297/0,000 0,859 1,164
DDDT - X5 | 0,167 0,037 0,190| 4,538]0,000 0,679 1,472

Bi€n phu thudoc: QDMH

Nghién cttu thuc hién hdi quy da bi€n theo phuong
phap Enter: 5 bi€n ddc 1ap va 1 bi€n phu thudc dugc
dua vao mot 1an va xem xét cdc két qua thong ké lién
quan d&n van dé nghién citu. K&t qua phan tich hdi quy
& Béng 3 cho thdy: (1) hé s6 phéng dai phuong sai (VIF)
clia cdc bi€n doc 1ap trong md hinh déu < 2, chiing té
khong c6 hién tugng da cong tuyén; (2) hé s& R? hiéu
chinh 13 0,493 < hé s6 R?1a 0,50 va ding n6 d& ddnh
gid su phit hgp ctia md hinh s& an toan hon vi n6 khong
thdi phdng mitc dd phit hgp ctia md hinh; (3) Phan tich
phuong sai ANOVA cho tri s6 F c6 mic y nghia Sig. =
0,000 (< 0,05), c6 nghla 12 md hinh hoi quy phu hdp v6i
dit liéu thu thap dudc va cdc bién dura vao déu c6 y nghia
thong ké v6i mitc y nghia 5% (Bang 3).

Phuong trinh hdi quy c6 dang:

Y =-0,119 + 0,150*X1 + 0,171*X2 + 0,375*X3 +
0,207*X4 + 0,167*X5

Dua vao hé s6 Sig. thi tat ¢4 5 gia thuy€&t déu duge
chdp nhin. Pay 13 co s d€ tic gid dé ra cic ham y
chinh sach.

Thao luian két qua

K&t qua nghién citu khing dinh vai trd ctia Bu6c 4
(Thyc hién giao hang) hay dich vu logistics trong mua
- ban tryc tuyén. Theo d6, ngudi tiéu dung hién nay
khi mua sdm truc tuyén rit quan tAim dén cdc dich vu
logistics ctia cdc san TMPT. Nghién citu nay ciing phat
trién han ché& ctia Blut (2015), ngudi da dé xudt cAn xem
xét mdi quan hé giita dich vu logistics va y dinh mua lai.

Trong cdc nhan & thudc nhém logistics, thi Danh
ti€éng cta ddi tac cung cip dich vu logistics c6 tic dong
manh nhat. Piéu nay cho thiy, cdc san TMPT cin quan
tam d€n danh ti€ng nha cung cap dich vu logistics khi lra

TAI LIEU THAM KHAO

chon ddi tac. Khi dai dich Covid-19 bung
phat, Kha ning thuc hién don hang 1a tiéu
chi th& hai ma ngudi tiéu dung quan tam.
Hang héa thi€u hut, chudi cung tng gidn
doan 1am ngudi tieu dung e de khi dua ra
quyét dinh mua sdn phim & san thudng
mai ndo. Kha ning cung ting y&u kém c6
thé din dén thdi gian giao hang chAm hon.
Theo ddi don hang, Dé dang doi tra va Toc
d6 giao hang ciing ghi nhan dnh hudng
déng ké d&n quyét dinh mua hang.

KET LUAN VA HAM Y

Cic doanh nghi€ép tham gia kinh
doanh thuong mai di tdn dung thdi co
dich bénh d€ nang ty 1& ngudi mua hang
truc tuyén. Ngoai viéc giao héng kip thoi
tor mdt trung tam phan ph01 dén ngudi
ti€u dung cudi cung, cac san TMDT da
phat trién va hoan chinh dich vu logistics,
nén cho phép ho giao hang ding nhu ky
vong clia khdach hang. Nghién ctu da
khing dinh riing, nhitng dich vu gia tri
gia ting nay gilip cdc san TMDT thu hit
dudc nhiéu ngudi tiéu diing hon.

Nghién cttu nay chi'ng minh cdch cédc
dich vu gid tri gia ting do cdc san TMDT
cung cip cé thé thic ddy hon nira trai
nghiém mua sim truc tuyén. Céc nha
quan 1y nén phat trién va quing ba dich
vu logistics nhu 1a mot 1¢i th€ canh tranh
trong giai doan dich bénh hién nay, qua
d6 c6 thé nang cao niém tin clia ngudi tiéu
diing nhim c4i thién x4c suit ho tham gia
mua sim trén nén ting truc tuyén. Cu thé,
cdc san TMDT nén bd sung vio tiéu chi
Iura chon d6i tic cung cap dich vu logistics
13 danh ti€ng/uy tin, tir d6 dy manh quing
cdo tén tudi clia cic nha cung cAp dich vu
logistics. Cling can ting cudng, tich cuc
va lién tuc thong bido cho ngudi ti€u dung
bi€t tinh trang clia cdc gbi hang. Viéc theo
ddi don hang cAn dAm bio tinh x4c thuc,
lién tuc vé 19 trinh clia g6i hang.Q
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