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TOM TAT

Long trung thanh cta khdch hang déng vai tro quan trong
trong sy thanh céng cua thwong mai dién tir. Nghién ctru khdm phd
cdc thanh phdn cia chdt lwong giao dich, chdt Iwgng méi quan hé
va long trung thanh ciia khdch hang trong linh vec mua sdm truc
tuyén tai Viét Nam. Nghién ctru str dung mé hinh phwong trinh cdu
triic (SEM) mdu 322 khdch hang tirng tham gia mua sdm trwec tuyén
dang sinh séng tai thanh phd HO6 Chi Minh. Két qud cho thdy cdc
thanh phdn trong chdt lwong giao dich cé dnh hwéng tich cuc dén
chdt lwgng mdéi quan hé. Mdt khdc, “cdm nhdn vé sw thii vi” dnh
hwéng truc tiép dén “y dinh chia sé” vé thwong hiéu trwc tuyén clia
khdch hang. Chdt lwong méi quan hé c¢é dnh hwéng tryc tiép dén
long trung thanh, ddc biét “cam két” dwoc xem la yéu t6 cé tdc dong
manh nhat.

ABSTRACT

Customer loyalty plays a vital role in the success of e-
commerce. This research determines the components of the
transaction quality, quality and consumer e-loyalty in Vietnam.
Structural equation modeling (SEM) was used to analyze the
survey data collected from 322 online shoppers in HCM city.
Results show that the components in the transaction quality have
an effect on the relative quality. On the other hand, there is a
significant positive relationship between the perceived enjoyment
and the word of the mouth, and the relative quality affects
directive to the e-loyalty, specialy the customer commitment is the
element which affects strong to e-loyalty.

1. Gi&i thiéu

thwong mai dién t tai Viét Nam. Ciing theo

Trong nhitng ndm gan day, Internet va
cac thiét bi dién tr ngay cang phat trién
manh mé va cé nhitrng buéc tién dang ké.
Theo thong ké ctia B Thong tin va Truyén
théng vao thang 02/2017: “Viét Nam c6 gan
50 triéu nguwoi st dung Internet, dat ty lé
trén 53% dan s8, cao hon mirc trung binh
thé gidi 1a 46,64%”. Pay dwoc xem 1a tin
hiéu dang mirng cho sw phat trién cda

bao cio cia tip doan tw van dau tw CBRE (CB
Richard Ellis) vé linh vwc thwong mai dién ti
nam 2015, mua sdm truc tuyén da vuot qua
mua sam truyén théng, tré thanh hinh thirc
mua sim phd bién nhat tai thi triedmg Chau A.
Véi co ciu dan s6 tré, nang dong, ti 1é do thi
héa cao, thwong mai dién t& dang dan tré
thanh manh dit day tiém nang dé thuc day
phat trién kinh té tai Chau A - Thai Binh
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Dwong néi chung va khu virc DPong Nam A néi
riéng, 1a méi tredng cho cac doanh nghiép
16n, vira va nhd, thAm chi 1a siéu nho c6 thé
phat trién néu biét nAm bt co hoi.

Hién nay, nguoi tiéu dung Viét Nam,
dac biét la nguoi tiéu dung tré hién hay kha
wa chudng mua hang qua cac website
thwong mai dién tr nhw Lazada, Tiki,
Amazon,... Dv kién dén nam 2020 Viét Nam
c6 khoang 30% dan sd mua sam truc tuyén.
Tuy nhién, thwong mai dién tir Viét Nam
khong hoan toan la mét birc tranh twoi sang,
ma phai d6i mit véi khong it thach thirc: Lan
séng dau tw ctia cac doi thu ngoai; nang luc
tai chinh, cong nghé, quan tri thua kém; co
s& ha ting cong nghé chwa tot, chit lvong,
mAau ma san pham thiéu sttc canh tranh; van
dé an ninh, an toan, bao mit thong tin chwa
thé khién nguoi dung yén tim,... Mot rao can
16n nhat ma cac doanh nghiép Viét Nam phai
déi mat do la khach hang, chinh la long tin,
sw trung thanh clia ngwoi tiéu dung danh
cho mua sam truc tuyén con thap.

Nguoi tiéu dung tryc tuyén ngay cang
c6 nhiéu sw lwa chon hon khi mua mot san
phidm/dich vu. Bai toan dit ra cho cac
doanh nghiép muén tén tai trong thi
trweong nay néu chi dirng lai @ mérc cam két
vé chat lwong hang hda c6 ngudn goc, xuat
X r0 rang, c6 thwong hiéu thi chwa dd, ma
can phai hiéu dwoc cac yéu t6 tac dong dén
niém tin, long trung thanh ctia khach hang
truc tuyén. Tac gid nghién ctu: “M6i quan
hé giira chdt lwong giao dich, chdt lwong
moi quan hé va long trung thanh ctia khdch
hang mua sam trwc tuyén” véi muc dich:
Xay dung hé thong thang do cho cac yéu to
anh hwong dén chit lwong giao dich, chit
lwvong moi quan hé va long trung thanh cta
khach hang tryc tuyén. Phan tich méi quan
hé cua cac yéu t6 anh hwdng dén chitlwgng
giao dich, chat lwong moi quan hé va tac
dong ctia né dén long trung thanh cua
khach hang truc tuyén.

Nghién cttu thwc hién phong vin truc
ti€p 322 khach hang mua sdm truc tuyén tai

Thanh phé H6 Chi Minh théng qua bang ciu
hai c6 ciu tric. Nghién ctru cung cap thong
tin vé cac yéu t6 anh hwdng dén long trung
thanh cua khach hang dwa trén mé hinh tich
hop gitra chat lwong giao dich va chit lwong
md&i quan hé. Két qua nghién ctru la co s dé
cac don vi cung cap san pham/dich vu truc
tuyén tham khdo gitip ning cao su hai long,
xay dwng long trung thanh v&i khach hang.
Tw dé giup cac nha quan ly c6 nhirng chinh
sach phat trién thwong hiéu truc tuyén phu
hop, c6 thé ton tai va phat trién 1au dai trong
linh vyc thwong mai dién ti.

2. Co’ s& ly thuyét

Tai Viét Nam, ngay 16/5/2013, Chinh
pht ban hanh Nghi dinh s6 52/2013/ND-CP
vé thwong mai dién ti, theo dé: “Hoat dong
thwong mai dién t 1a viéc tién hanh mot
phan hodc toan bd quy trinh cta hoat déng
thwong mai bang phwong tién dién ti c6 két
ndi véi mang Internet, mang vién thong di
dong hodc cac mang mé khac.”

Long trung thanh khach hang mua
sam trwc tuyén (e-loyalty)

Long trung thanh khach hang la mot
khai niém quan trong trong nghién ctru
hanh vi khach hang. Khach hang dwoc xem
1a trung thanh véi thwong hiéu khi ho c6 xu
hwéng mua nhiéu san phdm ctia mot thwong
hiéu nao d6 va mua lap lai. Long trung thanh
thé hién thai do cua khach hang, néu khach
hang tin twdng va cé 4n twong tét vé mot
thwong hiéu thi sé wu tién tim mua san
phim cta thwong hiéu dé. Nghién ctru long
trung thanh theo hanh vi 1a khéng du dé thé
hién long trung thanh that sy vi hanh vi mua
1ap lai khong phai lic nao ciing 1a két qua tir
tdm ly cda khach hang d6i véi san pham.
Trong nghién ctru nay long trung thanh tap
trung vao yéu to ti€p tuc mua va sw chia sé
(Liao va cs 2014). Nhu vay, chia khéa dé bat
ky moét doanh nghiép nao phéat trién va
thanh cong khong chi dwa trén viéc gitt chan
khach hang hién tai ma con la sy chia sé
truyén miéng tir khach hang hién tai nham
thu hut khach hang méi.
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Bang 1. Bang tong hop cic nghién ctru vé mua sam truc tuyén
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tuyén vé dao dirc, xuhuéngvanhoava Long trung
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Chat lwong giao dich (Transactional
quality)

Chit lwong giao dich la danh gid cua
khach hang d6i véi kinh nghiém mua sam.
Chat lwong giao dich dwoc danh gia cao, sé
thuc diy hinh thanh long trung thanh trong
nhan thirc ciia kKhach hang. Theo nghién ctru
cua Jiaming Fanga, Yunfei Shao, Chao Wen
(2016) cung nghién ctru trwéc do6 cua
Audrain-Pontevia va cong sw (2013): Gia tri
cdm nhan (Perceived value) va cAm nhéan sy
thu vi (Perceived enjoyment) la hai thanh
phén cia chit lwong giao dich.

Gid tri cam nhdn (Perceived Value)

Gia tri cdm nhan 1a danh gia téng thé
vé san pham, dich vu nhan dwoc va sw hao
ton vé thoi gian, céng sirc dé mua san
phdm/dich vu d6 (Mosavi va Ghaedi,
2012). Trong nghién ctru nay, chat lwgng
dich vu (E-service quality), chat lwgng san
phdm nhin dwoc (Product quality) va chi
phi chuyén déi (Sacrifice) dwoc dé xuit la
ba thanh phan cua gia tri cdm nhén (theo
nghién ctru cia Jiaming Fanga, Yunfei Shao,
Chao Wen, 2016). Chit lwgng dich vu dwoc
dinh nghia la nhirng danh gia téng thé cia
khach hang vé chat lwong dich vu dién ti
do cac nha ban hang trwc tuyén cung cip
nhu dich vu giao hang, giadi dap thac mac
cho khach hang, sw bdo méat. Chatlwong san
phidm nhin dwoc dé cip dén danh gia cda
ngwoi mua vé san phim sau khi nhan hang
va st dung, vi du san phdm nhin dwoc c6
ding nhw mong doi cia khach hang, giong
véi mo td trén trang ban hang. Chi phi
chuyén ddi phan anh chi phi giao dich trong
mua sim tryc tuyén, bao gdbm chi phi tién
té, thoi gian va nd luc ma khach hang phai
chi cho qua trinh tim ki€m va mua sam khi
chuyén do6i tir nha cung cip nay sang nha
cung cap khac. Gia tri cdm nhén la yéu td

quan trong anh hwdng dén sw thoa man va
l1ap lai hanh déng mua hang trong cac ngit
canh mua sam truc tuyén. Cac nghién ctru
trwéc day cho thay khi khach hang nhin
thirc dwoce gia tri ciia san phiam va dich vy,
murc do hai long va sy trung thanh sé tang
1én: Nghién ctru vé dich vu di dong ctia Kuo,
Wu va Deng (2009) cho rang gia tri cam
nhan c6 &nh hwdng tich cwc dén sy hai long
ctia khach hang. Trong mét nghién ctru vé
hanh vi khach hang cho siéu thi trwc tuyén,
Marimon va céng sw (2010) dé xuat mot
mo hinh lién két cac cac yéu t6 Dién tir -
Dich vu - Chit lwgng (Electronic - Service -
Quality hay E - S - Qual), qua dé ho nhan
thiy gia tri cdm nhin c6 méi quan hé manh
nhit dén long trung thanh.

Cam nhdn sw thu vi (Perceived
enjoyment)

Cam nhan sy thu vi cia khach hang da
va dang la yéu t6 hang dau tao nén loi thé
canh tranh ctia doanh nghiép, thay cho yéu
to gid va chat lwong san phim nhu trudéc
day. CAm nhén sy thi vi bao gom cac danh
gia vé cam xuc, s& thich cua khach hang doéi
véi viéc mua hang. Viéc cung cip cac trai
nghiém tao nén cadm nhan thu vi cho khach
hang truc tuyén vao thoi diém thwong mai
dién tir dang phat trién manh dwgc xem la
co hdilén cho nhirng nha ban 1é dé that chat
moi quan hé véi khach hang va xay dung
long trung thanh v&i thwong hiéu. Cam nhan
sw thad vi la yéu t6 chi phéi va anh huwdng dén
y dinh mua lai trong mua sam truc tuyén
theo Mantymaéki va Salo (2011) khang dinh
vai tro tich cwc cia cdm nhén sy tha vi doi
véiy dinh ti€p tuc mua san phdm truc tuyén.
Gounaris va cdng sw (2010) cho rang viéc
cung cip cac trai nghiém tot tao nén cam
nhan thu vi sé gitip khach hang tang cwong
hanh vi chia sé vé thwong hiéu do.
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Chat lwgng méi quan hé (Relational
quality)

Khai niém vé chit lwong méi quan hé
bit ngudn tir nghién cru trong linh vuc
marketing. M3c du, khai niém chit lwong
mdéi quan hé dwgc thé hién kha rong trong
nhirng két qua nghién ctvu khac nhau, nhung
nhitng phwong dién cta chit lwong moi
quan hé dwoc cic nha nghién ciru thé hién
kha tip trung. Chat lwong mdéi quan hé dwoc
ciu thanh tir 3 thanh phan: Sy hai long
(Satisfaction), long tin (Trust) va cam két
cia khach hang (Customer commitment),
Shin va céng su (2013).

Sw hai long cua khdach hang
(Customer satisfaction)

Sw hai long la trang thai cia khach hang
dat dwoc khi dac tinh ctia sdn pham hay ban
thin san phadm dap &ng dwoc ky vong cia
khach hang. Mosavi va Ghaedi (2012) cho
rang suw hai long clia khach hang véi kinh
nghiém mua sim truc tuyén c6 anh hudng
tich cwc dén sy tin twdng ctia ho déi véi cac
nha cung cap. Cac nghién ctru trwéc diy
ciing cho thay su hai long c6 thé dan dén sw
cam két hay noi cach khéc 1a s gin két cuia
khach hang véi thwong hiéu, vi du cac
nghién ctru cia Gounaris va cong sw (2010),
Shin va cong sw (2013). Sw hai long cliing c6
quyét dinh ctia nguwoi tiéu dung dé duy tri
mdéi quan hé trao do6i véi nha cung cp truc
tuyén. Moi quan hé gitra sw hai long va cam
két rat quan trong trong viéc mua sam truc
tuyén vi méi triweong trwe tuyén ludn ton tai
sw khong chac chan va rui ro. Hau hét cac
nghién ctru da chi ra rang sw hai long cta
khach hang cé anh hwéng tich cwc dén long
trung thanh khi mua sim truc tuyén
Gounaris va cong sy (2010). Mot nghién ctru
cua Curtis, Abratt, Rhoades va Dion (2011)
cho biét sy hai long va y dinh tiép tuc mua
hang c6 mdi quan hé manh mé. Bén canh

anh hwdng cua y dinh ti€p tuc mua hang, sw
hai long cling la tién dé quan trong cia hanh
vi chia sé (WOM). Theo Gounaris va cong sw
(2010) thi khach hang hai long véi trai
nghiém mua sam trwc tuyén cang lén thi co
hoi ho chia sé vé né cang tich cuec.

Long tin (Trust)

Long tin 13 trang thai khach hang sdn
long tin cady vao kha nang thwong hiéu sé
thuwc hién dwoc nhirng diéu da cam két véi
khach hang, 1a mot trang thai tam ly bao
gom y dinh chip nhén rui ro. Gounaris va
cong su (2010), Shin va cong sw (2013) da
nhan thiy rang long tin 1a diéu d3c biét quan
trong dé tao ra sw cam két va long trung
thanh.

Cam két cua khdch hang (Customer
commitment)

Cam két ctia khach hang dwogc dinh
nghia la l&i hira hodc sw rang budc cia mot
ca nhan véi sw lwa chon thwong hiéu trong
pham vi mét loai san phdm. Cam két la
mong mudn cua ca nhan dé theo dudi moi
quan hé cta ho v&i mot déi tac trao doi
(Raies, Miihlbacher, va Gavard-Perret,
2015). Cac khach hang cam két thwong ¢
xu hwéng trung thanh véi cac doanh nghiép
(Shin va cs., 2013). Vi viy, cam két cda
khach hang dwoc céng nhin la moét méi
quan hé 1au dai. Cam két ctia khach hang c6
anh hwdng tich cwc dén y dinh chia sé, sw
cht ¥y mua sim va sy twong tac lién tuc.
Shin va cong sy (2013) ciing cho thiy ring
cam két cua khach hang c6 dnh hwdng tich
cwc dén y dinh tiép tuc st dung.

M6 hinh nghién ctru xay dung dya trén
nghién cttu cta Jiaming, Yunfei Shao, Chao
Wen (2016) v&i doi twgng nghién ctru dugc
mé rong gobm hinh thirc mua sam truc tuyén
qua: Clra hang trwc tuyén trén cac trang
mang xa hoi va cac san thwong mai dién ti
lién két véi cac ctra hang.
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Hinh 1. M6 hinh nghién cru dé xuat

3. Két qua nghién ciru

3.1. Théng tin mdu nghién ciru

Trong 322 khach hang mua sam truc
tuyén c6 68,3% la nir va 31,7% la nam;
96,9% trong do tudi tir 18 - 25; 2,5% tir 26
dén 34 tudi va 0,6% tir 35 - 40 tuoi.

Vé trinh d6 hoc van: 2,5% dap vién cé
trinh do tir THPT tr& xuéng; 4,3% la trinh d6
Trung cip/Cao ding; 91% la trinh do Pai
hocva 2,2% dap vién c6 trinh do sau dai hoc.
Vé tinh trang hon nhan: Khich hang dang
ddc than chiém 98,8%); chi 1,2% khach hang
da 1ap gia dinh. Vé thu nhép: 56,2% dap vién
c6 thu nhap dwéi 3 triéu dong; 27,3% c6 thu
nhép tir 3 dén 5 triéu doéng; 16,5% la thu
nhép tir 5 triéu dong trd 1én.

Béang 2. Pic diém mau nghién ctru

Tudi

18- 25 312 96,9
26-34 8 2,5

35-40 2 0,6

Trinh d6 hoc van

THCS - THPT 8 2,5

Trung cip/ Cao dang 14 4,3

bai hoc 293 91,0
Sau dai hoc 7 2,2

Tinh trang hén nhan

Poc than 318 98,8
Pa c6 gia dinh 4 1,2

Thu nhap ca nhan

Dwéi 3 triéu 181 56,2
Tlr 3 dén dwéi 5 triéu 88 27,3
Tir 5 dén duwdi 10 triéu 43 13,4
Tt 10 triéu tré 1én 10 3,1

Mau N = 322
Cicddcdiémcanhan| | phap tram
Tan so (%)
Gidi tinh
Nit 220 68,3
Nam 102 31,7

(Ngudn: Thu thdp tir két qud khdo sdt)
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3.2. Pdc diém khdch hang mua sdm
trwc tuyén
Ly do mua sam trwc tuyén

DO 0 O A A 0. 906

tan ctra hang
Thoai mai lya chon san
pham 24/7
San hang giam gia

e5.2%

e 4.6%

De dang so sinh gid 5 70/

Cép nhat xu hudng
méi

I 18.9%

Khac o g 104

Hinh 2. Ly do mua sdm truc tuyén

(Ngudn: Thu thdp tir két qud khdo sdt)

C6 thé thiy ly do quan trong nhit chiém
69,9% trong tong s6 ciu tra 1o chinh la
“Khong c6 thoi gian dén tin ctra hang”. Tiép
theo 1a sw “Thoai mai lwa chon sdn phim
24/7” va yéu t6 “San hang giam gia” chiém
lan lwot 65,2% va 64,4%. Trong khi d6, cac
yéu td “Dé dang so sanh gia” (26,7%), “Cap
nhat xu hwéng méi” (18,9%) khong phai la
ly do chinh khién ngui tiéu dung lwa chon
mua sam truc tuyén.

Nguon théng tin trong mua sam truwc
tuyén

Binh luan, danh gia
trén mang xa hoi
Su gidi thi€u cta
ban be, ngudi than
Quang cao trén bao
dién tir

I—5.4%
I 70.2%
. 32.6%

Quang cao trén tivi W 7.5%

Quang ca.citren bao | 2.8%
glay

Khac I 4.0%

Hinh 3. Ngu6n thong tin trwéc khi quyét
dinh dia chi mua sam truc tuyén
(Ngudn: Thu thdp tir két qud khdo sdt)

Theo Hinh 3, ngu6n théng tin chu yéu
ma khach hang thwdng tham khao truéc khi
quyét dinh dia chi sé mua sam truc tuyén
bao gobm “Binh luin, danh gia trén mang xa
hoi” (85,4%), “Sw gidi thiéu cia ban be,
ngudi than” (70,2%) va “Quang cdo trén
bao dién t&” (32,6%). Trong khi dd, cac
nguon tham khdo truyén théng nhw “Quang
cao trén tivi”, “Quang cio trén bao gidy”
chiém ti 1é rat it trong tong s6 ciu tra 1o, cho
thay Internet va cac phwong tién truc tuyén
dang dan thé chan cac phwong tién truyén
thong, tr& thanh diém dén dé tim kiém
thong tin cia khach hang.

72.5%

Quan 4o, giay dép, phu
kién
49.0%

PN 49.5%

Sach, van phong phim,
hoa kho, qua tang

San phdm/dich vu tin
trang, cham s6c sic dep

22.5%
I 47.7%

39.2%
BN 20.0%

16.7%
15.0%

Do gia dung, hang dién tir

Thwc phdm -

9.8%
13.2%

Dich vu tu vAn, d,élo tao,
hoc truc tuyén |
10.8%

Lién quan dén du lich | .y
. (1]

Giai tri (Am nhac/ Video/
Game,...)

20.6%
B 5.0%

2.0%
Hang héa y khoa, strc

khée 23%

Khac 0.5%

Nam

B N

Hinh 4. Co cdu cdc mit hang
(Ngudn: Tinh todn tir di liéu nghién ciru)
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Ta c6 thé dé dang nhan thiy, nit gidi
thuwong mua sdm truc tuyén cac loai mat
hang thudéc nhém “Quén 4o, giay dép, phu
kién” cao hon nam gidi voi ty 1€ 1a 79,5% -
72,5%, diéu nay cling ding d6i véi nhom
“San pham/dich vu tan trang, cham sdc sac
dep” v¢i ty 18 mua sdm clia nit so v&i nam
1247,7% - 22,5%. Trong khi d6, nhém hang
“Po6 gia dung, hang dién t” dwoc nam gidi
mua sam truc tuyén nhiéu hon nitt véi ty 1é
39,2% so voi nir gidi la 20%. Nhom san
phim gianh cho giai tri cling nhan dwoc sw
chd y ciia nam giéi nhiéu hon so véi nir gidi
véity lé1a 20,6% - 5%.

3.3. Kiém dinh mé hinh cdc yéu té dnh
hwdng dén Iong trung thanh ciua khdch
hang trwc tuyén

3.3.1. Kiém dinh thang do

Kiém dinh thang do bang hé s6 tin
cay Cronbach’s Alpha

Két qua kiém dinh thang do Cronbach’s
Alpha cta cac thanh phan dwgc trinh bay
trong bang sau. T4t ca cic thang do dworc thé
hién qua 40 bién quan sat déu c6 hé so
Cronbach'’s Alpha tét.

Bang 3. Hé s6 Cronbach’s Alpha cta cac
khai niém nghién ctru

» ) Trung bin'l\’l Phwong S?’i Twong quan Cronbac!vl's
Bién quansat  thang do néu thang do néu i o Alpha néu
loai bién loai bién bién tong loai bién
Chat lwong dich vy, Cronbach's Alpha = 0,855
CLDV_1 36,56 33,568 0,489 0,847
CLDV_2 36,99 32,791 0,589 0,839
CLDV_3 36,85 33,893 0,532 0,844
CLDV_4 36,69 33,878 0,480 0,847
CLDV_5 36,79 32,860 0,553 0,842
CLDV_6 36,99 31,427 0,629 0,836
CLDV_7 36,92 32,458 0,594 0,839
CLDV_8 37,42 32,861 0,487 0,848
CLDV_9 37,40 31,661 0,541 0,844
CLDV_10 36,98 32,673 0,552 0,842
CLDV_11 36,85 33,425 0,546 0,843
Chit lwong san phadm nhin dworc, Cronbach's Alpha = 0,877
CLSP_1 10,49 5,572 0,724 0,846
CLSP_2 10,56 5,699 0,756 0,833
CLSP_3 10,32 5,995 0,661 0,869
CLSP_4 10,50 5,397 0,798 0,816
Chi phi chuyén d6i, Cronbach's Alpha = 0,803
CP_1 10,10 5,064 0,691 0,715
CP_2 10,12 5,253 0,696 0,715
CP_3 10,35 5,779 0,554 0,783
CP_4 10,14 5,811 0,534 ,793
Cam nhan sy tha vi, Cronbach's Alpha = 0,791
CN_1 10,95 4,250 0,581 0,749

Tép 04 (4/2019)



TAP CHi KHOA HOC YERSIN

CN_2 10,92 4,164 0,594 0,742
CN_3 11,14 4,081 0,671 0,705
CN_4 11,30 4,156 0,559 0,761
Sw hai long, Cronbach's Alpha = 0,843
HL_1 10,70 4,453 0,620 0,826
HL_2 10,61 4,227 0,705 0,790
HL_3 10,95 4,150 0,672 0,804
HL_4 10,66 4,137 0,718 0,784
Long tin, Cronbach's Alpha = 0,89
LT_1 6,69 2,924 0,774 0,853
LT_2 6,89 2,780 0,813 0,818
LT_3 6,80 2,990 0,768 0,858
Cam két cuia Khach hang, Cronbach's Alpha = 0,858
CK 1 6,20 3,044 0,744 0,790
CK 2 6,02 2,878 0,783 0,751
CK_3 571 3,254 0,671 0,856
Chia sé, Cronbach's Alpha = 0,857
CS_1 10,07 4,617 0,764 0,792
CS_2 10,12 4,786 0,771 0,792
CS_3 10,05 4,733 0,733 0,806
CS_4 10,40 4,952 0,561 0,881
Tiép tuc mdi quan hé, Cronbach's Alpha = 0,77
TT_1 6,72 2,297 0,591 0,705
TT_2 6,99 1,981 0,592 0,713
TT_3 6,82 2,244 0,638 0,656
Két qua phan tich EFA cho cac bién
chit lwong giao dich
_Hé s6 KMO = 0,855 > 0,5, két qua kiém | CP=2 0,826
dinh Bartlett’s 1a 2364,715 vé&i mitc y nghia CP_1 0,774
< 0,05: Phan tich nhan t6 thich hop véi dir | b= 0,641
liéu nghién ctru. CP_4 0,593
' CN_3 0,888
Bang 4. Ma tran nhan to cho chitlwong [CN 2 0,641
giao dich CN_4 0,615
CN_1 0,499
Factor CLDV_ 3 0,699
L L 2 | 3 4 15 CLDV_1 0,678
CLSP_4 (0,937 CLDV_4 0,636
CLSP.2 10875 CLDV_2 0,549
CLSP_1 |0,732 CLDV_9 0,790
CLSP_3 |0,608 CLDV_8 0,624
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Két qua phén tich EFA cho cac bién
chat lwong méi quan hé

-Hé s6 KMO = 0,902 > 0,5, két qua kiém
dinh Bartlett’s 1949,869 v&i mirc y nghia <
0,05 = Phan tich nhan td thich hop véi dir
liéu nghién ctru.

Bang 5. Ma trdn nhan t6 cho chit lwong
mdi quan hé

Két qua phén tich EFA cho long trung
thanh ctia khach hang

- Hé s6 KMO = 0,832 > 0,5; két qua kiém
dinh Bartlett’s 895,472 v&i mitc y nghia <
0,05 = Phan tich nhén t6 thich hop véi div
liéu nghién ctru.

Bang 6. Ma trin nhin t6 cho long trung thanh

Factor
1 2
CS_2 0,869
CS_1 0,857
CS_3 0,791
TT_3 0,730
TT_2 0,721
TT_1 0,707

M6 hinh nghién ctru dé xuat c6 sw diéu chinh nhw sau:

Factor
1 2
LT 2 0,814
HL_2 0,812
HL_4 0,804
LT_3 0,771
HL_1 0,732
LT_1 0,732
HL_3 0,690
CK 1 0,913
CK_2 0,891
CK_3 0,618
____________ | i'
Chiatlwong I I
san phim 1 |
|
Chi phi I |
chuyén doi Gid tri (+1

) cam nhin
Dich vu
khach hang
ba dang
hang hda

Cam nhéan
thu vi

Chat lwong giao dich

banh gia
khach hang

Y dinh
chia sé

(4
b
(+ | Tiép tuc
I | st dung
(+) |
|
|
b
Cam két | I
b
Chat lwong m&i quan hé | LLbng trung thanh
————————————— -l

Hinh 5. M6 hinh nghién c&u diéu chinh
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Phan tich nhan t6 khing dinh CFA

Téc gia da tién hanh kiém tra mé hinh
CFA vé d6 phu hop ctia mo hinh, tinh don
hwéng, gia tri hoi tu va gia tri phan biét. Két

T4
(=X CLSP 4

(=] CLSP 2
el | ] +
a4 CLSP 3
eh
=i} CP 1.
e’ CcP 3.
a3
29 CN 3.
3 el
ell [_CN 4 -
gD CN 1 L
213 CLDV G4 g ST
el CLDV 8
e 65
el CLDV 1
e CLDV 4
el
s
el
e HL 2 -51
et
34 e2 LT 3
el
e LT 1
el
e2 CK._1 .7
el [ CK 2 5
28 [ CK 3 ]
(Y] CS 1 _7 _.58
el CS 2 &
31 [ CS 3 ]
Lo
el TT 1 Yy
el TT 2 .5 -
3 T 3

qua cho thdy tit ca cac thang do déu dat
dwoc mirc gia tri va dd tin cay va phu hop
v&idirliéu thi treong. K€t qua dwoc thé hién
& hinh dwéi day.

Chi_square = 931.570; df = 489; P = ,000;

Chi_square/df = 1, 905;
4 Fl = .847; TLI = ,914; CFl = ,925;

= RMSEA = 053:

CP
CNT N/

VK G

DH 5

BGKH

CH o

Cs &

TT

Hinh 6. Két qua m6 hinh CFA Ian 3 (da chuan héa) (Ngudn: Két qud phdn tich trén AMOS 20)

3.3.2. Mé hinh cdu triic SEM - cdc yéu té
dnh hwéng dén long trung thanh cta khdch
hang truec tuyén

Sau khi phan tich CFA, tic gia s dung
mo hinh cdu tric SEM nham xac dinh méi
quan hé gitra cic nhin t6 do lwong chat
lwong giao dich (bao gom “Chat lwgng san
phdm nhéin dwoc” - CLSP, “Chi phi chuyén

ddi” - CP, “Cam nhén su thu vi” - CNTV, “Dich
vu khach hang” - DVKH, “Pa dang hang héa”-
DDHH), chat lwgng méi quan hé (bao gom
“Panh gia cta khach hang” - PGKH, “Cam
két cua khach hang” - CK) va mirc d6 anh
hwong cda tirng nhan t6 dén long trung
thanh cda khach hang truc tuyén (bao gom
“Y dinh chia s&” - CS va “Y dinh tiép tuc méi
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quan hé&” - TT). Déi v6i cac nhan t6 do lwong
chat lwong giao dich, tac gid cé st dung thém
nhan t6 bic 2 “Gia tri cdAm nhan” - GTCN dé dai
dién cho 3 nhin t6 con 1a CLSP, CP, CNTV,

dwoc mo hinh t6t hon.

DVKH. Phan tich SEM dwoc tién hanh phan
tich bat dau tir mo hinh nghién ctru diéu chinh,
sau do6 tién hanh hiéu chinh mé hinh dé c6

35 Chi_square = 1189,077; df = 514; P = ,000;
Chi_square/df = 2,313;

GFl = ,812; TLI = ,875; CF = ,886;
. @D @ @ @ @@ ED RMSEA = ,064;
1. €3 v 59
e AL 02
(o3[ CLSP_Tohate—>CLSE
Cedr—» LS o :
IR & @D D @
2 g
== === =P ), 60 . Eﬂ-
Ced) CP 4} : 79 Remefl
[ CLDV_94F ‘m' @ I &
'“ [CLDV 8 e =
ET5)—»-{CIOV o e @1’. 58 59
6 CLDV 12peger—
%’ CLDV dahatt >@DHD) 31 o 50
15— CLDV 2 '
D CN 3 5 " 10 69/ 7 739
et es—ra 5
@1D C
&> & wl N\ ED @D @D
53 f 52y a3
Hinh 7. K&t qua phan tich mé hinh SEM 1an 2 (chuin héa) (Ngudn: Két qud xit ly sé liéu
trén Amos 20)
Bang 6. Két qua phan tich mo hinh SEM lan 2
MG quan hé twomg quan [ p oo [Estimate Top T = Th g
giira cac nhan to Standard
PGKH < GTCN 0,643 0,603 0,089 7,266 Rk
bGKH < CNTV 0,526 0,580 0,064 8,255 ok
CK < DGKH 0,784 0,586 0,093 8,387 Rk
CLSP < GTCN 1 0,782
CP < GTCN 0,323 0,305 0,082 3,951 ook
DVKH < GTCN 0,894 0,685 0,139 6,415 ok
DPbDHH < GTCN 0,802 0,704 0,114 7,021 ook
CS < CNTV 0,324 0,305 0,074 4,358 ok
CS < DGKH 0,23 0,196 0,09 2,557 0,011
TT < CK 0,581 0,704 0,06 9,746 ok
CS < CK 0,364 0,416 0,06 6,056 ok

(Ngudn: Két qud tinh todn trén phdn mém Amos 20)
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Két qua wéc lwong cac tham so cho thay
cac moi quan hé déu c6 y nghia thong ké.
Dwa vao gia tri p_value cla cac hé so wéc
lwgng & Bang 6, caic moi quan hé trong mo
hinh ciu trdc tuyén tinh SEM I4n 2 déu cé y
nghia théng ké & do tin ciy 95%.

Gia tri cdm nhan c6 anh hwéng tich
cwc dén danh gia cia khach hang (B = 0,6).
Pem lai cho khach hang sw cam nhén t6t
vé dich vu. Cdm nhén sv thu vi dwoc danh
gia cao sé c6 anh hwdng tich cwc dén danh
gia ctia khach hang va khién khach hang
chia sé vé thwong hiéu trwc tuyén nhiéu
hon (véi B = 0,58: Anh hwdng ciia cam
nhin sy thu vi dén danh gia cta khach
hangva f = 0,31: Anh hudng ctia cdm nhan
suw thu vi dén y dinh chia sé). Panh gia cda
khach hang cé anh hwéng tich cwc manh
nhit dén cam két ctia khach hang (B =
0,59), danh gia ciia khach hangla téng hop
cua sw hai long va sw tin twéng. Mat khac,
khi khach hang danh gia cao vé thwong
hiéu truc tuyén, ho sé c6 y dinh chia sé vé
thwong hiéu d6 dén ngwoi than nhiéu hon
(B =0,2). Cam két ctia khach hangla yéu to
tac dong tich cwc va manh nhat dén hai
thanh phan cta long trung thanh 13 y dinh
chia sé va y dinh tiép tuc st dung (véi B =
0,7: Anh hwéng cia cam két dén y dinh
tiép tuc st dung va f = 0,42: Anh huéng
ciia cam két dén y dinh chia sé). Cam két
cta khach hang dwogc xem nhw “chat keo”
gan két thwong hiéu va khich hang véi
nhau. Trong linh viec mua sdm truc tuyén
noi riéng va thwong mai dién t néi chung,
van dé quan trong la xay dung dwgc moi
quan hé lau dai véi khach hang.

4. Két luan

Cac két qua phéan tich cho thiy chit
lwong giao dich dwogc danh gia cao la mot
diéu kién tién quyét, quan trong dé nang
cao chat lwong moi quan hé. Pong thoi,
xay dwng ciu trac lién két chit lwong giao
dich - chat lwong mdéi quan hé la tién dé
can thiét dé dat dwoc long trung thanh cda
khach hang. Mu6n xiy dwng long trung
thanh, cdc nha quan ly can phai tao dwoc
dau 4n khac biét trong danh gia ctia khach
hang, chu trong nang cao long tin va sw hai
long. Tao sw minh bach va dang tin cay
trong viéc cung cip théng tin. Ludn sdn
sang nhan trach nhiém: Khi c6 sai sot, cac
don vi cung cip san phidm/dich vu truc
tuyén can chd déng nhin trdch nhiém
bing viéc phat hién van dé, xin 16i khach
hang vi sy gian doan, cling nhw tim giai
phap dé gidi quyét van dé trong thoi gian
sém nhat. Cic doanh nghiép cling nén xay
dwng moi quan hé bén chat, 1au dai véi
khach hang théng qua nhitrng twong tac y
nghia va cung cip gia tri pht hgp véi tirng
déi twong khach hang.

Mé6i quan hé gitra khach hang véi
doanh nghiép va long trung thanh cuda
khach hang chi tén tai khi ho thay va tin
twdng rang ngudi ban c¢6 kha ning va dong
lwc d€ cung cdp san phdm chit lwgng ding
v&i mong dgi cda ngwdi mua. Long tin cda
nguoi tiéu dung sé dwoc hinh thanh khi
ngwoi ban dau tw nhiéu nguon lyc dé duy
tri méi quan hé véi ngwdi mua va thwong

xuyeén tuwong tac véi khach hang.
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