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Tém tit

Nghién civu nay dege thue hién nham kham phd so thich va mike san long chi tra cia khdch hang cho dich
vu giao hang chang cudi doi voi cac mat hang tiéu dimg nhanh (FMCG). Dya trén div liéu khao sdt cac khach
hang tai thanh pho Long Xuyén, tinh An Giang, phirong phdp phan tich két hop ( ConjomtAnalySls CA) duwoc
sur dung nham wéc leong tam quan trong cia cdc thugc tinh cua dich vu giao hang chéng cuoi. Két qua cho
thay thugc tinh quan trong nhat cua dich vu giao hang chang cudi anh huwong dén sé thich va s lua chon cia
khdch hang la thudc tinh “gid tri don hang”, ké dé la thudc tinh “khodng cdch giao hang” va “toc do giao
hang”. Bén canh dé, két qua con cho thdy khdch hang sdn long tra phi dich vu giao hang tir 9.500 dong dén
22.500 dong, tity thudc vao gid tri don hang, khodng cdch va toc dg giao hang. Tir két qua nghién ciru, mot
$6 ham y dwge dé xudt nham givp cac don vi cung cdp dich vu Logistics va cdc nha béan 1é cdc mat hang tiéu
dung nhanh xdy dung chinh sach giao hang va dinh e phi giao hang phit hop nham thu hit khach hang.

Tiwr khéa: An Giang, dich vu giao hang ching cudi, mirc sdn long chi trd, phan tich két hop, so thich,
thi nghiém sy lya chon.
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Abstract

This study was conducted to explore customers’ preference and willingness to pay for last-mile delivery
service in the case of for fast moving consumer goods. A stated-preference dataset was collected from customers
in Long Xuyen City, An Giang Province, and we used Conjoint Analysis Method to estimate important score of
last-mile delivery’s attributes. The result shows that the most important attribute affecting customers’ preference
is value of order attribute, followed by distance of delivery and speed of delivery attributes. In addition, the
result also illustrates that customers are willing to pay for delivery fee from VND 9,500 to 22,500 depending
on value of order, distance and speed of delivery. Some implications are proposed in order for Logistics service
providers and FMCG retailers to construct delivery policies and appropriate delivery fee to attract customers.
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1. Pit van dé

Su phé bién cua dién thoai thong minh
(Smartphone) va Internet tai Viét Nam da thic day
su phat trién manh mé& ctia linh vire thwong mai dién tir
va thi truong ban 16 tre tuyén. Nam 2019, thi trudng
nay dat quy mé 9,4 ti USD va dugc du bao sé dat
dén 17,3 ti USD vao nam 2023 (British Chambers of
Commerce, 2020). Nam 2019, hon 54 triéu nguoi da
mua hang tiéu dung tryc tuyén, véi gia tri thi trudng
dat gan 3 ti USD (Kemp, 2020; British Chambers of
Commerce, 2020). Binh quan mdi ngudi chi khoing
54 USD/nim d¢é mua hang tiéu dung tryc tuyén,
trong do, 26% khach hang chi binh quan 43,5 USD/
thang dé mua sdm truc tuyén (British Chambers of
Commerce, 2020), 31% khach hang c6 tan sut mua
sim hang tuan (Q&Me, 2020; British Chambers of
Commerce, 2020). Theo Bao cao Chi $b thuong mai
dién tir Viét Nam nam 2020, An Giang xép hang thir
31/63 vé chi sb phat trién thuong mai dién tir. Vé chi
s6 giao dich gitra doanh nghiép va ngudi tiéu dung
(B2C), An Giang xép hang thi 18 trén ca nude (Hiép
héi Thuong mai dién tir Viét Nam, 2020). Ngoai ra,
Uy ban nhan dan tinh An Giang di ban hanh Quyét
dinh s6 179/QD-UBND ngay 27/01/2021 phé duyét
Ké hoach phat trién thuong mai dién tir tinh An Giang
giai doan 2021- 2025, trong d6, tinh nay phan dau
dung thir hang thir 25 ca nuoc va dung thir 4 khu vuc
Dong bang song Ctru Long vé chi s6 phat trién thuong
mai dién tir. Didu nay tao ra co hoi (thi truong) rat
16n cho cac nha ban 1é truc tuyén ciing nhu cac nha
cung cép dich vu giao hang chang cudi. Dich vu giao
hang ching cudi ciing 12 vin dé ma cac nha ban 1¢
truc tuyén dac biét quan tam vi d6 chinh la két nbi
quan trong gitta nha ban 1€ va nguoi tiéu dung, 1a mot
yéu t6 quan trong anh hudng dén thanh cong ciia hoat
dong kinh doanh truc tuyén (Hubner va cs., 2016).

C6 nhiu dinh nghia khac nhau vé Giao hang
ching cudi (Last-mile delivery). Theo Lim va cs.
(2018), giao hang chang cudi la quing duong di cudi
cung clia hang hoa trong chudi cung u’ng, tur kho hang
cudi cung cia nha ban 1é cho dén diém dén ma nguoi
tiéu dung yéu cau. Piém dén ma nguoi tiéu dung yéu
cau c6 thé 12 nha riéng, noi lam viéc hodc mot diém
nhén hang tép trung (chéng han, buu cuc, hop nhan
hang) (Lim va cs., 2018). Nghién ctru cua Gevaers
va cs. (2009) cho thiy chi phi giao hang chiang cudi
c6 thé chiém tir 13-75% tong chi phi ctia chudi cung
ung. Bay dugc xem la mdt trong nhitng hoat dong

t6n kém nhat, it hidu qua va gdy 6 nhidém nhat trong
chudi cung tmg (Gevaers va cs., 2014).

Dé xir Iy cac don hang truc tuyén, cac don vi
cung cap dich vu Logistics cling nhu cic nha ban 1€ tai
Viét Nam da cung cap mot s6 chinh sach giao hang tai
nha. Chang han, Shoppee va Lazada, hai trang thuong
mai dién tur 16n tai Viét Nam, chi cung cép 1 goi giao
hang tiéu chuan trong vong 3 - 5 ngay lam viéc voi
phi dugc tinh tuy theo quing dudng va khéi luong
ctia moén hang, trong khi hé thong siéu thi Coopmart,
mdt trong nhimg nha ban 1¢ hang tiéu ding hang dau
Viét Nam véi hon 100 siéu thi, ciing giao hang tin
nha cho nhiing khéch hang c6 héa don mua hang tri
gia tir 200.000 ddng hodc 300.000 dong trd 1én va chi
giao trong ban kinh 3km hodc Skm (tuy khu vuc). RS
rang 1a nguoi tiéu ding van chua c6 nhiéu Iya chon
cho dich vu giao hang chiang cudi, mic du day duoc
xem 1 mot mat xich quan trong giita nha ban 1é va
ngudi tiéu dung trong chudi cung tmg.

Mot s6 nghién ciru di duogc thuc hién dé kham
pha s& thich ciia khach hang ddi véi cac thudce tinh
ctia dich vy giao hang ching cudi (Gawor va Hoberg,
2018; Nguyen va cs., 2019). Gawor va Hoberg (2018)
da st dung thi nghiém su Iya chon dé khao sat 635
khach hang thudng mua hang truc tuyén tai Hoa Ky.
Két qua nghién ctru cho thiy phi giao hang 14 thudc
tinh quan trong nhat, ké d6 1a thudc tinh toc do giao
hang va tinh tién loi. Két qua ciia Gawor va Hoberg
(2018) ciing dugc ung ho boi phat hién cua Nguyen
va cs. (2019). Trong d6, nghién ctru cua Nguyen va
¢s. (2019), dya trén dir liéu khao sat nguoi ti€u dung
& Ha Lan, cho thy phi giao hang ciing 1a thudc tinh
quan trong nhat anh hudng 1én s thich cta nguoi
tiéu dung, ké 46 1a cac thudc tinh phi gia nhu toc do
giao hang, khung thoi gian giao hang va ngay giao
hang trong tuan. Tuy nhién, nghién ctru cia Nguyen
vd es. (2019) chi dua ra mot muc phi giao hang cb
dinh cho tat ca cac don hang ma chua xem xét mirc
san long tra phi giao hang clia ngudi tidu dung dwa
trén gid tri hda don mua hang, va ciing chua danh gia
anh hudng cta khoang cach giao hang dén murc sin
long tra phi giao hang. Ngoai ra, chling t6i chua tim
thdy nghién ctru nao dugc thuc hién nhim kham pha
s& thich va mirc sin 10ng tra ctia nguoi tiéu dung dbi
v6i dich vu giao hang ching cudi cho mit hang tiéu
dung nhanh tai An Giang noéi riéng va ¢ Viét Nam
n6i chung, mot quéc gia dang phat trién, noi c6 bdi
canh khac so véi Ha Lan va Hoa Ky, cac qudc gia
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phat trién vé kinh té va ha ting Logistics nhu trong
nghién ctru cua Gawor va Hoberg (2018) va Nguyen
va cs. (2019). Do vay, nghién ctru nay dugc thuc
hién nham bd sung cho nhimng khoang tréng néu trén.

Nganh hang ti€u dung nhanh (FMCQG) tai Viét
Nam c6 su tang trudng kha manh trong nam 2020 ca
vé sb lwong va gié tri mac du chiu sy anh huong cua
dai dich Covid-19 (Kantar, 2020). Du chg va tiém
tap hoa van 1a kénh mua sdm chinh vdéi ti trong vé
gia tri khoang 62%, cac kénh mua sam hién dai (siéu
thi, chudi cira hang tién 1¢i, kénh online) ciing dong
vai tro quan trong trong su tdng trudng cia nganh
hang FMCG va chiém ti trong khoang 25% vé gia
tri. Trong d9, ti trong vé gia tri cia kénh online tang
tr 2,7% vao nam 2019 1én 3,7% vao nam 2020. Cac
kénh hién dai lién tuc phat trién va mo rong thi phﬁn
(Kantar, 2020) Viéc x@y dung cac chinh sach giao
hang chang cubi phu hop cling 1a mot trong nhung
nhan t6 quan trong g6p phan thic day su phat trién cta
cac kénh mua sdm hién dai, dic biét 1a kénh online.

2. Co's6 1y thuyét

Theo Lim va cs. (2018), giao hang ching cudi la
quing dudng di cudi cung cua hang hoa trong chudi
cung tmg, tir kho hang cudi cing ciia nha ban 1é cho
dén diém dén ma nguoi tidu dung yéu cau. C6 nhiéu
phuong phap giao hang ching cudi, tiy thudc vao
chién lugc cia nha ban 1é. Hubner vd cs. (2016) va
Marchet vd cs. (2018) d xay dung khung 1y thuyét vé
hoach dinh chién lugc cho hé thong xir Iy don hang
clia cac nha ban 1¢ hang tap phdm (grocery retailers)
da kénh. Trong d6, nha ban 1& co thé chon mot trong
nhiing phuong phép giao hang sau: (1) giao hang
tan nha vdi sy c6 mat ciia ngudi nhén; (2) giao hang
tan nha khong c6 sy c6 mat cia ngudi nhan (vi duy,
hop thu, hop nhén hang, hodc mdt noi an toan duoc
khach hang chi dinh va (3) giao hang dén diém nhan
hang tap trung (pick- -up point) va khach hang phai di
ra diém nhan hang dé nhan. Nghlen ciru nay chi xem
xét dich vu giao hang chang cudi trong trudong hop
giao hang tan nha voéi sy c6 mat cia ngudi nhan, vi
hai phuong phap phap nhan hang con lai khong phu
hop v&i bdi canh cia nghién ciru ndy & cac mit sau.
Mot la, Viét Nam chua phd bién hinh thirc hop nhan
hang (reception box) nén don vi giao hang khong thé
dam bao hang hoa an toan néu khong c6 sy c6 mit cia
khach hang sau khi nhan vién giao hang roi di. Hai
la, nguoi tiéu dung ¢ Viét Nam thuong mua cac mat
hang tiéu ding nhanh tai cac diém ban (ctra hang, siéu
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thi) trong ban kinh (tinh tir nha ho) khoang 3km, nén
viéc yéu cau ngudi tiéu dung tu dén diém nhan hang
tap trung (pick-up point) dé nhan hang ciing giéng
nhu ho tu dén ctra hang dé mua va dem vé nha. Ba
la, nguoi ti€u dung Viét Nam thuong c6 thoi quen sur
dung tién mat, nén ho thuong nhén hang va tra tién
sau khi nhan hang (COD - cash on delivery) hon la
thanh toan trudc qua thé hodc vi dién ta.

Mot trong nhing 1y thuyét quan trong vé hanh
vi khach hang 14 1y thuyét do thoa dung da dic tinh
cua Lancaster (1966). D§ thoa dung dugc dinh nghia
1a tong gi4 tri ctia mot san pham mang lai cho ngudi
tiéu dung, duoc cAu thanh tir gia tri cua cac thugc tinh
ctia san pham (Hair va cs., 2019). Ly thuyét nay cho
rang d6 thoa dung ma ngudi tiéu ding c6 dugce 1 tir
chinh céc thugc tinh ciu thanh san pham d6. Nguoi
tiéu dung s& chon san phdm mang lai cho ho d6 thoa
dung cao nhat.

C6 nhiéu thudc tinh cau thanh dich vu giao hang
chang cudi, ching han phuong thirc giao nhan hang
(giao hang tai nha hoac giao hang tai diém nhan hang),
toc do giao hang (trong ngay, 2-3 ngay, 3-5 ngay),
khung thoi gian giao hang (time window); khu vuc
hodc khoang cach giao hang (Hubner va cs., 2016;
Marchet va cs., 2018, Nguyen va cs., 2019). Bung
tir goc d6 ciia cac nha cung cdp dich vu Logistics
(Logistics Service Providers-LSPs) va/hodc cac nha
ban 1€ c6 chinh sach giao hang tai nha, cac thudc tinh
cta dich vu giao hang anh huéng dén chi phi giao
hang ma nha ban 1é phai chju. Vi du, muén ting téc
d6 giao hang, cac nha ban 1é va LSPs hodc phai st
dung phuong thirc giao hang nhanh hon hoac phai
phan tan hang ton kho, tir ¢6 1am tang chi phi ton kho
va chi phi giao hang. Mot s nghién ciru cho théy,
khung thoi gian giao hang (time window) cang hep
(trong vong 1 gid thay vi trong vong 4h) thi chi phi
giao hang cang cao (Gevaers va cs., 2009; Gevaers
va cs., 2014). Bung tir géc d6 cia nguoi ti€u dung,
nghién ctru cua Gawor va Hoberg (2018) va Nguyen
va ¢s. (2019) cho thay muc d6 ciia cac thudc tinh cua
dich vu giao hang anh huong 1én mirc san 1ong chi tra
phi giao hang ctia nguoi ti€u dung. Vi du, nguoi ti€u
dung sin sang tra thém phi giao hang tir 1,2% - 6,5%
trén gia tri don dé nhan hang nhanh hon (tic 13 ho
mudn tdc ddc giao hang nhanh) (Gawor va Hoberg,
2018). Diéu nay cho thdy, tbc do giao hang, gié tri
don hang c6 anh huéng dén muc phi giao hang ma
ngudi tiéu dung san 1ong chi tra.
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3. Thiét ké thi nghiém nghién ctru va phwong
phap nghién ctru

Dé thu thap dir liéu vé so thich ciia ngudi tiéu
dung trong phuong phap phan tich két hop, nha
nghién ctru st dung thi nghiém sy lya chon. Pau
tién, nha nghién ctru phai chon cac thudc tinh va
muc do cua tung thugc tinh. Viéc Iya chon cac thudc
tinh cho san phém/dich vu va muc do cua tung thudc
tinh thuong duoc thyc hién dya vao nghién ctru tai
lidu lién quan dén chu dé nghién ciru va xem xét cac
thudc tinh cta cac san phém/dich vu dang dugc cung
cép trén thi truong.

Trong nghién ctru nay, cac thudc tinh quan trong
va murc do cua tung thude tinh cia mot dich vu giao

hang ching cudi dugc xac dinh qua 3 budc sau. Pau
tién, tac gia dya vao khung hoach dinh chién luoc cho
hé théng xir Iy don hang ciia cac nha ban 1¢ da kénh
cta Hubner va cs. (2016) va Marchet va cs. (2018)
dé x4c dinh céc thudc tinh ciia mét dich vu giao hang
ching cudi. K& dé, cac chinh sach giao hang tai nha
ciia mot sb siéu thi 16m (Coopmart, Maga Market)
tai thanh phd Long Xuyén, tinh An Giang dugc xem
xét. Sau cung, 2 nhom phong van tap trung dugc to
chirc, mbi nhom gdm 5 khach hang 14 nhitng ngudi
chiu trach nhiém chinh trong vi¢c mua sdm hang tiéu
dung nhanh cho gia dinh. Két qua ctia qua trinh trén
la bang cac thudc tinh va mirc d¢ cia tirng thudc tinh
ctia mot dich vu giao hang chiang cudi cho mat hang
tiéu dung nhanh (Bang 1).

Bang 1. Cac thudc tinh va mirc d9 ciia tirng thudc tinh ciia dich vu giao hang ching cudi

STT Thudc tinh

Murc dd cta thudc tinh

Gi4 tri don hang Duéi 300.000 dong

Tir 300.000 dong tro 1én

2 Khoéng cach giao hang Dudi 3 km

Tu 3 km- 10 km

3 Tée do giao hang

Giao hang nhanh trong vong 2 gio

Giao hang trong vong 24 gio lam viéc

Sau khi da xac dinh duogc cac thude tinh va mirc
dd cua tirng thudc tinh, cac hd so lira chon (profiles)
s€ dugc xay dung. Ho so lua chon 1a su két hop cia
cac thudc tinh & mdi mtrc do khac nhau. Véi 3 thudc
tinh, trong d6 mdi thudc tinh c6 2 mac do (level),
tong cong s& hinh thanh 8 hd so lwa chon (= 2%2*2).
Vi s6 ho so lya chon khéng qué nhiéu nén nghién
ctru nay sir dung phuong phap thiét ké nhan t6 day
du (Louviere vd cs., 2000). Két qua cta thiét ké nhan
td dﬁy dt 12 8 hd so lua chon & Bang 2, trong do, mdi
ho so Iva chon 13 sy Kkét hop cuia cac thudc tinh & cac
muc dg (level) khac nhau.

Phuong phap phan tich két hop 1a mot phwong
phap luan duoc phat trién dé giup kham pha s¢ thich
cua khach hang ddi véi san phém hoac dich vu, tur
do gitip thiét ké san pham, dich vu pht hop voi so
thich ctia ho. N6 dua trén tién dé rang nguoi tiéu dung
danh gia so thich cua ho dbi v6i mot san pham/dich
vu béng céch két hop cac gia tri ho c6 dugc tir chinh
cac thudc tinh cia san phém d6 (Hair va cs., 2010).
S& thich cua khach hang dbi v6i mot san pham cu
thé 12 mirc d6 thoa dung ho nhén dugc tir cac thude
tinh ctia san pham d6. Phuong phap phan tich két
hop phtt hop véi 1y thuyét d6 thoa dung da dic tinh
cua Lancaster.

Trong phuong phap phan tich két hop, ngudi

Nguon: Tong hop ciia tac gid

tiéu dung s€ xem xét cac thudc tinh, dic diém cua
mot san phém/djch vu va ho dugc yéu cau cho diém
danh gia, xép hang hodc chon Iya trong sé cac phuong
an thay thé. Dya trén danh gia ctia ngudi tiéu dung,
nha nghién ctru s€ kham pha ra anh hudng cua ting
thudc tinh (part-worth utility) dén d6 thoa dung va
s& thich ciia ngudi tiéu dung. Do khong thé quan sat
hodc do luong dugc tat ca cac thudc tinh, nha nghién
ctru chi chon nhiing thudc tinh quan trong nhét véi
nguoi tiéu dung.

Gia tri part-worth utility udc lugng duogc t
phuong phép phan tich két hop s& dwoc sir dung dé
tinh todn mirc san long chi tra ctia ngudi tidu dung
cho cac thudc tinh cling nhu dy doén sy Iya chon cta
ngudi tiéu dung va thi phan dbi véi cac san phim/
dich vu trong nhitng kich ban khac nhau (Hair va
cs., 2010).

Ngudi duoc phong van s& duge xem xét tat ca
céc ho so lua chon va ty dé xuit muc phi ma ho san
1ong tra cho tirng hd so lira chon d6. Tir nhitng danh
gia cta dap vién, tac gia st dung phuong phap phan
tich két hop dé udc luong gia tri Part-worth utility
ctia dap vién d6i voi timg mirc d6 cua cac thudc tinh
theo mo hinh sau:

U=a+)

m

(i=1)

X% O
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Trong d6, U 1a tdng mirc d6 hitu dung (ciing 1a
muc gia sin long tra) cua dép vién ddi voi mot ho
so lya chon; a 13 hang sb, B, hé sO wdc lugng (part-
Worth utility) déi voi mirc do ] cua thudc tinh i; m 1a
) lugng cac thudc tinh; n la s6 muc do cua thudc tinh

i; X, 1a mirc do j cua thudc tinh i. Gia tri Part- worth
utility (,B ) dugc sir dung dé tinh toan trong sb cua
tung thuoc tinh anh huorng dén do thoa dung cua dap
vién, va dy doan thi phan cta timg hd so lya chon
trong nhitng kich ban khac nhau (Hair va cs., 2010).

Bang 2. Cac hd so lya chon

Ho so lya chon Gia tri don hang Khoang cach giao hang Téc d giao hang
1 Du6i 300.000 dong Dudi 3 km Giao hang nhanh trong vong 2 gio
2 Du6i 300.000 dong Duéi 3 km Giao hang trong vong 24 gid lam viéc
3 Dudi 300.000 dong Tu 3 km - 10 km Giao hang nhanh trong vong 2 gio
4 Duéi 300.000 dong T 3 km - 10 km Giao hang trong vong 24 gid lam viéc
5 Tir 300.000 dong tré 1én | Tir 3 km - 10 km Giao hang nhanh trong vong 2 gio
6 Tir 300.000 dong tré 1én | Dudi 3 km Giao hang trong vong 24 gid lam viéc
7 Tir 300.000 dong tré 1én | Tir 3 km - 10 km Giao hang trong vong 24 gi¢ lam viéc
8 Tir 300.000 dong tré 1én | Dudi 3 km Giao hang nhanh trong vong 2 gio

Nguon: Két qua thiét ké nhdn t6 day di trén phan mém SPSS.

4. Dir liéu va mAu nghién ctu

Dit liéu duoc thu thap bang phwong phap phong
van tryc tiép va giri bang cau hoi qua email ciia nguoi
tiéu dung tai An Giang tir thang 1 dén thang 3 nam
2021. Trong téng sb 137 dap vién phan hoi, co 21
phiéu tra 161 khong dat yéu cau do dép vién khong
cung cap day du thong tin quan trong lién quan dén

danh gia cac hd so lua chon, hodc khong co6 su khac
biét trong diém d4nh gia cac hd so lwa chon khac nhau
(co thé do dap vién chon tuy ti€n mot mirc diém cho
tat ca cac ho so lya chon khac nhau). Cudi cung, 116
phiéu tra 16i dat yéu cau duoc dua vao phan tich két
hop. Ti 18 phiéu tra 16i hop 18 trén tong s6 phiéu tra
101 1a 85%.

Bang 3. Mb ta dbi twong khio sat

Tiéu chi Trung binh | Nhé nhit | Lén nhdt | D léch chuén
Nhin khéu hoc
Tudi 25,08 18 46 5,16
Giéi tinh (1 = Nir) 60,30 0 1 X
S6 thanh vién trong gia dinh (nguoi) 4,11 1 8 1,40
Thu nhép (1.000 dong/thang) 22.336,21 3.000 75.000 15.307,82
Théi quen mua sim hang FMCG
Tan suit mua hang/thang (1in) 5,74 1 16 4,50
Khoang cach tir nha dén noi thuong mua han
PN Gg(mé ) £ £ 1.834,91 50 10.000 2.044,97
Thoi gian mua sim va di chuyén (phut) 40,59 5 180 33,49
Gia tri don hang/lan (1.000 dong) 309,66 30 2.000 313,37
Sé tién chi cho hang FMCG/thang (1.000 dong) 1.463,88 100 8.000 1.649,04

Bang 3 1a thong ké mo ta mau nghién ciru. Dbi
tuong khao sat trong do tudi tir 18 dén 46 tudi véi tudi
trung binh 14 25 tudi va hon 60% nguoi tham gia khao
sat 1a nir gioi, thuong la nhitng nguoi chiu trach nhiém
chinh trong viéc mua hang FMCG cho gia dinh. Trung
binh mot h¢ gia dinh dugc khao sat c6 4 thanh vién
v6i thu nhap binh quan hon 22 tridu dong/hd/thang.

Vé théi quen mua sim hang FMCG, tan suat
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Nguon: Dit liéu khdo sdt, thang 3/2021.
mua hang tiéu dung nhanh ctia mét hd gia dinh trung
binh khoang 5 - 6 1an/thang v&i gia tri hoa don binh
quan cho mdi 1an mua 1 trén 300.000 dong/lan. Sb
tién chi tiéu cho hang tiéu dung nhanh ctia mét ho gia
dinh trung binh 14 gan 1,5 triéu dong/thang. Ngudi
tiéu dung tai An Giang thuong di mua sam trong ban
kinh (tinh tir nha dén noi mua) khoang 1 ,8km va ho
mat khoang 41 phut cho mdi lan mua sdm.
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11,2% (Siéu thi)

19,8%
(Tiém tap hoa)

26,7% (Clra hang tién loi)

422%
(Cho)

Hinh 1. Noi thlr(“rng xuyén mua hang FMCG

Nguon: Dit liéu khao sat, thang 3/2021.

V& noi thuong xuyén mua hang FMCG, két qua
thong ké cho thy, kénh ban hang FMCG truyén thong
(chg, tiém tap hoa) van 1a nhitng kénh ban hang chu
luc cua mat hang nay khi ma hon 60% nguoi ti€u dung
chon Iya. Gan 40% khéach hang trong mau nghién ciru
thudng xuyén mua sim tai cac kénh ban hang hién dai
(siéu thi, chudi cira hang tién loi). Két qua nay kha

tuong ddng véi bao cao cua Kantar (2020) vé tinh
hinh thi truong FMCG tai Viét Nam. Mac du kénh
ban hang truyén théng co loi thé vé gia ca, cac don
vi ban hang qua kénh hién dai c6 thé thu hat khach
hang bing cach tao ra gia tri va su tién loi cho khach
hang bang dich vu gia hang ching cubi.

5. Két qua va thao luin

5.1. Két qua phén tich két hop

Két qua phan tich két hop (Conjoint Analysis)
dé kham pha sé thich ctia nguoi tiéu ding ddi véi cac
thudc tinh cta dich vu giao hang ching cubi duoc thé
hién & Bang 4. Phan A trong Bang 4 cho thay tinh
phtt hop ctia mé hinh dya trén théng ké Pearson’s R
va Kendall’s tau. Thng ké nay cho thiy mdi twong
quan gitta sé thich dugc quan sat va sé thich uéc
luong. Gia tri théng ké kha 16n (voi mirc ¥ nghia nho
hon 1%) cho thay c6 su twong quan chit ché gitta s&
thich quan sat va mé hinh uéc luong.

Bang 4. Két qua phan tich két hop

Phin A
(Correlations®) Gia tri Sig.
Pearson's R 0,992 0,000
2 Kendall's tau 0,929 0,000
a. Correlations between observed and estimated preferences
Phin B
Thugc tinh Mikc do thudc tinh Part-v’vorth Utility Std. Error
: * : woce lwgng
Gia tri don hang Duéi 300.000 dong 2,006 0,242
Tir 300.000 dong tro 1én -2,006 0,242
Khoang cach giao hang Dudi 3 km -1,866 0,242
T 3 km - 10 km 1,866 0,242
Téc do giao hang Giao hang nhanh trong vong 2 gio 2,606 0,242
Giao hang trong vong 24 gio lam viéc -2,606 0,242
(Constant) 16,022 0,242

Phan B cua Bang 4 cho thiy gia tri Part-worth
Utility u6c lugng tir mé hinh (1) d6i voi mbi cap do
cua cac thugc tinh ciia mot dich vu giao hang. Két
qua chi ra rang sy két hop cta cac thudc tinh nhu toc
d6 giao hang nhanh trong vong 2 gio, trong ban kinh
giao hang tir 3 - 10km cho don hang c¢6 gia tri dudi
300.000 dong mang lai do thoa dung cao nhét va co
murc san 1ong chi tra cao nhat.

Bang 5 cho thiy murc sdn 1ong chi tra ciia ngudi
tidu diing cho cac hd so lwa chon (cac chinh séch giao

Nguon: Két qud phdn tich két hop trén SPSS.
hang ching cudi) khac nhau. Nhin chung, nguoi tiéu
ding sin sang chi tra tir 9.500 dong dén 22.500 dong
cho dich vu giao hang ching cubi (tan nha). Mirc phi
giao hang san long tra tily thudc vao gia tri don hang
ma ho mua, khoang cach giao hang ciing nhu toc do
giao hang. Trong do, ngudi tiéu dung thudng san long
chi tra phi giao hang thip hon néu don hang ho dit c6
gid tri cao, khoang cach giao hang gan va téc do giao
hang trong vong 24 gid. Vi dy, néu 2 don dit hang cling
¢6 gia tri dudi 300.000 ddng va khoang cach giao hang
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dudi 3km, nguoi tidu dung san sang tra thém khoang
5.000 dong (tir 13.500 ddng 1én 18.700 dong) dé duoc
nhén hang nhanh trong vong 2 gio, thay vi phai cho
trong 24 gio sau khi dat hang. Két qua nay nhét quan &
tat ca cac cap ho so lwa chon ¢ cling gia tri don hang,
cung khoang cach giao hang nhung khac vé toc do giao
hang (vidy, 1 va2;3va4;5va7;6vag).

Két qua nghién ciru (Hinh 2) con cho thay thudc
tinh quan trong nhat ctia dich vu giao hang ching cudi

1a thudc tinh gia tri don hang, véi trong s6 hon 38%.
K& @6 1a hai thudc tinh ciing khong kém phan quan 1a
khoéng cach giao hang va téc do giao hang vdi trong
s6 1an luot 14 31% va 30%. Do vay, cac don vi cung
cap dich vu giao hang ching cudi, khi xay dung cac
chinh sach va dich vu giao hang tin nha can quan tim
dén ba thudc tinh nay va sy danh doi ciia ngudi tiéu
dung khi lya chon tde d6 giao hang, dé co thé dinh
ra muc phi giao hang phu hop.

Bang 5. Mirc gia siin long tra (WTP) cho tirng hé so lwa chgn

Hinh 2. TAm quan trong ciia tirng thudc tinh cia dich
vu giao hang chang cuoi

Nguon: Két qud phan tich két hop trén SPSS.

Thuge tinh | Gi tri don hang Khoing cich Téc d giao hang
: : giao hang :
o Duéi | Tir 300.000 - Giao hang | 0130 hang M san
Mirc do A ., Dwéi | Tir 3km trong vong L P long tra
N L. 300.000 dong tré nhanh trong v 1 Hang so
thugc tinh 9 Iy 3km - 10km \ .| 24 giolam (WTP)
dong 1én vong 2 gio < A
viée Dong
Part-worth | 506 2,006 | -1.866 | 1.866 2.606 2.606 | 16.022
Utility
Hb so lwa chon
1 X X X 18.769
2 X X X 13.556
3 X X X 22.500
4 X X X 17.287
5 X X X 18.488
6 X X X 9.544
7 X X X 13.276
8 X X X 14.757
Nguon: Két quda phan tich két hop trén SPSS.
45,0% — 5.2. Két qua mo phoéng thi phian
hagin Gia tri Part-worth Utility wéc luong tir mo hinh
— (1) c6 thé dugc dung dé du bao thi phan cua s¢ thich
200% cta khach hang doi voi moi ho so lya chon (cac chinh
13232 sach giao hang ching cudi khac nhau) (Hair va cs.,
i 2010). Téc gia sir dung m6 hinh 46 théa dung toi da
' Gidti donhing  Khoing cich giao hing  Téc d6 giao hng (maximum utility model) d¢€ du doan sy lya chon goéi

dich vu giao hang cua nguoi tiéu dung (Hair va cs.,
2010). M6 hinh nay gia dinh rang “ngudi chon” s& chon
“hd so lua chon” mang lai cho ho d6 thoa dung cao
nhét, tir d6, thi phﬁn cua cac Irra chon sé duoc tinh toan.

Bing 6. Cac kich ban mé phéng thi phan

Phin A - Kich ban 1: Khoang cich du6i 3km

Thugc tinh Gia tri don hang Khoéng cach giao hang Téc dd giao hang
Luwa chon 1 Tir 300.000 dong tro 1én | Dudi 3 km Giao hang trong vong 2 gio lam viéc
Luwa chon 2 Tir 300.000 dong tro 1én | Dudi 3 km Giao hang trong vong 24 gi¢ lam vi¢c
Lwa chon 3 Duéi 300.000 dong Du6i 3 km Giao hang trong vong 2 gid lam viéc
Luwa chon 4 Du6i 300.000 dong Du6i 3 km Giao hang trong vong 24 gid lam viéc
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Phin B - Kich ban 2: Khoing cach tir 3k m - 10 km

Luwa chon 1 Tir 300.000 dong tré 1én | Tir 3 km - 10 km Giao hang trong vong 2 gid lam viéc
Luwa chon 2 Tir 300.000 dong tré 1én | Tir 3 km - 10 km Giao hang trong vong 24 gid lam viéc
Lwa chon 3 Dudi 300.000 dong Tu 3 km - 10 km Giao hang trong vong 2 gio lam viéc
Lwa chon 4 Duéi 300.000 dong Tu 3 km - 10 km Giao hang trong vong 24 gi¢ lam viéc

Pé thuc hién mo phong, tac gia xay dung 2 kich
ban. Kich ban 1 (Phan A, Bang 6) bao gdm 4 hd so lya
chon, ap dung doi véi cac khach hang ¢6 khoang cach

Nguén: Mé phong cua tdc gid.
giao hang dudi 3km tai thanh phd Long Xuyén, tinh An
Giang. Kich ban 2 (Phan B, Bang 6) 4p dung ddi véi
cac khach hang c6 khoang cach giao hang tir 3km-10km.

Bing 7. Két qua mé phéng thi phin ciia sé thich

Thi phan mé phéng Luwa chon 1 Luwa chon 2 Lua chon 3 Luwa chon 4
Thi phén kich ban 1 27,1% 2,3% 63,1% 7,5%
Thi phan kich ban 2 27,1% 2,3% 63,1% 7,5%

Két qua mo phong thi phan cta sé thich cho ca
2 kich ban dugc thé hién & Bang 7. Két qua cho théy
¢6 su twong ddng vé s thich cua khach hang & xa
cling nhu & gan noi mua sam (khoang cach) déi véi
dich vu giao hang tdn nha. Du hdéa don mua hang cao
hay thdp (dudi 300.000 ddng hoic tir 300.000 dong
tré 1én), phan 16n khach hang chon dich vu giao hang
nhanh trong vong 2 gio thay vi cho giao hang trong 24
gi0. Ti 1€ khach hang chon dich vu giao hang nhanh
trong vong 2 gid chiém hon 90% (=27,1%+2,3%)
trong ca hai kich ban mé phong, trong khi chwa dén
10% khach hang chon dich vu giao hang trong 24 gio
lam viéc. Piéu ndy ham ¥ ring, cac don vi cung cip
dich vu giao hang chiang cudi hodc cac nha ban 1é
mit hang tiéu dung nhanh nén cung cap dich vu giao
hang nhanh trong vong 2 gid, thay vi dich vu giao
hang théng thudng (trong 24 gid), vi phan 16n khach
hang chon dich vu nay va ho san sang chi tra cao hon
so voi dich vu giao hang thong thudng.

6. Két luan

Nghién ctru nay st dung thi nghiém sy lya chon
va phuong phap phan tich két hop dé kham phé so
thich va mirc sin 1ong chi tra ctia khach hang cho dich
vu giao hang ching cudi ddi v6i cac mit hang tiéu
dung nhanh (FMCG). Két qua cho thiy thudc tinh
quan trong nhét ciia dich vu giao hang ching cudi anh
hudng dén s& thich va sy lwa chon cua khach hang
1a thudc tinh “gia tri don hang”, ké do 14 thudc tinh
“khoang cach giao hang” va “toc d6 giao hang”. Bén
canh d6, két qua con cho thdy khach hang sin 1ong
tra phi dich vu giao hang tir 9.500 dong dén 22.500

Nguon: Két qud phan tich két hop trén SPSS.

ddng, tuy thudc vao gia tri don hang, khoang cach
va toc do giao hang. Tir két qua nghién ctru, mot s6
ham y duoc dé xuit nham giup cac don vi cung cp
dich vu Logistics va cac nha ban 1¢é cac mat hang tiéu
dung nhanh xay dung chinh sach giao hang va dinh
murc phi giao hang phtt hop nham thu hut khach hang.
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