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Tém tit
Trong su bung nd cua internet va dién thoai thong minh, cac hoat dong kinh doanh qua mang ngay cang phat
trién manh mé&. Bén canh do, V1et Nam ngay cang hdi nhap sau va rong v6i thwong mai quic té. Dic blet
dai dich Covid-19 cang lam ting tim anh hudng cta thwong mai dién tir. Néu khong c6 thuong mai dién tir, nén
kinh té s& roi vao tinh trang ngi dong. Hon nira, thi truong ban 1¢ truc tuyén Viét Nam 1a mot thi truong ning
dong nhét trong khu vire Pong Nam A, véi tde d6 ting truong hang nim cao. Vi vy, nghién ctru ndy nhim ning
cao chét luong dich vu thuong mai dién tir B2C tai Viét Nam. S6 liéu dwoc thu thap tir 385 khach hang mua sim
truc tuyén tai 5 website thwong mai dién tir 16n ciia Viét Nam. Két qua nghién ctru chi ra: 08 yéu té cua chat
luong thuong mai dién tor B2C tac dong thuan chiéu dén su hai long cua khach hang.

Tu khéa: Nang cao chat lwong dich vu, thuwong mai dién tr B2C, nang cao chat luong dich vu thuong mai dién

tir B2C, sy hai long cua khach hang.

1. Pat van dé

Theo T6 chiic Thuong mai thé gisi
(WTO), “Thuong mai dién tl bao gom viéc
san xudt, quang cao, ban hang va phan phoi
san phdm dugc mua ban va thanh toan trén
mang Internet, nhung dugc giao nhan mét
cach htiu hinh, tat ca cac san phdm giao nhan
ciing nhu nhiing thong tin s6 hoa thong
qua mang Internet” [1]. D6i tugng tham
gia thuong mai dién ti c6 thé dugc phan
chia thanh: Chinh pht (G-Government),
Doanh nghiép (B-Business) va Khach hang
(C-Customer hay Consumer). Khi do, két
hgp doi mot 3 doi tugng nay sé c6 9 hinh thic
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tham gia thuong mai dién tt nho hon: B2C,
B2B, B2G, G2B, G2G, G2C, C2G, C2B va
C2C (Zorayda, 2003) [2]. Mot trong nhiing
loai hinh thuong mai dién ti phé bién trén
thé gidi la B2C (Business-to-Consumer), do
la hinh thtic kinh doanh gitia doanh nghiép
v6i khach hang thong qua thuong mai dién
tu. Pay con goi la dich vu ban 1€ tryc tuyén
clia cac cong ty qua mang Internet.

Nho c6 su phat trién manh mé cua
Internet, hoat ddng mua sdm tryc tuyén ngay
cang trdé nén phd bién va phat trién trén thé
gi6i (Wu va cong su, 2011) [3]. Tai thi truong
Viét Nam, nhiéu tdp doan ban 1é quéc té
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va cac tap doan trong nudc da gia nhap thi
truong thuong mai dién t. Thuong mai dién
ti da tao ra nhiéu co hoi, ciing nhu thach
thiic cho cac doanh nghiép.

Theo Bao cao EBI (2019), thuong mai
dién tt cia Viét Nam dang phat trién véi toc
do cao. Nam 2018, thuong mai dién tu Viét
Nam tiép tuc phat trién toan dién véi téc do
tang trudng trén 30%. Vi sy tang trudng cao
va lién tuc ti nam 2015, loai hinh thuong
mai dién td gitia doanh nghiép va nguoi tiéu
dung (B2C) du kién dat tong gia tri 10 ty
USD [4].

Tuy nhién, Bdo cdo nay ciing cho thay
van con nhiéu can trd cho sy biit pha trong
giai doan t6i. Nhiing can tré 16n nhét bao
gom long tin ctia ngudi tiéu dung vao giao
dich mua ban truc tuyén con thap, dich vu
logistics — giao hang chang cudi - hoan
tat don hang con nhiéu han ché, dac biét
la chénh léch khoang cach so gitia cac dia
phuong con rat cao.

Dbéc biét theo Chi thi s6 16/CT-TTg vé
cac bién phap cip bach phong, chong dich
COVID-19, bao dam gian cach xa hdi, git
khoang cach gitia nguoi v6i nguoi, cong
dong véi cong dong nhdm giam thiéu nguy
co lay nhiém cong dong, yéu ciu ngudi dan
& nha, han ché t6i da ra ngoai, trii cac trudng
hop that su can thiét [5] da lam cac hoat
dong thuong mai ndi chung bi anh hudng
nang né, nhung dé lai la co hoi l6n cho linh
vuc thuong mai dién tu.

Theo bdo cdo ctia cong ty ¢6 phan Thanh
toan quoc gia Viét Nam (NAPAS), thanh
toan thé ndi dia truc tuyén nam 2017 ting
khoang 50% so v6i ndm 2016 hon niia gia tri
giao dich tidng trudng téi 75% [6]. Dé thay
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rdng, xu hudéng khach hang ngay cang mua
nhiing san phdm c6 gia tri cao hon trong
thuong mai dién tu.

Theo eMarketer (2016), doanh thu ban
1é truc tuyén cua Viét Nam vao thoi diém
khdo sat thang 8/2016 dat khoang 1,71
ty USD trong téng doanh s6 ban 1€ tai thi
trudng Viét Nam. Gia tri thanh toan nay
con nho, chua xting véi tiém ndng ctia toan
thi truong [7].

Cu thé, vé quy mo vé6i diém xuét phat thap
khoang 4 ty USD véi nam 2015 nhung nhdé
toc do tang trudng trung binh trong ba nam
lién ti€p cao nén quy mo thi truong thuong
mai dién ti ndm 2018 lén téi khoang 7,8 ty
USD. Thi trudng nay bao gom: ban 1é truc
tuyén, du lich truc tuyén, tiép thi truc tuyén,
giai tri truc tuyén va mua ban tryc tuyén cac
dich vu va san phidm s6 héa khac.

2. Phuwong phap nghién ciru

Nhoém tac gia st dung ca nghién ctiu
dinh tinh va dinh lugng. Thi nhat, nghién
ctiu dinh tinh thyc hién vao thang 1 nam
2020 thong qua phdng van chuyén siu véi
10 khach hang (trong d6 c6 5 nii va 5 nam)
tai Ha Noi va Viét Tri. Trong dd, 10 khach
hang nay dugc lya chon khi da tiing mua
sam tryc tuyén trén ca 5 website nghién
cliu. Mdi cudc phong vén kéo dai 35 phut
vGi 10 khach hang & d¢ tudi ti 25 tudi dén
40 tudi. Muc tiéu ctia qua trinh phong vdn
chuyén sau la xem xét mtic do phu hgp cua
bang hdi véi nén tang thuong mai dién
tii va cam nhan cta khach hang tai Viét
Nam. Sau khi phong vidn nhém tac gia da
nhan dugc su gop y cta khach hang. Tu dé
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nhom tac gia da diéu chinh va hoan thién
bang hdi. Bang hoi gom hai phan sau:

Phan mét dugc nhom tac gia thiét ké bao
gom cac cau hoi lién quan dén thong tin ca
nhan vé khach hang nhu tudi tic, gidi tinh,
thu nhép va hoc van.

Phan hai dugc nhém tac gia thiét ké dé
udc lugng chét lugng dich vu thuong mai
dién ti (B2C) va su hai long ctia khach
hang. Phan hai bao gom 48 cau hoi va dugc
nhom tac gia chia thanh hai nhém. Nhom
mot, gobm cac cau hoi vé chat lugng dich vu
thuong mai dién t (B2C) bao gom 8 nhéan
to chinh: (1) thiét ké trang web, (2) d¢ tin
cdy, (3) su hoan thanh, (4) bao mat, (5) tinh
phan hoi, (6) tinh ca nhan, (7) thong tin va
(8) su dong cam. Nhém hai, gom 8 cau hoi vé
su hai long ctia khach hang. Thi hai (nghién
ctu dinh lugng), nhém téc gia st dung thang
do likert 5 mtic d¢, trong do: 1 = rat khong
dong y, 2 = khong dong v, 3 = binh thuong,
4 = dong ¥, 5 = hoan toan dong y dé€ lugng
hoéa chat lugng dich vu thuong mai dién tu
(B2C) va su hai long ctia khach hang khi mua
sam tai 5 website, trong d6 c6 ba website cua
Viét Nam: vatgia.com, sendo.vn va tiki.vn;
hai website cia nudc ngoai: shopee.vn va
lazada.vn. Nam website nay dugc nhom tac
gia lua chon do ¢6 s6 lugng nguoi tham giao
dich nhiéu nhit trong 4 quy gan day theo bao
cao: Ban do thuong mai dién ti Viét Nam
(3/2020) [8].

Bang hoéi dugc nhom tac gia dua 1én cac
trang mang xa hoi nhu: Facebook, Zalo va
gti qua thu dién ti kem theo 161 moi tham
gia nghién ctiu va giup nhan rong dén ban
be khach hang tai Viét Nam. Nghién ctiu nay
dugc nhém tac gia ap dung phuong thic

chon mau ngau nhién dé€ thu thap di liéu so
cap. Két qua, nhom tac gia da thu dugc 297
phiéu tra 161 hop 1¢, tii d6 nhom tac gia tién
hanh cac phén tich.

3. Két qua nghién ciru va thio luin

3.1. Chdt lugng dich vu thuong mai dién tir
(B2C) va su hai long cua khdch hang

3.1.1. Chat lugng dich vu thuong mai dién
tu: B2C

Thuong mai dién tu gitia doanh nghiép
vé6i khach hang hay con goi la B2C (Business-
to-Consumer) la giao dich thuong mai dién
tu gitia cong ty (doanh nghiép) va nguoi tiéu
dung (khach hang). Bay dugc goi 1a dich vu
ban 1@ truc tuyén ctia cac cong ty qua mang
Internet.

Dé& danh gia B2C, Parasuraman & cdng su
(1988) phat trién thang do SERVQUAL - mot
cong cu do bao gébm 22 thanh phan nham
lugng hoéa chat lugng dich vu theo goc nhin
tu phia khach hang. Nghién ctiu nay, chi ra
ndm nhén t6 quan trong danh gid chat lugng
dich vu bao goém: d¢ tin cay, kha nang dap
tng, dam bao, dong cam va phuong tién hiiu
hinh [9]. Tuy nhién, SERVQUAL dugc phat
trién va do luong cac yéu t6 trong diéu kién
thuong mai dién tti chua phat trién, bén canh
dé cac yéu t6 chat lugng dich vu la htiu hinh.
Nén viéc ting dung mo hinh nay dé€ do ludng
chét lugng dich vu thuong mai dién tu (B2C)
la chua phu hgp.

Zeithaml & cong su (2002), da xay dung
thang do e-SERVQUAL nhdm do ludng chat
lugng dich vu truc tuyén dugc cam nhan béi
khach hang. Thang do nay bao gom bay nhén
to: tinh hiéu qua, sy tin tudng, kha nang
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hoan thanh, tinh bao mat, sy phan hoi, boi
thuong va lién lac [10].

Duong Thi Hai Phuong (2012), trong
nghién ctiu ctia minh da dua ra cic yéu to:
thong tin vé cong ty va san pham, sy dé sti dung
cam nhén, rai ro cdm nhan, 1oi ich cdm nhén,
kinh nghiém mua hang va y dinh mua sam truc
tuyén d€ do luong chat lugng dich vu thuong
mai dién ti qua mua sam truc tuyén [11].

Ha Nam Khanh Giao va Lé Minh Hiéu
(2017), da chi ra: tinh hiéu qua, tinh dap tng,
tinh tin cay, sy dam bao, chat lugng trang web,
dé sti dung nham lugng hoa chét lugng dich vu
thuong mai dién tt khi nghién ctiu [12].

Nghién ctiu ctia Yang va Jun (2002) va
Zorayda Ruth Andam (2003), dda md rong
kién thtc lién quan dén cac khia canh chat
lugng dich vu trong boéi canh thuong mai
dién tt, ti nhiéu quan diém khic nhau cta
hai nhém: ngu6i mua va nguoi khong mua
dich vu Internet [2, 13]. Nghién ctiu nay
da dua ra sau dic diém chét lugng dich vu
chinh da dugc chi ra béi ngusi mua dich vu
Internet, do 1a: (1) d¢ tin cay, (2) su truy cép,
(3) tinh dé st dung, (4) su ca nhan héa, (5)
tinh bdo mat va (6) su tuy tin.

Lee va Lin (2005), da phat trién mot mo
hinh dé€ kiém tra mo6i quan hé gita chat
lugng dich vu thuong mai dién t va chét
lugng dich vu tong thé, gitia su hai long
ctia khach hang va y dinh mua hang [14].
Nghién ctiu nay da chi ra chat lugng dich
vu thuong mai dién ta (B2C): (1) thiét ké
trang website, (2) do tin cdy, (3) su phan
hoi va (4) sy tin tudng.
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Theo nghién ctiu ctia Li va Suomi
(2009), nhom nghién ctiu da dé xuat thang
do 8 khia canh nham do chét lugng dich vu
dién tu dua trén thang do E-SERVQUAL:
(1) thiét ké trang web, (2) do tin cay, (3)
su hoan thanh, (4) bao mat, (5) tinh phan
hoi, (6) tinh ca nhan, (7) thong tin va (8) su
dong cam [15].

Theo nhém tac gia, nghién ctiu vé chat
lugng dich vu thuong mai dién tu da dugc
tién hanh trong boi canh khac nhau. Trong
do, bao gom: chat lugng dich vu dién ti, chat
lugng dich vu bén 1€ truc tuyén, chat lugng
dich mua sam tryc tuyén va chat lugng dich
tai chinh tryc tuyén. Pa s6 cac nghién ctu
trén déu ké thiia cac nhan t6 trong thang do
SERVQUAL, dong thai két hop véi mot s6
nhan t6 chat lugng website.

3.1.2. Sy hai long cua khdch hang

Theo P. Kotler (1997), su hai long cua
khach hang la két qua ctia nhiing trai nghiém
trong sudt qud trinh mua sdm, bao goém céc
budc cu thé: nhan thic nhu cau, tim kiém
thong tin, danh gia phuong an lya chon, ra
quyét dinh mua va hanh vi sau khi mua sam,
tiéu diing. Vi vay nd bao quat tat ca cac phan
Uing ma ngudi mua c6 thé thé hién ciing nhu
nhiing giai doan khac nhau trong qua trinh
mua sam [16].

3.2. M6 hinh nghién ciiu chdt lugng dich vu
thuong mai dién tii (B2C) va sy hai long cia
khdch hang tai Viét Nam

Nhom tac gia da ké thitia thang do
e-SERVQUAL dé dé xuit ra mo6 hinh
nghién ctiu vé chét lugng dich vu thuong
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mai dién tt (B2C) va su hai long ctia khach
hang tai Viét Nam goém cac nhéan t6: (1)
thiét ké trang web, (2) do tin cdy, (3) su
hoan thanh, (4) bao mat, (5) tinh phan hoi,
(6) tinh cd nhén, (7) thong tin, (8) su dong
cam va sy hai long. Hon niia, nhom tac gia
tham khado bang hoéi cua Li va Suomi (2009)
[15] c6 diéu chinh cho phu hop véi diéu
kién thuong mai dién tt va cam nhén cua
ngudi tiéu dung tai Viét Nam.

el SU’ hai long

Hinh 1. M hinh nghién ciru chit lwong dich vu
thwong mai dién tir (B2C) va sw hai long ciia kha-
ch hang tai Viét Nam

Nguén: Nhém tac gia dé xudt

Cac gia thuyét nghién ctu (Hinh 1):

H1: Thiét ké website c6 anh hudng tich
cuc dén sy hai long cta khach hang.

H2: Sy tin cdy c6é anh hudng tich cuc dén
su hai long ctia khach hang.

H3: Su hoan thanh c6 anh hudng tich cuc
dén sy hai long ctia khach hang.

H4: Tinh bao mét c¢é anh hudng tich cuc
dén sy hai long cua khach hang.

H5: Su phan hoi c6 anh hudng tich cuc
dén su hai long cua khach hang.

Hé6: Ca nhan héa c6 anh hudng tich cuc
dén su hai long ctia khach hang.

H7: Thong tin c¢é anh hudng tich cuc dén
su hai long ctia khach hang.

H8: Sy dong cam c6 anh huong tich cuc
dén su hai long cua khach hang.

3.2.1. Ddc diém ctia mau

Tt két qua nghién ctiu chi ra: lugng khach
hang nii tham gia khao sat chiém da s61a 72%
trong khi khach hang nam chi chiém lugng
nho 28%. Do tudi cht yéu cta khach hang
tham gia khao sat dudi 30 (chiém 58,6%), do
tudi ti 40 tra 1én it tham gia thuong mai dién
ta va chiém 11,1%. Dong thoi, nghién ctiu
cling chi ra: trinh d6 hoc vén ctia ngu6i tham
gia khao sat chu yéu la khach hang da tot
nghiép dai hoc (chiém 51,2%), dudi dai hoc
(27,3%), phéan con lai la tu thac sitré 1én. Doi
v6i thu nhép, 52,2% s6 ngudi tham gia khao
sat c6 thu nhap tii 4 dén 8 triéu VND/thang,
32,3% thu nhap trén 8 triéu VND/thang va
con lai la khach hang c¢6 thu nhép duéi 4
triéu VND/thdng. Website khach hang tham
gia nhiéu nhat la shopee.vn (35%); tiki.vn
(24,2%), tiép dén lalazada.vn (22,2%), vatgia.
com (12,8%) va con lai la sendo.vn.

3.2.2. D¢ tin cdy cua thang do

Dé xem xét mic dd tin cay cua di liéu,
nhom tac gia st dung hé s6 tin cay (Cronbach
Anpha) d€ danh gida muc d¢ tin cay cta cac
thang do. Phuong phap nay gitp loai bo cac
bién quan sat khong du do tin cay (c6 hé s6

31



TAP CHI KHOA HOC VA CONG NGHE

Duong Thi Dung va Vi Huyén Trang

tuong quan bién tong <0,3). Theo Hoang
Trong va cong su (2008), cac thang do dam
béo phai c6 hé s6 Cronbach Anpha> 0,6 [17].

S6 liéu & bang 1 chi ra, 08 nhan t6 cla
chat lugng thuong mai dién ti B2C c6 hé

s tin cdy déu l6n hon 0,6 va sig déu rét
nhé. Do d6, tdm nhén t6 nay c6 co s6 di
liéu dang tin cady. Vi vay, 08 nhan t6 nay
déu dugc st dung trong phan tich nhan t6
(EFA) (Bang 1).

Bang 1. Hé s6 tin cay

Nhén té Hé sb tin cay Sig Trung binh
Thiét ké website 0,765 0,000 3,78
Su tin cdy 0,834 0,000 3,47
Su hoan thanh 0,737 0,000 3,46
Tinh bao mat 0,733 0,000 3,05
Su phan hdi 0,805 0,000 3,12
Cé nhén hoa 0,719 0,000 3,85
Théng tin 0,763 0,000 3,66
Sy dong cam 0,743 0,000 3,65

Nguon: Nhém tac gia tong hop tir s6 liéu khdo sdt.

3.2.3. Phan tich nhan té

Tu 08 nhan t6 trong thang do, nhém tac
gia tién hanh phan tich nhan t6 kham pha.
Trong do, nhém tac gia st dung phuong
phap trich Pricipal components véi phép
xoay Varimax dé€ phén tich, dong thoi loai
bd cac bién quan sat c6 tri s6 Factor loading
< 0,5 ra khoi thang do. Két qua bién PH, va
DC, co6 hé s6 tai nhan t6 nho hon 0,5 nén da
bi loai ra khoi mo6 hinh. Cac bién con lai déu
théa man tiéu chudn Bartlett va hé s6 KMO
va hé s6 rat trich dat trén 72%.
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3.2.4. Hoi quy

Phan tich héi quy dugc thuc hién dé
kiém tra méi quan hé gita chat lugng dich
vu thuong mai dién tii B2C véi su hai long
ctia khach hang tai Viét Tri. Tac gia st dung
phuong phap Enter d€ phan tich hoi quy 08
nhan t6 cta chat lugng dich vu thuong mai
dién tt va sy hai long. Hé s6 xac dinh R, hiéu
chinh dugc dung dé danh gia d6 phu hgp cua
mo hinh (Bang 2).
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Bang 2. Két qua phén tich héi quy

R 0,921
R*hiéu chinh 0,855
Durbin-Watson 1,636
Sig 0,000
Thiét ké website 0,112 0,113 0,021 1,134
Sw tin cdy 0,281 0,321 0,000 1,893
Sw hoan thanh 0,102 0,101 0,012 1,032
Tinh bao mat 0,021 0,023 0,035 1,324
Sw phan hi 0,093 0,111 0,018 1,675
C4 nhén héa 0,165 0,145 0,000 1,233
Thong tin 0,178 0,186 0,000 1,934
Sw déng cam 0,121 0,128 0,001 2,382

Nguon: Nhém tc gia tong hop tir s6 liéu phan tich.

Bang 2 cho thay, Sig =0,000 cta 08 nhan
to trong thang do chat lugng dich vu thuong
mai dién tt B2C la phu hop véi dii liéu thu
thap dugc. Bén canh do, tiéu chi xem xét
hién tugng da cong tuyén vé6i hé s6 phong
dai phuong sai VIF ctia 08 nhan t6 trong mo
hinh déu nhé hon hai. Do d6, cac nhan to
trong thang do khong xdy ra hién tugng da
cong tuyén. Hon niia, hé s6 R, hiéu chinh
la 0,855 c6 nghia la cac bién trong mo6 hinh
giai thich dugc 85,2% su hai long ctia khach
hang khi tham gia thuong mai dién ti B2C
tai 5 website.

Theo két qua phan tich cac tham s6 hoi
quy trong mo hinh cho thay, mtic y nghia cta
cac thanh phén Sig déu < 0,05 nén 08 nhan
t6 trong thang do chét lugng dich vu thuong
mai dién tt déu cé y nghia thong ké hay
déu c6 tac dong tich cuc dén sy hai long cta
khach hang. Trong dé, su tin cay tac dong16n
nhat dén sy hai long ctia khach hang (0,281)
va nhéan t6 co6 sy tac dong thip nhit la tinh
bao mat (0,021).

3.3. Thao lugn

D& nang cao hiéu qua chét lugng dich vu
thuong mai dién ti tu két qua nghién ctu,
nhdém tac gia dé xuat cac giai phap sau:

a. Can nang cao niém tin cta nguoi tiéu
dung vao giao dich thuong mai dién tt B2C
nhu: Can dam bao dich vu giao hang chinh
xac; dua ra quy trinh cung cép dich vu ro
rang, don gian; phai giti 161 htia cung cap chat
lugng dich vu cho khach hang va thong tin vé
giao dich chinh xac va don gian.

b. Nang cao kha niang bdo mat thong tin
cta khach hang: Theo nghién ctiu nay, tinh
bao mat la mét nhan té khach hang danh gia
thdp nhat. Do dd, cac website thuong mai
dién t can phai: Nang cao kha nang bao mat
di liéu cua khach hang dong thoi phai cam
két voi khach hang vé tinh bao mét; Cac diéu
khoan trong giao dich cin phai néu ro rang;
Dac biét phai cam két khong ban thong tin
ctia khach hang cho bén thi 3.
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c. Trong nghién ctu nay, sy phan hoi la
yéu t6 dugc khach hang danh gia thap. Do
d6 d€ nang cao chit lugng dich vu thuong
mai dién td B2C thi cac website can phai:
Nang cao kha ndng tuong tiac véi khach
hang; Truyén dat thong tin vé san phdm hay
dich vu mot cach chinh xac; Pac biét phai ruat
ngan thoi gian khiéu nai ctia khach hang.

d. Hon ntia, dé€ nang cao chat lugng dich
vu thuong mai dién tt B2C thi cac website
cling can thudng xuyén sang loc cac nha
cung ung kém chat lugng, dong thoi bo
sung thém cac nha cung ting ti€ém nang va
chat lugng.

4. Két luén va kién nghi

4.1. Két lugn

Nghién ctiu nay chi ra rang chit lugng
dich vu thuong mai dién tu B2C cta cac
website Viét Nam da va dang dép ung nhu
cu ctia khach hang khi mua sam truc tuyén,
ddc biét trong giai doan Covid-19 bung phat
trén toan cau. Tai Viét Nam, nho c6 thuong
mai dién ti ma khach hang c6 thé thdéa man
cac nhu cau thiét yéu mot cach dé dang dong
thoi van dam bao gian cach xa hoi. Hon niia,
nghién ctiu cing chi ra rang: 08 yéu t6 trong
thang do chét lugng dich vu thuong mai dién
ti B2C tac dong tich cuc dén sy hai long
ctia khach hang. Pong thoi d€ nang cao chat
lugng dich vu thuong mai dién ti thi cac
website thuong mai dién ti con phai nang
cao sy tin cay ctia khach hang, tang kha nang
tuong tac va phan ting v6i khach hang trudec,
trong va sau khi mua hang.

34

4.2. Kién nghi

Dé€ hoat dong thuong mai dién ti B2C
hiéu qua hon, dong thoi gitp ngudi tiéu
dung t6i uu hoa giao dich va su hai long thi:

Céc co quan quan ly nha nuéc can c6 thém
cac quy dinh vé phép luit nhdm quan ly chét
lugng dich vu thuong mai dién ti ndi chung
va B2C ndi riéng. Hon niia, can dua ra cac ché
tai cu thé dé giai quyét tranh chép ctia doanh
nghiép v6i nguoi tiéu dung lam nang cao sy tin
cay, minh bach, r6 rang,. Dac biét, cac co quan
nha nudc cin khuyén khich, tao diéu kién vé
von, hanh lang phap ly dé cac doanh nghiép
dau tu vao thuong mai dién tt. Cac co quan
quan ly can phai cé cac tiéu chi danh gia vé
chat lugng doanh nghi¢p tham gia thuong mai
dién tt B2C chi tiét, r6 rang va cong bo thudng
xuyén dé ngudi tiéu diing ¢ ca s& tham khao,
tti do dua ra cac quyét dinh phu hgp hon khi
tham gia thuong mai dié¢n ta.

Cac doanh nghiép can phai cha dong dé
nang cao kha ndng cung cdp dich vu cua
minh nhu: (1) doanh nghiép can dam bao
su tin cdy vé quy trinh cung cip dich vu va
thong tin phai don gian, ré rang, chinh xdc;
(2) doanh nghiép can phai trung thuc trong
qua trinh cung cip thong tin vé san phdm
dich vy, chi phi, gia thanh va diéu kién bao
hanh; (3) ngay nay xu huéng cd nhan héa
giao dich dang dugc danh gid cao, tac dong
dén chiéu sau nhén thtc cua khach hang
va dé dang ldy dugc sy chu y ctia khach
hang. Do dé, cdc doanh nghiép can dau tu
cong nghé va nghién ctiu kj hon tam ly s&
thich ctia khach hang d€ c6 cac tac dong
ca nhan héa phu hgp véi tting khach hang.
Dic biét can tap hudn dao tao doi ngli nhan
su chuyén nghiép khi xdy ra thac mac hay
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khiéu nai ctua ngudi tiéu dung thi nhan

vién c6 thé nhanh chdéng giai quyét véi thai
dd dong cam va chia sé.

Nguoai tiéu dung cling can phai tu nang

cao kha ning danh gid ctia minh khi tham

gia hoat dong thuong mai dién ti. Dong thoi,
ho nén tham khdo gia, chit lugng san phidm
dich vu trén cac dién dan dé€ c6 géc nhin toan
dién hon vé chat lugng dich vu ctia website
do, tu do co6 giao dich thanh cong va giam
thiéu rai ro khi tham gia thuong mai dién tt.

Tai liéu tham khao

(1]

(2]

(4]

(3]

WTO. “Electronic commerce”. Truy cép ngay
14/3/2020, tr <https://www. wto.org/english/
thewto e/whatis e/tif e/bey4 e.htm>

Zorayda Ruth Andam (2003). E-Commerce
and e-Business. e-ASEAN Task Force, Kuala
Lumpur.

Wu L., Cai Y. & Liu D. (2011). Online shopping
among Chinese customers: An exploratory
investigation of demographics and value
orientation. International Journal of Customer
Studies, 35, 458-469.

Hiép hoi thuong mai dién t&r Viét Nam (2018).
Bio céo chi sé thuong mai dién tir Viét Nam —
EBI 2018. Truy cap ngay 1/1/2020, tix <http://
www.vecom.vn/tai-lieu/tai-lieu-trong-nuoc/
bao-cao-chi-so-thuong-mai-dien-tu-viet-
nam-2018>.

Chi thi s6 16/CT-TTg (2020). V& cac bién phap
cép bach phong, chong dich COVID-19. Truy
cap ngay 1/4/2020, tir <https://moh.gov.vn/web/
dich-benh/cac-van-ban-chi-dao-cua-dang-nha-
nuoc/-/asset_publisher/zRev3D, ;XCJB/content/
thu-tuong-chinh-phu-vua-ban-hanh-chi-thi-
so-16-ct-ttg-ngay-31-3-2020-ve-thuc-hien-
cac-bien-phap-cap-bach-phong-chong-dich-
covid-19>.

Cong ty ¢d phan Thanh toan quéc gia Viét Nam
(2017). Thanh toan thé ndi dia tryc tuyén nam
2017. Truy cap ngay 1/1/2020, tu <https://www.
napas.com.vn/tin-tuc/thong-cao-bao-chi/napas-
to-chuc-hoi-nghi-tong-ket-2017-va--trien-khai-
hoat-dong-2018-3-550.htmI>.

(7]

(8]

(9]

[10]

[12]

[13]

[14]

[15]

[16]

[17]

Emarketer (2016). B2C Ecommerce Heats Up
in Southeast Asia. Truy cap ngay 14/3/2020,
tur <https://www.emarketer.com/Article/
B2C-Ecommerce-Heats-Up-Southeast-
Asia/1014588>.

Ban d6 thuong mai dién tir Viét Nam (3/2020).
Bang xép hang cac doanh nghiép thuong
mai dién tor hang dau tai Viét Nam. Truy cap
ngay 01/4/2020, tr https:/iprice.vn/insights/
mapofecommerce/.

Parasuraman A., Zeithaml V. A. & Berry L. L.
(1988). SERVQUAL: A multiple-item scale for
measuring con- sumer perceptions of service
quality. Journal of Retailing, 64(1), 12 - 40.

Zeithaml V. A., Parasuraman A. & Malhotra A.
(2002). Service quality delivery through web
sites: A critical review of extant knowledge.
Journal of the Academy of Marketing Science,
30(4), 362 —375.

Duong Thi Hai Phuong (2012). Nghién ctru cac
nhan t0 anh hudéng dén y dinh mua sam tryc
tuyén ctia khach hang trén dia ban thanh phd
Hué, Pai hoc Hué. Tap chi Khoa hoc, 3, 263-
269.

Ha Nam Khanh Giao & Lé Minh Hiéu (2017).
Nghién ciru mirc do hai 1ong vé chét lwong giao
dich thué dién tr tai cuc thué thanh phd Ho Chi
Minh. Tap chi Céng Thuong- B§ Cong thuong,
11, 360-367.

Yang & Jun (2002). International Journal
of Operations & Production Management
Emerald Article: Measuring customer perceived
online service quality: Scale development and
managerial implications. International Journal
of Operations & Production Management,
24(11), 1149-1174.

Lee & Lin (2005). Customer perceptions
of e-service quality in online shopping.
International Journal of Retail & Distribution
Management, 33(2), 161-176.

Li & Suomi (2009). A proposed scale for
measuring E-service quality. International
Journal of u- and e-Service, Science and
Technology, 2(1), 1-10.

Kotler P. (1997). Marketing management:
Analysis, planning, implementation, and
control. Prentice-Hall, New Jersey, USA.
Hoang Trong & Chu Nguyén Mong Ngoc
(2008). Phan Tich D& Li¢u Nghién Cuu Vi
SPSS. Nha xuat ban Hong Duc, TP. H6 Chi
Minh.

35


http://www.vecom.vn/tai-lieu/tai-lieu-trong-nuoc/bao-cao-chi-so-thuong-mai-dien-tu-viet-nam-2018
http://www.vecom.vn/tai-lieu/tai-lieu-trong-nuoc/bao-cao-chi-so-thuong-mai-dien-tu-viet-nam-2018
http://www.vecom.vn/tai-lieu/tai-lieu-trong-nuoc/bao-cao-chi-so-thuong-mai-dien-tu-viet-nam-2018
http://www.vecom.vn/tai-lieu/tai-lieu-trong-nuoc/bao-cao-chi-so-thuong-mai-dien-tu-viet-nam-2018
https://moh.gov.vn/web/dich-benh/cac-van-ban-chi-dao-cua-dang-nha-nuoc/-/asset_publisher/zRev3D15XCJB/content/thu-tuong-chinh-phu-vua-ban-hanh-chi-thi-so-16-ct-ttg-ngay-31-3-2020-ve-thuc-hien-cac-bien-phap-cap-bach-phong-chong-dich-covid-19
https://moh.gov.vn/web/dich-benh/cac-van-ban-chi-dao-cua-dang-nha-nuoc/-/asset_publisher/zRev3D15XCJB/content/thu-tuong-chinh-phu-vua-ban-hanh-chi-thi-so-16-ct-ttg-ngay-31-3-2020-ve-thuc-hien-cac-bien-phap-cap-bach-phong-chong-dich-covid-19
https://moh.gov.vn/web/dich-benh/cac-van-ban-chi-dao-cua-dang-nha-nuoc/-/asset_publisher/zRev3D15XCJB/content/thu-tuong-chinh-phu-vua-ban-hanh-chi-thi-so-16-ct-ttg-ngay-31-3-2020-ve-thuc-hien-cac-bien-phap-cap-bach-phong-chong-dich-covid-19
https://moh.gov.vn/web/dich-benh/cac-van-ban-chi-dao-cua-dang-nha-nuoc/-/asset_publisher/zRev3D15XCJB/content/thu-tuong-chinh-phu-vua-ban-hanh-chi-thi-so-16-ct-ttg-ngay-31-3-2020-ve-thuc-hien-cac-bien-phap-cap-bach-phong-chong-dich-covid-19
https://moh.gov.vn/web/dich-benh/cac-van-ban-chi-dao-cua-dang-nha-nuoc/-/asset_publisher/zRev3D15XCJB/content/thu-tuong-chinh-phu-vua-ban-hanh-chi-thi-so-16-ct-ttg-ngay-31-3-2020-ve-thuc-hien-cac-bien-phap-cap-bach-phong-chong-dich-covid-19
https://moh.gov.vn/web/dich-benh/cac-van-ban-chi-dao-cua-dang-nha-nuoc/-/asset_publisher/zRev3D15XCJB/content/thu-tuong-chinh-phu-vua-ban-hanh-chi-thi-so-16-ct-ttg-ngay-31-3-2020-ve-thuc-hien-cac-bien-phap-cap-bach-phong-chong-dich-covid-19
https://moh.gov.vn/web/dich-benh/cac-van-ban-chi-dao-cua-dang-nha-nuoc/-/asset_publisher/zRev3D15XCJB/content/thu-tuong-chinh-phu-vua-ban-hanh-chi-thi-so-16-ct-ttg-ngay-31-3-2020-ve-thuc-hien-cac-bien-phap-cap-bach-phong-chong-dich-covid-19
https://www.napas.com.vn/tin-tuc/thong-cao-bao-chi/napas-to-chuc-hoi-nghi-tong-ket-2017-va--trien-khai-hoat-dong-2018-3-550.html
https://www.napas.com.vn/tin-tuc/thong-cao-bao-chi/napas-to-chuc-hoi-nghi-tong-ket-2017-va--trien-khai-hoat-dong-2018-3-550.html
https://www.napas.com.vn/tin-tuc/thong-cao-bao-chi/napas-to-chuc-hoi-nghi-tong-ket-2017-va--trien-khai-hoat-dong-2018-3-550.html
https://www.napas.com.vn/tin-tuc/thong-cao-bao-chi/napas-to-chuc-hoi-nghi-tong-ket-2017-va--trien-khai-hoat-dong-2018-3-550.html
https://iprice.vn/insights/mapofecommerce/
https://iprice.vn/insights/mapofecommerce/

TAP CHi KHOA HOC VA CONG NGHE Duong Thi Dung va Vii Huyén Trang

IMPROVING THE QUALITY
OF VIETNAMESE E-COMMERCE (B2C) SERVICES

Duong Thi Dung', Vu Huyen Trang'

'Faculty of Economics and Business Administration, Hung Vuong University, Phu Tho

Abstract

In the boom of the internet and smartphones, online business activities are growing strongly. Besides, Vietnam
is increasingly deep and wide integration with international trade. In particular, the ncovid 19 pandemic has
increased the influence of e-commerce. Without e-commerce, the economy would be in a state of hibernation.
Moreover, Vietnam online retail market is the most dynamic market in Southeast Asia, with a high annual
growth rate. Therefore, this research to improve the quality of B2C e-commerce services in Vietnam. The
data was collected from 385 online shoppers at five major Vietnamese e-commerce websites. Research results
indicate: 08 factors of B2C e-commerce quality positively impact on customer satisfaction.

Keywords: Improve service quality, B2C e-commerce, improve B2C e-commerce service, customer satisfaction.
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