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Tong thoi ky bung né cia cac hoat dong mua sam trwc tuyén, vai tro cia trdi nghiém khach hang
trudc, trong va sau mua dong vai tro quan trong dé tao dung loi thé canh tranh va giit chdn khdach
hang. Do dd, trong tam nghién ciu ndy nham phan tich anh huong cua chat lwong trdi nghiém cdc hoat
déng sau mua dén sw hai long va y dinh mua lai cua khach hang d6i véi cdc san thwong mai dién tir tai Viét
Nam. Két qua phan tich cho thdy rang dich vu twong tdc véi khach hang, dich vu giao hang, dich vu theo
doi don hang dong gop y nghia hinh thanh nén trdi nghiém khdach hang sau mua. Trong khi sy hai long
khach hang noi chung bi anh hwong tich cuc boi cd dich vu twong tdac khdach hang, dich vu giao hang, dich
vu theo déi don hang va dich vu hoan tra don hang. Nghién citu ciing khang dinh vai tré quan trong cia
trdi nghiém sau mua va sw hai long tong thé doi véi d dinh hanh vi mua hang truc tuyén. Ngodi ra, nhitng

dong gop vé Iy thuyét va thiee tién, han ché va dé xudt nghién ciru twong lai ciing dwoc thao ludn.

Tir khoa: trai nghiém dich vu, hoat dong sau mau, sy hai long, thuong mai dién tu.

JEL Classifications: L81

1. Giéi thiéu

Vi su phat trién nhanh chéng cua cong nghé,
ngudi tiéu dung ngay nay da co sy thay ddi trong
hanh vi mua sim cua ho. Khach hang c6 xu huéng
chuyén sang mua hang tryc tuyén nhiéu hon, diéu
nay cling tao co hdi cho sy tang trudng cia cac nha
ban 1€ dién tur. Tai thi truong Viét Nam, 47% déan sb
chon mua sdm tryc tuyén (twong duong khoang 47
triéu ngudi ding) va 57% nguoi tiéu ding chuyén
sang mua san pham tryc tuyén thay vi dén cira hang
truc tiép mua nhu trude day (Statista, 2020). Sy
bung nd cua thuong mai dién tir nay cting cho thay
mirc tang truong lién tiép qua nhiéu nim, véi mic
tang truong dat 11,8 ty do la My, tang 18% trong
nam 2020 dua Viét Nam tré thanh nudc duy nhat

trong khu vuc Déng Nam A ¢6 muc ting trudng 2
con s6. Hon nita, s lugng khach hang st dung
thuong mai dién to dugc dy doan tang thém 20%,
tuong duong véi khoang 67 tri€u nguoi dung vao
nam 2024 va gia tri kinh té cua thuong mai dién ti
dat 52 ty d6 la My vao nam 2025 (Statista, 2020).
Vi€c gia tang nguoi dung tham gia vao mua sim
truc tuyen va thi truong kinh doanh ngay cang canh
tranh khdc liét doi hoi nhirng nha ban 1¢ truc tuyén
phai ¢6 nhimg budc 601 méi trong qua trinh cung
cap trai nghiém mua sdm dé gitr chan khach hang.
Theo Verhoef & cong su (2009), trai nghiém khach
hang 14 téng hop danh gia vé tinh cam, nhén thirc,
cam xc, xa hoi va thé chat ddi voi nha ban 18. Trai
nghiém nay 1a mot trai nghiém tong thé tir giai doan
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tim kiém, mua hang, tiéu dung va cac hoat dong sau
mua (Verhoef & cong su, 2009). Mot s6 nha nghién
clru da thira nhan rang trai nghiém khach hang l1a
mot yéu td chinh dan dén sy thanh cong trén thi
truong va la cong cu tao nén sy hai long va y dinh
quay lai cua khach hang (Lemon & Verhoef, 2016).
Khi nghién ctru vé trai nghiém khach hang, nhimng
bai bao truéc diy tap trung vao chét lwong ban 1é
dién tr, chét lugng website va chét luwong dich vu
dién tr (McLean & Wilson, 2016; Blut & cong su
2015). Tuy nhién, khi cac dich vu truc tuyén tré nén
phirc tap thi cin phai c6 mot sy déi méi trong
nghién ctru trdi nghiém khach hang (Klaus &
Maklan, 2013).

Khéng giéng nhu mua hang tryuc tiép tai cac cira
hang ban 1é thong thudong, mua hang online thi viéc
chuyén giao hang hoa tir nha ban 1¢ dén ngudi tidu
dung cudi cing thong qua cac dich vy sau ban 14 v
cung quan trong nhdm tao loi thé canh tranh cho cac
doanh nghiép. Theo Jain & cong su (2017), cac nha
ban l¢ dién tr khong nén chi chi trong dén chét
luong san pham, trang web ma con phai tap trung
vao cac hoat dong hoan tit don hang nhu thoi gian
giao hang, diéu kién giao hang, dich vy hoan tra don
hang dé nang cao trai nghiém khach hang thi méi
tao dugc loi thé canh tranh cho doanh nghiép. Trong
nghién ctru cua Posselt & Gerstner (2005) cling da
chi ra ring su hai 10ng tir cac hoat dong sau mua nhu
theo ddi don hang, giao hang ding du kién va cac
dich vu twong tac khach hang anh huéng dang ké
dén y dinh mua lai cua khach hang nhiéu hon ca cac
hoat dong trude mua.

Tam quan trong cua cac hoat dong sau mua nhu
dich vu tuong tac khach hang, trang thai tdm ly sau
mua biéu hién duéi dang su hai long da dugc cong
nhan trong nghién ctru ca Santos & Boote (2003).
Dahl & cong su (2016) ciing tin rang dé dat dugc
tong thé trai nghiém cua khach hang thi ngudi ban
1¢ can phai hiéu r& hon giai doan sau mua. Tuy
nhién, cac nha nghién ctru nay da xac dinh giai doan
sau khi mua hang 14 giai doan it dwoc quan tim nhét
trong hanh trinh tiéu dung. Nhitng nghién ctru hoc
thuat vé céac hoat dong sau mua va sy anh huong cua
n6 dén sy hai 10ng va ¥ dinh mua lai cua khach hang
con rat han ché, dic biét trong bdi canh thuong mai
dién tor o Viét Nam. Nhiing bai bao trudc day
thuong chi tip trung vao cac yéu tb trong qua trinh
truéc mua nhu chét luong website, rui ro cam nhan,

chit luong san phim nhu Khoa & cong su (2018);
Phuong & cong su (2012) va co rét it bai bao nghién
ctru cac hoat dong trai nghiém sau mua dén hanh vi
cua khach hang. Do d6, nghién ctru hién tai tip
trung phan tich nhitng anh hudng cua hoat dong sau
mua nhu dich vy giao hang, dich vu theo doi don
hang, dich vu hoan tra don hang, hoat dong tuong
tac voi khach hang [én trai nghiém sau mua va tac
dong cua nhitng nhén té nay 1én sy hai long va dy
dinh hanh vi mua hang truc tuyén tai Viét Nam.

2. Co s 1y thuyét

2.1. Trai nghiém khdach hang truc tuyén trén
cdc trang thwong mai dién tir

Kalakota & Whinston (1997) da dinh nghia
thwong mai dién tir 1a hoat dong cung cép kha ning
mua va ban hang hoa, dich vy va thong tin thong qua
nén tang Internet va cac dich vu truc tuyén khac. Tu
goc d6 cua nguoi tidu dung, mua hang tryc tuyén 1a
mdt phan cdt 161 ciia thwong mai dién tir. Ngudi tiéu
ding mua céc san pham, dich vu va thong tin thong
qua cac nha ban 1& tryc tuyén thay vi di dén clra
hang dé mua (Cao, 2018). Trong bbi canh mua sam
dién tir, tAm quan trong ciia trai nghiém tryc tuyén
dugc xem nhu 1a mot yéu td khac biét da duge ghi
nhén va xac dinh rd rang dbi v6i su thanh cong cua
nha ban I¢ (Singh & Soéderlund, 2020). B ¢6 nhiéu
nha nghién ctru cb ging tim hiéu nhing yéu t6 nao
anh huong dén trai nghiém khach hang va dé xuét
m6 hinh nghién ctru. Ching han, Verhoef (2009) da
tong hop nhitng co s 1y thuyét va dé xudt mé hinh
dé do ludng trai nghiém khach hang. Bén canh do,
Rose (2012) ciing dua ra dinh nghia trai nghiém
khach hang nhu 1a mdt trang thai tdm ly, dugc biéu
hién nhu mét phan (g chu quan cua khach hang déi
véi trang web clia nha ban 1€ dién ti trong khi d6
Klaus & Maklan (2013) m6 ta n6 la nhan thirc tinh
than tong thé cua khach hang vé cac tuong tac truc
tuyén cia ho.

Tuy nhién, trong nhiing huéng tlep can nay, cac
nha nghién ctru da so tip trung vé giao dién cua
ngudi tiéu ding véi trang web va cha y tuong dbi
nhiéu hon dén cac tuong tac khach quan cua khach
hang dén trang web ban hang dién tir hon 1a cach
nha ban 1¢ dem dén trai nghiém 14 gi cho khach hang
(Kawaf, 2017). Wolfinbarger & Gilly (2003) cho
rang trai nghiém mua sam tryc tuyén doi hoi nhiéu
thit hon, bao gom trai nghiém vdi trang web, viéc
tiép nhan hang hoa da dat, giao hang kip thoi va dich
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vu khach hang hi¢u qua. Trong d6, trai nghiém sau
mua it dugc chll y bdi cac nghién ctru trude day mac
du n6 dugc ghi nhan nhu la mot nhan tb quan trong
ctia tong thé trai nghiém.

2.2. Trdi nghigm hoat dpng sau mua trén nén
tang dién tir

Viéc khach hang mua san pham, /thong tin va
dich vu tai cac trang ban hang truc tuyen cling giéng
nhu khi mua tai cac ctra hang truc tiép, qua trinh
mua hang van didn ra theo ba giai doan: trudc mua,
trong khi mua va sau mua (Gensler, 2012). Thuét
nglt sau khi mua hang thuéng mo ta khoang thoi
gian sau khi khach hang mua dugc san phdm hodc
dich vu va két thiic bang viéc tiéu thy hodc tra lai san
pham (Kumar & Anjaly, 2017). Trong nghién ciu,
céc hoat dong sau mua duoc dé cap bao gdm dich vu
tuong tac khach hang, dich vu giao hang, dich vu
theo doi don hang va dich vu hoan tra don hang:

2.2.1. Dich vu twong tac khach hang

Dich vu twong tac khach hang 1a mot yéu td
chinh cua trai nghiém, thuong dugc sir dung rong rai
dé bao gdm nhiéu khia canh ma doanh nghi¢p két
nbi v6i khach hang, vchéng han nhu tu van khach
hang lya chon san pham, giai quyét van dé, hoi dap
thic méic thuong gip thong qua email va cac kénh
khac, phan phdi théng tin mong mudn, hoan thanh
giao dich tin dung va thanh toan (Park & Kim, 2003;
Singh, 2020). Trong bbi canh cua bai nghién ctu
nay, dich vu tuong tac khach hang la kha nang khach
hang nhan dugc su hd tro va dap tmg nhanh choéng,
httu ich, tich cuc tor nha ban 1é& dién tu
(Wolfinbarger, 2003).

2.2.2. Dich vu giao hang

Dich vu giao hang dé cap dén qué trinh van
chuyén hang héa da mua tir mot dia diém ngudn dén
mot dia diém dén d3 duoc xac dinh trude. Trong
thuong mai dién tir, qua trinh nay dugc xem la giao
hang ching cubi voi diém dén 1a dia chi cua khach
hang hay la nguoi ti€u thu san phém va thuong chu
trinh déng goi, van chuyén san pham trén cic trang
bén 1¢ dién tir s& do mot cong ty phan phdi bén ngoai
dam nhan (Ain & Siddiqui, 2020; Huang & Wu,
2009). Qua trinh giao hang tir cong ty thir ba nay sé
cung cip cho khach hang mot s6 tily chon giao hang
dé cho phép khach hang lwa chon thoi gian giao
hang khac nhau (Otim & Grover, 2006). Gan day,
khach hang ciing ¢6 xu huéng s& danh nhiéu thoi
gian cho viéc so sanh cac dich vu giao hang giita cac

khoa hoc

trang ban 1¢ dién tir khac nhau dé quyét dinh co dat
mua hang hay khong. Do do6, nguoi ti€u dung s€ hai
long va c6 y dinh quay lai véi nhitng ctra hang ban
1é dién tir cung cdp quy trinh giao hang nhanh
chong, chinh xic va c6 nhiéu lya chon giao hang
(Doherty, 2006).

2.2.3. Dich vu theo doi don hang

Theo Kumar (2017) va Cao (2018) da chi ra rang
yéu t6 theo doi don hang ciing 1a mot trong nhiing
hoat dong hau can trong ban 1¢ dién tu. Theo do,
theo doi don hang duoc mo ta 1a dich vu ma trang
béan 1é cung cap cho ngudi dung kha ning theo doi
vi tri don hang cua minh trong qua trinh van chuyén
va ciing duoc str dung nhu yéu t6 dé do luong trai
nghiém sau mua ctia khach hang va chat luong cua
trang ban hang dién to (Kumar & Anjaly, 2017).
Nguoi tiéu dung cho reing ho cam thiy tién loi va
thoai mai hon khi c6 thé tu theo ddi don hang thong
qua hé thng theo ddi don hang hon la phéi goi cho
bo phén cham s6c¢ khach hang dé hoi vé tinh trang
va dia diém cta don hang (Otim & Grover, 2006).

2.2.4. Dich vu hoan tra don hang

Ngoai ra, trong cac nghién ciru gan ddy da chi ra
rang khach hang ciing ky vong cic nha ban 1¢ dién
tr s& cung cap cho ho dich vu hoan tra don hang hop
1y, bao gom céc chinh sach hity don va tra hang don
gian, nhanh chéng, thuan tién (Singh, 2019). Sy dé
dang trd lai dugc mo ta la tinh linh hoat dé cap dén
mirc do khach hang cé thé chon phuong phép hoic
quy trinh tra hang mong mudn cua ho, nguoi tiéu
dung c6 bao nhiéu Iya chon kénh dé tra lai san phém
va cach thirc thu thap hodc thay thé san pham kip
thoi (Lin, 2020; Xing, 2010).

2.3. Sw hai long va dw dinh hanh vi mua sim
true tuyén

Oliver (1981) da dinh nghia sy hai long 1a mét
trang thai tdm 1y dugc tao ra tir nhiing ky vong cua
ho so v&i cam nhan thuc té cua khach hang vé trai
nghiém tiéu dung. Nhiéu nghién ciru da xay dung
mo hinh dya trén qua trinh giao dich dé mé ta mirc
d6 hai long cua khach hang véi trai nghiém trudc
khi mua, trong khi mua va sau khi mua hang nhu
Khalifa (2007), Rose (2012) hay Collier (2006).
Ngoai ra, cic trai nghiém mua sam truc tuyén ciing
anh huong dén dy dinh hanh vi mua trong tuong lai
(Khalifa & Liu, 2007), khai niém dugc ‘hié'u la hanh
vi tiép tuc sur dung lai kénh truc tuyén dé mua tir mot
nha ban 1é cu thé (Khalifa & Liu, 2007). Két qua tir
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nghién ctru cta Collier (2006) va Rose (2012) ciing
déu xac dinh rang trai nghiém mua sim truc tuyén
theo m6 hinh lién tuc tir trude, trong va sau khi mua
1a mot tiéu chi quan trong dé danh gia dugc tong thé
su hai long va gilt chan khach hang. Nhu vay, khi
khach hang c6 mot quy trinh trai nghiém mua sim
dién tir tot, ho s& hai long véi nha ban 1¢ dién tir va
c6 kha nang quay lai mua hang tir nha ban 1¢ d6
trong tuong lai.

3. M6 hinh nghién ciru va cac gia thuyét

Nhiéu nghién ctru da két ludn rang do mua sim
truc tuyén hay tai cira hang, khach hang déu muén
o sy thuan ti¢n va doi hoi tbc d6 nhanh chong tr
c4c nha ban 1¢ dé dap tng cac nhu cu tily chon cia
ho (Kumar & Anjaly, 2017). DPic biét, trong bdi
canh canh tranh khdc 1iét nhu hién nay, khach hang

trong quy trinh dat hang, dich vu theo doi don hang
dugc cung cip boi cac nha ban 1é giup ngudi tidu
dung cam giac thoai mai, chu dong va trai nghiém
t6t hon, hai 1ong hon (Otim & Grover, 2006). Cubi
cung, su linh hoat trong dich vu hoan tra don hang
6 thé mang lai nhitng trai nghiém tich cuc hoac toi
té cho nguoi tiéu dung (Hsu, 2008; Dholakia, 2005).
Dua trén cac nghién ctru trudc d6, nghién ctiu nay di
sau phan tich nhitng tac dong cua chat lwong dich vu
tuong tac khach hang, dich vu giao hang, dich vu
theo doi don hang, dich vu hoan trd don hang 1€n trai
nghiém khach hang sau mua nhu thé nao, va vai trd
cua nhitng nhan t6 nay dbi véi su hai 1ong va du
dinh hanh vi mua hang truc tuyén tai Viét Nam
(Hinh 1).

Dich vu tuong tac Hla
khach hang
Trai nghiém khéach
hang sau mua
Dich vu giao hang Ha
Hl1d
H3 Du Qinh hanh vi, mua
sam truc tuyén

Dich vu theo doi

don hang H5

Sy hai 1ong mua sim
truc tuyen

Dich vu hoan tra

don hang

Hinh 1: M6 hinh nghién citu dé xuat

mong dg¢i cac nha ban 1é sé chi trong hon vao trai
nghiém hoat dong sau mua (Kuksov & Xie, 2008).
Trong d6, cac nghién ciru da cho thiy rang dich vu
twong tdac khdch hang dé két ndi va hd tro khach
hang sau mua c6 thé gitip nang cao chat lwong hoat
dong, gia ting niém tin, tic dong dén trai nghiém va
nang cao sy hai long khi mua sim tryc tuyén
(Collier & Bienstock, 2006; Mugge, 2010). Ngoai
ra, nhiéu bang ching cho théy chat lwong dich vu
giao hang nhu mirc d¢ chdm tré, kha ning giao hang
dung hen, tong thé thoi gian giao hang 1a nhén t6
quan trong cia trai nghiém va 1a tién dé cua sy hai
long khach hang (Lin & cong sw, 2020; Fisher &
cong su, 2019). Bé gia ting niém tin va su chic chin

3.1. Anh hwong cia hoat dpng sau mua Ién trdi
nghiém cua khdach hang

Theo Ramus & Nielsen (2005), nguoi ti€u dung
mudn mua hang tryc tuyén béi tinh tién loi thong
qua viéc tiét kiém thoi gian va cong stc.
Wolfinbarger & Gilly (2003) ciing déng ¥ rang su
tién loi clia viéc mua sdm va nhan san phim ngay tai
nha 1a nhing 1y do chinh de mua tryc tuyen ho
mudn hoan thanh viéc mua sdm véi nd luc tdi thiéu
vé thé chat va tinh than. Pdi v6i khia _canh van
chuyen giao hang dung han la mot chi s6 chinh vé
su xuét sic cia dich vu do nha ban 1é cung cip va
ngudi ti€u dung bay to quan diém tiéu cyc manh mé&
vé trai nghiém cia ho khi san phdm khong dugc
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giao dung han (Singh, 2019). Tuy nhién, vi nguoi
mua hang truc tuyén thuong co do khong chéc chin
cao vé san pham khi ho mua san pham ma khong ¢
su trai nghiém tryc tlep (Peck & Childers, 2003).
Trong truong hop nhu vay, dich vu hd tro theo ddi
don hang s& gitip loai bo su khong chic chin va lo
ngai vé quy trinh dit hang truc tuyén va mang lai
cho khach hang cam giac thoai méi khi ho dugc biét
vé trang thai ctia don dit hang (Otim & Grover,
2006). Thém vao do, su thiéu linh hoat trong dich vu
huy va d6i tra hang don hang co thé tao ra trai
nghiém tdi t& cho ngudi mua hang va co thé dan dén
kha ning mat khach hang (Dholakia, 2005). Ngoai
ra, mot sd khach hang ciing dé cap dén tam quan
trong cua sy tiép xtic gilta ngudi v6i ngudi trong
giao dich (Kumar, 2017). Ramus (2005) xac dinh
rang nhitng ngudi tiéu dung thudng e ngai vé chat
lugng twong tac va hd tro khach hang trong moi
truong truc tuyén, viéc duoc léng nghe hoic hd trg
tir nha ban 1¢ s& giup gia ting niém tin cua khach
hang tryc tuyén. Dua theo nhitng phan tich va lap
luan & trén, chung t6i dé xuat:

Hla. Dich vy twong tdc khach hang anh hudng
tich ciee dén trdi nghiém sau mua tric tuyén

HIb. Dich vu giao hang anh hwéng tich cuc dén
trdi nghiém sau mua triec tuyén

Hlc. Dich vu theo doi don hang anh hwong tich
cwe dén trai nghiém sau mua tryc tuyén

Hld. Dich vu hoan tra don hang anh huong tich
cwe dén trai nghiém sau mua tryc tuyén

3.2. Anh hwéng ciia hoat djng sau mua lén sy
hai long khach hang truc tuyén

Su hai long tong thé duoc dinh nghia 1a nhan
thire vé sy thoa man cta khach hang va xay ra khi
hiéu qua thuc té cao hon hodc phu hop vdi mong
doi trudec khi mua hang (Oliver Richard, 1997).
Kassim va Abdullah (2010) nhan thdy rang chat
lugng dich vu ma nha ban I¢ cung cip cho khach
hang c6 tac dong dang ké dén su hai long, do d6
anh huong dén y dinh mua hang cia nguoi tiéu
dung trong tuong lai. Reibstein (2002) ciling thua
nhan rang dich vu twong tac khach hang sau khi
mua hang 1a mot trong nhirng yéu té then chét dan
dén sy hai long cta khach hang. Sy nhanh chéng
trong viéc phan hoi cac thic mic cua khach hang
vé khiéu nai, kha nang khach hang tiép can dich vu
va nhén thtc vé chit lugng dich vu dugc coi la
hoat dong dam bao sy thanh cong cia cong ty

khoa hoc

trong moi truong kinh doanh dién tir (Hsu, 2008;
X. Liu, 2008). Bén canh do, cac dich vu hau can
cling dugc xac nhan Ia yéu to quan trong dé cu
thanh nén sy hai 1ong tong thé ciia khach hang
trong kinh doanh di¢n tur (Reibstein, 2002). Nhirng
ddc diém nay bao gém dich vu giao hang kip thoi,
kha nang bao hanh va dich vu hoan tra don hang.
Nghién ctru trude ddy da phat hién ra rang viéc
giao hang chinh x4c dén tan nha cta khach hang
va xtr 1y hang tra lai diing cach 13 hai yéu t6 duoc
ghi nhén tac dong dang ké dén sy hai long cua
ngudi mua sim truc tuyén (Hsu, 2008). Trong mot
cudc khao sat vé sy hai long mua hang online &
Pakistan, Ain & Siddiqui (2020) d& nhén dién dich
vu giao hang, dich vu theo doi don hang hay dich
vu hoan tra 1 nhitng nhan té then chét hang dau.
Do d6, cac gia thuyét tiép theo duoc dé xuat lan
luot nhu sau:

H2a. Dich vu twong tac khdach hang anh huwong
tich cue dén hai long cia khach hang triec tuyén

H2b. Dich vu giao hang dnh hwéng tich cuc dén
hai long ciia khdch hang triee tuyén

H2c. Dich vu theo doi don hang anh huong tich
cwe dén hai long ciia khdch hang triee tuyén

H2d. Dich vu hoan tra don hang danh hwong tich
cwe dén hai long ciia khdch hang triee tuyén

3.3. Moi lién hé giia trai nghiém sau mua, sw
hai long va y dinh mua lai triee tuyén

Céc nghién ctru trude day veé trai nghiém khach
hang truc tuyén da xac dinh sy hai 1ong va y dinh
trung thanh 1a két qua cta trai nghiém khach hang
dién tu (Izogo & Jayawardhena, 2018; Sanchez
Garcia, 2012). Nghién ctiu cua Rose (2011) ciing
da dé xuit két qua cia mot trai nghiém tich cuc
khi mua sam tryc tuyén 1 sy hai 1ong va cudi cing
dan dén y dinh mua lai trang web do. Theo Singh
(2020) cting cho thay rang mac d6 trai nghiém
tong thé cang cao thi mirc d6 hai long cang cao va
diéu nay din dén sy gia ting ¥ dinh mua lai cua
nguoi tiéu dung. Do d6, ching toi dé xuét cac gia
thuyét sau:

H3: Trdi nghiém sau mua cua khach hang dnh
hong tich ciee dén sw hai long truec tuyén

H4: Trai nghiém sau mua cua khach hang danh
hwong tich cyee dén ¥ dinh mua lai triec tuyén

H5: Sy hai long cua khdach hang anh huong tich
cue dén ¥ dinh mua lai truc tuyén
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4. Phwong phap nghién ciru va phat trién
thang do

Nghién ctu hién tai tién hanh thu thap dir liéu
dya trén phuong phap chon mau thuan tién thong
qua cac bang cau hoi, duoc gui truc tiép dén nguoi
tiéu dung trén dia ban Da Nang qua email va mang
x4 hoi. Péi tuong lay mau la nhitng c4 nhén trén 18
tudi va da tirng mua sam trén cac trang thu’(mg mai
dién tir tai Viét Nam. Tir ngay 13 thang 6 dén 20
thang 7 nam 2021, dit liéu dugc thu thap thong qua
mot cudc khao sat truc tuyén trén Google Forms.
Tong cong cd 312 ngudi di tra 1oi bang khao sat va
tat ca mau thu thap dugc déu hop 16. Bang cau hoi
gdm 2 ndi dung chinh, thir nht 1 phan thu thap cac
thong tin c4 nhan ctia ngudi tra 101, thir hai 1a phan
do ludng cac nhan td trong moé hinh. Thang do
Likert 5 diém duoc s dung chu yéu dé danh gia
phan hdi cua ngudi tiéu dung tor “1-Hoan toan
khong dong ¥’ dén “5- Hoan toan dong y”. Bé danh
gia chit luong thang do va kiém dinh mé hinh gia
thuyét, tac gia sir dung phwong phap mé hinh ciu
trac tuyén tinh PLS-SEM bang phan mém Smart
PLS phién ban 3.2. Trong khi d6, phan mém SPSS
22.0 dugce st dung dé théng ké va mo ta mau.

Cac thang do trong nghién ctru duoc trich dan tir
cac nghién ctru trude d6 va dugce didu chinh cho
phu hop véi bdi canh & Viét Nam. Cu thé, nhan to
dich vu twong tac khach hang duoc trich dan boi
Collier (2006) voi 6 bién. Dich vu giao hang ciing
dugc do ludng boi 6 bién boi Collier (2006) va
Wolfinbarger (2003). Trong khi d6, yéu t6 dich vu
theo d6i don hang tham khao bdi Kumar (2017) voi
4 bién. Dich vu hoan tra don hang duoc do Iuong
boi 6 bién, tham khao boi Kumar (2017). Trai
nghiém tryc tuyén sau mua st dung 3 thang do
dugc phat trién bai Rose & cong su (2012). Sy hai
1ong truc tuyén dugc do ludng bai Collier (2006)
vGi 4 thang do. Cudi cung, du dinh hanh vi mua
sam truc tuyén st dung 4 thang do tir nghién ciru
cua Rose & cong su (2012). Danh muyc bang cau hdi
dugc trinh bay trong Béang 2. Bang ciu hoi cudi
cung dugc kiém tra boi hai nha nghién ctu tai Pai
hoc Kinh t& Pa Néng va diéu tra thir v6i 10 khach
hang trude khi ap dung dai tra.

5. Két qua nghién ciru

5.1. Thong ké mé ta méiu

Dua trén két qua thu thap duoc, trong tong sd
312 phan hoi, nit gidi chiém 64% so véi 35% cla

nam giéi. Phan 16n dap vién & do tudi tir 18 - 22 tudi
(chiém 62.5%) va do tudi trung nién tir 23 - 30 tudi
(chiém 31.7%). Hau hét hién dang 1a sinh vién dai
hoc (57.1%) hodc nhan vién van phong (27.6%) co
thu nhap dudi 5 triéu ddng (52.9%) va tir 5 - 10 triéu
ddng (35.6%). Nhing nguoi tham gia phong van
cho thay c6 43.6% ngudi “Thinh thoang” va 42.9%
ngudi “Thudng xuyén” danh thoi gian dé mua sam
truc tuyén. Trang thuong mai dién tir ciia Shopee 1a
trang dugc moi ngudi st dung nhidu nhat voi
64.7%, tiép dén l1a Tiki voi 20.8% va Lazada véi
11.9%. Sendo 1a nén tang ban 1¢ dién tir ¢6 it ngudi
sir dung nhat, chi v6i 2.6%. Chi tiét vé mau thu thap
dir li¢u dugc trinh bay trong Bang 1.

5.2. Kiém dinh mé hinh do lwong

Theo d& xuit cia Hair & cong sy (2017), khi
phan tich theo k¥ thuit PLS-SEM m6 hinh do luong
can dugc kiém dinh vé do tin cdy trudc khi kiém
dinh gia thuyét, thong qua cac chi sb vé& do nhat
quan ndi tai, gia tri hdi tu va gia tri phan biét. Do
nhit quan cua thang do dat dwoc khi d6 tin cdy tong
hop (Composite Reliablity, C.R) 16n hon 0,7 va h¢
sO tai nhan t6 déu 16n hon 0,6. Gié tri hoi ty thoa
man khi phuong sai trich trung binh (AVE) cua moi
nhan t6 16n hon 0,5. Cubi cung, dé thoa mén vé gia
tri phan biét theo tiéu chuén Fornell & Larcker thi
can bac hai AVE ctia mdi nhan té can 16n hon cac
twrong quan cua nhan t§ d6 voi cac nhan t6 con lai
trén cung mot dong va cot (Hair & cong su, 2017).

Sau khi phan tich 1an dau, két qua cho thiy ring
mot vai nhan td co hé s tai nho hon 0,6 (CSs5, CSe6,
SP4...), do d6 nhitng bién nay da dugc loai bo nhé’lm
tang do tin cdy va nhat quan cho m6 hinh. Két qua
phén tich cudi cung dugc thé hién trong Bang 2, thé
hién ring gia tri do tin cdy tong hop C.R déu 16n hon
0,7; AVE cuia tit cac nhén t6 ciing 16n hon 0,5. Hon
nita, gia tri phan biét cia mo hinh ciing duoc thoa
man khi can bac hai AVE cua 7 nhan t& déu 1én hon
tat ca cac tuong quan con lai. Do d6 co thé két luan
rang mo hinh do ludng dam béo vé dé tin ciy va phu
hop cho cac phén tich tiép theo.

5.3. Kiém dinh gid thuyét

Trong tién trinh phan tich mé hinh c4u truc duogc
dé xuét boi Hair & cong sy (2017), dau tién cin
kiém dinh m6 hinh khéng vi pham hién tuong da
cong tuyén thong qua h¢ s6 _phong dai phuong sai
(VIF <5). Két qua cho thay tit ca cac nhén t6 déu c6
hé s6 VIF nho hon 5, cho thay hién tugng da cong
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Bang 1: Théng ké mé td mau

Pic diém Phén loai Tan suét Phin trim (%)
Giéi tinh Nam 110 353
Nit 202 64.7
Tubdi 18 -22 195 62.5
22-30 99 31.7
> 30 18 5.8
Nghé nghiép  Sinh vién 178 57.1
Nhén vién van phong 86 27.6
Kinh doanh 37 11.9
NOoi tro 11 35
Thu nhip <5 triéu 165 52.9
5—10 triéu 111 35.6
> 10 triéu 36 11.5
Tan suat Hiém khi 42 13.5
Thinh thoang 136 43.6
Thuong xuyén 134 42.9
Trang thwong Shopee 202 64.7
mai dién tir Lazada 37 11.9
mua sim Tiki 65 20.8
Sendo 8 2.6
Téng 312 100

Bang 2: Danh gia do tin cdy cua thang do

[CS] Dich vu twong tac khach hang 0.816 | 0.527
CS1. Nhén vién chim séc khach hang san sang gitip d& toi 0.747
CS2. Thic mic cta tdi duoc giai dap kip thoi 0.788
CS3. Toi co tl}é ggi dién thoai truc tiép dén cac tu van vién dé yéu cau hd tro 0711
khi gdp cac van dé sau mua )
CS4. Nha ban 1¢ giai thich mot cach trung thyc cac van dé ma toi gap phai sau 0651
khi mua hang )
CS5. Téi nhan dugc 16i giai thich hop 1y vé nguyén nhan dan dén cac van dé a
ma toi gdp phai sau khi mua hang
CS6. Nha ban 1¢ the hién sy quan tdm chan thanh dén viéc giai quy€t cac van a
de ma t6i gép phdi sau khi mua hang
[SP] Dich vu giao hang 0.802 | 0.577
SP1. Nha ban 1é giao diing don hang t6i da dat mua 0.797
SP2. Nha ban 1é cung cap cho t6i nhiéu lwa chon thoi gian giao hang 0.820
SP3. Pon hang cua t6i duoc giao dung ngay trong khoang thoi gian dy kién 0.651
SP4. Nha ban 1¢ c6 thé dap mg cac don dat hang can gap a
SP5. T6i thudng nhan dwoc cic md mién phi van chuyén a
SP6. Nha bén 1é c6 chi phi van chuyén va giao hang hop 1y a
khea hoc =
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[TK] Dich vu theo ddi don hang 0.820 | 0.608

TK1. T6i c6 thé theo ddi don hang trong qua trinh van chuyén 0.826
TK2. Nha ban 1¢ luén cung cip diy du thong tin dén qua trinh giao hang 0.877
TK3. Téi nhan dugc tin nhdn SMS/email thuong xuyén vé don hang cia minh 0.610
TK4. D& dang theo dbi viéc van chuyén va giao hang trén tmg dung a
[RT] Dich vu hoan tra don hang 0.818 | 0.534

RT1. Nha ban 1€ cho phép t6i hiy don dat hang trong thoi gian quy dinh 0.844
RT2. Nha ban Ié cung cip chinh sach d6i hang trong thoi gian quy dinh 0.857
RT3. Nha ban 1é cho phép t6i hoan tra lai mién phi trong thdi gian quy dinh 0.720
RT4. Cach thirc hoan tra lai cac mat hang 1a twong dbi don gian a
RTS5. Nha ban Ié cung cip nhiéu tity chon hoan tién a
RT6. Chinh sach hoan tra tai trang thuong mai dién tir 1a hop 1y a
[EX] Trai nghiém khach hang sau mua 0.888 | 0.798

EX1. Téi cam thay vui vé v6i trai nghiém trén san TMDT 0,879
EX2. T6i cam thiy thi vi v6i trai nghiém trén san TMDT 0.908
EX3. T6i cam thiy thoai mai v6i trai nghiém trén san TMDT a
[SF] Sw hai long trwe tuyén 0.814 | 0.594

SF1. T6i cam thay hai 1ong vé chat lugng dich vu duge cung cap 0.821
SF2. T6i hai long vai tat ca trai nghiém khi mua sam trén san TMDT nay 0.785
SF3. T6i cim thdy hai long vi san TMDT nay c6 thé dap tmg dugc cac yéu 0.701
cau mua hang cua toi i

SF4. T6i cam thay hai 1ong khi mua sam trén san TMDT nay a
[RI] Dy dinh hanh vi mua sim tryc tuyén 0.810 | 0.589

RI1. Co kha néng t6i s€ quay lai mua hang tir sain TMBDT nay trong tuong lai 0.815
RI2. San TMBT nay 14 lya chon déu tién khi t6i ¢6 nhu cdu mua hang trong 0.822
tuong lai _ i

RI3. T6i s€ noi voi ngudi khac nhitng dieu tich cuc vé san TMDT nay 0.654
RI4. T6i s€ gidi thi¢u cho ban bé mua hang ¢ san TMDT nay a

Ghi chii: a la nhitng bién c6 hé s6 tdi nhdn té nhé hon 0,6 va dwoc loai bé trong qud trinh phén tich.

Bang 3: Danh gid gid tri phdan biét theo tiéu chudan Fornell Larcker

CS EX RT RI SF SP TK
[CS] Dich vu twong tac khach hang 0.726
[EX] Trai nghiém khach hang sau mua | 0.516 | 0.893
[RT] Dich vu hoan tra don hang 0.560 | 0.470 | 0.731
[RI] Dy dinh hanh vi mua tryc tuyén 0.459 | 0.485| 0.505 | 0.768
[SF] Sw hai long truc tuyén 0.534 | 0.380 | 0.544 | 0.470| 0.771
[SP] Dich vu giao hang 0.441 | 0479 | 0.603 | 0.536 | 0.498 | 0.760
[TK] Dich vu theo d6i don hang 0.527 | 0463 | 0.492 | 0.513| 0.520 | 0.443 | 0.779

Ghi chii: S6 liéu trén dwong chéo la gid tri can bdac hai AVE ciia moi nhan t6, so liéu dudi dwong chéo

la hé so twong quan giita cdc bién.
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tuyén khong xay ra va phu hop cho kiém dinh gia
thuyét. Tiép dén, cac gia thuyét trong mé hinh duoc
kiém dinh thong qua thii tuc boostrapping 1ap mau
5000 lan voi cac chi s6 nhu hé sé duong dan B (-
L,1), t-value (>1,96) va R-square (Rz) Két qua tur
Bang 4 va Hinh 2 cho thdy rang hau hét cac gia
thuyét deu duogc chdp nhan, ngoai trir H1d va H3.
Cu thé, cac gia tri thong ké chi ra rang chét luong
dich vu tuong tac khach hang, dich vu giao hang,
dich vu theo ddi don hang déu c6 anh hudng y nghia
lén trai nghiém khach hang sau mua truc tuyén
(B1a= 0,227; t1a=3,977; Byp= 0,224; t;,=2,953;
Bi= 0,176; t;,=2,278). Do d6, cac gia thuyét Hla,

nhitng anh hudng tich cyc cia trai nghi€ém dich vu
sau mua va sy hai long khach hang 1én dy dinh hanh
vi mua hang tryc tuyén khi ca Hy va Hg déu dugc
chdp nhan (B4= 0,358; t4=5,658; Ps= 0,334;
t5=4,960). Hon nira, dua trén gia tri R2 tai Hinh 2,
cho thay dugc cac yéu té dich vu tuong tic khach
hang, dich vu giao hang, dich vu theo ddi don hang
va dich vu hoan trd don hang anh hudng dén 37,4%
su bién thién cua trai nghiém khach hang va 44,2%
su bién thién cua sy hai long khach hang. Trong khi
do, trai nghiém khach hang va sy hai long cung nhau
giai thich dugc 33,1% su bién thién cua dy dinh
hanh vi mua hang online.

Bang 4: Két qua kiém dinh gia thuyét

Gia

VIF

thuyét Mobi quan h¢ B T (<5) Két qua
Hla Dich vu twong tac khach hang = Trai nghiém saumua | 0.227 | 3.977 | 1.608 | Chap nhan
Hlb Dich vu giao hang = Trai nghiém sau mua 0.224 | 2.953 | 1.637 | Chap nhan
Hlc Dich vu theo d&i don hang =» Trai nghiém sau mua 0.176 | 2.278 | 1.523 Chép nhan
Hl1d Dich vu hoan trd don hang = Trai nghiém sau mua | 0.095 | 1.022 | 1.718 | Bac bd

H2a Dich vu tuong tac khich hang =»Hai long truc tuyén 0.240 | 3.261 | 1.730 | Chap nhin
H2b Dich vu giao hang = Hai 1ong truc tuyén 0.177 | 2.537 | 1.717 | Chap nhan
H2c Dich vy theo d&i don hang < Hai 1dng truc tuyén 0.236 | 3.416 | 1.572 | Chap nhan
H2d | Dich vy hoan tra don hang = Hai long truc tuyén 0.219 | 3.104 | 1.733 | Chap nhan
H3 Trai nghiém sau mua = Hai 1ong truc tuyén -0.034 | 0.395 | 1.597 | Baché

H4 Trai nghiém sau mua = Dy dinh hanh vi truc tuyén 0.358 | 5.658 | 1.169 | Chap nhan
H5 Hai 10ng truc tuyén = Dy dinh hanh vi truc tuyén 0.334 | 4.960 | 1.169 | Chap nhan

H1b va Hlc déu dugc chap nhan. Tuy nhién, dich vu
hoan tra don hang lai khong cho thdy méi quan hé y
nghia v6i trai nghiém khach hang sau mua khi hé )
théng ké khong thoa man (B;4= 0,095; t;4=1,022).
Vi vay gia thuyet Hl q bi tur chbi trong nghién ciru.
Trong khi do, két qua phén tich tuyén bd ca 4 yéu td
bao gdm chét luong dich vu twong tac v6i khach
hang, dich vu giao hang, dich vu theo ddi don hang
va dich vu hoan tra don hang déu dong vai tro quan
trong trong c4u thanh nén sy hai 10ng mua hang dién
tir cia khach hang (B,,= 0,240; t,,=3,261; By,=
0,177; t,=2,537; Bp= 0,236; t,,=3,416; Prg=
0,219; t54=3,104). Theo d6 ca 4 gia thuyét H,,, Hy,
H,, va H,4 déu dugc chip nhan.

Gia thuyét H; bi tu chdi khi mdi quan hé giita
trai nghiém dich vu sau mua lai khong thé hién
nhiing tic dong y nghia 1én sy hai long mua hang
tryc tuyén trong nghién clru nay ([33, -0.034;
t3=0.395). Cubi cung, két qua nghién ctru thé hién

khoa hoc

6. Thio luan va kién nghi

6.1. Thdo lugn

Muc ti€u cia bai nghién ctu 1a phan tich anh
hudng chét luong cac dich vu sau mua bao g6m dich
vu tuong tac khach hang, dich vu giao hang, dich vu
theo doi don hang va dich vu hoan trd don hang 1én
trai nghi€ém sau mua, sy hai long va du dinh hanh vi
mua hang online tai Viét Nam. Nhin chung, két qua
ciia mo hinh dugc xem 1 phu hop vé6i nhitng nén
tang 1y thuyét truéc day trong bdi canh thuong mai
dién tr nhu Cao (2018) va Liao & Keng (2013). Cu
thé, cac yéu té vé twong tac khach hang, giao hang
dung gio, hay hd tro theo doi don hang déu gop
phan 1am gia ting trai nghiém tich cyc cta khach
hang khi tiéu dung online, gitp gia tdng thém niém
tin vao nha ban 1é, giam thiéu rai ro cam nhan
(Singh, 2019; Otim & Grover, 2006). Tuy nhién,
khac biét voi nghién cuu cia Dholakia (2005) khi
mbi lién hé gitia chét luong dich vy hoan trd don
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Hinh 2: Két qua mé hinh nghién ciru

hang va trai nghiém sau mua lai khong cé y nghia
trong nghién ctru nay. Két qua nay co thé duogc giai
thich bdi tam 1y e ngai cia nguoi ti€u dung Viét
Nam cho qua trinh d6i hang khi mat thém nhiéu thoi
gian, cong sirc, chi phi phat sinh néu c6. Theo bao
cdo cua cac trang thuong mai dién to ¢ Viét Nam
cho théy ti 1& d6i hodc tra hang 1a kha thip so vdi cac
qudc gia khac trén thé gisi, nguoi tiéu dung co
khuynh huéng chap nhan san phdm hién tai, dua ra
nhén xét tiéu cuc, khong mua hang tir nhitng ban 1&
nay trong tuong lai. Mot 1y do nira ciing c6 thé can
nhic 13 chinh sach ddi tra hang cta cac nha ban 1é
rat khac nhau, do d6 han ché nhu cau d6i tra hang
cua nguoi tiéu dung.

Ngoai ra, két qua phan tich da khing dinh dugc
vai trd quan trong ciia cac yéu tb sau mua trong viéc
cAu thanh nén sy hai 1ong mua hang dién tr. Cac
phat hién nay ciing phu hgp voi bao cao cua Cao
(2018) va Ain & Siddiqui (2020) khi nghién ctru tai
thi trudng Trung Qudc va Pakistan. Nghién ctru cho
thiy rang nd luc dé gia ting chat luong dich vu
tuong tac voi khach hang, dam bao thoi gian van
chuyén chinh xéc, cing véi viéc cung cip dich vu
hoan tra don hang hop 1y s€ gitp lam gia taing muc
d6 hai 1ong khi mua hang truc tuyén. Nghién ciru
hién tai cling ghi nhén trai nghiém sau mua va sy hai

long 14 nhitng nhan t6 quan trong quyét dinh du dinh
hanh vi mua hang online. Khi khach hang c6 nhiing
trai nghiém sau mua vui vé va thoai mai, thi ho cé
kha ning gia ting sb 1an quay lai mua hang tir nguoi
ban 1é d6 (Singh & Soderlund, 2020). Cudi cing,
mot két qua khac twong dbi thu vi khi nghién ciru
khong ghi nhan nhitng anh hudng déng ké giita trai
nghiém dich vy sau mua va sy hai long téng thé khi
mua hang dién tur. Phat hién nay thi khac biét vdi cac
nghién ctru cia Rose (2011) hay Singh (2020). Tuy
nhién tap trung cua cac nghién cuu trude do 1a trai
nghiém téng thé ctia qué trinh mua hang online 1én
su hai long tong thé, trong khi d6 nghién ctru hién
tai chi phan tich trai nghiém sau khi mua 1én sy hai
long téng thé. Do do6, mic du toan bd trai nghiém
tryc tuyén cho thiy anh huong ¥ nghia 1én su hai
10ng truc tuyén nhung chi riéng trai nghiém sau mua
c6 thé chua du dé khién khach hang hai long hay
khong hai long, ma cin can nhic ca trai nghiém

trudce va trong khi mua hang.

6.2. Dong gop hoc thudt
Vé mit 1y thuyét, nghién ciru ndy da cung cép
thém hiéu biét vé danh gia va cam nhan cta khach
hang ddi voi hoat dong sau mua trén cac nén tang
thuong mai dién tir. Trong khi cac nghién ctru trudce
d6 & Viét Nam hay trén thé gidi chu yéu tap trung
khoa hoc =
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vao cac yéu té trudc va trong qua trinh mua (Blut &
cong su, 2015; Khoa, 2018), thi nghién cuu nay di
sau phan tich tac dong cua nhiing dich vu sau mua
nhu dich vu tuong tac khach hang, dich vu giao
hang, dich vu theo d6i don hang va dich vy hoan tra
don hang. Phan tich ciing 3 mang lai nhiing kién
thirc sau sic hon vé trai nghiém khach hang sau mua
va nhimg anh hudng cua hoat dong hau can sau mua
1én trai nghiém. Két qua cho thy trai nghiém cua
khach hang sau mua dugc dinh hanh y nghia béi
chat lugng twong tac ciia nha ban 1¢ va khach hang,
chat lugng dich vu giao hang va kha ning cho phép
khach hang theo ddi don hang. Piéu nay mang dén
khach hang nhimng trai nghiém tich cuc hon. Pong
thoi, nhimg yeu t6 sau mua cing la nhén t6 quan
trong cau thanh nén sy hai long téng thé cua khach
hang khi mua sam truc tuyen tai Viét Nam. Bén
canh dé, nghién cttu cling cho thiy nhimg danh gia
khac biét ctia nguoi tiéu dung Viét Nam vé viéc doi
tra hang hoa khi mua sam online, co tac dong 1én su
hai 1ong téng thé nhung khong anh huong 1én trai
nghi¢m sau mua. Cudi cung, nghién ctru hién tai
khang dinh vai tro quan trong cta su hai 10ng dién
to va trai nghiém sau mua ddi véi du dinh hanh vi
mua sim truc tuyén tai Viét Nam.

6.3. Ung dung thuee tién

Dua trén cac két qua phéan tich, nghién ctru dé
xuét mot s6 tng dung thuc tién nhu sau. Két qua da
thé hién nhitng anh huéng y nghia cua cac dich vu
sau mua Ién ca trai nghiém va sy hai long khach
hang khi mua sim truc tuyén. Do dé, trong bdi canh
thi truong thuong mai dién ti tai Viét Nam dugce du
béo ting trudng nhanh chéng va canh tranh khéc liét
hon, thi trai nghi€ém khach hang nén dugc chi trong
tu trude, trong va ca sau mua. Qua trinh sau mua
thuong bi phét 10 bdi cac nha ban 1€ bdi tu tuwong khi
hang hoa da ra khoi kho thi trach nhiém thudc vé
don vi van chuyén. Tuy nhién, nghién ctru nay da
gitip cac nha ban 1¢ nhan thay duoc tim quan trong
cua cac hoat dong sau mua 1én danh gia va cim nhan
ctia nguoi tiéu dung. Bat ky cac diém cham nao giita
doanh nghiép va ngudi tiéu dung ciing gop phan cu
thanh nén trai nghiém hoan hao, gitip duy tri sy gin
két va gia ting hanh vi mua hang.

Trong d6, nhitng tuong tac tich cuc, san sang hd
trg khach hang sau mua, giai dap cac thic mic, cung
cip céc kénh lién lac tryc tiép déu gitp khach hang
cam thay thoai mai va an tdm hon, gitip mang lai trai

khoa hoc

nghiém tdt hon. Nhuogc diém ciia mua sdm online so
v6i offline 1a tinh rti ro va tinh thiéu chac chin cao
hon, do d6 tinh két ndi va twong tac lién tuc giira hai
bén gitip khach hang tin tudng cho dén khi hang hoa
dugc giao dung nhu yéu cau. Ngoai ra, mot trong
nhitng cong cu quan trong gitp gia tang tinh canh
tranh giita cac nha ban 1é chinh 1a van dé giao hang.
Quan trong _nhét la nén dam bao thoi gian giao hang
chinh xac dé dam bao uy tin ciia nha béan 1¢, ho ciing
duge khuyén khich cung cip nhiéu lya chon giao
hang, c6 cac ma mién phi véan chuyen va thiét 1ap chi
phi giao hang hop ly. Mot yéu t6 khac méi ndi nho
su ho trg clia cong nghé hién dai 1a kha niang theo
ddi va quan 1y don hang tir xa cta khach hang, diéu
nay giup cho khach hang cam nhan dugc sy chu
dong, giup thau hiéu duoc cong viéc ciia nha ban 18,
khach hang dugc xem nhu mot phan cta qua trinh
cung Ung va mang lai trai nghiém tot hon. Chinh
sach hoan tra 1a mot khia canh can duoc quan tam
va can nhic nhiéu hon d6i vé6i cac nha ban 1& & Viét
Nam, thuong hoat dong nay mang lai nhiing trai
nghiém khong tét, khién khach hang mét nhiu thoi
gian, chi phi, cong stic. Do d0, cac chinh sach hoan
tra nén duoc thiét ké hop 1y, quy trinh nén dugce rat
ngan, chi phi hoan tra nén dugc hd tro dé gitp gia
tang sy tin twdng cua khach hang vao nha ban 1é.

6.4. Han ché va cdc dé xudt nghién civu trong
twong lai .

Mac du nghién ctru hién tai da nd lyc dé c6 nhiéu
dong gop vé mat ly thuyét 1an thyc tién. Tuy nhién,
mot s6 han ché van dugc ghi nhan. Pau tién 1 han
ché lién quan dén mau nghién ctru khi d01 tuong tap
trung chu yéu ¢ thanh phé Pa Nang, sb luong mau
tuong ddi thap, d6i tuong thu thap chu yeu la sinh
vién. Diéu ndy c6 thé dan dén nhitng han ché cho
qua trinh khai quat hoa két qua nghién ctru va tng
dung cho cac bbi canh khac nhau. Do d6, cac nghién
ctru trong tuong lai nén da dang vé tinh dai dién
mau, md rong cac khu vuc dia ly khac nhau, ting
kich thudc mau dé 1am gia tang tinh do tin cdy cua
md hinh nghién ctru. Ngoai ra, nghién ctru ndy dugc
thuc hién trong thoi gian dai dich Covid dang anh
hudng nghiém trong 1én khap cac tinh, thanh phé ¢
Viét Nam. Mic du diéu nay gitp thic day hanh vi
tiéu dung online, tuy nhién bi anh hudng bdi cac quy
dinh cach ly, phong toa, nén din dén sy dit gly cua
nhiéu hoat dong cung ung hang hoa, van chuyén bi
dinh tré. Nhitng vin dé nay c6 thé anh huong dén
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danh gia va cam nhan cua nguoi ti€u dung. Trong
twong lai, mot nghién ciru khac co thé dugc tién
hanh dé so sanh su khac biét vé& cam nhén dich vu
trong hai b6i canh nay. 4
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creation:

Summary

In the era of online shopping, the need for cus-
tomer experience is necessary to gain competitive
advantages and retain customers. The purpose of
this paper is to deeply understand the role of post-
purchase activities on customer experience, cus-
tomer satisfaction, and future behavioral intention in
the context of e-tailing platforms in Viet Nam. The
results indicated that interaction quality between
customers and retailers, delivery service, tracking
service significantly contributed to constituting the
customers’ post-purchase experiences. While cus-
tomer satisfaction was remarkably shaped by inter-
action quality, delivery, tracking, and return servic-
es. This study also confirmed the critical roles of
post-purchase experiences and overall satisfaction
towards online purchase intentions in Vietnam.
Besides, applications to theory and practice, limita-
tions, and future research directions were discussed
in this research.
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