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Nghién cltu nay xem xét méi quan hé gilta chinh sach hoan hang va su
hai long ctia khach hang trong thuong mai dién t&r B2C, dong thai xem
xét vai tro trung gian cla trai nghiém mua sdm tryuc tuyén dua trén ly
thuyét trao d&i xa héi. Nghién clu sit dung phuong phéap dinh lugng
bang mé hinh phuang trinh ciu trac ting phan. Nghién cliu da dé xuat
thang do chinh sach hoan hang phu hgp trong thuong mai dién t B2C
va sau khi phan tich tr mau 420 khach hang truc tuyén két qua cho
thay chinh sach hoan hang cé tac déng tich cyc dén sy hai long cua
khach hang trong thuong mai dién ti B2C, va trai nghiém mua sam
truc tuyén dong vai tro trung gian trong maéi quan hé nay. Mot s6 ham
y quan tri va khuyén nghj dugc tac gid dua ra cho cac nha quan tri
doanh nghiép.

Abstract

This study examines the relationship between return policies and
customer satisfaction in B2C e-Commerce, while also considering the
mediating role of online shopping experience based on social
exchange theory. A quantitative approach is employed, utilizing partial
least squares structural equation modeling. This study proposes an
appropriate return policy scale for B2C e-Commerce,, and the analysis
results from a sample of 420 online customers demonstrate that return
policies positively impact customer satisfaction in B2C e-Commerce,
with online shopping experience playing a mediating role in this
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relationship. The authors provide managerial implications and
recommendations for
business administrators.

1. Gidi thiéu

Nghién ciru vé sy hai 1ong (SHL) cua khach hang va nhimng yéu t6 tac dong toi SHL ciia khach
hang 14 chi dé quan trong, dd thu hut sy quan tim cua rat nhiéu nha nghién ctu (El-Adly, 2019;
Gefen, 2004; Gefen & Pavlou, 2012; Srinivasan va cdng su, 2002; Tartaglione va cong su, 2019).
Trong cac nghién ciru gan day, 1y thuyét trao ddi xa hoi (Social Exchange Theory — SET) da duoc cac
hoc gia sir dung kha phd bién dé tim hiéu, giai thich va du doan hanh vi khach hang. SET tiép tuc
dugc cac nha nghién ctru phat trién va mé rong dé giai thich va du doan hanh vi mua sim (Harris &
Daunt, 2013; Palmatier va cdng su, 2009), SHL cua khéach hang (Jeong & Oh, 2017), truyén miéng va
long trung thanh ctia khach hang (Barnes va cong su, 2014; Neuhofer va cong sy, 2015).

Céac nghién ctru dya trén SET chi ra ré‘mg néu mot doanh nghiép tao ra nhitng trai nghiém tich cyc,
¢6 lgi cho khach hang (vi du: dich vu tdt, san pham chat lwong, gia ca hop 1y, chinh sach hoan hang
linh hoat...) thi khach hang s& cam thay hai long va mubn dén dap lai doanh nghiép (vi du: mua lai
san pham/dich vu, giéi thiéu ngudi khac, dong gop ¥ kién phan hoi...). SET co thé duoc dung dé 1y
giai cac hanh vi va quyét dinh ciia khach hang duya trén co so ho cam nhan dwoc su cong bang, hai
10ng trong qua trinh trao d6i voi doanh nghiép.

Trong bdi canh nén kinh té s, Viét Nam 14 thi trudng méi ndi hang dau thé gisi (Cameron va
cong su, 2019), trong d6, thurong mai dién tir (TMDT) B2C 1a phan khiic phat trién nhanh nhat cta
nén kinh té sb Viét Nam. Vi vdy, chinh sach hoan hang (CSHH) va trai nghiém mua sam tryc tuyén
(MSTT) trong TMDT B2C da ndi 1én nhu mot vii khi quan trong trén thi truong, anh hudng 16n dén
viéc ban san pham (Mukhopadhyay & Setaputra, 2007). CSHH linh hoat s& tao ra nhiéu nhu cau hon
cho san pham (Mukhopadhyay & Setaputra, 2007). Trong mét cudc khéo sat cho thay c6 hon 70%
ngudi mua hang cho biét ho thuong xuyén cin nhiac CSHH - tra trudc khi quyét dinh mua sam
(Mukhopadhyay & Setaputra, 2007). Bén canh do, trai nghiém MSTT ciing 1 co s& quan trong dé
khach hang dwa ra quyét dinh c6 nén tiép tuc duy tri viéc mua sam hay khong (Jeong & Oh, 2017).

Trong nghién ctru nay, tac gia ky vong tra 161 hai cdu hoi nhu sau: (1) Tac dong cua CSHH t61 SHL
ctia khach hang trong TMBT B2C nhu thé nao? (2) Trai nghiém MSTT c6 vai trd nhu thé nao trong
mdi quan h¢ gitra CSHH va SHL cuia khach hang? Két qua nghién ctru gitp b sung va lam giau thém
c4c nghién ctru v& hanh vi khach hang trong mot thi trudng méi ndi ¢ tbe do phat trién TMDT B2C
nhanh nhat thé gi¢i nhu Viét Nam, dong thoi ciing cung cap cac goi y phit hop cho cac nha quan tri
doanh nghiép.

Bai bao c6 céu trac gdm cac phan: Tong quan nghién ctru va co so Iy luan; phuong phap nghién
ctru; két qua nghién ctru; va cudi cing 1a ban luan két qua nghién ctru dé dua ra nhing goi ¥, khuyén
nghi can thiét cho cac nha quan tri.
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2. Téng quan nghién ciru va co sé ly luan

2.1. Ly thuyét trao doi xa hoi (SET)

SET duoc dé xuat boi Homans (1958) va Blau (1964), SET coi méi quan hé x4 héi 1a cac trao doi
lap di lap lai, va dé duy tri mbi quan hé nay gia tri phai tich cuc theo thdi gian. Cac trao ddi dya trén
su tin tuong chir khong chi vi loi ich kinh té (Back, 1965). SET 1a mot trong nhimng 1y thuyét ¢6 anh
hudng 16n nhét trong hanh vi to chirc (Cropanzano & Mitchell, 2005).

Gan day, cac hoc gia dd mo rong SET trong nghién ctru hanh vi khach hang dé giai thich hanh vi
khach hang trong mua sdm tryc tuyén (Harris & Daunt, 2013; Palmatier va cong sy, 2009). Theo SET,
khi doanh nghiép cung cép gia tri va co lgi cho khach hang, mdt nghia vu dugc tao ra dé hoan tra lai.
Mot loat cac trao ddi qua lai lam ting chat lugng mdi quan hé giita cong ty va khach hang ciia minh
(Karpen va cong su, 2015; Mitchell va cong sy, 2012).

SET cho thdy su phii hop v&i cac nghién ctru lién quan dén viée giai thich hanh vi khach hang
(Jeong & Oh, 2017), vi khach hang luén hudng dén téi da hoa loi ich trong cac mdi quan hé qua lai.
Béi néu mot doanh nghiép theo dudi CSHH c6 1oi cho khach hang, va tao ra mét trai nghiém MSTT tdt
thi khach hang s& cam thiy hai 10ng va mong mudn dén dép lai doanh nghiép.

2.2. CSHH trong TMDT B2C

Céac nghién ctru CSHH trong TMDT B2C nhan dugc sy quan tdm 16n tir cac nha nghién ctru.
CSHH la chia khéa dé thu ht va giit chan khach hang, dong thoi 1am ting sy sdn sang mua cua khach
hang (Bechwati & Siegal, 2005; Zhang va cong sy, 2017), tir d6 tao ra loi thé canh tranh cho doanh
nghiép (Yan & Pei, 2019; Zhang va cdng su, 2017). Tuy vdy, CSHH ciling lam tang chi phi cho cac
cong ty (Yan & Pei, 2019). S6 liéu théng ké trong nghién ciru gan day cho thay cac nha ban 1é B2C ¢
ty 1€ hoan hang vuot qua 20% thuong tao ra lgi nhuén bé‘mg 0 (Janakiraman va cdng sy, 2016). Do do,
viéc ap dung CSHH nhur thé nao trd nén cuc ky quan trong d6i véi cac cong ty (Yan & Pei, 2019) va
can dugc can nhic mot cach ky ludng trude khi ap dung.

Trong nghién ciru nay, tac gia sit dung khung CSHH trong TMDT B2C theo nam khia canh cua
Janakiraman va cong su (2016) gom: (1) Su linh hoat vé thoi gian, (2) linh hoat vé gia tri hoan tra, (3)
nd Iyc tir khach hang, (4) linh hoat vé& pham vi hoan tra, va (5) linh hoat vé& phuong thirc thanh toan.
Trong do:

- Linh hoat vé thoi gian: Cac nha ban 1é B2C thuong chi dinh thoi han trong CSHH ctia minh
(chinh sach 30 ngay, chinh sach 90 ngay...). Cac CSHH quy dinh thoi gian hoan hang dai hon dugc
coi la linh hoat hon.

- Linh hoat vé gia tri hoan tra: CSHH linh hoat cho phép hoan lai toan bd s6 tién, trong khi cac
chinh sach nghiém ngit chi cho phép hoan lai mot phin gi4 mua, thudng bang cach ap dung “phi hoan
kho™ hodc “phi van chuyén va xir 1y”” khong hoan lai.

- N& lyc tir khach hang: N& lyc tir khach hang can thiét dé thuc hién viéc tra lai khac nhau, trong do

2 I3
1383 A9

mot s6 nha ban 1& B2C tao ra “ric rdi” cho khach hang khi tra lai san phdm (vi du: yéu cau giit lai bién
lai gc, thé hodc bao bi san pham). Cac CSHH doi hoi it nd luc hon tir phia khach hang dugc coi 1a linh
hoat hon.
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- Linh hoat vé pham vi hoan trd: Cac nha ban & B2C giéi han cdc mat hang ma ho cho 1a “c6 thé
tra lai”. Vi du: cac san pham dugc mua trong dot giam gia c6 thé khong du diéu kién dé duoc tra lai.
CSHH v6i pham vi 16n hon cac mat hang dugc tra lai dugc coi la linh hoat hon.

- Linh hoat vé phuong thic thanh toan: Trong khi mot s6 nha ban 1¢ B2C cung cip hoan lai tién
mit, nhitng nguoi khac cung cap tin dung ctra hang hodc trao d6i san phdm cho mat hang duoc tra lai.
CSHH cho phép hoan lai tién mat dugc coi 1a linh hoat hon.

2.3. SHL cua khach hang trong TMDT B2C

Fornell (1992) coi SHL ctia khach hang 1a thai d6 dugc hinh thanh trén co sé trai nghiém sau khi
khach hang mua san pham, dich vu. Tuong tu, Oliver (1999) dinh nghia SHL cta khach hang 1 cam
xuc sau khi tiéu dung dua trén so sanh hi¢u suat cam nhan duogc so véi ky vong ban dau. Minarti va
Segoro (2014) ciing ddng nhét quan diém SHL cta khach hang 1a thai d6, danh gia va phan tng cam
xuc duge thé hién boi khach hang sau qua trinh mua hang. SHL cta khach hang 13 sy phan anh cua
cam xuc tich cuc (Islam va cong sy, 2021; Johnson va cdng sy, 20006).

Trong nghién ctru nay, SHL la thai d9, danh gia va phan (ng cam xtic cua khach hang sau khi tiéu
dung san pham duoc mua trén cac nén tang TMDT B2C.

2.4.  Moi quan hé giita CSHH, trai nghiém MSTT va SHL ciia khdch hang trong TMPT B2C

Theo SET, néu khach hang cam nhén nha ban 1¢ B2C hanh dong vi loi ich ciia ho (quan tim dén
gia tri va két qua mong mudn cta ho) va ¢6 CSHH linh hoat, thi ho ¢6 nhiéu cam két méi quan h¢ trao
d6i. Khi cac nha ban 1é B2C theo dudi CSHH c6 loi cho khach hang, khach hang s& cam thiy hai 1ong
va mong mudn dén dap lai doanh nghiép. Nghién ciru cia Yan (2009) cho rang CSHH s& c¢6 loi cho
ca khach hang va nha ban 1¢ B2C, dic biét cac san phim trong méi trudng truc tuyén.

Nghién ctru ctia Bonifield va cong su (2010) ciing chi ra mdi quan hé giira CSHH va chat luong cia
céc nha ban 1¢ B2C, nghién ctru nhan thiy mdi quan hé nay 1a tich cyc. Pei va cong su (2014) ciing cho
rang CSHH ctia nha ban 1¢ B2C dong vai tro tich cuc dén nhan thirc cia khach hang va y dinh mua
hang ctia ho. Twong ty, nghién ctru ciia Jeng (2017) da xem CSHH linh hoat ¢6 anh hudéng dén trai
nghiém cua khach hang va y dinh mua hang khi xem xét mtrc d quen thudc véi thuong hiéu va danh
muc san pham ctia nha ban 1é B2C.

Trén co sé nhitng lap ludn trén, tac gia dé xuat cac gia thuyét nghién ctru sau:

Gia thuyét H,: CSHH linh hoat cé tac dgng tich cuc dén SHL ciia khach hang trong TMDT B2C.

Gia thuyét H,: CSHH c6 tac dong tich cuc dén trdi nghiém MSTT ciia khach hang trong TMPT B2C.

2.5.  Trainghiém MSTT va vai tro trung gian cua trai nghiém MSTT

~ G

Thuét ngir “trai nghiém khach hang” dwoc gi6i thiéu lan ddu boi Holbrook va Hirschman (1982).
Trai nghi€ém khach hang dugc hiéu 14 su thich thu vé& mit tim 1y, nhan thire va cam xuc ctia khach hang
dbi v6i cac san pham hodc dich vu (Gustafsson vacong sy, 2005). Trai nghiém khach hang 13 yéu t&
quyét dinh téi hanh vi khach hang, 1a muyc tiéu quan trong ddi véi cac cong ty (Klaus & Maklan,
2013). Tuy nhién, khi chuyén sang méi truong truc tuyén, trai nghiém khach hang da phat trién véi
chc dic diém khac (Vakulenko va cong su, 2019), tap trung nhiéu vao trai nghiém MSTT cua khach
hang (Nambisan & Watt, 2011).
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Céc nghién ctru vé trai nghiém MSTT cua khach hang xem xét ¢ bon khia canh 1a: Trai nghiém
san pham, trai nghiém quy trinh, trai nghiém moi trudng, va trai nghiém véi nhéan vién (Pei va cong
su, 2020). Két qua cua cac nghién ctru trude d6 da chi ra mbi quan hé tich cyc gitra trai nghiém MSTT
va SHL ciia khach hang (Wilkins va cong su, 2009; Wu & Liang, 2009). Zins (2002) cho rang trai
nghiém MSTT tac dong tich cuc dén SHL cua khach hang. Ciing giéng nhu nghién ciru cta Jenneboer
va cdng su (2022) khi khach hang c6 trai nghiém tét, ho hai long véi dich vy ho nhan duogc.

Tuy vy, mdi quan hé nay khong phai lic nao ciing cho két qua dong nhét, n6 c6 thé dao nguoc
phu thudc vao cach nhin nhan mébi quan hé (Jeong & Oh, 2017). Bdi vi, trai nghiém MSTT la nhiing
nhén thirc, cam xtc co tinh chit c4 nhan, phu thudc vao ting thoi diém khac nhau v&i nha ban 1¢ B2C
(Pekovic & Rolland, 2020; Verhoef va cong su, 2009).

Trén co s& nhitng 1ap luan trén, tac gia dé xuat gia thuyét nghién ctru sau:

Gid thuyét Hy: Trdi nghiém MSTT ¢6 tdc déng tich cwc dén SHL ciia khéach hang trong TMPT B2C.

Theo quan diém SET c6 nim giai doan phat trién mbi quan hé tir nhan thirc — thim do — md
rong — cam két — chim dit. C6 thé thiy ring trai nghiém MSTT & vao giai doan nhan thirc va tham
do trudce khi dan t6i SHL - co s¢ dé dua ra quyét dinh vé viéc nén mo rong hay chim dirt mdi quan hé
(két qua cubi cung) (Jeong & Oh, 2017).

Céc nghién ctru cho rang trai nghiém MSTT cuia khach hang anh huéng 16n t6i SHL cua khach
hang (Klaus & Maklan, 2013; Nysveen & Pedersen, 2014). Tuy nhién, mbi quan hé nay van dang con
nhiéu diéu chwa thdng nhét, boi d6i khi cai thién trai nghiém MSTT 14 diéu mong mudn, nhung khong
du dé tac dong dén SHL cua khach hang (Klaus & Maklan, 2013). Do do, trong nghién ctru nay, tac
giad xem xét anh hudng trung gian cia trai nghiém MSTT d6i véi SHL.

Trén co s6 nhitng 1ap luan trén, tac gia dé xudt gia thuyét nghién ctru sau:

Gid thuyét H,: Trdi nghiém MSTT c6 vai tro trung gian giita CSHH va SHL ciia khéch hing trong
TMDT B2C.

Tréi nghiém
mua s&m tryc tuyén

Chinh sach Su hai long
hoan hang clia khach hang
trong TMBT B2C H; trong TMDT B2C

Hinh 1. M6 hinh nghién ctru dé xuét
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3. Phuong phap nghién ciru

3.1, Mdu nghién ciru va thu thdp dir liéu

Nghién ctru chinh thirc duge thyc hién bing phwong phép dinh lugng thong qua mét cude khao sat,
va chon mau theo phuong phép phi ngau nhién, thuan tién véi 420 khach hang tryc tuyén trén dia ban
Ha Noi.

Bang 1.

Mo ta mau nghién ciru
Mau nghién ctru S6 luong (nguoi) Ty 18 (%)
Do tudi
18-22 281 66,9
23-28 139 33,1
Gi6i tinh
Nam 203 483
Nit 217 51,7
Trinh 36
Sinh vién dai hoc, cao déng 268 63,8
D3 t6t nghiép dai hoc, cao ding 152 36,2
Kénh TMBT B2C
San TMDT 311 74,0
Website ban 1¢ dién tir B2C 109 26,0

Mau khao sat gdm 48,3% nam va 51,7% nit. Cac do tudi tir 18-22 chiém ty 18 cao nhit v6i 66,9%,
tiép dén 1a 22-28 tudi véi 33,1%. Hau hét mau khao sat 1a sinh vién dai hoc (63,8%), va di t6t nghiép
(36,2%). Két qua mé ta mau duoc thé hién chi tiét trong Bang 1.

Viéc thu thap dit li€u dugce thye hién boi chinh tac gia tir thang 3 nam 2024 dén thadng 5 nam 2024.
Nhing ngudi tham gia déu dong ¥ va tu nguyén tham gia trong khao sat nay.

Trong nghién ciru nay, tic gia sir dung mo hinh phuong trinh c4u triic tuyén tinh timg phan (PLS-
SEM) dé wdc tinh cac mod hinh nhén qua véi cac bién tiém 4n. Phuwong phép nay cho phép cac nha
nghién ctru kiém tra mbi quan hé phirc tap giita nhiéu bién s6 ciing mot ltc, bao gdm ca tac dong truc
tiép va gian tiép.

3.2.  Thang do va bang hoi

Trong nghién ctru nay sir dung ba khai niém gdm: CSHH trong TMBT B2C, trai nghi¢ém MSTT
va SHL cua khach hang trong TMDT B2C. Trong d6, thang do CSHH trong TMDT B2C dugc ké
thira tir khung nim yéu t6 ctia Janakiraman va cong su (2016) va dugc tac gia hiéu chinh thang do phu
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hop cho nghién ctru. Hai thang do trai nghiém MSTT va SHL cua khach hang trong TMDT B2C dugc
ké thira hoan toan tir cac nghién ctru trudc va c6 chuyén ngit cho phu hop véi bdi canh TMDT B2C
tai Viét Nam. Cu thé:

- Vé thang do CSHH trén co sé khung phén tich cac yéu t6 cia CSHH theo Janakiraman va cong su
(2016) gém 5 tiéu chi: Linh hoat vé& thoi gian, linh hoat vé gia tri hoan tra, nd lyc tir khach hang, linh
hoat vé pham vi hoan tra, va linh hoat vé phuong thirc thanh toan. Janakiraman va cong su (2016) tong
hop v do luong 5 yéu t6 nay ¢ dang bién nhi phan. Bé phit hop trong nghién ciru ctia minh, téc gia thao
ludn va tién hanh xay dung 5 cau hoi quan sat cho 5 yéu td clia Janakiraman va cong su (2016). Sau do,
cac cau hoi dugc gui cho 3 chuyén gia phu trach quan Iy cac san TMDT Shopee, Lazada va Giao hang
tiét kiém dé kiém tra sy phi hop vé ndi dung, va da c6 diéu chinh trong bang hoi dé dam bao chinh xac,
dang thuc té, d& hiu véi nguoi doc. Sau cung, dé dam bao do tin cdy va gia tri cia thang do, tac gia
thuc hién Pilot Test v&i 75 ngudi da timg tham gia MSTT trén cac nén tang TMDT B2C.

- Thang do bién ddc 1ap trai nghiém MSTT duoc ké thira hoan toan tir 12 bién quan sét theo nghién
ctru ciia Vakulenko va cong su (2019) va duoc ky hiéu tir MSTT1 dén MSTT12.

- Thang do bién phu thudc SHL cua khach hang trong TMDT B2C duoc do luong bing 3 bién
quan sét, ky hiéu tir SHL1 dén SHL3 (Nysveen & Pedersen, 2014).

Céc thang do trong nghién ctru nay duoc sir dung dang Likert 5 diém, trong d6 1: Hoan toan khong
ddng ¥, 5: Hoan toan dong ¥, va 3: Trung lap.

Bang hoi duogce téc gia thiét ké truc tuyén gdm 2 phan: Phin 1 13 cac thong tin chung cua ngudi
duoc khao sat gf”)m 07 cau hoi vé ho tén, gidi tinh, tudi, trinh d6 hoc vén, chd & hién tai, tin sudt MSTT
hang thang, kénh thudng xuyén MSTT. Phan 2 duoc chia thanh 3 muc twong tw véi 3 khéi niém trong
nghién ctru, voi 15 cau hoi. Bé dam bao nguoi tham gia khao sat ty nguyén dong ¥ tham gia, trudc
khi tra 161 cac cau hoi, bang hoi ¢6 cau hoi ddu tién nhdm x4c nhan “Téi ddng y va hoan toan ty
nguyén tham gia khio sat nay”. Néu ngudi khao sat dong y thi tiép tuc, khong thi ding
khao sat.

4. Két qua nghién ciru

4.1. Danh gia thang do

Thang do CSHH trong TMDT B2C dugc danh gia 1an 1 qua Pilot Test: Tac gia sir dung hé sb
Cronbach’s Alpha (CA) va trong s EFA dé danh gia d¢ tin cdy, do hoi tu va phan biét cia thang do
v6i sy hd tro ciia phan mém SPSS v27.0. Két qua cho thiy, hé s CA bién tong dat 0,891; phuwong sai
trich dat trén 70%, thang do dam bao d¢ tin cdy. Trong s6 EFA cuia cac bién quan sat déu dat trén 0,7
cho théy thang do cho khai niém CSHH dam bao d¢ hoi tu va phan biét.

Nghién ctru chinh thirc st dung hé s tai ngoai (Outer Loading), hé s6 CA, hé sb tin cay tong hop
(CR) va hé s0 tin cay chinh xac (rhoA) dé danh gi4 d¢ tin cay timg chi bao va d¢ tin cay cia tap chi
béo. Sir dung hé sb phuong sai trich trung binh (AVE) dé danh gia d6 hoi tu cua thang do, va sir dung
tiéu chuan Fornell-Larcker (1981), ty 1& Heterotrait-Monotrait Ratio (HTMT) dénh gia d¢ phan biét
cta thang do (Fornell & Larcker, 1981). Két qua duoc tdng hop & Bang 2.
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Bang 2.
Phan tich d¢ tin cy va xac thuc cua cac khai niém
Bién s Bién Hé sb tai ngoai Hé s Hé s tin Hé s6 tin Hé sb
quan sat Cronbach’s  cdy chinh cay tong phuong sai
Alpha xac hop trich trung
binh
1. Chinh sach HHI* 0,965 0,891 0,893 0,925 0,754
hoan hang HH2 0,861
(HED HH3 0,866
HH4 0,875
HHS 0,856
2. Trai nghiém mua  MSTT1 0,767 0,871 0,907 0,903 0,650
sam tryc tuyén MSTT2" 0,642
(MSTT)
MSTT3 0,742
MSTT4" 0,626
MSTTS5" 0,584
MSTT6 0,748
MSTT7" 0,588
MSTTS" 0,568
MSTT9" 0,632
MSTTI10 0,716
MSTT11 0,702
MSTTI12" 0,576
3. Su hai long cua SHLI 0,924 0,825 0,883 0,894 0,739
?;jf; gé;f e gyro 0,813
(SHL)
SHL3 0,837

Ghi chii: Hé s6 Cronbach’s Alpha, thoC, varhoA >0,7 va AVE >0,5;
*Céc quan sat dugc loai khi kiém dinh mé hinh cu tric.

Bang 2 thé hién do tin cdy cta thang do qua hé sb tai ngoai, CA, CR, rhoA, két qua cac thang do
cho khai niém déu dat yéu clu vé do tin cay cao. Cu thé, hé sb tai ngoai dat trén 0,7, ngoai trir cac
quan sat MSTT2, MSTT4, MSTT5, MSTT7, MSTTS, MSTT9 va MSTT12 ¢6 hé s tai ngoai < 0,7
duogc tac gia loai ra trudc khi kiém dinh mé hinh ciu tric. Hé s tai ngoai cua quan sat HH1 1a 0,965
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(> 0,95) ¢o su twong dong cao véi khai niém chinh. Dé dam bao d6 phan biét ciia thang do, can loai
ra trong qué trinh phén tich vé sau (Sarstedt va cong su, 2017).

Vi d6 tin cdy cua tap chi bao, két qua CA cua 3 khai niém cho thiy do tin ciy & mic cao (> 0,8)
(Hair va cong su, 2022; Hair va cong su, 2019), cac h¢ s6 CR va rhoA dam bao gidi han trong gié tri
cho phép (> 0,7) (Dijkstra, 2010, 2014; Dijkstra & Henseler, 2015; Henseler va cong su, 2015;
Joreskog, 1971).

Bang 3.
Danh gia tinh phan biét clia thang do theo tiéu chuan Fornell-Larcker
Bién sb 1 2 3
1. HH 0,868
2. MSTT 0,340 0,806
3. SHL 0,622 0,544 0,859

Ghi chii: Céc s6 in d4m 12 bac hai ciia AVE trén duong chéo va twong quan giita cac bién quan sét.

Két qua phén tich AVE cho thay thang do cho cac khai niém dat d6 hoi tu (> 0,5). Két qua phan
tich d6 phan biét theo tiéu chuin Fornell-Larcker Bang 3 cho thiy cac khai niém dam bao phan biét
t6t. Twong tu, tiéu chudn HTMT cho thay cac khai niém nghién ctru déu khac biét & nguong HTMT
0,90 (Henseler va cong sy, 2015), nhu trinh bay trong Bang 3.

Bang 4.
Phan tich tinh phén biét ctia thang do theo tiéu chuan HTMT
Bién sb 1 2 3
1.HH
2. MSTT 0,364
3.SHL 0,698 0,572

Ghi chii: Gia tri phan biét duoc thiét 1ap tai mirc HTMT 0,90.

Nhu vay, qua phan tich thang do ctia cic khai niém déu da dam bao do tin cdy va gia tri cho nghién
ctru dinh luong tiép theo, tic gia tiép tuc st dung cho phan tich mé hinh céu tric.

Bang 5.

Panh gi4 da cong tuyén
Bién s6 1 2 3
1. HH 1,000 1,131
2. MSTT 1,131
3.SHL

Két qua 6 Bang 5 cho thdy khong ¢ véan d& lo ngai vé da cdng tuyén gitta cac khai niém.
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4.2, Kiém dinh mé hinh dé xudt va cdc gia thuyét

Phuong phap phan tich ciu tric tuyén tinh dya trén binh phuong t6i thiéu timg phan (PLS- SEM)
duoc st dung véi sy tro gitp cliia phan mém SmartPLS 4.0 dé kiém dinh mé hinh va cac gia thuyét
nghién ctru. Két qua cho thiy cac tac dong truc tiép va trung gian déu c6 ¥ nghia thong ké. Cu thé:

CSHH trong TMBT B2C c6 anh hudng tich cuc téi trai nghiém MSTT va SHL cua khach hang
trong TMDT B2C. Trong d6, CSHH c¢6 tac dong t6i SHL trong TMDT manh hon véi cac hé s6 udc
lugng twong tmg v&i SHL (B = 0,494; t = 15,059; p < 0,01) va trai nghiém MSTT (f = 0,320; t =
5,988; p < 0,01). Nhu vy, gia thuyét H,, H, dwoc chap nhan. Bén canh do, trai nghiém MSTT ciing
¢6 tac dong manh tdi SHL cua khach hang trong TMDT B2C (8= 0,376;t=10,217;p <0,01).
Bang 5.

Két qua kiém dinh cac gia thuyét

Gia thuyét M&i quan hé Gi4 tri Giatrit  Gia thuyét
uéce luong (p <0,05)

Tdc dong triee tiép

H, HH — MSTT 0,320 5,988"" Chap nhan
H> HH — SHL 0,494 15,059 Chip nhan
Hs MSTT — SHL 0,376 10217 Chip nhan
Tac dong trung gian
Ha HH — MSTT — SHL 0,128 5,538 Trung gian
hoan toan

Hé s6 xéac dinh R2= 0,512; R2hiéu chinh = 0,510 (p<0,001).

p1#p2*p3 = 0,060 => MSTT la bién trung gian hoan toan trong mdi quan hé nay.

Ghi chii: * ** *** |an luot twong (ng véi cac mirc y nghia thong ké 10%, 5% va 1%.

Kiém dinh vai trd trung gian cua trai nghiém MSTT (8 = 0,128; t = 5,538; p < 0,01). Thyc hién
phan tich theo dé€ xuat ciia Zhao va cong su (2010), két qua nghién ctru cho thay:

p(HH,SHL)*p(HH,MSTT)*p(MSTT,SHL) > 0

Diéu nay c6 nghia trai nghiém MSTT déng vai tro trung gian hoan toan va ¢ y nghia thong ké
trong moi quan h¢ gitra CSHH va SHL cua khach hang trong TMDT B2C.

Gia tri R?= 0,512 nghia 13 51,2% su bién dong phuong sai SHL cua khach hang trong TMDT B2C
¢6 thé duogc giai thich boi mé hinh nghién ctru. K&t qué cho bi€t mic d6 phu hop hay kha nang du béo
cua mo hinh (Hair va cng sy, 2019; Shmueli va cong sy, 2019).
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Bang 6.
He s6 2
HH MSTT SHL
HH 0,131 0,442
MSTT 0,257
SHL

Hé sb 2 cho biét mirc dd anh hudng cua bién doc lap lén bién phu thudc. Cohen (1988) dé xuét
mot bang cac gia tri f2 dé danh gia tim quan trong cia cac bién doc lap nhu sau: Néu 2 < 0,02 thi
anh huong rat nho hodc khong ton tai; néu 0,02 < £2 < 0,15 thi anh huong nho; 0,15 < £2 < 0,35 ¢6
nghia 1a anh hudng vira; anh hudng 16n néu £2 > 0,35. Cac sé liéu trong Bang 6 cho thdy CSHH trong
TMBT B2C c6 anh huéng nho t6i trai nghiém MSTT, va trai nghiém MSTT c6 anh huéng vira dén
SHL cua khach hang trong TMDPT B2C, bén canh d6, CSHH c6 anh huong 16n téi SHL cua khach
hang trong TMDT B2C.

MS MSTTE MSTT10 MSTT11

0.000 0 0.000 0.000 /

000

0.000 mMsTT
—— \ SHL1
- >
0.000__ __0.000
HH3  #-0.000—] 0.000 > —0.000-»  SHLZ

0.000

0.000 o000
e

HH4 0.000 HH SHL SHL3

HHS

Hinh 2. Két qua uéc lugng mé hinh nghién ctru theo PLS-SEM
Nhu viy, cac gia thuyét nghién ctru déu duoc chép nhén va md hinh ciu tric dugc kiém dinh thanh
cong. Cac két qua ude luong duge thé hién trong Bang 5 va Hinh 2.

5. Ban luan két qua

5.1. Ham y Iy thuyét

Cac két qua nghién ciru cung cdp mot sb dong gop vé 1y thuyét: Thir nhat, trén co sé khung phan
tich cac yéu t6 cia CSHH (Janakiraman va cong su, 2016), tic gia tién hanh xay dyung thang do phu
hop cho khai niém nay gdm 5 bién quan sat dugc do bang thang do Likert 5 diém. Qua dénh gia so
bd va st dung chinh thiic trong nghién ctru, thang do dam bao tinh xac thyc, d§ hdi tu va phan biét
t6t. Thit hai, két qua nghién ciru cho thdy CSHH c6 tac dong tich cuc dén ca trai nghiém MSTT va
SHL cua khach hang trong TMDT B2C (Gia thuyét H,, H, dugc hd tro) phu hop véi cac nghién ctru
trude day cia Yan (2009), Pei va cong sy (2014) va Jeng (2017). Bén canh do, trai nghi¢m MSTT
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cling c6 tac dong tich cyc dén SHL cua khach hang (Gia thuyét Hs duoc hd trg), két qua dong nhét
v6i cac nghién ctru sit dung SET nhu nghién ctru cua Karpen va cong su (2015), Mitchell va cong sy
(2012), hay Vakulenko va cong sy (2019). Dic biét, nghién ctru dong gop 1y thuyét qua viéc da tim
thdy bang chimg vé vai tro trung gian ciia trai nghiém MSTT trong mdi quan hé giita CSHH va SHL
ctia khach hang trong TMDT B2C (Gia thuyét Hy dugc hd tro). Pay ciing 1a diém moi quan trong
trong nghién clru nay.

5.2. Hamy quan tri

Duéi goc do quan tri, nghién ciru dua ra mot sd ham ¥ quan trj can thiét cho cac nha quan tri doanh
nghiép B2C tai Viét Nam: Cac cong ty can dwa ra mot CSHH linh hoat, tir d6 gitp ting cuong SHL
cuia khach hang nhu: linh hoat vé thoi gian hoan tra, linh hoat vé gi4 tri hoan tra va cic phuong thirc
thanh toan, tir d6 tao diéu kién cho khach hang dé& tiép can va gitp giam thiéu rui ro cho khach hang.
Bén canh d6, can nang cao trai nghiém MSTT nhu: dé dang diéu hudng, lya chon san phém; thao tac
tim kiém, mua san pham d& dang thyc hién; cam thiy an toan trong qué trinh mua hang truc tuyén;
giao dich tryc tuyén déng tin cdy; va khach hang c6 thé kiém soat dugc qua trinh mua hang. Tém lai,
dé gia tang SHL ctia khach hang trong TMDT B2C tai Viét Nam, bén canh viéc ap dung moét CSHH
linh hoat, can nang cao trai nghiém MSTT cua khach hang.

5.3, Han ché va huéng nghién citu tiép theo

Nghién ciru ndy c6 mot sb han ché sau: Thir nhdt, mau khao sat chi tap trung & Thu d6 Ha Noi,
noi dién ra cac hoat dong TMDT s6i dong, trong cac nghién ciru tiép theo c6 thé mé rong sang cac
ving nong thon khac dé tang tinh khai quat hoa. Thit hai, két qua nghién ctru dp dung cho cac doanh
nghié¢p TMDT B2C, ngoai ra con cac loai hinh TMDT nhu B2B hay C2C chua dugc nghién ctru tdi,
¢6 thé xem xét bd sung thém cac nghién ciru trong tuong lai.
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