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Nghién ctru nay tap trung xem xét cac nhan té anh hudong
dén Thyec thi logistics nguoc ciia doanh nghiép kinh doanh ban
1¢ hang dién tir. Thong qua két hop phuong phap dinh tinh va
dinh luong, mo hinh 1y thuyét dugc xac 1ap trong d¢6 Danh tiéng
doanh nghi¢p duoc kham pha nhu la mét nhan t6 mai. Két qua
nghién ctru thye nghiém cho thiy Danh tiéng doanh nghiép c6
tac dong tich cuc dén Thyc thi logistics nguoc va Cam két nguon
Ic. Trong khi d6, Cam két ngudn luc ¢ tac dong gian tiép dén
Thuec thi logistics ngugc thong qua Kha nang cong ngh¢ thong
tin. Tuy nhién, chua c6 co s& dé két luan vé su anh huong truc
tiép cia Cam két ngudn lyc ddi véi Thyc thi logistics ngugc.
Nghién ctru ndy cung cdp mot s ham y hiru ich cho doanh
nghi¢p ban 1¢ hang dién tir trong viéc nang cao nhan thic cling
nhu phat trién tt cac ké hoach cung tmg dich vu logistics ngugc.

ABSTRACT

This study focuses on the antecedents of Reverse logistics
implementation at electronic retailers. By adding Corporate
reputation as a new factor, the new theoretical model is
established through processing both qualitative and quantitative
data. The results of experimental research state that Corporate
reputation has a positive impact on Reverse logistics
implementation and Resource commitment. Meanwhile,
Resource commitment has an indirect impact on Reverse
logistics implementation through Information technology
capability. However, there is no evidence to show any direct
influence of Resource commitment on Reverse logistics
implementation. This study provides useful implications for
electronic retailers to comprehend and develop plans for reverse
logistics services.
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1. Giéi thi¢u

Tir nam 1970, thut ngit va cac khai niém lién quan dén logistics nguoc (Reverse
Logistics) da xudt hién khong chi c6 vai trd quan trong trong chudi cung tmg khép kin noi
chung, ma con rat duoc quan tdm trong chudi cung Gmg xanh va bén vimg (Govindan,
Soleimani, & Kannan, 2015), bén canh d6 logistics nguoc dugc hiéu 13 moét qué trinh con cia
quan 1y thu hdi cac san pham hét thoi gian sir dung, bi hu hong, mot qua trinh thu gom, tai ché
lai, str dung lai va x1r 1y cac san phém trd lai mdt cach phu hop (Marchesini & Alcantara, 2016).
Bén canh chudi logistics xudi xudt phat tir cic nha cung cap ban déu dén khach hang tiéu dung
sau cung van thudng duoc chu ¥, thi & dong nguoc lai cua dong vat chit bao gdm san pham tra
va bao bi dong géi lai ngdy cang xuét hién nhiéu hon. Theo huéng dan vé xur 1y cac chat thai
trong linh vuc thiét bi dién va dién tir s 2002/96/EC tai chau Au duoc ban hanh vao nim 2003,
cac hoat dong thu gom, tai ché lai va tan trang, hoi phuc céc loai san phém dién dién tir dugc yéu
cau mang tinh bt budc 1a phai dat ty 18 tir 4 kg/nguoi/ndm trd 1én (Georgiadis & Besiou, 2010).

Trong xu hudng hoi nhap vao thi truong qubc té, hoat dong logistics nguoc ¢ qudc gia
Viét Nam ciing nhan duoc nhiéu sy quan tim tir phia doanh nghiép trong giai doan hién nay. Két
qua ude tinh cho thiy, chi phi dau tu cho logistics nguoc tai cac doanh nghiép chiém tir 3% t6i
15% tong chi phi ctia cac doanh nghiép (Cong ty CP Gemadept, 2018). Nhan thdy tim quan trong
ctia logistics nguoc, Thu twéng Chinh phi qudc gia Viét Nam da quy dinh cac ndi dung lién quan
dén hoat dong thu hoi va xtr Iy cac san phdm thai bo tai quyét dinh 16/2015/QD-TTg ngay
22/5/2015. Theo quyét dinh nay, doanh nghiép hoat dong trong linh vuc san Xuét, nhap khéu can
thuc hién thiét 1ap cac diém thu gom, tiép nhan cac san pham thai bd ma trudc d6 di ban ra thi
trudng trong nudc. Doanh nghiép co trach nhiém thong nhat cu thé voi khach hang tiéu ding vé
phuong thirc chuyén giao cling nhu tiép nhan ddi véi cac san pham thai bo, thyc hién van chuyén
san pham thai bo dén diém xir Iy va c6 bién phap xir Iy cac san pham thai bo. Pugce xem nhu mot
trong nhing thanh phd 16n tryc thugc Trung wong, Pa ning di som d& ra myc tiéu phan dau tro
thanh thanh phd méi truong, do d6 chinh quyén thanh phd di som ban hanh Quyét dinh sé
41/2008/QD-UBND v¢ viéc xay dung Thanh phd Da Néng trd thanh thanh phé méi truong. Quyét
dinh nay yéu cau toan b nguoi dan thanh phd, cac t6 chirc c4 nhan trong va ngoai nuéc dén lam
viéc va sinh sdng tai Da Nang cin tudn thu ¥ thirc bao vé méi truong. Cac myc tiéu vé viée thuc
hién x3 hoi hoa cong tac thu gom, van chuyén va xur Iy chat thai ran va dic biét 1 ting cudng
hoat dong tai ché chat thai rin cling dugc thanh phd Pa Néng hét sirc chi trong, phan dau dat
50% chat thai thu gom duoc tai ché. Diéu nay da tac dong dén hoat dong ctia cac doanh nghiép
no6i chung trén dia ban thanh phd Pa Néng trong d6 ¢6 cac doanh nghiép kinh doanh ban 1¢ hang
dién tir, mot linh vuc dugc danh gid 1a dang trong giai doan phat trién manh mé tai cac thanh phé
16n. Véi dan sd ude tinh dén thoi diém hién tai dat khoang 1,2 tri¢u nguoi trong do ty 1¢ dan cu
sinh song & thanh thi chiém khoang 87% di mang lai mot sirc hiit kha 1on ddi véi cac doanh
nghiép ban 1¢ hang dién tir. Bén canh d6, dé tang cuong trong viéc thu hat khach hang trong
moi trudng ddy canh tranh, cac doanh nghiép ban 1é hang dién tir tai thanh phd Pa Néng ngay
cang chu ¥ dén viéc tuan thi cac chinh sach bao vé ngudi tiéu dung, thyuc hién cong tac quan 1y
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thu hoi, chinh sach bao hanh, nhan tra hang mién phi, hd tro sira chita, khic phuc cac 15i san
pham tra lai va thuong xuyén nhan va giai dap thong tin phan hdi tir phia khach hang tiéu dung.

Xem xét trong cac linh vuc ban 1¢ cho thdy hoat dong logistics ngugc cb vai tro hét stc
quan trong vi doanh nghiép trong nganh ban 1é c6 sy tiép xuc truc tiép voi ngudi tidu dung cudi
cung va do d6 ho c6 thém nhiéu thong tin vé nhu ciu va mong muén cua khach hang (Parente
& Terepins, 2009). Bén canh d6 cac doanh nghiép ban 1¢ 1a chi thé chinh trong viéc tuyén
truyén cac nguyén tic, gia tri ciia xa hoi (Parente & Terepins, 2009) va trach nhiém méi trudng
(Dias & Braga, 2016). Bernon, Rossi, va Cullen (2011) chi ra ring, mic du nhiéu tic gia da
dong godp vao su phat trién 1y thuyét vé img dung logistics nguoc trong ban 1¢, nhung van dé nay
¢6 thé dugc coi la chua thuc sy 1én manh va dang phat trién, dic biét 1a trong linh virc kinh doanh
hang dién tir. Cac nghién ciru vé logistics nguge duoc tim thay nhiéu ¢ cac qubc gia nude ngoai
nhung it dugc thyc hién tai thi truong Viét Nam. Trong xu thé hoi nhép sau rong voi thé gidi, voi
thi truong o strc hit nhiéu ddi tac kinh doanh trong va ngoai nudce, hoat dong kinh doanh ngay
cang trd nén s61 dong, dac biét 1a trong linh vuc ban 1¢ hang dién tir nhu dién thoai di dong, may
anh, may vi tinh, ti vi, ti lanh, may gidt, va nhiéu cac loai mat hang di¢n tir khéc, do d6 hoat dong
logistics nguoc tai Viét Nam can dugc quan tdm hon bao gid hét dé co thé dung vimg va phat
trién hon nira trong méi trudng canh tranh mang tinh toan cau. Do d6 bai bio nay sé& tip trung
nghién ctru cac tic nhan cta thyc thi logistics nguoc phtt hop voi dinh hudng phat trién kinh té
gan lién trach nhiém bao vé méi truong ciia Thanh phd Da Néng.

2. Co s& ly thuyét
Logistics ngwoc

Tir nhitng tai liéu nghién ciru cho thay cac van dé lién quan dén logistics ngugc da xuét
hién cach day nhiéu thap ky, tuy nhién logistics nguoc dugc biéu hién mot cach khé rd tir nhirng
nam 1970. Lic nay cac thut ngit nhur kénh nguoc, dong nguge di xuét hién trong cac tai lidu
khoa hoc va phan 16n lién quan dén véan d¢ tai ché (Guiltinan & Nwokoye, 1975). Tiép sau d6
ciing c6 kha nhiéu dinh nghia logistics ngugc va theo thoi gian it nhidu c6 nhiing su thay ddi.
Trong thap nién 80, dinh nghia, khai niém logistics ngugc dugc dua ra trong bdi canh xuét hién
cac ludng dich chuyén san pham di theo hudng ngugc so vai cac ludng truyén thong trong chudi
cung Umg, luc nay logistics ngugc dugce hiéu 14 di theo duong san pham hong (Lambert & Stock,
1981). Stock (1992) cho rang logistics ngugc la mét tap hop cac bién phap nham thyc hién nhimg
hoat dong lién quan bao gom tai ché, thay thé, tai sir dung va xu ly phé thai. Pohlen va Theodore
Farris (1992) da khai niém logistics ngugc la su chuyen dong cua hang hoa tir nguoi tiéu dung
huong t61 nha san xuét trong kénh phan phéi. Vao cudi nim 1990, khai niém vé logistics nguoc
mdt 1an nira dugc dua ra boi RevLog (1998) va ciia Rogers va Tibben-Lembke (1999). Theo d6,
logistics nguoc duge hiéu 1a qua trinh 1ap ké hoach, thuc thi va kiém soét cac dong nguoc cua
nguyén li¢u thod, san pham do dang, bao bi dong goi va thanh pham tir san xudt, phan phéi hoic
str dung dén diém phuc hoi hodc diém xur 1y thich hop.

Nhu vay c6 kha nhiéu khai niém vé logistics ngurgc trong cac thap nién qua va didu nay
da gop phan gitp cac nha nghién ciru, cac t6 chtrc, khach hang c6 thé tiép can va thau hiéu mot
cach khai quat nhat vé logistics nguoc. Nghién ciru nay cho rang hai khai niém logistics ngugc
dugc dua ra boi RevLog (1998) va Rogers va Tibben-Lembke (1999) c6 nhiéu diém tuong dong
va da thé hién dugc tinh bao quat ctia logistics ngugc. Vi vy bai bao tiép can logistics nguoc nhu
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mot qué trinh phan phdi nguoc cac nguyén vat liéu, ban thanh pham, thanh phim, bao bi dong
g01, va thong tin tir noi san xuat, phan phoi hodc tiéu thu dén diém xur 1y thich hop nham mang
lai gia tri loi ich kinh té va/hodac moi truong.

Thuec thi logistics nguoc

Nhu da dé cap, logistics ngugc 1a mot qua trinh téng thé bao gém viéc 1ap ké hoach, thyc
thi, kiém soat cac dong nguoc ciia vét chat néi chung nhu nguyén vat liéu, thanh pham, san pham
dd dang, bao bi, va thong tin (Rogers & Tibben-Lembke, 1999). Theo do thuc thi logistics ngugc
duoc hiéu 13 mot qua trinh con cua logistics nguoc. Trong nhiéu tai liéu cho thiy thyc thi logistics
nguoc duge xem 1a mot khai niém nghién ciru dugc do luong thong qua cic hoat dong cu thé
(Agle, Mitchell, & Sonnenfeld, 1999; Blumberg, 1999; Ye, Zhao, Prahinski, & Li, 2013). Vay c6
thé dua ra khai niém rang: Thuc thi logistics nguoc 1a viée thuc hién mét hodac mét s6 cac hoat
dong thu gom, stra chira, tn trang, tai ché, va xtr 1y cac nguyén vat liéu, ban thanh pham, thanh
pham, bao bi dong goéi va thong tin trong mot qua trinh cta logistics nguoc.

Nham dam bao co so ving chic trong qua trinh nghién ctru thyc hién bai Vlet cac ly
thuyét mang tinh nén tang dugce s dung bao gom ly thuyet phat trién xa hoi, danh tiéng doanh
nghlep, quan diém dya trén ngudn luc. Qua do gop phan lam co s& cho viée bién luan hinh thanh
cac gia thuyét va mo hinh nghién ctru cac nhan té tac dong dén Thuc thi logistics nguoc trong
linh vuc kinh doanh bén 1¢ cac mat hang dién tir.

Ly thuyét vé sw phat trién xd hoi dugc dé cap trong nghién ctru ciia Cleveland va Jacobs
(1999) vé su thay d6i t6t nhat ma x@ ho1 mong muén ¢ duge. Thuat ngir phat trién dugc xem la
viéc dich chuyén tir thap den cao vé murc d nhan thirc, tinh hiéu qua, chat luong, hiéu suat va
cac thanh qua. Ly thuyét vé su phat trién xa hoi dugc sir ‘dung dély giai cho qua trinh phat trién,
diéu nay s& gitip xac dinh dugc cac tac nhén tac dong dén su phaét trién va vai tro ctia nhiing tac
nhén nay trong qua trinh phat trién dugc xem xét danh gia (Jacobs, Macfarlane, & Asokan, 1997).
Dua vao ban chat c6t 15i ctia ly thuyét vé su phat trién, nghién ctru nay cho rang sy phat trién cta
logistics ngugc ciing bat ngudn tir cic tac nhan thudc moi trudong bén ngoai va bén trong ciia
doanh nghiép. Diéu nay s& anh huong dén cong tac thuc thi logistics nguoc tai doanh nghiép, noi
cach khac 13 céc tac nhan c6 thé lam tiang cuong hodc kim ham sy phét trién cia hoat dong
logistics ngugc.

Ly thuyét quan diém dya trén nguon lyc duge dé cap trong nghién ctru cua Penrose
(1959) ve quan diém duya trén ngudn luc ctia hing. Tac gia di lam sang t6 mdi quan hé nhan qua
gitra cac nguon lyc, kha nang va loi thé canh tranh, dong gop cho sy hinh thanh 1y thuyét vé loi
thé canh tranh dwa trén nguén lyc. Theo ly thuyét nay, doanh nghiép dugc xem la mot khi tap
hop cac nguon luc, do d6 1am thé nao dé doanh nghiép hinh thanh dugc nguon luc gia tri, kho bat
chudc tir d6i thi canh tranh va khong thé thay the nham mang lai lgi thé canh tranh bén ving.
Qua thoi gian, 1y thuyét quan diém dya trén nguon luc tiép tuc dwoc phat trlen trong nghién ctru
cua Barney (1991). Tac gia da lap luan rang loi thé canh tranh bén vimng xuat phat tir cic nguon
lyc va kha nang ma mét hang kiém soat ¢é dam bao ngudn luc va kha ning d6 c6 gia tri, hiém,
khong thé bat chudc va khong thé thay thé. Ngudn luc cia mot doanh nghiép c6 thé co hai loai
do la nguén luc vO hinh va nguén luc hitu hinh. Ngué)n luc hitu hinh 14 c4c tai san vat chat nhu
mit bang, nha xudng, may moc thiét bi, ngudn luc v hinh chang han nhu kién thirc, trinh d6 cta
nguoi lao dong, k¥ nang quan 1y, kha nang t6 chirc cic hoat dong trong doanh nghiép (Barney,
1986; Wernerfelt, 1995). Ly thuyét quan diém dya trén ngudn lyc xem xét vai trd quan trong ctia
nguon luc bén trong doanh nghiép nham tim kiém cac giai phap duy tri va nang cao lgi thé canh
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tranh gop phan gia ting két qua hoat dong kinh doanh cho doanh nghiép. Trén khia canh trach
nhiém moi truong doi hoi doanh nghi€p can nhic dén viéc str dung ngudn liwc vira mang loi ich
cho doanh nghiép nhung khong lam t6n hai dén méi trudng (Zacharia, Sanders, & Nix, 2011)
Viéc quan 1y st dung nguon luc gan lién v6i hoat dong logistics xanh thuc sy 6 y nghia rat 16n
dbi voi doanh nghiép, do do viéc trién khai cac hoat dong logistics ngugc ciing can phai dam bao
giai quyet dugc cc van dé méi truong. Bai viét nay tiép can quan diém dua trén nguon luc nhim
gbp phan giai thich cach thirc doanh nghiép trong nganh ban I¢ hang dién tir cam két trong viéc
str dung ngudn lyc trong thyc thi logistics ngugc nham mang lai gia trj loi ich cho doanh nghiép
va cac bén lién quan.

Ly thuyét danh tiéng doanh nghigp: duoc st dung nhu 13 1y thuyét nén tang cta danh
tiéng trong logistics nguoc ciia doanh nghiép ban 1é. Danh tiéng doanh nghiép duoc xem xét nhur
12 mot tai san vo hinh ¢o thé dong gop vao loi thé canh tranh trén thi truong hang hoa va dich vu
(Barney, 2014; Dowling, 1994). Duéi quan diém dua vao ngudn luc, danh tiéng c6 thé duoc xem
13 tai nguyén quy gia can duoc doanh nghiép quan 1y (Dowling, 2000; Fombrun & Shanley, 1990).
Fombrun va Shanley (1990) cho rang danh tleng doanh nghiép la két qua cia mot qué trinh canh
tranh hu:ong t6i viéc t6i da hoa tinh  trang kinh té va phi kinh té. Herbig va Milewicz (1993) dua
ra khai niém danh tiéng nhu 13 sy tong hop cta tat ca cac giao dich trudc d6 trong sudt vong doi
cta thuc thé va doi hoi sy nhit quan vé hanh dong trong mot thot gian dai. Doney va Cannon
(1997) 1ap luan danh tiéng 1a mirc d6 ma cac bén lién quan tin rang doanh nghiép d6 trung thuc
va quan tam dén khach hang ctia minh. Do d6 danh tleng phan anh mirc d6 ma doanh nghiép da
1am t6t nhu thé nao trong su xem xét ctia thi truong vé kha ning cta cong ty dé cung cap két qua
c6 gid tri cho mot nhom céc bén lién quan (Fombrun & Rindova, 2000). Trong pham vi lién quan
dén linh vuc logistics nguoc, nghién ctru nay xac dinh lya chon bbi canh 1a danh tiéng trong
logistics ngugce cua doanh nghiép ban ¢, biéu hién sy nhan dinh danh gia cta cac bén lién quan
gom chinh phu, nha cung céap, khach hang, va d6i thu canh tranh d6i voi doanh nghiép ban 1é.
Theo d6 khai niém danh tiéng trong logistics ngugc ciia doanh nghiép ban 1¢ dugc dua ra nhu
sau: “Danh tiéng trong logistics nguoc cta doanh nghiép ban 1& (goi tat 1a danh tiéng doanh
nghiép) 1a danh gia chung ciia cac bén lién quan (g0m co quan chinh phu, khach hang, nha cung
cap va dbi thi canh tranh) dua trén phan Gmg ctia ho thong qua trai nghiém truc tiép hodc gian
tiép ddi v6i hoat dong logistis nguwoc ma doanh nghiép ban 1¢ thyc hién trong qua khir.”

2.1. Khd nang céng nghé thong tin tic dpng dén thuc thi logistics nguwoc

Nham dap tmg dugc sy thay doi theo huong ngay cang t6t hon nhu dé cap trong 1y thuyét
vé su phét trién x3a hoi, mot trong nhiing yéu to rat quan trong do6 12 hé thong cong nghé thong tin.
Vén dyung vao linh vuc chudi cung timg trong d6 co logistics ngugc cho thay kha ning cong nghé
thong tin 1a yéu t6 then chdt tao nén sy thanh cong ctia doanh nghiép trong qua trinh phat trién
cac hoat dong thudc linh vuc nay (Sundarraj & Talluri, 2003). Thém vao do, sy 16n manh vé nhu
cau thong tin tai cdc doanh nghiép ban 1é da thic ddy nhu cau cong nghé thong tin cta cac chu
thé thudc chudi cung ing (Ellram, La Londe, & Weber, 1989). Kha nang cong ngh¢ thong tin
ngay cang duoc chi trong tang cuong boi vi diéu nay anh hudng rat 1on dén hiéu qua quan ly va
kha nang van hanh chudi cung tng (Dawe, 1994). Bowersox va Daugherty (1995) cho rang yéu
t6 quan trong tao nén su khac biét trong thuc thi logistics ngugc d6 chinh 1a hé thong cong nghé
thong tin hién dai. Trong nghién ctru ciia Daugherty, Myers, va Rlchey (2002) v€ vai tro cua kha
ning cong nghé thong tin ddi véi thyc thi logistics nguoc da thé hién rang viéc trién khai hiéu
qua logistics nguoc doi hoi phai cha ¥ t6i viée ing dung hé thong cong nghé thong tin. Closs,
Goldsby, va Clinton (1997) ciing cho rang thuc thi logistics trong doanh nghiép chju su anh huong
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kha 16n tir kha nang cong nghé thong tin. Nhiéu tac gia khac ciing da nhat tri cho rang kha ning
cong nghé thong tin s& gdp phan thay doi vi thé canh tranh trong linh virc logistics nguoc ciing
nhu tao nén sy khac bi¢t va anh hudng truc tiép dén két qua kinh doanh cua doanh nghiép
(Bowersox & Daugherty, 1995; Closs & Savitskie, 2003; Closs & Xu, 2000; Corsi & Boyson,
2003; Lewis & Talalayevsky, 2000; Patterson, Grimm, & Corsi, 2003). Vay, gia thuyét dugc dit
ra nhu sau:

H1: Kha ndng cong nghé thong tin ¢ tac dong cing chiéu dén thuc thi logistics nguoc
cua doanh nghiép ban le

2.2. Cam két nguén luc tic dpng dén thuc thi logistics nguwoc

Dua trén co so 1y thuyet quan diém duya trén ngudn luc, phan nay tap trung phén tich dén
mdi quan hé gitta Cam két ngudn lyc va Thyc thi logistics nguoc. Nguon luc 6 thé duge phan
loai thanh ngudn lyc tai chinh, k¥ thuat va quan 1y. Do d6 Cam két ngudn Iyc trong bdi canh
logistics nguoc duogc hiéu 1a su cam két ciia doanh nghiép vé viée du tu cac ngudn lyc tai chinh,
k¥ thuat va quan 1y nham dat dugc muc tiéu trong qua trinh thyc thi logistics nguoc (Day, 1994;
Srinivasan, Lilien, & Rangaswamy, 2002). Trong khi nguon lye tai chinh dugc st dung dé tai tro
cho viéc trién khai hoat dong logistics ngugc, thi ngudn lyc quan ly va ngudn luc ky thuat gop
phan tao nén ning lyuc thyc thi logistics ngugc. Cam két ctia doanh nghi¢p ban l¢ dbi voi ngudn
luc k¥ thuat s€ gitp nang cao loi thé canh tranh bén viing vi diéu nay von di tao ra kho sy khan
cho cac d6i thi canh tranh trong viéc bat chude. Trong nghién ciru ctia Zhou, Yim, va Tse (2005)
da thé hién rang doanh nghiép ban 1é thudng c6 xu hudng cam két dau tu vao ngudn luc ky thuat
nham muc tiéu khong ngumg cai thién kha nang thyc thi logistics nguoc ma ho mong muén dat
duoc. Nhom tac gia cho rang viéc dau tu vao hé théng cong nghe thong tin s& gip phat trién kha
nang thyc thi logistics nguoc, tr 6 tang hiéu qua hoat dong gita doanh nghi€p ban 1¢ va nha
cung cép ctia ho. Tuy nhién, dé thyc sy gia tang duoc kha nang thyc thi logistics nguoc thi bén
canh viéc xem xét nguodn Iyc tai chinh tai trg dau tu hé thong cong ngh¢ thong tin can phai tinh
dén viéc nang cao cong tac quan ly trong doanh nghiép. Dleu nay co nghia la can phai nang cao
ky nang quan 1y, kién thirc quan 1y ciing nhu sy am hiéu nam bat rd toan thé cac thanh vién, nhan
vién dudi quyén trong ndi b doanh nghiép (Richey & Wheeler, 2004). Ttr nhimg lap luan nay,
gia thuyét dugc dit cho mdi quan hé gitra cam két ngudn luc va thyc thi logistics nguoc 1a:

H2: Cam két nguon luc cé tic dong ciing chiéu dén thuc thi logistics nguoc ciia doanh
nghiép ban le

2.3. Cam két nguon luc tic dpng dén khd ning cong nghé thong tin

Mic du gitta cam két ngudn luc va thuc thi logistics nguoc da dugc dan chung trong cac
ly thuyet lién quan, tuy nhién chua co nhiéu huong dan dugc cung cap lién quan dén viéc phan
b6 nguon luc trong | bbi canh logistics nguoc. Van dé dt ra 1a linh vic hodc hoat dong cu thé nao
ma nguoi quan ly can phai quan tim dau tu ngudn lyc. Cac nha quan ly logistics ngugc nhén thiy
rang yéu to cong nghé thong tin 1a mot trong nhimg cong cu t6t nhat dé ning cao chat lugng dich
vu cua doanh nghi€p. Vi vay ngay cang co nhiéu doanh nghiép da tap trung sir dung nguén nhén
luc, tai chinh va vt chat dé dau tu vao hé thong thong tin nham cai thién su dap ing va kiém soat
t6t logistics nguoc. Ly thuyet quan diém dwa vao nguodn lyc 14 co s& cho thdy doanh nghiép s&
trién khai cac nguon lyc nham dat duoc kha ning cong nghé thong tin (Barney, 1986). Bang cach
cam két ddi v6i nguon lyc tai chinh, quan 1y va k¥ thuat dam bao cho hé thong cong nghé thong
tin duoc str dung trong qua trinh logistics nguogc, tir d6 cac nha quan 1y c6 thé cai thién cong tac
truyén thong dén dbi tac va tich hop thong tin qua cac hoat dong ctia doanh nghiép. Kha nang
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cong nghé thong tin cao s& dong vai tro dic biét quan trong di véi thuc thi logistics nguoc cia
doanh nghié¢p. Do doé gia thuyét duogc dat ra la:

H3: Cam két nguon lyc cé tic dong ciing chiéu dén kha ndang cong nghé théng tin ciia
doanh nghiép ban le

2.4. Danh tiéng doanh nghiép tic dpng dén Thuee thi logistics ngwoc va Cam két nguon
luc

Thong qua thao ludn nhom cung céc chuyén gia trong logistics ngugc ciia doanh nghi¢p
ban I¢ trong budc nghién ctru dinh tinh da phat hién rang Thuec thi logistics nguoc khong chi chiu
sy chi phdi boi cam két ngudn luc, kha nang cong ngh¢ thong tin, ma con bi anh huong boi danh
tiéng cua doanh nghiép ban 1¢. Hon nira, trong bbi canh logistics nguoc, danh tiéng cua doanh
nghiép ban 1¢ anh huong dén cam két ngudn lyc. Theo quan diém marketing, danh tiéng ctia
doanh nghiép duoc xem xét trong mdi quan hé giita cac bén hitu quan v6i doanh nghiép. Danh
tiéng doanh nghiép dugc mod ta nhu 13 nhan thirc va niém tin ma cac bén lién quan c6 ddi voi
doanh nghiép (Fombrun, 1996; Fombrun & Shanley, 1990). Siltaoja (2006) dinh nghia danh tiéng
nhu 14 nhitng d4nh gia 1au dai ctia cac bén hitu quan, vi vy doanh nghiép ban 1é cin xem xét 1am
thé nao dé thyc hién cam két cia minh va dap img mong doi cua cac bén hiru quan do. Nghién
ctru nay cho rang gita danh tiéng va thuc thi logistics ngugc c¢6 sy anh huong qua lai lan nhau,
viéc cac nha ban 1é thuc thi logistics nguogc t6t s& lam tang danh tiéng. Nguoc lai, véi danh tleng
¢6 dugc, ban than doanh nghiép sé c6 su thoi thuc trong viée dap tmg thuc thi logistics nguoc tot
hon dé c6 thé bao vé uy tin va tai khiang dinh danh tiéng da c6. Tuy nhién xuét phat tir muc tiéu
va pham vi nghién ctru, nghién ctru ndy quan tdm va tap trung 1am rd sy chi phdi ctia danh tiéng
dén thyc thi logistics ngugc cia cac nha ban 1¢ hang dién tr. Hon nira, trong bbi canh logistics
nguoc, doanh nghiép ban lé cang c6 danh tiéng thi cang ting cudng trong cong tac cam két vé
cac nguon luc de no luc trlen khai logistics nguoc dap tmg mong doi tir phia khach hang. Nhém
thyc hién bai viét nay cho rang vai tro cua danh tiéng ma cac chuyén gia nhan dinh l1a phu hop
v6i khia canh 1y thuyét vé danh tiéng ctia doanh nghiép. Do d6 s& rat co y nghia khi xem xét cac
nhan dinh cua cac chuyén gia trong mé hinh nghién ctru. Vi vay gia thuyét dugc dit ra 1a:

H4: Danh tiéng doanh nghiép cé tic dong cing chiéu dén thuc thi logistics nguoc ciia
doanh nghiép ban lé

H5: Danh tiéng doanh nghiép cé tic dong cing chiéu dén cam két nguon lic ciia doanh
nghiép ban le

Céc gia thuyét nghién ciru duge tong hop trinh bay tai Hinh 1 - M6 hinh nghién ctru dé
XUét.
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Danh tiéng
doanh nghiép
H5(+) H4(+)
Cam két H2(+) | Thucthi
ngudn luc | logistics nguoc
H3(+) H1(+)

Kha nang cong
nghé thong tin

Hinh 1. M5 hinh nghién ctru dé xuat
3. Phuwong phap nghién ciru

Nghién ctru nay dugc thyc hién thong qua hai giai doan doé 1a giai doan nghién ctru so
bd va nghién ctru chinh thtrc.

Giai doan nghién ctru so bd sir dung phuong phap nghién ctru dinh tinh dua trén k§
thuat thao lun nhom dbi voi cac chuyén gia vé logistics nguoc (chuyén gia dugc xac dinh la
nguoi am hiéu vé logistics ngugc ctia doanh nghiép ban 1¢ hang dién tir bao gdm: giam dbc,
pho giam dbc, truong phong kinh doanh, can bd chuyén trach phu trach tiép nhan, xt Iy hang
tra lai va c6 it nhat 5 nam kinh nghi¢m). Thao luan nhom nham muyc dich kham phé nhan t6
mo1 anh huong dén logistics ngugc, diéu chinh va b sung cac thang do cua cac thanh phan
lién quan goém cac tac nhan trong logistics ngugc va két qua kinh té. Sb lugng trong thao luin
nhom 1a 12 chuyén gia vé logistics nguoc trong cac doanh nghiép ban 1¢ hang dién ti.

Giai doan nghién ctru chinh thirc st dung phuong phap nghién ctru dinh lugng nham
khang dinh lai cac thanh phan thang do khai niém nghién ctru vé logistics ngugc ciing nhu
tinh toan do tin cay, thang do gia trji cac khai niém nghién ctru d6 va kiém dinh mé hinh 1y
thuyét. Phin mém AMOS (Analysis of Moment Structures) dugc (ng dung trong budc nghién
ctru chinh thtre dé thuc hién phan tich mé hinh cdu tric SEM (Structural Equation Modeling).
DPé c6 duge s6 mau phu hop cho viéc khao sét, cac hudng dan xac dinh mau trudc day dugc
xem xét, trong d6 Hair, Black, Babin, va Anderson (1998) cho ring néu van dung phuong
phap ML (Maximum Likelihood) thi s6 miu can dat tir 100 dén 150, Hoelter (1990) thi lai
dua ra quan diém kich thudc mau phai dat ti thiéu 1a 200. Bollen (1989) cho rang kich thudc
mau t6i thiéu 1a 5 mau cho mot bién quan sat. Hon nita dé dam bao d9 tin cay trong qua trinh
nghién ciru dinh luong thi kich thudc miu cang 16n duoc xem 1a cang tot. Nghién ctru nay
tién hanh phét ra v6i s miu ban dau 13 420 mau, sau khi thu vé c6 dugc 405 méu sir dung
dugc dam bao cac yéu cau toi thiéu vé s6 mau cua cac tac gid tham chiéu & trén. Viéc chon
mau trong budc nghién ctru chinh thirc nay ciing duge thuc hién bang cach ldy mau thuan tién
phi xac suat tir cac doanh nghiép ban 1¢ hang dién tir c6 dia diém lam viéc trén dia ban Thanh
phé Da Néng. Tir mdi doanh nghiép dugc chon d6 s& moi 01 nguoi dai dién am hiéu vé
logistics nguoc (ngudi dai dién c6 thé 1a giam dbc, hodc pho giam ddc, hoic trudong phong
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kinh doanh, hodc cén bd chuyén trach hoat dong tiép nhén va xur ly hang tra lai va co it nhét
tir 2 nam kinh nghiém tré 1én). Viéc thu thap thong tin dugc thuc hién bang cach tién hanh
phong van tryuc tiép thong qua bang khao sat dugc thiét 1ap sin. Trong dé tap trung vao viée
thu thap thong tin tra 101 cac cau héi nhan dinh tuong Gng véi thang do ludng cua cac nhan
t6 Thuyc thi logistics ngugc, Cam két ngudn luc, Kha ning cong nghé thong tin va Danh tiéng
doanh nghiép. Ngudi duge tham gia khao sat s& tra 10i trén thang diém Likert tir 1 dén 5 diém
(trong ng v6i cac mirc do tir hoan toan ddng y dén hoan toan khong dong ¥). Ngoai ra, mot
s6 thong tin lién quan dén ngudi tham gia khao sat chang han nhu chirc vy, gi6i tinh va thAm
nién cong tac cling dugc thu thdp trong qua trinh thuc hién khao sat.

Quy trinh nghién ctru:

Quy trinh nghién ctu dugc thuc hién thong qua hai giai doan: Giai doan 1-giai doan
nghién ctru s0 bd bang phuong phap dinh tinh, giai doan 2-giai doan nghién ctru chinh thic
bang phuong phép dinh luong. Pé thyc hién giai doan 1- Nghién ctru dinh tinh: tac gia tién
hanh tong hop cac tai liéu, thuc hién nghién ctru ly. thuyét logistics nguoc va tiép can thang
do do ludng Thuc thi logistics nguge, Cam két ngudn luc, Kha ning cong nghé thong tin, va
hinh thanh bang tong hop vé thang do ludng cac khai niém nghién ctru. Tién hanh phac thao
ban dan ¥ thao luan nhém, 1én ké hoach thoi gian va dja diém cho budi thao luan nhom va
tiép theo 1a thyc hién thdo luan nhém. Theo d6 12 chuyén gia dugc moi1 mdt cach thuan tién
am hiéu trong linh vuc logistics nguwoc tham du thdo luan nhém trong khoang thoi gian tir
8h30 - 11h00 ngay 09/4/2019 tai phong hop cua Cong ty Karuto tai Thanh ph Da Nang,
trong d6 ¢6: 01 chuyén gia 1a giam ddc, véi 8 nam kinh nghiém, c6 trinh do thac sy Quan tri
kinh doanh, va hoat dong trong Iinh vuc kinh doanh bén 1¢ hang dién may dién tir; 02 chuyén
gia 12 pho giam ddc, trong d6 01 phé giam ddc c6 trinh d thac sy kinh té c6 thim nién cong
tac 9 nam, hoat dong trong linh vuc kinh doanh bén 1¢ hang dién tir gia dung, va 01 ph6 gidm
dbc c6 trinh d6 ctr nhan quan tri kinh doanh véi 8 nam kinh nghiém trong linh vyc kinh doanh
ban 1¢ hang dién tir; 04 chuyén gia 13 truong phong kinh doanh véi trinh d6 ctr nhan kinh té,
quan tri kinh doanh, c6 tb1 thiéu 5 nam kinh nghiém hoat dong trong linh vuc kinh doanh ban
1¢ hang dién tr (ti vi, may vi tinh, may gidt, dién thoai di dong, may diéu hoa nhiét do, tu
lanh, va mot s6 mat hang dién tir khac); va 05 chuyén gia 1a can bo chuyén trach phuy trach
hoat dong tiép nhan va xir 1y hang tra lai, cdc chuyén gia can bo chuyén trach nay c6 kinh
nghiém cong tac tir 5 dén 7 nam trong linh vyc kinh doanh ban 1¢ mat hang dién tu, trong d6
€0 02 can b co trinh d¢ k¥ su trong linh vyc cong nghé thong tin va dién may, 03 can bd co
trinh d6 ctr nhan quan trj kinh doanh. Nhu vy, phan 16n cic chuyén gia déu c6 trinh d6 tir cir
nhan, k¥ su dai hoc tr¢ 1€n, co it nhét 1a 5 nam kinh nghiém va tat ca cac chuyén gia déu lam
vigc trong linh vyc ban 1¢é hang dién tir. Trong giai doan 2 - Nghién ctru dinh lugng dugc thuc
hién bﬁ“mg cach tién hanh khao sat, nhdp li¢u, danh gia d¢ tin cay cua thang do b?mg k¥ thuat
phan tich d¢ tin cay Cronbach’s Apha va nhan t6 kham pha EFA, tiép dén 14 tién hanh phan
tich nhan t6 khang dinh CFA va phan tich SEM. Ngoai ra nghién ctru ciing thyc hién kiém
dinh mo hinh 1y thuyét va kiém dinh cac gia thuyét nghién ciru.

Két qua nghién ciru dinh tinh:

Mot trong nhitng phat hién trong qua trinh thao luan nhém 1a phan 16n cac chuyén gia
nhan dinh réng Thuec thi logistics ngugc khong chi bi anh huong bdi Cam Kkét ngu(‘Sn luc, Kha
ning cong nghé théng tin, ma con bi anh hudng boéi Danh tiéng trong logistics nguoc cia
doanh nghiép ban 1é. Bén canh do, cic chuyén gia c6 nhitng goi ¥ rang nhiing 4n tuwong cua
cac bén hiru quan vé hoat dong logistics nguoc, su uy tin trong viéc dap tng khach hang thong
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qua hoat dong logistics ngugc s€ gop phan théi thuc doanh nghiép ban 1¢ tang cudng bao v¢
danh tiéng v6n c6 cia minh. Tir nhirng golynayva két hop Iy thuyét danh tiéng doanh nghiép,
nghién ctru nay dua ra khai niém danh tiéng doanh nghiép trong logistics ngugc nhu sau:

Danh tiéng trong logistics nguoc ctia doanh nghiép ban l¢ (goi tat 1a danh tiéng doanh
nghiép) la danh gia chung cta cac bén lién quan (gém co quan chinh phii, khach hang, nha
cung cap va d4i thi canh tranh) dua trén phan tng ctia ho thong qua trai nghiém truc tiép
hodc gian tiép ddi véi hoat dong logistis ngugc ma doanh nghiép ban 1é thyc hién trong qua
khur.

Budc nghién ciru dinh tinh ciing cho két qua vé mdi quan hé giita Danh tiéng doanh
nghiép va Cam két ngudn lyc. Didu ndy c6 nghia 1a khi mot doanh nghiép ban l¢ hang dién
tir cang c6 danh tiéng thi cang tang cuong trong cong tac cam ket ngudn luc dé nd luc thuce
thi logistics ngugc dap tng nhu cau cua thi tru:(mg Tac gia cho rang vai tr6 cua danh tiéng
ma cac chuyén gia nhan dinh 1a phu hop véi khia canh 1y thuyét vé danh tiéng ctia doanh
nghiép. Mot két qua nita trong nghién ctru dinh tinh duoc thé hién d6 1a cac chuyén gia cho
rang thang do ludng ciia Thuc thi logistics nguoc, Cam két ngudn lyc, Kha ning cong nghé
thong tin, va Két qua kinh té 13 d& hiéu va hop 1y. Tir nhiing goi ¥ nay va két hop 1y thuyét
danh tiéng doanh nghiép, thang do Danh tiéng doanh nghiép trong logistics nguoc ctia doanh
nghiép ban 1¢ dugc phat trién va nhan duogc su nhét tri tir cac chuyén gia trong qua trinh thao
luan nhom.

Do luong:

Véi cac nhan t6 da xac dinh bao gém Thuyec thi logistics nguoc, Cam két ngudn lyc,
Kha nang cong nghé thong tin va Danh tiéng doanh nghiép, tién hanh xem xét cac tai liéu thu
thap cling nhu tlep thu cac ¥ kién dong gop cia cac chuyén gia, thang do luong cac nhén t6
nay dugc phat trién v6i thang diém Likert tir 1 dén 5 diém twong ung véi cac mirc do hoan
toan dong y dén hoan toan khong dong y. Mot vai diéu chinh nho tir cac thang do trudc day
dé dam bao sy phu hop véi diéu thyc tién ciia doanh nghiép trong nganh ban 1¢ hang dién tir
tai Thanh phd Pa Nang, Viét Nam.

Thuee thi logistics ngurgc: dya trén cac quan diém da dang cua céac tac gia nhu Agle va
cong sur (1999), va Ye va cong sy (2013) dudi nén tang cua khai niém logistics nguoc. Theo
do logistics ngugc dugc hiéu 1a sy chuyén dich cua san pham hoic vat liéu tir khach hang
cudi sang nha cung cap cho muc dich kinh té, méi truong va hoat dong stra chita dugc thuc
hién nham tao ra hodc lay lai gia tri hodc xtr 1y thich hop (Blumberg, 1999; Carter & Ellram,
1998; Rogers & Tibben-Lembke, 1999).

Cam két nguon Iyc: Cam két ngudn luc dugce do bang ba bién quan sat dya trén cac
ngudn tai chinh, k§ thuat va quan 1y dugc cam két trong logistics ngugc. Cac nha quan 1y cia
doanh nghiép ban 1¢ kinh doanh san pham dién tir s& dugc hoi dé chi ra mic do dau tu vao
cac ngudn lyc tai chinh, k¥ thuat, ngudn luc quan 1y hudng téi phat trién thyc thi logistics
nguoc (Jack, Powers, & Skinner, 2010).

Kha ndng céng nghé théng tin: Kha ning cong nghé thong tin dugc sir dung dé danh
gid hiéu qua ctua doanh nghiép st dung cong ngh¢ trong quan ly qua trinh logistics ngugc.
Kha néng cong nghé thong tin giup giai quyét cic ning luc trong truyén thong, dinh tuyen
I trit va thong tin. Do d6 cac thanh phan cta quan Iy thong tin duoc xem nhu 1a yéu t6 cot
161 cua kha nang cong nghé thong tin cua mot doanh nghiép (Autry, Daugherty, & Richey,
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2001). Thang do luong kha nang cia cong ngh¢ thong tin duoc xem xét gdm 5 bién quan sat
va dam bao duoc cac yéu cau vé do tin cay.

Danh tiéng doanh nghiép: dua vao 1y thuyét nén tang vé danh tiéng doanh nghiép va
cling nhu thu nhan v kién cta cac chuyén gia trong qua trinh thao ludn nhom, déng thoi tiép
can thang do ludng ma Walsh va Beatty (2007) d3 sir dung nhim danh gia cac cong ty dich
vu voi 5 khia canh bao gém: khach hang, nguoi st dung lao dong, su tin cay vé tai chinh,
chat luong san pham va dich vu, va trach nhiém x4 hoi va moi truong. Tuy nhién nghién ctru
nay xem xét thang do danh tiéng doanh nghiép d6i voi khia canh khach hang, chat lugng dich
vu, va trach nhiém xa hoi va méi trudng va c6 duoc thang do gdm 10 bién quan sat dé dua
vao st dung.

4. Két qua nghién ciru va thao luin
4.1. Théng tin méu nghién ciru

Mau nghién ctru duoc st dung co ty 1é nam chiém 61.5% va ty 18 nit chiém 38.5%.
Trong 405 d6i twgng tham gia khao sat c6 31 nguoi la giam ddc chiém 7.7%, 81 ngudi 1a pho
giam dbc doanh nghiép chiém 20.0%, 143 ngudi 14 truong phong kinh doanh chiém 35.3%, va
con lai 1a 150 cén bo chuyén trach vé tiép nhén va xu 1y san phérn tra lai chiém 37.0%. Co
89.1% ddi tugng dugc khao sat ¢6 tham nién cong tac tir 3 nim tro 1én, chi c6 10.9% dbi twong
khao sat c6 tham nién cong tac 1a 2 ndm. Cu thé trong 405 ngudi dugc khao sat ¢ 78 ngudi cé
tham nién cong tac trén 5 ndm chiém ty 18 19.3%, 124 nguoi ¢ tham nién cong tac 5 ndm chiém
ty 18 30.6%, 73 nguoi c6 tham nién cong tac 4 nam chiém ty 1¢ 18.0%, 86 nguoi c6 tham nién
cong tac 3 nam chiém ty 18 21.2%, va c6 44 ngudi co tham nién cong tac 2 nam chiém ty 1¢
10.9%.

4.2. Két qud phén tich Cronbach’s Alpha va EFA

Cong cu st dung phan tich d9 tin cay Cronbach’s Alpha dugc sur dung trude dé loai
nhiing bién 'khong phu hop (Hair, Black, Babin, & Anderson, 2010). Cac bién c6 hé sb twong
quan bién tong (item-total correlation) nho hon 0.3 s& bi loai, hodc bién quan sat ciing s& bi loai
néu diéu nay lam ting hé sd tin cdy Cronbach’sAlpha. Viéc chon thang do khi thoa mén tiéu
chudn hé sd tin cay Cronbach’s Alpha tir 0.6 tr¢' 1én. Tiép theo 1a tién hanh phén tich nhan t6
kham pha EFA trong do su dung phuong phap Principal Components vdi phep trich theo s6
nhan to c6 dinh va phép quay Promax. Diéu kién dé chap nhan thang do trong phan tich EFA
bao gdom: (i) hé s6 KMO (Kaiser Meyer Olkin) 16n hon 0.6 voi két qua kiém dinh Bartlett co y
nghia thdng ké (Sig. < 0.05); (ii) cac bién quan sat c6 hé sb tai nhéan t6 (factor loading) 16n hon
0.5; va (iii) tong phan tram phuong sai trich (Cumulative %) dat tir 50% tr& 1én.

Bang 1
Thang do cudi trong phén tich Cronbach’s Alpha va EFA

Twong | Cronbach’s
Bién quan sat Ma hoa quan Alpha neu
bién-tong loai bién

+ Danh tiéng doanh nghiép

« Cronbach’s Alpha = 0.935 »
Hoat dong thuc thi logistics nguoc cua ching
toi dugc dénh gia la dang tin cly

DTN

DTN7 0.807 0.923 0.829
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Bién quan sat

Ma hoa

Twong
guan
bién-tong

Cron bach ’S
Alpha néu
loai bi€n

Cong ty chung t6i dugc danh gia la: khach
hang luoén nhan dugc sy quan tdm tir cong ty
chung t6i d6i véi nhu cau tra lai san pham cua
khach hang

DTN1

0.799

0.924

Cong ty chung t61 duoc danh gia la luén dam
bao quyeén loi cua khéach hang tra lai hang mot
cach nghiém tac

DTN4

0.791

0.925

0.748

Cong ty chung t6i dugc danh gia la thyc thi
logistics ngugc mang lai gia tri thoa dang cho
khéch hang tra lai san pham

DTN9

0.784

0.925

0.707

Cong ty chiing t6i dugc danh gia 1a luon nd luc
trong thuc thi logistics ngugc gan lién vadi trach
nhiém xa hdi v moi truong

DTN10

0.784

0.925

0.695

Cong ty chung t6i dugc danh gia 1a ludn c6 thai
d0 mdt cach nha nhan, lich sy d61 véi khach
hang tra lai sdn pham

DTN2

0.785

0.925

0.678

Cong ty chung t61 duoc danh gia la luén quan
tam dén tat ca cac khach hang véi bat ké gia tri
nao ctia san pham tra lai

DTN5

0.770

0.926

0.622

4+ Kha ning cong nghé thong tin
« Cronbach’s Alpha = 0.896 »

KCN

H¢ thong cong nghé thong tin clia cong ty
chung t6i c¢6 kha nang truyén thong bén ngoai
véi cac nha cung cap

KCN2

0.761

0.870

0.839

Hé thong cong nghé thong tin cua cong ty
chung t61 ¢6 kha nang giai quyét 16 trinh thuc
thi logistics ngugc

KCN1

0.732

0.876

0.769

Hé thong cong nghé thong tin cua cong ty
chung t61 c¢6 kha nang tich hgp cac thong tin tra
lai hang vao co sé dir liéu

KCN4

0.744

0.873

0.655

Hé thong cong nghé thong tin cua cong ty
chiing t6i ¢6 kha nang truyén thong bén ngoai
v6i khach hang tiéu dung

KCN3

0.735

0.875

0.655

Hg¢ thong cong nghé thong tin cua cong ty
chung 61 c6 kha nang cung cip thong bao tién
dd ve hang tra lai s€ dugc nhén

KCN5

0.747

0.873

0.568

4+ Thuec thi logistics nguge
« Cronbach’s Alpha = 0.927 »

TTL

Chung toi thu gom va van chuyén san pham va
bao bi tra lai.

TTL1

0.810

0.910

0.757

Chuing t6i tra lai cac san pham cho nha cung
cap

TTL6

0.818

0.908

0.711

Trong pham vi va kha nang ctiia minh, chung
toi stra chira, tan trang cac san pham va bao bi
doéng goi tra lai.

TTL4

0.820

0.908

0.702

Chung t6i thu hoi cac san pham c6 van de€ veé
chat lugng.

TTL2

0.798

0.912

0.683
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) Twong | Cronbach’s He s6 tai
Bién quan sat Ma héa quan Alpha néu S X
A LR I nhan t
bién-tong loai bién
Chung toi stra chira va cung cap dich vu bao tri TTL3 0.792 0913 0652
sau ban.
+ Cam két nguon luc CNL
« Cronbach’s Alpha = 0.885 » _
(;hung tg} cam két .darn.ba_lo ve nguon luc quan CNL3 0.766 0.847 0.879
1y cho viéc thuc thi logistics nguoc
Chung t0i cam ket dam bao vé nguon lycky 1 19 | 0781 0.834 0.811
thudt cho viéc thgc thi loglstlgs nguoc
Ch’ung toi cam ket dam bag vé nguon luc tai CNL2 0.784 0831 0716
chinh cho viéc thuc thi logistics nguoc
KMO (Kaiser-Meyer-Olkin) = 0.980; Sig. = 0.000; Cumulative % = 74.784%

Nguon: Trich xuét tir phan tich dit liéu thu thap

Bang 1 trinh bay thang do cubi trong phan tich Cronbach’s Alpha va nhan t6 khdam pha
EFA. Hé s6 Cronbach’s Alpha dat tir 0.6 tr¢ 1én cho mdi nhan td, hé s6 twong quan bién téng
ctia cac bién quan sat dat yéu cau (> 0.3). Hé s6 KMO dat mirc cao 0.980, va hé s tai nhan t6
tuong ng voi cac bién quan sat dam bao 16n hon 0.5 trong d6 dat 16n nhit 12 0.879 dbi véi bién
quan sat CNL3 va nho nhat 12 0.568 tai bién quan sat KCNS5. Do d6 thang do do luong cac nhan
t6 Danh tiéng doanh nghiép, Kha nang cong ngh¢ thong tin, Thuc thi logistics ngugc va Cam
két nguon luc dugc chip nhin va dam bao yéu cau vé do tin cay.

So véi thang do goc ban dau, mot s bién quan sat bi loai do khong dam bao dugc yéu
cau vé do tin cdy bao gdbm: TTLS5 (Trong pham vi va kha ning ctia minh, ching t6i thao g& cac
san pham tra lai khong st dung dugc dé thu hdi cac nguyén vat liéu cho viéc tai s dung). Tac
gia nhan thdy viéc thao g& cic san pham dién tir tra lai dé thu hoi cac ‘nguyén vat licu co thé
nam ngoai pham vi kha nang cua doanh nghiép ban le, diéu nay cho thay viéc loai bo TTL5 la
phu hop trong thuc t&; DTN3 (Cong ty chung toi duoc danh gia 1a ludn ddi xir mot cach cong
béng v6i cac khach hang tra lai san pham), DTNS (Cong ty chiing t6i duwoc dénh gia 1a ludn 6
su d6i méi tich cuc trong qua trinh thyc thi logistics nguoc), DTN6 (Cong ty chung t61 dugc
danh gia la cung cap dich vu trong qua trinh thyc thi logistics ngugc dam bao co chit luong
cao). Két qua cho thay thang do luong ciia Danh tiéng doanh nghiép ban 1é trong logistics ngugc
dya trén cdm nhén cua ho vé danh gia chung cta khach hang, co quan chinh pht, nha cung cap,
va dbi thu canh tranh ddi véi hoat dong thuc thi logistics nguorc.

4.3. Két qud phén tich nhan té khing dinh CFA va phén tich SEM

Phén tich CFA giup kiém dinh c4u trtc 1y thuyét ctia thang do ludng, xem xét mdi quan
hé gitra mdt khai niém nghién ctru vadi cac khai niém khac (Steenkamp & van Trijp, 1991). M6
hinh dugc xem la tuong thich va phu hop vé1 dit li€u nghién ctru khi cac gia tri TLI (Tucker &
Lewis index) va CFI (Coparative Fit Index) tir 0.90 d&én 1.00, Chi-binh phwong diéu chinh theo
bac tu do CMIN/df dat gia tri nh6 hon 3.00, RMSEA (Root Mean Square Error Approximation)
dat gié tri nhd hon 0.08. Ngoai ra, Hair va cong su (2010) cho réng mot thang do dam bao do
tin cdy khi trong s6 chuan héa Ai 16n hon bang 0.50 (Iy twong nhét 14 tir 0.70 trd 1én) va hé sd
CR 16n hon 0.70, dat héi tu khi phuong sai trich AVE (Average Variance Extracted) 16n hon
0.50. Hai khai niém dat gia tri phan biét khi c6 hé sé twong quan giita chung nho hon 1.00. Cac
chi tiéu nay dugc sur dung trong viéc danh gia thang do cta cac khai niém nghién ctru.
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DTN7 33
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Hinh 2. Két qua CFA (chuan hoa) mé hinh t6i han

Mo hinh do luong t6i han thé hién cac mdi quan hé 14n nhau ctia 04 khai niém nghién
ctru v6i két qua thé hién tai Hinh 2. Két qua phén tich cho thdy céc chi tiéu do ludng phu hop
(CMIN/df = 1.226 < 3.00, CFI = 0.995 > 0.90, TLI = 0.994 > 0.90, RMSEA = 0.024 < 0.08).
Vay mo hinh do Iuong té1 han dam bdo tinh tuong thich va phu hop véi dir liéu nghién ctru.
Két qua ciing cho thiy tit ca cac thang do bao gdm TTL, DTN, KCN va CNL déu dat tinh don
huong.
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Bang 2
Do tin cay téng hop, phuong sai trich trung binh va hé sé twong quan
Nhan té CR AVE He 50 twong quan
DTN KCN TTL CNL
DTN 0.935 0.672 1.000
KCN 0.896 0.633 0.896 1.000
TTL 0.927 0.717 0.924 0.923 1.000
CNL 0.885 0.720 0.869 0.851 0.886 1.000

Ghi chu: CR (Composite Reliability): D tin cdy tong hop; AVE (Average Variance Extracted): Phuong sai trich
trung binh. )
Nguon: Trich xuat tir phan tich dit liéu thu thap

Bang 2 thé hién hé do tin cay tong hop CR cua DTN, KCN, TTL va CNL dugc tinh toan
deu 6 két qua 16n hon 0.70 dam bao yéu ciu vé do tin cdy. Hon nira hé sé AVE cuia céac nhan
t6 nay ciing duoc tinh toan véi két qua 16n hon 0.50, do d6 cac thang do cua cic nhén té dat
duogc gia tri hoi tu. Hon nira hé sb tuong quan cip gitta cac nhan t6 khac nhau déu c6 gia trj nhd
hon 1, trong d6 hé¢ sb tuong quan 16n nhét 14 0.924 d6i vai cap nhan td TTL va DTN, hé s6
tuong quan nho nhét 14 0.851 d6i véi cap nhan té CNL va KCN. Vay cac nhan t6 DTN, KCN,
CNL, va TTL dam béo yéu clu vé gia tri phan biét.

TTTTTTY

DTHS |DT\T"||DT\TD||DTI\10||DT\I4||DT\T |[omn

32
a2l
83

81

@
L) 2 43 @)
@[om @
() ‘:1‘12.5 83 _5 D
TTL3 (17)

.SI} @ 80

ECH2 |KCN3 ||Kc:~.1 ||K.CN4| ECHN3

b oo 6 o

Hinh 3. Két qua SEM (udc lwong chuan hoa)

Mo }}inh nghién ctru chinh thic dugc udc lugng thé hién tai Hinh 3 yéi 3 khai niém phu
thl}éc bao gom TTL, CNL va KCN. C6 m¢t khai niém ddc 1ap 1a DTN. Két qua phan tich cho
thay méc du Chi-binh phuong y2 =253.321 véi p = 0.000, tuy nhién cac chi tiéu do luong khac
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dam bao yéu cau: CMIN/Af = 1.535 < 3.00, CFI = 0.987 > 0.90, TLI = 0.985 > 0.90, RMSEA
=0.037 < 0.08. Vay mo hinh Ia tuong thich v&i dit li€u thu thap cho nghién ctru.

Bang 3

Udc lugng (chua chuan hoa) va kiém dinh cac gia thuyét

th?l l;lé ¢ Mobi quan hé Hti?l:;nlgo’c S.E. C.R. Gl; trl klié‘:ltl %‘;‘h
H1I |KCN — TTL 0.432 0.099 4.349 *** | Chip nhan
H2 |CNL — TTL 0.251 0.155 1.623| 0.105| Tur chéi
H3 |CNL — KCN 0.895 0.053 | 16.806 *** | Chép nhan
H4 |DTN — TTL 0.414 0.095| 4.367 *** | Chép nhan
H5 |DTN — CNL 0.873 0.049 | 17.863 *** | Chap nhan

(*** twong (g v6i p tir 0.000 dén 0.001) ,
Ghi chu: S.E (Standard Error): Sai s0 chuan; C.R. (Critical Ratio): Ty s toi han.
Nguon: Két qua phan tich dir liéu cua nhém nghién ctiru

Bang 3 thé hién két qua udc lugng chua chuan hoa cia cac tham sd chinh ctia mé hinh
nghién ctru chinh thirc. V&i 05 gia thuyét nghién ciru, chi ¢ 01 gia thuyét bi tir chdi d6 1a gia
thuyét H2 (p = 0.105 > 0.05), diéu nay c6 nghia la chua c6 co sd dé cho rang Cam két ngudn
luc ¢6 tac dong cuing chiéu dén Thuyec thi logistics ngugc ciia Doanh nghiép ban 1¢ hang dién tir
trén dia ban Thanh phé Pa Nang, két qua vé mbi quan hé nay da c6 su khac biét so v6i nghién
ctru cua Jack va cong su (2010) da chi ra 1a c6 su tac dong truc tiép tr Cam két nguén luc dén
Thuec thi logistics ngugc. Tac gia cho rang su khac biét nay c¢6 thé do thyc tién trong nganh ban
1¢ tai Thanh phd Da Nang, Viét Nam vé6i quy mo con nho 1¢, do do viéc cam két cac ngudn luc
tai chinh, k¥ thuat va quéan ly chua thyce sy di manh so véi céac quoc gia phat trién khac trén thé
gidi. Cac gia thuyét nghién ctru con lai déu duoc chap nhén, bao gdm:

Gia thuyét H1 - Kha ning cong nghé thong tin c6 tic dong tich cuc dén Thyc thi logistics
nguoc dugc chap nhan. Két qua nay phu hop voi khéng dinh trong nghién ctru cua Daugherty
va cong su (2002) va Closs va cong su (1997). He thong cong ngh¢ thong tin s€ giiip mang lai
su cai tién noi troi trong hoat dong logistics nguoc va tac dong dén két qua kinh doanh cua cac
doanh nghiép (Corsi & Boyson, 2003). Mot s6 tac gia khac cling d4 thira nhan rang kha ning
cong nghé thong tin s& gop phan cai thién ning lyc canh tranh trong logistics ngugc (Bowersox
& Daugherty, 1995; Patterson et al., 2003). 'Nghién ciru nay nhén thay rang kha nang cong ngh¢
thong tin di thé hién duoc vai trd cua bién trung gian gitta Cam két ngudn luc va Thyc thi
logistics ngugc. Do do, bén canh viéc cac doanh nghiép ban 1¢ hang dién tu tap trung vao cac
moi quan hé doc 1ap gitra b1en nguyén nhan (Cam két ngudn luc) va bién két qua (Thyc thi
logistics nguoc) thi cling can chu trong dén bién trung gian, nghia 14 doanh nghién can c6 su
dau tu phi hop nham cai thién kha ning cong nghé thong tin trong qua trinh hoat dong cung
ung dich vu logistics nguoc.

Gia thuyét H3-Cam két ngudn lyc c6 tac dong tich cuc dén Kha ning cong nghé thong
tin dugc chap nhan. Két qua ndy cting phu hop vdi nghién ctru cua Daugherty va cong su (2002).
Khi cac nguén lyc dugc cam két nham muc tiéu xay dung cac kha ning cong nghé thong tin thi
hiéu suit cua h¢ thdng cong nghé thong tin s& duoc nang cao, do d6 nhom tac gia cho rang
doanh nghiép can tap trung hon nira trong viéc dé ra cac cam két cho viéc dau tu cac ngudn luc
tai chinh, k¥ thuat va quan 1y, nham trién khai cac hoat dong logistics ngugc hiéu qua hon. Vai
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trd clia viée cam két ngudn lyc cang tré nén quan trong hon khi hoat dong lién quan dén viéc
ti€ép nhan, xur 1y hang tra lai cang phuirc tap, dac bi¢t voi 16 hang tra lai c6 quy moé nhd 1€ va thoi
gian khéch hang tra lai that thuong khong tap trung.

Gia thuyét H4 va H5 ciing duoc chip nhan phu hop véi nhan dinh cua cac chuyén gia
da dua ra. Piéu nay c6 nghia 1a Danh tiéng doanh nghiép c6 tac dong truc tiép dén Cam két
ngudn luc va Thuce thi logistics nguoc cua doanh nghiép ban 1¢ hang dién tir tai Thanh phd Pa
Néng. Danh tiéng dugc xem 13 tai san v6 hinh doc ddo, kho cé thé bit chude (Smaiziene &
Jucevicius, 2010). Danh tiéng dai dién cho mét tap hop cac 4n twong cua cc bén lién quan d6i
v6i doanh nghiép (Guzman, Abimbola, Shamma, & Hassan, 2009). Trong linh vuc kinh doanh
ban 1¢ hang dién tu, viéc xay dung va duy tri danh tleng trong logistics nguoc s€ gop phan thic
day doanh nghiép tang cuong hon nira trong cam két ngudn luc cling nhu dap ung tot hon yéu
cau vé thyec thi logistics nguoc cho khach hang.

Bang 4

Tac dong truc tiép, gian tiép va tong tac dong giira cac khai niém nghién ctru (wdc lwong chuin
hoa)

. A 2 R Danh tiéng Cam két ngudn | Kha niing cong
LA I B L d('"’lg doanh nghiép lwe nghé thong tin
Truyc tiep 0.920
Cam két nguon lyc Gian tiép 0.000
Téng 0.920
.. . . Truc tiep 0.000 0.910
tKh’é‘; L o nghé Gidn tiép 0.837 0.000
Tong 0.837 0.910
Truc tiep 0.390 0.224 0.379
Thuyec thi logistics nguoc Gian tiép 0.523 0.345 0.000
Téng 0.913 0.569 0.379

Ngudn: Xt 1y tir dit liéu khao sat chinh thic

Khac voi tac dong truc tiép chi xem xet méi quan hé gitra mot bién doc 1ap vao mot bién
phu thudc thi tic dong gian tiép s& xuét hién trong truong hop co bién trung gian (Pearl, 2001).
Nhu thé hién trong mo hinh nghién ctru tai Hinh 1 c6 thé thy rd c¢6 03 bién phu thudc bao gdm
Cam ket ngudn lyc, Kha nang céng nghé thong tin va Thyc thi logistics ngugc, trong do 02
nhan t6 Cam két nguon luc va Kha nang cong ngh¢ thong tin dong vai tro la bién trung gian,
diéu nay din ti ngoai nhing mdi quan hé tac dong truc tiép twong Ung voi cac gia thuyét da
dat ra, con c6 nhimg moi quan h¢ tac dong gian tiép thong qua cac bién trung gian nay. Voi cac
hé s6 tac dong tryc tiép (udc lwong chuan hoa) nhur thé hién tai Bang 3 bang phuong phap phan
tich twong duong trong toan hoc s€ tinh toan dugc h¢ s6 tac dong gian tiép. Chang han nhu: tir
mo hinh nghién ctru cho thiy Danh tiéng doanh nghiép mic du khong c6 quan hé tac dong truc
tiép dén Kha ning cong ngh¢ thong tin nhung lai c6 tac dong gian tlep dén Kha ning cong nghé
thdng tin thong qua nhan t6 trung gian 1a Cam két ngudn luc. Két qua udc lugong cho thdy hé
sO tac dong truc tiép (chuan hoa) tir Danh tiéng doanh nghiép dén Cam két ngudn luc 1a 0.920,
nén co6 thé viét thanh:

CNL = o1 + 0.920X DTN )

Trong khi d6 hé sb tac dong truc tlep (chuén hoa) tir Cam két ngudn luc dén Kha ning
cong nghé thong tin 12 0.910, nén c6 thé viét thanh:
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KCN = B02 + 0.910 X CNL (2)
Tién hanh thay (1) vao (2) s& c¢6 duoc:
KCN = (Boz + 0.910 Boz) + (0.910X0.920) X DTN, hoic
KCN = Bos + 0.837 DTN (3)
(Bo1, Poz, Poz: Hé s6 chin twong tng vai (1), (2), (3); Poz = Poz + 0.910 Boa).

Nhu vay, tir (3) cho thiy hé sb tac dong gian tiép tir Danh tiéng doanh nghiép (DTN)
vao Kha nang cong ngh¢ thong tin (KCN) 1a 0.837.

Tinh toan tuong tu s€ co két qua tac dong gian tiép. Két hop mure do tac dong gian tlep
Vo1 tac dong truc tiép (duoc trich xudt tir m6 hinh SEM) s& c6 murc do tong tac dong (lay hé s6
tac dong truc tlep cong voi hé sb tac dong gian tiép) duoc thé hién tai Bang 4. Két qua cho thiy
rang; Danh tiéng doanh nghiép c6 tong tac dong manh nhat dén Thyc thi logistics nguoc véi
mirc d¢ tong tac dong 14 0.913, cac nhan té Cam két ngudn lyc va Kha ning cong nghé thong
tin ¢ tac dong dén Thuc thi logistics ngugc & muc do 1an luot 13 0.569, 0.379. Nhin chung mirc
do tac dong trong cac mdi quan h¢ la dang ké va phan 16n c6 y nghia thong ké. Mac du tac dong
tryc tiép ctia Cam két ngudn lyc dén Thyec thi logistics nguoc 1a 0.224 nhung mdi quan hé nay
khong c6 y nghia thdng ké, diéu nay co thé do viéc cam két vé& ngudn luc tai chinh, ngudn luc
k¥ thuat va nguon luc quan ly chua thuc sy du manh trong nhiing thoi gian qua, do d6 cac cam
két nay chua thyc sy dong vai trd nong cbt trong viéc thiic ddy hoat dong thuc thi logistics
nguoc clia doanh nghiép ban 1é kinh doanh hang dién tir trén dia ban Thanh phd Da Néng.

Bang 5
Két qua udc lugng (chua chuin hoa) bang bootstrap vi N=1000

Ué6c lwgng ML Uéc lwgng Bootstrap

Mobi quan hé
M SE SE SE(SE) M Bias SE(Bias)

KCN — TTL 0.560 0.067 0.085 0.002 0.560 0.000 0.003

CNL — KCN 0.895 0.053 0.059 0.001 0.897 | 0.002 0.002

DTN — TTL 0.534 0.061 0.074 0.002 0.533 | -0.001 0.002

DTN — CNL 0.876 0.049 0.048 0.001 0.879 0.003 0.002
Ghi chd: ML: u6c lugng theo phuong phap Maximum Likelihood; M: hé s6 u6c luong theo phuong phap ML;
SE: sai chgén; Bias: d6 chéch .

Nguon: Két qua xu 1y dit li¢u diéu tra

Mo hinh nghién ctru trong phan tich bootstrap khong xem xét mdi quan hé giita Cam
két nguodn Iyc va Thyc thi logistics ngugc vi khong c6 ¥ nghia théng ké véi két qua nhu trinh
bay tai Bang 5. Viéc sur dung phén tich bootstrap s€ cho phep. lay mau lai dua trén mau nghién
ctru ban dau, diéu nay s& gitp tranh viéc phai khao sat lai dé danh gia vi ton kém nhiéu thoi
gian va chi phi (Anderson & Gerblng, 1988; Nguyen & Nguyen, 2011). Nghién ciru nay su
dung phuong phap Bootstrap v6i s6 mau lap lai N = 1000, két qua phan tich cho thay do chéch
gitta uwdc luong bang Bootstrap va ML khong dang ké, d6 chéch uéc luong lon nhat chi bang
0.003 trong mdi quan h¢ gitra DTN va CNL, d¢ chéch udc lugng thap nhat 14 0.001 trong moi
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quan h¢ gitta DTN va TTL. Vay cac udc lugng trong mé hinh nghién ctru diéu chinh dam bao
duoc ve tinh tin cay.

5. Ham y nghién ciru va két luin

5.1. Ham y nghién cuu

Bén canh nhiing ¥ nghia c6 dugc tr mo6 hinh do luong va mé hinh ly thuyet nghién clru,
mot s& ham ¥ lién quan trong linh vuc kinh doanh ban 1¢ hang dién tir cu thé nhu sau:

Thir nhét, cac nha hoach dinh chinh sich, co quan quan 1y nha nude cin tiép tuc ra soat
va diy manh hon nita viéc ban hanh nhitng quy dinh lién quan dén pham vi quan 1y hoat dong
logistics ngugc. Yéu cau cac doanh nghiép thyuc hién nghiém tac hoat dong kinh doanh cac san
pham dam bao khong gay tac hai dén méi truong. Co bién phap gitip doanh nghi¢p va khach
hang nang cao nhan thirc ciing nhu trach nhiém xa hoi vé van dé moi truong. Véi cac quy dinh
ban hanh kip thoi s€ giup cac doanh nghiép ban I¢ va nguoi ti€u dung cac san pham dién tir co
co so dé tuan thu tot hon cac quy dinh. Bén canh d6, can van dung céc chi sb mdi truong vao
viéc danh gia doanh nghiép ban 1é hang dién tir tai Da Néng trong qua trinh trién khai logistics
nguoc huéng dén muc tiéu thanh phd méi trudng.

Thir hai, cac két qua ctia nghién ctru cung cép ¥ nghia thyc tién cho linh vyc ban 1¢ hang
dién tir. Viéc xir Iy nhanh chéng nham phuc hoi gia tri clia cac san pham tra lai s& gop phan
mang lai loi ich cho khach hang tot hon, tir &6 lam hai long khach héng va téng co hdi ban hang
trong tuong lai. Ngoai ra, cac doanh nghiép ban 1¢ la don vi gan gui nhat véi nguoi tiéu ding
trong chudi phan phéi va do d6 c6 thé dat dugc ty 1€ thu hdi san pham cao hon so v6i cac nha
ban budn, nha phan phdi hodc nha san xuat. Bang cach thuc thi logistics nguoc, cac cong ty co
thé tang loi nhudn va nang suét ctia ho vi didu nay gop phan giam chi phi.

Tht ba, két qua nghién ctru ciing cho thay san pham tra lai 1d mot phan quan trong cta
logistics ngugc, di kém véi d6 1a viée dua ra bién phap dé xir Iy cic mat hang tra lai va diéu
nay s& mang lai cho doanh nghiép ban 1¢ nhiing két qua vé khia canh kinh té va moi truong.
Trong pham vi cua doanh nghiép ban I¢, cac Iya chon giai quyét cac san pham tra lai co the bao
gom nhirng hoat dong nhu tan trang, sua chira, cling nhu xur ly phé thai. Do d6, dé 1am t6t hoat
dong nay doi hoi cac nha quan ly can thlet phai danh gia chinh xac timg san pham dugc tra lai
dé xéac dinh tuy chon xur Iy mot cach t6i wu nhat, vi néu dugc quan 1y dung cach, doanh nghiép
s& ¢o co hoi dé khai thac 1oi ich trong qua trinh thyc thi logistics ngurgc.

Th tu, két qua nghién ctru cho thiy Thuec thi logistics ngugc ctia Doanh nghiép béan 1é
hang dién tir trén dia ban Thanh phd Pa Ning chiu sy tic dong truc tiép 16n nhét tir Kha nang
cong nghé thong tin, tiép dén 1a Danh tiéng doanh nghiép, va Cam két ngudn lyc. Mic du khong
6 co so dé két luan Cam két nguon luc c6 tic dong truc tiép dén Thyc thi logistics nguoc
nhung Cam két nguén luc co tac dong gian tiép dén Thuc thi logistics nguoc théng qua Kha
nang coéng ngh¢ thong tin. Thong qua két qua co dugc, ky vong doanh nghiép ban ¢ hang dién
tir s& nam bt rd hon va c6 thé van dung t6t vao cong tac thuc thi logistics nguogc bang cach dé
ra bién phap hiru hi¢u nham mang lai hi¢u qua trong qua trinh hoat dong, chang han:

(i) Vé Thuec thi logistics ngwoc: Mic du thyc thi logistics ngugc ¢6 pham vi kha rong
rai bao gém thuc hién cac hoat dong thu gom, van chuyén, sua chira, tan trang, tai ché cac san
pham va bao bi dong goi tra lai tir khach hang, thao g& cac san pham tra lai dé st dung lai cac
nguyén vat liéu, tiéu hity, xtr Iy chén 14p cac phé thai, tiép nhan dong thong tin phan hdi. Tuy
nhién trong pham vi cia nganh ban 1é hang dién tir tai Thanh phé Pa Nang, cac hoat dong thudc
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ndi dung thuc thi logistics nguoc thi chua dugc doanh nghi€p ban 1¢ thyc hi¢n mot cach déy
du, chang han nhu chua thuc hién hoat dong tai ché san pham tra lai, chua thuc hién viéc thao
g& cac san phadm nham muyc dich st dung lai cac nguyén vat lidu, cling nhu chua thé thyc hién
viée xur 1y tiéu huy va chon 1ap phé thai. Nghién ctru nay cho rang nhitng hoat dong nay khé dé
thyuc hién tai tai cap ban 1¢ vi kha phire tap doi hoi yéu t6 vé& mit cong nghé ma chi ¢ cac hing
san xuit méi c6 kha ning thuc hién duoc.

Thyc tién vé thyc thi logistics ngugc tai doanh nghiép ban ¢ hang dién tir tai Ba Ning
mo6i chi dimg lai & mot s6 hoat dong nhu thu gom, van chuyen hang tra lai nhdm muc dich sira
chira, tan trang & mirc 46 don gian ma dé dang nhin thay O cac mat hang dién thoai di dong,
may gidt, t lanh, diéu hoa nhiét do, nhan ddi tra hang trong thoi gian bao hanh cho khach hang,
thu mua céc san phérn cli nhung con sir dung dugc dé tan trang dé ban lai (xuét hién & mot sb
nha ban 1é thu mua va ban san phém da qua st dung nhu dién thoai di dong cti, quat dién, diéu
hoa cil, binh dién cii). Bén canh d6 doanh nghiép ban 1é hang dién tir tai Thanh ph Pa Nang
cling thuc hién cac hoat dong trd lai san phém, bao bi dong goi theo chinh sdch ma nha cung
cap dua ra. Tuy nhién c6 thé néi mutrc do thuc hién cac hoat dong lién quan dén thuc thi logistics
nguoc mai chi tap trung cao d6i voi cac san pham dién tir tra lai trong thoi gian bao hanh va
cac hoat dong cung tng dich vu stra chira, tan trang & mic do vira phai.

Do do, nghién ctru nay cho réng cac doanh nghiép can tich cuc quan tam thyc hién tdt
hon nita cong tac 1ap ké hoach thu gom, van chuyén cac san pham dién tir hét han st dung, bi
161, kém chat lwong va bao bi dong goi ma trude day di ban cho khach hang. Sin sang tmg pho
va tiép nhan, thu hoi cac san pham gip van dé vé chét luong, dap ung kip thoi chinh sach thu
hoi tir phia nha cung cap. Trong pham vi kha ning ctia doanh nghiép ban 1é hang dién tir, co thé
cung tmg mét s6 dich vu sira chira cac hu hong ma khach hang thuong gap phai, cung clp céc
dich vu tan trang, thay thé linh kién, phu kién san pham khi khach hang c6 nhu cau. Tir d6 gop
phan tiét kiém thoi gian va gitp khach hang hai long hon vé san pham va dich vu ma doanh
nghiép cung cap. Khi gip tinh hudng khach hang tra lai san phdm nhung ndm ngoai pham vi
xtr Iy & cap do ban 1¢ hang dién tir, doanh nghi€p ban lé c6 thé thong bao kip thoi dén cac don
vi lién quan trong chudi cung tmg dé ¢ bién phap xir ly thich hop. Thuc hién day di cac ché
d6 bao hanh san pham ciing nhu tuan thi cac nguyén tic hoan tra ma doanh nghiép di cam két
v6i khach hang.

(i) Vé Cam két nguon lic: Nhu thé hién trong mé hinh dé xuat nghién ctru, Cam két
nguon Iyc 1a bién trung gian giita Danh tiéng doanh nghiép va Kha ning cong ngh¢ thong tin,
gitta Danh tiéng doanh nghiép va Thyc thi logistics ngugc. Médc du chua thé két luan duoc Cam
két nguon lyc tac dong truc tiép dén Thuyc thi logistics ngugc trong b6i canh nganh dién tir tai
Thanh phé Pa Ning, nhung su tic dong gian tiép dén Thuc thi logistics nguoc ciia Cam két
ngudn lyc thong qua Kha ning cong nghé thong tin da thé hién. Diéu nay cho thdy Cam két
ngudn lyc dén Thuc thi logistics nguoc ¢ vai tro khong kém phan quan trong dbi véi doanh
nghiép ban lé mat hang dién tir. Do d6 doanh nghiép nén chi y tang cuong thé hién cac thong
diép manh mé mang tinh cam két trong dau tu cac nguon lwc mot cach phi hop nham thuc day
sy phat trién kha ning cong nghé thong tin va tir 46 diy manh hoat dong thuc thi logistics
nguoc;

(iii) Vé Danh tiéng doanh nghiép: Tiép tuc duy tri va nang cao hon nita danh tleng doanh
nghiép trong logistics nguoc. Pé thuc hién duoc diéu nay, doi hoi doanh nghiép can thuong
xuyén bay t6 su quan tim sdu sat d6i voi nhu ciu tra lai san pham ciia khach hang, chu dong
trong cong tac cham soc khach hang va qua d6 tim hiéu khach hang vé kha nang tra lai cic san
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pham dién tir ma ho da mua truéc day. Bén canh d6 doanh nghiép ban 1é can quén triét dén toan
thé can bo nhan vién cua minh lu6n dam bao gitt viig thai do nha nhan lich sy mot khi nhan
duoc sy tra lai san pham tir khach hang, dam bao quyén loi cta khach hang tra lai hang mot
cach nghiém tuc, quan tim dén tat ca cac khach hang véi bt ké gia tri ndo cia san pham tra lai,
dam bao uy tin véi khach hang 1am cho khach hang cam thiy hai long. Hon nira trong qua trinh
xtr 1y cac san pham tra lai, doanh nghiép ban 1¢ hang dién tr cdn nang cao hon nita tinh than
trach nhi¢m xa hoi va trach nghiém méi truong; va

(iv) Vé Khda nang cong nghé thong tin: Bugc xem la nhan t6 khong thé thiéu duoc trong
Qué trinh phat trién ctia xa hoi noi chung trong d6 c6 cac doanh L nghi€p. Nhu thé hién tai cac két
qua nghién ctru, Kha nang cong ngh¢ thong tin tac dong truc tiép dang ké dén Thuc thi logistics
nguoc. Vi thé doanh nghiép can tlep tuc nghién ctru, tiép can sy thay doi cua cac hé thong cong
nghé thong tin, dé tir d6 dua ra quyét dinh dau tu mot cach thich dang, phu hop voi nguén luc
tai chinh, gop phan thiic day thuc thi logistics nguoc thuan loi hon. Mot khi doanh nghiép dat
duogc sy 16n manh vé kha nang cong ngh¢ thong tin, doanh nghiép ban 1¢ hang dién tir s€ tro
nén thuén loi trong viéc két ndi v6i khach hang, nha cung cAp va cac co quan quan ly nha nudc.
D@ dang trong viéc thiét 1ap hé thdng co s di liéu tot hon, ting kha ning truyén thong cac hoat
dong noi troi cua logistics nguge dén voi khach hang va nha cung cip, tao sy thudn tién cho
doanh nghiép ban 1¢ thuc hién cac ndi dung thong bdo lién quan dén tién do xtr 1y mdt cach linh
hoat san pham, bao bi dong goi tra lai ¢& mang dén hiéu qua, su tién loi ciing nhu dap tng mong
doi cho khéch hang.

5.2. Két lugn

Thyec thi logistics nguoc chiu su tac dong cua 03 nhan t chinh bao gdm Kha ning cong
nghé thong tin, Danh tleng doanh nghiép (duwoc kham pha thong qua phuong phap nghién ciru
dinh tinh) va Cam két ngudn lyc (déng vai tro trung gian, tdc dong gian tiép dén Thyc thi
logistics nguoc thong qua Kha nang cong nghé thong tin). Két qua ctia nghién ctru nay cho phép
doanh nghiép néng cao hon nira ve mat nhdn thirc vai tro ciia Thyc thi logistics ngugc, doanh
nghiép co6 thé xem xet thyce hién mot 5O bién phap nham cai thién hiéu qua hoat dong logistics
ngugc bang cach tlep tuc nang cao danh tiéng doanh nghiép, ting cudng trong cong tac cam két
ngudn lyc, thic day dau tu vao hé théng cong nghé thong tin cling nhu chu trong trong cong
tac lap ké hoach cho hoat dong logistics nguoc trong linh vyc ban 1€ hang dién tir. Trong qué
trinh nghién ctru, bén canh nhimg két qua dat duoc co ¥ nghia, nghién ctru ciing boc 16 nhitng
han ché kho c6 thé tranh khoi chang han nhu han ché vé pham vi nghién ciru, dé tai chi nghién
ctru tap trung ddi v6i hoat dong logistics ngugc cua doanh nghi¢p ban 1€ va chi cu thé hoa ddi
v6i ban 1¢ hang dién tir tai dia ban Thanh phd Da Nang. C6 thé két qua s& c6 sy khac biét ddi
v6i nhitng pham vi nghién ctru khac chang han nhu hoat dong logistics nguoc cta doanh nghiép
san xuat hodc ctia cic trung gian phan phdi khac. Nghién ctiru méi dimg lai & mot sb tac nhan
nhat dinh trong logistics nguroc, c6 thé con nhidu nhén t khac ciing dugc xem 1a tac nhan cia
Thyec thi logistics nguoc nhu Ap lyc tir thé ché, Chu nghia co hoi, Kha ning lién két nguoc va
Nhén thtre nha quan ly vé logistics nguoc. Nhom nghién ciru ky vong nhiing han ché nay s&
duoc tiép tuc giai quyét trong nhing giai doan tiép theo.
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