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Tém tit: Nghién ciru danh gia cac yéu té anh huong dén su hai 1ong ctia nguoi tiéu
dung dbi véi dich vu giao hang ching cubi khi thuc hién mua sim thong qua cac
nén tang thuong mai dién tir B2C tai Ha Noi. Dit liéu nghién ctru gom 410 quan
sat dugc thu thdp thong qua bang hoi voi ngudi ti€u dung da trai nghiém dich vu
giao hang chiang cudi tai Ha Noi. Nghién ctru st dung phuong phép théng ké mo
ta, kiém dinh do tin cay Cronbach’s Alpha, phan tich nhan t6 kham phé va hoi quy
tuyén tinh. M6 hinh gdm 4 bién doc lap 1a dich vu giao hang, chi phi giao hang,
dich vu khach hang va quyén loi khach hang, va logistics xanh; trong khi bién phu
thudc 13 su hai 10ng cua nguoi tidu dung dbi véi dich vu giao hang ching cubi. Két
qué cho thay 4 yéu t6 trén déu anh huong dén sy hai 1ong cta ngudi tiéu dung. Tir
do6, nghién ctru dua ra d& xuat ddi voi doanh nghiép logistics cung tng dich vu giao
hang chang cudi cai thién sy hai 1ong cua nguoi tiéu dung va thich tng véi xu thé
phat trién logistics xanh.

Tir khoa: Dich vy giao hang ching cudi, Nguoi tiéu dung, Su hai long, Thuong
mai dién tir, Yéu t6 anh huéng, Logistics xanh.
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RESEARCH ON HOW FACTORS AFFECT CONSUMER
SATISFACTION WITH LAST-MILE DELIVERY SERVICES
WHEN SHOPPING ON B2C E-COMMERCE PLATFORMS

Abstract: This study aims to evaluate factors affecting consumer satisfaction with
last-mile delivery services when shopping on business-to-customer e-commerce
platforms in Hanoi. Research data includes 410 observations collected through
questionnaires from consumers who have experienced last-mile delivery services
in Hanoi. The research uses descriptive statistics, Cronbach’s Alpha reliability test,
exploratory factor analysis analysis, and linear regression. The model includes
four independent variables: Delivery service, Delivery cost, Customer service and
customer rights, and Green Logistics, while the dependent variable is consumer
satisfaction with last-mile delivery services. The results show that the above
four factors all affect consumer satisfaction. Based on findings and results, this
paper makes recommendations to last-mile logistics service providers to enhance
consumer satisfaction and to keep up with the trend of green logistics development.

Keywords: Last-Mile Delivery Services, Consumer, Satisfaction, E-Commerce,
Influential Factors, Green Logistics

1. Gi6i thiéu

Tdc d6 do thi hoa nhanh va tang truong kinh té cao da tao dong luc cho su phat
trién cua hoat dong ti€u dung ¢ Viét Nam. Dac biét, tai cac trung tdm do thi 16n nhu
Ha Noi va Thanh phd HO Chi Minh, nhu cau mua sim ciia nguoi tiéu ding ngay
cang phat trién vé quy mo va chat luong dich vu. Hon nita, cudc Cach mang Cong
nghiép 4.0 mang dén nhiéu co hoi mua sam cho ngudi tiéu dung thong qua cac nén
tang thuong mai dién tir v6i nhiéu tién ich hon. Pong thoi, dai dich COVID-19 da
tao mot ¢t hich déang ké lam thay d6i hanh vi mua sdm truyén thong cta ngudi tiéu
dung, tir phia cau thi truong, ngudi tiéu dung dang thay doi thoi quen mua hang
truyén thong sang cac nén tang thuong mai dién tir B2C.

O pham vi qudc gia, c6 43% ngudi tiéu dung cho biét muc dich sir dung internet
ctia ho 1a dé tim kiém thong tin va mua hang (Bo Cong Thuong, 2021). Cac kénh
nhu mang xa hoi, san thuwong mai dién tir hay website cia doanh nghiép dang
tro thanh kénh chinh dé nhan don dat hang tir khach hang; dac biét co dén 88%
doanh nghiép nhan don dit hang qua cic Gmg dung ban hang trén thiét bi di dong
(VECOM, 2022). Quy md thi truong thuong mai dién tir B2C tai Vi¢t Nam giai
doan 2016-2020 di tang truong dang ké, tir mirc doanh thu 5 ty USD nam 2016,
dén nam 2020 dat 11,8 ty USD, tuong tmg véi téc d6 ting truong gop (CAGR)
clia giai doan nay 1a 23,95%/nidm; s6 luong ngudi tiéu dung mua sam tryc tuyén
tang tur 32,7 triéu nguoi nam 2016 1én 49,3 triéu nguodi nam 2020, twong duong
muc tang truéng CAGR 10,81%/nadm; nhom hang dién ti, hang thuc phém, thuc
pham chirc ning, thoi trang 14 nhimg miat hang phd bién nhat duoc mua trén
website/ing dung thuong mai dién tir ban hang (B Cong Thuong, 2021).
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Ha Noi c6 quy md dan s 16n tht 2 trong 63 tinh thanh ca nudc, khoang 8,33
triéu ngudi vao nam 2021 (Cuc Thong ké Thanh phé Ha Noi, 2021), va thu nhap
binh quan du nguoi thudc nhom 3 tinh thanh c6 thu nhap binh quan cao nhat, gom:
Binh Duong (7,12 triéu ddng/ngudi/thang), Thanh phd Hd Chi Minh (6,01 triéu
ddng/ngudi/thang) va Ha Noi (6,0 triéu dong/ngudi/thang) (Tong cuc Thong ké,
2021). V6i quy md dan s6 16m va thu nhép cao, Ha No6i c6 du diéu kién tré thanh
mot thi truong phat trién thuong mai dién tir ndng dong. Nam 2022, Ha Noéi thude
top 2 thanh phd din dau vé xép hang Chi sb thuong mai dién tir Viét Nam, trong do
Thanh phé H6 Chi Minh dat 90,6 diém; Ha Noi dat 85,9 diém, ting t6i 30,2 diém
s0 v&indm 2021. V& chi s giao dich giita doanh nghiép v6i ngudi tiéu dung (B2C),
Ha Noi ciing xép ¢ vi tri thir 2 v6i 82,4 diém, chi sau thanh phd HO6 Chi Minh véi
83,3 diém. Chi s6 thuong mai dién tir cia thanh phd Ha N@i ting cao, phan 4nh mirc
tang truong trong linh vue thuong mai dién tir tai Ha Noi (VECOM, 2022).

Sy bung nd ctia hoat dong thwong mai dién tr B2C tai Ha Noi tat yéu dan dén su
phat trién hoat dong giao hang ching cudi va mang dén nhiéu co hoi, ciing nhu thach
thirc cho dich vu logistics phuc vu thuong mai di¢n tir trong khu vuc d6 thi dé dap
{mg nhu cau ngdy cang ting cao ctia hoat ddng giao hang ching cudi. Piéu d6 doi hoi
cac doanh nghiép trong linh vuc logistics do thi (urban logistics) phai diéu chinh mo
hinh va chién lugc kinh doanh phti hop véi thi truong canh tranh ngay cang khoc liét.

O thoi diém ctia nghién ciru ndy, cac doanh nghiép cung ung dich vu giao hang
chang cudi tiéu biéu tai Ha Noi c6 thé ké dén 1a Giao hang tiét kiém, Giao hang
nhanh, BEST Express, Viettel Post, Lalamove,... Bén canh cac yéu td yéu cau giao
hang nhanh hon, 1am hai long khach hang hon, xu huéng phat trién trd nén xanh hon
ctia hoat dong logistics d6 thi gop phan 1am cho sy canh tranh giita cac doanh nghiép
giao hang chang cudi thém phén khdc liét. Vi dac thu cua nganh dich vu, “su hai
1ong ctia nguoi tiéu dung” ddi véi dich vu giao hang ching cudi 1a mot yéu td quan
trong quyét dinh sy thanh bai cta doanh nghiép. Do vy, viéc nghién ctru cac yéu td
anh huong dén su hai 1ong ctia nguoi tiéu dung khi thyc hién mua sdm qua cac nén
tang thuong mai dién tir B2C s& ¢6 vai trd quan trong, anh hudng khong nho dén sy
thanh cong ctia doanh nghiép cung tmg dich vu giao hang ching cudi.

Hoat dong giao hang chang cudi tai Ha Noi can duoc nghién ctru sau hon, phu
hop voi nhitng xu huéng phat trién méi. Tuy nhién, tai Viét Nam hién nay, chua cd
nghién ciru nao danh gia sy hai 10ng cua ngudi tiéu dung dbi véi dich vu giao hang
chang cudi khi thuc hién mua sdm qua cac nén tang thuong mai dién tor B2C. Do
d6, nghién ctru nay duoc thuc hién nham tra 16i cac cau hoi: Thir nhat, nhitng yéu
t6 nao thuc sy anh huong dén sy hai long cua ngudi tiéu dung ddi véi dich vu giao
hang chéang cudi khi mua sidm qua cac nén tang thuong mai dién tr B2C; Thir hai,
doanh nghiép can dua ra cac chién lugc tac dong 1én cac yéu td anh huong nhu thé
nao dé dap tng va t6i wu hoa sy hai long ngudi tiéu dung khi st dung dich vu giao
hang ching cudi.
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Bai viét dugc trinh bay theo 6 phan. Phan 1 gi6i thiéu nghién ctru. Tiép d6, phan
2 trinh bay téng quan tinh hinh nghién ciru. Phan 3 dua ra co so ly thuyét. Phan 4
trinh bay mo hinh va phuong phap nghién ctru. Phan 5 danh gia két qua nghién ctru.
Cudi cung, phén 6 néu ra két luan, dé xuat va han ché nghién ctlru.

2. Tong quan tinh hinh nghién ciru

Dau tién, Hanif & cong sy (2010) da chi ra hai nhan t5 quan trong nhét anh
huong dén su hai 1ong cua khach hang noi chung 1a dich vu khach hang va su cong
bang gia ca. Sau do, Deyalage & cong sy (2018) di nghién ctru sdu hon vao hoat
dong mua béan tryc tuyén va cac nhan t6 anh huong. Nghién ctu st dung dir liéu
thu thap tir 150 khach hang truc tuyén tai Sri Lanka, két qua da chimg minh duoc
2 nhan t6 anh hudéng manh dén mua hang tryc tuyén, bao gém dich vu khach hang
va van dé an ninh. Cling nghién ctru vé mua ban tryc tuyén, Muangpan (2022) dua
vao cudc khao sat tai Thai Lan, tip trung vao khach hang Trung Qudc, da dé xuat
3 nhan t6 anh hudng dén sy hai 10ng cta khach hang, bao gém trach nhiém déi véi
hang hoa trong qua trinh van chuyén, dich vu khach hang va két ndi khach hang, di
kém la 15 chi ti€u phu.

Trong qué trinh nghién ctru vé quy trinh giao hang ching cudi trong thuong mai
dién tir, cac nha nghién ctru ciing dwa ra cac kiém chimg vé nhan té anh hudng
dén su hai long cua khach hang trong cac nganh hang, xu huéng hodc thoi diém
khéc nhau. Pau tién, cac nha nghién ctru nhu Rao & cong su (2011), Yuan & cong
su (2010) va Daugherty & cong sy (2019) da nhidn manh tAm quan trong ctia chat
lwong dich vu logistics dbi véi sy hai 1ong ctia khach hang. Khi nghién ciru nganh
cong nghiép dd an thirc udng tai Ha Noi, Nguyén & cong su (2021) di tién hanh
khao sat 435 khéach hang st dung va xac dinh cu thé 4 nhan t6 anh hudng dén su hai
long cua khach hang, bao gdm: do tin cdy, sy dam bdo, su dong cam va gia tri cam
nhan tr phia khach hang.

Mot nghién clru dién hinh khac vé dich vu giao hang chang cudi, Lai & cong
su (2022) da chi ra cac yéu td quyét dinh su hai 10ng cua khach hang ddi véi dich
vu ta dung buu kién (parcel locker) trong giao hang chang cudi. Dya trén mé hinh
chat lugng dich vu (Service Quality - SERVQUAL) va mé hinh chét lugng dich vu
logistics (Logistics Service Quality - LSQ), khung khai niém va cac gia thuyét nghién
ctru d3 duoc phat trién. Str dung dit liéu so cap tir 321 ngudi tiéu dung & Trung Qudc
duogc thu thap bang hinh thire truc tuyén, két qua nghién ctru theo mé hinh phuong
trinh cdu tric chi ra rang “kha ning giao hang ding han” (timeliness) 1 yéu td tac
dong tich cuc va manh nhéat d&én su hai 1ong ctia khach hang; tiép theo 1a hai yéu t “do
tin cay” va “tinh bdo mat” dong vai tro quan trong trong vi¢c giai thich sy théa man
ctia khach hang. Hai yéu t6 cudi cung 1a “kha ning dap tmg”, theo sau 1a “tinh hitu
hinh twong tmg”. Tuy nhién, nghién ctru ndy van ton tai mot s6 gidi han nhat dinh,
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trong do bao gdm gidi han pham vi nghién clru vé mat dia ly, mo6 hinh nghién ctru va
ndi dung nghién ctru.

Cho & cong su (2021) da nghién ctru su hai long cua khach hang voi chét luong
dich vu giao hang ching cudi ¢ khu vuc néng thon dya trén thang do tiéu chuin
ASCI va md hinh cht lugng dich vu SERVQUAL véi s6 mau 1a 460 dan cu thudng
tri & néng thon. Nghién ciru ndy di tao cac nhom bién s6, bao gdm nhom bién tiém
an tién dé (ky vong cua khach hang, chat luong ma khach hang cam nhan va gia
tri ma khach hang cam nhan) va nhom bién két qua tiém an (su hai long ciia khach
hang, 1ong trung thanh cta khach hang). Nhém bién chit lugng ma khach hang cam
nhén duoc chia nho 1am 5 nhém 1an luot 14 tinh hitu hinh twong Ung, do tin cay, kha
nang dap tng, tinh bao mat va su dong cam cua khach hang. Trong nhém bién tiém
an tién dé, ky vong cua khach hang c6 tac dong gian tiép dén su hai 1ong ctia khach
hang théng qua chit luong duoc khach hang cam nhan va gia tri duoc cam nhan.
Cung trong nhom chét luong ma khach hang cdm nhén nhung cé sy khac biét vé
mirc d¢ tac dong gian tiép 1én sy hai 1ong cua khach hang, trong d6 “tinh bao mat”
c6 tac dong gian tiép manh nhét, con cac bién nhu “su dong cam” c6 tac dong it nhét.

Trong khi cac nhén t6 co ban nhu chat lugng dich vu va chi phi giao hang 1a hai
nhén t6 phd bién dugc phén tich boi cac nhom nghién ciru khi tim hiéu vé cac yéu tb
anh huong dén sy hai long ciia khach hang, chua c6 nghién ciru nao tim hiéu vé cac
nhan t6 mai 1a logistics xanh tai Viét Nam mic du logistics xanh dang thu huat sy quan
tam cua cac bén lién quan. Theo Last Mile Experts (2022) yeu t6 logistics xanh dua
vao giao hang ching cudi dang trd thanh xu hudng va yeu t6 quan trong anh huong
dén sy hai 10ng ctia khach hang. Nhiéu nghién ctru trén thé gidi da nhan thire duoc vai
trd va anh hudng ciia yéu td logistics xanh trong viéc ra quyét dinh ciia khach hang
hay nguoi tiéu dung (Beawtungnoi, 2019; Kawa, 2021; Brahme & cdng su, 2022).

3. Co s& ly thuyét
3.1 Khdi ni¢m giao hang ching cudi

Trudc tién, giao hang ching cudi 1a mot khai niém da dugc phat trién tir 1au, dén
ngdy nay ciing voi sy bung nd cta cong nghé 4.0, thi cum tir “giao hang ching cubi”
tro thanh chii @& ma cac nha nghién ctru cdn xem xét, nhin nhan va danh gia chuyén
sau hon (Frederick & cong su, 2018). Cum tur “ching cudi” duoc bt nguén tir nganh
vién théng dé chi giai doan cudi ciia mang ludi vién thong hay doan két ndi tryc tiép
khach hang str dung v6i mang vién thong va dic diém co ban 1a mdi doan két ndi
“chang cudi” s& dugc sir dung bai duy nhat mot khach hang. Bén nay, cum tir nay tiép
tuc phat trién va lan toa sang nhiéu nganh khéc, trong d6 ¢6 nganh van chuyén, phan
phéi. Theo quan diém han 1am, Linder (2011) d3 dwa ra mot dinh nghia cho giao hang
chang cubi trong logistics 13 “phan cudi cing clia qua trinh giao hang”, va “lién quan
dén mot loat hoat dong va quy trinh can thiét cho qué trinh giao hang tir diém chuyén
tai cudi cing dén diém ha hang cudi cuing trong chudi giao hang”.
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Ngay nay, giao hang ching cubi ciing thé hién vai tro quan trong trong kinh doanh
thuong mai di¢n tr, dac biét trong mo hinh B2C. Theo Zorayda (2003), dua trén mbi
quan hé giira 3 d6i trong co ban tham gia vao thuong mai dién tir (Chinh phu, doanh
nghiép va khach hang), thuong mai dién tir c6 thé dugc phan loai theo 9 mé hinh van
hanh, bao g@)m: B2C, B2B, B2G, C2G, C2B, C2C, G2B, G2G va G2C; trong do, B2C
thé hién sy giao dich giita doanh nghiép va khach hang/ngudi tiéu dung. Trong khi
do, giao hang chang cudi s& tré thanh chia khoa tac dong dén thai do, su thoa man
ctia khach hang dé tir 6 tao nén stic canh tranh va kha niang mé rong kinh doanh cta
doanh nghiép (Xu & cong su 2008).

3.2 Sw hai long

Puoc phat trién tir Iy thuyét nganh marketing, Anderson (1973) cho rang sy hai
long 1 danh gia sau khi str dung ctia khach hang vé trai nghiém ciia ho véi dich vu va
duoc thé hién qua 3 muc d§ cam nhan la tich cyuc, bang quan hodc ti€u cuc. Mot khai
niém tuong tu dugc dua ra boi Bachelet (1995), theo do, sy hai long cta khach hang
1a phan tmg cam xtic cua cac khach hang ddi voi mot san pham hay dich vu nao do.
Dén nay, khai niém sy hai 10ng cia khach hang d thé hién vai trd quan trong trong
moi trudng canh tranh, cling nhu trong tirng nganh riéng bi¢t nho kha nang gitr chan
céc khach hang co san va gidi thiéu cac khach hang méi tiép can (Tandon & cong su,
2017). Theo Kotler (2002), su hai long ctia khach hang dugec mé rong 1én thanh murc
do trang thai cam giac cia mot ngudi, bat ngudn tir viée so sanh két qua thu dugc tir
viéc tiéu dung san pham/dich vu véi nhitng ky vong ctia chinh ho.

4. M6 hinh va phwong phap nghién ciru
4.1. M6 hinh nghién ctvu va cdc gia thuyét

Duya trén téng quan tinh hinh nghién ctru, trong d6 co ban ké thira tir nghién ciru
cua Lai & cong su (2022), mo hinh cho nghién ctru nay duoc d€ xuat nhu ¢ Hinh 2,
trong khi Bang 1 mé ta 25 tiéu chi phu cho timg bién s duoc sir dung trong mé hinh.

,

Dich vu giao hang HI(+)

Chi phi giao hang H2(H)

\ y

Swu hai long
cia ngwoi tiéu dung

(M A ; ) H3(H)
Dich vu khach hang va quyén lgi

L khach hang )
4 N

Logistics xanh
A y

Hinh 2. M6 hinh nghién ctru
Nguon: Pé xudt ciia nhém tdc gid

86 Tap chi Quan Iy va Kinh té quoce t¢, s0 165 (06/2024)



Pé danh gia cac yéu t6 anh huong dén sur hai 1ong ctia ngudi tiéu dung ddi voi dich
vu giao hang chang cudi tai Ha Noi khi thuc hién mua sidm qua cac nén tang B2C,
nghién ctru sir dung thang do Cronbach’s Alpha, phan tich nhan t5 kham pha (EFA),
dong thoi str dung phuong phéap phan tich hdi quy dé do luong anh hudng ciia bén
nhom bién doc 1ap dén sy hai long ciia ngudi tiéu dung vé dich vy giao hang ching
cudi. M6 hinh udc lugng sy hai 1ong ctia ngudi tiéu dung duoc trinh bay dudi day:

y,= o+ BDV.+yCP,+ ocKH +tGL + 8, (1)
trong do, DV, la bién s6 vé dich vu giao hang; CP. la chi phi giao hang; KH., Ia dich
vu khach hang va quyén loi khach hang; GL. la bién sb vé Logistics xanh.

Cac gia thuyét nghién ctru gom:

HI: “Dich vu giao hang” ¢6 tdc dong thudn chiéu dén sw hdi long ciia ngueoi tiéu

diing doi véi dich vu giao hang ching cudi.

H2: “Chi phi giao hang” ¢é tac déng thudn chiéu dén sw hai long ciia nguoi tiéu

diing doi véi dich vu giao hang ching cudi.

H3: “Dich vu khach hang va quyén loi khach hang” co tac dong thudn chiéu dén su

hai long ciia ngueoi tiéu dimg doi véi dich vu giao hang ching cudi.

H4: “Logistics xanh”’ ¢é tdc dong thudn chiéu dén sw hai long ciia nguoi tiéu ding

doi véi dich vu giao hang ching cudi.
4.2 Thang do

Thang do dugc sir dung trong nghién ctru nay dugc xay dung dua trén co s mo
hinh ly thuyét dé xuét, bao gém 04 bién doc lap va 01 bién phu thudc. Mdi bién sb
duogc do luong bang 5 bac Likert tir mue 1 14 “Rat khong dong y” dén muc 5 14 “Rat
ddng y”. Cac thang do duoc trinh bay cu thé tai Bang 1 nhu sau:

Bing 1. Danh sach cic nhan té va 25 bién quan sat

Mi  Bién quan sat Pé xuit theo nghién ctru ciia

Bién phu thugc
Su hai long HLl Téi cam thay hai long v6i dich vu Andreassen &  Lindestad

cua nguoi tiéu giao hang ching cubi (1998); Oliver (1980);
dung dbi voi Vakulenko & cong su (2019);
dich vu giao Cho & cong su (2021)
hér}g chang HL2 Dich vu giao hang ching cudi khi Andreassen & Lindestad
cudi mua sim qua cic nén tang thuong  (1998); Oliver (1980); Cho &
mai dién tr (B2C) la nhitng gi t6i cong su (2021)
mong doi

HL3 Toi sé tiép tuc chon dich vy giao Andreassen & Lindestad
hang ching cudi dang st dung (1998); Oliver (1980);
Vakulenko & cong su (2019);

Cho & cong su (2021)
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Bang 1. Danh sach cac nhén t6 va 25 bién quan sat (tiép theo)

Ma

Bién quan sat

Dé xuat theo nghién ctru cia

HL4

Dich vu giao DVI1

hang

DV2

DV3
Dv4
DV5
DVé6

DV7

DV8
Chi phi giao  CP1
hang

CP2

CP3
Dich vu khéch

hang va quyén
loi khach hang

KHI1

KH2

KH3

Toi s€ gidi thiéu dich vu giao
hang ching cudi dang st dung
cho nguoi khac

Bién déc lap
Dich vu giao hang dng thoi gian
nhu khi toi dat hang

Thoi gian tiép nhan don hang
nhanh chong

Thoi gian giao hang linh hoat,
phu hop véi thoi gian ca nhan
Ung dung mua hang cip nhat
thong tin don hang nhanh chong
Hang héa dugc giao ding dia
diem

Lo trinh giao hang dugc chia sé
cu thé cho khach hang

Tan suit giao hang day dic

Téc d6 van chuyén nhanh chong
C6 thé Iya chon san pham mong
muon va&i chi phi giao hang hop ly
Su chénh 1éch chi phi khi dat
hang tryc tuyén l1a phu hop véi ca
nhan to6i

Chi phi giao hang 1a hop Iy

Thai d6 nhan vién giao hang lich
su

Nhan vién tu van ludn tic truc
khi goi dién dén hotline

Céac phan nan, khiéu nai duoc
giai quyét nhanh chong

Tandon & cong su (2017);
Vakulenko & cdng su (2019);
Cho & cong su (2021)

Anderson (2018); Shun &
Hua (2018); Yu (2010); Lim
& Shiode (2011); Muangpan
(2022)

Shung & Hua (2018); Yu
(2010); Chang & Wang
(2011); Muangpan (2022)
Anderson (2018); Cho &
cong su (2021)

Deyalage (2018)

Soderlund &  Rosengren
(2008); Cho & cong sy (2021)
Ogden & Turner (1996) ; Cho
& cong su (2021)

Brahme & cdng su (2022)
Boysen & cong su (2021)
Kotler & Armstrong (2010);
Hanif (2010)

Hanif (2010)

Anderson (1996); Cho &
cong su (2021)

Shun & Hua (2018); Yu
(2010); Cheng & Huang
(2013); Lim & Shiode (2011);
Chiang & cong sy (2012);
Muangpan (2022)

Mentzer & cdng su (1989);
Khan & cong su (2015);
Morganosky & Cude (2000);
Muangpan (2022)
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Bang 1. Danh sach cac nhén t6 va 25 bién quan sat (tiép theo)

Ma  Bién quan sat Dé xuat theo nghién ctru cia

KH4 Thuan tién trong viéc dbi/tra Parasuraman & cong su (1988);
hang (néu co) Nguyén & cong su (2021)

KHS5 Thong tin khach hang dugc bao Nguyén & cong su (2021);
mat an toan trong sudt quéa trinh Cho & cong su (2021)
mua hang

KH6 Ludn dam bao cac quyén loi cia Liu & cong su (2019); Wen &
khach hang cong su (2020)

KH7 Hang hoéa [uén dugc bao dam an Liu & cong su (2019); Cho &
toan trong qua trinh giao cong su (2021)

Logistics xanh  GL1  Sir dung phuong tién, thiét bi van Beawtungnoi (2019); Kawa

chuyén than thién v6i moéi truong  (2021); Brahme & cong su

(2022)
GL2 St dung cac vat li€u than thién Hao & cong su (2019);
moi truong dé dong goi Brahme & cdng su (2022)
GL3 Han ché bao bi nhya Kawa (2021)

Nguon: T éng hop ciia nhém nghién ciru
4.3 Dit li¢u nghién ciru

Nghién ctru st dung dong thoi phuong phap chon mau thuan tién (convenience
sampling) va phuong phap chon miu qua cau tuyét (snowball sampling) dé thu
thap dir liéu. Phuong phap chon mau néy duogc sir dung vi cac wu diém cua no 1a
nhanh, dé thuc hién Va chi phi phu hop dbi v6i cac nha nghién ciru. Pay la nhung
phuorng phap chon mau duoc sir dung phd bién ddi vai cac nghién ctru vé cac yéu
t6 anh huong dén mirc d6 hai long nhu Sumaedi & cong su (2016), Gonzales &
cong sy (2020), Li & Pibulcharoensit (2022), Hui & cong su (2023). Bdi tuong
khao sat duoc lya chon cho nghién ctru nay la nguoi tiéu dung c6 st dung dich
vu giao hang ching cudi khi mua sdm qua cac nén tang thuong mai dién tir B2C
trén dia ban Thanh phd Ha Noi. Déi v6i nghién ctru nay, bang hoi duogc thiét ké
trén nén tang truc tuyén LimeSurvey, cudc khao sat dugc thuc hién trong khoang
thoi gian tir thang 9 dén hét thang 10 nam 2022 thong qua dudng link khao sat
duoc duge guri dén nguoi tra 101 thong qua cac phuong tién truyén thong phd bién
(Zalo, Viber, Whatsapp, Messenger) va Email.

Két qua nghién ctru thu duoc tong sb 452 phiéu khao sat, sau khi kiém tra, lam
sach dit liéu, thu duoc mau gom 410 quan sat hop 18 duogc sir dung cho viéc phan
tich. Dya trén dé xuét ctia Cochran (1963) va Collins (1986), s6 lugng mau nhoém
nghién ctru dam bao mang lai két qua c6 gia tri trong nghién ctu.

4.4 Phwong phap nghién ciru

Pé dat myc tiéu nghién ciru, bai viét sir dung phuong phap nghién ciru dinh tinh

két hop dinh luong. Dbi véi phuong phap dinh tinh, nghién ciru tién hanh luoc
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khao cac tai liéu, cac cong trinh nghién ctru trong va ngoai nudce lién quan dén dé
tai nghién ctru dé tim ra mo hinh nghién ctru cac yéu té tac dong dén sy hai 1ong cta
nguoi tiéu ding ddi véi dich vu giao hang ching cudi. Ngoai ra, nghién ctru dinh
tinh con duoc sir dung thong qua phuong phap phong van dé 1iy y kién cta chuyén
gia trong linh vuc logistics nham phac thao va hoan thién bang hoi, cling nhu xay
dung, bd sung thém céc thang do phu hop véi hoat dong thuc tién cua dich vu giao
hang ching cudi tai Ha Noi. Chuyén gia logistics gom 6 thanh vién, trong d6 3
chuyén gia c6 it nhat 5 nam kinh nghiém quan 1y, diéu hanh hoat dong ciia doanh
nghiép logistics dang cung cip dich vu giao hang ching cubi, cic chuyén gia con
lai ¢6 trinh d6 tir thac sy trd 1én va it nhat 3 nam kinh nghiém 1am cong tac nghién
clru, giang day tai cac truong dai hoc v6i chuyén mén vé logistics va quan 1y chudi
cung tmg. Ddi voi phuong phap dinh lwong, nghién ctru sir dung phin mém SPSS
dé chay mo hinh, thuc hién cac kiém dinh can thiét cho mé hinh nghién ctru, bao
gdm; phuong phép thdng ké mé ta, kiém dinh do tin ciy Cronbach’s Alpha, phan
tich EFA va hdi quy tuyén tinh véi mau dit liéu thu nhap duoc tir khao sat gom 410
nguoi tiéu dung sir dung dich vu giao hang chang cudi tai Ha Noi.

5. Két qua va thao luin
5.1 Két qud thong ké mdu div liéu nghién civu

Trong s6 410 quan sat nhan duoc, nit gidi chiém 74,15%, nam gidi chiém
24,39%. V& co cau tudi thi 85,37% s6 ngudi duoc khao sat c6 do tudi tir 18 dén 25,
10% nguoi tidu dung co do tudi tir 25 dén 35, va 4,63% nguoi tiéu dung co do tudi
trén 35 dén 64. V& trinh d6 hoc van thi 86,34% sé nguoi duoc khao sat ¢6 trinh do
dai hoc, trong khi 9,27% s6 ngudi c6 trinh d6 sau dai hoc, va 4,39% sé ngudi thudce
nhom trinh d6 trung cép, cao dang va trung hoc phd théng. Do d6, c6 thé néi két qua
nghién ctru c6 xu huéng phan anh hanh vi st dung dich vu giao hang ching cudi
cua nhiing nguoi tré ¢d trinh do.

Vé cac loai mat hang duoc mua sim chinh ctia nguoi tiéu ding trén cac san
thuong mai dién tir B2C, thi hang thoi trang (qun 4o, giay,...) dugc mua nhiéu nhat,
chiém 85,85%; tiép theo 1a mit hang thyc pham — d6 udng, chiém 77,07%; tiép dén
la mat hang dién tur voi ty 1€ 24,15%; trong khi d6 cac mat hang dugc phém va dd
gia dung, ndi that chiém ty 1€ lan luot 12 13,17% va 9,27%; cac mit hang nhu my
pham, sach va vin phong pham,... chua dugc mua phd bién trén cac san thuong mai
dién tir B2C. Két qua khao sat cho thay Shopee 13 nén tang thuong mai dién tir dugc
ua chudng nhat v6i 99,76% nguoi tiéu dung lya chon mua sam; day 1a mdt ty 1€ kha
cach biét khi so sanh vdi Grab, Lazada, Baemin, Tiki (lﬁn luot 1a 39,02%; 36,04%
va 34,15%). Hon nita, két qua con cho thay, giao hang tiét kiém 1a don vi cung
tmg dich vu giao hang ching cudi dugc nguoi tiéu ding st dung nhiéu nhat, chiém
71,71%; tiép theo 1a giao hang nhanh, chiém 64,39%: Viettel post va BEST Express
1a nhitng don vi cung cap dich vu giao hang chiang cudi kha pho bién khi c¢6 1an luot
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36,34% va 26,34% nguoi tiéu dung chon sir dung; dong thoi ¢6 51,95% ngudi tiéu
dung cho biét st dung dich vu don vi vén chuyén san c6 cua san thuong mai dién tu.

5.2 Két qud kiém dinh d¢ tin cdy ciia thang do

Do tin cdy cua thang do (cac bién) dugc kiém dinh thong qua hai cong cu 1a
hé s6 Cronbach’s Alpha va phan tich nhan t6 kham pha (EFA). Hé s6 Cronbach’s
Alpha duogc st dung truée nham loai cac bién khong phu hop. Do tin cdy cia
thang do duoc danh gia bang hé sé tin cdy Cronbach’s Alpha. Theo Nguyén (2011),
Cronbach’s Alpha 16n hon hoic bang 0,6 13 thang do c6 thé chap nhan duoc.

Két qua kiém dinh Cronbach’s Alpha trong Bang 2 cho thay gia tri Cronbach’s
Alpha cta cac thang do nay déu cao hon gia tri yéu cau tdi thiéu 1a 0,6 nén tt ca
céc bién déu duogc gitr lai vi chung dam bdo do tin cay cua thang do. Dya trén cac
két qua kiém dinh Cronbach’s Alpha, mo hinh nghién ctru van giir nguyén 21 bién
quan sat cia 4 bién doc 1ap va 4 bién quan sat cia bién phy thudc.

Bing 2. Két qua kiém dinh Cronbach’s Alpha cac thang do

Cronbach's Alpha (fl?azii:':t
Chi phi giao hang (CP) 0,835 3
Dich vu giao hang (DV) 0,879 8
Logistics xanh (GL) 0,859 3
Dich vu khach hang va quyén loi khach hang (KH) 0,903 7
Su hai 1ong cua ngudi tiéu dung déi voi dich vu 0,881 4

giao hang ching cudi (HL)

Nguon: Tinh todn ciia nhém tic gia
5.3 Két qua phan tich nhén t6 kham phd (EFA)

Két qua phan tich EFA duoc tién hanh qua 2 14n, 1an 1 v6i 21 tiéu chi cta 4 bién
doc lap cho thiy gia tri KMO 14 0,935, 16n hon 0,5 va gia tri kiém dinh Bartlett c6
murc ¥ nghia 14 0,000, nho hon 0,05. Tuy nhién, bang hé s6 tai nhan t6 ma tran xoay
cho thay 3 bién quan sat DV3, DV7 va DVS8 ¢6 hé sb tai nho hon 0,5, do dé tién
hanh loai 3 bién quan sat nay va thuc hi¢n lai phan tich nhan t6 1an 2.

Sau khi phan tich EFA 1an 2, 4 thanh phan véi 21 bién quan sat tac dong dén su
hai long cua ngudi tiéu dung d6i véi dich vu giao hang chiang cudi ban dau chi con
lai 04 thanh phan véi 18 bién quan sat véi gia tri KMO 1a 0,920, 16n hon 0,5. Xét
vé twong quan giita cac bién doc 1ap vai bién phy thudc, két qua cho thiy gid tri
p-value nhé hon 0,05 nén giita cac bién doc 1ap vai bién phu thude c6 twong quan co
¥ nghia v6i nhau. Két qua xoay nhan té cho thiy c6 4 nhan t5 hinh thanh véi diém
dung trich & nhan td thir 4 co Eigenvalue 1a 1,058, 16n hon 1, do d6 viéc trich nhan
t6 1a c6 gid tri, dong thoi phuong sai trich dugc tir 18 bién quan sat nay 1a 68,502%,
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két qua nay 1a rat tot (thong thuong gia tri nay 16n hon 50% la dat yéu cau) va no
cho thy 4 nhan t6 duoc hinh thanh giai thich dugc 68,502% su bién thién cia tap
dir liéu. Do d6, phan tich nhan tb trong trudng hop nay 1a rat phu hop va cé gia tri
dé thuc hién cac nghién ctru tiép theo.

Bang 3. Két qua phan tich EFA

Nhan t6

1 2 3 4
KHI 0,600
KH2 0,704
KH3 0,736
KH4 0,719
KH5 0,635
KH6 0,741
KH7 0,724
DV1 0,676
DV2 0,770
DV4 0,793
DV5 0,548
DV6 0,626
GLI1 0,845
GL2 0,880
GL3 0,773
CP1 0,752
CP2 0,793
CP3 0,759
Gia tri Eigenvalues 8,400 1,760 1,112 1,058
Phuong sai trich 68,502
KMO 0,920
Sig cta Bartlett's Test 0,000

Nguon: Tinh todn ciia nhém tac gia
5.4 Két quda mé hinh héi quy va kiém dinh gia thuyét nghién civu

Nghién ctru thyc hién da bién theo mo hinh (1) gém 4 bién doc 1ap va 1 bién
phu thudc duge dua vao mot 1an va xem xét cac két qua thong ké lién quan dén van
dé nghién ctru dé kiém tra xem bién nao dugc chap nhan. Tién hanh phan tich hoi
quy v6i 4 bién doc 1ap bao gom: chi phi giao hang (CP), dich vu giao hang (DV),
logistics xanh (GL), dich vu khach hang va quyén loi khach hang (KH).
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Bang 4. Phan tich ANOVA trong hdi quy

Mo hinh Tong binh phwong df Trungbinh binh phwong F Sig.
Hoi quy 104,278 4 26,070 171,695 0,000
1 Phan du 61,493 405 0,152
Tong 165,771 409

Nguon: Tinh toan cua nhom tac gia

Két qua phén tich cho thiy rang kiém dinh F c6 gié tri p-value bang 0,000, nho
hon mirc ¥ nghia 5%, c6 thé khang dinh rang gia tri R? hi¢u chinh khac 0. Nhu vay,
mo hinh héi quy 1a phit hop. Diéu nay ¢ nghia 1a cac bién doc 1ap sé giai thich duoc
nhiéu hon 0% sy bién thién cua bién phu thudc, hay noi cach khac, cé it nhét 1 bién
doc 1ap co tac dong c6 ¥ nghia dén bién phu thudc. Hé sd R? thudong dugc dung dé
danh gia sy pht hop ctia md hinh. Tuy nhién, viéc dua cang nhiéu bién vao mé hinh
thi R? s& cang 16n. Do d6, khi danh gia sy phi hop ctia m6 hinh, gié tri R? diéu chinh
s& dugce xem xét dé tranh su thdi phong qua mire sy phi hop ciia mé hinh (Hoang
& cong su, 2008). Bang 5 cho thay hé sé R? hiéu chinh 14 0,625, diéu nay cho biét
62,5% su bién thién cua su hai long ctia nguoi tiéu dung dbi vai dich vu giao hang
chiang cudi duoc giai thich bai 3 bién doc 1ap trong mé hinh nghién ctru. Hé sé R?
hiéu chinh ndm trong khoang 0,5, nhd hon 0,625, nho hon 1 thé hién murc v nghia
manh nén md hinh dugc xem 14 tot.

Bang 5. Panh gia sy phit hgp ciia md hinh hdi quy

: R Hé s6 R? Sai s6 chuén Hé s
Mo hinh Héso R He¢ so R? : :
ohm €350 €50 hiéu chinh cia quy w6c  Durbin - Watson
1 0,793 0,629 0,625 0,3897 1,928

Nguon: Tinh todn cua nhom tac gia

Két qua hoi quy (Bang 6) cho thiy tat ca 4 bién s6 cia mo hinh nghién ctru dé
xuét déu c6 tac dong dén bién sy hai long ciia ngudi tiéu dung dbi véi dich vu giao
hang ching cudi véi mirc ¥ nghia 1% (p-value nho hon 0,05) (D9 tin ciy 99%).

Bang 6. Két qua phan tich hdi quy

Hé s6°
Hé s6 khong Hé sb Théng ké
. chuén héa chudnhéa | o x cong gop
Mo hinh 3 3 3 Hésot He so Sig.
Hé s0 Saiso Hé so Dung VIF
B chuin Beta sai
1 (Hangsb) 0,552 0,124 4,460 0,000

CP 0,164 0,036 0,186 4,547 0,000 0,548 1,824
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Hg so?

Hé s6 khong Hé s6 Théng ké
o chuén héa chudn héa | o x cOng gop
Mo hinh 3 3 — Hésot He so Sig.
Héso Saiso Heé so Dung VIF
B chuén Beta sai

DV 0,316 0,044 0,319 7,157 0,000 0,461 2,168

GL 0,136 0,025 0,234 6,541 0,000 0,714 1,401

KH 0,210 0,043 0,238 4,904 0,000 0,388 2,576
a, Bién phu thuée: HL

Nguon: Tinh todn ciia nhém tic gia
5.5 Két qud kiém dinh gid thuyét nghién ciru

Trong Bang 6, gia tri VIF cua tit ca cac bién déu nho hon 10, do d6 co thé néi
mo hinh khéng co hién tuong da cong tuyén.

Két qua biéu d6 phan du cho thay gia tri trung binh gan bang 0 va do 1éch chuan
gan bang 1 (Hinh 3). Ngoai ra, biéu d6 P-P Plot cho thay, phan phdi cua phan du
nam gan sat véi dudng chéo chinh trong biéu do, vi vay, c6 co sé khang dinh phan
du c¢6 phéan phdi chuan (Hinh 4).

Histogram Normal P-P Plot of Regression Standardized Residual

Dependent Variable: HL Dependent Variable: HL

Wean = -261E-15
60 Stel. Dev. = 0.695
N=410

Frequency
Expected Cum Prob

4 2 0 2 00 02 04 08 08 10

Regression Standardized Residual Observed Cum Prob
Hinh 3. Phan phoi chuan phan dw Hinh 4. Biéu do Normal P-P Plot

Nguon: Tinh todn cua nhom tac gia

Thong thuong két qua hdi quy dat yéu cau khi cac phan du trong mé hinh hoi
quy khong c6 twong quan véi nhau. Dé kiém dinh gia thuyét nay, nghién ctu dua
vao gia tri Durbin-Waston, gia tri nay thuong nam trong khoang (1; 3) 1a chap nhan
duogc va cang tién gan vé gia tri 2 thi cang tot (Hoang & cong s, 2008) hay noi cach
khac, 12 khong ¢ hién tugng cic phan du c6 twong quan voi nhau. Két qua danh gia
su phtt hop ctia mé hinh hdi quy cho thay gié tri thong ké Durbin-Watson khi chay
hoi quy b'flng 1, nho hon 1,928 va 3, nghia la chép nhan gia dinh réng khong c6 su
tuong quan chudi bac nhat giita cac phan du.
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Hinh 5 cho thay két hop giita gia tri phan du chudn héa véi gia tri uc luong
chuan héa 1a kha ngau nhién. Do d6, két qua hoi quy khong bi vi pham gia dinh méi
lién hé tuyén tinh.

Scatterplot
Dependent Variable: HL

°
°

— ° °

g 2 - e ~ o "o

2 . , et

®

5 @ o o .' \ ® ] R \

® ° °

T o s :'\ .‘k oyt

< e o, ® S \- ° )

= [} n.. '\ o ® -

] ° ° S, @ o

t.g % ° \ e, ©

e o ® () ~ @ ] °

§ 2 ° °

;6:] @ o o °

14 °

-4 -2 a 2

Regression Standardized Predicted Value

Hinh 5. Biéu do phan phdi gia tri phan duw chuin héa véi gia tri wée hrgng chuin hoa

Nguon: Tinh todn ciia nhém tic gia
5.6 Thao ludn két qud nghién ciru

Két qua phan tich hoi quy tuyén tinh trén gitp rat ra két luan tir mau nghién ciru
rang su hai long ctia ngudi tiéu dung ddi voi dich vu giao hang chiang cudi phu thude
vao 4 yéu t6 co ban & trén. Do tat ca cac bién doc 1ap déu duoc do luong bang thang
do mirc d6 Likert nén tir phwong trinh hoi quy nay cho thay dugc tim quan trong ctia
timg yéu t6 dbi voi su hai long. Cu thé, két qua cho thay sy ing ho véi gia thuyét
nhom nghién ctru dua ra khi s liéu cho thy 4 yéu t6 “Dich vu khach hang”, “Chi
phi giao hang”, “Dich vu khach hang va quyén loi khach hang” va “Logistics xanh”
déu c6 tac dong thudn chiéu dén sy hai long ciia nguoi tiéu ding dbi vai dich vu giao
hang ching cudi v6i hé s6 hdi quy quan hoa cia mé hinh déu duong. Trong do, yéu
t6 vé& “Dich vu giao hang” c6 anh hudng manh nhat, voi hé sb hdi quy chuan héa cia
mo hinh 13 0,319. Nghién ctru ctia Lai & cong sur (2022) ciing chi ra rang “kha ning
giao hang ding han” 1a yéu td tac dong tich cuc va manh nhat dén sy hai long cua
khach hang d6i véi dich vu tu dung buu kién trong dich logistics giao hang ching
cubi. Tiép d6 1a hai yéu t6 “do tin cay” va “tinh bao mat”. Nhu vy, két qua nghién
ctru nay ung ho gia thuyét H1. Yéu t6 quan trong tiép theo 1a “Dich vu khach hang va
quyén loi khach hang”, “Logistics xanh” va “Chi phi giao hang”; diéu nay twong ting
v6i hé s hoi quy theo mé hinh 1 cia mdi bién 1an lugt 14 0,238; 0,234 va 0,186. Vai
trd quan trong cua “Dich vu khach hang va quyén loi khach hang” d6i v6i sy hai long
ctia khach hang da duoc khang dinh béi Hanif & cong su (2010), Deyalage & cong
su (2018) va Muangpan (2022). Nhu vy, két qua nghién ctru niy tng ho gia thuyét

Tap chi Quan Iy va Kinh té quc €, s6 165 (06/2024) 95



H3. Mic du “Logistics xanh” 1 xu huéng méi, nhung di sém trd thanh yéu té quan
trong khong kém d6i véi su hai 1ong ctia khach hang, va anh huéng dén quyét dinh
cua khach hang hay nguoi tiéu dung (Beawtungnoi, 2019; Kawa, 2021; Brahme &
cong su, 2022). Nhu vay, két qua nghién ctru nay tng ho gia thuyét H4. Theo d6, mirc
d6 hai 1ong ctia ngudi tiéu dung cé xu hudng ting khi dich vu giao hang ching cubi
str dung phuong tién, thiét bi van chuyén than thién v&i méi truong; st dung cac vat
lidu than thién moi truong dé dong goi va han ché bao bi nhya. Dbi véi cac nén kinh
té dang phat trién nhu Viét Nam, gia ca 1a mot yéu td anh huong dang ké dén sy hai
10ng ctia nguoi tiéu dung, Hanif & cong sy (2010) ciing nhan manh anh huéng cua
gi4 ca. Tuy nhién, nghién ctru ndy cho thay, s anh hudng cta yéu t6 “Logistics xanh”
con 16n hon yéu t6 “Chi phi giao hang”. Pay 1a mot xu hudng méi tich cuc, cho thdy
nhén thirc ngudi tiéu ding dang dan thay d6i, ddc biét 1a nhimg ngudi tré tir 18 dén 35
tudi (chiém toi 95,37% mau khao sat). Pay 1a két qua tha vi, hitu ich cho cac doanh
nghiép logistics dang cung tmg dich vu giao hang chiang cudi ¢ chién luoc khach
hang phu hop, hudng dén phat trién bén vimng. D6i voi yéu td “Chi phi giao hang”,
két qua nghién ctru ciing cho thay yéu té nay c6 anh hudong dén sy hai 1ong ciia khach
hang va mang diu dwong. Nhu vy, két qua nghién ctru ndy tng ho gia thuyét H2.

6. Két luan

Nghién ctru nay dugc thuc hién bang phuong phap nghién ciru dinh tinh két hop
phan tich dinh luong véi dit liéu déu vao gdm 410 quan sat dugc thu thap thong qua
khao sat. Két qua nghién ciru chi ra bang chimg cho thay cac yéu t6 ma nhém nghién
clru di dua ra déu c6 tac dong thuén chiéu dén su héi long cua nguéi tiéu dung ddi
v6i dich vu giao hang ching cudi khi thyc hién mua sdm qua cac nen tang thuong mal
dién tir B2C tal Ha Noi. Mit khac, mirc d6 anh huong cua cac yéu to khong giéng
nhau va duogc sap xep theo thir ty gidm dan nhu sau: dich vu giao hang, dich vu khach
hang va quyén loi khach hang, logistics xanh, va chi phi giao hang. Logistics xanh
dang tro thanh mot xu hudng phat trién bén viing cta linh vuce logistics néi chung va
logistics do thi n6i riéng. Tuy nhién, logistics xanh 1a mét khai niém kha méi mé, day
nén la huéng nghién ctru mé rong tiép theo ddi véi hoat dong giao hang ching cudi,
két qua nghién ciru s& giup cac doanh nghiép trong linh vuc giao hang ching cudi co
giai phap, chién lugc phu hop va hudng dén sy phat trién bén viing. Qua do, nghién
ctru ndy da gop phan 1ap dy khoang tréng nghién ctru trong linh vire giao hang ching
cudi va cung cip cac gia tri Iy thuyét cling nhu thyc tién. Nghién ctru di dua ra bing
chung khang dinh tac dong cua cac yéu td cbt 16i, dic biét 1a yéu td logistics xanh
dén sy hai 1ong cua ngudi tiéu dung ddi v6i dich vu giao hang ching cudi. V& mat
thyc tién, két qua nghién ctru ¢6 thé hitu ich cho cac quyét dinh chién luoc ciia doanh
nghiép trong linh vyc giao hang ching cudi, nhat 14 trong bdi canh méi truong kinh
doanh dang ngay cang tré nén canh tranh hon.

Tur két qua nghién ctru, bai viét cling dua ra mot s6 kién nghi nhu sau. Thir nhat,
doanh nghiép cung tng dich vu giao hang chang cudi can ddm bao dd tin cdy vé quy
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trinh cung cap dich vu va thong tin phai rd rang, chinh x4c ciing nhu dam bao giao
hang dung thoi gian (“lead-time” giao hang), thoi gian tiép nhan don hang nhanh
chong va cap nhat thong tin don hang nhanh chong. Pac biét, doanh nghi¢p giao
hang ching cudi ¢ thé nghién ciru giai phap crowd-shipping (mé hinh sir dung tai
xé khong chuyén nhan thyc hién dich vu van chuyén hang hoéa dén nguoi tiéu dung
thong qua céc nén tang tmg dung két nbi), mé hinh nay dugc ching minh mang lai
nhiéu loi ich trong viéc giam chi phi, thoi gian giao hang ching cubi, va gitip cac
doanh nghiép giao hang ching cudi khong bi qué tai don hang vao mua cao diém.
Thur hai, doanh nghiép dich vu giao hang chang cudi can nang cao chét luong doi
ngii nhan vién, ciing nhu nang cao cong nghé hd trg dich vu nhdm mang dén nhimg
trai nghiém tot nhét cho khach hang. Thi ba, doanh nghiép logistics cho giao hang
ching cudi can xay dung mdt chinh sach gia cd hop 1y, da dang. Pac biét can c6 cac
muc gia phan biét phu hop vaoi thoi gian giao hang khac nhau trong ngay. Bén canh
d0, ciing can c6 chinh sach khuyén mai, giam gia phu hop, ciing nhu cic chuong
trinh khach hang thudng xuyén t6t hon nham thu hat va dép Gmg ngay cang cao
mong doi cia khach hang. Thi tu, cac doanh nghiép cung Gng dich vu giao hang
ching cudi trén dia ban thanh phd Ha Noi can cha trong cac yéu t6 vé logistics
xanh. Pay 1 yéu té quan trong, dong thoi 1a xu hudng phat trién bén virng dbi voi
logistics do thi. Cudi cuing, trong bdi canh phat trién manh mé va nhanh chéng ciia
cong nghé 4.0, doanh nghiép can ting cuong ing dung cong nghé méi (cong nghé
sO, tu dong hoa, dir li¢u 16n) nham ti wu hoa quy trinh van chuyén hang hoa, tu
dong 1ap tuyén duong tdi wu va diéu dong 14i xe,... nham cai thién hon nita quy trinh
giao hang ching cudi.

C& mau 1a mot han ché ciia nghién ctru. Mic dii nghién ctru da chi ra bang chimg
thuc nghiém vé sy tic dong cac yéu to chinh dén sy hai 1ong ciia nguoi tiéu dung ddi
voi dich vu giao hang chiang cudi khi thuc hién mua sdm qua cac nén tang thuong
mai dién tit B2C nhung cac véan dé nhu logistics do thi, logistics xanh, bén virng can
dugc nghién ctru sdu hon, toan dién hon. Do do6, nghién ctru taic dong cua sy bung
nd hoat dong giao hang ching cudi trong d6 thi d6i vi moi trudng va cac giai phap
phat trién logistics d6 thi huéng dén phat trién logistics xanh, bén viing nén duoc
xem la hudng nghién ctru tiép theo.
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