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CAC NHAN TO ANH HUGNG DEN SU HAI LONG CUA SINH VIEN
TRONG SU DUNG DICH VU GIAO HANG CHANG CUOI

Factors affecting the satisfaction with last-mile delivery service
of student customers
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TRAN THINGUYET

_ PHAMNHU'Y
LE PHUONG THANH

wa trén mé hinh mirc d¢ cam nhdn chat heong dich vu (SER PERF), nghién ciru
% nay kham phd cac yéu to anh hwéng dén suw hai long cia khdch hang doi voi dich
vu giao hang chdng cuoi cung cdp béi cdc san thwong mai dién tw. Cdc yéu 16 gia thuyét c6
sw anh hwong dén sw hai long cia khdch hang gom cé: tinh hitu hinh, mirc @6 ddp g, su
cam thong va do tin cdy. Di liéu dwoc thu thap tir cugc khao sat 205 nguroi tiéu dung la cac
sinh vién Dai hoc Bach khoa Ha Noi va dwoc phan tich bang mé hinh phuwong trinh cdu triic
(SEM). Két qua chi ra rang, _phiwrong tién hitu hinh va sy tin cdy la hai yéu t6 dir bao manh
nhat ¢6 tac dong tich cwe dén sw hai long cua khdch hang doi véi dich vu giao hang ching
cudi, trong khi do, sw cam thong, mirc do dap vng va tinh kip thoi khong co tac dong. Vi vay,
bén cung cdp dich vu can chii trong cdc yéu to hivu hinh va sw tin cdy nham gia tang sw hai
long cua khach hang.

Tw khoa: dich vu logistics, sy hai long cua khach hang, sinh vién, nghién curu thyc chung,
san thwong mai dién tir.

ased on the service quality perception model (SERVPERF), this study explores the

factors that influence customer satisfaction with last-mile delivery services
provided by e-commerce platforms. Model examined factors including tangibility,
responsiveness, empathy, timeliness and reliability. Data were collected from a survey of 205
student consumers at Hanoi University of Science and Technology and analyzed by
structural equation modeling (SEM). The results indicate that tangibles and reliability are
the two strongest factors having a positive impact on customer satisfaction with last-mile
delivery services, while empathy, responsiveness and timeliness had no impact. The results
convince that e-commerce providers need to focus on tangible and reliability factors to meet
customer needs and keep their satisfaction.
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