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Nghién ciru xem xét méi quan hé giita chat luong dich vu
logistics trong thuong mai dién tir (LSQE) va sy hai long cua
khach hang, dong thoi kiém dinh vai tro trung gian cila sy xac
nhan ky vong vé dich vu logistics (LEC). Dt liéu dugc thu
thap bang phuong phap chon mau thuan tién tr 300 khach
hang c6 kinh nghiém mua sam truc tuyén tai Hué va phan tich
bang PLS-SEM. Két qué cho thdy mo hinh do luong dat do tin
cay va gia tri; LSQE c6 mbi quan h¢ tich cuc véi LEC (B =
0,864; p < 0,001) va sy hai long (B = 0,519; p < 0,001), con
LEC c6 mbi quan h¢ tich cuc véi sy hai long (B = 0,425; p <
0,001). Tac dong gian tiép LSQE > LEC - SAT dat 0,367,
téng tac dong dat 0,886 va VAF b?mg 41,42%, cho théy vai
trd trung gian bd sung. M6 hinh giai thich 74,6% bién thién
ctia LEC va 83,0% bién thién cta su hai long. Két qua mo
rong pham vi Gmg dung 1y thuyét xac nhan ky vong vao trai
nghiém logistics hau mua. Do sir dung thiét ké cit ngang va
mau phi xé4c suét, cac két qua duoc dién giai theo huéng quan
hé thong ké thay vi khang dinh nhan qua.

ABSTRACT

This study examines the relationship between e-commerce
logistics service quality (LSQE) and customer satisfaction and
tests the mediating role of logistics expectation confirmation
(LEC) in Hue City. Data were collected through convenience
sampling from 300 customers with online-shopping
experience and analyzed using PLS-SEM. The measurement
model met reliability and validity requirements. LSQE was
positively associated with LEC (B = 0.864; p < 0.001) and
satisfaction (B = 0.519; p < 0.001), while LEC was positively
associated with satisfaction (B = 0.425; p < 0.001). The
indirect effect was 0.367, the total effect was 0.886, and VAF
was 41.42%, indicating complementary mediation. The model
explained 74.6% of the variance in LEC and 83.0% in
satisfaction. The findings extend the application of
expectation-confirmation theory to post-purchase logistics
experiences. Because the study used a cross-sectional, non-
probability sample, the results are interpreted as associations
rather than causal effects.
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1. Giéi thi¢u

Thuong mai dién tir d3 tré thanh mot kénh phan phdi quan trong trong nén kinh té s6 Viét Nam.
Béo c4o Chi sb Thuong mai dién tir Viét Nam 2025 cho biét thi trudong ban 1é tryc tuyén nim 2024
dat khoang 32 ty USD va ting 27% (VECOM, 2025). Khi canh tranh giira cac nén tang khong con
chi dya vao gia va danh muc hang hoa, trai nghiém hau mua - tr thyc hién don hang dén giao nhan,
theo ddi va d6i tra - tré thanh ngudn tao khac biét dang ké.

Khac voi ban 1¢ truyén thdng, khach hang truc tuyén khong nhan san pham ngay tai thoi diém
thanh toan. Logistics vi vay 1a co ché chuyén hoa 101 hira s6 thanh két qua hiru hinh. Giao tré, giao
sai, hang hu hong hodc thong tin thiéu minh bach c6 thé lam suy giam danh gia vé toan bd giao
dich, ngay ca khi san phim va giao dién nén tang dap mg yéu cau (Collier & Bienstock, 2006;
Vakulenko & cong su., 2019). Chat lugng dich vu logistics trong thuong mai dién tir (Logistics
Service Quality in Ecommerce - LSQE) can duoc xem nhu mét cdu trac da chiéu két hop hiéu suit
vat ly, thong tin va ho trg sau giao hang.

Céc nghién ctru trude da ghi nhan mbi quan hé gitra chat luong logistics voi sy hai 1ong, long
trung thanh va y dinh mua lai (Akil & Ungan, 2022; Jain & cng su., 2021; Lin & cOng su., 2023),
ddng thoi van dung 1y thuyét xac nhan ky vong dé giai thich danh gia sau sir dung trong thuong
mai dién tor (Nguyen & Ha, 2021; Nguyen & Dao, 2024; Lin & Choi, 2024). Khoang tréng cua
nghién ctru nam & viée kiém dinh co ché nay khi chat lugng dich vu logistics dugc ddc ta nhu mot
cAu triic bac cao da chiéu. Theo do, nghién clru xem xét mbi quan hé gitra LSQE, su xac nhan ky
vong vé dich vu logistics (LEC) va sy hai 1ong cua khach hang tai thanh phé Hué. Ciu trac LSQE
bay thanh phan dugc ké thira tir nghién ciru trudc ciia nhom tac gia (Lé Thi Phuong Thanh va cong
su, 2026); vi vay, dong gop chinh 1a 1am rd cac quan hé truc tiép va gian tiép thong qua LEC, qua
d6 mo rong pham vi ing dung cia 1y thuyét xac nhan ky vong sang trai nghiém logistics hiu mua.
2. Co s6 Iy thuyét va phat trién gia thuyét
2.1. Chit lwong dich vu logistics trong thwong mai dién ti

Chat luong dich vu logistics phan anh murc 6 doanh nghiép thuc hién dong hang hoa, thong
tin va cac dich vu hd trg mét cach chinh xac, kip thoi va dang tin cdy (Mentzer & cong su., 2001;
Thai, 2013). Trong thuong mai dién tir, khai niém nay dugc md rong sang giao hang ching cudi,
theo doi don hang, logistics ngugc, cong nghé, bdo mat va thanh toan, tao thanh mot ciu trac bac
cao da chiéu (Brady & Cronin, 2001; Sarstedt & cong su., 2019).

Cu thé, LSQE bao gom cac thanh phan vé thyc hién don hang nhu tinh kip thoi, tinh trang va
d6 chinh xac don hang, cung kha ning sin c6 va tiép can giao hang, qua d6 giam thoi gian cho, sai
sot va rui ro cho khach hang (Rafiq & Jaafar, 2007; Vasi¢ & cOng su., 2021; Vu & Nguyen, 2025).
Bén canh d6, chat luong thong tin va theo ddi, xir Iy hoan tra va sai léch, cting cong nghé, an toan
va thuan tién thanh toan phan 4nh kha ning hd trg s6 va phuc hoi dich vu trong subt qua trinh hau
mua (Parasuraman & cong su., 2005; Kawa & Swiatowiec-Szczepaﬁska, 2021; Zennaro & cong
su., 2022).

Nghién ciru dic ta LSQE theo m6 hinh bac cao phan anh - cdu thanh (reflective-formative). O
bac mét, cac bién quan sat 1a chi bao phan 4nh vi ching 13 nhitng biéu hién cua cung mot khia canh
dich vy, dugc ky vong tuong quan va thay ddi cung chiéu khi nhan thirc cta khach hang vé khia
canh d6 thay doi (Jarvis & cong su., 2003). O bac hai, bay thanh phan dai dién cho cac chtic nang
khac nhau va cliing cdu thanh chit lugng logistics tong thé; chung khong thé thay thé hoan toan cho
nhau, khong nhat thiét bién dong dong thoi va viéc loai bo mot thanh phan s& lam thu hep ndi ham
cua khai niém (Becker & cong su., 2012; Hair & cdng su., 2022; Sarstedt & cong su., 2019). Vi
vay, trong sb ngoai, y nghia thong ké cua cac trong sé va hién twong da cong tuyén giira cac thanh
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phan duogc xem 1a két qua danh gia mo hinh do ludng bac cao, khong phai cac gia thuyét Iy thuyét
riéng.

Theo d6, bay quan hé thanh phan LSQE duoc dénh gia trong mé hinh do luong bac cao; hé
thong gia thuyét 1y thuyét ciia nghién ctru bat dau tir H1 dbi véi quan hé giita LSQE va LEC.

2.2. Sw xdc nhan ky vong

Khai niém sy xac nhan ky vong duoc dit nén tang bai Oliver (1980) va Bhattacherjee (2001),
theo d6 khach hang so sanh hiéu suit thuc té v6i chudn ky vong trudc trai nghiém. Cac nghién ctru
gan day tiép tuc kiém dinh cAu trac nay trong bdi canh mua sim di dong va thuong mai dién tir tai
Viét Nam, trong d6 su xac nhan phan anh mac d¢ dich vu thuc té dap ung hoac vuot ky vong vé
chat luong, tinh kip thoi va su thuan tién (Nguyen & Ha, 2021; Nguyen & Dao, 2024). Két qua
phu hop hodc vuot ky vong tao xac nhan tich cuc, qua d6 nang cao danh gia sau str dung.

Trong thuong mai dién tir, ky vong vé dich vu logistics dugc hinh thanh tir ngay giao du kién,
thong bao trang thai, pham vi giao, diéu kién thanh toan va chinh sach hoan tra. Cac chuin tham
chiéu nay c6 thé khac nhau giita nén tang, loai san pham va timg don hang. Bang hoi yéu cau nguoi
tra 101 quy chiéu vao trai nghiém giao nhén truc tuyén gan nhat tai Hué; vi vay, LEC dugc hiéu 1a
muc d6 két qua thuc té x4c nhan ky vong chu quan cua chinh nguoi tra 101 ddi véi trai nghiém do,
thay vi mot chuan khach quan chung giita cac san. Khi don hang duogc giao ding, nguyén ven, dé
theo ddi va xtr 1y su ¢6 minh bach, trai nghiém thuc t& cung cdp bang ching ring cam két trudc
mua 1a déng tin cdy. Lin & Choi (2024) ciing cho thay chét luong san pham, thong tin, dich vy va
giao hang goép phan hinh thanh sy xac nhan ky vong. Tuy nhién, viéc khong thu thap nén tang va
loai san pham han ché kha ning kiém dinh di biét b6i canh va duoc thao luan & phan han ché.

H;: Chat luong dich vu logistics trong thuong mai dién tur co moi quan hé tich cwc voi sw xdc nhdn

ky vong vé dich vu logistics.

2.3. Sw hai long va vai tro trung gian cua sw xdc nhdn ky vong

Su hai long 1a danh gia tong thé sau tiéu dung, phan dnh muc d6 khach hang cho rang trai
nghiém 13 théa dang va quyét dinh lya chon 1a ding dan (Oliver, 1980; Anderson & cong su.,
1994). Trong cac nghién ciru thuong mai dién tir gan ddy, sy hai long duge xem 1a phan mg sau
trai nghiém ddi véi hiéu qué dich vu, mirc d§ dap ing nhu cau va su nhat quén gitra két qua thuc
té voi ky vong (Nguyen & Ha, 2021; Akil & Ungan, 2022; Nguyen & Dao, 2024; Lin & Choi,
2024). LSQE c6 thé tao sy hai long truc tiép thong qua giam thoi gian cho, sai sot, hu hong va ma
sat trong ddi tra. Bang chimg thuc nghiém cho thiy hiéu suét logistics va chat luong giao hang co
quan hé tich cuc v6i sy hai long trong ban 1€ truc tuyén (Vakulenko & cdng su., 2019; Akil &
Ungan, 2022; Lin & cOng su., 2023).

H>: Chat lwong dich vu logistics trong thuong mai dién tu co moi quan hé tich cuc voi sy hai long

cua khach hang.

Bén canh g1 ich chirc nang, khach hang hai long hon khi hiéu sut thuc té xac nhan diéu ho da
ky vong. Xéac nhan gitip giam khoang cach nhan thuc giita 101 hira va két qua, cang cb cam giac
kiém soat va lam cho danh gi sau mua nhat quan hon. Cac nghién ctru gan day vé mobile shopping,
mobile commerce va kinh doanh san pham tuoi truc tuyén déu ghi nhan méi quan hé tich cuc gitta
su xac nhan ky vong va su hai long (Nguyen & Ha, 2021; Nguyen & Dao, 2024; Lin & Choi, 2024).
Vi vay, su x4c nhan ky vong duogc du doan co mbi quan hé tich cuc véi sy hai long.

Hs: Sy xac nhdn ky vong vé dich vu logistics co moi quan hé tich cyc voi sy hai long cua khdch

hang.

LSQE c6 thé lién hé vé6i sy hai 1ong theo hai con duong bd sung: con duong tryc tiép thong
qua loi ich van hanh va con duong gian tiép thong qua qua trinh khach hang so sanh két qua thuc
té voi ky vong. Khi hé sé truc tiép va tac dong gian tiép cuing duong va c6 ¥ nghia, mé hinh phu
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hop vé6i dang trung gian bo sung theo Zhao & cong su. (2010). Cach dién giai nay dwoc gisi han &
co ché trung gian trong pham vi mo hinh va dit liéu cit ngang hién tai.
H4: Sw xdc nhdn ky vong déng vai tro trung gian trong méi quan hé gitta chat lwong dich vu
logistics trong thwong mai dién tir va sw hai long cua khach hang.
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Hinh 1. Mé hinh nghién ctu dé xuit
Nguon: Pé xudt ciia nhém tdc gia.
3. Phwong phap nghién ctru
3.1. Thiét ké nghién ciru va méu khdo sdt

Nghién ctru s dung thiét ké dinh luong cat ngang, dir li¢u tu bdo cdo. Péi tuong khdo sat 1a
khach hang ca nhén tir 20 tudi trd 1én, d3 mua hang trén san thuong mai dién tir va timg nhan hang
tai thanh phé Hué. Mau duoc lua chon theo phuong phép thuan tién thong qua bang hoi truc tuyén
trén cac nhom Facebook, Zalo va cong dong mua sam truc tuyén c6 thanh vién dang sinh song tai
Hué. Khao sat duoc thuc hién tir 16/06/2026 dén 16/07/2026. Trude khi tham gia, nguoi tra 101
duoc sang loc theo céc tiéu chi: tir 20 tudi tro 1én; da trng mua hang trén san thuong mai dién tu;
da truc tiép nhén it nhat mot don hang tai thanh phé Hué; va co trai nghi¢ém mua sam truc tuyén
gan day. Do lién két khao sat dugc phat tan tryc tuyén trong cic cong dong ma, nghién ciru khong
xac dinh mot mau sé “phiéu phat ra” theo nghia cta khao sat gidy va vi vay khong bao cdo ty 18
thu hoi. Hé théng ghi nhan 350 ban ghi phan hoi; sau khi loai 50 ban ghi khong day du, thiéu nhat
quéan hodc khong dap tmg tiéu chi sang loc, 300 quan sat hop 1¢ dugc giir lai dé phan tich, trong
g 85,7% s ban ghi phan hdi dugc ghi nhan. Bang héi sir dung thang Likert nim mte, tir 1 -
hoan toan khong dong ¥ dén 5 - hoan toan dong ¥, va ngudi tra 1i dugc yéu cau danh gia dua trén
trai nghiém giao nhan truc tuyén gan nhat tai Hué.

Quy md méu 300 phi hop v6i PLS-SEM va md hinh ¢6 cau tric bac cao cung bién trung gian
(Hair & cong sy., 2022). Do chon miu phi xéac suat, két qua dugc dién giai nhu bang ching tir
nhom khéach hang khao sat va khong phai udc luong dai dién tuyét ddi cho toan bd dan sb thanh
phé. Cac bién nhan khau duogc st dung dé mé ta dic diém mau; nghién ciru khong dua ching vao
mo hinh nhu bién kiém soét vi khong c6 gia thuyét Iy thuyét duoc xac 1ap trude vé vai tro kiém
soat ctia cac bién nay.

3.2. Thang do nghién ciru



Tén tac gid. Tap chi Khoa hoc Bai hoc M& Thanh phé HS Chi Minh, S6(Tap), s trang

Thang do LSQE dugc ké thira tir bo thang do bay thanh phan da dugc phat trién va kiém dinh
trong nghién ciru trudc cua nhom tac gia tai thanh phd Hué (Lé Thi Phuong Thanh va cong su,
2026), trén nén tang cac nghién ctru vé LSQ, E-S-QUAL va e-logistics. Nghién ciru hién tai st
dung lai thang do nay dé kiém dinh cac quan hé cdu truc voi LEC va SAT, khong xem viéc phat
trién thang do 1a dong gdép méi. M6 hinh sir dung 28 bién quan sat cho bay thanh phan, mdi thanh
phan gdm bdn bién. Thang do LEC gdm ba bién dugc didu chinh tir Nguyen & Ha (2021), Nguyen
& Dao (2024) va Lin & Choi (2024). Thang do sy hai 1ong gdm ba bién duoc diéu chinh tir Nguyen
& Ha (2021), Akil & Ungan (2022), Nguyen & Dao (2024) va Lin & Choi (2024), phan anh sy hai

1ong tong thé, hiéu qua trai nghiém va tinh ding dan cta quyét dinh lya chon.

Bang 1. Khai niém va ngudn thang do

Yéu to Mi S0 bién Nguon tham Khio

. s Mentzer et al. (2001); Rafiq & Jaafar (2007); Akil & Ungan
Tinh kip thoi TIM- 4 2022): Vu & Neuyen (2025)
Tinh trang don hang OCN 4 Mentzer et al. (2001); Akil & Ungan (2022); Vasi¢ et al. (2021)
?;1 gChmh xdc don OAC 4 Mentzer et al. (2001); Akil & Ungan (2022); Ngo et al. (2025)
Sén c6 va tiép can DAA 4 Kawa & Swiatowiec-Szczepanska (2021); Zennaro et al. (2022);
giao hang Vu & Nguyen (2025)
Thong tin va theo IQT 4 Parasuraman et al. (2005); Collier & Bienstock (2006); Kawa &
doi Swiatowiec-Szczepanska (2021); Lin et al. (2023)

A Collier & Bienstock (2006); Vakulenko et al. (2019); Akl &

Hoan trd va sai lech - RDH 4 Ungan (2022); Zennaro et al. (2022)
C‘O ne nghe,, an toan TSP 4 Parasuraman et al. (2005); Jain et al. (2021); Lin et al. (2023)
va thanh toan
fggi;ﬁn Ky vomg 1pc 3 Neuyen & Ha (2021); Nguyen & Dao (2024); Lin & Choi (2024)
Su hai long SAT 3 Nguyen & Ha (2021); Akil & Ungan (2022); Nguyen & Dao

(2024); Lin & Choi (2024)

Nguon: Tong hop va diéu chinh ciia nhém tac gid.
3.3. Phwong phap phén tich dii li¢u
Dit liéu dugc phan tich bang PLS-SEM theo quy trinh hai giai doan tach biét. O giai doan 1,
bay cdu tric bac thip phan anh dugc udc lugng tir 28 bién quan sat va danh gia bang tai ngoai,
Cronbach's alpha, rtho-c, AVE va HTMT (Henseler & cong su., 2015; Hair & cong su., 2019, 2022).
O giai doan 2, diém s6 bién tiém an cua bay céu tric nay dugc ding nhu cac chi bao cdu thanh cta
LSQE; do d6 Bang 6 bao cdo trong s6 ngoai va VIF ctia mo hinh giai doan 2, khong phai két qua
tir k¥ thudt lip chi bdo. Nguy co phuwong sai phuwong phap chung dugc sang loc bang full-
collinearity VIF. M6 hinh cau trac dugc dénh gia qua hé sé duong dan, KTC bootstrap, R?, 2,
Q? predict, RMSE, MAE va SRMR; do chua c6 benchmark LM, nghién ctru khong phan loai mirc
nang lyc du bao. Tac dong trung gian duoc danh gia bang specific indirect effect va KTC bootstrap
95%; VAF chi ding dé mo ta ty trong gian tiép.

4. Két qua nghién ciru
4.1. Bic diém mdu nghién civu

Sau qua trinh sang loc, 300 bang héi hop 1& dugc sir dung cho phan tich. Mau khao sat gdm
46,0% nam va 54,0% nit. Xét theo d6 tudi, nhom 20-29 tudi chiém ty trong 16n nhat voi 46,0%,
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tiép theo 1a nhom 30-39 tudi v6i 28,0%; nhom 40-49 tudi va tir 50 tudi trd 1én 1an luot chiém 16,0%
va 10,0%. V& trinh do hoc van, 58,0% nguoi trd 101 c6 trinh do dai hoc va 13,0% c6 trinh do sau
dai hoc. Nhan vién van phong 1a nhém nghé nghiép 16n nhat, chiém 32,0%. Kinh nghiém va tan
suat mua sam truc tuyén cho thay phan 16n nguoi tra 101 da twong ddi quen thudc véi thuong mai
dién tir: 47,0% c6 trén bon nam kinh nghiém va 29,0% c6 tir ba dén bén nam kinh nghiém; 32,0%
mua hang 3-4 1an/thang va 25,0% mua trén 6 1an/thang. Do mau duoc lwa chon theo phuong phap
thuén tién, cac dic diém nay duoc su dung dé mo ta nhom khach hang khao sat chu khong duoc
xem 14 dai dién tuyét d6i cho toan bo khach hang thwong mai dién tir tai thanh phd Hué. Bang 2
duoc 1ap trén N = 300; ty 1& duoc tinh truc tiép bang tan s6/300 x 100. Céc ty 1¢ thanh sb nguyén
vi cac tan sb trong bang déu 14 boi s6 cua 3.

Bang 2. Pac diém mau nghién ciru

Tiéu chi Phan nhom Tansé Ty 1é (%)
Giéitinh ~ Nam 138 46,0
Nir 162 54,0
Do tudi 20-29 138 46,0
30-39 84 28,0
40-49 48 16,0
Tir 50 trd 1én 30 10,0
Hoc van THPT tré Xuéng 33 11,0
Cao dang 54 18,0
DPai hoc 174 58,0
Sau dai hoc 39 13,0
Nghé nghiép  Sinh vién 57 19,0
Nhan vién van phong 96 32,0
Kinh doanh tu do/chu co s& nho 57 19,0
Khu vuc cong 45 15,0
Khac 45 15,0
Kinh nghiém  Duéi 1 nam 24 8,0
1-2 nim 48 16,0
3-4 nim 87 29,0
Trén 4 nam 141 47,0
Tan suét 1-2 lan/thang 69 23,0
3—4 lan/thang 96 32,0
5-6 lan/thang 60 20,0
Trén 6 lan/thang 75 25,0

Nguon: Két qua xir Iy diF liéu khdo sdt ciia nhom tde gid.

4.2. Bdnh gid mé hinh do lwong bdc thap va phwong sai phwong phdp chung
Két qua danh gia mo hinh do luong cho thiy cac ciu triic bac thap déu dat do tin cay va gid tri
hoi tu. Hé s tai ngoai cua cac bién quan sat déu 16n hon 0,70; Cronbach’s alpha dao dong tur 0,722
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dén 0,930, rho-c tir 0,844 dén 0,950 va AVE tir 0,589 dén 0,827. Do d6, cac thang do dap tmg cac
tiéu chuan vé do tin cay va gia tri hoi tu.

Bang 3. D¢ tin cay va gia tri héi tu cta cac cau tric bac thap

Cautric SO bién Khoang hé s6 tii ngoai Cronbach's alpha  Rho-c AVE

DAA 4 0,854-0,968 0,918 0,942 0,803
IQT 4 0,843-0,966 0,913 0,939 0,794
OAC 4 0,755-0,788 0,767 0,852 0,589
OCN 4 0,874-0,952 0,925 0,947 0,817
RDH 4 0,835-0,961 0,912 0,939 0,794
TIM 4 0,843-0,890 0,882 0,919 0,739
TSP 4 0,879-0,961 0,930 0,950 0,827
LEC 3 0,807-0,828 0,753 0,859 0,669
SAT 3 0,777-0,838 0,722 0,844 0,643

Nguon: Két qua xir Iy diF liéu khdo sdt ciia nhom tde gid.

Két qua HTMT cua cac cap cAu tric dao dong tr 0,642 dén 0,878, déu dudi ngudng 0,90; cao

nhit 13 cip OAC va RDH (0,878). Riéng LEC va SAT c¢6 HTMT bang 0,843, voi khoang tin cay

bootstrap phan vi 95% la [0,822; 0,869]. Do cén trén vugt ngudng 0,85 nhung van thép hon 0,90,

két qua tng ho gia tri phan biét theo ngudng 0,90, song chua du dé khang dinh gia tri phan biét
theo ngudng nghiém ngat 0,85.

Bang 4. Ma tran HTMT danh gia gia tri phan biét ciia cac cAu tric bac thip
DAA 1IQT LEC OAC OCN RDH SAT TIM TSP

DAA

IQT 0,733

LEC 0,851 0,832

OAC 0,746 0,752 0,837

OCN 0,710 0,759 0,809 0,809

RDH 0,678 0,736 0,791 0,878 0,642

SAT 0,712 0,793 0,843 0,848 0,808 0,854

TIM 0,794 0,834 0,822 0,789 0,759 0,681 0,847

TSP 0,723 0,773 0,773 0,832 0,714 0,788 0,843 0,721

Nguon: Két qua xir Iy diF liéu khdo sdt ciia nhom tde gid.

Do toan bo cac bién duge thu thap tir ciing nguoi tra 10, trong cing mot thoi diém va bang
bang hoéi tu bao cdo, nghién ctru tiép tuc sang loc nguy co phuwong sai phuwong phap chung bang
VIF toan phan. VIF toan phan cia LEC, LSQE va SAT lan luot 14 3,104; 3,422 va 3,368. Tt ca
cac gia tri déu thap hon 5, cho thay khong ton tai da cong tuyén nghiém trong. Tuy nhién, VIF cia
LSQE va SAT vuot nhe ngudng sang loc nghiém ngat 3.3; vi vy, két qua hién tai chua cho phép
loai trir hoan toan nguy co phuong sai phuong phap chung. Cac quan hé ciu tric do d6 duge dién
giai than trong, ddc biét trong bdi canh hé sb duong dan va R2 tuong dbi cao.

Bang 5. Két qua sang loc phwong sai phwong phap chung bang hé s6 VIF toan phan
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Céu tric Hé s6 VIF toan phén
LEC 3,104
LSQE 3,422
SAT 3,368

Nguon: Két qua xir Iy dit liéu khdo sdt ciia nhém tac gia.
4.3. Pdnh gid céu triic LSQE bic cao

LSQE duoc dac ta dudi dang cAu triic bac cao phan anh - cAu thanh, trong do6 bay cAu tric bac
mot dong vai tro 1a cac thanh phan céu thanh LSQE. Két qua cho thay trong s ngoai ciia bay thanh
phan déu duong va c6 y nghia thong ké, dao dong tir 0,099 dén 0,769. Trong d6, OAC c6 trong sd
16n nhét (0,769; p < 0,001), tiép theo 1a IQT (0,434; p < 0,001), TIM (0,413; p < 0,001), DAA
(0,411; p <0,001), TSP (0,409; p < 0,001), OCN (0,402; p < 0,001) va RDH (0,099; p = 0,004).
Nhu vy, ca bay thanh phan déu c6 dong gop cé ¥ nghia théng ké vao viéc cdu thanh LSQE, nhung
mirc dong gop twong ddi khong dong déu. Pic biét, OAC co trong s6 cao hon dang ké so véi cac
thanh ph?m con lai, trong khi RDH c6 trong $6 thép nhét.

VIF cuia bay thanh phan dao dong tir 2,635 dén 6,105. Sau thanh phan gdm TIM (3,369), OCN
(2,947), DAA (2,635), IQT (3,360), RDH (2,911) va TSP (2,667) c6 VIF nho hon 5, cho thay da
cong tuyén giira cac thanh phan nay khong ¢ muc nghiém trong. Riéng OAC ¢ VIF bang 6,105,
vuot ngudng 5, cho thay hién tuong da cong tuyén can duoc luu ¥ dbi voi thanh phan nay. Mot két
quéa déng chii ¥ 14 OAC c6 mirc hoi ty thap nhit trong bay thanh phan & bac mot, véi tai ngoai dao
dong tir 0,755 dén 0,788 va AVE bang 0,589, nhung dong thoi lai ¢6 trong s6 ngoai 16n nhét (0,769)
trong cau trac LSQE bac cao. Vi AVE ctia OAC van 16n hon 0,50 va céc tai ngoai déu 16n hon
0,70, cht luong do luong cua OAC & bac mdt van dat mirc chép nhéan. Tuy nhién, do VIF cua
OAC vuot ngudng 5, trong s6 0,769 can dugc dién giai than trong va khong nén dugc xem 1a bang
chimg dé xép OAC thanh wu tién quan tri tuyét doi.

Bing 6. Két qua danh gia ciu tric LSQE bic cao thong qua trong s6 ngoai va VIF

Quan hé Trong sé ngoai P léch chudn Giatrit Giatrip VIF
TIM -> LSQE 0,413 0,012 33,169 <0,001 3,369
OCN > LSQE 0,402 0,014 29,595 <0,001 2,947
OAC > LSQE 0,769 0,060 12,811 <0,001 6,105
DAA > LSQE 0,411 0,014 29,969 <0,001 2,635
IQT > LSQE 0,434 0,014 31,825 <0,001 3,360
RDH -> LSQE 0,099 0,034 2,881 0,004 2,911
TSP -> LSQE 0,409 0,012 34,004 <0,001 2,667

Nguon: Két qua xir Iy dit liéu khdo sdt ciia nhém tdc gid.
4.4. Pdnh gid mé hinh céu tric, khd nang duw bdo va vai tro trung gian
Kha nang giai thich cia mé hinh trudc hét duoc danh gia thong qua R? va R? hiéu chinh. LSQE
gii thich 74,6% bién thién cua LEC (R2 = 0,746; R2 hiéu chinh = 0,746). Pong thoi, LSQE va LEC
cung giai thich 83,0% bién thién ctia SAT (R2 = 0,830; R2 hiéu chinh = 0,828). Cac két qua cho
thidy mo hinh c6 kha ning giai thich dang ké ddi v6i ca hai ciu triic ndi sinh, dic biét 1a SAT. Tuy
nhién, do nghién ctru st dung thiét ké cit ngang va dir li¢u tu bdo cdo, cac gia tri R? dugc dién giai
nhu kha ning giai thich trong mau nghién ctru va khong dugc xem la bang ching vé quan hé nhan
qua.
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Bang 7. H¢ so xac dinh R? ciia cac cau tric ndi sinh

Céu tric ndi sinh R? R? hiéu chinh
LEC 0,746 0,746
SAT 0,830 0,828

Nguén.‘ Két qua xw ly div liéu khao sat cia nhom tac gia.

Quy mo tac dong 2 cho thdy mirc dong gop riéng cua timg quan hé vao kha ning giai thich

bién ndi sinh. Quan hé LSQE = LEC c6 f2 = 2,944, thé hién quy mé tac dong rat 1on; LSQE >

SAT c¢o 2 = 0,400, twong trng quy mo tac dong 16n; trong khi LEC = SAT c¢6 2 = 0,268, tuong

g quy md tac dong trung binh. Gia trj £ rit 1én cia LSQE > LEC phu hop voi hé sé dudng dan

trong ddi cao (B = 0,864) va R2 = 0,746 cua LEC, cho thiy LSQE c6 dong gop giai thich ndi bat
dbi voi sy xac nhan ky vong trong mo hinh.

Bang 8. Quy mé tic dong f2 ciia cic quan h¢ ciu tric

Quan hé f2 Dién giai
LEC - SAT 0,268 Trung binh
LSQE = LEC 2,944 Rat 16n
LSQE = SAT 0,400 Lén

Nguon: Két qua xir Iy dir liéu khdo sdt ciia nhém tdc gia.

Gié tri du bao ngoai mau dugc danh gia thong qua Q2 predict va cac chi s6 sai s6 du bao.

Q2 predict dat 0,737 ddi v6i LEC va 0,776 d6i v6i SAT; ca hai déu 16n hon 0, cho thiy mé hinh

c6 gié tri dy bao ddi v6i hai cu tric noi sinh. RMSE lan luot dat 0,516 d6i véi LEC va 0,477 d6i

v6i SAT; MAE tuong tmg 13 0,402 va 0,377. Céc chi sb nay duoc sir dung dé mo ta sai sé dy bao

ctia mo hinh. Do chua c6 két qua ddi chiéu voi mé hinh tuyén tinh chuan, nghién ctru khong phan
loai murc nang lyc du bao theo cac mire thap, trung binh hay cao.

Bang 9. Két qua Q> predict va sai so du bao cua cac cau tric ndi sinh

Ciu tric Q? predict RMSE MAE
LEC 0,737 0,516 0,402
SAT 0,776 0,477 0,377

Nguon: Két qua xit Iy dit liéu khdo sdt ciia nhém tdc gid.

SRMR ciia ca mo hinh bio hoa va mé hinh wdc lugng déu bang 0,049, thap hon ngudng tham

chiéu 0,08. Két qua nay cho thay mirc sai léch xap xi giita ma tran quan sat va ma tran dugc mo

hinh ham y & muc chap nhan dugc. Trong nghién ctru nay, SRMR chi dugc sir dung nhu mét chi

tiéu pht hop bo tro ctia PLS-SEM va khong duogc dién giai nhu bang chimg vé do phu hop tuyét
dbi theo logic cia CB-SEM.

Bang 10. Chi s6 SRMR ciia mé hinh PLS-SEM

M6 hinh SRMR
MO hinh bao hoa 0,049
M0 hinh udc lugng 0,049

Nguon: Két qua xit Iy dit liéu khdo sdt cia nhém tdc gia.

Sau khi danh gia kha nang giai thich, quy mo tdc dong va gia tri du bao ciia mo hinh, céac gia
thuyét vé quan hé truc tiép duoc kiém dinh bang bootstrapping. Két qua cho thiy LSQE c6 quan
hé dwong va c6 ¥ nghia théng ké véi LEC (B = 0,864; t = 65,279; p < 0,001), qua d6 H; dugc tng
ho. LSQE ciing ¢6 quan hé duong va co ¥ nghia théng ké vi SAT (B =0,519; t = 12,679; p <
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0,001), ung ho Ha. Cudi cung, LEC c6 quan hé duong va co y nghia thong ké véi SAT (B = 0,425;
t=10,335; p <0,001), qua d6 H3 dugc uing hd. Nhu vay, ca ba quan h¢ truc tiép trong moé hinh déu
cung chiéu va dat ¥ nghia thong ké.

Bang 11. Két qua kiém dinh céc gia thuyét vé quan hé tryec tiép

Gia thuyét Quan hé B t p Két luan
Hi LSQE = LEC 0,864 65,279 <0,001 Duoc ung ho
H> LSQE = SAT 0,519 12,679 <0,001 Duoc ung ho
H; LEC = SAT 0,425 10,335 <0,001 Duoc tng ho

Nguon: Két qua xi Iy dit liéu khdo sdt ciia nhém tdc gi.

Vai trd trung gian cua LEC duoc danh gia thong qua tac dong gian tiép cu thé (specific indirect
effect). Két qua cho thiy tac dong gian tiép LSQE > LEC - SAT dat p = 0,367 va ¢ ¥ nghia
théng ké & muc p <0,001. Khoang tin cdy 95% dugc bao cdo tir 0,298 dén 0,436 va khong chua 0,
qua d6 cung cdp thém bang ching vé sy ton tai ciia tac dong gian tiép. Pong thoi, tac dong truc
tiép LSQE = SAT van duong va co ¥ nghia thong ké (B =0,519; p < 0,001). Do tac dong truc tiép
va tac dong gian tiép déu co y nghia thong ké va cung mang dau duong, két qua phu hop voi dang
trung gian bd sung (complementary mediation) theo Zhao va cong su (2010). Do d6, H4 duoc tng
ho.

Tong tac dong ctia LSQE ddi voi SAT dat B = 0,886. VAF dugc tinh bang ty 1¢ giira tac dong
gian tiép va tong tac dong, dat 41,42%, cho thiy con duong gian tiép thong qua LEC chiém khoang
41,42% téng tac dong ude lugng cua LSQE ddi v6i SAT. VAF duoc sir dung nhu mot chi ti€éu mo
ta ty trong cua tac dong gian tiép, trong khi két luan vé sy ton tai va dang trung gian chu yéu dya
trén y nghia cua specific indirect effect, tac dong truc tiép va diu cia hai tac dong. Két qua cho
thdy LEC d6ng vai trd nhu mot co ché trung gian quan trong trong méi quan hé giita LSQE va sy
hai 1ong, nhung quan hé ndy van ton tai mot thanh phan truc tiép khong thong qua LEC.

Bang 12. Két qua kiém dinh vai tro trung gian ciia sw xac nhan ky vong

Tac Tac . KTC Tong
" ,\ A p gian , VAF A
Quan hé dong dong i bootstrap tac (%) Keét luan
truee tiép gian tiép P 95% dong °
Trung gian b
LSQE = LE
Sg SAT ¢ 0,519 0,367 <0,001 [0,298;0,436] 0,886 41,42 sung; H4 dugc

ung ho

Nguon: Két qua xit Iy dit liéu khdo sdt ciia nhém tdc gid.

Ghi chit: Cdc hé s6 truec tiép, gidn lle;D va téng tac dong duwoc trich tir Direct Effects, Speczf ic Indirect Effects va Total Effects
cua PLS- SEM, lam tron ba chit s6 thdp phdn; VAF chi mang tinh mé ta, khéng quyét dinh dang trung gian. Bootstrap su’
dung 5.000 méu ldp, khoang tin cdy phan vi 95%, kiém dinh hai phia (mitc y nghia 0,05) va gid tri khoi tao ngau nhién c6
dinh.
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LEC1 LEC2 LEC3
A

0.828
DAA 0.819 0.807

QT \ iz )

\0.411

OAC 0.434
0.769

0.864 LEC 0.425 SAT1
0.838

OCN —0.402 0.519 0.777—» SAT2
0099 0.790
H SAT3
BR 0413 LSQE SAT
0.409
TIM /

TSP

Hinh 2. Két qua wéc lrgng mé hinh PLS-SEM
Nguon: Két qua xir Iy di liéu khao sat ciia nhém tac gia.
5. Thao luan

Két qua cho thidy LSQE trong mau khao sat tai Hué duoc hinh thanh tir bay thanh phan cau
thanh bao quat ca hoat dong logistics vat 1y va dich vu hd tro sb. Tat ca céc trong sb6 déu duong va
c¢6 ¥ nghia, cho thiy danh gia chat luong logistics bac cao gin véi toan bo hanh trinh sau dat hang.
Két qua phu hop véi quan diém chat lugng dich vu logistics da chiéu cia Mentzer & cong su.
(2001). Tuy nhién, cu triic bay thanh phan khong dwoc xem la dong gép méi ctia nghién ctru hién
tai vi thang do da duoc phat trién va kiém dinh trong nghién ctru truéc cia nhom tac gia.

Mot két qua c6 phan bat ngo so véi ky vong do luong 1a OAC c6 tai ngoai va AVE thap
nhét & bac mot (0,755-0,788; AVE = 0,589) nhung lai co trong $6 ngoai 0,769, cao nhét trong bay
thanh phan. Hai nhom chi tiéu nay tra 10i nhimg cau hoi khac nhau: tai ngoai va AVE danh gia mirc
hoi tu cia cac bién quan sat bén trong OAC, trong khi trong s6 ngoai phan anh mirc dong gbp twong
dbi cia OAC vao LSQE khi xem xét déng thoi cac thanh phan khac. Vi AVE ciia OAC van vuot
0,50 va cic tai ngoai déu trén 0,70, chét lugng do luong ctia OAC & bac mot van dat ngudng chép
nhan. O bac cao, OAC c6 trong sd ngoai 16n nhét, cho thay muc dong gop twong ddi ndi bat hon
cac thanh phan con lai trong mé hinh u6c lugng. Tuy nhién, VIF ciia OAC vuot ngudng 5, vi vay
mirc dong gop ndy can duoc dién giai than trong trong bdi canh c6 dau hiéu da cong tuyén. Trong
s6 ngoai phan anh déng gop tuong ddi cta timg thanh phan khi cac thanh phan khac duoc xem xét
dong thoi va khong nén dugc chuyén tryc tiép thanh thir hang wu tién quan tri.

DPong gop thuc nghiém chinh cta nghién ctru ndm ¢ vai tro cia LEC trong mdi quan hé
gitta chat luong logistics va su hai 1ong. LSQE c6 quan hé rat manh v6i LEC (B = 0,864; p <0,001)
va giai thich 74,6% bién thién ciia bién trung gian nay. Két qua cho thay khach hang st dung trai
nghiém logistics thuc t& dé dbi chiéu véi thong tin va cam két da hinh thanh trudc khi nhan hang.
Khi dich vy phu hgp hodc vuot cac chuén tham chiéu c4 nhan, muc xac nhan ky vong tang lén.
Phat hién nay mé rong pham vi tng dung 1y thuyét xac nhan ky vong cua Oliver (1980) va
Bhattacherjee (2001) sang trai nghiém logistics hdu mua, nhung khong dugc dién giai nhu mot
diéu kién bién méi cua 1y thuyét.

LEC c6 quan hé tich cuc v6i sy hai long voi B = 0,425 (p < 0,001), cho thdy dénh gi4 sau
mua khong chi gin v6i muc chét luong tuyét d6i ma con v6i mac d6 phu hop giira két qua thuc
nhén va chuén ky vong cua khéach hang. Mdt dich vu co thé khong dat tbc d6 nhanh nhat nhung
van duoc danh gia tich cuc khi thoi gian giao dugc thong béo chinh xac, trang thai dugc cap nhat
minh bach va don hang dugc thuc hién dung cam két. Nguoc lai, ky vong bi ddy 1én qua cao co thé
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lam giam mirc xac nhan ngay ca khi hiéu suat van hanh twong di tot. Pang chii y, HTMT (LEC,
SAT) = 0,843 kha sat ngudng bao thu 0,85 va VIF toan phan cua SAT = 3,368. Piéu nay cho thiy
xac nhan ky vong va hai 10ng c¢6 thé hinh thanh gin nhau trong danh gia hau mua, nhung khong
ddng nhat vé noi ham: LEC 1a so sanh két qua voi ky vong, con SAT 1a danh gid tong thé sau trai
nghiém. Mtrc lién hé cao vi vy vira c6 ¥ nghia 1y thuyét trong bbi canh logistics, vira cAn dién giai
than trong theo khoang tin cay HTMT.

Quan hé truc tiép LSQE = SAT vén c6 y nghia sau khi dua LEC vao mé hinh (B = 0,519;
p < 0,001), trong khi tac dong gian tiép LSQE > LEC > SAT duogc chuin héa ¢ mirc 0,367 va
tong tac dong & mirc 0,886; VAF bang 41,42%. Mau hinh hai duong ciing dwong phu hop véi trung
gian bo sung, véi diéu kién khoang tin ciy bootstrap 95% cuia hiéu (mg tac dong trung gian riéng
biét khong chtra 0. Pidu nay cho thdy LEC khong phai co ché duy nhat: chat lugng logistics vira
lién hé truc tiép véi su hai 10ng thong qua loi ich chire ning, vira lién hé gian tiép qua qua trinh xé4c
nhén ky vong.

Két qua trung gian bo sung goi ¥ hai co ché song song. Co ché thtr nhat 1a 1oi ich chtc ning
tryc tiép: giao hang ding hen, ding san pham, nguyén ven, dé tiép can, c6 thong tin minh bach va
xir Iy hoan tra thuan tién gitp giam thoi gian cho, cong stre va rai ro. Co ché thir hai 1a qua trinh
so sanh: nhimg két qua tich cuc tré nén c6 y nghia hon khi phut hop véi thong tin va cam két trude
mua. Két qua nay nbi huéng nghién ciru chat lugng dich vu - sy hai long véi Iy thuyét xac nhan ky
vong va 1am rd co ché nhan thirc trong mot cdu tric LSQE bac cao da duoc xac lap trudc.

Dit liéu chi duoc thu thap tai Hué nén nghién cru cung cép bang chimg trong bdi canh dja
phuong nay nhung khong du co s dé két luan két qua khac biét so vai cac do thi 16n. Tuong tu,
do bang hoi khong ghi nhan nén tang thuong mai dién tir va loai san pham cua trai nghiém duoc
tham chiéu, nghién ctru khong kiém dinh duogc sy khac biét ctia co ché xac nhan ky vong gitta céc
chuén dich vu khac nhau. Vi vay, ham ¥ quén tri dugc gidi han & nguyén tac nhat quén gitra cam
két va thyc hién, con céc so sanh theo khu vuc, nén tang va nganh hang duoc xem 1a hudng nghién
ctru tiép theo.

6. Két luan va ham y
6.1. Két lugn

Nghién ctru xem xét mdi quan hé gitra LSQE va sy hai long cua khach hang tai thanh phd Hué,
d6ng thoi 1am 13 vai tro trung gian ciia sy xac nhan ky vong. LSQE dugc sir dung nhu mét cau triic
béc cao phan anh - ciu thanh gém bay thanh phén: tinh kip thoi, tinh trang don hang, d6 chinh xac
don hang, kha ning sin c6 va tiép can giao hang, chat lugng thong tin va theo ddi, xir 1y hoan tra
va sai l¢ch, cung cong ngh¢, an toan va thuan tién thanh toan. CAu trac nay dugc ké thura tir nghién
ctru thang do trude do; ban thao hién tai tap trung vao cac quan hé cau tric voi LEC va SAT.

Két qua tir 300 khach hang cho thdy mé hinh do ludng bac thip dat do tin cdy va gia tri hoi tu
phi hop; ca bay thanh phan LSQE déu c6 trong s6 duong va cd y nghia théng ké & bac cao. Mirc
dong gop tuong ddi gitta cac thanh phan khong dong déu, trong d6 OAC c6 trong sb ngoai 16n
nhét. Tuy nhién, do trong s ngoai phan anh déng gop tuong ddi trong mé hinh va VIF ctia OAC
vuot ngudng 5, két qua nay can duoc dién giai than trong va khong duoc xem nhu co sé dé thiét
1ap thir hang tAm quan trong tuyét ddi giita cac thanh phan.

Két qua mo hinh cu tric cho thady LSQE c6 quan hé manh v6i LEC (B = 0,864) va giai thich
74,6% bién thién cua bién trung gian. LEC tiép tuc ¢6 quan hé tich cuc véi su hai long (B = 0,425),
trong khi quan hé truc tiép LSQE = SAT vén ¢ y nghia (B = 0,519). Cac két qua nay phu hop véi
logic x4ac nhéan ky vong: trai nghiém giao nhan thyc té duge khach hang dung dé danh gia muc do
thuc hién nhimg théng tin va cam két trude mua.
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Tac dong gian tiép LSQE = LEC - SAT dugc chuan héa & mic 0,367, tong tac dong & mirc
0,886 va VAF bang 41,42%. Khi khoang tin cdy bootstrap 95% cua tac dong gian tiép duoc xéac
nhan khong chira 0, mau hinh tac dong tryc tiép va gian tiép cung duong dugc phan loai 13 trung
gian bd sung. Vi thiét ké 1 ct ngang va mau duoc chon theo phuong phap thuan tién, két luan
duogc hiéu 1a bang ching vé quan hé thong ké va co ché trung gian phit hop voi mé hinh, khong
phai bang chimg nhan qua tuyét doi.

Mb hinh giai thich 83,0% bién thién ciia sy hai 10ng trong mau khao sat. Két qua nhan manh
rang viéc nang cao trai nghiém khach hang can dong thoi chi y dén hiéu qua thyuc hién dich vu va
quan tri ky vong. Tuy nhién, mirc R? cao dugc dién giai than trong vi VIF toan phan ciia LSQE va
SAT vugt nhe ngudng sang loc nghiém ngat 3,3; do do, nguy co phuong sai phuong phap chung
chua thé duoc loai trir hoan toan. Két qua ciing cAn duoc doc ciing quy md tac dong va gia tri du
bao ngoai mau trudc khi két luan vé sttc manh ciia mé hinh.

6.2. Ham y quan tri

Thir nhét, cic san thuong mai dién tr va nha cung cip logistics nén quan tri LSQE nhu mot
danh muc gém nhiéu thanh phﬁn bd sung cho nhau thay vi thiét 1ap thr ty vu tién chi dya trén trong
s6 ngoai. Mic dit OAC c6 trong s6 ngoai 16n nhat trong mé hinh, chi tiéu nay phan anh muc déng
gop tuong ddi khi cac thanh phan dugc xem xét ddng thoi va khong phai thudc do tim quan trong
quan tri tuyét d6i. Do bay thanh phan dai dién cho cac khia canh chirc ning khac nhau cta trai
nghiém logistics, doanh nghiép can theo doi dé)ng thoi tinh kip thoi, tinh trang don hang, d6 chinh
xac don hang, kha ning san c6 va tiép can giao hang, chat lugng thong tin va theo ddi, xtr Iy hoan
trd va sai l1€ch, cung cong ngh¢, an toan va thuan tién thanh toan.

Thir hai, doanh nghiép can quan tri khoang cach giita cam két va két qua. Ngay giao du kién,
pham vi giao, phi, trang théi va chinh sach hoan tra phai dugc trinh bay thuc té. Khi phat sinh thay
d6i, hé thong can cip nhat chu dong, néu nguyén nhan va cung cap phuong an thay thé. it 10i hira
qué cao co thé lam suy giam xac nhan ky vong ngay ca khi hi¢u suit tuyét dbi da duoc cai thién.

Thtr ba, doanh nghi¢p nén phéan tich dir li¢u giao nhan theo khu vuc, nén tang va nhom san
ph'flm néu c6 dir liéu van hanh, thay vi gid dinh trude su khéc biét gitra khu vyc trung tam va vung
ven. Logistics nguoc can dugc xem 1a mot phan ciia chét lugng cdt 18i: quy trinh bao 151, tra hang
va hoan tién nén it budc, minh bach, c6 thoi han cu thé va trang thai theo ddi xuyén sudt.

Cudi cung, dau tu cong nghé phai gan voi an toan va trai nghiém lién mach. Theo ddi thoi gian
thuc, ddi soat thanh toan, bao vé dia chi - s6 dién thoai va thong tin hoan tién can dugce tich hop
gita nén tang, ngudi ban va don vi van chuyén. Cong nghé tao gia tri khi giam sai sot va ma sat,
khong chi khi ting sé luong chirc ning trén tng dung.

6.3. Han ché va huéng nghién ciru tiép theo

Nghién ctru sir dung chon mau thuan tién va dit liéu ct ngang, vi vay can than trong khi suy
ludn nhan qua va khai quat cho toan bd khach hang tai Hué hoic dia phuong khac. Toan b bién
duogc thu thap tir cing ngudi tra 101 trong cuing bang hoi. Cac gia tri VIF toan phan déu thap hon 5,
nhung LSQE (3,422) va SAT (3,368) vugt nhe ngudng sang loc nghiém ngat 3,3; vi vay, nguy co
phuong sai phuong phap chung chua dugc loai trir hoan toan. Bang hoi ciing khong ghi nhan nén
tang thuong mai di¢n tur va loai san phém cua trai nghiém dugc tham chiéu; do d6, LEC phan anh
mirc x4c nhan so v6i ky vong chi quan ctia timg ngudi nhung nghién ciru chua kiém dinh duoc di
biét theo chuan dich vu clia ting san hodc nganh hang. Nghién ctru tiép theo nén sir dung chon mau
phan téng, dir liéu theo ting don hang hoac thiét ké doc; két hop danh gid cdm nhan voi chi tiéu
véan hanh; thu thap thong tin nén tang va loai san pham; dong thoi ap dung thém cac bién phap thi
tuc va kiém dinh thdng ké dé kiém soat phuong sai phuong phéap chung.

6.4. Déng gop khoa hoc va thuee tién
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Dong gop khoa hoc

Vé khoa hoc, dong gdp cua ban thao khéng nam & viéc phat trién cdu trac LSQE bay thanh
phan, vi thang do nay dugc ké thira tir nghién ctru trudc ctia nhom tac gia. Phan gia ting ndm &
viéc kiém dinh vai tro clia mot ciu trac LSQE béc cao di co trong mang quan h¢ véi sy xac nhan
ky vong va su hai long, qua d6 lam rd co ché trung gian bd sung trong trai nghiém logistics hau
mua. Dong gép duoc hiéu 1a mé rong pham vi tng dung va gia tri lién hé 1y thuyét cia mo hinh,
khong phai thiét 1ap didu kién bién méi cho 1y thuyét xac nhan ky vong.

Poéng gop thue tién

Vé thuc tién, nghién ctru cung cép bang ching tir nhom khach hang duoc khao sat tai Hué va
goi ¥ cho san thwong mai dién tir cing doanh nghiép logistics cach dong b hiéu qua thue hién véi
quan tri ky vong. Két qua nhdn manh viéc cung cip thong tin minh bach, dua ra cam két kha thi,
cap nhat thay d6i chi dong va duy tri quy trinh hoan tra rd rang. Do khong c6 mau dbi chimg & d6
thi khac, nghién ctru khong khéng dinh cac quan h¢ quan sat dugc la dac thu cua Hué hay khac biét
so vo1i cac do thi lon.
TUYEN BO VE PAO PUC NGHIEN CUU VA PONG THUAN THAM GIA

Nghién ctru duge thuc hién tuan thu cac nguyén tic dao dirc d6i v6i nghién ciru co sy ‘Eham gia cf{a
con nguoi va da dugce phé duyét trude khi thu thap dir liéu. Nguoi tham gia khéo sat déu tir 20 tuoi
trd 1én. Trudce khi tra 101 bang hoi truc tuyén, ngué‘yi tham gia duoc cung cap thong tin yé muc dich
nghién clru, ,tinh tu nguyén cua viéc tham gia, quyén tur choi hqéc cham dut tham gia bat k}‘/ lic nao
va nguyén tac bdo mat thong tin. Chi nhitng nguoi xéac nﬂhén dong thudn ty nguyén mdi tiép tuc tra
161 bang hoi. Dt li¢u dugc thu thap va xtr Iy dudi dang an danh, chi st dung cho muc dich nghién
cuu.

PONG GOP CUA CAC TAC GIA

Lé Thi Phwong Thanh: Khai niém hoa, thiét ké nghién ctru, quan 1y du an, giam sat, viét ban thao
goc va hi¢u dinh.

Lé Thi Phwong Thao: Phat trién 1y thuyét, phuong phap, tham dinh va hi¢u dinh.

Téng Viét Bao Hoang: Thu thap dit liéu, xur 1y dit liéu, truc quan hoa va hiéu dinh.

Hoang Viét Hanh Nguyén: Diéu tra, phan tich, tong hop tai liéu va hiéu dinh.

Tat ca tac gia dd doc va ddng thuan véi phién ban cudi ctia ban thao.

TUYEN BO

Phé duyét dao dirc nghién ciru: Nghién ciru da duge Hoi dong Dao dire trong nghién ciru khoa
hoc ciia Truong Pai hoc Kinh té, Pai hoc Hué phé duyét (Ma phé duyét: ECSR-2026-003 ngay
15/06/2026).

Tuyén bd vé kha niing tiép can dir liéu: Dit liéu 1am co sé cho cac két qua ciia nghién ctru nay
khong dugc cong khai nhung cé thé dugc cung cap boi tac gia lién h¢ khi nhan dugc yéu cau hop
ly.

Xung dot lgi ich: Cac tac gia tuyén bd khong cé bat ky xung dot loi ich tai chinh hodc mbi
quan hé ca nhan nao ¢ thé anh hudng dén ndi dung va két qua duoc trinh bay trong bai bao
nay.

Tai tro: Nghién ctru dugc thuc hién trong khudn kho dé tai khoa hoc va cong nghé cip co s
cua Truong Pai hoc Kinh té, Pai hoc Hué, ma s6 DHKT2025-03-29.
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Nghién ctru dugc thuce hién trong khuon khd dé tai khoa hoc va cong nghé cap co sé ctia Truong
Dai hoc Kinh té, Dai hoc Hué, mi s6 DHKT2025-03-29.
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PHU LUC: THANG PO NGHIEN CUU

Mi héa Noi dung thang do ‘ Ngudn ké thira/diéu chinh
L. TINH KIP THOI (TIM)
TIM1 Pon hang tryc tuyén ctia t6i duoc giao trong thoi gian da cam két. Mentzer et al. (2001); Akil & Ungan (2022)
TIM2 Thoi gian giao hang thuc t& phit hop Yo’i thoi gian du kién hién thi khi toi dat Akil & Ungan (2022)
hang.
TIM3 Téc d6 giao hang dap tmg ky vong ciia toi. Mentzer et al. (2001); Rafiq & Jaafar (2007)
TIM4 Tinh trang giao hang cham hiém khi xay ra khi t6i mua sim tryc tuyén. Akil & Ungan (2022), Vu & Nguyen (2025)
II. TINH TRANG PON HANG (OCN)
OCN1 San phim dugc giao trong tinh trang tbt. Mentzer et al. (2001); Vasi¢ et al. (2021)
OCN2 Bao bi du kha niing bao vé san phim trong qua trinh giao hang. Mentzer et al. (2001); Vasi¢ et al. (2021)
OCN3 San pham hiém khi bi hu héng trong qua trinh van chuyén. Akil & Ungan (2022)
OCN4 Céc san phdm d& v& hodc nhay cam dugc xir 1y cén than. Vasi¢ et al. (2021)
III. PO CHINH XAC PON HANG (OAC)
0AC1 Tbi nhan dugc dung san phim ma minh di dt. Mentzer et al. (2001); Akil & Ungan (2022)
0AC2 S6 lugng san pham dugc giao 1a chinh xac. Mentzer et al. (2001), Ngo et al. (2025)
0AC3 Tinh trang giao nhim san phim hiém khi xay ra véi toi. Mentzer et al. (2001); Akil & Ungan (2022)
OAC4 Pon hang cua t6i duge thuc hién chinh xac va khong co sai sot. Mentzer et al. (2001); Akil & Ungan (2022)
IV. KHA NANG SAN CO VA TIEP CAN GIAO HANG (DAA)
DAAIL Dich vu giao hang c6 sén tai khu vuc rr}é t6i thudng nhan hang ¢ thanh phd Kawa & Swiatowiec-Szczepanska (2021); Lé
Hué. Thi Phuong Thanh et al. (2026)
DAA2 Tbi ¢ thé thuan tién nhan don hang tai nha, noi lam viéc hodc dia diém khac Kawa & Swiatowiec—SzczepaﬁSka (2021);
ma toi wu tién. Zennaro et al. (2022)
DAA3 Dich vu giao hang c6 thé tiép c?m cz"% nhfmgA khugvuc ngoai vi hodc it trung tdm | Zennaro et al. (2022); Lé Thi Phuwong Thanh et
cta thanh pho Hué. al. (2026)
DAA4 Nhan vién giao hang co thé d& dang lién hé véi toi khi thuc hign giao nhan, | @ & SWiam”LiZi'yseznc g*g;g‘;ka (2021), Vu &
V. CHAT LUQNG THONG TIN VA THEO DOI (IQT)
IQT1 Thong tin theo doi vé don hang cua toi la chinh xac. Parasuraman et al. (2005)
1QT2 Téi c6 thé d& dang theo ddi trang thai giao hang cta don hang. Kawa & Swiatowiec-Szczepanska (2021)
1QT3 T6i nhan duoe thong béo kip thoi vé tién do giao hang. C"S”v‘vel:i‘vz‘:c“g;’cczkegggg gg;vla)&
1QT4 To6i dugce thong bo 1o rang khi xz}i/aroa }zlj;n tré hodc thay dbi trong qua trinh Parasuraman et al. (2005), Lin et al. (2023)
VI. XU LY HOAN TRA VA SAI LECH (RDH)
RDH1 T6i c6 thé d& dang béo cdo vén dé giao hang hoc sai léch don hang. Collier & Bienstoc(l; (gg;)@’ Akil & Ungan
RDH2 Yéu ciu déi hodc tra hang dugc xir Iy nhanh chong. Vakulenko et al. (2019); Akil & Ungan (2022)
RDH3 Quy trinh hoan tra hang hoa thuan tién déi véi khach hang. Kawa & S;;f:::f;ifc(zzeg;;)ska (2021);
RDH4 Céc van dé nhur giao sai, hu hong Poéc Ehiéu hang dugc giai quyét mot cach Mentzer et al. (2001); Akil & Ungan (2022)
cong bang.
VII. CONG NGHE, AN TOAN VA THUAN TIEN THANH TOAN (TSP)
TSP1 Qua trinh giao nhén va thanh toan tao ch? t6i cam gidc an toan khi mua sim Parasuraman et al. (2005)
truc tuyén.
TSP2 Céc hinh thirc thanh toan dién tir hodc thanh toan khi nhan hang thuén tién déi | Parasuraman et al. (2005); L& Thi Phuong Thanh
vai toi. et al. (2026)
TSP3 Hé théng giao nhén img dung cong nghé hidu qua dé han ché sai sot. Parasuraman et al. (2005); Zennaro et al. (2022)
TSP4 Thong tin ca nhan lién quan dén giao nhan cua t6i dugc xtr ly an toan. Parasuraman et al. (2005), Lin et al. (2023)

VIIL SU'XAC NHAN KY VONG VE DICH VU LOGISTICS (LEC)
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Mi héa Nbi dung thang do Ngudn ké thira/diéu chinh
LEC1 Nhin chung, dich vu logistics cua san dap ung nhiing gi t6i ky vong trudc khi | Nguyen & Ha (2021); Nguyen & Dao (2024);
dit hang. Lin & Choi (2024), diéu chinh
LEC2 Két qua giao nhan thyc té phit hop v6i nhitng cam két ma t6i nhan duoc trén Nguyen & Ha (2021); Nguyen & Dao (2024);
san. Lin & Choi (2024), diéu chinh
LEC3 Trai nghiém theo ddi, nhan hang, thanh toan va xir Iy sau giao hang dién ra Nguyen & Ha (2021); Nguyen & Dao (2024);
nhu t6i mong dgi. Lin & Choi (2024), diéu chinh
IX. SU HAI LONG CUA KHACH HANG (SAT)
. OIS g . - Coaa o Nguyen & Ha (2021); Akil & Ungan (2022);
SAT1 Nhin chung, t6i hai long véi dlfh YL_[ 170.glstlis cta san thuong mai dién tir ma Neuyen & Dao (2024); Lin & Choi (2024), diéu
toi da trai nghiém. .
chinh
N PR e A s a . N e X Nguyen & Ha (2021); Akil & Ungan (2022);
SAT2 Toi cam thay hai long véi toan bo tr.al ng‘hlem giao nhén, theo ddi va ho tro Neuyen & Dao (2024); Lin & Choi (2024), diéu
sau giao hang. .
chinh
a . L. . NN RN Nguyen & Ha (2021); Akil & Ungan (2022);
SAT3 Xét ve dich vu logistics, lya chon mua hang trén san thuong mai di¢n tur 1a Neuyen & Dao (2024); Lin & Choi (2024), diéu

mot quyét dinh dung dén.

chinh
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