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é website thirong mai dién ti ciia doanh nghiép san xudt va kinh doanh théng qua nghién ciru
0 nhw Hinh thirc giao dién cua website, ni dung cua website, mirc do cdp nhdt thong tin cia web-

site, mirc dg lién két ciia website véi cdc trang web khac. Dé thuee hién dwoc tac gia da nghién ciru hé so,
tai liéu, cong voi thu thdp so liéu thong qua phiéu khdo sdt, bang héi va phong van truec tiép. Sau dé thong
ké, phan tich s6 liéu thu dwoc bang phwong phdp phén tich hé sé tin cdy Cronbach’s alpha, phén tich nhén
16 kham phd EFA, phan tich dwa trén mé hinh cau triic tuyén tinh SEM. Tir @6, tac gid dwa ra nhitng két qua
va kién nghi, givip doanh nghiép khdc phuc nhitng diém bdt cdp ciia website, giip doanh nghiép c6 mot web-
site chat heong, ddy di thong tin, tao dn tiwong tot cho khéach hang, nham thu hit cac khdach hang dén voi
doanh nghiép, ndng cao doanh sé va doanh thu trong hoat déng kinh doanh ciia doanh nghiép. Thi diém

trieong hop cu thé tai Cong ty Cé phan Pau tw va Thirong mai TNG Thdi Nguyén.

Tir khoa: Sy hai long, khach hang, website, doanh nghiép.

1. Mé dau

Bai toan tiép can va thu hat khach hang trong
hoat dong san xuét va kinh doanh 12 mot bai toan hét
strc quan trong di v6i bat ky doanh nghiép nao, no
quyét dinh t6i sy ton tai va phat trién cia mdi doanh
nghiép. Trong thuc té, nham tiép can va thu hut cac
khach hang thi mdi doanh nghiép déu c6 nhing giai
phap khic nhau gin véi dic trung thé manh cua
minh. Tuy nhién, mét trong nhiing giai phap hiru
hiéu hién nay ma hau hét cic doanh nghiép ké ca
trong nudc hay trén thé gioi déu sir dung, 46 1a qua
kénh website thuong mai dién tir chinh théng cua

doanh nghiép dé dua nhiing thong tin vé hoat dong
san xuét va kinh doanh, nhitng loai san phém, giaca,
nhitng chién lugc, giai phap marketing khac nhau
nham tiép cén, thu hut khach hang biét dén, lya
chon, quyét dinh mua san pham cua doanh nghiép
minh va tré thanh nhiing khach hang chinh thtc cta
doanh nghiép.

Bén canh do, nhiing chién lugc quang ba, tiép
can va thu hut khach hang thong qua website thuong
mai dién tir khong phai doanh nghi¢p nao lam cling
t6t, c6 nhitng doanh nghiép lam ciing khong tét.
Chién luoc website thuong mai dién tir 1a con dao
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hai ludi, néu nhirg website ¢6 ndi dung thong tin
t6t thi s& 1a mo hinh quang ba tét cho doanh nghiép,
1a tiéng no6i cia doanh nghiép. Tuy nhién, v&i nhiing
website khong tot, noi dung khong dam bao thi s&
gy can trd cho sy phat trién ctua doanh nghiép va
khéach hang s€ quay tro lai voi doanh nghiép. Vi vay,
lam sao dé danh gia dugc tinh hi€u qua cua mot
website mang lai cho doanh nghiép thi viéc nghién
ctru, danh gia dugc thyuc chét nhiing website ma cac
doanh nghi¢p dang khai thac, van hanh hi¢n nay
trong hoat dong san xuat va kinh doanh ctia minh
xem rang nhitng thong tin, ndi dung website d6 co
thyc sy mang dén sy hai long, théa man dbi voi
khach hang thi khach hang méi dén va quyét dinh
mua san pham cua doanh nghiép va hop tac voi
doanh nghiép.

Ngay nay, trén thé gidi va trong nudc da c6 nhiéu
tac gia, nha quan ly quan tam nghién cuu va dua ra
nhiing giai phap nham danh gia hiéu qua cia web-
site thuong mai dién tir cia doanh nghiép thong qua
tiéu chi v& su hai 1ong ciia khach hang, cu thé:

Trén thé gi6i, hién di c6 nhiéu doanh nghiép tap
trung nghién ctru va danh gia sy hai long cua khach
hang vé website thuong mai dién to cua doanh
nghi¢p minh nhim tim ra nguyén nhan, khiém
khuyét va diéu chinh dé thoa man sy hai long cia
khach hang nhu: Yoo & Donthu, 2001 danh gia vé
chat luong trang web [3], Tianxiang & Chunlin,
2010 danh gia vé sy hai long cua trang web [4],
Seto-Pamies, 2012 [5] do long trung thanh cua
khach hang va c6 xu hudéng mua san phim tir trang
web (Loiacono & Director -Watson, 2000) [6].
Nhitng nghién ctru trén cha yéu tap trung vao tiéu
chi khac nhau da dugc sir dung dé do ludng cac bién
nhu chit lugng 13 sy hai 1ong. Santos (2003) da dua
ra mot khung toan dién vé chét luong dich vu dién
tur va cac tiéu chi cua ho. Trong nghién ctru nay, su
dung céc cudc phong van, bang cau hoi va thu thap
thong tin, mot mo hinh khai niém vé chét luong dich
vu dién tir d3 duoc cung cép [7].

Delone va Mclean (1992) da dé xudt mot mo
hinh cdp nhat dé do luong sy thanh cong cua hé
thng thong tin. Chat lugng thong tin 1a mot yéu tb
quan trong trong su thanh cong cia trang web dat vé

o s o

du lich tryc tuyén. Thong tin lién quan va d& hiéu
anh huong dang ké dén sy hai long ctia khach hang
[9]; Lee (2005) va Lin (2007) nhan thiy chit luong
thong tin 1a yéu td quan trong nhit anh huong dén
hanh vi mua cua khach hang, theo ho mdt khach
hang truy cdp trang web nhu mot ngudi tim kiém
thong tin va sau d6, néu anh ta tim thiy san pham c6
lién quan, anh ta mua no6 [11,12]; De Marsico va
cong su (2004) di co nhirng nghién ciru vé danh gia
cac trang web nhu khai thac ky vong cua nguoi
ding [16]; Westbrook, RA (1981) nghién ctru vé
ngudn ctia sy hai 1ong ciia ngudi tiéu ding véi cac
ctra hang ban 1¢ [17].

Lee va Kozar (2006) di tién hanh diéu tra cac
yéu t6 anh huong dén lya chon trang web [10]. M
hinh thanh cong ctua Delone va Mcleon (2003) da
duoc su dung va cac trang web ban hang hoéa chi
duoc xem xét cho nghién cuu [8]. Nhitng phat hién
ctia nghién ctru cho thiy cac trang web mua sim
truc tuyén phai cung cap trai nghiém mua sim thuan
tién va tham my hon. Sy lién quan thong tin 13 yéu
t6 quan trong nhét trong viéc lwa chon trang web.

Kuan va cong su (2008) thdy ring chit lwong
trang web c6 lién quan tryc tiép dén y dinh mua ban
dau va tiép tuc [13]. Chat luong hé thong 1a rit quan
trong dé chuyén d6i mot trang web ludt téi khach
hang. Tuy nhién, nghién ctru cho thiy chat lugng hé
thong c6 tac dong han ché dén ¥ dinh mua hang mot
khi khach hang c6 niém tin dang ké vao trang web.
Cac trang web thuong mai dién tir khong chi nén
cung cip thong tin ma con chuyén doi nguoi tim
kiém thong tin sang ngudi mua hang truc tuyén. Khi
ngudi mua hang mua lai tir cing mot trang web, chat
lwong hé thdng 14 rat quan trong. Tuong tu, dbi véi
mot khach hang mua mot san phém du lich, chét
lwong thong tin 1a rat dang ké.

Chang va cong su (2009), nghién ctru vé su tac
dong cua chét luong dich vu dién tu, sy hai long cta
khach hang va long trung thanh ddi véi tiép thi dién
tu, trong bai nay nhém tac gia di sau vao nghién ctu
hi€u Gng kiém duyét gia tri cdm nhan nhdm diéu
chinh website sao cho phu hgp cam nhan cua khach
hang [14]; Cho va cong su (2009) nghién ctru danh
gi4 vé vai tro cua thiét ké giao dién nguoi dung nhan
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thtrc trong ¥ dinh sir dung lién tuc cla cac cong cu
hoc tap dién t [15].

Chang va cong su (2011) nghién ctru vé nhiing
anh hudng truc tiép cua chit lugng trang web dén sy
hai long cua khach hang va y dinh mua hang: cam
nhén sy vui tuoi va cam nhan dong chay khi ngudi
trung gian xac nhan rang chit luong trang web anh
huong dén su vui tuoi va cam nhan cua khach hang.
Dang chii ¥, nghién ctru nay cho thiy chét lugng
dich vu quan trong hon chat lugng thong tin va hé
thong trong viéc anh huong dén sy hai long cua
khach hang [18].

Rasli va cong sy (2015) da nghién ctu anh
huéng cia niém tin di voi chét luong dich vu dién
tir d6i v6i su hai 1ong ciia khach hang va thiy rang
n6 anh huong dang ké dén y dinh mua hang. Nghién
ctru hién tai nay dugc gioi han 6 nhom tudi tr 18
dén 40 tudi. Nhung trong kich ban thuc té, ¢6 nhimng
ngudi trén 40 tudi sir dung cac trang web dit vé du
lich tryc tuyén. Trong cac nghién ciru trong twong
lai, nhitng nguoi trén 40 tudi c6 thé duoc dua vao tai
khoan. Nghién ctru hi¢n tai bi gioi han trong viéc
xac dinh 4 yéu t6. Trong tuong lai, cac yéu té khac
anh huong dén chit luong trang web co thé duoc
xem xét dé nghién ctru [23].

Mot sé nghién ctru trude day da kiém tra su hai
long cua khach hang bang cach tip trung vao chat
lugng dich vu cua trang web Pawlasova va Klezl
(2017) [21], Rahman va cong su [22]; Su mong doi
ctia khach hang ciing c6 tac dong tich cuc dén sy hai
long cua khach hang Sarkar & Khare (2018) [24].

Trén co s nhitng nghién ctru trén, c6 thé nhan
xét rang viée nghién ciru danh gid cac website
thuong mai dién tir la hét stre quan trong, dac biét 1a
xem website d6 co hai long va thoa man khach hang
hay khong nhiam thu hat khach hang dén va co y
dinh lua chon, quyét mua san phém cua doanh
nghiép.

Con ¢ Viét Nam, viéc nghién cuu dé xuit cac
cong trinh, giai phap vé danh gia sy hai long, thoa
min cua khach hang dbi véi website ciia doanh
nghi¢p con rat han ché va hiu nhu chua c6, néu ¢6
thi mdi chi tdp trung danh gid sy hai long cua céc
website trong linh vuc gido duc, cu thé nhu Nim

2013, nhoém tac gia Trinh Quang Thoai, Chu Thi
Hong Phuong di c6 nghién ctru vé mot sb giai phap
nham thu hat sinh vién dy tuyén vao Truong Dai
hoc Lam Nghiép [19]. Nam 2019, nhom tac gia Tran
Van Quy va Cao Hao Thi, da c6 bai bao nghién ctu
vé cac yéu t6 anh huong dén quyét dinh chon truong
ctia hoc sinh trung hoc pho théng [20]. Tuy nhién,
nhitng nghién ciru trén & trong nude mai cha yéu tap
trung vao trong cong tac tuyén sinh & cac trudng dai
hoc va trung hoc phd thong.

Nhur véy, nhan thiy viéc nghién ctru danh gia su
hai 1ong ciia khach hang dbi voi cac website cua cac
doanh nghiép Viét Nam van con la mot trong nhirng
van d& dugc dat ra cho cac nha quan 1y, nha khoa
hoc nham danh gia mot cach khach quan, trung thyc
vé sy hai long ctia khach hang dbi voi giao dién, ndi
dung thong tin, chét luong thong tin, kip thoi, tin
cdy hay chinh x4c v& hoat dong san xuat kinh doanh
va nhimng san phdm cta doanh nghiép. Tur do, gitip
doanh nghiép c6 cai nhin diing dan vé website cua
minh, rat ra nhimg thay d6i, diéu chinh sao cho hop
1y, phu hop dap tng long tin clia nguoi ti€u dung
trong khai thac thong tin, tim kiém san pham cia
doanh nghiép, gop phan ting doanh sb va doanh thu
ctia doanh nghiép. Xuat phat tir thyuc té do, bai bao
s& tap trung nghién ciru mot sé yéu td anh huong
dén su hai long cua khach hang vé wesite thuong
mai dién tir ciia doanh nghiép. Qua d6, nhim dwa ra
nhiing giai phap dé khic phuc nhimng thiéu sét ma
website thwong mai dién tir ciia doanh nghiép van
con ton tai.

2. Co sé Iy thuyét va mé hinh nghién ctru

2.1. Co s Iy thuyét

Sw hai long cua khach hang: sy hai long cua
khach hang 1a phan tmg ctia ho vé sy khéc biét cam
nhan gitta kinh nghiém da biét va sy mong doi
(Parasuraman va cdng su, 1988, 1994) [30,31].
Khéc véi chit lugng san phim hitu hinh duge do
ludng bang nhirng thong sb, ddc tinh k¥ thuat, chat
lwong dich vu nhu da phén tich & nhitng phan trén,
duoc xac dinh bdi khach hang. Khach hang danh gia
chat lugng dich vu thong qua cam nhan chu quan
cta ho ddi voi qua trinh thyc hién dich vu. Vi vay,
do luong chét luong dich vu thudng dua trén mbi
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quan hé gitra nhitng mong doi va cam nhan thuc té
cia khach hang vé dich vu. Mot s6 mé hinh do
luong dich vu nhu:

+ M5 hinh chat luong chirc ning va chét luong
k¥ thuat Gronroos [28]

+ Mo hinh 1y thuyét v& chi s6 hai long cua
khéch hang

+ M5 hinh chét luong dich vu SERVQUAL [29]

+ M5 hinh chit luong dich vu th cip [30].

2.2. M6 hinh nghién ciru

2.1.1. Co s6 xdc dinh cdc nhdn té nghién ciru

Cac nhan t6 anh huéng t6i sy hai long cia
khach hang vé website thuong mai dién tir cua
doanh nghiép: Website thwong mai dién tur 13 yéu
td quan trong, nham két ndi giita khach hang voi
doanh nghiép. Tuy thudc vao tam nhin ciing nhu
ning lyc cia mdi doanh nghiép, ma website
thuong mai dién tir cia mdi doanh nghiép s& co
hinh thuc cling nhu ndi dung khac nhau. Mot web-
site thuong mai dién tir dugc thiét ké tét vé hinh
thure, ndi dung s€ c6 vai trd quan trong trong viéc
tiép can va thu hut khach hang. Vay dé khao sat
xem website thuong mai dién ti cia mot doanh
nghiép Viét Nam xem thuc su cac khach hang da
hai Iong hay chua, bai bao tap trung di nghién cou
va khao sat vé mot s6 nhan t6 anh huong téi sy hai
long ciia khach hang vé& website thuong mai dién tir
cua doanh nghiép Viét Nam va thi
diém truong hop cu thé 1a Cong ty
¢d phan Piu tu va Thuong mai
TNG Thai Nguyén. Cu thé:

Hinh thtrc
Giao dién

o s o

(3). Nhén té vé mirc d¢ lién két ciia website: Dé
biét dwoc murc do hai long cua khach hang vé yéu t6
lién két cua website nhu thé nao, can dua vao cac
nhan t6 nhu trong bang 1.

(4). Nhan té vé mirc dg cdp nhdt théng tin cia
website: Muc 36 cép nhat thong tin ctia website
duoc do qua cac nhén té nhu trong bang 1.

2.2.2. M6 hinh nghién curu

Trong thuc té, mot website thuong mai dién ti
s& ¢6 nhiéu yéu t& anh huong toi sy hai 1ong cua
khach hang. Tuy nhién, trong pham vi nghién ctru
nay nhom tic gia tap trung nghién ctru 04 nhan t6
chu yéu sau: Hinh thirc va giao dién website, Noi
dung website, Murc d¢ lién két cuia website, Murc do
cap nhat thong tin website. Tir d6, két qua nghién
ctru s& dua ra duge két qua va ndm duoc nhan tb
nao ma khach hang da hai long hay chua. Trén co
s0 do, tac gia s& dua ra nhimng kién nghi nham gop
phan khic phuc nhimng thiéu sé6t ma website ctia
doanh nghiép con tdn tai, véi muc dich xay dung
dugc website chat Iugng, lam hai long khach hang,
g6p phan ting sé lugng khach hang biét dén, co ¥
dinh mua va quyét dinh lya chon, mua san phém
cua doanh nghiép.

Trén co s& cc nhan to trén, ching ta xac dinh
duoc mo hinh nghién cru nhu sau:

(1). Nhdn t6 hinh thire, giao dién
cua website: Nhan t0 nay la bién
tiém an cua bai toan, khong truc

Noi dung website

tiép do dugc, vay dé danh gia sy hai
1ong cua khach hang vé hinh thic,
giao dién website, tac gia dung cac
bién quan sat nhu trong bang 1.

Murc d6 lién ket
v0i cac trang web

(2). Nhin t6 ngi dung website:
Tuong ty nhu vay, sy hai long cia
khach hang vé noi dung website

Murc d6 cap nhat
thong tin

dugc danh gia thong qua mot sb
bién nhu trong bang 1

(Nguon: Tdc gia dé xuat)
Hinh 1: M6 hinh khai niém vé sy hai long cua khach hang voi web-
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Trong md hinh nghién ciru vé sy hai long cua
website thuong mai dién tir cua doanh nghi¢p, bai
béo xéac dinh cac gia thuyét sau:

HI: Hinh thure, giao dién website co anh huong
cung chiéu téi sy hai long cia khdach hang.

H2: Ngi dung website c¢é anh huwong ciing chiéu
toi s hai long cua khdach hang.

H3: Mirc dé lién két véi cdc trang website khdc
clia website ¢é anh hwéng ciing chiéu tGi sw hai long
cua cua khach hang.

H4: Murc do cap nhat thong tin cua website co
c6 anh hwéng cing chiéu téi sw hdi long ciia
khach hang.

3. Phuong phap nghién ciu

Trong nghién ctu nay, phuong phap dinh
lugng vaéi khao sat da dugc ap dung. Dir li¢u chinh
dugc thu thap tir mot mau ctia 220 nguoi duge hoi
& Thanh phd Thai Nguyén ma déu 1a nhitng khach
hang da va dang sir dung san pham ctia Cong ty cd
phan Pau tu va Thuong mai TNG Thai Nguyén.
S6 ngudi muc tiéu cho cudc khao sat 1a nhiing
ngudi song trén dia ban Thanh phd Thai Nguyén
c6 do tudi tir 18 dén 45 tudi. St dung thang do 5
murc cia Likert (1932) [34] dé do muc do vé sy hai
long cua khach hang d6i voi san pham cua cong ty,
cac cdu tra 16i cu thé (dwgc phan phdi trong sb
ngudi muc tiéu st dung phuong phéap lay mau co
chu dich) da duoc ghi lai véi 1 =
Hoan toan khéng dong y, 2 =

kién. Cac bién s c6 hé sd twong quan bién tong nho
hon 0,3 s€ bi loai va thang do dugc chon khi h¢ $b
Cronbach’s Alpha 16n hon 0,6. Dudi day la bang
tom tit phan tich hé s6 Cronbach Alpha

Theo bang 1, hé sé Cronbach’s Alpha cua cac
bién lan lugt 1 0.874, 0.893, 0.762, 0.862, 0.823 va
tat ca déu 16n hon 0.6. Do d6, c6 thé nhan xét rang
tat ca cac bién cua nghién ctru nay 1a dang tin céy.
Theo d6, khong c6 bién nao bi loai bo ra khoi mo
hinh do hé s6 twong quan bién téng cua cac bién déu
>0.3. Vay, ¢6 thé thdy cac thang do ciia déu phu hop
v6i mo hinh nghién ctru.

Buwéc 2: Kiém dinh thang do bang phwong
phdp phin tich nhén té khim phd EFA

Sau khi da danh gia dugc cac bién va cac thang
do cta cac bién pht hop v6i mé hinh va dir liéu
nghién ciru bang phuong phap phan tich hé sb tin
cdy alpha. Ta tién hanh phan tich nhan t6 kham pha
EFA dé tiép tuc loai bo bién ra khoi mé hinh. Theo
phuong phéap nay doi hoi mo hinh nghién ctru phai
thoa man mot sd didu kién nhit dinh. Hé s6 KMO
phai nam trong [0.5;1] va hé s6 ¥ nghia ctia mo hinh
theo kiém dinh Bartlett phai c6 ¥ nghia thong ké 5%,
v&i céc bién ¢o trong $6<0.5 trong EFA s€ bi loai ra
khdi mo hinh nghién ctru.

- Phdn tich nhén t6 véi cdc thang do cua bién
doc lap:

Bang 2: Két qua kiém dinh KMO va Barlett doi véi bién déc lip

Khéng dong ¥, 3 = Trung hoa, 4 =

Pong y va 5 = Hoan toan dong y.
Sau d6, st dung théng ké SPSS,
AMOS [32,35] da dugc ap dung

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0.763
Bartlett's Test of Sphericity |Approx. Chi-Square 978.461
Df 220
Sig. 0.000

cho muc dich phéan tich dir liéu
chinh dugc thu thap tir nghién ctru
thuc dia. Cac gia tri nhu alpha ctia Cranach dugc
xé4c dinh bang cach phan tich kiém tra d¢ tin cay.

Qué trinh phan tich, kiém dinh bao gém céc
budc sau:

Buwéc 1: Kiém dinh thang do bang hé sé tin ciy
Cronbach’s alpha

Thang do dugc danh gia do tin cay thong qua hé¢
s6 Cronbach’s Alpha [33]. Hé sé Cronbach’s Alpha
duoc str dung dé 1oai cac bién khong thoa man diéu

H¢ sé KMO = 0.763 > 0.5: phan tich nhan t&
thich hop véi dit liéu nghién ciru. Két qua kiém dinh
Bartlett’s 1a 978.461 voi mirc y nghia sig = 0.000 <
0.05, diéu nay chimg to dir liéu dung dé phan tich
nhan t6 1 hoan toan thich hop.

- Ma trgn xoay nhén t6:

Tir ma tran xoay nhan té cho thiy 16 thang do
doc 1ap ban dau déu c6 ¥ nghia thuc tién (> 0.5) va
dugc tong hop thanh 4 nhan té nhu bang 3.
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Bang 1: Bang tém tdt phan tich hé sé Cronbach Alpha

Hé sb Hé s
L . tuon Cronbach
T Bién quan st quan b?én Alpha néu
tong loai bién
Nhén t6 1: Hinh thirc, giao dién website
1 | Website c6 giao dién dé nhin, than thién v&i ngudi ding (GD1) 0.804 0.763
2 | Website c6 mau sic dep mét, hai hoa, trang nha (GD2) 0.792 0.779
3 | Website co cach thirc bd tri khoa hoc, hop 1y (GD3) 0.775 0.824
4 | Website c6 giao dién dep mit, d& dang twong tac va sir dung (GD4) 0.694 0.857
Hé s6 Cronbach Apha = 0.874
Nhin tb 2: Noi dung website
1 | Website cung cap day di thong tin vé hinh anh, co cu t6 chirc, st ménh, tam 0.685 0.870
nhin, gi4 trj cit 16i ctia doanh nghiép (ND1)
2 | Website cung cap noi dung day du vé san pham (ND2) 0.812 0.775
3 | Website cung cip néi dung vé thong tin gid ca san phim (ND3) 0.806 0.798
4 | Website cung cip diy du thong tin lién hé ciia doanh nghiép (ND4) 0.798 0.816
5 | Website cung cép diy du thong tin vé chwong trinh khuyén mai (ND5) 0.786 0.834
6 | Website cung cip diy du thong tin vé tiéu chun san pham (ND6) 0.817 0.754
Hé s6 Cronbach Alpha = 0.893
Nhén tb 3: Mirc d9 lién két véi cic trang web khac
1 | Website co lién két v6i trang web vé ding ky nhan thong tin san pham, gia ca 0.501 0.736
va trang cd nhan cta khach hang (MPLK1)
2 | Website co lién két véi cc trang web khac nham cung cip thong tin vé san 0.675 0.649
pham, gi4 ca cho khach hang (MPLK2)
3 | Webiste c6 lién két v6i cac trang web khac nhdm cung cép thong tin cac nha 0.591 0.689
cung cAp, chét lidu sin pham (MPLK3)
4 | Website c6 lién két véi san giao dich dién tir (MPLK4) 0.501 0.736
Hé s6 Cronbach Alpha = 0.762
Nhin t6 4: Mirc d9 cip nhit thong tin ciia website
1 | Website thuong xuyén cap nhat thong tin mai vé gia ca, sin pham cuia doanh 0.691 0.823
nghié¢p (CNTT1)
2 | Website thuong xuyén c6 sy cap nhat mai, néu doanh nghiép co thay doi veé 0.766 0.753
dia diém kinh doanh, mAu ma san phim, chit luvong sin phim,...(CNTT2)
H¢ so Cronbach Alpha = 0.862
1 | Khach hang cam thay hai long v&i Website ctia doanh nghiép (SHL1) 0.764 0.745
2 | Website ciia doanh nghiép chat lugng, nang cao hinh anh, vi thé cua doanh 0.692 0.797
nghi¢p dbi vi khach hang (SHL2)

Hé s6 Cronbach Alpha = 0.823

- Phan tich nhan t6 véi thang do bién phu thuéc:
Phan nay bai bdo phan tich nhan t6 véi 16 bién

quan sat

(SHL1, SHL2) cuia 1 bién phu thudc (SHL). Két qua

cu thé: nhan t6 12 hoan toan thich hop.
KMO and Bartlett's Test Buoc 3: Kiém dinh thang dto bczng
phwong phdap phdn tich nhdn to khang
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 0.769 ginh CFA
Bartlett's Test of Sphericity g;f)prox. Chi-Square 253.65132 Pé do Juong mic d6 phi hop cia mé
Sig 0.000 hinh v6i bo dir liéu khao sat, cac nha nghién
khoa hoc
S6 140/2020 thuong mai

Hé s6 KMO = 0.769 > 0.5: phan tich nhan to
thich hop vai dit liéu nghién ciru. Két qua kiém dinh
cia 4 bién doc 1ap va 2 bién quan sat  Bartlett’s 1a 253.685 voi mirc ¥ nghia sig = 0.000 <
0.05, diéu nay chimg to dir liéu dung dé phan tich




Bang 3: Ma trdn xoay cdc bién déc ldp (EFA)
Rotated Component Matrix”

(CFI = 0.914; TLI = 0.935; RMSEA = 0.067 <
0.08). Cac thang do GD, ND, MDLK, CNTT, SHL
déu khong c¢6 mdi twong quan gitra cac sai s6 cua

1 C20rn ongnt 2 bién nén, déu dat dugc tinh don hudng. i
H¢ so tuong quan gitra cac thanh phan nho hon
GD2 932 1 kém theo sai Iénh chuan (p-value) nho hon 0.05.
GD4 924 Vi vay, cac thang do GD, ND, MDLK, CNTT,
GD1 895 SHL déu dat duoc gid tri phan bi¢t. Cac trong sb
GD3 786 chuén hoa déu dat tidu chuan cho phép (= 0.5) va
ND1 905 ¢6 ¥ nghia théng ké (p déu bang 0.000). Vi vay, c6
IND5 .893 thé két luan cac bién dung dé do luong mo hinh
ND6 835 nghién ctru dat dugc gia tri hoi tu. Ngoai ra, hé sb
IND4 793 tin cdy tong hop va tdng phuong sai trich duoc cua
ND3 768 5 thang do déu > 0.5 nén cac thanh phan nay déu
ND2 712l dat do tin cay. i
MPLK1 3?74 Buoéc 4 Kiéem ﬁnh mé hinh nghi.é’n ciru .
VDL G v o b
MDLK?2 791 ’ ’ )
MPLK3 736 Bang 4: Ma tran xoay cac thang do (CFA)
CNTT2 .893 Pattern Matrix*
CNTTI1 .865 Factor
1 2 3 4 5
Extraction Method: Principal Component Analysis. GDI1 0.932
Rotation Method: Varimax with Kaiser Normalization. GD3 0.878
a. Rotation converged in 4 iterations. GD4 0.756|
ctru sir dung mot sb chi sé danh gia nhu Chi-square; [SP2 0.682
df; Chi-square/df; GFI; AGFI; CFI; RMSEA. Néu NP3 0.887
A A1 A s IND5 0.813
mot md hinh nhan du‘(jc' gia tri Chi-square/df < 3; ND6 0.776
GFI, AGFI, CFI tr 0.9 dér} 1; RMSEA < 0.08 duoc [gpg 0737
xem la mo6 hinh phu hgp tot véi b dit liéu khao sat. [Np1 0.694
Sau khi ¢6 két qua phan tich nhan 6 kham pha ND2 0.626
EFA, ta tién hanh budc tiép theo 1 phan tich nhan MPLK2 0.918
t6 khang dinh CFA. St dung dit liéu nghién ctru ta MPLK1 0.880
phan tich dwa vao SPSS, bang phuong phap princi- MPLK4 0.769
pal axis factoring v&i promax va két qua dat duoc ta MDLK3 0.693
lay ma tran xoay cac 16 thang do doc 1ap (bién quan CNTT2 0.783
y d y g OC lap q
sét ctia bién doc lap) va 2 bién quan sit (SHLI, boa ] 0.680
PR > [SHL1 0.859]
SHL2) cﬁg bién phu thudc (SHL). ‘, SHL2 07271
Vi két qua ?7 bé{ng 4, sir dung dé lém‘dﬁ' li‘éu [Extraction Method: Principal Axis Factoring.
phan tich qhén to khang dinh CFA trong phan mém | Rotation Method: Promax with Kaiser Normalization.
AMOS. Két qua thu dugc nhu sau: a. Rotation converged in 5 iterations.

Mo hinh nay c6 Chi-square/df = 1.262 < 3 véi
gia tri p = 0.000. Tuy nhién, cac chi tiéu khac cho
thdy mo hinh nay phu hop véi dit liéu nghién ctru

Extraction Method: Principal Axis Factoring.
Rotation Method: Promax with Kaiser Normalization.

a. Rotation converged in 5 iterations.
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trén phan mém AMOS. Két qua dwa ra dwoc md
hinh nghién ciru chuan hoa nhu sau:

e

nhan théng qua cac trong sd hdi quy chuan hoa mbi
quan hé gilta cac nhan t6 duong chung to cac moi

@-» 1 _Jvg,  oss T —
@ ooz (=) Chi-square/df = 1.282
O N\ TLI= 0924
@ _nos | N T =0om
RMSEA = 0.065

3 g T 03 o
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Hinh 2: M6 hinh cau triic tuyén tinh SEM

Két qua wéc lugng ciia md hinh nghién ctru
chudn hoa c6 gia tri P = 0.000 (Chi-square =
271.502) va Chi-square/df =
1.282 < 3, RMSEA = 0.065

quan hé giita cac nhén t6 nay c6 anh hudng ty 18
thuan véi nhau.

Bang 5: Kiém dinh moi quan hé nhin qua giita cdc nhan to

< 0.08; TLI = 0.924; CFI = Estimate | SE. | CR. | P Kiém dinh
0.913. Vé6i két qua chuan |SHL [<- | GD 0.138| 0.061| 2.557]0.076 H;
hoa nay, ta thiy RMSEA dat [SHL |<—— | ND 0.081| 0.072| 0.912] 0.361 H,
chuin theo yéu cau; TLI, [SHL |<— | MPLK 0.125 0.058| 3.227| 0.676 H,
CFI cao hon 0.9. Vdy md |[SHL |<- | CNTT 0.045| 0.062| 0.376] 0.634 H,

hinh nghién ctru dat yéu cau.

Buéc 5: Kiém dinh gid
thuyét ciia mé  hinh
nghién ciru

Két qua kiém dinh mdi quan hé nhan qua gitra
céc nhén t6 nghién ciru cho thiy tit ca cac mbi quan
hé trong md hinh nghién ciru déu c6 ¥ nghia thong
ké hay cac gia thuyét tir H1 dén H4 déu dugc chap

(Nguon: Két qua tinh todn cia tdc gia)

Phén tich két qua kiém dinh mé hinh: Tir bang 5
& cho thay

H1: Gia thuyét vé mbi quan hé giita Hinh thtc,
giao dién website (GD) v6i Su hai long cia khach
hang (SHL). Gia tri wdc lwong ctia mbi quan hé nay

=
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1a 0.138 (se=0.061), nhu véy gia thuyét nay dugc
chép nhan. Diéu nay c6 nghia la hinh thirc, giao dién
cua website c6 anh huong tdi sy hai long cua khach
hang dén vé6i doanh nghiép.

H2: Gia thuyét v& mdi quan hé gitta Noi dung
website (ND) véi Su hai long cua khach hang
(SHL). Gi4 tri u6c lugng ciia mdi quan hé nay la
0.081 (se=0.072), nhu vay gia thuyét nay duoc chip
nhan. Piéu nay c6 nghia 1 ndi dung ciia website co
anh huéng t&i sy hai long cua khach hang dén véi
doanh nghiép.

H3: Gia thuyét v& mbi quan hé giita Mirc do lién
két ciia website (MPLK) voi Sy hai long ctia khach
hang (SHL). Gia tri wéc lugng ctia mdi quan hé nay
1a 0.125 (se=0.058), nhu véy gia thuyét nay duoc
chap nhan. Diéu nay c6 nghia la muc d¢ lién két cua
website ¢ anh hudng téi sy hai long ciua khach
hang dén v6i doanh nghiép.

H4: Gia thuyét vé mdi quan hé giita Cap nhat
thong tin website (CNTT) véi Sy hai long ctia khach
hang (SHL). Gia tri udc luong cia mdi quan hé nay
1 0.045 (se=0.062), nhu véy gia thuyét nay dugc
chéap nhan. Piéu nay c6 nghia la viéc cap nhat thong
tin website cd anh huong toi sy hai long ctuia khach
hang dén vé6i doanh nghiép.

Nhdn xét: dua trén nhitng phén tich trén cho thdy,
cac hoat dong trén website cua doanh nghiép nhu
thiét k& hinh thirc, giao dién phu hop (GD), ni dung
website phong phti va ddy du thong tin hiru ich
(ND), muc d6 lién két cua website (MPLK) hay
viéc cap nhat thong tin kip thoi, hitu ich va day dua
(CNTT) cho website ciia doanh nghiép déu c6 anh
huong va tao ra su hai long hay thoa man, cling nhu
niém tin cho khach hang.

4. Két luan va kién nghi

4.1. Két lugn

V6i nhitng két qua dat dugc, nghién ctru da phac
thao dugc buc tranh téng quan vé sy hai long cua
khach hang (SHL) dbi voi Website ciia doanh
nghiép, cu thé 1a Cong ty c6 phan Pau tu va Thuong
mai TNG Thai Nguyén, ciing nhu xac dinh dugc
nhitng nhan t6 chu yéu anh huong dén sy hai long
ctia khach hang. Tir d6, gitp doanh nghiép dé xuat
nhiing giai phap nham ning cao chit lugng Website,

thu hut dugc nhidu khach hang, ting doanh sb va
doanh thu trong hoat dong san xut va kinh doanh
cua Cong ty.

4.2. Kién nghi

Doi véi hinh thire giao dién website:

- Website nén cé hinh thirc da dang hon nhu cho
nhiéu hinh anh vé san pham cia cong ty ciing nhu
mau chit, mau nén ctia website. Mau nén ctia website
cha yéu 12 mau xanh, mang tinh trang nha cao. Tuy
nhién, hién website cua cong ty van con sy don diéu,
chua giy dugc sy thu hut thuc su cho nguoi dung.

- Website ciia doanh nghiép can chu trong t&i
phan khuc thi truong ciia doanh nghiép ban, ching
han nhu phan khuc cao cép thi khi thiét ké website
can luu ¥ vé su tinh té, sang trong, déng cip s& mang
lai niém tin cho khéach hang vao san phém/dich vu
cta doanh nghiép.

Doi voi ni dung website:

Hién nay, website ctia Cong ty ¢ phan TNG rat
S0 sai, méi chi co thong tin tap trung 1a miu ma san
pham, gi4 ca trén trang cht va mai chi phan loai san
pham trén menu chirc ning ngang. Do vdy, viéc tim
kiém cac thong tin vé san phém, gia ca, phan loai
hay nhom san pham 1a rat kho tim kiém. Noi dung
hién thi mdi san phdm ciing chua thuc su duoc dé
dang cho viéc tim kiém cua khach hang. Vi vay, ndi
dung website ctia cong ty can phai bd sung thém hé
thdng menu trai gdm danh muc cac san phdm, nhom
san pham phu hop véi timg ddi twong, nhoém gid ca
dé phuc vu cho dé tim kiém.

D6i véi mike do lién két ciia website:

Nhim tao ra tinh da dang, co hdi so sanh nhiing
diém manh, khac biét vé& san phdm cia cong ty so
v6i cac hang khac, nén ching cong ty ciing can tao
co hoi cho doanh nghiép lién két va so sanh véi cac
hang khac. Cong ty nén ting cuong viéc lién két link
v6i cac trang web khac dé khach hang c6 thém dugc
thong tin vé& san pham, gia ca, thong tin cic nha
cung cp, chét lidu san pham hay san giao dich dién
tir khac ctia doanh nghiép nham tao tinh da dang.

Déi v&i mire d6 cdp nhdt thong tin

Pam bao website luén co6 tinh mdi mé, voi
nhirng thong tin dugc cap nhat thuong xuyén, lién
tuc. Can cdp nhat thuong xuyén cac san phdm moi,
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céc chuong trinh khuyén mai, thay d6i mau ma hay
¢6 nhitng thay d6i m&i vé san pham cua cong ty, hay
nhitng xu hudng moi... ¢
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Summary

The study looks at several factors affecting cus-
tomer satisfaction with the e-commerce websites of
manufacturing and trading enterprises by studying
such factors as the website’s interface, content,
information updating, and its connection with other
websites. The researchers read the documents and
gathered data through survey questionnaires and
direct interviews. The collected data were then ana-
lyzed using Cronbach’s alpha, EFA, and SEM meth-
ods. From that point, the researchers draw results
and make suggestions to help enterprises to fix the
website’s shortcomings, create a high quality web-
site with adequate information, create a good image
in the eyes of the customers, attract customers to the
enterprises, and foster sales and revenue in their
business. A case study was carried out at TNG Thai
Nguyén Investment and Trading JSC.
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