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at dong giao hang chang cudi dong vai tré quan trong trong thuwong mai dién tir néi chung va thwong

mai dién tir xuyén bién gidi néi riéng. Hoat déng ndy tdc ddng rat Ion dén su hai long va trdi nghiém

mua sdam triec tuyén ciia khach hang cudi ciing. Muc tiéu cia bai nghién civu ndy la tim hiéu cdc thudc tinh
cua giao hang chang cudi hang thwong mai dién tir xuyén bién giGi va mire do wa thich ciia khdch hang tiéu
diing cudi ciing doi véi cac thude tinh nay. Bé dat dwoc muc tiéu nghién ciu, nhom tic gia da sir dung
phirong phép phan tich két hop d@é phan tich cdc y kién danh gid cia khdach hang tai Ha Néi doi véi cdc
thugc tinh cua hoat dong giao hang chang cudz Két qud nghién ciru chi ra rang, phi giao hang la thugc tinh
quan trong nhdt trong giao hang chang cudi giup hinh thanh so thich cua nguoi tiéu dung mua hang hoa
thwong mai dién tir xuyén bién gici. Tiép theo la toc d giao hang, kha nang theo déi don hang va cudi ciing

la thoi diém giao hang.

Tir khéa: Thwong mai dién tir xuyén bién giGi, giao hang ching cudi, phan tich két hop.

JEL Classifications: L81, Q27, F14

1. Loi mé dau

Trong béi canh hoi nhap sau rong vao nén kinh
té toan cau, Viét Nam dang dugc danh gia mot
trong nhitng quéc gia c6 tbc do phat trién rat nhanh
trong linh vuc TMDT xuyén bién gidi. Cu thé, theo
cong bd ctia Amazon tai Dién dan Toan canh
Thuong mai Dién tir Viét Nam nam 2019 (VOBF
2019), TMDT xuyén bién gidi tai Viét Nam c6 tiém
ning phat trién rit 1én va du bao doanh thu thi
truong s€ cham ngudng 3,3 ty USD vao nam 2021.
Mirc d6 tham nhdp nguoi dung thuong mai dién tir
trong nam 2019 s& 1a 53,3%, chi tiéu trung binh la
55,8 USD/ngudi, ting 22,4% so voi 2018 (theo
cong bd ciia Cuc TMPT va kinh té s6, 2020). Voi
doanh s6 trén, TMDT xuyén bién giéi di gop phan
dua Viét Nam vuon 1€n vi tri tha 3 trong khu vuc

bong Nam A vé quy md ciing nhu tdoc do ting
truong hoat dong TMDT.

Giao hang ching cubi 1a mot trong cac yéu tb
quan trong bac nhat dbi v6i cic nha ban 1& trong
thuong mai dién tir (E-commerce), bdi 1€, vdi cac
hang héa mua sdm tryc tuyén, du cho cac khau tim
kiém san pham, ky két hop dong, thanh toan... c6
thé thyc hién trén méi truong truc tuyén nhung cong
doan giao hang tir nha san xuat t6i nguoi tidu dung
cubi ciing van phai gan chit v6i hoat dong giao hang
ching cudi. Muc tiéu cia hoat dong niy trong
TMDT la cung cép dung hang hoa, dung sd luong,
dung dia diém, dung thoi gian cho khach hang.
Chinh bai vay, c6 thé néi hoat dong giao hang chang
cubi dang anh huong truc tiép dén chit lugng dich
vu va sy hai long cua khach hang. Hién dang c6 kha
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nhiéu nghién ctru trén thé théi vé tam quan trong ciia
giao hang ching cudi trong vi¢c thoa man sy hai
long cuia khach hang. Cu thé, theo khao sat ctia Lién
doan ban le quoc gia Hoa Ky (NRF) nam 2018 cho
thdy 40% khéach hang tryc tuyén ¢ nude nay da xép
hang cac cong ty Thuong mai dién tir dua trén cac
trai nghiém giao hang cua ho. Kees Jacobs va cac
cong su (2019) da nghién ctru khao sat 2.870 ngudi
tiéu dung truc tuyén tai nam quoc gia va két qua cho
thdy ba phan tu khach hang sin sang chi tiéu nhiéu
hon néu ho cam thay hai 1ong véi cac dich vu giao
hang ma ho st dung.

Ha No6i - Thu d6 cua Viét Nam, ludn dugc coi la
mot trong cac trung tim hang dau cia ca nudc vé
thuong mai dién ti. Theo théng ké cua Hiép hoi
TMBDT Viét Nam (2019), thanh ph Ha Ngi va thanh
phd HO Chi Minh dang chiém t&i 70% giao dich
TMDT cua ca nude. TMDT dang tré thanh chat xuc
tac quan trong chuyén d6i hinh thirc tr mua sim
truyén thng sang hinh thirc mua sém.truc tuyén ¢
Ha No6i. Bén canh cac co hoi phat trién, thi nganh
TMDT noi chung va TMDT xuyén bién gidi nodi
riéng & Ha Noi dang phai d6i mat véi cac thach thirc
lién quan dén cac van d& nhu hé théng thanh toan
chua thuén 191, hoat dong van tai giao nhan chua dap
g yéu cau...

Xuét phat tir cac van dé trén, bai nghién ctru dugc
thue hién véi muc tiéu tim hiéu cac thudc tinh cua
hoat dong giao hang ching cubi trong thuong mai
dién tir xuyén bién gidi va su lya chon ctua khach
hang cudi cung. Két cdu ciia bai viét gdm 5 ndi dung
chinh: Ngoai phan m& dau phan tha hai cua bai bao
tap trung lam r6 mot s6 van dé co so 1y luan lién
quan dén van dé nghién ciru. Phan ba tap trung trinh
bay phuong phép nghién ctru. Phan bon trinh bay
mot sd két qua nghién ciru chinh cua bai bio. Thao
luan két qua nghién ctru va cac ham y vé mit chinh
sach s& dugc trinh bay trong phan cubi cung.

2. Tong quan vé thwong mal dién tir xuyén
bién gidi va giao hang chang cudi

2.1. Thuwong mai dién tir xuyén bién gioi

Theo Accenture (2012), hoat dong thuwong mai
dién tr xuyén bién gi6i duoc hiéu 1a cac giao dich
thuong mai thyc hién giita cac khu vuc hodc quéc
gia khac nhau thong qua moéi trudng internet voi su
hd tro cua hoat dong giao nhén van tdi quéc té. Chia
sé¢ cung quan diém nay, Wang (2014) cho rang
thuong mai dién tor xuyén gidi 1a hoat dong kinh
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doanh quéc té giira cac qudc gia khac nhau thong
qua nén tang dién tu va cac thoa thudn xuyén bién
gidi vé ké hoach va quan ly cac dong hang hoa nay.

Theo Khung tiéu chuan vé thuong mai dién tir
xuyén bién gioi duge T6 chirc Hai quan thé gidi
(phién ban 6/2018) thi khai niém Thuong mai dién
to xuyén bién gidi dugc mo ta nhu sau:

- bat hang, ban hang, lién hé bang hinh thic truc
tuyén va thanh toan c6 thé truc tuyén hodc khong
truc tuyén; ,

- Céc giao dich/van chuyén hang hoa qua bién gidi;

Nhu vay, theo m6 hinh trén thi trong thuong mai
dién tr xuyén bién gidi cac hoat dong lién quan dén
viéc dat hang, ban hang, lién hé trao dbi (gitra khach
hang va nguoi ban) 1a truc tuyén va viéc thanh toan
thi c6 thé 1a truc tuyén hodc khong truc tuyén, dong
thoi dong hang héa hitu hinh s& dugc van chuyén
qua bién gidi cac quc gia.

Viéc mua hang thong qua TMPTXBG dugc dé
cap trong bai bio nay bao gdbm ca mua hang trén cac
trang TMDT nudc ngoai nhu Amazon, Alibaba,...
va mua hang nhap khau tir nuéc ngoai duoc ban trén
cac trang TMDT tai Viét Nam nhu Tiki, Sendo,...

2.2. Giao hang ching cudi

Gevaers & ctg (2009) dua ra khai niém vé
GHCC nhu sau: “GHCC trong logistics 1a phan cudi
cung cta qua trinh phan phdi B2C. N6 dién ra trong
mot khu vye phan phéi duoc xac dinh trude (vi du:
khu d6 thi); bao gom cac dich vu logistics tir diém
dau qua cac diém trung gian va dén diém dich cua
day chuyén cung tng. N6 bao gdm mot loat cac hoat
dong va quy trinh, c6 gia tri quan trong ddi voi tat
ca cac bén co lién quan trong pham vi phan phdi”.
Theo Cong ddéng Chudi cung tmg Viét Nam (2017),
thuat ngit ndy dugc coi 1a “phan doan cudi cung
trong mang ludi logistics noi hang hoa thanh pham
dugc chuyén dén tay nguoi tiéu ding hodc doanh
nghiép da dat hang va mua ching”. Noi cach khac,
no6 1a chéng cudi cung cua phan phdi san pham tur
trung tdm thyc hién don hang dén khach hang cudi
cung. Hoat dong logistics chang cudi duge thé hién
trong hinh 1 dudi day:

3. Phwong phap nghién citu

Pé dat dwgc myc tidu nghién ctru dé ra, nhom tac
gid da su dung phuong phap phén tich két hop
(Conjoint analysis) voi quy trinh dugc thé hién cu
thé trong Hinh 2.
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B €5 = P = b #5)

Nha sén suét Trung tam hoan ~ 1Tung tm phan phoy/ Dia diém nhan hang
thanh don hang/Kho ~ CUa hang ban l¢
nha ban 1é

(Nguoén: Nhém tdc gia vé lai theo Allen, 2007)

Hinh 1: Hoat djng logistics chidng cudi
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Hinh 2: Quy trinh nghién ciru

3.1. Xdc dinh vin dé nghién ciru

Theo Malhotra & ctg (2017), khi st dung phuong
phap phan tich két hop dé phan tich so thich va sy
lya chon cua khach hang vé loai san phém nao do6 thi
trude hét chiing ta nén bat dau véi viée xac dinh cac
thugc tinh san phém va muc do cta cac thudc tinh do
dé lya chon ciu triic két hop phu hop (Malhotra &
ctg, 2017). Cac thudc tinh va murc d§ can phai noi bat
trong vi¢c anh huong dén so thich va Iya chon cta
khich hang cubi cing. Trong nghién ciru hién tai,
viéc lua chon cac thudc tinh dya trén viéc xem xét
céc tai liéu thir cAp tir cac nghién ciru di trudc va trén
cac bao céo cua nganh vé so thich va ky vong ctia
ngudi tiéu dung. Cu thé, bai viét nay dua trén bai
nghién ctru ciia Nguyen D.H. & ctg (2018) vé linh
vuc thuc hién don hang trong ban 1& truc tuyén. Theo
Nguyen, viéc thuc hién don hang dugc chia thanh ba
linh vyc: quan 1y hang ton kho, giao hang ching cudi

va quan ly tra hang. Trong pham vi linh vuc giao
hang ching cudi, Nguyen D.H. & ctg (2018) di chi
ra bon khia canh ctia hoat dong nay la (1) thong
tin/tlly chon giao hang, (2) phi giao hang, (3) téc do
giao hang va (4) theo déi don hang.

Thir nhat, tinh trang un tic giao thong tai Ha Noi
van dién ra lién tuc va kéo dai lam ting phi giao
hang va giam toc do giao hang chiang cudi. Thuc
trang ndy s& anh hudng phan nao sy lya chon cua
khach hang d6i véi hoat dong TMDTXBG.

Thir hai, hoat ddng quan ly hang héa xuit nhap
khau théng qua TMDT & Viét Nam noi chung va Ha
Noi ndi riéng con gap nhiéu kho khin, dic biét trong
viéc kiém tra xuét x(r hang hoa do da phan cac don
hang giao dich TMDTXBG c6 gia tri nho dudi 30
USD (VECOM, 2019). Piéu nay din dén thoi gian
thong quan hang hoa kéo dai va lam tang thoi gian
chd doi va mong mudn theo ddi lich trinh don hang
ctia khach hang cudi cung.

Thir ba, ty 1¢ giao hang TMDT khong thanh cong
1a kha cao, do khong lién hé dugc khach hang hodc
khach hang khong c6 mit tai dia diém giao hang.
Thyc trang nay da gay ap lyc 1én chi phi giao hang
cho céc nha ban 1é va cac cong ty logistics. Chinh vi
thé, viéc xac dinh thoi diém giao hang trong ngay rat
quan trong trong viéc gilip cac nha ban 1¢é va cac
cong ty logistics giam chi phi, dan dén giam phi giao
hang. Ngoai ra, viéc xac dinh thoi diém giao hang
trong ngay c6 thé giup ngudi tiéu ding nhan hang
trong thoi gian sém hon ma khong bi tri hodn vao
hom sau.

Do d6, nhém tac gia dé xuat s& xem xét va thao
luan bdn thudc tinh dién hinh cta hoat dong GHCC
dudi goc d6 nguoi tiéu dung 6 Ha Noi nhu sau :

Thir nhdt, toc d6 giao hang dugc do bang thoi
gian tir lac nguoi tidu ding dat hang truc tuyén dén
lic ho nhén duoc don hang. Viéc nguoi ti€u dung
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truc tuyén ngay cang mubn cé thoi gian giao hang
ngan hon khién cic nha ban 1& truc tuyén phai 601
mat v6i thach thirc chi phi giao hang ching cudi
ngay cang tang (Collier va Bienstock 2006). Garver
& ctg (2012) cho thiy tdc do giao hang 1a thudc tinh
quan trong thi hai khi ngudi tiéu dung mua sdm truc
tuyén, sau phi giao hang. Trong nghién ctru cia
nhom tac gia, toc do giao hang c6 bon cip do: ngay
tiép theo, ba ngdy, bay ngdy va thoi gian giao hang
som nhat 1a 10 ngay. Wilson - Jeanselme va
Reynolds (2006) lai cho rang thudc tinh toc do giao
hang nén duoc dat ¢ vi tri thu ba trong cAu trac so
thich ciia nguoi tiéu dung trong ban ¢ tap hoa truc
tuyen & Anh (xép sau thudc tinh vé chét luong san
pham va thoi gian dat hang). Chen & ctg (2014) cho
thy m01 quan tam cdt yéu cua nguoi tiéu dung khi
mua sdm truc tuyén cac loai thuc pham tuoi séng d6
la thoi gian giao hang vi thudc tinh nay gop phan
truc tiép vao chét luong cua thyc phém nhan duoc.

Thir hai, thoi diém giao hang - giao hang vao gid
hanh chinh hodc ngoai gio hanh chinh - thudc tinh
nay cho phép nguoi tiéu dung lya chon thoi diém
trong ngay dé nhan hang. Vé co ban, day ciing la
mdt thudce tinh ngay cang duoc cac nha ban 1é tryc
tuyén nhu amazon.co.uk, bol. com va blokker.nl
quan tdm. Tai Viét Nam, mot s6 doanh nghiép
TMBDT ciing da dé xuat cac thoi diém giao hang dé
ngudi tiéu dung co thé lwa chon nhu giao hang trong
gid hanh chinh hay giao hang vao bat ky thoi gian
ndo trong ngay,... Viéc dua ra lya chon giao hang
vao mat thoi dlem cu thé trong ngdy c6 thé giup cac
nha ban 1é tryc tuyén giam nguy co giao hang khong
thanh cong khi nguoi tiéu dung khong c6 mat tai dia
diém nhan hang.

Thir ba, phi giao hang 13 sb tién ma ngudi tiéu
dung phai tra cho viéc van chuyén hang hoa tir kho
nha ban 1é dén dia chi ma ho mong muon nhan hang.
bay 1a mot thude tinh quan trong c6d tac dong rd
rang dén hanh vi ctia nguoi tiéu ding (Lewis, 2006),
tir d6 anh hudng truc tiép dén hiéu qua cia hoat
dong giao hang ching cudi. Thong thuong, tiry chon
giao hang kém linh hoat thuong bi tinh phi cao hon
cac tuy chon giao hang linh hoat. Phi giao hang c6
thé duoc st dung nhu cac thong s6 anh hudng truc
tiép dén lya chon cudi cung ciia nguoi tidu dung ddi
v6i dich vu giao hang (Agatz & ctg, 2013). Mot s6
lugng 16n nghién ciru da chi ra rang phi giao hang
anh huong dén viéc thu hat va giir chan ngudi tiéu
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dung nhu nghién ctu cta Cao & ctg 2003; Lewis
2006; Rao & ctg 2011a; Koukova & ctg 2012...
Nguoi tiéu dung thuong cha ¥ va nhan thire khac
nhau vé hai cau trac phi giao hang chinh: gia ¢d dinh
va giao hang mién phi dwa theo ngudng (Koukova
& ctg 2012). Lewis (2006) nhan thay rang ngudi
tiéu dung thuong xuyén s€ phan ung kha nhanh véi
muc phi giao hang co ban trong khi nguoi tiéu dung
khong thuong xuyén s€ phan iing nhanh hon véi cac
uu d3i vé quy mo don dit hang. Becerril — Arreola
& ctg (2013) ciing cho thay rang sb luong don hang
ctia nguoi ti€u dung ciing bi anh huong khi ap dung
chinh sach giao hang mién phi & mot ngudng nao
d6. Nghién curu cia Garver & ctg (2012) va Wilson
- Jeanselme va Reynolds (2006) da nhan manh vai
trd cta thudc tinh phi giao hang trong cau trac so
thich ctia nguoi tiéu dung truc tuyén, tir 46 gitp céac
nha ban 1é c6 thé diéu chinh lai phi giao hang sao
cho thoa man dugc nhu cau cua khach hang. Trong
mot s6 nghién ciru khéac ciing khang dinh phi giao
hang tham chi con dugc coi 1a thudc tinh quan trong
nhat anh huong dén hoat dong giao hang chéng cudi
cling nhu sy hai long cta khach hang cudi cing vé
hoat dong nay.

Cudi ciing, theo ddi don hang dé cap dén mot
dich vu tryc tuyén giup ngudi tidu ding theo ddi
trang thai don dat hang cua ho. Garver & ctg (2012)
da str dung phuong phap moé hinh hoa lya chon
(choice model) dé kiém tra cach ngudi tiéu dung lya
chon dich vu logistics cho viéc mua hang truc tuyen
ctia ho. Két qua nghién ctru cho thiy kha ning theo
ddéi don hang dugc xem nhu 1a thude tinh quan trong
thir ba, sau phi giao hang va toc d6 giao hang. Su
san co cua hé thong theo ddi va truy tim don hang
g6p phan nang cao chit lugng dich vu phan phdi
trong ban 1é truc tuyén (Xing & ctg, 2010).

Pbi v6i mdi thude tinh, trong nghién ctru nay,
nhom tac gia s€ Iya chon cac mirc d¢ dua trén thyc
trang hoat dong GHCC ddi véi hang TMDTXBG tai
TP.HN, c6 tham khdo cac thong sé tuy chon giao
hang trén ba trang TMDT lon tai Viét Nam la
Shopee, Lazada va Tiki, va trang TMBT qudc té phd
bién tai Viét Nam 1a Amazon. Dic biét, trong bai
bao nay, phi giao hang duoc tinh trong ndi dia Viét
Nam. Chi phi van chuyén hang hoa vé Viét Nam
dugc coi nhu da cong vao gia ciia hang héa. Cu the.
cac cap do tuong tmg voi timg thudc tinh dugc thé
hién & bang dudi day:

=
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Bang 1. Cdc thudc tinh va murc do ciia cdc thudc tinh cua

c4c tap con dugc rat ra tir tp day du nhung

GHCC trong TMDTXBG van bao dam tinh cin bang va khong anh
- — — hudng téi sai ) trong udc lwong mo hinh.
Céc thugc tinh — M“c‘d(-) — Viée tién hanh thiét ké truc giao dugc hd
. ' * 5-9ngdy ke tirngay dat hang trg thong qua phin mém IBM ® SPSS ®
Toc do giao hang e 10-15 ngay ké tirngdy dathang | geatigtics phién ban 20. Két qua cudi cing,
* 16-25 ngdy ke trngdy dathang | oo tra 1oi phong van chi cin dua ra danh
] e Gi0 hanh chinh (7h-17h30) gia mirc d6 wa thich ctia minh d6i véi 16 cach
Thoi diém giao hang e Ngoai gi¢ hanh chinh két hop vé thudc tinh ctia hoat dong GHCC.
e Batky thoi diém ndo trong ngay 3.3. Quyét dinh hinh thirc dir liéu
e Mién phi Trong bang khao sat, nguoi tra 161 dugc
L e Tiur 1000 VND - 20,000 VND yéu cau danh gia sy hai 1ong ctia minh d6i véi
Phi giao hang e Tir20,000 VND - 60,000 VND | timg lua chon (lién quan dén bdn thudc tinh
e Trén 60,000 VND hoat déng GHCC) trong téng thé 16 cach két
P oy : hop dugc tao ra. Tac gia st dung thang do
Theo ddi don hang %’1 gﬂ; ttlfleeotf o gg? ;?rllliéng Likert 5 mirc do (tir 1 - Hoan toan khong hai

(Nguon: Nhém téc gid ti tong hop)

3.2. Lwa chon céu tric két hop

Trong nhom nghién ctru, nhom tac gia st dung
phuong phap thiét ké nhéan t6 day du (full factorial
design). Nguoi duoc khao sat s& danh gia tit ca cac
cach két hop tir cac thude tinh cua dich vu GHCC va
muc d6 cia n6. Nhu da dé cap 0 trén, nhom tac gia
lua chon bdn thudc tinh dic trung cua hoat dong
GHCC la téc d6 giao hang, thodi diém giao hang, phi
giao hang va kha nang theo doi don hang. Trong do6,
tdc do giao hang co 3 muc do, thoi diém giao hang
¢6 3 muc d9, phi giao hang c6 4 murc d6 va kha nang
theo doi don hang c6 2 mic d9. Do do, s€é co 72
(3*3*4*2) cach két hop (tép lua chon) dugce tao ra
tir phuong phap thiét ké nhan té day du. Tuy nhién,
viéc yéu cau mot nguoi tra 101 phdng van xem xét tat
ca 72 tap lya chon nhu trén 1a khong thé va khong
can thiét. Do vay nhom tac gia da nghién ctru, tim ra
mot sb tap lya chon thich hop dé dua vao ban cau
hoi phong van dua trén phuong phap thiét ké nhan
t6 mot phan (fractional factorial design).

V& nguyén tic, cic tap con trong toan bo tap lua
chon khong thé duge xac dinh mot cach tuy tién ma
phai dwa trén nguyén tic can bang (balance).
Nguyén tic can bang dam bao rang mé hinh udc
luong tir dir lidu diéu tra khong bi anh huong hoic it
bi anh hudng tir viée thiét ké thi nghiém. Cé nhiéu
phuong phép (thuét toan) dé tim ra cac tap con tir
tap nhan t6 day du, trong dé thiét ké truc giao
(orthogonal design) dugc xem la phuong phap st
dung nhiéu nhit. Thiét ké truc giao cho két qua la

long dén 5 - Hoan toan hai 1ong) dé danh gia
su ua thich ciia khach hang dbi véi timg cach
két hop.

Tién trinh diéu tra thu thap s6 liéu dugce thue hién
trong 2 giai doan: diéu tra so bo dé danh gia thang
do qua hinh thirc tryc tuyén va diéu tra chinh thuc
bang phat phiéu truc tiép va diéu tra online. Tai giai
doan diéu tra so bd, nhom tac gia str dung miu bang
héi online va chia sé trén cac dién dan, mang xa hoi
dén cac ddi tuong tiém nang. Két qua thu vé& dugc
15 phiéu diéu tra hop 18 cho danh gi4 so bo thang do.
Trong qua trinh thyc hién diéu tra so bd, nhom
nghién ctru nhan dugc phan hoi vé ngodn tir st dung
trong cau hoi, cach trinh bay form dé dat duoc hiéu
quéa khao st cao nhat va chinh stra mot sb thong sb
cta cau hoi dé 4p dung trén méu 16n. Sau khi danh
gi4 so bo thang do, nhém tac gia tién hanh diéu tra
chinh thtrc thong qua khéo sat nguoi dan tai TP. Ha
Noi ¢6 hoat dong mua hang qudc té trén céc trang
TMBDT lI6n tai Viét Nam la Shopee, Lazada va Tiki,
va trang TMBPT qudc t& phd bién tai Viét Nam la
Amazon. Phiéu khao sat duoc giri chii yéu trén nén
tang truc tuyén thong qua email, cac trang mang xa
hoi,... Nhirng nguoi tra 16 duoc yéu cau hoan thanh
mdt bang hoi bao gdm 2 phdn chinh 1a: (1) Cau hoi
vé nhan khiu hoc va (2) Cau héi vé mirc d6 hai long
db6i véi timg cach két hop cac thude tinh giao hang.
Thoi gian khao sat duogc thyc hién trong 1 thang tu
ngay 02/01/2021 d&n ngay 02/02/2021, két qua thu
dugc 305 phiéu diéu tra, trong d6 c6 283 phiéu khao
sat hop 1€.
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Hién tai co rat nhiéu quan diém vé kich ¢& mau
phu hop dé dai dién cho tong thé. Déi vai kich thude
mau tdi thiéu cho phan tich hdi quy, Green (1991)
dua ra hai truong hop: Truong hop mét, néu muc
dich phép hdi quy chi danh gia mirc d¢ phu hop tong
quat ciia md hinh nhu R2, kiém dinh F... thi c& mau
t6i thiéu 1a 50 + 8*m (m la s6 luong bién doc lap
tham gia vao m6 hinh hdi quy). Truong hop hai, néu
muc dich mubn dénh gia cac yéu t6 cla ting blen
doc 1ap nhu kiém dinh t, hé sb hdi quy,... thi c& mau
t6i thiéu nén 1a 104 + m (m 1a sb bién‘d(}c lap).
Harris (1985) cho rang ¢& mau phu hop dé chay mé
hinh hdi quy da bién phai bang s bién doc lap cong
thém it nhat 50 mau. . Trong nghién ciru nay, nhém
tac gia ap dung cd mau 283 1a pht hop v6i m6 hinh
va kha nang tiép can diéu tra, dong thoi dat muc tdt
theo quy tac Comrey va Lee (1992). Dong thoi co
mau 283 ciing thoa man quy tic t6i thiéu cho phan
tich hoi quy da bién trong ca hai truong hop (TH1:
50 + 8*12 = 146 va TH2: 104 + 12 = 116) véi sd
bién doc 1ap trong mo hinh 1a 12 bién. Bang thong
ké mo ta dudi day thé hién thong tin nhan khau hoc
cua nhitng nguoi dugc khao sat:

Céac muc phén chia theo ting nhom nhu bang
trén duoc lya chon dwa trén cac déc tinh va chi )
thdng ké vé ngudi tiéu dung Ha Noi nhu do tudi sir
dung internet, thu nhdp trung binh hang thang.

Bang 2: Bdng thong ké mé ta mau

3.4. M6 hinh phén tich két hop

Mo hinh phan tich két hop 1a m6 hinh toan hoc
thé hién mdi quan hé co ban giira cac thudc tinh va
loi ich trong phan tich két hop. Cu thé, m6 hinh
dugc trinh bay nhu sau:

U=ao+ X~ 12 1 BijDij

Trong do:

U: Loi ich chung cua mdi két hop

ag: He so chén

m: Sb yéu tb

k;: S6 murc d6 cua thudc tinh thir i

BIJ H¢ s6 loi ich mg véi mire d6 tha j (j =
kl) cua yéu to thai(i=1,2,...,m)

=1 neu muc d6 thir j cia thuoc tinh thir i xuat

hién (] 0 néu nguoc lai)

Mirc d6 quan trong cta cac thudc tinh dugc xac
dinh theo cong thirc dudi day:

I
Z?é1li

Trong do: I;: Khoéng hé s 1oi ich ctia mdi yéu tb

= {max (B;) - min (B;;)}

Tong mirc do quan trong cua cac thuoc tinh bang 1:

Wi =

C6 rat nhiéu phuong

Nhém Thanh phdn | S6 quan sat Ty1¢ | phap dé uéc luong tham sb
o Nam 126 44.5% | trong mo hinh nay. Tuy
Gidi tinh Nit 157| 55.5% | nhién, phuong phap don
— = o, | gian va pho bien nhat la hoi
Dudi 18 tuot. 6 2'10/0 quy v6i bién doc lap va
D6 tudi Tur 18-25 tu(tn 164 57.9% | bién gia (Malhotra cing
: Tu 25-40 tudi 76 26.9% | cong su, 2017). Trong
Trén 40 tudi 37 13.1% | nghién ctru nay, ngudi tra
Duéi 7 tricu 140 49.5% | 101 s€ danh gia cac cach két
. ;" o, | hop trén thang diém 5
Thu nhip hang thang (VND) TI‘I 7-10 mell 68 24'10/0 (lfRét khong ghéli long;
Tir 10-15 triéu 0| 17.7% | s_R4t hai long). Cac mic
Trén 15 trigu 25 8.8% | 49 danh gia nay dugc su
Tu 1-2 1an 174 61.5% | dung dé udc lugng cac hé

S$6 14n mua hang TMPT quéc | Tir 3-5 1an 46 16.3% | sO loi ich cia mé hinh sau:
té trung binh trong mét nam Tir 6-10 14n 32 11.3% Trong dO BlJ’ Bzy 53 >
Trén 10 lan 31| 10.9% | P4j 12 hé 50 loi ich ang %

(Nguoén: Két qua trich tir phan mém SPSS 20.0)

khoa hoc

cac muc do cua cac thudc
tinh 1a (1) toc do giao hang,

=

90 thuong mai

S6 155/2021



QUAN TRI KINH DOANH

(2) thoi diém giao hang, (3) phi giao hang, va (4) kha
nang theo doi don hang, v6i Dyj, Dy;, D3, Dy; 1a cac
bieén gia ung voi cac mic d6 cua tung thudc tinh.

U=ao+ Z?=1 ﬂ1jD1j+ Z?=1 IBZjDZj + Z?=1 :83jD3j + Z?=1 ,84jD4j

4. Két qua nghién ciru

* Két qua woe lwong tham s6

Tham sb cua mé hinh thé hién hé sb loi ich ung
véi timg mirc do ciia mdi thude tinh GHCC va duge
thé hién trong bang sau:

ngay dugc khach hang it wa thich nhat, voi hé sb loi
ich 1a -0.002.

Vé kha ning theo ddi don hang, hé sé loi ich
tuong Ung voi hai muc do
trong yéu t6 nay chénh lénh
kha 16 rang la -0.394 va -
0.787. Nguoi tiéu dung quan tim ti viéc ¢6 thé theo
dd6i don hang cua minh hon, dac biét dbi voi cac don
hang quéc té.

Dua vao cach két hop cac tham sb trén, ta co
ham phan tich két hop nhu sau:

Bang 3: Két quad wdc lwong tham s ciia mé hinh

Cic thujc tinh Mikc d9 cita cdc thupe tinh ~ Hé sd lgiich S50,
tiéu chuan

5-9 ngay tir khi dat hang ~275 041
Téc d giao hang 10-15 ngay tir khi dat hang -.551 081
16-25 ngay tir khi dat hang -.826 122
Gid hanh chinh -.001 041
Thoi diém dit hang Ngoai gio hanh chinh -.001 081
Bit ky lac nao trong ngay -.002 122
Min phi -325 030
Phi giao hang 1,000 VNP - 20,000 VND -.650 060
20,000 VNP - 60,000 VND -.976 091
Trén 60,000 VND -1.301 121
Kha nang theo déi don hang €9 the thezo doi dOTI hang ~34 068
Khong thé theo ddi don hang -787 135
H¢ s6 chiin 5.056 165

(Nguon: Két qua trich tir phan mém SPSS 20.0)

Heé sb loi ich cang cao Ung vdi su ua thich cia
khach hang dbi voi thude tinh d6 cang 16n. Nhu dy
doan, hé s loi ich co quan hé ngugc chiéu ddi voi
téc d6 giao hang va phi giao hang. Téc do va phi
giao hang cang 16n thi hé s loi ich cang nho, va
muc do ua thich ctia khach hang dbi v&i mie do do
cang giam.

Déi voi yéu t6 thoi diém dat hang, hé sb loi ich
tuong ung véi cac mirc do chénh 1€ch nhau khong
qué nhiéu. Ngudi tiéu dung khong co so thich rd
rang vé cic muc do cua thudc tinh nay. Giao hang
vao gio hanh chinh va ngoai gio hanh chinh c6 hé s6
loi ich béng nhau, chung to su ua thich cua khach
hang d6i voi hai mirc do nay 1a nhu nhau. Tuy nhién,
tiy chon giao hang vao bat ky thoi diém nao trong

U = 5.056+(-0.275)*D;;+(-0.551)*D;, +(-
0,826)*D ;3+(-0.001)*D,;+(-0.001)*D 5, +(-
0.002)*D,3+(-0.325)*D3; + (-0.65)*D3;, + (-
0.976)*D33+(-1.301)*D3, + (-0.394)*D,; + (-
0.787)*D 4,

* Gid tri loi ich ciia tirng cdach két hop

Gia tri loi ich cua tung cach két hop duoc thé
hién trong biéu d6 dudi day :

Gié tri loi ich cua cach két hop nao cang cao thé
hién sy mtic do va thich cuia khach hang ddi voi
cach két hop d6 cang 16n. Trong 16 cach két hop,
cach két hop thu 12 (téc d6 giao hang tir 5-9 ngay
ké tir khi dat hang, giao hang vao gi hanh chinh,
mién phi giao hang va co thé theo ddi don hang) c6
gia tri loi ich cao nhit, tirc cach két hop nay mang
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Bang 4: Gid tri lpi ich ciia tirng cdch két hop

Cach  Yéutb1: Yéu t62: Thoi | Yéu td 3: Phi Yéu tb 4: Loiich | Xép
ket Toc do giao hang diém giao hang giao hang Kha niing theo déi hang
hop don hang

1 . 10-15 ngay Vao gio 1,000 VND - C6 thé theo doi 3.46 6
keé tir khi dat hang hanh chinh 20,000 VNb don hang
2 . 5-9ngay Vao gio Trén 60,000 Khong thé theo dai 2.692 13
ke tur khi dat hang hanh chinh VND don hang
3 16-25 ngay ké tir khi Vao gio 20,000 VND - Khong thé theo ddi 2.466 15
dat hang hanh chinh 60,000 VND don hang
4 ~ 5-9ngay Batky licnao | Trén 60,000 C6 thé theo dbi 3.084 10
ke tr khi dat hang trong ngay VND don hang
5 . 5-9ngay Ngoai gio 1,000 VND - C6 thé theo ddi 3.736 3
ké tir khi dat hang hanh chinh 20,000 VND don hang
6 10-15 ngay keé tir khi Vio gio Mién phi Khong thé theo doi 3.392 8
dat hang hanh chinh don hang
7 16-25 ngay ké tir khi Vio gio Trén 60,000 C6 thé theo dbi 2.534 14
dat hang hanh chinh VNDb don hang
8 16-25 ngay ké tirkhi | Ngoai gio hanh Mién phi C6 thé theo dbi 3.51 5
dat hang chinh don hang
9 ~ 10-15 ngay Bat ky lic ndo Mién phi C6 thé theo ddi 3.784 2
ké tur khi dét hang trong ngay don hang
10 .~ 5-9ngay Vao gio 20,000 VND - C6 thé theo dbi 3.41 7
ké tr khi dat hang hanh chinh 60,000 VND don hang
11 59 ngay Bit ky lic nao Mién phi Khong thé theo doi 3.667 4
ke tur khi dat hang trong ngay don hang
12 .~ 5-9ngay Vao gio Mién phi C6 thé theo dbi 4.061 1
ke tr khi dat hang hanh chinh don hang
13 ~ 16-25 ngay Bitky licnao | 1,000 VNP - | Khong thé theo ddi 2.791 12
ké tir khi dat hang trong ngay 20,000 VND don hang
14 . 5-9ngay Vao gio 1,000 VND - Khéng thé theo dbi 3.343 9
keé tir khi dat hang hanh chinh 20,000 VND don hang
15 10-15 ngay ké tirkhi | Ngoai gio hanh Trén 60,000 Khéng thé theo dbi 2.416 16
dat hang chinh VND don hang
16 .~ 5-9ngay Bét ky Iuc nao 20,000 VND - Khéng thé theo dbi 3.016 11
ké tu khi dat hang trong ngay 60,000 VND don hang

(Nguon : Téc gid tong hop tir két qua chay mé hinh)

lai loi ich cao nhat cho khach hang va dugc ho wa C6 thé nhan thay tir két qua khao sat, cach két
thich nhat. Trong khi d6, cach két hop thir 15 (tbc  hop tht 5 (téc do giao hang tir 5-9 ngay ké tir khi dat
d6 giao hang tir 10-15 ngay ké tir khi dat hang, giao  hang, giao hang ngoai gid hanh chinh, phi giao hang
hang ngoai gio hanh chinh, phi giao hang trén  tir 1000 VND - 20,000 VND va c6 thé theo ddi don
60,000 VND va khong thé theo ddi don hang) c6  hang) c¢6 hé sb loi ich twong ddi cao, ding thw 3
gia tri loi ich thdp nhat va it hdp din nhat d6i v6i  trong 16 cach két hop dugc dua ra. Piéu ndy ching
nguoi tiéu dung.
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dé co thé nhan hang hoa sém hon. Cy thé murc phi
giao hang tir 1000 VND - 20,000 VND dugc nguoi
dan tai Ha Noi chdp nhan dé ddi 14y cac tién ich phi
gia khac. Tuy nhién, mtrc phi giao hang tu 20,000
VND - 60,000 VND it duogc wa thich hon va dac biét
nguoi tiéu dung Ha Noi khong hai long khi phi giao
hang tang trén 60,000 VND. Tuong Gng véi gia tri
tién ich thap nay, n6 dugc chimg minh béi ba cach
két hop kém thoa man nhét 13 3,7 va 15.

* Murc d¢ quan trong cua tung thudc tinh

Téng mirc d6 quan trong cia cac thudc tinh cua
hoat dong GHCC ddi véi hang TMDTXBG bang 1.
Mire ¢ quan trong ctia mdi thudc tinh duoc thé hién
trong bang 5:

Bang 5: Murc do quan trong cua tung thudc tinh

hon dén cac tién ich khac nhu téc do giao hang va
thoi diém giao hang. Két qua nay hoan toan thong
nhit voi nghién ctru ciia Sander de Leeuw & ctg
(2019) khi nghién ctru ndy cho rang phu nit nhay
cam v6i gia nhiéu hon so véi nam gi6i. Tuy nhién,
¢ hai gioi tinh thi phi giao hang van 1a yéu t6 quan
trong nhit ma ho quan tdm khi lya chon tiy chon
GHCC. Vé thu nhép hang thang, ty 1¢ mirc d§ quan
trong cua tbc do giao hang va thoi diém giao hang
ty 1¢ thuan voi mirc thu nhap, trong khi phi giao
hang c¢6 muc d quan trong giam khi thu nhép cua
khach hang ting 1én. Dic biét, khong giéng nhu cac
muc thu nhap khac, nhom nguoi c6 thu nhap trén 15
tridu coi trong thoi diém giao hang hon kha ning
theo doi don hang.

5. Thao luan va két luan
Cdc thudc tinh giao hang chdng cuoi

Nghién ctru chi ra rang phi giao

hang la thudc tinh quan trong nhat

trong viéc hinh thanh s& thich cua

Thugc tinh Ty 1¢ mirc d quan trong (%)
Toc dd giao hang 25.467
Thoi diém giao hang 16.167
Phi giao hang 38.226
Kha niing theo ddi don hang 20.140

nguoi tiéu dung khi lya chon dich vu
giao hang chang cuoi, tiép theo 1a toc

(Nguon: Két qua tir phan mém SPSS 20.0)

Béng 5 cho thdy phi giao hang c6 mirc do quan
trong 16n nhit véi 38.226%, va la thudc tinh ma
khach hang quan tAm nhét khi lya chon céc tiy chon
giao hang. Két qua nay van ding ngay ca khi cac
thudc tinh khac ciia hoat dong giao hang ching cubi
nhu kha nang theo ddi don hang... dugc thém vao.
Déi v6i cac thude tinh khéc, gid tri quan trong giam
khi di chuyén tir tbc do giao hang dén kha ning theo
ddi don hang. Thoi diém giao hang dugc danh gid 1a
thudc tinh kém quan trong nhét ddi v6i ca ba danh
muc san pham.

* Mirc do quan trong cua thugc tinh theo nhdn
khdu hoc va tudn sudt mua hang

Phuong phap phan tich phuong sai (ANOVA) da
duoc sir dung trong bai bao dé so sanh murc do quan
trong cua cac thudc tinh khac nhau gitta cdc nhom.
Két qua cho thdy két qua danh gia c6 su khac biét
dang ké vé& mit thong ké giira nhém gidi tinh va thu
nhap. Bang dudi day thé hién muc d6 quan trong
cua timg thude tinh theo cac nhom nhén khau hoc va
tAn sudt mua hang truc tuyén (bang 6):

Két qua cho thiy nir giéi quan tdm nhiéu hon t6i
phi giao hang trong khi nam gi6i lai quan tim nhiéu

do giao hang, kha nang theo ddi don

hang va cudi cung 1a thoi diém giao

hang. Két qua cua nghién ctru hién tai
phut hop v6i nghién ciru lién két cia & ctg (2012).
Nghién ciru ctia ho da chirng minh ring gia ca, toc
d6 giao hang va theo di don hang 1a ba bién quan
trong nhét trong quyét dinh lya chon cua nguoi tiéu
ding trong ban 1& tryc tuyén. Tuy nhién, trong
nghién ctru ciia Garver (2012), chi ¢6 hai muc d6 gia
dugc st dung trong phan tich két hop. Cac murc gia
nay twong dbi xa nhau (hai mirc phi giao hang la
giao hang mién phi va $29.90), vi vay c6 thé khong
c6 gi dang ngac nhién ddi véi viéc khach hang s& wa
thich thudc tinh giao hang mién phi. O khia canh
khac, néu phi giao hang cao thi duong nhu khong
kha thi tai thi truong Ha Noi, boi nhiéu nghién curu
da chi ra ring, mirc phi giao hang ma nhiéu ngudi
tiéu dung Ha Noi chap nhén chi dao dong tir mién
phi dén trén duéi 30,000 VND. Vi thé, trong khuén
khé nghién ctru ndy, nhom tac gia da dua ra bbn mirc
gia khac nhau, dleu nay s€ gitip cho chung ta c6 cai
nhin cu thé hon v& viéc xem xét ngudi tidu dung sin
sang danh ddi phi giao hang véi cac tuy chon giao
hang khac hay khong. Két qua nghién ctru vé thi ty
tAm quan trong cac thudc tinh GHCC trong nghién
ctru nay dang c6 phan nguoc lai voi nghién ctru cua
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Bang 6: Murc do quan trong cua cdc thudc tinh theo nhan khdu hoc va tan sudt mua hang

Mitc d§ quan trong cia tirng thudc tinh
Nhém Thanh phén Tée db Thoi phi | Khanang
. L diém . \ theo doi
giao hang oiao hang giao hang don hang
Giéi tinh Nam 29.350 17.594 33.246 19.811
Nir 22.366 15.027 42.204 20.402
Do tudi Duéi 18 tudi 29.213 20.288 31.450 19.049
Tl 18-25 tudi 25.372 15.393 39.796 19.439
Tur 25-40 tudi 23.036 17.975 37.950 21.038
Trén 40 tudi 29.648 21.065 23.641 25.646
Thu nhap Dudi 7 triéu 24.920 14.957 40.036 20.087
hang thang Tur 7-10 triéu 25.577 17.158 37.985 19.280
(VND) Tur 10-15 triéu 26365 | 19.686 | 31952 | 21.997
Trén 15 triéu 29.213 20.288 31.450 19.049
So l1an mua Thap (1-2 1a
hine TVDT p (1-2lan) 24372 | 17653 | 35661 | 22313
qubc té trung | Trungbinh 3-101an) | »ces7 | 13105 | 44502 | 15496
binh trong ]
mot nim Cao (Trén 10 lan) 28521 | 14.643 | 38489 | 18348

(Nguon: Két qua tir phan mém SPSS 20.0)

Xing & ctg (2010). Cu thé, trong nghién clru cta
Xing & ctg (2010) thi tdc d6 giao hang méi 1a yéu
t6 quan trong hang dau dbi v4i nguoi tiéu dung tai
Anh, va quan trong hon nhiéu so véi phi giao hang.
Piéu nay trai nguoc véi mirc do ua thich ciia khach
hang truc myén tai Ha Ni khi ho danh sy quan tdm
ctia minh vao tdc d6 giao hang it hon so v&i phi giao
hang. Su trai nguoc nay c6 thé dugc giai thich ring
ngudi tiéu dung tai Anh nhin chung ¢6 mirc sdng tot
hon nén ho s€ tap trung nhiéu hon vao céac tién ich
phi gia khi mua sam truc tuyén.

Két qua nghién ctru trong dé tai ciing chi ra rang
kha nang theo doi don hang c6 mic do quan trong
cao hon so véi thoi diém giao hang. Piéu nay chung
to, nguoi tidu dung tai Ha Noi quan tdm dén véan dé
kiém soat lich trinh don hang ctia minh ngay sau khi
dat hang trén cac trang TMDT. Dic biét ddi voi
hang héa phi bién gioi, viée theo di don hang la vo
cling can th1et vi nd lién quan téi cac hoat dong van
chuyén qudc té va thong quan hang hoa. Cac cong

khoa hoc

cu theo ddi don hang gitip loai bo sy khong chic
chin trong giao hang va mang lai cho ngudi tiéu
dung cam giac kiém soat dugc don dit hang cia ho
trong thoi gian giao hang. SO lan ngudi tiéu dung
theo ddi trang thai cua don dat hang tryc tuyén tang
1én cling vé6i su cham tré ctia viéc giao hang (Rao &
ctg, 2011). Piéu nay kha phu hop tai thi truong Ha
NOoi, khi hé théng co s ha téng chua phat trién, tac
nghén giao thong kéo dai va co ché quan 1y xut
nhap khau hang hoa théng qua TMDT chua hoan
thién, khién kéo dai thoi gian gian giy cham tré
trong giao hang. Do d6, nguoi tiéu dung thuong céd
thoi quen kiém tra lich trinh don hang, dic biét trong
truong hop cac don hang thuong xuyén duogc giao

muon hon so voi thoi gian dat ra ban dau.

Phdn khuc nguwoi tiéu dung

Mic di phi giao hang c6 tim quan trong 16n d6i
v6i ngudi tiéu dung, phan tich nay chi ra ring ¢
nhirng phan khic ngudi tiéu dung ciing coi trong cac
khia canh khac. Cu thé, so thich ctia nguoi tiéu dung
=
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dbi voi cac thudc tinh giao hang, & mot murc do nhét
dinh, phy thudc vao nhan khéu hoc. Diéu nay trai
nguoc voi phat hién ctua Bellman & ctg (1999) ring
nhan khau hoc khéng anh huéng dén hanh vi mua
clia nguoi tiéu dung trong ban 1& truc tuyén. Tuy
nhién, két qua nghién ctru ciing cho thiy rang khong
phai tt ca cac dic diém nhan khau hoc déu cé anh
hudng dén sy lwa chon céc tiy chon giao hang trong
ban 1é truc tuyén. Cu thé, su khac biét vé do tudi va
tan suat mua hang khong dan dén cac phan khuc
nguoi ti€u dung khac nhau trong TMDTXBG va
ciing khong din dén sy khac nhau vé s thich déi
vai cac thudce tinh GHCC.

Ham y chinh sdch

Bai nghién ciru cho thay rang ngudi tiéu dung
coi trong nhit phi giao hang thap khi dwa ra quyét
dinh vé cac lya chon giao hang cho cac don dat hang
tryc tuyén cua ho. V6i xu hudng nay, viée cung cap
giao hang mién phi duong nhu 1a mot chién luoc
quan trong dé thu hat va lam hai 1ong nguoi tiéu
dung tryc tuyén. Tuy nhién, diéu quan trong can luu
¥ 14 nghién ctru nay ciing chi ra rang khong phai tat
ca nguoi tidu dung déu nhay cam nhu nhau véi phi
giao hang. Do vy, viéc cung cdp giao hang mién
phi cung véi céac loai hinh giao hang tra phi khac
nhau (vi du: giao hang nhanh hoédc giao hang theo
thoi gian) ¢6 thé 1a mot chién lugce giao hang hiéu
qué cho cic cong ty. Piéu nay cho phép nha ban 1¢
thu hat khong chi nhitng nguoi tiéu dung truc tuyén
nhay cam véi phi giao hang thap ma con ca nhiing
nguoi tiéu dung it nhay cam on va thich cac lya
chon tién lgi hon. Tuy nhién, vi nguoi tiéu dung
nhin chung rat nhay cam voi gia ca, nén cac nha ban
1é can dam bao rang cac khi tuy chon giao hang dat
hon can song hanh v6i dich vu tot hon dang ké so
v6i giao hang mién phi. Thong qua két qua nghién
cuu, cac cong ty, don vi van chuyén, nha ban 1é tai
Ha Noi c¢6 thé két hop cac thude tinh trong mot tiy
chon dua ra cho khach hang dé co thé vira dap g
duoc nhu cdu cia khach hang lai vira ddm bao dugc
loi nhuan cua minh.

Bén canh mot sb két qua dat dugc, nghién clru
nay ton tai mot s6 han ché nhat dinh.

Thir nhdt, cac cau hinh két hop dugc sir dung
trong nghién ciru ndy bao gdm bén thudc tinh. Mot

s6 thudc tinh khac ciing c6 thé duoc ngudi tiéu dung
quan tam khi lya chon cac phuong 4n giao hang,
ching han nhu d6 tin cdy giao hang ciia nha ban 1¢
hay viéc déng géi san pham, chwa dugc xem xét
trong nghién ctru. Ngoai ra, lién quan dén tim quan
trong cua phi giao hang, nhom nghién ctru chi tép
trung giao hang mién phi vo diéu kién ma di bo tuy
chon giao hang mién phi dya trén ngudng gia tri don
hang tdi thiéu. Nghién ctru trong twong lai ciing nén
giai quyét va nghién ctru cac chién lugc phi van
chuyén thay thé nay.

Thit hai, nghien cu’u nay sir dung phuong phap
phan tich lién két truyén thong két hop v6i thiét ké
truc giao cho phép tac gia kiém tra tim quan trong
cua cac thugc tinh chu khong phai tic dong tuong
tac cua ching. Nghién ctru trong tuong lai co thé
diéu tra cac tac dong tuong tac co thé co giira thudc
tinh nay.

Cudi ciing, d6i twong nghién ciru bai bao nay la
hang hoa TMDTXBG noi chung ma chua phan loai
timg mat hang. Bai 18, d6i voi timg mat hang khac
nhau, khach hang s€ c6 nhitng sy ua thich khac nhau
vé cac yéu to anh hudng toi hoat dong GHCC. Cac
nghién ctru tiép theo c6 thé can nhéc phan chia hang
hoa thanh cac nhom khac nhau dé cé cai nhin tong
quan va cu thé hon vé s& thich ciia nguoi tiéu dung. ¢
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Summary

Last-mile delivery plays a crucial role in e-com-
merce in general and cross-border e-commerce in
particular. More specifically, this activity has a huge
impact on the end customers' online shopping satis-
faction and experience. The objective of this paper
is to explore the attributes of cross-border e-com-
merce last-mile delivery and the end-consumer pref-
erence for these attributes. To achieve the research
objectives, conjoint analysis has been employed to
analyze the assessment of customers in Hanoi on the
attributes of last-mile delivery. The results of the
study have revealed that delivery charge is the most
important attribute which help shape consumers'
preference in cross-border e-commerce, followed by
delivery speed, tracking order and delivery time.
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