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Tém tit

Trong hoan canh Khoa hoc Céng nghé phat trién, viéc mua sam khong con bi giéi han bai khoang
cach dia Iy ciing nhu tré nén tién loi hon voi ngudi tiéu ding véi sy ra doi ciia cac nén tang Thuong
mai Dién tir. Dich COVID bung nd dua ngudi tiéu ding dén gan hon véi viéc mua sim online, mé
ra nhitng co hdi méi cho cac doanh nghiép. Thuong mai Pién tir 1a mét thi truong dﬁy tiém nang.
V& co ban, cac doanh nghiép noi chung va cac si€u thi noi riéng da nhan thuc duge sy can thiét
clia viéc day manh cac kénh mua sam tryc tuyén, tuy nhién khong phai doanh nghiép nao ciing c6
nhitng cai thién ding va kip thoi dya trén hanh vi va sy hai long cua nguoi tiéu dung. Do do,
nghién ctru dugc thyuc hién nhim khéo sat va kiém dinh cac yéu td anh hudng dén sy hai long cua
nguoi tiéu dung tryc tuyén.

Tiwr khoa: sy hai long, nguoi tiéu dung truc tuyén, thuong mai dién ti, siéu thi, dich COVID.

STUDY ON FACTORS AFFECTING ONLINE CONSUMER SATISFACTION OF
SUPERMARKETS IN HO CHI MINH CITY

Abstract

In the context of science and technology development, shopping is no longer limited by
geographical distance and becomes more convenient for consumers with the advent of e-
Commerce platforms. The outbreak of COVID brings consumers closer to online shopping,
opening up new opportunities for businesses. Electromagnetism is a potential market. Basically,
businesses in general and supermarkets in particular have been aware of the need to promote online
shopping channels, but not all businesses have made timely and correct improvements. on
consumer behavior and satisfaction. Hence, research is conducted aimed at surveying and
determining the factors that affect online consumer satisfaction.

Keywords: satisfaction, online consumers, e-commerce, supermarkets, COVID translation.

1. D3t vin dé

Dich Covid-19 dién bién phirc tap, nguoi tiéu dung Viét da c6 nhimng thay doi dang ké trong
théi quen sinh hoat va tiéu dung. 47% sb nguoi Viét Nam duoc hoi da thay ddi thoi quen an udng;
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60% thay ddi cac hoat dong giai tri, vui choi; 70% xem xét lai ké hoach du lich ctia minh va 44%
cho rang ngudn thu nhap cta ho di bi anh huong. C6 thé thiy, Covid-19 khong nhiing tac dong
dén hanh vi chung ma con dén ca viéc mua sim tai cac trung tdm siéu thi. Pac biét, Chi thi 16/
CT-TTg duogc ban hanh yéu ciu dam bao gidn cach xi hoi, giit khoang cach giita cac ca thé, cong
dong nham giam thiéu nguy co 1ay nhiém cong dong di lam cac hoat dong thuong mai bi anh
huéng nang né.

Chuyén dich nén tang hoat dong kinh doanh 1én nén tang thuong mai dién tir 1 mot trong
nhing 15i thoat cho cac doanh nghiép va cac siéu thi noi riéng. Nhimg nén taing TMDT nhu Shopee,
Lazada, Tiki, ... d4 c6 nhiing tang truong vuot bac. Luong truy cdp mua sim trén san thuong mai
dién tir hién ting hon 150% so v&i cing ky ndm trude. S6 lugng khach hang truy cap cic san cling
tang truong an tuong véi khoang 3,5 triéu lugt khach/ngay. Doanh s6 thu tir cic hoat dong kinh
doanh qua thuwong mai dién tir da ting gan gap 5 lan so v6i ndm 2019, dat 123 ty dong. Nguoc lai,
nhitng website ban hang cua céc sié€u thi. lai chua ¢ nhiéu tién bo.

C6 thé n6i, TMDT dang 1a mot xu hudng tat yéu trong nganh ban 1¢, dich COVID bung nd
dua dén nhiéu co hoi cho nhitng doanh nghiép c6 thé ndm bat duoc thoi co. Nhitng siéu thi can c6
nhiing giai phap kip thoi dé cai tién nén tang ban hang truc tuyén ctia minh khi nhiing website ctia
cac siéu thi chua duoc tan dyung triét dé va dem lai nhidu loi nhuén. Diéu nay dit ra vin dé nghién
ctru sau hon hanh vi tiéu ding ctia khach hang trén cac website ban hang truc tuyén cta cac siéu
thi va cu thé 14 cac yéu t6 anh hudng dén mirc d6 hai 10ng ctia ngudi tiéu dung dé nang cao mirc
d6 hai long cta ngudi tiéu ding truc tuyén. Khi mirc d6 hai long tang 1én, ngudi tiéu ding s& ¢6
xé4c suit mua sdm cao hon (Jiradilok, Malisuwan, Madan & Sivaraks, 2014).

Tru6c day di c6 nhitng nghién ciru vé& murc do hai long cia nguoi tiéu dung truc tuyén, vi du
nhu nghién cuu “Serqual: A multiple - item scal for measuring consumer perceptions of service”
ctia Parasuraman, Zeithaml & Berry thyc hién nim 1988 da dwa ra cong cu nghién ciru dung dé do
ludng chét lugng dich vu bang cach nam bét nhimg mong doi va nhan thirc ctia ngudi tiéu ding
dua trén 5 chiéu chat lugng dich vu la Serqual, nghién ctru “ Factors influencing customer
sastisfaction level in an e — commerce platform: a case study analysis of Digikala in Iran” cta
Irantaj & Huseynov niam 2018 tap trung vao viéc nghién ctru sy hai 1ong v6i mé hinh mua sim
tryc tuyén va bd khuyét vao nén tang thuong mai dién tor B2C ¢ Iran. Hay & Viét Nam, cac nghién
clru “Céc yéu t6 anh huong dén long trung thanh cta khach hang khi mua sim truc tuyén” cia
Ngo Qubc Chién va Nguyén Qué Thanh thuc hién nam 2016. Mic du cac nghién ciru trude day da
cung cp nhitng hé thong mé hinh, dinh nghia va cac két qua vé nghién ciru cac yéu td tac dong
dén su hai 1ong ctia ngudi tiéu dung truc tuyén, dé c6 thé nghién ciru chinh xac hon ddi tuong
nghién ctru trong pham vi dé tai, cic nghién ctru van can ¢ nhimng chinh sira, bd sung va thay doi
trong mo hinh nghién ctru, phuong phép nghién ctu va dir li¢u thu thap.

1. Phuong phap nghién ciru
Phwong phap thu thdp div liéu:

Nghién ciru thuc hién phuong phap 1y mau xac xuat, bang hoi duoc giri dén nguoi dung
thong qua Google Form, dua 1én cac trang mang xa hdi nhu Facebook, Zalo va qua thu dién ti
cung 161 moi khao sat, cac cude phong vén truc tiép dugc thuc hién véi 20 ngudi trong s6 500 mau

FTU Working Paper Series, Vol. 1 No. 2 (06/2021) | 187



da thyc hién khao sat. Viéc phong van sdu mot bd phan mau khao sat s& gitip nghién ciru co thé
tim hiéu sau hon vao chi tiét hanh vi va mac d6 hai long cta nguoi tiéu dung.
Phwong phap xac dinh c6 mau:

Dbi véi qua trinh chon mau, nghién ctru nay sir dung phuong phap 1y mau phi xac suat véi
1§y mau thuan tién. Nhom sé tién hanh tham dinh va kiém tra do tin cay dé dam bao tinh hop 1€ va
do tin cay ctia bang hoi. D6i véi phan tich hdi quy da bién, ¢& mau téi thiéu can dat dugc tinh theo
cong thirc 1a n=50 + 8*m (m: s6 bién doc lap) (Tabachnick & Fidell, 1996). Trong d6 m la sb
lugng nhan t6 doc lap, chu khong phai 1a sb cau hoi doc 1ap. Vay tb1 thiéu phai c6 114 mau.

D6i voi phan tich phuong phap phan tich nhan t6 khim pha EFA, dua theo nghién ciru ctia Hair,
Anderson, Babin & Black (2010) thi kich thudc mau tdi thiéu phai gap 5 1an tong s6 bién quan sét.
Vi nghién ciru nay, kich thude mau téi thiéu phai 1a n=23*5= 115 mau. Khi lya chon s6 luong mau
phai thoa ca hai cong thirc trén, va nguyén tic 14 s& chon nhiéu mau dé khong thiéu mau. Nghién ctru
nay sir dung ca 2 phuong phap trén nén s6 luong mau t6i thiéu phai 1a 115 mau. Nhém quyét dinh
thuc hién.

Phwong phap phan tich div liéu:

Nghién ctru str dung cd hai phuong phap phan tich dinh lugng va dinh tinh. Dit liéu dinh lugng
gom cac bang hoi dugc thiét ké thanh 2 phan chinh: cac cau hoi lién quan dén thong tin ci nhan
nhu tudi tac, giudi tinh, thu nhap va phﬁn thtr 2 duoc thiét ké dé uée luong chét lugng dich vu
dugc cam nhén va muc do hai long cua khach hang.

Nghién ctru nay sir dung thang do Likert véi 5 murc do tir “rat ddng y”” dén “khong dong y” dé
do luong muc do hai long cua khach hang st dung dich vu tai cac trang web site ban hang ctia cac
siu thi véi cac bién quan sat ma nhom tac gia sé thiét ké. Nhom tac gia quyét dinh chon thang do
5 diém vi thang do nay dugc sir dung & cic nghién ctru trudce lién quan va ndé phu hop véi doi
tugng khao sat 1a nguoi st dung dich vu, giup nguoi dugce khao sat khong thay khé khan khi tra
161 (Babakus & Mangold, 1992).

2. Mo hinh nghién ciru dé xuat va cac gia thuyét nghién ciru
Tac gia dua ra mo6 hinh nghién ctru d€ xuat dua trén cac cén ctr nhu sau:

Thir nhdt, dé bao ham vé phan tmg ciia ngudi tiéu dung khi mua sam tryc tuyén, tac gia van
dung dinh nghia cua Kotler nam 2000 nhu da néu & trén: “Su hai long nhu 1a mot cam giac hai
long hodc thét vong cua mot nguoi béng két qua cua viéc so sanh thuc té nhan duoc cua san phém
(hay két qua) trong mdi lién hé v6i nhitng mong doi cia ho” 1am dinh nghia phat trién nghién ctru.
Tir d6 chi ra nhimng yéu t6 c6 thé tao nén cam giac hai 10ng trong mdi lién hé véi nhitng mong doi
cua ho.

Thit hai, nhom tac gia xem xét cac mo hinh nghién ctru lién quan ndi bat, trong d6 14 mo hinh
nghién ciru vé 5 yéu t6 tao nén sy hai long SERVQUAL ciia Parasuraman va nghién ctru di sau vé
su hai long ctia nguoi tiéu dung truc tuyén trong méi trudng thuong mai dién tir ciia Liu X va cong
su nam 2008 nham tim ra diém twong dong gitta nghién ciru bao quat va nghién ciru chi tiét, tir 4o
phat trién mé hinh nghién ciru hoan thién dam bao khong bi sot cac nhan té anh hudng.

Thir ba, nhom tac gia xem xét thém mot mo hinh vé sy hai long khi mua hang online cta Lin
va cong sy (2011) nham tim ra diém méi ngoai hai mo hinh phia trén, qua d6 nhém téc gia nhan
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thiy minh da tim dugc diém méi dé hoan thién hon nita mé hinh ciia ban than 1a chdt lwong giao
hang va gid cd cam nhdn 13 hai yéu t6 ciing gop phan anh huong dén sy hai long cta ngudi tiéu
dung khi mua sim online.

Dua trén 3 can cir o, nhom téac gia xay dung moé hinh nghién ctru dé xuat nhu sau:
Céc gia thuyet nghién ciru:

Xuat phat tir mdi quan hé ban chét giita cac nhan td trong mé hinh dé xuat, nhom tac gia dua
ra cac gia thuyét sau:

H1: Chét luong thong tin san pham co tac dong thuan chiéu dén sy hai long clia ngudi tidu
dung khi mua sim tuyén tai website cta siéu thi

H2: Thiét ké trang web ban hang c6 tic dong thuan chiéu dén sy hai 1ong ctia nguoi tiéu dung
khi mua sim tryc tuyén tai website cua siéu thi

H3: Chat luong hang hoa co tac dong thuan chiéu dén sy hai 1ong cta nguoi tiéu dung khi
mua sdm truc tuyén tai website cua siéu thi

H4: D¢ tin cay cuia siéu thi cé tac dong thuédn chiéu dén sy hai 1ong ctia nguoi ti€u dung khi
mua sam tryc tuyén tai website cua siéu thi

H5: Chat lugng phan hoi cta trang web co tac dong thuan chidu dén su hai long ciia ngudi
tiéu dung khi mua sdm truc tuyén tal website cua siéu thi

H6: Tinh ca nhan hoa/D§ bao mat c¢6 tac dong thuan chiéu dén su hai long cua nguoi tiéu
dung khi mua sim tryc tuyén tai website ciia siéu thi

H7: Phuong thic thanh toan c6 tac dong thuan chiéu dén sy hai long cta ngudi tiéu dung khi
mua sim truc tuyén tai website cta siéu thi

H8: Gia cad nam trong cdm nhan cta khach hang c6 tac dong thuan chiéu dén su hai long cua
nguoi ti€u dung khi mua sam tryc tuyén tai website ctia siéu thi

H9: Chat lugng viéc thuc hién giao nhan hang hoa cé tac dong thuan chiéu dén su hai long
ctia ngudi tiéu dung khi mua sdm truc tuyén tai website ciia siéu thi.
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Hinh 1. M6 hinh nghién ctru

3. Két qua nghién ciru:

3.1. Pdnh gid thang do bing hé sé Cronbach’s Alpha cho cdc khdi ni¢gm nghién civu:

Pé xem xét murc do tin cay cua dir liéu, nhém nghién curu s dung hé sb tin cay Cronbach’s
Alpha dé danh gia mirc do tin cdy ciia cac thang do. Cach nay giup nhan biét va loai bo cac bién
quan sat khong da do tin cay (co hé sé Cronbach’s Alpha nho hon tuong quan bién tong <0.3).
Theo Hongaf Trong va cong sy (2008), cac thang d6 duoc st dung phai dam bao dugc hé sb
Cronbach’s Alpha 16n hon hoidc bang 0.6Bang 1 va Bang 2 dudi diy sé& chi ra hé sé twong quan

cua nghién ctru sau khi thyc hién tong hop tur s6 1i€u khao sat.

Bang 1: H¢ s6 Cronbach’s Alpha chung ciia 9 bién

Reliability Statistics

Cronbach's Alpha

891

Nguon: Nhom nghién ciru tong hop tir s lidu khao sat

Murc gié tri hé s Cronbach’s Alpha can phai dam bao tiéu chuan tir 0.6 trd 1én (Hong, 2008)

Céc muc tiéu chuan cua hé s Cronbach Alpha:
Tir 0.8 dén gan bang 1: thang do ludng rat tdt.
Tir 0.7 dén gan bang 0.8: thang do ludng sir dung tot.

Tir 0.6 tro 1én: thang do luong du diéu kién.

Nghién ciru c6 hé s6 Cronbach’s Alpha chung twong di cao, 1én dén 0.891. Piéu nay cho

thdy thanh do c6 d¢ tin cdy nhin chung kha tét.
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Bang 2. Hé s6 Cronbach's Alpha ctia timg bién quan st

Hé s6 Cronbach's Alpha riéng

1. thong tin 0.757
2. thiet ke 0.831
3. chat luong 0.732
4. tin cay 0.700
5. phan hoi 0.715
6. ca nhan 0.631
7. thanh toan 0.854
8. gia 0.940
9. giao hang 0.900

Nguon: Nhom nghién ciru tong hop tir s lidu khao sat

Hé s Cronbach’s Alpha riéng ciia cac bién ciing trong cao dao dong tir 0.7 cho dén 0.94. Do
d6, 9 bién quan sat nay c6 co s dir liéu dang tin cdy va s& duoc st dung trong cac phan tich nhan
t sau nay.

4.2 Pdinh gid thang do bang phén tich EFA cho cdc khdi niém nghién ciru

Tir 9 nhan t6 trong thang do, tac gia bit dau tién hanh chay SPSS phén tich nhén t6 kham pha.
Trong d6, nhom sir dung phwong phap trich Pricipal components véi phép xoay Varimax dé phan
tich va loai bo cac bién co gia tri Factor Loading bé hon 0.5 ra khoi mé hinh.

4.2.1 Kiém dinh KMO va Barlett

Tiéu chuan ciia phuong phép phan tich nhan t6 1a chi s6 KMO phai 16n hon 0.5 (Garson, 2003)
va kiém dinh Barlett’s ¢ mirc ¥ nghia sig < 0.05 dé chimg to dit liéu ding phén tich nhan t6 1a
thich hop va giita cac bién co twong quan v6i nhau. Gia tri Kaiser-Meyer-Olkin Measure of
Sampling Adequacy (KMO)=0.805.

Két qua phan tich nhan t6 cho thay chi s6 KMO 13 0.805 > 0.5, diéu nay chimg t6 dit liéu ding
dé phan tich nhan t6 1 hoan toan thich hop.

Két qua kiém dinh Barlett’s 1a 1507.567 v6i mitc y nghia Sig. = 0.000< 0.05,ltc nay bac bo
gia thuyét HO: cac bién quan sat khong c6 twong quan véi nhau trong tong thé. Nhu vay gia thuyét
vé ma trén twong quan giita cac bién 1a ma tran dong nhat bi bac bo, tirc 1a cac bién c6 twong quan
v6i nhau va thoa didu kién phan tich nhén td.
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Bang 3. Hé s6 KMO va Barlett ctia nghién ciru

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 805
Bartlett's Test of Sphericity Approx. Chi-Square 1307.567
df 435
Sig. .000

Ngudn: Nhom nghién ctru tong hop tir s6 liéu khao sat
4.2.2 Figenvalues va phuong sai trich:

Thuc hién phan tich nhan t4 theo Principal components véi phép quay Varimax.

Két qua cho thay 27 bién quan sat ban dau dugc nhom thanh 9 nhom.

Gi4 tri tong phuong sai trich = 64,225% > 50%: dat yéu cau; khi d6 co thé néi rang 5 nhén t6
nay giai thich 64,225% bien thién cua dir liéu.

Gié tri hé s6 Eigenvalues ctia cac nhan t6 déu cao (>1), nhan t6 thir 9 c6 Eigenvalues thap nhat
la 1,049> 1

H¢ so tai nhan to (hay con goi la trong sO nhan t0) c¢6 the hiéu la mdi tuong quan gitra bien
quan sat voi nhan to. Tri tuyét doi hé so tai cua bién quan sat cang cao, nghia la tuong quan gitra
bién quan sat d6 véi nhan to cang 16n va nguoc lai.

Ma tran nhan t6 véi phuong phap xoay Varimax:

Céc h¢ s0 tai nhan to déu 16n hon 0.5, va khong c6 trudong hop bién nao cung lic tai 1én cd hai
nhan to véi hé so tai gan nhau.Nén cac nhén to ddm bao dugc gia tri hdi tu va phan biét khi phan
tich EFA. Ngoai ra khong c6 su x4o tron cac nhan to, nghia la cau hoéi ciia nhan to nay khong bi
nam 1an 16n véi cau hoi ciia nhan t6 kia. Nén sau khi phan tich nhén to thi cac nhéan to doc lap nay
duoc gilt nguyén, khong bi tang thém hodc giam di nhan to.

Bang 4. Ma tran xoay Varimax

Rotated Component Matrix?®

Component

1 2 3 4 5 6 7 8 9

thietkel .674

thietke2 .623

thietke3 585

tincay1 785

tincay?2 761

tincay3 .700

cluongl 721

cluong3 617

cluong?2 521
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thanhtoan1 .768

thanhtoan?2 747
thanhtoan3 729

canhan3 512

canhanl .509

canhan2 521

gial .822

gia2 .803

gia3 782

phanhoil .604
phanhoi2 .561
phanhoi3 .556
thongtinl .684
thongtin2 .624
thongtin3 569

giaohang1 723

giaohang?2 716

giaohang3 107

Ngudn: Nhom nghién ctru ty tong hop
4.2 Hoi quy:

Phan tich hoi quy duogc thyc hién dé kiém tra mdi quan h¢ giira chat lugng dich vu thuong mai
dién tir B2C v&i sy hai long cua khach hang tai Viét Tri. Tac gia st dung phuong phap Enter dé
phéan tich hoi quy 09 nhén td cua chat lugng dich vu thuong mai dién tr va su hai long. Hé sb xéc
dinh R2 hiéu chinh dugc dung dé danh gia ¢6 phu hop ctia mo hinh .

Model R R-square Std. Error of  Durbin-Watson
the Estimate
1 .883% 0.78 0.30133 1.839

R-Square 1a 78% cho thdy mé hinh nghién ciru giai thich dugc 78% su bién thién ciia bién
phu thude. Phan con lai 22% duoc gidi thich boi cac bién ngoai mod hinh va sai sb ngﬁu nhién. Hé
s6 Durbin — Watson nam trong khoang tir 1,5 dén 2,5 nén khong c6 déu hiéu tuong ty tuong
quan chudi bac nhét xay ra.
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Coefficients?

Standardized
Unstandardized Coefficients  Coefficients
Model B Std. Error Beta
1 (Constant) 4.075 .891
tb thiet ke .086 144 .260
tb ctin cay .070 167 348
tb cluong .143 158 401
tb thanh toan
102 175 367
tb ca nhan .082 162 .163
tb gia .017 165 412
tb phan hoi 139 191 191
tb thong tin 017 177 312
tb giao hang
264 174 466

4.575

594

419

905

.585

.506

.101

729

.096

1.516

Sig.

.000

553

676

367

.559

613

920

467

924

132

a. Dependent Variable: tb hailong

Gia tri Sig. Kiém dinh t hé s hoi quy cua cac bién doc lap déu nhé hon 0.05. Do do, cc bién
doc 1ap nay déu co y nghia giai thich cho bién phu thudc, khong bién nao bi loai khoi mé hinh.
Budc dau céc tiéu chi déu thoa man phii hop véi mé hinh hdi quy. Cac hé s6 hdi quy chuén hoa

Beta déu 16n hon 0. Nhu vay tat ca cac bién doc 1ap dua vao phan tich hdi quy déu tac dong ciing

chiéu téi bién phu thudc. Dya vao d6 16n cua hé s6 hoi quy chuin hoa Beta, thir tu muc do tac

d6ng tir manh nhat t6i yéu nhét ciia cac bién doc 1ap t6i bién phy thudc TB hai 1ong nhu sau : giao

hang > gia > chat luong > thanh toan > tin cay > thong tin > thiet ke > phan hoi.

4.3 Mé hinh héi quy:

Phuong trinh héi quy :

Hai long = 0.260 hiet ke+0.348 tin cay +0.401chat luong+ 0.367 thanh toan + 0.163 ca nhan
+0.412 gia+ 0.191 phan hoi +0.312 thong tin + 0.466 giao hang.

Nhu vy, md hinh nghién ctru da chap nhan 9 gia thuyét nghién ctiru dé xuat ( muc 3)

Két luan:

Vi hé s6 Beta thu duge thi yéu t6 thiét ké co tac dongt ich cuc dén yéu t6 hai long, cu thé

Hé sb Bé ta = 0.260. Tuong tu cdi cac yéu td cac déu cb tac dong tich cuc 1én mirc d6 hai long
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clia ngudi tiéu dung tryc tuyén, theo thi ty 1an lugt voi cac hé sb 1a: 0.348; 0.401; 0.367; 0.163;
0.412; 0.191; 0.312; 0.466..

THAO LUAN VA KIEN NGHI

Véi két qua nghién ctru thu duoc, yéu té giao hang cé tac dong 16n nhat dén sy hai long cua
ngudi tiéu ding truc tuyén ctia cac siéu thi trong dia ban Thanh phd H6 Chi Minh. Vi thé, cac siéu
thi nén xem xét dén viéc phat trién va nang cao chat lugng hé thdng giao hang ctia minh. Viéc giao
hang nhanh, can than duoc chii ¥ va danh gia cao, tac dong 16n dén mirc do hai long, néu cac siéu
thi khong c6 hé théng va nhan luc dé giao hang doc lap, cac si€u thi co thé xem xét viéc lién két
cing cac don vi giao hang khic dang rat phat trién nhu: giaohangtietkiem, lalamove,
giaohangnhanh, ...

Chét lugng san pham c6 hé s6 Bé ta twong ddi cao, thé hién nguoi tiéu ding co6 mirc do hai
1ong cao hon véi viéc nhan dwgc san pham c6 chit lwong tét. Cac thong tin duoc cung cip trén
trang web ciing can phu hop va khdp véi san pham giao thuc té. Nhiing thiét ké trang web nén
dugce b tri gon gang, cac icon dugc su dung nén dugc thiét ké co tinh minh hoa cao, quy trinh
thanh toan chit ché sé& ting thém sy hai long thanh toan truc tuyén trén cac trang web ... Bén canh
do6, viéc tao moi treong tuong tac gitia khach hang véi nhau ciing nhu cac dich vy cham soc khach
hang cling c6 tac dong tich cuc 1én viéc gay dung su hai long ctia khach hang va gitip khach hang
tang cudng viéc mua sim tryc tuyén hon.

KET LUAN

Nghién ctru di xay dung dugc mo hinh mé ta méi lién hé giita sy hai long cua nguoi tiéu dung
tryc tuyén véi cac yéu td thanh phan. Tir ddy nghién ctru dé xuit cac giai phap dé cac siéu thi c6
thé xem xét trong viéc nang cao hon chit lugng nén tang thwong mai dién tir ctia minh.

Tuy nhién, nghién ctru van con t6n tai nhiéu han ché vé thoi gian va ngudn lyc thyc hién nén
chua thé dai dién cho toan bd cac dia phuong trén toan qudc. Nhitng nghién ctru tiép theo co thé
xem xét va mo rong sé lwong mau quan sét ciing nhu két hop nhiéu hon cac phuong phéap dinh
tinh két hop dinh luong dé co thé tim hiéu sau hon suy nghi va quyét dinh ciia nguoi tiéu dung
truc tuyén.
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