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Tém tit

Trong bdi canh cong nghé s0, thuong mai dién tir (TMDT) va hoat dong kinh doanh dich vu
du lich tryc tuyén ngay cang phat trién tai Viét Nam. TMDT di va dang thay d6i manh mé
hanh vi tiéu ding ciia khach hang, dic biét 1a Gen Z - nhém khach hang c6 muc do tiép can
va st dung cong ngh¢ cao. Muc tiéu chinh cua nghién ctu nay la tap trung danh gid anh
huong cua cac yéu TMDT dén su hai long ctia Gen Z d6i v6i hoat dong kinh doanh du lich
tryc tuyén cua cac doanh nghiép tai Quang Ninh — mét trong nhing dia phuong phat trién du
lich hang dau Viét Nam. Két qua nghién ciru cho thay tinh hiéu qua, tinh ca nhén hoa, tinh
bao mat, tinh kha dung ctia hé thong, su cam nhan tinh hitu ich va niém tin cua khach hang
Gen Z 1a nhitng nhan t6 tac dong chinh dén sy hai 1ong cta khach hang Gen Z t&i E-tourism
tai Quang Ninh. Tir két qua nghién ctru, nhom dé xuat mot sb giai phap gitip doanh nghiép
kinh doanh dich vu du lich truc tuyén t6i wu hoa trai nghiém khach hang, nang cao ning luc
canh tranh va dap ung nhu cau thi trudng ngdy cang cao.
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INVESTIGATING THE IMPACT OF E-COMMERCE FACTORS ON GEN
Z2’S SATISFACTION WITH ONLINE TOURISM SERVICES OF
ENTERPRISES IN QUANG NINH PROVINCE

Abstract

In the context of digital technology, E-commerce, and E-tourism increasingly developing in
Vietnam. E-commerce has significantly transformed consumer behavior, especially among Gen
Z — a customer group with high exposure to and usage of technology. The main objective of
this study is to assess the impact of E-commerce factors on Gen Z’s satisfaction with online
tourism services (E-tourism) in Quang Ninh — one of Vietnam’s leading tourism destinations.
The research findings indicate that efficiency, personalization, security, system usability,
usefulness, and trust are the key factors influencing their satisfaction with E-tourism in Quang
Ninh. Based on these results, the study proposes several solutions to help online tourism
businesses optimize customer experience, enhance competitiveness, and meet the increasingly
high market demands.

Keywords: E-commerce, E-tourism, Gen Z, Customer satisfaction, Quang Ninh

1. Giéi thi¢u chung

Thuong mai dién tir (E-commerce) tai Viét Nam dang phat trién manh mé&, v6i quy mo
thi truong TMPT ban 1¢ (B2C) dat 16,4 ty USD vao nim 2022 (Cyc TMBT va Kinh té s6,
2022) va dy bao s¢€ tang 1én 43 ty USD vao nam 2025 (Google, Temasek va Brain & Company,
2019). Tuy nhién theo Statista (2023), thi phan TMDT trong tong doanh thu ban 1¢ van chi
chiém 7% tai Viét Nam, cho thiy tiém nang khai thac van con rat 1on.

Tai Quéang Ninh, viéc rng dung E-commerce vao kinh doanh dich vu mang lai nhiéu co
hoi nhung cling gap thach thirc nhu han ché vé cong nghé, chét lugng thong tin, bao mat va trai
nghiém ngudi ding (Tran Minh Tuin, 2021). Dic biét, Gen Z — nhém khach hang tiém ning
chiém khoang 25% luc lugng lao dong tinh dén nam 2025 (Nielsen, 2018) — dong vai tro quan
trong trong viéc dinh hinh xu hudng tiéu ding tryc tuyén. Tuy nhién, hién nay chi c6 khoang
15% doanh nghiép dia phuong c6 cam két phat trién du lich xanh, din dén kha ning canh tranh
thap (Lam Phuong, 2022).

Nhu vay, téng quan cac van dé E-commerce ciia E-tourism trong nudc da nhan duoc su
quan tdm chuyén sau trong vai nam tr¢ lai day. Tuy vay s6 luong nghién ctru van con han ché
va chu yéu chi tap trung vao thyc trang, cach thirc ap dung TMDT dén sy hai long cua khach
hang ma chuwa c6 nhiéu nghién ctru tap trung vao anh huong cua E-commerce den su hai long
ctia Gen Z. Do d6, nhom tac gia da quyét dinh thuc hién dé tai “Nghién ciru cac yéu td thuong
mai di¢n tur tac dong dén sy hai long cua Gen Z vé hoat dong kinh doanh dich vu du lich truc
tuyén ctia cac doanh nghiép tai tinh Quang Ninh” nham nhén dién & mirc d6 dap ng nhu cau
ciia Gen Z va hiéu qua tmg dung E-commerce trong E-tourism, ngoai ra con cung cip co so
khoa hoc va cac dé xuat dé cac doanh nghiép néng cao chit luong va phit trién ning luc canh
tranh hiéu qua hon trong thoi dai s6 hoa.

!'Tac gia lién hé, Email: k62.2314513030@ftu.edu.vn

FTU Working Paper Series, Vol. 2 No. 1 (11/2025) | 2



2. Co s& 1y ludn va moé hinh nghién ciru
2.1. Co so'ly lugn
2.1.1. Co 56 Iy ludn vé thirong mai dién tir (E-commerce)

Thuong mai dién tir (TMBT) hinh thanh tir cudi thap nién 1970 va trai qua ba giai doan
phat trién chinh. Giai doan dau (i-commerce) vao 1990s chil yéu cung cép thong tin vé san
pham va dich vu v6i kha nang tuong tac con han ché. Dén giai doan th hai (t-commerce) tir
1995-2005, v6i su xuét hién cta hé thong thanh toan dién tir gitip ngudi tiéu dung giao dich
tryc tuyén dé dang hon, déng thoi doanh nghiép tmg dung phan mém quéan 1y dé t6i wu hoa hoat
dong. Hién nay, TMDT dang ¢ giai doan thir ba (c-Business), noi cac doanh nghiép str dung
ERP, CRM, SCM dé két nbi chit ché voi nha cung cap, khach hang, co quan quan ly va ap
dung héa don, hop dong dién tir, thanh toan truc tuyén rong rii.

Theo Laudon & Traver (2021), E-commerce 1a viéc st dung Internet va cac cong nghé
ky thuat s6 khéc dé thuc hién cac giao dich thuong mai gitra cdc t6 chure, ca nhan va chinh phu,
bao gom viéc trao doi thong tin, san pham va dich vu thong qua cac nén tang tryc tuyen.

Thuong mai dién tir c6 cac dac diém chinh nhu: giao dich hoan toan truc tuyén, pham vi
hoat dong toan cau, yéu cau sy tham gia ctia bén thir ba dé dam bao d9 tin cdy, va hoat dong
lién tuc 24/7. Bén canh d6, TMDT ciing duoc ciu thanh tir 6 yéu t6 bao gom: Giao dién Website,
Chat luong thong tin, Dich vu khach hang, Bao mét thanh toan, Tinh ca nhén hoa, Gia ca. Bay
1a xu hudng tat yeu trong nén kinh té s, mang lai nhiéu loi ich nhu tang co hoi kinh doanh,
giam chi phi va t6i uu hoa giao dich nhung ciing dit ra thach thirc vé bao mat va canh tranh.

2.1.2. Co s6 Iy lugn vé hoat dong kinh doanh dich vu du lich truc tuyén (E-tourism)

Theo Schwabe (2002), “E-tourism 1a mot phan ctia sy chuyén ddi s trong nganh du lich,
noi cac dich vu du lich dugc cung cap qua Internet. E-tourism giiip du khach tim kiém thong
tin, dat phong, mua vé va nhan cac dich vu lién quan ma khong can phai truc tlep dén cac dai
Iy du lich”. E-touism c6 nhimng dic diém: tinh tién loi, nhanh chong, kha nang tiép can toan cau
va loai bo khau trung gian. Vi sy hd tro ciia cong nghé va xu hudng toan cau héa, E-tourism
gitip khach hang két ndi tryc tiép v6i nha cung cap, giam chi phi, ting tinh minh bach va cai
thién trai nghiém du lich.

E-tourism bao gdom ba yéu to chinh: quan trj kinh doanh, quan tri h¢ thong thong tin va
kinh doanh du lich tao thanh hé sinh thai du lich truc tuyén hién dai, t6i uwu hoa hoat dong kinh
doanh va néng cao trai nghiém khach hang. Chung phéi hop chat ch& v6i nhau dé tao nén sy
phat trién tong thé cho E-tourism, gop phan thic day nganh du lich phat trién manh mé, dap
ung nhu cau ngay cang cao ctua khach hang trong thoi dai so.

2.1.3. Co s6 I ludn vé Gen Z

Theo Cindy Nurlaika (2024), Generation Z hay Gen Z la nhém nguoi sinh tir 1997-2012
va thuong duoc goi la theé hé mang do sy ra doi va 1on 1én trong thoi dai cong nghé ngay cang
phat trién cua ho.

Gen Z thudng tim kiém cac dich vu thong qua nén tang s, wa thich ca nhan hoéa trai
nghi¢m va ky vong vao dich vu tién lgi. Ho quan tam dén giao dién website, tinh minh bach
thong tin va sy bao mat trong thanh toan truyc tuyén. Didu nay anh hudng tryc tiép dén quyét
dinh st dung dich vu ctia hg. Ngoai ra, viéc tham khao dénh gia ctia nguoi khac trén céc nén
tang tryc tuyén ciing dong vai trd quan trong trong viéc qua trinh ra quyét dinh mua sam va lya
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chon dich vu ctiia Gen Z. Ho rat quan tam dén tinh bén viing cua san phém/dich vy, trach nghiém
xa hoi ctia doanh nghiép, c6 xu hudng ting hd cac thuong hiéu minh bach vé ngudn gdc san
pham. Piéu nay tao nén thach thic cua cac doanh nghi€p, budc ho phai thich nghi bing cach
thay d6i cong nghé va tdi uu hoa quy trinh dé thu hit nhom khach hang nay.

2.1.4. Thuc trang viéc sw dung E-tourism cua Gen Z tai Quang Ninh

Tai Quang Ninh, chinh quyén dia phuong va cac doanh nghiép noi chung da co sy dau tu
nhat dinh trong cai tién, d6i méi cac hoat dong dich vu du lich tryc tuyén. Qua d6, nhom khach
hang Gen Z ¢ trong va ngoai tinh ¢6 co hoi tiép can véi cac loai hinh dich vu du lich méi. Theo
Cong thong tin dién tir B Van hoa, Thé thao va Du lich (2024), tinh Quang Ninh da day manh
phat trién du lich tryc tuyén qua cong nghé thuc té 4o, s6 héa va gan ma QR céc diém dén, di
tich lich str. Song song, cac doanh nghi€p, cong ty 1t hanh da Umg dung trg Iy du lich thong
minh va hé thong thong tin dia 1y (GIS) dé cung cap ban d6 du lich da ngén ngi, tich hop hudng
dan tham quan va cac tién ich hap dan cho du khach. Hon 80% doanh nghiép du lich trén dia
ban d4 trién khai cac hinh thirc thanh toan khong dung tién mit, trong d6 hon 50% doanh nghiép
ap dung tri tu¢ nhan tao (Al) va dir liéu 16n (Big Data) vao hoat dong kinh doanh (S& Du lich
Quang Ninh, 2024). Nhin chung vé mit tich cuc, nhom khach hang Gen Z tai Quang Ninh da
va dang c6 nhimg trai nghiém dich vu du lich tryc tuyén da dang nhu trai nghiém cong nghé
thuc té 4o, tro 1y du lich thong minh,...cung v&i cac loai hinh dich vu duoc sé hoa khac. Tuy
vay, trong qua trinh trién khai cac loai hinh dich vy, van dé vé bao mat thong tin va dir liéu cho
khach hang van con nhimng bat cap cung vi mot s van dé khac nhu kha ning phan hoi, dap
ung nhu cau khach hang,... Bén canh do6, d6 phu song cta céc nén tang E-tourism thudc quan
1y ctia cac doanh nghiép tai Quang Ninh van con han ché, khach hang Gen Z van c¢6 xu hudng
su dung cac nén tang quen thudc nhu Traveloka, Agoda,..

2.2. M6 hinh nghién cvru

Xuét phat tir sy nghién ctru cac 1y thuyét vé E-commerce, E-tourism, Gen Z va su hai
1ong ctia khach hang va ké thira va 4p dung 4 mo hinh bao gdm: M6 hinh EGOVSAT, thang
do E-SQ va E-RecS-Qual, thang do SERV-PERVAL va mé hinh chi s6 hai 1ong cia My
(ASCI). Nhom di ap dung mo hinh EGOVSAT va thang do E-SQ va E-RecS-Qual dé xay
dung 4 bién doc 1ap la tinh hiéu qua, tinh bao mat, tinh kha dung cua hé thdng va tinh c4 nhan
hoa. M6 hinh chi sb hai long cua My, thang do E-SQ va E-RecS-Qual va thang do SERV-
PERVAL dugc ap dung dé xay dung 2 bién trung gian gdm niém tin va sy cam nhan tinh
hitu ich. Pong thdi mo hinh chi sb hai long cuia My ciing duoc nhom tng dung dé phan tich
su hai long cta khach hang Gen Z khi stir dung dich vu du lich truc tuyén. Tt do, nhom tac
gia dé xuat mo hinh nghién ctru nhu sau:
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H11

Tinh hiéu qua

R —

Tinh bao mat

Su hai long cluia
\ khach hang Gen

Z trong E-tourism
Tinh kha dung tai Quang Ninh

cda hé thdng

S cam nhan
tinh hiru ich

Tinh cé nhan hoa

H14

Hinh 1. M6 hinh nghién ciru dé xuét

Ngudn: Nhom tac gia dé xuat

3. Phwong phap va két qua nghién ciru
3.1. Gidi thich cdc bién va gid thuyét nghién ciru
3.1.1. Tinh hiéu qua

Theo m6 hinh EGOVSAT cua Abhichandani va cong su (2006), tinh hi¢u qua la cach
thic, sy tuong tac ciia nguoi sir dung véi cac chirc ning, thong tin dé dang trén cac trang web
nham tiét kiém thoi gian, chi phi va thyc hién moi lac, moi noi. Theo Gefen (2000), ngudi ding
s& ¢6 niém tin hon vao h¢ thong néu ho cam thay hi¢u qua khi giao dich va dam bao thong tin.
Khach hang Gen Z s& tin tudng hon vao cac nén tang thuong mai dién tir dap Gmg tot cac tiéu
chi nay. Do vay, nhém tac gia dé xuét gia thuyét H1, H2, H11:

HI: Tinh hiéu qua ciia thwong mai dién tir tic dong ciing chiéu dén niém tin cia khdch
hang Gen Z.

Tinh hiéu qua duoc l4y tir mé hinh E-SQ va E-S-Qual ctia Parasuraman va cong su (2005).
Khi thuong mai dién tir hoat dong hiéu qua, khach hang s& cam nhan rang nén tang nay hiru ich
trong viéc gitp ho dat dugc muc ti€u nhu tiét kiém thoi gian, giam thiéu kho khan va gia tang
sy cam nhan cua khéch hang. biéu nay dac biét quan trong voi Gen Z, thé hé ludn tim kiém
cong nghé hd tro tdi wu cude séng va cong viéc. Do vay, nhém tac gia dé xuét gia thuyét H2,
HI11:

H2: Tinh hig¢u qud ciia thwong mai di¢n tir tic dpng cing chiéu dén sw cim nhdn tinh hiru
ich ciia khach hang Gen Z.
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HII: Tinh hiéu qud ciia thwong mai dién tir tdc dong ciing chiéu dén sw hai long ciia khdch
hang Gen Z trong E-tourism tai Qudng Ninh.

3.1.2. Tinh bao mat

Tinh bao mat va quyén riéng tu 1a nhitng yéu t6 ¢t 15i trong viéc cung cb niém tin va
nang cao nhén thirc vé gid tri ctia khach hang d6i véi thwong mai dién tir. Theo nghién ctru cua
Parasuraman va cong su (2005), chat lugng dich vu dién tr duoc danh gia thong qua md hinh
E-S-Qual. Bén canh do, tinh bao mat va quyén riéng tu co tac dong tich cyc va dang ké dén su
cam nhén niém tin va qua do, tac dong tich cuc dén tinh hitu ich dugc cam nhén cta khach hang
(Catalina Gomez-Hurtado va cong su, 2024). Christian va France (2005) dd xac nhan lai mdi
quan h¢ tich cuc gitra bado mat thong tin va sy hai long ctia khach hang TMBDT. Nhu vay, viéc
dam bao an toan thong tin khach hang c6 anh hudng truc tiép dén mirc do rai ro khi giao dich,
g6p phan gia ting sy hai 10ng vé dich vu TMDT. Do viy, nhom tac gia dé xuit gia thuyét H3,
H4, H12:

H3: Tinh bdo mdt ciia thwong mai dién tir tdc dong cuing chiéu dén niém tin ciia khdch hang
Gen Z.

H4: Tinh bio mdt ciia thwong mai dién tir tac dong cing chiéu dén sw cam nhégn tinh hiru
ich ciia khach hang Gen Z.

HI2: Tinh bdo mt ciia thwong mai dién tir tic dpng cing chiéu dén sw hai long ciia khdch
hang Gen Z trong E-tourism tai Qudang Ninh.

3.1.3. Tinh kha dung

Tinh kha dung ctia hé théng 14 thanh phan duoc lay tir thang do E-S-Qual va E-RecS-
Qual (Parasuraman, Zeithaml & Malhotra, 2005) chi mirc 6 san sang dap tmg, hd tro to chic,
ca nhan khi gap rac ri, kho khan, vuéng mic trong giao dich dién tir. Tinh kha dung 13 yéu t&
quan trong nhat trong viéc ngudi dung chip nhan mét img dung (Davis, 1989). Guo va cong su
(2017) cho rang khi hé thong van hanh tron tru va déng tin cdy, khach hang s& cam thay hai
long hon. Do vay, nhom tac gia dé xuat gia thuyét H5, H6, H13:

HS5: Tinh khd dung ciia hé thong thwong mai dién tir tdc dong cing chiéu dén niém tin ciia
khach hang Gen Z.

H6: Tinh khd dung ciia hé thong thwong mai dién tie tic dong cing chiéu dén sw cim nhén
tinh hivu ich cia khdach hang Gen Z.

HI3: Tinh khd dung ciia hé thong ciia thwong mai dién tir tdc dpng cung chiéu dén sw hai
long cuia khach hang Gen Z trong E-tourism tai Qudang Ninh.

3.1.4. Tinh ca nhdn hoa

Tinh c4 nhan hoa la thanh phan dugc ké thira tir thang do E-SQ gbc (Zeithaml,
Parasuraman & Malhotra, 2005), 1a kha ning dép tng clia cac web, nén tang truc tuyén dwa
trén so thich, nhu cau, lich sir tim kiém cta khach hang. Theo két qua nghién ctru ciia Ting -
Peng Liang, Efraim Turban, Hsin-Yi Chen (2009), dich vu khach hang dugc ca nhan hoa cé thé
1am ting su cam nhan vé tinh hitu ich so v&i cac dich vu co tinh chat nguoc lai. Tinh c4 nhan
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hoa va chat luong thiét ké cua cac trang web du lich c6 anh huong 16n nhat dén céc khach hang
Gen Z trong an tugng ban dau ‘Vél sy trung thé.’nh cua ho khi str dung dich vu (Jose va Carmen,
2021). Do vay, nhom tac gia dé xuat gia thuyet H7, HS, H14:

H7: Tinh cd nhén hod ciia thwong mai dién tiv ¢é tic dpng cing chiéu dén niém tin ciia
khach hang Gen Z.

HS8: Tinh cd nhin hod ciia thwong mai dién tiv cé tdc dong cing chiéu dén sw cam nhén tinh
hiiu ich cua khdach hang Gen Z.

HI4: Tinh cd nhin héa ciia thwong mai dién ti tic dpng ciing chiéu dén sw hai long ciia
khach hang Gen Z trong E-tourism tai Qudng Ninh.

3.1.5. Niém tin

Niém tin dong vai tro rat 1on trong quyét dinh sir dung, nhat 1a ngudi mua, diéu nay duogc
chi ra trong thang do E-SQ (Parasuraman, Zeithaml & Malhotra, 2005). Nghién ctru vé E-
tourism nhan manh nlem tin la yéu t6 then chdt thic ddy sy hai long (Wang va cong sy, 2018)
va anh hudng tryc tiép dén quyét dinh ctia khach hang khi sir dung dich vu TMDT (Chen &
Dhillon, 2003). Do vay, nhom tac gia dé xuat gia thuyét HO:

H9: Niém tin tic dpng ciing chiéu dén sw hai long ciia khich hang Gen Z trong E-tourism
tai Qudang Ninh.

3.1.6. Su cam nhan tinh hitu ich

Dua trén thang do SERV-PERVAL cua Petrick (2002), tinh hitu ich c6 lién quan dén
danh gia nguoi dung vé két qua dat duoc thong qua viée st dung h¢ thong dya trén nén tang
cong ngh¢ thong tin gitip nang cao hiéu qua coéng viéc va cude song. Piéu nay cho thay khi
khach hang nhan thiy dugc sy hd trg cia TMBT trong cudc séng hang ngay thi ho s& hai 1ong
khi str dung no. Do véy, nhom tac gia dé xuat gia thuyét H10:

H10: Sw cam nhén tinh hitu ich tic dong cing chiéu dén sw hai long ciia khdch hang Gen
Z trong E-tourism tai Qudang Ninh.

3.2. Xdy dung thang do

C6 6 yéu td duoc thé hién trong mo hinh nghién ciru dé xuét tao ra thang do 1a: Tinh higu
qua cua E-commerce (HQ); Tinh bao mat cia E-commerce (BM); Tinh kha dung cua E-
commerce (KD); Tinh c4 nhan héa ciia E-commerce (CN); Niém tin cta khach hang Gen Z vé
E-tourism tai Quang Ninh (NT); Sy cam nhan tinh hiru ich ciia khach hang Gen Z vé E-tourism
tai Quang Ninh (HI) v6i bién phuy thudc 1a Sy hai long ciia khach hang Gen Z trong E-tourism
tai Quang Ninh (HL). Nhom tac gia sir dung thang do Likert 5 diém cho nghién ctru nay.

3.3. Thiét ké bang héi

N(f)i dung chinh cta bang hoi bao gdm 3 phan chinh: Phan thir nhat ctia bang hoi gidi
thiéu vé dé tai nghién ciru; phan thir hai tap trung vao thong tin ca nhan cua nguoi tham gia
khao sat (7 cau); phan thir ba cua bang hoi sir dung thang do Likert 5 muc do dé dleu tra sau vé

thong tin lién quan dén cac yéu to E-commerce tac dong dén sy hai 1ong ciia Gen Z vé E-tourism
cua cac doanh nghiép tai tinh Quang Ninh (35 cau).

3.4. Thu thép dit ligu va cé mdu
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Sau khi hoan thién mo hinh va thang do, nhom tac gia xay dung bang cau hoéi khao sat
bang cong cu Google Form dé giri t6i cac ddi twong Gen Z bang hinh thirc online dé thu thap
dir liéu so cdp. C& mau tdi thleu dugc tinh dya trén cong thirc n=35*5=245 (35 cau hoi chinh).
Dé dam bao tinh dai dién cua mAu trong qua trinh nghién ctru va giam thiéu t6i da sai s6t, nhdm
nghién ctru quyét dinh phat 500 bang hoi. Khi khao sat két thiic, nhom tac gia tién hanh loc tat
ca cac mau khao sat, loai bo nhiing phiéu khong hop 18 va két qua thu dugc 321 phiéu hop 18.
Sau d6 nhom tac gia tién hanh dung cong cu SPSS 27.0 dé phan tich s liéu va kiém dinh két
qua nghién ciu.

4. Két qua nghién ctru
4.1. Thong ké dic diém miu

~ Ddi tuong Gen Z (1997-2012): Trong s6 321 phiéu tra 16, ¢6 159 nguoi 1 sinh vién,
chiém ty 1¢ nhi€u nhat 49.5%; 89 nguoi da di lam chiém ty 1€ 27.7% va 73 hoc sinh chiém ty 1¢
it nhat 22.7%.

Tﬁr} suat sir dung nén tang du lich tryc tuyén: C6 125 khach hang Gen Z thinh thoang sur
dung chiém ti 1¢ 38.9%; 92 khach hang Gen Z thuong xuyén st dung chiém ty 1¢ 28.7% va 104
khéach hang Gen Z hiém khi sir dung chiém ty 1¢ 32.4%.

Vél} dé vai ung dung du lich tryc tuyén: ba c6 151 khéch hang Gen Z bi gap su ¢d khi ’sfr
dung chiém 47%, con lai 1a 170 khach hang Gen Z chua ting gap van dé khi st dung chiém
53%.

Murc gia: Co téi 165 khach hang Gen Z ludn luén so sanh mirc gia trude khi tim kiém
hodc dat dich vu du lich chiém ty 1€ cao nhét 51.4%; 121 khach hang Gen Z thinh thodng so
sanh muc gia chiém 37.7%; 27 khach hang Gen Z hiém khi so sanh muc gia chiém 8.4% va chi
c6 8 khach hang Gen Z khong bao gio so sdnh murc gia 1a 2.5%.

4.2. Két qud phan tich
4.2.1. Két qua kiém dinh d¢ tin cdy thang do Cronbach’s Alpha

Véi kiém dinh do tin c@y thang do bang h¢ s6 Cronbach’s Alpha, nhom tac gia s& tlén
hanh loai bé cac nhan té ¢6 gia tri < 0.6 va hé sO tuong quan blen téng < 0.3; cac bién co hé sb
tuong quan khi loai bo bién 16n hon hé sd tuong quan bién tong. Nhém tac gia nhan thay cac
thang do déu co gia tri > 0.7, thé hién do tin cay tot dé sir dung cho nghién ctru: HI (0.833); BM
(0.815); HQ (0.794), NT (0.786), HL (0.782), CN (0.739), KD (0.734).

4.2.2. Két qua phan tich nhan t6 kham phda (EFA)
Sau kiém dinh d6 tin cay Cronbach’s Alpha, ta van c6 7 nhan td tuong ung voi 35 bién.
Dua vao mo hinh nghién ctru, nhom tac gia tién hanh phén tich nhan t6 kham pha EFA vdéi 4

bién doc lap (g(‘”)’m 20 bién quan sat), 2 bién trung gian ( gdm 10 bién quan sat) va bién phu
thudc (gém 5 bi€n quan sat).

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 628
Bartlett's Test of Approx. Chi-Square 2624731
Sphericity df 171

Sig. .0oo
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Hinh 2. Két qua Kiém dinh KMO va Bartlett véi cac bién doc 1ap

Nguon: Tinh toan ctia nhom tac gia trén SPSS 27, n=321

_ Két qua kiém dinh KMO dat gia tri 0.928>0.5, Chi-square 12 2624.731 véi Sig .000<0.05
thé hién dir liéu nghién ctru pht hop v&i phan tich EFA. Nhom tac gia sir dung phuong phap
xoay nhan td va loai bo cac bién ¢ hé sb tai < 0.5 thu duogc 19 bién quan sat (loai bo bién HQ1
khong thoa méan) trich thanh 4 nhom nhan t6 v6i tong phuong sai trich dat 56.307% (> 50%)
va hé s6 Eigenvalue 1a 1.021 (>1).

Bang 2. Bang ma tran xoay nhan to

Nhan tb

2

3

CN2
CN1
CN4
CNS
CN3

769
719
702
710
.661

HQ4
HQ3
HQ2
HQS5

156
746
.694
627

BM4
BM1
BMS5
BM3
BM2

.674
.656
.633
.601
.560

KD2
KD1

743
667
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KDS5S .605
KD3 594

KD4 588
Nguon: Tinh ton ciia nhom tac gia trén SPSS 27, n=321

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. a1
Bartlett's Test of Approx. Chi-Sguare 446.689
Sphericity df 10

Sig. =.001

Hinh 3. Két qua Kiém dinh KMO va Bartlett voi bién Niém tin ctia khach hang Gen Z (NT)

Nguon: Tinh toan ctia nhém tac gia trén SPSS 27, n=321

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 826
Bartlett's Test of Approx. Chi-Sguare 578.440
Sphericity df 10

Sig. =001

Hinh 4. Két qua Kiém dinh KMO va Bartlett véi bién Su cam nhén tinh hitu ich cua khach
hang Gen Z (HI)

Nguon: Tinh toan ctia nhom tac gia trén SPSS 27, n=321

Vi cac tiéu chi vé kiém dinh duya trén phuong phap EFA, nhom tac gia nhan thdy cac
nhan tb trong bién NT va HI déu dat d¢ tin cay dé tiép tuc phan tich.

4.2.3. Két quad héi quy cdc nhan t6 trong mé hinh

Pé danh gia mirc do hai long ciia E-commerce dén Gen Z trong E-tourism tai Quéang
Ninh, nhom nghién ctru str dung phan tich twong quan PEARSON gitra cac bién phu thudce voi
4 bién doc va 2 bién trung gian. Diéu kién can dé tién hanh phan tich hdi quy 1a chi s tuong
quan Pearson >0 va dg tin cay sig< 0.05.

Correlations

HL HQ BM KD CN NT HI

HL Dearson I .654%% G16%% 554%%  609%* (634%%  624%*
Correlation

HQ Pearson' 654%* 1 .676%*% _610%* .624%*% Q]8**  §79%%*
Correlation
Correlation
Correlation

CN Pearson chgux  gpqrr  654%¢ 601 1 .626%% 623%*
Correlation
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Pearson

NT L6347 610%F 6925 608%* 626%* 1 .664%*
Correlation

HI POaSON | ogx 670%F  @21%F 418%F  623%* 664%H 1
Correlation

**_ Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
Hinh 5. D6 twong quan cac nhan t6

Nguon: Tinh toan ctia nhom tac gia trén SPSS 27, n=321

) Bémg tuong quan trén cho tbéy cac bjén KD, HQ, BM, CN,‘NT, HI déu co su tuong quan
doi véi bién phuy thudoe HL, du diéu kién d€ thyc hién phan tich hoi quy.

Bang 3. Tom tit mo hinh

Mo R R2 R? hiéu Sai s6 chuan dw  Durbin-
hinh chinh doan waston
1 .803 .646 .639 41141 1.803

Ngudn: Tinh toan cia nhom tac gia trén SPSS 27, n=321

R? c6 gia tri 0.639 cho thdy cac bién doc 1ap va trung gian trong md hinh giai thich duoc
63.9% su bién thién cua bién phu thudc.

ANOVA?
Sum of
Maodel Squares df Mean Square F Sig.
1 Regression 96.807 i 16.134 95324 =001°
Residual 53.147 314 169
Total 149.954 320

a. Dependent Variable: HL
h. Predictors: (Constant), HI, KD, BM, HQ, CH, NT

Hinh 6. Két qua phan tich ANOVA
Nguon: Tinh toan ctia nhom tac gia trén SPSS 27, n=321

K&t qua phan tich ANOVA cho thiy gia tri F = 95.324, gia tri Sig < 0.05, tirc 1a R*# 0 ¢6
y nghia thong ké. Do d6, mo hinh hoi quy 1a phu hop.

Bang 4. Phan tich két qua hdi quy

H¢ sb hbi Hlf 50 hoi Théng ké
quy chua Eh?l,ﬁn t Sig. da cong
M6 hinh chuan hoa , tuyén
hoa
B Sai 50 Beta Dungsai  VIF
chuan
ga“g 316 136 2321 021
! HQ .036 .055 137 .653 .014 344 1.904
BM .048 .048 051 .1001 018 430 1.328
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KD 124 .047 125 2.616 .009 498 1.010

CN 194 061 .189 3.206 .001 325 1.076
NT 224 .063 225 3.534 <001 .279 1.587
HI 292 057 306 5.146 <001 .319 1.134

Nguon: Tinh toan ctia nhom tac gia trén SPSS 27, n= 321

Chi s6 VIF nhé hon 2 ttc 13 khong co déu hiéu cua hién tuong da cong tuyén trong mé
hinh. Phuong trinh hoi quy tuyén tinh chuan héa ciia mo hinh sau khi phan tich nhu sau:

HL=HQ%*0.137+BM*0.051+KD*0.125+CN*0.189+NT*0.225+HI*0.306+=¢.

Nhu véy, tit ca cac bién doc 14p va trung gian ciia mé hinh hdi quy déu co tic dong tich
cuc toi bién phu thudc, do hé sé Beta duwong: HI (0.306); NT (0.225); CN (0.189); HQ (0.137);
KD (0.125) va BM (0.051). Két luan chap nhan céac gia thuyét cac hé sé beta déu duong va co
¥ nghia thong ké tai muc 5%.

5. Két luan va dé xuat

Sau khi két qua nghién ciru va cac dit liéu da dugc tong hop, nhom téc gia rat ra cac két
luan sau:

Tinh hi¢u qud, bdo mat, kha dung, ca nhan hod, sy cdm nhén tinh hiru ich va niém tin
trong E-commerce déu c6 tac dong cung chiéu ddi v4i su hai long ctua Gen Z trong E-tourism.
Trong do, sy cdm nhan tinh hitru ich c6 tdc dong l6n nhét (0.306), tuc la khi cac nén tang E-
tourism doanh nghiép cung cip cho Gen Z cang hiru ich thi mac do hai long cta ho cang cao.

Ttr d6, nhom nghién ctru dua ra cac dé xuat nhu sau:

Nang cao tinh hiéu quéa doi vdi cac nén tang E-tourism nhu vi¢c to61 wu hoa trdi nghiém
nguoi dung, cai tién toc do tai trang, giao dién tryc quan, dé hiéu véi nguoi dung, ing dung tri
tué nhan tao va cong nghé khac.

Cai thién tinh bao mat béng viéc xay dung cac chinh sach minh bach, ciing cd doi ngi k¥
thuat vé giai quyét cac van dé bao mat cho khach hang, xay dung quy trinh giao dich tai chinh
chat ché.

Naéng cép, bao tri trang web E-tourism dé cai thién tinh kha dung hé thong cho cac nén
tang dich vu du lich truc tuyén. Xay dung thém cac thudt toan cé nhan hoa trén cic trang web
E-tourism va céc goi dich vu v4i mue gid da dang.

Xay dung cac trang web mot cach khoa hoc, huéng dén viée sir dung va twong tac dé
dang cho khach hang, tich hgp thém céc cong cu tim kiém thong minh.
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