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Tém tit

Trong bdi canh thi truong thuong mai dién tur tai Viét Nam phat trién nhanh choéng va canh
tranh gay git, cic san khong ngimg hoan thién tinh ning va dich vu nhdm nang cao trai nghiém
khach hang truc tuyén va ciing c¢b 1ong trung thanh. Dit liéu duoc thu thap tir 545 miu hop 18 tir co
do tudi khoang 18-29 tudi da thuc hién it nhat mot giao dich mua sdm trén cac san thuong mai dién
tir trong vong 3 thang tinh dén thang 02/2026 qua phwong phap diéu tra khao sat. Nghién ctru st
dung phuong phap dinh lugng dé phan tich di liéu bang phan mém Smart PLS 4.0. Két qua chi ra
bbn nhan t6 c6 ¥ nghia thong ké dén sy hai long cua khach hang bao gdm: Hoan thanh don hang,
Hi¢u qua st dung, Bao mat va Ca nhan hoa; déng thoi chi ra vai tro trung gian cua sy hai long dén
1ong trung thanh va phat hién ra 46 nhay cam vé gia dong vai trd 1a bién diéu tiét quan trong trong

" Email: k63.2414610071 @ftu.edu.vn

FTU Working Paper Series, Vol. 1 No. 3 (03/2026) | 1



moi quan hé nay. Duya trén cac phat hién nghién ctru, bai viét & xuit mot s6 ham ¥ quan tri nhim
nang cao trai nghiém khach hang truc tuyén trén cac san thuong mai dién tir, qua d6 gop phan thic
déy su tang trudng cua thuong mai dién tur tai Viét Nam.

Twr khéa: Trai nghi¢m khach hang truc tuyén, su hai long, long trung thanh, d¢ nhay cam vé
gia, san thuong mai dién ta.

THE IMPACT OF ONLINE CUSTOMER EXPERIENCE ON CUSTOMER
LOYALTY TOWARD E-COMMERCE PLATFORMS IN VIETNAM

Abstract

In the context of the rapidly evolving and highly competitive e-commerce market in Vietnam,
platforms are continually improving their features and services to enhance online customer
experience and strengthen loyalty. Data was collected from 545 valid samples from individuals
aged 18 to 29 who had made at least one purchase on e-commerce platforms within the three
months leading up to February 2026 through a survey method. The study employed a quantitative
approach to analyze the data using Smart PLS 4.0 software. The results indicate that four factors
have a statistically significant impact on customer satisfaction: Fulfillment, Efficiency, Security
and Personalization. Additionally, the research clarifies the mediating role of satisfaction in relation
to loyalty and identifies price sensitivity as an important moderating variable in this relationship.
Based on these findings, the study proposes several managerial implications aimed at enhancing
online customer experience on e-commerce platforms, thereby contributing to the growth of e-
commerce in Vietnam.

Keywords: Online customer experience, satisfaction, loyalty, price sensitivity, e-commerce
platform.

1. Giéi thi¢u

Trong nhitng nim gan day, su ting trudng manh mé cia thuong mai dién tir d gop phan tai
dinh hinh céach thirc hoat dong cua doanh nghiép ciing nhu hanh vi tiéu dung cua khach hang trén
pham vi toan cau. Tai Viét Nam, thi truong thuong mai dién tr da dat quy mo khoang 31 ty USD
vao nam 2025 va dong gop khoang 10% vao tong doanh sé ban 16 hang hoa va dich vu cia ca nude
(Cham, 2025). Mic du cung dong vai tro trung gian két ndi nguoi ban va ngudi mua, cac san
thuong mai dién tr ngdy cang canh tranh thong qua viéc nang cao chét luong nén tang va téi vu
hoa trai nghiém nguoi dung. Trong bbi canh d6, viéc nghién ctru hanh vi va tim 1y mua sam cia
khach hang ciing tré thanh yéu t6 quan trong bén canh céc yéu té truyén thong nhu gia ca va san
pham.

Cuodc canh tranh nay hién dugc dan dét boi hai xu hudng chinh: thu nhét, thuong mai di¢n tu
tim kiém - noi khach hang mo g dung khi ho di c6 nhu cau cy thé (Shopee) din dau vai thi phan
56,04%; va thir hai, thuong mai dién tir kham phd, trong d6 hoat dong mua sdm duoc tich hop voi
céc yéu to giai tri nhu video ngan hoic livestream. Thi phan ciia TikTok Shop dang ni 1én day
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tiém nang v&i 41,31% thi phan, cho thay su phd bién ctia mé hinh mua sim giai tri ngy cang ting
cao.

Sy phat trién cta cac san Thuong mai dién tir gan lién voi sy tham gia ngdy cang 16n cua thé
hé ngudi tiéu dung tré. Theo bao céo ciia YouNet Group (2025), Gen Z chiém khoang 53,4% va
trg thanh lyc luong mua sim online chu dao. Pay 13 nhém ngudi tiéu dung c6 mirc do am hiéu
cong nghé cao, thudng xuyén tiép cin cac nén tang tric tuyén nén co yéu cau ngay cang khit khe
d6i v6i trai nghiém truc tuyén. Su phat trién cta cac cong nghé ca nhan hoa ciing dit ra thach thirc
vé ranh gi¢i mong manh gitta tdi wu trai nghiém khach hang va bao vé quyén riéng tu. Ngoai ra,
nhiéu nghién ctru ciing cho thdy nhém ngudi tiéu dung tré ciing thuong thé hién mirc 6 nhay cam
vé gia trong ddi cao qua xu hudng so sanh gia, tim kiém céc wu dai tét nhat trude khi dua ra quyét
dinh mua (Gunawan, 2025). Trong bdi canh d6, thi truong thuong mai dién tir Viét Nam ngay cang
canh tranh khdc liét boi 10ng trung thanh cua khach hang khong chi phu thudc vao yéu té gia ca
ma con chiu anh hudng bai trai nghiém tich cyc, lién mach va dang tin ciy trong toan bo hanh trinh
khéch hang.

Mic du da c6 nhiéu nghién ctru vé trai nghiém khach hang truc tuyén nhung van tén tai mot
s6 khoang trong quan trong tai thi trudng Viét Nam. Thir nhat, phan 16n cac nghién ciru trong nudce
tap trung vao 1ong trung thanh véi nguodi ban hoac thuong hi¢u riéng 1¢, thay vi nghién ctru long
trung thanh ddi voi ban than san thuong mai dién tir nhu mot hé sinh thai trai nghiém téng thé. Thir
hai, cdc mo hinh hién tai thudng do ludng cac yéu t6 chat luong tach biét ma chwa phan anh day
du tinh h¢ sinh thai cta trai nghiém hién dai, noi cong ngh¢, logistics va giai tri cung hoi tu. Thur
ba, thiéu bang chimg thuc nghiém vé co ché diéu tiét ciia cac yéu té kinh té, dac biét 1a Do nhay
cam vé gia, trong viéc 1am thay d6i cudng d6 mdi quan hé tir hai 10ng dén trung thanh d6i véi thé
hé Gen Z tai Viét Nam.

Xuét phat tir thyc tién trén, nghién ctru hudng t6i xac dinh, do luong va danh gia cac thudc
tinh cta nén tang dinh hinh trai nghiém khach hang tryc tuyén c6 tac dong dén long trung thanh
cua khéach hang ddi véi cac san thuong mai dién tur tai Viét Nam. Thong qua viéc 1am 10 cac co
ché tac dong nay, nghién ctru khong chi mo rong khung 1y thuyét vé trai nghiém khach hang tryc
tuyén trong bdi canh cic xu huéng méi cia thwong mai dién tir, ma con cung cip cac ham y quan
tri gitip doanh nghiép nang cao trai nghiém ngudi ding va ctng ¢ long trung thanh.

2.Cosoly thuyét, gia thuyét nghién ctru va mé6 hinh dé xuét

2.1. Khung ly thuyét kich thich-phdn ieng (SOR) va mé hinh thanh cong hé thong thong
tin (ISSM) trong nghién ciru

M6 hinh S-O-R do Mehrabian va Russell (1974) dé xuat nhim giai thich cach céc kich thich
tor moéi truong anh huong dén trang thai tam 1y bén trong cta ca nhan, tir 46 dan dén cac phan Gng
hanh vi. Ap dung vao nghién ctru nay, cac thudc tinh cia nén tang thuong mai dién tir dugc xem
1a cac tac nhan kich thich phan 4nh chét lugng tuong tac gitra khach hang va san thuong mai dién
tur. Dudi tdc dong cua cac kich thich nay, khach hang hinh thanh trang thai danh gia ndi tai, dugc
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dai dién boi sy hai 10ng. Trang thai nay tiép tuc ddn dén phan Gmg hanh vi 1a 10ng trung thanh dbi
v6i nén tang.

Mo hinh thanh cong hé théng thong tin (ISSM) do DeLone va McLean (1992) d& xuit nhim
giai thich cac yéu t6 quyét dinh sy thanh cong cua hé thong thong tin. Phién ban md rong ciia mo
hinh (DeLone & McLean, 2003) x4c dinh ba thanh phan chit lvgng chinh gdm chét lugng hé thong,
chat luong thong tin va chat luong dich vu, dugc xem 1a cac tién t6 anh hudng dén danh gia cua
ngudi ding, dic biét 1a su hai 1ong va ¥ dinh tiép tuc st dung.

Trong nghién ctru nay, khung 1y thuyét SOR dugc st dung dé giai thich co ché chuyén hoa tir
céc kich thich trong méi truong thuong mai dién tir dén cac phan ting hanh vi ctia khach hang. Dé
xac dinh cy thé cac yéu t6 kich thich nay, nghién ctru két hgp mo hinh thanh cong hé théng thong
tin cia DeLone va McLean (2003). Theo d6, cac thanh phan chat luong cua hé thong thong tin,
bao gom chat lugng hé théng, chat lugng thong tin va chat lugng dich vy, duoc xem 14 cac kich
thich méi trudng tac dong dén nhan thirc cta ngudi dung. Dudi tic dong cua cac kich thich nay,
khach hang hinh thanh trang thai danh gia noi tai thé hién qua su hai long, tir 46 dan dén phan tng
hanh vi 1a 1ong trung thanh ddi v4i nén tang thuong mai dién tir.

2.2. Cac khai niém nghién cuu
2.2.1. Trai nghiém khach hang

Trai nghiém khach hang phan anh cach khach hang nhéan thirc va cam nhan vé toan by qua
trinh twong tac voi san pham, dich vu hoic doanh nghiép. Cac nghién ctru ban dau vé hanh vi tiéu
dung chi yéu tap trung vao cac yéu td 1y tri trong qua trinh ra quyét dinh. Tuy nhién, Holbrook
va Hirschman (1982) cho rang tiéu dung khong chi mang tinh chirc ning ma con chiu anh hudng
boi cac yéu td cam xuc va chu quan. Trén co sd d6, Pine va Gilmore (1998, 1999) phit trién 1y
thuyét “Nén kinh té trai nghiém”, trong do6 trai nghiém dugc xem nhu mét dang gia tri kinh té
riéng biét bén canh hang héa va dich vu. Cac nghién ctru sau d6 ngay cang tiép can trai nghiém
khach hang theo huéng da chiéu hon. Schmitt (1999) cho rang trai nghiém khach hang bao gdom
cac kich thich giac quan, cdm xuc, nhan thuc va hanh vi, trong khi Gentile va cong sy (2007)
nhan manh rang trai nghiém dugc hinh thanh théng qua qua trinh tuong tac va dong tao 1ap gia tri
gitra doanh nghi¢p va khach hang. Do trai nghi¢m ton tai & cép dd cam nhén ca nhan, cung mot
san phém hodc dich vu c6 thé tao ra nhiing trai nghiém khac nhau ddi voi tung khach hang.

2.2.2. Trai nghiém khdch hang truc tuyén

Su phit trién ctia cong nghé s6 ¢ mé rong khai niém trai nghiém khach hang sang méi truong
tryc tuyén, hinh thanh nén trai nghiém khach hang tryc tuyén. Cac nghién ciru ban dau cho rang
trai nghiém truc tuyén chiu anh hudng boi cac yéu td lién quan dén chirc nang hé thong, noi dung
thong tin va cac yéu t tam 1y phat sinh trong qua trinh twong tac voi méi truong sd (Constantinides,
2004). O goc do rong hon, Verhoef va cong su (2009) cho rang trai nghiém khach hang 1a két qua
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clia cac tuong tac giita khach hang va doanh nghiép tai nhiéu diém cham trong sudt hanh trinh tiéu
dung.

Trong bi canh ban 18 truc tuyén, Rose va cong su (2011) thuc hién mot nghién ciru tong quan
nham d¢ xuit mot khung khai niém phan biét rd ba thanh phan cdt 16i cua trai nghiém khach hang
tryc tuyén, bao gdm (i) cac yéu t6 tién t6 nhu kha ning xu 1y thong tin, nhan thic vé tinh dé sir
dung va nhan thirc vé tinh hitu ich ctia nén tang truc tuyén; (ii) trai nghiém truc tuyén, phan anh
cac phan tng nhén thirc va cam xuic cta nguoi dung trong qua trinh twong tac; va (iii) cac hé qua
cua trai nghiém, bao gém su hai long, y dinh mua lai. K& thira nén tang 1y thuyét do, Rose va cong
su (2012) 1a nhitng ngudi chuan hoa khai niém trai nghiém truc tuyén ctia khach hang, néu rang n6
duoc hinh thanh thong qua nhimg tiép xtic ciia ho véi cac yéu t6 thiét ké cua website, bao gdm céac
dau hiéu tryc quan va ngén ngit. Cach tiép can nay khang dinh rang cac thudc tinh k¥ thuat ctia nén
tang khong phai 1 ban than trai nghiém, ma 1a nhiing yéu t6 kién tao nén trai nghiém tam 1y cia
khach hang. Do d6, trong nhiéu nghién ctru thuc nghiém vé thuong mai dién tir, trai nghiém khach
hang truc tuyén thudng duoc tiép can gian tiép thong qua cac thudc tinh ctia nén tang — nhimng yéu
t6 phan anh chat lugng twong tac giita ngudi dung va hé thong.

Cung v6i su phat trién cua thuong mai dién tir va cac cong nghé tuong tac, trai nghiém khach
hang tryc tuyén ngdy cang mang tinh tuong tic va ca nhan hoa cao. Ké thira cac nghién ctru trudc,
nghién ciru ndy xem xét sau thudc tinh ctia nén tang thuong mai dién tir ¢6 vai tro kién tao nén trai
nghiém khach hang trong bdi canh san thuong mai dién tir gdm hiéu qua sir dung, ca nhan héa, do
6n dinh k¥ thuat, bao mat, kha ning hoan thanh don hang va yéu t6 giai tri.

2.2.3. Su hai long

Mot trong nhitng nén tang 1y thuyét quan trong giai thich sy hinh thanh cuia sy hai long 1a 1y
thuyét xac nhan ky vong do Oliver (1980) dé xuat, cho rang sy hai long 1a phan ng cam xiic tong
hop phat sinh sau qua trinh tiéu ding, phan anh muc do thoa man nhu cau va mong doi ctia khach
hang. Trong moi truong thuong mai dién tir, sy hai long thuong dugc xem xét dudi dang sy hai
long tich lily, phan anh dénh gi4 tong thé cua khach hang dugc hinh thanh qua nhiéu lan tuong tac
v6i nén tang.

Céc nghién ctru trude day cho thay su hai 10ng déng vai trd quan trong trong viéc giai thich
hanh vi ctia khach hang sau trai nghi¢m dich vu. Dac biét, Anderson va Srinivasan (2003) chi ra
rang su hai long c6 anh huong dang ké dén ¥ dinh tiép tuc sir dung va 1ong trung thanh cua khach
hang trong méi truong truc tuyén. Vi vay, nhiéu nghién ctru xem sy hai 1ong nhu mét co ché trung
gian lién két giita trai nghiém dich vu va hanh vi cta khach hang.

2.2.4. Long trung thanh

Long trung thanh cta khach hang duoc hiéu 1a xu huéng duy tri va wu tién str dung san pham
hodc dich vu cua mét thuong hi¢u trong thoi gian dai. Theo Oliver (1999), 10ng trung thanh 1a trang
thai cam két sau sac nham tiép tuc mua hodc str dung san pham trong twong lai bat chip céc tac
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dong tir moi trudng bén ngoai. Khai niém nay dugce xem 1a mot ciu truc da chiéu, phan anh sy két
hop gitta yéu t6 nhan thirc, cam xtc va hanh vi. Oliver (1999) ciing dé xuit mo hinh bdn giai doan
phat trién cua 1ong trung thanh gdm nhan thirc, cam xtc, ¥ chi va hanh dong, trong d6 long trung
thanh hinh thanh tir niém tin vé gi4 tri cua thuong hiéu, phat trién thanh sy yéu thich va cam két,
va cubi cung duoc thé hién qua hanh vi mua ldp lai. Trong bdi canh thuong mai dién tir, khai niém
nay dwoc mé rong thanh 1ong trung thanh véi nén tang, phan anh mic d gan bo cta khach hang
vo1 mot website hoac ung dung cu thé. Theo Anderson va Srinivasan (2003), long trung thanh tryc
tuyén khong chi thé hién qua ¥ dinh tiép tuc str dung ma con bao gdm xu hudng truyén miéng tich
cuc va kha ning duy tri lya chon ngay ca khi xuét hién cac wu dii tir cac nén tang canh tranh.

2.2.5 Dé nhay cam vé gid

Monroe (1973) cho rang phan tmg cua khach hang ddi v6i gia mang tinh nhan thic, trong d6
gia duoc dién giai thong qua danh gia chi quan vé gi tri thay vi chi dya trén murc gia tuyét doi.
Theo 1y thuyét gia tham chiéu, ngudi tiéu dung thudng hinh thanh mot mic gid chuan dua trén
kinh nghiém mua sam hodc thong tin thi trudng. Khi muc gia thuc té cao hon mirc gia tham chiéu,
khach hang c6 xu hudng danh gia gia 1a khong hop 1y va tré nén nhay cam hon véi su thay doi vé
gia (Jacoby & Olson, 1977). Trong boi canh thuwong mai dién tir, noi nguoi tiéu dung cé thé dé
dang so sanh gia giita nhiéu nén tang. Do d6, do nhay cam vé gia duoc xem 1a mot yéu t6 quan
trong anh hudng dén cach khach hang danh gia trai nghiém va quyét dinh tiép tuc s dung hoic
trung thanh v&i nén tang thuong mai dién tir.

2.3. Gid thuyét nghién citu va mé hinh dé xudt

bé do luong chét luong dich vu truc tuyén, Parasuraman va cong sy (2005) phat trién mo hinh
E-S-QUAL dua trén SERVQUAL, gdm: hiéu qua st dung, hoan thanh don hang, d6 6n dinh ky
thuat cua hé théng va do bao mat thong tin. Bén canh d6, m6 hinh thanh cong hé théng thong tin
(ISSM) cuia DeLone va McLean (2003) nhan manh vai trd cua chat luong hé thong, chit luong
thong tin va chat luong dich vy trong viéc hinh thanh sy hai 1ong cta nguoi dung. Dya trén cac
khung 1y thuyét nay, nghién ctru lwa chon cac yéu td tién t6 hinh thanh nén trai nghiém truc tuyén
quan trong dé giai thich su hinh thanh su hai 1ong cta khach hang trong bdi canh thuong mai dién
tur.

Tinh 6n dinh k¥ thuat phan anh d tin cay va kha nang van hanh lién tuc ctia hé thdng. Cac
nghién ctru vé chét lugng hé théng cho théy d6 6n dinh va kha nang hoat dong chinh x4c cta nén
tang co anh huong truc tiép dén sy hai 1ong ctia ngudi dung (Parasuraman va cong sy, 2005;
DeLone & McLean, 2003). Khi hé thong hoat dong 6n dinh va cho phép ngudi dung thyc hién giao
dich thuén tién, mtrc do hai long cé xu hudng gia tang.

HI: Tinh én dinh ky thudt c6 tic dong tich cwe dén sw hai long ciia khdch hang.

B4o mat phan anh mirc 46 an toan trong giao dich va bao vé thong tin ca nhan ctuia khach hang.
Trong mdi trudng truc tuyeén, cdm nhan veé rui ro va sy an toan dong vai trdé quan trong trong viéc
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dinh hinh trai nghiém va sy hai long cia ngudi dung (Montoya-Weiss va cong su, 2003). Khi khach
hang tin twdng vao hé théng, ho c6 xu hudéng danh gia tich cuc hon vé nén tang.

H2: Mirc dé bio mdt c6 tic dong tich cwe dén sw hai long ciia khdch héng.

C4 nhan hoa dé cap dén kha ning cia nén tang trong viéc cung cip ndi dung va dé xuit san
pham phu hop vé6i dic diém cua timg ngudi dung. Cac nghién ciru cho thdy ca nhan héa gitip nang
cao gia tri cam nhan va cai thién trai nghiém cuia khach hang trong méi truong sé (Reni, 2025). Do
d6, mirc d6 c4 nhan hoa cao c6 thé dan dén sy hai long 16n hon cia nguoi dung.

H3: Cd nhén héa cé tic dpng tich cuwc dén sw hai long ciia khdch hang.

Hi¢u qua st dung phan anh murc dg thudn tién va nd luc can thiét dé hoan thanh cac giao dich
trén nén tang. Theo Parasuraman va cong sy (2005), hiéu qua sir dung 1a mot thanh phan ¢t 15i
ctia chat luong dich vu dién tir, thé hién kha ning truy cdp nhanh, tim kiém thong tin dé dang va
hoan thanh giao dich vai nd lyc t6i thiéu. Khi nén tang giup ngudi dung tiét kiém thoi gian va cong
strc, sy hai long c¢6 xu hudng tang Ién.

H4: Hiéu qua sir dung cé tdac dong tich cwe dén sw hai long ciia khdach hang.

Hoan thanh don hang phan anh kha ning thyc hién chinh x4c va ding han cac cam két giao
dich ctia nén tang. Theo Parasuraman va cong su (2005), hoan thanh don hang 13 yéu té quan trong
ctia chat luong dich vu truc tuyén vi né lién quan truc tiép dén viéc cung cip san pham va dich vu
dung nhu cam két. Cac nghién ciru gan day cling cho thay hiéu qua thuc hién don hang cé anh
huong dang ké dén sy hai 10ng ctia khach hang (Yulihapsasi va cong sy, 2025).

HS5: Hoan thanh don hang cé tic dpng tich cwc dén sw hai long ciia khdch hang.

Ngoai cac yéu té chirc ning, tinh giai tri cling ngdy cang quan trong trong méi trudng thuong
mai dién ttr hién dai, ddc biét v6i su phat trién ciia xu hudng shoppertainment. Cac nghién ciru cho
thiy cam xuc tich cuc trong qua trinh trai nghiém nén tang c6 thé nang cao mirc do hai long cua
nguoi dung (Childers va cong su, 2001).

H6: Tinh gidi tri c6 tic dpng tich cwe dén sw hai long ciia khdch hang.

M&i quan hé giita sy hai long va 1ong trung thanh da duoc khang dinh rong rai trong nghién
cuu marketing dich vy. Trong bdi canh thuong mai di¢n tir, sy hai long dong vai tro quan trong
trong viéc thuc day ¥ dinh quay lai, mua lai va gi6i thiéu nén tang cho ngudi khac (Wisnel va cong
su, 2022).

H7: Sw hai long cé tic dpng tich cwe dén long trung thanh véi nén ting thwong mai di¢n

>

tu.

Bén canh tac dong tryc tiép, nhidu nghién ciru cho rang sy hai 1ong dong vai trd nhu mét co
ché trung gian chuyén hoa trai nghiém dich vu thanh hanh vi trung thanh (Anderson & Srinivasan,
2003).
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HS: Sw hai long déng vai tro trung gian trong moi quan hé giita cdc yéu té trai nghi¢m
khdch hang trwe tuyén va long trung thanh.

Cubi ciing, d6 nhay cam vé gia c6 thé anh huéng dén cach khach hang chuyén héa sy hai 1ong
thanh long trung thanh. Theo Monroe (1973) va Zeithaml (1988), ngudi tiéu dung thuong danh gia
gia tri thong qua su so sanh gitra lgi ich nhan dugc va chi phi bo ra. Nhitng khach hang c6 muc d
nhay cam vé gia cao c¢6 xu hudng dé dang chuyén sang cac nén tang khac khi xut hién muc gia
hap dan hon (Anderson & Srinivasan, 2003).

HY9: D nhay cim vé gid diéu tiét tiéu cuc moi quan hé giita sw hai long va long trung thanh
véi nén ting thwong mai dién tiv

Duya trén khung 1y thuyét SOR va cac md hinh do luong chit lwong dich vu dién tir, trai nghiém

khach hang va 1ong trung thanh trong cic nghién ciru trudc, md hinh nghién ciru dugc dé xuat va
trinh bay trong hinh sau:

Tinh én dinh k¥ thuat

Hiéu qua str dung

Ca nhéan hoa —-_—
Sw hai long 7y » Long trung thanh
Bao mat i
Hoan thanh don hang Do nhay cim vé gia
Tinh giai tri

Hinh 1. M6 hinh nghién ctru dé xuat
Nguon: Nhom téc gid dé xudt
3. Phwong phap nghién ctiru

Ké thira thang do tir cac nghién ctru di trude cta Oliver (1980), DeLone & McLean (2003),
Parasuraman va cong sy (2005), Reni, A.T. (2025) va Yulihapsasi va cong su (2025), nhom tién
hanh hiéu chinh ngén ngir tir 46 xdy dung thang do va bang hoi gom: Long trung thanh - LOY
(Bién phy thudc), Sy hai 1ong - SAT (Bién trung gian), D6 nhay cam vé gia - PRS (Bién diéu tiét),
6 bién doc 1ap: Hi€u qua st dung - EFF, C4 nhan hoa - PER, Tinh on dinh ky thuat - SY'S, Bdo mat
- SEC, Hoan thanh don hang - FUL, Giai tri - ENT. Bang hoi c6 tong cong 30 bién quan sat. Kién
nghi ctia Hair va cong sy (2014) kich thuéc mau tdi thiéu can cho phén tich can gép 5 1an s lugng
bién quan sat va tot nhat 1a dat ty 1& 10:1, tirc 1a 10 quan sat cho 1 bién. Kich thudc tdi thiéu theo
kién nghi trén 14 30 x 5= 150

Pilot test 35 mau duoc tién hanh trén nhitng ngudi co nhiéu trai nghiém mua sam tryc tuyén.
Cac phan hdi nhan vé cho thay ndi dung ctia cic ciu hoi & nghia, dé& hiéu, phu hgp cho viéc ddnh
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gia dong thoi s lugng va bo cuc cau héi duge sap xeép tinh gon, hop 1y. Tuy nhién con mdt so cau
hoi ¢6 su trung lap khai niém gitra cac bién. Sau khi tién hanh lam rd, bang hoi dugc s6 hoa trén
nén tang Google Forms va phan phdi online.

Dir liéu duogc thu thap bang phuong phap 14y miu thudn tién bang cach xac dinh nhom ddi
tuong dé tiép can dap tng céc tiéu chi (i) d6 tudi tir 18-29 (Gen Z) va c6 hoat dong mua hang dién
ra trong 3 thang tro lai déy, (ii) sir dung nén tang thuong mai dién tir, (iii) dong y tra 1oi day du
bang hoi. Dé gia ting kich thuéc miu nhanh, dit liéu dugc mé rong thu thap bang phuong phép
cau tuyeét.

Dt li¢u dugc thu thp trong thang 2/2026 tai Ha N§i. Sau qud trinh thu thap, cac phiéu
khong hop 16 sé& bi loai bo bang ciu hoi bay hodc cac phiéu c6 thoi gian tra 101 qua ngin. Dit lidu
duoc tién hanh phan tich trén phin mém Smart PLS 4.0 dé c6 thé danh gia tic dong tir cac bién
quan sat moi.

- Panh gid mé hinh do luong: Cronbach's Alpha > 0.7; CR > 0.7, AVE > 0.5; Outer
loadings > 0.7, HTMT < 0.85

- Panh gia md hinh ciu trac: Bootstrapping 5000 mau lip nham kiém dinh gia thuyét,
danh gia mirc do muc do giai thich R2, kha ning du bao: Q? > 0, kiém dinh da cong tuyén:
VIF <3

- Biéu d6 IPMA gdm bén goc phan tu dua trén gia tri trung binh cia Tam quan trong
va Hiéu suat. TAm quan trong do ludng tac dong ctia mot bién doc 1ap dén bién muyc tiéu,
gia tri nam trong khoang (0;1) va Hiéu suat do luong két qua thyuc té dang dat duoc trong
mit ngudi phan hoi tai thoi diém khao sat, do trén thang tir 0 (Té nhat) dén 100 (T4t nhat).
Bén goc phan tu gdm: Goc 1 (TAm quan trong cao, Hiéu suit cao), Goc 2 (Tam quan trong
cao, Hiéu suét thap), Goc 3 (TAm quan trong thap, Hiéu suét thip), Goc 4 (TAm quan trong
thép, Hiéu suit cao)

4. Két qua va thao luin

4.1. Két qua

Thong ké mé ti méiu

M4u nghién ctru gdm 545 dap vién Gen Z, dd mua sim trén san thwong mai dién tir trong vong
ba thang gan nhat. Shopee 1a nén tang duoc st dung nhiéu nhit trong mau khao sat, tiép theo 1a
TikTok Shop. Phan 16n dap vién c6 kinh nghiém su dung thuong mai dién tr trén ba nam va tan
suat mua sam tuong di cao. Pa s6 nguoi duoc hoi vira méi phat sinh giao dich trong vong 7 ngay
qua. Diéu nay khéng dinh dir li¢u thu thap dugc phan anh tuong ddi sat thuc té trai nghiém hién
tai. Nhimg dic diém nay cho thay mau phan anh twong d6i r& nhom ngudi tiéu dung tré ¢6 kinh
nghiém mua sam truc tuyén
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Dadnh gia mo hinh do lwong
Bang 1. Két qua kiém dinh d tin cdy va gi tri hoi tu cia cac thang do

Nguon: Két qua khdo sdt ciia nhém téc gia, 2026.

Cronbach's alpha CR (rho_A) AVE
EFF 0.750 0.757 0.505
ENT 0.828 0.842 0.617
FUL 0.754 0.768 0.508
LOY 0.854 0.858 0.595
PER 0.744 0.754 0.493
PRS 0.734 0.748 0.487
SAT 0.838 0.845 0.568
SEC 0.896 0.897 0.681
SYS 0.805 0.806 0.580

Bang 2. Gia tri HTMT

Nguén: Két qua khdo sat ciia nhom tdc gid, 2026.
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E E F L P P S SE SY PR
FF NT UL 0) ER RS AT C S S x
SAT
EFF
EN 0.2
T 97
FUL 0.5 0.
50 201
LO 0.5 0. 0.6
Y 42 202 24
PER 0.6 0. 0.4 0
48 324 87 574
PRS 0.3 0. 0.4 0 0.
67 193 26 564 | 454
SAT 0.6 0. 0.6 0 0. 0.
98 316 92 754 | 613 452
SEC 0.4 0. 0.3 0 0. 0. 0.
26 351 73 334 | 365 203 598
SYS 0.4 0. 0.4 0 0. 0. 0. 0.4
69 263 35 346 374 181 514 45
PRS 0.2 0. 0.2 0 0. 0. 0. 0.1 0.2
x SAT 54 044 44 335 225 330 225 07 44

Két qua kiém dinh cho thay cac thang do déu c6 do tin cay chap nhan duoc khi Cronbach’s
Alpha va CR déu 16n hon 0,7. Hau hét cac bién dat AVE 1én hon 0,5; riéng PER va PRS c6 AVE
thip hon ngudng dé xuat nhung van dugc giir lai do CR dat yéu cau. Két qua HTMT cho thiy cac
cap bién tiém 4n déu nhoé hon 0,9, cho théy md hinh dat gia tri phan biét.
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Phan tich mé hinh céu triic
Bang 3. Kiém dinh gia thuyét bién doc lap

Nguon: Két qua khdo sdt ciia nhém téc gia, 2026.

/] t statistics p-values Két ludn
HI: SYS — SAT 0.063 1,250 0.212 Béc bo
H2: SEC — SAT 0.265 5,815 0.000 Chap nhan
H3: PER — SAT 0.152 2,093 0.036 Chap nhan
H4: EFF — SAT 0.264 3,446 0.001 Chép nhan
HS5: FUL — SAT 0.347 5,784 0.000 Chap nhan
H6: ENT — SAT 0.006 0.151 0.880 Béc bo

Két qua kiém dinh cho théy bon bién gém bao mat, c4 nhan hoa, hi€u qua st dung va hoan
thanh don hang c6 tac dong tich cuc va c6 y nghia thong ké dén sy hai long. Trong d6, hoan thanh
don hang c6 h¢ s6 tac dong 16n nhét. Nguoc lai, tinh 6n dinh k¥ thuat va tinh giai tri khong c6 y
nghia thong ké, do d6 H1 va H6 bi bac bo.

Béng 4. Kiém dinh gia thuyét bién trung gian

Nguon: Két qua khao sdt ciia nhom téc gia, 2026.

B t p- Két luin
statistics values
0.03 , 1,
SYS — SAT — LOY 9 1,247 0.212 Bac bo
0.16 A A
SEC — SAT — LOY 4 5,517 0.000 Chap nhan
0.09 B R
PER — SAT — LOY 4 2,046 0.041 Chap nhéan
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0.16 .
EFF — SAT — LOY 3,434 0.001 Chap nhan
0.21 P .
FUL — SAT — LOY 5,409 0.000 Chap nhan
0.00 . 1
ENT — SAT — LOY 0.151 0.880 Béc bo
0.61 P .
H7: SAT — LOY 15,303 0.000 Chap nhan
H8: X — SAT — LOY Chap nhan mét phan

Sy hai 10ng 13 bién trung tim chuyén héa trai nghiém khach hang truc tuyén thanh long trung
thanh. Cu thé, cac tac dong gian tiép tir cac yéu tb FUL, SEC, EFF, va PER dén LOY déu co ¥
nghia théng ké (p < 0.05). Trong khi d6, cic tic dong gian tiép tir bién SYS va ENT thong qua

SAT dén LOY lai khong dat ¥ nghia thong keé.

Ngoai ra, két qua ciing cho thdy sy hai 1ong c6 tac dong tich cuc va ¢ y nghia thong ké dén
1ong trung thanh (p < 0.001), do d6 gia thuyét H7 dugc chap nhan. Nhu vy, gia thuyét H8 vé vai
tro trung gian cua sy hai 10ng trong méi quan hé giira cac yéu t trai nghiém khach hang truc tuyén

va long trung thanh duoc chap nhan mot phan.

Bang 5. Kiém dinh gia thuyét bién diéu tiét

Nguon: Két qua khao sdt ciia nhom tdc gid, 2026.

t - .
p . e P Ket luian
statistics values
HY9: PRS x SAT — LOY 0 08-1 2,118 0.034 Chép nhan

Co ché diéu tiét nghich chiéu ctia PRS 1a mot phat hién quan trong va da phan anh dic diém
canh tranh gia cao cua thi truong thuong mai dién tu. H¢ s6 am (B = -0.081) cho théy khi khach

hang cang nhay cam vé gi4, tac dong cta su hai 1ong 1én 1ong trung thanh cang giam xudng.

Béng 6. Kha niang du doan va Da cong tuyén

Nguén: Két qua khdo sat ciia nhom tac gid, 2026.
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Q? R? R? hi¢u chinh VIF
SAT 0.531 0.651 0.649 2,116
LOY 0.391 0.710 0.706 1,269

Mo hinh giai thich dugc 65,1% bién thién cta su hai 10ng va 71,0% bién thién ciia 10ng trung

thanh. Céc gia tri Q* déu 16n hon 0, cho thdy mé hinh c6 kha ning du bao nhat dinh. Dong thoi,

cac gia tri VIF déu nho hon 3, cho thiy khong c6 hién tuong da cong tuyén nghiém trong.

Ma trdn Tam quan trong - Hiéu sudt (IPMA)

Bang 7. Két qua IPMA

Nguon: Két qua khao sdt ciia nhom téc gia, 2026.

TAm quan Hiéu suit TAm quan Hiéu suit
trong (SAT) (SAT) trong (LOY) (LOY)
EFF 0,229 75,781 0,123 75,781
ENT 0,024 53,973 0,013 53,973
FUL 0,288 79,211 0,155 79,211
PER 0,162 76,713 0,087 76,713
SEC 0,255 62,806 0,137 62,806
SYS 0,093 62,645 0,050 62,645
PRS — — 0,219 84,375
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SAT — — 0,539 71,888

Trung 0,175 68,522 0,165 70,924
binh

Vi bién muc tiéu SAT, hai yéu td EFF va FUL c¢6 tim quan trong va hiéu suét cao, can
duy tri loi thé. Bién SEC hién c6 tAm quan trong cao nhung hiéu suét thip, cho thiy SEC can duoc
tap trung dau tu. PER ciing c6 tac dong 1én mo hinh tuy nhién khéng c6 tac dong 16n bang cac bién
EFF, FUL va SEC. Hai yéu t6 con lai bao gdbm ENT va SYS c¢6 tac dong yéu 1én mé hinh véi hiéu
sudt dudi mirc trung binh.

V61 bién muc tiéu LOY, su hai long c6 tam quan trong vuot troi nhat doi voi, dat mue
0,539 chung minh vai tro trung gian. P nhay cdm vé gid ghi nhan mutrc hi€u suat cao nhat ching
té murc d§ nhay cam vé gia cua nguoi ti€u dung 1a twong doi cao.

4.2. Théo lugn két qud

Thi nhdt, vi tri ciia cac bién Hoan thanh don hang (FUL), Hiéu qua str dung (EFF) duoc khang
dinh va cua tac dong doc lap cua yéu t6 Bao mat (SEC) duoc phat hién. Gia thuyét HS5 duoc chép
nhan va tim quan trong ctia FUL (0.288) twong dong véi két qua trong nghién ctru ciia Parasuraman
va cong su (2005) khi hoan thanh don hang dugc chirng minh la bién ¢6 tac dong du bao cao nhat.
Dong thoi gia thuyét H4 dugc chap nhan va két qua vé tim quan trong ctia EFF (0.229) twong dong
v6i bién Perceived Ease of Use (Cam nhan vé mirc do dé sir dung) trong M6 hinh Chép nhan Céng
nghé cta Davis (1989). Nhiing diéu trén tai khang dinh rang tinh dé dung, tiét kiém thoi gian va
nang lyc thyuc hién cam két don hang van 1a gia tri c6t 15i gitr chan nguoi dung. Bién SEC véi hé
sO tim quan trong cao thir hai trong mo hinh cling véi gia thuyét H2 dugc chip nhan 1a mot phat
hién méi so v6i mot s6 nghién ctru trudc ddy. Parasuraman va cong su (2005) da chi ra két qua bao
mat 1a mot yéu td co ban, co tac dong yéu nhét trong cac nhan té duge nghién ctru. Tuy nhién, két
qua thuc nghiém cta nghién ctru nay, dong thuan voi quan diém cia Rita va cong sy (2019), da
chimg minh diéu ngugc lai. Sy gia ting tam quan trong ctia bao mat c6 thé dugce 1y giai boi sy gia
tang rui ro ltra ddo truc tuyén, 10 ri dit liéu ca nhan va thuét toan theo doi hanh vi. Viéc nén tang
thuong mai dién tr bao v¢ dir li€u cd nhan cho khach hang tao nén sy an tdm, tr d6 thuc déy su hai
long.

Thit hai, két qua nghién ctru chi ra SYS va ENT khong c6 tac dong dén su hai 1ong, minh
chiung b::ing gia thuyét H1 va Hé6 bi bac boé. Van dung thuyét hanh vi mua sim vi loi, dong luc cdt
16i ctia ngudi dung trén cac nén tang thuong mai dién tir van mang tinh vi loi (mua sim) nhiéu hon
1a tinh hudng thy (giai tri), 1y giai cho viéc bién ENT khong c¢6 ¥ nghia thong ké. Két qua vé SYS
c¢6 phan trai ngugc voi mé hinh cia DeLone & McLean (2003) khi chit lugng hé thong thudong
duoc xem 14 yéu t6 ¢6 vai tro quan trong. Su khac biét nay c6 thé duge giai thich rang trong bdi
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canh hién nay, h¢ théng van hanh tron tru va 6n dinh duge xem 1a diéu kién ky thuat co ban. Tuy
nhién hiéu suit ciia SYS trong mau ciing dang thap hon so véi trung binh (62.645 so véi mirc trung
binh 68,522). SYS van la mot diéu kién can ddi véi cac nén tang thwong mai dién tir trong bdi canh
phat trién k¥ thuat nhu hién nay. Néu dé hiéu suat tut xudng quéa thip s& giy ra su bat man anh
hudng dén sy hai long ciia khach hang.

Mo rong thao luan, co thé théy mic du SYS va FUL déu la céac yéu t5 co ban ma nén tang
thwong mai dién tir can dap ing nhung c6 mot nghich 1y ring FUL c6 tac dong déng ké dén su hai
long con SYS lai khong c6 tac dong. Sy chénh 1éch trén co thé duoc giai thich bdi mot $6 ly do
nhu sau:

SYS va FUL khac nhau & diém cham cam xtic ciia khach hang. Tuong tac v6i SYS 14 trai
nghiém gitta ngudi va may, noi cac 16i ki thuat thuong mang tinh tam thoi; trong khi d6, FUL la
trai nghiém vé mat két qua 1a hang héa thyc té, anh hudng truc tiép dén muyc dich cudi cung cua
giao dich. Nguyén nhan tiép theo 1y giai cho hién twong trén 14 tinh hiru hinh cta dich vy. Panh
gia chat lwong k¥ thuat thudng mang tinh cam giac tic thoi, trong khi FUL duoc kiém chimg mot
cach hitu hinh théng qua san pham cam trén tay va thoi gian giao nhan. Trong tam 1y tiéu dung,
céc yéu t6 hitu hinh thudng co trong s6 cao hon khi hinh thanh thai 6 tong thé. Cudi cing, co ché
phan bo trach nhiém giira hai yéu t6 nay 1a khac nhau. Cac 16i k¥ thuat (SYS) thuong duoc ngudi
dung quy cho dudng truyén Internet hay thiét bi cua ho, trong khi cac sai sét trong viéc thuc hién
don hang dugc quy cho nén tang hodc ngudi ban, khién tac dong cua FUL 1én su hai long trd nén
truc dién va siu sic hon.

Thir ba, dbi chiéu v6i xu hudéng nghién ciru AI Marketing (Mariani va cong su, 2022) von dé
cao vai trd cia Ca nhan héa (PER), dit liéu ctia nghién ctru nay cho thay tuy PER van c6 tac dong
tich cuc va y nghia thong ké nhung khong ndi trdi bang cac bién khac nhu FUL, EFF va SEC.
Nguoi tiéu dung danh gia cao sy tién loi nhung cling duy tri sy than trong nhét dinh trudc viéc thu
thap dir liéu c4 nhan cua nén tang. Phat hién nay cung cdp thém bang chimg thuc nghiém cho
"Nghich 1y quyén riéng tu" dugc dé cap bai Norberg va cong su (2007). Khach hang mong mudn
su tién loi tir cac goi ¥ thong minh, nhung dong thoi nay sinh tam 1y e ngai va phong thu trude sy
thau hiéu qua mirc ctia thudt toan. Vi vy, tac dong clia ca nhan hoa dén sy hai 10ng co thé ton tai,
nhung bi gidi han bdi cac can nhéc lién quan dén quyén riéng tu.

Thit tr, gia thuyét H7 duoc chap nhan cing hé s6 tim quan trong 16n ciia bién trung gian Sy
hai 10ng (SAT) minh ching cho két qua sy hai 1ong c6 tic dong dang ké 1én Long trung thanh
(LOY), cung cd céc nghién ctru kinh dién cua Oliver (1999). Dua vao s6 liéu, cac bién doc lap
khong dugc xem 1a tac dong tryc tiép dén long trung thanh trong mo hinh, ma chu yéu tic dong
gian tiép thong qua sy hai long. Két qua nay mot 1an nita khang dinh vai tro ciia bién trung gian.
Gia thuyét trung gian H8 duoc ciing cb.

Tuy nhién, khac vdi cac nghién cliru trude thudng coi sy hai long 1a dich dén cudi cung, két
qua chi ra rang: Du mirc d6 hai long hién tai kha cao, nhung bi &nh hudng nhiéu béi "DJ nhay cam
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vé gid". PRS xuét hién véi vai tro diéu tiét mdi quan hé giita SAT va LOY - tuong dong voi hudng
di ciia Konuk (2019). PRS c¢6 hiéu suit qua cao (84.3) cho thdy khach hang dang rat quan tam dén
gia ca khi quyét dinh mua hang. Nén ting nio co gia thanh san pham t6t hon s& gianh dugc loi thé
canh tranh. Diéu nay giai thich tai sao cac mé hinh 1ong trung thanh truyén thong (dya trén sy hai
long) lai tré nén kho dy doan hon trong bdi canh hién tai

5. Khuyén nghi va két luan
5.1. Mt 56 khuyén nghj

Thay vi dau tu dan trai vao moi di€ém cham, céc san thuong mai dién tir can tap trung ngan
sach va nguon lyc vao nhan to c6 tdc dong manh nhat dé to1 wu chi phi va dat hi€u qua cao.

Thir nhat, bao mat can dugc cai thién trong viéc xay dung sy hai long khi két qua tir dit liéu
thuc té cho thdy hiéu suat méi & muc trung binh cung véi thuc trang cac vu viée lira dao truc tuyén
ngdy cang gia ting. Nén tang nén ap dung cai tién cong nghé cac co ché xac thyc cho thanh toan
va mi hoa thong tin c4 nhan trén don hang. Nhim nang cao nhan thirc cta ngudi dung vé an toan
thong tin, cac san can cong khai va truyén thong minh bach céac chinh sach cam két bao mat dit liéu
ca nhan.

Thit hai, nang lyc hoan thanh don hang ciing can dugc hoan thién thong qua hop tac chat ché
v6i cac d6i tac logistics hodc thiét 1ap hé théng dénh gia hiéu suat nha ban hang dya trén ty 1é giao
dung han va ty 1& hoan hang, tir 46 khuyén khich ngudi ban can kiém soat chat lugng mit hang.
Chinh sach dam bao cam két giao dung han c6 bdi hoan ciing s& nang cao do tin cay cua dich vu
van hanh.

Thir ba, 1ong trung thanh ctia khach hang con gin lién véi hiéu qua st dung cua nén tang.
Trong bdi canh ngudi tiéu dung tré c6 xu hudng xir Iy thong tin nhanh va thoi gian cha y twong d6i
ngan, cac san nén quy dinh bit budc voi nguoi ban trong viée dién cac thong sb ki thuat dong thoi
cai tién bo loc tim kiém, cho phép ngudi dung loc sau hon theo nhu cau st dung. Ngoai ra, tinh
nang tim kiém san pham bang hinh anh hay cong nghé xtr Iy ngon ngir tu nhién thay vi chi khép tir
khoa ciing can duoc hoan thién nham nang cao kha ning nhan dién va goi ¥ cac san pham tuong
tu chinh xac hon.

Thir tu, 36 nhay cam vé gia ciing can chu trong khi dong vai tro diéu tiét méi quan hé giira su
hai long va long trung thanh cia khach hang. Ngay céd khi khach hang c6 trai nghiém tich cuc va
hai 1ong v6i nén tang, ho van co thé chuyén sang cac san khac néu nhan thy sy chénh léch vé gia.
Vi véy, cac san thuong mai dién tir can két hop quan 1y trai nghiém khach hang véi cac chinh sach
gia hop 1y nham duy tri sy gan b6 1au dai ciia ngudi dung.

5.2. Két lugn

Vé mit 1y luan, nghién ctru gop phan hé thng hoa cac co so 1y thuyét vé trai nghiém khach
hang tryc tuyén, sy hai 1ong, d6 nhay cam vé gia va long trung thanh. Dé tai ciing dé xuit mot mo
hinh nghién ctru bao gdm cac yéu t6 tién t6 dugc cap nhat theo bdi canh phat trién ciia cic nén tang
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thuong mai dién tr tai Vi¢t Nam, qua doé cung cép mdt gbc nhin vé thuc trang trai nghi€ém cua
nguoi tiéu dung trong pham vi khao sat.

Vé mit thyc tién, két qua nghién ctru cho thiy cac thudc tinh ciia nén tang thuong mai dién tir
c6 vai trd quan trong trong viéc dinh hinh trai nghiém ctia ngudi ding va tir @6 anh huong dén su
hai 1ong ciing nhu 1ong trung thanh cua khach hang. Pdng thoi, nghién ciru chi ra rang do nhay
cam vé gia c6 thé lam thay d6i muc do tic dong cua sy hai 10ng dén long trung thanh trong bdi
canh canh tranh giira cac san thuong mai dién tir. Nhitng phat hién nay cung cap thém bang chimg
thuc nghiém gitip cac nén tang thuong mai dién tir hiéu rd hon cac yéu t6 anh huong dén hanh vi
gan b6 ciia khach hang.
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