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SU THOA MAN CUA KHACH HANG POI VGI
TRANG WEB MUA SAM THEO NHOM QUA MANG HOTDEAL.VN

*PGS, TS. Ha Nam Khanh Giao ©, ThS. H6 Hdu Tan ¢
Tém tit

Nghién cvtu nhdam muc tiéu nhdn biét mitc do théa man ciia khdch hang va cdc yéu t6 dnh
hudng dén mitc dj théa méan ciia khdch hang doi voi trang web mua sdm theo nhém qua mang
Hotdeal.vn. Thang do EtailQ dugc sit dung.

Két qud phan tich dit liéu cho thdy micc dj théa man ciia khdch hang déi vdi trang
Hotdeal.vn ¢ mitc trung binh. Kiém dinh dé tin cdy Cronbach’s Alpha, phdn tich nhan té va
phén tich hoi quy da bién cho két qud cé 4 thanh phan chinh tdc déng dén su théa man ciia
khdch hang sit dung trang Hotdeal.vn theo thit tw la “Pé tin cdy”, “Dich vu khdch hang”, “Thiét
ké trang web”, “Dj an toan”. Tit nhitng két qud thu duoc, nghién citu dd c¢é nhiing kién nghi
nhdm cdi thién va ndng cao chdt luong dich vu trang Hotdeal.vn nhdm gia ting su théa mdn
ctia khdch hang.

Tir khéa: sy théa man, chdt luong dich vy, mua sdm theo nhém qua mang.
1. Tong quan

MO hinh dich vu mua sim theo nhém qua mang, cdn dudc goi la Groupon, 12 mang mua
sdm, bit ngudn tai M§, von dugc ghép tir “Group” (nhém khich hang) va “Coupon” (phi€u
mua hang) phuc vu viéc mua hang gid ré trén mang. J nudc ta, md hinh mua sim theo nhém
qua mang dang phat trién véi toc do kha nhanh, dit mdi chi xuét hién tir du nam 2010. M6
hinh nay mang lai nhiéu 1gi ich cho ngudi tiéu diing 1an nha cung cip sin phim, ngudi tiéu
diing c6 thé mua dudc nhitng sdn phdm véi gid rit ré thong qua nhitng phi€u coupon gidm gid
theo nhém, con nha cung cap sdn pham thi dudc 1gi ich vé quang céo thuong hiéu clia minh
véi chi phi thap. Hién nay, di c6 d€n vai chuc website hoat dong theo mo hinh nay nhu:
phagia.com ciia phunu.net, muachung.vn cia VCCorp, cucre.vn ciia vatgia.com, nhommua.com
cia diadiem.com, cungmua.com cuia tichluydiem.com, deal.zing.vn cia VinaGame,
kenhgia.com, doimua.com, runhau.vn...

Hotdeal.vn dudc 1ap vao nam 2010, 12 mdt dich vu vé mua sim theo nhém qua mang clia
Vinabook.com (thudc cong ty MeKongCom), mang dén cho khich hang co hdi mua cic san
phdm — dich vu véi gia gidm hap din tir 50 — 90%. Hotdeal.vn con gitip cac diém kinh doanh
ban hang va quing b4 thuong hiéu. Hién nay, mdi ngay c6 hon 1000 lugt truy cip vao trang
web Hotdeal.vn va udc lugng sé& ting nhiéu hon nita trong tuong lai. Ngoai ra, Hotdeal.vn con
dugc thira hudng kinh nghiém quang c4o truc tuyén va ban hang truc tuyén ciia Vinabook.com,
mang lai dich vu t6t nhit cho khach hang va doanh nghiép.

Trong hoat dong kinh doanh ctia Hotdeal.vn, khach hang chi€m mdt vai trd rit quan trong.
Song, hién tai dich vu nay dang c6 su canh tranh gay git tit nhitng ddi thii khac, nhitng trang

(*) Khoa Pao tao Sau dai hoc, Trudng Pai hoc Tai chinh — Marketing.
(**) Cong ty TNHH MTYV Phat trién Cong vién phan mém Quang Trung.
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web thu hiit khdch rit manh nhd vao nhitng uu diém riéng va khich hang c6 thé dé dang mua
hang & trang nay hay & trang kia. Do d6, d6i v6i Hotdeal.vn ciing nhu ddi véi céc trang web
khéc, nhiém vu quan trong d€ c6 thé 1am ting doanh s&, giit chan dudc khach hang 12 théa
min dugc nhu ciu ctia khach hang. Khi nhu ciu ctia khdch hang da dugc thda min, ho sé trd
thanh khach hang thudng xuyén, mang lai ngudn gié tri 16n cho cong ty.

2. Cd s6 ly thuyét
2.1. Chat lugng dich vu va sy théa man

Chat lugng dich vu chinh la y&u t& quyét dinh thanh cong, gitip cho khach hang thda man;
chat lugng cang cao thi do thda man cang cao, giip khach hang c6 xu huéng quay trd lai st
dung dich vu. C6 rat nhiéu dinh nghia clia cic tac gi khic nhau vé dich vu: Zeithaml and
Bitner (2000) [14], Kotler (2001) [5], Parasuraman et al. (1988) [9]... Theo Lehtinen and
Lehtinen (1982) [7], chat lugng dich vu phdi dugc ddnh gia trén hai khia canh cht y&u 1a qua
trinh cung cap dich vu va k&t qué clia dich vu, trong khi Gronroos (1984) [3] dua ra hai linh
vuc d€ danh gia chit lugng dich vu 1a chat lugng k§ thuét va chit lugng chic ning...

Theo Kotler (2001) [5], su thda mén ctia khdch hang bit ngudn tir viéc so sinh k&t qua
thyc t& thu dudc tir viéc tiéu diing sin pham/dich vu véi nhitng ky vong ma khéach hang dat
ra. Su thda man cla khiach hang c¢6 nhitng anh hudng t6i long trung thanh véi thuong hiéu. Su
thda min khich hang 12 mdt khii niém t8ng quat chi sy hai 1ong ctia khich hang khi s dung
san phdm hay dich vu trong khi chat lugng dich vu tip trung vao nhitng thanh phan cu thé clia
dich vu [13].

Chat lugng leif:;ghlzlléir; to

dich vu

Su théa mén cua
khach hang

ChA't lugng
san phim

e

Hinh 1. Mdi quan hé giita chat lugng dich vu va sy théa man cia khach hang
(Nguoén: Zeithaml and Bitner (2000) [14], Services Marketing, McGraw-Hill.)

Nhitng nhin t6
cd nhan

Bén canh d6, Zeithaml and Bitner (2000) [14] ciling cho ring gia ca cta dich vu chinh la
mot trong nhitng phuong thifc d€ thong tin quéng céo ra bén ngoai va thu hiit sy’ quan tim cla
khach hang vé dich vu d6. Nhin chung, gid c4 c6 mdi quan hé véi chit lugng dich vu va duge
ddnh gid qua sy cdm nhan cta khéch hang la ¢6 phi hgp hay khong, c6 mang lai gié tri tot
nhit cho khach hang hay khong.
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2.2. Chat lugng dich vu truc tuyén

Hién nay, dich vu truc tuy&€n dang phét trién rit manh, md ra mot kénh ban hang thuong
mai mdi mang lai nhiéu 1di ich cho ca ngudi ban va ngudi tiéu ding. Dich vu truc tuyén chi
c6 sy ti€p xtc giita khach hang va trang web ctia nha cung cip qua Internet, khic biét rat 16n
vé6i dich vu truyén thong - qua trinh dién ra c6 sy ti€p xic truc ti€p clia ngudi cung cip dich
vu va khach hang.

Theo Santos (2003) [11], chat luvgng dich vu truc tuyén dugc x4c dinh thong qua sy nhan
xét, danh gid tong thé clia khach hang vé& qua trinh cung cap dich vu trong mot thi trudng 4o,
va ong tin tudng ring chat lugng dich vu tryc tuyé€n con c6 thé t8i da héa thuan 1gi trong viéc
canh tranh & linh vuc thuong mai dién ti.

Nhiéu nha nghién cttu da dua ra nhitng md hinh khac nhau dé c6 thé d4nh gia, do ludng
chinh xé4c chat lugng dich vu truc tuyén (bang 1).

Bang 1. Mot s6 mé hinh thang do chat lugng dich vu tryc tuyén

Nha nghién ciu Thang do
Abels,White and Hahn C4ch st dung, ndi dung, ciu tric, dudng link, cong cu
(1999) [1] tim ki€m, giao dién trang web

Yoo and Donthu (2001) [13] | Dé sit dung, do an toan, tdc do xit 1y, thi€t k& trang web

Chat lugng thong tin, chi't lugng cda sy cim thong va tin

Barnes and Vidgen (2003) [2] (éng, 43 it dung

Dé sit dung, giao dién, su k&t ndi, ciu tric, ndi dung,
Santos (2003) [11] hiéu qua, tin ciy, su truyén dat, an toan, chi€t khau, hd
trg khdach hang

Thiét k& trang web, tin ciy, phan hdi, tin tudng, cich bd
cuc theo nhu cau khdch hang

Lee and Lin (2005) [6]

C6 hai mo6 hinh dugc ddnh gia bao quat hét cac thang do & trén. Mo hinh thit nhat dudc
phit trién vio nim 2003 bdi Wolfinbarger and Gilly [12] - m6 hinh EtailQ, gdm 4 thanh phan
chinh dé€ do ludng chat lugng dich vu dién tir. M6 hinh thit hai la E-SERVQUAL (2005) clia
Parasuraman et al. [10] cling dva trén thang do SERVQUAL dé phat trién, bao gdm 11 bién.
Hai thang do nay c6 su tuong dong vdi nhau (bang 2).

Bang 2. So sianh giita hai thang do EtailQ va E-SERVQUAL

EtailQ E-SERVQUAL
Truy cép
DPinh huéng sit dung dé dang
Thiét k& trang web Giao dién ctlia trang web

Do cd nhian hda

Do hiéu qua
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o Do tin ciy
bJ tin cay . .
Su tin tudng
bo an toan bo an toan
Dich vu khach ha Dip tng
ich vu khach han
IV £ Sy linh dong

2.3. M6 hinh nghién cifu dé xuat

TU viéc so sdnh hai md hinh bao quét nhat, nghién cttu sit dung mo hinh EtailQ va c6 mo
hinh nghién citu dé xuat (hinh 2).

bJ tin cay
b0 an toan

Thi€t k&
trang web

Dich vu
khéch hang

Hinh 2. M6 hinh nghién ctu dé xuat
3. K&t qua nghién citu
3.1. Nghién citu dinh tinh

Nghién cttu dinh tinh qua phuong phép théo ludn truc ti€p v6i 2 nhan vién dang quan 1y
trang web Hotdeal.vn va thao luin qua e-mail vGi 10 khach hang thudng xuyén st dung dich
vu clia trang. Noi dung thdo ludn chi y€u xoay quanh bang cau hdi phdng van nhiim xac dinh
10 cdc y&u td nao that sy phil hgp, c6 tic dong nhiéu nhit d€n khach hang, tir &6 hiéu chinh
bd sung cdc y tudng d€ hoan chinh bang cau hdi.

3.2. Mo ta mau

Nghién cttu dinh lugng dudc ti€n hanh thong qua phdng van khach hang bing bang cau
héi da dugc hiéu chinh. Dit liéu dugc thu thip bing cach giti bang ciu hdi truc ti€p dé€n email
clia tiing ngudi, tng dung Google Docs d€ tao ra mdt bang cau hdi truc tuyé€n véi ndi dung tir
bang cau hdi da xay dung va hiéu chinh.

K&t qua khao sat nhu sau: Tong s miu giri di 1a 1.000 e-mail, s6 e-mail bi 18i 13 267 e-mail,
s6 thu vé dudc 14 258 bang cau hdi, sau khi lam sach dif liéu, s& c6 thé sit dung 1a 201 bang.
Tham gia khdo sit c6 d&én 89,6% tudi 18-30, chi 10,4% tudi 30-45, 73,1% la nit, chi 26,9% la
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nam. V& trinh dd hoc véin, chii yéu 1a dai hoc (68,7%), cao ding va trung cip (20,9%), con lai
sau dai hoc (9%) va phd thdng (1,5%). V& nghé nghiép, da s6 12 nhan vién (58,2%), quan 1y
chi€m 11,9%, sinh vién chi€m 19,4%, con lai 1a nghé khéc (10,4%). Vé thu nhp trung binh
mdi thang, 40,3% khoaAng 3-6 triéu dong, 23,9% khoang 6-9 triéu dong, trén 9 tri¢u dong chi€ém
20,9%, van c6 14,9% thu nhap duéi 3 triéu déng.

3.3. Danh gia dj tin ciy cta thang do

Bang 3. Tém tit két qua ki€ém dinh Cronbach’s Alpha

SIT| Thanhphin | S¥bién | Crombach’s Alpha | o S0 (MOme quan
bién-tong thap nhat
1 | Thi€t k€ trang web 8 0,904 0,615
2 |bd tincay 6 0,883 0,566
3 |P0d an toan 3 0,731 0,393
4 |Giaca 2 0,813 0,685
5 | Dich vu khdch hang 7 0,907 0,448
6 |DP06 thdéa man 3 0,859 0,655

Béng 3 cho thay tat c4 cic thang do trén déu c6 hé s6 Cronbach’s Alpha 16n hon 0,6.
Pong thdi, cdc hé s tuong quan bién — tong clia tit ci cac bién do ludng clia 6 thang do déu
16n hon 0,3 nén tit c& céc bi€n nay déu dang tin ciy (Nunnally and Bernstein, 1994) [8].

K&t qua phan tich nhan t6 EFA, st dung phuong phap phan tich nhan 8 Principle Com-
ponents va phép quay géc Varimax dugc trinh bay & bang 4 va bang 5.

Bang 4. K&t qua KMO va kiém dinh Bartlett

Hé so KMO 0,863
o Hé s6 Chi binh phuong 5441,548
Kiém dinh .
Bac tu do 325
Barlett .
Hé s6 Sig 0,000

Bang 5. K&t qua hé so tai nhan to

- . Nhén to
Bién quan sat
1 2 3 4
DVKH21 0,924
DTCI10 0,909
DVKH24 0,852
DVKH22 0,848
DVKH23 0,815
DVKHI9 0,789
DVKH20 0,724
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DVKH18 0,680

TKO5 0,882

TKO04 0,802

TKO7 0,739

TKO06 0,718

TKO1 0,717

TKO8 0,690

TKO03 0,632

TKO02 0,624

DTC13 0,799

DTC11 0,748

GIA25 0,712

DTC14 0,706

DTCI12 0,700

DTCO09 0,571

GIA26 0,561

DATI5 0,874
DAT17 0,817
DATI16 0,815
Chi s6 Eigen 11,886 3,237 1,952 1,700
Phuong sai trich 45,716 12.451 7,506 6,540
Gid tri 1y ti€n cua 45,716 58,166 65,673 72,213
phuong sai trich

Cronbach's Alpha 0,953 0,904 0,911 0,898

Hé s6 KMO 1a 0,863 véi mifc y nghia O trong kiém dinh Barlett. Nhu vy, cdc bi€n c6
tuong quan vdi nhau va thda mén di€u kién trong phan tich nhan t8. C6 4 nhan t6 dudc trich
va tit cd cdc bi€n déu c6 hé so tii nhan t& > 0,5, diéu nay chitng té cic bi€n va nhan td c6
quan hé chit ché véi nhau, ddm bio mifc y nghia thiét thuc ctia EFA. Tdng phudng sai trich
12 72,213% > 50%. Chi s6 Eigen clia 4 nhan t6 déu > 1 nén 4 nhan t& (26 bién quan sit) déu
dudgc giif lai trong mo hinh phan tich. Do tin cdy Cronbach’s Alpha ctia céc bi€n quan sit trong
4 nhan t6 vira trich déu > 0,6, théa man diéu kién vé do tin cay [4].

D6i v6i thang do “Pd théa min” vé chat lugng dich vu, sau khi phan tich EFA trich dugc
1 nhén t tai chi s& Eigen 12 2,345 > 1. Kiém dinh KMO va Barlett c6 gi4 tri biing 0,68 va mtc
y nghia c6 gia tri Sig = 0 < 0,05. Céc bi€n c6 hé s6 tai I6n hon 0,5 nén déu quan trong trong
thanh phan “Pd théa madn” clia khdch hang ddi v6i chit lugng dich vu; phuong sai trich c6
gia tri la 78,168% > 50% (Hair et al., 1998) [4].

Bon nhan t6 méi dude dit tén 1an lugt 12 “X,= Dich vu khach hang”, “X = Thiét ké&
trang web”, “X .= D9 tin cy” va “X = D0 an toan”, hinh thanh m6 hinh nghi€n cttu hi¢u
chinh (hinh 3).
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bd tin cay
Do an toan

Hinh 3. M6 hinh nghién cifu hiéu chinh
3.4. Ki€m dinh mo hinh

Thi€t k€
trang web

Dich vu
khéch hang

Phan tich tudng quan dudc st dung d€ xem xét mdi tuong quan giita cic bi€n doc lap
cing nhu moi tuong quan giita bi€n thda man va bi€n doc lap, dugc trinh bay trong bang 6.

Bang 6. K&t qua phan tich hé sé tuong quan Pearson

Bién s X; X, X3 X4 Y
X, 1 0 0 0] 0,346
X, 0 1 0 0| 0,156
X3 0 0 1 0] 0,594
X4 0 0 0 1| 0,145
Y 0,346 | 0,156 | 0,594 | 0,145 1

Sig ctia mbi bién déu dat mot mic ¥ nghia < 0,05. Nhu vy, & do tin ciy 95%, mifc tuong
quan tuyén tinh thuan clia bi€n “Po thda min” véi céc bién doc lap déu c6 y nghia.

Phan tich hdi quy

Phuong phép thuc hién hdi quy 1a dua cac bi€n vao cuing lic (Enter). K&t quéa phan tich
hdi quy da bi€n dudc trinh bay tai bidng 7 va bang 8.

Bang 7. K&t qua phan tich hdi quy

. Hé s Y .
Hé s& khong chi:?l 95% khoang | Théng ké da
chuin héa , tin cay cho B cong tuyén
hoa .
He Heé 56
MAau t S0 Gigi | Gisi y
. ioi ioi phong
. S
B Sai so6 | Beta '8 han han Phu’o:ng dai
e " sai
dudi | trén phuong
sai
(Hing
s6) 3,374E-17 | 0,049 0 1|-0,098 | 0,098
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X 0,346 | 0,050 | 0,346 | 6,979 0| 0,248 | 0,444 1 1
X5 0,156 | 0,050 | 0,156 | 3,139 | 0,002 | 0,058 | 0,253 1 1
X3 0,594 | 0,050 | 0,594 | 11,983 0| 0,496 | 0,692 1 1
X4 0,145 | 0,050 | 0,145 | 2,926 | 0,004 | 0,047 | 0,243 1 1

Bang 8. Tém tit mé hinh hoi quy

Céc chi so chinh Gia tri
R’ 0,518
R? hiéu chinh 0,508
Hé s6 F 52,678
Hé s6 Durbin-Watson 1,819

Phuong trinh hdi quy tuyén tinh (chuin héa) dugc xay dung nhu sau:
DTM = 3,374E+ 0,346* X + 0.156* X, + 0,594* X, + 0,145* X,

X,, X,, X, va X, déu c6 mic y nghia § mic Sig <0,05. Nhu vay, tit ¢4 4 bi€n doc lap trong
mo hinh déu c6 quan hé nhan qua va quan hé thuan vé6i bi€n phu thudéc DTM, trong d6, bién
“Pd tin cay” ¢6 tdc dong cao nhat (B = 0,594), k& dén lan ludt 1a “Dich vu khéach hang” (B =
0,346), “Thiét k& trang web” (B = 0,156), “P0 an toan” (B = 0,145).

R? hiéu chinh 1a 0,508, nghia 12 m6 hinh tuy&n tinh dd xay dung giai thich dugc 50,8% su
bié&n thién clia bi€n phu thudc “d6 théa man khach hang”. Thong ké F dat gia tri 52,678 dugc
tinh tir gia tri R? cia mo6 hinh v6i mic y nghia Sig = 0 cho thAy m6 hinh hdi quy tuyén tinh da
bi€n phit hgp véi dif liéu dd khdo sdt va c6 thé sit dung dugc.

Biéu dd phan tén gifta hai bi€n gid tri dy doan chuin héa (Standardized Predicted Value)
va phan du chuéin héa (Standardized Residual) cho thay phan du phan tdn ngiu nhién. Vi vay,
gi4 dinh lién hé tuyén tinh khong bi vi pham. P9 16n clia phan du chuin héa trén biéu @6
phan tédn khong ting hodc gidm ciing vdi gid tri du dodn chuéin héa. Vi vay, gia dinh phuong
sai clia sai s6 khong d6i, khong bi vi pham.

Biéu dd tan sd cho thiy c6 mot dudng cong phan phdi chuin dudc dit chdng 1én biéu dd
tAn s0; do d6 c6 thé néi phan phdi phan du xap xi chuin (trung binh Mean= 2,08E"7 gin tié€n
vé 0, do l1éch chuén Std.Dev = 0,98995 gin bing 1). Vi thé, két luan ring gid thi€t phan phdi
chuéin khong bi vi pham. Bi€u dd Q-Q Plot ciing cho thiy céc di€ém quan sat khong phan tdn
qué xa dudng théing k¥ vong nén c6 thé két luan gia thi€t phan phdi chuin khong bi vi pham.

Hé s6 phéng dai tolerance va phuong sai VIF déu bing 1 (nhd hon 10) cho thiy hién
tugng da cong tuyén khdng xay ra chitng té ring cac bién doc 1ap khong cé quan hé chit ché
vdi nhau. Hé s6 Durbin — Watson = 1,819, nim trong mién chap nhn gia thi€t khong c6 tuong
quan chudi bac nhat (du=1,810< 1,819 < 2,19 =4 — du). Do d6, cic phﬁn du khong tao thanh
mot mo6 hinh khac 4nh hudng dén bi€n phu thudc ngoai mo hinh chinh.
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4. Mot s g0i ¥ quan tri
4.1. Ggi y vé P tin cay

DPay 1a bi€n ¢6 sy tic dong cao nhit d&€n su thda min clia khach hang. Mifc trung binh tir
2,90 dén 3,37 (hinh 4) cho thily khéch hang chua hai long 1dm vé6i do tin cdy cla trang. Trong
d6, dudc danh gia thap nhat 1a bi€n “Cac thong tin vé sin phdm dich vu trén mdi coupon dudc
Hotdeal.vn cung cip rat chinh xdc” v6i mean 2,90 va bi€n “San phim dich vu trén mdi phi&u
coupon dugc cung cap ding chat lugng nhu da gidi thi€u trén web” v6i mean 2,94. Do d6, ta
s€ uu tién céi thién hai bi€n nay.

3.50

3.40
3.30
3.20 -

3.10 -
3.00 +
290 -
2.80 -
2.70
2.60 T T T T T T

DTCOS DTC11 DTC12 DTC13 DTC14 GIA25 GIA26

Hinh 4. Mifc trung binh cua cdc bi€n quan sat trong thang do “D9 tin cay”

Mot s6 gidi phdp dé xudt:

- Ti€p tuc tang cudng ki€m soat thong tin, chit lugng cic y€u td san phdm, dich vu diu
vao ddm bdo ring thong tin, chat lugng sin pham, dich vu dugc cung cip sé gidong nhu thong
fin da giéi thidu.

- Ti€p tuc va thudng xuyén ra sodt danh sach céc sdn pham, dich vu bi khdch hang phan
hdi chua ding nhu gidi thiéu, d€ yéu ciu nha cung Gng phai thuc hién ding cam két, cung
cip diing thong tin, chit lugng sdn pham.

- Thudng xuyén nhic nhd nhan vién vin hod giao ti€p, lam viéc ding trach nhiém.

- Pua ra quy ché& cam ké&t khach hang sé dudc cung cap phi€u coupon ding nhu da dat
mua trén trang web.

- Khi s lugng mua mot phi€u coupon c6 thé s& khdng di theo yéu ciu khi d&€n han thi
phai lam mot thdong bao canh bao cho khiach hang.

- Pua ra quy ché cam k&t mifc gidm gia ctia sén phdm dich vu trén mdi phi€u coupon
ding nhu da dudc gidi thiéu trén web.

4.2. Ggi y vé Dich vu khach hang

Vi mic do trung binh dao dong tir 2.97 dén 3.21 (hinh 5), nhin chung, khich hang chua
hai 1ong 1dm véi dich vu khach hang clia trang. Trong do, thap nhit 1a bi€n “Céc thic mic
khi€u nai, phan hdi cda khéch hang ludn dugc gidi quyé&t nhanh chéng” v6i mean 2.97.
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Hinh 5. Mifc trung binh ciia cdc bién quan sat trong thang do “Dich vu khiach hang”

Mot s6 gidi phdp dé xudt:

- Hotdeal.vn cin cdi ti€n quy trinh phan hdi thong tin va x{ 1y khi€u nai, sao cho thdi
gian phin hodi d&€n kh4ch hang 12 nhanh nhat.

- Thudng xuyén theo ddi, gidm sit cdc cudc goi dén clia khach hang d€ phan hdi thic
mic, khi€u nai ciing nhv cac céch trd 16, gidi dap ctia nhan vién.

- Cén c6 nhan vién tryc 24/7 @& dap tng bat ky cude goi nao tir khach hang, nén trang bi
thém dudng diy néng bing s6 di dong va hién thi tai vi tri bit mit trén trang web dé€ phuc vu
khach hang 5t hon.

- Thudng xuyén cip nhat bd sung muc “Cac cau héi thudng gip” trén trang web d€ khach
hang c6 thé tham khao.

- Thudng xuyén t§ chitc dao tao nhan vién vé dich vu khach hang, k§ ning dam phén, k¥
ning giao ti€p truc ti€p, giao ti€p qua dién thoai.

- Thudng xuyén cap nhat ki€n thitc nghiép vu lién quan dén viéc dit mua phi€u coupon,
céc kién thitc v& san phdm, hang héa dich vu cho nhan vién.

4.3. Ggi y vé Thiét k& trang web

3.70

3.60

3.50

3.40 +

3.30 +

3.20 ~+

3.10 ~

3.00 -~
TKO1 TKO2 TKO3 TKO4 TKOS TKOG TKO7 TKO8

Hinh 6. Mifc trung binh ciia cdc bi€n quan sat trong thang do “Thiét ké& trang web”

V6i mitc d trung binh chi tir 3.22 dén 3.58 (hinh 6), nhin chung khéch hang ddnh gia
trang web & mifc trung binh kh4, cho thiy viéc thi€t k& trang web ciing da tao dudc mot sut
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dnh hudng kha dén sy quan tim ctia khich hang. Trong d6, dugc danh gia cao nhit la bién
“Céc budc dé thuc hién mot thao tdc mua phi€u coupon dugc chi din ro rang, d& hiu” véi
mean 3.58 va bi€n nhin dugc sy quan tAm it nhit 12 “Trang web c6 su chon loc sdn pham,
dich vu da dang va phong phii” véi mean 3.22, tifc khach hang thdy mitc do phong phu da
dang cdc san phdm hang héa, dich vu cda trang chi & muc vira phai.

Mot 56 gidi phdp dé xudt:
- Hotdeal.vn cin ludn tim ki€m, cap nhat lam da dang cdc sdn phdm, dich vu ctia minh.

- Nhiéu khich hang dénh gid mau xanh 14 cAy chd dao ciia trang 1a hoi khong bit mit,
chua tao dudc sy ua nhin cho khach hang. Do d6, Hotdeal.vn cAn thim dinh lai tinh thim m§
cta trang web.

- Ti€p tuc don gidn héa cic thao tdc cho khach hang khi thuc hién giao dich.

- Trang web nén c6 thém cong cu tim ki€m gitip cho khéch hang c6 thé dé dang tim ki€m
céc mit hang, dich vu ma minh mudn.

- Ti€p tuc nang cip hé thdng mdy chii, cdp quang va thudng xuyén kiém tra, bdo tri dé
didm bio dudng truyén tot, tdc do xi 1y truy cap nhanh.

- Ludn dam bdo cung cap thong tin chinh xéc, diy dd, kip thdi va thudng xuyén.
- Ti€p tuc tao mdt danh muc sdn phadm dudc phan loai rd rang.

4.4. Ggi y vé Pj an toan

3.20
318
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3.10
3.08

3.06
3.04
3.02
3.00

DAT1S DAT16 DAT17

Hinh 7. Mifc trung binh cia cdc bi€n quan sat trong thang do “D9 an toan”

V6i mitc do trung binh dao dong tir 3.06 dé€n 3.18 (hinh 7), nhin chung, khach hang
chua hai 1ong 1dm véi do an toan cilia trang. Trong d6, dugc danh gid thdp nhat 1a bién
“Tdi cdm thay an toan khi thuc hién giao dich mua sim phi€u coupon tai web Hotdeal.vn”
vé1 mean 3.06.

Mot s6 gidi phdp dé xudt:

- Nén dua chinh séch quy dinh quén 1y va bdo mat thdng tin ctia khach hang 1&én phia dau
cta trang chu.

- Ti€p tuc ting cudng lién k&t v4i nhitng cong ty chuyén vé bio mat dé xay dung mot hé
thong b4o mat cao.
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- Pao tao cho nhén vién giao phi€u viéc bdo mat thong tin cho khach hang.
5. K&t luan

Theo k&t qua md hinh nghién citu diéu chinh, ¢6 4 nhan t§ tic dong d&n sy thda min clia
khach hang st dung dich vu mua sidm theo nhém qua mang ctia Hotdeal.vn, sip theo th tu

tdc dong tir manh dén yé€u la “Po tin ciy”, “Dich vu khach hang”, “Thi€t k& trang web”, “Do
an toan”.

K&t qui nghién cttu vé miit thuc tién c6 thé gitip cho ban diéu hanh Hotdeal.vn c6 cdi
nhin cu thé€ vé& nhitng mit lién quan d&n céc y&u td tic dong dén sy théa man ctia khach hang
khi stt dung dich vu mua sim theo nhém qua mang. Tl d6, gitip cho Ban diéu hanh Hotdeal.vn
c6 thé tim ki€m cac gidi phdap dé nang cao sy théa min clia khach hang ddi véi chat lugng
dich vu truc tuyé&n clia trang; gitip khach hang tin dung dich vu ciia trang, giit chin khach hang,
thu hit thém nhiéu khach hang méi va nang cao ning lvc canh tranh clia trang.

Bén canh nhitng k&t qua dat dudc, qua phan tich, nghién cttu con mot s& han ché nhu:
phuong phap chon miu thuén tién, s6 miu chua thuc sy 16n. Vi vay tinh dai dién sé khong
cao va chua mang hét tinh tdng quit. Nghién cifu nay chua c6 su so sanh chit lugng dich vu
truc tuyén clia Hotdeal.vn v6i nhitng trang web cing dich vu khéc nén s& c6 han ché trong
viéc dua ra cac gidi phap thuc t€ khi so sanh v6i cac gidi phap dich vu ctia ddi thii canh tranh
dudc dau tu tét hon./.
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Summary

The research aims at identifying the level of satisfaction and the factors affecting the
satisfaction of customers of the group buying website - Hotdeal.vn. by using the measurement
tool of EtailQ.

From the analyzed data, it can be seen that the customers’ satisfaction with the website
Hotdeal.vn is at average. The result of verifying the reliability by Cronbach’s Alpha, the
factor and multiple regression analysis tool, shows that 4 main factors affecting the satisfaction
of the customers using the website Hotdeal.vn can be ranked in order: “Security”, “Reliability”,
“Customer Service”, “Website Design”. Thence, the research reveals some suggestions to
improve and enhance the service quality of the website Hotdeal.vn to have better customer
satisfaction.

Keywords: satisfaction, service quality, group buying.
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