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Tom tat. Bai viét tim hiéu cac yéu té thanh phan trong trai nghiém mua sim omni-
channel va sy hai 10ng cua khach hang, vi cha dé nghién ciu tai thanh phd Hué con moi
la va chua duoc danh gia ca vé mat ly thuyét 1an thuc nghiém. Nhém tac gia tién hanh
thu thap y kién caa 175 khéch hang trai nghiém mua sim omni-channel trong linh vuc
ban 1¢ dién tir, dién may tai thanh phd Hué. S liéu thu thap duoc xir Iy bang phuong phap
phan tich nhan t6 khdam phé va phan tich héi quy. Két qua nghién ctu cho thay rang sy
nhat quén, lién két, linh hoat, tich hop va ca nhan hoa trai nghiém déu co tac dong dén sy
hai long cua khach hang mua sam omni-channel tai thanh phé Hué. Tur két qua nghién
ctru, bai viét dé xuat cac khuyén nghi nham gitp cac doanh nghiép trong viéc trién khai
va tng dung thanh céng mé hinh omni-channel.

Tir khoa: Omni-channel; Sy hai 1ong cua khach hang; Thanh phd Hué; Trai nghiém
mua sam.

1. Pit van aé

Trai qua hon 2 nam cao diém chiu sy tac dong cua dai dich Covid-19, thi truong
ban 1¢ Viét Nam chiing kién su thay doi tir xu huéng mua ban chi yéu & kénh thuong mai
truyén thong sang mé hinh kénh thuong mai hién dai. Béo céo chi sb thuong mai dién tir
Viét Nam 2022 caa Hiép hoi Thuong mai dién tir Viét Nam da chi ra rang ngudi tiéu
ding tryc tuyén ting manh ca vé sb lugng va chat lwong. Tinh dén nay, da c6 hon 70%
dan s6 Viét Nam tiép can Internet, trong d6 50% nguoi ding di mua sim truc tuyén, 53%
nguoi dan da stir dung vi dién tr va thanh toan mua hang qua mang (Gia Cu, 2021).

Tur nhitng kho khin do phy thugc vao kénh mua sam truc tuyén trong giai doan dai
dich Covid-19, dong dao khach hang di tré nén quen thudc voi hinh thic mua sam da
kénh va tir nim 2022, hinh thtrc ndy sé& tré thanh xu huéng mua sim chu dao (Hiép hoi
Thuong mai dién tu Viét Nam, 2022). Theo d6, thuat ngir mua sam da kénh khong con
xa la d6i véi khach hang tai Viét Nam ndi chung va tai thanh phd Hué néi riéng ciing véi
su phat trién cua Internet, thiét bi dién tu, mang xa hoi. Trudc khi quyét dinh mua hang,
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ngudi tidu ding thudng co dong thai tham khao thong tin san pham it nhat 2 kénh ban
hang khac nita va sé& lya chon kénh phu hop nhat dé tién hanh mua sam. Théng qua mua
sam omni-channel, khach hang cam nhan duoc trai nghiém lién mach bat ké mua sam &
dau, du 13 tai cira hang hay mua truc tuyén. Trudc yéu cau trai nghiém mua hang da kénh
tich hop caa khéch hang, nhiéu doanh nghiép bén I¢ tai Viét Nam da nhanh chéng chuyén
d6i md hinh kinh doanh tir ban 1¢ don kénh (single channel), ban 1¢ da kénh (multiple-
channel) sang ban I¢ da kénh tich hop (omni-channel) dé duy tri tinh canh tranh va phu
hop véi xu huéng tit yéu trén thé gidi. Nang cao hiéu qua kinh doanh omni-channel vi
thé tré thanh mdi quan tam hang dau cua cac nha ban 1¢é trong giai doan hién nay.

Cac nghién ciru trude day vé md hinh omni-channel dugc phan loai thanh 2 cip do
nghién ctru: nghién ciu cap do to chire va cap do ca nhan (Lee & cong su, 2019). Chu dé
nghién ciu vé cap do to chic bao gom kiém tra viéc cung cap thong tin, phat trién dich
vu logistics, marketing doanh nghiép va thyuc hién don hang (Chopra, 2016), lugng mua
hang (Chatterjee, 2010; Huré & cong su, 2017). Trong khi d6, chi dé nghién ciu & cap
d6 ca nhan vé ban lé da kénh bao gom trai nghiém mua sam omni-channel (Rodriguez-
Torrico & cong su, 2020; Zhao & Deng, 2020; Shi & cong su, 2020; Ameen & cong su,
2021) va phan tng cua khach hang nhu sy hai long (Jain & cong s, 2017; Huré & cong
su, 2017; Pei & cong su; 2020; Rodriguez-Torrico & cong su, 2020), long trung thanh
(Jain & cong sy, 2017; Mosquera & cong su, 2018), ¥ dinh mua sam (Orls & cong su,
2019; Shi & cong su, 2020). Tai Viét Nam, cac nghién cau vé md hinh omni-channel va
trai nghiém mua sam cua khach hang ciing con kha mai mé, chua duoc danh gia rong rai
ca vé mat ly thuyét Ian thuc nghiém. Tinh dén nay, chua c6 nghién ctu ndo duoc thyc
hién lién quan dén cha dé trai nghiém mua saim omni-channel cia nguoi tiéu ding tai
thanh phé Hué.

V6i ¥ nghia nay, muc tiéu cua bai viét huéng dén viéc phan tich nhiing yéu té thanh
phan cua trai nghiém mua sam omni-channel tic dong dén su hai 1ong cua khéach hang
mua sim mat hang dién tir, dién may va phu kién tai thanh phd Hué. Nhém nganh hang
dién tir, dién may va phu kién duoc lya chon trong nghién ctu nay vi la mot trong sé rat
it cAc nhom hang ap dung kha thanh céng mé hinh omni-channel & Viét Nam néi chung
va thanh phd Hué noi riéng. Tur d6, bai viét dé xuat mot sé khuyén nghi nham gidp cac
doanh nghiép trong qué trinh trién khai kinh doanh mé hinh omni-channel.

2. Tong quan ly thuyét va phwong phéap nghién ciru

2.1. Téng quan ly thuyét

2.1.1. Omni-channel

Thuat ngir “omni-channel” c6 tién té “omni” (hay omnis trong tiéng Latinh), c6
nghia 13 tat ca/toan bo/tong thé va “channel” c6 nghia 1a kénh, noéi cach khac, omni-
channel 14 tong hop nhiéu kénh ban hang, hay ban hang da kénh tich hop (ban hang hop
kénh). Trong nghién citu hoc thuat, omni-channel lan dau tién duoc Rigby (2011) dinh
nghia 1 trai nghiém béan hang tich hop va két hop loi thé cua ctra hang thuc té voi trai
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nghiém mua sam tryc tuyén. Trong khi d6, Shen va cong su (2018) cho rang omni-channel
thong nhit quan 1y cac kénh nhu nhitng diém tiép xtic dan xen nhim cho phép ngudi tiéu
ding c6 trai nghiém lién mach trong mot hé sinh thai. Nghién cau caa Nick (2019) cho
rang omni-channel x6a bo ranh gigi giita cac kénh ban hang va tiép thi khac nhau dé tao
ra mot téng thé thdng nhat, tich hop. Su khac biét trong ban 16 tai cac hé thdng cira hang,
giita cac kénh trén mang, mang x4 hoi, dién thoai di dong, email va tin nhin s& khdng con
khi doanh nghiép c6 mét céi nhin duy nhat vé khach hang va mang lai mot trai nghiém
thwong mai lién mach cho khach hang. O goc do cau thi truong, khach hang mua sim
omni-channel trong nghién ctru nay dwoc hiéu 1a nhitng nguoi sir dung hinh thuc mua
hang tir it nhat hai kénh trong méi tredng omni-channel. Cac kénh mua sim omni-channel
gom ¢ mua tryc tiép tai siéu thi, ctra hang ban Ié truyén thong; website cong ty; tng dung
mua sim; tong dai cua cdng ty; mua qua nén tang xa hoi (Facebook, Instagram, Zalo,
Tiktok,...); san thuong mai di¢n ta.

2.1.2. Trai nghiém mua sam omni-channel

Trai nghiém mua sim omni-channel duoc xem 1a mot thuat ngir méi khi bao gom
viéc tich hop ca hai hinh thtrc dich vu truc tuyén va ngoai tuyén trong bdi canh ngudi tiéu
ding ngdy cang mua sim trén nhiéu kénh dé hoan thanh mot giao dich duy nhat. Chinh
vi vy, cac hoc gia trén thé gidi da dua ra nhiéu dinh nghia vé trai nghiém mua sidm omni-
channel va cac thanh phan trai nghiém dua trén cc quan diém khac nhau. Theo Verhoef
& cong su (2015), trai nghiém mua sim omni-channel 1a mot quy trinh tong thé cung sy
két hop cua ca danh gia Iy tinh va cam tinh trong hanh trinh mua sim ctia khach hang trén
céc kénh khéc nhau. Trong khi d6, Tyrviinen & cong su (2020) cho rang trai nghiém mua
sam omni-channel 1 két qua cta phan Gmg ndi tai va chi quan ctia khach hang xuat phat
tir nhitng twong tac dugc thuc hién truc tiép hodc gian tiép boi nha ban 1¢. Piém tuong
dong trong trai nghiém mua sam omni-channel 1a dé cap dén danh gia cua khach hang
khong phai trong mot 1an mua sdm, ma 12 nhitng gi dong lai theo thoi gian sau tat ca
nhirng 1an khach hang tuong tac va tiép xuc voi doanh nghiép. Do d, trai nghiém mua
sim omni-channel trong bai viét nay duoc hiéu 1a cam nhan theo thoi gian cia khach hang
sau nhiéu tuong tac gitra doanh nghiép va khach hang tai nhiéu diém tiép xuc khac nhau.
Dua trén két qua nghién cau cua Shi & cong su (2020), nghién ciu nay xac dinh trai
nghiém mua sim omni-channel bao gom nim thanh phan chinh Ia tinh tich hop, tinh lién
két, tinh nhat quéan, tinh linh hoat va tinh c& nhan héa.

2.1.3. Moi quan hé giia trai nghiém mua siém omni-channel va sy hai long cua
khach hang

M6 hinh omni-channel duoc xem 1a mét hinh thire dich vu trong chién luoc cua cac
doanh nghiép B2C dé gia tang sy hai long caa khach hang bang cach cho phép nguoi tiéu
dung lua chon thoi gian, khdng gian, hinh thac kénh va cach thire turong tac véi nha ban
l¢ (Leroi-Werelds & cong su, 2014; Kumar & Reinartz, 2016). Ylksel & Yuksel (2001)
dé cap dén hai khia canh vé su hai long, d6 1a hai 1ong cua khach hang vai san pham cubi
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(tirc 12 sau khi tiéu dung san pham) va hai 1ong cua khach hang véi qua trinh cung cap
dich vu (tic 1a gan vai toan qué trinh trai nghiém mua sim cua khach hang). Theo Kotler
& Keller (2006), sy hai long cua khach hang 1a mic do cua trang thai cam giac bat nguon
tir viéc so sanh két qua thu duoc tir viéc tiéu dung san pham/dich vu véi nhitng ky vong
cia ho. Chen & Tsai (2008) dinh nghia su hai long caa mot khach hang la khai niém do
ludng tat ca cac mic do thoa man cua khach hang d6 véi to chac cung cap dich vy sau
tat ca nhitng lan tiép xtc va tuong tac véi khach hang. Su hai 1ong cua khach hang 1a cam
giac thoa man ma dich vy hoic san phdm mang lai cho khach hang khi tiéu dung (Oliver,
2010). Khi khach hang cam thay hai 1ong, ho s& tiép tuc sir dung san pham, dich vu cua
doanh nghiép. Bén canh do, ho sé ndi chuyén, gigi thiéu vaéi nhitng nguoi xung quanh vé
nhitng trai nghiém tét cia minh trong hanh trinh mua sam da kénh, tr d6 gitip doanh
nghiép thu hat dugc nhiéu khach hang hon. Pay chinh 14 nhitng chi bdo dugc st dung
trong nghién ctru nay dé lam thang do danh gia su hai long caa khach hang khi trai nghiém
mua sam omni-channel.

2.1.4. Gia thuyét nghién czzu va md hinh nghién ciru dé xuat

Dua trén nhimg co so Iy luan va tir két qua nghién ciu caa cac hoc gia trude day
cling nhur tir két qua nghién ciu dinh tinh, md hinh nghién ciru dé xuat thang do nghién
ctru gdm nam nhan t thanh phan cua trai nghiém mua sam da kénh anh huong dén su hai
long caa khach hang la tich hop, lién két, nhat quan, linh hoat va ca nhan héa trai nghiém.
Viéc van dung thang do nam thanh phan ndy phl hop véi nhitng dic tinh cung cap dich
vu trai nghiém mua sam omni-channel va nén tang co s¢ ha ting omni-channel hién nay
cua cac doanh nghiép ban Ié mit hang dién ta, dién may va phu kién tai thanh phd Hué.
Thuc té nghién ctru cho thay day 1a linh vyc thanh cong nhat hién dang ap dung mé hinh
omni-channel tai thanh phé Hué, thong qua d6, nhom tac gia dé dang hon trong viéc tiép
can nhitng khach hang da va dang trai nghiém mua sam omni-channel di véi nhém mit
hang dién tu, dién lanh va phu kién trong thoi gian qua.

La yéu t6 phan biét vai ban Ié da kénh, su tich hop trai nghiém dé cap dén muc do
khach hang nhan thay thong tin va noi dung trén cac kénh khac nhau duoc tich hop dong
bo. Chién lugc da kénh va tién bo cong nghé dix liéu gilp cac nha ban 1é luu gitt mot ban
ghi ddng bo vé khach hang trén tat ca cac kénh (Saghiri & cong su, 2017). Khi khach
hang trai nghiém tot vé tich hop kénh, ho s& cam thay mua sam omni-channel twong xitng
véi su ky vong caa minh. Tir d6, gia thuyét nghién ctu thir nhat dugce dé xuat:

H1: Trdi nghiém tich cuc vé su tich hop lam gia tang sir hai 10ng cuia khach hang.

Shi va cong su (2020) cho rang lién két trai nghiém 1a mac d6 gin két va két ndi
noi dung, thdng tin san pham, dich vu trén cac kénh khac nhau. Tir hanh vi thuong xuyén
chuyén doi kénh trong méi trudng omni-channel, khach hang ky vong rang cac nha béan
I¢ omni-channel s& cung cip cac huéng din chinh xac, kip thoi dé su chuyén doi kénh
dién ra muot ma va mang lai trai nghiém lién mach cho khéach hang trén tat ca cac kénh
két ndi (Piotrowicz & Cuthbertson, 2014; Joseph, 2015). Trai nghiém mua sam duoc lién
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két s& mang lai cam giac thoa man cho khach hang khi c6 thé lwa chon kénh yéu thich cua
minh trong mua sim da kénh. Vi vay, nhém tac gia dé xuat gia thuyét the hai:

H2: Trai nghiém tich cuec veé si lién két lam gia tang sw hai 10ng cia khach hang.

Shi & cong sy (2020) xem trai nghiém nhat quén 1a mirc do cam nhan duoc sy thdng
nhét vé ca ndi dung va quy trinh mua sam trén cac kénh khac nhau. Twong tu, Piotrowicz
& Cuthbertson (2014); Saghiri & cong su (2017) cho riang cac nha ban Ié phai xay dung
tinh nhat quan trén tat ca cac diém tiép xuc, boi vi bao dam tinh nhit quan va mach lac
giita cac kénh 1a mot noi dung trong tdm trong chién lugc da kénh cia doanh nghiép
(Mosquera & cong su, 2017); Shen & cong su, 2018) va dugc dai da $6 nguoi tiéu dung
mong doi trong hanh trinh mua sim ((Huré & cong sy, 2017; leva & Ziliani, 2018). Do
do, gia thuyét thir ba dugc thiét 1ap:

H3: Trai nghiém tich cyc vé sw nhat quan nang cao sy hai 1ong cuia khach hang.

Linh hoat trai nghiém dé cap dén muc d6 khach hang dugc lya chon kénh mua sam
va trai nghiém tinh lién tuc khi chuyén tir kénh nay sang kénh khac. Nguoi tiéu ding
thudng lo ngai vi sg rai ro mua sam tryc tuyén, vi du nhu chat luong san pham khong
nhu mé ta, san pham 13i, chinh sach doi tra phirc tap. Shen va cong su (2018) cho rang
khach hang c6 duoc trai nghiém tét vé tinh linh hoat khi dugc d6i tra san pham sé& gidp
giam lo ngai vé van dé chuyén doi kénh va rai ro tong thé. Do dé, trai nghiém linh hoat
I& mot nhan té quan trong trong viéc dap ung duoc ky vong mua sam da kénh va ning
cao sy hai 1ong. Trén co sé d6, nhom tac gia dé xuat gia thuyét thir tu nhu sau:

H4: Trai nghiém tich cuc vé su linh hogt nang cao sir hai 10ng cuia khach hang.

Ca nhan hda trai nghiém dé cap dén mic d6 ma khach hang nhan duoc su quan tam
dén nhitng nhu cau ca nhan riéng biét va mirc d6 pht hop caa dich vy d6i véi mdi ca nhan
trong mua sam da kénh dua trén lich st mua hang va thong tin ca nhan trén cac kénh khéac
nhau (Shi & cong su, 2020). Sy tién bo trong céng nghé quan Iy di liéu da gitp cho nha
ban Ié c6 thé phan tich hanh vi nguoi tiéu ding va cung cap cac dich vu dugc ca nhan hoa
nhu goi ¥ mua sam dua trén lich sir mua hang va cdng cu tim kiém (Oh & Teo, 2010).
Khi khach hang cam nhan duoc rang c& nhan hda trai nghiém thuc su mang lai nhiéu loi
ich va than thién véi nguoi ding, ho s& cam thay hai long véi dich vu duoc cung cap boi
doanh nghiép &p dung omni-channel. Do vay, gia thuyét thir nam duoc dé nghi:

H5: Trdi nghiém tich cuc vé sir c& nhan héa nang cao sir hai 1ong cia khach hang.

Tir nhitng gia thuyét duoc trinh bay, md hinh nghién ctru sau day duoc dé xuat:
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Hinh 1: M6 hinh nghién ciru dé xuat
Nguon: Dé xudt ciia nhdm tac gid

Thang do str dung trong nghién ciru gom co:

- Thang do Tich hop trai nghiém (TH) bao gém 4 bién quan sat: TH1 (hoat dong
tuong tac dugc tich hop), TH2 (yéu cau va théng tin ¢6 san trén cac kénh), TH3 (tich hop
hoat dong xuc tién), TH4 (dong bo gigi thiéu san pham trén cac kénh).

- Thang do Lién két trai nghiém (LK) bao gom 5 quan séat: LK1 (kha nang truy cap
thdng tin san pham trén nhiéu kénh), LK2 (kiém tra tinh trang hang ton kho), LK3 (lién
tuc kham pha noi dung san pham khi chuyén doi kénh), LK4 (lién két tai khoan thanh
vién), LKS5 (su tuong tac véi dich vy cham soc khach hang trén cac kénh).

- Thang do Nhat quan trai nghiém (NQ) bao gom 5 quan sat: NQ1 (hinh anh, khau
hiéu va tén thuong hiéu), NQ2 (nhat quan vé chat lugng san pham), NQ3 (nhat quén vé
hiéu suat dich vu), NQ4 (nhat quan vé nhitng phan hdi nhan duoc), NQ5 (khdng c6 su
khac biét vé chinh sach gia mua hang trén cac kénh).

- Thang do Linh hoat trai nghiém (LH) bao gém 4 quan sat: LH1 (dung tha san
pham tai cac cira hang va dat hang truc tuyén), LH2 (dat hang truc tuyén va nhan tai cira
hang hozc nhan tai nha), LH3 (d& dang lua chon cac kénh thay thé cho cling mét dich vu),
LH4 (c6 thé sir dung dich vu hau méai qua bat cir kénh nao).

- Thang do Ca nhan hda trai nghiém (CN), thé hién sy chi y, quan tdm cta doanh
nghiép ban Ié da kénh dén khach hang dua trén lich sir mua hang va thdng tin ca nhan
trén cac kénh khac nhau, bao gom 4 quan sat: CN1 (cung cip cac goi ¥ mua sim), CN2
(4p dung quyén loi mua siam, chinh sach giam gia), CN3 (hiéu chinh trinh duyét truc tuyén
pht hop), CN4 (c6 chinh sach phan thuang riéng hoic diém tich lily thanh vién).

- Thang do Su hai 16ng cua khach hang mua sim da kénh (HL) bao gém 4 quan st:
HL1 (md hinh omni-channel 1 can thiét dé dap ang nhu cau va mong muédn cua khéch
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hang), HL2 (hai long vé dich vu), HL3 (tiép tuc mua sdm da kénh), HL4 (thich gidi thiéu
mua siam da kénh cho nhitng ngudi xung quanh).

2.2. Phwong phép nghién criru

2.2.1. Phuong phap thu thap di liéu

Bai viét sir dung dit lidu so cip duogc thu thap theo phwong phap 14y mau thuan tién
dua trén tinh dé tiép can cua dbi twong va thyc hién phuong phap nghién ciu dinh tinh
va dinh lugng. DAu tién, dé tim hiéu thuc trang 4p dung mé hinh omni-channel va kiém
tra tinh hop 1y cac thang do trong mé6 hinh, nhom tac gia lya chon phuong phap phong
van chuyén gia 1a nhiing nha quéan 1y, nhan vién dai dién céc doanh nghiép I6n dang kinh
doanh ban I¢ da kénh trong linh vuc dién tir, dién may va phu kién tai thanh phé Hué nhu
Thé gidi di dong, Bién may xanh, FPT shop, Nguyén Kim, Siéu thi Bién may Chg Lén.
Cong cu duoc sir dung 13 bang hoi ban cau tric véi sé luong phong van 12 8 nguoi. Két
thic phong van, nhimg nguoi duoc hoi cling nhom tac gia da c6 duoc sy nhat tri cao vé
cac tiéu chi ciing nhu thdng nhéat dugc cac noi dung bd sung, stra ddi. Tiép dén, nhom
khach hang tiéu diém gom 5 nguoi duoc lya chon tham gia phong van nhdm Ia nhiing
ngudi thich trai nghiém, am hiéu mua sam da kénh va san sang tham gia phong van. Cac
dap vién tham gia phong van nhdm cho rang khach hang trai nghiém tbt cac yéu té thanh
phan s& lam gia tang su hai long ddi voi mua sam omni-channel. Két qua tir thao luan
nhom chuyén gia va nhom tiéu diém gitp nhém tac gia thiét ké bang hoi ¢ cau trdc pha
hop phuc vu cho khao sét chinh thic.

Trong phan tich EFA, kich thuéc ¢c& mau thudng gap 4-5 lan s6 bién quan sat, do
do, kich c& mau tdi thiéu trong nghién ciu nay phai 1a 130 vai sé bién quan sét 1a 26. Sb
mau cang Ién thi tinh dai dién cho téng thé cang cao. Do d6, nhdm tac gia tién hanh khao
sat 200 khach hang mua sam da kénh trong vong 6 thang qua bang phong van tryc tiép
va khao sét truc tuyén qua Google Forms. Két qua 1a nghién ciu thu vé 175 phiéu tra loi
hop 1é va c6 gié tri dé dwa vao xir ly, phan tich & phan tiép theo.

2.2.2. Phuong phdp xu ly, phan tich di liéu

Bang viéc sir dung phuong phap thong ké mé ta, kiém dinh d6 tin cay cua thang do,
phan tich nhan té kham phé va phan tich hoi quy tuyén tinh, dit liéu so cip duoc tac gia
xtr Iy va phan tich bang tng dung phan mém xu ly sé liéu SPSS 26.0.

3. Két qua va thao luan

3.1. Thuc trang trdi nghigm mua sdm omni-channel cia ngwoi tiéu dung tgi
thanh phé Hué

Liy ké 8 thang dau nam 2022, tong muc ban & hang hod, dich vy tiéu ding x& hoi
wdc dat 33.918,4 ty dong, ting 15,5% so vdi cung Ky. Trong d6, doanh thu ban 1é hang
hoa wéc dat 26.449,6 ty dong, chiém 78%, ting 9,4% (UBND tinh Thira Thién Hué,
2022). Sau hon 2 ndm ké tir khi dich Covid-19 bing phat, doanh thu tir nganh ban lé hang
h6a van c6 xu huéng ting 1én nho su phat trién manh mé cua hoat dong thwong mai dién
tr tai thanh phé Hué. Cau dich vu mua sam omni-channel tai Thira Thién Hué day tiém
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nang vai quy md dan sé gan 1,2 triéu nguoi. Nhu cau mua sam cia ngudi dan ¢ khu vuc
thanh phé 1a rat 16n, dic biét sau khi ma rong dia giéi hanh chinh tir ngay 1.7.2021, thanh
phd Hué khong chi c6 ddng bang lay séng Huong 1am trung tim ma con hoi da dia hinh
tir 46ng bang, d6i ndi, bién va ¢m pha.

Hon 2 nam séng chung véi dai dich Covid-19, dé dap (ng nhu ciu ca nhan va ho
gia dinh, nguoi tiéu dung Hué chuyén dan sang tim kiém va mua sim tai cac nén tang ky
thuat sb trong diéu kién sir dung dién thoai théng minh va phé cap dich vu Internet. Két
qua 13, hanh vi mua sim “bi bat budc” phai 1am trong dai dich dé théa man nhu cau cudc
séng dan tro thanh théi quen “kho boé” sau dich. Xu hudng nay tai thi tredng ban 16 tai
thanh phd Hué cang dic biét r nét, do dac thi vé mat dién tich thanh phd nho, giao thong
di lai d& dang, nguoi dan co thoi quen mua sam truc tiép tai cira hang, diém bén Ié caa
doanh nghiép. Thi trudng mua ban hang hoa va sir dung dich vu khong tiép xdc so6i dong
nhét tir trude dén nay, dac biét 14 nhu ciu mua sam céc thiét bi dién tir, dién may va phu
kién gia ting manh dé phuc vu cho hoat dong 1am viéc, hoc tap tai nha trong diéu kién
dai dich Covid-19. Khi ngay cang nhiéu khach hang yéu cau trai nghiém mua saim omni-
channel, nhiéu nha ban I¢ dién tur, dién may va phu Kién tai thanh phd Hué nhu Thé Gi6i
Di Bong, Bién May Xanh, FPT Shop, Nguyén Kim, Bién May Cho Lén di chuyén sang
md hinh omni-channel dé duy tri cling nhu ting dan lwong khach hang caa minh.

3.2. Pdc trung cua khach hang tham gia khdo sat

Nhin chung, két qua & Bang 1 vé dic trung mau khach hang cho thiy da phan khach
hang tham gia khao sat kha tré tudi vai nghé nghiép chu yéu 1a can bo, cong nhan vién
chirc va hoc sinh, sinh vién véi mrc thu nhap trung binh dao dong trong khoang tir 5 triéu
dén 15 triéu dong/thang.

Bang 1: Théng ké mo ta dic trung mau khao sat khach hang

Tiéu chi SO nguoi tra loi Ty 18 (%)
Gigi tinh
Nam 72 41,1
N 103 58,9
P tuoi
18-24 tudi 58 33,2
25-39 tudi 63 36,0
40-54 tudi 44 25,1
55-70 tudi 10 5,7
Nghé nghiép
Hoc sinh, sinh vién 48 27,4
Nha kinh doanh 29 16,6
CBCNVC 80 45,7
Budn ban nho, ndi trg, nghi huu 18 10,3
Thu nhap binh quan
Dudi 5 triéu 45 25,7
5-10 triéu 73 41,7
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10-15 triéu 28 16,0
15-20 triéu 21 12,0
Trén 20 triéu 8 4,6

Nguon: Két qua xi 1y s6 liéu cuia nhém téc gia, 2022
3.3. Pdnh gia d¢ tin cdy Ciia thang do va phan tich nhan to kham pha
Két qua kiém dinh do tin cdy cua thang do cho thay hé sb Cronbach’s Alpha cua
nam nhom yéu té thanh phan cua trai nghiém mua sim omni-channel déu I6n hon 0,6;
ddng thoi, twong quan bién déu Ién hon 0,3 nén c6 thé két luan thang do duoc st dung
trong nghién ctru nay 1a phu hop va dang tin cdy. Bén canh d6, kiém dinh KMO cho bién
doc 1ap va bién phy thudc véi cac gia tri trong (ng 12 0,795 va 0,805 (>0,5) va kiém dinh
Bartlett & bién doc 1ap va bién phu thudc c6 gié tri Sig. = 0,000 (<0,05) cho thay céc bién
quan sat trong tong thé trong quan véi nhau. Két qua nay cho thay di liéu khao st 1a phi
hop dé tién hanh phan tich nhan t6 kham pha EFA. Két qua phan tich nhan t6 kham pha
dbi vai bién doc 1ap va bién phu thudc dugc trinh bay trong Bang 2 va Bang 3.
Bang 2: Két qua phan tich nhan t6 kham phé EFA doi véi bién dgc 1ap
Tén bién quan sat 1 2 3 4 5
NQ2 0,891
NQ4 0,839
NQ5 0,811
NQ3 0,811
NQ1 0,733
LK5 0,810
LK4 0,781
LK1 0,773
LK3 0,684
LK2 0,648
LH1 0,852
LH4 0,814
LH3 0,792
LH2 0,765
CN4 0,883
CN1 0,820
CN2 0,798
CN3 0,714
TH4 0,803
TH3 0,797
TH1 0,786
TH2 0,695
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Gia tri Eigen 5,528 2,493 2,343 2,187 1,998
Tong phuong sai trich tich Iy 66,130%
, Nguan: Két qua xii 1Y sé liéu ciia nhém téc gid, 2022
Bang 3: Két qua phan tich nhan to kham pha EFA doi véi bién phu thugc

Tén bién quan sat 1
HL3 0,878
HL1 0,850
HL2 0,837
HL4 0,725
Gia tri Eigen 2,719
T6ng phuong sai trich tich lity 67,966%

, Nguon: Két qua xii 1 s6 ligu cia nhém tac gid, 2022

Két qua phan tich nhan t6 khdm pha EFA ¢ cac nhom bién doc lap duoc rut trich
thanh nam nhan t5, méi nhan t6 co gia tri Eigen > 1 va tong phwong sai trich tich liy la
66,130% > 50%, va mot nhan t cho bién phu thudc co gia tri Eigen > 1 va tong phuong
sai trich tich lily 12 67,966% > 50%. Két qua nay cho thay phép phan tich nhan té 1a pha
hop, cac bién quan sat trong thang do dat yéu ciu va thang do chip nhan dugc dé thuc
hién phan tich hdi quy trong budc tiép theo.

3.4. Phan tich héi quy

Bing viéc sir dung phuong phap phén tich hdi quy da bién, bai viét kiém dinh cac
gia thuyét cia md hinh va xem xét anh huong cua cac yéu tb thanh phan caa trai nghiém
mua sam omni-channel dén sy hai 1ong ciia khach hang.

3.4.1. Kiém dinh mire d gidi thich ciia md hinh hoi quy da bién

Theo Hoang Trong & Chu Nguyén Mong Ngoc (2008), R? hiéu chinh duoc sir dung
dé phan anh mirc d6 giai thich cia mé hinh hdi quy tuyén tinh da bién. Két qua tir Bang
4 cho thay hé s xac dinh R? hiéu chinh bang 0,749, ¢6 nghia 13 nim nhan té trong mo
hinh nay giai thich dugc 74,9% su bién thién cua bién phu thudc 1a su hai 16ng caa khach
hang mua sim da kénh.

Bang 4 cho thiy két qua kiém dinh cua Durbin-Watson c6 gié tri d = 1,880 nén c6
thé két luan cac phan du doc 1ap vai nhau, néi cach khac 1a khdng cé su twong quan giita
céc phan du trong mo hinh. Bén canh d6, hé s6 phong dai phuong sai — VIF cua cac bién
doc 1ap trong md hinh ¢ Bang 5 déu < 2, vi vay céc bién doc 1ap trong mé hinh khdng c6
hién twong da cong tuyén. Do d6, mé hinh hdi quy tuyén tinh dap ing cac diéu kién danh
gia va kiém dinh d6 phu hop cho viéc rut ra cac két qua nghién cau.

Biang 4: Mikc dd giai thich ciia mo hinh hdi quy da bién
M6 hinh R R? R? hiéu chinh  Durbin-Watson
1 0,869 0,7‘56 ’ 0,749 1,880
, Nguon: Ket qua xi ly so liéu cua nhom tac gia, 2022
3.4.2. Két qua phén tich mé hinh hoi quy
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Bang 5 cho thay két qua phan tich hdi quy véi nam bién doc I1ap 1a nam yéu té thanh
phan caa trai nghiém mua sam omni-channel ddi véi bién phu thugc 13 sy hai long cua
khéch hang ¢ thanh phd Hué.

Béng 5: Két qua phan tich héi quy

Hé s6 chwa Hé so Mikc y
Mo hinh chuin héa chuinhéa T nghia VIF
B Do léch chuan Beta (Sig.)
NQ 0,463 0,038 0,463 12,170 0,000 1,000
LK 0,412 0,038 0,412 10,841 0,000 1,000
LH 0,399 0,038 0,399 10,497 0,000 1,000
CN 0,280 0,038 0,280 7,356 0,000 1,000
TH 0,367 0,038 0,367 9,659 0,000 1,000

’ ‘ Nguon: Két qua xii 1 s6 ligu cia nhém tac gid, 2022

Cac h¢ so trong ham hoi quy trén déu mang dau duong, diéu do c6 nghia la ca nam
nhan t6 trong mo hinh nghién ctu cho thay méi quan hé thuan chiéu giira cac bién nay
véi bién phu thudc va khach hang trai nghiém tich cuc s& nang cao sy hai long cua khach
hang mua sam omni-channel. Mic ¥ nghia (Sig.) ctia ca nam nhan té déu < 0,05 nén chap
nhan céc gia thuyét nghién ctru ¢ phan truge. Két qua dugc tim thay tuong tu véi cac két
qua trong nghién ctu Huré & cong su (2017), Pei & cong su (2020), Rodriguez-Torrico
& cong su (2020). Cu thé, su hai 1ong cua khach hang mua sim da kénh chiu tac dong
I6n nhat tir nhan t6 nhat quan trai nghiém (= 0,463), tiép theo 1a nhan té lién két trai
nghiém (= 0,412), sau d6 1a nhan t6 linh hoat trai nghiém (= 0,399), nhan t tich hop trai
nghiém (= 0,367) va nhan té ca nhan hoa trai nghiém cé mirc tac dong it nhat so vai cac
yéu té dua vao mo hinh hoi quy (= 0,280). Do dic tinh ki thuat va ham luogng céng nghé
cao & cac san pham dién tu, dién may va phu kién nén doanh nghiép can xay dung co ché
phan hdi nhat quan, kip thoi danh cho khach hang dé tranh mau thuan trong thdng tin va
quy trinh mua siam san pham, dich vu. Can quan tim trudc tién ¢ yéu td nhat quén trai
nghiém vi su tac dong manh nhat dén sy hai 16ng mua sam da kénh cta nguoi tiéu dung
tai thanh phd Hué.

4. Két luan va khuyén nghi

Mua sim omni-channel 1a xu huéng tiéu ding méi va tir nam 2022, hinh thtc nay
s& tro thanh xu huéng mua sim chu dao (Béo céo chi sé thuong mai dién tr Viét Nam
2022). Két qua dat duoc trong nghién ctu cho thay ring trai nghiém mua sim omni-
channel va sy hai 1ong cua khéach hang tai thanh phé Hué ¢ méi quan hé mat thiét voi
nhau. Tuy mic do tic dong khac nhau, nhung nam yéu t thanh phan caa trai nghiém
mua sam omni-channel bao gém nhét quan trai nghiém, lién két trai nghiém, linh hoat trai
nghiém, tich hop trai nghiém va ca nhan hda trai nghiém (theo tht ty anh huong) déu co
tac dong thuan chiéu dén sy hai 1ong cua nguoi tiéu dung tai thanh phé Hué trong hanh
trinh mua sam da kénh. Do d6, bai viét d& xuat cac ham y chinh sach danh cho céc doanh
nghiép ban 1é dé nang cao hiéu qua kinh doanh omni-channel sau day:
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Tht nhét, toan bo noi dung va thdng tin san pham, dich vu nhu hinh anh, khau hiéu,
tén thuong hiéu; chat luong san pham; chinh séch gia; khuyén mai;...phai nhat quan trén
tat ca cac kénh ban hang duoc cung cp bai nha ban 1. Bong thoi, can dau tu cai tién
hiéu suit dich vu tét nhit va dong déu trén tat ca cac kénh bén.

Thir hai, yéu tb lién két trai nghiém nhu tinh trang hang ton kho vé sb lugng, dia
diém cira hang ton kho phai duoc nha ban Ié kiém soat, cap nhat chinh xéc, kip thoi trén
céc kénh khac nhau. Ngoai ra, can cho phép lién két véi tai khoan thanh vién dé mang lai
trai nghiém mua sim omni-channel tt nhat. Nang cao chat lwong dich vu chidm séc khach
hang, dao tao nhan vién thanh thao viéc sir dung cac kénh ban hang dé cung cap trai
nghiém lién mach cho cac hoat dong tuong tac cia khéch hang.

Thi ba, linh hoat trai nghiém va tich hop trai nghiém tac dong dén sy hai long cua
khach hang tai thanh phé Hué kha cao. Can tich hop viéc quan 1y kénh dé cung cap céc
chinh sach mua hang, dbi tra san pham va dich vu hau mai mot cach linh hoat, cho phép
ngudi tiéu dung két néi nhiéu kénh trong mot 1an mua. Bén canh do, can thiét 1ap va chu
trong cai tién cong nghé luu trix dit liéu ¢é dam bao hoat dong twong tac ctia khach hang
nhu yéu cau cua khach hang, tra ciru thong tin... trén cac kénh khac nhau dugc tich hop
va goi mé nhu cau cho khéach hang cho mdi lan mua sam.

Thi tu, can chd y dén nhitng nhu cau ca nhan riéng biét va mic do phi hop cua
dich vu ddi vai mdi khach hang trong hanh trinh mua sim da kénh dé gia tang sy ca nhan
hoa trai nghiém. Xay dung kho dit liéu khach hang dua trén tat ca cac diém tiép xuc cua
khach hang nham gitp phan tich, nhan dinh nhitng nhu cau, s¢ thich, xu huéng tiéu dung
mai caa khach hang.

Thir nam, doanh nghiép can nang cao chat lwong dich vy cham soc khach hang, dao
tao nhan vién thanh thao viéc sir dung cac kénh ban hang dé cung cap trai nghiém lién
mach trong hoat dong tuong tac cua khach hang. Bén canh do, trén co sd ngudn luc hién
cd, doanh nghiép can nhic dau tu vao hé théng phan mém quan ly ngudn lyc (ERP), quan
tri khach hang (CRM) d¢é tao ra trai nghiém mua sam tot nhat cho khach hang.

Bai viét con ton tai mot s han ché sau day: Thir nhat, nghién cau nay su dung mot
cach tiép can céac yéu té thanh phan caa trai nghiém mua sam omni-channel, do d6 céac
nghién ctru trong twong lai ¢ thé phat trién céch tiép can khéac vé thanh phan trai nghiém
(vi dy nhu phan g cam xtc, nhan thirc, hanh vi va yéu t6 xa hoi) dé c6 cai nhin sau hon
vé trai nghiém mua sam omni-channel. Thir hai, nghién ciu méi chi ding lai & viéc xem
xét su tac dong cua trai nghiém mua sam omni-channel dén sy hai 16ng cia ngudi tiéu
dung. Vi vay, cac nghién ctru trong tuong lai c¢6 thé tap trung tim hiéu tac dong cua trai
nghiém khach hang dén céc van dé sau hon cua chat luong méi quan hé nhu sy gan két,
long trung thanh, ¥ dinh mua hang, hanh vi tiép tuc mua sam.

TAI LIEU THAM KHAO

Ameen, N., Tarhini, A., Shah, M. H., & Nusair, K. (2021). A cross cultural study of
43



Tap chi Khoa hoc Qudn Iy & Kinh té So 23 — Thang 09/2022

gender differences in omnichannel retailing contexts. Journal of Retailing and
Consumer Services, 58, 102265.

Chatterjee, P. (2010). Causes and consequences of ‘order online pick up in-
store’shopping behavior. The International Review of Retail, Distribution and
Consumer Research, 20(4), 431-448.

Chen, C. F., & Tsai, M. H. (2008). Perceived value, satisfaction, and loyalty of TV travel
product shopping: Involvement as a moderator. Tourism Management, 29(6), 1166-
1171.

Chopra, S. (2016). How omni-channel can be the future of retailing. Decision, 43(2), 135-
144.

Gia Cu (2021), Thuong mai dién tir dy bao sé tiép tuc bung nd, Thoi bao Tai chinh Viét
Nam. https://thoibaotaichinhvietnam.vn/thuong-mai-dien-tu-du-bao-se-tiep-tuc-
bung-no-96240.html.

Hiép hoi thuong mai dién tar Viet Nam VECOM (2022), Bao céo chi s6 thuong mai dién
tir 2022.

Hoang Trong va Chu Nguyén Mang Ngoc (2008), Phan tich dix liéu vai SPSS, NXB Hong
buc.

Huré, E., Picot-Coupey, K., & Ackermann, C. L. (2017). Understanding omni-channel
shopping value: A mixed-method study. Journal of retailing and consumer
services, 39, 314-330.

leva, M., & Ziliani, C. (2018). Mapping touchpoint exposure in retailing: Implications for
developing an omnichannel customer experience. International Journal of Retail &
Distribution Management, 46(3), 304-322.

Jain, R., Aagja, J., & Bagdare, S. (2017). Customer experience—a review and research
agenda. Journal of service theory and practice, 27(3), 642-662.

Joseph, G. (2015). Sustaining brick & mortar through omnichannel: An emerging story
of retail business model convergence. The International Journal of Business &
Management, 3(2), 203.

Kotler & Keller (2006), Marketing Management, Pearson Prentice Hall, USA.

Kumar, V., & Reinartz, W. (2016). Creating enduring customer value. Journal of
Marketing, 80(6), 36-68.

Lee, Z.W., Chan, T. K., Chong, A. Y. L., & Thadani, D. R. (2019). Customer engagement
through omnichannel retailing: The effects of channel integration quality. Industrial
Marketing Management, 77, 90-101.

Leroi-Werelds, S., Streukens, S., Brady, M. K., & Swinnen, G. (2014). Assessing the
value of commonly used methods for measuring customer value: A multi-setting
empirical study. Journal of the academy of marketing science, 42(4), 430-451.

44



Bui Th; Thanh Nga

Mosquera, A., Olarte-Pascual, C., Juaneda Ayensa, E., & Sierra Murillo, Y. (2018). The
role of technology in an omnichannel physical store: Assessing the moderating effect
of gender. Spanish Journal of Marketing-ESIC, 22(1), 63-82.

Nick (2019), Omnichannel & Multichannel. https://www.shopify.com/enterprise/omni-
channel-vs-multi-channel.

Oh, L. B., & Teo, H. H. (2010). Consumer value co-creation in a hybrid commerce
service-delivery system. International Journal of Electronic Commerce, 14(3), 35-
62.

Oliver (2010). Satisfaction: A Behavioral Perspective on the Consumer, 2nd edition, M.E.
Sharpe, Armonk, NY.

Orus, C., Gurrea, R., & Ibafez-Sanchez, S. (2019). The impact of consumers’ positive
online recommendations on the omnichannel webrooming experience. Spanish
Journal of Marketing-ESIC, 23(3), 397-414.

Pei, X. L., Guo, J. N., Wu, T. J., Zhou, W. X., & Yeh, S. P. (2020). Does the effect of
customer experience on customer satisfaction create a sustainable competitive
advantage? A comparative study of different shopping
situations. Sustainability, 12(18), 7436.

Piotrowicz, W., & Cuthbertson, R. (2014). Introduction to the special issue information
technology in retail: Toward omnichannel retailing. International Journal of
Electronic Commerce, 18(4), 5-16.

Rigby (2011). The future of shopping. Harvard Business Review, 89(12), 65-76.
https://www.oresky.eu/wp-content/uploads/2016/09/The-Future-of-Shopping.pdf.
Rodriguez-Torrico, P., Trabold Apadula, L., San-Martin, S., & San José Cabezudo, R.
(2020). Have an omnichannel seamless interaction experience! Dimensions and effect
on consumer satisfaction. Journal of Marketing Management, 36(17-18), 1731-1761.

Saghiri, S., Wilding, R., Mena, C., & Bourlakis, M. (2017). Toward a three-dimensional
framework for omni-channel. Journal of Business Research, 77, 53-67.

Shi, S., Wang, Y., Chen, X., & Zhang, Q. (2020). Conceptualization of omnichannel
customer experience and its impact on shopping intention: A mixed-method
approach. International Journal of Information Management, 50, 325-336.

Shen, X. L., Li, Y.J., Sun, Y., & Wang, N. (2018). Channel integration quality, perceived
fluency and omnichannel service usage: The moderating roles of internal and external
usage experience. Decision Support Systems, 109, 61-73.

Tyrvdinen, O., Karjaluoto, H., & Saarijarvi, H. (2020). Personalization and hedonic
motivation in creating customer experiences and loyalty in omnichannel
retail. Journal of retailing and consumer services, 57, 102233.

UBND tinh Thira Thién Hué (2022). Bao cao s6 343/BC-UBND ngay 13/09/2022 vé Tinh
hinh kinh té-xa hoi thang 8 va 8 thang nam 2022.

Verhoef, P. C., Kannan, P. K., & Inman, J. J. (2015). From multi-channel retailing to

45



Tap chi Khoa hoc Qudn Iy & Kinh té So 23 — Thang 09/2022

omni-channel retailing: introduction to the special issue on multi-channel
retailing. Journal of Retailing, 91(2), 174-181.

Yuksel, A., & Yuksel, F. (2001). Measurement and management issues in customer
satisfaction research: Review, critique and research agenda: Part one. Journal of
Travel & Tourism Marketing, 10(4), 47-80.

Zhao, W., & Deng, N. (2020). Examining the channel choice of experience-oriented
customers in omni-channel retailing. International Journal of Information Systems in
the Service Sector (1J1SSS), 12(1), 16-27.

OMNI-CHANNEL EXPERIENCE AND CONSUMER SATISFACTION
IN HUE CITY, VIETNAM
Bui Thi Thanh Nga

Abstract. The study identifies the dimensions of omni-channel experience and
consumer satisfaction as the research topic in Hue City is still new and has not been
widely evaluated regarding both theoretical and experimental aspects. 175 questionnaires
from omni-channel shoppers were collected in the electronics retail industry in Hue City.
Exploratory factor analysis and regression analysis are employed to analyze the data. The
findings show that consistency, connectivity, flexibility, integration, and personalization
all have positive impacts on customer satisfaction with the omni-channel shopping
experience in Hue city. From the research results, the article proposes policy implications
to practitioners for implementing and maintaining successful omni-channel retail.

Keywords: Omni-channel; Consumer satisfaction; Hue city; Omni-channel
experience.
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