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TOM TAT

Trong nhitng nim gan ddy, giao hang ching cudi da tro thanh mot yéu té then chot
dbi voi sy phat trién cua mua sam truc tuyén. Chat luong dich vu giao hang ching cudi
dinh hinh dang ké gi4 tri cam nhan cua khach hang, anh huong dén su hai long va long
trung thanh caa ho. Do d6, muc tiéu cta dé tai ndy nham xac dinh anh hudng cia cac
nhan tb chit luong dich vu logistics trong giao hang ching cubi dén 16ng trung thanh
cua khach hang tai Bong bang séng Ciru Long ddi véi doanh nghiép ban 1é truc tuyén.
Dé tai sir dung két hop gitta phwong phap nghién ctru dinh tinh va dinh lwvgng. M6 hinh
nghién ciru duoc xay dung dua trén co sé 1y thuyét, luge khao tai liéu va tham khao y
kién chuyén gia, d& xuat md hinh nghién cttu gom séu bién doc 1ap bao gom Thoi gian
giao nhan hang, D4 tin cay caa dich vu giao hang, Muac d6 ddi tra, Chi phi giao hang,
Nhan vién giao hang co tic dong dén Gia tri cam nhan cua khéach hang trong giao hang
ching cudi va Sy hai l1ong cua khach hang, tir @6 anh hudng dén Long trung thanh cua
khach hang tai Pong bang séng Curu Long dbi véi doanh nghiép ban 1é truc tuyén.
Nghién ctru da thu thap dit liéu tir 414 khach hang cé kinh nghiém mua sim truc tuyén
thong qua phiéu khao sat tir Google Form va duoc thuc hién qua cac buéc: kiém dinh
d6 tin cay thang do bang Cronbach’s Alpha, Panh gia mé hinh do leong va Mé hinh cdu
trdc tuyén tinh SEM. Két qua phan tich xac dinh duoc bon nhan té doc 1ap nhu Thoi
gian giao nhan hang, Do tin cay cua dich vu giao hang, Chi phi giao hang, Nhan vién
giao hang anh hudng dén Gia tri cam nhan caa khach hang trong giao hang chiang cubi.
Tuy nhién, yéu té Muac do doi tra duoc tim thay cé tac dong tiéu cuc dén gié trj cam
nhan cua khach hang. Bong thoi, nhitng khia canh chat lwong dich vu logistics nay tac
dong tong thé dén gia tri cam nhan cua khéach hang, tir d6 anh hudng dén s hai l1ong va
long trung thanh cua khach hang trong céac quy trinh giao hang ching cudi. Nghién ctu
nay lam phong pht thém hiéu biét ly thuyét vé chat lwong dich vu trong giao hang ching
cudi, dong thoi dua ra cac khuyén nghi thyc tién dé nang cao hé théng ban hang va
logistics trong chudi cung ung.

Tir khoa: Giao hang chang cudi; chdr lirong dich vu logistics; sw hai 1ong cua
khach hang; long trung thanh cua khach hang; mua sam truec tuyen.
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ABSTRACT

In recent years, last-mile delivery has become a crucial factor in the growth of
online shopping. The quality of last-mile delivery services has a significant impact on
customers’ perceived value, influencing their satisfaction and loyalty. Therefore, the
objective of this study is to identify the impact of various logistics service quality factors
in last-mile delivery on customer loyalty in the Mekong Delta region toward online retail
businesses. The study employs a combination of qualitative and quantitative research
methods. The research model is constructed based on theoretical foundations, literature
reviews, and expert consultations, proposing a model consisting of six independent
variables: Delivery Time, Delivery Service Reliability, Return Policy, Delivery Cost,
and Delivery Personnel, all of which influence the Perceived Value of Customers in last-
mile delivery and Customer Satisfaction, thereby impacting Customer Loyalty in the
Mekong Delta region toward online retail businesses. The study collected data from 414
customers with online shopping experience through surveys conducted via Google
Forms and followed several steps: reliability assessment using Cronbach’s Alpha,
measurement model evaluation, and Structural Equation Modeling (SEM). The analysis
results identified four independent factors—Delivery Time, Delivery Service
Reliability, Delivery Cost, and Delivery Personnel—that significantly affect customers’
perceived value in last-mile delivery. However, the Return Policy was found to impact
perceived value negatively. Furthermore, these logistics service quality aspects
collectively influence customers’ perceived value, ultimately affecting their satisfaction
and loyalty in the last-mile delivery process. This research enriches theoretical
understanding of service quality in last-mile delivery while also providing practical
recommendations for improving sales systems and logistics within the supply chain.

Keywords: Last-mile delivery; logistics service quality; customer satisfaction;
customer loyalty; online shopping.
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