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Abstract

With the prevalence of the Internet and the vigorous development of
e-commerce, online shopping has become common in various countries,
including Vietnam. In Vietnam's economic structure, e-commerce services are
booming and it's bringing a variety of services for consumers to choose easily.
However, in addition to diversified service development, consumers should be
given service quality and reduce the uncertainty of online shopping. also,
consumers' satisfaction are particular conventions.

For e-commerce services, consumer satisfaction and customer loyalty are
some of the important factors to determine the success or failure of
e-commerce services. So this research is based on Tiki's model to analyze the
factors that affect customer satisfaction and customer loyalty when shopping
online.

In this study, it would evidencebon the consumers who have used Tiki's
services in Ho Chi Minh City, Vietnam. This present study used the
convenient sampling of Vietnamese customers in Ho Chi Minh City area, with
the paper questionnaires, and then used SPSS software as a data analysis tool
to analyze the sample data.

This study confirms the relationship between product quality, service
quality, customer satisfaction, and customer loyalty. Product quality factors

affect customer satisfaction and loyalty including product quality, price,

A%



reliability and product supply. Service quality factors include website quality,
delivery services, and payment methods. The research results found that each
factor has a positive impact on the satisfaction and loyalty of online shopping.
An based on the above findings, this study suggests that Tiki company should
provide better Product quality and Service quality image to enhance customer

satisfaction and then to enhance customer loyalty.

Keywords: Product Quality, Service Quality, Customer Satisfaction,

Customer Loyalty
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PHAN TiCH CAC YEU TO ANH HUONG PEN LONG
TRUNG THANH CUA KHACH HANG TRONG NGANH
MUA SAM TRUC TUYEN —
LAY CONG TY TIKI VIET NAM LAM Vi DU

Chao céac ban than mén !

Xin cam on cac ban da bét chit thoi gian dé dién bang cau hoi khao sat
nay. Pay 1a mot cudce khao sat hoc thuat, muc dich chinh la diéu tra nhirng
suy nghi va hanh vi cia ngudi dung vé mua sam tryc tuyén. Cau tra 101 cta
ban chi danh cho muc dich hoc tap va khong dugce st dung bén ngoai.

T6i hy vong ban c6 thé danh thoi gian dé dién vao bang cau hoi nay
va chia sé kinh nghiém c4 nhan cta ban. Y kién quy bau cua ban 14 rat quan
trong dé hoan thanh nghién ctru ndy. Chiing t6i mudn nhd ban gitip tra 101,

va chan thanh gui 161 chuc chan thanh dén ban. Cdm on céc ban rat nhicu !

Pai hoc Nam Hoéa, khoa Quan Tri Kinh Doanh
Gi4o sur huéng dan: Dr.Yuan-HSu Fang
Nghién ctru sinh: Lé Thi Nhu Y

Thang 3 nam 2020
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1.Thong tin ca nhan

1. Giéi tinh cua ban la: 0 nam O nir

2. Tbi ¢6 thé hoi tudi cua ban:

0Dudi Stusi  016~25 026 ~35
036 ~ 45 046 ~ 55 055 tudi tré 1én

3. Trinh d9 hoc vAn cua ban 13 gi:

0 Trung cap (bao gdm cac trudng hop sau) o Trudng trung hoc (day nghé)
0 Pai hoc (Cao dang) 0o Nghién clru
sinh (bao gom) tré 1én

4. Nghé nghiép cua ban 13 gi:

0 Kinh doanh 0 San xuét

0 Cong ngh¢ Thong Tin O Xay dung

0 Hoc sinh 0 Truyén thong dai chung/ Quang Céo

o Kién trac o Khac

5. Thu nhép trung binh kha dung ctia ban la bao nhiéu:

o Duéi 5 Triéu VND 0 5 Triéu— 15 Triéu VND

0 15 Tri€éu — 25 Triéu VND 0 25 Triéu VND tro 1én

6. Ban khi str dung Internet bao 1au?

0 1 hoac it hon 0 1 nam dén 3 nim 0 3 nam trd 1én

7. Ban bat dau mua sam tryc tuyén bao lau roi:

O it hon 3 thang 0 3 thang dén 6 thang 0 6 thang dén 1
nam
0 1 dén 2 nim 0 2 nam trd 1én

8. SO lan trung binh ban mua sam trén trang web mua sam moi thang la bao
nhiéu:

02 1an 03 dén 5 lan
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0 6 d&én 9 lan 0 10 1an trd 1én
9. Thoi gian trung binh ban sir dung hodc duyét trang web mua sim 1a bao
nhiéu:

0 Duéi 1 gio 0 1dén3 gid 0 3 gid tré 1én
10. Chi tiéu trung binh ctia ban cho mdi lan mua trén trang web mua sam 1a
gi:

0 Dudi 5 trim nghin dong

0 Tur 5 trdm nghin dén 1 triéu dong

o Tir 1 triéu dén 3 triéu dong

0 Trén 3 triéu dong

2.Chét lwong san pham, chat lwong dich vu, sw hai long cia
khach hang va long trung thanh cua khach hang.

Phan nay 1a mot cugc khao sat vé cac yéu to cta sur hai long cua khach hang

truc tuyén. Y kién hodc cam xuc cta ban 1a tir rat dong y dén rat khong
dong y. Hay nhan V theo cam xuc that cua ban, cdm on ban! .
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1.Trang Web TIKI cung cap gia ca canh tranh

2.Trang web TIKI c6 nhiéu loai san pham.

3.Trang web TIKI cung cip cic san pham méi nhét.

4. Trang web TIKI cung cp cac san pham c6 han sir
dung dai.

5. Céc san pham trén trang web TIKI c6 gia ca hop
ly.

6.Trang web TIKI c6 nhiéu chwong trinh khuyén
mai.

7.T6i c6 thé chap nhén gia giao dich TIKI.
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8.Trang web TIKI cung cap thong tin san pham chinh
xac va dang tin cay.

9.Trang web TIKI cung cap thong tin chi tiét vé san
pham.

10.Trang web TIKI cung cap su dam bao vé hang
hoa cho khach hang.

11.TIKI cong khai y lgié’n danh gia cua khach hang vé
chat lugng san pham.

12.Cac san phém t61 nhan duoc giéng nhu dugoc mo
ta va hién thi trén trang web TIKI (vi du: ngoai
hinh, mau sac, gid ca ...)

13.Trang web TIKI cung cap dich vu d6i tra hang.

14.Trang web TIKI chu dao doi véi nguoi tiéu ding
(vi du: trude khi mua, sau khi mua, dich vu tuy

chinh).
15.TIKI cung céap da dang cac loai madt hang khac
nhau.

2.Chat lwgng san pham, chat lgng dich vu, sw hai Iong cia
khach hang va long trung thanh cia khach hang.(Tiép tuc)

Phan nay la mot cudc khao sat vé cac yéu to cua sy hai long cua khach hang
truc tuyén. Y kién hoac cam xuc cua ban la tr rat dong y dén rat khong
dong y. Hay nhan V theo cam xuc that cua ban, cdm on ban! .
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16.K§ ca khi cung mot mat hang, TIKI cling cung
cap nhiéu nhan hang khéc nhau .

17 .Sf) luong san pham TIKI c6 thé dap ung nhu
cau cua toi.

18.San pham TIKI gan nhu c6 thé dép Gmg nhu
cau thong thuong cua khéach hang.

19.Chirc nang tim kiém cua trang web IKI co thé
gitip t6i dé dang tim thay san pham t6i can.

20.Giao dich trén trang web TIKI c6 the dugc
hoan thanh nhanh chong va dé
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dang.

21.Quy trinh mua séan trang web cua TIKI cho
phép to1 bat dau dé dang (vi du: tim kiém, dat
hang, thanh toan, nhan hang).

22 .Trang web ctia TIKI tai nhanh.

23.Phuong thirc hoat dong cua trang web TIKI
rat don gian.

24.Trang web TIKI gui chinh xac don hang t61
dat

25.Dong gb1 hang hoa an toan.

26.Trang web TIKI ludn giao hang dung hen.

27.Trang web TIKI cung cap dich vu giao hang
nhanh trong vong 24 g10.

28.Trang web TIKI cung cap thoi gian giao hang
thuan tién.

2.Chat lwgng san pham, chat lgng dich vu, sw hai long cia
khach hang va long trung thanh cia khach hang.(Tiep tuc)

Phan nay la mot cudc khao sat vé cac y€u to cua su hai long cuia khach hang
truc tuyén. Y kién hodc cam xuc cua ban la tr rat dong y dén rat khong
dong y. Hay nhan V theo cdm xuc that cua ban, cam on ban! .
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29.Trang web TIKI cung cap cac phuong thirc
thanh toan thuan tién.

30.Giao dich trén trang web TIKI c6 thé duoc
hoan thanh don gian va nhanh chong.

31.Trang web TIKI cung cap mot nén tang thanh
toan an toan.

32.Trang web TIKI s€ bao v¢ thong tin thé tin
dung va chuyén tién cua t61

33.Duya trén tat ca kinh nghiém mua sam cua toi
khi sur dung trang web TIKI trong qué khtr, to1
rat hai long.
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34.T6i hai 1ong v6i hiéu suat
tong thé cua trang web mua sam TIKI.

35.T61 hai long véi tinh bao mat cua cac giao
dich duoc cung cap trén trang web TIKI.

36.T61 hai’léng v6i1 hi€u qua cua cac dich vu duoc
cung cap boi trang web TIKI.

37. T6i s& nodi v6i nhitng nguoi khac vé nhiing loi
thé cua trang web mua sam TIKI.

38.T6i s& khuyén khich nguoi than va ban be su
dung trang web mua sam TIKI.

39.T61 s€ liét ke trang web mua sam TIKI 1a lya
chon dau tién cho tiéu dung.

40.Trong tuong lai, to1 s€ thuong chi ti€u cho cac
trang web mua sam TIKI.

Cam on ban d3 gilp t6i dién phiéu khdo sat nay, chuic ban van sy nhu' y
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