DANH GIA CHAT LUGNG DICH VU CAC CONG TY CUNG CAP GROUPON

TREN DIA BAN THANH PHO HA NOI

Nguyén Van Ha*

Trong nhitng ndm vira qua, hinh thirc mua theo nhém da bing phdt & Viét Nam véi sé leong
hang trdm cong ty cung cdp dich vu nay. Vi vy dé canh tranh va phat trién, cdc céng ty can tdp
trung ndng cao chdt lwong dich vu ciia minh theo huwéng phat trién bén viing.

Muc dich ciia nghién ciru la danh gia chat leong dich vu cdc cong ty cung cap Groupon trén
dia ban Tp. Ha Ngi, cdc yéu té anh hwéng dén chat lwong dich vu groupon, qud trinh phdn tich
dira vao 163 mau thu hoi tir 200 bang cdu héi phdt di.

Nghién ciru gom hai giai doan nghién ciru so' bé va nghién ciru chinh thire. Nghién civu so bé
la giai doan phéng vin dinh tinh va hiéu chinh thang do cho phi hop véi logi hinh dich vu & Tp.
Ha Ngi. Giai doan nghién ciru chinh thirc bao gom thu thdp va phan tich div liéu. Sau cdc bude
phan tich nhw kiém dinh thang do, phén tich nhan té. Xéc dinh cac nhan t6 anh hwong dén chat
lwong dich vu cua hinh thitc mua theo nhom va mirc do hai long cua khach hang. Theo do, voi
5 yéu 16 ciia mé hinh chat lwong dich vu cua Parasuraman phu hop voi dir liéu thu thdp duoc
ciia mau, khdch hang quan tém dén tit ca cdc yéu 16 sw tin twong, dg phan hoi, sw dam bdo, su
cam théng va dé hitu hinh tuy nhién mirc dg quan tam la khdc nhau giita cdc yéu to.

Han ché 16m nhdt cia nghién civu la phwong phdp ldy mau thudn tién nén tinh dai dién cho
tong thé chuwa cao, tuy nhién nghién ciru ciing mo ra nhitng hwéng nghién ciru tiép theo nham
danh gia chinh xac thuc trang logi hinh dich vu mua theo nhom o Viét Nam, moi lién hé gitta

chat luwong dich vu va sy théa man cua nguoi tiéu dung.

Tw khoa: Cac yéu t6 anh hudng, chét luong dich vy, groupon, thuong mai di¢n tir

1. Gi6i thiéu van dé

Hinh thirc mua theo nhém bat dau thinh hanh &
My vao nam 2008 véi su ra doi va thanh cong
khong ngd ctia Groupon.com. Groupon la cach viét
tit clia tir “Group” va “Coupon”, tirc 13 viéc thu hit
nhiéu ngudi cing mua hang héa ctia mot nha cung
cép tai cung mot thoi diém s& giup nguoi mua co
dugc mon hang véi gia cuc ré (giam 30%-90%).
Phai mét dén 6 nam, Google méi try thanh cong ty
tri gia 1 ti USD, Facebook mat hon 2 nim nhung
Groupon thi chi cdn hon 1 ndm va tr¢ thanh cong ty
phét trién nhanh nhat trong lich sir thuong mai dién
tir thé gidi tinh dén nay. Va sau sy thanh céng vuot
bac nay, hang loat cac trang web tuong tu ra doi ¢

nhiéu noi trén thé gioi.

Tai Viét Nam, theo trang thong tin dién tir
Maskonline, thang 6/2010, website phagia.com
chinh thirc xuat hién, danh diu moét con song ngam
cho linh vyre nay trong nude. Lién tiép cac thang sau
d6, nhiéu trang web ban hang theo nhém khac dua
nhau ra doi. Va tinh dén 01/2012 d c6 hon 100
website mua theo nhom tai Viét Nam.

Tinh dén cudi nim 2011, theo théng ké cua
dealcuatui.com thi nhommua.com, hotdeal.vn,
muachung.vn va cungmua.com dang din du thi
truong. Trong d6, xét vé doanh sb, trang
nhommua.com dang chiém 36.07% thi phan véi
225.586 ty dong. Pung thir hai 1a hotdeal.vn véi
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167.068 ty dong, chiém 26.54% thi phan. Tiép dén
1a trang muachung.vn v&i 91.213 ty ddng, chiém
14.31% thi phan. Va dtmg tht tu 13 cungmua.com
vOi 85.617 ty dong, chiém 13.61% thi phan.

Tuy nhién, theo nhiéu chuyén gia trong nganh,
hién nay thi truong mua theo nhom da qua giai doan
bung phat vé s luong va dang chuyén sang giai
doan sang loc, phat trién vé chit. Nhiéu chuyén gia
nhan dinh rang nim 2013 s& 14 mot nam thir thach
ddi véi cac cong ty kinh doanh theo hinh thirc nay.
Céc cong ty c6 thi phan nho nhiéu kha ning phai
dong ctra hoac bi thau tom. Minh chiing rd nhat 1a
viéc vao ngay 03/02/2012, Cong ty ¢ phan VNG da
chinh thirc thong bao nging moi hoat dong cuia
website ban hang theo nhom Zingdeal tur
08/02/2012, sau 15 thang kinh doanh. Bén canh do6,
hinh thirc nay ¢ Viét Nam ciing chua that su chiém
duoc 10ong tin ciia khach hang. Nhiéu truong hop bi
khach hang phan anh nhu mua nham san pham, dich
vu kém chit lugng, nguoi sir dung phiéu giam gia
khong dugc dbi xtr cong bang... Do d6, dé ton tai
cac don vi budc phai quan tdm hon nira dén viée
nang cao chét lugng, dinh vi thuwong hiéu dbi véi
khach hang. Muc tiéu cua nghién ctru 1a xac dinh
céc thang do chat luong dich vu loai hinh mua theo
trén dia ban Ha Noi, sy anh huéng cta tirng nhan tb
chat lwong dén chit luong dich vu chung ctia nganh
tir d6 dé ra cac giai phap nham nang cao chit luong
dich vu mua theo. Y nghia cua nghién ctru nhim
cung cép mot tai liéu lam co s& cho cac don vi tham
khao dé nang cao chét luong dich vu ma don vi
minh dang cung cip.

2. Co sé Iy thuyét

Noi dung phdn nay sé& trinh bay dinh nghia vé
dich vu, chét luong dich vy, hinh thic mua theo
nhom groupon, loai hinh mua theo nhom & Viét
Nam, va tong quan céc co s& 1y thuyét ¢6 lién quan
dén nghién ctru.

2.1. Dinh nghia dich vu

Dich vu 1a nhitng san pham bang giic quan
khong thé thay dugc, san xuét va tiéu hao cing lic.
Theo nghia rong ctia marketing, dich vu 1a mot san
phiam vo hinh (Nguyén Binh Tho va Nguyén Thi
Mai Trang, 2007).

Mot dinh nghia khac, dich vu 1a mot qua trinh bao

gém cac hoat dong hau dai va cac hoat dong phia
trude, noi ma khach hang va nha cung cp tuong tac
v6i nhau. Dich vu 1a mét qué trinh c6 mtc do vo
hinh cao (Bui Nguyén Hung va Nguyén Thuy
Quynh Loan, 2004).

Dich vu la nhitng hoat dong giao dich kinh doanh
dién ra giita nha cung cap dich vu va khach hang
nham muc dich cudi ciing 1a thda man khach hang
(Rohit Ramaswamy, 1996).

Dich vu 1a moi bién phap hodc lgi ich ma mot bén
c6 thé cung cap cho bén kia va chu yéu 1a khong so
théy dugc va khong din dén sy chiém doat mot cai
gi d6. Vige thuc hién dich vu cé thé co va cling c6
thé khong lién quan dén hang hoa dudi dang vat
chat ctia né (Philip Koler, 2006).

2.2. Chiit lugng dich vu

Nhiéu cudn sach, bai nghién ctru thudng gip kho
khan khi x&c dinh hay dinh nghia chét luwong dich
vu. Nhin chung, ngudi ta dinh nghia chat lugng dich
vu la “Nhitng gi ma khach hang cam nhdn duoc”.

Ban dau cac dinh nghia vé chat luwong dich vu c6
ngudn gdc tir san xuat nhur:

Edward Deming cho rang chat lugng dich vu la
“Mirc d tin cdy c6 thé biét trude dam bao rang chi
phi thap nhat, phu hop véi thi trudong”.

Theo Philip Crosby, chét lugng dich vu la “Su
dap g cac yéu cau”.

Hoseph M.Juran da dinh nghia chét luong dich
vu 1a “Sy phu hop khi st dung, diéu nay do nguoi
st dung danh gia”.

Tuy nhién do tinh phirc tap tir viéc dinh nghia dén
nhan dang day du khai niém dich vu, do d6 cac dinh
nghia trén van chua thé hién hét duoc khai niém
chét luong dich vu. Vé sau cung voi sy tham gia cta
nhiéu tac gid thuoc nhidu linh vyc khac nhau di
dinh nghia thém, lam cho khai niém chét luong dich
vu ngay cang 10 rang va bao quat hon.

Chat lugng dich vu dugc xem nhu 1a khoang cach
mong doi vé dich vu va nhan thuc cua khach hang
khi str dung dich vu. Ciling theo Parasuraman thi ky
vong trong chat lugng dich vu 1a nhitng mong mudn
ctia khach hang, nghia 1 ho cam thdy nha cung cap
phai thuc hién chur khong phai s€ thuc hién cac yéu
cau vé dich vu. (Parasuraman, V.A Zeithaml, and A.
Malhotra, 2005).
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Theo Hurbert (1995), trudc khi st dung dich vy,
khach hang di hinh thanh mot “kich ban” vé dich vu
d6. Khi “kich ban” ctia khach hang va nha cung cap
khong gibng nhau, khach hang s& cam thiy khong
hai long.

Cronin va Tailor (1992) cho rang sy hai 1ong cua
khach hang nén danh gi4 trong thoi gian ngin, con
chat lwong dich vu nén danh gia theo thai do cua
khach hang vé dich vu dé trong khoang thoi gian
dai.

Mbi khach hang thudng cam nhan khac nhau vé
chat luong, va do d6 viéc tham gia ciia khach hang
trong viéc phat trién va danh gia chét luong dich vu
rat quan trong. Trong linh vuc dich vu, chét luong 14
mot ham ctia nhan thire khach hang. Noi cach khac,
chét luong cua dich vu duoc xac dinh dya vao nhan
thirc hay cam nhén cia khach hang lién quan dén
nhu cAu c4 nhan cua ho.

2.3. Groupon la gi?

Néu hoi vé& ngudn gdc ctia md hinh Groupon thi
ai ai ciing s& noi n6 bt ngudn tir sy thanh cong cia
trang web mua theo nhom Groupon cua My nam
2008. Nhung that ra khai niém mua theo cung mua
khong phai 1a méi va Groupon ciing khong phai 1a
trang web dau tién vé hinh thirc mua theo nhém nay.
Trang web dau tién vé mua theo nhom 14 trang Mob-
shop.com thanh 1ap nam 1998. Ngay sau khi Mob-
shop thanh 14p, di c6 rt nhiéu cac trang web na na
khac dugc thanh 1ap & My va Anh nhu LetBuy-
it.com, Onlinechoice, E.conomy.com...

Nhiéu ngudi cho ring Groupon 1a mét hinh thirc
phat trién cua thuong mai dién tir nhung that ra
Groupon 1a mé hinh két hop giita thuong mai dién
tir va quang cdo. Muc dich cubdi cing cua viée cac
trang web Groupon khong don thudn 13 ban cac
phiéu khuyén mai, ma quan trong hon 1a dé quang
ba thuong hi€u, quang ba thuong hi¢u cho nha cung
cép va quang ba thwong hiéu cho chinh minh.

2.4. Loai hinh mua theo nhom ¢ Viét Nam

Tai Vi¢t Nam, theo trang théng tin dién tu
Maskonline, thadng 6/2010, website phagia.com
chinh thirc xuat hién, danh diu mot con séng ngam
cho linh vuc nay trong nude. Lién tiép cac thang sau
do6, nhiéu trang web ban hang theo nhom khac dua
nhau ra doi. Va tinh dén 01/2012 di c6 hon 100

website mua theo nhom tai Viét Nam.

Tinh dén cubi nam 2011, theo thong ké ciia deal-
cuatui.com thi nrhommua.com, hotdeal.vn,
muachung.vn va cungmua.com dang dan dau thi
truong. Trong d6, xét vé doanh s, trang nhom-
mua.com dang chiém 36.07% thi phan voi 225.586
ty dong. Pung tht hai 13 hotdeal.vn v6i 167.068 ty
dong, chiém 26.54% thi phan. Tiép dén 13 trang
muachung.vn véi 91.213 ty dong, chiém 14.31% thi
phan. Va dimg thir tu 13 cungmua.com véi 85.617 ty
dong, chiém 13.61% thi phan.

Hoc theo kinh nghiém cuia Groupon tai My, trong
qua trinh phat trién, mé hinh kinh doanh nay & Viét
Nam ciing di c6 nhing thuan loi nhét dinh, cy thé
1a sy chip nhan ciia ngudi st dung. Loai hinh nay
da danh dung vao tam ly nguoi tiéu dung Viét Nam
1a rat quan tAm t6i gia, va thich khuyén mai: rat
nhidu ngudi mua khi ¢6 khuyén mai, ngay ca khi ho
khéng c¢6 nhu cau. Mot yéu t6 thuan loi khac khong
thé khong nhic dén, xuat phat tir tim 1y dam dong &
thi truong Viét Nam, 13 nhiéu ngudi s
dung Internet khi thay c6 nhiéu ngudi dit mua hang
hoéa, dich vu thi ho ciling tham gia du c6 thé chua co
nhu cau thuc sy ngay luc do.

Tuy nhién, xuat phat tir nén tang ban dau 1 thi
truong thuong mai dién tir & Viét Nam van dang
chép chitng nén loai hinh kinh doanh nay ciing con
gap khong it kho khan.

Dau tién 12 hai vin d& muén thud: thanh toan va
giao nhan. Theo nguyén 1y, néu sé lugng ngudi mua
khong du lon nhu mong dgi ctia ngudi ban thi muic
khuyén mai khong dat duge, khi d6 nha cung cép
dich vy phai hoan tién lai cho khach hang. Thét
khong don gian khi phai hoan tién cho hang ngan
khach hang. O Viét Nam, phan 16n cic nha cung cép
dich vu theo mé hinh Groupon dang su dung
phuong phép giao hang- thu tién tai chd. Phuwong
phap truyén thong nay ¢ diém han ché & tinh tién
loi khi thanh toan va hoan tién nhu di néi trén.

Mot khac biét 16n khac 1la muc @6 uy tin cua
nguoi ban tai Viét Nam chua cao nhu ¢ My, chau
Au hodc cac qubc gia co6 nén thuong mai dién tir
phat trién trong khu vyc nhu Nhét Ban, Han Quéc.
Doi khi, hang hoa va dich vu khong dugce dung hoan
toan nhu cam két, thuong bi giam bét vé nhiing
quyén lgi ma khach dugc chu dong luya chon. Diém
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kho nhét ¢ day la cac nha cung c?ip dich vu lai
khong thé dai dién cho nguoi ban dé cam két chét
lugng. Cling khong it truong hop khach hang e ngai
biy mua siam, néu s6 nguoi tham gia giao dich
khong @i nhu yéu ciu ciia nguoi ban ma dich vu lai
khong hoan tién (da dong trudc) thi ho cé thé phai
mua nhitng mit hang khac ma ho khong mudn hoac
v&i gia cao hon.

Mot khia canh khac 1a an toan giao dich. Pay la
mot van dé chung cia tit ca cac md hinh Groupon
trén thé gioi chir khong chi riéng & Viét Nam. Véi
viéc phat hanh phiéu khuyén mai do nha cung cip
dich vu dam trach chir khong phai doanh nghiép,
no6i chung s€ kho khian cho doanh nghié¢p khi xac
thye phiéu khuyén mai.

2.5. Tong quan cdc nghién civu lién quan

Parasuraman & ctg (1985) 1a nhiing nguoi tién
phong trong nghién ctru chit lvong dich vu. Thanh
cong cua nghién cuu tao phuong tién dot pha giup
cac nha kinh doanh c6 duge két qua chat lugng dich
vu cia ho thong qua viéc nghién ciru danh gia cua
khach hang- nguoi st dung dich vy. Thang do
SERVQUAL duogc ghép tu 2 tir SERVice - Dich vu
va QUALity- Chét lugng, dugc kha nhiéu nha
nghién cuu danh gia 1a kha toan dién.

Theo nghién ciru cua Parasuraman & Ctg (1988)
da cho ra doi thang do chat luong dich vu (Thang do
SERVQUAL) v6i 21 bién quan sat thudc 5 nhoém
thanh phﬁn cuia chét luong dich vu.

Nhom mirc d§ tin ciy: do luong muc d6 thuc
hién cac chwong trinh dich vu di dé ra.

Nhom mirc d§ dap ing: do luong kha nang thuc
hién cac dich vu kip thoi va ding han.

Nhom ning lwe phuc vu: do luong kha nang tao
su tin tudng va an tdm ctia don vi dich vu cho khach
hang.

Nhém mire d9 dong cam: do luong kha ning
quan tam, thong cam va cham soéc tung ca nhan
khach hang.

Nhom phwong tién vat chit hiru hinh: do ludong
murc do hép dan, hién dai cta cac trang thiét bi vat
chat, gid phuc vu thich hop, ciing nhu trang phuc
cua cac nhan vién phuc vu.

Parasuraman & Ctg (1985) lic dau nghién ctru
rﬁng chét lugng dich vu dugc cam nhan bdi khach

hang duoc hinh thanh boi 10 thanh phan. M6 hinh
10 thanh phﬁn ctia chit luong dich vu co thé bao
quat hét moi khia canh ciia mét dich vy, nhung lai
phtrc tap trong viéc do luong, mang tinh 1y thuyét,
va c6 nhiéu thanh phan khong dat gia tri phan biét.
Do d6 cac nha nghién ctru da nhiéu lan kiém dinh
md hinh nay va di dén két luan 1a chét luong dich vu
bao gém 5 thanh phan co ban, d6 la:

1. D6 tin cdy (reliability): thé hién qua kha ning
thye hién dich vu phi hop va dung thoi han ngay 1an
dau tién.

2. Kha ning dap tng (responsiveness): thé hién
sy nhiét tinh gitip d& khach hang, ciing nhu cung
ung dich vu nhanh chéng.

3. Su bao dam (assurance): thé hién qua trinh do
chuyén mon, thai do lich su, niém nd va tao su tin
tuong cho khach hang.

4. Su déng cam (empathy): thé hién sy quan tim
cham séc dén timg c4 nhan khach hang.

5. Phuong tién vat chat hiru hinh (tangibles): thé
hién qua ngoai hinh, trang phuc cua nhan vién, va
cac trang thiét bi phuc vu cho dich vu.

Tuy c6 kha nhiéu tranh cai vé s6 lugng thanh
phan d4nh gia, nhung sau hang loat nghién ciru va
kiém dinh thi 5 thanh phan nay van duoc xem la don
gian va day du. V&i mdi thanh phan, Parasuraman
thiét 1ap nhiéu bién quan sat ¢ do ludong danh gia
ctiia khach hang theo thang diém Likert. Va ong
cling cho rang véi timg loai hinh dich vu va timg
tinh chat nghién ctu khic nhau thi s6 luong bién
quan sat ciing khac nhau.

Theo nghién ctiru cia Boonghee Yoo va Naveen
Donthu (2001) nham xay dyung bo thang do danh gia
chat lwgng cam nhan d6i vi cac trang web mua sam
tryc tuyén va kiém tra xem chat luong trang web
anh huong nhu thé nao dén hanh vi ctia khach hang
trong qua trinh mua.

Céc tac gia tién hanh khao sat mot nhom sinh
vién dai hoc, nhitng ngudi thuong xuyén thuc hién
cac dich cu mua sim truc tuyén. Mot bang cau hoi
gom 54 bién dugc phat ra va sau khi tién hanh thu
thap va phan tich dir li¢u, 38 bién duoc gitr lai chia
lam 9 nhan t6. Trong d6, cac nhan t6 phan lam 2
nhém chinh: mot nhém 5 yéu t6 lién quan t6i viée
danh gi4 nha cung cap nhu san pham, diéu khoan
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mua hang. .., mot nhom 4 nhan té dé danh gia riéng
chat lugng cua trang web. Vi muc dich ciia nghién
ctru, nhém nhan t6 lién quan t6i nha cung cap bi loai
bo, chi con 4 nhan t6 dé danh gia chat luong trang
web nhu sau:

Esase of use (Dé sir dung): d& cap dén kha ning
dé thuc hién cac thao tac va dé tim kiém thong tin
cua trang web.

Aesthetic design (Tinh tham my): su sang tao
trong thiét ké do6 hoa.

Processing speed (Téc do xir Iy): kha nang xir 1y
tryc tuyén nhanh chéng va dap ung cic tuong tac
véi khach hang.

Security (Bdo mdt): kha nang bao mat thong tin
ca nhan va thong tin tai chinh cho khach hang.

Day 1a mo hinh chuyén danh gia chat lugng trang
web mua sam tryc tuyén nén thiéu kha nhiéu thanh
phan ctia mot dich vu day di. Tuy nhién déy ciing 1a
mot tham khao gia tri khi tac gia tién hanh xay dung
cac thang do cu thé lién quan dén chat luong trang
web cho dé tai.

Nghién ctru ciia Hongxiu Li, Yong Liu va Reima
Suomi (2009) 1a nghién ciru vé danh gia chat lugng
dich vu du lich truc tuyén. O nghién clru nay, cac tac
gia dua ra mo hinh danh gia chat lwong dich vu
dimg tir quan diém khach hang va ca quan diém ciia
nha cung cép.

Két qua nghién ctru chi ra rang: thanh phan
TRUST (niém tin) tir quan diém khach hiang va

thanh phan EASE OF USE (dé sir dung) tir quan
diém cong ty bao ham hau hét cac khia canh quan
trong clia nhan thirc khach hang ddi véi chat luong
dich vu.

Tuy loai hinh nay c6 mot s6 khac biét so v6i loai
hinh mua theo nhém nhung nhiing thanh phan ma
cac tac gia dua ra van 1a mot nguén tai liéu tham
khao quy bau khi xem xét xay dung thang do cho dé
tai nghién ciru.

Theo mo hinh E-Service QUAL(2009) (Bang 1)
la md hinh dugc phat trién tir mé hinh SERQUAL
dé phu hop hon véi viéc danh gia chét luong dich vu
dién tur.

Mb hinh gém 8 thanh phan:

Website Design: c6 thé coi day 1a thanh phan thay
thé cho d6 hiru hinh trong mé hinh SERQUAL, n6
1a diém khoi dau tao nén 4n tugng ctia khach hang
ddi voi chét luong dich vu cua trang web, nd cling
1a phuong tién chinh dé khach hang tiép xtic voi nha
cung cép dich vu va thyc hién qua trinh mua.

Reliability: theo mét s6 nghién ctru thye nghiém,
day 1a khia canh quan trong nhit ctia chit luong
dich vu dién tir. Trong méi trudng 4o, ddy 1a yéu tb
1am cho khach hang tin twong nha cung cap dich vu
s& cung cap nhimng gi dung nhu d hira hen.

Responsiveness: thanh phan nay trong chét lwong
dich vu dién tir 1a mot khai niém hep hon so voi
trong mé hinh SERQUAL Nha cung cap dich vu
thong qua cic phuong tién truyén thong dé giai
quyét cic van dé ciia khach hang mot cach nhanh

Bang 1: So sanh mé hinh E-Service QUAL(2009) va mé hinh Serqual

Mo hinh SERQUAL E-Service Qual

Thanh phin

TIN CAY RELIABILITY RELIABILITY

PHAN HOI RESPONSIBILITY RESPONSIVENESS

DAM BAO ASSURANCE FULFILLMENT
INFORMATION
PERSONALIBILITY
SECURITY

CAM THONG EMPATHY EMPATHY

HU'U HINH TANGIBLES WEB DESIGN
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chong hon, giap khach hang thoai mai hon trong
qué trinh mua

Security: thanh phan nay nim giir mot vai tro
quan trong trong chét lugng dich vu dién tir, khach
hang nhan thirc dugc rui ro bi 1§ thdng tin tai chinh
va thong tin c4 nhan cuia minh, ddy la mdt rao cén
dang ké d6i voi qua trinh mua.

Fulfillment: trong dich vu dién tir, thong bao cho
khach hang nhiing thong tin chinh xac va su linh
hoat trong qua trinh mua c6 thé 1am 4n tuong cua
khach hang vé chat lwong dich vu ting 1én.

dugc hi€u chinh tir nghién ciru so bd. Nghién ciru
duoc thyc hién dwa vao phuong phap ldy miu thuan
tién, di tuong tham gia phong vén 1a nhimng ngudi
da dang va chua stir dung groupon trén dia ban thanh
phé Ha Noi. Dit liéu thu dugc duge xt 1y thong qua
phan mém SPSS. Thang do va dé tin cdy cia cac
bién quan sat dugc danh gia bang hé sé Cronbach’s
Alpha va phuong phap phan tich nhan t6 kham pha.
Yéu chu dé thang do dugc chép nhan 1a loai bo
nhiing bién c6 twong quan bién tong nho hon 0.3 va

Béng 2: Dic tinh ciia cac d6i twong dwoe khio sat

Personalization: trong qua trinh tuong tac

voi khach hang, nha cung cap dich vu s& ¢ co N=163
hoi ndm bat nhimg thong tin ciia khach hang T —
nhu nhu ciu, s thich, théi quen mua sim dé tr | Gigi tinh * ’
do thiét ké nhitng dich vy mang tinh ca nhén, Nam 289,
dap ung t6t hon nhu cau cua timg khach hang.
. . A R 18-24 79%
Information: trong dich vu dién tir, c6 thé coi
théng tin 1 thanh phan diéu khién qua trinh T 25-29 13%
cung cdp dich vu. Khach hang can cé day du Do tudi )
théng tin dé dua ra quyét dinh mua trong diéu 2040 Tt
kiéﬂn ho khong thé thé truc tiép kiém tra san 40-50 1%
pham ma ho muon mua. -
e a1k o
Empathy: mac du khong c6 tuong tac truc Duéi 5 trigu dong 61%
tiép giita khach ~hélng va nhan vién cung cip o ’ TuS 9 tricu ddng | 12%
dich vu nhung van c¢6 sy tuong tac qua e-mail, Thu nhép hang thing -
dién thoai,... vi vy nha cung cip dich vu van Trén 9 triu dong 11%
phai thé h}én sw dong cam voi khach hang, day Khéc 16%
cling la yéu t0 quan trong trong nhén thic ctia
khach hang ddi vi chit luong dich vu. Sinh vién 69.9%
3. Ket qua nghién ciru Nguoi moi dilam | 12.3%
Nghién clru cua tac gia tdp trung vao tim Nehd nehia
hiéu cac yéu té anh huong dén chét luong dich ghe nghiep Nguoi dang dilam | 15.3%
vu cua hi’nh thu’c. mua thef) nhrom trén dia ban N6i tro 1.8%
thanh pho Ha Noi, tir do6 d€ xuat cac phuong an
nham ning cao chat lugng dich vy mua theo Khac 0.6%
nhom.
] . <100.000 17.8%
Nghién ctu dugc thyc hién thong qua hai
budc: Nghién ciu so by va nghién ctu chinh 100.000-300.000 69.9%
ﬂfﬁc' Nghién Ci,rl.l > b0 béng‘caCh ph({ng Y41 Gid voucher 300.000-700.000 9.2%
sau 15-20 nguoi da dang va chua st dung
groupon. Két qua nghién ctru nay duoc dung dé 700.000-1.500.000 | 1.8%
hoan chinh thang do phu hgp véi dit liéu nghién
ctru. Nghién ctu chinh thirc dugc thyc hién >1.500.000 1.2%

bang cach phong van thong qua bang cau hoi da

Nguon: Két qua phan tich thong ké mé ta ciia mau nghién cieu
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Béng 3: Thanh phin d§ tin ciy

N=163 Trung b9 1éch
binh chuin
Hoan toan Hoan toan
khong hai hai long
long
Khich hang tin twong vao gid khuyén 22.6% 30.7% 3.08 0.772
mai
Khach hang tin tudng vao san phém va 21.5% 31.3% 3.10 0.715
chat rong dich vu
Khéch hing tin twong vio hé théng 17.8% 55.6% 3.53 0.843
giao hang
Khach hang quan tam dén kién thirc cia 19.6% 42.9% 3.29 0.740
nhén vién
Khich hing quan tim dén cdm nhan 22.7% 347% 321 0.779
cua nhin vién

Nguon: Két qua kiém dinh thang do sau khi xit Iy s6 liéu thu dwoc ciia mau bang cong cu SPSS

h¢ so6 Cronbach’s Alpha lon hon 0.6. N6i dung bang
cau hoi gom hai phan chinh: (1) — M6t s6 cau hoi vé
thong tin c4 nhan bao gébm: Gi6i tinh, D tudi, Thu
nhap hang thang, Nghé nghiép, Gia voucher; (2) —
Khao sat mic dd cam nhan cua nguoi tiéu dung dbi
v6i cac yéu tb trong mé hinh nghién ctru véi 30 cau
hédi, st dung thang do Likert vdi 5 muc d§. Phan
tich dir liéu bao gdbm phén tich thong ké mé ta va
phan tich nhan t6.

Mo hinh 5 yéu t6 cua chat lugng dich vy Para-
suraman (1985), gdom c6 d9 tin cay, d6 phan hoi, sy
dam bao, sy cdm thong va tinh hitu hinh, nghién ctru
dugc thyc hién ¢ khu vuc 1 thanh phd Ha Noi, s6
luong dbi tuong khao sat dugc 1a 163 nguoi, trong
d6 28% la nam va 72% la nit. D6i tugng khao sat
nam trong do tudi tir 18-24 chiém ti 1¢ gan 80% va
d6i tugng sir dung groupon nhiéu nhit 1a nhitng dbi
twong c6 muc luong < 5 triéu dong/thang, chiém

Bang 4: Thanh phin d9 phan hdi

N=163 Trung binh bj léch
chuan

Hoan toan Hoan toan

khong hai hai long

long
Su nhiét tinh cia nhan vién 16.6% 40.5% 3.28 0.839
Giai quyét van @é cta khéch hang linh | 26.4% 27.6% 3.08 0.756
hoat va nhanh chong
Kénh lién h¢ tryc tiép 313% 33.8% 3.06 0.902
Phan hdi thong tin lién hé 23.9% 44.1% 3.29 0.784
Dich vy sau ban hang 47.9% 19.6% 2.60 0.820

Nguon: Két qua kiém dinh thang do sau khi xir Iy 56 liéu thu dwoc ciia mau bang céng cu SPSS
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Bang 5: Thanh phin sy dam bao:

N=163 Trung bé léch
binh chuén

Hoan toan Hoan

khéng hai toan

long dong y
Qud trinh x1¢ Iy don hang nhanh va chinh xéc 22.1% 44.1% 333 0.791
Dédm béo bi mét thong tin cd nhin, mua hang 10.4% 56.4% 3.69 0.712
Dam bao an toan ngudn dir liéu ciia khach hang | 17.2% 52.5% 3.54 0.764
Su phan héi hop 1y v 16 rang 11.7% 55.2% 3.60 0.778
Danh tiéng cua cong ty 14.7% 40.5% 3.29 0.748

Nguon: Két qua kiém dinh thang do sau khi xit Iy s6 liéu thu dwoc ciia mau bang céng cu SPSS

hon 60%, con lai 1a cac d6i tugng co muc luong tir
5-9 triéu doéng/thang (12%), muc luong >9 tridu
dong/thang (11%) va mirc luong khac (16%).

Phan tich vé 5 yéu t cua chat luong dich vu cho
hinh thitc mua theo nhém cua cac dbi tugng duoc
khao sat va dinh nghia dabi tuong ké trén (Bang 2).

Két qua cia nghién ctru dinh luong cho thanh
phin d6 tin cdy cho thdy mirc do tin twdng cua
ngudi sir dung vao san pham/dich vu ma cong ty
cung cp dua ra (Bang 3).

C6 thé thdy rang, mic du gia tri trung binh ctia
ctia cac yéu t6 xdy dung nén do tin cdy déu > 3.00

nhung nhiing gia tri ndy van con tuong ddi thép.
Chua thay ndi bat 1én con sé cho thiy khach hang
hai long hay tin tuéng vao chat luong dich vu cua
céc cong ty cung cAp.

Tir bang 4 c6 thé thiy, khach hang hai 1ong véi sy
nhiét tinh ctia nhan vién va qua trinh phan hoi thong
tin lién hé dé giao hang/voucher. Va rat khong hai
long vé6i cac dich vu sau ban hang, yéu kém trong
kénh lién hé tryc tiép khi khach hang c6 mot sé van
dé can giai quyét.

V6i céc yéu td con cua thanh phan dam bao, cho
thay khach hang quan tim dén viéc dit liéu ca nhan

Bang 6: Thanh phin su cim thong

N=163 Trung bé léch
binh chuén
Hoan toan Hoan toan
khong hai hai long
long
Hanh vi va thai d6 cua nhan vién phyc vu 14.1% 46.7% 3.37 0.787
Nhén vién chu y va quan tdm dén nhitng yéu [ 27.6% 35.6% 3.09 0.958
cdu riéng cla tung khach hang
Khach hang luén cim thdy thodi mai va hai | 21.5% 33.1% 3.14 0.745
long véi dich vu
Cong ty giai quyét vAn dé& hidu qua sau khi [ 31.3% 20.9% 2.88 1.087
khéch hang than phién
Khéch hang khong phéi doi trong thoi gian dai | 21.5% 41.1% 331 0.869
dé st dung dich vu

Nguon: Két qua kiém dinh thang do sau khi xit Iy s6 liéu thu dwoc ciia mau bang cong cu SPSS
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Béang 7: Thanh phin d$ hiru hinh

N=163 Trung bj léch
binh chuin

Hoan toan khong Hoan toan

hai long hai long
Dia diém giao dich 15 rang 19% 45.4% 342 0.820
Thiét ké voucher thu hit 11.6% 59.5% 3.66 0.809
Thiét ké website thu hut 8.6% 64.4% 3.74 0.861
Dong phyc nhan vién dé nhan dang 33.2% 24% 2.85 0.785
Phuong tién giao hang nhanh chong va | 16.6% 46.6% 341 0.925
an toan

Nguon: Két qua kiém dinh thang do sau khi xit Iy s6 liéu thu dwoc ciia mau bang cong cu SPSS

Bing 8: Két qua ki¢m dinh thang do ciia miu

Thanh phén S6 bién Cronbach’s Alpha
D6 tin cdy 0.882
D6 phan hoi 0.868
Su dam béo 0.821
Su cam thong 0.854
Tinh hiru hinh 0.736

Nguon: Két qua kiém dinh thang do sau khi xir Iy 56 liéu thu dwoc ciia mau bang cong cu SPSS

vé thong tin ca nhan va thong tin mua hang can phai
dam bao tuyét mat va thir 2 1a can phai c¢6 sy phan
hdi hop 1y va rd rang cho khach hang khi mét giao
dich dugc hoan thanh (Bang 5).

Tir bang 6 cho thay khach hang van chua cam
thidy hai long hay thoai mai khi sir dung san
pham/dich vu. C6 mot sé van dé da xay ra nhu 1a
thai d0 cua nhan vién khi khach hang st dung
voucher thay vi tién mat, khong quan tam dén khach
hang hodc sir dung nhitng san pham c6 chét lugng
kém cho khach hang ding voucher. Véan dé thir 2 1a
viéc giai quyét than phién ciia khach hang, vian hoa
kinh doanh ctia da phan nguoi Viét Nam d6 1a buon
dut ban doan, giao san pham/dich vu va nhan tién,
vay la xong giao dich. Tuy nhién, van d¢ thyuc su
phét sinh sau khi khach hang sir dung san pham/dich
vu. Va khi khach hang than phién thi khong nhan

duoc su phan hodi hay gitip da.

Tir bang 7 cho thdy khach hang quan tim nhiéu
dén sy hitu hinh cta dia diém giao dich, thiét ké cua
voucher, thiét ké cua website thu hit su quan tdm va
ghé tham cuia ho, hai long v6i phuong tién giao hang
va su nhanh chong cling nhu an toan khi giao hang.

Két qua kiém dinh thang do véi tiéu chuan hé s6
Cronbach’s Alpha 16n hon 0.6, cho thay 5 yéu té ciia
md hinh chat luong dich vu ciia miu déu dat d6 tin
cay (Bang 8).

4. Két luin

Sau mot thoi gian trién khai mé hinh Groupon tai
Viét Nam, cac doanh nghiép van dang ¢ ging dé
tim mot huéng di ding dé vuon 1én vi tri dan dau
cuia minh trong linh vyc nay. Cac doanh nghiép
chuyén sang ddi mat va giai quyét timg khé khin
v6i su thay ddi theo hudng nhan manh vao chiéu
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sau, canh tranh bang chét lugng. Trong bdi canh sy
phét trién tran lan ciia Groupon, doanh nghié¢p mudn
tdn tai va phat trién can phai tao ra va dinh vi dugc
su khac biét cia minh.

Cac doanh nghiép phai d6i mat véi nhiéu van dé
trong qua trinh kinh doanh. Pau tién, phan 16n cac
nha cung cip Groupon hién dang hoat dong trén tat
ca cac linh vuc, tir thyc pham, du lich, thoi trang,
my pham va dién tir gia dung. Hiéu ing nay 14 san
phim hop da dang hoa. Tuy nhién, mang lai rat
nhiéu thiét hai cho cic nha cung cip Groupon hon
14 ¢6 1gi. Vi c6 rat nhidu thoa thuén va viéc phan loai
cac loai hop dong khong rd rang, gay kho khin cho
khach hang st dung. Néu doanh nghiép chon thi
truong thich hop, vi duy, tap trung vao cac linh vuc
du lich hoac thoi trang, thiét 1ap nhém khach hang
tiém ndng, do d6 viéc cong ty tiép can khach hang
ciing nhu khach hang tiép can cong ty duoc rd rang
hon, chi phi it ton kém hon va hoat dong hiéu qua
hon. Sau khi 6n dinh trong mét thi trudng thich hop
c¢b dinh, cac doanh nghiép méi nén mé rong dan
dan, cht khong phai Iy lan ra ngay tir ddu. Thir hai,
tao su khac biét bé“mg cach suy nghi, lam gi cho
nguoi Viét Nam. Hién nay cac doanh nghiép
Groupon Viét Nam dang hoc cach Groupon cua cac
nudc khac nén 1a cach kinh doanh c6 phan gidng
nhu nhau, khong c6 su khac biét rd rang. Thir ba, tan
dung t6i da va két hop cac cong cu tiép thi truc
tuyén, mot s6 cong ty da tién hanh sir dung tiép thi
truc tuyén, nhung hau hét chi chay quang céo nhung
khong c6 mot cudc dbi thoai voi khéach hang. Do d6
khach hang khong thuc sy quan tim va van con tim
ly e ngai.

Sau khi khao sat y kién cua khach hang vé cac
thanh phf?ln va yéu t6 ctia chat luong dich vu trong
mo hinh 5 yéu t chét luong dich vu, théy duoc rﬁng

Tai liéu tham khao:

da s6 khach hang van chua hai long hay tin tudng
vao chat luong cta san phém/dich vu thong qua
hinh thitc mua theo nhém. Tuy nhién, moi y kién
mdi chi dung lai ¢ hinh thirc khao sat va danh gia.
Chua di khai thac sdu vio cac nguyén nhan va yéu
t6 ctia chat luong dich vu khién khach hang van cam
thdy chua thoai mai va hai long. Do do tac gia d&
xuat di sau nghién ciru, bang viéc tong hop cac
phuong phap nghién ciru chét luong dich vy, va tap
trung vao md hinh E-serive qual c6 wu thé trong
danh gia chét luong dich vu dién tr. Bén canh d6
con dua ra mo hinh tuong quan hoi quy giita chat
luong dich vu va sy thod man cta khach hang. Rut
ngan dugc khoang cach giita chat lugng dich vu
cung cép va chét lwong khach hang mong doi. Véi
su phat trién ciia cong nghé thong tin va thuong mai
dién ti, cac hinh thirc ciia mua hang theo nhom
ngdy mot bung phat tran lan, do d6 xét vé yéu t6
chat lwong khong c6 mot chuan muc hay quy ché
nao ddm bdo dugc. Tuy nhién, kinh doanh phai
hudng dén loi ich 1au dai. Groupon dugc xem 1a mét
hinh thirc kinh doanh méi, hién dai va dem lai nhiéu
loi ich cho toan xa@ hdi. Ngay tu khi xuét hién va
phat trién, Groupon di rat thanh cong va ngay cang
chiém dugc thi trudng ¢ cac nudc phuong Tay,
My,... V6i Viét Nam, thuong mai dién tir 1a mot
khai niém khong xa la nhung chua bao gid cd su
tham gia chung cua céc bén lién quan ciing nhu tng
dung thanh cong va khai thac triét dé loi ich cua
thwong mai dién tir. Do d6, nghién ctru da gop phan
mé mot canh cira cho bai todn quan 1y chat luong
cho hinh thirc mua theo nhom, danh gia yéu t6 chat
luong anh hudng dén sy thoa man ciia khach hang
mua theo nhom va hé thong chuan hod hinh thirc
mua theo nhoém cua Viét Nam.OJ

Nguyén Dinh Tho va Nguyén Thi Mai Trang (2007), Nghién ciru khoa hoc marketing, Nha xuat ban Pai hoc Qubc

gia Tp. HO Chi Minh.

Bui Nguyén Hung va Nguyén Thay Quynh Loan (2004), Qudn tri chdt lwong, Nha xuét ban Pai hoc Qudc gia Tp.

Ho Chi Minh.

Rohit Ramaswamy (1996), Design and Management Service Processes, Engineering Process Improvement Series.

Philip Koler (2006), Marketing Management, Pearson Prentice Hall, USA.

Parasuraman, V.A Zeithaml, and A. Malhotra (2005), E-S-QUAL: A multiple — item scale for assessing electronic

86 193(11) thing 7/2013

96 KinhtéPhat brién




service quality’, Journal of Service Research, Vol. 7 No. 3, 213-234.

B.Yo00)’, N. Donthu (2001), ‘Developing a scale to measure perceived quality of an Internet shopping site (SITE-
QUAL)’, Quarterly Journal of Electronic Commerce, Vol. 2 No.1, 31-46.

Hongxiu, Yong Liu and Reima Suomi (2009), A proposed Scale for Measuring E-service Quality’, International
Journal of u- and e- Service: Science and Technology, Vol. 2 No.1.

Hoang Trong & Chu Nguyén Mong Ngoc (2008), Phdn tich dit liéu nghién cieu véi SPSS, tdp 1-2, Nha xuét ban Hong
Duc.

Nunnally J.C (1978), Psychometries Theory, McGraw-Hill, New York.

Yoon Y, Guimarraes T and O’neal (1995), Exploring The Factor Associated with Expert Systems Success, MIS Quar-
terly 19:83-106.

Edward Deming (1986), Out of The Crisis, MIT/CAES.

Philip B. Crosby (1996), Quality is still free, Ohio College of Podiatric Medicine.

Hoseph M.Juran (1999), Quality Control Handbook, McGraw Hill New York.

Hurbert Hermans (1995), Self-narratives: The construction of meaning in psychotherapy, New York: Guilford Press.

Cronin J.J and Taylor, S.S, (1992), ‘Measuring Service Quality: Reexamination and Extension’, Journal of Market-
ing, 56: 55-68

Assessment of the quality service for the companies offer groupon in Hanoi city
Abstract:

In the recent year, the form buyers groups broke out in Vietnam with the hundreds of companies that offer
this service. To compete and grow, the companies need to focus on improving their service quality clearly.
The paper assesses the process to implement the project "Assessment of the quality of service the compa-
ny offers on Groupon of Hanoi city" based on analysis of 163 samples collected from 200 questionnaires
broadcast.

The study consists of two stages preliminary studies and formal research. Preliminary research is qualita-
tive interview stage and adjust to suit the scale of services in Hanoi city. Formal research phase includes
gathering and analyzing data. After the verification step analysis as scale, factor analysis. ldentify the fac-
tors that affect the quality of the service purchased form a group and the level of customer satisfaction.
Accordingly, the 5-factor model of service quality, customer care and all the elements of reliability,
response, assurance, empathy and tangibility but the level of interest the difference from the elements. The
biggest drawback of the study is convenience sampling method should be representative of the total is not
high, but the subject also opens up further studies in order to accurately assess the status of services pur-
chased by groups in Vietnam.
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