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Tém tit

Viét Nam dd tdn dung nhitng wu thé cia céng
nghé sé dé phat trién manh mé trong linh viee
kinh doanh thwong mai dién tir B2C. Tuy nhién,
diéu nay cing dat ra mot $6 thach thirc vé hoat
dong logistics nguoc trong nganh thwong mai
dién tir (REL). Do d6, nghién ciru ndy nham xdc
dinh murc do anh hudéng cua cdac nhan 16 dén viéc
thiee thi REL théng qua phdn tich nhan t6 kham
phd EFA, nhén t6 khang dinh CFA va mé hinh
cau triic tuyén tinh SEM. Két qua cho thdy bon
nhén t6 anh hwdng dén viéc thiee thi REL gom:
Cong nghé théng tin va Ky thudt phan mém,
Danh tiéng doanh nghiép, Chinh sdach va thii tuc
hoan tra, Ngueoi lao dong. Y nghia vé mdt Iy ludn
va thyc tién cia nghién cuu dwoc thao ludgn chi
tiét trong nghién ciru.

Tw khoa: Logistics nguoc, thwong mai dién tu,
thuc thi REL.

Abstract

Vietnam has taken advantages of digital
technology to strongly develop in the field of
B2C e-commerce business. However, this also
poses a number of challenges for reverse
logistics activities in the e-commerce industry
(REL). Therefore, this study aims to determine
the influence of factors on the implementation of
REL through exploratory factor analysis EFA,
confirmatory factor analysis CFA and structural
equation model SEM. The results show that four
factors affect the implementation of REL
including: Information technology and Software
engineering, Corporate reputation, Refund
policy and procedures, Employees. The
theoretical and practical implications of the
study are discussed in detail in the study.

Keywords: Reverse logistics, e-commerce, REL
implement.

1. Loi mé dau

Su bung nd cua thuong mai dién tir va cong nghé
thong tin (CNTT) dé 1am thay d6i hanh vi mua sim
tryc tuyén cia nguoi tiéu dung. Ngdy cang nhiéu
ngudi sir dung dich vu mua sim qua mang, dt hang
tryc tuyén va mong mudn nhan hang nhanh chéng va
thuan tién (Lé Phi Khanh, 2023). Piéu nay dat ra
nhiéu thach thirc cho hoat dong logistics trong linh
vuc thuong mai dién tur (e-logistics). Bén canh do,
lwong hang ddi tra va hoan tra ngdy cang gia ting doi
hoi cac cong ty cin ting cuong thuc thi hoat dong
logistics ngurgc dé dap tmg kip thdi nhu cau cia ngudi
tiéu dung. Cac hoat ddng logistics ngugc trong thuong
mai dién tir (REL) xuét hién nhu mot cong cu chién
thudt cho cac cong ty thuwong mai dién tr B2C, gitp
céc cong ty thé hién wu thé canh tranh manh mé thong
qua hinh anh thuong hiéu, long trung thanh cua nguoi
tiéu dung va vi thé canh tranh tt (Al Majzoub va
Davidavic¢iené 2019). Vi vay, cac cong ty tham gia
thwong mai dién tir rat quan tdm tdi cac nhéan té anh
huéng dén viée thyuc thi logistics nguoc dé cai thién
hiéu qua hoat dong nay (Garcia Ignacio, 2021).

Céac hoat dong REL dang nhéan dugc sy quan tam
ctia nhidu nha nghién ctru trén thé giéi. Euchi va cong
su (2019) chi ra hai nhan té tac dong manh nhit dén
hoat dong REL Ia sy tdn tdm cda nhan vién va viéc
duy tri mbi quan hé t6t véi khach hang. Khi hoat dong
REL duoc céi thién s& dem lai hiéu qua kinh té t6t hon
va muc do hai 1ong cta khach hang cao hon. Nghién
ctru tai Pakistan (2021), Muhammad da dénh gia va
xép hang 14 rao can va 8 giai phap cho viéc thyuc hién
hiéu qua logistics ngugc, trong d6 sy hd tro va nhan
thirc ctia lanh dao cap cao 1a giai phap thiét yéu dbi
db6i véi linh vuc thuong mai dién tir. Bang xép hang
cac rao can va giai phap nay c6 loi cho cac nha hoach
dinh chinh sach, nha quan ly logistics trong viéc xay
dung chinh sach va thuc hién thanh cong hoat dong
REL. Pamal va cong su (2022) da nghién ctru va dé
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xuit huéng dan vé quy trinh logistics nguoc mai
nham xir Iy hang hoa tra lai tai cac cong ty thwong mai
dién tir & Brazil, dong thoi 1am rd cach dp dung mang
ludi nén kinh té tuan hoan va cac giai phap xur 1y viéc
tra lai san pham hiéu qua. Tai Viét Nam, Nguyén Huy
Tuén va Lé Tan Btru (2020) nghién ciru thyc nghiém
& thanh phd Pa Ning chi rd tim quan trong ctia RL
trong nganh ban 1¢ hang dién tir bang cach nang cao
danh tiéng doanh nghiép, ting cudng trong cong tac
cam két ngudn lyc, thuc ddy dau tu vao hé thong cong
nghé thong tin. Tuong tu, nghién ciru cia Lé Son
Tung va Han Huyén Huong (2022) d tién hanh khao
sat cac doanh nghiép logistics & Hai Phong va cho
thdy nhéan t6 nguoi lao dong c6 anh huong 16n nhét
trong viéc xay dung mdt hé théng logistics thu hoi.

Mic di di c6 nghién ctru cua Viét Nam vé
logistics ngugc cua cac cong ty ban 1é, cong ty dich
vu logistics,... Tuy nhién logistics ngugc trong
thuong mai dién tir khac biét so voi trong linh vuc
khéc. Logistics nguoc trong linh vuc thuong mai dién
tr v6i dac diém riéng, co tap khach hang chu yéu la
B2C voi hoat dong tra hang, hoan hang xuét du, ddi
tra hang hoéa hu hong voéi ti 18 cao, tir d6 dan toi gia
tang chi phi logistics ngugc (Ju, C; 2022). Hon nita,
nhitng quy trinh nay duoc thuc hién bang dién tir hodc
truc tuyén. Vi dic diém dic thu nhu vay, nghién ctru
vé logistics nguoc trong nganh thuong mai dién tir &

Viét Nam van con 1a mét khoang trong can nghién ctru.

Vi vdy, nhom lya chon dé tai nghién ciru cac nhén tb
anh huong tdi viée thuc thi hoat dong logistics ngugc
trong nganh thuong mai dién tr & Viét Nam.

2. Khung ly thuyét

2.1. Logistics ngwoc trong thwong mai dién tir
(REL)

Theo quan diém ciia Hiép hoi Quan Iy Chudi Cung
g Logistics ngugc (RL) dé cap qua trinh chudi cung
(g tra lai hang hoéa tir nguoi dung cudi cho nha ban
1¢ hodc nha san xuat. Quy trinh nay dién ra khi khach
hang c¢6 nhu cau tra lai hang hoa di dén cudi vong doi,
bi hu hong, giao thiéu hodc hang hoéa bi thai bo, thu
hdi dé tai ché. Trong khi d6, REL dé cap viéc thuc
hién quy trinh RL nhung bang dién tir hodc truc tuyén.

2.2. Thue thi REL

Viéc thuc thi logistics ngugc trong thuwong mai
dién bit dau tir khach hang dén ngudi ban hodc nha
san xut c6 mot nha cung cép dich vy thuong mai dién
to & gitta (Morgan va cong su, 2018), cu thé dé cap
dén qua trinh quén 1y viéc tra lai va trao doi san pham
trong ban 1¢ tryc tuyén. Ban chét cta nganh thuong
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mai dién tr v6i ty 18 hoan vén ban hang cao da dan
dén nhiing thach thirc trong viéc kiém soat chi phi
logistics nguoc. Nhiing thach thirc nay bao gdm cac
vén d¢ voi hé thong thong tin, viée st dung gia tri cia
hang hoéa bi tra lai, chi phi luu kho va viéc sir dung
dich vu logistics ngugc. Dé giai quyét nhiing thach
thirc nay, RL gitp diéu hanh mang lugi chudi cung
ung trong cac cong ty thuwong mai dién tir hi€u qua,
dap mg cac quy dinh vé méi truong, ky vong cua
nguoi tiéu dung va cai thién loi nhuén. Noéi cach khac,
viéc tap trung vao dong vat chat nguoc thé hién muc
tiéu cua REL thong qua viéc toi da hoa gia tri cua
chudi cung tmg (Han va Trimi, 2018).

2.3. M6 hinh nghién cuu

Chinh sdch va thii tuc hoan trd: Chinh sach hoan
tra cia cong ty tap trung nhan manh vai tro hd trg cia
REL ddi véi khach hang va cac bén quan tim khéc.
Doanh sb ban hang tang 1én phu thudc vao hoat dong
REL tt, diéu nay chiu anh huong truc tiép tir chinh
sach hoan tra minh bach, dugc huéng dan chi tiét va
rd rang cho tat ca nhan vién va khach hang. Chinh
sach bén viing ciia cong ty khong dugc ap dung néu
khéng ¢ chinh sach lién quan dén viéc khach hang
thue hién tra lai san pham. Vi vay, doi hoi can c6 mot
quy trinh quan 1y nghiém ngit dé dam bao muc tiéu
nay dugc thuc hién. (Ardila Gamboa va Ballesteros
Riveros, 2018; Waqas va cong su, 2018; Morgan va
cong su, 2018; Huang va cong sy, 2015). T nhitng
can ctr trén, gia thuyét H1 duoc dat ra:

HI: Chinh sach va thu tuc hoan tra tac dong tich
cuc dén thuc thi REL.

CNTT va Kj thudt phian mém: Sy tuong thich cia
hé thong CNTT va K§ thuat phan mém 1a nhén t6 ¢t
161 giap cai thién hoat dong REL. Viéc ap dung cac
giai phap cong nghé mai s€ tang cuong kha nang hop
tac gilta nhan vién véi quan ly, gilra cong ty véi nha
cung cap va khach hang, gitp viéc trao doi dit liéu tro
nén linh hoat va thuan tién hon, tir d6 cai thién hoat
dong REL. (Han va Trimi, 2018; Govindan va Bouzon
2018; Euchi va cong sy, 2019). Do d6, nhém dua ra
gia thuyét H2:

H2: CNTT va Ky thudt phan mém tic dong tich
cuc dén thuc thi REL.

Nguwoi lao dpng: Ngudi lao dong c6 vi tri then
chét trong viéc cai thién hiéu qua hoat dong REL. S6
lugng nhan vién on dinh gitip t6i wu cho chudi cung
ung cua cong ty, trong do quy trinh REL phai thuong
xuyén dugc giam sat boi sy suy giam so lwong nhan
vién dan dén sut giam hiéu qua REL. Ngoai ra, ngudi
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quan 1y ¢6 quyén cho phép nhan su tham gia vao quy
trinh ra quyét sach, cung cap sy dio tao phi hop, thiic
déy trao d6i, phdi hop nham c6 duge nhitng nhan vién
nang lyc, thuc hién tdt cac hoat dong REL trong hé
thdng cung tmg ciia cong ty (Prakash va Barua 2015;
Bal va Satoglu 2018; Waqas va cdng su, 2018). Tu
nhiing can ctr trén, gia thuyét H3 dugc dua ra:

H3: Nguoi lao dong tac dong tich cuc dén thuc thi
REL.

Quin Iy hang ton kho: Dé van hanh va quan 1y
hiéu qua REL, cong ty phai hiéu va xir Iy hang hod ton
kho hiéu qua vi cac tac dong truc tiép cua chung dén
thuc thi REL. Mot trong nhiitng khé khan 16n nhat cia
quan tri hang ton kho 1a kha nang du bao lwong mat
hang cudi ciing dugc hoan tra va dat hang. Thuc thi
REL sé duoc cai thién ro rét khi du bao dugc thuc hién
chinh xac. Mt khac, cong ty phai c6 nhimg hiéu biét
va chuyén mén ddi véi viéc kiém tra va quan li hang
hoa ton kho. (Yogi, 2015; Vlachos 2016; Panigrahi va
cong su, 2018). Do d6, gia thuyét H4 dugc dua ra:

H4: Quan Iy hang ton kho tic dong tich cuwc dén
thuc thi REL.

REL bén thir ba: Céc cong ty lya chon thué ngoai
khi khong cé nguén luc thuc hién hodc gép tinh trang
thiéu hut nhan luc. Vi thé, viéc cOng tac voi nha cung
cip REL bén thir ba giup trién khai t6i wu hoat dong
REL vdi loi thé vé chi phi, thoi gian, trai nghiém
khach hang t6t hon va su hai long. Viéc trién khai REL
cling lién quan dén cai thién ning suit hoic gia ting
lgi nhuan. Tuy nhién do tinh phuc tap trong hoat dong
REL, noi b cong ty khong thé tu xir Iy nén can c6 nha
cung ca‘ip REL bén thu ba (Li va cong su, 2018;
Sangwan, 2017; Tosarkani va Amin, 2018). Ttr nhiing
1ap ludn trén, gia thuyét H5 duoc dua ra:

H5: REL cua bén thur ba tdac dong tich cuc dén thuyc
thi REL.

Danh tiéng doanh nghiép: La muc d6 tin nhiém
va ky vong cta cac bén tham gia d6i voi doanh nghiép
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(Fombrun, 1996). Nghién ctru cua Zhao, 2018; Park,
2019; Singh va Misra, 2021 déu chi ra cac tac dong
tich cyc dén danh tiéng 1a dong luc thiic dy doanh
nghiép trién khai cac chuong trinh trach nhiém cong
ddng, ting wu thé canh tranh & thi trudng da dang cac
san pham cung loai. Danh tiéng t6t gitip doanh nghiép
thu hut nhan tai, ti wu hoa quy trinh logistics ngugc
va nang cao hidu qua REL. Do d6, gia thuyét H6 dugc
dua ra:

H6: Danh tiéng doanh nghiép tic dong tich cuc
dén thuc thi REL.

Co 56 ha tang: Co so ha ting anh huong dén REL
chu yéu 1a cuc bo, bit ngudn tir két cdu ha ting cong
ty, phuong tién di chuyén, theo ddi, quan 1y hang hoa
thu hdi cua cong ty dén diéu kién duong x4, toc do
truy cap internet va cac giao thuc bao méat dugc ap
dung cho nguoi tiéu dung thuwong mai dién tor B2C.
Mot cong ty dang hudng tdi nang cao hoat dong REL
nén dau tu co sé ha tang vi n6 khong chi anh hudong
dén REL ma con anh hudong dén toan bo chudi cung
ung cua cong ty (Sirisawat va Kiatcharoenpol 2018;
Prakash va Barua 2015; Yogi, 2015; Govindan va
Bouzon 2018; Morgan va cdng sy, 2018). Do do, gia
thuyét H7 duoc dua ra:

H7: Co so ha wing tac dong tich cuc dén thuc thi
REL.

Hinh 1 thé hién mé hinh nghién ciru dé xuét:

Chinh sach va
thi tuc hoan tra

CNTT va Ky REL cia bén
thujit phin mém thir ba
2 H1 /
Ngwdi lao dong H3 H6 Danh tiéng

v

Tiéu suét REL
14 H7

doanh nghiép

Quan Iy hang

Co 6 ha tin,
ton kho Pl

Hinh 1. Mé hinh Iy thuyét

Bing 1. Céc nhén té anh huwéng dén thuwe thi REL

Bién quan sat

Cic bién do lwong

Nghién ctru

Chinh sach va - Thu tuc hoan tra dugc dién ra kha nhat quan, dé dang (CSTT1) - Euchi va
thu tuc hoan - Chinh sach hoan tra bao gdm nhiing san phim hoan lai cho khach cong su (2019)
tra (CSTT) hang trong nhirng trudong hop san pham 138i, hét han... (CSTT2)

- Trong trudong hop san pham 131, bi hu hong do khach hang, cong ty

chung t6i tuyén bd khong chiu bat ky trach nhiém phép 1y nao vé viée

hoan tién hodc stra chita trong van dé nay (CSTT3)
CNTT va Ky - Hé thong cong nghé phan mém cua cong ty duoc cap nhat lién tuyc va - Han va Trimi
thuat phan lién két qua trinh REL (CNTTI) (2018)
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Bién quan sat

Cic bién do lwong

Nghién ctru

mém(CNTT) - Hé théng cong nghé phan mém cuia cong ty dugc thiét ké dé dé dang - Euchi va
sir dung va hd trg cac hoat dong mua ban hang truc tuyén va quan 1y cong su (2019)
viéc hoan tra san pham (CNTT2)
- H¢ thdng cong nghé phan mém cua cong ty co chic ning cap nhat
thong tin dit liéu hoan tra lai hang hoa vao hé théng quan Iy (CNTT3) . Nguyén Huy
- H¢ thong cong ngh¢ phan mém cua cong ty cod chiic ndng lién ket bén  Tuan va Lé
ngoai véi cac dbi tac (CNTT4) Tén Biru
- H¢ thong cong nghé phan mém ctia cong ty co chirc ning lién két bén  (2020)
ngoai vdi khach hang tiéu dung (CNTTS)
Ngudi lao - Tinh than va sy hai long cta nhan vién nén ton tai trong cong ty - Mahindroo
dong (NLD) (NLD1) va cong sy
- S6 lwong ngudi lao dong cd ¥ nghia tich cuc ti thuc thi quy trinh  (2018)
REL (NLD2)
- Nguoi lao dong c6 kinh nghiém, trinh d¢ trong viéc xir ly hoan tra va - Govindan va
cac van dé REL khéc c6 hiéu qua tot véi hoat dong REL (NLD3) Bouzon (2018)
Quéan Iy hang - Rui ro trong luu trit vét liéu nguy hiém dugc quan 1y mot cach nghiém - Prakash va
ton kho ngit (QLTK1) Barua (2015)
(QLTK) - Cong ty ching t6i c6 thé du béao nhu ciu san pham va hang hoa chinh - Sirisawat va
xac (QLTK2) Kiatcharoenpol
- Ly do cho viéc hoan tra phai hgp 1y va khong thudc 16i ctia cong ty  (2018)
(QLTK3)
REL cua bén - Céc dbi tac trong chudi cung timg dugc dao tao tt dé hd tro trong viéc - Govindan va
thtr ba (RELB) quan Iy REL (RELB1) Bouzon (2018)
- Su hop tac chit ch& vai ddi tac kinh doanh trong chudi cung tmg ¢ - Sirisawat va
y nghia 16n trong viéc thuc thi hoat dong REL (RELB2) Kiatcharoenpol
- Bén thir ba gép phan chia sé rui ro, sy tuong thich trong van héa (2018)
doanh nghiép, hé théng CNTT, 6n dinh trong lao dong va quan 1y thong - Prakash va
tin (RELB3) Barua (2015)
Danh tiéng - Cong ty chung t6i dugce danh gia c6 hoat dong logistics nguoc dang - Nguyén Huy
doanh nghiép  tin cdy (DTDNI) Tuan va Lé
(DTDN) - Cong ty chiing t6i dugc danh gid c6 thai do hoa nha, lich thiép véi Tén Biru
khach hang hoan tra san phdm (DTDN2) (2020)

- Cong ty chung t6i dwoc danh gia chu trong dén hau hét dbi tuong
khach hang véi bt ky san pham dugc hoan tra (DTDN3)

- Cong ty chiing t6i dugc danh gia bao vé 1¢i ich ctia khach hang hoan
tra hang hoéa mot cach chuyén nghiép (DTDN4)

- Cong ty chiing t6i dugc danh gia rat cao trong thuc hién logistics
nguoc di kém véi nghia vu xa hoi va cong dong (DTDN5)

Co s6 ha tang

- Cong ty chung t6i c6 hé thdng phat trién gidm sat hoan tra hang

- Sirisawat va

(CSHT) (CSHT1) Kiatcharoenpol
- Cong ty chung t6i ¢6 co sé ha tang phat trién (CSHT2) (2018)
- Dja phuong cua chiing t6i c6 co s& ha tang tot (dudng x4, toe do truy - Wagas va
cép internet, giao thirc bao mat) (CSHT3) cong su (2018)
3. Phuong phap thong qua thu thap phiéu khao sat Likert 5 mic do.

Bai nghién cuu duoc thuc hién tur thang 09/2023
dén thang 02/2024, ap dung phuong phap dinh lugng

Khao sat dugc gui téi cac cong ty tham gia thuong

mai dién tir, trong d6 ngudi thuce hién khao sat 1a Giam
dbc/ pho giam dbc hodc ca nhan dang cong tac tai cac
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phong ban ¢6 lién quan dén viéc thuc hién chtrc ning
logistics ngugc trong doanh nghiép vdi trén 1 nam
kinh nghiém. Di liéu duoc ldy ngu nhién. Sau khi
giri 600 phiéu khao sat, thu dugce 512 phiéu hop 18
dugc sir dung phén tich. Bang 2 cho thiy thong tin ctia
ddi tugng dugc khao sat.

Bing 2. Thong tin doi twong khdo sdt

Dic diém Sélwong Ty 1& (%)
S6 lao déng (ngiroi)

<10 113 22,07
10-20 166 32,42
21- 50 145 28,32
> 50 88 17,19
S6 nam hoat dong trong linh viee TMPDT(nam)

<2 155 30,27
2-5 293 57,23
5-10 52 10,16
> 10 12 2,34
Chute vu nguoi tra loi khao sat (nguoi)

Nhdn vién 487 95,12
Quan ly 17 3,32
Gidam GB/ Phé GD 8 1,56

Dit liéu c6 gia tri dugc thyc hién phan tich kiém
dinh Cronbach’s alpha va phan tich nhan t6 kham pha
EFA bang phan mém SPSS 25. Sau d6 phin mém
AMOS dugc str dung trong phén tich nhan té khing
dinh CFA va phén tich mé hinh c4u tric SEM nhdm
do luong mirc d6 anh hudng ciia cac nhan t dén thyc
thi REL.

4. Thao luan két qua

4.1. Kiém dinh d$ tin cdy Cronbach’s alpha va
phan tich nhén to kham pha EFA

Nhom nghién ctru da thyc hién kiém dinh do tin
cdy Cronbach’s Alpha v&i 9 bién quan st ctia nhan t6
phu thudc va 25 bién quan sat cua 7 nhan t6 doc 1ap.
Két qua nghién ciru chi ra, hé sb Cronbach’s Alpha
clia cac thang do déu 16n hon 0,7 va phi hop cho phan
tich EFA..

Bing 3. Két qud kiém dinh Cronbach’s alpha

Thang do Cronbach’s alpha
Chinh sach va thi tuc hoan trd 0,884
CNTT va K3 thudt phan mém 0,89
Nguwoi lao dong 0,898
Quan Iy hang ton kho 0,881
REL cua bén thir ba 0,848
Danbh tiéng doanh nghiép 0,879
Co so ha tcing 0,891
Thuc thi REL 0,934

Ap dung phuong phap phép trich theo s6 nhan t&
¢b dinh va phép quay Promax, cac chi s thu dugc déu
dap tng yéu cau: hé s6 KMO = 0,847 nim trong
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khoang (0,5;1), Sig Bartlett’s Test = 0,000 < 0,05; tong
phin traim phuong sai trich 66,177% > 50%;
Eigenvalues = 1,293 > 1; h¢ s6 tai nhan t6 déu 16n hon
0,5.

4.2. Phan tich nhén t6 khang dinh CFA
Thir nhat, kiém tra sw phit hop ciia mé hinh.

Két qua kiém dinh cho thdy cac chi sé thoa man:
CMIN/df =2,329 < 3; GFI1 = 0,889> 0,8; CFI = 0,938
>0,9; RMSEA = 0,051 < 0,08.

Thir hai, kiém dinh tinh tin cdy cia thang do.
Bing 4. Dj tin cdy tong hop va tong phwong sai

rut trich

Khai niém CR AVE MSV
Chinh sach va thu tuc hoan 0,885 0,719 0,076
tra
CNTT va kj thudt phan mém 0,892 0,622 0,199
Nguoi lao dong 0,9 0,75 0,044
Qudn Iy hang ton kho 0,883 0,715 0,019
REL cua bén thir ba 0,848 0,651 0,014
Danh tiéng doanh nghiép 0,879 0,594 0,161
Co 56 ha tang 0,892 0,733 0,024
Thuee thi REL 0,935 0,615 0,199

Heé s6 tai ciia 34 bién quan sat déu dat murc ¥ nghia
théng ké; CR dat yéu ciu > 0,70 va AVE dat yéu cAu
> 50%. Diéu nay ching minh d¢ tin cy ctia thang do.

Thir ba, kiém dinh gid tri hoi tu va gia tri phdn biét.

Trong Bang 4, cac chi s6 AVE déu 16n hon 0,5 dap
ung tiéu chi. Vi vay, két luan thang do c6 tinh hoi tu
t6t. Ngoai ra, chi s6 MSV < AVE va gia tri cin bac
hai AVE déu thoa mén diéu kién. Do d6, gia tri phan
biét cua céc thang do dugc chirng minh.

4.3. Két qud mé hinh ciu tric SEM

Sau khi chimg minh duoc mé hinh phu hop, can
dua ra va phan tich cac gia tri cua hé sd twong quan.
Gia tri cua hé sd tuong quan tir 0 dén 0,3 duoc coi la
trong quan dwong yéu; tir 0,3 dén 0,6 1a twong quan
dwong vira phai; trong khi tir 0,6 dén 1,0 chimg t6 mbi
tuong quan duong manh. Do dd, Chinh sach va thu
tuc hoan tra (0,326); CNTT va K¥ thuat phan mém
(0,433) c6 mbi twong quan duong vira phai véi thuc
thi REL. Trong khi do, cac thang do Nguoi lao dong
(0,232); Quan ly hang tén kho (0,061); REL ciia bén
thir ba (0,069) va Co sé ha tang (0,059) c6 mdi twong
quan duong yéu véi thyc thi REL. C6 thé rat ra két
ludn tir phan tich nay dé xem xét cac gia thuyét dwa ra
c6 bi bac bo hay khong. Bang 5 thé hién két qua kiém
dinh gia thuyét.

Gia thuyét 1 (H1): Chinh sach va thi tuc hoan tra
c6 anh hudng tich cuc vai thyc thi REL (hé sb tuong
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Bing 5. Kiém dinh gid thuyét

GT Gid thuyét Hé s6 tuong quan P Béc bo/ Chap nhan
HI1  Chinh sach va thi tuc hoan tra = thuc thi REL 0,326 Hrok Chép nhan
H2  CNTT va kj thudt phan mém = thuc thi REL 0,433 ok Chép nhén
H3  Nguwoi lao déng = thuc thi REL 0,232 HAK Chap nhan
H4  Quan Iy hang tén kho = thuc thi REL 0,061 0,101 Bac bo

H5  REL cua bén thir ba 2 thuc thi REL 0,069 0,07 Bac bo

H6  Danh tiéng doanh nghiép = thiee thi REL 0,436 ok Chap nhan
H7 Cosoha tdng = thyc thi REL 0,059 0,11 Bac bo

quan = 0, 326 p <0,05); dwoc chap nhan. Didu nay chi
ra rang néu mot cong ty co chinh sach hoan tra tdt,
khach hang s& san sang mua hang cua cong ty do, tir
d6 céi thién hoat dong REL. Vi vay, khi chinh sach va
tha tuc hoan tra tang 1én 1 SD, thuc thi REL s€ tang
1€n 0,326 SD.

Gia thuyét 2 (H2): CNTT va K§ thuat phdn mém
c6 anh hudng tich cuc véi thuc thi REL (hé ) tuong
quan = 0,433; p < 0,05); dugc chép nhan. Do d6 néu
mot cong ty c¢6 cong nghé va ki thuat tét thi thyc thi
REL sé& dugc cai thién. Vi vay, khi CNTT va k¥ thuat
phan mém ting thém 1 SD thi thyc thi REL ting thém
0,433 SD.

Gia thuyét 3 (H3): Nguoi lao dong c6 anh huong
tich cuc voi thye thi REL (hé ) twong quan = 0,232;
p <0,05); duoc chap nhan. Piéu nay chi ra rang nhiing
nhan vién ¢6 k¥ nang trong thyc hanh REL ¢6 tac dong
tich cuc dén thuc thi REL. Do d6, khi nguoi lao dong
tang 1 SD thi thyc thi REL tang 0,232 SD.

Gia thuyét 4 (H4): Quan 1y hang ton kho c6 anh
hudng tich cyc véi thyc thi REL (hé sb twong quan =
0,061; p=0,101); bi loai do gia tri p > 0,05.

Gia thuyét 5 (H5): Cac nha cung cap REL bén tht
ba hiéu qua c6 anh huong tich cyc véi thyc thi REL
(hé sb twong quan = 0,069; p=0,07); bi loai do gia tri
p>0,05.

Gia thuyét 6 (H6): Danh tiéng doanh nghiép c6
anh huoéng tich cuc véi thyc thi REL (hé s tuong
quan =0,436; p <0,05), dugc chép nhéan. biéu nay chi
ra rang néu mot doanh nghiép c6 danh tiéng t6t thi
thuc thi REL s€ dugc cai thién. Do do6, khi danh tiéng
doanh nghiép tang 1én 1 SD, thuc thi REL tang lén
0,436 SD.

Gia thuyét 7 (H7): Co s6 ha tang c6 anh huong tich
cuc véi thyc thi REL (hé s tuong quan = 0,059, p =
0,11); bi loai vi gia tri p > 0,05.

5. Két luan

Sau khi xem xét 7 nhan t6, két qua chi rd co 4
nhéan t6 chinh anh huong dang ké dén thuc thi REL

bao gdm CNTT va Ky thuat phan mém, Danh tiéng
doanh nghiép, Chinh sach va thu tuc hoan tra, Nguoi
lao dong. Hai nhan t6 c6 anh huong dang ké 1a CNTT
va K¥ thuat phan mém, Danh tiéng doanh nghiép.
Trong d6, hé théng CNTT dem lai két qua cai tién
vuot bac trong hoat dong REL. Diéu nay twong thich
véi nghién ctru cia Govindan va Bouzon, 2018. RS
rang, mot doanh nghiép thé hién tét dugc danh tiéng
t6t 1a doanh nghiép c6 tAm anh hudng 16n trén x4 hoi
cling nhu trén thi truong, thé hién qua sy chu dong
trong cong tac tim kiém, chdm soc khach hang, nim
bat dugc kha nang tra lai san phém ma ho da mua
trude day dong thoi quan tim dén cac hoat dong cong
ddng, xa hoi. Nhitng yéu tb trén gop phan gia ting uy
tin thuwong hiéu, tao sy nhan dién va cling cb long tin
tir khach hang, giup hoat dong hoan tra dién ra chuyén
nghiép, hiéu qua va thuén lgi hon.

Nghién ctru nay mang y nghia quan trong trong
ca 1y luan va thyc tién. V& mat Iy luan, nghién ciru nay
dong gop vao viée hé thong héa co s 1y luan REL, 1a
tai liéu tham khao cho sinh vién, hoc vién chuyén
nganh logistics, giao théng van tai cling nhu cung cép
cho céac nha nghién ctru cac dinh hudng cho nhiing
cong trinh nghién ciru tiép theo vé linh vuc nay ¢ nudc
ta. V& mat thyc tién, nghién ctru ndy mang lai y nghia
d6i vai cac cong ty mong mudn cai thién thyuc thi REL
trong viéc xay dung md hinh kinh doanh hiéu qua va
thac ddy qua trinh tang truong lau dai trong twong lai.
Hon nita, quy trinh va tiéu chi vé cac nhén t6 tac dong
dén logistics ngugc trong nganh thwong mai dién tir &
Viét Nam dugc trinh bay trong nghién ctru ¢6 thé dugc
xem xét trong cac nganh lién quan khac hodc cac
nghién ctru dugce tién hanh & cac qudc gia khac trong
“Ban do thuong mai dién to Pong Nam A”, o su
tuong ddng vé didu kién kinh té, su phat trién, dién
tich,... nhu Viét Nam.

Tuy nhién, han ché cua nghién ctru 1a dit lidu thu
thap chua duoc ching minh c6 tinh dai dién (512
mau). Piéu nay s& duoc khic phuc trong cac nghién
ctru ké tiép.
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