QUAN TRI - QUAN LY

PHAN TICH SU LUA CHON
CUA KHACH HANG TRE TUOI
VOIDICH VU GOI MON
GIAO HANG TRUC TUYEN

® NGO THANH PHUGNG QUYNH

TOM TAT:

Dudi sy tdc dong cta dai dich Covid-19, ngudi tiéu ding Viét Nam c6 xu huéng mudn goi mén

vé nha in, diy 1a mdi trudng tich cuc dé phat trién dich vu goi mén giao hang truc tuyén. Tuy

nhién, cdc nghién cttu vé dich vu dit mén giao hang truc tuyén tai Viét Nam vAn con rit sd khai
duéi dang thdng ké so liéu. PE nghién ctiu xu huéng méi nay, tic gid da dya trén mo hinh TAM
(Davies, 1986). K&t qui x4c dinh ¢6 6 y€u t&, gom: chat lugng thic dn, sy thun tién, tiét kiém
thdi gian, 16i ich kinh t€&, gia tri cAm nhan va chat lugng dich vu truc tuyén sé tac dong dén su lya
chon clia ngudi tiéu diing tré tudi khi diing dich vu dit mén giao hang tryc tuyén tai Viét Nam.
Céc nghién cttu trong tuong lai dudc dé xudt s& md rong dia di€m va doi tugng nghién citu khic
ngoai sinh vién dai hoc tai Thanh ph& H6 Chi Minh d€ dat dugc két luan chinh x4c hon. Nghién
citu cling dua ra nhitng ki€n nghi cho doanh nghiép kinh doanh dich vu 4n udng va bén thit ba phat

trién ing dung nang cao hiéu qua kinh doanh.

T khéa: dich vu goi mén giao hang truc tuyé&n, chat lugng thitc An, sinh vién dai hoc.

1.Dat van dé

Su phat trién clia internet va dién thoai thong
minh di thay d8i hanh vi mua sim ctia khach hang
sang mua sim tryc tuyé€n, nén nhitng nghién ctu
méi can dugc phat trién dé do ludng cdc y&u td tic
dong. Tai Viét Nam, cdc nghién cttu vé hanh vi va
théi quen mua hang cta khich trén nén ting
thuong mai dién tif khong phai hi€m thay.

Dich vu goi mén giao hang tryc tuyén 1a mot

dich vu mdi phat trién k€ tir nim 2018 va dudi tic
dong cla dai dich, nhu cau khiach hing méi thyc
su biing nd. Nam bit xu huéng nay, cic chudi nha
hang quy md 16n va cdc bén thit ba da tham gia
vao thi trudng cung cap dich vu goi mén giao hang
tryc tuy€n chli y&u trén nén tdng di dong. Vi thé,
cdc nghién citu cy thé vé cic y&u td tic dong dén
st lua chon dich vu goi mén giao hang tryc tuyén
ctia ngudi tiéu duing tai Viét Nam la xu huéng méi
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va can duge xay dung mo hinh nghién citu phil
hgp; ddng thdi d€ hd trg cdc doanh nghiép ting
dung vao kinh doanh va thu hut, tdic dong tich cuc
vao lya chon clia khdach hang.

Do dé, nghién cttu nay dugc thuc hién v6i muc
tiéu: [1] Tim hi€u cdc y&u t6 4nh hudng d&n sy lra
chon ctia khach hang tré tudi khi st dung dich vu
goi mén giao hang truc tuyén?; [2] Pé xuat cic
gidi phap cho doanh nghiép nhiim thu hit nhiéu
khdch hang tré tudi st dung dich vu goi mén giao
hang truc tuyén.

2. Co'sé 1y thuyét va phuong phap nghién citu

2.1. Khdi ni¢m mua sdm truc tuyén

Tu khi ra ddi, internet da trd thanh manh dat
mau md d€ phat trién cic dich vu thuong mai dién
tlr, hay con goi 12 chifc ning mua sim truc tuyén -
mot phuong thic hiéu qui mdi dé€ ban cic sin
phdm va dich vu (Dhanapal va cong su, 2015).
Sau d6, 1a sy ra doi clda dién thoai thong minh va
cdc dong mdy tinh bang di ti€p tuc thic ddy su
phét trién nhanh chéng ctia mua sim tryc tuyén.
Mua sim tryc tuyén duge dinh nghia 12 sy mua
ban san pham, dich vu trén cic hé thong dién ti
nhu internet va cic mang mdy tinh.

V6i nhitng cdng nghé mdi nay, cung cip cho
ngudi tiéu dung 1¢i ich vugt trdi trong viéc ti€t
kiém thdi gian, kinh t&, tién 1gi, c6 thé so sdnh,
tim ki€m thong tin, mua hang va nhin giao hang
tai nha chi trong ch6p mit ma khong cin dén
nhitng ndi mua sim dong ddc va chat choi. Ho ¢6
thé mua hang chi bing ci nhip chudt, do d6 st
dung tai chinh va thoi gian rdnh hiéu qud hon
(Erikssona va cdng su, 2017), dong thdi cung cip
trdi nghiém doc ddo, phtt hdgp va quan trong cho
khach hang (Van va cOng su, 2012).

2.2. Qud trinh ra quyét dinh mua truc tuyén
clia nguoi tiéu dung

Theo md hinh truyén thdng, ngudi tiéu diing sé&
trdi qua 5 budc: nhan bi€t van dé, tim ki€m thong
tin, dinh gid cdc lwa chon thay thé&, quyét dinh
mua hang va hanh vi phdn hdi sau khi mua hang
(Kotler va Keller, 2014). Qud trinh quyét dinh
mua hang truc tuyén 13 tuong tu, tuy nhién bi dnh
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hudng béi cdc yé&u t§ dic trung khdc nhu sy thuin
tién, thong tin, san phffm va dich vu sdn cé, hiéu
qud vé chi phi va thdi gian (Katawetawaraks,
Chayapa, and Cheng Wang, 2011); khic biét vé
moi trudng mua sim va truyén thong ti€p thi
(Kotler va Armstrong, 2012); dnh hudng bdi cdc
y€&u t& rii ro va 1ong tin (Cormegys va cong sy,
2009) trong sudt qua trinh mua sdm tryc tuyén.

2.3. Khdi ni¢m dich vu goi mon giao hang
ruc tuyén

Yusof va cong sy (2016) da dinh nghia dich vu
goi mén giao hang tryc tuyén (online food
delivery service) 1a sit dung cong nghé lam nén
tang d€ cung cip dich vu dit hang, thanh todn va
gidm sat qud trinh thyc hién, nhung khong chiu
trach nhiém vé cdc hoat dong chuin bi mén
dn/thic udng va giao hang. V& ban chat, khi goi
mén giao hang truc tuyé&n van bi tdc dong bdi cdc
y€&u td nhu mua sim tryc tuyén. Tuy nhién, do quy
trinh ¢6 trdi qua trung gian trén nén tdng/hé thdng
g0i mén, nén Salunkhe va cdng sy (2018) da dua
ra quy trinh quyét dinh goi mén giao hang truc
tuyé&n sé& bao gdm 9 buéc, cu thé€ 1a: (1) Khich
hang ding ky trén trang web/ting dung dat moén;
(2) Khach hang chon nha hang/quén dn tir khu vuc
lan cén; (3) Khiach hang xem cdc mén in; (4)
Khdch hang quyé&t dinh dit hang; (5) Khdch hang
thanh todn truc tuy&€n/tién mit khi nhan hang; (6)
Pon hang dugc gui truc ti€p dén nha hang/qudn
in; (8) Chuan bi don hang trong thdi gian quy dinh
da hita véi khach hang; (9) Giao hang dén dia chi
khdch yéu cau.

3. M6 hinh va phuong phap nghién ciu

3.1. M6 hinh nghién citu dé xudt

Davis (1986) da dua ra md hinh dot phd méi
ciing dva trén TRA 12 md hinh chip thuin cong
nghé TAM (Technology Acceptance Model), c6
thé do ludng mitc dd chdp nhan khi sit dung tirng
cong nghé cu thé cla ngudi diing va phan tich, du
dodn dugc hanh vi cia ho vdi 2 bién chinh 13 cdm
nhin vé 1di ich (Perceived usefulness) va cam
nhin sy thudn tién khi st dung (Perceived Ease of
use). Yang va Wang (2005) ciing khing dinh mo
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hinh TAM la mot trong nhitng md hinh quan trong
nhat khi nghién citu cdc dng dung trén di dong,
dic biét doi vdi thanh todn tryc tuyén. Vé cic
nghién ctu vé dich vu goi mén giao hang truc
tuyén, md hinh TAM da tirng dudc 4p dung trong
nghién ctu cta Salunkhe va cdng su (2018),
Kapoor va cong sy (2018) Lee Eun - Yong va
cong sur (2017). Cac két qua déu cho tha'y mo hinh
TAM c6 thé gitip dy dodn va gitp phan tich sy
chip nhan cda khdch hang ddi véi dich vu goi
mén giao hang truc tuy€n trén nén ting di dong.
Trong nghién ctu nay, tic gia da dya trén mo
hinh TAM (Davis, 1986) v6i 2 bi€n sy thuin tién

Hinh: Mé hinh nghién cdu

va cdm nhan vé 1¢i ich; md rong thém cic bién
méi gdm: chit lugng thifc dn, chit lugng dich vu
tryc tuyén va gid tri cAm nhan clia khdch hang.
C4c bié€n nay dugc do ludng tic dong 1én thdi do
clia ngudi tiéu dung - 1a tdc nhan chinh l1én sy lua
chon ciia khach hang. (Xem Hinh)

Cam nhan vé 1gi ich (Perceived of usefulness):
Davies (1986) cho ring con ngudi ¢6 xu huéng st
dung cdc tng dung dya vao cdm nhin né cé gidp
ich cho viéc van hanh cong viéc clia ho t6t hon
hay khong. Tuy nhién, d6i v6i mua sim truc
tuy€n, dic biét la trén dién thoai, 1gi ich khdch
hang dé dang cdm nhan nhat chinh 13 Tiét kiém
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Nguon: Tdc gid dé xudt
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thdi gian (Time - saving, TS) va Lgi ich kinh t&
(Economic Benefit, EB). Do d6, gia thuyé&t la:

H1: Tiét kiém thoi gian c6 tdc dong tich cuc lén
thdi do lua chon dich vu goi mén giao hang truc
tuyén.

H2: Loi ich kinh t& c6 tdc dong tich cuc lén thdi
do lua chon dich vu goi mon giao hang tric tuyén.

Su thuan tién (Covenience motivation, CM):
Sy thudn ti€n trong nghién ctfu nay hay con goi la
tinh d€ st dung trong md hinh TAM ban dau clia
Davies (1986). Theo Davies, xem tinh dé sit dung
1a mic d6 niém tin clia khach hang vé viéc st
dung mot tng dung s& mién phi. Piéu nay di kém
véi dinh nghia ctia tir “thuin tién” hodc “dé
dang”, cho thi'y khach hing mong mudn it cAn nd
lyc vugt qua khé khian khi st dung dng dung.
Gid thuy€t:

H3: Su thudn tién co tdc dong tich cuc lén thdi
do lua chon dich vu goi mén giao hang tric tuyén.

Chat lugng thitc dn (Food quality, FQ)

Pay la thuat ngit dé cap d&n hiéu sud't tdng thé
ciia thuc phim d€ ddp Gng nhu ciu cta khich
hang va dugc coi la mot yéu t6 quan trong trong
trai nghi€ém cia khach hang véi nha hang (Ha &
Jang, 2010; Sulek & Hensley, 2004). Du c6 1di thé
vé thoi gian va ti€t kiém, khdch hang vin sé& c6
can nhic gifta sy tién 161, mi vi va stic khoé - lién
quan dén chit lugng thifc dn cda ho (Costa,
Schoolmeester, Dekker 2007).
Gi4 thuyét:

H4: Chd't lugng thiic dn c6 tdc dong tich cuc lén
thdi do lua chon dich vu goi mon giao hang truc

and Jongen,

tuyén.

Chat lugng dich vu truc tuyén (E-service
quality, EQ)

Theo Zeithaml va cong sy dé xuit (2002, trang
363), chit lugng dich vu tryc tuyén 1a “mitc dd ma
mdt trang web/ting dung tao diéu kién thuin lgi
cho viéc mua sim, mua va phan phdi sadn pham va
dich vu mot cdch hiéu qud va hiéu qua”. Chat
lugng dich vu truc tuyé&n (E-service quality) 1a su
ddnh gid todn dién cda khdch hang vé cdc dich vu
thuong mai dién tit. Do d6, gia thuyét:
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H5: Chdt lugng dich vu tryc tuyén cé tdac dong
tich cuc lén thdi do lua chon dich vu goi mén giao
hang tryc tuyén.

Gid tri cdm nhdn ciia khdch hang (Perceived
value, PV)

Co s& khdi niém cda nhéan thic gid tri 1a 1y
thuy&t cong biing gid dinh ty 1& gitta k&t qua cla
nha cung cdp va diu vio clia ngudi tiéu ding
(Garcia - Ferndndez va coOng sy, 2018). Khich
hang cdm tha'y dugc doi x{t cong bing néu ho cdm
thdy riing ty 1é giita sy hy sinh va trdi nghiém cla
ho véi sén phffm hodc cdc dich vu tuong duong
nhau (Chang va cdng sy, 2009). Do d6, gid thuyét:

H6: Gid tri cdm nhdn cuia khdch hang cé tdc
dong tich cuc lén thdi dj lua chon dich vu goi mon
giao hang triic tuyén.

Thdi dj ciia khdch hang doi véi dich vu goi mén
giao hang tric tuyén

Trong mo6 hinh TAM, Davies (1986) cho ring
thdi do 12 diéu s& bi 4nh hudng bdi cAm nhin vé
Igi ich va sy thuén tién khi khdach hang st dung
mdt cong nghé méi. Pong thdi, thdi dd cling 4nh
hudng 1én su lwa chon va théi quen st dung lap
lai cda khdch hang trong 1an k€ ti€p. Nghién cttu
ti€p nhan quan di€ém nay va tng dung d€ nghién
cu trong boi cdnh dich vu goi mén giao hang
truc tuy€n.

3.2. Mdu nghién citu va phuong phdp nghién
ctiu

Nghién cttu dugc ti€n hanh qua 2 giai doan
chinh, gdm: nghién ctu sd bd - thu thap va phin
tich tai li¢u va nghién cttu chinh thitc v4i ddnh gia
s6 bd phdng van 50 khdch hang, sau d6 nghién
ctru dinh lugng khdo sat 382 khdach hang trong do
tudi (18 - 22) thong qua bang hdi truc tuyén va
truc ti€p. Sau khi sang loc, phin tich bing chuong
trinh SPSS20 con 336 bing hdi di diéu kién.
Trong md hinh c6 6 bi€n ddc 1ap, 1 bi€n phu thudc
Vv6i s6 bi€n quan st tong cong 1a 18 bi€n. Tdng s
mau t8i thi€u phi hdp theo 2 phuong phdp ciia
Bollen (1989) va Tabachniick va Fidell (1996) la
98 miu. Nhu vay, véi 336 miu di diéu kién thi
thda man s6 lugng miu can 6.
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4. K&t qua va thio luan

4.1. Thong ké mé ta mdu quan sdt

Theo ké&t qua khdo sit, nit 1a 219 ngudi, chi€m
65,2%. V& d6 tudi, do da xdc dinh tir truc nén tat
cd miu déu trong dd tudi 18 - 22 va dang hoc tai
céc trudng dai hoc tai TP. H6 Chi Minh. V& tinh
trang hon nhan, da sd con ddc than, tuy nhién
song cling gia dinh/ngudi thin/ban be, do d6 s6
ngudi trong cling hd gia dinh véi ty 1€ 4 ngudi trd
1&én chi€m da s6 (49,1%). Duéi tic dong cla dai
dich Covid-19 va su biing nd ctia thuong mai dién
tir trén ng dung di dong, da s6 khdch hang st
dung dich vu nay trén nén tdng &ng dung di dong
(chi€m 89,6%). Pa s& khdch hang c6 thdi gian tai
va st dung tng dung trong khodng tir 1 d&n 12
thang, cu thé 1a 1 d€n 6 thang (43.1%) va 7 dén 12
thang (19.1%).

4.2. Phdn tich Cronbach’s Alpha

M0 hinh nghién ctfu gdm 6 nhan t& doc 1ap va
1 bi€n phu thudc v6i 18 bi€n quan sit. Sau khi
ki€m dinh thang do chinh thitc dudc ti€n hanh, két
qué sau ki€m dinh Cronbach’s alpha con lai di 18
bi€n do cé tit ca déu 16n hon 0.6. Hé sO
Cronbach’s Alpha ciia cdc nhém nhan t& déu 16n
0.6. Cu thé: Cha' lugng thitc dn (.818), Ti€t kiém
thoi gian (.922), Sy thudn ti€n (.842), Ldi ich kinh
t&€ (.807), Chat lugng dich vu truc tuyé&n (.870),
Gia tri cdm nhan (.907), Thai dd ddi véi dich vu
giao d6 in tryc tuyé&n (.858). K&t qui cdc hé sd
tuong quan cia bién téng va cdc bi€n thanh phan
déu 16n hon 0,3. K&t qud cho thay cdc thang do
déu c6 hé sd tin cay tdt nim trong khodng bié€n
thién [0.807 - 0.922]. Dﬁng thdi, tat cd cédc gid tri
Cronbach’s Alpha né&u loai bi€n déu nhd hon
Cronbach’s Alpha nén c6 thang do hgp lé. Nhu
vy, cdc bi€n dé xudt déu dd tin cay d€ dua vao
phan tich nhan t6 khdm pha.

4.3. Phan tich nhén t6'khdm phd EFA

K&t qua cho thdy trong thanh phin thang do,
céc bi€n doc 1ap véi sig.0,000 va hé s6 KMO =
0.813>0.5 cdc bi€n hoi tu lai thanh 6 y&u td phan
biét nhu gid thuyé&t ban diu va tdng phuong sai
trich dat dugc 1a 80.295%. K&t qua d6 cho y nghia

ring 5 yé&u t6 dugc gidi thich dén 80.295% bién
thién clia dit liéu, tai hé s6 Eigenvalue bing
1.047. Trong s6 nhan td cdc bi€n va tdng phuong
sai trich thda cdc diéu kién. Vi vy, c6 thé két
luadn mo6 hinh ph hdp, cdc bi€n ti€p tuc dudc dua
vao phan tich hdi quy sau khi ki€m dinh hé s&
tuong quan dat yéu cau.

4.4. Kiém dinh h¢ s6 tuong quan Pearson

Phuong phip ki€m dinh hé s§ tuong quan
pearson diing d€ xem xét sy tuong quan giita cic
bi€n ddc 1ap v6i bi€n phu thudc. Néu cac bién doc
1ap c6 tuong quan cao thi khi chay hdi quy ta can
chii y dé&n hién tugng da cong tuyén. Qua kiém
dinh hé s6 tuong quan, ta ¢6 bi€n phu thudc va cic
nhém nhan t& nhu sau: Y: Thdi dd d6i vé6i dich vu
giao do dn tryc tuy€n, X;: Gid tri cdm nhén, X,:
Ti€t kiém thoi gian, X3: Su thudn tién, X,: Lgi ich
kinh t€, X5: Chat lugng thic dn, X4: Chat lugng
dich vu tryc tuyé&n. Hé s6 tuong quan gitta Y va
cdc X nay 1An lugt 1a 0.278 (Sig = 0), 0.492 (Sig =
0), 0.507 (Sig=0), 0.442 (Sig=0), 0.522 (Sig=0),
0.379 (Sig = 0).

Hé s6 tuong quan Pearson gifta cidc bi€n doc
1ap - bi€n phu thudc va giita cdc bi€n doc 1ap c6 ¥
nghia & mic 1%. C4c bi€n doc 1ap c6 mdi tuong
quan kh4 chit ché (r 16n nh4t1a 0.522, nhd nhat la
0.278), ¢6 ¥ nghia thng ké (Sig < 0.05). Do vay,
trong qud trinh chay hdi quy, cAn xem xét hién
tuong da cong tuyén gitta cdc bi€n ddc 1ap. Qua doé
dua ra k&t ludn bi€n phu thudc tuong quan véi
bi&€n doc lap.

4.5. Phén tich hoi quy

bdnh gid dd pht hgp ctia mo hinh thong qua R
va R? hiéu chinh. Hé s6 phi hgp ctia md hinh &
muc trung binh véi R =0.710 va R? = 0.504 va R?
hiéu chinh = 0.595. Diéu nay ching t, 59,5% su
bi€n dong cla bi€n phu thudc. Dua vao bang
ANOVA, ta c¢6 F= 55.728, sig = 0 <0.05 nén
phuong trinh hdi quy phit hgp cho cd miu va tdng
thé Heé s6 VIF clia cdc bién doc 1ap déu nhd hon 2
nén khong xay ra hién tugng da cong tuyén.

Pdnh gid tAm quan trong cla cdc bi€n trong
md hinh thong qua hé s& hdi quy ciia cdc bi€n vdi

$6 17 - Thadng 7/2022 225



TAP CHi CONG THUONG

Y: Th4i d6 d6i véi dich vu giao d6 #n tryc tuyén,
X1: Gid tri cdm nhén, X,: Ti€t kiém thdi gian, X3:
Sy thuin tién, X,: Lgi ich kinh €, Xs: ChAa't lugng
thic dn, Xg Chdt lugng dich vy tryc tuyén.
Phuong trinh hdi quy tuyén tinh dudc trich theo hé
s6 beta chudn héa cé phudng trinh sau:

Y = 0.646 + 0.148X,

+0.191X,; + 0.192X3 + 0.296X 4

+0.149X5 + 0.137X ¢

Tu phuong trinh trén dua d&€n két luan khi tat ca
cdc nhan t6 cia md hinh hdi quy ti&én dén 0 thi Théi
do ddi véi dich vu giao dd #n tryc tuyén ting 0.646.
Nhan t& Loi ich kinh t&€ (B = 0.296) c6 tic dong
manh nhit. TAt c4 6 bién tic dong dén thdi do doi
véi dich vu giao dd in tryc tuyé&n clia khdach hang.
K&t qua hdi quy cc bi€n doc 1ap ding véi md hinh
k¥ vong ban dau va day 1a k&t qui phan 4nh ding
thyc trang nghién ctu. Céc bién doc 1ap trong mo
hinh mang dau duong, phit hop véi gid thuyét ban
dau va Ia y&u t6 1am gia ting thdi d6 doi véi dich vu
giao dd in tryc tuy€n ctia khach hang.

5. K&t luan va ki€n nghi

Nghién citu cho thi’y c¢6 thé 4p dung mo hinh
TAM va cdc y&u to tuy bi€n trong nghién ctu
hanh vi khdch hang khi chon dich vu goi mén giao

TAILIEU THAM KHAO:

hang tryc tuy&n. Md hinh TAM ra't thich hgp dé€ do
ludng tic dong cliia cdng nghé mdi 1én hanh vi
khiach hang. Nghién cttu da chidng minh dugc 6
bi€n, gdm: cha't lugng thifc An, sy thudn tién, tiét
kiém thdi gian, 1gi ich kinh t€, gi4 tri cAm nhan va
chit lugng dich vu tryc tuyén, c6 thé tic dong Ién
thdi do va lwa chon st dung dich vu giao hang truc
tuyén clia gidi tré Viét Nam. Trong d6, 1gi ich
kinh t&, sy thuin tién va ti€t kiém thdi gian 1a 3
nhin t& tdc dong nhiéu nhi't d&€n quyét dinh cla
khach hang. Do d6, cic doanh nghiép cAn thay d6i
chién lugc khong ting gidm gid, mién phi, qua
ting, voucher mot cich bira bai ma cin nghién
ctu vé cdc 1y thuyé&t marketing va hanh vi khach
hang dé dinh ra chi€n lugc khuyé&n maii phit hgp
vdi sinh vién néi riéng va th& hé Z néi chung. Hay
luén nhé, khach hang c6 thé so sanh gid ca rat don
gidn giita cdc dich vu hoic véi kénh truyén thong
va s€ ludn chon mua & kénh c6 gid ban phit hgp
nhat. Nghién cttu ciing c6 mot s& han ché do dugc
nghién citu tai TP. H6 Chi Minh va véi ddi tugng
sinh vién, s6 lugng mau cling chi c¢6 336, nén céc
nghién ctu sau nay cé thé€ dua trén bo ciu hdi
khio siat @€ md rong pham vi, ddi tugng va sd
lugng miu W
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USAGE OF THE ONLINE DELIVERY SERVICE
IN VIETNAM
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ABSTRACT:

The COVID-19 pandemic has fueled the development of online food delivery in Vietnam.
However, researches on the online delivery service in Vietnam are quite poor and they are
mainly conducted in terms of statistics. To explore this new trend, this study uses the TAM model
(Davies, 1986). The study’s results show that there are six factors affecting the young customer’s
usage of the online delivery service in Vietnam, including: food quality, convenience, time
saving, economic benefits, perceived value, and online service quality. Further studies are
proposed to expand the research location and subjects other than university students in Ho Chi
Minh City to reach more accurate conclusions. This study also makes some recommendations for
food service businesses and third parties to improve their business performance.

Keywords: online order delivery service, food quality, university students.
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