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ABSTRACT

E-commerce has been constantly evolving and increasingly popular in
Vietnam. With the significant growth of online shopping websites,
evaluating and selecting the right website for smart shopping decision is
always a considerable concern for consumers. This study proposes a
methodology to evaluate the competitive advantages of online shopping
websites in Vietnam, including A, B, C and D. In the study, the Fuzzy
Analytic Hierarchy Process (AHP) method is used to build the set of
criteria weights. Next, the study uses the Technique for Order of
Preference by Similarity to Ideal Solution (TOPSIS) approach to evaluate
the ranking of websites, finding the most advantageous website, according
to the distance to the ideal solutions. The results from the evaluation of 18
criteria show that B is the most appreciated among the four proposed
websites, follows by A, D and C, respectively.

TOM TAT

Thwong mai dién tir da va dang khong ngimg phat trién va ngay cang pho
bién tai Viét Nam. Véi sw ra doi 6 at ciia cdc website ban hang online,
viéc danh gia va lya chon dwoc website phit hop cho quyét dinh mua sam
théng minh luén la van dé nguwoi tiéu ding quan tam. Nghién civu nay dé
xudt mé hinh ddnh gid loi thé canh tranh ciia cdc website ban hang online
tai Viét Nam, bao gom A, B, C va D. T rong nghién citu, phirong phdp phan
tich mé hinh mang trong moi truong so6 mo (Fuzzy Analytic Hierarchy
Process FAHP) dwoc sir dung dé xdy dung bo trong so cac tiéu chi. Tiép
dén, dé tai sir dung mé hinh xép hang doi twong theo tinh twong dong véi
gidai phdp Iy tuéng (Technique for Order of Preference by Similarity to
Ideal Solution TOPSIS) dé déanh gid xép hang cdc website, tim ra website
¢6 loi thé nhdt diea trén khodng cdch so véi cdc gidi phdp 1y twong. Ket
qua danh gia trén 18 tiéu chi cho thay B duwoc ddanh gid cao nhat trong s6
bén website dwoc dé xudt, theo sau lan luot la A, D va C.

Trich din: Tran Thi Thdm, B4 Thi Kiéu Hoanh, Tran Thi My Dung va Nguyén Thi Lé Thuy, 2020. M6 hinh
tich hop Fuzzy-AHP-TOPSIS déanh gia cac website ban hang online. Tap chi Khoa hoc Truong Dai
hoc Céan Tho. 56(1A): 37-48.

1 GIOI THIEU

Toan c%iu hoa da va dang khong ngung 16n manh,
tao ra nhiéu co hdi phat trién cho Viét Nam trén
nhiéu linh vuc, dac biét 1a linh vuc kinh doanh. Di

ddi voi toan cau hoa 1a su bung nd cua cudc cach
mang cong nghé thong tin va thuong mai dién tu.
Thuong mai dién tir (e-commerce) duoc dinh nghia
1a hinh thtrc kinh doanh truc tuyén str dung nén tang
cong nghé thong tin véi sy hd tro caa Internet dé
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thuc hién cac giao dich mua ban, trao doi, thanh toan
truc tuyén (Kalakota and Robinson, 2001). Tai Viét
Nam, véi sy bung nd cia thwong mai dién tir, nhiéu
website ban hang online di lan luot xuat hién va
chiém dugc vi thé khong nhé trong long ngudi tiéu
ding. Cu thé, thong ké dén nam 2018 cho thdy tong
s6 luong website, tng dung thwong mai dién tir dat
24.247, quy md thi trudng thuong mai dién ti ban
I¢ (bao gdbm ca hang hoa va dich vu) dat 8,06 ty
USD, ting 30% so v6inam 2017 (Sach tring thuong
mai dién tor Viét Nam, Cuc Thuong mai dién tir va
Kinh té s6 thuoc B6 Cong Thuong, 2019). Theo dy
bao cta Hiép hoi Thuong mai dién tir Viét Nam
(VECOM), dén nam 2020, thi truong ban 1é truc
tuyén cua Viét Nam c6 thé dat con s6 10 ty USD,
chiém 5% tong gia tri thi truong ban 1é. Dy béo nay
cho thay, tiém ning kinh doanh truc tuyén tai Viét
Nam 14 rat I6n. Tuy nhién, theo cing v&i su ra doi 6
at cua cac website thuong mai dién tu, van d& canh
tranh ciing dién ra ngay cang gay gét. Cac doanh
nghiép ludn tim kiém cac mé hinh, phuwong phap
hiéu qua dé danh gia duoc vi thé thuong hiéu nham
xdy dyng nhiing chién lugc canh tranh phi hop.
Thém vao d06, viéc ra doi cua cia cac website cling
gdy nhiéu lung tung cho ngudi tiéu dung khi cén
nhic, lya chon cho mot quyét dinh mua siam thong
minh. Do d6, danh gia lgi thé canh tranh cua cac
website 1a mot vin dé can thiét.

Trudc day da co nhidu tic gid nghién ciru hang
loat cac dé tai lién quan dén van dé danh gia lgi thé
canh tranh trong linh vuc kinh doanh. Cac phuong
phap khac nhau da dugc sir dung dé danh gia loi thé
canh tranh c6 thé ké dén nhu phuong phép phan tich
the bac AHP (Analytical Hierarchy Process),
phuong phép phan tich mé hinh mang ANP
(Analytic Network Process), ky thuat xép loai tng
vién tuong dong véi giai phap 1y twong (Technique
for Order of Preference by Similarity to Ideal
Solution-TOPSIS)... Trong d6, lgi thé cia AHP 1a
str dung cau trac da thir bac va ma tran so sanh dé so
sanh gitra cac cép tiéu chi. TOPSIS cho phép so sanh
ddng thoi khoang cach giita cac phuong 4n dén giai
phap 1y tudng tich cyc va tiéu cyc. Tuy nhién, ca hai
phuong phap nay c¢6 cing mot nhuoc diém 1a mang
tinh chu quan cua nha ra quyét dinh. Do do, rat nhiéu
nghién ctiu hién nay dang hudng dén giai quyet vén
dé vé han ché cac yéu té chu quan gy ra bang su
két hop giita nhiéu phuong phép danh gia khac nhau
trong moi truong So mo. Hé sé mo (Fuzzy) cho phép
giai quyét nhiing van dé co tinh chit mo hd, khong
16 rang ciing nhu s6 lidu phic tap, 1am giam tinh cha
quan cua nguoi danh gia.

Trong nghién ctru ndy, phuong phap Fuzzy-AHP
duoc st dung dé xac dinh trong sé cua céc tiéu chi,
sau d6 TOPSIS dugc su dyung dé tim ra tht tu xep
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hang cua cac website. Su két hop cua cac phuong
phap goép phan tao ra méi truong khach quan trong
viéc danh gi loi thé canh tranh cua timg website, tir
d6 gitip cac website nhin thiy duoc nhiing tiéu chi
quan trong can quan tam, tao tién dé dé cac website
xdy dung chién luoc canh tranh, tru viing trén thi
truong, dong thoi gip ngudi tiéu dung c6 lya chon
dung dan khi mua sam tryc tuyén.

2 PHUONG PHAP NGHIEN CUU
2.1 Phuwong phap thu thap s liéu

Nghién ctru nay st dung phuong phap tham khao
¥ kién khach hang dé thu thap s6 liéu danh gia vé
méi quan hé giita cc tiéu chi. Theo Tabachnick and
Fidell (2007), cong thirc thuong ding dé tinh kich
thudc mau dua trén kinh nghiém 1a n > 104 + p (vé6i
n 1a kich thuéc mau tdi thiéu can thiét, p 1a so bién
doc lap trong md hinh). Theo do, v6i 18 bién quan
sat, s6 mau duge xac dinh trong mé hinh nay n >
122 mau.

Theo thdng ké cua Hiép hoi Thuong mai dién tir
Viét Nam (VECOM) vé dbi tugng mua hang truc
tuyén: hoc sinh, sinh vién chiém khoang 60%, cong
nhan vién chtrc chiém khoang 23%, con lai 1a nhiing
dbi twong khac (ngudi noi trg hogc ty kinh doanh).
Do do, nghién ctru nay su dung phuong phap 1dy
mau phéan tang dua trén ty 1€ dbi twong mua hang
truc tuyén véi tong sé mau thu duoc 1a 142.

Bang 1: Théng ké ddi twgng khio sat

Doi twong khio st S6 lwgng Phin trim

Hoc sinh/ Sinh vién 87 61%
Cong nhan/ Vién chuc 32 23%
Noi tro, tu kinh doanh 23 16%
Tong 142 100%

Phuong phéap phong van truc tiép duoc sir dung
trong nghién ciru thong qua bang cau hoi soan san.
Ap dung phuong phap phong van nay co thé truc
tiép huéng dan, giai thich cho dap vién cac cau hoi
cling nhu cach tra 16i cdu hoi nham han ché sai sot
trong d@ liéu. D@ liéu thu thap dugc sé dugce phan
tich bang cach ap dung md hinh Fuzzy-AHP-
TOPSIS. Theo do, cac website ban hang online sé&
dugc danh gia va xép hang dua trén bo tiéu chi dé
XUt

2.2 Lgi thé canh tranh trong thwong mai
dién tir

Theo Porter (1985), lgi thé canh tranh 13 mutrc do
ma mot cong ty c6 thé dat dugc va duy tri vi tri thong
tri ctia minh trén ddi tha canh tranh thong qua viéc
tao ra gia tri cho khach hang. Lgi thé canh tranh ton
tai khi mot cong ty co thé mang lai nhitng loi ich
tuong tu nhu cac ddi thii ciia minh nhung & muc chi
phi thap hon (lgi thé chi phi) hoic mang lai nhiing
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loi ich vuot xa cac san phém canh tranh (lgi thé khac
biét). Nhu ‘vay, mot lgi thé canh tranh cho phép cong
ty cung Ccap gi4 tri cao hon cho khach hang, dong
thoi tao ra lgi nhuan lén hon cho chinh cong ty.
Trong thuong mai dién tur, dé dat duoc loi thé canh
tranh, c4c doanh nghiép can phai xac dinh dugc
khach hang danh gia cao diéu gi va phat trlen thanh
mot chudi cac yéu té dé ho san sang chi tién mua
sam, trai nghiém (Kalakota and Robinson, 2001).
Hay noi cach khac, cac doanh nghiép can xéac dinh
murc do chat lugng dich vu cung cip so véi mong
doi cuia khach hang.

Theo Parasuraman et al. (1985), chat lugng dich
vu (SERVQUAL) duge do luong theo 10 tiéu chi:
kha nang tiép can, giao tiép, ning luc, lich su, dang
tin cay, kha nang dap mg, an toan, yéu t6 hitu hinh
va hiéu biét khach hang. Parasuraman et al. (1988)
dé xuat giam xudng con 5 tiéu chi trong danh gia loi
thé canh tranh: yéu t hiru hinh, d4ng tin cay, phan
g nhanh, dam bao va dong cam. Thang do ludng
chat lwong dich vu nay ciing dwoc ap dung dé danh
gia chét luong kinh doanh cua trang web. Keeney
(1999) da xay dung mot mod hinh do luong cac khia
canh trai nghiém dich vu dién tr ciia khach hang,
bao gom céc tiéu chi nhu an ninh hé théng, thong tin
san pham, mirc d6 sir dung va qua trinh van hanh,
tuong tac gitra khach hang véi dich vu dién tir. Lién
quan dén hinh thuc trang web, Devaraj et al. (2002)
dé do luong mue d6 hai 1ong cua ngudi tiéu dung
dbi véi kénh thuong mai dién tir thong qua cac cau
trac website. Nghién citu cho thdy ciu trac d& sir
dung c6 vai trd rat quan trong trong viéc hinh thanh
thai do cua nguoi tiéu ding va cung ¢ kénh thuong
mai dién tir. Yang et al. (2009) da sir dung bdn khia
canh cua SERVQUAL, bao gdom d6 tin cdy, kha
nang phan hdi, su dam bao va sy dong cam, dé do
ludng nhan thirc ciia ngudi ding ddi véi cac website
kinh doanh. Sun and Lin (2009) dé cap ba nhom tiéu
chi chinh trong danh gia thwong mai dién tu, bao
goém hiéu qua cong nghé (mic d6 dé sir dung, tiét
kiém thoi gian va hiéu qua khi khach hang thao tac
trén trang web), chét lwong phuc vu (giao tiép, mic
do tur tin, bao mat trong giao dich, do tin cay vé chét
lwong, gi4 ca, giao hang), va danh gia vé dich vu
(danh gia ctia khach hang da st dung, uy tin trang
web).

Theo thao luan & trén, chit luong trang web chira
cac tiéu chi vé loi thé canh tranh nhu: hinh thic
trang web, san pham va do tin cdy, giao hang va dich
vu khach hang. Hinh thirc trang web lién quan dén
c4u trac, hinh anh, thong tin, cic diéu hudng nguoi
dung trén website, toc do website... hay chi don gian
1a tat ca nhiing gi nguoi dung nhin thiy, twrong tac
trén website (Keeney, 1999; Devaraj et al., 2002;
Sun and Lin, 2009). San pham va do tin cay lién
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quan dén gia ca, chét luong va su da dang san pham,
nhiing binh luan vé san pham (Parasuraman et al.,
1985, 1988; Keeney, 1999; Yang et al., 2009; Sun
and Lin, 2009). Kha ning giao hang lién quan dén
hinh thirc thanh toan, thoi gian va chi phi giao hang
(Sun and Lin, 2009). Dich vy khach hang lién quan
dén nhiing tuong tac, quan tri mdi quan hé khach
hang nhu hiéu s& thich khach hang, giao tiép, cac
chinh sich, kha ning sin sang phuc vu
(Parasuraman et al., 1985, 1988; Keeney, 1999;
Yang et al., 2009; Sun and Lin, 2009).
2.3 Nghién ciru lién quan vé Fuzzy-AHP va

TOPSIS trong danh gia thwong mai dién tir

AHP duoc dé xuat dé xay dung van dé ra quyét
dinh theo nhiéu cip do khac nhau, véi mdi cap do
bao gdm mot sb luong giGi han cac yéu t (Saaty,
1987). Kwong and Bai (2002) da sir dung phuong
phap Fuzzy AHP nham tim ra nhitng nhan t6 chinh
quyét dinh sy thanh cong ciia mot website thuong
mai dién ta. Mot trong nhitng budc quan trong cua
Fuzzy AHP 14 thiét lap ma tran so sanh. Trong qué
trinh thuc hién, ma trin so sanh s€ dugc dua ra cho
tung tiéu chi chinh ciing nhu tiéu chi phu. Sau d6 s&
tién hanh tinh toan cac trong sé uu tién lién quan cta
mdi tiéu chi chinh va phu. Nghién ctru cung cip mot
dong gop quan trong khi dé ra huéng tiép can tich
hop khach quan (xay dung ma tran so sanh cap trong
moi trudng s mo tir mé hinh AHP) va chu quan
(phong vén y kién khach hang) dé xac dinh nhiing
trong s6 cua ting thudc tinh trong méi trudng ra
quyét dinh khong chéc chin.

TOPSIS 1a phuong phap dung dé danh gia xép
hang doi tuong theo nguyén tac: mot luwa chon goi la
t6t nhat néu lya chon nay c6 gia tri gan nhat so véi
loi giai ly tudng tich cuc (Possive ideal solusion -
PIS) va xa nhat so voi loi giai 1y twong tiéu cuc
(Negative ideal solusion - NIS) cua bai toan ra quyét
dinh da tiéu chi (Hwang and Yoon, 1981). Trong d6,
PIS bao gom tét ca nhitng gia tri tbt nhit va NIS bao
gdm tit ca nhirng gia tri xau nhat c6 thé dat duoc
cua ti€u chi danh gia. Trong nhiing nghién cttu gén
day, phuong phap Fuzzy TOPSIS duoc st dung phd
bién trong danh gia loi thé canh tranh. Sun and Lin
(2009) str dung phuong phép Fuzzy TOPSIS dé xac
dinh trong sé ciia mdi tiéu chuan va xép hang cac
phuong 4n trong d4nh gia lgi thé canh tranh linh vuc
thwong mai dién tir. Két qua chi ra rang chirc ning
bao mat va do tin cay trong giao dich 14 hai yéu t&
quan trong nhét, tao lgi thé canh tranh cho cac
website ban hang online. Trong sé 6 website duoc
dé xuat danh gia, PCHome va Yahoo Taiwan 1a hai
website dugc danh gia cao nhét.

Ly thuyét tp mo da dugc dé xuat boi Zadeh
(1965). Y tudng chinh ctia logic mo 1a nam bat dugc



Tap chi Khoa hoc Truong Pai hoc Can Tho

su mo hd trong suy nghi ctia con ngudi va thé hién
n6 bang cac cong cu toan hoc thich hop, dua trén Iy
luan vé tinh chu quan va khong chic chan. Kaidi and
Jimei (2009) dwa ra hé thong chi s6 danh gia sy hai
long cua khach hang di véi doanh nghiép thuong
mai dién tir dua trén sy két hop bién ngon ngit va hé
s6 mo tam giac. Nghién ctu két luan réng mo hinh
danh gia dua trén su két hop cua cc bién ngdn ngir
va s6 mo tam giac c6 thé ap dung trong cac danh gia
tuong ty. Fang (2010) da dé xuat sir dung phwong
phap danh gia fuzzy tong hop nhiéu lop (multi-
level) dé danh gia cac website thuong mai dién tir.
M5 hinh gitp cai thién duge do chinh xac va do tin
cdy trong qua trinh danh gid. Alptekin et al. (2015)
st dung md hinh Fuzzy- TOPSIS dé danh gi4 chat
luong nam trang web vé sach & Thé Nhi Ky. Trong
do6, cac ctra hang sach online dugc danh gia thong
qua mudi lam tiéu chi phu dudi bén danh muc chinh
bao gdom chét luong dich vu khéch hang, chat luong
thong tin, chat luong hé thong va chat lugng san
pham, ngudn gbc san pham.

Mot vai nghién clru trong nudc cling da ung
dung mé hinh TOPSIS trong danh gia, xép hang. o
Thi Binh (2010) 4p dung phuong phap TOPSIS
trong moi truong sé mo dé danh gia, xép loai lgi thé
canh tranh thuong mai. M6 hinh dugc minh hoa
thong qua qué trinh danh gia xép loai lgi thé canh
tranh caa mot s6 chudi siéu thi & Viét Nam. Nghién
clru ndy di thé hién thanh cong hiéu qua ma phuong
phap TOPSIS c6 thé mang lai. Mac khac, mot sb
nghién curu trong nudce cling da xay dung mo hinh ra
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quyét dinh da muc tiéu dya trén AHP va TOPSIS
(Pham Hong Luan va Lé Thi Thanh Tram, 2013;
Luu Qudc Datva ctv., 2017) trong linh vuc lya chon
nha cung cép. Trong mo hinh, AHP dugc sir dung
dé tinh toan trong sé cua bo tiéu chi danh gia,
TOPSIS dugc sir dung dé lya chon va phén loai nha
cung cap.

Két qua tir nhitng nghién ctru nay cho thiy mo
hinh Fuzzy-AHP va TOPSIS la nhirng md hinh phu
hop st dung dé danh gid cac website thuong mai
dién ta.

2.4 MO hinh tich hop Fuzzy-AHP-TOPSIS

M6 hinh két hop Fuzzy-AHP-TOPSIS dugc sit
dung d4anh gia va xép hang ddi tuong, trong do cac
tiéu chi dugc danh gid thong qua ma tran so sanh
cip, cac dbi twong dugc xép hang dua trén khoang
cach tir ddi tugng dén cac giai phap 1y tuong tich
cuc va tiéu cyc. Trong mo hinh, $6 mo duoc st dung
dé han ché tinh khong chic chin va chu quan cia
nguoi danh gia. M6 hinh sir dung Fuzzy-AHP-
TOPSIS dé danh gia website ban hang online duoc
thuc hién theo 11 budc nhu sau.

Buéc 1: Xay dung so dd cau trac thir bac
So d6 céu tric thir bac ¢ it nhat 3 bac:

+ Bac 1; Muc tiéu cuia van dé

+ Béc 2: Cac tiéu chi danh gia

+ Béc 3: Cac phuong an lya chon

Exanly zin lin the Gurh tranh

=

Tiéuchi b

Tiéu chi 2

Tidu chi 3

T ¢hi

Teuwchin

Fharaeng dam hiea
chon |

Pharermg dm hiea
chon 2

Phusirmge @ lyry
i.'|| on .1"

Hinh 1: So @6 ciu triic thir bac
Buoc 2: Xay dung ma tran so sanh cap Fuzzy

Thang do chuyén ddi duoc ap dung dé chuyén

str dung thang do tir 1 dén 9 (Sodhi and Prabhakar,
2012) vaéi 5 khoang chuyén do6i dugc thé hién trong

d6i bién ngon ngir thanh s Fuzzy. Nghién ciru nay
Bing 2: Cac bién ngdn ngir va s6 mé twong wng

Béang 2.

Bién ngén ngir Ma so bieén ngon ngir

Cic s6 mo tam giac

Nghich dio

tuong ung 06 mo' tam gidc
Quan trong nhu nhau 1 1,1,3) (1/3, 1/1,111)
Quan trong hon 3 (1,3,5) (a/5, 173, 1/1)
Quan trong nhiéu hon 5 (3,5, 7) (1/7, 1/5,1/3)
Rét quan trong hon 7 (5,7,9) (1/9, 1/7, 1/5)
V0 clung quan trong hon 9 (7,9,9) (1/9, 1/9, 1/7)
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Gia sir ¢6 k chuyén gia danh gid mic d6 quan Trong do:

trong cuda cac ti€u chi, dya trén phuong phap trung

d;; 1a diém trung binh cua tiéu chi
binh d€ tinh diém trung binh cua tung tiéu chi @;;:

k 14 s chuyén gia danh gia

a;j = @ 1) Tt d6 ma tran so sanh cdp Fuzzy dugc xay dung
nhu sau:
1 diz v Oyp 1 3P v i
A = |02 1 don | = 1/5112 zn 2
PP I A

Bueéc 3: Tinh toan trong s6 Fuzzy cho timg tiéu
chi

St dung phuong phép trung binh hinh hoc dé xac
dinh s6 trung binh hinh hoc Fuzzy va trong s6 Fuzzy
cho moi tiéu chi.

. ~ ~ ~ - 1

i = (A X Aip X Giz X oo X Ai) /n 3)

W=7 X[+t +Fi+f)™t (4)
Trong do: 7; 1a s6 trung binh hinh hoc Fuzzy

W; 1a trong s6 Fuzzy cua tiéu chi thi j,

Véi w; = (ij, A/{Wj, U‘?,].), Ly, My, va U, d:;}i
dién cho cac gia tri thap nhat, trung binh va cao nhat
cua trong s6 Fuzzy cua tiéu chi thu j.

Bueéc 4: Giai mo trong sé Fuzzy

Vi #; van 1a s6 m nén ta tién hanh giai m& bang
phuong phap khu vuc trung tdm (centre of area
method) theo cong thirc sau:

Ly . +My, . +Uyy .
— _ WjTWi TV
w, =

3

(5)
Trong do: W; 1a trong sb thuc cua tiéu chi thi j.
Buéc 5: Chuyén w, vé dang trong s6
Viéc chuyén w; vé dang trong sé w; dugc tinh

theo cong thirc sau:

wy

—
Yi=1 Wy

(6)

Wj=

Trong do: wjla trong s6 thuc cua tiéu chi thu j
n: tong s tiéu chi

Buéc 6: Xay dung ma tran quyét dinh

Ta c6 ma tran quyét dinh sau:

CI CZ Cﬂ

Ay [ %11 X12 X1in
=~ Ay |X21 X2 Xon
D="7 : (7)
Ap [ Xm1 Xmz Xmn

i=12,...m; j=12..n

Trong d6:

A;: 1a cac phuong an Iya chon dang xét dén

C;: 1a céc tiéu chi can danh gid

k: S lugng chuyén gia danh gia

xy = 2O+ x4 xf 4+ xf) la gia tri

diém trung binh cua lya chon A; tuong (ng véi tiéu
chi C; duge danh gia.

Buéc 7: Chudn héa ma trgn quyét dinh

Ma tran quyét dinh di chuan héa viét tat R 1a
dugc trinh bay dudi dang:

R = [Tij]an , i = 1, 2, ey My J = 1, 2, oy N
©))

Quié trinh chuin hoa ma tran dugc thuc hién theo
cong thic:

roo=— 9)
ij
[T, xij?

Bude 8: Xay dung ma tran quyét dinh chuan hoa
¢o trong so V:

Matran V codang: V =[v,] ,i=1,2 ..,
m; j=1,2,..,n (10)

Trong do: v;; =135 X w;

V/6i w; bién thién trong doan [0,1] va 7, w; =
1

Buéc 9: Xac dinh giai phap 1y tudng tich cuc
(PIS) va giai phap ly tudng tiéu cuc (NIS)

Dua theo ma tran quyét dinh da chuén hoa c6
trong so, ta c6 thé xac dinh dwoc giai phap 1y tudng
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tich cuc A* va giai phap 1y tuéng tiéu cuc A~ theo
cong thuc sau:
At = (vf,vs, ..., o)

{(mjax(vij),j ej; mjin(vij),j eJ’ )} (11)

Voi

VoI

Yj

{(rn].in(vij):j €J; mj?lx(vij):j €J’ )} (12)

Trong do:

A = (v{,v5, ..., 0y)

J' 1a tiéu chi lgi ich va J' 1a tiéu chi chi phi
Buéc 10: Tinh toan khoang cach cua mdi lya
chon so vai PIS va NIS

Viéc tinh toan df (khoang cach tir phuong an lya
chon i dén giai phap 1y tuéng tich cuc A*) va d;
(khoang cach tir phuong 4n lya chon i dén giai phap
1y tudng ti€u cuc A™) dugc thyc hién theo cong thirc
sau day:

d

§= Z?=1(vij _Uj+)2 (13)

Yj

di = [Xja(vy—v7)?  (14)

i=1,2,..,n;j=1,2,...m

Bing 3: Cic tiéu chi danh gia lgi thé canh tranh

Tap 56, S6 1A (2020): 37-48

Budc 11: Tinh toén sy gan gii so voi giai phap
1y tuong (CC;) va xép hang cac lya chon.

Sau khi da tinh toan cac gia tri d}" va d; ctia moi
lya chon, ta tién hanh tinh ti S0 khoang c4ch gitra cac
phuong an lya chon va cac diém giai phap 1y tuong
CC;. Tiso nay cang 16n cho thay phuong én lya chon
cang gan vai giai phap 1y tuong tich cuc.

di
dy+d}

Dua vao chi s6 CC; ta xac dinh duoc trat ty xép
hgng Cua céc lya chon, tir d6 tim ra duoc Il_re} chon
tot nhat trong cac lya chon duoc dwa ra ban dau.

3 KET QUA VA THAO LUAN

S4 lieu duoc t’hu thap thong qua khao sat khach
hang dang sinh song, hoc tap va lam viéc tai thanh
pho Can Tho véi tong s6 mau la 142 mau.

Buéc 1: Xay dung so dd cau trac thir bac

Muc tiéu ctia mo hinh 1 danh gia va xép hang
cac website thuong mai di¢n tu. Dya vao tai liéu
lIuoc khao tir nhitng nghién ciru trude do, nghién ciru
nay dé xuit st dung 18 tiéu chi (xem Bang 3) dé
danh gia lgi thé canh tranh cua 4 website phé bién
tai Viét Nam, bao gdm: A, B, C, va D.

Ma tiéu Tiéu chi

STT chi chinh Tiéu chi phu Pinh nghia
1 TC1 Giao dién website Hinh .anh, thong tin, video, cac lién két trén
website...v.v
5 TC2 Hinh thirc Céng cu didu huong (;ong cu dlfu hudng gilp khach hang nhanh chong
) tim thay ndi dung ho muén o
3 TC3 Toc dg trang web Toc d thyc hién cac budc chuyén doi
4 TC4 Sy da dang san pham Da dang vé chung loai, mau ma
5 TCS ~ Gidcasanpham Murc gia san pham
6 TC6 San phdm Chat luong san pham Chat luong san phdm
7 TC7 va do6 tin Th@ng tin lién quan dén san Thoéng tin v€ nha san xuat, ‘gh(‘)i han st dung, cong
cay pham i i dung ciing nhu cac thong so li€n quan
Binh luan vé san pham cua Nhiing binh luén tich cuc cua khach hang da mua
8 TC8 . \ o
khach hang trude do
Su da dang trong phuong thire thanh toan nhu:
9 TC9 Hinh thirc thanh toan thanh toén tryc tuyen, chuyén khoan ngén hang,
chuyén khoan qua buu dién, tién mat
10 TC10 Phi giao hang Chinh sach giao hang hop ly, phi giao hang phu hop
< \ Khach hang xac dinh dugc tinh trang don hang hién
Theo déi don hang trong C e . X 2, IO
1 TC11 .. .. L s A 2 tai, thoi gian giao hang...dé cé sy chuan bi, sap xép
Giao hang qua trinh van chuyén 2 P
thoi gian dé nhén hang )
12  TC12 Tée d giao hang Q1ao hang nhanh 1a mét 191 thé cho cac website ban
hang online
T . . Giao hang ding v6i nhan higu, mAau ma, gia ci sin
13 TC13 b9 tin cdy trong giao dich phim ma khach hang da dat
14 TCl4 Chtic nang bao mat, phuc  Gilt bi mat thong tin ca nhan ctia khach hang, dong

hdi tai khoan khach hang
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Mi tiéu Tiéu chi

STT chi chinh Ti€u chi phu Dinh nghia
15 TCi15 Sén sang 24/7 Gl‘u.p khach hang c6 thé dat hang bat ca dau, bat ké
, . thoi gian nao ) ‘
16 TCl6 Toc d¢ phan hoi khach hang Tép trung vao giao tiép, phan hoi khach hang

17 TC17 Dichvu Hiéu sé thich khach hang

Hiéu dugc s thich cua khach hang thong qua lich
st tim kiém cac san pham trén trang web, tao cho

khéch khéch hang cam giac duoc quan tim
hang Chinh séch doi tra hang phu hop gitp khach hang
cam thay yén tdm hon khi mua hang, giam ti 1 cac
18 TC18 Chinh sach d6i tra hang gio hang bi bo khéng, xay dung long trung thanh

clia khach hang va thé hién sy thau hicu thuc sw dén
nhu cau cta khach hang

Buwoc 2: Xay dung ma tran so sanh cap Fuzzy
AHP

) Sau khi da xac dinh dugc cac tiéu chi, dua trén
két qua thu thap tir bang cau hoi, viéc so sanh cap

Biang 4: Méi quan hé giira tiéu chi 1 va tiéu chi 2

gitra cac tiéu chi voi nhau dugc thuc hién theo cong
thuc (1).

Vi du:

Cau hdi vé moi quan hé gitra tiéu chi 1 va tiéu
chi 2 nhu sau:

Tiéu chi Quan trong hon

Bﬁng nhau

it quan trong hon Tiéu chi

Tiéu chi 1 9 7 5 3

1 3 5 7

9 Tiéuchi2

— Theo déi tuong khao sat 1, tiéu chi 1 quan
trong hon tiéu chi 2 véi hé s6 mo tuong tGng la
(1,3,5).

— Theo dbi trong khao sat 2, tiéu chi 1 rat quan
trong hon tiéu chi 2 véi hé sO mo tuong Gng 1a
(5,7,9).

— Theo dbi trong khao sat 3, tiéu chi 1 v cung
guan trong hon tiéu chi 2 v6i hé s6 mo tuong tng 1a
(7,9,9).

Gia str chi c6 3 chuyén gia danh gia nhu trén,
diém trung binh cua tiéu chi d,, dugc tinh theo cong
thae (1) nhu sau:

)’

2i=1ﬁ’fz_((1+5+7) (3+7+9) (5+9+9)

3 3 7 3 ):(4'33’

Dua vao két qua khao sat mdi quan h¢ giira cac
tiéu chi, ap dung cong thirc trén, ma tran so sanh cap
gitra cac tiéu chi dugc thanh 1ap (xem Bang 5, Bang
6, Bang 7 va Bang 8).

Bang 5: Ma trén so sanh ciip giira cac tiéu chi (TC1-TC5)

Tiéu chi TC1 TC2 TC3 TC4 TC5
TC1 1,1,1) (1.9,25,3.69) (12 1.78,269) (05,08 1.37) (0.44,0.62,0.95)
TC2 (0.27, 0.4, 0.53) (1,1,1) (1.21,1.63,2.66) (0.57,0.98,1.58) (0.29, 0.34, 0.61)
TC3  (0.37,0.56,0.83) (0.38,0.62, 0.83) (1,1,1) (0.79,1.28,1.77) (0.32,0.47,0.87)
TC4  (0.73,1.25,1.99)  (0.63,1.02,1.75) (0.56, 0.78, 1.26) 1,1,1) (0.63,0.91,1.37)
TC5  (1.05,1.63,227)  (1.63,29,3.49) (1.152.11,3.16) (0.73,1.1, 1.59) ,1,1)
TC6  (2.08,4.19,563) (0.92,164,2.11) (0.62,1.02,1.57) (0.58,0.97,1.55) (0.23,0.32, 0.46)
TC7 (0.85,1.9,2.49)  (0.42,0.68,1.02)  (0.34,05,0.74)  (0.35,0.6,0.89) (0.22, 0.33, 0.52)
TC8  (0.38,0.63,0.96)  (0.45,0.8, 1.14) (0.28,0.42,0.63) (0.41,0.72,1.24)  (0.23, 0.34, 0.5)
TCO  (0.43,0.65,092) (0.58, 095 1.46) (0.36,0.53,0.78) (0.28,0.41,0.65)  (0.21, 0.3, 0.48)
TC10  (0.77,1.42,2.02)  (0.8,157,2.18) (0.42,0.72,1.06) (0.38,0.63,0.98) (0.25, 0.36, 0.52)
TC11  (0.47,0.91,1.48) (0.48,0.81,1.14) (0.33,0.51,0.75) (0.29,0.49,0.75) (0.21, 0.34, 0.49)
TC12 (0.7,1.09,1.7)  (0.86,155,25)  (0.58,0.89,1.4) (0.36,0.56,0.83) (0.23,0.33, 0.51)
TC13  (1.31,2.99,3.75)  (0.74,1.26,2.03)  (0.52,0.8,1.26)  (0.35,0.5,0.76) (0.28, 0.41, 0.58)
TCl4  (0.27,0.49,0.77)  (0.35,0.63,0.84)  (0.29,0.44,0.7) (0.29,0.46,0.73) (0.2, 0.33, 0.46)
TC15  (0.39,0.7,1.06) (0.41,0.71,0.98) (0.35,0.71,0.89)  (0.3,0.45,0.65) (0.25, 0.36, 0.54)
TC16  (0.79,158,2.29)  (0.39,0.51,0.67) (0.37,0.57,0.93) (0.32,0.52,0.84) (0.23, 0.34, 0.52)
TC17  (0.53,0.92,1.41) (0.46,0.74,1.18) (0.45,0.71,1.19) (0.32,0.51,0.82) (0.23,0.32, 0.51)
TC18  (0.91,1.85,2.87)  (0.5,0.92 1.35) (0.43,0.67,1.09) (0.21,0.28,0.37) (0.22,0.33,0.51)
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Bang 6: Ma tran so sanh cap giira cac tiéu chi (TC6-TC10)
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Tiéu chi

TC6

TC7

TC8

TC9

TC10

TC1
TC2
TC3
TC4
TC5
TC6
TC7
TC8
TC9
TC10
TC11
TC12
TC13
TC14
TC15
TC16
TC17
TC18

(0.18, 0.24, 0.48)
(0.47, 0.61, 1.08)
(0.64, 0.99, 1.61)
(0.65, 1.03, 1.71)
(2.16, 3.12, 4.36)
1,1,1)

(0.18, 0.24, 0.36)
(0.17, 0.23, 0.35)
(0.16, 0.22, 0.32)
(0.2, 0.28, 0.45)
(0.18, 0.25, 0.37)
(0.2, 0.28, 0.44)
(0.25, 0.39, 0.53)
(0.17, 0.24, 0.37)
(0.19, 0.29, 0.42)
(0.19, 0.27, 0.4)
(0.2, 0.29, 0.46)
(0.22,0.33, 0.5)

(0.4,0.53, 1.18)
(0.98, 1.46, 2.35)
(1.35, 1.99, 2.95)
(1.13, 1.68, 2.83)

(1.91, 3, 4.61)
(2.79, 4.25, 5.67)
1,1,1)
(0.25,0.39, 0.57)
(0.29, 0.48, 0.67)
(0.37,0.61, 0.82)
(0.34, 0.61, 0.92)
(0.32, 0.53, 0.74)
(0.31, 0.45, 0.71)
(0.37, 0.68, 0.99)
(0.33, 0.54, 0.87)

(0.3, 0.45, 0.66)
(0.38, 0.63, 0.99)
(0.39, 0.66, 0.95)

(1.05, 1.59, 2.66)
(0.88, 1.26, 2.24)
(1.59, 2.4, 3.62)
(0.8, 1.4, 2.43)
(1.99, 2.94, 4.33)
(2.86, 4.32, 5.88)
(1.77, 2.55, 4.01)
,1,1)

(0.33, 0.53, 0.77)
(0.4, 0.61, 0.98)
(0.4, 0.75, 1.14)
(0.47,0.69, 1.2)
(0.57, 0.64, 0.94)
(0.41, 0.69, 1.07)
(0.33, 0.5, 0.73)
(0.36, 0.63, 0.98)
(0.46, 0.72, 1.29)
(0.42,0.7, 0.95)

(1.08, 1.53, 2.35)
(0.68, 1.06, 1.72)
(1.28, 1.89, 2.76)
(1.54, 2.43, 3.56)
(2.07, 3.29, 4.87)
(3.14, 4.62, 6.16)
(1.5, 2.06, 3.51)
(1.29, 1.89, 2.99)
,1,1)
(0.44,0.73, 1.18)
(0.34, 0.57, 0.79)
(0.41, 0.64, 0.94)
(0.43, 0.67, 1.04)
(0.33, 0.5, 0.74)
(0.32, 0.48, 0.7)
(0.27, 0.45, 0.63)
(0.34, 0.53, 0.87)
(0.3,0.51, 0.8)

(0.5, 0.71, 1.29)
(0.46, 0.64, 1.25)
(0.94, 1.4, 2.36)
(1.02, 1.6, 2.63)
(1.92, 2.77, 4.06)
(2.2, 3.53, 5.05)
(1.21, 1.65, 2.7)
(1.02, 1.64, 2.48)
(0.85, 1.37, 2.29)
1,1,1)

(0.3, 0.48, 0.72)
(0.32, 0.53, 0.81)
(0.4, 0.67, 1.09)
(0.24, 0.36, 0.54)
(0.32, 0.49, 0.83)
(0.25, 0.36, 0.56)
(0.31, 0.48, 0.73)
(0.28, 0.42, 0.58)

Bang 7: Ma tran so sanh cip giira cac tiéu chi (TC11-TC14)

Tiéu chi

TC11

TC12

TC13

TC14

TC1
TC2
TC3
TC4
TC5
TC6
TC7
TC8
TC9
TC10
TC11
TC12
TC13
TC14
TC15
TC16
TC17
TC18

(0.67, 1.1, 2.13)
(0.88, 1.23, 2.1)
(1.33,1.97, 3)
(1.33, 2.05, 3.41)
(2.05, 2.95, 4.7)
(2.69, 3.98, 5.43)
(1.09, 1.65, 2.92)
(0.88, 1.33, 2.51)
(1.26, 1.77, 2.93)
(1.38, 2.08, 3.35)
@,1,1)

(0.45, 0.82, 1.38)
(0.32, 0.49, 0.74)
(0.33, 0.58, 0.84)
(0.4, 0.6, 1.05)
(0.39, 0.67, 0.91)
(0.36, 0.52, 0.84)
(0.37, 0.64, 0.94)

(0.59, 0.91, 1.43)
(0.4, 0.64, 1.16)
(0.71,1.13,1.71)
(1.21,1.8,2.8)
(1.97, 2.99, 4.27)
(2.27, 357, 5.11)
(1.34,1.9, 3.11)
(0.83, 1.44, 2.13)
(1.06, 1.56, 2.41)
(1.24, 1.88, 3.15)
(0.72,1.21, 2.23)
1,1,1)

(0.39, 0.6, 0.87)
(0.38, 0.62, 0.98)
(0.33, 0.52, 0.88)
(0.27, 0.43, 0.66)
(0.33, 0.53, 0.89)
(0.28, 0.42, 0.62)

(0.27, 0.33, 0.76)
(0.49, 0.79, 1.35)
(0.79, 1.26, 1.93)
(1.32, 1.98, 2.85)
(1.74, 2.44, 3.54)
(1.88, 2.58, 4.06)
(1.41, 2.23, 3.23)
(0.56, 0.89, 1.74)
(0.96, 1.5, 2.33)
(0.92, 1.5, 2.48)
(1.35, 2.05, 3.1)
(1.14, 1.66, 2.57)
1,1,1)

(0.18, 0.24, 0.33)
(0.16, 0.21, 0.3)
(0.17, 0.23, 0.34)
(0.18, 0.25, 0.39)
(0.26, 0.38, 0.58)

(1.3, 2.06, 3.64)
(1.19, 1.6, 2.88)
(1.43, 2.25, 3.4)
(1.36, 2.15, 3.44)
(2.18, 3.04, 4.62)
(2.7,4.14,5.79)
(1.01, 1.47, 2.69)
(0.93, 1.45, 2.41)
(1.36, 2.02, 3.03)
(1.84, 2.81, 4.15)
(1.19, 1.73, 3.01)
(1.02, 1.6, 2.65)
(3.05, 4.22, 5.46)
1,1,1)

(0.27, 0.55, 0.75)
(0.32, 0.54, 0.86)
(0.34, 0.51, 0.83)
(0.5, 0.82, 1.23)
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Bang 8: Ma tran so sanh cap giira cac tiéu chi (TC15-TC18)
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Tiéu chi TC15 TC16 TC17 TC18
TC1 (0.95, 1.43, 2.54) (0.44,0.63, 1.26) (0.71, 1.08, 1.88) (0.35, 0.54, 1.1)
TC2 (1.03, 1.41, 2.42) (1.49, 1.97, 2.55) (0.85, 1.35, 2.16) (0.74, 1.09, 2.01)
TC3 (1.12, 1.75, 2.83) (1.07, 1.74, 2.68) (0.84, 1.4, 2.2) (0.92, 1.48, 2.35)
TC4 (1.54,2.22, 3.38) (1.19, 1.94, 3.12) (1.22,1.98, 3.11) (2.69, 3.58, 4.74)
TC5 (1.87, 2.8, 3.98) (1.91, 2.93, 4.28) (1.96, 3.1, 4.28) (1.97, 2.99, 4.49)
TC6 (2.38,3.47, 5.14) (2.51, 3.75, 5.18) (2.17, 3.46, 4.91) (1.99, 3.07, 4.46)
TC7 (1.15, 1.86, 3.02) (1.52, 2.2, 3.28) (1.01, 1.58, 2.6) (1.05, 1.52, 2.57)
TCS (1.36, 1.99, 3.05) (1.02, 1.58, 2.74) (0.77, 1.39, 2.16) (1.05, 1.44, 2.38)
TC9 (1.43,2.08, 3.16) (1.58, 2.21, 3.69) (1.14, 1.87, 2.95) (1.25, 1.95, 3.31)
TC10 (1.2,2.02,3.1) (1.8, 2.78, 3.96) (1.38, 2.06, 3.26) (1.72, 2.4, 3.56)
TC11 (0.96, 1.66, 2.52) (1.1, 1.5, 2.55) (1.19,1.91, 2.77) (1.06, 1.56, 2.72)
TC12 (1.14, 1.92, 3.04) (1.53, 2.35, 3.7) (1.13, 1.9, 3.05) (1.61, 2.37, 3.54)
TC13 (3.31, 4.76, 6.3) (2.9, 4.39, 5.86) (2.55, 4.04, 5.5) (1.72, 2.63, 3.83)
TC14 (1.34,1.83, 3.73) (1.16, 1.87, 3.15) (1.2, 1.95, 2.97) (0.81, 1.22, 2)
TC15 1,1,1) (1.02, 1.48, 2.68) (1.1, 1.67, 2.73) (1.08, 1.57, 2.61)
TC16 (0.37, 0.68, 0.98) 1,1,1) (1.51,2.17, 3.3) (1.25, 1.84, 2.85)
TC17 (0.37,0.6,0.91) (0.3, 0.46, 0.66) 1,1,1) (1.74, 2.52, 3.54)
TC18 (0.38, 0.64, 0.93) (0.35, 0.54, 0.8) (0.28, 0.4, 0.58) 1,1,1)

Buéc 3-5: Tinh toan trong s6 Fuzzy cho ting

tiéu chi

Bang 9: Gia tri trong sb ciia tiéu chi

Ap dung cong thic (3)-(6) (,ié tinh gia tri theo hé

s6 fuzzy 7, trong s6 W, trong s6 w; va trong sé thuc
w;. Két qua tinh toan duoc trinh bay trong Bang 9.

HE s6 7 Gid trj |80 Giatri "% Giaeri " Giaw
J J J
% (064,091,157) w,  (0.021,0046,0119) w, 0062 w, 0.05
% (069,098,159 W, (0.023,0.049,0.12) W, 0.064 w, 0.0521
A (0.85,129,1.94) W,  (0.029,0.0650147) s 0.080  w; 0.07
% (1.05,159,244) W, (0.035,0.08,0.185) W, 0.100 w, 0.081
7 (1.67,249,353) W  (0.056,0.125,0267)  ws 0.149  ws 0.12
7, (164,249,347) W,  (0.05501250262) 0.147  w, 0.12
7 (0.81,1.2,1.85) i, (0.027,0.06,0.14) W, 0.076  w, 0.061
7 (0.6,0.92,1.43) W, (0.02,0.046,0.108) g 0.058  wg 0.047
% (0.65,0.95,1.44) W,  (0.022,00480109) W, 0.060  wy 0.048
o (0.74,115,171) Wy (0.025,0.058,0.13) Wy, 0.071  wy 0.057
7, (0.55,0.86,129) W, (0018 0043 0098) Wy, 0.053  wy, 0.043
7, (0.62,0.95,145) Wy, (0.021,0.048,0.11) Wy, 0.060  wy, 0.05
3  (075113,16) W,  (0.0250057,0121) Wy, 0.068  wys 0.055
7, (041,064,09) W,  (0014,0032,0072) W, 0.039  wy, 0.03
s (04,061,091) W, (001300310069 W 0.038  wys 0.03
e (0.39,0.6,088) g (0.013,0.03,0.066) Wy 0.037  wig 0.03
7,  (039,059,09) W, (0013 0029,0068) W, 0.037  wy, 0.03
o (0.87,057,082) W,  (0.012,0029,0062) Wy 0.034  wyg 0.03

Buéc 6-8: Xay dung ma tran quyét dinh, matran
guyeét dinh chuan héa va ma tran chuan héa c6 trong

SO

Ma tran quyét dinh, ma tran quyét dinh chuan
héa va ma tran quyét dinh chuan hoéa co6 trong so6

dugc xay dung dya trén cong thirc (7) —(10). Két qua
duoc thé hién ¢ Bang 10.
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Biang 10: Ma tran quyét dinh

Tiéu Ma trin quyét dinh Ma trin quyét dinh chuin héa Ma trin chuin héa c6 trong sb

chi A B C D A B C D A B C D
TC1 398 382 352 348 0537 0515 0475 0470 0.027 0.026 0.024 0.024
TC2 380 370 354 332 0529 0515 0492 0462 0.028 0.027 0.026 0.024
TC3 416 386 366 3.61 0543 0504 0478 0472 0.035 0.033 0.031 0.031
TC4 446 402 370 386 0555 0500 0460 0480 0.045 0.041 0.037 0.039
TC5 420 384 368 346 0552 0505 0484 0455 0.067 0.061 0.059 0.055
TC6 372 380 350 344 0514 0525 0484 0475 0.062 0.063 0.058 0.057
TC7 386 374 342 344 0533 0517 0472 0475 0.033 0.032 0.029 0.029
TC8 386 380 342 302 0545 0537 0483 0426 0.026 0.025 0.023 0.02
TC9 426 410 380 386 0531 0511 0474 0481 0.026 0.025 0.023 0.023
TC10 390 346 326 324 0561 0498 0469 0466 0.032 0.029 0.027 0.027
TC11 3.76 374 364 354 0512 0509 0496 0482 0.022 0.022 0.021 0.021
TC12 400 39 366 346 0530 0524 0485 0458 0.026 0.025 0.023 0.022
TC13 400 4.08 383 344 0518 0529 0503 0446 0.028 0.029 0.028 0.024
TC14 376 370 354 366 0513 0505 0483 0499 0.016 0.016 0.015 0.016
TC15 430 426 410 418 0511 0506 0487 049 0.016 0.015 0.015 0.015
TC16 3.76 358 340 358 0525 0500 0475 0500 0.016 0.015 0.014 0.015
TC17 376 336 352 346 0533 0476 0499 0490 0.016 0.014 0.015 0.015
TC18 348 356 320 3.18 0.518 0.530 0476 0473 0.014 0.015 0.013 0.013

Buéc 9: Tinh toan giai phép 1y tudng tich cuc ( Bang 12 trinh bay két qua tinh todn khoang cach
A+) va giai phéap tiéu cuc (A-) giita cac lya chon dén cac giai phap ly tuong dua
) . trén cong thirc (13) va (14).

Str dung cong thire (11) va (12) dé tinh toan cac

giai phép 1y twong tich cuc va tiéu cuc ciia timg tidu Biing 12: Khoiing ciich giita cic lya chon dén cdc
chi. Két qua duoc thé hién trong Bang 11. giai phap ly twong
Khoéng Phuong an lwa chon

Bang 11: Giai phap ly twéng tich cuc va giai phap

tiéu cuc cuaa tirng tiéu chi cach A B C D
SR d* 0.0131 0.0085 0.0138 0.0149
Tiéu chi — Cac giai PhﬂPA & 00153 0.0139 0.0110 0.0133
TC1 0.027 0.024 Buéc 11: Tinh toan chi sb gan giii CC; cua cac
TC2 0.028 0.024 phuong dn so véi gidi phap 1y twong
TC3 0.035 0.031 Str dung cong thite (15) tinh toan chi sé gan gii
TCA4 0.045 0.037 S0 Voi cac giai phap ly tuong. Két qua duge trinh
TC5 0.055 0.067 bay & Bang 13.
TC6 0.063 0.057
TC7 0.033 0.029 Bang 13: Chi sé gan giii CC;
TC8 0.026 0.02 Website Chi s CC;
TC9 0.026 0.023 A 0539
TC10 0.027 0.032 B 0.621
TCl1 0.022 0.021 C 0.444
TC12 0.026 0.022 D 0.470
TC13 0.029 0.024
TC14 0.016 0.015 Két qua tir Bang 13 cho thay, gia tri hé s gan
TC15 0.016 0.015 giii cia phuwong 4n B 1a cao nhét, ching té phuwong
TC16 0.016 0.014 an B 1a gan nhat so véi giai phap 1y tuong tich cuc.
TC17 0.016 0.014 Do d6 phuong 4n B c6 loi thé canh tranh cao nhat
TC18 0.015 0.013 trén thi trudng thuong mai dién tir, theo sau lan luot

1a A, D va C. Két qua cung cap nhiing thong tin gia
tri nham giup nguoi tiéu dung xem xét, Iya chon
mua hang phu hop. Mac du két qua danh gia va xép
hang céc website dua trén su tich hop cua nhiéu tiéu
chi va danh gi4 cta nhiéu ddi tuong khach hang,

Bugc 10: Tinh khoang cach gitra cac Iya chon so
Vi giai phap ly tuong tich cuc (d*)va giai phap 1y
tuong ti€u cuc (d)
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song dya trén ma tran quyét dinh va ma tran quyét
dinh chuan hoa, c6 thé nhan dinh chat luong san
pham, do tin cay va chinh sach doi tra hang tai B 1a
ba yéu té dugc khach hang danh gia cao (hon han so
v6i A), mang lai loi thé canh tranh cho trang web.
Dua trén két qua danh gi4, cac website s& xdy dung
dugc cac chién luge canh tranh phu hop.

4 KET LUAN

Nghién ctru nay st dyng md hinh tich hop
Fuzzy-AHP-TOPSIS dé danh gi4 cac website ban
hang online. M6 hinh cho phép danh gia ddi twong
trén nhiéu tiéu chi khac nhau, ddng thoi han ché tinh
chu quan ciia nguoi danh gia. Két qua xép hang cho
thiy B c6 loi thé canh tranh cao nhat, xép hang theo
sau lan luot 1a A, D va C.

Bén canh nhiing dong gop dang ké, nghién ctu
cling con mot s6 han ché. Viéc khao sat chi dugc
thuc hién trén nhitng ddi tugng hién dang hoc tap,
lam viéc va sinh s6ng tai thanh ph6 Can Tho nén két
qua mang tinh chat cuc bd. Céc tiéu chi danh gia loi
thé canh tranh duoc xay dung dwa trén tai liéu luoc
khao, chua két hop thu thap y kién tir cac chuyén
gia, do d6 chua thé danh gi4 sy phit hop cua cac tiéu
chi. Bén canh d6, nghién ctru chua két hop cac
phuong phap phén tich dinh tinh khac dé xay dung
birc tranh toan dién hon nham cang ¢6 do tin cay caa
két qua thu dugc. Pay sé 1a tién dé& dé thuc hién
nhitng nghién cuu tiép theo trong nghién ciru mo
hinh va dénh gi4 website. Nhitng nghién cuu tiép
theo can ma rong pham vi khao sat dé ting muc do
chinh xac trong danh gia ciing nhu cung c6 lai két
qué trén dién rong. Thém vao d6, can thu thap y kién
danh gia tir cac chuyén gia hoat dong trong linh vuc
dé tang sy da dang vé s luong cling nhu tinh chét
cla cac tiéu chi nhim ting thém do tin ciy cua
nghién ctu.
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