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Tom tit. Muc tiéu cua nghién ciu 1a do luong anh huong cua gié tri cam nhan, chat luong dich vy va bau
khong khi cira hang dén su hai 10ng khach hang va long trung thanh khach hang di véi chudi cira hang
tien loi tai TP. H6 Chi Minh. Ly thuyét nén duoc str dung trong nghién ctu 1a ly thuyét chét lugng dich vu
ctia Parasuraman va cong su, 1988. Phuong phap chon mau 1a phuong phip chon mau thuan tién. Thu thap
dir liéu tir 300 khéch hang tai chudi cira hang tién loi tai TP. Ho6 Chi Minh. Phuong phap binh phuong nho
nhét timg phan (PLS- Partial Least Squares) duoc st dung dé phan tich md hinh thang do va mé hinh cau
trdc. Két qua nghién ciu cho thay gia tri cam nhan, chat luong dich vu va bau khong khi ctra hang anh
huong tich cuc dén su hai 10ng khach hang va long trung thanh khach hang. Két qua nghién ctru ciing khang
dinh rang su hai 1ong khach hang cé anh hudng tich cyc dén Iong trung thanh khach hang. Dya vao két qua
nghién ciru, tac gia dé xuit mot sé ham y cho nha quan ly.

Tir khoa. Gia tri cam nhan, chit luong dich vu, bau khong khi cira hang, su hai 1ong khach hang, long trung
thanh khach hang

THE IMPACT OF PERCEIVED VALUE, SERVICE QUALITY AND STORE
ATMOSPHERE ON CUSTOMER SATISFACTION AND CUSTOMER LOYALTY AT
CONVENIENCE STORES IN HO CHI MINH CITY

Abstract. The objective of the study is to measure the impact of perceived value, service quality, and store
atmosphere on customer satisfaction and customer loyalty at the convenience stores chain in Ho Chi Minh.
The background theory used was the service quality of Parasuraman et al., 1988. The sampling method was
convenience sampling. We collected data from 300 customers at the convenience stores chain in Ho Chi
Minh City. PLS (Partial Least Squares) was used to analyze the measurement and structural model. The
findings revealed that perceived value, service quality, and store atmosphere have a positive impact on
customer satisfaction and customer loyalty. The research results also confirmed that customer satisfaction
had a positive effect on customer loyalty. Based on the results, the author suggested implications for
managers.

Keywords. Perceived value, service quality, store atmosphere, customer satisfaction, customer loyalty
1. GIOI THIEU

Cira hang tién loi 1a md hinh phat trién nhanh nhét trong cac loai hinh ban I¢ tai Viét Nam trong thoi gian
2018-2025 va quy mo6 thi trudng ctra hang tién loi tang truong rat nhanh chéng trong thoi gian vira qua. Cu
thé, s6 luong cra hang tién loi tang gép 4 lan ke ttr ndm 2012 va hinh thirc nay ciing chiém ty trong lon
nhit trong s6 lwong md méi cac loai hinh mua sim trong nam 2018. Ngoai ra, ty 1é ting truong doanh s6
ban 1é hang nam cua cac ctra hang tién loi ciia Viét Nam giai doan 2017 - 2019 dang 1a 35,7%; giai doan
2017 - 2021 du kién dat 37,4%, cao hon rat nhiéu so véi cac quéc gia con lai trong khu vuc Poéng Nam A
(Philippines 24,2%; Indonesia 15,8%; Malaysia 10,5%; Théi Lan 6,6%...) [1, 2]. Strc hdp dan cua thi truong
ctra hang tién loi khong chi tao su chu ¥ cua cac tp doan trong nudc nhu VinGroup (Vinmart+), Thé gisi
di dong (Bach hoa xanh), Saigon Co.op (Co.op Food; Co.op Smile; Co.op; Cheers (Lién doanh gitra Saigon
Co.op va NTUC Fair Price-Singapore))... ma con ddi vai cac cong ty ngoai nude nhu Circle K, B's Mart,
Mini Stop, 7-Eleven, GS25... Tuy nhién, su gia ting nhanh chong cac cira hang tién lgi thudc cac doanh
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nghiép trong nudc va ngoai nudc s& din dén sy canh tranh manh mé trong viéc tim kiém va phuc vu khach
hang. Bén canh do, mot s6 doanh nghiép khong chiu dung dugc suc ép canh tranh trong viéc tim kiém va
phuc vu khach hang thi phai thu hep quy mé hodc rat khoi thi truong nay. Chang han, cong ty c6 phan Viét
Nam k¥ nghé stc san (Vissan) méi day cho biét da dong gan 60 ctra hang trong 100 chudi cira hang tién loi
ma don vi ndy c6. Hay chudi ctra hang tién lgi Shop&Go ban lai cho tap doan Vingroup véi gia tuong trung
1 USD vao thang 4/2019 ... [3, 4]. Thém nita, gan day nhat vao thang 12/2019 Vingroup di nhuong lai
chu61 ban 1¢ Vinmart va Vinmart® cho Masan. Vingroup giai thich giao dich nay giup tap doan giai phong
nguon luc cho hé théng tir 1anh dao dén quan tri dé tap trung cho mang cong ngh¢ va cong nghiép [5]. Do
d6, dé nang cao canh tranh trong thi truong ctra hang tién loi thi chién luoc co ban trong viéc tao ra loi thé
canh tranh 12 cung cap chat lugng dich vu t6t. Ctra hang c6 thé duy tri khach hang bang cach cung cap dich
vu tét tai thoi diém béan hang hoac tai thoi diém sau ban hang. Chat lwong dich vu tot s& 1am hai 1ong khach
hang va tao ra long trung thanh khach hang [6, 7]. Bén canh d6, gia tri cam nhan ctua khéng hang dugc xem
1a khia canh rat quan trong ddi véi khach hang va khéach hang sé sir dung chiing dé danh gia su hai long cia
minh [8, 9]. Hon nia, cac hoc gia cho rang bau khong khi ctra hang 1a tién dé quan trong cua su hai long
khéch hang [10, 11] va long trung thanh khéch hang [10, 12]. Hién nay, cac nghién ciru lién quan dén cira
hang tién loi vé sy hai long khach hang va long trung thanh khach hang dugc mot s6 nha nghién ciru nurée
ngoai nghién ctru nhu: Jin va cong su (2019) [9]; Klankaew & Panjakajornsak (2017) [13]; Saad va cong
su (2017) [14]; Al-Ali va cong su (2015) [8] ....Tai Viét Nam van con it nghién ctru lién quan dén sy hai
long va long trung thanh khach hang ddi véi chudi cira hang tién loi; chang han, nghién ctru ciia Phan Chi
Anh va cong su (2016) [15]. Nghién ciru ndy chi xem xét mdi quan hé giira chat lwong dich vy va long
trung thanh khach hang tai cac cira hang tién ich tai Ha Noi.

Tuy nhién, cho dén thoi diém hién tai chua thdy nghién ciru nao dé cap dén anh huéng vé gid tri cam nhan,
chat lwong dich vy va bau khdng khi cira hang dén sy hai l1ong khach hang va long trung thanh khach hang
ddi vai cira hang tién loi tai TP. H6 Chi Minh. Do d6, muyc tiéu cua bai viét 12 do luong anh hudng cua gia
tri cam nhan, chat luong dich vy va bau khong khi ctra hang dén sy hai 1ong khach hang va long trung thanh
khach hang di véi chudi cira hang tién lgi tai TP. H5 Chi Minh.

2.CO SO LY THUYET, CAC GIA THUYET VA MO HINH NGHIEN CcUU
2.1. Co sé ly thuyét va cac gia thuyét nghién ciru
2.1.1. Gia tri cam nhan cia khach hang

Gid tri cam nhan da danh nhiéu sy quan tdm cho cac nha nghién ctru vi n6 déng gop vai trd quan trong cho
su hai 10ng khach hang va ciing 1a mot trong nhitng cdng cu quan trong dé dat dugc lgi thé canh tranh bén
viing [16]. Zeithaml (1988) cho rang gia tri cam nhan cua khach hang 1 danh gia tong thé cua khach hang
tir viéc str dung san pham dya trén nhan thiic vé nhitng gi ma khach hang nhan dugc va nhiing gi da ma
khéch hang bo ra [17]. McDougall va Levesque (2000) ciing cho ring gia tri cam nhan caa khach hang la
két qua hodc loi ich khach hang nhan duoc so véi tong chi phi (bao gém gié thanh toan cong véi cac chi
phi khac lién quan dén giao dich mua). N6i mot cach don gian, gia tri cam nhan 1a sy khéc biét giira loi ich
cam nhan va chi phi cam nhan [18]. Bang chiing nghién citu cho thay khach hang cam nhan rang ho da
nhan dugc “gia tri dong tién” thi hai long hon khach hang khong cam nhan rang ho nhan dugc “gié tri dong
tién” [17, 18]. Gia tri cam nhan ciing dugc dinh nghia 1a gi tri cua san pham theo gia cua nd trong tam tri
khéach hang. Khach hang khong biét chi phi phat sinh trén cac san pham. Sau khi sir dung san pham, khéch
hang s& phan tich thong qua cam giac liéu gia cia san pham c6 cao hon gi tri cua né hay khong. Pay c6
phai 1a dac diém khién khach hang sin sang tra tién cho san pham hay khéng. Trong nhitng tinh hudng nhu
vay, C4c nha san xuat s& ap dung cac chién luoc tiép thi dé tao ra gia tri cao hon cta san pham va dich vu
trong mét khach hang [16].

Mot 6 nghién ciru trudc xac nhan rang gia tri cam nhan ciia khach hang da dwoc chip nhan nhu mét yéu
to du bao dang tin cdy ve su hai long cua khach hang [19-21]. Cac nghién ctru trudce cling xdc minh rang
gia tri cam nhan caa khach hang c6 anh huong tich cuc den su hai l1ong khach hang [13, 22].
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Ngoai ra, cac nghién ciru truéc cho ring gid tri cam nhan cua khach hang dugc xem nhu 14 tién dé quan
trong cua long trung thanh khach hang [19, 23]. Bén canh d6, cac nghién ctru khéc cling xdc nhén rang gia
tri cam nhan cua khach hang c6 anh hudng tich cuc dén long trung thanh khach hang [19, 23, 24].

Dua vao co s trén, dé xuat cac gia thuyét H1, H2 nhu sau:

Gia thuyét H1: Gia tri cam nhan cua khach hang cé anh huong tich cuc dén sy hai long khach hang.

Gia thuyét H2: Gia tri cam nhan ciia khéch hang c6 anh huéng tich cuc dén long trung thanh khach hang.
2.1.2. Chit lwgng dich vu

Chat lwong dich vu 1a mét trong nhitng khai niém duoc thao luan va tranh luan rat nhiéu trong ly thuyét
chat lugng dich vu va marketing dich vu bai vi nd khdng c6 sy dong thuan vé dinh nghia va do luong [25,
26]. C6 rat nhiéu dinh nghia khac nhau vé chat lugng dich vu. Dinh nghia dugc st dung phd bién nhat vé
chat lwong dich vu 1a mue @6 dich vu dap @ng nhu cau cua khach hang; no ciing lién quan dén viéc so sanh
su mong doi cia khach hang véi nhan thirc caa ho vé hiéu suat dich vu thuc té [25, 27-29]. Kha ning cua
cac nha cung cap dich vy hiéu va dap tng nhu cau cia khach hang da duoc xéc dinh 13 yéu t6 chinh dong
g6p cho thanh cdng chit lwong dich vu [30]. Cac cng ty ¢ ging cung cap dich vu chat lrong cao thudng
dap ng hodc vuot qua mong doi cua khach hang. Chat lwong dich vu dugc coi 1a phuong tién dé ting gia
tri cho khach hang va dam bao sy hai long khach hang [31].

Parasuraman va cong su (1988) cho ring thang do chat lugng dich vu gdm 5 thanh phan, goi tit la thang
do SERVQUAL.: (1) Phuong tién hiru hinh, (2) Tin cay, (3) bap ung, (4) Bam bao va (5) Bong cam.

Mot s6 nghién ciru truée da xéc nhan rang chat luong dich vu 1 tién dé cua sy hai 1ong khach hang [7, 32].
Cac nghién ctru trude cling da chung minh chat lwong dich vu anh huong tich cuc dén su hai long khéch
hang [29, 33].

Hon nifa, c&c nghién ctru trudc cho thy chét lugng dich vu 1a tién dé cua long trung thanh khéach hang [7,
29]. Céc nghién curu trude cling da xac minh chat lugng dich vu anh huong tich cuc dén Iong trung thanh
khach hang [7, 34].

Dua vao co so trén, dé xuat cac gia thuyét H3, H4 nhu sau:

Gia thuyét H3: Chét luong dich vu ¢6 anh huong tich cyc dén sy hai 1ong khéch hang.

Gia thuyét H4: Chit luong dich vu ¢6 anh hudng tich cuc dén long trung thanh khéach hang
2.1.3. Bau khong khi cira hang

Hoffman va Turley (2002) cho riang bau khong khi cira hang bao gém cac yéu té hiru hinh (d6 noi that/thiét
bi) va cac yéu té vo hinh (anh sang, mui huong, mau sic, nhiét d6) bao gdom trai nghiém dich vu [35].
Berman va cong su (2018) dé xuat bau khdng khi cira hang dé cap dén cac dic diém vat 1y duoc st dung
dé phat trién va thu hat khach hang. Bau khong khi cira hang c6 thé dugc chia thanh bén yéu té chinh; cu
thé la ngoai that, ngi that chung, bé tri cira hang, va trung bay noi that. Bau khdng khi ctra hang thuong anh
hudng dén viéc khach hang thich mua sim, ciing nhu danh thoi gian duyét web, sin sang trd chuyén voi
nhan vién, c6 xu huéng chi tiéu nhiéu hon du dinh ban dau va kha ning tré thanh khach quen trong twong
lai [36].

Bau khong khi cira hang dong vai tro quan trong trong Viéc anh hudng dén hanh vi ciia khéch hang va n6
da nhan duoc su chu y ngay cang tang tir cac hoc gia va nha thyc hanh trong nhimg nam gan day [11, 37,
38]. Céc nghién cuiru trude da xac nhan mol quan hé giira bau khong khi cira hang va hanh vi khach hang
[39-41]. Trong bdi canh canh tranh cao vé viéc thu hat khach hang thi thiét ké bau khong khi mua sim
thuan tién luon duoc danh gia cao [42]. Kotler (1974) 1a mét trong nhitng nha nghién ciru dau tién thira
nhan tim quan trong cua bau khong khi ctra hang va dinh nghia né 1a nd luc thiét ké méi truong mua hang
dé tao ra hiéu (tng cam xuc trong khach hang nhu niém vui hoic sy kich thich nhim muc dich ning cao xac
suit mua hang.
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Cac nha hoc thuat cho rang bau khong khi cira hang I tién dé quan trong cho sy hai long khach hang [10,
11]. Ngoai ra, cac nghién ctru trudc xac nhan bau khdng khi cira hang anh hwang tich cuc dén su hai long
khach hang [10, 12].

Long trung thanh khach hang khdng chi duoc tao ra tir chat lugng dich vu va sy hai long khach hang ma
con duoc tao ra tir bau khong khi cira hang [43]. Cac nghién ctru trude cho rang bau khong khi cira hang 1a
tién dé cua long trung thanh khach hang [11, 12]. Bén canh d6, cic nghién ctru trude cling cho thiy bau
khong khi cira hang anh huang tich cuc dén 1ong trung thanh khéach hang [12, 43].

Dua vio co so trén, dé xuit cac gia thuyét H5, H6 nhu sau:

Gia thuyét H5: Bau khdng khi ctra hang ¢ anh huong tich cuc dén su hai long khach hang.

Gia thuyét H6: Bau khong khi ctra hang c6 anh hudng tich cuc dén 1ong trung thanh khéch hang.
2.1.4. Long trung thanh khach hang

Long trung thanh khach hang di duoc nghién cau trong nhiéu thap ky qua trong cac nganh kinh doanh [44].
Long trung thanh khach hang dugc dinh nghia 1a mot cam két thuc sy tiép tuc mua lai hoac bao tro lai mot
san pham hozc dich vy ua thich trong twong lai, bat chip nhitng anh hudng tinh huéng va nd luc tiép thi c6
kha ning gay ra hanh vi chuyén doi [45]. Long trung thanh khach hang ciing duoc dinh nghia 1a mot cam
két ciia khach hang hién tai dbi véi mot cira hang, thwong hiéu va nha cung cap dich vu cu thé khi ¢é nhiing
lya chon thay thé khac ma khach hang hién tai c6 thé lya chon [46]. Pong quan diém trén, Gremler &
Brown (1996) cho rang long trung thanh cua khach hang 1a mirc @6 ma khach hang thé hién hanh vi mua
lap lai vé hang héa/dich vu tir nha cung cap dich vu, so hitu thai d6 tich cuc ddi véi nha cung cap va chi
xem Xét sir dung nha cung cap nay khi c6 nhu cau vé hang hdéa/dich vu nay [47]. Jones va Sasser (1995)
cho rang long trung thanh khéch hang Ia sy sin 1ong caa khach hang dé tiép tuc tiéu thy mot san pham hozc
dich vu cu thé. Jones va Sasser (1995) ciing cho biét c6 hai loai khach hang trung thanh, d6 1a khach hang
trung thanh dai han va ngan han. Khéach hang trung thanh dai han la long trung thanh khach hang thuc su,
diéu d6 co6 nghia 1a khach hang s& khong dé dang chuyen sang ctra hang hoac doanh nghiép khac. Khach
hang cé long trung thanh ngan han cé kha nang chuyén sang cua hang hoac doanh nghiép khéc co6 dich vu
tuong duong t6t hon. Long trung thanh khach hang chii yéu nam & viéc ngudi tiéu dung co tiép tuc mua
san pham tir cling mot cira hang hoac doanh nghiép hay khéng? Vi mot khach hang rat trung thanh cé kha
ning dan nhiéu khach hang tiém ning dén véi doanh nghiép, nhiéu doanh nghiép néu bat long trung thanh
cua khach hang la mot trong nhitng muc tiéu kinh doanh chinh cua ho [48]. Long trung thanh khach hang
hinh thanh thai do tich cuc bang cach tao ra hanh vi mua lap di 13p lai theo thoi gian va c6 mdi lién hé chat
ché gitra long trung thanh khéach hang va lgi nhuan cua cong ty [44].

2.1.5. Sw hai long khach hang

Trong ly thuyét marketing, su hai 1ong khach hang da dwoc cac nha marketing (chang han: nha diéu hanh
ctra hang ban 1¢) sir dung lam muc tiéu cua cong ty va dugc cac nha nghién ciru nguoi tiéu dung sir dung
dé kich hoat hanh vi sau mua hang tiép theo [49]. Kotler va Keller (2016) dinh nghia su hai 1ong khéch
hang la cam giac vui thich hay that vong caa khach hang khi so sanh két qua thuc té nhan duoc vé san pham
hozc dich vu so voi mong doi ciia ho. Néu két qua hoic kinh nghiém khong nhu mong doi, khach hang
khong hai 1ong. Néu nd pha hop véi mong doi, khach hang hai long. Néu no vuot qua mong doi, khach
hang rat hai 1ong hoac thich thi [50]. Su hai long khach hang ciing 6 thé duoc dinh nghia 1a mot dénh gia
chu quan, duogc thuc hién sau khi quyét dinh mua hang cu thé [49, 51]. Theo nghia nay, khach hang danh
gid muc d6 hai 1ong cua ho bang cach sir dung céc ky vong tham chiéu khac nhau, chiang han nhu 1y tuéng,
mong doi, ¢4 thé, mong mudn hozc nhiing gi can phai ¢6 [52, 53]. Gustafsson va cong su (2005) cho rang
su hai long khach hang 1a sy danh gia tong thé cua khach hang vé hiéu suat caa dich vu hién tai [54]. Tuy
nhién, mot s tac gia khac (chang han: Anderson va cong su, 1994; Brunner va cong su, 2008; Filipe va
cong su, 2017) cho rang su hai 1ong khach hang nén duoc coi 12 mot danh gia dva trén sy hai long tich liy
(nghia 1a dua trén kinh nghiém cua khéch hang trong qué khi va hién tai vé hiéu suat cia san pham hoac
dich vu cua cong ty) chir khdng phai 1a két qua cia danh gia sau mua hang trong giao dich cu thé [53, 55,
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56]. Hon nita, Muller (1991) cho rang su hai 1ong khach hang sé trg thanh yéu té then chét cho thanh céng
kinh doanh trong twong lai [57].

Ngoai ra, sy hai long s& phat sinh néu khach hang danh gia tich cyc trai nghiém giao dich. Vi an tugng
tich cuc, khach hang san sang trung thanh véi cong ty [12]. Bén canh do, cac nghién ctru truse khang dinh
rang su hai long khach hang la tién d€ quan trong cua long trung thanh khach hang [13, 32]. M6t so nghién
ctru trude cho thay rang su hai 10ng khach hang c6 anh huéng tich cuc dén long trung thanh khéach hang [9,
13].

Dua trén co so trén, dé xuat gia thuyét H7 nhu sau:

Gia thuyét H7: Sy hai 1ong khach hang c6 anh hudng tich cuc dén Iong trung thanh khéch hang.

2.2. M6 hinh nghién céu

Dua vao muc tiéu nghién ctru, co so ly thuyét va cac gia thuyét nghién ctu, md hinh nghién ciru dé xuat
dugc trinh bay qua Hinh 1:

Gia tri cam nhan
Su hai long khach
hang

Chat lugng dich vu

Long trung thanh
khach hang

Bau khong khi cira
hang

Hinh 1: M0 hinh nghién cuu
Nguon: Tac gia de xuat

3. PHUONG PHAP NGHIEN CUU
3.1. Pic diém miu thu thap dir ligu

Déi tuong khao sat 1a khach hang da mua sam tai chudi cira hang tién loi tai TP.HCM. Khao sat dugc thuc
hién theo phuong phap thuan tién véi cac khach hang khac nhau vé gigi tinh va tudi tac trén nhiéu khu vuc
tai TP.HCM. Muc dich cua khao st nhiéu khu vuc khac nhau nham dat tinh dat dién cho mau thu thap.
Trong tong sé 400 bang cau hoi phat ra, thu vé 380 bang cau hoi, c6 80 bang cau hoi bi loai vi tra 1oi khong
du thdng tin hozc tra 16i cau hoi gidng nhau. Vi vay, 300 bang cau hoi con lai duoc dung cho phan tich dit
liéu. Pac diém mau duoc mo ta nhu sau: (1) Theo gidi tinh gom 101 khach hang nam chiém 33,7% va 199
khach hang nix chiém 66,3%:; (2) Theo do tudi, cu thé dudi 22 tudi cd 119 khach hang, chiém 39,7%; tir 22
— 35 ¢6 103 khach hang, chiém 34,3%; tir 36 — 45 c6 52 khach hang, chiém 17,3% va trén 45 c6 26 khéch
hang, chiém 8,7%.

3.2. Thang do

M6 hinh nghién ctu gom 5 khai niém d6 1a gia tri cam nhan, chat lugng dich vy, bau khong khi cira hang,
sw hai long khach hang va long trung thanh khach hang. Thang do cho cac khai niém nghién cau ke thira
tir cac nghién ctru trudge da duoc xem lai va diéu chinh cho phi hop véi ngit canh nghién ctu. Thang do
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Likert 5 diém duoc sir dung dé do luong céc bién quan sét, véi 1 1a hoan toan khong dong y va 5 la hoan
toan dong y.

Trong nghién cau ndy, 4 bién quan sat do luong gi4 tri cam nhan dwoc diéu chinh tir Klankaew va
Panjakajornsak (2017) [13]; Nesset va cong su (2011) [58]; 5 bién quan sat do luong chat lwong dich vu
dugc diéu chinh tir Shpetim (2012) [33], Dabholkar va cong su (1996) [59]; 4 bién quan sat do ludng bau
khong khi ctra hang dugc diéu chinh tir Dabija va Babut (2014) [11], 4 bién quan sat do luong su hai long
Khach hang duoc diéu chinh tir Yu va Ramanathan (2012) [60], Beneke va cong su (2012) [61], Shpetim
(2012) [33], 4 bién quan sat do luong 1ong trung thanh khach hang duoc diéu chinh tir Zeithaml va cong sy
(1996) [62], Shpetim (2012) [33].

3.3. Phwong phap phén tich

Nghién ciru dinh lwong dugc thuc hién dé kiém dinh mé hinh nghién ctu va céc gia thuyét nghién ctu dé
Xuit. Phuong phap binh phuong nhé nhat tung phan (PLS) véi phan mém Smart PLS dugc sir dung dé kiém
dinh md hinh nghién ctu va cac gia thuyet nghién ctru dé xuat. Cac hoc gia nhu Hair va cong su (2017) va
Sarstedt va cong su (2017) cho rang kiém dinh md hinh nghién cau va cac gid thuyét nghién cau gom 2
giai doan: (1) Kiém dinh mé hinh thang do va (2) Kiém dinh mé hinh cau tric (PLS-SEM) [63, 64].

4. KET QUA NGHIEN CUU
4.1. Két qua kiém dinh mé hinh thang do
Két qua kiém dinh thang do cac khai niém nghién ciru duoc thé hién qua Bang 1.

Cronbach alpha va d9 tin cay tong hop (CR) dugc sir dung dé danh gia do tin cay cua nghién cau. Gia tri
Cronbach alpha va d6 tin cay tong hop nén I6n hon 0,70 [65, 66]. Két qua kiém dinh cho thay cac thang do
déu c¢6 Cronbach alpha > 0,70 va d6 tin cay tong hop (CR) > 0,70. Diéu nay ching minh cac thang do déu
dat d tin cay nhat quan nai tai.

Hé s6 tai nhan té cua céc bién quan sat va phuong sai trich (AVE) duoc sir dung dé danh gia tri hoi tu. Hé
s6 tai nhan t6 va phuong sau trich (AVE) nén > 0,50 [66, 67]. Két qua kiém dinh cho thay hé s tai nhan t6
cac bién quan sat va phuong sai trich (AVE) déu > 0,50. Vi vy, cac thang do cac khai niém déu dat gié tri
hoi tu.

Bang 1: Két qua kiém dinh thang do cac khai niém

Khai niém | Bién quan sat Heé so tai Cronbach’s D tin ciy Phwong sai
: nhéan to Alpha tong hop (CR) | trich (AVE)
GCN1 0.878
Giatricam | GCN2 0.771
nhan GCN3 0.877 0.771 0.855 0.603
GCN4 0.527
CLDV1 0.715
Chét luong CLDV2 0.790
dich va CLDV3 0.847 0.862 0.901 0.647
T CLDV4 0.867
CLDV5 0.793
BKK1 0.783
Bau khong | BKK2 0.808
khi ctra hang | BKK3 0.752 0.742 0.838 0.565
BKK4 0.656
HL1 0.794
Su hailong | HL2 0.811
khach hang | HL3 0.786 0.802 0.870 0.627
HL4 0.776
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Khai niem | Bién quan sat Heé s6 tai Cronbach’s b tin cay Phwong sai
: nhéan to Alpha tong hop (CR) | trich (AVE)
L ong trung TT1 0.821
thanh khach |12 0.862 0.774 0.858 0.606
hang TT3 0.812
TT4 0.591

Ngudn: Két qua xur ly dit liéu cua tac gia
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Tiép theo, gia tri phan biét dugc danh gia thong qua tiéu chi Fornell-Lacker [68]. Két qua phan tich gié tri
phan biét dugc trinh bay tai Bang 2 cho thiy gié tri cin bac hai ciia phuong sai trich (AVE) cua cac khai
niém bau khong khi ctra hang, chét lugng dich vu, gié tri cam nhan, sy hai 10ng khach hang va 1ong trung
thanh khach hang déu Ién hon twong quan gitra cac cap khai niém. Vi vay ching to cac khéi niém dat gia
tri phén biét.

Bang 2: Két qua phan tich gia tri phan biét

Bau khoéng Chat lwong Gidtricam | S¥hailong | Longtrung
Khéi ni¢m khi ctra hang dich vu Ahan (CCN) khach hang | thanh khéach
(BKK) (CLDV) : (HL) hang (TT)
BKK 0.752
CLDV 0.359 0.804
GCN 0.406 0.458 0.777
HL 0.425 0.606 0.640 0.792
TT 0.440 0.615 0.553 0.644 0.779

Ngudn: Két qua xr ly dit liéu cua tac gia
4.2. Két qua kiém dinh md hinh céu tric

Hinh 2 va Bang 3 trinh bay két qua kiém dinh md hinh ciu trdc tuyén tinh (PLS-SEM)

Két qua Hinh 2 va Bang 3 cho thdy mé hinh vai Chi-binh phuong 1a 740.527 va ¢ ¥ nghia thong ke tai
mirc 5% (P-value < 5%). Hu va Bentler (1998) cho ring SRMR (Standardized Root Mean Square Residual)
1a chi s6 dung dé danh gia mtc d6 pht hop caa md hinh. Néu mé hinh nhan dugc gia tri SRMR < 0,08 thi
moé hinh dugc xem 1 phi hop véi dit liéu thi truong [69]. Két qua bang 3 cho thiy md hinh c6 SRMR =
0.076 < 0.08, vi vay mo hinh nghién ctru dé xuat phu hop véi dit liéu thi truong. Bén canh do, két qua kiém
dinh da cong tuyén cho thay gié tri VIF (Variance Inflation Factor) <5, do d6 mé hinh khong vi pham hién
tuong nay [63]
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Hinh 2: Két qua kiém dinh mé hinh cau tric tuyén tinh (PLS-SEM)
Ngudn: Két qua xir ly dit liéu cua tac gia
Bang 3: Két qua chi sé do ludng md hinh phi hop

M6 hinh bao hoa
SRMR 0.076
d ULS 1.334
d G1 0.515
d G2 0.425
Chi-square 740.527
NFI 0.765

Nguon: Két qua xir ly dir liéu cua tac gia

He s6 xac dinh (R?) dwoc sir dung dé danh gia muc d6 anh huong chung caa mé hinh ciu truc Gia tri R?
gom cac gia tri 0,67; 0,33 va 0,19 duoc xem & muc d6 anh hudng manh, trung binh va yéu caa md hinh
cau tric [70]. Két qua kiém dinh mé hinh cau trdc cho thay gia tri R? ciia md hinh cAu trac ddi voi long
trung thanh khach hang 1a 0,532, diéu nay thé hién mic do anh huong chung caa mé hinh cau triic 1a tuong
d6i manh. Nghia 1a 53,2% sy bién thién cua long trung thanh khéch hang dwoc giai thich bai sy hai long
khach hang, gié tri cam nhan, chit luong dich vu va bau khong khi ctra hang. Mit khac, gia tri cam nhan,
chat lugng dich vu va bau khdng khi cira hang giai thich 54,5% su bién thién caa sy hai 10ng khach hang.

4.3. Két qua kiém dinh gia thuyét
Kiém dinh gia thuyét duoc trinh bay qua bang 4.
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Két qua udce lugng Bootstrapping véi s mau lap lai 1a 5000 quan sat cho méi quan hé giira cac khéi ni¢m
nghién ciru da khang dinh C,éC gia thuyét H1, H2, H3, H4, H5, H6 va H7 déu cd T-value 16n hon 1.96 va
Ccac gia thuyét co y nghia thong ké tai muc 5% (P-value <5%).

Bang 4: Két qua kiém dinh gia thuyét

Mbiquan h¢ | Gia thuyét ';glfg (t;;: T-value P-value Két qua
GCN > HL H1 0.422 9.178 0.002 Chap nhan
GCN-> TT H2 0.171 3.095 0.000 Chap nhan
CLDV- HL H3 0.369 8.889 0.000 Chép nhan
CLDV-> TT H4 0.315 6.561 0.000 Chép nhan
BKK- HL H5 0.121 2.576 0.010 Chéip nhan
BKK> TT H6 0.136 2.733 0.006 Chap nhan
HL> TT H7 0.286 4,584 0.000 Chép nhan

Ngudn: Két qua xtr ly dir liéu cua tac gia
5. THAO LUAN KET QUA NGHIEN CUU VA HAM Y QUAN TRI

5.1. Thao luan két qua nghién cieu

Nghién cau nay nham xem xét anh hudng caa gia tri cam nhan, chat lugng dich vu va bau khéng khi cira
hang dén sy hai Iong khach hang va long trung thanh khach hang di vai chudi cira hang tién loi tai TP. HO
Chi Minh. Do d6, dong gop caa nghién ciru nay 1a do luong va kiém dinh anh huong cua gia tri cam nhan,
chat lwong dich vu va bau khdng khi cira hang dén sy hai l1ong khach hang va long trung thanh khach hang
ddi vai chudi cira hang tién lgi trong bdi canh khac so véi cac nghién ciu trudc.

Két qua nghién ctu da cho thay 7 gia thuyét trong mé hinh nghién ciru d& xuét déu dwoc chap nhan.

Két qua nghién ctru khang dinh gié tri cam nhan c6 anh huong tich cuc va manh nhat dén su hai 1ong khach
hang, duoc thé hién qua hé sb tac dong = 0.422 va co ¥ nghia thong ké véi mirc 5%. Két qua nghién cau
nay phi hop véi cac nghién ciru trude [13, 22]. Hon nita, két qua di xac nhan gia tri cam nhan c6 anh huong
tich cuc dén 10ng trung thanh khéch hang, thé hién qua hé sé tac dong p=0.171 va c6 ¥ nghia thong ké voi
muc 5%. Két qua nay ciing duoc xac minh béi cac nghién ciru truéc [19, 23, 24].

Bén canh do, két qua nghién ctu ciing ching minh chat lugng dich vu ¢ anh hudng tich cuc dén sy hai
long khéch hang, duoc thé hién qua hé sé tac dong = 0.369 va c6 y nghia théng ké (p = 0.000 < 0.05). Két
qua nay ciing phit hop véi cac nghién ciru trudc [29, 33]. Két qua cho thay chat lugng dich vu ¢6 anh huong
tich cyc dén long trung thanh khach hang, duoc thé hién qua hé sb tac dong p= 0.315 va c6 ¥ nghia théng
ké (p=0.000 < 0.05). Két qua nay ciing pht hop véi cac nghién ciru trudc [7, 34].

Ngoai ra, két qua nghién ciru ciing cho thay bau khong khi cira hang ¢ anh huong tich cuc dén sy hai long
khach hang, duoc thé hién qua hé sé tac dong B= 0.121 va ¢ y nghia thong ké (p=0.010 < 0.05). Két qua
nay ciing phit hop véi cac nghién ctru trude [10, 12]. Két qua ciing cho thay bau khong khi ctra hang ¢6 anh
huong tich cuc dén long trung thanh khéach hang, dugc thé hién qua hé sb tac dong = 0.136 va c6 ¥ nghia
thdng ké (p=0.006 < 0.05). Két qua nay ciing di dwoc ching minh boi cac nghién ctu trude [12, 43].
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Hon nita, két qua nghién ctru ciing cho thiy sy hai long khach hang 6 anh hudng tich cyc dén long trung
thanh khach hang, duoc thé hién qua hé so6 tac dong B= 0.286 va c6 y nghia thong ké (p=0.000 < 0.05). Két
gua nghién ciru cling dugc xac nhan bai cac nghién ciru truéce [14, 53].

5.2. Ham y quan tri

Phu hop véi céc nghién ciru trudc, nghién ctru nay da ciing c¢b anh hudng cia gia tri cam nhan, chit lugng
dich vu va bau khong khi cira hang dén sy hai 1ong khach hang va long trung thanh khach hang ddi véi
chudi ctra hang tién loi. Do 6, cac nha quan ly cira hang nén ting cudng, duy tri va phét trién nhan thic
cuia khach hang vé gia tri cam nhan, chit lwong dich vu va bau khi cira hang nham ting sy hai long khéch
hang va Iong trung thanh khach hang.

Két qua nghién cau cho thay gia tri cam nhan Ia tién dé quan trong ddi véi sy hai 1ong khach hang va long
trung thanh khach hang. Diéu ndy, gilp nha quan ly thiy duoc tim quan trong cua gia tri cam nhan ddi véi
su hai long khach hang va long trung thanh khach hang. Do d6, dé ting sy hai long khach hang va long
trung thanh khach hang, cac nha quan Iy cua hang nén c6 nhitng chinh sach gia hop ly va gia ca tai cta
hang cd kha néng canh tranh véi cac cura hang khac. Ngoai ra, cac nha quan 1y nén co chién lugc nham
cung Cap san pham tai cira hang dang gia tri ddng tién theo quan diém cua khach hang va niém yét gia rd
rang dé khach d& dang biét rd gia ca.

Két qua nghién ciru chitng minh chat lwong dich vu la tién dé quan trong ddi véi sy hai long khach hang va
Iong trung thanh khach hang. Vi vay, dé nang cao sy hai long khach hang va long trung thanh khéch hang,
cac nha quan ly trong qué trinh xay dwng va thuc hién cac hoat déng kinh doanh cho ctra hang nén cha y
cac thanh phan quan trong caa chat lugng dich vu. Chang han, co s& vat chat, thuc hién dung cam két véi
khach hang, twong tac tich cyc giita nhan vién va khéch hang, quan tdm giai quyét nhirng thic mic cua
khéch hang va nén c6 chinh sach gio ma cira tién lgi cho khéch hang.

Két qua nghién ctiru xac minh bau khéng khi cira hang 1a tién té quan trong cho sy hai 10ng khach hang va
long trung thanh khach hang. Do dé, dé tang sy hai 1ong khach hang va long trung thanh khach hang, céc
nha quan ly ctra hang nén co ké hoach va thuc hién tét viéc thiét ké bén ngoai cira hang nham thu hat khach
hang ciing nhu viéc thiét ké bén trong cira hang tao cam giac thodi mai va thu gién cho khach hang khi mua
sam. Ngoai ra, viéc bé tri cira hang nén giup khach hang dé dang tim thay nhitng gi ma khach hang muén
tim kiém ciing nhu viéc trung bay san pham tai cira hang gidp khach hang biét rd théng tin san pham.

Két qua nghién ctru ciing cho thiy su hai long khach hang la yéu t6 quan trong anh hudng dén long
trung thanh khach hang. Do do, cac nha quan ly cira hang nén nd luc xay dung va thuc hién nhiing chuong
trinh hoat dong nham tang sy hai long khach hang thong qua viéc trai nghi¢m khach hang tir viéc mua sam,
gia tri cam nhan, san pham va dich vu tai cira hang. Va tir d6 thic day long trung thanh khach hang.

6. HAN CHE VA HUONG NGHIEN CUU TIEP THEO

Nghién ciru ndy ¢6 mot sé han ché. Thir nhét, nghién ctiru nay chi thuc hién khao sat tai 1 s cira hang tién
loi tai TP. H6 Chi Minh, chua mang tinh dai dién cho céc thanh phé khac tai Viét Nam. Thi hai, nghién
ctru ndy chi do luong anh huong caa gia tri cam nhan, chat lugng dich vu va bau khdng khi ctra hang dén
su hai 1ong khach hang va long trung thanh khach hang d6i vai chudi cira hang tién loi tai TP. H5 Chi Minh.
Do d6, cac nghién ciru tiép theo nén xem xét thém céc yéu té khac nhu hinh anh cira hang ...

LO1 CAM ON
Nghién ctru nay dugc Trudong Pai hoc Cong Nghiép TP. Ho Chi Minh céap kinh phi thyc hién.
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