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Trong cac nganh dich vu, hanh vi cong dan cua khach hang
gop phan tich cuc cho hoat dong kinh doanh cua doanh nghiép.
Tuy nhién, nghién ctru vé chi dé nay con kha méi mé & Viét
Nam. Nghién ctru nay duoc thyc hién véi muc dich chinh 1a xac
dinh mirc d6 tdc dong cua chét luong mbi quan h¢ gitta khach
hang va doanh nghiép dén hanh vi cong dan ctia khach hang trong
nganh dich vu ban 1¢ hang héa tiéu ding. Sir dung cach tiép can
dinh Iugng va phan tich dit li¢u khao sat dugc thu thap tr 277
khach hang, theo md hinh ciu trac tuyén tinh (SEM). Két qua
nghién ctru nay chi ra rang chat lugng méi quan hé co tic dong ca
tryc tiép va gian tiép (thdng qua 1ong trung thanh ciia khach hang)
dén hanh vi cong dan cia khach hang. Mit khac, két qua ciing
cho thdy cac tién t6 ciia chat lugng mdi quan hé trong nganh ban
1é hang tiéu dung 13 hiéu qua truyén thong, vi tri thudn tién cta
ctra hang, hi¢u qua chwong trinh khach hang than thiét. Do do,
doanh nghiép c6 thé tic dong dé thuc day hanh vi cong dan cia
khach hang thong qua viéc lam gia ting chit lugng mbi quan hé
gitta khach hang va doanh nghiép. Mot sé ham ¥ quén tri ciling
dugc thao luan trong bai bao.

ABSTRACT

In service industries, customer citizenship behavior has a
beneficial impact on the overall service business. However,
research on this topic is still relatively new in Vietnam. The main
purpose of this study is to investigate the impact of customer-firm
relationship quality on customer citizenship behavior in the context
of consumer goods retail services. Using a quantitative approach
and analyzing survey data collected from 277 consumers with
Structural Equation Modeling (SEM). The results of this empirical
study indicate that relationship quality directly and indirectly (via
customer loyalty) impacts customer citizenship behavior. On the
other hand, the results also reveal that the antecedents of
relationship quality in consumer goods retail services are
communication effectiveness, location access convenience, and
customer loyalty programs. Therefore, firms can promote customer
citizenship behavior by enhancing the quality of relationships.
Some managerial implications are also discussed.
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1. Giéi thi¢u

Thoéa méin nhu ciu va tao gia tri cho Khéach Hang (KH) 1a két qua cia cac hanh vi cong
tac gitra KH, doanh nghiép (va cac bén cé lién quan) (Vargo, Koskela-Huotari, & Vink, 2020).
Do vay, bén canh cac hanh vi cong tac tao gia tri mang tinh bét budc (in-role) ctia KH (vi du: tim
kiém thong tin, lwa chon san phidm phu hop) thi cac hanh vi khong mang tinh bat budc (extra-
role), tirc 13 hanh vi cong dan ciia KH dbi voi Doanh Nghiép (DN) can dugc quan tdm nghién
ctru (Mitrega, Klézl, & Spacil, 2022; Yi & Gong, 2013). Hanh vi cong dan ctia KH 1a c4c hanh vi
dugc KH thyc hién mot cach ty nguyén, khong bat budc ddi v6i viee mua va st dung hang hoa
hodc dich vy, nhung nhin chung gitp ich cho hoat dong kinh doanh ctia DN, hudng t&i tao gié tri
vuot trdi voi KH (Groth, 2005). Nhitng hanh vi ty nguyén nhu gitip do nhan vién hoac KH khac,
dong gop ¥ tudng cai thién chat luong san pham/qui trinh dich vu, giéi thiéu DN v&i nguoi khac,
.. gbp phan nang cao hiéu qua hoat dong kinh doanh va kha ning canh tranh ciia DN (Auh, Bell,
McLeod, & Shih, 2007; Yi & Gong, 2013).

Mic di tim quan trong cua hanh vi céng dan cia KH dugc dé cap trong nhiéu nghién
ctru trude day (Mitrega & ctg., 2022) Tuy nhién, chua c6 nhiéu nghién ctru thuc nghiém lién
quan dén hanh vi céng dan cua KH d6i véi DN trong nganh dich vu ban 1¢ hang tiéu dung (Gong
& Yi, 2019) dac biét 1a ¢ nhitng thi truong maéi ndi nhu Viét Nam. Tu do, cau hoéi dat ra 1a yéu
t6 chinh yéu nao thuc diy KH thé hién hanh vi cong dan véi DN trong nganh dich vy nay? Tra
101 dugc cau hoi nay thi cac DN ban 1¢ hang tiéu ding c6 thém co s¢ dé dua ra giai phap nham
gia tdng dong gép ctia KH vao hoat dong kinh doanh, tao gia tri vuot trdi voi KH.

Tuy nhién, v61 dac thu ctia nganh ban 1¢ hang tiéu dung 1a phu thudc nhiéu vao viéc mua
lap lai va rao can chuyén dbi ngudi ban cua KH thip (Vesel & Zabkar, 2010), nén DN bén 1¢
truée hét can quan tim dén cac mdi quan hé véi KH (Fernandes & Pinto, 2019; Palmatier, Dant,
Grewal, & Evans, 2006). Hon nira, bdi canh thi truong ban 1¢ hang tiéu dung ¢ Viét Nam hién
nay 1a manh dat mau mé vi c6 dan s dong, co ciu dén sb tré, tiéu dung gia dinh chiém ti 1¢ 16n
(Kantarworldpanel, 2023). Cac DN ban 1¢ hang tiéu dung khong ngimg dau tu, mé rong thém sd
lugng céc ctra hang ban 1€ (dudi dang siéu thi, dai si€u thi, si€u thi mini/ctra hang tién lgi1) hudng
dén phuc vu thi truong day tiém nang nay (Lan Ha, 2022). Véi hé thong cira hang ban 1¢ dugc
phan bé rong khap, da giup cho cac DN dé dang tiép can hon véi KH. Mic du vay, kha ning tiép
can nay khong dam bao thanh cong trong viéc thu hit va giit chan KH, ma DN con can phai
quan tam dén mdi quan hé véi KH (Kantarworldpanel, 2023).

Vé6i ddc thu va bdi canh nhu vay, cac DN mudn gitr chan KH hién tai va thu hat KH méi
thi can nhan thirc dﬁy du vé viéc tao gia tri voi KH trude hét phai dugc dinh hudng b::ing viéc
phat trién Mdi Quan Hé (MQH) bén chit véi KH (Nadeem, Juntunen, Shirazi, & Hajli, 2020;
Vargo, 2009). Nghia 13, chit luong MQH voi KH nén dugce xem 13 mot wu tién chién luoc cia
c4c DN (Athanasopoulou, 2009; Claycomb & Martin, 2001). Chat lvong MQH c6 thé 1a mot
trong nhitng yéu t6 quan trong gop phan giit chan KH, giam sy chuyén doi sang DN khac, thu
nhan dugc sy dong goép hiru ich cia KH cho hoat dong cua DN (Meyer-Waarden & Sabadie,
2023; Ndubisi, Khoo-Lattimore, Yang, & Capel, 2011). N6i cach khac, chat lwong MQH c6 thé
dan dén su ung ho va thuc hién cac hanh vi cong dan cia KH ddi véi DN.

Mic du vay, tic dong ciia chat lwong MQH dén hanh vi cong dan ctiia KH dbi véi DN
chua duoc kham phé day du. Luoc khao nghién ctru trude day cho thdy co rat it nghién ctru vé
chu dé nay. Trong sb it cac nghién ctru d6 thi hau hét thudc linh vuc tai chinh, ngin hang, du
lich. Vi viy, can c6 thém cac nghién ctru vé chu dé nay dbi voi cac DN trong cac nganh dich vu
khac, & nhitng thi trudng khac nhau, nham cung cdp thém sy hiéu biét day du va toan dién hon
(Fernandes & Pinto, 2019; Gong & Yi, 2019; Shafiee, Tabaeeian, & Khoshfetrat, 2020).
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Trén co s& cac phan tich trén, nghi€én ctru nay dugc hinh thanh véi hai muc ti€u chinh.
Thir nhét 13, xac dinh muc do tac dong truc tiép va gian tiép (théng qua long trung thanh KH)
cia chét luong MQH dén hanh vi cong dan ciaa KH. Thu hai, x4c dinh mac do anh huong cua
mot b tién td nhu hiéu qua truyén thong, vi tri thuan tién cta ctra hang, hiéu qua chuong trinh
KH than thiét dén chat lvong MQH cia KH va DN. Béi canh thyc nghiém 1a KH di mua hang &
cac ctra hang thudc hé théng kénh ban 1¢ hang ti€éu dung hi¢n dai (si€u thi, ctra hang ti¢n 19¢1) tai
Thanh phd H Chi Minh. Két qua nghién ctru ndy, vé mit 1y thuyét, cung cép thém sy hiéu biét
day du vé tac dong cta chat lwong MQH dén hanh vi céng dan ciia KH, va cac yéu té anh huong
dén chit lugng MQH giita KH va DN. Vé thuc tién, két qua nghién ctru con 1a co s& dé cac nha
quan ly cac DN dua ra cac chinh sach phu hop nham dat duoc loi thé canh tranh, nang cao hi¢u
qué hoat dong kinh doanh théng qua viéc thuc ddy KH thyc hién hanh vi cong dan, ciing nhu gia
tang chat luong MQH gitra KH va DN.

2. Co s& 1y thuyét, cac gia thuyét va mé hinh nghién ciru
2.1. Ly thuyét nén va cdc khdi ni¢gm chinh
2.1.1. Ly thuyét trao déi xa héi

Ly thuyét trao d6i xa hoi (Social Exchange Theory, SET) (Blau, 1964; Homans, 1958) la
co s& phu hop dé giai thich hanh vi ciia KH, vi ban chat cta trao ddi gitta KH voi DN 1a trao d6i
xa hoi (Cropanzano & Mitchell, 2005). Luan diém chinh cta SET 1a cac hanh vi twong hd, c6
qua c6 lai giira cac bén tham gia trong trao doi x4 hoi (Cropanzano & Mitchell, 2005). N6i céch
khac, cac bén tham gia va duy tri mdi quan hé trao doi xa hoi voi ky vong rang 1am nhu vay sé
mang lai 1gi ich 1an nhau (Lambe, Wittmann, & Spekman, 2001). Nghia la, SET chi ra rﬁng KH
c6 MQH tbt voi DN (tirc 1a trao d6i xa hoi tt) c6 kha nang dap lai véi nhitng phan ting hanh vi
tich cuc, hiru ich cho DN (Cropanzano & Mitchell, 2005). Do d6, SET thuong dugc sir dung la
ly thuyét nén trong cac nghién ctru lién quan dén chat lwgng MQH va hanh vi cong dan cia KH
(Cropanzano & Mitchell, 2005; Lambe & ctg., 2001).

2.1.2. Ly thuyét trong dich vu va Hanh vi céng dén ciia KH

Gan day, voi sy gioi thiéu cua Iy thuyét trong dich vu (Service-Dominant Logic, SDL)
(Vargo & Lusch, 2004; Vargo & ctg., 2020) thi hanh vi cong dan caa KH 13 chu dé thu hat nhidu
su quan tam (Furrer, Kerguignas, Delcourt, & Gremler, 2020). Ly thuyét SDL nhdn manh vai tro
cta KH nhu la tac nhan cdng tac tao gia tri voi DN (Vargo & ctg., 2020). Hanh vi cbéng dan la
mot dang thire thé hién vai tro nay cia KH (Furrer & ctg., 2020; Yi & Gong, 2013).

Hanh vi cong dan cua KH dé cap dén cac hanh vi dugc KH thuc hién mot cach tu
nguyén, khong bat budc ddi véi qua trinh cung cip dich vu cia DN nhung nhin chung hitu ich
cho DN (Groth, 2005; Mitrega & ctg., 2022). Nhitng hanh vi nay hao tén thém ngudn luc vé thoi
gian va cong stc ciia KH, vuot khoi pham vi vai tro (in-role) dugc yéu cau phai thyc hién cta
ho, nhung hitu ich cho hoat dong kinh doanh ctua DN (Gong & Yi, 2019). Vi bdi canh nghién
ctru ndy, hanh vi cong dan duoc thé hién thong qua viéc KH ty nguyén cung cip thong tin vé cac
van dé lién quan dén san phém, qui trinh dich vy, dua ra céac dé xuit mang tinh xay dung, cam
thong vdi su chua hoan hao trong hoat dong kinh doanh cia DN, ... (Gong & Yi, 2019; Groth,
2005; Yi, Gong, & Lee, 2013). Vi vay, KH con duoc xem 1a nhan vién ban thoi gian, gop phan
tich cuc vao thanh qua kinh doanh ctia DN (Auh & ctg., 2007).

2.1.3. Chat lwong MOH giita KH va DN

Chat lwong MQH gitra KH va DN cho thiy mirc ¢ phu hgp cia MQH vai DN trong viée
dap ung nhu cu ciia KH (Hennig-Thurau & Klee, 1997). Nghia 13, chat lvong MQH phén 4nh
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danh gia tong thé cia KH vé MQH trao d6i véi DN (Athanasopoulou, 2009). Hai khia canh
chinh cua chit lwrong MQH trong bdi canh dich vu ban 1é 1a sy tin tudng (trust) va sy hai long
(satisfaction) (Crosby, Evans, & Cowles, 1990; Fernandes & Pinto, 2019; Meyer-Waarden &
Sabadie, 2023; Vesel & Zabkar, 2010). Sy tin tudong dé cap dén thai d6 cia KH ddi voi DN, thé
hién su sin long cia KH dua vao DN d giam rui ro trong viéc mua hang (Morgan & Hunt,
1994). Bé ¢6 duge sy tin twong cua KH, DN can dam bao cung cap san pham tot nhu nhau trong
mdi 1an giao dich va dung véi nhu cau caa KH. Sy hai 1ong dé cap dén muc d6 KH cam thiy
thoa man vé MQH mua ban véi DN. Pay 1a trang thai cam xtc xuat phat tir viéc DN cung cip
san pham dap tmg hodc vuot hon mong doi ciia KH (Vesel & Zabkar, 2010).

2.1.4. Long trung thanh cua KH

Theo Oliver (1999), 1ong trung thanh 1a sy cam két cia KH v&i viéc mua hang héa tir DN
(Chen, Mandler, & Meyer-Waarden, 2021). Long trung thanh thé hién qua thai d6 va hanh vi,
din dén kha nang c6 1gi cho DN (vi du nhu 1dp lai viéc mua san phém, tdng mirc mua hang)
(Fourie, Goldman, & McCall, 2023). Chi phi chuyén d6i sang mua hang & DN khac ctia KH thap
nén 10ng trung thanh cua KH 1a muc tiéu quan trong ctia hau hét cac DN ban 1¢ (Kandampully,
Zhang, & Bilgihan, 2015).

2.2. Cdc gid thuyét dé xudt va mé hinh nghién ciru
2.2.1. Chat lwong MOH va Hanh vi céng dan ciia KH

Theo 1y thuyét trao d6i xa hoi (Blau, 1964), ban chat quan hé mua ban cia KH va DN la
trao ddi xa hoi, mot khi trai nghiém tich cuc vé MQH trao ddi voi DN thi KH ¢6 xu hudéng phan
mg dap lai nhing loi ich va mong mudn tir MQH trao d6i d6 (Meyer-Waarden & Sabadie,
2023). Mot trong nhitng cach dap Gng lai d6 1a KH thuc hién cac hanh vi vugt ra ngoai pham vi
nghia vu ctia ho (vi du nhu giup d& KH khéc, cung cap cac gop ¥ phan hoi vé hoat dong kinh
doanh, gidi thiéu DN véi nguoi khac) (Gong & Yi, 2019; Yi, & ctg., 2013). Nghia 13, chit luong
MQH t6t s& thuc day KH thé hién hanh vi cong dan v6i DN. Do d6, gia thuyét duoc dit ra 1a:

H1(+): Chat lwong MOH ciia KH va DN tac déng tich ciee dén hanh vi cong dan cia KH
trong nganh dich vu ban lé hang tiéu dung

2.2.2. Chdt lwong MOH va Long trung thanh ciia KH

Su hai long 1a yéu td quan trong giai thich hanh vi ciia KH véi DN, giam thiéu su 1oi bo
DN, tang kha ning g1u: chan KH (Ohver 1999) Noi cach khac, mdt khi c6 su hai long véi DN
thi s& gia ting cam két ctia KH vé viéc tiép tuc mua hang hoa trong tuong lai (Fourle & ctg.,
2023). Bén canh d6, cam xuc tich cuc tir sy hai 1ong v6i viéc mua hang ciing gbp phan déng ké
nang cao chat luong MQH (Athanasopoulou, 2009). Vi vay, chat lwong MQH cang tét duogc ky
vong s& dan dén KH trung thanh hon véi DN. Do d6, gia thuyét dua ra la:

H2(+): Chat lwong MOH ciia KH va DN tdc ddng tich cuc dén long trung thanh cia KH
trong nganh dich vu ban lé hang tiéu dung

2.2.3. Long trung thanh va Hanh vi cong dan cua KH

KH trung thanh thé hién cam két véi DN vé viéc tiép tuc ung hd va mua hang trong
tuong lai (Kandampully & ctg., 2015) Theo 1y thuyét cam két (commltment theory) (Meyer &
Allen, 1997), khi c¢6 xu hudng tiép tuc dbi voi viéc mua san pham, KH c6 nhiéu dong lyc dé thuc
hién cac hanh vi tich cuc, hitu ich véi DN nham cing ¢ MQH trao d6i. Do d6, 1ong trung thanh
v6i DN c¢6 thé thic day KH thuc hién cac hanh vi tich cuc (vi du nhu gop ¥ phan héi mang tinh
xdy dung cho DN). Nghia 13, long trung thanh s& dan dén viéc thuc hién cac hanh vi cong dan
cuia KH. Do d6, gia thuyét duoc dua ra la:



62 Nguyén Van Tudn. HCMCOU)JS-Kinh t€ va Qudén tri Kinh doanh, 19(10), 58-71

H3(+): Long trung thanh cé tac dong tich cue dén hanh vi cong dan ciia KH trong nganh
dich vu ban lé hang tiéu dung

2.2.4. Hiéu qud truyén théng va Chdt lwong MOH

DN truyén dat thong tin ¢6 y nghia va kip thoi dén KH duéi nhiéu hinh thirc khac nhau,
chinh thirc hodc phi chinh thirc (Morgan & Hunt, 1994; Sharma & Patterson, 1999). Théng tin
duogc truyén thong cé thé lién quan dén cac van dé vé hang hoa mot cach rat chi tiét, ké ca cac
huéng dan sir dung, chung loai, thuong hiéu, qui trinh dich vu, cac van dé giao/nhan hang hoa,
thanh toan, chiét khau, giam gia (Ndubisi & ctg., 2011). Truyén thong c6 hiéu qua cac thong tin
nay giup KH cé duoc cac thong tin cap nhat va hitu ich vé hang hoa va cac van dé lién quan, qua
d6 giam sy khong chic chin va mo hd trong viéc mua hang (Saglam, Cankaya, Golgeci, Sezen,
& Zaim, 2022; Sharma & Patterson, 1999). Nghia 13, truyén thong hiéu qua cé thé giup cho KH
cam thdy c6 it riii ro trong viéc mua hang (Palmatier & ctg., 2006). Do d6, gia ting sy tin tudng
ciia KH trong MQH trao d6i voi DN (Meng & Elliott, 2008), qua d6 gép phan nang cao chét
luong MQH. Do d6, gia thuyét dé nghi 1a:

H4(+): Hiéu qud truyén théng tic déng tich cwc dén chat heong MOH ciia KH va DN
trong nganh dich vu ban lé hang tiéu dung

2.2.5. Vi tri thudn tién va Chat lwrong MOH

Thuan tién trong trai nghiém dich vu lién quan dén thoi gian va nd luc phai bo ra cuia KH
dé thoa mén nhu cau (Berry, Seiders, & Grewal, 2002). Vi bdi canh ban 1¢ hang tiéu dung, vi tri
dia 1y thuan tién cta ctra hang 1a yéu t6 thuan tién dich vu quan trong (Seiders, Voss, Grewal, &
Godfrey, 2005). Ching han, vi tri thuan tién lién quan dén viéc di chuyén thun loi cia KH dén
ctra hang (Seiders & ctg., 2005). Cam nhén tich cuc ctia KH vé vi tri thuan tién cta ctra hang 1am
gia ting hai long ciia KH (Seiders & ctg., 2005). Qua d6, gop phan cai thien MQH véi DN
(Crosby & ctg., 1990; Hossain, Sambasivan, Abuelhassan, & Khalifa, 2023). Do d6, gia thuyét
dat ra la:

H5(+): Vi tri thudn tién cua cwa hang tac dong tich cuc dén chat lwong MQH cua KH va
DN trong nganh dich vu ban lé hang tiéu dung

2.2.6. Hiéu qua chwong trinh KH than thiét va Chat lwong MOH

Chuong trinh KH than thiét 1a cong cu tiép thi quan trong dugc cac DN sir dung
(Breugelmans & ctg., 2015). Muc dich chinh cta cic chuong trinh nay la dé thuéng cho KH,
thac ddy mua lip lai va duy tri MQH véi KH (Stathopoulou & Balabanis, 2016). Phan thudng
cua chuong trinh KH than thiét co thé mang lai céc loi ich ngén han hoac dai han cho KH tuy
theo tan suét, sb luong hodc gia tri hang héa da mua (Chen & ctg., 2021). Cac l¢i ich cho KH tur
chuong trinh ¢6 thé dudi dang cac khoan tién tiét kiém duoc khi mua hang héa (nhu chiét khau,
tich diém, phiéu wu di), dudi dang giai tri (nhu tham gia sy kién, trai nghiém thir san pham
moai), hoac 1¢i ich xa hdi (nhu dugc uu tién, sy cong nhan) (Breugelmans & ctg., 2015). Theo ly
thuyét cong bang (equity theory) (Adams, 1965) KH s& cam thdy DN ddi xir khong cong bang
khi ho mua hang thuong xuyén, mua voi ) lugng 16n, hodc cé gia tri mua hang tich Iy cao so
v6i KH khéc, nhung lai khong dugc ghi nhan va tudng thuong xing dang, tir d6 c6 thé dan dén
mirc d6 hai 1ong thap véi MQH trao d6i (Chen & ctg., 2021). Nghia 13, chwong trinh KH than
thiét duoc thuc hién hiéu qua cé thé cai thién sy hai long cuia KH vé1i MQH trao doi
(Evanschitzky, & ctg., 2012), qua d6 cing cb va cai thién MQH giita KH va DN. Do d¢, gia
thuyét duoc dé xuat 1a:
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H6(+): Hiéu qud chwong trinh KH than thiét te dong tich ciee dén chat lirong MOH ciia
KH va DN trong nganh dich vu ban lé hang tiéu ding

2.2.7. Hiéu qud chwong trinh KH thén thiét va Long trung thanh cia KH

Gi4 tri cam nhan cua KH vé chuong trinh KH than thiét dé cap dén danh gi4 tong thé cua
KH vé loi ich nhin dwogc so v6i chi phi bé ra (Zeithaml, 1988). Khi can nhéc loi ich so véi chi
phi phai bo ra cho chuong trinh KH than thiét, KH xem xét dong thoi cac loai phan thuong khac
nhau so v6i nd lyc (vi du: thoi gian tich diém, gia tri tich lily) ma ho phai thuc hién dé dap ung
cac yéu cau cta chuong trinh (Vesel & Zabkar, 2010). KH c6 dong luc cang cao dé theo dudi
muc tiéu phan thuéng khi gia tri cam nhan cang cao (Stathopoulou & Balabanis, 2016). N6i cach
khac, KH s€ thuc hién hanh vi nhu mua hang 1ap lai, thu thap diém, ... khi ho ¢6 gia tri cam nhan
cao vé chuong trinh KH than thiét (Evanschitzky & ctg., 2012). Nghia 13, cac chuong trinh KH
than thiét duoc thiét ké tot va trién khai hidu qua sé giup KH dé dang tinh toan gia tri loi ich
nhan duogc t6i wu so v4i nd luc phai bo ra téi thicu, qua d6 ting gia tri cam nhan cua KH. Tur o,
dan dén long trung thanh ciia KH. Do d6, gia thuyét dugc dua ra 1a:

H7(+): Hiéu qua chwong trinh KH thén thiét tac dong tich cuc dén long trung thanh ciia
KH trong nganh dich vu ban lé hang tiéu dung

Tir co so 1y thuyét va cac gia thuyét da néu & trén, mo hinh nghién ctru dugc trinh bay
nhu 6 Hinh 1.

Hanh vi cdng dan

H|éu quﬁ khéCh héng
truyén théng
H4(+) H1(+) 1
H5(+) Chit hrgng H3(+)
méi quan hé
Hol H2(+)

Hiéu qua chwong
trinh khach hang
than thiét

H7(+)

Long trung thanh

Hinh 1. M6 hinh nghién ctru
3. Phwong phap nghién ciru

Nghién ciru nay sir dung cach tiép can dinh luong (Creswell & Creswell, 2014). M6 hinh
nghién ctru va cac gia thuyét dugc kiém dinh bang phuong phap phan tich dinh luong. Mau duoc
thu thap bang bang cau hoi c¢6 cdu trac dung thang do likert 5 diém, theo phwong phap phi xac
suét thuan tién. Doi tuong khao sat 1a nguoil Viét Nam, co tan suit di mua sim & cac siéu thi
hodc ctra hang tién lgi trén 01 l?ln/théng. Céc dap vién duoc tiép can va phong van truc tiép tai
cac siéu thi va cira hang tién loi & Thanh phd H6 Chi Minh trong thang 06 nam 2023.

Cac thang do duoc ké thira tir cac nghién clru trude, c6 hiéu chinh (thong qua budc
nghién ctru dinh tinh so bd) cho phu hop voi bdi canh nghién ciru (xem Bang 2). Cu thé, thang
do vi tri thuan tién (04 bién) dwoc ké thira tir Seiders va cong sy (2005). Thang do hiéu qua
truyén thong (04 bién) duoc ké thira tir Ndubisi va cong sy (2011). Thang do hiéu qua chuong
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trinh KH than thiét (03 bién) duoc ké thira tir Vesel va Zabkar (2010). Thang do chat luong
MQH (06 bién) dugc ké thira tir Fernandes va Pinto (2019). Thang do hanh vi cong dan KH (03
bién) duoc ké thira tir Yi va cong su (2013). Thang do 10ng trung thanh (05 bién) duoc ké thira tir
Rabbanee, Ramaseshan, Wu, va Vinden (2012). Phuong phap phan tich nhan t6 kham pha (EFA)
va khiang dinh (CFA) va mé hinh cu trac tuyén tinh SEM duoc sir dung dé phan tich di liéu.

4. Két qua va thao ludn
4.1. Két qua
4.1.1. M6 td mau khdo sdt

Mau thu dugc bao gom 277 KH mua hang & céc siéu thi/cira hang tién loi & Thanh phd
Ho6 Chi Minh. Trong d6, KH mua hang & cac siéu thi/dai siéu thi (chiém 66. 1%), ctra hang tién
loi (chiém 33. 9%) bac trung cua cac KH trong mau theo giGi tinh, nhom tudi, tin suat mua hang
dugc mo ta chi tiét trong Bang 1. Céc thong s thong ké trong Bang 1 cho thdy su da dang cua
mau, phi hop cho kiém dinh théng ké cac mébi quan hé trong nghién ctru nhan qua nay (Calder,
Phillips, & Tybout, 1981).

Bang 1
Dic trung cia mau nghién ciru
Pic diém Tan suat | % Pic diém Tansuat | %
Tan sudt mua hang Nhém tudi
2 lan/thang 17 6.1 |18-25 26 9.4
3 lan/thang 33] 119| |26-35 116| 419
4 1an/thang 204| 73.6| [36-45 98| 354
Trén 4 lan/thang 23 8.3| |Trén45 37| 134
Kénh mua hang thuong xuyén Gioi tinh
Siéu thi/dai siéu thi 183| 66.1 Nam 78| 282
Ctra hang tién lgi 94| 339 N 199 718

Ngudn: Két qua phan tich dir lidu cta tac gia
4.1.2. Danh gia do gia tri va do tin cdy cua cac thang do

Trude tién, thang do cho sau (06) khai niém nghién ctru duoc phan tich nhan t6 kham pha
(EFA) dé danh gia so bo tinh don huéng (Hair, Black, Babin, & Anderson, 2010). Két qua EFA
cho thdy tit ca cac thang do déu dam bao tinh don hudng. Tiép theo, phuong phap phan tich
khang dinh (CFA) duoc thyc hién dé danh gid mé hinh do ludng (Arbuckle & Wothke, 1999).
Mo hinh thang do dugc gan loc béng cach loai 05 bién do co tuong quan cao gitta cac sai s6. Két
quéa sau CFA con lai 20 bién quan sat do luong 06 khai niém nghién ctru ¢ cac chi sd phu hop
mo hinh tét. M6 hinh do ludng sau kiém dinh dat cac chi s6 phu hop nhu sau: Chi-square/df =
1.523; TLI = 0.944; CFI = 0.972; RMSEA = 0.044 (Hair & ctg., 2010). Nhu vay, mo6 hinh do
ludong pht hop véi dit liéu thuc té. Bang 2 trinh bay hé so tai nhan td, do tin ciy tong hop (CR)
va tong phuong sai trich (AVE) cta cac thang do. Cac hé s tai nhan t6 dao dong tir 0.655 dén
0.918. Phuong sai (AVE) cua cac thang do dao dong tir 0.507 dén 0.744. D¢ tin cdy tong hop
(CR) ctia 06 thang do dao dong tir 0.755 dén 0.897. Binh phuong ciia cac hé sé twong quan giita
cac khai niém dao dong tir 0.046 dén 0.454, nho hon cac AVE tuong tng (Fornell & Larcker,
1981). Do d6, cac thang do dat yéu cau vé do tin cdy, do gia tri hoi tu va gia tri phan biét.
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4.1.3. Kiém dinh phwong sai chung (Commond Method Variance, CMV)

Theo Podsakoff, MacKenzie, Jeong-Yeon, va Podsakoff (2003), phuong phap Single-
Factor va Post-hoc Marker Variable dugc trién khai dé kiém dinh phuong sai chung. Két qua
Single-Factor CFA cho thiy cac chi sé phu hop ciia mé hinh déu khong dat yéu cau v6i Chi-
square/df = 6.514; TLI = 0.623; CFl = 0.671; RMSEA = 0.141. Kiém dinh theo phuwong phap Post-
hoc Marker cho thiy nhiéu cip bién quan sat khong c6 trong quan voi nhau (r = 0.065; p = 0.280;
r=0.050; p = 0.405). Do d6, hién twong CMV khong dang ké véi bo dit liéu ctia nghién ctru.

Bang 2
Két qua CFA céc thang do

He so tai

Khai niém va ni dung bién quan sat Z v,
chuan héoa

Vi tri thuan tién (CR = 0.755; AVE = 0.507)

T6i ¢ thé di dén X nhanh chong 0.70
Khi mua hang ¢ X, t6i khong phai lo lang vé chd dé xe 0.70
X ¢6 vi tri rat thuan tién 0.74
X md cura vao gio thuén tién Loai CFA

Hi¢u qua truyén thong (CR = 0.799; AVE = 0.570)

X cung cip thong tin hang hoa kip thoi 0.77
Théng tin vé hang hoa dugc X cung cép rat day du 0.74
Nhitng thong tin X dua ra 13 ¢ thé tin tudng dugc 0.75
Tét ca nhitng gi X da thong tin dén t6i 1a chinh xac Loai CFA
Hiéu qua chwong trinh KH than thiét (CR = 0.779; AVE = 0.541)

Chinh sach KH than thiét cia X minh bach va dé hiéu 0.77
C6 nhiéu cach dé tich lily gi4 tri cia giao dich mua hang vao thé thanh vién 0.77
C6 thé doi diém thudong da tich lity dé mua hang tai moi ctra hang cua X 0.65

Chét lwgng MQH (CR = 0.871 AVE = 0.574)

Tbi tin tudng chat lugng hang ban ¢ X 0.72
T6i nghi mua hang ¢ X 1a mot lya chon dung dan 0.78
X 1a noi ban hang c6 uy tin Loai CFA
Nhin chung, t61 hai long véi viéc mua hang 6 X 0.74
Khi mua hang ¢ X, t61 c6 dugc chinh xac thr minh can 0.75
Tbi thdy moi thtr & X déu rat tot 0.79

Hanh vi cong dan KH (CR = 0.839; AVE = 0.637)

Khi c6 ¥ tudng cai thién dich vu t6i dé xuét v6i nhan vién cua X 0.71

T6i s& ngay lap tirc n6i voi nhan vién ciia X khi c6 bat ky van dé gi vé X 0.82
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Khai niém va ndi dung bién quan sat He :6 tﬁ,i
chuan héa
T6i thuong néi véi nguoi khac nhimg diéu tich cyc khi mua hang & X 0.85
Long trung thanh (CR =0.897; AVE = 0.744) 0.74
T6i n6i v6i moi ngudi 1a X rét t6t Loai CFA
To61 la khach hang quen thudc ctia X 0.92
T61 khuyén moi ngudi nén mua hang & X Loai CFA
To61 s€ quay lai mua hang ¢ X 0.88
T6i khuyén khich ban bé va nguoi than chon X dé mua hang 0.79

Ngudn: Két qua phan tich dit lidu cta tac gia
4.1.4. Kiém dinh cdc gid thuyét véi mé hinh cdu triic SEM

Céc gia thuyét nghién ctru dugc kiém dinh bang cach uéc luong mé hinh cau trac SEM
v6i phuong phap maximum likelihook. Két qua udc luong cho thdy mirc d6 phu hop tot cia mo
hinh véi dit lidu thyc té, cdc chi sd dat nhu sau: Chi-square/df = 2.053; TLI = 0.928;
CFI =0.940; RMSEA = 0.062.

Két qua udce luong (Bang 3) cho théy cac gia thuyét H1, H2, H3, H4, H5, H6 déu duogc
ing ho. Theo d6, gia thuyét H1 thé hién quan hé gitra chat lwong MQH va hanh vi cong dan KH
dat B = 0.34 (p = 0.00 < 0.05); gia thuyét H2 thé hién quan hé giita chat luong MQH va long
trung thanh ¢6 p = 0.61 (p = 0.00); gia thuyét H3 thé hién quan hé giita long trung thanh va hanh
vi cong dan KH ¢o p = 0.26 (p = 0.00); gia thuyét H4 thé hién quan hé giita hiéu qua truyén
thong va chat lugng MQH ¢ B = 0.48 (p = 0.00); gia thuyét H5 thé hién quan hé giita vi tri
thudn tién va chét luong MQH ¢ p = 0.24 (p = 0.00); cudi cung, gia thuyét H6 v6i quan hé giita
hiéu qua chuong trinh KH than thiét va chat luong MQH dat gia tri p = 0.40 (p = 0.00). Gia
thuyét H7 (B = 0.07; p = 0.29) thé hién quan hé giita hiéu qua chuong trinh KH thén thiét va long
trung thanh ciia KH khong duoc ung hd. Tom lai, ¢6 6/7 gia thuyét dugc ing ho trong nghién
clru nay.

Bang 3
Két qua udc luong AMOS
Gia thuyét chll;lﬁgnsl(i()a V;;Je Két qua

H1 | Chat lwong MQH -> Hanh vi cong dan KH 0.34 0.00 |Unghd
H2 | Chat lwong MQH - Long trung thanh 0.61 0.00 |Unghd
H3 | Long trung thanh - Hanh vi cdng dan KH 0.26 0.00 |Unghd
H4 |Hiéu qua truyén thong > Chat luong MQH 0.48 0.00 |Unghd
H5 | Vi tri thuan tién = Chét lugng MQH 0.24 0.00 |Unghd
H6 |Hiéu qua chuong trinh KH than thiét & Chit luong MQH 0.40 0.00 |Ungho
H7 | Hiéu qua chuong trinh KH than thiét > Long trung thanh | 0.07 0.29 l';:‘;ﬂg

Ngudn: Két qua phén tich dir liéu cua tac gia
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4.1.5. Tdc dong truec tiép va gian tiép ciia chat heong MOH dén hanh vi cong dén

Dé hiéu r6 hon anh hudng ciia chat lwong MQH dén hanh vi cong dan cia KH, tac dong
truc tiép va gian tiép cua chét luong MQH thong qua 10ng trung thanh dugc ude lwong. Két qua
(Bang 4), cho thy chit luong MQH c6 toéng tac dong dén hanh vi cong dan 1a B = 0.503
(p = 0.001). Trong d6, tac dong gian tiép thong qua long trung thanh 1a p = 0.159 (p = 0.011) va
tac dong truc tiép 1a p = 0.343 (p = 0.001).

Bang 4
Tac dong truc tiép va gian tiép cua chat lwong MQH
Tac dong Truec tiép Gian tiép Téng
] Hg¢sd | p-value | HEso p- Hg¢sd | p-value
Moi quan hé chuan héa chuan héa | value | chuan héa

Chét lugng Hanh vi

MQH cong dan 0.343 0.001 0.159 0.011 0.503 0.001

Ngudn: Két qua phén tich dir liéu cua tac gia
4.2. Théo lugn két qua

KH Ia tac nhan cOng tac tao gia tri véi DN (Vargo & ctg., 2020), va dugc xem nhu 1a
nhan vién ban thoi gian cia DN (Bettencourt, 1997), do d6 hanh vi cong dan cua KH thu hut
nhiéu sy quan tam (Mitrega & ctg., 2022). Nghién ctru nay tim hiéu anh huéng cua chat luong
MQH ctia KH va DN dén hanh vi céng dan va long trung thanh ciia KH. Theo d6, mot mo hinh
cdu trac gdm céc tién t6 (nhu hiéu qua truyén thong, vi tri thuan tién, hiéu qua chuong trinh KH
than thiét), va hau té (nhu hanh vi céng dan va long trung thanh KH) cua chit lugng MQH da
dugc kiém dinh véi bdi canh dich vy ban 1é hang tiéu ding theo kénh hién dai ¢ Viét Nam. Két
qué cho thay, hanh vi cong dan cta KH chiu anh huong truc tiép va gian tiép (thong qua long
trung thanh) boi chat lwong MQH. Pay 1a mot dong gop thuc nghiém khong kém phan quan
trong lién quan dén tiép thi mbi quan hé va hanh vi cong dan cia KH (Hennig-Thurau, Gwinner,
& Gremler, 2002).

Két qua nghién ctru chi ra rang chat lwong MQH tac dong tich cuc dén ca hanh vi cong
dan va 1ong trung thanh cia KH. Nghia 13, cai thién chat luong MQH véi KH gitp DN cai thién
long trung thanh va thuc ddy hanh vi cong dan cia KH. Két qua nay cung cap thém thong tin
réng, nhiing KH ¢6 nhan thirc tich cyc vé MQH v6i DN sé thé hién cac hanh vi vuot ra khoi
pham vi nghia vu trong vai trd ctia ho nhu dua ra nhitng gép ¥ phan hoi mang tinh xay dung, noi
nhing diéu tich cuc vé DN véi nguoi khac, ing ho va mua hang lip lai (Blau, 1964; Gong & Vi,
2019). Qua do, két qua nay cung cip thém bing chimg thuc nghiém vé viéc DN ban 1é hang tiéu
ding can duy tri va gia ting chat lugng MQH véi KH. Mot khi nhan thtrc tich cuc vé chat lwong
MQH véi DN, KH s€ thyc hién cac hanh vi ty nguyén thé hién su quan tam nhiéu hon dén nhiing
véan dé dang tdn tai, tich cuc hd trg DN, thau hiéu nhitng kho khan trong hoat dong cua DN.

Bén canh d6, két qua nghién ciru con c6 dong gop thuc nghiém lién quan dén céc tién td
cua chét luong mbi quan hé nhu hiéu qua truyén thong, vi tri thudn tién cua cua hang, hiéu qua
chuong trinh KH than thiét trong nganh dich vu ban 1é hang tiéu dung (Athanasopoulou, 2009).
Piéu nay nhan manh tim quan trong cua viéc lya chon vi tri dia 1y, thiét 1ap va van hanh h¢
thong thong tin vé san pham dén KH, twong thuong va ghi nhan dong gop ciia KH trong viée
phat trién va nang cao MQH véi KH.
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Két qua nghién ctru ciing cho thdy chuwong trinh KH than thiét thuong dugc cac DN ban 1¢
trién khai khoéng c6 anh hudng truc tiép dén 1ong trung thanh ctia KH, nhung c6 anh hudng dén chat
lwong MQH, r6i thong qua d6 tac dong dén long trung thanh. Piéu nay cho thiy dé ting cudng su
gin két ciia KH trong cac loai hinh dich vu ¢6 rao can chuyén ddi ciia KH thip nhu nganh ban 1¢
hang tiéu dung (Lovelock & Gummesson, 2004), chat lugng MQH c6 vai trd quan trong.

5. Két luan va hamy

Quan tri MQH vé1 KH, tir d6 cong tac tao gia tri vuot troi va dap ang tdt nhu cau cua KH
c6 vai trd quyét dinh véi su thanh cong ctiia DN. Nghién ctru ndy da ddn dén mot sé dong gop co
¥ nghia lién quan dén chéat lwong MQH vé6i KH, hanh vi cong dan va long trung thanh cta KH.
Theo do, dé thuc déy hanh vi cong dan ctia KH, hitu ich cho hoat dong kinh doanh ctiia DN thi
nha quan 1y va cac DN nén quan tdm va dau tu vao chat lugng MQH véi KH. Noi cach khac,
nang cao chat lwong MQH véi KH 1a mot phuong thirc hiéu qua dé st dung toi wu ngudn luc
dugc dong gop tu nguyén ctia KH cho viéc cai thién chat lugng dich vy, cong tac tao gid trj véi
KH va sy thanh cong ciia DN.

Tir nhitng két qua cia nghién ctru ndy, mot sé ham y quan tri dugc rt ra cho nha quan 1y
cac DN ban ¢ tiéu dung theo kénh hién dai (si€u thi, cira hang tién lgi) nhu sau. DAu tién, nghién
ctru cho thdy chat luong MQH t6t véi KH gitp nang cao 10ng trung thanh, ciing nhu thic day
cac hanh vi cong dan cia KH hitu ich cho DN. Véi dac thu cua dich vy ban 1€ ti€éu dung la rao
can chuyén d6i ngudi ban cua KH thap, KH dé& dang chuyén sang mua hang & mot DN khac. Vi
vay, viéc thiét 1ap, duy tri va ning cao chat lwong MQH véi KH nén duoc xem nhu 1a van dé
mang tinh chién lugc dé ting rio can chuyén doi, nham giir chan KH, ting sy tng hd tich cuc
cia KH v6i hoat dong kinh doanh va céc véan dé vé hang hoéa va dich vu. Pé lam duoc diéu nay,
DN can phai d¢am bao KH hai long va tin tuéng véi viéc mua sim hang hoa tai hé thong cac cira
hang. Tiép dén, két qua nghién clru xac nhan vai trd quan trong cua cac yéu té nhu vi tri cira
hang thudn tién, hiéu qua truyén thong, hiéu qua chwong trinh KH than thiét dbi v6i chat luong
MQH. Do d6, nha quan ly can can nhic dén yéu t6 nhu: su thuan tién cho mua sim, giam cam
nhan riii ro vé hang héa khi KH mua tai cira hang, hé théng ghi nhan va thudng phu hop theo gia
tri hémg hoéa ma KH da mua. Chang han, Iya chon dia diém cfra hang c6 vi tri thuén tién cho viéc
di Chuyen cua KH, cung cap k1p thoi va chinh xéac thong tin vé hang hoa va qu1 trinh dich vu dén
KH. Pong thoi thiét ké va trién khai cac chuong trinh KH than thiét hop 1y dé tao thuan loi cho
viéc tham gia va ting cam nhan ctia KH vé sy tuong thuong cho dong gop ctia KH vao thanh qua
kinh doanh cua DN.

Mic du nghién ctru d3 tim thdy nhitng két qua tich cuc nhung van con mot s6 han ché.
Thi nhét, nghién ctru chi thuc hién khao sat voi ddi tuong la KH cua céc siéu thi/ctira hang ban 1¢
hién dai & Thanh phé Ho Chi Minh. KH cta mot s loai hinh ban 1& truyén théng (nhu chg, cua
hang tap héa) can dugc xem xét thém & cac nghién ctru tiép theo. Thir hai, cac nghién ciru tiép
theo c6 thé m¢ rong pham vi véi KH & bdi canh dich vu khac nhu tai chinh, bao hiém & Viét
Nam dé hoan thién cac hiéu biét vé cac mdi quan hé trong mé hinh nghién ctru va tng dung thuc
tidn ctia nd & cac qudc gia dang phat trién.
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