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TOM TAT

Nghién cieu tim hiéu vai tré khdc nhau cia gid tri cam nhdn va sy théa man doi
voi long trung thanh cua khach hang dva trén nhitng nhom san phcfm va dac tinh khach
hang khdc nhau. Két qua khao sat 373 nguoi tiéu dung tai Tp. Ho Chi Minh cho thdy gid
tri cam nhdn va sw théa man déu cé tac déng cing chzeu lén long trung thanh cua khdch
hang. Bén canh do, gid tri cam nhdn ciing chinh la yéu t6 tac déng 1én sw théa man cia
khéch hang. Nghién civu ciing chi ra, véi nhém thu nhdp thdp, long trung thanh dwoc
quyét dinh béi sw théa man. Trong khi d6, long trung thanh ciia nhém thu nhdp cao lai
dwoc quyét dinh boi gid tri cam nhdn. Déi voi do tuéi ciing nhu logi san pham khéng cho
thdy dwoe sie khdc biét nao dang ké. Thong qua do, y nghia vé mdc 1y thuyét ciing nhw
ham y vé mdt quan tri dwoc dua ra.

Tir khéa: gia tri, gia tri cam nhan, sy thoa man, l1ong trung thanh, truyén miéng,
mua lai, sdin pham thay the.

ABSTRACT

The study was conducted to investigate the different effects of customer perceived
value and satisfaction to customer loyalty based on different kinds of products and
demographics. With 373 of the sample in HCM city, this research indicates that customer
perceived value, customer satisfaction have positive impacts on customer loyalty. In
addition, customer perceived value also have positive impact on customer satisfaction.
The analysis concludes that, with low-income groups, customer loyalty is determined
by customer satisfaction. Meanwhile, the loyalty of high-income group is determined by
perceived value. Others factors as age groups and kinds of product groups do not alter
any different relationships. Based on these findings, theoretical as well as managerial
implications have been discussed.

Keywords: perceived value, customer satisfaction, customer loyalty, word of
mouth, repurchase.
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1. GIOI THIEU

Thé ky 21 dang chimg kién sy phat
trién vuot bac cling nhu su canh tranh gay
git clia tat ca cac cong ty, cic nganh nghé
v linh vyc khéac nhau & TP. H6 Chi Minh
no6i riéng va Viét Nam néi chung. Dé co
thé ton tai va phat trién, cac cong ty phai
khong ngimg nd luc trong viéc nang cao
su thoa man cta khach hang, dem dén cho
khach hang nhiing gia tri tot nhat nham
tim kiém su tng ho va duy tri long trung
thanh cua ho. Nhitng cong ty nay phai cho
khach hang cam thiy nhiing cai ma ho
nhan dugc la tuong xtrng vo1 nhitng gi ma
ho phai bo ra. Gia tri cdm nhén va sy thoa
man cua khach hang tr¢ thanh nhitrng nhan
t6 quyét dinh dén sy thanh bai ctia doanh
nghiép. Nhiéu nghién ctru truc day da chi
ra mdi lién hé gitra sy thoa méan cua khach
hang véi long trung thanh (Anderson &
Sullivan, 1993) cling nhu gia tri cdm nhan
cua khach hang va long trung thanh cua ho
(Ulaga & Chacour, 2001; Ulaga & Eggert,
2006). Theo do, khach hang cang thdéa man
hodc cam nhan cta ho dbi véi gia tri cua
san phém hay dich vu cang tdt thi ho cang
trung thanh hon voi san phém/dich vu do.
Sasser (1990) ciing cho thdy rang mot khi
khach hang da trung thanh thi ho sé&: (1)
mua lai san phém mic du thuc té c6 nhiéu
san pham canh tranh hip dan khac c6 thé
khién ho thay d6i; (2) chi tién cho nhiing dong
san pham khac cia cong ty; (3) dé nghi san
pham/dich vu ciia cong ty cho nhiing khach
hang khac; (4) dua ra phan hoi that long cho
cong ty vé nhitng nhu cau va mong doi cta ho.
Nhu vay, viéc thoa man nhu cau cua khach hay
nang cao gia tri cdm nhén cua ho s€é dam bao
duy tri loi thé canh tranh ctia doanh nghiép
thong qua viéc khach hang tiép tuc mua lai
san phém, ndi tbt vé san phém va han ché viéc
chuyén sang st dung nhiing san phdm cling
loai khac.

Tuy nhién, gia tri cdm nhan cua khach
hang va su thda man cua khach hang lai 1a 2
khai niém khac biét nhau va can phai duoc do
ludng nhu 13 hai cdu tric riéng biét (Eggert
& Ulaga, 2002). Trong khi gia tri cdm nhan

cua khach hang dugc xem nhu 1a sy danh
d6i gitta nhitng thudc tinh mong mudn véi
nhiing thudc tinh phai hy sinh (Woodruff
& Gardial, 1996), thi sy théa man cua
khach hang la twong quan giira nhan thirc
ctia khach hang d6i véi san pham/dich vu
nhan dugc va mong doi cta ho doi voi
cac san phém/dich vu nay (Kotler, 1999).
Nhu vay, liéu ré“mg su thda man va gia tri
cam nhan c6 nhiing tdc dong khac nhau
1€n long trung thanh cua khéach hang hay
khong? Bai trén thyc té, cac loai san phdm
rat khac nhau vé mit gia tri va thoi gian
st dung; cting nhu c6 nhitng nhém khach
hang khac nhau vé thu nhap va do tudi. San
pham ma nghién ctru nay hudng téi thude
nhém hang ti€u dung nhanh (Fast Moving
Consumer Good) ma cu thé 1a dau g0i va
mi tom bai su da dang vé ching loai hang
hoa, gia ca cling nhu thoi gian st dung.
Cho dén nay van chua c6 nhiéu nghién
ctru dé cip dén van dé nay, do do6 bai bao
tap trung tim hiéu sy khac biét trong tac
dong cua sy thdéa man va gia tri cam nhan
ctia khach hang 1én long trung thanh dbi
v6i hai nhom san pham mi tom (1) va dau
g01 (2) voi dac tinh: (1) co tan suat mua
nhiéu, thoi g1an stt dung ngan, gia thip
va (2) san pham co thoi gian st dung lau
hon, tan sudt mua lai thap va gla cao hon.
Bén canh d6 bai bao ciing tim hiéu su khac
biét trong cac mbi quan hé giita cac thudce
tinh d6i v6i nhitng nhém khach hang c6
gidi tinh, thu nhap va do tudi khac nhau.
Két qua cua nghién ciru s& cung cip thong
tin cho cac nha quan tri, nhitng ngudi lam
marketing trong viéc tiép cén voi khach
hang mot cach phu hop va dang trong tam
nham dat dugc nhitng két qua tot nhat.

2. CO SO LY THUYET VA MO
HINH NGHIEN CUU

2.1. Gia tri cim nhin cia khach
hang

Gia tri cam nhan cua khach hang dbi
vO1 mot san phém duoc xem 1a mdét trong
nhiing thanh t6 quan trong nhat trong céc
chién luge tiép thi nham tao ra sy khac
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biét, va la nhan to duy tri loi thé canh tranh
cua doanh nghiép (Ravald & Gronroos,
1996). Céc thuat ngtr gia tri, gia tri khach
hang va gié tr1 cam nhan cua khéach hang
duoc dung thay thé cho nhau boi cac nha
hoc thuat va tiép thi dé gan véi gia tri ma
mot khach hang dugc cho 1a nhan théy va
co duoc tir mot san phém (Woodall, 2003).
Giéa tri cam nhan cua khach hang danh gia
san phém va dich vu trén 2 khia canh: cho
di va nhan lai. D6 ¢6 thé dugc coi nhu 1a
mot khai niém vé sy dang gié cua déng tién
(Sweeney & Soutar, 2001).

Sweeney & Soutar (2001) trong
nghién ctu cia minh da xay dung thang
do da chiéu PERVAL nham do luong gia
tri cam nhan duoc dua trén bon khia canh
1a chat luong, gia ca, gia tri cam xuc va
gia tri xd hoi. Petrick (2002) tiép tuc phat
trién trong linh vuc dich vu va dua ra thang
do SERV-PERVAL, trong d6 nim thanh t6
céu thanh nén gia tri cam nhan cua khach
hang la chat luong, phan tng vé cam xuc,
gia ca tién t&, gid ca hanh vi, danh tiéng.
Nghién ctru nay — trong bdi canh dic thu ¢
Viét Nam — danh gia gia tri cam nhan cua
khach hang dya trén 4 thanh t6 chinh la:
chat luong, gia ca, phan (mg vé cam xac va
danh tiéng nhin hiéu boi day ciing chinh la
nhitng yéu té ma khach hang tai Viét Nam
thudng quan tdm khi chon liwa san pham.
Céc gia thuyét dat ra 1a:

H1: Chét luong san pham cang t6t thi
gia tri cam nhan cua khach hang cang cao

H2: Gia ca san pham cang hop 1y thi
gia tri cam nhan cua khach hang cang cao

H3: Cam xuc ddi v6i san pham cang
cao thi gia tri cdm nhén cua khach hang
cang cao

H4: Danh tiéng cia san pham cang
cao thi gia tri cdm nhén cua khach hang
cang cao

2.2. Sy théa man cua khach hang

Theo Kotler (1999) thi “sy théa man
la twong quan gitta nhan thirc cia khach
hang do6i vdi san pham/dich vu nhan dugc

va mong doi ctia khach hang ddi véi cac
san phém, dich vu nay. Theo do, su thoa
man 12 mac d6 dap ung yéu cau khach
hang (Oliver, 1997). Su thdéa man cua
khach hang la su danh gia cua khach hang
vé mot san pham hay mot dich vu da dap
ung nhu cau va su mong doi cua ho, su
khong dép tng dugc nhu cdu va mong doi
lam khach hang khong thoa man véi san
pham hay dich vu d6 (Zeithalm & Bitner,
2000). Theo Bachelet (1985), su théa man
cua khach hang 1a mot phan tmg mang tinh
cam xuc cua khach hang dap lai voi trai
nghiém ctia ho voi mot san pham hay dich
vu. Nhu vay su thoa man cua khach hang
xdy ra khi khach hang da c6 trai nghiém
mua va st dung mot san pham hay dich
vu. Anderson & Srinivasan (2003) cling
da dinh nghia su théa man cia khach hang
nhu 1a sy vira y cua khach hang véi trai
nghiém mua hang trudc d6 ctia minh d6i
vo1 mot cong ty dich vu xac dinh.

2.3. Long trung thanh cua khach
hang

Mot cach tong quat, 1ong trung thanh
cua khach hang la cam nhan vé su gan bo
va su yéu mén ddi véi san pham, dich vu
hay con nguoi cua mot cong ty (Jones &
Sasser, 1995). Dinh nghia khéc toan di¢n
vé long trung thanh dugc dwa ra boi Oliver
(1999). Ong da dinh rd long trung thanh
1a “mot cam két sau sic vé viéc mua lai
hay lui téi ddi véi mot san pham/dwh vu
ua thich nhat dinh trong tuong lai, theo
dé gay nén sy ldap lai thuong hi€u hay
mua cung mot thuong hiéu, mdc cho anh
hudéng cia cac tinh hudng va cc nd luc
tiép thi chira dyng tiém ning co thé gay
ra sy chuyén ddi hanh vi” (Oliver, 1999).
Duya trén quan diém nay, long trung thanh
dugc dinh nghia thém nhu la sy mong
mudn cua khach hang tiép tuc méi quan hé
mua ban mac du d6i tha canh tranh dua ra
muc gia thép hon, va sy san long dé nghi
san phém/dich dé cho ban be (Chaudhuri
& Holbrook, 2001). V&1 khach hang trung
thanh, cong ty co thé ting lgi nhudn cua
ho béi nhitng khach hang nay sin sang (1)
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mua lai thuong xuyén hon; (2) st dung
tién dé thtr nhitng san pham hay dich vu
méi; (3) khuyén nghi san pham va dich vu
cho nhitng nguoi khéc; (4) dua ra nhitng
dé nghi chan thanh cho cong ty (Reichheld
& Sasser, 1990). Theo do long trung thanh
duoc gén v6i thanh cong va loi nhuan ctua
mot cong ty (Eakuru & Mat, 2008). Mot
s6 hoc gia chia long trung thanh thanh 2
thanh phan 14 1ong trung thanh hanh vi va
long trung thanh thai d¢ (Fournier & Yao,
1997). Long trung thanh hanh vi tap trung
vao xac suat lua chon dai han ddi véi mot
nhin hiéu, vi du nhu x4c suat mua lai. Long
trung thanh thai d¢ tap trung vao nhitng
khuyén nghi nhan hi¢u, han ché su dung
nhitng san phrflm khac, du dinh mua lai, ...
Nhu vay, long trung thanh cia khach hang
co tac dong Ién: (1) du dinh mua lai: khach
hang tiép tuc mua lai san pham trong tuong
lai; (2) truyén miéng: khach hang noi tot
vé san pham va khuyén nhitng ngudi khac
str dung san pham; (3) tim kiém san pham
thay thé: khach hang han ché viéc tim kiém
nhirng san pham c6 thuong hiéu khac dé
thay thé cho san phém hién tai. Tt cac lap
luan trén, nghién ctru dua ra cac gia thuyét
sau:

H8: khach hang cang trung thanh thi
ho cang noi t6t vé san pham

H9: khach hang cang trung thanh thi
ho cang it tim kiém nhimng san pham thay
thé

H10: khéach hang cang trung thanh
thi ho s€ tiép tuc mua lai san phém

2.4. Sw khac biét va méi lién hé
giira gia tri cim nhan va sy théa man
cua khach hang

Gia tri cam nhan da duoc thao luan
rong rai (nhu 1a cung cap gia tri) ddc biét
1a trong linh vuc chuyén mén va c6 thé dé
dang bi nham 14n vé6i sy thoa mén (nhu dap
tmg nhu cau khach hang); tuy nhién day
l1a hai khai niém riéng biét (Sweeney &
Soutar, 2001). Trong khi gid tri cam nhan
xay ra O nhiéu giai doan khac nhau trong
quy trinh mua hang, bao gdm ca giai doan

trude khi mua (Woodruff, 1997), thi sy thoa
man duogc thira nhan mot cach phé bién &
giai doan sau mua va danh gia sau khi da
sir dung (Oliver, 1981). Két qua 1a nhiing
cam nhan vé gia tri co thé xay ra ngay ca
khi san phém hay dich vu chua dugc mua
hay str dung (Sweeney & Soutar, 2001).
Thém vao do, su thoa man dugc khai niém
nhu 12 mot cau trac don huéng, phan 16n
1a do gia dinh rang né thay ddi lién tuc tir
trang thai khong tot dén tot (Westbrook &
Oliver, 1991) va khai niém vé né nhu 1a
bién két qua, hau qua hodc tom tit trong
su so sanh vai gia tri, von 1a tién dé cua nd
(Parasuraman, 1997).

Su thoa man cua khach hang duoc
cho 1a chiu 4nh hudng cua gia tri cam nhan
(Yang & Peterson, 2004). Gia tri cam nhan
1a ti 1¢ trong mdi twong quan gitra nhing
loi ich nhan dugc tir nha cung cép va nhiing
phi ton ciia khach hang. Vé ban chit, n6
phan &nh cac tién ich rong tr mgt nha cung
cip (Yang & Peterson, 2004). Woofruff
(1997) 1ap luan rang gia tri cam nhan dai
dién cho nhan thirc ctia khach hang vé ban
chat ciia moi quan hé trao ddi v6i nha cung
cip, va sy thoa man phan anh cam giac
chung cta khach hang bat ngudn tir gia tri
cam nhan. Bén canh do, c6 nhitng nghién
ctru thyc nghiém ching minh gia tri cam
nhan co6 tac dong tich cuc Ién sy théa man
cuia khach hang d6i v6i mot nha cung cap
(Anderson & Mittal, 2000). Tu day ta c6
gia thuyét:

HS: gia tri cam nhan cua khach hang
cang tot thi mirc d6 thda méan cia ho cang cao

2.5. Méi lién hé giira gia tri cam
nhan, sy théa man va long trung thanh
cua khach hang

Céu tric sy théa man dang giit mot
vai trd quan trong trong céc 1y thuyét tiép
thi (Eggert & Ulaga, 2002). N6 duoc chap
nhan rong rai bdi cadc nha nghién ctru nhu 1a
mot yéu td du bdo manh mé ddi véi cac bién
hanh vi nhu du dinh mua lai, truyén miéng
hay long trung thanh (Ravald & Gronroos,
1996). Su théa man da dugc nghién ctru
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rong rai trong viéc du bao long trung thanh
cua khach hang (Fornell & cong su, 1996;
Yang & Peterson, 2004). Eggert & Ulaga
(2002) ciing xac nhan tac dong truc tiép cua
gia tri cam nhén 1én céc hanh vi sau mua
bao gém du dinh mua lai, truyén miéng va
tim kiém san pham thay thé. Theo cac két
qua tir nghién ctru cua Petrick & Backman
(2002), ca su théa man va gia tri cdm nhan
déu c6 thé giai thich duoc cac dy dinh hanh
vi sau mua cua khach hang. Bén canh do,
theo Schiffman & Kanuk (2004), myc tiéu
cung cap gia tri cho khach hang mét cach
lién tuc va hi¢u qua hon ddi thu canh tranh
12 nham thu hut va duy tri mérc d6 hai long
cao cua khach hang. Theo d6 gia tri cam
nhan ciing c6 tac dong gian tiép 1én long
trung thanh ctia khach hang. Tuy nhién rat

Hinh 1. M0 hi

H1 +

)

Chét luong Gid tri c3m

nhan

Su hai long

it nghién ctru cho thay duoc tac dong riéng
r€ khac nhau cua gia tri cdm nhan hay su
thoa man cua khach hang lén long trung
thanh, hay n61 mgt cach khac dau la yéu
to0 tdc dong manh hon Ién long trung thanh
do1 vo1 nhitng nhom san pham hay khach
hang khac nhau. Céc gia thuyét dat ra la:

H6: gia tri cdm nhén cia khach hang
cang tot thi muc do trung thanh cua ho
cang cao

H7: muc d0 thoa man cua khach
hang cang cao thi mirc do trung thanh cua
ho cang cao

2.6. M6 hinh nghién ctru

Dura trén cac lap luan néu trén, tac gia
dé xuat mo hinh nghién clru cung céc gia
thuyét nhu hinh I duoi:

inh nghién ciru

Long trung Tim kiém san

thanh

|

l
.

H7 + pham thay thé

Danh tiéng

— @

3.PHUONG PHAP NGHIEN CUU

Nghién ctru dugc tién hanh theo 2
budc chinh 1a nghién ctru so b va nghién
ctru chinh thure. Nghién ctru so by duogc
thuc hién nhidm hiéu chinh bd thang do
von dugc xay dung dua trén cic nghién
clru clia cac hoc gia & nudc ngoai. Bang
viéc phong van thir 20 dép vién, cac cau
hoi trong bang khao sat duoc diéu chinh
cho phii hop va dé hiéu dbi voi nguoi tiéu
dung Viét Nam. Tiép d6, nghién ctru chinh
thie duoc thue hién nham do luong murc
d6 anh huong cia cac bién doc 1ap 1én cac
bién phu thudc, cling nhu xac dinh su khac
biét trong mo hinh ddi voi nhirg nhém san
pham va nhitng nhém nhan khau hoc khéac
nhau.

3.1. Mau

Mau dugc chon bang phuong phap
phi xac suat c6 kiém soét theo céc bién
phan loai ciing nhu céc bién nhan khau hoc
vo1 kich thudc sau khi loc va lam sach dur
liéu la n = 373. Hai loai san phém chinh
duge chon 1a dau 201 dau va mi g1, trong
d6 dau goi dau dang chai 1 san pham c6
gia tri 16n hon va tan sudt mua thap hon
(do thot gian st dung dai hon), con mi goi
13 loai san pham co gia trl thip va tan suat
mua ciing cao hon. D6i vi nhom san pham
dau goi thu duoc 197 bang khao sat chiém
52,8%, con ddi véi nhom mi géi 1a 176
chiém 47,2%. Trong d6, vé gidi tinh nam
chiém 44,5% va nit chiém 55,5%. Vé thu
nhap, c6 56% sd nguoi co thu nhap dudi 5
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tridu va 44% tir 5 tridu tré 1én. Vé do tudi
cd 46,6% c6 do tudi tir 18 — 25 va 53,4%
trén 25 tudi. Con vé trinh d6 hoc van, ¢
24,7% dudi dai hoc, 67,6% co6 trinh do dai
hoc va 7,8% trén dai hoc.

3.2. Thang do

Nghién ctru st dung thang do Likert
5 muc d6 tir (1) Hoan toan khong dong ¥
dén (5) Hoan toan dong y. Bo thang do
dugc xay dung dya trén cac nghién ctu
ctia nhiéu tac gia khac nhau. Trong do, cac
thang do vé chat luong, gia ca, phan ing vé
cam xuc, danh tiéng nhin hiéu duoc tong
hop tr cac nghién ctru ciia Sweeney &
Soutar (2001), Petrick (2002), Darling &
Arnold (1988). Thang do gia tri cam nhan
cua khéch hang dugc dya trén nghién ctru
cua Cronin & cong su (2000) va Eggert &
Ulaga (2002). Thang do vé sy thoa man,
du dinh mua lai, truyén miéng va tim kiém
san pham thay thé 1an luot dua trén céac
nghién ctru cua Munusamy & Fong (2008),
Eggert & Ulaga (2002), Goyette & cOng su
(2010), Srinivasan & cong su (2002). Tong
cong c6 10 nhan td can do luong véi 38
bién quan sat.

4. PHAN TICH DU LIEU VA
THAO LUAN KET QUA
4.1. Phan tich dir li¢u

Dau tién thang do cac khai niém trong
mo hinh nghién ctu dugc danh gia do tin
ciy bang hé s6 Cronbach’s Alpha. Sau d6
phuong phép phan tich nhan t6 kham pha
(EFA) dugc thuc hién nham danh gia so bo
cac thang do. Két qua co 2 bién bi loai, cac
thang do ban dau duoc gitt nguyén véi do
tin cay dat dugc tir 0,777 dén 0,874.

Tiép theo, phuwong phap phan tich
nhan t6 khang dinh (CFA) duoc thyc hién.
Két qua co 13 bién bi loai nhdm cai thién
murc o phu hop voi dir 1iéu thi truong. Mo
hinh té1 han c6 Chi-square/df = 1,709; cac
chi s6 TLI = 0,954, CFI = 0,964, RMSEA
= 0,044. Nhu vay, m6 hinh thang do sau
khi d3 loai 13 bién duoc coi 1a phu hop
v6i dir liéu thi truong. Chi s6 HOELTER =
254 cho thiy ¢& mau cho nghién ciru 1a du

16n (Hoelter, 1983, dan theo Byrne, 2010).
Két qua cung cho thdy cac trong s hoi
quy chuan hoa (Standardized Regression
Weights) ctia cac bién va cac khai niém
tuong Gmg déu > 0,5 va dat mic y nghia
thong ké (tat ca gia tri p < 0,05). Do do,
6 thé két luan 1a thang do cac khai niém
nghién ciru déu dat dugc gia tri hoi tu. Hé
s6 twong quan udc luong gitta cac cip khai
niém ndm tir 0,128 dén 0,797, nho hon 1
v&1 murc y nghia 95%, do do6 cac khai niém
trong mo hinh nghién ctru dat dugc gia tri
phan biét.

Sau khi tién hanh phan tich nhan t6
khang dinh, phuong phap phan tich mé
hinh ciu tric tuyén tinh SEM (Structural
Equation Modeling) dugc st dung dé kiém
dinh mo hinh 1y thuyét va cac gia thuyét.
Phuong phdp udc luong la Maximum
Likelihood. Két qua SEM cho thiy mé
hinh 1y thuyét dat duoc d6 twong thich véi
dir liéu thi truong: Chi-square = 500,391;
Chi-square/df = 2,120; GFI = 0,898; TLI
= 0,928; CFI = 0,938; RMSEA = 0,055.
Mic du chi s6 GFI dugc dé nghi 16n hon
0,9, GFI trong nghién ctru nay rat sat véi
0,9 va nam trong vung c6 thé chip nhan
dugc. Zikmund (2003) tranh luan ring
khong phai nhét thiét mo hinh c6 chi sd
GFI 16n hon 0,9 m&i 13 phu hop. Két qua
héi quy (bang 1) cho thay trong bén thanh
phan: chat luong, gia ca, cam xtc va danh
tiéng nhan hiéu thi chi ¢6 hai thanh phan
tac dong 1én giad tri cdm nhan cua khach
hang 13 gia ca va danh tiéng nhan hiéu véi
hé sb hoi quy chuan héa lan lugt 13 0,416
va 0,277. Két qua ciing cho thdy duoc mot
muc do tac dong rat 16n cla gia tri cam
nhan 1én sy thoa man (B = 0,804) va cua su
thoa man lén long trung thanh cua khach
hang (B = 0,712). Trong khi do6, gia tri cam
nhan cling c6 tdc dong 1én long trung thanh
cua khach hang (B = 0,247). Nghién ctru
cling cho thay duoc mic du 1a khach hang
trung thanh nhung ho van khong nging
tim kiém va so sanh véi nhimg san pham
khac (f = 0,315).
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Béang 1. Kiém dinh moi quan hé nhian qua giira cac khai niém (chuan hoa)

Mobi quan h¢ hlr{flfg Thip nhit  Cao nhit P

Gi4 tri cdm nhan < Chat luong 0,127 -0,025 0,308 0,116

Gid trj cam nhan « Gi ca 0,416 0,306 0521 0,002
Gi4 tri cdm nhn — Cam xic 0,131 0,037 0260 0,008 |
Gi4 tri c&m nhan — Danh tiéng 0,277 0,110 0431 0,003 |
Sy théa man « G tri cim nhén 0,804 0,713 0876 0.002
Long trung thanh «— Gia tri cam nhéan 0,247 0,010 0,491 ......... 0,046 .......
Long trung thanh « Sy théa mén 0,712 0,472 0948 0002
Dy dinh mua lai < Long trung thanh 0,851 0,765 0924 0,002 |
Tim kiém sin phém thay thé < Longtungthanh | 0,315 0,165 0462 0,002 |
Truyén miéng «— Long trung thanh 0,641 0,521 0,748 """""""" 0,002 .....

V6i muc tiéu tim hiéu su khac biét
giita cac moi quan h¢ trong md hinh theo
nhom san pham, giéi tinh, do tudi va thu
nhap, nghlen cuu su dung phuong phéap
phan tich cau trac da nhom. Trong d6 bién
loai san pham bao gbém dau g0i va mi goi;
blen giditinh gom nam va nif; bién thu nhap
gom dudi Stri¢u dong va tu Strigu dong tro
lén; bién tudi 'gbm dudi 36 tudi va tir 36
tudi tro 1én. Két qua SEM (Bing 2) d6i véi

loai san phém va tudi cho théy su khac biét
gitta hai mo hinh kha bién va bat bién timg
phan khong c6 y nghia (p > 0,05). Nhu vay
loai san phdm va d6 tudi khong lam thay
d6i cac mdi quan hé giita cac nhan t6 trong
mo hinh. Trong khi d6, két qua phan tich
d6i v6i hai bién gidi tinh va thu nhap cho
thdy c6 su khac biét giira mo hinh kha bién
va bat bién timg phan (p < 0,05).

Bang 2. Phan tich sy khac biét

Loai sp Gidi tinh Thu nhap Tudi
1 df 1 df e df e df
Mo hinh bt bién | 844,867 | 498 | 883,564 | 498 | 857,37 | 498 [ 859,620 | 498
‘Mohinhkhabién | 813,719 | 475 | 847318 | 475 | 818,657 | 475 | 830429 | 475
Gidtrikhdcbiet | 31148 | 23 | 36246 | 23 | 38713 | 23 | 200 | 2
p | 01195005 | 0039<005 | 0021<005 | 0174>005

Phan tich sy khac biét gitta cac
nhém (Bdng 3) cho thiy, ddi voi nhirng
nguoi co6 thu nhap thap, gia ca co tac
dong rat 16n 1én gia tri cam nhan, ma
danh tiéng thi khong. Nguoc lai, ddi voi
nhém thu nhép cao thi danh tiéng méi 1a
yéu t6 quyét dinh. Bén canh d6, ddi véi
nhém thu nhap thap, long trung thanh

duoc quyét dinh boi sy thoa man, trong
khi dbi v&i nhom thu nhap cao thi d6 lai
1a gia trj cam nhan. Su khac biét dbi vai
gi6i tinh chil yéu thé hién qua moéi lién
hé giita danh tiéng va gia tri cam nhan.
Trong khi nam gidi rit quan tim dén
danh tiéng ctia san pham thi nir giéi lai it
quan tam hon.
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Bang 3. Phan tich cu thé sw khac biét

Nhom nam Nhom nir <5 triéu d > 5 triéu d

M&éi quan hé Ué6c Udc | Udc Ué6c
P P P P

luong lugng lugng luong
Gid tri cam nhan | | Chat lugng 0,102 0,433 [ 0,178 1 0,205[ 0,165 0,133 [ 0,166 0,2
Gia tri cam nhan | < | Gia ca 0,487 0,014 (0398 0,025 0,515 0,002 | 0,163 0,078
Gia tri cam nhan |« | Cam xtc 0,153 0,302 | 0,11 0287]0,115 0,222 | 0,135 0,395
Gia tri cam nhan |« | Danh tiéng 0313 0,02 {0,223 0,062]0,164 0,109 | 0,457 0,008
Suthéamin |« |Giatricamnhan | 0,849 0,007 | 0,789 0,012] 0,741 : 0,003 | 0,859 0,003
El‘;ﬁtmng «— |Gié tri camnhan | 0,339 1 0,156 | 0,21 0,179] 0,118 0,579 | 0,626 : 0,006
El‘;‘;i“ng — | Su thoa min 0,572 0,015 | 0,764 1 0,007 0,811 0,001 | 0,378 0,128
Truyén miéng |« |Long trung thanh | 0,613 0,012 0,707 0,019 0,704 0,003 | 0,571 0,005
Du dinh mua lai |« |Long trung thanh | 0,847 = 0,003 | 0,839 0,002 | 0,814 0,002 | 0,889 0,002
Timkiém san = 1y oo trung thanh | 0,441 0,005 | 0,238 0,007 | 0,321 0,003 | 0,277 0,017

pham thay thé : : : :

4.2. Thio luin két qua

Nghién ctru cho thiy dugc mébi lién
hé gitra gia tri cdm nhén vo1 sy thoa man
cling nhu 1ong trung thanh cua khach hang.
Trong do, gia tri cdm nhan chiu sy tac dong
rat 16n cta hai thanh phén 13 gia ca va danh
tiéng nhan hi¢u. Bén canh do6, khach hang
trung thanh s& c¢6 xu hudng noéi tét vé san
pham va ldp lai viéc sir dung san pham do.
Mait khéc, viéc khach hang trung thanh van
tiép tuc tim kiém nhiig san pham thay
thé khac 1a diém twong ddi dic biét trong
nghién ciru nay. Diéu nay co thé 1a do hai
loai san pham dugc chon trong nghién ctru
déu 1a nhimng loai san pham rat phd bién
va c6 rat nhiéu nhiing loai nhan hiéu khac
nhau. Do d6, khach hang thuong mudn trai
nghiém nhitng loai san pham méi boi chi
phi bo ra 1a khdng cao.

MBoi lién hé giita gia tri cam nhan véi
sy thda man va long trung thanh da dugc
dé cap va ching minh trong nhiéu nghién
ctru trude day (Sweeney & Soutar, 2001;
Eggert & Ulaga, 2002; Anwar & Gulzar,
2011). Nghién ctru nay tiép tuc khang dinh
lai mot 1an nita cic mdi quan hé nay trong
bbi canh kinh doanh ¢ Tp. HO Chi Minh.
Nhin chung mtrc d§ tic dong cua su thda
man 1én 10ng trung thanh van 16n hon rat
nhiéu so v&i gia trj cam nhan. Piéu nay

tuong d6i hop 1y trong nghién ctru nay, boi
dau goi va mi tdm déu 1a nhimg san pham
c6 gia tri khong cao. Thém vao nita dau goi
13 san pham cham soc stra khoe (chim soc
da dau), con mi goi 13 thuc pham an lién.
Do d6 khach hang thuong mong mudn tim
kiém mot san pham thich hop v6i minh
hon 12 mot san pham co gia ca dat hay ré
hon so véi chit luong cua né.

Mot trong nhirng muc tiéu cua nghién
ctru 12 tim hiéu sy khac biét cua hai loai
san pham khac nhau vé gi4 tri cling nhu
thoi gian sir dung trong cic mdi quan hé
cua su théa man, gié tri cdm nhan ddi long
trung thanh. Tuy nhién ¢ nghién clru nay
cho the”iy khong c6 su khac biét nay. Ly giai
cho két qua nay cung chinh 1a do hai san
pham dugc so sanh vé mat gid tri va thoi
gian sir dung chua thuc sy khac nhau qua
nhiéu. Dau goi tuy gid cao hon nhung mot
chai s& sir dung duoc nhiéu lan, trong khi
d6 mi goi tuy ré hon nhung moi géi lai chi
dung duoc mot 1an. Do vy su khac biét &
day 1a khong dang ké.

Két qua ctia nghién ctru nay di co
nhitng déng gop nhat dinh bod sung vao
kho tang tri thirc ctia cac nha hoc thuat
cling nhu thong tin cho c4c nha hoach dinh
chinh sach va cac nha quan tri. C6 thé thay
d6i v6i nhitng san pham co tinh chét tiéu
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dung nhanh nhu thyc pham hay nhitng san
pham chim soc strc khoe ca nhan nhu dau
g01, viéc dem dén su thoa man cho khach
hang 14 hét stc can thiét. Trong nghién ctru
nay c sy khac biét rat rd gitta nhom co
thu nhap nhap va nhom c6 thu nhap cao.
Nhom co thu nhap thip quan tdm nhiéu
dén gia ca san pham, do d6 san pham nham
dén nhitng d6i twong nay can phai c6 gia
ca canh tranh va hop 1y. Déi véi nhom thu
nhap cao, ho quan tim nhiéu dén danh tiéng
san pham Do do, cac cong ty nhim dén
nhom d6i tuong nay can tip trung nhiéu
vao vi¢c quang ba, xay dung hinh anh cua
minh. Thém vao d6, d6i v6i nhitng loai san
pham nhu thé nay, nguoi tiéu dung thudng
c¢6 nhidu co hoi ciing nhu kha ning dé thu
va lua chon san ph:flm khac nhau. Viéc déy
manh cac chuong trinh khuyén mai nham
kich thich sy thay d6i nguoi tiéu dung cling
hét strc quan trong d6i v6i nhing cong ty
moi mudn gia nhép thi truong hay nhiing
cong ty 1au nam mudn thu hat thém khach
hang.

Mot diém tha vi nita ma két qua da
chi ra d6 1a khach hang thu nhap cao lai
quan tam dén gia tri cam nhan nhiéu hon,

trong khi khach hang thu nhép thap lai
quan tam dén su thoa man. Diéu nay c6 the
13 do nhitng nguoi thu nhap cao lai mudn
khang dinh gia tri ctia ban than thong qua
nhitng san pham ma ho str dung. Ho quan
tam dén phong cach, dic diém ca nhan va
mudn ching t6 voi moi ngudi minh 13 ai.
Con nhitng nguoi c6 murc thu nhap khong
cao chi mong mudn c¢6 dugc su hai 1ong
d6i voi san pham cta minh 1a du.

5. HAN CHE CUA NGHIEN CUU

Bén canh nhitng déng gop ma két
qua da chi ra, nghién ctru van con ton tai
nhimg han ché nhét dinh. Thi nhét 13 hai
loai san phém lya chon so sanh ¢ day van
chua thuc sy khac biét vé gia ca va thoi
gian sir dung. Cac nghién ctru tiép theo nén
tap trung cho nhitng san pham khac ma sy
khac biét rd nét hon. Thir hai, nghién ctru
nén dugc thuc hién & pham vi réng hon,
khong chi 1a Tp. HCM. Th ba, gia tri cdm
nhan con bi tdc dong boi nhiéu yéu t6 khéc;
va long trung thanh con duoc thé hién boi
nhiéu khia canh khéac. Céc nghién clru sau
nay co thé tim kiém va bo sung cac yéu t6
khac nay vao nham cé dugec mot danh gia
day du va chinh xac hon.
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