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ANH HUONG CUA TRAI NGHIEM KHACH HANG
PEN LONG TRUNG THANH KHI SU DUNG VI BPIEN TU MOMO

Impact of customer experience on loyalty when using MoMo e-wallet

PHAM THI BICH DUYEN
PHAM THI KIEU KHANH
NGUYEN HOANG PHONG

hitng trai nghiém tich cyc vé dich vu s& lam hinh anh ciia doanh nghiép dan phdat
,N trién, tdc dong dén long trung thanh cia khdch hang. Muc tiéu cia nghién ciru
nay la lam ré cde yéu 6 cia trai nghiém khdch hang anh hiong dén long trung thanh khi
sw dung vi dién tuw MoMo cua khach hang. Dir liéu dwoc thu thdp tie khao sat 296 khdch
hang Séng tai tinh Binh Dinh da tung su dung cdc dich vu cua vi dién tuw MoMo. Két qua
chi ra rang, c6 hai nhan té cia trai nghiém khdch hang dnh hwéng dén long trung thanh,
dé la: trai nghiém trong va sau khi sir dung dich vu. Piém mdi ciia bai viét 1o bo sung thém
Yéu té “trai nghiém giai tri” vao thang do “trdi nghiém dich vu”. Tir két qua nghién ciru,
nhém tic gia d@é xudt mot s6 ham y dé cdc nha quan tri tham khao, tie d6 cé nhing diéu
chinh thich hop cho chién luge phdt trién long trung thanh ciia khdch hang.

Tw khéa: long trung thanh, trai nghiém khach hang, vi dién tu.

ositive service experiences will gradually develop the business’s image, affecting
% customer loyalty. This research aims to identify customer experience factors that
influence customer loyalty when using the MoMo e-wallet. Data was collected from a survey
of 296 customers living in Binh Dinh province on the Central Coast of Vietnam who have
used MoMo e-wallet services. The results show that two customer experience factors affect
loyalty, including experiences during and after service use. The new point of the article is
adding the factor “entertainment experience” to the “service experience” scale. From the
research results, the authors propose several implications for administrators to refer to,
thereby making appropriate adjustments to the customer loyalty development strategy.
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1. Gioi thiéu loat vi dién t&r mdi cia cac cong ty nudc

Vi dién tir dong vai tro 1a mot chiée vi
tién mat trong thanh toan truc tuyén, giup
nguoi st dung thuc hién cong viéc thanh
toan cdc khoan phi trén internet, gui va
chuyén tién mot cach nhanh chéng, don
gian va tiét kiém.

Thi truong vi dién tir tai Viét Nam dang
trd' nén s61 dong boi su xuét hién cua hang
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ngoai. Nam 2019, cong ty nghién cu'u thi
truong Cimigo cong bd nghién ctiru vé nhan
dinh va hanh vi cua nguoi dung ddi véi cac
thwong hiéu vi dién tr phd bién tai Viét

Pham Thi Bich Duyén, PGS.TS.; Pham Thi Kiéu
Khanh, ThS.; Nguyén Hoang Phong, TS., Truong
dai hoc Quy Nhon.

89



