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hién citu nay xem xét anh hwong cua trai nghiém khdch hang toi y dinh mua lap lai cua khach

hang qua san thwong mai dién tir (TMPT) tai Viét Nam. Dit liéu nghién ciru duoc thu thdp tir 862

khdch hang Viét Nam da timg mua sam qua san TMPT. Trén co s¢ mé hinh EXQ,cdc tac gia da hiéu chinh
va bé sung thang do bién dc ldp la cac giai doan trdi nghiém khdc nhau (trude, trong va sau khi mua) trén
san TMDT va bién phu thudc la y dinh mua lai ciia khach hang véi cac trang TMPT. Céc tdc gia da sir dung
phan mém AMOS20 va thuc hién phdn tich cdu triic tuyén tinh (SEM) dé kiém tra moi quan hé gitta cdc
bién doc lap voi bién phu thudc. Két qua nghién citu cho thcfy, tdc dong tich cuc cua trai nghiém khach hang
16i ¥ dinh mua ldp lai qua san TMPT. Trén co sé d6, mét s6 gidi phap kién nghi da dwoc dé xudt giup cdc
san TMDBT tang dwoc trai nghiém tich cuc ciia khdch hang khi mua nham gite chan khach hang mua lai qua
san, trong boi canh TMPT tré: thanh mdt phan khong thé thiéu dwoc trong doi song kinh té xa hoi hién nay.

Tir khoa: Trdi nghiém khach hang, y dinh mua lap lgi, san thwong mai dién tir.

JEL Classifications: C12, L81

1. it van dé

Trong bbi canh canh tranh ngay mot khéc liét,
viéc ung dung marketing trong kinh doanh tr¢ nén
khong thé thiéu duoc va do d6, cac cha dé lién quan
t6i khoa hoc va tmg dung marketing trong thuc tién
d3 va dang dugc quan tim nghién ctru. Thuc té cho
thiy, nguyén tic va thuc hanh marketing d c6 nhiéu
thay doi. Thay vi, tip trung vao khai thac nhu cau
san co6 cua khach hang nhu truéc day, marketing da
huéng t6i viéc nghién ctru nhu ciu va tao ra san
phim nham dap Gng nhu ciu khach hang. Tir tim
cach xay dung mbi quan hé v6i khach hang thong
qua cac hoat dong marketing dich vy, marketing
ngay nay phai hudng téi viéc tao ra nhiing trai
nghiém khach hang thuyét phuc (Maklan va cong
su, 2011). Khi cac doanh nghi€p ngay cang gip
nhiéu thach thuc trong viéc tao 1gi thé canh tranh
bf?lng san phém va dich vu (Carbone & Hackel,
1994) thi trai nghiém khéach hang ngay cang dong
vai trd quan trong nham giup ho tao ra dugc loi thé

khoa hoc

canh tranh (Gentile, Spiller & Noci, 2007) va gianh
dugc su ung hd cia khach hang (Allen, Reichheld &
Halmilton, 2005). Cac nghién cuu vé trai nghiém
khach hang cling da chi ra sy tdic dong cua trai
nghiém khach hang téi cac két qua marketing quan
trong nhu: hanh vi mua, hanh vi mua ldp lai (dugc
xem xét nhu long trung thanh cta khach hang), su
hai long, truyén miéng (Verhoef va cong su, 2009;
Klaus, 2014; Jain va cong su, 2017).

Hién nay, viéc mua sam qua san TMDT dang
ngdy cang trg nén pho bién va phat trién manh mg,
dac biét trong bdi canh gian cach xa héi do dai dich
Covid-19. Theo théng ké cua Shoppee, tai Viét
Nam, lugng truy cép mua sam trén cac san TMDT
niam 2019 ting 150% so v6i nim nam 2018. SO
luong khéch truy cdp céc san dat khoing 3,5
triéu/ngay (P.T.Binh, 2021), s6 liéu dau nim 2020
ctia We Are Social va Hootsuite khing dinh: 68 triéu
ngudi/97 tridu dan sé sir dung Internet 1a dong co
quan trong thiic ddy TMDT & Viét Nam phat trién.
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Do ciing 1a con sb gitip chirng minh Viét Nam tiép
tuc 1a thi truong vo cing tiém ning v6i TMDT.

Cung v&i chu truong thic ddy phat trién kinh té
s6, Chinh phu di thiét 1ap muyc tiéu cho dén nam
2025 s& co 55% ngudi dan tham gia mua sim truc
tuyén; doanh s thwong mai dién tir theo phwong
thirc “tr doanh nghi€p téi khach hang ca nhan”
(B2C) tang 25%/ndm, tong mic ban qua san chiém
10% téng mirc ban 1é hang hoa va doanh thu dich
vu tiéu dung va dat 35 ty USD. Chu truong d6 sé
tao co hoi cho hoat dong TMPT ¢ Viét Nam tiép
tuc phat trién. Hién nay, khach hang ¢ Viét Nam c6
rat nhiéu san TMPT dé lua chon cho cac quyét dinh
mua sim nhu: Shoppee, Ladaza, Tiki, Sendo,
Amazon, Taobao... Pé tao su khac biét va tang stc
canh tranh, gilt chan khach hang, cic san TMDT
can chu trong t6i viéc nang cao chit lugng trai
nghiém khach hang. ‘

Chinh vi vay nghién ciru “Anh hieong ciia trdi
nghiém khach hang toi y dinh mua lap lai qua san
thwong mai dién t” dugc thuc hién nhim xem xét
tac dong cua trai nghiém khach hang (vdi 3 giai
doan: trudce, trong va sau khi mua) t6i y dinh mua
lap lai ciia khach hang mua sim qua san TMDT tir
d6 dua ra mot s6 khuyén nghi téi cac san TMDT tai
Viét Nam dé nang cao chat lugng trai nghiém khach
hang dé giit chan khach hang, tir d6 dat dwoc cac
muc tiéu trong kinh doanh.

Noi dung tiép theo s& trinh bay téng quan nghién
ctru; phuong phap nghién ctu va két qua nghién
ctru. Cubi cung s& 14 thao luan két qua nghién ciru va
khuyén nghi.

2. Téng quan nghién ciru

2.1. Trdi nghiém khdach hang

Thuat ngt “Trai nghiém khach hang” dugc hai
tac gia la Holbrook va Hirschman (1982) gidi thiéu
dau tién khi cho ring “tiéu dung c6 khia canh trai
nghiém”. Té1 nhitng nam 1990, “trai nghiém khach
hang” tré thanh mot thuét ngli dugc nhiéu hoc gia
quan tadm, nghién ctu. Theo Pinell, Gilmore (1998)
thi ndm 1990 dugc xem nhu 13 thoi diém bét dau cua
ky nguyén “Trdi nghiém khdch hang” va tir d6 tro di,
khai niém trai nghiém khach hang dugc phat trién
boi cac hoc gia: Carbone & Haeckel (1994), Pinell,
Gilmore (1998), Shaw & Ivens (2002), Gentile va
cong sy (2007), Verhoef va cong su (2009).

Theo, Shaw va Ivens (2002): “Trdi nghiém
khach hang la sw twong tdc gita doanh nghiép va

khach hang, la sw hoa quyén gizl’a phan thé hién ciia
doanh nghiép, su kich thich gidc quan va sw khoi
goi vé mdt cam xiic, moi yéu té nay duwoe do lwong
baoi s ky vong cua khdach hang théng qua moi tiwong
tac” hay Gentile va cong sy (2007) da dinh nghla
rang “Trdi nghiém khach hang la mét chudi cdc
twong tac gitta mot khach hang va mot san phém,
mét doanh nghiép hodc mét phan ciia doanh nghiép,
nhitng twong tdc ndy tao nén sw phan héi. Nhitng
trdi nghiém nay hoan toan mang tinh ca nhdn va
ngu y sy tham gia cuia khach hang ¢ nhitng mirc do
khac nhau (ly tri, tinh cam, cam tinh, thé chat, tinh
than).” Sirapracha va Tocquer (2012) chi ra ring
“trai nghiém khach hang 12 két qua cua nhing trong
tac ciia khach hang v6i nhan vién, voi cong nghé tu
phuc vy, moi truong dich vu, dich vu doanh nghiép
va khach hang”. Nhirng khéi niém d6 déu cho thiy
qua trinh tuong tac gitta doanh nghi€p va khach
hang dé tao nén trai nghiém, tir d6, tao nén cam giac
cua khach hang véi doanh nghi€p.

C6 thé théy, tir nam 1982 cho t6i nay, da c6 rat
nhiéu cac khai niém vé trai nghiém khach hang vai
nhiéu cach tiép can khac nhau dugc gidi thi¢u. Cac
khai niém d6 c6 diém chung 1a xac dinh trai nghiém
khach hang c6 lién quan t6i nhiing tuong tac giita
khach hang va doanh nghiép trén hanh trinh mua san
phim va su twong tic ndy mang toi su dap lai, su
phan hdi cua khach hang. Trong bai viét nay, cac tac
gia s€ st dung khai ni€m vé trai nghi€ém khach hang
cua Shaw va Ivens (2002): “Trdi nghiém khach hang
la su twong tac gitta doanh nghiép va khach hang,
la sw hoa quyén giita phan thé hién ciia doanh
nghiép, suw kich thich giac quan va s khoi goi vé
mdt cam xiic, méi yéu té nay dwoc do leong boi su
ky vong cua khdach hang théng qua moi twong tac”.

2.2. Hanh trinh khdach hang

Theo Verhoef va cong su, 2016, “Hanh trinh
khdch hang la mot qua trinh ma mot khach hang trai
qua, voi cac giai dogn va diém cham tir d6 tao nén
trdi nghiém khdach hang”. Hanh trinh nay cé su tac
dong boi nhiing trai nghiém cua chinh khach hang
do trong qua khtr ciing nhu cac yéu t6 bén ngoai.

Hanh trinh nay véi 3 giai doan: trudc, trong va
sau khi mua. Va diéu nay cling dugc khing dinh boi
Stein va cong su (2016), & moi giai doan khach hang
lai ¢6 nhitng “diém cham” (touchpoint) d6i voi
doanh nghiép tao nén cam giac cua khach hang voi
nhiing gi doanh nghiép cung cép.
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2.3. M6 hinh EXQ - do luong trdai nghiém
khach hang (2014, 2021)

Trudce day, trai nghiém khach hang thuong duoc
do luong giong nhu sy hai 1ong ciia khach hang, ¥
dinh mua, 1ong trung thanh, truyén miéng (Jain va
cong sy, 2017)... Tuy nhién, cac nghién ciru gan day
da dua ra mot s6 phuong phap do ludng trai nghiém
khach hang nhu: Mé-dun trai nghiém chién luoc ciia
Schmitt (1999), chi sé do ludng trai nghiém khach
hang - Customer Experience Index - CEI (Kim va
cong sy, 2011), md hinh do luong chit lugng trai
nghiém khach hang EXQ (Customer Experience
Quality) cta Klaus va Maklan (2011, 2012, 2013,
2014, 2021).

Duya trén nhitng twong tac cua khach hang trong
toan bo hanh trinh mua cua ho, déng thoi voi mong
mudn phéat trién mot thang do chit luong trai
nghiém khach hang c6 thé dap tmg v6i moi tinh
hudng, vao nim 2014, Philipp Klaus di gi6i thiéu
mo hinh EXQ nhim do luong chit luong trai
nghiém khach hang dua trén cac tuwong tac cua
khach hang trén hanh trinh khach hang. M6 hinh do
ludng bao gom 3 yéu td cdu thanh véi 26 thang do
ludng, 3 yéu té céu thanh chinh 1a 3 giai doan cta
hanh trinh khach hang.

Trai nghiém trudc khi
mua (7 thang do luong)

Trai nghiém trong khi
mua (12 thang do ludng)

Chit lwgng trai nghigm
khach hang (EXQ)

dinh c6 tiép tuc mua lai san pham ciia nha cung cap
hay ciea hang ma ho da tung mua...”.

Nhu vay, mét khach hang da ting mua mot hay
nhiéu san pham cia cung mot doanh nghi¢p, khi ho
¢6 dy dinh quay tré lai mua san pham cta doanh
nghiép d6 thém mot hoac mot vai l4n nita c6 nghia la
trong tam tri cia ho da xuat hién y dinh mua 1ap lai.

Thuc té kinh doanh di chiing minh duoc nhimng
loi ich khi khach hang quay tro lai mua hang: gia tri
don hang khach hang mua ¢ nhimng lan sau s& cao
hon lan trude, chi phi doanh nghiép phuc vu d01
tuong khach hang nay s& thip hon so véi phat trién
khach hang méi song 19i nhudn nhan dugc tir nhitng
khach hang nay cao hon. Tuy nhién dé c6 hanh vi
mua lap lai, trudc hét khach hang can c6 v dinh mua
1ap lai ma trai nghiém khach hang lai c¢6 tac dong toi
¥ dinh mua lap lai. Cac nghién cru vé trai nghiém
khach hang cua Verhoef va cong su (2009); Klaus
(2014); Jain va cong sy (2017) déu chi ra su tic dong
cua trai nghiém khach hang t61 y dinh mua Igp lai.

Do vay, viéc nghién cltu mbi quan hé tac dong
gitra trai nghiém khach hang t6i y dinh mua lap lai
ctia nhitng khach hang di timg mua sim qua san
TMBDT la can thiét, boi tir ¥ dinh mua ldp lai c6 thé
s& dan t&i hanh vi mua lap lai.

Trai nghiém sau khi mua
(7 thang do luong)

(Nguon: Klaus (2014), Kuppelwieser & Klaus (2021))
Hinh 1: M6 hinh do lwong trai nghiém khdach hang EXQ (2014, 2021)

2.4. Y dinh mua lip lgi

Viéc khach hang c6 y dinh mua 13p lai ciling 1a
mot trong nhimg biéu hién vé long trung thanh cia
khach hang ddi voi doanh nghiép (Chiou, Jyh-Shen,
2004). Theo Hellier va cong su (2003): “Y dinh mua
lap lai la dy dinh cua mot ca nhan vé viéc mua lai
mot dich vu cua cung mot doanh nghiép...”.

Lin va cong sy (2014) ciing co ban dong ¥ va cho
réng: “Y dinh mua lap lai cua mot ca nhan la dy

khoa hoc

Trong nghién citu nay, y dinh mua lap lai diroc
hiéu va viéc khach hang da timg mua sin phdm
thong qua mot trang TMPT 6 y dinh sir dung lai
trang TMDT do cho lan mua sdam tiép theo.

2.5. Khodng trong va mé hinh nghién civu

M6 hinh EXQ dugc Klaus giéi thi€u vao nam
2014 va duoc Kuppelwieser & Klaus diéu chinh vao
nam 2021 da dugc str dung dé do ludng trai nghiém
khach hang & nhiing linh vyc ngan hang, nhién li€u,
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hang hoa xa xi... & nhitng qudc gia phat trién nhu
Anh, My... Trong m6 hinh nghién cttu nay, céc tac
gid mong mudén xem xét anh hudéng cia cac giai
doan trai nghi€ém khéach hang t6i v dinh mua 1ap lai
d6i v6i khach hang mua sim qua sain TMDT, qua
d6, kiém tra su phit hop cia mé hinh EXQ trong do
ludng trai nghiém khach hang tai qudc gia dang phat
trién nhu ¢ Viét Nam trong linh vuc déac thu nhu
TMDPT, khi tuong tac giita khach hang va doanh
nghiép chii yéu qua khong gian “40”.

Vé&i muc dich phat trién thang do trai nghiém
khach hang qua san TMDT va xem xét mi quan hé
tac dong gitra trai nghiém khach hang téi y dinh mua
lap lai dbi véi khach hang mua sim qua san TMDT,
c4c tic gia dé xuit mo hinh nghién ciru nhu sau:

Chit lugng Trai nghi¢m trude khi mua

trai nghiém

khiach hang . )
-EXQ Trai nghiém trong khi mua

Trai nghiém sau khi mua

(Nguon: Tac gid dé xuat)

bo, mﬁu nghi€n clru véi 239 quan sat da duoc thu
thap, d& nhom tac gia c6 cin ctr dé diéu chinh thang
do. Trong nghién ciru dinh luong chinh thirc, mau
nghién ctu voi 862 quan sat dugc thuc hién dé co
dit li€u phéan tich kiém dinh mdi quan hé cua cac
bién trong mo hinh nghién ciru.

Phin mém SPSS24, AMOS 20 dugc sir dung dé
phan tich. Mau phuc vu nghién ctru dinh luong duoc
lwa chon theo phuong thirc 1y mau phi ngau nhién,
phan ting, trén co sé “cac dic tinh kiém soat xac
dinh trong dam déng dé chon s phan tr cho miu sao
cho chung c6 cung ty 1¢ cia dam dong theo cac thudc
tinh kiém soat nay” (Nguyén Dinh Tho, 2013).

Theo s6 liéu tir san TMBT Tiki, ty trong khach
hang theo khu vuc trén thyuc t& nhu sau: khach hang

Y dinh mua lap lai

Hinh 2: M6 hinh nghién ciru dé xudt

3. Phwong phap nghién ciru

Céa nghién ctu dinh tinh va nghién cuu dinh
lwong déu dugce sir dung trong nghién ctru nay:

Nghién curu dinh tinh dugc thuc hién thong qua
tdng quan nghién ctru dé lya chon mé hinh va céc
thang do luong. Tir d6, nhom tac gia tién hanh phong
van c4c chuyén gia trong linh vyc Marketing va trai
nghiém khach hang, nhan sy lam viéc tai cac san
TMBT, thyc hién phong van siu cac khach hang mua
sim qua san TMDT dé phat trién, diéu chinh thang do
va c6 bang cau hoi phuc vu cho nghién ctru dinh lugng.

Nghién ctru dinh lugng dugc thuc hién véi hai
giai doan: so by va chinh thuc. Trong giai doan so

tai Ha Noi chiém 23%, thanh phé H6 Chi Minh
44%, cac tinh khac chiém 33%. Bén canh d6 ty 1€
khach hang nir s& cao hon, béi vi trén thuc té lugng
khach hang mua sim qua san TMDT, nir gidi
chiém khoang 60% (theo sé liéu khao sat tir
Picodi). Céc gia lya chon co cdu mau nghién ciru
theo ty trong khach hang theo khu vuc va ty trong
nilt gidi s€ cao hon.

Céc tac gia khao sat trén ddi tugng khach hang
tir 18-34 vi ddy 1 d6 tudi mua sim qua san TMDT
nhiéu nhét tai Viét Nam (Theo s6 liéu tir san
TMBDT Tiki va nén ting mua sim thong minh toan
cau Picodi).

Bang 1: Thong ké mé ta mau nghién ciru

Dic diém S6 lrgng Ty 18 (%)

Ha Noi 207 24
Noi sinh séng | TP. H6 Chi Minh 383 44 .4

Khéc 272 31.6

Nam 377 437
Gi6i tinh Nir 485 56.3

Khéc 0 0

(Nguon: Tdc gid tong hop)
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4. Két qua nghién ctru Dua trén nghién ctru dinh tinh va nghién ciu
4.1. Thang do cdc bién trong moé hinh nghién ciru  dinh luong so bg, cac tac gia da phat trién mot thang

do cho cac bién trong mo hinh nghién ciru nhu sau:
Bang 2: Thang do cadc bién trong mé hinh nghién ciru

Khai niém Thang do Mai héa Ngudn
nghién ciru
XYZ 13 mot san TMDT ndi tiéng BEI Klaus (2014)
XYZ dua cho t6i nhing 101 tu van phu hop (trong do6 san BE2
pham sé& phu hgp nhat véi mong muon cua toi)
Nhép su lam viéc tai XYZ dai dién cho thuong hiéu XYZ BE3
rat tot
Trai nghiém San phidm cia XYZ luén c6 chit luong tét BE4
trudc khi mua | Cac chuong trinh vu déi ciia san thuong mai dién tir XYZ BES Téc gia phat
rat thu hat t6i trién dug trén
Cac chuong trinh quang cao cua san thuwong mai dién tir BE6 phong van sau
XYZ trén cac phuong tién rat thu hut toi
Viéc tim kiém thong tin v& san phdm trén XYZ rat dé dang BE7
San pham ban trén XYZ ludn c6 mirc gia tét nhét BES
Viéc mua hang v&i XYZ rat d& dang DEIl1 Klaus (2014)
XYZ thuong xuyén cung cip thong tin cho toi DE2
T6i thiy giao dién mua seflm ctia XYZ dugc thiét ké than DE3
Trai nghiém thién hon giao di€én mua sam cua san TMDT khac
trong khi mua | Véi san phdm t6i du dinh mua, XYZ c6 nhiu gian hang | DE4 Tac gia phat
cho t6i lya chon trién dua trén
Cach thirc thanh toan trén XYZ d& dang DE5 | phongvansau
Viéc giao hang cua XYZ dap tng tét mong doi cua toi DEG6
Téi tiép tuc mua sim qua san TMBT XYZ bédi ho di quen AEl Klaus (2014)
voéi toi
XYZ hiéu dugc chinh x4c nhiing didu t6i mubn AE2
San TMDT XYZ lubn gitp téi dugc cdp nhét cac san AE3
) ) pham méi
Tralkr;lgi};e_:rz S Khi c6 van dé xay ra sau khi mua §ém’ph§m (d6i hang, tra AE4
u hang, hoan tién...), XYZ da xtr 1y rat tét
San phém t6i nhan duoc gibng nhu nhimg gi trang TMDT AES Tac gia phat
XYZ thé hién trién dua trén
T6i duge XYZ ting cac wu ddi cho nhiing 1an mua sau AE6 phong van sau
T6i duoc XYZ ting qua néu tdi phan hdi v& san phidm AE7
T6i no6i nhitng diéu tich cuc vé& XYZ véi nhitng ngudi khac RPI1 Parasuraman
T6i gidi thiéu XYZ véi nguoi dang cin su tu van vé viéc |  RPI2 va cong su,
. 1 \ 2 £ 2005; Zeithaml
Y dinh ua chon san TMDT dé mua sam L
’ . va cong su,
mua 13p lai T6i khuyén khich ban bé va nguoi thdn mua hang trén XYZ RPI3 1996.
T6i xem xét XYZ 1a lya chon dAu tién khi mua san phdm RPI4
T6i s& mua hang trén XYZ nhiéu hon trong nhiing nam t&i RPI5

(Nguon: Tdc gid tong hop)
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4.2. Két qua nghién ciru chinh thirc

Khi tién hanh nghién ciru chinh thire trén mau
16n gdm 862 quan sat, cac thang do nay déu dam
bao do tin cdy véi hé s6 Cronbach’s Alpha 16n hon
0.6 va khong co6 thang do nao lam anh huong toi hé
sb chung. Do do, tat ca cac bién sd déu dugc dua vao
phan tich nhan t6 kham pha EFA.

Dua vao hinh 3, cac chi sé phan tich cho thiy dix
liéu thu thép dugc phu hop véi mé hinh nghién ciu:
Chisquare/df =2.869 < 3, GFI = 0.931 > 0.9, CFI =
0.945 > 0.9, TLI = 0.939 > 0.9, RMSEA=0.047 <
0.05 va PCLOSE = 0.935 > 0.05 (bang 6).

Duya vao bang 6, ta thiy chat lugng trai nghiém
khach hang EXQ c¢6 tac dong tich cyc téi y dinh

Bang 3: Hé s6 Cronbach’s Alpha cdc bién trong mé hinh nghién civu

o ) Hé s tuong
So bien H¢ so quan bién tong :
STT Thang do quan Cronbach’s | Giatri | Gid tri Ket luan
sat Alpha thép cao
nhat nhat
1 | Trai nghiém trudce khi mua (BE) 8 0.89 0.637 | 0.710 dTé“‘t‘?fC f; dat
2 | Trai nghiém trong khi mua (DE) 6 0.872 0.638 | 0.747 gé‘??fc f; dat
3 | Trai nghiém sau khi mua (AE) 7 0.877 0.644 | 0.697 dTg?fC fyo dat
4 | Y dinh mua Iap lai (RPI) 5 0.833 0.580 | 0.721 dTgi?fc fyo dat

(Nguon: Tdc gia tong hop tir dit liéu khdo sdt)

Khi phan tich nhan t6 khdam pha EFA cho bién
doc l1ap 1a cac giai doan cua qua trinh trai nghiém
khach hang: Trai nghiém trudc khi mua, trai nghiém
trong khi mua va trai nghiém sau khi mua. Két qua
kiém dinh KMO va Barlett’s test, cho théy KMO =
0.907, sig cia kiém dinh = 0.000<0.05 nén c6 thé
phan tich nhéan t6 kham phé cho bién doc 1ap.

Tai két qua ma tran xoay, 21 bién quan sat cua
bién doc 1ap duoc tai 1én 3 nhan té véi hé sb tai déu
16n hon 0.5 va tong phuong sai trich ciia 3 nhén té
dugc rut trich 1a 51.65% > 50% (bang 4).

Vi bién phu thudc - Y dinh mua 1ap lai, Kkét qua
chay EFA qua kiém dinh KMO va Barlett’s test, cho
thdy KMO = 0.848, sig cua kiém dinh = 0.000 <
0.05 nén c6 thé phén tich nhan t6 kham pha cho bién
phu thude.

Két qua ma tran xoay, 5 bién quan sat cua bién
doc 1ap duoc tai 1én 1 nhan t6 v6i hé sb tai déu 16n
hon 0.5 va téng phuong sai trich ctia nhan t6 duoc
rat trich 1a 50.35%> 50% (Bang 5).

Sau d6, nhom tac gia tién hanh sir dung mé hinh
cAu trac tuyén tinh SEM dé kiém dinh méi quan hé
giita cac bién trong mo hinh nghién ctru (hinh 3).

mua ldp lai (P-value = 0.000<0.05), p = 0.797. Dya
vao bang 7, ta thiy, trai nghiém trong khi mua tac
dong manh nhét t6i chét luong trai nghiém khach
hang, sau d6 t6i trai nghiém trudc khi mua va cubi
cung la trai nghiém sau khi mua (bang 7).

Két qua nghién ctru nay l1a phu hop véi cac
nghién cuu trudc day, theo do trdi nghi€ém khach
hang s€ c6 tac dong tich cuc téi y dinh mua lap lai.
Khi khach hang c6 trai nghiém tich cuc thi y dinh
mua 1ap lai ctia ho s€ cao hon. Do do, dé tang kha
ning khach hang quay tr& lai mua sim, cic san
TMPT céan cha trong to1 viéc tao ra nhitng trai
nghiém tich cuc cho khach hang thong qua viéc
nghién ctru khach hang va chu dong tao ra cac diém
twong tic trén hanh trinh mua sim cta khach hang &
cac giai doan trudc, trong va sau khi mua.

5. Thao luin két qua nghién ciru, khuyén
nghi, han ché cia nghién ctru va hwéng nghién
ctru trong twong lai

5.1. Thdo lugn két qud nghién ciru

Vé thang do chat luong trai nghiém khach hang:
so voi thang do cua Klaus (2014), thang do cta cac
tac gia co sy diéu chinh dé phu hop véi bdi canh cia
Viét Nam va bdi canh mua sim qua sain TMDT.
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Bang 4: Bang ma trdn xoay nhdn té cho bién dc lip

A « Nhan to
Bién quan sat 1 ) 3

AE1 726

AE2 .662

AE3 706

AFE4 736

AES 734

AE6 .693

AE7 .709

BE1 .649

BE2 .703

BE3 726

BE4 710

BES 753

BE6 710

BE7 702

BES8 723

DE1 .698

DE2 707

DE3 .826

DE4 739

DES 682

DE6 731
Eigenvalues 5.868 2.747 2.231
Phuong sai rut trich 27.95% 13.08% 10.62%
Tong phuong sai rit trich 51.65%

(Nguon: Tdc gid tong hop tir dit liéu khdo sat)
Béang 5: Phan tich nhdn 16 cho bién phu thuoc

Bién quan sat Nhaln o
RPI1 .642
RPI2 819
RPI3 719
RPI4 .692
RPI5 .662
Eigenvalues 2.517
Phuong sai rut trich 50.35%
Tong phurong sai it trich 50.35%

(Nguon: Tdc gia tong hop tir dit liéu khdo sdt)

Dong thoi cac thang do ludng duoc cac tac gid bo
sung vao cac thang do phu hop vdi cac hanh vi cia
khach hang trong timg giai doan cua hanh trinh mua
hang: giai doan truéc khi mua lién quan t6i hoat
dong tim kiém thong tin, tac dong cta cic chuong
trinh truyén thong va uu di, an tugng tir nhitng lan
mua trudc; giai doan trong khi mua lién quan t6i cac
hoat dong: tim kiém, lua chon, thanh toan va giao
hang; giai doan sau khi mua lién quan t&i cac hoat
dong cham so6c khach hang sau cta san TMDT, cac
uu dai sau khi mua, cdm nhéan cua khach hang vé su
gin bo véi san TMDT. ..

V6i nhan t6 trude khi mua (8 thang do luong): 4
thang do luong cta Klaus dugc giit lai, dong thoi va
phat trién thém 4 thang do ludng; nhan t6 trong khi
mua (6 thang do luong), cac tac gid gilr lai 3 thang
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Chi-square/df=2.869
GFI=.931

CFI=.945

TLI=.939
RMSEA=.047
PCLOSE=.935

Hinh 3: M6 hinh cdu triic tuyén tinh SEM bdc 2

Bang 6: Két qua phdn tich mé hinh cdu triic tuyén tinh SEM béc 2

Nhan t6 Estimate S.E.

C.R. P Hé s6 chuin hoa

RPI <--- EXQ 1.831 .199

9.194 otk 0.797

(Nguon: Tdc gia tong hop tir dir liéu khdo sat)

Bang 7: Sy tac dong cua tirng nhan 1
cua trai nghiém khach hang toi chat lwong
trdi nghiém khdach hang

Estimate
BE Lo EXQ .543
DE <L EXQ 572
AE Lo EXQ 492

(Nguon: Tdc gia tong hop tir dir liéu khdo sat)
do luong cua Klaus va phat trién thém 3 thang do
luong, trong do c6 thang do luong DE3, céc tac gia
tiép thu tu thang do cua Klaus, tuy nhién da c6 su

diéu chinh dé phu hgp voi bdi canh mua sam qua
san TMPT; nhan té sau khi mua (7 thang do luong),
cac tac gia gilr lai 4 thang do ludong cua Klaus va
phat trién thém 3 thang do luong. Céac thang do
ludong duoc phat trién théng qua tong hop két qua
dinh tinh sau d6 khi thyc hién cac phan tich dinh
lwong déu cho két qua thang do phu hop vai dir lidu
thi trudng. Do d6 cac thang do c¢6 thé duoc sir dung
dé do luong chét lugng trai nghiém (EXQ) ddi véi
nhitng khach hang mua sim qua san TMDT hodc
khong gian mua sim tryc tuyén khéc.

Vé sy tac dong gitra trai nghiém khach hang téi
¥ dinh mua lap lai. Két qua phan tich cho thiy trai
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nghiém khach hang c6 tac dong tich cyc téi y dinh
mua lap lai (B = 0.797, p-value = 0.000<0.05). Diéu
nay c6 nghia la khi khach hang c6 trai nghiém khach
hang t6t thi ¥ dinh quay tr& lai mua sim qua san
TMBDT cua khach hang cao. Két qua nghién ctru nay
phu hop voi cac nghién ciru truéc d6 cia Klaus
(2012, 2013, 2014), Mayer va Schwager (2007),
Jain va cOng su (2017), Verhoef va cong su (2016)...

5.2. Khuyén nghi

Véi cac két qua nghién ciru trén, nhom tac gia dé
xudt mot s6 khuyén nghi cho cac trang TMDT nham
cai thign trai nghiém tich cuc, qua d6 gitr chan
khach hang, cu thé nhu sau:

Thir nhat, céc san TMPT nén xem xét chién lioc
trdai nghiém khdach hang nhw mot chién lugce chire
nang. Két qua nghién ciru cho thdy trai nghiém
khach hang c6 tac dong tich cuc t6i y dinh mua lap
lai. Do d6, dé trién khai hoat dong trai nghiém khach
hang mot cach c6 hi€u qua, cac san TMDT can xem
xét trai nghiém khach hang nhu mot chién luoc churc
nang cua doanh nghiép gléng nhu chién lugc tai
chinh, chién luge nhan su, chién luge Marketing. ..
Chién luoc trai nghiém khach hang can dugc trién
khai bai ban, dugc 1én ké hoach, thiét 1ap muc tiéu,
dugc trao ngudn luc, thiét ké cac chién thuat (nghién
ciru hanh trinh khach hang, thiét 1ap cac diém
cham...) dé thyc hién va duoc danh gia hiéu qua
trién khai. Khi dugc quan tim mét cach ding dan
hoat dong trai nghiém khach hang méi dugc trién
khai mot cach hiéu qua va tir 46 mang lai nhitng két
qua kinh doanh t6t cho cac san TMPT.

Thir hai, can cdi thién chat lwong trdi nghiém
khdch hang théng qua viéc toi wu cdc diém cham
trén hanh trinh mua hang. Trai nghiém khach hang
duogc thao ra thong qua nhiing twong tac cia khach
hang voi san TMDT trén céc giai doan ctia hanh trinh
khach hang. Do do dé tao ra mot trai nghiém khach
hang xuat sic, cac san TMDT nén t6i uu mdi diém
cham dé ludn tao ra cam xutc tich cuc cho khach hang
tir @6 khién ho gan bo va trung thanh hon.

Trén déy 1a hai goi y chinh ma nhom tac gia deé
xudt tir két qua nghién ctru. Tét nhién, nghién ctu
nay con ¢ mdt so han ché nhu:

(i) Béi twong tham gia khao sat chinh thirc, chu
yéu 1a sinh vién (chiém 94%), ty 1é khach hang &
nhitng nganh nghé khac thap, két qua nghién ciru
c6 thé s& khac khi nghién ctru trén nhitng nghé
nghiép khac.

khoa hoc

(i) Cac diém cham trén mdi giai doan cua hanh
trinh mua sam dugc thé hién trong nghién ciru c6 thé
chua day du.

(iii) Nghién clru tp trung v6i khach hang véi do
tudi tir 18-34, két qua c6 thé khac & nhitng d6 tudi khéc.

Chinh vi thé, trong twong lai, mot s6 huéng
nghién ciru khac cé thé bd sung nhu:

(i) St dung thang do chat lugng trai nghiém
khach hang dugc céc tac gia phat trién dé do luong
chat lugng trai nghiém khach hang trén khong gian
mua sim khéc.

(i) Xem xé&t sy tac dong cua trai nghiém khach
hang t6i cac két qua hanh vi khac.

(iif) M6 rong dbi twong nghién ciru véi do tudi
khac (sau 34 tu01) & cac nganh nghé khac nhau dé
xdy dung cac chién lugc marketing da dang hon,
dap tg tot hon nhu cau ciia khach hang. 4
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Summary

This article examines the impact of customer
experience on re-purchase intention through e-com-
merce platforms in Vietnam. Research data is col-
lected from 862 Vietnamese customers who have
ever shopped through e-commerce platform. On the
basis of the EXQ model, the authors have adjusted
and supplemented the scale of the independent vari-
able which is the different experience stages (before,
during and after purchase) on the e-commerce plat-
form and the dependent variable is the intention to
repurchase. AMOS20 software has been used to per-
formed SEM to test the relationship between the
independent variables and the dependent variable.
The results show a positive impact of customer
experience on re-purchase intention through e-com-
merce. On that basis, a number of recommended
solutions have been proposed to help e-commerce
platforms increase the positive customer experience
when buying in order to retain customers in the con-
text that e-commerce has become an indispensable
part of today's socio-economic life.
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