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di nghiém khach hang dang la mot trong nhitng phwong thitc canh tranh cua doanh nghiép thoi
hién dai. Tao ra va duy tri trdi nghiém tot co anh hwong toi y dinh va hanh vi cia khdach hang la

viéc ma moéi doanh nghiép ban 1é va nha san xudt mong muon. Tie mua sam trye tiép dén truc tuyén dang
co sy thay doi I6m vé cdach thire, dia diém va doi trong mua sam. Nghién cvuu nay dwoc thuc hién voi doi
twong chinh la nhitng thé hé gen Z va gen Y nam trong lira tuéi tir 18 dén 35 nham danh gid anh hwéng ciia
trdi nghiém khach hang truc tiép t6i y dinh va hanh vi cua ho trong boi canh hién dai tai Ha Noi va mot sé
vung phu cdn. Phat hién sau nghién curu da cho thdy rang 3 yéu to trdi nghiém san ph(fm trdi nghiém dich
vu nhdn vién va trai nghlem cong dong tac dong dén y dinh mua lap lai va y dinh truyén mzeng cua nguoi
tiéu ding khi mua sam san pham do 16t niv. Piéu ndy ham y rang viéc tao ra trdi nghzem va dé ngieoi tiéu
diing dwoc trai nghiém trong khong gian, trai nghiém véi dich vu ciia nhdn vién va song trong céng dong

chia sé mang lgi loi ich lon.

Tir khéa: trdi nghiém khdch hang truc tiép, ¥ dinh mua Idp lai, y dinh truyén miéng, do 16t nit.

JEL Classifications: M31, M37, M39.

1. Dat van dé

Trai nghi¢m khach hang, hanh vi mua cta nguoi
tiéu dung, sy thoéa man, sy hai long, long trung thanh
va y dinh hay hanh vi mua lap lai 1a khai niém, thuét
ngit phd bién trong marketing. Cho dén nay, c6
nhiéu nghién ctru vé ndi ham cua cac thuat ngir trén
nhung van chua thyuc su bao quat hét vi cac nghién
clru méi chi tap trung trong linh vuc nha hang,
khéch san, du lich, dich vu vui choi... ma chua tap
trung vao linh vyc ban 1¢ phi thyc pham. Riéng doi
v6i nganh thoi trang dac biét 1a mat hang d6 16t nit
chua c¢6 nhiéu nghién ctru v& cac trai nghiém ma
khéach hang c6 dugc tir qua trinh lya chon, mua va
danh gi4 sau mua. Bai viét “nghién ctru tic dong ciia
trai nghiém khach hang tryc tiép toi y dinh mua lap
lai va y dinh truyén miéng san phim dd 16t nir”

nhiam danh gia sy anh hudng cua céc yéu to trai
nghiém truc tiép vé san pham, khong gian va dich
vu nhén vién ciling nhu trai nghiém xa héi 1én y dinh
hanh vi nit khach hang. Trai nghiém vé mua sdm noi
y 1a mdt hanh vi dac thu, mang tinh ca nhan va déc
biét tao ra su thoa man dac biét hép dan & gi6i nir va
gitp tang sy tu tin cua ho. Chinh vi vay, nghién ctru
ndy nhim danh gid anh hudng cua trai nghiém
khach hang tryc tiép t6i ¥ dinh truyén miéng va mua
lap lai cta nit tiéu dung Viét Nam trong d¢ tudi tir
thanh nién t6i tién man kinh.

2. Co so 1y thuyét va mé hinh nghién ciru

2.1. Co 56 Iy thuyét

* Trai nghiém

Trai nghiém 14 trang thai dugc tao ra dé dap tmg
kich thich & bat ky ca nhan nao (Poulsson va Kale,
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2004), 1a két qua duoc kich hoat boi nhirng kich
thich cy thé (viéc gip gd, trai qua hodc song qua moi
thir); chiing khong phai tu sinh ra ma duogc tao ra tu
nguyén nhan va muc dich (cung cép cac gia tri cam
giac, cam xuc, nhan thic, hanh vi va quan h¢)
(Schmitt, 1999a).

* Trai nghiém khach hang trong méi truong ban lé

Trai nghiém khach hang 1a “tong phan tng nhan
thirc, tinh cam, cam xuc, cam giac, xa hoi va hanh
vi dugc tao ra trong toan by qua trinh mua hang
(Lemon & Verhoef, 2016; Verhoef va cong su,
2009; Gentile va cong su, 2007; Hosany & Witham,
2010; Schmitt, 1999b). Trai nghi€ém khach hang
bao gdm mat chudi twong tac tich hop gitra khach
hang véi cac d6i twong, quy trinh va méi truong
trong ban 1¢é ” (Carbone va Haeckel, 1994; Schmitt,
1999; Gentile va cong su, 2007; Verhoef va cong
su, 2009). Cac hoc gia trong linh vuc kinh té, mar-
keting; cho rang trai nghiém ban 1¢ ciia khach hang
duogc tao ra boi yéu td chi quan ma nha ban 1é c6
thé kiém soat (giao dién dich vy, moi truong ban 1¢,
chung loai, gia ca, thwong hi€u ctra hang) va yéu tb
khach quan nam ngoai sy kiém soat cta ho (anh
hudng cua cac bén thir ba, 1y do mua, cic yéu t6
tinh hudng).

* Trdi nghiém truec tiép trong qud trinh mua hang

Trai nghi€ém khach hang truc tiép la viéc ho tham
gia & cac cap do khac nhau (ly tri, tinh cam, giac
quan, x4 hoi va thé chat) (Gentile va cong su, 2007)
trong qua trinh mua sim tiéu ding véi san pham,
twong tac voi moi trudng mua sim, voi cac dich vu
dugc cung cdp, twong tic v6i nhan vién cua cta
hang, thuong hiéu (Pine va Gilmore, 1998; Poulsson
va Kale, 2004; Meyer va Schwager, 2007). Trai
nghiém khach hang bao gdm tong s6 trai nghiém tir
giai doan tim kiém, mua hang, tiéu ding va sau ban
hang (Verhoef va cong su, 2009). Trai nghiém tai
ctra hang ban 1¢ lién quan dén cac hoat dong nhu
duyét, so sanh gia, tim kiém hang hoéa, danh gia sy
da dang clia san pham va chat lugng, twong tac voi
nhan vién cura hang (Terblanche & Boshoff, 2001).
Céc nha ban 1¢ st dung cong nghé¢ nhap vai, kich
thich thi giac, thinh giac, khtru giac cua khach hang
va tang kha ning tiép xuc xic giac dé tiép thém

ning luong cho trai nghiém mua sim va thay dbi
hoan toan cach thurc twong tac voi nguoi tiéu dung
dé hinh thanh lién két tinh cam v&i nhan hiéu (Jones
va cong su, 2006). Chinh vi vay, viéc do luong trai
nghiém khach hang thuong duoc hiéu 1a do cua sy
hai 1ong, sy sin sang danh nhiéu thoi gian va tién
bac ctua khach hang ciing nhu long trung thanh cua
ho (Holbrook & Hirschman, 1982; Donovan &
Rossiter, 1982; Lucas, 1999; Arnold va cdng su,
2005) cho khach hang.

Y dinh mua lap lai 1a cam két tam 1y d6i véi mot
san phim hodc dich vy nay sinh trong qua trinh sir
dung, ti€u dung né va phu thudc vao tinh huéng hién
tai cia nguoi mua hang. Y dinh mua 1ap lai phu
thudc vao nhiéu yéu td trong d6 rit quan trong dén
tur chinh trdi nghiém cda khach hang. Trong bai bao
nay huéng téi y dinh mua lip lai san pham cta
khach hang khi c6 trai nghiém tich cuc dén tir cira
hang va xu hudéng gidi thiéu cho ban be, gia dinh,
ngudi quen vé san pham thuong hiéu do.

2.2. M6 hinh nghién ciru

Do luong trai nghiém khach hang thuong thuc
hién theo hai cach tié}? can chinh:

Céch thir nhét: do luong dua trén nhan thirc hodc
danh gia cua khach hang vé thanh phin tao nén trai
nghiém dich vu. Klaus va Maklan (2011, 2013) phat
trién chat luong dich vy da chiéu dya trén quy mo
ngudi tiéu ding bit ngudn tir cam nhén cua khach
hang khi tradi nghiém dich vu. Chét luong trai
nghiém cua ho dua trén thang do trai nghiém khach
hang bao gdm bbn thi nguyén (trai nghiém san
phém, két qua trong tam, khoanh khéc sy that va su
an tdm) dua trén nhitng danh gia vé dich vu.

Céach thir hai dugc phat trién dya trén quan
diém cac mo dun trai nghiém chién lugc (SEM)
cua Schmitt (1999a) v6i quan niém trai nghi¢m
khach hang la nhan thire, tinh cam, cam giac, cam
xuc, hanh vi, xa hdi va phan ung vat Iy do nha cung
cAp trai nghiém kich hoat. Trong bdi canh ban 1¢,
thang do trdi nghiém khach hang dugc Brakus va
cong su (2009); Verhoef va cong su (2009) phat
trién toan dién voi bon chidu: nhan thirc/tri tugé,
gidc quan/tinh cam, xd hoi va thé chit. Bagdare va
Jain (2013) phan tich thanh phan cam xuc - khoai
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lac cua khach hang vi ho tin ring n6 dong vai tro
chi phéi trong viéc dinh hinh chi sé thang do trai
nghiém khach hang.

Nhiéu nghién ctru chi ra tiy theo cach tiép cén
va moi truong, bdi canh ma céac khia canh cua trai
nghiém khach hang c6 su diéu chinh, thay ddi cho
pht hop. Fornerino va cong su (2006) cho ring
trai nghiém khach hang 1a cac thanh phan thang do
cam giac, cam xuc va thé chit - hanh vi; thang do
vé nhan thirc, xa hoi (Jones, 1999; Schmitt, 1999;
Chen and Lin, 2015) va thang do gia tri st dung
(theo Addisva Holbrook, 2001; Gentile va cong
su, 2007); thang do gia tri trdi nghiém (Gentile va
cong sy, 2007; Nambisan and Watt, 2011; Zhang
va cong sy, 2015). Thang do phong cich sbng
(Gentlle va cong su, 2007) 1 hé thong cac gia tri
va niém tin cta ngudi tidu dung dugc thé hién qua
hanh vi cua ho vdi ban sac khac biét. Thang do
quan h¢ 1a chi su tuwong tac gilta con ngudi voi con
ngum v6i bdi canh xa hoi, véi ly tuong, quan
diém va san pham (nhu thoi trang cao cép may
mic) (Gentile va cdng su, 2007; Lemon and
Verhoef, 2016; Brakus va cong su, 2009; Klaus va
Maklan 2012).

Trong ndi dung bai bao nay, tac gia st dung cac
két qua ciia cac nha nghién ctru trude vé cac khia
canh cua trai nghiém la trai nghiém san phém truc
tiép, trai nghiém khong gian diém bén, trai nghiém

Trai nghiém khach hang tryc tiép

Trai nghiém san pham
Trai nghiém khong gian diém ban

Trai nghiém dich vy nhén vién

Trai nghiém cong dong

(Nguén: Tdc gia dé xudat)

dich vu nhan vién va trai nghiém xa hoi duogc ké
thira tr nghién ctu cua Schmitt (1999) 1a cac trai
nghiém nhan thic, trai nghiém cam giac, trai
nghiém dich vu nhan vién va trai nghiém ban sdc xa
héi (Gentile, Spiller va Noci, 2007; Lemke va cong
su (2011); Verhoef va cdng sy (2009) dua ra.

Mot sb nghién ctru chi ra gidi tinh, d tudi, vi tri
dia ly, khu vyc, kha nang mua s&m c6 anh hudng toi
trai nghiém khach hang ciing nhu y dinh truyén
miéng tich cuc va y dinh mua ldp lai (Marco leva
and Cristina Ziliani). Khi khach hang hai long véi
cac trai nghiém minh c¢6 dugc ho s& gia ting 4n
tugng hodc thdm chi thay ddi thai do tir tich cuc
sang tiéu cuc néu cé trai nghiém tiéu cuc (Mingli
Zhang va cong su, 2017; Vargo va Lusch, 2011) va
gia tang long trung thanh.

Phan tich trai nghiém khach hang duoc coi la
quan trong va can thiét nhim danh gia viéc cac cira
hang, thuong hiéu da tao ra cac cudc gip g0, tiép
xuc cling nhu cac wu dai thich hop cho khach hang
hay chua. Trén co s& do, tac gia dé xudt mo hinh
nghién ciru v6i cac thanh phan cua trai nghiém
khach hang tryc tiép nhu hinh 1.

Thiét 1ap cac gia thuyét:

HI: Trdi nghiém san phim cé anh huong tich
cuc dén vy dinh mua lap lai va y dinh truyén miéng
vé san pham ciia khdch hang.

Y dinh mua lap lai
va truyén miéng

Hinh 1: M6 hinh Iy thuyét tic dong ciia trai nghiém khéch hang truc tiép
161 ¥ dinh mua ldp lai va y dinh truyén miéng

khoa hoc

=

86 thuong mai

S0 168/2022



QUAN TRI KINH DOANH

H2: Trdi nghiém khong gian cam xuc co dnh
huong tich cyc toi y dinh mua lap lai va y dinh
truyén miéng vé san pham cua khach hang.

H3: Trai nghiém dich vu nhan vién truc tié;p co
anh hwong tich cuc toi y dinh mua lap lai va y dinh
truyén miéng vé san pham cia khéach hang.

H4: Trdi nghiém xd hoi co anh huong tich cuc
16i y dinh mua ldp lai va y dinh truyén miéng vé san
phdm cia khdch hang.

3. Phwong phap nghién ctru

Khéch hang nitr dugc tap trung khai thac trong
nghién ctru ndy. Nir gidi thuong c6 trai nghiém mua
sim phong phu va da dang hon nam gidi. Pic biét
su thay di trong suy nghi cua gen Z hién nay. Qua
d6 dé thiy dugc nhu cdu ciing nhu cac trai nghiém
nao thue sy thu hut ho dé dép tmg nhu cau lam dep,
gia ting tinh thim my, ciing nhu cach ho hudng thy
khi trai nghiém mua sam (Wood va cong su, 2008).
Khi ho c6 su hai long véi trdi nghiém tai cira hang,
ho ¢6 ¥ dinh mua lai san pham hay thuong hiéu d6
khong va ho ¢6 y dinh gidi thiéu cho ngudi khac hay
khong. Pay 1a cac cau héi ma ndi dung bai bao
hudng toi.

Nghién ciru dugce thyc hién dong thdi nghién ctru
tai ban, nghién ctu dinh tinh va nghién ciru dinh
luong. Két qua nghién ctru tai ban giup cho viéc
tong quan 1y thuyét vé trai nghiém va cac khia canh
trai nghiém khach hang tryc tiép. Qua d6 xay dung
cac thang do nhap. Phuong phap nghién ciru dinh
tinh dé hoan thién bg thang do va xay dung bang hoi
phuc vu nghién ctru dinh lugng. Nghién cuu dinh
luong duogc tién hanh trén d6i tuong 1a nit khach
hang c6 do tudi tir 18 dén 35 va co trai nghiém tai
cac cua hang ban 1é.

Dir li€u dugc thu thép trong thang 4 nam 2022
thong qua khao sat truc tiép tai cac diém ban, cac
trung tAm thuong mai. Quy mé mau duoc thuc hién
theo tiéu chi cia Benter & Chou (1987), nghia Ia
quy md mau tdi thiéu bang 5 lan tong s6 bién quan
sat. Nhu vy quy md mau tdi thiéu trong bai bao 1a
28*5 =140 phan tir mau. Nhu vdy, sé phiéu thu vé
sau khi loai bé nhiing cau tra 161 thién Iéch con 174
phiéu dat yéu cau.

Dir liéu thu vé duoc ma hoa va xur 1y bang phan
mém SPSS AMOS 22.0 dé danh gia do tin cdy, tinh
hoi tu, phan tich nhan t6 kham pha EFA, kiém dinh
gia thuyét nghién ctru.

4. Két qua nghién ctru

4.1. Két qua nghién civu dinh tinh

Sau khi tién hanh phong véan siu véi cac chuyén
gia, nguoi tiéu ding, mot sd cac chi bao trong cac
thang do truéc d6 duoc loai b cho phut hop. Va két
qua cudi cing cac thang do con lai nhu sau: Thang
do trai nghiém san phdm gdm 6 chi bao dugc ké
thura tor Elisabeth Happ (2020) va dugc ma hoa tu
TNSP1 dén TNSP6; Thang do trai nghiém khong
gian diém ban con 5 chi bao va dugc ké thira tir tac
gia M. Srivastava, D. Kaul (2016) va duoc ky hiéu
tir KGDB1 dén KGDBS5. Thang do trai nghiém dich
vu nhan vién duoc gém 7 chi bao dugc ké thura tir
Elisabeth Happ (2020) va dugc ma héa tir TND-
VNV1 dén TNDVNV7. Cudi cing 13 thang do trai
nghiém xa hodi gém 5 chi bao va dugc ké thira tir tac
gia M. Srivastava, D. Kaul (2016) va dugc ma hoa
tir TNCDI1 dén TNCDS.

4.2. Két qua nghién civu dinh lwong

Céc bién quan sat trong bang cau hoi khao sat
dugc xdy dung dwa trén két qua nghién ctru dinh
tinh, thang do su hai long cua khach hang duoc su
dung tir thang do Likert 5 mirc ¢ (twong tng 5 mirc
do tir Rat khong dong y; Khong dong ¥; Pong y; Rat
ddng ¥ va Hoan toan dong ¥ 1a 1; 2; 3; 4; 5).

Bang 1 md ta théng tin vé miu nghién ctu 1a
khach hang nir trong do tudi tir 18 dén 35. Va hiu
hét khi dugc hoi vé trai nghiém mua ndi y ho déu c6
xu hudng mua nira nim 1 1an. Diéu nay cho théy trai
nghiém tryc tiép ctia ho s& phong phi vi thanh nién
¢6 su yéu ciu cao va su thay doi nhanh chong.

4.2.1. Kiém dinh do tin cdy cua thang do (Kiém
dinh Cronbach’s Alpha)

Két qua kiém dinh do tin cay bé’lng hé s6 Cronbach’s
Alpha tu Bang 2 cho cac thanh phén cta thang do déu
c¢6 Cronbach’s Alpha > 0,7 va khong c6 bién do ludng
nio c6 tuong quan bé hon 0,3. Pat yéu cau.

* Phén tich nhan t6 bién déc lap

Két qua EFA diu tién: KMO = 0.891 >0.5, sig
Bartlett’s Test = 0.000 < 0.05, nhu vdy phan tich
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Bang 1: Théng tin déic diém mdu nghién ciru

Yéu tb Chi tiéu Tan suit Ty 1§ %
Giéi tinh Nit
Ving Bic Giang 18 10.6
Ha Noi 104 61.2
Hung Yén 5 2.9
Thanh phd khac 43 25.3
Nghé nghiép Di lam 68 40.0
Khac 1 0.6
NOoi trg 1 0.6
Sinh vién 100 58.8
Thu nhép Trén 15 triéu dong 42 24.7
Tir 11 -15 triéu dong 8 4.7
Tir2 - 5 triéu dong 102 60.0
Tir 6 - 10 tridu dong 18 10.6
Tan suidt mua sam 6 thang 1 lan 101 59.4
3 thang 1 lan 8 4.7
9 thang 1 lan 2 1.2
C6 nhu ciu méi mua sam 52 30.6
Khéng mua 7 4.2
(Nguon: Két qua phan tich dir liéu ciia tdc gid)
Bang 2: Kiém dinh hé s6 Cronbach'’s Alpha
Nhin t6 S6 bién quan sat Cronbach’s Alpha
TNSP 6 0,856
TNKGDB 5 0,849
TNDVNV 7 0,923
TNCD 5 0,855
YDMLL/TM (4) 5 0,941

nhan t6 khdam ph4 EFA la phu hop. C6 3 nhén to
duoc trich véi tiéu chi eigenvalue 16n hon 1 véi tong
phuong sai tich lity 1a 69.739%. Tac gia mong mu6n
chon ra cac bién quan sat chat lugng nén sé& sir dung
ngudng hé sb tai 1a 0.5 thay vi chon hé s6 tai twong
{mg theo ¢ mau. So sanh voi ngudng nay véi két
qua ¢ ma trn xoay, cd cac bién x4u bi loai bo la:
KGCX2, KGCX4, KGCXI1, TNSP2, TNCDI,
TNCD2, DVNC2, DVNVS5, DVNV7, DVNV4. Tac
gia st dung phuong thirc loai mot luot cac bién xau
trong mot 1an phan tich EFA tir 23 bién quan sat &
lan phan tich déu, loai bo 10 quan sat va dua 13
quan sat con lai vao phan tich EFA lan thir hai.

Khi phan tich nhan t& EFA lan thir 2 thu dugc Hé
s6 KMO = 0.878 > 0.5, sig Barlett’s Test = 0.000 <
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0.05, nhu vay phan tich nhan t6 1a phu hop. C6 3
nhan t6 dugc trich dwa vao tiéu chi eigenvalue 16n
hon 1, nghia 1a 3 nhédn t6 ndy tom tit thong tin cia
13 bién quan sat dua vao EFA mot cach tbt nhat.
Téng phuong sai trich ma 3 nhan té nay trich dugc
1a 70.728% > 50%, nhu vay 3 nhan t6 duoc trich
giai thich dugc 70.728 % bién thién dir liéu cta 13
bién quan sat tham gia vao EFA. Két qua ma trin
xoay cho thdy 13 bién quan sat dugc phan thanh 3
nhan t6, tit ca cac bién quan sat déu ¢ hé sb tai
nhan t6 Factor Loading 16n hon 0.5 va khong con
cac bién xau. Két luan chung phan tich nhan t6
kham pha EFA cho cac bién doc lap dugc thuc hién
hai 1an. Lan tht nhét, 23 bién quan sat dugc dua vao
phan tich, c6 10 bién quan sat khong dat diéu kién 1a
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Bang 3: Bdng ma trgn xoay cdc nhan 10 duoc loai bo dé thuc hién phan tich lai. Léan phan
_ tich thir hai (1an cudi cing), 13 bién quan sat hoi tu
Bién quan Nhém nhin to va phan biét thanh 3 nhan td.
sat 1 2 3 * Phén tich bién phu thuéc
TNSP1 877 Két qua phan tich bién phu thudc nhan duoc Hé
TNSP2  .850 s6 KMO = .833 > 0,5, va sig. = .000 < 0.05 va két
TNSP3  .849 luan: Chi c6 mot nhan té dugc trich. Ma tran khong
TNSP4 590 thé xoay. Piéu nay cho thay bién phuy thugc khi chay
TNSP5  .573 EFA chi trich ra mot nhan t5. Viéc nay 1a diéu tt,
DVNVI1 .825 nghia la thang do YDTM-MLL dam bao dugc tinh
DVNV2 .802 don hudng, cac bién quan sat ctia bién phu thudc hoi
DVNV3 757 tu kha tét.
DVNV4 122 Toém lai, sau khi phan tich nhéan t6 EFA ¢ ca hai
DVNVS5 676 nhém bién doc 1ap va phu thudc, tac gia da hiéu
TNCDI1 827 chinh céc nhan t6 kham pha pht hop véi cac tiéu chi
TNCD2 812 do luong va dugce thé hién & bang 4 dudi day:
TNCD3 763 * M6 hinh nghién ciru hiéu chinh

Céc gia thuyét sau hiéu chinh

(Nguon: Két qua phan tich di¥ liéu cua tac gid)

Bang 4: Thang do hiéu chinh sau khi phén tich nhén té kham phd EFA

Trai nghiém mua sim true tiép

TNSP 1. Trai nghiém sian pham (Elisabeth Happ, 2020)

TNSP1 T6i hai 1ong vé su da dang cua san pham, mau sic, kiéu dang, kich c&..
TNSP2 T6i hai 1ong vé chit lugng san phim

TNSP3 T6i hai long vé chét liéu san pham

TNSP4 T6i hai 1ong gia thanh tot

TNSP5 T6i hai 10ng vé ngudn gbe rd rang chudn xudt xtr (héa don, hang that)
TNDV 2. Trai nghiém khéng gian cam xuc (M. Srivastava, D. Kaul, 2016)
DVNV1 T61i hai long véi thai d¢ phuc vu chuyén nghié¢p cua nhan vién
DVNV2 Tai hai long voi 161 khuyén tir nhan vién clra hang nay

DVNV3 Tai hai long khi dugc tuong tac voi nhan vién cura hang

DVNV4 T61i hai long véi am nhac, mui hwong, anh sang, nhiét do

DVNVS5 T6i hai 10ng véi céch trung bay truc quan san phim

TNCD 3. Trai nghiém cam nhin cfng dong (Mala Srivastava, Dimple Kaul, 2016)
TNCD1 T6i khuyén khach hang hoi y kién t61 ve san pham cua ctra hang nay
TNCD2 T6i coi minh thudc cong ddng mua sdm san pham nay

TNCD3 T6i twong tac voi khach hang ctia clra hang nay

YDMLL-YDTM 4. Y dinh mua lip lai - Y dinh truyén miéng (Elisabeth Happ, 2020)
MLL1 T6i mudn quay lai cira hang dé mua thuong hiéu ndi y nay

T™I T6i s& gidi thidu vé san pham, thuong hiéu nay

T™M2 T6i chéc chin gidi thidu cho gia dinh, ban bé, ngudi than vé san pham thuong hiéu nay
MLL2 T6i chic chin mudn quay lai mua san pham thuong hiéu ndi y nay

(Nguon: Két qua phan tich dit liéu cia tic gid)
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Trai nghiém tryc tiép

Trai nghiém san pham

Trai nghiém dich vu nhan vién

Y dinh mua lap lai va

Trai nghiém cong dong

truyén miéng

(Nguon: Tac

(Nguon: Két qua phan tich dit liéu khdo sat)
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gid nghién cuu)

Hinh 2: M6 hinh nghién curu hiéu chinh
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HI: Trdi nghiém san phdm cé dnh hwéng tich
cwe dén y dinh mua Idp lai va y dinh truyén miéng
vé san pham ciia khdch hang.

H2: Trai nghiém dich vu nhan vién truc tié;p co
anh hwong tich cuc toi y dinh mua lap lai va y dinh
truyén miéng.

H3: Trdi nghiém xd hgi co dnh huong tich cuc
¥ dinh mua ldp lai va y dinh truyén miéng cia
khach hang.

* Danh gia do tin cdy cua thang do

Dé danh gia do tin ciy cuia thang do, nghién ctru
sir dung hé s6 tin cdy tong hop CR, tong phuong sai
trich AVE va hé s6 tai nhan t6 don 1¢ (outer loading).
Trong do, hé s6 tin cay tong hop phai 16n hon 0,7 va
hé s6 outer loading phai 16n hon 0,4 (Hair et al.,
2014) thi c6 y nghia vé gié tri tin cdy. Ngoai ra, theo
Fornell and Larcker (1981), tong phuong sai trich
16n hon muc 0,5 sé khéng dinh dugc d¢ tin cay va
d6 gia tri hoi tu cua thang do. Két qua tinh toan vé
do tin cay tong hop, hé sb tai nhan té va phuong sai
trich cua céc thang do thanh phan cho thiy cac thang
do ctia khai niém déu dat yéu ciu vé do tin cdy va
gia tri hoi tu (Bang 5).

héa (standardized regression weight) 16n hon 0.5.
Nhu véy, cac bién quan sat c6 mirc pht hop cao.

Kiém dinh gia thuyét

Két qua phén tich dit liéu cho thdy trai nghiém
trai nghiém khach hang tryc tiép tac dong dén y dinh
mua ldp lai va y dinh truyén miéng chi ¢6 % nhan tb.
Gia thuyét khong gian cam xuc c6 tic dong dén ¥
dinh truyén miéng va ¥ dinh mua lap lai nhung
khong dang ké va khong thé hién ¥ nghia théng ké
& mirc 5%. Cac gia thuyét duoc trinh bay cy thé &
bang 6 dudi day:

Tién hanh kiém dinh gia thuyét trén mo hinh
SEM ta thiy:

- Xét bang Regression Weights, Standardized
Regression Weights ta thay: Két qua phan tich dit
liéu chdp nhan cac gia thuyét vi gia tri pvalue =
0.000 < 0.05. Trong 3 bién tac dong ta thdy murc do
giam dén tir trai nghiém cong dong dén trai nghiém
san phdm va trai nghiém nhén vién.

- Khi xem xét giad tri trong bang Squared
Multiple Corelations ta c¢6: Gia tri R binh phuong
cua TM3 12 0.881 = 88.1%, nhu vay cac bién doc lap
tac dong 1én 88.1%, sy bién thién cia TM3 (¥ dinh

Bang 5 Két qua do tin cdy va gia tri héi tu cua thang do

Nhan to So bién Cronbach’s Do tin cidy Phuong sai trich
quan sat con lai Alpha tong hop (CR) (AVE)
TNSP 5 .879 .885 613
TNDVNV 5 .879 .884 .609
TNCD 3 814 .816 .603
YDMLL/TM (4) 4 941 939 821

(Nguon: Két qua phan tich dir liéu khao sdt)

Bang 6: Két qua kiém dinh cdc gid thuyét nghién cieu bang mé hinh SEM

Gia thuyét Moi quan hé Kiém dinh
Hl YDTM,MLL <--- TNSP .203
H2 YDTM,MLL <--- TNDVNV|  -1.066
H3 YDTM,MLL < --- TNCD 1.956

(Nguon: Két qua phan tich dir liéu khdo sdt)

Két qua tai hinh 3 cho thy toan b cac bién quan
sat déu c6 p-value bang 0.000<0.05, nhu vdy cac
bién quan sat déu ¢ y nghia trong mé hinh. Hé s6
tai cta cac bién quan sat déu co trong sb tai chuin

tmyén miéng). Tuong tu, R binh phuong ctia MLL1
(y dinh mua lap lai) 14 0.579 = 57.9%, nhu vay céc
bién doc 1ap tac dong 1én 57.9% su bién thién coa
MLLI1 (y dinh mua lap lai). R binh phuong ciia TM2
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14 0.900 = 90.0%, nhu vay cac bién doc 1ap tac dong
1én 90% sy bién thién ctia TM2 (y dinh truyén
miéng). R binh phuong cuia ML2 (y dinh mua lap
lai) 1a 92.8% = 92.8%, nhu vay cac bién doc 1ap tac
dong 1én 92.8% su bién thién cia MLL2 (¥ dinh
mua ladp lai).

5. Két luan va dé xuat

5.1. Két ludn

Két qua nghién ctru da chi ra 3 yéu t6 tac dong
dén y dinh mua 1dp lai va y dinh truyén miéng cla
nguoi tiéu ding khi mua sdm san pham db 16t nit, d6
la trai nghiém san phém, trai nghiém dich vu nhan
vién va trai nghiém cam nhan cong dong. Trong sb
3 yéu t6 nay thi trai nghiém cong dong anh hudng
manh nhit, tiép dén 1a trai nghiém san pham cubi
cung la trai nghiém nhén vién.

Diéu nay cho théy viéc tao ra trdi nghiém va dé
nguoi tiéu dung dugc trai nghiém trong khong gian,
trai nghiém véi dich vu ctia nhan vién va sdng trong
cong ddng chia sé mang lai 1oi ich 16n. Cac nha quan
tri dich vu ban 1é can luu y va quan tam dén trai
nghiém cong dong trude tién, roi dén trai nghiém
san pham, dich vu ciing nhu trai nghiém cua chinh
nhén vién cung tng dich vu ban I&.

5.2. Dé xudt khuyén nghi

Két qua nghién ctru ndy goi ¥ cho cic doanh
nghiép va cira hang ban 1¢ tham gia vao hoat dong
ban hang dd 16t nit tai thi truong ban 1€ Viét Nam co
nhitng quyét dinh gép phén tao ra cac trai nghiém cé
tinh vuot trdi cho khach hang, cu thé:

Mot 1a, Iya chon va t6 chire hop ly diém tié}a xtuc
cua doanh nghiép trong twong tdc cua khach hang.

Trong bdi canh thi truong ban 1€ hién nay, doanh
nghiép tich cuc twong tic voi khach hang tai bat ctr
noi ndo, vao bét ctr thoi diém nao va bang bat ctr
cach nao ma khach hang mong doi. Pdi véi cac
doanh nghiép ap dung ca hinh thirc ban 1€ tai cua
hang va ban tryc tuyén thi nén da dang diém tiép
xuc nhu 13 cac diém ban tai ctra hang dd 16t nit,
website ban hang hay sir dung cac mang xa hoi dé
tuong tdc voi khach hang nhu Titok, facebook,
youtube... Tuy nhién, mdi cong cu nay dé c6 wu
diém va han ché va doi hoi chi phi dau tu ban déu,
chi phi dé duy tri hoat dong khac nhau va muc do
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tuong tac, pham vi gdy anh huong dén khach hang
cling 1a khac nhau.

Do d6, doanh nghiép can nghién ciru, tinh toan sir
dung c6 hiéu qua trén mdi ddng chi phi bo ra dé dau
tu, duy tri hoat dong, kha ning kiém soat thong diép
va nhitng yéu cau hop 1y vé& nhan sy cho cac diém
tiép xuc ndy. Vi cac doanh nghiép thuan tay chi ban
hang tryc tuyén thi gla tang cac dlem tlep XUc thong
qua cac cong cu tim klem quang cao truc tuyen
Viral marketing - marketmg lan truyen Social media
marketing - truyen théng xa hoi ¢ mo rong viéc
twong tic va tim anh huong dén khach hang. Doanh
nghiép nén c6 nhitng quan tim dic biét ddi voi cong
d6ng mang hay goi 1a cong dan cua internet 1a nguoi
c6 tAm anh huong 16n dén cac céng dan khac.

Hai la tang cuong quan Zy chdt lwong va nguon
goc xudt xir ciia san pham do 16t nit theo nhie cam
két véi khdch hang

Du khach hang thyc hién trai nghiém mua hang
ctia minh tai ctra hang hay mua truc tuyén thi c6t 15i
clia trai nghiém tich cuc van la chét luong clia san
pham v&i ngudn gdc 16 rang trung thuc dung voi
cam két ctia doanh nghiép. Hién nay, da phan nhing
giao dich truc tuyén duoc thuc hién dya trén niém
tin cia khach hang danh cho doanh nghiép nén viéc
doanh nghiép ban 1¢ dua ra va thuc hién ding nhiing
cam két vé chat luong va ngudn gbe san pham 1a yéu
t6 gop phan cho duy tri va phat trién khach hang ctia
doanh nghiép. Do d6 cac doanh nghiép can co bién
phap dé ting cudng quan 1y chat lwong san pham
duge ban tryc tuyén ciia doanh nghiép. Pdi véi cac
doanh nghiép san xuat va ban qua website ciia chinh
doanh nghlep thi viéc kiém soat chét luong va
ngudn goc xuat xir san pham thuan loi hon nhiéu so
v6i doanh nghiép chi thuan tay ban 1¢ truc tuyén
nhu Lazada, Shopee... V§i nhiing doanh nghiép nay
hoat dong ban hang C(‘)n lién quan dén bén thir 3 1a
doanh nghlep cung cap hang nén viéc dam bao chat
hr(mg, nguon goc Xuit x{r ctia san pham phuc tap
hon rat nhidu. Doanh nghiép ban 1¢ s€ can ¢ nhiing
rang budc mang tinh phap ly dbi voi bén cung cip
san pham dé dam béao chit lugng va ngudn gdc hang
héa cho khach hang cua doanh nghiép.
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Cudi cing la doanh nghiép can t6 chirc tot hoat
dong cham soc khach hang sau ban

Thuc hién cham soc khach hang tot khong chi c¢6
xdy dung ké hoach ma quan trong 13 t6 chirc bd phan
cham séc khach hang dé thyc hién tot cac hoat dong
hd trg khach hang, giai quyét nhiing thic mic, theo
ddi khiéu nai va phan tich phan tmg ctia khach hang.
Do mua hang tryc tuyén nén khach hang khong truc
tiép so, thir hang trude khi dat mua nén tiép nhan va
xir 1y nhitng thic mic hay doi, tra hang ciia khach
thuong xdy ra. BG phén cham soc khach hang vira
thyc hién chuc ning tuong tac voi khach hang vira
thyc hién quy trinh vé phan ludng xu ly viéc phan hoi
cua khach hang trong pham vi toan hé thong sao cho
dam bao vé thoi gian xir Iy ciing nhu dép tng hai 1ong
ctia khach hang. Cong viéc nay ddi v6i cac doanh
nghiép thuong mai thuan tiy ban hang truc tuyén nhu
Lazada, Shopee... s& can phdi hop nhip nhang giita
nhiéu bd phan cua doanh nghiép va két hop giita
doanh nghiép ban 1¢ voi ca bén thi 3 1a doanh nghiép
cung ing hang. Do dd, bo phan cham soc khach hang
khong chi doi héi tinh chuyén nghiép trong chuyén
mon ma con can c6 nhidu k¥ ning khac trong giao
tiép, xtr Iy cac tinh hudng nay sinh véi khach hang. ¢
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Summary

Customer experience is one of the competitive
ways of modern businesses. Creating and main-
taining a good experience that influences cus-
tomer’s intention and behavior is what every retail-
er and manufacturer wants. From direct shopping
to online shopping, there is a huge change in how,
where and where audiences buy. This study was
conducted with students from 18 to 35 years old in
order to evaluate the influence of direct customer
experience on their opinions and behavior in the
context. This finding have shown that three factors
of product experience, employee service experi-
ence and community experience affect the re-pur-
chase intention and word of mouth intention of
consumers when buying underwear for women.
This implies that there are great benefits to creat-
ing experiences and letting consumers experience
the space, experience the services of employees
and live in a shared community.
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