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1 viét nham kiém chimg anh huong cia chét luong dich vu t6i sy hai long va y dinh
ua ldp lai ctia nguoi tieu dung tai cac nha hang chay ¢ Ha Noi. Trén co sé 1y thuyét

chat luong dich vu va 1y thuyét ban sac xa hdi, nghién ctru nham thyc hién cidc muc tiéu: (1)
phan tich anh hudng cua cac yéu to cay thanh chat luong dich vu nha hang gom: “chat lugng
thuc pham”, “chat lugng phuc vu”, “chat luong mdi truong” t6i su hai long va y dinh mua lap
lai ta1 nha hang chay va (2) kiém tra vai tro dicu ti€t ciia “ban sac an chay” trong toan bd mo
hinh. Dt li€u so cap thu thap tir 482 nguoi ti€u dung da trdi nghiém dich vy gn uong tryc ti€p
tai cac nha hang chay & Ha Noi dugc p%ﬁn tich bang phan mém SmartPLS. Két qua nghién clru
xac nhan ca 3 yé€u to chat lugng dich vu anh huong tich cuc dén sy hai long va y dinh mua lap
lai tai nha hang chay, trong do “chat lugng thuc pham” c6 anh hudng manh nhat. Bang chu y,
“ban sdc an chay” dieu chinh moi quan hé gitra clliét‘luong thuc pham va su hai long, moi quan
hé gifra sy hai long va y dinh mua 1ap lai, l1a co s& d€ xuat mot so ham y véi cac nha hang chay

tai Ha Noi.

Tir khéa: Ban sdc dn chay; chat lwong dich vu; nha hang chay; si hai long; ¥ dinh mua

lap lai.

Keywords: Vegetarian identity; service quality; vegetarian restaurants;, satisfaction;

repurchase intention.
JEL Classifications: M31; L83.

DOI: 10.54404/JTS.2026.DB4V.06

1. Gi6i thiéu ,

Cac van de vé moi truong xuat phat tur su
tang trugng cua nganh chan nudi nhu tinh
trang thiéu nudc, 6 nhiem, x6i mon dat, phat
thai khi nha kinh. Céc nha nghién cgu da phat
hién viéc giam tiéu thu thit, ting ché do dn uy
tién thuc vat gop phan khac phuc cac van dé
nay (Kautish et af., 2024). Viéc loai trur cac
thuc pham c6 ngudn goc dong vat khoi ché do
an uong duoc goi la an chay, la mdt trong
nhitng phuong thtrc céi thién sttc khoé cong
dong, giam tac dong t6i mdi truong (M. J.
Kim et al., 2020). Viét Nam c6 khoang 10%
dan s6 an chay (Monkey, 2024), chia theo tan

suat gobm 3 nhom: ngudi an chay truong
(ACT), nguot an chay ky (ACK) va nguoi an
chay linh hoat (ACLH). Cac nha hang hién
nay da bo sung thém mon an chay va ngay
cang nhiéu nha hang chay xuat hién nham dap
ung nhu cau ti€u dung loai thuc pham bén
viing nay (Choi et al., 2022).

Theo bdo cdao nam 2025 cia IMARC
(LM.A.R.C., 2025), quy mo thi trudong thuc
Egém c6 nguon goc thuc vat toan cap dat

oang 13,1 ty USD nam 2025 va dy kién dat
32,2 ty USD nam 2034, voi ty 1€ tang truong
kép hang nam (CAGR) khoang 10,5% trong
giai doan 2026-2034. Tai Viét Nam, an chay
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von khé quen thudce do dac trung van hoa va
tin nguong Phat gido, xu huong nay ngay
cang mo rong thém nhoém ngudi tigu dung ¢o
dong co vi strc khoé va theo dudi |01 song bén
ving. Quy md thi truong thuc pham c6 ngudn
goc thuc vat tai Viét Nam dat khoang 65,6
triéu USD nam 2025 va du bao tang 1én 178, i
trieu USD nam 2034 véi toc do tang tru:orng
binh quan 11,42%/nam (Group, 2025). Nganh
dich vu an udng tai Viét Nam dang budge vao
]%1211 doan tai cau truc, chu trong cac mo hinh
inh doanh chuyén biét, tip trung vao stc
khoé va trai ng Klem khach hang (iPOS.vn,
2025). Thu do Ha Noi duge danh gia 1a mot
trong nhirng thi truong phat trién cua mo hinh
kinh doanh nha hang chay do nhiing dicu kién
thuan loi, dan so0 tang, toc do do thi hoa cao,
muc song ngay cang cai thién. Cac nha hang
chay khong chi phuc vu khach hang ACT va
ACK ma ngay cang thu hat nhiéu nguoi ti€u
dung ACLH. Thi truong canh tranh ngay
cang gay gat, doi hoi cac nha hang chay can
cac giai phap nham gitr chan khach hang.
Trong linh vyc nha hang, trai nghiém cya
khéch hang la y€u to then clglf)t anh huong dén
cam nhan ve chat lugng dich vu tong the, su
hai long va y dinh mua lap lai, tai nha hang
(Brakus et al., 2009). Ba c6 nhi¢u nghién ctru
trong va ngoai nudc tim hiéu vé€ sy hai long
va y dinh hanh vi sau mua trong linh vuc nha
hang, nhu nha hang binh dan (Byfquin et al.,
2017), nha hang binh dan dén cao cap
(Namkung & Jang, 2007b), nha hang an ngon
(Tuncer et al., 2021). (Chuong & Pham Thi
Huyén, 2020) da nghién ctu anh hudng cua
tradi nghiém t61 hanh vi mua lai cua KH tai
nha hang buffet trén dia ban Ha Noi. Nghién
cuu cua (Choi et al., 2022) da phu nhéan vai
tro cua chat lugng thuc phém, dich vu va moi
truong nha hang, cho rang chi ¢ gia ca va
thuc don chay anh hudng tdi sy hai long va y
dinh mua 1ap lai tai nha hang chay 0 Hoa Ky,
(Y.-J. Kim & Jeon, 2024) cho rang chat luong
thuc pham khong c6 anh hudng téi hanh vi
sau mua tai nha hang chay Han Quodc. Tai
Viét Nam, nghién ctru ctia (Le Tan et al,
2021) khang dinh vai tro cta cac yéu to chat
lugng dich vu cot 16i, khang dinh chat lugn
mén an c6 anh huong manh nhat t61 ¥ din
quay lai nha hang chay tai BPa Nang. Nhin
chung, s6 lugng nghién ctu vé hanh vi sau
mua tai nha hang chay tai Viét Nam con han

'QUAN TRI KINH DOANH

che, dac bi¢t trong boi canh Ha Noi. Vi vay,
viéc nghién cuu vai tro cua chat luong dich
vu nha hang véi hanh vi sau mua trong boi
canh nha hang chay tai Ha N¢i van 13 mot
khoang trong cgn kham pha D¢ tim hiéu van
dé nay trong boi canh nghién ctru dic trung
tai Ha NoOi va sy khac %wt gilta cac nhom
nguoi tiu dung an chay, n%hwn ciru nay s€
tich hop cac Iy, thuyét chat lugng dich vu va
ly thuyet ban sac xa hoi (SIT) dé thuc hién hai
muc tjéu chinh: (1) phan tich anh huong cua
cac yéu to thude tinllqj chat lugng dich vu nha
hang, tap trung vao 3 yé€u t0 co ban la chat
luong thuc phém, chat lugng phuc vu, chat
lrong moi truong toi sy hai long va y dinh
mua 13p lai tai nha hang chay va (2) tim hiéu
vai tro cua blen dicu tiet “ban sac an chay”
trong cac m01 quan he tren

2. Mgt s0 khai niém va ly thuyet lién quan

2.1. Mpt 56 khdi ni¢m

2.1.1. Y dinh mua lap lai

Theo (Helher et al., 2003) ¥ dinh mya lap
lai 1a sy danh gia cua timg ca nhan vé kha
néng mua ldp lai dich, vu cia mdt doanh
nghiép trong dicu ki¢n on dinh cta bdi canh
va cac yeu to tinh hudng. Theo (Hawkins &
Mothersbaugh, 2010), y dinh mua 13p lai la
tién de€ cot 161 dan toi cam két sir dung dich vu
va long trung thanh véi thuong hi¢u. Nhu vy,
v dinh mua ldp lai lién quan td1 thai do, la
phdn tng cua nguoi tiéu dung san sang mya
lai hang hoé hoac dich vu ctia nha cung cap
trén co s¢ so sanh gitra cam nhan thuc té voi
ky vong trong qua trinh trai nghiém. Y dinh
mua lap lai khong phai 1a phan trng nhat thoi
ma la két qua so sanh cac trai nghiém trong
qua khir, tao dong luc thiic day ho san sapg tai
thuc h1en hanh vi dé thoa man nhu cau ca
nhan. Vi vay, “y dinh mua Igp lai tai nha hang
la kha nang thuc khach tiep tuc quay lai s
dung dich vu tai nha hang trong tuong lai”.

2.1.2. Su haj long

Vi1 quan diém sy hai 1ong 1a trang thai tam
Iy tong hop, (Oliver, 2010) cho rang “Sw hai
long la phan ung vé sw thoa man cua nguoi
tieu dung, thé hien sy danh gid mot thugc tinh
cua, san pham, dich vu hoéc bdn than sdn
pham, dich vu mang lai mitc do théa man lién
quan deén trai nghiém tiéu dung”. Theo
(Hellier et al., 2003 % muc do hai long hoac hai
long tong thé ma khach hang cam nhan dugc
la kha nang cua dich vu trong viéc dap ung

khoa hoc =

S6 DB4/2026

thuong mai 75



QUAN TRI KINH DOANH

dugc mong mudn va nhu cau cua khach hang
lién quan dén dich vu d6. Vi vay, “su hqi long
voi nha hang lién quan dén danh gid tong the
va phan hoi tich cuc cua nguoi tiey dung khi
so sanh trai nghiém dich vu an uong thuc te
voi ky vong trucc do cua ho vé nha hang do>.

2.1.3. Nha hang chay

Theo Thong tu lién Bo quy dinh vé diéu
kién kinh doanh tai cg s& luu tra du lich va
nha hang an uong (7ong cuc Du lich va Bé
Thuong mai, 1996), n ﬁa hang duoc dinh
nghia %a mot co s6 chyyén kinh doanh cac
dlch vu dn udng dugc t6 chirc phuc vu khach
hang nham muc dich sinh lgi. Theo gio trinh
Quan tri nha hang (Ta, 2024), “Nha hang
dwoc dinh nghia la mot co so, kinh doanh
thu"ong mai ¢huyén sdn xudt, ché bien va ban
cac san pham an yong (thig an, do uong)
cung cag dich vu bo sung nham dap ung ni;g
cau thiét yéu va nhy cau tam Iy, gidi tri cia
thwce khdch tai cho”. Khai niém nha hang
chay hi¢n chua c6 khai ni€ém chinh thuce, dya
theo cac khai niém vé nha hang da dugc cong
bo, trong nghién ctru nay, nhom tac gia de
xuat khai niem: “Nha hang chay la cg so kinh
doanh dich vu an uong, chuyen ché bién va
phuc vu cac mon an co nguon goc tur thuc vat,
cung cap mon an trong khong gian dich vu
nham dap wng nhu cau dinh dwong va cdc
nhu cau tam Iy, giai tri khdc cua thuc khach”.

2.2. Mot so ly thuyét lién quan

2.2.1. Ly thuyét do luong chat lwong dich vu

Theo (Parasuraman et al., 1988), “chat
lwong dich vu la mirc do va chiéu huwong cua
sw khac biét giita dich vu ma khdach hang
mong doi tir doanh nghiép va cam nhdn ve
dich vu ma khach hang nhdn dwoc tir doanh
nghiép do”. Do nhiing dac tinh cua dich vy,
cac mo hinh do luong chat luong dich vy dé
xuat cac yeu to cau thanh khéac nhau. Dya trén
ly thuyét khoang cach dich vu, (Parasuraman
et al., 1988) d€ xuat m6 hinh SERVQUAL
gom “phuong ti¢n hitu hinh, do tin cady, kha
nang dap ung, sy dam bao, sw dong cam”
Cac tac gia da. dién chinh thang do
SERVQUAL va dé xuat thang do mdi nhy
DINESERV cua (Stevens et al., 1995) bo
sung thém mat so khia canh riéng cho dich vu
nha hang. Tai Viét Nam, (Viét & Khoa, 2014)
da dé xuat sir dung chat luong ki thuat voi
nhiing danh gia vé “gidi phdp dich vu khach
hang, chi phi khdach hang, sw thudn tién cho

khach hang va fruyén thong khdach hang” dé
danh gida chat lugng dich yu. Theo
(Chelladuraj & Chang, 2000), phan 16n cac
danh gia chat lugng dich vu déu tap trung vao
ba khia canh (1) moi truong vat chat, (2) su
tuong tac ca nhan va (3) dich vu/san pham
cot 16i. Vi muc tjéu tim hiéu sy khac biét anh
huodng cia cac yéu to chat lugng dich vu co
ban nham so sanh vai cac nghién curu trong va
ngoai nudc, nhgm tac gia fap trung tim hicu 3
yeu t0 co ban gdom: (1) chat luong thuc pham,
(2) chét lugng phuc vu va (3) chat luong moi
truong nha hang chay.

2.2.2. Ly thuyét Ban sdc xd hoi (Social
Identity Theory - SIT)

Ly thuyét ban sac xa hdi cua (Tajfel, 1978)
cho rang céac ca nhan hinh thanh khai niém veé
ban than dya trén tu cach thanh vién trong cac
nhom xa hoi ¢6 chung dac diém nhu ton gigo,
chung toc hodc 161 song. Ban sac xa hoi gom
tap hop cac y nghia chung, dinh hinh vai tro
va dac diém ca nhan trong cac tuong tac va ket
noi xa hoi, qua d6 ban sac ca nhan dugc cung
cO (Zhang et al., 2021). Ly thuyét SIT nhan
manh tdm quan trong cua so sanh xa hoi véi
viéc hinh thanh khai niém ban than va vai tro
cua tu cach thanh vién nhém, dinh hinh gia tri
ca nhan (Turner et al., 1979). Nhitng ca nhan
c6 sy dong nhat cao véi mot nhdém cu thé s€
xac dinh rg ban than trong moi quan hé vai
nhom, sy dong nhat véi nhom cé 1ién quan téi
dong co nang cao ban sac va su tu ton cua ban
than (Tajfel, 1978). Theo (Rosenfeld, 2018),
an chay khong chi 1a mot ché do an uong ma
13 ban sac, giap ca nhan dinh_ hinh ban than,
gan vdi cac gia tri dao dac, ni€ém tin ton gido,
y thuc bdo ve¢ moi truong. Theo (Zhang et al.,
2021), céan thit nghién ctru vé ban sac voi vai
tro la dong lyc thuc ddy mot nguoi lya chon va
duy tri che d6 an chay. Bén caph do, nhung
ngudi an chay la nhém khong dong nhat hicu
duogc déc trung va khac biét ve thai do va “hanh
vi gilta cac nhom ngudi tiéu dung in chay
trong nghién ciru v dinh mua lap %ai tai nha
hang chay la can thiét.

3. Gia thuyet va mé6 hinh nghién ctru

3.1. Moi quan h¢ giita cdc yéu 1o chat lwgng
dich vu va sw hai long voi nha hang chay

3.1,1. Chdt lwong thyc pham

Chat luong thuc pham 1a yéu t6 cdt 13i,
thuc ddy su hai 10ng, gop phan duy tri va tao
ra trai nghiém tich cuc cho khéach hang voi
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dich vu nha hang (Mattila, 2001), goém
nguyén li€u, huong vi, sy da dang cua thuc
don, cach trinh bay moén an, sy tuoi ngon
(Namkung & Jang, 2007b). Trong boi canh
nha hang chay, cac khia canh nhu tinh lanh
manh, dinh dudng dugc nhi€u khich hang
quan tam (Choi et al., 2022). Nghién ctru ctia
(Le Tan et al., 2021) cling khang dinh vai tro
quan trong cua chat lugng thyc pham trong
boi canh nha hang chay tai Da Nang. Tu
nhién c6 nhing (%c trung riéng vé thanh
11;h;2m, nguyén liéu thuc vat va cach thuc ché
ién cua nha hang chay, phan biét v4i nha
hang truyén thong. Do d6, nhom tac gia deé
xuat gia thuyét nghién cuu: .

Gia thuyet H1: Chat luong thuc pham co
anh huwong tich cuc toi sy hai long voi nha
hang chay.

3.1.2. Chat lwong phuc vu .

Chat lugng dich vu ctia nhan vién hay chat
luong l;:huc vu dong vai tro quan trong tron
trai nghiém tong the cua khach hang voi dic
vu (Tuncer et al., 2021). Theo ly thuyét mar-
keting dich vy, chat lugng phuc vu khong chi
la moQt hoat dong van hanh ma 1a yé€u t6 chién
lugc giup khac biét héa thuong hi¢u trong
moi truong canh tranh. Nghién ctru cua (Le
Tan et al., 2021) ciing da xac nhan modi quan
hé tich cuc gitra chat lugng phuc vu va sy hai
long v&1 nha hang chay. Trong thi truong dich
vu an uong canh tranh ngay cang tang, phong
cach phuc vu chyyén nghi¢p va than thi¢n tac
dong manh me€ dén cam nhan cua khach hang.
Nhom tac gia dé xuat gia thuyét:

Gia thuyet H2: Chat lwong phuc vu co anh
hwong tich cug t0i sw hai long voi nha hang chay.

3.1.3. Chat luong moi truong

Theo (Tuncer et al., 2021), khong gian
dich vy nha hang véi cac yéu to hitu hinh nhu
ndi that, khong gian, anh sang, sy sach s€ va
cag yeu to vo hinh nhu bau khong khi 1a thanh
phan quan trong trong trai nghiém dich vy, 1a
mot loai giao tiep phi ngon tur ddc bi¢t ciia nha
hang véi thuc khach. (Mattila, 2001) cho rang
moi truong nha hang anh hudng quan trong
toi trai nghiém dich vy, cé thé bu dap cho
nhiing cam xtc tiéu cuc khac. Theo (Ryu &
Jang, 2008), chat lugng moi truong nha hang
gom bau khong khi, anh sang, tinh thaim my,
cach bo tri ban va thiét ke, trang phuc cua
nhan vién. Tai cic nha hang chay, m¢t khong
gian thanh tinh, gan giii thién nhién va than
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thién v41 moi truong 1a yéu to then chot giup
nang cao trdi nghiém va c6 anh huong tich
cyc to1 su hai long voi nha hang chay tai ba
Nang (Le Tan et al., 2021). Nhom tac gia dé
xuat gia thuyet: ,

Gia thuyet H3: Chat luong méi truong co
anh huong tich cuc toi sy hai long voi nha
hang chay.,

3.2. Moi quan hé giiva sw hai long va y
dinh mua lap lai tai nha hang chay .

Su hai long la mot trong nhiing chu dé
nghién clru trong tam trong %nh vuc market-
ing, phan anh két qua danh gia tong thé vé
nhan thtrc va cam xuc sau khi khach hang trai
nghi¢m. Ti€p can theo 1y thuyét sy hai long
tich luy (Oliver, 2010) cho rang sy hai long la
két qua so sanh nhan thirc va cam xic cua
thuc khach sau khi ti€p nhan cac kich thich tir
cac y¢u to cau thanh chat lugng dich vy, tir d6
chuyén hod thanh y dinh hanh vi, bjéu hién &
y dinh mua ldp lai tai nha hang. Md6i quan h¢
tich cuc gitra sy hai lc‘mivg‘l v dgjnh mua lap lai
tai nha hang da duogc ki€ém chung trong rat
nhiéu nghién ctru thue nghiém (Namkung &
Jang, 2007b); (Ryu & Jang, 2008); (Bufquin
et al., 2017); (Tunger et al., 2021). Do do,
nhom tac gia dé xuat gia thuyét:

Gia thuyet H4: Sy hai long voi nha hang
chay co anh huong tich cuc toi y dinh mua
lap lai tai nha hang chay.

3.3. Vai tro trung gian cua “Sw hai long”

Theo co ché cua ly thuyyét sy hai 1png tich
luy (Oliver, 2010), da khang dinh chat lugng
dich vu la tién d¢€ cua sy hai long va dan to1 y
dinh mua 13p lai. Ngoai ra, dya trén céc ket
qua nghién ctru thuc nghiém, vai trd trung
gign cua sy hai long v&i nha hang chay va cac
moi quan h¢ gitra tién dé€ va hé qua van dam
bao logic tam 1y, du thuc hién thu thap dir li¢u
cung thoi dieém vé chat lugng dich vy, sy hai
long va y dinh mua lap lai. Dua trén ly thuyét
va cac nghién ctru lién quan (Bufquin et al,,
2017); (Tuncer et al., 2021), cac gid thuyét
HS5abc ve vai tro trung gian cua sy hai long
trong moi quan hé gitra chat luong dich vy va
y dinh mua 1ap lai tai nha hang chay:

Cac gia thuyet H5abc: Sy hai long voi nha
hang chay la bien trung gian cg anh huong
tich cuc toi moi quan he giita chat luong thug
pham (H5a), chat lwong phuc vu (H5b), chat
lwong moi truong (H5c) va y dinh mua lap lai
tai nha hang chay.
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3.4. Vai tro diéu tiét cua “Bdn sdac an chay”

Hanh vi tiéu dung thyc pham bén ving
nhu thuc pham chay c6 thé khac biét gitra cac
nhém nguoi tiéu dung c¢6 cuong do ban sac an
chay khac nhau (Zhang et al., 2021). Theo
(Rosenfeld, 2019), nhiing nguoi ,an chay
khong dong nhat vé quan diém, xuat phat tu
cac dong co khac nhau. Theo 1y thuyét SIT,
muc do an chay ma nguoi tiéu dung tu nhan
dién phan chia ho thanh cac nhom co déc
trung riéng vé thai d6 va hanh vi (Zhang et
al., 2021). (Rosenfeld, 2019) dé xuat xem xét
ban sdc an chay, hay mic d0 ma nguoi tiéu
dung tu nhan minh la nguoi an chay trong cac
nghién ctru vé hanh vi c6 lién quan. (Ahn,
2024) da thuc hién phan tich da nhom xem
xet su khac biét gi&a 2 nhém khach hang “an
chay va khong an chay” trong moi quan hé
gilta cac ddc diém ca nhan va y dinh hanh vi
fai nha hang chay & My. Dé so sanh anh
hu:(mg cua thai do t¢1 hanh vi an chay cua
sinh vién Trung Quoc va My, (Zhang et al.,
2021) da chia 3 nhom gom “an chay, an bdn
chay va khéng an chay”. Két qua cho thay, co
su khac biét anh huong cua thai do t6i hanh vi
an chay, v6i nguoi ¢6 ban sac an ‘chay manh,
hanh vi an chay khong phu thudc nhiéu vio
thai d¢ do an chay gitp ho khang dinh ban sac
c4 nhan. Vi nhdm cb ban sic an chay thép,
nha hang chay 1a mét lya chon, doi hoi thyc
pham phai cuc ky ngon dé bu dap vi¢c thicu
dam dong vat. Két qua nghién cliu cua
(Zhang et al., 2021) cho thday anh hudng cta
thai do t&1 hanh vi an chay chi ¢6 y nghia véi
nhom nguoi khong an chay, va co6 su khac
biét trong moi quan hé gitra thai d9 va hanh yi
an chay cua cac nhom. Ly thuyét SIT nhan
manh tam quan trong cua so sanh xa hoi véi
viéc hinh thanh khai niém ban than (Turner et
al., 1979). Nghién ctru nay chia nguoi ti€u
dung an chay thanh 3 nhom “ACT, ACK va
ACLH”, “ACT” la nguoi an chay toan thoi
gian, khong gian doan, “ACK” la nguoi an
chay c0 dinh theo ngay trai hodc thang trai
theo lich am, va “ACLH” 1a nguoi thi thodng
an chay. Theo co ché cua SIT, ngudi cé ban
sac manh tu dinh nghia ban than qua nhém ho
thudc ve, trong khi ngudi ¢6 ban sac yeu it bi
rang budc bdi ban sac nhém, thudng chiu anh
hudng nhi€u bodi cac yéu to bén ngoai, Theo
(Nguyen et al., 2018), nguodi c6 ban sac gan
vo1 moi truong ¢6 xu hudng ing hg manh mé

v6i hanh vi ljén quan. Do dé nguoi ACT co
xu hudng nhat quan trong hanh vi an chayj, it
chiu anh hudng bdi cac yéu to bén ngoai,
nguoc lai, véi nguoi ACK va ACLH, an chay
la mot lya chon, ho chiu anh hudng manh boi
cac kich thich bén ngoai, dé thay doi dua trén
trai nghiém thuc té fai nha hang chay. Do do,
nhom tac gia dé xuat cac gia thuyét:

Cac gia thuyet Hé6abc: Ban sdac an chay
diéu chinh moi quan hé giita chat lwong dich
vu nha hang va su hai long voi nha hang chay,
dnh hwong cua chat lwong thiee pham (H6a),
chat lvong phuc vu (H6b)gva chat luong moi
truong (Hb6c) toi sy hai long voi nha hang
chay sé manh hon véi nguoi tiéu dung cé ban
sdc an chay thap hon, H6d: Ban sac an chay
diéu chinh moi quan hé giita sy hai long va y
dinh mua lap lai tai nha hang chay, danh
huong cua sw hai long t6i y dinh mua lap lai
tai nha hang chay sé manh hon voi nguot tiéu
dung c6 ban sdc an chay thap hon.

Tu nhun% phan tich trén, nhom tac gia dé
xuat mo hinh nghién ctru theo Hinh 1:

4. Boi ¢anh va phwong phap nghién ctru

4.1. Boi canh nghién ciru

An chay 1a hanh vi ti€éu dung giap bag vé
hé sinh_ thai va cai thi¢n strc khoé cong dong,
g6p phan dat dugc cac muc ti€u phat trién bén
virng (SDGs) cua Lién hop quoc nho can bang
loi ich ca nhan va trach nhiém bao ,vé moi
truong (Lawrence et al., 2019). Ché dg an
chay gitip cai thién strc khoé cong dong, ngan
ngura cac bénh man tinh nhu tim mach, tiéu
duong, ung thu (Dwyer, 1994). Ngoai ra, rac
thai t uc ham chay dé phan huy, giam phat
thai khi nha kinh (Bacon & Krpan, 2018). Do
do, nghién ctru nham thuc day y dinh mua lap
lai ta1 nha hang chay gop phan dat cac muc
ticu SDG3, 12 va 13 lién quan téi stic khoé,
tiéu dung trach nhiém va moi truong.

Theo (iPOS.vn & V.I.R.A.C, 2026), thi
truong Ha Noi duoc danh gia nhicu tiém nang
cho nganh kinh doanh dich vu &n udng, bao
gom kinh doanh nha hang chay nh¢ mat do
dan so cao, thu nhap binh quan dau ngudi
tang va nén van hoa am thuc phong phu. Tuy
nhién, trong khi s6 Iugng nha hang chay co
xu hudng tang, kha nang gilt chan khach hang
cua cdc nha hang chay con han ché, tr dau
nam 2026, mdt sO nha hang chay phai sang
nhuong hoac dong cura. Hién chua co6 s6 liéu
thong ké chinh thic nhung mdt s6 nha hang
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H5abc

- w

Chat Irong phuc vu

Su hai long véi

nha hang chay

Y dinh mua lap lai
tai nha hang chay

Chit luong moi truong

- ——

\  Chdt lugng dich vy nha hang 1
~

[ Ban sac an chay ]

(Nguén: Nhdm tdc gia dé xudat)

Hinh 1: M6 hinh nghién ciru dé xudt

chay da thong bao trén fanpage hodc cap nhat
trang thai dung hoat dong trén Google maps
nhu nha hang chay Veggie Castle Au Co, nha
hang chay Veggie Castle Ha Dong, nha hang
com chay Khai Tudng, nha hang chay Citta,
nha hang Bé Am chay, nha hang chay Dinh
Thirc,... Vi tong cong hon 50.000 nha hang
tai Ha Noi dén nam 2025 (LM.A.R.C., 2024),
cac nha hang chay khong chi canh tranh trong
thi truong ngach, con phai d6i mat vdi cac doi
tha trén thi truong truyén thong. Véi nhiing
ddc trung van hoa an chay gan lién vdi tin
ngudng Phat gido, nghién ctu vé y dinh mua
lap lai tai nha hang chay trén dia ban Ha Noi
la cap thiét, nham tim ra giai Ehép giip céc
nha hang chay gitr chan khach hang. |

4.2. Phat trién thang do va thiét ké bing
cdu hoi o ]

Thang do cta céc yéu to dugc ké thura va
phat trién tir cac nghién ¢ru tham khaq: thang
do “Chat lugng thuc pham” gom 6 bién quan
sat, tham khao tr (Namkung & Jang, 2007b);
(Chuong & Pham Thi Huyén, 2020), Thang
do “Chat lugng phuc vu” gdbm 5 bién quan
sat, tham khao nghién curu cua (Tuncer et al.,
2021). Yéu to “Chat lvong méi truong” tham
khao cua (Ryu & Jang, 2008), (Tuncer et al.,
2021) gom 5 bi¢n quan sat. Thang do “Sy hai
long” gdm 4 bién quan sat, ké thua tir nghién
ctru cua (Bufquin et al., 2017) va (Choi et al.,
2022). Thang do “Y dinh mua ldp lai” gém 4
bién quan sat dugc phat trién tir thang do cua
(Choi et al., 2022). Cac bién quan sat do
luong theo thang do Likert 5 mure do tir 1. Rat
khong dong y dén 5. Rat dong y.

Voi bién diéu tiét “Béan sac an chay”, theo
ly thuyét SIT va tham khdo thang do cua
(Zhang et al., 2021), phan nhom nguoi ti€u

dung theo ban sac an chay thanh 3 nhom bang
cau héi “Anh/Chi co coi minh la nguoi an chay
khong?”, theo thang 5 diém tr 1. Hoan toan
khong dén 5. Hoan toan co, tir d6 chia 3 nhgm:
nguol ACT (5 diém), nguoi ACK (2-4 diém)
va ngyoi ACLH (1 diém). Theo ly thuyét SIT,
ban siac an chay dugc hi€u 1a mic do mot
nguoi xem viée an chay khong don thuan la
ché do an uong ma |a mot phan quan trong
giup ho dinh nghia vé ban than. DBé phan anh
sy tu nhan thic nay, véi vai tro 1a bién dicu
ti€t, cau hoi truc dién “Anh/Chi co coi minh la
nguoi an chay khong?”’ c6 kha nang du béo
hanh vi manh mé& hon céc thang do thai do
phuc tap nhu bién bac 2 DIQ cua (Rosenfeld,
2019), theo (Zhang et al., 2021). Ngoai ra, cac
tac gid cho rang an chay 1a mgt pho lién tuc,
véi trang thai mo ho (Beardsworth & Keil,
1992), do vay, viéc su dung phan nhém theo
thang diém Likert 1a phu hop, dac bi¢t viéc
phan chia theo 3 nhém an chay bang thang
diém nay da dugc (Zhang et al., 2021) kiém
chung trén ca siph vién My va Trung Quoc vadi
kéf qua twong dong va mirc dg tin cay cao, cho
thay kha nang giai1 thich va hi¢u qua cua cach
thirc nhan dién va phan nhom nay.

Trudc hét, nhom tac gia tién hanh qua trinh
dich nguoc v6i sy tham gia dong gop y kién
cua mot chuyén gia 1a giang vien trong linh
vuc marketing. Saqu d6, nhom da phong van
sau chuyén gia gom 10 nguoi la gidng vién
trong linh vuc marketing va quan ly nha hang
chay tai Ha Ngi d€ hoan thién cach dién dat,
phu hop v6i boi canh nghién curu tai Ha Noi.
Bang cau hai khao sat chinh thirc gom 3 phan:
phan mot 1a cac cau hoi sang loc, ddm bao dap
vién la cong dan Viét Nam trén 18 tudi song
tai Ha Noi, da tung trai nghiém dich vu tai it
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nhat 1 nha hang chay & Ha Noi trong vong 3
thang tinh dén thoi diém khao sat, phan hai la
ndi dung chinh danh gia cua dap vién véi cac
phat biéu theo cac bién quan sat va phan ba la
thong tin nhan khau hoc cua dap vien.

4.3. Chon mdu va thu thp dit liéu

Do khong xa¢ dinh dygc tong thé ya
khong c6 khung lay mau, d€ dam bao c& mau
t6i thiéu 146-160 don V1/m01 nhém an chay
dé phan tich MGA trong SmartPLS (Kock &
Hadaya, 2018), nhom tac gia st dung chon
mau han ngach va, tich luy nhanh, ti€p can
don vi,mau tryc tiép bang bang h01 gidy va
gian tiép theo hinh thirc truc tuyén véi cong
cu Google Forms, chuyén duong link khao
sat cho cac dap vién du diéu kién, nho ho tra
161 va chuyén cho cac dap vién khac. Thoi
gian thy thap dir liu so cap tu thang 2 ndm
2026 dén thang 5 nam 2026, V€ ¢& mau, do
tong thé 1on va chua ¢6 so liéu thong ke,
nhom tac gia tinh ¢& mau theq cong thirc cua
(Gido Trinh Phwong Phdap Piéu Tra Khqo Sat
(NXB Kinh Te Quoc Dan 2015) - Nguyen Thi
Tuyet Mai, n.d.), c& mau theo tinh toan l[a n =
385, Nhom téc gia da thu thap dugc 543
phi¢u khao sat, sau khi sang loc loai bo 61
phiéu khao sat khong dam bdo y¢u cau do
chon cung tat ¢4 cadc phuong an vé thang do
danh gia cac yéu to thudc mo hinh nghién ciru
trong phiéu khdo sat hoac dé trong dap an
trong bang cau hoi gidy va dua vao phan tich

dir liéu két qua tir 482 phiéu khao sat hop 1é
(ty 1€ phén(Lm dat 88 7%) Dt liéu so cap
duoc phan tich bang phan mém SmartPLS.

Nhim kiém soat rui ro vé sai 1éch do thu
th%ﬂ dir li€u, nghién ctru da thuc hién cac kiem

inh thong ké dé so sanh tinh nhat quan giira

hai nhém dap vién: khao sat tryc ti€p bang
phiéu gidy (nl = 173) va khdo sat truc tuyén
(n2 =309). Thyc hién kiém dinh Chi-squaré y2
dé danh gia sy twong dong vé dic diém nhan
khau hoc, két qua cho thay khér,lg c6 su khac
biét co y nghia thong ké ve co cau gidi tinh va
do tudi gitta hai nhom (p > 0,05). Tiép theo,
kiém dinh t-test mau doc 1ap dé so sanh gia tn
trung binh cia cac cau tric do_luong chinh
trong mo hinh, x4c nhan khong ton tai su khac
biét %11173. hai phuong thuc tiép can (p > 0,05).
Két luan khong co su sai léch_gitra cac nhom
dir liéu, 13 co s gdp chung mau khao sat (n =
482) chg cac budc ti€p theo (Dillman, 2016).

5. Két qua nghién ciru_

5.]. Thong ké mo td mdu khdo sdt

Két qua thong ké mo ta mau khao sat duge
trinh bay trong Bang 1, cdic nhom doi tuong
khao sat dam bao can df)i gitra cac nhom theo
dac diém tong th¢, nham tang tinh dai dién,
phan anh sat nhat véi thuc trang tong thé
trong boi canh nghién cu. Ba nhom an chay
duoc phan bd kha can doi, tgi thi€u 148 phan
to ACT, trong d6 chiém nhiéu nhat 1a ACLH
v6i 35,9%.

Bang 1: Két qua thong ké mé ta mau khdo sdt

Pic diém nhin khiu hoc Tén sufit | Phin trim

Gidi tinh Nam gidi 223 46,3
Nir gidi 259 53,7
Tudi Tir 18 - 25 tudi 104 21,6
Tur 26 - 35 tudi 115 23,9
Tir 36 - 45 tudi 160 33,2
Trén 45 tudi 103 21,4

Trinh d@ hoc vén THPT 13 2.7
Trung cap/Cao diang 50 10,4
Pai hoc 293 60,8

Sau Pai hoc 126 26,1

Thu nhéip hang thang Duéi 10 triéu dong 121 25,1

Tir 10 - dudi 20 triéu dong 148 30,7

Tu 20 - dudi 30 triéu dong 46 9.5

Tir 30 - dudi 40 triéu dong 39 8,1

Trén 40 tri¢u dong 30 6,2
Ban sdc in chay An chay truomg 148 30,7
An chay kv 161 33.4
An chay linh hoat 173 35,9

(Nguon: Ket qua phdn tich cua nhom tac gia)
khoa hoc =
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Dit ligu so cap sau khi xur Iy duge dua vao
phan mém SmartPLS dé thuc hién phan tich
theo hai giai doan, ddnh gia mo hinh do luong
nham danh gia chat lugng bién quan sat, do
tin cdy, gia tri hdi tu va gia tri phan biét theo
cac tiéu chuan cua (Henseler et al., 2015);
(Hair et al., 2019). Sau d6, danh gid m6 hinh
cau trac gé kiém dinh cac gia thuyét va xac
dinh hé s6 duong dan nham xac dinh muc do
anh hudong cua cac y€u to trong mo hinh
(Anderson & Gerbing, 1988).

5.2. Danh gia mé hinh do lwong

5.2.1. Banh gia chat luong cdc bien quan sat

bau tién, danh gid chat luong bién quan
sat dua trén két qua h¢ sé tai ngoai Outer

G o e |

loading (OL), tiéu chuadn cua h¢ s6 nay toi
thiéu la 0,708 (Hair et al., 2019), dé dam bdo
bién tiém an giai thich dugc 50% su bién
thién cua bién quan sat. Theo két qua phan
tich dir liéu SmartPLS (Bang 2) cho thay hé¢
s0 OL cua toan bg 24 bién quan sat dugc dé
xuat déu dat yéu cau, voi OL dao dong trong
khoang 0,751-0,854, dam bao 1én hon
nguong yéu cau va co y nghia trong mo hinh.
5.2.2. Danh gia do tin cdy ,

. Két qua phan tich Bang 2 cho thay cac chi
sQ danh gja do tin cdy ctia md hinh do luong
gom hé s6 Cronbach’s Alpha (CA) va dg tin
cay tong hop CR déu dat yéu cau, cu the, gia
tri hé so CA cua cac bién tiém an toi thi€u la

Bang 2: Két qud mé hinh do heong

s HE¢ sb tai )
Cic bién tiém 4n Blen_ quan ngoai Cr;’:bﬁ‘:h S rho_a | rho_c AVE
sat (OL) pha
Chit lirong thwe phim (CLTP)
Thuyc pham tuoi ngon CLTPI 0,802 0,876 0.879 | 0,906 0,618
Trinh bay hip din CLTP2 0,792
Hop vé sinh, an toan CLTP3 0,758
Thyc don da dang CLTP4 | 0,805
Nguyén liéu ty nhién CLTPS 0,751
Pam bdo dinh dudng CLTP6 0,805
Chit lgng phuc vu (CLPV)
Nhén vién than thién CLPV1 0,788 0,875 0,882 | 0,909 0,667
Nhan vién co kién thie tét, CLPV2
S Rl 0,794
san sang gioi thigu
Nhan vién quan tam CLPV3 | 0821 _
Nhén vién san sang gitp d& CLPV4 0,843
Nhéan vién dn can, hoan hi CLPVS 0,836
Chit lirong méi truong (CLMT)
Khdng gian sach sé CLMTI 0,789 0,854 0.856 | 0,895 0,632
Noi thit dep, hip din CLMT2 0,815
Biu khong khi thu gian CLMT3 0,797
Anh sang phu hop CLMT4 0,815
Am thanh, tiéng 6n phihgp | CLMTS 0,756
Su hai long (SHL) S R R —
Hai long vai trai nghiém SHLI1 0,848 0,860 0,861 0,905 0,705
Lya chon sang sudt SHL2 0,854
Pap g ky vong SHL3 0,843
Hai long khi so sanh SHL4 0,813
Y dinh mua lap lai (YPMLL)
Can nhic mua lap lai YDMLLI 0,830 0,825 0,832 | 0,884 | 0,655
Co gang mua lap lai YDMLL 2 0,809
Kha nang cao mua lap lai YDPMLL 3 0,771
_Luya chon uu tién YDMLL 4 0,826

Chii thich: CLTP: Chat lwong thuc phdim; CLPV: Chat lwong phuc vu; CLMT: Chat lwong
maoi truwopg; SHL: Sy hai long; YPDMLL: Y dinh mua lap lai.
(Nguon: Ket qua phan tich dir lieu bang SmartPLS)
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0,825 va do tin c@y tong hop CR thé hjén qua
ha1 chi so tho a va rtho_c c6 gia tri t61 thiéu
bang 0,832, 16n hon gia tri tiéu chuan 0,7
(Hair et al.,, 2019). Nhu vay, cac thang do
trong mo hinh nghién ctru déu dam bao do tin
cay nhat quan.

5.2.3. Danh gid gia tri hoi tu

Dé danh gia gia tri hoi ty, dua trén chi sb
phuong sai trung binh duoc trich (AVE) trong
két qua phan tich do tin Véy va tinh hop 1€ cau
trac vai gia tri tiéu chuan t6i thiéu la 0,5 (Hair
et al., 2019). Theo két qua trong Bang 2, cac
%13 tr1 AVE dao dong tir 0,618 dén 0,705, déu

hon gia tri to1 thleu 0, 5. Do do, cac thang

do trong mo6 hinh nghlen ctru dat yéu cau ve
gia tri hoi tu.

5.2.4. Danh gia gia tri phan biét

bé danh gid sy khéc biét gitta cac cau tric
trong mO hinh nghién cou, dé dam bao su
chat ch€, dua, trén hai ti€u chuan, thir nhat,
theo ti€u chuan Fornell-Larcker, can cur vao
chi s6 can bac hai AVE thé hién ¢ h¢ s6 dyong
chéo, dam bao cac gia tri nay cap hon tat ca
tuong quan gitra cac bién tiém an trong cot
tuong ymg. Theo két qua nay trong Bang 3
cho thay, cac gia tri so sanh co so in dam
duodng chéo déu 16n hon cac gia tri con lai
trong cot. Do vay, tinh phan biét dugc dam
bao theo tiéu chuan nay. Thir hai, theo chi sO
HTMT (Henseler et gl., 2015), giad tri phan
biét dam bdo khi chi s6 nay nho hon 0,85. Két

gué Bang 4 cho thay cac chi s6 c6 gia tri toi
ala 0,833 dam bao trong ngudng yeu cau, ca
5 thang do dap trng y€u cau vé tinh phan biét
¢ ca hai ti€u chuan. ,

5.3, Danh gida mé hinh cau truc PLS-SEM

Kieém dinh sai léch do phwong phap

beé han ché sai I¢ch do phuong phap, nhom
tac gia ki€ém soat trong qua trinh thiet ké va
thu thap dir liéu bang cach xdo tron vi tri cac
bién quan sat trong bang hoi dé tranh thién
kién. Ngoai ra, kiém soat va danh gia sai léch
bang danh gid da cong tuyén toan dién véi
tiéu chuan VIF < 3,3 (Kock, 2015) va kiém
nghi¢m don nhan t6 Harman (Podsakoff et
al., 2003). Theo két qua gia tri hé so phong
daj phuong sai bén trong (Inner VIF) cua cac
bién ti€ém an déu bang 1, nhé hon muc 3,3
ti¢u chuan, co6 thé khang dinh khong ton tai
van dé da cOng tuyén trong nghién clru nay
(Hair et al., 2019). Két qua thu nghiém don
nhan t6 cho két qua 40,394% (nhé hon 50%),
coO thé két luan khong c6 van de sai léch do
phuong phap xdy ra (Podsakoff et al., 2003).

Dagnh gia cac moi quan hé truc tiep

Keét qua Bang 5 cho thay anh huong cua
chat luong thuc pham, chat lugng phuc vu,
chat lugng moi truong téi sy hai long va anh
huong cua sy hai long td1 y dinh mua, ldp lai
tai nha hang chay déu c6 y nghia thong k&,
v6i gia tri p-value déu nho hon 0,05 ca 4 gia
thuyét déu duoc ung ho vdi do tin cdy 95%.

Bang 3: Két qua ddanh gid gid tri phdn biét theo tiéu chuan Fornell-Larcker

CLMT CLPV CLTP SHL YDMLL
CLMT
CLPV 0,406
CLTP 0,517 0,633
SHL 0,656 0,647 0,748
YPMLL 0,516 0,505 0,597 0,833
(Nguon: Két qua phan tich dir liéu bang SmartPLS)
khoa hoc =
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CLMT CLPV CLTP SHL YDMLL
CLMT 0,795
CLPV 0,358 0,817
CLTP 0,450 0,559 0,786
SHL 0,564 0,567 0,652 0,839
YDMLL 0,437 0,436 0,512 0,707 0,810

quon: Két qua phan tich dit liéu bang Smart
(Nguon: K h h dir lieu bang SmartPLS)
Bang 4: Két qua danh gid gid tri phén biét theo tiéu chuian HTMT




Cac khogng tin cdy Bca 95% CI dao dong tur
0,001 dén 0,764 déu khong chwra gia tri 0,
dam bao tinh minh bach cua két qua kiém
dinh cac gia thuyét (Efron, 1987).

| QUAN TRI KINH DOAI\II-IZ

dén 0,323 déu khong chira gia tri 0. Ca 3 gia
thuyét HSa, H5b, H5c vé vai tr0 trung gian
cug su hai long déu dugc chap nhan vé mat
thong ké (Halr et al., 2019).

Bang 5: Két qua ddanh gid mé hinh cdu triic

Gia Moi quan hé H¢ so Giatri | Giatrip | Khoingtincidy | Kétqua | Mirc dj anh
thuyét duong din duing 2 (p-value) Bea 95% CI hwéng
din () (duéi, trén)
Hi CLTP = SHL 0376 0,197 0,000 (0,001 0,300) Unghé | Trung binh
H2 CLPV > SHL 0,247 0,093 0,000 (0,182 0,317) Ung hd Nho
H3 CLMT = SHL 0,307 0,167 0,000 (0,300; 0,451) Unghé | Trung binh
H4 | SHL> YPMLL | 0,707 1,000 0,000 (0.648:; 0,764) Ung hd Lén

(Nguon: Két qua phan tich dir liéu bang SmartPLS)

Theo két qua phén tich h¢ s6 dupng dan
trong Bang 5, trong cac yéu o, “chat luong
thyc phdm” c6 anh huong manh nhat t6i su
hai long voi nha hang chay (B = 0,376), tiép
theo 1a “chdt lwong moi trudng nha hang
chay” (B = 0,307), “chat lwong phuc vu” ¢
anh huong nhé nhat (B =0,247). Sy hai long
v6i nha hang chay co anh huong 16n to1 y
dinh mua lap lai (B = 0,707) cho thay nguoi
tiéu dung do1 hoi cao su hai long v&i nha hang
chay dé thuc day y dinh mua lap lai.

Két qua kiem dinh vai tro trung gian cia
“Su hai long”

Két qua vai $ro trung gian cia sy hai long
Béng 6 cho thay gia tri p-value < 0,05 cho
thgy tac dong gidn ti€p, cua su hai long véi
mo1 quan h¢ gitra cac yéu té chat lugng dich
vu nha hang chay va y dinh mua lap lai déu c6
y nghia thong ké. Ngoai ra, khoang tin cay
Bca 95% CI trong Bang 6 dao dong tr 0,130

Bang 6: Két quad kiém dinh vai

Danh gia mug¢ do, anh hwong va tam quan
trong cua cdc yéu to,

Hé so f2 ding dé ddnh gid mac do quan
trong cua bién doc 1ap va xem xét mirc d§ anh
hu:O’n{g1 cia bién doc Iap 1én bjén phu thudc theo
tiéu chuan Cohen (1988). Néu f2 < 0,02 khong
co anh hudng; Q.15 > f2 > 0,02 anh huon
2neuO 15 <1+ <0,35 anhhu’ongtrungb1
va f“ > 0,35 13 anh hu’O’ng 16n. Ket qua trong
Bang 5 cho thay anh huong cua “chat lugng
thuc pham va “chat luong moi trudng” t61 su
hal long & muc trung binh, anh hudng cua

“chat luong phuc vu” t6i sy hai long nho va
anh huong su hai long t6i y dinh mua 1ap lai 1a
rat 16m, bang 1 cao hon 0,35 (Cohen, 1988),
theo két qua VIF ddm bdo’ khong xdy ra hién
tuong tuong quan bat thuong.

Ket qua phan tich chi so Q2 trong Bang 7
cho biét muc dd phu hop cia md hinh du bao.
Gia tri Q2 cuia bien Sy hai long va Y dinh mua

tro trung gian cua Sy hai long

Gia Moi quan hé Hé so Giatrip | Khodng tin cdy | Két luin
thuyét dwong din duwomg | (p-value) | Bca95% CI | gia thuyét
din (B) (dudi, trén)
H5a | CLTP > SHL - YDMLL 0,266 0,000 (0,204; 0,323) Ung hd
H5b | CLPV =2 SHL - YPMLL 0,175 0,000 (0,130; 0,230) Ung hd
H5¢ | CLMT = SHL  YDMLL 0,217 0,000 (0,167, 0,271) Ung hd
(Nguon: Két qua phan tich dir liéu lgdng SmartPLS) 3
Bang 7: Két quad duw bao ngoai mau O?
Bién SSO SSE Q? Mirc d§ phit hep
(=1-SSE/SS0O)
Sy hai long 1928,000 1178,324 0,389 Trung binh
Y dinh mua lip lai 1928,000 1306,854 0,322 Trung binh
(Nguon: Ket quad phan tich dit liéu bang SmartPLS)
khoa hoc =
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1ap lai déu 16n hon 0, cho thay mo hinh c6 gia
tr1 du bao. Cu the, gia tri Q? ctia bién Sy hai
long = Q,389 va bién Y dinh mua lap lai =
0,322 nam trong khoang 0,25-0,5 thé hién
murc do du bao cua moé hinh ¢ mure trung binh
(Hair et al., 2019).

chuan NFI > 0,90 ]a rat t6t. Do viy, co thé
danh gid mo hinh tong thé phu hgp.
, 5.4. Danh gia vai tro diéu tiét cua “Bdn
sdc an chay” .
Trudc khi phan tich MGA, nhom kiém
dinh tinh bat bién cia md hinh do ludong

Bang 8: Két qua hé so xac dinh cua mé hinh cau truc

Bién R binh phwong (R?) | R binh phuwong hi¢u chinh | Mirc dj gidi thich
Su hai long 0,558 0,555 Tot
Y dinh mua 1ap lai 0,500 0,499 Trung binh

(Nguon: Két qua phdn tich dir liéu bang SmartPLS)

Gia tri R2 hiéu chinh ddnh gia kh3 ning
gidi thich cua cac bién doc 1ap vaoi bién phu
thudc cua mo hinh. Theo két qua phan tich h¢
s0 RZ hiéy chinh trong Bang 8 cho thay 3 bién
ddc lap vé chat lugng dich vu nha hang trong
mo hinh c6 y nghia trong viéc giai thich duoc
55,5% d0 bién thién cua sy hai long vdi nha
hang chay véi muc giai thich “Tot” va su hai
long v61 nha hang chay c6 kha nang %iéi thich
49,9% d6 bien thién cua y dinh mua Iap lai tai
nha hang chay, v6i muc giai thich “Trung
binh” theo tiéu chuan (Henseler et al., 2015).
Két qua mo6 hinh cau trac ¢ Hinh 2.

CLMTS

(Nguon: Két qua phan tich bang SmartPLS

(MICOM) dua trén phuong phéap ki€ém dinh
PLS-MGA va kiém (%ﬂh hoan vi dé phan biét
da nhom do dua vao cac gia dinh phi tham so
(Henseler et al., 2015). Trudg hét, chuan bi div
li¢u dam bdo can bang ¢ mau gitra cic nhém
gom nguoi ACT (n=148), ngudi ACK
(n=161) va nguoi ACLH (n=173), dam bao
nang luc thong ké va do tin cay (Hair et al.,
2019). Tiép theo, ki€ém tra gia tri trung binh
va phuong sai, budc 1 kiém tra bat bién cau
hinh va budc 2 kiém tra bat bién thanh phan,
thuc hjén so _sdnh tuong quan c, véi phan vi
5%, néu ¢ bang 1 hodc p-value > 0,05 1a dat

Hinh 2: Két qua mé hinh cdu triic PLS-SEM

Nhom tac gid sir dung chi sO phan tich
Model fit (Henseler et al., 2015), chi so
SRMR trong Bang 9 cho thay ma tran hi¢p
phuong sai thyce t€ va du dodn phu hop vé mat
thong ké do SRMR = 0,052 < 0,08 (Hu &
Bentler, 1998). Vi chi s60 NFI = 0,884, chi s
phu hop chuan hoé gan véi mire 0,9 theo ti€u

yéu cau, buoc 3, kiém tra hi¢u so6 trung binh
va hi¢u s0 phuong sai. Theo két qua phan tich
MICOM tién hanh cho 3 cdp nhom éan chay:
ACLH ya ACK, ACLH va ACT, ACK va
ACT, két qua cho thay, ca 3 budc phan tich
MICOM deu dat yéu cau dé phan tich MGA
(Henseler et al., 2015); (Cheah et al., 2020).

=
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Bang 9: Két qud phan tich sw phii hop ciia mé hinh

 QUAN TRI KINH DOANH

M35 hinh thyc t¢ | Mo hinh dy dodn
SRMR 0,050 0,052
D _ULS 0,761 0,802
D G 0,254 0,255
Chi-square 723,894 726,082
NFI 0,884 0,884

(Nguon: Két qua phan tich dir liéu bang SmartPLS)
Bang 10: Két qua phdn tich da nhém MGA

Gia Puong dan Khac biét Khic biét Khac biét | Giatrj | Kétludin
thuyét (ACLH- (ACLH- | (ACK-ACT)| p
ACK) ACT)
Hé6a CLTP->SHL 0,115 0,152 0,024 0,021 Ung hd
H6b CLPV—->SHL -0,072 -0,102 -0,006 0,255 Bdc bo
Héc CLMT->SHL 0,045 0,038 -0,008 0,672 Bdc bo
H6d SHL-2>YDMLL 0,028 0,046 0,021 0,006 | Ung ho
Chii thich: ACK: An chay ky; ACLH: An chay linh hoat; ACT: An chay truong

(Nguon: Ket qua phan tich dir liéu bang SmartPLS)

Két qua phan tich da nhom MGA & Bang
10 cho thay “ban sac an chay” di€u tiét mo1
quan h¢ ]%ifra chat lugng thuc pham va sy hai
long, sy hai long va y dinh mua I3p lai tai nha
hang chay (gia tri p < 0,05). Chat luong thuc
ﬁhﬁm anh huong manh hon (tdng dan) téi su

ai long véi nha hang chay doi voi nguoi ti€u
dung c6 ban sac an chay giam dan lan Juot la
nguoi ACT, ACK va ACLH (gia thuyét H6a
dugc ung ho). Cu the, khach hang ACLH va
ACK hai long v6i nha hang chay doi hoi &
chat luong thuc phdm cao hon nguoi ACT.
Két qua nghlen clru nay cung co thém co s¢
ly thuyét SIT, khang dinh ban sdc c4 nhan va
xd ho1 c6 vai tro quan trong anh hudng toi
thai do va hanh vi cia mot nguoi (Tajfel,
1978). Nguoi tiéu dung co ban sic in chay
cang cag chiu anh hudng manh boi dong co
va cac y€u to ndi tai, cd xu huong ung ho cac
nha hén% chay, giam bt doi hoi voi nha hang.
Ngu(jc ai, vai tro di€u tiét cia “ban sac an
chay” trong moi quan h¢ gita chat lugng

huc vu, chat lugng mdi truong va su hai

ong khong c6 y nghia thong ké (p-value >
0 05) bac bo gia thuyét H6b, Hé6c. Két qua
néy c6 y nghia twong dong vai 1ap luan cua
(Choi et al., 2022), cho rang véi phan khtc thi
truong ngach 1a nha hang chay, cac thugc tinh
co ban cua nha hang khong con anh huong
manh td1 sy hai long, ma chuyén dich sang

cac gia tri trai nghi¢ém khac nhu gia ca va lua
chon thyc don. Do do, ngoai chat luong thuc
pham co6 sy khac biét 1o rét, chat lugng phuc
vu va moi truong nha hang khong c6 su anh
hudng phan biét toi sy hai long cuia cac nhom
an chay khac nhau. Do p-value < 0,05 “ban
sac an chay” di€u ti€t mo1 quan h¢ gitra sy hai
long va y dinh mua 1dp lai, cu thé, sy hai long
anh hudng t61 y dinh mua 1ap lai tai nha hang
chay v6i nguo1 ACLH vg ACK manh hon so
v6i nguoi ACT, gia thuyét H6d duge ung ho.

6. Két ludn va ham y giai phap

Nghién ctry di dat duge mot sé két qua
chmh thir nhat, chat lu0‘ng dich vy nha hang
c6 anh hudng, tich cuc t6i su hai long véi nha
hang chay, chat lwong thyc pham co vai tro cot
161, anh hudéng manh nhat t4i sy hai long voi
nha hang chay ¢ Ha No§i. Chat lugng moi
truong anh hudng manh hon chat lugng phuc
vy, cho thay thuc khach an chay quan tam dén
boi canh, gan véi gia tri tinh than trong trai
nghi¢ém an chay., Thi hai, nghién ¢uu da kiém
chumg vai tro di€u tiét cua “ban sac an chay”,
la phat hién méi cho chu dé nghién curu vé
hanh vi sau mua vdi nha hang chay tai Ha Noi.
Nhing két qua nay cho thay dong gop cua
nghién ctru vé mat ly luén va thyc tién sau:

Dong gop vé mat Iy luin, nghlen ctru da
tich hop ly thuyét SIT trong nghién ciru hanh
vi khach hang, qua d6 lam ro dac diém tam Iy

khoa hoc =
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x4 hoi lién quan t&1 hanh vi dn chay & Ha Noi.
Viéc nghién ctru vai tro ctia “ban sac an chay”
con kha mai tai Viét Nam, dac biét chua co
nghién ctru nao tai Viet Nam so sanh sy khac
biét vé y dinh mua 13p lai tai nha hang chay
v6oi cac nhom nguoi tieu dung ACT, ACK,
ACLH. La co s¢ dé xuat cach thirc méi trong
viéc phan doan thi truong véi cac nha hang
chay. Nghién ctru dd kiém dinh vai tro anh
huong tich cyc, tang dan cua cac yéu to chat
lugng phuc vy, chat luo’ng moi truong, chat
lugng thyc pham t6i sy hai long véi nha hang
chay, nhat quan vai cac két qua nghién cuu
(Bufquin et al., 2017); (Chuong & Pham Thi
Huyén, 2020).

Dong gop vé mdt thuwe tién, nghién ctu
lya chon va thyc hién trong boi canh nha hang
chay tai Ha Noi, dang c6 xu huéng ting
trpong trong thoi gian qua, cling dang phai
do1 mat voi nhitng thach thirc do su thay doi
cua cac yéu tdé moi truong va thi truong. Su
canh tranh gay gat v&i nha hang chay va nha
hang truyén t%,éng, su thay doi vé cac chinh
sdch cua nha nydc, su phuc tap cia nhu cau
khach hang. Két qua nghién ctru cho thay 3
yéu to thanh phan chat lugng dich vu nha
hang chay c¢6 anh huong to1 y dinh mua lap lai
tai nha hang chay qua trung gian sy hai long,
va su khac biét gifta 3 phom nguoi ti€u ding
an chay, la co s¢ deé xuat giai pﬁép chién lugc
cho nha hang.

Trén co s0 do, nhom tac gia dé xuat mot sb
ham y gidi phap nhu squ:

(1) Voi vai tro thiét yéu cia, chat luong
thyc pham, cic nha hang chay can tap trung
uu tien nghién ctu va phat trién thuc don,
sdng tao trong cach ché bién mon an. Mén an
chay c6 nhirng dgc diém riéng vé nguyen licu,
cach thirc ché bién, doi hoi nha hang can déc
bi€t quan tam t61 ngudn goc nguyén licu, do
tuoi, lanh manh, an toan, wu tién cac loa1 rau
cu qué canh tac theo hu’orng hitu co. Véi nha
hang chay tu chon, nén da dang va thay doj
thuc, don, theo ngay, minh bach thong tin yé
nguodn gog, cach thuc ché bién, thanh phan
mon an d¢ tang chat lugng cam nhan

(2) Chat lugng mdi trudng co tam quan
trong trong viéc tao ra trai nghiém dich vu
toan dién cho khach hang, c6 anh huéng lon
td1 sy hai long va y dinh mua lap lai tai nha
hang chay. Day ciing 1a yéu t6 khac biét dac
trung cua nha hang chay so véi nha hang

truyén thong. Nhiéu khach hang lya chon nha
hang chay vi bau khong khi thu gidn va thoai
mai, gan giii voi thién nhién, nha hang can
quan tam to1 v€ sinh sach sg, bdi canh, khong
1%1an yu tién dung pguyén liéu tai che thé

ién dong bo véi triét 1y, phong cach cua chi
nghia in chay va nhj hang chay.

(3) Vai tro di€u tiét cuia “Ban sac an chay”
cho thay co su khac biét gitra cac nhom khach
hang an chay véi dich vu nha hang, nhém c6
cuong do ban sa¢c an chay cang cao thi muc
dd do1 hadi vé chat lugng dich vu cang giam.
Do do, cac nhom khach hang ACT 1a nhom
doi tuong dé dang dap ung nhu cau hon ca,
tuy nhi€én ho chi chiém ty 1¢ nho trén thi
truong. Do vay, chién lugc marketing ctia nha
hang chay nén tdp trung vao thi truong muc
tiéu la nhom nguoi tieu dung ACK. bay la
nhom an chgy khong thuong xuyén nhung
déu dan, chiém so6 lugng 16n, ho thuong co
dong co an chay vi ton gido hoac su¢ khoé,
quan tam nhat tdi chat lugng thuc pham, véi
mirc doi héi thap hon nhom ACLH. Vi vay,
bén canh viéc t0i uu chat lugng thyc pham,
nha hang can quan tam téi cac hoat dong cong
dong, cac chuong trinh tich diém nham thtc
day y dinh mua Iap lai. |

(4) Nha hang chay can quan tam to1 céc
hoat dong truyén thong, dac biét la truyén
thong truc tuyén qua mang xa hgj dé tang
nhan thie cia cong ching vé 161 song xanh,
loi ich cta an chay va cac hoat dong co lién
quan to1 nha hang chay gan voi cac chu dé xa
hoi quan tam. T6 chag cac chuong trinh nham
cung cap thong tin vé dinh dudng, suc khoé
va lgi ich cua ché do an chay. Pay manh cac
hoat dong truyén thong trén mang xa hdi va
cac trang danh gia tryc tuyén nhu Google
Maps. Xay dung hinh anh nha hang chay gan
vgi cac gia trl ben viing, thong diép nhat quan
gan véi lgi ich stc kho¢, gia tri ¢ong dong,
{E}I:at trién marketing noi dung nham két no1

4ch hang. Ngoai ra tich ¢uc tham gia cac
hoi nhém dién dan cong dong an chay trén
cac trang mang xa hoi nhu Facebook d¢ tiép
can va ket no1 voi cac khach hang hién tai va
tiém nang. ,

7. Han ¢ché va huéng nghién ctru tiép theo

~ Do ngudn lyc ¢6 han, nghién clru con mot
s0 han ché sau: Thyr nhat, nghién cuu tap
trung vao cac yéu to co ban cau thanh chat
luong dich vu nha hang chay, chua xem xét
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cdc thugc tinh khac nhu gié c4, vi tri, hinh anh
dé danh gia tong thé. Do do, nghién ¢uru trong
tuong la1 c6 theé bo sung thém cac y€u t6 nay.
Thir hai, khach hang an chay tai Ha No6i co
mot bd phan 1a khach du lich nude ngoai, tuy
nhién nghién ctu nay chi tp trung nghién
ctru nguoi tiéu dung Viét Nam va khong gian
nghién ctru chi tap trung tai Ha No6i, dan téi
boi canh nghién ctru con hep vé pham vi va
khéch thé nghién ctu. Thur ba, ngﬁién cliru s
dung dir li¢u cdt ngang, thu thap tai mot thoi
diém nén co the két qua chi phan anh danh gia
cua khach hang tai thoi diém khao sat. Cac
nghién cuu trong tuong lai nén thyc hién thu
thap dir li€u theo chuoi thoi gian dé c6 nhitng
danh gia chinh xac hon. Thi tw, nhom tac gia
su dung cic phuong phap chon mau phi xéac
syat, co thé lam giam kha nang khai quat hoa
két qua. Trong tuong lai, cic nghién cltu nén
st dung thém cac phuong phép,chon mau xac
suat nhu chon mau h¢ thong dé tang thém do
tin cay cho dir liéu khao sat. 4
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Summary

This study aims to examine the impact of
service quality dimensions on consumer sat-
isfaction, and repurchase intention at vege-
tarian restaurants in Hanoi. Drawing upon
service quality theory and Social Identity
Theory (SIT), the study pursues two objec-
tives: (1) to investigate the effects of the three
core dimensions of restaurant service quality:
food quality, service quality, and environmen-
tal quality on customer satisfaction and repur-
chase intention at vegetarian restaurants; and
(2) to examine the moderating role of vege-
tarian identity within the proposed research
model. Primary data collected from 482 con-
sumers who had experienced services at veg-
etarian restaurants in Hanoi were analyzed
using SmartPLS. The findings indicate that
all three service quality dimensions positively
influence customer satisfaction and repur-
chase intention at vegetarian restaurants, with
food quality emerging as the strongest predic-
tor. Furthermore, vegetarian identity moder-
ates the relationships between food quality
and customer satisfaction, as well as between
customer satisfaction and repurchase inten-
tion, providing several managerial implica-
tions for vegetarian restaurant operators in
Hanoi.
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