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Wc tiéu ciia nghién cieu nay nham kiém dinh tac dong cia trdi nghiém khach hang dén long tin, sw
hai long khach hang va gia tri thuong hiéu cua cdac don vi ban hang tryc tuyén tai thi truong ban

lé Thanh phé Ho Chi Minh (TPHC]\/[) MG hinh cdu triic tuyén tinh (PLS SEM) e sir dung dé kiém dinh
cac gid thuyét nghién ciru bang viéc phan tich dit liéu so cdp thu vé tir khdo sat 572 khdch hang dang sinh
song, lam viéc va hoc tap tai TPHCM da tu’ng mua hang trwc tuyén. Két qua nghién ciru khang dinh trai
nghiém khdch hang c6 tac déng tich cuc dén long tin cia khdch hang, sw hai long khdch hang va gid tri
thwong hiéu. Vé mat thue tién, doanh nghiép nén ting cwong trdi nghiém tich cuwc cho khdch hang nham gia
tang long tin, sw hdi long khdch hang va gid tri thieong hiéu. M6 hinh da khdng dinh dwoc vai tro ciia trdi

nghiém khdch hang doi véi viéc xdy dung thiwong hiéu ciia cdc don vi ban hang true tuyén.

Tir khoa: trdi nghiém khach hang, gia tri thuwong hiéu, long tin, sy hai long khdach hang, thuwong mai

dién t.

JEL Classifications: M10, M31, L81

1. Giéi thiéu

Trai nghiém khach hang va gié tri thuong hi¢u Ia
cac yéu td quan trong dugc rat nhidu nha nghién ciru
trong va ngoai nudc quan tdm nghién ctru, kham pha
va do luong (Bilgihan, 2016; Bui Thi Quynh Trang,
2020; Hepola & cong su, 2017; Lemon & Verhoef,
2016; L& Thi Thu Trang & Luu Tién Thuén, 2019).
Vi ste ép canh tranh khéc liét hién nay, khach hang
ngdy cang duoc trao quyén nhiéu hon va c6 thé tuy
chon cac thuong hi¢u khac nhau (Broniarczyk &
Griffin, 2014). M6t trong nhitng cach lam cho khach
hang hai long va tang cudng dugc gia tri thuong
hiéu 1a tao ra nhiing trai nghiém tich cuc cho khach

hang va diéu nay rat quan trong (Iglesias & cong su,
2019). Hiéu duogc trai nghiém cua khéach hang doi
hoi phai kiém tra trai nghiém trong bdi canh tiép thi
va xdy dyung thuong hiéu, thiét ké trai nghiém st
dung tir goc do kinh doanh (Pentina & cong su,
2011; Rios & Riquelme, 2010; Rose & cong su,
2012). Ngoai ra, long tin cua khach hang trong viéc
mua sim truc tuyén ciing 1a mot van dé can phai co
thém nhiing nghién ciru bd sung badi vi khi khach
hang c6 1ong tin v&i san phdm hodc v6i don vi ban
hang thi s6 lwong ngudi mua hang s& ting 1én dang
ké, tuy nhién, khach hang cho ring mua hang truc
tuyén hién nay con nhiéu van dé lo ngai nhu don vi
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ban hang khong dang tin cy, khong chic rang hang
hoa duoc dam bao chit lugng khi dén tay nguoi
mua, khong dang tin khi don vi ban hang khong c6
thuong hiéu,... Van dé nay ciing thu hut sy quan tam
clia gi6i hoc thuat trén toan thé gioi (Elbeltagi &
Agag, 2016). Viéc cb ging tao ra gia tri thuong hiéu
cao tu viéc tao ra trai nghiém tuyét voi cho khach
hang 1a can thiét (Bilgihan, 2016; Hepola & cong
su, 2017). Bén canh d6, trong xu hudng chuyén ddi
s6 hién nay thi viéc sir dung thuong mai dién tu, dac
biét 1a thuong mai di dong (Mobile Commerce) tirc
1a str dung thiét bi di dong co6 két ndi internet khong
day nhu 1a smartphone, may tinh bang, ... dé mua
hang truc tuyén 1a mot phuong tién mua siam truc
tuyén rét tién dung cua nguoi tiéu dung (Zhang &
cong sy, 2012). Thém vao do6, trong bdi canh hién
nay cho thiy dich Covid-19 dang bung phat co tac
dong manh mé dén hanh vi mua sim truc tuyén cua
nguoi tiéu dung, sy xuét hién cua dich Covid-19
mic du anh huong tiéu cuc dén doi sdng va an sinh
x4 hoi cua rt nhiéu ngudi nhung ciing 1am tang hoat
dong mua ban hang tryc tuyén s6i ndi hon trudc,
mot s6 nha ban 1é tir truyén thong da phai dich
chuyén hoac déy manh hoat dong trén cac kénh tryc
tuyén dé dap mg nhu ciu mua sam dang thay doi
ctia ngudi tiéu dung. Mit khac, qua tong hop co s&
Iy thuyét thi rat it nghién ciu danh gia vé sy tac
dong cua trai nghiém khach hang dén long tin, su
hai long va gié tri thuong hi€u cta cac don vi ban
hang truc tuyén tai thi truong Viét Nam noi chung
va khu vgc TP.HCM néi riéng. Do do, tur thurc trang
xdy dung thirong hiéu va cdc khodng trong 1y thuyét
cho thdy can thiét phdi c6 thém cdc cong trinh
nghién cuu sy tac dong cua trdi nghiém khach hang
dén long tin ciia khach hang, sw hai long khach
hang va gid tri thiong hiéu doi véi viéc mua hang
triec tuyén cua khdch hang tiéu ding tai thi trirong
ban lé TPHCM.

2. Co sé Iy thuyét va gia thuyét nghién ciru

2.1. Co sé Iy thuyét

2.1.1. Trai nghiém khach hang (Customer
Experience)

Theo Schmitt (1999), trai nghiém khach hang la
mot tdp hop cuia lién két cac trai nghiém nham muc
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dich xay dung mot trai nghiém toan dién va su khoi
dau cua trai nghiém duoc coi 14 thoi diém ma cac gia
tri trai nghiém khach hang cung cap duoc dap tmg.
Do do, trai nghiém khach hang thé hién tinh twong
tac gitra khach hang va dich vu/san phim cung cip
cac gia tri giac quan, cdm nhan, tri tu¢, hanh dong va
quan hé xa hdi cho khach hang; muc tiéu cudi cung
cua no la xay dung moét trai nghiém toan dién.
Homburg, Schwemmle, & Kuehnl (2015) dinh
nghia trai nghiém khach hang 1a sy cadm nhén tir cac
giac quan cia mot nguodi, phan ing, nhan thirc, quan
hé xa hoi va hanh vi dbi voi thwong hiéu bang cach
trai qua qud trinh trai nghiém, tiép xuc trudc, trong
va sau khi mua hang. Lemon & Verhoef (2016) cho
rang trai nghiém khach hang 1a két qua cua sy tuong
tac giita khach hang va cac yéu t6 hodc bo phan cia
t6 chirc, chﬁng han nhu san phém, dich vy hoac nhan
vién. Trai nghiém cua khach hang la phan Gng cua
khach hang v&i tat ca moi thir khi trong tac véi cong
ty, cling nhu voi thuong hi€u, san phém, dich vu,
hodc nhéan vién cua cong ty (Gabbott & cong su,
2015; Lemke & cdng su, 2011; Lemon & Verhoef,
2016; Verhoef & cdng su, 2009). Nghién cuu cua
Bleier & cong su (2019) thi trai nghiém khach hang
bao gdm cac trai nghiém lién quan dén (1) thong tin
(informativeness), (2) su giai tri (entertainment), (3)
quan hé xa hdi (social presence), (4) su hap dan giac
quan (sensory appeal). Trong nghién ciru nay, nhom
tdac gid sw dung khdi niém trdi nghiém khach hang
cua Schmitt (1999) va thang do trdai nghiém khach
hang ciia Bleier & cdéng s (2019) gom bon thanh
phan la trdi nghiém théng tin, trdi nghiém gidi tri,
trai nghiém quan hé xa hoi, trai nghiém giac quan.
Nhém tac gia cho rang la phit hop trong nghién ciru
nay vi ciung nghién ciru doi voi viéc trai nghiém
khach hang trwc tuyén. Trong d6, (1) Trdai nghiém
théng tin: 1a khia canh nhan thuic chinh cia trai
nghiém khach hang giip nguoi tiéu dung dua ra
quyét dinh d¢é mua hang (Gentile & cong su, 2007).
Tinh thong tin ndm bat dugc khia canh chirc ning va
gia tri cua trai nghiém dbi voi khach hang (Verhoef
& cong su, 2009). (2) Trai nghiém giai tri: Giai tri
hay niém vui do trai nghiém mang lai 1a mot thanh
phan chinh cua trai nghiém khach hang (Bleier &
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cong su, 2019). Giai tri phan 4nh sy danh gia cao d6i
voi “canh tugng” dugc trai nghiém, li€n quan dén
niém vui va tro choi khi trai nghiém st dung hoac
mua sam (Childers & cong sy, 2001; Mathwick &
Rigdon, 2004) (3) Trdi nghiém quan hé xa hoi: 1a
phat trién mdi quan hé véi nhitng ngudi mua sim
khac, ¥ thic thude v& mot nhom xa hoi, hay noi cach
khac, quan h¢ (relate) dugc xac dinh bdi mot ban séc
xa hoi cia ca nhan va lién két véi mot nhom tham
chiéu (Schmitt, 1999). Nghién cuu cua Darke &
cong su (2016) cho thiy quan hé xi hoi c6 thé lam
tang cam giac gan gu1 vé mat tam Iy dbi voi san
phim. N6 ciing c6 thé 1am ting niém vui, sy kich
thich va dong chay trong qua trinh mua sim hay sir
dung san pham (Wang & cong su, 2007). (4) Trdi
nghiém gidc quan: bao gdm cac khia canh kich thich
thi giéc, thinh gidc, khuu gidc, vi gidc va xtic giac
(Gentile & cong sy, 2007). Nhan thurc vé cai dep va
nhitng kich thich mang tinh thim my ciing 1a mot
phan cia sy hap dan cac giac quan (Schmitt, 1999).
C0 thé kich thich cac giac quan thong qua hinh anh
hoac video (Elder & cong su, 2017).

2.1.2. Long tin (Trust)

Long tin dugc Morgan & Hunt (1994) dinh nghia
1a su dé tin vao mirc do tin cay va su chan that cta
dbi tac hay su tin tuong vao thuong hiéu, 14 sy mong
doi ctia khach hang ¢ kha nang dap ing va thyuc hién
cac 101 hura cta thuong hiéu. Long tin trong linh vuc
thwong mai dién tir ciing duwoc dé cap boi nhidu
nghién ctru trude nhu nghién ctru cia Martin & cong
su (2015) va Micu & cong su (2019). Gefen & cong
su (2003) da nghlen ctru 10ng tin tryc tuyén bao gom
long tin cu thé vé tinh toan ven, nang lyc va sy thau
hiéu. Trong truong hop thuong mai dién tir, tinh
toan ven 1a 1ong tin ring nhitng ngudi ban hang tryc
tuyén t6n trong cac quy tic di néu hodc giir 10 htra.
Ning lyc 12 1ong tin vé cac k¥ ning va kha ning cua
cac doanh nghiép truc tuyén dé cung cép cac san
phém va dich vu chét luong tbt. Sy thiu hiéu 1a 1ong
tin rang céc trang ban hang tryc tuyén chang nhiing
mubn kiém lgi nhuan hgp phap, ma con mudn mang
lai diéu tét cho khach hang. Trong nghién ciru nay,
nhom tac gid st dung khai niém long tin cia Morgan
& Hunt (1994) va thang do long tin cia Martin &

cong su (2015) phu hop trong linh vuc thuong mai
dién tu.

2.1.3. Sy hai long khich hang (Customer
Satisfaction)

Theo truyén thong, sy hai long ciia khach hang
dugc dinh nghia 1a sy danh gia cua khach hang sau
tiéu dung dbi voi cong ty/ thuong hiéu va/ hodc cac
hoat dong cua cong ty, phu thudc vao gia tri cam
nhan, chét lugng va ky vong (Oliver, 1980). Theo
Meyer & Schwager (2007), sy hai long nhu 1a két
qua clia qué trinh tich liiy ctia nhiéu trai nghiém cua
khach hang v6i thuong hiéu. Theo Oliver (2015) su
hai long 1a phan ng cua ngu0’1 tiéu dung dbi véi
viéc duoc dap tmg nhu cdu va mong mudn, la su
mong doi trude va sau khi mua mot san pham/d;ch
vu: so sanh két qua tiéu dung d6 véi ky vong ciia
minh, hay néi cach khac, sy hai long ctia khach hang
la mgt qua trinh nhan thire va 1a sy khéc biét gitra ky
vong cua ngudi tiéu ding ddi v6i san pham (trude
khi tiéu ding) va hiéu qua thyc sy cta san pham
(sau khi tiéu dung). Trong nghién ctru nay, nhom tac
gid s dung khdi niém sy hai long khdch hang cua
Oliver (2015) va thang do suw hai long khach hang
cuiia Martin & cong sw (2015) phu hop trong linh vuc
thwong mai dién tu.

2.1.4. Gia tri thuwong hiéu (Brand Equity)

Aaker (1991) dinh nghia gia tri thuwong hiéu la
mat tap hop cac tai san va ng phai tra lién quan dén
tén thuong hiéu va biéu twong cho phép gia tri dugc
tang thém hodc giam di gia tri san pham/ dich vu
ctia mot thwong hiéu, thong qua tén va biéu tuong
ctia thuong hiéu d6, ddi véi mot cong ty hay cac
khach hang cua cong ty. Yoo & Donthu (2001) cho
rang gia tri thuong hiéu nhu mot sy khac biét trong
viéc lya chon ctia nguoi tiéu ding gitra san pham ¢
thuwong hiéu ndi tiéng va san pham khong c6 thuong
hi€u ¢ cung mét cép dd vé cac dic tinh san phém.
Aaker (1991) da hé théng hoa cac thanh phan cua
khai niém gia tri thuong hiéu nhu 1a mot cAu trac da
chiéu bao gdm nhan biét thwong hiéu, lién thudng
thuong hiéu, chét lugng cam nhan, trung thanh
thuong hi¢u va cdc tai san khéc cua cong ty. Gia tri
tai san khac dugc bo qua trong nghién ctiru thuong
hiéu tiéu dung vi n6 khong lién quan truc tiép dén
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nguoi tiéu dung, quan diém nay ciing dugc tng hd
boi Cobb-Walgren & cong su (1995); Yoo &
Donthu (2001) va céc thanh phan gia tri thuong
hiéu cua Aaker (1991) cling dugc ting hd bdi Yoo &
Donthu (2001); Pappu & cong su (2005); Atilgan &
cong su (2005); Tong & cong su (2009); Spielmann
(2014). Trong nghién ciru nay, gia tri thuwong hiéu
dwgc nhom tac gia s dung ti khai niém va thang
do gid tri thuong hiéu cua Aaker (1991) gom bon
thanh phan la nhdn biét thwong hiéu (Brand
Awareness), lién twong thwong hiéu (Brand
Associations), chat heong cam nhdn (Perceived
Quality) va trung thanh thwong hiéu (Brand
Loyalty). Nhém tdc gia cho rang la phit hop trong
nghién cuu nay vi mo hinh gia tri thuwong hiéu cua
Aaker (1991) thuong dwoc vin dung nhat. Trong
do, (1) Nhdn biét thwong hiéu 1a kha ning ma mot
nguoi mua nhan ra hay nhé dugc mot thuong hiéu
thudc mot nganh san pham nao dé (Aaker, 1991),
hay murc d6 phan anh déu hiéu thuong hiéu trong bo
nhd ciia nguoi tiéu ding nham nhan dién thuong
hiéu trong céc diéu kién khac (Keller, 1993). Nhu
vdy, nhan biét thuong hiéu gém nhan ra thuong
hi€u va nh¢ lai thuong hiéu (Keller, 1993). (2) Lién
twong thiwong hiéu 1a bat cu thir gi duoc két ndi
trong bo nhd ddi véi mot thuong hiéu, déng thoi
thuong khach hang khong chi c6 mot ma 1a nhidu
lién tuong va nhiling lién tudéng nay thuong trong
mot s6 tinh trang c6 y nghia thi mdi tao ra gia tri
thuong hiéu, do vay mot thudt ngit khac thuong
dugc dung thay thé 1a 4n tugng thuong hiéu, dugc
dinh nghia nhu “mot tdp hop cac lién tudng vé
thwong hiéu, thuong trong mot sb tinh trang ¢ y
nghia” (Aaker, 1991). (3) Chat lwong cam nhdn
duoc Zeithaml (1988) dinh nghia la sy danh gia cta
ngudi tiéu dung vé tinh wu viét hay su tuyét voi
tong thé ctia mot san pham. Do d6, chit luong cam
nhan dya vao sy danh gia chu quan vé chét lugng
san pham ctia ngudi mua hay nguoi sir dung. D6 1a
su danh gia chu quan do cac chi dan va nhan thirc
cua khach hang (Atilgan & cdng su, 2005; Su &
Tong, 2015). (4) Trung thanh thwong hiéu dugc
Aaker (1991) dinh nghia nhu sy gin bo ma mot
khach hang c6 vaoi mot thuong hiéu hay trung thanh
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thuong hiéu 1a mot sy cam két vé viéc mua lai san
pham trong twong lai (Yoo & Donthu, 2001).

2.2. Gid thuyét nghién ciru

2.2.1. Trai nghiém khdach hang va Ilong tin cua
khach hang

Nghién ctu ciia Mainardes & cong sy (2019) da
chi ra trai nghiém khach hang lam ting 10ng tin vé
thuong hiéu ctia khach hang. Nghién ctru cia Rose
& cong sy (2012) da cho thay trai nghiém khach
hang truc tuyén lam ting 1ong tin ctia khich hang
khi mua sim tryc tuyén. Nghién ctru cia Martin &
cong su (2015) trong viéc ban I¢ truc tuyén da chira
rang trang thai trai nghiém tinh cam c6 tac dong tich
cuc dén long tin. Ally & Jeong (2014) da chung
minh trai nghiém thuong hiéu tryc tuyén lam ting
long tin thuong hi¢u. Nghién ctru cia Tran Thé Nam
& Nguyén Thi Thoa (2020) ciing di chi ra trai
nghiém thuong hi¢u tai nha hang Gogi 6 TP.HCM
c6 tac dong dén long tin thwong hiéu cua khach
hang. Do d6, gia thuyét sau duoc dé xuét:

HI: Trai nghiém khach hang co tac dong tich
cwe dén long tin cia khach hang.

2.2.2. Trdi nghiém khdach hang va gia tri
thuwong hiéu

Nhiéu nghién ctru di chi ra tic dong truc tiép cta
trai nghiém khach hang dén trung thanh thuong hiéu
(Bennett & cong su, 2005), lién tudng thuong hiéu
va nhan biét thuong hiéu (Berry, 2000), gid tri
thuong hiéu (Bilgihan, 2016; Hepola & cdng su,
2017); trai nghiém khach hang anh huéng gian tiép
dén gia tri thuong hiéu (Berry, 2000). Trong cic md
hinh trai nghiém dugc st dung boi Biedenbach &
Marell (2009) di chimg minh rang trai nghiém
khich hang c6 tac dong dang ké va tich cuc dén
trung thanh thuong hiéu, chét luong cdm nhan, nhan
biét thuong hiéu va cac lién tuong thuong hiéu.
Nghién ctru ciia Bui Thi Quynh Trang (2020) chung
minh dugc trai nghiém khach hang co tic dong dén
long trung thanh cua khach hang thong qua sy hai
long khach hang tai cdc khach san & Viét Nam.
Nghién ctu cua Pham Thi Lan Huong & Ngb Thi
Hong (2016) chi ra rang trai nghiém thwong hiéu c6
tac dong tich cuc dén quan hé thuong hiéu (niém tin
thuong hiéu, hai long thuong hiéu, tinh cach thuong
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hi€u) va trung thanh thuong hiéu tai cac siéu thi ban
1¢ cia thanh phd Pa Ning. Do d6, gia thuyét sau
duoc dé xuét:

H2: Trai nghiém khach hang co6 tdc dong tich
cue dén gid tri thuong hiéu.

2.2.3. Trai nghiém khdach hang va sy hai long
khach hang

Trong linh vyc ban 1é, nghién ctru cua Ha &
Perks (2005) cho thdy rang mot ngudi tiéu dung
thich trai nghiém thwong hiéu 4n tugng sé& tré thanh
ngudi tiéu dung rat hai long. Trong méi truong ban
1é truc tuyén, mot sb khia canh cua trai nghiém
(suy nghi va cam nhén) tac dong tich cuc dén su
hai long (Martin & cdng su, 2015; Rose & cdng su,
2012). Nghién ctru ctia Khalifa & Liu (2007) da chi
ra trai nghiém khach hang tryc tuyén co tac dong
tich cuc dén sy hai long truc tuyén cta khach hang.
Nghién curu ciia Micu & cdng su (2019) trong viéc
ban 1é truc tuyén di chi ra ring trang thai trai
nghiém nhén thirc va trang thai tradi nghiém tinh
cam co tac dong tich cuc dén su hai long khach
hang tryc tuyén. Nghién ciru ciia Morgan-Thomas
& Veloutsou (2013) di chi ra rang trai nghiém
thuong hiéu truc tuyén lam ting sy hai long va y
dinh hanh vi khach hang. Ally & Jeong (2014) da
chiing minh dugc trai nghiém thuong hi¢u truc
tuyén lam tang su hai long dbi véi thuong hiéu.
Nghién ciru ctia Rose & cong su (2011) cho thay
trai nghiém ciia khach hang truc tuyén c6 tac dong
tich cuc dén sy hai 1ong khach hang. Nghién ciru
ctia L& Thi Thu Trang & Luu Tién Thuén (2019) da
chi ra trai nghiém san pham c6 tac dong tich cuc
dén sy hai 10ng khach hang ddi véi cac siéu thi tai
Thanh phé Can Tho. Nghién ciru cua Tran Thé
Nam & Nguyén Thi Thoa (2020) ciing da chi ra
rang trai nghiém thuong hiéu tai nha hang Gogi &
TP.HCM c6 tac dong tich cuc dén sy hai long cua
khach hang. Do d6, gia thuyét sau dugc dé xuat:

H3: Trai nghiém khach hang co tic dong tich
cwe dén s hai long khach hang.

2.2.4. Long tin cua khdach hang va sw hai long
khach hang

Trong linh vuc ban 1é tryc tuyén, long tin cua
khach hang lam tang sy hai long khach hang

(Elbeltagi & Agag, 2016). Long tin truc tuyén 1 tién
dé cua sy hai long khach hang trong viéc mua hang
tryc tuyén (Shankar & cong su, 2002). Kumar &
cong su (2018) da chi ra 1ong tin c6 tac dong dén sy
hai long khéch hang trong viéc st dung vi dién tir di
dong. Long tin cua khach hang c6 tac dong tich cuc
dén sy hai long cua khach hang khi st dung dich vu
internet banking (Ofori & cong sy, 2017). Long tin
ctia khach hang c6 tac dong tich cuc dén sy hai long
cua khach hang khi st dung dich vu internet bank-
ing trén dién thoai thong minh (Susanto & cdng su,
2016). Long tin cia khach hang c6 tac dong tich cuc
dén su hai long cia khach hang khi st dung ung
dung thanh toan di dong (Yu & cOng su, 2016).
Nghién ctru ciia Nguyén Manh Tuan & Nguyén Hitu
Tri (2016) da chi ra long tin ctia khach hang cd tac
dong tich cyc dén sy hai 10ng khach hang trong viéc
mua hang tryc tuyén voi cac mat hang phd bién 1a
thiét bi dién - dién tor, hang thoi trang, my phim,
sach. .. trén cac trang web va dién dan mua sam tryc
tuyén. Ngo Thi Khué Thu & cong su (2021) di chi
ra r?mg su tin tudng co tac dong tich cuc dén sy hai
long cua khach hang trong nganh khach san & Viét
Nam. Do d6, gia thuyét sau duoc dé xuit:

H4: Long tin cua khdach hang co tdac dong tich
cwee dén sw hai long khdach hang.

2.2.5. Long tin cua khdch hang va gia tri
thuong hiéu

Trong linh vyc ban 1€ truc tuyén, Rios &
Riquelme (2010) da ching minh dugc long tin
thuong hiéu c6 tac dong lam tang gia tri thuong hiéu
ctua nha ban Ié. Long tin cia nguoi tiéu dung tang
1én cling lam tang gia tri thuong hiéu cia cac don vi
ban 1¢ tryc tuyén (Rios & Riquelme, 2008). Nghién
ctru cua Bilgihan (2016) di chi ra rang long tin truc
tuyén c6 tac dong tich cuc dén su trung thanh truc
tuyén trong vi¢c dat khach san trén website cua
khach hang ca nhan. Long tin cua khach hang khi su
dung dich vu ngan hang truc tuyén c6 tac dong tich
cuc dén long trung thanh va tir d6 tac dong dén gia
tri thuong hiéu cua ngan hang (Kao & Lin, 2016).
Nghién ctru cua Pham Hung Cudng (2019) da chi ra
rdng sy tin cdy c6 tic dong dén gia tri thuong hiéu
cac doanh nghiép ban 1& trén dia ban TP.HCM. Ngo
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Thi Khué Thu & cdng su (2021) ciing da chung
minh dugc sy tin tudng co6 tac dong tich cuc dén su
hai long va long trung thanh cta khach hang trong
nganh khach san & Viét Nam. Do d6, gia thuyét sau
duoc dé xuat:

H5: Long tin cua khdach hang co tac dong tich
cue dén gia tri thwong hiéu.

2.2.6. Sw hai long khach hang va gia tri
thuwong hiéu

Trong linh vuc ban 1€, nghién ctru cia Pappu &
cong su (2006) da cho théy su hai long khach hang
voi nha ban 1€ co tdc dong tich cuc dén gia tri
thuong hiéu ban 1é thong qua cac thanh phan cua gia
tri thuong hiéu la nhan biét thuong hiéu, lién tudng
thwong hiéu, chat luong cam nhéan va trung thanh
thuwong hiéu. Sy hai 1ong c¢6 tac dong dén long trung
thanh cia khach hang ddi voi cira hang tap hoa
(Martenson, 2007). Trong linh vuc thuong mai dién
ta, Yang & Peterson (2004) da chi ra su hai long
cam nhan cua khach hang co tac dong dén 1ong
trung thanh cua khach hang. Rafiq & cong sy (2013)
da chi ra sy hai 1ong c6 tac dong dén sy trung thanh
truc tuyén cua khach hang. Tai Viét Nam, nghién
citu cua Pham Hung
Cuong (2019) da chi ra
rang sy hai long cua
khach hang co tac dong
tich cuc dén gia tri
thuong hiéu céc doanh
nghi¢p ban 1¢ trén dia ban
TPHCM. Do do, gia
thuyét sau dugc dé xuit:

H6: Su hai long khach

Trai nghiém

thuyét, xdy dung mo hinh nghién ctru va cac gia
thuyét nghién ctru. Pay 13 co so dé hiéu chinh bd
thang do tr¢ thanh bang cau hoi chinh thire cho giai
doan nghién ctru dinh lugng tiép theo. D& 1am duoc
diéu nay, truée hét, mot khung phong van ban ciu
trac duoc thiét ké cin cr vao mo hinh nghién ctru
va cac thang do tham khao dé phuc vu cho phong
vén tryc tiép cac di tuong duoc phong van, cac ddi
tugng phong van dya vao mbi quan hé c4 nhan cia
nhom tac gida. Nhom tac gia xay dung thang do dya
theo quy trinh phat trién thang do ctia Bollen (1989)
va ké thira tir thang do gbc cuia cac nghién ctru lién
quan. Nghién ctru dinh tinh dugc thuc hién bang k¥
thuat phong van sau v6i 3 nha quan 1y va 3 giang
vién dang giang day trong linh vyc marketing.
Thang do vé trai nghiém khach hang da duoc phat
trién tir nghién ctu cua Bleier & cong sy (2019),
thang do long tin va sy hai long khach hang duoc
phat trién tir thang do ctia Martin & cong su (2015),
thang do gid tri thwong hiéu duoc phat trién tir
thang do ctuia Aaker (1991).

Phuong phép nghién ciru dinh lugng st dung
phuong phap liy miu thudn tién duoc thyc hién

Long tin cua
khach hang

Gia tri

hang cé tac dong tich cuc
dén gid tri thirong hiéu.

3. Phwong phip
nghién ciru

Phuong phap nghién
ctu dinh tinh va dinh
lugng duogc su dung
trong bai bdo nay. Trude
tién, phuong phap nghién
ctu dinh tinh duoc su
dung dé toéng két ly

khach hang

khoa hoc

thuwong hiéu

Sy hai long
khach hang

Hinh 1: M6 hinh nghién cvu dé xuat
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Bang 1: Thang do cdc khdi niém nghién ciru

Khai niém | Ma bién No§i dung bién quan sat Nguon goc
Trai nghiém INF1 Thong tin c6 duge tir viéc mua hang truc tuyén ctia don vi ban hang nay 1a hitu Nhém tac gia
thong tin ich. phat trién tir
INF2 Téi ¢6 duge nhiu théng tin hitu ich tir viéc mua hang truc tuyén cua don vi ban thang do géc
hang nay. cua Bleier &
INF3  Tai nghi rang s& c6 cac thong tin hitu ich tir viéc mua hang truc tuyén cia don | cong su (2019)
vi ban hang nay.
INF4 C6 duoc diy du nhirng thong tin can biét tir viée tuong tac, phan hdi véi don vi
ban hang tryc tuyén nay.
Trai nghiém | ENT1  T6i cam thdy vui khi mua hang tryc tuyén ctia don vi ban hang nay. Nhom téc gia
gidi tri ENT3 Khi mua hang truc tuyén cua don vi ban hang nay, t0i bj thu hat boi nhidu hinh | Phét trién tir
thirc hip din ma don vi ban hang dua ra. thang do goc
ENT4 Téi cam thdy dugc thu gidn rat nhiéu khi mua hang truc tuyén ctia don vi ban cha Bleier &
hang nay. cong su (2019)
ENT7 Mua hang truc tuyén cua don vi ban hang nay thi rat d& dang.
ENT8 Mua hang truc tuyén ctia don vi ban hang nay thi rat thuan tién.
Trai nghiém | SOC1  T6i c6 thé tao mbi quan hé voi ngudi khac khi mua hang truc tuyén cia don vi | Nhom tac gia
quan hé ban hang nay. phat trién tir
x4 hoi SOC3 D@ dang tuong tac véi nhitng nguoi cing mua hang truc tuyén khac khi mua thang do gdc
hang ctia don vi ban hang nay. cua Bleier &
SOC4 Tuong tac v6i don vi ban hang truc tuyén nay that d& dang vi don vi ban hang | cdng su (2019)
ndy tao nhidu kénh tiép xuc cho khach hang.
SOC5 Téi cam nhan c6 su két ndi v6i nhitng nguoi khac khi mua hang tryc tuyén cua
don vi ban hang nay.
SOC6 Toi cam nhan duoc tinh cong dong khi tuong tac véi cac khach hang khac trong
qué trinh mua hang tryc tuyén ctia don vi ban hang nay.
SOC7 Khi mua hang truc tuyén caa don vi ban hang nay, t6i thuong c6 tim 1y “mua
nhanh kéo hét”.
Trai nghiém | SEN1 Trong viéc mua hang tryc tuyén ciia don vi ban hang nay, t6i cam thdy hap din Nhom tac gia
giac quan boi nhitng hinh 4nh tryc quan cia san phim. phat trién tir
SEN2 Trong Vlec mua hang truc tuyen cua don vi ban hang nay, cac san pham duoc thang do géc
hién thi rt bit mét. cua Bleier &
SEN3  Trong viéc mua hang tryc tuyén ciia don vi ban hang nay, su da dang vé san | cong su (2019)
phém 1am hap din céc giac quan cua toi.
SEN4  Toicam thay hip dan boi cac san pham mé&i ma don vi ban hang truc tuyén nay
cung cip.
Swhailong | SAT1 T6i hai long v6i nhiing trai nghiém tir viéc mua hang tryc tuyén Nhom tac gia
Kkhach hang cua don vi ban hang nay. phat trién t;lr
SAT2  T6i cam thiy hai long trude khi mua hang truc tuyen cua don vi ban hang nay t}}ang do.goc
(vi du nhu duoc tu van, huéng din tim hiéu san pham, chét lugng thong tin vé cua Martin &
cong su (2015)
san phim, so sanh san pham).
SAT3  Téithdy hai long trong khi mua hang truc tuyén cua don vi ban hang nay (vi du:
dat hang, thu tuc thanh toén).
SAT4  Toi thiy hai long sau khi mua hang truc tuyén cua don vi ban hang nay (vi du:
dich vu hd trg khach hang/cham s6c khach hang sau ban hang, xu ly ot viee doi
tra hang, hoan tién, ...).
SATS5  Trai nghiém tich cuc trong vi¢éc mua hang truc tuyén cua don vi ban hang nay
chinh 1a nhiing gi t6i can.
SAT6  Toi da co trai nghiém tét nhu ky vong trong qué trinh mua hang truc tuyén cia
don vi ban hang nay.
SAT7 Toéi nghi ring t6i di quyét dinh dung khi mua hang truc tuyén cta don vi ban
hang nay.
SATS  Toi hai 1ong véi san phim nhan duoc tir viéc mua hang truc tuyén cua don vi
ban hang nay.
SAT9  Toéi hai long véi dich vu nhan duge tir viéc mua hang tryc tuyén ciia don vi ban
hang nay.
SATI10 Nhin chung, t6i hai long trong subt qua trinh trai nghiém mua hang truc tuyén
cua don vi ban hang nay.
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Long tin cia | TRU1  Mua sam tryc tuyén cia don vi ban hang nay thi khong c6 bat trac. Nhom tac gia
khach hang phat trién tir
TRU2  Don vi ban hang tryc tuyén nay thi dang tin cdy vi ho thue hién ddy du cac cam thang do goc
két da dugc cong bo trong chinh sach ban hang. clia Martin &
. w . : e on
TRU3  To6i c6 theé tin tudng vao don vi ban hang truc tuyeén nay vi ho giir 101 hira. C((; 0% SS ;I
TRU4  Toi tin twéng vao don vi ban hang tryc tuyén ndy vi ho luon biét t0i quan tim
diéu gi.
TRUS  Toi tin tudng vao don vi b;'m hang tryc tuyen ndy vi t6i ludn nhan duge sy hd tro
kip thoi tir nhén vién tu van & nguoi ban hang truc tuyén.
TRU6  Téi tin tudng vao don vi ban hang tryc tuyén nay vi don vi ban hang uy tin.
TRU7  Téi khong lo ling vi don vi ban hang truc tuyén nay luén dam béo tinh bao mat.
Nhan biét | BAW1 Téi biét don vi ban hang tryc tuyén nay trong thé nao. Nhom téc gia
thwong hi¢u BAW?2 Téi c6 thé nhan ra don vi ban hang trire tuyén nay trong sb cac don vi canh tranh phit trién tir
khac. thang do goc
BAW3  Téi biét don vi ban hang tryc tuyén nay. Cu*; ggalker
BAW4 Don vi ban hang truc tuyén nay ludn 14 goi y dAu tién khi t6i mudn mua hang ( )
tryc tuyén.
Lién twong | BAS] Mot so ddc diém cua don vi ban hang tryc tuyén nay xuat hién trong dau téi | Nhom tac gia
thuwong hi¢u nhanh chéng. phat trién tir
BAS2 Toico thé nhanh chong nhé “logo” hay biéu tugng, ky hiéu ctia don vi ban hang thane do obc
tryc tuyén nay. ] ) | gdog
BAS3  Téi khong kho d€ hinh dung don vi ban hang truc tuyen nay nhu thé nao trong ciia Aaker
dhu i, (1991)
BAS4 Khi dugc h()irvé cac don vi ban hang tryc tuyén thi don vi ban hang truc tuyén
nay t6i nhé deén dau tién.
Chétluwgng | PEQ1  Sanpham/dich vu cua don vi ban hang truc tuyen ndy thi chat luong tot. Nhom tac gia
cim nhin PEQ2 Cole chét lugng san phdm/dich vu ctia don vi ban hang truc tuyén nay thi cuc phat trién tur
cao. . . . . thang do goc
PEQ3  Co kha nang san pham/dich vu ctia don vi ban hang tryc tuyen nay thi rat dang clia Aaker
tin céy." ) o ) (1991)
PEQ4  Sanphamv/dich vu cua don vi ban hang truc tuyén ndy at han phai c6 chat luong
rat tot.
Trung LOY1 Tbinghi toi trung thanh véi don vi ban hang tryc tuyén nay. Nhom tac gia
thanh Ca 1 £ a1s A iAo A phat trién tir
thuong hi¢u LOY2 D@ vi ban hang tryc tuyén nay 1a 'su lya cb(,)n vdau t{en cua t01‘~ . . thang do géc
LOY3 Toi sé khong mua hang cua don vi khac néu san pham d6 c6 san tai don vi ban ctia Aaker
hang truc tuyén nay. (1991)
LOY4 Toi ludn vu tién tim kiém san pham tai don vi ban hang truc tuyén nay.
LOYS Toi lru(")n‘ dé cép dén don vi ban hfing truc myén nay khi ban be, nguoi than can
tu van ve viéc mua hang tryc tuyén.

bang cach khao sat online. Nghién ctru dinh lugng
dugc st dung nham dé kiém dinh mbi quan hé giira
cac nhan t6 trong mé hinh nghién ctru. Theo Hair &
cong su (2010), sb mau tdi thiéu phai gip 5 1an sb
luong bién quan sat thi két qua méi dam bao tinh
chinh x4c. Véi sb bién quan sat cia nghién ciru nay
13 53 thi mau tdi thiéu 1a 265, nhu vy v6i 572 mau

khao sat trong nghién ctru ndy thi dam bdao theo tiéu
chuin cua Hair & cong su (2010).

Phan mém Smart PLS 3.2.7 dwoc nhom tac gia
sir dung dé xur 1y va phan tich dit liéu thu thap duoc.
Viée st dung phan mém Smart PLS 3.2.7 véi k¥
thuat PLS-SEM dé kiém dinh mo hinh nghién ciru
dé xudt va cac gia thuyét nghién ctru. Theo Hair &
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cong su (2017), s lugng nghién ciru sir dung PLS-
SEM duoc cong bd trong vai nam gan déy ting 1én
rat nhanh & cac linh vuc hanh vi to chuc, quan tri hé
thdng thong tin, quan tri chién lugc va trong nghién

QUAN TRI KINH DOANH

Bang 2: Théng tin mau khao sdt

ctru marketing vi PLS-SEM ¢6 nhiéu wu diém hon
so v6i CB-SEM trong céc tinh hudng sau: (1) Chap
nhan dir liéu khéng phan phdi chuan, ddy 1a diém
khac biét 16n nhat d6i voi phuong phap CB-SEM

Tiéu chi

Tan suat xuat hién

Phin trim

(nguoi) (%)
L Nur 418 73.1
Giot tinh Nam 154 26.9
Tur 18 dén 20 279 48.8
D) tudi Tir 21 dén 24 223 39
Khac 70 12.2
Mirc thu nhap Dudi 5 tricu VND/thang 423 74
Tir 5 dén 10 triéu VND/thang 94 16.4
Trén 10 triéu VND/thdng 55 9.6
S6 tién thwong xuyén Dudi 1 triéu VND/thang 459 80.2
chi dé mua hang treec  TUr 1 dén 3 triéu VND/thang 93 16.3
tuyén Trén 3 tri¢u VND/thang 20 3.5
Mikc dd thwong  Tur | dén 3 lan/thang 411 71.9
xuyén mua hang  Tir 4 d&én 8 lan/thang 118 20.6
truc tuyén Trén 8 lan/thang 43 7.5
Thoi diém mua hang Chua dén 1 tuan 216 37.8
true tuyén gan nhat  Cach day 1 tuan 147 25.7
Céach day 1 thang 160 28
Lau hon 1 thang 49 8.6
Muc dich mua Pé sur dung 522 91.3
Dé giai tri 34 5.9
Muc dich khac nhu biéu tang 16 2.8
Str dung dién thoai  Iphone 269 47
dé mua hang tree  Samsung 153 26.7
tuyén Oppo 69 12.1
Khéc 81 14.2
Mua trén cac san Shopee 502 87.9
thwong mai dién t¢  Tiki 224 39.2
Lazada 196 34.3
Sendo 29 4.5
San pham thwong  Thyc pham 212 37.1
mua Thiét bi di dong 164 28.7
San pham khac 195 34.2
Tong 572 100
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(nghia 1a CB-SEM yéu cau dit lidu phan phi chuan,
diéu nay duoc cho la rat khé vi cac nghién ciu
thuong khao sat theo phuong phap thuan tién phi
xac suét) (Hair & cong su, 2010); (2) Sir dung cho
cac md hinh nghién ciru phic tap v6i nhiéu bién
trung gian, diéu tiét, ddc biét 1a v6i cac mo hinh céu
trac; (3) Co kha nang phan tich dong thoi céu trac
mo hinh phan anh (Reflective) va mé hinh nguyén
nhan (Formative); (4) Thich hop cho cac nghién ciru
vé dinh hudéng dy doan (Henseler & cong su, 2015).

4. Két qua nghién ctru

4.1. Théng tin mdu khéo sdt

Viéc khao sat dugc thuc hién online tir ngay 30
thang 4 nam 2021 dén ngay 15 thang 5 nam 2021,
dya trén mdi quan hé ca nhan, nhém tac gia giri
duong link bang khao sat dé thuc hién khao sat
khach hang dang sinh séng, 1am viéc va hoc tap tai
TP.HCM. Viéc léy mau duge thyc hién theo phuong
phap thuén tién. Nhom tac gia da thu dugc 706 quan
sat, trong d6 loai bd 134 quan sat do dap vién chua
timg mua hang truc tuyén hodc di timg lam viéc hay
dang lam viéc trong linh vuc ban hang truc tuyén,
con lai 572 quan sat hop 1¢ dugc dua vao phéan tich
dir liéu.

4.2. Két qua kiém dinh mé hinh do lwong va mé
hinh céu triic

4.2.1. Kiém dinh mé hinh do luong

Muc tiéu cta viéc kiém dinh mé hinh do ludong
la dé danh gia su phu hop cua cac thang do trong

viéc phan anh cac nhan t6 cAn nghién ctru trong mé
hinh. Gié tri cta hé s tai nhan tb, do tin cay nhét
quan ndi bd, gia tri hoi tu va gia tri phan biét 1a cac
chi s6 quan trong dé kiém dinh mé hinh do luong.

Viéce giti hay loai bo thang do ra khdi mo hinh
nghién cuu dugc thuc hién theo goi y Bagozzi &
cong su (1991) 1a loai bo cac bién quan sat voi hé sb
tai nhan to thap hon 0.4 va giir lai cac bién quan sat
c6 hé s6 tai nhan td tir 0.7 tré 1én, cac thang do ¢
hé s6 tai nhan t6 nam trong khoang tir 0.4 dén dudi
0.7 chi loai bo khi viéc loai bé chiing dan dén sy cai
thién gié tri ciia do tin cdy tong hop hoic gia tri cia
phuong sai trich trung binh. Vi két qua cho thay
céc gia tri CR va Cronbach’s alpha déu cao hon 0.7
nén co thé két luan cac nhan tb trong md hinh dat
dugc dg tin cay nhét quan ndi bd (Hair & cdng su,
2017). C6 thé két luan rang tat ca cac bién quan sat
déu c6 gia tri hoi tu vi gia tri AVE déu cao hon 0.5
(Hair & cong su, 2017). Ty 1€ HTMT la mét trong
bdn tiéu chi dugc sir dung dé danh gia gia tri phan
biét. Cac gia tri ty 16 HTMT (bang 6) déu nho hon
0.9 chimg t6 cac bién quan sat co gia tri phan biét
(Hair & cong su, 2017).

4.2.2. Kiém dinh mé hinh cdu tric

Bén van dé can dwgc danh gia: hién tuong da
cong myén, hé s6 tac dong, hé sb xac dinh R2, hé sb
tac dong 2 trong viéc kiém dinh mé hinh cu trac.

Dé danh gia van dé da cong tuyén giita bién doc
1ap va bién phy thudc, nhom tac gia sir dung gia tri

Bang 3: Thong tin thang do ciia cdc thanh phan trai nghiém khdch hang

Nhén t6 va thang do

CR Cronbach's alpha

AVE

1. Trai nghiém thong tin

Bao gém 4 bién quan sat: INF1; INF2; INF3;
INF4

2. Trai nghiém giai tri

Bao g6m 5 bién quan sat: ENT1; ENT3;
ENT4; ENT7; ENTS8

3. Trai nghiém quan hé xa hoi

Bao gdm 6 bién quan sat: SOC1; SOC3;
SOC4; SOC5; SOC6; SOC7

4. Trai nghiém giac quan

Bao gbém 4 bién quan sat: SEN1; SEN2;

0.879 0.815 0.645

Gia tri hé s6 tai nhan t6 1an luot 1a: 0.789; 0.853; 0.809; 0.759

0.864 0.803 0.559

Gié tri hé sb tai nhan t6 1an luot 1a: 0.745; 0.723; 0.742; 0.774: 0.755

0.867 0.815 0.522

Gi tri hé s6 tai nhan t6 1An luot 1a: 0.693; 0.759; 0.691; 0.764; 0.793;

0.622

0.882 0.822 0.653

Gié tri hé sb tai nhan t6 1an luot 1a: 0.816; 0.838; 0.830; 0.745

SEN3; SEN4
khoa hoc =
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Bang 4: Théng tin thang do cia cdc thanh phan gid tri thwong hiéu

Nhan t va thang do

CR

Cronbach's alpha AVE

1. Nhan biét thwong hiéu

Bao gom 4 bién quan sit: BAW1; BAW2;
BAW3; BAW4

2. Lién tuong thuong hi¢u

Bao g6m 4 bién quan sat: BAS1; BAS2;
BAS3; BAS4

3. Chét luong cam nhan

Bao gbm 4 bién quan sat: PEQ1; PEQ2;
PEQ3; PEQ4

4. Trung thanh thuong hi¢u

Bao gbm 5 bién quan sat: LOY1; LOY2;
LOY3; LOY4; LOYS

0.897 0.847 0.686

Gié tri hé s6 tai nhan t6 1an luot 1a: 0.791; 0.884; 0.841; 0.794

0.903 0.857 0.701

Gié tri hé sd tai nhan t6 1an luot 1a: 0.860; 0.865; 0.783; 0.838

0.904 0.858 0.702

Gié tri hé s6 tai nhan t6 1an luot 1a: 0.825; 0.856; 0.829; 0.840

0.913 0.880 0.678

Gié tri hé s tai nhan t6 1an luot 1a: 0.825; 0.855; 0.740; 0.855; 0.836

Bang 5: Thong tin thang do trdi nghiém khdch hang, long tin, sy hai long khach hang, gia tri thwong hiéu

Nhan tb va thang do

CR

Cronbach's alpha AVE

1. Trai nghiém khach hang

Bao gém 4 thanh phan: Trai nghiém thong
tin; trai nghiém giai tri; trdi nghiém quan hé
x4 hoi; trai nghiém giac quan

2. Long tin cta khach hang

Bao gém 7 bién quan sat: TRUL; TRU2;
TRU3; TRU4; TRUS; TRU6; TRU7

3. Sy hai long khach hang

Bao gom 10 bién quan sat: SAT1; SAT2;
SAT3; SAT4; SATS; SAT6; SAT7; SATS;
SATY; SATI10

4. Gia tri thuong hi¢u

Bao gom 4 thanh phan: Nhan biét thuong
higu; lién twdng thuong hiéu; chét lugng cam
nhdn; trung thanh thuong hi¢u

0.840 0.746 0.571

Gia tri hé s6 tai nhan t6 1an luot 1a: 0.746; 0.843; 0.623; 0.792

0.904 0.876 0.574

Gia tri hé 6 tai nhan t6 1an luot 1a: 0.633; 0.801; 0.818; 0.787; 0.794;

0.777; 0.675

0.930 0.916 0.571

Gia tri hé 6 tai nhan t6 1an luot 1a: 0.687; 0.711; 0.774; 0.730; 0.737;

0.791; 0.810; 0.802; 0.748; 0.756

0.897 0.847 0.686

Gid tri hé s tai nhan t6 1an luot 1a: 0.857; 0.850; 0.771; 0.833

Bang 6: Thong tin ty I¢ HTMT

nho hon 5 nghia 1a m6 hinh khong c6
hién twong da cong tuyén (Hair &

l. 2.

1. Gia tri thuong hi¢u

2. Long tin cua khach hang 0.571

3. Su hai long khach hang  0.685 0.631
4. Trai nghiém khach hang 0.707 0.518

3 4. cong sy, 2017). Cac gia thuyét tir H1
dén H6 déu duoge chép nhan vi tit ca
cac gia tri p déu nho hon 5%.
Gi4 tri R nam trong khoang tir 0
0.669 dén 1, tri s6 cang cao s& cho thdy mirc

VIF. Cac gia tri VIF giita bién doc 1ap va bién phu
thudc trong mé hinh bién dong tur 1 dén 1.813, déu

d6 du doan chinh xac trong moé hinh
cang cao. Tuy nhién, gia tri R2 bao
nhiéu 1a cao van 1a van dé gy nhiéu tranh cii giira
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Hinh 2: Két qua mé hinh nghién ciiu

cac nha nghién ctru (Hair & cong su, 2017). Trong
md hinh nghién ctru c¢6 ba bién phu thude: (1) Long
tin cia khach hang; (2) Sy hai long khach hang; (3)
Gia tri thuong hiéu. Ba gia tri R2 lan luot 1a 18.6%;
44.8%; 47.3%: c6 thé thay bién doc lap “Trai
nghiém khach hang” giai thich dugc 18.6% bién phu
thuc “Long tin cua khach hang”; cac bién doc 1ap
“Trai nghi€ém khach hang” va “Long tin cua khach
hang” giai thich duoc 44.8% bién phu thudc “Sy hai
1ong khach hang”; cac bién doc 1ap “Trai nghiém
khéch hang”, “Long tin cua khach hang” va “Su hai
long khach hang” giai thich dwoc 47.3% bién phu
thudc “Gia tri thwong hiéu”. Diéu nay cho thay mirc
d6 phu hop tuong dbi chip nhan dugc cia mé hinh
nghién ciru.

Bén canh viéc danh gia gia tri R2 cua cac bién
phu thudc, su thay déi cua gia tri R2 khi mot bién
doc 1ap dugc loai bo ra khdi md hinh nghién ctru
ciing duogc str dung dé danh gia anh hudng ciia mot
bién doc 1ap dén bién phu thudc. Theo Cohen
(1988), cac gia tri 2 1an luot 12 0.02; 0.15 va 0.35
dugc xem 1a nho, trung binh va déng ké. C6 thé thay
trai nghiém khach hang 13 nhan t6 c6 tic dong trung
binh dén 1ong tin va su hai long khach hang, twong
tu nhu vay, long tin cia khach hang cling c6 anh
huong trung binh dén sy hai long khach hang.
Nhung gia tri thuong hi€u lai bi tdc dong nhd bdi
trai nghi¢m khach hang, long tin ctia khach hang va
su hai long khach hang.
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Bang 7: Théng tin hé sé tac ddng, gid tri p, gid tri f2 va VIF

.. £ Hé sb e PO Mikc dd VIF ba cong
Gia thuyet tac dong Giatrip Ketluin 2 tc apng tuyén
Hi: Trai nghiém khach hang o z A . 1.000 Khong
> Long tin ciia khach hang 0.431 0.0% Chap nhéan 0.228 Trung binh
Ha: Trai nghiém khach hang 0314 0.0% Chap nhan 0.126 Nho 1487 Khong
-> Gié tri thuong hi¢u
Hs: Trai nghi¢m khach hang o 1 A R 1.228 Khoéng
Su hai 1ong khéch hang 0.378 0.0% Chap nhan 0.211 Trung binh
Ha: Long tin cua khach hang o z A § 1.228 Khong
> Su hai Iong khéch hang 0.414 0.0% Chap nhan 0.253  Trung binh
Hs: Long tin cua khach hang 0.180  0.0% Chépnhin 0.044  Nho 1538 Khong
-> Gia tri thuong hi¢u
He: Su hai long khach hang 0323 0.0% Chép nhan 0.109 Nho 1.813 Khong

-> Gia tri thuong hiéu

5. Thio luin két qua va ham y nghién ciru

5.1. Thdo ludn va ham y Iy thuyét

Nghién clru ndy xem xét tac dong ciia nhan to
trai nghiém khach hang dén long tin ctia khach hang,
su hai long khach hang va gia tri thuong hi¢u cua
cac don vi ban hang truc tuyén tai thi truong ban 1&
TP.HCM. Két qua phan tich dir liu v6i ky thuat
PLS-SEM cho thay cac gia thuyét déu dugc tng ho
boi dir liéu thu thap. Vi vay, nghién ciru nay dua ra
mot vai ham ¥ hoc thudt quan trong cho cac hoc gia
nghién ctru vé gia tri thwong hiéu. (1) Két qua
nghién ctru cho thiy trai nghiém khach hang co tac
dong tich cuc dén 1ong tin cua khach hang (hé sb
0.431), sy hai 1ong khach hang (hé s6 0.378) va gia
tri thwong hiéu (hé sb 0.314). Két qua nghién ctru
nay tuong dong véi nghién ctru trude day cia
Bilgihan (2016) va Micu & cong su (2019) trong
vi€c nghién ctru trai nghi€ém khach hang tac dong
dén 10ng tin, sy hai 10ng va gia tri thuong hiéu trong
linh vuc mua sdm truc tuyén. Do do, trai nghiém
khach hang 1a yéu t6 quan trong trong cic nghién
ctru tuong lai lién quan dén viéc xay dung thuong
hi€u. (2) Thém vao d6, long tin cua khach hang cling
¢6 tac dong tich cuc dén sy hai long khach hang (hé
s6 0.414) va gia tri thuong hiéu (hé s6 0.189). Su hai
1ong khach hang ciing c¢6 tac dong tich cuc dén gia
tri thwong hiéu (hé sb 0.323). Két qua nghién ctru
nay co sy trong ddng véi nghién ctru cua Elbeltagi
& Agag (2016) va Rios & Riquelme (2008) trong
Iinh vuc ban 1é truc tuyén. Do d6, long tin ctiia khach
hang va su hai 1ong khach hang ciing 1a nhimng yéu

t0 quan trong trong cac nghién clru twong lai lién
quan dén viéc xay dung thwong hiéu.

Nhu véy, nghién ctru nay da cung c¢d két qua cia
cac nghién ctu trude day va cho thdy tim quan
trong cda trdi nghiém khéach hang trong viéc gia tang
long tin, sy hai long khach hang va gié tri thuong
hiéu cta cac don vi ban 1¢ truc tuyén tai thi truong
ban 1¢ TP.HCM.

5.2. Ham y qudn tri

Tir két qua nghién ctru cho thdy, cac don vi ban
1é truc tuyén can cai thién cac hoat dong trai nghiém
khach hang dé tao dwoc long tin cho khach hang,
tang cuong dugc su hai long cua khach hang cling
nhu nang cao dugc gia tri thuong hiéu ctua don vi
bén 1¢ truc tuyén tir quan diém khach hang.

Ham ¥ vé trdi nghiém khdch hang: Dua vio
thong tin trong sd cua nhan td trai nghiém khach
hang, ham ¥ quan trj dugc dé xuét nén ting cuong
trai nghi€ém khach hang theo thu ty uu tién sau: 1)
Tang cuong viéc trai nghiém gii tri cho khach hang
bang cach tao niém vui va thu gidn cho khach hang
khi mua hang truc tuyén, tao sy dé dang va thuan
tién trong qua trinh mua hang tryc tuyén, thu hut
khach hang boi nhiéu hinh thirc hap din khac nhau.
2) Tang cuong viéc trdi nghiém gidc quan cho khach
hang bang cach kich thich dé hap dan cac giac quan
ctia khach hang boi su da dang vé san pham, lam
cho khach hang cam thdy hap dan bai nhitng hinh
anh tryc quan ciia san pham, cac san pham phai
duoc hién thi bat mét, cung cap nhiéu san phdm méi
dé hip dan khach hang lya chon. 3) Ting cudng viéc
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trai nghiém thong tin cho khach hang bang cach
cung cap nhiéu thong tin hitu ich cho khach hang,
chimg minh cho khach hang thay duoc ring thong
tin dwoc cung cap tir don vi ban hang nay 14 hiru ich;
khach hang co dugc diy du nhitng thong tin cin biét
thong qua su tuong tic, phan hdi voi don vi ban
hang tryc tuyén. 4) Tang cuong viéc trai nghiém
quan hé xa hoi cho khach hang bang cach tao tam ly
“mua nhanh kéo hét”, tao kénh cong déng mua sim
tryc tuyén ciia don vi ban dé khach hang dé dang
tuong tic voi cac khach hang khéac, dé khach hang
dé dang két ndi, twong tac hodc tao mdi quan hé vai
nhitng nguoi cing mua khac; ciing nhu tao nhiéu
kénh tiép xuc cho khach hang twong tac d& dang véi
don vi ban.

Ham ¥ vé long tin cia khdch hang: Dua vao
thong tin trong sd ctia nhan t6 long tin ciia khach
hang, ham ¥ quén tri dwoc dé xuit nén ting cuong
1ong tin cta khach hang theo thir tw vu tién sau: can
tao sy uy tin, tin tué’ng cua khach hang vao don vi
ban hang truc tuyen trong viéc hd tro kip thoi tir
nhan vién tu van va nguoi ban hang truc tuyen
chimg minh cho khach hang thay don vi ban hang
cua minh la dang tin cdy vi don vi ban thyc hién déy
du cac cam két di duoc cong bd trong chinh sach
ban hang; tao sy tin tuéng cho khach hang vao don
vi ban hang cta minh 14 luén biét khach hang quan
tam diéu gi; phai giir 10i hira; tao cho khach hang
cam giac khong lo ldng vi biét chic rang don vi ban
hang tryc tuyén nay luén dam bao tinh bao mat; phai
dam bao cho khach hang 13 mua sam truc tuyén cia
don vi minh thi khong c6 bét tric xay ra.

Ham y vé sw hai long khdch hang: Dua vao
thong tin trong sd clia nhan td sy hai long khach
hang, ham y quan tri dugc dé xut nén ting cuong
su hai long cua khach hang theo thtr tu uu tién sau:
can tao sy hai 1ong ctia khach hang d6i véi san
phém/ dich vu nhan dugc tir viéc mua hang truc
tuyén; 1am cho khach hang nghi ring da quyét dinh
dang khi mua hang truc tuyén cua don vi ban hang
nay; tao sy hai long véi nhiing trdi nghiém mua
hang nhu ky vong; lam cho khach hang hai long
trude khi mua hang tryc tuyén (nhu duoc tu vén,
huéng dan tim hiéu san pham, chét luong thong tin

khoa hoc

vé san pham, so sanh san pham); cam thiy hai 1ong
trong khi mua hang truc tuyén (vi dy: dat hang, thu
tuc thanh toan); hai long sau khi mua hang tryc
tuyén (vi du: dich vu hd trg khach hang/ chim soc
khach hang sau ban hang, xir Iy t6t viéc dbi tra hang,
hoan tién,...).

Ham y vé gid tri thiwong hiéu: Dya vao thong tin
trong s6 ctia nhan td gia tri thwong hiéu, ham ¥ quan
tri duoc dé xuat nén ting cuong gia tri thwong hidu
cta don vi ban hang truc tuyén theo thir tur wu tién
sau: 1) Tang cuong chét lugng cam nhan bing cach
chimg minh cho khach hang tin chét lugng cta san
pham/ dich vu minh ban 1a cao va ¢ cong dung rat
tdt, san phém/ dich vu cua don vi ban hang truc
tuyén nay thi rt dang tin cdy. 2) Khi khach hang
trung thanh thi khach hang s& khéng mua san pham/
dich vu ctia cac thuong hiéu khac, khach hang s€ gioi
thi¢u va tiép tuc mua hang ciia don vi minh. 3) Tang
cuong nhan biét thuong hiéu bang cach gitp cho
khach hang nhan ra va biét dén don vi ban hang truc
myén cuia minh trong s6 cac don vi canh tranh khac,
nghi dén don vi ban hang tryc tuyén cta minh dau
tién khi khach hang muén mua hang tryc tuyén. 4)
Ting cudng sy lién tudong thwong hiéu bing cach
gitip cho khach hang d& dang nh¢ “logo” hay biéu
tuong cua don vi ban hang truc myén cua minh, lam
cho xuét hién nhanh chong trong dau cua khach hang
mot s6 ddc diém cia don vi ban hang truc tuyén.

5.3. Han ché ciia nghién ciru

Nghién ctru nay ciing ¢6 mot s6 han ché nhét
dinh: Tht nhat, d6i tugng khao sat trong nghién ciru
nay chu yéu 1a khach hang tiéu dung tré tudi (tir 18
tudi dén 24 tudi) co thu nhap da s 1a thap hon 05
tridu dong/ thang, véi so tién thuong xuyén chi tidu
cho viéc mua hang tryc tuyén mdi thang da sb 1a
dudi 01 tridu dong, mic di khach hang tré tudi 1a
nhitng nguoi nang dong cé kha nang tao ra xu
hudng tiéu ding cho cong ddng trong twong lai gan,
nhung véi nhimg khach hang thugc nhom tudi khac
hodc ¢6 mirc thu nhép cao hon 05 triéu dong mdi
thang hodc cé mirc chi tiéu cao hon cho vi¢c mua
hang truc tuyen ciing can duoc nghién ctru trong cac
nghién ctru tiép theo. Thu hai, cac san pham ma
khach hang tré tudi thuong hay mua sim truc tuyén
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trong nghién ctru ndy 1a thyc pham, thiét bi di dong
va mot sé san pham khac nhu san pham thoi trang,
my pham. Do d6, nghién ciru tiép theo c6 thé thuc
hién v&i mot loai san pham cu thé. Thir ba, dia ban
khao sat trong nghién ctu nay chi thyc hién tai
TP.HCM, céc nghién ctru tiép theo c6 thé thuc hién
khao sat & nhiéu khu vuc, qubc gia khac nhau dé két
quéa nghién ciru c6 tinh phd quat hon. ¢
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Experience

Summary

The puporse of this study is conducted to test the
impact of customer experience on trust, customer
satisfaction and brand equity of online shopping in
Ho Chi Minh city retail market. Structural equation
modeling (PLS-SEM) was used to check hypotheses
by analyzing draw database collected from the sur-
vey of 572 customers who are living, working and
studying in Ho Chi Minh city. The research results
show that customer experience have a positive
impact on trust, customer satisfaction and brand
equity. In practice, enterprises should enhance opti-
mal experience customer to increase trust, customer
satisfaction and brand equity of online retailers.
Confirming the role of customer experience in the
branding of online retailers.
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