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ANH HUGNG CA MARKETING GIAC QUAN Tdl CAM NHAN UE CHAT LUGNG
DICH UU UR SU HAI LONG CUA PHU HUYNH CAC TRUGNG TIEU HOC
NGOAI CONG LAP TREN BIA BAN THANH PHO HA NOI

Tran Viét An *
Email: antv@neu.edu.vn
Nguyén Thi Hién
Truong Cao ding Kinh té Cong nghiép Ha Noi
Email: hiennt@dhcnhn.vn

Pham Thj Huyén *
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* Pai hoc Kinh té Qudc din
Ngay nhdn: 06/01/2025 Ngay nhdn lai: 21/02/2025 Ngay duyét dang: 24/02/2025

W ciru nay danh gia tac dong cua cdc kich thich giac quan toi chdt lwong dich
u cam nhan va sy hai long cua phu huynh tai cdac truong tiéu hoc ngoai cong ldp.
Duea trén phan tich dir liéu dwoc thu thap tie 318 phy huynh thong qua bang cdu %éi va s dung
Cronbach s Alpha, CFA va SEM dwoc thuc hién dé kiem dinh cac gia thuyét nghién cuu. Ket
qua cho thay tat ca cac kich thich giac quan, bap gom Thi giac, Thinh gidc, Khuu giac, Xuc
giac va Vi giac, déu co tac dong tich cyc den chat luong dich vu cam nhan. Trong do, Vi giac
co mue tac dong manh nhat (0,348), tiép theo la Thi giac (0,312), Xuc gidc (0,294), Khiru giac
(0,256) va Thinh giac (0,189). Chat lwong dich vu cam nhdn co tac, dong manh mé toi sy hai
long cua phu huynh (0,821). M6 hinh ly thuyet giai thich 74,3% chat lwong dich vu cam nhdn
va 82,1% sy hai long, cho thay cdc hoat dong marketing giac quan ¢o y nghia quan trong giup
tang cwdng su hai Zg ng cua phu huynh hoc sinh tai cac tru’o"ng tiéu hoc ngoai cong lap tren
dia ban Ha Noi; mo ra co hoi ung dung marketing gidac quan o linh vic giao duc, ddac biét la
gido duc ngoai cong lap tai Viét Nam.

Tir khéa: Marketing gidc quan, cam nhdn vé chat lwong dich vu, sw hai long, truong tiéu
hoc, ngoai cong lap.

JEL Classifications: A14, M31, P46.

DOI: 10.54404/JTS.2025.199V.07

Hién nay, theo hoc tai cac co sé gido duc
(CSGD) ngoai cong lap dang dan tré thanh
mot lya chon dang can nhac cho phu huynh
khi quyét dinh tryong hoc cho con. Pac bi¢t,
tai cac thanh pho 16n nhu Ha Noi, noi ta
trung nhi€u truong dai hoc, nhiéu nganh dic
vu va céc khu cong nghiép tap trung, ludn co
stuc hap dan cao doi véi luc luong lao dong
tré vé hoc tap va lam vi¢c, kéo theo ca gia

dinh va con céi. Do d6, h¢ thong gido duc
cong léﬁ nodi chung va gido duc ticu hoc noi
riéng khé dap tmg da nhu cau hoc tap. Hé
thong giao duc ngoai cong lap duoc mo ra va
phat trien nham dap ing nhu cau hoc tap cua
mot bo phan khong nhg ctia ngudi dan.

Cung voi xu the quoc té hoa va nang luc
kinh t€ ngay cang dugc c4j thién, nhu ciu trai
nghi¢m dich vu gido duc tot hon voi kha nang

Tac gia lién hé: huyenpt@neu.edu.vn
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chi tra cao hon da tao dicu kién cho cac
CSGD ngoai cong lap phat trien. HE thong
gido duc ngoai_cong lap voi ngudn dau tu tu
nhan, co ché dau tu thoang hon, c6 kha ning
tra lwong cao hon, c6 thé thu hut gido vién
%iéi giau kinh nghiém; voi phuong thirc quan
E’:,g(_)‘n nhe hon, c sy dau tu m¢i thuong loi
thé veé co so vat chat va trang thiét bi hién dai,
moi truong hoc tap va cac phuong phap giang
day ma6i1 mé va phong pha. Nhiing loi thé nay
da thu hat sy quan tam cua nhiéu gia dinh va
cling tao nén mot linh vuc dau tu hap dan.
Tuy nhjén, véi sy phat trién ngay cang gia
tang ca vé sO lugng, quy md va chat luong
cua cac CSGD ngoai cong lap tao nén sy canh
tranh trong thu hut nguo1 hoc. Chinh vi the,
cac CSGD luon phar xéc dinh dugc diém
nhan, ddm bao chat lugng dao tao, tao ra va
duy tri su haj long ctia phu huynh dé giir viing
uy tin, vi thé va su phat trién bén virng. Lam
sao d¢ tao ra va duy tri sy hai long cua phy
huynh luon la cadu hoi ma cac CSGD ndi
chung va céc truong tiéu hoc ngoai cong 1ap
muon tim cau trd 106i. Liéu rang céc trai
nghiém gidc quan cua ho véi CSGD c6 anh
huong to1 su hai long cua ho hay khong? Co
thé ing dung marketing giac quan trong linh
vuc giao dyc hay khong?
Trén the %i('yi, khai niém marketing gidc
guan da tré thanh mot chu d€ nghién clru va
ugc g dung pho bi€t ¢ nhi€u linh vue, dac
biét 1a nganh dich vu va ban 1é. Cac nghién
curu da chi ra rang marketing tdc dong 1én céc
giac quan cua khach hang - c6 thé tao ra trai
nghiém gidc quan, anh huodng tdi su hai long
va do d6 lam anh huodng tdi doanh thu trong
nganh ban 1é. Theo Underhill (1999), “viéc st
dung am nhac phu hop va anh sang c6 thé tac
dong dén quyét dinh mua hang cua khach
hang. Céc ctra hang vdi khong gian dugc thiét
ke hop 1y va c6 mui huong dé chiu thuong
khién khdach hang cam thay thodi mai va dé
dang dua ra quyét dinh mua sam hon”. Tuong
tu voi nganh khach san va du lich, Sweeney,
S. (2001) da chi ra rang su hai long ctua khach
hang trong khach san tdpg lén khi cac trai
nghiém %iéc quan duoc toi vu hda. Hagtvedt
va Brasel (2016) khang dinh, trai nghiém gidc
quan khong chi tdc dong dén sy hai long cua
khach hang ma con anh huong dén long trung
thanh va sy gan b6 véi thuong hiéu. Cam giac
thich tht va sy thdéa man tu cac trai nghiém

giac quan c6 the khién khach hang quay lai va
gidi thiéu dich vu cho nguoi khac. Nghién
cuu cia Yamini, N. (2024) két luan, market-
ing giac quan tai cac ctra hang ban 1€ co tac
dong dang ké dén sy hai long cua khach hang
thong qua viéc sang tao ra cac trai nghiém
giac, quan tong thé, tu d6 anh hudng dén
quyét dinh mua hang va dinh hinh hinh anh
cua doanh nghiép.

Tai Viét Nam, khai niém marketing giac
uan da dugc dé cap dén trong Jinh vyc bin
¢, dich vu. Theo Sinh (2Q21), tat ca cac yéu

t0 marketing gidc quan déu co tac ¢ong tich
cuc to1 sy hai long cua du khach vé thirc an
duong pho ¢ Tp. H6 Chj Minh va sy hai long
nay tac dong tich cuc dén su quay tr¢ lai cuia
du khach. Lam (2022) xac dinh, trai nghiém
thi giac c6 anh huong tich cyc dén cam nhéan
v€ hinh anh thuong hi¢y du lich Ha Giang.
Trong linh vuc y té, Huyén va cong su (2021)
da khang dinh rang cac kich thich xuc giac,
khtru gjac, thi gidc va vi gidc c6 anh hudng
dang ké dén cam nhan vé chat lugng dich vu
y t&, trong d6 xuc giac va khiu gidc co tac
dong manh nhat. Tuong tu, An va cong su
(2024) da khang dinh rang cac yéu tQ trai
nghi¢m gidc quan c6 tac dong manh dén sy
hai long cua beénh nhéan tai cac bénh vi¢n cong
o Viét Nam. Bén canh do, Huyén va cong su
(2022) khang dinh, ndm thanh t0 marketing
giac quan déu co tac dong 1én sy hai long cua
thuc khach tai cac nha hang chay.

C6 thé thay, trdi nghiém gidc quan thong
qua cac hoat dong marketing c6 anh huong
manh mé téi cam nhan vé chat lugng dich vu
va do do anh hudng téi sy hai long cua khach
hang. Tuy nhién, li€u rang, trong linh vuc
gido duc, dac biét 1a gido duc ti€u hoc, thi trai
nghiém gidc quan cga phu huynh ¢6 anh
hudng t61 cam nhén vé chat luong dich vu va
su ha long cua ho véi nha truong hay khong?
Co can thict phai quan tam tdi cac ycu to tao
nén trai nghiém gidc quan cia nguoi hoc tai
cac truong tiéu hoc ngoai cong lap hay
khong? Do chinh 1a cau hoi ma nhom tac gia
muon tim cau trd 161 tir nghién clru nay.

2. Tong quan nghién ctru va xay dung
gia thuyet

2.1. Tong quan nghién ciru

2.1.1. Sy hai long cua khach hang

Su hai Jong ctia khach hang dugc xem la
mot chi sO quan trong trong vi¢éc danh gia

=
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chat lugng dich vu. Du chat lugng dich vu chi
la mot trong nhi€u yéu to6 cua san pham hodac
dich vy, n6 dong vai tro 16n trong viéc tao nén
su hai long (Oliver, 1999). Anh huéng cua
chat luong dich, vu t6i sy hai long cua khach
hang la chu d€ dugc quan tdhm vGi nhicu
nghién ctu dugc thyc hién (Parasuraman va
cong su, 1993). Sy hai long cua khach hang la
yéu to quyet dinh dén 1ong trung thanh cua ho
va gop phan tao nén sy thanh cong lau dai va
bén viing cho doanh nghiép. T%eo Oliver
(1999), su hai long 1a cam giac cua khach
hang sau khi so sanh ky vong véi trai nghiém
thuc t€. Su hai long tac dong manh me dén
hanh vi nguoi ti€u dung va lam tang kha ndng
ho quay lai (Anderson va cong su, 1993).

Ngay cang cé nhiéu nghién cjru coi sy hai
long cua khach hang la yéu t6 quan trong
trong vi¢c phat trién moi quan hé lau dai v
ho. Nghién ctru cua Parasuraman va ¢dng su
(1988) tap trung vao viéc do luong chat lugng
dich vu dya trén ky vong va cam nhén cua
khach hang, tir d6 anh huong dén sy hai long
va long trung thanh. Anderson va cong su
(1993) lam rd cac yéu to dan dén sy hai %(‘)ng
va tdc dong ctia n6 doi voi doanh nghiép, dac
biét 1a kha nang duy tri mo1 quan hé bén viing
véi khach hang. Nghién cru cia Kumar S.
(2004) cling nhan manh, su hai long khong chi
tdc dong deén hanh vj cua khach hang ma con
lién quan chat ché dén xay dung thuong hiéu.

Nhirng nghién ctru nay khong chi cung Céﬁ
co sO ly luan viing chac ma con khang din
vai tro cua su hai long trong xay dung quan
hé lau dai va bén viing gitta doanh nghiép va
khéch hang. Theo Lemon, V. (2016) c6 rat
nhiéu yéuy t6 anh hudng dén su hai long, trong
do6 co thé ké dén chat lugng dich vu, gia ca
cua san pham va cac yéu t0 cam xyc trong trai
nghiém cua khach hang. Do do, ¢an tap trung
vao viéc cai thién tat ca cac diém cham voi
khach hang dé tao ra trai nghiém gidc quan
tich cuc, qua do nang cao su hai long, tao
long trung thanh bén virng.

2.1.2. Marketing gidc quan

Khai niém “Marketing gidc quan” dugc
Schmitt, B. (1999) dinh nghia la mot chien
luwoc marketing nham kich thich cam xuc cua
nguoi tiéu dung thong qua viéc tac dong den
nam gidc quan co ban cua con nguoi, bao
gom thi giac, khiwru gidc, thinh gidc, vi gidc va
xuc giac, thay vi chi danh gid dya trén ly tri.

Trén co s¢ do, Krishna (2012) cho rang, mar-
keting gidc quan khong chi anh hudéng dén
nam giac quan cua nguoi tiéu dung ma con
tao ra tdc dong lién tuc lén cam xuc, nhin
thirc, sy danh gid va hanh vi cua hg. Véi
Krigshna (2012), “marketing gidc quan Ia
chién lugc marketing tim cach tac dong 1én ca
5 %iéc quan cua nguoi tigu dung dé doanh
nghi¢p hoan toan co thé tién gan hon dén trai
tim cua khach hang”. Kaushik va cong su
(2021) thi cho rang, marketing gidc quan thu
hat sy, quan tdm cua khach hang nho viéc
cung cap cac trai nghiém da gidc quan thay vi
chi tap trung vao mot yéu to riéng 1¢€.

Nhiéu nghién ctru da nhan manh vai tro
quan trong cua marketing gidc quan tron
viéc dam bao su hai long va z%(‘)ng trung than
cua khach hang. Krishna (2012) da khang
dinh rang viéc tich hgp cac y€u to gidc quan
trong chién lugc marketing khong chi tao ra
trai nghiém doc ddo ma con anh hudng tich
cuc dén nhan thirc, danh gia va hanh vi cua
khéch hang. Tuong tu, Hultén (2011) da chi
ra rang marketing gidc quan tao ra trai
nghiém thuong hi¢u da gidc quan, tir d6 nang
cao su hai long va gan ket khach hang.
Brakus va cong su (2009) nhan manh rang
tradi nghiém thuong hi¢u khi dugc thict ke
kich thich cac gidc quan c6 moi quan hé chat
ché véi sy hai long va long trung thanh.
Nghién ctru ctia Doucé va Janssens (2013)
cho thay, viéc sit dung huong thom d€ chju
trong khong gian ban ¢ khong chi thuc day
cam xuc tich cuc ma con tao sy hai long va 'y
dinh quay lai cua khach hang.

Trong khi do, Biswas va cong su (2021)
nhan manh rang anh hudng cua cac gidc quan
td1 cam nhén cua khach hang c6 thé %é tuan tir
hodac dong thoi. Qua do, doanh nghi¢p thiét
1ap dugc moi lién hé cam xtic bén viing gitta
thuong hi¢u va khach hang (Hultén va cong
su, 2009). Nho su lién két nay, doanh nghié
co thé ket ndi cam x1uc va gidc quan vdi khac
hang, tir d6 khang dinh gia tri cot 181 va ban
sac thuong hi¢u. Bi€u nay dugc khing dinh
thém qua nghién cuu cua Haase va
Wiedmann (2018): marketing gidc quan la
mot chién lugce hi¢u qua dé thu hut nguoi tiéu
dung. Tuy nhién, véi ndm gidc quan cia con
nguoi, vige xac dinh giac quan nao Ehl‘l hop
vo1 mot thuong hi¢u, san pham, doanh nghiép
hodc nganh cu thé la rat quan trong bdi vicc
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Xlce giac 5
Khuu giac R
.| cam
NHAN
Thinh giac
Vi giac
Thi giac

CAM Thai d¢
XUC
N Tiép thu/
Ghi nh¢
NHAN
THUC Hanh vi

(Nguon: Krisha (2012))

Hinh 1: Khung Iy thuyét vé sw van hanh ciia marketing gidc quan

st dung khong phu hop hoac lam dung tat ca
cac giac quan co thé phan tac dung, gay anh
huong tiéu cuc dén nhan thic thuong hiu
hodc din dén su boi thuc cam xuc cia nguoi
tiéu dung (Kyupka, 2023). Hultén va cong su
(2009) cho rang, marketlng giac quan con tao
ra “linh hon” chqg thyong hiéu, mang lai nhiéu
cam xtc hon, két ndi gja tri véi khach hang
mot cach than thi€t va bén chat hon thong qua
ca cam xuc, giac quan va ly tri.

2.2. Khodng trong, gid thuyét va moé hinh
nghién ciru

2.2.1. Khoang trong nghién curu

Theo Hultén va cong su (2009), su két hop
hai hoa cua cac giac quan gilip tao nén trai
nghiém toan dién, tr d6 nang cao nhan thirc
tich cuc vé mai truong dich vy. Spence G.
(2011) chira L rang cac yeu to tac dong vao giac
quan dugc toi uu s€ cai thién sy hai 1ong cua
nguoi hoc va phu huynh, nhd vao cam giac
thoai mai, an toan va su két ndi cam xdc véi
nha truong. Sy hai long nay dong vai tro quan
trong trong viéc xdy dung long tin,va quyét
dinh lya chon nha truong dé gui gam nguoi
hoc (Lemon, V., 2016). Diéu d6 phai ching
dén tu vige phu, huynh hién nay khong chi
quan tam dén chat luong hoc thuat ma con cha
trong dén trai nghi¢m tong thé cua con em tai
truong hoc, bao gobm khong gian hoc tap (thi
giac), moi truong &m thanh tich cyc (thinh
giac), mui huong thoai mai (khiru giic), tién
nghi co s& vat chét (xuc giac) va dich vu in
uong (vi giac)? Liéu cac yéu to giac quan niy
c6 dong gop gi to1 viéc hinh thanh an tugng

tich cyc, cam giac tin tudng va quyét dinh luya
chon dich vu gido duc ctua phu huynh.

Hién nay, chua co nhi€u nghién ctru khoa
hoc trong nude vé ung dung marketing giac
quan trong mdi trudng gido duc. Cac nghién
cuu cua Hultén va cong su (2009) Spence G.
(2011) da chimg minh vi¢e t01 uu hoa céc trai
nghiém giac quan 0, thé cai thién cam nhan
cua khach hang vé chat luong dich vu cong va
cac hoat dong ban 1é. Tuy nhién, chua c6 bang
chung cu thé vé hi¢u qua cua marketing giac
quan trong moi tryong gido duc tai Viét Nam,
tao nén khoang trong ¢an dugc nghién ciu.

2.2.2. Cac gia thuyet va mo hinh nghién ciru

Thi giac dong vai tro quan trong trong viéc
tao nén trai nghiém cam giac cua khach hang
vi hinh anh, may sac va thiét ké co thé tac
dong manh mé dén nhan thirc va cam xuc cua
khach hang d6i voi thuong hiéu (Krishna,
2012). Theo Hultén va cong su (2009) mar-
keting qua thi giac gitp thuong hi€u truyén
tai thong di¢p nhanh chong, tao an tugng dau
tién va nang cao kha nang nhan dién thuong
hi€u trong tdm tri khach hang. Nghién ¢uu
cua Labrecque, va Milne (2012) cl%i ra rang
mau sac va thi€t ké truc quan kich thich cam
xuc tich cuc, thuc day hanh vi mua sam va
cung co trai nghi€ém thuong hi¢u mot cach
bén ving.,

Thyc té, tai Ha Noi, nhiéu trudng tiéu hoc
da thiét ké, xay dung va trang tri nha trudong
v0 cung bat mat, sang tao, dac biét & khu vuc
ngoai troi dé vua thu hut tré dén trpong, vira
kich thich van dong. Li¢u rang, doi voi phu
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huynh hoc sinh, di€u nay c6 y nghia véi ho
hay khong? Gia thuyét H1 dugc hinh thanh:

HI: Cdc yeu to kich thich thi giac anh
hwong dén cam nhdn cua phu huynh vé chat
lwong dich vu giao duc.

Marketing qua thinh gidc la cac hoat dong
marketing tao ra trdi nghiém khach hang
thong qua am thanh, nhac nén va giong noi.
Theo Krishna (2012) 4m thanh c6 kha nédn
kich thich cam xtc va tao ra moi lién két tin
té gilra khach hang va thuong hiéu, tir do tac
dong dén quyét dinh mua hang. Spence W.
(2015) nhan manh rang nhac nén phu hop c6
thé cai thién bau khong khi mua sam, lam tang
thoi gian khach hang ¢ lai ctra hang va anh
hudng tich cuc dén hanh vi tiéu dung. Hultén
va cong su (2009) cling chj ra raing am thanh
ddc dao co thé trg_thanh dau an thuong hiu,
giup khach hang dé dang nhén dién va ghi nh&
thuong hi€u trong moi truong canh tranh. _

Trong giao duc tai Viét Nam, gido vién van
la thanh phan quan trong nhat anh huong toi
kha néng tiép thu kién thirc va tham gia thuc
hanh k¥ nang. Gigng ndi cia giang vién dugc
xem la yéu to gitip thu hut, truyén tai kién
thirc va kich thich nguoi hoc tu duy va lam
theo. Ngoai ra, trong moi truong gido duc, am
thanh cting duoc xem la yéu to quan trong dé
nguoi hoc cd tap trung dugc hay khong. Do
do, gia thuyét H2 duoc hinh thanh:

H2: Cdc yéu to kich thich thinh gid¢ anh
hwong dén cam nhan cua phu huynh vé chat
lwong dich vu gido duc.

Mui huong c6 kha nang kich thich cam
xuc, ky rc va anh huong dén hanh vi cua
khéch hang. Theo Krishna (2012), mui huong
c¢ th¢ tao ra phan trng cam xtic manh mé ya
két ndi sau sac voi ky uc, tir dé hinh thanh an
tuong tich cuc vé thuong hi€u, Nghién ctru
cua Spangenberg (1996) cho thay mui huong
de chiu trong khong gian ban 1¢ khong chi cai
thién trai nghiém cua khach hang ma con tang
thoi gian va muc chi tiéu cua ho. Tuong tu,
Hultén va cong su (2009) chi ra rang viéc st
dung mui huong doc quyén c6 thé trd thanh
mot cong cu nhan dién thuong hi¢u hi¢u qua,

iup thuong hi¢u khac biét trong tdm tri

ach hang. ] ,

Liéu rang, trong boi canh gido duc ti€u hoc
o0 Ha Noi, yeu to “mui” noi truong hoc c6 anh
huong nhu thé nao té1 cam nhan cua phu
huynh, nguoi thuong xuyén mot ngay hai lan

té1 dua-don con cai ho? Gid thuyét H3 duoc
hinh thanh: | |

H3: Cac yéu to kich thich khiu giac anh
hwong déen cam nhan cua phu huynh vé chat
lwong dich vu giao duc. o

Marketing qua xtc giac Ja sy két noi vat ly
gifra khach hang va san pham, tur d6 tac dong
dén nhan thuc va quyét dinh mua hang. Theo
Krishna (2012), xtc gidc khong chi bao gom
cam giac khi cham vao san pham ma con lién
quan dén chat li€u, trong lugng va nhiét §o
cta san pham, giup khach hang hinh thanh an
tugng veé chat lugng va gia tri thuong hicu.
Peck, C. (2003) cho rang kha nang ti¢p xtuc
vat ly voi san pham c6 thé lam tang niém tin
cua khach hang, dac biét trong méi trudng ban
1¢ va khuyén khich y dinh mua hang. Bén canh
do, Hultén va cong su (2009) nhan manh rang
trdi nghiém xuc giadc de chiu thong qua chat
li€u bao bi hodc ban than san pham c6 the tao
ra gia tri cam xac manh mé¢, giap thuong hi¢u
trd nén khac biét va dang nhd hqn. )

Ha Noi trong nhiing ndm gan day cé so
lugng cac CSGD ticu ]%QQ ngoai cong lap ra
doi1. Céc truong thuong day tu mdi co so vat
chat nhu ban ghé, phong oc, cho nghi trua,
chian dém va diéu hoa nhiét do... nham tao
cam giac thoai mai chq nguoi hoc qua xuc
gidc. Nhung li¢u rgng, dau tu do co6 thuc sy co
y nghia? Gia thuyét H4 dugc hinh thanh:

H4: Cac yeu to kich thich xuc giac anh
hwong dén cam nhan cua phu huynh vé chat
lwong dich vu gido duc.

Marketing qua vi gidc c6 vai trd quan
trong trong vi¢c tao ra trai nghiém doc déo
cua khéch, dac bi¢t trong cac nganh thuc
pham va d6 udng. Theo Hultén va cong su
(2009), vi giac kh()nlg( chi gi61 han & cdm nhan
v€ huong vi ma con két hop vdi cac gidc quan
khéc nhu khuru giac va xuac gidc d€ nang cao
trd] nghiém tong thé. Rozin, V. (1986) cling
nhan manh rang huong vi doc dao va chat
luong co thé tao ra loi thé canh tranh, khi
khéc% hang lién két thuong hi€u vdéi nhitng
trai nghiém vi giac tich cuc va dang nho.

Trong boi canh gido duc tiéu hoc tai thanh
pho 16n nhu Ha Ngi, khi da phan tré¢ nhd an
com ban tru, liu rang do an thurc udng - cac
yéu to kich thich vi giac c6 anh hudng ti cam
nhan cta phu huynh vé chat lugng dich vu
nha truong ngoai cong 1ap hay khong? Gia
thuyét H5 duogc hinh thanh:
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H5: Cac yeéu to kich thich vi giac anh
huong den cam nhdn cua phy huynh vé chat
lwong dich vu gido duc.

Krishna (2012) ¢ho rang, chat luong dich
vu cam nhén co thé duoc coi 1a yéu to trung
gian thuc day su hai long” va tham chi tan
cuong “y dinh mua”, va “gilr chan” khac
hang dudi tic dong cia cac kich thich giac
quan. Liéu rang, cam nhan vé chat luong dich
VU qua trai nghiém cam giac c6 anh hudng toi
su hai long cua phu huynh hay khong? Gia
thuyet H6 dugc dé xuat:

H6: Chat heong dich vu gido duc ma phy
huynh cam nhdn dwoc qua cdc gidc quan co
anh huong thudn chiéu dén si hai long ciia
cua ho voi nha tyuong.

Cac ia thuy€t do dugc téng hop qua mo
hinh nghién ctru sau day:

dé xuat cua Marta Ugolini va cong su (2014),
Zhao va cong su (2019), Jang va cong sy
(2019), Chua va cong su (2018), Kim va cong
su (2020). Céac thang do “Chat lugng dich vu
cam nhan” va “Sy hai long cua khach hang”
duoc xay dung dya trén nghién ctiu cua
Kumar va cong su (2013) va Lee va cong su
(2000). Tat ca cac muc deu st dung thang do
Likert tir 1 (hoan toan khong dong y) dén 3
(hoan toan dong y). Bang hoi duogc thiet ké dé
khao sat t¢i phu huynh dé thu thap du li¢u
phuc vu cho nghién curu.

Buong link bang hoi chinh thire duge gui
qua cac_fanpage HOi phu huynh cua cac
truong ti€éu hoc ngoai cong lap trén dia ban
Ha Noi dé thu thap dir liéu. Thoi gian khao sat
trong vong 01 thang, tir ngdy 25/12/2024 dén
ngay 25/01/2025. Ba c6 gan 400 luogt tra 101

Ciam nhén vé chét lwgng
dich vu gido duc

H
6 Su hai long ciia
phu huynh

Kich thich thi giac
. . B -, H
Kich thich thinh giac
H2
Kich thich khtru giac
H3
Kich thich xuc giac H4
HS
Kich thich vi giac

(Nguoén: Nhém tdc gia dé xudat)

Hinh 2: M6 hinh nghién ciru dé xudt

3. Phuwong phap nghién ciru

Trén co s& tong quan nghién clru, nhom
tac gia da xac dinh dugc tén cac bién va hinh
thanh duoc thang do dé thiét ké duoc bang
h¢i so bd. Phong van sau voi cac chuyén gia
ve nghién cuiu marketing va vé gido duc da
dugc thuc hién pham hiéu chinh thang do
luong cho cac bién so, phu hop vo1 boi canh
gido duc tleu hoc ngoai cong lap. Sau do,
nhom tac gia thiét ké vang hoi chinh thire dufa
trén bang hoi so bd ya cac thong tin thu thap
dugc nho phong van chuyén gia, dé hidu
chinh ya hoan thién bang hoi di€u tra khao sat
trén mau I6n. Cac thanh t6 cua marketing giac
quan dugc do luong theo céc ti€u chi dua trén

bang hoi. Qua sang loc, mau nghién ciru voi
318 phi¢u dugc su dung cho phan tich va
kiém dinh mé hinh nghién ciru.
Mau nghién ctru kha da dang. vé nghe
1ghlep (vién _chirc, kinh doanh, ndgi trg, vin
ng...). Vé thu nha , hguoi tham giatra loi
co co cau thu nhap a ac biét, tu dudi 20
tri¢u toi trén 40 trleu dong/thang), nhung ty 1¢
du6i 20tr/thang chi chiém chua day 5%, boi
thyong thu nhap thap hon 20tr/thang kho c6
thé cho con theo hoc tai cac truong ngoai
cong lap tai Ha Noi khi hoc phi thuong tir
5tr/thang tré 1én. Cac con cua ngudi tham gia
tra 101 bang hoi cling c6 thoi gian hoc tai
truong khong giong nhau, tir 1-3 ndm, trong
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do, da phan 1a_nhiing phu huynh c6 con hoc
trén 1 nam. Mau nay co thé dai dién cho phu
huynh hoc sinh ¢ céc truong ti€u hoc ngoai
cong 1ap trén dia ban Ha No1.

Phép phan tich dd tin cdy cua thang do,
phan tich nhan t6 khang dinh (CFA) duoc
thuc hién dé€ danh gid do phu hop va tinh nhat
quan cua cac thang do. Sau khi dam bao cac
ti€u chi vé do tin cay va gia tri hoi tu (AVE,
CR), cac thude do gia tri mo6 hinh (nhu MSV,
MaxR) dugc danh gia d¢ xdc nhan d6 phu
h()’ﬁ cya mo hinh ly thuyét. Cudi cung, phan
tich cau trac tuyén tinh (SEM) duogc ap dung
dé kiém dinh cac gia thuyét cuia mo hinh
nghién ¢uru.

4. Két qua nghién ctru

4.1. Do lwong do tin cdy cua thang do va
sw phu hop ciia mo hinh nghién ciru |

Cronbach’s Alpha dugc st dung dé danh
gia do tin cdy cua thang do thong qua khag sat
dinh lugng chinh thiye. Két qua cho thay tat ca
cac thang do ting yéu t6 déu dang tin cay véi
chi s0 Cronbach’s Alpha > 0,85, c6 su nhat
quan noi tai gitra cac bién quan sat. Phan tich
CFA duoc ap dung dé danh gia do phu hop
cua md hinh nghién ctru, két qua thé hién
trong Bang 1. Trong do, CMIN/DF ¢6 gia tri
2,5 nam trong khoang chap nhén duge (<5),
cho thdy mé hinh dugc thiét ké phu hop véi
dir liéu thuc nghiém. GFI 1a 0,910 vuot
ngudng 0,8, chimg minh ring mé hinh phu
hop voi dir liéu quan sat. CFI ¢ gia tri 0,950
cho thay m¢ hinh dat muc phu hop rat cao,
phan éanh rang céc cau trig bén trong cd y
nghia. RMSEA dat 0,060 nam trong ngudng
Iy, tugmg (<0,08), khang dinh mo hinh c6 sai
sO thap va phu hop tot.

Bang 1: Chi s6 phil

va phan biét, ddm bao tinh tin céy va hop 1€
cpia cac thang do. Bau tién, vé gia tri ho1 ty,
tat ca cac yéu to déu co CR 16n hon 0.7 va
AVE 16n hon 0,5. Piéu nay cho thay cac
thang do c¢ tinh nhat quan noi tai cao va kha
nang giai thich bién quan sat tot,

V€ gia tri phan biét, két qua cho thay tat ca
cac yéu t¢ deu dat yéu cau khi AVE 16n hon
MSV. Piéu ndy ddm bao rang mdi yéu tb
trong mo hinh Ia doc 1gp, tinh phén biét dugc
dam bao. MSV cao nhat & Sy hai long (0,81)
va, Chat luong dich vu cam nhan (0,72),
khang dinh vai trd quan trong cta hai yéu o
nay trong moé hinh.

Cac mdi twong quan giita cac yéu td ciing
chi ra rang cac kich thich giac quan (SI, SO,
SM, TAC, TAS) déu c anh hudng tich cuc va
c6 y nghia thong ké doi véi “Chat lugng dich
vu cam nhan (PSQ)”. Trong d6, yeu t6 Vi
giac (TAS) c6 moi tuong quan manh nhat voi
PSQ, dat h¢ s6 0,765. Diéu nay cho, thiy cac
yeu to vé chat lugng thuc pham va do uong co6
vai tro noi bat trong viéc nang cao cam nhén
cua khach hang vé chat luong dich vy, Pong
thoi, PSQ co6 tac dong rat manh mé dén “Su
hai long (SAT) véi h¢ s6 twong quan 0,895,
khang dinh vai tr0 trung gian quan trong cua
PSQ trong m6 hinh, nghién ctru.

K¢t qua trén khang dinh rang mo hinh Iy
thuyét ve anh huong cua marketln giac quan
to1 sy hai long 1a hoan toan phu %O’p vo1 div
liéu thuc nghiém. Céc yéu to kich thich giac
quan khong chi dam bao gia tri hoi tu va phan
bi¢t ma con dong vai tro tich cuc trong vig¢c
cai thién chat luong dich vu cam nhan va su
hai long cua khach hang. Két qua do da chung
minh rang cach ti€p can do luong anh hudng
hop cuia mé hinh

Stt Chi s Gia tri Pinh gia
1 | CMIN/DF 2,500 Chép nhan duoc (<5)
2 | GFI 0,910 Chép nhén duoc (>0,8)
3 | CFI 0,950 Chép nhén duoc (>0,9)
4 | RMSEA 0,060 Chép nhan duoc (<0,08)

(Nguon: Tong hop két qua nghién ciru ciia nhém tic gid)

Két qua phan tich “Cac thude do gia tri mo
hinh” ta1 Bang 2 da khang dinh rang tat ca cac
yeu to trong nghién ctru déu dat gia tri hoi tu

ctia marketing giic quan t&i chit luong dich
vu cam nhan va anh huong to1 sy hai long cuia
phu huynh la hoan toan phu hop. Két qua

khoa hoc
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Bang 2: Cac thudc do gia tri mé hinh (Model Validity Measures)

Chat
s . L Khiru P .. luwgng Su hai
Yéu th CR AVE | MSV N;E‘)R Th(ls%;“ Th'('é'(‘ﬁ"’c gic X(‘;';gcljc ‘&i‘;; cim long
(SM) nhin (SAT)
(PSQ)
Thj giac (SI) 0,91 0,65 | 052 0,92 0,813
Thinh gidc 0,865 | 0,62 | 0,54 0,9 | 0,668%x 0,765
(SO)
Khtru giac *kk
(SM) 0,882 0,7 0,6 0,91 0,729 0,817
Xuc giac wokk Ak EET
(TAC) 0,86 0,61 0,57 0,83 0,646 0,744 0,754
Vi gide (TAS) | 0,928 | 0,68 | 0,54 0,94 0,633%%* 0,830
Chat lugng
cam nhan ok *okk sk ok skt skt
(QUALITY . | 038 0,705 | 0,72 0,88 | 0,710 0,740 0,755 0,645 0,765 0,830
PSQ)
Su hai long sk sk
(SAT) 0,9 0,71 0,81 0,92 0,710 0,895 0,892

(Nguon: Téng hop két qua nghién citu ciia nhém tdc gid)

kiém dinly gié tri cling cho thay rang cac than
do cua bién trung gian (PSQ - Chat lugng dic
vu cam nhan) va bién phu thudc (SAT - Sy hai
long) c6 moi lién hé c%ét ch€ vl nhau.

4.2. Kiém dinh cac gida thuyét nghién ciru

Phan tich mé hinh phuong trinh cau trtc
(SEM), dugc st dung dé danh gid moi quan he
da chi€u gilra bién phu thugc “Sy hai long”
(SAT), bien trung gian “Chat lugng dich vu
cam nhan” (PSQ) va céac bién doc lap trong
mo hinh, két qua thé hién & Bang 3 dudi day.

ing giac quan téi cam nhan vé chat luong dich
vu va anh hudng cta chat lugng dich vu toi sy
hai long cta phu huynh la khac nhau.

Trai nghi¢m vi giac 1a yéu to co tdc dong
manh nhat dén cam nhan ve chat luong dich vu
véi h¢ so udc lugng 0,348. Diéu nay hoan toan
c6 thé giai thich dugc boi thuc t€, tré em theo
hoc ¢ cac truong tiu hoe ngoai cong 1ap thudng
hoc bén trl va bira an trua ¢ truong luon dugc
phu huynh quan tdm va nhin nhan la yéu t6 quan
trong giup khac biét hoa gitra cac CSGD.

Bang 3: Tom tdt két qud phan tich SEM

Gia thuyét (Hs) | Moi quan hé Hé 50 Giatrip (Sig) | Danh gia
wdc lugng
HI PSQ « SI 0,312 ok Chép nhan
H2 PSQ « SO 0,189 ok Chép nhan
H3 PSQ — SM 0,256 ok Chép nhan
H4 PSQ — TAC 0,294 Hoxk Chép nhan
H5 PSQ «— TAS 0,348 Hoxk Chép nhan
H6 SAT < PSQ 0,821 ok Chép nhan

(Nguon: Tong hop két qua nghién ciru ciia nhém tc gid)

Két qua cho thay, tat ca cac gia thuyét déu
dugc chap nhan voi gia tri sig dat (***). Tuy
nhién, hé s6 udc lugng cé khac nhau, thé hién
murc do tdc dong cua cac thanh t6 ciia market-

Trai nghiém thi giac dong vai tro c6 anh

hudng 1gn té1 cam nhan vé chit luong dich vu
v0i he s0 udc luong 0,312. Két qua nay thong
nhat véi nghién ctru cua Marta Ugolini va
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cong su (2014), Zhao va cong su (2019). Khi
phu huynh cam thay khong gian truong hoc
duoc thiét ké hién dai, sach s€ va than thién,
ho s€ c6 xu huong danh gia cao chat lugng
dich vu ma trudong cung cap. |

Trai nghiém xuc gidc cling thé hién vai trQ
quan trong trong vi¢c tao nén cdm nhén vé
chat lugng dich yu vdi hé so ude luong 0,294.
Két qua nay thong nhat voi nghién ctru cua
Kim va cong su (2020), khi trai nghiém v6i
cac tién nghi tai truong, cam gidc thodi mai
voi ghé ngdi, ban hoc hay nhiét do khong
gian trong truong hoc, 16p hoc mat mé... co
kha nang tao nén cdm nhan tich cuc vé€ chat
luong dich vu. ,

Tuong tu, trai nghiém khiru giac cling thé
hién tac dong tich cuc dén cam nhan veé chat
lugng dich vu v6i hé so ude lugng 0,256. Két
qua nay thong nhat véi phat hién ciia Chua va
cong su (2018), Zhao va cong su (2019), khi
khang dinh, nhiing yéu t0 nay khong chi tao
ra an tugng tich cyc ma con cung co sy tin
tudng vao, chat lugng dich vu gido duc.

Mot két qua tuong doi khac la khi trai
nghiém thinh gidc mac du c6 tac dong tdi cam
nhan vé chat lugng dich vu cua CSGD, song,
so vo1 cac giac quan khac, lai 1a yéu to co
muc tac dong thap véi hé so uge luong 0,189.
biéu do co nghia 13, cac yeu to lién quan dén
am thanh dugc xem la nhitng yéu to bo sung
de tao ra trai nghiém tot hon. Két qua nay co
thé duogc gidi thich la do cac phu huynh
thuong tap trung nhi€u hon vao yéu to truc
quan va moi truong vat ly thay vi am thanh.

Bén canh do6, cam nhan vé chat luong dich
vu tdc dong rat manh dén sy hai long ctua phu
huynh v&i1 CSGD tiéu hoc ngoai cong lap voi
hé s6 udc luong 0,821. Két qua nay khang
dinh rang khi phu huynh cdm nhan duoc dich
vu gido duc c%ét lugng caog, sy hai long cua
ho cling s€ tang lén dang ké.

5. Ket Juan va khuyén nghi

5.1. Két lugn ,

Két qua nghién cuu da khang dinh, trai
nghiém giac quan c6 anh hyong lon td1 viéc
dinh hinh cam nhan vé chat lugng dich vu
duoc cung cap tai cac truong ti€u hoc ngoai
cong lap va cam nhén nay c6 anh hudng quan
trong t01 su hai l0ng cua phy huynh. Cac kich
thich xuc gidc, vi giac va thi gidc co tac dong
manh nhat dén cam nhan dich vy, ti€p dén la
khiru giac va thinh giac. Trai nghiém qua céc

giac quan co thé gidi thich dén 74,3% cam
nhan vé chat luong dich vu va cam nhan vé
chat lugng dich vu lai giai thich dugc 82,1%
su hai long cta phu huynh. Phat hién nay
khong chi cfm% co ly thuyét marketing giac
quan cua Hultén va cong sy (2009) va
Krishna (2012) ma con ,déng goép vao mot
khung 1y thuyet vilng chac cho linh vuc gido
duc ngoai cong lap tai Viét Nam, dac bi¢t
trong boi canh marketing gidc quan ngay
cang dugc ap dung trong cac dich vu gido duc
dac thu. , ,

K&t qua nghién ctru ciing c6 thém 1y thuyét
cua Marta Ugolini va cong sy (2014) khi ap
dung marketing giac quan trong linh vuc gido
duc, tap trung vao hai khia canh: (1) cac tin
hi¢u vat 1y trong dich vu gido duc (nhu co sé
vat chat, khong gian truong hoc); va (2) cac
kich thich gidc quan thong qua cac hoat dgng
cua truong. Phan tich CFA da chiing minh rang
mod hinh 1y thuyét marketing gidc quan voi
nam bién doc 1ap phu hop d€ nghién ctru anh
hudng téi cdm nhan, vé chat lugng dich yu.
Thang do cta cac bién doc lap da dugc kiém
dinh trén nén tang co s& ly luan ving chac.

5.2. Khuyén nghi .

Nghién ctru nhan manh tam quan trong cua
vi€c tao ra trai nghiém da gidc quan nham
nang cao cam nhan vé€ chat lugng dich vu
1gliéo duc tir d6 gia tang sy hai long cta phu

yynh véi truong hoc. Mudn vay, cac CSGD
tiéu hoc ngoai cong lap & Ha Noi nén luu y:
Chat luong bira an hoc duong dong vai tro
guan trong trong viéc xay dung hinh anh tot
ep ve€ truong doi voi phu huynh. Céc bira an
can dam bdo an toan thuc pham, day du dinh
dudng va phu hop vai khau vi cua hoc sinh. Dé
dam bao chat lugng bita an ¢ muc cao nhat,
do1 ngli nhan vién nha bép can dugc dao tao
bai ban vé k¥ nang ch¢ bien, vé sinh an toan
thulcd])hém va thai do phuc vu chuyén, nihiép.
ong gian hoc tap nén dugc thiét ké voi
mau sac hai hoa, phu hgp véi tdm ]y hoc sinh,
tao cam gidc than thién va khuyén khich su
sang tao. Pong thoi, canh quan san truong, 16p
hoc va céac khu vuc chung nhu san choi va nha
an can dugc cham soéc k¥ ludng dé tao nén moj
truong hoc tap dep mat, hap dan. Cac yéu to
trang tri nhu bang tin, tranh anh hay mg hinh
giao duc ciing co thé dugc tan dung dé tang
cuong su himg thu, khong chi cho hoc sinh ma
con dé lai an tugng tich cuyc véi phu huynh.
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Mui huong dé chiu trong mdi truong hoc
tap, khong gian phong hoc thong thoang, nha
v¢ sinh sach s€ gop phan quan trong trong
viéc nang cao cdm nhan vé chat lugng dich
vu. Céac khu vuc nhu 16p hoc, nha v¢ sinh va
hanh lang can duoc duy tri v¢ sinh thuong
xuyén dé loai bo mui kho chiu, dong thot sur
dung cac bién phap khur mui hleu qua.

Co s¢ vat chat nhu ban ghe thiét bi hoc tap
can duoc bao tri dinh ky dé dam bao an toan
va tién nghi. Ngoai ra, cdc khong gian thu
gian nhu phong cho hodc khu vuc tiép khach
danh cho phu huynh cling nén duogc thiét ké
than thién va tién ich, giip ho cdm nhan duogc
s chao don va ton trong tir phia nha truo’ng.
Viée su dung cac vat liéu bén viing va than
thién vé1 moi truong trong xay dung va trang
tri noi that khong chi ting tinh thdm my ma
con Xay dung hinh 4nh tich cuc, gan két gia
tri cong dong véi truong hoc.

Mac du thinh giac khong c6 tac dong manh
m& nhu cdc gidc quan khac, viéc quan ly am
thanh van dong vai tro quan trong trong viée
tag moi truong dé chju. Nha truong can chuy
kiém soat tiéng On tir bén ngoai va duy tri
khong gian yén tinh trong 16p hoc, ddc biét 1a
trong cac buoi hop phu huynh hodc sy kién
16n. Hé thong am thanh chat lugng cao, bao
gom loa va micro, cling can dugc dau tu dé
dam bdo am thanh r0 rang va dé nghe trong
16p hoc dac biét 1a tiét hoc ngoai ngir va am
nhac, dleu nay gép phan nang cao trai nghiém
téng 'thé khong chi cuia hoc sinh ma con cua
ca phy huynh. ¢

Tai li¢u tham khdo:

An, e. a. (2024). How sensory marketing
affects perceived service quality and cus-
tomer satisfaction: study in Vietnam public
hospitals. Journal of Health Organization
and Management. https://doi.org/10.1108/
jhom-03-2024-0125.

Anderson, e. a. (1993). The Antecedents
and Consequences of Customer Satisfaction
for Firms. Marketing Science, 12(2).
https://doi.org/10.1287/mksc.12.2.125.

Anderson, S. &. (1993). The Antecedents
and Consequences of Customer Satisfaction
for Firms. Marketing Science, 12.
https://doi.org/10.1287/mksc.12.2.125.

Biswas. (2021). Effects of Sequential
Sensory Cues on Food Taste Perception: Cross-
Modal Interplay Between Visual and Olfactory
Stimuli. Journal of Consumer Psychology.
https://doi.org/10.1002/jcpy. 1231.

Brakus, S. Z. (2009). Brand Experience:
What is It? How is it Measured? Does it
Affect Loyalty? Journal of Marketing, 73(3).
https://doi.org/10.1509/jmkg.73.3.52.

Chua, e. a. (2018). The role of brand per-
sonality, self-congruity, and sensory experi-
ence in elucidating sky lounge users’ behav-
ior. Journal of Travel & Tourism Marketing,
36(1), 29-42. https://doi.org/10.1080/
10548408.2018.1488650.

Doucé, J. (2013). The Presence of a
Pleasant Ambient Scent in a Fashion Store:
The Moderating Role of Shopping
Motivation and Affect Intensity. Sage jour-
nals, 45(2). https://doi.org/10.1177/
0013916511410421.

Haase, W. (2018). The power of experien-
tial marketing: exploring the causal relation-
ships among multisensory marketing, brand
experience, customer perceived value and
brand  strength. Journal of Brand
Management, 25, 101-118. https://doi.org/
10.1057/s41262-017-0061-5.

Hagtvedt, B. (2016). Cross-Modal
Communication: Sound Frequency
Influences Consumer Responses to Color
Lightness. Sage Journals Home, 53(4).
doi:https://doi.org/10.1509/jmr.14.0414

Hultén. (2011). Sensory marketing: the
multi-sensory brand-experience concept.
European Business Review, 23, 256-273.
https://doi.org/10.1108/09555341111130245.

Hultén, B. B. (2009). What is Sensory
Marketing? Palgrave Macmillan UK.
https://doi.org/10.1057/9780230237049 1.

Huyén, e. a. (2021). The Role of Multi-
Sensory Experience Toward Perceived
Medical Service Quality: A Research at
Vietnam Public Hospital. Journal of

=

114 thuong mai

S6 199/2025



Marketing and Consumer Research, 83.
https://doi.org/10. 7176/Jmcr/83 02.

Huyen €. a. (2022) Cac yeu t6 tac dong
vao glac quan va sy hai long cia thuc khach
v6i cac nha hang chay nghlen ctru & Ha Noi.
Tap Chi Kinh té va Phat trién, 300, 64-73.
https://ktpt.neu.edu. Vn/Uploads/Ba1%20bao/
2022/50%20300/380670.pdf.

Jang, L. (2019). Applying Effective
Sensory Marketing to Sustainable Coffee
Shop Business Management. Sustainability,
11(22). https://doi.org/10.3390/sul1226430.

Kaushik, S. &. (2021). Online sensory
marketing: Developing five-dimensional
multi-sensory brand experiences and its
effectiveness.  Revista  Geintec-Gestao
Inovacao E Tecnologias, 11. https://doi.org/
10.18137/cardiometry.2022.24.567576.

Kim, e. a. (2020). Effects of sensory marketing
on customer satisfaction and revisit intention in
the hotel industry: the moderating roles of cus-
tomers’ prior experience and gender. An
International Journal of Tourism and Hospitality
Research, 31(4), 523-535. https://doi.org/
10.1080/13032917.2020.1783692.

Kim, e. a. (2020). Effects of sensory market-
ing on customer satisfaction and revisit intention
in the hotel industry: the moderating roles of cus-
tomers’ prior experience and gender. An
International Journal of Tourism and Hospitality
Research, 31(4), 523-535. https://doi.org/
10.1080/13032917.2020.1783692.

Krishna. (2012). An integrative review of
sensory marketlng Engaging the senses to
affect perception, judgment and behavior.
Journal of Consumer Psychology, 22(3), 332-
351. https://doi.org/lO.1016/j.jcps.2011.08.003.

Krupka. (2023). Exploring the Influence
of Sensory Marketing on Brand Perception.
Nase gospodarstvo/Our Economy, 69(3).
https://doi.org/10.2478/ngoe-2023-0017.

Kumar, P. (2013). Multisensory
Marketing: Creating New Sustainability
Perspective in Hospitality Sector. Atna.
Journal of Tourism Studies, 8(1), 43-55.
https://doi.org/10.12727/ajts.9.4.

Kumar, S. (2004). Building and sustaining
profitable customer loyalty for the 21st centu-

Y KIEN TRAO BOI

ry. Journal of Retailing, 80(4), 317-329.
https://doi.org/10.1016/j.jretai.2004.10.007.

Labrecque, M. (2012). Exciting red and
competent blue: the importance of color in
marketing. Journal of the Academy of
Marketing Science, 40, 711-727.
https://doi.org/10.1007/s11747-010-0245-y.

Lam, e. a. (2022). Impact of Innovation in
Sensory Marketing on Local Brand Image,
Satisfaction and Return Intention of Tourist to
Ha Giang Destination. VNU Journal of
Economics and Business, 2, 115-125.
https://doi.org/10.57110/jeb.v214.4863.

Lee, e. a. (2000). The determinants of per-
ceived service quality and its relationship
with satisfaction. Journal of Services
Marketing, 14(3), 217-231.
https://doi.org/10.1108/08876040010327220.

Lemon, V. (2016). Understanding
Customer Experience Throughout the
Customer Journey. Journal of Marketing,
80(6), 69-96.
https://doi.org/10.1509/jm.15.0420.

Marta Ugolini, e. a. (2014). A five-senses
perspective to quality in hospitals. The TOM
Journal, 26(3), 284-299. https://doi.org/
10.1108/tqm-01-2014-0010.

Marta Ugolini, e. a. (2014). A five-senses
perspective to quality in hospitals. The TOM
Journal, 26(3), 284-299. https://doi.org/
10.1108/tqm-01-2014-0010.

Oliver. (1999). Whence Consumer
Loyalty? Journal of Marketing, 63, 33-44.
https://doi.org/10.1177/00222429990634s105.

Paco, U. (1999). Why We Buy: The Science
of Shopping. Simon &  Schuster.
https://doi.org/10.1016/s0010-
8804(01)81018-1.

Parasuraman, e. a. (1988). Servqual: A
Multiple-Item  Scale For  Measuring
Consumer Perc. Journal of Retailing, 64(1).
https://doi.org/10.1037/t09264-000.

Parasuraman, e. a. (1993). The nature and
determinants of customer expectations of
service. Journal of the Academy of Marketing
Science, 21, 1-12. https://doi.org/10.1177/
0092070393211001.

khoa hoc =

S6 199/2025

thuong mai 115



Y KIEN TRAO BOI

Peck, C. (2003). To Have and to Hold: The
Influence of Haptic Information on Product
Judgments. Journal of Marketing, 67, 35-48.
https://doi.org/10.1509/jmkg.67.2.35.18612.

Rozin, V. (1986). Food Likes and Dislikes.
Annual review of nutrition, 433-456.
https://doi.org/10.1146/annurev.nu.06.07018
6.002245.

Schmitt, B. (1999). Experiential
Marketing.  Journal  of  Marketing
Management, 15(1-3), 53-67. https://doi.org/
10.1362/026725799784870496.

Sinh, H. (2021). The impact of sensory
marketing on street food for the return of
international visitors: Case study in Vietnam.
Research Gate.
https://doi.org/10.46585/sp29021282.

Spangenberg, C. H. (1996). Improving the
Store Environment: Do Olfactory Cues Affect
Evaluations and Behaviors? The Journal of
Marketing, 60, 67-80. https://doi.org/
10.1177/002224299606000205

Spence, G. (2011). Multisensory design:
Reaching out to touch the consumer.
Psychology and Marketing, 28, 267-308.
https://doi.org/10.1002/mar.20392.

Spence, W. (2015). Sensory expectations
elicited by the sounds of opening the packag-
ing and pouring a beverage,. BioMed Central.
https://doi.org/10.1186/s13411-015-0044-y.

Sullivan, A. &. (1993). The Antecedents
and Consequences of Customer Satisfaction
for Firms. Marketing Science, Vol 12.
https://doi.org/10.1287/mksc.12.2.125.

su, B. v. (2021). Effects of Sequential
Sensory Cues on Food Taste Perception:
Cross-Modal Interplay Between Visual and
Olfactory Stimuli. Journal of Consumer
Psycholog. https://doi.org/10.1002/jcpy.1231.

Sweeney, S. (2001). Consumer perceived
value: The development of a multiple item
scale. Journal of Retailing, 77(2), 203-220.
https://doi.org/10.1016/s0022-
4359(01)00041-0.

Underhill, P. (1999). Why We Buy: The
Science of Shopping. Simon & Schuster.
https://doi.org/10.1016/s0010-
8804(01)81018-1.

Yamini, N. (2024). Impact of Sensory
Marketing on Consumer Satisfaction. Journal
of Health Organization and Management,
17(1). https://doi.org/10.36948/ijfmr.2024.
v06i02.18954.

Zhao, e. a. (2019). The Chemosensory
Pleasure Scale: A New Assessment for
Measuring Hedonic Smell and Taste
Capacities. Chemical Senses, 44(7), 457-464.
https://doi.org/10.1093/chemse/bjz040.

Summary

This study evaluates the impact of sensory
stimuli in sensory marketing on perceived
service quality and parental satisfaction at
private primary schools. With the collected
data set from 318 parents through structured
questionnaires, Cronbach’s Alpha,
Confirmatory Factor Analysis, and Structural
Equation Modeling were employed to ana-
lyze and test proposed hypotheses. The find-
ings reveal that all sensory stimuli, including
Sight, Sound, Smell, Tactile, and Taste, posi-
tively influence perceived service quality.
Among these, Taste has the strongest effect
(0,348), followed by Sight (0,312), Tactile
(0,294), Smell (0,256), and Sound (0,189).
Perceived service quality has a significant
impact on parental satisfaction (0.821). The
theoretical model explains 74,3% of the vari-
ance in perceived service quality and 82,1%
in parental satisfaction, demonstrating that
sensory marketing improves parental experi-
ences in the education sector. This research
contributes to sensory marketing theory by
highlighting its application in education,
especially in private education area in
Vietnam.
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