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Whién curu khdo sat 459 khach hang tai cac chudi ca phé o Ha Noi nham kiém dinh
vai tro cua trai nghiém dich vu (EQ) va gia tri cam nhdn (CV) doi voi su hai long
(CS) va ldn}% trung thanh (CL). Dit lieu dwoc phan tich bang PLS-SEM voi bootstrapping 5000

mau lap. P

EQ

an tich dwa den két qua EQ tdac dong dwong dang ké lén CV va CS; ca EQ va CV
cim; voi CS deéu gia tang CL. Phdn tich trung gian xac nhgn CS la mat xich then chot lién két

CV voi CL. Tw nhitng phat hién nay, nghien curu khuyen nghi cac chudi ca phé nén: nang
cao trai nghiém cam xuc va khong gian, toi wu hoa loi ich khach hang nhan dp

woc so voi chi

phi bo ra, dong thoi xdy dung chuwong trinh duy tri va phat trién tép khach hang hién hitu.
Ngoai dong gop vé mat thuc tién cho nganh F&B do thi tai Viét Nam, nghién ciru ciing mo ra
hwong di moi khi xem xét sy khac biét vé hanh vi giita cac nhom theé hé.

Tir khéa: long trung thanh ciia khach hang, sw hai long ciia khach hang, chat lwong trdi

nghiém, gia tri cam nhan.

Keywords: Customer loyalty, customer satisfaction, experience quality, perceived value.

JEL Classifications: D22; F1.

DOI: 10.54404/JTS.2026.213V.06

1. Pat van dé

Trong boi canh nganh ca phé Viét Nam
phat trien manh, dac biét tai cac thanh phg lom
nhu Ha Noi, su canh tranh gitta ¢ac chudi ca
ph¢ da vugt ra khdi pham vi chat lugng san
pham hay murc gia. Thay vao do, toan by hanh
trinh tra1 nghiém khach hang, bao gobm dich
vu, khong gian, sy tién loi va gia tri cdm nhan
trg thanh yéu to then chot quyét dinh kha
nang thu hut va gitt chan nguoi tiéu dung.
Khach hang ngay nay quan tdm nhiéu hon
dén cam xuc, va l>(,yi ich tong thé khi str dung
dich vu, khién viéc hi€u rd vai tro cua chat
luong trai nghiém va gia tri cdm nhan doi voi

khoa hoc

sy hai long va long trung thanh tré thanh van

de cap thiét doi voi cdc doanh nghiép F&B.
Trong pham vi qudc te, nhi€u n %ién clu
chung minh moi quan hé gitra chat lugng trai
nghiém (EQ), gid tri cdm nhan (CV), sy hai
long (CS) va long trung thanh (CL) nhu
nghién ctru cia Kusumawati & Rahayu, song
vigc ap dung md hinh nay_vao boi canh Viét
Nam - déc biét tai cadc chuodi ca phé & Ha Noi
- van con tuong doi han ché (Kusumawati &
Rahayu, 2020). Su thiéu vang cac nghién ctru
dinh lugng chuyén sau trong moi truong canh
tranh dac thu cua thi trrong ca phé tai Ha Noi
tao ra mdt khoang trong can dugc bo sung.
=
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Khoang trong nay cho thay nhu cau cap thiét
phai kiém dinh Jai m6 hinh quan h¢ EQ-CV-
CS-CL trong bdi canh thuc tien nham cung
cap bang chimg khoa hoc phu hop véi thi
truong Viét Nam.

Nghlen ctru nham do luong va kiém dinh
vai tro cua chat luong trai nghiém va gia tri
cam nhan trong viéc tac dong dén sy ha1 long
va long trung thanh cua khach hang sir dung
dich vu tai cac chudi ca phé & Ha Noi. Cu the,
nghién cuu hudng dén: (1) danh gia mac do
anh huong cia EQ tgi CV va CS; (2) xé&c dinh
tac dong cua CV doi véi CS va CL; va (3)
kiém tra muc d¢ tdc dong truc tiép cua CS
dén CL. Thong qua do, nghién ctru giap lam
0 co ch¢ hinh thanh sy trung thanh cua khach
hang trong nganh ca phe

Nghién ctru dong gop vé mit 1y thuyét
bang cach by sung thém bang ching thuc
nghi¢m vé moi quan hé giita EQ, CV, CS va
CL trong linh vuc quan tri dich vu tai thi
truong Viét Nam - von van con it dugc kham
pha. V& mat thyuc tién, nghién ctiru cung cap
co s& dé cac chudi ca phé xdy dung chién
lugc nang cao trai nghi€ém khach hang, t61 vu
hoa gia tri cam nhan va cung co su %ai long
nham duy tri 191 thé canh franh trong thi
truong F&B canh tranh va bién dong, Nhiing
€01 v quan tri tor nghién ctu c6 thé ho trg
doanh nghi€p dua ra quyét dinh hiéu qua hgn
trong viéc thiét ké dich vu va phat trién
thuong hiéu bén yung.

2. Co sé ly thuyét va tong quan nghién ciru

2.1, Chat lwong trdai nghiém

Chat luong trai nghiém duoc dinh nghia 1a
sy danh gia cua khach hang v€ toan b, qu
trinh tuong tac voi dich vy, bao gom ca yu t6
hitu hinh va vo hinh (Plne & Gilmore, 1999).
Golder va cong su trinh bay mot khuon
kho tich hop ve chat luong; lam noi bat
cac quy trinh lién quan ¢ den viée tao ra,
cung ca&o trai nghiem va danh gid chat

older, Mitra & Moorman, 2012).
Trong b01 canh F&B EQ phan anh cam nhan
cua khach hang trong sudt hanh trinh dich vy,
tir khong gian, moi trudng, su tugng tac voi
nhan vién dén sy thudn tién khi tiép can dich
vu. EQ dugc xem 1a nén tang thic day cam
xuc tich cuc va hinh thanh danh gia tong thé vé
thuong hi¢u. Nhiéu nghién ctru da chirng minh
EQ anh huong truc tiép dén gia tri cam nhan
va sy hai long (Yu & Fang, 2009). Dac biét tai

Viét Nam, Tran va cong sy (2020) chi ra rang
khong gian va tuong tac xa hoi 1a hai thanh to
no1 bat trong trdi nghiém ca phe do thi (Tran
et al, 2020). Trong nghién ctru ndy, EQ duoc
do hrong thong qua bon khia canh: tuong tac
dich vu, khong gian - mdi truong, su két noi
trong trai nghiém va kha ning tiép can - phan
hoi, theo cac cau phan thuong duoc st dung
trong mo hinh traj nghiém dich vu. Tur co s&
trén, hai gia thuyét dugc dé xuat nhu sau:

HI: Chat luong trai nghiém anh hudng
tich cuc dén gia tri cdm nhan cua khach hang.

H2: Chat lugng trdi nghiém anh hudng
tich cuc dén sy hai long ctia khach hang.

2.2. Gia tri cdam nhan

Gia tri cam nhan dugc Zeithaml dinh
nghia 1a sy danh gia tong thé cia khach hang
ve muc do xtng dang cua san pham/dich vu,
dua trén so sanh gitra l¢i ich nhan dugc va chi
phi bo ra (Zeithaml, 1988). Gi§ tri nay bao
gom ca lo1 ich chic nang (chat lugng san
pham, tién 1¢j) va lgi ich phi chie nang %am
xuc, tinh bi€u tugng, sy gan két xa hoi)
Trong linh vuc dich vy, CV da dugc chung
minh 1a yéu t0 quan trong thiic day sy hai
long va cac hanh vi sau ti€u dung hang (Kuo
va c.s., 2013) va (Priporas va c.s., 2017).
Zeithaml xem CV la yéu t0 then chot quyét
dinh lya chon thuong hiéu va mirc d6 cam iA
dai han cua khéch hang. Trong nghién ctru
nay, CV duoc do luong dya trén hai nhom gja
tri: gia tri chlrc nang va gia tri cam xuc - biéu
tuong. Trén co s& do, nghién ciru ndy dua ra
gia thuyét:

_H3: Gia tri cdm nhan anh huong tich cuc
dén su hai long cta khach hang.
_ H4: Gia tri cdm nhdn anh huong tich cuc

dén long trung thanh cua khéach hang.

2.3. Sw hai lon

Su hai long duoc Kotler mo ta 1a trang thai
cam xuc cua khach hang sau khi so sanh giita
ky vong va trai nghiém thyuc e (Kotler, 2002).
Theo m6 hinh SERVQUAL, mirc d hai long
duoc hinh thanh khi chat lugng dich vu thyc té
dap ung hoic vuot ky vong ban dau
(Parasuraman, Zeithaml & Berry, 1988).
Nhiéu nghién ciru chi ra rang CS dong vai tro
nhu bién trung gian quan trong trong cac mo
hinh hanh vi dich vy, tdc dong dén y dinh tai
str dung va truyén miéng ((Kim et al. 2009)
(Pham & Khashayar, 2021). Trong n hlen clru
nay, CS dugc do luong thong qua %a iéu hién:

khoa hoc =
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cam xuc tich cuc, danh gia hai lon déi Vo1 trai
nghiém, va myrc d6 hai long tong thé. Tl co s&
trén, gia thuyét duoc dé xuat nhu sau:

H5: Su hai long anh huong tich cuc dén
long trung thanh cua khach hang.

Hé6: Su hai long don vai tro trung gian
trong moi quan h¢ gitta C at lugng dich vu va
Long trung thanh cua khach hang.

H7: Sy hai long déng vai tro trung gian
trong moi quan hé gitra Gid tri cdm nhan va
Long trung thanh cua khach hang.

2.4. Long trung thanh

Long trung thanh dugc dinh nghia boi
Oliver (1999) va Dick & Basu (1994) la muc
do cam két cua khach hang thé hién qua hanh
vi 1ap lai va uvu tién thuorn% hiéu, ngay ca khi
c6 su canh tranh tir d6i thu ( chk & Basu,
1994; Oliver,,1999). CL vira mang tinh thai
dd (v dinh ti€p tuc st dung) vira mang tinh
hanh vi (mua lai, giéi thi¢u thuong %ﬁéu).
Trong nghién ctru nay, CL dugc do luong qua
ba thanh phan: y dinh st dung lai, kha nang
truyén miéng tich cyc va y dinh gidi thiéu ban

Bang 1: Ma tran téng hop tai liéu

Téc gid - Nam Muc tiéu nghién Bién nghién Phuong Két qua chinh Han ché/ Khozing
ciru ciru chinh phap tréng
Pine & Gilmore | Xay dung khung ly Chat lugng trai | Phan tich | D& xut mé hinh 4E Chua c6 kiém dinh
(1999) thuyét  v&  trai | nghiém 1y thuyét thuc nghiém trong
nghiém khach hang nganh F&B
Yu & Fang | Kiém dinh tac dong | Chit luong trai | SEM Tuong tac dich vu anh | Khong xem xét gia tri
(2009) ctia trai nghiém dén | nghiém; cam huéng manh dén cam | cdm nhdn va long
cam xuc va sy hai | xtc khach hang xuc va sy hai long trung thanh
long
Zeithaml (1988) | Xac dinh va do | Gia tri cam nhan | Phan tich | D& xuit mo hinh lgi | Thiéu kiém dinh thuc
luong gid tri cam ly thuyét ich - chi phi nghiém
nhan
Kuo etal. (2013) | Phan tich tic dong | Gia tri cam | SEM Gié trj cam nhan anh | Khéng két hop yéu t&
cua gid tri cam nhén | nhan; sy hai hudng tich cuc dén su | chat luong trai
dén sy hai long long; y dinh hai long nghiém
hanh vi
Priporas et al. | Phan  tich  trai | Trai nghiém; sy | SEM Trai nghiém anh | Chua phan tich vai tro
(2017) nghiém va hanh vi | hai long; long huéng trye tiép dén | trung gian cua sy hai
ctia thé hé tré trung thanh long trung thanh long
Oliver (1999) Giai thich tién trinh | Long trung | Phan tich | D& xuit mé hinh bén | Chua 4p dung cho
hinh thanh long | thanh ly thuyét giai doan cua long | nganh F&B
trung thanh trung thanh
Dick & Basu | Giai thich long | Long trung | Phan tich | Long trung thanh | Khéng xét chit luong
(1994) trung thanh dwa trén | thanh theo thai | Iy thuyét dugc hinh thanh tor | trai nghiém va gia tri
thai d6 va hanh vi d6 - hanh vi thai do va hanh vi tai | cam nhan
mua
Tran et al. | Kham phd trdi | Khong gian; méi | Dinh tinh Khéng gian va twong | Khéng kiém dinh tac
(2020) nghiém ca phé d6 | truong; tuong tac x3 hoi 1a yéu td ndi | dong dén sy hai long
thi Viét Nam tac xa hoi bat va long trung thanh
Pham & | Phan tich vai tro ciia | Sy hailong; long | SEM Su hai long 1a bién | Chua tich hop chat
Khashayar su hai long trong | trung thanh trung gian quan trong | luong trai nghiém va
(2021) hanh vi khach hang gia tri cam nhan
Kim et al. (2009) | Panh gi4 anh huong | Sy hai long; y | SEM Su hai long dy béo | Thiéu bién chét luong
ctia sy hai long dén | dinh hanh vi manh m& hanh vi tai | tradi nghiém va gia tri
hanh vi st dung cam nhan

(Nguon: Nhém tdc gia tong hop)
khoa hoc
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be/nguoi quen. Nhi€u nghién cirn tai Viét
Nam (Nguyen va c.s., 2025) ¢ho thay CL chiu
anh huong cua cac yeu t6 chat luong dich vu,
gia tri cam nhén va trai nghiém. Tuy nh1en
Ehan 16n cic nghién ctru trudc ddy chua két

op dong thoi EQ, CV, CS va CL trong mot
mo hinh thong nhat trong nganh F&B.

Téng hop cac nghién ctru trude cho thay
bbn bién chat lugng trai nghiém, gia tri cam
nhan, su hai 1ong va long trung thanh déu da
du’(_)’c xem xét nhung c¢hu yéu theo hudng roi
rac. Nghién ctru vé chat lugng trai nghiém tap
trung vao, cam xuc va tuong tac dich vu
nhung it gan vdi gia tri cam nhan dé giai thich
su hai long, Cac nghién ctru vé€ gid tri cam
nhéan chu yéu phan tich tdc dong dén sy hai
long hodc hanh vi sau ti€u dung ma chua xem
xét chat lugng trai nghiém nhu tién dé quan
trong. Trong khi d¢, su hai long thuong duoc
nghién ctru nhu bién két qua hodc trung gian
don 1¢, chua dugc dat trong mo hinh tich hg
day du. Cac nghién ctru ve long trung the‘lgﬁ
cing chua két hop mot cach h¢ thong ca bon
yeu t0 trén. Khodng trong nay dac biét ro tai
Viét Nam, noi trai nghiém khéch hang co6 vai
tro quan trong nhung chua c6 mé hinh nao
kiém dinh dong thoi chat luong trai nghiém,
gia tri cdm nhan, sy hai long va long trung
thanh trong cung mdt boi can % nghién ctru.

3. Phuong phap nghién ciru

3.1. M6 hinh nghién ciru va thang do

Tt co s trén, mo hinh nghién ctru dugc dé
xuat nhu sau:

Chit lwong trai
nghiém

Gia tri cam nhan
cua khach hang

(Nguoén: Nhém tdc gia dé xudat)

Sw hai long cia
khach hang

QUAN TRI KINH DOANH

Trong nghién ctru nay, thang do dugc tong
hop, chon loc thong qua cac cong trinh trude
va hi¢u chinh qua_thdo luan chuyén gia dé
khép boi canh chuoi ca phé ndi d6. Cu thé:

Thang do chat luwong trdi nghiém
(Experience Quality) ké thura két qua nghién
ciru cua (Wu va c.s., 2014) bao phu tuong
tac - moi truong vat 1y - két qua - kha nang
ti€p can.

Thang do gia tri cdm nhan cua khach hang
(Customer Perceived Value) dugc xay dung
dua trén nghién ctru ¢ua (Suhartanto va c.s.,
2013) phan anh can bang gitra chi phi, lgi ich
va hy sinh.

Thang do su hai long cua khach hang
(Customer Satisfaction) ké thwra két qua
nghién cuu (Hapsari va c.s., 2017) ghi nhan
muc d6 hai long tong thé cung trang thai cdm
xUc sau st dung.

Thang do long trung thanh ctia khach hang
(Customer Loyalty) duoc ké thira tur nghién
ctru cua (Chen vac.s., 2013) do luong y dinh
quay lai, truyén miéng tich cuc va gidi thiéu.

Cac thang do trong nghién ctru nay dugc
phat trién dyra trén nén tang cac cong trinh truge
va duoc diéu chinh qua %ong van chuyén gia
trong nganh F&B, Nguol tham gia khao sat lua
chon mtrc phan hoi tir thap dén cao dé thé hién
mirc d6 dong thuan ciia minh. Viéc ké thira va
diéu chinh cac thang do tir cic cong trinh
nghién ctru trude khong chi dam bao tinh nhat
c%:lan ve mdt hoc thuat ma con phu hgp véi dac

U nganh dich vu in udng tai Viét Nam.

Sw trung thanh
cuia khach hang

Hinh 1: M6 hinh nghién cuu

khoa hoc =
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3.2. Phwong phdp nghién ciru
3.2.1. Phuong phap dinh tinh
, Giai doan 1 cua nghién ciru, nhom tac gia

tién hanh ra soat tai liéu va thao lnan véi cac
chuyén gia trong linh vyc F&B dé tinh chinh
thang do. Trudc khi thuyc hién nghién ctu
chinh thirc, qua trinh tdng quan tai li¢u duogc
trién khai nham nam bat %L'rc tranh chung cua
cac nghién ctu lién quan va xac dinh cac
thang do dugc st dung pho bién. Ti¢p do,
nhom nghién ctru chu dong lién h¢ va to chuc
cac buoi1 thao luan nhom ban cau tric voi 05
chuyén gia F&B, duoc luya chon dua trén tiéu
chj: c¢6 kinh nghiém quan ly trong nganh, am
hiéu hanh vi l%héch hang va c6 hiéu biét vé
nghién ctru ng dung. Nhiing y ki¢n dong gop
dugc ghi nhan va tong hop de di€u chinh ndi
dung cau hdi, chuan hoa thuat ngir va loai bo
céc bién chua phu hop, qua d¢ hoan thién bo
thang do phu, Iflop hon véi boi canh nghién
ctru va dic diém cua ddi tuong khao sat.

3.2.2. Phuong phdp dinh luong

a. Poi twong chon mdu va cé mau

Dbi tuong dén 1a khach hang da
tung trai nghlem dlC]% vu cac chudi ca phé trén
dia ban Ha Noi. Khao sat khach hang da trai
nghiém tai cac chudi ca phé Ha Noi bang chon
mau thuan t{ién; cd mau thda ti€éu chi PLS-
SEM theo so bién quan sat trong mo hinh. Dir
ligu xu ly bang SmartPLS 3 VO’l uy trinh hai
bl,rorc danh gia thang do va kiém ccillnh mo hinh
cau truc. Phuong phap chon mau cua nghién
ctru 1a phuong phép thuan tién, tirc 1a lya chon
nhitng khach hang san sang tham gia khao sat
tai thoi diém phat bang hor.

Ki¢h thuéc mau duge xac dinh dua trén
%reu cau phan tich PLS- SEM dam bao du so

uong dé danh gid cac moi quan hé trong mo

hinh ma van phu hgp nguon luc khao sat. Mo

hinh nghién cuu géom_4 nhan t6 voi, 36 bién
quan sat, do vdy co mau can chon phai tu 180
hoac 360 bang hai.

b, Thu thap dy lieu

Dir liéu so cap duge nhan vé thong qua
bang hoi tu, dién, trién khai duéi hai hinh
thyre: truc tiép va trug tuyén. Hinh thtirc truc
tiep dyoc thuc hién bang cach phat bang hoi
tai quay thanh toan hodc dit trén ban tai cac
chuoi. Hinh thuc truc tuyén dugc trién khai
thong qua ma QR dan tai khu vuc goi mon,
lién két voi bieu mau khdo sat truc tuyén.
Tong cong, 550 bang hoi da dugc phat ra,

trong do thu vé 459 bang hoi hop 1€, ty 1€ hop
16 12'83.45%. Thoi gian tién hanh khoang thoi
gian tu thang 2/2024 dén thang 5/2024.

¢, Phan tich dir liéu

Dit liéu duogc xtr Iy va phan tich bang phan
mém SmartPLS® 3.0, 4p dung phuong phép
mo hinh SEM. Hoat dong han tich dugc tién
hanh véi hai budc chinh: danh gia mé hinh do
ludng va mo hinh cau trac. O bugc dau tién,
muc tiéu 13 kiém dinh do tin cay tong hop, gia
tri hoi ty, do tin cdy ndi tai, cung voi gia tri
phan blet Sau khi mo6 hinh do luong dat yéu
cau, budc tiép theo 1a danh gia mé hinh cau
truc thong qua cac chi sg: R? thé hién muc do
gidi thich ciia mo6 hinh do6i1 vé1 bién phu thudc,
hé s6 duong dan cho thay su phy hop gitta mo
hinh 1y thuyét va dir li¢u thuc te.

4. Két qua nghién ciru

4.1. Thong ke mo ta

Dyra trén 459 bang khdo sat da sang loc ta
c6 két qua tai Bang 2. Trong 459 dap vién, nit
chlem 53. 38%, nam 46.19%. Nhom 26-35
tuoi chiém 61.45% 1a phan khic chinh;
63.13% co6 trinh d§ dai hoc trd lén; 74. 02%
thu nhéap < 20 tri¢u dong Kénh tiép céan chu
dao 1a truyén miéng va mang xa ho1 (60 61%
va 58.10%). C6 thé thay, truyén thong nén tap
trung KOL/KOC va chugng trinh gi6i thigu
ban bé & nhom 26-35 tudi sé giup cac chudi
thu hit dugc khéach hang.

4.2. Danh gia moé hinh do luong

Tur phan tich cho thay ba chi s6 Cronbach’s
Alpha, D¢ tin cay tong hop (CR) va Phuong sai
trich xuét trung binh (AVE). Két qua phan tich
chi tiet dugc trinh bay trong Bang 3.

Theo Hair va cong su (2010), gia tri
Cronbach’s Alpha dat mirc chap nhan néy 16n
hon hoac bang 0.6, trén 0.7 dpoc coi la tot va
trén 0.9 the hién do tin cay rat cao. Nhu vay,
tat ca cac than% do trong nghién ctru déu ¢o
gia tri Cronbach’s Alpha vuot qua 0.95. Diéu
nay cho thay cac thang do c6 do tin cay cao
va dam bdo tinh nhat quan trong vicc do
luong cac khai ni¢m ly thuyét.

Ti¢p theo, Do tin cay tong hop (CR) - mot
chi s0 thugng dugc su dung trong phan tich
nhan to0 khang dinh (CFA). CR phai tr (.7 trd
1én méi duge coj 13 dang tin cdy. Két qua
nghién curu c6 the két ludn cac thang do déu
¢o CR vuot qua 0.95, qua d6 khang dinh tinh
on dinh va do tin cdy cao cua cac cong cu do
luong dugce su dung.
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Bang 2: Thong ké mé ta dic diém nhan khdu hoc va hanh vi khach hang

So
STT | Tiéu chi Phan loai lwgng Ty 1€ (%)
(nguroi)

Nam 212 46.19
1 Gi6i tinh | Nir 245 53.38
Khac 2 0.44
Tir 18 dén 25 tudi 113 31.56
) Tudi  |T26 dén 35 tucfg 220 61.45
Tur 36 dén 45 tuoi 105 29.33
Trén 45 tudi 21 5.87
Pho théng 59 16.48
3 Trinh do | Trung cap/Cao ding 174 48.60
hoc van | Pai hoc 178 49.72
Sau dai hoc 48 13.41
Dudi 10 triéu 129 36.03
10 - duoi 20 triéu 136 37.99
4 Thu nhap | 20 - duéi 30 tri€u 74 20.67
30 - dudi 40 triéu 54 15.08
Trén 40 triéu 66 18.44
Thoi Duéi 1 nam 122 34.08
5 gian st | Tu 1 - dudi 3 nam 212 59.22
dfi‘-mg Trén 3 nim 125 34.92

ich vu
KH biét Mang x4 héi (Facebook, Tiktok, Instargram,...) 208 58.10
dén Qua ban be, nguoi than gidi thi¢u 217 60.61
6 chudi | Tinh co thy cira hang hodc bién hiéu ngoai thyc té | 45 12.57
lf'f‘fe 998 K hac 82 2291

énh nao

(Nguon: Két qua khdo sdt ciia nhém tdc gid)
Bang 3: Do tin cdy va gia tri hoi tu cua cdc thang do

Cronbach's Alpha rho_A Do tin ciy Phuong sai trich xuat

tong hop (CR) trung binh (AVE)
CL 0.9509 0.9510 0.9588 0.7441
CS 0.9608 0.9609 0.9663 0.7614
Cv 0.9522 0.9526 0.9607 0.7773
EQ 0.9655 0.9659 0.9693 0.7249

(Nguon: Keét qua khdo sdt ciia nhém tac gia)

Ngoai ra, Phuong sai trich xugt trung binh  tin cdy ma con dat duoc tinh gia tri hoi tu rat
(AVE) trong nghién ctru nay déu cé gia tri t6t (Fornell & Larcker, 1981).
AVE I¢n hon 0.7, vuot xa ngudng yéu cau, Trong nghién ctu nay, chi s6 SRMR
cho thay cac thang do khong chi dam bao do (Standardized Root Mean Square Residual)
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'S5 21372026 thuong mai 81




QUAN TRI KINH DOANH

dat gia tri 0.062, nho hon ngudng chap nhan
pho bién 1a 0. 08’ (Henseler et al., 2016). Diéu
nay cho thiy mo hinh PLS- SEM phu hop
tong thé tot v4i dit lidu st dung cho nghién
ciru. SRMR phan anh mirc d6 khac biét trung
binh gifra cac ma trdn hiép phuong sai quan
sat va du bao; gia tri SRMR cang t%ap chung
td su khac bi€t nay cang nhd, tor do khang
dinh mo hinh ¢6 kha nang tai hién tt cAu trac
dir liéy thuc te. |

Cuoi cung, két qua cua viéc phan tich mo
hinh do ludng cho thay cic thang do dat do tin
cy rat cao: Alpha tir 0.951-0.966; CR tir 0.959-
0.969; AVE tu 0.725-0.777, vuot ngudng de
nghi trong PLS-SEM. Nhu vay, cac bién quan
sat phan anh tot khai ni¢ém tiém an, cho phép
chuyén sang kiém dinh mo6 hinh cau truc. ..

0.25 1a thap. Két qua cu thé dugc thé hién
trong Bang 5.

Su hai long cta khach hang (CS), gia tri R?
1a 0.7181 nhu vay 71.81% su thay doi sy hai
long cé thé dugc cac bién doc lap trong mo
hinh gidi thich. Mtrc R? nay thé hién mo hinh
c6 kha ndng gidi thich

'Long trung thanh cua khach hang (CL),
gia tri R? 1a 0 6172 cho thay qua cdc yeu to
nhu su hai long, chat luong trai nghiém va gia
tri cdm nhan gidi thich dugc khoang 61.72%
su thay do1 v& 10ng trung thanh,

Nhin chung, R? va 2 cho thay m6 hinh ¢6
ste giai thich tot. Anh huong cua CV 1én CS
dat murc lon, EQ 1én CS ¢ muc tur trung binh
dén 16m; véi, CL ca CS, CV, EQ déu c6 dong
gop dang ké. Diéu nay ham Yy t0i wu gid tri

Bang 4: H¢ 5o tai ngoai cua cac bien quan sat theo tieng nhom

CL CS CcV EQ
CLCI 0.8520 | CSC1 | 08789 | CVBI | 08925 | EQAl | 0.8647
CLC2 | 08551 | CSC2 | 08718 | CVB2 | 08598 | EQA2 | 0.8325
CLC3 0.8720 | CSC3 | 08718 | CVB3 | 08865 | EQA3 | 0.8534
CLR1 0.8557 | CSHI | 0.8836 | CVFl | 0.8907 | EQII 0.8597
CLR2 | 08717 | CSH2 | 08462 | CVF2 | 08860 | EQI2 | 0.8450
CLW1 | 08739 | CSH3 | 08737 | CVPI | 08779 | EQI3 0.8390
CLW2 | 0.8592 | CSOlI | 08788 | CVP2 | 0.8776 | EQOI | 0.8536
CLW3 | 0.8609 | CSO2 | 0.8768 EQO2 | 0.8487
CSO3 | 08713 EQO3 | 0.8528
EQPI | 0.8647
EQP2 | 0.8602
EQP3 | 0.8634

(Nguon: Két qua phan tich véi SmartPLS3)

Nhu vay, hé so tai chuan hoa cua cac chi
bdo cao va cung nhém dung khai niém. Do
do, c6 thé st dung cac cau trac nay trong
budc phén tich quan h¢ gitra cac bién.

4.3. Danh gia mé hinh cdu tric

Theo (Hair va c.s., 2022) gia tri R? c6 the
phan loai nhu sau: khoang 0.75 duoc coi la
cao, khoang 0.50 1a trung binh va khoang

cdm nhan va trai nghi¢m la don bay hi¢u qua
dé gia tang hai Jong va trung thanh.

Ngoai chi s6 R?, chi s06 f* cling dugc s
dung dé danh gia mic do anh huong riéng
phan cua tirng bién doc 1ap 1én bién phu thude.
Keét qug cho thay, gia tri cam nhén (CV) co tac
dong rat manh dén sy hai long cua khach hang
v6i 2 = 0.8588, trong khi chat luogng trai

Bang 5: Gia tri R binh phuwong va R binh phuong hiéu chmh cho cdc bién phu thuéc

R binh phuong R binh phuong hiéu chinh
CL 0.7181 0.7162
CS 0.6172 0.6155
(Nguon: Két qua phan tich véi SmartPLS3)
khoa hoc =
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Bang 6: Gid tri 2 giita cdc bién trong mé hinh.

CL CS CV EQ
CL
CS 0.1592
CV 0.2839 0.8588
EQ 0.2852 0.6224

(Nguon: Két qua phan tich véi SmartPLS3)

nghiém (EQ) ciing tao ra anh huong dang ké
(£ = 0.6224). Poi voi long trung thanh (CL),
ca ba yeu t6 gom su hai long (CS), gia tri cam
nhan (CV) va chat luong trai nghlem (EQ) déu
c6 tac dong 10 rét. Trong do, su hai long (CS)
anh huong ¢ mtrc trung Binh’ (f=0.1 592), con
CV va EQ dat mirc gan nhu manh lan luot la
0.2839 va 0.2852.

Tong thé, cac chi s6 R? va 2 déu hgn anh
ring mo hinh c6 kha nang giai th1cII1) tot moi1
quan hé gitra cac bién, dong thoi khang dinh
tinh h()p % va dang tin cdy cia mo hinh trong
viéc tien hanh kiém dinh gia thuyét & cac
bude tiép theo.

4.4. Phan tich tic dpng va kiém dinh cdc
gid thuyet

Cac gia thuyét duoc k1em dinh _bang
phuong phap bootstrapping vai 5000 1an lap
thong qua phan mém SmartPLS 3.0. Bang 6
trinh bay két qua kiém dinh, cu thé:

H3 (CV — CS): B =0.5753; p <0.001 —
tac dong dwong, 16n.
H4 (CV — CL): B=0.5841; p < 0.001 —
tac dong duong, 16m.
H5 (CS — CL): B =0.3425; p < 0.001 —
tac dong duong, trung binh
Nhu vay, cac gia thyyét duoc dé xuat trong
mo hinh nghién ctru déu ¢ ¥ nghia thong ké
va gia thuyét tong thé da duoc chap nhan.
Nghién ctru khing dinh rang nhan thuc cung
thai do cua khach hang - bicu hién qua chat
luong trai nghi¢m va gid tri cdm nhan - thai
do cam tinh thé hién ¢ sy hai long déu dong
gop quan trong trong viéc hinh thanh long
trung thanh khach hang v6i chudi. Cu the,
nhirmg khéach hang co trai nghiém tich cuc,
14 tr1 cam nhén dugce 1a t6t va cam thay hai
ong voi dich vu hay san pham s€ cO xu
huong quay lai mua hang, danh gia tich cuc
va gidi thiéu dén nguoi khéc.

Bang 7: Hé s6 dwong dan cia kiém dinh gia thuyét

Maiu goc Gia tri trung Do léch Thongké T | Gia tri P
binh ciia miu chuin
CS —> CL 0.3425 0.3418 0.0303 11.2987 0.0000
CV —>CL 0.5841 0.5839 0.0293 19.9218 0.0000
CV—>CS 0.5753 0.5759 0.0303 19.0020 0.0000
EQ —> CL 0.5302 0.5304 0.0283 18.7380 0.0000
EQ—> CS 0.4898 0.4901 0.0346 14.1721 0.0000

(Nguon: Két qua phan tich véi SmartPLS3)

K¢t qua phan tich xac nhan cd ndm quan
h¢ d€u c6 y nghia thong k€ cao. Dang chu y,
CV va EQ khong chi gia ting CS ma con tac
dong truc tiep manh dén CL; riéng CS cho
thay vai tro bo trg & muc trung binh doi véi
CL Két qua nhu sau:

H1 (EQ — CS): B =0.4898; p < 0.001 —
tac dong dwong, 16n - 6n dlnh

H2 (EQ — CL): B = 0.5302; p < 0.001 —
tac dong dwong, lon.

4.5. Phan tich tac dong bién trung gian

Két qua kiém dinh tdc dong gian ticp the
hién & Bang 7 cho thay Su hai long cua khach
hang dong vai tro trung gian c6 y nghia thong
ké tac dong cua %a tr1 cdm nhan cung long
trung thanh cua khach hang (Beta = 0.1970, t
=10.2303, p <0.001), song song v&i tac dong
cua chat lugng trdi nghiém téi long trung
thanh cua khach hang (Beta = 0.1677, t =
10.4228, p < 0.001).
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(Nguon: Két qua phan tich véi SmartPLS3)
Hinh 2: Keét qua nghién cuu

Nhu vay, chap nhan gia thuyét H6 va H7,
CS gilr vi thé trong gian c6 y nghia trong hai

duong dan: CV — CL (B_
va EQ — CL (B_indirect = 0.1677). Bleu nay
cho thay n6 luc nang trai nghiém va gid tri
cam nhan s& thuc day CL manh hon khi dong

thoi gia tang CS.

indirect = 0,1970)

5. Két luén

5.1. T. hio ludn két qua

Ket qua nghlen ctru cho thidy mo hinh dé
xudt phu hop v6i méd hinh goc cua
Kusumawati & Rahayu khi cac hé s6 duong
din déu dwong va c6 y nghia thong ké

(Kusumawati & Rahayu, 2020). Gidng
Bang 8: Két qua kiém dinh tic dong trung gian cu thé

Maiu goc | Giatritrung | DPdléch | Thong ké T | Gia tri P
binh ciia miu | chuin
CV—>CS —>CL 0.1970 0.1967 0.0191 10.3202 0.0000
EQ—>CS—>CL 0.1677 0.1672 0.0161 10.4228 0.0000

(Nguon: Két qua phan tich véi SmartPLS3)
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nghién ctru gbe, chat luong trai nghiém va gia
tri cam nhan tac dong tich cuc dén sy hai long
va su hai long tiép tuc anh huong manh dén
long trung thanh, khang dinh vai tro trung
gian cua su hai long trong mo hinh hanh vi
khéch hang

Tuy nhién, diém khac biét ndi bat so véi
nghién ctru cua Kusumawati & Rahayu ndm
2020, gia tri cam nhan co6 tdc dong truc tiép
dén long trung thanh manh hon tac dong
thong qua sy hai long (Kusumawatl &
Rahayu, 2020) Trong khi nghién ctu goc
nhan manh vai tro cua su hai long, két qua tai
Ha Noi cho thay khach hang dac biét Gen Z
- ngay cang uu tién gid tri cdm xuc, phong
cach song va hinh anh thu:ong hiéu. Diéu nay
ly g1a1 su “ban dia hoa” khac biét so v6i cac
md hinh quéc té& (Oliver, 1999; Pine &
Gilmore, 1999; Zeithaml, 1988), dong thot
phan anh xu hué’ng tiéu dfmg tai cac chuoi ca
phé hién dai, noi khong gian va ban sac
thuong hiéu quan trong khong kém chat
lugng san pham

Dong g6p hoc thuit cua nghlen clru nam o
viéc kiém chung va m¢ rong md hinh goc
trong bbi canh thi truong Viét Nam, lam ro
murc d6 manh - yéu cua cac quan hé va nhan
manh vai tro ndi trdi cia gia tri cam nhan d6i
v6i long trung thanh trong nganh F&B. Phan
tich theo nhom tudi cling mo ra huong tiép
can mai ve sy khac biét hanh vi gilra cac phan
khuc khach hang

Vé ham ¥ y. quan tri, cac chudi ca phé can wu
tién tang cuong gia tri cam nhan thong qua:
(1) thiet ké khong gian mang ban sac rd rang;
(2) tang tinh ca nhan hoa Jlrong dich vu; (3)
truyén thong nhat quin vé hinh anh thuong
hi¢u; va (4) duy tri chat luong trai nghiém 6n
dinh d€ cing c6 sy hai long. Cac giai phap
nay gitp doanh nghiép vira ning cao gia tri
cam nhan tic thoi vira gia tang cam két dai
han cta khach hang trong moi truong canh
tranh cao.

5.2. Két lugn

Nhu vay, cac chudi ca phé can trién khai
dong thoi ba nhom chlen lugc: nang cao trai
nghiém khach hang, t6i wu hoa gia tri cam
nhén va cing c6 long trung thanh. Day la

QUAN TRI KINH DOANH

nhitng yéu t tic dong qua lai va ciing nhau
tao nén nén tang phat trién bén viing cho
thuong hiéu.

Vé trai nghiém khong gian (EQ), ngoai
viéc duy tri chat luong san pham can chu
trong thiét ké moi tmong quan sao cho phu
hop vé1 cam xuc va nhu cau cua khach ¢ tung
thoi dlem Hé théng anh sang va 4m nhac nén
dwoc diéu chinh linh hoat theo khung gio
trong ngay va dac diém mua, nham tao ra bau
khong khi dé chiu va goi cam hing. Cach bo
tri cho ngdi cling can phan khu rd rang: khu
vyce yén tinh danh cho lam viéc hoac hoc tép,
khu am cung cho cac bu6i hen ho, va khu sinh
dong cho nhom ban gdp g&. Bén canh do, viéc
16ng ghép céc yéu to ban sdc dia phuong nhuy
tranh anh, chat li€u no6i that hodc moén do
trang tri ddc trung s€ gitip khach hang cam
nhan su khéac biét, ting kha nang nhén dién
thuong hi¢u va tao két noi cam xuc siu hon.

Vé gia trj cdm nhan (CV), cac chudi c6 thé
tan dung khung gio thip diém dé tung ra
combo wu di, dong thoi minh bach muc lgi
ich khach hang nhan dugc so voi gia goc. He
thong hoi vién nén duoc phan tang rd rang
dua trén tan suat mua hang, vé1 quyeén loi cu
thé cho  tirng cap d9, chang han tich dlem d6i
san pham, wu dai s1nh nhat hodc quyén dat
chd trugce. Ngoai ra, can khai thac dir liéu tiéu
dung dé dua ra g(n ¥ ca nhan hoa, chang han
gi6i thi€éu mén mai phu hop véi sé thich hodc
thoi quen cua ting khéch, tor d6 vua tang
doanh thu, vira tao cam gidc dugc cham soc
ddc biét.

Vé chat luong phuc vu (CS) doi ngu nhin
vién can duoc dao tao dé ap dung nguyén tac
“3 cham” ngay trong nhiing phﬁt dau tién
phuc vu: chao hoi than thién, go1 ¥ san pham
phu hop va nhac khach vé uu dai hién co.
Song song, can xay dung quy trinh tlep nhén
va phan hoi y kién khach hang trong vong 24
g10 qua ca kénh truc tlep lan truc tuyen nham
dam bao moi van d& déu dugc xur Iy nhanh
chong. Viéc nhan vién ghi nhé s& thich va
thoi quen goi mon cua khach quen dé chu
dong phuc vu cling 1a mot yéu td tao khac biét
veé chat lugng dich vu.
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Cudi cung, dé gitt chan khach hang trung
thanh (CL), chudi ca phé nén é&p dung
chuo’ng trinh ° g101 thiéu ban bé” hai chiéu,
giup ca nguoi giodi thiéu va ngudi duge gioi
thiéu deu nhan dugc loi ich. Cac su kién
cong dong nho nhu workshop sang tao,
dém nhac acoustic hay budi thir san pham
mai danh riéng cho hdi vién s€ giap khach
hang cam thdy minh thudc vé mot cong
dong Ngoal ra, hé thong thong béo tu dong
guri 161 moi quay lai kém vu déi nho sau 7-
10 ngay khong ghe quan c6 thé kich thich
hanh vi quay lai ma khong tao cam giac bi
lam phlen

Ham y quan ly sy két hop hai hoa gitra
viéc nang cao yeu to cam xuc va tham my
trong trai nghiém, t6i uu hoa g01 gia tri, ca
nhan hoéa dich vu va trién khai cac hoat dong
gitr chan dinh ky s& tao ra loi thé canh tranh
dai han cho cac chudi ca phe Viéc ap dung
ddng bo va theo ddi hiéu qua cua céc chlen
luge nay s€ giap thuong hi€u duy tri vi thé
trong thi truong F&B d6 thi day bién dong. ¢
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Summary

This study investigates the impact of expe-
riential quality (EQ) and perceived value
(PV) on customer satisfaction (CS) and cus-
tomer loyalty (CL) in café chains in Hanoi,
Vietnam. A survey of 459 customers was con-
ducted, and data were analyzed using PLS-
SEM with 5000 bootstrap samples. The
results reveal that EQ significantly enhances
PV and CS, while both EQ and PV, together
with CS, positively influence CL. Mediation
analysis confirms that CS acts as a critical
bridge linking EQ and PV to CL. The study
recommends that café chains focus on
enhancing emotional and spatial experiences,
optimizing the value customers receive rela-
tive to costs, and implementing loyalty pro-
grams to maintain and expand their customer
base. Beyond practical contributions to
Vietnam’s urban F&B sector, the research
offers new insights into generational differ-
ences in customer behavior.
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PHU LUC
STT| MA HOA CAC NHAN TO KHAO SAT
1 EQ CHAT LUQNG TRAI NGHIEM
1.1 EQI Chat lwong twong tdic
EQI1 Su tuong tac giita nhan vién va khach hang rat t6t
EQI2 Dich vu dugc cung cép bdi ddi ngii nhan vién than thién
EQI3 Céc nhan vién c6 k¥ ning tot
1.2 EQP Chit lwong moi tru’o‘ng vat ly
EQP1 Khoéng glan n01 chung rat t5t va hip din
EQP2 Tiéu chuén v& khong gian tai HOW Café kha cao va rat tbt
EQP3 Khong gian HOW Café phai thoai mai trong su6t qua trinh ban ghé thim
1.3 EQO Chit lwong két qui
EQOI1 Hai 1ong v&i moi thir duge cung cip
EQO2 Co duogc trai nghiém tuyét voi khi ghé tham
EQO3 Nhin chung dich vu rat tot
1.4 EOA Chiit lwong tiép cin
EQA1 Cam thay thoai mai vi khach khéng bi gidi han khéng gian
EQA2 Vi tri HOW Café c6 duong di thudn tién cho viéc di chuyén
EQA3 HOW Café c6 vi tri d& tim kiém
2 CV GIA TRI CAM NHAN CUA KHACH HANG
2.1 cvpP Gid
CVP1 Gi4 san phdm dugc dua ra phai ching
CVP2 Gi4 san pham tuong xtmg véi chit lugng san pham
2.2 CVB Loiich
CVBI1 Gi4 tri cam nhén khi ghé tham phu hop véi ky vong
CVB2 San phiam dugc cung cip duoc chip nhin rong rii
CVB3 Dich vu dugc cung cép duoc chép nhan tt
2.3 CVF Hy sinh
CVF1 Gié tri nhén dugc phai tuong xting véi su hy sinh da bo ra
CVEF2 Gié tri nhan thirc mang lai trai nghiém phu hop véi ky vong
3 CS SU HAI LONG CUA KHACH HANG
3.1 CSH Niém hanh phiic
CSHI1 To6i cam théy vui khi ghé tham HOW Café
CSH2 To6i cam thay hai 1ong voi san phdm duoc HOW Café cung céap
CSH3 T6i cam thiy hai long véi dich vu dugc HOW Café cung cép
3.2 [\Y S Sw mdn nguyén
CSCl1 T6i cam thiy ty hao vdi quyét dinh ctia minh
CSC2 T6i cam théy hai long vdi sy hién dién cia HOW Café
CSC3 Dich vu dugc HOW Café cung cép dat yéu cau
33 CSO Suw hai long chung
CSO1 Nhin chung, t6i cam thiy hai long v&i san pham va dich vu dugc cung cip tai HOW Café
Cs02 T6i cam thay qué hai long
CS03 T6i cam thiy hai 1ong véi trai nghiém khi ghé thim HOW Café
4 CL LONG TRUNG THANH CUA KHACH HANG
4.1 CLR Y dinh quay lai
CLR1 T6i s& thudng xuyén mua san phdm cia HOW Café
CLR2 Tb6i khong mudn chuyén sang cira hang café khac
CLR3 T6i s& ghé tham HOW Café thuong xuyén
4.2 CLW Loi truyén migng tich cuc
CLWI1 T6i chi dan ban bé ghé HOW Café
CLW2 Toi s€ dua ra phan hoi tich cuc vé HOW Café cho ban beé
CLW3 T6i s& dong gop ¥ kién tich cuc trén mang x3 hoi vé HOW Café
4.3 CLR Sw gidi thiéu
CLR1 Toi s€ gidi thifu HOW Café cho nguodi khac
CLR2 Toi goi cho moi ngudi HOW Café 1a mét dia diém nhu vy 13 uu tién hang dau dé ghé tham
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