MOI QUAN HE GIU'A SU THOA MAN, LONG TRUNG THANH VA MUA LAP LAI
DOI VOT SAN PHAM AO SO MI MAY SAN

Pham Vin Tudn*, Nguyén Pinh Toan**

Bai viét nghién ciru moi quan hé giita sw théa mdn, long trung thanh va hanh vi mua ldp lai,
trong d6 long trung thanh dwoc xem xét dwdi ba biéu hién sw cam két, sw tin twong va truyén miéng.
Mot nghién civu dinh lwong vé moéi quan hé giita sw thoa man, cdc biéu hién cia long trung thanh
va hanh vi mua lap lai da dwoc tién hanh nham xac dinh hudng, do lon cua moi quan hé trén.

Bai bdo nay sé trinh bay két qua nghién ciru thwe nghiém tai thanh phé Ha Néi va thanh pho Ho
Chi Minh tir thang 6/2013 dén thang 01/2014 nham kiém dinh mé hinh Iy thuyét ciing nhw cac gid
thuyét nghién ciru dwoe dé xudt. Két qua ciia cude nghién civu cho thdy sie thod man cé tac dong
tich cuwc dén cdc nhdn t6 cia long trung thanh la sw cam két, sw tin twéng va truyén miéng. Trong
do dg 1ém ciia moi quan hé giita sw théa man dén truyén miéng la Iém nhat (0.638) va yéu nhat la
sw tin twong (0.43). Twong tw vy truyén miéng ciing la nhdn 6 tac dong manh nhdt t6i mua lap
lai (0.773) va tin twong van la yéu té ¢6 anh hwong yéu nhat (0.533). Trong khi d6 sw tac dong tiv

sw thod man dén mua Idp lai ciing khéng lom (0.489).

Tiwr khoéa: Sy thoda man, long trung thanh, hanh vi mua lap lai, mbi quan hé.

1. Gidi thiéu

Long trung thanh cta khach hang luén la muc
tiéu theo dudi ciia cac nha quan tri ciing nhu 1a mdi
quan tdm cua cac nha nghién ctru boi loi ich ma
luong khach hang nay mang lai cho doanh nghiép.
Nghién ctru cua Frederick J. Reichheld & W. Earl
Sasser Jr (1990) da chi ra viéc duy tri dugc mot
luong 16n khach hang trung thanh theo thoi gian sé&
mang lai nhiéu loi ich 16n cho doanh nghi¢p, bao
gém: (i) Loi nhuan tir viée dinh muc gia cao; (ii)
Loi nhuan viéc truyén miéng, gidi thiéu dén khach
hang mdi; (iii) Loi nhuén tir viéc gidm chi phi quang
cdo, marketing; (iv) Loi nhudn tor viéc tang sb
lugng, tan sudt sir dung/mua sdm san phém theo thoi
gian. Piéu d6 ly giai tai sao trong cac thap ky qua
nguoi ta lai thuc hién nhiéu cudc nghién ciru ca
trong 1y ludn va thuc tidn dé tim ra cac bién phap
hiru hiéu tao dyng va duy tri long trung thanh cua
khéch hang.

Mic du nhiéu nha nghién ctru cho rang thoa méan
thi thuong dan dén trung thanh va trung thanh s&

dan téi mua lap lai (Dixon & cong su, 2005; C. For-
nell, 1992; Hallowell, 1996; Heitmann & cOng su,
2007). Nhung sb khac lai cho riang thoa mén it lién
quan dén trung thanh hay mua l3p lai (R. I. Oliver,
1999; Suh & Yi, 2006).

Mbi quan hé giira sy thoa méan va long trung
thanh ciing chua duoc khing dinh mot cach rd rang.
Olsen (2007) chi ra rang mbi quan hé gitta su thoa
mén va 10ng trung thanh thay ddi theo ting linh vuc
va d6 manh cua mbi quan h¢ trén cé thé bi anh
huoéng boi nhiéu yéu td bao gdm cam két, niém tin
hodc mirc d6 gin két ctia nguoi tiéu dung.

Di c6 nhidu nghién ctru cia cac tac gia trén thé
gidi vé moi lién két gitta long trung thanh va hanh
vi mua 1ap lai. Cau héi dugc dat ra ¢ day 1a li¢u long
trung thanh c6 dan dén hanh vi mua lap lai? Hay
long trung thanh ctua khach hang dat & mtrc d6 nao
thi khach hang s€ mua ldp lai hay c6 y dinh mua lap
lai? Pay 1a van d& ma bat c nha nghién ciu va
doanh nghiép nao ciing mudn tim 10i giai dap. Muc
dinh chinh cta nghién ciru nay la xay dung mé hinh
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va kiém dinh mbi quan hé giita 1ong trung thanh
(thong qua 3 biéu hién : cam két, tin tudng va truyén
miéng) voi sy thod man va hanh vi mua 1dp lai.

2. Khung 1y thuyét

Moi quan hé giiva long trung thanh va sw thod
man

Nghién ctru nay xem xét ba khia canh cta long
trung thanh: Sy cam két, su tin tudng va truyén
miéng voi sy thod man.

Oliver (1999) da chi ra 6 loai quan hé¢ gitta su
thoa man va su trung thanh. Nhitng mbi quan hé nay
dugc phat trién dua trén cac khia canh khac nhau
cua sy théa man va long trung thanh. Cé quan niém
cho rang sy thoa man va long trung thanh 1a hai mat
khac nhau cta cung 1 khai niém. Quan ni¢m khac
lai cho rang hai nhan t6 nay hoan toan cach biét véi
nhau. Mbi quan hé gitra sy thoa man va 1ong trung
thanh van tiép tuc dugc nhiéu tac gia nghién ctru va
van chua dwa dén thong nhit cudi cung.

Hai dong quan diém xuat hién khi danh gia cac Iy
thuyét vé mdi quan hé su théa min —long trung
thanh 1a: Quan diém déu tién coi sy thoa man 1a
dong luc chinh cua long trung thanh (Dixon & cong
su, 2005; Fornell 1992; Heitmann & cong su 2007)
nhan dinh sy thoa man anh huéng mot cach tich cuc
t6i 1ong trung thanh, sy sdn sang giGi thi¢u va truyén
miéng. Hon nira, sy thoa man anh hudng téi nhitng
lwa chon trong tuong lai cta nguoi tiéu dung, diéu
nay gilp cai thién kha nang gilr chan nguoi tiéu
dung. Nguoi tiéu dung trung thanh vi ho dugc thoa
man, va mudn tiép tuc mbi quan hé d6 v6i doanh
nghiép.

Trudng phai quan diém thir hai cho rang, sy thoa
man c6 thé anh hudng mot cach tich cuc dén long
trung thanh nhung ban than n6 van chua du dé hinh
thanh long trung thanh (Oliver, 1999). Céac hoc gia
nay phan bién lai ring mic di nguoi tiéu dung dugc
théa man that sy nhung sy thoa man nay khong
hoan toan chuyén thanh 1ong trung thanh. Sy thoa
min nay duoc coi nhu bude cin thiét trong viée
hinh thanh long trung thanh nhung no c6 it y nghia
néu 1ong trung thanh xuat phat tir cic co ché khac.
Mot sb nha nghién ctru nhu Reichheld & cdng su
(2000); Suh & Yi (2006) cong bd nghién ctru cho
thdy cho du ngudi tiéu ding théa mén nhung ho van
bi hdp dan boi mot s yéu t6 tinh hudng nhu phiéu
giam gid, giam gia ctia d6i thi canh tranh. Do do, su

thoa man c6 thé khong phai 1a yéu t6 dong vai tro
du doan long trung thanh.

Céc nha nghién ctru xem xét long trung thanh la
mot dang hanh vi (Dixon & cong su, 2005; R. L.
Oliver, 1999; S. O. Olsen, 2002; Reichheld & cong
su, 2000), trong khi mot s6 khac lai nhin nhéan né 1a
mot hinh thai thai do va cac biéu hién cua no cling
la nhiing thai d§ (Bloemer & Kasper, 1995; Butcher
& cong su, 2001). Su khac nhau gitra nhitng quan
diém nay 1a do 1ong trung thanh duoc xem xét dudi
nhiéu goc do khac nhau va mdi goc do s& dan dén
mot dang biéu hién cua long trung thanh. Rauyruen
& Miller (2007) d& xuét bén yéu t6 quyét dinh long
trung thanh bao gom cac yéu to cam két, tin tudong
va su thoa man. Long trung thanh thuong hiéu duoc
dinh nghia nhu la sy cam két gén két voi mot
thuong hi¢u voi thai d tich cuc. Morgan & Hunt
(1994) cho rang cam két doi hoi nguoi tidu ding
phai nd lyc duy tri mbi quan hé véi nha cung cap.
Sy tin tuong dugc xem la nén tang cia long trung
thanh. Tin tudng cung cap su tin cdy vé chiic ning
vi n6 dem lai cho nguoi tiéu dung cam giac dam
bao. Sy tin tudng giita nguoi tiéu dung va ddi tac
thuong mai dong vai tro quan trong trong viéc xay
dung su gén két 1au dai. Su truyén miéng tich cuc
dugc xem 1a mot nhan t6 quan trong ctia long trung
thanh, khi khach hang trung thanh, ho s€ tinh
nguyén truyén ba cho san pham hay dich vy d6. Do
do, gia thuyét nghién ctru sau dugc dé xuat.

HI. Sy théa man va cam két c6 méi quan hé tich
cuee, thudn chiéu

H?2. Sy thoa man va sw tin tuong co moi quan hé
tich cuc, thudn chiéu

H3. S théa man va truyén miéng cé moi quan hé
tich cue, thudn chiéu

Mobi quan h¢ giita long trung thanh va hanh vi
mua lap lai

D3 c6 rat nhidu nghién ciru 1ong trung thanh dudi
quan diém coi 10ng trung thanh 13 mot hinh thai tim
1y, con mua lap lai la biéu hién hanh vi. O khia canh
nay, khach hang thuong duy tri méi quan hé va cam
két v6i nha cung cép trong mot thoi gian dai, va cho
réng hanh vi mua lap lai thuong dugc xem nhu mat
chi bao cua long trung thanh (Butcher & cong su,
2001). Tuy nhién, thyc tién da cho thiy khong phai
khach hang trung thanh thi s& din dén mua lap lai va
ciing khong phai mua lap lai cao thi trung thanh. O
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mdt vai nghién ctru trude day dugce tién hanh ca &
trong va ngoai nudc, cac tac gia cho ring mua lip
lai 1a mot trong nhitng biéu hién cua long trung
thanh, tuy nhién trong bai viét nay tic gia s& nghién
ctru mua l3p lai véi vai tro 1a mot nhén t6 riéng biét,
c6 quan h¢ chit ché véi long trung thanh.

Mahony & cdng su (2000) cho rang cam két dai
dién cho mot dinh hudng tinh cam thai d6 tich cuc
chung ddi v6i mot ddi tac boi nhirng loi ich ma bén
kia mang lai. Néu cam két tinh cam cua khach hang
1a cao thi n6 s& mang lai mong mudn va dong luc dé
tiép tuc duy tri mdi quan hé. Vi vay, hanh vi mua c6
nhiéu kha ning duoc bit ngudn tir cam xuc, niém
vui lién quan trong mdi quan hé, tir d6 nay sinh
mong mudn duge duy tri, phat trién né. Nghién ctru
2009 da chi ra bién tin tuong va truyén miéng 1a giai
doan trung gian dnh huong dén viéc hinh thanh y
dinh, hanh vi mua ldp lai trong nganh thuong mai
dién tr tai hai nudc Quata va Malaysia. Sy tin tudng
dugce xem nhu 1a mot trong nhirng yéu t6 then chdt
trong mbi quan h¢ tbt dep gitra cac bén va dugc xem
nhu 12 mot chiéu cua 10ng trung thanh (Morgan &
Hunt,1994). Truyén miéng (WOM) duoc xem nhu
1a viéc chuyén thong tin cho nguoi khac vé kinh
nghiém va su trai nghiém mua sam, st dung v6i mot
san phém hodc dich vu (Kirby va Marsden, 2006).
WOM c6 mot vi tri quan trong trong dinh hinh hanh
vi, thai d0 va tao dung su trung thanh khach hang.
Su giao tiép sau mua cua khach hang hodc hanh vi
WOM dugc xem la hinh thanh tor viéc hai long/
khong hai long khi tiéu thu. Nhiing gia thuyét sau
duoc dua ra:

H4. Sy cam két c6 méi quan hé chat ché voi mua
lap lai

H5: Su tin twong co moi quan hé chat ché voi
mua lap lai

H6. WOM ¢6 méi quan hé chat ché voi hanh vi
mua lap lai

Moéi quan h¢ giva Sw thod méan (STM) va mua
lap lai (MLL)

Howard & Sheth (1996) 1a nhitng nha nghién ctu
dau tién vé hanh vi khach hang nhim kham pha médi
quan hé gitra y dinh mua [3p lai va muc do thda
man. Rauyruen & Miller (2007) coi thoda man [a mét
dAu hiéu cua viéc mua 1ap lai.

Oliver (1999) ciing chi ra rang sy thoa min hay
khong thoa mén s& co két qua cam xuc khac nhau va
tu d6 s€ anh huong t6i hanh vi mua lap lai khac
nhau. Hon nita, quan hé sy thod man - mua lap lai
c6 thé bi chi phdi boi dic trung khach hang. Du su
thoa man 1a nhu nhau nhung van tdn tai khac biét
dang ké vé hanh vi mua lip lai do sy khac nhau vé
tudi, hoc van, tinh trang hon nhan, giéi tinh, khu vuc
cu tr, phong cach song/16i séng khac nhau. Tir
nhitng 1ap luan trén, tac gia dua ra gia thuyét:

H7: S théa man ¢é méi quan hé voi hanh vi mua
lap lai

Mo hinh nghién ciru

Tur viéc phéan tich 1y thuyét dé dua ra cac gia
thuyét, tic gia da h¢ thong thanh mé hinh nghién
ctru (Hinh 1).

3. Phwong phap nghién ctu

Nghién ciru dugc tién hanh théng qua hai budc 1a
diéu tra so bd va diéu tra chinh thirc. Trong do, diéu
tra so bd gém ¢6 diéu tra so b dinh tinh va diéu tra
so bd dinh lugng, budc hai la tién hanh diéu tra dinh
luong chinh thuc. Cu thé, trong diéu tra so bd dinh
tinh, tic gia da tién hanh phong van chuyén sau va
phong van nhom tap trung cic chuyén gia nhim
hoan thién thang do nhép 1 va tao ra thang do nhap
2. Tiép d6, cudc diéu tra dinh lwong so bd duoc tién

Hinh 1: M6 hinh nghién ctru
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hanh v&i mau nghién ctru 14 200 phan tir va két qua
thu vé& 146 phan tir (N=146), nham kiém dinh hé sb
tin cy ciia cac thang do bang hé sb tin cay Cron-
bach Alpha va EFA va loai di cac bién quan sat
khong dat tiéu chuan.

Sau d6, bang cau hoi nghién ctru hoan chinh duoc
dua vao diéu tra dinh luong chinh thic tai Ha Noi
va thanh phd H6 Chi Minh tir thang 6/2013 dén
thang 1/2014. Tong thé ddi twong cia cudc nghién
ctru thuc chat 13 toan bo nhitng khach hang c6 nhu
ciu su dung 40 so mi, ho thudc moi Ira tudi, noi
sinh séng, nghé nghiép khac nhau. Tir hai thanh phd
ndy, tic gia s& lya chon mau nghién ctru phu hop.
Dbi tugng mau 1a khach hang trén 18 tubi mua 40 so
mi may san. Tién hanh phong van khach hang tai
cac khu vuc quén huyén theo ti I¢ dan cu hop ly.
Trong d6, két qua mau nghién ctru c6 cac dic diém:
gidi tinh nam 58% nit 42%. 5 nhom do tudi ( 18 —
24,25- 34, 35-44, 44 -54, 55-64). Mo hinh do luong
gd6m 31 quan sat theo nguyén tic t6i thiéu ctr 5 phan
tir cho 1 bién do luong (Bentler & Chou, 1987). Do
d6 s6 mau ban dau tinh toan 1a 22*5=110 phan ti.
Tuy nhién dé tang do tin cay cho cudc nghién cuu,
trong nghién ctru ndy tac gia du dinh thu thap mau
v6i quy md 1000 phan tir (n = 1000) va két qua thu
vé 1a 730 phan tir (bang hoi). Sau khi sang loc va
loai bd cac phiéu khong hop 1€, tac gia st dung 615
phiéu hop 1¢ dé diung trong xur 1y phan tich chinh
thirc. D& kiém dinh cac md hinh thang do va mé
hinh 1y thuyét. Tac gia sir dung phuong phap phan
tich cdu trac tuyén tinh SEM (Structural Equation
Modeling). Cu thé kiém dinh théng qua cic budc
sau:

(1) Banh gia so b thang do va dg tin cdy cua cac
bién do luong bang hé sé Cronpback alpha va do gia
tri bang phan tich nhan t6 kham pha EFA
(Exploratory Factor Analysis).

(i) Str dung k¥ thuat phan tich nhan t5 khang
dinh CFA (Confirmatory Factor Analysis) nham dé
kiém nghiém chat ché tinh don nguyén, do tin cay
téng hop, do gia tri (hoi tu, phan biét ) cua cac nhan
t6.

(iii)) Phan tich ANOVA (Analysis Of Variance)
nham kiém dinh cac gia thuyét mo hinh cau trac va
d6 phu hop tong thé md hinh.

4. Két qua nghién ciru

4.1. Danh gia thang do so bg

Str dung phan mém SPSS 18.0, tac gia da rat ra
két qua phan tich do tin cdy cua thang do (Cronbach
Alpha) va két qua phan tich nhan t6 kham ph4 EFA
(Exploratory Factor Analysis) da goi y loai di mot
s6 bién quan sat dé gitip cac thang do dénh gia chinh
x4c hon céc khai niém. Tiéu chuan kiém dinh la h¢
s6 Cronbach Alpha >=0,6 (Hair va ctg) va phuong
sai trich 16n hon 50%. Két qua cu thé dugc tong hop
trong Bang 1.

4.2. Phén tich nhan t6 khang dinh (CFA)

Sau khi danh gia so bo thang do, tac gia tiép tuc
sir dung phan mém AMOS phién ban 18.0 dé tién
hanh phan tich nhan t6 khang dinh CFA (Confirma-
tory Factor Analysis) cac thang do khai niém, kiém
nghiém d6 phu hop ctia mé hinh 1y thuyét va kiém
dinh cac gia thuyét. Tiéu chuan kiém dinh duoc st
dung gdm c6: Chi-square didu chinh bac ty do
(CMIN/df); chi s6 GFI (Goodness of Fit Index); chi
sO TLI (Tucker & Lewis Index); Chi s6 CFI (Com-
parative Fit Index); chi s6 RMSEA (Root Mean
Square Error Approximation). Mo hinh dugc coi la
phu hop khi kiém dinh Chi-square ¢ gia tri P >
0,05. Tuy nhién, Chi-square c6 nhugc diém 14 phu
thudc vao kich thudc mau nghién ciru. Khi kich
thudc ciia mau cang 16n thi Chi-square cang 16n do
d6 lam giam muc d9 phu hop ctia mo hinh. Boi vay,

Bang 1: Tong hop d tin ciy va tong phwong sai trich ciia cic thang do

S6 bién H¢ s6 tin cdy tong hop Tong ST
STT | Thang do quan sat (Cronbach Alpha) phwong sai trich Ketluan
1 | Camkét (CK) 7 0,897 62,52% Céc thang
2 | Tin tuong (TT) 3 0,904 84% do déu dat
3 | Truyén miéng (WOM) 4 0,852 69,37% do tin cay
4 | Sy thoa méin (STM) 5 0,805 56,42%
5 | Mua ldp lai (MLL) 3 081 72,51%
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Biang 2: Két qua kiém dinh CFA cac thang do.

STT | Tiéu chi Su théa mian Long trung thanh Mua lap lai
1 Chi-square/df 4,052 4,523 3,988
2 GFI 0910 0,931 0,901
3 TLI 0,928 0,944 0,923
4 CFI 0,940 0,955 0,935
5 RMSEA 0,071 0,076 0,070

bén canh P-value, cac tiéu chuin dugc st dung la
CMIN/df ,trong mot s nghién ctru thue té ngudi ta
phan biét ra 2 trudng hop : +2/df < 5 (véi mau N >
200); hay < 3 (khi ¢c& mau N < 200) thi m6 hinh
dugc xem 1a phu hop tot (Kettinger & Lee, 1995).
Trong nghién ciru nay do s6 mau nghién ctru cua tac
gia N = 615(N >200) nén tac gia sé st dung tiéu
chudn cua Kettinger & Lee (1995) chip nhan
CMIN/df <5; GFI, TLI, CFI > 0,9 (Bentler &
Bonett, 1980); RMSEA < 0,08. Két qua phan tich
CFA cac thang do trén dugc trinh bay trong Bang 2:

Béng 2 cho thay cac chi s6 GFI, AGFI, CFI déu
c6 gia tri 16n hon 0.9; Chi — Square/df <5 va RMEA
<= 0.08 ching t6 m6 hinh phu hop voi dit lidu thi
truong.

4.3. Kiém dinh mé hinh ly thuyét

Sau khi hoan thién danh gia cac thang do, tac gia
d3 tién hanh kiém dinh mé hinh Iy thuyét:

Két qua kiém dinh mé hinh 1y thuyét (hinh 2)
dugc thé hién trén hinh: Chi-square/df=3,511;
GFI1=0,906; TLI=0,929; CFI=0,940; RMSEA (Root

Hinh 2: Két qua kiém dinh mé hinh nghién ciru li thuyét (chuin héa)
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Chi-square = 688,084 ; df = 196 ; P =,000;
Chi - square/df = 3,511;
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RMSEA =,064
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Bang 3: Két qua kiém dinh méi quan h¢ (hé sé hdi quy chuin hoa)

Mdi quan hé Estimate S.E. CR. P Label
Cam ket <--> | Suthoa man 514 ,052 9,903 Hk
Tin tuong <--> | Suthoa man 434 ,049 8,854 Hk
Truyen mieng |<--> | Suthoa man ,638 ,063 10,062 ol
Tin tuong <--> | Mua lap lai 533 ,060 8,918 Hk
Cam ket <--> | Mua lap lai ,672 ,062 10,790 Hk
Truyen mieng |<--> | Mua lap lai 173 ,074 10,481 Hk
Su thoa man <--> | Mua lap lai ,489 ,052 9,442 Hkk

Trong do: Estimate: gid tri wéc lwong trung binh; SE: sai léch chudn; CR: gid tri téi han; P: mikc y

nghia; ***: p < 0,001.
Mean Square Error of Approximation) =0,064,
ching t6 mé hinh c6 do phu hop cao thich hop voi
dir liéu cua thi truong.

Ngoai ra két qua wdc luong cho ta thay cac mbi
quan hé déu c6 y nghia théng ké (P < 5%), cu thé
xem bang 3.

Bén canh d6, bang 3 cho théy, trong ba nhén to
Cam két, Tin tuong va Truyén miéng thi Truyén
miéng co tac dong tich cuc dén sy thoa man nhat
(0,638) con Tin tudng co tac dong it hon ca so voi 3
biéu hién cua long trung thanh (0.43). Truyén miéng
1a nhén t6 anh hudng tich cuc dén Mua lap lai nhét
(0.773) con sy thoa man lai 1a nhan té anh huong it
nhat dén mua lap lai (0.489).

4.4. Kiém dinh cdc gia thuyét nghién civu

Két qua udc luong & bang 3 chi ra rang, cic trong
s6 vé mbi quan hé déu mang diu dwong va cé y
nghia thong ké (P <= 0,05). Chiing t6 rang;

Su thoa man véi mot thuong hiéu 4o so mi may
san ¢6 mdi quan hé dwong véi su cam két, sy tin
tudng va truyén miéng (H1 =0,514, H2 = 0,434, H3
=0,638).

Su cam két, tin tuong va truyén miéng voi mot
thwong hiéu 40 so mi may sin c6 mdi quan hé
duong véi mua lap lai thuong hig¢u d6 (H4 = 0,672,
H5 = 0,533, H6 =0,773).

Su théa man v6i mot thuong hi€u 40 so mi may
san mdi quan hé duong voi mua lap lai thwong hiéu
do (H7 = 0,489).

Toém lai cac gia thuyét H1, H2, H3, H4, H5, H6,
H7 déu duoc chép nhan.

5. Ban luin va han ché nghién ciru, goi y cho
huéng nghién ciru tiép theo

Ban lugn va ham y cho cdc nha quan tri

Dong gop cua nghién cuu nay la xay dung mo
hinh 1y thuyét, kiém dinh cac giai thuyét va hiéu
chinh thang do, tir d6 hinh thanh thang do méi trong
linh vyc thoi trang tai Viét Nam. Trong d6 dang chu
¥ 1a : Yéu to truyén miéng 1a nhén té tac dong 1on
nhat 1én su thoa man (0.638) va hanh vi mua lap lai
(0.773) so véi cac biéu hién khac nhu tin tudng va
cam két. Su tac dong truc tiép tr su thoa man dén
hanh vi mua Idp lai la thép (0.489) so voi su tac
dong gian tiép thong cac biéu hién cua long trung
thanh.

Ngay nay, voi sy thay d6i nhanh chong cia thi
truong va nhu cdu nguoi tiéu dung ngay cang doi
hoi cao hon, k¥ tinh hon vé san pham. Do d6 doanh
nghiép can xac dinh rd vu diém va nhuoc diém cua
marketing truyén miéng, né 1a nhan té thé hién rd
nhit vé mirc d9 long trung thanh ctia khich hang.
Chinh vi vay cac doang nghiép st dung marketing
truyén miéng nhu mot cong cu truyén thong bang
cach (1) marketing dén nhimng nguoi anh hudng, (2)
thong qua cac hoat dong quan hé cong ching (PR)
va dua ra cac thong diép 16i cudn sy chi y va dua ra
cac ¥ tuong dé st dung trong marketing truyén
miéng nhim lan truyén (viral) no toi khach hang
muc tiéu, diéu nay kha dung & thi truong Viét Nam,
khi nguoi tiéu dung c¢6 tam ly “ dam dong” .

Nhin chung, sy tac dong tir sy thoa man toi long
trung thanh va hanh vi mua l3p lai ¢éu dwong thuin
chiéu, nhung khéng phai tt ca mdi quan hé déu co
¥ nghia du manh. Diéu nay ham ¥ hanh vi ciia nguoi
tiéu dung trong thi trudng thoi trang 1a phire tap, can
¢6 nhirng chién lugce va chién thuat marketing bai
ban. Két qua nghién ctru nay sé 1a co s& dé cac nha
quén tri biét 1am thé nao dé lam gia ting long trung
thanh ctia khach hang va déc biét 1a nhan t6 nao thuc
day hanh vi mua ldp lai & d6i twong khach hang nay.
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Han ché va huwéng nghién citu twong lai

Thit nhdt, Mau nghién ctu, tic gia moi chi
nghién ciru tai hai thanh ph6 Ha Noi (Mién Béc) va
Thanh phdé HO Chi Minh (Mién Nam), san phim
nghién ctru 1a 40 so mi may san. Cac mau nghién

vi mua lap lai. Cac muc d9o, biéu hién cua long trung
thanh néu dugc mo rong sé 1am rd hon méi quan hé
trén, day cling 1a mot hudng nghién ciru trong tuong
lai ma tic gia mong mudn phat trién tiép.

Thit ba, cac yeu to truyén miéng dugc xem xét la

ctru khac nhau vé dia ban va dong san pham c6 thé
c6 long trung thanh khac nhau, méi quan h¢ gitra su
thoa man va hanh vi mua ldp lai khac nhau

tich cuc va sy thoa man ¢ day la sy thoa man chung,
su thoa mén tong thé. Cac yéu tb truyén miéng tiéu
Thir hai, chi c6 ba mitc do cua long trung thanh  C¥€ va sy thoa man timg phan trong cic giai doan
dugc nghién ctu (cam két, tin tudng va truyén
miéng) trong moi quan hé vdi sy thoa man va hanh

mua khac nhau khéng dugc chi ra trong nghién ctu
nay.(J
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The relationship between satisfaction, loyalty and purchase behavior of consumer for shirt product
market in Vietnam

Abstract:

The purpose of this article is to investigate the relationship between customer loyalty, satisfaction, repur-
chase in order to attempt to resolve the mixed views on these concepts. Because of complicated in loyalty s
definition, loyalty are viewed under three dimensions of commitment, trust and word of mouth. A quantita-
tive review of loyalty-satisfaction-repurchase constructs was conducted to identify the strength, direction
of the researched relationships in Ha Noi city and Ho Chi Minh City from 6/2013 — 1/2014. The results
demonstrate that loyalty s dimensions and satisfaction indicate strong positive relationship. The strength of
relationship between satisfaction and words of month is the biggest (0.638) and the weakness is satisfac-
tion-trust (0.43). Words of mouth and repurchase indicate the strongest positive (0.773) and the weakness
relationship is trust-repurchase (0.533). Repurchase and satisfaction display a complicated relationship,
which confirmed the view that satisfaction does not explain repurchase behavior. This study provides value
to managers dealing with customer satisfaction, loyalty, and repurchase by presenting a detailed overview
of these concepts and relationship between them.
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