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Tém tit:

Muc dich ciia nghién ciru nay la lwot khao va dé xudt cac nghién civu trong lién quan dén moi
quan hé thoa man-long trung thanh trong marketing. Nghién curu nay dwa vao hon 50 bai bao
ddang trén cdc tap chi hang dau trong linh viee marketing trong hon ba thap ky qua. Két qua cho
thdy rang moi quan hé théa man-long trung thanh dwoc dé nghi la cing chiéu. Tuy nhién, moi
quan hé nay ¢ thé la tuyén tinh hodc phi tuyén phu thudc vao ban chat, cdch tiép cdn do lwong
va dinh nghia vé théa mén va long trung thanh. Hon nita, moi quan hé nay bi danh huéng béi cdc
bién diéu tiét, trung gian va cdc bién khdac. Nghién ciru trong twong lai nén kiém dinh cdc tién té
khdc bén canh théa man, va sir dung cdc tiép cdn khdc nhau dé dinh nghia théa man va long
trung thanh nham gidi thich tot hon long trung thanh ciia khdch hang. Cac dang ham thé hién
méi quan hé khdc nhau ciia moi quan hé théa man-1ong trung thanh, cac bién diéu tiét va trung
gian ciing nén dwoc kiém dinh tach roi hodc két hop nham lam sang té ban chdt phire tap ciia
méi quan hé nay.

Tir khéa: Moi quan hé thoa man-trung thanh, phi tuyén, bién didu tiét, trung gian.

The satisfaction—loyalty relationship in marketing: a critical review and future research
Abstract

The purpose of this study is to critically review and to recommend future research for the satis-
faction-loyalty relationship (SLR) in marketing. The paper is based on over 50 papers published
by top peer reviewed journals in marketing throughout the world over the past three decades.
The results show that the SLR is suggested to be positive. However, this relationship could be lin-
ear or nonlinear depending on the nature, the different approaches of measure and definition of
satisfaction and loyalty. Moreover, the relationship is affected by many moderators, mediators
and other variables. Future research should extend to test other antecedents besides satisfaction
and to use different definitional approaches of satisfaction and loyalty to explain loyalty. Differ-
ent functional forms of the SLR, moderators and mediators are also recommended to test in a
separate or combined approach to shed light the complex nature of this relationship.

Keywords: The satisfaction—loyalty relationship, nonlinear, moderators, mediators.

1. Gi6i thi¢u

Méi quan hé giita su thoéa man cia khach hang va
long trung thanh da dugc thao luan hodc khao sat tur
nhiéu quan diém 1y thuyét khac nhau trong hon ba
thap ky qua (Oliver, 2009). Thong thudng, mdi quan
hé thoa mén-1ong trung thanh duoc coi 1a tuyén tinh
va cung chiéu (Bove & Johnson, 2006; Zeithaml &

cong sy, 1996). Tuy nhién, cac nha nghién clru quan
sat thiy rang cuong d6 mdi quan hé thoa mén-long
trung thanh chi tir thap dén trung binh (Gustafsson &
cong su, 2005; Mittal & Kamakura, 2001). biéu nay
dan dén that bai trong viéc giai thich mot cach day
da ly do tai sao ty I¢ khach hang théa man nhung
quay lai thap, cling nhu c6 nhiéu khach hang khong
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hai long nhung 6 lai (Seiders & cong su, 2005).

No6i chung, mbi quan hé théa man-long trung
thanh 14 rat phic tap vi n6 lién quan dén nhiéu dang
ham quan hé, xuat phat tir cic dinh nghia khac nhau
trong khai niém 14n véan tri vé thoa man va long
trung thanh (long trung thanh), tir tic dong cua cac
bién diéu tiét, bién trung gian, va cac bién s6 khac
c¢6 kha ning dy bao long trung thanh t6t hon thoa
man (Bloemer & Kasper, 1995 ).

Muc dich chinh cua nghién ctru nay la lugt khao
va dé xuat cac dinh hudng nghién ciru nham cung
cdp mot birc tranh tong quat hon vé mdi quan hé
thoéa man-long trung thanh.

2. Phuong phap nghién ciru

Nghién ctru nay dua vao hon 50 bai bdo dugc
xudt ban boi cac tap chi thudc linh vuc marketing
trong hon ba thap ky qua. Vi¢c tap hop tai liu dua
vao cac ngudn nhu PsycINFO, 1987-2013; Social
Science Citation Index, 1972-2013; va ABI/Inform,
1971-2013, st dung cac tur khoéa: théa man, long
trung thanh, bién trung gian, bién diéu tiét, quan hé
phi tuyén va tuong tac. Buc dau, qua trinh tim
kiém nay da cung cip hon 120 bai béo. Tuy nhién,
con sb nay sau d6 di duoc rat giam bang cach loai
bo nhitng bai bao co tinh 1ap lai, hodc dugc cong bd
béi cac tap chi xép hang thip. Tuy nhién, vi chi c6
mot it bai bao lién quan dén cac nén kinh t& méi ndi
nhu Viét Nam, nén chung dugc giir lai d phan tich.

3. Két qua, thao ludn va dé xuit nghién ciru

3.1. Céc cdch tiép cin vé khdi nigm-do lwong sw
thoa man va long trung thanh

Su théa man dugc dinh nghia va do luong theo
nhiéu cach khac nhau trong vong 50 nim qua. Trong
nhitng cong trinh dau tién vé tdm Iy nguoi tiéu
dung, thoa man dugc dinh nghia va do luong nhu
mét cdu trac thai do téng quat (Hunt, 1977). Gan
day, Johnson & cong su (1995) mo6 ta hai khai niém
co ban vé thoa man lién quan dén mot giao dich cu
thé va tich liy theo thoi gian. Gan hon, Oliver
(2009) phat trién dinh nghia méi nhat vé thoa man
dudi goc do mot cau trac tong hop rang thoa man 1a
“nhiing phan tng dap ung lai cia nguoi tiéu dung
thé hién muc d6 hai long hay bat man dbi véi mot
d6i twong dugc danh gia” (28).

Tuong tu, long trung thanh co thé duoc dinh
nghia va do luong bang nhidu cich khac nhau,
nhung tyu trung duoc chia thanh ba cach: trung
thanh hanh vi, trung thanh thai 46 va két hop ca hai

khia canh hanh vi va thai d6 (Dick & Basu, 1994;
Jacoby & Chestnut, 1978). Gan hon, Oliver (1999)
d3 phat trién 4 thang bac cia 1ong trung thanh dwa
trén khung 1y thuyét thai do - dong co - hanh vi, ma
cho rang ngudi tiéu dung trai qua cac giai doan phat
trién 1ong trung thanh khac nhau tir nhan thic, dén
tinh cam, dong co va cudi cing 13 trung thanh hanh
vi mua hang lai.

Tuy nhién, sy phan biét giita 3 cach tiép can va 4
thang bac trung thanh 1a khong rd rang do mét s6
nghién cuu su dung y dinh lam dai dién cho hanh vi
thuc té, trong khi cac nghién ctru khac xac dinh y
dinh nhu thai do, tir 46 nay sinh mot sb van dé can
xem xé&t. Cac khia canh trung thanh nén dugc ddi xur
khac nhau vi chiing c6 cac tién t6 va két cuc khac
nhau (Lam & cdng su, 2004). Hon nira, vi tdn tai
céc cach tiép can dinh nghia va do ludng khac nhau
lién quan dén ca thoéa méan va long trung thanh, do
d6 mbi quan hé thoa man-long trung thanh c6 thé
thay d6i tiiy thudc vao mdi cach tiép can, va cac
nghién ctru cin tudn thu nguyén tic twong thich
(Olsen, 2007). Piéu nay yéu cau d6i twong duoc
danh gia can dugc xéac dinh & cung cip (ching han,
cho mot san phrflm cu thé), cung hanh dong (mua
hoic tiéu thu), cing bdi canh (trong mét siéu thi) va
khung thoi gian (trong mot tudn hodc thang).

3.2. Cdc dong nghién ciru khic nhau vé moi
quan hé thoa man-trung thanh

Céc nghién ctru lién quan dén mdi quan hé thoa
mén-1ong trung thanh c¢é thé dugc chia thanh ba
nhom. Nhom thtr nhét tip trung cung cip bang
chimg khing dinh mdi quan hé thoa man-long trung
thanh 14 cing chiéu. Nhom thtr hai khéo sat cac
dang ham khac nhau thé hién ban chét phi tuyén, va
nhom cudi ciing tap trung vao cac bién s6 diéu tiét
va trung gian trong mdi quan hé théa man-long
trung thanh.

3.2.1. Cdch tiép cdn cdc tién t6 bo sung

Su théa min duge xem nhu 1a mot tién td truc
tiép nhat dan dén long trung thanh dya trén gia dinh
rang moi quan hé théa man-1ong trung thanh 1a cting
chiéu va rit manh (Anderson & Sullivan, 1993).
MQH gitta théa man va céac khia canh khac nhau
cua long trung thanh nhu khuyén nguoi khac cung
mua, san sang tra thém tién (Zeithaml & cong su,
1996), chéng lai sy chuyén ddi (Lam & cong su,
2004) hodc cam két gin bo lau dai (Bove & John-
son, 2006; Gustavsson & cong su, 2005) cling dugc
dé nghi cung chiéu, tuy nhién, MQH nay thay d6i
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tiy thudc vao loai san pham, nganh hang va tinh
hudng cu thé (Szymanski & Henard, 2001).

Lién quan dén tam quan trong cta théa man, hiu
hét cac nghién ctru xem chét luwong, gia tri, su ky
vong (Cronin & cdng su, 2000), gia (Yieh & cong
su, 2007), chi phi chuyén doi (Lam & cdng su,
2004)... 1a cac tién t6 bo sung dé nghién ctru vé long
trung thanh. Tuy nhién, cic tién t6 nay thuong 14 anh
huéng dén ca thoa méan 14n 1ong trung thanh, va tic
dong ciia chung 1én 1ong trung thanh chii yéu mang
tinh gian tiép théng qua théa man hon 1 truc tiép.

Vi vay, c6 mot ) hudng nghién ctru can xem Xét.
Thir nhét, c6 nhiéu yéu t6 dugc dé nghi c6 anh
huong dén thoa man va 1ong trung thanh (Dick &
Basu, 1994; Oliver, 2009), nhung cac béng chung la
khong du, nhu kha ning tiép can thong tin trong bo
nhé hoac cam xuc tirc thoi. Thir hai, do théa man co
thé dugc tiép can nhu mot khia canh cia thai do, nén
su hinh thanh cta long trung thanh va tim quan
trong tuong ddi cua thoa man c6 thé duoc hiéu tot
hon théng qua khao sat thoa man bén canh cac cau
truc khai niém khac chua duoc kham pha nhu sy
kho khan cua nguoi ti€u dung trong lua chon, cac
diéu kién thuan loi (Tuu & Olsen, 2013), khuynh
hudng ua thich sy tién loi, tap xem xét, chuin muc
hanh vi va dao dirc, hodc kiém soat hanh vi va tu
kiém soat (Olsen, 2007).

3.2.2. Cdch tiép cn bién trung gian - diéu tiét

Céc nghién ctru khéc giai thich cho cuong do
thdp cia mdi quan hé thoa man-long trung thanh
bang cach thém vao cac bién diéu tiét va trung gian.
C6 nhiéu bién trung gian ctia mbi quan hé thoa man-
long trung thanh dugc ghi nhan nhu hinh dnh céng
ty, sy tin tudng, sy cam Kkét (Johnson & cdng su,
2001), gia tri thwong hiéu, y dinh hanh vi (Mittal &
Kamakura, 2001), sy quan tam (Olsen, 2007),...
Hau hét cac bién nay ciing dugc phat hién gitr vai
tro diéu tiét mdi quan hé thoa man-1ong trung thanh.
Do do, viéc khao sat tung loai tac dong hodc tac
dong két hop cua chiing dudi goc d6 mot bién trung
gian va/hodc bién diéu tiét c6 thé tao ra su hiéu biét
thau d4o hon vé hién tuong. Theo Seiders & cdng su
(2005), nghién ctru nay phéan loai cac bién diéu tiét
thanh bén nhom lién quan dén nguoi tiéu
dung/khach hang, cac mdi quan hé, thi truong va
tinh huéng mua hang va tiéu dung.

Nhém dau tién 13 dic diém cé nhan bao gdm céc
dic trung nhan khau va dia 1y (tudi tac, giao duc,
gidi tinh, thu nhap, tinh trang hon nhan, khu vuc;

Cooil & cong su, 2007; Mittal & Kamakura, 2001),
cac khia canh cia cdu tric sttc manh thai do (su
chic chén, cam xuc 1an 16n, sy quan tam, kién thire;
Chandrashekaran & cong su, 2007; Olsen & cong
su, 2005;. Olsen, 2007; Seiders & cong su, 2005;
Suh & Yi, 2006; Tuu & Olsen, 2010a), théi quen va
su quan tinh (Anderson & Srinivasan, 2003), tim
kiém sy thay d6i va tdp xem xét (Tuu & Olsen,
2013), muc dd su dung, dinh hudng ca nhan (Bow-
man & Narayandas, 2004). Cac dic diém nhan khau
duoc dé nghi 1a cac bién diéu tiét dya trén quan
diém ngudng nhan thic ciia mdi ca nhan (Mittal &
Kamakura, 2001) xut phat tir s khac biét lién quan
dén cac qua trinh tuong tac, kha ning xtu 1y thong
tin, nang lyc nhan thuc, mic do san sang chép nhan
rui ro (Cooil & cong sy, 2007; Homburg & Giering,
2001). Gan day, Chandrashekaran & cong su (2007)
d3 phat trién cdu trac sitc manh da chidu cua thoa
man. Khia canh sttc manh dong vai tro trung tam
dwa dén 10ng trung thanh hanh vi, nhung vi cac déanh
gia khong chic chin hodc ludng Iy c¢6 thé lam cho
cac ca nhan khong ty tin vé thoa man cua ho, lam
cho mdi quan hé théa man-long trung thanh tré nén
yéu hon. Cac bién diéu tiét khac nhu sy quan tinh,
thoi quen,... dugc dwa trén nhiing quan diém ly
thuyét khac nhau nhung do han ché vé do dai,
nghién ctru nay khong dé cap dén.

Nhom thtr hai 13 ddc diém quan hé thé hién sy
rang budc gilta cong ty va khach hang, nhu d¢ dai
mdi quan hé, sy tin tuong (Anderson & Srinivasan,
2003; Cooil & cong su, 2007; Seiders & cong su,
2005), cac chuong trinh xay dung long trung thanh
(Bowman & Narayandas, 2004), chi phi chuyén doi
mang tinh quan h¢, dinh huéng quan hé (Garbarino
& Johnson, 1999), tim kiém sy thay doi (Homburg
& Giering, 2001), quan hé ca nhan (Jones & cong
su, 2000), khic phuc su ¢d voi khach hang (van
Doorn & Verhoft, 2008)...

Co s6 1y thuyét giai thich cho tac dong cua cac
bién diéu tiét thuc nhom nay kha da dang, nhung
quan trong nhat 1a 1y thuyét vé mdi quan hé cong ty-
khach hang (Cooil & cong sy, 2007) va 1y thuyét
phan bd ngudn luc (Seiders & cong su, 2005). Khi
cac tuong tac lap lai, cac doanh nghiép va khach
hang phat trién cac mdi quan hé rang budc va viéc
cling c6 thoa mén tir cac twong tac d6 gitp tao dung
nén long trung thanh cua khach hang (Cooil & cong
sw, 2007). Céac rang budc quan hé nay sau do co thé
tao ra cac rao can chuyén ddi xa hoi va tai chinh

86 226(11) thang 4/2016 64

Kinh téPhat trien




dem lai cho cong ty loi thé khac biét so voi cac ddi
thu (Seiders & cong su, 2005), qua do tang cuong
su lién két tich cuc mdi quan hé théa man-long
trung thanh (Bolton nam 1998).

Nhom thir ba 1a dic diém thi truong lién quan dén
su tuong tac gitia cac khach hang, cac cong ty, va cac
dbi thu anh huong dén hanh vi mua lai (Seiders &
cdng su, 2005). Vi dy, su canh tranh khéc 1iét 6 thé
thic déy thuyc hién cac chuong trinh xuc tién, dua
dén cac hanh vi chuyén dbi, hodc cong ty méi gia
nhap thi truong c6 thé thu hat khach hang va gianh
thi phan tir cic cong ty hién hitu. Nhom nay bao gdbm
cac bién diéu tiét nhu sy tién loi cua thi truong,
cuong do va co cdu canh tranh (Jones & Sasser,
1995; Seiders & cdng su, 2005), tinh hép dan cua cac
giai phap thay thé (Jones & cong sy, 2000; Bowman
& Narayandas, 2004), chi phi chuyén d6i vé thu tuc
va tai chinh (Burnham & cdng su, 2003), chét luong
dich vu (Bolton & cong su, 2000).

Nhom cudi cung 1a cac bién diéu tiét mang tinh
tinh hudng dwoc dé xuit boi Dick & Basu (1994)
nhu cc co hoi thue té hodc cam nhan, kich thich
chuyén dbi thuong hiéu... Seiders & cong su (2005)
cling dé nghi mot sé bién diéu tiét khac nhu nhu cau
tirc thoi bi thiic ép boi tinh trang khan cap, thoi diém
mua, hodc ap luc thoi gian... ma dua khach hang
dén tinh huéng mua hang ngoai dyu dinh, ngau hiing,
hodc mua hang khéng t6i wu. Tuy nhién, hién cac
bang ching cho cic dé nghi cia ho la rat it
(Homburg & cong su, 2005).

Luot khao & trén di goi ¥ viéc kham pha bién
trung gian va diéu tiét méi, co ché tuong tic méi
giita cac bién trung gian va bién diéu tiét duoc dé
nghi (vi dy, Homburg & cong sy, 2005; Lam &
cong su, 2004; Olsen, 2007).

Nghién ctru nay ciing bd sung thém mot sb dé
xuat. Thi nhit, co s& 1y thuyét vé& bién trung gian
thuong dua vao khung sy théa man — dong co —
trung thanh hanh vi (Olsen, 2007), phan anh thyc té
rang nguoi tiéu dung c6 thé di chuyén qua cac giai
doan khac nhau tir danh gia, dén dong co va cudi
cung 1 hanh vi trung thanh. Do d6, hiéu biét qua
trinh dong co nay va thiic day qua trinh lién két thoa
min va 1ong trung thanh ¢ y nghia quan trong d6i
v6i ca gidi nghién ctru 13n quan tri. Nghién ciru tiép
theo nén bao gdm mot sé cau tric dong co nhu khat
vong (Oliver, 2009), c6 ging (Bagozzi & Warshaw,
1990), su tham gia, su tin tuong (Singh & Sird-
esmukh, 2000)... Ciing c6 thé két hop mot sb bién

trung gian voi nhau nhu sy théa man ky vong —
khat vong — y dinh thuc hién — muc tiéu — trung
thanh (Bagozzi & Warshaw, 1990).

Tht hai, c6 nhiéu bién diéu tiét da duoc dé nghi
nhung thiéu bang chimg thyc nghiém nhu chuan
muc xa hoi (Dick & Basu, 1994), nhan dién xa hoi
va ca nhan, cac khia canh khac nhau cua sy quan
tam (Olsen, 2007), chat lwong cam nhén cua ddi tha,
su déng sang tao gia tri cua nguoi tiéu dung, tim
kiém trai nghiém méi. .. (Tuu & Olsen, 2013), chinh
sach gia phu hop, tinh nhit quan cta san pham/dich
vu nhat quan... (Bolton & cong sy, 2000).

Thir ba, cic biét didu tiét mang tinh thi trudng
phac hoa su twong tac gilra cac khach hang, cac
cong ty va dbi thu (Seiders & cong su, 2005). Do
d6, cac nghién ctru trong twong lai c¢6 thé kham pha
cac biét diu tiét moi nhu sy xuat hién cua cac san
pham thay thé c6 thé thuc ddy hanh vi chuyén déi
hodc cac rui ro thi truong c6 thé cung cp cho khach
hang sy lya chon da dang... lam cho ban chit mdi
quan hé thoa méan-long trung thanh c6 thé thay doi.
Tiép dén, vi chi c6 mot it nghién ctru kham pha cac
bién dicu tiét mdi quan hé thoa man-long trung
thanh trong bdi canh mot nganh hang hodc mot san
pham/dich vu cu thé & cac nén kinh té mai ndi nhu
Viét Nam, do d6 viéc tai xac 1ap cac chung ct trude
day & cac thi truong nay la rat dang thyc hién.

Cudi cung, cach tiép can két hop bién trung gian-
bién diéu tiét trong mé hinh mdi quan hé thoa man-
1ong trung thanh. Qua trinh luot khao cho thay ring
mot s bién co thé dong vai tro vira 1a bién trung
gian vira 14 bién didu tiét, mot s6 bién didu tiét ciing
co thé twong tac voi nhau (Serders & cdng su,
2005). Do d6, cac nghién ctru nén bao gdm mot sb
bién trung gian va bién diéu tiét c6 quan hé nhau va
khao sat cac kiéu tuong tac gitra chung nhu tuong
tac ba chiéu, trung gian bi diéu tiét, hodc diéu tiét
qua trung gian. Mot sb tuong tac phirc hop c6 thé
xuét phat tir sy két hop gitta cam nhan rii ro, sy tin
tuong, kién thie va su tu tin (Tuu & cong su, 2011),
hodc sy quan tAm, cam xtic 1an 10n, su ty tin, su
phan cuc va tap trung hda cua thai d6 (Tuu & Olsen,
2010a), hoic két hop giita sy tin twong, sy cam két,
chi phi chuyén d6i va dau tu cho quan hé.

3.2.3. Céch tiép cdn quan hé tuyén tinh-phi tuyén

Trong khi cac nghién ctru trong hai nhom trén dua
trén gia dinh méi quan hé théa méan-1ong trung thanh
co ban 1 tuyén tinh cing chiéu, cac nghién ctru khac
tng ho cho cac cu tric quan hé phirc tap hon cia
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mdi quan hé thoa man-1ong trung thanh. Tuy nhién,
do ton tai kha nhidu quan diém va ching cir khac
nhau nén cac tai liéu hién c6 tao ra mdt buc tranh
khong thé két luan duoc lidu tac dong bién cua thoa
man 18n 16ng trung thanh 13 giam dan hay ting dan.

Oliva & cong su (1992 ) st dung mét md hinh
duong bét dinh khic hoa ban chét phi tuyén cia mdi
quan hé thoa man-long trung thanh phu thudc vao
cac bién s6 khac. Tic 13, ban chat phi tuyén ciia mdi
quan h¢ thoa man-long trung thanh khong phai do tu
n6, ma do sy tic dong ciia mot bién diéu tiét nao do
nhu sy quan tAm, rui ro hodc chi phi giao dich. Vi dy,
Oliva & cong sur (1992) chirng to ring, tily thudc vao
d06 16n cua chi phi giao dich, mdi quan hé thoa man-
10ng trung thanh c6 thé vira tuyén tinh vira phi tuyén.

Mittal & Kamakura (2001) giai thich tinh chét
phi tuyén trong mdi quan hé thoa mén-long trung
thanh do su tOn tai cta céc ngudng nhan thic ca
nhan khac biét. Cac ngudng danh gia vé thoa man
ton tai 1am nay sinh kha ning rang ¥ dinh hodc hanh
vi mua lai khong hin bi chi phdi hoan toan béi mirc
thoa man dat dugc. Do d0, cac ca nhan c6 muc do
thoa man twong tu nhung c6 dic diém ca nhan khac
biét ¢ thé ¢6 mitc do khac nhau trong hanh vi mua
lai cia ho. Vi vdy, dang ham lién két thoa man va
hanh vi mua lai 1a phi tuyén va ban chét phi tuyén
thay ddi do su khac biét vé cac dic tinh c4 nhan.
Mittal & Kamakura (2001) phat hién riang tac dong
bién cua thoa man 1én long trung thanh mang tinh y
dinh 1a giam dan, nhung ting dan ddi voi long trung
thanh mua hang lai.

Cac nghién ctru khac tranh luan cho tac dong phi
tuyén cta thoa man dua trén 1y thuyét trién vong
(Kahneman & Tversky, 1979) ma mo ta qua trinh ra
quyét dinh cua nguoi tiéu dung bao gdm hai giai
doan. Pau tién, nguoi tiéu dung quyét dinh xem c6
cac két cuc nao ma ho c6 thé nhan duoc vé co ban
1a nhu nhau, dé tir do thiét 1ap mot diém tham chiéu.
Tiép dén, ho danh gia va so sanh két cuc tiém ning
cla quyét dinh. Cac két cuc té hon murc tham chiéu
duoc xem nhu mat mat, trong khi céc két cuc tot
hon duoc xem la lgi ich tang thém. Vi vay, muc thoa
man ndm bén dudi diém tham chiéu duoc xem 1a
thit vong, trong khi mirc thoa mén trén diém tham
chiéu tao ra su phén khich (Homburg & cong su,
2005). Hon nira, cac gia tri bién cua duoc va mét c6
khuynh huéng giam dan, va do d6 tao ra mot tac
dong phi tuyén tang dan cua théa man 1én 10ng trung
thanh (van Doorn & Verhoef, 2008).

Quan diém tht tu dua trén 1y thuyét thoa man nhu
ciu va dong co dbi ngdu (Herzberg, 1966). Su thoa
mén 13 phan tmg cam xtc tich cuc xuét phat tir viéc
hoan thanh mét nhu cau hay hoan thanh mdt muc
tiéu. Herzberg (1966) thiy ring cac yéu td tao ra
thoa man 1a khac véi cac yéu td tao ra su bat man,
tir 46 6ng phat trién thém 1y thuyét dong co ddi ngau
dé giai thich cho cac quan sat nay. Ong goi cac nhan
t6 tao thoa man 1a cac dong luc va cac yéu td gy su
bt man 1a cac yéu t6 “gan trong”. Thut ngit “gan
trong” mang nghia rang ching dugc xem la cac yéu
t6 dam bao can thiét nham tranh sy bat man nhung
ban than ching khong mang lai théa man nao ca.

Theo quan diém ctia hai 1y thuyét trén, nhu cau ca
nhan c6 thé dugc phan thanh hai loai, nhu ciu co
ban va nhu cau bac cao (Herzberg, 1966). Trong
chimg myuc ma cac nhu ciu chua dugc dép tng
duoc kich hoat va muc tiéu theo dudi duge duy tri,
dong thoi moi truong chua cho phép dap ung cac
nhu cau bac théip, tire thiéu cac yéu td “gan loc”,
muc tiéu theo dudi ctia nguoi tiéu ding thudng 1a
cac nhu cau bac thap. Tuy nhién, khi méi truong c6
kha ning d4p tmg day dii nhu cu bac thap, cac muc
tiéu dugc c nhan theo dudi tép trung vao cic nhu
cau bac cao hon. Diém then chdt trong lap luan cua
cac ly thuyét nay 1a rang cic ca nhan s& chua theo
dudi cac muc tiéu nhu cu bac cao khi cac nhu cau
co ban chua dugc dap ing. Khi cac yéu té “gan loc”
dat dén mot diém nao do6 vuot cao hon kha nang
thoa man cac nhu ciu co ban, viéc gia ting dap tmg
cac nhu ciu béc cao sé tao ra tic dong ting dan lén
muc tiéu theo dudi, nguoc lai viée tiép tuc gia ting
dap mg cac nhu cau bac thap s& tao ra tac dong
giam dan 1én muc tiéu theo dudi.

Tir quan diém nay, Agustin & Singh (2005) lap
luan thém r::ing & cac muc do thoa man cao vuot ra
ngoai diém tham chiéu nao d6 cua viéc dap tmg nhu
ciu co ban, néu ngudi tiéu dung gia ting thuc hién
cac nhu clu bic cao, thoéa man s& co tac dong tang
dan 1én 1ong trung thanh. Nguoc lai, néu nguoi tiéu
dung tiép tuc theo dudi thuc hién cac nhu cau co
ban, thoa méin s& c6 tac dong giam dan 1én long
trung thanh. Ho ciing tim thdy ring mdi quan hé
thoa mén-10ng trung thanh 13 phi tuyén, giam dan
theo dang chir U.

Mot sb nghién ciru dé cap dén 1y thuyét that vong
(Anderson & Mittal, 2000; Homburg & cong su,
2005). Theo do, cac muc dap ung ky vong cang xa
diém ky vong s& cang c6 anh huong manh hon so
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v6i diém dap ung vira du muc ky vong. Trong khi
cac diém nam trén muc ky vong mang lai cam giac
phan khich, thi nhitng diém nam thip hon muc ky
vong tao ra cam giac that vong (Oliver & West-
brook, 1993). Tir quan diém 1y thuyét nay, mot sd
nha nghién ciru lién hé dén sy phan khich cua khach
hang va cho rang chi c6 khach hang thuc sy phin
khich méi trung thanh véi cong ty (Ngobo, 1999).
Hon nita, mdi quan hé théa man-1ong trung thanh co
thé gia ting din ngu ¥ rang thoa min s& co tic dong
manh hon khi dat gan dén cac mirc cuc diém vuot
trén su ky vong so véi cac diém gan véi muc ky
vong (Anderson & Mittal, 2000).

Ngoai cac quan diém 1y thuyét trén, con cé cac
cach giai thich khac nira. Vi dy, Skowronski & Carl-
ston (1989) dé xuit ring nhitng trdi nghiém cam
giac thoa méan/bit man cao d6 1a c6 tinh dé dang
truy xuét tir bd nhé va anh hudng manh dén su xem
xét ctia khach hang. Tir d6 hinh thanh nén mdi quan
hé thoa man-long trung thanh c6 dang phi tuyén
hinh chit U. mbi quan hé théa man-1ong trung thanh
ciing c6 thé c¢6 dang chir S dua trén tac dong khong
d6i xtmg cla thoa min va bat min, trong d6 tac
dong cua sy bAt man 1a manh hon tac dong cua thoa
man 1én hanh vi tiép theo (Mittal & cong su, 1998).

Céc luot khao trén cho thdy ring hau hét cac Iy
thuyét giai thich cho tinh chat phi tuyén ctia mdi
quan hé thoa man-1ong trung thanh déu phu thudc
vao bién thir ba. Van dé 1 trong khi hau hét cac bién
thir ba di duoc chimg minh giit vai tro nhu bién tién
t6, bién trung gian hodc diéu tiét trong mdi quan hé
thoa man-long trung thanh (Anderson & Srinivasan,
2003; Bolton, 1998; Cooil & cong sy, 2007; Hom-
burg & Giering, 2001; Mittal & Kamakura, 2001;
Seiders & cong su, 2005; Suh & Yi, 2006; Yi va
Jeon, 2003), thi hau hét cac nghién ciu trude day
diéu tra tac dong phi tuyén cua théa méan 1én 1ong
trung thanh déu bo qua sy kiém soat cac anh huong

Tai liéu tham khao

ctia chung. Piéu nay c6 thé tao ra cac udc luong bi
l1éch va khoéng viing.

Vi vay, viée kiém dinh cac mdi quan hé céu tric
trong mot md hinh chung bao gém ca tac dong phi
tuyén 1an cac tac dong khac cua cac bién thu ba, it
nhét trong pham vi mot 1y thuyét s& hiru ich. Quan
trong hon, diéu nay nén dugc thuc hién trong sy két
hop v6i kham pha cac dang ham phi tuyén khac
nhau ma nam bit cac tac dong bat ddi xtng cua thoa
man va lén long trung thanh va cac hanh vi sau khi
mua khéc (Fornell & cong sy, 2010).

Céc nghién ctru ciing c6 thé kham pha thém liéu
c6 ton tai cac bién diéu tiét nao d6 ma ting cuong
hodc 1am suy yéu mdi quan hé phi tuyén giira thoa
man va long trung thanh (Homburg & cong su,
2005). Chung c6 thé co cac tac dong vao hoic 13 hai
dau mat, hodc vao doan giita cia duong cong mdi
quan hé théa man-long trung thanh, tao ra sy manh
1én hodc yéu di mbi quan hé phi tuyén nay. Py co
thé 1a mot thach thirc 16n cho cac nghién ciru trong
tuong lai.

4. Két luan

Nham cung cap mét birc tranh toan dién vé ban
chat cia mdi quan hé thoa man-long trung thanh
trong marketing, nghién ciru ndy thuyc hién mot nd
luc dé luot khao va dé xuét cac hudng nghién ciru
méi dua trén hon 50 bai bao dang trén cac tap chi
hang dau trén thé gidi. Trong khi mbi quan hé thoa
méan-1ong trung thanh thudng dugc cho 1a tuyén
tinh, cting chiéu, ban chit cia mdi quan hé nay con
mang tinh phi tuyén phirc tap, va bi anh huong boi
nhiéu bién diéu tiét va trung gian. Do dé, cac tién td,
cac do luong khic nhau vé thoa mén va 1ong trung
thanh, cac dang ham quan hé khac nhau cuia mbi
quan h¢ thoa man-long trung thanh, bén canh céc
bién diéu tiét va trung gian khac nhau di duoc dé
nghi kham pha va kiém dinh nhim lam sang to hon
ban chét phuc tap cia mdi quan hé nay.0J
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