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Tang cwong sw tham gia cia khdch hang vao cdc hoat déng san xudt kinh doanh ciia doanh
nghiép la mot trong nhitng hoat déng can thiét dé cé dwoc sw hai long cia khdch hang. Bai
viét nghién ciru moi lién hé gitka sw tham gia va sw hai long ciia khdch hang trong cdc cong
ty san xudt & phwong Tay. Vi dit liéu ¢é dwoc tie Dy dn San xudt hiéu sudt cao (HPM), bai
viét sir dung phirong phd p dinh heong dé kiém chimg moi quan hé giita sw tham gia cia
khdch hang va mike dg hai long ciia ho. Két qua nghién ciru cho thdy ton tai mét moi twong
quan thudn giita si tham gia va sw hai long ciia khach hang. Mot s6 ham ¥ cho nha quan tri
cia cac doanh nghiép san xudt phwong Ty va bai hoc cho cdc doanh nghiép Viét Nam ciing
dwoc dé xudt.

Tir khéa: Sy tham gia cta khach hang, su hai long khach hang, doanh nghiép san xuat

The relationship between customer involvement and customer satisfaction: a study of
Western manufacturing firms

Abstract:

Improving customer involvement into business and operation of firms is one of the most vital
activities to ensure customer satisfaction. This paper aims to test the relationship between
customer involvement and customer satisfaction in Western research context. Using data
from High Performance Manufacturing (HPM) Round 3, the results show that there is a pos-
itive relationship between the two. Based on the findings, the paper offers some managerial
implications and lessons for Vietnam businesses.

Keywords: Customer involvement, customer satisfaction, manufacturing firms.

1. Pit vin dé

Su tham gia truc tiép cia khach hang vao qua
trinh hoat dong san xuét kinh doanh 1a mot chu dé
duoc thao luan kha nhiéu ¢ phuong Tay. Vi su phat
trién cua khoa hoc cong nghé va canh tranh trén
pham vi toan cdu ngay mot gia ting, nhiing quan
niém cii nhu “lang nghe khach hang can than va san
Xudt san pham theo yéu cau cta ho” khong con ding
tuyét dbi nhu trong bdi canh cua hang chuc niam
trude. Cac doanh nghiép bat dau thay doi cac chién

lugc marketing ctia ho tor viéc diéu tra thi truong
theo cach truyén théng sang khuyén khich khach
hang tham gia vao cac cong doan thiét ké, san xuat,
va phan phdi dé c¢6 duoc sy hai 1ong cao hon tir
khach hang (von Hippel & Katz, 2002). Véi cach
tiép can nay, su tham gia cua khach hang s& mang
lai nhiing 191 ich to 16n cho doanh nghiép. O do, cac
thong tin va kién thoc duéi dang tiém 4n (tacit
knowledge) ciia khach hang s& dwoc tryc tiép
chuyén thanh cac san pham méi, phuc vu tét hon
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cho nhu cau cia khach hang.

Mang dén sy hai 1ong cho khach hang 1a muc tiéu
dugc cac doanh nghiép hét strc chu trong, tuy nhién,
dé dat duoc diéu nay chi dua trén sy nd luc cua
doanh nghi¢p ma khong co6 su tham gia cua khach
hang 13 diéu kho co thé thuc hién. Vi nhitng dic
trung riéng ctia minh, cac cong ty san xuét c6 phan
han ché hon trong viéc tao sy tham gia cho khach
hang so véi cac doanh nghiép & linh vuyc khac. Néu
nhu ¢ nganh dich vu, khach hang c6 thé dé dang
tham gia, dong gép ¥ kién ctia minh dé doanh
nghiép tao ra dich vu phu hop nhét thi & nganh san
xudt, mirc do tham gia bi gidi han hon, tiy theo quy
mo6 hay hinh thtrc san xuat ciia doanh nghiép. Ciing
vi ly do d6, cac nghién ctru vé moi quan h¢ giira sy
tham gia cua khach hang v6i mac do hai long cua
ho trong cac doanh nghiép san xuét con chua nhiéu
va thiéu tinh h¢ théng. Bai viét nay gop phan lép day
khoang tréng nghién ctru do.

Bai viét nghién ctru méi quan hé gitra sy tham gia
ctua khach hang va su hai long cua khach hang. Téac
gia sir dung dir liéu tir Dy an HPM va phuong phap
dinh lugng dé kiém chimg mdi quan hé trén véi
khach thé nghién ctru 1a 1522 quan sat tir cac doanh
nghiép san xuat phuwong Tay. Dwa vao két qua
nghién ciru, bai viét dwa ra mot sé ham y cho cac
nha quén tri ctia cic doanh nghiép san xuat phuong
Tay va bai hoc cho doanh nghiép Viét Nam.

2. Khung ly thuyét: sy tham gia va sw hai long
khach hang

2.1. Khai ni¢m va vai tro ciia sw tham gia clia
khdach hang

Thuat nglr “sy tham gia cua khach hang” duogc
dung kha phd bién trong cac 1y thuyét Marketing.
Mic du tiéng Viét chi c6 mdt, song cac hoc gia
phuong Tay c6 cach dung tir khac nhau khi mé ta su
tham gia cta khach hang vao mét qua trinh san xuét
kinh doanh nao d6 ctuia doanh nghi¢p, vi du: “cus-
tomer involvement” (Alam, 2006), “customer par-
ticipation” (Martin & Horne, 1995), “partnership”
(Campbell & Cooper, 1999), “customer integration”
(Alam, 2002), “customer engagement” (Good,
1990),...

Dabholkar (1990) dinh nghia sy tham gia cua
khach hang la mic d ma khach hang tham gia vao
viéc san xuat va phan phdi dich vu cing doanh
nghiép. M¢& rong hon nghién clru nay, Meuter & Bit-
ner (1998) phan biét ba loai san xuét dich vu dua

trén sy tham gia ciia khach hang bao gdm: doanh
nghiép san xuat, hop tac san xuit va khach hang san
xuét. Rohrbeck & cong su (2010) cho rang su tham
gia cua khach hang 1a mot céng cy hitu hiéu nham
cai thién nang luc sang tao cho doanh nghiép, giup
nang cao nang luc canh tranh, nang cao sy hai long
va su trung thanh ctia khach hang.

Su tham gia cuia khach hang bao gom hang loat
hoat dong cua ca khach hang va doanh nghiép.
Khach hang c6 thé tham gia vao viéc tao ra gié tri
ctia doanh nghiép, vao cac qua trinh phén phébi. ..
v6i cac vai tro khac nhau tuy thudc vao muc dich
ctia doanh nghiép. Xét vé cach thirc tham gia, dang
thirc don gian nhat 1a khach hang cung cip phan hoi
hay goi ¥ cho t6 chtrc. Dang phirc tap nhét 1a khach
hang dong gop vé mit tri tué, tai chinh hay thé chat
vao viéc phat trién va thuong mai hoa céng nghé.
Khach hang tham gia vao quéd trinh d6i mdi san
pham duoc coi 1a phuong phap hiéu qua dé giam ti
1¢ that bai va lam ting doanh thu tir san phim méi
(Rohrbeck & cong su, 2010). Thuc té, vai tro cua
khach hang di thay d6i dang ké trong sut ba thap
ki qua, tr nguoi nhan mot cach thuy dong téi nguoi
dong thiét ké c6 anh hudng 16n t6i viéc tao ra gia tri
cho san pham (Prahalad & Ramaswamy, 2002).

D3 c6 nhiéu hoc gia phan tich vai tro cta su tham
gia cta khach hang. Pinegar (2000) chia sy tham gia
ctia khach hang thanh bén vai trd co ban, nhitng vai
tro nay dai dién cho cac khia canh cua cong tac quan
1y su tham gia ctua khach hang (CIM), bao gom:
cung cip thong tin (coaching), hop tac (partnering),
dua ra 161 khuyén (advising) va bao céo (reporting).
Prahalad & Ramaswamy (2002) cho rang gia trj cta
khach hang phai duoc thira nhin va cung cd trong
toan chudi gia tri cua td chirc. Theo do, su tham gia
cuia khach hang tai tat ca cac diém cua chudi gia tri
dong mot vai tro quan trong, c6 thé mang dén thong
tin thi truong méi cho toan hé thong.

Hon thé nita, sy tham gia ctia khach hang s& lam
gia tang muc d§ hai long va trung thanh cua khach
hang, gop phan cai thién két qua kinh doanh cua
doanh nghiép (Fournier & Mick, 1999; Keiningham
& cong su, 1999). Nhin chung, khich hang c¢6 thé
tham gia véi nhiéu vai tro, vi du nhu 1a nguoi ung hd
(Von Hippel, 2001); 1a ngudi d6i mai (Ulwick, 2002);
1a nguoi déng san xuAt (Martin & cdng su, 2001); va
1a nguoi huéng dan (Wibe & Narula, 2001).

2.2. Khdi ni¢m vé sw hai long khdch hang

C¢ rat nhiéu quan diém khac nhau vé khai niém
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su hai long ctia khach hang. Theo Kotler (2000), su
hai 1ong khach hang 1a cam gi4c thich thu hodc that
vong clia mot ngudi xuat phat tir viée so sanh giira
nhan thtrc thuc té ctia ho vé hang héa, dich vu voi
ky vong, mong doi cua ho vé hang hoa, dich vu dé.
Dua vio dinh nghia nay c6 thé nhan thay sy hai 1ong
khach hang la mdt “cam giac”, la sy “cam nhan”
xuét hién trong mot khoang thoi gian nhat dinh voi
cac mure do tiy thudc vao cac tinh hudng khac nhau.
Nhu véy, su hai long cua khach hang chinh 1a nhiing
danh gia mang tinh ca nhan dua trén sy ky vong cua
chinh ban than khach hang.

Theo Zeithaml & Bitner (2000), sy hai long cia
khach hang 1a viéc danh gid san pham va dich vu
trén phuong dién li¢u san phém va dich vu do co
dap g dwoc nhu ciu va mong doi ciia khach hang
hay khong. Day chinh 1a cach tiép can cta Oliver
(1995), 6ng cho rang su hai 1ong xdy ra trong sudt
qua trinh phdi hop su mong doi va két qua ma khach
hang nhén duogc. No6i cach khac, sy hai long cua
khach hang c6 thé duoc coi 1a két qua ciia mot qua
trinh thudc vé tam 1y, theo d6 khach hang so sanh
muc do hi¢u qua hoat dong co thé cam nhan dugc
ctia doanh nghiép (chit lwong sin co) voi nhiing
tiéu chuan vira dugc thiét 1ap (chat luong mong
doi). Nhu vay, cac cach tiép can nay nhan manh tim
quan trong ctia mdi lién két gitta su hai 1ong cua
khach hang va chat luong cam nhdn vé san phdm va
dich vu. Nhin chung, su hai long cta khach hang
dugc hinh thanh trén co sé nhiing kinh nghiém duoc
tich lity khi mua sdm va sir dung san pham.

2.3. Méi lién hé giiva sw tham gia va sw hdi long
cua khdach hang

Doanh nghi¢p dich vu véi dac trung 1a muc do
tuong tac cao gitra doanh nghiép va khach hang nén
khach hang dé& dang tham gia nhiéu hon vao cac
hoat dong ctua doanh nghi¢p. Tuy nhién, voi cac
doanh nghiép san xut, mirc d6 tiép xtic thuong han
ché hon. Doanh nghiép san xuat thuong phai dbi
mit nhiéu hon véi cac quy dinh vé phap ludt vé an
toan, moi truong, v¢ sinh... Nhitng dac diém nay
phan nao khién cac doanh nghiép san xuat khé co
thé linh dong hay tao nhiéu co hoi dé khach hang
tham gia vao qua trinh hoat dong nhu ¢ cac doanh
nghiép dich vu.

Czepiel (1990) goi ¥ rang sy tham gia ctia khach
hang vao qué trinh san xuét c¢6 thé lam ting muc do
hai long chung cta ho ddi voi doanh nghiép. Mills
& cong su (1983) cho rang, khach hang tham gia

nhiéu vao qua trinh san xudt san pham cé thé giup
doanh nghiép ting ning suét vai dicu kién cac dong
gop cuia khach hang ciing can dugc giam sat nhu ddi
v&i cac nhan vién chinh thic cua doanh nghiép.

Mdi quan hé giita khach hang va doanh nghiép
cling anh hudng tdi cach khach hang danh gia sy hai
long cua ho va sy tham gia cua khach hang chinh la
mot phan tao nén “mdi quan hé” nay. Khi khach
hang tang cuong tham gia vao nhiéu hoat dong hon
va phat trién nhidu mdi quan hé hon véi doanh
nghiép cung cip, mic do hai long c6 thé s& ting
theo. Tuy nhién, muc d6 tham gia tang li€u c6 anh
huong tich cuc dén sy hai long ctia khach hang hay
khong con tuy vao su hai long tong thé ndi chung
ctia khach hang véi san pham ctia doanh nghiép tir
trudc d6. Theo nghién ctru cia Brockner & cong su
(1992), nhitng khach hang c6 mirc d¢ tham gia cao
ma cam thay dugc dbi xir khong cong bang thuong
¢6 nhiing phan tng tiéu cuc hon so voi nhitng ngudi
c6 muc do tham gia it hon. Noéi cach khac, khi khach
hang di c6 an tuong khong tét vé san pham cua
doanh nghiép thi sy bat man voi doanh nghiép cua
ho cang tang khi ho tham gia sdu vao doanh nghiép.

Khac v6i quan diém cua nghién ctu trén, theo
Hague & Flick (1989), mét nguoi cang tham gia sau
vao cac qua trinh san xuat san pham thi ho ¢ xu
huéng st dung nhiéu hon nhimg nd lyc dua trén
kinh nghiém da c6 ctia minh vao qua trinh mua, tiéu
thu (sir dung) va danh gia san pham do thay vi dwa
vao hiéu tmg dam dong. Ching han, do dugc tham
gia vao qua trinh san xuat san pham, khach hang s&
tin tudng vao san pham hon dwa trén sy so sanh voi
nhitng san pham twong tw ma trudc d6 ho da su
dung thay vi lam theo ddm dong nhiing nguoi mua
hang khac. Tuong tu, Mattila (1998) cho rang khach
hang v6i mirc d6 tham gia vao san pham thap c6 xu
huéng danh gia sy hai long theo dam dong. Ho co
xu huong nghe theo 161 khuyén tir ban be trong
quyét dinh mua san phiam khi khong c6 co hoi tham
gia nhiéu vao qua trinh san xuat san pham.

Dua trén nhimg nghién ctru trén, bai viét nham
kiém chimg gia thiét sau:

HI: Sy tham gia ciia khach hang cé moi quan hé
dwong voi sw hai long ciua khach hang

3. Phwong phap nghién ctru va ngudn dir li¢u

3.1. Gid thiét nghién citu

Gia thiét nghién ciru trén dugc chuyén thanh mo
hinh kinh té luong sau:
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Bing 1: Bang héi diéu tra

Bién | Maihéa | Phét biéu
Sw | thamgia0l Chung t6i thuong xuyén li€n lac véi khach hang
tham | thamgia02 Khach hang phan hoi vé chat lugng va viéc thuc hién giao hang cua ching
gia toi
cua | thamgia03 | Khach hang thuong xuyén thé hién y kién cua ho qua cac khdo sat cua ching
khach toi
hang | thamgia04 | Khach hang thuong t6i thim nha mdy cua chung t6i
thamgia05 Chung t6i cd gang dé dap g tot nhit nhu cau cta khach hang
Sw hai | hailong01 Khach hang hai long véi san pham, dich vu ma ching t6i cung cap.
long | hailong02 Khach hang ludn hai long véi san pham cua chiing t6i trong 3 ndm qua.
cua | hailong03 Nhin chung mirc 9 hoan thanh vé chat lugng ctuia chiing t6i trong 3 nam qua
khach kha thip, can x{mg vdi cac chi tiéu cong nghiép.
hang | hailong04 Khéach hang hai long voi cac phan tmg clia ching toi v6i van dé ma ho gip
phai.
hailong05 Ti€u chuan cua khach hang dua ra ludn dugc ching t6i dap ting.
hailong06 Chung t6i c6 mét lugng 16n khach hang than thiét

Nguén: D én San xudt hiéu sudt cao (HPM), Vong 3

Su hai long ctia khach hang = o +* sy tham gia
cua khach hang + ¢ (D

O cong thirc (1), a, P twong tng 13 hing s6 va hé
sO goc, € 1a sai s6. Su hai long ctia khach duge do
bang 06 phat biéu, sy tham gia ctia khach hang duoc
do bang 05 phat biéu; cac phat biéu nay 1a tir Bang
hoi tiéu chuén cua Du an san xuét hiéu sut cao
(High Performance Manufacturing — HPM), nhu
dugc mo ta & Bang 1.

3.2. B dir li¢u tir dw an HPM

Dir lidu sir dung trong bai viét duoc 1y tir két qua
khao sat cuia dy 4n “San xuét hidu sudt cao” (High
Performance Manufacturing - HPM). HPM [a mot
du an nham danh gia cac yéu to thanh cong trong

linh vuc san xuét. Dy 4n HPM duoc bat dau tai My
nam 1989 vé1 muc dich chinh 1a thu thap thong tin
dé hiéu vé su noi 1én cua cac nha may Nhat Ban tai
Hoa Ky. Nhom cdc nha nghién ctu tr Pai hoc
Minnesota va Pai hoc bang Lowa da thuc hién du an
nay lan dau véi 45 nha may tham gia khao sat (Vong
1). O Vong thtr 2, khoi dong nam 1993 véi sy tham
gia tor cac nha may thuéc My, Nhat Ban, Anh, Puc
va 'y, cung cép trién vong vé viée thuc hién cac
nghién ctru tuong tu tai cac qudc gia khac nhau.
Vong thr 3 bat dau nam 2002 bao gdm cau tra 101 tir
9 quc gia trong dong vé vin héa nhu My va Anh,
Phan Lan va Thuy Dién, Nhat Ban va Han Quéc,
Tay Ban Nha va Y, va Duc. Hién tai (2015-2016) du

Bing 2: Thong ké mé ta

N Nho nhit | Lon nhédt | Trung binh | D6 léch chuin
thamgia01 1610 1 7 5,03 1,589
thamgia02 1619 1 7 5,40 1,232
thamgia03 1590 1 7 4,42 1,423
thamgia04 1628 1 7 6,06 0,928
thamgia05 1600 1 7 5,20 1,288
hailong01 1615 1 7 527 1,118
hailong02 1609 1 7 5,06 1,169
hailong03 1622 1 7 5,18 1,212
hailong04 1613 1 7 5,11 1,184
hailong05 1613 1 7 5,09 1,459
hailong06 1599 1 7 5,44 1,172
|Quan sat kha dung N 1522
Nguon: Chiét xudt tir SPSS
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Bing 3: H¢ s6 Cronbach Alpha ciia bién ddc 1ap va bién phu thude

Su tham gia cia | Sutham gia cia | Sy hai long cua | Sy hai long cua
khach hang khach hang khach hang (3) khach hang
(1) (di€u chinh) (2) (di€u chinh) (4)
Cronbach Alpha 0,711 0,690 0,810 0,811
N 5 3 6 5

Nguon: Chiét xudt tir SPSS

Bing 4: Kiém dinh KMO va Barlette

Su tham gia cta Su hai long cta GOp ca bien doc lap va
khach hang khach hang bién phu thude
(@) (2) 3)
Kiém dinh KMO 0,770 0,856 0,902
Kiém dinh Barlette
- Giatrip 0,000 0,000 0,000

Nguon: Chiét xudt tir SPSS

an dang duoc trién khai & Vong 4, c6 thém sy tham
gia cua Vi¢t Nam, An D9, Iran, Thd Nhi Ky, Canada,
Thuy Sy va Pai Loan dudi sy thyc hién cta cac
nhom nghién ctru dén tr hon 50 truong dai hoc tai
Chau Au, Chau A, Bic va Nam My. Bai viét nay sir
dung bo dir li€u thu dugc tir Vong 3 cua du an.

4. Két qua nghién ciru

Béng 2 thé hién két qua thong ké mo ta cua cac
bién trong mé hinh. Bang 2 cho thiy c6 rat nhiéu
doanh nghié¢p tham gia tra 101 khéao sat, trong do6 co
1522 tra 16i 1a kha dung, c6 thé tién hanh cac phan
tich tiép theo. Trén thang Likert 7 diém, cac gi tri
cua su tham gia ctua khach hang va sy hai long cta
khach hang c6 gia tri trung binh thip nhit la 4,42
(thamgia03) va gi4 tri trung binh cao nhét 1a 6,06
(thamgia04).

11 bién trong Bang 2 dugc kiém dinh tinh théng
nhét ndi tai (reliability) bang Cronbach Alpha. Bang

3 cho thay gia tri Cronbach Alpha ciia bién doc 1ap
(cot 1) 1a 0,711, va cua bién phu thudc (cot 3) la
0,810. Hai gia tri nay théa man diéu kién 16n hon
0,7 (Tabachnick & Fidell, 2007) va cho phép trién
khai cic phép toan tiép theo. Phan tich nhén t6
kham pha duoc st dung dé kiém ching xem tap hop
11 bién c6 duoc phén tach thanh 2 nhém riéng biét,
thé hién cho hai bién 16n 1a su tham gia cua khach
hang va sy hai long cua khach hang hay khong.

Bang 4 trinh bay két qua kiém dinh KMO va
Barlette dé khing dinh diéu kién phan tich nhan to.
Nhan thay hé s6 KMO rét 16n (0,902) va Barlette co
¥ nghia & mirc 1% (p=0,000), théa man cac diéu
kién dé phan tich nhan tb (cot 3, Bang 4). Do da
théa man moi diéu kién can thiét, cac bién duge dua
vao phan tich nhan t& dé quyét dinh xem bién nao
dam bao du thich hgp va thuc su can duoc gitr lai
phuc vu cho viéc nghién ciru.

Bing 5: Tong phwong sai dwge giai thich

Thanh phan Gia tri Eigenvalues
Tong % of Variance % Tich liy

1 4412 40.110 40.110
2 1.201 10.914 51.024
3 .850 7.731 58.756
4 768 6.979 65.735
10 421 3.826 97.018
11 328 2.982 100.000

Nguén: Chiét xudt tir két qua chay EFA tir SPSS
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Bﬁng 6: Pattern Matrix

Nhan t6
1 2

hailong04 .839

hailong03 .810

hailong01 754

hailong05 742

hailong02 .643

hailong06

thamgia02 794
thamgia03 77
thamgia01 .675
thamgia04

thamgia05

Phirong phdp trich: Phan tich nhdn té chinh.
Phuong phap xoay: Promax with Kaiser Normalization.
Nguon: Ket qua chiet xuat tir chay phan tich nhdn to kham pha

EFA

Bang 5 (dang rat gon) thé hién két qua cua tong
phuong sai trich dugc giai thich khi chay tat ca 11
thanh phan (5 bién ctia sy tham gia va 6 bién cia su
hai 1ong). Két qua cho thdy c6 2 nhan t6 c6 gia tri
Egenvalues 16n hon 1. Téng phuong sai trich
=51.024%, cho biét 2 nhan t6 nay giai thich duoc
51.024% sy bién thién cua dir liéu. Tong phuong sai
trich 16n hon 50% la thda man.

Tiép theo, tac gia tién hanh xoay cac bién dé xem
thuc su 11 bién nay da phan tach thanh 2 nhém, dai
dién cho 2 bién 16n 1a Sy tham gia ciia khach hang
va Su hai 10ng ctia khach hang hay chwa. Bang 6 thé
hién 13 két qua chay phan tich nhan t6 kham pha
EFA sau khi tién hanh xoay nhan t6. Hé s tai cua
cac bién dugc sap xép theo thur ty tir cao dén thap,
va hé s6 tai dudi 0,5 bi loai. C6 thé thiy, nhan t6 1
tap hop cac bién hailong04, hailong03, hailong01,
hailong05, hailong02, va day chinh 1a nhan t6 sy hai
long cua khach hang. Nhan td 2 tap hop cac bién

thamgia02, thamgia03, thamgia0l, chinh 13 bién su
tham gia ctia khach hang. Bién hailong06, tham-
gia04 va thamgia05 bi loai do hé sb tai nho hon 0,5.
Sau khi loai ba bién nay, hé s6 Cronbach Alpha cua
nhan t6 su hai long 1a 0,81 (cot 4, Bang 3), va cia
nhan t6 sy tham gia 1a 0,690 (cot 2, Bang 3). Nhu
vay, su hai 10ng cta khach hang s& con lai 5 bién, va
su tham gia ctia khach hang s& con lai 3 bién (tong
cong 8 bién quan sat).

8 bién con lai dugc dua vao phén tich EFA 1an 2.
Két qua phan tich lan 2 (sau khi loai 3 bién) duoc
thé hién nhu ¢ Bang 7. Bang 7 thé hién moi diéu
kién dé phan tich EFA déu da duoc dap ung. Sau khi
loai ra 3 bién, 2 nhan t& duoc trich ra dé tiép tuc
phan tich hdi quy.

Két qua chay hdi quy duoc thé hién & Bang 8.
Vé6i R2 = 0,190, dicu ndy c6 nghia bién doc lap giai
thich dugc 19% sy bién thién cta bién phu thude.
Mic du hé s6 R2 khong cao song diéu nay 14 hop 1y.

Bang 7: Két qua phan tich nhén t6 14n 2

Yéu t6 can danh gia Gia tri chay bang Két luan
Hé s6 KMO 0.859 Thoa man
Gia tri Sig. (Bartlett’s Test) 0.000 Thoéa man
Tong phuong sai trich 58.019% Thoa man
Gia tri Engenvalues 1.181 Thoéa man
Bién c6 hé s6 tai nho hon 0.5 Khoéng c6 bién nao Thoéa man

Nguon: Téng hop tir SPSS
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Su hai 1ong ctia khach hang s& phu thudc cac yéu to
khac khong bao gdm trong mo hinh, vi du: chat
luong san phém, chét lugng dich vu, gia ca, chi phi
chuyén doi... Bang 8 ciing cho thay gia tri F 16n
(F=361,509, p = 0,000) thé hién mé hinh c6 y nghia
thdng ke.

Bang 8 ciing cho thiy hé sb cua bién thamgia =
0,387. Hé sb nay c6 ¥ nghia thong ké véi t = 19,013
va p = 0,000. Diéu nay c6 nghia, khi sy tham gia cta
khach hang tang 1én 1 don vi thi muc d hai long
cua ho tang Ién 0,387 don vi. Két qua cho théy sur
tham gia cia khach hang va sy hai long cua khach
hang trong cac cong ty san xuit twong quan cing
chiéu.

Két qua ham ¥ rdng mot trong cac yéu td giup
doanh nghi€p gia tang sy hai long ctia khach hang la
tang cuong su tham gia cua khach hang vao qua
trinh hoat dong cua doanh nghiép. Két qua nay
tuong tu voi nghién ctiu cua Czepiel (1990) va
Hague & Flick (1989). Céc tac gia nay khing dinh
rang sy tham gia cta khich hang vao qué trinh san
xudt c6 thé 1am ting mirc do hai long chung cta ho
dbi voi doanh nghiép.

Mic du gia thuyét da dugc chap nhan sau qua
trinh phén tich, tuy nhién ciing can luu ¥ t&i nhiéu
yéu t6 va nghién ctru khac. Fodness & cong su
(1993) luu y vé mat trai ciia sy tham gia cta khach
hang, theo d6 khach hang sau khi tham gia vao
doanh nghiép c6 thé tu minh phat trién va tré thanh
d6i thi canh tranh tiém an trong tuong lai. Brockner
& cong su (1992) cho rang néu khach hang di c6 4n
tuong khong tot v6i san pham cta doanh nghiép tir
trude do thi viée tang cuong su tham gia ciia hg vao
qua trinh hoat dong ctia doanh nghiép sé& chi khién
d6 bat man ting thém.

Bén canh mot sd nhimng yéu t6 c6 thé gay tén hai
cho doanh nghiép nhu trén, doanh nghiép ciing can
chu y trong phuong thirc thuyc hi€n qua trinh tham
gia ctia khach hang. Mot s6 doanh nghiép coi su
tang cuong tham gia cia khach hang khong chi 1a
cach dé nang cao murc d6 hai long ma con 1a mot
bién phap dé cat giam chi phi nho nhing sang kién
do khach hang goi ¥ nham tiét kiém chi phi dau tu
va phat trién. Prahalad & Ramaswamy (2000) cho
biét su thay ddi vai tro ctia khach hang tir bi dong
tré thanh ngudi chi dong tham gia hop tac san xuét
c6 thé gitip cong ty dat dugc loi thé canh tranh néu
biét cach tan dung nang lyc cta hg. Tuy nhién, diéu
nay khong c6 nghia la doanh nghiép nén “tan dung

t6i da” sy tham gia cta khach hang vi muyc dich
thuong mai don thudn ma can chu trong dén cam
nhan cua ho - yéu to quan trong trong xac dinh su
hai long ctua khach hang. Chi nhiing khach hang
trung thanh va théa man lau dai voi san phim cua
doanh nghiép méi c6 thé gitip doanh nghiép ton tai
va phat trién bén vimg. Trong thi truong s6 héa nhu
hién nay, khach hang ngay cang tré thanh nhiing
ngudi tham gia chu dong trong viéc phat trién san
phém, cling nhu viéc mua ban, ti€u thy. Vi vay
doanh nghié€p phai tré thanh trung tam cda khéach
hang va can thyc hién “dic ché hoa”
(Customization) dé dat dugc sy hai long cao hon tir
phia khach hang.

5. Két luin va dé xuat

Viéc tang cuong su tham gia ctia khach hang vao
cic hoat dong san xuat kinh doanh ctia doanh
nghiép 12 mot trong nhitng yéu t6 can thiét dé co
duoc sy hai 1ong cua khach hang. Bai viét nghién
ctru vé mbi lién hé giira sy tham gia va sy hai 1ong
ctia khach hang trong cic cong ty san xudt va gia
thuyét dua ra trong bai duoc chap nhan. Két qua
nghién ciru cho thdy ton tai mot mdi twong quan
thuan gitra sy tham gia va sy hai long cia khach
hang. Theo d6, khi muc d¢ tham gia, tuong tac gitia
khach hang va doanh nghi¢p tang 1én thi sy hai long
ctia ho ciing tang theo. Dua vao bang héi diéu tra va
két qua phan tich, mot s6 ham y cho cc nha ldnh
dao doanh nghiép san xuat chau Au va bai hoc kinh
nghiém cho céc doanh nghiép san xuét ndi dia co
thé duogc rat ra tir két qua nghién ctiru nhu sau:

Coi viéc lam hai long khach hang nhuw la mot
chién luoc cot 16i ciia doanh nghiép: Thuc hién
chién luoc 1am hai long khach hang mot cach tap
trung va trong tam la mot chién lugc duge kha nhiéu
doanh nghiép thyc hién va da thanh cong. Cac nha
lanh dao can ¢ tAm nhin va luén ludn hanh dong dé
nhan vién thay rang hai 1ong khach hang 1a muc tiéu
hing ngay cia doanh nghiép. Doanh nghiép nén
thuc hién chién lugc nay toan dién va lién tuc dé c6
dugc su hai long khach hang ngay mot tang, kéo
theo loi nhuan cua doanh nghiép cling tang theo.

Thwong xuyén lién lac voi khach hang
(thamgia01): Pic trung ciia doanh nghiép san xuat
1a mtrc d6 tiép xtic v6i khach hang thap, cac doanh
nghiép nén chii dong lién lac, giao tiép, trao doi va
ling nghe khach hang thong qua nhiéu kénh giao
tiép, vi du nhu hoi nghi khach hang, thiét lap cac
cudc gap chinh thirc va phi chinh thire, thu thong tin
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(newsletter)... Khach hang s& cam nhan dugc su
quan tdm cua to chirc va giup gia ting su hai long
v6i to chirc.

Co gdng c6 dwoc phan hoi vé chat lwong sdan
pham va dich vu giao hang tir khdach hang (tham-
gia02): Doanh nghiép can xac dinh rang hoan thanh
nghia vu giao hang cho khach hang khong phai la
két thic ciia mot hop déng, ma c6 thé 1a sy khoi dau
cho mét hop dong méi. Bé duy tri dugc quan hé
khach tot va gia ting sy gan két voi khach hang,
déng thoi cai thién chat lugng san phém va dich vu,
doanh nghiép can c6 dugc phan hdi ciia khach hang
vé chét luwgng va dich vu thong qua cac cugc diéu tra
(thamgia03) dé khach hang c6 diéu kién va co hoi
bay to nguyén vong cta minh véi to chirc.

T6 chirc cic cudc tham quan khdo sdt doanh
nghiép (thamgia04): Doanh nghi¢p nén chu dong
moi khach hang téi tham nha may, tham doanh
nghiép dé ho hiéu dugc tudong tan qua trinh phirc tap
dé tao ra dugc mot san phém hoan chinh. Bén canh
do, viéc tham quan khao sat doanh nghi¢p s€ tao
dugc cac két ndi tinh cam tir phia khach hang, lam
cho khach hang gin b6 va hai long hon. Khach hang
c¢6 két ndi tinh cam s& 1a ngudi d& dang chdp nhan
nhitng san pham méi ctia doanh nghiép va ho sé& gisi
thiéu san pham ctia doanh nghiép cho khich hang
tiém ning trong twong lai. Bén canh viéc ting
cuong, chii dong tiép can va dua khach hang tham
gia vao qué trinh san xuat dé nang cao su hai long
ctia ho, doanh nghiép can chu trong nghién ctru thi
truong, nghién ciu tdm 1y khach hang can than.

Tai liéu tham khao

Viéc nay gitp doanh nghiép c6 thé du doan duoc
phan nao nhitng van dé co thé xay ra, qua d6 chuan
bi sin sang cac phwong an xtr ly thich hop, giam
thiéu t6i da nhitng két qua ngoai y mudn dan dén
viéc khién khach hang khong hai 1ong hay c6 ac
cam voi doanh nghiép.

Doanh nghiép can né lec t6i da dé dap img tot
nhdt nhu cau ciia khdach hang (thamgia05): Doanh
nghiép can thé hién su ton trong tuyét dbi dbi véi
moi déng gop ¥ kién tir phia khach hang bang nd luc
t6i da dé diéu chinh san phém va dich vu theo hudng
khach hang goi y. Thuc té, ¢6 thé co nhing yéu cau
ctia khach hang 1a bat kha thi. Trong truong hop do,
doanh nghiép can phiic dap cho timg c4 nhan vé 1y
do khong thé dap tng duoc su diéu chinh theo goi ¥
cua ho.

Mic du nghién ctru dugce tién hanh khoa hoc va
can than, song khong thé tranh khoi nhitng han ché
nhat dinh. M6 hinh nghién ciru don gian véi 1 bién
doc lap va 1 bién phu thude. Thyc té tac gia rat
mudn dua vao cac bién kiém soat anh huong dén sy
hai long cua khach hang, vi du chit lugng san pham,
chét luong dich vu, va gia ca, song bd dir liéu khong
cho phép thyc hién diéu d6. Ngudn dir liéu thi cap
tir Dy 4n HPM Vong 3 1a nham do luong cac yéu td
thudc vé san xuat 1a chu yéu, nén cac bién néu trén
da khong dugc Dy an tinh dén. Cac nghién ctu
trong twong lai can str dung s6 liéu so cp véi bdi
canh nghién ctru 1a Viét Nam dé khang dinh thém
két qua nghién ctru clia bai viét nay.(J
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