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CHUONG 1: GIOI THIEU PE TAI

1.1. Ly do chon deé tai

Viéc kinh doanh trong linh vuc thuc pham, dd uéng (F&B) dang ngay cang phd
bién va tro thanh xu hudng kinh doanh mang lai gia tri twong ddi Ién. Trong d6 thi
truong ca phé dugce cac nha dau tu danh gia 1a thi truong sbi noi va hap dan, cé tiém
ning dau tu mang lai loi nhuan cao. Theo Vicofa (Hiép hoi Ca phé- Cacao Viét Nam),
Viét Nam 1a nuéc xuat khau ca phé 16n thir 2 thé gigi va 1a noi tiéu thyu ca phé nhiéu
trén thé gidi. Trong bao cdo Nganh Néng nghiép Viét Nam quy 111/2017 cta BMI
Research, giai doan 2005 - 2015, lugng tiéu thu ca phé cua Viét Nam tang truong tu
0,43 kg/dau nguoi/nam, 1én 1,38 kg/dau nguoi/nam, day 1a muc ting truong cao nhat
trong s6 cac qudc gia xuat khau ca phé trén thé gigi. Bén canh do, theo nghién ctu cua
hang Euromonitor nam 2020, gia tri thi truong ca phé va tra Viét Nam dat khoang 1 ti
USD/ nim, trong d6 cac thuong hiéu ca phé pho bién nhu Starbucks, Highlands Coffee
va Trung Nguyén. .. ciing chi nam giit chua dén 20% thi phan trong linh vyc thuc pham,
d6 uong (F&B). Vi vay, khoang chénh léch cia muc tiéu thy ca phé binh quan dau
ngudi & nudc ta cong voi vin hoa udng ca phé cua ngudi Viét cang chiing to duoc su
s6i dong va hap dan cua thi truong nay ddi voi cac doanh nghiép kinh doanh chudi ca
phé (CafeF, 2020). Tir d6 c6 thé nhan thay cudc chién canh tranh giira cac doanh nghiép
kinh doanh ca phé tro nén gay gét hon bao gid hét, vi vay ma viéc gitr chan khach hang
Vv6i thuong hiéu va gia tang thi phan duoc coi 1a cach thic dé ton tai va phat trién trong

thi truong khoc liét nay caa cac doanh nghiép kinh doanh ca phé.

Tai thanh phé Pa Lat, thuoc tinh Lam Dong, nam trén cao nguyén Lam Vién, cao
nguyén thir ba va cao nhat cua ving Tay Nguyén (cao trung binh 1.500m so vé&i muyc
nuéc bién). Theo bao Cong Thuong (2020) thi noi day duoc coi 1a viing san xuat ca phé
ché, dic biét khu vuc Cau Dat - Pa Lat, dugc cac to chuc qudc té danh gia 1a cd chat
lwong thudc nhom dau trén thé gisi va ludn duoc céc tap doan ca phé da qudc gia quan
tam nhu: UCC, Stabucks, Nestle, OLAM, ACOM... Véi luong tiéu thu va nhu cau

thuang thire ca phé cao nén cac thuong hiéu ca phé xuat hién ngay cang nhiéu va phét
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trién manh, do d6 nham duy tri su ton tai va gia tang loi nhuan thi cac thuong hiéu nay
ludn tim cach dé giir chan khach hang va ting thi phan. CAc cira hang ca phé c6 thuong
hiéu duoc dé cap trong nghién ctu nay 1a cac thuong hiéu ca phé Viét Nam (thuong
hiéu so hitu va quan ly tai dia phuong) phé bién tai thanh phd Pa Lat, dién hinh Ia
thuong hiéu Highlands, Trung Nguyén Coffee, Milano, Toi den va Windmills Coffee.
Tuy nhién, cac thuong hiéu ca phé hién nay déu cé cach cung cip céc dich vu ngay cang
tré nén giéng nhau (Andreassen & Lindestad, 1998). Vi vay, cac doanh nghiép kinh
doanh ca phé can phai tap trung vao khai niém vé long trung thanh cta khach hang dé
gitr chan khach hang va thu hat khach hang méi trong thi truong canh tranh tai thanh
phé Pa Lat. Theo Oliver (1999) Iong trung thanh cua khach hang véi thuong hiéu 1a
viéc khach hang cam két str dung lai nhiéu lan san pham/ dich vy cta thuong hiéu dé.
Bén canh d6 long trung thanh ciia khach hang ciing s& mang lai nhiéu gié tri cho doanh
nghiép dién hinh nhu gia tri gia ting tr khach hang hién tai, giam chi phi thi truong
(Kotler va cong su, 1998), nhitng 10i truyén miéng tich cuc (Boulding va cong su, 1993;
Tepeci, 1999), va san sang tra gia cao (Bowen & Shoemaker, 1998). Ngoai ra, theo
Mascarenhas va cong su (2006) thi 1ong trung thanh thuong gan lién thuong hiéu, vi
vay dé cd thé thu hat 1ong trung thanh ciia khach hang thi cac doanh nghiép kinh doanh
ca phé can chd trong vao viéc xay dung thuong hiéu. Chinh vi nhitng lgi ich trén nén
long trung thanh luoén dugc c&c nha nghién ctu quan tdm nghién citu chuyén sau va da
tién hanh phan tich khai niém nay thanh ba giai doan khac nhau lién tiép: long trung
thanh vé nhan thirc, 10ng trung thanh vé tinh cam va long trung thanh cam két (Oliver,
1999)

Song, cac nha nghién ctu ciing da nhan dinh rang long trung thanh bj tac dong
boi mot vai yéu té, trong d6 dang ké dén nhat 1a yéu té hinh anh twong dong - yéu té
quyét dinh chu yéu (Jamal & Goode, 2001; Sirgy va cong su, 1997). Dic biét, sy tuong
dong nay duoc dinh nghia tir hai khia canh 1a twong dong hinh anh va twong dong chirc
nang (He & Mukherjee, 2007). Trong nghién ctru cua Sirgy va cong su (1991) cho rang
khach hang dang c6 xu hudng mua va tiéu thu cac san pham ma ho cam thiy hinh anh

cua thuong hiéu c6 nét gidng hoac phi hop vai hinh anh ban than ho nham thé hién vi
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tri ctia ho trong xa hoi. Qua trinh tdm 1y nay duoc goi 1a sy tu twong ddng hinh anh
(Sirgy va cong su, 1991). Theo d6, sy tu twong ddng hinh anh bao gém hinh anh ban
than thuc té, hinh anh ban than 1i teéng, hinh anh x& hoi va hinh anh x& hoi 1i tuong (He
& Mukherjee, 2007). Ngoai ra, qué trinh ma khi khach hang dua ra quyét dinh mua/ tiéu
ding mot san pham/ dich vu dya trén nhirng tinh ning hitu dung cua san pham/dich vu
do6 va danh gia su khac biét cua ching so véi ky vong hoac trai nghiém mua hang thuc

té cua ho s& duoc goi la su twong ddng chirc nang (Sirgy & Johar, 1999).

Tuy nhién, hién nay ca thé gioi dang di mat véi mbi de doa Ién tir dai dich
COVID-19 va tat ca cac linh vuc, nghanh nghé déu dang phai hirng chiu su tan pha
nang né cua loai virus nay. Nganh ca phé ciing duoc coi 1a mét trong nhitng linh vuc
nhay cam vai cdc cugc khung hoang, dac biét la trong nam 2020 dugc cic chuyén gia
danh gia 1a nim kho khin véi doanh nghiép ca phé khi gia ca phé van chua thoat khoi
cudc khing hoang kéo dai 4 nam thi dai dich COVID-19 xuét hién khién nhiéu nén kinh
té bi dong bang va kéo theo nhu cau ca phé giam sut, tir d6 khién gia ca phé giam manh.
Theo bao céo Thi truong ca phé nam 2020, cac nudc tiéu thu ca phé 16n trén thé gioi
nhu My, Duc, Anh, Y, Phap, Thuy S¥, Tay Ban Nha, Nhat Ban, Han Quéc... dang thuc
hién gidn cach x& hoi khién cho cac trung tim thuong mai l6n, cac quan ca phé dong
ctra, dan tGi viéc tiéu thy ca phé cham lai. Gia ban di thap hon gid thanh san xuat tir 5 -
8 triéu dong/tan; gia xuat khau giam xudng day 1.073 USD/ tan. (B&o céo Thi truong ca
phé nam 2020). Bén canh d6 cac doanh nghiép ciing bi anh huéng tram trong do viéc
lay lan kéo dai cua COVID-19. Thuc té theo bao céo Thi truong ca phé (quy 11/ 2021),
mot s6 doanh nghiép dang dung bén bd vuc phé san do thua 16 kéo dai, hang hda ton
dong, khong xuat di duoc, dic biét 13 “6ng 1on” Téng cbng ty Ca phé Viét Nam
(Vinacafe) dang chiu sy ton that nang né tir sic ép cua viéc gia ban thip hon gia thanh
san xuat. Hau qua Ia theo B&o céo Thi trudng ca phé nim 2020 Vinacafe 15 gan 26 ty
dong va 16 cong ty thuoc Vinacafe ¢ Pk Lak no thué toi 70 ty dong. Do dé, c6 thé
nhan thay rang trong thoi ky khang hoang thuong hiéu ca phé s& c6 xu huéng bi anh
huong dang ké néu khong duoc quan 1y dung cach va né thuong doi hoi ngudn lee dang

ké dé dam bao rang thuwong hiéu d6 ton tai duoc trong thoi ky nghich canh. Vi thé
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nghién ciru s& bd sung dé xuat mot sé khuyén nghi nham dbi pho va cai thién tinh hinh

cua cac doanh nghiép ca phé hau COVID-19.

Chinh vi vy, viéc nghién ctu, kiém tra mac do anh huéng cua yéu td tu twong
d6ng hinh anh va trong ddng chie nang dén 1ong trung thanh cua khéach hang, cong véi
viéc phan tich méi quan hé chit ché giita su tu twong dong hinh anh va tuong ddng chic
ning vai 10ng trung thanh cua khach hang tai thanh phé Da Lat 1 viéc cap bach nham
gilip cac doanh nghiép kinh doanh ca phé nim bat dugc mirc do tac dong cua yéu to tu
trong dong hinh anh va twong dong chire ning dén 16ng trung thanh. Bdng thai nghién
ctru khong chi dé xuat cac giai phéap gia ting long trung thanh cua khach hang véi cac
thuong hiéu ca phé ma con bo sung mot sé khuyén nghi va ham y nghién cau cho cac
doanh nghiép hau COVID-19. Vi nhiing 1y do da dé cap trén, tac gia quyét dinh lya
chon dé tai “Tac dong ciia yéu to tu twong ddng hinh anh va twong ddng chirc ning
dén 1ong trung thanh cia khach hang: Truwong hop cac thwong hiéu ca phé tai

thanh phé Pa Lat” lam dé tai nghién ctu.

1.2. Téng quan nghién ciru

1.2.1. Nghién ciru thé gioi

Trong nhitng niam gan déy, cac hoc gia di diéu tra, nghién ciru va xac nhan sy
anh hudéng cua yéu té tu twong dong hinh anh va tuong dong chirc niang dén long
trung thanh cua khach hang, dong thoi ciing dé cap dén ba giai doan quan trong cua
long trung thanh khach hang ddi véi thwong hiéu (10ng trung thanh vé nhan thuc,
long trung thanh vé tinh cam va long trung thanh cam két). Céac cong trinh nghién
ctru déu dé cao tac dong tich cuc cua yéu td ty twong dong hinh anh va twong dong
chire nang dén 1ong trung thanh cling nhu nhan manh tam quan trong cua long trung
thanh trong hoat dong kinh doanh va phét trién cua cac doanh nghiép. Theo do, cac
tac gia cling dwa ra nhiéu kién nghi mang tinh khoa hoc vé han ché ciing nhu dinh

huéng chién lugc cho van dé nay.

Tiéu biéu la nghién ctru cua Sirgy va cong su (1991) da dan dau khai thac va

dinh nghia dugc yéu té tu tuong dong hinh anh va twong ddng chirc ning c6 tac
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dong dén 1ong trung thanh cua khach hang. Vi thé nghién ciu nay chinh 1a nhitng nd
lyc dau tién cua cac tac gia dé phan tich, danh gia tac dong cua cac yéu td anh huong
phan 16n dén 1ong trung thanh va tim quan trong cua long trung thanh ddi véi doanh
nghiép. Bén canh d¢, tac gia cling phat hién ra sy anh hudong cua yéu té ty twong
ddng hinh anh dén yéu tb twong ddng chic ning, song khong cé nghién ctru sau vé
van dé ndy. Vai nim sau do, Sirgy va Johar (1999) di thyc hién mét cudc nghién
ctru Vi mong mudn phét trién chuyén sau hon vé mac do anh hudng ciing nhu kha
ning du doan long trung thanh ctia khéch hang dua trén hai yéu té tac dong dang ké
nhét 1 sy tu twong dong hinh anh (bao gém hinh anh ban than thuc té, hinh anh ban
than 1i twong, hinh anh x& hoi va hinh anh xa hoi 1i tuéng) va tuong ddng chirc ning.
C6 thé thay, tac gia da phat trién chi tiét hon vé cac khai niém va ddng thoi cho thiy
kha nang du doan gan nhu chinh xac hanh vi, thai d6 cia khach hang dbi véi thuong
hiéu. Tuy nhién, cac nghién czu ndy chi mang nhitng nd luc tdng quéat hoa cac khai
niém va hinh thanh c6 hé théng vé sy anh hudong cua hai yéu té trén dén 1ong trung
thanh cua khach hang va van chua dua ra cac kién nghi hay giai phap cu thé nham

nang cao long trung thanh.

Vi thé bén canh céac nghién ctu khéai quat, cac nha nghién ctu da tap trung
danh gia muc d6 tac dong cua ting loai yéu té nhu thé ndo dén 1ong trung thanh cua

khach hang di véi nguoi dan tai ting dia phuong khac nhau.

Pau tién, voi sy tac dong cua yéu té tu tuong dong hinh anh thi mét trong
nhitng thanh cong dau tién 1a nghién ciru cua Jamal va Goode (2001) di nghién ctu
Vvé yéu té tu twong doéng hinh anh khach hang anh huong dén su hai 1ong cia ho vé
cac thuong hiéu san pham xa xi dién hinh trong nghién ciru nay la mat hang do trang
stc quy gia tai ndm thanh phd 16n cua vuong qudc Anh. Dya trén sb lidu khao sét
500 c4 nhan ma nhoém nghién ciru danh gia 1a ban than ho cam thay c6 hoic khong
phU hop véi mat hang nay, tac gia khang dinh mirc do dong nhat gitra ban than
khach hang va thuwong hiéu 12 yéu té tich cuc dé dy béao mutc do ua thich, hai long
cua khach hang va theo d6 cho biét kha ning cam két cua khach hang véi thuong

hiéu. Nho @6 cac nha quan 1y thuong hiéu co thé dinh vi thuong hiéu cia minh mot
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cach hiéu qua. Bén canh d6, He va Mukherjee (2007) da lan nita khang dinh stc
manh cua kha ning dy doan tir yéu té tu twong dong hinh anh nhung c6 huéng phat
trién van dé nay chuyén sau hon khi phan loai yéu té tu twong dong hinh anh thanh
bdn loai ty twong dong khac nhau (hinh anh ban than thyuc té, hinh anh ban than Ii
tugng, hinh anh x& hoi va hinh anh xa hoi 1i twong) va tam anh huéng cua ching dén
hanh vi tiéu ding cua ngudi tiéu dung ban 1é Trung Quéc. Nghién ctru di vach ra
nhitng dinh huéng quan 1y thuong hiéu manh mé& cho cac nha chién lugc ciing nhu
cac doanh nghiép ban 1¢é tai Trung Qudc, dac biét 1a khi cac nha ban Ié phuong Tay
dang 6 at xuat hién tai thi truong Trung Qudc s& anh hudng dén 1ong trung thanh cua
ngudi tiéu dung Trung Quéc voi cac thuong hiéu noi dia. Ngoai ra, cé thé thay ring
dé diéu tra su tac dong cua yéu té tu twong ddng hinh anh dén hanh vi va thai do cua
khach hang thi viéc phat trién cac thudce do hop Ié vé su tuong dong hinh anh ban
than 1a mot van dé quan trong. Vi nghién ciu caa Sirgy va cong su (1997) da thuc
hién sau nghién ctu dé so sanh gia tri du doan ciia phuong phap truyén thong véi
phuong phap méi nham tim kiém phwong phap phu hop nhat dé do luong mic do
tuong do6ng hinh anh c6 kha nang du doan nhiéu hon vé nhiéu hanh vi cia nguoi tiéu
ding, chang han nhu thai do thwong hiéu, so thich, su hai 1ong/ khdng hai long cua
ngudi tiéu dung va hanh vi mua hang, béi vi n6 khai thac ddy da hon tinh tong thé,

ctr chi - tinh chat gidng nhu su tu twong dong hinh anh ban than khach hang.

Tiép dén, Ryu va cong sy (2008) da tién hanh mot cudc nghién ciru nham
ching minh yéu té tuong ddng chtrc ning ciing s& anh huéng dén nhan thac va su
hai long caa khach hang. Bang phuong phap phén tich hoi quy da bién, tac gia két
luan rang hinh anh thudc tinh cua cira hang nhu vi tri ctra hang, thoi gian cho, thiét
ké noi that, chat lwong moén an, menu da dang, nhan vién chuyén nghiép, gia ca phu
hop.,... dugc td chic hai hoa, nhat quéan thi hinh anh cua chudi cira hang khdng chi
duoc cung cb trong nhan thirc cua khach hang ma con tac dong dén hanh vi va y
dinh mua hang cia nguoi tiéu ding mot cach nhanh chéng, tir d6 dan dén viéc trung

thanh voi chudi cira hang.
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Tt nhitng nghién ctru lién quan dén sy tu twong dong hinh anh va tuong déng
chtrc ning ddi voi sy wa thich, hanh vi tiéu dung cua khach hang cong véi su phat
hién vé mdi quan hé gitra yéu té tu twong ddng hinh anh va twong dong cua nghién
ctru trugc, Kang va cong su (2013) da tién hanh nghién cau van dé nay nhim nhan
manh mdéi lién hé giita cac yéu té ndy. Bang phuong phap phén tich nhan t§ kham
pha va phén tich hdi quy da bién cong véi st dung mé hinh ELM va Iy thuyét x Ii
théng tin, tac gia khong chi dang gia duogc tac dong cua yéu té tu twong dong hinh
anh va twong dong chitrc ning dén ting giai doan lién tiép cua long trung thanh (long
trung thanh vé nhan thirc, 16ng trung thanh tinh cam va 1ong trung thanh cam két) ma
con phat trién va thir nghiém md hinh lién két cau trdc gitra yéu té tu twong dong
hinh anh va twong ddng chirc ning. Nho d6 tac gia da tao duoc co sé dé phét trién
thém cac nghién ciiu ¢ cac dia phuong khac, dong thoi dé xuat chién luoc quang ba

cho céc nha tiép thi va phan khuc thi truong.

Tir céc nghién cau trén cd thé nhan thay 10ng trung thanh caa khach hang voi
thuong hiéu 1a mot trong nhitng codng cu canh tranh quan trong cua doanh nghiép.
Vi nghién ciu caa Back (2005) di nhan dinh ring trong hai khia canh thai 6 va
hanh vi thi khia canh thai do danh gia sy trung thanh ctaa khach hang véi cac nganh
dich vu tét hon, tir @ nhan manh tam quan trong cua viéc do luong long trung thanh
thuong hiéu c6 thé xac dinh dwoc khach hang cé trung thanh véi thuong hiéu va
hiéu rd hon vé y dinh sir dung lai dich vu cua ho trong nganh dich vy. Tiéu biéu nhat
la nghién ctu ctia nhom nghién cau Yuksel va cong su (2010), véi phuong phap
phan tich nhan té kham pha va phan tich hdi quy da bién, tac gia da cing c6 va
khing dinh quan diém cua cac nghién ciru trudc vé ba giai doan phat trién lién tuc
cua long trung thanh khach hang bat dau tir nhan thac dén tinh cam yéu/ ghét véi
thwong hiéu va cudi cing 1a sy cam két trung thanh véi thuong hiéu, tao co s& cho
cac hudng phat trién nghién ctu chuyén sau hon vé viéc nang cao 1ong trung thanh

trong tuong lai.

Nhin chung, c6 thé thiy trén thé gi6i co rat nhidu nghién ctru lién quan dén

viéc danh gia tac dong va mdi quan hé giita yéu té tu twong dong hinh anh va tuong
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ddng chtrc nang vai 10ng trung thanh cua khach hang. Tuy nhién cic nghién ciru da
phan déu tap trung danh gia mot cach téng thé cac tac dong cua cac yéu té nay dén
long trung thanh cua khach hang va van con nhiéu han ché can phat trién dé nghién
clru C&c Yéu td nay chuyén sau hon nhiam dwa ra duoc dinh hudng chién luoc quan ly
thwong hiéu cu thé. Bén canh do, trong ldc tiép cén cac tac dong nay, nhiéu nha
nghién ctru da sir dung pham vi nghién ciu khac nhau, riéng biét doi véi viéc tiép
can dua trén sy phan tich tac dong cua ting loai yéu té dén cac giai doan khac nhau
cua long trung thanh. Céac nghién ciru da cho thiy sy thanh cong trong viéc thuc hién

cac kiém dinh cua nhiing nghién ctru trén.

Ngoai ra, dua trén tinh hinh anh huéng niang né cia dich COVID-19 dén tat
ca nganh nghé, linh vuc, nhdm nghién ciru Pongsakornrungsilp va cong sy (2021) da
tién hanh nghién ciru nham tim kiém cach thirc dé cac doanh nghiép, dién hinh la cac
doanh nghiép du lich & Thai Lan c6 thé phuc hoi sau cudc khaung khoang cua dai
dich COVID-19. Biang phuong phap st dung ly thuyét hién c6 vé quan ly khung
hoang va xay dung thwong hiéu doanh nghiép trong bdi canh dich vy, nhém nghién
ctru d3 nhan dinh rang thuong hiéu cua doanh nghiép 1a mot cong cu chién luoc dé
ing pho va giam thiéu tac dong cua cudc khing hoang, dong thoi dé ra chién luoc
phuc héi va cach thirc xay dung long tin véi khach hang cho cac doanh nghiép sau
dai dich COVID-19. Nhin chung nghién ciru nhan manh tam quan trong cia viéc xay
dung long tin, 1ong trung thanh caa khach hang voi thuong hiéu 1a mot chién luoc
quan trong tai thoi diém khing hoang ldc bay gio. Tuy nhién nghién ciu van con
mot s6 han ché do thoi gian nghién ctiru gap gap va van con hudng phat trién tai cac
qudc gia khac dé phuc hoi sau dich COVID-19.

1.2.2. Nghién ciru trong nuéc

Tai Viét Nam, bang viéc ké thira va phat trién cac gié tri nghién ctu trén
thé gigi cong véi cude chién canh tranh khoc liét cua cac doanh nghiép kinh
doanh trén thi truong Viét Nam ngay cang tré nén gay gat, da c6 vai nghién

ciru duoc thyc hién nham gia ting long trung thanh ctia khach hang véi
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thuong hiéu, du doan thai do, hanh vi cua khach hang. Tuy nhién cac nghién
ctru danh gia tim anh huong cua yéu td ty twong dong hinh anh va trong déng
chtrc nang con nhiéu han ché, boi vi cac nghién ciru nay thuong duoc thuc

hién & nudc phat trién va it duoc thuc hién tai cac nude dang phat trién.

Véi nghién cau caa Nguyén Thi Hoang Yén va Nguyén Vil Hung
(2020) dd xem xét hai khia canh danh gia cua cac san pham tryc tuyén va su
twong ddng hinh anh ban than 1am tién dé& dé cung cAp mot cach nhin tong
quan vé ¥ dinh va hanh vi tiéu ding xanh giita cac thé hé, déng thoi dinh
huéng chién lugc tiép thi cho cic nha quan 1y thuong hiéu xanh. Dic biét, tac
gia dé cap dén su tu twong ddng hinh anh s& anh huong dén y dinh mua cua
khach hang. Tuy nhién nghién ctu chi diéu tra va khao sat véi cac ca nhan
thudc thé hé Millennials (Gen Y), mau nghién ctu han ché, it bao quat tai thi
truong Viét Nam, hon nira nghién cau chi ding lai & ¥ dinh mua san pham

chtr khdng nghién cau chuyén sau thém vé 1ong trung thanh khach hang.

Nhin chung, cac nghién ctru danh gia yéu tb ty twong dong hinh anh va
twong dong chire ning tac déng dén 1ong trung thanh it dugc thyc hién tai Viét
Nam va chua danh gia sau vé tim quan trong cua 1dng trung thanh cua khach

hang.

1.3. Muc tiéu nghién ctru

1.3.1. Muc tiéu tong quan

Panh gia tac dong su tu twong dong hinh anh va twong dong vé chic
ning tac dong dén long trung thanh cua khach hang: Truong hop cac thuong

hiéu ca phé tai thanh phd Da Lat.

1.3.2. Muc tiéu cu thé
- Hé thong co so ly luan vé sy tu twong dong hinh anh va tuong dong vé

chtic nang tac dong dén 1ong trung thanh cua khach hang.
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Xay dung hé thdng md hinh nghién cau Iy thuyét nham du doan su tac
dong cua sy tu twong déng hinh anh va tuong dong vé chirc ning tac dong
dén long trung thanh cua khéach hang.

Dé xuit ham y nghién ctru va giai phap nham nang cao muc d6 trung thanh
ctia ngudi tiéu dung d6i véi thuong hiéu, dong thoi b sung thém cac ham
y, khuyén nghi giai phap phuc hdi, cai thién 1ong trung thanh cua khach
hang véi thuong hiéu ca phé cho cac doanh nghiép kinh doanh ca phé hau
dai dich COVID-19

Poi twong va pham vi nghién ciru

Ddi twong nghién ctru 1a tac dong cua Su tu twong ddng hinh anh va twong
ddng vé chirc ning tac dong dén long trung thanh caa khach hang.

Pham vi nghién ctru dugc thuc hién qua nguoi dan thugc 12 phuong ctua thanh
phé Pa Lat.

Caiu tric nghién ciru
Pé tai duoc xay dung véi 5 chuong.

< Chuong 1 Gidi thiéu dé tai.

< Chuong 2 Co s¢ ly thuyét va mé hinh nghién ctu.
> Chuong 3 Phuong phap nghién cuu.

< Chuong 4 Két qua phan tich dir liéu.

<> Chuong 5 Ham y nghién ctu.
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CHUONG 2: COSOLY THUYET VA MO HINH NGHIEN CUU

2.1. Sw tw twong ddng hinh anh, twong ddng chic ning va 1ong trung
thanh
2.1.1. Sy tw twong dong hinh anh

Khai niém vé ban than duoc biét dén 1a mot ly thuyét phan tich tam 1y phd
bién & cac nude phat trién nham dé danh gia hanh vi mua hang cua ngudi tiéu dung.
M6t s6 nha nghién ciru da thao luan va cho rang khai niém vé ban than 1a mot bién
s6 duy nhét va coi d6 1a khai niém ban than thuc té, tic 1a khéai niém nhan thac vé
ban than (Sirgy, 1982). Bén canh d6 theo Sirgy (1982) khai niém vé ban than duoc
dinh nghia 1a “t6ng thé nhimg suy nghi, cam xdc cua mdt ca nhan coi ban than minh
la mot d6i twong tham chiéu”. Mac du cac khai niém nay c6 ngudn géc hinh thanh tur
lau va phaét trién véi tbe 6 nhanh chéng song cho dén nay ching van dugc tiép can
v6i nhiéu goc do tir nhiéu nha nghién ctru khac nhau. Trong nghién ctu nay sé chi
quan tdm dén sy tu twong dong hinh anh, trang thai tim 1y ty so sanh hinh anh cua

ngudi tiéu dung sé anh hudng dén dong co mua hang cua ho.

Dau tién su tu twong déng hinh anh dwgc dinh nghia 1a sy so sanh giira hinh
anh nguoi tiéu dang san pham va hinh anh ban than caa khach hang, trong do, hinh
anh ban than cuaa khach hang duoc hiéu la nhan thic cia mot ca nhan vé "ban than"
cua ho lién quan dén bat ky dic diém dién hinh nhu 12 nghé nghiép, ca tinh, vai trd
gidi tinh, ting 16p x4 hoi, v.v. (Sirgy, 1982). Cho dén hién nay, tinh huéng nay duoc
thé hién ¢ trong qué trinh mua siam va tiéu dung cac loai san pham caa khéach hang
khi ho chi quan tam tim kiém sy twong dong giira hinh anh ban than ho va hinh anh
nhitng san pham ma c6 thé thé hién dugc hinh anh ban than ho trong xa hoi (Sirgy &
Samli, 1985). Noi cach khac, ngudi tidu dung ludn yéu thich hoic tim kiém cac san
pham c¢6 hinh anh phi hop véi nhan thirc, quan diém cta ho vé ban than bai 18 mua
hang 13 mot cach thirc thich hop dé thé hién ban than ho. Do d6 c6 thé dé dang nhan
thiy duogc ty 16 mua lai cao cua cac san pham ndy va mac d6 hap dan cua thuong

hiéu véi nguoi tieu dung. Pién hinh cho viéc nay, nhitng khach hang tw nhin nhan
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ban than 13 nguoi c6 dia vi xa hoi va co 16i sdng sang trong sé& co xu huéng lua chon
cac nha hang cao c4p cho nhitng dip dic biét hodc khi ho mubn phd trwong su gidu
sang, sung tdc cua ho (Kwun & Oh, 2006). Tuong tu ¢ linh vuc ca phé, khi
Starbucks da dinh vi hinh anh thuong hiéu ciia minh 1a “Nguoi Chau Au 1 sy phong
cach va cau ki” (Grzeskowiak & Sirgy, 2007, tr. 292) thi nhitng khach hang cé xu
huéng tiéu dung san pham cua Starbucks sé& 12 nhitng ngudi ty nhan thay rang ban
than 13 ngudi thanh lich va thoi thuong (Shih & Chang, 2007). Hay déi véi thuong
hiéu Trung Nguyén Coffee — thuong hiéu ca phé noi dia Viét Nam, da tai dinh vi
thuong hiéu ciia minh vao khoang thoi gian 16/06/2018 va quyét dinh thay doi nhan
dién thuong hiéu tir 46 - den sang trang — den nham khing dinh cham ngdn cho
thuong hiéu ca phé cua minh “Pic biét — Khac biét — Duy nhat”. Tur d6, Trung
Nguyén Coffee hudng toi tap trung thu hat nhom khach hang muc tiéu la nhiing
doanh nhan cé hing tha véi ngudn ning lwong tinh thirc, sang tao, thic day nhiing
dam mé, khat vong dé mdi ca nhan c6 thé dat duoc thanh cdng va hanh phuc. Vi vay
c6 thé 1ap luan rang su tu twong dong hinh anh ban than khach hang va hinh anh san
pham c6 thé dugc xem 1a co sé phil hop dé du bao thai do va hanh vi mua hang cua
ngudi tiéu dung. Nghia 14 hinh anh ciia san pham cang gan véi quan niém cia ngudi

tiéu dung thi y dinh mua san pham cang cao (Zinkhan & Hong, 1991).

Trong md hinh da ciu tric truyén thong cac hoc gia cho rang c6 nhiéu hon
mot thanh phan trong khai niém vé hinh anh ban than. Sau dé cac nha nghién ctru da
lap luan rang khéi niém nay can duoc coi 1a c6 hai thanh phan 1a khai niém vé ban
than thuc té va khai niém vé ban than 1y tuong (Sirgy, 1982). Pong thuan véi nhan
dinh nay cac nghién ctru sau d6 da phat trién va mo ta khai niém tyu tuong ddng hinh
anh bang 4 pham trd sau: hinh anh ban than thyc té, hinh anh ban than 1y tuéng, hinh
anh ban than x& hoi, va hinh anh ban than xa hoi ly tuong (Johar & Sirgy, 1991,
Claiborn, 1992; Kang va cong su, 2013). Viéc phan tich su ty twong dong hinh anh
thanh 4 pham tri theo cac nha nghién ciu s& ¢6 thé phén tich rd dwoc sy tac dong
cua sy ty twong ddng hinh anh va dy doan tich cyc hanh vi clia nguoi tiéu dung. Pau

tién, khai niém “Hinh anh ban than thuc t&” duoc dinh nghia 14 cach ma mot nguoi
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nhin nhan vé chinh ban than ho (Back, 2005). Chang han nhu mét ngudi tré tudi cam
thiy minh 12 mot nguoi gan giii, than thién va hién dai, d6 chinh 12 hinh anh ban than
thuc té. Trong khi d6 khai niém “hinh anh ban than xa hoi” ciing dwoc Back dé cap
vao nam 2005 1a cach ma ban than ciia mot ca nhan cam thay ngudi khac nhan xét
nhu thé ndo vé minh. Tuong tu vi du trén, trong lic ching ta cam nhan ban than
mang tinh than thién va hién dai nhung trong mét ctua nguoi khac lai cho rang ching
ta tuy than thién nhung lai mang cam giéc hoai ¢4 hon 1a khuynh huéng hién dai. Ké
tiép 12 pham trd thi 3 “hinh anh ban than 1y tudng” c6 thé dugc xac dinh bang “cach
mot nguoi mudn tré thanh mot hinh anh cu thé nao d6” (Back, 2005, tr. 449), trong
khi “Hinh anh ban than xa hoi Iy tuéng” dugc Jamal va Goode md ta vao nam 2001
1a “cach mot c& nhan muén ngudi khac bén ngoai nhin nhan minh theo mot phuwong
dién hinh anh tich cuc”. Hon nita, hinh anh ban than xa hoi 1y tuéng cé thé dugc md
ta nhu “cach ma mot cd nhan mudn phat trién hinh anh ban than tich cuc va muén
moi nguoi nhin nhan hinh anh ban than tich cuc d6 cua ho hoac tham chi la 1y tuong
hon thé nira” (Back, 2005, tr. 449). Cu thé, khi tiéu ding mot san pham tai noi cong
cong, nguoi tieu ding sé quan tam dén phan &ng cua nhitng ngudi khac vé viéc tiéu
ding san pham dé caa ho. Pay 1a bai vi moi nguoi déu ¢ nhu cau hoac mong muébn
nhan duoc sy chap nhan tir x4 hoi do d6 ho ludn ¢ gang tao 4n twong hodc hinh anh
tich cuc vé ban than trong tim tri ngudi khac. Thong thudng thi mot ca nhan sé thiét
lap mot pham tri hinh anh 1am diém tham chiéu va so sanh né dén mét pham tr
hinh anh kh&c cua ban thén, tir d6 phat sinh ra hanh vi mua hang va lya chon thuong
hiéu mang hinh anh gan lién vai n6 (Sirgy, 1982; Zinkhan & Hong, 1991). Do do,
nguoi tiéu dung thudng s& xem xét vé mat nhan thire cua ho va lua chon thuong hiéu
hay san pham tiéu ding ma ho quan niém ring chang twong tu véi chinh ho (Graeff,
1997).

Ngoai ra, trong mdi c& nhan thi khai niém vé ban than ton tai nhu 13 mot hé
thdng trung tam quan trong nén moi ngudi c6 xu hudng mot mat s& duy tri hozc bao
vé quan niém vé ban than va mat khéac thi nang cao né (Zinkhan & Hong, 1991).

Theo Rosenberg (1979) xu hudéng tu bao vé nay 1a dong luc d¢ mot ca nhan hanh
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dong phu hop véi khéi niém vé ban than va s& cb gang duy tri hinh anh dé trudc
nhitng bang chiing phan béc lai hinh anh cua ban than (trich dan trong Zinkhan &
Hong, 1991). Mac du quan niém vé ban than mdi nguoi déu c6 thé thay doi dan theo
thoi gian nhung moi ngudi déu s& c6 xu hudng kién tri bao vé va duy tri trang thai
nhan thire ban dau cua ban than. Viéc nay xuit hién c6 I& bai nhitng kich thich tur
bén ngoai de doa dén su 6n dinh va thong nhat khai niém bén trong ban than sé& c6
thé tao ra su lo ling, ban khodn vé nhan thic gitta sy tu nhan thic ban than va céc
bang chung kich thich bén ngoai. Vi vay moi ngudi ¢d gang giam cac xung dot phat
sinh tir sy mau thuan nay. Tc la néu xuat hién nhitng kich thich khéng pht hop véi
khai niém vé ban than hién cé cua ngudi tiéu dung thi ho s& phan khang lai va chi
chap nhan nhitng théng tin phi hop véi khai niém vé ban than (O'Cass va Muller,
2015; Zinkhan & Hong, 1991). Tiép dén, vé dong luc nang cao hinh anh, cd thé
nhan thay rang viéc phét sinh su so sénh giira cac pham tru twong ddng hinh anh trén
trong tam tri khach hang c6 khi s& xuat hién mot 15 hong, kich thich khach hang thay
d6i va phan dau 1én nhirng diém cao hon, vi du tir diém hinh anh ban than chuyén
thanh hinh anh ban than 1i tuang hay tir hinh anh ban than x& hoi chuyén thanh hinh
anh ban than xa hoi li tuong, va viéc nay dugc goi la “su nadng cao ban than”
(Zinkhan & Hong, 1991). Néi cach khac, ngudi tiéu dung ludn cé gang giam bot
khoang cach giira hinh anh thuc té va hinh anh 1y tuéng thong qua viéc lua chon tiéu
ding c4c san pham c6 hinh anh twong tu véi hinh anh ban than 1y twéng cua ho. Vi
vay ma thong thuong su nang cao ban than khién khach hang mua sam va tiéu thu
san pham & céc thuong hiéu co tinh chit cao hon hinh anh ban than thyc tai caa ho,
nham muc dich nang cao hinh anh ban than (Sirgy, 1982). Tir d6 c6 thé lap luan rang
ngudi tidu ding c6 xu hudng ndng cao ban than bang cach tiép can mot hinh anh ma
ho cho 1a 1y tuong théng qua viéc theo dudi cac san pham c6 hinh anh tich cuc va
phU hop Vvéi niém tin vé hinh anh 1y twéng cta ban than ho, va nguoc lai ngudi tiéu
dung ciing s& c6 xu hudng tranh mua cac san pham c6 gia tri ma ho cho 1a tiéu cuc

va s& ha thap gia tri ban than cua ho.
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Cubi cung, tir 4 pham trd hinh anh khach hang trén, ching ta c6 thé lap luan
rang co 4 sy twong dong duoc goi tén & day 1a: sy twong ddng thyc té, su tuong dong
x& hoi, su twong dong 1i twong, su twong dong xa hoi 1i teang (Sirgy, 1982). Trong
d6 su twong ddng thuc té xay ra khi hinh anh ban than thyuc té caa khach hang pha
hop véi hinh anh thuwong hiéu, twong tu vy, su twong dong 1i tudng xay ra khi ¢é sy
trong dong giira hinh anh thwong hiéu véi hinh anh ban than 1i tuéng cua khéach
hang. Con su trong ddng x& hoi va sy trong dong x4 hoi 1i twong xay ra lan luot khi
hinh anh thuong hiéu gidng véi hinh anh ban than xa hoi va hinh anh ban than x& hoi
li tuong cua khach hang (Sirgy, 1982). Do d6, su phu hop gitta hinh anh nguoi tiéu
ding va hinh anh thuong hiéu cang cao thi thai do cua ho ddi voi thuong hiéu cang

t6t va nguoc lai (Sirgy, 1986).

2.1.2. Sw twong ddng chirc ning

Trong béi canh hién nay, ngudi mua hang hay ngudi tiéu thy san pham
thuong khong chi cha y dén mdi hinh anh cua san pham ma con mong doi mot
thuong hiéu s& c6 biéu hién tét & mot sé thugc tinh vé chirc nang cua san pham nhu
la sach s&, an toan, chat luong dich vy, hiéu suit, gia ca can bang dé thoa man nhu
cau cuia ban than. Khi d6 khach hang sé dua ra mot mic ki vong lién quan dén
nhitng yéu t6 chirc niang d6 va sau khi trai qua qua trinh tiéu thy, danh gia mtc do
nhat quan giira cac dic tinh chirc ning ma thuong hiéu cung cap va ky vong cua
minh trude d6, ho s& xuat hién ¥ dinh hanh vi tich cuc véi thuong hiéu (chang han y
dinh mua lai hoac loi truyén miéng tich cuc ti ngudi tiéu ding khac). Vi vay co thé
lap luan rang viéc danh gia, so sanh nay cua khach hang s& dan dén suy luan vé tién
ich cia thuong hiéu dugc goi 1a twong ddéng chirc ning. Hay n6i mot cach don gian
hon thi twong ddng chire ning 1a két qua cua sy so sanh gitra hiéu suat thuc té va
mong doi (ly twong) cua khach hang véi thuong hiéu hay 1a cu thé san pham (Sirgy
& Johar, 1999). Do d6 c6 thé nhan dinh rang viéc danh gia duwa trén tinh ning cta
san pham/ dich vu s& 1a cau tra loi thich hop cho cau hoi cua khach hang rang “san
pham s& thoa man nhu cau cua ho tot dén mic nao?” hodc “san pham nay cé that sy

dap tmg duoc nhitng gi ho mong muébn khong?”.
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Trong linh vuc nha hang khach san di c6 mét sb nghién ctu trong qué trinh
thuc hién viéc phan tich tac dong cua yéu té tu twong ddng hinh anh da ddng thoi
phat hién ra rang cac thuoc tinh chirc ning ciing anh hudng dén hanh vi caa khach
hang trong tuong lai (Prendergast & Ho, 2002; Ryu & cong su, 2008). C4c nha
nghién ciu nhan thiy rang khach hang thuong sé c6 thai do tich cuc va c6 xu huéng
theo dudi san pham dya trén nhitng trai nghiém dich vu truéc d6. Theo Oliver
(1997) thi dng md ta ring thai do nay 14 su phét trién cua viéc thich/ khong thich kha
6n dinh mot san pham dua trén kinh nghiém trude d6 caa riéng ban than khach hang.
Bai vi khi khach hang phét trién thai do va hanh vi mua hang cua minh dya trén
nhitng théng tin san cd trén thi truong ma khong qua bat ky trai nghiém thuc té nao
thi ho c6 thé s& thudng xuyén ting thanh kién hoic chdng lai cac nha cung cap dua
trén hinh anh caa nha cung cap trén thi trudng. Do d6 thai d6 nay s& lién quan mat
thiét dén vy dinh tai dinh vi san pham, hanh vi truyén miéng hoic ra quyét dinh vé
mat nhan thicc nhu trung thanh vaéi thuong hiéu. Bén canh do, trong nghién ctru cia
Ryu va cong su (2008) ciing dé xuét rang khach hang s& thé hién thai do tich cuc khi
dich vu nha hang dap tmg mong doi cua ho vé cac thudc tinh nhu chét luong thuc
pham, hiéu suat ciia nhan vién, méi trudng, v.v. Vi vay nhiing phét hién nay ciing
dugc xem 13 co s dan dén cac cudc diéu tra kha nang anh huong cua sy twong dong
chtrc ning dén thai d6 va hanh vi tuong lai ctia khach hang trong bdi canh quén ca
phé. Trong d6, mot sb nghién cau cho thiy khach hang cua cac ctra hang ca phé c6
thuong hiéu s& thuong tim kiém su phd hop gitra céc thudc tinh chirc ning c6 da
dang so vai ky vong va trai nghiém thuc té caa ho; nhitng thudc tinh nay bao gom d6
udng ca phé cho ngudi sanh in, gia cao cap, bau khong khi cira hang thoai méi, v.v.
(Gonzalez, n.d.). Va khi khach hang da co nhitng trai nghiém twong dong véi ky
vong cua ho hay con goi la su hai long cao, khach hang d6 s€ co kha nang quay lai
tai mua san pham d6 hoac san pham khac cua thuong hiéu d6 hay tiép tuc mua trong
mot thoi gian dai (Jamal & Al-Marri, 2007; Sirgy et al., 2000).

2.1.3. Long trung thanh caa khach hang véi thwong hi¢u
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Long trung thanh caa khéch hang 1a d6i tuong va 1a sy tran tré 16n nhat cua
cac nha lam tiép thi cho cac thwong hiéu trong viéc xay dung thuwong hiéu va giir
chan khach hang, dac biét 1a trong bdi canh thi trudong canh tranh gay gét hién nay.
Bén canh dé, long trung thanh con dwgc cac nha tiép thi xem nhu 14 co s¢ dé phat
trién loi thé canh tranh. Trong suét ba thap ky qua thi da c6 nhiéu nghién ctu vé
long trung thanh da duoc tién hanh va nhan duoc sy quan tim dang ké tir cac hoc gia
va gigi chuyén mon (vi du, Backman & Crompton, 1991; Chaudhuri & Holbrook
2001). Theo nhu Oliver (1997) md ta thi Iong trung thanh véi thuong hiéu la “cam
két tdi mua hang hoic bao tro lai mot san pham hoic dich vu wa thich nhat quén
trong twong lai, bat chap nhirng anh huong cua céc tinh hudng cé thé xay ra va nd
lyc tiép thi cd kha ning gy ra viéc chuyén d6i hanh vi”. Song cac hoc gia déu nhan
dinh rang long trung thanh c6 hai phuong dién nghién ctu chinh 1a: 1ong trung thanh
hanh vi va long trung thanh thai d6 (Kandampully & Suhartanto, 2000). Khoang thoi
gian trudc day, dé tiép can va nghién cau chuyén sau vé long trung thanh, cac nha
nghién ciru da sir dung phuong phap don gian 1a do ludng céc bién sb hanh vi dé dy
doan hanh vi mua hang cta khach hang trong twong lai (Guadagni & Little, 1983).
Tuy nhién, phwong phép tiép can nay c6 nhitng han ché va khéng du bang ching
thuyét phuc vi viéc khach hang tai mua hang khdng phai luc nao ciing 13 két qua cua
viéc cam két vé mat tam 1y ddi voi thuong hiéu (Tepeci, 1999). Ngoai ra céach tiép
can, diéu tra long trung thanh qua hanh vi ma bo qua qué trinh ra quyét dinh cua
khach hang s& khong thé phan biét duoc gitra long trung thanh cia khach hang dbi
Vi thuong hiéu va hanh vi mua hang lap lai thong thuong (Dick & Basu, 1994). Cu
thé, hién nay cac khach hang khong chi c6 mot tu cach thanh vién ma 13 c6 hai hoac
nhiéu tu cach thanh vién véi cac chuong trinh khuyén méi/ phan thuong cho khach
hang hang than thiét cua nhiéu khach san hodc nha hang c6 thuong hiéu khac nhau
(Mattila, 2001). Vi du nhu mot khach hang c6 thé 1a khach hang phan hang Phin Bac
& Highlands Coffee nhung cing lic ciing c6 thé 1a khach hang hang VIP tai Trung
Nguyén Coffee. Do d6, viéc khach hang tai mua thudng xuyén khdng nhat thiét dy
doan dugc 10ng trung thanh (Schall, 2003). Vi vdy, déi véi nganh dich vu thi Back

(2005) cho rang khai niém long trung thanh cua khach hang véi thuong hiéu thi nén
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tap trung thém vé phuong dién thai d6. Bén canh do, theo cac ¥ kién cua cac nha
nghién ctu thi pham vi long trung thanh thai d6 nay c6 thé do luong day du long
trung thanh cua khach hang bai vi khach hang cam két sau sic hoidc c6 y dinh mua
lai va duoc khuyén nghi 12 c6 kha ning van con trung thanh véi thuong hiéu (Getty
& Thompson, 1994). Khéng giéng nhu trong nganh san xuit hoic hang tiéu dung,
long trung thanh caa khach hang trong nganh dich vu lién quan dén cam két vé co s
tinh cam ddi voi mot thuong hiéu (Schall, 2003). Viéc tai mua hang khong phai lic
nao cling c¢6 nghia dai dién cho cam két khach hang s& mua hang tir mot nha cung
cap bt ctr IGc nao. Ngoai ra, hanh vi tai mua hang khéng phai luc nao ciing c¢6 nghia
la khach hang tiép tuc hai l1ong, khen ngoi hodc duy tri mét thai do tich cuc dbi véi
nha cung cap dich vu (Bowen & Chen, 2001). Pdng tinh véi cac y kién trén, trong
nghién ciu nay tac gia dic biét tap trung vao quan diém cua long trung thanh véi
thuong hiéu thong qua phuong dién thai do. Theo nhitng ban luan tir cac nha nghién
ctru di trudc vé 10ong trung thanh & phuong dién thai do s& ¢6 ba trang thai long trung
thanh véi thwong hiéu gém: long trung thanh nhan thic, 10ng trung thanh tinh cam
va long trung thanh cam két (Lee & cong su, 2007; Li & Petrick, 2008; Yuksel &
cong su, 2010). N6i cach khac, néu mot ngudi tiéu ding trung thanh véi mot dich vu
thi truéc tién s& bat dau tir viéc nhan thic, sau d6 1a biéu hi¢n cam xuac “thich” hoic
“khong thich” dich vu va cudi cing 1 tré nén cam két véi dich vu d6 (Back, 2005;
Oliver, 1997). Tir d6 c6 thé thay rang su trung thanh cua khach hang dbi véi nha
cung cap dich vu s& dugc xay dung qua mdi giai doan trung thanh ma khach hang
vuot qua. Theo Oliver (1999) Iap luan thi nguoi tiéu dung trung thanh & mdi giai

doan s& bi anh hudng boi cac yéu té khac nhau cua cau trdc phét trién thai do.

Pau tién, vé 1ong trung thanh nhan thigc, tic 1a khach hang nhan thac dugc vi
sao ho lai mudn tai mua va trung thanh véi thuong hiéu thi thuong sé dugc thé hién
qua sy anh huang tir cac thong tin vé cac thugc tinh caa san pham nhu chi phi, chat
lugng, loi ich,... ¢6 tac dong dén nhan thic cta khach hang (McMullan& Gilmore,
2003). Do d6, nhitng thdng tin vé tinh ning san pham s& dan dén su ua thich cua

khach hang nhiéu hon sy canh tranh nhan hiéu (Pedersen & Nysveen, 2001). Theo
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nhu Oliver (1999) giai thich thi long trung thanh nhan thirc dua trén viéc khach hang
phan tich gitra chi phi va loi ich. Bién hinh khi khach hang nhan thay loi ich cua mét
san pham mang lai cao hon chi phi ho bo ra, didu d6 c6 nghia 1a khach hang sé it bi
thiét hai hon khi chon san pham nay so vai nhiing lua chon thay thé khac c6 trén thi
truong, tir d6 s& tac dong tich cuc dén nhan thic ho vé viéc trung thanh véi thuong
hiéu (Serkan & Gokhan, 2006). Vi du néu mot ngan hang cung cap cac dich vy va ty
& 14i suat tiét kiém cao hon cac ngan hang khac thi nhan thtc caa khach hang trung
thanh 14 s& co thé tiép tuc st dung ngan hang nay mién 1a ngan hang van cung cap lai
suat cao nhat trong s6 cac ngan hang. Tuy nhién, long trung thanh nhan thic 12 giai
doan dau tién va 1a hinh thic yéu nhat, ¢ giai doan nay thi long trung thanh dé bi
thay d6i khi lgi ich ciia khach hang thay do6i Oliver (1997, 1999).

Tiép dén vé long trung thanh tinh cam, theo Oliver (1999) dinh nghia thi day
la mot kiéu gan b6 vé mat cam xtc hodc thai d6 cua khach hang d6i vai thuong hiéu,
n6 xuat hién dua trén trai nghiém tha vi cua khéch hang khi sir dung san pham cua
thuong hiéu. Pike va Ryan (2004) di mo ta cac thanh phan cam xac lién quan dén
long trung thanh tinh cam nhu sy hai 10ng, sy wa thich, su nhat quan vé nhan thuc,
v.v. Mic di nhan thie c6 thé dé dang bi anh hudng boi thong tin méi, nhung tinh
cam lai kho thay d6i hon. Tuy nhién thi hinh thic trung thanh nay ciing c6 thé bi
thay d6i nhu 10ng trung thanh nhan thirc hay viéc khach hang chuyén sang thuong
hiéu khéac vi c6 mot s6 nghién ciru da phat hién ra rang c6 mot ty Ié phan tram 16n
nhitng ngudi roi bo nhan hiéu ma ho da chon va cam thiy hai long véi ching
(Reichheld & Hopton, 2000). Hay viéc khach hang co thé hai 1ong véi san pham cua
thuong hiéu nay nhung ciing c6 thé trung thanh vé mit khach quan véi nhiéu nhan
hiéu trong ciing mot thé loai san pham. Do d6, cac nha tiép thi phai ¢6 gang thu hut

nhiéu ngudi tiéu ding bang giai doan trung thanh cam két hon (Oliver, 1999).

Giai doan cudi cung 1a 16ng trung thanh cam két thi tai giai doan nay ngu y
rang ddy 1a “trang théi trung thanh chaa dung sy cam két hodc y dinh mua siu sac”
(Oliver, 1997, tr. 393). B¢ 1a khi khach hang tré nén thuc su trung thanh ¢ giai doan

nay, thé hién cam két manh mé, ¥ dinh mua lai cao va gidi thiéu tich cuc vé thuong
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hiéu voi nguoi khac. Theo Pedersen va Nysveen (2001) thi 1ong trung thanh cam két
duoc cho 1a yéu té du doan manh nhat vé 10ng trung thanh so véi long trung thanh
vé mat nhan thic va tinh cam. Tuy nhién & giai doan long trung thanh ciing ¢6 thé bi
suy giam néu khach hang gap phai nhiing 15i dich vu lap di 1ap lai. Khi d6 thi cho du
khach hang d3 cam két trung thanh véi nha cung cap dich vu ciing s& khong con du
kién nhan va quyét tam dé tiép tuc mua lai san pham va tranh viéc xem xét cac dich
vu thay thé (Oliver, 1999).

Ngoai ra, khoang thoi gian truée day da co nhiéu nghién ctu phat hién ra
rang 1ong trung thanh nhan thic, 1ong trung thanh tinh cam va long trung thanh cam
két s& xuat hién hozc phat trién mot cach lién tiép nhau (Blut & cong su, 2007; Roy
& cong su, 2009). Cu thé, Oliver (1997, 1999) chi ra ring Iong trung thanh cua
khach hang véi thuong hiéu thuong bat dau bang cam giac nhan thuc, tiép dén la
cam quan vé thuong hiéu va cudi cung 1a y thicc cam két véi thuong hiéu d6. Ban
chat tuan tu cua ba giai doan trung thanh nay dwoc cac nha nghién ciru giai thich dya
trén Iy thuyét xu Ii thdng tin, mét trong nhitng chu dé ndi troi trong cac nghién cau
vé nhan thirc xa hoi (Gallivan, 2001). Do d6, trong nghién ciru ndy tac gia ciing dua
trén co so d6 dé tap trung khai thac 1ong trung thanh cua khach hang ¢ phuong dién
thai d6 bao gdm su hinh thanh va phat trién cua ba giai doan trung thanh véi cac

mirc d6 tir nhan thac dén tinh cam va cam két.

2.2.  Moi quan hé cia tw twong dong hinh anh va twong dong chirc niing
Trong bai nghién ciru nay, tadc gia sé sir dung mé hinh ELM (Elaboration
Likelihood Model) do Petty va Cacioppo (1981, 1986) dé xuat dé 1am co sé tim hiéu
mdi quan hé gitta su ty trong dong hinh anh va twong ddng chirc ning (Xue, 2008).
Pau tién ching ta s& tim hiéu vé md hinh ELM cua Petty va Cacioppo (1981, 1986) thi
day 1a mé hinh nghién ciu tam Iy x& hoi vé kha ning thuyét phuc khach hang ra quyét

dinh, gdom c6 hai 19 trinh la trung tdm va ngoai vi.

Pau tién I tuyén duong trung tam, lién quan dén cac hoat dong nhan thuc, trong

d6 ngudi nhan danh gia cac thong tin nhan duoc dua trén kinh nghiém va kién thic. Noi
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cach khac, tuyén duong trung tam nay xay ra khi mot nguoi tién hanh xem xét, danh gia
k¥ ludng céc thong tin lién quan tGi cira hang/ san pham thong qua thong diép tir thuong
hiéu bang céch sir dung nhitng kinh nghiém thuc té va kién thirc cia ban than. Theo 16
trinh trung tam, muc tiéu cua thong diép thuyét phuc 13 gay anh hudng dén suy nghi cua
khach hang vé thong diép va tich cuc tao ra nhirng suy nghi c6 loi hoic khdng thuan loi
dé dép lai théng diép do. Tuy nhién viéc lya chon tuyén duong sé phu thudc vao mirc do
ma khach hang c¢6 dong lec va kha ning xem xét k¥ ludng cac thong tin lién quan dén
ctra hang d6 hay khong. Gia du trong truong hop ma thong diép khong lién quan gi dén
mot ca nhan thi ¢ nhan nay s& khong c6 dong co dé danh nhiéu su chl y hoic can nhac
suy nghi vé thong diép dé (Petty & Cacioppo, 1986). Do d6, dé hoat dong nhan thac nd
luc ndy xay ra, ngudi nhan phai c6 da dong luc va kha niang dé suy nghi vé gia tri cua
thong tin duoc cung cap. Song, nhiéu bién sb cd thé anh huong dén dong luc cua mot
ngudi dé suy nghi vé mot théng diép, chang han nhu thong diép duoc dua ra co lién
quan dén ban than c4 nhan d6 hay khdng hoac liéu ngudi do co phai 1a kiéu nguoi thich
tap trung suy nghi hay khong (Petty & Cacioppo, 1986). Ngoai ra con cac bién s6 c6 thé
anh hudng dén kha niang suy nghi cia mot ngudi vé thong diép nhu mic do6 mat tap
trung trong béi canh thuong hiéu dang truyén di théng diép thuyét phuc va liéu nguoi
nhan c6 du kién thic dé hiéu thong diép dé hay khdng (Petty & Cacioppo, 1986). Néu
mot ngudi Vira c6 dong luc vira ¢ thé suy nghi vé cac ly 18 co ban trong mot théng
diép, két qua cudi cing cua qué trinh xa ly can than nay 1a mot thai do duoc trinh bay rd
rang, dé tiép can va dugc tich hop vao niém tin cua ngudi d6 (Petty & Cacioppo, 1986).
Bén canh d6, nhitng thay dbi thai do thdng qua tuyén dudng trung tdm nay duoc Kang
va cong sy (2013) cho 1a bén viing va it bi anh hudng trudc cac lua chon thay thé khac

cua khach hang vai san pham.

Tiép dén, tuyén ngoai vi s& dé cap dén sy anh huong trong qua trinh ra quyét
dinh cia khach hang dya trén cac dau hiéu bé ngoai cua ctra hang, nghia 1a ndi dung
thong diép tir thuong hiéu 1a yéu t6 phu anh huong dén khach hang (Anghel, 2009;
Petty & Cacioppo, 1986). Trai nguoc hoan toan véi phuong phap tiép can tuyén trung

tam, mot s6 ly thuyét thuyét phuc khong dat nhiéu tin cay vao thong tin co ban trong
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mot thong diép hoic cach ca nhan tu duy lién quan dén van dé ma tuyén ngoai vi dé cap
dén. Ching han nhu 1a vé sy thay d6i mét trang thai cam xGc (vi du nhu hanh phic)
khién ho cam thay thau hiéu va gan lién véi thong diép tir thuong hiéu. Do d6 ma céac
nha nghién ctru danh gia nhitng thai do théng qua tuyén ngoai vi chi 1a tam thoi
(Braverman, 2008).

Mic du tuyén trung tdm va tuyén ngoai vi cd vé khac nhau nhung stc thuyét
phuc c6 thé dién ra lién tiép qua ca hai tuyén duong. Cu thé, khi khach hang hinh thanh
thai d6 tich cuc dbi vai mot cira hang théng qua cac yéu té cua tuyén duong ngoai vi thi
mtc d6 ca nhan c6 lién quan dén thong diép va kién thac vé san pham c6 thé dugc nang
cao. Sau do, khach hang c6 thé quyét dinh xtr ly thém thong tin trong tuyén duong trung
tam dua trén dong luc, kién thic, kinh nghiém, tu duy, khi d6 tinh hiéu qua tir tuyén
trung tAm gia tang trén nén tang dén tir cac yéu t tuyén ngoai vi (Braverman, 2008).
Pay duoc xem 14 con duong thuyét phuc khach hang cé hiéu qua lau dai déi véi mot
thong diép tir thwong hiéu. Do d6, su hinh thanh thai do ban dau cua c& nhan vai céc tin
hiéu bén, dai dién cho c4c tin hiéu ngoai vi dang dugc xur li, nhung trong tam gia tri thuc
su thi nam & huéng thuyét phuc trung tam khi ca nhan suy xét k§ ludng cac thong tin dé
ra quyét dinh (Blasio & Milani, 2008). Theo d6, tic gia dé xuat tuyén trung tam dai dién
cho sy trong ddng chirc ning dya trén y kién caa Kang va cong su (2013) bai vi tuong
d6ng chirc nang 1a két qua viéc khach hang so sanh danh gia cac thudc tinh tinh ning
tién dung san pham cua cac thuong hiéu dua trén kién thic va trai nghiém. Con tu
tuong doéng hinh anh s& duoc tao ra trong tuyén ngoai vi bang cach lién két don gian
hinh anh ctra hang véi nguoi dung va cac pham tru hinh anh ban than khach hang, théng
qua cac hoat dong truyén thdng trong viéc xay dung thwong hiéu (Johar & Sirgy, 1991;
Sirgy va cong su, 2000). Tir d6, su tu twong dong hinh anh 1a két qua cua tuyén ngoai
vi, 1am cho khach hang cam thay thuyét phuc va bat ddu xem xét cac thong tin vé
thuong hiéu, san pham, dan dén sy hinh thanh twong dong chirc ning thong qua tuyén

duong trung tam.

Ngoai ra cac nghién ciru khac ciing nhan thiy duoc sy tac dong truc tiép va tich

cuc cua yéu to ty twong ddng hinh anh dén yéu t6 tuong dong chirc nang trong bdi canh
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cua linh vuc du lich (Kumar & Nayak, 2014; Sirgy, 2014; Sop va Kozak, 2019; Sreejesh
va cong su, 2015). Cu thé trong bdi canh nay, Sreejesh va cong su ( 2015) di cho rang
khi khach hang bét dau c6 thién cam véi khach san nay thi s& anh huang dén nhan thuc
cua ho trong khi danh gia cac thudc tinh chirc nang cua khach san d6. Noi cach khac,
cac khach hang cua khach san sé danh gia cac thudc tinh chic nang ciaa thuong hiéu
khach san bang cach xem xét an twong dau tién caa ho véi thuong hiéu khach san nay,
va sau do6 s& xuat hién théng qua sy nhat quan giira hinh anh ban than va hinh anh cua

thuong hiéu do. Vi vay:

Gia thuyét 1 (H1): Sy tu trong dong hinh anh tac dong tich cuc cia dén twong dong
chirc nang.

2.3.  M@i quan hé giira cac giai doan cia long trung thanh véi thwong hiéu

Long trung thanh caa khach hang 1a mot khai niém dugc nghién ctu va dé cap
nhiéu trong céc linh vuc, bai vi n6 khong chi gitp doanh nghiép giir chan khach hang,
tao ra nguon khach hang tiéu thy 6n dinh san pham ma no6 con gilp cac doanh nghiép
tiét kiém nhiéu chi phi khac va d6i khi con mang lai hiéu qua tich cuc tir viéc truyén
miéng. Mdi chung ta déu 13 nhitng ngudi tiéu ding cia cac san pham hay thuong hiéu
khac nhau, va doi khi chung ta s€ trung thanh véi thuong hiéu do boi vi mot vai ly do
nhu nhitng san pham tot, phil hop véi nhu cau ban than, hoac co khi 1a don gian 1a yéu
thich hinh anh cua thwong hiéu dé tir céc chién dich xay dung hinh anh, ma sé lién tuc
tiéu dung san pham cua thuong hiéu d6. Nhitng hinh thai trén 1a cac hinh thai phan anh
va biéu hién I1ong trung thanh cia khach hang déi vai mot thwong hiéu. Nhiéu nghién
ctru thuc hién trude day dd phat hién ra rang su trung thanh vé nhan thuc, tinh cam va
trung thanh cam két cé thé cung xay ra hoac phat trién lién tiép theo ting giai doan
(Blut & cong sy, 2007; Roy & cong su, 2009). Vi du, Oliver (1997, 1999) chi ra rang
long trung thanh cua khach hang bat dau tir su nhan thic ciia khach hang sau d6 1a cam
xuc va cudi cung 1a tac dong dén su cam két (dwoc trich dan boi Back & Lee, 2009).
Trong céc tai lidu trude day da dé xuat va kiém tra moi quan hé giira 1ong trung thanh
nhan thic va tinh cam (Back, 2005; Back & Parks, 2003; Evanschitzky & Wunderlich,
2006; Lee va cong su, 2010; Yuksel va cong su, 2010) thi cac nha nghién ctru da phat
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hién ra rang 10ng trung thanh nhan thic ¢6 anh hudng dang ké dén long trung thanh tinh
cam. Ngoai ra, Back (2005) di x4c minh 1ong trung thanh nhan thic va tinh cam c6 méi
lien hé tich cuc. Trong céc nghién ctu cua ho, 10ng trung thanh vé mat nhan thirc dugc
hinh thanh tir cac thudc tinh gia tri va chat luong, theo cac nha nghién ctu thi ching la
cac thanh phan thudc nhan thac va 13 tién than truc tiép cua cac yéu td dan dén trung
thanh tinh cam (Andreassen & Lindestad, 1998; Ryu va cong su, 2008; Ting, 2004).
Dic biét, Andreassen va Lindestad (1998) da xac dinh rang gia tri cam nhan cuaa khéch
hang c6 anh hudng tich cuc va dang ké dén céc yéu té vé long trung thanh (vi du nhu sy
hai 1ong cua khach hang) trong viéc phét trién 1ong trung thanh. Bén canh d6, Back
(2005) ciing chi ra rang 1ong trung thanh tinh cam duoc tao ra béi 1ong trung thanh nhan
thire da dong gop to 16n vao viéc tao ra 1ong trung thanh cam két cua khach hang. Pong
tinh vai nhitng ban luan tir nhitng nghién cau vé van dé nay trong boi canh du lich, két
qua nghién ctru caa Yuksel va cong su (2010) da hd tro mdi lién hé chat ché gitta long

trung thanh tinh cam va long trung thanh cam két.

Tiép dén la xem xét cac trang thai tuan tu cua ba thanh phan caa 1ong trung thanh
duogc tac gia dé xuat md ta thong qua ly thuyét xu ly thong tin. Ly thuyét xa ly théng tin
la mot cach tiép can cac nghién ciu phat trién nhan thic nham muc dich giai thich céch
thong tin duoc ma hoa vao bo nhd. N6 dua trén y twong rang con ngudi khéng chi phan
ung vai cac kich thich tir moi truong ma thay vao do6 con nguoi sé€ xt i thong tin ma ho
nhan dugc. Mac di cac chuyén gia tin rang cac co ché va chic ning cua ndo tuong dbi
don gian, nhung quy mo va pham vi ciia mang lugi than kinh va hanh vi caa ching noi
chung 1a khd manh mé (Wang va cong su, 2003). Ngoai ra, Iy thuyét xa ly thong tin
khong chi giai thich cach thu thap théng tin ma con giai thich cach né dugc luu trir va
truy xuat (Celikéz va cong sy, 2019). Qua trinh nay sé& bat dau véi viéc tiép nhan dau
vao, con duogc goi 1a kich thich tir méi truong bang cach sir dung céc gidc quan khac
nhau. C4c di liéu dau vao sau d6 dugc mé ta, luu trit trong bd nhd va duoc lay ra khi
can thiét. Bai vi tri 6¢ hay bo ndo cia con ngudi duge vi nhu mot chiéc may tinh ¢ kha
nang phan tich thong tin tir méi trudng. Do dé, viéc xtr ly thdng tin anh huéng dén hanh

vi ctia mot ngudi (Hann va cong su, 2007). Trong ly thuyét ky vong vé dong luc, mot ca



25

nhan sé& xir ly céc thong tin vé cac mdi quan hé hanh vi - két qua. Sau dé, ho c6 thé hinh
thanh ky vong dua trén théng tin ndy va dwa ra quyét dinh. Do d6, Atkinson va Shiffrin
d3 dé xuat mo hinh “Multi-Store” vao nim 1968 dé minh hoa quan diém cua ho vé tri
nhé con ngudi sau khi xt i théng tin (Atkinson & Shiffrin, 1977). M6 hinh cho thay ba
phan con cua tri nhé con ngudi va cach chiing hoat dong cing nhau. Giai doan dau tién
la b6 nhé giac quan, nd chia thong tin ma tdm tri nhan thie dugc théng qua cac giac
quan khac nhau nhu thong tin thi giac, khiru giac hoac thinh giac. Nghia 1a khi thong tin
giac quan tham gia va nhan duoc su chd y cua tri 6c, né s& duoc chuyén dén tri nhé
ngan han, con néu ndo bo khong cé chi dich ghi nhé thi sau khi tiép nhan, thong tin s&
tu dong bi dao thai. O giai doan 2 1a bo nhd ngan han thi day 1a noi thong tin luu trix chi
tn tai trong khoang 30 gidy. C6 thé nhan thy rang kha ning nhan thic anh huéng dén
cach ca nhan xua ly thong tin trong b nhé 1am viéc. Mac di ¢6 thé goi nhac dé duy tri
thong tin nhung néu khdng thé chuyén théng tin sang bo nhg dai han thi sau mot thoi
gian, thong tin sé& ty dong bi quén lang. Chuyén sang giai doan thir ba 1a bo nhé dai han,
noi dy c6 dung luong khéng gidi han vi nd c6 thé luu trit nhitng ky wc trong mot

khoang thoi gian dai va c6 thé lay lai sau nay. M6 hinh nay dwoc mé ta nhu sau:
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Moi truong bén
ngoai

Cam thu giac quan Duy tri théng tin

Bo nhé cam giac »] B0 nhd ngan han Bo nhé dai han
Quén théng tin Quén théng tin sau Quén théng tin do
mot thap ky hoac cé su can thiép
thoi gian dai

Hinh 2.1. M6 hinh ""Multi Store' caa (Atkinson & Shiffrin, 1977)

Do d6 tac gia nhan thay rang nhan thuc, tinh cam va cam két 1a ba cau tric trong
xur ly théng tin. Mac du xir ly thong tin ¢6 nhiéu mé hinh thay thé, gan nhu tat ca chiing
déu nam trong khuén khé phan cap tac dung chung, véi nhan thire di trude tinh cam, tir
d6 tao ra cam két (Yoo va cong sy, 2004). Cung la két qua caa viéc xu 1y thong tin nhu
d3 thao luan nhu trén, do dé tac gia tin twong rang ba trang thai cua long trung thanh sé

phét trién theo tuan tu mé hinh. Vi vay:

Gia thuyét 2 (H2): Long trung thanh nhan thire tac dong tich cuc dén long trung

thanh vé tinh cam.

Gia thiét 3 (H3): Long trung thanh tinh cam tac dong tich cuc dén 1ong trung

thanh cam két.
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2.4. Swtac ddng cua sw tw twong ddng hinh anh d@én 16ng trung thanh tinh
cam

Két qua cua cac nghién ciru trude dugc thuc hién da thiét 1ap mot méi quan hé

gitta khai niém twong dong hinh anh ban than va hinh anh cua cira hang (Sirgy, 1982).

Bén canh d6, Samli va Sirgy (1981) di tim thay su ty twong déng hinh anh, cu thé 1 sy

tuong dong xa hoi va trong ddng x& hoi 1y tuong, 13 moét chi sé vu tién quan trong dén

long trung thanh véi thuong hiéu phu hop véi nghién ctru trude day cho thiy rang long

trung thanh véi thuong hiéu 1a mot chic ning tich cuc cua su ty twong dong vé hinh

anh cua ban than.

Nhiéu nghién ciru gan day chi ra rang su ty tuong déng hinh anh ban than c6 thé
tryc tiép anh huong dén so thich tiéu dung san pham caa nguoi tiéu ding va hanh vi
mua sau nay cua ho (Back, 2005). Cu thé 1 nguoi tiéu dung thich nhirng thuong hiéu c6
hinh anh tuong thich véi nhan thac ban than cua ho ( Hong & Zinkhan, 1995). Ngoai ra
ngudi tiéu dung con thuong mua cac san pham hoic thuong hiéu gitp duy tri va nang
cao hinh anh ban than cta ho (Graeff, 1997). Theo Back (2005) thi viéc nguoi tiéu dung
mua va str dung san pham/ dich vu tir mot thuong hiéu cu thé 1a cach thac dé ho c6 thé
thé hién véi nguoi khac rang ho dang biéu 1o phong céch riéng thich hop cho mét tinh
hudng nhat dinh. Sau d6, trong mot nghién ctu vé cac diém dén du lich, Sirgy va cong
su (1997) da diéu tra tim quan trong cua su tuong dong hinh anh ban than d6i véi su
ndi tiéng cua thuong hiéu, thai d6 thwong hiéu va sy lya chon thuong hiéu va nhing
thanh phan manh mé& cua long trung thanh cua khach hang. Phat hién caa ho chi ra riang
su tu twong dong caa hinh anh 13 mot yéu té du doan manh mé vé cac thanh phan long
trung thanh. Nhu d3 thao luan trong phan trude (tac dong cua ty twong déng hinh anh
d6i véi tuong dong chirc nang), tinh tu twong déng hinh anh duoc tao ra théng qua con
duong thuyét phuc ngoai vi. Thé nén n6 1a két qua tir mot lién két tinh cam cua khach
hang duya trén cac dau hiéu hinh anh thuong hiéu ngoai vi (Johar & Sirgy, 1991). Pién
hinh trong linh vuc ca phé thi Starbucks thé hién thuong hiéu cua minh la coi ma, tré
trung, twoi mai va thoai mai thdng qua phong cach trang tri, san pham cua ho, dich vu

va dong gbi (Gonzalez, nd). Do d6, khi khach hang nhan thay su phi hop giira hinh anh
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thuong hiéu va hinh anh ban than caa ho, su gan bd tinh cam cuaa ho véi thuong hiéu
dugc nang cao (Evanschitzky & Wunderlich, 2006; Oliver, 1999). Tuong tu ddi voi
thuong hiéu ca phé noi dia Viét Nam, Trung Nguyén Coffee mang phong cach sang
trong va co dién véi mau sic chi dao 1a den — trang tir ¥ twong trang tri, cac san pham
ca phé cho dén bao bi dong g6i. Tir d6 thu hut nhom khach hang trung va cao cap, dién
hinh nhu dan cong s&, doanh nhan hay chu dau tu boi ho nhan thay c6 sy twong dong
gitta hinh anh ban than ho va hinh anh thuong hiéu theo d6 su cam két gan bo ciing s&
dugc tang 1én. Do d6 ¢6 thé nhan dinh rang khach hang c6 nhiéu kha ning hinh thanh

Iong trung thanh tinh cam (Achouri & Bouslama, 2010). Vi vay:

Gia thiét 4 (H4): Su ty twong dong hinh anh tac dong tich cuc dén long trung
thanh tinh cam.
2.5.  Su tac ddng cia twong dong chire niang dén long trung thanh nhan
thic

Nhu da thao luan bén trén, long trung thanh nhan thac caa khach hang xay ra khi
khach hang nhan thirc va phan tich cac thong tin vé cac thugc tinh ciia san pham nhu chi
phi, chit luong, loi ich, v.v. dé dua ra quyét dinh trung thanh véi thuong hiéu
(McMullan & Gilmore, 2003). Ngoai ra, su twong dong chirc niang 1a két qua khi khach
hang danh gia va xt If cac thdng tin thudc tinh chic nang thudc vé tuyén trung tam theo
mo hinh ELM. Tuy nhién tuyén dudng thuyét phuc theo tuyén trung tdm can doi hoi su
nd luc va su nhan thuc & mic do cao (ca dong luc va kha nang xur ly thong tin) (Petty &
Cacioppo, 1986). Do d6, két qua cua qué trinh xa ly nhan thic, khach hang cé nhiéu
kha nang hinh thanh nhan thuc tich cuc vé cac thudc tinh chic ning va niém tin thé hién
s¢ thich cta ho so véi cac thwong hiéu canh tranh, dugc goi la 1ong trung thanh nhan
thac (Hartel & Russell-Bennett, 2010).

Gia thiét 5 (H5): Su twong ddng chirc ning tac dong tich cuc dén long trung

thanh nhan thuc.

2.6.  DPé xuat mo hinh nghién ciu
2.6.1. M0 hinh nghién c@u
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Trong linh vuc dich vu da c¢6 rat nhiéu nhiing nghién ciu khac nhau nham
danh gia da chiéu vé tac dong cua sy tu twong ddng hinh anh va tuwong déng chirc
ning dén cac giai doan cua long trung thanh nhu nghién ctu cta Back va Parks
(2003); Back (2005); Kang va cong su (2013); Kwun va Oh (2006); Islam va cong
su (2018):; Sop va Kozak (2019); Sreejesh va cong su (2015),.... DPa phan céc nghién
ctru trén déu tap trung danh gia riéng 1é mdi quan hé tac dong 1an nhau cua ting yéu
t6 tu trong déng hinh anh va twong dong chirc ning dén cac giai doan khac nhau cua
long trung thanh nhiam phan tich chuyén sau va nghién ctru da chiéu vé muac do anh
huong caa ching. Tuy nhién cac nghién ctru danh gia tac dong cua yéu té tu tuong
ddng hinh anh va twong ddng chirc ning dén 1ong trung thanh cua khach hang van
chua duoc khai thac sau cho timg linh vyc dich vu cu thé, dic biét 1a linh vuc chudi
ctra hang ca phé, cu thé 1a cac thuong hiéu ca phé ndi dia Viét Nam. Ngoai ra céc
nghién ctru ciing chua cho thiy su thdng nhat caa mé hinh, thang do va két qua
nghién ciru. Piéu nay chang to rang viéc van dung két qua nghién ciu trong mot
pham vi nghién ctu da duoc kiém chirng cho mot pham vi nghién cau khac c6 thé s&
khong phi hop hoan toan. Song tir nhitng co sa Iy thuyét da tong hop, trong nghién
ctru ndy, tac gia s& tap trung nghién ciu chuyén sau vé khia canh sy tac dong cua
yéu té tu twong dong hinh anh va twong dong chic ning dén cac giai doan cua long
trung thanh caia khach hang véi cac thuong hiéu ca phé noi dia tai khu vuc thanh phé
ba Lat.

Bén canh d6, nham nghién ciu chuyén sau va tong hop nhit cac co so ly
thuyét trén, tac gia quyét dinh tién hanh diéu tra thém méi quan hé cua tung yéu tb
tac dong 13n nhau trong nim khia canh 13 tic déng cua tu twong ddng hinh anh dén
tuong d6ng chirc ning, tac dong cia su ty twong dong hinh anh dén 1ong trung thanh
tinh cam, tic dong cua tuong ddéng chirc ning dén 16ng trung thanh nhan thic, tac
dong cua 1ong trung thanh nhan thie dén 1ong trung thanh tinh cam, tac dong cua

long trung thanh tinh cam dén 10ng trung thanh cam két.

T6m lai, ké thira nhitng bang chimg va co s& 1y thuyét di ban luan ¢ phan

truc, trong nghién ciu tac gia s& dé xuat thang do cho su tac dong cua yéu to tu tu
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tuong d6ng hinh anh va twong dong chtic ning dén ba giai doan long trung thanh
ctia khach hang véi cac thuong hiéu ca phé bao gdm 5 nhan té: (1) Su tu twong dong
hinh anh, (2) Su twong déng chirc ning, (3) Long trung thanh nhan thuc, (4) Long
trung thanh tinh cam, (5) Long trung thanh cam két.

Long trung thanh

nhan thurc
Sy tu trong dong H
R , 4
hinh anh H,
H Long trung thanh
' tinh cam
, Hs
Su twong dong l
. H,
chirc nang
Long trung thanh
cam két

Hinh 2.2. M6 hinh d@é xuat

Giai thich cac yéu t6 trong mé hinh:

- Thang do cia “sy tu twong dong hinh anh” va thang do ciia “su twong dong chirc
ning” 1a thang do don hudng gdm 2 nhan té 1a su tu twong dong hinh anh, su
tuong dong chirc ning.

- Thang do “ldng trung thanh cua khach hang” 1a mét thang do don huéng gom co:
(1) Long trung thanh nhan thac; (2) Long trung thanh tinh cam; (3) Long trung

thanh cam két.

2.6.2. M6 hinh canh tranh

M0 hinh canh tranh dong vai trd quan trong trong xay dung céc ly thuyét kinh

té no6i riéng va trong nghién cau khoa hoc xa hoi néi chung. Zaltman & ctg (1982)
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da phat biéu “Thay vi tap trung vao viéc kiém dinh mot md hinh ching ta can phai
kiém dinh n6 véi mé hinh canh tranh... viéc xay dung md hinh canh tranh khéng
phai chi 1 viéc hop ly can 1am ma con 1a mét viéc 1am tu nhién trong nghién cau”.
Bén canh d6, Bagozzi (1984) ciing cho rang khdng nén cho kiém dinh cac md hinh
canh tranh trong cac nghién ctiru khac ma phai thuc hién nd trong cung mot nghién
ctru. Vi 1am theo cach nay thi cac d6i twong nghién ciru, do luong, va cac yéu té moi
truong khac duoc thiét 1ap nhu nhau cho mé hinh 1y thuyét dé nghi va cac md hinh
canh tranh cho nén muc d6 tin cay trong so sanh sé cao hon. Cac nha nghién ctiu
thuong stir dung md hinh cau tric tuyén tinh ciing cing chung quan diém la khdng
nén kiém dinh mot mé hinh ly thuyét ma phai kiém dinh né véi mé hinh canh tranh
(vd. Bollen & Long, 1993). Vi ly do nay, nghién ctru nay sé xem xét mot moé hinh

canh tranh véi mé hinh ly thuyét da dua ra.

Céc nghién ctru trude day da cho thay c6 mdi quan hé tich cyc gitra su ty
trong ddng hinh anh véi ca ba giai doan cua long trung thanh (nhan thic, tinh cam,
cam két). Trong mot nghién ciru vé cac diém dén du lich, Sirgy va cong su (1997) da
chi ra ring su twong dong cua hinh anh 13 mot yéu té du doan manh mé vé cac thanh
phan 10ng trung thanh. Nghia 13 su ty twong dong hinh anh khéng chi ¢ anh huéng
dén long trung thanh tinh cam ma con c6 mdi quan hé dang ké dén hai giai doan
long trung thanh con lai. Theo d6, Back (2005) ciing nhan thay rang trong md hinh
nghién cttu ma sy twong doéng chirc nang 1a bién trung gian gitra su tu twong dong
hinh anh va 16ng trung thanh thi sy tu twong dong hinh anh s& c6 anh huéng dang ké
dén su twong dong chirc nang, 1ong trung thanh nhan thirc va 1ong trung thanh tinh
cam. Khdng chi vay, Back (2005) con phat hién rang su tu twong ddng hinh anh anh
huong gian tiép dén hanh vi mua hang lap di 1ap lai. Nghia 1a khi khach hang tim
thdy sy rang budc nhit dinh gitra hinh anh ban than va hinh anh thuong hiéu théng
qua nhitng trai nghiém thoa man cua ban than thi ho s& co6 xu hudéng mudn gan bo
lau dai vai thuong hiéu d6. Vi vay, mé hinh canh tranh (hinh 2.3) s¢ dugc xay dung

trén co s ctia mo hinh Iy thuyét va dat ra hai gia thuyét canh tranh sau day:
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Long trung thanh
nhan thuc
Sy tu trong dong
hinh anh
H,
H Long trung thanh
' tinh cam
Sy twong dong
chirc nang Hs
Long trung thanh
cam két

Hinh 2.3. M6 hinh canh tranh

Gia thuyét Ha: Sy tu twong dong hinh anh c6 tac dong tich cuc dén 1ong trung thanh

nhan thurc.

Gia thuyét Hb: Su tu twong ddng hinh anh c6 tac dong tich cuc dén 1ong trung thanh

cam két.
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CHUONG 3: PHUONG PHAP NGHIEN CUU

3.1. Quy trinh nghién cau

Pé thyc hién dé tai nay, nhom tac gia da thyc hién dua trén quy trinh nghién ctru

nhu hinh duéi day:

Xac dinh van dé
nahién ctru

Muc tiéu
nghién ctru

Cosoly
thuveét

H

Thang do

Thang do
dé xuat

( Diéu chinh

Thao luan
két qua

{ Két luan va ham ]
y

Thao luan véi
chuyén gia

J

Chinh-ty: L thang do
4 N 4 , , , ) N
Cronbach’s Loai cac bien c6 h¢ so twong quan bien tong <
q Alpha 0.3: Kiém tra hé s6 Cronbach’s Alpha > 0.6
( - 7 =K 7 A A pocx A A \
, \ - Loai cac bien co hé so tai nhan t6 < 0.5
Phan tich nhan t6 - Kiém tra cac yeu to trich dugc.
(EFA) - Kiém tra phuong sai trich > 50%
\ J - Kiémtratri s0 KMO > 0.5
4 A4 N ( , . 2 .2 )
Phan tich nhan Cac tiéu chuan kiém dinh CFA:
t8 (CFA) - CMIN/df < 2 hoac CMIN/df < 3
L ) - GFI, TLI, CFI>0.9
. y,
4 e ) - ™
Phan tich mé Céc tiéu chuan kiém dinh CFA:
hinh cau trdc CMIN/df < 2 hodc CMIN/df < 3
SEM/CB-SEM GFI, TLI, CFI1>0.9
. \. J

Hinh 3.1. Quy trinh nghién ciu
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(Nguén: Tac gia tong hop)

Dé tai duogc thyuc hién thdng qua hai giai doan: nghién ctru so bd va nghién cau

chinh thirc. Nghién ctru so bo duoc thuc hién thong qua ky thuat thao luan nhém, hiéu
chinh cac thang do cia mo hinh nghién ciru. Nghién cuu chinh thic dugc thuc hién
thong qua phuong phap nghién ciru dinh lugng dé kiém dinh cac gia thuyét nghién ctu

dwa trén dix liéu thu thap duoc bang bang cau hoi.
3.2. Nghién ciru so bg

Nghién ctru so bo dinh tinh thuc hién théng qua tong thuat cac nghién ciu
trudc két hop véi phuong phap trao doi voi chuyén gia. Nhitng hoat dong cha
yéu & budc nay gom: (1) nghién ctu tai liéu, (2) thiét 1ap bang cau hoi nhap cho
nghién ctu dua trén cac co sé ly thuyét da co, (3) thao luan véi chuyén gia. Két
qua ctia budc nay 1a mot thang do chinh thire duoc hinh thanh sau khi hoan tat
viéc bo sung, diéu chinh thang do nhap. Viéc ap dung ky thuat thao luan véi
chuyén gia nham muc tiéu hiéu chinh cac thang do vé cac yéu té cua su tu trong
d6ng hinh anh, twong dong chirc ning, va 3 giai doan cua long trung thanh (nhan

thire, tinh cam, cam két) caa khach hang tac dong bai cac yéu té trén.

Dia diém thuc hién budc nghién ciru nay duoc thuc hién tai 12 phuong cua thanh
phd Pa Lat boi day 1a nhitng dia diém c6 su tap trung cta da dang ngudi dan tir nhidu
noi dén du lich, lam an, sinh sdng va hoc tap. Dé thuc hién duoc cdng viéc nay, dau tién
tac gia nghién cuu tai liéu cua cac nghién ciru trude do. Sau do tac gia xem xét, danh gia
mtc d6 phi hop cta céc yéu tb trong thang do nhap. Két qua cua budc nay la mot thang
do chinh thtrc dugc hinh thanh sau khi hoan tat viéc bo sung, diéu chinh thang do nhap.

Két qua nghién ctu so bo, tac gia da xay dung duoc bo thang do dai dién cho cac yéu

t6 trong mo hinh nghién ciru. Cac thang do cu thé dugc thyc hién qua Bang 3.1.

Bing 3. 1. Thang do cic nhan to

STT | Mahoa Bién quan sat Nguén

Tw twong dong hinh anh




35

Khi d¢én quan ca phé nay, téi cam thay thoai

1 | TPHAO1 | mai vi n6 mang phong cach phu hop véi tinh
cach ban than toi
Thuong hiéu cua quan ca phé nay mang phong
2 | TDHAO2 | cach, ca tinh ma ban than t6i dang mong muon _
huéng dén Sirgy & Su
A a2 . , 2000
Quan ca phé nay giong vai phong cach hodc ( )
3 | TPHAO3 | tinh cach ma ngudi khac nhan xét ve ban than
toi
Thuong hiéu cua quan ca phé nay phu hop Vi
4 | TPHAO04 | phong cach va ca tinh ma t6i mong muon
nguoi khac nhin nhan ¢ ban than minh
Twong dong chirc ning
Su da dang thuc don ctia thuong hiéu ca phé
5 | TDCNOI nay phu hop véi nhitng gi t6i mong doi
Biéu hién cua nhan vién quan ca phé thuoc
6 | TDCNO2 thuong hiéu nay dap tng duoc Ki vong cua toi
Y tuong thiét ké va trang tri noi that ctra hang
7 | TDCNO3 | cua thuong hiéu ca phé nay phu hop véi nhitng
gi t61 mong doi
Gia ca thitc uéng cua thong hicu nay phil hop | o
8 TPCN04 |a Ca~ ucC EJoAn_g (\:uat uwong hieu nay phu nNop Tang va
véi nhitng gi t6i ki vong Lee (2013)
Thoi gian chd dé c6 chd ngdi cua thuong hiéu
9 | TDCNOS nay dap ung duoc ki vong cua toi
10 | TBCNOG Ch.at lugng tI_ﬁu(; uong cua thuong hi¢u dap trng
V&1 mong doi cua toi
Khéng gian ctra hang cta thuong hiéu nay ludn
11 | TBCNOT sach s& giéng vai ki vong cua toi
12 | TBCNOS Vi tri cira hang thuan tién va phu hop vai Ki

vong cua toi

Long trung thanh nhan thirc
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T6i tin rang thuong hi¢u ca phé nay da dang
13 | TTNTO1 | hda (tac la da dang ve dich vy va san pham)
hon céac thuong hiéu khac Oliver
Khong c6 thuong hi¢u ca phé nao khac cung (Blgglz )’\
14 | TTNTO2 | cAp chat lugng thirc udng tét hon thwong hieu | 23¢K Va
ca phé nay Parks
(2003)
Cura hang ca phé cua thuong hi¢u nay cung qép
15 | TTNTO3 | cho toi chat lugng dich vu vuot troi so véi bat
ky cua hang ctua thuong hiéu ca phé khac
Long trung thanh tinh cam
T6i thich ghé tham ctra hang cua thuong hiéu | Oliver
16 | TTTCOL ca phé nay (1997),
A Y X 9 s ,eo . A 5 \ \ BaCk Va
17 | TTTCO? Tol cam thay thoai mai khi den cura hang ca Parks
phé nay (2003)
T6i cam thay yéu thich thuwong hiéu ca phé nay
18 NI
TTTCO3 hon so v&i cac thuong hiéu ca phé khac
Long trung thanh cam két
Ngay ca khi mot thuong hiéu ca phé khac dang
19 | TTCKO1 | ban cac san pham vaéi gia thap hon, toi van
thich ghé tham thuong hiéu ca phé nay
20 | TTCKO2 TOi dy dl.rlh Se‘tlep tuc tin dung' va quay lai
thuong hi¢u nay trong tuong lai
T6i xem thuong hiéu ca phé nay la su lua chon
21 | TTCKO3 | 43, tien cua toi dé thugng thac ca phé.

(Nguon: T4c gia tong hop)

3.3. Nghién cwu chinh thirc

Nghién ctru dugc thuc hién bang phuong phéap ctru dinh lugng nham kiém
dinh lai thang do trong m6 hinh nghién ctru thdng qua bang cau hoi khao sat. T
d6 rat ra két qua va c6 huéng dé xuat dé nang cao mirc do trung thanh caa nguoi

tiéu ding d6i véi thuong hiéu, dong thoi bd sung thém cac ham y, khuyén nghi
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giai phap phuc hoi, cai thién 10ng trung thanh cua khach hang véi thuong hiéu ca
phé cho cac doanh nghiép kinh doanh ca phé tai thanh phd Pa Lat.

3.3.1.  Thiét ké bang hoi

Bang ciu hoi chinh thuc s& dugc thiét ké gdm 4 phan dya trén co sé ké thira

va phat trién cac thang do va cac bién quan sat cua nhitng nghién ctru trude do.

Phan 1 13 nhiing thong tin vé nhan khau hoc ciia nguoi tra 161 khao sat bao
gdm cac yéu tb nhu: noi &, d6 tudi, gidi tinh, trinh do hoc van, nghé nghiép, thu

nhap trung binh. Phan nay nham thong ké mé ta vé ddi tuong khao sat.

Phan 2 1a nhitng noi dung lién quan dén 16ng trung thanh caa khach hang bi
tac dong boi yéu to ty tuong dong hinh anh trén 4 bién quan sat cho khia canh dugc
xét trén co sé nhan té dir liéu duoc dé xuat 12 anh huong dén long trung thanh: Téac
dong cua sy ty tuong dong hinh anh dén 1ong trung thanh. Trong d6, bién ty tuong
ddng hinh anh duoc danh gia theo bén khai niém cua bién tu trong dong hinh anh
(twong dong hinh anh ban than, twong dong hinh anh xa hoi, twong ddng hinh anh

ban than li tudng, twong dong hinh anh xa hoi li tuong).

Phan 3 14 nhitng noi dung lién quan dén long trung thanh ciia khach hang bi
boi tac dong bai yéu té tuong ddng chire ning vai 8 bién quan sat cho khia canh
dugc xét trén co sé nhan to dir lidu duoc dé xuat 12 anh huong dén 1ong trung thanh:
Tac dong cua su twong dong chirc nang dén long trung thanh. Cu thé, bién tuong
ddng chtrc ning sé& dwa trén nghién ctu cia Kang va cong su (2013) trong linh vuc
ca phé. Tac gia da str dung 8 nhan té thudc tinh chirc niang duoc dé cap trong nghién
ctru cua Ryu va cong sy (2008), duoc thuc hién trong béi canh nha hang. Do d6
trong nghién ciru nay ciing s& sir dung 8 nhan td chirc ning nay bao gébm: su da dang
cua thue don, sy chuy@n nghiép cia nhan vién, thiét ké va trang tri noi that, gia ca
hop ly, thoi gian cho doi, chat luong ca phé, khong gian quan sach s& va vi tri cia
hang.

Phan 4 1a noi dung lién quan dén muc d6 trung thanh cua khach hang vai céc

thuong hiéu ca phé noi dia Viét Nam tai thanh phé Pa Lat. Long trung thanh cua
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khach hang s& duoc danh gia tir ba khia canh: nhan thirc, tinh cam va cam két. Mdi
khia canh cua cac giai doan 10ng trung thanh duoc néu trén s& dugc danh gia bang 3
nhan té théng qua nghién ciu cua Oliver (1997), Back va Parks (2003), tir d6 hinh
thanh 9 bién dé do luong long trung thanh.

Phan 2,3,4 s& dugc khach hang sir dung thang do Likert 5 diém 1am thang do
luong cho céc cau hoi didu tra. Diém tir 1 — 5 theo mirc do dénh gia tang dan. Trong
do:

1: Rat khong ddng y

2: Khéng dong y

3: Trung lap

4: Bong y

5: Rat dong y

3.3.2.  Phuwong phap thu thap thong tin va ¢& mau

Trong nghién ctu nay tac gia sir dung k¥ thuat phan tich nhan t6 kham
pha (EFA), phan tich nhan t6 khang dinh (CFA) va mé hinh céu trac tuyén
tinh (SEM), vi thé tac gia xac dinh kich thudc mau nghién ciru dugc chon theo
quy tac thuc nghiém cua Hair va ctg (1998), d6 1a toi thiéu 1a 10 quan séat/bién
do lwdng. M6 hinh ly thuyét gdm 5 khai niém nghién ctu dugc do luong bing
21 thang do, vi thé theo quy tic thuc nghiém cua Hair va ctg (1998), kich
thuéc mau tdi thiéu 1a 210 (21 x 10). Hay theo phuong phap chon mau cta cua
Hair va cong su (1998) duoc trich boi Nguyén Dinh Tho (2011) thi quy luét tong
quat cho ¢& mau t6i thiéu trong phan tich nhan t6 kham pha (EFA) 1a it nhat gap 5
1an sb bién quan sat va sb luong mau phu hop cho phén tich hdi quy da bién ciing it
nhit gép 5 lan s6 bién quan sat. Tuy nhién trong nghién ciru nay sé dya trén cong
thirc tinh ¢& mau n=N/(1+N.¢?). Trong d6 N 1a quan thé, e 1a sai sb tiéu chuan va

trong nghién ctru ndy tac gia lya chon sai s tiéu chuan 1a 6% (=0.06).
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Mit khac, theo két qua thong ké trén Trang Thong tin dién tir Thanh phd Da
Lat, dan sb trung binh tai 12 phuong ¢ thanh phd Da Lat vao nam 2019 1a 194.799
ngudi. Theo cong thire tinh ¢& mAu trén ta ¢ kich thude mau can cho nghién ctru 1a
277. Tuy nhién dé han ché viéc that thoat mau va thuan tién trong qué trinh kiém
soat dit liéu thu thap dugc, mau nghién ciru sé duoc cong thém 20% cua kich thude
mau tinh dugc. Vay tong miu can c6 cho nghién ciru nay sé 1a 332.

V& ki thuét chon miu, mau s& dugc chon theo phuwong phap ngiu nhién thuin
tién va chon mau han ngach. Phuong phap chon mau ngau nhién thuan tién it tdn
kém thoi gian, chi phi va dé tiép can ddi tuong khao sat. Bén canh do, ddi véi
phuong phap chon mau han ngach, dir liéu s& dugc phan chia theo ty 18 phan trim
dan sb cta cac phudng (tir phuong 1 dén phuong 12) chia cho tong dan sb thanh phd
Pa Lat. Tong s6 phiéu duoc chia cu thé nhu sau:

e Phuong 1: 17 phiéu
e Phuong 2: 34 phiéu
e Phuong 3: 30 phiéu
e Phuong 4: 38 phiéu
e Phuong 5: 25 phiéu
e Phuong 6: 30 phiéu
e Phuong 7: 26 phiéu
e Phuong 8: 46 phiéu
e Phuong 9: 30 phiéu
e Phuong 10: 27 phiéu
e Phuong 11: 16 phiéu
e Phuong 12: 13 phiéu

Pé thu thap dir liéu cho phan tich, tac gia sa dung ky thuat phong van gian
tiép théng qua bang khao sat online dugc tao ra dwa trén (ng dung Google Forms.
Viéc thu thap dir liéu khao sat thong qua kénh tiép can nay nham muc dich xac dinh,
hiéu chinh céc yéu té anh huéng téi sy hai long va 10ng trung thanh cua khéach hang

V61 thuong hiéu.
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3.3.3. Phwong phap phan tich dir li¢u

Phan tich théng ké mé ta miu nghién céu

Théng ké mé ta dac diém mau nghién ciu vai phan tich tan sb theo céc bién
phan loai nhu gidi tinh, d6 tudi va trinh do hoc van, thu nhap dé kiém tra tinh dai
dién cua mau nghién ciu so véi tong thé. Thong k& mé ta phan tich trung binh céc
bién doc 1ap va bién phu thuoc, dya vao két qua théng ké mé ta, lién hé vai thuc té
tai cac chudi quan ca phé & thanh phd Da Lat, nhiam thao luan két qua nghién ctu va
dé xuat cac ham y.

Kiém dinh @9 tin cdy thang do

Hé sé Cronbach’s Alpha 1a mot phép kiém dinh thdng ké vé mic do
chat ché ma cac muc cau hoi trong thang do cé sy tuwong quan vai nhau.
Phuong phap nay gitip tic gia loai bo bét cac bién khdng phi hop va han ché
nhitng bién khéng co gia tri trong mé hinh nghién ctru va danh gia do tin cay
cua thang do thong qua hé s Cronbach’s Alpha. Nhiing bién c6 hé sb tuong
quan bién tong (item — total correlation) nho hon 0.3 sé& bi loai. Thong thuong,
thang do c6 alpha tir 0.7 tré 1én 1 st dung duoc. Hé s6 alpha cang tién vé 1 thi
do tin cay cang cao.

Phan tich nhan t6 kham pha

Phan tich nhan t6 kham pha (EFA) la k¥ thuat dugc sir dung chu yéu dé
thu nho va tom tat dit liéu sau khi da danh gia do tin cdy cua thang do bang hé
s6 Cronbach’s Alpha, va loai di cac bién khong dam bao d¢ tin cay. Mai mét
bién quan sat s& duoc tinh mot ty s6 goi 1a hé s6 tai nhan té phai 16n hon hoic
bang 0.7.

Chi sé Kaiser — Meyer — Olkin Measure of Sampling Adequacy (KMO)
duoc sur dung do Iwong d6 chinh x&c cua EFA. Phan tich dugc xem la thich
hop néu tri s6 KMO c¢6 gia tri trong khoang 0.5 d&én 1 (0.5 < KMO < 1).
Nguoc lai, néu tri s6 KMO nho hon 0.5 (KMO < 0.5) thi phén tich nhan t6 ¢6

kha nang khong thich hop voi cac dir lieu. Kiém dinh Barlett xem xét gia



41

thuyét vé do tuong quan giita cac bién quan sat bang khong trong tong thé.
Néu kiém dinh nay co y nghia (Sig < 0.05) thi cac bién quan sat c6 twong quan
véi nhau trong tong thé (Hoang Trong va Chu Nguyén Mong Ngoc, 2008).
Phuong phap tinh hé s6 véi phép quay Varimax va diém ding khi trich céac
yéu té Eigenvalue > 1. Trong phan tich nhan té cac bién sb ¢ hé sé tai nhan t6
(factor loading) < 0.5 s& tiép tuc bi loai. Néu mot bién quan sat nam thudc 2
nhan t4 tr 18n thi khac biét hé s6 tai nhan té cua mot bién quan st giira cac
nhan t5 phai I6n hon 0.3 dé dam bao gi4 tri phan biét giita c4c nhan td
(Nguyén Pinh Tho, 2011).

Phan tich nhan té khang dinh (Confirmatory Factor Analysis —
CFA)

Trong phan tich nhan té khang dinh CFA, kiém dinh dau tién duoc thuc
hién 1a mac d6 phi hop véi thong tin thi truong. Khi md hinh c6 cac chi sb
Chi — Square diéu chinh theo bac ty do (CMIN/df) < 2, mot s truong hop ¢6
thé < 3, Hé s6 Tuker — Lewis (TLI), c4c chi s6 do do phil hop tuyét dbi (GFI),
gia trj sai s6 cua mo hinh RMSEA < 0.05, chi sb thich hop so sanh (CFI) c6
gia tri < 0.9 duoc xem I3 rat tét, mé hinh dugc xem Ia phu hop véi dit liéu thi
truong (Steiger, 1990). Theo Zikmund (2003) néu GFI < 0.9 thi d¢6 phl hop
ctia md hinh véi dit liéu thi truong khong thé goi 13 kém. Khi mé hinh c6 céc
chi s6 TLI, CFI > 0.9, CMIN/df < 2, RMSEA < 0.08 thi m6 hinh dugc xem Ia
phu hop vai dir liéu thi truong (Tho & Trang, 2008).

Mo hinh dugc xem 1a dat tinh don hudng khi hiép phuong sai sé du
chuan héa c6 tri tuyét ddi nhoé hon 2 (Joreskog & Sérbom, 2001). Pé danh gia
do tin cay cua thang do ta dua vao hé sé tin cay tong hop (CR), téng phuong
sai trich duoc (AVE) va hé s6 Cronbach’s Alpha. Theo Fomell & Larcker
(1981), d6 tin cay tong hop CR > 0.7 va tong phuong sai trich (AVE) phai tir
0.5 tro 16n thi dat yéu cau. Kiém dinh gié tri hoi tu khi cac trong sé chuan hoa

cua thang do A > 0.5 thi thang do do6 dat dugc gia tri hoi tu (Gerbing va
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Anderson, 1988). C4c bién quan sat do ludng cho mot khai niém khi Ai > 0.5,
lac d6 ta c6 thé két luan cac khai niém dat gia tri hoi tu, va cling c6 nghia bién
quan sat d6 khong do luong mot khai niém nao ca khi Ai = 0 va trén bang
trong s6 chwa chuén héa c6 y nghia thdng ké (P<0.05) (Gerbing va Anderson,
1988).

M6 hinh céu trc tuyén tinh (Structural equation modeling — SEM)

Puoc dung dé kiém dinh mé hinh nghién ciu. Khi mé hinh c6 cac chi
s6 CMIN/df < 2, mét sb truong hop c6 thé < 3, cac chi sé GFI, TLI, CFI c6 gia
tri > 0.9, RMSEA < 0.05 dugc xem 1 rat tét, mo hinh duwoc xem Ia ph hop
véi dit lidu thi truong (Steiger, 1990). Khi mé hinh c6 cac chi sé6 TLI, CFI >
0.9, CMIN/df < 2, RMSEA < 0.08 thi m6 hinh dugc xem la phu hop véi dir
liéu thi truong (Tho & Trang, 2008).

Mo hinh Cau tric tuyén tinh binh phuong tdi thiéu timg phan (PLS-
SEM) ciing dugc st dung dé so sanh két qua phan tich véi phuong phap
truyén théng trude day 1a CB-SEM.



43

CHUONG 4: KET QUA NGHIEN CcUU
4.1. M0 ta miu nghién ciru

Trong tong s ddi tugng duoc tiép can dé thu thap dir lieu phuc vu cho viéc kiém
dinh mé hinh nghién ctu thi tac gia thu thap duoc 332 bang cau hoi tra 16i tir cac doi
tuong phd hop. S6 bang cau hoi nay dugc phat ra bang cach khao sat truc tuyén voi
hinh thac giri duong link trén cac trang mang xa hoi va hinh thac gui thu dién tu. Sau
khi d3 thu thip duogc céc bang hai, tac gia tién hanh kiém tra tinh phu hop cua cac bang

hoi dé tién hanh nhap dix liéu phan tich.

Bang 4.1. Két qua thong ké mo ta

Pic diém Tan so Ty 18 (%)
Noi & Phuong 1 17 5,1
Phuong 2 34 10,2
Phuong 3 30 9,0
Phuong 4 38 11,4
Phuong 5 25 7,5
Phuong 6 30 9
Phuong 7 26 7,8
Phuong 8 46 13,9
Phuong 9 30 9
Phuong 10 27 8,1
Phuong 11 16 4,8
Phuong 12 13 3,9
Gigi tinh | Nt 179 53,9
Nam 153 46,1
Do tudi | Dudi 18 tudi 17 5,1
Tir 18-30 tudi 259 78
Tir 31-50 tuoi 49 14,8
Tir 50 tudi tra 1én 7 2,1
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Trinh 46 | Cao ding hoic thap hon 19 5,7
hoc van | Dai hoc 307 92,5
Thac si va cao hon 6 1,8
Nghé Hoc sinh, sinh vién 205 61,7
nghiép i%ggivliznp;ii (gséng viéc hanh 49 14.8
Nguéri lam céc cong vi§c lién quan
den dich vu (thuong tiep xdc vai 42 12,7
con nguoi)
Khéc 36 10,8
Thu nhap | Duéi 5 triéu 211 63,6
Tu 5 triéu - 10 triéu 68 20,5
Tir 11 triéu - 15 triéu 38 11,4
Trén 15 triéu 15 4,5
S6 lan MJ&i ngay 8 2,4
dénquan | 1-21an/ tuan 140 42,2
trong 01 | 2 -4 lan/ tuan 59 17,8
tuan Du6i 1 lan/ tuan 125 37,7
Lidodén | Pé thu gidn 79 23,8
caccia | Pé thuong thic thic uong 41 12,3
hang ca | Bé hoc tap hoic 1am viéc 1 minh 53 16
phé Dé giao luu, gap go ban bé 120 36,1
Dé t6 chirc cac budi gap gd cong 6 18
viéc
Li do khac 33 9,9

(Nguon: Két qua phan tich dir liéu diéu tra cua tac gia)

Két qua cho thay, tong sé ddi tuong duoc khao sat 1a 332. Két qua caa céc bién

sau khi duoc xem xét duoc thé hién nhu sau:
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Noi 6

B Phuong 1
B Phuong 2
B Phuong 3
B Phuong 4
B Phuong 5
B Phuong 6
® Phuong 7
B Phuong 8
Phuong 9
B Phuong 10

(Ngudn: Két qua phan tich di liéu diéu tra cua tac gia)

Hinh 4.1. Ty 1é phwong sinh séng ciia ngudi tiéu dung (%)

Tra 10i cho cau hoi phudng sinh séng tai thanh phd Pa Lat, c6 17 ngudi sinh
sdng & phuong 1 (chiém 5,1%), 34 nguoi sdng tai phudng 2 (chiém 10,2%), 30 nguoi
song tai phuong 3 (chiém 9%), 38 ngudi séng tai phuong 4 (chiém 11,4%), 25 nguoi
song tai phudng 5 (chiém 7,5%), 30 sdng tai phudng 6 (chiém 9%), 26 nguoi sdng tai
phuong 7 (chiém 7,8%), 46 ngudi song tai phuong 8 (chiém 13,9%), 30 ngudi song tai
phuong 9 (chiém 9%), 27 nguoi séng tai phuong 10 (chiém 8,1%), 16 nguoi séng tai
phuong 11 (chiém 4,8%), 13 ngudi séng tai phuong 12 (chiém 3,9%). Qua cau hoi nay
nham khang dinh lai mét 1an nita d6i twong khao sat phu hop véi ¢& mau dé tai dua ra.
Bén canh d6 viéc khao sat ngudi dan phan bd theo timg phudng (theo phuong phap
chon mau phén tang) gbp phan mang lai cai nhin bao quat va tinh dai dién cao boi su
nhin nhan vé su tic dong cua yéu té tu twong dong hinh anh va tuong dong chirc ning
dén 1ong trung thanh cua ho ddi véi cac thuong hiéu ca phé tai dia ban thanh phé Pa
Lat.
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Gioi tinh

BN
= Nam

(Ngudn: Két qua phan tich di liéu diéu tra cua tac gia)

Hinh 4.2. Ty 18 giéi tinh (%)
Két qua gidi tinh cho thiy c6 179 d6i twong l1a nit, chiém ty I& 53,9% trong khi

d6 giéi tinh nam 1a 153 nguoi chiém ty ¢ 46,1%.

P tudi
2.1%5.1%

H Dudi 18 tudi
HTir 18-30 tudi
M Tir 31-50 tudi

B T 50 tudi tro 1én

(Nguon: Két qua phan tich dir liéu diéu tra cua tac gia)

Hinh 4.3. Ty I& d¢ tudi (%)
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Theo két qua khao sat co 17 nguoi & d6 tudi dudi 18 tudi (chiém ty 1¢ 5,1%), 259
ngudi thude do tudi tir 18 — 30 tudi (chiém ty 1& 78%), 49 ngudi thude do tudi tir 31 —

50 tudi (chiém ty I 14,8%), c6 7 ngudi thude do tudi tir 50 tudi tra 1én.

Trinh d§ hoc van

1.8%5.7%

® Cao dang hoic thap hon
® Pai hoc

Thac s hoac cao hon

(Ngudn: Két qua phan tich di liéu diéu tra cua tac gia)

Hinh 4.4. Ty ¢ vé trinh d9 hoc van (%)
Két qua khao sat cho thay hau hét cac déi twong khao sét ¢ trinh do Dai hoc 12
307 nguoi (chiém ti 18 92,5%) va s6 nguoi ¢ trinh d6 Cao dang hoic thip hon vai 19
ngudi (chiém ti 16 5,7%) va cudi cung 1a s6 nguoi & trinh d6 Thac si hoic cao hon 13 6

ngudi (chiém ti & 1,8%).
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Nghé nghiép

B Hoc sinh, sinh vién

B Nguoi lam céac cong
viéc hanh chinh van
phong

B Nguoi lam céac cong
viéc lién quan dén dich
vu (thuong ti€p xtc voi
con nguoi)

m Khac

(Ngudn: Két qua phan tich dir liéu diéu tra cua tac gia)

Hinh 4.5. Nghé nghigp
Theo két qua khao sat co phan I6n d6i twong duoc khao sat 1a hoc sinh, sinh vién
chiém ti 18 61,7% (205 ngudi), tiép dén 1a ddi twong 1am céc cong viéc hanh chinh vin
phong thi chiém ti 1& 14,8% (49 ngudi) va ddi twong 1am cac cong viéc lién quan dén
dich vu (thuong tiép xUc véi con ngudi) chiém ti 16 1a 12,7% (42 nguoi). Con lai 1a ddi

tugng khéac chiém ti Ié thap nhat 10,8% (36 nguoi).

Thu nhap

11.4%

4.5%

B Dudi 5 triéu
BT 5 triéu - 10 triéu
# T 11 triéu - 15 tri€u

B Trén 15 triéu
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(Ngudn: Két qua phan tich dir liéu diéu tra cua tac gia)

Hinh 4.6. Thu nhap
Theo két qua diéu tra thi s ngudi ¢6 thu nhap dudi 5 triéu ddng/ thang chiém ti
1& cao nhét voi 63,6% (211 ngudi), thu nhap tir 5 triéu — 10 triéu dong/ thang chiém
20,5% (68 ngudi), mic thu nhap tir 11 triéu — 15 triéu déng/ thang chiém ti & 11,4%
(38 nguoi) va mac thu nhap trén 15 triéu ddng/ thang chiém ti 18 thdp nhat 4,5% (15

nguoi).

S6 [an dén quan trong 01 tudn

2.4%

= Mdi ngay
m1-2Ian/tuan
2-4an/ tuan

m Dwaéi 1 1an/ tuan

(Nguon: Két qua phan tich dir liéu diéu tra cua tac gia)

Hinh 4. 7. S6 lan dén quan trong 1 tuan

Két qua khao sat cho thay thi cac ddi twong di dén quan ca phé mdi ngay 1 8
nguoi (chiém ty 1& 2,4%), s luong ngudi dén quéan ca phé tir 1- 2 1an/ tuan 1a 140 nguoi
(chiém ty Ié 42,2%), sb luong nguoi di dén quéan ca phé tir 2 - 4 1an/ tuan 13 59 ngudi
(chiém ty I¢ 17,8%) va s6 lwong ngudi di dén quan ca phé dudi 1 1an/ tuan 1a 125 nguoi
(chiém ty 16 37,7%). Vi tinh tir ndm 2019 — 2021, do anh huéng cua dai dich COVID —
19 nén s6 lugng ngudi di dén cac quan ca phé da giam bét so véi cac nam trude va thay
vao dé, ho sir dung cac san pham déng goi ctia thuong hiéu ca phé ma ho ua thich, song
tai nira ddu nam 2022 tinh hinh COVID-19 di c6 dau hiéu binh 6n va nguoi tiéu ding

cling da quay lai cac ctra hang ca phé du s lwong khong cao nhu nhitng nam trugc. Do
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d6, két qua khao sat di ¢6 sy chénh léch 16n do dai dich Covid — 19 nhung két qua diéu

tra van phd hop va chap nhan duoc.

Cac thwong hi€u ca phé

® Trung Nguyén Coffee
m Highlands Coffee

= Windmills Coffee

B Téi den

= Milano Coffee

(Ngudn: Két qua phan tich di liéu diéu tra cua tac gia)

Hinh 4.8. Cac thwong hi¢u ca phé dwgc lya chon

Theo két qua diéu tra thi phan lén cac d6i twong chon Highlands Coffee véi s6
lwong ngudi nhiéu nhat 1a 129 nguoi (chiém ty 1& 38,9%). Tiép dén 1a c6 78 ngudi yéu
thich Milano Coffee (chiém ti 1& 23,5%), s6 ngudi yéu thich Trung Nguyén Coffee va
Toi den gidng nhau 1a 46 ngudi (chiém ti 18 13,9%). Con lai 1 thwong hiéu it duoc lya
chon 1a Windmills Coffee voi s6 nguoi yéu thich 1a 33 nguoi (chiém ty 1¢ 9,9%). Két
qua khao sat cho thay céc s lieu khong chénh léch nhau qua nhiéu, ngoai trir luong
ngudi tham gia khao sat chon thuong hiéu Highlands Coffee chiém ti 1¢ kha cao, do ddi
tugng duoc khao sat phan I6n 1a hoc sinh, sinh vién. Vi vay két qua nay Ia phi hop theo

cac két qua khao sat nghé nghiép trén.



Li do

® Pé thu gidn

1.8%

n D’é thuong thirc thirc
uong

= Pé hoc tap hodc lam
viéc 1 minh

® Dé giao luu, gip gd ban

bé

= Pé t6 chirc cac budi gip
g0 cong viéc

» Li do khac

(Ngudn: Két qua phan tich dir liéu diéu tra cua tac gia)

Hinh 4.9. Cac thwong hiéu ca phé dwec lya chon
Két qua khao séat cho thay c6 120 ngudi dén quan ca phé dé giao luu, gap g ban
bé (chiém ti 18 36,1%), 79 ngudi dén quan ca phé vi dé thu gian (chiém ti 1& 23,8%), 53
ngudi dén vi dé hoc tap hoic 1am viéc mot minh (chém ti 16 16%), 41 nguoi dén vi
muén thuang thire thirc udng tai quan ca phé (chiém ti 1é 12,3%), 33 ngudoi dén vi li do
khac (chiém ti 16 9,9%) va c6 6 ngudi dén vi dé té chiic cac budi gap g& cong viéc
(chiém ti Ié 1,8%).

4.2.  Théng keé céc bién dinh lweng

Téc gia thyc hién viéc thong ké céc bién dinh lugng va thu dugc két qua nhu sau:

Bang 4.2. Thong ké cac bién dinh lwong

N | Gidtrinho | Giatrilon | Trung | D9 léch chuan
nhat nhat binh

TDHAL 332 1 5 3,96 (57
TDHAZ2 332 1 5 3,69 ,891
TDHAS 332 1 5 3,38 ,920
TDHA4 332 1 5 3,59 ,968
TDCN1 332 1 5 3,89 ,819
TDCN2 332 2 5 3,91 q47
TDCN3 332 1 5 4,04 ,811
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TDCN4 332 1 5 3,89 817
TDCN5 332 1 5 3,91 , 788
TDCNG6 332 1 5 4,03 , 733
TDCN7 332 2 5 4,23 ,703
TDCN8 332 1 5 4,01 ,823
TTNT1 332 1 5 3,73 , 784
TTNT?2 332 1 5 3,33 ,969
TTNT3 332 1 5 3,58 ,853
TTTC1 332 1 5 3,94 7193
TTTC2 332 2 5 3,97 (75
TTTC3 332 1 5 3,78 912
TTCK1 332 1 5 3,53 ,940
TTCK2 332 2 5 4,02 , 783
TTCK3 332 1 5 3,75 ,899

(Nguon: Két qua phan tich dir liéu diéu tra cua tac gia)

4.3. Kiém dinh d tin cay ciia thang do

Kiém dinh thang do nham muc dich danh gia do tin cy cua cac thang do sau khi
da khao sat va thu thap duoc so lidu, kiém tra xem céc két qua nay c6 du do tin cay cho
cac phan tich hay khong. Sir dung hé s6 Cronbach’s Alpha nhim danh gia mirc d6 cua
su twong quan gitra C4c bién trong thang do so vai tong thé toan bo dit liéu cua thang do
d6. Phuong phap phan tich nay dong thoi s& loai bo duoc cac thang do khong phu hop
véi md hinh nghién ciu. Nhiing bién c6 hé sé tuwong quan bién tong (item — total
correlation) nho hon 0.3 s€ bi loai. Thong thuong, thang do c6 alpha tir 0.7 tr¢ 1én la st

dung duoc. Hé sé alpha cang tién vé 1 thi do tin cay cang cao.
4.3.1. Thang do Tw twong dong hinh anh

Bang 4.3. Kiém dinh thang do Tw twong dong hinh anh

Hé so Cronbach Alpha S6 quan sat
861 4
Trung binh|  Phuong sainéu| Tuong quan Hé s6 Cronbach
néu loai loai bién bién tong Alpha néu loai bién
bién
TDbHAI 10,66 5,892 ,661 ,843
TPBHA2 10,93 5,156 , (28 ,814
TPHA3 11,24 5,109 , 706 ,824
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TDHA4| 11,04 4,781| 750 806 |

(Nguon: Két qua phan tich dir liéu cua tac gia)

Bang 4.3. Thang do Ty twong ddng hinh anh c6 hé sé Cronbach’s Alpha =
0,861 > 0,7. Cac hé s twong quan bién téng cua ting bién (Corrected Item-Total
Correlation) déu 16n hon 0.3. Vi vay, cac bién TDHA1, TDHA 2, TDHA3, TDHA4

déu thoa va duoc giir lai dé chay trong cac budc sau.

4.3.2. Thang do Twong dong chirc niing

Bang 4.4. Kiém dinh thang do Twong ddng chirc ning

Hé s6 Cronbach Alpha S6 quan sat
816 8

Trung binh|  Phuong sainéu| Tuong quan Hg so Cronbach

neu loai loai bién bién tong Alpha néu loai bién

bien
TPCNI1 28,02 13,130 ,546 ,793
TDBCN2 28,00 13,224 ,601 , 785
TDCN3 27,87 13,114 557 , 791
TDCN4 28,02 13,707 441 ,808
TBCNS 28,00 13,196 ,564 ,790
TDCNG6 27,88 13,272 ,606 , 785
TDCN7 27,67 13,731 041 , 794
TDCNS 27,90 13,767 426 ,810

(Nguon: Két qua phan tich dir liéu cua tac gia)

Bang 4.4. Thang do Tuong dong chirc ning c6 hé s6 Cronbach’s Alpha =

0,816 > 0,7 va céc hé sb twong quan bién tong cua ting bién (Corrected Item-Total
Correlation) déu I6n hon 0.3. Do d6, cac bién TDCN1, TDCN2, TDCN3, TDCN4,
TPCNS5, TDCN6, TDCN7, TDCNS déu thoa va duoc giit lai dé chay trong cac buéc

sau.
4.3.3. Thang do Long trung thanh nhan thic

Biang 4.5. Kiém dinh thang do Long trung thanh nhan thirc

Hé so Cronbach Alpha S6 quan sat

804 3
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Trung binh|  Phuong sai néu Tuong quan Hé s6 Cronbach
neu loai loai biéen bien tong Alpha néu loai bién
bién
TTNT1 6,90 2,782 ,583 ,802
TTNT2 7,31 2,099 671 ,720
TTNT3 7,05 2,323 ,719 ,662

(Nguon: Két qua phan tich dir liéu cua tac gia)

Bang 4.5. Thang do Long trung thanh nhan thic c6 hé sé Cronbach’s Alpha =

0,804 > 0,7 va céc hé sb twong quan bién tong cua ting bién (Corrected Item-Total
Correlation) déu 16n hon 0.3. Do d6, cac bién TTNT1, TTNT2, TTNT3 déu thoa va

duoc gitr lai dé chay trong cac budc sau.
4.3.4. Thang do Long trung thanh tinh cam

Bang 4.6. Kiém dinh thang do Long trung thanh tinh cam

Hé s6 Cronbach Alpha S6 quan sat
846 3
Trung binh|  Phuong sai néu| Tuong quan Hé s6 Cronbach
néu loai loai bién bién tong Alpha néu loai bién
bién
TTTC1 7,75 2,333 (29 A72
TTTC2 7,72 2,456 ,688 ,811
TTTC3 7,92 1,999 , 735 A7l

(Nguon: Két qua phan tich dir liéu cua tac gia)

Bang 4.6. Thang do Long trung thanh tinh cam ¢6 hé s6 Cronbach’s Alpha =

0,846 > 0,7 va céc hé sb twong quan bién tong cua ting bién (Corrected Item-Total
Correlation) déu 16n hon 0.3. Do d0, c4c bién TTTC1, TTTC2, TTTC3 déu thoa va

duoc gitt lai dé chay trong cac budc sau.
4.3.5. Thang do Long trung thanh cam két

Bang 4.7. Kiém dinh thang do Long trung thanh cam két

Hé s6 Cronbach Alpha S6 quan sét
847 3
Trung binh|  Phuong sainéu| Tuong quan Hé s6 Cronbach
néu loai loai bién bién tong Alpha néu loai bién
bién
TTCK1 1,77 2,390 ,695 ,810
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TTCK2 7,28 2,788 , 125 , 785

TTCK3 7,54 2,424 137 ,765

(Nguon: Két qua phan tich dir liéu cua tac gia)

Bang 4.7. Thang do Long trung thanh cam két ¢ hé sb Cronbach’s Alpha =

0,847 > 0,7 va céc hé sb twong quan bién tong cua ting bién (Corrected Item-Total
Correlation) déu I6n hon 0.3. Do d6, cac bién TTCK1, TTCK2, TTCK3 déu thoa va

duoc gitt lai dé chay trong cac buéc sau.
4.4. Phan tich nhan té kham pha (Exploratory Factor Analysis -EFA)

Phan tich nhan t6 kham pha (EFA) dung dé thu nho va tém tit cac dir liéu sau
khi da danh gia do tin cay cua thang do bang hé sé Cronbach’s Alpha, va loai di cac
bién khong dam bao duoc do tin cay. Phuong phép phan tich nhan té kham pha nay

gitp tim kiém mai lién hé giira cac bién dudi dang mot sb cac nhan té co ban.

Bang 4.8. KMO va Bartlett’s Test cho bién TPHA va TPCN (Lan 1)

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,889
Approx, Chi-Square 1453,268
Bartlett's Test of Sphericity df 66
Sig, ,000

(Ngudn: Két qua phan tich dir liéu cua tac gia)
Theo s liéu tir bang 4.8, hé sé KMO cua kiém dinh (Kaiser — Meyer — OIkin
Measure of Sampling) 14 0,889 (0,5 < KMO < 1), cho thay rang két qua phan tich
nhan t5 1a phu hop. Kiém dinh Bartlett's Test cd hé sé Sig = 0,000 < 0,05, thé hién
két qua phan tich nhan t6 dam bao dwoc muc ¥ nghia thong ké, diéu d6 chiing té cac
bién quan sat c6 mdi lién hé chat ché véi nhau.
Bang 4.9. Tong phwong sai trich TDHA va TPCN (Lan 1)

Total Variance Explained
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Factor Initial Eigenvalues Extraction Sums of Squared Rotation
Loadings Sums of
Squared
Loadings®
Total % of  |Cumulative %| Total % of |Cumulative %| Total
Variance Variance
1 4,775 39,793 39,793| 4,265 35,541 35,541 3,532
2 1,774 14,785 54,578 1,290 10,746 46,287 3,585
3 ,845 7,042 61,621
4 ,809 6,746 68,366
5 676 5,637 74,003
6 585 4,878 78,880
7 521 4,344 83,224
8 487 4,057 87,281
9 474 3,953 91,234
10 ,387 3,221 94,456
11 ,376 3,135 97,590
12 ,289 2,410 100,000

(Nguon: Két qua phan tich dir liéu cua tac gia)

Két qua phan tich EFA cho ta thay gié tri tong phuong sai trich = 54.578% >

50% dat y8u cau, nhu vay c6 thé n6i 54.578% su bién thién cua dir liéu duoc giai thich

boi 2 yéu tb, cac thang do dugce rut ra va duoc chap nhan. Gia tri hé s6 Eigenvalues cua

nhan t6 16n hon 1.

Bang 4.10. Ma tran nhan té da xoay TPHA va TPCN (Lan 1)

Pattern Matrix?
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Factor
TDHA4 ,886
TDHA2 ,867
TDHA3 , 768
TDHA1 ,631
TDCN5 ,719
TDCN2 ,679
TDCNS8 ,609
TDCNG6 ,606
TDCNT7 524
TDCN1 ,503
TDCN3 ,499
TDCN4 494

TDCN4 nay sé bi loai.

Sau khi chay lai EFA 1an thi hai, ta duoc két qua nhu sau:
Bang 4.11. KMO va Bartlett’s Test TPHA va TPCN (Lan 2)

(Nguon: Két qua phan tich dir liéu cua tac gia)
Quan sat vao ma tran xoay, ta thay bién TDCN4 VA TDCN3 déu nho hon 0,5,

nhung bién TDCN3 c6 gia tri gan bang 0,5 nén c6 thé xem xét gitr lai, do d6 bién

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,884
Approx, Chi-Square 1363,168
Bartlett's Test of Sphericity df 55
Sig, ,000

Biang 4.12. Tong phwong sai trich TDPHA va TPCN (Lan 2)

(Nguon: Két qua phan tich dix liéu cua tac gia)

Total Variance Explained
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Factor Initial Eigenvalues Extraction Sums of Squared Rotation
Loadings Sums of
Squared
Loadings®
Total % of  |Cumulative %| Total % of |Cumulative %| Total
Variance Variance
1 4,569 41,534 41,534 4,076 37,051 37,051 3,448
2 1,718 15,615 57,149| 1,229 11,173 48,224 3,362
3 817 7,426 64,575
4 112 6,472 71,047
5 ,608 5,530 76,577
6 532 4,841 81,418
7 ,506 4,596 86,013
8 480 4,368 90,382
9 ,389 3,536 93,917
10 377 3,431 97,348
11 292 2,652 100,000

(Nguon: Két qua phan tich dir liéu cua tac gia)

Quan sat bang 4.11, ta cd thé thay hé sé KMO cua kiém dinh (Kaiser — Meyer —

Olkin Measure of Sampling) 12 0.884 (0.5 < KMO < 1), cho thay rang két qua phan tich
nhan té 1a pht hop. Kiém dinh Bartlett's Test c6 hé sé Sig = 0.000 < 0.05, thé hién két

qua phan tich nhan t6 dam bao duoc mirc ¥ nghia thong ké.

Bang 4.12, gi4 tri tong phuong sai trich = 57,149% > 50% dat yéu cau, nhu vay

cd thé no6i 57,149% sy bién thién cua dir liéu duoc giai thich bai 2 yéu td, cac thang do

duoc rat ra va dugc chap nhan. Gié tri hé sé Eigenvalues cia nhan t6 16n hon 1.

Bang 4.13. Ma tran xoay TPHA va TPCN (Lan 2)
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Pattern Matrix?
Factor
TDHA4 ,895
TDHAZ2 ,856
TDHA3 75
TDHA1 ,626
TDCN5 ,699
TDCNZ2 ,669
TDCN6 ,607
TDCN8 ,605
TDCN7 ,550
TDCN1 526
TDCN3 ,520

(Nguon: Két qua phan tich dir liéu cua tac gia)

Két qua phan tich nhan t6 EFA cho thay, tri s6 KMO = 0.884 > 0.5, diéu d6

khang dinh rang gia tri KMO dam bao duoc tinh thich hop trong viéc phan tich nhan té

kham pha va mic d6 y nghia cua dit liéu khi dwa vao thyc hién phan tich cac nhan to.

Kiém dinh Bartlett's Test ¢4 hé sé Sig = 0.000 < 0.05, thé hién két qua phan tich nhan

t6 dam bao dugc mirc y nghia théng ké. Thdng ké Chi — Square cua kiém dinh Bartlett

c6 gia tri 1363,168 v&i mirc ¥ nghia Sig. = 0.000 < 0.05. Ngoai ra, tong phuong sai

trich dat gia tri 57,149% > 50%. Céc gia tri hé s6 tai nhan to déu Ién hon 0.5 va rit
trich dugc 2 nhan té trong mé hinh.

Bang 4.14. KMO va Bartlett’s Test cho bién TTNT

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,690
Approx, Chi-Square 340,105
Bartlett's Test of Sphericity df 3
Sig, ,000

(Ngudn: Két qua phan tich dir liéu cua tac gia)

Quan sat bang 4.14, ta cd thé thay hé sé KMO cua kiém dinh (Kaiser — Meyer —

Olkin Measure of Sampling) 12 0.690 (0.5 < KMO < 1), cho thay rang két qua phan tich
nhan té 1a pht hop. Kiém dinh Bartlett's Test c6 hé sé Sig = 0.000 < 0.05, thé hién két

qua phan tich nhan t6 dam bao duoc mirc ¥ nghia thong ké.
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Bang 4.15. Téng phwong sai trich caa bién TTNT

Total Variance Explained
Factor Initial Eigenvalues Extraction Sums of Squared
Loadings
Total % of |Cumulative %| Total % of  |Cumulative %
Variance Variance

1 2,166 72,201 72,201 2,166 72,201 72,201
2 515 17,163 89,364
3 319 10,636 100,000

(Nguon: Két qua phan tich dir liéu cua tac gia)
Bang 4.16. Ma tran chwa xoay cia bién TTNT

Component Matrix?

Factor
TTNT3 ,885
TTNT2 ,860
TTNT1 ,802

(Nguon: Két qua phan tich dir liéu cua tac gia)

Két qua phan tich nhan t6 kham pha EFA cho thay tit ca 3 bién quan sat trong

thanh phan cta thang do 10ng trung thanh nhan thirc cing hoi ty vé 1 nhan t6. Hé sd

KMO = 0.690 nén EFA phu hop voi dir liéu véi kiém dinh Bartlett dat gia tri 340.105

v6i mirc ¥ nghia sig = 0.000. Do vay cac bién quan sat c6 twong quan v6i nhau xét trén

pham vi tong thé. Phuong sai trich dugc 1a 72,201% thé hién rang nhém nhén t6 rut ra

giai thich duoc 72,201% bién thién cta dir liéu, tai hé s6 Eigenvalue = 2,166 16n hon 1.

Do vay céc thang do rat ra 1a chép nhan duoc duoc.

Bang 4.17. KMO va Bartlett’s Test cho bién TTTC

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 127
Approx, Chi-Square 422,383
Bartlett's Test of Sphericity df 3
Sig, ,000
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(Nguon: Két qua phan tich dir liéu cua tac gia)
Quan sét bang 4.17, ta c6 thé thay hé sé KMO cua kiém dinh (Kaiser — Meyer —
Olkin Measure of Sampling) 12 0.727 (0.5 < KMO < 1), cho thay rang két qua phan tich
nhan té 1a phi hop. Kiém dinh Bartlett's Test ¢d hé s6 Sig = 0.000 < 0.05, thé hién két
qua phan tich nhan t6 dam bao duoc mic ¥ nghia thong ké.

Bang 4.18. Téng phwong sai trich caa bién TTTC

Total Variance Explained
Factor Initial Eigenvalues Extraction Sums of Squared
Loadings
Total % of  |Cumulative %| Total % of  |Cumulative %
Variance Variance

1 2,302 76,730 76,730 2,302 76,730 76,730
2 ,387 12,899 89,628
3 ,311 10,372 100,000

(Nguon: Két qua phan tich dir liéu cua tac gia)

Bang 4.19. Ma tran chua xoay ciia bién TTTC

Component Matrix?
Factor
TTTC3 ,887
TTTC1 ,882
TTTC2 ,859

(Nguon: Két qua phan tich dir liéu cua tac gia)

Két qua phan tich nhan t6 kham pha EFA cho thay tit ca 3 bién quan sat trong
thanh phan ciia thang do 1ong trung thanh tinh cam cung hoi tu vé 1 nhan t6. Hé s6
KMO = 0.727 nén EFA phu hop véi dit liéu véi kiém dinh Bartlett dat gi4 tri 422,383
v6i mirc ¥ nghia sig = 0.000. Do vay cac bién quan sat c6 twong quan v6i nhau xét trén
pham vi tong thé. Phuong sai trich duoc 1a 76,730% thé hién rang nhém nhén t6 rit ra
giai thich duoc 76,730% bién thién cta dit liéu, tai hé s6 Eigenvalue = 2,302 16n hon 1.
Do vay céc thang do ratra 1a chép nhan duoc duoc.

Bang 4.20. KMO va Bartlett’s Test cho bién TTCK
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Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 129
Approx, Chi-Square 427,952
Bartlett's Test of Sphericity df 3
Sig, ,000

(Nguon: Két qua phan tich dir liéu cua tac gia)

Quan sét bang 4.20, ta c6 thé thiy hé sé KMO cua kiém dinh (Kaiser — Meyer —
Olkin Measure of Sampling) 12 0.729 (0.5 < KMO < 1), cho thay rang két qua phan tich
nhan t6 1a phi hop. Kiém dinh Bartlett's Test cd hé sé Sig = 0.000 < 0.05, thé hién két

qua phan tich nhan t6 dam bao duoc mitc ¥ nghia thong ké.

Bang 4.21. Tong phwong sai trich ciia bién TTCK

Total Variance Explained

Factor Initial Eigenvalues Extraction Sums of Squared
Loadings
Total % of  |Cumulative %| Total % of  |Cumulative %
Variance Variance
1 2,310 76,987 76,987 2,310 76,987 76,987
2 ,380 12,650 89,637
3 311 10,363 100,000

(Nguon: Két qua phan tich dir liéu cua tac gia)
Bang 4.22. Ma tran chwa xoay ciia bién TTCK

Component Matrix®
Factor
TTCK3 ,889
TTCK2 ,881
TTCK1 ,862

(Nguon: Két qua phan tich dir liéu cua tac gia)

Két qua phan tich nhan t6 kham pha EFA cho thay tit ca 3 bién quan sat trong

thanh phan cia thang do 1ong trung thanh tinh cam cung hoi tu vé 1 nhan t6. Hé s6

KMO = 0.729 nén EFA phu hop v6i dir 1i€u véi kiém dinh Bartlett dat gia tri 427,952



63

v6i mirc ¥ nghia sig = 0.000. Do vay cac bién quan sat c6 twong quan v6i nhau xét trén
pham vi tong thé. Phuong sai trich duoc 13 76,987% thé hién rang nhom nhén t6 rit ra
giai thich duoc 76,987% bién thién cta dir liéu, tai hé s6 Eigenvalue = 2,310 16n hon 1.

Do vay cac thang do rut ra la chép nhan duoc duoc.

Nhu vay ta co thé két luan réng véi 21 bién quan sat ban dau dai dién cho 5 nhan
t6 trong mo hinh nghién ctru da dé xuat. Két qua phan tich EFA cudi cung cho két qua
rtt trich dwgce dung 5 nhan t6 nhu ban dau voi 19 bién quan sat. Két qua nay bude dau
chtirng minh dugc do gia tri cua thang do trén hai phuong dién: Gia tri hoi tu va gia tri
phan biét. Tuy nhién dé khéng dinh chic chian hon nita vé do gia tri va tin cdy cuia hé
théng thang do trong mé hinh nghién ctiru di dé xuat, tac gia tiép tuc str dung phuong

phap phan tich nhan té khing dinh (CFA) dé kiém chung lai.
45. Phan tich nhan té khang dinh (Confirmatory Factor Analysis — CFA)
45.1. Kiém dinh sw phd hep ciia mé hinh cia mé hinh ly thuyét

Kiém dinh sy phd hep ciia md hinh ly thuyét (Lan 1)
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Hinh 4.10. Két qua phan tich CFA (Lan 1)
(Nguon: Két qua phan tich dir liéu cua tac gia)
Két qua CFA sau khi xét moi twong quan giita sai s6 bién quan sat cho thay
Chi — binh phuong/df = 2.412, RMSEA= 0.065 (CMIN/df < 3, RMSEA < 0.08),



TLI= 0.931, CFl= 0.943 (TLI, CFI > 0,9), cé4c chi s6 déu dat yéu cau. Nhu vay mo
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hinh nay phu hgp vai dir liéu thi truong.

45.2.

Kiém tra gia tri hdi tu

Kiém tra gia tri hoi tu (Lan 1)

Bang 4.23. Bang trong so tai chwa chuin hda

Estimate | S.E. C.R. P | Label
TDHA4 <--- TDHA 1,000
TDHA3 <--- TDHA ,893 | ,058 15,323 | ***
TDHAZ2 <--- TDHA ,889 | ,056 15,886 | ***
TDHA1 <--- TDHA ,700 | ,049 14,418 | ***
TDCN5 <--- TDCN ,837 | ,099 8,465 | ***
TDCN2 <--- TDCN ,936 | ,095 9,866 | ***
TTNT3 <--- TTNT 1,000
TTNT2 <--- TTNT ,970 | ,063 15,443 | ***
TTTC3 <--- TTTC 1,000
TTTC2 <--- TTTC J74 1,047 16,356 | ***
TTTC1 <--- TTTC ,831 | ,047 17,614 | ***
TTCK3 <--- TTCK 1,000
TTCK2 <--- TTCK , 798 | ,047 16,881 | ***
TTCK1 <--- TTCK ,982 | ,056 17,524 | ***
TDCNG6 <--- TDCN 1,000
TDCN7 <--- TDCN ,873 | ,089 9,822 | ***
TDCN1 <--- TDCN 1,098 | ,105 10,499 | ***
TDCN3 <--- TDCN 1,078 | ,103 10,426 | ***
TTNTL1 <--- TTNT ,684 | ,053 12,889 | ***
TDCNS8 <--- TDCN ,693 | ,101 6,875 | ***
(Ngudn: Két qua phan tich dir liéu cua tac gia)
Bang 4.24. Bang trong so tai chuan hoa
Estimate
TDHA4 <--- TDHA ,823
TDHA3 <--- TDHA 73
TDHA?2 <--- TDHA , 796
TDHA1 <--- TDHA 137
TDCN5 <--- TDCN 534
TDCN2 <--- TDCN ,630
TTNT3 <--- TTNT ,883
TTNT2 < TTNT 754
TTTC3 < TTTC 844
TTTC2 <- TTTC 769
TTTCL < TTTC 808
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TTCK3 <--- TTCK ,849
TTCK2 <--- TTCK (78
TTCK1 <--- TTCK 7197
TDCNG6 <--- TDCN ,686
TDCNY7 <--- TDCN ,624
TDCN1 <--- TDCN 674
TDCN3 <--- TDCN ,669
TTNT1 <--- TTNT ,658
TDCN8 <--- TDCN 423

(Nguon: Két qua phan tich dir liéu cua tac gia)

Tir 2 bang 4.23 va 4.24, cho thay cac trong sb chuin héa cua thang do déu

cao hon 0.5, va déu c6 y nghia thong ké (P — value = 0.000) nhung bién TDCNS lai
trong sé chuan hoa (= 0,423) nho hon 0.5, vi vay can loai bo bién TDCNS.

Sau khi chay lai CFA lan thi hai, ta duoc két qua nhu sau:
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Hinh 4.11. Két qua phan tich CFA (Lan 2)
(Nguon: Két qua phan tich dir liéu cua tac gia)
Két qua CFA lan 2 sau khi loai bién TDCNS8 cho thay Chi — binh phwong/df =
2.412, RMSEA= 0.065 (CMIN/df < 3, RMSEA < 0.08), TLI= 0.931, CFI= 0.943
(TLI, CFl > 0,9), céc chi sé déu dat yéu cau. Nhu vay md hinh ndy phd hop véi dit

liéu thi truong.



Kiém tra gia tri hoi tu (Lan 2)
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Bang 4.25. Bang trong so tai chwa chuin hda

Estimate | S.E. C.R. P | Label
TDHA4 <--- TDHA 1,000
TDHA3 <--- TDHA ,894 | 058 | 15,317 | ***
TDHAZ2 <--- TDHA ,891 | ,056 | 15,891 | ***
TDHA1 <--- TDHA 701 | ,049 | 14,412 | ***
TDCN5 <--- TDCN ,812 | , 101 | 8,075 | ***
TDCN2 <--- TDCN ,935 | ,097 | 9,646 | ***
TTNT3 <--- TTNT 1,000
TTNT2 <--- TTNT ,970 | ,063 | 15,440 | ***
TTTC3 <--- TTTC 1,000
TTTC2 <--- TTTC J72 | 047 | 16,370 | ***
TTTC1 <--- TTTC ,829 | ,047 | 17,621 | ***
TTCK3 <--- TTCK 1,000
TTCK2 <--- TTCK ,796 | ,047 | 16,859 | ***
TTCK1 <--- TTCK ,981 | ,056 | 17,540 | ***
TDCNG6 <--- TDCN 1,000
TDCN7 <--- TDCN ,864 | 091 | 9,519 | ***
TDCN1 <--- TDCN 1,129 | ,108 | 10,483 | ***
TDCN3 <--- TDCN 1,099 | ,106 | 10,345 | ***
TTNTL1 <--- TTNT ,685 | ,053 | 12,903 | ***
(Nguon: Két qua phan tich dir liéu cua tac gia)
Bang 4.26. Bang trong so tai chuan hoa
Estimate
TDHA4 <--- TDHA ,822
TDHA3 <--- TDHA 74
TDHA?2 <--- TDHA , 796
TDHA1 <--- TDHA 137
TDCN5 <--- TDCN ,513
TDCN2 <--- TDCN ,624
TTNT3 <--- TTNT ,883
TTNT2 <--- TTNT 754
TTTC3 <--- TTTC ,845
TTTC2 <--- TTTC ,769
TTTC1 <--- TTTC ,807
TTCK3 <--- TTCK ,850
TTCK2 <--- TTCK JT7
TTCK1 <--- TTCK 197
TDCNG6 <--- TDCN ,679
TDCN7 <--- TDCN ,611
TDCN1 <--- TDCN ,686
TDCN3 <--- TDCN ,675
TTNT1 <--- TTNT ,658
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(Nguon: Két qua phan tich dir liéu cua tac gia)
Tir 2 bang 4.25 va 4.26, cho thay cac trong s chuan héa cua thang do déu
cao hon 0.5, va déu c6 ¥ nghia thong ké& (P — value = 0.000) nén céc khai niém dat

duoc gia tri hoi tu.
4.5.3. Kiém tra tinh don nguyén

Bang 4.27. Bang hé sb twong quan

Estimate
TDHA <--> TDCN 617
TDHA <--> TTNT .661
TDHA <--> TTTC .758
TDHA <--> TTCK .798
TDCN <--> TTNT .600
TDCN <--> TTTC 715
TDCN <--> TTCK .687
TTNT <--> TTTC .837
TTNT <--> TTCK 848
TTTC <--> TTCK .960

(Nguon: Két qua phan tich dir liéu cua tac gia)
MG hinh nay phu hop véi dir liéu thi truong va khong ¢ treong hop céc sai
s6 cua cac bién quan sat c6 tuong quan voi nhau, Vi vay, tap cac bién quan sat dat

duoc tinh don nguyén.
45.4. Kiém tra gia tri phan biét

Chung ta co6 thé kiém tra gia tri phan biét cua cac khai niém thdng qua viéc
thuc hién kiém tra hé sb twong quan, xem xét trén pham vi tong thé nam giita cac
khéi niém do c6 that su khac biét so véi 1 hay khéng. Néu that sy khéc biét, thi cac
thang do da dat duogc gié tri phan biét. Tac gia kiém dinh gia thuyét HO: Hé sb tuong

quan giita cac khai niém bang 1.
Tir cac dir ligu d c6, chiing ta tinh dugc bang s6 lidu duéi day:

Bang 4.28. Kiém dinh gia tri phan biét cia cac nhan t6

Hé s6 twong quan N=332

r SE CR p_value
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Estimate rSZE)/:(i%;T((l' CR=(1-r)/SE TR[|) :]S;(2|§3
TDHA <--> TDCN 0,244 0,059536 0,034 7,192 0.00000
TDHA <--> TTNT 0,395 0,156025 0,047 8,430 0.00000
TDHA <-->TTTC 0,464 0,215296 0,051 9,077 0.00000
TDHA <--> TTCK 0,484 0,234256 0,052 9,371 0.00000
TDCN <--> TTNT 0,224 0,050176 0,031 7,170 0.00000
TDCN <-->TTTC 0,274 0,075076 0,035 7,884 0.00000
TDCN <--> TTCK 0,261 0,068121 0,034 7,729 0.00000
TTINT <-->TTTC 0,485 0,235225 0,049 9,907 0.00000
TTNT <--> TTCK 0,487 0,237169 0,049 10,010 0.00000
TTTC <-->TTCK 0,564 0,318096 0,054 10,523 0.00000

(Nguon: Két qua phan tich dir liéu cua tac gia)

Véi bang s6 liéu trén, ta nhan thay gia tri P — value déu bé hon 0.05 nén gia

thuyét HO bi béac bo, va chap nhan gia thuyét H1. Vi vay, hé sé twong quan cua ting cap

khai niém khéac biét so vai 1 vai mic tin cay 95%. Do d6 cac khai niém nay dat duoc

gié tri phan biét.

4.5.5. Kiém tra d tin ciy tong hop va phwong sai trich

Bang 4.29. Bang hé s tin cay tong hop va phwong sai trich

CR AVE | MSV | MaxR(H) | TDHA | TDCN | TTNT | TTTC | TTCK
TDHA | 0.864 | 0.613 | 0.636 0.867 0.783
TDCN | 0.800 | 0.402 | 0.512 0.807 0.617 0.634
TTNT | 0.812 | 0.594 | 0.719 0.849 0.661 0.600 | 0.771
TTTC | 0.849 | 0.652 | 0.922 0.853 0.758 0.715 | 0.837 | 0.808
TTCK | 0.850 | 0.654 | 0.922 0.854 0.798 0.687 | 0.848 | 0.960 | 0.809

(Nguon

- Két qua phan tich dit liéu cua tac gia)
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Pé danh gia gia tri phan biét cia thang do ma tac gia st dung thém mot cach
thirc khéc d6 1a dwa theo khuyén nghi caa Fornell va Larcker (1981). Bang 4.29
cling cho thay céc thang do TDHA (Tu tuong dng hinh anh), TDCN (Tuong dong
chirc nang), TTNT (Long trung thanh nhan thiac), TTTC (Long trung thanh tinh
cam) va TTCK (Long trung thanh cam két) déu dat yéu cau vé do tin cay tong hop
(CR > 0.6). Vé phuong sai trich, cac thang do c6 phuong sai trich dat yéu cau (AVE
> 0.5), trir thang do TDCN thap hon 0.5. Thém vao d6 cac gia tri cin bac hai cua
AVE (nim trén dudng chéo in ddm cua bang 4.29) déu 16n hon gia tri twong quan
ctia cac khai niém véi nhau, trir khai niem TTTC va TTCK. Diéu nay cho thay gi4 tri
phan biét cua thang do TTTC va TTCK it c6 su phan biét do c6 su twong ddng kha
nhiéu gitra hai khai niém nay va nguoi tiéu dung di khong phan biét duoc hai khai

niém nay véi nhau.

4.6. M0 hinh céu trac tuyén tinh (Structural Equation Modeling — SEM)

PCLOSE=.000

4.6.1. Kiém dinh md hinh ly thuyét va canh tranh
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Hinh 4.12. Két qua phan tich SEM (chuin hda) caa mé hinh ly thuyét
(Nguon: Két qua phan tich dir liéu cua tac gia)
M6 hinh do luong téi han ¢ 146 bac tu do. Két qua SEM cho thdy md hinh
nay dat duoc do twong thich véi dit liéu cua thi trudng véi: A2[146] = 391,906; P —

value = ,000; Chi — Square/df = 2,684 < 3; TLI1=0,918 > 0,9; CFI = 0,930 > 0,9;
RMSEA = 0,071 < 0,08.
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Hinh 4.13. Két qua phan tich SEM (chuan hda) cia mé hinh canh tranh

(Ngudn: Két qua phan tich dix liéu cua tac gia)
Mo hinh do ludng téi han c6 144 bac ty do. Két qua SEM cho thdy md hinh

canh tranh cling dat dugc d6 tuong thich vai dir ligu cua thi truong véi: }»2[144] =
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356,323; P — value = ,000; Chi — Square/df = 2,474 < 3; TLI = 0,928 > 0,9; CFI =
0,940 > 0,9; RMSEA = 0,067 < 0,08.

Két qua phan tich bang mé hinh cu tric (SEM) caa ca md hinh ly thuyét va
md hinh canh tranh cho thay: Ca hai mé hinh déu tuong thich véi dit liéu thi truong.
Kiém dinh chénh léch Chi-square gitra 2 mé hinh 1a 35,583 véi 2 bac ty do (P —
value = 0,000) da chi ra ring két qua caa mé hinh canh tranh cho thiy la duoc ang
ho hon mé hinh ly thuyét. Két qua caa CFl va RMSEA cua md hinh Iy thuyét ciing
cho thay muc d6 phu hop kém hon so véi chi s6 cua md hinh canh tranh (ACFI
=0,010 va ARMSEA= 0,004). Do d6, m6 hinh canh tranh duoc lua chon.

4.6.2.  Kiém dinh gia thuyét

Két qua udc luong chua chuan hoa cua cac tham sé chinh trong mé hinh canh

tranh duoc trinh bay trong bang dudi day:

Bang 4. 30. Bang cac treng sé6 chwa chuan hda

Estimate S.E. C.R. P R?
TDCN <--- TDHA ,396 ,045 8,769 Fkk ,404
TTNT <--- TDCN 554 117 4,733 Fkk 530
TTNT <--- TDHA 407 ,070 5,850 Fhx ’
TTTC <--- TDHA ,329 ,061 5,415 Fkk 821
TTTC <--- TTNT ,670 ,071 9,492 Fkx '
TTCK <---TTTC ,859 ,075 11,484 falaied 949
TTCK <--- TDHA ,133 ,064 2,068 ,039 ’

(Nguon: Két qua phan tich dir liéu cua tac gia)

Bang trén cho thay, hau hét cac méi quan hé gitra cac nhan t6 trong md hinh

déu co y nghia thong ké véi P — value < 0.05, nghia 1a cac gia thuyét (H1 dén Hb) vé
mdi quan hé cta cac khéi niém duoc dé ra trong mé hinh nghién ctru déu duoc chap

nhan.

Cu thé, mdi quan hé gitta TDHA véi TDCN, TTNT, TTTC déu duoc chap
nhan vi P — value < 0.05, tham chi hau hét cac P — value nay déu ***, c6 nghia la
gan nhu bang 0. Diéu nay cho thay TDHA c6 tic dong c6 y nghia thong ké dén
TDCN, TTNT, TTTC véi muc y nghia 99%.
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Méi quan hé giita TDCN voi TTNT duge dugce chap nhan vi P — value = ***
< 0.05. Diéu nay cho thay TDCN c6 tac dong c6 ¥ nghia thong ké dén TTNT véi
muc ¥ nghia 95%.

Méi quan hé gitra TTNT vé6i TTTC duogc duge chap nhan vi P — value = ***
< 0.05. biéu nay cho thiy TTNT c6 tac dong co ¥ nghia thong ké dén TTTC véi
muc ¥ nghia 95%.

Méi quan hé gitta TTTC véi TTCK duge duoc chip nhan vi P — value = ***
< 0.05. Piéu nay cho thidy TTTC c6 tac dong c6 ¥ nghia thong ké dén TTCK véi
muc ¥ nghia 95%.

M&i quan hé giita TDHA véi TTCK duogc chap nhan vi P — value = 0.039 <
0.05. Biéu nay cho thay TDHA c6 tac dong c6 ¥ nghia thong ké dén TTCK véi muc
y nghia 95%.

Bang 4.31. Bang cac trong sé da chuan hoa

Estimate
TDCN <--- TDHA ,636
TTNT <--- TDCN ,369
TTNT <--- TDHA ,435
TTTC <--- TDHA ;339
TTTC <--- TTNT ,643
TTCK <--- TTTC ,864
TTCK <--- TDHA ,137

(Ngudn: Két qua phan tich dix liéu cua tac gia)

Céc trong s6 chuan hoa déu duong nén cac bién nay déu c6 anh huong thuan

chiéu véi nhau. Két qua nghién ciru cho thiy “Ty twong dong hinh anh” (TDHA) ¢6
tac dong tich cuc dén “Long trung thanh tinh cam” (TTTC) véi B = 0,339 va “Long
trung thanh tinh cam” (TTTC) tac dong tich cuc dén “Long trung thanh cam két”
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(TTCK) véi B = 0,864. Qua day ta thay rang muén gia ting “Long trung thanh cam
két” ciia khach hang can tap trung gia ting “Long trung thanh tinh cam” va gia ting

gian tiép “Tu twrong ddng hinh anh” cua khach hang véi thuong hiéu.

Yéu té “Tu twong dong hinh anh” (TDHA) c6 tac dong tich cuc dén “Long
trung thanh nhan thuc” (TTNT) vai B = 0,435 va “Long trung thanh nhan thac”
(TTNT) c6 tac dong tich cuc dén “Long trung thanh tinh cam” (TTTC) véi B =
0,643. Qua day ta thay rang mudn gia ting “Long trung thanh tinh cam” ciia khéch
hang can tap trung gia ting “Ty twong ddng hinh anh” va “Long trung thanh nhan

thuce”.

Yéu té “Ty twong dong hinh anh” (TDHA) c6 tac dong tich cuc dén “Tuong
dong chirc nang” (TDCN) véi p = 0,636 va “Twong dong chirc nang” (TDCN) ¢6 tac
dong tich cuc dén “Long trung thanh nhan thiac” (TTNT) véi p = 0,369. Qua day ta
thay rang muén gia ting “Long trung thanh nhan thirc” caa khach hang can tap trung

gia tang “Tu twong dong hinh dnh” va “Tuong dong chic nang”.

Két qua cua nghién ciu khing dinh vai trd quan trong cua yéu té “Tu twong
ddng hinh anh” va muac d6 tac ddong manh ctia né dén “Long trung thanh nhan thic”,
“Long trung thanh tinh cam” va ciing nhu “Long trung thanh cam két” va ca “Tuong
ddng chirc ning”. Bong thoi ciing cho thdy mirc 46 anh hudng caa yéu té “Tuong
dong chirc niang” dén “Long trung thanh nhan thic” — giai doan dau tién caa long

trung thanh dé hinh thanh “Long trung thanh cam két”.
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CHUONG 5: KET LUAN VA HAM Y QUAN TRI

5.1. Kétluan

Muc tiéu chinh ctia nghién ctru nay 1a danh gid mac do tac dong cua yéu té tu
tuong dong hinh anh va twong déng chirc niang dén long trung thanh caa khach hang.
Nghién ctru cho thay khach hang s& cam két 1au dai véi thuong hiéu ca phé qua ba giai
doan lién tiép hinh thanh long trung thanh (nhan thtc, tinh cam, cam két). Ké tiép do,
ba giai doan cua long trung thanh caa khach hang va yéu té twong ddng chirc ning bi
anh huong tich cuc boi yéu td tu twong déng hinh anh va yéu té trong ddng chic ning
anh huong tich cuc dén 1ong trung thanh nhan thuc, giai doan dau tién xay dung long
trung thanh ciaa khach hang. Thong qua viéc cung cap thong tin khao sat dugc giri dén
khach hang, tac gia di c6 co hoi dé hiéu rd hon vé cach thac trai nghiém dich vu cua

khach hang tai cac quan ca phé ¢ thi truong Viét Nam.

Trong bai nghién cau nay, tac gia cho rang yéu té tu twong dong hinh anh 1 yéu
td quan trong va tac dong manh mé& nhat dén me do trung thanh cua khach hang. Tac
gia nhan thay rang, khach hang dénh gia dich vu mot cach kha toan dién, song ty tuong
dong hinh anh van la nén tang dé khach hang danh gia, xem xét va c¢6 hanh vi mua 1ap
di 1ap lai v6i thuong hiéu. Diéu nay hoan toan cé kha ning trong xa hoi hién nay khi
mdi mot c4 nhan déu mudn thé hién mot hinh anh caa ban than ma gidng vai chuan
muc va su nhin nhan caa xa hdi. DU tu twong dong hinh anh 1a mét yéu té chién luoc
dé dang va c6 tac dong manh so véi tuong dong chic ning, song tu twong déng hinh
anh ciing duoc tao ra théng qua tuyén ngoai vi va thong diép thuyét phuc qua con
duong nay chi ton tai trong thoi gian ngan. Nghia 1a khach hang can dugc nhic nhg vé
méi lién hé gitta hinh anh ban than va hinh anh thuong hiéu. Néu mot khi khach hang
thay d6i thai do qua con dudng ngoai vi thi dong luc va kha niang xir ly thong tin cac
thong diép cua thuong hiéu ciing dwoc cai thién. Sau d6 khach hang s& tir tuyén ngoai
vi dé di qua tuyén duong trung tdm nham theo dudi sy twong dong chirc ning, tir d6
hinh thanh con duong tir tu twong dong hinh anh sang twong dong chic nang nhu 1y

thuyét da dé cap.
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Ngoai ra, yéu t6 twong déng chirc ning ciing dong vai tro dang ké dén viéc giir
chan khach hang va tao méi quan hé gan bo lau dai voi ho. Nghia 1a thong qua twong
d6ng chirc ning thi qua trinh nhan thic cua khach hang bi anh huong va sé mang lai
thai d6 tich cuc hon ddi véi thuong hiéu, ddng thoi qua trinh nay dugc kéo dai theo thoi
gian s& chuyén sang cac giai doan trung thanh khac nhu 10ng trung thanh tinh cam va
long trung thanh cam két. Bing qua trinh danh gia qua tuyén dudng trung tdm nay,
khach hang ciing s& danh gia vé thwong hiéu mot cach cé y thic vé chat luong va loi

ich giua su ky vong va trai nghiém thuc té tai cac cira hang ca phé c6 thuong hiéu.

Véi ly do nay, c6 thé nhan dinh ring yéu té tu twong dong hinh anh va tuong
d6ng chirc nang dong vai tro tién dé cho viéc danh gia muc do trung thanh cua khach

hang véi cac thuong hiéu ca phé ndi tiéng.

5.2. Hamy quan tri

5.2.1.  Hamy quan tri vé tw twong dong hinh anh

Trong bbn yéu té cau thanh sy tu twong déng hinh anh thi hinh anh ban than
xa hoi 1y tuong (véi B = 0,817, p < .001) dong vai tro quan trong trong viéc xay
dung 10ng trung thanh cua khach hang véi cac thuong hiéu ca phé, tiép theo 1 hinh
anh ban than ly tuong (véi B = 0,795, p < .001), hinh anh ban than x& hoi (véi B =
0,773, p < .001) va hinh anh ban than thuc té (voi p = 0,741, p < .001). Két qua nay
cho thiy xu hudng hién nay 1a nguoi tiéu ding khong chi tiéu thu cac san pham nang
cao hinh anh caia ho trong x& hoi (Zinkhan & Hong, 1991) ma con coi trong va mudn
thé hién ra tinh doc ddo cua ban than cao hon sy ph hop trong nhém xa hdi cua ho.
Trong nghién ctu cua Kang va cong su (2013) da nhan dinh rang cac khach hang
Han Qudc, dac biét 1a giéi tré hién nay thuong s& ¢ xu hudng ghé thim cac quan ca
phé c6 thuong hiéu 16n va xem déy 1a cach thirc dé thé hién sy doc dao trong phong

cach hoac céc dic diém khac caa ho.

Do d6 cac nha tiép thi ciia cac thuong hiéu ca phé cé thé nhin nhan su thay
d6i nay va thiét ké mot chién lugc phl hop dé giao tiép vai khach hang cua ho. Vi

du, cac thong diép duoc giri dén khach hang nén miéu ta nhiing dic diém caa khach
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hang than quen dién hinh dé phan anh hinh anh x& hoi 1y tudng nhu sy dic biét hoic
dan dau xu huéng. Viéc nay cd thé kich thich khao khat theo dudi su doc la cua
khach hang ciing nhu su quan tdm, hang thi cia ho vai cac san pham cia thuong
hiéu nham thuc day xu hudng tiéu thu ca phé ca nhan hoa cia ho. Céc nha tiép thi co
thé str dung cic phuong tién truyén thong (nhu truyén hinh, cac su kién, phuong tién
truyén thdng x& hoi,,,,) dé quang ba cho thwong hiéu cta minh nhung nhitng hinh
anh va thong diép can duoc quang cdo lién tuc va nhit quan trong cac qua trinh
quang bé vai cac yéu té truyén théng. Song véi cach thic quang béa thong qua nhitng
ngudi Noi tiéng, nguoi ¢d sic anh huong thi cac nha tiép thi can luu y lya chon
ngudi noi tiéng ¢d hinh anh ban than phu hop véi hinh anh caa thuong hiéu ca phé
dé tranh gay mau thuin trong viéc khach hang danh gia, so sanh hinh anh ban than

Vi hinh anh thuong hiéu.
5.2.2.  Hamy quan tri vé twong dong chirc ning

Déi voi 8 yéu td cAu thanh su twong ddéng chirc ning thi duoc sap xép theo
thir tu quan trong va dugc khach hang quan tm nhiéu nhat. Dau tién 13 y tuong thiét
ké va trang tri noi that (véi p = 0,693, p < .001) dong vai trd quan trong trong viéc
xay dung long trung thanh ciia khach hang vai cac thuong hiéu ca phé, tiép theo 1a
su da dang thuc don (voi B = 0,684, p < .001), chat luong thuc udng (véi B = 0,673,
p <.001), biéu hién cua nhan vién (véi B = 0,613, p < .001), khong gian sach s& (V6i
B = 0,609, p<.001) va thoi gian cho dé ¢ chd ngdi (voi p = 0,510, p < .001). Trong
d6 thi yéu t6 gia ca phu hop va vj tri ctra hang thuan tién bj loai vi ngudi tiéu ding
khong dé tam dén hai thudc tinh chic nang nay khi ghé tham cac cira hang ca phé vi
mong mudn hudéng theo hinh anh xa héi 1y teéng va nang cao hinh anh cua ban than
ciia mdi nguoi nén ho s& khdng ngan ngai bo ra sb tién 16n dé mua sim cac san
pham nay, dong thoi dbi véi thuong hiéu ca phé cé tén tudi thi vi tri c6 thuan tién

hay khong thi ciing khong anh huong dén sy dénh gia ctia khach hang.

Do d6 néu cac thuong hiéu ca phé c6 thé cung cip canh quan hoic cé ¥ tudng

thiét ké noi that doc déo thi khach hang s& khdng ngan ngai danh ra thoi gian dé dén
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d6 (Carmichael, 2005). Cac thuong hiéu ciing can can nhic dén viéc cap nhat thyuc
don va c6 thém da dang nhiéu loai thirc uéng khac nhau nham dap wng nhu cau cua
khach hang, day ciing 1a cach thirc dé tao ra xu huéng méi va sy doc do cua thuong
hiéu. Tuy nhién ciing khong thé bo qua yéu té chat lugng thic udng, biéu hién cua
nhan vién va khong gian sach s& bai day ciing 1a yéu té anh huéng manh mé d&én
viéc danh gia ctia khach hang vé nhitng trai nghiém tai quan ca phé. Voi su phat
trién cua cong nghé va su phat trién caa ca phé ma ngay cang nhiéu khach hang tro
thanh chuyén gia danh gia chat luong ca phé, vi vay cac cira hang ca phé nén dé cap
dén xuat xt ngudn gdc ciing nhu xuat trinh gidy to chang nhan dé thuyét phuc khach
hang vé chat lwong cua thic udng trén cac phuong tién truyén théng va tai cira hang.
Ngoai ra biéu hién cua nhan vién ciing s& anh hudong dang ké dén su danh gia vé sy
trai nghiém tot hay xau qua cach nhan vién phuc vu va chim soc khach hang
(Zeithaml va cong su, 2017). Vi vay céc cira hang ciing can chl Y trong viéc tuyén
dung va dao tao nhan vién caa minh. Doi véi thuc trang stc khoe hién nay thi van dé
vé sinh va ki vong vé sirc khoe ciing tang 1én, vi thé khdng gian sach s& ciing 1a yéu
t6 quan trong khi khach hang lya chon ghé tham mét cira hang (Dolnicar & Otter,
2003). Tuy yéu tb thoi gian cho dé c6 chd ngdi it duoc quan tm nhit nhung céc cta
hang ca phé cling nén cht y cling nhu ¢6 thém vai hoat dong giai tri cho khach hang
trong thoi gian ho cho doi dé tranh viéc khach ang mat binh tinh va cam thay thoi

gian cho qua lau (Zeithaml va cong su, 2017).
5.2.3.  Hamy quan tri vé méi quan hé giira ba giai doan long trung thanh

Véi mdi quan hé nhan qua giira ba giai doan cua long trung thanh vé nhan
thire, tinh cam va cam két thi duoc hd tro véi gia thuyét sy anh hudng tich cuc cua
long trung thanh nhan thirc d&én 1ong trung thanh tinh cam (véi p = 0,643, p < .001)
va sy anh huéng tich cuc cua 10ng trung thanh tinh cam dén 1ong trung thanh cam
két (voi B = 0,864, p < .001). Két qua ndy khang dinh dung quy trinh x4y dung 1ong
trung thanh caa khach hang véi thuong hiéu cia Oliver (1997). Nghia 1a tir két qua
cua viéc nhan thuc tich cuc cua khach hang sé€ lam gia tang mtrc d6 yéu thich va thai

do tich cuc ddi véi thuong hiéu, roi dya trén nhitng cam x(c tich cyc dé6 ma khach
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hang s& phat trién 10ng trung thanh va thé hién sy cam két lau dai véi thuong hiéu
(Back, 2005).

O budc nay cac nha tiép thi nén phan khuc khach hang theo ba giai doan cua
Iong trung thanh bai vai mirc d6 trung thanh khac nhau ma cac doanh nghiép kinh
doanh ca phé s& c6 chién luoc tiép thi khac nhau ciing nhu dé dang hon cho viéc du
doan hanh vi cta ho (Back & Parks, 2003).

Chang han nhu khach hang ¢ giai doan nhan thirc thi ho khéng chi quan tam
dén hinh anh caa ban than va hinh anh thuong hiéu ma con chi y dén chét luong cua
cac thudc tinh chirc ning tai ctra hang ca phé d6. Do khach hang & giai doan nay van
con dang trong qua trinh danh gia, phan tich gitra chi phi va lgi ich ho c6 dugc. Vi
vay cac nha tiép thi co6 thé can nhac thiét ké cac chuong trinh khach hang than thiét
hoac wu dai, khuyén mai dac biét dé thu hat sy chd y caa ho véi thuong hiéu, dong
thoi van phai duy tri hinh anh thuong hiéu va cac thuoc tinh chic ning & mac phu
hop va dap @ng nhu cau cua khach hang. Cac nha tiép thi ciing co thé trao doi Voi
khach hang vé wu dai, hiéu suat cai thién trong san pham va dich vu dé hinh thanh ly

do khién khéach hang ghé lai ctra hang ca phé cua thuong hiéu.

Tuy nhién khach hang & giai doan trung thanh tinh cam thi s& dé bi anh
hudéng bai cac trai nghiém tha vi, nghia 13 ho dang c6 nhu cau duoc biéu dat vé
nhitng khai niém vé ban than minh nén ho s& dé bi anh huong bai cac kich thich tam
ly hodc yéu t6 bén ngoai nhur cach nhin nhan cua xa hoi,... Do d6 néu mubn duy tri
mdi quan hé véi khach hang tai giai doan nay thi cac nha tiép thi nén tim cach cung
cap thém nhiéu trai nghiém tha vi va truyén dat hinh anh tich cuc hinh anh cua
thuong hiéu cho ngudi tiéu dung qua cac thong diép hap dan, dé dong lai trong tam
tri khach hang.

Cubi cung khi nha tiép thi da xac dinh duoc ai 1a khach hang & giai doan
trung thanh cam két thi can phai xem nhitng khach hang nay 1a mot nhom dac biét,
vi khéach hang & giai doan nay sau khi c6 nhitng trai nghiém thi vi vé mat nhan thic

va cam xuc thi ho s& thé hién su cam két va tin tudng cao voi thuong hiéu cling nhu
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khdng bi cam dd boi chiéu trd cua cac ddi thu canh tranh, do d6 can c6 hinh thic
cung cap phan thuéng cho sy trung thanh cua ho nhu nhitng dai ngd VIP, su chim

soc dac biét,....
5.24. Ham y quan tri cho cac thwong hiéu ca phé hau COVID-19

Khiung hoang tir dai dich COVID-19 di khién cho nhiéu doanh nghiép kinh
doanh ca phé tré thanh nhirng “con n¢” va c6 nguy co pha san nhu trong bao cao Thi
truong ca phé nam 2020, ké ca “ong 16n” Vinacafe ciing khong tranh khoi ton that
nang né do virus nay. Dé c6 thé dwa ra khuyén nghi phi hop can phai xem xét, danh
gia tinh hinh theo md hinh quan ly khiang hoang cua cac hoc gia (Fink, 1986;
Ritchie, 2004) trong ba giai doan: trudc khung hoang, khung hoang va sau khung
hoang. Tuy nhién vao nira dau nam 2022 thi tinh hinh cua dich COVID-19 da c6 dau
hiéu 6n dinh nén trong nghién ctu s& chi dé cap dén nhitng ham y quan tri va

khuyén nghi phuc hdi sau khing hoang COVID-19.

Sau giai doan khung hoang du tinh hinh d& dan 6n dinh nhung tdm 1y lo ngai
vé Van dé tinh hinh stic khoe va sy dam bao an toan, do vay cac phuong tién truyén
thong lic nay chinh 1a céng cu dé nguoi tiéu ding xem xét va tin tuong kha nang
dam bao sy an toan veé siic khoe cho khach hang ciing nhu xay dung lai va gia ting
niém tin vao thuong hiéu ca phé. Cac doanh nghiép can can nhic viéc thuc hién chi
thi 5K, gitr khoang cach 2m noi cong cong, yéu cau khach hang ngdi cach xa nhau
2m hoic ¢6 nhiing tim ngan céch giita khach hang véi nhau. Ngoai ra cac nha tiép
thi c6 thé tan dung truyén thong dé ting cudng moi quan hé gitra khach hang véi
doanh nghiép, nhung viéc nay s& can mot chién lugc lau dai tir ban lanh dao cua
doanh nghiép. Viéc thich nghi véi tinh hudng hién tai ciing 1a mét 16i thoat cho céc
doanh nghiép kinh doanh ca phé. Ching han hién nay mét sé cira hang ca phé bit
dau cung cap cac san pham ca phé hoa tan, ca phé tu pha hoic cac dich vu giao hang
tan nha,.. viéc nay ciing tao nén mot xu hudng mai va lgi thé canh tranh cua cac
doanh nghiép. Khong chi vay mét s ctra hang ca phé con tranh tha thiét ké lai quy

trinh dich vu, d6i moi thuc don, bay tri lai cac ni that trong va ngoai cira hang, cai



82

thién yéu t6 vé sinh sach s& di voi ctra hang va san pham. Bén canh d6 theo nghién
ctru cua Pongsakornrungsilp va cong su (2021) thi mét doanh nghiép cé thuong hiéu
manh s& c6 kha nang hdi phuc nhanh hon va cam cu duoc 1au hon so véi cac doanh
nghiép kinh doanh nho, tuy day 13 mot chién dai han nhung cic doanh nghiép nén
can nhéic ké hoach dé phét trién thuong hiéu caa minh trd nén phé bién hon trong
tuong lai v6i ngudi tiéu ding, tir d6 c6 thé xay dung lai long tin cua ho sau bt ky
bién dong nao cua thi trudng khéng chi 1a sau dai dich 1an nay. Do vay cac doanh
nghiép co thé can nhic thay ddi, cai thién dua trén cac ham y trén vé yéu to ty twong
dong hinh anh va twong dong chirc nang dé cd cach tiép can phu hop va xay dyng lai

niém tin véi khach hang.

T6m lai, cac doanh nghiép kinh doanh ca phé khéng chi can cha dong wng
pho va c6 nhitng chién luoc phi hop dé mo cira tr lai ma khung hoang tir dai dich
cling 1a bai hoc dé doanh nghiép nén cé chién luoc ung phd va phan ung kip thoi
truéc cac bién dong khan cép trong tuong lai nhu dai dich, khung hoang tai chinh, ...
Khéng chi vay cac doanh nghiép cling nén xay dung cho minh mét thuong hiéu
manh mé& dé c6 thé nhanh chdng phuc héi sau khung hoang da dugc chang minh &

nghién ctru cua Pongsakornrungsilp va cong su (2021).
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PHU LUC

PHU LUC 1: BANG KHAO SAT NGUOI DAN

Sinh vién Khoa Kinh té - QTKD — Trudng Pai hoc Pa Lat dang tién hanh khao sat 1dy ¥
kién ctia ngudi dan vé tac dong cua su tu twong ddng hinh anh va twong dong chirc ning
dén 1ong trung thanh cta khach hang véi cac thuong hiéu ca phé. Mong anh/chi danh
chu thoi gian tra 16i cac cau hoi dudi day. T6i xin cam két moi thong tin anh/chi cung
cap s& chi dugc dung dé toi hoan thién bai nguyén ctru nay va s& khong duogc chia sé

dudi bét ki hinh thtrc nao. Tran trong cdm on su hop tac cua anh/chi!

PHAN A. THONG TIN CHUNG

1. Phuong thudc thanh phé Da Lat ( Tir phuong 1 — 12)
L1 Phuong 1
L Phuong 2
L] Phuong 3
L1 Phuong 4
L1 Phuong 5
L1 Phuong 6
L1 Phuong 7
LI Phuong 8
L1 Phuong 9
L1 Phuong 10
L Phuong 11
O] Phuong 12
2. Gidi tinh:
L1 Nam LI NG [0 Khéc
3. Do tudi:
O Duéi 18 tudi
O T 18 — 30 tuoi
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O T 31 — 40 tuoi

O T 50 tudi trér 1én

. Trinh do hoc van

[0 Cao dang hoac thap hon

[ Pai hoc

[ Thac si va cao hon

. Thu nhap binh quén:

O Du6i 10 triéu

LI Tur 10 triéu — 15 triéu

O Tur 15 triéu — 30 triéu

O Trén 30 triéu

. Nghé nghiép:

O Hoc sinh, sinh vién

O Nguoi lam cac cong viéc hanh chinh van phong
0 Nguoi lam cac cong viéc lién quan dén dich vy
O Khéc

. Anh/ chi thuong xuyén dén cira hang cua thuong hiéu ca phé nao nhat?
O Trung Nguyén Coffee

L] Highlands Coffee

0 Windmill Coffee

L] Toi den

1 Milano

. Tan s trung binh anh/ chi dén quan ca phé?

[0 Mbi ngay

01— 2 lan/ tuan

[0 2 — 4 lan/ tuan

O Duéi 1 lan/ tuan

Li do anh/ chi dén quén ca phé

O Pé thu gidn

O Pé thuong thac thirc ubng
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O Bé hoc tap hoic 1am viéc 1 minh

O Bé giao luu, gip g& ban bé

O Bé t6 chirc cac budi gap gd cong viéc
[J Li do khac

PHAN B. QUAN PIEM CUA NGUOI TIEU DUNG VE TAC PONG CUA SU TU
TUONG PONG HINH ANH PEN LONG TRUNG THANH

Anh/ chi vui 1ong cho biét y kién vé cac yéu t6 sau lién quan dén tac dong cia du lich dédi
v6i méi truong tai thanh phd Pa Lat. Panh diu vao 6 thich hop (1= Rt khéng dong y; 2 =
Khéng dong y; 3 = Trung ldp; 4 = Pong y; 5 = Rit dong y)

Cac phat biéu Y kién

Tac dong caa su tw twong dong hinh anh dén Iong trung
thanh

Hinh anh thuong hiéu cia quan ca phé nay giéng véi hinh [1 2 3 4 5
anh ban than cua toi

Hinh anh thuong hiéu cua quan ca phé nay phtu hopvéihinh |1 2 3 4 5
anh ban than tdi muon tré thanh

Hinh anh thuong hiéu cua quan ca phé nay gidong véi hinn|1 2 3 4 5
anh ma nguoi khac nhan xét vé ban than toi

Hinh anh thuong hiéu cua quan ca phé nay phd hop véi hinh |12 3 4 5
anh ma ban than muon nguoi khac nhin nhan ¢ ban than

PHAN C. QUAN PIEM CUA NGUOI TIEU DUNG VE TAC PONG CUA SU
TUONG PONG CHUC NANG PEN LONG TRUNG THANH

Anh/ chi vui 1ong cho biét y kién vé cac yéu to sau lién quan dén tic dong cia du lich ddi
v6i moi trudng tai thanh phé Pa Lat. Panh diu vao 6 thich hop (1= Rit khong dong y; 2 =
Khéng dong y; 3 = Trung lip; 4 = Pong y; 5 = Rit dong y)

Cac phat biéu Y kién

Tac dong cha sw twong dong chire ning dén 1ong trung
thanh

Su da dang thuc don cua thuong hiéu ca phé nay phu hop|1 2 3 4 5
véi nhiing gi téi mong doi
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Biéu hién cua nhan vién quéan ca phé thuoc thuong hiéunay |1 2 3 4 5
dap tng duoc Ki vong cua toi

Y tuong thiét ké va trang tri noi that cira hang cua thuong |1 2 3 4 5
hiéu nay phu hgp véi nhitng gi t6i mong doi

Gia ca thuc ubng cua thuong hiéu ndy phd hop véinhiinggi |1 2 3 4 5
toi Ki vong

Thoi gian cho dé c6 chd ngdi cua thuong hiéu ndy dapang |1 2 3 4 5
duoc ki vong cua toi

Chat lugng thirc udng cua thuong hiéu twong dongvéimong |1 2 3 4 5
doi cua toi

Khong gian cua hang cua thuong hi¢u nay ludn sach s€ |1 2 3 4 5
giong vai ki vong cua t0i

Vi tri cira hang thuan tién va phu hop vai ki vong cua toi 1 2 3 4 5

PHAN D. MUC PQ TRUNG THANH CUA NGUOI TIEU DUNG VOI THUONG
HIEU CA PHE

Anh/ chi vui 1ong cho biét y kién vé cic yéu to sau lién quan dén tac dong cia du lich d6i
v6i moi trudng tai thanh phé Pa Lat. Panh diu vao 6 thich hop (1= Rdt khong dong y; 2 =
Khéng dong y; 3 = Trung ldp; 4 = Pong y; 5 = Rit dong y)

Cac phét biéu Y kién

Long trung thanh nhan thic

TOi tin rang thuong higu ca phé nay cung cap nhiéu loiich |1 2 3 4 5
(tac 1a dich vy va san pham) cho t6i hon cac thuong hiéu
khac

Khong c6 thwong hiéu ca phé nao khac cung cip chat lugng |1 2 3 4 5
tot hon thuong hiéu ca phé nay

Cira hang cua thuong higu ca phé nay cung cap cho toi chat |1 2 3 4 5
luong dich vu vuot trgi so vai bat ky thuong hiéu ca phé nao
khac

Long trung thanh tinh cam

To6i thich ghé tham ctra hang caa thuong hiéu ca phé nay 1 2 3 4 5

T6i cam thay thoai mai khi dén ctra hang ca phé nay 1 2 3 45

T6i cam thay yéu thich thuong hiéu ca phé nay honsovéi |1 2 3 4 5
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cac thuong hiéu ca phé khac

Long trung thanh cam két

Ngay ca khi mot thuong hi€u ca phé khac dang ban cacsan |1 2 3 4 5
pham vai gia thap hon, t6i van thich ghé tham ctra hang cua
thuong hiéu ca phé nay

T6i du dinh s& tiép tuc quay lai ctra hang cua thwong hiéu |1 2 3 4 5
nay trong tuong lai

Toi coi cua hang cua thuong hiéu ca phé nay lasu lvachon |1 2 3 4 5
dau tién cua t6i dé€ thuong thirc ca phé

XIN CHAN THANH CAM ON!
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PHU LUC 2: KET QUA PHAN TICH CAC DU LIEU

Thong ké mo ta

Noi O
Frequency Percent Valid Percent Cumulative
Percent
Phuong 1 17 51 51 51
Phuong 2 34 10.2 10.2 154
Phuong 3 30 9.0 9.0 244
Phuong 4 38 114 114 35.8
Phuong 5 25 7.5 75 43.4
Phuong 6 30 9.0 9.0 52.4
Valid Phuong 7 26 7.8 7.8 60.2
Phuong 8 46 13.9 13.9 74.1
Phuong 9 30 9.0 9.0 83.1
Phuong 10 27 8.1 8.1 91.3
Phuong 11 16 4.8 4.8 96.1
Phuong 12 13 3.9 3.9 100.0
Total 332 100.0 100.0
Gig¢i Tinh
Frequency Percent Valid Percent Cumulative
Percent
N 179 53.9 53.9 53.9
Valid Nam 153 46.1 46.1 100.0
Total 332 100.0 100.0
D§ Tudi
Frequency Percent Valid Percent Cumulative
Percent
Dusi 18 tudi 17 5.1 5.1 5.1
Tir 18-30 tudi 259 78.0 78.0 83.1
Valid Tir 31-50 tudi 49 14.8 14.8 97.9
Tir 50 tudi tro 1én 7 21 21 100.0
Total 332 100.0 100.0
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Trinh Do
Frequency Percent Valid Percent Cumulative
Percent
Cao ding hoc thap hon 19 5.7 5.7 5.7
bai hoc 307 925 925 98.2
Valid
Thac si va cao hon 6 1.8 1.8 100.0
Total 332 100.0 100.0
Nghé Nghiép
Frequency Percent Valid Percent Cumulative
Percent
Hoc sinh, sinh vién 205 61.7 61.7 61.7
Ngudi lam cac cdng viéc hanh
chinh vin phone 49 14.8 14.8 76.5
Valid Nguoi !am cac cong viéc Iié’n
quan dén dich vy (thuong tiép 42 12.7 12.7 89.2
xuc véi con ngudi)
Khéc 36 10.8 10.8 100.0
Total 332 100.0 100.0
Thu Nhap
Frequency Percent Valid Percent Cumulative
Percent
Dudi 5 triéu 211 63.6 63.6 63.6
Tur 5 triéu - 10 triéu 68 20.5 20.5 84.0
Valid Tur 11 triéu - 15 triéu 38 114 114 95.5
Trén 15 triéu 15 4.5 4.5 100.0
Total 332 100.0 100.0
S6 lin dén guan trong 1 tuin
Frequency Percent Valid Percent Cumulative
Percent
M3i ngay 8 2.4 2.4 2.4
1 -2 lan/ tuan 140 42.2 42.2 44.6
Valid  2-41an/ tuan 59 17.8 17.8 62.3
Dudi 1 1an/ tuan 125 37.7 37.7 100.0
Total 332 100.0 100.0
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Thuong Hi¢u Ua Thich
Frequency Percent Valid Percent Cumulative
Percent
Trung Nguyen Coffee 46 13.9 13.9 13.9
Highlands Coffee 129 38.9 38.9 52.7
Windmill Coffee 33 9.9 9.9 62.7
Valid
Toi den 46 13.9 13.9 76.5
Milano Coffee 78 235 235 100.0
Total 332 100.0 100.0
Li Do
Frequency Percent Valid Percent Cumulative
Percent
Dé thu giéin 79 23.8 23.8 238
Dé thusng thuc thirc ubng 41 123 12.3 36.1
Dé hoc tap hoac lam viéc 1
inh 53 16.0 16.0 52.1
Valid  Dé giao luu, gap g& ban bé 120 36.1 36.1 88.3
DAé to (fl':l\l’l’C cac buoi gap go 6 18 18 901
cong viéc
Li do khéc 33 9.9 9.9 100.0
Total 332 100.0 100.0
CA4c bién dinh lwong (Dung Likert 5 diém)
Descriptive Statistics
N Minimum Maximum Mean Std. Deviation
TDHA1L 332 1 5 3.96 157
TDHAZ2 332 1 5 3.69 .891
TDHAS3 332 1 5 3.38 920
TDHA4 332 1 5 3.59 .968
TDCN1 332 1 5 3.89 .819
TDCN2 332 2 5 3.91 147
TDCN3 332 1 5 4.04 811
TDCN4 332 1 5 3.89 817
TDCN5 332 1 5 3.91 .788
TDCN6 332 1 5 4.03 733
TDCN7 332 2 5 4.23 .703
TDCN8 332 1 5 4.01 .823




TTNT1
TTNT2
TTNT3
TTTC1
TTTC2
TTTC3
TTCK1
TTCK2
TTCK3

Valid N (listwise)

332
332
332
332
332
332
332
332
332
332

L T S S N = T e

O
(o]

o o1 o o1 o1 o1 o1 o1 O

3.73
3.33
3.58
3.94
3.97
3.78
3.53
4.02
3.75

.784
.969
.853
793
775
912
940
.783
.899

PHAN TiCH PO TIN CAY CRONBACH’S ALPHA

Nhan té “Ty twong d6ng hinh anh”:
Reliability Statistics

Cronbach's Alpha | N of Items
.861 4
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
TDHAL 10.66 5.892 .661 .843
TDHA2 10.93 5.156 728 .814
TDHAS3 11.24 5.109 .706 .824
TDHA4 11.04 4.781 .750 .806
Nhan té “Twong dong chirc ning”:

Reliability Statistics

Cronbach's Alpha | N of ltems

.816 8

Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
TDCN1 28.02 13.130 .546 .793
TDCN2 28.00 13.224 .601 .785
TDCN3 27.87 13.114 .557 791
TDCN4 28.02 13.707 441 .808
TDCN5 28.00 13.196 .564 .790
TDCN6 27.88 13.272 .606 .785
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TDCNT7 27.67 13.731 541 794
TDCN8 27.90 13.767 426 .810
Nhan to “Long trung thanh nhan thuc”:
Reliability Statistics
Cronbach's Alpha | N of Items
.804 3
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
TTNT1 6.90 2.782 .583 .802
TTNT2 7.31 2.099 671 .720
TTNT3 7.05 2.323 719 .662
Nhén to “Long trung thanh tinh cam™:
Reliability Statistics
Cronbach's Alpha | N of Items
.846 3
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
TTTC1 7.75 2.333 729 772
TTTC2 7.72 2.456 .688 .811
TTTC3 7.92 1.999 .735 771
Nhan to “Long trung thanh cam két”:
Reliability Statistics
Cronbach's Alpha | N of Items
847 3
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
TTCK1 7.77 2.390 .695 .810




TTCK2
TTCK3

7.28
7.54

2.788
2.424

100

725
737

.785
765

PHAN TiCH NHAN TO KHAM PHA EFA

Mb hinh chay EFA cho bién TDHA va TDCN

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

Approx. Chi-Square

Bartlett's Test of Sphericity df

Sig.

.889
1453.268

66

.000

Total Variance Explained

Factor Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of
Squared
Loadings®

Total % of Variance Cumulative % Total % of Variance Cumulative % Total

1 4,775 39.793 39.793 4.265 35.541 35.541 3.532

2 1.774 14.785 54.578 1.290 10.746 46.287 3.585

3 .845 7.042 61.621

4 .809 6.746 68.366

5 .676 5.637 74.003

6 .585 4.878 78.880

7 521 4.344 83.224

8 487 4.057 87.281

9 474 3.953 91.234

10 .387 3.221 94.456

11 376 3.135 97.590

12 .289 2.410 100.000

Extraction Method: Principal Axis Factoring.

a. When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.

Pattern Matrix?

Factor
1 2
TDHA4 .886
TDHA2 .867
TDHAS3 .768




TDHA1
TDCN5
TDCN2
TDCN8
TDCN6
TDCN7
TDCN1
TDCN3
TDCN4

631

719
.679
.609
.606
.524
.503
499
494

Extraction Method: Principal Axis

Factoring.

Rotation Method: Promax with

Kaiser Normalization.

a. Rotation converged in 3 iterations.

M6 hinh sau khi chay EFA Ian thir 2:
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KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

Bartlett's Test of Sphericity

Approx. Chi-Square

df
Sig.

.884
1363.168

55
.000

Total Variance Explained

Factor Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of
Squared
Loadings®

Total % of Variance Cumulative % Total % of Variance Cumulative % Total

1 4.569 41.534 41.534 4.076 37.051 37.051 3.448

2 1.718 15.615 57.149 1.229 11.173 48.224 3.362

3 817 7.426 64.575

4 712 6.472 71.047

5 .608 5.530 76.577

6 532 4.841 81.418

7 .506 4.596 86.013

8 .480 4.368 90.382

9 .389 3.536 93.917

10 377 3.431 97.348

11 292 2.652 100.000

Extraction Method: Principal Axis Factoring.

a. When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.




Pattern Matrix?

Factor
1
TDHA4 .895
TDHAZ2 .856
TDHAS3 175
TDHA1L .626
TDCN5 .699
TDCN2 .669
TDCN6 .607
TDCN8 .605
TDCN7 .550
TDCN1 .526
TDCN3 .520

Extraction Method: Principal Axis

Factoring.

Rotation Method: Promax with

Kaiser Normalization.

a. Rotation converged in 3 iterations.

M6 hinh chay EFA cho bién TTNT

KMO and Bartlett's Test
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Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .690
Approx. Chi-Square 340.105
Bartlett's Test of Sphericity df 3
Sig. .000

Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings

Total % of Variance Cumulative % Total % of Variance Cumulative %
1 2.166 72.201 72.201 2.166 72.201 72.201
2 515 17.163 89.364
3 319 10.636 100.000

Extraction Method: Principal Component Analysis.

Component Matrix?

Component

1




TTNT3
TTNT2
TTNT1

.885
.860
.802

Extraction Method:

Principal Component

Analysis.

a. 1 components extracted.

Mb hinh chay EFA cho bién TTTC

KMO and Bartlett's Test
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Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 727
Approx. Chi-Square 422.383
Bartlett's Test of Sphericity df 3
Sig. .000

Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings
Total % of Variance Cumulative % Total % of Variance Cumulative %
1 2.302 76.730 76.730 2.302 76.730 76.730
2 .387 12.899 89.628
3 311 10.372 100.000
Extraction Method: Principal Component Analysis.
Component Matrix?
Component
TTTC3 .887
TTTC1 .882
TTTC2 .859
Extraction Method:
Principal Component
Analysis.
a. 1 components extracted.
M& hinh chay EFA cho bién TTCK
KMO and Bartlett's Test
I Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 729
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Approx. Chi-Square 427.952
Bartlett's Test of Sphericity df 3
Sig. .000

Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings

Total % of Variance Cumulative % Total % of Variance Cumulative %
1 2.310 76.987 76.987 2.310 76.987 76.987
2 .380 12.650 89.637
3 311 10.363 100.000

Extraction Method: Principal Component Analysis.

Component Matrix®

Component
1
TTCK3 .889
TTCK2 .881
TTCK1 .862

Extraction Method:

Principal Component

Analysis.

a. 1 components extracted.

PHAN TICH NHAN TO KHANG PINH CFA

M6 hinh chay CFA lan 1:
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Chi-square/df=2 579

4 GFI=.887
CFI=.931
TLI=917
RMSEA=069
PCLOSE=.000

TDHA1

TDHAZ

TDHAS £

TDHA4

40
TDCN2 )

TDCN5

TDCN&

TDCN7
£

78

TDCN1

TDCN3

9999943 te95

TDCNg

43

TTNT1

TTNT2

TTNT3

TTTC1

TTTC2

TTTC3

TTCK1

TTCK2 [

798 199 9%

TTCK3

Kiém tra Gia tri hdi tu

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label

TDHA4 <--- TDHA 1.000

TDHA3 <--- TDHA 893 .058 15.323 ***
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Estimate S.E. C.R. P Label

TDHAZ2 < TDHA 889 056 15.886 **=
TDHAL < TDHA 700 049 14418 xxx
TDCN5 <-- TDCN 837 099 8465 xxx
TDCN2 <--- TDCN 936 095  9.866 ***

TTNT3 <--- TTNT 1.000

TTNT2 <--- TTNT 970 .063 15.443 ***
TTTC3 <--- TTTC 1.000

TTTC2 <--- TTTC J74 047 16.356  ***
TTTC1 <-- TTTC 831 .047 17.614 ***

TTCK3 <--- TTCK 1.000

TTCK2 <--- TTCK 798 .047 16.881 ***

TTCK1 <--- TTCK 982 .056 17.524 ***

TDCN6 <--- TDCN 1.000

TDCN7 <--- TDCN 873 .089  9.822 ***

TDCN1 <--- TDCN 1.098 105 10.499 ***

TDCN3 <--- TDCN 1.078 .103 10.426 ***

TTNT1 <--- TTNT .684 053 12.889 ***

TDCN8 <--- TDCN 693 .101  6.875 ***

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
TDHA4 <--- TDHA .823
TDHA3 <--- TDHA J73
TDHA2 <--- TDHA .796
TDHALl <--- TDHA a37




Estimate
TDCN5 <--- TDCN 534
TDCN2 <--- TDCN .630
TTNT3 <--- TTNT .883
TTNT2 <--- TTNT 154
TTTC3 <--- TTTC .844
TTTC2 <--- TTTC .769
TTTC1 <--- TTTC .808
TTCK3 <--- TTCK .849
TTCK2 <--- TTCK 778
TTCK1 <--- TTCK 797
TDCN6 <--- TDCN .686
TDCN7 <--- TDCN .624
TDCN1 <--- TDCN .674
TDCN3 <--- TDCN .669
TTNT1 <--- TTNT .658
TDCN8 <--- TDCN 423

M@ hinh chay CFA lan 2:

107
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54

TDHAT p Chi-square/df=2.412
; GFI=.902
CF1=.943
TLI=.931

RMSEA=.065

PCLOSE=.003

[~

TDHAZ

TDHA3 ¢
=

AR

TDHA4

o

TDCN2 §

23

TDCN5
F.|

TDCNE
3

TDCN7 Lt
4 °

TDCN1

TDCN3 80

TTNT1

TTNT2

—

TTNT3

L

TTTCA

m

TTTC? |

TTTC3
B4
TTCK1 &0

D
TTCKZ2

20

(1987739997777

TTCK3

Kiém tra Gia tri hdi tu

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. P Label

TDHA4 <--- TDHA 1.000

TDHA3 <--- TDHA 894 058 15317 ***
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Estimate S.E. C.R. P Label

TDHA2 <— TDHA 891 056 15.891 **=
TDHAL < TDHA 701 049 14412 **x
TDCN5 <--- TDCN 812 101 8075 *xx
TDCN2 < TDCN 935 097  9.646 xxx

TTNT3 <--- TTNT 1.000

TTNT2 <--- TTNT 970 .063 15.440 ***
TTTC3 <--- TTTC 1.000

TTTC2 <--- TTTC J72 047 16.370 ***
TTTC1 <-- TTTC 829 .047 17.621 ***

TTCK3 <--- TTCK 1.000

TTCK2 <--- TTCK 796 .047 16.859 ***

TTCK1 <--- TTCK 981 .056 17.540 ***

TDCN6 <--- TDCN 1.000

TDCN7 <--- TDCN 864 .091 9519 ***

TDCN1 <--- TDCN 1.129 108 10.483 ***

TDCN3 <--- TDCN 1.099 .106 10.345 ***

TTNT1 <--- TTNT .685 .053 12,903 ***

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
TDHA4 <--- TDHA .822
TDHAS3 <--- TDHA q74
TDHA2 <--- TDHA .796
TDHALl <--- TDHA 137
TDCN5 <--- TDCN 513




Estimate
TDCN2 <-- TDCN 624
TTNT3 <— TTNT 883
TTNT2 <--- TTNT 754
TTTC3 < TTTC 845
TTTC2 <— TTTC 769
TTTC1 <— TTTC 807
TTCK3 < TTCK 850
TTCK2 < TTCK 777
TTCK1 <--- TTCK 797
TDCN6 <--- TDCN .679
TDCN7 <--- TDCN .611
TDCN1 <--- TDCN .686
TDCN3 <--- TDCN .675
TTNT1 <--- TTNT .658

Kiém tra tinh don nguyén
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Correlations: (Group number 1 - Default model)

Estimate
TDHA <--> TDCN .617
TDHA <--> TTNT .661
TDHA <--> TTTC .758
TDHA <--> TTCK .798
TDCN <--> TTNT .600
TDCN <--> TTTC 715
TDCN <--> TTCK .687




Estimate

TTNT TTTC

TTNT TTCK
TTTC TTCK

e’ e5

.837

.848

.960

.230

Kiém tra gia tri phan biét
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Hé s6 twong quan N=332
r SE CR p_value
Estimate EZE)/:(ﬁ_ngi)T((l- CR=(1-r)/SE -II;{? :]S;(ZK):

TDHA <--> TDCN 0,244 0,059536 0,034 7,192 0.00000
TDHA <--> TTNT 0,395 0,156025 0,047 8,430 0.00000
TDHA <-->TTTC 0,464 0,215296 0,051 9,077 0.00000
TDHA <--> TTCK 0,484 0,234256 0,052 9,371 0.00000
TDCN <--> TTNT 0,224 0,050176 0,031 7,170 0.00000
TDCN <-->TTTC 0,274 0,075076 0,035 7,884 0.00000
TDCN <--> TTCK 0,261 0,068121 0,034 7,729 0.00000
TTNT <-->TTTC 0,485 0,235225 0,049 9,907 0.00000
TTNT <-->TTCK 0,487 0,237169 0,049 10,010 0.00000
TTTC <-->TTCK 0,564 0,318096 0,054 10,523 0.00000
Do tin cay tong hop va phuong sai trich

CR AVE | MSV | MaxR(H) | TDHA | TDCN | TTNT | TTTC | TTCK
TDHA | 0.864 | 0.613 | 0.636 0.867 0.783
TDCN | 0.800 | 0.402 | 0.512 0.807 0.617 0.634
TTNT | 0.812 | 0.594 | 0.719 0.849 0.661 0.600 | 0.771
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TTTC | 0.849 | 0.652 | 0.922 0.853 0.758 0.715 | 0.837 | 0.808
TTCK | 0.850 | 0.654 | 0.922 0.854 0.798 0.687 | 0.848 | 0.960 | 0.809
MO HINH CAU TRUC TUYEN TiINH SEM
Mb hinh Iy thuyét
d2 76
56 s &7 ] TINT3 4-@
€~ TDHA1 |\ . ey 5 '
TDHAQ. | TTNT2 T}
) e TINT1 |1
TDHA3 &2
- & g P ALC 7
4 T 69 & A TTTC2I (75
36 70 e 79 '
TTTCH i
% TDCN2 )
TDCN5 80 (|d1 gd TTCK3 |-a—£Tp
X9 84 -
TDCNG 2 % 47 o] TToK? a3
60 | TDCN TTCK 79 i
TDCN7 -
af" TTCK1 g
@ TDCN3 Chi-square/df=2.684
GF|=.885
CFI=.930
TLI=.918
RMSEA=.071
PCLOSE=.000
Regression Weights: (Group number 1 - Default model)
Estimate S.E. C.R. P Label
TDCN <--- TDHA 425 .046 9.2908 ***
TTNT <--- TDCN 1.073 113  9.475 ***
TTTC <--- TDHA 411 .046 8.927 ***
TTTC <--—- TTNT .620 .053 11.586 ***
TTCK <--- TTTC 983 055 17.749 ***
TDHA4 <--- TDHA 1.000
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Estimate S.E. CR. P Label

TDHA3 <-- TDHA 901 .060 14.975 ***
TDHA2 <-- TDHA 900 .058 15552 ***
TDHAL <--- TDHA 717 050 14.384 ***
TDCN5 <--- TDCN 798 104 7.664 *xx
TDCN2 <-- TDCN 931 101 9.221 *xx
TTNT3 <--- TTNT 1.000

TTNT2 <--- TTNT 977 .065 15.044 F**
TTTC3 <--- TTTC 1.000

TTTC2 <--- TTTC 769 .050 15,503 ***
TTTC1 <-- TTTC 831 049 16.812 ***
TTCK3 <--- TTCK 1.000

TTCK2 <--- TTCK 798 .049 16.422 ***
TTCK1 <--- TTCK 979 .058 16.946 ***
TDCN6 <--- TDCN 1.000

TDCN7 <--- TDCN 873 095  9.209
TDCN1 <--- TDCN 1.164 .113 10.283 ***
TDCN3 <--- TDCN 1.150 .112 10.267 ***
TTNTL < TTNT 701 .054 12.877 ***

M6 hinh canh tranh
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€9 TDCNG J5
€ TDCNT,
2= TDCNA1

55

TDHA1
&l

TDHA2

TDHA3

%)

73

TDHA4

38

TDCNZ2

TDCN5

TDCN3

114

74

61

44

TDHA

34

37
64 14

61 (la1

TDCN

Chi-square/df=2.474
GFI=.897

CFl=.940

TLI=.928
RMSEA=.067
PCLOSE=.001

Regression Weights: (Group number 1 - Default model)

Estimate S.E. C.R. p

Label

TDCN

TTNT

TTNT

TTTC

TTTC

TTCK

TTCK

Lamm

Lamm

Lamm

Lamm

Lamm

Lamm

Lamm

TDHA4 <---

TDHA3 <---

TDHA2 <---

TDHAL <---

TDHA

TDCN

TDHA

TDHA

TTNT

TTTC

TDHA

TDHA

TDHA

TDHA

TDHA

396 .045  8.769  ***

554 117 4733 ***

407 070  5.850  ***

329 061 5415 ***

670 .071  9.492  ***

859 075 11484  ***

133 .064  2.068 .039

1.000

898 .059 15.217  ***

894 .057 15.765 ***

.708 .049 14.438 ***

d2

53 87
TTNT =
67

.64
82

TTTC 50

a5
95

TTCK 20

TTNT3

wn

TTNT2

TTNT1

TTTC3

TTTCZ2

TTTCA

PP

TTCK3

TTCK2

TTCK1

b 66
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Estimate S.E. C.R. P  Label
TDCN5 <--- TDCN .815 .102 7974  ***
TDCN2 <--- TDCN 928 .099 9421  ***

TTNT3 <--- TTNT 1.000

TTNT2 <--- TTNT 982 .065 15197  ***
TTTC3 <--- TTTC 1.000

TTTC2 <--- TTTC 763 .047 16.112  ***
TTTC1 <-- TTTC 826 .047 17.556  ***

TTCK3 <--- TTCK 1.000

TTCK2 <--- TTCK 795 047 16.882  ***

TTCK1 <--- TTCK 978 .056 17.500  ***

TDCN6 <--- TDCN 1.000

TDCN7 <--- TDCN 868 .092  9.399 ***

TDCN1 <--- TDCN 1136 110 10.343 ***

TDCN3 <--- TDCN 1.139 109 10.448  ***

TTNT1 <--- TTNT 709 .054 13.089 ***

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
TDCN <--- TDHA .636
TTNT <--- TDCN .369
TTNT <--- TDHA 435
TTTC <--- TDHA .339
TTTC <--- TTNT .643
TTCK <--- TTTC .864
TTCK <--- TDHA 137




Estimate
TDHA4 < TDHA 817
TDHA3 < TDHA 773
TDHA2 <--- TDHA 795
TDHAL < TDHA 741
TDCN5 < TDCN 510
TDCN2 <-- TDCN 613
TTNT3 < TTNT 867
TTNT2 <-- TTNT 750
TTTC3 <— TTTC 844
TTTC2 <— TTTC 759
TTTC1 <--- TTTC .803
TTCK3 <--- TTCK .851
TTCK2 <--- TTCK Ja77
TTCK1 <--- TTCK .796
TDCN6 <--- TDCN .673
TDCN7 <--- TDCN .609
TDCN1 <--- TDCN .684
TDCN3 <--- TDCN .693
TTNT1 <--- TTNT .669
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