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DANH MUC KY HIEU VA CHU VIET TAT



DANH MUC HINH VA BANG BIEU



TOM TAT

Trong méi truong kinh doanh canh tranh ngay nay, su thanh céng ciia mét to chirc
phu thudc vao kha ning tao dyng niém tin thwong hiéu va 16ng trung thanh caa khéch
hang. Vai tinh hinh canh tranh khéc liét nay, cac doanh nghiép da khong ngirng cung
cap cac chat luong dich vu vuot troi, hinh anh thuwong hiéu dugc cam nhan sau sic dé
dat duoc sy hai 10ng va 1ong trung thanh caa khach hang. Dé duy tri loi thé canh tranh,
tao dung chién luoc va duy tri 10ng trung thanh thwong hiéu, nghién ctu hién tai tap
trung vao mot sé tién dé cu thé nhu chat lwong dich vy, hinh anh thuong hiéu, nhan thac
gia tri, trai nghiém thuong hiéu, niém tin va su hai 1ong vai 10ng trung thanh cua khach
hang.

Mé hinh duogc kiém dinh bang viéc xay dung md hinh phan anh tac dong cia mdi
quan hé giira cac khai niem trén voi 1000 mau 1a ngudi tiéu dung c6 thdi quen di siéu thi
& Thanh phé H6 Chi Minh. Két qua cho thay céc yéu té ndy cé anh hudng dang ké dén
1ong trung thanh thwong hiéu. Ngoai ra, nghién ctu con cung cap cho cac nha quan ly
thwong hiéu mot md hinh toan dién dé nang cao long trung thanh thuong hiéu.

Tur khéa: Cam nhan chit lwong, hinh anh thuong hiéu, Nhan thtc gid tri, Trai nghiém

thwong hiéu, Niém tin thuong hiéu, Su hai 10ng khach hang, 16ng trung thanh, siéu thi



ABSTRACT

Nowsaday, in competitive business environment, the success of an organization
depends on its ability to build brand trust and customer loyalty. With this fierce
competition, businesses have constantly provided outstanding service quality, deeply
felt brand image to achieve customer satisfaction and loyalty. To maintain attractive
advantage, create strategy and maintain brand loyalty, this research focuses on a
number of specific premises such as service quality, brand image, perceived value,
brand experience, trust and satisfaction with customer loyalty

The model is tested by building a model reflecting the impact of the relationship
between the above concepts with 1000 samples of consumers who have a habit of
going to supermarkets in Ho Chi Minh City. The results show that these factors have a
significant influence on brand loyalty. In addition, the study provides brand managers
with a comprehensive model to enhance brand loyalty.

Key words: Percived Quality, Brand Image, Percived Value, Brand Experience,

Brand Trust — BT, Customer Statisfaction, Brand Loyalty, supermarket

10



CHUONG 1: TONG QUAN
1.1Ly do chen dé tai

Trong bdi canh nén kinh té phat trién va da dang hoa nhu hién tai, cac thuong
hiéu tranh nhau len 16i qua timg con dudng, timg ving dét, dua nhau chiém linh thi phan
va thu hat ngudi tiéu dung . Vi thé vin dé dat ra 1 "Ban than nguroi tiéu dung khi dang
truéc nhiéu sy lva chon, va loi ich dugc mang lai sé& lya chon thay doi lién tuc hay chon
gan két chit ché vai mot thuong hiéu ¢b dinh 2" Cau tra 16i ¢6 thé doan dugc s& 1a "Lua
chon su thay d6i da dang”. Bat chap nhitng nd luc cia cac té chirc nham lam cho nguoi
tiéu dung trung thanh véi thuong hiéu cua ho nhiéu nghién cau cho thay long trung thanh
da giam sut nhu thé ndo trong nhimg nim gan ddy ma khong c6 nguyén nhan o rang. Vi

A n

thé, Ii do chon dé tai "Long trung thanh ciia khach hang ddi véi thuong hiéu" vi mubn
lam rd nguyén nhan, dién bién thuc trang va duc két phuong an dé co thé duy tri bén
virng su tin dung caa khach hang d6i voi thuong hiéu.
1.2 Muc tiéu nghién cwru

Muc dich ctia nghién ctu nay la tim hiéu nhirng yéu té cét 16i dé hinh thanh va
duy tri Iong trung thanh ctaa khach hang d6i véi thuong hiéu

Bén canh d6, nham thtr nghiém mot khuén khé chung dé xay dung méi quan hé
gitta ngudi tiéu dung va thuong hiéu tir thuc té trai nghiém. Dé giai quyét vin dé néu
trén, nghién ctu nay 1a mot thir nghiém vé céc gia thuyét duoc xac thuc chéo theo mo
hinh dugc d& xuit trong bai. Bai viét nay bat dau véi mot cudc thao luan vé khung khai
niém bao gom tai liéu vé 1ong trung thanh thuong hiéu, trai nghiém thuong hiéu, sy hai
long, tin twdng va vai trd cia cac cong trinh nghién ciru trude day dan dén su phat trien
cua cac gia thuyét. Ngoai ra, trong méi truong canh tranh ngay nay, 1ong trung thanh véi

thuong hiéu 1a diéu can thiét dé dat duoc loi thé canh tranh gitta cac nha bén 1é
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1.3 Poi twgng va pham vi nghién ciru

Farmers Market dinh vi minh 1 nguén cung cap thuc pham lanh manh, tu nhién,
hitu co va nhap khau cao cap tot nhat cing véi slogan “MANG THUC PHAM SACH
TRO LAI BAN AN CUA NGUOI VIET”

Farmers’ Market voi s ménh 1a noi quy tu nhitng nha san xuét uy tin, ddy dam
mé tir Viét Nam & khip thé gioi, nhitg nguoi ludn tu hao & day tir té trong viéc tao ra
san pham tét cho sirc khoé caa con nguoi véi hi vong thic day 16i séng lanh manh va y
thirc cong dong thuc su. La “cho” thuc pham sach hién dai, noi ban ¢6 thé tim thay thuc
pham sach, tét cho sizc khoé va chat lugng cao danh cho gia dinh

Nhitng ngudi mua sam trong phan khiic nay thuong cd y thic vé sic khoe, quan
tam dén moi truong, quan tim dén cach thyc pham cua ho duoc san xuit

An Nam Gourmet, Nam An Market, Coop Fine Life, King Food, Organica,
Organic Foods... 1a mét sé ddi tha canh tranh cua Farmers Market trong phan khic nay.

Farmers’ Market hién c0 5 ctra hang tai Quan 1, 3, 7 ,Phd Nhuan va Binh Thanh
cung vai 5 hubs online

* Pdi twgng nghién ciu: tat ca nhitng ngudi séng & Tp HCM d st dung va mua sim
tai Farmers Market

* Pham vi nghién ctru: nguoi dan tai Tp HCM da ting sir dung va mua sim tai
Farmers Market

Trong nghién ciru ndy, mau nghién ciu 1a mot nhém d6i twong nghién ctiu dugc
rut ra tir dan so. Tiéu chi chon mau Ia nhiing nguoi da ting s dung va mua sam tai
Farmers Market va dang sinh séng tai Tp HCM. K§ thuat chon mau trong nghién ciu
nay sur dung phuong phap 1y mau phi x4c suat. Phuong phap tiép can k¥ thuat lay mau
phi x4c suat trong nghién ctu nay la ldy mau c6 muc dich.

1.4  Phwong phap nghién ciru
Loai dir liéu duoc st dung trong nghién ciru nay 12 loai dit lidu so cap vai két qua

dién vao bang cau hoi cia nguoi tra 10i bang google form. Bang cau hoi duoc dién bai
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nhitg ngudi tra 161 ddp tng cac tiéu chi mau duoc xac dinh truéc. Nghién ciru nay st
dung bang cau hoi nhu mot cdng cu dé thu thap dit liéu tir nguoi tra 1oi. Bang cau hoi
chtra mot sé muc bao gdm cac cau hoi vé danh tinh caa nguoi tra 101 va cac muc phat
biéu vé cac bién nghién ctru ma ngudi tra 1oi phai tra 16i. Thu thap dir liéu biang bang cau
hoi ¢6 do luong dir liéu bang thang do Likert nam cap d6. Cong cu kiém tra sir dung cac
bai kiém tra tinh hop 1& va db tin cay. Hon nita, dit liéu duoc phan tich bang phan tich
duong dan véi SEM (Mo hinh phuong trinh ciu tric)

Loai phuong phap dugc sir dung trong nghién ctru nay la phuong phap dinh lugng.
Nghién ctu nay duogc thuc hién bang cach thu thap dir liéu thdng qua khao sat khach
hang ctua Farmers Market tai Tp HCM. Viéc thu thap dir liéu dugc thuc hién cung mot
lic trong mot giai doan théng qua mot bang cau hoi sir dung kich thudc thang do Likert

Dir liéu dugc phan tich bang ky thuat mo hinh hoa phuong trinh cau tric (SEM).
C6 hai g6i phan mém phan tich théng ké trong nghién ctru nay dé phan tich dit liéu. Pau
tién 12 phan mém SPSS dé thyc hién thong k& mo ta. Bé kiém tra méi quan hé giira cac
cau tric chinh, cac ky thuat binh phwong nhé nhat ting phan (PLS) da duoc ap dung va
SmartPLS 3.0 duogc sir dung dé danh gia mo hinh cu trac va mé hinh do luong. PLS
phu hop nhét khi nha nghién ciru chu yéu quan tim dén du doan bién phu thudc (Acedo
& Jones, 2007). Tuong tw, PLS-SEM phtl hop dé kiém tra du doan nguyén nhan, dic
biét trong tinh hubng théng tin 1y thuyét thip va co d6 phuc tap cao.

1.5  Gi6i han cia dé tai

Pham vi nghién citu chi &p dung tai dia ban Tp.HCM, do d6 cac két qua tim duoc
c6 thé chi hitu ich trong mot pham vi nhét dinh, khong c6 ¥ nghia trén nhitng khu vuc
khéc va khong bao quat rong, boi nhitng khu vuc khac nhau s& c6 muac séng, thu nhap
va sy mua sam khéac nhau
1.6 Céu tric dé tai

Nghién ctru dugc trinh bay qua 05 chuong:

Chuong 01: Tong quan
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Gidi thiéu tong quan thdng tin vé 1y do hinh thanh dé tai va xac dinh muc tiéu, doi
tugng, pham vi nghién cau cua dé tai

Chuong 02: Co sé ly thuyét

Chon loc va tom luot cac théng tin tir cac nghién ctu di trude, gisi thiéu cac dinh
nghia, 1y thuyét lién quan va mé hinh nghién ctiu, 1a co s& dé dua ra cac gia thuyét nghién
ctru va dé xuat mo hinh cho dé tai.

Chuong 03: Phuong phap nghién ctu

Trinh bay quy trinh cac buéc nghién cau, tong hop, xay dung va xir ly dit liéu bang
cau hoi phu hop

Chuong 04:

Duya vao cdng cu hd tro SPSS 20 phan tich va trinh bay di liéu cudi cing dong thoi
kiém dinh gia thuyét da dé xuat

Chuong 05: Két luan va ham y quan tri

Tom tit két qua va dé xuat giai phap chién tai va dinh huéng phi hop cho tuong lai
cling nhu dé xuat thém y tuéng cho cac nghién ciu sau.
T6m tit chwong 01:
Trong chuong 1, tac gia tong quan so bd vé& dé tai nghién ctu, ly do nghién cau, muc
tiéu nghién ctru, cia nghién ctru va gigi thiéu thanh phan ciu tao nén luan vian. Cac khai
niém, ly thuyét nén, gia thuyét va mé hinh nghién ctu s& dugc cung cip chi tiét trong

chuong 2.
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CHUONG 2: COSO LY THUYET
2.1 Khai ni¢ém dé xuat nghién céu
2.1.1 Hinh anh thuong hiéu

Tur lau, hinh anh thuong hiéu da dugc xem la mot cdng cu ciing nhu la khai niém
quan trong trong tiép thi san pham (Keller, 1998). Theo dinh nghia tir nghién ctu cua
tac gia Aaker (1991) dinh nghia hinh anh thuong hiéu l1a “tap hop cac lién tuong thuong
hiéu 1a bat ky thir gi duoc lién két trong tri nhd véi mot thuong hiéu, thuong theo mot
cach c6 y nghia ndo d6” va ¢ thé duoc dinh nghia 1a nhan thic vé mot thuong hiéu dugc
phan anh boi nhom lién tuong ma ngudi tiéu dung két ndi dén tén thuong hiéu trong tri
nhé. Trén khia canh khéac, hinh anh thuong hiéu duoc dinh nghia 13 mét to hop niém tin
vé mot thuong hiéu cu thé nao d6. Didu nay co sic anh huong quan trong trong viéc ra
quyét dinh cta nguoi mua hang khi danh gia cac thuong hiéu thay thé (Kotler va cong
su, 1996). Bén canh do6 hinh anh thuong hiéu cling dugc chu trong trong viéc dinh gia
thwong hiéu. Viéc can nhic khac nhu hinh anh cta thuong hiéu khi dwa vao st dung cho
thdy riang gia tri thuong hiéu duoc thac ddy bai hinh anh thuong hiéu (Keller, 1993;
Chen, 2010). Nhu vay hinh anh thuong hiéu 12 tap hop da chirc ning cac dic diém hiu
hinh va vo hinh, cho phép ngudi tiéu ding nhan dién san pham (Bivainiené, 2007).

Hinh anh thuong hiéu 13 qua trinh ma ngudi tiéu dung cd xu hudng nghi vé mot
thwong hiéu cu thé. N6 c6 thé dugc hiéu 1a quan diém cua khach hang vé mét thuong
hiéu cu thé (Bastos & Levy, 2012). Hinh anh khéng hinh thanh trong mét ngay mét ngay
ma c6 thé 1a mot khia canh c6 xu hudng phat trién theo thoi gian. Trong béi canh nay,
khach hang c6 xu hudng hinh thanh mét hinh anh dya trén cac tuong tac va trai nghiém
ma ho c6 véi thuong hidu. Vé van dé nay, cac trao doi c6 thé & dang mua hang, mua dich
vu hoidc cac tuong tac co lién quan. Hinh anh thwong hiéu 13 tng hop cac y tuong, niem
tin, 4n twong va niém tin chung cia khach hang vé thuong hiéu (Edelman, 2010). Ly do
chinh khién hinh anh thuong hiéu tré nén quan trong dé gan két co thé 1a vi né giup mo

rong loi nhuan cua cong ty va thu hut khach hang dén véi thuong hiéu (Fan, 2010). Ngoai
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ra, khi hinh anh thuong hiéu chii yéu 1a tich cuc, né sé& gilp giGi thiéu cac san pham méi
dudi cuing mot thuong hiéu. Hon nita, hinh anh thuong hiéu con gop phan gia ting niém
tin cua khach hang hién tai va giap gitr chan khach hang ¢ lai vai doanh nghiép (Gielens
& Steenkamp, 2019). Cubi cung, khi hinh anh thwong hiéu tich cuc, nd s& dian dén méi
quan hé kinh doanh va khach hang tét hon. Trong bdi canh nay, khi mét cong ty c¢é hinh
anh thuong hiéu kém hién dién trén thi trudng, thuong hiéu d6 co6 thé gip kho khin dé
hoat dong tét va dat dugc cac muc tiéu téng thé caa no.

2.1.2 Trai nghiém thuong hi¢u

Trai nghiém Ia nhirng su kién riéng tu xay ra dé dap lai su kich thich; ching thudng
la két qua cua viéc quan sat truc tiép va/hodc tham gia vao cac su kién, du 1a thuc, ao
hay trong mo (Schmitt, 1999). Cac trang thai trai nghiém c6 thé dugc phan loai thanh
cac hanh @ong hop ly (nhan thuc), phan tng cam xuc (tinh cam) va y dinh hanh vi
(conation) (Hirschaman va cong su, 1982). Theo Schmitt (1999), tiép thi gidc quan thu
hut cac gidc quan, nguoi tiéu dung s& cam thay tiép thi hap dan nhitng cam giac va cam
xtc bén trong. N6i cach khac sang tao trong tiép thi thu hat sy tap trung caa ngudi tiéu
dung. Cung vai trai nghiém hanh dong cung su tuong tac cua nguoi tiéu dung tao nén
méi quan hé khin khit nhim thu hat nhimg ngudi khac hoic cac nén vin hoa.

Trai nghiém thuong hiéu dugc khai niém hoa nhu mot phan tng cha quan tir bén
trong cua nguoi tiéu dung nhu cam giac, cam xdc, nhan thac va phan tng hanh vi dugc
goi 1én bai cac kich thich lién quan dén thwong hiéu (vi du: mau sic, hinh dang, kiéu
chix, thiét ké, khau hiéu, linh vat, nhan vat thuong hiéu) 1a mot phan cua thiét ké va ban
sac, bao bi, thong tin lién lac va moi truong cua mot thuong hiéu (Brakas va cong su,
2009). T4c gia nay ciing luu y rang khdng cé su twong ang mot-mat, chang han nhu mot
loai kich thich nhat dinh s& tao ra mot chiéu trai nghiém nhat dinh va chi chiéu 6. Mot
s6 nha nghién ctru da nghién ctu trai nghiém thwong hiéu dya trén dinh nghia va kich

thudc cua no..
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Trai nghiém thuong hiéu khong chi anh huéng dén nhiing danh gia vé sy hai long
trong qua khir ma con anh huong dén long trung thanh ciia nguoi tiéu ding trong tuong
lai. Trai nghiém thuong hiéu tét hon khong chi gin lién véi sy quen thuéc ma con anh
hudong nghiém trong dén viéc hiéu, thuong thirc, nang cao va thuc dy thwong hiéu.
Ngoai ra, Xu va cong su (2011) da chi ra rang trai nghiém thuong hiéu c6 thé duoc lién
két tich cuc nhung gian tiép véi cac loi ich lién quan va sy quen thudc véi thuong hiéu,
hinh anh thuong hiéu va tinh cach thuong hiéu c6 thé déng vai tro trung gian trong trai
nghiém thuong hiéu. Phat hién ndy goi y rang nhitng nguoi hanh nghé nén hiéu nhan
thirc cua khach hang vé loi ich quan hé va phaét trién cac chién luoc tiép thi s& dan dén
méi quan hé lién tuc voi ngudi tiéu dung.

2.1.3 Nhan thac gia tri

Hiéu va &p dung khai niém nhan thtc gié tri caa khach hang duoc coi 1a diéu kién
tién quyét quan trong dé duy tri hoat dong kinh doanh, dic biét 1 trong thi trudng canh
tranh khoc liét va duoc coi | chia khda thanh cong cho tat ca cac cong ty (Huber va cong
su, 2001). Theo Kaotler va cong su (2012), nhan thirc gia tri cua khach hang la su khac
biét gitta danh gia cua khach hang tiém ning vé tat ca loi ich va chi phi cua mot vu dai
so v&i céc lya chon thay thé. N6i chung, nhan thic gia tri dd dwgc cong nhan 1a mot
trong nhitng yéu t quan trong nhat dé hiéu nguoi tiéu dung trong linh vyc thuong mai
va tiép thi (Pang, 2021)

Nhan thic gia tri 12 gia tri tién ich tong thé cua mot san pham hodc dich vu ma ngudi
tiéu dung nhan thirc dya trén. Gia tri dugc phéan tich theo nhitng gi khach hang tra va
nhitng gi ho nhan lai (Sweeney va Soutar, 2001). Nhan thuc gia tri c6 thé dugc phan loai
thanh niam khia canh chinh. gia tri chtrc nang, gié tri c6 diéu kién, gia tri cam xdc, gia tri
x& hoi va cudi cing la gié tri nhan thire luan (Sheth va cong su., 1991). (1) Gia tri chirc
nang duoc coi 1a muyc tiéu dé mua; (2) Gia tri c6 diéu kién 12 loi ich nhan thtrc dugc trong
mét tinh hudng cu thé. N6 phan anh hoan canh trong d6 mét sé lua chon thi truong phu

thudc vao tinh hudng cu thé ma nguoi tiéu ding san pham hoic dich vu phai d¢6i mat
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(Sheth va cong su., 1991). Trong khi d6, Ehsani va Hashim (2015) lap luan rang céc gia
tri c6 diéu kién 1a phu hop dé do ludng nhan thuc gié tri caa khach hang. (3) Gia tri cam
xudc 1a niém dam mé duoc tao ra cho mot thwong hiéu cu thé (Woodruff, 1997). (4) gia
tri x4 hoi 1a kha niang chap nhan mdi quan hé cia nguoi tiéu ding véi méi trudng xa hoi.
gia tri x& hoi dé cap dén thoa thuan xa hoi va 1am phong phi thém hinh anh cua mot
ngudi trong xa hoi (Singh va cong su, 2021). Cudi cung, (5) gia tri tri thac duoc dinh
nghia 13 “Kha ning cua san pham hoic dich vu dé dap ang mong muén hiéu biét”. Gia
trj tri thie dé cap dén gi tri méi la cling nhu gia tri thu duoc tir viéc hoc mot cach l1am
viéc mai chang han nhu kinh nghiém hoic kién thuc thu dugc thong qua thir nghiém
hoac kham pha céac dich vu méi. Tuy nhién, trong nghién ctu nay, muc dich 1a tap trung
vao nhan thirc téng thé cia khach hang di véi gia tri. Nhan thic gia tri dé cap dén nhan
thirc chung ctia ngudi tidu dung vé chi phi va loi ich lién quan dén trai nghiém tiéu dung
(Ashraf va cong su., 2021). N6i chung, dinh nghia vé nhan thirc gid tri c6 xu hudng thay
dbi tiy thudc vao phuong thirc ciia cac san pham hoic dich vu thuong mai cu thé (Pang,
2021).
2.1.4 Cam nhan chat luong

Cam nhan chat luong duoc dinh nghia 14 “nhan thic cua khach hang vé chat luong
téng thé hoic tinh vu viét cia san pham hoic dich vu déi voi muc dich du kién caa no,
so vé6i cac lya chon thay thé” (Zeithaml, 1988; Chinomona, 2016), mat khac, Aaker
(1991) dinh nghia Chat luong cam nhan duoc phan anh dua trén “nhan thic caa khéch
hang vé chat luong tong thé hoic tinh wu viét cua san pham hoac dich vu d6i véi muc
dich duy kién caa n6 so véi cac lya chon thay thé”. C6 thé ndi cam nhan chat lugng duoc
xem 1a thang do danh gia ciia ngudi tiéu dung vé céac dich vu ciia mot thyc thé ¢6 chia
su Xuat sac hodc vu viét tong thé (Snoj va cong s, 2004). Swinker va Hines (2006) tiép
tuc phan loai chit lugng cam nhan thanh bén loai 1a noi tai, bén ngoai, hinh thirc va hiéu
suat. Chen va Chen (2010) nhan dinh vé viéc xac dinh cac gia tri 1a két qua cudi cing

cua nhimg gi duoc dua ra va nhiing gi nhan duoc véi su phan hoi tir nguoi tiéu ding.
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Pay 1a diéu can thiét ddi vai tir nay khi dinh nghia chat lugng cam nhan, vi hai ¥ tuéng
tuong ti nhau, nhung lai dua ra 16 giai thich rd rang cho nhan thtc cua khach hang vé
san pham va dich vu. Khi nhic dén chat luong cam nhan 1a dé cap dén chat luong ma
ngudi tiéu dung thira nhan théng qua, cai nhin, cai cham va cam giac ctia mot san pham.
Niém tin cua ngudi tiéu dung vé kha ning ctia mot thuong hiéu (hodc mot san pham) dé
dap tng mong doi. Cam nhan chit luong c6 thé khong c6 rat it lién quan dén tinh vu viét
nhat dinh cta san pham ma chi dua trén hinh anh céng khai hién tai caa thuong hiéu.
Trai nghiém cua khach hang véi cac san pham cua thuong hiéu khac va ngudn tin cay
cua nhitng nguoi tiéu dung ngang hang.
2.1.5 Niém tin thuong hiéu

Niém tin thuong hiéu 1a niém tin ph bién va dam bao ma mot khach hang cu thé c6
thé c6 trong mot thuong hiéu. Trong méi quan tam nay, rd rang 1a cach cac ca nhan cam
nhan vé thuong hiéu 1 rat quan trong va anh huong manh mé dén danh tiéng tong thé
cua thuong hiéu. Cung voi diéu ndy, nd co thé anh hudng dén day, chiang han nhu loi
nhuan hoat dong (Rooney, 1995). Rowley (2004) dé cap rang hau hét moi nguoi thich
mua hang tir cac cira hang truc tuyén nhuw Amazon vi ho biét thuong hiéu nay déng tin
cay. Theo Ruiz-Real, Uribe-Toril va Gazquez-Abad (2020), 81% khach hang mua hang
tir mot thuong hiéu ma ho tin tuong. Niém tin thuong hiéu do ludng niém tin cua céc
khach hang khac nhau d6i v6i cong ty. D6 1a sy phan anh rd rang vé cach thuong hiéu
thuc hién 1oi hra caa minh va trung thanh véi céc gia tri tong thé ma né phan anh
(Schlecht, 2003). Simmons (2007) dinh nghia rang khach hang co thé thay mot thuong
hiéu phan Ién dang tin cay do thuong hiéu d6 cung cip cac san pham va dich vy chat
luong. Khi mot thuong hiéu cung cap mot san pham chat lugng tbt trong béi canh nhu
vay, ho c0 thé tin twong nd va tré nén trung thanh hon. Ngoai ra, khi mot thuong hiéu
nhan dugc danh gia va xép hang tét, thuong hiéu d6 cé thé dat duoc thanh céng cudi

cung va su tin tueong tie cac khach hang khac nhau (Rehan, 2014).
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Cac chuyén gia tinh gia hgp ly cho san pham duoc ban va dbi xu tot véi khach hang
c6 thé 1a nhitng yéu t6 quan trong khac gop phan tao nén niém tin tét cho thuong hiéu
(Swaminathan va cong sy, 2020). Vé van dé nay, khi cong ty c6 y dinh dat dugc thanh
cong lau dai, viéc dam bao ring muc gia hop 1y dugc cung cap cho khach hang va cac
van dé vé dich vu khach hang c6 thé dugc xur ly tét 1a diéu khong thé thiéu (Almeyda-
Ibafiez & George, 2017). Theo Vaid va Campbell (2003), niém tin vao thuong hiéu la
cuc ky quan trong vi nhiéu ly do. Nhitng ly do nay la giir chan khach hang, danh gia tét,
khuyén nghi va pho bién. Mét s Iy do chinh khién niém tin thuong hiéu can dugc xay
dung trong béi canh cua mot cong ty nhu sau: Niém tin thuong hiéu gidp mang lai gia
tri cho khach hang (Vander Shee va cong sy, 2020). Trong mdi quan tdm nay, rd rang la
khi thuong hiéu dugc tin cay, né mang lai gié tri cho khach hang. Niém tin thuong hiéu
khuyén khich 10ng trung thanh va ban hang lp lai, dam bao tao ra gia trj va dap tng nhu
cau cua khach hang. Gielens va Steenkamp (2019) ciing dé cap rang khi thuong hiéu
dugc tin twdng chi yéu, nd sé gilp anh huong dén quyét dinh mua hang. V& van dé nay,
rd rang 1a khi cac quyét dinh mua hang duoc dua ra, niém tin cua Nguoi tiéu dung doi
v6i thuong hiéu dong mot vai trd quan trong. Niém tin thuong hiéu ciing giup xay dung
long trung thanh véi thuong hiéu. Trong bdi canh nay, diéu quan trong 1a phai hiéu ring
khi long trung thanh véi thuong hiéu dugc xay dung, quan ly quan hé khach hang dugc
thuc hién thanh cong va viéc mua hang duoc thuc hién dung cach (Hao va cong su,
2019). Cubi cung, niém tin vao thwong hiéu ciing c6 thé din dén viéc ung ho thuong
hiéu thanh céng (Lipidinen & Karjaluoto, 2015). Khi khach hang "hai long", ho tré thanh
khéch hang trung thanh cia thuong hiéu va gigi thiéu san pham cho nhiing ngudi tiéu
dung khac, dan dén két qua tot hon. Vé méi quan tdm nay, viéc tao ra mot ngudi ung ho
thuong hiéu s& gilp khic sau trai nghiém tich cuc trong mot ching duong dai (Holt,
2016).
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2.1.6 Su hai long khéach hang

Theo Oliver (1999) va Zineldin (2000), su hai long cua khach hang la phan ttng cam
xtc hozc phan hdi tong thé cua khach hang ddi véi nha cung cp hang héa hoac dich vu
trén co s& S0 sanh su khac biét gitra nhitng gi ho nhan dugc va nhirng gi ho mong doi.
NGi cach khéc hanh vi cua ngudi tiéu ding sau khi mua mét san pham duoc xac dinh bai
su hai 1ong hay khong hai 10ng véi san pham khi két thuc qua trinh ban hang. Nhu vay
theo Carpenter va Fairrhurst (2005) cho ring su hai long cua khach 1a két qua danh gia
cha quan caa khach hang, xuét hién khi lya chon st dung hang héa, dich vu dap ung ky
vong thap, ngang bang hoac cao. Ngoai ra, sy hai 1ong cua khach hang Ia trang thai cam
xdc ma & d6 nhu cau, mong muén va ky vong cua khach hang vé céc gia tri va/hoic lgi
ich cua san pham hoic dich vu duoc dap wng thip hon, ngang bang hoic cao hon, dan
dén 1ong trung thanh va hanh dong cua quan diém mua lai (Pham, 2014)

Trong diéu hanh mot doanh nghiép, dap tng su hai 16ng cua khach hang khéng bao
gio la da. Do su hai long cua khach hang la trang thai cam xac dugc hinh thanh tur viéc
so sanh cac gia tri va loi ich cia hang hoa hoac dich vu trudce, trong va sau khi mua hang
hoa hoac dich vu d6 nguoi tiéu dung thuc su nhan thirc dugc sau khi tiéu dung vai su
mong doi cua khach hang. Néu ngudi tiéu dung tim thay san pham caa déi thu canh tranh
t6t hon, rat c6 thé ngudi tiéu dung s& chuyén sang di thu canh tranh.

2.1.7 Su trung thanh véi thuong hiéu

Theo Kaotler va Keller (2016), long trung thanh dugc dinh nghia nhu sau: "mot cam
két sau sac dé mua lai hoic mua lai mot san pham hoic dich vu ua thich trong twong lai
bat chap nhitng anh huong cua tinh hudng va nd luc tiép thi ¢ kha ning gay ra hanh vi
chuyén d6i.". Pinh nghia nay giai thich rang long trung thanh 1a mot cam két dugc thuc
hién dé mua lai mot san pham hoic dich vu ua thich trong twong lai bat chap nhitng anh
hudng cua tinh hudng va nhitng nd luc tiép thi dé chuyén do6i. Trong nghién ctru trudc
cua tac gia Jacoby va Kyner (1973) da mo ta long trung thanh cua khach hang la phan

mg hanh vi ¢6 xu hudng (nghia 13 khong ngau nhién) (tic 1a mua), dugc thé hién theo
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thoi gian. Long trung thanh cua khach hang duoc giai thich 1a su két hop giita thai 4o
thuan loi va hanh vi mua lai caa khach hang (Kim va cong su, 2004). Nhu vay khai niém
Iong trung thanh cia khach hang dugc hinh thanh tir hanh vi va thai d6. Mot trong nhiing
thai d6 tich cuc cua khéach hang c6 thé dugc thé hién théng qua viéc trung thanh véi san
pham cuaa cbng ty va gidi thiéu san pham cho cac bén khac. Trong khi thai do tiéu cuc
dugc thé hién théng qua nhirng 161 n6i tiéu cuc (truyén miéng) dbi vai cac bén khac va
chuyén sang viéc mua hang d6i véi cac cong ty khac.

Ngoai ra, long trung thanh cta khach hang ciing dugc md ta nhu 1a mot cam két manh
mé& tiép tuc mua lai hoic bao trg mot san pham/dich vu ua thich mét cach nhat quén trong
tuong lai, do d6 tao ra viéc mua lai cac san pham/nhan hiéu twong tu (Oliver, 1997).
Long trung thanh caa khach hang di duoc xac dinh 12 yéu té chinh trong su thanh cong
ciia mot cong ty kinh doanh (Yap va cong su., 2012). Tam quan trong caa 1ong trung
thanh caa khach hang c6 méi lién hé chat ch& vai sy ton tai lién tuc cua doanh nghiép va
anh huong cua su tang truong trong twong lai (Kim va cong su., 2004) long trung thanh
ctia khach hang duoc dinh nghia 13 sicc manh caa méi quan hé giita thai d6 tuong dbi

cua khach hang va giao dich mua lai (Dick & Basu, 1994).
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Edem cliru
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Antwi
(2019)
(http://dx.d
0i.org/10.9
734/CJAS
T/2019/v3
8i430376)

2.3 M6 hinh dé xuit

Xuat phat tir cdc md hinh nghién ctu trén 1a co so tham khao, céc bién nhu Hinh
anh thuong hiéu, Trai nghiém thuong hiéu, Nhan thuc gia tri, Cam nhan chat luong,
Niém tin thuong hiéu duoc Iap lai nhiéu 1an trong cac bai nghién ciru cuing cha dé tuong
tu vé 10ng trung thanh véi thuong hiéu va duogc thuc nghiém ching minh cho nhiing tac
dong tich cuc. Dac biét, trén thuc té rang 10ng trung thanh thuwong hiéu 1a két qua chinh
ctia niém tin thuong hiéu (Evans va cong su, 2009). Do dé, cac bién nay gan sét véi chu
dé nghién ctru, dong thoi phan tich va ly giai nham xac dinh céc nhan t va mic do tac
dong dén 10ng trung thanh thuong hiéu, tir 46 dua ra cac bién phap gitr vitng niém tin
ciia nhém khach hang nay. Tir d6 tac gia c6 thé dua ra mo hinh nghién ctu cho dé tai

nay nhu bén dudi:
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Hinh anh thirong hiéu
(BD

Trai nghiém thwong hiéu i .
(BE) Niém tin theong hiéu

(BTT)

I -
N
/

Nhan thtc gia tri V) H>5

Cam nhén chit hrong /

(PQ)

I
=

Sy trung thanh voi
thwong hiéu (BL)

HE

Sw hai long khach hang
(CS)

2.4 Céc gia thuyét dé xuat nghién ciru
2.4.1 Méi lién hé giira hinh anh thwong hiéu Bl véi niém tin thwong hiéu BT

Hinh anh thuong hiéu gin lién véi niém tin va thai do ddi véi su ua thich thuong
hiéu. Do d6, khi nguoi tiéu ding c6 quan niém rang thwong hiéu c6 hinh anh thuong
hiéu tich cuc, thi ngay lap tirc nguoi tiéu dung sé tin tudng thuong hiéu do6 va s€ anh
hudng dén 10ng trung thanh voi thuong hiéu. Thong qua hinh anh thuong hiéu, ngudi
tidu dung c6 thé xac dinh san pham, danh gia va c¢6 dugc nhirng trai nghiém dan dén long
trung thanh vai thuong hiéu (Rido va cong su, 2016). Tao dung mét hinh anh thuong
hiéu tot s& mang lai tac dong tich cuc cho cong ty nhu niém tin cia nguoi tiéu ding doi
Vv6i thuong hiéu, dé nguoi tiéu dung dat hang lai (Adiwidjaja va cong, 2017). Do do,
cong ty cang nd lyc duy tri hinh anh thuong hiéu cang tét. san pham, s& anh huong dén
long trung thanh véi thuong hiéu théng qua niém tin ma khach hang danh cho thuong
hiéu (Susilowati & Wufron, 2017). Theo Pramod (2013), hinh anh thwong hiéu tich cuc

& mirc do cao s& nang cao kha nang bau chon thuong higu vi niém tin cta nguoi tiéu
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dung d6i v6i thuong hiéu, do d6 s& tao ra long trung thanh cua khéch hang tét hon va
giam muc @6 canh tranh trén thi truong. Tuyén bd nay da nhan dugc su ung ho tir mot
s6 nghién ctru trude day cua Abdullah (2015), Marliawati va cong su (2020) da ching
minh c6 méi quan hé tich cuc giita hinh anh thuwong hiéu véi niém tin thuong hiéu. Tur
cac két qua cua nghién ciu trude day, gia thuyét sau dudi day duoc hinh thanh:

H1: Hinh dnh thwong hiéu cé tic dong tich cuc va dang ké dén niém tin thuwong
hiéu.
2.4.2 Méi lién h¢ gitra trai nghiém thwong hiéu BE véi niém tin thwong hi¢u BT

Két qua nghién ctu cua tac gia Baser, I va cong su (2016) chi ra riang thang do
trai nghiém thuong hiéu 13 thudc do c6 gia trj va dang tin cdy va bao gébm 4 chiéu: giac
quan, tinh cam, hanh vi va tri tué¢. Theo Aaker (2015) trai nghiém thuong hiéu la mot
cam xuc dugc cho 13 vui vé, vuot qua mong doi cua thuong hiéu duge dé cap, tham chi
truyén cam hiing cho moi nguoi dé dua ra twong tac tich cuc. Néu mong muén cua khach
hang mong doi dugc dap tng. n6 s& nudi dudng niém tin ma sau d6 tré thanh khach hang
trung thanh (Murwatiningsih & Apriliani, 2013). Do d6, trai nghiém véi thuong hiéu sé
la nguédn luc dé nguoi tidu dung hinh thanh niém tin vao thwong hiéu, diéu cudi cing
khién nguoi tieu dung c6 16ng trung thanh véi thuong hiéu cao (Ferrinadewi 2008).
Tuyén b nay da nhan duoc sy ung ho tir mot sé nghién ctru trude day, diéu ndy ching
minh rang c6 mot méi quan hé tich cyc gitra trai nghiém thwong hiéu véi niém tin vao
thuong hiéu nhu nghién ctru dugc thuc hién baoi Sidabutar va Dharmayanti (2015),
Marliawati va cong su (2020) va Sahin va cong su (2011). Phai ndi rang, trai nghiém
thuong hiéu cé tac dong tich cuc va dang ké dén 1ong trung thanh thwong hiéu théng qua
niém tin thuong hiéu. Vi vay, gia thuyét trong nghién ciru nay dugc dua ra nhu sau:

H2: Trai nghiém thuwong hiéu c6 tac déng tich cuc va dang ké dén niém tin thuwong

hiéu
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2.4.3 Méi lién hé gitra Nhan thic gia tri PV véi niém tin thwong hiéu BT
Nhan thirc gia tri 1a thang do ciia nguoi tiéu ding vé tién ich caa san pham,

dia trén nhan thic vé& nhitng gi nhan dugc va nhitng gi dugc cho (Oliver, 1999). Bén
canh d6, nhan thic gia tri 1a tién ich ma ngudi tiéu dung thu duoc tir khoan dau tu cua
ho, con duoc goi la gia tri thuc dung (Kesari va Atulkar, 2016). Lién va cong su. (2015)
d3 xac dinh danh gia tong thé vé cac loi ich chirc ning nhu tiét kiém gia, dich vu hoan
hao va tiét kiém thoi gian, gidp nang cao niém tin thuong hiéu dbi véi nguoi tiéu dung.
Niém tin thuong hiéu c6 thé duoc tao ra do hanh vi cua nhitng khach hang khéng mudn
thir cac thuong hiéu khac vi cac yéu tb rui ro khi thir mot cai gi d6 méi 1a khéng chic
chén, c6 xu huéng cam két trung thanh véi cac thuong hiéu trude dé (Kotler va cong su.,
2016). Niém tin vao mot thuong hiéu cé thé duoc tao ra do kinh nghiém trudc day trong
viéc tiéu dung san pham caa thuong hiéu nao d6 mang lai sy hai 16ng trong tam tri khach
hang va né s& gan b6 va tré thanh mot nhan thic tt trong mat khach hang. Nghién cau
dugc thuc hién boi Atulkar (2019), Maulina va cong su. (2015) cho rang gia tri cam nhan
c6 tac dong tich cuc dén niém tin thuong hiéu. Dya trén két qua cta cac nghién ctru trudc
day thu dugc két qua tich cuc, cac gia thuyét sau day c6 thé duoc hinh thanh:

H3: Nhdn thic gia tri ¢6 tdc dong tich cuc va ddng ké dén niém tin thuwong hiéu
2.4.4 Méi lién hé gitta cam nhan chit lweng PQ véi niém tin thwong hiéu BT

Niém tin thuong hiéu c6 thé duoc tao ra do hanh vi cia nhitng khach hang khéng
mudn thir cac thuong hiéu khéc vi cac yéu té rai ro khi thir mot cai gi d6 méi 1a khong
chac chan, c6 xu huéng cam két trung thanh véi cac thuong hiéu trude do (Kotler va
cong sy, 2016). Niém tin vao mot thuong hiéu cd thé duogc tao ra do kinh nghiém truéc
day trong viéc tiéu ding san pham cua thuong hiéu nao d6 mang lai sy hai long trong
tam tri khach hang va né sé gan b va trg thanh mot nhan thuc tot trong mat khach hang.

Chat lugng cam nhan 14 tién dé quan trong cua sy gan bo tinh cam dé tao ra long
trung thanh va su tin twong ddi voi thuong hiéu (Rubio va cong sy, 2017; Coelho va

cong su, 2018). Ngudi ta quan sat thay rang ngudi tiéu dung thich cac thuong hiéu chat
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luong cao hon, vi ching phan anh d6 tin cay cao hon MIP 38,5 560 va cung cap C4c tin
hiéu tich cuc (Lin va cong su, 2017). Nghién ciru duoc thuc hién bai Atulkar (2019),
Maulina va cong su. (2015) cho ra két qua quan trong Ia chat lwong cam nhan c6 tac
dong tich cuc dén niém tin thuong hiéu. M rong hon theo nhan thac vé thuong hi¢u
chat lugng cao s& nang cao cam giac vé dia vi va 1ong tu trong ¢ nguoi tiéu dang (Bisen
va cong su, 2021; Devi va cong su, 2021). Do do, ngudi tiéu dung thuong xuyén mua
cac thuong hiéu cu thé ¢ chit luong cao, vi nhan thic vé chat luong duoc coi la yéu td
quan trong quyét dinh su gan b6 tinh cam, thuc day ngudi tiéu ding mua, mua lai hoic
chuyén sang quyét dinh thuong hiéu (Lai va cong sy, 2009). Mot ¥ nghia khac 13 ¥ nghia
tuong trung phu hop (He va cong su, 2012) cia mot thuong hiéu, tao ra hinh anh thuong
hiéu do chit lwong va su lién tuong cua khach hang. Vi vay, gia thuyét dé xuit nhu sau:

H4: Cam nhdn chdt hieong c¢6 tace dong tich cuc va dang ké dén niém tin thiuong
hiéu.
2.4.5 Méi lién hé gitra niém tin thwong hiéu BT véi sy trung thanh thwong hiéu
BL

Niém tin ciing cd y nghia quan trong d6i v6i 1ong trung thanh thuong hiéu & chd,
khéch hang rat can trong trong viéc lya chon san pham hay dich vu khi khach hang tin
tuong v6i diéu ma 1ong trung thanh s& dén véi nhau (Alhaddad ,2015). N6i céch khac,
khi khach hang tin tudng thuong hiéu, thi ho cling duoc ky vong sé tao ra y dinh mua
hang tich cuc ddi vé6i ho. Niém tin thuong hiéu 13 mét bién c6 mébi quan hé chat ché véi
cam két quan hé cia ngudi tiéu dung voi thuong hiéu cia san pham, 1a mot budc quan
trong dé xay dyng long trung thanh vai thuong hiéu (Kurniawan va cong su, 2017). Theo
bao céo cua Aydin va cong su (2005), niém tin 1a mot trong nhitng yéu té quyét dinh
quan trong nhat d6i véi 1ong trung thanh thuong hiéu ciia nguoi tiéu diung. Hon nia,
niém tin 1a diéu can thiét cho mdi quan hé 1au dai giita ngudi tiéu dung va thuong hiéu
(Abid va cong su, 2019). DPé c6 kha niang tao ra mdi quan hé co gia tri cao caa niém tin

thuong hiéu thi long trung thanh thuong hiéu phai 1a mot qué trinh lién tuc cuia mdi quan
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hé ¢6 gia tri (Chaudhuri va cong sy, 2002; Alhaddad ,2015). Nhiéu tai liéu cho thay su
ung ho rang niém tin thuong hiéu 1a yéu té quyét dinh 1ong trung thanh (Alhaddad, 2015);
Jamshidi va cong su, 2020). Do d6, gia thuyét dé xuit nhu sau:

H5: Niém tin thiong hiéu cé tic déng tich cuc va ddng ké dén long trung thanh
Cua thuong hiéu.
2.4.6 Méi lién h¢ gitra sw hai 10ng khach hang véi su trung thanh thwong hié¢u BL

Sy hai 10ng cua khach hang 1a mot trong nhiing dic diém thiét yéu ma cac nha
quan Iy nén tap trung vao. Loi thé canh tranh cua cong ty 1a dap tng khach hang tét hon
dbi tha, dap ung nhu cau caa khach hang va mong muén tét hon dbi thu (Sao Mai, 2021).
Chinh vi vy ma sy hai 16ng cua khach hang 1a két qua quan trong cua hoat dong tiép
thi, theo d6 n6 hoat dong nhu mot két néi giira cac budc khac nhau trong hanh vi mua
ctiia ngudi mua (Jamal & Naser, 2002). S hai long cua khach hang c6 thé duogc coi la
ban chét cua sy thanh cong trong méi truong kinh doanh canh tranh khéc liét ngay nay
(Jamal & Naser, 2002). Jamshidi (2020) ciing tuyén bé rang su hai 10ng thuong hiéu cua
khach hang duoc dinh nghia 1a két qua caa su so sanh chua quan gitta ky vong cua khach
hang vai hiéu suat nhan duoc cua san pham/dich vu. Néu hiéu suat pha hop hoic vuot
qua mong doi, thi khach hang hai long. Néu két qua dudi mic mong doi, tiép theo, khach
hang s& khong hai long. Nhu vay, khi trai nghiém san pham/dich vu dat mtc d6 thoa
man thi kha ning quay lai v&i san pham/dich vu dé sé rat cao. Mot sb nghién ctru da xac
nhan méi lién hé giira sy hai 1ong cua khach hang va 1ong trung thanh caa khéch hang.
Sy hai long ciia khach hang 1a tién dé cua long trung thanh cua khach hang. Su hai long
cuia khach hang 1a mot bién sé quan trong chi ra 10ng trung thanh caa khach hang (Minta,
2018). Cac nghién ciru trude ddy tuyén b rang sy hai long cia khach hang anh huong
tich cuc dén long trung thanh caa khach hang (Anwar va cong sy, 2019; Santouridis &
Trivellas, 2010; Yap va cong su, 2012). Tam quan trong cua 10ng trung thanh cua khach

hang c6 mdi lién hé chat ché véi sy ton tai lién tuc cua doanh nghiép va anh huong cua
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su ting trudng trong tuong lai (Kim va cong sy, 2004). Vi vay, ching toi dé xuat gia
thuyét sau:

H6: Sw hai long cé tac dong tich cuc va dang ké dén 10ng trung thanh cia thuong
hiéu.

Tom tit chuwong 2:

Dua trén ly thuyét lién quan, Chuong 2 d3 tong hop va khai quat cac khai niém
lién quan duogc sir dung dé xay dung mé hinh dé& xuit. Bén canh dua ra thong tin tong
quat vé& cac nhan t6 trong thang do nhu: Hinh anh thuong hiéu (Brand Image), Trai
nghiém thuong hiéu (Brand Experience), Gia tri cam nhan (Percieved Value), Cam nhan
chat luong (Percieved Quality) thi Chuong 2 ciing dé cap dén céc giai thuyét cho céc
méi lién hé trong thang do mo hinh dé xuat. Nhu vay, dua trén nén tang ly thuyét da téng
hop cho thy c&c nhan té trong thang do déu c6 méi lién hé voi nhau. Tuy nhién theo
mbi chi d& nghién ctru khac nhau thi cac nhan t6 s& cd su thay d6i theo bdi canh. Do vay

Chuong 2 d3 liét ké cac gia thuyét cac mdi lién hé theo trinh ty co trong md hinh dé xuat.
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CHUONG 3: PHUONG PHAP NGHIEN CUU.
3.1 Quy trinh nghién céu

Thang do du thao
|

Co so ly thuyét

\4

Nghién ciru so b

, o > Thang do chinh thtc
(phong van chuyén sau n=10)
|
Nghién ctru dinh tinh
(n=250)

v - Panh gia do tin cay nhat quén

(Cronbach’s Alpha, d6 tin cay

Phan tich SEM téng hop CR)

- Panh gia mo6 hinh do luong
- Péanh gia mo hinh ciu trdc

Két qua nghién cau

|

Thao luan, danh gia, ham y quan
tri

Hinh 3.1 So d6 quy trinh nghién ciru
Nguon: T&c gid téng hop
Theo ndi dung trinh bay ¢ Hinh 3.1, nghién ctu sé dugc thuc hién qua hai budc

chinh la nghién ctru so bo va nghién ctru dinh lugng chinh thic. Phu thudc vao ndi dung
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cua dé tai tap trung nghién cu ma nghién ctu s& kiém dinh va phan tich cac yéu tb co
trong thang do. Sau khi tim hiéu ly thuyét dé chon loc xay dung mé hinh nghién ctu &
budc dau tién tiép theo s& xay dung thang do phul hop. Thang do so bd s& duoc téng hop
tir cac nghién ctru trude dé bat dau tién hanh hiéu chinh phi hop véi bdi canh va dbi
tugng nghién ctu cua dé tai. Tu két qua nhan dugc sau khi thuc hién cac phong van
chuyén sau s& duoc dung dé hiéu chinh ngdn tir phtl hop cho thang do. Vi ¢& mau du
kién thyc hién cho phong van chuyén sau 13 05 nguoi dén tir phong Chiam soc khach
hang cua Farmers Market. Sy hiéu biét chuyén mén ciing nhu 13 tinh than céng hién cua
ngudi tham gia s& cung ¢d noi dung caa thang do va gitp cho ngudi tham gia dé hiéu va
dé tra 1oi ding nodi dung. Cung ¢6 xong ngén tir, bang thang do chinh thic s& dugc cho
250 ngudi dé thu thap di liéu phuc vu cho nghién cau. Dit liéu thu thap duoc s& dugc
chon loc tir phan mém SPSS sau dé thuc hién phan tich cac chi tiéu thang do luong va
thang do cau triic bang phan mém Smart PLS.
3.2 Nghién ciru so bo

Viéc thuc hién nghién ciru so bo gilp chuan chinh lai cac bién quan sat cua thang
do vé sao cho phi hop véi thang do khai niém trong mé hinh. Dé thuc hién duoc nghién
ctru so bd cho thang do, tac gia di chon loc cac bién quan sat phu hop trong cac nghién
ctru trude sau d6 hiéu chinh lai ngén tir hop van phong va boi canh thuc hién khao sat
cua nguoi di si€u thi.
3.2.1 Xay dung thang do

Thang do cac bién quan sat dugc chon loc ki cang tir cac nghién ciu trudc va
tong hop chi tiét trong bang dudi dy. Sir dung thang do Likert cing v6i 05 mirc do phan
hoi gdm mirc 1: Hoan toan khong dong y; mirc 2: Khong dong y; mire 3: Binh thudng;
muc 4: Pong y; mic 5: Hoan toan dong y. Viéc lya chon thang do Likert véi 5 mirc do
phan hoi s& d& dang tao diéu kién thuan loi cho ngudi tham gia khao sat dugc thé hién

muc d6 cam nhan hoic nhan thic cia minh theo cach hop ly nhat (Preston va cong su,
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2000). Do vay ma trong nghién ctzu tam ly thi lra chon thang do Likert nay s& giup d6i
tugng tham gia thoai mai hon khi thuc hién phan hoi.

Trong nghién ciru so bd, hai tiéu chi phan tich dugc xem la kha quan trong trong
viéc quyét dinh chon thang do so bd lam thang do chinh thirc d6 14 phan tich d6 tin cay
Cronbach’s Alpha va phan tich kham pha nhan t6 EFA (Nguyén Pinh Tho, 2011). Tong
cong c6 7 khai niém do luong va 25 bién quan sat dugc tong hop tir cac nghién ciru khao
sat truéc, cu thé nhu sau: Hinh anh thuong hiéu (Brand Image- IM) va Sy hai 1ong khéach
hang (Customer Statisfaction - CS) duogc téng hop va thira ké tir nghién ciu cua Sao Mai
DAM, Tri Cuong DAM (2021) véi tong sé bién la 8; Trai nghiém thuong hiéu (Brand
Experience — BE) duoc tong hop va thira ké tir nghién cau cua Ebrahim (2019) véi sé
bién 1a 3; Nhan thac gié tri (Percived Value — PV) va Cam nhan chét luong (Percived
Quality — PQ) duoc tong hop va thira ké tir nghién ciru cua Atulkar (2020) véi tong sb
bién 1a 8; Niém tin thuong hiéu ( Brand Trust — BT) duoc tong hop va thira ké tir nghién

ctru cua Kabadayi (2012) véi s6 bién 1a 3;

o Bién quan sat
Khéi niém do
lwong . . )
Tieng anh Tieng viét
This supermarket brand is Thuong hiéu siéu thi nay dang
reliable tin cay
Hinh anh thuong i . A e %
hicu (B1) This supermarket brand is Thuong hi¢u siéu thi nay hap
IEU ~
o attractive dan
Sao Mai DAM, : : _ _
] This supermarket brand is Thuong hi¢u siéu thi nay lam
Tri Cuong DAM _ o
pleasing hai long
(2021) _ _
This supermarket brand hasa | Thuong hiéu siéu thi nay co
good reputation tiéng tot
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Trai nghiém
thuong hiéu (BE)
EBRAHIM
(2019)

This brand induces feelings

and sentiments.

Thuong hiéu nay kich thich

cam xUc va tinh cam.

This brand is an emotional
brand.

Thuong hiéu nay 1a mot thuong

hiéu cam xuc.

This brand makes a strong
impression on my visual sense

or other senses

Thuong hiéu ndy gay 4n tuong
manh vé thi giac hay cac giac

quan khéc cua t6i

Nhan thuc gia tri
(PV)
Atulkar (2020)

| perceive more value when |
get branded products in

competitive price

T6i cam nhan duoc nhiéu gia
tri hon khi mua cac san pham
¢6 thuong hiéu vai mac gia

canh tranh

Perceiving offers on purchase
increases the emotional

attachment

Nhan thirc duoc cac vu dai khi
mua hang 1am ting sy gan b6

vé mat cam xuc

| feel attached to get personal

achievement

T6i cam thay gan b6 véi thanh

tich ca nhan

Cam nhan chat

luong (PQ)
Atulkar (2020)

Quality of brand generates

shopping excitement

Chat luong thuong hiéu tao

hirng thd mua sam

Quality in product helps me to
identify the brand

Chat lugng san pham gidp toi

nhan dién thuong hiéu

| enjoyed shopping when |
perceived quality in branded

products

Toi thich mua sam khi tdi cam
nhan duoc cht luong cua céc

san pham c6 thuong hiéu
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| love to create emotional

bonding with quality products

T6i thich tao ra su gan két tinh
cam véi nhitng san pham chat

lugng

Niém tin thuong

| trust this brand

T6i tin tudng thuong hiéu nay

hiéu (BT) _ T6i cam thay rang t6i c6 thé tin
| feel that I can trust this brand
Ebru Tlmer tuong hoan toan vao thuong
completely _ .
KABADAY I hiéu nay
(2012) | feel secure when | buy this T6i cam thay yén tdm khi mua
brand because | thuong hiéu nay vi toi
Compared to other L
) So véi cac siéu thi khac, toi hai
supermarkets, | am happy with | o
) long vai siéu thi nay.
_ this supermarket.
Su hai long i i
The overall feeling I received N
khach hang (CS) Cam nhan chung t6i nhan duoc
_ from the supermarket was L
Sao Mai DAM, o tur siéu thi la hai long
_ satisfied
Tri Cuong DAM : : _ —
(2021) My purchase choice at this Lwua chon mua hang cua toi tai
supermarket is the right one siéu thi nay la dung dén
This supermarket meets my Siéu thi nay dap tmg mong doi
expectations cua toi
Su trung thanh | I am willing to follow sports Toi san sang theo doi cac san
v6i thuong hiéu | products. pham thé thao.
(BI) | am happy to recommend the | T6i rat vui khi gigi thiéu
Ayush Bisen, | sports shoe brand to my friends | thuong hiéu giay thé thao cho
Chompu and relatives. ban bé va nguoi thn cua minh.
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Nuangjamnong | I intent to purchase sports T6i c6 ¥ dinh mua gidy thé thao
(2021) shoes from the brand. tur thuong hiéu.
I am willing to maintain my T6i san sang duy tri mdi quan
relationship with the brand. hé cua minh véi thuong hiéu.

Bang 3.1 Tong hop thang do

3.2.2 Thiét ké nghién ctru

Nghién ctru dugc thyc hién biang phuong phap phong van chuy@n sau véi cac ban
sinh vién khoa Marketing cuia truong dai hoc Kinh té. Vi kich ¢& mau 1a 05 ngudi thudc
d6 tudi 18 dén dudi 30 tudi va co thoi quen thudng di siéu thi mua sim do tuoi sbng.
Thoi gian di mua sdm thuc pham twoi séng duoc dién ra téi thiéu trong 1 tuan trude khi
thuc hién tham gia phong van chuyén sau. T4c gia s& thuc hién phong van truc tiép voi
cac cau hoi co trong bang 3.1 va thu nhan y kién phan hdi tir cac dap vién. Tiép theo do,
t4c gia s& tién hanh diéu chinh cau hoi tir nhitg dong gop tich cuc tir dap vién da ghi
duoc sau budi phong van chuyén sau.

Sau khi hiéu chinh ngén tr phu hgp tir nhitng dong gop ctuia ngudi tham gia, tac
gia s& tién hanh guri bang cau hoi cho bat ky 05 ngudi tiéu ding & trong siéu thi dé
kiém tra lai kha niang hiéu ding ctua noi dung cau hoi.

Cubi cung 1a tong hop dit liéu chinh thic tir phan hdi cua 10 ngudi tham gia hiéu
chinh thang do so bo. Tiép dén 1a hoan thién bang cau héi dung trong thang do nghién
ctru dinh tinh so bo. Sau khi Kiém tra va danh gia cac tiéu chi phan tich, néu thang do dat
dugc cac ngudng yéu cau thi s& duoc tién hanh khao sat dai tra nguoi tiéu ding.

3.2.3 Két qua nghién ciru dinh tinh
Duéi day 1a bang khao sat chinh thie di dugc chinh sira nham phd hgp hon véi muc

tiéu nghién ctu
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Ky hiéu bién

Bién quan sat

Hinh anh thwong hi¢u (BI) - Sao Mai DAM, Tri Cuong DAM (2021)

BlI1 Thuong hiéu chudi siéu thi Farmers Market dang tin cay

BI2 Thuong hiéu chudi siéu thi Farmers Market hap dan

BI3 Thuong hiéu chudi siéu thi Farmers Market lam hai long

Bl4 Thuong hiéu chudi siéu thi Farmers Market ¢ tiéng tot

Trai nghiém thwong hiéu (BE) - Ebrahim (2019)

BE1 Thuong hiéu chudi siéu thi Farmers Market nay kich thich cam xtc va
tinh cam.

BE Thuong hiéu chudi siéu thi Farmers Market 1a mot thuong hiéu cam
xuc.

aE3 Thuong hiéu chudi siéu thi Farmers Market gy an twong manh vé thi
giac hay cac giac quan khac cua toi

Nhan thic gia tri (PV) - Atulkar (2020)
oV Toi cam nhan dugc nhiéu gia tri hon khi mua cac thyc pham tuoi song

c6 thuong hiéu vai mac gia canh tranh
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Ky hiéu bién

Bién quan sat

Toi cam thay an toan khi guri mua céc thuc pham tuoi song tai chudi

PV2 _
siéu thi Farmers Market

PV3 T6i cam thiy tin tudng va tyu tin vao chudi siéu thi Farmers Market.

Cam nhan chat lwgng (PQ) - Atulkar (2020)

POL Chat lugng thuong hiéu chudi siéu thi Farmers Market tao htng thi
mua sam
Chat lugng thuc pham twoi séng gitp tdi nhan dién thuong hiéu

PQ2
Farmers Market

h03 T6i thich mua sam khi tdi cam nhan duoc chét luong cia cac thuc
pham tuoi séng c6 thuong hiéu

p04 T6i thich tao ra sy gian két tinh cam véi nhirng thuc pham tuoi song dat
chat luong

Niém tin thwong hiéu (BT) - Ebru Tiimer Kabadayi (2012)

BT1 Toi tin tudng thuong hi¢u Farmers Market

BT2 T6i cam thay rang t6i cd thé tin tuong hoan toan vao thuong hiéu
chudi siéu thi Farmers Market

BT3 T6i cam thiy an tam khi mua thuong hiéu chudi siéu thi Farmers

Market bai vi toi rang n6 s& khong bao gio 1am tdi that vong
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Ky hiéu bién

Bién quan sat

Sw hai long khéch hang (CS) - Sao Mai DAM va Tri Cuong DAM (2021)

CS1 So vai céc siéu thi khac, tdi hai long vai siéu thi Farmers Market.
CS2 Cam nhan chung téi nhan duoc tur siéu thi Farmers Market 1a hai long
CS3 Lua chon mua hang cua tdi tai siéu thi Farmers Market 1a dung dan
CS4 Chudi siéu thi Farmers Market tmg mong doi cua toi

Sw trung thanh véi thwong hiéu (BI) — Bisen va Nuangjamnong (2021)

BI1 T6i san sang theo ddi cac san pham la thuc pham tuoi séng.
T6i rat vui khi giGi thiéu thuong hiéu siéu thi Farmers Market cho ban
Bl2 b¢ va nguoi than caa minh.
T6i ¢6 ¥ dinh mua thuc pham tuoi séng tir thwong hiéu siéu thi
8IS Farmers Market.
314 T6i san sang duy tri méi quan hé ciia minh vai siéu thi Farmers

Market.
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CHUONG 4: KET QUA VA THAO LUAN

Tai chuong 4 sé& tong hop céac két qua kiém dinh lién quan dén cac thang do co
trong md hinh nghién ctu di néu & chuong 3. Cu thé trong chuong nay sé& trinh bay
két qua thuc hién phan tich va thao luan danh gia y nghia ctia cc tiéu chi trong nghién
ctu.

4.1 Két qua phan tich

4.1.1 Két qua mé hinh do lwong

Dua theo c6ng trinh nghién ctru ctia Hair va céng su (2011) va Hair, Black va
cong su (2019) va quy trinh thuc hién phan tich da néu & chuong 3. D6 tin ciy nhat
quan ndi bo cua thang do dwoc kiém dinh bing cong cu tinh todn trong phan mém
SMART-PLS.

Dau tién 1a két qua hé sb tin cay Cronbach’s Alpha, nhin chung cc thang do déu
dat muc tdi thiéu 1a trén 0.7. Trong d6, hé s6 alpha dao dong tir thip nhat 13 0.711
(Niém tin thuong hiéu (BT)) dén cao nhat 0.925 (Hinh anh thwong hiéu (Bl)). Bén
canh d6, cac gia tri hé sb tai déu >0.4. Nhu vay, kiém dinh Crobanch Alpha nhan tat
ca cac bién gia thuyét nghién cuu.

Viéc danh gia gia tri hoi tu cia cac bién tiém an duoc dya trén cac chi sé tai nhan
t6 bén ngoai (outer loading) va phuong sai trich AVE. Theo d6, két qua thu nhan
dugc sau khi phan tich cho thiy cac nhan té déu dat vé& d6 tin cay tong hop CR va hé
sb tong phuong sai trich AVE. Cu thé két qua do tin cdy tong hop CR cua thang do
déu dat nguong chap nhan Ia tir 0.7 tré 1én, dao dong tir khoang 0.711 (Niém tin
thuong hiéu (BT)) dén 0.925 (Hinh anh thuong hiéu (BI)). Ké tiép la hé s6 AVE cua
cac nhan té thu dugc déu 16n hon 0.5 dao dong tir 0.645 (Niém tin thuong hiéu (BT))
dén 0.817 (Hinh anh thuong hiéu (BI)).

Ngoai ra hé so tai nhan té bén ngoai (outer loading) cua tat ca cac bién quan sat
déu 16n hon gia trj t6i thiéu 1a 0.5 ma theo ngudng dat gié tri hoi tu caa Fornell —

Larker (1981) 1a phuong sai trich trung binh 16n hon 0.5. Do vay c6 thé két luan cac
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bién quan sat & cac nhan t6 trong mé hinh nghién ciru déu dat gia tri hoi tu va co do

tin cay cao. Cu thé sé& kiém dinh lan luot tirng bién quan sat cia cac nhan t6 ¢ trong

thang do va thong tin chi tiét s& duoc thé hién ¢ bang dudi day.

Bang 4.1 Két qua kiém dinh tinh nhat quan noi tai.

Thang do/ Bién quan sit ~ Cronbach’s CR AVE Hé sb tai
Alpha nhan t6
Hinh anh thuong hiéu (BI) 0.925 0.931 0.822
BI1 .857
BI2 817
BI3 810
Bl4 822
Trai nghiém thuong hiéu (BE) 0.799 0.885 0.792
BE1 701
BE2 641
BE3 592
Nhan thuc gia tri (PV) 0.865 0.872 0.787
PV1 706
PV2 .804
PV3 722
Cam nhan chat luong (PQ) 0.845 0.856 0.681
PQ1 694
PQ2 661
PQ3 724
PQ4 644
Niém tin thuong hiéu (BT) 0.711 0.728 0.645
BT1 594
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BT2 476

BT3 574
Su hai long khach hang (CS)  0.788 0.814 0.636

Ccs1 568

CS2 632

CS3 643

Cs4 659
Su trung thanh véi thuong 0.790 0.795 0.616

hiéu (BL)

BL1 586

BL2 594

BL3 654

BL4 568

Nguon: Téng hop tir két qud phan tich

4.2. Panh gia mo hinh do luwong
Chi s6 cubi cung trong phan tich mé hinh do luong 1a chi s6 HTMT. Két qua thu
nhan dugc ¢ bang 4.2 khang dinh tinh phu hop cua gié tri phan biét giita trén ty sb

trong quan cia HTMT. Két qua phan tich thé hién cac bién khéai niém déu ¢ muc

dudi 0.9. Nhu vay tidu chi vé gia tri phan biét duoc thiét 1ap trong mé hinh nay.
Bang 4.2 Két qua chi s6 HTMT
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PQ 0.159 0.066 0.330 0.550 0.367

PV 0.231 0.411 0.499 0.722 0.615 0.153

Nguon: Téng hop tir két qud phan tich

Sau khi hoan tat danh gia mé hinh do ludng theo cac tiéu chi & phan 4.2.1 da du

diéu kién thuc hién danh gia tinh da cong tuyén cua cac cau tric va cac bién quan sat

c6 trong thang do. Dua theo két qua kiém dinh VIF, gia tri cua hé s phuong sai

phong dai caa md hinh ciu trac giao dong tir 1 dén 3.612 déu nho hon 5 nén hoan

toan khdng c6 hién trong da cong tuyén va ciing khong anh hudng dén két qua kiém
dinh gia thuyét.

4.2.1 Két qua md hinh cau tric
Bang 4.3 Két qua gié tri hé s6 VIF cua céc cau trdc
VIF
3.018

2.144

2.263

3.612

2.973

3.605

3.457

1.583

1.575

1.793
1.575
1.572
1.294
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1.524
1.498
1.691
1.781
1.799
1.960
1.790
2.116
1.739

2.069

2.840

2.217

Nguon: Téng hop tir két qud phan tich
4.3. Panh gia mé hinh phwong trinh céu tric

Str dung phép toan trong cong cu PLS-SEM dé danh gia mdi quan hé cac cau tric,
nhan thay rang hé sé6 duong dan déu duong va 16n hon 0. Két qua cua R? hiéu chinh
dung dé danh gia muc d6 giai thich cua bién doc lap cho bién phy thudc. Dya theo
két qua phan tich thi mac d6 bién dong cua bién noi sinh (BT) dugc giai thich bai
cac bién ngoai sinh kha cao véi hé sé xac dinh R2hiéu chinh 1a 49,7%. Véi két qua
nay co thé thay kha nang du bdo cia md hinh. Bang 4.4 cho thay céc bién BI, BE,
PV, PQ co tac dong trung binh I1&n bién BT, ké tiép 1a bién BT va CS ciing co tac

dong 1én bién BL v&i chi s6 Rgjusted dat 50.7%.

Bang 4.4 Két qua kiém dinh R?

R-square R-square adjusted
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BL

0.510

0.507

BT

0.504

0.497

BE
BI

BL
BT
CS
PQ
PV

Nguon: SmartPLS4

Bang 4.5 Két qua kiém dinh f2

0.001
0.083
0.083
0.266
0.254
0.325

Nguon: SmartPLS4

Tuy vay, hé s6 2 - hé sb danh gia hiéu qua tac dong cua ting bién doc 1ap 1&n bién

phu thudc. Theo bang dé cuat chi sé 2 cua tac gia Cohen (1988) thi két qua thé hién

lai c6 sy khach biét khi Mdi quan hé giita BE, BT du6i ngudng chap nhan <0.02.

Diéu nay chiing té BE khdng hé c6 tinh dy bao dbi véi BT.

Dé 1am rd them diéu nay, tac gia tién hanh chay them kiém dinh Boostrap. Xét

trén phuong dién danh gia moi quan hé tac dong thi sau khi phan tich Bootstrapping

sb luong mau 1a 5000 thu dugc két qua caa toan bo gié tri P- Values cua cac mdi tac

dong nhu trong bang 4.6.

Bang 4.6 Két qua kiém dinh mé hinh

Gia thuyét

Hé s6 tac dong chuan

hoa trung binh

t-Value p-Value

Két Luan
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H1 Bl — BT 0.220 4.9%* 0 Ung ho
H2 BE — BT 0.023 0.4%* 0.622 Bac bo
H3 PV — BT 0.440 8.6** 0 Ung hd
H4 PQ — BT 0.361 8.0** 0 Ung hd
H5 BT — BL 0.277 3.6** 0 Ung ho
H6 CS — BL 0.495 7.1%* 0 Ung ho

Nguon: Téng hop tir két qua phan tich

Theo bang 4.6, ta c6 thé dua ra két luan trong tng tirng gia thuyét nhu sau:

Gia thuyét H1: C6 mdi quan hé giira Hinh anh thuong hiéu (BI) va Niém tin
thuong hiéu (BT). Theo nhu két qua phan tich tir bang 4.6, phan tich SEM vai két
qua p-value = 0. Vay nén, gia thuyét H1 duogc ang ho.

Gia thuyét H2: C6 mdi quan hé tich cuc gitra Trai nghiém thuong hiéu (BE) va
Niém tin thuong hiéu (BT). Qua phan tich mé hinh cau tric SEM véi két qua nghién
ctru c6 duoc 1a B =0.023 1a rat yéu, gia tri p-value = 0.622 > 0.05. Diéu nay cho thay
Trai nghiém thuong hiéu khong c6 tic dong dén Niém tin thuong hiéu. Do do, gia
thuyét H2 bi bac bo ung ho.

Gia thuyét H3: C6 mdi quan hé tich cuc gitta Nhan thic gia tri (PV) va Niém tin
thwong hiéu (BT). Két qua tir viéc phan tich md hinh cu tric cho thiy ring 1a p =
0.440 va p-value < 0,001. Do dé, gia thuyét H3 duoc ung ho.

Gia thuyét H4: C6 méi quan hé tich cuc gita Cam nhan chat luong (PQ) va Niém
tin thuong hiéu (BT). Qua phan tich mé hinh ciu tric véi két qua co duoc 1a p =
0.361va p-value < 0.001. Do d6, gia thuyét H4 dugc ung ho.

Gia thuyét H5: C6 mdi quan hé tich cuc giita Niém tin thuong hiéu (BT) va Su
trung thanh voi thuong hiéu (BL). Qua phan tich mé hinh cau tric voi két qua co

duogc 1a B =0.277 va p-value < 0.001. Do d6, gia thuyét H5 dugc tng ho.
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Gia thuyét H6: C6 mdi quan hé tich cuc gitra Sy hai 10ng khach hang (CS) va Su
trung thanh voi thuong hiéu (BL). Qua phan tich md hinh cau tric voi két qua co
dugc 1a = 0.277 va p-value < 0.001. Do d6, gia thuyét H5 duogc ang ho.

Vi chi c6 mdi quan hé cua BE va BT c6 gia tri kiém dinh P-Value >0.05, c6 thé
két luan rang ¢ do tin cay 95%, ta nhan céac gia thuyét H1, H3, H4, H5, H6 va loai bo
H2.

Sau khi loai bo H2, ta xét hé sb tac dong chuan hda trung binh cua tat ca cac mau
tir Bootstrap lan luot tir 0.2 dén 0.44. Biéu nay cho thdy muc do tac dong caa bién
BLPV, PQ c6 tac dong manh mé& 1&n BT. Vay nén, mét 1an nira két qua tong hop dudi
day déu ung ho tat ca cac gia thuyét da dua ra trir H2.

Sau khi bac bo H2, ta s& ¢ md hinh sau kiém dinh nhu hinh 4.1
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Hinh 4.1 Két qua md hinh dudng dan
Nguon: Téng hop tir két qud phan tich

4.4 Thao luan két quan nghién ciu

Viéc bac bo H2 1a diém khéc biét 16n cua bai so véi nghién ciu cia Ebrahim
(2019). Piéu nay cho thay viéc trai nghiém thuwong hiéu thdng qua cac yéu té nhu cam
xuc, thi giac chi dang dting trong bdi canh nudc ngoai va o cac nganh khac. O moi
truong cua Viét Nam noi chung va Farmers Market noi riéng, cé vé nhu khach hang
chua qua quan tdm vé trai nghiém thuong hiéu. Diéu nay c6 thé giai thich bang viéc
khéi niém trai nghiém thuong hiéu chua that sy pho bién va duoc nhitng khach hang

binh thuong quan tam. Theo mot cach nao do, néi vé trai nghiém thuong hiéu van con
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dang tao ra cam giac mo ho va két qua 1a cac yéu té cua né kho co thé tac dong va
mang tinh du b&o cho su tin twong vao thuong hiéu.

Mbt diém nhan khac cua bai 1a mdi quan hé giira CS va BL. Hién tai dang c6 rat
it bai nghién ctu vé mdi quan hé nay ma thuong la chi tap trung vao BT va Bl. Do dé,
bai nghién ctru nay nhu mot sy tai khang dinh mdi quan hé nay va ciing c¢6 them cho
nghién ctru trude day cua Sao Mai DAM va Tri Cuong DAM (2021).

Céc két qua H1, H3, H4,H5, H6 dugc khang dinh mé ra nhiéu huéng nghiéng
clru M& rong trong twong lai ciing nhu kha niang ap dung ngoai thuc tién. Tuy hé s6 du
bao con thap (R2 chi dang x4p xi 50%) do s lwong mau con han ché. Pé tai cling da
chi ra duoc su trong quan va tinh dy bao tiém tang cho sy trung thanh thuwong hiéu
trong moi truong kha hep nhu moi treong cua Farmers Market.

Tom tit Chuwong 4

Noi dung chuong 4 trinh bay cu thé két qua ctia mé hinh do ludng va mé hinh ciu
trdc. Tai mo hinh do luong, két qua cua cac gia tri gom do tin cay, tinh hdi tu, tinh phan
biét déu dat theo ngudng yéu cau. Két qua phan tich mé hinh cu trac di ching minh
cac gia thuyét da néu ra & Chuong 2. Kiém dinh SEM du bao duoc mdi quan hé giita cac
bién BI, BE, PV, PQ dbi véi BT ciing nhu BT va CS dén bién BL. Dya trén két qua phan
tich Bootstrap, ta loai bo gia thuyét H2. Cac gia thuyét con lai dugc chap nhan véi P-

value = 0 cho thay md hinh nghién cau hién tai c6 dé tin cay cao.
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CHUONG 5: KET LUAN VA HAM Y QUAN TRI

Nghién ctru duoc thuc hién bang cach st dung khung Iy thuyét dugc phét trién
dua trén cac nghién ctru trude day véi sau gia thuyét di duoc dua ra qua hai giai doan
nghién cau chinh 12 nghién ciru so bo va nghién ciru dinh luong, cac két qua thu nhan tur
phan tich PLS-SEM duoc trinh bay cu thé & Chuong 4. Tai Chuong 5 nay sé& két luan va
b sung thém ham y quan tri ciing nhu 13 dua ra nhitng han ché cua nghién ctu nham
dinh hudng cho cac nghién citu maéi trong tuong lai.
5.1 Két qua nghién ciru

Muc dich ctia nghién ciru nay tim hiéu nhitng yéu té cbt 18i dé hinh thanh va duy
tri 1ong trung thanh cua khach hang déi voi thuong hiéu cia ngudi tiéu dung. Dé kiém
tra cac gia thuyét dugc dé xuat, dir liéu duoc thu thap tir nguoi tiéu dung co théi quen
thudng di siéu thi mua sam do twoi sbng & Thanh phé H6 Chi Minh

Céc két qua thuc nghiém hd tro tat ca cac gia thuyét nghién cau dit ra mot cach
dang ké, da chitng minh méi lién hé giita hinh anh thuong hiéu, nhan thic gia tri, chat
lwong dich vu, niém tin thuong hiéu, sy hai 16ng cua khach hang va 1ong trung thanh cua
khéch hang phu hop véi cac cude diéu tra trude day, cu thé:

(1) C6 méi lién hé gitra hinh anh thuwong hiéu véi niém tin thuong hiéu

(2) C6 méi lién hé gitra nhan thic gia tri véi niém tin thuong hiéu

(3) C6 méi lién hé gitra chat lugng cam nhan véi niém tin thwong hiéu

(4) C6 méi lién hé gitra niém tin thuong hiéu véi sy trung thanh thuong hiéu

(5) C6 méi lién hé gitra su hai 10ong khach hang vai su trung thanh thuong hiéu

Nghién cttu cho thay trai nghiém thuong hiéu c6 tic dong tich cuc dén niém tin
va long trung thanh vai thuong hiéu. Béi vi, niém tin tao ra mdi quan hé trao doi gitra
thuong hiéu va khach hang (Morgan va Hunt, 1994). Nguoi tiéu dung tin tuéng vao
thuong hiéu s& sian sang trung thanh va&i nd hon, tra gia cao hon cho né, mua san pham
méi duoc gidi thidu dudi thuong hiéu d6 trong danh muc hién ¢é va danh muc méi, dong

thoi chia sé mot s6 thdng tin vé thi hiéu cua ho, so thich va hanh vi (Chaudhuri va
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Holbrook, 2001). Niém tin thwong hiéu cao, long trung thanh mua hang cang cao déi véi
thwong hiéu. Sy tin tudng rat quan trong trong nhiéu méi quan hé c6 mic do tham gia
cao.

Bén canh d6, mbi quan hé giira sy hai 16ng va 10ng trung thanh thwong hiéu da
dugc nghién ctu ky ludng trén thi truong tiéu dung, tap trung cha yéu vao hang tiéu
ding nhanh (Fournier va Yao, 1997; Oliver, 1997). Nhat quan véi nhitng phat hién truéc
day tir cac nghién ciru vé nguoi tidu ding, mé hinh két qua duoc bao cdo & day cho thy
rang su hai 1ong 1a tién dé cho long trung thanh véi thuong hiéu, it nhét 1a trong bdi canh
dugc nghién ctru. Vi ngudi tra 161 1a khach hang thudng xuyén, didu ndy c6 thé tré thanh
van dé dbi vaéi cac hanh vi mua lai tro nén tu dong hoa theo thoi gian, chang han nhu
mua lai truc tiép. Trong trudng hop ndy, khi mac do hai 10ng cua khach hang ting 1én
cuing véi ban chat caa cam nhan vé chat lugng dich vu, thi mace d6 trung thanh vai thuong
hiéu cling tang 1én.

Tuy nhién, trai nghiém thuong hiéu khéng co tac dong tich cuc va dang ké dén
niém tin thuong hiéu, nghia 13 niém tin thwong hiéu khong phai do trai nghiém thuong
hiéu ma 1a do céc bién s6 khac co kha nang anh hudng dén su niém tin thuong hiéu

Két qua caa nghién ctru nay duoc ky vong s& gop phan phat trién céc ly thuyét va
khéi niém vé hanh vi ngudi tiéu ding trong viéc tao ra su hai 1ong cua khach hang ciing
nhu tao ra 1ong trung thanh cua ngudi tieu dung. Két qua thuc nghiém cua nghién ciu
nay cé y nghia déi véi ly thuyét hanh vi ngudi tiéu dung, cac bién chit luong san pham,
hinh anh thuong hiéu, niém tin c6 tic dong tich cuc va dang ké dén sy hai 1ong cua khéach
hang va ting long trung thanh ctia ngudi tiéu dung. Két qua cua nghién ctu nay la bang
chung thuc nghiém cho céc nghién ctru trong twong lai va c¢6 thé 1am phong phu thém sy
phat trién caa khoa hoc quan tri marketing lién quan dén chat lugng san pham, hinh anh
thuong hiéu, niém tin, sy hai 10ng va 1ong trung thanh. Nghién ciru nay ciing c6 thé duoc

st dung lam thong tin dau vao dé Farmers Market chu ¥ dén cac yéu tb chat luong san
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pham nham xay dyng hinh anh thuwong hiéu, niém tin thwong hiéu, su hai 1dng va long
trung thanh cta khach hang.
5.2 Hamy quan tri
5.2.1 Péng gép khia canh ly thuyét

Dau tién, nghién ciru xac dinh rang su hién dién cua niém tin d6i véi thuong hiéu
la do tién d& gan b6 tinh cam va 1ong trung thanh thuong hiéu duoc tich hop véi tién dé
gan b6 tinh cam va niém tin thuong hiéu. Hon nita, cdc nhém khéch hang khéac nhau thé
hién mic d6 trung thanh thwong hiéu khac nhau trong khi c6 cac loai cam xuc gan b6 va
tin tuong twong tu hodc khac nhau ddi voi thuong hiéu. Do d6, két qua nghién ciu s& hd
trg cac cong ty xay dung chién lugc tao ra sy gan b6 va niém tin manh mé déi voi thuong
hiéu s& anh hudng truc tiép dén long trung thanh thuong hiéu caa khach hang.
5.2.2 Péng gop khia canh thuc tién

Trong thé giGi canh tranh khdc liét ngay nay, viéc 1am hai long khéch hang c6 thé
la chua di. Quan ly khdng nén chi tap trung vao viéc cai thién sy hai long cua khach
hang ma con nham dén muc tiéu cai thién nhan thiee caa khach hang vé chét luong dich
vu tong thé va ting gia tri cam nhan caa nguoi tiéu dung. Kha ning canh tranh s& cao
hon khi chat lwong, gié tri va su hai long cao hon, xay dung hinh anh thanh céng va cai
thién gitt chan khach hang. Do d6 cac nha quan ly can phai thiét 1ap cac tiéu chuan chit
lwong dam bao chat lugng dich vu. Qua trinh cung cap dich vu cho khach hang can dugc
giam sét lién tuc dé dam bao rang khach hang hoan toan c6 quyén st dung dich vu

Nghién ctru con gilp cac cong ty nang cao nhan thic cia khach hang d6i voi
thuong hiéu lién quan dén sy gan két tinh cam, bang cach nham muyc tiéu dén cac nhom
khach hang c6 d6 tudi va thu nhap khac nhau. Do dé, nhitng khach hang c6 niém tin cao
vao thuong hiéu twong dbi it c6 kha nang chuyén doi thuong hiéu, it tim kiém su da dang
va do d6 co6 nhiéu kha ning trung thanh véi thuong hiéu quen thudc cua ho hon.

Tir quan diém quan ly, can nhan manh 1ong trung thanh hanh vi va long trung

thanh thai d6 thuong hiéu 16n hon ddi thi canh tranh. Cac nha quan Iy nén cung cap mot
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hinh anh thuong hiéu thuan loi dé 1am hai long khach hang va tao 1ong trung thanh. Hinh
anh thuong hiéu duoc hién thi trong nghién ctu ndy 1a mot tinh ning chinh, 14 tién than
tryc tiép cua 1ong trung thanh. Do d6, cac nha quan Iy can phai nd lyc nang cao hinh anh
thuong hiéu caa ho. Néu khach hang c6 thé nam bat duoc hinh anh mang tinh xay dung
cua thuong hiéu, ho cd kha nang so sanh cac thuwong hiéu khac nhau mét cach hiéu qua
trong thi truong canh tranh vé 16ng trung thanh.

Nghién ciru ciing cho thay rang khach hang thé hién 1ong trung thanh véi thuong
hiéu vi chat luong, gia tri va su hai 10ng voi thuong hiéu, diéu nay 1am ting hanh vi mua
lai cia ho trong tuong lai. Do dé, cac nha ban 1é can phai nhan thirc dugc thai do va hanh
vi ctia khach hang lién quan dén thuong hiéu ma khach hang thé hién trong khi dua ra
quyét dinh mua hang. Ho ciing nén c6 gang ting cuong su tham gia cua khach hang vao
quéa trinh mua sam bang céach tao sy khéc biét rd rang cho thuong hiéu ctia minh bang
cach chi ra ly do va cach thirc thuong hiéu caa ho tét hon cac thuong hiéu thay thé. Do
d6, n6 thay d6i nhan thic va hanh vi cua khach hang va gitp ho danh gia mét thuong
hiéu trude khi dwa ra quyét dinh mua hang, diéu nay cudi cuing tao ra niém tin va long
trung thanh véi thuong hiéu trong khach hang.

Theo ban ning, ngudi ta cho rang néu ngudi tiéu ding hai 1ong véi mot nhan hiéu,
ho s& hao hirc mua lai nhan hiéu va bén canh viéc lan truyén nhiing loi truyén miéng tich
cuc dén nhitng nguoi khac. Hon nita, nghién ciru nay ciing nhan ra thanh phan cu thé
ndo cua su hai long thuong hiéu mong muén duoc giai quyét. Do d6, cac nha quan ly
tiép thi nén cb gang hiéu nguoi tiéu ding cua ho cam thay hai long nhu thé ndo vé cac
quyét dinh mua thuong hiéu va san pham. Va nd c6 thé hd tro ho cai thién cac hoat dong
tiép thi.

Bén canh d6, cac nha quan Iy nén dua ra cac ké hoach truyén théng nhu quang
c&o, truyén miéng, quan hé cong ching, cac cong cu xuc tién khac...nham tang kha nang

nhan dién cia nguoi tiéu dung dbi véi hinh anh thuong hiéu. Néu nguoi tiéu ding co
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mot hinh anh thuong hiéu an tugng tuyét vai, khach hang sé& co xu hudng tich cuc dén
su hai long cua khach hang va long trung thanh cuaa khach hang.
5.3 Han ché ctia nghién ciru va dinh hwéng nghién ciru tiép theo

Mic di tinh hitu ich ctia nghién ciru nay da néi & trén, nghién ctu van cé nhiing
han ché cua no. DAu tién va quan trong nhat, nghién cau c6 thé duoc cung cb bang cach
ting c¢& MAu va bao gdm ca nhimg ngudi tham gia & cac khu vuc dia ly khéac. Do do,
nhitng noi dung trén chi nam trong nghién ctu ndy, cac nghién cau tiép theo nén than
trong khi khai quat n6 vai béi canh khac.

Tuong tu, cac gia thuyét khac nhau duoc dua ra trong nghién ctu ndy chi dugc
thir nghiém bang cach st dung nguoi tra loi & mot khu vuc mot quéc gia, cu thé ¢ Thanh
phé HS Chi Minh, cé thé khéng mang lai hiéu wng trong cac béi canh khac. Bé so sanh
két qua, cac nha nghién cuu tiép theo nén du tinh nhan rong nghién ctu nay ¢ cac thanh
phé va quéc gia khac. Co mot s yéu té can duogc tap trung hon nhu mé hinh mua hang,
lien két thwong hiéu va nhan thic vé thuong hiéu anh huong dén niém tin va 1ong trung
thanh caa thuong hiéu, 6 thé dong gop cho cac danh gia tai liéu hién tai vé hanh vi mua
ctia ngudi tiéu dung. Vi kich thuéc miu ting 1én, ¢6 thé thuc hién phan tich thuc nghiém
chi tiét hon gitta cac bién doc 1ap va céc bién c6 nhiéu loai.

No6i chung, nhitng con duong nghién ciru duge dé xuat trong tuwong lai nay s&
dong gop rat nhiéu kién thirc méi cho co quan quan 1y thuong hiéu hién ¢é & Thanh phé

Ho Chi Minh néi riéng va Viét Nam néi chung
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PHU LUC

A. BANG CAU HOI KHAO SAT

Bang cau hoi khao sat

Xin chao Anh/Chi

T6i la Ngb Thi Xuan Chau, hién dang la hoc vién Cao hoc tai Truong Pai hoc Kinh
té TP.HCM. Hién toi dang thuc hién nghién ctru cac tac nhan dnh hudng dén su trung
thanh thuong hiéu. Muc dich cua viéc khao sat nghién ctru nay 1a dé xay dung ké
hoach, g dung cho doanh nghiép Farmer Market va tao ra 191 ich cho khach hang.
T6i xin cam két bao mat nhiing thong tin khao sat ndy va chi sir dung két qua phan hoi
tir Quy Anh/chi nhim phuc vu cho dé tai nghién ctru. T6i rat biét on va rit mong nhan
duoc nhitng thong tin quy gia tr Quy Anh/Chi hd tro.
Phin 2: Thong tin c4 nhén

1. Giéi tinh: O Nam

O Nix

2. P tudi thudc nhém: O Dudi 20
O 20-29
O 30-39
O 40-49
O Tu 50 tro 1én

Phin 2: Thong tin khio sat

Sau khi trai nghiém thir AR/VR anh chi hdy hinh dung cach né c6 thé ap dung trong
nganh thyc pham online va xin moi Quy Anh/chi thyc hién phan khao sat chinh duéi
day. Nho Quy Anh/chi doc can than cau hoi va phan hoi bang cach danh déu vao cac 6

tra 101 theo 5 mirc do tir Hoan toan khong dong ¥ dén Hoan toan dong .
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Hinh anh thuwong hi¢u (BI)

Hoan toan khong déng y — Hoan

toan dong y

Thuong hiéu chudi siéu thi Farmers Market

O1 (02 (O3 (O4 (0O5
dang tin cay
Thuong hiéu chudi siéu thi Farmers Market hap
. O1 (02 (O3 (O4 (0O5
dan
Thuong hiéu chudi siéu thi Farmers Market lam
_ 01 |02 |03 |04 |O5
hai long
Thuong hiéu chudi siéu thi Farmers Market c6
O1 [O02 (O3 (O4 (035

tiéng tot

Trai nghiém thwong hiéu (BE)

Hoan toan khong dong y — Hoan

toan dong y

Thuong hiéu chudi siéu thi Farmers Market nay

O1 |02 |O3 |[O4 |O5
kich thich cam xuc va tinh cam.
Thuong hiéu chudi siéu thi Farmers Market 1a
] O1 |02 |O3 |O4 |O5
mot thuong hiéu cam xuc.
Thuong hiéu chudi siéu thi Farmers Market gay
an tuong manh vé thi giac hay cac giac quan O1 (O2 (O3 |(O4 |Os

khac cua toi
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Nhan thuc gia tri (PV)

Hoan toan khong déng y — Hoan

toan dong y

Toi cam nhan dugc nhiéu gia tri hon khi mua
c4c thyc pham twoi song c6 thuong hiéu voi

muc gia canh tranh

01 02 |O3 |[O4 |O5

T6i cam thay an toan khi giri mua céac thuc pham

tuoi séng tai chudi siéu thi Farmers Market

01 0O2 |O3 (O4 |O5

T6i cam thiy tin tuong va ty tin vao chudi siéu

thi Farmers Market.

01 0O2 |O3 (O4 |O5

Cam nhan chit lwgng (PQ)

Hoan toan khéng dong y — Hoan

toan dong y

Chat lugng thuong hiéu chudi siéu thi Farmers

Market tao hirng thi mua sam

01 |02 |O3 |[O4 |O5

Chat lugng thuc pham twoi séng gitp tdi nhan

dién thuong hiéu Farmers Market

01 |02 |O3 |[O4 |O5

Tai thich mua sam khi téi cam nhan dugc chat
luong cua cac thyc pham tuoi séng c6 thuong

hiéu

O1 02 |O3 (O4 |OS5

T6i thich tao ra sy gin két tinh cam véi nhitng

thuc pham tuoi song dat chat luong

01 02 (O3 (O4 |OS5
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Niém tin thwong hi¢u (BT)

Hoan toan khong déng y — Hoan

toan dong y

T6i tin tudng thuong hiéu Farmers Market

O1 02 |O3 |[O4 |O5

T6i cam thiy ring t6i cd thé tin trang hoan toan

vao thuong hiéu chudi siéu thi Farmers Market

01 0O2 |O3 (O4 |O5

T6i cam thay an tam khi mua thuong hiéu chudi
siéu thi Farmers Market bai vi tdi rang n6 s&

khéng bao gid 1am tdi that vong

01 0O2 |O3 (O4 |O5

Sw hai 1ong khéch hang (CS)

Hoan toan khong dong y — Hoan

toan dong y

So véi céc siéu thi khac, t6i hai 1ong vai siéu thi

Farmers Market.

01 |02 |O3 |[O4 |O5

Cam nhan chung toi nhan dugc tir siéu thi

Farmers Market la hai long

01 |02 |O3 |[O4 |O5

Lwa chon mua hang cua toi tai siéu thi Farmers
Market 1a diing dan

O1 02 |O3 (O4 |OS5

Chudi siéu thi Farmers Market tmg mong doi

cua toi

01 02 (O3 (O4 |OS5
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Sw trung thanh véi thwong hi¢u (BL)

Hoan toan khong déng y — Hoan

toan dong y

Toi san sang theo ddi cac san pham 1 thuc

pham tuoi song.

O1 02 |O3 |[O4 |O5

T6i rat vui khi gigi thiéu thuong hiéu siéu thi
Farmers Market cho ban bé va nguoi than cta

minh.

01 0O2 |O3 (O4 |O5

T6i ¢6 ¥ dinh mua thyc pham tuoi sdng tur

thuong hiéu siéu thi Farmers Market.

01 0O2 |O3 (O4 |O5

T6i san sang duy tri méi quan hé caa minh voi
siéu thi Farmers Market.

01 02 |O3 |[O4 |O5

XIN CHAN THANH CAM ON SU HO TRQ NHIET TINH TU QUY ANH/CHI!

B. KET QUA NGHIEN CUU
1. Kiém dinh Cronbach Alpha
1.1 BI

Reliability Statistics

Cronbach's N of ltems
Alpha

.925 4

Item-Total Statistics
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Scale Mean if Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
BI1l 10.7817 9.330 .857 .893
BI2 10.7923 9.204 .817 .906
BI3 10.8415 9.328 .810 .908
Bl4 10.7570 9.146 .822 .904
1.2 BE
Reliability Statistics
Cronbach's N of ltems
Alpha
.799 3
Iltem-Total Statistics
Scale Mean if | Scale Variance | Corrected ltem- Cronbach's
Item Deleted if Item Deleted Total Alpha if ltem
Correlation Deleted
BE1 7.2007 2.931 .701 .664
BE2 7.2218 3.163 .641 .729
BE3 7.2183 3.351 .592 779
1.3 PV
Reliability Statistics
Cronbach's N of ltems
Alpha
.865 3

Item-Total Statistics
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Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
PV1 6.8556 3.976 .706 .843
PV2 6.8697 3.570 .804 751
PV3 6.9155 4.134 722 .829
1.4 PQ
Reliability Statistics
Cronbach's N of ltems
Alpha
.845 4
Iltem-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if ltem
Correlation Deleted
PQ1 10.0810 7.163 .694 797
PQ2 9.9965 7.092 .661 .812
PQ3 10.1268 6.931 724 .784
PQ4 10.0951 7.394 .644 .818
1.5BT
Reliability Statistics
Cronbach's N of ltems
Alpha
711 3

Item-Total Statistics
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Scale Mean if Scale Variance | Corrected Item- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
BT1 7.0599 2.834 572 567
BT2 7.2218 3.502 475 .684
BT3 7.1479 3.165 547 .600
1.6 CS
Reliability Statistics
Cronbach's N of ltems
Alpha
.788 4
Iltem-Total Statistics
Scale Mean if | Scale Variance | Corrected ltem- Cronbach's
Item Deleted if Item Deleted Total Alpha if ltem
Correlation Deleted
Cs1 10.7993 5.313 .534 .768
CS2 10.8451 5.057 .602 .733
CS3 10.8768 5.479 .608 732
Cs4 10.9155 4,996 .648 .709
1.7 BL
Reliability Statistics
Cronbach's N of ltems
Alpha
791 4

Item-Total Statistics
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Scale Mean if | Scale Variance | Corrected ltem- Cronbach's
Item Deleted if Item Deleted Total Alpha if Item
Correlation Deleted
BL1 10.9120 6.837 .586 746
BL2 10.8768 6.759 .594 742
BL3 10.8345 6.796 .654 714
BL4 10.8979 6.884 .568 .755

2. Panh gia mo6 hinh do lwdong

2.1 Kiém dinh AVE

Cronbach's alpha

Composite
reliability (rho_a)

reliabi

Composite
lity (rho_c)

Average variance
extracted (AVE)

2.2 Kiém dinh HTML
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PQ

PV

0.159

0.066

0.330

0.550

0.367

0.231

0.411

0.499

0.722

0.615

0.153
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