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Nghién ciu sit dung phuong phdp phan tich dinh leong nhém dinh gid cdc nhn 16 anh hllunﬁ/)"
dén long vung thanh cia khach hang d6i vér nganh hang thoi trang nam i Viét Nam. Kéi
qud nghién ciiu cho thay, cdc nhan 16, gém: Su hai long: Hinh dnh; va Sy 1in cdy tdc dong
aén long trung thanh cita khdch hang d6i véi nganh hang thai rrang nam iqi Viér Nam. Dua
vao tieng nhan 16 anh hiedng, 1dc gii dwa ra cde gidt phap nhim néng cao long trung thanh
cia khdch hang déi vai nganh hang théi irang nam Viér Nam.

Tir khéa: long trung thanh, nganh hang thoi trang nam

Summary

The study employs quantitative analysis method to evaluate determinants of customer lovalty
1o the men's fashion indusiry in Vietnam. The resulis show that Satisfacnon: Image; and Trust
create an impact on customer loyaliy 1o the men’s fashion industry in Vietnam. Based on each
influential factor. the author offers solutions to improve customer loyalry.

Keywords: loyalty, men’s fashion indusiry

GI61 THIEU la xu hudng (nghia la khéng ngdu nhién).
s ddp Ung vé hinh vi (nghia 13 mua),
bi€u hién qua thdn gian, biing hinh dong
ra quyct dinh ddi vdi mét hodc nhidu
thudng héu thay thé trong s& mét ép

& thi trugng trong nude, ¢6 rat nhiéu thuong higu
thai trang nam, nhung khéng phdi thudng hiéu nao
ciing ton tgi ldu dii. Cic thuong hiéu thi trang nam

Viét Nam da trai qua khong it nhiyng kh6 khin, dai mit
Vi vo s6 thich thic 1Y thi truiing trong va ngoai nudc.
Tuy nhién, véi sy 08 luc, ¢ gng khdng ngling nght.
cdc thuong iéu 06 da d€ 1ai du dn ddm nét trong 1ong
ngudL tiéu dung Viét Nam. D€ 1am duge diéu 46, ho di
dg ra nhitng chi€n Juge kinh doanh phd hgp trong titng
giai doan ma trong tim chinh la khdch hang.

Chinh vi vy, nhém tic gid quy€t dinh chon dé tai
“Cidc nhan (8 dnh hudng dén long trung thanh cia
khiich hang d6i v6i ngdnh hing thdi trang nam tai Viét
Nam™ d€ nghién ciru.

CO_SG LY THUYET VA PHUGNG PHAP
NGHIEN CUU

Co'sé Iy thuyét .
lacoby vii Kyner (1973) né1 ring, long trung thinh

', ", Trudng Bai hoc Ngoai thuong
" Trugng Dai hoc Lao dgng - Xa hoi

hdp thiong higu nhur vay va 1a mt chire
nan% cua qud trinh tam ly (nghiﬁ la ra
quyét dinh. ddnh gig).

Long trung thinh cia khach hang
dudc dinh nghia 11 s cam k&t siu sac
ve viée mua lai hay 1iép e sir dung sdn
pham, dich vu trong wang lai, din 16
viée Tu_:x»h_:i cling theiong hiéu, mic du
c6 thé bj dnh hidng bei ho:\n.cé‘nh lcUnQ
nh nf’\'\?ng nd I clha déh thy canh‘lran;\
din dén hanh vi thay dg; (Olwver, 1999)

‘ Sau khi 1dng hap vid so siply (,AC ) 5
h!nh nghién ciu ¢ nide, 1de o1 1(}?
it ra nhitng wu diém vy ahge (; im
cia c;&; mé Mnh. Tir g, tic i3 IC.T
dinh st dung md hing cua Ku:umc'[‘:\?'ﬁ:

i 16y clia

v3 cdng su (2013) ki gy
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mo hinh nghién cdu. Tuy nhién, ddi véi
d& ai nganh hang thoi irang nam Viét
Nam, téc gid da bs sung, chinh sifa mét
s& nhin 16 va dé xuil md hinh nghién
cifu nhu Hinh.

Tit mé hinh nghién citu, nhém tdc gia
dita ra mt sG gid thuyét nhu sau:

HI: Sén phim c6 tic dong dén long
trung thanh cda khach hang d6i véi
thuong hiéu thdi (rang nam:

H2: Gi§ cé c6 14c dong dén 1dng trung
thanh cda khdch hang d&i véi thuong
hi€u thai trang nam;

H3: Dia di€m c6 (dc dong d&n 1dng
trung thanh cda khich hing d&i vdi
thuong hiéu thdi trang nam;

H4: Xiic ti€n ¢6 tdc dong d&n long
trung thanh cda khich hang d&i véi
thuang hiéu thdi trang nam;

HS5: Dich vy khich hang c6 tdc dong
dén long trung thanh cla khich hang d8i
v@i thudng hi€u thdi trang nam;

H6: Su hai ldng c6 tic dong dén
19ng trung thanh ca khach hing ddi vé
thuong hiéu thdi trang nam;

H7: Hinh dnh thuang hiéu c6 tic dong
d€n Jong trung thinh cda khich hang doi
vdi thuong hiéu thdi trang nam;

H8 Sy tin cdy 6 tdc dong dén long
trung thinh cta khich hang d8i véi
thudng hidu thdi trang nam.

Phitong phdp tiép cdn nghién citu

Tée gid st dung ca dif liéu so cap va
dit liéu thit c&p A€ (ién hanh nghién caru.
Dit ligu thit cdp duoe tham khdo riY cde
cong trinh nghién cifu di trude vé ldng
trung thiinh cda khich hing. DI liéu so
cép dugce thu thap tit 285 bang ciu héi
dieu tra di duge phin phdt 13i nhing
ngudsi dang sdng & khu vuc néi thanh Ha
N&i. K&t thiic diéu tra, san khi ki€m tra
vh loai bd nhing bang hdi bi 181, nghién
citu da thu duge 276 bang hdi hoan chinh.
Khdo sét duge thue hién trong nim 2019
(Bai viét sit dung cdch viét s thép phan
theo chudn quéc 1&).

KET QUA NGHIEN CUU CHINH

Kiém djnh h¢ s6'tin edy ciia thang do
Cronbach'’s Alpha

C6 7 nhin 18 duge sk dung aé klcm
dinh d§ tin cdy. Cidc nhdn (3 bao gom:
Sén phim (SP1-8 ); Gid cd (GCl-4);
Bia di€m (DDI1-4); Xic ti€h (XT1-6):
Dich vy khdch hing (DVI-9); Hinh
dnh thuong hieu (HA1-5), Sy tin ciy
(TC1-7). Nhitng bign quan sdt c6 chi s&

HINH' MO HINH NGHIEN c{U DE XUAT
\ HI
H2
~

Lang 1rung thianh
cdn khich hing

Sw har long

—

Dich vu
khach
hang

Hinh anh |

BANG I: TONG HGP HE 56 CRONBACH'S ALPHA C{IA CAC THANG DO

STT Tén {hanh phin S6 rgng bién quan sit [ Cran s Alph;

| [Sin mnm(sm _6 0.87]
Gidi ¢ii (GC 4 862|
Bia di€m (DD) 3

4 _[Xd¢tién (XT) 4 0.787]
Dich vu khich hang (DY) 0.83]
Hinh dnh thudng hiéu (HA) 0 860
Su tincdy (TC) [ q
Téne RE]

BANG 2: MA TRAN CAC NHAN T6 ANH HUSNG DEN S HAI LONG
CUA KHACH HANG SAU KHI XOAY (ROTATED COMPONENT MATRIX*)

C
1]213 /415
SP3 - Téu réit thich chit héu vii 714
SP4 - Thong tin n phiim rt diy dii 660,
SP5 - Miiu ma sin pham da dang .647]
SP7 - Bao gd1 sdn phim dep mat 856
SP8 - Th\l?mz xuyén cdp nhitede bd suu tip mdr -85S
phd hop véi chit lwdng 574
cd ¢6 tinh caph tranh 839
d phit hop v khd ndng 13i chinh cba 161 693
m Jai, gid cd rat he 816
(ta_hing nh 836
DD'( Vit cifa hing thudn uén 182
XT2 Toi thutsng xuyén nhin L]lI(YL c{sc un nhin \hn\v.n md1 731
835
JIR7
= 579
DV7-Té1 lhl!l}m: xuyén du‘UL 0f v 598
DV§ - Cl dch dor trd sip pham rit hap IV 897
DV9 - Ludn

ng nghe ¥ kién déng 26p cia khnch hang 833
juon Lah g 1 lie qia

Cronbach’s Alpha 16n hon chi s& Cronbach’s Alpha
chung cia thang do va cd tuong quan 3ng bién nho
hon 0.4 thi ](Jqll di € lam ting mie dé tin cdy cho
thang do. K&1 qua cho thiy. cdc bi€n quan st SPJ,
SP2,DDI, DD4, XT1. XT6, DV, TC7 khong dat yéu
ciu, nén tdc gid ti€n hanh loai bd cdc bigh nay. K&t
qué thu duge nhu Bang |.

Phén tich khdm phd nhan 8 khdm plla (EFA)

Cdc thén 16 dnh hidmg dén sy hiu long ctia khdch Imng

K&t qua phin tich cho thiy, h¢ s6 KMO =0 701 niim
trong khodng tir 0.5 dén | cho thdy, phin tich nhin 6
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BANG 3: HE SG CRONBACH'S ANPHA CdlA CA

PHAN MOl TRICH bugdc

STT Tén thanh phin | S0 lignghién | (
| [Sin phim 5
Gid e I —
Bia diém 2
Xic tién 4
Dich v 3
Tong 18

BANG 4: MA TRAN CAC NHAN TG ANH HUGNG DEN LONG TRUNG THANH
CUA KHACH HANG SAU KHI XOAY (ROTATED COMPONENT MATRIX*)

Component |
123
HA! - T6i c6 dn 1dng 16t vdi thudng hiéu 692 I
HA2 - Thugng hi¢u thih rang néi néng 888
HA3 - Quing bd hinh 3 thuang hiéu ril 792
HA4 - Owen luén co1 trong chit tin vér k 861
HAS - C6 nhiéu hoat dong chung tay vi cong ddng 774
C1 - Gid1 quyél thda ddng khi khdch hang c6 khicu nay 716
C3 - Téicdm thiy yén tim khi mua cdc san phim 73
[C4 - Ld Iua chon dAu tién cda 10i khi c6 nhu ciu 1 813
C5 - Dich vu khiich hang rit 161 1810
HL | - Thifong hi¢u dap dog (61 cAc phu cAu cia 16t ! 787
HL2 - Té1 s¢ gidi thidu véi moi ngddi I T T8
BANG 5: HE SG TIN CAY CUA CAC NHAN TG MOI TRICH BUgc
STT Ten thanh phén S lugug bi€n | Cronbach's Anpha
| |Hinh dnh thuong hiéu s 0.860
2 Sy tin cdy 4 0.766!
3 [Suhditong 2 0696
Téng 11

BANG 6: KET QUA GIA TR] THONG KE CAC NHAN TO TAC DONG T1
SU HAI LONG CUA KHACH HANG
Model Summary*
Model | R | R Square | Adjusted R Square Std. Error of the Estimate
| | .ssg 789 .762] .22145
4 Predictors: (Constant). Djch vu khach hang. xiic uén, dia diém. «in phim, gif ci_|
b _Dependent Variable: Sy hai dng ]

BANG 7: KET QUA PHAN TiCH HOI QUY ANH HUGNG
ClA CAC NHAN T DOI VGI 8¢ HALLONG COA KHACH HANG

Coelficients®
Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B |__Std. Error Beta
[(Constann 352 3.001 005
|sn phdm 069 209 3.062] 004
Gid ci 081 536] 5315 000
Pia diém . 051 378]  4.498] 1000
Xic tién E 078 .265|  -3021 004
Dich vu J 046 157 2089 046
. Dependent Variable S hai long

14 phi hgp. Bén canh dé, ki€m dinh Bartleu cho Sig. =
0.000 < 0.5, chifng t& cic bién quan sat c6 wong quan
v61 nhau trong 1éng thé. K& qué thu dugc nhu Bing 2.

Thi tuc ki€m dinb hé s3 tin cdy Cronbach’s Alpha
ctia 5 nhan 18 sau khi loai cdc bi€n quan sit khéng phiy
hop cho thay, cic nhidn 18 duge nhan dién c6 do tin cdy
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N hin
cao va didm bio ¢é
tich. K&t qu3 nhy B
Cdc nhén 16 danti i(0ng
trung thanh ciia khdicl. «wng 5 &
Can cir kétr qua i dinb hé dso
Cronbach's Alpha ciia cic thang 90
nhém tdc g da loai bo bién quan Sat
TC7, vi ¢6 chi s6 tin ciy Cmnbach‘s
Alpha cao hon chi s6 tin cdy chung et
thang do d€ nang cao d¢ tin cdy cho
thang do, ddm bao (inh chfnh xdc cho
nghién ciu. K&t qué thu vé nhy Bang 4.
Nghién ciu i&p tuc ién hanh xoay
nhin 18, Sau khi xoay 3 ldn va loai b6
cdc bi€n c6 k&1 qua < 0.5, k€t qua thu
duge 11 bi€n quan s41 c6 § nghia wr 13
bién quan sdt dua vao phan tich ban ddu.
Hé s8 KMO = 0.696 nim trong
khodng t¥ 0.5 d&n 1 cho thdy. phin
tich nhin 6 13 phii hgp. Bén canh ds,

~hia trong P’

dén 1ong

kiém dinh Barileu cho Sig. = 0.000 <
0.5, chifng 16 c4c bi€n quan sét c6 wong

quan v@i nhau trong 13ng (hé.

Thé we ki€m dinh hé s8 tin cdy
Cronbach’s Alpha ctia 3 nhan (8 trén cho
thily, ci 3 nhin 18 ¢6 do tin cdy cao va
dimbiocd ¥ ng,hia (Bing 5).

Phdn tich hoi quy

Céc nhin 16" énh huwdng dén su hai
long ciia khdch hang

Tir Bang 6 cho th'y, R? diéu chinh =
0.762 nhd hon R?=0.789. Do d6, diing R*
dicu chinh 0€ dénh gid mirc d§ phi hgp
(‘:}\‘xg_mqh\nh S€ an 102n hon vi n6 khong

n llp'hﬁng mic do phit hgp cda ma hinh.
Ngodi ra R? > 0.4 vi sai s chuin (Std.
Eror of the Estimation) déu dat yéu ciu.

Kétqui Bing 7 cho thiy, mic y nghia
L(Sig) cla tlt ¢ cde bicn: San phim;
Gid ¢&; Dia diém; Xiic tién thwone mat.
Duch vy bin hing déu dgy Sig. < 0,05,
Biéu nhy cho thay, chime cgly n .hizi
trong md hinh déng nghia v, viae o
Dign thién tng hay gidm he ¢ (g 1irme
b;en\puy deu 130 1 gy anh Ah\r(y o d“b
st hai long cha khﬁch.h;‘mu 46 ng den
|er(}X(nA’g hié}j thai trang namb 61 v6i chc

€t qua nghién ¢y 2 . 2

5 gid :huyé’t\fglnénncclzr‘:l ‘l\:“}l;% dinh, ci
Ha va HS dén o6t dapg yop 2 H2-
! ng dch hap
thugng hiéu thgi trang nap,

Phwong trinh hdi quy g
huf!ng‘dén SV hadi lon ciia nha'n 16 dnh
d6i v6i nganh hang thy; ray hdch hang
Nam nhyf sau: "2 mam vigt

HL = 1.057 + 021%gp
+0.228*DD + 02 7oy

+ 0,428+
+0 095.&0VGC

Kinh €43
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Cic nhdn 16" dnh huong dén long
trung thanh ciia khdch hang

Tir k€t qud Bing 8 cho thay, R? diéu
chinh = 0.566 nhé han R*=0.595. Do d6,
dung R* diéu chinh @€ danh gid mic do
phd hgp ciia md hinh s& an toan hon vi
né khong thdi phdng mic dd phh hop
ciia mé hinh. Ngoaira, R?> 0.4 va sai s6
chuin (Std.Eror of the Estimation) déu
dat yéu ciu.

K&t qua Bang 9 cho thdy, Su hii long;
Hinh dnh thuong hiéu; va Sy un cay
¢6 dnh hudng (41 1ong trung thinh cia
Kkhich hang déi vdi céc thuong hiéu thdi
trang nam, r 46 khing dinh gi3 thuyét
H6, H7 va H8. Phuong trinh hoi quy cdc
nhan 1§ dnh hudng d€n 1dng trung thinh
cia khdch hang dé'i vii ngz‘mh hang thai
trang nam Viét Nam nhu sau:

TT = 0.255 + 0.240*HL + 0.334*HA
+0.490*TC

KET LUAN VA MOT SO HAM Y
QUAN TRI

K&t qua nghién cdu cho thiy, cic
nhén 18, gdm: Sy hai 1ong; Hinh dnh; va
S tin cy tdc dong dén dng trung thinh
clia khich hang déi v6i nganh hang thyi
trang nam tai Viét Nam. Trén co sd k&t
qud nghién cifu, nhém tic gia dé xual,
ki€n nghi mot s& gidi phdp sau:

Mpt la, cic th{O’ng hiéu thoi trang nam
VigtNamnén phél 1ién céc dong sin pham
phd bi€n va md rong ching loai sin phim.
Bén canh d6, doanh nghigp phai quan thm
nhleu hon (G chat lugng hién i cla cdc
sin phim dang bin ra uén thj rru'Ung

Hai la, mot chinh sdch gid cd hop ly
han s& gitip doanh nghiép day manh ning
Iyc canh tranh ca minh. Nhifng mat hang
nhim vio d6i wong c¢6 mic thu nhip
trung binh ludn duy tri d mitc th&p han dai
thi canh tranh mdt gid. Nhitng mit hang
cao cdp v nhim vio ngud c6 thu nhap
cao luén duy (rl & mitc gid cao.

Ba la, m§ rdng dia ban kinh doanh la
giii phdp mi cdc thuong hiéu Viét Nam

TAILLEU THAM KHAO

BB

BANG 8: KET QUA GIA TRI THONG KE CAC NHAN TG ANH HUGNG T61
LONG TRUNG THANH €A KHACH HANG

Model Summary®

32!

|
2 Predictons (Con
b. D J

566
nt). Syt hiti [ong, hinh anh thugng miéu, W un ciy

Vanable. Long trung thanh

] BANG 9: KET QUA PHAN TICH HO! @UY ANH HUBNG
CUA CAC NHAN T6 DO1 VOI LONG TRUNG THANH CUA KHACH HANG

[ Coefficients*

Model Unsiandardized  |Standardized

B Coefficients Coel t Sig.
Std. Errer | Beta

(Constant) 2558 567 450 655
| HA 334 088] 373 3777 000

TC N 593 5.970| 000;

HL. .240) 110! 218! 2,179 038
D Varable' Long trung thanh

nén nghi d€n. Cdc nha quén tri cin quy hoach mé hinh
kinh doanh ctia minh theo quy mé dién tich, qua dé.
lmh todn dudc vi tri hgp Iy va (ao ra khong glan mua
sam rong ra1 va thudn tién cho khdch hing; ddng thai,
sip x&€p nhan sy hoat déng trong cia hang hgp ly han
dé phuc vy khdch hang dudc chu ddo.

D& thu hiit dugce sy chd ¥ cda khéch hang va kich
thich tiéu dung nhiéu hon nita, cic thuong hiéu cin
phii séng tao hon wrong cdc hoat djng xiic ti€n va hd
trg kinh doanh cGia minh, nhu: khuyén mai, ting qua,
cao tring thudng, 18 chifc c4c chudng tinh ca nhac hay

céc cudc thi qua dnh...

Bén la, n.mg cao hon nifa chat lugng ngudn nhin
Ivic tir khdu tuyén chon d&n khau diio tao. Vi nhén vién
c6 nang Iyc chuyén mdn, nhanh nhen va ¢6 thdi do lam
viéc chuyén nghiép sé ludn lam ting mdc d§ tin cdy
ctia khach hang, luén mang dén cho khach hang cam
gidc s€ dugc quan 1dm phuc vy mét cich nhiét tinh va
chu dio nhit khi d€n mua sim tai ddy vi qua dé gép
phin lam gia tang sy trung thanh cda khéch hang,

Nam la, cin luya chon mé hinh thuang higu hop ly
vii hinh thanh chién luge 8ng thé cho xiy dung va
phdt tri€n thuong hiéu. Ngodi ra, cic thudng hiéu nén
lyra chon nhitng KOL (Key Opionton Leader - ngudt
¢6 dnh hudng) phi hdp Va1 san pham ctia minh.

Sau la, cic nha quan 1§ nén quan tdm tinh chin
that, chinh xdc trong a1l ¢ cdc hoat dong 1P thi
va quiing cdo, nhu: (X 3 rdi, thdng tin trén internet,

poster..

. cling nhur nhifng cam kél vé sin phim va dich

vu, mit cdc thudng higu cung cap cho khich hing. a
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