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Tom tat 
Nghien cffu sff dung phuang phdp phdn tich dinh luong nhdm ddnh gid cdc nhdn id dnh huang 
de'n ldng trung thdnh cua khdch hdng ddi vdi ngdnh hdng thdi trang nam tgi Viet Nam. Kel 
qud nghiin cffu cho ihdy. cdc nhdn td. gdm; Sff hdi long; Hinh dnh; vd Su tin cdy ldc dgng 
di'n ldng Irung thdnh cua khdch hdng do'i vdi ngdnh hdng thdi trang nam tgi Viil Nam. Dua 
vdo Iffng nhdn id dnh hudng. ldc gid dUa ra cdc gidi phdp nhdm ndng cao long trung thdnh 
cua khdch hdng ddi vdi ngdnh hdng thdi trang nam Viil Nam. 

Tuf khoa: long trung thdnh. ngdnh hdng thdi trang nam 

Summary 
The study employs quantitative analysis method to evaluate determinants of customer loyalty 
to the men's fashion industry in Vietnam. The results show that Satisfaction; Image; and Trust 
create an impact on customer loyalty lo the men's fashion industry in Vietnam. Based on each 
Influential factor, the author offers solutions lo improve customer loyalty. 

Keywords: loyalty, men's fashion industry 

GIC(I THIEU 

O thi trifdng trong nUdc, cd ra't nhieu thu'Ong hieu 
thdi trang nam, nhifng khong phai thifdng hieu nao 
cung ton tai lau dai. Cac thu'dng hieu thdi trang nam 
VidtNam da trai qua khdng it nhij'ng khd khan, do'i mat 
vdi vd so' thach thiJc tif thi trffdng trong va ngoai nffdc. 
Tuy nhien, vdi sif no life, cd' gang khdng ngffng nghi, 
cac thu'dng hieu dd da de lai dau an dam net trong long 
ngffdi tieu dung Viet Nam. De lam di/dc dieu do, hp da 
de ra nhii'ng chie'n Iffdc kinh doanh phQ hdp trong tffng 
giai doan ma trpng tam chinh la khach hang. 

Chinh vi vay, nhdm tac gia quyd't dinh chpn de tai 
"Cac nhan td' anh hffdng dd'n ldng trung thanh cua 
khach hang dd'i vdi nganh hang thdj trang nam tai Vidt 
Nam" de nghien cffu. 

CO s d LY THUYET VA PHL/ONG PHAP 
N G H I E N CL/U 

Cd sd iy thuyi't 
Jacoby va Kyner (1973) ndi ring, long trung thanh 

la xu hifdng (nghia la khong ngau nhien), 
sff^dap ffng ve hanh vi (nghia la mua), 
bieu hien qua thdi gian, bang hanh dpng 
ra quye't dinh dd'i vdi mdt hoac nhieu 
thifdng hieu thay the trong so' mdt tap 
hdp thffdng hieu nhff vay va la mdt chffc 
nang cua qua trinh tam ly (nghia la ra 
quyet dinh, danh gia). 

Long trung ihanh ctia khach han^ 
d^dc dinh nghia la sif cam ke't sau sSc 
ve viec mua lai hay tie'p tuc sff dung san 
pham, dich vu trong tffdng lai, din tdi 
^',^';,r.^'^* '̂ "ng thffdng hieu, mac dii 
CO the bl anh hffdng bdi hoan canh,'cung 
nhif nhifng no luc cfiadd-ithii canh tranh 
dan den hanh vahayd6i (Oliver 1999) 

Sau kh, tdng hdp va so sanh cac md 
hmh nghien cffu CO trifdc, tac 0 , ^ ° rut ra nhffng u u d i ^ ^ , ^ - oa 

cua cac mo hinh. Tff do t^. - ^ 
dinh sff dung ind hinh l i ^ ' ^ ' ^ ^ y ^ ^ 
vacdng Sff ( 2 0 . 3 , . . ^ ^ ^ - ™ 

', ••, Trifdng Dal hoc Ngoai thifdng 
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md hinh nghidn cffu. Tuy nhien, dd'i vdi 
de tai nganh hang thdi trang nam Viet 
Nam, tac gia da bd' sung, chinh sffa mpt 
so' nhan td' va de xua't md hinh nghien 
cffu nhff Hinh. 

Tff md hinh nghien cffu, nhdm tac gia 
dffa ra mpt so' gia thuye't nhtf sau: 

HI: San pham cd tac ddng dd'n long 
trung thanh cua khach hang dd'i vdi 
thtfdng hidu thdi trang nam; 

H2: Gia ca cd tac dong ddn long trung 
thanh cua khach hang dd'i vdi thffdng 
hidu thdi trang nam; 

H3: Dia diem cd tac dpng de'n long 
trung thanh cua khach hang dd'i vdi 
thffdng hidu thdi trang nam; 

H4: Xuc tid'n cd tac dpng de'n long 
trung thanh cua khach hang dd'i vdi 
thffdng hidu thdi trang nam; 

H5: Dich vu khach hang cd tac dpng 
den ldng trung thanh cua khach hang dd'i 
vdi thtfdng hieu thdi trang nam; 

H6: Sff hai ldng cd tac ddng de'n 
Idng trung thanh cua khach hang dd'i vdi 
thtfdng hieu thdi trang nam; 

H7: Hinh anh thffdng hieu cd tac ddng 
de'n long trung thanh cua khach hang dd'i 
vdi thffdng hieu thdi trang nam; 

H8 Sff tin cay cd tac dpng de'n long 
trung thanh cua khach hang dd'i vdi 
thtfdng hieu thdi trang nam. 

Phuangphdp tii'p cgn nghien cffu 
Tac gia sff dung ca dff lieu sd ca'p va 

dff heu thff cap de tid'n hanh nghidn cffu. 
Dff lieu thff cap dffdc tham khao tff cac 
cdng tnnh nghien cffu di trffdc ve Idng 
trung thanh cua khach hang. Dff lieu sd 
ca'p dffdc thu thap tff 285 bang cau hdi 
dieu tra da dtfdc phan phat tdi nhffng 
ngffdi dang song d khu vffe ndi thanh Ha 
Ndi. Ke't thuc dieu tra, sau khi kiem tra 
va loai bo nhffng bang hoi bi ldi, nghien 
cffu da thu dffdc 276 bang hdi hoan chinh. 
Khao sat dtfdc thffc hidn trong nam 2019 
(Bdi vie't sff dung cdch vii'l sd Ihdp phdn 
theo chudn qudc te). 

KET QUA NGHIEN CLTU CHINH 

Kiem dinh h$ .so'tin cgy cua thang do 
Cronbach's Alpha 

Cd 7 nhan td' dffdc sff dung de kid'm 
dinh dp tin cay. Cac nhan to' bao gom: 
San pham (SPl-8 ); Gia cd (GCl-4): 
Dia die'm (DDl-4); Xuc tie'n (XTl-6): 
Dich vu khach hang (DVl-9); Hinh 
anh thffdng hieu (HAl-5); Sff tin cay 
(TCl-7). Nhffng bie'n quan sal cd chi so' 

HINH' MO HINH NGHIEN CdO DE XUAT 

Long Irung thanh 
ciia khach hang 

ich vu 
khach 

BANG 1: TONG HdP HE SO CRONBACH'S ALPHA CGA CAC THANG DO 
STT 

1 
7 

3 
4 

^ h 
7 

T^n thanh ohan 
Sdn pham (SP) 
Giii ca (GCI 
Dia diem (DD) 
Xiic lien (XTI 
Dicii vu khach hanp (DV) 
Hmh anh thifdng hieu (HA) 
S t / tmoav(Ta 
Ton? 

6 
4 
1 

4 
8 
5 
6 
35 

0.871 
0.862 
0.636 
0.787 
0,831 
0 860 
0 806 

BANG 2: MA TRAN CAC NHAN TO A N H HCTCiNG DEN SCT HAI LONG 
CCIA KHACH HANG SAU KHI XOAY (ROTATED COMPONENT MATRIX-*) 

SP3 - Toi rat thich cha't lieu vai 
SP4 - Thone tin ve san ohani ra't dav dil 

SP8 - Thifcine xuven can nhat cac b6 sKu tap mfli 

GC2 - Gia ca co tinh canh tranh 
GC3 - Gia ca ohu hdo vdi kha nane tai chinh cua toi 
GC4 - T6m lai. 2'\& ca rat hdn lv 

DD3 - Vl tn cu'a hane thuan tien 
XT2 - Toi thu'Sne xuven nhSn du'dc cac tin nhSn khuven mai 
XT3 - Cac chifrfni! trinh khuven mai rat hap dSn 
XT4 - Chifdne trinh in an khach hans diSn ra lien tuc 
XT5 - Cac chu-dne trinh auinii ciio rat an tUcfne 
DV7 - Toi thUcfnE xuven du'dc ur va'n khi mua hane 
DVS - Chinh sach doi tra san nham rai hdo lv 
DV9 - Luon ISna nphe v kien dons eoD cua khach hani; 

Co 
1 

714 
660 
,647 
856 
.855 

2 

574 
81') 

m^ 
816 

noon 

^ 

731 
.835 
.787 
,57M 

ent 
4 

.598 
897 
833 

5 

,836 
.752 

Cronbach's Alpha ldn htfn chi so Cronbach's Alpha 
chung cua thang do va co tifcfng quan tong bien nho 
hdn 0.4 thl loai di de lam tang mffc dd tin cay cho 
thang do. Kel qua cho tha'y, cac bid'n quan sat SPI, 
SP2, DDI, DD4, XTI, XT6, DVl, TC7 khong dat yeu 
cau, nen tac gia tid'n hanh Ioai bd cac bie'n nay. Kd't 
qua thu dffdc nhff Bang I. 

Phdn tich khdm phd nhdn tdkhdm phd (EFA) 
Cdc nhdn tddnh hudng den sff hdi long cda khdch hdng 
Ket qua phan tich cho thay, hd so' KMO = 0 701 nam 

trong khoang tff 0.5 dd'n I cho thay, phan tich nhan td' 
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BANG J; HE SO CRONBACH'S ANPHA CUA CAC 1 'v ' PHAN MOI TRICH oaOC 
S I I Tgnth^nhnh^n 

1 
2 
3 
4 
5 

Siin Dham 
Gia ca 
Bia diem 
Xiic tien 
Dich vu 
Tone 

5 

2 

3 
18 

0 867 
0.670 
0.787 
0777 

cao va dam bao co -• •:\da trong P 

BANG 4: MA TRAN cAC NHAN TO ANH HtfdNG DEN LOMG TRGNG THANH 
COA KHACH HANG SAU KHI XOAY (ROTATED COMPONENT MATRIX )̂ 

HA 1 - Toi CO a'n tu'dng to't vfli thu'dnu hieu 

HA4 - Owen luon coi irone chi? tin vdi khach hans 
HA5 - Co nhilu hoat dona chune tav vi cons done 
TC 1 - Gldl quvet thoa dane khi khach hang co khie'u nai 
TC3 - Toi cam thav ven tSm khi mua cdc san nham 
TC4 - La Ilia chon dau tien ciia toi khi co nhu cau 
TC5 - Dich vu khach hana rat to't 
HLI - ThJdna hieu dao iJne tot cac nhu cau ciia toi 
HL2 - Toi se gidi thieu vdi moi neUdi 

Comoone 
1 
692 
-8S8 
.792 
861 
774 

2 

.716 
71'' 
813 
811 

nt 
3 

.787 
-788 

BANG 5: HE SO TIN CAY COA CAC NHAN TO MCJl TRICH DflC}C 

STT 
1 
2 
3 

Ten thanh phin 
Hinh anh thu-dn); hieu 
Sif tin cav 
Sif hai long 
T6ng 

So ltfdng bi^n 
5 
4 
7 

11 

Cronbach's Anpha 
0,860 
0.766 
0 696 

BANG 6: KET QGA GlA TRI THONG KE CAC NHAN TO TAC DONG Tdi 
SG' HAI LONG CGA KHACH HANG 

Model Summary'' 

Model 
1 

R 
.888= 

R Square 
.789 

Adiusted R Square t Std. Error of the Estimate 
.7621 .22145 

a Predictors: {Constant), Dich vu khach hang, xuc tien, dia diem, sdn pham, Ria ca 
b Dependent Variable: Sif hai long 

BANG 7: KET QGA PHAN XiCH H 6 I QGY ANH HCfdMG 
CUA CAC NHAN TO DOl Vfll S(J HAI LONG CUA KHACH HANG 

lich. Ke't qua nhir Ba) „, , ,„„ 
:U)ng den long 

ihdcl. ill 
Can Cl? ke't qua 

Cdc nhdn to diil, 
Irung thdnh ciia khdcl. imng 

Coefficients" 

Model 
B 

Giaca 
Dia diem 
Xiic tie'n 
Dich vu 

Unstandardized 
Coefficients 

Std. Error 
1.057 
.711 
.428 
,228 
.237 
.095 

Beta 
.352 
069 
081 
051 
.078 
,046 

Standardized 
Coefficients 

299 
536 
378 

.265 

.157 

t 

3.001 
3.062 
5.315 
4.498 

-3 021 
2 059 

Sig. 

,005 
.004 
.000 
.000 

a Dependent Variable Sifhallong 

la phu hdp. BSn canh do, kietn dinh Bartlett cho Sig. = 
0.000 < 6.5, chu-ng to cac bie'n quan sat co Mdng quan 
vdl nhau trong t6ng t h l K6't qui thu dildc nhU Bang 2. 

Thii tuc kiem dinh he so tin cay Cronbach's Alpha 
ciia 5 nhan to sau khi loai cac bien quan sat khong phii 
hdp cho tha'y, cac nhan to dudc nhan dien co dp tin cay 

56 

. iiang 
, . . ue-ra dinh h? ?o 

Cronbach's Alpha ciia cac thang uo, 
nhom tac gia da Ioai bo bi6n quan sat 
TC7, vi cd chi so tin cay Cronbach s 
Alpha cao hdn chi so tin cay chung cua 
thang do de nang cao do tin cay cho 
thang do. ddm bao ti'nh chinh xiic cho 
nghien citu. Ke't qua thu ve nhil Bang 4. 

Nghien ciJu tie'p tuc tien hanh xoay 
nhan td'. Sau khi xoay 3 lan va loai bo 
cac bi6'n co ke't qua < 0.5, ke't qua thu 
duijc 11 bie'n quan sat cd y nghia tCr̂ l3 
bie'n quan sat dtra vao phan tich ban dau. 

He so KMO = 0.696 nam trong 
khoang tir 0.5 de'n 1 cho tha'y, phan 
tich nhan to' la phu hdp. Ben canh do, 
kie'm dinh Bartlett cho Sig. = 0.000 < 
0.5, chiing to cac bie'n quan sat co tifdng 
quan vdi nhau trong td'ng the. 

Thii tuc kie'm dinh he Sd' tin cay 
Cronbach's Alpha ciia 3 nhiin td'trgn cho 
tha'y, ca 3 nhan to cd do tin cay cao va 
dam bao co y nghia (Bang 5). 

Phan ticli hoi guy 
Cdc nhdn (o dnh hudng den sU hai 

long ciia khdch hang 
Tit Bang 6 cho tha'y, R- dieu chinh = 

0.762 nho han R'= 0.789. Do dd, diing R-
dieu chinh de danh gia mitc do phii hdp 
cua mo hinh se an tdan hon vi no khong 
thoi phong mttc dp phii hdp cila mo Mnh. 
Ngoai ra R' > 0.4 va sai sg chua'n (Std. 
tror of the Eshraation) deu dat yen cau. 

Ket qua Bang 7 cho tha'y. mtfc y nghia 
t (Sig.) cua tat cJ cac bie'n: San pha'm; 

n^i , ' " ' i!' *w " ' ^'^'^ «•» thieng mai; 
Dich vu ban himg d4u dat Sig < 0 05 
Bieu nay cho tha'y, chmig c6 y ngMa 
trong mo Mnh d6„g ngh,! vdi viec sU 
bien thien t u g hay g,J„hj,°.'^^'^*^jjJJ 

bien nay d6u tao ra sit anh 1 , ^ i " 
sit hai long cia khiieh h a * „ " ? • ^"^ 
thuong hieu thdi trang „,^'^*°>^«"='"^ 

Ket qua nghien ciiu khii„„ j - u • 
5 gia thuye't nghien cfl" r " « t l ? ' „ ? 
H4 va H5 d^u co tac 111 " ' ' " 2 , H3, 

sit hai long cua khach h a W - " " = ' '^° 
thifdng hieu thdi trang nZ ™' '^^'^ 

PhUdng trinh h S i q u , , , 
hudng den sit hai 16„g 2 ? " " » ^nh 
ddi vd] nganh himg thrii t. ^^'" h^ng 
Nam nhu sau: ^ " 8 nam Viet 

HL =1.057 + 1)21 „^p 
+ 0.22S*DD + 0 2 ' 7*^4 . L •''2*"GC 

"Dtfbao, 



Cdc nhdn to dnh hudng den long 
trung thdnh cua khdch hdng 

Tlf ket qua Bang 8 cho thay, R" dieu 
chinh = 0.566 nho hdn R-= 0.595. Do do, 
diing R' dieu chinh de danh gia miJc do 
phu hcfp cua ni6 hinh se an toan hdn vi 
no khong thoi phong miic dO phil hdp 
cua mo hinh. Ngoai ra, R- > 0.4 va sai so' 
chuan (Std.Eror of the Estimation) deu 
dat yeu cau. 

Ke't qua Bang 9 cho thay, SiJhai long; 
Hinh anh thu'dng hiSu; va Su" tin cay 
c6 anh hifdng tdi long trung thanh cua 
khach hang do'i vdi cac thu'dng hieu thcfi 
trang nam, tii do khang dinh gia thuye't 
H6, H7 va H8. Phu'dng trinh hoi quy cac 
nhan lo' anh hu'dng den long trung thanh 
cua khach hang ddi vdi nganh hang thdi 
trang nam Viet Nam nhU sau: 

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

KET LUAN VA MOT S6 HAM Y 
QUAN TR!' 

Ke't qua nghien cu'u cho thay, cac 
nhan to, gom: Sif hai long; Hinh anh; va 
Sif tin cay tac dpng den long trung thanh 
cua kh^ch hang do'i vdi nganh hang thdi 
trang nam tai Viet Nam. Tren cd sd ke't 
qua nghien cu'u, nhdm tac gia de xua't, 
kien nghi mot sd giai phap sau: 

Mdt Id, cac thifdng hieu thdi trang nam 
Viet Nam nen phat trien cac dong san pham 
pho bien va md rgng chung loai san pham. 
Ben canh do, doanh nghiep phai quan tam 
nhieu hdn tdi chat lifdng hien tai cua cac 
san pham dang ban ra tren thi tnfdng. 

Hai Id, mgt chinh sach gia ca hdp ly 
hdn se giup doanh nghiep day manh nang 
life canh tranh cua minh. Nhu'ng mat hang 
nham vao ddi tifdng co mu'c thu nhap 
trung binh luon duy tn d mu'c thap hdn dd'i 
thu canh tranh mot gia. Nhflng mat hang 
cao ca'p va nham vao ngifdi cd thu nhap 
cao luon duy tri d mifc gia cao. 

Ba Id, md rdng dia ban kmh doanh la 
giai phap ma cac thu'dng hieu Vi6t Nam 

BANG 8: KET QOA GlA TRl THOMG KE CAC NHAN TO ANH HlldnQ TCil 
LONG TRUNG THANH CQA KHACH HANG 

Model Summary^ 
Model R R Square Adjusted R Square I Std. Error of the Estimate 

.772-1 .5951 _ " .5661 .329 
a. Predictors' (Constant). Sif hai long, hinh anh ihifiJiig hieu, '• 
b. Dependent Variable. Long trung thanh 

B A N G 9: KET QUA PHAM TICH HOl QUY ANH HOfdNG 
CUA CAC NHAM TO DOI Vdl LONG TRGNG T H A N H CUA K H A C H H A N G 

Model 
B 

I 

(Constantl 
HA 
TC 
HL 

Unstandardized 
Coefficients 

Std. Error 
255 
334 
.490 
.240 

Beta 
567 
088 
082 
. l ie 

Standardized 
Coefflcients 

.373 

.595 

.218 

t 

- 4.'i(l 
3 777 
.5.970 
2.179 

Sig. 

,655 
000 
000 
.035 

a Dependent Variable' Long trung thanh 

nen nghi de'n. Cac nha quan tri can quy hoach mo hinh 
kinh doanh cua minh theo quy mo dien tich, qua do, 
tinh toan difdc vi tri hcfp Iy va tao ra khong gian mua 
sam rdng rai va thuan tien cho khach hang; ddng thdi, 
sap xep nhan sî  boat dpng trong cfla hang hdp ly hdn 
de phuc vu khach hang difdc chu dao. 

De thu hut du'dc sff chu y cua khach hang va kich 
thich ti6u dling nhieu hdn nfla, cac thu'dng hi6u can 
phai sang tao hdn trong cac hoat dong xuc tien va ho 
trd kinh doanh cua minh, nhfl: khuyen mai, tang qua, 
cao trung thfldng, td chflc cac chfldng ti-inh ca nhac hay 
cac cudc thi qua anh... 

Bdn la, nang cao hdn nu'a chat Ifldng nguon nhSn 
lu'c tfl khau tuyen chon de'n khau dao tao. Vi nhan vien 
cd nang li/c chuyen mon, nhanh nhen va cd thai do lam 
viec chuyen nghiep se luon lam tang mflc do tin cay 
cua khach hang, ludn mang den cho khach hang cam 
giac se dfldc quan tam phuc vu mot each nhiet ttnh va 
chu dao nliat khi de'n mua sam tai day va qua dd gop 
phan lam gia tang sfl trung thanh cua khach hang. 

Nam Id, can lfla chpn md hinh thfldng hieu hdp ly 
va hinb thanh chien Ifldc tdng the cho xay dflng va 
phat trien thifdng hieu. Ngoai ra, cac thifdng bieu nen 
lifa chgn nhflng KOL (Key Opionion Leader - ngfldi 
cd anh hfldng) phii bdp vdi san pham cua minh. 

Sdu Id, cac nha quan ly nen quan tam tinb chan 
that, cbinh xac trong ta't ca cac boat dpng tie'p tbi 
va quang cao, nhu': tfl td rdi, thong tin tren internet, 
poster... cung nhfl nhflng cam kdt ve san pha'm va dich 
vu, ma cac thfldng bieu cung cap cho khach hang.Q 
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