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ng trung thanh giip doanh nghiép bén 1é tdn tai, ning cao I¢i nhudn va phat

trién bén vitng. Nghifn cdu nay nhim ki€m nghiém mdi quan hé gilta mdt s8 y€u td lién quan

dén nhan hang riéng

khach hang siéu thi

1y 56 liéu theo md hy

thu thgp théng qua
dia ban TP. H Chi
“Long trung thanh si
cdm xic, Gid tri mu

gid tri mua sim va truyén cdm hitng khdch hang dén long trung thanh cia
i thi trudng Viét Nam. Phuong phap nghién cu dinh lugng v6i k¥ thuat xi
h hdi quy bdi dudc 4p dung trong nghién citu nay. Thong tin sd cdp duge
30 sdt 500 ngudsi tiéu diing 6 mua sim nhin hang riéng tai cdc siéu thi trén
inh. K&t qui phan tich hdi qui bdi cho thiy ¢6 4 y&u (& ¢6 tic dong dén
u thi”, bao gdm: Tin tdng chit higng nhan hang riéng, Gid tri mua sim theo
sim theo lgi ich va Truyén cdm hitng khdch hang. K&t qud nghién citu nay
4t trién cdc mo hinh 3 chifc hay chién ludc bén 1¢ dya trén nhitng mdi quan
vire cu thé nhu 13 nginh bén }é moé hinh siéu thi. Khim phd mdi cia nghién

citu nay 12 m6i quar hé gifta “Truyén cdm hitng khdch hang” vad “Long trung thanh siéu thi”

trong bai cdnh cé tié

i ding nhin hang riéng cda siéu thi.

Tit khéa: Siéu thi, nhiin hing riéng, gid tri mua sim, truyén cdm hitng khdch hang, long trung

thanh siéu thi.

1. Gigi thi¢u

Khéch hang trung thﬁlnh cla siéu thi 12 ngudi

tiéu dung dén mua si

d mot siéu thi thudng

xuyén nhat. Khdch hang trung thanh déng vai tro
guan trong déi vdi siéy thi bdi vi ho thudng chi

tiéu nhiéu hon khi mua

s3m vi mang lai nhiéu Igi

nhuin hdn cho siéu thi (Gentry va Kalliny, 2012).
Theo Gentry vi Kalliny (2012), ting trudng dua
trén nén tdng khich hang trung thinh cta cia
hang (siéu thi) mang d€n cd hdi ning cao ldi
nhudin va phat trién kinh doanh bén virng. Hon thé
nita, Seenivasan (2011) vad Hassan (2012} cho
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rang, 1ong trung thinh la thinh t& chinh tao nén
thanh cdng cla siéu thi. Theo quan diém cia
ngudi tiéu ding, dat duge gid tri muc ti€u mua
sim cd bdn 1A quan trong d6i vdi tit ci cdc giao
dich thanh cdng (Holbrook, 1994). Mot chién luge
mang lai gid tri cho khdch hang ddng thdi tao
duge hanh vi trung thanh 14 mdt thach thitc 18n cho
cdc nhi qudn tri vi marketing cida si¢u thi (James,
2012; Hassan, 2012).

Thuong hiéu nhan hang riéng (NHR) ¢6 tic
ddng sdu sdc dén chién luge canh tranh va syt khdc
bi¢t cda nha bdn I1é (Lymperopoulos vi cong suf,
2010), cai thién hinh dnh clfa hing, gia ting hinh
anh nha bdn 1€ va tao long trung thanh khach hiang
(Ailawadi va cong su, 2008; Beneke, 2010). Pi cé
nhitng nghién citu vé méi quan hé giita si¥ dung
hang héa thuong hiéu NHR va 1ong trung thanh véi
si€u thi (Corjstens va Lal, 2000: Ailawadi va cong
su, 2008; Ipeck va cOng sy, 2016). Nghién ciu cha
Do Vale va cong su (2016)  BS Pao Nha cho thay
chit lugng NHR Ia y&u t6 duy nhit tic dong dén
trung thanh thiong hiéu NHR, tir d6 tic dong dén
long trung thanh siéu thi d6i v8i cdc siéu thi ¢é
dinh vi gid trung binh va cao cip. Theo cic nghién
cifu trde d6, mdt nha ban 1é ¢6 thé cung cip ca
gid tri cdm xidc va 1¢i ich trong suét qud trinh tri
nghiém mua sim (Sherry, 1990). Lee va Hyman
(2008) nhin manh riing, sy twong déng cdm xic va
chifc ndng gitta cdc clra hang vi NHR ¢6 thé 13 mot
trong nhitng cd s¢ cla 1ong trung thinh siéu thy.
Nghién ctfu ctia Manasseh va cOng sy (2012) tai
chdu Au cho thd'y cam hing cita khdch hang la mot
trong nhiing nhu cdu duge bd sung bdi sif tich hdp
linh hoat hon s& lugng di€ém ti€p xiic clia khéach
hiing ngay cang ting lam cho ho ¢dm nhin dudc
gid tri ma ho khong thé tim thiy & ndi khic, Nhur
vy, truyén cdm hing cho khich hang c6 gép phin
gia ting long trung thanh si€u thi cia khach hing
hay khong?

Nghién cifu ndy xem xét tdc dong dbng thdi
clia cdc y€u t6 NHR, gid tri mua sim va truyén
cdm hitng khich hang dé€n 1dng trung thinh vdi
siéu thi tai mot thi trudng chuyén ddi nhu Viét
Nam xem ¢6 gi khdc biét so vdi cdc két qud
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nghién cifu trudc d6 & cdc thi trudng khic. Pay la
nghién citu ddu tién vé mét quan hé giita truyén
cdm hitng khdch hang va long trung thanh khich
hang sau khi Bottger va cong sy (2017) phat trién
thang do ludng Truyén cdm hitng khdch hang
trong Tinh vyc marketing. K&t qud nghién cifu gép
phan bd sung vio Iy thuyét hanh vi ngudi tiéu
dung trong nganh bdn lé siéu thi tai cdc nudc dang
phét trién, ddng thdi dong gép vio viée phdt trién
cdc chién luge bdn 1€ dya trén nhitng m&i quan hé
nay trong nganh bdn 1é mo hinh siéu thi.

2. Cd sd Iy thuyé&t

2.1. Long trung thanh cia khdch hang doi voi
hé théng siéu thi (goi tdt la Long trung thanh siéu
thi - TTST)

Long trung thanh cia khdch hing tao thinh
mét muc ti€éu cd ban cho viéc hoach dinh thi
trudng chi€n luge (Kotler, 1984) va 14 cd sd quan
trong d€ phdt trién mét Igi thé canh tranh bén
vitng. Dick va Basu (1994) dinh nghia long trung
thanh nhv 14 m&i quan hé giita thdi d6 ¢4 tinh
tuong ddi véi mot thuc thé (thuong hiéu/ sin
pham/ dich vy/ clta hang/ nha cung cdp) va hanh
vi lui tdi cia khich hang quen. Long trung thanh
véi cita hang (store loyalty) la mét “phdn @ng
hanh vi (nghia 13, ghé thdm lai) phi ngiu nhién
d6i véi mdt cla hang trong mét tip hgp (hé
théng) cdc clia hang, d6 12 mét chifc ning ciia cdc
qua trinh tim ly din dé€n cam k€t thyong hiéu™
{(Bloemer va de Ruyter, 1998, p.500). Dinh nghia
nay xem xét su khdc biét gilta 1ong trung thanh
vé thdi d6 v hanh vi ma Dick va Basu (1994) d3
dua ra. Long trung thanh vé mit thdi do ddi héi
mét lién két tdm 1y véi ngudi ban; ldng trung
thanh theo hanh vi (vi du: hanh vi mua hang lip
lai duge quan sdt) khong nhat thiét doi héi mot
cam k&€t manh mé& vé mit tim Iy nhung thay vao
d6, né c6 thé dugce thic diy bdi cdc yéu (6 tinh
hudng, ching han nhu vi i hodc quing cdo
khuyén mai. Knox va Denison (2000) xem 1dng
trung thanh vdi cira hing ¢é lién quan 181 khuynh
huéng coa khdch haing mudn thudng xuyén dén
mua ¢ mot cita hing hay mét chudi cita hiing cu
thé theo th&i gian. Trong nganh siéu thi, long
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trung thanh cla khich hang dé cap dén viéc
khach hang sin sang }ip ki cdc chuy&€n mua sdm
cGia minh tai mdt siéu thi (frong m6t hé théng siéu
thi) va gidi thiéu siéu thi 46 vdi nhiu ngudi khdc
(Baker va cong su, 2002, Birohi va cng su, 1998;
Zeithaml va chng su, 1996, trich trong Nguyen va
cong sy, 2007).

2.2. Méi quan hé gi
Long trung thanh siéu thi

Nhdn hang riéng va

Nhin hang riéng 1a thudng hiéu thude s& hitu
ctia nha bdn 1€, do nha Bin 1& ki€m sodt va ban
déc quyén trong hé théng cda ho (Baltas, 1997).
NHR 13 mét phin cfia hapg héa trong siéu thi va
14 cong cu canh tranh chifn luge clia cdc nha bin
1€ hién nay (Liu va Warlg, 2008). M&i quan hé
gitra st dung NHR va TTBT dugc khdi quat hda &
nhitng thi trudng khic nhau nhy Ha Lan, Ty Ban
Nha, Pitc, Thé Nhi Ky|(Ailawadi va cdng sy,
2008; Martos-Partal va [Gonzalez-Benito, 2011;
Gonzalez-Benito  va | Martos-Partal,  2012;
Koschate-Fisher va cong sy, 2014; Ipek va cdng
sy, 2016). Do diéu kién kinh t& - x4 hdi va hanh vi
clia ngudi tiéu diing & mdi quéc gia 13 khdc nhau,
mdi quan hé gita viéc $& dung NHR va TTST
cling thé hién khdc nhau.

Pi vio chi ti€t cdc y&p t6 lién quan dén NHR,
nghién cifu tich hgp cip Do Vale vd cdng sy
(2016} & thi trudng BS Bao Nha khing dinh mdi
guan hé gitta NHR va TTST, trong d6 chi ¢6 chat
lugng NHR ¢6 tdc dong ¢én trung thainh NHR va
TTST. Bdi vi NHR thudng mang tén chudi cita
hang bdn 1€ va theo nghién cttu clda Calvo Porral
vi Levy-Mangin (2016)| tai thi trudng Tdy Ban
Nha, s quen thugc NHR ¢6 tic ddng manh meé
d&n ¥ dinh mua va 1dng trung thanh cla khéch
hang. Nghién c¢ifu cia Djallo (2015) tai thi trudng
Viét Nam vé viéc sit dung NHR cho thd'y hinh &nh
gid NHR va gid tri cam nhiin NHR c¢6 tic ddng
manh nhit dén viéc sl dung NHR. Tuy nhién,
nhin thic hinh dnh ctg hang lai khong cé tic
dong manh dé€n viéc st dung NHR tai Viét Nam,

vi né chi ¢6 tdc dong
nghién ¢iu cda Diallo (
(2011) § nhitng thi trudng

ian ti€p - ngudgc lai vai
PO12) va Wu va cdng su
t m&i noi khic.

St dung NHR va trung thinh NHR dudc
chitng minh 13 ¢6 tdc dong d€n TTST & cdc thi
trudng khdc nhau, trong dé ¢6 dé cip dén tdc
dong cla cdc yéu td lién quan, nhu: dinh vi gid
cd NHR, chit lugng NHR, su quen thuéc NHR,
s tin twdng NHR, gid tri ¢cdm nhidn NHR, hinh
dnh ctta hang,.. Ngudi tiéu dong tin tudng vio
NHR phan 16n ho vi tin vio uy tin clia siéu thi va
vl ho cdm nhén t6t vé chit lugng NHR (Calvo
Porral vd Leve-Mangin, 2016). Nghién ctu ndy
gid dinh ring cdc y€u t§ lién quan dic diém
nhin hang riéng, nhy: Tin twdng chit lugng
NHR, Gid ca NHR, Su quen thudc NHR cé tic
dong trirc ti€p dé€n TTST tai Viét Nam. Gid
thuyé€t ditra la:

Gia thuy€t H1: Co mdi quan hé thudn chiéu
gitta Tin tuéng chdt lugng NHR va TTST

Gid thuy&t H2: C6 méi quan hé thudn chiéu
gita Gid cd NHR va TTST

Gia thuyét H3: Co mdi quan hé thudn chiéu
gitta Su quen thudéc NHR va TTST

2.3. Méi quan hé gita Gid tri mua sdm va
Long trung thanh siéu thi

“Gid tri 1a it cd cdc y€u t6, cd dinh tinh va
dinh htgng, chi quan va khdch quan tao nén trdi
nghiém mua sim hoan chinh™ (Schechter, 1984;
trich trong Zeithaml, 1988, trang 13). Babin va
cong su (1994) di nghién citu gid tri mua sdm va
xdy dyng thang do gém 2 thanh phin 13 gid trj
mua sdm theo Idi ich va gid tri mua sdm theo
cdm xdc¢. Gid tri mua sim theo lgi ich bao gém
cdc bi€u hién vé viéc thanh cong va/hodc that
vong vé viéc cé thé (hoic khong thé) hoan thanh
nhiém vy mua sim (Babin va cdng su, 1994).
Gi4 tri cAm xiic bt ngudn tif niém vui vi/hoic
siy phan khich tif trdi nghiém mua sim, hoic
thodt khéi hoat dong hing ngdy nhd vao viéc
mua sam (Carpenter va cdng su, 2005).

Theo 1y thuyét thi bic (means-end theory)
cia Gutman (1982), gid tri 13 y€u t6 chi phdi
trong md& hinh mua hang cla ngudi ti€éu ding.
Nhitng nghién cttu trvde ddy vé gid tri mua sim
dng ho mdi lién hé gilta gid tri mua sdm va két

$6 19 - Thang 8/2020 267



TAP CHi CONG THUONG

qud bdn 1& nhy sy hai 1dong va long trung thanh
cia ngudi tiéu ding (Babin va céng su, 1994;
Dawson va c¢fng su, 1990). Carpenter va
Fairhurst (2005) k€t ludn riing, gid tri mua sim
cd vé 1gi ich va cdm xdc déu ¢6 tic dong tich cuc
dén sy hai ldong va long trung thinh clia khich
hang ciing nhu hanh vi lan truyén clia ho trong
linh vuc hang thoi trang tai Hoa K. Theo Mishra
{2014), gid tri mua sim trong bdi cdnh ¢é tiéu
duang NHR tai siéu thi ¢6 tdc dong dé€n su hai
long ctia khiach hang va sy hai long cia khich
hing ¢6 tic ddng manh mé& va tich cyc d€n long
trung thinh cia khdch hiang vd hanh vi lan
truyén (WOM communication) vi ¢6 tic dong
nguge chiéu vai y dinh chuyén d6i, Nghién ciu
ctia Davis (2013) tai thi trudng Trung Qudc cho
thdy, ngudi tiéu dung Trung Quéc cé dudc gid tri
mua sdm theo Igi ich khi mua sim & siéu thi lam
cho ho hai long hon. Dya trén nhitng két qud
nghién ciu trén diy, gid thuyé&t ditra 1a ¢é tic
déng tuong wr gitta gid tri mua sim va TTST tai
thi trudng Viét Nam:

Gid thuyé&t H4: Co mdi quan hé thudn chiéu
giva Gid tri mua sdm theo l¢i ich va TTST

Gid thuyét H5: Co mdi quan hé thudn chiéu
giita Gid tri mua sdm theo cdm xiic va TTST

2.4. M6i quan h¢ giita Truyén cdm hiing
khdch hang va Long trung thanh siéu thi

Bottger va cong su (2017) dinh nghia truyén

Hinh: Mé hinh nghién clu

cdm hitng khdch hing, trong bdi cinh marketing,
12 mot trang thdi ¢é déng e nhi't thdi clia khich
hang tao diéu kién cho viéc chuyén déi tir viéc
ti€p nhin ¥ nrdng marketing sang ndi luc tim
ki€m muc tiéu tiéu ding ¢é lién quan. Binh
nghia nay dudc xdy dung dva trén mé hinh
truyén tdi cdm hitng néi chung ciia Thrash va
cdng sy (2010) vd mang tinh dic trung cho Iinh
vuc marketing. Thang do truyén cdm hiing khdch
hing véi 2 thinh phidn gédm thanh phin nhin
thie nhu 13 nguén cdm hitng va déi v8i thanh
phin tao dong co nhy 1a truyén cdm hitng.

Park vi cOng sif (2013) dé xui't riing cdc cong
ty cung cAp trdi nghiém ddy cdm hiing va phong
phi c6 thé durge hudng lgi tir viée gia ting su gin
b v4i thuong hiéu. Tucng ty nhy viy, truyén
cdm hiing khdch hiing cé th€ gia ting long trung
thanh cta khdch hiang, bdi vi né tao ra mdt cdm
gidc k€t ndi v4i doanh nghiép (Hart, 1998).
Carunana (2002} khim phd ra ring trdi nghiém
mua sim ciia khdch hiing ¢ tic dong ri't 16n dén
théa min khdch hang va long trung thanh. Vi
vy, gid thuy&t ditra la:

Gid thuyé&t H6: C6 méi quan hé thudn chiéu
giita Truvén cdm hing khdch hang va TTST

2.5. M6 hinh nghién ciiu

Nhitng gid thuyét nghién cfu dugc md hinh
héa & Hinh dudi ddy: (Xem Hinh)

——— H1

[ Truyén cam hiing khach hang

[ Tin tuéing chat lugng NHR ]_
CAC YEUTS
NHAN HANG ( GiacanHR =
RIENG
[ Quen thuse NHR j_
- [ Gid try mua sém theo Igi ich )—
MUA SAM ,
[ Gia tr) mua sdm theo ¢am xic )—
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3. Phuong phap va m

nghién ciu

3.1. Phuong phdp nghién cdu

Nghién ctru dugce thuc
nghién citu s¢ by bing p

i€én thong qua hai budc:
udng phap dmbh tinh va

nghién cifu chinh thitc Hing phudng phdp dinh

lugng. K€t qué nghién cdu dinh tinh dua ra bgng
ciu hdi gdm 6 bi€n doc 1ip c6 t0ng cong 35 bién
quan sdt v bién phu thugc 1a trung thanh siéu thi
gdm 5 bi&n quan st ding d€ khdo sat théng tin so

cAp tiY thi trudng.

Thang do cho cdc bidn trong mé hinh (Xem
Hinh) dugc ké thira of cac nghién ciu trude diy,
cu thé 1a: thang do TTST k€ thira tir nghién cifu

cia Nguyen vd cOng sy

(2007 va Do Vale va

cong sy (2016); thang dp Tin tudng chét lugng
NHR (TTCL) k€ thira tif thang do ctia Do Vale va
cOng su (2016), Chaniostgkis va cdng sy (2009) va

Spott va Shimp (2004);

(GC) sit dung thang do ]

va cOng su (2016) va D

thang do Gid ca NHR
nghién cifu ctia Do Vale
allo va cOng su (2015);

thang do Quen thudéc NHR (QT) k€ thira tif nghién
cifu ciia Zhou va cdng su (2010), Gonzalez-
Mieres va cong su (2006) va Calvo-Poral va

Levy-Mangin (2016); th
theo lgi ich (GTLI) k€ th
vi cOng sy (1994); thang
cam xic (GTCX) k& th
{1994), Nguyen va cdng
cong sy (2015); va thay
khach hing (TCH) k€ th
va cOng sy (2017).

Diéu tra thye 1€ i cd
Hé Chi Minh dugc thyc

ang do Gid tri mua sim
jra tit thang do cia Babin
do Gi4 tri mua sim theo
fa tif Babin va cOng su
su (2007) va Pouders va
g do Truyén cdm hing
ra thang do cla Bottger

¢ siéu thi trén dia ban TP.
hién tif thang 8/2017 dén

thing 9/2017. S6 liéu sau d6 duge xir 1y bing

phuong phéap hdi quy tuy
phan mém SPSS.
3.2. Mdu nghién citu

E'n tinh boi qua cong cu la

Phuong phdp chon miu thuin tién véi kich
thude miu dude x4c diph theo Hair va cOng su
(2006). Nghién ciu dupc thyc hién théng qua

phdng van tryc ti€p khd

ch hing mua sim tai cdc

siéu thi Coopmart, Big(, Lottemart, Vinmart tai
TP. H6 Chi Minh. V@i 500 bing cau héi duge phat

ra, két qua thu v& 473 bang ciu héi dat yéu ciu
(94,6%), trong d6 ¢6 19,7% dip vién 13 nam,
80,3% ngudi 14 nit. Pdp vién ¢6 d6 ol tir 15 dén
35 tudi chi€m 58.2% - day 1a d¢ twdi chi€m ti 1¢
cao trong tdng din s& cid nudc, dic biét 1a G TP.
1§ Chi Minh, Phan 1n gdp vién 1 nguvi di lam
(chi€m ti 16 65,9%) v 51,4% 14 cong nhin vién
hoic vién chic, 19,9% ddp vién la ngudi ndi trg -
ngudi c6 nhiéu thuin Igi trong mua sdm vi it bi
ring budc vé thoi gian so v&i ngudilam viée.

4. K&t qua nghién cifu

4.1. Bdnh gid dj tin edy thang do

Céc thang do khdi niém nghién cfu trudc tién
dugc dinh gid biing hé sd tin cdy Cronbach’s
Alpha va phén tich nhin t5 khdm phd (EFA). Két
qua cho thdy, Cronbach’s Alpha cia cdc thang do
déu dat yéu cdu (¢>0,6). Phan tich nhin t6 khdm
phdi (EFA) cé két qud 1a hé s6 KMO=0.938
(0.5<KMO<1), ki€m dinh Barlett c6 mitc y nghia
Sig.= 0.000 cho thdy phan tich nhin t6 14 thich
hgp. Bi€n quan sat GTLIS, GTCX2, GTCX3 cé
hé s6 tdi nhan t6 nhd hon 0.5 nén bi loai ra khoi
mo hinh. K&t quéd EFA cho thiy 6 nhan 3 trich
gidi thich dugc 66,497% phuong sai cdc bi€n quan
sdt tai Eigen value la 1,089. Do vy, thang do rit
ra [A chdp nhin dugc, md hinh nghién cidu khéng
thay d8i, bao gém 6 bi&n d6e 1dp va 1 bi€n phy
thudc va dudc st dung cho phan tich héi quy
tuyén tinh boi.

4.2. Kiém dinh gid thuyét

M4 hinh hdi quy tuyé’n tinh bdi dudc sit dung
d€ ki€m dinh gia thuy&t cia mé hinh va duge thuc
hién bing phuong phdp Enter. K& qui tai Bang
cho thi'y (Xem Bing) mdi lién hé giita 4 bi€n Tin
nrdng chat lugng NHR, Gid tri mua sim theo lgi
ich, Gi4 tri mua sim theo cdm xic vd Truyén cdm
hing khdch hiing véi bi€n phu thugc Y 1a Long
trung thanh siéu thi déu c6 ¥ nghia véi mifc gid tri
Sig. <0,05. Hai bi€n Gid cd NHR va Quen thudc
NHR cé hé s& beta gin biing 0 va khong ¢6 ¥
nghia théng ké (Sig.>0,03).

Hé s8 R? hiéu chinh 13 0,510, nghia 1 khodng
51,0% bién thién cia TTST dudc gidi thich bdi sy
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Bdng. Két qud mé hinh hdi quy tuy&n tinh

H& s5hdi quy chuachunhéa | H4 s8'hdi quy chudn héa |
Model t Sig.
! B Sai 6 chudn Beta
7C0nstant) 1,148 218 5,280 ,000
| GiacaNHR 021 033 -024 63t | 528 |
Tin tudng chat luong NHR 287 | o048 265 5989 | 000
Quen thuoc NHR 001 044 002 033 | 974 |
Giétmuasémteoloiich | 101 T 2259 | 024
Gia tr) mua sam theo cam xic | ,296 ,045 320 7,052 ,000
Truyén cam hingknachhang | 151 ) 180 4183 | 000 ]

khidc biét ciia bon thinh phan, dé la: Tin twdng
ché't lugng NHR, Gid tri mua sdm theo Igi ich, Gig
trj mua sdm theo cdm xdc va Truyén cdm hing
khdch hing. Phan con lai la 49,0% bién thién cla
Long trung thianh siéu thi dudc gidi thich bdi cdc
bi€n s6 khdc ngoii mé hinh va phin du.

Mb hinh héi quy tuyén tinh cudi ciing duge
bi€u thi nhu sau:

Y = 0,320GTCX + 0,285TTCL

+ 0,180TCH + 0,103GTLI

Trong d6: Y: Long trung thanh siéu thi;

GTCX: Gid ui mua sdm theo cam xuc;

TTCL: Tin tudng cha't lugng NHR;

TCH: Truyén cAm hing khdch hiing:

GTLI: Gid tri mua sdm theo Lgi ich.

K&t qui ki€m dinh mé hinh cho thiy c6 4 trong
6 gid thuyét duge dng ho, d6 13 H1, H4, H5 va HG.
Hai gia thuy€t H2 va H3 13 4nh hudng cda Gid cd
NHR vi Quen thugc NHR dé&n Long trung thanh
siéu thi bi bdc ba.

5. Thdo ludn, ham ¥ quan tri

5.1. Thdo ludn két qud nghién ctiu

Muc dich cda nghién cifu ndy 1a ki€m nghiém
tdc dOng clha cdc yéu t6 NHR, gid tri mua sim va
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Ngudn: Két qué nghién citu

truyén ¢dm hing khdch hang dén TTST cla
khdch hing tai Viét Nam. Két qud nghién ciu
déng gép vao viéc hi€u rd hon cic mdi quan hé
ndy tai mét thi trudng chuyén ddi nhu Viét Nam.
C4 51,0% bién thién ciia Long trung thinh siéu thi
trong b6i cdnh tiéu ding NHR dudc gidi thich bdi
y€u 8 lién quan d€n nhin hang riéng, dé la:
TTCL, GTLL GTCX va TCH vdi mitc d6 tdc dong
theo thif te nhu sau:

Gid tri mua sdm theo cdm xic c6 tic dbng
manh nhit dén TTST, véi hé s6 B = 0,320
(p<0,05). Neudc lai, Gidg tri mua sdm theo loi ich
lai ¢6 anh hudng it nhat dé€n TTST (B = 0,180;
p<0,05). K&t qud nay phit hgp vdi cic két qui
nghién ciu trude diy la gid i mua sim cé tic
déng dén sy théa min va 1dng trung thanh cla
khdch hang ddi vdi mot thuong hiéu hay siéu thi
{Carpenter vd Fairhurst, 2005; Mishra, 2014,
Diallo va c¢dng su. 2015). Tuy nhién, k&1 qua nay
c6 di€ém khdc biét vdi cdc nghién citu trude d6,
cu thé 12 gid tri mua sfm theo 1di ich dude ngudi
tiéu dimg chd trong hon khi mua sim & siéu thi
¢6 phit tri€n NHR tai An D6 (Mishra, 2014) hay
ngudi tiéu diing Thd Nhi K¥ chi quan tim dén
gid tri Igi ich khi tiéu dang NHR (Ipek va cong
sif, 2016). K&t qud cia nghién citu cho thdy tim
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quan trong clia gid tri mua sim theo cdm xic
trong moi quan hé véi TTST & mdt thi trudng
chuy&n déi nhv Viét Nam va dude ngudi tiéu
diing Viét Nam chi trong nhiéu hon cd gid tri
mua sim theo lg1 ich.

Tin tidng chdt lugng NHR dude x€p thit hai vé
mife d6 tic dong d&€n TTST trong md hinh véi =
0,285 (p<0,05) chifng minh tdm quan trong ngay
cang ting clia NHR siéu thi & hiu hét cdc quoc gia.
K&t qua nay ciing cho thi'y mic di quan tim dén
gid, ngudi tieu dung Viét Nam ngay cang quan tim
nhiéu hon d&n chdt lugng sin phim khi mua sim
NHR & siéu thi. NHR chi déng gdp vio viéc phit
trién TTST khi dugc xem 13 cé chat lugng cao hodc
chit lwong chdp nhian duge (Corjstens and Lal,
2000; Nies and Natter, 2012) va két qud cta nghién
ctfu nay lam rd hon khdm phé trude d6 cia Calvo
Porral vi Levy-Mangin (2016) vé mdi quan hé giita
Tin twéng NHR va TTST,

Truvén cdm hdng khdch hang: ¢6 tic dng
manh thif ba dé€n TTST véi B = 0,180 (p<0,05).
K&t qud niy phit hgp véi k&t qud nghién cifu cia
Bottger vi cong sy (2017) 12 truyén cdm hing
khach hang c6 mdi tudng quan dudng vé mit thdi
d6 dé&n long trung thanh vi thoa min khdch
hang. Pay 1a mot y&u 16 mdi c6 tdc dong dén
1dng trung thanh cia khdch hang trong linh vire
ban 1 modé hinh siéu thi. Theo Arnold va
Reynolds (2003) va Evanschitzky va cdng su
(2014), trong b&i cdnh tiéu dung, sy cdi md véi
¢dm hing dugc phdn dnh trong khdi niém y
wdng mua sim, md td dong cd di mua sim theo
cédm xtic (hedonic motivation) va theo Nguyen va
cong st (2007), dong co mua sim theo cdm xiic
13 tién t& clia long trung thanh siéu thi.

5.2. Hom ¥ qudn tri

Trén cd s& k€t qud nghién ciu, mét s ki€n
nghi duge dé xudt cho cdc nha quan tri siéu thi 1ai
Viét Nam, cu thé nhu sau:

Thit nhdt, ddu e phdr trién NHR gdp phdn tgo
cho khdch hang gid tri mua sdm 161 nhdt.

Su tin wdng clia khdch hang doi véi NHR ciing
nhd vio uy tin clia siéu thi. Bén canh gid t6t han,

ngudi tiéu diing quan tim Viét Nam quan tim dén
chét lugng khi ho lya chon mua NHR cta siéu thi.
Ngudi tiéu ding Viét Nam ngay cang quan tim
d&n site khoe va gid tri séng. Theo bdo cdo clia
Nielsen (2017) v& xu huéng ti¢u ding cia ngudi
Viét Nam, 42% ngudi tiéu diing quan tim dén sitc
khde va 20% quan tim dén sic khée va hanh
phic ctta cha me. Tao di€u kién cho ngudi ti€u
diing tich cyfc hdn trong viéc tao ra céc gidi phip
riéng cda ho vdi NHR cila siéu thi bing cdch phds
tri€n NHR cao cdp vdi gid ca phdi ching, sin
phdm NHR hitu cd, rau qué sach dat tiéu chuén
Global GAP,... 12 cdch ma nha qudn tri bdn 1é 1am
gia ting gid tri cdm x{ic va gid tri 1gi ich cho ngudi
tiéu diing ddng thdi da dang héa NHR va tao sy
khéc biét cho NHR cua siéu thi.

Thit hai, chi trong nhiéu hon dén gid tri mua
sém theo cém xiic ciia khdch hang. Phdt trién bdn
hang da kénh, cung cdp trdi nghigm mua séim
truvén cam hiing cho khdch hang.

Theo Nguyen va cong su (2007) cc thudc tinh
clia siéu thi nhu khdng gian mua sam, dich vu cla
nhin vién, hang héa trong siéu thi ¢é dnh hudng
d&n dong ¢d mua sdm theo cdm xic. Vi vay, céc
nhi quén tri siéu thi nén chd trong cdi thién khong
gian mua sim trong siéu thi, lam mdi ctfa hang,
ting cudng dich vu cla nhin vién va da dang
hang héa trong siéu thi nhdm thu hit khdch hang,
a0 mdi trudng mua sdm thuén tién, thodi mdi
nhim gia ting tin sudt d&€n siéu thi cha khich
hang. Pong cd mua sim theo cdm xdc 6 the din
dé&n hanh vi mua bdc ddng ddi vdi nhitng ngudi bi
anh hudng bdi cdc chudng trinh truyén thong tiép
thi tai di€m bdn (Li va cong sy, 2004). Do d6, cdc
nhi quan tri siéu thi cin xdy dung cdc chudng
trinh marketing tao sy phin khich, gidi tri, nrdng
wrong va vui vé bén trong siéu thi s€ lam cho
khich hang luu lai siéu thi 1Au hon va mua sim
nhiéu hon.

Su bung nd cda cong nghé vdi mang 3G, 4G,
dién thoai théng minh, mdy tinh bing, ngudi ti€u
diing c6 thé truy cip internet bat cif noi ddu tao ra
nhitng chuyén bi€n rdt 1dn trong xu hudng mua
sim clia ngudi tiéu diing. Vi viy, cung cdp cho
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khéch hang trdi nghiém truyén cdm hing cho ho
khong chi thye hién tai cfta hing ma 1a bit ¢t ndi
dau, danh thifc ho bing nhitng thong tin, ¥ tudng
ti€p thi, truyén cdm hiimg cho ho bing nhitng trdi
nghiém lién mach (seamless) qua nhitng @ng dung
trén thié€t bi di dong, website, tao tudng tic trén
mang xd hodi.... va tai cifa hang siéu thi. X4y dung

chi&n lwge khdc biét héa khdng chi tai siéu thi ma
con trén mang internet, nén ting di dong &€ gia
ting diém ti€p xic vdi khdch hang. cung cap trdi
nghiém ddy cdm hing vi phong phi tr trude,
trong va sau khi mua sdm tai siéu thi s& lam cho
khich hiang cim nhén duge gid tri, gia ting long
trung thanh si€u thi M
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Thong tin tdc gia:
ThS. PHAM TH] TRUC LY
Trudng Dai hoc Kinh t&€ Thanh phd Hé Chi Minh

A STUDY ON THE IMPACTS OF THE PRIVATE LABELS,
SHOPPING VALUE AND CUSTOMER INSPIRATION ON THE
SUPERMARKET STORE LOYALTY OF VIETNAMESE
CONSUMER LIVING IN HO CHI MINH CITY

® Master. PHAM THITRUC LY
University of Economics Ho Chi Minh City

ABSTRACT:

Increasing store’s loyal customers help retailers survive, and enhance their profitability and
business sustainability. This study is to examine the correlations among some factors of the
private labels, shopping value, customer inspiration and supermarket store loyalty of
Vietnamese consumers. Quantitative research methods with data processing techniques
according to multiple regression model were employed to conduct this study. Primary data of
this study were collected from 500 respondents who use private labels products in Ho Chi Minh
City. The multiple regression analysis shows that there are four factors affecting the
supermarket loyalty including the Trust in private label quality, Hedonic shopping value,
Utilitarian shopping value and Customer inspiration. This study’s results are expected to
contribute towards the development of organizational models or retailing strategies based on
these correlations for a specific industry such as the supermarket business. The new finding of
this study is the correlation between the Customer inspiration and the Store loyalty in the context
of supermarket private label consumption.

Keywords: Supermarket, private labels, shopping value, customer inspiration, store loyalty.
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