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The relationship between customer experience and cusiomei- lo\aii> - I be moderating 
role of customers' epistcniic morivation: An examination across Beaut) Serv ice Industry 

.Abstract-
This research \ m s conducted to investigate the impact of components of customer experience 
on customer layaltv, and examine the moderating tale ol customers'epistemlc motivation 
the relationship between the components of customer experience and customer loyalty in 
the conicxt of beauty service industiy in ]'ietnam. The results show thai all four components 
of customer e.\perience on customer hnaln: and the customers' epistemic motivation have 
no the moderating role lo the relationship between outcome focus and customer loyalty but 
has a role moderation for the remaining three relationships. Therefcn-e. the research has 
significant academic and practical implications 
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1. Gioi thieu 

Tai Viet Nam, mpt trong nhimg loai hmh kinh 
doanh riong nganh dich vu tham mi phat trien manh 
me trong nhimg nam gan day do la dich vu thiet ke 
tdc, dieu tri va cham sdc da. phau thuat tham mi. 
LTdc tinh mdi nam, Viet Nam cd khoang 2.000 spa, 
vien va cac co sd tham mi khac dupc md ra de dap 
ling nhu cau tieu dung. Vi vay, thi trudng nay da thu 
hiit ngudn nhan luc Idn, cd khoang 2 trieu ngudi lam 
viec trong ITnh vuc nay (Anh Quang, 2018). Loai 
hinh dich vu nay tang tir 15-20% so vdi nhiing nam 
tnrdc do Anh Quang (2018). con so nay cho thSy 
loai hinh kinh doanh nay du kien se cdn tang trong 
tuong lai. Sd lupng cac co sd tham mi tang dan den 
sir canh tranh trong thj trudng tang, do dd cac co 
sd tham mT ludn phai dua ra cac hinh thiic canh 
tranh bang each cung cap cho khach hang nhiing 
trai nghiem tdt vdi muc dich nang cao nhan thiic 
khach hang ve dich vu va hudng tdi Idng trung thanh 
khach hang. Thdng ke cho thay 90% cac chii co sd 
tham mT tai Viet Nam deu xuat than tii nhiing ngudi 
tbp chuyen nghiep, mpt ngudi thp chuyen nghiep 
ve tham mT den mdt liic nao dd se xay dung thuong 
hieu rieng cho minh va trd thanh dng chii, khi ho 
thuc hien kinh doanh rieng hp tu quang ba ten bidi 
va dich than thuc hien dich vu cho khach hang, hp 
bi cudn vao chuyen mdn ma quen di cac khau ban 
hang, nhan sir, markering, tai chinh, ,.. Khi dng chii 
tap trung qua nhieu vao chuyen mdn thi bieu suat 
lam viec khdng cao, doanh sd thap, hieu suat cua 
mdt CO sd tham mT tang khi mpt dng chii biet each su 
dung nhan vien cd tay nghe cao va biet each quan ly 
hp (CafeF.vn. 2019). Hien tai van de ma hau het cac 
cd sd tham mT tai Viet Nam dang phai ddi mat dd la 
mat khach vao tay ddi thii canh tranh, truyen thdng 
khdng hieu qua. quan ly doanh thu chua tdt, bj ddi 
thii choi xau (Isalon.vn, 2019), Vay can giai phap gi 
de khach hang tin tudng, tin nhiem, va ludn lira chpn 
dich vu cua cd sd va chinh khach hang len tieng bao 
ve uy tin? Dd la cau hdi ma cac chii cac ca sd tham 
mT dang can Idi giai dap. 

Su trung thanh trong cac tai lieu riep thi duac 
de cap den nhu la mot yeu td, mpt dieu kien hoac 
mdt thanh phan khdng the thieu ciia mot chien lupc 
kinh doanh hieu qua. Ldng trung thanh la mdt chien 
lupc tao ra nhimg gia tri mang lai lai ich cho cdng 
ty va khach bang (Li, 2012). Ldng trung thanh dupc 
coi la mdt ngudn Ipi the canh tranh va nd da dupc 
chimg minh la cd tac ddng den hieu suat ciia cdng ty 
(Woodniff& Cardial, 1996). Tren thuc td, cd mdt sd 
cdng ty da ap dung ldng trung thanh nhu mdt cdng 

cu hiiu hieu tac ddng tich cue den hi?u suat va nd 
trd thanh mpt ngudn loi thd canh tranh quan trpng 
(Zineldin, 2006). Cau hdi dat ra cho ngbien ciiu la: 
(1) Lam the nao de gia tang Idng trung thanh ciia 
khach hang ddi vdi dich vy ? T?i sao khach hang 
khdng cdn man ma vdi djch vu cua minh nira?; (2) 
Cd phai su trai nghiem khach hang ve chat lupng 
dicb vu cang cao thi hp cang trung thanh tai cac co 
sd tham mT?; (3) Ddng co nhan tbiic khach hang 
cd vai trd nhu the nao tdi mdi quan he giiia su trai 
nghiem va long trung thanh khach hang? 

Nghien ciiu tap trung tim hieu cac khia canh trong 
khai niem sir trai nghiem khach hang, mdi quan h? 
giiia su trai nghiem va ldng tnmg thanh khach hang 
khi cd sir anh hudng dieu tiet ciia ddng co nh^n thirc 
trong cac co sd tham mT tai Thanh phd Hd Chi Minh 
(TP.HCM), vdi muc rieu cu the: (1) do ludng miie 
tac ddng ciia cac thanh phan trong khai niem sir trai 
nghiem tdi Idng trung thanh khach hang; (2) danh 
gia vai trd dieu tiet ciia ddng co nhan thirc tdi cac 
mdi quan he nay. Tir ket qua phan tich, nghien eini 
thao luan va de xuat mdt sd bam y quan tri. 

2. Co* sd ly thuyet va mo hinh nghien ciru 

2.1. Mdi quan he giira su trdi nghiem vd long 
trung thdnh khdch hdng 

Theo Oliver (1980), sau kbi trai nghiem va danh 
gia bieu suat dich vy, khach hang se so sanh ket qua 
vdi mong dpi cua hp trudc day de tidp tuc mua ho$c 
sir dung dich vu. Trai nghiem khach hang {Customer 
experience) tao thanh mdt yeu td quan trpng anh 
hudng den long trung thanh khach hang, hp san sang 
lap lai trai nghiem hoac gidi thieu san pham, dich 
vu hay thuong hieu dd vdi ban be hoac ddng nghi?p 
ciia hp Slatten & edng sy (2011). Gilmore & Pine 
(2002) nhan manh rang mdt trai nghiem thanh cdng 
khi nd cd kha nang thuc day su tham gia ciia khach 
hang va tao ra nhimg ky lic trong qua trinh tham 
gia. Rd rang, trai nghiem ciia khach hang cd mdi 
quan he tich cyc vdi long trung thanh khach hang 
{Customer loyalty) trong viec xay dung hinh anh 
thuong hieu. Cac nha tiep thi can cung cap nhimg 
trai nghiem hap dan va dai ban cho khach hang ciia 
hp (Berry & cdng sy, 2002; Gilmore & Pine, 2002), 
Dieu nay phii hop vdi cac nghien cim khac de cap 
den trai nghiem ciia khach hang cd tac ddng manh 
me tdi long trung thanh (Yuliyasti & cpng su. 2018; 
Rajumesh. 2014; Zhao & cpng sy, 2017; Chandra, 
2014; Fernando & cpng su. 2018). Sy trai nghi?m 
khach hang bao gdm bdn khia canh sau: 

Trdi nghiem sdn phdm/ dich vu tSer\'ice 
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experience) dupc xac djnh la sy nhgn thiic cua 
khach hang ve vipc cac lya chpn va kha nang so sanh 
giiia cac lya chpn. Trai nghi?m dich vu bao gom su 
thoai mai lua chpn, so sanh dich vu nay vdi dich vu 
ciia nha cung cap khac, bit budc phai cd su so sanh, 
quan ly qua trinh thuc hien mpt gdi dich \ai (Maklan 
& Klaus, 2011). 

Tap trung kit qud (Outcome Focus) cd lien quan 
den viec giam chi phi giao dich, nhu viec rim kiem 
va dii dieu kien cho mpt nha cung cap dich vii mdi. 
Tap trung ket qua bao gdm sy kien dinh, chii trpng 
vao ket qua, trai nghiem trong qua khii, ngudi tu van 
chinh la ngudi da true tiep sii dung dich vu (Maklan 
& Klaus, 2011). 

Khodnh khac cam go (Moments of truth) khia 
canh nay de cap den khoanh khac ddi phd vdi cac 
tinh hudng, nhan manh vao tam quan trpng ciia phuc 
hdi djch vu hay thuc hien lai dich vu (Tax & cdng 
su, 1998) va rinh linh boat (Liljander & Strandvik, 
1997) khi gap phai cac tinh hudng khdng ludng 
trudc. 

Sir an lam (Peace of mind) kliia canh nay gdm 
cac phat bieu lien quan manh me den cac cam xiic 
cita khach hang ve djch vu, dya tren su thanh thao va 
chi dan tbyc hien quy trinh dich vu ciia ngudi cung 
cap djch vu (Bendapudi & Berry, 1997). 

Xay dyng trai nghiem khach hang trd thanh uu 
tien hang dau tai cac co sd tham niT, dd la phuong 
thiic de gia tang long trung thanh khach hang, tao 
su ket ndi chat che vdi khach hang d cap dp ca nhan 
trong tucmg lai. Vi vay nghien ciru de xuat 4 gia 
thuyet cho mdi khia canh tren nhu sau: 

HI: Su an tdm co quan hi dicang v&i long trung 
thdnh khdch hdng ciia cdc err sa thdm niT tqi Thdnh 
pho Ho Chi Minh 

H2: Tap trung kit qua co quan hi duang v&i long 
irung thdnh khdch hdng ciia cdc ca sa thdm mi tqi 
Thdnh pho Ho Chi Minh. 

H3. Khodnh khde cam go co quan he duang v&i 
long trung thdnh khdch hdng cua cdc ca s& Ihdin nil 
tqi Thdnh pho Ho Chi Minh. 

H4. Su trdi nghiem dich vu co quan hi duang vai 
long trung lhanh khdch hdng ciia cdc ca s& thdm mT 
lai Thdnh pho Ho Chi Minh. 

2.2. Vai tro cua dong ca nhqn thirc 

Ddng CO nhan thirc {Epistemic motivation) la 
thien hirdng de hieu thau dao ve mdt trai nghiem 
(DeBacker & cpng sy, 2008), Cac nghien ciiu trudc 
day da tim thay su anh huong dieu tiet ciia ddng co 

nhan thiic len hanh vi phan iing vdi mpt tinh hudng 
xa hdi cu thd (Wang Ze & cdng sy, 2017; Van Kleef 
& cdng su, 2009) Cu the. cac ca nhan cd ddng co 
nhan thiic cao cd nhieu kha nang cd hanh vi dya vao 
danh gia nhan thiic ciia hp va giam cac phan irng 
cam tinh la khdng lien quan (Wang & cdng sy, 2017. 
Greifeneder & cdng sy, 2011). Khi mdt ngudi nao 
dd tap trung tim kiem hoac phdng doan thdng tin thi 
liic do ddng CO nhan thiic ciia hp la cao (Kruglanski 
& Webster, 1996). Ddng co nhan thirc la xu hudng 
quan tam den cam xiic dupc bdc Id ra ben ngoai 
(bieu cam) ciia ngudi khac, chii y den cam xiic ndi 
tai va cbii y cao dp tdi nhiing cir chi ciia ngudi ma 
ho dang giao tiep (Wang & cdng su, 2017), Khach 
hang cd duoc nhiing kien thiic ve dich vu thdng qua 
su trai nghiem ma hp nhan duac tir nlia cung cap, tir 
dd hp the hien ldng trung thanh qua hanh vi va thai 
dp, 4 gia thuyel riep theo dupc de xuat la, 

H5 • Dong ca nhdn thirc tdc dgng dirang din moi 
quan hi gida sir an Idm vd long Irung thdnh khdch 
hdng doi v&i cdc ca sa thdm ml tqi Thdnh pho Ho 
Chi Minh. 

H6: Bong ca nhdn thirc tdc dong duang din moi 
quan he giira lap trung kit qud \ a long trung thdnh 
khdch hdng doi v&i cdc ca s& thdm mi tqi Thdnh pho 
Hd Chi Minli. 

H7- Dgng ca nhdn thirc tdc dong duang din moi 
quan hi giira khodnh khde cam go vd long ti-iing 
thdnh khdch hdng doi v&i cdc ca s& thdm mi iqi 
Thdnh pho Ho Chi Minh. 

H8: Dong ca nhqn thirc tdc dong duang din mdi 
quan hi giua sir trdi nghiem dich vu vd long trung 
thdnh khdch hdng ddi v&i cdc ca sa thdm niT lai 
Thdnh pho Hd Chi Minh. 

Sau khi lupc khao cac nghien ciiu trudc ve long 
trung thanh khach hang trong nganli dich vu ndi 
chung va nganh tham mT ndi rieng tac gia nhan thay 
phan ldn cac nghien ciiu tap trung vao cac yeu td gia 
tri, chi phi, chat lupng dich vu, su thoa man khach 
hang dan tdi tdi ldng trung thanh. ma chua kiem tra 
mdi quan he giua su trai nghiem khach hang duac 
chuyen thanh mdt ket qua cu the cd Ipi cho cdng ty 
(Huq & cpng su, 2015; Konishi, 2016; Panicker & 
Mohammad, 2017). Cd mdt sd nghien ciiu da chirng 
minh mdi quan he giira sir trai nghiem va long trung 
thanh khach hang nhimg nghien cuu duoc thuc hien 
o bdi canh nganh dich vu khac nhu ngan hang, du 
Ijch, nha hang khach san (Maklan & Klaus, 2011: 
Nobar & Rostamzadeh. 2018) trong khi dd nganh 
dich vu tham mT thudc loai hinh djch vu ca nhan 
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(Personal services), dich vu ca nhan la cdng viec 
thii cdng bay tri tue dupc tbyc bien tryc tiep bdi mot 
ngudi cung cap dich vu cho mdt khach hang, vay 
su trai nghiem khach hang la yeu td vd ciing quan 
trpng trong loai hinh dich vu nay nhung chua dupc 
de cap nhieu. Them vao do, mdi quan he giiia su trai 
nghiem va ldng trung thanh khach hang se nhu the 
nao neu cd them vai trd dieu tiet ciia ddng ca nhan 
thirc, tac gia ciing chua rim thay cac nghien cim de 
cap tdi trong nganh dich vu, dac biet trong bdi canh 
nganh dich vu tai Viet Nam. Vi vay md hinh de xuat 
cho nghien ciiu nay duac the hien trong Hinh 1. 

3. Phirong phap nghien cihi 

3.1. Tien trinh nghien cuu 

Nghien cim dupc thuc bien qua hai giai doan. 

Giai doqn 1: Sau khi cac thang do duoc Viet hda 
va hieu chinh, nham sang Ipe va lua chpn cac thang 
do phii hop vdi bdi canh, mdt cudc phdng van chuyen 
sau vdi 10 giao su cd chuyen mdn ve phuang phap 
nghien cuu va marketing dich vu (Thakur, 2016; 
Eastman & cdng sy, 1999). Tiep do thuc hien khao 
sat so bp vdi 30 khach hang nii nham de kiem tra sy 
phu bop. dl hidu eua cau tir trong cac muc hdi khi 
chuyen the tir tieng Anh sang tieng Viet 

Giai doqn 2: Phuong phap nghien cim dinh lupng 
dupc thye hien nham kiem dinh cac gia thuyet ngbien 
ciiu. Thu thap du lieu tryc tiep tir khach hang dang 
tham gia dich vu tai cac co sd tham mi tai Thanh phd 

Ho Chi Minh. Sang Ipc va xii ly eac thdng tin rac 
trong bp du li?u tbu v i Phin mdm SmartPLS 3.7.8 
dupc su dung dd phan tich md hinh cau tnic tuyen 
rinh binh phuong nhd nhdt timg phan (PLS-SEM). 
Ket qua tim thay dupc thao luan de de xuat cac bam 
y quan tri. 

3.2. Thang do nghien cdru 

Sau khi thuc hien nghien ciiu dinh tinh, cac thang 
do cua khai niem "sy trai nghiem khach hang (EX)" 
ban dSu dupc dieu chmh tir nghien cim ciia Maklan 
& Klaus (2011) cd lien quan va sir dung phii hpp 
cho bdi canh nganh dich vy tham mi Viet Nam, 
gdm 4 khia canh trong khai niem do la sy an tam 
- EX.PM (4 muc do), tap trung kdt qua - EX.OF (4 
muc do), khoanh khac cam go - EX.MT (5 muc do), 
trai nghiem dich vu - EX.PE (4 muc do). Dpng co 
nhan thiic - EM gdm 3 muc do, dupc ke thira tir ket 
qua ngbien cim ciia Wang & cdng sy (2017). Long 
trung thanh - CL gdm 4 muc do dupc tham khao, 
hieu chinh tii ket qua nghien ciiu cua Bobaaica & 
cdng sy (2012). Tdng sd cd 6 cau true khai niem 
trong md hinh nghien ciiu nay, gdm cd 24 mye do 
thiet kd theo hinb thirc thang do Likert 5 diem vdi: 
I: Hoan toan khdng ddng y, 2: Khdng ddng y , 3: 
Trung dung, 4: Ddng y, 5: Hoan toan ddng y. 

3.3. Mdu vd doi tuang khdo sdt 

Nghien ciru da sir dung phuong phap chpn mlu 
phi xac suat - theo ban ngach. Ddi tuong khao sat 
la khach hang nir ciia cac co sd tham mi tai 4 quan 

Hinh 1: Md hinh nghi&n cihi dg xuSt 
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Bane 1: Ket qua dp tin cay va gia tri hoi tu thang do 

Ciu triic Chi mijc H^ so tai n Cronbach's Do tin eay 
Alpha tong hop 

PhiroTig sai 
trich 

trung binh 

Ldng tmng thanh 

CLl 
CL2 
CL3 
CL4 

0,865 
0,746 
0,834 
0,897 

0,856 

N h ^ thuc dpng ca 
EMI 
EM2 
EM3 

0,959 
0,952 
0,949 

0,919 

Khoanh khac cam go 

EX.MTl 
EX.MT2 
EX.MT3 
EX.MT4 
EX.MT5 

0,887 
0,831 
0,836 
0,738 
0,806 

0,915 

Tap trung ket qua 

EX.OF 1 
EX.OF2 
EX.0F3 
EX.0F4 

0,819 
0,868 
0,787 
0,868 

Trai nghiem dich vu 

EX.PEl 
EXPE2 
EX.PE3 
EX.PE4 

0,833 
0,869 
0,865 
0,872 

0,739 

EX PMI 
EX,PM2 
EX.PM3 
EX.PM4 

0,84 
0,791 
0,867 
0,871 

0,912 

ming tam Thanh ph6 H6 Chi Minh (Quan 1, Quan 3, 
Phii Nhuan, Tan Binh). Qui mo mau dugc thuc hien 
theo khuyen nghi 5:1 (Hair & cong su, 2011). 

3.4. Qua trinh Ihu thitp dir lieu 

Ban khao sat dugc thiet ke g dang giay va dien tir. 
Qua trinh thu thap dir heu dugc thuc hien bSng hai 
hinh thijc la thu thap true tiep tir khach hang dang 
tham gia dich vu tai cac eg so tham mi , ket qua 
thu ve la 352 ban. Ban khao sat dien tu dugc thu 
thap qua cac trang mang xa hgi (fanpage, facebook) 
thong qua sir giiip dg ket noi cua ngirdi quan tri 
mang ciia 8 eg sg tham mT, ket qua thu ve la 232 ban. 
Tong thu dugc 584 ban, sau cong doan lam sach dfr 
lieu ban dau da loai 15 ban khong dat yeu cau, bg dir 
lieu chinh thitc de dua vao phan tich dap irng muc 
tieu nghien ciru la 569. 

4, Ket qua nghiSn cu-u 

Mo hinh phuang trinh eau triic binh phuang nho 
nhat mgt phan (PLS-SEM) duoc sir dung rong rai 
trong nghien cim tiep thi (Hair & cgng sir., 2012) 
\ i ng CO the xir ly eae eau triic mo hinh phire tap, da 
bien. Nghien eiru da su dung phan mem Smart PLS 
3.2.8 de phan tich dii' lieu va kiem dinh gia thuyet la 

phii hgp. 

Ket qua thong ke mau khao sat vol 569 khach 
hang tai 4 quan trung tam: Tai Quan 1 co so dong 
han cii vol 201 dap vien chiem 35,3%, Quan 3 la 
145 (25,5%), Phii Nhuan vth 113 (19,9%), va khao 
sat 110 tai Tan Binh chiem 19,3%. Hai nhom do tuoi 
chilm nhi6u nhSt la 35-44 (27,9%), 45-54 (23,4%). 
Ve nghe nghiep nhom van phong Co so lugng 
Itrn nhat (39,5%) va tiep sau la nhom doanh nhan 
(19.5%). Co 3 nhom thu nhap chiem nhieu nhat lan 
lugt la 5-10 trieu d6ng (30,7%), tren 10 - 15 trieu 
(27,6%), tren 15- 20 trieu (18,8%). 

4.1. Ddnh gid do tin cay vd dp gid tri cda cdu 
true trong nghien cuu 

Bang 1 the hien ket qua ciia danh gia tinh nhat quan 
ngi tai, do tin eay rieng ciia tirng cau triic, phuong 
sai trich trung binh (Average Variance Extracted -
AVE). Ket qua nghien ciru chg thay cac thang do 
deu dat do nhat quan ngi tai (Cronbach's Alpha) deu 
Ion hgn 0,7 va dg tin cay tong hgp ciia cac thang 
do deu Ign ban 0,7. Dgng thdi, cac he so tai ngoai 
(outer loading) deu Ion hem 0,708 (binh phuong Ion 
hon 0,5) va phuang sai trich trung binh deu lan hon 
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Bang 2: Kit qua kiem djnh gia tri phan faiet thong qua chi so HTMT 
CL EM EX.MT EX.OF EX.PE 

CL 
EM 
EX.MT 
EX.OF 
EX.PE 
EX.PM 

0,454 
0,731 
0,732 
0,714 
0,686 

0,286 
0,261 
0,218 
0,240 

0,614 
0,621 
0,634 

0,607 
0,574 0,531 

0,5. Do dd, cac can triic nghien ciiu de xuat dat dupc 
dp gia tri hdi tu (Convergent Validity), 

Ngoai ra, nghien ciru ciing kiem dinh gia tri 
phan biet (Discriminant Validity) giiia cac cau triic 
nghien ciru, Cac nghien ciiu trudc day thudng su 
dung rieu chi Fomell - Larcker de danh gia su phan 
biet, tuy nhien tieu chi nay bi danh gia la the hien 
rat yeu trong trudng hop he sd tai ciia bien quan sat 
trong mdi bien nghien cuu khac biet nhau it. Do do, 
nghien cuu nay sii' dung ty le dac diem di biet - dac 
diem don nhat (Heterotrait - Monotrait, HTMT) de 
danh gia su phan biet giiia cac cau tnic. Tieu chuan 
HTMT cua cac cap cau triic de dat duoc gia tri phan 
biet la 0,85. Ket qua cua bang 2 da chi ra gia \n 
HTMT ldn nbSt la 0,732. Do dd, cac cau tnic trong 
nghien ciiu dat dupc gia tri phan biet. 

4.2. Ddnh gid muc dp phd hap cua mo hinh 
(Goodness of Fit - GoF) 

Nghien ciiu nay se ap dung cac tieu chi danh 
gia dupc de xuat bdi Henseler & Sarstedt (2015) 
de cd the ket tuan md binh phii hop vdi dii lieu thi 
trudng (goodness of fit) bao gdm, (1) he sd SRMR 
(standardized root mean square residual) < 0.082, 
(2) d_̂ ULS < 95%; (3) d_G 1 < 95%; (4) He so d_G2 
< 95%, va (5) NFl > 0,9. Dua theo Bang 5, gia rij 
SRMR la 0,056, thda didu kien (1); d_ULS thudc 
khoang 0,926 ddn 0,947, thda didu kien (2) do nhd 
ban 0,95; d_Gl cung thda didu kien (3) \i nam 
trong khoang 0,631 den 0,646, nhd hon 95%, Ngoai 
ra. d_G2 cd gia tri thudc khoang 0,409 ddn 0.414. 

thda dieu kien (4) do nhd bon 95%. Cudi ciing. NFl 
ciia md hinh ciing ldn hon 0.9 vdi gia trj nam trong 
khoang 0,918 den 0,932. 

Do do, dir lieu de kiem dinh md hinh phii hpp 
vdi dii lieu thi trudng va cd the mang tinh giai thich 
cung pbii hop vdi dia ban nghien ciiu tai cac co sd 
tham ml tai thi trudng Thanh phd Hd Cbi Minh. 

4.3. Ddnh gid mo hinh cdu true tuyen tinh binh 
phu-ffng nhd nhdt tung phdn (PLS-SEM) 

Trong phan tich dudng din PLS. tam quan trpng 
ciia cac he sd dudng dEn cd the dupc kiem tra bang 
thuat toan bootstrap, Sd lupng mau phu bootstrap la 
5000 (Hair & cdng su, 2011). Quy trinh danh gia md 
hinh PLS - SEM dya theo de xuat cua Hair & cdng 
sy (2016), bao gdm cac budc sau (1) kiem dinh hi?n 
tupng da cdng biyen, (2) kiem djnh he sd dudng dan 
md hinh cau tnic, (3) he sd \ac dinh (gia tri R-), (4) 
danh gia he sd tac ddng (gia tri f̂ ), va (5) danh gia 
sy lien quan du bao (gia tri Q^). 

Bang 4 cho thay he sd phdng dai phuang sai (VIF) 
cua tat ca cac bien ddc lap deu nhd ban 3 (VIF Idn 
nhat la 1.892). Do dd, md hinh nghien cim khdng 
cd hien tupng da cdng tuyen xay ra. Ngoai ra, he 
sd xac dinh R- ciia bien phy thudc ldng trung thanh 
cd gia tri 0,704, cd nghia la 70,4% sy thay ddi ciia 
long tning thanh ddi vdi cac ca sd tham ml dupc 
giai thicb bdi cac bien ddc lap dupc de xuat Theo 
Hair & cdng sy (2016), R' > 50% thd bien cac bi6n 
tiem an ndi sinh cd the dupc su dung nhu mpt quy 
tac kinh nghiem d miic dp trung binh. Hon nua. gia 

Bang 3: Kit qua do ludng niijc dp pfaii hop md hinh voi dir lif u thj triromg 
Mo hinh toi han Md hinh udc lucmg 

SRMR 
d_ULS 
d_Gl 

d^G2 

Chi-Square 
NFl 

0.056 

0,947 

0.646 

0.414 

1.370,17 

0.918 

0,056 

0,926 

0,631 

0.409 

1.333,53 
0.932 
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Bang 4: Cac gia trj thdng k£ VIF, R^ f, Q^ 

CL 
EM 
EX.MT 
EX.OF 
EX.PE 
EX.PM 

1,099 
1,873 
1,824 
1,892 
1,716 

0.171 
0,081 
0.067 
0,083 
0,027 

tri ciia he sd tac ddng f ciia cac bidn ddc lap ddi vdi 
bien phu thudc deu ldn hon 0,02, trong dd, da phan 
gia tri f nhd ban 0,15, nen cd the ket luan cac bien 
ddc lap tac ddng nhd ddn bidn phu thudc Ngoai ra, 
he sd lien quan dy bao Q^ ciia md hinh ly thuyet 
ciing cd gia tri la 0,45, ldn hon 0 

Ket qua phan rich md hinh cSu triic PLS-SEM 
d bang 5 ciing chi ra rang tat ca cac be sd dudng 
dan giua bien ddc lap va bien phu thudc deu cd y 
nghia, vdi dp tin cay 99%. Ket qua cho thay ca bon 
bien ngoai sinh cd trpng sd gdc ldn hon 0, Theo giii 
thuyet HI, EX.PM cd tac ddng tich cyc doi vdi CL 
(p = 0,118; p-value < 0,001), do dd, gia thuyet HI 
dupc hd trp. Trong khi, H2 cung duac hd trp khi 
ket qua cho thay cd anh hudng tich cue ciia EX.OF 
den CL (p = 0,189; p-value < 0,001). Tuong tu ddi 
vdi gia thuyet H3, cho thay tac ddng rich cue ciia 
EX.MT ddi vdi CL (P = 0,212; p < 0,001); do do, H3 
dupc hd trp. Cudi ciing, H4 ciing dupc hd trp vi ket 
qua cho thay tac ddng tich cue ciia EX.PE ddi vdi 
CL(p = 0,216;p<0,001). 

4.4. Kiem dinh vai tro dieu tiet cua dong co nhqn 
thirc (EM) doi v&i moi quan he gida trdi nghiem 
(EX) vd long trung thdnh (CL) khdch bdng 

Cac tac ddng tuong tac ciia EM ddi vdi mdi quan 
he giiia cac thanh phan ciia EX (bao gdm EX MT, 
EX.OF, EX.PE, va EX PM) va can tnic ndi sinh ciia 
CL da dupc kicm tra va bao cao thdng qua Bang 6. 
Ket qua ciia mdi quan he giua cac khia canh trong 
EX va CL thdng qua su tac ddng ciia EM deu cd y 

nghia vdi miic y nghia 1 % ddn 10%. ngoai trir moi 
quan he giiia EX.OF va CL khdng bi anh hirdng bdi 
EM. 

Gia thuyet }-\5 cung dupc hd tra vdi dp tin cay 
99% khi EM tac ddng rich cyc den mdi quan he giua 
EX.PM va CL (p = 0,129, p < 0,001). Vdi gia thuydt 
H7 ciing dupc hd trp do EM cd tac ddng tich cyc 
den mdi quan he giiia EX.MT den CL vdi dp tin 
cay 90% (p = 0,049; p < 0,1). Tuong br, gia thuydt 
H8 cung dupc hd tro vdi dp tin cay 95%, do dd EM 
cd tac ddng tich cue den mdi quan be giua EX.PE 
ddn CL (p = 0,104; p < 0,05). Ngoai ba gia thuydt 
tren duac hd tra, gia thuyet H6 hi bac bd do dp rin 
cay thap hon 90% (p = 0,014; p > 0.1); vi vay, EM 
khdng tac dpng den mdi quan hp giira EX.OF va CL, 
Them vao dd, gia tri cua he sd tac dpng f ciia PM, 
PE, MT ddi vdi CL deu Idn hon 0,02, cac gia tri nay 
deu nhd hon 0,15, nen ta cd the ket hian PM, PE, MT 
tac ddng nhd den CL. 

Ket qua phan tich cho thay ed 7 gia thuyet dupc 
chap nhan, rieng gia thuyet H6 khdng duoc chap 
nhan do P-value > 10% va < 90%. Ket qua nghien 
ciru dupc the hien trong Hinh 2. 

5. Ket luan va ham >' quan tri 

5.1. Kit luan 

Ket qua tim thay trong tbyc rien ung hd md hinh 
nghien ciiu de xuat, da giai thich dupe mdi quan he 
tryc tiep giua 4 thanh phan trong khai mem su trai 
nghiem khach hang va long trung thanh khach hang. 
Trong dd, su trai nghiem djch vu tac ddng manh 

Ban g 5: Kgt qu a kiem djnh mirc dp tac dong cua sir trai nghiem toi Idng trung thanh 

EX.PM ^ CL 
EX OF -> CL 
EX.MT -> CL 
I.X PE -» CL 

Trong so 
goc 

0,118»** 
0,189*** 
0,212'** 
0,216*** 

Trong so 
trung binh 

0,115 
0.184 
0,210 
0.225 

Do lech 
chuan 
0.030 
0,043 
0,027 
0,058 

P 
Values 
0.000 
0,000 
0.000 
0,000 

Giii 
thuyet 
HI 
H2 
H3 
H4 

':p<-O.OOI-
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Bang 6: Ket qua kilm djnh t^c dopg dieu tilt ciia EM 

Trong sd gdc 
Trong so 

trung 
binh 

fig lech 
chuan 

Gia 
thuvet 

PM*EM ^CL 
OF*EM ^ CL 
MT*EM ^CL 
PE*EM ^ CL 

0,129*** 
0,014^'' 
0,049* 
0,104** 

0,126 
0,010 
0,047 
0,114 

0,029 
0,047 
0,028 
0,050 

0,000 
0,761 
0,084 
0,038 

0.038 
0.000 
0.004 
0.022 

H5 
H6 
H7 
H8 

Chu thick: *: p<0.l: **: p<0.05: '. p<0,00l. NS: khong CO y nghia thong ki. 

nhat, riep den la khoanh khac cam go, thii ba la tap 
trung ket qua, cudi cimg la sy an tam. Yeu td ddng 
CO nhan thiic cd vai trd dieu tiet va tac ddng cimg 
chieu tdi mdi quan he cua 3 khia canh trong khai 
niem su trai nghiem (dd la sy trai nghiem dich vu, 
khoanh khac cam go, sy an tam) trong dd ddng ca 
nhan thiic tac ddng manh nhat den mdi quan he giira 
su an tam va ldng trung thanh khach hang, tiep den 
la trai nghiem dich vu va cudi ciing la khoanh khac 
cam go. Ddng ca nhan thuc khdng anh hudng dieu 
tiet tdi mdi quan he giiia tap trung ket qua va Idng 
trung thanh khach hang. Qua ket qua nghien cuu 
ciing cho thay gia tri va dp tin cay ciia cac thang do 
trong md hinh ngbien ciiu dupe su dung trong bdi 
canh dich vu tham mi tai Viet Nam la phii hpp. 

5.2. Hdm y qudn tri 

Ket qua nghien cuu cd y nghTa rang cac thanh 

phan trong sy trai nghiem khach hang vd ciing quan 
trpng trong viec chuyen thanh mot ket qua cu the cd 
Ipi cho doanh nghiep kinh doanh dich vy ca nhan cy 
the trong bdi canh nghien cuu nay. Trong sudt qua 
trinb thuc hien gdi uu dai khach hang ludn mong 
mudn nhan dupc sy hudng dan va nhac nhd dinh ky 
tir phia co sd cung cap djch vu (Maklan & Klaus, 
2011). Su trai nghiem dupc khach hang danh gia 
tich cue khi hp tan mat thay gia tri dich vu tu nhirng 
ngudi tu van chinh la ngudi da timg sii dung djch vu 
va da nhan dupc nhimg trai nghipm rich cyc, vi vay 
cac CO sd kinh doanh can cbii trpng tdi ddi tupng 
ridp thi truySn mieng (word-of-mouth marketing) 
chinh la nhiing khach bang da trai nghiem dich vu, 
xay dyng mdi quan he khach hang than thiet hon la 
hinh thiic giao dich. 

Khoanh khac cam go bao gdm sy linh boat, sy 
chu dpng, nhan thirc ve nii ro, ky nang giao tiep, bdi 

Hinh 2: Ket qua nghien ciru 

EM 
Ddng CO nhan thtic 

EX 
Sy trai nghiem 

EX.PM 
Sy an tam 

EX.OF 
Tap tRing ket qua 

EVMT 
Khoanh khac cam ao 

EX.PE 
Trai nghiem dich vy 

0.189*** 

- 0,212*^ 

0,049* 0,104** 

0,118* 

1 
CL 

Ldng trung 
thanh 

*"Anh hudng true tiep; ^Anh hudng dieu tiet: >Khdnganh hudng dieu tiet 
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hoan hay thuc hien lai dich vy (Maklan & Klaus, 
2011). Dao t?io cho dpi ngu nhan vien chuyen nghiep 
h-ong giai quyet vSn dd, linh boat vdi cac tinb huong 
cd the xay ra trong qua trinh thuc hien dich vy. Khi 
khach bang quygt dinh lya chon mdt gdi uu dai hp 
thudng phai dat cpc mdt khoan rien ldn nen hp ludn 
can nhac va cbi chap nhan su dyng gdi uu dai dd vdi 
nhirng co sd tin cay, vi vay co sd nen xay dyng niem 
tin khach hang trong qua trinh cung cap gia tri trai 
nghiem de hudng tdi ldng trung thanh khach hang, 
nang cao nhan thiic khach hang ve gia tn khac biet 
giiia sir dung gdi dich vu va dich vu timg ISn. 

Ddng CO nhan tbiic cua khach hang cao khi hp 
ludn quan tam tdi bieu cam, cam xiic, cii chi, thai dp 
cua ngudi khac (Chen & Barger, 2016). Khi ddng 
CO nhan thiic ciia khach hang cao thi hp ludn phan 
irng va the hien hanh vi dya tren nhung kien tbiic ma 
hp cd dupc tu su trai nghiem chir khdng phai dua 
trSn cam xiic (Van Kleef & cdng sy, 2009). Ddng co 
nhan thiic cang cao thi lam tang mdi quan he giiia 
su an tam, khoanh khac cam go, trai nghiem djch vu 
vdi long trung thanh khach hang va ngupc lai, Co 
sd tham mT can phai hieu rd ddng ca nhan thiic cua 
timg ddi tupng khach hang, phan loai khach hang 
theo nhdm ddng ca nban thiic cao hay thap de cung 
cap qua trinh trai nghiem khach hang phu hop. 

5.3. Hqn che vd dinh hu&ng nghien cuu trong 
tirffng lai 

Nghien cuu da dat dupc hai muc tieu dd ra do 
la: (1) Do ludng miic tac ddng ciia cac thanh phin 
riong khai niem su trai nghiem tdi long tt-ung thanh 
khach hang; (2) Danh gia vai trd dieu tiet ciia dpng 
CO nhan tbiic tdi mdi quan he giira sy trai nghiem 
va ldng riung thanh khach hang cua cae co sd thdm 
mT tai Thanh phd Hd Chi Minh, tuy nhien nghien 
ciiu nay cung cd mdt sd ban ch6 nhSt dinh dd la: 
Thii nhat, nganh dich vy tham mT, da dang cac loai 
hinh dich vy: cham sdc va thiet ke tdc, cham sdc da, 
tham mi cd xam lan, ... nhung nghien ciiu mdi chi d 
pham vi la cac co sd tham ml ldn va cung cap dicb 
vu cham sdc va thiet kk tdc la chinh. Thir hai, Thanh 
phd Hd Chi Minh la mdt thanh pho Idn, thi trudng 
va nhu cau ve loai hinh dich vu nay ciing ldn nhung 
nghien cuu chi thuc hien khao sat tai 4 quan trung 
tam ma chua thye hien dupc toan bd 24 quan. Thir 
ba, md hinh ngbien cdu mdi chi phan tich mirc dp 
anh hudng cua cac thanh phan trong khai niem cua 
sy riai nghiem tdi Idng trung thanh khach hang ma 
chua gdm cac yeu td khac. Nhimg ban che nay chinh 
la nhirng gpi y djnh hudng cho cac nghien ciru trong 
tuong lai. 
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