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TOM TAT:

Nghién ctu gép phan khdm ph4 tién dé v k&t qua cda su g&n k&t thuong hiéu trong bdi cénh
kinh doanh dich vu khdch san tai Nha Trang. Cu thé, nhém nhan (& lién quan dén doanh nghiép
g6m sif tudng tac vA chit lugng thudng hiéu vA nhém nhan t6 lién quan dén ngud tiéu dang gém
s tham gia va sy (W twong hgp dudc gid thuyét cd tée dong dén s gin ket thuang hiéu. Sy gén
k&t thuong hiéu ciing duge gid thuyét c6 tic dong dén long trung thinh thuong hiéu. K&l qui
ki€m dinh gid thuy&t bing PLS-SEM wrén mdt mdu 247 du khdch quSc 1€ cho thiy cdc gid thuyét
déu dugc (ing hd. Cudi ciing, nghién cdu dua ra mdt 58 ham § hoc thuat vi thuc tién,

Tir khéa: Tuong tic vi chil lugng thuong hiéu, sy gdn két thudng hi¢u. 1ong trung thanh

thuong hiéu.

1. P4t van dé

Ngay nay, marketing hién dai quan tim nhiéu
dén sy gin k&l thuong hiéu (Kumar, 2019:
Pansari & Kumar, 2016). Viéc khdam phd cdc
nhin 16 tic dgng d&€n su gin k€t thuong higu co
vaj ird quan trong vé& mat hoc thudt 1n thyc tién
(Kumar, 2019: So. 2016). Cic nghién cfu trude
diy tap trung vao viée tranh ludn ciu trnic quan
niém ciia bién so nay (Dwivedi, 2015: Hollebeek.
201 1b; Hollebeek, 2014; So. 2016). Ké1 qua 1a
cdc nghién citu thuc nghiém vin con han ché. dic
bié1 13 cdc nghién cdu ki€m dinh cdc bich 6

déng vai trd uén dé va k€t qui cda su gin két
(Dwivedi, 2015: France. 2016: Hollebeck, 2014).

Mgt va1 nghién cdu thyc nghiém trude day
thu@ng 1dp trung vio cdc nhin 3 lién quan dén
ngud tiév dung d€ gidi thich sy gin két throng
hiéu (De Vries & Carlson. 2014: Dwivedi, 2015:
Hollebeek. 2014). Tuy nhién. van Doom (2010)
1ip luiin sir gin két thuong méu khong chi chiv
tic dgng cla cde bien & lién quan dén ngudi
diing (vi du. suf tham gia thuong hiéu - brand
involvement vi s tv wdng hgp brand
«elf-congruity). ma con chiu tic dgng tif cdc bieh
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56 lién quan dén doanh nghiép (vi dy, su wong
téc thudng hi¢u - brand interactivity va chat lvgng
thuong hiéu - brand quality). Viéc xem xét déng
thdfi cd hai nh6m nhan (8 nhim khdm phd mdi
quan hé gita chi€n lude thuong hiéu clia doanh
nghiép, cdm nhin cda ngudi tiéu ding vé thuong
hiéu va sy gdn k€t thuong hiéu hau nhu bi bd qua
(France, 2016).

Vi vdy, nghién cttu ndy déng gop béing cich
xem xét tdc ddng ddng thdi cda cac bi€n s& lién
quan dén doanh nghiép gém wong tdc thudng
hiéu va chat lugng thuong hiéu cdng céc bi€n s&
lién quan d€n c4 nhin gdm sy tham gia thuong
hiéu va sy wf tvong hop d&n sy gin k€t thuong
hiéu. Mot vii nghién edu di gdi ¥ vé méi quan
hé giifa hai bi€n s6 nay (van Doorn, 2010; Vivek,
2012),16ng quan nghién citu cho thdy chi mét s§
it nghién ctfiu ki€m dinh méi quan hé nay
(Dwivedi, 2015; France. 2016). nhung chua tép
trung vao linh vuc dich vu. Do d6, cdn c6 mét
nghién ciu déng gép vao hi€u bi&l chung vé vai
trd quan trong clia sy gin k&l thuong hiéu va sy
trung thanh thudng hiéu théng qua viéc kiém dinh
mdi quan hé nay trong b&i cinh dich vu khich
san tai Nha Trang, Vié( Nam.

2. Téng quan nghién ciu

2.1. Co 56 Iy thuyét va mo hinh nghién citu
(Hinh 1)

2.1.1. Su géin két thugng hiéu va trung thanh
thutong hi¢u

Nghién cttu ndy dinh nghia sy g4n ké1 12 trang
thdi tam ly bao gdm niém ty hao va dam mé d6i

Hinh 1: M6 hinh nghién cilu

mptéc thuong hiéu ) (su tham gia )—H2(+)—\

Ha(+)

véi thuang hiéu, hinh thanh tif sic manh mdi quan
hé gilta khdch hang va thudng hiéu (Brodie,
2011). Trong khi d6, 1ong trung thanh thuong hi¢u
dugc dinh nghia ¥ khia canh haoh vi (Oliver,
1999) 12 mdc dé ngudi iéu diing cam k&t ti€p ue
st dung thuong hi¢u (Carroll & Ahuvia, 2006).
Céc md hinh nghién ciu thyc nghiém cla
Hollebeek (2014) va Dwivedi (2015) cho thdy két
qué cda sy gdn két thudng hiéu 12 § dinh s dung
thugng hiéu va trung thanh thuong hiéu. Bijmolt
(2010) x4c dinh sy trung thanh thudng hiéu 13 két
qué cda sy gin két thusng hiéu. Do d6, nghién
citu ndy gid thuyél:

HI: Sy gin k&1 thuong hiéu c6 tdc déng tich
cuc d€n sy trung thanh thuong higu.

2.1.2. MSi quan hé giita sit tham gia va su e
1uong hap vdi gdn kér thitong hiéu

Sy tham gia thuong higu phdn dnh mic d¢
quan tam va cdm nhan vé sy thich ddng clia mét
thuong hiéu dua trén nhu cdu, gid i va s§ thich
(Zaichkowsky, 1985). V& mat ly thuyét, sy tham
gia thuong hi¢u durge thira nhin rong rai 1a c6 téc
ddng dén sy gin k&t thuong hiu (De Vries &
Carlson, 2014; Hollebeek, 201la; Hollebeek,
2011b). V& mil thyc nghiém, Hollebeek (2014),
De Vries & Carlson (2014) va Dwivedi (2015)
chitng minh sy tham gia thiang hiéu c6 tac dong ¥
nghia dén sy gin k€t thuang higu. V1 vy, nghién
ctiu ndy g1d thuy€t:

H2: Sy tham gia thuong hiéu c6 tdc dong tich
cyc dén sy gdn ket thuong hiéu.

Theo Sirgy (1985), sy tuong hgp phan dnh sy

H5

Chat lugng thuang hiéu | @u ttuong hgp |— H3 ‘/
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phd hop giita tinh cdch ¢4 nhan cia ngudi tiéu
ddng va tinh cdch cd nhdn cda thuong hi¢u.
Ngudi tiéu ding tham gia vd dérg gbép vao
thong higu nhim d€ thé hién ban than (Lloyd,
2013; Wirtz, 2013). V& mit thyc nghiém,
De Vries & Carlson (2014) ching minh su tu
wong hdp cé tdc ddng tich cuc d&n sy gin k&l
thirong hiéu. Do d6, nghién ciu nay gid thuyé&t

H3: Sv ty wong hgp véi thudng hiéu ¢é tdc
dgng tich cyc d€n sy gin k€t thuang hidu

2.1.3. M&i quan hé gifta tiang tdc, chdt lugng
va si¢ gdn k&t thuong hiéu

Tuwong tdc thudng hiéu dugc dinh nghia 12 cdm
nhin cda ngudi tiéu diing, thudng hi€u sin sang
vi ¢6 mong muén dudc hda hagp vdi khach hang
(France, 2016). Sy tudng tdc ngay cing gia ting
v6i thuang hiéu s& 6 tdc dong tich cyc dén méi
quan hé gita khdch hiang va thuong hiéu (Jee &
Lee, 2002), tr d6 hinh thanh sy gin két véi
thigng hiéu. Do d6, nghién citu ndy gid thuy&t:

H4: Sy wiong tdc thuong hiéu ¢6 tdc déng tich
cyc d€n sy gin k€L thudng hiéu.

Zeithaml (1988) dinh nghia cha't lugng thuong
hiéu 13 ddnh gid t6ng th€ cla ngudi tiéu ding vé
su xudt sic hay tuyét v3i clia thudng higu. Tdc
dong ca chit lugng thudng hiéu d€n méi quan
hé gifa ngudi tiéu ding - thuong hiéu dugc thira
nhdn rgng rdi (Cronin, 2000). Do d6, nghién ctru
ndy gif thuyét:

HS5: Chal lugng thuang hiéu c6 tdc dgng tich
ce d€n sif gdn k&t thuong hiéu.

3. Phudng phip nghién cifu

3.1. Thang do luing

Nghién citu sif dung thang do ludsng duge ké
thita tY cdc nghién citu trvée ddy. Thang do ludng
sy gdn k€L thudng hiéu dugc st dung 1Y nghién
cifu cha France (2016) gdm 7 muc hdi. Thang do
ludng sy tham gia (hudng hiéu (5 muc héi) va sy
W tuong hgp (4 muc héi) duge k& thira ur De
Vries & Carlson (2014) wong ty nhu France
(2016). Thang do chdt higng thudng hiéu (3 muc

héi) dugc st dung tlf nghién ctru cdia Cronin
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(2000) va thang do sy tuong téc thuong hidu (5
muc hdi) duge 1y r France (2016). Cudi cdng,
thang do trung thinh thudng hiéu dugc muon tir
nghién citu cia Y1 & Gong (2013)

3.2. Dt lidu nghién citu

Nghién cuu tap trung vao sy gin k&t thuang
hiéu va trung thanh thuong hiéu déi véi dich vu
khdch san hru trd tai Nha Trang, mot trong nhitng
thanh phé c6 t6c 46 phdt rién dich vu du lich
hang ddu Viét Nam, Di¥ liéu nghién citu dudc thu
thip theo phudng phip miu thuin uén. B4i
wang thu miu 13 du khdch quéc 1€ gdm du khach
dén tr My, chiu Au, Uc d&n Nha Trang trong
khodng thd: gian thing 4 vi S nim 2019, Miu
dugc thu thip tai cdc dia diém du khdch thudng
xuyén qua lai nhu Thip ba Ponagar. Qudng
trudng 2/4, dudng Nguy&n Thién Thudt, Hing
Vuong, Biét Thy.

Téng cdng c6 260 du khdch ddng § tham gia
trd 13i bang khio sdt. S& bing héi phdt ra va thu
vé 13 260. Trong d6, c¢é 13 bdng hdi bi loai bd do
nhiéu di liéu bj bé tréng, con lai 247 bing hdi
dugc st dung cho phin tich. Dac di€m cda miu
thu thip dudc nhu sau: s8 ngudi dude hdi 1a nir
chigm ty 1€ 55,47%: d6 wdi tir 30 d&n 44 chi€m
46,15%, di k&1 hén chi€m 49,39%, nhan vién
chi€m 34.01%. doanh nhin chi€m 16.19%. con
1aj 13 cdc thanh phan khdc.

4, K&t qua va thio ludn

4.1. Pg tin cdy va dj gid tri ciia thang do luong

Nphién citu nay sit dung hé s§ Cronbach’s
Alpha va d6é un cdy 18ng hgp d€ dinh gid do tn
cdy thang do. Bé&n canh d6, hé s6 1di vd phuong
sai trich duge sit dung d€ ddnh gid do hoi tp cia
thang do lung. K& qud cho thiy hé 6
Cronbach's Alpha va dé tin cdy ciia thang do déu
16n hon 0.7. Do d6. cic thang do déu dal dugc dd
tin cdy. Hon nira. cic hé s6 (di déu 16n hon 0.7
va phuong sai trich déu 19 hon 0.5. Do dé. cic
thang do déu dat ducc dd gid tri hdi v,

Tiép theo. tiéu chudn Fomell & Larcker
(1981) dudc dp dung d€ ki€m dinh d0 gid tri phan
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biét cda cdc cdv tric khdi niém. K&t qui cho
tha'y, cin bic hai cia mot bi€n s 16n hon gid tri
tudng quan 16n nh4t cda bi€n s8 nay va véicic
bi€n s6 khdc. Do d6, cdc ciu tric khdi niém dat
duge a6 gid tri phan biét.

4.2. Kiém dinh gid thuyét nghién cdu véi
PLS-SEM

PLS-SEM dugc st dung dé kiém dinh gid
thuy€t nghién ciu. K€t qud cho thdy cdc gid
thuyét déu duge Gng hd bdi dir ligu. Bén canh @6,
R?clia hai bi€n s& gin k&t va trung thinh khd cao
cho thy cic bi€n s d6c 1ap c6 thé gidi thich 161
cho cédc bi€n phu thude. Hon nifa, chi s6 Q cia
hai bi€n s6 ndy ciing déu I6n hon 0, cho thdy mé
hinh phi hgp véi di liu thu thip (Bang 1).

Cy thé hon, tudng téc thudng hiu (B = 0.16),
chit lugng thueng higu (B = 0,18), sy tham gia
thuong hiéu (B = 0,31) va sy w wdng hgp
(B = 0,32) déu c6 tic ddng tich cyc dén sy gin
k€&t thuong hiéu. Cu6 ciing, sur gin ket thuong
hiéu c6 tdc ddng manh d&n sy trung thnh thudng
hiéu (B = 0,68). Ti€p theo, thi tuc bootstrap duge

sit dyng d€ ki€m dinh lai mét Jdn nia cic hé s&
dudng din ¢6 y nghia. K&l qua cho thiy cdc hé s&
duing din c6 ¥ nghia & mire 5% dudc kiém dinh
lai thong qua thii tuc bootstrap déu khic 0. Nhy
viy, ta k€t luan, k&t qui ki€m dinh gid thuyéi fa
ddng tin ciy.

5. K&t lugn

Nghién ctu thyc nghiém nay kiém dinh tic
dong cia sy gdn K& thuong hiéu d€n sy trung
thanh thydng hi€u, mt bién s& ¢6 vai trd quan
trong d6i vé1 hoat dgng marketing cia doanh
nghiép. Két qud ki€m dinh cho thiy cic gid
thuyé€t déu dugc dng hé bdi du ligu. Do d6,
nghién cdtu ¢6 mét 58 dong gép vé mit hoc thujt
v thyc tién,

5.1. Ham y ly thuyét

K&t qud nghién ciru cho thd'y tréch nhiém cda
doanh nghié&p trong viéc xdy dung chat lugng cdm
nhidn bén trong ngudi tiéu dung va nhing hanh
d6ng ban diu trong vigc tao dyng sy tudng téc
v6i ho ¢ vai trd quan trong déi vdi viéc hinh
thanh va cing c& sy gdn k&t vdi thuong hiéu. Bén

Bdng 1: K&t qud kiém dinh mé hinh

oid ‘ |
DPudng dén thuyst VIF | Std.p | tvalue | Bootstrap ‘Ksl lugn |  Chi s&'md hinh
Tuong tac — Gn két \ W[ 250 016 259 (006026 Ungho | o, =070 |
Chat lugng — GAn két [ H2 | 222 | 018 f 19 | [0.03;0.36] } Ung h ‘ Retnung tann = 0.47
| - | | ‘:
Tham gia — GAn két ( H3 ; 2.14 \‘ 0.31 | 366" | (0.17,045) i Ung hé \ Qg = 044; 1
) I i ) 1 =
Sy ty tuong hgp - Gén két { He | 288 | 032 | 347 | [0.18,048] | Ungho ‘Q’rwmu-ﬂ-%
SRS —
Ginkét - Tungthanh | Hs |10 | 068 146" | (059,075 | Unghs
|~ i | i ‘

‘ Pruong tac » caakat = 0.03;
| Penstiuong - Ganka = 005!
| Prhamga— Ganker = 1.15;
| Prywong hop -» Ganiet = 0.12.
‘, P4 k61 -» Trung thann = 0,87

Ghi chii:
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canh d6, cdc bi€n s8 ngudi tiéu diing ciing cé 1dc
dong tich cyc dén sy gin k€ thuong higu. Vi vy,
nghién citu déng gép biing viéc thyc hién kiém
dinh tdc dong thyc nghiém, déng 1hdi déng gép
mot bi€n s6 mé1 mi cdc nghién citu trude diy
chuta thdo ludn la sy ty twong hgp.

Cudi cing, k€t qud nghién ctu gdi y sy gdn
k€t thuang hiéu déng vai (rd trung tim trong sy
thanh cdng cGa qud trinh xdy dung thudng hiéu
cho doanh nghiép va tdc ddng d€n hanh vi ngudi
tiéu ddng. Tuy nhi€n, nghién cdu mdi chi khim
phd tdc dGng cla su gdn k€t dén trung thanh
thuong hiéu trong khi méi quan h& giira bién s&
nay va hing loat cdc bi€n s6 quan trong khdc nhu
truyén miéng, mua hang 13p lai, khuy&n ngh vin
chua dude kiém dinh. Vi vay, cic nghién citu
wong lai cin thyc hién ki€ém dinh cdc mdi quan
hé nay nhim khfing dinh vai trd quan trong cta sy
24n k&t thuong hiéu,

5.2. Ham § quan (ri

Nghién citu cho tha'y si tuang tdc thudng hiéu
vh chi't lugng thuong hiéu cé tic dong dén sy gdn
két thuong higu ciia ngudi tiéu diing. Didu ndy
g¢i y cho cic nha qudn tri thudng hiéu khéch san

TAILIEU THAM KHAO:
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nén hinh thanh cdc chi€n lugc va k&€ hoach
marketing thic diy sy gin k&t v6i thuong hiéu.
Trong thdi dai cong nghiép 4.0, cdc nha qudn tri
thuong hiéu khich san nén sit dung céng cu
truyén thdng xi héi nhu Facebook vi tham gia
vio cic nhém cong déng du lich rén cdc mang
xd hoi khic d€ wruyén thong va ti€p nhin phin
hdi nhiim cdj thien chalt lugng dich vu cing nhy
gidi quy&t cdc van dé phit sinh gita ngudi tiéu
dung va doanh nghiép.

K&t qua nghién citu ciing cho thiy nhi quan
tri thudng hiéu cin 1dp trung vao thic diy su
tham gia thudng hiéu va sy w twong hgp cda
ngudi tiéu ding ddi véi thuong hiéu. Bing hoat
déng truyén thdng va qud trinh khich hang trii
nghiém dich vu, cdc khdch san nén lam cho hg
gia ting sy wong hgp va su tham gia d8i véi
thuong higu d€ khach hang ¢6 thé cim nhin gid
tri cd nhdn trong qud trinh st dung dich vu. Cugi
cing. nhd qudn tri thuong hiéu c6 thé 1dp trung
gia tang su ty hao va sy dam mé vdi thuong hiéu
cha ngudi tiéu dung bing viéc xay dung hinh anh
thudng hi¢u tich cuc thdng qua hoat déng xi hdi.
vi du nhy thyc hién trich nhiém x3 hdi cia
doanh nghiép m
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ABSTRACT:

This study contributes to explore the premise and results of brand engagement in the hotel
industry in Nha Trang City. More specifically, firm-led related factors that includes brand
interaction and brand quality and consumer-related factors that include the brand involvement
and the brand self-congruity are hypothesized (o have influences on the brand engagement.
The brand engagement is hypothesized to have impacts on the brand loyalty. The 1esting
results on a sample of 247 international tourists with the PLS-SEM indicate that all the
proposed hypotheses are supported. This study proposes some theoretical and practical
implications.

Keywords: Brand interaction and brand quality, brand engagement, brand loyalty.
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