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THONG TIN TOM TAT
DOI:10.46223/HCMCOUJS. Vé&i muc tiéu xac dinh cac nhéan t6 cing mic do anh hudng
econ.vi.16.3.970.2021 dén y dinh mua lap lai nha cung cap thiét bi phong chay chira chay

ctia khach hang t6 chtic tai Viét Nam, va dé xuat mot sb ham y
quan tri giup cac nha cung cip gia ting ¥ dinh mua lap lai tir khach
hang, nghién ctru dugc thuc hién trong nam 2020 thong qua ba giai
doan: hai giai doan nghién ctru dinh tinh (thao luan truc tiép véi
nhom 07 chuyén gia tai Thanh phé H6 Chi Minh va 05 chuyén gia
tai Thanh phd Ha Noi), mot giai doan nghién ctru dinh lugng (c&
mau 14 619 khach hang t6 chtrc trén toan Viét Nam). Két qua 13 cac
nhan t6 Nhan thu:c vé gia, Mbi quan hé, Chat lu:ong san pham va
Ngay nhan: 12/09/2020 Dich vu cung cip tic dong theo thur tu glam dan dén Y dinh mua
lap lai thong qua nhan t6 trung gian truc tlep la Sy hai long va gian
tiép 1a Niém tin. Hai nhén t6 tac dong truc tiép dén Y dinh mua lap
Duyét dang: 20/11/2020 lai 1a Thoi quen va Niém tin; trong d6, Théi quen tac dong manh
hon va 1a bién diéu tiét c6 anh huong tiéu cuc dbi véi su tac dong
ctia Niém tin dén Y dinh mua lap lai, tvong dong véi cac nghién
ctru cua Chiu, Hsu, Lai, va Chang (2012) va Hsu, Chang, va
Chuang (2015). Dua vao d6, cac nha cung cp duoc khuyén nghi
cac ham ¥ cai thién dich vu cung cép, nang cao chit luong san
pham, niém tin va mdi quan hé dé co dugc nhidu c6 hoi gia ting ¥
dinh mua 13p lai tor khach hang t6 chuc. Tai Viét Nam, cac dé tai
vé y dinh mua lap lai da s6 13 nghién ctru vé san pham, chua co dé
Tir khéa: tai ndo nghién ctru vé y dinh mua l3p lai tai nha cung cép cii trong
bién diéu tiét; nha cung cip linh vuc B2B. Vi’ thé, két qua nghién ctru nay gép ph?m bo sung co
thiét bi phong chay chita chay;  s& 1y luln ctua d6i tugng va pham vi nghién ctru trén. Nghién ctru
Viét Nam; ¥ dinh mua lap lai  cling dong gop mot phuwong phap méi & Viét Nam vé xu 1y bién
diéu tiét (phan tich da nhém két hop MSEM) va bién trung gian
(phan tich nhiéu mé hinh hdi qui boi don 1é két hop Bootstrapping).

ABSTRACT

With the objectives to identify factors and theirs affecting the
degree of fire protection equipment supplier’s repurchase intention
of organization customers in Vietnam and to suggest some
managerial implications to help suppliers increase this intention,
the research is conducted in 2020 through three phases: two phases

Ngay nhan lai: 28/10/2020
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of qualitative research (face to face discussions with 07 experts in
Ho Chi Minh City and 05 in Hanoi), one phase of quantitative
analysis (with a sample of 619 organization customers in Vietnam).
The factors Price perception, Relationship, Product quality, and
Provided service are found to affect in descending order to
Repurchase intention through Satisfaction- a direct mediation
variable- and Trust- an indirect one. Two factors that directly affect
Repurchase intention are Habit and Trust; of which, Habit has a
stronger effect and is a moderator variable that has a negative effect
on the relationship of Trust and Repurchase intention, it is the same
as Chiu, Hsu, Lai, and Chang (2012) and Hsu, Chang, and Chuang
(2015). Then, the providers have suggested some implications to
improve the provided service, increase the product quality, trust as
well as the relationship to get more opportunities to increase the
repurchase intention from organization customers. In Vietnam, the
researches on repurchase intention were mainly about the products;
there has been no research on the repurchase intention of previous
providers in the B2B section. Therefore, these research results have
contributed to the literature of the research object and scope. They
moderator variable; fire have also contributed a new method in Vietnam to solve the
protection equipment supplier; 4o a0 yariable (analyzing multi groups combined with
Vietnam; repurchase Intention . . . . . .
MSEM) and the mediation variable (analyzing multi regression
models combined with Bootstrapping).

Keywords:

1. Gi6i thi¢u nghién ciru

Theo quy dinh caa Luat Phong Chay va chira chay (Qudc hoi, 2013), co quan, t chuc,
ho gia dinh va ca nhan c6 trach nhiém phai ty trang bi phuong tién Phong Chay Chira Chay
(PCCC). Khach hang c4 nhan thuong rat it mua lap lai san pham PCCC cho nén khéng thuoc
pham vi nghién cau nay. Khach hang té chirc mua hang theo mé hinh business to business (B2B)
va duoc cac nha cung ng thiét bi PCCC phan thanh ba nhém. Khach hang I¢ 1a cac t6 chirc mua
thiét bi PCCC vé str dung truc tiép. Khach hang dai Iy 1a nhimng co s, dai ly, doanh nghiép
chuyén vé thuong mai thiét bi PCCC. Khach hang thi cdng PCCC la cac cong ty hoat dong trong
linh vuc thi cong hé théng co dién néi chung va PCCC noi riéng.

D3 c6 nhiéu nghién ctru trong va ngoai nudc vé ¥ dinh mua 1ap lai nhung chi tim hiéu vé
hanh vi cia mot nhom ddi twong khach hang cu thé nhu khach hang td chie, khach hang ca nhan,
cac nha nhap khau; hoic hinh thirc mua hang nhw mua hang truc tuyén, mua hang trong cac trung
tam thwong mai; hoac vé mot nganh, mot linh vuc nhu nganh ngan hang, du lich, ... (Ariffin,
Yusof, Putit, & Shah, 2016; C. B. Q. Nguyen, 2015; Gill & Ramaseshan, 2007; Heesup, Jongsik,
Bee, Sanghyeop, & Wansoo, 2019; Ho & Wang, 2015; Khan, Naumann, & Williams, 2012; T.
T. Nguyen, 2018; ...). Hién tai, nhom tac gia chua thay c6 dé tai nao nghién ctu vé y dinh mua
lap lai tai nha cung cép cit PCCC trong linh vuc B2B. Nghién ctu nay c6 muc tiéu xac dinh cac
nhan t6 cing mic do anh hudéng dén y dinh mua 1ap lai nha cung cap thiét bi PCCC cua khach
hang t6 chirc tai Viét Nam va dé& xuat mot s6 ham y quan tri gidp cac nha cung cép gia ting y
dinh mua lap lai tir khach hang.
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2. Co 56 1y luan

Ishikawa va Suzuki (2018), Heesup va cong su (2019) cho ring; cac cong ty can phai hiéu
biét sau sdc nhu cau cua khéch hang cung véi kha nang ctia minh dé hanh dong theo nhﬁ:ng hiéu
biét d6. Cac cong ty cb ging st dung cac y tudng, kién thirc hodc cong nghe khac nhau von khong
cung ton tai trong cac cong ty ctia ho dé d6i méi san pham, nang cao chat hmng va tur do tinh doc
dao ciia san pham c6 thé duoc xac nhan. Nhiéu dich vu B2B ¢ mdt san pham hitu hinh c6 anh
huong dén su hai long cua khach hang (Vargo & Lusch, 2011, as cited in Kungumapriya &
Malarmathi, 2018). Do d6, chit luong san phim 1a mot yéu t6 dé khach hang danh gia vé nha cung
cép. Néu chat lugng san phém la cao, hé théng s€ hoat dong nhu binh thuong, diéu nay s& dan dén
danh gia tong thé cua nha cung cép tich cuc hon (Gill & Ramaseshan, 2007). Néu chat lugng cta
san phdm duogc danh gia 13 thap, khach hang yéu cu diéu chinh thudng xuyén, ddn dén thoi gian
chét, dich vu khan cép s& st dung thuong xuyén hon, din dén khach hang dénh gia hi¢u suét cua
nha cung cép thap, khach hang khong hai long va it c¢6 y dinh mua lap lai lan nita (Gill &
Ramaseshan, 2007).

H1: Chat heong sin pham ciia cic nha cung cdp tac dong tich cue 1én sw hai long cia khdch hang

Hsu (2011, as cited in Alafeshat & Alola, 2018) cho ring mot muc gia thap va linh hoat 1a
mot yéu td chinh gitp thu hat khach hang, din dén sy gia ting y dinh mua hang ctia ho. Trong thi
truong B2B, tir lau viée chon dung ngudn cung di dugc coi 1a mot trong nhiing chirc ning quan
trong trong kinh doanh (Hutt & Speh, 2014). Gi4 lién quan dén sy ddnh doi gitra gia phai tra va loi
ich mong doi. Patterson (1997, as cited in Gill & Ramaseshan, 2007) cho ring néu gia 1a bén ngoai
pham vi chép nhén cta khach hang hoac gid bao hi¢u réng chét lugng kém thi nhan thic téng thé
ctia khach hang ciing giam. Gia nhu mot yéu t6 quan trong cho sy hai 1ong ctia khach hang boi vi
khach hang luén dé cap dén gia ca khi danh gia san pham va gié tri dich vu (Suhaily & Soelasih,
2017).

H2: Nhdn thire vé gid ciia cdc nha cung cdp tac déng tich cuc lén s hai long ciia khdch hang

Chat luong dich vu ciing dugc coi 1a mot trong s6 it phuong tién dé phan biét dich vu va
loi thé canh tranh dé thu hat khach hang méi va 1am ting thi phan (Yoo & Park, 2007, as cited in
Heesup et al., 2019). Chat lugng dich vu cao c¢6 thé thu hiit khdch hang m&i, giir chan khach hang
hién tai va cling thu hat khach hang cta céac dbi thu canh tranh khac, noi ma dich vu duoc coi 1a
kém hon (Babakus, 2004, as cited in Kungumapriya & Malarmathi, 2018). Chat luong dich vu d
tr& thanh mot yéu t6 quan trong quyét dinh sy hai long cta khach hang (Naik, Gantasala, &
Prabhakar, 2010). Cac cong ty dich vu va ban san phém lién tuc nd luc dé phat trién cac dich vu
moi, cai thign va tang cuong chét luong dich vu cua ho nhu mot phuong tién dé dat dugc su hai
long ctia cuia khach hang, tang loi thé canh tranh giita cic cong ty v6i nhau (Beckers, Doorn, &
Peter, 2018). Homburg va Garbe (1999, as cited in Khan et al., 2012) dé xuit rang dich vu B2B
bao gom chit luong két ciu 16i, chat lugng quy trinh va chat luong két qua thyc té co lién quan
manh m& dén sy hai long cia khach hang.

H3: Dich vu cung cdp tdc déng tich cuwec 1én sy hdi long ciia khdch hang

Wu, Wang, Xu, va Chen (2019) nhén dinh phuong thirc thanh todn dong vai tro quan trong
trong viéc diéu phdi chudi cung ting dé c6 hiéu qua tai chinh tét hon thong qua ti uu hoa dong
tién, 1a chia khoa cho thanh cong cua kinh doanh ngay nay. Phuong thirc thanh toan bao gdm cac
quy dinh vé thoi gian thanh toan, chinh sach tra trudc, trd cham hodc trd mat phﬁn. Viéc kéo dai
thoi han thanh toan c6 thé gitp khach hang tiét kiém duoc chi phi 13i vay, thic ddy mua hang nhiéu
hon va ting loi nhuan trén sy hy sinh cta nha cung cip. Thanh toan cham ciing lam giam ap luc
thanh toan va nhimng han ché vé vbn cua khach hang, khach hang hai long va thuc day ho ting sb
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luong dat hang lai (Wang & Head, 2018, as cited in Wu et al., 2019). Nhiéu truong hop khach
hang phai thanh toan truéc vi khach hang dat hang dé san xut riéng mot san pham tuy chinh va
1a khach hang duy nhét cua san phadm d6. Nha cung cdp budc thanh toan trudc dé khach hang
khong hily don hang vi san pham tiy chinh nay khong thé ban cho mot khach hang khac (Diabat,
Taleizadeh, & Lashgari, 2017).

H4: Phuong thirc thanh todn tac dong tich cuc lén su hai long cua khach hang

Theo Aurier va N’Goala (2010), tao 1ap mbi quan | hé v6i khach hang bao gdm viéc duy tri
va phat trién mdi quan hé. D6 1a viéc duy tri, phat trién mdi quan hé caa ngum ban voi nguol mua
va nguoi hd tro mua hang. Do d6, cong ty phai c6 nhidu hoat dong nhim md rong modi quan hé
hién tai vd&i khach hang (Reinartz & Kumar, 2016, as cited in Beckers et al., 2018). Trung binh
hon mot nira khéch hang bi tdc dong tir bén ngoai trudce khi lién hé vdi nhan vién ban hang. Mot
moi quan hé bén chit giita nguoi ban va ngudi mua luc nay s& lam giam cac anh hudng tir bén
ngodi va lam ting su hai 10ng cua nguoi mua vé dich vu cung cép cta ngudi ban (Dixon &
Adamson, 2011, as cited in Lawrence, Crecelius, Scheer, & Lam, 2019). Cung quan diém, Kishada
va Wahab (2013) cho riang xay dung mdi quan hé 1au dai v6i khach hang 1a diéu kién tién quyét
dé 1am ting su hai 10ng ctia khach hang.

H5: Moi quan hé tac dong tich cuc lén su hai long cua khdach hang

Homburg va Garbe (1999, as cited in Khan et al., 2012) cho rang dich vu B2B bao gdom
chét lugng cia viéc cung cép san phém/djch vu ¢c6t 13, cach thire cung cép dich vu va két qua thuc
té; trong do, cach thirc cung cp dich vu c6 tic dong manh mé dén sy hai 10ng cta khach hang
doanh nghiép. Schellhase (2000, as cited in Khan et al., 2012) nhan thay rang ning luc k¥ thuat,
kién thirc ctia nhan vién ciia nha cung cap, sy hop tac gitta nha cung cdp va khach hang 1a dong
luc quan trong cta sy hai long cua khach hang. Ca hai nghién ciru nay nhan manh qua trinh cung
cép dich vu va nghiéng vé ban chat ky thudt hon cua dich vu B2B. Nhiéu c4 nhan trong cung mot
nha cung cap hop tac chit ché voi nhau dé dap img nhu cau ciia khach hang té chie cling 1am cho
ho hai 10ng (Khan et al., 2012). Su hai 10ng 1a mét yéu té quan trong dé duy tri méi quan hé lau
dai glua cong ty va khach hang ciia minh va dugc xem 1a mot phan tng anh huéng dén viéc danh
gia vé mot nha cung cip (Consuegra, 2007, as cited in Ercis, Unal, Candan, & Yildirim, 2012
Oliver, 1992, as cited in Kungumapriya & Malarmathi, 2018). Chiu va cong su (2012) cho rang
su hai long cua khach hang dugc hinh thanh tir nhitng kinh nghiém mua hang trudce day va nhan
thirc vé sy ding dan khi quyét dinh mua hang, phan anh cam giac vui thich hay that vong cta
nguoi mua khi so sanh gia tri nhan dugc véi sy ky vong trudce khi mua hang. Sy hai long dong mot
vai trd quan trong trong viéc hinh thanh niém tin. Nhitng ngudi c6 kinh nghiém mua hang s& c¢6
xu huéng tin twong vao ngudi ban. Piéu nay 1a do sy hai 10ng v6i két qua trong qué khir lam tang
sy tin twong ctia khach hang rang ho khong bi lgi dung va ngudi ban quan tim dén loi ich ctia ho
(Wang & Head, 2007).

H6: Su hai long ciia khdch hang tac dong tich cuc 1én niém tin ciia khdch hang

Chiu va cong su (2012) dua ra khai niém vé y dinh mua lap lai, d6 1a phan quyét ctia timg
c4 nhan vé viéc l3p lai viéc mua hang trong cing mot cong ty trude do. Ji va Wook (2007) bd sung
thém rang phai tinh dén tinh hudng hién tai ctia ngudi mua hang. Ly do tai sao khach hang quyét
dinh chon cung mgt nha cung cép dich vu va mua cung mot dich vu 1a trén co s¢ kinh nghiém
trudc day cua ho. Bén canh do, Chang va Wildt (1994, as cited in Heijden, Verhagen, & Creemers,
2003) cho réng v dinh mua 1dp lai 1a y dinh mua khac nhau vi vi¢c mua lai biéu thi viéc mua mot
mat hang nhiéu hon hai 1an va doi hoi nhimng chi din khong giéng nhau. Padilla, Milton, Johnson,
va Nyadzayo (2017) thira nhan rang hanh vi mua trong thi trudng B2B va thi trudng B2C c6 lién
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quan dén nhau va c6 chung mét sé dic diém. Do d6, nhitng yéu t6 anh huong dén ¥ dinh mua lip
lai cua nguoi tiéu dung co6 thé ap dung trong thi truong B2B.

Mdi quan hé kinh doanh giita cdc ngudi mua cia céng ty va nha cung cp 13 mot phuong
tién chinh dé tang thém gia tri cho mat td chure, tire 1a 1gi ich lién quan dén mbi quan h¢ cua hai
bén déu duge tang 1én (Morgan & Hunt, 1994, as cited in Webb, Henneberg, & Forkmann, 2017).
Niém tin 1a mdt co ché phéi hop di duoc quang cdo rd rang 1a mot yéu t tich cuc trong mdi quan
hé kinh doanh va né da duoc ching minh la cai thién mbi quan hé cling nhu hiéu qua kinh doanh
cho tat ca cac ddi tac lién quan (Suhaily & Soelasih, 2017; Webb et al., 2017). Niém tin gitra cac
t chirc ciing dugc sir dung dé thay thé cac co ché giam sat ton kém (Mulyono & Situmorang,
2018). Theo Chiu va cong su (2012) niém tin 14 su tin twéng manh liét vao dleu g1 do va la chia
khéa dé duy tri su lién tuc vé mdi quan hé gitra khach hang va nha cung cip. Niém tin c6 anh
huong dang ké dén ¥ dinh mua hang lap lai.

H7: Niém tin cia khdch hang tac dong tich cuc lén y dinh mua lap lai nha cung cd'p

Chiu va cong su (2012), Hsu va cong su (2015) 1ap luan thoi quen mua sim nhu 1a mot
phéan tng tu dong dugc kich hoat bdi mdt trang thai kich thich ma khong thong qua qua trinh phan
tich nhan thirc. Mot ddc diém quan trong hinh thanh thoéi quen 1a mbi lién hé da hoc duoc gitta
hanh vi va két qua kha quan hodc két qua trai nghiém. Tan suét cta hanh vi trong qua khir 13 mot
dic diém cua théi quen va mot dac diém quan trong cua sy hai long dé hinh thanh thoéi quen la su
lién két da hoc gitra mot hanh vi dic biét va mot két qua thoa dang (Verplanken & Orbell, 2003).
Sy phat trién cua théi quen doi hoi mot lwong nhat dinh su 13p di lap lai hodc thuc hanh (Aarts &
Dijksterhuis, 2000). Khi hanh vi da tr¢ thanh théi quen, nd s€ tré thanh tu dong va dugce thuc hién
ma khong ¢o su quyét dinh cta y thic.

H8: Théi quen tic ddng tich cuc dén y dinh mua ldp lai nha cung cdp

Theo Chiu va cong su (2012), théi quen c6 thé khién cho viéc can nhic c6 ¥ thic vé sy
khong chic chin trd nén khong can thiét va do d6 tim quan trong ctia niém tin s& giam. No6i cach
khac, thoi quen diéu tiét tiéu cuc mbi quan hé giira niém tin va y dinh mua ldp lai. Sy tuong tac
gilta niém tin va thoi quen trong du doan vé y dinh mua hang 13p lai goi ¥ rang c6 mot sy danh ddi
gita niém tin va thoi quen. Mot théi quen manh s& 1am giam anh hudng cta niém tin dbi voi y
dinh mua 1ap lai va ngugc lai (Hsu et al., 2015).

H9: Théi quen tic dong tiéu cuwec 1én moi quan hé giika niém tin va y dinh mua Idp lai nha
cung cdp

Céc nha cung cdp ngay cang bi thach thirc khi khach hang ciia ho mua hang c¢6 hé thong
hon va doi hoi cao hon (Grewal, 2015; Ulaga & Kohli, 2018, as cited in Lawrence et al., 2019).
Khach hang thuong tap hop cac bén lién quan trong quyét dinh mua hang dé quan 1y danh muc
mua hang phtc tap, san pham pht hop va dé giam rai ro mua hang. Dé tiép can nhom cac bén lién
quan ctia khach hang rong hon, cac nha cung cip ngay cang tin tudng vao su ung hd ctia nguoi
mua ddi v6i nha cung cdp, mot ngudi mua ca nhan nd lyc dé thuyét phuc nhiing ngudi khéc tac
dong dén quyét dinh mua hang cuia cac ddng nghiép sao cho vi thé ciia nha cung cap duogc cai thién
(Krapfel, 1985, as cited in Lawrence et al., 2019). Mot nguoi ing hd ngudi mua c6 thé rat quan
trong cho thanh cng ctia mot nha cung cép. Sy ving mit ctia ngudi van dong mua bét loi cho nha
cung cip, van dong ngudi mua 13 mot cong cu quan trong dé mé rong mot khach hang B2B mua
hang tir mot nha cung cip. Bén canh d6, Ashforth, Giodia, Robinson, va Trevino (2008) cho ring
tham nhiing 12 nguoi sir dung trai phép vi tri hodc quyén luc cia mot ngudi khac dé dat duoc loi
ich ca nhéan hoic tp thé. Nguoi mua hang bé ngoai thuc hién nhiém vu ctia minh véi cong ty
nhung hanh dong vi 1¢i ich ctia chinh minh khi nhan hdi 16 cua nha cung cép, diéu ma hai bén da
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thoa thuan dya trén sy tin tudng 1an nhau. Misangyi va Elms (2008), Neves (2019) ciing két luan
rang tham nhiing trong t0 chirc da tr¢ thanh thuong 1€ va theo thoi quen.

Thuec té, theo cac chuyén gia tai nghién ctru dinh tinh 14n 01- nhitng nguoi da co it nhat 10
nam kinh nghiém lam viéc v6i khach hang ciing nhu mua thiét bji PCCC cho t6 chtrc, mbi quan hé
tin tudng gitta nguoi ban va nguodi mua s€ phat sinh ra nhitng hanh vi ti€u cuc trong hop tac kinh
doanh. Nhirng hanh vi tiéu cuc nay gdm nhitng khoan hdi 16, hoa hong, chiét khiu, ké khong, ...
Day 1a nhitng van dé rat nhay cam, né tac dong truc tiép 1én y dinh ciia khach hang khi mubn mua
1ap lai tai mot nha cung cip nao d6. Vi yéu t6 nhay cam nay, hiém c6 nghién ctru ndo dugc cong
bd vé mbi lién hé gilra nguoi ban, ngudi mua, tham nhiing va y dinh mua 13p lai. Uslaner (2004,
as cited in Li & Wu, 2010) cho rﬁng mbi quan h¢ cao duong nhu tao diéu kién cho tham nhiing.
Khi méi quan hé dat dén mot muc cao, moi ngudi ¢6 xu hudng tin twong 1an nhau, nhimg ngudi
tham nhiing cam thay thoai mai khi 1ay héi 16 tir hau hét bat ky ai vi kha ning bi ngudi dua hdi 16
vach tran 1 rat thap. Shan, Le, Chan, va Hu (2020) mét 1an nita khang dinh lai mdi quan hé qua
chit ché giita cac bén c6 thé dan dén tham nhiing.

Tham nhiing dudng nhu 13 mét thanh phan co ban cua nganh xay dung. N6 c6 thé duoc
tan dung cung vai su thong dong dé cai thién vi thé ctia ngudi ban trén thi truong. Tham nhiing
cling co6 thé dugc dinh nghia 1a lam dung quyén luc dugc giao dé tu loi. Vi tham nhiing 1a bat hop
phap nén cac nghién ctru vé van dé nay c6 thé noi chi 1a phan ndi cia tang bang chim (Valence,
2011). Tham nhiing dién ra theo nhiéu hinh thirc khac nhau, ty thudc vao nguoi tham gia: cha
doanh nghiép, k¥ su, nha cung cip vat liéu, nha cung cap thiét bi, co quan quan ly, ... trén co s
cac ca nhan cung nhau thyc hién hanh vi tham nhiing (Jong, Henry, & Stansbury, 2009). Tham
nhiing giita cic ca nhan giira ngudi mua va nha cung cip duoc tao ra do ¢6 mdi quan hé giita cac
c4 nhan manh mé& boi sy tuong tac thuong xuyén va than thiét cia ngudi mua va nha cung cip
(Palmatier, 2008; Tushman & Scanlan, 1981; as cited in Webb et al., 2017). Nghién ctru nay chi
giéi han tim hiéu vé tham nhiing & cép d6 lién c4 nhan (Webb et al., 2017), khong tim hiéu tham
nhiing & cap d6 lién to chirc, lién qubc gia (Li & Wu, 2010; Neves, 2019).

H10: Méi quan hé giita nha cung cdp va khdch hang tac dong tich cwc dén tham nhiing
H11: Méi quan hé tic dong tich cwc lén ¥ dinh mua ldp lai nha cung cdp

H12: Tham nhiing tic dong tich cwc 1én y dinh mua Idp lai nha cung cdp

H8(+)

|
Y dinh mua

lap lai nha
cung cap

H11(+)

M&i quan
h¢

Hinh 1. M6 hinh nghién ctru dé xuét
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3. Phwong phap nghién ctiru

Thang do duoc xay dung dua trén cac nghién ctru co6 lién quan néu trén, dugc hi¢u chinh
cho phu hop véi san pham, thyc trang nganh va cdc nhom khach hang mua thiét bj PCCC thong
qua nghién ctru dinh tinh 1an 01. M6 hinh trong nghién ctru ndy gém 10 khai niém, tat ca déu l1a
thang do don hudng, dugc do luong boi 05 dén 07 bién quan sat va duoc ké thira tir cac tac gia:
Gill va Ramaseshan (2007), Khan va cong su (2012), Cannon va Homburg (2001), Kitapci,
Akdogan, va Dortyol (2014), Deng va Wortzel (1995, as cited in Kishada & Wahab, 2013), Aurier
va N’Goala (2010), Chiu va cong su (2012), Wang va Head (2007), Liu, Leach, va Bernhardt
(2005), Tang, Jia, Zhou, va Yin (2010), Webb va cong su (2017); va Kkét qué nghién ctru dinh tinh
lan 01.

Mb hinh do ludng gom 57 bién quan sét, theo Hair (2010, as cited in T. D. Nguyen, 2013),
kich thuéc mau 1y tudng 13 10 1an bién quan sat dé dam bao tranh sai 1éch do s6 lugng mau. Do vy,
s6 mau du kién ban dau 1a n = 10 x 57 = 570. Ciing theo Hair (2019, as cited in Ha & Bui, 2019),
kich c& méu t6i thiéu khi sir dung mo hinh SEM cho hon bay céu triic tiém an 1a 500.

Nghién ctru nay dugce thuc hién trén pham vi cd nudc véi ba nhom khéach hang td chic:
khach hang 1¢, khach hang dai 1y va khach hang thi cong PCCC. Khach hang 1¢ bao gom céc co
s, to chirc mua thiét bi PCCC véi myc dich st dung truc tiép hay véi muyc dich khac nhung khong
co yéu t6 mua di ban lai nhu: nha may, xi nghi€p, kho tang, tru s¢ lam viéc, bénh vién, trudong hoc,
rap hat, khach san, cho, trung tim thuong mai, ngan hang, cong ty, ... Trong sudt qua trinh hoat
dong, céc khach hang to chirc ndy can phai mua méi, mua thay thé, stra chira, hodc bao hanh céac
thiét bi PCCC.

Céc co s6, dai 1y, to chirc mua thiét bi PCCC v6i myc dich thuong mai bao gom: cac co s
- dai 1y trang thiét bi PCCC va céc cong ty cung cap thiét bi PCCC. Khach hang dai ly mua hang
theo don dat hang ctia khach hang ho, theo nhu cau thi truong va theo lwong hang con ton lai trong
kho. Tan suat mua hang trung binh tir 03 - 05 lan trong mot thang. Khach hang thi cong PCCC 1
cac nha thau xdy dung, nha thau co dién va cic cong ty chuyén thi cong, lap dit hé théng PCCC
tai Viét Nam. Cac khach hang ndy mua hang theo timg cong trinh va tién do thyc hién qua timg
giai doan. Vi vay, tin suit mua hang phy thudc vao quy mé cong ty, sb lugng va tién do cong trinh
ma cong ty dang thi cong. Thong thuong, mot cong ty sé mua hang khoang 05 1an chinh va nhiéu
1an mua bd sung & mot nha cung cap nhat dinh nao dé trong mot nam.

Dé can ddi so lugng mau khao sat theo tong sd lugng cua timg nhém khach hang, nghién
ctru ndy tién hanh chon mau theo phuwong phép phan tang va theo ti 1& (T. D. Nguyen, 2013). Tac
gia chon ty 1& 1/10, tirc s6 mau khao sat ciia mdi nhom bang 1/10 téng s lwong khach hang cia
nhém d6, c& mau du kién 1a 800. Nghién ctru dinh lugng dugc thyuc hién va phan bd déu theo timg
tinh/thanh phé va timg nhém khach hang (Bang 1) bang hinh thic khao sat truc tiép va truc tuyén
thong qua cong cu Google Docs Forms.

Bang 1
Phén phdi mau khao sat dinh luong
Khéach hang | Khachhang | = Miu (3= | Téng miu
dai ly thi cong (1)“ Miu (2)| khach |=(1)+(2)+
1) PCCC (2) hang 1) 3)
Cé nuée 884 4,630 88 463 249 800
Thanh phé Ha Néi 195 945 20 95 38 153
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Khach hang | Khach hang | i M?lu, (3= | Téng miu
dai ly thi cong (1) Mau (2) Ifhacil =)+ @2+

@ PCCC (2) hang 1¢) 3
Thanh ph6 Pa Ning 43 491 04 50 22 76
Khanh Hoa 32 57 03 6 04 13
Pong Nai 51 270 05 27 16 48
Binh Duong 66 305 07 30 19 56
Thanh phé H6 Chi Minh 312 1,757 31 176 97 304
Can Tho 22 116 02 12 07 21
56 tinh con lai 163 689 16 67 46 129
Trung binh/tinh 03 12.5 0.3 1.2 0.8 2.3

Ngudn: Két qua nghién ciru dinh luong

Phan tich dir liéu duoc thuc hién bf?mg phﬁn mém Excel, SPSS 25, Amos 20 theo trinh ty:
1am sach dir liéu, thong ké mo ta, kiém dinh d¢ tin cdy cta thang do thong qua hé s Cronbach’s
Alpha, kiém dinh gia tri phan biét va hdi tu ciia thang do EFA, phan tich nhan tb khfmg dinh CFA,
kiém dinh mé hinh céu tric tuyén tinh SEM, kiém dinh sy khac biét ctia bién diéu tiét bang phan
tich da nhém va MSEM, kiém dinh vai trd ctia bién trung gian.

4. Két qua nghién ctru

Két qua thu thap duoc 619 sb phiéu tra 101 hop 18, trong d6 khao sat truc tuyén chiém 78%
va khao sat tryc tiép chiém 22% tong s6 phiéu tra 16i. Nhitng nguoi tham gia tra 101 khao sat 1a
nhitng ngudi c¢6 kha nang quyét dinh trong cac to chire, nhitg nguoi di va dang mua san pham tir
nha cung cép thiét bi PCCC. Thong thuong ho 1 chii doanh nghiép, nhan vién vat tu va chi huy
truong cong trinh dbi voi nhém khach hang dai Iy va nhom khach hang thi cong PCCC. Riéng
nhom khéach hang t6 chirc mua 1&, ngudi phu trach mua hang rat da dang: chii doanh nghiép, thu
ky, ké toan, truong phong, ... So voi mau du kién (n = 800): mau khao sat thuc té (n = 619) theo
nhom dai 1y ¢6 ty 1& phu hgp, mau khach hang 1€ ting 1én khoang 9% va mau khéo sat khach hang
thi cong PCCC giam xudng twong tng do day 1a nhom khé tiép can vi da s6 & tinh va dich Covid-
19 kéo dai.

Két qua phan tich thang do cac khai niém nghién ctru trong mo hinh cho théy tat ca déu co
hé sb Cronbach’s Alpha 16n hon 0.8. Hé s6 Cronbach’s Alpha cta mng quan sat dat tir 0.797 dén
0.928 va hé sb turong quan bién tong déu 16n hon 0.4 nén dat 'yéu cau vé d¢ tin cy cua thang do.
Trude do, bién quan sat PQ7 (Sdan phdam cia nha cung cip X vwot qud mong doi) ¢ hé sb
Cronbach’s Alpha 0.903 16n hon hé s6 Cronbach’s Alpha ctia nhoém PQ (Chdt lwong sdan phdm)
va hé s twong quan bién tong 0.352 nho hon 0.4 nén bi loai va tién hanh chay lai Cronbach’s
Alpha. DPong thoi; bién quan sat PP1 (Gid bdn ciia nha cung cdp X ré rang) va PP2 (Nha cung cdp
X béan ding gid céng bé) cb hé sé Cronbach’s Alpha lan luot 1a 0.730 va 0.717 16n hon hé s
Cronbach’s Alpha ctia nhom PP (Nhdn thire vé gid) (0.696) va hé s6 tuong quan bién tong 14 0.224
va 0.225 nho hon 0.4 nén ciling bi loai va tién hanh chay lai Cronbach’s Alpha. Nhu vay, tir 10
khai niém véi 57 bién quan sat ban dau, sau khi phan tich d¢ tin cdy thang do thi 03 bién quan sat
da bi loai, chi con 54 bién quan sat.

Két qua phén tich EFA cho 10 khai niém voi 53 bién quan sat (d4 loai bién SA2 (Cong ty

16i hai long véi kinh nghiém mua hang tai nha cung cdp nay) vi c6 hé sb tai nho hon 0.5), phép
trich Principal Axis Factoring (PAF) c6 hé so KMO = 0.887 (> 0.5), Chi-square = 24.075, df =
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1.378, kiém dinh Bartlett c6 y nghia thong ké (Sig < 0.05) va phuong sai trich hon 60% (63.699).
Do do, phan tich EFA 1a phu hop.

Két qua xoay ma tran trong d6 53 bién quan sat duoc chia thanh 10 nhém. Gia trj tong
phuong sai trich = 63.69% > 50%: dat yéu cau; khi d6 c6 thé néi rang 10 nhén té nay gii thich
63.69% bién thién cua dir liéu. Gia tri hé sb Eigenvalues cua cac nhan td déu cao (> 1), nhan td
thir 10 c6 Eigenvalues thap nhat 1a 1.143 > 1.

Céc hé sb tai nhan t6 déu 16n hon 0.5 va khong c6 truong hop bién nao cing luc tai 1én ca
hai nhan t6 v&i hé sb tai gan nhau. Vi thé, cac nhéan té dam bao duoc gia tri hoi tu va phan biét khi
phan tich EFA. Ngoai ra, khong c6 sy x4o tron cic nhan t, nghia 14 cau hoi ctia nhan té nay khong
bi ndm 14n 16n v6i cdu hoi cia nhén t6 kia. Sau khi phén tich nhan t6 thi cac nhan té nay duoc giir
nguyén, khong bi tang thém hoac giam di.

Céc thang do cho 10 nhan t6 trén dugc kiém dinh lai thong qua phan tich nhan t6 khang
dinh CFA. Qua trinh phan tich da loai thém cac bién HAS (Céng ty t6i tham chi con khéng xem
xét dén cdc nha cung cdp khdc), RE4 (Céng ty t6i rdt than quen véi nha cung cdp nay), PM4 (Cong
1y 16i khéng bi dp lwc thanh todn cong no doi véi nha cung cdp nay), CO5 (Nguoi vin déng mua
hang dé nghi nguwoi ban chi hoa hong cho minh), PQ6 (Nha cung cdp X cung cdp cdc thiét bi
PCCC chdt lwong cao), PS2 (Nha cung cdp ndy cé ché dé bao hanh tot) vi co chi s6 Modification
Indices cao.

Két qua phan tich CFA cho 47 bién quan sat con lai cho thay cac hé sb: Chi-square/df =
2.478 < 3 1a chép nhan duogc; GFI (0.956) > 0.9, AGFI (0.836) > 0.8, nén van chap nhan duoc;
TLI (0.912), CFI (0.919) déu 16n hon mirc 0.9, déu tét. Sai s6 Rmsea = 0.049 < 0.05 nén dugc
xem la tot.

Bang 2
Két qua d tin cay tong hop va phuong sai trich ctia cdc nhan t6
Nhan t6 CR AVE
Chét luong san pham (F_PQ) 0.887 0.617
Nhan thirc vé gid (F_PP) 0.886 0.723
Dich vu cung cap (F_PS) 0.919 0.654
Phuong thirc thanh toan (F_PM) 0.923 0.750
Méi quan hé (F_RE) 0.848 0.590
Su hai long (F_SA) 0.840 0.521
Niém tin (F_TR) 0.849 0.531
Théi quen (F_HA) 0.905 0.705
Tham nhiing (F_CO) 0.899 0.649
Y dinh mua ldp lai (F_RI) 0.859 0.551

Ngudn: Két qua nghién ciru dinh luong

Céc trong s chuan hoa déu 16n hon 0.5 va c6 ¥ nghia thong ké. Ngoai ra, phwong sai trich
(AVE) ctia cac nhan t6 déu 16n hon 0.5 nén thang do dat dugc tinh héi tu. Cac gié tri p-value déu
nhé hon 0.05 nén hé s6 tuong quan tirng cap khai ni€ém c6 khac biét so voi 01 ¢ do tin cdy 95% va
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cu thé 12 nho hon 01. Do d6, cac khai niém dat duoc gid tri phan biét. Bén canh d6, hé sé tin cay
téng hop CR cua cac bién ciing 16n hon 0.7 nén thang do dat dwoc do tin cdy. Tém lai, qua phan
tich CFA cho théy céc bién quan sat dam bao do6 tin cay, do hodi tu va do phan biét dé co thé tiép
tuc thyc hi¢n cac phan tich sau hon cua nghién ctu.

Béng 3
Udc luong tham sb
TSCH | SE. | crR. | p | G4 Két qui
thuyét

F SA <« FPQ | 0216 | 0037 | 4473] **| H1 Chép nhén
F SA < F PP 0.323 | 0.027 7.575 Fkx H2 Chép nhan
F SA < F PS 0.104 | 0.041 2.252| 0.024 H3 Chép nhan
F SA < F PM 0.013 0.04 0.217| 0.828 H4 Bac bo
F SA < F RE 0.266 | 0.029 4616 Fkx H5 Chép nhan
F CO < F RE -0.03 | 0.052 -0.69| 0.492| H10 Bac bo
F TR < F SA 0.302 | 0.059 6.232 Fkx H6 Chép nhan
F RI < F CO -0.082 | 0.018 -2.11| 0.035| H12 Bac bo
F RI < F RE -0.067 | 0.026 -1.44| 0.151| Hi11 Bac bo
F RI < F TR 0.292 | 0.039 6.661 Fkx H7 Chép nhan
F RI < F HA 0.45 0.04 9.128 Fkx H8 Ché‘ip nhin

TSCH: Trong sé chuin héa
* Coy ngI}Ia o muc 0.05, ** ¢6 y nghia @ muc 0.01, *** c¢6 y nghia & muc 0.001
Nguon: Két qua nghién ctiru dinh lugng

Céc trong s6 chudn hoa cua cac gia thuyét duge chap nhan mang dau duwong, ching t6 cac
bién tac dong tich cuc va phi hop véi mé hinh nghién ciru dé xuat. Riéng gia thuyét H12 c6 P-
value = 0.037 < 0.05 nhung c6 trong s6 chuan h6a mang déu 4m (-0.055), c6 nghia 1a tham nhiing
tac dong tiéu cuc dén Y dinh mua lap lai, vi thé gia thuyét H12 bi bac bo. Trong cac nhan td anh
huong dén Sy hai long thi Nhan thie vé gia tic dong manh nhét vi tri tuyét doi cua trong s hoi
quy da chudn hoa 13 16n nhét (O 323). Nhan to tac dong manh tht hai 1a Mbi quan hé, ke dén 1a
Chat luong san pham va nhan t6 tac dong yéu nhét dén sy hai long 1a Dich vu cung cp. C6 hai
nhan td tac dong dén Y dinh mua lap lai la Thoi quen va Niém tin; trong do, Thoi quen anh hudng
manh hon (trong s6 hdi quy da chudn hoa 1 0.45).

Bang 4

Két qua cta phan tich anh hudng trung gian

Piéu kién 1 Piéu ki¢n 2 Piéu ki¢n 3

Anh huéng Anh hwéng gian

M;{ . hA z 4
orquan ae truc tiép tiép

Beta |P-value Beta |P-value Beta |P-value Beta |P-value
F PQ->F SA 0.212 Fhk
F PP->F SA 0.303 el
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Moi quan hé

Pidu kién 1

Piéu kién 2

Pidu kién 3

Anh huédng
truc tiep

Anh hudng gian
tiép

Beta

P-value

Beta

P-value

Beta

P-value

Beta |P-value

F PS->F_SA

0.106

0.024

F PM->F_SA

0.06

0.326

F RE->F SA

0.214

*kk

F SA->F TR

0.294

*kxk

F PQ->F_TR

0.189

*k*k

F PP->F TR

0.07

0.118

F PS->F TR

0.015

0.765

F PM->F_ TR

-0.395

**k*

F RE->F TR

0.334

*k*x

F_PQ->F SA->F_TR

0.127 | 0.017

F_PP->F_SA->F_TR

-0.019 | 0.687

F PS->F SA->F_TR

-0.015 | 0.759

F PM->F SA->F_TR

0.412 |

F RE->F_SA->F_TR

0.27 ikl

F SA->F TR

0.292

*k*k

F TR->F Rl

0.219

*k*k

F SA->FRI

0.53

***k

F SA->F_TR->F_RI

0.466 falalel

F RE->F CO

-0.037

0.398

F CO->F RI

-0.055

0.209

F RE->F RI

0.172

***x

F RE->F CO->F_RI

0.17 il

Ngudn: Két qua nghién ctru dinh lugng

Két qua kiém dinh vai tro trung gian (Bang 4) bang cach chay cac mé hinh hdi quy boi don
¢ (Baron, 1986, as cited in T. D. Nguyen, 2013) trong Amos cho thiy Su hai long Ia bién trung
glan mot phan giira Chat luong san pham, Mi quan hé va 1a trung gian toan phéan giita Nhan thic
ve gid, Dich vu cung cap v6i Niém tin; Sy hai long khong dong vai trd trung gian gitra Phu’ong
thirc thanh toan va Niém tin. Két qua nay phu hop véi Hsu va cong sy (2015). Ngoai ra, Niém tin
dong vai trd trung gian mot phan gitra Sy hai 1ong va Y dinh mua 13p lai; tuong tw nhu Chiu va
cong sy (2012). Trong khi 6, Tham nhiing khong du diéu kién dé dong vai tro trung gian giira
M&i quan hé va Y dinh mua ldp lai. Tiép tuc kiém tra anh hudng trung gian bang phwong phap
Bootstrapping (Bollen & Stine, 1990; Shrout & Bolger, 2002, as cited in Ha & Bui, 2019) véi mau
5,000 lan ciing cho két qua tuong tu.
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Két qua kiém dinh tac dong cta bién diéu tiét Thoi quen 16n mdi quan hé gitra Niém tin va
Y dinh mua ldp lai bang phan tich da nhém cho thay c6 su khac bi¢t gitta nhom khach hang c6 thoi
quen cao va nhom khach hang c6 thoi quen thap déi voi moi quan hé nay (Bang 5).

Béng 5
Két qua kiém dinh khac biét giita m6 hinh kha bién va bét bién
M6 hinh Chi - square df
M6 hinh kha bién 2.185 2.016
Mo hinh bét bién 2.213 2.027
Sai biét 28 11
P - value 0.003

Ngudn: Két qua nghién ciru dinh luong

Két qua phéan tich mé hinh cau triic tuyén tinh véi bién diéu tiét (MSEM) theo phuong phap
cta Chiu va cong su (2012), H. L. T. Nguyen (2017): Cmin = 4.258 (< 5); df = 1048; P = 0.000,
Rmsea = 0.073 (< 0.08); CFI =0.838 (> 0.8); GFI =0.818 (> 0.8); TLI = 0.826 (> 0.8); tat ca déu
chap nhan duoc. Pidu nay chimg t6 mé hinh phu hop véi dit liéu nghién ciru.

Bang 6
Két qua udc lugng md hinh v6i Théi quen 1a bién diéu tiét

Mobi quan hé TSCH | SE. | CR. P Gid Két qua

thuyet

F_SA < F_PQ 0.219 | 0.037 | 4542 | *** H1 Chip nhan
F_SA < F_PP 0.323 | 0.027 | 7.587 | *** H2 Chip nhan
F_SA < F_PS 0.106 | 0.041 | 2.299 | 0.021 H3 Chip nhan
F_SA < F_PM -0.006 | 0.040 | -0.107 | 0.915 H4 Béc bo
F_SA < F_RE 0.283 | 0.029 | 4.903 | *** H5 Chip nhan
F_CO < F_RE -0.029 | 0.052 | -0.675 | 0.499 | H10 Béc bo
F_TR < F_SA 0.32 | 0.058 | 6.634 | *** H6 Chip nhan
F_RI < F_CO -0.055 | 0.017 | -2.091 | 0.037 | H12 Béc bo
F_RI < F_RE -0.071 | 0.027 | -2.127 | 0.033 | H11 Béc bo
F RI < F TR 0.684 | 0.052 | 17.360 | **=* H7 Ch4p nhén
F_RI < F HA 1.125 | 0.089 | 14.874 | *** H8 Chip nhan
F_RI < | F_HAXTR | -1.047 | 0.014 | -16.015 | *** H9 Chip nhan

Ngudn: Két qua nghién ctru dinh lugng

Béng 6 va Bang 7 cho thdy hiéu ing twong tac v&i mot trong sb chuan hoa (-1.047) ciia
bién diéu tiét hd twong (f2 = 2.92) giita Thoi quen va Niém tin lam ting hé sb twong quan R? ciia
bién Y dinh mua 13p lai 1én 0.820 (so véi 0.293 ctia md hinh véi Théi quen 1a bién doc 1ap). Do
d6, Thoi quen c6 anh hudng tidu cuc d6i voi su tic dong ctia Niém tin dén Y dinh mua lip lai. Hay
noi cach khac, Thoi quen cang thap thi Niém tin lam ting Y dinh mua lap lai. Két qua nay phu hop
v6i Chiu va cong su (2012) cling nhu Hsu va cong su (2015). Nhu vay, theo Cohen (1988, as cited
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in H. L. T. Nguyen, 2017), mtc d6 anh huong cua bién diéu tiét trong mé hinh nay 1a rat 16n.

Bang 7
So sénh hai mé hinh cd théi quen 14 bién doc 1ap va 1a bién diéu tiét
i Model 1 Model 2
Moi quan h¢ TSCH | P-value | R2 | TSCH | P-value R?2
F SA <« F PQ 0.216 | *** 0.219 ek
F SA <« F_PP 0.323 | *** 0.323 ek
F SA <« F_PS 0104 | 0024 | .. | 0106 | 0021 | 0.365
F SA < F_PM 0.013 | 0.828 -0.006 | 0.915
F SA < F RE 0.266 | *** 0.283 ok
F_CO < F RE -0.03 | 0.492 -0.029 | 0.499
F TR <« F SA 0302 | *** |0091| 0.32 *xx 0,102
FRI <« F CO -0.082 | 0.035 | 0.001 | -0.055 | 0.037 | 0.001
FRI <« F RE -0.067 | 0.151 0071 | 0.033
FRI <« F TR 0.292 | *** 0.684 ek
F RI <« F_HA 045 | 0025 |0293 | 1125 | 0820
F_RI ¢ | HAXTR -1.047 ok
Model 1: Thoi quen 1a bién doc 1ap; Model 2: Thoéi quen 14 bién diéu tiét

Nguon: Két qua nghién ciru dinh luong

5. Két luan va ham y quan tri

Chat luong
san pham

Nhan thirc
veé gia

Y dinh mua
1ap lai nha
cung cap

Dich vu
cung cap

“p<0.05 "p<0.01, " p<0.001

Modi quan
hé

Hinh 2. M6 hinh két qua nghién ciru chinh thirc
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Dua vao thir ty gia tri trung binh ctia thang do, két qua nghién ciru dmh tinh 1an 02 (cung
véi cac chuyén gla) d3 chon ra 15 tiéu chi quan trong nhat thudc cac nhan té Dich vu cung cap,
Chét lwong san pham va Niém tin dé kién nghi ham y quan tri giup cic nha cung cap gia ting ¥
dinh mua 13p lai tr khach hang.

chh vu cung cép 1a nhéan té duoc danh gia cao nhit; trong do, hal tiéu chi “Nhan vién ban
hang rat nhiét tmh” (4.47) va “Nhan vién ban hang 6 kién thire tot vé linh vic PCCC” (4.36)
dung diu bang xép hang 15 tiéu chi quan trong nhét. Chinh vi vay, cic nha cung cép thiét bi PCCC
can xay dung ddi ngii nhan vién ban hang nhiét tinh va co kién thuc tot vé linh vuc PCCC. Béi
vi, khong phai khach hang nao ciing am hiéu vé cach st dung, cach lip dit, cac van dé vé k¥ thuat,
gidy td ciing nhu nhitng quy dinh ciia phap luit vé PCCC, diéu kién dé san phdm duoc nghiém
thu, dua vao st dung ... Khach hang chic chin s& c6 nhitng thic mic lién tuc vé cac vin dé ma
ho khéng r8. Chinh vi vy, nha cung cip ma cuy thé 1a nhitng ngudi truc tiép ban hang phai c6 kién
thirc tot vé linh vuc PCCC, phai nhiét tinh giai dap nhimng thic méic ctia khach hang. Piéu d6 s&
lam gia tang sy hai long cua khach hang.

Cung nam trong nhan td quan trong ndy, cac tiéu chi “Cé khd nang giao nhitng don hang
gap” (4.36), “Nha cung cap nhanh chéng gidi quyét khiéu nai ciia khdch hang” (4.35), “Bdp iing
nhanh yéu cdu ciia khdch hdng” (4.33), “Ché dp bdo hanh tor” (4. 3) “Nha cung cdp cé thé diéu
chinh hang ton kho ciia minh d@é dép vmg nhitng thay déi trong nhu cdu cia khach hang” (4.05) la
cac tiéu chi dugc khach hang danh gla quan trong tiép theo. Vi Vay, nha cung cap thiét bi PCCC
can xAy dung mot dich vu khén cap. Piém khac biét ciia cac thiét bi PCCC 1a khach hang it khi
mua vé& v6i myc dich st dung. Chinh vi vy, khi c6 nhu cau, vira dé sir dung va chi yéu 1a su thiic
ép clia co quan chire nang (khach hang 1), hodc dé ban lai (khach hang dai 1y), hodc cung cap cho
cong trinh dé kip tién do thi cong (khach hang thi cong PCCC), khach hang mong muén nha cung
cap giao hang duoc theo yéu cau thoi gian cta khach hang. Thudng thi v6i nhitng don hang nay,
nha cung cap s& phai giao hang ngay khi khach hang x4c nhan dit hang hoic ciing c6 thé chua kip
xéac nhan. Mubn Vay, nha cung cap pha1 diéu chinh hang ton kho cta minh. Thuc trang hién nay 1a
rat it cac nha cung cép lam dugc didu nay.

Chét luong san pham duoc khach hang danh gia 1a quan trong tht hai sau Dich vu cung
cap. Hai tiéu chi quan trong nhét ctia chat luong san pham “Chdt Zu’ong cdc thiét bi PCCC nhin
chung la tot” (4.27) va “Cung cap thiét bi PCCC diing véi cam két ban dau” (4. 26) Thiét bi PCCC
rat da dang, duoc chia thanh thiét bi phong chay va thiét bi chita chay. Cac thiét bi phong chay,
dién hinh 1a h¢ thong bao chay bao gom rat nhiéu san pham: tii trung tdm bao chay, dau bao khoi,
dau bao nhiét, chudng bao chay, nlt an khén, coi bao dong, ... Céc san pham nay co Xuét X tir
nhiéu nude: Viét Nam, Trung Qudc, Dai Loan, Anh, Nhat, My, Canada, Singapore, ... Cac thiét
bi chu:a chdy nhu: binh chita chay, voi chita chay, tu chita chay, dau phun sprmkler . cﬁng co
xudt x{ tir nhiéu nude khac nhau. Chinh vi vy, nha cung cip can cung cip nhu’ng san phim co
chit lu’o’ng twong ddi déu nhau, tranh nhirng san pham c6 chit lvong qua thip va nén cung cip
san pham dung thoa thuan voi khach hang.

Cung cip san phim c6 ngudn gbc rd rang 1a diéu rit quan trong voi cac tiéu chi “Thiét
bi PCCC ¢6 nguén goc ré rang” (4.24), “Nha cung cdp cé day di thiét bi PCCC” (4.23) va “Nhan
hiéu thiét bi PCCC ro rang” (3.98). Khi khach hang c6 y dinh mua thiét bi PCCC tai mot nha cung
c?ip, ho mong mudn mua tat ca cac thiét bi PCCC ma ho dang can tir nha cung cép nay, vua thuan
tién va vira dé tiét kiém thoi gian. Vé phia nha cung cap, néu khong c6 du san pham dé dap ung
nhu cau ctia khach hang, budc khach hang phai tim thém mot nha cung cap khac dé mua san pham
khong c6 d6, diéu nay s& danh mét di co hoi ctia nha cung cap. Vi thé, nha cung cip c6 thé cung
cap day du cac thiét bi PCCC di kém hé thong chdng sét va mot sé phu kién khac s& 1am khach
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hang hai long hon, gia ting ¥ dinh mua l3p lai. Diéu dang chi ¥ hién nay 13 ton tai rat nhiéu hang
gia, hang kém chit luong nhung céc gidy to di kém véi san phdm déu thé hién 1a hang chét luong,
nudce san xut uy tin va chi nhiing nguoi ¢6 nhiéu kinh nghiém hodc chuyén gia trong linh vic nay
méi phat hién duge. Nhitng san phdm kém chit lugng nhu vay cung la mot trong nerng nguyen
nhan xay ra dam chdy, gy ra nhitng hau qua nghiém trong. Vi thé, nha cung cip can dit van dé
an toan cua khach hang song song v&i muc tiéu lgi nhuan ctia minh bang cach cung cap nhimng san
pham rd ngudn gdc, tir da chat luong trd 1én.

Van d& “Nha cung cdp giit diing 1oi hita” (4.14), “Khéng tdn dung co hdi dé tang gid ban”
(4.11) va “Nha cung cdp trd loi trung. thue” (4.02) ciing dugce hau hét khach hang quan tam. Dbi
v6i nhitng khach hang quen thudc, nlem tin 1a mot nhan t6 vo cung quan trong gitip khach hang
lya chon nha cung cap. Khach hang tin ring nha cung cAp nay ban nhitng san pham co chét luong,
gla t6t, dich vu tot nén khi ¢6 ¥ dinh mua hang tiép tuc, khach hang s€ dat hang ngay ¢ nha cung
cap nay ma khong can tham khao thém & cac nha cung cap khac. Rét nhiéu tnmng hop, nha cung
cap nay c6 mirc gia bang hodc cao hon nha cung cip khac nhung khéach hang van lya chon nha
cung cép nay dé dat hang. Chinh vi vay, viéc tao dung dwgc niém tin & khach hang dong vai tro
quyét dinh d6i véi hoat dong kinh doanh cua cac nha cung cip thiét bi PCCC. Nha cung cap can
co gang gilr dung nhung cam két, 10i hua ban dau véi khach hang du c6 thé nha cung cap gip hay
khong gap nhu:ng van dé ngoai y mudn. Viéc tin dung cic co hoi dé ting gia ban hay giam chat
luong san pham 1a diéu hoan toan khong nén.

Tham nhiing 14 nhan t6 méi duoc dua vao dé tim hiéu thém trong nghién ctru nay nhung
két qua kiém dinh bac bo cac gia thuyét co lién quan dén tham nhiing, diéu nay khong phi hop voéi
¥ kién cta cac chuyén gia da c6 kinh nghiém lam viéc nhiéu nam trong linh vuc PCCC tai Viét
Nam. Tham nhiing 1d mot van dé nhay cam nén dép vién c6 kha ning né tranh, day 1a mot han ché
ctia nghién ctru. Vi vy, cac nghién ctru sau nay, bat ké 1a cung linh vuc hay ¢ moi linh vuc, néu
dua nhan t6 Tham nhiing vao dé nghién ctru thi phai chu trong dén thiét ké cach thirc khao sat dé
thu thap dugc dit liéu chinh xac hon. Ngoai ra, cac nghién ciru tiép theo c6 thé nghién ctru thém
vé tac dong ctia tham nhiing ddi véi hiéu suét kinh doanh giira bén mua va bén ban. Nghién ctru
ciing ¢6 thé 1am rd thém moi quan hé giita cac nhan t6: Tham nhiing, Mdi quan h¢, Niém tin va Y
dinh mua 1dp lai ma cu thé 1a 1am rd tac dong diéu tiét cua “Niém tin” va “Moi quan hé” 1én mbi
quan hé gitta “Tham nhiing” va “Y dinh mua lap lai.”
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