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Tom tat

Khdch hang cé trai nghiém tot voi san pham, thwong hiéu, doanh nghiép sé ¢é xu hirdng mua
ldp lai nhiéu hon va truyén ba théng tin tich cwc dén vm’ cdc khach hang. Ngay nay, khdach
hang c6 ca trai nghiém triec tiép (offline) va truc tuyén (online). Nghzen cieu ndy thuc hién
nham kiém dinh sw danh hieong cia trai nghiém khach hang (bao gom ca truc tuyén va tric
tiép) dén y dinh mua lap lai san pham néi y ciia phu nit. Phiong phdp phan tich PLS-SEM
duwoc st dung trong phan tich dir liéu dwoc thu thdp qua khdo sat 516 khdach hang nir co trai
nghiém mua sam néi y theo hai phwong thirc triee tiép va triee tuyén. Nghién cvru da kiém dinh
gid thuyét vé anh hwéng triec lié}) cua cdc khia canh trai nghiém khdch hang truec tiép va trdi
nghiém khdach hang truc luyen dén y dinh mua lap lai. Pong thoi, két qua nghién ciru ciing
khang dinh tac dong gidan tlep cua trai nghiém khdach hang (tric tiép va truec tuyén) dén y dinh
mua Idp lai thong qua yéu to niém tin.

Tir khoéa: trai nghiém khach hang, trai nghiém khach hang tryc tuyén, trai nghiém khach hang
truc tiép, y dinh mua lap lai, ndi y.

Jel: M31

The effect of customer experience on women’s intention to repurchase lingerie

Abstract

Customers who have a good experience with products, brands, and businesses will tend to
repurchase more and spread positive information to customers. Nowadays, customers have
both of offline and online buying experience. This study was conducted to test the influence of
customer experience (both online and offline) on intention to repurchase of women's lingerie.
The PLS-SEM analysis method was used in analyzing data collected through a survey of 516
female customers who have experienced buying lingerie both offline and online. The research
results confirmed the direct influence of offline customer experience and online customer
experience on repurchase intention. At the same time, the research results proved the indirect
impact of customer experience (direct and indirect) on repurchase intention through trust.
Keywords: Customer experience, customer online experience, customer offline experience,
repurchase intention, lingerie.

Ma JEL: M31
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1. Pat van dé

V6i nit gioi, ndi y khong chi giup che ddy cic bd phan riéng tu ma con 1am dep cho co thé, udn nin co
thé, thay doi voc déng dé ciing cd long tu trong (Ericksen & Sirgy, 1992) va biéu hién cua tinh cach (Yip &
cong sy, 2007), hinh anh chuyén nghiép (Thompson & Haytko, 1997), két qua hanh vi (Wood, 2016) va cac
mdi quan hé xa hoi (Park & cong sy, 2006) ciing nhur gia ting ty tin va thu hat nam gigi. Khi nghién ctru vé
hanh vi mua d6 16t nit, cac nha nghién ctru da chi ra sy tac dong cua dong co, 161 sbng (Montagna & cong su,
2011) va mirc 36 tham gia (Dewsnap & Hart, 2001) ciing nhu tudi tac, nghé nghiép, va noi cu trii ctia phu nit.
Viéc dugc trai nghiém va c6 nhan thuce tich cuc dé thiic day ¥ dinh mua lai san pham chua dugc nghién ctru
nhiéu trong linh vuc nay. Béi vy, muc dich cta nghién ctru ndy nhim xem xét anh huéng cia trai nghiém
khach hang t6i y dinh mua lap lai san pham noi y ctia nit gioi. Tir day gitip cho cac nha quéan 1y c6 thém cac
thong tin dé xay dung va cung cép cac trai nghiém t6t nhat cho khach hang.

Theo McColl-Kenedy & cong su (2015) thi trai nghiém khach hang da dugc quan tdm nghién ctru vi
nhiing ¥ nghia va vai trd ma né mang lai. Trai nghiém khach hang dugc coi 1a yéu t can thiét tao loi thé
canh tranh. Va mua lap lai la yéu td truc tiép mang lai lgi nhuén cua doanh nghiép. Marketing trai nghiém
mang dén sy dé cao tuong tac ca nhan thong qua cac hoat dong thyc té va mong mudn kham pha liéu trai
nghiém khach hang anh huéng nhu thé nao dén y dinh mua 1ap lai san pham.

Ngay nay, khach hang thudng co trai nghiém ca truc tiép va truc tuyén khi trong qué trinh mua hang.
Chua c6 nhiéu nghién ciru dong thoi anh hudng cta trai nghiém tryc tiép va trai nghiém tryc tuyén dén y
dinh mua lap lai. Vi vay, nghién ctru nay dugc thyc hién nham danh gia anh huong cia trai nghiém khach
hang (bao gdm ca truc tiép va truc tuyén) dén y dinh mua lip lai san phim noi y danh cho nit. S¢ di san pham
n6i y danh cho nir duoc lya chon lam tinh hudng nghién ctru vi: (1) Chua c6 nhidu nghién ctru vé trai nghiém
mua hang ctia nir gidi va san pham ndi y; (2) san phim ndi y mang tinh c nhan cao va nit gii thuong co
phan tmg khac nhau khi trai nghiém mua sim tich cyc.

2. Co s& Iy thuyét va md hinh nghién ciru

2.1. Co 56 I thuyét

2.1.1. Trdi nghiém

Theo Brakus & cong su (2009) thi trai nghi€ém khong chi danh gid hoac phan anh trang thai tinh cam hi¢n
dién trong ca nhan ma con phan anh trang thai phat sinh tir tac nhan kich thich. Cac thanh phan ctia mot trai
nghiém bao gdm nhimg suy nghi, cam xuc, hoat dong va danh gia do két qua ciia kich thich kinh té tao ra.
Theo Poulsson & Kale (2004) khi trai nghiém phat trién s& cung cip ngudn dit liéu két ndi tré lai v6i nhau
va gitp cac trang thai nay c6 mdi lién hé chit ché. Va trai nghiém 1a “dang nhé”, nha cung cip trai nghiém
¢6 thé két ndi véi khach hang dé ho cam thdy chim dim trong hoat dong mua sim hozc mi truong tich cuc
gitip ho tham gia viéc mua sam.

2.1.2. Trdi nghiém khach hang

Trai nghiém khach hang dugc Meyer & Schwager (2007) dinh nghia la phan ung chi quan, ndi by ma
khach hang c6 dugc khi tiép xuc tryc tiép hodc gidn tiép v6i cong ty. Tiép xtic truc tiép 1a viéc khach hang
bét dau qua trinh mua san pham hodc dich vu. Tiép xtic gian tiép xay ra khi co sy gip g& bat ngo v6i thuong
hiéu, san pham hodc dich vu cua cong ty dudi dang quang cdo, tin tirc, tuyén duong hodc truyén miéng
(Lemon & Verhoef, 2016; Verhoef & cong su, 2009).

Trdi nghiém khdch hang triee tiép duge hiéu 1a mot chudi tuong tac tich hop gitta khach hang véi cac doi
tuong, quy trinh va moéi truémg trong ban 1¢” (Gentile & cong su, 2007; Verhoef & cdng su, 2009). Cac hoc
gla trong linh vuc kinh té, marketmg cho rang trai nghiém bén 1¢ cia khach hang dugc tao ra boi yéu
td chu quan ma nha ban 1é co thé kiém soat (glao dién dich vy, mdi truong ban 1¢, chung loai, gia ca,
thwong hiéu ctra hang) va yéu t6 khach quan niam ngoai sy kiém soat ciia ho (anh huéng ciia cac bén thir
ba, 1y do mua, cac yéu t tinh hudng).

Trai nghiém khach hang truc tuyén duoc hiéu 1a viéc khach hang nhan thtic va cdm nhan cac thong tin,
dich vu dugc cung cap trén trang web bang hinh anh, 4m thanh, video truc quan cua thuong hiéu, nha san
xuit hay nha thuong mai (Rose & cong su, 2012). Nhiéu nghién ctru chi ra khi ¢6 trai nghiém khach hang
truc tuyén tich cuc khach hang sén 1ong mua lai san phdm nhiéu hon va xu huéng gi¢i thiéu véi khach hang
hay chia sé trong cong dong ting 1én (Wang & cong su, 2019).
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Y dinh mua lap lai: Y dinh, hanh vi mua l3p lai va cac yéu t6 tac dong dén n6 da dugc nghién ciru boi
nhiéu hoc gia (Mittal & Kamakura, 2001; Seiders & cong su, 2005). Y dinh mua lp lai nay duoc hiéu 1a
nhan dinh c4 nhan vé viéc mua lai san phidm ctia cing mot cong ty, so sanh vai tinh hinh hién tai va tuong
lai va dugc dya trén cam nhéan clia nguoi dung trong viéc so sanh va cam nhan véi dich vy hay san phérn
clia cong ty khac. Y dinh mua lap lai c6 thé bi anh hudng boi su hai long khi str dung san pham hodc c6 trai
nghiém vai san pham va la khach hang tiém nang (Peyrot & Doren, 1994).

2.2. M6 hinh Iy thuyét va gid thuyét nghién ciru dé xuit

Nghién ctru nay phan tich tic dong cia trai nghiém khach hang truc tuyén va truc tiép dén y dinh mua
lap lai san phém tir bon khia canh cua trai nghiém (trai nghiém san phém, trai nghi€ém cam giac, trai nghiém
dich vu va trai nghiém xa hoi). Cac yéu td trai nghiém truc tiép bao gdm trai nghiém san pham, trai nghiém
khong gian diém ban, trai nghiém dich vu nhan vién tryc tiép, trai nghiém cong dong. Céc yéu td trai nghiém
truc tuyén bao gom trai nghiém san pham truc tuyén, trai nghiém tham my, trai nghiém dich vu nhan vién
truc tuyén va trai nghiém cong déng 40. M6 hinh nghién ciru va céc gia thuyét dwoc trinh bay tai Hinh 1.

Hinh 1. M hinh nghién ctru Iy thuyét vé anh huéng ciia trai nghiém khach hang
dén y dinh mua lip lai va y dinh truyén miéng ciia khach hang

Trai nghiém truc tiép

Trai nghiém san pham

1
Trai nghiém khong gian
diém ban ,
H1
Trai nghi€m dich vu nhan 5
vién H3
. A H4
Trai nghiém xa hoi
| ¥ dinh mua tap Tai
H5 | Inh mua lap la1
Trai nghiém cong dong 4o H6
H7

Trai nghiém dich vu nhan
vién tryc tuyén

H8

Trai nghiém thim my

Trai nghiém san pham tryc

myén

Trai nghiém tryc tuyén

2.2.1. Anh hwéng cia trdai nghiém khdch hang dén y dinh mua Idp lai san pham ciia khdach hang

Trdi nghiém san phdm: xay ra khi khach hang twong tac véi san phdm hodc mdi trudng vét chat cia nha
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ban 1. Sy da dang vé chiing loai san phim (da dang, pham vi, kich ¢& cia san pham, v.v.) (Happ & cong su,
2020; Pei & cong su, 2020) goi 1én cam xuc tich cuc (Clement & cong sy, 2006) va mang lai trai nghiém
tich cuc cho khach hang (Terblanche & Boshoff, 2006). Nir gidi thuong trung thanh véi mot s6 cira hang
hay thuong hiéu nhat dinh. Do d6, xu huéng quay lai mua hang hay viéc dua ra quyét dinh cho cac 1an mua
tiép theo thuong dua trén niém tin hodc phong doan ciia ho. Do vy, gia thuyét thir nhat dugc hinh thanh:

HI: Trdi nghiém san pham tryc tiép cé dnh hwong tich cue dén ¥ dinh mua ldp lai san pham cia khéch
hang.

Trdi nghiém khéng gian diém bdn: 1a trai nghiém cta khach hang vé ctra hang thurc va bau khong khi mua
sam. Moi truong mua sim bao gom thiét ké khong gian trung tAm mua sam, thiét ké trang tri, nhiét do, nhac
nén, khong khi, két hop mau sic anh sang, v.v. Cac yéu t6 nay tic dong vao cac giac quan ctia khach hang va
anh hudng to1 ky vong va nhan thic cua khach hang, né anh hudng téi tam trang va hirng thu cia ho, gitp
khach hang c6 an tuong sdu sic, 1a dong luc khién ho mua hang 1an nira, do d6 kich thich y dinh lan truyén
vé san phém (Ogruk & cong sy, 2018). Khi mua sam tai ctra hang thuc, khach hang sé tan huéng moi truong
mua sdm tuyét voi va mang lai cac kich thich ciing nhu phan tmg tich cuc va thuc ddy khach hang duy tri va
lya chon hang héa va truyén cam himg cho nhing 1an mua tiép theo. Do do, gia thuyét thir hai dwoc dua ra:

H2: Trdi nghiém khong gian diém ban cé anh hwong tich cwe dén Y dinh mua lap lai san pham cia khach
hang.

Trai nghiém dich vu nhdn vién tryc tié}a: La sy tuong tac tryc tiép véi thai d§ phuc vu, kién thuc va su
chuyén nghiép ctia nhan vién ban hang, la phan ung ndi bg ctua khach hang vdi nhan vién va cac dich vu
nhan dugc (Wu & cong su, 2020). Bic¢u nay giap ho tin tuong va gia tang y dinh mua hang nhiéu hon (Zhang
& cong su, 2017). Mot sb hoc gia dd tung ho quan diém nay nhu Svensson (2002) va Jones & Farquhar
(2003), do d6 gia thuyét thir ba dugc dé xuat:

H3: Trai nghiém dich vu nhan vién truc tié}? c6 anh huong tich cuc dén ¥y dinh mua lap lai san phcfm cua
khach hang.

Trdi nghiém xd hoi: 1a nhitng tuong tac truc tiép va gian tiép ma khach hang c6 véi nhimng khach hang
khac khi mua hang (Brocato & cong su, 2012). Ho c6 thé giao tiép mot cach vo thirc hodc c6 chu dich véi
moi nguoi, co thé dua ra 161 khuyén hodc nhan nhitng 161 binh pham cta nguoi khac. Picu nay khién ho co
thém sy tin tudng — yéu to khong thé thiéu trong trai nghiém khach hang (Schouten & cong sy, 2007). Khach
hang c6 thé giao tiép mot cach vo thic véi cac ddng nghiép ctia ho khi ho mua sam. Tai day, ho c6 cam xtc
tap thé va cac giac quan cong dong (Wall & Berry, 2007) va thuc ddy y dinh mua lai san phdm nhiéu hon.
Gia thuyét thir tu duoc dua ra:

H4: Trai nghiém xd héi ¢6 anh hwong tich cyee dén y dinh mua lap lai san pham ciia khdch hang.

Trai nghiém san pham truc tuyén: 13 trai nghiém ma khach hang c6 dugc khi mua sim truc tuyén. N6
dugc thé hién ¢ viéc khach hang nhén thirc vé san pham tir viée duge cung cip day du thong tin vé kich cd,
chat lugng, ki€u dang, gia thanh, mau sac, nguon goc, xuat xu... cua san pham (Lim & Ayyagari, 2018). M6t
s0 nha nghién ctru cho rang trai nghiém san pham truc tuyén co6 thé tac dong tich cuyc hoac tiéu cuc tdi hanh
vi mua ldp lai cia khach hang dya trén thoi gian duyét ting 1én Pei & cong su (2020). Do vay, gia thuyét
thir nam duoc dua ra:

HS5: Trdi nghiém sdan pham truec tuyén cé anh huéng tich ciee dén y dinh mua ldp lai san pham cia khdch
hang.

Trdi nghiém tham my: 14 trai nghiém cam giac trong thuorng mai dién tir (Lee, 2002) khi dé cap dén cac
yéu t6 dau vao nhu h1nh anh trang web, vin ban, mau sic, biéu trung, khau hleu logo... (Chang & Chen,
2008). Nhan thirc cac yéu té nay gitp khach hang c6 cam nhan tryc quan va an tugng siu sic, 1a dong luc
gitip ho mua hang l4n nira. Do vy, gia thuyét thir sau duoc dua ra dé cip t6i viée khach hang co trai nghiém
tich cyc khi nhin thay san pham dep va phu hop dugc trinh bay trén trang web:

HG6: Trai nghiém tham my c6 anh hwéng tich cwee dén ¥ dinh mua Idp lai san pham cia khdch hang.

Trai nghiém dich vu nhan vién tryc tuyén: La phan ng vai cac dich vy nhan vién tryc tuyén dua trén su
phuc vu nhanh nhen, nhiét tinh ctia nhan vién, viéc tra 101 nhitng khtic méc cua khach hang nhanh chéng,
nhing goi ¥ chinh xéc gitip khach hang ung ¥ va phu hop véi kinh nghiém séng (Vargo & Lusch, 2004). Trai
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nghiém dich vu nhén vién tryc tuyén tich cuc gitp khach hang c6 niém tin va tranh nghi ngd ciing nhur cai
thién y dinh mua hang ctia ho. Khi tin twdng ho co thé trd thanh khach hang trung thanh (Wen & Shi, 2017).
Tur day gia thuyét th 7 duoc dua ra:

H7: Trdi nghiém dich vu nhdn vién triec tuyén c¢é anh hieong tich cyre &n y dinh mua Iap lai san pham
cua khéach hang

Trai nghiém cong déng do: la viéc khach hang tim kiém su khéc biét véi trai nghiém dich vu tai cac ctra
hang ban 1¢é thuc té (Tax & cong su, 2013) va ho chia sé cac qui udc, chuin muc, long trung thanh, cam
két va chia sé muc tiéu, y tuong (Bagozzi & Dholakia, 2002) va c6 duoc niém vui va su hai 1ong khi tham
gia cac cudc thao luan ciing nhau. Do d6, nghién ciru vé trai nghiém cong dong 4o anh hudng t6i long trung
thanh dugc Kim & cong sy (2004) kh'fmg dinh. Do d¢ viéc cai thién sy hai long va méi truong cong d(‘Sng ao
nay gitp khach hang thoa mén, nang cao cam xtic va y dinh quay lai mua hang. Gia thuyét tht 8 duoc dua ra:

HS: Trdi nghiém céng dong do cé dnh hwéng tich cwe dén ¥ dinh mua Idp lai san pham cia khach hang

3. Phwong phap nghién ciru

Nghién ctru ndy tap trung vao nhiing danh gia ctia nit khach hang tir 18 dén 55 tudi c6 trai nghiém mua
sam ca tryc tuyén va truc tiép nham tim hiéu sy anh huong cta trai nghiém khach hang téi y dinh mua lap
lai san phim ndi y hién nay.

Viéc thiét ké bang hoi dugc dua trén cac nghién ctru lién quan va cé su diéu chinh pht hop véi noi dung
va bbi canh nghién cr. Bang hoi dugc thiét ké va chia 1am ba phan, phan mot 13 cac dac diém ca nhan cia
khach hang, phan hai 1a thai do vé trai nghiém tryc tiép va trai nghiém truc tuyén khi mua sim ndi y va phan

Bang 1: B§ cac chi bao cho trai nghiém khach hang
dua vao qua trinh di€u chinh thang do
STT Ma hoa N¢§i dung chi bao Tham khao

Trai nghiém sdn pham

1 TNSP1 Da dang vé ching loai, mau sic, kiéu dang, mau mi Pei & cong su
(2020)

2 TNSP2 Pam béo chét lugng san phim

3 TNSP3 Ngudn gdc xuat xir rd rang

4 TNSP4 Chét liéu san phdm xanh va than thién véi méi trudng

5 | TNSPS Muc d6 phé bién cua thuong hiéu

Trai nghiém khéng gian tai diém ban

6 TNDBI1 Mui ctia cira héng Srivastava & Kaul
(2016)

7 TNDB2 Am nhac dugc phat ¢ cira hang ban 1¢

8 TNDB3 Nhiét d6 bén trong cira hang

9 TNDB4 Anh sang giup chon hang hoa

10  TNDBS5 , , L. . Thang do phat

Céch bo cuc, trung bay san pham dep mat, hap dan trién
Trai nghiém dich vu nhéin vién

11 TNDVNV1 Nhan vién ban hang than thién va tuoi cuoi Ogruk & cong su

(2018)

12 TNDVNV2 Nhan vién ban hang c6 kién thire
13 TNDVNV3 Nhan vién ban hang thuc sy twong tac va tro chuyén

14  TNDVNV4 Nhan vién ban hang dua ra 161 khuyén hitu ich
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15

16

17

18

19

20

21

22

23

24

25

26

27

28

29

30

31

32

33

34

TNDVNVS5

TNXH1

TNXH2

TNXH3

TNXH4

TNXHS5

TNSPTT1

TNSPTT2

TNSPTT3

TNSPTT4

TNSPTTS5

TNTM1

TNTM2

TNTM3

TNTM4

TNTMS5

TNDVNVTTI1

TNDVNVTT2

TNDVNVTT3

TNDVNVTT4

Puoc twong tac voi nhan vién mot cach thoai mai, dé chiu Thang do phat
trién
Trai nghiém xa hi
Khuyén nhitng khach hang héi ¥ kién vé san pham / dich vu = Happ & cong su
cua ctra hang nay (2020)

Hoi y kién cua nhitng khach hang mua sam tai cira hang nay

Chia sé y kién v6i khach hang cua cira hang nay
Tuong tac voi khach hang cta cira hang nay
Tu coi minh 1 mét thanh vién cia cong dong khach hang mua

sam tai ctra hang nay

Pa dang vé chung loai va mau sac, kiéu dang, kich c& Pei & cong su

— : < (2020)
Nguon goc, xuat xt 13 rang, hoa don day du

Thong tin vé& chét liéu san phém dang tin cay
Mirc d6 phé bién cna thuong hiéu
D& dang Iya chon, so sanh cac mirc gia ctia san phim

Trai nghiém thim m§y
Tinh thong tin cta trang web (thong tin phong phu vé tinh = Pandey & Chawla

ning, chat luong, dic diém san pham...) (2018)

Tinh diéu hudng trang web va tim kiém dé dang (n6i dung
théng tin, menu bd tri hip dan, trinh ty trang web d& hiéu va

st dung...)

Tuong tac trén trang web (dap tng t6t nhu cau cua khach
hang, dua ra d& xuét mua hang hop 1y, quang céo, khuyén mai

theo yéu ciu...)

Tinh phan hoi trang web phi hop va lién quan yéu cau san
phim
D@ dang tiép can y kién clia nguoi ding khac

Trai nghiém dich vu nhan vién truc tuyén

Thai d tot, chuyén nghiép Pei & cong su
, ‘ (2020)

Cung cap thong tin ding, chinh xac, phu hgp véi yéu cau ctua

khach

Tra 101 khach hang nhanh chong va dua ra 161 khuyén phu hop

Thi tyc mua hang tryc tuyén don gian va nhanh chéng
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35 TNDVNVTTS | Dich vu sau ban hang dang tin cdy va toan dién (logistic, van
chuyén, thanh toan)

Trai nghiém cong dong 4o

36 TNCDI1 Nhan duoc sy hd trg thong tin trong cong dong (dwoc gitip 5 = Zhang & cong su
khi ¢6 su ¢, kho khin, duge goi ¥ va tim c4c nguyén nhan = (2017)
khi c6 su c6)

37 TNCD2 Nhan duge sy hd tro v tinh than trong cong déng (nhan dugc

101 khuyén, chia sé, ling nghe va quan tim)

38 | TNCD3 Tuong tac vdi cdc thanh vién trong cong ddng (thoai mai, dé
chiu, gin giii)

39 | TNCD4 Pugc két ndi cong dong (1a thanh vién)

40  TNCDS Giao luu, hhat trién méi quan hé voi cong dong

Y dinh mua l3p lai

41  YDMLLI1 C6 kha ning s& mua lai san phim nay trong tuong lai Siquerira & cfng
su (2019)

42  YDMLL2 Dy doan mua lai san phdm nay trong tuong lai

43 YDMLL3 Thudng xuyén mua lai san phdm nay trong twong lai

44  YDMLLA4 Du kién s& tiép tuc mua lai san pham trong tuong lai néu c6

su bién dong vé gia ca
Nguon di liéu tong hop cua tac gid.
cubi 14 thai d6 va y dinh mua hang lip lai cua ho.

Tac gia tién hanh dich tir Anh sang Viét, sau d6 tién hanh dich nguoc tir Viét sang Anh dé kiém tra sy phu
hop noi dung cua cac chi bao. Két hop voi két qua nghién ctru dinh tinh va didu chinh thang do, tac gia c6
phan cau hoi cho cac bién dugc trinh bay tai Bang 1.

Tt ca cac chi bao ctia 9 thang do, tac gia déu sir dung thang do 5 diém cua Likert twong tng tir rat khong
dong v, khong dong y, dong v, rat dong ¥ va hoan toan dong y 1a 1-5 diém). Tac gia tién hanh hiéu chinh
mot s6 tir ngir phit hop v6i ngudi ding cac do tudi va nghé nghiép.

Dir liéu dugc thu thap trong thang 5 nam 2022 thong qua khao sat truc tuyén bang bang hoi online trén
google form. Pdi twong khao sat 1a nit khach hang c6 trai nghiém truc tiép va truc tuyén khi mua san phim
ndi y. Theo Bentler & Chou (1987), quy md méu tbi thiéu phai bang 5 lan téng s6 bién quan sat. Nhu vay
qui md mau khao sat tdi thiéu 1a 44*5 = 220 phan tir mau. S6 phiéu thu vé sau khi loai bo nhitng bang hoi
tra 10 thién 1éch con lai 516 phiéu.

Nghién ctru ndy sir dung phuwong phap PLS-SEM dé phan tich di liéu. Vi vu thé ciia phwong phép nay cho
phép xir Iy mau nho, dit liéu khong tudn theo luat phan phdi chuan va mé hinh c¢6 yéu té phan cap (reflective-
formative) (Hair & cong sy, 2017) va cac bién nghién ctru 1a mé hinh dang két qua. Dit liéu thu vé duoc ma
hoa va xir Iy bang phan mém Smart PLS- SEM 3.3.9 d¢ danh gia d6 tin cdy cua thang do, danh gia gia tri
phan biét va kiém dinh danh gia mé hinh cau trac tuyén tinh va kiém dinh gia thuyét nghién ctru bang hé
s6 hdi quy va gia tri P-value.

4. Két qua nghién ciru
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4.1. Gid tri hdi tu

Két qua phan tich dir liéu cho thiy cac bién co hé sb tai (outer loading) déu 16n hon 0,7 ngoai trir TNSP4
(trai nghiém san pham); TNDVNV5 (trai nghiém dich vy nhan vién truc tuyén); TNCD4 (trai nghiém cong
déng a0); YDMLL3 (y dinh mua 1dp lai) lan luot 14 0,678; 0,612; 0,677; 0,634 < 0,7 va bi loai khoi mo hinh
ngay lap tirc. Con lai cac bién khac déu c6 y nghia thong ké .

4.2. Do lwong dp tin cdy cronbach’s alpha, gia tri hpi tu AVE

Sau khi loai bo 4 quan sat, két qua phan tich dir liéu cho thay hé s Cronbach’s Alpha va hé s6 tin cdy tong
hop déu co gia tri 16n hon 0,7. Piéu nay chimg t6 cac bién quan sat dam bao do tin cdy nhat quan noi tai.

Gi4 tri AVE déu c6 gia tri 16n hon 0,5 cho thy cac bién nghién ctru s& giai thich nhidu hon phan ntra
phuong sai cac bién quan sat cua no va nghia Ia cac chi bao dam bao do tin cay, gia tri hoi ty va nhét quan
noi tai. Két qua phan tich dit liéu duoc thé hién ¢ Bang 2.

Bang 2. Hé s6 Cronbach’s Alpha, hé so tin ciy tong hop va Hé s6 AVE

P tin ciy tong

i Hé s6 (Cronbach's . Phuong sai trung
Quan sat hgp (Composite . i
Alpha) binh trich (AVE)
reliability)

TNSanpham 0,842 0,894 0,679
TNDiemBan 0,859 0,893 0,628
TNDVNhanVien 0,922 0,942 0,763
TNXaHoi 0,932 0,949 0,787
TNSanPhamTT 0,883 0,914 0,681
TNThamMy 0,899 0,925 0,712
TNDVNhanVienTT 0,817 0,875 0,637
TNCongDong 0,797 0,865 0,615
YDMualLapLai 0,811 0,888 0,726

Nguon: Két qud phan tich dit liéu .
4.3. Gia tri phdn biét (discriminant validity)
La viéc so sanh cac tiéu chuin thyc nghiém (Hair & cong sy, 2010) dé xem xét cac bién nghién ctru co
thue su khac voi cac bién con lai. Bang 3 cho thdy hé sb trong quan giita cac dic diém di biét nho hon 1.
Bang 3. Bang chi s6 HTMT

TNCD | TNDB | TNDVNV | TNDVNVTT | TNSP | TNSPTT | TNTM | TNXH | YDMLL
TNCD
TNDB 0,096
TNDVNV 0,054 | 0,255
TNDVNVTT 0,124 | 0,313 0,381
TNSP 0,252 | 0,554 0,519 0,570
TNSPTT 0,071 | 0,360 0,339 0,626 0,770
TNTM 0,050 | 0,190 0,398 0,398 0,411 0,351
TNXH 0,035 | 0,396 0,369 0,512 0,817 0,708 0,308
YDMLL 0,227 | 0,480 0,690 0,751 0,902 0,838 0,456 | 0,794

Nguon: Két qua phan tich dir liéu ciia tac gia.

Két luan, gia tri phan biét dugc dam bao thong qua hé sb tai chéo, va chi s6 HTMT. Do d9, cac bién
nghién cuu trong mo hinh c6 su khac biét.

4.3.1. Kiém tra VIF da céng tuyén

Két qua phan tich dit lidu dugc thong ké trong Bang 4 cho thiy khong c6 thang do nao c6 gia tri VIF > 5

nén khong bién quan sat nao bi loai khoi mé hinh nghién ctru.
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Bing 4. Trong so tii ngoai, h¢ sd tai ngoai, VIF

Trong s6 tdiingoai  Kiém dinh T Gia tri P Hé sb tai ngoai VIF
TNSPham]1 0,812 31,544 0,000 0,812 2,290
TNSPham2 0,839 41,879 0,000 0,839 2,437
TNSPham3 0,756 23,036 0,000 0,756 1,635
TNSPham5 0,884 75,057 0,000 0,884 2,344
TNDBanl 0,878 53,068 0,000 0,878 2,423
TNDBan2 0,818 39,626 0,000 0,818 1,691
TNDBan3 0,793 24,034 0,000 0,793 1,911
TNDBan4 0,713 16,677 0,000 0,713 2,072
TNDBan5 0,749 18,374 0,000 0,749 2,141
TNDVNVienl 0,843 29,656 0,000 0,843 2,296
TNDVNVien2 0,889 40,678 0,000 0,889 3,379
TNDVNVien3 0,895 45,733 0,000 0,895 3,827
TNDVNVien4 0,878 39,163 0,000 0,878 3,027
TNDVNVien5 0,861 35,926 0,000 0,861 2,586
TNXaHoil 0,909 68,042 0,000 0,909 4,251
TNXaHoi2 0,912 50,499 0,000 0,912 3,867
TNXaHoi3 0,919 61,975 0,000 0,919 4,003
TNXaHoi4 0,883 55,467 0,000 0,883 3,593
TNXaHoi5 0,809 28,772 0,000 0,809 2,187
TNSPhamTT1 0,837 44,205 0,000 0,837 2,511
TNSPhamTT2 0,827 35,671 0,000 0,827 2,258
TNSPhamTT3 0,844 35,832 0,000 0,844 2,473
TNSPhamTT4 0,777 19,974 0,000 0,777 2,392
TNSPhamTT5 0,838 30,060 0,000 0,838 2,709
TNThamMy1 0,831 32,517 0,000 0,831 2,148
TNThamMy?2 0,844 27,317 0,000 0,844 2,306
TNThamMy3 0,886 42,446 0,000 0,886 2,938
TNThamMy4 0,787 25,798 0,000 0,787 2,176
TNThamMy5 0,867 41,717 0,000 0,867 2,753
TNDVNVienTT1 0,829 30,116 0,000 0,829 2,083
TNDVNVienTT2 0,793 41,854 0,000 0,793 1,369
TNDVNVienTT3 0,754 16,350 0,000 0,754 1,828
TNDVNVienTT4 0,816 25,066 0,000 0,816 2,187
TNCDongl 0,801 18,250 0,000 0,801 1,586
TNCDong2 0,750 12,259 0,000 0,750 1,992
TNCDong3 0,792 15,151 0,000 0,792 2,192
TNCDong5 0,793 19,981 0,000 0,793 1,478
YD mua lgp lai 1 0,834 38,566 0,000 0,834 1,671
YD mua lgp lai 2 0,875 51,311 0,000 0,875 1,973
YD mua lgp lai 4 0,846 36,662 0,000 0,846 1,767

Nguon Két qua phdn tich dit liéu ciia tac gid.
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4.3.2. Panh gid méi tac déng triee tiép cua trdi nghiém khdch hang dén y dinh mua ldp lai

Két qua phan tich dir liéu chi ra moi thang do déu c6 ¥ nghia théng ké. Didu nay chimg minh tac dong tich
cuc cua trai nghiém khach hang (cé truc ti€p va truc tuyén) to1 y dinh mua 1ap lai.

4.4. Pdnh gid mé hinh cdu tric tuyén tinh

Trong phan tich PLS-SEM, md hinh céu tric dugc giai thich boi duong dan cau trac va hé sé R? cua bién
phu thugc. Sir dung k¥ thuat phan tich Bootstrapping phi tham so lap lai 5000 lan ket qua. Két qua di licu
phan tich cho thay, gia tri R2ctia mo hinh anh hudng ciia trai nghiém khach hang tryc tiép va truc tuyén dén y
dinh mua 1ap lai thi cau triic ngi sinh 1a cao (78,2% y dinh mua lap lai duoc giai thich boi trai nghi¢m khach
hang). K&t qua dugc thé hi¢n chi tiét qua Hinh 2.

4.4.1. Kiém dinh bootstrapping — kiém dinh gia thuyét nghién civu bang hé so dwong dan va gid tri p-value

PLS dua vao phan tich bootstrap ctia phi tham s dé kiém tra y nghia h¢ s6 (Hair &cong su, 2014) duong

Hinh 2 Két qua wéc hrong PLS-SEM
NP1

TNSPTT1

TNSP2
0.812_ 0837 _ TNSPTT2

ey | 093 0.827
0.756 0.844—) TNSPTT3

0777

884
.88 0.838 TNSPTTA

TNSPS TNSP TNSPTT
TNSPTTS

TNDB1 TNTM1

TNDB2 0878 0831 TNTMZ
0818 0.844

TNDB3  4—0.793 — 0,138 oLape 0.886—b TNTM3
0.713 0.787

TNDB& 0.749 0.867 TNTMA

TNDB TNTM
TNDBS TNTMS
0.050 0.018
TNDVNV1 TNDVNVTT1

TNDVNY

TNODVNVTT

F“'\. /
TNDVNVZ . 0.843 0.829 _ TNDVNVTT2
AT 0793~
TNDVNVS 4—0.895 — 0.207 0.196 0.754 —) TNDVNVTT3
0.878 0.816
k
TNDVNVA  0.861 Wy
o
TNDVNVS 0834 o875

TNDVNVTT4
0.193 / J \‘ 0.110

e YOMLL1 YOMLL2 YOMLLS
L o o
THXH2 0.909 _ 0.801 TNCD2
0912 2 0.750
TNXH3  4—0.918 — 0.792—p TNCD3
0.883
THXHA 0.809 0.793
TNXH ™CD
TNXHS TNCDS

TNCD1

din. Pé kiém tra xem hé sd duong dan c6 khac biét dang ké so véi 0, gia tri t dugc tinh toan thong qua
bootstrapping. Trong nghién ciru nay, ky thuat bootstrapping phi tham s duoc kiém dinh cho 516 quan sat,
v6i lap lai 5.000 1an dé dam bao yéu cau kiém dinh mé hinh cdu trac tuyén tinh. Két qua dugc thé hién tai
Bang 5.

Két lugn: Tir nhitng két qua phan tich dit liéu & trén, ta thdy 7 gia thuyét vé su anh hudng tich cuc cua cac
khia canh trai nghiém khach hang truc tuyén va truc tiép dugc chap nhan. Va trai nghiém khong gian diém
ban ¢ tac dong manh nhat. Diéu nay ciing pht hop véi két qua nghién ctru cia Happ & cong sy (2020),
Zhang & cong su (2017), Pei & cong su (2020). Chi duy nhit trai nghiém thAm my¥ bi bac bo. Diéu nay can
duge nghién ctru thém trong tuong lai. Tir ddy c6 thé thiy mo hinh 1y thuyét phu hop véi dit lidu nghién ctru.

5. Két luan va dé xuat

5.1. Két lugn
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Bing 5. Két qua kiém dinh gia thuyét nghién ciru PLS-SEM

H§ sb .| Chap
£ A . X A | bj léch J ~ Gia tri A
Moi quan hé Gia thuyet nghién ciru dudng hud Thong ké T p nhin/
chuan
din Bac bo
TNSP -> Trai nghiém san phim tich cuc ¢6 anh hudng tich cuc Cha
T NEICIN San PRAM TR eUe ¢ anh WOng U e | g 136 0,052 2,594 | 0,010 | P
YDMLL dén y dinh mua Idp lai san pham cta khach hang. nhan
TNDB -> Trai nghi¢m khong gian diém ban c6 anh huéng tich Ché
e hone gl G1em Dah S0 I UOns 0,050 | 0,025 1,995 | 0,046 | P
YDMLL cuc dén y dinh mua 1dp lai san pham cuia khach hang nhin
TNDVNV -> Trai nghlc;,m d;ch vu nhan vlen' truc tleﬂp c6 anh hudéng Chi p
tich cuc dén ¥ dinh mua lap lai san pham ctia khach 0,297 0,033 9,053 | 0,000 .
YDMLL ha nhin
ang
TNXH -> Trai nghiém xa hdi c6 anh hudng tich cuc dén ¥ dinh Cha
ERICM X3 hO1 €0 Ar AOng Heh e €en ¥ & 0,193 0,041 4749 | 0,000 | P
YDMLL mua ldp san pham cua khach hang nhan
TNSPTT -> Trai nghiém san ;?hém Truc tuyén tich‘ cuc co énh Ché p
hudng tich cuc dén y dinh mua l3p lai sin pham cta 0,267 0,040 6,641 | 0,000 N
YDMLL s nhén
khach hang
TNTM -> T'rai nghiérfl th%im mfl co finh hruéng‘tich cuc dény 0,018 0,027 0,665 0,506 | Béc bé
YDMLL dinh mua 13p san pham cuia khach hang
TNDVNVTT | Trainghiém dich vu nhan vién trye tuyén c6 anh huon Cha
USRI A VU AR VR T YR COMR WME | 0,196 | 0,032 6,059 | 0,000 | P
->YDMLL tich cuc dén y dinh mua ldp san pham cua khach hang nhin
TNCD -> Tréi nghiém féng d(“)n}g a0 ,Cé én}1 hu(‘mg tich cuc dén 0,110 0,022 4928 | 0,000 Chiap
YDMLL y dinh mua lap san pham cua khach hang nhin

Nguon: Két qud phan tich dit liéu cia tic gia.

Két qua nghién ctru da khang dinh cac nhan t6 anh huong t6i ¥ dinh mua lip lai san phdm ndi y ctia khach
hang nir theo thtr tu gidm dan tur trai nghiém khoéng gian diém ban, trai nghiém san phém truc tuyén, trai
nghiém dich vu nhan vién, trai nghiém cong dong va san pham. Tuy trai nghiém thim my hién dang bi bac
bo, song dy ciing 1a goi ¥ cho cac nha quan 1y vé viéc cht y hon dén hinh anh va tir ngit trinh bay trén web,
bd cuc va sy hai hoa ndi dung va hinh thie. Pay c6 thé 1a chia khoa trong thuong mai dién tir méi dé ¢
lwong khach hang 6n dinh. Tinh déc thu cia san phdm ndi y ¢6 thé 1a mot trong nhiing 1y do.

5.2. Pé xuit vdi civa hang bdn lé/ cong ty

5.2.1. Xdy dung quan 1y trai nghiém khdch hang trye tiép

Nham huéng téi sy hai long va thoa man khach hang, céc cira hang ban 1é nén tap trung cung cip trai
nghiém tich cuc cho khach hang. Nén tap trung tao ra cong dong xa hoi trai nghiém thu nho véi van hoa
doanh nghiép khac biét. CAn tao ra su tin tudng, hai long chic chin s& chiém duogc “trai tim” va “long trung
thanh” ctia khach hang. Va xu hudng hién nay lya chon quan tri quan hé khach hang theo hudng lay khach
hang 1am trong tdm can duoc phat trién va nhan rong. Thoi dai ky nguyén ki thuat sb cho thay cac trai
nghiém tryc tuyén c6 y nghia va tac dong nhidu t6i hanh vi ctia khach hang hon. Diéu nay ciing phu hop véi
mot sd nghién ctru trude do6 cua Pei & cong su (2020); Zhang & cdng su (2017).

5.2.2. Xay dung quan 1y trai nghiém khdch hang triec tuyén

Xay dung t6t moi quan hé khach hang (phu nit trong do tudi 18 dén 55). Két qua chi rra can két hop thiét
Kké giao dién web dé sir dung, tao nhiéu lua chon, so sanh va kich hoat tim Iy mua hang cta khach hang. Va
dic biét nén twong tac thudng xuyén va nhanh chéng dé gay thién cam cho khach hang. Dic biét tao ra san
choi trai nghiém cho khach hang trong cong dong ao. Noi ho ¢ thé giao luu, nhan xét, danh gid ma khong

ngai ngung.
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