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Tém tit:

Sw théa man/bdt man cua khdch hdng anh hu’dng dén loi nhudn cia doanh nghiép. Mac di tam
quan trong trong Iy thuyét lan thwc tién, ban chdt can xitng hay bdt cdn xirng cia hai khdi nzem
van con nhiéu tranh ludn. Mot s6 nghién civu cho rang day la hai khdi niém doi xu"ng mot sé lai
khang dinh tinh bat doi xirng ciia hai khdi niém. Nghién cieu nay iing hé quan diém bdt doi ximg.
Theo d6, théa mén doi ldp véi khéng théa mén, bat man doi ldp véi khéng bat man. Tiec la, théa
man xudt hién khi khong c6 gi dé khéng théa man, nguoc lai bat mén xudt hién khi khéng cé gi
dé khong bat man, chir khong phdi bat man xudt hién khi khong dwoc théa man. Quan diém nay
dd mo ra hwéng tiép cin khdc vé cdch xdc dinh cdc nhém yéu té san pham/dich vu c6 tic dong
dén sw hai long va bat mén khach hang. Nghién civu nay sé lam ré cdc ngi dung trén, chi ra
nhitng khodng trong trong 1y thuyét va hudng nghién ciu moi.

Tir khéa: Tinh bat dbi xung, thuyét hai nhén t, sy bAt man cua khach hang, sy hai long khach
hang.

The asymmetry of satisfaction concept and dissatisfaction concept: The theories and gaps
of studies

Abstract:

The satisfaction/dissatisfaction of customers affects the company's profit. Despite the important
role in theory and practice, these two concepts have been the controversial issues. Some
researchers have shown these two concepts are symmetric, some have confirmed they are
asymmetric. This research supports the point of asymmetric view. Accordingly, satisfaction
is opposed to no satisfaction, dissatisfaction is opposed to no dissatisfaction. That means the
satisfaction occurs when there is nothing to not satisfy, while dissatisfaction appears when there
is no dissatisfaction, rather than dissatisfaction appearing when no satisfaction. This point of
view has opened a new approach in examining the different element groups of products/service
impacting consumer satisfaction/dissatisfaction. This research clarifies the above contents,
points out the gaps in the theory and future research directions.

Keywords: Asymmetric, bi-factorial theory, consumer dissatisfaction, consumer satisfaction.

1. Gioi thiéu

Su thoa man/bat méan cua khach hang anh hudng
manh dén loi nhun cua doanh nghiép (Westbrook
& Oliver, 1991). Mic du tdm quan trong ctia hai
khai niém nay da dugc nhin nhan tr gidi khoa hoc

dén thuc tién doanh nghiép tir thé ky XIX (Hussain
& cong su, 2011), nhung ban chét can xtng hoac bét
can ximg cta hai khai niém nay van con nhiéu tranh
luan. Van song song ton tai hai truomg phai dbi lap.
Truong phai thir nhét cho ring théa man va bit min
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14 hai khai niém ddi ximg. Tic 13, néu khong ton tai
su thoa mén c6 nghia 1a bat man. Tuy nhién, mot sé
nghién ctru, dwa theo thuyét hai nhan té ctia Hezberg
& cong su (1959) da chung minh day la hai khai
niém bat ddi xtmg. Theo d6, su thoa méan doi 1ap véi
khong thoa man, su bat mén doi 1ap véi khong bat
man. Hay ndi cach khac sy théa man xuét hién khi
khong co gi dé khong thoa man, va nguoc lai, su bat
mén xuét hién khi khong c6 gi dé khong bt mén,
chtr khong phai bat man xuét hién khi khong duoc
thoa man (Herzberg & cong sy, 1959; Kano & cong
su, 1984; Llosa, 1996).

Nhiéu nghién ctru dong quan diém voi truong
phai dau tién (vi du: Tse & Wilton, 1988; Bitner,
1990). Cho dén sau nghién ctru cua Kano & cong
su (1984), quan diém bt d6i ximg mdi nhan duoc
nhiéu sy quan tdm cia nhiéu nha khoa hoc (vd.
Llosa, 1996; Basfirinci & Mitra, 2015). Quan diém
nay da mo ra hudng tiép can khéc so v6i cac nghién
ctiu trude day trong cach phan nhom va xac dinh
mirc d6 anh huong cia cac yéu t dan dén su thoa
mén hay bat man & khach hang véi ciing mét san
pham/dich vu.

Céch tiép can nay mang lai nhitng ham y quén tri
quan trong, gitp nha quan 1y hiéu & hon nhing yéu
t6 ma ho can du tu manh, nhirng yéu td chi can dau
tu & mirc do vira phai va nhitng yéu té khong dau
tu cling khong anh huong gi dén su thoa man cua
khach hang.

Dt ngudn gbc cuia thuyét hai nhan té tir linh vuc
nhan sy tuy nhién hau hét cac nghién ciru nay theo
hiéu biét cua tac gia dugc ung dung va phat trién
rong rai trong cac linh vuc hanh vi khach hang va
& nhiéu thi truong khac nhau, nhu Phép (Llosa,
1996; Camelis & Maunier, 2015), My (Silvestro
& Johnston, 1992), va nghién ctru lap lai & chau A
(Robinot & Giannelloni, 2010; Afsanepurak & cong
su, 2012), chua c6 ¢ Viét Nam.

Tt nhitng phan tich trén, nghién ctru nay cé hai
muc dich:

Thir nhat, tong quan 1y thuyét 1am rd tinh bat ddi
xung cua hai khai niém: sy théa man va bat man
cua khach hang, nhiing img dung trong cac nghién
ctru trude day va chi ra nhiing khoang tréng trong
1y thuyét.

Th hai, du tim quan trong cta sy hai long khach
hang d6i v6i doanh nghiép chua bao gio thay ddi
nhung nhiéu nghién ctru hién nay ¢ Viét Nam dang

“lam ct” khai ni€ém nay, bdi cach tiép can “sao mon”
- chi dya vao cic md hinh nim khoang cach vé chat
luong dich vu SERVQUAL cua Parasuraman &
cong su (1988). Do d6, nghién ctru nay s€ lam ro
khai niém ctia sy thoa méan va bt man.

Nghién ciru di thuc hién tong quan 1y thuyét cia
chu dé tir cac bai bao khoa hoc dugc ding trén cac
tap chi Marketing uy tin nhu Journal of marketing,
Journal of consumer research, Advances in services
Marketing and Management, Management & avenir.
Tt trang googlescholar.com, tac gia bai viét chon
loc cac bai bao trong chu dé d tmg dung nghién ctru
cua Herzberg & cong su (1959), dugc dang trong
cac tap chi ké trén, va dua vao ba tiéu chi khac: Thu
nhit, cac phat biéu va két qua cta nghién ciru duoc
van dung trong cac nghién ctru trién khai khac vé
sau. Tiéu chi tht hai 1a mc d tiéu biéu cua bai bao
trong cac nghién ctru img dung ¢ ba thi truong khac
nhau: My, Au, va A. Cudi cliing, cac nghién ciru sir
dung cho thiy dugc sy md rong va phat trién cua
chu dé nghién ctu theo thoi gian.

2. Su thoa man caa khach hang

2.1. Qud trinh hinh thanh va nhitng biéu hién
cua sy thoa man khach hang

Nghién ctru vé su thoa man cua khach hang da
phat trién tir nhitng nam 80, tir sau tham luan ctia
Hunt (1977) tai mdt hoi thao khoa hoc. Tuy nhién,
chu dé nghién ctru nay chua bao gio 1a “ci” ddi véi
cac nha nghién ctru, boi cho dén nay, van ¢ nhiéu
cach tiép can khac nhau. N6i bat nhét 1a cac “tranh
ludn” xoay quanh van dé: sy hai long khach hang la
mot két qua hay qua trinh? C6 thé tom tit hai cach
tiép can tidu biéu nay nhu sau.

Mot sé nghién ctru cho rang sy théoa man cta
khach hang dugc dinh nghia nhu két qua tong quat
cua trai nghiém (Westbrook & Oliver, 1991). Dinh
nghia nay danh ddng két qua cudi cung cua dich vu
voi mic do théa man cia khach hang. Theo do6, su
thoa man cua khach hang duoc do ludng truc tiép tir
Kkét qua cudi cung nhan dugc sau dich vy, bo qua qua
trinh trai nghiém véi dich vu.

Khac véi quan diém trén, mot sé nghién ctru khac
cho rang sy théa mén cta khach hang 13 két qua cua
qua trinh so sanh gitra dich vu ky vong voi hiéu qua
san phdm/dich vu (Engel & Blackwell, 1982). D6
12 mot qua trinh cua sy nhén thirc vé chat luong cua
c4 qua trinh trdi nghiém, dién ra trong tim tri khach
hang khi danh giad muc d¢ théa man voi trai nghiém
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Bang 1: thang do lwong su théa min cia khach hang véi cac bién quan sat

a. Mire d¢ hai long tong qudt ciia Ong/Ba vé san pham/dich vu nay? (Westbrook & Oliver, 1991)

Rét khong ft Binh Hai Rét
hai long hai long thuong long hai long
1 2 3 4 5

b. So vdi mong doi cua Ong/Bd trudc khi su dung dich vu, thuc 16, san phcfm/d_ich vu nay (Engel &

Blackwell, 1982):

Té¢ hon Té hon Nhu Tét hon Tét hon
nhiéu mong doi nhiéu
1 2 3 4 5
c. Nhin chung, khi nghi vé trdai nghiém véi san pham/dich vu nay, Ong/Ba ¢6 cam gidc: (Llosa,
1996)
Rt Khé chiu Binh Dé chiu Rét
kho chiu thuong dé chiu
1 2 3 4 5
d. Ong/Ba sé mua lai san pham/dich vu nay? (Llosa, 1996)
Rat it ft kha Chua biét Cé thé Chén
kha nang nang chin
1 2 3 4 5

(Llosa, 1996). Churchill & Surprenant (1982) b
sung rang qua trinh nay con bao gdm nhimng cam
xuc cam nhan trong qua trinh trai nghiém. Ngoai ra,
Llosa (1996) da bo sung thém khia canh thi ba, d6
1a “y dinh hanh vi”, véi 1ap luan rang khi thoa man,
khach hang c6 xu hudng tich cuc quay tré lai, trung
thanh hay truyén miéng tich cuc, do d6 yéu t6 gitip
do luong mirc d9 thoa man cua khach hang.

Theo do, thang do luong sy théa man ctua khach
hang thuong bao gdm ba khia canh trén, v6i cac phat
biéu cia céc bién quan sat nhu bang 1.

2.2. Sw ton tai ciia viing ddnh gid trung lip

Mot sb nghién ciru cho rang sy thoa min cia
khach hang khong phai luc nao ciing dung nhu cong
thirc ma Engel & Blackwell (1982) dwa ra. Khéi dau
1a phan bién ciia Grénroos (1993). Tac gia cho ring
khi khach hang c6 sy mong doi rat tha‘ip vé dich vu,
va két qua dich vu cudi cing dap ting dung mong
doi @6, khoang cach bang khong gitra ky vong va
dich vu thuc nhan I€ ra phai dan dén sy hai long cua
khach hang. Song, trén thuc té, khach hang trong
truong hop ndy c6 thé hodc 1a & trang thai binh

Hinh 1: Mdi quan hé giira hiéu qui cam nhén, sy khang dinh/phii dinh ky vong ban dau

Chét luong hq?an thanh dich vu
phi khang dinh ky vong

T

Chit lugng hoan thanh dich vu
khing dinh ky vong

Chat lugng hoan thanh dich vu
khang dinh vuot ky vong

Chét lugng Ch?t luc:mg
hoan thanh | gf)aﬁl thanh
. . t - — ich vu cao
dich vu kém Trai nghiém t& nhat Chuan Trai nghiém tot nhat
|  Ving danh

gia trung lap
| |

Nguon: Woodruff & cong si, 1983
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thuong, hoac khong c6 phan tng gi rd rang. Vi du:
mot nguoi st dung xe bus & ngoai thanh, xe bus nay
thuong xuyén tré, do d6 vi khach khong c6 ky vong
xe bus dén ding gio bao gid. Tuy nhién, néu xe bus
thuc sy dén tré, vi khach nay ciing khong hai long
ma van gian dit, buc minh hoic khong c6 phan ung
gi. Mot truong hop khac cho thdy mot han ché khac
cua mo hinh nay, d6 la sy mong doi ctiia khach hang
v6i cing mot dich vu c6 thé thay doi nho vao trai
nghié€m cua ho véi dich vu nhung két qua cua sy hai
1ong c6 thé khong thay doi. Vi du mét sinh vién hai
long véi 16p hoc dau tién ciia mot giang vién. Do
o, su ky vong dbi voi 16p hoc tiép theo c6 thé cao
hon trude d6. Mic du 16p hoc thir hai ¢6 thé dap ung
duoc su ky vong nay nhung mirc d6 hai 1ong c6 thé
khong khac so v6i su hai 1ong véi 16p hoc déau tién.
Mo hinh 1 minh hoa cho nhiing 1ap luan nay.

Pong tinh véi quan diém nay, mot sb tac gia cho
réng khong phai ctr thyc hién dich vu du dé dap Gng
ding ky vong thi s& din dén sy théa man (vi du:
Woodruff & cong sy, 1983; Llosa, 1996). Theo do,
cac tac gia lap luan sy ton tai vung trung lap, thé hién
thai do ludng cuc “khong thoa man, ciing khong bat
man”. Vi du néu mot chuyén bay an toan s& khong
lam tang mirc d6 théa man cua khach hang, nhung
nguoc lai néu khong an toan s& dan dén sy bat man.

3. Su théa min va bit mén: hai khai niém bét
déi xirng

Phan 16n cac nghién ciru cho riang su thoa mén va
bat man 14 hai khai niém d6i xtrng, hai thai cyc trén
ciing mot truc. Chinh vi véy, so voi nghién ciru vé su
thoa min cua khach hang, cac nghién ctru vé su bat
man cta khach hang c6 s6 luong it hon nhiéu. Boi

vi cac nghién ciru mic nhién rang néu mot yéu td
khong lam khach hang théa man thi c6 nghia la lam
khach hang bat man. Tuy nhién, quan diém nay nhan
mot s6 v kién trai chidu. Cac nghién ciru cua trudng
phai nay cho rang bat méan 1a mot khai niém doc lap
v6i khai niém thoa man, va dua ra nhitng dinh nghia
riéng cho khai niém nay (Maddox, 1981; Kano &
cong su, 1984; Llosa, 1996; Camelis & Maunier,
2015; Basfirinci & Mitra, 2015). Hinh 2 minh hoa
su khac nhau cua hai truong phai trén.

Quan diém bat d6i xing clia hai khai niém nay
dugc dua ra dya vao thuyét Hai nhan t6 cia Herzberg
& cong sy (1959). Thuyét hai nhén t6 gia thiét ring
sy thoa min va bit man ctia nhan vién véi cong viée
13 hai khai niém khac nhau. Theo d6, ¢ nhitng yéu
t6 ma sy hién dién cua chung co thé lam tdng sy
thoa méan v6i nhan vién trong cong viée, nhung néu
khong c6 chiing, khong nhit thiét dan dén bat man,
dugce tac gia goi 1a yéu té thuc day. Nguoc lai, c¢6
nhiing yéu t6 néu khong c6 thi c6 thé gdy bat man,
nhung viéc ching ton tai ciing khong dam bao su
thoa man, duoc dat tén la yéu tb duy tri.

Quan diém nay nhan dugc sy ung hd cta nhiéu
nghién ctru, trong d6 chi ra rang cac dic tinh san
pham/dich vu tac dong theo nhitng cach khac nhau
lén mtrc 6 théa man cta khach hang (Kano & cong
su, 1984; Llosa, 1996; Camelis & Maunier, 2015;
Basfirinci & Mitra, 2015). Cac nghién ctru nay da
mo ra hudng tiép can khac vé co ché hinh thanh su
thoa man cua khach hang:

Thé nhét, sy théa man cta khach hang vé mot
san phém/dich vu chiu anh huong cta chat luong
clia timg yéu t6 cau thanh san pham/dich vu d6, chir

Hinh 2: Hai cach tiép cian ve khai ni€ém su théa man va bat man cia khach hang

Tiép can truyén théng: dbi ximg

Hai long Bét min
“Satisfaction” “Dissatisfaction”
Tiép cn theo thuyét hai nhén t6: bat dbi xirng
_ Nhom yéu t6 thuc ddy )
Khéng hai long 4 » Hailong
“No Satisfaction” “Satisfaction”
Nhom yéu té duy tri
Batmin » Khong bat min
“Dissatisfaction” “No Dissatisfaction”

Nguén: Llosa, 1996.
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khong chi don thuan bi tac dong boi két qua tong
thé cudi cung. Chang han nhu, khach hang cé thé
hai long v6i mot dic diém cia chiée xe (hé thong
GPS chiang han) trong khi khong hai 1ong véi mot
dic diém khac (trai nghiém lai xe). Bdi vay, cac
phan tng ciia khach hang dbi véi cac dic tinh khac
nhau cua san phém/dich vu tac dong dén muc do
thoa man hay bat méan vé san phém/dich vu. Theo
d6, néu chi do luong két qua cudi cung, nha quan tri
s& khong xac dinh dugc nhimng yéu t6 nao duoc cho
13 quan trong, nhing yéu t6 dang duoc danh gia tot,
va nhitng yéu t6 con han ché.

Thir hai, quan diém nay bac bo quan diém su thoa
min va bat man cua khach hang dwoc hinh thanh
theo hudng ddi lap nhau nhu cong thirc ctia Engel &
Blackwell (1982). Boi vi mot s yéu té anh huong
dén sy thoa méan nhung khong dan dén bat man, hay
nguoc lai. Vi du mot cai banh di kém mot ly ca phé
¢6 thé 1am vui long khach hang nhung thiéu né thi
chua chac lam khach hang khong thoa man.

4. Tong quan nhirng nghién ctru xac dinh cic
nhém yéu t6 dznh hwong dén sy théa méin va bat
man cia khach hang

Nhiéu nghién ctru déng tinh véi quan diém vé sy tac
dong da chiéu ctia ciia cc yéu t6 san pham/dich vu dén
su thoa man/bat man ctia khach hang (vi du: Basfirinci
& Mitra, 2015; Robinot & Giannelloni, 2010; Llosa,
1996; Silvestro & Johnston, 1992; Maddox, 1981;
Kano & cong sy, 1984; Swan & Combs, 1976), trong
do tiéu biéu 1a hai nghién ctru cua Kano & cong su
(1984) vé san pham (thi truong M), va ctia Llosa &

cong su (1996) trong dich vu (thi truong Phap). Cac
nghién clru ndy di trd thanh 1y thuyét nén tang cho
nhiéu nghién ctru trién khai vé sau.

Kano & cong sy (1984) dé xuat nim nhom dic
tinh san phim dwa vao 16 gich tac dong khac nhau
cua ching dén sy thda man va bit man. Dya trén su
két hop cac ciu tra 161 v& thai do cua ngudi tiéu dung
(thich/khong thich) sy ton tai/khong ton tai ciia mot
dac tinh san phém, cac tac gia da xac dinh bon nhém
dac tinh sau:

Nhém c6 chét luong hap dan (Attractive Quality):
nhom nay din dén sy théa man cua khach hang néu
chung ton tai, nhung néu chiing khong c¢6 thi ciing
khong din dén sy bat man. Nhém dic tinh nay
con dugc goi l1a 1a nhom tao “nhu cau hing khéi”
(excitement needs) hay “nhiing ngac nhién gay
thich tht” (surprises that result in delight) (Matzler,
1998), 1a nhitng dic tinh ma khach hang khong biét
dén truéc khi mua san pham, ciing nhu khong mong
doi va mang lai gia tri khac biét.

Nhoém c6 chét luong mot chiéu (One-dimensional
Quality): gdbm nhiing dic tinh san phdm néu duoc
danh gia cang t6t thi cang 1am khach hang thoa mén
va nguoc lai.

Nhém chét lugng phai c6 (Must-be Quality): gdm
nhiing dic tinh san phdm ma néu khong c¢6 chung
thi s& lam khach hang gia ting sy bit méin, mic du
su ton tai cia chung khong nhét thiét din dén su
thoa man. Nhoém nay thuong gom nhiing dic tinh
dap tmg yéu cau tdi thiéu.

Hinh 3: M6 hinh Kano va cong su (1984)

Khach hang hai long

Chét lugng hép din

Chét luong mot chiéu

Chét luong trung lap

Chét Iugng yéu td phi chirc ning

Chét luong phai co

Chét lwong yéu tb chirc ning

Chét Iugng nghich
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Nhom chét lugng trung lap (Indifferent Quality):
nhom nay khong co tac dong dang ké dén sy thoa
man hay bat mén, tirc 14 sy ton tai hay khong cua
chung ciing khong anh huong gi dén hai trang thai
tam 1y trén.

Nhom chét lugng nghich (Reverse Quality): Trai
v6i nhom chat luong phai c6, nhém chat luong
nghich gy ra sy bat man khi chung ton tai va nguoc
lai khi chung khong ton tai thi s& lam khach hang
théa man. Nhu vay, nhom nay ciling co tac dong
tuyén tinh v6i sy hai long khach hang giéng nhu
nhom chat lwong mot chiéu, tuy nhién 16 gich tac
dong ctuia nhém dén sy thoa mén cua khach hang 1a
khac nhau.

Theo d6, tac gia cho rang hai khai niém nay
khong thé hoan toan doc 1ap nhung ciing khong phai
la nhiing khai niém ddi 1ap ludng cuc.

M6 hinh Tetraclasse cua Llosa (1996) da dé xuét
bdn nhém yéu t6 dich vu co tac dong khac nhau va
da chiéu dén sy thda man va bit min ctia khach
hang. Dya vao phan tich danh gia cua khach hang
vé chit luong cua ting yéu t6 dich vu va sy hai long
tong quat vé dich vu, cac tac gia da xac dinh bon
nhém yéu t6 nhu sau:

Nhom yéu t6 dich vu co ban (Basic service):
gdém nhitng yéu t6 co ban ma mot dich vu can phai
dam bao cho khach hang, chtr khong phai 14 yéu t6
quan trong nhét dé 1am khach hang théa man. Do 1a
nhing yéu t6 ma khach hang cho rang mic nhién
nha cung cap phai lam tdt, vi du nhu sy sach sé& trong
nha hang, sy an toan cia mot chuyén bay. Vi thé,
maot nha hang sach s& chua chéc da 1am ngudi khach
thoa man nhung nguoc lai, néu khong dugc dam bao
thi s& lam khach hang bat man.

Nhom trong yéu (Key service) 1a nhitng yéu to
tac dong rat manh dén su thoa man hay bat man cua
khach hang. D6 ciing 14 nhimg yéu té co ban nhung
trong yéu cua dich vu. Vi du nhu muc d§ ngon cia
mot bira an, phuc vy nhanh tai mgt bénh vién tu hay
mot chi nhanh buu dién. Mot bita an ngon s€ co thé
khién khach hang thoa min, nguoc lai mot bira an
d¢ ciing s€ lam khach hang khong thda man.

Nhom thtr yéu (Secondery service): nhom nay
khong c6 nhiéu tac dong dén sy thoa man d6 la
nhitng yéu t6 ma sy ton tai ciia ching chi gitp cai
thién thém chat lugng dich vu ¢ muc do nao do, va
néu khong cé ching hodc chét luong khong tét thi
danh gia chung vé dich vu ciing khong bi tac dong
dang ké.

Va cudi cing, nhém gia ting (Plus service) la
nhitng yéu té mang lai gia tri gia ting cho khach
hang, thudng 13 nhimng yéu t6 tao nén sy bat ngd va
nhitng diéu ma khach hang khong “lap trinh sin c6”
hay mong doi trudc khi trai nghi€ém. Vi du nhu mot
cudc goi ctia nhan vién ngan hang dén khach hang
dé bao di co két qua vé hd so vay, hay mét coc ca
phé mién phi nhung rat ngon & mot nha hang ban
d6 an sang, hay mot cudc goi cua bac sy bao va giai
thich so bd két qua cua mét dot kiém tra strc khoe
quan trong trude khi ban dén tan noi léy hd so trong
ndi lo lrflng. Chinh vi vay ma nguoc lai véi dich vu
co ban, dich vu gia ting néu khong ton tai khong anh
hudng dén su hai long cta khach hang, nhung khi
n6 xuét hién thi s& lam khach hang hai 1ong hoic rat
hai long néu dich vu dé duoc 1am tot hay mang lai
su bt ngd. Ngay nay, chinh nhiing dich vy gia ting
kém theo nay hay dich vu phu thém giup cho doanh
nghiép tao nén sy khac biét héa dich vu cua ho véi

Hinh 4: M6 hinh Tetraclasse (Llosa, 1996)

Muc do A Manh Dich vu Dich vu
tac dong gia tang trong yeu
dén su 0
thoa man o )
cua khach (@)
hang khi
chat luong
cam nhan tot | yg, Dich vu Dich vu
thtr yéu co ban
00 ®e
Yéu Manh

Mutc d6 tac dong dén su thoa man cta khach
hang khi chat lugng cdm nhén khong tot
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Bang 1: Nhitng nghién ciru tiéu biéu khac vé phan nhém céc yéu té dich vu tac dong dén sy hai
long/bat min, dua vao tinh bat ddi ximg ciia hai khai niém

Tac gia Linh vuec Nhém céc yéu td Nhém céc yéu t6  Nhom céc yéu Nhom céc yéu
nghién ctru tic dong manh dén  tic dong manh  t6 tac dong dén t6 khong tac
su hai long dén sy bat mén ca hai dong dén ca
hai
Dominici & Dich vu thu Nhoém “hap dan”: Nhom “can phai ~ Nhom “mot Nhom “khong
cong su (2015)  vién mo clra vao budi ¢6”: im lang, chiéu”: Mé cira quan tdm”: vao
chidu, danh myc tai internet. budi trua, tra ciru  cong bang thé,
liéu dién tir, doc sach cac luan van, md cua sang
dién tir, dich vu in truy cap dir liu tha bay...
4n, khu danh cho dnha... Nhom “du trir”:
béo va tap chi... chinh sach phat
do tra tai liéu
cham
Basfirinci & Dich vu bay Nhém “hép dan™: Nhom “can phai  Nhom “hi¢u
Mitra (2015) déy du cac chuyén c6”: co so vt qua”: dung gio,
bay dén nhitng diém  chitsach va hién  hién dai va sach
dén quan trong, dé dai, an toan, xiur sé...
dang tim dén cira 1y kip thoi
vao, ra... chuyén bay tri
hoan...
Camelis & Dichvudiém  Nhom “gia tang™: Nhom “co ban”:  Nhom “trong Nhoém “thtr
Maunier (2015)  dén dich vu mua sam, thue an, khach yéu”: tuong tac yéu”: taxi, thué
Dich vu van chuyén, san dia phuong, véi cac nguoi phuong tién di
tinh lich st va van phéan biét chiing dan ban dia... chuyén,. .
héa diém dén, nha  toc...
hang qudc té...
Robinot & Khach san Nhom “gia tang”: st Nhom “co ban”:  Nhom “trong
Giannelloni dung nang luong co so vat chit, sy yéu”: bai db xe,
(2010) xanh trong khach yén tinh trong doi cho, tuong
san, dé tiép can phong, moi xUing gilra gia va
thong tin... truong, sach s&...  chat lugng...
Bodet & Caulac bo the  Nhom “gia taing”: t6  Nhom “co ban”:  Nhom “trong Nhom “thir
Meurgey duc chirc nhimg hoi thao  twong xtmg gitta  yéu”: ddi theo yéu”: su ¢ mat
(2005) thé duc thé thao, két  gia va chit lugng  khach hang, hinh  ctia nguoi quan
qua thé thao ctia cdu  dich vu, moi anh cua trung 1y, nhiing thanh
lac bo,... truong, thoi khéa  tam, nguoi tich ca nhan,...
biéu... hudng dan.
Silvetro & Nha hang Nhom cong thém: Nhom duy tri: Nhom nay
Johnston ¢o1 mo chao don, dang tin cdy, khong dugc dat
(1992) thim my, quan tam,  nang luc... tén, bao gém cac
sach s&, sin sang. .. yéu td: tién nghi,
giao tiép, lich su,
chim soc...
Bitner & cong  Khach san, Nhiing dap ing nhu  Gidi quyét 16i Nhitng hanh vi
su (1990) nha hang va cau va doi hoi ctia trong qua trinh “bit ngd” tir
hang khong khach hang: dap tmg  phuc vu: kha nhan vién: sy
(d6i trong nhitng doi hoi cy thé, ning dap ung quan tam dac
nghién ctru: nhitng thir yéu thich  dich vu kém, biét/hanh vi ky
tuong tac gitta  nhét, giai quyét phuc vu cham, qudc, hanh vi
khach hang nhitng 16i gy ra bi  tinh cong bing ngoai chudn vin

véi nguoi phuc  chinh khach hang, trong dbi xir. .. hoéa (t6t/x4u), xir
vu) nhitng khach hang ly tot/khong tbt
khac... trong mot ngir
canh kho.

d6i thu canh tranh trong thi truong. khéac nhau nhu: nghién ctru cua Clerfeuille & cong
su (2003) trong linh vyc cham séc stc khoe, hay
nghién cuu cua Robinot & Giannelloni (2010)
trong dich vu nha hang, cic nghién ctru gan day cua

Camelis & Maunier (2015) trong dich vu I hanh,
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Nghién ctu cia Kano & cdng su (1984) va cua
ctia Llosa (1996) duoc tmg dung trong nhiéu nghién

cuiu ve sau trong cac linh vuc va ¢ nhiing quoc gia
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cua Basfirinci & Mitra (2015) trong dich vu bay.

5. Két luan, nhirng khoang tréng trong nghién
ciru vé sy théa méin/bat mén cia khach hang va
hwéng nghién ciru moi

Mic du nhitng nghién ctru vé sy thoa méan di c6
tir rat 1au, cling nhu thuyét hai nhan t6 cua Herzberg
va cong su tir 1959, nhung dén tan bay gio, van con
nhing tranh luén vé ban chat d6i xang/bit ddi ximg
ctia hai khéi niém - thoa man va bat mén. .. Theo do,
van song song ton tai hai truong phai. Quan diém
d6i xtmg cuia hai khai niém nay khong sai nhung da
b6 qua nhom cac yéu t6 tac dong dén su thoa man
nhung khong din dén sy bit man va nguoc lai, ciing
nhu nhém cac yéu t6 khong dong thoi din dén su
thoa man va bat mén.

Ciing gidng nhu khai niém su théa man cua khach
hang, khai niém su bat mén cua khach hang van
chua nhan duoc sy thng nhat. Giese & Cote (2000)
chi ra rang diém chung cua ca hai khai niém 13 déu
duoc thé hién thong qua ba khia canh: nhén thuc,
cam xtc va y dinh hanh vi. Tuy nhién, cc yéu t6 dan
dén cac phan ng nay & truong hop théa man va bat
man la khac nhau. Céc nghién ctru cling nhan dinh
rang cac phan ng cam xuc cia khach hang véi mot
trai nghiém gay bt man s& manh hon phan tmg hai
long (Thi, Ngoc Thuy V& & Llosa, 2015), va dé dat
dén “dinh diém” hon (vi du “that vong”, “gian di”,
“budn chan”...) (Giese & Cote, 2000).

Quan diém bat dbi xing cua hai khai niém thoa
man/bat man moé ra nhiéu hudng nghién ctru khac:

Trude hét, cac nghién cuu vé khai niém su bat
min cia khach hang can duoc sy quan tim déu tu
nhiéu hon. Lam rd khai niém nay s& gop phan ching
minh tinh ddc 1ap cua hai khai niém: sy théa man va
bat man.

Bén canh d6, nghién ctru phan nhom cac yéu to
san phém/dich vu tac dong khac nhau dén hai khai

Tai liéu tham khao

niém nay can dwoc mo rong. Béi vi tong quan 1y
thuyét cho thy tuy vao déi twong nghién ciru, bdi
canh thi truong ma sé ton tai nhitng khac biét nhét
dinh trong cach phan nhom.

Hon nita, con it nghién ctru rit ra két luan vé
nhiing yéu t6 dong thoi khong tac dong dén sy thoa
mén va bat man cua khach hang. Déi voi mot doanh
nghiép vira va nho, ¢6 chi phi déu tu thip thi nhiing
két qua nay dic biét quan trong, giup ho can ddi von
dau tu dé cai thién chét luong dich vu mét cach kinh
té, phu hop va hiéu qua.

Ngoai ra, hdu hét cac nghién ctru hién nay tap
trung vao thi trudng ban 1, nhim dén khach hang
cubi cung, cac nghién ciru vé su thda mén cia doanh
nghiép trong mdi quan hé voi mot doanh nghiép
khac con han ché. Véi sy khac nhau vé myc dich
str dung va hanh vi gitta mot khach hang ca thé va
khach hang doanh nghi¢p, cac nghién cuu trude day
khéng thé rap khudn cho truong hop doanh nghiép.

Trong bdi canh héi nhap sau va rong ¢ nhiéu nude
dang phét trién, nghién ctru tic dong cta vin hoa
dén cac nhom yéu tb tac dong dén su thoa man/bat
man khach hang, s& gitp cho cac cong ty da quc gia
trong quan tri quan hé vaéi khach hang.

Nhitng huéng nghién ctru tir 1ap luan tinh bat ddi
xtng cia sy thoa man/bat man khach hang cho thay
su thoa méan 12 mot chu dé cé tir 1au nhung chua bao
gid cii. Nghién ctru ndy s& mo dau cho nhitng nghién
ctiru ing dung trong cac nganh va linh vuc khac nhau
& Viét Nam. Cac két qua s& gitip cac nha quén tri ra
soat lai thiét ké san phém/dich vy, biét tap trung dau
tu vao nhimng yéu t6 - ma di dugc danh gia t6t hay bi
danh gia t¢ déu tac dong dén su thoa man cua khach
hang, thay vi du tu dan trai tat cac yéu t6, trong khi
mot s6 yéu to du bi danh gia khong tot ciing khong
anh huong dén sy thoa man ma ciing chang dan dén
su bat man.
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