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Toém tat:

Dua trén mé hinh trdi nghiém khdch hang EXQ cua Philip Klaus (2014), bai viét ndy Xem xét
anh huong cua cac giai doan trai nghiém khach hang tdi y dinh mua lap lai qua san thuong
mai dién tu. thmng phdp dinh tinh duoc su dung de diéu chinh thang do lwong cho phu hop
Vv6i béi canh va tinh huéng nghzen civu. Phwong phdp dinh leong dwoc thice hién dé kiém dinh
mo hinh nghzen ciru trén co so dir ligu duoc thu thap tue 862 khach hang Viét Nam da tung mua
sam qua san lhuUng mai dién tir. Két qua cho thay, cd ba giai dogn trai nghzem khdach hang
(truoc, trong va sau khi mua) qua san thmfng mai dién tw déu co anh huong (i y dinh mua lap
lai, trong do, glal doan “trong khi mua” co anh hwong manh nhat. Trén co so do, nhom tac gida
dé xudt mot s6 khuyén nghi cho cdc san thuwong mai di¢n tu cai thi¢n chat heong trai nghiém
khéch hang, ddc biét trong qud trinh mua dé tang kha ndang mua ldp lai cua khdch hang.

Twr khéa: Trai nghiém khach hang, hanh trinh khach hang, y dinh mua 1ap lai, thwong mai
dién tur

Ma JEL: M31

The influence of customer experience stages on repurchase intention through e-commerce
platforms

Abstract:

Based on the model of customer experience of Klaus (2014), the study examines the impact
of customer experience stages on repurchase intention through e-commerce platforms.
Qualitative methods are employed to adjust the customer experience scale to suit the research
context and situation. The quantitative method is used to test the research model based on
the data collected from 862 Vietnamese customers who have shopped through e-commerce
platforms. The results show that all three stages of customer experience (before, during and
after purchase) through e-commerce platform have an influence on repurchase intention, in
which the “during purchase” experience has the strongest impact. Based on the findings,
some recommendations for e-commerce floors are proposed to improve the quality of customer
experience, especially in the “during purchase” stage to increase the likelihood of customer's
repurchase intention.

Keywords: Customer experience, customer journey, repurchase intention, e-commerce.
JEL Code: M31

1. Dit van dé

Mua sim va tiéu ding dich vu thyc ra 1a mua sy trai nghiém. Schmitt (1999) dinh nghia rang “trai nghiém
1a két qua cua qua trinh gip g&, xem xét va sdng véi moi thir mang lai nhirng gia tri vé mat gidc quan, cam
xtc, nhan thire, hanh dong va méi lién hé”. Shaw & Ivens (2002) cho rang trai nghiém khach hang (TNKH)
1a su twong tac giita doanh nghiép va khach hang, no 1a sy hoa quyén giita phan thé hién ciia doanh nghiép,
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su kich thich gidc quan va su khoi goi vé mit cam xuc, mdi yéu té nay duge do luong boi sy ky vong cta
khach hang théng qua moi twong tac. Diéu d6 cho thdy, trai nghiém khach hang s& khong chi tac dong toi
hanh dong mua cua khach hang ngay ltc do, ma con tao nén cam giac hai long va anh huong t6i kha nang
thiét 1ap mdi quan h¢ 1au dai vé sau giita khach hang véi nha cung cép. Verhoef & cong su (2009) cho ring
trai nghiém khach hang duoc tao ra trong subt qua trinh khach hang ra quyét dinh mua, hay dé 1a toan b
céc trai nghiém duoc tao ra trén hanh trinh khach hang. trai nghiém khach hang duogc thé hién qua ca hanh
trinh khach hang trai nghiém voi san phém/dich vy, voi ca ba giai doan: trude khi mua, trong khi mua va
sau khi mua.

Theo Neslin & cong su (2006), véi cach tiép can toan dién vé trai nghiém khach hang thi trai nghiém
khach hang khong chi duoc tao ra tai thoi diém khach hang twong tac tai cira hang ma trai nghiém con duogc
tao ra trong sudt mot khoang thoi gian tir khi khach hang tim kiém thong tin, mua san pham, tiéu ding san
pham va sau khi mua san pham dé, diéu nay c6 nghia la trai nghiém khach hang s& tot khi trai nghiém cua
ho trong timg giai doan tét.

Dé tao ra trai nghiém khach hang tich cuc, can do luong dugc né. Tur nam 2011, Maklan va Klaus da
nghién ciru va phat trién ra cach thirc do luong trai nghiém khach hang ddi v6i nganh dich vu. Theo quan
diém ctia Maklan va Klaus, trai nghiém khach hang true ddy thuong duge do ludng thong qua chat luong
dich vu hodc thong qua su hai 1ong cua khach hang. Dua trén cach tiép can nhitng mé hinh do ludng chét
lugng dich vy va do luong su hai 1ong cua khach hang, Maklan va Klaus dd phat trién ra mé hinh do luong
trai nghiém khach hang EXQ (Customer Experience Quality). Bén canh vi¢c do luong trai nghi¢m khach
hang, EXQ con xem xét tic dong cua trai nghiém khach hang toi nhing két qua Marketing quan trong nhu:
y dinh mua, ¥ dinh mua 1ap lai, truyén miéng, su hai long... (Klaus, 2014).

Duya trén nhitng twong tac cua khach hang trong toan bo hanh trinh mua hang cta ho, dong thoi v6i mong
mudn phat trién mot thang do trai nghiém khach hang c6 thé dap ing voi moi loai hinh doanh nghiép, vao
nim 2014, Klaus da dua ra mot mo hinh EXQ méi nham do ludng trai nghiém khach hang. M6 hinh EXQ
(2014) nay khong chi xem xét cac tuong tac ciia khach hang véi doanh nghiép qua hanh trinh khach hang véi
céc giai doan trudc, trong va sau khi mua ma con giai thich nhitng két qua marketing quan trong nhu hanh
vi mua lap lai, truyén miéng, sy chia sé danh muc dau tu (share of category) va su hai long.

M5 hinh EXQ (2014) gdom 3 yéu td céu thanh chinh 1a 3 giai doan ciia hanh trinh khach hang, véi 26 chi
bién. 3 yéu t6 nay dugc Klaus dit tén nhu sau: trai nghiém thuong hiéu (Brand experience) - trai nghiém
trude khi mua; trai nghiém dich vu (service/firm experience) - trdi nghiém trong khi mua; va trai nghiém
sau khi mua (post purchase/ comsumption experience). Trong md hinh EXQ (2014), bién trai nghiém khach
hang - EXQ 1 bién bac 2 dugc do luong thong qua trai nghiém khach hang trude trong va sau khi mua. Vi
mo hinh d6, Klaus (2014) con tim ra duoc mdi lién hé tich cuc giita trai nghiém khach hang v6i hanh vi mua
1@p lai, su chia sé danh muc dau tu va sy hai long cua khach hang. Tuy nhién, Klaus (2014) méi st dung mo
hinh EXQ dé nghién ctru hanh vi dau tu va goi ¥ rang, can c6 nhitng nghién ciru do luong trai nghiém khach
hang dya trén cac giai doan trong hanh trinh khach hang trén nhiéu linh vic dé kiém nghiém tinh hitu dung
cua mo hinh nay.

Trong bdi canh cich mang cong nghiép 4.0 va anh huong ctia Covid-19, thwong mai dién tir (TMPT) da
va dang tré nén phé) bién hon bao gio hét. Thi truong Viét Nam co6 su tham gia cua rat nhiéu san thuong mai
dién tir, vi du nhu: Shopee, Ladaza, Tiki, Sendo, Amazon, Taobao... San phém trén cac san thuong mai dién
tir ndy déu rat da dang, phong phu véi nhiéu chuong trinh xuc tién ban hang dé thu hat khach hang... Cac
san thwong mai dién tir dang hoat dong tai Viét Nam, déu cung cdp cho khach hang mot khong gian mua
sam tién ich, voi da dang cac mit hang va cac chuong trinh xtc tién hdn hop doc déo, hap dan. Tuy nhién dé
tao ra loi thé canh tranh va tao dugc long trung thanh cua khach hang, cac san thuong mai dién tir dang can
chu trong t61 hoat dong trai nghiém khach hang (Carbone & Haekel, 1994; Allen & cdng su, 2005; Gentile
& cong su, 2007). Do d6 bai viét nay nghién ciru vé trai nghiém khach hang trén linh vuc thuong mai dién
tir, dé xem xét anh hudng cua cac giai doan trai nghiém khach hang téi y dinh mua l3p lai. Tur 46, dua ra
khuyén nghi giai nang cao trai nghiém khach hang trén san thuong mai dién tir tai Viét Nam. Noi dung tiép
theo s& trinh bay tong quan nghién ctru va co sé 1y thuyét; phuong phap nghién ciru va két qua nghién ctru.
Cubi cung s& 1a thao luan két qua va khuyén nghi.

2. Tong quan nghién ciru va co sé Iy thuyét
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Thuat ngir trai nghiém khach hang dugc nhic t6i 1an dau tién vao nim 1982 boi 2 tac gia Hoolbrook &
Hirschman (1982) va da duoc nhiéu hoc gia cling nhu cac nha hoat dong thuc té trong linh vuc trai nghiém
khach hang quan tdm phat trién. Piém chung cta cac khai niém nay déu tap trung vao sy tuong tac giita
khach hang voi doanh nghiép. Qua trinh tuong tac giita doanh nghiép va khach hang 1a yéu t6 rat quan trong
trong viéc hinh thanh nén trai nghiém khach hang. Trong bai viét nay, nhom tac gia str dung khai niém trai
nghiém khach hang cua Klaus & Maklan (2013) “Trai nghlem khach hang 1a qua trinh danh gia lién tuc
ctia khach hang dya trén nhimg twong tac truc tiép hodc gian tlep d6i voi doanh nghiép va méi truong xa
hoi ctia ho trudc, trong va sau khi mua san pham tai bat ky thoi diém nao” béi vi khai niém nay xem Xxét trai
nghiém khach hang dua trén su danh gia cta ban than khach hang vé doanh nghiép thong qua céc twong tac
ctia chinh ho véi doanh nghiép & cac giai doan trude, trong va sau khi mua. Khai niém nay da dé cap t6i cac
giai doan khac nhau cua hanh trinh khach hang.

Theo Lemon & Verhoef (2016), hanh trinh khach hang (HTKH) la mét qua trinh ma mdt khach hang di
qua, qua trinh nay théng qua cac giai doan va diém cham tir d6 tao nén trai nghiém khach hang. Hanh trinh
nay c6 su tac dong boi nhimg trai nghiém cua chinh khach hang d6 trong quéa khir ciing nhu cac yéu té bén
ngoai. Hanh trinh nay trai qua 3 giai doan: trudc, trong va sau khi mua va & mdi giai doan khach hang lai c¢6
nhung “diém cham” (touchpomt) d6i v6i doanh nghiép (Lemon & Verhoef, 2016). Theo Jenkinson (2007),
diém cham 12 mot diém hay mot thoi diém tiép xac/ giao tiép gitta mot to chire hodc mot thuong hiéu voi
nguoi ti€u dung ca nhan hodc cac bén c¢o lién quan.

Theo Duncan (2005), nhitng diém cham nay vé thuc chat chinh 14 nhiing yéu té tac dong dé tao ra trai
nghiém khach hang, tat ca moi thtr, moi nguoi va moi thong di€p cham téi khach hang déu tao ra nhitng cam
xuc tich cyuc hodc ti€u cuc véi doanh nghiép do. Cac diém cham s& duoc tao ra thong qua cac giai doan trén
hanh trinh mua sdm cua khach hang (Lemon & Verhoef, 2016). O giai doan trudc khi mua, cac hanh dong
ctia khach hang bao gdm: xuat hién mong mudn, tim kiém va xem xét cac phuong an. O giai doan trong khi
mua, cac hanh dong cua khach hang bao gém: lya chon, dat hang va thanh toan. O giai doan sau khi mua,
hanh dong ciia khach hang bao gdom: tiéu ding, sir dung, cam két sau khi mua va nhiing yéu cau vé mat dich
vu. Dya trén cac hanh dong nay, doanh nghiép c6 thé chu dong thiét ké cac diém twong tac dé khach hang co
thé “cham” vao tir d6 hinh thanh nén trai nghiém trong mdi giai doan, gop phan hinh thanh nén trai nghiém
tong thé.

Trong thoi gian qua cac nha nghién ctru dd phat trién ra nhiéu phuong phép do ludng trai nghiém khach
hang nhu Mé-dun trai nghiém chién luge cia Schmitt (1999) do luong trai nghiém khach hang thong qua
5 yéu td cAu thanh trai nghiém bao gdm: trai nghiém gidc quan (sensory experience), trai nghiém tinh
cam (affective experience), trai nghiém nhan thiic (cognitve experience), trai nghiém thé chat (physical
experience) va trai nghiém xa hoi (social-identity experience). Chi s trai nghiém khach hang cua Kim &
cong su (2011), theo chi sb nay trai nghiém khach hang s& dugc do luong thong qua thong qua 7 nhan té:
moi truong, lgi ich, sy thuan tién, kha nang tiép can, tinh tién ich, su khuyén khich, su tin tuéng; mot )
doanh nghiép thuc hién do ludng trai nghiém khach hang bang chi s NPS (Net Promoter Score) (Nguyén
Duong, 2020); md hinh trai nghiém khach hang EXQ (Klaus, 2014) do ludng trai nghiém khach hang thong
qua 3 giai doan cua hanh trinh khach hang va xem xét sy tac dong cua trai nghi€ém khach hang t6i sy chia
sé danh muc dau tu, y dinh mua lap lai, truyén miéng, sy hai long. Trong d6, Klaus la tac gia c6 nhiéu cong
trinh va ciing thir nghiém nhiéu mo hinh nghién ctru vé trai nghiém khach hang.

Philipp Klaus & Stan Maklan (2011) st dung md hinh EXQ dé do luong trai nghiém khach hang thong
qua 4 nhan td: trai nghi¢m san phém, trong tam két qua, khoanh khéc cta su that, su yén tdm. Trong mo hinh
nay Klaus & Maklan (2011) ciing xem xét tac dong ciia trai nghiém khach hang t6i 1ong trung thanh, truyén
miéng va sy hai long ctia khach hang qua mot khao sat v6i 218 khach hang sir dung dich vu thé chap tai
Anh. Klaus & Maklan (2013) tiép tuc xem xét sy phu hop ciia EXQ trong viéc do luong trai nghiém khach
hang duya trén nhitng bbi canh khac nhau dé chimg minh tinh hiéu qua ctia mé hinh. Di liéu nghién ciru duge
thu thap tir 4 nhoém khéch hang st dung 4 loai dich vu tai Anh, bao g@)m: dich vu thé ch?ip cua ngan hang,
tram nhién liéu va dich vy, dich vu ngan hang ban 1¢, dich vu xa xi. Dit li€u phan tich cho théy, trai nghiém
khach hang EXQ c6 tac dong tich cyc t6i sy hai long, 1ong trung thanh va truyén miéng. Nam 2014, Klaus
da str dung md hinh EXQ (2014) dé do luong trai nghiém khach hang ddi véi 800 khach hang tai Bac My
st dung dich vu quan ly tai san, tram nang luong va dich vy, dich vu ngdn hang ban 1¢, hang hoa xa xi. Két
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qua nghién ciru ciing chi ra sy tac dong tich cyc cia trai nghiém khach hang téi y dinh mua lap lai, sy hai
long cua khach hang, su truyén miéng.

Duya trén qua trinh tong quan tai liéu cta cac nghién ctru di trude, nhoém tac gia nhan thay cac nghién
ctru st dung mé hinh EXQ cua Klaus dé do luong trai nghiém khach hang tap trung nghién ctru anh hudng
clia trai nghiém khach hang tong thé téi két qua marketing; va dugc thuc hién trong bdi canh cac nudc phat
trién. Trong nghién ciru nay, nhom tac gia sir dung mé hinh EXQ dé do ludng tac dong ctia cac giai doan
trai nghiém khach hang toi y dinh mua l3p lai tai Viét Nam - mot quic gia dang phat trién. Dong thoi, tinh
hudng nghién ctru 1a trai nghiém khach hang qua cac san thuong mai dién tir - hinh thirc mua sim tro nén
pho bién trong bdi canh cach mang cong nghiép 4.0 va gidn cach xa hoi do Covid-19. Trong khudn kho bai
bao, nhom tac gia s€ chi xem xét su tdc dong cua trai nghiém khach hang téi y dinh mua 1ap lai thay vi xem
x¢&t su tac dong cua trai nghi€ém khach hang téi y dinh mua lap lai, truyén miéng, su chia sé danh muc dau
tu va su hai long nhu Klaus da thyc hién.

Y dinh mua l3p lai duoc xem nhu 14 mot biéu hién cua 1ong trung thanh (Zhang & cong su, 2011). Trong
nghién ctru ndy y dinh mua l3p lai dugc hiéu 1a viéc khach hang d timg mua san pham thong qua mot trang
thwong mai dién tir ¢6 ¥ dinh st dung lai trang thuong mai dién tr d6 cho 1an mua sam tiép theo. Nhu véy,
nhom tac gia chon khai niém y dinh mua lap lai ctia Hellier & cong su (2003): “Y dinh mua 1ap lai la du dinh
ctia mot ¢4 nhan vé viéc mua lai mot dich vu cua cung mét doanh nghiép...”

Dé xem xét trai nghiém khach hang mot cach toan dién thong qua céc trai nghiém trudc, trong va sau khi
mua, nghién ctru nay st dung co so 1y thuyét 1a mé hinh trai nghiém khach hang cta Klaus (2014) c6 diéu
chinh cu thé nhu sau:

Hinh 1: M6 hinh nghién ctru

Trai nghiém
trude khi mua

Trai nghiém trong
khi mua

[ Y dinh mua lap lai ]

Trai nghiém sau
khi mua

Nguon: Nhém tac gia dé xudt.

3. Phuwong phap nghién ciru

Nhom tac gia sir dung ca nghién ctru dinh tinh va nghién ciru dinh lwong cho bai viét nay.

- Nghién cutru dinh tinh dugc thuc hién thong qua phéng van chuyén gia, dai dién san thuong mai dién ti
va cac khach hang ¢ trong do tudi tir 18-34 da tirng mua sdm qua céac san thuong mai dién tr tai Viét Nam.
Muc tiéu ctia nghién ctru dinh tinh 1a diéu chinh b6 sung thang do do ludng trai nghiém khach hang phu hop
v6i bdi canh Viét Nam va véi cac khach hang mua sam qua san thuong mai dién tir.

- Nghién ctru dinh Iugng duoc thyc hién véi 2 giai doan: so bd va chinh thirc. O giai doan so bo, mau
nghién ctru v6i 239 quan sat d dugc thu thap, dé nhom tac gia co can ctr diéu chinh thang do. O giai doan
chinh thirc, nhém tac gia thu thap dit liéu tir 862 khach hang da timg mua sim qua san thuong mai dién tir
phan tich mdi quan hé ctia cac bién trong mo hinh nghién ctru. Phin mém SPSS24, AMOS 20 duoc str dung
dé phan tich. Nhom téc gia 1dy mau theo phuong thirc phi ngau nhién, phan tang.

Theo sb liéu tir san thuong mai dién tu Tiki, ty trong khach hang theo khu vuc trén thuc té nhu sau: Ha
Noi chiém 23%, thanh phé Ho Chi Minh chiém 44%, cac tinh khac chiém 33%. Bén canh d6 ty 18 khach
hang nit cao hon, nit gi6i chiém khoang 60% (theo s liéu khao sat tir Picodi). Céc gia lua chon co cdu mau
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nghién cuu theo ty trong khach hang theo khu vuc va ty trong nit gidi s€ cao hon.

Theo s6 liéu tir Tiki va nén tang mua sim thong minh toan cau Picodi', tai Viét Nam, khach hang mua sim
qua san thuong mai dién tir cht yéu thudc do tudi tir 18-34 nén céc tac gia s tién hanh khao sat cac khach
hang trong do tudi nay.

Bing 1: Thong ké mé ti miu nghién ciru

Pic diém S6 lwgng TV 18 (%)
Ha Noi 207 24
Noi sinh séng ~ TP. H Chi Minh 383 44,4
Khéc 272 31,6
Nam 377 437
Gi6i tinh Nir 485 56,3
Khac 0 0

Nguon: Khdo sdt ciia cdc tdc gia.

4. Két qua va thao luin

4.1. Két qud nghién ciru dinh tinh

Théng qua nghién ctru dinh tinh bang viéc phong van cac chuyén gia trong linh vuc trai nghiém khach
hang, phong vén céc dai dién san thuong mai dién tir tai Viét Nam va phong van nhoém 20 khach hang trong
doi tudi tir 18-34 (chia 2 nhém, mdi nhém 10 khach hang), nhom tac gia di bd sung thém cac bién quan sat
vao thang do trai nghiém khach hang nhu trinh bay trong Bang 2.

4.2 Nghién ciru dinh lwong so bo

Sau khi nghién cuu dinh tinh, nhom tac gia da xay dung dugc thang do nhap (Bang 2). Muc dich cta
nghién ctru dinh luong so bo 1a dé kiém tra do tin cdy cta thang do va phan tich nhan t6 kham pha. Voi
nghién ctru dinh lugng so bd, nhdm tac gia thuc hién léy mau thuan tién, phi xac suét. Phiéu khao sat dugc
gui téi 250 khéach hang, trong d6 tudi tir 18-34 dang sinh séng hodc lam viéc trén dia ban Ha Noi (dam bao
s6 lwong quan sat gap 5 1an sb bién phén tich dé phan tich nhan t6 kham pha).

Trong 250 phiéu tra 15i thu thap v&, s6 phiéu dat yéu cau 1a 239 phiéu, nhom tac gia loai 11 phiéu do cac
phiéu d6 dua ra ciing mot cau tra 15i cho cac cau hoi sir dung thang do Likert. Sau khi phan tich do tin cay
ctia thang do bang Cronbach’s Alpha va phan tich nhan t6 kham pha EFA, nhom tac gia dua ra thang do cac
bién trong mé hinh nghién ctru nhu trinh bay trong Bang 3.

4.3 Két qud nghién civu chinh thirc

Két qua kiém dinh do tin cdy ciia thang do bang Cronbach’s Alpha

Dua vao Bang 4, hé s6 Cronbach’s Alpha cia cac thang do nghién ctru déu 16n hon 0,6; hé sé tuong quan
bién téng déu 16n hon 0,3. Do d6, cac thang do déu dat do tin cay.

Két qua phan tich nhén t6 kham phd EFA

Pau tién, nhom tac gia tién hanh phan tich nhan t6 kham pha cho bién doc lap 1a bién trai nghiém khach
hang - bién nay dugc do ludong thong qua trai nghiém trong hanh trinh khach hang bao gém trai nghiém
truée khi mua, trong khi mua va sau khi mua. Két qua kiém dinh KMO va Barlett’s test, cho thiy KMO =
0,907, hé s6 sig cua kiém dinh = 0,000<0,05 nén cé thé phan tich nhan t5 kham phé cho bién doc lap.

Tai két qua ma tran xoay, 21 bién quan sat cia bién doc lap duogc tai 1én 3 nhén t6 voi hé sb tai déu 1on
hon 0,5 va tong phuong sai trich ctia 3 nhan té dugc rat trich 1a 51,65%> 50%.

Tiép theo, cAc tac gia phan tich nhan t6 kham pha cho bién phuy thudc - Y dinh mua lap lai, két qua chay
EFA qua kiém dinh KMO va Barlett’s test, cho thdy KMO = 0,848, h¢ s sig ciia kiém dinh = 0,000<0,05
nén c6 thé phan tich nhan t6 kham pha cho bién phu thudc.

Két qua ma tran xoay, 5 bién quan sat cia bién doc 1ap dugc tai 1én 1 nhan td v6i hé s6 tai déu 16n hon 0,5
va téng phuong sai trich ctia nhan té duge rt trich 14 50,35%> 50%.
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Bing 2: Thang do trai nghiém khéich hang dwoc diéu chinh, bd sung

Bién

Thang do trai nghiém khach hang

Nguﬁn

Trai nghiém
trude khi mua

XYZ 1a mét san thuong mai dién tir ndi tiéng

T6i cam thiy tu tin v& nhan vién lam viéc tai XYZ

XYZ dua cho t0i nhimg 10i tw van phu hop (trong d6 san pham s& phu
hop nhat voi mong muon cua t6i)

T6i chon XYZ khong chi vi gid

Nhan sy 1am viéc tai XYZ dai dién cho thuong hiéu XYZ rit tbt

San pham ciia XYZ ludn ¢6 chit lugng tot

San pham cia XYZ rat ding cip

Klaus (2014)

Céc chuong trinh wu ddi ciia san thwong mai dién tir XYZ rat thu hut i

Céc chuong trinh quang céo cua san thuong mai dién to XYZ trén cac
phuong tién rat thu hut toi

Théan tugng cua tdi 12 nguoi dai dién cho XYZ

Céc KOL trong linh vuc san phdm ma t6i quan tdm cling mua san pham
tai XYZ

Viéc tim kiém thong tin vé san phim trén XYZ rat dé dang

Céc thuong hiéu san pham t6i mudn mua c gian hang ¢ trén XYZ

Céc shop ban hang trén XYZ tu van rat nhiét tinh cho nhu cau cua toi

XYZ c6 bién phap kiém soét chit ch& cac review danh gia san phim dé
tranh nhiing review “40”

Vi toi, gia ban san phém trén XYZ ludn tot nhat

Céc tac gia
tong hop, phat
trién

Trai nghiém
trong khi mua

XYZ di tu van cho t6i trong toan bd qué trinh mua hang

Viéc mua hang véi XYZ rat dé dang

XYZ thudng xuyén cung cap thong tin cho toi

XYZ linh hoat khi giao dich véi tdi

Chét luong céc giao dich voi XYZ & céc 14n mua sim luén ludn 6n dinh

Nhan vién ciia XYZ ludn quan tim téi nhu ciu cia toi

Nhién vién ciia XYZ luén quan tim t6i mong mudn cua toi

Nhiing ngudi giao dich vdi t6i tai XYZ c6 k¥ ning t6t

XYZ mang t6i mét dich vu khach hang tbt

Toi da tao duge moi quan h¢ cd nhéan véi nhitng nguoi 1am viée tai XYZ

Tbi thy giao di¢n mua sam ctia XYZ duoc thiét ké than thién hon giao
dién mua sam cua san thuong mai dién tr khac

Klaus (2014)

Véi san phém t0i du dinh mua, XYZ c6 nhiéu gian hang cho t6i lya chon

Céch thirc thanh todn trén XYZ dé dang

Viéc giao hang ciia XYZ dap tmg tot mong doi cia toi

Céc tac gia
tong hop, phat
trién

Trai nghiém sau
khi mua

Téi tiép tuc mua sim qua sain TMDT XYZ boi ho di quen véi ti

XYZ hiéu dugc chinh xac nhitng diéu t6i mudn

San TMPT XYZ ludn gitp t6i duge cap nhit cac san phdm méi

Nhan vién chim soc khach hang ctia XYZ s& chiam soc tdt cho t6i trong
dai han

Khi co vén dé xay ra sau khi mua san pham (d6i hang, tra hang, hoan
tién...), XYZ da xir ly rat tot

Tbi cam thiy hanh phuc khi mua hang véi XYZ

Trd thanh khach hang ctia XYZ mang lai cho t6i sy cong nhan trong xa
hoi

Klaus (2014)

San pham t6i nhan dugc gidng nhu nhing gi trang TMDT XYZ thé hién

T6i duge XYZ tang cac uu dai cho nhiing 1an mua sau

Téi duge XYZ tang qua néu téi phan hoi vé san pham

Céc tac gia
tong hop, phat
trién

Nguon: Nhém tac gia tong hop.

Két qua phan tich nhén t6 khdng dinh CFA

- Két qua kiém dinh sy phu hop ctia mé hinh:

Theo hinh 2, cac chi sb: CMIN/df=2,750 < 3; GF}=O,935 > 0,9; CFI=0,949 > 0,9; TLI=0,943 > 0,9;
RMSEA=0,045 <0,06; PCLOSE=0.985 > 0,05, cho thay m6 hinh nghién ctru phu hgp véi dit liéu thi truong
(Hu & Bentler, 1999).

- Két qua kiém dinh d6 tin cay, tinh hdi tu va tinh phan biét cua thang do
Dé kiém dinh do tinh cay va tinh hoi tu cua thang do trong CFA can sir dung 2 chi sé CR va AVE. Khi

Kinh te<Phat trién
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Bing 3: Thang do cdc bién trong mé hinh nghién ciru

Bién Thang do M3 héa Nguon
XYZ l1a mét san thuong mai dien tir ndi tiéng BE1
XYZ dua cho t6i nhing 10i tu vén phu hop (trong d6 san BE2
phim s& phil hop nhit v6i mong mubn cua t6i)
Nhan sy lam viéc tai XYZ dai dién cho thuong hiéu XYZ BE3 Klaus (2014)
rét tot
Trai nghiém San pham ctia XYZ ludn c¢é chat lugng tot BE4
trudce khi mua Céac chuong trinh vu dai ctia san thuong mai dién tr XYZ BES
rét thu hit t6i
Céc chuong trinh quang cdo cua san thuong mai dién tur BE6 Nhom tac gia
XYZ trén cac phuong tién rat thu hit toi de xuat
Viéc tim kiém thong tin vé san phdm trén XYZ rat dé dang BE7
San pham ban trén XYZ ludn c6 mic gia tot nhat BES
Viéc mua hang véi XYZ rat dé dang DE1
XXZ t}luc‘mg x1.1¥én cungicép ‘Ehéng tin cho t6i.A' - DE2 Klaus (2014)
Toi thay giao dién mua sam cta XYZ duoc thict ke than DE3
Trai nghiém thién hon giao dién mua sdm cua san TMDT khac
trong khi mua V6i san pham t6i dy dinh mua, XYZ c6 nhiéu gian hang DE4
cho t6i lya chon Nhom tac gia
Céch thirc thanh toan trén XYZ d& dang DE5 dé xuét
Viéc giao hang cia XYZ dap tmg t6t mong doi cia toi DE6
Téi tiép tuc mua sim qua san TMDT XYZ bai ho di quen AE1
véi toi
XYZ hiéu duogc chinh x4c nhitng diéu t6i mudn AE2
San TMDT XYZ luén giup t6i dugc cdp nhat cac san AE3 Klaus (2014)
Trai nghiém sau L hém ,méxl T a - p Z T -
Khi mua Khi ¢6 van dg xdy ra sau khi mua san pham (doi hang, tra AE4
hang, hoan tién...), XYZ da xtr ly rat tot
San pham t6i nhan dugc giong nhu nhimg gi trang TMDT AES
XYZ thé hién Nhom tac gia
T6i duge XYZ tang cac uu dai cho nhiing 14n mua sau AE6 dé xuét
T6i duge XYZ tang qua néu toi phan hdi vé san phim AE7
Téi n6i nhitng diéu tich cuc vé XYZ v6i nhiing ngudi khac RPI1
Toi gidi thiGu XYZ v&i nguoi dang can su tu van vé viée RPI2 Parasuraman
¥ dinh mua lip Iya chon san thuong mai dién tir dé mua sim & cong su
lai i T6i khuyén khich ban bé va nguoi than mua hang trén RPI3 (2005);
; XYZ Zeithaml &
Todi xem xét XYZ 1a lwa chon dau tién khi mua san phém RPI4 cong su (1996)
T6i s& mua hang trén XYZ nhiéu hon trong nhitng nim t6i RPI5
Nguon: Nhém tac gid tong hop.
Bing 4: Hé s6 Cronbach’s Alpha cic bién trong mé hinh nghién ciru
. Hé sb twong quan bién
Sé bién |  HEso tong :
STT Thang do ., | Cronbach’s oz . Ket luan
quan sat Alpha Gia tri thép | Gia tri cao
P nhat nhat
1 Trai nghiém trudc khi mua (BE) 8 0,890 0,637 0,710 Thang do dat d0 tin cay
2 Trai nghiém trong khi mua (DE) 6 0,872 0,638 0,747 Thang do dat d¢ tin cay
3 Trai nghiém sau khi mua (AE) 7 0,877 0,644 0,697 Thang do dat d¢ tin cay
4 Y dinh mua Idp lai (RPT) 5 0,833 0,580 0,721 Thang do dat d¢ tin cay

Nguon: Nhém tac gia tong hop tie dir liéu khao sdt.
CR> 0,7 thang do dat d¢ tin cdy, AVE>0,5 thang do dat tinh hdi tu (Hair & cong su, 2010).
Dua vao két qua phan tich dugc thé hién ¢ bang 7: CR déu 16n hon 0,7 nén thang do dat d6 tin cdy va AVE
déu 16n hon 0,5 nén thang do dat dugc tinh hoi ty.
Theo Hair & cong su (2010), thang do s& dat dugc tinh phan biét khi: Phuong sai riéng 16n nhat (MSV)

< Phuong sai trung binh duoc trich (AVE) va can bac 2 cua chi s6 AVE > tuong quan giita cac bién trong

mo hinh.
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Biang 5: Bing ma triin xoay nhén t§ cho bién trai nghiém khach hang

A . Nhin to
Bién quan sat 1 2 3

AEl 0,726

AE2 0,662

AE3 0,706

AE4 0,736

AES 0,734

AE6 0,693

AE7 0,709

BEI 0,649

BE2 0,703

BE3 0,726

BE4 0,710

BES 0,753

BE6 0,710

BE7 0,702

BES 0,723

DE1 0,698

DE2 0,707

DE3 0,826

DE4 0,739

DE5 0,682

DE6 0,731
Eigenvalues 5,868 2,747 2,231
Phuong sai rat trich 27,95% 13,08% 10,62%

Téng phuong sai rat trich

51,65%

Nguon: Nhém tdc gid tong hop tir di lidu khdo sdt.

Hinh 2: Két qua phan tich nhan t6 khing dinh CFA
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Bing 7: HE so tin ciy tong hop va phwong sai trung binh dwoc trich

Nhan t6 CR AVE
AE 0,877 0,505
BE 0,890 0,504
DE 0,874 0,536
RPI 0,835 0,505

Nguon: Nhém tdc gia tong hop tir dir liéu khdo sdt.

Bing 8: Hé s6 AVE, MSV va twong quan giira cic nhan to

Nhin tb AVE MSV Can béc 2 cia AVE AE BE DE RPI
AE 0,505 0,162 0,710 0,710
BE 0,504 0,180 0,710 0,403 0,710
DE 0,536 0,254 0,732 0,260 0,223 0,732
RPI 0,505 0,254 0,710 0,341 0,424 0,504 0,710

Nguon: Nhém tdc gia tong hop tir dit liéu khdo sdt.

Dua vao viéc phan tich s liéu, bang 8 chi ra Kkét qua tinh toadn céc chi s6 MSV, AVE, cin bac 2 cua AVE
va twong quan giita cac nhan td. Theo d6, MSV déu nho hon AVE ciia cdc nhan t6 va cin bac 2 ctia AVE déu
16n hon tuong quan giita cac nhan té trong mo hinh. Nhu vay c6 thé két luan thang do dat tinh phan biét.

Anh hirong ciia cac giai doan trdi nghiém khdch hang t6i y dinh mua ldp lai

Hinh 3: Mé hinh phin tich ciu tric tuyén tinh SEM

A7
Q) [ BE1 by
& [BE2 |y 5 Chi-square/df=2.750
@ = X GFI=.935
@ _' CFI=.949
DI e TLI=.943
€ o N RMSEA=.045
) [ BEs \ PCLOSE=.985
(7) BE7 4 _
(e2) BES s
48
45
3 ElomeC) 4 7o e
& el Q) == s >
2 [DES o @)
47
@
19 59
D _
O
13 AES b
€13 AEs 4
£1) AET

Hinh 3 cho thdy, cac chi s6 phén tich cho thiy dit liéu thu thap dwoc phi hop v6i mé hinh nghién ctru:
Chi square/df = 2,750 < 3, GFI = 0,935 > 0,9, CFI = 0,949 > 0.9, TLI = 0,943 > 0,9, RMSEA=0,045 < 0,05
va PCLOSE = 0,985> 0,05.
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Bing 9: Két qua phén tich md hinh ciu tric tuyén tinh SEM

Nhan té Estimate S.E. C.R. P Hé s6 chuén hoa
RPI <--- BE 0,264 0,038 6,965 Ak 0,284
RPI <--- DE 0,370 0,038 9,379 HoHk 0,409
RPI <--- AE 0,101 0,033 3,088 0,002 0,120

Nguon: Nhom tdc gia tong hop tir diF lidu khdo sdt

Dua vao Bang 9, trai nghiém khach hang trudc, trong va sau khi mua déu tac dong tich cyc t6i ¥ dinh mua
lap lai (P-value <0,05) v6i hé sb hdi quy chuan héa lan luot 1a 0,284, 0,409, 0,120. Nhu vay trai nghiém
trong khi mua c6 tdc dong manh nhét t&i y dinh mua 13p lai qua san thuong mai dién ta.

Trong céac diém cham thudc giai doan trong khi mua, diém cham vé giao dién mua sdm (giao dién trang
web va (mg dung mua hang) c6 tic dong manh nhat t6i trai nghiém khach hang trong khi mua; sau do6 1a
diém cham vé viéc giao hang; tiép dén 1a diém cham vé viéc cung cip thong tin ctia san thuong mai dién
tir toi khach hang (thong tin vé san pham, goi y cac san pham tuong tw, goi ¥ cac chuong trinh uu dii trong
qua trinh mua sim cua khach hang trén san); tiép dé 1a diém cham vé viéc khach hang c6 nhiéu gian hang
dé lya chon khi mua san phém; diém cham c6 tac dong tiép theo 1a diém cham vé& viéc thanh toan va cudi
cung la tinh d& dang trong viéc mua sam. Chi tiét vé mirc do tac dong cua cac diém cham ¢ timg giai doan
trai nghiém khach hang duoc thé hién trong bang 10:

Bang 10: Mirc dd tac dong ciia tirng diém cham & mdi giai doan trii nghiém khach hang

Hé s6 hdi quy chuén héa
DE3 <ee- DE 0,813
DE6 <--- DE 0,737
DE4 <em- DE 0,732
DE2 <--- DE 0,718
DE5 e DE 0,694
DEI <--- DE 0,692
BES <--- BE 0,758
BE6 <o BE 0,716
BES < BE 0,714
BE3 <--- BE 0,710
BE2 <emm BE 0,706
BE4 < BE 0,705
BE7 <--- BE 0,685
BEI <--- BE 0,683
AE4 <--- AE 0,759
AES <--- AE 0,725
AE6 <--- AE 0,710
AE2 <--- AE 0,703
AE7 <--- AE 0,696
AEl <--- AE 0,689
AE3 <--- AE 0,688

Nguon: Nhém tdc gia tong hop tir dit liéu khao st.

5. Thao luan két qua nghién ctru, Khuyén nghi

5.1. Thio ludn két qud nghién ciru

Dua trén mo6 hinh trai nghiém khach hang EXQ cua Klaus (2014), nghién ctru nay phan tich sy anh hudéng
cua cac giai doan trai nghiém khach hang t&i v dinh mua lap lai qua san thuong mai dién ta. Két qua nghién
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ctru cho théy, ca ba giai doan trai nghiém khach hang déu c6 anh hudng t6i ¥ dinh mua lip lai cia nguoi tiéu
dung Viét Nam. M6 hinh EXQ phu hop dé nghién ciru tinh hudng mua qua san thuong mai dién tir trong boi
canh Viét Nam hién nay. Két qua nghién ctru con chi ra rang, trong 3 yéu té cdu thanh trai nghiém khach
hang thi trai nghiém trong khi mua c6 tic dong manh nhét téi ¥ dinh mua 13p lai, sau d6 1a trai nghiém trudc
khi mua va cudi cung 1a trai nghiém sau khi mua.

5.2. Khuyén nghi

Dua trén két qua nghién ctru, nhom tac gia dé xuat mot sé khuyén nghi cho cac san thuong mai dién tir
nham nang cao chét lugng trai nghiém khach hang dé tir d6 tang kha ning mua lap lai ctia khach hang dé co
thém céac khach hang trung thanh, gitp cac san thuong mai dién tur dat dugc cac muc ti€u trong kinh doanh.

D¢ tao ra trai nghiém khach hang xuét sic, cic san thwong mai dién tir can xem xét trai nghiém khach
hang nhu mot chién luge chire ning, hoat dong trai nghiém khach hang s& ludn gitr mot vai trd quan trong
trong hoat dong cta cac doanh nghiép, hoat dong nay s& giup doanh nghiép c6 dugc nhiéu doanh thu, loi
nhuin hon va c6 nhiéu khach hang trung thanh hon. Dya trén két qua cta nhitng nghién ciru trude day
va thuc té hoat ddng cua cac doanh nghiép chu trong tdi trai nghiém khach hang nhu Southwest Airlines,
Starbucks, Zappos c6 thé thay trai nghiém khach hang c6 tac dong rat 16n téi cac két qua Marketing nhu ¥
dinh mua, y dinh mua lap lai, sy hai long, truyén miéng...va cac két qud ndy s€ anh hudng téi 1oi nhudn, vi
thé va thuong hiéu ciia doanh nghiép trén thi truong.

Bén canh d6, cac san thuong mai dién tir can tbi vu trai nghiém trong tung giai doan cua hanh trinh mua
sam. trai nghiém khach hang & giai doan nao trong hanh trinh mua déu gop phén tao nén trai nghiém khach
hang tong thé. Nhu viy & mdi giai doan, cac san thwong mai dién tir déu can nd lyc mang lai nhiing “diém
tuong tac” tot nhat dé khach hang “cham” vao, tir d6 tao ra trai nghiém tich cuc. Tuy nhién, trong diéu kién
ngué)n lyc c6 gioi han, cac san thuong mai dién tir co thé uu tién nguén lyc cho giai doan trai nghi€m co6 tac
dong manh nhét t6i khach hang. Dya trén két qua ctia nghién ciru nay, cc san thuong mai dién tir c6 thé uu
tién ngudn luc dé tdi wu cac diém cham cua giai doan trong khi mua nhu t6i wu giao dién website va tmg
dung mua hang, ning cao chét luong ciia hoat dong giao hang, thu hut nhiéu gian hang tham gia kinh doanh
trén san, tao ra su dé dang trong thanh toan, cung cip thong tin thudng xuyén trong qua trinh mua sim, “don
gian hoa” viéc mua sim cta khach hang (ding nhap thong tin, lién két cac tai khoan, goi y ma khuyén mai
t6t nhat...). Sau d6 cac san c6 thé xem xét dén ngudn lyc danh cho trai nghiém ¢ giai doan trude khi mua
va sau khi mua.

Nhu vy, trai nghi€ém khach hang can duoc cac san thuong mai dién tir quan tdm va trién khai mot cach
hiéu qua dé gop phan mang lai nhitng két qua kinh doanh tét cho cac san thwong mai dién tir.

Ghi chu:

1 https://www.picodi.com/vn/san-tim-khuyen-mai/nguoi-tieu-dung-viet-mua-sam-online-ra-sao
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