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Nghién c(tu phan tich anh hudng cua tuong tac khach hang dén sy hai
Idbng cta ho d6i vdi san phadm ca phé ma chinh khach hang da trai
nghiém va thudng thic tai cac clra hang ca phé thong qua bién trung
gian la nhan dang thuang hiéu. Khao sat dudc thuc hién véi 253 khach
hang trong giai doan ti thang 1 dén thang 3 nam 2023. Két qua dugc
ti€n hanh phan tich dinh lugng dugc st dung dé kiém dinh mé hinh va
cac gia thuyét nghién cru théng qua phan mém SPSS 26 va AMOS 20.
Két qua nghién cfu cho thdy chi cé yéu t6 tuong tac nhan thic trong
bién tuong tac khach hang néi chung cé tac déng tich cuc va truc tiép
dén sy hai long cta khach hang. Bén canh d6 tat ca cac yéu té thudc
bién tuong tac khach hang (nhan thdc, cdm xdc, hanh vi) déu cé tac
déng dén sy hai long d6i v8i san phdm ca phé théng qua bién trung
gian la nhan dang thuong hiéu. Ti d6, nghién cltu dé xuat nhiing giai
phap cho doanh nghiép, chudi clra hang ca phé dé nang cao su hai
Idng clia khach hang véi san pham va ham y ly thuyét cho cac nghién
cliu cung chu dé trong tuong lai.

Abstract

This study explores the impact of customer engagement on customer
satisfaction with the coffee products that they are experienced at
coffee shops through the mediating variable of customer identification.
The survey was conducted with 253 customers in the period from
January to March 2023. The results are analyzed quantitatively and
used to test the model and research hypotheses through SPSS 26 and
AMOS 20 software. Research results show that only the cognitive
engagement factor in the general customer engagement variable has
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a positive and direct impact on customer satisfaction. Besides, all
components of customer engagement variables (cognition, emotions,
and behavior) have an impact on satisfaction with coffee products
through the intermediate variable of customer identification. As a
consequence, the study suggests some solutions and implications for
businesses and coffee shop chains to improve customer satisfaction
and customer identification and theoretical implications for future
research on the same topic.

1. Gigi thiéu

Theo Ha Quyén (2019), trong mét nghién ciru ciia IAM vé thoi quen st dung ca phé cho thay ring
ca phé 12 mot trong nhimg thirc uéng pho bién nhat, voi 65% nguoi Viét Nam udng ca phé 7 1an moi
tudn. Bén canh d6, viéc hang loat chudi ca phé nudc ngoai gia nhap thi truong ciing kéo theo nhiéu
loai ca phé méi duge du nhap. Su gia nhap cia cac chudi ca phé quéc té anh hudng l6n dén thi phé‘m
clia cac chudi ca phé trong nudc trude day duge khach hang trude day da tin dung. Véan dé dit ra 1a
lam thé nao dé nang cao dugc kha ning canh tranh ciia cac chudi ca phé trong khi thi truong ngay
cang khdc 1iét? Do 1a tap trung kinh doanh theo xu huéng thuéng thirc ca phé trai nghiém (Giang,
2022). Nhan thdy sy thay doi trong cach thudng thirc ca phé ciia ngudi Viét, khong chi dé thuong
thirc ca phé, ma con dé gip gd, tro chuyén cing ban bé, tan hudng trai nghiém khong gian va tuong
tac nhiéu hon. Tir d6, cac doanh nghiép kinh doanh ca phé va cac chudi cira hang ca phé can chu y
dén nhing twong tac hanh vi cia khach hang dé dua ra nhimg chién lugc phu hop.

Céc nghién ctru vé sy tuong tac cia khach hang dang ngay cang chirng minh dugc tam quan trong
clia n6 voi viée thuc day doanh thu. Sy twong tic cta khach hang déi véi mot san pham hay thuong
hiéu 1a mot trong nhiing chia khéa thanh cong ctia mot doanh nghiép khi xay dung mbi quan hé chit
ch& v6i khach hang (Zyminkowska, 2019). Theo Islam va cong su (2020), su twong tic khach hang
cang thanh cong thi mic d6 tiéu thu va nhu cu ciia ho ddi véi san pham ciia doanh nghiép cang ting.
Mot két qua tich cyc ctia sy gia ting tuong tic khach hang dugc cac nghién ctru trude day dé cap dén
la taing cuong nhan dang thuong hi¢u. Theo Harrigan va cong su (2018) khi khach hang tuong tac
tich cuc voi cac thuong hi¢u san ph?im thi nhan dién thuong hi€u cua ho duoc cing cb. Nhan dang
thuong higu bat nguodn tir viée ngudi tiéu ding trd nén gan bo vé mit tim 1y va quan tdm dén doanh
nghiép (Bhattacharya & Sen, 2003), diéu nay tac dong tich cuc sy hai long va 1ong trung thanh ciia
ho (Marin va cong su, 2009; Perez va cong sy, 2013). Vay nén khi cac doanh nghi¢p tap trung vao
viéc nang cao su tuong tac ciia khach hang va nhan dang thuong hi¢u cua ho s€ giup gia tang su hai
long ctia khach hang véi san pham dong thoi thuc day hanh vi mua cia khach hang. Tuy nhién, vé
mit 1y thuyét, cac nghién ciru tir truéc dén nay lién quan dén twong tac khach hang va nhan dang
thuong hiéu thuong it dé cap dén hai khia canh nay trong cting dé tai mot nghién ctru. Hay cac nghién
clru cing chu dé thudng tap trung vao mot s6 linh vuc nhu dich vy, du lich diém dén, Iuu tra va i
hanh. C6 thé ké dén nhur nghién ctru ctia Rather (2019; 2021), Al-Dmour va cong su (2019), Oktavia
va Sobari (2021), Islam va cong su (2019) ma chwa nghién ciru hai yéu t6 twong tic khach hang va
nhan dang thuong hiéu cing mt luc va dic biét it & cap dén nganh thuc pham va d6 udng (Food and
Beverage — F&B).
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Xuét phét tir van d& con ton tai trong chii dé nghién ctru nay pham vi ca trong va ngoai nudc, muc
dich cua nghién ctru nay 1a lam rd tic dong cuia twong tac khach hang dén sy hai long ddi véi san
pham ca phé ma ho trai nghiém tai cic cira hang trén thi truong Viét Nam thong qua bién trung gian
1a nhan dang thuong hiéu. Py ciing 14 chi dé nghién ciru phit hop véi thyuc tién hoat dong kinh doanh
chudi ctra hang ca phé trong viéc nang cao sy hai 1ong v6i san pham thong qua hoat dong twong tac
khach hang va nhén dang thuong hi¢u.

2. Ca sd ly thuyét

2.1. Hanh vi nguoi tiéu dung

Theo Hiép hoi Marketing Hoa Ky, hanh vi ngudi tiéu dung chinh 1a sy tac dong qua lai gilra cac
yéu t6 kich thich ctia méi truong véi nhan thire va hanh vi ciia con ngudi ma qua sy tuong tac dé, con
nguoi thay doi quyét dinh ciia ho (Sherry, 1995).

1\- ~ ‘.R A ’ ’ k] N )
hing y gu to l?lCh thlch'cua “Hop den”™ v thirc Nhitng phan Gng trong
Marketing va nhing tac

nhan kich thich khac

cua ngudi tiéu ding tac cua khach hang

Hinh 1. Mo hinh tong quét hanh vi nguoi tiéu ding
Nguon: Kotler va Armstrong (2004)

Theo Kotler va Armstrong (2004), nhimng yéu t6 kich thich bén ngoai, sau khi qua hop den y thirc
clia ngudi mua, sé gy ra nhitng tuong tac dap lai ciia khach hang. Nhitng hanh vi twong tac d6 c6 thé
1a: Lya chon hang hoéa - dich vy, Lya chon nhan hi€u, Lya chon nha kinh doanh, Lya chon khéi luong
mua. Bén canh nhitng hanh vi trén, nguoi tiéu ding c6 thé thuc hién cac tuong tac khac vé mat cam
xuc, hanh vi, va nhan thirc trong qua trinh mua hang.

2.2. Twong tac khach hang

Su trong tac 1a mot khai niém quan hé da chiéu bao gém cac thugc tinh tam 1y va hanh vi cua sy
Kkét nbi, tuwong tac va sy tham gia, dugc thiét ké dé dat duoc hodc g0i ra mot két qua o cép dd ca nhan,
t6 chirc hodc xa hoi (Johnston, 2018). Sy tuong tac dugc sir dung trong cic mdi trudng chinh phi,
doanh nghiép, ngudi tiéu ding va xa hoi dé mo ta cac trang thai, quy trinh va két qua tuong tac & cap
d6 ca nhan va xa hdi. Ciing theo Johnston, & cfip dd ca nhan, sy tuong tac bao gém cac khia canh hanh
vi, nhan thirc va tinh cam voi két qua thuong dugc mo ta 1a tich cyc hodc c6 loi.

Brodie va cong su (2011) da dinh nghia tuong tac khach hang 1a “mot trang thai tdm ly, xdy ra
nho trai nghiém tuong tac ctia khach hang véi mot dbi tuong trong tam (vi du: thuong hi¢u/diém
dén/san pham)”. van Doorn va cong sur (2010) di dinh nghia twong tac khach hang 1a “cac hanh vi
vuot ra ngodi céc giao dich va c6 thé dugc dinh nghia cu thé 1a cac biéu hién hanh vi ctia khéch hang
tap trung vao thuong hi¢u hoac cong ty, vuot ra ngoai hanh vi mua hang”. Theo Rather va cong su
(2019), sy twong tac cua khach hang duoc biét dén nhu 1a su xac nhan tich cyc cta khach hang d6i
v6i san pham hay thuong hiéu, lién quan dén nhan thirc, cam xtic va hanh vi trong qua trinh tuong téc
v6i san pham ciia nguoi tiéu ding.
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Hau hét cac nghién ctru trudc day déu dong nhat tuong tac khach hang dugc xem xét trén 3 khia
canh gdém tinh cam, nhan thirc va hanh vi. Ké thira két qua do, nghién ctru nay ap dung Iy thuyét vé
tuong tac khach hang gdm cac yéu t6 trén dé nghién ctru vé thi trudng ca phé tai Viét Nam. Khi khach
hang noi dia dang c6 xu huéng thudng thirc ca phé trai nghiém (Giang, 2022) thi xem xét dén cac yéu
t6 tuong tac tinh cam, nhan thirc va hanh vi gitip cai thién va thic day hanh vi ciia khach hang.

o Tuwong tac nhan thirc (Cognitive Engagement)

Zyminkowska (2019) dé cap twong tic nhan thirc dé cap dén mirc d6 xir 1y va xdy dung suy nghi
lién quan dén thuong hiéu/san pham cua ngudi tiéu ding trong tuong tc giita nguoi tidu diing va san
pham/thuong higu cu thé”. Muc do twong tic va qué trinh suy nghi ciia khach hang ddi v6i mot san
pham hay thuong hiéu trong qua trinh twong tac giita khach hang va doanh nghiép, hay con goi 1a
khia canh nhan thire, dugc cho 1a mét trong nhitng khia canh ma cac doanh nghi¢p nén phat trién.

o Tuwong tac cam xuc (Affective Engagement)

Ciing theo Zyminkowska (2019) twong tac cam xtic dugc dinh nghia 13 * nhitng tac dong tich cuc
clia thwong hiéu hay san pham dén véi tim trang va cam xtic cua khach hang trong qué trinh tuong
tac v6i san pham hay thuong hi¢u d6”. Céc khia canh khac 1a tinh cam ctia khach hang, sé& thay doi
theo chiéu hudng tich cuc khi khach hang boi san pham hay thuong hiéu cu thé.

o Tuwong tac hanh vi (Behavioral Engagement)

Tuong tac hanh vi dugc dinh nghia “muc nd luc twong tac va mirc do danh thoi gian clia khach
hang d6i véi mot thuong va san pham cu thé” (Hollebeek va cong su, 2014). Cac khia canh hanh vi
cho thiy mirc nd lyc ciia khach hang khi c¢b géng tim hiéu vé thwong hiéu/ san pham hay sir dung san
pham nay thay vi nhiéu san pham thay thé khéc.

2.3.  Nhdn dang thuong hiéu

Theo Vallache (1987) ly thuyét vé hanh vi nhan dang dé cap dén van dé thé hién nhan thic va
kiém soat hanh dong. Ly thuyét nay cho rang bat ky ddi tugng hay hanh dong nao diéu duoc con
nguoi nhan dang mot cadch chu quan. Muc d6 nhan dang dugc quyét dinh bdi sy quan tdm va hiéu
biét toan ctia con nguoi ddi v6i chu thé duge nhan dang.

Nhan dang thuong hi¢u - khach hang hoédc nhan dang ctia khach hang biéu thi trang thai tam ly
clia nguoi tiéu ding vé cam giac, nhan thirc va danh gia su gan bé ciia ho véi san pham/thuong higu
(Rather va cong su, 2019).

Bén canh d6, nhan dang thuong hi€u con dugc dinh nghia 1a mét trang thai nhan thuc vé sy tu
phan loai, két ndi va su gan giii cia nguoi tiéu ding voi doanh nghiép (Bhattacharya & Sen, 2003),
dugc tao ra boi mot qua trinh so sanh chi quan giira ddc diém ciia doanh nghiép va dic diém riéng
clia nguoi tiéu dung hay nhan thirc vé sy twong dong giita doanh nghiép va c4 nhan (Ashforth & Mael,
1989; Dutton va cong sy, 1994; Bhattacharya & Sen, 2003). Nhan dang thuong hiéu d6i vi cac chudi
clra hang ca phé co thé hiéu 1a sy két nbi gan giii gitra khach hang véi thuong hiéu ca phé d6, khi iy
khach hang c6 nhan thirc rang dic diém ctia thuong hiéu c6 phan twong ddng véi ban sic ca nhan cua
minh. Nhan dinh vé su tuong déng d6 cua khach hang tao ra sy két ndi sdu sic gitta khach hang va
san pham
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2.4.  Sw hai long cua khach hang

Theo Oliver (1999), sy hai long ctua khach hang la cam giac thda man ma khach hang c6 dugc
trong qua trinh mua sam. Sy hai 1ong ctia khach hang con dugc dinh nghia 1 cam giac xuét hién trén
két qua danh gia mua hang, so sanh gitta cam nhan thyc té va ky vong (Vasié¢ va cong su, 2019).
Bitner va Zeithaml (2003) cho rang sy hai 1ong 1a sy danh gia ctia khach hang vé san pham, dich vu
nhan dugc cod dap tng ky vong ctia ho hay khong. Su hai long cta khach hang ciing giup gia tang su
canh tranh cuia san pham khi c6 kha ning giir chan khach hang hién tai va gi6i thiéu khach hang méi
trong tuong lai.

2.5, Dé xudt khung phdn tich va gia thuyét nghién ciru

Duya trén cac co sd 1y thuyét vé twong tac khach hang, nhan dang thwong hi¢u va sy hai long cua
khach hang dong thoi ké thira cac két qua nghién ctru trude dy vé cac 1y thuyét trén. Nghién ciru xay
dung co so 1y thuyét dé xuit cac gia thuyét dugc xay dung dua trén cdc mdi quan hé cia cac bién
trong nghién ciru truge ddy. Cu thé cac mdi quan hé ciia cac bién nhu sau:

o Co s6 Iy thuyét vé moi quan hé giita tiong tdc khdch hang va nhdn dang thwong hiéu

Mdi quan hé nay duoc cho 14 khi khach hang tuong tac tich cuc véi cac thuong hiéu san pham s&
tao ra su két ndi v6i nhan dién thuong hiéu cta ho (Harrigan va cong su, 2018). Rather (2019) cling
ddng y v6i dé xuét tuong tac khach hang co tic dong tich cuc dén nhan dang thuong hiéu cua khach
hang trong nghién ctru duge cong bd 2019.

Tir cdc mdi quan hé thuan chiéu giira tuong tac khach hang va nhan dang thuong hi¢u thi d&é duy
tri mirc d6 nhéan dién thuong hiéu cua ngudi tiéu ding va doanh nghiép can xac dinh mic do tuong
tac ciia khach hang. Nhiing tuyén bd nay ngu y rang khi khach hang st dung san pham (ca phé), ho
¢6 xu hudng tim diém tuong ddng giita ban than va san pham hoic dich vu d6. Do d6, mirc d6 tuong
tac vé nhan thirc, tinh cam va hanh vi cua khach hang cang cao thi mic d6 nhén dién cia khach hang
v6i thuong hiéu diém dén cang cao va co duge gia thuyét:

Hia, Hiv, Hic : Twong tac khach hang (nhan thirc, cam xuc, hanh vi) co tac dong tich cuc toi nhan
dién thwong hiéu cac san phcfm ca phé ma ho da trai nghiém tqi cac cira hang.

o Co s6 Iy thuyét vé moi quan hé giita tiwong tdc khdch hang va s hai long ciia khach hang

Su hai 1ong ciia khach hang c6 mbi quan hé véi sy tuong tac ctia khach hang (Grewal va cong su,
2017; Hapsari va cong su, 2017; Harrigan va cong su, 2017). Hon nita, Ahn va Back (2018) tuyén bd
rang sy tuong tac ciia khach hang c6 dan dén mot s6 két qua, chang han nhu sy hai long, 1ong trung
thanh, cam két va tin tuong. Mot s6 két qua nghién ctru cho thiy su twong tac ctia khach hang c6 tac
dong tich cuc va dang ké dén sy hai long cua khach hang (Al-Dmour va cong su, 2019; Marino &
Presti, 2018). Diéu nay cho thdy viéc xay dung su tuong tac ctia khach hang sé& c6 tac dong dén viéc
tao ra sy hai 1ong cta cta ho. Dya trén cac két qua nghién curu lién quan thi sy twong tac cua khach
hang 1a tién dé cho sy hai long cta khach hang. Do d6, gia thuyét thir hai 1a:

Hoa, Ha, H2e : Tuwong tac khach hang (nhdn thire, cam xuc, hanh vi) co tac dong tich cuc toi sw
hai long ciia khdch hang doi véi cac san pham ca phé ma ho da trdi nghiém tai cdc cira hang
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o Co 56 Iy thuyét vé vé moi quan hé gitka nhdn dang thwong hiéu va sw hai long ciia khdch hang

Ly thuyét ky vong vé su hai long cta khach hang (Oliver, 1999) d& xuét rang khach hang c6 nhiéu
kha ning hai Iong hon khi san pham thuc té ctia cong ty vuot qua hoic dat dwoc nhiing ky vong trudc
d6. Dong thoi nhan dang thuong hidu cung cip mot bbi canh thuan lgi hon cho khach hang dé phan
hoi lai trai nghiém hoat dong cua cong ty so voi ky vong trude do (He & Li, 2011). Nhu vay, khi
nhitng ky vong vé san phim ciia cong ty dugc nhan dang (hodc vuot qua ky vong), nhirng khach hang
¢6 mirc 9 nhan dang véi san pham cao hon s& hai 1ong hon, vi diéu nay khién khach hang yén tam
vé tam 1y gan bo v6i doanh nghiép.

Do d6, nhitng khach hang c6 nhan dang manh mé hon s& dé hai 1ong v6i san pham (Bhattacharya
& Sen, 2003; He & Li, 2011). Nhiéu kha ning nhimng khach hang c6 mirc nhan dang thwong higu cao
hon véi sé& trai qua trang thai hai long hon. Vi vay, nghién ciru nay dé xuat gia thuyét:

Hs: Nhan dang thuwong hiéu co tac dong tich cuc toi sy hai long cua khach hang doi véi cdce san
phédm ca phé ma ho da trai nghiém tai cdc cira hang

Bién trung gian “Nhan dang thuong hié¢u” ciia khung phéan tich nghién ctru duge xac dinh boi day
1a bién c6 mbi quan hé truc tiép va anh hudng tich cuc ddi véi bién tuong tac khach hang va sy hai
long cua khach hang theo Rather (2019), He va Li (2011). Bén canh d9, c6 kha it nghién ctru cung
chu dé dé cap dén nhan dang thuong hidu vay nén day 1a tinh méi cia nghién ciru. Dic biét nghién
ctru ndy tién hanh dya trén thyc nghiém voi nganh thyc pham va dd udng - cu thé 1a thi truong ca phé
tai Viét Nam cling la mét khia canh méi ma cac nghién ctru lién quan chua kham pha toi.

Klw wong tac khach hﬁng\

‘ Tuong tac nhén thirc

Nhian dang
thwong hié¢u

Sw hai long ciia

‘ Tuong tac cam xuc ’
khach hang

‘ Tuong tac hanh vi ’

- /

Hinh 2. Khung nghién ctru dé xuét

3. Phuong phap nghién ciru

Nghién ciru str dung bang khéo sat tryc tuyén dé thu thap danh gia ctia khach hang vé cac yéu to
dugc nghién ciru. Thang diém Likert tir 1 — Hoan toan khong dong y dén 5 — Hoan toan dong y duoc
sir dung cho céc bién quan sat nay. Cu thé, thang do dugc tham khéo tir cac ngudn uy tin cing chu dé
va chinh sira tir ngir dé phii hop véi nghién ciru (Bang 1).
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Bang 1.
Nbi dung va ngudn gdc ctia thang do
Nhan t6 Bién quan sat Ky hi¢u Nguén tham khao
Tuong tac B6i vi thuong xuyén st dung san pham nay khién COGCE 1  Rather va cong su
nhan thirc t6i ludn suy nghi dén né (2021)
(COGCE) ,
Trong khi t6i dang sir dung san pham nay, toi luén COGCE 2
suy nghi va nghién ctru vé nd
B6i vi thuong xuyén st dung san pham nay khién COGCE 3
t6i quan tAm va mudn tim hidu v& n6 nhiéu hon
B6i vi thuong xuyén st dung san pham nay khién COGCE 4  Islam va cong su
t6i luon nghi dén cac san phdm nay dau tién khi noi (2019)
vé mot véan dé lién quan.
B6i vi thuong xuyén st dung san pham nay khién COGCE 5
toi ludn theo ddi céac thong tin v& 1o trén cac
phuong tién truyén théng
Tuong tac Téi cam thiy rét tich cyc khi t6i sir dung san AFFCE 1 Islam va cong sy
cam xiic phim nay. (2019)
AFFCE : .
( CE) Str dung san pham nay lam cho t6i hanh phtc. AFFCE 2 Rather va cong su
i . 2021
Toi cam thay tot khi toi st dung san pham nay. AFFCE 3 ( )
Téi tu hao khi sir dung san phfim nay AFFCE 4
T6i cam thiy khi sir dung san phim nay t6i dwoc AFFCE 5
giai téa ciang thing
Tuong tac Téi d4 danh nhiéu thoi gian udng ca phé hon so véi BEHCE 1 Islam va cong sy
hanh vi san phdm thay thé khac. (2019)
(BEHCE) .
Bat ctr khi nao t6i muon udng ca phé, téi thuong sur BEHCE 2
dung san pham nay.
Téi stt dung san pham nay nhiéu nhét. BEHCE 3
Khi c6 thay ddi vé gia, toi van lya chon san BEHCE 4 Rather va cong su
pham nay (2021)
St dung san pham nay thuc ddy cac hanh vi mua BEHCE 5
cac san phém di kém cua nod
Nhéan dang  Khi ai d6 khen nggi va dé cao san phdm nay, t6i CID1 Rather va cong su
thuong cam thiy thich thu va tu hao (2021)
hi¢u (CID . . . 5
1€u(CID) 145 14t quan tam dén nhing gi ngudi khic ngh v& CID 2

san phim nay.
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Nhan t6 Bién quan sat Ky hi¢u Nguén tham khao
Néu mot cau chuyén trén cac phuong ti€n truyén CID 3
théng ting ho va noi tét vé san pham nay, i s& vui
v¢ va hanh phuc
Khi ai d6 ca ngoi san phdm nay, né gidng nhwr mot CID 4

161 khen ca nhan.

T6i ludn dé cép dén san phdm nay bing nhitng tir CID 5
ngit tich cuc
Suhailong  Téi thich sir dung san phim nay SAT 1 Nguyén Hai Quang
SAT 2023
( ) Toi hai long vdi nhiing trai nghiém véi san SAT 2 ( )
pham nay
Téi hai 1ong véi gid ca ciia san phim nay SAT3
San phém dap ung duoc ky vong cua t6i SAT 4
Téi hai 1ong v6i nhitng hinh anh truyén théng vé SAT5

san pham nay

Bén canh d6, nghién ciru 4p dung phuong phap chon mau ngau nhién phan tang két hop theo cac
tidu chi chon mau bao gdm: gidi tinh, d tudi, thu nhap hang thang va tan suét sir dung cac san pham
ca phé tai clra hang trong vong mot tuan.

Phuong phép phan tich dinh luong duoc sir dung dé kiém dinh mé hinh va cac gia thuyét nghién
ctru. Tong s6 phiéu thu hop 18 thu vé 1a 253 trén 276 phiéu phét ra, dap ing dugc yéu cau vé kich
thudc mau - toi thiéu gap 5 1an so véi sd lugng bién (Hair va cong sy, 2013). Dé dam bao do tin cay
clia két qua nghién ciru, nghién ciru chi thu thap ¥ kién cta nhitng khach hang Viét Nam da c6 trai
nghiém véi cac san pham ca phé tai cac chudi cira hang. Dir liéu dugc thu thap thong qua phiéu didu
tra tryc tuyén trén ing dung Google Biéu Mau (Google Form) trong giai doan thang 1-3 ndm 2023.
Sau d6 dit liéu hop 1& dugc phan tich trén phan mém SPSS 26 va AMOS 20.

4. Két qua va thao luan

4.1. M0 ta doi twong khdo sat

Nhin chung, khach hang Viét Nam sir dung cic san pham ca phé tai ctra hang chiém phan 16n 14
nam gidi véi 48,22% va chii yéu nam trong nhém tudi tir 20—50. Phan 16n khach hang nay déu co thu
nhap hang thang 6n dinh va & mirc tir 10.000.000 dong dén 20.000.000 dong chiém 41,9% va mirc
21.000.000 dong dén 40.000.000 dong chiém 39,92%. V& tan suat st dung san pham ca phé, da sd
céc do tugng khao sat déu co thay tan suat sir dung ca phé tai cac ctra hang trong mot tuan kha cao
57,31% str dung ca phé 4 1an mdi tuan. Nhur vay, mau nghién ctru dugc phan bo kha dong déu vao
cac nhom, dam bao tinh dai dién khi phan tich dir ligu.
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4.2, Kiém dinh sw phit hop ciia mé hinh nghién ciru

Phan tich nhan t6 kham pha (EFA) nhdm phan loai cac chi tiéu ciing nhu dé phac thao mo hinh
nghién ciru. Trude hét, véi kiém dinh KMO va Bartlett, diéu kién can va dii dé phan tich nhan t6 kham
pha 1a gia tri KMO > 0,5 va kiém dinh Bartlett vi muc ¥ nghia (Sig.) < 0,05. Cu thé, két qua nghién
ctru cho thay KMO = 0,837 va kiém dinh Bartlett véi mirc y nghia (Sig.)= 0,000 déu théa méan diéu

kién trén.

Béng 2.

Tran Thi Ldm & Phan Chi Anh (2023) JABES 34(12) 53-69

Ma tran xoay va gia tri tai chuan

Gia tri tai chuén theo cac nhan tb

2

3

4

SAT3
SAT2
SAT4
SATI1
SATS5
COGCE3
COGCE1
COGCE4
COGCE5
COGCE2
AFFCE3
AFFCE2
AFFCELl
AFFCES
AFFCE4
BEHCE2
BEHCE3
BEHCE4
BEHCE1
BEHCES
CID5
CID1
CID2
CID3
CID4

0,845
0,820
0,779
0,761
0,728

0,774
0,758
0,753
0,746
0,725

0,842
0,801
0,754
0,734
0,716

0,829
0,781
0,741
0,665
0,657

0,790
0,769
0,724
0,690
0,679
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Sau phan tich EFA, ¢6 25 bién quan sat dugc chia thanh 5 nhan t6 va duoc dua vao phan tich nhan
t6 khang dinh CFA

Két qua phan tich CFA cho thiy gia tri tai chudn ciia cic bién quan sat déu trén 0,40 , do tin cay
tong hop clia cac nhan t6 tir 0,839 dén 0,873 (déu trén mirc 0,700) va céc gid tri phwong sai trich trung
binh (AVE) ciia cac nhan t6 déu cao hon 0,5 (tir 0,501 dén 0,887) (Bang 3). Két qua khang dinh do
tin cay va tinh hop 1y hdi tu cua thang do (Hair va cong su, 2013).

Sau khi khang dinh cac bién quan st diéu dat tiéu chuan, nghién ciru tiép tuc xem xét dén két qua
phan tich tinh hop 1y phan biét, cho thay cin bac hai ciia phwong sai trich trung binh (AVE) clia mdi
nhéan t6 déu 16n hon twong quan giita nhan t6 d6 véi nhan té khac (Bang 3), diéu nay xac nhan tinh
hop ly phan biét cua thang do (Fornell & Larcker, 1981)

Béng 3.
Phuong sai trich, d tin cdy tong hop clia cac cdu tric va phan tich tinh phan biét cua dir ligu
AVE CR Minimum  Maximum  Mean  SAT COGCE AFFCE BEHCE CID
SAT 0,513 0,84 1,800 5,000 3,678 0,766
COGCE 0,509 0,837 2,200 5,000 3,669 0,392 0,716
AFFCE 0,501 0,833 2,000 5,000 3,691 0,008 0,08 0,713
BEHCE 0,516 0,842 2,000 5,000 3,695 0,352 0,323 -0,118 0,708
CID 0,587 0,876 2,000 4,800 3,515 0,439 0,44 0,181%* 0,507 0,719

Ghi chit: AVE: phuong sai trich trung binh; CR: B9 tin cdy tong hgp; Minimum: Gia tri nho nhit; Maximum: Gia tri 16n nhat;
Mean: Gia tri trung binh; * twong ung véi gia tri p < 0,05.

4.3, Kiém dinh sw phit hop ciia mé hinh nghién ciru
Két qua kiém dinh sy phii hop ctia m6 hinh cho thay cac chi s6 déu dat yéu cau so v6i mirc chap

nhan (Hu & Bentler, 1999). Vi vy, mé hinh nay phu hop dé thyc hién kiém dinh cac gia thuyét
nghién cuu.

Bang 4.

Panh gid mirc d9 phu hgp ciia moé hinh nghién ciu
Chi s6 Ngudng chip nhan Chi s6 mé hinh
Chi-square/df <3,000 1,774
Goodness-of-fit (GFI) > 0,800 0,876
Comparative fit index (CFI) >0,900 0,924
Root mean square error of approximation < 0,080 0,056

(RMSEA)

Ghi chi: Chi-square: Gid tri Chi binh phuong; GFI: D6 phu hop tuyét d6i; CFI: Po gin phu hop; RMSEA: Miic d6 phi hop
cuia mo hinh so vai tong thé
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4.4.  Kiém dinh gia thuyét nghién ciru

Khi kiém dinh nhitng mdi lién hé trong m6 hinh nghién ctru, nhitng quan h¢ c6 gia tri p 16n hon
0,050 s€ bi loai khdi mo hinh (Hair va cong sy, 2013). Theo Bang 5, Gia thuyét Hazb va Hoc bi bac bd
do gié tri p 16n hon 0,050 (lﬁn luot 14 0,521 va 0,118). Bén canh d6, do gia tri p nho hon 0,05 nén cac
gia thuyét Hia, Hib, Hic, Hs déu duoc chip nhan.

51

4
@ . @ oo je— @
) 2 » )
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D
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D—s{Arcet Jeee o AFFCE) ‘ @ ®
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B—w-{ Arrces (A o @
< SAT2 . (@2
55 Chi-square=471.062 SAT3 D)
€19 . o ’dfzgt;g
¢ hi-square/df=1.
D —~ GFI|=.876
@ (BercR) CFI=.924
T TLI=.914
62) RMSEA=.056
PCLOSE=.130
Hinh 3. Két qua phan tich m hinh cAu trac tuyén tinh
Bang 5.
Két qua cac gia thuyét nghién ctru mdi quan hé tryc tiép
Giathuyét  Mbi quan hé tryc tiép Hésbtacdong Giatri P Két qua
Hia Tuong tac nhan thirc — Nhan dang thuong hiéu 0,291 0,000 Chép nhan
Hip Tuong tac cam xtic — Nhan dang thuong hiéu 0,194 0,002 Chép nhan
Hic Tuong tac hanh vi — Nhan dang thuong hiéu 0,382 0,000 Chép nhan
Hy, Tuong tac nhan thirc — Sy hai long 0,278 0,003 Chép nhan
Hyy Tuong tac cam xiic — Sy hai long -0,050 0,521 Bac bo
Hy. Tuong tac hanh vi — Su hai long 0,139 0,118 Bac bo
H; Nhan dang thuong hi¢u — Su hai long 0,336 0,003 Chép nhan
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/ Twong tac khach hz‘mg\

Nhian dang

thwong hiéu

Twong tac nhdn thirc

Twong tac cam xuc Sw hai long ciia

khach hang

Hoab ‘0,0SO

N / Hoe 0,139
s N

Twong tdc hanh vi v
\ J

Hinh 4. Két qua mdi quan hé trong mé hinh céu triic tuyén tinh
Khi danh gia sy tic dong gian tiép cua cac yéu té trong mé hinh, phuong phap bootstrap voi do
tin cdy 95% thong qua phan mém SPSS 26 duoc st dung, két qua cho cac gia tri dudi va gia trj trén
nhu két qua Bang 6. Két qua cac mdi quan hé gian tiép déu dugc chap nhan.

Béng 6.
Két qua cac gia thuyét nghién ctru mdi quan hé gian tiép
Mbi quan hé gian tiép Hg sb Phuong phap bootstrap Gia tri Két qua
tac dong (d0 tin cay 95%) p

Gid triduéi  Gia trj trén

Tuong tdc nhan thmic — Nhan dang 0,080 0,036 0,241 0,006 Chép nhan
thuong hiéu — Sy hai long

Tuong tdc cam xuc — Nhan dang 0,058 0,022 0,141 0,009 Chép nhan
thuong hiéu — Sy hai long

Tuong tac hanh vi — Nhan dang thuong 0,122 0,050 0,269 0,007 Chép nhan
hiéu — Sy hai long

4.5, Thao ludgn két qua

Tir két qua nghién ciru, mot sé diém ndi bat dugce chi ra trong nghién ctru twong tac khach hang,
nhan dang thuong hi¢u va su hai long cua khach hang nhu sau:

(1) Twong tac nhan thirc — Nhan dang thwong hiéu — Sy hai long cua khach hang

Puong dan (1) xem xét dén mbi quan hé giita twong tac nhan thirc, nhan dang thwong hiéu va sy
hai 10ng cua khach hang. Pau tién twong tac nhan thirc tic dong truc tiép dén sy hai 1ong ciia khach
hang. Diéu nay dong nhat véi két qua nghién ciru ciia Al-Dmour va cong su (2019). Tir két qua téc
dong tryc tiép c6 thé khang dinh khi khach hang c6 hanh vi tim hiéu vé san pham va hinh thanh nhiing
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nhan thirc cu thé vé san pham d6 s& gia ting su hai long ciia khach hang khi thu duge cac thong tin
day du, hitu ich.

Bén canh do, tinh méi cta nghién ctru nay thé hién qua két qua Nhan dang thuong hiéu 1a trung
gian thiic dy cac twong tac nhan thirc c6 anh hudng tich cuc téi sy hai 10ng ciia khach hang sir dung
ca phé ma ho trai nghiém tai ctra hang. Diéu nay giai thich boi thong qua cac thong tin lién quan dén
ca phé, hay hanh vi thudng xuyén nghién ciru va nhic vé san pham ca phé. Cac hanh vi nay hinh
thanh mot nhan dang, dénh gia va sy gan b6 nhat dinh ciia khach hang d6i v6i cac thuong hiéu ciia
san pham dong thoi gia tang sy hai long cta khach hang.

(2) Twong tac cam xuc — Nhan dang thirong hiéu — Sw hai long cua khach hang

Puong dan (2) xem xét dén mdi quan hé giira tuong tic cam xiic, nhan dang thuong hidu va su
hai 1ong ctia khach hang. Pudng din nay thé hién tinh méi nira ctia nghién ctru tir két qua Nhan dang
thuong hi¢u la trung gian tao ra sy tdc dong cla twong tdc cam xuc tdi sy hai long cta khach hang st
dung ca phé. Két qua trén khang dinh khi sir dung san pham ca phé, cic twong tac cam xuic nhu vui,
hanh phic, tu hao nay hinh thanh mot cam xtic dic biét voi san pham. Cac cam xuc nay khi di sau
sac s& hinh thanh nhan dang thuong hiéu nhu ca ngoi, truyén miéng tich cyc vé san pham gitp ting
su hai 1ong ciia ho ddi véi san pham.

Ngoai ra trong mbi quan hé ciia tuong tic cam xuc dén sy hai long bi bac bo. Két qua nay khong
dong nhét véi nghién ctru ciia Ahn va Back (2018). Diéu nay c6 thé giai thich boi cac san pham ca
phé trén thi truong hién nay chua xay dung duoc trai nghiém tot cho khach hang ddi véi cac van dé
cam xtic voi thwong hiéu. Cac trai nghiém nay chi dimg lai & viéc khach hang thich san pham, giai
toa cang thang khi sir dung san pham, hay c6 thé néi 1a cach hanh vi twong tc mang tinh tirc thoi,
khong c6 y nghia vé lau dai khi khong anh hudng tryc tiép dén viéc xay dung sy hai long cua
khéch hang.

(3) Twong tac hanh vi — Nhdn dang thuwong hiéu — Sy hai long cua khach hang

DPuong dan (3) xem xét dén moi quan h¢ gitra tuong tac hanh vi, nhan dang thuong hi¢u va sy hai
long ctia khach hang. Nghién ctru kham pha ra tuong tac cam xic co tic dong gian tiép dén sy hai
long thong qua nhan dang thuong hiéu. Twong tac ndy dai dién cho 1a mirc do nd lyc va danh thoi
gian ctia ngudi tidu ding cho mot san pham. Chung khong tac dong truc tiép dén sy hai long cua
khach hang - két qua nay khong dong nhat véi nghién ctru ciia Ahn va Back (2018), diéu nay c6 thé
gidi thich boi ddi v6i nhitg ngudi yéu thich ca phé, hanh vi tiéu thy loai san phim nay hinh thanh
nhu mot thoi quen va duge 1ap di lip lai, vy nén nhiing tuong tac hanh vi khong biéu thi rang ho hai
long vé6i san pham thong qua nhimg sy hanh vi tuong tac va thoi gian tuong tac v6i san pham. Nhung
khi trong tac hanh vi thudng xuyén va lién tuc ma tao nén nhimng nhan dang vé thuong hiéu ca phé
voi khach hang s¢€ tang su hai long cua ho.

5. M6t s6 giai phap va hamy
V6i két qua cia nghién ciru, tuong tic khach hang chi ra mot huéng di méi cho cac doanh nghiép
no6i chung va doanh nghiép kinh doanh cac san pham ca phé noi riéng khi tim hiéu hanh vi khach

hang. Thit nhdt, ning cao cac twong tac nhan thirc tir d6 truc tiép gia ting sy hai long ctia khach hang
hoéc thong qua nhan dang thuong hi¢u dé cai thién sy hai long cua hg. Cac doanh nghié¢p can ¢co
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nhitng phuong thirc cung cap cac nhan thirc chinh xac va rd rang dén khach hang vi du nhu bao bi in
thong tin san pham cu thé, cic phuong tién truyén thong ciia doanh nghiép can c6 nhiing thong tin
chinh x4c vé san pham hodc céc sy kién truc tiép quang ba san pham. Tir d6 tao thuan lgi cho khach
hang khi c6 hanh vi nghién ctru va tim hiéu vé thong tin san pham. Thir hai, gia ting tuong tac cim
xuc dé cai thién su hai 1ong ctia khach hang thong qua nhan dang thuong hiéu. Doanh nghiép can chii
tam dén cac yéu t6 mau sic thuong hiéu, an pham thiét ké dé gia ting twong tic cam xic ciia khach
hang khi tiép xtc vé6i san pham. Tl d6 gay an twong voi khach hang tir cic cam xuc tich cyuc, hinh
anh chuyén nghiép, gép phan xay dung nhan dang thuwong hi¢u va sy hai 1ong cua khach hang. Thir
ba, chu dén cac twong tac hanh vi cia khach hang nhim gia ting sy hai long thong qua nhan dang
thuong hi¢u. Dau tién doanh nghiép can dam bao chat lwong san pham, boi tuong tac hanh vi 1a cac
trai nghiém hanh vi thyc té ctia khach hang thong quan qua trinh san pham dén dén viéc khach hang
Iira chon san pham ca phé trong v sb cac san pham thay thé khac. Doanh nghiép ciing can tap chung
vao viéc ra ting nhiing hoat dong twong tac ngoai mua ban trao d6i nhu: thu thap va phan hoi y kién;
tang kém san pham; chién dich khuyén mai - ting qua.

6. Két luan

Trong bai bao nay, nghién ciru tim hiéu tac dong cua tuong tac khach hang va nhan dang thuong
higu dén sy hai long ciia khach hang sir dung ca phé ma ho trai nghiém tai cira hang. Két qua cho
thay: (1) tuong tic nhan thirc tic dong truc tiép dén sy hai long cua khach hang dong thoi; (2) tc
dong nhan thirc ciing tac dong gian tiép dén sy hai 1ong thong qua nhan dang thuong higu ciia khach
hang; (3) tuong tac cam xuc tic dong gian tiép dén sy hai 1ong thong qua nhan dang thuong hiéu cua
khach hang; (4) tuong tic hanh vi tic dong gian tiép dén sy hai long thong qua nhan dang thuong
hi€u cia khach hang st dung ca phé tai Viét Nam. Nhu vay, nghién ctru anh hudng cla tuong tac
khach hang va nhan dang thuong hiéu dén sy hai 1ong cta khach hang ddi v6i san pham ca phé tai
Viét Nam 14 hop 1y va c6 y nghia, diéu nay da gidi quyét khoang trong nghién ctru duge dé cap 6 trén.
Nghién ctru dé xuat nhitng giai phap cho doanh nghiép, chudi cira hang ca phé dé nang cao sy hai
long cua khach hang véi san pham thong qua hoat dong tuong tac khach hang va nhan dang thuong
hiéu va ham y 1y thuyét cho cac nghién ctru cting chii dé trong tuong lai. Pay 14 chu dé quan trong va
can dugc tiép ndi trong twong lai vi mang nhiéu tinh méi vé cac van dé duong dai hién nay.

Nghién ciru nay sir dung phuong phap chon chon mau ngau nhién phén tang véi kich thudc mau
nho. Do diéu kién vé thoi gian, nguén luc c6 han nén tac gia chi co thé thu thap dugc nhitng bién d&
quan sat. Pay 14 1y do viéc c6 mot s6 bién khong thé dwa vao mo hinh nghién ciru va dan dén viéc mo
hinh nghién ciru chua thé gidi thich chinh x4c nhét dugc so véi thyuc té. Bén canh do, do nhimng han
ché vé kién thirc va kinh nghiém nén tac gia chua dua ra dugc nhitng danh gia, 1ap luan chinh xac
nhét cho cac két qua thu thap dugc.
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