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TOM TAT

Muc tiéu clia nghién clu dugc thuc hién nham xéac dinh cac yéu t6 anh hudng dén su hai long
khach hang déi véi thuong hiéu trudng hop doanh nghiép thué ngoai déng thai danh gia vai tro
tac dong cuia bién diéu tiét "Cam két t&r mo&i quan hé" Trén co sa nghién ctiu dinh tinh bao gém
thao luan chuyén gia, thdo luan nhém dé xuat mé hinh nghién clu va cac gia thuyét nghién ctu.
Nghién ctu dinh lugng st dung phan mém SPSS va AMOS phién ban 22.0 dé nghién clu phan
tich dir liéu théng ké mo ta, kiém dinh thang do, phan tich EFA, kiém dinh CFA, kiém dinh mé hinh.
Thoéng qua khao sat cac khach hang véi du kién la 500 khac hang da va dang lam viéc va hop tac
véi cac doanh nghiép thué ngoai tai TPHCM, sau khi tién hanh hiéu chinh loai bd cac phiéu khao
sat khong hop 16t dir liéu 421 khach hang tham gia thuc hién khao sat con 357 phiéu khao sat
c6 két qua phu hop. Nghién ctu st dung bd di liéu cé thich thudc mau 357 mau tién hanh phan
tich. Két qua nghién ctiu cho théy c6 6 yéu té anh hudng dén long trung thanh thuong hiéu déi
véi doanh nghiép thué ngoai. Trong dé cé 3 yéu té tac dong truc tiép thuan chiéu téi su hai long
khach hang chuyén déi thanh long trung thanh thuong hiéu theo muc d6 gidm dan nhu sau: (1)
Chat lugng dich vy, (2) Uy tin thuong hiéu, (3) Trach nhiém xa hoi, va yéu t6 (4) Gia ca san pham
dich vu tac dong nguagc chiéu. Bién trung gian (5) Su hai long khach hang va bién diéu tiét (6) Cam
két tir cdc moi quan hé cé vai trod tdc dong chuyén déi tir sy hai long khach hang thanh long trung
thanh thuong hiéu.
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DAT VAN DE

Trong nén kinh té€ thi trudng canh tranh ngay cang
khéc liét, cac doanh nghiép ludén dit khach hang 1a
trong tdm trong xay dung chién lugc phat trién kinh
doanh. Cung véi viéc nhén thiic tim quan trong xem
khédch hang la tai san v gia cia doanh nghiép. Viéc
danh gia dung vai tro va sy trung thanh ctia khich
hang c6 y nghia sdng con véi sy phat trién trong tuong
lai ctia cidc doanh nghiép néi chung va cic doanh
nghiép dich vu thué ngoai (outsourcing) néi riéng.

Hién nay nganh thué ngoai tai Viét Nam dang ngay
cang phit trién trong nhiing ndm gin day va dong gop
khoéng nho vao su phat trién chung ctia nén kinh té.
Tuy nhién khong phai doanh nghiép nao cling c6 y
thiic hodc chién lugc xay dung thuong hiéu ciing nhu
danh gid dung tdm quan trong ctia long trung thanh
thudng hiéu ctia khich hang. Hau hét doanh nghiép
chi quan tam t6i viéc cung cép céc san phdm dich vy,
cét gidm chi phi thdp nhdt va t3i da hda lgi nhuén ma
quén mét viéc tao dung va duy tri mét luc lugng khach
hang 6n dinh mang lai nhiéu 1¢i ich to 16n cho chinh

doanh nghiép. Trudc nhiing bién dong cta thi truong
hién nay, nhu cdu khdach hang ngay cang cao, d6i thu
canh tranh ngay cang nhiéu, tif viéc ndm bét dugc nhu
cdu ctia khach hang, ciing nhu cac yéu t6 anh hudng
dén long trung thanh ctia khach hang dé€ gitt khach
hang va cting c6 niém tin ctia khach, nang cao lgi thé
canh tranh v6i cac d6i thtt hién hiiu cling nhu cac d6i
tha ti€ém 4n khac trong tuong lai. Vi viy nghién ciiu
v6i muc tiéu nghién ctu cac yéu té anh hudng dén
long trung thanh ctia khach hang d6i v6i thuong hiéu
truong hgp doanh nghiép thué ngoai, danh gia vai tro
tac dong clia bién diéu tiét cam két tif méi quan hé'.
Tu d6, dé xudt mot s6 ham y quan tri nham duy tri,
cung cd va phét trién long trung thanh ctia khach hang
v6i thuong hiéu doanh nghiép thué ngoai.

CO SO LY THUYET VA MO HINH
NGHIEN cUU

Co sé ly thuyét

Trich dan bai bao nay: Tiép L T, Hoai C T. Cac yéu té anh hudng dén long trung thanh khach hang déi
véi thuong hiéu truéng hop doanh nghiép thué ngoai tai Tp. H8 Chi Minh - vai tré cia bién diéu
tié€t cam két tir cdc méi quan hé. Sci. Tech. Dev. J. - Eco. Law Manag. 2023; 7(3):4716-4728.
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Thuong hiéu

Thuong hiéu la mot hodc mot tdp hgp cac ddu hiéu
dé€ nhén biét va phan biét san phdm, doanh nghiép; 1a
hinh tugng vé san phdm va doanh nghiép trong tim
tri khich hang va cong ching?.Trén co s& cic quan
diém vé thuong hiéu & céc khia canh khac nhau nhu
c6 thé hiéu thuong hiéu bao goém tat ca cac yéu t6 bén
trong va bén ngoai. Cac yéu t6 bén ngoai nhu la mét
cdi tén hodc biéu tugng hinh tugng diing d€ nhan dién
va phén biét v6i d6i thu canh tranh trén thi trudng.
Céc yéu bén trong thi thuong hiéu d6 la phan cét 16i
ctia san phdm ma ngudi tiéu dung c¢é thé cim nhén
dugc sau khi st dung. Mot san phdm chi trd thanh
thuong hiéu khi véi sy cdm nhan dugc cac yéu t6 bén
ngoai, ngudi tiéu dung sé lién tudng ngay dén cac dac
tinh t6t c6t 161 bén trong.

Khdch hang

Khach hang (Customer) hay nguoi tiéu dung la déi
tugng ma cdc t8 chiic hay doanh nghiép hudng téi, ho
13 nguoi quyét dinh mua san phdm hay st dung dich
vu cua cac doanh nghiép. Theo hiép hoi Marketing
Hoa Ky ciing dua ra khai niém ngudi tiéu dung nhu
sau: ngudi tiéu diing 1a ngudi cudi cung st dung, tiéu
dung hang héa, y tudng, dich vu nao d6. Ngudi tiéu
duing ciing dugc hiéu la ngudi mua hodc ra quyét dinh
nhu la ngudi tiéu dung cubi cing. Khdach hang hay
ngudi tiéu dung la d6i tugng cudi cung ra quyét dinh
sti dung dich vu hodc mua san phidm cudi cung cua
cac doanh nghiép?.

Long trung thanh thuong hiéu

Céc nha quan ly Marketing ciing da dua ra cac
dinh nghia khac nhau vé long trung thanh nhu theo
Khizindar, Al-Azzam va Khanfar 1ong trung thanh la
hanh vi mua ldp dildp lai cing mét san phdm ctia cing
mot thuong hiéu dé ting ho thuong hiéu dy*. Mot s6
tdc gid, ching han nhu Amin, Ahmad va Hui, dinh
nghia long trung thanh ctia khach hang 14 “Sy gan bo
lau dai, uu dai hoac doc quyén véi mot cong ty hodc
mét thuong hiéu”>. Theo dinh nghia dugc dé xudt bsi
Budianto long trung thanh khach hang 1a kha nang
khéch hang trudc d6 mua lai cdc san phdm, dich vu
clia cting mot t8 chiic doanh nghiép©.

Cam két tir cdc méi quan hé

Céc nén tang ly thuyét nghién ctiu cam két tii cac mai
quan hé dugc tac gia tham khao ti cac nghién ctu tit
céc tac gid nghién ctu trong linh vyc hanh vi t6 chuc
nhu cam két véi t8 chitic nhu tac gia Tang va cdng sy,
Jones va cdng sy, méi quan hé khdng dinh dugc tinh
cam ctia nhan vién véi t§ chic ctia minh 78,
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Moi quan hé gitia khach hang va nhén vién tu vin ban
hang cta doanh nghiép tao ra sy cam két tit khach
hang va dong thoi gia ting long trung thanh ctia khach
hang véi doanh nghiép. D€lam ré hon cing nhu dinh
gid qua trinh chuyén d6i tit sy hai long khach hang
thanh long trung thanh thuong hiéu trong linh vuc
doanh nghiép thué ngoai thong qua viéc danh gia vai
tro clia yéu t6 cam két tii cic moi quan hé.

Téng quan nghién ciu vé Iong trung thanh
thuong hiéu

Da ¢ rat nhiéu cong trinh nghién ctiu ctia cac tac gia
trong nudc va cac tac gia nudc ngoai vé long trung
thanh thuong hiéu & rdt nhiéu linh vyc véi cac yéu
to tac dong tich cuc khac nhau. Tac gid st dung
khai niém ctia Oliver v6i muc dich phén tich vé long
trung thanh thuong hiéu khach hang. Dong thoi viéc
két hgp nghién ctiu long trung thanh thuong hiéu
theo cac cach khac nhau vé6i nhiing wu nhugc diém
1a khong giéng nhau®. Nhén thdy goc d6 tiép can
nghién ctiu va cac mo hinh nghién ctiu truéc két hop
long trung thanh hanh vi va théi d¢ 1a phu hop véi
nghién ctiu nay nén tic gid da chon va nghién ctiu
long trung thanh thuong hiéu theo huéngkét hgp bao
gom ca hanh vi va thai d6 véi nhiing uu diém hon
cach tiép can don 1é va hudng tiép cin két hgp mod
hinh nghién ctiu cac yéu t6 anh hudng dén long trung
thanh thuong hiéu thong qua céc bién trung gian ké
thita md hinh nghién ctiu ctia Yang va Chao; Kaur va
cong sy; Younes va cong su 10712, d6ng thai thong qua
thao ludn nhom chuyén gia, thao ludn nhém mo hinh
nghién ctu tac gia dé€ xuat gia thuyét nhu sau:

Theo cac nghién ctiu clia cic tac gia Yang & Chao;
Tran Duc Thing; Nguyén Thi An Binh; L1013 " cho
théy chat lugng dich vu c6 vai tro téc dong dén long
su hai long va tic dong dén long trung thanh khach
hang. Cac nghién ctiu thuc nghiém da chiing minh
tac dong cta chit lugng dich vu cd dén sy hai long
va long trung thanh ctia khach hang (Makanyeza &
Chikazhe; Ofori va cong su) '41°. Vi viy nghién ciiu
dua ra gia thuyét nhu sau:

Gid thuyét H1: Chdt lugng dich vu cd tdc dong tich cuc
dén su hai long ciia khdch hang. C6 moi quan hé ciing
chiéu (+)

Uy tin thuong hiéu 1a nhan t6 quan trong tdc dong dén
long trung thanh thuong hiéu (Belé Ruiz va cong su).
Theo tac gia Raza va cong su; Islam va cong su; Vi Thi
Minh Hién va cfng su, uy tin thuong hiéu la mic do
dam bdo cta t8 chic doanh nghiép vé cic mit nhu
chét lugng dich vu (CLDV), gid 4, danh tiéng, uy tin,

niém tin ctia doanh nghiép 1617,
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Gid thuyét H2: Uy tin thuong hi¢u c6 tdc dong tich cuc
dén sy hai long ciia khdch hang. C6 mdi quan hé cung
chiéu (+)

Theo céc nghién ctiu cta Kaur va cong sy; Nguyén
Thi An Binh, cic yéu t6 cdm nhan khach hang vé gia
ca va dich vu anh hudng dén long trung thanh khach
hang !113. Vi thé nghién nghién ctiu dua ra gia thuyét
nhu sau:

Gid thuyét H3: Gid cd sdn phdm dich vu c6 tdc dong
tiéu cyc dén sy hai long ctia khdch hang. C6 méi quan
hé ngugc chiéu (-)

Céc hoat dong CSR sé lam gia tdng su hai long cta
khéch hang v6i doanh nghiép dong thoi sé gia tang
y dinh mua hang cta khach hang tac dong tich cuc
dén hin anh ctia t8 chic doanh nghiép va hanh vi cta
khéch hang va lam tang long tin ctia khach hang (Is-
lam va cong sy) 8. Do d6 nghién ctiu dua ra gia thuyét
sau:

Gid thuyét H4: Trdch nhiém xa hoi ¢6 tdc dong tich cuc
dén sy hai long cia khdch hang C6 mdi quan hé cing
chiéu (+)

Su hai long ctia khach hang cho thdy ho théa man véi
nhiing gi ngan hang da thuc hién v6i ho thong qua cac
dé xudt ctia ho d6i v6i ngan hang (Omoregie va cong
st) 2. Do d6 sy hai long ctia khach hang 1a diéu kién
tién quyét d€ tao dung mdi quan hé véi khach hang
va lam tang long trung thanh ctia khach hang. Vi thé
nghién ctiu dua ra gia thuyét:

Gid thuyét H5: Sy hai long khdch hang c6 tdc dong tich
cyc dén long trung thanh thuong hiéu ciia khdch hang.
C6 mdi quan hé ciing chiéu (+)

Céc nén tang ly thuyét cho cac mo hinh ctia méi quan
hé ctia khach hang bdi cac nghién ctiu ti cac hoc gia
chuyén sau vé€ hanh vi t6 chiic (Jones va cong su) 8.
MGi quan hé gitta khach hang va doanh nghiép c6 thé
tac dong dén sy tin tudng, su hai long va anh hudéng
truc tiép dén su long trung thanh khach hang. Vi vay
nghién ctiu dua ra gia thuyét nhu sau:

Gid thuyét H6: Cam két ti cdc mdi quan hé la bién diéu
tiét moi lién hé chuyén ddi tich cuc tit sy hai long dén
long trung thanh thuong hiéu ciia khdch hang. C6 méi
quan hé ciing chiéu (+)

M6 hinh nghién ctiu
Sau khi lugc khao co sG 1y thuyét, mo6 hinh nghién ctiu
cung véi cic gia thuyét d€ xuit nhu trén dugc thé hién

trong Hinh 1.

PHUONG PHAP NGHIEN CUU
Phuong phap nghién ctu

Dé dat dugc muc tiéu nghién ciu, téc gia da dp dung
két hop nghién ctu dinh tinh va nghién ctiu dinh
lugng cu thé nhu sau:

Nghién citu dinh tinh: Dugc thuc hién bang hinh
thiic phong vdn chuyén gia va phong van nhém tap
trung. Céc chuyén gia trong linh viic sain phdm hoan
thién noi that nha may c6 vén FDI va ODA va cic
chuyén gia linh vic Marketing va thuong hiéu ctia cac
d6i tac. Phong van nhém 1a nhém khach hang da st
dung san phdm, dich vu tit doanh nghiép thué ngoai.
Tt d6 nhim kham ph4, bd sung cc bién quan sat bao
dam sy phu hgp cuia thang do.

Nghién ctiu dinh Iugng: Nghién ctiu sti dung thang do
Likert 1-5 sé dugc stt dung d€ do mtic 46 hoan toan
khong dong y va hoan toan dong y véi bang cau hoi
nhdm thu thép di liéu.

béi tugng khio sat: nhom khach hang khu vuc
TPHCM da va dang stt dung san phdm dich vu cta
doanh nghiép thué ngoai cho cac du an von hgp tc
phiét trién chinh thiic (Official Development Assis-
tance - ODA), d4u tu truc ti€p nudc ngoai (Foreign
Direct Investment - FDI).

Xay dung thang do nghién ctiu

Véi déc thi 1a nganh hang ngach chuyén cung cip va
hoan thién cdc san phdm ky thuét cao cho cdc nha may
von diu tu Nhat, Han, My ddc biét la cdc nha mady,
phong sach chuyén cho thudc hay dién ti vién thong.
Vi véy nghién ctiu nay da st dung cic thang do ctia
mot s6 tac gia va tién hanh thao luan nhoém, 14y y kién
chuyén gia loai bo cac yéu t6 ciing nhu diéu chinh cac
thang do dat yéu ciu dé sti dung cho nghién ctiu chinh
thiic két qua theo Bang 1.
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Bang 1: Thang do cac nhan té trong mé hinh nghién cuu

Ky hiéu Noi dung Ngudn
QS Chat lugng dich vu
QS1 Cong ty cam két thuc hién ding tién d¢ cung cdp hang hoa Wang va cong su; Yil-
maz va cong sy 2122
QS2 Nhan vién tu vin ban hang ctia cong ty c6 tac phong chuyén nghiép
QS3 Nhan vién cong ty ludn cam két chinh xac thoi gian da dua ra
Qs4 Nhan vién tu vin ban hang ¢ day du kién thiic san phdm dé tu vin
cho khach hang va tra 16i cac cdu hdi nhanh chéng va chinh xdc nhat
QS5 Nhan vién tu vin ban hang ludn ludn kién tri va san sang gitup 4o
khéch hang
QS6 Nhan vién bén hang ludn thiu hiéu cdc nhu cdu dac biét ctia khach
hang
QS7 Khach hang cam théy tin tudng khi lam viéc v6i nhéan vién tu van
ban hang ctia cong ty
QS8 Xét vé tong thé dich vu tu vn va cung cdp san phdm do cong ty cung
cép dat chdt lugng cao
BR Uy tin thuong hiéu
BRI Uy tin ctia cong ty dua trén tinh hinh thuc té tu vdn va cung cdp sin ~ Wang Yonggui; Belen
phdm Ruiz 162!
BR2 Uy tin clia cOng ty dua trén tinh hinh tai chinh manh hon so véi d6i
thii cing nganh
BR3 D6i voi Anh/Chi Cong ty AB la d6i téc néi tiéng va c6 uy tin cao
trong nganh.
BR4 Y kién ctia céc déi tac trong nganh c6 dnh hudng dén anh/chi, céng
ty AB 12 mot cong ty tot
PR Gid ca san phdm, dich vu
PR1 Chit lugng san phdm, dich vu tuong ting véi miic gia ctia san ph&m.  Anouze va Alamro
PR2 Diéu kién thanh todn linh hoat
PR3 Phan khuc gia ctia cong ty 1a phit hgp véi nhu ciu ctia anh chi
CSR Hoat dong trach nhiém xa hoi
CSR1 Cong ty ludn t6i da hoéa lgi ich cho khéch hang Perez va Bosque >*
CSR2 Lu6n minh bach céc thong tin cung cdp cho khach hang
CSR3 Céc thu tuc trudc va sau ban hang luén don gian d€ phuc vu khich
hang t6t nhat
CSR4 Co céc hoat dong tich cuc dong gop cho cac chuong trinh CSR nhu
ung ho thién tai la lut...
CSR5 Cong ty luon danh gia va do ludng su hai long ctia khach hang
(O Su hai long ctia khach hang
CS1 Cong ty ludn di ddu trong cong tac tim hiéu nhu cdu thi trudng, du  Younes va cong su, '
dodn chinh xdc nhu ciu d€ cung cép san phdm dich vu lam hai long
khach hang
CS2 Sén phdm dich vu nhép khiu doc quyén dan dau thi trudng mang
lai 1oi thé canh tranh cho cong ty do c6 kinh nghiém lau nim
CS3 Cong ty thudng xuyén cdi tién nang cao chét lugng cung cdp san
phim dich vu
Cs4 Cong ty cung cdp san phdm dich vu v6i nhiéu phan khuc khac nhau
dap tng nhu cdu ctia khach hang
CR Su cam két tii cdc mdi quan hé
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Table 1 continued

CR1

CR2

CR3

CR4

CR5

BL

BL1

BL2

BL3

BL4

BL5
BL6

Anh/Chi c¢6 ¥ dinh duy tri m6i quan hé hop tdc lau dai véinhanvién  Neeru va Paul 2

ban hang cong ty

Anh/Chi cam két gan b6 trong mdi quan hé véi nhan vién ban hang
ciing nhu quan hé hgp tdc dai lau véi cong ty

Anh/Chi c6 du dinh mua san ph&m dich vu ctia cong ty vi mdi quan
hé than thiét lau ndm véi nhan vién ban hang cta cong ty

Anh/Chi rat vui va hai khi nhin dugc phan héi khi st dung san phdm
dich vu ctia cong ty

Khi ¢ nhu cdu vé€ sdn phdm dich vu anh/chi chi lién hé v6i nhian
vién lam viéc trudc d6

Long trung thanh thuong hiéu

Viéc lya chon hgp tdc v6i cong ty 1a su lua chon ding Liang va cong s
Anh/Chi rét thich cac sin phdm dich vu do cong cong ty cung cdp

1.126

Anh/Chi rét sé gi6i thiéu cac san phdm dich vu do cong ty cung cép

cho céc déi tac, ngudi quen khi ho c6 nhu cau

Anh/chi s&n long stt dung cdc san phdm dich vu khédc ma cong tysé ~ Yilmaz va cong su;

cung cip trong tuong lai Kassim va Abdul-
lah 22,27

Khi c6 nhu cau vé€ san phdm dich vy, Cong ty la lya chon déu tién

Hau hét ngudi quen, hodc du 4n anh chi biét déu stt dung san phdm

cong ty

Nguon: Tac gia tong hop (2023)

( ~
Chét lvong dich vu Com Rt 1 odic
Q) moi quan hé
) g (CR)
H1+
4 ~
Uy tin thuong hiéu H6+
BR
N B ) | H2* 30 18 ) Long trung
Su hai long v !
ach ha thanh thuong
r ~ khéch hang (CS) "
Gi4 ca sin pham H3- J| H5+ hiu (BL)
dichwvu(PR) [
S J
H4+

Trach nhiém xa héi
(CSR)

Hinh 1: M6 hinh nghién ctu dé xuat. Nguén: Tac gia (2023)
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C& mau

Hair va cdng sy (2014) cho ring ¢& mau t6i thiéu nén
theo ty 1é 5:1 va ly tudng nén theo ty 1 10:1 hodc 15:1.
Kich ¢ mau ly tudng vdi ty 1é bién quan sat / bién do
ludng 13 10:1, nhu vy s6 mau cin la 35 x 10=35028,

Phuong phap phan tich dirliéu

Phén tich Cronbach’s Alpha nham loai bo cdc bién ¢
hé s6 tuong quan nho khong phtthgp. Phan tich nhan
t6 kham phd EFA loai bo hé s6 tdi nho va kiém tra téng
phuong sai. Thang do sé dugc hoan chinh va dua vao
phan tich nhan t8 khéng dinh CFA va kiém dinh mé
hinh c4u tric tuyén tinh SEM d€ kiém dinh d6 phu
hgp ctia mo hinh.

KET QUA NGHIEN CUU VA THAO
LUAN

Théng ké mé ta mau nghién cuu

Maiu nghién ctiu dugc phan loai theo co cdu mo6 ta nhu
sau:

Theo nhém gidi tinh: Nhom gidi tinh ni chiém
67,2%, nhom gidi tinh nam chiém 30,3%, va nhom
tra 16i khac vdi 2,5%

Theo nhom d6 tudi: nhom tudi tif 22 tudi dén dudi
35 tudi chiém da s& t&i 33,9%, nhédm tudi 35 tudi dén
duéi 45 tudi chiém 28,3%. Tiép theo la nhom khich
hang & d6 tudi 18 dén dudi 22 tudi chiém 24,6% va
nhoém khach hang & d6 tudi trén 45 tudi chiém ty 1é
thép nhét 13,2%

Theo nhém trinh d§ hoc van: Két qua khéo sit cho
thdy & trinh d¢ dai hoc chiém 58,3%. Trinh d¢ sau
dai hoc chiém 22,7%. Trinh d¢ trung cdp - cao ding
va nhom khéc cling chiém ty 1é tuong duong nhau &
mobi nhém chiém 9,5%.

Theo nhém nghé nghiép: Dii liéu khao sit cho thdy
& vi tri pho trudng phong chiém ty 1é 38,7%, tiép theo
nhom nhén vién chiém ty 1¢ 31,9%. Gidm déc - chu
doanh nghiép chiém ty 1¢ 21,8%. Nhém chiém ty 1é
thép nhdt la nhém tra 16i khac chi 7,6%.

Theo nhém thu nhép: D liéu khéo sat 6 4 nhom thu
nhap v6i két qua nhém thu nhép duéi 15 triéu chiém
ty 1é 17,6%, nhom ti 15 dén dudi 25 triéu la 23,0%.
Nhém thu nhép 25 dén duéi 35 triéu 1 28,9%. Nhom
trén 35 triéu chiém 30,5%. Két qua tdng hgp dugc
trinh bay & Bang 2.

Két qua kiém dinh d6 tin cay thang do

Sau khi loai bo cac bién quan sat khong thoa man (co
hé s6 tuong quan <0,3) véi cac bién QS8, QS3, BL1,
BL4, CSR5. Nhu vy sau loai 5 bién quan sat, va cho
két qua kiém dinh d¢ tin ciy céc thang do trong mo
hinh dugc trinh bay cu thé trong Bang 3.
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Két qua kiém dinh nhan té kham pha EFA
Kiém dinh nhé4n t6 kham pha EFA & Bang 4 cho
thdy ma tran xoay nhén t6 cho ra 26 xu huéng. Tuy
nhién chi c6 6 xu hudng la 16 rang véi Eigenvalues
la 1,318>1 (hé s6 chdn >1) va 6 xu hudng nay la 6
nhén t6 anh hudng dén long trung thanh thuong hiéu
trong mo hinh nghién ctiu va cung nhau giai thich
dugc 72,289%. Két qua nay cling trung khép véi gia
thiét ban dau mo6 hinh nghién ctiu gém 6 bién. Hé s6
KMO0=0,896>0,5, vugt qua kiém dinh Bartlett & miic
y nghia sig= 0,000 (0% sai s6). Do vay bo dit liéu trong
nghién ctiu nay la phtt hop d€ thuc hién phén tich
EFA. Dong thoi ma tran xoay nhén t6 cho théy gid tri
hoi tu ctia cac thang do déu >0,5 va cac thang do hoi tu
vé chinh nhém ctia minh va hinh thanh nén cic nhan
t6, diéu nay cé y nghia khong hinh thanh cdc nhom
nhan t6 mai khac véi d€ xuit ban ddu trong moé hinh
nghién cuiu.

K&t qua phan tich nhan t6 khang dinh CFA
Két qua CFA cho thdy mo hinh dat dugc do tuong
thich véi di liéu: Chi-square = 691,329 véi P-value
= 0,000; Chi-square/df = 1,942(<2); va céc chi s6
GFI = 0,883; TLI = 0,942>0,9; CFI = 0,950>0,9; RM-
SEA = 0,051<0,06. Diéu nay cho thdy rang cdc thang
do trong mo hinh nghién ctu phu hgp véi di liéu
khao sat thuc t€ thi truong. T4t ca cic thang do vé
long trung thanh thuong hiéu déu c6 CR >0,7 va
A.V.E>0,5 trinh bay & Bang 5 thoa man cac diéu kién
nghién cttu dinh lugng dat gid tri phan biét va du diéu
kién kiém dinh mé hinh nghién ctiu ciing nhu céc gia
thuyét nghién ciu.

Két qua kiém dinh va gia thuyét nghién cuu
Két qua SEM cho thiy moé hinh dat dugc d¢ tuong
thich véi dit liéu thi trudng. Chi-square=573,574 v6i
P-value=0,000; Chi-square/df=2,713<3 GFI=0,887;
TLI = 0,935>0,9; CFI = 0,943>0,9; RMSEA =
0,057<0,06 nhu trong Hinh 2. Nhu vy néu chua chiu
su tac dong ctia bién diéu tiét cam két tlii cic mdbi quan
hé (CR) mo hinh dat d¢ tuong thich va phut hop véi
dii liéu thi truong.

Két qua phan tich tic dong cia bién diéu
ti€t cam két tir cic méi quan hé

Trong mo hinh nghién ctiu bién cam két ti cic moi
quan hé c6 tac dong lam thay ddi qud trinh ti sy hai
long khach hanh thanh long trung thanh thuong hiéu.
Két qua phan tich trén phdn mém AMOS cho két qua
nhu trong Hinh 3.

Két qua cho thdy méi quan hé gita INT lén bién
ZBL c6 y nghia théng ké véi muc y nghia P-
value=0,039<0,05 nhu vy CR c6 tic dong chuyén do6i
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Bang 2: Théng ké mé ta theo nhan khau hoc

Pic diém mo ta S6 lugng Phan tram
(Nguoi) (ty trong / %)
Giéi tinh N 240 67,2
Nam 108 30,3
Khéc 9 2,5
Do tudi 18 tudi dén dudi 22 tudi 88 24,6
22 tudi dén dudi 35 tudi 121 33,9
35 tudi dén dudi 45 tudi 101 28,3
Trén 45 tudi 47 13,2
Trinh do hocvin  Trung cép, cao déng 34 9,5
Pai hoc 208 58,3
Sau Pai hoc 81 22,7
Khéc 34 9,5
Nghé nghiép Nhan vién 114 31,9
Pho - Trudng phong 138 38,7
Gidm d6c - Chtt doanh nghiép 78 21,8
Khac 27 7,6
Thu nhap Dudi 15 triéu 63 17,6
Tu 15 triéu dén dudi 25 triéu 82 23,0
Tu 25 triéu dén dudi 35 triéu 103 28,9
Trén 35 triéu 109 30,5
Nguén: Tic gia (2023)
Bang 3: Két qua kiém dinh danh gia dé tin cay thang do
Ky Thang do trong mo6 hinh ~ Hé s6 S$6 lugng bién Bién quan sat phit hgp
hiéu nghién ciu Cronbach’s quan st ban
At dau S6 lugng Ty 1é %
QS Chat lugng dich vu 0,910 8 6 75%
BR Uy tin thuong hiéu 0,883 4 4 100%
PR Gid ca san phidm, dichvu 0,873 3 3 100%
CSR Hoat dong trach nhiém 0,865 5 4 80%
xa hoi
CS Su hai long khach hang 0,857 4 4 100%
CR Su cam két tii cdc mdi 0,873 5 5 100%
quan hé
BL Long trung thanh 0,832 6 4 67%

thuong hiéu

Nguon: Tac gia (2023)
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Bang 4: Két qua phan tich EFA

Ky hiéu bién  Hé s6 KM0=0,896>0,5, Sig=0,000
quan sat

Nhan t6

1(QS) 2 (CR) 3 (BR) 4 (CSR) 5 (CS) 6 (PR)
Qs2 0,849
QS7 0,809
QS4 0,790
QSs6 0,758
QS5 0,741
QS1 0,730
CR1 0,875
CR4 0,865
CR3 0,816
CR5 0,645
CR2 0,507
BR3 0,836
BR1 0,826
BR2 0,818
BR4 0,761
CSR1 0,840
CSR2 0,839
CSR3 0,763
CSR4 0,742
CS1 0,784
CS3 0,764
CS2 0,758
CS4 0,712
PR2 -0,865
PR1 -0,848
PR3 -0,789

Eigenvalues =1,318>1; T6ng phuong sai trich = 72,289% > 50%

Nguon: Tac gia (2023)
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Bang 5: Phuong sai trich A.V.E va d6 tin cay téng hop C.R cac thang do

Ky Thang do S6biénquansit Hé s6 tin cdy Phuong sai Két luan
hiéu ténghop - CR  trich trung
binh - A.V.E
BL Long trung thanh thuong 4 0,832 0,555 Thang do dat d9 tin
hiéu cay
QS Chat lugng dich vu 6 0,911 0,630
CR Cam két tit cic m6i quan 5 0,901 0,697
hé
BR Uy tin thuong hi¢u 4 0,887 0,665
CSR Trach nhiém xa hoi 4 0,865 0,628
CS Su hai long khéch hang 4 0,857 0,600
PR Gid c& san phiam dich vu 3 0,877 0,704

Nguon: Tac gia (2023)

Chi-square=573.574 ; df=264 ; P=.000
;Chi-square/df=2.173
;GFI=.887 ; TLI=.935 ; CFI=.943

69 ;RMSEA=.057
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Hinh 2: K&t qua phan tich SEM ctia mé hinh (chua c6 tac dong cia bién diéu tiét) (Nguoén: Tinh toan ti dit liéu
khaosat cua tac gia (2023))

Bang 6: K&t qua kiém dinh tac dong chia bién diéu tiét

Méi quan hé Hé s6 u6c Do léch chuln (S.E.) Gid tri t6i han Mic y nghia (P-
luong (C.R) value)

ZBL <— ZCS 0,349 0,060 5,833 e

ZBL <— ZCR 0,187 0,057 3,308 b

ZBL <— INT 0,076 0,037 2,060 0,039

Nguon: Tinh todn ti; dit liéu khdo sdt (P=***=0,000)
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Hinh 3: K&t qua phan tich tac dong clia bién diéu
ti€t. Nguén: Tinh toan tir dir liéu khao sét cla tac
gia (2023)

ti CS thanh BL va vé6i hé s6 hoi quy u6c lugng 0,076
mang déu duong gidi thich ring khi ting cam két tu
cac moi quan hé (CR) lén 1 don vi thi sé tac dong
tang chuyén déi tii sy hai long (CS) thanh long trung
thanh thuong hiéu (BL) 0,076 don vi. Hay ndi cach
khac bién diéu tiét cam két tif cic mdi quan hé ting
1én sé c6 tac dong tich cyc 1én sy chuyén d6i ti sy hai
long khach hang thanh long trung thanh thuong hiéu.
Gia thuyét H6 dugc chédp thuin, két qua trinh bay &
Bang 6.

Thao luédn két qua nghién ciu

V6i két qua 72,289% long trung thanh thuong hiéu
trudng hgp doanh nghiép thué ngoai dugc giai thich
ti 6 yéu t6 tac dong bao gdm: Chit lugng dich vu, uy
tin thuong hiéu, gia ca san phdm dich vy, trach nhiém
xa hoi, sy hai long khach hang va cam két tu cadc méi
quan hé (do tin cay 95%). Két qua kiém dinh m6 hinh
ly thuyét cho théy cac gia thuyét nghién ctiu bao gém:
Chit lugng dich vu cé hé s6 beta=0,269 tic dong
dén sy hai long khich hang va chuyén d6i thanh
long trung thanh thuong hiéu c6 két qua phu hgp
v6i nghién ctiu trude day nhu nghién ctiu ctia Vinita
Kaur va cong su; Nguyén Thi An Binh; Tran Pic
Thing 1113,

Uy tin thuong hiéu va su hai long khach hang c6 hé
s6 beta 14n lugt 14 0,163 va 0,673 c6 tac dong tich cuc
dénlong trung thanh thuong hiéu va c6 két qua tuong
tu v6i nghién ctu trudce ctia tac gid Vi Thi Minh Hién
va cong sy, Bui Nhéit Vuong va cong su, Nguyén Thi
Dugdc, Ya g & Chao, Nguyén Thi An Binh, Tran Pic
Thing +10:13:19.29.30

Trach nhiém x4 hoi c6 hé s6 beta=0,015 tic dong dén
long trung thanh thuong hiéu la phi hgp véi cac két
qua nghién ctiu cia Bui Nhét Vuong va cong su; Tahir
Islam va cong su; Nguyén Thi Dugc Lé Thuiy Huong
va Ping Anh Minh; Nguyén Thi An Binh 131829731,
Cam két tli cdc mdi quan hé c6 beta=0,076 tac dong
tich cuc chuyén déi tu sy hai long thanh long trung
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thanh thuong hiéu diéu két qua nay khac biét so véi
nghién ctu ctia Tran Diic Thang trong linh vyc ngan
hang!.

Gia ca sian phdm c6 hé s6 beta=-0,188 c6 y nghia tic
dong ngugc chiéu dén long trung thanh thuong hiéu
két qua nghién ctiu pht hgp véi nghién ctiu trude day
nhu nghién ctu ctia Anouze va Alamro, Nguyén Thi
An Binh, Vinita Kaur va cong sy ! 1323,

Dong thai Bootstrap véi uée lugng ¢& mau N=1000
6 lugng mau ldp lai, tri tuyét d6i cta gid tri téi han
C.R clia cac cdp moéi quan hé <1,96, mtic y nghia p-
value >0,05 két qua c6 ¥ nghia thdng ké & muc tin cdy
95%. Nhu vay, c6 thé khang dinh u6c lugng trong
mo hinh nghién ctiu la ding tin cay. Két qua nghién
ctiu phtt hgp véi cac cong trinh nghién ctiu true day
nhu nghién ctu cta Nguyén Thi Dugc, Nguyén Thi
An Binh, Tran Dtic Thing 1,13,30,

KET LUAN VA HAM Y QUAN TRI

Két qua nghién ctu cho thdy cic yéu t&: chit lugng
dich vy, uy tin thuong hiéu, gid ca san phdm dich vy,
trdch nhiém x4 hoi tdc dong dén sy hai long khach
hang c6 y nghia vé mit thong ké dong thai cac thang
do dam bao dugc sy tin cdy. Bén canh d6 cho théy vai
tro ctia yéu t6 cam két tit cic moi quan hé tac dong
chuyén dai tit sy hai long khach hang thanh trung
thanh thuong hiéu. Piéu nay gitp cho doanh nghiép
6 thé nhan biét dugc nhiing yéu t6 nao tic dong dén
su hai long khach hang va long trung thanh thuong
hiéu, tit d6 giip cho nha quén tri trong qué trinh
hoach dinh va x4y dung dugc chién lugc thu hut va
giti chan khach hang.

Cam két tit cdc md8i quan hé c6 tac dong chuyén doi
tich cuc tu sy hai long khach hang thanh long trung
thanh thuong hiéu. Két qua nghién ctiu cho thay vai
tro ctia yéu t6 diéu ti€t cam két tli cic moi quan hé tai
thi trudng Viét Nam khi lam viéc v6i cac d6i tac Nhat
Ban, Han Quéc, My va cac nudc Chau Auma & d6 cho
théy rdng cdc khich hang cam két gdn bé véi doanh
nghiép bdi ho hai long véi cdc moi quan hé ho dang
¢6 v6inhén vién va chinh doanh nghiép. R6 rang yéu
t0 mang tinh chdt “quan h¢” hay mang tinh chét than
quen dang dan trd thanh yéu t6 ma doanh nghiép hét
stic quan tam vi thé doanh nghiép cin phai duy tri
dugc mot doi ngit nhan vién lau nam va trung thanh,
hiéu 16 vé doanh nghiép, vé san phdm dich vy cing
nhu céc khach hang ma nhéan vién 4y dang lam viéc.
Viéc nhan vién nghi viéc rdi bo doanh nghiép sé lam
cho doanh nghiép mét di mot lugng 16n khach hang
thén thiét v6i chinh nhén vién 4y ciing nhu tao diéu
kién cho chinh déi tha canh tranh khi ho tuyén dung
chinh nhén vién ctua doanh nghiép.
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Doanh nghiép cin c6 nhiing chinh sach thu hut va
gili chan ngudi lao dong bai vi viée git chan ngusi
lao dong béng cic chinh sach luong thuéng, chinh
sach phuc lgi cing chinh 14 git chin khach hang lau
ndm. Thong qua cac hoat dong nhu teambuilding, cac
hoat dong doan thé nhim gin két cac nhan vién thic
d4y nhén vién gdn bé véi doanh nghiép, tit d6 ning
cao niém ty hao thuong hiéu cho mdi nhan vién giap
nhén vién cé nhiing hoat dong cham s6c khach hang
hoat dong dich vu ciing dugc nang cao hon.

Trong xu thé thi truong canh tranh hién nay cting véi
su phat trién vugt bac ctia khoa hoc ky thuét nhung
ro rang tai thi trudng Viét Nam yéu t6 cam két tii cac
moi quan hé vin déng vai trong trong viéc chuyén déi
tac dong tii su hai long khach hang thanh long trung
thanh thuong hiéu.

Mic du bai nghién ctiu c6 y nghia vé mét khoa hoc va
vé mit thuc tién, tuy nhién nghién ciu ciing c6 nhiing
han ché nhu sau:

Thit nhat 1a s6 lugng nghién ctiu, miu thu thép trong
pham vi thoi gian thu thip ngén pham vi bo hep trong
khu vgc TPHCM vé6i quy m6 mau han ché boi vi
pham vi khong gian nghién ctiu khic nhau sé khac
nhau vé cdc tip quan, cac hanh vi, cic mdi quan hé
ciing sé khac nhau.

Tht hai 1a nghién cttu nay chi nghién ctiu cac yéu t6
tac dong dén long trung thanh thuong hiéu khach
hang trong pham vi nganh hang thué ngoai véi thi
trudng ngach va cé thé con cé cac yéu td khac tac
dong ma chua dugc tac gia dé cap. Ngoai ra c6 yéu
t6 néu khach hang doanh nghiép ti Nhat Ban, Han
Qudc sé c6 nhiing yéu té va vai tro khac nhau so véi
céc khéach hang la cdc doanh nghiép My, Chau Au
va chinh khach hang Viét Nam cho thi truong Viét
Nam. Vi vdy cdn c6 cac nghién ctu khac danh gia
xem xét cdu truc da nhom khéach hang theo gidi tinh,
theo nghé nghiép va thai gian hgp tac. Cudi cling can
nghién cttu va lam r6 long trung thanh theo hanh vi
va long trung thanh thai do.

DANH MUC TU VIET TAT

ODA: Official Development Assistance (Von hgp tac
phat trién chinh thuic)

FDI: Foreign Direct Investment (Pau tu truc tiép
nudc ngoai).

XUNG DOT LOI iCH

Nhém téc gia xin cam doan rang khong co bét ky xung
dot lgi ich nao trong cong bé bai bao

DONG GOP CUA CACTACGIA

Tac gid Lé Thanh Tiép chiu trach nhiém n¢i dung
phan Dt vin dé, Co s 1y thuyét, Phuong phap nghién
ctiu, Két ludn va ham y quan tri.

Tac gia Cao Thi Hoai chiju trach nhiém mét phan vé
ndi dung Co s6 ly thuyét va phan Két qua nghién ctiu
va théo luan.

TAILIEU THAM KHAO

1. Thang TD. 'Nghién ctu ve.., Luan an Tién si dH Kinh t€ Quéc
dan, Ha noi; 2015;.

2. Thinh NQ, Tri Thuong GTQ. Hiéu, Ha néi: NXB théng Ké; 2018.
p.15;.

3. AM Association. Dictionary of marketing terms. 2nd ed.
Chicago: NTC Business Books; 1995;.

4. Khizindar TM, et al. An empirical. Br J Mark Stud. 2015;.

5. Amin SM, Ahmad UNU, Hui LS. Factors contributing to cus-
tomer loyalty towards telecommunication service provider.
Procedia Soc Behav Sci. 2012;40, no. (3):282-6;Available from:
https://doi.org/10.1016/j.sbspro.2012.03.192.

6. Budianto A. Customer loyalty: quality of service. J Manag
[review]. 2019;3(1):299-305;Available from: https://doi.org/10.
25157/jmr.v3il1.1808.

7. Tang WG, Vandenberghe C. Is affective. J Vocat Behav.
2020;119(4):103411;Available from: https://doi.org/10.1016/j.
jvb.2020.103411.

8. Jones T, et al. Commitment to a friend, a service provider,
or a service company-are they distinction worth making. J
Acad Mark Serv. 2008:473-87;Available from: https://doi.org/
10.1007/s11747-008-0107-z.

9. OR.L.Whence customer.J Maketing. 1999;63(4):33-4;Available
from: https://doi.org/10.2307/1252099.

10. Yang, Chao. How. Taylor Francis Online. 2017;17:679-
707;Available from: https://doi.org/10.1080/23249935.2017.
1321696.

11. Kaur, et al. Service quality. Int J Bank Mark. 2015;.

12. Youness A, et al. An examine. Interantional J Bus Soc Sci.
2013;4(10):142-9;.

13. Binh NTA. 'Nghién ctu nhan t6 dnh hudng long truing thanh
khach hang.., Luan an Tién si, dH Kinh Té Quéc dan, Ha Noi;
2016;.

14. Makanyeza C, Chikazhe L. Mediators of. J Bank Mark. 2017;.

15. Ofori KS, Boakye K, Narteh B. Factors influencing consumer
loyalty towards 3G mobile data service providers: evi-
dence from Ghana. Total Qual Manag Bus Excell. 2018;29(5-
6):580-98;Available from: https://doi.org/10.1080/14783363.
2016.1219654.

16. Ruz B, Grarcia JA, Revilla AJ. Antencedents and consequences
of bank reputation: a comparison of United Kingdom an
Spain. Inetenational Mark Rev. 2016;33(6):781-805;Available
from: https://doi.org/10.1108/IMR-06-2015-0147.

17. Raza, et al. An assessments of. PLS-SEM. 2020:1337-
70;Available from:  https://doi.org/10.1108/MRR-08-2019-
0341.

18. Islam T, Islam R, Pitafi AH, Xiaobei L, Rehmani M, Irfan M,
et al. The impact of corporate social responsibility on cus-
tomer loyalty: the mediating role of corporate reputation,
customer satisfaction, and trust. Suitainable Prod Consump-
tion. 2021;25:123-35;Available from: https://doi.org/10.1016/j.
spc.2020.07.019.

19. Vi ThiMinh Hién va cong su. Danh gia su hai long Tap chiKinh
té€ & Kinh Doanh, vol. 1, pp. 56-9, 2023;.

20. Omoregie OK, Addae JA, Coffie S, Ampong GOA, Ofori KS. Fac-
tors influencing consumer loyalty: evidence from the Ghana-
ian retail banking industry. Int J Bank Mark. 2019;37(3):798-
820;Available from: https://doi.org/10.1108/IJBM-04-2018-
0099.

21. Wang Yonggui, Lo H, Hui YV. The antecedents of ser-
vice quality and product quality and their influences on
bank reputation: evidence from the banking industry in
China. Manag Serv Qual Int J. 2003;13(1):72-83;Available
from: https://doi.org/10.1108/09604520310456726.doi:
10.1108/09604520310456726.https://doi.org/10.1108/
09604520310456726.

4726


https://doi.org/10.1016/j.sbspro.2012.03.192
https://doi.org/10.25157/jmr.v3i1.1808
https://doi.org/10.25157/jmr.v3i1.1808
https://doi.org/10.1016/j.jvb.2020.103411
https://doi.org/10.1016/j.jvb.2020.103411
https://doi.org/10.1007/s11747-008-0107-z
https://doi.org/10.1007/s11747-008-0107-z
https://doi.org/10.2307/1252099
https://doi.org/10.1080/23249935.2017.1321696
https://doi.org/10.1080/23249935.2017.1321696
https://doi.org/10.1080/14783363.2016.1219654
https://doi.org/10.1080/14783363.2016.1219654
https://doi.org/10.1108/IMR-06-2015-0147
https://doi.org/10.1108/MRR-08-2019-0341
https://doi.org/10.1108/MRR-08-2019-0341
https://doi.org/10.1016/j.spc.2020.07.019
https://doi.org/10.1016/j.spc.2020.07.019
https://doi.org/10.1108/IJBM-04-2018-0099
https://doi.org/10.1108/IJBM-04-2018-0099
https://doi.org/10.1108/09604520310456726. doi: 10.1108/09604520310456726. https://doi.org/10.1108/09604520310456726
https://doi.org/10.1108/09604520310456726. doi: 10.1108/09604520310456726. https://doi.org/10.1108/09604520310456726
https://doi.org/10.1108/09604520310456726. doi: 10.1108/09604520310456726. https://doi.org/10.1108/09604520310456726

Tap chi Phdt trién Khoa hoc va Céng nghé - Kinh té-Ludt va Quan Iy 2023, 7(3):4716-4728

22.

23.

24,
25.

26.

Yilmaz, et al. Investigating. Int J Bank Mark. 2017;36(3):423-
40;Available from: https://doi.org/10.1108/TJBM-02-2017-
0037.

Anouze ALM, Alamro AS. Factors... Int J Bank Mark.
2019;38(1):86-112;Available from:  https://doi.org/10.1108/
IJBM-10-2018-0271.

Perez, et al. The effect. Sustain Dev. 2014,27(3):304-11;.

Neeru & Paul, The effects Journal of Marketing Services
- 1999;13(2):151-70;Available from: https://doi.org/10.1108/
08876049910266059.

Liang D, Ma Z, Qi L. Service quality and customer switching
behavior in China’s mobile phone service sector. J Bus Res.
2013;66(8):1161-7;Available from: https://doi.org/10.1016/j.
jbusres.2012.03.012.

. Kassim N, Asiah Abdullah N. The effect of perceived

4727

28.
29.

30.
31.

service quality dimensions on customer satisfac-
tion, trust, and loyalty in e-commerce settings. Asia
Pac J Mark Logist. 2010;22(3):351-71;Available from:
https://doi.org/10.1108/13555851011062269.

Hair, et al. Multivariate data analysis. Peason. NJ, 2014;.

Bui Nhat Vuong va Cong su. Tac dong clia trach nhiém xa hoi
cla doanh nghiép dén long truing thanh khach hang: bang
chiing thuc nghiép tai cac hang hang khoéng gia ré tai TPHCM
Tap Chi Quan ly Kinh té, p. 153, 2023;Available from: https://
doi.org/10.31219/0sf.io/msv5k.

Dugc NT. Tac dong ctia CSR. Tap Chi Céng Thuong. 2018:5-6;.
Huong LT, Anh DM. Anh huéng ctia CSR dén su hai long clia
khach hang Tap chi khoa hoc & Cong nghé, vol. 44, pp. 120-5,
2018;.


https://doi.org/10.1108/IJBM-02-2017-0037
https://doi.org/10.1108/IJBM-02-2017-0037
https://doi.org/10.1108/IJBM-10-2018-0271
https://doi.org/10.1108/IJBM-10-2018-0271
https://doi.org/10.1108/08876049910266059
https://doi.org/10.1108/08876049910266059
https://doi.org/10.1016/j.jbusres.2012.03.012
https://doi.org/10.1016/j.jbusres.2012.03.012
https://doi.org/10.1108/13555851011062269
https://doi.org/10.31219/osf.io/msv5k
https://doi.org/10.31219/osf.io/msv5k

Science & Technology Development Journal - Economics - Law and Management 2023, 7(3):4716-4728 Research Article
8 Open Access Full Text Article

Study factors affecting brand loyalty of customer in distributor in
ho chi minh city - the role of moderating variable commitment
from relationships

Thanh Tiep Le", Cao Thi Hoai

ABSTRACT
The objective of the study is to determine the factors affecting customer satisfaction with the brand
AL in the case of outsourcing enterprises, and at the same time evaluate the role and impact of the
Use your smartphone to scan this moderating variable "Commitment from the relationship”. Based on qualitative research includ-
QR code and download this article ing expert discussion, group discussion, research model and research hypotheses are proposed.

The quantitative study used SPSS and AMOS software version 22.0 to analyze descriptive statistics,
check scales, analyze EFA, test CFA, test models. Through a survey of customers with an estimated
500 other customers who have been working and cooperating with outsourced businesses in Ho
Chi Minh City, after correcting the removal of invalid survey votes from the data of 421 customers
participating in the survey, 357 survey votes have appropriate results. The study uses a data set
with a sample size of 357 analysis progress samples. Research results show that there are 6 factors
affecting brand loyalty to outsourced businesses. In which, there are 3 factors that directly affect
customer satisfaction and convert into brand loyalty in decreasing order as follows: (1) Service qual-
ity, (2) Brand reputation, (3) Social responsibility, and factor (4) Price of products and services has
the opposite effect. Mediators (5) Customer Satisfaction and Regulatory Variables (6) Commitment
from relationships plays a role in transforming customer satisfaction into brand loyalty.

Key words: outsourced business, customer satisfaction, service quality, brand trust, corporate
social responsibility, commitment from relationships
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	Thương hiệu
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