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TOM TAT

Su phét trién clia nén kinh té theo co ché thj trudng da téc dong 16n vao su phat trién clia cac do
thi. Su gia tdng dan s nhanh chéng va viéc di chuyén dan cu vé cac thanh phd Ién kéo theo hé
qua vé nhu cau nha tang cao. Nhu cau nha & cho ngudi dan & cac thanh phé 16n néi chung va
trén dia ban Thanh phé HS Chi Minh néi riéng, cang tré nén cép bach. Bac biét la nha chung cu do
quy dat clia cac dia phuong cé gidi han. Cac tiéu chi danh gia su hanh vi sau khi mua nha chung
cu clia ngudi tiéu dung la yéu té ma cac cong ty, doanh nghiép dang rat quan tam. Nghién cdu
dugc thuc hién nham tim hiéu va kiém dinh méi quan hé nhan qua gita céc yéu td thanh phan
clia nhan thuc rdi ro, nhan thic chét lugng va su hai ldng va hanh vi sau khi mua nha chung cu.
Nghién ctu str dung mé hinh phuong trinh cdu tric (SEM) dé phan tich 412 mau la khach hang
da mua can hé chung cu tai Thanh phé HE Chi Minh. K&t qua nghién cu cho thay hanh vi sau khi
mua nha chung cu chiju tac dong truc tiép ti su hai long va gian tiép tir cac yéu to: nhan thic chat
lugng, nhan thuc rai ro, vi trf, dich vu hau mai, gid ca, hinh anh thuong hiéu. Tt dé, nhém téc gid
dua ra nhiing khuyén nghi nham nang cao su thdo man ctia khach hang tadc déng dén hanh vi sau
khi mua nha chung cu.
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hang, chung cu

TONG QUAN NGHIEN CUU

Nén kinh té Viét Nam da c6 nhiéu bién chuyén tich
cuic tit sau khi d6i mdi. Kinh t€ phat trién kém theo sy
gia ting miic séng clia ngudi dan, dic biét tai Thanh
phd 16n nhu H6 Chi Minh nén nhu cdu nha & ngay
cang tang. Thi trudng bat dong san Viét Nam hinh
thanh va nhanh chéng phiét trién cung cdp hang loat
céc san phdm cho ngudi dan. Tuy nhién, thi trudng
bat dong san cling dang trai qua thoi ky kho khin véi
khéi lugng hang ton kho 16n va stic mua giam. Viéc
doanh nghiép kinh doanh bat dong san c6 ton tai hay
khong phu thudc vao viéc diéu chinh san phdm phu
hgp véi thi trudng va nhanh chdng tiéu thu s6 san
phdm nay. Thoi gian vita qua thi trudng nha & trén
dia ban thanh phd dang gép rat nhiéu khé khan. Cac
du 4n cén hd chung cu cao cdp, hang trung trén dia
ban thanh phé tam ngung thi cong hodc thi cong véi
toc do rat cham khong ban giao dugc hang nhu dy
tinh. Cham tién d6 gay mat long tin cho ngudi tiéu
dung. Nhiing dién bién x4u trén thi trudng bit dong
san ndi chung va thi truéng cdn hg chung cu néi riéng
gan diy nhu vu chay Chung cu Carina Plaza, quin
8 (TPHCM) lam 13 ngudi chét, hang chuc nguai bi
thuong, nhiéu tai san c6 gid tri 16n clia ngudi dan bi
tiéu hlty va 1 toa nha cia chung cu nay hu hong ning.

Véi cac thong tin bat 1¢i trén, ngudi mua nha va nha
dau tu da quay mdt v6i phan khic chung cu, tim t6i
dat nén, khién phan khuc d4t nén 1én con s6t khap cac
quén, huyén ctia TPHCM. Diéu nay mot 1an niia ddy
céac cha ddu tu cac chung cu nay vao thé khé khén.
Mbt nghién ctiu ctia Lin! da chi ra ring cac yéu t6
anh hudng dén y dinh mua can ho ctia khach hang tai
Bangkok goém: yéu t6 tai san, yéu t6 tiéu ding, yéu
t6 nhén thic, yéu t6 tai chinh. Tai Trung Quéc, Luo
va James? di dua ra két qua ring: Nhém tham khao,
nhén thic, hoc hoi, nhan céch la nhiing nhan t8 tac
dong dén hanh vi mua nha & thuong mai cta khach
hang. Dong thoi, mua nha ¢ Viét Nam Nguyén Quang
Thu?® d chi ra cic yéu t6 vin hoa xa hoi, yéu té thudc
tinh san phdm, yéu t6 dnh hudng, thué va thu tuc gidy
to s6 hitu can hd. Trudc xu hudng do, rat can mot
nghién ctu vé cic yéu t6 dnh hudng dén hanh vi sau
khi mua cidn ho chung cu ctia khach hang tai Thanh
ph6 Ho Chi Minh d€ chi ré cdc nhan t6 lién quan va co
cdc dé xudt kién nghi cho céc chti d4u tu, nhim ning
cao sy hai long ctia khach hang.

Sau phén gidi thiéu, nghién ctiu dugc cdu tric gébm
4 phan: Phén 2 trinh bay co s& ly thuyét va m6 hinh
nghién ctiu; phan 3 1a phuong phap nghién ctiu; phin
4 la két qua va thao luan cudi cting la phan 5 két luan
va ham y quén tri.

Trich dan bai bao nay: Binh P T, Na T T T, Pang H H. Cac yéu t8 tac ddng dén hanh vi sau khi mua nha
chung cu cia khach hang tai Thanh phé Hé Chi Minh. Sci. Tech. Dev. J. - Eco. Law Manag.; 6(2):2414-

2426.
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CO SO LY THUYET VA MO HINH
NGHIEN cUU

Khai niém hanh vi ngugi tiéu ding

Hanh vi clia ngudi tiéu dung 13 tién trinh ma mot ca
nhan hay mét nhém lya chon, mua va chép nhén st
dung mot loai san phdm hay dich vu nao d6 nham
thoa man cho nhu ciu va mong mudn ctia ho?. Céc
dinh nghia trén cho thdy hanh vi ngusi mua khong
chi lién quan dén hanh dong cu thé xay ra bai tiing
cd nhéan khi quyét dinh mua va st dung mot san
phdm/dich vy, ma con chiju téc dong bsi nhing yéu
t6 tdm ly va xa hoi anh hudng dén hanh dong nay.
Theo Philip Kotler?, trong marketing, nha tiép thi
nghién ctiu hanh vi nguoi tiéu dung véi muyc dich
nhan biét nhu cAu, s& thich, théi quen ctia ho, cu thé
la xem ngudi tiéu ding mudn mua gi, tai sao ho lai
mua san phim, dich vu d9, tai sao ho mua nhén hiéu
db, ho mua nhu thé ndo, mua & dau, khi ndo mua va
muic d¢ mua ra sao d€ xay dung chién lugc marketing
thic ddy ngudi tiéu diing mua sdm san phdm, dich vu
ctia minh.

Nghién ctiu hanh vi ngudi tiéu dung hién nay con
vugt xa hon cac khia canh noi trén. D9 13, cdc doanh
nghiép tim hi€u xem ngudi tiéu dung c6 nhan thic
dugc caclgi ich ctia san phdm, dich vy ho dd mua hay
khoéng va cam nhan, danh gia nhu thé nao sau khi st
dung san phim, dich vu. Vi diéu nay sé tdc dong dén
nhiing lan mua hang sau d6 ctia ngudi tiéu dung va
tdc dong dén viéc thong tin vé san phidm ctia ho dén
nhiing ngudi tiéu dung khac.

Thuyét hanh déng hop ly (TRA)

DPugc xiy dung va dugc hién chinh mé rong theo thoi
gian tif ddu nhiing nim 70 bai Ajzen & Fishbein ®, mo
hinh TRA cho thy xu hudng tiéu diing la nhén t6 du
dodn tot nhat vé hanh vi tiéu dung. D€ quan tdm hon
vé cac nhan t6 gép phan dén xu huéng mua thi xem
xét hai nhén t6 1a thai d6 va chudn cha quan ctia khach
hang.

Trong mé hinh TRA, thai d0 dugc do ludng béng
nhén thic vé cac thudc tinh ctia san phdm. Ngudi tiéu
duing sé chu y dén nhiing thudc tinh mang lai cac ich
lgi c4n thiét va c6 mitc d6 quan trong khdc nhau. Néu
biét trong 8 ctia cac thudc tinh d6 thi c6 thé du doan
gan dung két qua lya chon ctia ngudi tiéu diing. Nhan
t6 cht quan chuén c6 thé dugc do ludng thong qua
nhiing ngudi c6 lién quan dén ngudi tiéu dung (nhu
gia dinh, ban be, d6ng nghiép,...); nhiing ngudi nay
thich hay khong thich. Trong mé hinh thuyét hanh
dong hop ly thi niém tin ctia méi cd nhan ngusi tiéu
diing vé sin phd&m hay thuong hiéu sé anh huéng dén
thai d6 hudng t6i hanh vi, tic dong dén xu huéng mua
clia ngudi tiéu dung.

2415

Thuyét hanh vi du dinh (TPB)

Dugc phat trién ti ly thuyét hanh dong hop ly, gia
dinh rang mot hanh vi c6 thé dugc du bdo hodc giai
thich béi cac xu huéng hanh vi d€ thuc hién hanh vi
d6. Cac xu hudng hanh vi dugc gia st bao gom cac
nhén t6 dong co ma anh hudng dén hanh vi, va dugc
dinh nghia nhu 14 mic do nd lyc ma moi ngudi ¢
ging dé thyc hién hanh vi d6”.

Thanh phén kiém sodt hanh vi cdm nhé4n phan dnh
viéc dé dang hay kho khan khi thyc hién hanh vi; diéu
nay phu thudc vao sy san c6 ctia cc ngudn lyc va cic
co hoi déthyc hién hanh vi. Ajzen 7 dé nghiring nhan
t6 kiém sodt hanh vi tac dong truc tiép dén xu hudng
thuc hién hanh vi, va néu cd nhan chinh xac trong cam
nhan vé mic d6 kiém soét clia minh, thi kiém sodt
hanh vi con duy bdo c& hanh vi.

Lugc khao cac céng trinh nghién ciu thuc
nghiém lién quan

Theo Philip Kotler® nhic dén trong Mo hinh céc giai
doan cta qua trinh théng qua quyét dinh mua sam,
giai doan hanh vi sau khi mua quyét dinh trang thai
hai long hay khong hailong ctia ngu6i mua déi véi san
phém da mua. Sau khi mua, nguoi tiéu dung sé ki€ém
nghiém mtic d¢ hai long vé san phdm. Néu san pham
théa man nhiing ky vong cta khach hang, ho sé hai
long va c6 4n tugng t6t vé san phdm va thuong hiéu.
Néu c6 nhu cau ho sé tiép tuc mua, gidi thiéu moi
ngudi cung mua. Ngugc lai néu khach hang khong
hai long vé san phdm ho sé c6 nhiing thai d6 tiéu cyc:
tdy chay, kién cdo, doi boi thuong...

Kamal va cong su® da nghién ctiu Cac yéu t6 anh
hudng dén viéc mua nha tai Bangladesh, Tac gia st
dung mo hinh TRA - TPB, chi ra hanh vi ctia con
ngudi duge hinh thanh baéi yéu t6 ndi tai bén trong
clia ¢ nhan dan dén hanh vi ctua ngudsi do, sy lién
quan gitia niém tin, thai d¢, cha y va hanh vi, khach
hang tap trung vao chét lugng dich vu khi ho quyét
dinh mua cian ho.

Luo vi cong su’ chi ra cic yéu t6 anh huéng dén y
dinh mua nha & Nam Ninh Quéng Tay. Két qua cho
thdy c¢6 2 nhom nhan t6 chinh dnh hudng dén quyét
dinh mua nha dugc dua vao mo6 hinh nghién ctu: (1)
cac nhan t8 bén ngoai gém: van hoa, chinh sach caa
nha nudc, cac hoat dong marketing clia cdng ty, anh
hudng ctia nhém tham khéo) va (2) cac nhan t6 bén
trong (gém: nhan thuc, thai d9, su hoc hoi, cam xc,
dong co, nhan céch, 16i s6ng). Két qua nghién ctiu cho
thdy chi c¢6 4/11 nhén t6 anh hudng dén quyét dinh
mua nha, d6 1a: nhom tham khdao, nhén thiic, hoc hoi
va nhan cach.

Nahdi va cdng su 10 nghién ctiu cdc yéu t6 anh hudng
dén ¥ dinh mua bat dong san tai A Rap Saudi, nghién
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cttu da chi ra moé hinh TPB d€ giai thich y dinh mua
bat dong sdn da chi ra rang y dinh mua bt dong san bi
dnh huong béi thai d¢ va chuin muc cha quan trong
khi nhan thic kiém soat hanh vi thi khong, véi thanh
phén chuén muc cha quan c¢6 anh huéng nhiéu hon.
Quyén coéng din khong phai la ngudi diéu hanh méi
quan hé gitta doc lap va ngudi phu thudc. Nghién
ctiu nay cung cip nhiing gi anh hudng dén hanh vi.
Nghién ctiu da chi ra ring tiéu chuén cht quan thai
d6 dugc chip nhan dé giai thich hanh vi mua bat dong
san & A Rép Saudi.

Zhang vi cong syl diéu tra ngusi tré tudi c6 ¥ dinh
mua nha & xanh & Trung Qudc. Nhiing ngudi tré tudi
6 Trung Qudc hau hét déu 13 con mot cta gia dinh,
hon nita vé€ mat tai chinh dugc cha me giup d, ngoai
ra ho dugc gido duc tu tudng. Do d6, d€ do ludng y
dinh mua nha ctia ho, cic yéu t6 co ban la kién thtic
cht quan, khuyén khich chinh phti va méi quan tdm
vé moi trudng. Téng cdng cd bay yéu t6 bao gom thai
do d6i vdi viéc mua nha, chuin myc cha quan, kiém
soat hanh vi nhén thtc, y dinh mua, kién thitc cha
quan, khuyén khich chinh pht va mdi trudng quan
tam.

Céac gia thuyét nghién ciru datra

Nhdn thirc chét luong

Nhan thiic chédt lugng la mot trong nhiing yéu t6
quan trong lam nén su thanh céng ctia chu dau tu,
la sy danh gia ctia khach hang vé uu viét va tinh nang
clia san phim”>'2, Khach hang thudng ddnh gia chit
lugng ctia san phdm dya trén nhiing thong tin c6 san.
Ho c6 hudng tin vao nhiing thong tin c6 san va danh
gid chét lugng ctia san phim tiép sau d6, ho sé dua ra
quyét dinh mua san phdm nay dya trén nhiing niém
tin do.

Nhan thuic chét lugng la yéu td quyét dinh cho khach
hang dua ra quyét dinh, khach hang sé so sanh chat
lugng thd dugc thay thé véi d6 vat lién quan theo ',
Nhén thic chatlugng truc tiép dén uy tin nha san xuit
dua ra san phdm. Tuy nhién trung tdm nghién ctu
chat lugng Qudc Gia dinh nghia rang nhén dinh vé
chit lugng la mot thude do cho bat ky mot san phdm
hay dich vu ndo ma khéach hang yéu cau .

Nhdén thic riiro

Bauer '* 14n d4u tién din chling vé cam nhan rii ro
gom 2 yéu t6 chinh: khong rd rang va két qua khong
ludng trudc duge. Dowling va cong su'® dinh nghia
rti ro nhu la sy chdp nhan ctia khach hang vé sy
khong rd rang va hau qua khong ludng trude khi tham
gia vao mot hoat dong nao do.

Nhan thtc rti ro ciing dugc dinh nghia nhu la mot két
qua khong thuén lgi lién quan dén san phdm hay dich

vu nao do, cdim nhan chu quan 13 mot sy kha thiva da
dang cia 1 giao dich sai 1dm '°. Khach hang sé thich
tha khi ma tra tién cho mot san phdm ¢6 rui ro cao,
khach hang sé c6 gdng giam thiéu rai ro bang cach su
dung nhiéu thoi gian hon d€ tham khao nhu 14 tim
hiéu chit lugng san phdm ddi v6i nhiing ngudi da co
kinh nghiém mua san phim trudc dé.

Vi tri

Theo Elder va Zumpano !” chi ra ring gi4 ctia ddt va
nha & vi tri t6t sé co gia tri nhu la nhiing khu truong
hoc, khu mua sim, tuyén dudng lén. Daly va cong
sy '8 @4 két luan ring vi tri 1a mot yéu t6 anh hudng
chinh trong céc uu tién mua sdm bat dong san & Au-
tralia, Anh va Irel, khoang cach dugc chira nhula mot
yéu t6 anh huéng dén ngusi mua nha trong nghién
ctiu nay, vi du khoang cach dén noi lam viée, truong
hoc, khu mua sdm va nhiing khu trung tdm thuong
mai, khodng cach ti nha dén ché lam 13 mét yéu t6
can nhac 16n khi Iya chon bat dong san d€ dau tu.
Karsten '° néi ring khoang cach tit chd lam thi anh
hudng dén su lya chon ctia ngudi mua nha va cu dan
ctia khu dén cu d6 vi ho khong muén bd quéd nhiéu
thai gian ti nha dén noi lam viéc. Do d6 gia thuyét
sau dugc dé ra:

H1: Vi tri tdc dong duong dén nhan thiic chdt lugng khi
mua chung cu

Dich vu Hau madi
Kim va cong sy’ phén tich ham y ctia hgp dong dua
trén hiéu sudt cho nha san xuét dich vu sau ban hang.
Cu thé, ho tép trung vao thiét ké dich vy hiu mai bao
gom thoi han bao hanh, gid ca, b6 sung phu tung thay
thé va quy tac ho cung cép dich vu vide bing cach gisi
thiéu mot mo hinh dai Iy chinh da tdc vu dé ho trg tai
nguyén phan bé. Theo Solomon?! dich vu hau mai
cling thudng xuyén mo ta van hda ctia mot cty hodc
t6 chtic, n6 néu bat dugc uy tin ma cong ty hoic t6
chiic v6i mot ché d6 hau mai t6t. Kurata?? nghién
ctiu mét tinh huéng ma nha san xuét dua ra bao hanh
co ban mién phi ¢é sdn cho tit ca khich hang mua san
phédm, dich vu hiu mai t6t sé lam hai long khéch hang.
Do d6 gia thuyét sau dugc dé ra:

H2: Dich vy hdu mai tdc dong duong dén nhan thiic
chdt lugng khi mua cdn ho chung cu

Gid ca

Theo Zeithaml '2, thio luan ring khach hang dya vio
gid nhu la mot tin hiéu vé chat lugng trong mot sé
dong san phdm dic la trong nhiing dong san phdm c6
su dao dong vé chit lugng. Vi vay, gid va cdm nhin
chét lugng c6 quan hé véi nhau trong diéu kién khach
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hang dung gié dé khéng dinh vé chét lugng san phdm
ma ho mudn mua. Peterson??, chira rdng tii nhu cau
cua khach hang, gia ca thudng quyét dinh dén viéc
khéch hang c6 thé tit bo giao dich cho mot san phdm
hay mot dich vu trong mot diéu kién lién quan, thém
vao d6 nhiing thong tin vé gia ca da dan t6i su anh
hudng dén thai d¢ ctia khach hang.

Su phu thu¢c vé bién d¢ dao dong ctia gid phu thudc
vao su dao dong cuia chit lugng ctia sin phdm. Mic
gid ctia san phdm giup khach hang c6 thém kién thic
vé nhiing chi tiéu chat lugng hién hiiu trén san phdm.
Do d4, gia thuyét dugc dé xuit nhu sau:

H3: Gid cd tdc dong duong dén nhan thiic chdt lugng
khi mua can ho chung cu

Pong thoi, nhiing nghién ctu trudc day dua ra ly
thuyét ring gid ca ¢ dnh hudng tiéu cuc trong nhan
thtic vé rli ro clia khach hang?%%>. S§ tién khich
hang bo ra cang nhiéu, thi nhén thtic ctia khach hang
v€ rti ro sé tang 1én khi chét lugng khong dap tng
nhu mong doi ctia khach hang. Tuy nhién gia ca dugc
ngan hang hé trg vay nén khach hang cadm théy rui ro
giam di. Do d9, gia thuyét dugc dé xuét nhu sau:

H4: Gid cd tdc dong am t6i nhdn thiic rii ro khi mua
cdn ho chung cu.

Hinh anh thuong hiéu

Kotler va cong su2® md ta hinh dnh thuong hiéu nhu
14 sy nhén thic va long tin cta khach hang déi véi
thuong hiéu d6. Trong boi canh thi trudng phic tap
ngay nay khach hang thudng quyét dinh tra tién cho
san phim dya trén hinh 4nh cta thuong hiéu cua
doanh nghiép. Hinh anh thuong hiéu 13 yéu t6 quan
trong trong sudt qua trinh dua ra quyét dinh thanh
toan ctia khach hang, nhiing hinh anh tich cuc ctia
thuong hiéu néi tiéng anh huéng dén nhén thic vé
chat lugng va cé xu hudng cé thé mua cltia ngudi tiéu
diing?”. Khéch hang thich mua sim nhiing san phim
ctia nhiing thuong hiéu néi tiéng v6i moét hinh anh
tich cuc bdi vi sé lam cho khach hang giam cam nhén
rti ro khi mua san phim 2%, Déng thoi, Wang va cong
su?? cho ring hinh anh thuong hiéu thudng dugc st
dung nhu 1a mot d4u hiéu bén ngoai khi ngudi tiéu
diing danh gid mot san phdm trudc khi mua, hinh anh
thuong hiéu t6t tac dong tich cyc dén nhan thic chit
lugng, nhén thiic chat lugng tac dong dén y dinh mua
hang, hinh anh thuong hiéu x4u sé tdc dong tiéu cuc
dén cam nhan rai ro. Do vy, cdc gia thuyét sau dugc
dé xuat:

Hb5: Hinh dnh thuong hiéu tdc dong duong dén nhdn
thiic chdt lugng khi mua can hé chung cu

He6: Hinh dnh thuong hiéu tdc dong dm v6i nhan thiic
rui ro khi mua cdan h chung cu
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Su hailong khdch hang

Theo Philip Kotler, sy théa man - hai long ctia khéch
hang la muic d9 ctia trang thai cam gidc cia mot ngudi
bét nguon tit viéc so sanh két qua thu dugc tu viéc
tiéu dung san phdm/dich vu véi nhiing ky vong cta
ho. Mtic d¢ hai long phu thudc su khac biét gitia két
qué nhan dugc va su ky vong, néu két qua thuc té thap
hon ky vong thi khach hang khong hai long, néu két
qué thuc té€ tuong xting v6i ky vong thi khach hang
s€ hai long, néu két qua thuc t€ cao hon ky vong thi
khach hang rit hai long. Theo Myer va cong su? sy
hai long khach hang la mot tich liy kinh nghiém cta
nhiéu khach hang véi mot thuong hiéu.

Trong béi cinh canh tranh, sy khon ngoan ctia méi
doanh nghiép la chi cin tao sy hai long ctia khach
hang cao hon d6i thu canh tranh. Nhu véy sé hai hoa
lgi ich cua khach hang valgi nhuén ctia doanh nghiép.
Su cam nhan chét lugng va su hai long la hai trong s6
cac khai niém dugc st dung nhiéu nhdt trong cac tai
liéu vé tiép thi dich vu>®!'. Nhan thic sin phdm cang
cht lugng thi mtic ¢ thda man cang cao>2. Do vay,
céc gia thuyét sau dugc dé xuit:

H7: Nhan thiic chdt lugng tdc dong duong dén sy hai
long khdch hang khi mua cdn ho chung cu

Dong thoi, mdi tuong quan ngugc chiéu gitia nhan
thiic rti ro va su hai long ctia khach hang ciing dugc
cac nha nghién ctiu trudc day chira. Cac nha quanly
cn cdi thién san phdm va dich vy, tiép thi méi quan
hé va hinh anh thuong hiéu dé gidm rui ro cho khach
hang va ting sy hai long ctia khach hang dé€ cii thién
lgi nhuén va hiéu sudt clia cong ty. Vi viy, gia thuyét
sau duoc dé xuét:

H8: Nhan thifc rii ro tdc dong am dén sy hai long clia
khdch hang khi mua cdn hé chung cu

Hanh vi sau khi mua

Hanh vi sau khi mua 1a mét xu hudng khach hang
chia sé trai nghiém ctia ho dén nhiing ngudi ban va
nhiing ngudi than?°. D& dénh gid hanh visau khi mua
Zeithaml va cdng su 33 dua trén long trung thanh d6i
v6i thuong hiéu, nhiing ngudi hay chuyén d6i thuong
hiéu trd nhiéu tién hon, nhiing yéu t6 bén ngoai va yéu
t6 bén trong danh gia gia tri cong viéc.

Boulding va cong su>* di dé cap y dinh mua lai va
truyén miéng “word of mouth” (WoM) dé€ dénh gid
hanh vi sau khi mua ctia khach hang. Y dinh mua lai
la qud trinh mot ¢4 nhan ¢6 y dinh giao dich hang héa
hay nhiing dich vu tif cing mét nha cung cdp 3°. Khac
hang chti yéu dua trén kinh nghiém giao dich trudc d6
so sanh v6i nhiing mong dgi ciia minh d€ quyét dinh
€6 tiép tuc mua hay truyén miéng tich cuc hay tiéu cuc
dén nhiing ngudi xung quanh >,
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Truyén miéng la mot qua trinh trong d6 khach hangla
ngudi st dung dich vu va san phdm va truyén di kinh
nghiém cuia ho bing céch truyén miéng cho nhiing
khéch hang dang c6 y dinh stt dung dich vu hay la
nhiing sin phim d6 3. Néu khach hang c6 nhiing tri
nghiém tich cyc san phdm hay dich vu thi hanh vi sau
mua ctia ho ¢6 xu huéng tich cuc?.

Hay néi cdch khach, khach hang cang hai long vé san
phém va dich vu thi ho sé truyén miéng tich cyc dén
ban be, ngudi than, ciing nhu sé ¢ y dinh tiép tuc st
dung hodc mua méi san phdm ctia nha cung cép hién
tai. Do d6, gia thuyét sau dugc dé xuit

H9: Sy hai long khdch hang tac dong duong vdi hanh
vi sau khi mua can hf chung cu

Tac gid dya trén mot s6 nghién cdu trén thé gidi va
Viét Nam, dua ra cc gid thuyét nghién ctiu va mé
hinh nghién ctu (Hinh 1) cic yéu t6 dnh hudng dén
hanh vi sau khi mua nha chung cu ctia khach hang tai
TP. HCM.

PHUONG PHAP NGHIEN CUU

Dir liéu nghién cuu

Thang do luong

MO hinh nghién ctiu gom 8 c4u truc khdi niém. Thang
do luong cho cac cdu truc khai niém nay dugc ké thiia
ti cac nghién ciu trude day. Cac muc hdi dugc do
ludng trén thang do Likert 5 diém véi: 1: Hoan toan
khéng déng v, 3: Trung lap va 5: Hoan toan doéng y.
Cu thé hon, vi tri cin h, gid cd cin ho dugc do luong
bai 3 muc hoi ké thita tit37; dich vu hiu mii duge do
ludng bing 8 muc hoi ké thita tit nghién ctiu ctia’®,
hinh anh thuong hiéu dugc do ludng bang 5 muc hoi
ké thita?, nhan thic chat lugng dugc do bang 3 muc
h6i*’, nhan thtc rti ro duge do bing 4 muc hoi?!,
sy thoa man khach hang dugc do bing 4 muc héi*2.
Cuobi cting, hanh vi sau khi mua dugc do luong bang
ba muc hoi ké thita ti*3. Cac muc do luong duge mo
ta chi tiét trong Bang 2.

Qud trinh thu thap dir liéu

Khao sat cdc d6i tugng dang sinh séng tai TPHCM
thong qua hinh thtic thiét ké online trén Google Docs
boi véi khao
sat truc tuyén, duong link lién két dugc chia sé trén

va phong vén truc tiép bén ngoai.

dién rong qua cac trang mang xa hoi nhu Facebook,
Google+, Zalo... Bén canh d6, d€ lam ting muc dai
dién ctia mau nghién ctiu tdc gid da c¢6 ging thu nhap
dii liéu da dang cac dang nghé nghiép, linh vuc hoat
dong ctia d6i tugng nghién ciu véi cac d6 tudi, vi tri,
thu nhép va giéi tinh khac nhau.

Sau khi loai bé cac phi€u tra 161 khong hgp 1é con lai
412 phiéu hgp 1¢ dua vao phan tich dinh lugng. Két

qua thu vé cho thdy két qua nhu sau: Giéi tinh nam
chiém 41,7%, gi6i tinh nt chiém 58,3%, khach hang
mua nha tai quan 7 chiém ti1é 21,1 % nhiéu nhét trong
cac cac quan, két qua tuong thich véi thi truong hién
tai, vi quin 7 cach quan 1 khoang 7,5km, tai quan 7
¢6 nhiéu du 4n can ho chung cu gin véi nhiéu trung
tam thuong mai, khach hang d4 mua can ho chung cu
¢6 thoi gian tit 10-15 ndm chiém 34,7%, d¢ tudi da st
dung cin h¢ 46-55 tudi chiém 33,5% cho thiy d¢ tudi
nay hau nhu khéch hang da c6 cong viéc ngudn thu
nhép 6n dinh, tinh trang hén nhan da két hon chiém
85,7%, doc than chiém 14,3%, nghé nghiép nhan vién
van phong chiém ti 1¢ cao nhét trong bang khao sat
64,8%, trinh d6 hoc van dai hoc chiém cao nhat 59,5%.
bic diém mau thu thip dugc mo ta trong Bang 1.

Phuong phap nghién ctu

Nghién cttu bao gém hai budc 1a nghién ciu so b va
nghién ctiu chinh thiic

Nghién ctiu so b dugc thuc hién theo phuong phap
dinh tinh va dinh lugng. (1) Nghién ctiu dinh tinh:
nhidm muc dich diéu chinh, b8 sung hay cit gidm cac
bién quan sat, stt dung phuong phap phong vén truc
tiép v6i mot s6 ngudi trong linh vic vé bat dong san,
(2) Nghién ctiu dinh lugng so bo: bang khao sit sau
khi dugc diéu chinh thong qua phong van dugc st
dung & budc nay, muc dich nham dédnh gia so bo thang
do véi kich thuéc mau la n = 76.

Nghién ctu chinh thic dugc thyc hién theo phuong
phap dinh lugng. St dung bang khéo sat da dugc diéu
chinh sau budc nghién ctiu so bd.

Cong cu st dung d€ thuc hién cac phan tich la phan
mém IBM SPSS Statistics 22 cho thong ké mo ta va
IBM AMOS Graphics dé kiém dinh sy phu hgp mo
hinh va ddnh gia mtc d6 anh hudng ctia cic nhan t4,
xem xét cdc gia thiét.

KET QUA NGHIEN CUU

Két qua kiém dinh thang do cho thiy céc thang do
déu dat do nhat quan noi tai (Cronbachs Alpha déu
16n hon 0,7 va dd tin cdy tong hgp ctia thang do déu
16n hon 0,7). Dong thoi, cac hé s6 tai nhan t6 déu l6n
hon 0,6 va phuong sai trich déu 16n hon 0,5. Do d6,
cdc thang do dé xudt dat dugc gid tri hoi tu Bang 2.
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Bang 1: Pic diém mau quan sat

Dic diém

Thoi gian &

Giéi tinh

Do tudi

Tinh trang hon nhéan

Trinh d6 hoc vin

Nghé nghiép

Thu nhap

Gid cdn ho

Dién tich

Ném st dung
Duéi 5 nam

TU 6 - 9 ndm

TUu 10 - 15 nam
Tl 16 - 20 ndm
Nam

Na

Duéi 25 tudi

26 - 35 tudi

36 - 45 tubi

46 - 55 tudi

Trén 56 tudi

Doc than

Da két hon

Trung cép/ Cao déng
Pai hoc

Sau Dai hoc

Lao dong phd thong
Nhan vién van phong
Kinh doanh ty do
Nghi huu

Duéi 10 triéu

11 - 20 triéu

21 -30 triéu

Trén 30 triéu
Duéi 1 ti
1-15t)
1,6-21ty
2,1-2,5t§

Trén 2,6 ty

Duéi 45 m2

46 - 60 m2

61 - 75 m2
75-90 m2

Trén 90 m2

Téan s6
130
125
143

14
172

240

88
103
138
77
59
353
69
245
98
13
267
116
16
33
171
134

74

125
103
103
75
11
50
170
130

51

Tén sudt
31.6%
30.3%
34.7%
3.4%
41.7%
58.3%
1.5%
21.4%
25.0%
33.5%
18.7%
14.3%
85.7%
16.7%
59.5%
23.8%
3.2%
64.8%
28.2%
3.9%
8.0%
41.5%
32.5%
18.0%
1.5%
30.3%
25.0%
25.0%
18.2%
2.7%
12.1%
41.3%
31.6%

12.4%

(Nguon: so ligu khdo sdt ti téc gid)
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Hinh 1: M6 hinh nghién cttu dé xuat
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Bang 2: Thang do, dé tin cay va do gia tri

Bién quan sat Tuong quan bién - Hé s6
tong tai
Vi tri VT: Cronbach’s Alpha = 0,929; CR = 0,930; AVE = 0,817
Chung cu lién ké vé6i dich vy tién ich nhu hé théng giao thong thuan tién 0,822

Vi tri chung cu tdch biét véi tiéng 6n va 6 nhiém 0,895
An ninh chung cu t6t 0,847
Gia ca GC: Cronbach’s Alpha = 0,906; CR = 0,907; AVE = 0,764
Gia can ho phu hgp véi kha ning chi tra 0,801
Gié can h dugc ngan hang hd trg vay 0,830
Gia can ho phu hgp véi chit lugng 0,810
Dich vu hau mai DVHM: Cronbach’s Alpha = 0,944; CR = 0,945; AVE = 0,676
Thai d¢ va hanh vi ctia nhan vién ky thuat tot 0,786
Nhaén vién ky thuat lic nao ciing sdn sang phuc vu 0,809
Thoi gian stta chita nhanh chéng 0,789
Tiép cén tu van vién mot cach nhanh chéng 0,845
Ludn c6 san vt tu trong qua trinh stia chiia 0,785
Cé nhiéu phuong 4n stia chita trong hgp dong dich vu 0,784
Phi bao tri phtt hgp véi chét lugng stia chita 0,806
Thoi gian phan hoi nhanh 0,779
Hinh anh thuong hiéu HATH: Cronbach’s Alpha = 0,917; CR = 0,918; AVE = 0,692

Toi thich hinh anh thuong hiéu ctia cht diu tu nay 0,793
Toi thich chtt d4u tu nay hon cic chti ddu tu khdc trén cling linh vyc bat 0,736
dong san

Toi nghi nhiing khach hang khéc ciing thich cht dau tu nay 0,802

Hinh anh thuong hiéu ctia chti dau tu nay két n6i véi khach hang chiaho 0,814
Thiét ké hinh anh ctia chi dau tu 1am cho hinh anh ctia ho néi bat hon 0,798
Nhan thuc chit lugng NTCL: Cronbach’s Alpha = 0,813; CR = 0,814; AVE = 0,789

Cén ho nay c6 chit lugng cao 0,837

Cén h¢ nay nhin chung cé chat lugng cao hon can ho tuong tu khactrén 0,855

thi trudng

Cén ho ap dung cong nghé hién dai 0,798

Nhan thiic rai ro NTRR: Cronbach’s Alpha = 0,904; CR = 0,905; AVE = 0,709

To6i nghi gap rii ro vé tai chinh khi mua cin ho nay 0,803

Giao dich véi cht d4u tu nay gap rai ro 0,728

Mua cin h¢ nay thi nguy hiém cho toi 0,809

Nhin chung, xem xét tit ca cic yéu t6 t6i cim thdy rai ro khi st dungcan 0,799

ho nay

Su hai long SHL: Cronbach’s Alpha = 0,933; CR = 0,934; AVE = 0,762

Toi cim thdy hai long s6ng trong cin ho nay 0,843

Toi cam thay vui v6i cac tién ich cdn hd/dy an nay 0,858

Toi cdm théy thoai mai khi da dua ra quyét dinh mua cin ho nay 0,824

Quyét dinh ctia to6i mua cin h¢ nay da thanh cong 0,843

Hanh vi sau khi mua HVSKM: Cronbach’s Alpha = 0,737; CR = 0,738; AVE = 0,834

To1i sé tiép tuc mua cidn ho ctia chti d4u tu nay 0,850

Toi sé giGi thiéu cidn ho cua chtt dau tu nay cho ban be than cta toi 0,877

Trong tuong lai toi sé tiép tuc stt dung can ho nay 0,884
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Két qua phan tich cho thdy gid tri cdn bic 2 nho nhit
cta AVE (0,822) 16n hon gia tri 16n nhat cua tuong
quan gitia cac cdp khai niém (0,395). Do do, cdu tric
khdi niém dat d¢ gia tri phan biét (Bang 3).

Kiém dinh mé hinh nghién citu va gia thuyét
Mo hinh nghién ctiu c6 446 béc ty do. Két qua SEM
cho th&y mé hinh nghién ctiu nay dat dugc do tuong
thich véi dit liéu thi truong: x2 [476] = 1204,589 (p
=0,000); GLI = 0,854; TLI=0,937; CFI=0,943 va RM-
SEA =0,061.

Két qua cho thiy mdi quan hé gitia sy hailong va hanh
vi sau khi mua 1a 0,626 véi sai léch chudn SE = 0,054
(Bang 4).

THAO LUAN KET QUA NGHIEN CUU

Két qua kiém dinh mé hinh va céc gia thuyét nghién
ctu cac yéu t6 vi tri, dich vy hdu mai, gia ca, hinh
anh thuong hiéu, tic dong dén nhan thiic chit lugng,
nhan thtc rai ro, sy hai long ctia khach hang anh
hudéng dén hanh vi sau khi mua dugc thuc hién trong
diéu kién thi trudng khach hang sinh song tai TP.
HCM, da cho thdy c6 su tuong dong va khac biét so
v6i cdc nghién ctiu trude day:

Mot 1, theo cic nghién ctiu trude day su hai long
khach hang thudng xuyén xuét hién trong két qua
nghién ctiu vé hanh vi sau khi mua, diéu nay khing
dinh sy hai long 1a nhén t6 dy bdo hanh vi sau khi
mua can h¢ chung cu (8=0,626, p<0,05). Nghién ctiu
khéc ctia Kuo va cong su 43 vé m6i quan hé gitia chat
lugng dich vu, gid tri cdm nhan, sy hai long khach
hang anh hudng dén hanh vi sau khi mua dién thoai
(B=0,53), so v6i cc nghién ctu trén ctia nganh nghé
khéc vé hanh vi sau khi mua thi nghién ctiu cic yéu t6
anh hudng dén hanh vi sau khi mua can ho chung cu,
nguoi tiéu dung danh gia cao su hai long khach hang
la nhén t6 rat quan trong.

Hai 13, Nhén thtc chat lugng c6 tac dong duong tinh
dén sy thoa man khéch hang. Khach hang sé cam thdy
can ho ma ho mua hailong vé vi tri, gid ca hgp ly, dich
vu hdu mai bdo hanh siia chiia sau khi mua, hinh énh
thuong hiéu ctia chti dau tu, khi khach hang cam thdy
thoa man nhiing yéu t6 trén sé lam ting kha ning tiép
tuc mua cian hd chung cu.

Ba 13, nhan thiic rai ro tic dong 4m dén sy thoa man
khéch hang, gid tri can ho la tai san rdt 16n déi véi
nguoi mua, s6 tién khach hang boé ra cang nhiéu, thi
nhan thiic cta khach hang vé rti ro sé ting 1én khi
chat lugng khong dap ting nhu mong dgi ctia khach
hang.

KET LUAN VA HAM Y QUAN TRI

Két luan

Muc dich ctia nghién ctiu nay 13 khdm pha cac yéu té
anh huong dén hanh vi sau khi mua cin h¢ chung cu
ctia khdch hang tai TP. HCM, do ludng muc dé tic
ddng cua cac khia canh ctia cic yéu t6 dong dén nhén
thiic chét lugng, nhan thic rai ro dnh hudng dén sy
hai long khach hang sau khi mua cin hd chung cu.
Trén co s ly thuyét va cac nghién ctiu trude day, tac
gid da dua ra mo hinh nghién ctiu va 9 gia thuyét
nghién ctiu. Két qua nghién ctiu dinh lugng cho thiy,
tat cd cac gid thuyét ma tdc gia dua ra déu thoa man
diéu kién va dugc chdp nhin. Mo hinh dé xuit phu
hop véi dii liéu thi trudng.

Hamy quan tri

Tu phan tich thuc trang tinh hinh mua can h$ chung
cu tai TPHCM ndi riéng va 6 Viét Nam néi chung, két
hop vé6i két qua nghién ctu cta tic gia, d€ ning cao
su thda man khach hang tac dong dén hanh vi sau khi
va c¢6 ¥ dinh mua tiép, mot s6 ham y quén tri dugc dé
xudt nhu sau:

Thit nhét, cdc yéu t6 cin cai thién d€ nang cao sy thoa
man khach hang sau khi mua nha chung cu: vi tri cin
ho; dich vu hau mai; Gid ca cin hd; Nhan thuc chat
lugng; Nhan thiic rai ro va Sy thoéa man khach hang,
cu thé la:

Vi tri can h¢: lya chon vi tri xay dung gén véi cic tién
ich truong hoc, hé théng giao thong thun tién, an
ninh, tach biét véi tiéng 6n va 6 nhiém 1a nhiing yéu
quan trong d€ khach hang can nhic truge khi mua
nha.

Dich vu hau mai: nang cao dich vy cham séc khach
hang, dich vu bao tri stia chiia cidn h¢ khi khach hang
da dong phi béo tri 2% gia tri cdn ho. Khao sat y kién
khéch hang dinh ky d€ nang cdp cac tién ich.

Gid ca cin ho: gid phai phut hgp véi chdt lugng cin
ho, phut hgp véi gid thi trudng, duge ngan hang ho
trg vay, thu tuc vay nhanh chéng, tiét kiém thai gian
cho khach hang.

Hinh anh thuong hiéu: khong ngting nang cao uy tin
thuong hiéu, khach hang sé tin tuéng hon khi hinh
anh thuong hiéu tét, khach hang ¢6 xu huéng tim hiéu
céac thuong hiéu c6 danh tiéng trén thi trudng trude
khi mua cin ho.

Nhén thtic chét lugng: cam nhan cta khach hang
trong qud trinh st dung can ho bao gom vi tri, dich
vu hau mai, gia ca, hinh anh thuong hiéu, chu dau tu
nén chu y vi tri ctia tda nha chung cu thuan tién sinh
hoat cho cu dén, co s ha tdng phai ddy du, gid ca phu
hop véi chat lugng.
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Bang 3: Can bac hai AVE va ma trdn hé sé tuong quan giifa cac thanh phan

Bién VT GC NTCL HVSKM SHL NTRR HATH DVHM
VT 0,904
GC 0,373 0,874
NTCL 0,392 0,374 0,888
HVSKM 0,343 0,297 0,280 0,913
SHL 0,389 0,374 0,371 0,342 0,873
NTRR 0,380 -0,65 -0,376 -0,296 -0,395 0,842
HATH 0,352 0,345 0,358 0,237 0,299 -0,324 0,832
DVHM 0,384 0,329 0,353 0,296 0,349 -0,320 0,314 0,822
Ghi chii: Cin béc hai ctia AVE ndm trén duidng chéo chinh
Béng 4: Hé sé hdi qui (chua chuan héa) ctia cdc méi quan hé trong mé hinh
Méi quan hé gitia khéi niém Uéc lugng chuén héa Gia tri P Kiém dinh gia thuyét
NTCL <— VT 0,120 0,019 Chép nhén HI1, H2, H3,
H5
NTCL <— DVHM 0,225 il
NTCL <— GC 0,204 et
NTCL <— HATH 0,332 bl
NTRR <— GC -0,436 il Chap nhan H4, H6
NTRR <— HATH -0,462 ol
SHL <— NTCL 0,251 ol Chép nhén H7
SHL <— NTRR -0,488 ek Chap nhan H8
HVSKM <— SHL 0,626 bl Chép nhén H9

Nhan thtic rai ro: gia ca phai dugc niém yét chinh xac
tai cdc san giao dich bt dong san, du 4n can ho chung
cu nén dugc cdc ngan hang bao lanh vay dé tao cam
gidc yén tim hon cho khach hang.

Tht hai, dua ra nhiéu chinh sach hé trg cho khich
hang khi mua can h¢ chung cu, nhu hién nay c6 mot
s6 chung cu khi khach hang thanh toan 1 14n khi mua
nha nén c6 chinh sach giam gia hodc ting kém qua
nhu: néi thit, vang, xe... dé thic ddy nhu cdu mua
cua khach hang. Tang cudng cac hoat dong quing
cdo hinh dnh that bén trong va bén ngoai ctia can
ho d€ thu hat khach hang mua chung cu, dac biét 1a
quang cdo cic tién ich ma khach hang c6 dugc khi
mua chung cu.

Th ba, tang sy hai long khach hang sau khi mua, sy
hailong khach hangla chia khoa d€ bt cii cong ty nao
ton tai va phét trién, nén phai c6 doi nga tu vin phap
ly khi khach mua nha cin c¢6 nhiing tha tuc gi, bao lau
thi ¢ s6 hong, nhén s6 hong dung thoi gian cam két
ctia cht dau tu.
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Han ché va huéng phét trién

Mic du nghién ctiu ¢é nhiing déng gop c6 y nghia vé
mat ly thuyét va thuc tién, tuy nhién né con chita dung
nhiting han ché dugc ké dén nhu sau:

Tht nhét, nghién ctiu nay xem xét mic d6 cia mot
s6 khia canh trong céc yéu t6 vi tri, dich vu hu mii,
gid ca, hinh dnh thuong hiéu, nh4n thic chat lugng,
nhén thdc ri ro, sy hai long khach hang anh hudng
dén hanh vi sau khi mua, van con cac khia canh nhu
phép Iy, dich vu chit lugng, méi trudng..., ma tac gia
chua dua vao moé hinh nghién ctu.

Thi hai, dit liéu dung d€ do ludng, danh gia thang do
va kiém dinh mo6 hinh dugc thuyc hién trén dia ban
TP. HCM, Viét Nam nén kha nang tng quat hoa can
dugc danh gia thém khi mé rong pham vi nghién ctiu
& cac dia ban, tinh, thanh phé khac trén ca nuédc.

DANH MUC TU VIET TAT

CFA: Phan tich nhin t6 khing dinh
SEM: Phén tich mo6 hinh c4u tric tuyén tinh
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TPB: Thuyét hanh vi du dinh
TRA: Thuyét hanh vi hgp ly
TVC: Ly thuyét gia tri tiéu dung

XUNG POT LOI iCH

Nhom téc gia xin cam doan rang khong c6 bt ky xung

dot l¢i ich nao trong cong trinh cong bé.

DONG GOP CUA CAC TACGIA
Tac gia Phung Thanh Binh chiu trdch nhiém néi dung:

Thiét ké nghién ctiu, gép y va bd sung co s Iy thuyét,

théo luin két qua chung ctia nghién ctiu.

Tac gid Tran Thi Thanh Na chiu tréch nhiém néi dung:
T6ng hop co s 1y thuyét, khao sat va lién hé thuc té,

phén tich tac dong ctia két qua nghién ctu.

Tac gia Ha Hai Dang chiu trach nhiém néi dung: Phan

tich va xu ly di liéu, thdo luin két qua nghién ctu,
hinh thtc trinh bay.
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Factors affecting customers’ post-purchase behavior towards
apartments in Ho Chi Minh City

Thanh-Binh Phung®, Tran Thi Thanh Na, Ha Hai Dang

ABSTRACT
The development of the market economy has had a great impact on the urban development . The
g rapid growth of population and the residents migrating to big cities have resulted in increasing
Use your smartphone to scan this housing demand. Housing needs for people in big cities in general and in Ho Chi Minh City, in
QR code and download this article particular, are becoming more and more urgent, especially, apartment buildings because of limited
land fund of the locality. Analyzing factors affecting the customers' post-purcahse bahavior is useful
for real estate companies. To examine the causal relationship among perceived risk, perceived
quality, customer satisfaction, and post-purcahse behavior, This research used structural equation
modeling (SEM) to analyze 412 samples who bought apartments in Ho Chi Minh City. The results
showed that the post-purchase behavior towards apartments is directly affected by satisfaction
and indirectly by factors: perceived quality, perceived risk, location, after-sales support, price, and
brand. And the study provided recommendations to enhance customer satisfaction influence post-
purchase behavior towards apartments.
Key words: post-purchase behavior, perceived quality, perceived risk, customer satisfaction,
apartments
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