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Nghién cttu khdm phé va do ludng mdi quan hé giita cdc y&u t6 4nh hudng 1én quyét dinh sir
dung dich vu chim séc va lam dep méng tay tai cita hang. Sau khi phan tich dif liéu v6i kiém dinh
Cronbachs Alpha va phan tich nhan t&, c4c thang do con lai dugc dua vao phan tich hdi quy dé kiém
dinh cdc gid thuyét nghién citu. K&t qua cho thdy, c6 7 y€u td 4nh hudng dén quyét dinh sit dung
dich vu chim séc va lam dep méng tay clia phéi nit, bao gdm: san pham, gid cd, nhém tham khio,

cd s& vat chat, chiéu thi, dia diém va ning luc nhan vién.

Tt khéa: quyét dinh st dung dich vu, gid ca, sdn phdm, dich vu 1am dep méng tay.

1. Dit van dé

Vé dep hinh thé 12 mot 1gi thé vi xinh dep gitp
mot ngudi ty tin hon nhiéu va né déng vai trd ding
ké & cap dd cd nhan, xa hoi va nghé nghiép. Khi
16i song thay ddi, con ngudi cé thé truy cip trén
cdc phuong tién truyén thong nhu Instagram,
Facebook, Whatsapp va cdc dng dung truyén
thong xa hoi khic d€ c6 day dd thong tin khién ho
¢ y thitc hon vé hanh phiic ciia minh, din dén sy
thay d6i trong nhan thic va nhin ra tim quan
trong ctia ngoai hinh dep. Do d6, moi ngudi ngay
cang quan tim dén vé dep cta minh (Tooy va
Lapian, 2018). Linh vuc lam dep tir lau da dugc
phu nit & moi Itra tudi quan tam, dic biét 1a cic
ban nif trong d6 tudi thanh xudn. Dich vu chim
s6c va lam dep méng tay ciing tr§ nén dugc wa
chudng hon trong gidi tré. Nhitng ngudi yéu ban
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than, yéu cédi dep va khong mudn bd méng clia
minh trong nham chdn, ho s& tim tdi cdc cla hang
lam méng tay d€ dugc trai nghiém va tin hudng
céc dich vu. Theo khdo sit trong nghién ctu vé
th6i quen chdm s6¢c méng tay, c6 dén 977/999 phu
nif tlr 22 tudi trd 1én c¢6 1am dep vé méng tay trong
vong 3 thdng (W&S, 2013). Con trong khdo sdt vé
viéc st dung cdc dich vu lam dep ctia phu nit Viét
Nam, c6 khodng 38% ngudi chon chim sé¢c méng
tay, ding thd 4 trong cdc dich vu lam dep (sau
dich vu chdm séc téc, da mit va Iong may) (Q &
me, 2015).

Tuy nhié€n, nghi€n cttu trong linh vyc [am dep,
cu thé 1a quyé€t dinh stt dung dich vu lam dep tai
céc clra hang con kha it. Trén thé gidi, c6 thé ké
d€n mot s6 nghién cfu nhu nghién cttu cla
Shahbazi va Akareem (2013), Tooy va Lapian
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(2018) vé tiéu chi chon cira hang lam dep; nghién
ctu ctia Petchmala va Patterson (2015) vé lua
chon cdc dich vu ctia thim my vién. Tai Viét
Nam, chua c¢é nghién citu nao ndi bat lién quan
dé&n quyé€t dinh chon dich vu lam dep cta phu nff,
khong c6 nghién cttu nao di sdu vao phan tich
quyét dinh st dung cdc dich vu vé méng tay tai
cdc cla hang ctia phu nir Viét Nam. Vi viy, bai
bdo di tim hi€u “Cac y&u t& anh hudng dén quyé&t
dinh st dung dich vu chiam s6c va lam dep méng
tay tai cra hang ctia phdi nit trén dia ban Thanh
phd HO Chi Minh”,

2. Co's6 Iy thuy&t va cac gia thuyét

Quyét dinh sit dung dich vu: Quyét dinh stt dung
dich vy 1a hanh vi va phan tng cia ngudi tiéu ding
trong qud trinh tim ki€m thong tin, Iva chon dich vu,
quyét dinh st dung dich vu va hanh vi sau khi trdi
nghiém dich vu (Kotler & Armstrong, 1998).

Ndng luc nhdn vien: Con nguGi la mot trong
nhitng y€u t6 quan trong trong kinh doanh dich vu.
Khach hang thuong ddnh gid dich vu ma ho cam
nhan dugc dua trén nhitng ngudi cung cap dich vu.
HAu hét moi ngudi déu mong mudn dudc tur van va
chim séc bdi cac nhan vién giao ti€p tot, c6 tinh
than phuc vu va ¢6 kha niing cung cip kién thiic vé
san phf{m cho khach hang (Petchmala va Patterson,
2015). Khi khich hang dén ctra hang dé vé moéng
tay, su sing tao va nhitng mau ma doc ddo ma nhan
vién tao ra chinh 13 di€m khéc biét khi€n khach
hang quyé&t dinh dén clra tiém d6. Thém vao do,
thdi do clia nhan vién ciing la ti€u chi quan trong
gitip giit chan khdch hang. Vi vy, gid thuyét H,
dugc dua ra nhu sau:

H;: Nang luc nhdn vién tac dong duong lén quyét
dinh sit dung dich vu chdm séc va lam dep mong tay
tai cita hang cuia phdi nit.

Gid cd: Gi 1a 6 tién ma khach hang sdn sang
trd cho dich vu. CAm nhin vé gi4 13 su so sdnh
gita chat lugng hang héa dich vu va nhitng 1¢i ich
ma khdch hang cdm nhin dugc so véi s tién ho
phdi trd d€ nhan dudc dich vu (Petchmala va
Patterson, 2015). Ngudi tiéu dung cdm thay gid ca
hdp 1y, phit hgp tii tién, phit hdp vé6i chdt lugng
dich vu va ¢6 gid ré hon so vdi doi thd thi ngudi
tiéu ding mua cang nhiéu. Theo khach hang, khi

dua ra quyét dinh st dung dich vu tai cira hang
moéng tay, gid rit quan trong. Ho cho ring, viéc
biét gid trudc cé thé gidp ho so sdnh gid giita
nhiéu ctta hang tru6c khi quyét dinh. Hon nita,
khich hang ciing c¢6 thé can nhic dich vu d6 c6
xting ddng vdi so tién ho chi trd hay khong. Tir d6,
gid thuy€&t H, dugc phat bi€u nhu sau:

H,: Gid tdc dong duong lén quyét dinh sit dung
dich vu chdam séc va lam dep mong tay tai ciia hang
ciia phdi nit.

Chiéu thi: Chiéu thi 12 nd lyc ctia doanh nghiép
nhim dua thong tin d€n khach hang, mang thuong
hiéu di vdo tAm tri clia ngudi tiéu dung va khuyén
khich khiach hiang mua sin phim (Kotler va
Armstrong, 1998). P&i véi nghién cttu clra hang
chim s6c méng tay, y&u to chiéu thi gdbm quing
céo va khuy&n mii. Pay 1a nhém cdng cu thudng
dugc cdc nha ti€p thi st dung dé quing bé thuong
hiéu cia minh d&€n khdch hing muc tiéu ciing nhu
thu hat khdch hang. Vi vay, tdc gid dua ra gid
thuy€t Hs:

Hj: Chiéu thi tdc dong duong lén quyét dinh sit
dung dich vu chdam séc va lam dep mong tay tai ciia
hang ciia phdi nit.

San phdm: Theo Kotler va Armstrong (1998),
sdn phdm Ia tit c4 nhitng gi thda midn dudc nhu ciu
hay mong mudn va dudgc chio bdn trén thi trudng
vGi muc dich thu hidt sy chd y mua, st dung hay ti€u
diing. Riéng trong linh vic lam méng tay, sin phdm
la nhitng lo nudc son méng hodc cdc hat dinh va
hinh ddn d€ trang tri méng tay. Trong nghién ctu
nay, sin phim dudc thé hién qua sy da dang, chit
luong va an toan d€ khach hang st dung. Sdn phim
t6t gop phan khong nhd trong viéc tao nén uy tin
clia doanh nghiép. Qua do, gié thuyé&t H, dugc dua
ra nhu sau:

H,: Sdn phdm tdc dpng duong lén quyét dinh sit
dung dich vu chdam séc va lam dep mong tay tai cita
hang ctia phdi nit.

Quy trinh: Y&u t6 nay 1a cdc hoat dong dudc st
dung trong dich vu. Quy trinh dich vu hiéu qua sé
mang lai su hai long cao cho khich hang
(Petchmala va Patterson, 2015). Trong kinh doanh
clta hang méng tay, toc do x{ Iy cong viéc tot giita
cdc nhan vién thé hién quén ly dich vu tot, ting
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hiéu qua cong viéc, gitp khach hang cdm thiy thda
min vé clra hang ma ho da chon. Cho nén, gii
thuy€t Hs nhu sau:

Hs: Quy trinh tdc dong duong lén quyét dinh sit
dung dich vu chdam séc va lam dep mong tay tai ciia
hang ctia phdi nit.

Co s6 vat chdt: Co s vat chat 1a y&u to vat
chi't khach hang c6 thé trdi qua khi d&n ctta hang.
Theo Petchmala va Patterson (2015), cd s§ vat
chat ciing 1a sy sach s&, tién nghi hién dai mang
lai cdm gidc thodi mdi va d& chiu cho khdch hang.
Su trang tri va noi that dep clia cdc clra hang gitp
thu hidt gigi tré. Ngoai ra, nha vé sinh sach sé
dudc coi 1a y&u t& quan trong khi khach hang lya
chon st dung dich vu cla nhitng ndi lam dep. Co
s vat chat thic ddy quan trong cho ngudi chon
dich vu lam dep (Kucukusta va Chui, 2013). Cd s§
vat chit trong ctta hing dich vu méng tay rit quan
trong khi€n khdch hang cdm thdy dudc nang cao
gié tri ban than. Khi khdch hang di tra chi phi dé
tan hudng dich vu chuyén nghiép, ho sé xem xét
va ddnh gid mic d6 ddp ing cta clra hang. Khong
ai mudn trdi nghiém dich vu tai mot noi thi€u sach
s&, khong day du tién nghi. Vi vay, gid thuyé&t Hg
dugc dua ra nhu sau:

Hg: Co 56 vdt chdt tdc dong duong lén quyét dinh
sit dung dich vu chdm soéc va lam dep mong tay tai
cita hang ciia phdi nit.

Pia diém: Pia diém § diy dudc hiéu la vi tri
cla clra hang c6 thudn tié€n cho viéc di lai cia
khdch hang hay khong. Y&u t6 nay dugc Kotler
(2018) cho ring c6 4nh hudng d&én quyét dinh
mua. Theo Kucukusta va Chui (2013), vi tri (dia
di€m) 12 mot y&u t& quan trong khi chon mot noi
lam dep. P&i v6i thanh phd 16n, nhiéu ngd ngdch
va dong dan nhu TP.HCM, clta hang lam méng
tay c6 dia chi dé tim va c6 nhiéu chi nhdnh ciing
gitp khach dua ra lva chon mdt cich nhanh chéng
hon. Do d6, bai bdo hinh thanh nén gid thuyét H,
nhu sau:

H7: Dia diém tac dong duong lén quyét dinh sit
dung dich vu chdm séc va lam dep mong tay tai ciia
hang ctia phdi nit.

Nhom tham khdo: Nhém tham khdo 1a nhitng
nhém c6 4nh hudng truc ti€p hoidc gidn ti€p dén
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thai d6 hay hanh vi cia mdt ngudi. Cac nhém nay
20i 12 nhém c6 tdc dong chinh thitc dén thdi do,
hanh vi ngudi d6 thong qua viéc giao ti€p than
mat thudng xuyén (Kotler & Armstrong, 1998).
Trong nghién citu vé quyét dinh st dung dich vu
mong tay tai cira hing, nhitng nhém nay c6 thé la
gia dinh, ban b&, hang x6ém ling giéng, dong
nghiép, ma ngudi dé c6 quan hé giao ti€p thudng
xuyén. Khach hang c6 thé dua ra quyét dinh clia
minh nhanh chéng hon dya vao y ki€n clia nhitng
nhém nay. Do d6, gid thuy€t Hg dugc hinh thanh
nhu sau:

Hg: Nhom tham khdo tdc dong duong 1én quyét
dinh sit dung dich vu cham séc va lam dep mong tay
tai cita hang ciia phdi niz.

3. Phuong phap nghién ciu

Nghién citu dugc thyc hién d6i véi cdc khach
hang ni tai cdc clra hang cham s6c va lam dep
mong tay tai TP. H6 Chi Minh thdng qua ban cau
héi dudc gtii truc ti€p dén khach hang vao thiang
7/2022. Trong d6, thang do clia bdn cAu hdi chd y&u
dva trén cd s& thang do gdc tir cic nghién ctu trudc,
nhu: Shahbazi va Akareem (2013), Petchmala va
Patterson (2015), Kumar va Ghodeswar (2015),
nhung ¢6 hiéu chinh cho phu hgp véi dich vu lam
dep mong tay tai Viét Nam.

4. K&t qua nghién cu va thio luan két qua

4.1. M6 ta mau

Vé6i 350 ban ciu hdi duge gii t6i cdc khach
hang, s& ban thu vé 1a 296 ban, trong d6 c6 38 ban
khong hdp 1€ vi thi€u thong tin. K&t qud 1a 258 ban
ciu hoi hgp 1€ (dat ty 1€ 87,16%) dugc st dung lam
dir liéu nghién cdu.

Trong miu khio sat, khach hing c6 do tudi tir 18
- 23 tudi chi€m ty 1& cao nhat (48,8%), k& dén la
phu nit tir 24 - 29 tudi (32,9%), rdi d&n do tudi tir 30
-35tudi (10,5%), con lai nhém tudi dudi 18 va trén
35 tdi (7,8%).

K&t qua mo tA mau con cho bi€t tin sudt phdi nit
st dung dich vu chim séc va lam dep méng tay tai
clta hang thudng xuyén dén clra hang trong vong 1
thing d&n du6i 3 thang/lan chi€m ty 1& cao nhat
(39,1%), ti€p theo lan lugt 13 dusi 1 thing/lan
(24,4%), 3 thing d€n 6 thang/1an (20,5%) va it nhat
12 16n hon 6 thang/lan (15,9%).
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4.2. Két qud nghién ciiu

DAu tién, cc thang do s& dugc ki€m dinh d6 tin
cy, do hoi tu va gia tri phan biét thong qua hé s6
Cronbach’s Alpha va phan tich nhan t6 kham ph4
EFA. Trong nghién cifu nay, cdc thang do déu ddm
bao do tin ciy cho phép: Cronbach’s Alpha déu 16n
hon 0,6; cdc tuong quan bién t&ng 16n hon 0,3. Cac
bi€n nay déu phut hop cho phan tich nhan t& kham
phd EFA v6i phuong phdp trich Principal
Component Analysis, phép quay Varimax va di€ém
dirng trich c4c y&u td Eigenvalues 16n hon 1.

Véi gia tri KMO = 0,862, sig = 0,000 < 0,5;
Eigenvalues 1a 1,071; tong phuong sai trich 1a
72,984% (> 50%); cc hé s6 tdi nhan t& déu 16n hon
0,5; hiéu s6 tai nhan t§ gifta hai nhan t& déu 16n hon
0,3. Nhu vay, cic thang do déu dat yéu ciu vé gid
tri hoi tu va phan biét.

Sau khi phan tich EFA, c6 35 bi€n dat yéu ciu
dugc nhém thanh 9 nhén t6 dua vao chay hdi quy.
Béing 1 trinh bay k&t qui phan tich hdi quy tuyén
tinh da bi&n.

Qua k&t qua phan tich hdi quy cho thdy, cic gia
thuy€&t Hy, Hy, Hs, Hy, Hg, H7, Hg déu c6 ¥ nghia vé
mit thong ké, véi mitc ¥ nghia 5% va R binh
phucng di€u chinh 12 72%. Chi ¢6 gid thuy&t Hs bi
béac bd do mifc y nghia 16n hon 5%.

4.3. Thdo ludn két qua

Theo két qua phan hdi quy, yéu t& c6 tic dong
manh nhit d€n quyét dinh st dung dich vu va lam
dep méng tay clia phdi nit tai TP. H5 Chi Minh 12
san phdm (beta = 0,294), k&€ d&n 12 gid ci (beta =
0,290), nhém tham khdo (beta = 0,205), c¢o s& vat
chit (beta = 0,14), chiéu thi (beta = 0,134), dia
di€ém (beta = 0,116), cudi ciing 13 ning lyc nhan
vién (beta = 0,094). Nhu vay, khdch hang rit quan
tAm dé&n san phadm cudi ciing khi dé&n trdi nghiém
dich vu 1am dep méng tay. Thém vao d6, nhiéu
khich hang wa chudng viéc thay ddi nhiéu miu
tay trong thdi gian ngin. Pa phin nff gi6i d&€n cdc
clta hang chim sé¢c méng tay déu quan tAm vé gid,
ho ¢6 thé so sdnh chi phi 1am dep hoic so sdnh
chat lugng dich vu giita cdc clra hang véi nhau.

Bdng 1. Tém tat két qué phan tich hdi quy tuyén tinh da bién

Gia thuyét Beta Sig Két luan

Hy: Narjg Iuc,; nh?n‘wen tac ds)ng duong I?n qEJyet ({!nh Sl,.I.dl,ing dichvu 0,094 0,027 Chép nhan
cham séc valam dep méng tay tai cua hang cua phai ni.

Ho: G‘la tac dong duong I.enqquyfat dgn? su d,gnq dich vu cham séc va 0.290 0,000 Chép nhan
lam dep mong tay tai cua hang cua phai nd.

Ha: Cr‘ue‘u th tac d,ong duong I?n q‘uyet q!nh Sl,J.dL'ing dich vu cham séc 0.134 0,001 Chép nhan
va lam dep mong tay tai cua hang cua phai nd.

Hy: Szi\n pha‘m tac dong; duong Ignqquyt‘at d!n? su d,l%ng~d!ch vu cham 0.204 0,000 Chép nhan
séc va lam dep méng tay tai cua hang cua phai ni.

Hs: QEJy‘tnnh tac d,ong duon.g [en q‘uyet q!nh le{ dL;Jng dich vu cham s6c 0,057 0.182 Béc bd
va lam dep mong tay tai cua hang cua phai nd.

Hg: Cdfd vz;}t ch‘at‘tac dong c?uong Ien.ql:lyet (\i!nh squ dun,g dlch vu 0.140 0,000 Chap nhan
cham séc va lam dep méng tay tai cua hang cua phéi ni.

Hy: D;‘a (‘.‘hem tac d?“Q du0ng Ifan q}Jyet q!nh Sl,J.dl{ng dich vu cham séc 0.116 0,007 Chép nhan
va lam dep mong tay tai cua hang cua phai nd.

Hag: Nh?m th,am ‘kh‘ao tac dor?g duong !erl quy{et d!rlh suqyngj dichwvu 0.205 0,000 Chép nhan
cham séc va lam dep méng tay tai cua hang cua phai ni.

Nguén: Tdc gid thic hién
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Tuy nhién, dé€ biét dudc ctta hang nao uy tin va
lam dep, ho can tham khao 15i khuyén tir ban be,
ngudi thin hodc nhitng phan hdi clia cdc khich
hang khédc da ting trdi nghiém dich vy lam méng
tay tai cdc ctra hang. Hién nay, cdc clta hang
mudn khich hang chi trd cho dich vu ho phdi
mang dén cho khich hang chat lugng dich vu tot
nhat. Trong d6, y&u td co s& vat chat 1a mot trong
nhitng y&u t6 chinh cAu thanh nén chi't lugng dich
vu. Khi khach hang ddng y bé tién ra d€ lam dep
moéng tay thi ho khong mong muén dén mot cira
hang khong c6 cdc thi€t bi mdy méc hd trg ma
nhén vién phdi ty tay lam. Bén canh d6, chuong
trinh khuy&n mai hoic gidm gid quan trong trong
quyé&t dinh chon dich vu 1am méng tay. Mit khéc,
mdt ctra hang c6 vi tri thuin 1¢i hodc c6 nhiéu chi
nhdnh cho khéach hang lya chon cling dugc khich
hang ddnh gid cao. Trong dich vu lam dep, thdi do
lich su, nhiét tinh ctia nhan vién trong qud trinh tu
van va phuc vu 1udn can thi€t va hién nhién phai
c6, nén y€u td nay it tic dong dé€n quyét dinh st
dung dich vu lam dep méng tay.

5.Ké&tluan va ham y quan ly

K&t qua cha bai bdo ciing thé hién dugc mdi
quan hé giffa cic nhan t6 ning luc nhan vién, sin
phim, gi4 c4, chiéu thi, quy trinh, co s& vat chat, dia
di€m, nhom tham khdo vdi y&u t& quyét dinh sit

TAILIEU THAM KHAO:

dung dich vu chim séc va lam dep méng tay ctia nit
gi6i. Cdc két qud ndy gidng véi két quad cla
Kucukusta va Chui (2013), Tooy va Lapian (2018),
Shahbazi va Akareem (2013), Petchmala va
Patterson (2015).

Hiéu ré khdch hing mudn gi va can gi chinh 1a
chia khéa gitip ctta hang thu hit thém nhié¢u khidch
hang va lam cho khach hang gin b6 véi ctra hang
lau dai hon. Vi 2 nhin t6 sdn phdm va gid ca tdc
ddong manh nhat d€n quyét dinh clia khdch hang,
nén cédc clra hang cin quan tAm dén chit lugng
san phffm, cu thé 1a chat lugng nudc son, hat dd va
tay nghé son méng clia nhan vién. Nhitng y&u t&
d6 s€ gitp cho ctra hang tao ra dugc nhitng bd
moéng tay dep cho khach hang. Bén canh d6, dé
ddp tng nhu cau lam dep va phll hop véi tii tién
clia nhiéu ngudi, ctra hang nén thiét k& dich vu
lam dep méng tay theo gbi dich vy, véi tirng mic
gi4 khic nhau, d€ khach hang Iva chon. Ngoai ra,
cfa hang can c6 nhitng chuong trinh gidm gid,
khuy&n mai dé canh tranh va thu hiit khiach hang
dé&n ctta hang nhiéu 1an hon.

Nhu vay, nghién ctu nay da thuc hién viéc khdo
sdt 258 khach hang nit tai cdc clra hang cham sé6c
va lam dep méng tay tai TP. H6 Chi Minh. Tuy
nhién, bai bao ciing phac hoa va kiém dinh cédc gia
thuyét ditra 8 md hinh ban dau m
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FACTORS AFFECTING THE DECISION
OF WOMEN TO USE NAIL CARE SERVICES
AT NAIL SALONS

® HANG LE CAM PHUONG
Ho Chi Minh City University of Technology
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ABSTRACT:

This study explored and measures the relationship between factors affecting the decision to
use nail care services at nail salons. After analyzing the data by Cronbach's Alpha test and
Exploratory Factor Analysis, the remaining scales were analyzed by regression analysis to test
research hypotheses. The study found that there are seven factors affecting the decision of
women to use nail care services, including: product, price, reference group, facilities, promotion,
location, and staff capacity.

Keywords: decision to use the service, price, product, nail care service.
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