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Trai nghiém khdch hang (KH) da kénh 1a xu huéng quan trong trong ban 1é hién dai, tao ra mot

hanh trinh mua sim nhat qudn. Bai viét nghién cttu 4nh huéng cla trai nghiém da kénh d&n y dinh
mua lip lai mit hang thdi trang tai Ha Noi. K&t qué cho thiy, su tich hgp kénh ban hang truc tuyén

va tryc ti€p déng vai trd quan trong trong viéc gia ting ¥ dinh mua lip lai cia KH. Tir d6 ggi m&

gidi phdp hitu ich nhdm i uu hda trdi nghiém KH va gia ting doanh thu.
Tu khoéa: trdi nghiém khach hang da kénh, y dinh mua 13p lai, hang thai trang, Ha Noi.

1. Dit van dé

Ngudi tieu ding hién dai dang chuyén dich din
tir tiéu dung hang hdéa sang trdi nghiém va cé xu
hudng ddnh gid cao trdi nghi€m hon gia tri hitu hinh
clia mot giao dich thuc t€. Do d6, trdi nghiém tr§
thAnh mot phian quan trong trong tdng thé sin
phiam, dich vu dugc mua sim (Gopalani & Sick,
2011). Thyc t& ghi nhin c6 su chuyén dich “md
hinh dinh huéng dich vu” sang “mo6 hinh dinh
huéng trdi nghiém KH” (Achrol & Kotler, 2012) va
trdi nghiém KH mdi la chi€n lugc méi trong viéc
tao ra su khdc biét. Vi vay, cAn tap trung vio trai
nghiém KH, tuong ty nhu tAm quan trong ddi véi
san phdm, dich vu d€ tao ra trai nghiém tong thé
lién mach (Carbone & Haeckel, 1994). Trong bdi
canh thi trudng ngay cang canh tranh, trdi nghiém
KH da kénh da tr§ thanh mdt chién lugc quan trong
giip DN duy tri va thu hiat KH. Theo DN nghién
ciu Freeman (My), ngin sich marketing trai
nghiém s€ ting lén 12-25% trong 3-5 nim t4i.
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Trai nghiém KH da kénh 1a xu huéng dang lén
clia nganh hang thdi trang hién nay, dé cip dén
cich nguGi tiéu dung tudng tic vdi thuong hiéu
thong qua nhiéu kénh khic nhau, bao gdm trurc tié€p
nhu cta hang vat 1y, sy kién thdi trang, showroom,
tw van vién tryc ti€p va gidn ti€p nhu thuong mai
dién t& (website thuong hiéu, Shopee, Tiki,...),
mang xa hoi (Facebook, TikTok,...), tin nhin SMS,
email, chatbot Al, quing c4o truc tuyén. Mic du da
kénh dang din phat trién va trd thanh xu hudng
kinh doanh mét hang thdi trang tai Ha Noi, nhung
thyc t& rat it nghién ctu vé trdi nghiém KH trong
bdi cdnh da kénh vé mit Iy thuyét va thyc nghiém.

Trong bdi canh chuyén dich cong nghé 4.0, véi
su gia ting khong ngling cta cdc thuong hiéu méi
va nhu cAu mua sim thdng qua cic kénh b3 sung
ctia KH, hé thong da kénh s& 1a mot trong nhitng
dong Iyc chinh thic ddy trdi nghiém mua sim tot
nhAt cho KH. Nganh thdi trang din diu trong s cdc
nganh hang ban 1é ¢6 ty 1€ ngudi tiéu dung mua
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sdm cao nhAt phan khiic ban 1¢ truc tuyén. Vi vay,
phan tich dnh hudng clia trdi nghiém mua sim da
kénh mit hang thdi trang d&€n quyét dinh mua lan
sau ctia KH tai Ha Noi rit ¢6 y nghia.

2. Co's6 Iy thuyét

2.1. Tradi nghi¢m khdch hang da kénh

Trai nghiém KH da kénh dudc hi€u 1a moi
nhan thifc va tuong tic ma KH c6 trén ti't ci cdc
kénh véi DN, véi thuong hiéu, vGi sdn phéfm, vii
dich vu; 12 sy tich hdp lién mach giita cdc kénh k¥
thuat s& va vat ly, gidp KH c6 trdi nghiém nhat
quin va lién mach trong toan by hanh trinh mua
hang. Trdi nghiém KH da kénh trong nghién ctu
nay dudc dé cip theo ddi tugng tuong tic va
phuong thic ti€p xdc trong qué trinh mua hang
bao gém trdi nghiém KH truc tuyén va trdi
nghiém KH tryc ti€p. Trdi nghiém KH truc tuyén
dugc hi€u 1a viéc KH ti€p nhin dit liéu cAm quan
thong qua trang web cia thuong hiéu, nha san
xuat, nha thuong mai dudi dang video, hinh dnh
trgc quan va thong tin dya trén ndi dung (Rose &
cong su, 2012), 1a toan bd qud trinh tif tudng tic
véi website dén khi chd dgi hang héa (Chou &
cong su, 2015). Ngudc lai, trdi nghiém tryc ti€p l1a
bi€u hién ciia KH vé mit nhin thdc, cdm xic,
cam gidc va hanh vi gid tri thu dugc thdng qua céc
tuong tac ctia ho vdi clra hang ban 1€ trong toan bd
qua trinh mua sim (Verhoef & cong su, 2009).
Tr&i nghiém tai ctra hang ban 1& lién quan dén céc
hoat dong nhu duyét, so sanh gid, tim ki€m hang
héa, ddnh gid sy da dang clia sin phdm, chat
lugng va tudng tdc v4éi nhdn vién cla hang
(Terblanche & Boshoff, 2001).

Trai nghiém KH da kénh dugc quan tdim nghién
cttu nhiéu hon trong nhitng thap ky gan day. Cic
nha nghién citu d@ md t n6 nhu mot quy trinh chi€n
lugc nhiim tao ra gid tri KH toan dién, dat dugc su
khdc biét va 1¢i thé€ canh tranh bén vitng (Gentile &
cong sir, 2007; Verhoef & cong su, 2009). Nhu ciu
nghién ctu trdi nghiém KH da kénh da trd nén rd
rét hon ddi véi mit hang thdi trang.

Nghién cifu ndy tap trung vao phuong thic ti€p
xuc vGi cdc khia canh chinh 1a trdi nghiém nhan

thifc (trdi nghiém sdn phiam), trdi nghiém cidm gidc
(trdi nghiém khong gian diém bdn, trdi nghiém
thAm my), trdi nghiém dich vu nhan vién va trai
nghiém cong dong.

2.2. Y dinh mua lap lai

Y dinh mua lip lai trong nghién cifu nay thé
hién viéc mua san phadm/dich vu nhiéu hon mot 1an.
T4c gid k€ thira nghién cttu clia Limayem & cdng
st (2000) st dung mot s& chi s6: mudn quay lai va
ti€p tuc mua; mudn mua lai sdn phdm trong tuong
lai; chdc chin mua lai trong tuong lai; chic chin s&
mua lai nhiim do ludng y dinh mua lip lai sdn phdm
ciing nhu tim hiéu dnh huéng cla trai nghiém KH
lén y dinh nay.

Y dinh mua lip lai 12 y&u t6 quan trong dugc céc
nha nghién cttu va thuc tién quan tAm, vi chi phi dé
duy tri KH cii thAp hon nhiéu so vdi KH méi. Do d6,
viéc nghién cttu y dinh mua lip lai cia KH cin
dudc quan tAm, bdi vi khi dd c6 ¥ dinh rit c6 kha
ning s& din d&€n hanh vi va KH mua 1an dau c6 thé
s€ mua ldp lai (Peyrot & Doren, 1994).

2.3. Mbi quan hé giiia trai nghi¢m khdch hang
da kénh va y dinh mua ldp lai

Trai nghiém KH da kénh va y dinh mua lai cia
KH c6 m6i tuong quan truc ti€p v6i nhau (Zhigiu
Ye & Xinyi Chen, 2020). N&€u ddnh gid cia KH la
tich cuc, ¥ dinh mua lai s€ ting lén, ngugc lai. Y
dinh mua lip lai rat quan trong, vi KH mua hang
trong tuong lai thudng cé gid tri 16n hon 1an mua
ban diu néu ho c¢6 trai nghiém tich cyc. Khi hai
long, KH gia ting y dinh mua lip lai nhiéu hon
(Martin & cong su, 2015). KH hai long c6 xu huéng
lién tuc mua cling mot sin phim va it nhay cdm véi
gid, cdc wu ddi clia cong ty ddi thi hon (Dick &
Basu, 1994). Ngugc lai, KH khong hai long s€ tranh
mua hang mot 1An nita va sé lan truyén An tudng
x4u, gdy thiét hai 16n cho hinh dnh ctia thuong hiéu
(Yoo & cdng su, 2015).

Nhiéu nghién cttu truSc day da chi ra vai trd cla
trdi nghiém KH trong viéc gia ting § dinh mua lap
lai. Tuy nhién, phin 16n chi tip trung vao tiing kénh
riéng 1é ma chua xem xét trai nghiém da kénh mot
cich tong thé.
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3. Phuong phap nghién ciu

Tdc gia st dung phuong phdp nghién citu dinh
tinh, k€t hdp phuong phdp nghién cttu tai liéu va
phéng van siu tai HA Noi 5 nhan vién bdn hang
cia 5 thuong hiéu thdi trang Canifa, Uniglo,
Gucci, Chanel, Zara va 20 KH nam, n@ (12 nit, 8
nam) tir 20 d&€n 40 tudi, di t'ng mua sim sin
phim thdi trang (quan 4o, gidy dép,..), trai
nghiém da dang qua kénh tryc ti€p va truyc tuyén
dé danh gid tic dong cla trdi nghiém da kénh 1én
y dinh mua ldp lai.

4. K&t qua va thao luan

4.1. Trai nghié¢m khdch hang truc tiép va anh
hudng dén y dinh mua lip lai

Trai nghiém truc ti€p gdm trdi nghiém sin
phim, trdi nghiém di€m bdn, trai nghiém dich vu
nhan vién truc ti€p va trdi nghiém xa hoi tai clta
hang, showroom,.. Nhitng trdi nghiém chinh tic
dong dén y dinh mua lip lai nhu sau:

4.1.1. Trdinghiém sdan phdm truc tiép

Y&u t& chit lugng va su da dang clia san phim
dnh hudng truc ti€p d&€n y dinh mua lip lai. Chi V,
KH, 32 tudi chia sé: “Sy da dang vé chiing loai,
ki€u dang, mau sic, kich ¢ clia quan 4o thdi trang
gitip t6i ting co hdi tim dudc san phim phii hgp”.
Céc hing thdi trang ddm bio chat lugng, ngudn gdc
san phdm 1o rang s& xay dung niém tin, han ché rai
ro mua hang. Ngoai ra, mic do phd bién clia thuong
hiéu s€ gia ting nhdn dién va long trung thanh. Chi
T, KH, 40 tudi cho ring: “Gi4 ban sin phim thdi
trang, dic biét1a quan 4o hién nay rit canh tranh va
phil hgp, diéu nay lam ting tinh hap din va kha
ning ti€p can KH”. Piém khac biét dugc dé cap la
“mii clia ctta hang”. Chi H, KH, 28 tudi cho hay:
“Véi chi, mii clta hang 12 y€u t§ tiém thiic dnh
huéng dén sy thodi mdi va ghi nhé thuong hiéu
trong long chi”. Anh T, KH, 35 tudi cho biét: “Zara,
H&M t6i uu héa trung bay sin phim, tao mui
huong nhe, nhadn manh chat liéu bén vitng nén KH
quay lai nhiéu hon”,

Trai nghiém dich vu: Chat lugng dich vu trong
qu4 trinh mua hang, tir quy trinh thanh todn d&n hau
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mii, déng vai trd quan trong. Néu dugc thit db thoai
mdi, phong thit rong rii, chic chin s& ting do hai
1ong ctia KH. Chinh sach d6i trd linh hoat sé& tao
cam gidc an toan khi mua hang. “Zara cung cap
chinh sdch d6i tra linh hoat gitip t6i yén tAm hon khi
mua sim” (Anh H, KH, 30 tudi). Ngoai ra, sy nhanh
chéng trong thanh todn s& gidm thoi gian chd dgi,
nang cao trai nghiém. “Uniqlo Ha Noi d4p dung md
hinh thanh todn ty dong, gitp trai nghiém mudt ma
hon, vi vdy KH danh gia cao, ting ti 1€ quay lai”
(Anh C, KH, 29 tudi). Giao hang nhanh, chi phi hgp
ly 1am cho trdi nghiém thuan tién hon. HY tr¢ di
trd d& dang da tao su tin cay, kich thich mua lip lai.
“Cac thuong hi€u nhu H&M, Canifa 4p dung chinh
sach d6i tra linh hoat nén KH cam thiy yén tim
hon khi mua online” (Chi P, nhan vién, 22 tudi).

4.1.2. Trdi nghiém diém bdn

Céc y€u td vé khong gian, 4nh sdng, Am thanh,
bd cuc ctta hang déng vai trd quan trong. Trii
nghiém khong gian di€ém ban d6 1a khong gian thiét
k& dep, phi hdp phong céch thuong hiéu s& ting
tinh nhan dién va trai nghiém thad vi. Chi Q, KH, 34
tudi cho ring: “Cé6 18 H&M di nhén thitc dugc tAim
quan trong clia trdi nghiém thAim my d6i véi KH
nén diu tr vao hinh 4nh cira hang sang trong,
khong gian mua sim dep”. Bén canh do, viéc trung
bay san phdm hop 1y, d& ti€p can s& gitip KH dé
dang ra quyét dinh mua. B6 cuc trung bay hgp 1y,
bit mit, s& ting hing thd mua sim. Chi G, KH, 27
tudi chia sé: “Ctra hang Uniqlo c6 bd tri khoa hoc,
gitip KH tim ki€m sdn phdm dé& dang, ting sy hai
long”. Am nhac phit hgp véi phong céich thuong
hiéu s& tao bau khong khi mua sim dé chiu. Nhiét
do cira hang thodi mai s& giit chan KH 1au hon. Anh
sdng toi uu gitp chon hang d& dang nén cai thién
trdi nghiém va danh gid sdn phim chinh xdc hon.
Theo chi M, KH, 31 tudi: “Uniglo thi€t k& cira hang
rong rdi, 4nh sdng t6t, Am nhac nhe nhang, nhan
vién hd tr¢ nhiét tinh nén tdi thich thd va quay lai
thudng xuyén”.

4.1.3. Trdi nghiém dich vu nhén vién tric tiép

Nhan vién tu van tai cta hang 4nh hudng dén
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quy€t dinh mua. Sy hd trg nhiét tinh, chu ddo tr
nhin vién sé tao cdm gidc cd nhan hdéa, ning cao
trdi nghiém KH. Vi vay, “Gucci tdp trung dao tao
nhin vién chuyén nghiép, tao sy khic biét so véi
ddi thi” (Chi H, nhan vién, 26 tudi). Su chuyén
nghiép, hi€u biét thdi trang clia nhan vién sé ting
su tin tudng. VGi k§y ning giao ti€p tot, than thién
ctia nhin vién di cdi thién cdm nhan vé dich vu.
V& ngoai lich sy, thdi trang clia nhin vién giy an
tugng tot, thic ddy quyét dinh mua. Sy tu van
nhiét tinh, hitu ich cia ho huéng KH dén sin
phdm phii hop. Theo chi T, nhan vién, 30 tudi:
“Chanel chu trong dao tao nhan vién c6 phong
céch chuyén nghiép, trang phuc dong bo, tu vin
cao cap, gitip KH ¢6 trdi nghiém mua sim ding
cip, KH s& trung thanh hon”. Bén canh d6, nhan
vién than thién, cdi m4 s€ ting khd ning KH quay
lai va gidi thi€u thuong hiéu.

Theo Anh N, KH, 25 tudi: “Zara Ha Noi stt dung
khong gian md, thir db tién 1di, nhin vién tu vin
chuyén nghiép nén KH c6 xu hudng quay laicao”.

4.1.4. Trdi nghiém xda hji

Hoéi y ki€én KH khdc tai clta hang s& ting tinh
xdc thyc cho quy&t dinh mua. “Cht dong chia sé y
ki€n v6i ngudi cling mua va nhan vién khién tdi
cadm gidc gin ké&t v6i thuong hiéu hon” (Anh B, KH,
40 tudi). Tuong tic vdi cong ddng KH tao sy trung
thanh, ting tan sudt mua lip lai. Chi L, KH, 36 tudi
cho biét: “T6i hay mua vdy, 4o ctia Ivy Moda vi ho
tao khong gian thir dd chung, khuy&n khich KH trao
ddi y ki€n”. Nhu vay, Ivy Moda da cdi thién trdi
nghiém xa hdi cho KH.

4.2. Trai nghi¢m khdch hang gidn tiép va dnh
hudng dén ¥ dinh mua ldp lai

Trai nghiém gidn ti€p gdm trdi nghiém san
pham truc tuy&n, trdi nghiém thAim m§ website, trai
nghiém dich vu nhin vién truc tuyén va trdi
nghiém cdng dong 4o, gép phian vao trdi nghiém
tong thé, 4nh hudng tryc ti€p dén y dinh mua lip
lai. Kénh gidn ti€p gdm website, mang xi hoi,
thuong mai dién tit, quang cdo. Nhitng y&u t& chinh
dnh hudng d&n y dinh mua Idp lai nhu sau:

4.2.1. Trdi nghiém sdn phdm truc tuyén

Thong tin sin phdm chi ti€t, ddy dd s& gidm rii
ro khi mua online. Pa dang miu mi, mau sic, kich
cd s& ting kha ning Iwa chon. Ngudn gdc, héa don
10 rang sé cling ¢6 niém tin vao thuong hiéu. Anh
D, KH, 24 tudi cho ring: “Shopee Mall ctia Adidas
cam két san phdm chinh hing, day di md t3 chi tiét
nén toi yén tAm mua ldp lai”.

4.2.2. Trainghiém thdm my website

Tinh diéu huéng dé dang giip KH tim ki€m
nhanh chéng. Trang web dé st dung, giip KH c6
trdi nghiém t6t hon. Chi Y, nhan vién, 31 tudi chia
sé: “Zara thi€t k&€ web t6i gidn, dé st dung, hinh
4nh sdn phdm chat lugng cao tao ra trai nghiém
mua sim tryc tuyén chuyén nghiép”. Giao dién
dep, truc quan s& tao hing thd khi mua sim;
website than thién, dé thao tdc s& ting ty 1& mua
hang. “Giao dién website cia thuong hiéu thoi
trang H&M than thién, tao 4n tugng manh cho KH”
(Chi S, KH, 37 tudi). Anh M, KH, 22 tudi cho hay:
“Hinh 4nh va video san phAm chan thuc s& gidm rii
ro sai léch thong tin”.

4.2.3. Trdi nghiém dich vu nhan vién truc tuyén

Tuong tdc nhanh, chuyén nghi€p sé& ting su hai
long. Sdn sang hd trg thdng tin s& cai thién niém tin.
“Toi da tung trdi nghi€ém dich vu nhin vién tryc
tuy€n clia mot s& hing ban quan 4o nhung tdi dinh
161 khen cho TikiNow, vi c6 ddi ngli tw van 24/7,
phan hdi nhanh nén KH tin tuéng va mua sim
thudng xuyén” (Chi X, KH, 33 tudi). Chatbot, hd
trd KH nhanh chéng qua tin nhin gitip gia ting su
thuan tién. Viéc tich hgp Al Chatbot tv vin nhanh
da cai thién trdi nghiém KH. “Shopee Live hd trg
truc tuy€n gitip khach d& dang lya chon san phim”
(Chi K, KH, 39 tudi).

“Shopee Mall ctia cdc thuong hiéu 16n tai Ha
Noi nhu Canifa, Ivy Moda c¢6 giao dién dé st dung,
tich hgp chatbot, phdn hdi nhanh nén KH cidm thay
yén tim hon” (Anh Q, KH, 28 tudi).

4.2.4. Trdinghiém céng dong do

HJ trg tir cong dong, ddnh gid sin phdm s& dnh
hudng 16n d&€n quyét dinh mua. Tuong tdc vdi
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thanh vién khdc sé ting mic d6 gin k&t vé6i
thuong hi€u. Chi O, nhan vién, 23 tudi chia sé:
“Cédc nhém Facebook cta Uniqlo thu hit hang
nghin thanh vién, chia sé kinh nghiém mua hang,
g6p phan ting nhin dién thuong hiéu va y dinh
mua 14p lai cia KH”. Cdc nhém Facebook hoic
dién dan nhu TikTok Shop gitp KH chia sé didnh
gid san pham, tao niém tin va thic ddy mua lip
lai. Feedback tir KH khac trén d6 sé tic dong 16n
dé&n quyé&t dinh mua 13p lai. Live-stream ban hang
hap din, c6 khuyén mai sé& ting tuong tic va
chuyén d6i mua hang. C4c shop thdi trang Ha Noi
nhu Chicbae, Daisy tan dung live-stream dé ban
hang, vi vdy KH cdm thdy than thién, tin tudng
hon (Chi A, KH, 20 tudi).

4.3. Moi quan hé giita trai nghiém KH da kénh
va y dinh mua ldp lai

4.3.1. Su tuong tdc giita trdai nghiém truc tiép va
gidn tiép

Trdi nghiém t6t trén kénh truc ti€p sé cling co
nhan thifc thuong hiéu, thic ddy, cdi thién long
trung thanh do KH c¢é twong tic thuc t&. Trai
nghiém t4t trén kénh gidn ti€p s€ tao do tin cdy,
gidm rao cdn mua hang, tao diéu kién thuan Igi dé
mua sim nhanh chéng. Su k&t hgp hai hoa giita
hai kénh s€ tao hiéu Gng cdng hudng manh, ting
dang k€ y dinh mua lip lai. Chi U, KH, 38 tudi cho
hay: “Téi thit d6 tai Zara nhung mua trén website
vi c6 chuong trinh gidm gid. Vi cd hai kénh déu
t6t, nén chic chin tdi sé quay lai nhiéu lan dé
mua quian 40”.

Moi sy tic dong tir trdi nghiém KH trurc tuyén sé
kéo theo trdi nghiém KH truc ti€p va két qué 1a
dinh mua lap lai. Vi vdy, tao ra su tin tudng, hai
1ong chic chin s& chi€m dugc “trdi tim” ctia KH.
Khi KH tin tuéng, ho sin long mua lai sidn phim,
cling nhu ¢6 kha ning gidi thi€u cho ngudi khac
bi€t t6i sdn phdm, thuong hiéu d6. Hodc thim chi,
ho con c6 ddnh gid tot trong cong ddng va khuyén
khich cdc KH khac cling mua sim. Piéu nay cho
thay c4 1y thuyét va thuc tién déu c6 cling mbi quan
tAm dén trdi nghiém KH da kénh. Ly thuy&t hanh vi
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ngudi tiu dung cho thay 3 try cot théa man KH la
sdn phdm, mdi trudng va cong nghé thi thuc tién
ciing chitng minh KH ciAn dugc thda min va hai
long véi 3 y€u t6 nay. Va mdi KH 1a khéc biét nén
cAn tap trung tao ra nhitng trdi nghiém riéng biét va
gia ting su hai long dé c6 dugc 16i the canh tranh
va tinh bén vitng. Thdi dai ky nguyén k§ thuit s
cho thdy céc trdi nghiém tryc tuyén c6 y nghia va
tdc dong nhiéu t6i hanh vi cia KH hon.

4.2.2. Cdch t6i wu trai nghiém dé ting mua
lap lai

Thuong hiéu nao t6i uu duge trdi nghiém da
kénh s& chi€m wvu thé trong thi trudng thdi trang Ha
Noi. Vi th€, cdc hang thdi trang cin dong bo hoa
trdi nghiém da kénh, gﬁm nhan dién thuong hiéu,
chinh sach gia, dich vu KH. D6ng thoi, phai ca
nhin héa trdi nghiém mua sim bing cdch dé xuat
san phdm dua trén lich sit mua hang. Ngoai ra, cin
tao cong ddng KH trung thanh, ching han chuong
trinh KH than thiét, nhém Facebook,...

5. Ké&t luan va khuyé&n nghi

Trdi nghiém KH da kénh 1a mot yéu t6 then
chot, ¢6 dnh hudng manh mé va tich cuc dén y
dinh mua ldp lai mat hang thai trang cia KH. Cédc
thuong hiéu thdi trang tai Ha Noi ciAn t8i uu ca hai
kénh d€ nang cao 1gi th€ canh tranh. Piéu nay doi
hdi sy hi€u bi€t vé tim ly, tinh cdch, nhu ciu cling
nhu cdc khia canh dnh hudng t6i tim ly, hanh vi
ctia KH. DN nén tap trung t8i uu héa trdi nghiém
KH thong qua viéc dong bd héa dir lieu KH, ddm
bio tinh nhit quin giita cic kénh d€ ting cudng
trdi nghiém lién mach va 4p dung AI d€ c4 nhan
héa trdi nghiém mua sim. Bén canh d6, phdi ning
cap trdi nghiém ctra hang vat 1y nhu thi€t k& hién
dai, thr @6 tién 19i, dich vu KH chuyén nghiép.
DPong thdi, ci thién nén ting truc tuyén, ddm bio
website d& dung, live-stream hap din, giao hang
nhanh. DN ciing cin cdi thién dich vu, tao sy
thuin tién trong thanh todn, chit lugng dich vu
KH, ciing nhu phat trién chuong trinh KH thian
thi€t nhiim giit chAn KH lau dai. Thuong hiéu nao
t0i wu dugc trdi nghiém da kénh sé& c6 1gi thé vugt
trdi trong thi trudng thoi trang Ha Noi B



KINH DOANH

TAILIEU THAM KHAO:

Achrol, Ravi & Philip, Kotler. (2012). Frontiers of the marketing paradigm in the third millennium. Journal of the
Academy of Marketing Science, 40(1): 35-52.

Carbone, L.P. & Haeckel, S.H. (1994). Engineering customer experiences, Marketing Management.

Dick, A.S. & Basu, K. (1994). Customer loyalty: Toward an integrated conceptual framework. Journal of the
Academy of Marketing Science, 22: 99-11.

Gopalani, Anees & Shick Kevin. (2011). The service-enabled customer experience: A jump-start to competitive
advantage. Journal of business strategy, 32(3): 4-12.

Ngay nhan bai: 20/1/2025
Ngay phan bién danh gia va sia chira: 4/2/2025
Ngay chap nhan diing bai: 22/2/2025

THE IMPACT OF OMNICHANNEL CUSTOMER EXPERIENCE
ON REPEAT PURCHASE INTENTIONS
IN FASHION RETAIL

® LY THI PHUONG
Vietnam Women's Union Central Committee

ABSTRACT:

The omnichannel customer experience has become a critical trend in modern retail, offering
consumers a seamless and integrated shopping journey across digital and physical platforms. This
study explores the influence of omnichannel experiences on repeat purchase intentions in the
fashion retail sector in Hanoi. The results reveal that the effective integration of online and offline
sales channels significantly enhances customers’ likelihood of making repeat purchases. Drawing
on these insights, the study proposes strategic solutions to optimize customer experience and drive
revenue growth for fashion retailers.

Keywords: Omnichannel customer experience, repeat purchase intention, fashion.
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