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TOM TAT:

Bai bdo nghién ctu dnh hudng cliia marketing-mix téi trdi nghiém khéch hang (customer
experience) va long trung thanh ctia khach hang (customer loyalty) tai Cong ty C8 phan Cd khi
CAu dudng Ha Ninh. M4u khao sdt gdm 211 khach hang di titng sit dung san pham hoic dich vu
clia Cong ty C§ phan Co khi CAu dusng Ha Ninh trong 12 thing gin day (tir 01/12/2024 dé&n
01/01/2025). K&t qua cho thay 5 thanh phan clia marketing-mix bao gdm: Sdn phim, Gi, Phan
phdi, Xdc tién ban va Con ngudi déu c6 dnh hudng tich cuc tdi trii nghiém khach hang va long
trung thanh cta khdch hang. Nghién cttu ¢6 nhitng ham ¥ quan trong cho viéc hoan thién céc chinh
sach marketing-mix d€ ning cao trii nghiém kh4ch hang va 1ong trung thanh ctia khach hang clia
céc cong ty trong nganh cd khi ché tao.

Tu khoa: marketing-mix, trai nghiém khach hang, 1ong trung thanh ctia khach hang, Cong ty

C3& phan Co khi Cau dudng Ha Ninh.

1.bit van dé

Cong ty C& phan Cd khi Cu duong Ha Ninh
(Ha Ninh Bridge and Road Mechanical
Engineering Joint Stock Company) dugc thanh lap
vao ngay 01/4/2005, v6i 10 thanh vién sdng lap,
hoat dong trong linh vuc co khi phu trg, chuyén
cung cAp san phdm cho nganh dudng sit va khai
thic than. V6i gan 20 nim hoat dong, Cong ty di
khong ngitng m& rong quy mod sin xuit, ning cao
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cht lugng san pham va md rong thi trudng tiéu thy.
Doanh thu ting tir 38 ty dong trong nim 2020 1én
mic xap xi 60 ty ddng trong nim 2023. Lgi nhuin
tru6e thu€ nim 2020 dat 1,17 ti ddng va ting manh
vi0 2023 véi mitc 2,68 tf ddng.

Su canh tranh gay git doi hdi doanh nghiép phdi
ting cudng cdc trai nghiém tich cuc va mdc do
trung thanh cla khach hang. Nghién ctu nay tip
trung vao cac muc tiéu sau: (1) do luong danh gia
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clia khdch hang vé marketing-mix, trdi nghiém
khach hang va long trung thanh cia khach hang tai
Cong ty C6 phan Cd khi CAu dudng Ha Ninh; (2)
phan tich tdc dong clia cdc chién ludc marketing-
mix dén trdi nghiém khach hang va long trung
thanh ctia khach hang, tir d6 dé xuAt gidi phap gitip
Cong ty nang cao trai nghiém khach hang va 1ong
trung thanh ctia khach hang.

2. Co's6 Iy thuy&t va mo hinh nghién citu

Marketing-mix

Marketing-mix Ia tdp hdp c4c cong cu ti€p thi ma
doanh nghiép st dung dé dat muc tiéu trén thi
trudng muc tiéu. Ban dau, mo hinh 4P (Sdn phim,
Gid, Phan phdi, Xdc tién ban) dugc phat trién bdi
Jerome McCarthy (1960). M6 hinh nay da dugc mé
rong thém céc chit P mdi nhu 7P trong marketing
dich vu. Trong pham vi nghién ctu cta Cong ty Ha
Ninh, mdt doanh nghiép cung cAp san phdm va dich
vu cd khi cho 5 chifc va c4 nhan, marketing-mix sé&
dugc trién khai v6i 5P gdm: San pham (Product-P1),
Gi4 (Price-P2), Phan phdi (Place-P3), Xic tién ban
(Promotion-P4) va Con ngudi (People-P5), véi su
nh&n manh y&u t6 con ngudi trong linh vuc co khi.

Trai nghi¢m khdch hang (Customer Experience
-CX)

Trai nghiém khach hang 13 tdng hgp cdm nhén,
4n tugng va cdm xdc cta khach hang trong sudt quéd
trinh tuong tdc v@i thuong hiéu, tir giai doan tim
hi€u, mua hang dé&n st dung va hau mai (Schmitt,
1999). Theo Kotler & Keller (2016), CX gdém ba
giai doan chinh: trudc khi mua (tim ki€m thong tin,
danh gia thuong hi¢u), trong khi mua (quy trinh
giao dich, trdi nghiém mua sim) va sau khi mua
(chi't Iugng san pham, dich vu hau mai).

Long trung thanh cua khdch hang (Customer
Loyalty - CL)

Long trung thanh khéng chi gitp giam chi phi
thu hiit khdch hang méi ma con khuyén khich sy
gidi thiéu va duy tri doanh thu 8n dinh. Long trung
thanh ¢6 hai thanh phan chinh 12 trung thanh hanh
vi, (thé hién qua viéc mua hang lip lai) va trung
thanh thdi do (su gdn b6 cdm xic v6i thuong hiéu)
(Kotler, Armstrong, Balasubramanian 2023).

Anh huéng ciia Marketing-mix dén Trdi
nghiém khdch hang va Long trung thanh cua
khdch hang

Fouad & Mouhssine (2024) nhan manh vai trd
clia marketing-mix trong viéc nang cao trai nghiém
khach hang. Nghién ctitu phan tich mé6 hinh 4P (san
phdm, gia, phan phdi, xtc ti€n) va md rong sang
céc y€u td nhu con ngudi, quy trinh va phuong tién
hitu hinh, cho thiy sy cAn thiét clia cich ti€p cin
tap trung vao khach hang.

Tyrvdinen, Karjaluoto & Saarijarvi (2020) da
nghién cttu dnh hudng ctia cd nhin héa va dong
lyc mua hang dé&n trdi nghiém khach hang trong
boi cdnh ban 1& da kénh. K&t qua cho thdy cdc
y&u t& c4 nhan héa va dong luc hudng thu cé tic
dong tich cuc d€n cdm xtc, nhin thifc clia khach
hang va long trung thanh cia ho. Nghién cdu
ciing khing dinh trdi nghiém khach hang 1a yé&u
t0 quyét dinh gitip doanh nghiép duy tri khdch
hang trung thanh.

Phiing Thi Thily & Lé Hitu Chau (2019) da
nghién cttu cdc y€u t6 4nh hudng dén trdi nghiém
khéach hang khi mua sim truc tuyén tai Viét Nam.
Dit liéu tir 150 khdch hang cho thdy, diém ti€p
xtic doanh nghiép, mdi quan hé gifta gid va sin
phdm, ciing dich vu chim séc sau ban déu tic
dong dé€n trai nghiém. Hoat dong d6i trd va ti€p
nhan phan hdi d6ng vai trd quan trong, ddng thdi
gid cd va sdn pham ciing 4nh hudng dé&n quyét
dinh mua hang.

Bui Nhiat Vuong & cdng su (2023) nghién ciu
tdc dong clia trdi nghiém khdch hang dén long
trung thanh chi ra sy hai 1ong déng vai trd quan
trong d€ ting 1ong trung thanh khach hang. Bui Thi
Quynh Trang (2020) dd phan tich trdi nghiém
khach cho thdy moi trudng dich vu, ngudi cung cip
dich vu va sin phdm dich vu déu 4nh hudng dén sy
hai long, trong d6 moi trudng dich vu ¢6 tdc dong
manh nhat. Sy hai Iong ciing 1a y&u t6 quan trong
quyé&t dinh Iong trung thanh khach hang.

Nguyén Hai Quang (2023) nghién cttu &nh
huéng clia marketing-mix dén sy hai long va long
trung thanh khach hang trong linh vuc dich vu dn
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udng tai TP. H6 Chi Minh. K&t qua
cho thdy marketing-mix khong chi
tdc dong truc ti€p ma cdn gidn ti€p
thong qua sy hai long.

Mo hinh nghién citu dé xudt

M6 hinh nghién ctu dudc dé
xuat c6 bién dau ra 1a Long trung
thanh khach hang, bién dau vao la
5P cua marketing-mix va Trai
nghiém khach hang déng vai tro
dnh hudng trung gian dén Long
trung thanh khach hang (Hinh 1).

H1: San phdm tic dong tich cuc
dén long trung thanh khich hang
dén trdi nghiém khach hang.

H2: Gia tac dong tich cuc dén
long trung thanh khich hang dén
trai nghiém khach hang.

H3: Phan phdi tac dong tich cuc dén long trung
thanh khidch hang dé&n trai nghiém kh4ch hang.

H4: Xdc ti€n bén tic dong tich cuc dén long
trung thanh khich hang dén trdi nghiém khich
hang.

H5: Con ngudi tdc dong tich cuc d&n long trung
thanh khdch hang d&n trdi nghiém kh4ch hang.

H6: Trai nghiém khéich hang tdc dong tich cuc
dé&n 1ong trung thanh khach hang.

3. Phuong phap nghién citu

Ké hoach ldy mau

Theo Hair va cong su (2009), kich thu6c miu
trong nghién citu dinh lugng t5i thi€u 1a 5 14n s6
bi€n quan sit trong md hinh nghién cttu. Mo hinh
nghién ctu nay c6 31 bién quan sét, do d6 ¢d miu
can tir 155 d&€n 310 phi€u. Nhém tic gid lwa chon cd
mau 12 7 1an clia s lugng bi€n quan sat, tic 12 ¢d
mau du ki€n sé& 1a 217 phi€u. Thdi gian khio sat tir
01/12/2024 dé&n 01/01/2025. Khi s6 phi€u thu vé dd
¢d miu du ki€n sé& dirng khdo sat. Sau khi thu dugc
dt s6 phi€u la 217, loc bd mot s6 phi&u trd 15i kém
chat lugng, s6 phi€u con lai dat chat lugng 1a 211.

Thang do cho cdc bién nghién ciiu

Mb hinh nghién cttu dé xudt c6 7 bién nghién
cttu. Mdi bién nghién citu dugc do bing 3 d&n 5
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Sin phém

Con nguoi

Hinh 1: Mé hinh nghién cdu

H5

/

bi€n quan st véi ngudn tai liéu tham khdo dugc
néu tai Bdng 1. Thang do clia cdc bién nghién cifu
nay ciing dugc ki€ém dinh Cronbach’s Alpha do
ludng do tin cdy (Bang 1).

4. K&t qua nghién ciu

Ddc diém nhdn khdu ciia mdau

Trong tong s6 211 khach hang dudc khio sat, c6
106 khach hang nam (50,2%) va 105 khiach hang nit
(49,8%). P tudi chi y&u la tir 50 tudi tr§ 1én
(27,5%), k&€ dén 1a 40-49 (26,1%), dudi 30 tudi
(23,7%) va 30-39 (22,7%).

V& chifc vu, nhin vién 13 nhém st dung ty 1& cao
nhit v6i 64,9% (137 phi€u). Nhém trudng/phd
phong st dung 13,3% (28 phi€u) va gidm doc/phé
giam doc st dung 10% (21 phi€u bau). Ngoai ra,
11,8% khach hang thudc nhém khdc (25 phiéu),
bao gdm chuyén gia hozc nha thiu doc 1ap.

V& trinh d6 hoc van, khach hang c6 trinh do
trung cip, cao ding sit dung 28% (59 phi€u bau).
Nhém c6 trinh d dai hoc (24,2%, 51 phi€u) va trén
dai hoc (24,6%, 52 phigu)

Kiém dinh cdc gid thuyét nghién ciiu

Phuong phdp phin tich hé s6 tuong quan
Pearson v6i phdn mém SPSS 27.0 dugc st dung dé
kiém dinh gia thuyé&t v& m&i lién hé giita cdc chinh
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Bdng 1. Thang do clia cdc bién nghién ciu

S&biéh He 5
Bién nghién cltu Ky hiéu : Thang do tham khao Cronbach’s
quan sat
Alpha
Chinh séch Phung Thi Thiy & Lé Hiiiu Chau (2019); Fouad &
s3n phém P1 5 Mouhssine (2024); Ridhani & Rustuadi (2024); Nguyén 0,876

Hai Quang (2022)

Phlng Th Thiy & Lé Hiiu Chau (2019); Fouad &
Gia P2 3 Mouhssine (2024); Ridhani & Rustuadi (2024); Nguyén 0,799
Hai Quang (2022)

Fouad & Mouhssine (2024); Ridhani & Rustuadi (2024);

Phan phéi P3 4 Dingling Xu (2024) 0.855
ey Fouad & Mouhssine (2024); Ridhani & Rustuadi (2024);
Xuc tién bén P4 5 Nguy&h Hai Quang (2022) 0,866
Con nguoi P5 4 Dingling Xu (2024); Nguyén Hai Quang (2022) 0.893
Trai nghiém CoX 5 Trinh Phuong Ly & Pham Thy Huyén (2022); Ridhani va 0.846
khach hang Rustuadi (2024) '
Long trung thanh cL 5 BAi Thi Quynh Trang (2020); Bui Nhat Vuong (2023) 0,790
clia khach hang e 9 ’ 9 '
sach marketing-mix va trdi nghiém khach hang, Anh hudng ciia Marketing-mix t6i Trdi nghi¢m
gilra trdi nghiém khach hang va long trung thanh  khdch hang
clia khdch hang. C4c hé s6 tuong quan giita cac cip TAt ¢4 5 thanh phan cla Marketing-mix déu tdc

bi€n déu c6 ¥ nghia thong ké & mic tin cdy 99% dong tich cyuc t6i Trai nghiém khach hang. Anh
(Béng?2). hudng manh nhit 12 Con ngudi (0,47), thit nhi 1a

BAng 2. Ki€ém dinh céc gid thuyét nghién clu

Gi thuyét NGi dung He sg:::;‘gnq”a" Sig. (2-tailed) | Kétluan
H1 San pham — Trai nghiém khach hang 0,357** 0,000 Khang dinh
H2 Gia — Trai nghiém khach hang 0,376** 0,000 Khang dinh
H3 Phan phdi — Trai nghiém khach hang 0,284** 0,000 Khang dinh
H4 X(c tién ban — Trai nghiém khach hang 0,394** 0,000 Khang dinh
H5 Con ngudi — Trai nghiém khach hang 0,470** 0,000 Khang dinh
H6 Trai nghiém khach hang — Long trung thanh 0,776** 0,000 Khang dinh

Ghi chii: **: H¢ 56 tuong quan cé ¥ nghia thong ké véi do tin cay > 99%
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Xic ti€n ban (0,39), k€ dén 1a Gid (0,37), San
phim (0,35) va thap nhat 1a Phan phdi (0,28).

Anh hudng cia Trdi nghiém khdch hang toi
Long trung thanh cua khdch hang

Hé s6 tuong quan gitta CX va CL la 0,776, &
mtc tudng quan tuyé&n tinh manh. Piéu d6 c6 nghia
0,7762 = 60,2% su bién dong clia CL 1a do CX.

5. K&t luan va khuyé&n nghi

Nghién cttu da khing dinh 4nh hudng tich cyc
clia phdi thitc marketing (marketing-mix) 5P, dén
CX. Trong 5 thanh t§ clia marketing-mix, thinh t&
Con ngudi, Xic ti€n ban va Gid c6 tdc dong manh
hon hai thanh t& con lai 12 Sdn phd&m va Phan

TAILIEU THAM KHAO:

phdi. Thanh t8 Con ngudi thé hién dnh hudng
manh nhat t6i CX. Ti€p theo, CX ¢6 dnh hudng
manh dén CL.

K&t qua nghién citu c6 y nghia quan trong doi
vGi cong tac quan tri marketing trong doanh nghiép.
T4t c4 5 thanh t§ clia marketing-mix déu cin dugc
thi€t k& va trién khai tot. Trong d6, Cong ty can chi
trong vio yéu to con ngudi, truyén thong marketing
va gid dé ting cudng trdi nghiém tich cuc cia
khach hang, thong qua d6 ning cao long trung
thanh ctia khdch hang. K&t qud ctia nghién ctu
ciing c6 thé 4p dung cho cic doanh nghiép khic
cung nganh ®
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ABSTRACT:

This study examines the impact of the marketing mix on customer experience and customer
loyalty at Ha Ninh Bridge and Road Mechanical Joint Stock Company. Using a survey of 211
customers who used the company's products or services between December 1, 2024, and January
1, 2025, the research analyzes the influence of five key marketing mix components: Product,
Price, Place, Promotion, and People. The findings reveal that all five elements positively affect
both customer experience and loyalty. These results offer valuable insights for enhancing
marketing strategies, with practical implications for improving customer satisfaction and
fostering long-term loyalty in the mechanical engineering sector.

Keywords: marketing-mix, customer experience, customer loyalty, Ha Ninh Bridge and
Road Mechanical Joint Stock Company.
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