TAP CHi CONG THUGNG

BAN VE KHAI NIEM HANH VI LEN TIENG
CUA NGUOI TIEU DUNG

® LE THI THU HUGNG

TOM TAT:

Bai vi€t nghién cttu khdi niém hanh vi 1én ti€ng clia ngudi tiéu ding, dua trén viéc tdng hdp,
hé théng héa mot s& cong trinh nghién ctu tiéu bi€u vé khdi niém hanh vi 1én ti€ng clia ngudi
tieu dung mot cdch logic, ¢6 tinh k&t ndi, tir d6, x4c dinh mot s6 khia canh chi ti€t clia kh4i niém
nay, bao gdm: (1) tén goi hanh vi; (2) ddi tuong hudng téi khi 1én ti€ng (1én tiéng vdi ai?); (3)
ndi dung 1&n ti€ng (1én ti€ng vé van dé gi?); (4) kénh 1én ti€ng (I&én ti€ng & dau?); (5) hinh thitc
1én ti€ng (bi€u hién ndi dung Ién ti€ng nhu thé ndo?) va (6) ddng cd/muc dich (1&n ti€ng vi diéu
gi?). Bai viét gitip ning cao hi€u biét vé hanh vi Ién ti€ng clia ngudi tiéu ding, gép phan mang
lai 1¢i ich cho cd doanh nghiép va ban thin ngudi tiéu dung, dong thdi con gidp cdc hoc gia,
ciing nhu nhitng d6i tudng quan tdm ti€t kiém thdi gian, cong sic, d& dang hon khi ti€p can,
nghién cttu vé chi dé nay.

T khéa: hanh vi 1én ti€ng cla ngudi tiéu dung, hanh vi 1én ti€ng cta khdch hang, ti€ng néi
clia ngudi tiéu ding, ti€ng néi ctia khach hang, hanh vi phan nan clia ngudi tiéu dung, hanh vi

phan nan ctia khdch hang.

1. Dat van dé

Céc nghién cttu trudc d6 da chiing minh hanh vi
lén ti€ng clia ngudi tiéu ding (consumer voice
behavior) mang lai nhiéu 1gi ich cho cid doanh
nghiép (DN) va ban thian ngudi tiéu dung (NTD).
V& phia DN, lgi ich d6 1a gitp cdc cong ty phat hién
ra cdc van dé vé san phdm, dich vu (SPDV) ctia ho,
dua ra nhitng dé xuét hitu ich, tham gia vao nhiéu
séang ki€n nghién citu marketing, ci thien SPDV va
ngin ngira cic van dé trong tuong lai, co hdi dé sira
161, khong chi bio vé chong lai sy rit lui cia khach
hang ma con déng gép vao viéc xay dung mdi quan
hé v6i khdch hang, duy tri m&i quan hé giita khach
hang va DN, sy trung thanh cia NTD tiang cao, ciing
su sdn long ting khdi lugng mua hang ctia khich
hang, truyén miéng tich cuc, gép phan cai thién hiéu
suat, ning cao kha ning canh tranh ctia DN,... (Zan
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& Zhou, 2020; Lacey, 2012;...). Vé phia NTD, Igi ich
dén tir co hoi dude st dung SPDV véi chat lugng
ngay cang cao, ting cd hdi dugc bu dip nhitng thiét
hai do DN giy ra, c6 dugc ngudn thong tin quan
trong tr nhitng NTD khéc nhd nhitng ddnh gia cta
ho trén c4dc nén tAing mua sim tryc tuyén, gidp quyét
dinh mua hang d& dang, chinh x4c hon (Chevalier
va ccs, 2018; Lacey, 2012;...).

Hi€u bi€t vé hanh vi 1én ti€ng cla ngudi tiéu
ding (HVLTNTD) c6 thé gitip cic DN st dung
hiéu qua ti€ng néi ctia NTD, t8i da hdéa dugc nhitng
1gi ich tir hanh vi ndy mang lai, gép phan khong
ngling nang cao hiéu qua hoat dong kinh doanh va
khd ning canh tranh ctia DN. Tuy vy, s6 lugng céc
cong trinh nghién cifu vé dé tai nay van con rat it
(Ran & Zhou, 2020), ndi dung nghién cttu con rdi
rac, khong c6 nhiéu c4c cong trinh nghién cttu sau,
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phan tich khdi niém hanh vi nay theo cac khia canh
khac nhau, di cht d& HVLTNTD da nhén dudgc su
quan tAim ngay cang ting ctia cac hoc gia.

Chinh vi vdy, viéc tdng hgp, hé thong héa mot
s6 cong trinh nghién ctu tiéu bi€u vé khdi niém
HVLTNTD mdt c4ch logic, ¢6 tinh k&t ndi, trén cd
s6 d6, phan tich cdc khdi niém nay theo mot so
khia canh khdc nhau, cu thé nhu: (1) tén goi hanh
vi; (2) d6i tugng huéng t6i khi 1én ti€ng (1én ti€ng
véi ai?); (3) ndi dung 1én ti€ng (1én ti€ng vé van
dé gi?); (4) kénh 1én ti€ng (1&n ti€ng & dau?); (5)
hinh thic 1&n ti€ng (bi€u hién nodi dung 1én ti€ng
nhu thé nao?) va (6) dong co/muc dich... 1a rit can
thi€t, nhim nang cao hiu bi&t, d€ tdi da hda
nhitng 1gi ich mang lai tr hanh vi d6 cho doanh
nghiép ciling nhu bin thin ngudi tiéu ding, dong
thdi, gitp cdc hoc gid, doi tugng quan tAm dé dang
ti€p can, rit ngdn thdi gian, cong sic hon khi tién
hanh nghién cttu vé chd dé nay.

2. Giai quyé&t van dé

2.1. Tong hop mot sé cong trinh nghién ciiu vé
hanh vi lén tiéng ctia nguoi tiéu diing

Téc gid danh sy tAp trung vao cdc cong trinh
nghién ciu dua ra khdi niém mdi (c6 thé méi hoan
toan hoic mot phan) vé hanh vi 1én ti€ng clia ngudi
ti€u dung.

Trong cudc thdo luan clia minh vé céc phan ing
ddi v6i sy suy gidm trong cic cong ty, t& chifc va
qudc gia, Hirschman (1970) da c6 ging dwa ra mot
phan loai don gidn cdc phan tng doi v6i sy khong
hai long. Ong dé xuét ring ¢6 3 phan tGng dic trung
ddi véi su suy gidm hai long: (a) thodt ra (exit) - két
thiic mdi quan hé; (b) 1én ti€ng (voice) - bi€u hién
su khong hai 1ong ciia minh mot cach chi dong, tich
cuc va mang tinh xay dung, v6i y dinh céi thién
diéu kién; (c) trung thanh (loyalty) - chd dgi diéu
kién sé cai thién mot cach bi ddng nhung lac quan.

Sau d6, Rusbult va Zembrodt da thuc hién mot
nghién citu thu nhd nhiéu chiéu vé cic phdn tng
ddi v6i sy gidm sit hai 1ong trong cdc mbi quan hé
lang man va xac dinh dugc mot phan dng logic thit
tv doi véi sy khong hai long, d6 1a bd mic
(neglect): bi ddng cho phép mot mdi quan hé suy
y&u, bén canh 3 phan ing dic trung cho cac hanh vi
trong cdc mdi quan hé ling man (Rusbult,
Zembrodt & Gunn, 1982).

Trong cong trinh nghién ctu vé hanh vi phan
nan (HVPN) cta NTD (consumer complaint
behavior), (Richins, 1983) c6 biing chitng vé mot
phan tng khong hai long khac nita 13 NTD ¢6 thé
phan tng bing cich ké cho ngudi khic vé SPDV
hodc ctta hang ma ho khong hai 1ong. Phan Gng nay
con dudc goi 1a hanh vi truyén miéng tiéu cuc
(negative word of mouth).

Singh (1988) nhan dinh, mot s6 hoc gid nghién
cttu vé& hanh vi cia NTD di dé cap dén ti€ng noi/su
1én ti€ng clia NTD (voice of consumer) nhu 12 mdt
loai HVPN. Song, Ivu y ring khong phai moi HVPN
déu 12 HVLT, du viéc bay t4 nhitng phan nan nay
chii y&u bing 15i néi t6i nha cung cip dich vu. Véi
nd luc nghién ctu ddnh gid ban chdt va ciu tric
HVPN, Singh (1988) da dua ra céc tiéu chi nhim
phéan loai HVPN. Dva trén cic ti€u chi nay, HVPN
dugc phan thanh 3 loai: HVPN Ién ti€éng, HVPN
thong qua bén tht ba va HVPN c4 nhan, riéng tu.
Trong d6, hanh vi truyén miéng tiéu cuc dugc x&p
vao HVPN c4 nhan, riéng tu (private HVPN). Ba
loai HVPN nay di dugc chiing minh déu lién quan
dén phin ng khong hai 1ong vé SPDV ctia NTD,
song, chiing 1a nhitng cau tric doc 1ap va phan biét.
Su phan biét ndy dua trén cd s§ doi tuong cac HVPN
hudng t6i. Trong d6, HVPN Ién ti€ng huéng t6i cac
ddi tugng nim bén ngoai mang 1u6i xa hdi clia NTD
(ttrc 1a nim ngoai mdi quan hé khong chinh thitc) va
truc ti€p lién quan dé&n giao dich khong hai long (vi
du: ngudi ban 18, nha sin xuat).

Tuy nhién, viéc coi HVLT chi la m6t loai HVPN
nhu Singh (1988) di thay ddi. Luo (2007) da dé cap
dén ti€ng noéi/sy 1én ti€ng tiéu cuc clia NTD
(consumer negative voice) nhu la mot biéu hién
clia cdc phdn @ng phan nan cia NTD doi vé6i su
khong hai 1ong, hodc hanh vi truyén dat céc su c6
vé trdi nghiém tiéu dung SPDV/dich vu khong vui.
Theo dinh nghia nay, HVLT khong chi 1a mot loai
HVPN ma 1a “cac phan ¢ng phan nan” cia NTD.
Ciing dudc coi la HVPN, Melacon & Dalacas
(2017) da dé xuit mot khdi niém mdi dugc goi 1a
"social voice" (Ién ti€ng trén mang xd hoi), 1a
HVPN cong khai dién ra trén mdt hoic nhiéu trang
mang xd hoi chinh thitc cia mot t§ chitc. Nhitng
khi€u nai nay cong khai, tiéu cuc va rd rang, ngu y
¢ ging thay ddi hanh dong clia cong ty, bao gdm

$6 16 - Thang 7/2023 309



TAP CHi CONG THUGNG

tAt cA nhitng binh luan cia NTD c6 tinh chit tiéu
cuc hodc phé phan.

(Ran & Zhou; 2020) nhan dinh, v&i sy phat trién
clia nghién cttu vé ti€ng néi ctia NTD, cic hoc gid
da dé xuat ring ti€ng néi cia NTD khong chi don
thuin 13 nhitng phan nan ctia NTD khi ho khong hai
1ong ma con 1a dua ra goi y, dé& xudt gitp DN cdi
thién chat lugng dich vu hiéu qud thong qua tiéng
n6i. Ngoai goi y, dé& xudt, NTD con sl dung ti€ng
néi ctia minh d€ bay té sy hai long, 15i khen va
truyén miéng. Ran & Zhou (2020) nhan thiy dang
thi€u cdc dinh nghia khdi niém vé ti€ng néi cla
khdch hang 4p dung cho tinh hudng hién tai. Pugc
hinh thanh tir quan di€m ctia hanh vi tich cuc nim
ngoai vai trd thong thudng, Ran & Zhou (2020) dé
xuit mot dinh nghia mdi lién quan dén khdi niém
"ti€ng néi ctia nhan vién" (Van Dyne va LePine,
1998). Trong d6, ti€ng néi ciia NTD dugc dinh nghia
12 hanh vi giao ti€p nim ngoai vai trd thong thudng
ctia NTD, ho tich cuc dua ra dé xuit hoic y ki€n dé
cai thién SPDV va dich vu ctia DN. Dya vao ndi
dung 1én ti€ng, hai tdc gid da phan loai VOC thanh
1én ti€ng khich 1& (promotive voice) va lén tiéng
ngin can (prohibitive voice). Lén ti€ng khich 1& chi
ra nhitng ¥ tudng sing tao va dé xuat dugc khach
hang dua ra @€ cai thién hiéu qua ctia DN, trong khi
1én ti€ng ngin cin chi d& cap dén viéc dién dat y
ki€n vé cic van dé thyc t& va tiém ning ton tai trong
SPDV hoic quan ly ciia DN, giy hai cho DN hoic
khach hang. Tuy nhién, Ran & Zhou (2020) cling
thira nhan tinh hgp 1€ ctia phan loai nay va kha nang
4p dung cho céc tinh hudng kh4c doi héi phai dugc
ki€m tra k¥ ludng hon. Mic dii, mdt s6 hoc gid coi
ngudi tiéu diing 13 “ngudi lao ddng mdt phan/partial
employees” cho cic t6 chiic, nhung mdi quan hé
giita ngudi tiéu dung va doanh nghiép khong giong
nhu mdi quan hé giita ngudi lao dong véi doanh
nghiép. Ngudi lao dong phu thudc vao doanh
nghiép, nhung ngudi tiu dung giong nhu ddi tic véi
doanh nghiép. Trong khi d6, Béal & Sabadie*
(2018) coi dé xuAt cai ti€n dich vu va § dinh khi€u
nai ctia NTD Ia hai loai HVLTNTD. Trong d6, dé
xuat cai ti€n dich vu c6 thé cung cAp cho td chiic
nhitng ¥ tuéng xay dung vé cich ci thién dich vu,
hoic ho c6 thé yéu cAu mot s§ bién phap khic phuc
hoidc bdi thudng cho cdc van dé gip phai trong cic
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giao dich cu thé. P& xuit c6 thé cling c6 mdi quan
hé ctia NTD, vi chiing thiic diy mot mdi trudng xa
hoi tich cyc gitip gidm y dinh chuyén ddi nha cung
cap clia khach hang. Thay vao d6, khi€u nai chi ra
mong mudn dudc gidi quyét véi cac cong ty sau khi
bi gian doan do 13i dich vu. C4 2 loai hanh vi ndy
déu quan trong ddi v6i quan hé marketing, vi chiing
thé hién sy nhan thitc cia NTD vé mdi quan hé ctia
ho. Ngudc lai, céc phan ing khic ddi véi 16i dich vu
(vi du: thodt ra/tlr bd, 13i ndi ti€u cyc, hanh dong cla
bén thit ba, phan ng khong c6 hanh vi) ¢6 thé ngin
can viéc duy tri va phat trién mdi quan hé (Bove &
Robertson, 2005). Ma, Sun & Kekre (2015) ciing
khong chi coi HVLT la HVPN, ma con 1a hanh vi
khen nggi.

2.2. Hanh vi lén tiéng ciia nguoi tiéu ditng - Mot
s6'khia canh cdn chii y

Mic di, s lugng céc cong trinh nghién ctifu vé
HVLT dang ngdy cang ting l&n, song, rat it cic
cong trinh nghién cttu dé cAp siu dén cic khia canh
ctia kh4i niém nay. P& hi€u r6 hon vé khii niém
HVLT, viéc phan tich khdi ni€ém nay theo nhitng
cAu phan chi ti&t hon 1a ra't cAn thi€t. Cdc cAu phan
dugc dé cap dudi day, bao gdm:

- Tén goi hanh vi

- P6i tugng huéng t6i khi 1én ti€ng (1én ti€ng
véiai?);

- Noi dung 1én ti€ng (I&n ti€ng vé& van dé gi?);

-Kénhlén ti€ng (1én ti€ng & dau?);

- Hinh thifc 1én ti€ng (bi€u hién nodi dung lén
ti€ng nhu thé nao?).

- Pong co/muc dich (1&én ti€ng vi diéu gi?)

(i) Tén goi hanh vi

C6 nhiéu tén goi khic nhau dudc dua ra lién
quan dén HVLTNTD. Vi du nhu: Voice, consumer
voice behavior, negative voice, social voice,...

(ii) DOT tuong hudng tdi khi lén tiéng (lén tiéng
voiai?)

D6i tugng hudng t6i khi 1én ti€ng ctia NTD ¢
thé bén trong DN, truc ti€p lién quan d&n giao dich
khong hai 1ong, nhung ciing c¢6 thé 13 nhitng ngudi
bén ngoai DN khong lién quan truc ti€p dén giao
dich d6, nhu bén thd ba, ngudi than, ban be, thim
chi 12 nhitng khach hang khac khong quen biét...

(iii) Noi dung lén tiéng (1én tiéng vé van dé gi?)

Noi dung 1&n ti€ng chii dao 12 nhitng van dé lién
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quan dén trdi nghiém khong hai long. Song, bén
canh d6, c6 nhitng cong trinh dé cap dén nhitng ndi
dung khic nita nhu' y tudng sang tao, d& xuat dé cai
thién hiéu qua hoat dong cia DN, hay la nhiing
canh bdo cho nhitng vin dé dang ton tai hodc ti€ém
4n lién quan dén SP, DV vu nay. Ngoai ra, c6
nhitng cong trinh nghién ctu d& cap dén nodi dung
1én ti€ng 12 nhitng 15i khen vé SP, DV cda DN.
Diém chung clia ndi dung 1én ti€ng 12 lién quan dén
SP, DV cua DN.

(iv) Kénh lén tiéng (lén tiéng & dau?)

C6 su thay ddi dang ké vé kénh lén ti€ng. N&u
nhu truce day, kénh 1én ti€ng it duge dé cap va chii
y&u la riéng tu, tryc ti€p. Gan day, ¢ sy quan tim
ngdy cang ting lién quan dén kénh lén ti€ng
online (tryc tuyé&n), cong khai trén cic nén ting
mang xa hoi.

(v) Hinh thitc lén tiéng (biéu hién ndi dung Ién
tiéng nhu thé nao?)

Noi dung 1én ti€ng thudng dudc biu hién chi
dong hodc bi dong, theo nhitng dinh dang sau:

- Am thanh (I3i néi - n6i chuyén truc ti€p véi céc
nha chuc trach, goi dién thoai,...);

- Chit viét (viét thu, viét dong trang thdi trén cdc
nén tdng mang xa hoi,...);

- Hinh énh (4nh chup, dnh v€,...);

- K&t hdp nhitng dang trén (video - k&t hgp Am
thanh, hinh 4nh; 4nh + chif viét,...).

(vi) Pong co/muc dich (1én tiéng vi diéu gi?)

TAILIEU THAM KHAO:

Pong co/muc dich 1én ti€ng c6 thé vi 16i ich ciia
ban than NTD, vi Igi ich ctia DN hoic vi 1di ich clia
NTD khic.

Viéc phan tich khai niém HVLTNTD theo cac
cAu phan chi tiét, gitip nhitng hoc gi4 quan tim dén
chli @& nay gidm bét thdi gian, cong stic, d& dang
ti€p can, c6 cdi nhin siu sic hon khi ti€n hanh
nghién ctiu.

3. Mot s6 két luan va ki€n nghi

Theo thdi gian, trudc sy thay ddi ctia bdi canh,
khai niém HVLTNTD di c6 rat nhiéu thay ddi. Tir
ldc khéi ddu, HVLTNTD dudc coi 12 mdt loai phan
ting truGe sy khong hai 1ong véi trai nghi€ém mua
hang, 12 mot loai HVPN, cho dén viéc quan diém
ddong nhit véi HVPN va hon thé nita, coi
HVLTNTD khong chi 124 HVPN, ma con bao gdm
cdc hanh vi khdc nhu dé xuat, goi y, khen ngdi,
truyén miéng tich cuc... Mic di, su quan tAm clia cdc
hoc gid nghién cttu vé HVLTNTD ngay cang ting,
c6 su thay ddi ddng ké vé khdi niém HVLTNTD.
Song, s6 lugng cic cong trinh nghién citu vé dé tai
nay v6i nhitng phan tich siu vé khai niém nay con
han ch&. R4t can thi€t c¢6 nhiéu hon nhitng cong
trinh nghién ctfu sau vé chd dé nay trong tuong lai -
ti€n hanh tdng quan, phén tich, 1am ro khai niém chi
ti€t theo cdc ciu phin. Pua ra dudc co 6 1y thuyét
vitng chic, xay dung va kiém chitng thang do cho
cdc khai niém hién c6 s& gép phan niang cao hiéu
qué nghién ctu trong linh vyc nay B
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ABSTRACT:

This study explores the concept of consumer voice behavior by reviewing and summarizing
some typical research on the concept of consumer voice behavior. The study identifies specific
aspects of this concept, including: (1) the name of the behavior; (2) the target recipients when
expressing their opinions (whom do consumers voice to?); (3) the content of the speech (what issue
to voice about?); (4) the channel of speech (where to voice?); (5) the form of speech (how to
express the content of the speech?); and (6) the motivations/purposes driving their voice (why do
consumers voice?). This study is expected to enhance understanding of consumer voice behavior,
contributing to benefits for both businesses and consumers themselves. Furthermore, it assists
scholars, as well as interested individuals, in saving time and effort and making it easier to
approach and research this topic.

Keywords: consumer voice behavior, customer voice behavior, consumer voice, customer
voice, consumer complaint behavior, customer complaint behavior.
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