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TOM TAT:

Nghién citu ny xem xét moi quan hé giita chat lugng cAm nhén dich vu, truyén miéng dién t

(eWOM), su hai long khach hang va 1ong trung thanh thuong hiéu trong nganh rap chi€u phim, véi
trong tdm la Cinestar - TP. H6 Chi Minh. Dya trén khdo sat dinh lugng véi 263 phan hoi hop 1€, dir
liéu dugc phan tich thong qua ki€m dinh do tin cdy, phan tich nhin t& khing dinh (CFA) va md
hinh phuong trinh ciu tric (SEM). K&t qué cho thay, chit lugng cAm nhén dich vu c¢6 déng gép
d4ng ké vao su hai long khach hing, eWOM va long trung thanh thuong hiéu, trong d6 su hai long

vi eWOM déng vai trd trung gian quan trong. Phat hién ndy mé rong cdc ly thuyét vé hanh vi

ngudi tieu duing va chat lugng dich vu trong bdi cdnh nganh rap chi€u phim tai Viét Nam, dong

thdi cung cip ham ¥ quan tri trong viéc nang cao chit lugng dich vu va tin dung eWOM dé ciing

c6 long trung thanh thuong hiéu.

T khéa: chat lugng dich vu, su hai 1ong khiach hang, eWOM, 1ong trung thanh thuong hiéu,

nganh rap chi€u phim.

1.Dat van dé

Trong xu huéng s6 héa nén kinh t&€ toan ciu,
nganh Dién anh phat trién manh nhd cong nghé
trinh chi€u hién dai va nhu ciu gidi trf gia ting.
Song song dd, xu hudng tiéu dung da c6 su dich
chuyén rd rét khi khdch hang uu tién trii nghiém
dich vu khi dén rap chi€u phim va thudng tham

khao danh gi tric tuyé&n tru6e khi lya chon. Vi vay,
truyén miéng dién tif (electronic Word of Mouth -
eWOM) tré thanh y€u t& 4nh hudng rd rét dén hanh
vira quyét dinh mua va long trung thanh vdi thuong
hiéu (Brand Equity - BE)

D3&i véi cdc rap chi€u phim, chit lugng dich vu
(Service Quality - SQ) khong chi quyét dinh sy hai

S6 30/2025 247



TAP CHi CONG THUONG

1ong cta khach hang (Satisfaction - SAT) ma con
tic dong d&€n mic do gin két thuong hiéu. Tuy
nhién, mdi tuong quan giita sy hai long clia khach
hang, eWOM va long trung thanh v4i thuong hiéu
van chua dudc kham phd day di trong bdi cidnh
Viét Nam. Cinestar - hé thong rap noi dia tai TP.
Hd Chi Minh - hién chiu 4p luc canh tranh gay git
tir cdc cum rap quoc t&, dit ra nhu cau nghién ctiu
nhim nhan dién cdc nhin t6 tdic dong dé&n long
trung thanh vé§i thuong hiéu.

Trén cd s§ do, bai viét dit trong tAm vao viéc
ddnh gid tac dong cta chat lugng dich vu d&n su hai
l1ong cia khach hang, eWOM va long trung thanh
v6i thuong hiéu tai Cinestar TP. H6 Chi Minh, dong
thoi dé xuit gidi phip ning cao 10i th€ canh tranh
cho doanh nghiép.

2. Co'so'ly thuyét

2.1. Chét lugng dich vu ba thanh phin

Trong nghién ctu ciia Brady & Cronin (2001),
chat luong dich vu duge phan tich qua 3 khia canh:
chat lugng két qud (outcome quality), chit lugng
tuong tdc (interaction quality) va chat lugng moi
truong vat chat (physical environment quality).
MOi y&u t& phan 4nh mot khia canh trong qu trinh
trdi nghiém dich vu va tic dong dén su hai long,
cling nhu long trung thanh véi khach hang. M6 hinh
nay didc bi¢t pht hgp vé6i cdc nganh dich vu mang
tinh trdi nghiém cao nhu rap chi€u phim, khach san
va hang khong.

2.2. S hai long khdch hang theo quan diém
hanh vi

Oliver (2010) cho ring, sy hai long 12 mdt phan
ing cadm xtc va danh gid nhan thic dya trén md hinh
“ky vong - sai léch” (expectancy disconfirmation
model). N&u trdi nghiém vuot k¥ vong, khach hang
s& cAm thay hai long, ngugc lai s& din d&€n bat man.
Ly thuy€t nay ciing chi ra ring, cdm xdc va y&u to
tam 1y ddm nhiém chifc ning diéu tiét quan trong
trong viéc hinh thanh hanh vi sau tiéu dung nhu trung
thanh hay truyén miéng tich cuc.

2.3. Truyén miéng di¢n tit (Electronic Word of
Mouth - eWOM)

Tdc gid Henning-Thurau (2004) cting nhém
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nghién ctu da dé xuat, dinh nghia eWOM la cic
danh gid, nhan xét tich cyc hodc ti€u cyc tif ngudi
tiéu dung, dugc lan truyén thong qua nén tdng k¥
thuat s6. eWOM mang dic tinh cong khai, lan tda,
khong bi ki€m sodt va c6 do tin cdy cao, anh hudng
manh dén nhan thifc, thdi do va hanh vi mua hang
ctia khach hang hién dai.

2.4. Long trung thanh thuong hi¢u

Aaker (1991) dinh nghia long trung thanh nhu
mot tai sdn chi€n lugc, trong khi Keller (1993) ti&p
can theo huéng nhan thiic, nhan manh vai trd clia
trai nghiém tich laly. Long trung thanh khong chi la
k&t qué cia sy hai long, ma con lién quan dén chat
lugng cdm nhan, gin k&t cAm xdc va niém tin véi
thuong hiéu. Pay la muc tiéu then chdt trong céc
chi&n Iugc marketing hién dai.

3. Mo hinh va céc gia thuyé&t nghién citu

C4c nghién cttu trudc cho thay chat lugng dich
vu 12 y&u t6 nén ting tic dong d&n sy hai long va
long trung thanh khdach hang (Saneva &
Chortoseva, 2020; Tri Cudng va cong su, 2021).
DPong thdi, eWOM dugc chiing minh c6 4nh huéng
tich cuc d&€n y dinh mua va cling ¢6 gin két thuong
hiéu (Khan et. al., 2024). Sy hai long déng vai tro
trung gian khi k€t ndi chdt lugng dich vu véi
eWOM va long trung thanh (Lam & Nguyen,
2024). (Hinh 1)

Trén co sd d6, bai viét xAy dung mo hinh nghién
cttu nhu Hinh 1, v6i cdc gid thuyét chinh:

Hla: Chat lugng mdi trudng vat chat ¢ dnh
hudng tich cyc d&€n chat lugng dich vu cAm nhan.

H1b: Chat lugng tudng tdc c6 4nh hudng tich cuc
dén chat lugng dich vu cdm nhan.

Hlc: Chat lugng két qua c6 4nh hudng tich cuc
dé&n chat lugng dich vu cdm nhan.

H2: Chat lugng dich vu cdm nhan c6 4nh hudng
tich cuc dé€n e-WOM.

H3: Chat lugng dich vu cdm nhan c6 4nh hudng
tich cuc dén sy hai long ctia khdch hang.

H4: e-WOM c6 anh huéng tich cuc dén long
trung thanh thuong hiéu.

H5: Su hai long ¢6 4nh hudng tich cuc dén long
trung thanh thuong hi€u.
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Hinh 1: Mé hinh nghién ciu dé xudt
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4. Phuong phap nghién ctitu

Nghién cttu k&t hop phuong phép dinh tinh va
dinh lugng nhim didm bdo tinh phu hgp va do tin
cidy cia md hinh. Giai doan dinh tinh dudc thuc
hién thdong qua thdo ludn nhém va phéng van
chuyén gia dé hié¢u chinh thang do tir cic cong trinh
trudc (Brady & Cronin, 2001; Yoo & Donthu, 2001;
Hennig-Thurau et. al., 2004), phtt hgp véi boi canh
dich vu rap chi€u phim tai Viét Nam.

Trén co s& d6, bang hdi khio sit dudc thi€t k&
gdm 2 phan: (i) thong tin nhan khiu hoc va (ii)
thang do Likert 5 mitc do cho céc bi€n nghién ctu.
Thang do chinh thic gdbm 30 bi€n quan sat, do
ludng ba thanh phan chat lugng dich vu (mdi trudng
vat chat, tuong tac, k€t qud), sy hai long, eWOM va
long trung thanh thuong hi€u.

Giai doan dinh lugng dudc ti€n hanh bing
phuong phap 14y mau thuan tién. T4c gid da phétra
550 bang hdi truc ti€p tai rap va qua kénh truc
tuy€&n, thu vé 263 phi€u hgp 1é. Dit liéu dugc xir 1y
biang SPSS 24 va AMOS 24 C4c budc phan tich bao
gdbm: kiém dinh do tin cdy thang do (Cronbach’s
Alpha), phan tich nhan t& khing dinh (CFA) va md
hinh c4u tric tuyé&n tinh SEM d€ danh gid mitc do
phll hgp ctia mo hinh ciing nhv mdi quan hé gitta
céc bi€n nghién ctu.

5. K&t qua nghién cifu

5.1. Phdn tich Cronbach’s Alpha

Do tin cdy thang do dugc kiém dinh biing hé s&
Cronbach’s Alpha, véi ngudng chdp nhan 1a Alpha

Nguon: Tdc gid de xudt

> 0.7 va hé s6 tuong quan bién tdng > 0.3. Phian
tich trén 263 quan sat hgp 1& cho thiy tat cd cic
thang do déu dat do tin cdy cao.

Cu thé, hé s6 Cronbach’s Alpha clia thang do
su hai long (SAT) la 0.893, long trung thanh
thuong hiéu (BE) 1a 0.791, va eWOM (EW) dat
0.921 - cao nhit. Ba thanh phin chat lugng dich vu
ciing c6 Alpha t8t: mdi trudng vat chat (SQ) 0.873,
twong tic (1Q) 0.855 va k&t qui (0Q) 0.864. T4t ci
cdc bi€n quan st déu c6 hé s tuong quan bién
tdng trén 0.3.

Nhu vdy, cdc thang do déu dat yéu cau vé do tin
cAy va di diéu kién dua vao cic phan tich ti€p theo
nhu CFA va SEM.

5.2. Phén tich nhan t6'khdng dinh CFA

Phén tich nhan t& khing dinh (CFA) dugc st dung
d€ ki€m dinh d6 phii hdp ctia mo hinh do ludng va
ddnh gia gia tri hoi tu, phan biét. K&t qua cho thiy
mo hinh phu hgp 6t v6i dit lieu: Chi-square/df
=1.485, CFI = 0.956, TLI = 0.952, RMSEA = 0.043
va PCLOSE =0.946.

TAt c& trong s8 tdi déu > 0.5 va ¢6 ¥ nghia thong
ké, ddm bao gid tri hoi tu. Gid tri phan biét dugc
x4c nhan khi hé s8 tuong quan giita cac khdi niém
nhd hon cian bac hai cia AVE. Ngoai ra, do tin ciy
tong hop (CR > 0.7) va phuong sai trich (AVE >
0.5) déu dat yéu ciu, cho tha'y mo hinh do ludng c6
do tin cay va hdp 1€ cao.

5.3. Kiém dinh mé hinh nghién citu bang SEM

Sau khi md hinh do ludng dugc xac nhin,
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phuong phdp phin tich md hinh ciu tric tuyén tinh
(Structural Equation Modeling - SEM) dugc s
dung d€ ki€m dinh cdc mdi quan hé trong mo hinh
nghién ctru. (Hinh 2)

Céc chi s6 SEM cho thdy md hinh phu hdp véi
dir liéu: Chi-square/df = 1.485, CF1 =0.956, GFI =
0.870, AGFI = 0.848, RMSEA = 0.043, TLI =
0.952. Phan tich SEM xdc nhan chat lugng dich vu
(QS) 4nh hudng tich cuc dén sy hai long (B =
0.95), eWOM (B = 1.08) va long trung thanh
thuong hiéu (B = 0.20). Sy hai long (SAT) ciing
tdc dong tich cuc d&€n 1ong trung thanh (B = 0.22),
cho thdy vai trd trung gian quan trong. eWOM &nh
hudng dang ké d&n long trung thanh (B = 0.16),
nhan manh tdc dong lan tda trong boi cdnh dich vu
trdi nghiém.

Céc mdi quan hé dugc phan tich déu cho két qua
c6 ¥ nghia vé mit thong ké (p < 0.05), xdc nhin cic
gia thuy€&t nghién cttu. K&t qua cho thay, chat lugng
dich vu 1a y&u t& nén ting, tic ddng dé&n long trung

Hinh 2: Mé hinh c@u frac tuyén tinh SEM

thanh thuong hi€éu thong qua sy hailong va eWOM.
(Bang 1)

K&t qud SEM (Bang 1) cho thdy chat lugng dich
vu (QS) dnh hudng tich cuic va ¢6 ¥ nghia dén sy hai
long (B = 0,95), eWOM (B = 1,076) va long trung
thanh thuong hiéu (B = 0,20). Sy hai long va
eWOM ciing tic dong diang ké dén long trung
thanh v6i hé s6 1an lugt 1a 0,182 va 0,157 (p <
0,001). Piéu nay khing dinh, chit lugng dich vu 1a
y&u td cot 18i trong viéc nang cao sy hai long, thic
ddy eWOM va cling cd long trung thanh khach
hang trong nganh rap chi€u phim.

6. K&t luan va dé xuit giai phap

6.1. Két lugn

K&t qui ki€m dinh SEM cho thiy toan bd gid
thuyét déu dudc chdp nhan va khing dinh mo hinh
nghién citu phi hgp va tin cdy. Chat lugng dich vu
(QS) dugc x4c dinh 1 y&u t6 nén ting, tic dong tich
cuc d&n sy hai long (SAT), truyén miéng dién ti
(eWOM) va long trung thanh thuong hiéu (BE).
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BAng 1. K&t qud phan tich mé hinh SEM

M@i quan hé Estimate SE. CR. P

EW — QS 1,076 0,126 8,522 o
SAT — QS 0,95 0,12 7,925 x

IQ — Qs 0,59 0,092 6,405 o
SQ — QS 1,276 0,136 9,411 bl
0Q — Qs 1

BE — SAT 0,182 0,032 5,751 o
BE — EW 0,157 0,028 5,615 o

DPong thdi, SAT vi eWOM déng vai trd trung gian,
cling ¢6 long trung thanh khdch hang. V& y nghia
thuc tién, k€t qud nhan manh cédc rap chi€u phim
nhu Cinestar cAn ning cao toan dién chit lugng
dich vu, qua d6 khong chi gia ting sy hai 1ong, ma
con thic diy eWOM tich cuc, gép phan cling cd
1ong trung thanh va tao 1¢i th€ canh tranh bén virng.

6.2. Dé xudt gidi phdp

Tir két qua nghién cttu, mot s6 gidi phap dudc
dé xuat nhim nang cao long trung thanh thuong
hiéu tai Cinestar TP. H6 Chi Minh. Trong tAm la

TAILIEU THAM KHAO:
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cai thién chat lugng dich vu thong qua nang cip cd
s& vat chit, khdng gian rap va dao tao nhin vién
chuyén nghiép. Cinestar ciing cAn ning cao tri
nghiém khach hang bing tng dung dit vé, chuong
trinh tich di€m va hoat dong giai tri phit hop véi
gi6i tré. Bén canh d6, nén tan dung eWOM bing
cich khuyé&n khich chia sé tryc tuyén, t§ chic
minigame va vu ddi gin véi trdi nghiém rap. Cudi
cling, can xdy dung truyén thong tich hgp va phan
hdi kip thdi danh gid khach hang @€ duy tri hinh 4nh
thuong hi¢u tich cuc B
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ABSTRACT:

This study investigates the interrelationships among service quality, electronic word-of-mouth
(eWOM), customer satisfaction, and brand loyalty in the cinema industry, with an empirical focus
on Cinestar in Ho Chi Minh City. A quantitative survey was conducted with 263 valid responses,
and the data were analyzed using reliability assessment, confirmatory factor analysis (CFA), and
structural equation modeling (SEM). The results indicate that perceived service quality has a
significant positive impact on customer satisfaction, eWOM, and brand loyalty. Moreover,
customer satisfaction and eWOM function as important mediators that strengthen the pathway
from service quality to brand loyalty. The study contributes to the literature by extending service
quality and consumer behavior theories to the Vietnamese cinema context and offers practical
implications for cinema managers seeking to enhance service quality and strategically leverage
eWOM to improve customer satisfaction and cultivate long-term brand loyalty.

Keywords: service quality, customer satisfaction, eWOM, brand loyalty, cinema industry.
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