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TOM TAT:

Bai nghién cifu cic y&u t& 4nh hudng dén trdi nghiém thuong hiéu va dat dugc thanh cong khi
trong viéc xdy dung md hinh d4dnh gid c4c y€u td 4nh hudng dén trai nghiém thuong hiéu tai Cong
ty ¢6 phin Nudc - Moi trudng Binh Duong (BIWASE) trong nganh nu6c udng déng chai. Tir d6, dé
xuat cdc hAm y quan tri gitip phat trién, ning cao chat lugng sdn phim nudc kiém ION GOLD, dich
vu nhim gia ting long trung thanh thuong hiéu clia khach hang trén thi trudng canh tranh khdc liét

hién nay.

Tt khéa: thuong hiéu, trdi nghiém thuong hiéu, 1ong trung thanh thuong hiéu, Cong ty c6 phan

Nudce - Moi truong Binh Duong.

1.Pat van dé

Thi trudng nudc dong chai Viét Nam néi chung
va dia ban Binh Dudng néi riéng ngay cang phat
trién nhanh chéng. Tuy nhién, kém theo sy phat
trién d6 van dé vé chit lugng nudc, khién ngudi
tiéu dung khong khdi lo 1ing. Nim bit dugc van dé
nay vi stic khde ngudi tiéu dung, naim 2009, Céng
ty BIWASE da quyét dinh dau tu diy chuyén sin
xudt nuéc uéng dat tiéu chuin vé sinh an toan thuc
pham. Trong d6, sdn phim cao cAp nudc kiém ION
GOLD mang nhiéu tinh ning ndi bat hd trg sic
khde ngudi tiéu dung. Bén canh d6, thi trudng nude
déng chai canh tranh rat khoc liét, nén viéc thu hit
va duy tri mua hang ctia khdch hang 1a mot yé&u to
quan trong trong kinh doanh ctia Cong ty.

2. Co's6 1y thuy&t va moé hinh nghién citu

2.1. Co'sd Iy thuyét

Trai nghiém thuong hiéu la cdch cdc sdn
phdm, dich vu ctia doanh nghiép dudc st dung bdi

238 S6 1 -Thdang 1/2022

khdch hang tiém niing, hoic cdc khdch hang hién
tai. Trai nghiém thuong hiéu la mot cd nhan phan
hdi khi twong tic véi thuong hiéu (Morgan-
Thomas va Veloutsou, 2013). Brakus va cOng sy
(2009) dinh nghia trdi nghiém thuong hiéu mot
céch chi ti€t hon 1a nhitng phdn &ng ndi tai va chi
quan ctia khach hang (cdm gidc, tinh cdm va nhian
thic) va nhitng phan &ng hanh vi dugc kich hoat
bdi cdc tdc nhan thuong hiéu lién quan dé€n nhan
dién thuong hiéu, bao goéi, thi€t k&, moi trudng va
truyén thong.

2.2. M hinh nghién citu dé xudt

Dua trén cdc thuy€&t nghién cttu vé trdi nghiém
thuong hiéu, 1y thuy&t dugc k€ thira, phat trién, van
dung qua nhiéu thap ky, tic gid d& xuat md hinh
nghién cttu nhu Hinh 1.

H,: Chat lugng cdm nhan dnh hudng tich cuc
dén trai nghiém thuong hiéu nu6c udng kiém ION-
GOLD.
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Hinh 1: M6 hinh nghién ciu dé xuét

( Chét lugng cdm nhéan

( Marketing su kién

( Tiép thi truyén thdng

( Péu méi thuong hiu

( Quan ly clia hang va kha nang tiép can )— Hs
s

H,: Marketing sy kién d4nh hudng tich cyc dén
trdi nghiém thuong hiéu nuéc udng kiém ION-
GOLD.

H;: Ti€p thi truyén thong &nh hudng tich cuc
dén trai nghiém thuong hiéu nuc udng kiém ION-
GOLD.

H,: PAu mdi thuong hi¢u 4nh hudng tich cyc d&€n
trdi nghiém thuong hiéu nuéc udng kiém ION-
GOLD.

Hy: Quan Iy ctta hang va dich vu, khd ning ti&p
can anh hudng tich cuc dén trdi nghiém thuong hiéu
nu6c udng kiém ION-GOLD.

Hg: K&t ndi thuong hiéu cd nhan 4nh hudng tich
cuc dén trai nghiém thuong hiéu nuéc uéng kiém
ION-GOLD.

3. Phuong phap nghién ciu

Dt liéu nghién ctu dudc tic gia st dung gdm 2
phuong phdp: nghién cttu dinh tinh va nghién cttu

( K&t ndi thuong hiéu ca nhan

Nguén: Tdc gid, 2021

dinh lugng. Pdi véi nghién cttu dinh
tinh thong qua k¥ thuit thdo ludn
nhém véi 10 ngudi la trudng, phd bd
phan kinh doanh nu6c udng kiém
ION-GOLD, dai ly phan phoi,
khach hang da tiing st dung nudc
udng kiém ION-GOLD. Nghién citu
dinh lugng dugc thuc hién thong qua
bang cAu hdi khdo st bing phuong
phép 18y miu tdng thé v6i ¢ miu
chinh thitc thu vé dudc sau khi loai
bd cac bang cau hdi khong hgp 1€ 1a
213 bang, tir d6 phuc vu cho nghién
cttu chinh thic.

Dt liéu dugc ma héa va xi ly
bing phan mém SPSS 20.0 d€ nghién ctu. Khio
sat dugc thuc hién trong 6 thing, bit du tir thang
3/2021 dé&n thang 9/2021.

4. K&t qua nghién ciu

4.1. Phén tich Cronbach’s Alpha

Do tin cay clia thang do dudc danh gid qua hé s&
Cronbach’s Alpha nhiim ki€m dinh thong ké vé
mic dd chit ché véi cdc bién trong thang do c6 su
tuong quan vGi nhau hay khong, sy phu hgp cta
thang do vé6i titng bi€n quan sit. Tiéu chudn
Cronbach’s Alpha dugc nhiéu nha nghién ciu
(Nunally va Burnstein, 1994) dé nghi 1a hé sd
Cronbach’s Alpha tir 0,6 trg 1én 1a c6 thé chap nhan
va nhitng bi€n nio c6 tuong quan bi&n tong < 0,3 &
bi loai bd.

4.2. Phén tich nhéan t6'khdm phd (EFA)

Phan tich EFA gitp dénh gid chinh xdc hon gid
tri thang do, dong thdi loai bd cdc bién khong dat

BAng 1. K&t qud ki€ém dinh Cronbach’s Alpha

ST mwaso | ke | SO sestumeen | g
1 | Chétlugng cdm nhan CL 5 0,897 0,660 Chap nhan
2 | Markting su kién MA 4 0,870 0,649 Chap nhan
3 | Tiép thi truyén thong TT 4 0,806 0,512 Ch&p nhan
4 | Paumai thuong hiéu TH 4 0,752 0,446 Chap nhan
5 fh“aa:;ﬁ;":lae;‘igg vadichvu, QL 5 0,847 0,538 Chap nhan
6 | Kétnéithuong hiéu ca nhan CN 5 0,883 0,668 Ch&p nhan
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yéu cAu nhiim dam b3o thang do dat tinh ddng nhat,
gia tri thang do dugc x4c dinh qua 3 y&u td, gdm: s&
lugng nhan t& trich, hé s6 tdi nhan t&, tdng phudng
sai trich. Theo Hair va cong su (1998), hé s& Factor
Loading >0,5; hé s6 KMO nim trong khodng 0,5
dén 1, kiém dinh Bartlett c6 y nghia thong ké 5%,
t6ng phuong sai trich >50% va hé sd Eigenvalue >
1 (Anderson va cdng su, 1988).

K&t qua kiém dinh Bartlett (Bartletts test of
sphericity) trong bang ki€ém dinh KMO va Bartlett's
vGi sig = 0,000 va chi s6 KMO =0,825> 0,5 déu dap
ting dudc yéu cau. Tai cdc mic gia tri Eigenvalues =
1,140 > 1, phan tich nhan t6 da trich dudc 6 nhan &
tir 24 bi€n quan sit va vdi tdng phuong sai trich 1a
71,270% (16n hon 50%) dat yéu cau.

Duva trén phn tich ciia baing ma trdn xoay nhan
t8, cho thdy hé s6 tdi nhan t6 clia cdc bi€n nay déu
16n hon 0,5, chénh 1éch hé sd tdi nhan to cia mdi
bi€n quan sit déu 16n hon 0,3. Do vay, cic bién
nay dat yéu cau va dudgc diing cho cdc phin tich
ti€p theo.

Duya trén phan tich cia bAng ma trin xoay nhan
t6 (Bang 2), k&t qua thang do c6 tdng cong 6 nhan
t6 dudc rit trich tir 24 bi€n quan sit dudc nhém lai
bing lénh trung binh (mean).

4.3. Phén tich tuong quan hoi quy tuyén tinh bji

4.3.1. Xdc dinh bién doc lap va bién phu thudc

Cédn ctt vao md hinh nghién ciu, ta c6 phuong
trinh hdi quy tuyé&n tinh bdi dién td c4c nhin td dnh
huéng trdi nghiém thuong hiéu nuéc udng kiém
ION-GOLD Ia:

TN =By + B;*CL + B,*CN + B3;*MA

+B4*QL + Bs*TT + Bc*TH

Céc bién doc lap (Xi): chat luong cAm nhin
(CL); k&t ndi thuong hiéu c4 nhan (CN); marketing
st kién (MA); quéan 1y ctra hang va dich vu, kha
ning ti€p cin (QL); ti€p thi truyén thong (TT); diu
mdi thuong hiéu (TH).

Bién phu thudc (TN): trdi nghiém thuong hiéu
nudc udng kiém ION-GOLD.

By 12 hé s& hdi quy rieng phan (k = 0...6).

4.3.2. Phan tich tuong quan

K&t qud phan tich tuong quan ta thdy hé s§
tuong quan giita nhan t§ trdi nghiém thuong hiéu
nudc uong kiém ION-GOLD véi 6 bién doc 1ap cao
(thdp nhat 1a 0,250). Do dé, cdc bién chat lugng
cdm nhan (CL); k&t ndi thuong hiéu c4 nhan (CN);
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Bdng 2. Ma trdn xoay nhén t&
Nhan to

1 2 3 4 5 6
CL5 ,870
CcL1 ,867
CL4 ,796
CL2 744
CL3 ,702
CN5 ,854
CN3 ,813
CN2 ,785
CN4 ,769
CN1 ,765
MA3 ,882
MA1 ,871
MA2 ,7182
MA4 ,780
QL3 ,789
QL2 ,761
QL5 ,688
QL4 ,648
TT2 ,847
TT4 ,780
TT1 ,760
THA1 ,805
TH3 ,800
TH4 ,796

marketing sy kién (MA); quan 1y ctra hang va dich
vu, kh3 ning ti€p can (QL); ti€p thi truyén thong
(TT); ddu mdi thuong hiéu (TH) c6 thé dua vao md
hinh @€ giai thich cho bi€n TN. Nhung hé s6 tuong
quan giffa cdc bié€n doc lap ciing hoi cao. Do d6,
kiém dinh da cong tuyé&n cAn dugc ti€n hanh trong
cic budc ti€p theo dé xac dinh xem cac bién doc
1ap ¢6 4nh hudng 14n nhau hay khong.

4.3.3. Hoi quy tuyén tinh bji

Pé kiém dinh sy phii hgp giita 6 nhin t& anh
hudng trai nghiém thuong hiéu nudc udng kiém
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ION-GOLD, ham hdi quy tuyé&n tinh bdi vdi phuong
phap dua vao mot lugt (Enter) dugc sit dung. Hé s6
hdi qui riéng phan dd chuidn héa clia nhan td nao
cang 16n thi mifc d6 dnh hudng clia nhan t6 d6 dén
trdi nghiém thuong hiéu nuéc udng kiém ION-
GOLD cang cao, néu cing diu thi mic do adnh
hudng thuin chiéu va nguoc lai.

K&t qua phan tich hdi quy bdi tai Bang 3 cic gid
tri Sig. clia cdc nhan t6: chat lugng cAm nhan (CL);
k&t ndi thuong hiéu cd nhan (CN); marketing su
kién (MA); quan 1y ctta hang va dich vu, kha nang
ti€p can (QL); ti€p thi truyén thong (TT); ddu mdi
thuong hiéu (TH) déu rat nhé (nhé hon 0,05). Vi
vay, c6 thé khing dinh cdc nhan t& niy c6 y nghia
trong md hinh.

4.4. Kiém dinh dp phit hop mé hinh va hién
tugng da cong tuyén

Ki€m dinh d6 phii hop ctia md hinh: Hé s6 R?
diéu chinh 12 thudc do su phit hop dudc st dung cho

tinh hudng hdi quy tuyé&n tinh bdi, vi né khong phu
thudc vao do 1éch phong dai clia hé s6 R2. K&t qua
phan tich hdi quy boi (Bdng 4) cho thdy R? dicu
chinh (Adjusted R Square) bing 0,638, nghia 1a
mifc do phi hgp ctia m6 hinh 1a 63,8%.

K&t qua nhan dudc tir bAng ANOVAD tai Bdng 5
cho thdy tri thong k& F v6i gia tri Sig. rdt nhd (=
0,000 < 0,05) cho thdy s& an toan bac bd gid thit
Ho. Nhu vy, c6 thé k&t luan ring md hinh hdi quy
boi théa min cic diéu kién danh gid va kiém dinh
dd phi hop cho viéc riit ra cdc két qua nghién ctu.

4.5. Phuiong trinh hoi quy tuyén tinh bji

Véi tap dir liu thu dudc trong pham vi nghién
cifu clia dé tai va dua vao bang k&t qua hdi quy
tuyé&n tinh boi,phuong trinh hdi quy tuyé&n tinh boi
thé hién cdc nhan t& 4nh hudng trdi nghiém thuong
hiéu nudc udng kiém ION-GOLD nhu sau:

TN =-0,246 + 0,343*CL + 0,194*CN

+0,142*MA + 0,226*QL + 0,119*TT

Bdng 3. K&t qud phén tich hdi quy béi

Hé so hdi quy Hé s hoi quy Thong ké
Ma hinh chua chuén héa da chuén héa T Sig. da cdng tuyén
B Sai s6 chudn Beta Tolerance VIF
Hang s& -,246 ,238 -1,033 ,303
CL ,343 ,047 375 7,245 ,000 ,652 1,534
CN 194 ,045 ,204 4,352 ,000 197 1,254
1 MA 142 ,047 134 3,020 ,003 ,887 1,127
QL ,226 ,052 ,251 4,353 ,000 525 1,905
TT ,089 ,037 119 2,394 ,018 713 1,403
TH ,058 ,039 ,065 1,501 ,135 ,924 1,083
BAng 4. Tém tét méd hinh (Model Summary®)
Model R R Square Adjusted R Square Std. Error of the Estimate Durbin-Watson
1 ,8052 ,648 638 42252 1,961
BAng 5. ANOVAP
Model Sum of Squares Df Mean Square F Sig.
Regression 66,069 6 11,012 61,682 ,000b
1 Residual 35,883 201 179
Total 101,952 207
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Céc bién doc lap (Xi): chat luong cAm nhin
(CL); k&t ndi thuong hiéu c4 nhan (CN); marketing
su kién (MA); quan ly ca hang va dich vu, kha
ning ti€p cin (QL); ti€p thi truyén thong (TT).

Bié&n phu thudc (TN): trdi nghiém thuong hiéu
nudc udng kiém ION-GOLD.

5.Ké&tluan va ham y quan tri

5.1. Két lugn

Nhu vay, v6i k&t qud nay cho thdy nghién cttu
da dat dugc muc tiéu dé ra, cu thé la:

Mot la, xAy dung va ki€m dinh dugc mo gdm 6
y&u t6 4nh hudng d€n trdi nghiém thuong hiéu
nudc udng kiém ION-GOLD tai Cong ty ¢S phan
Nudc - Mdi trudng Binh Duong.

Hai la, x4c dinh dudce tAm quan trong clia cdc
y&u t6 4nh hudng dé€n trdi nghiém thuong hiéu
nudc udng kiém ION-GOLD tao cd s khoa hoc
cho viéc xem xét, co s§ d€ dua ra cic ham y quan
tri cho Ban gidm ddc Cong ty ¢S phan Nudc - Moi
trudng Binh Duong.

K&t qua do ludng gid tri thyc trang cdc yéu t&
dnh hudng dén trdi nghiém thuong hiéu nudc uéng
kiém ION-GOLD cho thdy, cdc y&u td nay trén
mic trung binh va khong cé su khdc biét nhau
déang ké&. Pong thdi, gid tri thuc trang cda cic yéu
td ndy chua tuong thich véi gid tri vi th€ (mitc do
4dnh hudng) clia ching. K&t qua phan tich dif liéu
hdi quy cda ting yéu t& 4nh hudng dé&n trai
nghiém thuong hiéu nuc uéng kiém ION-GOLD
cho thdy trdi nghiém thuong hiéu nu6c udng kiém
ION-GOLD ctia Cong ty ¢ phan Nudc - Moi
trudng Binh Duong chiu sy 4nh hudng ctia 5 y&u
td, theo thit ty: chit lugng cdm nhan; quan ly cira
hang va dich vu, khd ning ti€p can; (2) két ndi
thuong hi€u cd nhan; (3) marketing su kié€n; (4)
quan Iy clra hang va dich vu, kh ning ti€p cin va
(5) ti€p thi truyén thong.

5.2. Ham y qudn tri

- Nang cao chit lugng cdm nhan: Thi trudng
nuéc déng chai qua nhiéu nha cung cAp. P canh
tranh thi cin cho thdy 1di ich dem lai cho khdch
hang khi diing nu6c udng kiém. Vi th€, hiy tao ra
nhitng dic trung riéng biét cho thuong hi€u cia
minh. Nhitng didc trung ri€éng bi€t nay khong
nhitng gitip khdch hang d&€ dang nhan bi€t ma mui
vi clia nu6c ION-GOLD phai that dé chiu. Huong
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vi da dang sé& truyén cAm hiing vé sy trdi nghiém
cho khach hang. Sy nghiém tdc tudn thi quy trinh
an toan vé sinh thyc phd&m chinh 12 ma'u chét trong
ché& bié€n nu6c udng kiém ION-GOLDdtng vitng
trén thi trudng

- Tang cudng quan 1y cta hang va dich vu, kha
ning ti€p can: M& rong thém dai ly tiéu thu va
phan bd sao cho khidch hang dé& tim thdy d€ tiéu
thu 12 mot trong nhitng cdch tryc ti€p md rong thi
trudng. Méc du nhitng dai 1y tiéu thu nay khong
tryc thudc Cong ty, thi Cong ty ciing nén cé nhitng
chinh sdch thudng cho nhin vién quan 1y truc ti€p
dai 1y tiéu thu khi ho c6 thdi do hi€u khach, niém
nd véi khach hang. Cé chinh siach khuyé&n khich
céc dai ly tiéu thu cung cap dich vu t8t cho ngudi
tieu ding ION-GOLD, né€u ho ddp ng tot c4c tiéu
chi Cong ty da dé ra.

- K&t n6i thuong hiéu cd nhin véi thuong hiéu
ION GOLD: khi x4y dung thuong hiéu ION-
GOLD, Cong ty nén xay dung sao cho thuong hiéu
ION-GOLD gén véi thuong hiéu cd nhan ngudi
tieu dung & mot phan khic thi trudng. Mot s6
ngudi tiéu ding khi st dung sin phdm ho mong
mudn thuong hiéu ma ho st dung phdn dnh con
ngudi ho, mudén ho gin véi thuong hiéu ION-
GOLD dé€ khing dinh minh, d€ dudc ton trong.
Thuong hiéu cin c6 cich biéu dat riéng ciing la
thé hién c4 tinh ciia thuong hiéu.

- Marketing sy ki€n chuyén nghiép: Nhirng trai
nghiém bAt ngd, doc ddo tao ra bdi nhitng sy kién
do Cong ty t& chiic con gitip phan biét thuong hiéu
véi vd van nhitng thuong hi€u khic trong cung
nganh. Nhitng trdi nghi€m thuong hi€u cta khiach
hang biing hoic cao hon k¥ vong clia ho ddi véi
thuong hiéu nuéc uéng kiém ION-GOLD la bi
quyét d€ tao ra thuong hiéu nuc udng kiém
ION-GOLD.

- Ti€p thi truyén théng theo huéng tinh cidm:
Quing cdo truyén miéng 12 ngudn thong tin
thuong hiéu quan trong, gidp dinh hinh ky vong
clia khdch hang va tic dong d&€n quyét dinh diing
thtt sdn pham/dich vu. Mot trdi nghiém t5t sé& gitip
thuong hiéu dugc gi6i thiéu véi nhiéu ngudi khéc,
trong khi mot trdi nghiém xau sé& hdy hoai hinh
dnh thuong hiéu, tao ti€ng xau va tic dong dén
quyé&t dinh tiéu diing vé sau m
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ABSTRACT:
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