TAP CHi CONG THUONG

NGHIEN CUU Y PINH MUA LAP LAT:
TRUONG HOP SAN PHAM
TH TRUE JUICE MILK
CUA CONG TY TH TRUE MILK

@ BUI THU HOAI

TOM TAT:

Céc nghién citu vé y dinh mua lap lai con han ché& khi ¢6 tranh cii vé viéc liéu y dinh mua
ldp lai xuAt phat tir long trung thanh thuong hiéu cta khach hang, hay don gidn 1a théi quen.
Nghién cttu nay déng gép vao li luan vé y dinh mua sim lip lai, ddng thdi xdc dinh va ki€m
dinh cdc nhan t6 anh hudng dén y dinh mua lip lai san phim thic udng dinh dudng. Lay ddi
tugng nghién cttu 1a sin pham TH True Juice Milk ctia Cong ty TH True Milk, pham vi nghién
ctu tai thanh phd Nha Trang, nghién citu khing dinh y dinh mua lp lai xuat phat tir 10ng trung
thanh va hanh vi mua hang theo théi quen; nhan & chat lugng sin pham, hinh 4nh thuong hiéu,
su tin tudng, sy hai long va gid ban ¢6 &nh hudng dén § dinh mua lip lai. Trong d6, cht lugng
san phim va hinh 4nh thuong hiéu c6 tic ddng duong va manh mé nhat; gid ban c6 tic dong
ngugc chidu 1én y dinh mua lai, tuy tic ddng nay khong manh. Nghién cttu nhdn manh tim quan
trong clia viéc duy tri va phat trién chat lugng sin phim, dic biét véi cic san pham dinh dudng;
khéng dinh cho ngudi tiéu dung vé chat lugng d6 song song v6i phét trién nhan dién thuong
hiéu, tir d6 gia ting niém tin cia ngudi tiéu diing; cudi ciing, thiét k& chinh sich gia phit hgp dé
tao kich thich cho y dinh va hanh vi mua lap lai.

Tir khéa: y dinh mua lip lai, 1ong trung thanh thuong hiéu, Cong ty TH True Milk, sin phim
TH True Juice Milk.

1. Dit van dé

Nguyén 1y Pareto trong kinh doanh chi ra ring
80% doanh s§ clia mot doanh nghiép dén tr 20%
khéach hang. Tap khich hang quen thudc dong vai
trd quan trong gitip doanh nghiép theo dudi cic
muc tiéu doanh s6 va Igi nhuan. Ngoai ra, cic
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nghién ctu ciing chi ra riing chi phi dé duy tri khach
hang hién tai chi bing 1/6 chi phi tim ki€m va phat
trién tip khiach hang mdi (Rosenberg va Czepiel,
1984). Do d6, viéc xdc dinh va ddnh gid cic yéu t&
tdc dong dén y dinh mua 1ip lai cia ngudi tiéu duing
¢6 y nghia quan trong v4i doanh nghiép.
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Hién nay, cdc nghién citu vé y dinh mua hang
hay st dung dich vu di dudc thuc hién nhiéu tai
Viét Nam. Tuy nhién, vin con it nghién cttu di
vao xdc dinh cdc nhin t6 4nh hudng dén y dinh
mua lip lai, ngoai trir mot vai nghién citu vé y
dinh mua lip lai truc tuyén. Nghién cttu vé hanh
vi mua lip lai con nhiéu khodng trong, khi c6
quan di€m cho ring hanh vi mua lip lai 12 mot
phan biu hién clia 1ong trung thanh cta khach
hang (Oliver, 1997). Tuy nhién, cling c6 y ki€n
cho ring khdi niém long trung thanh va hanh vi
mua sim lip lai 12 2 pham trit khdng dong nhat
(Jacoby & Kyner, 1973; Baumgartner, 2012). Vi
vay, muc tiéu clia nghién ctu nay nhiim tdng hop
cdc 1y luan vé nghién ctu y dinh mua lip lai,
khdm phd va ki€m dinh vai trd cla cdc bi€n sd
4nh huéng dé€n y dinh mua lip lai.

LAy d6i tugng nghién citu 13 sdn phdm sita trai
cdy TH True Juice Milk cia Cong ty TH True
Milk, pham vi nghién ctfu trén dia ban thanh pho
Nha Trang, tic gid xdc dinh va do ludng cdc nhian
t6 thic ddy y dinh quay tr§ lai mua hang cda
ngudi tiéu dung.

2. Cd sé 1y thuy€&t va mo hinh nghién ciiu

1.1. Khdi niém vé mua ldp lai

Y dinh mua lip lai 1a kha ning s& dung mot
thuong hiéu mot 1an nita trong tuong lai
(Boonlertvanich, 2011). Oliver (1997) khing dinh
y dinh mua lip lai 12 mot phan cta bi€u hién cho
su trung thanh clia khdch hang doi v6i mot thuong
hiéu. Tuy nhién, y dinh mua lip khong hin 12 khdi
niém déng nhat vdi 1ong trung thanh. Trong khi
khdch hang trung thanh quay trd lai mua hang vi
niém tin thuong hiéu va tinh cdm danh cho thuong
hiéu, hanh dong mua hang 1dp lai don gidn la viéc
khdch hang quay trd lai mua hang hay st dung
thuong hiéu mot 1an nita. Vi vay, cdc y&u to quyét
dinh dén 1ong trung thanh ctia khdch hang khong
nhat thi€t twong ddng véi cic yé&u t6 dnh hudng
dé&n y dinh mua lip lai.

Hanh vi mua hang lip lai c6 thé dugc thic ddy
bdi niém tin ring nhitng gi sdn phAm mang lai cho
ngudi tiéu diing 12 di va vi vay khong can phai

tim ki€m mot sin phim khic (Baumgartner,
2012). Bing viéc mua hang 1ip lai va nhitng tri
nghiém tir 1An mua hang trudc, ngudi tiéu ding c6
thé€ khong can nhiéu nd luc va ki€m sodt hanh vi
khi mua hang. Khdach hang mua lap lai mdt san
phd&m nao d6 bdi vi ho thay than quen, théa min,
thich thd hay trung thanh véi sdn phdm d6; hoic
c6 thé hanh vi mua lai nay don gidn 13 théi quen
(Baumgartner, 2012; Tam va cOng su, 2009).
Trong khi cdc nghién cttu vé 1ong trung thanh
dudc thyc hién khd nhiéu tai Viét Nam, nghién
cttu vé y dinh mua lip lai (xud't phat tir 1dng trung
thanh hay hanh vi theo théi quen) con khiém tdn.

Tam va cdng sy (2009) nghién cttu cac khia
canh marketing khdc nhau vé hanh vi mua hang
ldp lai theo long trung thanh va theo théi quen.
Mua hang lip lai, n€u 14 bi€u hién cda 1ong trung
thanh, c6 xudt phat tir dinh gid tich cuc clia ngudi
tiéu ding ddi véi mot thuong hiéu va do dé, muc
tiéu clia doanh nghiép sé thic ddy thai do tich cuc
cla ngudi tieu dung dé&n thuong hiéu dé, cling co
thdi do tich cuc d6 va lién k€t né v6i y dinh mua
va mua lip lai. Nguoc lai, n€u xem xét y dinh mua
ldp lai dya vao hanh vi mua theo théi quen, muc
tiéu ctia doanh nghiép nén 1a thic diy sy hinh
thanh théi quen cta ngudi ti€u diung va duy tri
thudng xuyén cdc y€u t6 kich hoat hanh vi mua
hang lip lai cda ho. Piéu nay c6 nghia ring, néu
cdc y&u td bdi canh thiic ddy y dinh hay hanh vi
mua lip lai clia ngudi tiéu dung thay ddi, théi
quen mua hang d6 sé& thay ddi.

1.2. Cdc nhén té dnh huéng dén ¥ dinh mua
lap lai

Nghién cttu nay xem xét cic y€u t6 anh hudng
dé&n y dinh mua lip lai dva vao 2 khia canh: khia
canh lién quan d&n 1ong trung thanh va khia canh
tlr théi quen. Cdc nhan t6 dugc lwa chon xem xét
dudc trinh bay dudi day:

e Su hai long va y dinh mua ldp lai

Su hai Iong 1a mdt trong nhitng y&u t6 din dén
y dinh mua lai, sy hai 1ong ctia khach hang c6 thé
gitt chan khach hang véi doanh nghiép, ting kha
ning truyén miéng cho cdc khiach hang khéc, gitp
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tao ra cdc moi quan hé lau dai giita san phdm va
ngudi st dung cudi cung (Eklof & Classel, 2001).
Gi4 thuy&t H1 nhu sau:

HI: Su hai long c6 dnh hudng tich cuc dén y
dinh mua sdm Idp lai clia nguoi tiéu ding.

® Sy tin tuéng va y dinh mua ldp lai

Su tin tudng dem lai cdm gidc an toan cho
khach hang vé chat lugng, uy tin sin phadm d6i véi
nhu ciu cia ho, gitip ho han ché thay ddi y dinh
thay d6i san pham ciing loai trong nhu ciu ngin
han. Sy tin tudng c6 thé cé tic dong truc ti€p dén
hanh vi mua sim ldp lai ciia khdach hang (Luarn &
Lin, 2003).

H2: Su tin tudéng cé dnh hudng tich cuc dén y
dinh mua scm Idp lai clia nguoi tiéu ding.

e Chdt luong dich vu va ¥ dinh mua ldp lai

Cha't lugng dich vu 12 nén tdng cla kinh doanh
hién dai va 1a mot trong nhitng yé&u t& quan trong
khong chi 4nh hudng d&€n quy&t dinh mua hing ma
con d4nh hudng dé€n y dinh mua lai, khi ma khéch
hang bd ra mot s6 tién nhat dinh d€ mua sidn phdm
thi ngoai chat lugng san phim cha't lugng dich vu
ciing 1a y€&u t6 khach hang quan tAm. Thdi d6 clia
nhan vién nhi nhin, lich sy, 4n can, chim séc, tu
van kip thdi nhanh chéng 4nh hudng tich cuc dén
y dinh mua ldp lai. Do d6, gia thuy€t H3 nhu sau:

H3: Chdt luong dich vu cé dnh hudng tich cic
dén y dinh mua sdm Idp lai ciia nguoi tiéu ding.

o Chd't luong san phdm va ¥ dinh mua ldp lai

Sita trdi cAy TH True Juice 1 thuc phdm bd
sung dinh dudng nén chit lugng sin phdm ludn 1a
y€&u t6 ngudi tiéu dung quan tim vi lién
quan truc ti€p sitc khde. Mot s6 nghién

Hinh dnh thuong hiéu 1a mot khia canh quan
trong doi v6i y dinh mua. Cdc nghién ctu chi ra
mdi quan hé tich cuc giita hinh 4nh thuong hiéu va
¥ dinh mua hang (Tariq va cdng sy, 2013). Nhan
thitc thuong hiéu cang 16n, sy k€t ndi giita hinh
4nh thuong hiéu dén tAm tri ngudi tiéu ding cang
manh, tir 36 din d€n quyét dinh mua sin phaim
ctiia thuong hiéu d6 (Tih va Lee, 2013). Y dinh
mua hang lap lai, do d6, ciing chiu sy dnh hudng
ctia hinh dnh thuong hiéu, dac biét khi y dinh mua
lai dugc gidi thich trén co sG long trung thanh véi
modt thuong hiéu. TH la mdt thuong hi€u quen
thudc, vi vay, gia thuy&t H5 nhu sau:

H5: Hinh dnh thuong hiéu c¢6 dnh hudéng tich
cuc y dinh mua ldp lai ciia nguoi tiéu ding.

e Gid cd va y dinh mua ldp lai

Tuy gid ban sita trdi cdy TH True Juice Milk c6
cao hon khong ding k€ so vé6i cac ddi thi canh
tranh, y&u t6 nay c6 thé dnh hudng d&n y dinh
mua lai cia ngudi tiéu ding, dic biét véi khach
hang nhay cdm vé gid. Cic chinh sich uu dai vé
gid, ngudc lai, c6 thé kich thich y dinh mua Idp lai
clia ngudi tiéu dung, khi trdi nghiém tiéu dung
trudc dé tich cyc. Vi vy, nghién ctru nay dé xuat
gid thuy€t H6 nhu sau:

H6: Gid cd c6 dnh hudng tiéu cuc dén y dinh
mua sdm ldp lai ciia ngudi tiéu dung.

1.3. Pé xudt mé hinh nghién ciiu

Dya vao cdc thdo ludn trén va hé thong héa
cdc nghién ctfu trudc, mo6 hinh va gid thuyét
nghién cdu dugc trinh bay & Hinh 1.

Hinh 1: M6 hinh nghién cdu

. A N 2 2 A
cttu lién quan danh cho cdc san phaim

H1: Sy hai long (+)

thuc phdm dinh dudng khing dinh y -

nghia ctia bi€n chat lugng sdn pham 1én

H2: Su tin twong (+)

y dinh mua lip lai (Nguyén, 2019). Gia
thuyé&t H4 dudc dé xui't nhu sau:

H3: Chat lwong dich vu (+)

Y dinh mua lap lai

H4: Chdt lugng sdn phdm cé dnh
huéng tich cuc dén ¥ dinh mua sdm ldp

H4: Chat lwrong san pham (+)

lai ciia nguoi tiéu ding.

H5: Hinh anh thuong hiéu(+)

e Hinh dnh thuong hiéu va y dinh

mua ldp lai

H6: Gid ca ()
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3. Phuong phap nghién ciiu

Mot miu nghién cttu theo phuong phap phi xdc
sudt v6i n = 225 dudc chon lam dai dién. Bdng
khdo sdt gom 29 bién dugc thi€t k€ theo thang do
likert 5 mifc do. Dif liéu dudc phan tich bing phan
mém SPSS. Cdc phuong phdp thdng ké md ta,
phan tich hé so tin cdy Cronbach’s Alpha, phan
tich nhan t6 EFA va mo hinh hdi quy boi dudc sit
dung trong nghién cttu nay.

4. K&t qua

4.1. Thong ké mé td

K&t qud thdng k& miu cho thiy: 59,3% déip
vién la nit, 40,7% la nam; 90% dap vién trong do
tudi tir 18-50 tudi; 58,7% dap vién 1a hoc sinh,
sinh vién, 13,3% cdng nhéan, 10,1% nhan vién vdn
phong; mic thu nhdp clda dép vién dudi 10 triéu
ddng/thang chi€m 80%. Co ban, miu phu hdp véi
ddi tugng nghién ciu 12 sin phdm sita trdi cay
dinh dudng, phi hdp véi gidi tré, gid ban niém yét
10.000 dbéng. Dit liéu cho thdy chdt lugng sin
phim 13 yé&u t& dugc ddp vién ddnh gid cao nhat
va chat lugng dich vu dugc phdn hdi thdp nhAt.
Diéu nay khd phi hop khi hinh thitc phan phdi sdn
phdm TH True Juice chii yéu qua kénh ban 1&
trung gian va sy ti€p xtc giita nhan vién bdn hang
va khdch hang han ch€.

4.2. Phan tich nhén t6’khdam phd EFA

K&t qua phin tich nhin t6 EFA 1in mdt cho
tha'y c¢6 3 bi€n can dudc loai bd. Sau khi loai cic
bi€n khong ddp tng diéu kién, két qui phin tich
nhin t8 14n 2 dudc trinh bay § Bdng 1.

Bdng 1. Két qud phén tich nhan t6

kham phé EFA
o Giatn So
Yeuto chay bang sanh
Hé s6 KMO 0,763 0,5<0,763<1
Gia tr) Sig trong bang
kiém dinh Bartlett 0,000 0,000<0,05
Phuadng sai trich 66,193% 66,193%>50%
Giatri Eigenvalue 1,336 1,336>1

Nguén: Xiz Iy dit liéu khdo sdt (2022)

Dya vao Bang 1, ta gdp dugc 6 yéu td tir 18
bi€n. KMO = 0,763 khing dinh phan tich nhin t&
phit hgp; sig trong ki€m dinh Bartlett=0,000<0,05
chitng té cdc bi€n quan sit c6 mic do tuong quan
v6i nhau; phuong sai trich=66,193%>50%; hé s6
Factor Loading ctia cdc bién déu 16n hon 0.5.
Phan tich nhan t6 EFA cho bi€n phu thudc ciing
cho k&t qua phi hgp. Nhu vdy, thong qua phan
tich nhan t6 EFA, mo hinh con 22 bi€n, gom thanh
6 nhan t6 ddc 1ap va 1 nhan td phu thudc.

4.3. Phdn tich dj tin cdy Cronbach’s Alpha

K&t qua phan tich Cronbach’s Alpha cho thay
cdc hé so clia cdc thang do déu c6 tri Cronbach’s
Alpha lon hon 0,7 vi vay ddp ng yéu cau (Hoang
& Chu, 2005). Hé s6 tuong quan bién - tdng 16n
hon 0,4 dat yéu ciu. Hé s& Cronbach’s Alpha néu
loai bi€n déu thap hon hé sd Cronbach’s Alpha
clia nhém. Nhu vy, cdc bi€n quan sit ddm bdo
mifc tuong déng vdi phan tich, khong c6 bién ndo
biloai. K&t qué dudc trinh bay & Bdng 2.

4.4. Phén tich hoi quy va kiém dinh

K&t qua phan tich thu dugec R2 hiéu chinh 1a
0,6162 phit hgp véi tap dit liéu. Mo hinh nay gidi
thich dudc 61,62% tic dong clia cdc 6 bi€n nay 1én
y dinh mua sim lip lai sin pham sita trdi cAy TH
True Juice. Ki€m tra cdc gid dinh ctia mo hinh hoi
quy cho thdy khong c6 su vi pham. K&t qua hdi
quy dudc trinh bay & Bdng 3.

Béng 3 cho thdy 5 trong 6 nhan t6 ¢6 tdc dong
nhu ky vong d€n bi€n phu thudc. Bi€n chat lugng
dich vu khong ¢6 ¥ nghia trong md hinh hoi quy.

5.K&tluan va ham y quan tri

V& mit ly luan, két qud nghién ctu ching
minh sy phtt hgp dir li€u thi trudng, gid tri hoi tu,
gia tri phan biét clia cdc thang do va khing dinh
céc gid thuyé&t nghién citu. K&t qua nghién cttu hd
tr¢ cho cdc nghién citu truc khi chitng minh chat
lugng san pham, hinh 4nh thuong hiéu va gid c3 1a
cdc nhan t6 ¢6 ¥ nghia trong y dinh mua sim lip
lai (Nguyén, 2015; Nguyén, 2019; Huynh & Tran,
2021). K€t qua xdc dinh 5 yéu t& quan trong c6
4nh huéng manh dé€n y dinh mua lip lai. Trong d6,
y&u t& chit lugng sin phim va hinh dnh thuong
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Bdng 2. Cronbach’s Alpha clia céc thang do

Ky S6 bié'r’l S6 bié'r'1 Hé sd Hé 36.' :cuur:g Cronbich's ~
Thang do hidu quan s‘at quan sat Cronbach quan blen-tf)ng Alpr’la thap n!\at
; ban dau con lai Alpha thap nhat néu loai bién
Chét lugng san phdm CL 4 4 0,984 0,748 0,574
Hinh &nh thuong hiéu TH 4 0,868 0,440 0,564
Giaca GC 4 4 0,747 0,636 0,619
Su hailong HL 3 3 0,763 0,636 0,617
Chét lugng dich vu DV 3 3 0,712 0,497 0,517
Sutin tudng 1T 3 3 0,708 0,423 0,510
Nguon: Xt Iy dit liéu khdo sdt (2022)
Bdng 3. Bang t6ng hop két qud ki€m dinh
Gia thuyét Tacdong Hés6B Giatnt Két qua kiém dinh
X1: Sy hailong Tich cuc (+) 0,421 5,5624** Ung ho
X2: Sutin tudng Tich cuc (+) 0,427 7,767 Ung ho
X3: Chét lugng dich vu Tich cuc (+) 0,260 3,527ns Bac bo
X4: Chét lugng san pham Tich cuc (+) 0,589 9,231** Ung ho
X5: Hinh &@nh thuong hiéu Tich cuc (+) 0,438 6,894** Ung ho
X6: Gia ca Tiéu cuc (-) -0,124 2,674 Ung ho

Ghi chii: **%p<0,001; *¥p<0,05; ns: khong cé ¥ nghia

hiéu c6 tic dong manh nhit (v6i hé s& 1an luot 1a
B=0,589 va B=0,438). Y&u t& chit lugng dich vu
khong c6 ¥ nghia trong m6 hinh. Thuc t&€ vé6i dic
thit sdn phim tiéu ding dai trd, kénh phan phdi
chinh 12 kénh ban 1€ trung gian, chit lugng dich vu
khong hin 13 y&u t& 16n quyét dinh d&€n cdm nhan
clia ngudi tiéu diung d€ hinh thanh y dinh mua
ldp lai.

V& ham ¥ quén tri, nghién citu khing dinh chat
lugng sin phim va hinh 4dnh thuong hiéu c6 y
nghia quan trong nhat. Piéu nay cang phit hgp khi
d6i tugng nghién citu 12 sin pham dinh dudng,
khdch hang quan tdm dén chat lugng clia sdn
phdm, hinh dnh thuong hiéu va c6 kha ning thuc
hién lai hanh vi mua hang néu thdy ddnh gid cao
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Nguén: Xit Iy dit liéu khdo sdt (2022)

vé san phim d6. Do d6, cic doanh nghiép nén tap
trung duy tri vi niang cao chat lugng sin phim,
chitng minh cho khach hang thdy su ndi troi vé
chit lugng san phim clia minh, duy tri hinh 4nh
thuong hiéu tich cuc, tao sy tin tudng cho khach
hang. Viéc nay khong nhiing gia ting y dinh quay
trd lai mua sim cta khdch hang, ma con gitp hinh
thanh théi quen mua hang (& d6 ngudi tiéu ding
lua chon sdn phdm vi di c6 sy tin tudng vé thuong
hiéu, chit lugng va hai long, do d6, khong bd
nhiéu nd lyc dé tim ki€m sdn phdm khac thay thé),
tr d6 huéng dén sy trung thanh. K&t qud nghién
ctu ciing cho thdy gid ban ting lam gidm y dinh
mua lip lai, do d6, cin thin trong trong diéu chinh
ting gid. Ngugc lai, mot sy diéu chinh chinh sich
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gid theo huéng tich cuc cho ngudi tiéu diing ¢6 thé
kich thich ¥ dinh mua lai ctia ngudi ti€u dung.
Nghién ctu st dung dir li€u trong pham vi dia
ban thanh phd Nha Trang, cdc nghién cifu trong
tuong lai nén st dung miu véi quy md 16n hon
hoic phin tich theo khu vyc dé€ c6 pham vi rong
hon vé mic dd thu nhap, chi tiéu va théi quen clia

ngudi tiéu dung. Nghién citu han ché khi xem xét
cdc bi€n mot cach tong thé, thay vi chia cdc bién
theo 2 nhdm dva trén long trung thanh va hanh vi
theo théi quen d€ thay 2 khia canh ndy c6 y nghia
nhu thé€ nao dén y dinh va hanh vi mua hang lip
lai, tir d6 rit ra cdc ham ¥ qudn tri thuc tién cho
doanh nghiép B
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A STUDY ON THE REPURCHASE INTENTION:
CASE STUDY OF TH TRUE JUICE MILK
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ABSTRACT:

There is a controversy on whether the repurchase intention results from the brand loyalty or
the habitual behaviour of consumers in current researches about the repurchase intention. This
study is to explore the factors affecting the repurchase intention of consumers towards nutritional
drinks and this study is expected to contribute to the contemporary literature on repurchase
intention. By analyzing the repurchase intention of consumers living in Nha Trang City towards
TH True Juice Milk, a product of TH True Milk Company, the study finds out that the repurchase
intention is influenced by both the brand loyalty or the habitual behaviour of consumers. In
addition, the factors of product quality, brand image, trust, satisfaction, and price all affect the
repurchase intention of consumers. In which, the factors of product quality and brand image has
the strongest and positive impacts on the repurchase intention while the price factor has a
moderate negative impact on the repurchase intention. The study’s results imply that nutrional
drink and food companies should focus on the product quality and the brand image in order to
gradually improve the trust and satisfaction of consumers. In addition, companies should make
attractive pricing policies to trigger the repurchase intention of consumers.

Keywords: repurchase intention, brand loyalty, TH True Milk Company, TH True Juice Milk
product.
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