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TOMTAT:

Long trung thanh cla khdch hang gidp tao ra 1¢i th€ canh tranh cho mot doanh nghiép.
Nghién cttu tAp trung x4c dinh cdc y€u t6 tdc dong dén 1ong trung thanh clia khich hang st
dung sdn phdm an toan cho bé tai hé thong clra hang Baby Mall & Care. Xuit phdt tit phuong
phdp nghién cttu dinh tinh, nhiim thi€t 1dp md hinh nghién cttu dé xuat, bai vié€t st dung md hinh
PLS - SEM gitip xdc dinh cdc y&u t& 4nh hudng d&€n long trung thanh, gdm: (1) P tin cdy
(DTC); (2) Sy @dm bio; (3) Sy ddng cdm; (4) Phuong tién hitu hinh; (5) Gid ca va chi phi dich
vu di kém va mot bi€n trung gian 1a Sy hai 1dong cla khach hang tai Baby Mall & Care. Qua d6
cung cAp dit liéu khi ra quyét dinh vé chuong trinh, k& hoach kinh doanh ctia Baby Mall & Care
huéng d&n thu hiit khdch hang trong bdi cinh canh tranh toan ciu.

Tt khéa: sin phdm an toan cho bé, hé thong clta hang Baby Mall & Care, 1ong trung thanh

ctia khdch hang.

1. Dit van dé

Ngay nay, tré em dugc cham séc v4i nhitng vat
dung an toan va can thi€t theo tirng giai doan phat
trién vé& do tudi. Cdc san phadm an toan danh cho
cdc bé phan thanh nhiéu loai nhu binh sita, chau
tdm phao, hit miii, ti gid, dd choi mém mai, bd ché&
bi€n dd an dim, gim nudu, ghé& hoi,... Sy quan tim
clia cha me tic dong thudn v&i sy phét trién tir kinh
t& - x4 hoi tai Viét Nam trong thdi gian gin diy.
Nghién ctu nay dudc thuc hién nhdm phan tich
mdi quan hé gitta chat lugng dich vu bdn hang vé6i
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st hai long va 1ong trung thanh cia khach hang
trong hé thong clra hang Baby Mall & Care (goi
tdt 1a Baby Mall & Care). K&t qua phan tich véi
bo dit lieu gdm 189 khdch hang da mua sim it nhit
31an tai Baby Mall & Care va khdam phd mdi quan
hé cida chat lugng dich vu dnh hudng dé&n sy hai
long cia khach hang va long trung thanh cda ho.
Bai vi€t 4p dung md hinh PLS - SEM véi phan
mém SmartPLS 3 tip trung phdt hién nguyén nhan
ctia 10ng trung thanh ctia khdch hang st dung sdn
ph4m an toan cho bé tai Baby Mall & Care.
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2. Co s6 1y thuyé&t va tdng quan cic nghién
cifu trudc

2.1. Chat lugng dich vu theo mé hinh
SERVPERF (Service Performance) duoc tao ra
trén co s6 khdc phuc nhiitng han ché ciia mé hinh
SERVQUAL ciia Parasuraman, A., Zeithaml, V.
A., & Berry, L. (1988).

Theo Cronin Jr, J. J., & Taylor, S. A. (1994),
nghién ctfu va diéu tra clia Parasuraman vé mdi
quan hé gifta chit lugng mong dgi va két qua nhan
dugc khong phdi 1a cdch ti€p can tuong thich dé
nhin nhan chat lugng. Theo Cronin Jr, J. J., & Tay-
lor, S. A. (1994), nghién cttu khdi niém va do ludng
cha't lugng dich vu cing mdi quan hé tudng doi
giftachat lugng dich vu, su hai long clia khach hang
va ¥ dinh mua hang.

2.2. Su hai long cua khdch hang la muc tiéu
quan trong ciia cdc nha cung cdp dich vu.

Pay la khéi niém do ludng mic dd thda man
ctia ho vdi t8 chitc cung cap dich vu sau nhitng 1an
ti€p xic va tuong tdc. Theo Yiiksel & Yiiksel
(2007), su hai long ctia khich hang thé hién vdi
san pham sau khi tiéu diing va qu4 trinh cung cAp
dich vu gén v6i toan bo qud trinh trdi nghiém sin

phdm tir ho.
2.3. Ly thuyét vé long trung thanh ciia khdch
hang.

Theo Riordan, E. A. va cong su (1977) 1a su két
hdp c6 hiéu qud ti cdc y&u t& nhan thic, cdm xic,
muc dich mua sim va hanh dong (sv ldp lai khi
mua sdm) ctia ho. Cédc tdc gid xem long trung
thanh cda khdach hang nhu mot 16i cam k&t chic
chiin s& ti€p tuc mua hang hodc ghé thim cira hang
mdi khi ¢6 nhu cAu hoic sy tiéu dung lip lai ding
nhin hiéu dé cho sdn phdm/dich vu hién tai hoic
tuong lai. Nhitng hanh dong tr long trung thanh
ctia khdch hang sé khong bi tdic dong bdi hoan
canh hay nhitng nd luc marketing ctia ddi thii canh
tranh nhiim 16i kéo hodc 1am thay d6i hanh vi mua
sim cua ho.

2.4. M6 hinh nghién citu

Duya vao céc tai liéu nghién cttu trude c6 lién
quan nhu [3], [4], [6], [8], [9], [10], [11]; bai viét
tdng hgp cic yéu td tic dong dén long trung thanh
ctia khach hang st dung sdn pham an toan cho bé

tai Baby Mall & Care thanh mo hinh nghién citu dé
xuét ban dau nhu sau:

e 6 bién doc lap gﬁm: (1) bg tin cay (DTC) véi
5 bi€n quan sat; (2) Sy ddm bdo (SDB) véi 4 bién
quan sét; (3) Su dép tng (SDU) véi 4 bi€n quan
sat; (4) Sy déng cdm (SDC) vé6i 4 bi€n quan sit;
(5) Phuong tién hitu hinh (PTHH) véi 5 bi€n quan
sat va (6) Gid ca va chi phi dich vu di kem (GIA)
v6i 3 bi€n quan sit.

e Bié&n trung gian gdm: (1) Su hai long cla
khach hang (SHL) véi 4 bi€n quan sét.

e Bi€n muc tiéu gom: (1) Long trung thanh
(LTT) véi 3 bi€n quan sit.

3. Té chiic nghién ciu

Baby Mall & Care vdi nganh nghé kinh doanh
12 sdn phdm cao cAp phuc vu cho sinh hoat hang
ngay clia cdc bé tir 9 tudi tré xudng. Baby Mall &
Care bao gdbm 1 Vin phong Trung tim, 3 cia hang
dit tai thanh phd Ha Noi, Thanh phd H5 Chi Minh
va thanh phd Thi Pic. Ngoai ra, Baby Mall &
Care di tin dung hoat dong thuong mai dién ti dé
dua san phdm luu thong va tiéu thu khip ca nudc.
Khéch thé nghién citu 12 khach hang c6 it nhat 3
1an mua hang trd 1én tai Baby Mall & Care.
Nghién ctu phét phi€u cho 250 khach hang va st
dung mo hinh PLS - SEM nhdm kham phd va du
dodn cdc khdi niém cling ki€m dinh dé khing dinh
mdi lién hé gitta cdc khdi niém dé xuAt ban dau.
Thdi gian khdo sdt tir ngay 30/11/2022 dén ngay
31/12/2022. S& phi€u hgp 1é thu vé 12 189 va dua
vio phan tich v6i phan mém SmartPLS 3. (Bing 1)

4. K&t qua nghién cifu

4.1. M6 td vé mdu khdo sdt (Bang 2)

Ngudn: K&t qué tir SmartPLS Report, 2023

4.2. Ddnh gida mo hinh

Dua vao k&t qué cudi cung trich xud't tir Smart-
PLS Report va gido trinh cia Ha, N.M. & Thanh,
V. H. (2018) @€ trinh bay va nhan xét k&t qua cia
nghién cttu nhu sau:

4.2.1. Bdnh gid mo hinh do luong cdu tao (Bdng
3, Bang 4)

Nhén xét: R? hiéu chinh ctia SHL 1a 0,516 thé
hién céc bi€n doc 1ap gidi thich dugc 51,60% su
bi€n thién ctia bi€n SHL. Phin con lai 48,40% tir
sai s& hé thong va tir cdc y&u t& khdac nim ngoai
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Bdng 1. DPac tinh nhan khdu hoc clia méu khdo sat
Dac tinh nhan khau hoc Phan loai S6 lugng Ty 1& (%)

Nam 78 41,27

Gidi tinh N 111 58,73
Téng cdng 189 100,00

Trén 50 tudi 15 07,94

Tu 40 dén 49 tudi 93 49,21

D9 tudi Tu 39 dén 30 tudi 63 33,33

Dudi 30 tudi 18 09,52

Téng cdng 189 100,00

Dudi 15 triéu dong/thang 08 04,23

Tui 15 triéu dén dudi 20 triéu dong/thang 53 28,04

Thu nhap Tui 20 triéu dén dudi 25 triéu dong/thang 74 39,15

Trén 25 triéu dong/thang 54 28,57

Téng cdng 189 100,00

Phé théng trung hoc 16 08,47

Trung cép 29 15,34

Trinh d6 van héa Cao dang dén dai hoc 138 73,02

Sau dai hoc 06 03,17

T8ng cong 189 100,00

Ngudn: Két qud xit Iy di liéu tir Excel, 2023
Bdng 2. Théng ké mé t& vé méau khdo sat
Missing Mean Median Min Max Std Deviation

DTC1 0,000 4,106 4,000 3,000 5,000 0,697
DTC2 0,000 4,021 4,000 1,000 5,000 0,797
DTC3 0,000 4,074 4,000 1,000 5,000 0,752
DTC4 0,000 4,074 4,000 2,000 5,000 0,759
SDB1 0,000 4,037 4,000 3,000 5,000 0,693
SDB2 0,000 3,989 4,000 1,000 5,000 0,749
SDB3 0,000 4,122 4,000 1,000 5,000 0,713
SDB4 0,000 4,069 4,000 1,000 5,000 0,742
PTHH2 0,000 3,735 4,000 2,000 5,000 0,723
PTHH3 0,000 3,677 4,000 2,000 5,000 0,687
PTHH4 0,000 3,783 4,000 3,000 5,000 0,706
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Missing Mean Median Min Max Std Deviation

SDC1 0,000 4,037 4,000 2,000 5,000 0,700
SDC2 0,000 4,037 4,000 2,000 5,000 0,806
SDC3 0,000 4,074 4,000 2,000 5,000 0,724
SDC4 0,000 4,095 4,000 2,000 5,000 0,743
GIA1 0,000 4,053 4,000 1,000 5,000 0,747
GlA2 0,000 4,116 4,000 1,000 5,000 0,761
GIA3 0,000 4,063 4,000 1,000 5,000 0,767
SHL1 0,000 3,772 4,000 2,000 5,000 0,467
SHL2 0,000 3,799 4,000 2,000 5,000 0,516
SHL3 0,000 3,788 4,000 2,000 5,000 0,480
SHL4 0,000 3,799 4,000 2,000 5,000 0,451
LTT1 0,000 3,767 4,000 2,000 5,000 0,459
LTT2 0,000 3,799 4,000 2,000 5,000 0,462
LTT3 0,000 3,757 4,000 2,000 5,000 0,498
GIOI TINH 0,000 1,587 2,000 1,000 2,000 0,492
TUOI 0,000 2,444 2,000 1,000 4,000 0,772
THU NHAP 0,000 2,921 3,000 1,000 4,000 0,854
TRINH DO VH 0,000 2,767 3,000 1,000 4,000 0,704

Nguén: Két qud tir SmartPLS Report, 2023

Bdng 3. K&t qud vé R? Nhan xét: Gid tri HTMT > 0,856 nén dat

R? R? hiéu chinh dudc sy chinh x4dc vé sy phan biét giita cdc cip

thang do.
LT 0,643 0,641 4.2.3. Pdnh gid mé hinh cdu triic (Bdng 7, Bdng
SHL 0,529 0,516 8, Bdng 9, Bdang 10, Bdng 11, Bdng 12)

Nguén: Két qud tir SmartPLS Report, 2023

md hinh. C4 2 bi€n két qua déu c6 hé sd hodi quy
> 0,50 chitng minh md hinh do ludng dat dugc muc
d6 chinh xdc vé su hoi tu.

Nhan xét: Gid tri VIF tit 1 d&€n 2 chitng minh
khong c6 mdi tuong quan giita bi€n ddc 1ap.

4.2.2. Bdnh gid mé hinh do luong két qud (Bdng
5, Bdng 6)

Nhan xét: B0 tin cdy CR > 0,700 va gid tri AVE
dé xem xét. Gi4 tri cia AVE > 0,5 cho thdy md
hinh dat dugc mitc do chinh xédc ctia su hoi tu.

Nhin xét: Cdc mdi tdc dong déu c6 ¥ nghia
thong ké vi P Value < 0,05 (v6i dd tin ciy 95%).

Nhin xét: Hé s6 tdc dong gidn ti€p tdng hgp
xdc dinh ¢6 ton tai mdi quan hé gitta cdc bién trén
khi P Values < 0,5 (v6i do tin cidy 95%).

Nhan xét: Hé s6 tdc dong gidn ti€p riéng biét
khing dinh m&i tdc dong gidn ti€p c6 trudc mang
y nghia thong ké khi P Value < 0,05 (véi do tin
cdy 95%)

Nhin xét: Hé s6 tdc dong tong khing dinh mdi
tdc dong gidn ti€p c6 tru6c mang ¥ nghia thong ké
khi P Value < 0,05 (v6i dd tin cdy 95%).
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Bdng 4. K&t qud vé da cong tuyén (Collinearity Statistic - VIF)
VIF VIF VIF VIF
DTCA1 1,708 LTT1 1,897 SDB1 1,605 SHLA1 2,056
DTC2 1,652 LTT2 1,646 SDB2 1,785 SHL2 1,932
DTC3 1,653 LTT3 2,281 SDB3 1,690 SHL3 2,106
DTC4 1,698 PTHH2 2,031 SDB4 1,624 SHL4 1,716
GIA1 1,513 PTHH3 1,629 SDC1 1,568
GIA2 1,599 PTHH4 1,801 SDC2 2,009
GIA3 1,506 SDC3 1,690
SDC4 1,624
Nguébn: Két qud tir SmartPLS Report, 2023
Bdng 5. PAnh gid mic dé tin c@y nhdt quén ndi bd
va dé hoi tu (AVE)
Cronbach’s Alpha rho A Composite Reliability AVE
DTC ,814 817 877 ,641
GIA ,756 781 ,863 ,678
LTT ,818 ,823 ,892 734
PTHH ,810 ,810 ,888 725
SDB ,812 819 ,876 ,639
SDC ,818 ,838 ,879 ,646
SHL 814 ,844 ,893 677
Nguon: Két qud tic SmartPLS Report, 2023
Bdng 6. Panh gid mic ddé chinh xéc vé su phén biét
DTC GIA LTT PTHH SDB SDC SHL
DTC ,801
GIA ,353 ,824
LTT ,520 472 ,857
PTHH ,126 -,049 274 ,851
SDB ,398 ,255 ,528 ,019 ,800
SDC ,185 ,257 ,369 -,063 A77 ,804
SHL 452 ,443 ,802 272 ,561 ,310 ,823
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Bdng 7. K&t qud hé sé dudng dan
(Path Coefficients)

Bdng 9. K&t qud vé hé sé tdc ddng gidn ti€p
riéng biét (Specific Indirect Effects)

Original Sample (O) P Values
DTC->SHL 132 ,017
GIA->SHL ,264 ,000
PTHH -> SHL 271 ,000
SDB->SHL 407 ,000
SDC ->SHL ,163 ,004
SHL->LTT ,802 ,000

Nguén: Két qud tir SmartPLS Report, 2023

Bdng 8. K&t qud vé hé sé tadc ddng gian ti€p
t8ng hap (Total Indirect Effects)

Original Sample (O) | P Values
DTC->SHL->LTT ,106 ,018
GIA->SHL->LTT 212 ,000
PTHH ->SHL ->LTT 217 ,000
SDB->SHL->LTT ,327 ,000
SDC->SHL->LTT ,131 ,004

Nguén: Két qud tic SmartPLS Report, 2023

Bdng 10. K&t qud vé hé s6 tac dong téng
(Total Effects)

Original Sample (O) P Values Original Sample (O) P Values
DTC->LTT ,106 ,018 DTC->LTT ,106 ,018
DTC -> SHL DTC->SHL ,132 ,017
GIA->LTT 212 ,000 GIA->LTT 212 ,000
GIA->SHL GIA->SHL ,264 ,000
PTHH->LTT 217 ,000 PTHH ->LTT 217 ,000
PTHH -> SHL PTHH -> SHL 271 ,000
SDB->LTT ,327 ,000 SDB->LTT ,327 ,000
SDB -> SHL SDB ->SHL 407 ,000
SDC->LTT 131 ,004 SDC->LTT 131 ,004
SDC -> SHL SDC -> SHL ,163 ,003
SHL->LTT SHL->LTT ,802 ,000

Nguén: Két qud tir SmartPLS Report, 2023

Nhan xét: Hé s& tdi ngoai (Outer loading) clia
nghién cttu déu > 0,700 va chitng minh cic bién
quan sdt c¢6 y nghia.

Nhin xét: P Value < 0,05 cho thdy bi€n quan
sdt d6 c6 y nghia (v6i do tin cdy 95%).

4.2.4. M6 hinh PLS - SEM ciia nghién ciiu
(Hinh 1)

5. K&t luan

XuA't phét tit phuong phdp dinh tinh nhim thi€t
1ap mo hinh nghién cttu dé xuit tai Baby Mall &
Care, k€t qué khéo sat duge phan tich véi tng dung
phin mém SmartPLS 3. Nghién citu da phat hién

Nguén: Két qud tiv SmartPLS Report, 2023

cdc y&u td tic dong dén long trung thanh clia
khdch hang st dung sin phdm an toan cho bé tai
Baby Mall & Care gbm 5 bién doc 1ap, d6 1a: (1)
bo tin cdy; (2) Sy dam bdo; (3) Phuong ti€n hitu
hinh; (4) Sy ddng cadm; (5) Gid va chi phi dich vu
di kém va 1 bi€n trung gian 1a Sy hai 1ong. M6
hinh kham ph4 phu hgp sau khi thyc hién ki€m
dinh k¥ thuat PLS-SEM dat yéu cau. K&t qué cla
nghién citu tr§ thanh cong cu hitu ich gidp cac nha
qudn tri thudc Baby Mall & Care ra nhitng quyé&t
dinh vé chuong trinh, k&€ hoach kinh doanh huéng
dén phat trién bén vitng m
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Bdng 11. Hé s& tdi ngodi hay hé sé tdi nhéan Bdng 12. Trong s6 ngodi
t6 (Outer loading) (Outer Weights)
Original Sample (O) | P Values Original Sample (O) | P Values
DTC1<-DTC ,812 ,000 DTC1<-DTC ,324 ,000
DTC2<-DTC ,807 ,000 DTC2<-DTC ,333 ,000
DTC3<-DTC 779 ,000 DTC3<-DTC 276 ,000
DTC4<-DTC ,805 ,000 DTC4<-DTC ,315 ,000
GIA1<-GIA ,822 ,000 GIA1<-GIA 415 ,000
GIA2 <-GIA ,857 ,000 GIA2<-GIA ,462 ,000
GIA3 <-GIA ,790 ,000 GIA3 <-GIA ,332 ,000
LTT1<-LTT ,851 ,000 LTT1<-LTT ,384 ,000
LTT2<-LTT ,815 ,000 LTT2<-LTT ,365 ,000
LTT3<-LTT ,902 ,000 LTT3<-LTT 417 ,000
PTHH2 <- PTHH ,874 ,000 PTHH2 <-PTHH ,383 ,000
PTHH3 <-PTHH ,831 ,000 PTHH3 <-PTHH ,397 ,000
PTHH4 <- PTHH ,849 ,000 PTHH4 <-PTHH ,395 ,000
SDB1 <-SDB ,763 ,000 SDB1 <- SDB ,267 ,000
SDB2 <- SDB ,821 ,000 SDB2 <- SDB ,319 ,000
SDB3 <- SDB ,821 ,000 SDB3 <-SDB ,347 ,000
SDB4 <- SDB ,793 ,000 SDB4 <- SDB 315 ,000
SDC1<-SDC ,780 ,000 SDC1<-SDC ,312 ,000
SDC2<-SDC ,872 ,000 SDC2<-SDC ,381 ,000
SDC3<-SDC ,782 ,000 SDC3<-SDC ,289 ,000
SDC4<-SDC 778 ,000 SDC4 <-SDC ,255 ,000
SHL1 <-SHL ,836 ,000 SHL1 <- SHL ,318 ,000
SHL2 <- SHL ,826 ,000 SHL2 <- SHL ,298 ,000
SHL3 <-SHL ,850 ,000 SHL3 <- SHL ,319 ,000
SHL4 <- SHL 77 ,000 SHL4 <- SHL 279 ,000
Ngudn: Két qud tiv SmartPLS Report, 2023 Ngudn: Két qud tic SmartPLS Report, 2023
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Hinh 1: Mé hinh cdc yéu 16 tdc déng dén Iong trung thanh cua khéch hang s dung sdn
phdm an toan cho bé tai hé théng cla hang Baby Mall & Care
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ABSTRACT:

Customer loyalty is essential to create a competitive advantage for businesses. This study is to
identify the factors affecting the loyalty of customers who have used safe baby products provided
by Baby Mall & Care stores. The qualitative research methodology is used to develop the study’s
research model. The PLS - SEM model show that the factors affecting the loyalty of customers
include include (1) Reliability, (2) Assurance, (3) Empathy, (4) Tangible, and (5) The price and
cost. This model also has an intermediate variable named Customer satisfaction. This study is
expected to help Baby Mall & Care stores better develop business strategies to attract and retain
customers.
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