QUAN TRI - QUAN LY

CAC YEU TO ANH HUGNG
PEN SU TRUNG THANH KHI SU DUNG
Vi PIEN TU CUA KHACH HANG GEN Z
TAI TP. HO CHi MINH

@ NGUYEN XUAN MINH - NGUYEN THI NHUNG

TOMTAT:

Bai vi€t nghién citu cdc yé&u to 4nh hudng dén sy trung thanh khi st dung vi dién tir (VDT) clia
khdch hang Gen Z tai TP. H6 Chi Minh. K&t qui nghién cttu cho thiy c6 4 nhin t& 4nh huéng d&n
sy trung thanh khi sit dung VDT clia khdch hang gen Z theo thit ty gidm dan, gdm: su hai 1ong vé

san pham, su tin tudng thuong hiéu, Anh hudng xa hdi va 10i ich khuyén mai. Tir d6, bai viét dé

xudt mot s6 ki€n nghi nhiim cdi thién sy trung thanh khi st dung VDT ctia khadch hang gen Z.
Tir khéa: su trung thanh, vi dién tif, khdch hang Gen Z, TP. H6 Chi Minh.

1.Pat van dé

Nhitng nim gin diy, thi trudng Fintech Viét
Nam tang trudng vugt bac nhd vao sy ung hd ctia co
quan chinh phii va sy phd bién ctia dién thoai thong
minh. Th&ng ké cho thdy, 93% von diau tr mao
hiém vao Viét Nam dugc danh cho mang VDT va
thanh todn dién t&. Trong vong 5 nam trd lai day,
Iugng giao dich da ting l1én 152,8% vdi 29,5 tricu
ngudi dung Fintech mdéi. Cac nha phan tich cling
chi ra ring dai dich Covid-19 chinh 12 don bdy cho
su bung nd nhu cau da dang cla ngudi Viét trong
linh vuc tai chinh s6.

Nghién cttu thi trudng clia Statista da cho thiy
nhitng con s rit tich cyc khi ty 1& ngudi Viét Nam
thanh todn qua dién thoai thong minh x€p thit 2 thé
gi6i, chi sau Trung Qudc. Tuy gid tri giao dich trung
binh hang ndm con chua cao, nhung day 1a mot tin
hiéu t6t cho thay trién vong phat trién cla thi
truong VDT Viét Nam.

Nguti ding VDT rit da dang vé do tudi, tuy

nhién th& hé thiic ddy thanh todn khong tién mit
chinh la th&€ hé Z (gen Z - dudc sinh ra tit nim 1995
d&n nim2012). Theo thdng k&, dan s6 gen Z cla
Viét Nam dy kién s& dat 15 triéu ngudi vao nim
2025. La th& hé sinh ra trong ky nguyén sd va nhay
cdm v6i cong nghé. Cdc thanh vién clia thé hé Z
con dugc ménh danh 12 nhitng "cong dan thoi dai
k¥ thuats6". Ho lubn mudn moi thit tré nén dé dang
va thi€t thyc, vi vay gen Z chinh 1a thi phan 16n nhat
trong tuong lai va déng vai trd quan trong trong sy
phéttri€n ctia VDT.

Do vay, bai viét nghién cttu chii dé “Céc yé&u to
4nh hudng dén sy trung thanh khi st dung vi dién
ctia khach hang gen Z tai TP. H6 Chi Minh” nhim
cdi thién su trung thanh khi st dung VDT ctia khdach
hang gen Z tai TP. H5 Chi Minh.

2. Mo hinh va gia thuy&t nghién ciiu

Tir cac nghién citu trude ddy va muc tiéu clia bai
nghién cttu, nhém tic gid dé xuit md hinh nghién
cifu gdm 4 nhan td nhu Hinh 1.
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Hinh 1: Mé hinh nghién ciu dé xudt

[Su tin tudng thuong hiéu (TH) ]— H1

— — - Long
Su hai long vé san pham (SP) ]— H1 \ trung thanh

khi st dung
]— w— | vi dién it
(T

]_ H1

Céc gia thuy€&t nghién ctu:

Gia thuyét H1: Yéu t6 “Su tin tudng thuong
hiéu” c6 tic dong cling chiéu dén long trung thanh
khi stt dung VBT ctia khdch hang gen Z.

Gia thuyé&t H2: Y&u t&6 “Sy hai long vé sin
phdm” c6 tac dong cling chiéu d&n 1ong trung thanh
khi st dung VDT ctia khdach hang gen Z.

Gia thuy&t H3: Y&u t6“Anh hudng xa hoi” c6
tic dong cuing chiéu dén long trung thanh khi st
dung VDT ctia khach hang gen Z.

Gi4 thuyé&t H4: Yé&u t6 “Lgi ich khuy&n mii” ¢6
tdc dong cuing chiéu dén long trung thanh khi st
dung VDT ctia khdach hang gen Z.

3. Phuong phap nghién citu

Bai nghién cttu st dung két hop phuong phip
nghién ctu dinh tinh va phuong phdp nghién ctu
dinh lugng. Phuong phdp nghién cttu dinh tinh dya
trén cd s tai liéu tham khao tir sach, bdo va mot sd
tai liéu tham khéo, cdc cong trinh nghién citu trudc
day dé lwa chon nhitng y&u t6 quan trong anh
huéng dé&n 1ong trung thanh clia gen Z khi sif dung
VDT va xay dung mo hinh pht hgp.

Sau d6, ti€n hanh phuong phdp phan tich dit
liéu thu thip dugc va ki€m dinh thang do, gid
thuy€t qua cdc budc: mo td miu khio sit, ki€ém
dinh m6 hinh bing phuong phdp phin tich thong
ké mo ta, ki€m dinh sy tin cdy Cronbach's Alpha,
phan tich nhan t& kham phd EFA, kiém dinh tuong
quan Pearson va phin tich hdi quy tuyé&n tinh bing
phan mém SPSS 20.0.

Ngoai ra, tic gia con thuc hién phdng van truc
ti€p va tham khédo y ki€n clia ngudi dung thudng
xuyén st dung VDT, ciing nhu ¥ ki€n clia cac gidng
vién dé diéu chinh thang diém cho phii hgp vdi titng
y&u t6 va thu thip nhitng ¥ ki€n déng gép quy gid.

[’ nh huGng X hoi (XH)
[Lqi ich khuy&n mai (KM)
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4. K&t qua nghién ciu

4.1. Thong ké mé td

Sau khi ti€n hanh khdo sit thong qua phuong
phép truc tuyén bing google form, so vdi 200 miu
du kién, tic gid da thu thap dugc 212 miu, trong d6
11 phan hdi khong hdp 1& va 201 phan hdi hop €.
Do vay, kich thu6c mu chinh thic 1a 201 quan sét.
K&t qua thong ké nhu sau:

V& gi6i tinh: Qua khdo sat c6 109 khach hang 1a
nit (chi€ém 54%) va 92 khich hang nam (chi€m
46%). Piéu nay cho thiy mic dd chénh léch giita 2
nhém gidi tinh khong cao, tit ca khach hang déu c6
nhu cau va hanh vi st dung VPT. Su chénh léch
giira 2 gidi 12 do ty 1& chénh léch gidi trong d6 tudi
genZ & Viét Nam.

V& d0 tudi, dong nhat 12 nhom tudi tir 18-25 tudi
v4i 158 khéach hang (chi€m 79%) va nhém duéi 18
tudi c6 43 ngudi (chi€m 21%). Pay 1a nhom tudi da
bit ddu tu chl vé mit tai chinh va c¢6 nhu ciu cao
vé thanh todn biing vi dién td.

V& thdi gian sit dung VDT, c¢6 183 khich hang
da va dang stt dung VDT trén 6 thidng (chi€m 91%)
va 18 khach hang st dung VDT trong vong 6 thang
trd lai (chi€m 09%). Qua d6 cho tha'y hau h&t khich
hang gen Z da st dung VDT tir lau.

4.2. Kiém dinh su tin cdy Cronbach’s Alpha

Do tin cay thang do dudc ddnh gid bing hé s6
Cronbach’s Alpha, cdc bi€n c6 hé s6 tuong quan
téng (Item - Total Correlation) nhd hon 0,3 sé& bi
loai va thang do dugc chdp nhian phan tich § cdc
budc ti€p theo khi di dat do tin cdy Cronbach's
Alpha tix 0,6 tré 1én.

K&t qua kiém dinh cho thdy, c4c thang do déu c6
dd tin cay Cronbach's Alpha > 0,6 va tit c4 18 bién
quan sit c6 hé s tuong quan téng > 0,3. Nhu vy,
18 bi€n quan sit nay déu di diéu kién dé dua vao
phan tich nhan 8 kham phd dya trén nhitng chi s6
da néu trén. Do khong c6 hé s6 Cronbach's Alpha
ctia thang do nao 16n hon 0,95 nén khong c6 su
tring 1ap vé ¥ nghia giita cic bi€n quan sit.

4.3. Phén tich nhéan t6’khdm phd EFA

4.3.1. Phan tich nhdn t6° EFA cho cdc bién
doc lap

K&t qua Bang 1 cho thdy hé s6 KMO = 0,759 >
0,5 va gia tri Sig = 0,000 < 0,05. Do dé, cic bién
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Bdng 1. K&t qud phén tich EFA
cho bién déc lép

KMO 0,759
Approx. Chi-Square 1029,287
Kiém dinh
Bartlett's o 105
Sig. 0,000

Ngudn: Téng hop tix két qud phan tich trén SPSS

quan sat dua vao phan tich c6 mdi tuong quan vdi
nhau va phan tich nhin t6 kham pha EFA c¢6 ¥
nghia, thich hgp st dung trong nghién cdu nay va
ca 18 bién déu dugc st dung dé phan tich EFA.

K&t qud Ma trin xoay cla phan tich EFA cho
thay riing 4 nhém nhan t& mdi c6 cdc bi€n quan sat
c6 hé sd tdi nhan t6 déu 16n hon 0,5 déu dat yéu
cau. Do d6, cdc bi€n quan sit dugc nhém thanh 4
nhém nhén td, bao gdm:

Nhém 1: Sy tin tudng thuong hiéu (TH), gdm 3
bi€n quan s4t.

Nhém 2: Sy hai 1ong vé sdn pham (SP), gdm 4
bi€n quan sit.

Nh6ém 3: Anh hudng xa hoi (XH), gdom 3 bién

quan sat.
Nhém 4: Lgi ich khuy&n mai (KM), gom 4 bién
quan sat.

4.3.2. Phan tich nhén t6 EFA cho cdc bién phu
thudc

Bdng 2. K&t qud phan tich EFA
cho bién phu thudéc

KMO 0,736
Approx. Chi-Square 294,885
Ki€ém dinh
Bartlett's of 3
Sig. 0,000

Nguédn: Toéng hop tix két qud phan tich trén SPSS

K&t qua Bang 2 cho gia tri Sig = 0,000 < 0,05 va
hé s6 KMO ctia thang do dat yéu cau0,5< 0,736 <
1. Vi vay, viéc phan tich nhan t6 cho thang do la
phli hdp va cic bi€n quan sat nay s& dugc st dung
trong chay mo hinh hdi quy.

K&t qua phan tich nhan t§ ciling cho thdy tdng
phuong sai dugc gidi thich 1a 73,306% > 50%, diém

dirng khi trich tai mdt nhan t 12 2,379 > 1 déu thda
mian diéu kién. Dya trén k&t qua va phan tich, cic
bi€n quan sat TT1, TT2 va TT3 déu c6 hé s6 tai >
0,5 thé hién kha ning gidi thich cdia thang do Long
trung thanh ctia khach hang. Do vay, khong c6 yéu
t0 bi rdtra tif phan tich.

4.3. Phan tich tuong quan Pearson

K&t qua chay ma trin hé so tuong quan gitta cic
bi€n (bao gdm bi&n doc 1ap va bi€n phu thudc) cho
thay tat cd cdc bi€n doc 1ap déu c6 tuong quan véi
bi€n phu thudc dua trén gid tri Sig clia cic hé so
tuong quan déu nhd hon 0,001 (véi mifc ¥ nghia 1%
dé ddm bao y nghia thong ké).

Ngoai ra, k&t qua ki€m dinh ciing cho thay tat ca
cdc bi€n doc 1ap déu c6 tuong quan véi bi€n phu
thudc véi hé s6 Sig. < 0,05. Trong do, c4c bién TH,
SP, XH, KM déu c6 mdi tuong quan thuin véi bién
phu thuoc TT.

Bén canh dé, khi xem xét mdi quan hé giita cic
cip bi€n doc lap, tic gid nhan thdy hé so tuong
quan thap, thé hién mdi tuong quan yé&u giita cic
bi€n ddc 1ap, it xdy ra hién tugng da cOng tuyén.

4.4. Phén tich hoi quy tuyén tinh

K&t qua Bang 3 cho thdy mo hinh ¢6 hé s6 R2 =
0,549 va R? hiéu chinh = 0,540. Piéu d6 ching t4
cdc bi€n doc lap trong mo hinh gidi thich dugc
54,0% su bién thién clia bi€n phu thudc, con lai 1a
dudc gidi thich bdi cdc bi€n khdc ngoai mo hinh va
sai s0 ngau nhién.

Hé s6 kiém dinh Durbin -Watson = 2.176 dat
yéu ciu thudc trong khoang tir 1 d€n 3 nén khong
c6 hién tugng tu tuong quan giita cac phan du trong
mo hinh.

Béng 4 cho két qua tri s6 F véi gia tri Sig. =
0,000 < 0,5 cho thd'y md hinh hdi quy tuy&n tinh boi
da xay dung phit hgp véi tap dit liéu, sit dung dugc.

K&t qua Bang 5 cho thiy gid tri Sig. clia tat cd
céc bién déu c6 hé s6 Sig. < 0,05 nén cic gia thuyét
H1, H2, H3 va H4 dugc Chéfp nhan.

Véi tap dir liéu thu dugc trong pham vi nghién
cifu clia dé tai va két qua hdi quy, phuong trinh hoi
quy tuyén tinh chudn héa nhu sau:

TT = 0,161*TH + 0,540*SP

+ 0,110*XH + 0,155*KM
K&t qud phan tich cho thdy cd 4 yéu t6 1a TH,
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Bdng 3. Tém tét md hinh hdi quy

M6 hinh

R R?

R2 higu chinh

Sai s6 udc lugng

Durbin -Watson

1

0,741 0,549

0,540

0.488

2.176

Bién doc lap: TH, SP, XH, KM

Bién phu thudc: TT

Nguobn: Téng hop tix két qud phan tich trén SPSS

BAng 4. ANOVA cho hdi quy

Mo hinh Tong cac binh phuong Bac tu do df Binh phuong d6 léch Giatr F Sig.
Hai quy 56,892 4 14,223 59,688 0,000
Phan du 46,704 196 0,238
Tong 103,596 200

Bién doc lap: TH, SP, XH, KM

Bién phu thudc: TT

Nguén: Toéng hop tir két qud phan tich trén SPSS

Bdng 5. K&t qud héi quy

Hé s& chua chuan héa Hé s6 chudn héa Théng ké da cdng tuyén
M hinh ; t Sig. °
B Sai so Beta D34 chap nhan VIF

-0,204 0,303 -675 0,501
TH 0,185 0,060 0,161 3,066 0,002 0,832 1,201
SP 0,578 0,060 0,540 9,713 0,000 0,745 1,341
XH 0,133 0,061 0,110 2,181 0,030 0,901 1,110
KM 0,206 0,074 0,155 2,786 0,006 0,740 1,352

SP, XH, KM déu c6 4nh huéng thuin chiéu dén
bi€n TT. Nén cédc gia thuyét H1, H2, H3 va H4
dugc chap nhan. Nam yéu t6 c6 thé gidi thich dugc
54,0% bién dong vé 4nh hudng dén Long trung
thanh dugc trinh bay trong md hinh nghién cdu.

Nghién citu da cho k&t qui 4 yé&u t6 c¢6 &nh
huéng tich cuc dén long trung thanh cda khich
hang gen Z khi st dung VDT. Trong d6, mdc do
4nh hudng clia cic yé&u t6 dude x&p nhu sau: sy hai
long vé& san phidm, sy tin tudng thuong hiéu, dnh
hudng xa hoi va 1gi ich khuyé&n mai.

V& “Su hai long vé& sdn phim” ctia khach hang
(B chuin héa = 0.540) c6 tac dong truc ti€p va dang
ké dén long trung thanh cta gen Z. Trén thyc t&,
khi khach hang hai 1ong vé& sdn phdm, ho s& c¢6 xu
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Nguén: Tong hop tir két qud phan tich trén SPSS

hu6ng ti€p tuc sit dung sdn phdm & nhitng 1an ti&p
theo vi sdn phdm, dich vu da dip &ng dugc nhitng
mong mudn ban dau (hoic cao hon mong mudn)
ctia khdach hang, thAim chi ho con gidi thiéu san
phim d&n ngudi than, ban bé xung quanh. Dan dén,
nhitng 1an sin phim d4p Gng mong dgi ctia khach
hang s& hinh thanh nhiéu cdm xic tich cuc nhu sy
thodi mai, an tAm, vui vé, tin tudng. Nhitng yéu to
nay sé& tao nén sy gin k&t va théi quen. Song song
véi d6, gen Z dugc coi 1a thé hé xem trong chat
lugng san phdm va tdc dong tinh cAm hon céc the
hé trudc - nhitng ngudi chiu 4nh huéng nhiéu bdi
gia ca, do vay su hai long 12 y&u t6 quyét dinh dé
gen Z quyét dinh c6 ti€p tuc st dung hay khong.
Bén canh d6, n€u chuyén sang mot sin phadm méi,
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khach hang s€ ¢6 tim 1y e ngai, vi nhitng rao cin
chuyén ddi nhu thdi gian, chi phi, rdi ro khong
thanh cong,...

Y&u t6 “Su tin tudng thuong hiéu” (B chuin héa
= 0.161) ciling c6 tdc dong rat tich cyc d&n long
trung thanh cta khach hang. Sy tin tudng khi€n gen
Z mudn tng hd thuong hiéu nhiéu hon. Trén thuc
t&, ¢6 rat nhiéu khach hang luon mudn st dung san
phim clia thuong hiéu nao d6 cho dit ho ddi dia
di€m kinh doanh, thay d6i vé gia hay thay d8i miu
mi san pham. Mit khic, n€u nha cung cap dich vu
c6 nhiéu van dé khi&€n ngudi tiéu diing mat niém tin
nhu 10 thong tin c4 nhan, cung cip thong tin sai,
quang cdo sai sy thit, bé boi tai chinh,... thi khiach
hang s& rdi bd thuong hiéu ngay d€ tim mot nha
cung c4p an toan hon.

Y&u t6 “Anh hudng xa hdi” (B chuéin héa =
0.155) ¢6 tac dong dén long trung thanh cta khach
hang gen Z, do day 1a thé hé da ti€p xiic v6i mang
x4 hoi tir nhd, ho d& bi tic dong bdi nhitng KOLs
ndi ti€ng va cdc xu huéng (trend) trén mang xa hoi.
Nhiéu nghién cttu vé tim 1y ciling chi ra ring
FOMO - Fear Of Missing Out 1a hoi chitng tam 1y
phd bién clia gen Z, ho s& cam thay thodi mdi hon
khi st dung nhitng gi ma s6 dong dang dung. Do
vay, gen Z thudng c6 xu hudng cidp nhat va lam
theo xu huéng, dé bi tic dong bdi moi ngudi xung
quanh.

Yé&u t6 “Ldi ich khuyé&n mai” (B chuin héa =
0.110) 12 mot nhan t6 mdi dude dua vao nghién citu
trong md hinh. Tuy ¢6 mic d6 dnh hudng khong
cao, nhung day ciing 12 mot trong nhitng yé&u td tic
dong dén long trung thanh cta gen Z. Nhiéu ngudi
dudc hoi da chia sé: khi cAn nhic lya chon st dung
mot trong cic loai VDT nao dé thanh todn, toi chon
VDT c¢6 nhiéu vu ddi hon. Piéu nay phlt hgp véi
gen Z khi dién thoai thong minh ctia ho tich hgp rat
nhiéu sdn phim cling nganh hang phuc vu cho nhu
cAu ctia ban than. So sdnh vé 1¢i ich chi phi ciing 12
mot trong céc tiéu chi @€ gen Z quyét dinh st dung
san phim nao.

5. K&t luan va khuyén nghi

5.1. Két lugn

Nghién citu da phat hién cdc yéu td dnh hudng
dén long trung thanh khi sit dung VDT clia khich

hang gen Z tai TP. HO Chi Minh, ciing nhu x4c dinh
mic do dong gbp ciia tirng nhan t6 vao bién phu
thudc. Cu thé:

Thit nhdt, bai nghién ciu da dé xuit md hinh
gdm 4 nhin & 4nh hudng tryc ti€p dén sy trung
thanh cta tip khiach hang gen Z khi st dung VDT.
K&t qua nghién cttu cho thy c 4 y&u td déu c6 tc
dong tich cyc dén bi€n phu thudc bao gdm: sy hai
long vé sdn phdm sy tin tuéng thuong hiéu, dnh
hudng xa hoi va 1gi ich khuyé&n mai.

Thit hai, k€t qua nghién cu cho thy: y&u to sy
hailong vé sdn ph§m c6 tac dong manh mé nhit, sy
tin tudng thuong hiéu c6 mic dd dnh hudng cao thi
hai, k€& ti€p 1a 4nh hudng xa hdi va cudi cling 1 1gi
ich khuyén mii. K&t qua nay phit hop v6i nhiéu
nghién cifu trudc diy vé ciing chii dé va bd sung
thém cac khia canh cu thé hon ciia titng y&u t5.

5.2. Mt 6’ khuyén nghi

5.2.1. Tang cuong miic do hai long khi sit dung vi
dién tit ctia khdach hang gen Z

Céc doanh nghiép nén cai ti€n sin phaAm dé phii
hdp v6i nhu ciu cda khich hang, diu tu vao nén
tdng va van hanh d€ nang cao ty 1& giao dich thanh
cong, toc dod giao dich va su dé dang khi k&t noi.

Do VDT khong c6 cic diém bin hang va doi
ngii sales, nén viéc nang cao chat luong phuc vu
clia doi ngii cham séc khdch hang tryc tuyé&n 12 rat
quan trong.

Ngoaira, viéc xay dung dudc hé thong da kénh
cho kh4ch hang phan hoi ciing rit cin dugc dau tu,
vi du hotline, facebook, email, tiktok, website,... va
muc “hd trg” dugc thiét 1ap truc ti€p trén app. Viéc
ti€p nhan phin hdi cia khach hang ciing s& gitp
doanh nghiép tim ra nhitng vin dé sin pham can
dugc cai thién.

5.2.2. Ndng cao su tin tuong thuong hiéu

Doanh nghi&p can ddm bao nhitng thong tin clia
khach hang 1a riéng tu, khong chia sé cho bén thi
ba va thudng xuyén ning cap hé thdng dé phong
trdnh xAm pham tif cdc c4 nhan, t6 chiic véi muc
dich x4u.

Ngodi ra, can rd rang va minh bach trong cic
thong tin truyén tai tdi khach hang, dic biét 1a
quing cdo. La th€ hé di ti€p cAn vdi qua nhiéu
quing cdo va chiéu trd ti€p thi, gen Z s& yéu thich
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va trung thanh hon ddi véi cdc thuong hiéu tao cho
ho sy tin tugng. Nhitng quang cdo ban hang phd
truong, phi thuc t€ déu khong c6 tic dong dén
hanh vi st dung clia gen Z, thAm chi 12 gdy nhiéu
dccam.

5.2.3. Tao nén nhiing anh hudng xd hoi tich cuc

Céc VDT ciing cAn quan tAm dén lugt danh gid
vé san phim, nhim c6 céi nhin rd hon vé mong
mudn va suy nghi cia khach hang vé sdn pham ctia
minh, tir 6 tao anh hudng xa hoi tich cuc.

Céc doanh nghiép ciing nén tao sy két ndi xa
hdi v6i gen Z thong qua twong tic hodc nim bit cic
xu huéng ctia gidi tré, tr d6 hinh thanh sy gin két
va long trung thanh cta khiach hang.

Bén canh d6, cic thuong hiéu VDT ciling nén
chon loc dai st thuong hiéu hoic ngudi ndi ti€ng
khi @& ho tham gia vao cdc quang cdo hay xuit hién
trong c4c bai viét vé& san phim.

5.2.4. Tao cdc hoat dong gdn két va mang lai
nhiéu lgi ich hon

Doanh nghiép mudn giif chan dugc lugng khach
hang trung thanh ctia minh thi chuong trinh khach

TAILIEU THAM KHAO:

Tiéng Vit

hang than thi€t 1a cdch lam hiéu qua nhit. Pong
thdi, can phai ddu tu, sdng tao va thay ddi hé thong
diém thudng va qua ting cho chuong trinh khach
hang than thi&t d€ ting tinh thd vi, hdp dan.

Mot trong nhitng cdch hiéu qua d€ thu hit va gia
tang 10ng trung thanh ctia khach hang la trd choi
héa (gamification), dic biét doi vdi thé hé gen Z.
Cac doanh nghiép vi dién tir c6 thé tao cd ch€ tro
choi khi st dung dich vu nhu thit bic, trang thai, 1én
cap, md khoa, thir thach, nhiém vu, thi€t 1ap muc
tiéu,... Khi ngudi dung bi thu hit bdi cdac chuong
trinh nay, ho s& st dung app nhiéu hon, diéu nay
ddng nghia véi viéc doanh nghiép c¢6 nhiéu thdi
gian va co hoi d& xudt hién trén app cdc quang céo
vé tinh ning sdn pham, hodc chuong trinh dic biét.
Co ché tich di€ém thudng, tich xu va cé gia tri quy
ddi ra tién that ciing khi€n khach hang cam thiy c6
nhiéu 1¢i ich vé mit kinh t€ hon. Do viy, da dang
héa cic hoat dong gin k&t va cdc hoat dong tao ra
gid tri cho khach hang s€ la mot trong nhitng cach
ti€p can tot d€ nang cao long trung thanh ctia khach
hanggenZ ®m
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ABSTRACT:

This study explores the factors affecting the loyalty of Gen Z customers in Ho Chi Minh City
when they use e-wallets. The study finds out that there are four factors affecting the loyalty of Gen
Z customers towards e-wallets. These factors, listed in the descending order of impacting level,
are: the customer satisfaction with product, the brand trust, the social influence and the promotional
benefits. Based on these results, the study makes some recommendations to improve the loyalty of
Gen Z customers when they use e-wallets.

Keywords: loyalty, e-wallet, Gen Z customer, Ho Chi Minh City.
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