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TOM TAT

Khdch hang va thuong hiéu thuong tim
thdy su lién hé véi nhau thdng qua cac gia tri
ma thwong hiéu mang lai: chire nang, cam xuc,
trai nghiém va biéu nrong. Sw két noi giira
khach hang vdi cac gia tri thwong hiéu tac
déng dén y dinh trung thanh véi thirong hiéu.
Tuy nhién nghién cizu tim hiéu co ché cua tac
déng nay van con rdt hgn ché. Bai viét nay dat

gia thuyét rang gia tri Chirc nang cam nhdn sé

ddn dén y dinh trung thanh véi thuwong hiéu khi
chiing tao dwoc s Tin twong cua khach hang,
gia tri Cam xdc va Trai nghiém ddn dén y dinh

trung thanh khi tao diroc sw Gan két cia khach
hang véi thirong hiéu va cudi cing gia tri Biéu
twong sé ddan d@én y dinh trung thanh khi tgo
cho khéch hang cam nhdn diroc sir Pong diéu
giira hinh dnh cd nhan véi hinh danh thuong
hiéu. Kiém dinh thyc tién théng qua khdo sét
dinh luong 311 khé&ch hang cua ba nhan thuc
pham chize nang. Két qua cho thdy sw Tin
twrong va cam nhan sy Pong diéu lan heot déng
cac vai tro trung gian ban phan, con Gan két
dong vai tro trung gian toan phan.

Tir khOa: gia tri thicong hiéu, y dinh trung thanh, sw tin tiong, gan két, sw dong diéu.

1. GIOI THIEU

Gardner & Levy (1995) da sém nhin thay
tam quan trong cua quan 1y thwong hiéu théng
gua quan ly hinh anh cua thwong hiéu, gilp
dinh vi va tao su kh&c biét trén thi truong. Cac
tdc gia goi ¥ x&y dung hinh anh thuong hiéu
hoi tu cac gia tri mang lai cho khach hang,
dugc xac dinh tir ba nhu cau cua khéach hang -
gié tri chitc nang, gia tri trai nghiém va gi tri
biéu twong. Bén canh do, Ding & Tseng (2015)
nhan manh cam xGc cam nhan 1a mot gia tri
guan trong tao nén hinh anh thuong hiéu. Gia
tri chirc ning xuét phat tir nhan thuc, trong khi
d6 cac gia tri con lai mang cam tinh nhiéu hon.
Chinh vi vay, bai viét nay cho rang mdi loai gi&

tri s& truc tiép din dén nhitng hanh vi khac
nhau: gia tri chicc nang tao su tin twéng cua
khach hang véi thuong hiéu, gié tri cam xdc va
trai nghiém tao su gin két khach hang voi
thwong hiéu va gia tri biéu tuong tao nén cam
nhan dong diéu giita khach hang véi thuong
hiéu, thong qua d6 dan dén ¥ dinh trung thanh
V61 thuong hiéu.

Lam cho mot khach hang trung thanh phai
tra cai gia it dat hon 1a thay thé mot khéch
hang. Tuy nhién mot thong ké thd vi ciing chi
ra rang khach hang chi chic chin 99,9% trung
thanh khi ho rat hai long (Hesket & ctg., 1997).
D6 1a nhitng Iy do ma khai niém nay ludn nhan
duoc quan tdm ctia gigi han 1am va ca nha quan
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ly dé hiéu rd cac dong co c6 thé lam khach
hang cd y dinh trung thanh véi thuong hiéu.

Mot sb tac gia cho rang su két ndi gitra
khach hang vai céac gi tri thuong hiéu dong vai
tro trong tdm trong viéc tao dung long trung
thanh véi thuong hiéu (Fournier, 1998; Moulin
& Roux, 2008). Mot sb nghién ciru khéc lai cho
thay sy tin tuong, gan két va cam nhan sy dong
diéu tac dong tryuc tiép dén long trung thanh véi
thuong hiéu (Podsakoff & ctg., 2000; Idrees &
ctg. 2015). Theo d6, c6 thé thay ton tai mdi
quan hé cau trdc gitta cac yéu té nay trong viéc
dan dén y dinh trung thanh. Tuy nhién tng
quan ly thuyét cho thay van chwa c6 nghién ciu
nao xem xét van dé nay. Tir khoang tréng trong
ly thuyét va sy canh tranh ngay cang lén trong
thi truong thuc phim chirc ning, nghién ctu
nay tim hiéu co ché trung gian tir cac gia tri
thwong hiéu cam nhan dén long trung thanh.
Theo d6, bai viét dat va kiém dinh cac gia
thuyét vé tac dong cua (1) gia tri chic nang dén
y dinh trung thanh théng qua tao dung su tin
tuong, (2) tir gid tri cam xdc va trai nghiém
cam nhan dén y dinh trung thanh théng qua su
gan két voi thuong hiéu va cudi ciing (3) tir gia
tri biéu tuong dén long trung thanh théng qua
tao nén sy dong diéu gitra khach hang véi
thuong hiéu, trwong hop cac thwong hiéu san
pham thuc pham chirc ning.

Su lya chon nghién ctru cac thuong hiéu san
pham thyc phim chirc nang 1 boi vi hau hét
cac nghién cuu trudec day tap trung vao san
pham tiéu dung bai cac gié tri vo hinh dé duoc
khach hang cam nhan. Trong khi do, theo cac
chuyén gia, truée day, dbi véi hiu hét khach
hang, thuc pham chirc nang van dugc xem la
thuéc nén chi quan tam dén gia tri sir dung.
Thoi gian gan day da xuét hién mot sb quang
c4o ndi vé cac gia tri vo hinh cia thuong hiéu
san pham. Tuy nhién, thong qua cac chién dich
truyén thong, c6 thé thiy phan Ién doanh
nghiép kinh doanh thyc phim chiic ning van

con “loay hoay” trong viéc xac dinh tim quan
trong cua ting loai gia tri va cach thic chuyén
tai chang dén nguoi tiéu dung.
2. CO SO LY THUYET VA GIA THUYET
NGHIEN CUU

2.1. Nhirng gié tri thuwong hiéu mang lai
cho khéach hang

Gid trj chirc nang 1a nhiing tinh niang, chat
luong cua san pham mang thwong hi¢u nham
giai quyét cac nhu cau hitu hinh cia khéch
hang (Seeney & Soutar, 2001). Vi du thuc
pham chic nang lam giam nguy co lodng
xuong. Gia tri churc ndng con bao ham gia cam
nhan (Moulins & Roux, 2008) tac la so sanh
gitra gia tri nhan dugc va chi phi bo ra. Gia tri
cam xuc chi nhirng cam xuc cé duogc khi s¢ hiru
thwong hiéu, tir nhitng két qua c6 duoc nho sir
dung san pham va trong qua trinh st dung
(Sweeney & Soutar, 2001). Gid trj trai nghiém
chi gia tri ban than trong xa hoi va két ndi cong
dong thuong hiéu. Gia tri biéu nwong chi hinh
anh thwong hiéu mang lai cho nguoi s¢ hou
hinh anh ma c& nhan ho mong muén va muén
dugc ngudi khac cong nhan, ting nhan biét cua
x4 hoi (Baht & Reddy, 1998). Vi du, thuong
hiéu san pham lam tring da lanh manh xay
dung cho khach hang hinh anh nguoi tiéu ding
thong minh, nang dong. Moulins va Roux
(2008) cho ring cac gia tri cam nhan nay c6
mbi twong quan véi nhau.

2.2. Su tin tuéng

Khai niém su tin tudng xuat phét tir tam ly
hoc. Céac tac gia dinh nghia su tin tuong la mot
tam Iy ky vong cua mot ca nhan nay vao mot ca
nhan khac hay mot to chic tir mot 1oi huaa, 1oi
noi; ky vong vao nhirng gi c6 thé nhan dugc, vé
hanh dong ctia mot bén khac trong méi quan hé
(Battacharrrya & ctg. 1998)

Theo d6, Morgan va Hunt (1994) da dinh
nghia sy tin twdng voi thuong hiéu 1a sy mong
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doi cua khach hang & kha nang dap tng va thuc
hién cac loi hira cia thwong hiéu. Hay Delgado
- Ballester va céng su (2003) dinh nghia sy tin
tuong v6i thuong hiéu 1a nhitng ky vong vé
mirc do tin cay cta thuong hiéu. Do d6, sy tin
tuong dugc hinh thanh dya vao hai yéu té: uy
tin va su trung thuc. Sy tin tudng cua khach
hang voi thuong hiéu s& quyét dinh nhitng y
dinh hanh vi cta khach hang véi thuong hiéu
d6 (Delgado - Ballester & ctg., 2003).

2.3. Gan két

Su gan két gita nguoi tiéu dung voi mot
thwong hiéu dugc nhin nhan nhu mdi quan hé
gitra hai con nguoi bdi ngoai quan hé sé hiu
con ton tai nhitng tinh cam. C6 thé ké dén hai
khai niém tiéu biéu trong chu dé nay duoc kiém
dinh ¢ hai thj truong Phap va M$. Lacoeuilhe
(2000a) dinh nghia gin két véi thwong hiéu la
mot khai niém thuoc pham tri tam ly, dién ta
phan ng tinh cam bén virng va khdng thé cho
di. Thomson & c¢ong su (2005) nhin manh day
la mbi quan hé tdm ly tinh cam manh mg, thé
hién qua sy phu thudc 13n nhau va «tinh ban
than» gitta khach hang véi thuong hiéu. Tu
nhitng diém chung gitra hai céch tiép can trén,
c6 thé khai quéat khai niém cua gin két 1a mbi
guan hé tinh cam bén virng, manh mé& va khong
thé cho di.

Tréi voi gan két, su «suy yéu» cua soi day
két nbi tinh cam giita khach hang va thuong
hiéu duoc dién ta boi trang thai tam ly xa lanh
mot thuong hiéu, lién tiép cat dut cac lién hé
tinh cam dac biét vai thuong hiéu.

2.4. Sy ddng di¢u

Sy dong diéu dugc nghién ciu rat nhiéu
trong tdm ly hoc, la mot khia canh cta cam
nhan su twong thich gitra hai con ngudi, thé
hién qua quan diém, thai d6 va hanh vi tuong
dong. Trong Marketing, Bagozzi & Dholakia
(2006) dinh nghia sy dong diéu 1a cam nhan su
tuong thich gitta hinh anh cua thuong hiéu véi

hinh anh ma ca nhan mong doi. Piéu nay do
chinh khac hang cam nhan duogc, dong thoi
thong qua lang kinh ctia Xa hoi. Theo d6, khach
hang doi hoi ¢ thuong hi¢u kha nang tao dung
ban sic c4 nhan cua ho giira cong ddng. Vi vay
mot sb tac gia cho rang thuong hiéu can mang
nhitng yéu té dai dién cho nhém tham khao ma
khach hang tiém ning gin két (Escalas &
Bettman, 2003).

2.5. Gia thuyét va mé hinh nghién ciru

2.5.1. Gié tri thuwong hi¢u va hanh vi khach
hang vai thuong hiéu

Gi4 tri chitrc ning tao dung su tin twéng
véi thwong hi¢u

Sy tin twdng V6i thuong hidu xuat phat tir
nhan thie. Nhiéu tac gia ké dén nhirng dang
nhan thic khac nhau nhung nhin chung déu
Xuét phat tir so sanh gitra kha nang ma thuong
hiéu dap ung va nhu cau cua khéch hang
(Ganesan, 1994). Moulins & Roux (2008) nhan
manh ring su tin tuéng xuat phat tir danh gia
nhitng dwoc va mat. C6 thé thay su tin tuong
hiu nhu dya trén két qua cua sy “tinh toan”
nhiing loi ich c6 thé d& nhin, d& thdy, d& do
luong, tham chi 1a lugng hoa. Theo do, trong
cac loai gi4 tri, gié tri chirc ning bao gdm cong
dung san pham, loi ich kinh té, gia ca, thim my
ctia bao bi... dé dang giup thuong hiéu tao sy
tin twong ¢ nguoi tieu dung. Tir d6, gia thuyét
H1 dit ra nhu sau:

H1: Gi& tri chitc nang tac dong tich cuc
dén su tin tuong vao thuwong hiéu

Gié tri cam xGc va trai nghiém tao sw gan
két khach hang véi thwong hiéu

Thomson va cong su (2005) cho riang su
gan két cua khach hang s& manh hon dbi véi
mot thuong hiéu mang gia tri biéu twong cao,
nho vao kha nang ma hinh anh thuong hiéu do
két ndi ban sic cua khach hang véi nhiing gia
tri X hoi cua cong ddng ma khach hang d6 gén
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két. Vi thé Escalas va Bettman (2003) cho thiy
khéch hang c6 su két ndi manh hon véi nhitng
thwong hiéu gan lién véi nhitng chuan muyc cua
nhém tham chiéu. Nhém tham chiéu & day c6
thé 1a nhom ngudi c6 tim anh huéng 16n trong
x& hoi hay nhiing nhém ngudi c6 tinh dai dién
cho mot nhanh van hoa.

Su gén két v&i mot thuong hiéu cling dugc
ting cuong boi kha nang ma thuong hiéu goi
cho khéch hang vé mot khoan thoi gian nao do
trong qua kht, thuong 1a nhitng khoanh khic
dep. Tir d6, tao nén cam xdc manh va gan gii
véi thuong hiéu. Pay 1a cach ma thuong hiéu
danh vao tam 1y nguoi tiéu dung vé sy nubi tiéc
mot qué kht dep, dan dén mong muén s hitu
thuong hiéu (Moulins & Roux, 2008). Tu
nhitng 1ap luan trén, nghién ctu dat ra cac gia
thuyét.

H2: Gi4 tri cam xiic tic déng dén gan ket
Vi thuong hiéu

H3: Gia tri trai nghiém tdc dong den gan
két vdi thuwong hiéu

Gi4 tri biéu twgng tao nén cam nhan sy
ddng di¢u giira khach hang va thwong higu

Thwong hiéu trg thanh mot cong cu dé
khéch hang “thé hién” ban than, dudi cach nhin
ciia ngudi khac va dé gia nhap vao mot nhém
ngudi. Mot thwong hiéu mang gid tri biéu
tuong ro rang sé tao nén mot su dong diéu 1on
gitra khach hang véi thuong hiéu (Moulins &
Roux, 2008). Vi du, mang chiéc ddéng hd
Rolex, ngudi st dung dwoc nhin nhan 1a nguoi
giau va tinh té. Cac quang céo hién nay sir dung
rong rai nhirng hinh anh nay bai vi ho hiéu rat
rd rang gia tri biéu twong vuot xa nhitng gia tri
chic ning (Aaker, 1997). Theo d6, gia thuyét
H4 nhu sau:

H4: Gia tri biéu twong tic déng tich cuc
dén cam nhdn su dong diéu véi thirong hiéu

2.5.2. Tac dgng cua Cac gia tri thuong hiéu
cam nhdn dén ¥ dinh trung thanh cua khéch
hang théng qua sw tin fweng, gan két va cam
nhdn sy déng diéu

Theo Idrees va cong su (2015), néu mot bén
¢ su tin twong véi bén khac thi s& dan dén
nhitng hanh vi tich cuc. Cac nghién ctiu cho
thdy su tin twong 1a nén tang dé phat trién long
trung thanh véi san pham (Akbar & Parvez,
2009; Idress & ctg. 2015). Theo do, nghién ctu
nay suy ra théng qua tao dung su tin twdng cua
khach hang voi thuong hiéu, gié tri chirc niang
cam nhan gian tiép tac dong dén y dinh trung
thanh.

H5: Théng qua teo dung su tin twong, gia
tri chite nang sé gian tiép tac dong dén y dinh
trung thanh

Mot s6 nghién ciru da ching minh ton tai sy
trung thanh bén virng dwa trén viéc khéch hang
thuc su cam thay thuoc vé thuong hiéu (Bansal
& ctg. 2004; Fullerton, 2005). Khach hang nd
lyc chia sé sy tin tudng ndy véi ngudi xung
quanh bang nhitng hanh vi tich cyc nhu truyén
miéng nhitng noi dung t6t dep vé thuong hiéu,
thuong xuyén su dung thuong hiéu (Fullerton,
2005). Theo d6, c6 thé thay:

H6: Thong qua tgo dung s gan két khach
hang vdi thwong hiéu, gia tri cam xdc va trdi
nghiém sé gian tiép tdc déng dén y dinh trung
thanh

Khach hang khi da cam nhan su “hoa
quyén” giita ban sic ca nhan va ban sic thuong
hiéu, s& cam thdy hinh anh c4 nhan duoc hién
rd qua lang kinh cia thuong hiéu (Podsakoff &
ctg. 2000). Cam nhan sy ddong diéu din dén
viéc khach hang khdng con hanh dong chi vi
loi ich c& nhan ma con vi loi ich cua té chirc
(Podsakoff & ctg. 2000). Céc t&c gia goi day la
hanh vi ngoai vai tro. Tir @6, nghién ciru dat ra
gia thuyét:
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H7: Thong qua tdc déng dén cam nhdn sw
dong diéu, gid tri biéu nrong sé gian tiép tac
dgng dén y dinh trung thanh

Gié tri thuong hiéu

Chtrc nang

)

Cam xuc

Trai nghiém

HA(+

Pong diéu

Céc lap luan va gia thuyét hinh thanh md
hinh nghién cttu theo hinh 1 bén dudi:

Y dinh trung
thanh vai
thuong hi¢u

Hinh 1. M6 hinh nghién ciu

3. PHUONG PHAP NGHIEN CUU

Nghién ctru dugc thuc hién theo phuong
phép dinh lugng voi ¢& mau 16n. Cac bang hoi
dugc giri dén 350 khach hang cia ba nhin hiéu
Omega Clévie (b6 sung dau c& va cac
vitamins), Angela (ngin ngua ldo hoa) va
Filiform Berry (giam cén lanh manh). 25 trong
tong s6 ngudi tham gia duge nhan qua tang 1a
san phim dang sir dung... Khao sat dugc thuc
hién trong vong ba thang, tir thang 4 dén thang
7 nam 2016. Mau dugc lya chon theo phuong
phép 1dy mau phi xac xuat (khéch hang da su
dung it nhit 3 hop trong vong 6 thang tro lai
day. Mot hop thuc pham chirc ning sir dung
trong 1 thang hoac 1 thang 10 ngay).

Céc thang do cta 7 khai niém dugc thura ké
tir cac nghién ctru trude (phu luc 1), riéng thang
do Gia tri biéu tuong duoc xdy dung dua trén
khai niém 1y thuyét va két qua phuong phép
chuyén gia (voi 3 giam doc Marketing va ban
hang cong ty thuc phdm chirc ning) dé cac phat
biéu phu hop v6i cac nhan hiéu khao sat. Cac

bién quan sat dugc do luong véi thang do
Lilkert tir 1-7 (rat khong dong ¥ - rit dong y).

Trudc khi tién hanh khao sat, quy trinh dich
cac thang do duoc ap dung theo phuong phap
Delphi (Vernette, 1994). Tiép theo, qué trinh
hiéu chinh toan bd cac thang do phu hop véi
bbi canh nghién ciru bao gdm: phong van hai
chuyén gia vé thwong hiéu (mét o trudng Dai
hoc, mot giam déc thwong hiéu) va 5 khéch
hang 1a thanh vién trung thanh cia cong dong
thuong hiéu truc tuyén cia ba nhin hiéu ké
trén. Két qua phan 16n cac thang do dugc gitr
nhu ban dich, loai mot bién quan sat LT3 (phu
luc 1).

Qué trinh phan tich s6 liéu bao gdm: Théng
ké mo ta va phén tich nhan t6 kham pha (EFA),
d0 tin cay cua cac thang do dugc thuc hién véi
SPSS 20; Tiép theo, phan tich nhan t& khing
dinh (CFA), kiém dinh gi4 tri hoi tu va phan
biét cac thang do vé6i su hd tro cua phén mém
AMOS 21; Kiém dinh mo hinh ly thuyét véi
mo hinh ciu trac SEM duoc udc lugng theo
phuong phap ML (maximum likelihood).

Trang 87



SCIENCE & TECHNOLOGY DEVELOPMENT, Vol 20, No Q1 - 2017

4. KET QUA VA THAO LUAN

Mb ta mau

Két qua thu vé 323 bang tra 10i, trong d6
311 bang hop 1¢ (%) (12 bang bi loai do 16i k¥
thuat hodc co gia tri ngoai bién). C& mau thoa
min diéu kién kich ¢& mau. Trong 311 ngudi
tra 101 c6 242 nit (77,81%) va 69 nam (22,19%)
(la khach hang cua san pham Omega Men,
Omega Grant va Filiform Berry). V& d6 tudi: tir
25 - 35 (204, chiém 65,59%), > 35 (34,41%).

Két qua danh gia va gan lgc thang do

Két qua phan tich nhan t6 kham pha (EFA)
lan mot loai cac bién quan sat LT3 va TrT2
(phu luc 1), do hé s6 tai nhan té bé hon 0,5. Két
qua EFA 1an hai cho thdy cac bién quan sat
nhoém thanh 8 nhan td, tuong tng véi 8 bién
nghién ctru. Cac gia tri KMO va Bartlett déu
dat yéu cau (KMO = 0,847 p(Bartlett) = 0,000).

Téng phuong sai trich dat 70,34%. Cac thang
do déu dat do tin cay (bang 1).

8 nhén t6 v6i 36 bién quan sét tiép tuc duoc
phan tich nhan t6 khing dinh (CFA). Két qua
cho thiy céc thang do phu hop vai dit liéu thi
truong nghién cuou (CMIN/Df = 1,858
(1051,656/566), AGFI = 0,815, CFI = 0,930,
TLI = 0,922, RMSEA = 0,054, SRMR = 0,05).
Céc gia tri do tin cdy tong hop (CR) déu 16n
hon 0,7 (bang 1) nén cic thang do dat do tin
cdy. Cac thang do déu dat tinh don hudng.
Phuong sai trich cua cac thang do (AVE) déu
16n hon 0,5 va hé sb tai cac bién quan sat déu
16n hon 0,5 ddng thdi c6 ¥ nghia théng ké
(bang 1) nén cac thang do dat gia tri hoi tu. Bén
canh do, két qua & bang 2 cho thiy phuong sai
trich cua cac thang do 16n hon binh phuong hé
sO twong quan giita cac khai niém tuong tng
nén cac thanh phan cac thang do dat gia tri

phan biét.
Bang 1. Két qua kiém dinh gia tri hdi tu thang do
Bién Biéen ) Trgng SOAtaI AVE | a CR Bién Bién ) Trgng SOAtaI AVE| %
quan sat| nhan to quan sat| nhéan to CR
LT1 0,851 DD1 0,740
Gh"'i‘ i T2 0870 | oo 0852 DD2 0,781 0.908
chucC ) 0 )
e LT4 0,840 0863 29 Dp3 0,821 | 0,702
ang diéu 0,921
LT5 0,638 DD4 0,784
CX1 0,963 DD5 0,903
iatrj | CX2 0,684 TN1 0,777
Giatrj 0,881 Trai 0,886
cam CX3 0,645 0,606 oy TN2 0,772 | 0,756
i 0,881 nghiém 0,901
Xu CX4 0,731 TN3 0,903
CX5 0,901 GK1 0,788
BT1 0,729 GK2 0,849
Gia tri £ 1A 0,842
BT2 0,742 0,837| Giankét | GK3 0,685 | 0,547
biéu 0,569 0,854
frgng BT3 0,792 0,841 GK4 0,622
BT4 0,754 GK5 0,697
_ TT1 0,685 0.881 TrT1 0,957 0811
Tin T2 0801 | 0625 oo | Trung T 0,682 | 0,529| -
tuwong 0,891 thanh 0,845
TT3 0,976 TIT4 0,903
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TT4 0,640 TrT5 0677
TT5 0,810 TrT6 0671
Bing 2. Két qua kiém dinh gia tri phan biét cac thang do
Péng Ly Cim Trii Biéu Tin Gin | Trung
di¢u tinh xuc nghiém | twong | twéng két thanh
Ding 0,838
diéu '
=
~ 0,016 | 0787
tinh
G
am 0069 | 0405 | 0,779
Xuc
Trai 0131 | -0,022 | -0,016 0,870
nghiém
B.}’\
feu 0419 | 0005| -0085| 0384| 0,755
tuong
Tin
} 0206 | 0324 | 0,456 0051 | 0213 0,791
tuong
G\'«
kfln 0,091 | 0562 | 0519 -0075| -0,077| 0572 | 0,740
(3
;g’n”r? 0201 | 0419 | 0,313 0237 | 0506| 0483 0452| 0727

Két qua kiém dinh mé hinh nghién ciru

Mé hinh ciu tric SEM dugc udc luong
theo phuong phap hop 1y cuc dai ML
(maximum likelihood). Mé hinh bao gom céac
mdi quan hé thé hién trong mé hinh nghién
ctru, dong thoi dé c6 co s chit chd xem xét vai
tro trung gian ctia cc bién sy tin tuong, gin két
va dong diéu cam nhan, nghién ctru bo sung do
luong tac dong truc tiép cua bién gid tri chirc
nang, cam xuc, trai nghiém va biéu twong dén y
dinh trung thanh.

Két qua cho thiy mé hinh phu hop véi dir
liéu thi truong nghién ctru (CMIN/Df = 1,961
(1129,418/576), AGFI = 0,837, CFIl — 0,920,
TLI = 0,913, IFI = 0,921, RMSEA = 0,057,
SRMR = 0,05).

S lidu & bang 3 cho thay gia tri chirc ning
tac dong dén sy tin tudng vao thwong hiéu, gia
tri cam xuc tac dong manh dén gén két voi
thwong hiéu, gia tri biéu tugng tac dong manh
dén dong diéu voi thuong hiéu, trong khi d6 gia
trj trai nghiém khong co6 tac déng y nghia. Cac
gia thuyét H1,2 & 4 dugc tng ho, H3 bi bac bo.
Bén canh do, két qua cho thiy su tin tuéng tac
dong manh nhét dén trung thanh thuong hiéu (B
= 0,344, p = 0, 000). Ngoai ra, két qua cho thiy
gi4 tri chirc ning, cam xuc va biéu tuong tac
dong tryc tiép y nghia dén y dinh trung thanh,
trong khi dé gia tri trai nghiém khong co6 tac
dong truc tiép dén y dinh trung thanh.
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Bing 3. H¢ sé wée lwgng chuin hoa dwa trén két qua phan tich SEM mé hinh nghién ciru

Méi quan hé U;(rc hrge o Kiém dillh gia
chuan hoa (B) thuyét

H1 | Chiic ning — | Tin tuong 0,344 0,000 | Chap nhan
H2 | Cam xic — | Gankét 0,518 0,000 | Chéap nhan
H3 | Trai nghiém — | Gan két 0,066 0,197 Bac bo
H4 | Biéu tugng — | Pong diéu 0,414 0,000 | Chip nhan
H5 | Tin tuéng — | Trung thanh 0,312 0,016 Chap nhan
H6 | Gan két — | Trung thanh 0,214 0,000 | Chédp nhan
H7 | Dong diéu — | Trung thanh 0,222 0,019 | Chéap nhan

Chtrc ning — | Trung thanh 0,208 0,000

Cam xuc — | Trung thanh 0,085 0,079

Trai nghiém — | Trung thanh 0,067 0,272

Biéu twong — | Trung thanh 0,450 0,000
R? = 51,6%, (gidi thich bgi gi tri chire nang, cam xdc, biéu tirong, su tin twong, gan két va dong diéu)

Tiép theo, d& danh gia vai tro trung gian
ban phan hay toan phin cua cac bién trung
gian, nghién ctru xem xét bd sung mo hinh cau
trdc SEM chi bao gdm tac dong truc tiép cua
cac gid tri cdm nhén dén su hai long khach
hang.

Két qua cho thiy mé hinh phu hop véi dir
liéu thi truong nghién ciu (CMIN/Df = 2,029
(361,179/178), AGFI = 0,878, CFI = 0,949,
TLI = 0,940, IFI = 0,949, RMSEA = 0,059,
SRMR = 0,05).

Két qua (bang 4) cho thy gi4 tri chirc ning
tac dong truc tiép ¥ nghia dén 1ong trung thanh.
Nhu vay, két hop két qua ¢ bang 3, két luan ton
tai song song tac dong truc tiép va gian tiép dén
clia gia tri chirc nang dén ¥ dinh trung thanh.
Theo d6, su tin twdng dong vai tro trung gian
ban phan giita gia tri chirc ning voi y dinh
trung thanh. Lap luén tuong ty trén két qua thu
dugc & bang 4 va 5, cam nhan su dong diéu
dong vai tro trung gian ban phan giita gia tri
biéu twgng cam nhan va y dinh trung thanh.

Diéu tha vi 14 ddi véi thue phidm chire ning,
két qua cho thiy cam xuc khong tic dong truc
tiép dén long trung thanh néu khong thong qua
viéc tao gan két khach hang véi thwong hiéu.
Néu xét 6 mirc d6 y nghia (p < 0,1) thi van ¢
thé chap nhan tac dong truc tiép cO y nghia can
bién (B = 0,106, p = 0, 098). Tuy nhién két qua
van cho thay su gin két gan nhu dong vai tro
trung gian toan phan trong mbi quan hé nay.

Cudi cung, gid tri trai nghiém tiép tuc
khong c6 tac dong truc tiép dén y dinh trung
thanh. DPidu nay c6 thé 1y giai 1a boi vi nhin
hiéu thyc pham chuc ning khong giup cho
ngudi tiéu dung dwoc nhin nhan tét hon va mo
rong két nbi cong dong. Boi mot bo phan ngudi
tiéu dung van chua x6a bo dinh kién ring
khach hang thuc phim chic ning thudng c6
bénh 1y. Két qua nay ciing c6 thé chi dung véi
truong hop cac nhan hiéu khao sat. Pinh kién
¢6 thé thay doi nho vao cach ma thuong hiéu
tao dung hinh anh.
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Bing 4. Tac dong truc tiép cia cac gia tri cam nhan dén y dinh trung thanh

Méi quan h¢

U'éc lwge chuin
héa (B) P

H1 Chirc nang — 0,322 0,000
H2 Cam xuc — Trung thanh 0,106 0,098
H3 Trai nghiém — 0,052 0,304
H4 Biéu tuong — 0,480 0,000
R? = 43,6%

Céc két qua cho thay dbi véi nhin hiéu thyuc
pham chirc ning, gi4 tri chirc ning (cong dung,
loi ich kinh té, bao bi...) mang lai sy tin tudng
cao cho khach hang va la yéu t6 quan trong dan
dén y dinh trung thanh. Két qua nay khong gay
nhac nhién boi thi truong thyc pham chirc ning
hién nay “ddng thau 1in 16n” do d6 nguoi tiéu
ding mong mudn san pham c6 hiéu qua thuc su
va du tin cay. Déng thoi nhu nhan dinh cta
Moulin & Roux (2008), gia tri chirc nang co6 vi
tri quan trong trong viéc hinh thanh y dinh
trung thanh & khach hang. Bén canh d9, gia tri
cam xuc va biéu tugng ciing 13 hai yéu té tac
dong y nghia dén ¥ dinh trung thanh. Nghién
clru nay cho thay cac tic dong nay s& duoc
cung ¢d khi: gia tri chirc nang tao dyng dugc sy
tin tuédng & nguoi ti€u dung, gid tri cam xuc
gitp khach hang gin két véi thuong hiéu, va
gi4 tri biéu twong cho ngudi tiéu dung cam giac
hinh anh c4 nhan dugc xay dung tot qua ling
kinh cua hinh anh thuong hi¢u.

5. KET LUAN

Bai viét 1an dau tién duoc thuc hién cho
nhin hiéu thyc phidm chirc ning. Nghién ctru
tai khéng dinh tac dong truc tiép cua su tin
tuong, gin két va ddng diéu dén ¥ dinh trung
thanh véi thuong hiéu, dugc tim théy trong mot
s6 nghién ciru trude day ddi véi cac san pham
tiéu ding nhu my phim, nudc giai khat (vd.
Idrees & ctg. 2015, Moulin & Roux, 2008).
Bén canh d6, nghién ciru bo sung vai trd trung
gian cua cac yéu té nay trong méi quan hé giira
Cac gia tri thuong hiéu va y dinh trung thanh.

Dic biét, gan két dong vai tro trung gian toan
phan giira gid tri cam xtc cam nhan va y dinh
trung thanh .

Két qua nghién ctru nay s& giup nha quan ly
thwong hiéu hiéu 1 gi trj chirc ning dong vai
trd quan trong nhat boi tao sy tin tudng vao san
phim. Do d6 trude hét san pham can phai thuc
su mang lai gia tri st dung, dang tin cdy, tuong
xung voi chi phi khach hang phai tra va tao
duoc lgi thé canh tranh so véi ddi thu dé xac
dinh dugc vi tri trén thi truong. Sau do, quan ly
thwong hiéu can truyén thong dén khach hang
nhiing 1oi ich st dung dung nhu mong doi cua
khach hang, dic biét 1a nhitng gid tri khac biét
so véi dbi thu. Dé 1am duoc didu nay, trudc hét
phai nghién ciru thi truong, hiéu dugce ndi cam
cua nguoi tiéu dung. Vi du: mdt nguoi béo
mudbn mua thyc phdm chirc ning khong phai dé
giam cén bang moi gia ma con mudn dam bao
du strc khoe dé lam viéc va cham soc gia dinh,
do d6 ho s€ chon nhitng san phém hd trg dbt
chay md trong qua trinh van dong hon 1a nhiing
san pham giup lam day bao tir. Cac nguyén liéu
sir dung va quy trinh san xuat can c6 ngudn goc
dang tin cdy... Vi du gin day san phdm Omega
ctia cOng ty Clévie da dugc ching nhén cua t6
chirc khoa hoc Eurofins vé ngudn gdc c4 bién
sau va sach, duogc sir dung 1am nguyén li¢u dau
Va0.

Thyc pham chiic ning khong phai 1a thudc
va ton tai ca dong khoe (nhu Vitamin) 1dn dong
dep (nhu Collagen) do d6 khong chi ton tai loi
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ich sir dung. Pac biét voi nhan hiéu dong dep,
gia tri cam xuc cang rd hon, gitp nguoi tiéu
ding c6 cam giac gin két hon véi thuong hiéu.
Vi du quang cdo cia san phim Younger, san
pham lam dep da, ngudi phu nit cam thay ty tin
Vi quyén rii hon va lam chu hanh phuc cua gia
dinh va cudc song.

Bén canh d6, nha quan Iy nén 1ong ghép
xdy dung gi4 tri biéu twong cho san pham. Piéu
nay s& gitip cho nguoi tiéu ding nhan thiy so
hiru thuong hiéu giup ho thé hién dwoc gia tri
ban than. Hiéu duoc diéu nay, quan 1y nhin s&
chuin bi ngay tir giai doan dinh vi san phdm
cho dén dat tén nhan hiéu, thiét ké bao bi, xay
dung thong diép truyén thong va hinh thirc thé
hién.Vi du: khach hang nhan hi¢u Omega mang
hinh anh ctia mot ngudi phu nit cua gia dinh va
thong minh trong Iya chon. Piéu nay trude gid,
phan 16n cac nhin higu thyc phdm chirc ning
chua chu trong.

Cudi cung, kho khan cho nha quan 1y d6 1a
ca ba gia tri déu dan dén ¥ dinh trung thanh do
d6 su 16ng ghép ca ba vao mdt quang co co
thoi luong (quang céo sb) va dung lugng (bdo
gidy) 1a diéu khong don gian. Nha quan 1y co
thé chia thanh nhimng giai doan khac nhau. Vi
du giai doan dau, truyén thong vé gid tri chirc
ning, tiép theo gia tri cam xtic va biéu tuong.
Ciing c6 thé trong cing mdt giai doan nhung %
ham lugng ndi dung ctia mdi loai gia tri khac
nhau, tiy vao muc dich cua truyén thong la
mudn tao sy tin tuong hay tao sy gin két/ dong
diéu. Theo két qua nghién ctru ndy, trude hét
phai tao su tin tuéng cho khach hang, sau do,
tly vao chién luoc va tinh hinh ddi thu dé 1ong
ghép hai gia tri con lai. Tuy vay du ¢ giai doan
ndo, gia tri chirc ning déu can dugc nhic lai ¢
nhitng mirc 6 khac nhau dé tai khéng dinh su
tin tudng cua khach hang vao thuwong hiéu.
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Effects of brand values on customer loyalty
Intention: The mediating role of trust,
attachment and consumer - brand
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ABSTRACT

Customers and brands usually find a
connection to one another through brand
values, namely the functional, emotional,
experiential, and symbolic values. This
connection plays a considerable role in
creating loyalty intention. However, studies on
the mechanism of this relationship remain
limited. This study proposes that perceived
functional values lead to customers' loyalty to
the brand as they create trust; the emotional
and experiential values result in loyalty

intention as they link customers to brand
attachment; and the symbolic values lead to
loyalty as they create consumer-brand
identification. We conducted an empirical study
using quantitative method on a sample of 311
customers in three different functional food
brands. The results show that trust and
attachment accordingly play partial mediating
roles, and attachment plays a full mediating
role.

Key words: Brand value, loyalty intention, trust, attachment, consumer-brand indentification

TAI LIEU THAM KHAO

[1]. Akbar, M.M., & Parvez, N., Impact of
service quality, trust, and customer
satisfaction on customers loyalty, ABAC
Journal, 29, 1, 24-38 (2009).

[2]. Bagozzi R. & Dholakia U., Antecedents
and purchase consequences of customer
participation in small group brand
communities, International Journal of
Research in Marketing, 23, 45-61 (2006).

[3]. Bansal H.S., Irving P.G. & Taylor S.F., A
Three-Component Model of Customer
Commitment to Service Providers,
Journal of the Academy of Marketing
Science, 32, 3, 234-250 (2004).

[4]. Battacharrya, R., Devinney, T. & Pilluta,

M., A formal model of trust based on
outcomes. Academy  of  Management
Review, 23, 3, 459-472 (1998).

[5]. Bhat S. & Reddy S., Symbolic and

Functional Positioning of Brands, Journal
of Consumer Marketing, 15, 1, 32-43
(1998).

[6]. Delgado-Ballester, E., Munera-Alemain,

J. & Yague-Gullien, M., Development
and validation of a brand trust scale.
International Journal of Market Research,
45, 1, 35-53 (2003).

[7]. Ding, C. G, & Tseng, T. H.,, On the

relationships among brand experience,

Trang 93



SCIENCE & TECHNOLOGY DEVELOPMENT, Vol 20, No Q1 - 2017

[8].

[9].

[10].

[11].

[12].

[13].

[14].

[15].

hedonic emotions, and brand
equity. European Journal of
Marketing, 49, 7/8, 994-1015 (2015)

Escalas J. & Bettman J., You are what
they eat: The Influence of Reference
Groups on Consumer Connections to
Brands, Journal of Consumer Psychology,
13, 3, 339-348 (2003).

Fournier S., Consumers and their Brands:
Developing Relationship  Theory in
Consumer Research, Journal of Consumer
Research, 24, 4, 343-373 (1998).

Fullerton G., The Impact of Brand
Commitment on Loyalty to Retail Service
Brands, Canadian Journal of
Administrative Sciences, 22, 2, 97-110
(2005).

Ganesan S., Determinants of Long Term
Orientation in Buyer-Seller Relationships,
Journal of Marketing, 58, April, 1-19
(1994).

Gardner B. & Levy S., The Product and
the Brand", Harvard Business Review, 33,
March-April, 33-9 (1995).

Heskett J.L., Sasser W.E. & Schlesinger
L.A., The service profit chain, New York
(1997).

Idrees, Z., Xinping, X., Shafi, K., Hua, L.
& Nazeer, A., Consumer’s Brand Trust
and Its Link to Brand Loyalty. American
Journal of Business, Economics and
Management, 3, 2, 34-39 (2015).

Johnson M.D., Herrmann A. & Huber F.,
The evolution of loyalty intentions,
Journal of Marketing, 70, 2, 122-32
(2006).

[16].

[17].

[18].

[19].

[20].

[21].

[22].

[23].

Lacceuilhe, J., L'attachement a la marque:
proposition d'une échelle de mesure,
Recherche et Applications en
Marketing, 15, 4, 61-77 (2000).

Morgan, R. M., & Hunt, S. D., The
commitment-trust theory of relationship
marketing. The Journal of Marketing, 58,
3, 20-38 (1994).

Morgan, R.M., & Hunt, S.D. (1994). The
commitment-trust theory of relationship
marketing, The journal of marketing, 20-
38.

Moulins J. & Roux E., A Three-Way
Model of Customer-Brand Relationship:
from brand image to brand loyalty and
word-of-mouth  advertising,  Congreés
Marketing Trends, Venise, January, 17-19
(2008).

Podsakoff P.M., MacKenzie S.B., Paine
J.B. & Bachrach D.G., Organizational
citizenship behaviors: A critical review of
the theoretical and empirical literature and
suggestions for future research, Journal of
Management, 26, 3, 513-563 (2000).

Richins M.L., Special possessions and the
expression of material values, Journal of
Consumer Research, 21, 3, 522-533
(1994).

Sweeney J.C. & Soutar G.N., Consumer
perceived value: The development of a
multiple item scale, Journal of
Retailing, 77, 2, 203-220 (2001).

Thomson M., Maclnnis D.J., & Park
C.W., The ties that bind: Measuring the

strength  of  consumers’  emotional
attachments to brands, Journal of
Consumer  Psychology, 15, 1, 77-91
(2005).

Trang 94



TAP CHi PHAT TRIEN KH & CN, TAP 20, SO Q1 - 2017

Phu luc 1

Gid tri chirc niing (Sweeney & Soutar, 2001)

LT1 | Nhan hiéu nay cé chat luong 6n dinh

LT2 | San pham nhan hiéu nay dugc san xuat véi nguyén ligu tot

LT3 | San pham nhan hiéu nay c6 tiéu chuan chat lwong chap nhin duoc

LT4 | Gia caa san pham nhan hidu nay hop ly

LT5 | So véi gia phai tra, san pham nhén hiéu nay tot

Gid tri cam xuc (Sweeney & Soutar, 2001)

CX1 | San pham nhan hiéu nay mang lai cho tdi cam giac tan huong

CX2 | San pham nhan hiéu nay lam toi cam thiy thoai mai khi sir dung

CX3 | Nhan hiéu nay 1am t6i mong mudn sir dung san pham cua nd

CX4 | San pham nhan hiéu nay gilptdi c6 tdm trang tét

CX5 | San pham nhan hig¢u nay mang lai cho toi niém vui

Gia tri biéu twong (phwong phap chuyén gia)

BT1 | Nhén hiéu nay mang dén cho tdi hinh anh nguoi biét chiam soc ban than

BT2 | Nhén hiéu nay mang dén cho tdi hinh anh nguoi song vin minh

BT3 | Nhén hiéu nay mang dén cho t6i hinh anh nguoi am hiéu

Nhan hiéu nay tao cho tdi hinh anh
- ngudi biét quan tdm dén gia dinh (khach hang Omega)
- nguoi phu nit hién dai quyén rii (khach hang Angela)
- nguoi phu nir théng minh (khach hang Filiform Berry)

BT4

Gi4 tri trai nghiém (Sweeney & Soutar, 2001)

TN1 | Nhan hiéu nay cai thién cdch ma t6i dugc nguoi khac nhin nhan

TN2 | Nhan hiéu nay gip t6i tao 4n twong tét véi ngudi khac

TN3 | Nhan hiéu nay gidp t6i mé rong két ndi véi cong dong

Tin twéng (Delgado-Ballester & ctg. 2003)

TT1 | Nhan hiéu nay cam két 1am hai long khach hang cua ho

TT2 | Nhan hiéu nay s& lam bat ky diéu gi dé 1am hai long khach hang

TT3 | Khi t6i xem mot quang cao vé nhan hiéu nay, t6i tin tuéng vao né

TT4 | Nhitng gi ma nhan hiéu nay ndi vé san pham la hau nhu ding

Néu nhan hiéu nay khang dinh hozc hira diéu gi lién quan dén san pham caa ho thi hau nhu

TT5 | ting

Gin két (Lacoeuilhe 2000a)

GK1 | Tai c6 rat nhiéu tinh cam véi nhan hiéu nay

GK2 | Mua nhén hiéu nay mang lai cho t6i nhiéu niém vui, hai long

GK3 | T6i cam nhan sy an tim khi mua hay s hitu nhan hiéu nay

GK4 | T6i rat gan bé vé6i nhan hiéu nay

GK5 | T6i rat bi thu hit boi nhan hiéu nay
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Pong di¢u (Richins, 1994; Bagozzi & Dholakia, 2006)

DD1 | Hinh anh nhéan hiéu nay phu hop véi hinh anh ca nhan toi

DD2 | Nhéan hiéu nay pht hop vai hinh anh ma tdi mong muén c6

DD3 | Nhén hiéu nay cho tdi mot hinh anh cé nhan tot

DD4 | Téi thé hién ban sic ca nhan minh qua nhan hiéu nay

DD5 | Nhan hiéu nay phu hop véi hinh anh ma téi mudn ngudi khac nghi vé toi

Trung thanh (Fullerton, 2005, Johnson & ctg. 2006)

TrT1 | Trong lan mua tiép theo, t6i chic chan s& chon nhin hi¢u nay

TrT2 | Nhan hi€u nay s€ la lya chon déu tién cua toi trong l4n mua tiép theo

TrT3 | Néu toi bi mat hop thudc, tdi chic chian s& mua lai hop thudc cua nhan higu nay

Néu toi dugc phép s hiru min phi mot hop thude, t6i chiac chan s& chon hop thudc cua nhén

TITd | .
hiéu nay

TrT5 | Toi chic 1a s& gi¢i nhan hiéu nay dén nhitng ngudi khac

TrT6 | Toi s& ndi tot vé nhan hiéu ndy téi nhirg ngudi khac
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