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TOM TAT

Nhdam néng cao ning e hoat dong ciia cic doanh nghiép cung iing dich vu hoat dong
trén pham vi dia ban tinh Thira Thién Hué nghién civu nay da “Vin dung mé hinh phwong trinh
cau triic (SEM) dé phan tich méi quan hé giita hanh vi cia nhan vién phuc vy, long tin khdch
hang, gid tri khdch hang véi long trung thanh cia khdch hang”. M6 hinh phwong trinh cdu triic
(SEM) chay trén phan mém Amos 16 dwoc sir dung dé phan tich dir liéu dwoc thu thdp tir 400
cdp khdch hang — phuc vy vién tai cdc don vi cung vmg dich vu. Két qua nghién ciu da chi ro
rang: Thir nhdt, hanh vi phuc vu hwéng vao khéach hang (Customer orientation) ciia nhin vién
ddéng vai tré quan trong trong viéc cung cé va tang cwong long trung thanh ciia khdach hang.
Thue hai, khi doi ngii nhdn vién ban hang tao dung duoc long tin cho khdch hang thi nhitng danh
gid khdch quan ciia khdch hang vé nhitng gid tri doanh nghiép mang lai cho ho (Value equity)
ciing tré nén tich cue hon. Cudi ciing, long trung thanh ciia khdach hang (Loyalty intentions) phu
thuéc vao moi quan hé (Relationship equity) ma doanh nghiép thiét Idp va nhiing gid tri (Value

equity) ma doanh nghiép cam két mang lai cho ho.

1. Giéi thi¢u

Dich vu 12 bo phéan quan trong gop phan thiic day sy ting truong cho nén kinh té
cac qudc gia, dic biét 1a cac nude phat trién. Tuy nhién, ¢ nudc ta ndi chung va dbi véi
tinh Thira Thién Hué noi riéng cac doanh nghiép hoat dong trong linh vuc dich vu van
chwa phat huy dugc hét vai trd va tam quan trong ciia ho. Dya trén nhiing gia dinh rang
hanh vi ban hang (Selling behaviors) ctia nhan vién s& gop phan cing cb niém tin cua
khach hang (Customer trust), khi khach hang tin tuéng vao doanh nghi€p va nhan vién
phuc vu thi tong gia tri ma khach hang mang lai trong sudt thoi gian mua san pham hay
dich vu ciia doanh nghiép co tinh dén tdc do trugt gia trong thoi gian d6 (Customer
equity) s& dugc nang cao va su gan bo ciia ho ddi voi doanh nghiép s& 1au dai va bén
vitng (Loyalty intention). V&i muc dich phat huy hon nita vai trd va vi thé cua cac
doanh nghiép cung tng dich vu trén dia ban tinh, nghién ctru nay tap trung phan tich cac
mbi quan hé ké trén.
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2. Co s& 1y thuyét va mé hinh nghién ctru
2.1. Cdc khai niém lién quan
Hanh vi phuc vu ctia nhan vién (Selling behaviors) bao gdm bon loai cu thé sau:

- Hanh vi phyc vu thich nghi (Adaptive selling behaviors) 1a kha ning thay doi
cach thuc va thai d§ phuc vu mot cach linh hoat tuy thudc vao tinh huéng va dbi tuong
khach hang ma nhan vién tiép xtic (Weitz, Sujan and Sujan, 1986).

- Hanh vi phuc vu hudng vao loi ich khach hang (Customer orientation) la
nhitng cach thirc nhim nang cao sy théa mén lau dai cho ngudi tiéu ding vi du nhu
nhimg ¢ ging dé kham pha ra nhitng nhu cau cua khach hang, luén nghi vé loi ich caa
khéch hang, nhiing nd luc dap ung cac loai dich vu hitu ich nhét cho khéach hang...
Trong khi d6, hanh vi phuc vu hudng vao ting doanh sb ciia doanh nghiép (Selling
orientation) thi nguoc lai, chi tap trung vao viéc ban cang nhiéu hang héa dich vu cang
t6t bang nhiéu k¥ x40 khac nhau nén dat sang mot bén loi ich bén ving ciia khach hang
vi du nhu nhiing ¢ ging ddy manh doanh sb ban hang ma khong quan tim dén nhu cau
va udc mudn thue sy cua khach hang hay thdi phong su that khi mé ta vé tinh ning,
cong dung cua san pham cho khach hang... (Brown, Mowen, Donavan, va Licata, 2002).

Hanh vi phuc vu phi dao dtrc (Unethical selling behaviors) 1a nhitng tac dong
ngin han cua nhin vién ban hang nham lam gia ting muc chi tiéu cta khach hang
(Roman and Ruiz, 2005). Vi du: Tra 16i nhimg thic mic cua khach hang khi chua thuc
su biét rd cau tra 10i, phong dai vé ich loi cua dich vu, cung cép nhitng dich vy ma
khach hang khong that su can dén, dép tmg cac dich vu nguy hiém...

Niém tin cua khach hang 1a sy tin cdy ctia ho c¢6 dugc khi doanh nghi¢p va nhan
vién phuc vu hoan thanh tét nhiém vy ciia minh trong qua trinh tuong tac véi khach
hang (Plank, Reid and Pullins, 1999). Chinh vi 1& d6 ma niém tin cta khach hang duoc
chia thanh 2 loai d6 13 niém tin d6i v6i doanh nghiép (Trust with service provider) va
d6i v6i nhan vién phuc vu (Trust with salesperson).

Gia tri khach hang (Customer equity) 1a tong gia tri ma khach hang mang lai
trong sudt thoi gian mua san pham, dich vu ciia doanh nghiép va co tinh dén téc do
truot gia trong thoi gian do6 (Rust, Zeithaml va Lemon, 2000). Gia tri khach hang bao
gdm 3 thanh phan chinh lién quan dén gia trj (Value equity), thurong hiéu (Brand equity)
va mdi quan hé (Relationship equity):

Value equity: La nhimng danh gia khach quan cua khach hang vé nhimg gia tri
nhu chit luong, muc gia, sy thuan loi trong mua sdm va su san c6 cua dich vu hay san
pham... ma doanh nghiép mang lai cho ho.

Brand equity (C6 thé duoc goi 1a gia tri thwong hiéu hay tai san thwong hiéu): La
su nhin nhin chu quan cta khach hang vé doanh nghiép va nhimg gi ma doanh nghiép
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mang lai cho ho. Ch'fmg han mot thuong hiéu dugc danh gia 1a doc dao, ndi tiéng, hay
hap din 13 su nhin nhan cha quan theo chiéu hudng tich cuc cta nguoi tiéu dung vé
doanh nghiép.

Relationship equity: La kha ning niu giit khach hang thong qua viéc thiét 1ap va
ctiing cb mbi quan hé giita doanh nghiép véi ngudi tiéu dung.

Long trung thanh ctia khach hang (Loyalty intention) 1a trang thai tdm ly cta
khach hang dbi v6i mot dbi twong nao d6, né phan anh thai 6 yéu thich cua khach hang
dbi voi thuong hiéu hay doanh nghiép (Dick va Basu, 1994).

2.2. M6 hinh nghién ciru va cdc gid thuyét

Trén co s tap hop két qua nghién ctru cta rat nhidu hoc gia va dua vao mot sd
quan diém ca nhan tac gia di xay dung mé hinh nghién ctru sau (Hinh 1). Cac mdi quan
hé gitta céc bién nghién ciru cling duoc cu thé héa thong qua bang trinh bay cac gia thuyét
thong ké.

‘ Selling behaviors . " Customer equity

Trust with
Adaptive selling Hl | Salesperson Value Equity
behaviors (AD) d (TS) (VE)
/ H14
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N J provider (TP)
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Hinh 1. M6 hinh nghién ciiu
Bang 1. Cdc gid thuyét thong ké
Gia thuyét M0 ta gia thuyét thong ké

HI

C6 mbi quan hé cung chiéu giita hanh vi phuc vu thich nghi (AD) va niém
tin cua khac hang vao nhan vién phuc vu (TS)

H2

C6 moi quan h¢ cung chiéu gitra hanh vi phuc vy dinh hudéng vao loi ich
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khach hang (CO) va niém tin cua khac hang vao nhan vién phuc vu (TS)

H3

C6 mdi quan hé nguoc chiéu gitra hanh vi phuc vu dinh huéng vao ting
doanh s6 (SO) va niém tin ctia khac hang vao nhén vién phuc vu (TS)

H4

C6 mbi quan hé cung chiéu gitra hanh vi phuc vu dinh huéng vao loi ich
khach hang (CO) va niém tin ctia khac hang vao doanh nghiép (TP)

HS5

C6 mbi quan hé nguoc chiéu gitta hanh vi phuc vu phi dao dac (UB) va
niém tin ciia khac hang vao nhan vién phuc vu (TS)

H6

C6 mbi quan hé nguoc chiéu gita hanh vi phuc vu phi dao dac (UB) va
niém tin ctia khac hang vao doanh nghiép (TP)

H7

C6 moi quan hé cung chiéu gitra ni€m tin ctia khac hang vao nhan vién
phuc vu (TS) va niém tin cua khac hang vao doanh nghiép (TP)

HS8

C6 mbi quan hé cung chiu giita niém tin ciia khac hang vao nhan vién
phuc vu (TS) va su danh gia khach quan cta khach hang vé nhimng gia tri
doanh nghiép mang lai cho ho (VE)

H9

C6 mbi quan hé cung chiéu giita niém tin ctia khac hang (TS) vao nhan vién
phuc vu va kha nang gitt chan khach hang ctia doanh nghiép (RE)

HI0

C6 mdi quan hé cung chiéu gitra niém tin ctia khac hang vao doanh nghiép
(TP) va sy nhin nhan chil quan cta khach hang vé doanh nghiép (BE)

HI1

C6 mbi quan hé cung chiéu gitta su danh gia khach quan cta khach hang vé
nhirng gid tri doanh nghiép mang lai cho ho (VE) va su nhin nhan chu quan
ctia khach hang vé doanh nghiép va nhimng gi ma doanh nghiép mang lai
cho ho (BE)

HI12

C6 mdi quan hé cuing chiéu giita kha ning giit chan khach hang (RE) va su
nhin nhan chi quan cta khach hang vé doanh nghiép va nhimg gi ma doanh
nghi¢p mang lai cho ho (BE)

HI13

C6 mbi quan hé cung chiéu giita sy danh gia khach quan ctia khach hang vé
nhitng gia tri doanh nghiép mang lai (VE) cho ho va kha nang gitr chan
khéch hang ctia doanh nghiép (RE)

H14

C6 mbi quan hé cung chiéu gitta su danh gia khach quan cta khach hang vé
nhirng gia tri doanh nghi¢p mang lai cho ho (VE) va long trung thanh cua
khach hang (LI)

HI5

C6 mbi quan hé cung chiéu giita kha ning gitt chan khach hang (RE) va
long trung thanh cta khéach hang (LI)

HI16

C6 mdi quan hé cung chiéu giita sy nhin nhan chi quan (BE) cta khach
hang vé doanh nghiép va long trung thanh ctia khach hang (LI)
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3. Phuwong phap nghién ctru

Tt ca cac thang do cac bién nghién ciru trong mé hinh déu la thang do da bién.
Céc thang do nay str dung dang Likert, bay diém voi 1: hoan toan khong dong y va 7:
hoan toan ddng y.

Bang hoi sé dugc phat ngau nhién cho 400 cip khach hang va ngudi phuc vu tai
cac trung tdm cham soc suc khoe, cham soc sdc dep, khach san, nha hang va h¢ théng
cac ngan hang ¢ tinh Thira Thién Hué.

Mo hinh phwong trinh cdu tric SEM (Structural Equation Modeling) duogc st
dung gdm 2 phan: phan thr nhét 1a kiém tra mo hinh do luong (measurement model) c6
dat dugc do twong thich vdi thi truong hay khong thong qua phuong phap phan tich
nhan t6 khang dinh CFA (Confirmatory Factor Analysis), phan thir hai 1a kiém dinh mé
hinh Iy thuyét cting véi cac gia thuyét théng ké

4. Két qua nghién ciru

Két qua phan tich nhan t6 khing dinh CFA cho thdy mé hinh do luwdng
(measurement model) dat duoc do twong thich véi thi truong thong qua cac chi sd quan
trong nhu RMSEA, NFI, CFI, GFI, IFL, TLI di dat chuan nhu d xuit cua Arbuckle
(2006). Ngoai trir 2 bién hanh vi phuc vu thich nghi (AD) va bién long tin ctia khach
hang ddi véi doanh nghiép (TP), cac bién con lai déu co chi sé AVE (Average Variance
Extracted) c6 do 16n tir 0.716 dén 0.979 16n hon gia tri dé xuét 0.7 (Hair va cong su,
1998) nén nhirng b do cho cac bién nay dat dugc do tin ciy (construct reliability). Hon
nita cac bién nay cling dat duoc gia tri hoi tu (convergent validity) vi cac gia tri t6i han t
(t- value) co tri tuyét dbi 16n hon 1.96 (c6 ¥ nghia théng ké, p-value <0.05). Thém vao
do6 su khac biét cho Chi binh phuong (Chi-square difference) cia cac cap tuong ung véi
10 bién déu 16n hon 3.84 nén nhitng moé hinh nay déu dat dugc gia tri phan biét
(discriminant validity) (Anderson va Gerbing, 1988).

Mit khac, két qua thu dugc tir md hinh phuong trinh céu tric SEM (Structural
Equation Modeling) chtng té6 mé hinh 1y thuyét ciing dat duoc d6 twong thich véi dir
lidu thi truong: RMR = 0.06, GFI = 0.91, NFI = 0.94, IFI = 0.95, CFI = 0.95. Cac chi s6
quan trong nay déu dat chun dé xuét boi Hu & Bentler (1999). Vé viéc kiém dinh mbi
quan hé giita cac gia thuyét thong ké thi co 8 gia thuyét H2, H4, H7, H10, H11, H13,
H14, H15 twong ng voi 8 mdi quan hé duoc chip nhan voi hé s hdi quy twong tng
lan lugt 14 0.32, 0.66, 0.09, 0.27, 0.79, 0.92, 0.37 va 0.59 dugc thé hién rd trong hinh 2.
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Hinh 2. Két qua SEM — M6 hinh Iy thuyét (chudn héa) véi 8 gid thuyét dege chdp nhdn
5. Két luan va mot s dé xuit

Nhimng y dinh gin bo dai lau ciing nhu long trung thanh ciia khich hang
(Loyalty intention) luén 12 mbi quan tim hang dau ciia doanh nghiép. Két qua thu duoc
tir nghién ctru ndy chi 16 ¢ hai con dudng dé tao dung va phat trién long trung thanh
ctia khach hang d6 1a: Thir nhét, thong qua viéc khai thac gi tri tir nhitng mdi quan hé
ma doanh nghiép thiét 1ap v6i khach hang (Relationship equity) bang cac chuong trinh
cham soc ddc déo, cac ché dd wu dai dic biét ma ho kho long tim dugc dép tng & bat ky
don vi cung tmg dich vu nao khac... hay noi cach khac 1a nang cao chi phi chuyén dbi
cho khach hang (switching cost). Thtr hai, phat trién nhitng gi4 tri ma doanh nghiép
mang lai cho ho (Value equity) bang cach quan tim hon dén chat luong dich vy, dinh ra
mot murc gid canh tranh, thiét 1ap kénh phan phéi hop ly dé tao ra sy thuan tién cho
khéch hang va ludén dam bao su san cO cua san phém dich vu...

Trong 3 nhén td cua gia tri khach hang (Customer equity) thi nhitng danh gia
khach quan ciia ho vé& nhiing gia tri doanh nghiép mang lai (Value equity) can duoc
quan tdm ding mirc vi né chi phdi truc tiép dén mdi quan hé giita doanh nghiép voi
khach hang (Relationship equity) va gia tri thuong hi¢u (Brand equity) cia doanh
nghi¢p.

Niém tin ctia khach hang (Customer trust) ¢6 mdi lién hé nhu thé nao voi gia tri
khach hang (Customer equity)? Cau héi ndy duoc cu thé hoéa nhu sau: Trong linh vuc
dich vy, nhan vién chinh 1a nhimg gam mau quyét dinh d6 tuoi sang ciia birc chan dung
doanh nghiép do vdy mdi khi khach hang tin twong vao phuc vu vién (Trust with
salesperson) thi sy hoai nghi ctia khach hang vao nhiing gi doanh nghi¢p mang lai
(Trust with service provider) ciing tan bién. Dén luot n6, nhitng danh gia khach quan
ctia khach hang vé nhimg gia tri doanh nghiép dap tmg cho ho (Value equity) s& tré' nén
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tich cuc khi niém tin vao doanh nghiép (Trust with service provider) dugc tao dung.

Trong bon hanh vi phuc vu khach hang thi su phuc vu hudng vao loi ich khach
hang ctia nhan vién (Customer orientation) c6 y nghia quan trong trong viéc bdi dudng
va phat huy niém tin khach hang (Customer trust). Thong qua viéc trién khai cac
chuong trinh huin luyén va phat trién k¥ ning phuc vu nhu 13 kha ning nhan biét nhu
cau cuia khach hang, k¥ nang xir 1y rac rdi va hd trg mua sam cho khach hang, rén luyén
tinh trung thuc trong qua trinh tu van va giéi thiéu san pham hay dich vu cho khach
hang... thi nguoi tiéu dung s€ tin tuéng hon vao nhan vién cling nhu 1a doanh nghiép.
Vé phia nhan vién phuc vy, hon ai hét ho phai nhén thirc dugc vai trd quan trong cua
minh trong viéc tao dung niém tin khach hang dé tich cuc hon trong qua trinh tham gia
cac chuong trinh bdi dudng k¥ ning va chu dong dé xuit cho ban linh dao doanh
nghi¢p nhitng cach thuc phuc vu vi lo1i ich lau dai ctia khach hang.

Tém lai, d6i vé6i linh vuc dich vu thi doi ngti phuc vu vién can dat & vi tri trung
tam trong qua trinh khai thac gid tri khach hang thong qua vi¢c tich cuc hoa sy cam
nhén khach quan cua khach hang ddi v&i ban than san phém hay dich vu hoac dya vao
viéc thiét 1ap va duy tri mbi quan hé dai 1au v6i khach hang. Dé 1am dugc diéu d6 thi ho
nén co6 thai do va hanh vi phuc vu huéng vao khach hang nham dem lai nhirng loi ich
bén vitng cho doanh nghiép chir khéng nén vi muc tiéu “kiém tién” ma danh mat khach
hang ¢ nhirng 1an mua sam tiép theo. Hon thé nita, thong qua nhing trai nghiém tiéu
dung tai doanh nghiép thi nhitng cam két dai 1au ciing nhu long trung thanh cua khach
hang s& duoc hinh thanh. Mt khac, trong mdi quan hé giita khach hang va nguoi ban
hang thi nhitng nhitng dong thai lam gia tang long tin ctia khach hang tir phia nhan vién
phuc vu s& gép phan phat huy hon nita gi tri khach hang.
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APPLYING STRUCTURAL EQUATION MODEL (SEM) TO STUDY THE
RELATIONSHIP BETWEEN SALESPERSON BEHAVIORS, TRUST,
CUSTOMER EQUITY AND LOYALTY INTENTION

Hoang La Phuong Hien

College of Economics, Hue University

SUMMARY

To enhance the importance of organizations working in service sector in Thua Thien
Hue province, this paper is about “applying structural equation model (SEM) to study the
relationship between salesperson behaviors, trust, customer equity and loyalty intention”.
Structural equation modeling operated by Amos 16 software is used to analyze the data
collected from 400 buyer-seller dyads. The findings of this research support eight hypotheses
which are Customer orientation and Trust with salesperson, Customer orientation and Trust
with service provider, Trust with salesperson and Trust with service provider, Trust with service
provider and Value equity, Value equity and Brand equity, Value equity and Relationship equity,
Value equity and Loyalty intention, Relationship equity and Loyalty intention. Finally, the
results and recomendations are discussed.
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