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Tém tit

Nghién ctru ndy xem xét cac thanh phéan cta chi phi chuyén dbi va su anh hudng ctia nd doi voi 1ong
trung thanh thuong hiéu. Bén canh do, yéu té cht lugng cam nhan ciing duge xem xét trong moi
quan hé véi chi phi phi chuyén d6i va long trung thanh thuong hiéu. Mau nghién ctru 1a 300 khach
hang dugc phong vén truc tiép bang bang cau hoi va phuong phap mé hinh cau triic tuyén tinh SEM
duogc sir dung dé phan tich dir liéu. Két qua nghién ctru cho thay chi phi chuyén ddi khong c6 anh
huong dén 10ng trung thanh thuong hiéu, nhung chat luong cam nhan 13 yéu t6 quan trong c6 tac
dong tich cuc dén chi phi chuyén d6i va 1ong trung thanh thuong hiéu.

Tir khéa: Chi phi chuyén doi, chat lugng cam nhén, long trung thanh thuong hi¢u.

Abstract

This study examines the components of customer switching costs and its influence on brand loyalty.
Besides, perceived quality is also been considered in the relationship between customer switching
costs and brand loyalty. A sample of 300 consumers was surveyed to test the theoretical model.
Structural equation modeling (SEM) was used to analyze the data. The research result confirms
that customer switching costs had not effect on brand loyalty, and perceived quality affected on
customer switching costs and brand loyalty.

Key words: Customer switching costs, perceived quality, and brand loyalty.

1. Giéi thi¢u (Ly thuyét thwong hiéu va xay dung thuong
hiu; vd,. Aaker (1996), Yoo & Donthu (1997),
Nguyén Dinh Tho va Nguyén Thi Mai Trang
(2011),...) ma con duoc khang dinh 14 bién két
qua ctia qua trinh xay dung méi quan hé c6 chét

Long trung thanh thuong hi¢u 1a mdt khai
niém quan trong dugc cac nha nghién ctu
va quan tri thuc tién dic biét quan tdm trong

nhitng ndm gan day. Trong linh vuc marketing o . , J
. . i \ , luong lau bén véi khach hang (theo Ly thuyét
long trung thanh thuong hi¢u khong chi dugc ) ‘. . ..
KA A g i marketing moi quan h¢; vd,. De Wulf va cong
xem bién so trong tdm cua gid tri thuong hiéu

! Truong Pai hoc Tai chinh — Marketing
58



Tap chi Nghién ctvu Tai chinh — Marketing sb 53, 10/2019

su (2001), Hennig-Thurau va cong sy (2002),
Liu va cong su (2011),...).

C6 rit nhidu nghién ciru xem xét cac yéu
t6 tien dé cua long trung thanh thwong hiéu
trong nhiéu linh vuc, diéu kién khac nhau nhu
hinh anh doanh nghiép va hinh anh thuong hi¢u
(Chen va Myagmarsuren, 2011), chit luong
dich vy, sy than mat (Liu va cong sy, 2011),...
Tuy nhién, rat it nghién ctru tim hiéu méi quan
h¢ giita yéu t6 chi phi chuyén doi va long trung
thanh thuong hi¢u dac biét 1a tai thi truong Viét
Nam - mdt thi trudong tiéu dung tiém ning co
muc ting truong cao nhit & khu vuc ASEAN
(Global Insights, Bain Analysis, trich tor Hoa
Vinh, 2013). Hon nita, linh vuc cung cdp dich
vu mang vién thong di dong & Viét Nam ciing
dugc xem 1a mot nganh tiém nang va mang tinh
canh tranh cao khi nha nudc Viét Nam pha thé
doc quyén chuyén sang nén kinh té thi truong.
Vi vay, nghién ctru ndy s& tim hiéu méi quan
hé gitra chi phi chuyén doi va long trung thanh
thuong hi€u trong linh vuc ti€u dung dich vu
mang vién thong di dong tai Viét Nam.

2. Co s6 ly thuyét va cac gia thuyét
nghién ciru

Vai trd ctia chat lwong cam nhan va chi phi
chuyén d6i dbi voi long trung thanh thuong
hi€u dugc cac nha nghién ctru thuc hién trong
nhitng nghién ciru doc 1ap. Chat luong cam
nhan duogc khéng dinh 1a nhan t6 quan trong
c6 tac dong 1én long trung thanh thuong hié¢u
trong nghién ctu cia Nguyén Pinh Tho va
Nguyén Thi Mai Trang (2011). Trong khi, chi
phi chuyén ddi c6 anh hudng tich cuc 1én long
trung thanh thuong hiéu dugc tim thay trong
nghién ctru cua Gremler va cong su (1996),
Jones va cong su (2002), Arasil va cOng su
(2005), Willys (2018). Gatignon va Robertson
(1992) va Klemperer (1995) di cho thay c6 moi
quan hé gitra chat luong cam nhén va chi phi
chuyén doi; trong d6 chit lwong cam nhan la
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nhan t6 tién dé c¢6 tac dong dén chi phi chuyén
d6i. Trén co sé cla cac nghién trudc, cac khai
niém va gia thuyét nghién ciru s& duoc trinh bay
chi tiét & phan tiép theo.

2.1. Nhitng khai niém nghién ciru
Chat lwong cam nhan

Theo Dawa (1999), chat lwong cam nhan
1a nhitng ¥ kién, danh gia tong quan ctia khach
hang vé su vuot troi, tuy¢ét hdo hay & nhirng do
khac nhau nao dé cua san pham. Vi vay, chat
luong cam nhén la nhiing nhan xét, cam nhéan
mang tinh chil quan ciia ngudi tiéu dung vé chat
lugng san pham. N6 s& phan biét va it khi tring
lap v6i chat lugng that su ciia san pham vi khach
hang thuong khong phai la nhiing chuyén gia
va nhan xét cua ho co phén anh huong tir hinh
anh cua thuong hiéu, tir cam tinh d6i véi thuong
hi¢u, tor nhitng thong di¢p quang céo hoac tu
nhitng 101 tac dong, tan duong cia nhitng nguoi
than quen. Do d6, nguoi tiéu dung khac nhau sé
c6 chat lwong cam nhan khac nhau.

Chi phi chuyén doi

Chi phi chuyén d6i 1a chi phi lién quan ma
ngudi mua phai d6i mat khi chuyén do6i tir mot
nha cung cip san phim nay sang mot nha cung
cap san pham khac. C6 rat nhiéu quan diém vé
chi phi chuyén ddi va cac thanh phan cia nd,
va hién nay chua c6 su thdng nhét giira cac nha
nghién ctru. Trong pham vi nghién ctru nay, chi
phi chuyén di s& dugc xem xét theo quan diém
cua Brunham va cdng sy (2003). Brunham va
cong su (2003) cho rang chi phi chuyén d6i bao
gdm ba thanh té: chi phi lién quan dén thu tuc
chuyén doi, chi phi lién quan dén tai chinh va
chi phi lién quan dén mdi quan hé. Trong do,
chi phi lién quan dén thii tuc bao gom chi phi vé
thoi gian, chi phi hoc tap, trdi nghi€ém va danh
gia gia tri dich vy, san phém cua nha cung cép
m&i; Chi phi chuyén d6i tai chinh lién quan dén
cac ngudn luc ton thét tai chinh cia ngudi mua
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bao gém ton that tién té (mua dich vy, san phérn
méi ctia nha cung cip khac) va chi phi ton that
loi ich (cac diém tich lity, chuong trinh khach
hang than thiét,...); va chi phi chuyén d6i quan
hé 1a chi phi lién quan dén sy khé chiu vé cam
xuc hodc tdm 1y do mét nhan dang va pha v&
moi quan hé bao gém chi phi mat mbi quan hé
c4 nhan va chi phi mat mdi quan hé thuong hiéu
(Brunham va cong su, 2003).

Long trung thanh thuong hiéu

Long trung thanh thuong hi¢u 1a mot trong
nhiing khai niém quan trong cta Iy thuyét thuong
hi¢u, dugc cac nha nghién clru va quan tri thuc
tién cht ¥ nhiéu trong nhimg nim gan day. Long
trung thanh 1a khi khach hang cé xu huéng mua
nhiéu san phim ctia mot thuong hiéu nao do va
1ap lai hanh vi nay (Chaudhuri, 1999) hay long
trung thanh thé hién thai do cta khach hang, néu
khach hang tin tuéng va c6 an tugng tot vé mot
thuong hiéu thi s& wu tién tim mua san pham cua
thuong hiéu do (Yoo & dtg, 2000).

2.2. Gid thuyét nghién civu

Chdt lwong cam nhdn va chi phi chuyén déi
va long trung thanh thuong hiéu

Chat luong cam nhan 1a mot trong nhiing
nhan t§ quan trong dé khach hang danh gia
va quyét dinh duy tri nha cung cdp san pham,
dich vu hay thay ddi sang nha cung cip khac;
va vi vdy anh huéng dén long trung thanh cua
khach hang dbi vi thuong hiéu dang sir dung.
That vay, Gatignon va Robertson (1992) va
Klemperer (1995) xem xét dac trung cua san
pham nhu yéu t6 tao ra chi phi chuyén dbi. Béi
vGi san pham cang phirc tap kho sir dung thi rii
ro cang 16n, chi phi chuyén déi cang cao (Holak
& Lehmann, 1990); va khach hang c6 khuynh
hudng duy tri mdi quan hé v6i thuong hiéu hién
tai hon (Sheth & Parvatiyar, 1995). Vi vay, cac
gia thuyét duoc dua ra 1a:

HI: Chat lwong cam nhdn cé dnh hwong
tich cye dén chi phi chuyén doi
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H?2: Chdt heong cam nhdn c6 dnh huong
tich cuwc dén long trung thanh thiwong hiéu.

Chi phi chuyén doi va long trung thanh
thuwong hi¢u

Nghién ctru ciia Gremler va cong su (1996)
da chimg minh chi phi chuyén di lam ting
long trung thanh cta khach hang; diéu nay cho
thiy chinh nhirng lo ngai vé chi phi phat sinh
nhu tim hiéu, hoc tap, lam quen vodi cai moi,
mua thiét bi, cong nghé, san pham méi hay phai
tor bo nhiing loi ich da tich Iy trong qua trinh
chuyén d6i nha cung cép khac khién khach
hang c6 khuynh huéng duy tri méi quan hé véi
nha cung cdp dich vu, san pham hién c6. Trong
nghién ctru cua minh Jones va cong su (2002),
Arasil va cong sy (2005), Willys (2018),...
cling khang dinh chi phi chuyén d6i co6 anh
huéng dén 1ong trung thanh ciia khach hang. Vi
vay, gia thuyét duoc dua ra la:

H3: Chi phi chuyén doi ¢6 anh huong tich
cwe dén long trung thanh thwong hiéu.

2.3. M6 hinh Iy thuyét

Chit lwgng H2

cdm nhén

Long trung thanh
thwong hi¢u

A 4

Chi phi chuyén déi:

- Chi phi lién quan dén téi, chinh
- Chi phi lién quan dén moi quan hé
- Chi phi lién quan dén thu tuc

Hinh 1. M6 hinh nghién ctru Iy thuyét
3. Phuwong phap nghién ciru

Nghién ctru dugc tién hanh théng qua hai
bude: (1) Nghién cuu dinh tinh; (2) Nghién
ciru dinh lugng. Nghién ctu dinh tinh dugc
thyc hién bang phuong phap phong van sau
v6i dbi tugng 1a khach hang co st dung mang
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vién thong di dong. Nghién ctru dinh tinh nhdm
kham pha nhén thire khach hang vé thang do
san c6 dong thoi diéu chinh cho phu hop véi
diéu kién nghién ctru.

Nghién ctu dinh lugng sit dung phuong
phap léy mau thuan tién duoc thuc hién béng
cach phong van truc tiép thong qua bang cau
hoi d6i voi 300 ngudi sir dung mang dién thoai
di dong. Trude tién, dir lidu s& duoc kiém hé
sO tin cdy Cronbach’s alpha dé loai bo nhiing
thang do khong dat do tin cdy. Ké dén, phan
tich nhan t6 kham pha (EFA) duoc ap dung voi
chién luge phan tich tich nhom; c6 nghia la cac
khai niém da hudng hay con goi 1a khai niém
bac hai s¢ dugc xu ly riéng va khai ni¢m bac
mot s& duoc xir 1y riéng. Tiép theo, phan tich
nhan t6 khing dinh (CFA) duoc tién hanh voi
cach thtrc thuc hién cho khai niém da hudng

Béang 1. Ty 1€ ngwoi dung dich

trude, sau d6 tién hanh thuc hién CFA cho md
hinh téi han. Cudi ciing, mé hinh cau tric tuyén
tinh (SEM) duoc tmg dung dé kiém dinh gia
thuyét va mo hinh nghién ctru. Cac phan tich
duoc thyc hién dudi sy hd tro ciia phan mém
SPSS va AMOS.

4. Két qua nghién ciru
4.1. Bic diém miu

Két qua khao sat cho thiy ty 1é nguoi ding
dich vu mang dién thoai di dong chii yéu cua
Viettel, Mobifone va Vinaphone (chiém 96.3%).
Trong d6 ty 18 khach hang trong mau diéu tra sir
dung dich vu cua nha cung cip Viettel chiém
ty 18 cao nhat (44.3%), ké dén 1a Mobifone va
Vinaphone lan luot chiém ty 1€ 30 % va 22 %.
Con sb cu thé dugc thé hién qua bang 4.1.

vu mang dién thoai di dong

cia cac nha cung cap trong mau khao sat

Thwong hiéu Tén suit Phin trim | Phan trim hop 1é | Phin tram tich liy
Mobifone 90 30,0 30,0 30,0
Vinaphone 66 22,0 22,0 52,0
Viettel 133 44,3 44,3 96,3
Vietnam mobile 10 3,3 33 99,7
Khéc 1 0,3 0,3 0
Téng cong 300 100,0 100,0 100,0

Nguoi tiéu dung trong linh vyc dich vu
mang dién thoai di dong phén 16n & do tudi tir
30 tr& xudng (chiém 68,3%: tir 18 dén 22 tudi
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Nguén: Tir két qua khdo sdt ciia nghién ciru

chiém 22% va tir 23-30 tudi chiém 46,3%); hiu
hét co thu nhap tir 10 tridu tré xudng va nghé
nghi¢p chinh la cong nhan, vién chuec.
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Bang 2. DPiac diém mau nghién ctru

oz x Thi trudng cung cip mang di dong
Dac diém mau 2 —
’ SO lwgng Ty 1€ (%)
Nam 140 46,7
Giédi tinh Nix 160 53,3
Du6i 1 nam 6 2,0
Tr1—-<2nam 14 4,7
T2 —<3nam 34 11,3
. ) Tu 3 — <4 ndm 50 16,7
Thoi gian st dung - -
T4 —<5nam 78 26,0
Trén 5 nam 18 39,3
Tur 18 dén 22 66 22,0
Tl 23 dén 30 139 46,3
g Ttr 30 dén 40 58 19,3
Do tuoi -
: Trén 40 37 12,3
Dudi 5 triéu 125 41,7
R Ter5-<10 114 38,0
Thu nhap :
o T 10-<20 41 13,7
(Tri€u) N
Trén 20 20 6,7
Chua di lam 29 9,7
Nhan vién 152 50,7
Nha quan ly 31 10,3
Cong viée Cong, vién churc 37 12,3
Khac 51 17,0
4.2. Kiém dinh thang do do déu dat do tin cdy va gia tri phan biét. Tiép

dén, két qua phan tich nhén t6 khang dinh (CFA)

Céc thang do dugc danh gid do tin cay ho thiv cdc th do do lue e khai nié
. ay cac than uong cac khai niém
Cronbach’s alpha va phan tich nhan t6 kham ¢ O‘A y’c C; g ,O, (? & cac ¢
, L N L, nghién ctru déu dat gia tri.
pha EFA. Két qua ban dau cho thay céc thang

Chi-square=581.872;
df=24; P=.000;
Chi-square/df=2.578;
GF|=.878; TLI=.982; CFI=.988;
RMSEA=.051

Hinh 2. Két qua CFA thang do chi phi chuyén ddi

Nguon: Tir két qua khao sdt ciia nghién ciru
62
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(o ][z ][]

Chi-square=61.780;
df=24; P=.000;
Chi-square/df=2.574;
GFI=.957; TLI=.933; CF|=.956;
RMSEA=.073

Hinh 3. Két qua phén tich CFA ciia mé hinh t6i han

Nguon: Tir két qua khdo sdt ciia nghién ciru

Bang 3. Bang tom tit két qua kiém dinh thang do

Cac khai niém Ky |Cronbach | P§ tin ciy | Phwong | Hé s6 tai nhén
nghién ciru hi¢u alpha tong hop | saitrich | t6 binh quén
Chat luong cam nhan CLCN | 0.787 0.808 0.588 0.759
Chi phi chuyén doi lién quan dén
o tc 0.758 0.893 0.736 0.857

tai chinh
Chi phi chuyén doi lié aé

tPh Ctyen COLHEn quanden | o | 0.841 0.869 0.689 0.829
quan h¢
Chi phi chuyén doi lién quan dén

7 tt 0.644 0.934 0.622 0.788
thu tuc
Chi phi chuyén doi CPCD 0.648 0.483 0.616
Long trung thanh thuong hiéu | TTTH | 0.807 0.809 0.586 0.765

Nguon: Tir két quad khdo sdt ciia nghién ciiu

4.3. Kiém dinh mé hinh Iy thuyét va cic  hinh 1y thuyét phu hop véi dit liéu thi truong
gid thuyét v6i chi s6 Chi-square = 61.780 (p = 000); Chi-
square/ df = 2.574, GFI = 0.957; TLI = 0.933;

M6 hinh hoa cdu tric tuyén tinh (SEM)
CFI = 0.956; RMSEA = 0.73.

duoc sir dung dé kiém dinh mé hinh 1y thuyét
va cac gia thuyét. Phan tich SEM cho thiy mo
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[en ] | 2] | a3 |

Chi-square=61.780;

df=24; P=,000;

Chi-square/df=2.574;
GF|=.957; TLI=.933; CFl=.958;
RMSEA=.073

Hinh 4. Két qua SEM (chuén héa) ciia mé hinh nghién ciru

Céac mdi twong quan dugc gia thuyét trong
mé hinh nghién ctru déu duogc kiém dinh bang
mé hinh cdu trac tuyén tinh SEM. Két qua
phan tich cho thy chat lugng cam nhan c6 anh
hudng tich cuc dén chi phi chuyén doi va long
trung thanh thwong hiéu; diéu nay c6 nghia 1a

Nguon: Tir két qua khdo sdt cia nghién ciru

gia thuyét H1 va H2 dugc chip nhan. Két qua
cling cho thdy gia thuyét H3 khong dugc chip
nhan vi ¢6 gia tri p > 0.05. Vi vay, c6 thé khang
dinh chi phi chuyén doi khong c¢6 anh huéng
dén long trung thanh thuong hiéu.

Bang 4. Hé s6 hdi quy (chwa chuin héa) ciia md hinh 1y thuyét

Mobi quan hé Uéc luwgng S.E. C.R P
CLCN — CPCD 1.530 238 6.428 ook
CLCN — TTTH 310 119 2.604 .009
CPCD — TTTH .076 .054 1.411 158

Nguon: Tir két qua khdo sdt cia nghién ciru

Bang 5. Két qua kiém dinh cac gia thuyét nghién ctru

Gia thuyét Mobi quan h¢ giira cac khai niém p Két luin
HI Chat luong cam nhan — chi phi chuyén ddi otk Chap nhin
H2 Chét luong cam nhan — long trung thanh 0.009 Chdp nhdn
H3 Chi phi chuyén doi — long trung thanh 0.158 | Khong nhdn
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Nguon: Tir két qua khdo sdt ciia nghién ciiu
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5. Két luan va ham y quan tri

Két qua cho thdy mo hinh 1y thuyét phu
hop vé6i dir liéu thi truong. Chat luong cam
nhan dong vai tro quan trong vi c6 anh hudng
tich cuc dén chi phi chuyén d6i va 1ong trung
thanh thuong hiéu tuong tu nhu nhitng nghién
ctru trude. Tuy nhién, khong gidng nhu nhitng
nghién ctru trude (Vd., Jones va cong su, 2002;
Arasil va cong su, 2005; Willys, 2018), dir li€u
trong nghién ctru nay cho thay chi phi chuyén
d6i 1a yéu t6 khong c6 anh huéng 1én long
trung thanh thuong hiéu vé ¥ nghia thong ké.
Diéu nay di phan anh duoc tinh hinh thyc té
1a chét luong cam nhén ciia modi thuong hiéu
dugc cam nhan 1a khac nhau nhung gia cho chi
phi chuyén d6i sang thwong hiéu khac khong 1a
van dé voi khach hang vi chi phi mua sim cua
nha cung cép dich vu di dong méi 1a khong cao,
thu tuc dé mua thém dich vu cua cac nha cung
cap mang di dong 14 khong phic tap, tham chi
nhiing géi cude, dich vu khuyén mai khi hoa
song di dong cua cac thuong hi¢u la v cung
hap dan (d6i mang van giir s6 lién lac cii, chon
s6 dep khong thu thém phi, goi cudce ré nhat

Tai liéu tham khao

cho dung luong 16n nhét, hay goi cting mang
s& khong tinh tién cudec,. .. ). Hon nira, su canh
tranh gay git giita cac nha san xuit di cho ra
nhimng thiét bi (mobile phone) c6 thé cung luc
c6 thé sir dung nhiéu thuong hiéu ctia cac nha
cung cip dich mang di dong v&i chi phi thap da
gitp cho nguoi tiéu dung dé dang sé hitu nhitng
chiéc dién thoai 6 st dung nhiéu thuong hiéu
ciia cac nha cung cap dich vu di dong nhiéu
hon. Chinh viéc mdi nguoi khach hang déu co
kha ning sir dung nhiéu nha cung cép dich vu
khéc nhau di tao nén su két ndi voi cac moi
quan hé ctia minh véi chi phi thap hon.

Tom lai, voi két qua nghién ciru nay nha
quan tri trong linh vuc cung cép mang vién
thong di dong cho thi truong hang tiéu dung cé
thé tap trung cac nhom giai phap nham nang
cao chat luong cam nhdn (dudng truyén tin
hiéu tot, nhanh khong bi tac nghén, chi phi phu
hop, cac dich vu cham so6c khach hang/ khach
hang than thiét ludn hoat dong tét,...) nham
lam giam thiéu chi phi chuyén doi va ting long
trung thanh thuong hi¢u cua khach hang.
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