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Quan h¢ gitra trai nghiém cua khach hang va
cac yeu to thu hut tai cac trung tam thuong mai

Nguyén Tién Diing, Nguyén Minh Tam, Pham Ngoc Thiy

Tém tit — Bai bao xdy dung mdt md hinh nhim
nhan dang tac dong ciia cic yéu té thu hit ciia trung
tim thwong mai (TTTM) dén trai nghiém ciia khach
hang trong bdi cinh thi trwong ban 1é Viét Nam.
Khio sat thwe hién trén 220 khach hang tai cac
TTTM, phwong phap méd hinh cAu tric tuyén tinh
binh phwong t6i thiéu mot phan (PLS-SEM) dwoc sir
dung trong xir ly dir lifu. Két qua nghién ciru cho
thiy niam yéu t6 thu hit cia TTTM bao gdm yéu tb
¢6t 16i, cac chirong trinh khuyén mii, méi trwong bén
trong, dich vu nhan vién, sw da dang cia dich vu giai
tri déu c6 tac dong dén trai nghiém 16i cudn va trai
nghiém gidi tri ciia khach hang. Mot s6 ham y quan
tri ciing dwogc dé xuit.

Tir khéa — Yéu to thu hit TTTM, trii nghiém
khach hang, PLS-SEM, Vietnam.

1. GIOI THIEU

au khi gia nhap Té chirc thwong mai thé gisi

(WTO) nam 2007, thi truong ban 1€ Viét
Nam di thu hat dugc nhiéu nha dau tu trong va
ngoai nudc. Trong khoang thoi gian tir ndm 2010 -
2016, xuét hién hang loat trung tim thuong mai
(TTTM) véi phan 16n cac thuong hidu nude ngoai.
Theo du bao cua Vién nghién ctru thuvong mai, B
Cong thuong, giai doan 2016 — 2020, toc do ting
trudéng thuong mai ban 1é cua Viét Nam s& dat
11,9%/mam, quy moé thi truong khoang 179 ty
USD vao nam 2020, mirc tang tir 102 ty USD nam
2015. Theo quy hoach, dén nam 2020 ci nudc s&
c6 khoang 1.200 — 1.500 si€u thi, 180 TTTM va
157 trung tdm mua sim. Pén nam 2016, tai TP.
HCM cac TTTM moi tiép tuc xuit hién nhu
AEON Mall Binh Tan va Saigon Centre/
Takashimaya tir cac nha ddu tu Nhat Ban. Tuy
nhién, tinh hinh phét trién ciia cac TTTM khong
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phai déu nhu nhau. Do kinh doanh kém hiéu qua
nén ciing c6 mot s6 TTTM dd ngung hoat dong
nhu Parkson Paragon tai TP.HCM (05/2016) va
Parkson Viet Tower tai Ha Noi (12/2016). Diéu
nay cho thiy thi trudng ban 1é Viét Nam tuy hép
dan nhung mirc do canh tranh kha cao.

Nhitng yéu té nao c6 thé thu hut khach hang dén
cac TTTM? Thuc tién cho théy bén canh lugng
khach hang dong dic tai cic TTTM cao cép tai
trung tdm thanh phd nhu Vincom Center Pdng
Khéi, Saigon Centre, Union Square, thi lugng
khich dén cac TTTM khac nhu AEON Mall Tan
Phu Celadon, AEON Mall Binh Tan, Pandora City
ciing nhiéu khéng kém. Chung t6 c6 nhidu yéu t6
thu hit khach hang d¢én TTTM chir khong chi tinh
sang trong hay & vi tri trung tAm thanh phd.

Nhitng nghién cltu trong nhiing nam 1960, cho
rang yéu t6 thu hat khach hang dén TTTM la
khoang céach tir nha cta ho dén TTTM va d6 16n
cia TTTM. José Mas Ruiz (1999) [1] dé nghi ba
yéu t6 13 moi trudong mua sim, tinh da dang va
chuyén nghiép, va bai giit xe. Cac tac gia Dennis&
ctg. (2001) [2], Wong & ctg. (2001) [3] va Sit&
ctg. (2003) [4] can nhic bbn yéu t6 co ban cua
TTTM la Hoat dong ban hang (su da dang cua céc
thuong hiéu va hang hod, mirc gia va chat lugng);
Kha ning tiép can, bao gom cé khia canh bén trong
(su thuan loi, dé dang va thoai mai tiép can hang
ho4, sur di chuyén, bai giit xe ) va bén ngoai (vi tri
cua TTTM); Dich vu cia TTTM (su than thién cua
nhan vién, co so ha tang...); Khong gian TTTM
(canh tri, mau séc, trang tri, &m nhac va thiét
ké...). Gonzalez-Hernandez va Orozco-Gomez
(2012) [5] dua ra 6 nhom yéu t6 thu hut khach
hang ctia TTTM bao gom: Yéu t6 cbt 156i (Mall
Essence), Céic chuwong trinh khuyén mai
(Popularity and Promotional Programs), Dich vu
cta nhan vién (Personal Service), Méi trudng bén
trong (Internal Atmosphere), Su da dang cta dich
vu giai tri (Recreational Options),va M6i truong
bén ngoai (External Atmosphere). C6 thé thay theo
thoi gian, ctng voi sy phat trién ctia nén kinh té thi
cac nghién ctru vé cac yéu té thu hiit cia TTTM c¢6
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thay d6i. P6 1a do chit luong co s¢ vat chit, ha
tang nang cao nén diéu kién di lai dé dang, chét
luong séng cuia khach hang ting nén phat sinh
nhiéu nhu ciu hon trudc. Nghia 1 khach hang dén
TTTM khéong chi d¢& mua sim ma con c¢6 nhiéu
muc dich khac nhu tham quan, thu gian, st dung
cac dich vu in udng, giai tri tai TTTM. Tir nhitng
muc dich khac nhau ma trai nghiém cua khach
hang tai TTTM ciing s€ khac nhau. Anselmsson
(2006) [6] cho ring tac dong ciia cac yéu td thu hit
dugc phan anh qua s6 lugng khach tham quan
TTTM, thoi gian khach tham quan luu lai va sé
tién chi tiéu cho mdi lan tham quan, mua sim. Nhu
vay lam thé nao dé khach hang luu lai TTTM lau
hon, hodc tiép tuc quay tré lai tham quan, mua sim
1a vin d& quan trong ma cac nha dau tu va quan ly
cac TTTM dang quan tm. Van dé dit ra lakhi dén
TTTM khach hang cé nhiing trai nghiém gi? Cac
yéu té thu hat nao ciia TTTM c6 anh huéng dén
tung loai trai nghiém cua khach hang? Tur do6 cac
nha quan ly s€ thuc hién phan khac khach hang
muc tiéu dé hoan thién cac thudc tinh riéng cia
timg TTTM nham thu hiit nhém khach hang nay.
Bai bao nay dugc hinh thanh dé tra 16i nhiing cau
héi trén.

2.CO SO LY THUYET VA MO HiNH NGHIEN
cuu

Trai nghiém cua khach hang thuong khac nhau
& cac bdi canh va thoi gian khac nhau. Trai nghiém
nay chiu tic dong cia cc yéu td moi truong xung
quanh ma khach hang tiép xuc. Thuc té, trai
nghiém cua khach hang tai TTTM (mall
experience) con it dugc dé cap dén mac du da co
nhiéu nghién ctru vé trai nghiém khach hang tai
cac TTTM [7] nhung con chung chung. Tuong tu
cac thugc tinh cia TTTM ciing dugc cac nghién
ctru trude dé& cap qua cac khai niém chat luong
dich vu hodc khong gian dich vu (servicescape)
nhung chua cu thé cho cac thudc tinh dic trung
cia TTTM, 1a cac yéu t6 thu hat khach hang dén
TTTM (shopping centre attractiveness dimensions)
hodc khong gian TTTM (mallscape). Theo Ganesh
& ctg. (2007) [8] thi cac thudc tinh cua TTTM
hoat dong nhu 13 ngudn dan (driver) cho trai
nghiém cua khach hang tai cac TTTM. Do vay, bai
béo nay xay dung mot mo hinh nghién ciru nhim
nhan dang mdi quan hé giita cac yéu té thu hut cua
TTTM va trai nghiém khach hang khi dén TTTM.

Trdi nghiém khach hang tai TTTM

Nghién cuu cia Gilboa & Vilnai-Yavetz’s
(2013) [9] va Gilboa & ctg. (2016) [7] vé cac trai

nghiém ciia khach hang tai TTTM da d& xuét 4
loai trai nghiém bao gdm trai nghiém cudn hit, trai
nghiém chirc ning, trai nghiém thu gidn, giao tiép
cong ddng va trai nghiém giao tiép xa hoi. Céc tac
gia nay da tim ra nhitng loai hinh trai nghiém tai
TTTM ma mdi trai nghiém bao gdm cbt 15i cua
nhitng hanh vi cu thé, khac véi trai nghiém xét
theo khia canh cam xuc va cam nhén. Trai nghiém
tai TTTM la mot khai niém da huéng bao gdbm cac
thanh phén cam xuc, nhan thirc, hanh vi va khia
canh giao tiép xa hoi do su twong tic giita khach
hang voi moi truong tai TTTM [7]. Trai nghiém
cubnhut (Seductive Experience) dé chi hanh vi
khach hang bi kich thich mua sim va cam giac
khong cudng lai dugce su hip dan khi dén TTTM;
Trai nghiém chirc nang (Functional Experience)
dua trén hanh vi khachmua hang véi tbc d6 nhanh
va hiéu qua theo y dinh c6 sin, khach hang chilo
mua sim theo du dinh cua minh, hoan toan khong
quan tim dén moi truong xung quanh trong
TTTM; Trdi nghiém thw gidn, gidi tri céng dong
(Social Recreation Experience) la nhan thirc cia
khach hang vé TTTM, cho rang TTTM la diém
dén dé co thoi gian thu gidn, vui vé cung véi gia
dinh va ban bé. Véi trai nghiém nay khach hang
thuong it quan tdm dén cac hoat dong thuong mai
ctia TTTM; Trai nghiém giao tiép xd héi (Social
Scene Experience) nhdn thic cia khach hang
veTTTM la noi moi nguoi dén tham quan va mua
sim nén ciing 1a noi moi nguoi (quen va khong
quen) c6 thé gip g& mot cach tinh co. Loai trai
nghiém nay khong mang dén nhiing loi ichkinh té
nhit dinh cho cac TTTM nén nghién ciru ndy s&
khong xét dén. Nhu vay, nghién ctru nay chi xem
xét dén 3 dang thire trai nghiém ciia khach hang tai
cac TTTM va sit dung thang do theo dé xuit cua
cac tac gia Gilboa & ctg. (2016) [7]. Tuy theo muc
dich dén TTTM cua khach hang ma ho s& c6
nhiing trai nghi€ém khac nhau va xét theo khia canh
tam ly, ba loai trai nghiém nay cua khach hang co
thé c6 twong quan v6i nhau. Tuy nhién, nghién ctru
nay gia dinh ba loai trai nghiém nay ton tai doc lap
khi xem xét tic dong ciia cac yéu tb thu hat cta
TTTM.

Cdc yéu té thu hit ciia TTTM

Yéu t6 thu hat dé chi nhiing dic diém cua
TTTM vé nguoi hoac sy vat lam cho khach hang
cam théy ua thich. Theo Teller (2008) [10] mdt
TTTM duoc xem 1a thu hat khi né c6 nhidu yéu t6
khac nhau dugc khach hang ua thich trong qua
trinh tham quan, mua sim tai d6. S6 lwong khach
dénmot TTTM cang dong, thoi gian khach luu lai
cang lau va s tién chi tiéu cho mdi 1an dén cang



106 Science and Technology Development Journal, vol 20, No.Q4- 2017

nhiéu thé hién tinh thu hat cao caa TTTM do [6].
Loai trir nhom yéu t6 mdi trudong bén ngoai, nim
nhém yéu t6 thu hut khach hang cia TTTM theo
Gonzalez-Hernandez va Orozco-Gomez (2012) [5]
s& duoc nghién ciru nay ké thira dé xem xét tic
dong cua chung dén 3 loai trai nghiém cua khach
hang theo trinh bay ¢ phan trudc.

Yéu 6 cot 16i (Mall Essence): dbi voi TTTM thi
yéu to thu hit nay thé hién sy da dang cua céc
thuong hiéu (sy c6 mat cua cac thuong hiéu cao
cép, cac thuong hiéu uy tin),su da dang vé ching
loai san phdm (vdi cac mirc chat lugng va gia ca
khéc nhau) va sy c6 mit ciia nhiéu cira hang tham
gia (v6i nhiing phong cach ban hang khac nhau)
phuc vu cho nhiéu phin khic khach hang khac
nhau. Khi khach hang danh gia tinh da dang cua
mdt TTTM cao nghia 1a khach hang s& cho ring
TTTM d6 cung cap diy du nhiing thir ho can. Viéc
bay ban nhirng san phdm cé thuong hiéu s& lam
cho khach hang cam thiy tin twong hon vé chat
lwong va xudt xtr cia hang hoa. Nhidu ctra hang
tham gia ban nhing san phdm v&i muc chit luvong
va gia caphu hop s&thu hut khach hang dén mua
sdm tai TTTM nhiéu hon. Tinh da dang cao cia
yéu tb ¢t 161 ciing c6 thé anh huong dén viéc mua
sim khong dinh trudc cua khach hang vi nhu ciu
phat s1nh ngay khi nhiing san pham tinh co lot vao
tAm mét cua ho. Do vay, gia thuyét H1 va H2 duoc
phat biéu nhu sau:

HI: Yéu t6 cot 16i ciia TTTM c¢6 tac dong tich
cuwee dén trdi nghiém cudn hit cia khach hang.

H2: Yéu t6 cot 16i ciia TTTM cé tac dong tich
cwee dén trai nghiém chirc ndng cua khach hang.

Cac chuong trinh khuyen mai (Populanty and
Promotional Programs): yeu t6 nay bao gdm cac
chién dich quang céo, khuyén mai, va chuong trinh
danh cho khach hang thanh vién duoctd chuc tai
TTTM. Cac su kién nay dugc td chic kém theo
viéc gioi thiéu san phdm moi, giam gia ban san
phim, ting qua kém theo san pham, giam gia nhan
ngdy sinh nhét cta khach hang, cac su kién vao
cac ky nghi 1& danh cho thiéu nhi... Truéc khi dén
tham gia sy ki€n, mot s6 khach hang dén TTTM
chi mudn tim hiéu/thir v& san phim méi, xem xét
san pham khuyén mai, hoic chi dén dé giai tri. Tuy
nhién, sau khi tham gia cac chuong trinh nay véi
tinh chit xem cho biét, thi khach hang laibi cudn
hat vao viéc mua sam vi san phdm duoc ban véi
gia ré hon binh thuong, vi thich qua ting di kém...
Do vay, TTTM nao t6 chirc thuong xuyén cac su
kién xd hoi, cac chuwong trinh khuyén mii s& thu
hat dwoc nhém khach hang nay dén TTTM nhiéu

hon. Tir d6, gia thuyét H3 va H4 dugc phat biéu
nhu sau:

H3: Céc chwong trinh khuyén mai ciia TTTM ¢6
téc dong tich cuc dén tri nghiém cudn hit cia khach
hang.

H4: Céc chwong trinh khuyén mdi ciia TTTM ¢6
anh huong tich cwc dén trai nghiém gidi tri cia
khach hang.

Moi truong bén trong (Internal Atmosphere), dé
chi cach bai tri bén trong TTTM sao cho thuan lgi
dé khach hang di lai dé dang, xac dinh diém dén
nhanh, b6 tri ghé ngdi nghi chan, khu vyuc an udng
thoai mai, hé théng anh sang phi hop, khu vuc nha
v€ sinh tién nghi va sach sg... néu moi truong bén
trong tién nghi va khach hang hai long thi thoi gian
ho Iuu lai TTTM s€ lau hon, cé thoi gian trai
nghiém nhiéu hon thi ho c6 thé s& mua sim nhiing
san pham tinh co gdp, hodc phat sinh nhu cau an
ubng, giai tri tai TTTM.

H5: Moi truong bén trong TTTM co tac dong
tich cwe dén trai nghiém cuén hit ciia khdch hang.

H6: Moi truong bén trong TTTM co tac dong
tich cwe dén trai nghiém gidi tri cia khéach hang.

Dich vu cua nhén vién (Personal Service): yéu
t6 nay lién quan dén cung cach phuc vu cta nhan
vién tai TTTM bao gdm murc do chuyén nghiép,
thai do than thién, va su san sang ctia nhan vién tai
TTTM néi chung trong qua trinh tiép xuc véi
khach hang. Khi khach hang cam nhéan dugc su tan
tinh phuc vu va tinh chuyén nghié¢p ctia nhan vién
ban hang ho s€ c6 xu hudng quay tré lai mua hang
lan sau khi c6 nhu cau; hodc d6i khi khach hang
quyét dinh mua thém nhirng san phim khéac sau
khi tiép xtic véi nhan vién tu van, nhitng san phim
ma ho chua hé ¢6 y dinh mua trude d6. Tuong tu
ddi v6i cac nhan vién cung cap dich vy in uéng,
giai tri ciing c6 thé anh huong dén ¥ dinh trai
nghi€ém dich vu an uéng, giai tri tai TTTM cua
khach hang. Tir do, gia thuyét H7, H8 va H9 dugc
phat biéu nhu sau:

H7: Dich vu cua nhdn vién tai TTTM co anh
hwong tich cwe dén trdi nghiém cudn hit ciia
khach hang.

HS8: Dich vu cua nhan vién tai TTTM c6 anh
huong tich cuwe dén trai nghiém chire ndng cia
khach hang.

H9: Dich vu cua nhan vién tai TTTM c6 danh
hieong tich cye dén trai nghiém gidi tri ciia khéch
hang.

Su da dang cua dich vu giai tri (Recreational
Options): khac voi cac ctra hang thuong mai, siéu
thi ban 1€, cac TTTM cung cép nhiéu loai dich vu
an udng, giai tri khac. O cac TTTM thuong danh
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han mot khu vuc chuyén phuc vu cdc moén an uéng
véi su tham gia cta nhiéu nha hang; c6 khu vuc tro
choi dién tir, tip gym cho ngudi 16n, rap chiéu
phim, va ca khu vuc vui choi danh cho tré em cé
ngudi gitr tré... dé phu huynh c6 thé ty do mua
sdm hodc tham gia cac hoat dong khac rén luyén
than thé (gym, yoga), hoc tap (16p tiéng Anh, cim
hoa, ndu an...) khic danh cho nguoi 16n. Cac
TTTM c6 dau tu thich dang vao cac dich vy nay s€
thu hut dwoc nhom khach hang dén do dé giai tri,
mua sam vi né pht hop cho moi thanh vién trong
gia dinh, hodc cac nhom ban bé mudn cing nhau

Cac yéu to
thu hutcaa TTTM

]

Yéu t6 cot 16i

Chwong trinh
khuyén mai

|

|

|

|

| Moi trwong
| bén trong
|

|

|

|

|

Dich vu cua
nhan vién

Sw da dang
dich vu GT

tu tap vui choi nhan dip sinh nhat hay d&n mung
mot su kién nao d6 trong nhém. Cang co nhiéu
loai dich vu thi cang dép tng nhu cau nhidu nguoi
nén s& thu hut dugc nhitng ngudi ¢6 nhu cau giai
tri dén TTTM. Tur d6, gia thuyét H10 dugc phat
biéu nhu sau:

HI10: Sy da dang cua dich vu gidi tri tai TTTM co
téc dong tich cuc dén trdi nghiém gidi tri ciia khach
hang.

M6 hinh nghién ciru dé xuat

Trai nghiém cua
khach hang

Trai nghiém
cuon hat

Trai nghiém
chirc nang

Trai nghiém
giai tri

- - — —

Hinh 1. M4 hinh nghién ctru dé nghi

3. PHUONG PHAP NGHIEN CUU

Nghién cuu dugc thuc hién qua hai giai doan,
nghién ctru so bg thuc hién phdng van dinh tinh 5
quan 1y TTTM va nhén vién dé hiéu chinh thang
do cho phu hop bdi canh thyc hién dé tai; nghién
ctiu chinh thuc sir dung phuong phép dinh lugng.
Nhu dd phan tich & phan trudc, 3 thang dotrai
nghiém khach hang dugc ké thira c6 hiéu chinh tir
Gilboa va ctg. (2016) [7] bao gom trai nghiém
cudn hit (4 bién), trai nghiém chirc ning (4 bién),
trai nghiém giai tri (4 bién) va dugc hinh thanh
theo theo dang thang do két qua (formative).
Tuong ty thang do cua 5 yéu t6 thu hut
TTTMciing dugc ké thira c6 hiéu chinh tir
Gonzalez-Hernandez va Orozco-Gomez (2012) [5]
thuc hién cho khach hang tai cac TTTM & Mexico
gidng vai bdi canh nghién ciru dé tai, bao gdmyéu
t6 cbt 16i (7 bién), chwong trinh khuyén mai (5

bién), moi truong bén trong (4 bién), dich vu cua
nhan vién (4 bién), su da dang cua dich vu giai tri
(4 bién) theo dang thang do nguyén nhan. Tat ca
cac khai niém déu sir dungthang do Likert tir 1 dén
7 (v6i 1 1a hoan toan khong dong y va 7 1a hoan
toan dong y). Nguoi tra 10i 1 nhitng khach dén
tham quan mua sim tai cic TTTM: AEON Tén
Phu, AEON Binh Tan, Saigon Center
Takashimaya, va Vincom Center Pong Khai. Do
trong md hinh ton tai cac khai niém duoc do dang
két qua va nguyén nhan, nén mé hinh ciu tric
tuyén tinh binh phuong tbi thiéu mot phan (PLS-
SEM) dugc st dung [11] trong phén tich dit ligu.

4. KET QUA NGHIEN CUU

Nghién ctu st dung phuong phap liy mau
thudn tién, thuc hién phong van bang ban cau héi
¢6 chu trac. Phiéu khao sat thu vé 1a 270 phiéu
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nhung do thiéu sot thong tin nén chi c¢6 220 phiéu
khao sat hgp 1édugc sit dung trong phan tich dir

liéu. Thong tin mé ta mau trinh bay & Bang 1.

BANG 1. PAC PIEM MAU KHAO SAT

Giéi tinh Tén s6 Ty 18 (%) Trinh d9 hoc vin Tén s6 T 18 (%)

Nam 122 55,5 < Trung hoc pho thong 26 11,8
Nir 98 44,5 Tir cao ding tré 1én 194 88,2
Do tudi Tén s6 Ty 18 (%) Nghé nghiép Tén s6 T 18 (%)

<18 9 4,1 Hoc sinh/ Sinh vién 58 26,4
18 - 25 116 52,7 Nhan vién van phong 115 52,3
2635 84 38,2 | Doanh nhan/ Nha Quin ly 23 10,5
>35 11 50| Khac 24 10,9
Thu nhip Tén sb Ty 18 (%) Nguoi di cling Tén sb Ty 18 (%)

<5 triéu 62 282 | Giadinh 39 17,7
5—-10 triéu 105 47,7 Ban bé/ Pdng nghiép 158 71,8
10 — 15 trigu 31 14,1 | M#¢t minh 19 8,6
> 15 triéu 22 10,0 | Khac 4 1,8

Qua trinh phén tich dit liéu dugc thyc hién qua
hai giai doan. Giai doan 1 1a kiém dinh thang do va
giai doan hai 1a kiém dinh gia thuyét.

Kiém dinh thang do

Trong qué trinh gan loc thang do, c6 7 bién quan
sat bi x6a vi dugc tai trén nhiéu nhan td, hé sb tai
thap va trong sé thip (d6i véi khai niém duoc do
béng thang do dang két qua). Két qua phan tich mo
hinh dang do cho thdy mé hinh phu hop tét v6i dir
li¢u thu thap khi cac hé s6 khac biét khong trong
s6 (the unweighted least squares discrepancy
(durs), hé sd khac biét khac ngin nhét (the
geodesic discrepancy (dg), hé sb can bac hai cia
sai sd toan phuong trung binh (the standardized
root mean squared residual (SRMR) déu thoa [11].
Cac thong s6 cu thé dugc trinh bay trong Bang 2.

BANG 2. CAC CHI SO PO PHU HOP CUA MO HINH

THANG bO
Hé s6 |Gia tri wée lwgng| Gia tri bootstrap 99%
SRMR 0,0613 0,072
duLs 1,2206 1,6846
dc 0,3730 0,4840

Céc khai niém duoc do dudi dang thang do két
quéa déu hé sb tai tir 0,686 dén 0,900 va c6 hé s6 do
tin cdy tong hop (composite reliability) trong
khoang tir 0,698 dén 0,868, hé¢ s Dijkstra-
Henseler trong khoang 0,703 dén 0,882 va hé sb
cronbach alpha trong khoang tir 0,696 dén 8,60 do
d6 thang do dat dugc do tin cay vi cac hé ) nay
déu sip xi 0,7 tro 1én. Hé s phuong sai trich trung
binh cua cac khai niém nay trong khoang tur 0,538

dén 0,689, nén 16n hon 0,5 nén thang do dat gia tri
hoi tu (Fornel va Larcker, 1981). Dé kiém dinh do
gia tri phan biét, nghién ctru str dung hé ty 1€ tuong
quan Heterotrait-Monotrait (HTMT) va cac hé sb
HTMT trong khoang 0,086 dén 0,432 déu nho hon
0,850 nén thang do dat do gia tri phan biét [11].

Céac khai niém dugc do dudi dang thang do Kkét
qua, trong sb clia cac bién quan sat déu tir 0,145
dén 0,520 nhu vy cac bién quan sat c6 tic dong
trung binh. Hé sé phong dai phuong sai (variance
inflation factor) cao nhat cac bién quan sat 14 2,912
nho hon murc 3,3 khi xem xét hién tuong da cong
tuyén. Do d6 cac hién tugng da cong tuyén khong
phai ¢6 anh huéng [11].

Kiém dinh gid thuyét

Két qua phéan tich md hinh ciu tric cho thiy mo
hinh phu hop véi dir liéu nghién ciru vi cac chi sb
SRMR, duys, dg déu nhé hon két qua bootstrap'
(Bang 3). Két qua kiém dinh cac gia thuyét nghién
ctru dugc trinh bay trong Bang 4 cho thiy co 8 gia
thuyét dugc ung ho va 2 gia thuyét khong duge
ung ho.

BANG 3. CAC CHI SO PO PHU HOP CUA MO HINH

CAU TRUC
H¢ s6 |Gia tri wée lwong | Gia tri bootstrap 99%
SRMR 0,0667 0,0680
duLs 1,4479 1,5008
de 0,3885 0,4664

! k¥ thuat phan tich dua vao nguyén 1y chon miu c¢6 hoan lai
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BANG 4. KET QUA KIEM DPINH GIA THUYET

Gia thuyét H¢ sb beta plifilslfl)e Két qua
Hl | Yéutd cbt 15i - | Trai nghiém cudn hut 0,255 0,001 Ung ho
H2 | Yéutd cbt 15i - | Trai nghiém chtc ning 0,025 0,409 Khéng tng ho
H3 Chuong trinh khuyén méi > | Trai nghiém cubn hut 0,152 0,033 Ung ho
H4 | Chwong trinh khuyén mai > | Trai nghiém giai tri 0,179 0,007 Ung ho
H5 | Mbi truong bén trong > | Trai nghiém cubn hut 0,193 0,009 Ung ho
H6 Mbi truong bén trong - | Trai nghiém giai tri 0,329 0,000 Ung ho
H7 | Dich vu ciia nhan vién - | Trai nghiém cudn hut 0,144 0,029 Ung ho
H8 Dich vu ctia nhan vién - | Trai nghiém chirc nang 0,129 0,0675 Khoéng ung ho
H9 Dich vu nhéan vién - | Trai nghiém giai tri 0,123 0,049 Ung ho
H10 | Sy da dang cua dich vu giai tri - | Trai nghiém giai tri 0,249 0,001 Ung ho

5. THAO LUAN KET QUA

Theo Terblanch (1999) [12] c6 ba loai khach
hang dén TTTM la khach hang dén dé mua sim
(functional shopper), khach hang dén dé giai tri
(recreational shopper) va khach hang dén dé tham
gia cac hoat dong xa hdi (social shopper). Pay la
dic diém riéng c¢6 cia TTTM so voi cac siéu thi
ban 1& va cira hang khac. Két qua nghién ctru co
hai gia thuyét khong dugc tng ho d6 1a tac dong
ciia Yéu td cbt 16i va Dich vu cua nhén vién 1én
Trai nghiém chirc ning cia khach hang. Két qua
nay cho thdy nhom khach hang dén TTTM khong
chi y vao viéc mua sim ma dén dé c6 nhirng trai
nghiém khic. Ngoai ra, miu khao satcho thiy
khéch hang c6 d6 tudi tré (95% dudi 35 tudi) va co
thu nhap khong cao lim (khoang 76% c6 muc thu
nhap dudi 10 triéu dong) nén cac khach hang nay
chii yéu dén TTTM dé giai tri chir khong phai cha
dinh mua sim.

Tam gia thuyét dugc ung hod cho thay nam yéu
td thu hat cuia TTTM duoc xem xét déu cd anh
huong dén trai nghiém cua khach hang va duoc
khach hang danh gia véi mirc tri trung binh (mean)
tr 5,22 dén 5,81 trén thang do 7, trong d6 moi
truong bén trong va sy da dang cua dich vu giai tri
6 gia tri cao nhat. Két qua cho thiy ca 4 yéu tb
xem xét déu co tac dong dang ké dén trai nghiém
cudn hut, 1a trai nghiém ma khach hang thyc hién
mua sim khong cudng lai dugc. Day la trai
nghiém quan trong ma cc nha quan Iy TTTM can
tap trung tao moi trudng/didu kién dé gia ting trai
nghiém nay cho khach hang.

Mot s6 ham § quan tri co thé rit ra tir két qua
nghién ciru nay. Thtr nhit, trai nghiém ciia khach
hang khi dén TTTM thuong tip trung vao trai
nghiém cudn hat va trai nghiém giai tri. Do vy,

khi xay dung/ trién khai cac yéu t6 thu hut/thudc
tinh cho TTTM thi cac nha quan 1y nén can nhic
gia tang cac trai nghiém nay, dic bi¢t la trai
nghiém cudn hut dé gitr chan khach hang & lai lau
hon. Tur d6 ho s& mua sdm va st dung thém nhiéu
dich vu hon. Thir hai, thudc tinh dich vu cua
TTTM khéac véi thudc tinh dich vu cua cac siéu thi
ban 1é nén cac trai nghiém cua khach hang ¢ hai
noi nay ciing s& khac nhau. Do vy can c6 cac hoat
dong tiép thi phii hop dé thu hit hai nhom khach
hang nay.

6. KET LUAN

Tom lai, bai bao da co ban tra 101 duoc cac cau
hoi d& ra. Két qua nghién ciru cho thiy viée xay
dung céac yéu té thu hit cho cac TTTM la can thiét
dé dap mg cac yéu ciu trai nghiém cia khach
hang. Ma céc trai nghiém nay lai xuat phat tir muc
dich/ky vong cuia khach hang khi dén cac TTTM
nén néu khach hang hai 1ong véi cac trai nghiém
nay cé thé ho s& can nhic trd lai TTTM d3 cho ho
¢6 trai nghiém tdt khi ho ¢6 nhu cau.

Tuy da dat dugc muc tiéu dé ra nhung nghién
clru vAn con mot sd han ché can can nhéc khi st
dung két qua. Thir nhit, do sir dung phuong phap
ldy mau thudn tién, chi thyc hién khao sat mot sb
khach hang tai mt s6 TTTM tai TP.HCM nén tinh
dai dién ciia mau chua cao, da phan ngudi tra 10i 1a
gi6i tré va co mirc thu nhap dudi 10 tridu ddng nén
cdn mé& rong thém cho cac ddi twong khac. Thir
hai, trong qua trinh xr Iy dit 1i€u, thang do st dung
tir cac nghién ciru trude bi loai bo bién (11 bién)
trong qua trinh kiém dinh nén c6 thé anh huong
dén do gia tri ndi dung cua thang do. Thir ba,
nghién ctru ndy chua xem xét quan hé giita cac yéu
t6 thu hat cia TTTM va giira cac loai trai nghiém
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ctia khach hang, ddy co thé 1a hudng nghién ciru
tiép theo de tai nay.
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The relationship between customers
experience and mall attractiveness

Abstract - The purpose of this article is to identify impacts of the mall attractiveness on the customer experience in
the retailing industry in Vietnam. The research model is built based on previous research and the empirical research is
conducted to test the research model. The PLS-SEM was employed to analyze the data collected by interviewing 220
respondents with structural questionnaires at several shopping malls in Ho Chi Minh city. The result shows that there
is five mall attractiveness: mall essence, popularity and promotional programs, internal atmosphere, personal service,
recreational options have impacts on seductive experience and social recreation experience.

Keywords - Mall attractiveness, Customer experience, PLS-SEM, Vietnam.



