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Tom tat 
Nghiin ciru ndy dong gop vdo kiin thifc chung ve cdc nhdn to dnh hu&ng den sg- gdn kit 
thucmg hiiu thong qua viic xdy dung vd klem dinh mo hinh cdc nhdn to tdc dgng den su gdn 
kit thuang hieu trong boi cdnh dich vg khdch san luu trii. Trong do. moi quan he giiia trdi 
nghiem. cam kit vd gdn kit duac thdo ludn vd khdm phd. Ben cgnh do. su tham gia thuang 
hiiu v&i vai tro la bien trung gian vd dieu tiet cQng dugc kiem dinh trong nghiin cini ndy. Dua 
tren mot mdu 250 du khdch quoc ti. phuang phdp binh phuang be nhdt rieng phdn (PLS) dugc 
su dung di kiim dinh do tin cay, do gid tri thang do cQng nhu gid thuyet nghien ciru. Ket qud 
cho thdy cdc gid thuyet diu dugc iing hg bai dd lieu. Do do, nghiin ciru co mgt so dong gop 
vi mat ly lugn vd thuc tiin. 

Tir khoa: trai nghiem thuang hieu, cam ket thuong bieu, tham gia thuong hieu, gan ket thuong 
hieu, trung gian va dieu tiet 
Ma JEL:M31,OI4, L84 

The relationship between brand experience, brand commitment and brand engagement: 
The mediating and moderating role of brand Involvement 

Abstract: 
This study contributes to the understanding of the determinants of brand engagement by 
developing and testing a model of factors affecting brand engagement in a hotel sei-vice context. 
In this model, the relationships between brand experience, brand commitment and brand 
engagement are discussed and explored. Also, the role of brand involvement as a mediator 
and a moderator is also tested in this study. Based on a sample of 250 international tourists, 
partial least squares (PLS) is adopted to test the reliability, validity and proposed hypotheses. 
The results demonstrate that all proposed hypotheses are supported. Thus, this study has some 
theoretical and practical implications. 

Keywords. Brand experience, brand commitment, brand involvement, brand engagement. 
mediator and moderator 
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1. Gid-ithi^u 

Sy gin ket vdi thuang hieu (CBE) la mdt khai 
niem da va dang thu hut duoc sy quan tam cua cac 
hpc gia Cling nhu cac nha boat ddng marketing thuc 
tidn (Brodie & cpng su, 2011; Hollebeek & cgng sy, 
2016; Kumar & cpng su, 2017) vi bidn so nay dugc 
cho la se tac dpng tich cue den hieu qua boat dpng 
doanh nghiep (Brodie & cdng sy, 2011, Hollebeek 
& cdng su, 2014; Pansari & Kumar, 2016). Ket qua 
la, mpt vai nghien ciiu da xay dung cac thang do 
ludmg CBE cho cac ITnh vyc khac nhau (Dwivedi, 
2015; Hollebeek & cdng sy, 2014; So & cpng sy, 
2012), tao ra tidm nang cho cac nghien cim tbyc 
nghiem kham pha cac nhan td thiic day CBE (De 
Vries & Carison, 2014; Hollebeek & cdng sy, 2014) 
Uong timg ITnh vuc cu thd. Dii vay, sd lugng ciia 
cac nghien ciru thuc nghiem ve CBE van cdn it va 
dudng nbu chi mang lai nhirng hieu biet ban dau 
ve bidn sd nay (France & cdng sy, 2016; Hollebeek 
& cpng sy, 2014)i]B. Dieu nay tao ra khoang trdng 
trong sy bidu biet ve cac ylu td thiic day CBE, dac 
biet la trong timg ITnh vyc cu the nhu dich vy du lich 
(Chathoth & cpng su, 2014; Chathoth & cdng su, 
2016; France & cpngsy, 2016). 

Trong ITnh vuc nay, CBE Ud thanh thudc do cho 
viec nang cao chat lupng dich vu va gia tang bidu 
qua boat dpng ctia doanh nghiep (Harrigan & cpng 
su, 2017; So & cdng su, 2012; So & cdng sy, 2016). 
IVIdt vai nghien cim tbyc nghiem nham giai thich 
CBE cua du khach vdi cac thuong hieu du lich da 
dugc thye hien (vi dy, Harrigan & cdng sy, 2017; So 
& cpng sy, 2016) nhung phan ldn vin la cac nghidn 
cii'u ly thuyet thao luan va kham pha vai trd quan 
trgng cua CBE trong du lich (vi dy, Chathoth & 
cpng sy, 2014; Chathoth & cdng sy, 2016). Mac dii 
nhiing ket qua nay cd y nghta Uong vide phat Uien 
ly thuyet va cung cap nen tang viing chac cho cac 
nghien cuu tiep theo, tac gia lap tuan rang viec thuc 
hien cac nghien cim thuc nghiem nham thao luan va 
kiem dinh tac ddng ciia eac bien sd den CBE cung 
mang lai nhiing ham y quan trpng \e mat ly thuyet 
va quan tri cho viec nang cao su gan ket vdi thuang 
hieu dich vy du lich (Hollebeek & cpng sy, 2014) 
Vi vay, nghien ciru nay ddng gdp bang viec xay 
dung va kiem djnh mpt md hinh tbyc nghiem mdi 
quan he trai nghiem, sir cam ket va su tham gia den 
CBE trong bdi canh dich vu khiich san luu trii. Cu 
the hon, nghien cim nay kicm dinh tac ddng cua trai 
nghiem ddn sy cam kci va cam ket den CBE dudi tae 
dpng trung gian \a dieu tiet ciia sy tham gia. 

Tuu trung, nghien cim thuc nghiem nay nham 
muc dich lip dly khoang udng kidn thiic lien quan 
cac nhan td tac dpng ddn CBE (De Vries & Carlson, 
2014) trong bdi canh djch vy khach san luu tni. Dd 
kidm dinh gia thuyet de xult, nghien cim ap dung 
PLS-SEM Uen mpt mau gdm 250 du khach quoc te. 
Kdt qua nghien cim dugc ky vgng se mang lai ham 
y ly thuyet va quan tri quan Ugng. 

2. Cff Sff ly thuyet 

2.1. S^gdn ket thuang hieu 

Brodie & cdng su (2011) dinh nghia CBE la uang 
thai tam ly chira dung sg bJ hao va dam md ddi vdi 
mdt thucmg hieu va xuat phat tir siic manh mdi quan 
he giira ngudi tieu diing va thuang hieu do. Bt cd 
the do ludng CBE trong cac bdi canh cu thd, mpt vai 
thang do ludng dupc xay dung va ke thira (Dwivedi, 
2015; France & cpng su, 2016; Hollebeek & cpng 
sy, 2014; So & cpng sy, 2012). Sir dung thang do 
ludng CBE ciia France & cdng su (2016) dd xual, 
nghien cim nay thao luan va kiem dmh mdi quan 
be giiia Uai nghiem (brand experience; Brakus & 
cdng sy, 2009), ehat lugng mdi quan he (sy cam 
kdt - brand commitment; Morgan & Hunt, 1994), sy 
tham gia (brand involvement; Zaichkowsky, 1985) 
va CBE (France & cdng sy, 2016) nham cung cap 
bang chung rang doanh nghiep can hdn tyc thay 
ddi, tir viec gia tang trai nghiem tich cue, ap dyng 
marketing quan he va gid day la thuc day vai trd chii 
ddng ciia khach hang uong vide ddng gdp vao bo^t 
ddng kinb doanh. Han niia vipc kiem djnh cac mdi 
quan he cung giiip xac dinh neu nhu va bang each 
nao nhirng hanh vi tuong tac ciia khach hang vdi 
doanh nghiep gdp phan gia tang bieu qua hoat dpng. 

2.2. Moi quan he giira trdi nghiem, su tham gia, 
su cam ket vd CBE 

Trai nghiem thucmg hieu dugc dinh nghia la phan 
ling ve cam xuc, cam giae, nhan thirc va hanh vi 
dugc hinh thanh bdi nhiing kich thicb Iidn quan den 
thuang hieu nhu thiet ke va nhan dang, ddng gdi, 
truyen thdng va mdi trudng thuang hieu dupc tiep 
thi (Brakus & cdng su. 2009). Trai nghiem ciia du 
khach vdi thucmg hieu khach san cd thd la tich cyc 
va tieu cyc va doanh nghiep ludn mong mudn tao 
ra trai nghiem tich cyc cho nguoi tieu diing (Kumar 
& Pansari, 2016). Trong khi do, sy cam ket ddi viji 
thuang hieu ham y ngudi tidu dung tin ring mdi 
quan he vdi thuang hipu la quan trpng va ximg dang 
nhan dupe sy nd lyc bet minh de duy tri mdi quan 
he nay (Morgan & Hunt. 1994) Cac nghidn cim 
trudc day cho rang trai nghiem tich cgc cd quan h? 
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chat che vdi su hai Idng (Brakus & cpng su, 2009; 
Choi & cpng su, 2017) va tin tudng (Huang, 2017) 
ddi vdi thuang hieu. Sy hai long va tin tudng la hai 
thanh phSn quan trpng ciia chat lugng mdi quan he 
va hai thanh phan nay tac ddng tich cue vdi su cam 
ket ddi vdi thuang bieu (Aurier & N'Goala, 2009; 
Morgan & Hunt, 1994; Steinhoff & cpng su, 2018) 
- thanh phan thii ba cua chat lugng mdi quan he. 
Vi vay, nghien ciiu nay ky vpng rang, trai nghiem 
thuang hieu se cd tac dpng tich cyrc ddn su cam ket 
thuang hieu. 

HI. Trdi nghiem tich cue v&i thuang higu se co 
tdc dgng thudn chieu din su cam ket thuang hiiu. 

Trong nghien cuu ciia minh, MoUen & Wilson 
(2010) cho rang ban chat cua su gan ket vdi thuong 
hieu chinh la sy cam ket ve mat nhan thuc va tinh 
cam ddi vdi mpt mdi quan he tich cue giira ngudi 
tieu diing va thuong hieu dd, Tuong ty, Brodie & 
cpng sy (2011) dinh nghTa CBE la trang thai tam ly 
hinh thanh tir mdi quan he tich cue va mang lai su 
thda man cho ca ngudi tieu dimg va thuong hieu. Ly 
thuyet hinh thanh CBE cua Bowden (2009b) cung 
cho rang su cam ket nhan thuc va tinh cam la tien 
de hinh thanh sy gin ket. Nhu vay, khi ngudi tieu 
dung danh gia cao mdi quan he giQa hp va thuong 
hieu khach san sir dyng, hg se cd khuynh danh nhieu 
no lyc hon cho mdi quan he nay (vi dy, lya chpn 
thuang hieu khach san nay khi du lich; Morgan & 
Hunt, 1994), hinh thanh nhiing mdi lien ket cam xiic 
nhu su tu hao hoac say me (vi dy, truyen mieng, 
khuyen nghi; Pansari & Kumar, 2016) va tir dd hinh 
thanh ndn CBE. Mac dii mdi quan he giira cam ket 
va CBE hlu nhu chua duoc kiem dinh thuc nghiem 
trong boi canh dich vy khach san luu tni, nghien cuu 
nay cho rang moi quan he nay tdn tai va do do, gia 
thuydt rang: 

H2: Su cam kit thirang hiiu co tdc dgng tich cue 
den CBE. 

Su tham gia thuang hieu (Brand Involvement) 
phan anh mirc dp quan tam va cam nhan ve sy thich 
dang cua mpt thucmg hieu dua tren nhu cau, gia tri 
va sd thich (Zaichkowsky, 1985), Brakus & cpng su 
(2009) phan biet giiia trai nghiem thuang hieu va sy 
tham gia thuang bieu. ddng tbdi nhan manh mdi Iidn 
he giua hai bien so nay. Cu the hem, vi Uai nghiem 
thuang hipu tich cue mang lai gia tri cho ngirdi tieu 
diing (Brakus & cpng sy, 2014) bao gdm gia in ben 
trong (inUinsic, vi dy nhu gia trj tidu khien) va ben 
ngoai (extrinsic, vi du nhu gia tri tien ich). Do do, 
trai nghiem thuong hieu eang tich cue se dap irng 

tdt hon nhu cau, gia tri va sd thich cua ngudi tieu 
diing, tir dd dan ddn sy tham gia cang cao. Hon nira, 
theo ly thuyet kich thich - ca the - phan bdi (SOR; 
Mehrabian & Russell, 1974) Uai nghiem tich cyc (S) 
se kich thich ngudi tidu diing se tim hieu, tiep nhan 
va xir ly thdng tin, hinh thanh suy luan va danh gia 
ve thuang hieu (Brakus & cpng sy, 2009), tir dd kich 
thich nhiing phan ung tich cue cita hp ve cam xiic 
va nhan tbiic vdi thuang bieu, bao gdm sy tham gia 
thucmg hieu (O). Do dd, nghien cihi nay gia thuydt: 

H3. Trdi nghiim tich cue v&i thuang hieu co tdc 
dgng thudn chieu din su tham gia ihuang hieu. 

Cac nghidn ciiu trudc day lap luan rang sy tham 
gia thucmg hieu cua ngudi tieu dimg se thuc day 
su cam ket ve mat tam ly ciia ngudi tieu diing vdi 
thuong hieu dd (Bowden, 2009a va 2009b). Mdi 
quan he giu'a sy tham gia va su cam kdt thuong hieu 
dupc ung hp ca ve mat hpc thuat va thye tien bdi md 
hinh su tham gia - sy cam kdt (Beatty & cpng sy, 
1988) va ly thuyet SOR. Tucmg tu, Warrington & 
Shim (2000) cung chiing minh mdi quan he duong 
giiia su tham gia va sy cam kdt ddi vdi thuong hieu. 
Tir cac lap luan tren, nghien ctiu nay dua ra gia 
thuyet; 

H4: Su tham gia thuang hiiu co tdc dgng tich cue 
din su cam ket thuang hieu. 

Cac md hinh ly thuydt hudng den viec giai thich 
CBE deu cho rang sy tham gia thuong hieu la tien 
de quan trpng ciia bien sd nay (Bowden, 2009b; De 
Vries & Carlson, 2014; Dwivedi, 2015; Hollebeek 
& cdng su, 2014). Ly thuydt SOR (Mehrabian & 
Russell, 1974) gpi y ring su tham gia (O) se cd tac 
dpng den sy gin ket (R). Didu nay ham y rang, sd 
thich va sy thich dang cam nhan la dieu kien can 
thidt cho CBE (Bowden, 2009b). Ndi each khac, sy 
tham gia thuang hieu se kich thich su cam ket ve 
mat tam ly. tir dd tao ra sy gan ket vdi thucmg hieu 
dd (Bowden, 2009a). Nghien ciru ciia Hollebeek & 
cpng su (2014) la mdt trong nhiing nghien ciiu tbyc 
nghiem dlu tien chiing minh su tham gia thuang 
hieu CO tac dpng ddn CBE Uong bdi canh truydn 
thdng xa hpi. Tucmg tu. kdt qua nghien ciru ciia 
De Vries & Carison (2014) cung cho thiy ring sy 
tham gia thuang hieu la tien de ciia CBE ciia trang 
Facebook. Gin day ban. Dwivedi (2015) thao luan 
va kidm dinh tac ddng ciia su tham gia den CBE. Vi 
vay, nghien ciiu nay ky vpng rang su quan tam ciia 
ngudi tieu dimg doi vdi thuang hieu se cd tac dpng 
tich cue den CBE. 

H5: Sir tham gia thuang hiiu co lac dong tich cue 
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den CBE. 

2.3. Vai tro trung gian vd diiu tiit ciia su tham 
gia thuang hifu 

Tir khia cjinh ly thuyet SOR (Mehrabian & 
Russell, 1974), Uai nghiem tich cue cd xem la kich 
thich tit thucmg bieu den ngudi tidu diing (Brakus & 
cpng su, 2009), trong khi su tham gia la su thay ddi 
vd mat cam xiic va nhan thiic ben Uong ngudi tieu 
diing (Zaichkowsky, 1985), tit do hinh thanh khuynh 
hudng hanh vi the hien qua sy gan ket (Bowden, 
2009b; Pansari & Kumar, 2016). Vi vay, nghien ciiu 
nay ky vpng rang su tham gia se ddng vai Ud trung 
gian truydn tai tac ddng cua trai nghiem ddn sy gan 
ket. Gia thuyet nay phii hpp vdi ly thuydt hinh thanh 
CBE ciia Pansari & Kumar (2016) va Kumar & cdng 
su (2017), trong do, trai nghiem se cd tac ddng ldn 
chat lupng moi quan he, tir do tac ddng ddn CBE. 
Vi vay; 

H6: Su tham gia ihuang hieu dong vai tro tmng 
gian chuyen tiep tdc dgng tir trdi nghiem tich cue 
den CBE. 

Nghien ciiu nay de xuat rang su tham gia thuang 
hieu cd tac dpng dieu tidt am den mdi quan he giira 
sy cam ket va CBE. Dieu nay ham y rang khi su 
tham gia thuang hieu cang ldn, tac ddng ciia su cam 
ket den CBE cd khuynh hudng yeu di. Ly do la vi 

ngudi tidu dimg cang tbam gia cao vdi thuang hipu 
thi ky vpng cua hp ve thucmg hieu dd se tang. Khi 
ky vgng thuang hieu tang, hg se cd khuynh budng 
quan tam den nhieu ban den cac khia c^nh khac cua 
thuang bieu nhu chit lupng, tinh tuang tac hay tinh 
tuang hgp. Vi cac khia canh nay eua thuang hieu 
ciing cd tac ddng den su gan ket (France & cpng su. 
2016), ngudi tidu dimg se it nhay cam hon vai su 
cam ket thuang bieu. Ndi each khac, nhirng ngudi 
tidu diing cd su tham gia cao vdi thucmg hieu thi 
tac dpng cua su cam kdt den sy gan ket se yeu hon 
khi so sanh vdi nhiing ngudi tieu dimg cd su tham 
gia thip (Anderson, 1994). Han niia, khi ngudi tieu 
diing cd miic dp tham gia cao vdi hieu, bp se danh 
nhieu thdi gian va cdng siic dd tim hieu cbi tiet ve 
thuong hieu. Do dd, hp se nhay cam hon vdi cac van 
de cua thuang bieu, vi dy nhu trach nhiem thuang 
hieu vdi cdng ddng. Khi do, cho dii sy cam kdt cd 
cao, sy gan ket cua hg vdi thuang hieu cung se thap 
hem so vdi nhirng ngudi tieu dung khdng cd mite dp 
tham gia cao (Anderson, 1994), Do dd: 

H7: Tham gia thuang hieu co tdc dgng dieu tiet 
dm den moi quan he giira su cam kit thuong hi'^u 
vd CBE. 

3. Phutfng phap nghien cihi 

3.1. Thang do lu&ng 

Hinh 1: Mo hinh va gia thuyet nghien cuu 

— • Sy gan kel 

Mo hinh cau (rue b^c hai dpng 
phan anh - phan anh 

•>• Tac dpng tryc ti6p — • —*• Tac dpng dicu tiei - + • 1.1̂  dpng gian ticp 
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Dac diem 

Gidi tinh 
Nam 

Bangl : Dac diem mau thu thap 

So l i r^g 

112 

138 

Phan trSm 

44,8 

55,2 

Til 15 den 29 

Tu 30 djn 44 

Til 45 den 59 

Tren 60 

62 

112 

59 

17 

24,8 

44,8 

23,6 

6,8 

Tinh trang hon nhan 

Dpc than 

Da ket hon 

Khac 

65 

118 

67 

26,0 

47,2 

26,8 

Trinh do hpc van 

Bang cu nhan tra xuong 

Thae sT 

Tien Sl 

112 

117 

21 

44,8 

46,8 

8,4 

Nghe nghiep 

Hpc sinh, sinh vien 

Nhan vien 

Noi tra 

Giao vien 

Doanh nhan 

BacsT 

Khac 

58 

83 

7 

23 

41 

2 

36 

23,2 

33,2 

2,8 

9,2 

16,4 

0,8 

14,4 

Thang do luong cac cau triic khai niem trong 
nghien cuu dugc ke thira tir cac nghien cuu truoc 
day. Cu th6 hon, trai nghiem thuong hieu la cau triic 
bac hai dang phan anh - phan anh co thang do dugc 
k6 thira va hieu chinh d6 phan anh trai nghiem tich 
cue theo ggi y ciia Brakus & cpng su (2009). Thang 
do luong su cam ket thucmg hieu dugc sir dung tir 
nghien ciru ciia Eisingerich & Rubera (2010). Nam 
muc hoi do luong su tham gia Ihuang hieu dugc ke 
thira tir nghien ciiu cua De Vries & Carlson (2014) 
va cu6i ciing, bay muc hoi do luong su gan ket 
thugng hieu dugc ke thira tir nghien ciru ctia France 
& cgng su (2016). 

3.2. Dii- lieu nghien ciru 

Nghien ciru nay tap trung vao cam nhan ctia du 
khach qu6c ta vS trai nghiem, su cam ket, sir tham 
gia va su gSn ket doi vai dich vu khach san luu trii. 
Qua trinh thu thjp mlu dien ra tir thang 03/2019 d6n 
thang 04/2019, Qua trinh thu mau dien ra tai trung 
tam thanh pha Nha Trang, noi tap trung nhiju du 
khach quoc tS nhu duong Tran Phil, duang Nguyin 

Thien Thuat, Hiing Vuong, Biet Thu, Tran Quang 
Khai. 

Phuang phap thu mau thuan tien dugc ap dung. 
Nhirng du khach ddng y tham gia khao sat se dupc 
phat mpt biin cimg cau hpi va tra loi theo phuong 
phap thu mau ttr quan ly trpng vong toi da 15 phut. 
D6i tugng thu mlu la du khach den tir Chau Au 
(Anh, Phap), My, Uc va Chau A (Trung Quoc) dSn 
nghi duang tai Nha Trang hong thoi gian tren. Qua 
trinh thu mlu dien ra tuong doi thuan lgi voi du 
khach Chau Au, My va Uc trong khi du khach Chau 
A CO ti le d6ng y tham gia khao sat duang nhu thap 
han. Ly do CO the lii hp cp tam ly e ngai tiet tp thpng 
tin ca nhan mac dii ngutri phong van da cam ket giir 
kin thpng tin va chi sir dung cac thong tin thu thap 
chp muc dich hgc thuat. Sau khi sang Ipc ket qua thu 
thap, mgt mlu co co 250 du khach quoc te dupc sir 
dung trong cac phan tich tiep theo. Dac diem mau 
thu thap dugc mo ta trpng bang 1. 

4. Ket qua nghien cihi 

4.1. Kiim ajiili Ihang to: Bo lin cay va il(} gid Iri 

se 277thdng 7/2020 kliililr.J'liiilliii'n 



Bang 2: Thang do, dg tin cay va do gia trj 

Cautn 

0,dc^, 

Jc k l i j i ni^m v 

•an (GQ) 

imvc hoi FL CR 
0.92 

A\'E 

0,80 

Thuong hi^u khach s^n nay gay an tirpng lich ci;c cho thj giac va cic giac quan khac 

Thirang hi^u khach s^ nay kich thich iich circ cac giac quan cua toi 

Thuong hi?u khach sgn nay khong co sv thu hiif tich cue cac giac quan cua toi'"' 

Tmh Cl UTC) 

Thucmg hicu khach s ^ n^y dem lai s^ da cam tich cî c 

Toi khong c6 cam \uc hch c r̂c voi thuong hi^u khach ss 

Thirong hi^u kh^h sgn nay tnang lai nhieu cam xuc tich 

Hanh VI (HV) 

Toi Iham gia tihieu hoat dpng the chat (ich cî c khi o khach 'Un niy 

Khach san nay mang d8n vi^c trai nghiam tich c ^ cho hoat d^ng the chit 

Khach san nay khong khuyan khich cac hogt dgng the chit tich c\fc'"' 

Tri lu? (TT) 

Toi suy nghi tich cue ve thuong liieu khach san niy 

Thuong hi^u khach san nay khong khien loi suy nghi tich cue '"' 

Thirong hi;u khdch san nay kich thich sy to mo va tri tuf m9l each lich cyc 

Cam kel Ihirang hmi (CC) 

Toi cam thay minh tmng thanh vt 1 thuong hi^u khach san nay 

I nay kho dat cho hon eac thuong hieu khac, ti 

Toi sin long no l̂ ĉ nhieu hon de van la khich hing cua thuong h i ^ khach sgn niy 

Toi se khong sir dyng thuong hj?u khach s^n nay Irong tuong t a i ' " 

Tham gia ihinmg lii0u (TG) 

Thuong hi^u khach sgn nay co y nghia iii nhi6u voi toi 

Thirong hi?u khach sgn nay day y nghia i oi loi 

Ooi vdi ca nlian toi, thirong hi^u khach sgn niy rai quan tr^ng 

TOI quan tam den thuong hi^u khich san nay 

Toi b| thu hill boi Ihuong hi^u khich s^n nay 

Can kel ihuong hifu (CC) 

Kill sir d\ing Ihumig hieu khich b ^ nay. liii thuc sir cam [hay gan kc 

T6i say me thuong hieu khicli s^n nay 

Toi cam giac minh thugc v£ Ihuong hieu khich s^n niy 

Toi c6 sy nhi^t tinh doi v6] Ihuong hieu khach sgn niy 

Khi sir dijng Ihuong hifu khich san nay. tim tn loi chi tap tning vi 
diln ra voi Ihuong hi^u 

Khi lircnig tac voi thuong hiju khach san nay. loi tgp trung hoan loir 

Toi la ni^l khach hang trung lhanh ctia thuong hieu khach s^n nay 

1 nhung gi dang 
0.68 

tao thuong hi^u 0,87 

Trat ngliiem ihiimtg hifu 

Giac quan 

Tinh cam 

Hanh vi 

ChUhu:'' m c(Jv long h(/p: A VE phuang sai tnch. 
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Bang 3: Tncmg quan giira cac cau true khai niem 

l.Giacquan 

2.Tinh cam 

3.Hanh vi 

4.Tri tue 

S.Cam ket 

6.Thani gia 

7.GSn kk 

S.Trai nghiem 

0,90 

0,64 

0,57 

0,60 

0,63 

0,72 

0,64 

0,89 

0,83 

0,62 

0,52 

0,57 

0,60 

0,60 

0,86 

0,78 

0,42 

0,50 

0,50 

0,53 

0,78 

0,71 

0,42 

0,58 

0,48 

0,73 

0,82 

0,68 

0,74 

0,66 

0,87 

0,79 

0,74 

0,83 

0,70 

Ghi chu: Cdn bdc hai cua phuang sai trich nam tren du&ng eheo chinh. 

Ket qua kiem dinh thang do cho thay cac thang 
do deu dat dp nhdt quan npi tai (dp tin cay tong hop 
cua cac thang do d6u > 0,7), Dong thcri, hau het cac 
he so tai nhan so deu > 0,7 va phuong sai trich deu 
Icm han 0,5. Do do, cac thang do de xuat dat dugc 
dp gia tri hgi tu. 

Ket qua phan tich cho thay AVE cua mot cau true 
khai niem deu Ion hem tucmg quan cua cau tnic khai 
niem do vai cac cau tnic khai niem con lai trong mo 
hinh. Do do, cac cau true khai niem dat dugc do gia 
trj phan biet (xem bang 3). 

4.2. Kiim djnh gid thuyet nghien ciru 

He so VIF cua cac cau true khai niem deu < 3 
cho thay hien tugng da cpng tuyen khong ton tai. 
Ket qua R- va Q- cho thay mo hinh cau true co chat 
lugng tot. 

Kiem dinh tac dpng tryc tiep: Ket qua cho 
thay cac tac dpng true tiep trong mo hinh nghien 
cuu deu dugc iing hg bai dir lieu. Cu the hon, trai 
nghiem thuang hieu co tac dpng co y nghTa den cam 
k6t thuang hieu (P = 0,34; p < 0,001), va cam kat 
thuang hieu co tac dpng tich cue den su gan ket 
thuang hieu (p = 0,33; p < 0,001). Ket qua ciing cho 
thay trai nghiem thuang hieu co tac dong den su 
tham gia thuang hieu (p = 0,70; p < 0,001) va tham 
gia thucmg hieu co tac dpng tich circ den su cam ket 
thuang hieu (p = 0,43; p < 0,00f) va gSn k^t thucmg 
hieu (p = 0,50; p< 0,001). 

Kiem dinh tdc dSng trung gian: Theo Hair & 
cgng su (2017). dieu kien can va dii de su tham 
gia dong vai tro trung gian giiia trai nghiem va gan 
ket (p^ CO y nghTa) la cac tac dgng thanh phan (P, 
va p,) phai co y nghia va tich so ciia cac tac dpng 
thanh phin (P,*Ps) phai co y nghia. Han nira, thu tuc 
bootstrap can dugc sii dung de kiem dinh khoang gia 

tri cua tac dgng trung gian. Cac ky thuat deu dugc 
tich hgp trong phan mem SmartPLS va ket qua tinh 
toan ciing dugc sii dung tir phan mem nay. Ket qua 
kiem dinh cho thay trai nghiem co tac dpng gian tiep 
CO y nghia den su gan ket thong qua su tham gia (P 
= 0,11; p <0,01). Do do, gia thuyet H6 dugc iing hg 
boi dii lieu, 

Kiem djnh tac dong diSu tiet: 

Ket qua kiem dinh cho thay sir tham gia thucmg 
hieu CO tac dpng dieu tiet am den moi quan h^ giiia 
su cam ket va su gan ket thuang hieu (p = 0,11; p < 
0,01). Nhu vay, su tham gia lam suy yeu moi quan 
he thuan chieu giiia sir cam ket va su gan ket. 

Cac he so duang dan co y nghia a miic 5% dugc 
kiem dmh lai thong qua thii tuc bootstrap. Ket qua 
cho thay cac he so nay deu khac 0. Nhu vay, c6 the 
ket luan ket qua kiem dinh gia thuyet la dang tin cay. 

4.3. Thdo ludn 

Nghien ciiu nay thao luan va kiem dinh moi lien 
he giiia trai nghiem, cam ket, tham gia va gan ket 
trong boi canh dich via khach san luu tni. Ket qua 
nghien ciiu cho thay cac moi quan he deu c6 y nghTa. 
Vi vay, nghien ciiu co mgt so ham y ly thuyet, 

Trai nghiem thucmg hieu co tac dpng manh den su 
cam kSt thuang hieu. Nhu vay, c6 the ket luan rang, 
trai nghiem thuang hieu la tien de ciia chat luang 
m6i quan he giiia nguai tieu diing va thuang hieu. 
Ket qua nay phu hpp voi cac ham y ly thuyet trong 
cac nghien cim truoc day, rang trai nghiem thuong 
hieu CO tac dgng manh den hai long va su tin tudng 
(Brakus & cpng sir, 2009; Choi & cpng su, 2017; 
Huang, 2017); hai bien so nay ciing vai cam kel la 
ba thanh phin ciia chat lugng moi quan he va do do, 
trai nghiem thucmg hieu dugc ky vgng se c6 tac dpng 
den su cam ket. Ben canh do, trai nghiem thuang 
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fiu-tfng dan 

Bang 4: Ket qua kiem dinh cac giai thuyet nghien cuu 

Gia - '̂̂  tiinh nghien cihi 
thuyet Std. p r-value Bootstrap 

- VIF Ket luan 

Tdc dgng trfrc tiep 

Trai nghiem — Cam ket 

Cam kk — G5n kk 

Trai nghiem — Tham gia 

Tham gia — Cam k^t 

Tham gia — Gan ket 

Tdc dgng trung gian 

Trai nghiem — Tham gia — Gin kSt 

Tdc dgng dieu tiet 

Tham gia*Cam ket — Gan kk 

Ung hg 

Ong hg 

Unghp 

Unghp 

Unghp 

H6 (p6) 0,11 2,74** [0,05; 0,20] Ung hp 

H7(p7) -0,13 2,28* [-0,23;-0,02] 1,45 Ung hO 

HI (pi) 0,34 4,01*** [0,17; 0,50] 2,18 

H2 (p2) 0,33 5,41*** [0,21; 0,45] 2,08 

H3 (p3) 0,70 20,24*** [0,65; 0,80] 1,00 

H4(p4) 0,43 5.53*** [0,28,0,59] 2,18 

H5 (ps) 0,50 7,08*** [0,37,0,64] 1,94 

Dp lan tac dpng (f) 

Stone-Geisser's Q^ 

R'Ganke<=0,71 

f'Trai nghifm - Cam Hi= 0 , 1 1 , f'Cam k l̂ - Can kit = 0 ,1 8 ; 

f~Tnii ngliiem - Tham gia = 1 .18 ; f Thom gifl - Cam kel = 0 , 1 8 ; 

f^Tham gia - Oin kit = 0 , 4 4 ; f̂ Thom gia'Cam kk - Gin ket = 0 , 0 5 

Q^G^kC-t = 0 , 4 5 

hieu cung c6 tac dgng den su tham gia thuang hieu. 
Ket qua nghien ciiu ciing c6 sir tucmg dong vai cac 
lap luan truac day rang trai nghiem va tham gia 
thuong hieu la hai khai niem dgc lap nhumg co lien 
he chat che (Brakus & cgng su, 2009). Ly do la vi 
trai nghiem kich thich kha nang xir ly thong tin, hinh 
thanh tinh cam tich cue va sir tham gia thuang hieu 
(Brakus & cpng sir, 2014), Ket qua nghien cuu nhan 
manh sir quan trpng ciia viec gia tang trai nghiem 
ngucri tieu diing nham gia tang chat lugng moi quan 
he va su tham gia ciia nguai tieu dimg vao qua trinh 
tao dung gia tri thuang hieu. 

Nhu ky vgng, su cam ket co tac dgng manh den 
sir gan ket thuang hieu, cho thay rang chat lugng 
moi quan he co vai tro quan trpng doi vai sir hinh 
thanh va ciing co sir gan ket thuang hieu. Ket qua 
nghien ciiu phii hgp vai cac nghien ciiu truac day 
ve moi quan he giira hai bien so nay (De Vries & 
Carlson, 2014; Dwivedi, 2015; Hollebeek & cpng 
sir, 2014). Su cam ket la hinh thiic cao nhat cita chat 
lugng moi quan he, hinh thanh tir sir hai long va tin 
tuong. Do do, su hai long va tin tuang co the gop 
phan hinh thanh su gan ket. Ket qua goi y rang cac 
nghien ciiu trong tuang lai nen c6 the kiem dinh cac 
tac dpng tren thong qua \ lec tich hop hai thanh phan 
con lai ciia chat lugng moi quan he (hai long, tin 

tucmg) vao mo hinh giai thich sir gan ket. 

Ket qua nghien cuu cho thay vai tro phirc tap ciia 
su tham gia trong viec giai thich su gan ket thuang 
hieu. Su tham gia khong chi la tien de true tiep ciia 
sir gin ket ma la trung gian cho su tac dgng ciia trai 
nghiem den su gan ket, dong thdi la bien so dieu tiet 
am tac dgng ciia su cam ket va sir gan ket. Nghien 
ciiu nay xem xet dong thdi tac dong gian tiep va dieu 
tiet ciia su tham gia den su gan ket va do do, hinh 
thanh mgt biic tranh hoan chinh hon ve cac nhan to 
tac dgng den su gan ket. Cac nghien ciiu nen tuang 
lai nen kham pha va kiem dinh vai trd trung gian va 
dieu tiet ciia cac bien sd khac (vi du, sir tuang thich 
thuang hieu) trong qua trinh hinh thanh su gan ket. 

5. Kk luan 

5.1. Kit lugn 

Nghien ciiu nham xay dung va kiem dinh mgt mo 
hinh thuc nghiem kham pha cac nhan td tac dpng 
den SLT gin k6t thucmg hieu dira tren cac md hinh 
quan mem trudc day ve sir gan ket va cac lien de 
quan trpng ciia bien so nay. Cu the han, md hinh 
dugc xay dimg d\ra tren nghien ciiu cua Bowdea 
(2009b), Pansari & Kumar (2016) va Kumar & cpng 
su (2017), trong dd, trai nghiem thuang hi?u se cd 
tac dgng tich cue den su cam kei thucmg hi?u va cam 

Sd 277 thdng 7/2020 kinbleAltriî ii 



ket thucmg hi$u se cd tac ddng d6n gin kk thucmg 
hieu. Ben canh do, su tham gia thucmg hi^u ddng vai 
trd la bien trung gian giiia trai nghiem thucmg hieu 
va gan ket thuang hieu, dong thdi la bien diSu tiet 
moi quan he giQ-a cam ket thuang hieu va gin k6t 
thuang hieu. Nghien ciiu dinh lugng dugc tien hanh 
dira Iren viec thu thap mlu tu quan ly. Ket qua ki6m 
dinh cho thay cac gia thuyet deu dugc img hp v§ mat 
dii lieu. Do do, nghien ciru cd mdt sd ddng gdp ve 
mat hgc thuat va thuc tien. 

5.2. Hdm y qudn tri 

Ket qua nghien ciiu cho thay trai nghiem thuang 
hieu cd tac dgng manh den chat lugng mdi quan he 
va sir tham gia thuong hieu va ca hai bien s6 nay 
deu la tien de quan trpng cua sir gan kel thuang 
hieu. Do dd, nha quan tri thuang hieu can cd chien 
luge marketing gia lang trai nghiem lich cue doi 
vdi thucmg hieu ciia minh. Han niia, bdn thanh 
phan cua trai nghiem thuang hieu gom giac quan, 
tinh cam, hanh vi, tri tue cd the dugc kich hoat theo 
nhirng each khac nhau ddi vdi cac thuang hieu khac 
nhau (Brakus & cgng su, 2009). Vi vay, chien luge 
marketing can dugc xay dung mdt each phii hgp 
vdi dac diem cua thuong hieu, tir dd kich boat trai 
nghiem ciia ngudi tieu dimg hieu qua nhat. Vi du, 
thuang hieu khach san cd the cd lien quan nhieu den 
khia canh giac quan va tinh cam nhieu hon so vdi 
hai thanh phan cdn lai. Do dd, ngudi quan tri thuong 
hieu khach san cd the xay dung slogan nhieu cam 
xiic, kich thich tinh cam ciia ngudi tieu diing, Hoac, 
ngudi quan tri cd the su dung hinh anh, am thanh, 
phim anh ve thiet k6 npi - ngoai that dep mat, thu hiit 
giac quan ciia ngudi tieu dimg. 

Trong nghien ciiu nay, su cam ket dugc chiing 
minh lien de quan trpng ciia gin kk thuang hieu. 
Nhu vay, ngudi quan tri thuang hieu can cd chi6n 
luge marketing thtic day cac thanh phin ciia chat 
lugng mdi quan he, dac biet la su cam ket. D6 lam 
dugc dieu nay, hg cd tha gia tang hai thanh phan 
quan Irgng khac ciia chat lupng moi quan he la hai 
ldng va su tin tudng doi vdi thuang hieu. Gin day, 
mgt so nghien cim tap trung vao viec thi6t ke dich 
vu nham gia lang chat lugng mdi quan he vdi khach 
hang (Steinhoff & cdng su, 2018). Dua vao nhihig 
ket qua nghien cim tren, nha quan In thucmg hieu cd 
the ap dung phucmg phap tuong tu trong viec xay 
dung chien luge cung cap san pham dich vu, 

Cudi ciing, su tham gia cd ddng vai trd la trung 
gian lac dgng ciia trai nghiem d8n su gan kel, vira 
la tien de ciia sy gan ket cho thay vai trd quan trpng 
cita bien sd nay trong viec gia lang sy gan ket giira 
ngudi lieu diing va thuong hieu. BB gia tang su tham 
gia ciia ngudi lieu dimg, nha quan tri thucmg hieu 
can biet ro sd thich va gia tri ma hg quan tam; va 
xay dung chien luge marketing nhan manh vao vi?c 
thucmg hieu cd the thda man sd thich va dap irng cac 
gia trj ma hg mong mudn. Ciing can luu y rang, su 
tham gia lam suy yeu mdi quan he giira sy cam ket 
va sy gan ket thucmg hieu, Mac dii khdng ldn, tac 
dgng nay vin co the cd nhiing anh hudng nhat dinh 
len chien luge marketing ciia nha quan trj thuang 
hieu. Vi vay, sy tac ddng nay can dupc lupng hda cu 
the trong timg chien lupc marketing nham giitp cho 
viec gia tang sy cam ket va sy tham gia cd dugc lac 
ddng ldn nhat den sy gan kel 
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