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Tom tit: Nghién ciru dueoc thuc hién dé xdc dinh sw anh hwong cia mét sé yéu to tac dong dén
gia tri cam nhdn cua khach hang trong giao dich cung #ng vdt tur thuéc cac doanh nghiép kinh doanh
vt ligu xdy dung tai Thanh phé Ho Chi Minh (TP.HCM). Bang viéc thu thdp diF liéu dwa vao viéc
khao sat véi doi tirong dwoc khao sat 1a cac khach hang mua vt fe xdy dung cia cac doanh nghiép
vt liéu xay dung tai TP.HCM. D lidu sau thu thdp (212 phiéu khdo sdt) da dwoc m ta thong ké, két
qud vé kiém dinh cdc thang do cuia nhiing khai niém nghién cizu véi viée danh gid dg tin cdy Cronbach
Alpha, phan tich nhan té kham pha (EFA) va kiém dinh su phit hop trong md hinh nghién cuu. Két qua
the hi¢n 05 yéu to tdc dong cé ¥ nghia théng ké dén gia tri cam nhdn cia khach hang, bao gom (sap
Xep yéu té ¢é tdc dong tir nhiéu den thdp theo thi tw): Nang liec nhan vién, gia cd vdt tu, gid tri Xa héi,
gia tri cam xdc, va vdt tr cung cap

Tar khoa: Gia tri cam nhdn, cung ing vdt tu, vdt ligu xay dung.

Ma phén logi: 11.3

Abstract: The study was performed to assess the impact of the components on perceived value
with materials trading service at constructive companies: A case study at Ho Chi Minh City (Vietnam)
(the impacts are statistically significant on perceived value). The data were collected from customer’s
opinions to measure customer’s perceived value who buy materials of constructing at constructive
companies (HCM city). This sample consisted of 212 questionnaires; Cronbach’s Alpha, Exploratory
Factor Analysis methods were used in the research. After that, checking the suitability of research
modeling. The results show that 05 components affect to customer’s perceived value, including (from
high to low): staff’s proficiency, price of materials, performance assessment, social value, emotional
value, and building materials.

Keywords: Constructive companies, Perceived value, Materials trading.
Classification code: 11.3

1. Giédi thiéu

Trong thoi dai canh tranh gy gét cua
nén kinh té thi truong, khéch hang luén la
yéu t quan trong véi sy ton tai va ting
treong cua cac doanh nghiép, trong d6 co
nhitng doanh nghi¢p kinh doanh vat liéu xay
dung tai TP.HCM. Cung véi xu hudng hoi
nhap, su canh tranh gitra cdc doanh nghiép
vat liéu xay dung cang tro nén manh mé va
quyet lit. Bé c6 thé dap tng nhitng yéu
cau/nhu cau cua khach hang mot cach hiéu
qua nhit, cac doanh nghiép vat liéu xay dung
lién tuc cai tién va nang cao chat luong san
pham/dich vu cia doanh nghiép cung @ng.
cung véi d6 1a viéc khdng nging tim hiéu,

nam bit, cap nhat thi hiéu va dap ung nhu
cau cua khach hang bai tam Iy khach hang
ngiy nay c6 xu huéng tim kiém san pham,
dich vu c6 chat luong, vuot qua mac gia ma
khéch hang da tra cho mot san pham/dich vu
dé doanh nghiép lién tuc thich ung, diéu
chinh phd hop véi hoan canh thyc té cua
doanh nghiép. V& lau dai, gia tri cam nhan
cua khach hang trong giao dich cung ung vat
tu cua doanh nghiép vat liéu xay dung sé la
yéu té rat quan trong trong viéc tiép tuc duy
tri thvong mai véi nén khach hang trudc do
va gia tang lwong khach hang tiém ning mai.

Pung trudc yéu cau canh tranh dé duy tri
hoat dong kinh doanh va tang truong, tao su
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chd y, gitr chan khach hang, viéc tac dong
dén su cam nhan cua khach hang la mét
trong nhiing yéu t6 quan trong nham thic
day qua trinh khach hang ra quyét dinh giao
dich cung ng vat tu cta cac doanh nghiép
vat liéu xay dung, gilp ho chudng giao dich
mua hang va&i doanh nghiép hon. Véi céac
doanh nghiép kinh doanh vat liéu xay dung
tai TP.HCM thi viéc c6 thé danh gia vé gia tri
cam nhan cua khach hang van chua c6 mot
tiéu chi cu thé.

Nghién cttu gop phan 1am r van dé trén
va tir cac két qua cua nghién ctru duoc trinh
bay s& gilp cho nhitng nha quan tri cua
doanh nghiép vat licu xay dung thiy ré mot
s6 yéu tb tac dong dén gia tri cam nhan cua
khach hang. Tur do, viéc tim kiém, dua ra cac
ham y trong quan tri gilp nang cao gia tri
cam nhan cua khach hang trong giao dich
cung tng vat tu duoc cung cp bai cac doanh
nghiép vat liéu xay dung tai TP.HCM.

2. Ly thuyét nghién ciu gia tri cam
nhan caa khach hang

Vao cudi thé ky XX, ¢6 nhiéu dinh nghia
chinh xac hon vé gié tri cam nhan caa khach
hang nhu viéc phan tich, danh gia tong thé
cuia nguoi tiéu ding vé tién ich caa mot san
pham hoic dich vu dya vao nhan thuc cua ho
qua nhting gi nhan dugc va nhitng gi khach
hang phai bo ra (Zeithaml, 1988). Pén nim
1997, tac gia Woodruff cung cap mot dinh
nghia chinh thac vé gi4 tri cam nhan cua
khach hang: “Gia tri cam nhdn do la su yéu
thich, cam nhdn va danh gia cua khach hang
vé nhitng dac tinh cia san pham, si thé hién
cia dac tinh va nhing két qua dat duoc
(hodac hdu qua phat sinh) tur viéc su dung do
tao diéu kién thudn loi dat dwroc muc tidu va
Muc dich cua khach hang trong ting truong
hop si dung” [18].

Vi Sanchez va cong su (2006): “Gia tri
cam nhdn la luén thay doi, ¢ sir khdc nhau
gitta cdc khach hang, van héa va thoi gian”.
Ngay nay, nhitng tac gia khac da dua ra
nhiéu dinh nghia vé gia tri cam nhan cua
khach hang

Songailiene va cong su (2011), gia tri
cam nhan cuaa khach hang c6 tinh c& nhan va
chu quan; né lién quan dén su danh doi gita

nhitng gi nhan dwoc tir viéc mua san pham
hoac dich vu va nhirng gi do khach hang bo
ra (nhu 14 chi phi vé tai chinh, chi phi vé thoi
gian).

Gia tri cam nhan cta khach hang dugc
xac dinh 1a gi4 tri duoc tao nén boi méi quan
hé gitra khach hang va nha cung cép
(Hanninen & Karjaluoto, 2017).

3. Phwong phap nghién ciru

3.1. Céac gia thuyét nghién ciru

Gia ca vat tu (PM)

Theo céc nghién ctu trude, két qua dua
ra cho biét gi4 ca co tac dong tich cuc dén gia
tri cam nhan cua khach hang (Sweeney,
2001), (Thielemann va cong su, 2018),
(Zanon va cong su, 2019), (Rahi va Ishaq,
2020). Gia la gia ca mang tinh tién té, yéu t6
gia ca tién té duoc do ludng theo hudng gia
ca do co tuong xung véi san pham cua céc
doanh nghiép vat liéu x&y dung nhan duoc
khi cung tng vat tu cho khach hang. Diéu dé
c6 nghia gia ca tién té duoc khach hang cam
nhan khi nhitng gi ho nhan duogc la twong
xung thi gia tri cam nhan cua ho vé san pham
(vat tu) cang cao.Vi vay, nhém tac gia dé
xuit gia thuyét Hi nhu sau:

Hi: Cam nhan cua khéch hang vé gia ca
vit tu cang tot thi gia tri cam nhan cua khach
hang cang cao. Thanh phan cam nhan vé gia
ca c6 quan hé cung chiéu véi gia tri cam
nhan cua khach hang.

Vit tu cung cip (TM)

Céc loai vat tu cung cap da dang s& c6
vai tro quan trong trong viéc tac dong dén gia
tri cam nhan cua khach hang. Néu doanh
nghiép khdng cung ung da dang, phong phud
cac loai vat tu xay dung, khach hang s¢ cé
nhin nhan va danh gia rang doanh nghiép
kinh doanh vat liéu xdy dung cung tng
nghéo nan nhirng loai vat tu, khong dap ang
day @i nhu cau cua khach hang, nhu vay co
thé 1am anh huong tiéu cuc dén gia tri cam
nhan cua khach hang. Nguoc lai, néu vat tu
dugc cung cip da dang, dap tng day du
nhitng yéu ciu mua vat tu xay dyng cua
khach hang, nhu thé c6 thé tac dong tich cuc
dén gia tri cam nhan cua khach hang véi
doanh nghiép. Hon ntra, khi doanh nghiép
kinh doanh vat li¢u xay dung cung tng da
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dang nhiing san pham (vat tu) s& giup ho
nhan duoc su quan tdm, cha y tir phia khach
hang, khi khach hang c6 phat sinh nhu cau
mua vt tu thi s& nghi dén doanh nghiép vat
liéu x&y dung do.

C6 nhiéu nghién cau cho thay su lién
quan cua Vit tu cung ung dén gia tri cam
nhan cua khach hang (Prasad va Coulson,
1996), (Gupta va Lehmann, 2005). Do vay,
nhom dé xuit gia thuyét Hz nhu sau:

Ho: Yéu té vat tu cung cip da dang thi
gia tri cam nhan cua khach hang cang cao, co
tac dong dén gia tri cam nhan cua khéch
hang.

Ning luc nhan vién (SP)

Ning lyc nhan vién duoc thé hién ¢ trinh
d6 chuyén mén, ¢ su am hiéu vé cac vat tu
dang dugc doanh nghiép cung tng trén thi
truong, ¢6 kha ning truyén dat thong tin cho
khach hang vé nhitng san pham, dich vu,
chuong trinh khuyén mai dot xuat/dinh ky,
chuong trinh hau mai, cham soéc khach
hang... c6 thai d6 cung tinh than lam viéc
nghiém tuc, trach nhiém, kha nang giai quyét
hai hoa nhitng cau hoi tur phia khach hang.
Nhan vién cang thé hién tét nang luc thi cang
tao dugc an tuong tét véi khach hang, tir do
gop phan gia ting gia tri cam nhan cua khach
hang voi doanh nghiép. C6 nhiéu nghién ciu
cho thdy su lién quan tich cuc cua ning luc
nhan vién dén gia tri cam nhan (Gupta va
Lehmann, 2005), (Sanchez va cong su,
2006). Gia thuyét Hs duoc dit ra:

Hs: Yéu té nang lyc nhan vién tac dong
tich cuc dén gia tri cam nhan cua khach
hang.

Gia tri cam xuc (EV)

Gia tri cam xdc 1a sy md ta niém wui,
hay su bat man ma san pham hoic maét dich
vu mang lai cho khach hang khi khach hang
mua san pham/dich vu d6. Theo Sweeney va
Soutar (2001) thi “CA4c tién ich bat nguon tir
cam xdc hoac tragng thai tinh cam ma mgt san
phdm hogc dich vu tao ra. Sy mong cho cua
khach hang khi mua va dung vdt tu do doanh
nghiép kinh doanh vgt lieu xay dung cung
img, diéu ndy sé gay nén sy kich thich cam
x(c cua ho”. Vi thé, diy c6 kha ning s& 13

nhan t6 tao tic dong dén nhan thic vé gia tri
cua khach hang trong viéc trai nghiém san
pham hoac dich vu nhat dinh. Theo Sweeney
va Soutar (2001), Petrick (2002), thi gia tri
cam xuc c6 tic dong duong den gia tri cam
nhan cua khach hang. Gia thuyet Ha duge dé
Xuat nhu sau:

Ha: Yéu to gid tri cam xiic 6 tic dong
duong dén gia tri cam nhan cua khach hang.

Gia tri xa hgi (SV)

Gia tri x& hoi dem dén cho khach hang la
tién ich bat nguon tir kha nang cua san pham
dé nang cao dia vi x@ hoi cua khach hang.
M0 ta cam nhan lién quan dén nhiing niem
vui ma san pham cua doanh nghiép cung cap
cho khach hang (Sweeney va Soutar, 2001),
cac loi ich tu viéc gan ket cua khach hang
vdi mot hay nhiéu nhém xa hoi cu thé (n,hén
khau hgc, van hoa dén toc, hay la kinh té xa
hoi). Gan lien vai viéc thé hién dia vi xa hoi,
hinh anh ca nhan cua khach hang do viéc su
dung san pham cua doanh nghi¢p tao ra. Thé
hién su tu hao, niem hanh dién, nhan cach va
uy tin cua khach hang duoc xa hoi thira nh@n
va dugc cong dong de cao trong mot boi
canh cdng cong khi str dung san pham (Roig
va cong su, 2006). Gia thuyét Hs dugc dat ra
nhu sau:

Hs: Yéu t6 gia tri x& hoi tac dong tich
cuc dén gia tri cam nhan.

3.2. MO0 hinh trong nghién ctru

Tir hinh 1, kiém dinh céc gia thuyét, tac
gia dé xuat phuong trinh hoi quy chuan hda
véi dang nhu sau:

Y =ﬂ1PMit +ﬂ2TMi1 +ﬂ38pit +ﬂ4EVit+ﬂssVit +Db

Trong do:

Y: Bién phu thudc “Gia tri cam nhan cua
khach hang” (PV);

B> p=: Nhiing hé s6 hoi quy cua céc
bien doc lap;

PM: Bién doc lap “Gié ca vat tu”;

TM: Bién doc 1ap “Vat tu cung cap”;

SP: Bién doc lap “Nang lyc nhan vién”;

EV: Bién doc lap “Gia tri cam x(c”;

SV: Bién doc lap “Gia tri xa hoi".
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Gid ca vit tw (PM)

Vit tu cung ciip (TM)

Niing lwc nhén vién (SP)

Gid tri cam xic (EV)

Gid tri xii hdi (SV)

Bién quan sat nhdn khau hoe
(gidi tinh, d6 tuoi. thu nhip)

T

&,
Ve

Gia tri cim nhiin

Hinh 1. M hinh nghién cizu tac gida dé xuat.

3.3. Thu thap, phan tich, xi ly dir liéu

Ldy miu khao sat bing phuong phap
thuan tién. D liéu nghién ctru dugc thu thap
dua vao viéc khao séat voi déi twong 1a khach
hang da mua vat tu xay dung tai nhiing
doanh nghi¢p vat liéu xdy dung (c6 dia chi
kinh doanh ¢ TP.HCM). Bang cau hoi duoc
gui truc tiép dén 235 khach hang. Dit liéu sau
thu thap (235 bang cau hoi, 23 bang cau hoi
bi loai vi khéng hop 1€) da dugc xir ly boi
tng dung SPSS vaéi mo ta théng ké, két qua
vé kiém dinh cac thang do cua nhitng khéi
niém trong nghién ctru thong qua danh gia do
tin cay Cronbach’s Alpha va phan tich nhan
t6 kham pha (EFA). Sau d6 kiém dinh su
phu hop cia mé hinh nghién ctru véi cac gia
thuyét da duoc dua ra.

4. Két qua nghién cieu

Téng cong c6 235 bang cau hoi duoc guri
di, nhan vé 212 bang cau hoi dat yéu cau,
chiém ty 18 90,21% so véi tong sé bang cau
hoi duoc giri. Bang cau hoi sau khi thu vé da
dugc ma hoa, phan tich, xir ly s liéu bang
phan mém SPSS. Phan loai 212 khach hang
duogc khao sat theo tiéu chi gigi tinh (23 ntr,

189 nam), do tudi (22 ngudi cb d6 tudi dudi
25; 78 nguoi tir do tudi 26-35; 88 ngudi tir 4o
tudi 36-45; 24 nguoi tir 46 tudi tro 18n), va
thu nhap binh quan hang thang (dudi 15 triéu
dong: 54 nguoi; tir 15-20 triu ddng: 82
ngudi; trén 20 tridu dong: 76 nguoi).

Tir s6 liéu bang 1, c6 28 thang do dé do
ludng cho 05 bién doc 1ap va bién phu thudce
véi do tin cay twong ddi cao cing chi sb
Cronbach Alpha I6n hon 0,6. Do vay, 28
thang do nay dwoc chap nhan va thuc hién
EFA. Tu chi s6 & bang 2, chi s6 KMO =
,832; gia tri Chi — square = 3684.608 va kiém
dinh Barlett c6 gia tri Sig. =,000. Do d0, két
qua EFA dam bao muc hoi tu va phan tan
cua cac thang do. Bén canh do, cic gia tri
Eigenvalue 1.249 déu > 1 va tong phuong sai
trich 1a 70,294 thé hién 24 thang do cua 05
bién doc lap giai thich dugc 70,294% sy bién
thién caa dir liéu va phan con lai (29,706%)
I do nhiing nhan t6 khac. Két qua nay cho
thiy cac bién quan sat trong téng thé co su
tuong quan cung nhau va phan tich nhan té
EFA la phu hop.
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Bdng 1. Két qua viéc kiém dinh dg tin

Cay thang do.

Bién quan sat

Twong quan CAc bién tong

‘ Cronbach alpha khi loai bién

Gia ca vat tw (PM) (Cronbach alpha: ,857)

PM1 ,648 ,838
PM2 ,678 ,825
PM3 ,697 ,818
PM4 776 ,782
Vit tw cung cap (TM) (Cronbach alpha: ,887)
TM1 743 ,875
TM2 ,707 ,883
T™M3 ,738 ,876
T™M4 ,730 ,878
TM5 ,810 ,860
Ning lwe nhan vién (SP) (Cronbach alpha: ,811)
SP1 ,637 ,764
SP2 714 ,749
SP3 ,687 ,758
SP4 ,685 ,754
SP5 ,093 ,890
SP6 ,768 734
Gia tri cam xuc (EV) (Cronbach alpha: ,843)
EV1 ,673 ,801
EV2 ,675 ,800
EV3 ,674 ,800
EV4 ,683 797
Gia trj xa hoi (SV) (Cronbach alpha: ,637)
svi 412 ,564
SV2 ,592 ,448
SV3 475 ,534
SVv4 ,005 ,788
SV5 ,631 ,457
Gia tri cam nhan (PV) (Cronbach alpha: ,876)
PV1 ,713 ,870
PV2 776 ,845
PV3 ,694 ,875
PV4 ,832 ,823

Téng sb bién quan sat: 28

Nguon. Tir két qud thu thdp va phan tich di liéu.
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Bdng 2. Két qua EFA cho nhiing bién déc ldp.

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure 832
of Sampling Adequacy '
Approx.
o Chi-Square 3684.608
Bartlett's Test of Sphericity af 166
,000

Nguén. Tir két qua thu thdp va phan tich dir liéu.
Bdng 3. Két qua hai quy.

Unstandardized | Standardized Collinearity Statistics
Coefficients Coefficients ) y
Model t Sig.
Std.
B Beta Tolerance VIF
Error
(Constant) -,481 ,227 -2,115 ,035
PM ,229 ,051 ,208 4,388 ,000 ,662 1,511
L ™ ,082 ,036 ,107 2,353 ,021 ,690 1,452
SP ,155 ,031 212 5,164 ,000 ,876 1,149
EV 122 ,048 ,115 2,581 ,012 147 1,341
SV ,153 ,043 ,154 3,658 ,000 ,820 1,220

Tur bang 3, cho biét toan bo 05 yéu tb c6
tac dong duong dén gia tri cam nhan cua
khach hang véi cac doanh nghiép vat liéu xay
duyng. Vi vy, phuong trinh hdi quy chuan
hoa: PV = ,208*PM + ,107*TM + ,212*SP
+,115*EV + ,154*SV

Hon thé, kiém dinh bing ANOVA c6
Sig. = ,000 < 0,05; hé s6 phong dai phuong
sai VIF cua 05 thanh phan trén cung nho hon
2: R?hiéu chinh ghi nhan 0,709; d6 thi phan
du chuan hoa va chi s P-Plot cho biét cac
gia thuyét cia mo hinh hoi quy l1a khong vi
pham. Do d6, mé hinh nghién ctru dé& xuat
dat phl hop va dai dién cho tong thé cing
muc giai thich 1a 70,9%. Nhu vay, ca 05 yéu
t6 déu co tac dong dwong dén gia tri cam
nhan cua khach hang véi cac doanh nghiép
vat lieu xay dung. Vi vay, 05 gia thuyét
nghién ctru duoc chap nhan.

Vé mirc d6 tac dong, bién nang Iuc nhan
vién (SP) tac dong nhiéu nhat t6i gia tri cam
nhan cua khach hang (s = 0,212). Tiép theo
lan luot cac bién tac dong téi gia tri cam
nhan cua khach hang la gia ca vdr tw (PM)
(B1= 0,208); gié tri x& hi (SV) (Bs= 0,154);
gia trj cam xuc (EV) (B4= 0,115). Va bién tac
dong yéu nhat 1a vdr tir cung cap (B2= 0,107).
Két qua c6 sy twong quan thuan khi so sénh

Nguon. Tir két qua thu thdp va phan tich dir liéu
v6i nhitng két qua nghién ctu cua tac gia
Sweeney va Soutar (2001); Sanchez va cong
su (2006); Roig va cong su (2006); Zanon va
cong su (2019); Rahi va Ishaq (2020).

5. Két luan

Nham muc dich xac dinh nhiing thanh
phan c6 tac dong dén gia tri cam nhan cua
khéach hang trong giao dich cung tng vat tu
thudc cac doanh nghiép vat liéu xay dung tai
TP.HCM, bai bao trinh bay 05 nhan té (gia
Cd Vdt tw, vt tw cung cdp, nang luc nhan
vién, gia tri cam xdc, va gia tri xa hgi) cé tac
dong tich cuc dén gia tri cam nhan cua khach
hang. Trong d6, bién ndng luc nhan vién tac
dong tich cyc nhiéu nhat (Bs= 0,212), tac
dong it nhat 1a bién vdr e cung cdp (B2=
0,107). Nghién ciru cho thay su khac biét vé
gia tri cam nhan cua khach hang vai nhirng
dic diém thuoc vé ca nhan bing phuong
phap T-test mau doc lap, phan tich phuong
sai ANOVA: Cé khéac biét trong gia tri cam
nhan cua khach hang tuy vao d6 tudi, gioi
tinh, va thu nhap véi do tin cay la 95%.

Nhin chung, nghién ciu cung cb thém
két qua trong cac nghién ciu trude day.
Pong thoi, nghién cuu dong gop, bd sung
vao nhém cha dé& vé gia tri cam nhan cua
khach hang trong giao dich cung ung vat tu
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cua cac doanh nghiép vat lieu xay dung, tiéu

biéu truong hop nghién ctiu tai TP.HCM. Co

thé khai thac nghién ciu tai cac doanh
nghiép kinh doanh vat tu xay dung thudc dia
ban khéc ngoai Thanh phéQ
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