Quan tri trai nghiém khach hang
va sy hai long cuaa khach hang
v6i dich vu tham my tai cac co sé
tham my dia ban Ha Noi
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Tém tit

Nghién citu nhdm phan tich cdc nhan t6 qudn tri trdi nghiém khdch hang (CEM - Customer
Experience Management) tdc dong dén sw hai long ciia khdch hang vdi dich vu thdm my tai
cdc co s thdm my trén dia ban Ha Noi. Két qud nghién citu cho thdy, ¢é 4 nhan t6 tdc dong
tdi Sw hai long ciia khdch hang véi dich vu thdm my tai cdc co sé thdm my dia ban Ha Noi,
theo thit ty tdc déng gidm dan nhu sau: Trdi nghiém dich vu; Yén tam; Trong tam két qud;
Tinh xdc thuc.

T Khéa: trdi nghiém khdch hang, sw hai long ciia khdch hang, dich vu thdm my, co s thdm
my, TP. Ha Noi

Summary

This research analyses the impact of indicators of Customer Experience Management (CEM)
on customer’s satisfaction with beauty services at beauty centers in Hanoi. The result reveals
4 factors impacting customer’s satisfaction, sorted in descending order of influence, which
are: Product experience; Peace of mind; Outcome focus; Moments of truth.

Keywords: customer experience, customer’s satisfaction, beauty services, beauty centers,

Hanoi city
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Tu duy “Bén cdi khdch hang cin, thay
vi bdn cd4i minh c6” 1a suy nghi quyét
dinh sy thanh cong hay thit bai clia cdc
doanh nghiép trong thi truGng canh tranh
tif xua t6i nay, diéu dé dudc thé hién
trong phudng chim kinh doanh “dat
khdch hang lam trung tdm” cla cdc nha
quan tri doanh nghiép. Va viéc nang cao
kha niang tudng tic véi khdach hang thong
qua trai nghiém sdn phiam/dich vu ctia
minh 14 phuong phap phit hgp d€ khich
hang hi€u va cdm nhin dudc “minh 12
thugng d€”. Pai dich Covid - 19 dd mang
t6i tac dong tiéu cuc cho nhiéu linh vuc
kinh doanh, trong linh vyc thim my 1a
mdt trong nhitng linh vyc bi énh hudng
ning né nhit khi gidm 38.6% trong
2019-2020, tuy nhién lai nhan dugc du
bdo phuc hdi ting trudng trong giai doan
2020-2025 la 17.2% (Global Wellness
Institute, 2021). Nganh thim my tai Viét

Nam ciing nim trong xu huéng chung d6 cta th€ gidi,
d€ phuc hoi lai nhitng thiét hai tir dai dich Covid-19,
cdc doanh nghiép thim my can coi sy hai 1ong ctia KH
12 ton chi hang diu trong chi&n lugc tao ra 1gi thé canh
tranh va cich d€ dat dudc muc tiéu d6 hiéu qua nhat dé
12 CEM (Bai viét sit dung cdch viét s6 thdp phdn theo
chudn quoc té).

CO SG LY THUYET VA PHUGNG PHAP
NGHIEN cUU

Cd s6 1y thuyét

Trdi nghiém khdch hang

Khdi niém trdi nghiém khach hang da nhian dugc
su quan tAm cla nhiéu nha khoa hoc trong ba thap ky
qua nhung kh4i niém nay lan dau tién dugc gidi thiu
bdi Pine va Gilmore (1998), cu thé 1a: “Trai nghiém
khdch hang 1a tdng hdp clia tit c4 nhitng trdi nghiém
ctia khdch hang véi mot nha cung cip hang héa, dich
vu, trong thdi gian gén bé vdéi nha cung cap d6 ™.

Khdi niém vé quan tri trdi nghiém kh4ch hang da
dugc nghién cttu rong rdi theo nhiéu khia canh nhu
phét trién mo hinh quan tri trdi nghiém KH (Verhoef,
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HINH: MO HINH NGHIEN c{d PE XUAT
Yén tim
( Peace of mind)

Trong tam két qua
( Outcome focus)

Tinh xéc thuc

( Moments of truth)

Sy hai long cua
khach hang

Quan trj trai nghiém khéch hang
( CEM - Customer Experienca
Management )

( Customer
satisfaction)

Trai nghiém dich vu

( Product experience)

2009; Klaus, 2011), nghién ctu thyc nghiém vé 4nh
hudng ctia CEM dén sy hai 1ong cia khach hang (Trini,
2018; Weber, 2018). Tai Viét Nam, CEM ciing da bit
diu dudc cdc nha nghién cifu quan tim cu thé trong
nghién cttu cla tdc gid Luu Ti€n Thuin (2014) va Lé
Thu Trang (2019), tuy nhién nhitng nghién ctru dé ap
dung trong linh vyc vé bdn 1é.

Su hai long ciia khdch hang

Theo Oliver va Bearden (1985), su hai long 1a phan
ing clia ngudi tiéu dung ddi véi viéc dudc ddp tng
nhitng mong muén. Kotler va Keller (2006) da dinh
nghia: Sy hai long 1a mic do cia trang thdi cam gidc
clia mot ngudi bit ngudn tir viéc so sdnh nhan thic vé
mot san pham so v6i mong dgi clia ngudi do.

Cdc nghién citu vé CEM va su hai long

Klaus (2011) da nghién cttu cdc nhan td tic dong dén
chat lugng trdi nhiém khach hang. Thong qua viéc dicu
tra 293 khach hang st dung dich vu ngén hang tai Anh.
K&t qué da chi ra chat lugng trdi nghiém khach hang
chiu tdc dong bdi 4 nhan t6: Yén tam, Tinh x4c thuc,
Trai nghiém san phim, Trong tim két qua.

Nghién cttu ctia Trini va cdng sur (2018) vé tdc dong
cta CEM trong nganh khach san di tap trung vao moi
quan hé thuin chiéu ctia CEM tdi sy hai 1ong, sy trung
thanh va niém tin ca khach hang. C4c tdc gid da tién
hanh nghién ctu trén 200 khdach hang dang st dung
dich vu khéch san tai Indonesia.

O Viét Nam, nghién citu ctia Lé Thi Thu Trang va
cong su (2019) thong qua nghién ctu 217 khach hang
da phan tich va chitng minh cdc nhan t6 4nh hudng dén
CEM dén long trung thanh cta khdch hang trong linh
vuc ban 18 tai c4c siéu thi  TP. Can Thd. Tham khdo
nghién ctu ctia Klaus (2011), Lé Thi Thu Trang va
cong sy dd chiing minh 4 nhan t6 clia thang do CEM,
g6p phin hoan thién thang do CEM, mot khdi niém
con khd méi mé & tai Viét Nam va van chua nhan dudgc
nhiéu quan tAm tr cdc doanh nghiép.

Mo hinh nghién cifu dé xuat

Dua trén cd s§ cdc mo hinh nghién cttu dudc dé cap,
tdc gid da tham khdo va dé xuit mo hinh nghién cttu
(Hinh) v6i 4 nhan t6 tdc dong d€n CEM la: Yén tAm;
Trong tAm két qud; Tinh xdc thuc; Trai nghiém dich
vy; tf d6 xdc dinh m6i quan hé véi Su hai long clia
khach hang.

Trong do6:

- Yén tam (PEA): gdm cdc hanh dong clia doanh
nghiép nhim gia ting uy tin d6i v6i khach hang thong
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qua: quy trinh don gian, tinh chuyén mén,
st quen thudc, qud trinh tu van, hoat dong
chdm s6c khach hang va sy tién Igi.

- Trong tAm két qua (OUT): day la
nhan t§ danh gi4 thong qua k&t qua qua
trinh trdi nghiém dich vu, chi yéu lién
quan nhitng cdm nhin tr 1in st dung
trudc do, xu huéng quén tinh hodc kinh
nghiém cta khdch hang khi st dung dich
vu & nhitng doanh nghiép khac.

- Tinh xdc thyc (MOM): dinh gia
dva trén sy thuan ti€n, linh dong uyén
chuyén trong viéc Iwa chon cic géi dich
vu...; bén canh do6, tinh xdc thuc lién
quan dén k§ ning giao ti€p cda nhan
vién trong qua trinh tuong tic vGi khach
hang va dong nghiép.

- Trai nghiém dich vu (PRO): lién
quan dén qud trinh trdi nghiém tr lic
bit ddu cho dén khi két thic mot dich vu
tai doanh nghiép, sy ty do lya chon, so
sanh cdc dich vu véi nhau, hd sd khich
hang, sy cip thiét clia gidi quyét van dé
khi khdch hang tim t6i doanh nghiép st
dung dich vu.

Phuong phap nghién citu

D@ liéu nghién cdu dugc st dung
trong bai viét dugc 14y tr viéc diéu tra
truc ti€p 231 khach hang da st dung dich
vu tai 7 trung tim thAm my tai dia ban
TP. Ha Noi (Cau Gidy 2, Thanh Xuan 1,
Dong Da 2, Ha Pong 2) trong thdi gian ti
ngay 29/11/2022 dén ngay 29/12/2022.

Nghién ctiu st dung phuong phap phan
tich dinh lugng thong qua: danh gia so bd
tin cdy thang do v6i hé s6 Cronbach’s
Alpha; phan tich nhan t6 kham phé (EFA);
phan tich nhan & khflng dinh (CFA) va st
dung mo hinh hdi quy tuyén tinh d€ do
ludng sy tic dong clia cdc nhan t6 CEM
dén Sy hai long.

KET QUA NGHIEN cUU

K&t qua phan tich Cronbach’s Alpha

K&t qua ki€ém dinh sy tin cay ctia thang
do b tiéu chi 21 bién quan sét cho thdy,
hé s6 tuong quan bién - tdng > 0.3 va hé
s6 Cronbach’s Alpha > 0.6 (Bang 1), vi
vay thang do phit hdp. Nhu vay, két thic
ki€m dinh do tin cay thang do, tit ca cic
bién quan sit déu di do tin ciy va dugc st
dung cho phan tich EFA § budc ti€p theo.

K&t qua phan tich EFA

Phén tich EFA cdc bién doc ldp Qudn
tri trdi nghiém khdch hang

Thang do thanh phan clia Quan tri trai
nghiém khich hang gdbm 18 bi€n quan
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sét, k&t qua phan tich EFA c6 hé s6 KMO
= 0.883 > 0.5, k&t qua kiém dinh Barlett
c6 y nghia thong ké véi p < 5% va tdng
phuong sai trich 1a 73.531%. Cu thé:

- Nhéan t6 1 véi tén goi 1a Yén tdm
(PEA) dugc do ludng bing 6 bién quan
sit PEA1, PEA2, PEA3, PEA4, PEAS,
PEAG6 véi hé s6 1an lugt 12 0.737, 0.653,
0.682, 0.819, 0.578, 0.715.

- Nhan t6 2 1a Trong tdm két qua
(OUT) dugc do bing 4 bién quan sat
OUT1, OUT2, OUT3, OUT4 véi hé s6
0.722, 0.553, 0.637, 0.612.

- Nhén t6 3 1a Tinh xdc thuc (MOM)
gdm 3 quan sit MOMI, MOM2,
MOM3, MOM4 véi hé s6 1a 0.874,
0.686, 0.714, 0.586.

- Nhan t6 4 la: Trdi nghiém dich vu
(PRO) gébm 4 quan sit: PRO1, PRO2,
PRO3, PRO4 véi hé s0 s6 0.742, 0.605,
0.661, 0.566.

Phan tich EFA bién phu thue Su héi Iong

Két qua thang do cho Su hai long
(CS) c6 hé s6 KMO 1a 0.867, Sig= 0.000
va Eigenvalues = 72.163%; trong d6, Su
hai long dudc do ludng bdi 3 nhan td:
CS1, CS2, CS3 hé s6 1an lugt 1a 0.537,
0.753, 0.782.

Phan tich CFA

K&t qué phan tich CFA cho thdy, cdc
trong sd cdc bi€n quan sdt déu > 0.5,
dat chudn cho phép va c6 y nghia thong
ké, cdc gid tri p déu = 0.000. M6 hinh
c6 Chi-square (gid tri thong ké Chi binh
phuong) 1a 357.817 véi 157 bac ty do
va gid tri p-value = 0.000. Do d6, md
hinh dugc danh gia phu hgp véi di liéu
thi trudng.

K&t qua phan tich hdi quy

V& tdc dong clia cdc nhan t& CEM dén
Su hai long ctia khach hang tai cdc trung
tam thAim my tai Ha Noi, k&t qua nghién
ctu § Bdng 2 cho thdy, ca 4 nhan t6 trong
md hinh déu c¢6 tic dong tich cyc dén Su
hai long. Trong d6, nhan t6 Trai nghiém
dich vu (PRO) c6 tdc dong manh nhit
(B = 0.355); ti€p dén 1a Yén tim (PEA)
(B = 0.217); Trong tAm két qua (PRO)
(B = 0.186); cudi cung 1a Tinh x4c thuc
(MOM) (B = 0.073). Céc nhan t6 dua vao
md hinh giai thich dugc 68.2% sy thay ddi
mic do hai long (R? diéu chinh = 0.682),
c6 y nghia thong ké & mic 5% (Sig. <
0.05). Tuy nhién, k&t qud nay chua phén
dnh dudc tit cd cac nhan t6 dnh hudng
dén sy hai long. Vi trén thuc t€, c6 rit
nhiéu nhin t& 4nh hudng dén sy hai long
clia khdch hang khé cé thé kiém sodt
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BANG 1: KET QUA KIEM PINH CRONBACH’S ALPHA

Bié&n so

Trung binh

Phuong | Heé sé Heé so

thang do | saithang | tuwong | Cronbach’s
néuloai | donéu |quanbién| Alpha néu

bién loai bién tong loai bién
1. Yén tdm (PEA) Cronbach’s Alpha = 0.847
PEA1 10.081 5.658 0.718 0.791
PEA2 9.983 6.111 0.775 0.811
PEA3 9.314 5.828 0.704 0.831
PEA4 10.018 5.488 0.653 0.822
PEAS 10.183 6.233 0.791 0.827
PEA6 9.883 6.050 0.768 0.803
2. Trong tdm két qud (OUT) Cronbach’s Alpha = 0.632
OUT1 7.027 2.211 0.664 0.638
OUT2 6.816 2.145 0.644 0.619
OouT3 7.168 2.255 0.677 0.651
OUT4 6.957 2.189 0.657 0.632
3. Tinh xdc thuc (MOM): Cronbach’s Alpha = 0.917
MOMI1 6.890 3.814 0.618 0.682
MOM?2 7.441 4.119 0.667 0.737
MOM3 6.911 3.825 0.620 0.684
MOM4 6.752 3.738 0.606 0.668
4. Trdi nghiém dich vu (PRO) Cronbach’s Alpha = 0.881
PRO1 6.590 2.634 0.822 0.891
PRO2 6.722 2.687 0.838 0.909
PRO3 7.249 2.897 0.904 0.980
PRO4 7.177 2.868 0.895 0.970
5. Su hai long ciia khdch hang (CS) Cronbach’s Alpha = 0.685
CS1 9.581 6.021 0.751 0.779
CS2 10.060 6.322 0.789 0.818
CS3 9.658 6.069 0.757 0.785
BANG 2: KET QUA PHAN TiCH HOI QUY
Hé¢ sohdi | Heéso' 2
quy chua | héi quy LD R
R .. | chudnhéa |chuin héa . da cong tuyén Két
Mo hinh Bién T | Sig. T v A
Sai 5§ Do |He sb phong luan
B chusn Beta chap | dai phuong
nhin| sai ( VIF)
(Hiing s0) 0.648| 0.217 2.876(0.003
Yén tim PEA |0.158] 0.025 0.217(5.458(0.000{0.713 1.371|Tich cuc
Trong tim két qué |OUT [0.325| 0.051 0.186(7.821(0.001|0.566 1.656|Tich cuc
Tinh xdc thyc MOM |0.157| 0.019 0.073(5.922(0.020{0.720 1.420|{Tich cuc
Trai nghiém dich vu|PRO [0.263| 0.034 0.355|8.251/0.000|0.651 1.158|Tich cuc

dudc, nhu: tinh céch, théi quen, kinh nghiém, dinh ki€n,
khudn mAu... va mot s6 nhin t6 moi trudng khic. Do
do6, 31.8% con lai roi vao nhitng trudng hgp trén, nhiing
trudng hdp khong nim trong mo hinh nghién citu.

KET LUAN VA MOT SO HAM Y QUAN TRI

K&t luan

K&t qud nghién cttu cho thay, ¢6 4 nhan t6 CEM tdc
dong tdi Sy hai long ctia khach hang véi dich vu thAim
my tai cic cd s& thim my¥ trén dia ban Ha Noi, theo thit
tu tdc dong gidm din nhu sau: Trai nghiém dich vu;
Yén tam; Trong tAm két qud; Tinh xdc thuc.

Ham y quan tri

Dua vao két qud nghién ciu, tic gid dé xuat mot s
ham y qudn tri cho ti'ng nhém nhén t6 nhu sau:
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- Nhém Trdi nghiém dich vu: ddy 1a nhém c6 anh
hu’6ng manh nhit so véi nhitng nhin td con lai. Piéu
nay cling ly g1a1 phan nao dic tru’ng nganh dich vu
noi chung va nganh thdm my n6i riéng. Cac trung
tAm thim my thudng cung c4p cédc dich vu chim séc
da, tré héa, diéu tri da... Dich vu nganh thim my doi
héi sy hién dién cta nhin vién phuc vu va tu van
cao, dic biét trong qud trinh st dung va trdi nghiém.
Vi viy, nha qudn 1y cin tip trung vao ddo tao k§
ning cho doi ngdl tu van vién ciing nhu cdc k§ thuit
vién 1am viéc trong trung tAim. Pong thdi, tip trung
chu&n héa chuyén mén ciing nhu dua vao liéu trinh
nhirng Ung dung cong nghé cao, mdy méc hién dai
trong nganh, tir d6 ting cdm nhin va thda man cua
khédch hang trong qud trinh s dung va trdi nghiém
dich vu.

- Nhém Yén tdm: 1la nhém cé sy tic dong manh
tht hai dé€n sy hai long. Pdy 12 nhém nhan t6 lién
quan dén viéc xdy dung nhitng quy trinh chuyén ddi
va chim séc khi téi doanh nghiép. Linh vyc thim m§
hién tai dang & giai doan thi trudng tranh tdi, tranh
sdng khi cdc van dé tai nan khong mong mudn tir mot
sO trung tim thAim m§ da mang dén tam 1y lo ling cho
khach hang. Viéc doanh nghiép c6 dua ra dugc quy
trinh d€ khach hang ty do Iya chon ciing nhu dé dang
so sdnh gifta cic phudng phap lam dep khac nhau doi
hdi y ki€n chuyén mon cao. Chinh vi vay, cdc trung
tAm thAm my nén da dang géi dich vy, md rong khong
gian va vat chit phong tv vin, mdi cdc chuyén gia la
cdc bdc si diu nganh vé tham gia 1am viéc, déng thdi
c6 cdc g6i bao hanh, chiam s6c khdch hang lién tuc va
thudng xuyén.

TAI LIEU THAM KHAO

- Nhém Trong tam két qua: day la
nhém c¢6 tdc dong thi ba dén sy hai
long ctia khdch hang. Khich hang khi
t6i trung tAm thAim my, da phan déu gip
mot van dé nao d6 lién quan dén da, téc,
than thé.., hon nita, tic dong thay ddi
dinh nghia céi dep trong xu huéng mdi
lam nhu cAu thim my cang ting cao.
V6i mong muén va hi vong cé su cdi
thién van dé chua hai long & ban than,
khdch hang can thdy dugc két qui trong
qud trinh st dung dich vu tai trung tam,
néu khong khi sy kién nhin bi bao mon,
khach hang s& ddi xa doanh nghiép. Do
d6, cdc nha quin 1y can cip nhat nhitng
cong nghé ti€n ti€n trong xu huéng lam
dep an toan d€ hd trg bd sung két qua cho
khéach hang, cin bing gifta cic phuong
phap lam dep dé tao dugc két qua vira an
toan vira phtt hgp véi mong mudn nhin ra
k&t qud theo thdi gian cia khach hang.

- Nhém Tinh xdc thuc: diy la tic
dong thap nhat dén sy hai long. Nhém
nhin t6 ndy lién quan dén tinh kip thoi
cla trung tAm cung c4p cho khach hang,
nhu: gidi quyét cdc thic mic, thong tin
khach hang, dich vu... Vi vay, cdc nha
quan ly cin tap trung dao tao nhitng ky
thuat vién bodi dudng k§ ning tlep xuc
va tuong tic v6i khach hang d€ trao ddi
trudc v6i khach hang trude khi ho phat
sinh nhitng van d&.0
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