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TOM TAT— Nghién cttu nay ki€m dinh tac dong cla truwng bay hang héa trwc quan dén hanh vi quay lai ctra hang ctia khach
hang thudc Gen Z trong b6i canh ban 1é thoi trang nhanh tai Thanh phé H6 Chi Minh (TP.HCM), dwa trén khung kich thich -
cha thé - phan &ng. Trwng bay hang héa truc quan dwgc xem xét thong qua ba thanh phan gém b6 cuc va thiét ké ctra hang,
trng bay san phidm, va mau sic va 4nh sang. Bén canh do, nghién ctvru phan tich vai trd clia hai trang thai tam ly 1a gia tri mua
sdm cdm nhan va ty twong ddng cAm nhan trong viéc giai thich hanh vi quay lai ctra hang. Dit liéu dwgc thu thap tir 374 dap
vién thudc Gen Z tai TP.HCM, c6 trai nghiém mua sam tai cira hang th&i trang nhanh trong vong sau thang gan nhit va duoc
phan tich bing md hinh phwong trinh ciu tric binh phwong t6i thiéu riéng phan. K&t qua cho thiy trung by san phdm va mau
sdc va 4nh sang c6 tac dong tich cwc dén gia tri mua sdm cam nhan; mau sic va anh sang ciing tic dong tich cwc dén tw twong
d6ng cam nhén, trong khi bd cuc va thiét ké ctra hang khéng cho thiy tic dong cé y nghia dén hai trang thai nay. Pong thoi, gia
tri mua sdm cam nhan va tu twong dong cdm nhan déu dnh hwéng tich cwc dén hanh vi quay lai ctra hang, trong dé gia tri mua
sdm cam nhan c6 mirc 46 dnh hwédng manh hon. Nghién ctru cung cdp bang chirng thwc nghiém veé vai tro cta cac thanh phan
trung bay hang héa trwc quan trong viéc hinh thanh trang thai tam ly va hanh vi cda khach hang Gen Z trong nganh thoi trang
nhanh tai Viét Nam, dong thoi goi ¥ nha ban 18 wu tién t6i wu héa trung bay sdn phdm va mau sic va 4nh sdng nham nang cao
trai nghiém va khuyén khich hanh vi quay lai ctvra hang.

Tir kh6a— Trung bay hang héa truc quan, gia tri mua sdm cdm nhan, tw twong déng cdm nhan, hanh vi quay lai ctra hang, Gen
Z.

I. GIO'I THIEU

Canh tranh ngay cang gay git tir thwong mai dién tir va cic nén tang ban 1é da kénh dang budc cac nha ban 18 thoi
trang nhanh tai dinh vi vai tro cta ctra hang vat Iy nhw mot khéng gian trai nghiém thay vi chi 1a diém giao dich.
Trong bdi canh d6, treng bay hang héa trwc quan tré thanh céng cu quan tri diém ban c6 kha niang chuyén hoa
khong gian ban 1é thanh trai nghiém cdm quan, dinh hwéng sw chu y, khoi goi cdm xtc va nang cao mirc do gan
két v&i thwong hiéu thong qua sw phdi hgp ctia bd cuc, cach treng bay sdn phdm, mau sic va 4nh sang [6], [33].

Hanh vi quay lai ctra hang dwgc xem la chi bao quan trong clia long trung thanh trong ban 1é, phan dnh khuynh
hwéng tiép tuc ghé thim va wu tién mua sim tai mot cira hang trong twong lai. &' cip d6 doanh nghiép, duy tri
khach hang hién hitu thwong co chi phi thip hon so véi thu hiat khach hang méi; do d6, téi wu héa trai nghiém tai
clra hang nham gia ting hanh vi quay lai c6 y nghia thuc tién cao d6i v&i hiéu qua van hanh va doanh thu dai han
[34], [30].

Trong nhém khach hang muc tiéu, Gen Z ndi 1én nhw mét phan khtic trong diém cia théi trang nhanh nho mie do
nhay cdm véi xu hwéng, nhu ciu cip nhit phong cach thwdong xuyén va kha nang lan tda trai nghiém qua truyén
thong s6. Tuy nhién, cac b4o cdo nganh ciing goi y rang Gen Z c6 xu hwdng thir nghiém thwong hiéu méi va chuyén
d6i lra chon thay thé khi nhan thdy trai nghiém hap din hon hoic gi4 tri nhan dwoc cao hon, ham ¥ rang trai
nghiém tai diém ban c6 thé 1a don biy canh tranh then chét trong viéc gia ting hanh vi quay lai [26], [27].

Tai TP.HCM-trung tam tiéu dung nang dong véi mat do ctra hang thoi trang nhanh cao - hoat dong trung bay hang
héa truc quan di cé bwéc phat trién, song mirc d6 chudn héa va tdi wu héa trai nghiém van chwa dong déu gitra
cac chudi qudc té va thuwong hiéu ndi dia. Thuc tién cho thiy khong it ctra hang van thién vé trung bay mat dé cao,
bién chi din chwa t6i wu va phan khu chua hd tro t6t cho khdm phé san pham, c6 thé 1am giam gia tri mua sim
cam nhén va han ché xu hwéng quay lai.

Vé phuong dién hoc thuit, cic nghién ciru vé méi trwdng clra hang va trung bay hang héa trec quan da ghi nhin
vai tro ciia cac tin hiéu thi giac trong viéc dinh hinh trai nghiém va tac dong dén khuynh hwéng quay lai ctra hang.
Tuy nhién, bing chirng thwc nghiém trong béi canh Viét Nam vAn con han ché, dic biét ddi vai viéc tach riéng cac
thanh phan trung bay trec quan va kiém dinh co ché tic déng thong qua gia tri mua sim cdm nhan va tw twong
d6ng cdm nhan & nhém khach hang Gen Z trong nganh thoi trang nhanh tai TP.HCM. Khodng tréng nay dat ra nhu
cau kiém dinh mo hinh theo khung kich thich-chi thé-phan &ng dé lam r6 vai tro twong déi cia tirng thanh phan
trung bay va co ché tAm 1y dan téi hanh vi quay lai.
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Trong cac nghién cru vé méi tredong ctra hang, treng bay hang héa truc quan thuwong dwoc 16ng ghép vao cac khai
niém rong hon nhw bau khong khi ctra hang hoic khong gian dich vu va dwgc do lwdng nhw mét chi sd téng thé
cta khong gian ban 1é [28], [7], [41]. Cach tiép cin ndy cé wu diém 1a khai quat héa tac dong clia méi trudng clra
hang d6i véi phan &ng cia ngudi mua, nhwng déng thoi tao ra mét khodng tréng quan trong. Khi trieng bay hang
héa trwc quan dwoc xem nhw mét thwe thé téng hop, viéc xac dinh thanh phan nao thyc sy tao khac biét trong
cdm nhan ctia khach hang tré nén khé khin, chidng han bé cuc va thiét ké, treng bay san phdm, hay mau sic va 4nh
sang. Bén canh d06, cich tiép cin téng hop ciing han ché kha ning 1am rd co ché tAm ly chu dao ti kich thich dén
phan rng theo l4p ludn cta khung kich thich-cht thé-phan trng [11], [41]. Khoang trdng nay cang dang chd y trong
bdi canh ban 1é thoi trang nhanh tai TP.HCM, noi thé hé Z 1a nhém khach hang trong yéu, ¢6 xu hwéng phan tng
nhanh truéc cac tin hiéu thAm my va gia tri biéu twong, dong thdi van can nhic gia tri mua sim khi ra quyét dinh
[13], [10]. Ttr d6, nghién ciru nay tip trung ki€m dinh co ché tac déng clia tirng thanh phin trwng bay hang hoéa
truc quan dén hanh vi quay lai clra hang ctia khach hang thudc thé hé Z théng qua hai phan (ng tim 1y 1a gia tri
mua sim cadm nhan va tw twong dong cdm nhan trong nganh ban 1é thoi trang nhanh tai TP.HCM. Cu thé, nghién
ctru x4c dinh va do luwdng mitc do tidc ddng ctia cac thanh phan trung bay hang héa truc quan dén gia tri mua sim
cam nhén va tv twong ddng cadm nhin, dong thoi do lwdrng mire d6 tac dong cha hai bién nay dén hanh vi quay lai
ctra hang, qua d6 dé xuat cdc hAm ¥ quan tri cho nha ban 1é trong viéc wu tién dau tw treng bay nham gia ting hanh
vi quay lai. Nh¢ vy, nghién cru khéng chi tra 1 ciu hai liéu treng bay hang héa trwc quan c6 anh hwdng dén
hanh vi quay lai hay khong, ma con 1am ré 4nh hwéng d6 dién ra thong qua kénh tAm ly ndo va thanh phan nao gitt
vai tro néi troi ddi véi khach hang thé hé Z tai TP.HCM, dong thoi bs sung bang chirng thwc nghiém cho viéc van
dung khung kich thich-cht thé-phan &ng trong béi canh Viét Nam [11], [13], [10].

II. CO' SO’ LY THUYET, MO HINH VA GIA THUYET NGHIEN C(’U

A. KHUNG LY THUYET VA TONG QUAN NGHIEN CU'U

1. KHUNG LY THUYET KiCH THICH - CHU THE - PHAN NG (S-0-R)

Khung ly thuyét kich thich-cht thé-phan tng (S-0-R) do [28] dé xuit cho rang cic yéu t6 kich thich tir mdi treong
anh hwéng dén trang thai nhan thirc va cdm xtc bén trong cia ca nhan, tir d6 din dén phan (rng hanh vi. Trong
ti€p thi ban 1&, khung S-0-R dwoc st dung rong rai dé giai thich cdch moi treong clra hang hinh thanh cam xic,
danh gia gia tri va y dinh hanh vi nhw mua, lwu lai lau hon hodc quay lai [11].

Cac nghién ctru thue nghiém cho thiy cac tin hiéu tai clra hang c6 thé tao cdm xic tich cwe, gia ting chit lwong cam
nhan va gia tri mua sim, tir d6 thac ddy hanh vi quay lai [5] nhidn manh vai tro cla cac tin hiéu trong méi tredong
ban 1é d6i v&i chat lwgng cdm nhin va y dinh hanh vi, trong khi [13] cho thiy cc yéu t6 tai clra hang c6 thé tac
déng dén danh gia gia tri va hanh vi mua. Trong linh vuc thdi trang, cac yéu té thi gidc nhw clra s6 treng bay, anh
sang va cach sdp x€p sdn phdm gép phan hinh thanh hinh anh ctra hang va thic ddy hanh vi quay lai [19], [33].

Cac nghién ctru gan diy ciing ciing c6 vai tro cda treng bay hang hoa trwc quan nhw mot thanh phan c6t 16i cta
bau khong khi ctra hang [4] chi ra rdng hiéu qua cua trwng bay trwc quan phu thudc vao sy phdi hgp nhat quan
gitta nhiéu thanh phan nhw b6 cuc va thiét ké cira hang, trung bay sdn ph4dm, mau sic va 4nh sang nham tao ra trai
nghiém lién mach. Trén co s& dd, nghién ciru nay ké thira khung S-0-R @€ ly giai: trueng bay hang héa trwc quan la
nhém kich thich & cAp dd moi trwdng cira hang; gia tri mua sdm cadm nhan va ty twong ddng cdm nhan 13 hai trang
thai trung gian then chét, va hanh vi quay lai ctra hang 1a phan (rng hanh vi cudi cling.

Mic du khung kich thich-ch thé-phan &ng va cac nghién ctru vé bau khdng khi ctra hang da dwgc vin dung rong
rdi trong hanh vi ngwoi tiéu dung, bang chirng vé co ché tac dong cta treng bay hang héa trwc quan dén hanh vi
quay lai trong b6i canh ban 1é thoi trang nhanh tai Viét Nam van con han ché. Pic biét, cac nghién ciru thudng xem
trung bay truc quan nhw mot khai niém tong thé hodc tip trung vao mét vai tin hiéu riéng l¢, trong khi chwa lam
rd vai tro twong ddi clia cac thanh phan nhw bd cuc va thiét ké cira hang, trung bay san phdm, mau sic va 4nh sang,
ciing nhw co ché kép thdng qua gia tri mua sim cdm nhan va ty twong d6ng cdm nhan. Do d6, nghién ctru nay dwoc
thwc hién nham bé sung bing chirng thuc nghiém cho khung kich thich-chu thé-phén rng ddi véi Gen Z trong bdi
canh thoi trang nhanh tai TP.HCM, dong thoi lam ré cac tuyén tac dong va vai tro ctia hai phan &ng tim ly then
chot ddi vai hanh vi quay lai cva hang [28], [5], [3]-

2. TRUNG BAY HANG HOA TRU’C QUAN

Truwng bay hang hoa trwc quan (visual merchandising) 1a tp hop cac quyét dinh vé thiét ké va trién khai tin hiéu
thi gic tai ctra hang nham trinh bay sdn phdm mot cach hdp din va c6 chu dich, qua d6 dinh hinh tri gidc, cdm xtc
va hanh vi ctia khach hang [31], [6]. Trong nghién ctru nay, treng bay hang héa truc quan dwgc ciu tric thanh ba
thanh phan dai dién phit hop v&i boi canh clra hang thoi trang nhanh.

Thi nhit, b8 cuc va thiét ké ctra hang (store layout and design) phan anh céch t6 chirc khong gian, 18i di, phan khu
chirc ning va mirc do thuén tién khi khach hang di chuyén trong ctra hang. B4 cuc hop 1y gitp gidm chi phi tim
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kiém, ting kha ning kham pha va tao cdm nhan ki€ém soét trong trai nghiém mua sim; tir d6 ning cao danh gia
chat lwong trai nghiém va gia tri cdm nhén [2].

Thir hai, trung bay san phdm (product display) bao gobm phuong thitc sdp x&p va trinh bay sdn pham trén ké, gia
treo, khu trirng bay theo chii d&, viéc sit dung manocanh va bién chi dan. Sw rd rang trong sap xép va mat do trung
bay pht hop c6 thé tao cam giidc thodi mai, gidm qud tai théng tin va kich thich hanh vi kham ph4; qua dé anh
huwdng tich cwc dé€n danh gia ctra hang va y dinh hanh vi [2].

Thir ba, mau sic va 4nh sang (color and lighting) 13 nhém tin hiéu tao bau khong khi manh, tac dong truc ti€p dén
cam xudc va nhan thirc vé chat lwgng, phong cach va mirc d6 hién dai cla ctra hang. Trong ban 1é thoi trang, anh
sang phu hop c6 thé 1am néi bt chat liéu va phom dang sdn phdm, dong thai gép phan dinh hinh hinh anh thwong
hiéu va tang hanh vi quay lai [19], [33].

3. TRANG THAI CHU THE: GIA TRI MUA SAM CAM NHAN VA TU TWO'NG PONG CAM NHAN

Theo khung S-0-R, tic ddng ctia kich thich tai clra hang thwong khong dién ra truc ti€p ma thong qua cac trang
thai cht thé nhuw tri gidc, cdm xic va danh gia gia tri. Nghién cru nay tip trung vao hai trang thai tim ly va nhan
thtc c6 lién quan chit ché dén hanh vi quay lai trong ban 1é thoi trang nhanh: gia tri mua sim cdm nhan va tu
twong dong cam nhén.

Gi4 tri mua sdm cam nhan (perceived shopping value) phan anh téng hoa gia tri tién ich va gia tri cdm xdc ma
khach hang nhan dwoc tir trdi nghiém mua sdm [3] phan tach gi4 tri mua sim thanh hai khia canh chinh: gia tri
cong ning (utilitarian) va gia tri hudng thu (hedonic). Tuy nhién, trong pham vi nghién citru nay, gia tri mua sim
cam nhan dwoc tiép cin theo huéng danh gia tdng thé ctia khach hang d6i véi trai nghiém mua sam, trong dé cac
chi bao dwgc xy dwng d€ dong thoi phan anh ca khia canh cong ning va khia canh hwdng thu. Do d6, gia tri mua
sdm cadm nhan dwoc st dung nhu mét cdu tric don hwdéng, phan anh cdm nhan chung cta khach hang [3]. Trong
thoi trang nhanh, khach hang vira tim kiém s tién lgi nhw dé tim, dé chon, tiét kiém thoi gian va chi phi hop ly,
vira tim ki€m trai nghiém cam xdc nhw hirng thq, truyén cam hu'ng phoi d6 va tin hu'o*ng khong gian. Vi Vay, cac
tin hiéu treng bay trwc quan c6 thé 1am ting gia tri mua sdm cdm nhan thong qua viéc gidm nd lwc ra quyét dinh
va gia tang cdm xuc tich cyc trong trai nghiém.

Tuw twong dong cdm nhan (perceived self-congruity) phan 4nh mitc @6 pht hgp gitra hinh dnh ban thin ctia khich
hang va hinh anh ctta hang hoic thuwong hiéu [36] cho ring ngwoi tiéu ding cé xu hwdng wu tién cac thwong hiéu
va clra hang cing c8 hodc phan 4nh ban sic ctia ho [23] chi ra rdng tu twong dong c6 thé tic dong dén khuynh
hwéng trung thanh théng qua thai dd va gin bé. D8i véi Gen Z, nhém coi trong thé hién ban than va ban sic phong
cach, mic d6 phi hgp ma clra hang truyén tai thong qua trwng bay, phdi mau va phong cach trinh bay san phim
dwoc ky vong lién hé tich cwc véi hanh vi quay lai.

4. PHAN (’NG: HANH VI QUAY LAI C0’A HANG

Hanh vi quay lai ctra hang (store patronage) phan 4nh khuynh hwéng tiép tuc ghé thim va wu tién mua sdm tai
mot ctra hang trong twong lai, thé hién qua y dinh quay lai, tAn suit ghé va mirc d6 wu tién so v&i lwa chon thay
thé [30] trong phan tich téng hop da khing dinh trai nghiém ctra hang va cdm nhan gia tri c6 lién hé chit ché véi
hanh vi quay lai. & gbc @6 moi truedng clra hang, [5] cho thdy cac tin hiéu tai diém ban co thé tac dong dén chat
lwong cdm nhén va y dinh hanh vi, trong dé c6 hanh vi quay lai. Do vay, viéc giai thich hanh vi quay lai cin xem xét
dong thoi vai tro cta cac kich thich thi giac tai civra hang va cac trang thai danh gia gia tri, cling nhw cdm nhin phu
hop gitra khach hang va ctra hang.

Trong nghién ctru nay, hanh vi quay lai cra hang dwoc van hanh héa dwéi dang y dinh quay lai ctva hang, phtu hop
v(i thiét ké khdo sat cit ngang va ngudn dir liéu tw bao cdo. Cach tiép cin ndy dugc st dung phd bién trong nghién
ctu hanh vi nguwoi tiéu dung, trong dé y dinh hanh vi thuwong dwoc xem la chi bdo gin ctia hanh vi trong twong lai,
dic biét trong nhitng bdi cdanh ma hanh vi mua sdm thyc t& khé quan sat hoic kho ghi nhan truc tiép tai thoi diém
khao sat. [1], [42], [29].

B. MO HINH VA GIA THUYET NGHIEN CU'U

Nghién ctru ké thira khung ly thuyét kich thich-chu thé-phan rng (S-0-R), theo d6 céc tin hiéu tir méi trudng clra
hang tac dong dén trang thai nhan thirc va cdm xuc ctia khach hang, tir @6 hinh thanh cac phan &ng hanh vi [11],
[28]. Trong béi canh ban 1é thoi trang nhanh, treng bay hang hoa truc quan va cac thanh t6 bau khong khi cira
hang dwoc xem 1a nhém kich thich quan trong, dinh hinh danh gia gia tri va trai nghiém mua sdm tai diém ban [5],
[6]. D6i v6i Gen Z, nhém khach hang coi trong tinh tién loi, cip nhit xu hwéng va trai nghiém cam giac tai ctra
hang, cac tin hiéu trec quan nhw bé cuc, trung bay sdn phdm, mau sic va anh sang c6 thé chuyén hoa thanh gia tri
mua sam cdm nhan va cadm giac phi hgp véi ban than, tir d6 thic ddy hanh vi quay lai ctra hang [28], [11], [43].

1. CAC GIA THUYET NGHIEN C(*U
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Trong linh virc thoi trang nhanh, bd cuc va thiét k& ctra hang thwong dwoc cac chudi ban 1é chuin héa theo tiéu
chuin vin hanh nham t6i wu héa ludng di chuyén, mat do trueng bay va téc dd luan chuyén hang héa. Vi vay, mitc
d6 khac biét ma khach hang cdm nhéin gitra cic clra hang trong ciing phin khuc cé thé khong di 16n dé tao ra bién
thién dang ké vé gia tri mua sdm cdm nhan hoic ty twong ddng cdm nhan. Theo cach tiép can coi day 1a yéu t& nén,
mot sO déc tinh cia méi trwdng clva hang khi da dat ngwdng téi thiu thwong it tao ra loi thé khic biét, nhwng khi
suy giam lai c6 thé lam gidm trai nghiém va danh gid ctia khach hang [18], [7], [41]. Do d4, tc dong cta bd cuc va
thiét ké ctra hang dén cac trang thai thudc chi thé trong mé hinh c6 thé phu thudc vao mirc d6 chuin hoa cta
nganh cling nhw mrc d6 dong nhit gitra cac thwong hiéu thoi trang nhanh.

Vé miit cdng ning, bé cuc hop ly va thiét ké hd tro dinh huéng gitup khach hang di chuyén thuan tién, giam nd lwc
tim kiém, gidm qua tai nhan thirc va ting cdm nhén ki€ém soat trong qua trinh lwa chon san phdm. Cac nghién ctiru
vé bau khong khi ctra hang cho thdy bé cuc va mirc o thuén tién lwu théng la tién dé hinh thanh suy luin vé chat
lwong va gia tri cia hang hda, qua do gia ting gia tri mua sim cdm nhan [5], [24]. V& mat trai nghiém, thiét k&
khong gian cling c6 thé tao cam gidc thad vi, khuyén khich kham phda va kéo dai thoi gian & lai clva hang, qua do tang
gia tri hwéng thu ctia hoat ddong mua sdm [3], [6]. Trong nganh thoi trang nhanh, noi dong san phim thay déi
nhanh va quyét dinh mua c6 thé dién ra trong thoi gian ngin, mot thiét ké cira hang t8t cang tré thanh yéu t6 1am
ting gia tri nhan duoc trong méi lan ghé tham. Do dé, gid thuyét Hla dwoc dé xuit:

Hla: B6 cuc va thiét ké ctra hang tdc dong tich cwc dén gid tri mua sdm cdm nhdn.

Theo ly thuyét ty twong ddng, nguwoi tiu dung c6 xu hwéng danh gia tich cwe valwa chon cac ddi twgng hodc khéng
gian c6 hinh anh phu hop véi tw khéi niém cta ho [36], [38]. Trong ban 1é, b6 cuc va thiét ké ctra hang khong chi
mang tinh chirc ning ma con déng vai tro nhw mdt ngdn ngir biéu twgng truyén tai phong cach sdng, ca tinh thuwong
hiéu va chan dung khach hang muc tiéu. Khi khach hang nhin thiy thiét k€ khong gian phan 4nh phong cach va
ban sic ctia ban than, mirc dd tw twong dong cdm nhan c6 xu hwéng gia ting. Bang chirng thuc nghiém ciing cho
thdy cac tin hiéu méi trrong nhw thiét k€, mau sic va anh sang c6 thé dinh hinh hinh anh va c4 tinh ctra hang, qua
d6 tao diéu kién cho qué trinh dong nhit héa giita khach hang va ctra hang [40]. Do d6, gia thuyét H1b dwoc dé
Xuit:

H1b: B6 cuc va thiét ké ctra hang tdc ddng tich cwe dén tw twong dong cdm nhdn.

Vé miit co ché, trung bay san pham thwong tao tadc dong manh hon 1én gia tri mua sdm cam nhan vi cung cip cac
loi ich mang tinh c6ng ning, gitip khach hang dé tim va dé lua chon, qua d6 1am giam chi phi thi gian va chi phi
nhéin thirc trong qué trinh ra quyét dinh. Nguwoc lai, tw twong ddong cdAm nhan thwong dwoc khoi goi manh hon béi
nhitng tin hiéu mang tinh biéu twong va gan v&i ban sic, ching han phong cach thé hién, dic trung khong gian va
bau khong khi ctra hang, 1a nhirng yéu t6 ma khach hang st dung dé€ déi chiéu véi khai niém vé ban than. Do do,
trong b6i canh thoi trang nhanh, tic déng cla trung bay sdn phdm 1én ty twong dong cdm nhén co6 thé yéu hoic
phu thudc vao mirc @6 thé hién tinh biéu twong ctia cach tring bay. Trong khi d6, cac tin hiéu cam giac néi troi
nhw mau sic va 4nh sang c6 thé gitr vai tro rdé nét hon trong viéc khoi goi cdm nhén veé phong cach va ban sic clia
ctra hang [4], [36], [37]-

Trung bay san phdm, bao gom sip xép theo chl dé va xu huwdéng, mirc dd gon gang, kha ning cham va thir, ciing
viéc sit dung ma-no-canh va minh hoa phdi d6, giip giam bat dinh trong lwa chon va nang cao tinh hitu ich cta
chuyén mua sam. Theo hwéng ti€p can bau khong khi ctra hang, trrng bay san pham 1a tin hiéu trec quan then
chot khién khach hang suy ludn vé sy phong phd, chit lwgng va gia tri cia hang hoa, qua dé gia ting gia tri mua
sdm cam nhan [4], [6]. Mit khac, trung bay theo cAu chuyén thi gidc va theo bd phdi goi v c6 thé kich thich cdm
xUc, tang hirng thd kham pha va cing cd gia tri hwéng thu, dic biét trong nganh thoi trang nhanh noi trai nghiém
kham pha xu hwdng déng vai tro ndi bat [43]. Do do6, gia thuyét H2a dwoc dé xuit:

H2a: Cdch trung bay sdn phdm tdc dong tich cwc dén gid tri mua sdm cdm nhdn.

Trung bay sdn phdm khong chi truyén tai thong tin vé san ph4m ma con goi mé hinh miu phong cach théng qua
phdi canh, ma-no-canh, bang goi y phdi d6 va cac cht dé trieng bay. Nhitng yéu t6 nay gép phan lam ré hinh anh
ngudi dung dién hinh va dinh vi phong cach thwong hiéu, tir d6 tao diéu kién d€ khach hang so sanh va ddi chiéu
v&i tw khai niém ctia minh [36], [38]. Trong bdi canh thoi trang nhanh, bing chirng thuc nghiém cho thiy trung
bay hang hoéa trwc quan cé thé thic diy tw twong déng thong qua viéc 1am néi bat phong cich séng ma thwong
hiéu dai dién, qua d6 hd tro co ché dong nhat hoa va gin két véi clra hang [10]. Do do, gia thuyét H2b dwoc dé
Xudt:

H2b: Cdch trwng bay sdn phdm tdc ddng tich cwe dén tw twong déng cdm nhdn.

Mau sic va 4nh sang 1a nhém tin hiéu nén tic d6ng manh dén nhan thitc thim m§, cam xtic va mirc 6 thoai mai
clia khach hang trong khéng gian mua sdm. Cac tong quan hé théng vé bau khong khi cira hang chi ra ring mau
sdc va anh sang c6 lién hé nhit quan véi trang thai cdm xic va danh gia gia tri, tir d6 &nh hwdng dén sy hai long, y



92 TAC DPONG CUA TRUNG BAY HANG HOA TRU'C QUAN PEN HANH VI QUAY LAI ClYA HANG CUA KHACH HANG GEN Z

dinh mua va hanh vi quay lai [24]. Bén canh tic dong cdm xtc, 4nh sang pht hgp con ting kha ndng quan sat chat
liéu, mau sc trang phuc va chi tiét san phdm, gidm rdi ro cdm nhan va nang cao gia tri cdng ning cta qua trinh
lwa chon, dic biét trong nganh thoi trang [40]. Do d4, gia thuyét H3a dwoc dé xut:

H3a: Mau sdc va dnh sdng tdc dong tich cwc dén gid tri mua sdm cdm nhdn.

Tin hiéu mau sic va 4nh sang gép phan ciu thanh ca tinh cira hang va hinh dnh thwong hiéu tai diém ban, tir dé
tac dong dén mirc do khach hang cdm thay ban than phlt hop véi khong gian mua sdm. Nghién ctru thuc nghiém
cho thdy cac tin hiéu méi tredng nhw mau sic va 4nh sang c6 thé dinh hinh nhan thic vé c4 tinh va hinh anh ctra
hang, d6ng thoi dnh hwdng dén mc dd wa thich ctra hang [40]. Khi bau khéng khi cira hang goi 1én phong cach
séng hodc thAim my ma Gen Z theo dudi, khach hang c6 xu hwéng trai nghiém mirc tw twong déng cao hon, tir d6
tdng kha ning gin két v&i ctra hang [38], [23]. Do d6, gia thuyét H3b dwoc dé xuit:

H3b: Mau sdc va dnh sdng tdc dong tich cwc dén tw tirong dong cdm nhan.

Gi4 tri mua sim cadm nhan phan 4nh mitc d xrng dang cla trai nghiém mua sim, bao gdm ca gia tri cdng ning va
gi4 tri hwéng thu [3]. Ly thuyét va bing chirng thwc nghiém cho thdy khi khach hang danh gia chuyén mua sim
mang lai gia tri cao, ho c6 xu hwéng gia ting sw hai long, truyén miéng tich cwc va hanh vi quay lai trong twong lai
[4]. Trong nganh thoi trang nhanh, nghién ctru theo khung S-0-R ciing ghi nhan gia tri mua sdm dong vai trd then
chot lién két trueng bay hang hoa trwc quan véi hanh vi quay lai cira hang, qua d6 cho thay gia tri cdm nhén la co
ché chuyén héa kich thich ctra hang thanh hanh vi 13p lai [10]. Do d6, gid thuyét H4 dwoc dé xuit:

H4: Gid tri mua sdm cdm nhdn tdc déng tich cwc dén hanh vi quay lai ctra hang.

Tu twong ddng cdAm nhan mo ta mirc dd hinh dnh clra hang hoac thwong hiéu phit hop v&i tw khai niém ctia khach
hang, qua d6 tao cdm giac phtt hop va thic ddy khuynh hwéng duy tri méi quan hé véi doi twong tiéu dung [36].
T6ng quan gan diy cho thiy tu twong dong 1a mot co ché 6n dinh trong hanh vi tiéu dung, lién hé v&i thai do tich
cuc, gan két cdm xuc va cac két qua hanh vi nhw trung thanh va tai mua sim [22]. Trong nganh thai trang, sw phu
hegp gitra hinh 4nh phong cach s6ng ma thwong hiéu truyén tai véi ban sic ca nhan cé thé ciing c6 gin két va long
trung thanh, tir 46 lam ting kha ning quay lai clra hang, dic biét & Gen Z [10]. Do d9, gia thuyét H5 dwoc dé xudt:

H5: Ty tirong dong cdm nhdn tdc ddng tich cwc dén hanh vi quay lai civa hang.

2. MO HINH NGHIEN CU'U PE XUAT

Dwa trén khung S-O-R, mé hinh nghién cru dé xuit xem trung bay hang héa tryc quan la nhém kich thich gobm ba
thanh phan: b6 cuc va thiét ké cira hang, trrng bay san phadm, mau sic va 4nh sang. Hai bién dai dién cho chi thé
gom gia tri mua sdm cadm nhan va ty twrong dong cdm nhan. Bién phu thudc dai dién cho phén trng 1a hanh vi quay
lai ctra hang.

Theo 14p luan ctia khung S-0-R va cac bang chirng trong ban 1&, cac thanh phan trung bay dwoc ky vong tac dong
cung chiéu dén gia tri mua sdm cdm nhén va tw twong ddng cdm nhan, vi tin hiéu thi giac c6 thé 1am ting mic dd
thuin tién, gidm qua tai thong tin, gia ting cam xuc tich cwc va cling c6 cdm nhin phu hop gitta khach hang va ctra
hang. Dong thoi, khi khach hang cAm nhan gié tri mua sdm cao hodc c6 mitc tw twong dong cao, ho c6 xu hwdng
tang kha ning quay lai va wu tién lwa chon ctra hang trong cac 1an mua sam tiép theo.

(Kich thich - S) (Chi thé - 0) Gen Z (Phan (g — R)

Trung bay hang hoé truc quan

Bo6 cuc va

Bo Gia tri
thiét ke cira hang

mua sam
cam nhan

i Hla()

\Hib (+)
s H4 (+)
< H2a (+),

Hanh vi

‘ quay lai
g ctra hang

Trung bay

san phim H2b (+)

Tu tuong
dong cam
nhéan

H3a (+) B

Mau sac va H3b (+)

4nh séng

Hinh 1. Mo hinh nghién ctru
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III. PHUO'NG PHAP NGHIEN C(*U

A. THIET KE NGHIEN CU'U

Nghién ctru st dung phwong phéap dinh lwong véi thiét ké nghién ctru cit ngang nham kiém dinh mé hinh theo
khung S-0-R trong bdi cdnh ban 1é thoi trang nhanh tai TP.HCM. Thiét ké cit ngang phu hop véi muc tiéu do lwong
nhén thirc va trai nghiém tai mot thoi diém, déng thoi kiém dinh quan hé gitra cac bién tiém 4n théng qua mé hinh
héa ciu truc [14].

B. POI TUO'NG KHAO SAT, PHUONG PHAP LAY MAU VA THU THAP DU LIEU

Doi twgng khao sat1a khach hang Gen Z (c6 ndm sinh tir 1998 dén 2010) dang sinh s6ng, hoc tip hodc lam viéc tai
TP.HCM va c6 trai nghiém mua sim tai ctra hang thoi trang nhanh trong vong 6 thang gan nhit. Nghién ctru ap
dung 14y mAu phi x4c suit theo kj thuat 14y miu thuin tién c6 dinh hwéng nhdm ti€p cin ding nhém ddi twong
va dam bao tinh kha thi trong thu thip dir liéu tai boi canh d6 thi.

Dit liéu dwgc thu thap théng qua khao st truc tuyén va khao sat truc ti€p tai diém ban & cac khu vuce tip trung
nhiéu ctra hang thoi trang nhanh. D€ kiém soat chat lwgng, bang héi dwgc thiét ké kém cau héi kiém tra sy cha y;
cac phan hoi c6 thoi gian hoan thanh qué ngin, miu hinh tra 1o bat thwong (chon mot mitc cho toan bd ciu héi)
hodc khong dap &ng tiéu chi sang loc sé bi loai.

C& mAu dwgc xac dinh dwa trén khuyén nghi trong nghién ctru PLS-SEM. Theo quy tic tham chiéu 10 lan, c& mau
t6i thidu can 16n hon hodic bing mwoi lAn s6 moi quan hé cu tric lén nhit hwéng vao mot bién ndi sinh trong mé
hinh; dong thoi cling dwgc ddi chiéu véi s6 bién quan sat nhdm dam bao dd 6n dinh cta wéc lwgng [15]. Trén co
s& d6, nghién ctru dit muc tiéu thu thap tir 300 dén 350 quan sat d&€ dam bao do tin ciy théng ké va kha nang khai
quat héa két qua. Thuec té, s6 phiéu tra 1o thu thap dwoc 1a 402. Sau bwéc 1am sach dir liéu, mau phan tich cudi
clng gom 374 quan sat hop 1&.

C. THANG PO VA PO LUONG

T4t ca cac thang do trong nghién ctru st dung thang do Likert 7 diém (1 = Hoan toan khong dong y; 7 = Hoan toan
déng y). Cac thang do duoc ké thira va diéu chinh tir cac nghién ctiru trwdc, dong thoi dwgc hiéu chinh ngdn ngi
theo quy trinh dich ngwgc (back-translation) nhdm dam bao twong dwong y nghia va pht hop béi canh vin hoa -
tiéu dung Viét Nam. Cu thé, bién bé cuc va thiét ké clra hang gom 4 bién quan sat ké thira tir thang do cta [2]; (ii)
bién treng bay san pham gom 4 bié€n quan sat tham chiéu téng quan va hé théng thang do trong [6]; (iii) bién mau
sdc va 4nh sadng gdm 4 bién quan sat diéu chinh tir thang do hinh anh ctra hang ctia Kumar va cdng sw (2014); (iv)
bién gia tri mua sim cam nhan dwoc do lwdng trén ca hai khia canh 1a gia tri hwéng thu va gia tri cong niang, thang
do dwoc diéu chinh dua trén [3]. Trong nghién ctru ndy, gia tri mua sdm cam nhan dwoc mo hinh héa nhw mot ciu
tric bac mot phan xa phan anh danh gia tong thé vé gia tri trai nghiém mua sdm; cic bién quan sat PSV1-PSV6
dwoc thiét k€ dé bao quat ca gia tri cong ning va gia tri hwdng thy, nhwng dugc sir dung dé do lwong mot khai
niém PSV téng hop phl hop véi muc tiéu kiém dinh ctia m6 hinh [3], [15], (v) bién tw twong ddng cdm nhin dwoc
xay dung theo hwdng nghién ctru tw twong dong [36], [38], [23]; va (vi) bién hanh vi quay lai ctira hang dwoc diéu
chinh dwa trén hwéng ti€p cin trong nghién ctru cia [5], phtt hop v&i boi cdnh ban 1€ thoi trang nhanh tai TP.HCM
va d6i twong Gen Z. Do thang do phan 4nh mitc d6 sdn sang va mirc d0 wu tién quay lai trong twong lai, bién hanh
vi quay lai ctra hang trong nghién cttu nay dwoc do lwdng dwéi dang y dinh. Vi vay, cac két qua dugc dién giai theo
hwéng tac dong dén khuynh hwéng quay lai cia khach hang, thay vi tAn suit hanh vi cé thé quan sat truec tiép tai
diém ban [1], [29]. Trwéc khao sat chinh thikc, nghién ctru thwe hién khao sat thir d€ ra soat ngdn ngit, do ro rang
va thoi gian hoan thanh bang hoi.

D. PHU'ONG PHAP PHAN TiCH DU’ LIEU

Dit liéu dwoc phan tich bing mo hinh phwong trinh cdu tric binh phwong ti thiéu riéng phan (PLS-SEM) véi phan
mém SmartPLS (phién ban 4.1.1.6). PLS-SEM phu hgp véi muc tiéu dy bao hanh vi va mo hinh c¢6 nhiéu bién tiém
4n, dong thoi it bi rang budc bai gia dinh phan phdi chuin; do d6 thich hop véi dir liéu khao sat trong bdi canh
hanh vi ngwdi tiéu dung [14] [15].

Quy trinh phan tich gdm hai bwéec: (i) danh gida mé hinh do lwdng va (ii) danh gia mo hinh ciu tric. ¢ mé hinh do
lwong, nghién ciru kiém dinh do6 tin ciy théng qua Cronbach’s Alpha va dé tin cay téng hop (CR) véi ngudng
khuyén nghi tir 0.70 tré 1én; kiém dinh gid tri hoi tu théng qua phwong sai trich trung binh (AVE) tir 0.50 trd 1én
(Fornell & Larcker, 1981); va kiém dinh gi4 tri phan biét bang tiéu chuin [12] hodc chi s6 HTMT (< 0.90) [17].

(' mé hinh ciu tric, nghién citu wéc lwong va kiém dinh cac hé s6 dwdng din bang thii tuc bootstrapping véi 5.000
mau con d€ xac dinh y nghia thdng ké. Mirc do giai thich cia mé hinh dwoc danh gia thong qua R?; va d6 1én anh
huwéng cla tirng mdi quan hé dwoc bio cdo bing f* theo ngwdng cia [8]. Nghién ctru dong thei kiém tra da cong
tuyén trong mé hinh c4u trtic bing VIF dé dam bao tinh 6n dinh cta wéc lvgng.



94 TAC DPONG CUA TRUNG BAY HANG HOA TRU'C QUAN PEN HANH VI QUAY LAI ClYA HANG CUA KHACH HANG GEN Z

IV. KET QUA NGHIEN CU'U VA THAO LUAN

A. THONG KE NHAN KHAU HOC

Két qua théng ké nhan khau hoc ctia 374 dap vién cho thiy, vé mit giéi tinh, mau khao sat chi yéu la nit (76.7%).
Vé d6 tudi, nhdm 19-21 chiém ty 1& 16m nhat (79.9%), ti€p theo 1a 22-24 (16.6%), trong khi cdc nhém con lai chiém
ty 1& nhé. Vé nghé nghiép, da s6 ngudi tham gia 1a hoc sinh/sinh vién (96.3%). Vé tan suit mua sam, dap vién chi
yéu mua 1-3 l4n/thang, trong d6 2 l4n/thang phé bién nhit (25.4%); dang chu ¥, 16,8% mua tir 5 1an/thang tré
1én. V& ngan sach mua sam, mitc chi tiéu tp trung & 200.000-du&i 1.000.000 ddng/thang (73.5%). Vé lwa chon
thwong hiéu, phan 16n dap vién mua két hop thwong hiéu qudc té va Viét Nam (60.7%). Nhin chung, co cAu miu
phu hop véi d6i twong Gen Z trong bdi canh ban 1é thoi trang nhanh tai TP.HCM.

B. KET QUA PHAN TiCH MO HINH CAU TRUC TUYEN TINH PLS-SEM

M6 hinh nghién ctru dwoc danh gid qua hai buéc 1a danh gid moé hinh do lwdrng va mo hinh ciu tric tric [16], [14].

1. PANH GIA MO HINH PO LUO'NG (MEASUREMENT MODEL)

Khi danh giad md hinh do lwong dang két qua trén SMARTPLS 4.1.1.6, nghién clru sé tip trung vao cic vin dé chinh:
chit lwong bién quan sat (chi b4o), do tin cay, tinh hoi tu va tinh phan biét clia cic thang do nhdm dam bao tinh
6n dinh ctia cac wéc lwong trong md hinh ciu tric.

a) Chit lwgng bién quan sat (chi bao)

Bang 1. Hé sé tdi nhdn t6 ngoai

Heé s6 tai Hé s6 tai
Thang do nhin t6 Thang do nhin t6
ngoai ngoai
SLD1 0.720 PD1 0.779
1. B6 cuc va thiét ké cira SLD2 0.761 2. Cach trung bay san PD2 0.797
hang (SLD) SLD3 0.801 pham (PD) PD3 0.738
SLD4 0.785 PD4 0.775
CL1 0.784 PSC1 0.847
3. Mau sic va 4nh sang CL2 0.791 4. Ty twong dong cam PSC2 0.873
(CL) CL3 0.804 nhan (PSC) PSC3 0.832
CL4 0.835 PSC4 0.852
PSV1 0.759
SP1 0.883
PSV2 0.765
5. Gia tri mua sim cam PSV3 0.740 6. Hanh vi quay lai ctra
nhan (PSV) PSVa 0.766 hang (SP) SP2 0.881
PSV5 0.778 SP3 0.849
PSV6 0.804

K&t qua tai Bang 1 cho thdy cac bién quan sat déu c6 hé s tai nhan t6 ngoai nam trong khoang 0.720-0.883, vuot
ngudng chip nhan thong dung (= 0.70) ddi véi nghién ctru khang dinh va phu hop véi khuyén nghi bao cao PLS-
SEM [14]. Diéu nay cho thiy cac chi bdo phdn dnh t6t khai niém tiém 4n twong &ng va dwoc gilr lai d€ phén tich &
buéc tiép theo. Riéng d6i véi gia tri mua sim cdm nhan (PSV), két qua Bang 1 cho thdy cac bién quan sat PSV1-
PSV6 déu c6 hé s tai dat ngudng va cing phan 4nh nhit quan mot ciu tric tiém 4n duy nhit. Do d6, trong nghién
ctru nay, PSV dwoc mo hinh héa nhw mét ciu triic bAc mot phan xa dai dién cho danh gia tdng thé vé gia tri trai
nghiém mua sdm; cac chi bao dwgc thiét ké dé bao quat ca khia canh gia tri cdng ning va gia tri hwéng thy, nhung
dwoc st dung dé do lworng mot khai niém PSV téng hop phl hop véi muc tiéu kiém dinh ciia m6 hinh [3], [15].

b) P tin ciy cua thang do Reliability

Bang 2 cho thay do tin ciy cla cac thang do dat yéu ciu khi Cronbach’s Alpha dao ddng tir 0.767 dén 0.873 va do
tin ciy tong hop (CR) dao déng tir 0.851 dén 0.913, déu vwot nguwdng khuyén nghi (= 0.70) [11]. Péng thoi, phwong
sai trich trung binh (AVE) cla cac thang do nam trong khoang 0.589-0.759 va déu 16n hon 0.50, xac nhan gi4 tri
hdi tu cta thang do va phan 4nh t6t ban chit khai niém cida tirng cdu tric trong mo hinh S-0-R. (Fornell & Larcker,
1981).
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Bang 2. Bdng ddnh gid d¢ tin cdy va hji tu

Thang do Do tin cay Do tin cay tong hop Phwong sai trich

(Cronbach’s Alpha) (CR) trung binh (AVE)
CL 0.817 0.879 0.646
PD 0.774 0.855 0.596
PSC 0.873 0.913 0.724
PSV 0.861 0.897 0.591
SLD 0.767 0.851 0.589
SP 0.841 0.904 0.759

c) banh gia tinh phan biét - Discriminant validity

Bang 3. Ddnh gid tinh phdn biét thong qua chi sé Fornell-Lacker

CL PD PSC PSV SLD SP
CL 0.804
PD 0.727 0.772
PSC 0.506 0.458 0.851
PSV 0.635 0.642 0.657 0.769
SLD 0.596 0.692 0.379 0.528 0.767
Sp 0.579 0.577 0.619 0.763 0.488 0.871

Gi4 tri phan biét dwoc danh gia bang tiéu chuan Fornell-Larcker. Theo d6, cin bac hai ctia AVE trén dwong chéo
chinh phai 16m hon cac hé s6 twong quan giita khai niém d6 véi cac khai niém con lai [12]. Két qua tai Bang 3 cho
thdy cac gia tri trén duong chéo (0.767-0.871) déu 16n hon cic twong quan ngoai dwong chéo trong cling
hang/cot, qua d6 khing dinh cac thang do dat yéu ciu vé gia tri phan biét.

2. PANH GIA MO HINH CAU TRUC (STRUCTURAL MODEL)

Doi véi mo hinh ciu tric, nghién ctru 1an lwot xem xét (1) hién twong da cong tuyén (VIF), (2) mirc do giai thich
ctia md hinh (R? hiéu chinh), (3) mtc d6 anh huwéng (f2) va (4) y nghia théng ké clia cAc mdi quan hé duwdng din
[14].

a) Pa cong tuyén (VIF)
Két qua tai Bang 4 cho thiy cac hé s VIF déu nho hon nguwdng 5 (tir 1.988-2.715), ham ¥ m6 hinh khéng gip van
dé da cong tuyén dang ké va cic woc lwong dwong dan c6 thé dwoc dién giai dang tin cay [14].

Bang 4. Ddnh gid da cdng tuyén tinh (VIF)

VIF
CL -> PSC 2.197
CL ->PSV 2.197
PD -> PSC 2.715
PD -> PSV 2.715
PSC -> SP 1.760
PSV ->SP 1.760
SLD -> PSC 1.988
SLD -> PSV 1.988

b) Kiém soat sai 1éch phwong phap chung (Common Method Bias)

Do dit liéu dwoc thu thip bang bang hdi tw bdo cdo tai cing mot thoi diém, nghién ctru tién hanh kiém soat sai léch
phwong phap chung (Common Method Bias - CMB). Theo dé xuit cta [21], phwong phap kiém tra da cong tuyén
dwa trén hé sd inner VIF trong mo hinh ciu tric PLS-SEM dwgc sit dung nhw mot kiém dinh hiu nghiém déi véi
CMB. K&t qua phan tich cho thiy tit ca cac hé sd inner VIF giita cic bién tiém 4n déu nho hon ngwdng 3.3, cho thiy
sai léch phwong phap chung khong phai 1a van dé nghiém trong trong nghién ctru nay.

) Mirc do giai thich cia mé hinh (R? hiéu chinh)

K&t qua tai Bang 5 cho thidy mé hinh giai thich dwoc 60.4% bién thién ctia hanh vi quay lai ctva hang (SP), 47.3%
bién thién cta gia tri mua sdm cdm nhan (PSV) va 26.9% bién thién cla ty twong ddong cdm nhan (PSC). Theo
ngudng goi y (0.75: manh; 0.50: trung binh; 0.25: yéu), mirc giai thich d6i v&i SP 1a tlr trung binh dén twong d6i
cao, PSV & mirc trung binh va PSC & mic yéu-trung binh [14].
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Bang 5. Két qud R? hiéu chinh

R? R? hiéu chinh
PSC 0.275 0.269
PSV 0477 0.473
SP 0.606 0.604

d) Gia tri mic d6 anh hwéng (%)
Mirc d6 anh hwdéng 2 dwoc dién giai theo nguwdng ctia [8]: 0.02 (nhd), 0.15 (trung binh), 0.35 (1én). K&t qua & Bang
6 cho thiy tac ddng cta PSV 1én SP c¢6 mirc anh hwdng 1én (2 = 0.568), trong khi PSC 1én SP c6 mirc &nh hwéng
nho (f2 = 0.061). & cac quan hé con lai, mtrc anh hwéng chi yéu & mitc nhé hoic rit nho, cho thiy vai tro twong
d6i khac nhau cua tirng tién t6 trong viéc giai thich bién phu thudc.

Bang 6. Gid tri mitc do dnh hwéng f*

f2
CL -> PSC 0.079
CL-> PSV 0.098
PD -> PSC 0.013
PD -> PSV 0.076
PSC -> SP 0.061
PSV -> SP 0.568
SLD -> PSC 0.002
SLD -> PSV 0.010
e) Kiém dinh gia thuyé&t va hé sé dwong dan
Bang 7. Bdng gid tri hé s6 cdc mdi quan hé tdc dong
Hés6é | Hésé tac
. tac dong Do léch o e
th(L;llaé’t M&i quan hé | dong chuin chuan (ll((lf/?g;gl‘;lt) 2.5% |97.5% Val[; es Kétluin
y chuin | héa trung | (STDEV)
héa (0) | binh (M)
Hla |SLD->PSV | 0.100 0.102 0.060 1.663 0016 | 0.220 | 0.096 Khon“féfr’lhap
H1b |[SLD->PSC | 0.055 0.059 0.080 0.690 -0.101 | 0.216 | 0.490 Khon“féflhap
HZa | PD->PSV | 0.329 0.329 0.069 4.767 0.194 | 0.464 | 0.000 | Chdp nhan
HZb | PD->PSC | 0.162 0.164 0.095 1.715 -0.027 | 0352 | 0.086 Khon“féflhap
H3a | CL->PSV | 0.336 0.334 0.067 4.997 0.199 | 0.462 | 0.000 | Chdp nhan
H3b | CL->PSC | 0.355 0.353 0.086 4108 0.175 | 0.514 | 0.000 | Chdp nhan
H4 | PSV->SP | 0.627 0.628 0.056 11.139 0514 | 0.734 | 0.000 | Chdp nhan
H5 | PSC->SP | 0.206 0.207 0.060 3.446 0.093 | 0327 | 0.001 | Chdpnhan
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Hinh 2. K&t qud phdn tich mé hinh cdu triic tuyén tinh PLS-SEM

Két qua kiém dinh gia thuyét dwoc thuc hién bing ki thuat bootstrapping va dwgc trinh bay tai Bang 7. Cac mdi
quan hé c6 y nghia thdng ké dwoc xac dinh khi p < 0.05 va khoang tin cdy 95% khong bao ham 0 [14].

Veé c4c quan hé c6 y nghia, két qua cho thiy, yéu t6 trung bay san phadm c6 tac dong tich cwc dén gia tri mua sdm
cam nhan (B = 0.329, t = 4.767, p = 0.000); y&u t6 mau sic va anh sang c6 tac dong tich cuc dén gia tri mua sim
cam nhan (f = 0.336,t=4.997, p = 0.000); y&u t& mau sic va 4nh sang c6 tac dong tich cwc dén tu twong dong cam
nhan (B = 0.355, t = 4.108, p = 0.000); yé&u t6 gia tri mua sim cadm nhan cé tac dong tich cwc dén hanh vi quay lai
ctra hang (B = 0.627,t=11.139, p = 0.000); yéu t6 tw twong dong cdm nhin co6 tac ddng tich cwc d&€n hanh vi quay
lai ctra hang (B = 0.206, t = 3.446, p = 0.001). Dang chu y, tac dong clia gia tri mua sim cdm nhan 1&én hanh vi quay
lai clra hang 1a manh nh4t va c6 y nghia théng ké cao (B = 0.627; t=11.139; p < 0.001), ham y gia tri mua sdm cam
nhén déng vai tro trung tAm trong viéc thic diy hanh vi quay lai clra hang. Bén canh d6, yéu td tw twong déng cam
nhén ciing tac dong tich cwc 1én hanh vi quay lai ctvra hang (B = 0.206; t = 3.446; p = 0.001), nhwng mi&c dnh hwéng
nhé hon, pht hop véi két qua 2.

Nguoec lai, mai quan hé gitra b6 cuc va thiét ké clra hang va gia tri mua sdm cdm nhan khéng c6 y nghia théng ké
(B=0.100; t=1.663; p = 0.096), do d6 gia thuyét Hla khong dwoc chdp nhan. Twong tw, mdi quan hé giita bé cuc
va thiét ké clra hang va ty twong dong cadm nhan khong cé y nghia théng ké (B = 0.055; t = 0.690; p = 0.490), do d6
gid thuyét H1b khéng dwgc chdp nhin. Cudi cing, méi quan hé gitra treng bay san phidm va tu twong dong cam
nhén khong c6 y nghia théng ké (B = 0.162; t = 1.715; p = 0.086), do d6 gia thuyét H2b khong dwgc chip nhan.

K&t qua nghién ctru cho thay mé hinh S-0-R cé mirc d6 phu hgp va nang lwc giai thich tét ddi véi hanh vi quay lai
cra hang. Trong ba thanh phan trung bay trwc quan, mau sic va 4nh sang va trung bay san phim 13 hai yéu té
quan trong trong viéc hinh thanh gi tri mua sim cam nhan, trong khi mau sic va 4nh sang dong thoi 12 yéu t6 ndi
bat nhat hinh thanh ty twong déng cdm nhan. Cudi cung, ca gi4 tri mua sim cam nhan va ty twong d6ng cdm nhan
déu thuc d4y hanh vi quay lai ctra hang, trong d6 gia tri mua sim cdm nhan 1a co ché tac dong chi dao va mang y
nghia thuc tién lén nhat. Trén co sé d6, phan thao luan tiép theo cé thé tap trung lam ré co ché tdm ly trung gian
theo S-0-R, dic biét nhdn manh vai tro trung tAm cda gia tri mua sim cdm nhan trong viéc chuyén héa cac kich
thich trueng bay trwc quan thanh hanh vi quay lai cia khach hang Gen Z trong nganh ban 1é thoi trang nhanh tai
TP.HCM.

C. THAO LUAN

Muc tiéu cta nghién ctru nay la kiém dinh co ché tadc dong cla trung bay hang hoa trwc quan (kich thich - S) dén
hanh vi quay lai ctra hang (phan rng - R) théng qua phan &ng tdm ly ctia khach hang thudc Gen Z (chu thé - 0),
trong bdi canh ban 1é thoi trang nhanh tai TP.HCM. Két qua kiém dinh m6 hinh c4u truc cho thiy co ché S-0-R
dugc ting hod, qua d6 cliing 6 14p luan cta tAm 1y hoc méi tredng rang cac tin hiéu khong gian ban 1é c6 thé dinh
hinh trang thai cdm x1c va nhan thirc ndi tai va dan téi khuynh hwéng hanh vi [28]. Dong thoi, phat hién nay phu
hop véi cac tdng quan gan diy vé trung bay trwc quan va biu khong khi cira hang, nhdn manh vai tro ctia cac kich
thich gidc quan trong viéc tao trai nghiém va gia tri cdm nhén ctia khiach hang [6]. Pang chi y, két qua nghién ctru
nh4n manh vai trd trung tAm cda gia tri mua sdm cdm nhan nhw mot dong lwc chi dao thic diy hanh vi quay lai,
trong khi tw twong dong cdm nhan déng vai tro bd tre.
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Doi véi nhom gia thuyét vé tac dong cla trwng bay trwc quan 1én phan &ng tim ly (S — 0), hai gia thuyét Hla (SLD
— PSV) va H1b (SLD — PSC) khdng dwgc chidp nhan & mirc y nghia 5%. K&t qua nay goi y rdng trong mau nghién
ctru, b cuc va thiét k& clra hang chwa phai 1 yéu t6 phan biét G manh dé hinh thanh gia tri mua sim cdm nhan
hay tw twong dong cadm nhan ctia khach hang thudc Gen Z. K&t qua nay khac véi mot s6 nghién ciru cho ring tin
hiéu thiét ké va khong gian c6 thé tdc dong dén gia tri hang hoa cdm nhin va y dinh lui t&i cra hang théng qua trai
nghiém mua sim [4], [13]. Tuy nhién, trong b6i canh thi trang nhanh, khong gian ban 1é thwéng dwoc thidt ké
theo chuin van hanh nhdm t8i wu lubng di chuyén, t6i wu trung bay va tdi wu dién tich, do d6 khach hang c6 thé it
nhén thiy khac biét da 16n dé tic dong dang ké dén gia tri cdm nhan hodc mirc d6 phtt hgp véi ban than. Bén canh
dé, khach hang thudc Gen Z c6 xu hwédng phan rng manh hon véi cic tin hiéu thi gidc noi tréi va giau cdm xuc,
chéng han 4nh sang, tdng mau, sic thai bau khong khi va cht dé khong gian, hon 1a cic yéu td b cuc mang tinh
cong ning. Lap ludn ndy ciing twong thich vé&i goi ¥ cia [6] rdng mirc @ hivu hiéu clia tirng thanh phan trung bay
trec quan phu thuéc manh vao béi canh ban 1é va mirc dd dong nhat ctia nganh. Tir d6 c6 thé 1y giai vi sao bd cuc
va thiét k€ cira hang khong tao tic déng rd rét 1én cac trang thai tAm ly trong mé hinh. V& ham y ly thuyét, két qua
cho thay trong bdi canh thoi trang nhanh, khéng phai moi thanh phéan cda trueng bay hang héa trwc quan déu cé
kha nidng khoi goi dong thoi tit ca cac trang thai thudc chi thé trong khung kich thich-chi thé-phan &ng. Cu thé,
nhitng yéu t6 mang tinh nén nhw b6 cuc va thiét ké ctra hang c6 thé kho tao ra khac biét dang ké trong tw twong
d6éng cadm nhén khi nganh ban 1é da dwgc chudn héa & mic cao. Ngwoc lai, cac tin hiéu cam gidc néi tréi nhw mau
sdc va anh sang c6 xu huéng khoi goi manh hon cic phan rng gan véi ban sic va cam xic ctia khach hang thudc
thé hé Z [7], [4], [41]. Bén canh d6, viéc trung bay san phdm tac dong rd rét dén gia tri mua sim cdm nhan nhuwng
chwa tao anh hwéng di manh dén ty twong ddng cdm nhan ciing cing c8 1ap luan rang tw twong dong cdAm nhan
doi héi cac tin hiéu mang tinh biéu twong cao hon, lién quan dén phong cach va hinh anh ban than, thay vi chi téi
wu héa khia canh tién loi trong qud trinh lwa chon san phdm [36], [37].

Gia thuyét H2a (PD — PSV) dwgc chdp nhan cho thiy treng by san phdm tac dong tich cwc 1én gia tri mua sim
cam nhan. K&t qua nay nhit quan véi quan diém cho ring gia tri mua sim bao gdbm thanh phan tién ich va thanh
phéan hwéng thu [3], dong thoi phi hop véi bdi cdnh mua sdm thdi trang nhanh, noi cach sip x8p san pham, trung
bay theo bd swu tap, goi ¥ phéi trang phuc, st dung hinh ném trung bay va bang hwéng dan phéi hop c6 thé giup
khéach hang dé tim, dé chon, ting cdm nhan thim my, ting cAm hirng mua sdm va giam chi phi thoi gian cling chi
phi nhan thitc trong qua trinh ra quyét dinh. Tir d6, trai nghiém tré nén dang gia hon va cung cd gia tri mua sim
cam nhan. K&t qua nay ciing phi hop v&i bing chirng thuc nghiém tai cic ctra hang thoi trang nhanh & Indonesia,
khi trung bay trwc quan lam ting gia tri mua sim cdm nhan va qua dé gia ting khuynh hwéng quay lai ctra hang
[10]. Ngworc lai, gia thuyét H2b (PD — PSC) khong dwgc chdp nhin & mic 5%, ham y trung bay san phim c6 thé
gitip khach hang thdy mua sdm c6 gia tri nhung chwa ¢t manh dé tao cdm giac pht hop véi ban than. Tw twong
ddng cam nhan thuwdng gan nhiéu véi ting ¥ nghia biéu twong, phong cach c4 nhan, hinh 4nh thwong hiéu va yéu
t6 xa hoi, trong khi trirng bay san phdm thién vé kj thuat trinh bay nhdm t6i wu trai nghiém lwa chon san pham
[23], [36]. Do d6, tic dong cua truwng bay sdn phdm lén ty twong dong cdm nhin c6 xu hwdéng yéu hon so vai tac
dong 1én gia tri mua sAim cadm nhan. Vé ham y 1y thuyét, két qua nghién ctru cliing c8 quan diém ring trong khung
kich thich-chi thé-phan &ng, cac yéu td kich thich thudc treng bay hang héa truc quan c6 thé khoi goi cic trang
thai thudc cht thé theo nhirng co ché khac nhau, thay vi tao ra mirc tic dong dong déu 1én moi phan ¢ng tim ly
[28], [11], [41]. Cu thé, treng bay san phdm c6 thé chli y&u déng vai trdo nhw mot tin hiéu hd tro ra quyét dinh,
théng qua viéc giam nd luc tim kiém, gia ting mic dd thuan tién va thic ddy hirng thi kham ph4, tir d6 tac dong
manh hon dén gia tri mua sdm cam nhan. Trong khi d6, d& hinh thanh ty twong ddng cdAm nhan, khach hang thwong
can nhirng tin hiéu thé hién ban sic va tinh biéu twgng rd nét hon, chdng han phong cach khong gian, sic thai bau
khong khi va dinh hwéng thAm m§ cla cira hang, von c6 xu hwdng dwoc truyén tai hiéu qua thong qua cac yéu td
cam gidc nhw mau sic va 4nh sang [33], [13]. Noi cach khac, két qua goi y rang trung bay san pham c6 thé 1a diéu
kién quan trong dé nang cao trai nghiém va gia tri mua sdm, nhung van chwa di dé khoi goi cdm nhan vé ban sic
néu moi triedrng cira hang thiéu cac tin hiéu biéu twong dwoc thiét k€ ddng bo.

Gia thuyét H3a va H3b dwoc chdp nhan cho thidy mau sic va 4nh sang 1a thanh phan kich thich quan trong, vira gia
ting gia tri mua sim cam nhan, vira gia ting tw twong ddng cdm nhan. Phat hién nay phu hgp véi cac nghién ctiru
chi ra ring 4nh sang va chit lwgng chiéu sang c6 thé dinh hinh nhan thirc vé bau khong khi, cdm xtic va hanh vi
trong khong gian ban 1& [33]. K&t qua cho thiy vai tro clia 4nh sang va tdng mau khong chi tao cdm giac dé chiu va
nang trai nghiém, ma con gép phén hinh thanh cdm xic pht hop véi phong cach ca nhin va hinh anh ban than caa
khéch hang thudc Gen Z. Trong bdi canh thoi trang nhanh, noi hanh vi mua sdm cé thé mang tinh trai nghiém va
cadm x{c cao, mau sic va 4nh sang tré thanh tin hiéu nhan dién néi bat gitip khach hang ghi nhé va ting dong luc
quay lai.

D06i véi nhém gia thuyét vé tac ddng clia phan &ng tAm ly 1én hanh vi quay lai (O — R), két qua nghién ctru cho thiy
gia thuyé&t H4 (PSV — SP) dwgc chdp nhan va gia tri mua sim cdm nhén tic dong manh 1én hanh vi quay lai, d6ng
thoi cho thdy mirc d6 4nh hwdng thuwc tién 16m. K&t qua nay nhit quan véi lap ludn rang danh gia vé gia tri va kinh
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nghiém tai ctra hang 14 tién t8 quan trong cia hanh vi quay lai va y dinh duy tri quan hé véi nha ban 1é [5], [30].
DPong thoi, két qua cling cing ¢ quan diém rang gia tri mua sim cdm nhan 13 co ché trung gian cha dao chuyén
hoé tac dong cla trng bay trwc quan thanh hanh vi quay lai trong bdi canh thoi trang nhanh [10]. N6i cach khéc,
khéach hang thudc Gen Z c6 xu huwéng quay lai khi ho cdm thiy trai nghiém mua sdm 13 xttrng d4ng, thé hién & sy
thuén tién, sw thi vi, cdm hirng mua sam, tiét kiém thoi gian va tao cdm xc tich cwc, qua d6 bién cac kich thich thi
gidc thanh lgi ich tAm 1y cu thé.

Ngoai ra, gia thuyét H5 (PSC — SP) dwoc chip nhin cho thiy tw twong ddng cdm nhin tac dong tich cwc 1én hanh
vi quay lai nhuwng mitc d§ dnh hwéng thuc tién nhé hon so véi gia tri mua sim cdm nhan. Két qua nay phi hop véi
1y thuyét tw twong dong, theo d6 sw phu hop gitra hinh anh ban than va hinh anh clra hang hoic thwong hiéu c6
thé gia ting cam xtc tich cuc, sw gin b6 va khuynh hwéng trung thanh [36], [23]. Bing chirng thwc nghiém trong
bdi canh khac, ching han ban 1é san phdm cham séc c4 nhan, cling cho thiy tw twong dong gin véi trai nghiém
mua sam va khuynh hwéng wu tién clra hang, du mirc do tdc dong c6 thé thay ddi theo loai sdn phdm va bdi canh
kénh mua sdm [9]. K&t qué nay cho thiy cdm gidc phi hgp véi ban than van c6 vai tro quan trong trong viéc cliing
c6 y dinh va hanh vi ting hd ctra hang, dic biét véi khach hang thudc Gen Z 1a nhém nhay cdm véi biéu dat ban sic.
Cu thé, tu twong ddng cdm nhan déng vai tro bé tro thong qua cam giac phit hop vé phong cach va ban sic cla clra
hang, trong khi déng lic dén tir trai nghiém mua sdm xirng dang van 1a co ché chi phdi manh hon.

V. KET LUAN VA HAM Y QUAN TRI

Nghién cttu nay kiém dinh co ché tac déng clia treng bay hang hoa trwc quan dén hanh vi quay lai clra hang cla
khach hang Gen Z trong bdi cdnh ban 1é thoi trang nhanh tai TP.HCM theo khung S-0-R va cho thdy mé hinh cé
ning lwc gidi thich t6t d6i véi hanh vi quay lai. K&t qua nhan manh vai trd trung tam clia gia tri mua sim cam nhan
nhu co ché chuyén hod chii dao tir kich thich thi gidc tai diém ban sang hanh vi quay lai; tw twong déng cdm nhin
cling gép phin ciung c6 hanh vi nhwng v&éi méc anh hwdng thip hon. Trong nhém yéu t6 tring bay trwc quan, mau
sic va 4nh sang cung trung bay san phdm 13 cac thanh phan quan trong hinh thanh gia tri trdi nghiém; riéng mau
sdc va 4nh sang con hd tro gia ting cdm giac phl hop véi ban than, trong khi b6 cuc va thiét ké cira hang khong
cho thdy tac dong c6 y nghia trong miu nghién ctru. V& mit hoc thuat, nghién ctru cung cip bing chirng thuc
nghiém cho khung S-0-R trong bdi canh Gen Z va nganh thoi trang nhanh tai Viét Nam, dong thoi lam ré vai tro
twong ddi ciia cac thanh phan tring bay trwc quan thdng qua hai phan &ng tAm ly then chét.

Vé mit thuc tién, dua trén két qua nghién ctru, cac clra hang thoi trang nhanh nén duy tri bé cuc va thiét ké cira
hang & mic chuin van hanh gom 16i di hop ly, phan khu rd rang va dé tim san phdm nhim han ché trai nghiém
tiéu cwc va déng vai tro nén tang dé cac yéu to thi gidc khac phat huy hiéu qua. Theo géc nhin quan tri trai nghiém,
bd cuc va thiét ké ctra hang trong linh vuc thoi trang nhanh ¢ thé dwoc xem nhw mét yéu t6 nén, nghia 1a cin dat
murc chuin t6i thiéu dé tranh 1am suy gidm trai nghiém ctia khach hang. Tuy nhién, khi cic nha ban 1é trong nganh
da chuin héa twong ddi dong nhit vé bd cuc va thiét ké, viéc gia ting dau tw vao yéu td ndy cé thé khong tao ra
khéc biét cdm nhan da rd rét, so véi cac tin hiéu cdm gidc ndi troi nhu mau sic va anh sang [18], [7], [41]. Trong
tAm t8i wu nén dit vao trung bay sdn phdm va mau sic va dnh sang vi day 1a cac yéu t6 c6 vai trd truc tiép hon
trong viéc nang gi tri mua sdm cdm nhan va thic diy hanh vi quay lai. Theo d6, trung by san phdm can dwoc td
chtrc theo chu @& dé hiéu, ching han theo b6 swu tap, theo dip va theo phong cach, dong thoi ting goi y phéi do,
goi y két hop san phdm va thong tin hd trg nhdm rut ngén thoi gian ra quyét dinh va nang trai nghiém. DE gia ting
tw twong ddng cdm nhan, treng bay nén gin véi ban sic thwong hiéu va phong cach séng ctia Gen Z, thay vi chi tip
trung vao yéu t6 thAm my. Pong thdi, mau sic va anh sang can dwoc xem 13 diém cham cdm xdc then chét, dwoc
thiét k& déng bod v&i dinh vi thwong hiéu va tao khu vuc trai nghiém thi gidc nhdm ting ghi nhé va cdm gidc phu
hgp phong cach. Nhin chung, chién lwgc quan tri nén wu tién tdi da hod gia tri mua sim cadm nhan, bao gdbm tinh
thuin tién, tinh thd vi va kha ning truyén cadm hirng, dong thoi ciing 6 tw twong dong cdm nhin nhw mot co ché
bd tro d€ gia ting hanh vi quay lai.

Mic du cung cdp bang chirng thwc nghiém vé co ché tdc dong theo khung S-0-R, nghién cru van ton tai mot s6
han ché. Thir nhit, ndng lwc giai thich d6i véi tw twong déng cdm nhén con thip, goi ¥ sw hién dién cta cic yéu té
b6 sung nhw hinh dnh thwong hiéu, phong cich ¢ nhan va dnh hwdng xa hoi. Thit hai, mo hinh chwa bao quat day
dd tac nhin ngoai clra hang va dnh hwdng truc tuyén, bao gom mang xa hdi, KOL, KOC, danh gia trwc tuyén va tinh
nhit quan da kénh. Thit ba, thiét ké cit ngang chwa cho phép suy ludn nhan qua manh, dong théi pham vi mau gidi
han & Gen Z tai TP.HCM lam gidm kha ning khai quat hoé cho b6i cdnh khac. Ngoai ra, ciu triic mau cé xu huéng
thién léch vé khach hang nit va nhém hoc sinh, sinh vién, trong d6 phan 1én ngwoi tra 1o tip trung & do tudi 19
dén 21. Vi vay, két qua nghién ctu c6 kha ning phan anh ré hon dic diém cta nhém thé hé Z tré, von 1a nhém
khach hang dién hinh cha thoi trang nhanh, hon 14 dai dién d4y da cho toan bd thé hé Z. Do d6, kha nang khai quat
héa két qua sang nhém thé hé Z da di 1am, nhém tudi 1ém hon hodc nam gidi c6 thé bi han ché, va cac két luan can
dugc dién giai than trong khi 4p dung cho nhitng bdi canh khach hang khac nhau [20], [25]. Trong cac nghién citu
tiép theo, cAn can nhic chién lwoc chon miu phan ting theo gi¢i tinh, d6 tudi va tinh trang nghé nghiép, dong thoi
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thuc hién phan tich so sanh gitta cic nhom dé€ kiém dinh mirc d6 6n dinh clia cAc mdi quan hé trong mo hinh giira
cac phan khic khac nhau cta thé hé Z [15], [17].

Ngoai ra, hanh vi quay lai ctra hang trong nghién cttu nay dwgc do lwong dwdi dang y dinh quay lai dwa trén div
liéu tw bao céo, do d6 chwra phan anh truc ti€p hanh vi thuc t€ ching han tin suit ghé cira hang hoic dit liéu giao
dich va dir liéu thanh vién. Cac nghién ctu ti€p theo c6 thé két hop dir liéu hanh vi quan sat dwoc hoic dir liéu giao
dich @€ kiém dinh mirc d6 nhit quan giita y dinh va hanh vi, tlr 46 ning cao dé tin ciy khi khai quat héa két qua
[29], [42]. Bén canh d6, ngoai cac gi¢i han vé pham vi mau, nghién ctru hién tai chii y&u tap trung kiém dinh céc
quan hé ciu tric truc tiép gitta cic thanh phin cla trung bay hang hoa trwc quan, gom bé cuc va thiét ké cira hang,
treng bay sdn phdm, mau sic va anh sang, v&i gia tri mua sim cdm nhan, tw twong ddng cdm nhan va hanh vi quay
lai ctra hang. Do giGi han vé pham vi phan tich trong khuén khé bai bio, nghién ctu chwa bao cio kiém dinh cac
tac dong gian tiép, trong khi khung kich thich-chi thé-phan &ng ham y vai trd cia cc trang thai thudc cha thé
trong viéc giai thich cach thirc tic ddng tir kich thich dén phan &ng [28], [11]. Trén co s& d6, cac nghién ciru tiép
theo c6 thé kiém dinh day du cac tadc dong gian ti€p theo chudi treng bay hang héa trirc quan, gia tri mua sdm cam
nhan hoic ty twong dd6ng cdAm nhan, va hanh vi quay lai cra hang bing ky thuat 13p mAu trong m6 hinh cu truc,
ap dung thiét ké nghién ctu theo chiéu doc hodc thwe nghiém dé ting cwong suy luidn nhin qua, va mé rong déi
twong ciing khu vic khéo sat két hop phan tich so sanh gitta cdc nhém nhim kiém dinh mc d6 6n dinh cia mé
hinh.

VL. LO'I CAM ON

Nghién cru nay dwgc thwe hién trong khudn khé dé tai khoa hoc cdp Trudng va dwoc tai tro béi Trudng Dai hoc
Ngoai ngit - Tin hoc TP.HCM ma s6 H2025-07.
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THE EFFECTS OF VISUAL MERCHANDISING ON GENERATION Z CUSTOMERS’
STORE PATRONAGE: EVIDENCE FROM FAST-FASHION RETAILING IN
HO CHI MINH CITY
Nguyen Nhat Tan, Nguyen Vo Hoang Trang, Ha Ngoc Thuy Lien

ABSTRACT— This study examines the effects of visual merchandising on Generation Z customers’ store patronage in the fast-
fashion retail context of Ho Chi Minh City, Vietnam, drawing on the Stimulus-Organism-Response framework. Visual
merchandising is operationalized through three components: store layout and design, product display, and color and lighting.
In addition, the study investigates the roles of two psychological states, namely, perceived shopping value and perceived self-
congruity in explaining store patronage. Data were collected from 374 Generation Z respondents in Ho Chi Minh City who had
shopped at fast-fashion stores within the past six months, and were analyzed using partial least squares structural equation
modeling. The findings indicate that product display and color and lighting have positive effects on perceived shopping value;
color and lighting also positively influence perceived self-congruity, whereas store layout and design show no significant
effects on these two psychological states. Moreover, both perceived shopping value and perceived self-congruity positively
affect store patronage, with perceived shopping value exhibiting a stronger effect. This study provides empirical evidence on
how key visual merchandising components shape Generation Z consumers’ psychological states and store patronage in
Vietnam’s fast-fashion retail setting, and suggests that retailers should prioritize optimizing product display as well as color
and lighting to enhance customer experience and strengthen store patronage.

Keywords— Visual Merchandising, Perceived Shopping Value, Perceived Self-Congruity, Store Patronage, Gen Z
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