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Xi

TOM TAT

Luan an nay cung cap nhitng hiéu biét vé chat lugng méi quan hé (RQ) giita
NSX va NPP san pham nhwa trong béi canh nén kinh té chuyén d6i & Viét Nam.
Nghién ctru sir dung phuong phap hon hop. Nghién ctru dinh tinh dugc thuc hién
thdng qua thao luan tay d6i va thao luan nhém véi 23 nha quan ly cua cac cong ty
nhya & TP.HCM. Nghién cru dinh lwgng chinh thic phong van 560 NPP san pham
nhya & TP.HCM, cac tinh Mién Tay va mét sé tinh Mién Pong Nam Bo. Sir dung
Cronbach alpha, phan tich EFA, CFA va SEM dé kiém tra do tin cay, gia tri cua
thang do, kiém tra mé hinh Iy thuyét va cac gia thuyét. Két qua nghién ciru da xéc
dinh ba thanh phan cua RQ la Iong tin, cam két va sy hai 1ong; Sau nhan t6 anh
huong dén thanh phan cua RQ 1a chat lwong san pham, chat lwong giao hang, théng
tin thi truong, su giao tiép, tuong tac ca nhan va tham viéng; Hai thanh phan cua két
qua mdi quan hé NSX -NPP 1 hiéu qua kinh doanh va sy hop tac. Két qua cua
nghién ciru gidp cac NSX nganh nhya nhan biét tam quan trong trong viéc cai tién
chat lwong san pham, ting cuong cung cap thong tin va thuong xuyén dén thim
NPP. Két qua nghién ctzu caa luan an cung cap nhitng dong gop dang ké cho tai liéu
vé RQ, va dé xuat huéng nghién ciu trong twong lai.

Tir khoa : chat lugng mdi quan hé, nha san xuat, nha phan phdi, nganh nhua,
Viét Nam.
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ABSTRACT

This thesis provides insights on relationship quality (RQ) between
manufacturers and distributors of plastic products in the context of transition
economy in Vietnam. The study using mixed methods. Qualitative research was
conducted through a two-person discussion and group discussion with 23 managers
of plastic companies in HCMC. Quantitative research officially interviewed 560
plastic product distributors in Ho Chi Minh City, Western provinces and some
Southeast provinces. Using Cronbach alpha, analyzing EFA, CFA and SEM to
verify reliability, value of scale, verify theoretical models and hypotheses. The
study results have identified three components of RQ: trust, commitment and
satisfaction; The six factors that influence the components of RQ are product
quality, delivery quality, market information, communication, personal interaction
and visits; Two components of the manufacturer-distributor relationship result are
business performance and cooperation. The results of the study help plastic
manufacturers recognize the importance of improving product quality, increasing
information provision and frequent visits to distributors. Study results of the thesis
provide significant contributions to the literature on RQ, and propose future study
directions.

Keywords : relationship quality, manufacturer, distributor, plastic industry,

Vietnam.



CHUONG 1
TONG QUAN NGHIEN CUU

1.1. B6i canh nghién ciu

Vin d& chit lvong méi quan hé (RQ) da xuat hién tir cudi thap nién 80, khoi
dau 1a nghién ciru ctia Dwyer va cong sy (1987). Hon ba muoi nim qua, nhiéu nha
nghién ciru, cac hoc gia da quan tim xem xét, tim hiéu vé RQ (Crosby va cong su,
1990; Storbacka va cong su, 1994; Boles va cong su, 2000; Ulaga va Eggert, 2006;
Naoui va Zaiem, 2010; Wu va cong su, 2013; Velez va cong su, 2015; Kim va Kim,
2016; Loureiro va Cunha, 2017; ...). RQ da gop phan nang cao gia tri mdi quan hé
cho cac quan hé¢ gitra nguoi mua va ngudi ban noi chung, tang cuong hiéu qua kinh
doanh va huéng dén sy hop tac lau dai.

Xét trong béi canh Iy thuyét

Thoi gian qua, ¢ trén thé gidi cd nhiéu nghién cau vé RQ. Mot s tai liéu
xem xét vé& thanh phan cua RQ va nhan t6 anh huong dén thanh phan cua RQ
(Dwyer va cong su, 1987; Johnson va cong su, 1993; Hopkinson va Hogarth, 1999;
Walter va cong su, 2003; Nguyen va Nguyen, 2010; Segarra-Moliner va cong su,
2013; Japutra va cong su, 2015; Sahin va cong su, 2016; Loureiro va Cunha, 2017).
C6 nhitng nghién cau khao sat vé thanh phan cua RQ va thanh phan cua két qua
méi quan hé (Jap va cong su, 1999; Fynes va cong su, 2004; Papassapa va Miller,
2007; Bojei va Alwie, 2010; Alejandro va cong su, 2011; Huang va cong su, 2014;
Nyadzayo va cong su, 2015; Odongo va cong su, 2016; Van Tonder va cong su,
2017). Mot s6 tai lieu nghién ciu ca ba trudong hop : thanh phan cia RQ, nhan t6
anh huong dén thanh phan cua RQ va thanh phan cua két qua méi quan hé
(Moorman va cong su, 1992; Henning-Thurau va Klee, 1997; Boles va cong su,
2000; Ulaga va Eggert, 2006; Ou va cong su, 2011; Kumar va Eshghi, 2013; Lai,
2015; Izogo, 2016; Vize va cong su, 2017). Nghién ctu vé thanh phan cua RQ,

nhan té anh huong dén thanh phan cua RQ va thanh phan cua két qua mdi quan hé



dugc xem 1a md hinh nghién ctu tong quat vé RQ. Athanasopoulou di phac hoa md
hinh khung khai niém tong quan vé RQ vao nam 2009.

Cac thanh phan cua RQ thay ddi tly thudc vao ngir canh nghién ctu. Lagace
va cong su (1991) nghién ciu méi quan hé giira cac Béc si va nhan vién ban hang
dugc pham ¢ My cho thdy, RQ c6 2 thanh phan : 10ng tin va sy hai long nhan vién
ban hang. Nghién ctru cua Sanzo va cong su (2003) vé méi quan hé gita nha cung
cap va doanh nghiép san xuat trong nganh céng nghiép ¢ Tay Ban Nha, két qua RQ
cd 3 thanh phan : 1ong tin, xung d6t va gia tri cua méi quan hé. Van Bruggen va
cong su (2005) nghién ctru vé méi quan hé giira hoa si chuyén nghiép va NPP son ¢
Bi va Ha Lan, két qua RQ c6 4 thanh phan : 1ong tin, cam két, su hai 10ng va mdi
quan hé xung dot. Nghién ctu cua Naoui va Zaiem (2010) xem xét méi quan hé
gitta nhitng nguoi 1am viéc trong hiéu thude (dugce si, nhan vién) va khach hang ¢
Tunisia cho thay RQ gom 5 thanh phan : 1ong tin vao sy trung thuc cua doi tac, long
tin twdng vao su nhan tir cia déi tac, sy hai 10ng, cam két va xung dot tinh cam.
Athanasopoulou va cong su (2013) nghién ciru vé méi quan hé gitra khach hang va
nha cung cap dich vu thé thao & Hy Lap, két qua RQ c6 6 thanh phan : 1dng tin, cam
két, su hai long, su hop tac, lién két x& hoi va thich tng. Nghién ciru cia Odongo va
cong su (2016), xem xét mdi quan hé trong chudi cung tng thuc pham ¢ Uganda
cho thay, RQ c¢6 5 thanh phan : 1ong tin, cam két, quyén luc cudng ché, phu thudc
va xung dot. Loureiro va Cunha (2017) tim hiéu vé méi quan hé giita nha san xuat
ruou vang Bo Pao Nha va nha phan phdi Trung Quéc, két qua RQ gdm 4 thanh
phan : 10ng tin, su hop tac, su phu thudc 13n nhau va méi quan hé 1au dai.

Mot sb tai liéu co su twong ddng vé 3 thanh phan caa RQ (Iong tin, cam két
va sy hai 10ng), nhu nghién ciru cua Smith (1998a,b) trong bdi canh méi quan hé
gitra dai dién ban hang va chuyén gia mua hang ¢ Canada; trong quan hé gittra nguoi
thu mua hang cong nghiép va nha cung cap ¢ Bac (Walter va cong sy, 2003); mbi
quan hé giira ngudi thu mua va nha cung cap & My (Ulaga va Eggert, 2006); méi
quan hé gitra nha cung cip nudc ngoai va NPP nhap khau ¢ nuéc Anh (Skarmeas va

cong su, 2008); trong ngit canh mdi quan hé B2B ¢ Tay Ban Nha (Segarra-Moniler



va cong su, 2013); quan hé giita nguoi ban va nguoi mua trong linh vuc tiép thi
cdng nghiép & Hoa Ky (Marquardt, 2013); méi quan hé giita cong ty xuat khau va
nha nhap khau trong nganh may mic ¢ & Bangladesh (Ahamed va Skallerud, 2015);
mdi quan hé giita nha cung cap va khach hang trong dich vu hau can & Trung Quéc
(Chu va cong su, 2016); va quan hé trong chudi cung tng nganh rau qua hiru co &
Uc (Bandara va cong su, 2017).

Cac nhan t6 anh huong dén RQ ciing c6 su khéac biét tuy vao dic tinh cua
mdi quan hé, cac nganh, linh vuc nghién ctu va trong cac qudc gia khac nhau.
Johnson va cong su (1993) nghién ciru vé quan hé gitra ngudi mua (nha nhap khau -
Nhat Ban) va nguoi ban (NSX - M$) cho thay ¢ 1 nhéan t6 anh huong dén RQ :
nhan thic cua nguoi nhap khau vé viéc sir dung quyén luc. Bennett va Barkensjo
(2005) nghién cau vé méi quan hé giita To chuc tir thién va cac ddi twong cua ho &
nuéc Anh, két qua c¢d 2 nhan té anh huong dén RQ : chét luong cua to chuc tir thién
va sy hai 1ong cua dich vu. Nghién ctru caa Chang, Lee va Lai (2012), khao sat vé
quan hé gitra nha cung cip va dai ly dién thoai & Pai Loan, két qua c6 3 nhan t6 anh
huong dén RQ : chat lwong dich vu dién tir, quyén luc khong cudng ché va quyén
lyc cudng ché. Qin Su va cong sy (2008) nghién ctu vé quan hé trong chudi cung
tng & Trung Quéc cho thiy cd 5 nhan t6 anh huong dén RQ : 10ng tin, su giao tiép,
su hop tac, bau khdng khi va su thich tng. Nghién ciu cua Bojei va Alwie (2010)
khao sat quan hé trong cac nganh dich vu ¢ Malaysia, két qua nghién ctu cé 07
nhan t6 anh huong dén RQ : cam két, sy gan giii, quan tim dac biét, 1ong tin, hai
long, su giao tiép, va chat luong truyén thdng. Athanasopoulou va cong su (2013)
xem xét quan hé giira khach hang va nha cung cap dich vu thé thao & Hy Lap cho
thay ¢ bay nhan t6 anh huéng dén RQ : chat luong cua dich vu chinh, quyén luc
giai tri, chat lugng nhan sy, dinh hudng quan hé khach hang, kinh nghiém va kién
thire, thoi gian quan hé va nhitng yéu té gian tiép hoac ca nhan. Nghién cau cua
Prior (2015), khao sat quan hé gitra nhan vién cuaa cong ty dich vu va khach hang ¢
Uc, két qua c6 3 nhan t anh huong dén RQ : mém déo, uy tin va sy ddng cam. Lu

va Wang (2017) khao sat mdi quan hé gitra cht dau tu va nha thau trong nganh xay



dung & Trung Qudc, két qua c6 5 nhan té anh huéng dén RQ : tich hop, mang on,
thoa hiép, thong tri va tranh né.

Cac thanh phan caa két qua mdi quan hé ciing thay d6i tly theo linh vuc
khao sat, cac mdi quan hé va trong cac bdi canh khac nhau. Nghién cau cua
Henning-Thurau (2000), xem xét quan hé giita NSX va ngudi tiéu dung san pham
dién tir & nude Dhc cho thiy, ¢ 1 thanh phan cua két qua méi quan hé : duy tri
khach hang. Crosby va cong su (1990) khao sat vé méi quan hé giira nhan vién ban
hang va khach hang mua bao hiém nhan tho & My, di xac dinh 2 thanh phan cua két
qua mdi quan hé : hiéu qua ban hang va du kién tuong tac trong tuong lai. Boniface
va cong su (2010) nghién ctu vé quan hé giita cac nha ché bién sita va néng dan
nudi bo sira & Malaysia cho thdy két qua caa mdi quan hé gom 2 thanh phan : long
trung thanh va cam két mdi quan hé. Gupta va Sushil (2014) xem xét vé quan hé
giita cac cong ty gia cong phan mém & An Do, két qua cia mdi quan hé gom 3
thanh phan : lgi ich tai chinh, lgi ich kién thic va loi ich thi truong. Nghién ctu cua
Ahamed va Skallerud (2015), xem xét mdi quan hé gitra cong ty xuat khau va nha
nhap khau trong nganh may mac ¢ Bangladesh, két qua cho thay cé 2 thanh phan
cua két qua mdi quan hé : hiéu qua tai chinh va hiéu qua chién lugc. Chu va cong su
(2016) khao sét vé quan hé giira nha cung cap va khach hang trong dich vu hau can
& Trung Qudc, két qua ciia mdi quan hé c6 1 thanh phan la hiéu qua hoat dong.
Nghién ciru cua Bandara va cong su (2017), xem xét chudi cung (rng nganh rau qua
hitu co & Uc, két qua cua mbi quan hé gom 2 thanh phan : két qua hoat dong va méi
quan hé thanh cong.

O trong nuéc, thoi gian qua cd mot sé nghién ciu vé RQ. Khai dau 1a nghién
ctru caa Nguyen va Nguyen (2010), véi dé tai “Hoc céach xay dwng moi quan hé
kinh doanh chdr lwong tai thi triong xuat khau: bang ching tir cac nha xudt khau
Viét Nam”. Tai liéu nay xem xét RQ giira nha xuat khau trong nuéc va nha nhap
khau nudc ngoai trong bdi canh nén kinh té chuyén d6i nhu Viét Nam. Két qua cho
thiy dinh huéng hoc tap 1a nhan té chinh gilp cac nha xuat khau xay dung RQ V6i

cac nha nhap khau cua ho. Hon nita, dinh huéng hoc tap lam giam chu nghia vi



chang cua céc nha xuat khau, hanh vi nay can tré cac nha xuét khau trong viéc thiét
lap RQ Vi cac nha nhap khau cua ho.

Nam 2011, Nguyen va Nguyen tiép tuc nghién cau vé “Kiém tra cac yéu té
két hop dwoc lyra chon va chdt lwong moi quan hé thirong hiéu trong cac nén kinh té
chuyén doi: Bang ching tir Viér Nam . Tai liéu nay tim hiéu thanh phan va tac nhan
ciia RQ. Két qua nghién cau, 6 6 thanh phan cia RQ gom : su dam mé, cam két, tu
két ndi, phu thudc lan nhau, su than thiét va 1ong tin. Ba nhan té tac dong dén RQ
gom : chat lugng cam nhan, hanh vi d6i véi quang céo va hanh vi d6i véi quan hé
cong chung.

Nghién ctu cia Hoang Lé Chi (2013), véi dé tai “Chdr liwong méi quan hé
giira nha cung cdp dich vu va khach hang: Nghién cizu trrong hep khach hang cong
nghiép nganh Dich Vu Vién Thong”. Nghién ctru nay kham pha va do luong nhiing
nhan t6 tac dong dén RQ gitra nha cung cap voi khach hang cong nghiép trong
nganh dich vu vién thdng & thi truong Viét Nam. Két qua RQ trong nganh vién
thong géom c6 3 thanh phan : cam két, 1ong tin va su hai 1ong; 3 nhan t6 tac dong
dén RQ gom : chit lugng mang vién thdng, chit lwgng phuc vu va rao can chuyén
d6i; va 2 thanh phan cuaa két qua méi quan hé la chu nghia co hoi va long trung
thanh. Tai liéu nay chi khao sat va kiém dinh mot s6 nhan té quan trong trong nganh
dich vu vién thong. Theo tac gia, dé két qua nghién ciu vé RQ mang tinh khéi quét
hon, cac nghién ciru trong twong lai can khao sat ¢ nhitng nganh, linh vuc kinh
doanh khac tai thi truong Viét Nam.

Tiép theo, Nguyen va Nguyen (2014) nghién ciu vé “Tdc dong cua sy nhay
cdm van héa va trao doi théng tin d@én chat hwong méi quan hé”. Tai liéu nay khao
sat moi quan hé giira nha xuat khau Viét Nam va nha nhap khau nuéc ngoai. Két
qua cua nghién ciu cho thdy RQ c6 4 thanh phan: chu nghia co hoi tdi thiéu, cam
két, 10ng tin va sy hai long. Hai nhan té tac dong dén RQ 14 trao d6i thong tin va
dinh hudng thi truong.

Ngoai ra, mot s6 tai lieu khac cé lién quan dén mdi quan hé gitta NSX va

NPP nhu: nghién cru cia D6 Ngoc M¥ va Ding Vian My (2008) xem xét “Quan h¢é



hop tac gita cac NSX va NPP trong linh vuc hang tiéu dung”. Tai liéu nay xem xét
quan hé hop tac gitta NSX va NPP trong bdi canh nganh hang tiéu ding ¢ thi trudng
Viét Nam. Nghién cttu nay da kham phé va phan tich nhiing néi dung can thiét dé
xay dung va phat trién quan hé hop tac. Nghién ciu caa Tran Thanh Tung va Pham
Ngoc Thay (2009) xem xét “Cac yéu té dnh hwrong gia tri moi quan hé gizza nha
cung cap va NPP”. Tai lidu nay khao sat cac nhan tb tac dong dén gia tri mdi quan
hé giita nha cung cap va NPP trong nganh hang dién tu gia dung tai Thanh phd Ho
Chi Minh. Tiép theo, Nguyén Dinh Tho va Nguyén Thi Mai Trang (2011), nghién
ctu V& “Gia tang gid tri méi quan hé giita NSX va NPP théng qua twong tic cd
nhan — Bang ching tir Viét Nam”, Nghién citu ndy kham pha vai trd cia tuong tac
c4 nhan d6i voi gia tri mdi quan hé trong bdi canh nganh kinh doanh gach, hang
dién may & TP.HCM va mat sb tinh 1an can.

Qua xem Xét céc tai lieu & nudc ngodi va trong nudc, ching ta nhan thay
chua c6 sy ddng nhat vé cac thanh phan cia RQ, nhan t6 anh huong dén thanh phan
cua RQ va thanh phan cua két qua mdi quan hé. Do cac nghién ciu thuc hién trong
cac bdi canh khac nhau dan dén céc két qua khac nhau vé thanh phan cua RQ, nhan
t6 anh huong dén thanh phan cia RQ va thanh phan cua két qua moi quan hé. Ngoai
ra, 6 nhitng khéai niém la nhan t6 anh huong dén thanh phan cia RQ trong tai lidu
nay, nhung lai 1a thanh phan caa RQ hoac thanh phan caa két qua méi quan hé o
cac tai liéu khac.

Hon nita, qua xem xét 142 tai liéu vé RQ tir nam 1987 — 2017 (theo phu luc
01), gom 64 tai liéu do Athanasopoulou (2009) tong két (tir nam 1987 — 2007) va 78
nghién ctu (tr ndm 2008 — 2017) do tac gia tong hop, chi c6 5 nghién cau vé RQ
gitta NSX va NPP (chiém 3,5% trén tong sb tai liéu xem xét). Gom cac nghién cau :
(1) Dwyer va Oh (1987) xem xét méi quan hé giita NSX 6 t6 va cac dai ly cua ho.
(2) Johnson va cong su (1993) khao séat quan hé gitra NPP (nha nhap khau Nhat
Ban) va NSX hang tiéu dung cua Hoa Ky. (3) Kumar va cong sy (1995) tim hiéu
mdi quan hé gitta NSX 6 t6 Hoa Ky va dai Iy cua ho ¢ Ha Lan. (4) Goodman va

Dion (2001) nghién ciru vé quan hé gitra NSX va NPP san pham cong nghiép cong



nghé cao ¢ Hoa Ky. (5) Loureiro va Cunha (2017) khao sat méi quan hé giira NSX
ruou vang ¢ Bo Pao Nha va NPP ¢ Trung Québc. Céac nghién cau con lai (137
nghién ctu) phan 16n dé& cap dén mdi quan hé gitra ngudi ban va ngudi mua noi
chung, mdi quan hé B2B, va cac mdi quan hé khac. Do vay, c6 thé néi trong céc tai
liéu trén, rat it nghién ciru vé RQ cho méi quan hé giita NSX va NPP.

V& cac nghién ciru trong nganh san xuat : Ngoai 5 nghién ctu trén, con c6 4
nghién ctu trong nganh san xuat nhu : (i) Selnes (1998) xem xét quan hé gitta NSX
thuc pham va khach hang caa ho ¢ Na Uy. (ii) Henning-Thurau (2000) trinh bay
mbi quan hé giira NSX va nguoi tiéu ding san pham dién tir ¢ Bac. (iii) Park va
Deitz (2006) khao sat quan hé gitra cac NSX 6 td va nhan vién ban hang ¢ Han
Qudc. (iv) Aurier va Lanauze (2011) xem xét quan hé giita khach hang va thuong
hiéu cua NSX & cac Siéu thi tai nuéc Phap. Nhu vay, so véi 142 tai liéu trén, sb
lugng nghién cau vé RQ trong boi canh nganh san xuat cé thé néi 1a it. Mat khac,
cé4c tai liu vé RQ noi trén phan 16n tap trung & cac nudc phuong Ty, noi ¢d nén
kinh té phat trién, va hau nhu bi bé quén tai cac qudc gia cé nén kinh té chuyén doi
nhu Viét Nam (Nguyen va cong su, 2007). Vi thé, can tiép tuc nghién ctu bdi canh
thuc tién dé xac dinh dé tai nghién cuu.

Xét boi canh thuc tién

Viét Nam 1a mot nudc nén kinh té dang trong giai doan chuyén d6i. Nam
1986, Viét Nam bét dau tién hanh cong cudc doi méi, véi muc tiéu chuyén doi tur
nén kinh té ké hoach hoa sang nén kinh té thi trudng theo dinh hudng xa hoi chu
nghia. Bén ndm 2007, cung véi viéc gia nhap vao To chire Thuong mai Thé gidi, da
thuc ddy cac cong ty, doanh nghiép Viét Nam phai thay ddi phuwong thirc kinh
doanh ctia minh cho phu hop véi kinh té khu vuc va thé gigi (Nguyen va Nguyen,
2011, tr.317). Véi nén kinh té chuyén ddi, doi hoi cac cong ty, doanh nghiép cua
Viét Nam phai thay d6i phuong thirc kinh doanh cta minh, ho khong thé chi tap
trung vao san xuét va dua va hé théng ké hoach cta Nha nudc ma phai tim kiém,
thiét 1ap mdi quan hé kinh doanh véi cac ddi tac dé gia ting nang luc canh tranh

(Nguyen va cong su, 2007).



Trong bdi canh ctia nén kinh té dang trong giai doan chuyén doi, nghi quyét
s 13/NQ-CP ngay 10/5/2012 ctia Chinh Phu di dé cap dén viéc  Thuc hién cac
bién phép thao gé khé khan, tao moi diéu kién thudn loi d@é khuyén khich san xudt
doi Véi cdc linh vuc, san pham ¢ loi the”. Bong thoi “C6é céc gigi phap hiéu qua dé
hé tro doanh nghiép xUc tién ban hang sdn xudt trong nwdc trén thi truong néi dia,
dwra hang Viét vé nong thon; khuyén khich cac doanh nghiép lién két tiéu thy san
pham san xudt trong nwéc” (Nghi quyét s6 02/NQ-CP ngay 07/01/2013 ciia Chinh
Phi).

Tiép theo, Nghi quyét Pai hoi toan qudc 1an tha X1 cua Bang Cong San Viét
Nam, ngay 28/01/2016, trong phan cac nhiém vu trong tam di xéac dinh “ Tdp trung
thwe hién cdc gidi phdp ndng cao chdt heong ting trudng, ndng sudt lao déng va
site canh tranh ciia nén kinh té; d‘cfy manh cong nghiép hoa, hién dai hod dat
nuoc’”.

Trong bdi canh nganh nhya Viét Nam. Quyét dinh s6 11/2004/QD-BCN,
ngay 17/02/2004 cua Bo Cong Nghiép, trong phan muc tidu da dé cap dén viéc
“Phét trién nganh nhya Viét Nam thanh mét nganh kinh té manh; phéat trién san
Xudt cac san pham cé chat lirong cao; nang cao khd ndng canh tranh”. Bén ngay
17/6/2011, Bo Cong Thuong ban hanh Quyét dinh sé 2992/QD-BCT, trong phan
muc tiéu tong quét da khang dinh “ Phat trién nganh Nhya Viét Nam thanh nganh
cdng nghiép tién tién, san xudt dwrgc nhitng san pham chdt hirong cao, co tinh canh
tranh cao”. Trong phan giai phap va chinh sach c6 dé cap “Khuyén khich cac doanh
nghiép mé réng hé thong phan phéi san pham vé céc dia ban ndng thén, ving
Sau, vung xa”.

Nhu vay, ndi dung cac van ban, tai liéu ciia Pang va Chinh phi déu bao ham
¥ quan tim va tip trung phat trién hoat dong san xuét kinh doanh cua nén kinh té,
lam sao dé nang cao ning luc san xuat kinh doanh cho nén kinh té néi chung va
nganh nhya noi riéng.

Nganh nhya & mét trong nhiing nganh céng nghiép chién luoc cua Viét

Nam. Trong thoi gian gan day, nganh nhya Viét Nam phét trién rat nhanh vé san



lwong cling nhu quy mé ting trudng. San lugng san xuat lién tuc ting qua cac nim,
tr mirc 3,8 triéu tan trong nam 2010 dén nam 2016 dat 6,2 triéu tan. Quy md cua
nganh nhya nim 2010 13 5,2 ty USD dén ndm 2016 14 10,1 ty USD (theo bang 1.1).
Téc @6 tang truong nganh nhya ludn duy tri & muc cao. Trong giai doan 2010 dén
2016, toc do tang truong hang nam tir 16% - 18%/nam (chi sau nganh vién thong va
dét may). Chiém 6,81% GDP niam 2016.

Vé muc tiéu thy san pham nhya ¢ Viét Nam : nam 2010 1a 33kg/ngudi/nam,
dén nam 2016 1a 43kg/ngudi/nim. O Chau A 1a 48,5kg/ngudi/nim va binh quan
trén thé g6i 1a 69,7 kg/nguoi/nam. Do vay, tiém ning phat trién caa nganh nhya
Viét Nam con rat 16n.

Bang 1.1. San lwgng va quy md nganh nhya tir nim 2010 — 2016

Chi tiéu 2010 | 2011 | 2012 | 2013 | 2014 | 2015 | 2016

San lwong san xuat

o 3,8 4,1 4,3 4,5 4,9 51 6,2
(Triéu tan/nam)

Quymd (TyUsD) | 52 | 56 | 62 | 79 | 84 | 90 | 101

Nguon : Hiép Hgi Nhyra Viéet Nam, 2017

Viét Nam hién nay c6 khoang hon 2.000 doanh nghiép san xuat kinh doanh
san pham nhya, trai dai tir Bac vao Nam, tap trung chu yéu & TP. HCM va céc tinh
lan can nhu Pdng Nai, Binh Duong, Long An va chiém 84% sb doanh nghiép cua
ca nudc. Vé két cau san pham : nhua bao bi chiém ty trong cao nhat (37,43%), ké
dén 1a nhya gia dung (29,26%), nhwa vat liéu xay dung (18,25%) va nhya ki thuat
chiém 15,06% tong san luong san pham san xuat. Nam 2016, ty trong san pham
nganh nhwa so véi san pham toan nganh céng nghiép chiém 4,48% (trich tir trang
website cua Hiép Hoi nhua Viét Nam, nam 2017).

Tuy nhién, bén canh quy mé va su phét trién, cac doanh nghiép nhwa Viét
Nam con gap nhiéu khé khin trong hoat dong san xuat kinh doanh. Trong s6 2.000

doanh nghiép, c6 hon 80% la doanh nghiép vira va nho. Cac don vi nay vua truc
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tiép san xuit va phan phdi san pham, ho khéng c6 hé théng phan phdi hoic néu c6
chi 1a cac ctra hang nho 1é. Thuc té, nhitng don vi ndy it quan tim dén viéc tao lap
mot méi quan hé gitta NSX va NPP sao cho mang lai hiéu qua, nén ho thudng gap
nhitng tré ngai trong viéc tiéu thy san pham, thdng tin thi trudng, ... Tt d6 hoat
dong san xuat kinh doanh gip nhiéu khé khin va khong 6n dinh. Mit khac, cac
doanh nghiép ¢ quy mé 16n thi khéng nhiéu va co hé thdéng phan phdi véi nhiéu
don vi phan phéi 1a cac Trung tam phan phéi, NPP, dai ly, cira hang. Bang 1.2 cho
thiy s6 lwong NPP cua mot sé NSX c6 quy mé twong ddi 16n.

Bang 1.2. S6 lwong NPP ciia mét s6 NSX san pham nhwa ¢ Viét Nam

- N sin Udt S6 lwgng nha phan phoi
(Trung tam PP, NPP, dai ly)
1 | Cong ty CP Nhya Thiéu Nién Tién Phong 3.300
2 | Cong ty CP Nhua Binh Minh 1.500
3 | Cong ty CP Nhua Pai Bong Tién 3.000
4 | Congty CP Nhya Duy Tan 700
5 | Congty TNHH SX TM Nhya Chg Lén 300
Cong 8.800

Nguon : Khao sét va téng hop cua tac gia (2017).

1.2. Ly do chon dé tai nghién ciru
Qua nghién ciu boi canh ly thuyét vé RQ, céc tai liéu, nghién ctu lién quan
dén chat luong mdi quan hé ¢ trong va ngoai nudc noi trén, cb thé rut ra nhing
nhan xét sau :
- Thiéu su ddng nhat vé& cac thanh phan cua RQ, nhan té anh huéng dén
thanh phan cia RQ va thanh phan cua két qua mdi quan hé (Naude va
Buttle, 2000; Bove va Johnson, 2001; Naoui va Zaiem, 2010; Rafiq va
cong su, 2013; 1zogo, 2016).
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Bdi canh khao sat khac nhau s& cho nhitng két qua khac nhau vé thanh
phan cta RQ, nhan t anh huong dén RQ va thanh phan cua két qua moi
quan hé (Athanasopoulou, 2009, tr. 583, 481).

Pa s6 cac tai liéu, nghién ciu trude day xem xét RQ trong mdi quan hé
ngudi mua — ngudi ban néi chung, mdi quan hé B2B, hoic nhitng quan
hé ca nhan khéc (Athanasopoulou, 2009). R4t it tai liéu nghién ctu mdi
quan hé cu thé gitta NSX - NPP.

Phan 16n cac nghién ctiu trong thoi gian qua xem xét RQ gitra ngudi béan
va ngudi mua trong cac nganh thuong mai, dich vu. it tai liéu khao sat

RQ giira nguoi ban va ngudi mua trong bbi canh nganh san xuat.

Xét béi canh thyc tién nén kinh té ¢ Viét Nam, chiing ta ciing thay nhiing

van dé sau :

Viét Nam 1a nén kinh té chuyén doi. Pang va Chinh phu da quan tam dén
hoat dong san xuat kinh doanh néi chung va san xuat kinh doanh trong
nganh nhya noi riéng. Muc dich 1a phat trién san xuat, khuyén khich céc
doanh nghiép lién két tiéu thu san pham, xay dung va phét trién hé thong
phan phdi, nang cao nang luc canh tranh cho nén kinh té va cho doanh
nghiép.

Céac doanh nghiép san xuét va phan phdi trong nganh nhya it quan tam
dén RQ, nén ho thuong gap kho khin trong viéc tiéu thu san pham, théng
tin thi trwong, ... Theo Nguyen va Nguyen (2011, tr.319) cdc NSX Viét
Nam can phai tim cach thiét lap dugc méi quan hé c6 chat luong voi
NPP.

Cho dén thoi diém thuc hién luan an nay, chua co tai liéu nao & trong
nudc nghién ctu vé RQ giita NSX va NPP san pham nganh nhua, trong

diéu kién nén kinh té chuyén doi nhu Viét Nam.

Nhitng nhan xét rit ra tir lwoc khao ly thuyét va béi canh thuc tién noi trén

chinh 1a khe hong dé nghién ciru vé RQ giita san xuat va kinh doanh, hay RQ gitra

nha san xuat (NSX) va nha phan phéi (NPP) trong nganh nhya & Viét Nam.
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Theo Nguyén Pinh Tho va Nguyén Thi Mai Trang (2009, tr.7), RQ c6 thé
duoc xem xét mot cach tdng quét thong qua nhitng nd lec cua doanh nghiép nham
dat dugc mdi quan hé tét hon véi cac dbi tac kinh doanh (khach hang, nha cung cap,
nha phan phdi,...). Bé thuat ngit “RQ” mang tinh phd bién va khai quat hon, cac
nha nghién ciru nén khao séat trong nhirng linh vuc, nganh nghé va & nhiing quéc gia
khac nhau (Athanasopoulou, 2009, tr. 604). O cac qudc gia ma nén kinh té dang
chuyén dbi, quan hé kinh doanh thuong cé nhitng diém khéc so véi nhitng nuéc co
nén kinh té phat trién. Hon nira, qua tim hiéu cac tai liéu trudc ddy, nhan thiy & cac
nudc ¢o nén kinh té chuyén doi, nhitng nghién ctu vé RQ 1a rat hiém (Hoang Lé
Chi, 2013).

Do vay, vé mat ly luan ciing nhu thuc tién rit can nhitng nghién ctu vé RQ
gitta NSX va NPP. Cac doanh nghiép Viét Nam can am hiéu kién thic vé RQ dé
phat trién va gia tang hiéu qua san xuat kinh doanh trong bdi canh nén kinh té dang
chuyén ddi. Vi thé, dé 1ap khe hong nghién cuau, tac gia thuc hién luan an véi dé tai
“Chdt Iwong méi quan hg nha sdn xudt - nha phan phéi : Nghién ciu trong

nganh nhea ¢ Viét Nam”.

1.3. Muc tiéu nghién ctru cia luan éan

Muyc tiéu chung cua luan an I1a kham ph4, kiém dinh céc thanh phan caa RQ,
nhan t anh huong dén thanh phan cua RQ va thanh phan cua két qua mdi quan hé
gitta NSX va NPP. Cu thé, luan &n nay thuc hién nham dat nhitng muc tiéu chinh
nhu sau :

- Khéam pha c4c thanh phan cua RQ, cic nhan t6 anh huong dén thanh phan
cua RQ va céc thanh phan caa két qua méi quan hé gitta NSX va NPP.

- Luong hoa anh hudng céc nhan té da kham pha dén cac thanh phan cua RQ,
va lugng hda anh huong cua cac thanh phan RQ dén cac thanh phan cua két
qua mdi quan hé gitta NSX va NPP.

- Kiém dinh thang do cac thanh phan cia RQ, cac nhan t6 anh huong dén
thanh phan cua RQ va thanh phan cua két qua mdi quan hé gitra NSX va
NPP.
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- Cung cdp ham y quan tri nham gia ting RQ va két qua mdi quan hé giira
NSX va NPP.
Dé hoan thanh nhirng muc tiéu chinh ctia luan 4n, can xem Xét cac cau hoi sau :
(i) Thanh phan caa RQ va thanh phan cua két qua mdi quan hé 12 gi ?
(ii) Nhan té ndo anh huéng dén thanh phan cua RQ ?
(iii) Muc do tac dong cac nhan td dén thanh phan cia RQ va anh huong cua
thanh phan RQ 1én thanh phan cua két qua méi quan hé ?

(iv) Giai phap quan tri ndo cac nha quan Iy can thuc hién dé nang cao RQ ?

1.4. Pdi twong va pham vi nghién ciru

- Véi muc tiéu nghién ciru néi trén. D6i twong nghién cau cua dé tai 1a : Céc
thanh phan ciia RQ; Cé4c nhan t6 anh huong dén thanh phan cua RQ va cac
thanh phan cua két qua méi quan hé gitta NSX - NPP.

- Pham vi nghién cau : Xem xét cac thanh phan cia RQ, cac nhan to anh
huong dén thanh phan cua RQ va thanh phan cua két qua méi quan hé gita
NSX va NPP nhin tir géc d6 cac NPP chuyén kinh doanh san pham nhya
VLXD va nhya gia dung.

- Pbi tuong khao sat : cac giam doc, cha doanh nghiép, chu cira hang, mot sb
nhan vién phu trach mua hang, ban hang caa cac NPP san pham nhya ¢ khu
vuc TP.HCM, cé4c tinh mién Tay Nam Bo va mot sb tinh mién Péng Nam B

nhu : Binh Duong, Tay Ninh, Péng Nai va Ba Ria Viing Tau.

1.5. Phwong phap nghién curu
Luan an nay thuc hién phuong phap hdn hop, két hop dinh tinh va dinh
lugng. Quy trinh nghién ciru thuc hién theo hai budc : so bd va chinh thirc.
e Nghién ctru so' bo :
- Phuong phép so bo dinh tinh : Tién hanh thao luan tay doi v6i 15 chuyén gia
1a nguoi quan 1y ciia cac NSX va NPP san pham nhya & TP.HCM, dé kham
pha cac thanh phan caa RQ, nhan t6 anh hudng dén thanh phan RQ va thanh

phan cia két qua mdi quan hé gitta NSX — NPP; kham pha cac bién quan sat
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ctia khai niém nghién ctru. Tiép theo thao luin nhém vé6i 8 chuyén gia, cling
la cac Giam dbc, Pho Giam ddc, Truong Phong cua NSX va NPP nganh
nhya, dé kham phé lan tht hai cac ndi dung dd xem xét trong théo luén tay
doi.

Phuong phép so bo dinh luong : Phong van tryc tiép 136 NPP, chon mau phi
xac suat theo phuong phéap thudn tién, & khu vuc TP.HCM. Panh gi do tin
ciy thang do bang Cronbach’s Alpha, danh gia gia trji thang do bang phan
tich nhan t6 kham pha (EFA).

. Nghién ctu chinh thirc : Phong véan truc tiép 560 NPP, chon miu theo
phuong phap han ngach (quota) — phi xac xuat, & khu viuc TP. HCM, cac tinh
Mién T4y va mét sd tinh Mién Pong Nam Bo. Tiép tuc st dung Cronbach
alpha va phan tich EFA dé danh gia do tin cdy va gia tri thang do. Kiém dinh
thang do bang phuong phap phan tich nhan t6 khang dinh (CFA). Sir dung
md hinh SEM dé kiém dinh mé hinh 1y thuyét va cac gia thuyét nghién ciru.
Kiém dinh mé hinh canh tranh dé khing dinh su pht hop ciia mé hinh nghién
ctru. St dung phuong phap bootstrap dé kiém dinh cac wdc luong trong mo
hinh 1y thuyét. Sau cung, kiém dinh su khac biét cia cac nhan t6 anh hudng
dén cac thanh phan ciia RQ bang phan tich da nhom (nhém san pham phéan

phdi va nhom hinh thic so hiru vén ctia NPP).

1.6. Péng gop cua luan an
1.6.1. V& mat ly thuyét
- Luan an nay nghién ciru vé RQ giita NSX va NPP trong béi canh nganh nhyua
& Viét Nam, 1a mot nude dang phat trién, nén kinh té trong giai doan chuyén
d6i, tai co cau. Do vay két qua nghién ctu gép phan bo sung vao ly thuyét
RQ trong nén kinh té chuyén doi.
- Nghién ctru da kham pha thang do “Tham viéng”, phat trién thang do “Thong
tin thi truong” tir nhan t6 “Hé thdng thong tin thi trudng” ciia Sabherwal va
Chan (2001). Két qua kiém dinh, hai hang do nay phu hop va duoc chip

nhan. Do vy, “Tham viéng” va “Thong tin thi trwong” 12 hai nhan té méi, co
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anh huéng dén cac thanh phan cua RQ gitta NSX — NPP, gop phan bé sung
vao hé théng nhan t6 anh huong d&én RQ.

Theo cac nghién ctru trudc (Athansopoulou, 2009; Velez va cong su, 2015)
thang do “Su hop tac” 1a thanh phan cia RQ. Trong luan &n nay “Su hop
tac” 1a thanh phan cua két qua méi quan hé giita NSX - NPP, g6p phan b
sung hé thong thang do thanh phan cua két qua méi quan hé NSX — NPP.

Luan &n da kiém dinh ba thang do “Chat luong san pham”, “Chét luong giao

hang” va “Tuong tic c4 nhan” co ngudn goc tir cac tai liéu vé “gia tri moi
quan h&” phu hop va duoc chap nhan trong nghién cau vé RQ giita NSX va
NPP, gop phan minh chang cho “gia tri mdi quan hé” 1a tién than cua “chat
lwgng méi quan hé”, bd sung ly thuyét marketing médi quan hé.

Nghién ctu da xac dinh trong béi canh méi quan hé gitra NSX va NPP san
pham nhua ¢ Viét Nam c6 truong hop : Cam két (mot thanh phan cua RQ)
tac dong tiéu cuc dén hiéu qua kinh doanh cua NPP. Két qua nay gop phan
bd sung cac gia thuyét thanh phan cia RQ anh hudng dén thanh phan cia két
qua méi quan hé NSX - NPP.

Luén 4n da kiém dinh sy khac biét cac nhan td tac dong dén thanh phﬁn cua
RQ theo nhém san phdm phan phdi (nhira VLXD va nhwa gia dung). Két qua
xéac dinh RQ lién quan dén dic diém cta san pham.

Kiém dinh su khac biét cac nhan t6 tac dong dén RQ theo nhom hinh thirc s
hiru vén ciia NPP (doanh nghiép va ho KD ca thé). Két qua cho thay RQ
cling lién quan dén dic diém hinh thirc s& hitu von cia cac don vi kinh
doanh.

So sanh két qua nghién ciru véi cac tai liéu trude, thay dugc su tuong dong
va khac biét vé thanh phan cua RQ, cac nhan t6 anh huong dén thanh phan
RQ, thanh phan cua két qua méi quan hé va cac gia thuyét da kiém dinh cua

nghién ctru so voi cac tai lidu trudc, tir d6 mé ra hudng nghién ciu tiép theo.
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1.6.2. Vé mit thuc tién

Nghién ctu nay gilp cac NSX nhan thay tim quan trong trong viéc tao dung
méi quan hé véi NPP; Xac dinh dugc nhitng nhan té chu yéu anh huong dén
cac thanh phan cua RQ véi NPP. Qua d6, dé xuat cac chién lugc, bién phap
dé duy tri va phéat trién mdi quan hé déi tac gitra NSX va NPP.

Trong cac nhan té anh huéng dén thanh phan cua RQ giita NSX va NPP,
“Chét luong san pham” 12 nhan tb tac dong manh nhat. Do vay, cac NSX can
quan tdm dén viéc hoan thién san phiam, dam bao cung cip cho NPP san
pham c6 chit luong cao va dang tin cay, gop phan gia ting RQ cho hai bén.
Qua nghién ciru, khdm pha nhan té “Tham viéng” va “Thong tin thi trudng”
anh huong dén RQ giita NSX - NPP. Do vay, cac NSX mudn nang cao RQ
v6i NPP can phai thuong xuyén tham viéng NPP, cung cap cho NPP nhiing
thdng tin chinh xac va kip thoi.

Kiém dinh su khéac biét cac nhan té tic dong dén thanh phan cua RQ cho
thay : trong nhdm san pham nhwa VLXD, cac mdi quan hé tac dong tich cuc
dén thanh phan caa RQ nhiéu hon 1a nhém nhua gia dung. Do vay, cac NSX
nhya gia dung can quan tdm dén cac NPP cua minh dé gia ting RQ cho hai
bén. Hon nita, kiém dinh su khac biét cac nhan té anh huang theo nhém hinh
thizc so hitu cho thay : trong nhém ho KD ca thé, cac méi quan hé tac dong
tich cuc dén thanh phan cia RQ nhiéu hon. Do vay, cac NSX nhya can quan
tam dén cac NPP thuoc hinh thuc so hiu 12 cac doanh nghiép, dé co giai
phap nham nang cao hon nira chat lugng mdi quan hé NSX — NPP.

Cac NSX va NPP néu quan tdm dén viéc nang cao RQ, s& gia ting duoc hiéu
qua kinh doanh va su hop tac lau dai, tao diéu kién cho quan hé doi tac nay

phét trién bén viing hon.

1.7. Bo cuc caa luan an

Luan an gom 5 chuong, duoc trinh bay theo nhiing noi dung chinh nhu sau :
Chuong 1 : Tong quan nghién cuu.

Chuong 2 : Co s& ly thuyét va md hinh nghién ciu.
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Chuong 3 : Thiét ké nghién cttu — Nghién ctru dinh tinh va dinh lugng so bd.
Chuong 4 : Két qua nghién ciu dinh lugng chinh thuc.

Chuong 5 : Két luan va ham y quan tri.

Tom tat chwong 1

Chwong 1 dé liroc khao béi canh nghién cizu ly thuyét va thyc tién lam co sé
dé xdc dinh dé tai nghién ciru. Ly do chon dé tai nghién ciu. Gidi thiéu muc tiéu,
doi twong, pham vi va phwong phép nghién civu. Trinh bay déng gdp cua ludn &n vé
mdt Iy thuyét va thuc tién. Phac hoa bé cuc lugn an sé trinh bay trong cdc chwong

tiep theo.
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CHUONG 2
CO SO LY THUYET VA MO HINH NGHIEN CcUU

Gi6i thiéu : Chuong ndy trinh bay nhiing ly thuyét nén lam co sé nghién ciru
vé RQ. Tong hep nhiing tai lidu vé mai quan hé giiza NSX va NPP, nhizng nghién
citu vé RQ va nhiing nghién ciu lién quan dén dé tai nghién ciu. Co sé Iy thuyét

hinh thanh nhitng gia thuyét va dé xuat mé hinh nghién ciu.

2.1. Co sé ly thuyét

Mbi quan hé¢ bao gém céc khia canh céu trac, kinh té va xa hdi phtrc tap, nén
c6 nhiéu 1y thuyét dé giai thich (Petrovic, 2006, tr. 12). Qua xem xét 142 nghién
ctru vé RQ tir 1987 — 2017 (theo phu luc 01). Bao gdm : 64 tai liéu vé RQ tir nim
1987 — 2007 do Athanasopoulou (2009) tong két va 78 tai liéu vé RQ tir nam 2008 —
2017 do tac gia tong hop. Phy luc 02 tong hop 1y thuyét nén cta 142 nghién ctru ndi
trén. Két qua tong hop cho thdy c6 131 tai liéu (chiém 92%) nghién ctru sir dung ly
thuyét marketing méi quan hé (Relationship marketing theory) lam 1y thuyét nén dé
giai thich cac ndi dung vé RQ.

Trong s6 131 tai liéu st dung 1y thuyét marketing méi quan hé, c6 30 nghién
ctru 1ap luan vé RQ trén co s& 1y thuyét marketing méi quan hé, 17 nghién ctru dé
cap dén co so 1y luan vé mdi quan hé, va 84 nghién ctru 1ap ludn tryuc tiép vé chat
lugng mbi quan h¢. Mt vai nghién ctru, ngoai viéc 1ap luan vé RQ, con sur dung cac
1y thuyét khac nhu : 1y thuyét trao d6i xa hoi (Social exchange theory), 1y thuyét tin
tuong — cam két (Commitment — trust theory), 1y thuyét loi thé - ngudn luc
(Resource-advantage theory), 1y thuyét giao két xa hoi (Social contracts theory), ly
thuyét hop dong quan hé (Relational contracts theory), .v.v. dé giai thich cac khai
niém lién quan.

Do marketing méi quan hé (relationship marketing) 1a co s¢ 1y thuyét chi
yéu cta phan 16n cac nghién ctru vé RQ trong phu luc 02. Dwa vao céc tai liéu noi
trén, luan an ctia chung toi chon “Marketing mdi quan hé” lam 1y thuyét nén cho

viéc nghién ctru RQ gitta NSX va NPP trong nganh nhya & Viét Nam.
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2.2. Ly thuyét marketing méi quan hé (Relationship marketing theory)
2.2.1. Nguon géc cia marketing méi quan hé

Vao nhitng nim cudi cua thap nién 70, cac nha nghién ciu di quan tdm dén
marketing cong nghiép va cac kénh markeing bat dau phat trién, cac khuén kho ly
thuyét quan tdm dén cac méi quan hé kinh doanh cip d6i giita ngudi mua va ngudi
ban. Day la diém mai so véi marketing truyén thdng (marketing-mix), trong d6 van
dé trao ddi dugc xem 12 mot quan diém nghién ciu tir cac nha marketing hay quan
diém cua ngudi mua (Kristian va Aino, 2000, tr.32).

Mot sd tai liu duoc dé cap trong bdi canh nay, gém cac nghién ciu vé mdi
quan hé nguoi mua - nguoi ban (vi dy, Bonoma va Johnston, 1978; Bonoma va
Zaltman, 1978; Frazier, 1983), xem xét mdi quan hé cac kénh bang cach tng dung
ly thuyét chi phi giao dich (Heide va John, 1990, 1992) hoic ly thuyét trao d6i xa
hoi (Anderson va Narus, 1984, 1990).

Cac nghién ctiu truyén thdng da xac dinh ngudn goc caa marketing va phat
trién nganh marketing (vi du nhu Halinen, 1994; Moller, 1992, 1994), sau nay co
cac tai liéu cua Brodie va cong su (1997), Coviello va cong su (1997), Gummesson
(1996), Morgan va Hunt (1994), va Mattsson (1997). Céc nghién ctru trén déu dat
trong tdm vao nhitng mdi quan hé bén ngoai ciia mot cong ty, dic biét 1a mdi quan
hé vai khach hang.

Cac cudc thao luan vé méi quan hé kinh doanh hién tai chii yéu bat nguén tir
bon yéu té marketing truyén théng, d6 1a Marketing kinh doanh (Business
marketing), Cac kénh marketing (Marketing channels), Marketing dich vu (Services
marketing), Marketing co s dir liéu va Marketing truc tiép (Database marketing &
Direct marketing), theo nhu hinh 2.1.

Bén yéu t cua marketing truyén thong da dong goép nhiéu vao sy chuyén doi
tir viéc xem marketing trao doi nhu 1a mét hién tuong giao dich tré thanh marketing
méi quan hé (Kristian va Aino, 2000, tr.32). Vao thoi diém nay, cac nha nghién cuau
cling da dua ra Iy thuyét va khai niém marketing méi quan hé nhung chi Ia nhiing

md ta ngan gon.
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Hinh 2.1. Ngudn goc ciia marketing moi quan hé
Nguon : Kristian & Aino (2000, tr.32)

Pén cudi niam 1970, nhiéu nha nghién ciru quan tim dén md hinh cac mdi
quan hé giira nha cung cap véi khach hang.

Cé4c nha nghién ctu dich vu cho rang nhitng trai nghiém chat luong cua
nguoi tiéu ding va su théa man véi cac dich vu chu yéu 1a két qua caa mot moi
quan hé tuong tac giltta cac nhan vién va khach hang, duoc tang cuong bai
marketing truyén théng, hinh anh va dich vu cung cap (Kristian va Aino, 2000,
tr.33).

Nhitng xu huéng nay di gia ting su noi bat cia " moi quan hé dya trén long
trung thanh" dé bén ban so sanh véi cac yéu té marketing truyén thdng khac, va
ting thém mong doi cua khach hang d6i voi nhitng dic diém doc ddo cua " mbi
quan hé dya trén trao d6i " (vi du, giam rui ro, tin twéng nhiéu hon, nang cao hop
tac, linh hoat hon, ...). Vi vay, trong nhiéu tinh hung, cac nguoi ban va khéach hang
dang quan tdm nhiéu hon dén nhitng giao dich kinh doanh duoc gan két trong céc

méi quan hé.
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2.2.2. Marketing méi quan hé (Relationship marketing)

Thuat ngir “marketing mbi quan hé” (relationship marketing) dugc trinh bay
lan dau tién boi nha nghién ctu Berry trong bdi canh nganh marketing dich vu.
Theo Berry (1983, tr.25), marketing méi quan hé 1a viéc thu hat, duy tri va to chac
nhiéu hoat dong dé nang cao méi quan hé véi khach hang. Crosby va cong su
(1990) da cho thiy su twong ddng, hanh vi ban hang va kinh nghiém cta ngudi ban
1a diéu can quan tdm dé tao lap va gin git mbi quan hé lau dai gitta doanh nghiép
v6i khach hang. Hon nita, marketing mdi quan hé 1a tao dung, duy tri va quan ly
méi quan hé vai khach hang va nhitng ddi tac khac, sao cho cac bén trong mdi quan
hé hai long va mang lai loi ich cho céac d6i tac (Gronroos va cong su, 1994).

Morgan va Hunt (1994, tr. 22) lap luan rang marketing méi quan hé dé cap
dén hau hét cac hoat dong marketing, hudng tai viéc xay dung, phat trién, va duy tri
quan hé thanh cong. Theo Gummesson (1997), mot trong nhitng van dé co ban cua
marketing mdi quan hé chinh 1a viéc xay dung nhitng chién luoc dé quan tri cac
tuong tac, nhitng mdi quan hé va cac méi lién hé. Harker (1999, tr. 16) dua trén sy
tong két 26 dinh nghia vé marketing mdi quan hé da Iap luan rang : T6 chuc cha
dong tham gia phat trién, duy tri trao doi, cam két, twong tac va mang lai loi nhuan
cho khach hang.

Theo Sheth va cong su (2000, tr.9), marketing mbi quan hé 1a qua trinh lién
tuc cua viéc tham gia vao cac hoat dong, chwong trinh hop tac, cong tac vai khach
hang truc tiép va nguoi tiéu ding cudi dé tao ra hodc nang cao gia tri kinh té cho
nhau véi chi phi thap.

Kim va Cha (2002, tr. 322) lap luan rang : Marketing méi quan hé bao gom
marketing giao dich nham muc dich thiét 1ap méi quan hé 1au dai, tin twong va cing
c6 loi vai khach hang. Kim va Cha da chirng minh rang viéc gitr mot khach hang cii
it ton kém hon so véi viéc tim kiém mot khach hang mai. Khi méi quan hé giira
cbng ty va khach hang duoc duy tri, vai viéc gitr lai chi 5% khach hang cii cac cong

ty c6 thé tang loi nhuan I&n gap nhiéu lan (Reichained va Sasser, 1990).
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Robert (2008, tr.4) sau khi phén tich cac dinh nghia vé marketing mdi quan
hé chi ra rang : marketing méi quan hé 1a qua trinh xac dinh, phét trién, duy tri, va
cham dut quan hé giao luu v6i muc dich nang cao hiéu suit.

Nghién ctu cta Agariya va Singh (2011) tong két 72 dinh nghia vé
marketing méi quan hé trong céc tai liéu tir nim 1982 - 2010. Theo céc tac gia,
nhitng dinh nghia dugc xac dinh trong tai liéu hoi khac nhau la do ngir canh nghién
ctru khac nhau. Vén dé cot 18i caa cac khai niém vé marketing méi quan hé 1a xoay
quanh viéc thu hat, duy tri, cai thién lgi nhuan, dinh hudng dai han va mang lai loi
ich cho céac bén lién quan. Ngoai ra, Agariya va Singh (2011) da tong hop 50 cau
tric vé marketing mdi quan hé cho céc linh vuc : ngan hang, bao hiém va chiam soc
sac khoe. Tuy nhién, nghién ctu trong twong lai nén xem xét cau tric cua
marketing moi quan hé trong cac linh vuc cong nghiép khac dé lam phong pht thém
cho ly thuyét marketing méi quan hé.

Ngay nay, trong mdi truedng kinh doanh canh tranh, viéc mat khach hang l1a
mét thiét hai 16n cho doanh nghiép. Cac nghién ctru gan day da cho thay chi phi dé
tim kiém mot khach hang mai thuong cao gap nam 1an so véi chi phi dé duy tri mot
khach hang cii (Athanasopoulou, 2009; Shirazi va Som, 2011). Khang dinh
marketing mi quan hé 1a mot trong nhitng nhan té chinh gitp doanh nghiép gianh
duoc lgi thé canh tranh. Do vay, dé duy tri loi thé canh tranh, dam bao sy phat trién
bén viing thi cac doanh nghiép phai quan tam tao dung mdi quan hé lau dai véi
khach hang. N6i mot cach khéc, cac nha san xuat nén tao 1ap mdi quan hé vai cac

nha phan phdi dé gia tang hiéu qua kinh doanh va hop tac lau dai.

2.2.3. Méi quan hé nha san xuit - nha phan phai
Quan h¢ gitra NSX va NPP 1a mot bo phén cua mbi quan hé ngudi ban —
ngudi mua noi chung. Trong mdi tuong quan nay NSX 1a nguoi ban va NPP la
nguoi mua.
Theo Harash va Russell (2012, tr.23), mi quan hé gitta NSX va NPP 14 quan
hé trao d6i véi nhau thong qua cac diéu khoan cua hop dong. Trong viéc trao doi

nay c6 mot sé nhan té duoc str dung dé nang cao hiéu suat cia NPP. Hon nita, trong
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méi quan hé ndy NSX khdng chi can cac NPP dé ban hang héa cho minh ma théng
qua cac NPP dé cung cap cac thdng tin vé san pham, hang héa va dich vu phan phdi
cho thi truong.

Crosby va cong su (1990), 1ap luan rang quan hé gitta NSX va NPP dugc vo
hinh héa, khéng thé tach roi va thuong thiéu su cu thé, c6 thé nhin thy trong hang
hoa va can mot thoi gian dai han. V& 1au dai, mdi quan hé tap trung vao mét phan
cua cac nha cung cap, lam cho céc ky thuat cia mdi quan hé tré nén quan trong
trong viéc quan ly cac nha phan phdi.

Ngay nay, c4c nha phan phdi I trung gian giira nha san xuat va ngudi tiéu
dung (Merritt va Newell, 2001; Shipley va Jobber, 1994), dang c6 khuynh hudng
duy tri lién két vai cac nha san xuét, khach hang, va bén tht ba khac hoic cac doi
tac trung gian (Mudambi va Aggarwal, 2003). C4c nha phan phéi nay thuong dat
dugc mot ty I& phan phdi cao, tao ra gid tri cho cac nha san xuat (Cavusgil va cong
sw, 2004).

Cac nha san xuat ngay cang dua vao cac nha phan phéi dé phan phéi va hoat
dong tiép thi (Merritt va Newell, 2001), d¢ tan dung ngudn luc va tap trung vao
nang luc cot 16i (Sink va Langley, 1997). Trong vai trd nay, cac nha phan phéi ciing
cd chirc nang nhu canh tay tiép thi cia nha san xuat, chuyén giao nhitng théng tin
vé nhu cau, thi hiéu ciia khach hang va xu huéng thi trudng cho nha san xuat (Paun,
1997), d¢6ng thoi ting cuong sy hai 1ong cho khach hang (Mudambi va Aggarwal,
2003).

Trong cac kénh marketing, nha phan phéi thuong phai d6i mat véi moi
trrong canh tranh ngay cang tang, nhirng thach thac tur viéc hop tac véi cac nha san
xuat (Kalafatis va cong sy, 2000; Mudambi va Aggarwal, 2003). C4c nha san xuat
va khéach hang cubi cung thudng gay suc ép cho cac nha phan phdi phai thuc hién
dich vu tot hon va phi hop véi cac yéu cau caa kénh. Do d6, dé c6 thé huong loi 1au
dai, nha phan phdi phai c6 méi quan hé hop tac véi cac nha san xuat d¢ mang lai
hiéu qua va huéng dén mot méi quan hé cd chat luong tét hon cho ca hai bén

(Kalafatis va cong su, 2000; Cavusgil va cong su, 2004).
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2.2.4. Chat lwong méi quan hé

2.2.4.1. Pinh nghia chit lwong moi quan hé

Trong céc tai liéu marketing, van dé chét luong mdi quan hé (RQ) da thu hit
nhiéu hoc gia, nha nghién ctru tham gia (Skarmeas va cong su, 2008, tr. 23). Khai
niém RQ xuét hién tir Iy thuyét marketing mdi quan hé (Crosby va cong sy, 1990;
Morgan va Hunt, 1994; 1zogo, 2016), muc tiéu cudi cing 1a cung cb, gilp cho céc
mdi quan hé tr& nén manh mé hon va bién khach hang tho o thanh khach hang trung
thanh (Berry va Parasuraman, 1991). RQ vé co ban dugc sir dung dé mé ta tong thé
vé sttc manh ctia cA¢ moi quan hé (Garbarino va Johnson, 1999), tir &6 phan anh gia
tri cia cac quan hé trao doi (Tsai va Cheng, 2012).

RQ la mot cau tric tong thé gom mot sd két qua quan trong phan anh ban
chat chung cua quan h¢ trao doi (Dwyer va cong su, 1987; Kumar va cdng su,
1995). Nhicu tai liéu da néu bat loi ich khac nhau cho ca bén ban va bén mua tir méi
quan hé kinh doanh chat lugng cao. Theo Svensson va Mysen (2011), RQ 1a mét tru
cot chinh cia 1y thuyét marketing mébi quan hé. Thoi gian qua, ¢6 nhiéu nghién ciru
vé khai niém RQ, nhung cac tai liéu da khong dat duoc mot su déng thuan chung vé
thanh phan cau tao ciia RQ (Naude va Buttle, 2000; Bove va Johnson, 2001). Bang
2.1 duéi day trinh bay mot s6 dinh nghia vé RQ cua cic tai liéu nghién ctru trong va
ngoai nudc.

Bang 2.1. Mot so dinh nghia vé chat lwgng moi quan hé

Stt Tac gia Dinh nghia

RQ la mét tap hop cac gia tri vo hinh ma két qua lam
1 Levitt (1986) tang gia tri san pham hoac dich vu trong mot trao doi
gitra ngudi mua va nguoi ban.

o RQ 1a mot cau trac tong thé gom maot so két qua quan
Dwyer va cong su Q ' g g j qua g

2 hé quan trong phan anh tinh chat tong thé cua moi
(1987) . 2
quan h¢ trao doi.
N RQ la dat duogc niém tin thong qua kha nang ctia nhan
Crosbyvacongsy | .° ., . . 2 e, N e
3 vién ban hang dé giam su khéng chac chan cua hoat

(1990, tr.70)

dong trong tuong lai.



https://translate.googleusercontent.com/translate_f#12
https://translate.googleusercontent.com/translate_f#12
https://translate.googleusercontent.com/translate_f#12
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Stt Tac gia Pinh nghia
. RQ duoc do luong bang chat lugng cam nhan cua sy
Moorman va , . . L,
4 A tuong tac, su tham gia ctia nha nghién cuu trong hoat
cong su (1992) . A 4 o a bt A
dong nghién ctru, va cam két cua ca hai bén.
. Kumar va cong su | RQ bao gom sy xung dot, sy tin tuéng, cam két, san
(1995) sang dau tu va ky vong vé sy lién tuc.
s | Hennig-Thurau va RQ la mirc 6 dép @ng nhu cau cua khach hang lién
Klee (1997, tr.751) | quan dén méi quan hé.
RQ 14 danh gia tong thé vé sac manh cua mot moi
y Smith quan hé, ma n6 dap tmg mong doi va nhu cau cia cac
(1998b, tr. 78) bén, dua trén lich sir cua cudc gap go hoac cac su kién
thanh céng hay khéng thanh cong.
o Johnson Chat luong moi quan hé 1a do sau ndi chung va bau
(1999, tr. 6) khdng khi caa mdi quan hé gitra cac cong ty.
RQ la mét cau truc bao gom niém tin va su hai long.
X . Niém tin 1a sy dam bao rang cac nhan vién ban hang
Pete va Francis A L. i i " . - .. ,
9 khong co y lam sai Iéch thong tin hoac lgi ich cua
(2000, tr. 352) . . . o1 N oo
khach hang va su hai long la dap ung mong dgi cua
khéch hang.
Hewett va cong s . L e .
10 ong su RQ la mot cau truc bac cao vai niém tin va su cam ket.
(2002)
11 Roberts va cong su | RQ 1a thuéc do mirc 6 ma ngudi tiéu ding mudn duy
(2003, tr. 191) | tri méi quan hé véi cac nha cung cap dich vu cua ho.
. R om mirc d6 hop tac gitta hai bén, bau khon
Woo va Ennew Q bag do FC \dQ ,c,rp tAaC qlua, A b? lfa“ ° g
12 khi moi quan hé va mue do thich tng cua cong ty véi
(2004) N s
nhu cau khach hang.
13 Farrelly va Quester | RQ gitra doi bong da va cac nha tai trg cua ho la long
(2005) tin va su cam két.
Skarmeas va cong | RQ la cau triic bac cao gom long tin, cam két va su hai
14 .
su (2008, tr. 23) | long.
15 | Athanasopoulou va | RQ theo quan diém caa nguoi béan 12 niém tin, cam
Mylonakis (2009). | két, su hai long, lién két, su hop tac va thich ang.
. RQ trong thé thao 12 su tin twéng, cam két, gan g, t
16 | Kim va Trail (2011) | 2 rong the wn twong °b gan gut, t

két ndi va nhan nhuong 13n nhau.
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(2017)

Stt Tac gia Pinh nghia
Zahra va RQ dugc xem la mirc do phu hop cia mdi quan hé dé
17 | Mohammad (2011, | <t ot e khdch hang, e
tr. 243) pung J
RQ dai dién cho sy hai long ctia nguoi mua hang véi
Ying-Pin Yeh nhitng r?c‘)i quan hé féng thé, quqc chl’r-nlg mjph Ve chat
18 lugng san pham, chat luong dich vy, gia phai tra cho
(2013, tr. 42) DN N ¢ X o
gia tri nhan dugc va mac dé cac moi quan hé chirc
ning nhu 13 mét quan hé dbi tac.
Huang va cong su 3 s s A
19 i " | RQ bao gom sy hai long va niém tin.
(2014, tr.954) Q bao gom su gvanie
. RQ duoc xem rong rai nhu cau tric bac hai, bao gom
Chu va cong su NS R A e JOIR
20 mot sO cau trac bac mot nhu niém tin, cam két va su
(2016, tr. 11) R
hai long.
RQ dugc khai niém héa nhu mot cau tric bac hai siéu
Nyadzayo va cong | cap phan anh nam chiéu : cam két tinh cam, cam két
21 ) . A TA e A vy :
su (2016, tr. 889) | tinh toan, sy thoa man, long tin nhan tir va nang luc tin
tuong.
Izogo va céng s . C N W s
22 g ong su RQ la mot cau trac bao gom niém tin va su hai long.

Nguon : Téng hop cia tac gid.

Bang 2.1 trinh bay 22 khai niém vé RQ. Trong qua trinh xem xét, tim hiéu,

ching t6i cha y dén khai niém “RQ 1a cau trdc bac cao gom long tin, cam két va sy

hai long” cua Skarmeas va cong sy (2008, tr. 23). Nghién ctu ndy xem xét chat

lwong mdi quan hé gitra NPP nhap khau voi NSX xuét khau cac san pham céng

nghiép ¢ nudc Anh. Sau khi thuc hién phuong phap dinh tinh (thao luan tay doi va

thao luan nhom vaéi cac chuyén gia trong nganh nhya ¢ Viét Nam) cac chuyén gia

d3 théng nhat : RQ gitra NSX va NPP trong nganh nhua & Viét Nam 1a sy cam nhan

cua hai bén vé cac phuong dién : 10ng tin, cam két va su hai long. Cac chuyén gia
khing dinh day 1a ba thanh phan chinh cia RQ giita NSX va NPP trong béi canh

nganh nhya ¢ Viét Nam. Do vay, chung t6i chon nghién ctru nay lam co s¢ va tai

liéu lién quan dé thuc hién luan an caa minh.
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2.2.4.2. Nhitng nghién citu vé chit lwong moi quan hé

Nghién cau cua Athanasopoulou (2009) vé RQ: mét tong quan tai liéu va céc
chuong trinh nghién ciu. Noi dung cua nghién ciu ndy xem xét 64 tai liéu vé RQ tir
nam 1987 dén 2007 va dé& xuat huéng nghién cuau tiép theo.

Trong 64 tai liéu cua Athanasopoulou, cd 38 nghién ciu vé mdi quan hé
B2B, 19 tai liéu vé méi quan hé ban I¢ va 7 nghién ctu vé mdi quan hé twong tac
giira ca nhan va t6 chirc. Trong 38 tai liéu vé mdi quan hé B2B chi c6 mot nghién
ctru vé mdi quan hé gitra NSX va NPP caa Goodman va Dion (2001). Tai liéu nay
xem xét cac yéu tb tac dong dén viéc cam két, trong méi quan hé gitta NSX — NPP,
bang cach khao sat cac nha phan phdi cong nghé cao dé phat trién mot md hinh cam
két phan phdi.

Vé bbi canh nghién ctu, phan 16n cac nghién ctu tap trung xem xét moi
quan hé theo quan diém cia ngudi mua (47 nghién ctu), 7 nghién ciu phan tich
theo g6c nhin cua nguoi ban, cac nghién ciru con lai xem xét ca hai bén mua va ban.
Phan tich theo loai san pham, dich vy, ¢ 26 tai liéu nghién ciu trong thi truong san
pham, 25 duoc thuc hién trong cac dich vy, 8 nghién cau thuc hién vai ca hai (san
pham va dich vy) va 5 nghién ctu vé khai niém hay ly thuyét.

Vé thi truong nghién ciu, hon mot phan ba nghién ctu (24) phan tich thi
truong My: 13 nghién ctu ¢ cac nuée Chau Au nhung cha yéu 1a Ha Lan, Anh va
buc; 7 nghién ctu ¢ Chau A; 8 ¢ Australasia va 2 nghién ctu ¢ Canada. Phan 16n
cac nghién ciru phan tich thi truong trong nude. CO 3 nghién ciru 1a da qudc gia va 3
nghién ctru khac dugc xem nhu toan cau. Do cac qudc gia khac nhau cé dic diém
méi quan hé khac nhau nén rat khé khai quat két qua nghién ciru giira cac qudc gia.

Cac nghién ctru noi trén chi yéu xem xét khéi niém vé RQ, nhiing tién dé va
két qua cua RQ. Két qua phan tich, Athanasopoulou di dua ra mot khuén khé khéai
niém chung theo hinh 2.2. Khudn khé nay c6 thé dugc &p dung trong tat ca cac boi
canh nghién ciru, huéng dan cac nha nghién cau phat trién quy mé thich hop cho

cac nghién cau lién quan dén RQ trong tuwong lai. Theo Athanasopoulou (2009,
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tr.603), cac nghién ciru trong tuong lai vé RQ nén phét trién trong cac mdi quan hé

khac nhau.

Diic diém ciia cic bén Chiit lvgng méi quan h@
quan hé (Characteristics [ (Relationship quality)
of relationship parties) N N Hiéu suit
Long tin (Trust) (P e
Cam két (Commitment)

L - . Su hai long khach hang

Thudc tinh moéi quan hé (Customer satisfaction)
Relationship attributes

( 1 ) Xung dot (Conflict)

Loiich quan hé
Sy hop tac (Cooperation) (Relational benefits)

_ - Chii nghia co hji
Pic diém cung cap (Opportunism)
(Offer characteristics)

Quyén e (Power)

S thich ing (Adaptation) Swr hai long cua
Biu khéng khi ~—— hai bén (Satisfaction
M trurimg (Atmosphere) of two parties)
(The environment) Sur lién két (Bonds)

Hinh 2.2. Chit lwong méi quan hé: mot khung khai niém
Nguon : Athanasopoulou (2009, tr. 604)

Tir nam 2008 — 2017, tac gia da tong két duoc 78 nghién ciru vé RQ (phu luc
01). Hau hét cac tai liéu xem xét chat lugng mdi quan hé B2B, giita ngudi mua —
ngudi ban, gitra nha cung cip va khach hang cua ho,..., rat it nghién ctu xem xét

trong mdi quan hé cu thé giita NSX va NPP.

2.2.4.3. Nhitng nghién cvru lién quan

Ulaga va Eggert (2006), nghién cau vé gia tri mdi quan hé va RQ, ma rong
mébi tuong quan gitra cac doanh nghiép vai nhau. Muc dich caa nghién ciu 13 kham
phé céc thanh phan chinh caa RQ, nhu long tin, cam két va sy hai 1ong. Xac lap mo
hinh mdi quan hé nguoi mua — ngudi ban. Vé phuong phap nghién cau : thyuc hién
theo hai budc : (1) Phong van 10 nha quan Iy mua hang cip cao cua cac cong ty san
xuit & Hoa Ky; (2) Khao séat 400 chuyén gia mua hang trén toan qudc dé thu thap
dir liéu. Két qua cho thay gié tri mdi quan hé 1a mot tién dé cia RQ. Y nghia cua
nghién ctru : Khi muc tiéu la tang cuong kinh doanh véi mét khach hang hién tai,

cac nha quan ly nén tap trung vao gia tri méi quan hé. Khi cac nha quan Iy quan tam
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dén nguy co khach hang roi khoi méi quan hé, ho nén tap trung vao RQ. Nghién
clru trong twong lai nén md rong, xem xét marketing méi quan hé trong cac thi
treong kinh doanh.

Nghién ciru cua Skarmeas va cong su (2008), tim hiéu vé thi truong va dic
diém xuit khau anh huong dén RQ trong bdi canh méi quan hé giira cac NPP nhap
khau véi cac NSX xuét khau san pham céng nghiép. Cac cong ty trong nganh cong
nghiép may moc thiét bi, hoa chat, dét may va gidy cua Anh Qudc duoc chon lam
mau khao séat. Trong nghién cau nay, RQ duoc xem la mot cau tric bac cao gém
long tin, cam két va sy hai long. Két qua caa nghién ctu cho thay khoang cach tam
linh quan hé tiéu cuc dén RQ, dau tu giao dich cu thé va hiéu qua quan hé tich cuc
v6i RQ. CAc tai liéu trude day da cho thdy sy phét trién cia RQ c6 thé bi tac dong
boi cac nhan té khac nhu cau tric quan hé (Kumar va cong su, 1995), dic tinh cua
san pham (Hofstede, 1991) can dugc kham pha. Ngoai ra, anh huong cua RQ dén
hiéu qua kinh doanh thoi gian qua it dugc quan tdm nghién cau (Skarmeas va cong
sw, 2008, tr. 33).

Nguyén Pinh Tho va Nguyén Thi Mai Trang (2011) nghién ctu dé tai “Gia
ting gid tri méi quan hé giira nha san xudt va nha phan phéi théng qua twong tic
ca nhan — Bang ching tir Viet Nam”. Nghién cau nay kham pha vai trd cua twong
tac c4 nhan d6i vai gia tri mdi quan hé. Quy trinh gom hai budc : (1) Phuong phap
so bo dinh tinh bang cach thao luan tay d6i véi chin dai ly phan phdi gach va sau
dai ly phan phéi hang kim khi dién may dan dung tai TP.HCM d¢ diéu chinh thang
do; (2) Phuong phép so b dinh lugng phong van 125 dai ly phan phéi gach va phan
phdi hang kim khi dién may tai TP.HCM dé danh gia so bo thang do. Nghién ctu
dinh lugng chinh thirc phong van 472 dai ly phan phéi gach va hang kim khi dién
may tai TP.HCM va mot s6 tinh 1an can (Long An, Tién Giang, Bén Tre, Binh
Duong va Binh Phudc). Tai liéu nay xem xét 6 khai niém : gia tri méi quan hé,
tuong tac ca nhan, chat luong san pham, hd trg thdng tin, chat lugng giao hang va
két qua kinh doanh. Két qua cua nghién ctiu cho thay : (1) Twong tac c4 nhan lam

gia ting cam nhan cta nha phan phdi vé chat luong san pham, hd trg thong tin va
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hoat dong giao hang. (2) Chat lugng san pham, hd tro thdng tin va hoat dong giao
hang 1a nhitng yéu t6 chinh lam gia tang gia tri mbi quan hé gitta NSX va NPP. Tuy
nhién, nghién cu nay con nhirng han ché. M6t 1a md hinh ly thuyét chi méi kiém
dinh & hai thi truong (gach va hang kim khi dién may gia dung & mét sé tinh thanh
khu vuc phia nam), céc thi truong khac c6 thé cd nhirng yéu té khac biét lam gia
ting gia tri moi quan hé. Hai 1a nghién ciu nay sir dung phuong phap phong van
nhan vat chinh (giam ddc hoic chu dai ly). Cac thanh vién khac cia NPP c6 thé c6
nhitng quan diém khac nhan vt chinh (Ulaga va Eggert 2006).

Sabherwal va Chan (2001), xem xét hé thdng théng tin thj truong anh huong
dén su lién két kinh doanh va tac dong dén hiéu qua hoat dong theo md hinh kinh
doanh cua Miles va Snow (1978). Nghién ctru nay thuc hién véi muc dich : cung
cAp cai nhin sdu hon vé nhiing tac dong cuia viéc lién két giita cac chién luge kinh
doanh va thong tin thi truong; Kiém tra cac két qua lién két riéng dé danh gia su
lién két voi hé théng thong tin, xac dinh anh huéng cua hi¢u suét dén céac chién luoc
kinh doanh; va cung cap thong tin chi tiét vé cac chién lugce hé théng thong tin, phu
hop vé6i ba chién luge kinh doanh (Defenders, Analyzers va Prospectors). Dir liéu
khao sat tir hai cudc diéu tra 164 va 62 cong ty trong bon nganh céng nghiép : ngan
hang, bao hiém, san xuit dugc pham, va san xuat phu ting 6t6. Két qua cua nghién
ctru da xac dinh sy lién két giira chién lugc kinh doanh va chién lugc théng tin thi
truong, giup cai thién hiéu qua kinh doanh. Tuy nhién, theo Sabherwal va Chan
(2001, tr.26), can nghién ctru sau hon, dé xac dinh kha niang ¢ng dung cua két qua
nghién ctru trong cac nganh cong nghiép khéc.

Nghién ciu cua Rodriguez va cong su (2006) xem xét nhiing nhan té tac
dong dén su hai 1ong trong méi quan hé NSX — NPP, ¢ hai khia canh : hai long kinh
té va phi kinh té. Phwong phap dinh luong khao sat 472 NPP san pham banh mi cua
NSX Bimbo Martimez & Tay Ban Nha. Két qua cho thay : Su giao tiép anh hudng
dén 1ong tin ¢ hai khia canh (do tin cay va long nhan tir) va anh huéng dén sy hai
long & khia canh kinh té. Long tin va cam két anh huong dén su hai long & hai khia

canh kinh té va phi kinh té. Két qua ciia nghién cau nay cé tac dong quan trong
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trong viéc quan tri cho nhitng cdng ty phat trién hoat dong phan phéi, gitp cac NPP
danh gia tich cuc nhitng sang kién cia NSX. Muc dich 1a cai thién méi quan hé
NSX — NPP trong tat ca cac khia canh chi khdng chi don thuan ¢ linh vuc kinh té.
Mot ham y quan trong khac cho thay su giao tiép giita hai thanh vién kénh c6 anh
huong tich cuc dén két qua kinh té bat nguon tir méi quan hé. Bai vi, (1) su giao
tiép mang lai loi ich truc tiép 1a giam chi phi cho hé thdng phan phéi; va (2) loi ich
gian tiép 1a gitp nang cao hiéu qua cho méi quan hé gitra NSX va NPP (Rodriguez
va cong su, 2006, tr.673). Nghién cau ciing cho thdy, cac NSX can thé hién ning
luc va sy trung thuc cua minh bang cach phét trién nhiing viéc 1am gia tang niém tin
va cam két véi cac NPP. Van dé nay mo huéng cho nhiing nghién cuu tiép theo.

Tohidinia va Haghighi (2011), nghién ctu vé du doan va két qua cua RQ dé
dinh huéng chién lugc khach hang. Muc dich cuia nghién ctu 1a xac dinh nhiing
nhan t6 chinh anh huong dén RQ gitra ngan hang va khach hang. Tai liéu nay khao
sat 217 khach hang cua ngan hang & Iran. Két qua cua nghién ctu cho thay nhan té
nang lyc tac dong tich cuc dén RQ; sy giao tiép va xir Iy xung dot tac dong khong
dang ké dén RQ. Tuy nhién, sy giao tiép giira ngan hang va khach ciing rat quan
trong va khong nén xem nhe. Pé cap dén huéng nghién cau trong tuong lai,
Tohidinia va Haghighi (2011, tr.251) cho ring, mot s6 nhan té khac c6 thé anh
huong dén RQ, nhu cac nghién ctru di dé xuét : chat luong dich vu (Hennig-Thurau
va Klee, 1997; Crosby va cong sy, 1990), sy dong cam (Hennig-Thurau va Klee,
1997), ... 1a nhitng yéu t4 tién doan vé RQ.

Nghién ctu cia Woo va Ennew (2004), xem xét khai niém chat luong méi
quan hé B2B, do luong RQ dua trén cac mo hinh tuwong tac IMP (Industrial
Marketing and Purchasing). Phuong phap nghién cutu, khao sat 273 nguoi trong
nganh cong nghiép tu van ky thuat cia Hong Kong. Két qua caa nghién ciu cho
thay RQ 1a mot ciu trlc bac cao cua sy hop tac, thich nghi va bau khdng khi giao
dich, anh hudng tich cuc dén chét lugng dich vu. Céc nghién ctu tiép theo nén tap

trung vao ca hai giao dich trao d6i (chat luong giao dich) va méi quan hé trao doi
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(chat lwgng méi quan hé) va tac dong cua ching ddi véi chat luong dich vy (Woo
va Ennew, 2004, tr.1267).

Song va cong su (2012) nghién ctru su tac dong cua chirc nang quan hé kinh
doanh dén RQ va hiéu qua cua nguodi mua. Phuong phap nghién ctru, khao sat 239
cdng ty san xuat & Trung Qudc. Két qua nghién ctu cho thay chirc ning quan hé
kinh doanh tac dong tich cuc véi RQ va RQ tac dong tich cuc vai hiéu qua cua
ngudi mua. Trong tai liéu nay, RQ dugc danh gia theo quan diém cua ngudi mua,
cac nghién ciru trong twong lai c6 thé khao sét tir hai phia (ngudi mua va nha cung
cap) trong bat ky méi quan hé nao (Song va cong su, 2012, tr.296).

Trén co so C4c nghién ciru lién quan, dé thiét 1ap mé hinh ly thuyét vé RQ
gitta NSX - NPP, can lap luan vé gia thuyét nghién ctru. Phan tiép theo cua luan an
trinh bay nhitng co so ly thuyét, két hop véi thuc tién mdi quan hé NSX - NPP

trong nganh nhya & Viét Nam dé dé xuat cac gia thuyét nghién cuau.

2.3. Co sé hinh thanh cac gia thuyét nghién ciu
2.3.1. Thanh phan caa chat lweng méi quan hé
Thanh phan (Component) 1a mot trong nhitng yéu té tao nén mot vat, mot to

chuac (https://vi.wiktionary.org). Vi du, theo tai liéu cua lzogo va cong su (2017),

thanh phan cia RQ gém : 1ong tin va su hai 1ong. Mot sé tai liéu khac xem céc
thanh phan cua RQ Ia nhiing kich thudc (Dimensions) cia RQ. Vi duy : Tulin Ural
(2007, tr. 116), Athanasopoulou (2009, tr. 598), Athanasopoulou va céng su (2013,
tr. 105). Trong pham vi luan an nay, ching toi s dung thuat ngi “Thanh phan” cho
phU hop véi ngdn ngit tiéng Viét.

RQ duoc xem nhu 13 mot cau tric tao nén tir nhiéu thanh phan hd trg va b
sung cho nhau (Dwyer va cong su, 1987). Mic du da c6 nhiéu nghién cau vé khai
niém RQ, nhung cac tai liéu di khong dat dugc mot sy dong thuan chung vé thanh
phan ciu tao cua nd (Bove va Johnson, 2001; Naude va Buttle, 2000; Rauyruen va
Miller, 2007; Rafig va cong su, 2013; 1zogo, 2016). Nhiing tai liéu trude day, ngoai
cac thanh phan : cam két, 1ong tin va sy hai 10ng, cac tac gia da dé xuat mot loat cac

thanh phan khac nhu dinh huéng khach hang, chii nghia co hi va dao dirc c& nhan
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(Dorsch va cong su, 1998) ; su xung dot téi thiéu, sin sang dau tu va ky vong lién
tuc (Jap va cong su, 1999; Kumar va cong su, 1995), chia sé thong tin, truyén théng
va dinh hudng lau dai (Lages va cong su, 2005),...

Theo Naoui va Zaiem (2010, tr.142), thanh phan cia RQ c6 thé phan thanh
ba nhom sau :

Nhém y dinh hanh vi : dinh huéng ban hang (selling orientation), sy giao tiép
(communication), chi nghia co hdi (opportunism), dao duc cd nhan (ethical profile)
va xung dot tinh cam (affective conflict).

Nhém mai quan hé : long tin (trust), cam két (commitment) va su hai long
(satisfaction).

Nhom két qud ciia moi quan hé : loi ich kinh té (economic benefits), loi ich
khach hang (customization benefits), muc tiéu chung (mutual objectives), méi quan
hé binh dang (equity of the relation) va gan gili (proximity).

Trong cac nhém trén, nhdm thanh phan vé mdi quan hé, gém long tin, cam
két va su hai long dugc xem la nhitng thanh phan noi troi caa RQ (Crosby va cong
su, 1990; Morgan va Hunt, 1994; Kumar va cong su, 1995; Hibbard va cong su,
2001; Hennig —Thurau va cong su, 2002; Rauyruen va Miller, 2007; Segarra-
Moliner va cong su, 2013; Al-alak, 2014; Japutra va cong su, 2015; Chu va cong
su, 2016; Bandara va cong su, 2017; Lo va cong su, 2017).

Nghién ctru cua chang t6i da thuc hién phuong phap dinh tinh, théng qua
thao luan tay doi (mau n = 15) va thao luan nhém (mau n = 8) v&i cac nha quan ly
cong ty san xuat va phan phéi trong nganh nhya o Viét Nam, da thong nhat chon :
long tin, cam két va sy hai 1ong 1a nhiing thanh phan ciia RQ. Trong pham vi caa
nghién ctu nay, RQ tré nén toan dién hon khi duoc phan tich 1a mot cau tric bac
hai nhin tir goc do cua 1ong tin, cam két, va su hai long.

Long tin (Trust) : 1a su tin twong vao cic dbi tac trao doi cua minh
(Moorman va cong sy, 1992). Long tin 1a mét trong nhiing thanh phan quan trong
(Morgan va Hunt, 1994; Jancic va Zabkar, 1998; Berry, 2000; Wong va Sohal,
2002a; Madhok, 2006), la nén tang cua bat ky moi quan hé (Bojei va Alwie, 2010,
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tr, 85), 1a mot thanh phan can thiét dé xay dung chat lwong méi quan hé (Mouzas va
cong su, 2007; Seppanen va cong su, 2007). Long tin con 1a két qua caa marketing
méi quan hé bai vi ban chét su tin tuéng 1a mot qué trinh tich liy, phat trién, lap di
lap lai va tuong tac thanh cong (Nicholson va cong su, 2001).

Trong méi quan hé gitta NSX va NPP, niém tin 1a mot thanh phan quan trong
trong quan hé dbi tac hién tai va s& duy tri 1au dai trong twong lai (Dwyer va cong
su, 1987; Song va Zhao, 2004; Goodman va Dion, 2001). Mot NSX ¢d niém tin vao
cac NPP cta minh khi NPP chirng minh dugc chuyén mon, do tin cay, va muc tiéu
kinh doanh cua ho (Kumar va cong su, 1995). Nguoc lai, khi NPP tin tuéng NSX,
ho cam thay an toan nho niém tin vao cac hoat dong cua NSX, tir d6 tao ra két qua
tich cuc cho ca hai bén (Rodriguez va cong su, 2006, tr. 668). Khi niém tin da duoc
thiét 1ap, cac NSX va NPP c¢6 nhiéu kha nang phéi hop cac nd luc caa ho trong quéa
trinh phét trién san pham mai vi mdi bén khong con hoat dong theo loi ich cia minh
(Song va Zhao, 2004, tr. 57). Nhu vay, 10ng tin 1a mét chi sé cia RQ (Ganesan va
Hess, 1997; Batt, 2001; Toni va cong su, 2015), dong thoi ciing 1a thanh phan can
thiét trong mdi quan hé hop tac gitra NSX va NPP (Song va Zhao, 2004).

Cam két (Commitment) : Moorman va cong sy (1992) 1ap luan rang cam két
13 mong mudn duy tri mot mdi quan hé c6 gia tri. Cam két 1a nhiing 10i hira ciia cac
thanh vién kénh dé gitr cho mdi quan hé dbi tac duoc ton tai lau dai (Kim va cong
su, 2001). Gundlach va cong su (1995) cho rang cam két 1a mot thanh phan quan
trong cho cac mbi quan hé thanh cong, 12 mot chi bao cho nhiing dinh hudng dai
han cta cac mbi quan hé (Scheer va Stern, 1994; Andaleeb, 1996; Van Bruggen va
cong sy, 2005). Cac mdi quan hé trong linh vuc kinh doanh dich vu thanh céng
phan 16n phu thudc vao cam két gitta nha cung cip va nguoi tiéu dung (Berry va
Parasuraman,1991).

Theo Parsons (2002, tr.7), cam két giita cac dbi tac 1a diéu kién can thiét cho
mdi bén nham dat duoc muc tiéu va duy tri mdi quan hé. Cam két dam nhan mét vai
tro trung gian trong viéc phat trién cac mé hinh mdi quan hé ngudi mua - ngudi ban

(Anderson va Weitz, 1992; Cullen va cong su, 1995). Cam két rat kho xuat hién néu
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khoéng co su tin twdong, hai yéu t6 ndy tao thanh nén tang ctua marketing mdi quan hé
( Morgan va Hunt, 1994).

Goodman va Dion (2001, tr. 289), lap luan ring trong quan hé giira NSX va
NPP, NPP cam két cao c6 nhiéu kha ning cung cip cac thdng tin thi trudng cho
NSX dura trén su tin tuéng da thiét 1ap trong mdi quan hé. Quan trong hon trong céc
kénh phan phéi hién nay 1a dé thi treong chi c6 mot NSX duy nhét dai dién cho mot
loai san pham, hoic nhiéu loai san pham, cac ddi tdc phan phéi s& thuc day cac NSX
thue hién cam két trong t6 chirc phan phdi cua ho (Gundlach va Murphy, 1993).
Tom lai, cam két 1a mot chi s6 do RQ.

Sw hai long (Satisfaction) : la trang thai tinh cam tir viéc danh gia cac khia
canh cia mdi quan hé lam viéc gitta mot cong ty véi mot cong ty (Anderson va
Narus, 1984; Geyskens va cong su, 1996; Leonidou va Kaleka, 1998; Rodriguez va
cong su, 2006), la tien dé can thiét dé giir khach hang (Hennig-Thurau va Klee,
1997), va 1a chia khoa dé duy tri khach hang (Kotler, 1994). Hon ba thap ky qua, sy
hai long duoc xem la mot phan thiét yéu cho sy thanh cong caa méi quan hé doanh
nghiép (Jap va Ganesan, 2000; Morgan va Hunt, 1994). Cac nghién ctzu cho thay su
hai long dé cap dén cac khia canh xa hoi ciing nhu kinh té cua viéc trao doi
(Geyskens va cong su, 1999).

Trong quan hé gitra NSX va NPP, sy hai long dugc nghién ciru sau hon va
nhiéu nghién ciau da nhan manh tam quan trong cua nd trong mi quan hé kénh
phan phéi (Hunt va Nevin, 1974; Brown va Frazier, 1978; Dwyer va cong su, 1987;
Brown va cong su, 1991; Selnes, 1998; Geyskens va Steenkamp, 2000; Rodriguez
va cong su, 2006). Trong mdi quan hé nay, sy hai 1ong 1a mét trang thai tinh cam
tich cuc do viéc danh gia cac khia canh cua quan hé gitra mot NSX véi mot NPP
(Cullen va cong su, 1995; Geyskens va cong su, 1999). Su hai long dugoc xem la
viéc NSX tham dinh cac két qua tong thé ma NPP cua ho di thuc hién (Geyskens va
Steenkamp, 2002). Vi du, cac NSX hai long véi viéc tiép thi, hd trg ban hang chat

luong cao cua cac NPP.
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Nhu vay, su hai 1ong 1a mot két qua cia mdi quan hé ngudi mua - ngudi ban
noi chung (Cullen va cong su, 1995; Geyskens va cong su, 1999), 1a mot ngudn luc
quan trong dé giai quyét xung dot trong mdi quan hé (Hunt va Nevin, 1974; Lusch,
1977; Ganesan, 1993), lién quan dén sy twong tac véi cac cong ty, anh hudng dén
chat luong cua cac tuong tac va RQ (Crosby va cong su, 1990; Roberts va cong su,
2003). Qua d6 su hai long tré thanh mot thanh phan cua RQ.

2.3.2. C4c nhan té anh hwéng dén thanh phan caa chit lweng méi quan hé
Nhan té (Factor) 1a mét trong nhiing diéu kién két hop véi nhau dé tao ra két

qua (https://vi.wiktionary.org). Vi dy, theo nghién ctru cta Seyed Alireza Mousavi

va cong su (2011, tr. 350), cac nhan t anh huong dén thanh phan cia RQ giira nhan
vién va khéach hang trong nganh khach san & Iran gom : dinh huéng khach hang,
dinh hudng quan hé, thudc tinh caa nha cung cap dich vu va hiéu nhau. Mot sé tai
licu khac xem cac nhan té anh huong dén thanh phan cua RQ la nhiing tién dé
(Antecedents) cua RQ. Vi du : Tulin Ural (2007, tr. 116), Athanasopoulou (2009, tr.
600), Athanasopoulou & cong su (2013, tr. 107). Trong luan an nay, ching téi dung
thuat ngit “Nhan t6” cho phu hop véi ngdbn ngit cia Viét Nam. Trong tiéng Viét,
thuat ngit “Nhan t6 anh huéng” con duoc goi 1a “Tac nhan”.

Cac nhan t6 anh hudng dén thanh phan cua RQ da duoc nhiéu tai lidu dé cap
dén (Athanasopoulou, 2008, 2009; Naoui va Zaiem, 2010). Tuy nhién, cac tai liéu
chua c6 sy dong thuan vé cac nhan té anh huong dén cac thanh phan cia RQ (Naoui
va Zaiem, 2010). Do cé4c ngit canh nghién ctru khéc nhau, dan dén két qua co nhiéu
nhan t6 khac nhau anh huéng dén céc thanh phan cia RQ (Athanasopoulou, 2009,
tr. 583). Theo Athanasopoulou (2009, tr. 600), cac nhan t6 anh huong dén RQ duoc
phan thanh 4 nhom chinh : (1) Nhém nhan té vé méi quan hé (nguoi mua va ngudi
ban); (2) Nhém nhan té vé thudc tinh méi quan hé ; (3) Nhém nhan té vé dic diém
cung cap va (4) Nhém nhan t6 vé moi truong. Duya theo cach phan loai cua
Athanasopoulou, tac gia da tong hop mét s6 nhan té chinh anh huong dén RQ, duoc

trinh bay trong phu luc 03.
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Trén co s¢ cac nhan té anh huong dén thanh phan cua RQ trong phu luc 03
va mot s6 nhan té anh huong dén méi quan hé gita NSX va NPP trong céc nghién
ctu lién quan, ching t6i da thuc hién phuong phap dinh tinh, thong qua thao luan
tay d6i va thao luan nhoém vai 23 nha quan ly cua cac cong ty san xuat va phan phdi
san pham nhya. Két qua, da kham phé nhitng nhan té anh huong dén cac thanh phan
cua RQ gitta NSX - NPP trong nganh nhya ¢ Viét Nam gdm : (1) Chat luong san
pham; (2) Chat luong giao hang; (3) Théng tin thi truong; (4) Su giao tiép; (5)
Tuong tac ¢4 nhan; va (6) Tham viéng. Dé c6 co so hinh thanh cac gia thuyét vé
nhitng nhan t anh hudng dén cac thanh phan cua RQ giita NSX — NPP. Mat khéac,
do RQ 1a mot cau tric dugc tao nén bai nhiéu thanh phan, va trong nghién cau nay
RQ gom ba thanh phan : 10ng tin, cam két va su hai long. Vi thé, phan tiép theo s&

xem xét su anh huong cua cac nhan té dén ba thanh phan cua RQ.

2.3.2.1. Chdt Iwong san phdm dnh hwéng d@én long tin, cam két va sw
hai long

Theo Shetty (1987, tr.46), chat luong san pham 1a mét thuoc tinh quan trong
ma khach hang str dung dé danh gia san pham, 1a mac d6 ma san pham ciaa nha
cung cap dap ung dic diém ky thuat cua khach hang (Ulaga, 2003, tr. 683), 1 yéu t6
can thiét tao nén gia tri cho cac méi quan hé ngudi mua - nguoi ban (Nguyen va
Nguyen, 2011, tr. 319).

Trong mdi quan hé NPP - NSX, NPP giir quan hé véi NSX dé ludn duoc
cung cip san pham cd chat lugng cao va dang tin cay (Ulaga, 2003; Nguyen va
Nguyen, 2011). Khi phan phdi san pham cho khach hang, NPP phai giai quyét
nhitng thac mac, khiéu nai ciia khach hang lién quan dén chat luong caa san pham.
Néu NSX cung cdp cho NPP cac san pham c6 chat luong tét s& gitp NPP giam
thiéu cac chi phi nay, gép phan nang cao giéa tri moi quan hé (Canon va Homburg,
2001; Nguyen va Nguyen, 2011).

Theo Ulaga va Eggert (2006, tr. 322), gia tri mdi quan hé 1a mot tién than caa
RQ va la két qua hanh vi caa marketing mdi quan hé. Thoi gian qua, mot sé tai liéu

d3 nghién cu anh huong cia chat lwong san pham dén gia tri mdi quan hé nhu
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Nguyen va Nguyen (2011). R4t it tai liéu xem xét chat lwong san pham anh huong
dén RQ. Vi chét lugng san pham 1a mot yéu té khdng thé thiéu cua gié tri khach
hang (Ulaga, 2003; Homburg va cong su, 2005; Ulaga va Eggert, 2006). Mat khac,
khi nha cung c4p ban hang chét luong (duoc do bang chit lugng san pham, gia ca)
va c6 kha ning dap &ng cac cam két giao hang thi s& anh huong tich cuc va truc tiép
dén RQ (Yi - Su Chen va cong su, 2017, tr. 247). Ngoai ra, trong nghién ctu dinh
tinh, cac chuyén gia lap luan rang, khi NSX cung cap cho NPP san pham chit lwgng
t6t s& tao 10ng tin cho NPP, chirng to cac cam két gitra hai bén da duoc thyuc hién, va
khi NPP tiéu thu dugc san pham, NSX cam nhan NPP da thuc hién tot va ho hai
long vai nhau. Do d6, dua vao tai liéu caa Nguyen va Nguyen (2011), nghién cau
cua ching tdi xem xét chat luong san pham anh huéng nhu thé nao dén ba thanh
phan (1ong tin, cam két va su hai long) ciia RQ giita NSX va NPP, véi ba gia thuyét
nhu sau :

H1la. Chdt lirong san phdam cé tdc déng tich cue d@én long tin giira NSX va NPP.
H1b. Chat lwong san pham cé tac déng tich cuee dén cam két giiza NSX va NPP.

H1lc. Chat lwong san pham c¢é tac déng tich cure dén sie hai 1ong giira NSX va NPP.

2.3.2.2. Chdt lwong giao hang dnh hwéng dén 10ong tin, cam két va sw
hai long

Giao hang 1a qua trinh van chuyén hang hoa tir vi tri ngudn dén dich duoc
xac dinh truge (Nishio va Kishino, 2003). Giao hang duoc xem nhu 13 mot nguon
cung cap cac bién phap chién lugc hoat dong trong chudi cung tng (Fawcett va
cong su, 1997; Gunasekaran va cong su, 2001; Forslund va cong su, 2009) va c6 vai
tro tich cuc trong viéc canh tranh cua mot té chic (Tracey va Tan, 2001; Tan va
cong su, 2002).

Chat lwong giao hang 1a mot nhan t6 c6 thé 1am gia ting gia tri mdi quan hé
gitta NSX va NPP (Nguyen va Nguyen, 2011, tr. 320). Nhiéu tai liéu da kham pha
c4c yéu tb biéu hién cua chat lugng giao hang nhu : thoi gian giao hang, do tin cay
trong giao hang (Garg va cong su, 2003; Rupp va Ristic, 2004; Michael va

McCathie, 2005), giao hang nhanh (Bowersox va cong su, 1999; Liu va cong Su,
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2005), tin suit giao hang (Katayama va Bennett, 1999), dong bo hda giao hang (Lee
va Whang, 2001), tc d6 giao hang (Mason va cong su, 2003), su két ndi trong giao
hang (Katayama va Bennett, 1999; Li va O'Brein, 1999; Garg va cong su, 2004),
V.v. Ba yéu té ciu thanh nén chat luong giao hang 1a : dung thoi gian, linh hoat va
chinh xac (Ulaga va Eggert, 2006).

Theo Nguyen va Nguyen (2011, tr.320), trong quan hé gitta NSX va NPP,
NSX c6 thé nang cao gia tri méi quan hé vai NPP bang cach thoa méan cac diéu kién
vé giao hang. Giao hang ding quy cach, dung chung loai va sé lugng 1a mot yéu tb
quan trong giip NPP tiét kiém duoc thoi gian va nhing thu tuc khdng can thiét, gop
phan gia tang gia tri mdi quan hé gitra NSX va NPP (Ulaga, 2003).

M3t khac, cac chuyén gia trong nghién ctru dinh tinh Iap luan rang, khi NSX
dam bao viéc giao san pham, hang hoa cho NPP day du, kip thoi va chinh xac, s&
tao niém tin cho NPP, nhu thé NSX da thuc hién nhitng cam két véi NPP vé viéc
giao hang, va khi d6 ho hai long nhau. Tuy nhién, rat it nghién ciru xem xét nhan t6
giao hang tac dong dén RQ. Dua vao tai lidu cia Nguyen va Nguyen (2011), luan
an nay xem xét sy anh huong cua chit luong giao hang dén ba thanh phan cua RQ
gitta NSX — NPP, véi cac gia thuyét sau
H2a. Chat lwong giao hang cé tdc dong tich cuc dén 1ong tin giiza NSX va NPP.
H2b. Chadt luong giao hang c6 tdc dong tich cuc dén cam két giira NSX va NPP.
H2c. Chat lwong giao hang cé tac déng tich cuc dén s hai 10ng giza NSX va NPP.

2.3.2.3. Thong tin thi frwong dnh hwéng dén 10ong tin, cam két va sw
hai long
Tac dong cua hé thong théng tin vao hoat dong kinh doanh ting 1én déng ké
trong thap ky qua (Sabherwal va Chan, 2001, tr.11). Nhiéu nghién ciru da néu bat su
can thiét va loi ich cia hé thong thdng tin dbi voi hoat dong cua doanh nghiép
(Camillus va Lederer, 1985; Lederer va Mendelow, 1989; Henderson va
Venkatraman, 1992; Reich va Benbasat, 1996; Chan va cong su, 1997; Segars va
Grover 1998; Sambamurthy va Zmud, 1999; Sabherwal va Chan, 2001).
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Théng tin thi truong 1a céc dir liéu bén ngoai lién quan dén hoat dong hién tai
va tuong lai cia mot doanh nghiép (Moorman, 1995; Harmancioglu va cong su,
2010). Ba yéu t6 chinh cua théng tin thi truong 12 : thu thap théng tin (information
collection), truyén tai thdng tin (information transmission) va sir dung théng tin
(information utilization), (Jaworski va Kohli, 1993; Sinkula, 1994; Moorman, 1995;
Li va Calantone, 1998).

Trong méi quan hé giira NSX va NPP, thdng tin thich hop tir NSX s& gilp
NPP nim duoc ké hoach san xuét, sy thay dbi vé cong nghé trong nganh hang
(Nguyen va Nguyen, 2011, tr. 320). Theo Ulaga (2003), ba van dé chinh cua théng
tin 13 : thong tin day du, phd hop va chinh xac. Thuc té, cac NPP luén mong mudn
c6 duge thdng tin pha hop va kip thoi tir NSX, néu NSX thuc hién dugc viéc nay sé
1am tang gia tri mbi quan hé cho hai bén.

Vi thong tin thi truong 1a trung tm cua viéc ra quyét dinh (Collins va Clark,
2003) va cd vai trd quan trong trong mdi quan hé kinh doanh (Cannon va Homburg,
2001). Va céc chuyén gia trong nghién ctru dinh tinh da giai thich rang, do dic thu
cua nganh nhua, NSX 1am cong tac nghién cau thi treong va cung cap thong tin cho
NPP. Do d6, khi NSX cung cap day du va kip thoi théng tin thi trudng cho NPP thi
s& tao niém tin cho NPP, NSX da thuc hién cam két vé viéc cung cap thong tin thi
truong, va nhu thé NPP s& hai long vai NSX. Dya vao nghién ciru ciia Sabherwal va
Chan, (2001), nghién cttu nay xem xét su anh huong caa thong tin thi truong dén ba
thanh phan cua RQ giita NSX va NPP, véi cac thuyét nhu sau :

H3a. Théng tin thi trueong 6 tdce déng tich cue dén 1ong tin giiza NSX va NPP.
H3b. Théng tin th truwong cé tac dong tich cue dén cam két giiza NSX va NPP.
H3c. Thong tin thi trieong cé tac dong tich cuee dén sy hai 1ong giira NSX va NPP.

2.3.2.4. Sur giao tiép dnh hwéng dén long tin, cam két va se hai 1ong
Giao tiép la sy chia sé chinh thirc cling nhu khong chinh thic nhitng théng
tin c6 y nghia va kip thoi gitra cac doanh nghiép (Anderson va Narus, 1990; Mohr
va Nevin, 1990; Nygaard, 1999; Goodman va Dion, 2001; Bojei va Alwie, 2010), la

cung cdp cho khach hang day du théng tin va ling nghe ho khi ho can lién lac
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(Parasuraman va cong su, 1985; Tohidinia va Haghighi, 2011), la “chia khéa su
séng" cua quan hé ddi tac (Mohr va Spekman, 1996; Goodman va Dion, 2001).

Chat luogng cua giao tiép thé hién & cac thong tin dwoc chia sé gitra hai ddi
tac dang thoi gian va do tin cay (Mohr va cong s, 1996; Ndubsi, 2006). Bén yéu t6
quyét dinh hiéu qua giao tiép giira cac ddi tac trao ddi 1a : sé lan giao tiép, do chinh
xac, kip thoi va phu hop (Moorman va cong su, 1993; Krapfel va cong su, 1991;
Beloucif va cong su, 2004; Bojei va Alwie, 2010).

Anderson va Narus (1984, tr.70) va Goodman va Dion (2001, tr.291) lap
luan rang, trong méi quan hé gitra NSX va NPP, cac NSX c6 thé cai thién loi ich
nhan duoc béi cac NPP thong qua viéc thuc day giao tiép voi NPP, dac biét 1a doi
v6i nhirng thay doi bat ngo vé gia ca, san pham, hoic giao hang. Giao tiép giira cac
NSX va NPP la chat keo dé giit mdi quan hé cia ho (Mohr va Nevin, 1990;
Nygaard, 1999; Wilson va Nielson, 2001; Song va Zhao, 2004).

NGi chung, trong bat ky méi quan hé, su giao tiép dong mét vai tro quan
trong dé dam bao cho hai bén hiéu nhau. Giao tiép khong hiéu qua sé& tang dong
dang ké dén cam két, su hai 1ong va cudi ciing anh huong dén RQ (Bojei va Alwie,
2010, tr. 88). Ngoai ra, cac chuyén gia trong nghién ctru dinh tinh lap luan rang, khi
NSX giao tiép tét vai NPP vé viéc dit hang, giao hang, thanh toan, hai bén s& hiéu
nhau, tir d6 tao niém tin cho NPP. Qua xem xét cac tai liu, rat it nghién cau sy giao
tiép anh huong dén RQ giita NSX va NPP. Dua vao hai nghién ciru (Rodriguez va
cong sy, 2006; Tohidinia va Haghighi, 2011), chiing t6i nghién ctu sy giao tiép anh
huong dén ba thanh phan cia RQ gita NSX — NPP, véi c4c gia thuyét sau
H4a. Su giao tiép ¢ tdc dong tich cuee dén long tin giza NSX va NPP.

H4b. Su giao tiép 6 tdc ddng tich cuc dén cam két giira NSX va NPP.
H4c. Su giao tiép c6 tac dong tich cuc dén su hai 1ong giza NSX va NPP.

2.3.2.5. Twong tac ca nhan dnh hwéng dén 1ong tin, cam két va s hai long
Tuong tac ca nhan 13 mot nhan té quan trong cua Sy twong tac giita CAC to
chuc (Hakansson, 1982; Mainela va Ulkuniemi, 2013). Tuong tic ca nhan duoc

xem la dai dién cho mot van dé quan trong caa kinh doanh va tiép thi. Vé ly thuyét



42

va thuc tién, cac mdi quan hé to chirc lubn 1a mot két qua cua cac hanh dong ca
nhan dai dién cho t6 chirc (Granovetter, 1985; Mainela va Ulkuniemi, 2013).

Trong mdi quan hé gitta NSX va NPP, tuong tac ca nhan lién quan dén su
tuong tic ¢ cip do ca nhan (ngudi lién lac quan trong) giita NPP va NSX (Ulaga,
2003; Nguyen va Nguyen, 2011). Cai thién su tuong tac ca nhan gitta cac NPP va
NSX s& c6 loi cho ca hai bén théng qua giao tiép tét hon, hiéu biét hon vé cac muc
tiéu va su phu thudc 1an nhau trong mdi quan hé caa mdi bén, dan dén hiéu qua tét
hon (Ulaga, 2003; Cater va Cater, 2010). Theo Nguyen va Nguyen (2011, tr. 320),
giao tiép tot hon va su hiéu biét caa mdi ddi tac théng qua phuong tién twong tac ca
nhan s& giam b6t sy nham 1an vé cac thong tin ma hai bén dang thyc hién nhu : cac
tiéu chuan vé chat luong cua mot san pham, théng tin thich hop, sé luong va thoi
gian giao hang. Tuong tic c4 nhan c6 thé dong mot vai trd quan trong trong viéc
danh gia cac NPP hiéu qua ciia nha cung cap (Jamal va Adelowore, 2008).

C4 nhan déng mot vai trd quan trong trong bat ky mdi quan hé kinh doanh
(Ulaga, 2003; Nguyen va Nguyen, 2011). Mat khac, trong qué trinh thuc hién
nghién ctu dinh tinh, cac chuyén gia cho rang, ting cudng tuong tic ca nhan giira
NSX va NPP s& gilip cho hai bén c6 nhiéu co hoi giao tiép, giao tiép tét hon va hiéu
c4c muc tiéu cua nhau. Tir d6 gia ting long tin va su hai long do cac cam két vé cap
d6 trao doi gitra hai bén duoc thuc hién. Tuy nhién, rat it tai liéu xem xét twong tac
ca nhan anh huong dén RQ. Dya vao nghién cau cua Nguyen va Nguyen (2011),
nghién cau nay khao sat nhan té tuong tac ca nhan tac dong nhu thé nao dén ba
thanh phan cua RQ giita NSX - NPP, vai céc gia thuyét sau :

H5a. S giao tiép ¢ tdc dong tich cuee dén long tin giza NSX va NPP.
H5b. Su giao tiép 6 tdc ddng tich cuc dén cam két giira NSX va NPP.
H5c. Su giao tiép c6 tac dong tich cuc dén su hai 1ong giza NSX va NPP.

2.3.2.6. Tham viéng danh hwéng dén 1ong tin, cam két va se hai 1ong
Theo Michael Ray Hopkin (2008), trong bat ky nganh cong nghiép nao,
mudn hiéu thi trudng, ngudi ban hang phai dén tham khach hang. Tham hoi khach

hang 1a mét trong nhitng quyét dinh chién lugc va chién thuat cua cac cong ty trong
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chudi cung @ng (Baldoquin de la Pena va cong su, 2014, tr. 333-334). Nha cung cap
tham viéng khach hang cia minh dé xem xét kha niang kinh doanh va ning lyc tai
chinh cua ho (John va Christopher, 1999, tr. 1287). Viéc tham viéng c6 thé cung cap
thong tin vé thdi quen Iam viéc cua khach hang, su nhay bén trong kinh doanh va
long tin caa khach hang ddi véi nha cung cip (Carmichael va MacLeod, 1997).

Dé tién hanh tham viéng, can phan vung khach hang thanh cac nhom, lap ké
hoach tham khach hang trong mot thoi gian nhat dinh va xay dung cac tuyén duong
dén tham khach hang sao cho c6 hiéu qua. Tan suat tham viéng mdi lan tly thudc
vao khéi luong ban hang cua khach hang. C6 4 loai : (1) Hang tuan; (2) Hai tuan
mot lan; (3) Hai thang mot lan; va (4) Hang thang.

Trong mdi quan hé NSX - NPP, NSX dén tham NPP dé dua ra nhitng thoa
thuan vé chinh sach ban hang. Sau khi da thoa thuan, cac NPP, dai ly ban hang s&
dén NSX dé tim hiéu vé cong dung, tinh ning, chat luong cia san pham va tién
hanh dit hang (Narus va Anderson, 1987, tr. 37). Tan suat ma mot NSX dén tham
khach hang phan anh cuong do cua viéc thu thap thdong tin va giup cho viéc xay
dung chinh sach ban hang tét hon (John va Christopher, 1999, tr. 1288).

CAc tai liéu ndi trén chi dé cap dén su can thiét cua viéc tham viéng khach
hang, xem xét viéc tham hoi khach hang & mac do 1ap ké hoach, lich trinh thim
viéng. Rat it tai lieu nghién ctru thang do tham viéng anh huong dén RQ. Do sy
tham hoi 12 mot nhan t6 khéng kém phan quan trong trong chién lugc ciing nhu
chién thuat kinh doanh caa doanh nghiép (Baldoquin de la Pena va cong su, 2014,
tr. 333). Hon nira, trong khi thyc hién nghién ctru dinh tinh, cac chuyén gia da giai
thich rang, NSX cang tham viéng NPP (hoic nguoc lai) thi hai bén cang hiéu nhau
hon. NPP cam nhan NSX quan tdm dén minh nén ho tin twong vao NSX, nhitng yéu
cau ciia NPP ddi voi NSX dugc dap tng nén ho hai 10ng véi NSX, tir d6 nhitng cam
két gitta hai bén déu c6 thé thuc hién dugc. Vi thé, nghién cau caa ching tdi xem
Xét nhan t6 tham viéng tac dong nhu thé nao dén ba thanh phan cia RQ gitra NSX
va NPP, véi céc gia thuyét sau :

H6a. Tham viéng cé tac déng tich cue dén long tin giza NSX va NPP.
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H6b. Tham viéng cé tdc déng tich cuc dén cam két giiza NSX va NPP.

H6c. Tham viéng cé tac déng tich cue dén sw hai 10ng giza NSX va NPP.

2.3.3. C4c thanh phan cia két qua méi quan hé

Thanh phan (Component) 1a mét trong nhitng yéu tb tao nén mét vat, mot to
chuc. Vi duy, theo tai liéu cua Bandara va cong su (2017), thanh phan cua két qua
mdi quan hé gom : Mdi quan hé thanh cong va két qua hoat dong. Mot sé tai liéu
khac xem thanh phan cua két qua mdi quan hé 1a nhirng két qua (Consequences) cua
RQ. Vi du : Tulin Ural (2007, tr. 119), Athanasopoulou (2009, tr. 599). Trong luan
an nay, chang toi sir dung thuat ngir “Thanh phan caa két qua moi quan hé” dé phan
biét véi “Thanh phan cua chat luong méi quan hé”.

Ngoai nhitng thanh phan cia RQ, nhan t6 anh huong dén cac thanh phan caa
RQ, céc tai liéu trude ddy da xac dinh dugc nhiéu thanh phan cua két qua méi quan
hé. Ty theo loai san pham hoic dich vy, cac kiéu méi quan hé, dic diém méi quan
hé,... ma c6 nhitng két qua khac nhau (Athanasopoulou, 2008, tr. 481).

Theo Athanasopoulou (2009, tr. 599), cac thanh phan cua két qua méi quan
hé dugc phan thanh 3 nhém chinh : (1) Nhém thanh phan phan anh hiéu qua kinh
doanh; (2) Nhém thanh phan phan anh loi ich quan hé; va (3) Nhom thanh phan
phan anh sy hai 10ng. Dya vao phan loai cua Athanasopoulou, tac gia da tong hop
mét s6 thanh phan chinh cuaa két qua mdi quan hé theo phu luc 04.

Cin ctr thanh phan cua két qua mdi quan hé trong phu luc 04, ching toi tién
hanh nghién ciru dinh tinh, bang céch thao luan tay déi va thao luan nhom. Két qua,
d3 kham pha duoc hai thanh phan ciaa két qua méi quan hé 1a : Hiéu qua kinh doanh
(Business performance) va Su hop tac (Cooperation). Phan tiép theo, trinh bay su
anh huong cua ba thanh phan chat luong mdi quan hé dén cac thanh phan cua két

qua mdi quan hé.

2.3.3.1. Long tin, cam két va sw hai long dnh hwéng dén hiéu qud
kinh doanh
Hiéu qua kinh doanh 1a chi s6 do luong viéc hoan thanh cac muc tiéu cua

mét to chuc (Prakash va cong sy, 2017, tr. 80): 1a tap hop céc két qua dat duoc vé
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doanh sb ban hang, loi nhuan, loi tic dau tu (ROI), ning suit hodc thi phan (Wall
va cong su, 2004; Campbell va Park, 2017); 1a két qua cua su tuong tac giita Cac
hanh dong lién quan dén canh tranh, qua d6 tich hop cac khai niém vé hiéu qua va
tinh hiéu qua (Keizer va cong su, 2002; Al-Ansari va cong su, 2013).

Trong nhitng ndm 1950, cic nha nghién ctru hiéu két qua kinh doanh kha don
gian va chi yéu quan tdm dén hiéu qua cia mot to chic (Valmohammadi, 2012;
Valmohammadi va Roshanzamir, 2015). Theo dong thai gian, hiéu qua kinh doanh
duoc tiéu chuan hoa hon. Mot s6 nha nghién ctru danh gia hiéu qua kinh doanh theo
c4c chi sb ké toan dua trén két qua don gian nhu loi nhuan va ting truéng (Johnson,
1983; Dess va Robinson, 1984; Capon va cong su, 1990; Parnell va Wright, 1993).
Mot s6 nghién ciru khac cho rang cac sb liéu tai chinh ké toan truyén thong nhu : lgi
nhuan va thu nhap c6 thé dan dén su sai léch cho viéc cai tién va doi méi (Kaplan
va Norton, 2001; Prakash va cong su, 2017). Do vay, nhiéu nha nghién ctru da xem
hiéu qua kinh doanh dwgc do bang hiéu qua tai chinh va phi tai chinh (Miller, 1991;
Sneyd va Rowley, 2004; Liu, 2006; Avci va cong su, 2011; Harrison va Wicks,
2013). Hiéu qua tai chinh dé cap dén su ting truong cua doanh thu, loi nhuan; con
hiéu qua phi tai chinh phan anh sy gia ting cua thi phan, sy hai 10ng ciia khach hang
va cua nhan vién (Miller, 1991; Liu, 2006; Chang va cong su, 2012).

Bén canh nhitng nhan t6 anh hudong dén cac thanh phan cia RQ, nhiéu
nghién ciru da tap trung xem xét tac dong cua cac thanh phan RQ vao hiéu qua cua
doanh nghiép (Su va cong su, 2008; Song va cong su, 2012, tr.291). RQ da gén lién
VGi su gia tang cac két qua cd loi, chang han nhu ban san pham va dich vu (Huntley,
2006), nguoi ban thuc hién dugc muc tiéu (Palmatier va cong su, 2006), va nguoi
mua dat duoc hiéu qua (Han va cong su, 1993).

Trong mdi quan hé giira NSX va NPP, cac tiéu chi duoc st dung dé danh gia
hiéu qua ciia mot quan hé dbi tac 1a : lgi nhuan, ting trudng tir sy hop tac hoic hiéu
qua cuia quan hé d6i tac (Chen va Wu, 2010, tr. 689). Ddi vsi NPP, hiéu qua cua
NPP 14 c¢6 dugc nhitng gi ho mong doi vé mit hau can, chit lwong san pham, hd tro

ban hang va gia ca. (Calantone va Gassenheimer, 1991, tr. 216). Theo Nguyen va
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Nguyen (2011, tr. 319), hiéu qua kinh doanh cua NPP dugc dinh nghia 1a sy hoan
thanh, cam nhan hay thuc té, c6 duoc tir mdi quan hé giira NPP va NSX (Rosson va
Ford, 1982, tr. 61).

Thuc té, rat it nghién ctu xem xét cac thanh phan cua két qua mdi quan hé
gitra NSX va NPP. Do RQ c6 tac dong tich cuc vao hiéu qua, anh huong manh mé
dén hiéu qua va cho thiy tAm nhin xa hon vé hiéu quéa (Alejandro va cong su, 2011,
tr. 39). Hon ntra, trong khi thuc hién nghién ctru dinh tinh, cac chuyén gia lap luan
rang, khi NPP c6 niém tin vao NSX ho s& thuc hién tot viéc phan phdi san pham
cho NSX, dong nghia véi viéc NPP di thyuc hién cam két véi NSX, tir d6 hai bén hai
long nhau. Khi NPP va NSX tin tuéng nhau, thuc hién cam két véi nhau va thoa
man cac yéu cau cua nhau thi s& mang lai hiéu qua kinh doanh cho ca hai bén. Dya
vao hai nghién ciru (Nguyen va Nguyen, 2011; Song va cong su, 2012), chidng toi
xem xét ba thanh phan (1ong tin, cam két va sy hai long) cua RQ giita NSX va NPP
tac dong nhu thé nao dén hiéu qua kinh doanh cia NPP, véi cac gia thuyét sau
H7a. Long tin gidta NSX va NPP ¢6 tac dong tich cue dén hiéu qua kinh doanh.,
H7b. Cam két gita NSX va NPP ¢6 tac dong tich cue dén hiéu qua kinh doanh.
H7c. Su hai long giita NSX va NPP c6 tac dong tich cuwc dén hiéu qua kinh doanh.

2.3.3.2. Long tin, cam két va s hai 1ong dnh hwéng dén sw hep tac

Su hop tac 1a cing nhau 1am viéc, cac bén 1am viéc cung nhau dé dat duoc
muc tiéu chung (Anderson va Narus, 1990; Morgan va Hunt, 1994, tr. 26; Smith,
1998b, tr.79; Woo va Ennew, 2004, tr.1257; Leonidou va cong su, 2006, tr.581), la
mot hoat dong trao d6i dién ra giita ngudi mua va ngudi ban, dé cap dén mac do
phdi hop cong viéc cia ngudi mua va ngudi ban (Ford va Hakansson, 2006; Qin Su
va cong su, 2008). Su hop tac 1a mot thoa thuan gitta cac doanh nghiép vé vai tro,
pham vi va su phéi hop cong viéc dé hoat dong mang lai hiéu qua téi da cho ca hai
bén (Metcalf va Carl, 1993; Lewin va Johnston, 1997; Wilson va Nielson, 2000;
Weaven va cong su, 2010). Cac doanh nghiép hgp tac véi nhau s€ gilp ho giam
thiéu chi phi va rai ro trong hoat dong kinh doanh (Rindfleisch va Moorman, 2003).

Theo Qin Su va cong su (2008, tr. 266), hai bén cang hop tac, thi chat lwong méi
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quan hé s& cang cao. Sy hop tac c6 anh hudng dang ké dén mdi quan hé B2B, dic
biét 1a trén cac hanh vi quan hé lau dai.

Theo Sequeira va Carvalho (2012, tr.118) va Ganesan (1994), trong mdi
quan hé NSX - NPP, NSX hop tac véi NPP s& gia ting niém tin véi nhau, gitp ho
nang cao phac loi va hiéu qua cho hai bén. Khi cac NSX va NPP hop tac véi nhau
va tré thanh déi tac chién lugc, ho s& chia sé rui ro va loi ich, cung nhau trao d6i cac
théng tin, cing nhau tham gia vao viéc cai tién va phat trién san pham mai, gitp ho
cang lién két v6i nhau hon (Albino va cong sy, 2007; Li va cong su, 2011).

Su hop tac 1a mot van @& quan trong trong cac mdi quan hé kinh doanh
(Muthusamy va White 2005; Paulraj va cong su, 2008; Li va cong su, 2011, tr.131),
va 12 mét trong nhitng muc tiéu quan trong nhat caa méi quan hé thuong mai (Kay,
1995; Wilson va Nielson, 2000, tr. 1).

Woo va Ennew (2004, tr. 1257) 1ap luan rang, su hop tac trong méi lién hé
kinh doanh giita cac doanh nghiép 1a mét biéu hién hanh vi cua su tin tuong va cam
két, duoc coi la yéu té quan trong trong RQ. Mot muc d6 cao hon cua RQ mang lai
mot muic d6 cao hon vé su hop tac (Song va cong su, 2012, tr. 290; Qin Su va cong
su, 2008, tr. 266). Mat khac, cac chuyén gia trong nghién ctru dinh tinh da giai thich
rang, khi NPP tin tuong NSX ho sé& thuc hién tét cac cam két vé tiéu thu san pham
cho NSX. Khi san pham duoc tiéu thu thi hai bén sé& hai 1ong nhau. Khi hai bén da
tin tuong, hai 10ng va thyc hién dang cac cam két thi c6 nhiéu kha nang dé hop tac
lau dai voi nhau. Tuy nhién, rat it nghién ctu xem xét thanh phan sy hop tac trong
bdi canh méi quan hé giita NSX va NPP. Dua vao hai nghién cau (Woo va Ennew,
2004; Song va cong sy, 2012), luan an nay xem xét ba thanh phan cia RQ anh
huong nhu thé nao dén su hop tac gitta NSX va NPP, véi cac gia thuyét sau
H8a. Long tin giza NSX va NPP ¢6 tdc dong tich cue dén sir hop tac.

H8b. Cam két gita NSX va NPP ¢6 tdc dong tich cuc dén su hop tac.
H8c. Su hai 1ong gitta NSX va NPP c6 téc déng tich cuc dén su hop tac.
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2.4. M6 hinh ly thuyét
2.4.1. M6 ta md hinh ly thuyét
Trén co s& 1y thuyét nén vé RQ, céc tai liéu lién quan va két qua nghién ctru
dinh tinh. Luan an nay xem xeét RQ gitra NSX va NPP la mdt khai niém da hudng
va dugc phén tich nhu 13 ciu trac bic hai bao gom ba thanh phén : 10ng tin, cam két

va sy hai long.

/ Tac nhan RQ
f '
Chat hrgng
sin pham
“ J
4 N
Chit hrong ™ ]
giao hang § / Két qui RQ \
. J
( ) t‘“—"‘"‘ Hiéu qué
Thong tin < kinh doanh
thi truomg
. J
Cam két K
' N

Sir giao tiép  |&
Su hop tac
- o Su hai long — | P
' Y
Tuwong tic |/ J \_ /
ca nhan
. o

V
[ Thim viéng
. /

Hinh 2.3. M hinh Iy thuyét
(Nguén: Téng hop ciia tic gia)

Sau nhan t6 anh huong dén ba thanh phan cua RQ (Iong tin, cam két va su
hai 10ng) gitta NSX va NPP gdm : chit lugng san pham, chit luong giao hang,
thong tin thi trudng, sy giao tiép, tuong tic ca nhan va tham viéng. Cac nhan to niy

tac dong cung chiéu va truc tiép 1én ba thanh phan cua RQ. Két qua ctia mdi quan
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hé giita NSX va NPP gom 2 thanh phan : hiéu qua kinh doanh va sy hop tac. Long
tin, cam két va su hai 1ong tac dong cing chiéu 1én hai thanh phan nay.
Tir mo ta no6i trén, hinh 2.3 trinh bay mé hinh 1y thuyét cia nghién ctu vé

RQ gitra NSX va NPP trong nganh nhya ¢ Viét Nam.

2.3.2. Téng hop cac gia thuyét nghién ciu tir md hinh Iy thuyét
Hia. Chat hwong san phdm cé tde dong tich cuee d@én 1ong tin gizza NSX va NPP.
H1b. Chdt lwong san pham c¢é tac déng tich cuee dén cam két gisza NSX va NPP.
H1lc. Chat heong san pham cé tac déng tich cue dén sie hai 10ng giiza NSX va NPP.
H2a. Chdt lirong giao hang cé tac dong tich ciee dén 1ong tin gisza NSX va NPP.
H2b. Chdt lirong giao hang c6 tac déng tich cuee dén cam két giiza NSX va NPP.
H2c. Chat lwong giao hang cé tac déng tich cuc dén s hai 10ng giga NSX va NPP.
H3a. Thong tin thi treong cé tac dong tich cuee dén 10ng tin giga NSX va NPP.
H3b. Thong tin thi trong cé tdc dong tich cuc dén cam két gida NSX va NPP.
H3c. Théng tin thi trieong c6 tdc dong tich cuc dén sy hai long giza NSX va NPP.
H4a. Su giao tiép c6 tdc dong tich cue dén 10ng tin giza NSX va NPP.
H4b. Su giao tiép o tdc ddng tich cue dén cam két giira NSX va NPP.
H4c. Su giao tiép c6 tac dong tich cue dén sw hai 1ong giza NSX va NPP.
H5a. Si giao tiép cé tdc dong tich cue dén 10ng tin giza NSX va NPP.
H5b. Si giao tiép 6 tac dong tich cuc dén cam két giira NSX va NPP.
H5c. S giao tiép o tdc ddng tich cuce dén si hai 1ong giiza NSX va NPP.
H6a. Tham viéng cé tac déng tich cue dén long tin giza NSX va NPP.
H6b. Tham viéng cé tac déng tich cue dén cam két giiza NSX va NPP.
H6¢. Tham viéng cé tac déng tich cue dén sw hai 10ng giza NSX va NPP.
H7a. Long tin gisza NSX va NPP ¢6 tdc dong tich cue dén hiéu qua kinh doanh.
H7b. Cam két gista NSX va NPP ¢6 tac dong tich cue dén hiéu qua kinh doanh.,
H7c. Su hai long giita NSX va NPP c6 tac dong tich cue dén hiéu qud kinh doanh.
H8a. Long tin gita NSX va NPP ¢6 tdc dong tich cue dén sir hop tac.
H8b. Cam két giza NSX va NPP ¢6 tdc dong tich cue dén sir hop tac.
H8c. Su hai 10ng gitta NSX va NPP c6 téc déng tich cuc dén su hop tac.
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2.5. Tom tit chwong 2

Chuong 2 di trinh bay Iy thuyét marketing méi quan hé. Luroc khdo vé mai
quan hé giiza NSX va NPP. Trinh bay khai niém vé RQ, cac nghién citu vé chat
lirong mai quan hé. M6 td cac tai liéu lién quan dén dé tai nghién ciu cua lugn an.
Trinh bay co s¢ hinh thanh cac gida thuyét nghién cizu. C6 24 gia thuyét duwoc dé
xuat. Md hinh Iy thuyét gom 6 nhan té dnh hwdng dén ba thanh phan cua RQ (chat
lirong san pham, chdt liwong giao hang, théng tin th trwong, sw giao tiép, tuwong tac
cd nhdn va tham viéng). Thanh phdn cia RQ gom 3 yéu té (long tin, cam két va s
hai long). Hai thanh phdn cua két qua méi quan hé gisza NSX va NPP 1a két qua
kinh doanh va si hop tac.
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CHUONG 3

THIET KE NGHIEN CUU - NGHIEN CU'U PINH TiNH

VA PINH LUQNG SO BO

Gioi thiéu : Chuong 3 trinh bay quy trinh nghién cuu, xdac dinh ngi dung

khai niém nghién cizu. Thiét ké nghién cizu dinh tinh véi cong cu thdo ludn tay doi

va thao lugn nhém. Trinh bay két qud nghién cizu dinh tinh va co sé hinh thanh

thang do cdc khdi niém cia md hinh nghién cizu. Kiém dinh mau thir bang phuong

phap dinh luong so bo.

3.1. Quy trinh nghién cau

Xuat phat tir muc tiéu nghién ctru cua luan 4n 1a kham pha va do ludng thang

do cac thanh phan caa RQ, nhan t6 anh hudng dén cac thanh phan cua RQ va thanh

phan cta két qua mdi quan hé giita NSX va NPP. Quy trinh khdm pha va thiét 1ap

thang do cta ludn 4n dua vao quy trinh cua Churchill (1979), Nguyen va cong su

(2007). Cu thé, gdbm cac budc nhu sau

1.
2.

Dua vao tai li¢u ly thuyét dé xac dinh cac khai niém nghién ctru.

Kham pha khai ni¢ém nghién ctru thong qua nghién ctru dinh tinh (thao
luan tay d6i va nhém).

Phat trién thang do khai niém, bién quan sat, dua vao cac nghién ctu
truée. Tién hanh thao luan tay doi va thao luan nhom, hinh thanh bang
cau hoi so bo.

Khao sat so b0 : theo bang cau héi ¢ budc 3.

Trén co so dit liéu ¢ bude 4, danh gia so bd thang do bang Cronbach
alpha va phan tich nhan t6 kham pha (EFA). Két qua, hinh thanh bang
cau hoi chinh thuec.

Khao sat chinh thirc : theo bang cau hoi ¢ budce 5.

Duya vao dir liéu ¢ budc 6, danh gia chinh thiac thang do bﬁng Cronbach
alpha va phan tich EFA.

Kiém dinh thang do bang phuong phap CFA theo két qua & budc 7.
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9. Kiém dinh mé hinh nghién ctru va cic gia thuyét nghién ciru bang mé
hinh SEM, theo két qua kiém dinh & budc 8.
10. Thiét 14p thang do chuan.
Ttir mo ta nd1 trén, quy trinh nghién ctru cua ludn an duogc trinh bay theo so
d6 trong hinh 3.1.

Dan bai thao luan l—>s| Thao luan tay déi

tay doi n=15

v

Nghién ciu
tai liéu

Bang cau héi
so' bo

Thao luan nhém < Dan bai thao luan
n==8 nhom

v

Khao sat so' bo Cronbach alpha | N Phan tich EFA
NC so bo NC so bd

co mau n =136

v

€
—
( 4 N N
Cronbach alpha Khao sat chinh Bang cau héi
NC chinh thic thirc, mau n = 560 chinh thirc

4 4 N
Phan tich EFA Phén tich nhan to
NC chinh thirc khang dinh CFA
g \ )
f ¢ N

M6 hinh cAu truc
tuyén tinh SEM

v

Két luan va
ham y quan tri

Hinh 3.1. So d6 qui trinh nghién ctru

Nguén : Tong hop ciia tdc gid.
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3.2. Xac dinh ngi dung khai niém nghién ciu

Trong chuong 2, tac gia da lugc khao céc tai liéu lién quan dén dé tai nghién
ctru. Tong két 142 nghién cru vé RQ (64 nghién ctru vé RQ cia Athanosopoulou,
2009; va 78 nghién ctru vé RQ do tac gia tong hop). Trén co sé do, tong hop va lira
chon céc thanh phan ciia RQ, nhan t6 anh hudng dén cic thanh phan ciia RQ va
thanh phan cua két qua mdi quan hé dé thyc hién nghién ctru dinh tinh, nhim xéc

dinh céc khai ni¢m, thang do ctia nghién ctru.

3.3. Nghién ctru dinh tinh - kham pha cac khai niém va thang do

Pé xac dinh muc tiéu nghién ciru cta ludn an, trong giai doan dau chung toi
d3 thyc hién nhitng nghién ctru kham pha dé phan tich, danh gia vin dé nghién ciru,
khe hong nghién ciru, kham pha cic khai niém va thang do thong qua nhiing cong
cu cua nghién ctru dinh tinh. Theo Marshall va Rossman (1999), nghién ctru dinh
tinh bao gdom nhiéu phuong phap va cong cu khac nhau. Trong nghién ctru nay,
trudc tién ching toi st dung cong cu thao luan tay doi dé kham pha thang do thanh
phan ciia RQ, nhiing nhan t6 anh huéng dén thanh phan cua RQ va thanh phan cua

két qua moi quan hé giita NSX va NPP.

3.3.1. Thao luan tay doéi

Thao luan tay doi thu thap dir liéu thong qua viéc thao luan gitra hai nguoi :
nha nghién ctu va d6i tugng dugc phong van. Do thi truong nganh cong nghiép
nhwa c6 tinh canh tranh cao, cac cong ty khéng mudn cho ddi thu canh tranh biét
duoc thai do, hanh vi ciia minh. Ngoai ra, cac dbi tuong duoc moi tham gia thao
ludn 1 cac giam ddc, chu doanh nghiép san xuat va phan phdi san phdm nhya. Do
vi tri xa hoi, nghé nghiép cua ho nén rat kho moi ho tham gia thao ludn nhom, vi
vay, thao ludn tay doi s& phi hop hon cho céc ddi twong duge moi thao ludn trong
nghién ctru nay.

3.3.1.1. Thiét ké thdo lugn tay doi

(1) Muc tiéu thao luin tay doéi
- Khéam pha cac thanh phan cua chit luong mdi quan hé giira NSX va NPP.
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- Kha&m phé cac nhan t6 anh hudng dén thanh phan cua chit lwong mbi quan
h¢ gitra NSX va NPP.
- Khéam pha cac thanh phan cua két qua mdi quan hé gitra NSX va NPP.

(2) Thoi gian tién hanh : tir thang 01/2016 dén thang 03/2016. Thoi gian

ctia mdi cudc thao ludn tir 45 phut dén 60 phut.

(3) Péi twong tham gia : gdm nhiing ngudi quan 1y (giam dbc, phod giam
dbc, chu doanh nghiép,...) va cac Truéng bd phan ban hang, mua hang,
marketing ctia doanh nghiép san xuit va phin phdi trong nganh nhua &
khu vye TP.H6 Chi Minh. Do tac gia da cong tac trong nganh nhua gan
10 nam nén thuén loi trong viéc moi cac nha quan ly tham gia thao luan

tay doi.

(4) Dan bai thao luin tay déi : Phu luc 05 mo6 ta dan bai thao luan tay doi.
Céc thanh phan cta RQ, c4c nhan té anh hudong dén cac thanh phan cua
RQ va cé4c thanh phan cta két qua mdi quan hé dugc tong hop va ma hoa

theo bang 3.1.

(5) Phwong phap : Thao luan tay d6i duoc tién hanh véi ngudi thir nhat,
thir hai, thit ba,... cho dén khi cac ¥ kién bao hoa, khong c6 ¥ kién méi.
Noi dung cudc trao ddi gitra ngudi phong van va ngudi duge moi phong
van dugc ghi lai nhitng ¥ chinh trén Phiéu khao sat, déng thoi ngudi

phong van ghi 4m dé lam co s& tong hop ¥ kién thao luan.

(6) Pia diém : Cac cudc thao luan tay d6i duoc dién ra & nhiéu dia diém : tai
van phong 1am viéc & cac cong ty, quan n, quan cafe va tai nha cia dbi
tugng tham gia.

Téng két co 15 ngudi tham gia thao luan tay doi. Danh sach chuyén gia

tham du thao ludn tay d6i dugc trinh bay trong phu luc 06.
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Bang 3.1. M4 hoa c4c thanh phan ciia RQ, nhan t6 anh hwéng

va thanh phan cia két qua méi quan hé

Ma hoa Tén
Thanh phian ciia RQ
F1 Long tin
F2 Su hai long
F3 Cam két
F4 Xung dot
F5 Su hop tac
F6 Chu nghia co hoi
F7 Su thich Gng
F8 Bau khong khi
F9 Su lién ket
Nhén t6 dnh hwéng dén thanh phin cia RQ
F10 Chat luong san pham
F11 Chat luong giao hang
F12 Tuong tac ca nhan
F13 Su giao tiép
F14 Quyeén lyc
F15 Trao d6i thong tin
Thanh phan ciia két qua mdi quan hé
F16 Hi¢u qua ban hang
F17 Hi¢u qua mua hang
F18 Hiéu qua kinh doanh

Nguon : Tong hop ciia tdc gid.
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3.3.1.2. Két qud thdo lugn tay déi
(1) Thanh phan cia RQ :
Téng sé thanh phan xin y kién céc chuyén gia trong thao luan tay doi 1a 7 (tir
F10 — F16). Két qua, cac chuyén gia da chon bon thanh phan : F1 (Long tin), F2 (Su
hai long), F3 (Cam két), va F5 (Su hop tac). Nhiing thanh phan khéc, cac chuyén
gia khdng chon. Cu thé theo bang 3.2 nhu sau :

Bang 3.2. Két qua thao luan tay déi — thanh phan cia RQ

Chuyén Thanh phan cia RQ
gia F1 F2 F3 F4 F5 F6 F7 F8 F9
El X X X
E2 X X X
E3 X X X
E4 X X X
ES X X X
E6 X X
E7 X X X X
ES8 X X X
E9 X X X
E10 X X
Ell X X X X
E12 X X X
E13 X X X
El4 X X
E15 X X X
Cong 14 10 13 0 7 0 0 0 0

Nguén : Tong hop két qud nghién ciru dinh tinh — thao ludn tay doi.
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Y Kién ciia cac chuyén gia :

Thanh phan F1 (Long tin) : Hau hét cac chuyén gia thira nhan 1ong tin 1a mot
thanh phan quan trong cua RQ gitta NSX va NPP néi chung ciing nhu trong nganh
nhya noi riéng. Boi I8, khi NSX tin tuang NPP, biét dugc chuyén mon, nang lyc
tiéu thu san pham, kha ning mé rong thi phan caa ho, NSX méi giao san pham,
hang hda cia minh cho NPP thuc hién viéc phan phéi, tiéu thu. Nguoc lai NPP c6
niém tin vao NSX, ho s& c6 nhiing bién phap phdi hop, nham mang lai lgi ich cho
hai bén. Thiéu 1ong tin, NSX va NPP khong thé thiét 1ap dugc mdi quan hé hop tac
lau dai. Két qua : 14/15 ngudi dong vy 1ong tin 1a thanh phan cua chat lwong mdi
quan hé gitta NSX va NPP.

Thanh phan F2 (Sw hai 1ong) : Theo cac chuyén gia, trong quan hé kinh
doanh, NSX hai long NPP khi ho danh gia cac hoat dong cua NPP va cam nhan
NPP da thyc hién tot. N6i cach khéc, sy hai 1ong 1a tinh cam ma NSX danh cho
NPP khi NPP thyc hién viéc phan phdi san pham hang hoa dap ¢ng nhitng mong
doi ciia NSX. Nguoc lai, NPP ciing hai long véi NSX vé cac phuong dién nhu :
chat luong san pham, tién do giao hang, chinh sach chiét khiu, giai quyét nhiing
vudng mac khiéu nai caa khach hang, ... Tuy nhién, thuc té c6 mot s6 NSX chua
hai 10ng vé&i phuong thirc 1am viéc caa NPP nén ho vira phan phdi san pham qua cac
trung gian phan phdi, vira tu t6 chac phan phdi, théng qua viéc mé cac ctira hang
gioi thiéu san pham truc thuoc NSX nhu : nhya Duy Tan, nhya Hiép Thanh,... Qua
thao luan tay doi, c6 10/15 chuyén gia ddng y su hai 1ong 1a thanh phan cua chit
lwgng mdi quan hé NSX — NPP.

Thanh phan F3 (Cam két) : Céac chuyén gia lap luan rang cam két 1a dong luc
dé duy tri moi quan hé kinh doanh gitta NSX va NPP. NSX cam két dam bao chat
lwong san pham theo céc tiéu chuan quy dinh, dam bao giao hang day dua va kip thoi
cho NPP. Nguoc lai, NPP cam két ban san pham cho NSX, cung cap thong tin vé
thi truong nhu gia ca, nhu cau thi hiéu cia nguoi tiéu dung, dbi tha canh tranh, ...
cho NSX. Két qua : 13/15 nguoi dong y cam két 1a mot thanh phan cua chat luong
mdi quan hé NSX — NPP.



58

Thanh phan F4 (S hop tac) : Qua thao luan, cac chuyén gia giai thich rang,
trong quan hé kinh doanh giira NSX va NPP can c6 su hop tac. Vi su hop tac 1a mot
hoat dong phdi hop cdng viéc gitra nguoi mua va ngudi ban. Céc chuyén gia giai
thich riang, trong nganh nhwa néu nguoi ban (NSX) va ngudi mua (NPP) sau khi da
tin tedng nhau, thuc hién cac cam két véi nhau, va théa mén cac yéu cau cua nhau,
nghia 13 hai 1ong v&i nhau, thi ho c6 thé tré thanh dbi tac chién luoc va hop tac lau
dai véi nhau. Do vay, qua thao luan c6 7/15 chuyén gia ddng y su hop tac 1a thanh
phan cua RQ. Tuy nhién, ho d& xuat nén chuyén khai niém “Su hop tac” dang &
trang thai 1a thanh phan cua RQ sang trang thai la thanh phan cua két qua mdi quan
hé gitta NSX — NPP trong bdi canh nganh nhya ¢ Viét Nam thi phi hop hon. Vi ho
cho rang khéi niém cua RQ bao ham ba thanh phan : Iong tin, cam két va su hai
long da mang du y nghia.

Ngoai ra, cac thanh phan F4 (Xung dot), F6 (Cha nghia co hoi), F7 (Sy thich
tng), F8 (Bau khong khi) va F9 (Su lién két), cac chuyén gia khdng chon, vi ho 1ap
luan rang : Van hoéa ¢ Viét Nam thuong c6 tinh trang di hoa, vi quy nén moi nguoi
c6 thé dé dang bo qua nhitng thiéu sét cua nhau. Ciing vay, trong quan hé NSX —
NPP, khi NSX c6 15i v&i NPP hoic nguoc lai thi hai bén it gy xung dét véi nhau,
khong muon ¢& dé tao mau thuan cho nhau. Ngoai ra, cac chuyén gia lap luan rang
NSX va NPP trong nganh nhyua thuong nhin chat luwong méi quan hé giira hai bén &
goc do tich cuec, it khi xem xét nhau trén phuong dién tiéu cuc.

(2) Nhitng nhan to6 anh hwéng dén cac thanh phan cia RQ :

Tong s6 nhan t6 anh hudng dén thanh phan caa RQ xin y kién cac chuyén
gia trong thao luan tay d6i 13 6 nhan té (tir F10 — F15). Két qua thao luan tay doi,
c4c nhan t6 ban dau duoc cac chuyén gia chon theo ty 1¢ khac nhau. Pdng thoi, cac
chuyén gia di b6 sung hai nhan t6 mai 1a : BS1 (Tham viéng) va BS2 (Thong tin thi
truong). Cu thé duoc trinh bay trong bang 3.3.

Y kién ciia chuyén gia vé cac nhan té anh hwéng dén thanh phan RQ :

Nhan t6 F10 (Chdr liong san pham) : Theo cac chuyén gia, chat luong san

pham I tiéu thirc quan trong dé danh gia san pham. Trong nganh nhya, mot san
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pham dugc xem 14 chat lugng khi n6 thoa man cac diéu kién vé : do bén, mau ma,

kiéu dang, tinh ning k¥ thuat, ... San pham cia NSX c6 dam bao chat luong thi

NPP méi d& ban, d& tiéu thu va giam cac chi phi khiéu nai cua khach hang. E6 cho

rang, san pham cia NSX c6 chét lugng cao va thuong hiéu duoc nhiéu ngudi tiéu

dung biét, thi d& tiéu thy hon cac san pham chét luong ma chwa c6 thwong hiéu.

Chat lugng san pham giup cho NSX néng cao ning luc canh tranh, NPP thyuc hién

viéc phan phéi dé dang, tir d6 gia tang duoc loi ich va gia tri méi quan hé cho hai

bén (E8). Qua thao luan, 15/15 chuyén gia di thong nhat nhan té chit lwong san

pham ¢é anh huang dén céac thanh phan caa RQ giira NSX va NPP.

Bang 3.3. Két qua thao luan tay déi - nhan té6 anh hwéng dén

thanh phan cia RQ

Chuyén gia Nhan t ban dAu 't\)':";‘l:‘rfg
F10 F11 F12 F13 F14 F15 BS1 BS2
El X X X
E2 X X X X X
E3 X X X X
E4 X X X X X
E5 X X X X
E6 X X X X X
E7 X X X X
ES8 X X X X X
E9 X X X X
E10 X X X X
Ell X X X X
E12 X X X X X X
E13 X X X X
El4 X X X X
E15 X X X X
Cong 15 12 11 12 3 7 6 4

Nguon : Tong hop két qud nghién cieu dinh tinh — thao ludn tay déi.
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Nhan t6 F11 (Chdt lwong giao hang) : E11 cho ring, giao hang la nhan té
khong kém phan quan trong trong quan hé kinh doanh gitta NSX va NPP. Mot san
pham c6 chit lugng cao nhung giao hang khong day du, kip thoi s& mét co hoi ban
hang. Theo EB6, trong thoi gian qua, mot s6 NSX san pham chét luong tét, thuong
hiéu nhiéu nguoi st dung biét dén, nhung giao hang cham tré. Do do, dé dap tng
kip thoi yéu cau hang hoa cho khach hang, NPP phai cung cap hang hoa cua NSX
khac. Nhu vay, dé gitt duoc méi quan hé véi NPP, NSX can dam bao cdng tac giao
hang kip thoi, ddy du va chinh xac. Viéc thoa mén cac diéu kién giao hang sé& gilp
cac NPP tiét kiém duoc thoi gian va chi phi. Két qua, c6 12/15 chuyén gia thura
nhan giao hang la nhan t6 anh huéng dén cac thanh phan cia RQ gitra NSX — NPP
trong nganh nhya ¢ Viét Nam.

Nhan t6 F12 (Twong tdc ca nhan) : Qua thao luan, 11/15 chuyén gia dong y
tuong tac c4 nhan c6 anh huong dén cac thanh phan cua RQ giita NSX va NPP. E7
cho rang, twong tac ca nhan 1 su trao dbi gitta mot ca nhan dai dién cho NSX va
mot c4 nhan dai dién cho NPP. Tuong tac ca nhin c6 nhiéu cap do, vi du : cap Giam
dbéc NSX trao ddi véi Giam déc NPP, cip Truang bd phan ban hang caa NSX trao
d6i voi Giam dbc hodc Truong bo phan mua hang caa NPP, cap nhan vién ban hang
ciia NSX trao doi voi Truong bo phan mua hang hoic nhan vién mua hang cua
NPP, ... Theo E14, taing cuong twong tac ca nhan gitta NSX va NPP s& giup cho hai
bén ¢ nhiéu co hoi giao tiép, giao tiép tét hon va hiéu cac myc tiéu cia nhau. Qua
tuong tac ca nhan, cic NSX c6 thé danh gia duoc hiéu qua hoat dong cua NPP, tir
d6 giup cho NSX trong viéc xem xét lwa chon hoic thay thé NPP.

Nhan té F13 (Sy giao tiép) : Theo chuyén gia E1, su giao tiép Ia chia sé
nhitng théng tin lién quan, can thiét gitra hai doanh nghiép hoic giita nguoi ban va
ngudi mua. Trong quan hé kinh doanh gitta NSX va NPP rat can c6 su giao tiép, vi
qua giao tiép, NPP biét dugc nhitng thay doi vé chat lugng san pham, gia ca san
pham, giao hang, khuyén mai, ... cia NSX. Nguoc lai, NSX ciing nhan duoc tir
NPP nhitng thdng tin vé thi trudong nhu : ddi thu canh tranh mai xuét hién, nhu cau,

thi hiéu cua khach hang, ... E12 1ap luan rang, su giao tiép giita cac ddi tac kinh
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doanh c6 vai trd quan trong, gitp hai bén hiéu nhau. Néu giao tiép khong hiéu qua
s& din dén viéc hiéu 1am nhau. Nguoc lai, giao tiép kip thoi va thuong xuyén sé& giai
quyét duoc nhimg vuedng méc c6 thé xay ra va gia ting thém niém tin cho hai bén.
Két qua, 12/15 chuyén gia da dong ¥ nhan té sy giao tiép cd anh huong dén cac
thanh phan cua RQ gitra NSX — NPP.

Nhan t5 F14 (Quyén luc) : Chi c6 3 chuyén gia (E5, E8 va E12) thira nhan
quyén luc anh huong dén céc thanh phan cua RQ gitta NSX — NPP. Ho lap luan
rang, trong méi quan hé giira NSX va NPP, néu cd quyén lyuc thi thuong 1a quyén
luc cia NSX ddi vi NPP. NSX ¢ thé yéu cau NPP thuc hién cac viéc nhu : ban
hang dung gia quy dinh cia NSX, ap dat chi tieu doanh so, khong duoc béan san
pham cua cac NSX khac, khong duoc quang céo cho cac ddi tha, hang hoa hu hong
khong dugc doi tra, ... Noi chung, quyén lyc cua NSX la nhitng quy dinh NSX dua
ra dé kiém soat NPP trong qua trinh phan phéi san pham cua NSX. Tuy nhién, phan
I6n cac chuyén gia (12/15 ngudi) khong tan thanh viéc chon nhan té quyén lyc. Bai
ho cho rang, trong mdi quan hé gitta NSX va NPP, cac NSX khong nén ding quyén
luc dé ap dat, busc NPP phai thuc hién nghiém nhitng quy dinh caa minh. Vi thuc
té thi truong nganh nhya, do 90% nguyén liéu phai nhap khau nén co6 nhiing Ilc
NSX khong du san pham, hodc cung cip san pham cho NPP khdng kip thoi, néu
NSX st dung quyén luc voi NPP thi ho s& tim dén NSX khac. Két qua NPP s&
khong trung thanh vai NSX va méi quan hé hop tac 1au dai khong duoc duy tri.

Nhan t6 F15 (Trao déi thong tin) : E3 cho rang, trao do6i théng tin 1a viec
NSX trao d6i véi NPP nhitng thong tin chinh thirc cling nhu khong chinh thuc lién
quan dén mdi quan hé kinh doanh ctia hai bén. Trao d6i thong tin khac vai su giao
tiép. Khi trao d6i thdng tin thi khdng nhat thiét hai bén phai tryc tiép gap g& nhau,
hai bén c6 thé trao ddi voi nhau qua : dién thoai, email, van ban, ... Con trong su
giao tiép, c6 nhitng tinh huéng hai bén phai d6i thoai tryc dién, dé lang nghe, thau
hiéu va tranh sy hiéu 1am nhau. Theo E9, trao ddi thdng tin mang tinh kip thoi dé
phdi hop giai quyét nhitng cong viéc cap bach. Qua thao luan, 7/15 chuyén gia dong

¥ trao doi thong tin 1a nhan té anh huéng dén cac thanh phan cua RQ.
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Ngoai viéc trao d6i vé nhitng nhan té ban dau theo dan bai thao luan, cac
chuyén gia dé nghi bo sung mot s6 nhan t6 sau :

Nhan té BS1 (Tham viéng) : Theo E6, trong mdi quan hé giira NSX va NPP,
ngoai sy giao tiép, trao d6i thong tin, twong tic ca nhan, ... can thiét c6 sy thim
viéng lan nhau. Tham viéng 1a viéc NSX truc tiép dén thim NPP va nguoc lai. O
Viét Nam thi NSX dén thim NPP nhiéu hon. NSX ¢6 thé dén thim NPP trong céc
truong hop : (1) Trudc khi NSX giao san pham cho NPP thyc hién viéc phan phdi
va tiéu thu : dé tim hiéu kha ning ban hang, ning luc tai chinh caa NPP; (2) Trong
qua trinh NPP thyc hién viéc ban hang cho NSX, NSX dén tham dé theo ddi tién do
ban hang, cong tac tiép thi caa ho, gilp ho giai quyét nhitng thac mac khiéu nai cua
khach hang. E4 cho ring, c6 nhiing théng tin mang tinh bao mat hoic van dé té nhi
ma NSX va NPP khong thé trao ddi qua dién thoai, fax, email, nén tham viéng I
dip dé hai bén trao d6i, d6i thoai truc tiép nham gidp ho giai quyét nhitng kho khan
vuéng mic va tao niém tin cho nhau. Khéng chi NSX can dén thim NPP, trong mdi
quan hé ddi tac, NPP ciing phai dén tham NSX dé nam bat nhitng dinh huéng chién
lugc caa NSX, tir d6 phdi hop thuc hién nham duy tri va phét trién mdi quan hé 1au
dai. E12 l1ap luan rang, Viét Nam 1a mot nudc A Pong, nguoi dan c6 phong tuc
tham viéng, thaim hoi, quan tdm dén nhau trong céc dip L&, Tét hoic khi ngudi than
c6 viéc vui, buon. Do vay, trong quan hé kinh doanh, cac bén ciing nén tham viéng
nhau dé gilp cho hoat dong kinh doanh mang lai hiéu qua tét hon. Tong hop két
qua thao luan, 6/15 chuyén gia cho rang nhan t4 “Thiam viéng” c6 anh huong dén
c4c thanh phan cia RQ giita NSX va NPP, va dé nghi bo sung vao danh muc cac
nhan té anh huong dén thanh phan cua RQ gitta NSX — NPP.

Nhan t6 BS2 (Thong tin th; trieong) : E6 lap luan rang, thong tin thi trudng
rat can cho hoat dong san xuét kinh doanh ciia cac doanh nghigp. Thong tin thi
truong cia mot san pham, moét nganh hang 1a nhiing dir liéu vé san pham, nganh
hang d6, vi du : d6i véi nganh nhua Ia nhitng thdng tin vé gia ca, chat lugng cua cac
loai san pham, chinh sach ban hang, giao hang, quang céo, khuyén mai cua cac nhan

hang hién c6, su xuét hién caa san pham méi, ... Theo E10, néu sy giao tiép, trao
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d6i thong tin va tuong tac ca nhan 13 nhitng yéu t6 phan anh sy twong tac gita NSX
va NPP thi théng tin thi truong 1a yéu t6 ngudn dir liéu phuc vu cho sy tuong tac
gitta ngudi ban — nguodi mua, gitra nha cung cip va khach hang va trong bdi canh
thao luan cua ching ta 1a gitta NSX va NPP. Tuy nhién, E10 cho rang nén gop hai
nhan t6 “thong tin thi trudng” va “trao doi thong tin” thanh mot nhan t6 1a “thong
tin thi tredng”. Béi vi, ndi ham cua nhan té “théng tin thi trudng” dd bao gdm viéc
thu thap, truyén tai va sir dung day du cac thong tin dé phuc vu cho hai nhan t6 “su
giao tiép” va “twong tac ca nhan”. Qua thao luan tay doi, 4/15 chuyén gia dé nghi
bd sung nhan t6 “Thoéng tin thi trudng” vao danh muc cac nhan té anh huong dén
cac thanh phan cua RQ gitra NSX va NPP.

(3) Nhitng thanh phan caa két qua méi quan hé

Tong sé thanh phan cua két qua méi quan hé xin y kién cac chuyén gia trong
thao luan tay doi 1a 3 thanh phan (tr F16 — F18). Két qua thao luan tay doi, cac
thanh phan cua két qua méi quan hé duoc cac chuyén gia chon theo ty 18 khac nhau.
Cu thé theo bang 3.4 nhu sau :

Bang 3.4. Két qua thao luin tay ddi - thanh phan caa két qua méi quan hé

Chuyén gia Thanh phan cia két qua méi quan hé
F16 F17 F18

El X
E2 X
E3 X
E4 X
ES X
EG6 X
E7 X
ES8 X
E9 X
E10 X
Ell X
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Chuyén gia Thanh phan cia két qua mdi quan hé
E12 X
E13 X
E1l4 X
E15 X
cong 5 6 4

Nguon : Tong hop két qua nghién ciru dinh tinh — thdo ludn tay déi.

Y kién ciia chuyén gia vé cac thanh phan caa két qua méi quan hé

Thanh phan F16 (Hiéu qud ban hang) : Chuyén gia E3 Iap luan rang, trong
méi quan hé giita NSX va NPP, NPP nhan san pham hang héa caa NSX dé phan
phdi cho khach hang. Khi NPP tiéu thu duoc hang hda cho NSX, NSX s& tin tuong
NPP, do NPP di thyc hién dugc cac cam két vé tiéu thu hang hoéa véi NSX. Tur do,
NSX hai long véi NPP. Theo chuyén gia E12, khi san pham cua NSX dugc nguoi
tiéu ding chap nhan, san luong tiéu thy ting cao s& mang lai hiéu qua cho don vi
ban hang 1a NSX. Do viy, 5/15 chuyén gia cho riang hiéu qua ban hang la thanh
phan két qua cua : niém tin, cam két va su hai long giita NSX - NPP, hay néi cach
khéc la thanh phan cua két qua mdi quan hé giira hai bén.

Thanh phan F16 (Hiéu qud mua hang) : Qua thao luan tay déi, 6/15 chuyén
gia déng y hiéu qua mua hang la thanh phan két qua caa long tin, cam két va su hai
long giita NSX va NPP. Chuyén gia E7 giai thich rang, khi NPP thyc hién tot viéc
phan phdi san pham cho NSX, va giam thiéu dugc cac chi phi trong qua trinh phan
phdi san pham, thi hai bén s& hai long nhau, do cac cam két vé ban hang da dugc
thuc hién tét, tir d6 gia tang 1ong tin cho hai bén, va két qua mang lai loi nhuan cho
NPP (13 nguoi mua hang). Theo chuyén gia E11, néu cac bén khong tao duoc niém
tin, su hai long va thuc hién cac cam két trong viéc mua — ban hang thi s& anh
hudng dén hiéu qua kinh doanh cua ca hai bén.

Thanh phan F17 (Hiéu qua kinh doanh) : Cac chuyén gia E1, E4, E9 va E15

déu co cung quan diém rang, thuc chat cua hiéu qua ban hang va hiéu qua mua hang
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la hiéu qua kinh doanh néi chung cua cac ddi tac kinh doanh mua — ban. Nhiing
chuyén gia nay dé nghi nén gop hai thanh phan F15 va F16 lai thanh mot thanh
phan va goi chung la hiéu qua kinh doanh. Vi thuat ngir “Hiéu qua kinh doanh”
mang tinh khai quat hon, phan anh céc két qua vé doanh thu, loi nhuan va céc chi sb
tai chinh khéc.

T6m lai : Téng hop két qua thao luan tay doi véi 15 chuy@n gia, cac thanh
phan cia RQ, c4c nhan té anh huong dén céc thanh phan cua RQ va thanh phan cua
két qua mdi quan hé giita NSX — NPP duoc sip xép lai theo sé ngudi chon tir cao
dén thap, theo bang 3.5 dudi day.

Bang 3.5. Tong hop két qua thao luin tay doi

Ma ) S6 nguoi L
héa Tén chon Ghi chu
Thanh phan cia RQ
F1 | Long tin 14 Thanh phan ban dau
F3 | Cam két 13 Thanh phan ban dau
F2 | Su hai long 10 Thanh phan ban dau
F5 | Su hop tac 7 Thanh phan ban dau
Nhan t6 anh hwéng dén thanh phan
cua RQ
F10 | Chét luong san pham 15 Nhan t6 ban dau
F11 | Chat luong giao hang 12 Nhan t6 ban dau
F13 | Sy giao tiép 12 Nhan t6 ban dau
F12 | Twong tic ca nhan 11 Nhan t6 ban dau

F15 | Trao doi thong tin 7 Nhan t6 ban dau
BS1 | Tham viéng 6 Nhan t6 b6 sung
BS2 | Thong tin thi truong 4 Nhan t6 b6 sung
F14 | Quyén luc 3 Nhan t6 ban dau

Thanh phan cia két qua méi quan hé

F17 | Hiéu qua mua hang 6 Thanh phan ban dau
F16 | Hiéu qua ban hang 5 Thanh phan ban dau
F18 | Hiéu qua kinh doanh 4 Thanh phan ban dau

Nguén : Tong hop két qud nghién ciru dinh tinh — thao ludn tay doi.
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Nhu viy, két qua nghién ctru dinh tinh 1an 1 thdng qua cong cu thao luin tay
d6i vdi 15 chuyén gia trong nganh nhya, da kham phé duoc :

- 04 thanh phan cua RQ.

- 08 nhan t anh huong dén cac thanh phan cta RQ, trong d6 c¢6 2 nhan td méi
bd sung 14 “Tham viéng” va “Théng tin thi trudng”.

- 03 thanh phan cua két qua mdi quan hé.

Va cac dé xuét kién nghi ciia chuyén gia :

- Chuyén thanh phan “Sy hop tic” sang thanh phan cua két qua mdi quan hé.

- Gop hai nhan t6 “Thong tin thi truong” va “Trao doi thong tin” thanh mot
nhan t6 1a “Thong tin thi truong”.

- Gop hai thanh phan cua két qua méi quan hé : “Hiéu qua ban hang” va “Hiéu
qua mua hang” thanh mot thanh phan cia két qua méi quan hé 1a “Hiéu qua
kinh doanh”.

Tuy nhién, theo Nguyén Dinh Tho (2011, tr.127) do ving mit cac turong tac
giita cac ddi tuong nghién ciru (khong nhu trong trudng hop thao luan nhém), nén
cc nhén td duoc tan thanh it, nhan td bd sung, dé xuit kién nghi chua dugc cac doi
tuong phan bién va théng nhét. Do d6, chung t6i thuc hién nghién ctru dinh tinh lan
2 véi cong cu thao ludn nhoém dé tiép tuc kham pha cac thanh phan cua RQ, céc
nhan t6 anh hudng dén thanh phan cua RQ, va cac thanh phan cia két qua mbi quan
hé gitra NSX — NPP.

3.3.2. Thao luan nhom
3.3.2.1. Thiét ké thdo lugn nhém

(1) Muc tiéu ciia thao ludn nhom

- Tiép tuc thuc hién cac nodi dung nhu trong thao luén tay doi, d6 1a : (1) Kham
phé cac thanh phan cia RQ, cic nhan té anh hudng dén cac thanh phan cta
RQ va céc thanh phan cua két qua mbi quan hé giita NSX va NPP.

- Kham phé cac bién quan sit cua thang do thanh phan RQ, thang do cac nhan
t6 anh huong dén thanh phan cua RQ va thang do thanh phan cua két qua
mdi quan hé giita NSX va NPP.
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(2) Pia diém va thoi gian tién hanh
Thao luan nhém cua nghién ctru nay duogc td chirc tai Phong Hoi thao
Truong Pai hoc Quéc té - 3B Ly Tu Trong, Phuong Bén Nghé, Quan 1, Thanh phd
Ho6 Chi Minh. Thoi gian tién hanh : tir 8 gid 30° dén 12 gio 15° ngay 21/4/2016.
(3) Dan bai thao luidn nhom : Dan bai thao ludn nhom duoc trinh bay trong
phu luc 07.
(4) D6i twong tham gia
Di twong tham gia thao ludn nhom gdm nhiing ngudi quan 1y (giam ddc,
pho giam ddc, chu doanh nghiép,...) va cac Trudng bd phan mua hang, marketing
ctia cac doanh nghiép san xuat va phan phdi san pham nhya & khu vuc Thanh phd
H6 Chi Minh (theo phu luc 08). Ngoai ra, tic gia da cong tic trong nganh nhya gan
10 ndm nén thuén loi trong viéc moi cac nha quan ly tham gia thao ludn nhom.
(5) Phwong phap
Nguoi diéu hanh budi thao ludn nhém gidi thiéu muc dich, y nghia ctia budi
thao luan, dit cdu hoi dé cac chuyén gia thao luan va gop y kién cho tirng nodi dung.
Trong budi thao luan c6 mot ngudi Thu ky 1ap Bién ban, ghi chép tt ca ndi dung
ctia budi thao luan. Két thic budi thao luan, Thu ky doc lai Bién ban cho cac thanh
vién tham dy nghe va cing ky tén. Ngoai ra, c6 ghi 4m lai dé d6i chiéu voi noi dung

ghi chép.

3.3.2.2. Két qud thdo lu@n nhom
e Thanh phan cia chat lwgng méi quan hé gitra NSX va NPP.

Theo cac chuyén gia, méi quan hé gitta NSX va NPP 1a méi quan hé trao doi
mua ban, ngudi ban la NSX va nguoi mua la NPP; 1a quan hé kinh doanh theo hop
dong, voi muc tiéu mang lai loi ich cho hai bén. Trong méi quan hé nay, NSX cung
cap san pham cho NPP, NPP c6 nhiém vy phan phdi cac san pham cia NSX dén
ngudi tiéu dung cudi cung.

Hau hét cac chuyén gia cho rang, trong quan hé giira NSX va NPP 1ong tin
cd vai trd quan trong, vi khi NSX tin tuéng NPP ho méi giao san pham cho NPP

thue hién viéc cung cap cho nguoi tiéu dung cubi cung. Nguoc lai, khi NPP ¢d niém
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tin véi NSX ho sé& thuc hién tét viéc phan phdi san pham cho NSX, NPP cung cip
cho NSX nhiing thong tin vé thi truong nhu : y kién ctua khach hang vé chat lwong,
quy céch, kiéu dang cua san pham; Su xuat hién caa dbi thu canh tranh; Sy xuat
hién san pham mdéi, ... Ngoai ra, khi NSX va NPP tin tuéng nhau, NSX s& cam két
cung cip day du san pham va giao hang kip thoi cho NPP. NPP cam két s& gia ting
duoc khdi luong hang ban, dat cac chi tiéu vé doanh sb ban hang. Tir d6, hai bén s&
c6 nhitng cam nhan tét dep voi nhau va hai long nhau. Cac chuyén gia lap luan
rang, khi hai bén NSX va NPP cé niém tin véi nhau, thuc hién nhitng cam két va
hai 1ong 13n nhau thi s& hinh thanh chat luong méi quan hé giita hai bén.

Déi vai thanh phan “Sy hop tac”, cac chuyén gia cho rang, trong méi quan
hé NSX va NPP rat can su hop tac. Hon nita, trong nganh nhua néu NSX va NPP di
tin twang nhau, thuc hién tot cac cam két véi nhau, va thoa man cac yéu cau cua
nhau, thi ho s& tro thanh ddi tac chién luoc va hop tac vai nhau lau dai. Cac chuyén
gia trong thao luan nhom ciing déng thuan véi dé xuat caa chuyén gia trong thao
luan tay doi 1a chuyén khai niém “Sy hop tac” dang & trang thai Ia thanh phan cua
RQ, sang trang thai la thanh phan cua két qua méi quan hé giita NSX — NPP trong
bdi canh nganh nhya ¢ Viét Nam. Vi ho cho rang khai niém caa RQ bao ham ba
thanh phan : 10ng tin, cam két va su hai long dd mang du y nghia.

Ngoai ra, cac thanh phan khac nhu : Xung dot, Chu nghia co hdi, Su thich
ing, Bau khong khi va Sy lién két, chiing tdi ciing trinh bay trong thao luan nhom,
nhung cac chuyén gia khong dong y, vi ho 1ap luan theo goc d6 vin hoa & Viét
Nam, ngudi ta thuong di hoa, vi quy voi nhau nén cé thé bé qua nhiing thiéu sot cua
nhau. Trong quan hé NSX — NPP, khi NSX c6 thiéu s6t vsi NPP hodc nguoc lai thi
hai bén it gdy mau thuan va xung dot véi nhau. Mit khac, theo cac chuyén gia, NSX
va NPP trong nganh nhua thuong nhin chét luwong mdi quan hé ¢ goc do tich cuc, it
xem xét trén phuong dién tiéu cuc. Do vay, két qua thao luan nhém chi con 3 thanh
phan caa RQ 1a 1ong tin, cam két va sy hai long.

Sau khi trao d6i, thao luan, cac chuyén gia da théng nhat : Chat lugng mébi

quan hé gitta NSX va NPP trong nganh nhya ¢ Viét Nam la sy cam nhan caa hai
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bén vé cac phuong dién : 1ong tin, cam két va su hai long. Céac chuyén gia khing
dinh day 1a ba thanh phan co ban cua chat luong mdi quan hé gitta NSX va NPP
trong bdi canh nganh nhya & Viét Nam.

e Nhitng nhan t6 anh huwéng dén cac thanh phan cia RQ.

Két qua nghién ctru dinh tinh 1an 1, véi cdng cu thao luan tay déi, da kham
pha nhitng nhan t6 anh huong dén cac thanh phan cua RQ gitta NSX va NPP bao
gom : (1) Chat lugng san pham, (2) Chat luong giao hang, (3) Su giao tiép, (4)
Tuong tac ca nhén, (5) Trao ddi thdng tin, (6) Tham viéng, (7) Thong tin thi truong,
va (8) Quyeén lyc.

Trong nghién ctru dinh tinh 1an 2, vai cong cu thao luan nhom, cac chuyén
gia lap luan nhu sau :

Nhan té “Chdt Iweng san phdam” : Cac chuyén gia cho rang, chat luong san
pham 1 nhiing tiéu chuan dé danh gia san pham, 1a miac d6 ma san pham cua nha
cung cap dap tng cac yéu cau cua khach hang. B4i vai nganh nhua, mot san pham
duoc xem la chat luong khi né thoa man cac diéu kién vé : mau ma, kiéu dang, do
bén, tinh niang k¥ thuat, ... San pham cua NSX dam bao chat lwong thi NPP s& d&
ban va giam duoc cac chi phi khiéu nai ciia khach hang. Trong qué trinh hoat dong,
NPP s& cung cip cho NSX cé4c thong tin cua thi trudng yéu cau vé tinh nang k§
thuat caa san pham, gitp NSX cai tién, hoan thién san pham nham dap (ng tét hon
nhu cau cua khach hang. NSX quan tam dén chat lugng san pham s& nang cao nang
lyc canh tranh, gitp NPP thyuc hién viéc phan phdi san pham dé dang, tir d6 gia ting
duogc gia tri mdi quan hé cho hai bén. Khi NSX va NPP gia ting duoc gia tri moi
quan hé thi ciing dong nghia 1a ning cao duoc chat luwong mdi quan hé. Sau khi trao
d6i va thao luan, 100% chuyén gia da thong nhat “Chat luong san pham” 1a nhan to
c6 anh hudng truc tiép dén cac thanh phan cua RQ giita NSX va NPP.

Nhan t6 “Chdt lweng giao hang” : Theo cac chuyén gia, trong hoat dong
san xuat kinh doanh, giao hang la viéc van chuyén san pham hang hoa tir dia diém
ctia ngudi ban dén dia diém cua ngudi mua. Giao hang chat lugng 14 giao dung mat

hang, du vé s6 luong va dam bao thoi gian theo nhu da thoa thuan. Trong méi quan
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hé gitra NSX va NPP, NSX giao hang tir kho cia NSX dén kho (hoic cira hang) cua
NPP. Thuc té, giao hang l1a yéu té6 khoéng kém phan quan trong trong quan hé kinh
doanh gitra NSX va NPP. Mét san pham c6 chit luong cao nhung NSX giao hang
cham va khong day di s& mét co hoi ban hang. NSX giao hang diing quy cach, dung
chang loai va sé lwong, nhanh va linh hoat 1a mét yéu t6 quan trong gitp NPP tiét
kiém duoc thai gian va chi phi, gép phan gia ting gia tri mbi quan hé gitra NSX va
NPP, tir d6 ting chat lugng cho méi quan hé hai bén. Két qua thao luan, cac chuyén
gia tan thanh nhan t4 “Chat luong giao hang” c¢6 anh huéng dén cac thanh phan cua
RQ gitra NSX — NPP.

Nhan t6 “Sw giao tiép” : Su giao tiép trong quan hé kinh doanh 1a viéc chia
sé nhirng céng viéc, théng tin lién quan gitta nguoi mua va ngudi ban, gitra nha
cung cap va khach hang. Trong méi quan hé NSX - NPP, sy giao tiép la viéec NSX
cung cap cho NPP caa minh nhiing théng tin va lang nghe ho khi ho can lién lac,
trao d6i. Theo cac chuyén gia, quan hé gitra NSX - NPP & Viét Nam rét can su giao
tiép. Trudc hét, NSX giao tiép dé lya chon NPP, hai bén giao tiép voi nhau dé dat
hang, giao hang, thanh toan, ... Viéc giao tiép gitta hai bén thuong I1a nhitng cudc
trao ddi, thao luan truc tiép, hoac thuc hién qua cac phuong tién khac nhu dién
thoai, fax, email,...Qua giao tiép, hai bén cung cap day du cac théng tin cho nhau,
ling nghe nhau. Két qua, cac chuyén gia da thira nhan “Sy giao tiép” 1a nhan t6 c6
anh hudng dén cac thanh phan cua chat lugng méi quan hé NSX - NPP.

7
N i3]

Nhan t6 “Twong tac cd nhdn” : Trong quan hé kinh doanh, twong tac ca
nhan 14 sy trao doi, thao luan gitta mot ca nhan dai dién nguoi ban véi ca nhan dai
dién ngudi mua. Trong mdi quan hé giira NSX va NPP, tuong tac ca nhan 1a sy trao
d6i gitra mot ca nhan dai dién cho NSX va mot ca nhan dai dién cho NPP. Thuong
xuyén tuong tac ca nhan vdi nhau s€ ¢O lgi cho hai bén, vi thong qua tuong tac,
NSX va NPP s& giao tiép t6t hon, hiéu biét nhau hon, dan dén hiéu qua tét hon.
Trong mdi quan hé NSX — NPP, su tuong tac c& nhan c6 vai trd quan trong gilp
NSX danh gia nang luc hoat dong cua cac NPP, tir d6 tang thém long tin, sy hai

long cho ca hai bén va nang cao chét lwong méi quan hé. Qua thao luan, cac chuyén
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gia ddng ¥ nhan t6 “Tuong tic ca nhan” c6 anh hudng dén cé4c thanh phan cua chat
lwgng méi quan hé gitta NSX va NPP.

Nhan tb “Trae déi thong tin” : Cac chuyén gia giai thich ring, trong quan
hé kinh doanh, trao d6i théng tin 12 viéc thao luan va cung cap cho nhau nhiing
thong tin hitu ich lién quan dén hoat déng kinh doanh cua cac bén. Trong méi quan
hé gitra NSX va NPP, NSX trao d6i voi NPP cac thong tin vé chat luong, quy céch,
tinh ning va cong dung cua san pham, chinh sach khuyén mai,... NPP trao ddi V4i
NSX nhitng thong tin vé thi trudong nhu : nhu cau thi hiéu khach hang, chinh sach
ban hang cua ddi tha canh tranh, san pham mdi, ... Khi trao doi thdng tin, NSX va
NPP khéng nhat thiét phai truc tiép gap nhau, hai bén c6 thé thuc hién qua céc
phuong tién nhu : dién thoai, email, fax, ... Trao d6i thdng tin gidp cho cac bén giai
quyét nhimg khé khan, vudng mac xay ra trong qué trinh hop tac kinh doanh. Do
vay, qua thao luan nhom, cac chuyén gia di thong nhat nhan té “Trao d6i thong tin”
anh huong dén cac thanh phan cua RQ gitta NSX va NPP.

Nhan t6 “Thdam viéng” : Theo cac chuyén gia, trong quan hé kinh doanh,
tham viéng 1 viéc nha cung cap tryuc tiép dén tham khach hang va nguoc lai. Trong
quan hé gitta NSX va NPP, NSX va NPP dén tham hoi nhau. O Viét Nam NSX dén
tham NPP nhiéu hon. Thuc t&, NSX ¢6 thé dén tham NPP trong cac truong hop :
Khi tuyén chon NPP, dé tim hiéu niang luc ban hang va tai chinh cia NPP; Sau khi
NSX da chon va giao san pham cho NPP tiéu thu, dé biét duoc tinh hinh ban hang
cua NPP; Nhitng y kién caa khach hang vé chét lwong, kiéu dang, gia ban, giao
hang, thi phan, ... ctia san pham. Tir d6 giap NSX cai tién dé nang cao chat luong
san pham, phét trién thi phan. NSX tham viéng NPP s& gitip NPP giai quyét kip thoi
nhitng vuéng méc, kho khan trong viéc phan phéi san pham. Viéc thim viéng cua
NSX c6 thé phan theo cap do. Vi du : Nhan vién ban hang dén tham NPP hang
thang; Truong Phong Béan hang dén tham NPP hang quy; va Giam déc (hoiac Pho
Giam ddc) NSX dén tham NPP mdi nim mét 1an. Ngoai ra, Viét Nam 1a mot nuée
trong khu vuc Dong Nam A, ngudi dan ¢6 phong tuc thim hoi, quan tim dén nhau

trong cac dip L&, Tét hodc khi ngudi than c6 viéc hiéu hy. Chinh vi thé, trong quan
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hé kinh doanh, NSX va NPP nén thim viéng nhau dé tao mdi lién két, su gin b,
than thién gitra NSX va NPP, gitp NPP trung thanh véi NSX, va diéu nay cd tac
dong tich cuc dén chat lugng méi quan hé cua hai bén. Qua thao luan, cac chuyén
gia théng nhat “Thiam viéng” 13 nhan t6 c6 anh hudng dén cac thanh phan cua chat
lwong mdi quan hé gitra NSX va NPP.

Nhan té “Théng tin thi srwong” : Trong hoat dong kinh doanh, théng tin thi
truong cia mot loai san pham (hay mét nganh hang) 1a nhitng dix liéu thi truong vé
cdng dung, tinh ning cta san pham, gia ca, giao hang, chinh sach khuyén mii, ...
cua san pham (hay cua nganh hang) d6. Theo cac chuyén gia, trong quan hé gitra
NSX va NPP rat can théng tin vé thi truong. NSX can nhitng thong tin vé : Thi phan
cia NSX; Thi phan cua di thu canh tranh; San pham va chinh sach ban hang cua
d6i thu canh tranh; Y kién cua nguoi tiéu ding vé chat luong san pham; Sy xuat
hién cua san pham méi; ... NPP can nhiing thong tin vé : K& hoach san xuat san
pham cua NSX; Gia ban va viéc diéu chinh gia ban caa NSX; Su thay ddi vé cong
nghé san pham; Tinh ning, cong dung caa san pham dé gisi thiéu cho khach hang;
... Thuc té, cac NPP luén mong mudn c¢6 duoc théng tin phi hop va kip thoi tir
NSX. Nguoc lai NSX ciing mong nhan dugc thong tin day di va chinh xac tir NPP.
Néu hai bén thuc hién tbt viéc nay s& lam ting gia tri mdi quan hé cho NSX va
NPP, g6p phan ting chét luong cho mdi quan hé. Qua thao luan, cac chuyén gia
théng nhat nhan t6 “Thong tin thi truong” c6 anh huéng dén céc thanh phan caa RQ
giiia NSX — NPP.

Ngoai ra, theo cac chuyén gia, su giao tiép, trao d6i thong tin va tuong tac ca
nhan 1a nhitng nhan t6 phan anh sy tuong tac gitta NSX va NPP, con thang tin thi
treong 12 nhan t6 nguén dir liéu phuc vu cho su tuong tac gitra NSX va NPP. Sau
khi thao luan, da sé cac chuyén gia nhat tri d& nghi gop hai nhan té “thong tin thi
truong” va “trao doi théng tin” thanh mot nhan t6 1a “thong tin thi trudong”. Vi ho
lap luan rang, noi ham cua nhan té “thong tin thi truong” di bao gdm viéc thu thap,
truyén tai va sir dung day du cac thong tin dé phuc vu cho hai nhan té “su giao tiép”

va “tuong tac ca nhan”.
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Nhan té “Quyeén luwc” : Céac chuyén gia lap luan rang, trong quan hé kinh
doanh gitra hai bén A va B, quyén luc I viéc bén A dua ra nhitng quy dinh, diéu
kién dé kiém soat bén B va nguoc lai. Trong quan hé gitta NSX va NPP, néu c6
quyén luc thi thuong 1a quyén luc cua NSX ddi véi NPP. Quyén luc cia NSX 14
nhitng quy dinh NSX dua ra dé kiém soat NPP trong qué trinh phan phéi san pham
cua NSX. Vi dy, NSX c6 thé yéu ciu NPP ban hang theo dung gia quy dinh cua
NSX, NPP khong dugc ban san pham cia cac NSX khéc, hang héa hu hong khdng
dugc doi tra, ... Theo cac chuyén gia, trong quan hé gitta NSX va NPP, NSX khong
nén ding quyeén luc dé ap dat, buoc NPP phai thuc hién nghiém nhitng quy dinh caa
minh. Cac NSX nén sir dung su tuong tac ca nhan va giao tiép véi NPP nhiéu hon 1a
dung quyén luc. Vi néu ding quyén luc dé gay hiéu 1am, mat niém tin va sy hai
long cho NPP. Két qua thao luan, cac chuyén gia khong tan thanh viéc st dung
nhan t6 “Quyén lyc” trong mdi quan hé gitta NSX va NPP.

Sau khi thao luan, cac chuyén gia théng nhét c6 6 nhan té anh huong dén cac
thanh phan cia RQ gitta NSX va NPP trong nganh nhya ¢ Viét Nam, va duoc sap
xép theo tha tu quan trong giam dan nhu sau : (1) Chat lugng san pham, (2) Chét
lugng giao hang, (3) Thong tin thi truong, (4) Su giao tiép, (5) Tuong tic ca nhan,
va (6) Tham viéng.

e Thanh phan cia két qua méi quan hé giira NSX va NPP.

Két qua cua thao luan tay doi, da kham pha 3 thanh phan cua két qua moi
quan hé NSX — NPP, gom: (1) Hiéu qua mua hang, (2) Hiéu qua ban hang, va (3)
Hiéu qua kinh doanh. Trong thao luan nhom, cac chuyén gia lap luan nhu sau :

Hiéu qua kinh doanh 1a két qua chung vé cac chi tiéu doanh thu, loi nhuan va
cac chi so tai chinh khac cia mot cong ty, doanh nghiép trong mot thoi gian hoat
dong kinh doanh. Cho du 14 nguoi ban hay ngudi mua, NSX hay NPP thi ho déu
mong mudn hoat dong san xuét kinh doanh caa minh phai mang lai két qua. Do vay,
cac chuyén gia théng nhat gop hai thanh phan cua két qua méi quan hé 1a : “Hiéu
qua ban hang” va “Hiéu qua mua hang” thanh mot thanh phin chung 13 “Hiéu qua
kinh doanh”. O day c6 thé hiéu l1a hiéu qua kinh doanh ctia NSX hay NPP. Tuy
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nhién, pham vi cia nghién ciu nay khao sat theo quan diém cua ngudi mua (hay
quan diém cta NPP), nén cac chuyén gia théng nhat thanh phan “Hiéu qua kinh
doanh” trong nghién ctru ndy duogc hiéu 12 hiéu qua kinh doanh cua NPP.

Ngoai ra, cac chuyén gia cling thong nhat chuyén khai niém “Sy hop tac” tir
thanh phan cia RQ sang thanh phan cua két qua méi quan hé. Vi ho cho rang, trong
bdi canh nganh nhwa Viét Nam thi sy hop tac 1a mot két qua caa méi quan hé co
chat luong cao gitta NSX va NPP.

Sau khi thao luan nhom, cac chuyén gia thong nhat nhitng thanh phan cua két
qua mdi quan hé gitta NSX va NPP trong nganh nhya ¢ Viét nam gom hai thanh
phan chinh 1 : (1) Hiéu qua kinh doanh, va (2) Su hop tac.

e GOp y hiéu chinh thang do chat lweng méi quan hé NSX -NPP
Qua thao luan nhom, cac chuyén gia da gop ¥, hiéu chinh cau chir cac bién

quan sét cua cac thang do thanh phan cua RQ, thang do nhan t6 anh hudéng dén
thanh phan cua RQ va thang do thanh phan cua két qua mdi quan hé gitra NSX —
NPP cho phii hgp véi bdi canh cua Viét Nam. Thang do nhap tir thang do gdc cua
céc nghién ctru lién quan da duoc diéu chinh va trinh bay trong phu luc 06.

Nhu vay, nghién ctru dinh tinh lan thir hai véi cong cu thao luan nhom da dat
duoc nhimng két qua sau :

- Khéam phé dugc 03 thanh phan caa RQ giita NSX va NPP trong nganh nhua
& Viét Nam goém : long tin, cam két va sy hai 1ong.

- Khé&m phé dugc 06 nhéan t6 anh hudng dén ba thanh phan (10ng tin, cam két
va sy hai long) cia RQ gitta NSX va NPP trong nganh nhya ¢ Viét Nam
gdm : chit luong san pham, chét luong giao hang, thong tin thi trudng, tuong
tac ca nhan va thim viéng. Trong d6, “thim viéng” va “thong tin thi truong”
la hai nhan t6 méi.

- Kh&m phé duoc 02 thanh phan cua két qua mdi quan hé giita NSX va NPP
trong nganh nhya ¢ Viét Nam gom : hiéu qua kinh doanh va sy hop tac.
Trong d6, “su hop tac” 1a thanh phan két qua méi cuia mbi quan hé gitra NSX

va NPP trong nganh nhya ¢ thi truong Viét Nam.
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Phén tiép theo trinh bay co so hinh thanh cac thang do khai niém trong mé

hinh nghién ctru, dé tién hanh nghién ctru dinh luong.

3.4. Co s6 hinh thanh cac thang do khai niém trong mo hinh nghién cau

Theo m6 hinh 1y thuyét trong chwong 2, ¢6 ba khai niém chinh duogc xem xét
trong nghién cru nay 13 : (1) Thanh phan cia RQ; (2) Nhan t6 anh huong dén thanh
phan ciia RQ; va (3) Thanh phan cta két qua mdi quan hé.

Céc thang do trong nghién ctru nay dya trén cac thang do da duoc kiém dinh
clia cac tai liéu trude (¢ trong nudc va trén thé gidi). Pong thoi két hop voi ¥ kién
ctia cac chuyén gia trong nghién ciru dinh tinh dé hiéu chinh thang do cho phu hop
v6i bdi canh nghién cru ¢ Viét Nam.

3.4.1. Thang do thanh phan cia chat lwgng méi quan hé

Nhu d3 dé cap trong chuong 2, muyc 2.2.1, RQ la mdt khai ni¢m da hudéng va

gdm 3 thanh phan : long tin, cam két va sy hai 10ng. Phan tiép theo ching t6i trinh

bay céac thang do thanh phan cia RQ.

3.4.1.1. Thang do “Long tin” (Trust)

Long tin 12 sy tin tudng vao dbi tac trao d6i cua minh (Moorman va cong su,
1992, 1993; Skarmeas va cong su, 2008). Can cr vao thang do long tin trong hai
nghién cuau (Ulaga va Eggert, 2006; Skarmeas va cong su, 2008). Nghién ciru cua
Ulaga va Eggert (2006) xem xét thanh phan long tin trong méi quan hé giira nha
cung cap va NSX & mién trung Hoa Ky. Skarmeas va cong su (2008), xem long tin
la mot thanh phan cia RQ gitra NSX nudc ngoai (nha xuat khau) va NPP trong
nuéc (nha nhap khau) ¢ nude Anh.

Thang do 10ng tin trong nghién ctu cua Ulaga va Eggert (2006) c6 5 bién
quan sét, va trong nghién cau cua Skarmeas va cong su (2008) c6 4 bién quan sat.
Qua nghién ctru dinh tinh (thao luan nhom), cac chuyén gia da gop ¥, chon céac bién
ph hop, chinh sira tir “nha cung cap” thanh “NSX” va mot s6 cau chir cho phi hop
vé6i bdi canh nghién cau (theo phu luc 09). Tong hop lai, thang do long tin trong

nghién ciu nay ¢ 5 bién quan sat. Trong d6, bién LT1 dua vao hai nghién cuau
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(Ulaga va Eggert, 2006; Skarmeas va cong su, 2008), bién LT2 — LT5 dwa vao
nghién ctu cua Ulaga va Eggert (2006). Cac bién quan sat cua thang do long tin

duoc trinh bay trong phu luc 10.

3.4.1.2. Thang do “Cam két” (Commitment)

Cam két c6 vai trd trung tdm trong viéc phéat trién cac mé hinh méi quan hé
gitra nguoi mua va nguoi ban (Anderson va Weitz, 1992; Cullen va cong su, 1995;
Skarmeas va cong su, 2008). Dua vao thang do cam két trong hai nghién ctu
(Ulaga va Eggert, 2006; Skarmeas va cong sy, 2008). Thang do cam két trong
nghién ciu ciia Ulaga va Eggert (2006) c6 6 bién quan sat, va trong nghién ctu caa
Skarmeas va cong su (2008) c6 4 bién quan sat. Trong nghién ciru dinh tinh, cac
chuyén gia da hiéu chinh tir ngir cho pht hop vai béi canh & Viet Nam. Thay thé tur
“nha cung cdp” bang tir “NSX”, dugc md ta trong phu luc 09. Thang do cam két
trong nghién ctu ndy co6 4 bién quan sat. Trong d6 3 bién (CK1, CK2 va CK3) dya
vao nghién ctu caa Ulaga va Eggert (2006), bién CK4 dya vao 2 nghién ciru (Ulaga
va Eggert, 2006; Skarmeas va cong su, 2008), dugc trinh bay trong phu luc 10.

3.4.1.3. Thang do “Sw hai long” (Satisfaction)

Sy hai 10ng dugc xem 13 mot thanh phan can thiét mang lai thanh céng cho
méi turong quan giita cac cong ty (Frazier va cong sy, 1989; Morgan va Hunt, 1994;
Jap va Ganesan, 2000; Skarmeas va cong su, 2008). Viéc xay dung su hai long la
can thiét, phi hop véi da s6 cac nghién ciru da thuc hién trong médi quan hé kinh
doanh giita nguoi mua hang véi nha cung cap (Geyskens va cong su, 1999, tr. 223;
Ulaga va Eggert, 2006, tr.316).

Dua vao thang do su hai long trong hai nghién ctru (Ulaga va Eggert, 2006;
Skarmeas va cong su, 2008). Thang do su hai long trong tai liéu cua Ulaga va
Eggert (2006) c6 5 bién quan sat, va trong nghién ciru cia Skarmeas va cong su
(2008) c6 1 bién quan sat. Qua nghién ctru dinh tinh, cac chuyén gia di gop ¥ va
diéu chinh cho phu hop véi ngit canh méi quan hé NSX — NPP. Thay tir “nha cung
cap” bang tir “NSX” va chinh stra cau chir cho ngudi doc dé hiéu (theo phu luc 09).

Thang do su hai 1ong trong nghién ctru nay duoc do bang 4 bién quan sat. Trong do,
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bién SHL1, SHL3 va SHL4 dya vao nghién ctu cua Ulaga va Eggert (2006), bién
SHL2 dva vao hai nghién ciu (Ulaga va Eggert, 2006; Skarmeas va cong su, 2008),
theo phu luc 10.

3.4.2. Thang do cac nhan té6 anh hwéng dén thanh phan cia RQ
Muc 2.2.2. ctia chuong 2 d trinh bay céc nhan t anh hudng dén thanh phan
ciia RQ giita NSX va NPP gdém 6 nhan t6 : chit luong san pham, chat luong giao
hang, thong tin thi truong, sy giao tiép, tuong tac ca nhan va tham viéng. Ngoai ra,
da 1ap luan vé méi tuong quan gitta cic nhan t6 anh hudng dén cac thanh phan cua
RQ, 1am co s¢ dé hinh thanh c4c gia thuyét nghién ctru. Phén tiép theo ching ta s&

xem xét thang do cuia c4c nhan té anh hudng dén cac thanh phan cua RQ.

3.4.2.1. Thang do “Chdt lweng san pham” (Product quality)

Chat lwong san pham 1a mtc 6 ma san pham caa nha cung cap dap (ng céc
yéu cau vé tiéu chuan k¥ thuat caa khach hang (Ulaga, 2003, tr. 683), 1a mét thudc
tinh quan trong ma khéach hang sir dung dé danh gia san pham (Shetty, 1987, tr. 46).
Dua vao thang do chét luong san pham trong nghién ciu cia Nguyen & Nguyen
(2011). Tai liéu nay xem xét nhan té chat lugng san pham tac dong dén gia tri moi
quan hé gitra NSX — NPP trong cac nganh gach va kim khi dién may dan dung ¢
Viét Nam. Thang do nay c6 3 bién quan sat. Qua nghién ctru dinh tinh, cac chuyén
gia cho rang cac bién quan sat trong nghién ctru ciia Nguyen va Nguyen (2011) déu
phu hop va chinh sta tir “nha san xuat X thanh “NSX”, dugc md ta trong phu luc
09. Thang do chat lwong san pham trong nghién ctru nay duoc do bang 3 bién quan
sat (CLSP1, CLSP2 va CLSP3) theo nhu phu luc 10.

3.4.2.2. Thang do “Chit lweng giao hang” (Delivery quality)

Theo Nguyen va Nguyen (2011, tr. 320), chat lugng giao hang 1a mot nhan t6
lam tiang gia tri mdi quan hé giita NSX va NPP. Chat luong giao hang thé hién qua
nhitng yéu t6 nhu : thoi gian giao hang, do tin cay trong giao hang (Garg va cong
su, 2003; Rupp va Ristic, 2004; Michael va McCathie, 2005), giao hang nhanh

(Bowersox va cong su, 1999: Liu va cong sy, 2005), tan suat giao hang (Katayama
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va Bennett, 1999), su két ndi trong giao hang (Katayama va Bennett, 1999; Li va
O'Brein, 1999; Garg va cong su, 2004).

Dua vao thang do chéit lwong giao hang trong nghién ciu cua Nguyen &
Nguyen (2011). Thang do nay c6 3 bién quan sat. C4c chuyén gia trong nghién cuu
dinh tinh théng nhat véi ndi dung cua 3 bién quan sat, chi thay tir “nha san xuat X”
bang tir “NSX” (theo phu luc 09). Trong nghién ctu nay, thang do chat lugng giao
hang duoc do ludng bang 3 bién quan sat (CLGH1 - CLGH3), duoc md ta trong
phu luc 10.

3.4.2.3. Thang do “Thong tin thi truwong” (Market information)

Theo Moorman (1995) va Harmancioglu va cong su (2010), thdng tin thi
truong 1a cac dir liéu bén ngoai lién quan dén hoat dong hién tai va twong lai cua
mot doanh nghiép. Théng tin thi trueong gilp doanh nghiép chia sé cac gia tri, Xac
dinh céc chuan myc vé hanh vi, dong gop vao viéc tao ra gia tri cho khach hang va
két qua kinh doanh t6t hon (Jaworski va Kohli, 1993; Kirca va cong su, 2005;
Harmancioglu va cong su, 2010).

Trén co so lap luan vé thong tin thi trudng va dwa vao nghién ciu cua
Sabherwal va Chan (2001). Nghién ctru ndy xem xét thang do hé thdng thdng tin thi
truong anh huong dén sy lién két va tac dong dén hiéu qua hoat dong theo md hinh
kinh doanh caia Miles va Snow (1978) cua cac cong ty dich vu tai chinh va san xuat
& Biac My. Thang do nay c6 4 bién quan sat. Qua nghién ciru dinh tinh, cac chuyén
gia xac nhan phu hop, chi thay tir “IS” bang tir “NSX”, duoc md ta trong phu luc
09. Thang do thong tin thi trudng trong nghién ctiru nay ¢6 4 bién quan sat (TTTT1
—TTTT4) theo phu luc 10.

3.4.2.4. Thang do “Sw giao tiép” (Communication)

Sy giao tiép la cung cap cho khach hang thdng tin ddy du ciing nhu lang
nghe ho khi ho can lién lac (Parasuraman va cong su, 1985; Tohidinia va Haghighi,
2011, tr. 244). Dya vao thang do sy giao tiép trong hai nghién ciu (Rodriguez va
cong su, 2006; Tohidinia va Haghighi, 2011). Nghién ctru Rodriguez va cong su
(2006) xem xét thang do su giao tiép tac dong dén su hai long kinh té va phi kinh té
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trong méi quan hé NSX — NPP nganh thuc pham ¢ Tay Ban Nha. Tai liéu cua
Tohidinia va Haghighi (2011), nghién ctu sy giao tiép tac dong dén RQ giita ngan
hang va khach hang cua ho ¢ Iran.

Thang do su giao tiép trong nghién cau cua Tohidinia va Haghighi (2011) c6
3 bién quan sét, va trong nghién ctu cia Rodriguez va cong su (2006) ¢ 5 bién
quan sat. Qua nghién ctru dinh tinh, cac chuyén gia da goép vy, thay tir “ngan hang”
va “Bimbo Martinez” thanh tir “NSX”, d6ng thoi hiéu chinh cu chit cho nguoi doc
d& hiéu va phu hop véi béi canh Viét Nam, theo phu luc 09. Thang do su giao tiép
trong nghién ctru nay dugc do luong bang 5 bién quan sat. Trong d6, bién quan sat
SGT1, SGT2, SGT3 va SGT5 dya vao nghién ctu cua Rodriguez va cong su
(2006), bién quan sat SGT4 dua vao hai nghién ciru (Rodriguez va cong sy, 2006;
Tohidinia va Haghighi, 2011), dugc mo ta trong phu luc 10.

3.4.2.5. Thang do “Twong tic cd nhin” (Personal interaction)

Sy twong tac ¢4 nhan 1a mot trong nhitng van dé quan trong trong kinh doanh
va tiép thi cong nghiép (Mainela va Ulkuniemi, 2013, tr.103), 1 nhan t quan trong
cua su twong tac giita cac to chic (Hakansson, 1982). Tuong tac c4 nhéan lién quan
dén su twong tac & cip do ca nhan (nguoi dai dién) gitra cac NPP va NSX (Ulaga,
2003; Nguyen va Nguyen, 2011, tr.320).

Duva vao thang do tuwong tac ca nhan trong tai li¢u cia Nguyen va Nguyen
(2011). Thang do twong tac ca nhan trong nghién ctitu ndy c6 3 bién quan séat. Qua
nghién ctru dinh tinh, cac chuyén gia xac nhan 3 bién nay phu hop vai béi canh
nghién ctru, thay doi tir “nha san xuat X” thanh "NSX", theo phu lyc 06. Thang do
tuong tic c4 nhan trong luan an nay c6 4 bién quan sat (TTCN1 — TTCN4), duogc
thé hién trong phu luc 10.

3.4.2.6. Thang do “Thim viéng” (Visit)
Tham hoi khach hang 1a mét trong nhitng quyét dinh chién luoc va chién
thuat caa cac cong ty trong chudi cung ung (Baldoquin de la Pena va cong su, 2014,
tr. 333-334). Theo John va Christopher (1999, tr. 1287), nha cung cap tham viéng

khéch hang ciia minh dé xem xét kha ning ban hang va niang luc tai chinh caa ho.
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Viéc tham viéng c6 thé cung cap thong tin vé thdi quen 1am viéc caa khach hang, su
nhay bén trong kinh doanh va niém tin caa khach hang ddi véi nha cung cap
(Carmichael va MacLeod, 1997).

Nhiéu nha nghién ctru da dé cap dén sy can thiét phai tham viéng khach hang
va dua ra nhitng ké hoach, tan suat dén tham hoi khach hang (Narus va Anderson,
1987; John va Christopher, 1999; Baldoquin de la Pena va cong su, 2014). Tuy
nhién, céc tai liéu ndi trén chura xem xét mot cach cu thé thang do tham viéng.

Dua vao co sd ly luan vé tham viéng, kinh nghiém trong thuc tién vé méi
quan hé gitta NSX va NPP. Céc chuyén gia trong nghién ctru dinh tinh di théng
nhét c4c bién quan sat cia thang do tham viéng lién quan dén : tan suat tham viéng
(tham thuong xuyén, tham dinh ky mdi thang), cip thim viéng (nhan vién, l4nh
dao) va két qua cua tham viéng (ting cuong sy hop tac). Noi dung cac bién quan sat
dugc thé hién trong phu luc 09. Két qua nghién cau dinh tinh c6 4 bién quan sat

(TV1-TV4) ding dé do ludng thang do tham viéng, theo phu luc 10.

3.4.3. Thang do cac thanh phan caa két qua méi quan hé
Muc 2.2.3. cia chuong 2 di trinh bay cc thanh phan cia két qua mdi quan
hé gitta NSX va NPP san phém nhua & Viét Nam g6m - két qua kinh doanh va sy
hop tac. Pong thoi 1ap luan vé mdi twong quan giita 3 thanh phan cia RQ véi hai
thanh phan cua két qua mdi quan hé. Thang do hai thanh phan nay duoc mo ta trong

cac myc dudi day.

3.4.3.1. Thang do “Hiéu qud kinh doanh” (Business performance)

Hiéu qua kinh doanh 14 cac két qua dat dugc vé doanh sé ban hang, loi
nhuan, loi tirc dau tu, ning suat hoic thi phan (Wall va cong sy, 2004; Campbell va
Park, 2017). Dya vao thang do hi¢u qua kinh doanh trong hai nghién ciau (Nguyen
va Nguyen, 2011; Song va cong su, 2012). Nghién ctru ctia Song va cong su (2012)
xem xét hiéu qua cua ngudi mua trong RQ giita ngudi mua va nha cung cap &
Trung Qudc.

Thang do hiéu qua kinh doanh trong tai liéu cua Nguyen va Nguyen (2011)

c6 3 bién quan sat, tai liéu cua Song va cong su (2012) c6 5 bién quan sat. Qua
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nghién ciru dinh tinh, cac chuyén gia gop y, thay tir “NSX X” bang tir “NSX”, theo
phu lyc 09. Thang do hiéu qua kinh doanh trong nghién citu nay c6 4 bién quan sét,
trong d6 3 bién (HQKD1 — HQKD3) dua vao nghién ciu cia Nguyen va Nguyen
(2011), bién HQKD4 dua vao tai liéu caa Song va cong su (2012), duoc md ta trong
phu luc 10.

3.4.3.2. Thang do “Sw hop tac” (Cooperation)

Su hop tac 1a thoa thuan gitra cac doanh nghiép dé phdi hop hoat dong nham
mang lai hiéu qua tbi da cho ca hai bén (Lewin va Johnston, 1997; Weaven va cong
su, 2010). Dya vao thang do su hop tac cia hai nghién citu (Woo va Ennew, 2004;
Song va cong su, 2012). Nghién cau Woo va Ennew (2004) xem xét thang do su
hop tac trong bdi canh chat lugng méi quan hé B2B ¢ Hong Kang.

Thang do su hop tac trong nghién cau cua Woo va Ennew (2004) c6 4 bién
quan sat, va nghién ctu caa Song va cong su (2012) cé 3 bién quan sat. Qua nghién
ctru dinh tinh, cac chuyén gia da gop y chinh stra cAu chit, thay tir “K§¥ su tu van”
hodc “CE” bang tir “NSX”, theo phu luc 09. Thang do su hop tac trong nghién cuu
nay c6 4 bién quan sat. Trong d6, bién SHT1 dua vao tai lidu cia Song va cong su
(2012), bién SHT2 dya vao nghién cau cua Woo va Ennew (2004), bién SHT3 va
SHT4 dya vao hai nghién cttu (Woo va Ennew, 2004; Song va cong su, 2012), duoc
mo ta trong phu luc 10.

T6m lai, nghién ctru nay c6 11 thang do, vai 44 bién quan séat. C4c bién quan
sat duoc dua vao bang cau hoi dé tién hanh khao sét, kiém dinh bang phwong phap

dinh lugng so bd.

3.5. Nghién ctru dinh lwong so b
3.5.1. Bang cau héi nghién ciru dinh lweng so b
Muc 3.3. va 3.4. di trinh bay két qua nghién ciru dinh tinh va cic thang do
khai niém ctia mo hinh nghién ctru. Phan tiép theo chung toi thiét 1ap bang cau hoi
nghién ctru dinh lugng so bd véi 11 thang do va 44 bién quan sat. Dua vao cac tai
ligu lién quan dén thang do géc (Ulaga va Eggert, 2006; Skarmeas va cong su,
2008; Nguyen va Nguyen, 2011; Sabherwal va Chan, 2001; Rodriguez va cdng su,
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2006; Tohidinia va Haghighi, 2011; Woo va Ennew, 2004; Song va cong su, 2012).
C4c tai liéu trén str dung thang do Likert 7 diém dé danh gia muac d6 dong ¥ cho céac
bién quan sat cua cac thang do lién quan. Vi thé, nghién ciru trong luan 4n ndy ciing
st dung thang do Likert 7 diém dé danh gia mac d6 dong y cho tt ca cac bién quan
sat, v6i 1 : Hoan toan khong dong ¥, ... va 7 : Hoan toan dong y. Bang cau hoi theo
phu luc 11.

3.5.2. Mau khao sat so bd
3.5.2.1. Phan ti# mdu

Nghién ciu dinh luong so bd thuc hién vai phan tr mau la cac NPP san
pham nganh nhua & khu vuc Thanh phé H6 Chi Minh. Danh sach cac NPP do mot
s6 NSX ¢6 quy md twong d6i 16n trong nganh nhya cung cip (nhu Nhya Binh
Minh, Nhya Tién Phong, Nhwa Duy Tan, Nhua Pai Bong Tién, ...). Do tac gia da
cdng tac gan 10 nam trong nganh nhwa (& cap quan 1y) nén co thé tiép can dugc
ngudn dit ligu tin cay vé phan tir mau (danh sach NPP).

Trong nghién ciru so b, ching tdi phong van sé luong mau 1a 170. Bao gdm
cac Giam doc, Chu doanh nghiép, Chua ctra hang, Truong bd phan mua hang, béan
hang va mot sé nhan vién chinh phu trach mua hang, ban hang cua cac NPP trong
nganh nhua (theo phu luc 12).

3.5.2.2. Phwong phdp chon mdu

Trong nghién ciru dinh lugng so bd, chlng téi chon mau theo phuong phap
phi xac suat (non-probability sampling). Vi chon mau phi xac suat thuong dugc sir
dung trong nghién ctru kham pha so bo, dé danh gia so bd thang do (Nguyén Dinh
Tho, 2011, tr.233). Trong chon mau phi xac suat, ching t6i sir dung phwong phap
thuan tién (convenience sampling) két hop véi phuong phép phan doan (judgment
sampling). Phan lén s6 luong mau do tac gia tryc tiép di phong van (trén 80%), sd
con lai ctr diéu tra vién 1a cac sinh vién (ndm tha 4) chuyén nganh quan tri kinh
doanh dén phong van va thu thap dix liéu.

Phuong phap phong van : Gidi thiéu va huéng dan cac ddi tuong duoc moi
phong van vé bang cau hoi chi tiét, sau d6 phong van truc tiép dé ho tra loi va ghi
vao bang cau hoi. Thoi gian phong van : Tir thang 5/2016 dén hét thang 6/2016.
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3.5.2.3. Co cdu mdu

Tong s6 bang cau hoi sir dung dé phong van 1a 170. S6 bang cau hoi cac ddi
tugng tham gia tra 10i nop lai 148 (Ty 1& hdi dap 1a 87%). Trong do, c6 12 bang cau
hoi khong dat yéu cau, do khong tra loi hét bang cau hoi hoic tra loi cac mie do
danh gia gidng nhau. Nhu vay, sé bang cau hoi dat yéu cau la 136.

Phu lyc 13 cho thiy trong s6 136 nguoi tra 10i bang cau hoéi ¢ 79 nam
(chiém ty 18 58%) va 57 nit (42%). Trong d6 : Cap quan 1y 112 ngudi (chiém 82%)
va cap nhan vién 12 24 ngudi (18%). Do tudi tham gia tra 161 nhiéu nhat 1a tir 40 dén
duéi 50 tudi, voi 69 ngudi (chiém 51%); Do tudi dudi 30 chi co 11 nguoi (8%). Sb
ngudi ¢6 thim nién cong tac trong nganh nhya trén 10 nim tham gia tra 1oi nhiéu
nhat (62 nguoi, chiém ty 18 45%); Tham nién cong tac dudi 3 nam chi c6 8 ngudi
(chiém 6%).

3.5.3. Panh gia so bo thang do
3.5.3.1. Pdnh gid dé tin cdy thang do bang Cronbach alpha
e Phuong phap thuc hién :

Cronbach (1951) dd dwa ra hé sé tin cdy cho thang do. Cronbach alpha chi do
ludng d6 tin cdy ciia thang do c6 t6i thiéu ba bién quan sat. Phuong phap nay khong
tinh duoc do tin cdy cho timg bién quan sat. Sir dung hé s tuong quan bién tong
(item — total correlation) dé kiém tra cac bién do luong. Hé sé nay ldy twong quan
ctia bién quan sat xem xét véi tong cac bién con lai cua thang do.

Theo Nunnally va Bernstein (1994), ¢6 hai tiéu chuan dé danh gia bién quan
sat va thang do 1 : (1) Néu mot bién quan sat c6 hé sé twong quan bién tong > .30
thi bién d6 dat yéu cau; (2) Néu Cronbach alpha > .60 thi thang do c6 thé chip nhan
vé do tin cay.

Néu hé s6 Cronbach alpha qué 16n (o > .95), khdng c6 su khéc biét vé céc
bién trong thang do. Hién twong nay goi la su tring lap trong do luong.

e K&ét qua danh gia d tin ciy thang do :
Két qua dénh thang do bang hé s6 Cronbach alpha duroc mé ta trong phu luc

14. Mot sb noi dung chinh nhu sau :
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Thang do long tin : duoc do boi 5 bién (LT1 — LT5). Két qua cho thiy : Hé
s6 twong quan bién tong (Corrected Item-Total Correlation) bién thién tir .682 dén
.634, déu > .30, nén cac bién nay phu hop. Hé s6 a = .852 > .60. Do vay, thang do
long tin dat yéu cu vé do tin cay.

Thang do cam két : duoc do bai 4 bién (CK1 — CK4). Két qua danh gia cho
thiy : Cac bién cd hé sé twong quan bién tong bién thién tir .621 dén .709, déu >
.30, nén céc hién nay phu hop. Hé sb o = .834 > .60. Vi thé, thang do cam két dat
y&u cau vé do tin cay.

Thang do sy hai 10ng : dugc do bai 4 bién (SHL1 — SHL4). Két qua cho
thay : Hé s6 twong quan bién tong bién thién tir .761 dén .767, déu > .30, nén céc
bién nay phu hop. Hé s a = .876 > .60. Nhu vay, thang do su hai 1ong dat yéu cau
vé do tin cay.

Thang do chat lweng san pham : dugc do boi 3 bién (CLSP1 — CLSP3).
Két qua danh gia do tin cay cho thay : Cac bién c6 hé s6 tuong quan bién tong bién
thién tir .572 dén .552, déu > .30, nén céc bién nay phu hop. Hé s6 o = .764 > .60.
Vi thé, thang do chét lwong san pham dat yéu cau vé do tin cay.

Thang do chat lwong giao hang : duoc do bai 3 bién (CLGH1 — CLGH3).
Két qua danh gia cho thay : Hé s twong quan bién tong bién thién tir .711 dén .737,
déu > .30, nén cac bién nay phu hop. Hé s6 a = .838 > .60. Do viy, thang do chat
luong giao hang dat yéu cau vé do tin cay.

Thang do thong tin thi trwong : dugc do bai 4 bién (TTTT1 - TTTT4). Két

qua danh gia do tin cay cho thay : Cac bién c6 hé sé twong quan bién tong bién
thién tir .611 dén .580, déu > .30, nén cac bién nay phi hop. Hé s6 o = .818 > .60.
Vi thé, thang do thong tin thi truong dat yéu cau vé do tin cay.

Thang do sw giao tiép : duoc do bai 5 bién (SGT1 — SGT5). Két qua danh
gia cho thay : Hé s twong quan bién tong cua cac bién quan sat : bién SGT1 = .623;
bién SGT3 — SGT5 bién thién tir .520 dén .539, déu > .30. Do dé, cac bién SGT1,
SGT3, SGT4 va SGT5 phu hop. Riéng bién SGT2 cd hé sé twong quan bién téng la

242 < .30 nén bién nay bi loai. Hé s6 a luc dau = .740 > .60. Sau khi loai bién
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SGT2 thi hé sb o = .798 > .60 va 16n hon hé s6 a lic dau. Nhu vay, thang do su
giao tiép dat yéu cau vé do tin cay.

Thang do twong tac ca nhan : duoc do bai 4 bién (TTCN1 — TTCN4). Két
qua danh gia do tin cay cho thiy : Cac bién c6 hé sé twong quan bién tong bién
thién tir .561 dén .532, déu > .30, nén céc bién nay phu hop. Hé s6 o = .757 > .60.
Vi thé, thang do tuong tac ca nhan dat yéu cau vé do tin cay.

Thang do thim viéng : dugc do bai 4 bién (TV1 — TV4). Két qua danh gia
cho thiy : Cac bién c6 hé s6 twong quan bién tong bién thién tir .517 dén .501, déu >
.30, nén cac bién nay phi hop. Hé sé o = .736 > .60. Do vay, thang do tham viéng
dat yéu cau vé do tin cay.

Thang do hiéu qua kinh doanh : duoc do béi 4 bién (HQKD1 — HQKD4).
Két qua cho thdy : Hé sé twong quan bién tong bién thién tir .740 dén .740, déu >
.30, nén céc bién nay phu hop. Hé s6 a = .871 > .60. Vi thé, thang do hiéu qua kinh
doanh dat yéu cau vé do tin cay.

Thang do sy hop tac : duoc do boi 4 bién (SHT1 — SHT4). Két qua danh
gia cho thay : Cac bién SHT2 — SHT4 c6 hé sb twong quan bién tong bién thién tur
.555 dén .530, déu > .30. Do vay, cac bién SHT2, SHT3 va SHT4 phu hop. Riéng
bién SHT1 c6 hé sé twong quan bién tong 1a .195 < .30 nén bién nay bi loai. Hé s6 o
lic dau = .666 > .60. Sau khi loai bién SHT1 thi hé s6 o = .749 > .60 va Ién hon hé

s6 o ltc dau. Vi thé, thang do su hop tac dat yéu cau vé do tin cay.

3.5.3.2. Pdnh gid gid tri thang do bang phan tich EFA

Phuong phép phan tich nhan t6 kham pha EFA (Exploratory Factor Analysis,
goi tit 1a phuong phap EFA) dugc dung dé rdt gon mét tap bién quan sét k thanh
mot tap F (F < k), va F c6 y nghia hon k. Hién nay, phuong phap EFA dugc st dung
phd bién trong nghién ctru dé danh gia so bo thang do.

¢ Diéu kién dé phan tich EFA

Phuong phap EFA dua trén mdi quan hé giita cac bién do luong. Cac tiéu chi
dé danh gia mdi quan hé gom : Kiém dinh Barlett (Bartlett’s test of sphericity) va
kiém dinh KMO (Kaiser-Meyer-Olkin measure of sampling adequacy). Néu Sig. <
.05 va KMO > .50 chiing ta két luan phan tich EFA la thich hop va c¢6 y nghia. Tuy
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nhién, trong nghién ctru ndy, viéc phan tich EFA théng qua kiém dinh Barlett va
KMO Ia khong can thiét, vi voi su trg gilp cta cac phan mém xir Iy thong ké nhu
SPSS, ching ta c6 thé nhin vao cac két qua trong sé nhan té va phuong sai trich. Do
cac két qua nay ludn ludn dat yéu cau nén van dé kiém dinh Barlett va KMO khéng
con y nghia (Nguyén Pinh Tho, 2011, tr.397).

e Danh gia gia tri thang do bang EFA

Khi danh gia gié tri thang do, can kiém tra ba thudc tinh quan trong trong két
qua EFA : (i) Sé lugng nhan té trich, (ii) Trong sé nhan t6, va (iii) Tong phuong sai
trich (Nguyén Pinh Tho, 2011, tr. 399).

Sé lweng nhan té trich : Tiéu chi Eigenvalue thuong duoc st dung trong
phan tich EFA. Véi tiéu chi nay, s6 lugng nhan to trich duge xac dinh & nhan té c6
Eigenvalue ti thiéu bang 1 (> 1).

Treng sé nhan té : Trong s nhan té cua mot bién do lwdong sau khi quay
phai cao, va trong sé trén cac nhan td khong do luong phai thap. Pat dugc diéu nay,
thang do xem nhu dat duoc gia tri hoi tu. Khi kiém dinh trong s6 nhan t6 can xem
xét hai diéu kién sau:

Mgt 13, trong s6 nhan té cua bién Xi 1a Ai phai > 50% phuong sai cia Xi. Tuy
nhién, trong thyc tién nghién ciru, thang do bao gdm nhiéu bién do luong, vi vay Ai
> .50 1a gia tri chap nhan. Truong hop Ai < .50 c6 thé xda bién Xi, vi n6 khong do
luong khai niém ma ching ta can do. Néu Ai khéng qua nho, vi du Ai = .40 va gié tri
cua bién nay déng gop vao noi dung cia khai niém no do ludng, ching ta khong
nén loai bién nay.

Hai 14, chénh léch trong s6 : MA — AiB > .30 1a gia tri duoc cac nha nghién
ctru chap nhan. Néu hai trong sé nay tuong duong nhau thi can loai bo bién nay.
Tuy nhién, ciing can xem xét gia tri noi dung cua né truéc khi quyét dinh loai bo
hay khdng loai bo mot bién do luong.

Tong phwong sai trich (TVE — Total Variance Explained) : Khi danh gia két
qua EFA, can xem xét tong phuong sai trich TVE. Téng nay thé hién cac nhan t6

trich dugc bao nhiéu phan tram cia céc bién do luong. Tong nay phai dat tir 50%
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tré 18n, c6 nghia 1a phan chung phai 16n hon phan riéng va sai s6 (tir 60% tro 18n 1a
tt). Thoa diéu kién nay, két luan mé hinh EFA phu hop.

Ngoai ra, trong nghién ciru so bo, kich thudc mau nhé (nghién ciu nay c&
mau 1a 136), néu xem xét tit ca cac thang do cung mét ldc thi s& gip kho khin vé
kich thuéc mau (Nguyén Pinh Tho, 2011, tr. 404). Mat khac, khong dugc dua bién
phu thudc vao chung véi bién doc lap dé xir Iy EFA (Nguyén Pinh Tho, 2011, tr.
406). Vi vay, luan an nay sir dung chién luoc phan tich EFA, danh gia gid tri cac
thang do theo ba nhom sau :

Nhom 1: Thanh phan caa RQ gom ba thang do (1) Long tin, (2) Cam két, va
(3) Su hai long.

Nhom 2: Nhan t6 anh huong dén thanh phan cia RQ gém sau thang do (1)
Chét lugng san pham, (2) Chat luong giao hang, (3) Théng tin thi truong, (4) Su
giao tiép, (5) Tuwong tac ca nhan, va (6) Tham viéng.

Nhom 3: Thanh phan cuaa két qua mdi quan hé gom hai thang do (1) Hiéu
qua kinh doanh, (2) Su hop tac.

e K&ét qua danh gia gia tri thang do bing EFA

Nhom 1 — Thanh phan cia RQ

Phu luc 15 cho thiy, két qua EFA thang do cac khai niém trong nhém 1 c6 3
nhan t6 duoc trich tai Eigenvalue = 2.361 > 1 va téng phuong sai trich dugc 1a
67.583% > 60%, tic 14 phan chung cua cac thang do dong gdp vao nodi dung cua
khai niém RQ I6n hon phan riéng va sai s6. Chiing t6 cac thang do nay giai thich tot
khai niém RQ gitra NSX va NPP.

V& trong s6 nhan t6 : Nhan té 1 — dat tén 1a long tin (LT) c6 trong s6 nhan t6
cua 5 bién quan sat (LT1 — LT5) déu >.50 (nho nhat 1a LT4 = .772); Nhan té 2 — dit
tén 1a sy hai 1ong (SHL) c6 trong s6 nhan t6 cia 4 bién quan sat (SHL1 — SHL4)
déu >.50 (nho nhat 1a SHL2 = .817); Nhan té 3 — dat tén 1a cam két (CK) c6 trong
s6 nhan té cua 4 bién quan sat (CK1 — CK4) déu >.50 (nho nhat la CK1 = .789);.

Ngoai ra, cac bién quan sét co chéch léch trong sé nhan té giira trong sé nhan t6 d6
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S0 véi cac nhan té khac déu > .30. Do d6, gia tri thang do cua cac khéi niém trong
nhom 1 dat yéu cau.

Nh6ém 2 — Nhan té anh hwéng dén thanh phan cia RQ

Phu luc 15 cho thay két qua EFA thang do cua cac khai niém trong nhom 2
cd 6 nhan té duoc trich tai Eigenvalue = 1.725 > 1 va téng phuong sai trich 1a
63.378% > 60%, nghia la phan chung cua thang do déng gop vao noi dung khai
niém tac nhan cua RQ 16n hon phan riéng va sai s6. Nhu vay, cac thang do nay gial
thich tot noi dung khai niém tac nhan cua RQ giira NSX va NPP.

Nhan té 1 — dat tén 1a sy giao tiép (SGT) c6 trong s6 nhan t cua 4 bién quan
sat (SGT4, SGT1, SGT5 va SGT3) déu >.50 (nho nhat 1a SGT3 = .717). Riéng bién
SGT2 c6 trong s6 nhan tb 1a .381 < .50 nén bién nay bi loai. Nhan té 2 — dat tén I
thong tin thi trwong (TTTT) ¢d trong sé nhan té cua 4 bién quan sat (TTTT1 —
TTTT4) déu >.50 (nho nhat 1a TTTT4 = .751). Nhan té 3 — dit tén 1a twong tac ca
nhan (TTCN) c6 trong s6 nhan t6 cua 4 bién quan sat (TTCN1 — TTCN4) déu >.50
(nho nhét 12 TTCN4 = .696). Nhan té 4 — dat tén 1a chat luong giao hang (CLGH)
c6 trong s6 nhan té cua 3 bién quan sat (CLGH1 — CLGH3) déu >.50 (nho nhit I
CLGH2 = .848). Nhan té 5 — dit tén 1a tham viéng (TV) c6 trong s6 nhén té cia 4
bién quan sat (TV1 — TV4) déu >.50 (nho nhat 1a TV3 = .686). Nhan té 6 — dat tén
la chat luong san pham (CLSP) c6 trong sé nhan té caa 3 bién quan sat (CLSP —
CLSP) déu >.50 (nho nhat 13 CLSP3 = .767).

Va cé4c bién quan sat ¢ chéch léch trong sé nhan té giita trong s6 nhan t6 d6
S0 V&i c4c nhan té khac déu > .30. Nhu vay, gia tri thang do cua cac khéi niém trong
nhom 2 dat yéu cau.

Nhom 3 — Thanh phan cia két qua méi quan hé

Theo phu luc 15, két qua EFA thang do cac khai niém trong nhom 3 c6 2
nhan té duoc trich tai Eigenvalue = 2.052 > 1 va tong phuong sai trich 13 62.246% >
60%. Ching t6, cac thang do nay giai thich tét khai niém thanh phan cua két qua
méi quan hé gitra NSX va NPP.

Nhan té 1 — dat tén 1a hiéu qua kinh doanh (HQKD) ¢ trong s nhan té cua
4 bién quan sat (HQKD1 — HQKD4) déu >.50 (nho nhat 12 HQKD3 = .828). Nhan
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to 2 — dat tén 1a su hop tac (SHT) c6 trong sé nhan té cua 3 bién quan sat (SHT2,
SHT4 va SHT3) déu >.50 (nho nhat 1a SHT3 = .794). Riéng bién SHT1 cd trong s6
nhan t6 12 .369 < .50 nén bién nay bj loai.

Ngoai ra, cac bién quan sat ¢ chéch léch trong s6 nhan té gitta trong s6 nhan
t6 d6 so vai cac nhan té khac déu > .30. Do vay, gid trj thang do cua céc khai niém

trong nhém 3 dat y&u cau.

3.5.4. Két luan nghién céu dinh lwong so bd
Qua phuong phap dinh luong so b, véi viéc phong van 170 nguoi dai dién
cho cac NPP nganh nhua, c6 136 bang cau hoi dat yéu cau. Sau khi danh gia do tin
cdy cac thang do bang Cronbach alpha va danh gid gia tri thang do bang phan tich
EFA. Két qua cho thdy c6 2 bién quan sat SGT2 (NSX cung cdp cho ching toi cac
diz ligu vé thi truong) va SHT1 (NSX hop tac véi ching tdi trong ké hoach san xuadt)
khong dat yéu cau nén bi loai. Do vay, 42 bién quan sat con lai duoc dua vao

nghién ciru dinh luong chinh thic, dugc mo ta trong phu luc 16.

3.6. TOm tit chwong 3

Chuong 3 da trinh bay quy trinh nghién ciru, xac dinh ngi dung khai niém
nghién cizu. Nghién ciru dinh tinh véi cong cu thdo lugn tay doi va thao lugn nhém.
Két qua thdo ludn tay déi kham phé dwoc 04 thanh phdn cia RQ, 08 nhan té dnh
huéng dén thanh phan cia RQ va 03 thanh phan cuia két qua maéi quan hé giza NSX
— NPP. Két qud thao lugn nhdm kham phé duwrgc 03 thanh phan cia RQ 14 : 10ng tin,
cam két va su hai 10ng; Sau nhan to dnh huong dén thanh phan cia RQ giira NSX —
NPP : chdt lwong san phdm, chdt lwong giao hang, thong tin thi truong, twong tic
cd nhén va tham viéng; Hai thanh phdn cua két qua méi quan hé giiza NSX — NPP
la : két qua kinh doanh va su hop tac. Cac chuyén gia gop y hiéu chinh bién quan
S&t thang do cdc thanh phan cia RQ, thang do nhan té dnh huéng dén thanh phan
ciia RQ va thang do thanh phan cua két qua mai quan hé giiza NSX — NPP cho phu

hop véi béi canh ¢ Viét Nam.
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Tiép dén, trinh bay co so Iy thuyét hinh thanh 11 thang do Khai niém cia md
hinh nghién citu, xay dung bdng cau héi so b dé khdo sat va kiém dinh bang
phwong phap dinh luong so bo.

Két qua nghién ciru dinh lirong so bé Véi 170 bang cau héi, sé bang cau hdi
dat yéu cdu la 136. Ddnh gid dé tin cdy thang do bang Cronbach alpha, hé so
twong quan bién tong cua cac bién quan sat deu > .30 nén bién quan sdt dat yéu
cau. Hé sé a déu > .60, nén cdc thang dwoc chdp nhdn vé dé tin cdy. Panh gid gid
tri thang do bang phan tich EFA cho ba nhém nhan té : Nném 1 : ¢6 3 nhan té duwoc
trich tgi Eigenvalue = 2.361 > 1 va téng phwong sai trich la 67.583% > 60%;
Nhom 2 : ¢6 6 nhan to duwoc trich tei Eigenvalue = 1.687 > 1 va téng phirong sai
trich 1a 65.927% > 60%; Nhom 3 : ¢6 2 nhan to duoc trich tai Eigenvalue = 1.976
> 1 va tong phirong sai trich la 70.047% > 60%. Cdc thang do déu c6 trong sé
nhan té > .50, va chéch léch trong sé nhan té giia trong sé nhan té cua bién doé
nhém vao so véi cac nhan té khdc déu > .30. Do vdy, gid tri thang do cua céac khai
niém dat yéu cau. Riéng hai bién SGT2 va SHT1 ¢6 hé s¢ twong quan bién téng <
.30 va trong sé nhan to < .50, nén by logi. Do vdy, 42 bién quan sat con lai diroc

dwa vao thyc hién nghién ciu dinh luong chinh thec.
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CHUONG 4
KET QUA NGHIEN CU'U PINH LUQNG CHINH THUC

Gi6i thiéu : Chirong nay dé cdp dén phwong phdp va két qua nghién ciru
dinh lwong chinh thirc. Trinh bay cdc két qua danh gid do tin cdy thang do bdng
Cronbach alpha, danh gid gid tri ciia thang do bang EFA. Kiém dinh C&c thang do
khdi niém bang phdn tich nhan t6 khang dinh — CFA. M6 hink cdu triic tuyén tinh —
SEM duwoc sir dung dé kiém dinh mé hinh va gia thuyét nghién ciu, kiém dinh mé
hinh canh tranh, kiém dinh bang phwong phdp bootstrap. Sir dung phwong phdp
phan tich da nhom dé kiém dinh sw khdc biét ciia cdc nhan t6 anh hwong dén thanh

phan cua RQ. Ban ludn két qua cua nghién curu so voi cdc nghién cuu trudc.

4.1. Nghién ctru dinh lwong chinh thac
4.1.1. Bang cau héi nghién ciru dinh lwgng chinh thirc
Bang cau hoi st dung cho nghién ctru dinh luong chinh thirc dugc lap trén co
so cac thang do dat yéu cau theo két qua nghién ciru dinh lugng so bo di trinh bay
trong chuong 3, véi 11 thang do va 42 bién quan sat. Tiép tuc st dung thang do
Likert 7 diém dé danh gia mirc do dong ¥ cho tat ca cc bién quan sat, v6i 1 : hoan

toan khong dong ¥, ... va 7 : hoan toan dong y (theo phu luc 17).

4.1.2. Miu khao sat chinh thic
4.1.2.1. Kich thuwéc mau
Dé kiém dinh 1y thuyét khoa hoc trong nghién ctru dinh luong can thiét phai
chon miu. Pay 1a mot trong nhimg khau quan trong, c6 y nghia quyét dinh chat
luong cua két qua nghién ctru. Thong thudng, cic phuong phap phan tich khac nhau
yéu cau vé kich thudc mau khac nhau. Néu phuong phap Cronbach alpha khong dit
van dé vé kich c¢& mau, thi EFA can kich thudc mau 16n (Nguyén Dinh Tho, 2011,
tr. 397). Khi phan tich EFA, kich thudc mau tdi thiéu 1a 50, tt hon 13 100 mau va ti
1¢ mau/bién quan sét 1a 5:1, ¢ nghia 1 1 bién quan sét can tdi thiéu 1a 5 mau, ty 18

t6t nhat 1a 10:1 tré 1én (Hair va cong sy, 2006).
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Trong 11 thang do cua nghién ctu ndy c6 42 bién quan sat. Do d6, kich
thudc mau tét nhat 12 42 x 10 = 420. Tuy nhién, theo Nguyén Pinh Tho (2011, tr.
231) kich thuéc mau cang 16n cang tot. Bé dat duoc kich thudc mau tét nhat, 700

bang cau hoi duoc sir dung dé phong van.

4.1.2.2. Phwong phdp chon madu

Nghién ctu dinh lwong thuong chon phuong phap xac suit (probability
sampling) dé c6 thé dai dién cho dam dong can nghién ctu (Sudman, 1976). Tuy
nhién, chon mau khong theo phuong phap xac xuat ciing duoc st dung phd bién
trong nghién ctru dinh lwong. Néu mau dugc chon theo phuong phap phi xac suat
(non-probability sampling) thi n6é khong dai dién cho dam dong, nhung n6 khong
phai khong cd gia tri trong nghién cau (Nguyén Dinh Tho, 2011, tr.166). Mau phi
X4c suat duoc str dung dé nghién cau nhiing ly thuyét hién cé hozc phat trién nhitng
cai méi (Showkat va Parveen, 2017). Trong mét sé truong hop, lay mau phi xac
suit 1a su thay thé chap nhan duoc (Baker va cong su, 2013). Theo Sarstedt va cong
su (2017, tr.2), ldy mau xac suat 1a phwong phap chinh trong nhiéu thap ky, tuy
nhién, do loi thé vé chi phi va su thuan tién, viéc lay mau phi xac xuat ludn tim thay
mét vi tri trong nghién ctu hoc thuat. Vé mat Iy thuyét, cac mau phi xac suat ¢ thé
mang lai két qua chinh xac nhu cac mau xac suat (Sarstedt va cong su, 2017, tr.3).

Ngoai ra, mot s nghién cau trong thoi gian gan day vé RQ ciing sir dung
phuong phap chon mau phi x4c xuit. Nhu nghién ctu cia Abdullah va cong su
(2014) &p dung phuong phap chon mau dinh ngach (quota sampling). Nghién cau
cia Ahamed va Skallerud (2015) s dung chon mau thuan tién (convenience
sampling).

Trong luan &n nay, chung toi da tap hop duoc danh séch NPP do méot s6 NSX
I6n trong nganh nhya cung cap, nhu : Nhua Binh Minh, Nhya Tién Phong, Nhya
Duy Tan, Nhwa Pai Dong Tién, ... Tuy nhién, do dix liéu chua day du dé hinh thanh
khung mau nén khéng thé Idy mau theo phuong phap xac suat. Do vay, trong phan
dinh lwong chinh thic ching t6i chon miu phi xac suit (non - probability

sampling). Trudc tién, sir dung ldy mau han ngach (quota sampling). Vi mot s6 nha
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nghién cau da 1ap luan ring phuong phap 14y mau han ngach cé thé tao ra két qua
tuong dwong voi két qua ldy mau xac suat (Moser va Stuart, 1953; Stephan va
McCarthy, 1974; Cumming, 1990; Brick, 2011; Yang va Banamah, 2014).

Theo Yang & Banamah (2014, tr. 2), trong ldy mau han ngach, toan bo dam
déng (population) duoc chia thanh cac tang c6 lién quan nhu : giGi tinh, tudi tac,
tang 16p, v.v. Nhitng tang 16p nay dwoc goi 1a “han ngach” va duoc chon theo chu
dé nghién ctu. S6 lugng phan tir trong mdi tang ctia dam dong nghién cau duoc udc
tinh vai dix liéu bén ngoai. Sau dé, tdng s6 don vi trong mdi ting duoc tinh theo ty
I& trong Gng trong dam dong va ¢& mau dugc xac dinh trudc. Cudi cung, dé co
dugc s6 mau cho mdi tang, ngudi phong van co thé ty do chon bat ctr ai mién la
nguoi d6 dap (g yéu cau cua tang. Nhitng nguoi khdng sin sang tham gia s& duoc
thay thé bai nhitng ngudi khac (Brinsky, 2006).

Theo phuong phap han ngach, dam dong trong nghién ctru nay la cac NPP
san pham nganh nhya. Chung toi chia ddm dong thanh hai nhom (ting) : nhém NPP
nhua VLXD va nhom NPP nhya gia dung. Can ctr vao danh sach va dir liéu NPP do
mot s& NSX trong nganh nhua cung cap, nhu :Nhya Binh Minh, Nhua Tién Phong
(nhya VLXD), va Nhya Duy Tan, Nhwa Pai Dong Tién, ... (nhua gia dung). Ching
t6i ude tinh s6 lugng NPP trong dam dong nghién ctu. Bong thoi, véi kinh nghiém
ban than, udc tinh ty 1é mau s& chon trong tirng nhdm cia dam dong, dé xac dinh

tong s6 mau st dung cho nghién cau. S6 liéu dugc mé ta trong bang 4.1.

Bang 4.1 . Chon méu theo phwong phap han ngach.

] . Pam dong Ty l€ S6 mau
Nhom (tang) R
nghién cau (%) sé chon
NPP nhya VLXD 1.200 50% 600
NPP nhya gia dung 500 20% 100
Cong 1.700 700

Nguén : Ude tinh va tong hop dit liéu Cia tdc gid.
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Trén co sé s6 miu theo phuwong phap han ngach. Budc tiép theo, ding
phuong phép thuan tién (convenience sampling) két hop véi phuong phap phan
doan (judgment sampling) dé chon cho du sé lwgng mAu. Nguoi phong van vién
khao sat theo phuong phap thuan tién, nhung c6 suy doan va chon loc nhiing ddi
tugng nao cam thay phu hop méi tiép can dé phong van. Vi du : NPP 14 céc cua
hang c6 quy md (co s& vat chit, hang hoa, ...) qua nho thi bé qua.

Dé két qua co thé mang tinh dai dién, luan &n nay thuc hién chon mau trén ba
khu vuc : Thanh phé Ho Chi Minh, céc tinh Mién Tay Nam B¢ (Long An, Tién
Giang, Bén Tre, Vinh Long, Tra Vinh, Pong Thap, An Giang, Kién Giang, Can
Tho, Hau Giang, Soc Trang, Bac Liéu va Ca Mau), va mot s6 tinh Mién Pong Nam
B6 (Tay Ninh, Binh Duong, Pong Nai va Ba Ria — Viing Tau).

Poi tuong khao sat : 1a cac Giam déc, Chu doanh nghiép, Chu caa hang,
Truong bo phan mua hang, ban hang, va mot sé6 nhan vién phu trach mua hang, béan
hang cuta cac NPP trong nganh nhua (theo phu luc 18).

Phuong phap phong van : tuong ty nhu trong nghién ciru dinh luong so bo,
huéng dan cac d6i twong duogc mai khao sét vé bang cau hoi dinh luong chinh thirc,
sau d6 phong van truc tiép dé ho tra 1oi va ghi vao bang cau hoi. Thoi gian phong
van : Tir thang 8/2016 dén hét thang 12/2016.

4.1.2.3. Co ciu mdu

Tong s6 bang cau hoi sir dung dé phong van 1a 700. S6 bang cau hoi cac doi
tuong tra o1 nop lai 12 616 (ty 18 hdi dap 88%). Trong do, co 56 bang cau hoi khong
dat yéu cau, do ngudi duoc hoi khdng tra 10i hét bang cau hoi hoac tra loi véi cac
tham s gidng nhau. Nhu vay, s6 bang cau hoi dat yéu cau l1a 560.

Bang 4.2 cho thay, trong 560 nguoi tra 1oi bang cau hoi c¢6 289 nguodi nam
(52%) va 271 ngudi nit (48%). Trong d6 : Cap quan 1y 440 nguoi (79%) va cap
nhan vién 13 120 ngudi (21%). D6 tudi tham gia tra 161 nhidu nhit 1a tir 40 dén dudi
50 tudi, voi ty 18 1 41%; Do tudi dudi 30 chi co 13%. SO ngudi c¢6 tham nién cong
tac trong nganh nhya trén 10 ndm tham gia tra 16i nhiéu nhat (269 nguoi, véi ty 18

48%); Tham nién cong tac dudi 3 nim chi c6 39 nguoi, chiém ty 1& 7%.
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V& khu vuc dia 1y : Theo bang 4.2 trong 560 nguoi tham gia khao sat c6 207
ngudi & TP.HCM (chiém 37%), 262 ngudi 6 Mién Tay Nam Bo (chiém 47%) va 91
ngudi & Mién Pong Nam Bo (chiém 16%). Vé hinh thirc s¢ hitu vén : Ho kinh
doanh c4 thé chiém ty 1é cao nhat 82% (twong tng voi 459 ngudi), ké dén 1a Cong
ty TNHH chiém 11% (61 ngudi), DNTN chiém 6% (33 nguoi) va 7 ngudi 1a cong
ty c¢6 phan (1%).

4.1.3. Két qua danh gia d tin cay thang do bing Cronbach alpha

Sau khi c6 dir lieu nghién cau chinh thac, ching toi tiép tuc sir dung
Cronbach alpha dé danh gia do tin cay cua thang do. Tiéu chuan va phuong thirc
danh gia tién hanh tuong tu nhu trong nghién ciru dinh lwong so bo.

Phu luc 20 trinh bay két qua Cronbach alpha cac thang do trong nghién ciru
chinh thtrc. M6t s6 ndi dung chinh nhu sau :

Thang do “Long tin” (LT) : duoc do bai 5 bién (LT1 — LT5). Két qua danh
gid cho thay : Cac bién co hé sd twong quan bién tong (Corrected Item-Total
Correlation) bién thién tir .700 dén .672, déu > .30, nén cac bién nay phu hop. Hé sb
o =.873 > .60 va 16n hon hé s a trong nghién ctru so bd (o = .852). Do vay, thang
do long tin dat do tin cay.

Thang do “Cam két” (CK) : dugc do boi 4 bién (CK1 — CK4). Két qua cho
thiy : Hé s6 twong quan bién tong bién thién tir .665 dén .688, déu > .30, nén céac
bién nay phu hop. Hé s6 a = .861 > .60 va 16n hon hé s6 a trong nghién ctru so bd
(0.=.834). Vi thé, thang do cam két dat do tin cay.

Thang do “Sy hai long” (SHL) : duoc do bdi 4 bién (SHL1 — SHL4). Két
qua danh gia do tin cdy cho thay : Cac bién c6 hé sb twong quan bién tong bién
thién tir .771 dén .758, déu > .30, nén cic bién nay phu hop. Hé sé a = .906 > .60 va
16n hon hé s a trong nghién ctru so bd (o= .876). Do vay, thang do sy hai 1ong dat
do tin cay.

Thang do “Chit hrgng san pham” (CLSP) : dugc do béi 3 bién (CLSP1 —
CLSP3). Két qua cho thiy : Hé s6 trong quan bién tong bién thién tir .700 dén .674,
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déu > .30, nén cac bién nay phu hop. Hé sb a = .841 > .60 va 16n hon hé s6 o trong
nghién ctru so bd (o =.764). Vi thé, thang do chat lugng san phém dat do tin cay.

Thang do “Chét lrong giao hang” (CLGH) : duoc do boi 3 bién (CLGHI
— CLGH3). Két qua danh gia cho thdy : Cac bién c6 hé s tuong quan bién tong
bién thién tir .762 dén .762, déu > .30, nén cac bién nay phu hop. Hé sé a = .879 >
.60 va 16n hon hé sé a trong nghién ctru so bd (o = .838). Do dé, thang do chat
lugng giao hang dat d¢ tin cay.

Thang do “Théng tin thi treong” (TTTT) : dugc do boi 4 bién (TTTTI —
TTTT4). Két qua cho thiy : Hé s6 twong quan bién tong bién thién tir .479 dén .750,
déu > .30.

Theo phu luc 20, bién TTTT1 c6 twong quan bién tong 1a .479, thap hon cac
bién khac trong thang do thong tin thi truong. Néu loai bo bién nay thi vé mit thong
ké, hé s6 Cronbach alpha s& tang tir .837 1én .881 la tot hon. Tuy nhién, loai hay
khdng loai bién khong chi nhin vao con sb théng ké ma con phai xem xét gia tri cua
khai niém (Nguyén Dinh Tho, 2011, tr. 353, 354). D6i véi bién TTTT1, theo nghién
ctru cua Sabherwal & Chan (2001), bién nay Ia can thiét cho noi dung khai niém
thong tin thi trudng anh hudng dén hiéu qua kinh doanh. Ngoai ra, trong nghién ciu
dinh tinh, cac chuy@n gia cho riang bién nay la can thiét cho khai niém thong tin thi
truong tac dong dén RQ gitta NSX va NPP. Do d6 khong loai bién TTTT1, va cac
bién nay dat yéu cau. Hé sé a = .837 > .60 va 16n hon hé s6 a trong nghién ciru so
bo (o= .818). Vi thé, thang do thdng tin thi truong dat do tin cay.

Thang do “Sw giao tiép” (SGT) : dugc do boi 4 bién (SGT1, SGT3, SGT4
va SGTS5). Két qua danh gia cho thiy : Cac bién c6 hé sb twong quan bién tong bién
thién tir .740 dén .689, déu > .30, nén cac bién nay phu hop. Hé s6 a = .885 > .60 va
16n hon hé sb a trong nghién ctru dinh luong so bd (a = .798). Do viy, thang do sy
giao tiép dat do tin cay.

Thang do “Twong tic ca nhian” (TTCN) : duoc do bdi 4 bién (TTCN1 —
TTCN4). Két qua cho thiy : Hé sb twong quan bién tong bién thién tir .713 dén
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718, déu > .30, nén cac bién nay phu hop. Hé sé a = .878 > .60 va 16n hon hé sb a
trong nghién ctru so bd (a0 =.757). Vi thé, thang do tuong tac ca nhan dat do tin cay.

Thang do “Thim viéng” (TV) : duoc do boi 4 bién (TV1 — TV4). Két qua
danh gia do tin cay cua thang do cho thiy : Céc bién c6 hé sé twong quan bién téng
bién thién tir .652 dén .648, déu > .30, nén cac bién nay phu hop. Hé sb a = .828 >
.60 va 16n hon hé sb o trong nghién ctru so bd (o = .736). Do vdy, thang do thim
Viéng dat do tin cay.

Thang do “Hiéu qua kinh doanh” (HQKD) : duoc do boi 4 bién (HQKD1
— HQKD4). Két qua cho thiy : Hé sb twong quan bién tong bién thién tir .780 dén
783, déu > .30, nén céc bién nay phu hop. Hé sé a = .901 > .60 va 16n hon hé sb a
trong nghién ctiru so bo (a = .871). Vi thé, thang do hiéu qua kinh doanh dat d6 tin
cay.

Thang do “Sw hop tic” (SHT) : dugc do boi 3 bién (SHT2, SHT3 va
SHT4). Két qua danh gia cho thay : Cac bién c6 hé s6 twong quan bién tong bién
thién tir .788 dén .833, déu > .30, nén cac bién nay phu hop. Hé s6 a = .909 > .60 va
16n hon hé s6 a trong nghién ctru so bd (a = .749). Do vay, thang do su hop tac dat

do tin cay.

4.1.4. Panh gia gia tri thang do bang phan tich EFA
4.1.4.1. Phwong phap danh gia

EFA 1a phuong phap danh gia lién két, nghia 1a danh gia gia tri thang do cua
khai niém nay trong mdi quan hé vai cac khai niém khéc. Khi st dung EFA dé danh
gia ting thang do riéng 1é thi két qua cua né khéng may gia tri. Vi thé, ching ta
khong nén st dung EFA dé danh gia gia tri cta ting thang do (Nguyén Dinh Tho,
2011, tr. 404).

Trong phuong phép so bd, do kich thuéc mau nho nén str dung danh gia theo
tung nhom thang do va theo phép quay vudéng goc (Varimax). Tuy nhién, trong
nghién ciru chinh thic, kich thuéc mau 16n hon nghién ciru so b (n = 560) nén
ching ta st dung EFA dé danh gia cac thang do cung mét lGc va dung phép quay

Promax. Do Promax cung cip cho chlng ta cau trlic dit liéu chinh xac hon Varimax
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(Gerbing va Anderson, 1988). VVa phép quay Promax ngay nay 1a phwong phap phd
bién nhat dé thuc hién mé hinh SEM (Hair va cong su, 2010).

4.1.4.2. Két qud ddnh gid

Phu luc 21 trinh bay két qua EFA céac thang do trong nghién ctru chinh thic,
c6 11 nhan té duoc trich tai Eigenvalue = 1.017 > 1 va téng phuong sai trich (TVE)
la 66.740% > 60%, tirc 1a phan chung cua cac thang do dong gop vao cac khai niém
I6n hon phan riéng va sai s6. Co nghia 14 cac thang do giai thich tot cac khai niem.
Vé trong s6 nhan té duoc mo ta nhu sau

Nhan t6 1 — dat tén 1a hiéu qua kinh doanh (HQKD) c6 trong sé nhan té cua
4 bién quan sat (HQKD1 — HQKD4) déu >.50 (nho nhat 13 HQKD3 = .745). Nhan
t6 2 — dat tén la cam két (CK) c6 trong s nhan t6 cua 4 bién quan sat (CK1 — CK4)
déu >.50 (nho nhét 1a CK4 = .608). Nhan té 3 — dit tén 1a 1ong tin (LT) c6 trong sé
nhan té cua 4 bién quan sat (LT1 — LT4) déu >.50. Riéng bién quan sat LT5 c6
trong s6 nhan t6 12 .459 < .50 nén bién LT5 bj loai. Nhan t6 4 — dit tén 1a thdng tin
thi truong (TTTT) ¢6 trong s6 nhan t6 cua 3 bién quan sat (TTTT2 — TTTT4) déu
>.50. Riéng bién quan sat TTTT1 c6 trong sé nhan té 1a .494 < .50 nén bién TTTT1
bi loai. Nhan t6 5 — dat tén 1 su hai 1ong (SHL) c6 trong sé nhan té cua 4 bién
quan sat (SHL1 — SHL4) déu >.50 (nho nhat 1a SHL4 = .736). Nhan to 6 — dat tén
1a tuong tac ca nhan (TTCN) c6 trong s6 nhan té cua 4 bién quan sat (TTCN1 —
TTCN4) déu >.50 (nho nhat 1a TTCN4 = .726). Nhan t6 7 — dat tén 1a sy hop tac
(SHT) ¢6 trong s6 nhan té cua 3 bién quan sat (SHT2 — SHT4) déu >.50 (nho nhat
la SHT2 = .810). Nhan t6 8 — dat tén 1a tham viéng (TV) c6 trong sé nhan té cua 4
bién quan sat (TV1 — TV4) déu >.50 (nho nhat 1a TV3 = .540). Nhan t6 9 — dat tén
la chat luong san pham (CLSP) c6 trong sé nhan té cua 3 bién quan sat (CLSP1 —
CLSP3) déu >.50 (nho nhat 1a CLSP3 = .669). Nhan té 10 — dat tén 1 sy giao tiép
(SGT) c6 trong s6 nhan t cua 4 bién quan sat (SGT1, SGT3 va SGT4) déu >.50.
Riéng bién quan sat SGT5 c6 trong sé nhan t6 1a .480 < .50 nén bién SGT5 bi loai.
Nhan té 11 — dat tén Ia chat lugng giao hang (CLGH) c6 trong sé nhan t cua 3
bién quan sat (CLGH1 — CLGH3) déu >.50 (nho nhat 1a CLGH1 = .774).
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Ngoai ra, cac bién quan sat ¢ chéch Iéch trong sé nhan té gitta trong s6 nhan
t6 d6 so véi cac nhan tb khac déu > .30. Do do, gia tri thang do cua cac khai niém

trong nghién ctru nay dat yéu cau.

4.1.5. Két luan danh gia do tin cay va gia tri thang do
Két qua danh gia d6 tin cay bang Cronbach alpha, va gié tri thang do bang
EFA trong nghién ctu dinh luong chinh thuc, di loai bo 3 bién quan sat khdng phu
hop. Cu thé 1a cac bién : LTS5, TTTTI va SGT5. Nhu vay, 39 bién quan sat con lai

dugc dua vao kiém dinh trong cac phuong phap tiép theo.

4.1.6. Kiém dinh thang do bang phan tich CFA
4.1.6.1. Phwong phdp kiém dinh thang do

Kiém dinh thang do bang phuong phap CFA cho thiy c6 nhiing diém vuot
trdi so voi cac phuong phép truyén thong nhu : phan tich hé sé twong quan, EFA, ...
(Bagozzi va Foxall, 1996). Béi vi, CFA kiém dinh cdu trac 1y thuyét cua thang do
giita cac khai niém nghién ctru cho chlng ta két qua khong bi sai s6. Ngoai ra, CFA
kiém dinh duoc gia tri hoi tu va gia tri phan biét cia thang do tot hon cac phuong
phap khac (Steenkamp va Van Trijp, 1991).

Trong phén tich CFA, céc chi tiéu dé danh gia thang do bao gom :

(1) H¢ s tin cdy tong hop (Composite Reliability) va phwong sai trich
(Average Variance Extracted)
Hé s tin cay tong hop (Joreskog, 1971) va hé s téng phuong sai trich

(Fornel va Larcker, 1981) dugc tinh theo cong thirc sau :

P : P 2
(_21/11') 2 Ai
1= i=1
Prve= 5 2 P o
2 A +20-2,)

p(_': 2
P bl 2
(Z /11) +Z{l_/:tf\"
i=1 =1

Trong do :
— (pc) :Heé sbtin cay tong hop (CR)
— (pve) : Hé sb téng phuong sai trich (AVE)
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- P : S6 bién quan sat cua thang do
— i :Trong sb chuin hoa cua bién quan sét thir i

— (1- 4i?): Phuong sai cua sai 56 do luong bién quan sét thu i.

Theo Hair va cong su (2014, tr.604), hé sé tin cay tong hop : CR > 0.7; va hé

sb téng phuong sai trich, AVE caa mdi khai niém > 0.5.

(2) Mire @9 phu hgp caa mé hinh véi dir liéu thi treong
Steenkamp va Van Trijp (1991) cho ring mirc d6 phd hop cuia mé hinh véi
dir liéu thi treong 1a diéu kién can va du dé tap bién quan sat dat tinh don hudng
(unidimensionality). Bé do luong mirc d6 phi hop cia mé hinh nguoi ta st dung
c4c chi s6 :
- Chi-square. Chi-square/df : Chi-square diéu chinh theo bac tu do.
- GFI (Good of Fitness Index) : Chi s6 thich hop tot.
- TLI (Tucker va Lewis Index) : Chi s6 Tucker va Lewis.
- CFI (Comparative Fit Index) : Chi sé thich hop so sénh.
-  RMSEA (Root Mean Square Error Approximation).
M6 hinh dugc xem la phu hop vai dir liéu thi truong khi Chi-square ¢ gié tri
p > .05. Tuy nhién, nhugc diém caa Chi-square 12 phu thudc vao kich thugc mau.
Khi kich thuéc miu cang Ién thi gié tri thdng ké Chi-square cang Ion, diéu nay 1am
giam mac do phd hop caa md hinh. Néu mot mé hinh nhan duoc céc gié tri GFI,
TLI va CFI tir .90 dén 1; va RMSEA < .08 thi m6 hinh d6 duoc xem Ia thich hop
véi dir liéu thi trudng (Nguyén Dinh Tho va Nguyén Thi Mai Trang, 2011).

(2) Gia tri hoi tu (Convergent validity)

Gia tri hoi tu cua mot thang do phan &nh mutrc do hoi tu dé do luong mat khai
niém sau nhiéu 1an lp lai. Khi d6, cac sd do c6 mbi quan hé chit ché voi nhau
(Nguyén Pinh Tho, 2011, tr. 297). Mot thang do dat gia tri hoi tu khi trong sb chuén
hoa cua thang do > .50 va c6 y nghia théng ké (P < .05) (Anderson va Gerbring,
1998).
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(3) Gia tri phan biét (Discriminant validity)

Gia tri phan biét cta hai thang do hai khai niém khac nhau phai c6 sy khac
biét nhau. Theo Hair va cong su (2010), gia tri phan biét dat dugc khi chi s6 MSV
(Binh phuong hé sb tuong quan) va ASV (Trung binh phuong sai trich) cia cac
khai niém déu nho hon chi s6 AVE (Phuong sai trich).

4.1.6.2. Két qud kiém dinh thang do
Phuong phap CFA kiém dinh cac thang do ciia nghién ctru chinh thirc dugc
thuc hién bang phan mém AMOS 22, cho ching ta cac két qua sau :

e H¢ so tin cdy tong hop va phwong sai trich :
Bang 4.2 cho thiy hé sb tin cdy tong hop (CR) cta cac khai niém déu > 0.7
(thdp nhét 13 thang do tham viéng c6 CR = .834); va phuong sai trich (AVE) ctia cac
khai niém déu > 0.5 (thap nhat 1a thang do tham viéng véi AVE = .559). Do d9, két
qua kiém dinh thang do cac khai niém dat yéu cau vé hé sd tin cay tong hop va
phuong sai trich.

Bang 4.2. Két qua phan tich CFA — cé4c gia tri ciia thang do

Khéi niém CR AVE MSV ASV
Cam két 0.863 0.611 0.494 0.269
Long tin 0.854 0.594 0.452 0.285
Su hai long 0.908 0.712 0.494 0.305
Hiéu qua kinh doanh 0.903 0.699 0.209 0.140
Thong tin thi truong 0.882 0.713 0.196 0.147
Tuong tac ca nhan 0.878 0.644 0.458 0.324
Su hop tac 0.910 0.772 0.366 0.228
Tham viéng 0.834 0.559 0.419 0.295
Chat lugng san pham 0.844 0.644 0.466 0.224
Sy giao tiép 0.880 0.710 0.419 0.304
Chat luong giao hang 0.879 0.708 0.468 0.288

Nguon : Két qud phan tich CFA cua tac gid.
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e Mirc do phu hop ciia mo hinh véi dir li€u thi trueong :
Hinh 4.1 trinh bay két qua phan tich CFA thang do (chuin héa), véi cac chi
s6 : Chi-square/df = 2.166 < 3; P = .000; GFI = .880 > .80 (theo Bagozzi va Youjae,
1988) ; TLI = .941 va CFI = .948 déu > .90; RMSEA = .046 < .08. Cac chi s6 nay

déu dat yéu cau. Do vay, mo hinh phu hop véi dit liéu thi truong.

&7 Chi-square=1401.171 ; df=647
T I ; P=.000 ;Chi-square/df=2.166
oo - ;GFI=.880 ; TLI=.941

; CF1=.948 ;RMSEA=.046
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Hinh 4.1. Két qua phan tich CFA cac thang do (chuin hoa)
Nguon : Tong hop ciia tdc gid.
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e Giadtrihgitu:
Theo bang 4.3, hé s hdi quy chuan hoa cua cac bién quan sat déu Ién hon
.50 (nho nhat 1a .642) va c6 ¥ nghia thong ké (tat ca gia tri P déu bang .000). Do

vay, c4c bién quan sat do luong cac khai niém nghién ciru déu dat gia tri hoi tu.

Bang 4.3. Gia tri hoi tu cia cac thang do

Thang do va bién quan sat Hfhsjézﬁ;]g:y P-value Két luan
HOKDI €  HQKD 855 000 Hoi tu
HOKD2 €  HOKD 877 000 Hoi tu
HOKD4 €  HOKD 818 000 Hoi tu
HQKD3 < HQKD 792 .000 Hoi tu
TTTT4 < TTTT .853 .000 Hoi tu
TTTT3 < TTTT .857 .000 Hoi tu
TTTT2 < TTTT .823 .000 Hoi tu
TTCN3 < TTCN .858 .000 Hoi tu
TTCN2 < TTCN .768 .000 Hoi tu
TTCN1 < TTCN .766 .000 Hoi tu
TTCN4 < TTCN .814 .000 Hoi tu
TV2 < TV .836 .000 Hoi tu
TV1 < TV .768 .000 Hoi tu
TV4 < TV 733 .000 Hoi tu
TV3 < TV .642 .000 Hoi tu
SHT3 < SHT .895 .000 Hoéi tu
SHT4 < SHT .900 .000 Hoi tu
SHT?2 < SHT .838 .000 Hoi tu
CLSP2 < CLSP .850 .000 Hoi tu
CLSP1 < CLSP .781 .000 Hoi tu
CLSP3 < CLSP 75 .000 Hoi tu
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Thang do va bién quan sat Hfhsl?é:ﬁ;]g:y P-value Két luan
SGT3 < SGT .902 .000 Hoi tu
SGT4 < SGT .796 .000 Hoi tu
SGT1 < SGT .827 .000 Hoi tu

CLGH2 < CLGH .847 .000 Hoi tu

CLGHS3 < CLGH .833 .000 Hoi tu

CLGH1 < CLGH .844 .000 Hoi tu
SHL2 < SHL .864 .000 Hoi tu
SHL3 < SHL .869 .000 Hoi tu
SHL1 < SHL .825 .000 Hoi tu
SHL4 < SHL .816 .000 Hoi tu

LT3 < LT A73 .000 Hoi tu
LT2 < LT .799 .000 Hoi tu
LT4 < LT .818 .000 Hoi tu
LT1 < LT 791 .000 Hoi tu
CK3 < CK .819 .000 Hoi tu
CK2 < CK .788 .000 Hoi tu
CK1 < CK .730 .000 Hoi tu
CK4 < CK .788 .000 Hoi tu

Nguon : Két qua phan tich CFA cua tac gid.

e Giatriphan biét :

Bang 4.2 cho thay céc chi s6 MSV (Binh phuong hé s6 twong quan va ASV
(Trung binh phuong sai trich) cua cac khai niém déu nho hon chi s6 AVE. Nhu vay,
cac khai niém dat gia tri phan biét.

Tom tat két qua kiém dinh thang do bang phuong phap nhan t6 khang dinh
CFA dugc mo ta trong bang 4.4.



Bang 4.4. Tom tat két qua kiém dinh cac thang do bing CFA

105

Sw pht hgp

] S0 inhdon | ¢%° | phuong | Két qua
PR Ky bien , .. | tincay . 2
Khai ni¢m L hwong, hoi 2 sai kiem
hiéu | quan R tong . .
sat tu, phan ho trich dinh
bigt) L

Cam két CK 4 Phu hop 0.863 0.611 | Phuhop
Long tin LT 4 Phu hop 0.854 0.594 | Phu hop
Su hai long SHL 4 Phu hop 0.908 0.712 | Phuhop
Hiéu qua kinh doanh | HQKD 4 Phu hop 0.903 0.699 | Phuhop
Thong tin thi truong TTTT 3 Phu hop 0.882 0.713 | Phuhop
Tuong tac ca nhan TTCN 4 Phu hop 0.878 0.644 | Phuhop
Su hop tac SHT 3 Phu hop 0.910 0.772 | Phuhop
Tham viéng TV 4 Phu hop 0.834 0.559 | Phl hop
Chét lugng san pham | CLSP 3 Phu hop 0.844 0.644 | Phu hop
Sy giao tiép SGT 3 Phu hop 0.880 0.710 | Phuhop
Chét luong giao hang | CLGH 3 Phi hop 0.879 0.708 | Phu hop

Nguon : Két qud phan tich CFA cua tac gid.

Két qua CFA cac tham sb khac dugc mo ta trong phu luc 22.

Nhu vay, sau khi kiém dinh bang phuong phap CFA thi cic thang do déu

phu hop, md hinh Iy thuyét va céc gia thuyét khong thay ddi. Phan tiép theo tién

hanh kiém dinh bang phuong phap SEM dé xac dinh mirc d6 phi hgp caa md hinh

ly thuyét va cac gia thuyét.

4.1.7. Kiém dinh md hinh Iy thuyét va gia thuyét bang SEM

Sau khi kiém dinh cac thang do, st dung md hinh cau triic tuyén tinh SEM

dé kiém dinh mé hinh ly thuyét va céc gia thuyét caa nghién ctu nay.

4.1.7.1. Kiém dinh mé hinh ly thuyét
Hinh 4.2 trinh bay két qua SEM (chuan hoa) caa mé hinh ly thuyét, véi Chi-
square/df = 2.614 < 3; P =.000; GFI = .851 > .80 (theo Bagozzi va Youjae, 1988),
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TLI = .918, CFI = .926 déu > .90; RMSEA = .054 < .08 nén dat yéu cau. Do

vay, mo hinh nay dat d6 twong thich véi dix li¢u thi truong.
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Chi-square=1732.758 ; df=663 ; P=.000

;Chi-square/df=2.614
;GFI=.851 ; TLI=.918 ; CFI=.926
@ @ O @ ;RMSEA=.054

Hinh 4.2. Két qua SEM (chuin héa) mé hinh Iy thuyét

Nguon : Tong hop ciia tac gid.

4.1.7.2. Kiém dinh cac gid thuyét

Bang 4.5 cho thay két qua SEM, hé sé hdi quy (chua chuan hoa) cia cac moi
quan hé trong mé hinh. Chi s uéc luong (Estimate) cua 23 khai niém déu duong
nén cac mdi quan hé tac dong tich cuc. Phan lon cac gié tri P déu dat yéu cau va co
¥ nghia thong ké. Riéng gia thuyét H7b (CK = HQKD) c6 gi4 tri Estimate &m nén
gia thuyét nay tac dong tiéu cuc. Tong sb gia thuyét caa md hinh nghién cau 1a 24.
C6 19 gia thuyét phu hop va dugc chip nhan. Trong d6 : 16 gia thuyét duoc chap
nhan & mic ¥ nghia thong ké 5% ( p < .05), gém : Hla, H1b, Hic, H2a, H2b, H2c,
H3a, H3c, H4a, H5b, H6a, H6¢c, H7a, H7¢c, H8a va HS8c.
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Trong nhitng nim gan day, mot sb tai liéu chap nhan cac gia thuyét & mac y
nghia théng ké 10% (p < .1), nhu nghién cttu cua Su va cong su (2016, tr. 88). Dya
vao tai liéu nay, luan &n cua chang t6i cd 3 gia thuyét dugc chip nhan & muac y
nghia thong ké 10% (p < .1), gém : H4b, p = 0.078; H5c, p = 0.051; H7b, p = 0.070.
Nam gia thuyét khdng phu hop va bi loai gém : H3b, H4c, H5a, H6b, va H8b. Cu
thé nhu sau :

Gia thuyét Hla (L = 0.301, p < 0.001) duoc chap nhan ¢ mirc y nghia thong
ké 5%. C6 nghia 1a chét lwgng san pham cua NSX cang cao thi 10ng tin giita NSX
va NPP cang dugc gia tang, hai bén sé tin twong nhau nhiéu hon.

Gia thuyét H1b (A = 0.334, p < 0.001) dugc chap nhan & mic ¥ nghia thong
ké 5%. V&i y nghia 1a chat luong san pham caa NSX cang cao thi cam két giira
NSX va NPP cang duogc thyc hién tt hon.

Gia thuyét Hlc (L = 0.375, p < 0.001) duoc chap nhan & muc ¥ nghia thong
ké 5%. C6 nghia la chat lugng san pham cua NSX cang cao thi su hai long giira
NSX va NPP cang cao.

Gia thuyét H2a (A = 0.197, p < 0.01) duoc chap nhan & mirc ¥ nghia théng ké
5%. V&i y nghia 1a NSX dam bao viéc giao hang hoa, san pham cho NPP kip thoi
va chinh xac thi hai bén cang tin twdng vao nhau nhiéu hon.

Gia thuyét H2b (L = 0.139, p < 0.01) duoc chap nhan & mirc ¥ nghia thong ké
5%. Cé nghia 1a NSX dam bao viéc giao hang hoa, san pham cho NPP kip thoi va
chinh xac thi viéc cam két giira hai bén ngay cang duoc thuc hién tét hon.

Gia thuyét H2c (L = 0.240, p < 0.001) duoc chap nhan & mic ¥ nghia thong
ké 5%. Vi y nghia 1a NSX dam bao viéc giao hang hoa, san pham cho NPP kip
thoi va chinh x&c thi sy hai long gitra hai bén cang duoc gia tang.

Gia thuyét H3a (\ = 0.171, p < 0.001) dugc chap nhan ¢ muc y nghia thong
ké 5%. C6 nghia 1a NSX cung cap thdng tin thi truong day da, kip thoi va chinh xac

cho NPP thi hai bén cang tin twéng vao nhau nhiéu hon.
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Gia thuyét H3b (A = 0.046, p = .293 > .1) khong dugc chip nhan. C6 nghia la
mac di NSX cung cap thong tin thi truong day da, kip thoi va chinh xac cho NPP
nhung chua han hai bén thuc hién tét cac cam két véi nhau.

Gia thuyét H3c (A = 0.085, p < 0.05) dugc chap nhan & mirc ¥ nghia thong ké
5%. V&i y nghia 1a NSX cung cap théng tin thi truong day du, kip thoi va chinh xac
cho NPP thi hai bén cang hai 16ng véi nhau nhiéu hon.

Gia thuyét H4a (L = 0.195, p < 0.01) dugc chap nhan & mirc ¥ nghia thong ké
5%. C6 nghia 1a NSX gia ting su giao tiép va giao tiép tét voi NPP thi hai bén cang
tin twdng vao nhau nhiéu hon.

Gia thuyét H4b (A = 0.091, p = .078 < .1) duoc chap nhan & muc ¥ nghia
théng ké 10%. V&i y nghia 1a NSX cang giao tiép tét véi NPP thi hai bén cang thuc
hién tot cac cam két véi nhau.

Gia thuyét H4c (L= 0.056, p = .245 > .1) khdng duoc chap nhan. Co nghia 1a
mac s NSX giao tiép rat tot vai NPP nhung hai bén chwa han da hai 1ong véi nhau.

Gia thuyét H5a (A = 0.040, p = .519 > .1) khéng duoc chap nhan. Vi y nghia
la mic du NSX tuwong tac ca nhan rat tét véi NPP nhung hai bén chua thyc sy tin
tuong nhau.

Gia thuyét H5b (A= 0.128, p < 0.05) duoc chap nhan & mirc ¥ nghia thong ké
5%. C6 nghia 1a NSX tuong tac c4 nhan cang tot vai NPP thi hai bén cang thuc hién
t6t cam két véi nhau.

Gia thuyét H5c (. = 0.097, p = .051 < .1) dwoc chap nhan ¢ muc ¥ nghia
thong ké 10%. Véi ¥ nghia 1a NSX tuong tic ca nhan cang tot véi NPP thi hai bén
cang hai long vai nhau.

Gia thuyét H6a (A= 0.171, p < 0.05) dugc chap nhan & mirc ¥ nghia thong ké
5%. C6 nghia 1a NSX thuong xuyén thim viéng NPP thi hai bén cang tang niém tin
véi nhau.

Gia thuyét H6b (A = 0.088, p = .108 > .1) khong dwoc chap nhan. Vi y
nghia 13 mic du NSX thuong xuyén thim viéng NPP nhung hai bén chua thuc hién

duoc cac cam két vai nhau.
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Gia thuyét H6c (L = 0.106, p < 0.05) duoc chap nhan & mic y nghia théng ké
5%. C6 nghia 1a NSX thuong xuyén tham viéng NPP thi hai bén cang gia ting sy
hai long véi nhau.

Gia thuyét H7a (L = 0.327, p < 0.001) duoc chap nhan & mirc y nghia thong
ké 5%. Véi y nghia 1a niém tin gitta NSX — NPP cang cao thi s& mang lai hiéu qua
kinh doanh cang cao cho hai bén va cach riéng trong nghién ctru nay la hiéu qua
kinh doanh cua NPP cang cao.

Gia thuyét H7b (L = - 0.128, p = .070 < .1) duoc chdp nhan & muc ¥ nghia
thong ké 10%. C6 nghia 1a viéc cam két gitta NSX va NPP tac dong tiéu cuc dén
hiéu qua kinh doanh ctia NPP. So vai cac tai liéu trude nhu nghién ciru cia Song va
cong sy (2012) : RQ néi chung tac dong tich cuc dén hiéu qua cua ngudi mua.
Nghién ctru cua Gupta va Sushil (2014) : Cam két (thanh phan caa RQ) tac dong
tich cuc dén loi ich tai chinh, loi ich kién thac va loi ich thi truong cua khach hang.
Nhu vay, két qua cua nghién ciru nay nguoc lai voi cac nghién ctru trudc.

Pé giai thich cho két qua trén (gia thuyét H7b), tir ngay 14/02/2019 dén
16/02/2019 tac gia da thao luan tay d6i vai 03 chuyén gia 1a NPP san pham nhua &
khu vuc TP.HCM (02 NPP nhya VLXD va 01 NPP nhya gia dung). Danh sach céc
chuyén gia thé hién trong phu luc 23. Tong hop két qua thao luan nhu sau :

Theo CG.01, trong mdi quan hé giita NSX va NPP, hai bén cam két véi nhau
vé nhiing ndi dung nhu : cung cap hang héa, doanh thu ban hang, gia ban, chuong
trinh khuyén mai, ... NSX va NPP thuc hién cac cam két véi nhau d¢é mong mubn
dat dugc cac loi ich vé mat tai chinh (doanh thu ting, loi nhuan ting, ...) va loi ich
vé méi quan hé (duy tri méi quan hé, hop tac lau dai, ...). Trong thuc té, cac cam
két c6 khi mang lai két qua tich cuc (kinh doanh cd 14i), ¢ khi lai tiéu cuc (15 hoic
kinh doanh khong hiéu qua). Hién tuong “cam két” anh huong tiéu cuc dén hiéu
qua kinh doanh khdng phai 1a thuong xuyén, nhung trong nganh nhya VLXD thinh
thoang van xay ra. Vi du : Trong thang 10/2017, NSX A cam két cung cap nhya
VLXD cho NPP B theo thoi gian da théa thuan. Nhung vi 1y do khach quan
(nguyén vat liéu nhap vé cham tré, vi 80% nguyén liéu caa nganh nhya phai nhap

khiu ¢ nudc ngoai), dén thoi han giao hang nhung NSX A khéng du hang dé giao
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cho NPP B. Trong khi d¢, 16 hang nay NPP B di ky hop déng giao cho cong ty C dé
thi cong xay dung. Vi phai dap tng dung tién d6 thi cong, nén cong ty C di mua
hang caa NPP D. Do viy, NPP B khong c6 hang dé ban, anh huong dén két qua
kinh doanh trong thang 10/2017 cua NPP B. Truong hop nay cho thdy cam két tac
dong tiéu cuc dén hiéu qua kinh doanh cua NPP.

CG.02 lap luan rang, thong thuong NPP thuc hién rat tét cac cam két véi
NSX, nhung trong thyc té co nhiing truong hop NPP khong thuc hién dugc cam két
v6i NSX nén tac dong tiéu cuc dén hiéu qua kinh doanh cua NPP. Vi du : Trong
thang x/2016, NPP E cam két véi NSX F ban hang (nhya VLXD) dat chi tiéu doanh
s6 1a 1 ty dong, NPP E ban ding gia ctia NSX F dé huong chiét khau va thuong
theo doanh sb. Tuy nhién, hop dong ban hang caa NPP E véi cac cong ty xay dung
khdng thuc hién duoc, Iy do cac cong ty xay dung mua hang cia NSX G (d6i thu
canh tranh caa NSX F), Do gia béan va chinh sach chiét khau caa NSX G hap dan
hon NSX F. Cudi cing, NPP E khong ban duoc hang, khong thuc hién dugc cam
két vai NSX F, va anh hudng tiéu cuc dén hiéu qua kinh doanh trong thang x/2016
cua NPP E.

Ngoai ra, theo CG.03, do nén kinh té Viét Nam dang trong qua trinh chuyén
d6i, nhitng rang budc phap 1y chua rd rang, mdi quan hé giita ngudi mua va nha
cung cap chua duogc lién két chat chg, tir d6 anh hudng dén viéc thyc hién cam két
giita hai bén. Trong nganh nhua gia dung ciing ¢ trudng hop “cam két” tac dong
khong tét dén két qua kinh doanh ciia NPP. Vi dy, NSX X cam két giao san pham
nhya gia dung cho NPP Y theo don dit hang. Do NPP Y & xa trung tam phan phdi
ciia NSX X va 1a NPP ¢6 quy mo twong déi nho. Bén thoi diém giao hang, mot NPP
khéc (NPP Z) quy md Ién hon, ¢6 nhu cau hang hoa ting dot bién va & gan kho cua
NSX X. Vi thién vi, NSX X di vu tién giao hang cho NPP Z. Két qua, NPP Y nhan
duoc hang tré, mat co hoi ban hang, anh huong tiéu cuc dén hiéu qua kinh doanh
cia NPP Y. Nhu vay, tong két cac y kién trong thao luan tay d6i cho thay : 3/3
chuyén gia thong nhat trong bbi canh méi quan hé gitta NSX va NPP san pham
nganh nhya & Viét Nam c6 xay ra truong hop “cam két tac dong tieu cuc dén hiéu
qua kinh doanh cua NPP”.
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- Hé séhhéi 1§a1i1 Nguéng

thul;ét M quan h¢ qlz:ﬁ: ' clflfﬁn t((iéhg)n P Két lugn

hoéa (S.E) '

Hla | CLSP > LT 0.301 0.060 | 5.054 | *** Phu hop
Hilb | CLSP > CK 0.334 0.052 | 6.440 | *** Phu hop
Hlc CLSP —-> SHL 0.375 0.049 7.667 kel Phu hop
H2a | CLGH > LT 0.197 0.061 | 3.250 |.001 Phu hop
H2b | CLGH > CK 0.139 0.052 | 2.690 | .007 Phu hop
H2c | CLGH - SHL 0.240 0.049 | 4.891 | *** Phu hop
H3a TTTT > LT 0.171 0.051 3.351 kel Phu hop
H3b | TTTT > CK 0.046 0.043 | 1.052 |.293 | Khong phu hop
H3c | TTTT - SHL 0.085 0.041 | 2.077 |.038 Phu hop
H4a SGT > LT 0.195 0.061 | 3.223 |.001 Phu hop
H4b SGT > CK 0.091 0.051 | 1.764 |.078 Phu hop
H4c SGT > SHL 0.056 0.048 | 1.162 | .245 | Khdng phu hop
H5a | TTCN -> LT 0.040 0.062 | 0.646 | .519 | Khéng phu hop
H5b | TTCN > CK 0.128 0.053 2401 | .016 Phu hop
H5¢c | TTCN - SHL 0.097 0.050 | 1.948 |.051 Phu hop
H6a V. > LT 0.171 0.064 | 2.670 | .008 Phu hop
Hé6b V. > CK 0.088 0.055 | 1.609 |.108 | Khong phu hop
Héc TV. > SHL 0.106 0.051 | 2.060 |.039 Phu hop
H7a LT > HQKD | 0.327 0.062 | 5.242 | *** Phu hop
H7b CK - HQKD| -0.128 0.071 | -1.810 |.070 Phu hop
H7c SHL - HQKD 0.283 0.069 4,108 | *** Phu hop
HB8a LT 2> SHT 0.183 0.049 3.720 | *** Phu hop
H8b CK > SHT 0.078 0.057 | 1.374 |.169 | Khoéng phu hop
H8c SHL > SHT 0.292 0.056 | 5.237 | *** Phu hop

Nguon : Két qua phan tich SEM cua tac gid.
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Gia thuyét H7c (. = 0.283, p < 0.001) duoc chap nhan ¢ mirc y nghia thong
ké 5%. C6 nghia la su hai long gitta NSX — NPP cang cao thi s¢ mang lai hiéu qua
kinh doanh cang cao cho hai bén va cach riéng la hiéu qua kinh doanh cua NPP
cang cao.

Gia thuyét H8a (. = 0.183, p < 0.001) duoc chap nhan ¢ mirc y nghia thong
ké 5%. Vi ¥ nghia 1a niém tin gitra NSX — NPP cang cao thi hai bén s& cang hop
tac lau dai véi nhau.

Gia thuyét H8b (A = 0.078, p = .169 > .1) khong dugc chip nhan. C6 nghia la
nac di hai bén NSX va NPP thuc hién rat tot cac cam két nhung hai bén chwa han
da hop tac lau dai véi nhau.

Gia thuyét H8c (L = 0.292, p < 0.001) duoc chap nhan & mic ¥ nghia thong
ké 5%. Vi y nghia 1a sy hai long gitta NSX — NPP cang cao thi hai bén sé cang hop
tac 1au dai véi nhau.

Tiép theo, bang 4.6 mo ta hé s6 hdi quy (chuan hoa) cua cac mbi quan hé
trong mo hinh, phan anh muc d6 tac dong cua cac mdi quan hé. Theo do, gia thuyét
H1c c6 muc d6 tac dong manh nhat (CLSP tac dong manh nhat dén SHL - Estimate
= 0.357), ké dén 1a gia thuyét H7a (LT tac dong dén HQKD - Estimate = 0.319), va
sau cling tac dong yéu nhat 1a H5a (LT tac dong dén TTCN — Estimate = 0.039).

Bang 4.6. Mikc dd tac dong cia cac mdi quan hé

. . Hé s6 hoi quy | Mirc dd tac
Gia thuyet Moi quan h¢ 2
chuan héa dong

Hla CLSP -> LT 251

Hilb CLSP -> CK 334

Hilc CLSP > SHL 357 1
H2a CLGH > LT 181 10
H2b CLGH - CK 154 12
H2c CLGH - SHL 252 5
H3a TTTT > LT 146 14
H3b TTTT - CK .047 22
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. . H¢é so hoi quy | Mire @6 tac
Gia thuyét Moi quan hé <
chuan héa dong

H3c TTTT > SHL .082 19
H4a SGT > LT .188 9
H4b SGT > CK 105 15
H4c SGT > SHL .062 21
H5a TTCN > LT .039 23
H5b TTCN > CK 151 13
H5c TTCN > SHL 109 17
H6a TV > LT 161 11
H6b TV > CK .099 18
H6C TV > SHL 114 16
H7a LT > HQKD 319 3
H7b CK > HQKD -.104

H7c SHL > HQKD 241 6
H8a LT > SHT 213 7
H8b CK > SHT 076 20
H8c SHL > SHT .298 4

Nguon : Két qud phan tich SEM cua tac gid.
Mirc d6 tac dong truc tiép va gian tiép ctia cac mbi quan hé duoc trinh bay
trong phu luc 24.
Két qua SEM cho thdy mé hinh Iy thuyét phu hop va cac gia thuyét déu duoc
chap nhan. Tuy nhién, dé khang dinh su phi hop hon ctia mé hinh nghién ctru, can

thiét kiém dinh mo hinh canh tranh.

4.1.7.3. Kiém dinh mé hinh cgnh tranh
M® hinh canh tranh cé vai tro quan trong trong nghién ctru khoa hoc xa hoi
noi chung va xay dung ly thuyét marketing néi riéng. Zaltman va cong su (1982,
trich trong Nguyén Dinh Tho va Nguyén Thi Mai Trang, 2011, tr.22) da phat biéu

“Thay Vi tgp trung vao viéc kiém dinh mét mé hinh, ching ta can phdi kiém dinh n6
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véi moé hinh canh tranh, ... Viéc xay dung mo hinh cgnh tranh khdng phdai chs 1a mét
viéc hop Iy can l1am ma con 1a mét viéc 1am tw nhién trong nghién cizu”. Theo
Bollen va Long (1993), khéng nén kiém dinh mét mé hinh ly thuyét riéng 1¢, ma
phai kiém dinh n6 vi mé hinh canh tranh. Ngoai ra, Bagozzi (1984) ciing 1ap luan
rang khdng nén kiém dinh md hinh canh tranh trong cac nghién ciu khac ma phai
thue hién né trong cling mot nghién ctu. Vi thé, luan &n nay dé xuat mot mé hinh
canh tranh dé kiém dinh voi mé hinh ly thuyét.

Théng thuong, trong méi quan hé kinh doanh giira cac dbi tac, néu hai bén
cung cap thdng tin thi truong day du, kip thoi va chinh xac cho nhau, thi hai bén cé
thé hop tac kinh doanh lau dai véi nhau. Do vay, trong nghién ciu nay, ching ta c6
thé dé& xuat gia thuyét Hc : Thong tin thi sruong tdc déng tich cuc dén sy hop tac
giiza NSX va NPP. Va mot mé hinh canh tranh duoc dé nghi nhu hinh 4.3.

Théng tin
thi trudimg

|

Twong tic
ca nhin

|

Thim viéng

|

Chit lugng
sin phiam

|

Sur giao tiép

Chét lwong
giao hang

Hinh 4.3. M6 hinh canh tranh

(Nguon: Tang hop cuia tac gid)

Két qua SEM cua mé hinh canh tranh dwogc thé hién & hinh 4.4. M6 hinh nay
cd 662 bac tu do, vai gia tri Chi-square/df = 2.614 < 3; P = .000. Vi cac chi tiéu
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khéac : GFI = .852 > .80 (theo Bagozzi va Youjae, 1988), TLI = .918, CFl = .926
déu > .90; RMSEA = .054 < .08. Do vay, m6 hinh canh tranh ndi trén ciing phi hop

véi dir liéu thi treong.

299
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PV N A5 chisquare=1730.215 ; df=662 ; P=.000

;Chi-square/df=2.614
;GFI=.852 ; TLI=.918 ; CFI=.926
;RMSEA=.054

Hinh 4.4. Két qua SEM (chuén héa) md hinh canh tranh
Nguon : Tong hop két qud SEM ciia tdc gid.

So véi mé hinh nghién ctru thi md hinh canh tranh trinh bay & trén khéng cé
su khac biét nhiéu. Néu so sanh gia tri Chi-square/df thi sy khac biét caa hai md
hinh = 0 (2.614 — 2.614), va bac tu do (df) giam 1 (663 — 662). Do vay, su khac biét
nay khong c6 y nghia théng ké. Nghia 1a mo6 hinh canh tranh chi ldy di mot bac tu
do (df), khong lam ting d6 twong thich ctia md hinh véi dir liéu thi truong.

Phu luc 25 trinh bay méi twong quan giita cac khai niém trong mé hinh canh
tranh. Ngoai 5 gia thuyét nghién ctru khong dugc chap nhan trong mé hinh Iy thuyét
(TTTT = CK; SGT = SHL; TTCN = LT; TV 2 CK; va CK > SHT), gia thuyét
xay dung trong md hinh canh tranh Hc : TTTT - SHT (A = 0.081, p = .111 > .1)

cling khong dugc chap nhan, vi p > .1 nén khéng cé ¥ nghia thong ké. Do vay, so
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v6i md hinh canh tranh, mé hinh Iy thuyét trong nghién ctu nay phu hop hon va
tuwong thich vai dir ligu thi truong.

Két qua kiém dinh mé hinh canh tranh cho thdy md hinh nghién ctru phu hop
hon véi thuc té thi truong. Tuy nhién, dé khéng dinh d¢ tin cdy cia mo hinh va cac

gia thuyét, can thuc hién thém phwong phap bootstrap.

4.1.7.4. Kiém dinh bang phwong phdp bootstrap

Kiém dinh bootstrap duoc thuc hién dé kiém tra lai mé hinh. Bootstrap l1a
phuong phap 1dy mau lai co thay thé, trong d6 mau ban dau duoc xem la dam dong
(Nguyén Dinh Tho va Nguyén Thi Mai Trang, 2011, tr.58).

Véi dit liéu mau ban dau (dam déng) cta nghién ciu 13 560 quan sat. Nghién
ctru nay kiém dinh bootstrap vai s6 mau lap lai N = 1500. Tir 1500 mau nay, ching
ta s& tinh dwoc trung binh cia cac wdc lwong. Hiéu sé gitra cac uée luong ban dau
va trung binh cac udc luong tir bootstrap goi 1a do chéch. B chéch cang nho thi cac
udc lugng trong md hinh cé thé tin cay duoc (Nguyén Pinh Tho va Nguyén Thi
Mai Trang, 2011, tr.136). Ngoai ra, tri tuyét déi C.R nho (gia tri < 5%), khdng c6 y
nghia thong ké & do tin cay 95% thi cac udc lugng trong md hinh cé thé tin cay
duoc (Nguyén Khanh Duy, 2009, tr.56).

Phu luc 26 cho thay két qua kiém dinh md hinh ly thuyét bang bootstrap, Véi
cac chi s6 : SE (Sai léch chuan), SE-SE (Sai léch chuan cua sai léch chuan), Mean
(Trung binh udc luong bootstrap), Bias (Po chéch), SE-Bias (Sai léch chuan cua do
chéch), C.R (Ty Ié % cua do chénh so véi sai léch chuan caa do chéch).

Két qua & phu luc 26 cho thay cadc méi quan hé co do chénh (Bias) rat nho,
dong thoi ty 1& % caa do chénh so véi sai léch chuan cua do chéch (C.R) ciing rat
nho (gia tri cao nhat C.R = 3.5 < 5%). Do vay, cac udc luong trong md hinh ly

thuyét cua nghién ciru nay co thé tin cay duoc.

4.1.8. M6 hinh ly thuyét va céc gia thuyét sau khi kiém dinh
4.1.8.1. Céc gia thuyét sau khi kiém dinh
Két qua kiém dinh md hinh va 24 gia thuyét bang phuong phap cau trdc
tuyén tinh (SEM) cho thay c6 5 gia thuyét khong duoc chap nhan (H3b, H4c, H5a,
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H6b va H8b). Do vay, 19 gia thuyét phu hop (trong d6 : 18 gia thuyét tac dong tich

cuc va 01 gia thuyét tac dong tiéu cuc) dugc md ta trong phu luc 27.

4.1.8.2. M6 hinh Iy thuyét sau khi kiém dinh
Trén co s& c4c gia thuyét kiém dinh dwoc chap nhan. M hinh Iy thuyét sau
khi kiém dinh duoc thé hién trong hinh 4.5.
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Hinh 4.5. M6 hinh ly thuyét sau khi kiém dinh
(Nguén: Téng hop két qud kiém dinh cua tac gid)

4.2. Kiém dinh sw khac biét cia cac nhan té anh hwéng dén RQ
4.2.1. Phan tich cu tric da nhom
Phuong phap da nhom duoc thuc hién dé so sanh mo hinh nghién ctru theo

nhom, nhu : nhom san pham, gidi tinh, do tudi, ... (Nguyén Pinh Tho va Nguyén
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Thi Mai Trang, 2011, tr.208). Lu4n 4n ndy xem xét su anh hudng cua cac nhan tb
dén ba thanh phan ctia RQ (cam két, 1ong tin va sy hai long), bang cach so sanh sy
khac biét trong cac nhém : nhom san pham phan phdi va nhém hinh thire s¢ hitu
vbn cia cac NPP,

Trong luan 4n nay, mdi nhom 16n c6 02 nhém nhé. Nhom san phadm phéan phdi
gdm : nhua vt liéu xay dung (VLXD — 13 cac san phdm 6ng va phu kién cip thoat
nuéc bang nhya, dung trong cac cong trinh xay dung), va nhua gia dung (1a cac vat
dung nhu : ban, ghé, tu, thau, r0, va vat dung bang nhya khac sit dung trong gia
dinh). Nhom hinh thtc s¢ hitu vén caa NPP gdm : doanh nghiép (1 : cong ty cb
phan, cong ty TNHH, DNTN) va ho kinh doanh (KD) ca thé (Ia nhiing ctra hang
trung bay, gidi thi€u va ban san phém nhua cho cac NSX, ho khong thanh 1ap doanh
nghiép ma dang ky kinh doanh theo hinh thirc ho KD ca thé).

Chat lwrong Chat lugng
san phim
e y
Chat lrgng Chat lwgng
giao hang Cam két giao hang
— y
3
Théng tin
thi trurdrng thi trrdrg
—
PP Long tin P Lang tin
Sir giao tiép Su giao tiép
| R
i ) r )
Tuong tac Sy hai Twong tac
¢d nhén leng cd nhan
M—
Tham viéng Th3m viéng
Nhom A Nhom B

Hinh 4.6. M6 hinh kh bién
(Nguon: Tong hop cia tic gia)

Goi A va B lan luot 12 02 nhom nhéd cia mdi nhém 16n. Vi du : Nhom san

pham gdm : Nhém A (nhya VLXD) va nhém B (nhwa gia dung). Nhom hinh thirc



119

so hitu gobm : Nhom A (doanh nghiép) va nhom B (ho KD ca thé), .... Phan tich da
nhom sir dung trong luan an ndy bao gdm : phuong phap kha bién va bat bién timg
phan. Trong phuong phéap kha bién, cac tham sé uéc lugng ciia cac nhém khéng bi
rang budc, dugc mo ta trong hinh 4.6.

Nguoc lai, trong phuwong phap bit bién ting phan, cac thanh phan khéng bi
rang budc, nhung mdi quan hé giira cac khai niém duoc rang budc, va cé gia tri nhu

nhau cho cac nhom, theo nhu hinh 4.7.
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Tham viéng

Tham viéng
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Hinh 4.7. M6 hinh bt bién
(Nguén: Téng hop ciia tic gia)

Luan 4n nay st dung Chi-square dé so sanh hai mo hinh (bat bién va kha bién).
Néu két qua Chi-square giita hai md hinh khong c6 su khac biét (P-value > 0.05) thi
mo hinh bét bién dugc chon. Nguoc lai, néu Chi-square gitta hai mo hinh ¢ y nghia
(P-value < 0.05) thi ching ta chon mé hinh kha bién (Nguyén Dinh Tho va Nguyén
Thi Mai Trang, 2011, tr. 208).
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4.2.2. Kiém dinh nhom san pham
4.2.2.1. Uéc lwpng mo hinh khd bién — nhoém sdn pham
Mo hinh kha bién ctia nhom san phdm duoc udc lugng theo hai nhom : nhém
A (nhwra VLXD) va nhém B (nhwa gia dung). Két qua udc luong md hinh kha bién
nhom “nhya VLXD” theo nhu hinh 4.8.

Chi-square=1714.398; df=862; P=.000;
Chi-square/df=1.989;
GFI=.845; TLI=.916; CFI=.927,
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Hinh 4.8. Uéc lwgng kha bién - nhom sian pham - nhya VLXD
Nguon : Téng hop ciia tac gid

Két qua udc luong kha bién nhom “nhya gia dung” mé ta trong hinh 4.9.

Chi-square=1714.398; df=862; P=.000;
Chi-square/df=1.989;
GFI=.845; TLI=.916; CFI=.927; RMSEA=.042
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Phu lyc s6 28 trinh bay mdi twong quan giita cac khai niém trong mé hinh kha

bién cua nhom san pham.

4.2.2.2. Uéc lwong mo hinh bdt bién — nhém san pham

M6 hinh bit bién ciia nhém san phim duoc uée luong theo hai nhém : nhom
“nhya VLXD” va nhdm “nhya gia dung”. Két qua udc lugng bat bién nhom “nhua
VLXD” theo hinh 4.10.

Chi-square=1760.230; df=880; P=.000;

Chi-square/df=2.000;

GFI=.840; TLI=.915; CFI=.924;
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Hinh 4.10. Uéc lrgng bét bién - nNhém san pham - nhya VLXD
Nguon: Tong hop ciia tac gid

Chi-square=1760.230; df=880; P=.000;
Chi-square/df=2.000;
GFI=.840; TLI=.915; CFI=.924;
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Két qua udc lugng bat bién nhom “nhuya gia dung” mé ta trong hinh 4.11.

Khi so sanh céc trong sb hdi qui, chung ta phai ding hé s chwa chuan héa, vi
khi dd chudn héa, phuong sai cua cac bién déu bang 1 nén khong thé so sanh bién
thién cta cac nhom voi nhau (Singh, 1995). Mdi twong quan gitta cac khai niém

trong md hinh bit bién ctia nhom san phdm duoc thé hién trong phu luc sb 29.

4.2.2.3. Két qud kiém dinh sw khac biét — theo nhom sdn pham
(1) So sanh sw khac biét giita hai md hinh — nhém san phim

Dé chon mé hinh kha bién hay mé hinh bat bién, can kiém tra gia thuyét sau:

H, : Chi-square md hinh kha bién = Chi-square md hinh bat bién.

H, : Chi-square mé hinh kha bién khac Chi-square mé hinh bét bién.

Bang 4.7 cho thay sai biét Chi-square giita mo hinh bét bién va mo hinh kha
bién 1a 45.832, Chidist (45.832, 18) = 0.000. Nhu vay : P-value = 0.000 < 0.05, nén
gia thuyét H; duoc chép nhan, va mo hinh kha bién duoc chon.

Bang 4.7. So sanh mo hinh kha bién va bat bién — nhém san pham

Chi - square df
Mo hinh kha bién 1714.398 862
M® hinh bat bién 1760.230 880
Sai biét 45.832 18
Chidist (45.832, 18) = 0.000

Nguon : Téng hop két qud so sanh cuia tac gid.

(2) S tac ddng ciia cic mdi quan hé trong mo hinh kha bién
e Poi véi nhém nhwa VLXD :

Phuy lyc 23 mo6 ta két qua udc luong kha bién, trong 18 méi quan hé giita cac
nhan t6 anh huéng dén ba thanh phan cua RQ (cam két, long tin va su hai 10ng) c6
11 mbi quan hé tac dong tich cuc (hé sd hoi quy duong) va gia tri P <.05 nén dugc
chép nhén (gém : CLSP - CK; SGT > CK; CLGH > CK; TTTT > LT; TV > LT;
CLSP > LT; SGT > LT; CLGH > LT; TV > SHL; CLSP - SHL; CLGH > SHL).
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Bay mdi quan hé do ¢ gia tri P > .05 nén khéng dugc chdp nhan (gom :
TTTT > CK; TTCN > CK; TV > CK; TTCN > LT; TTTT > SHL; TTCN >
SHL; SGT > SHL). Trong khi kiém dinh trén mau tong (n = 560) thi 3 mbi quan hé
: TTCN > CK; TTTT > SHL; TTCN > SHL c6 gia tri P < .05 va duoc chap nhan.

e Doi v6i nhém nhyra gia dung :

Phu luc 28 cho thdy, trong 18 mbi quan hé giita cac nhén t6 anh huéng dén
ba thanh phan ctia RQ (cam két, 1ong tin va sy hai long) chi ¢6 3 mdi quan hé tac
dong tich cuc (hé sb hdi quy duong) va cé gia tri P <.05 nén duoc chip nhin (gom :
TTCN > CK; TTTT > SHL; TTCN - SHL). Ba mbi quan hé nay phu hop véi két
qua kiém dinh theo mau tong (n = 560). Tuy nhién, 3 mdi quan hé nay khong dugc
chip nhan ¢ trong nhém san pham nhya VLXD.

Mudi 1dm mdi quan hé do ¢6 gid tri P > .05 nén khong dwoc chap nhan (gdom
:TTTT > CK; TV > CK; CLSP > CK; SGT - CK; CLGH > CK; TTTT > LT;
TTCN > LT; TV > LT; CLSP > LT; SGT > LT; CLGH > LT; TV > SHL; CLSP
> SHL; SGT > SHL; CLGH - SHL). Trong khi kiém dinh trén mau tong thi 11
mdi quan hé : CLSP - CK; SGT > CK; CLGH > CK; TTTT > LT; TV > LT;
CLSP > LT; SGT > LT; CLGH > LT; TV > SHL; CLSP - SHL; CLGH > SHL).
co gia tri P <.05 va duoc chép nhan.

(3) Mirc d9 tac dong ciia cic moi quan hé theo nhém san pham

Po6i v6i nhom nhwa VLXD : bang 4.8 cho thay, CLSP tac dong manh nhat
dén thanh phan cua RQ, theo thtr tu : (1) SHL, (2) CK va (3) LT. Tiép dén 12 CLGH
tac dong manh dén thanh phan cia RQ, ciing theo thtr tu : (4) SHL, (5) CK va (6)
LT). SGT tac dong dén LT véi thir tir (7). Tac dong yéu nhat 1a TTCN tac dong dén
SHL véi thtr tu (17).

P6i vé6i nhém nhua gia dung : theo bang 4.8, TTCN tac dong manh nhét
dén SHL (thanh phan ciia RQ). Trong khi méi quan hé nay & nhém nhya VLXD lai
tac dong yéu nhat (véi thi tu 17). Thir 2 1a TV tac dong dén LT. Thir 3 1a TTCN tac
dong dén CK. Thtr 4 CLSP tac dong dén CK. Tac dong yéu nhit 13 CLGH tac dong
dén LT, véi thir ty 15. Trong khi & nhém nhya VLXD méi quan hé nay ding hang
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thir 6. Do vdy, day 1a co so dé dé xuit ham ¥ quan tri theo nhém san pham nhua gia

dung.
Bang 4.8. Mike dd tac dong ciia cac mdi quan hé - theo nhom san pham
Hé s6 hdi quy chuén héa Mirc do tac dong
Stt Mbi quan h¢ Nhua Nhua gia Nhua Nhua
VLXD dung VLXD | gia dung
1 CLSP > SHL 371 219 1 8
2 CLSP 2> CK 332 334 2 4
3 CLSP 2> LT 318 -.242 3 -
4 CLGH 2> SHL 272 181 4 9
5 CLGH > CK 207 -.165 5 -
6 CLGH 2> LT 205 013 6 15
7 SGT 2> LT .166 250 7 5
8 TV > LT 152 411 8 2
9 TTTT 2> LT 144 134 9 12
10 TV 2> SHL 142 158 10 10
11 SGT > CK 125 147 11 11
12 SGT > SHL 104 =177 12 -
13 TV > CK 103 224 13 7
14 TTTT > SHL .080 225 14 6
15 TTCN > CK 073 341 15 3
16 TTTT > CK .056 .094 16 13
17 TTCN > SHL .004 464 17 1
18 TTCN > LT -.010 041 - 14

Nguon : Két qua kiém dinh su khéc biét cua tac gid.

4.2.3. Kiém dinh nhém hinh thic sé hiru

4.2.3.1. Ude lwong md hinh kha bién — nhém hinh thizc sé hizu

Mo hinh kha bién cia nhom hinh thirc sé hitu dugc wdc luong theo hai

nhom: nhdm A (doanh nghiép) va nhdm B (ho KD ca thé). Két qua ude lugng md
theo nhu hinh 4.12.

hinh kha bién nhom “doanh nghi



125

Chi-square=1513.755; df=862; P=.000;
Chi-square/df=1.756;
GFI=.858; TLI=.934; CFI=.943; RMSEA=.037
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Hinh 4.12. Uéc lwgng kha bién nhém hinh thirc sé hitu — doanh nghiép

Nguon : Téng hop ciia tdc gid

Két qua udc luong kha bién nhom “ho KD ca thé” duoc trinh bay trong
hinh 4.13.

Chi-square=1513.755; df=862; P=.000;
Chi-square/df=1.756;
GF|=.858; TLI=.934; CFI=.943;
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Phu lyc 30 trinh bay mdi twong quan giira cac khai niém trong mé hinh kha

bién cia nhom hinh thic sé hiru.

4.2.3.2. Uéc lwong mo hinh bdt bién — nhém hinh thac sé hiru
M6 hinh bat bién ctia nhom hinh thire s¢ hitu duge wée lugng theo hai nhom :
nhom “doanh nghiép” va nhém “hd KD ca thé”. Két qua udc luong bt bién nhém

“doanh nghiép” theo hinh 4.14.

Chi-square=1569.859; df=880; P=.000;
Chi-square/df=1.784;
GFI=.852; TLI=.932; CFI=.940;
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Két qua udc luong bat bién nhom “ho KD c4 thé” mo ta trong hinh 4.15. Méi
tuong quan giita cac khai niém trong mo hinh bat bién ciia nhom hinh thirc so hitu
duoc dé cap trong phu luc 31.

4.2.3.3. Két qud kiém dinh s khac biét - nhém hinh thizc sé hiru

(1) So sanh sw khac biét gitra hai m6 hinh — nhom hinh thirc sé hiru
Bang 4.9 cho thiy sai biét Chi-square giira m6 hinh bat bién va mé hinh kha
bién 1a 56.104, Chidist (56.104, 18) = 0.000. Nhu vay : P-value = 0.000 < 0.05, nén

gia thuyét H1 duoc chép nhén, va mo hinh kha bién duoc chon.

Bang 4.9. So sanh mé hinh kha bién va bat bién — nhom hinh thic sé hiru

Chi —square Df
M5 hinh kha bién 1513.755 862
Mo hinh bat bién 1569.859 880
Sai biét 56.104 18
Chidist (56.104, 18) = 0.000

Nguon : Téng hop két qud so sanh cua tac gid.

(2) Sw tac dong ciia cac mdi quan hé trong mo hinh kha bién
e Poi véi nhém doanh nghiép :

Phu luc 30 mo ta két qua udc lugng kha bién, trong 18 mdi quan hé gitra cac
nhan t6 tic dong dén ba thanh phan cua RQ (cam két, 10ng tin va sy hai long) c6 8
mdi quan hé tac dong tich cuc (hé sé hdi quy duong) va muc ¥ nghia thong ké phu
hop nén dugc chap nhan. Trong d6 : 07 mbi quan hé c6 gia tri P <.05 nén dat yéu
cdu ¢ mirc y nghia théng ké 5% (gom : TTCN > CK; CLSP > CK; TTTT > LT;
SGT > LT; CLGH > LT; TTCN > SHL). 01 mdi quan hé co gia tri P < .1 nén dat
yéu cau ¢ muc ¥ nghia théng ké 10% : TTCN > LT.

Mudi méi quan hé do cé gia tri P > .1 nén khong dat yéu cau (gom : TTTT >
CK; TV > CK; SGT > CK; CLGH > CK; TV > LT; CLSP > LT; TTTT > SHL;
TV > SHL; CLSP > SHL; SGT - SHL). Trong khi kiém dinh trén miu téng (n =
560) thi 6 mbi quan hé : SGT > CK; CLGH > CK; TV > LT; CLSP > LT; TTTT
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= SHL; TV - SHL; CLSP - SHL ¢6 gia tri P < .05 nén dat yéu cau ¢ mirc ¥ nghia
thdng ké 5%, va 1 mdi quan hé : SGT > CK ¢6 gia tri P < .1 nén dat yéu cau ¢ mirc
¥ nghia thong ké 10%. Pay 1a co so dé d& xuit, goi ¥ quan tri cho nhom doanh
nghiép.

e Doi voi nhém hd KD ca thé :

Phu luc 30 cho thiy, trong 18 mbi quan hé giita cac nhén t6 anh huéng dén
ba thanh phan ciia RQ (cam két, 10ng tin va sy hai 10ng) c6 10 mdi quan hé tac dong
tich cuc (hé sb hdi quy duwong) va mirc y nghia théng ké phu hop nén dat yéu cau.
Trong d6 : 09 mdi quan hé c6 gia tri P <.05 nén dat yéu ciu ¢ muc ¥ nghia thong ké
5% (gom : CLSP > CK; CLGH > CK; TTTT > LT; TV > LT; CLSP > LT;
CLGH > LT; TV > SHL; CLSP > SHL; CLGH - SHL). 01 mdi quan hé ¢ gia tri
P < .1 nén dat yéu ciu & mic y nghia théng ké 10% : TV > CK.

Tam mbi quan hé do c6 gia tri P > .05 nén khong dat yéu cau (gom : TTTT
> CK; TTCN > CK; SGT > CK; TTTT > LT; SGT > LT; TTTT > SHL; TTCN
> SHL; SGT > SHL). Trong khi kiém dinh trén miu tong thi : 03 mdi quan hé :
TTTT > LT; SGT > LT; TTTT - SHL ¢6 gia tri P < .05 nén dat yéu cau & mic Y
nghia théng ké 5%. 02 méi quan hé : SGT > CK; TTCN > SHL ¢6 gia tri P < .1
nén dat yéu cau & murc Y nghia thong ké 10%. Pay 1a co s¢ dé dé xuat, goi ¥ quan
tri theo nhom ho KD cé thé.

(3) Mirc dd tac dong ciia cAc mdi quan hé theo nhoém hinh thirc sé hiru

P6i voi nhom doanh nghiép : bang 4.10 cho thiy, TTCN tic dong manh
nhat dén hai thanh phan ciia RQ, theo thi ty : (1) CK, (2) SHL (Trong khi & nhém
ho KD ca thé thi hai mdi quan hé nay tac dong tiéu cuc, do hé sé hdi quy chuan héa
am). Th 3 12 SGT tac dong dén LT. Tht 4 1a CLGH tac dong dén SHL. Tac dong
yéu nhat 1a mdi quan hé : TV > SHL véi tha ty (17). Pay 1 co so dé dé xuat, goi y
quan tri cho nhém doanh nghiép.

Poi vé6i nhém hy KD ca thé : theo bang 4.10, CLSP tac dong manh nhat
dén 3 thanh phan cua RQ, theo tht ty : (1) SHL, (2) CK, va (3) LT. Trong khi mdi

quan hé nay & nhoém doanh nghiép lai tac dong v6i mirc thap hon, theo thu tyr 14 (8),
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(5) va (14). Thtr 4 12 CLGH tac dong dén SHL. Tac dong yéu nhit 1a TTTT tac
dong dén CK voi thir tu 14. Mbi quan hé nay c6 muc do tac dong twong duong &
nhom doanh nghiép, v6i thtr tu 15. Do vy, day la co so dé dé xuét, goi ¥ quan tri
theo nhom h¢ KD c4 thé.

Bang 4.10. Mikc dd tac dong cia cac mdi quan hé - theo hinh thic sé hiru

Hé s6 hdi quy chuén héa Mirc do tac dong
Stt Mbi quan h¢ Doanh Ho KD Doanh | H) KD
nghiép ca thé nghiép ca the
1 TTCN > CK 519 -.027 1 -
2 TTCN > SHL .288 -.024 2 -
3 SGT > LT 274 107 3 11
4 CLGH > SHL 232 .264 4 4
5 CLSP > CK 219 472 5 2
6 CLGH > LT 219 176 5 6
7 TTCN > LT 201 -.109 6 -
8 TTTT > LT 180 141 7 9
9 CLSP > SHL 151 .500 8 1
10 TV > LT 149 174 9 7
11 TTTT > SHL 146 .069 10 12
12 SGT > CK 132 .057 11 13
13 SGT > SHL 119 -.017 12 -
14 TV > CK 103 122 13 10
15 CLSP > LT .098 415 14 3
16 TTTT > CK .048 .055 15 14
17 CLGH > CK 024 190 16 5
18 TV > SHL .007 164 17 8

Nguon : Két qud kiém dinh su khéc biét cua tac gid.
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4.3. Ban luan két qua nghién ciu
4.3.1. Ban luan vé RQ so véi cac nghién ciru truéc

Két qua ctia nghién ciru nay da xac dinh 3 thanh phan cua RQ 1a (1) Long tin,
(2) Cam két, va (3) Su hai 1ong. V& cac nhan t6 anh huéng dén cac thanh phan coa
RQ c6 6 nhan té : (1) Chat lugng san pham, (2) Chat lugng giao hang, (3) Thong tin
thi truong, (4) Su giao tiép, (5) Tuong tac ci nhan, va (6) Tham viéng. Két qua cia
moi quan hé c6 2 thanh phan 1a (1) Hiéu qua kinh doanh, va (2) Su hop téc.

Thanh phan ciia RQ : Phu luc 32 cho thiy phan 16n cac nghién ctru & Chau
My, Chau Au, Chau A va Viét Nam déu c6 dé cap dén 3 thanh phan cia RQ 14 1ong
tin, cam két va su hai 1ong. Ba thanh phan nay duoc trinh bay trong nghién ciru cia
tac gia v6i bdi canh nganh nha & Viét Nam.

Céc nhan t6 anh hwéng dén thanh phin cia RQ :

Chadt lwong san pham (CLSP) : Trong pham vi cua phu luc 32, cac nghién
ctu & Chay My, Chau Au va Chau A khong dé cap dén nhan té CLSP. Thuc té, rat
it nghién cu xem CLSP 14 nhan t6 anh huéng dén cac thanh phan cua RQ. Mot sb
nghién ctru dé cap dén chat lugng phuc phu caa cac nganh dich vy hoic chét lwogng
ctia mot nganh cu thé. Vi dy, chat lugng phuc vu (Wong va Sohal, 2002b; Roberts
va cong su, 2003; Venetis va Ghauri, 2004; Carr, 2006; Ndubisi, 2006; Ou va cong
su, 2011), chat luong truyén théng (Friman va cong su, 2002; Athanasopoulou,
2006; Bojei va Alwie, 2010), chat luong mang (Lin va Ding, 2006), ... Mot s6
nghién ciu khac xem CLSP Ia thanh phan caa RQ (Henning-Thurau, 2000). O Viét
Nam c6 3 nghién ctru (Tran Thanh Tung va Pham Ngoc Thiy, 2009; Nguyén Dinh
Tho va Nguyén Thi Mai Trang, 2011; Luan &n cua tac gia xem xét CLSP 1a nhan té
anh hudng dén cac thanh phan cua RQ.

Chdt lwong giao hang (CLGH) : Céc nghién ctru & Chay My, Chau Au va
Chau A ciing khong dé cap dén nhan té6 CLGH. O Viét Nam c¢6 3 nghién ciru xem
xét CLGH la nhan té anh huong dén RQ (Tran Thanh Tang va Pham Ngoc Thuy,
2009; Nguyén Binh Tho va Nguyén Thi Mai Trang, 2011; va Luan an cua tac gia).

Thong tin th; trwong (TTTT) : Cac nghién ciru & Chau M va Chau A khong

dé cap d¢én TTTT. Trong 8 nghién ctu ¢ Chau Au, c6 1 nghién ctu cia Velez va
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cong su (2015) dé cap dén dic diém cua hé thong thdng tin thi trudng anh huong
dén RQ gitra cac doanh nghiép xuat khau va cac trung gian nudc ngoai tai Tay Ban
Nha. O Viét Nam c6 luan an cua tac gia nghién ciru nhan té TTTT anh hudng dén
cac thanh phan caa RQ.

Sir giao tiep (SGT) : Phu luc 32 cho thay c6 4/11 nghién ciu & Chau My dé
cap dén SGT (Morgan va Hunt, 1994); Leuthesser, 1997; Smith, 1998a; Goodman
va Dion, 2001). O Chau Au c6 1/8 nghién ciru dé cap dén SGT (Selnes, 1998). O
Chau A c6 2/3 nghién ctru dé cap dén SGT (Shamdasani va Jung, 2011; Gupta va
Sushil, 2014). G Viét Nam c6 nghién ctu cua tac gia xem xét nhan t6 SGT anh
huong dén cac thanh phan cia RQ.

Twong tac ca nhan (TTCN) : C6 2/11 nghién ciu & Chau My dé cap dén
TTCN (Lagace va cong su, 1991; Leuthesser, 1997). O Chau A c6 1/3 nghién ctu
dé cap dén TTCN (Shamdasani va Jung, 2011). Cac nghién cttu & Chau Au khong
c6 dé cap dén TTCN. O Viét Nam c6 3 nghién ciu xem TTCN la nhan té anh
huong dén RQ (Tran Thanh Tung va Pham Ngoc Thdy, 2009; Nguyén Pinh Tho va
Nguyén Thi Mai Trang, 2011; Lu4n &n cta tac gia).

Tham viéng (TV) : Cac nghién ciu & Chau My, Chau Au va Chau A khong
dé cap dén TV. Luan an cua tac gia théng qua nghién ctu dinh tinh di kham pha
nhan t6 TV anh hudng dén cac thanh phan cua RQ.

Thanh phan ciia két qua méi quan hé :

Hiéu quda kinh doanh (HQKD) : Theo phu luc 32, ¢ Chau My c6 1/11 nghién
ctru dé cap dén HQKD (Alejandro va cong su, 2011). Chau Au c6 1/8 nghién ctu
dé cap dén HQKD (Erdil, 2014). O Chau A c¢6 2/3 nghién ciru dé cap dén HQKD
(Chang va cong sy, 2012; Gupta va Sushil, 2014). O Viét Nam c6 2 nghién citu xem
HQKD la thanh phan cua két qua méi quan hé (Nguyén Binh Tho va Nguyén Thi
Mai Trang, 2011; Luan &n cua tac gia).

Sir hop tac (SHT) : Tai Chau M§ c6 1/11 nghién ciu dé cap dén SHT
(Morgan va Hunt, 1994). G Chau Au va Chau A khdng cd nghién ciru ndo dé cap
dén SHT. Thuyc té c6 it nghién ctu xem SHT Ia thanh phan cua két qua méi quan

hé. Do mot s6 nghién cau xem SHT 1a nhan t6 anh hudng dén RQ (vi dy, Smith,
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1998b; Qin Su va cong sy, 2008), mot s6 nghién ciru khac xem SHT 1a thanh phan
cua RQ (Woo va Ennew, 2004; Leonidou va cong su, 2006; Athanasopoulou, 2009;
Erdil, 2014; Velez va cong su, 2015). Luan &n cua tac gia xem SHT Ia thanh phan

cua két qua méi quan hé.

4.3.2. Ban luan vé thang do so véi cac nghién ciru truéc
Muc nay luan ban vé nhing thang do di dugc kiém dinh trong luin an so véi

cac tai liéu trude. Cu thé nhu sau

4.3.2.1. Thang do thanh phan cia RQ so Véi cac nghién ciru truwdc

Thang do 1ong tin : Phu luc 33 cho thay thang do long tin sau khi di kiém
dinh c6 4 bién quan sat, trong d6 c6 1 bién twong dong véi hai tai liéu (Ulaga va
Eggert, 2006; Skarmeas va cong su, 2008); 3 bién twong dong véi tai liéu cia Ulaga
va Eggert (2006).

Thang do cam két : Két qua kiém dinh thang do nay c6 4 bién quan sat,
trong d6 c¢6 3 bién twong ddng véi tai liéu cua Ulaga va Eggert (2006), 1 bién twong
dong voi hai tai liéu (Ulaga va Eggert, 2006; Skarmeas va cong sy, 2008).

Thang do sw hai long : Theo phy lyc 33, thang do nay sau khi kiém dinh c6
4 bién quan sat, trong d6 c6 3 bién twong déng véi nghién ctru cua Ulaga va Eggert
(2006), 1 bién twong doéng vai hai nghién ctiru (Ulaga va Eggert, 2006; Skarmeas va
cong su, 2008).

4.3.2.2. Thang do cac nhan té dnh hwéng dén thanh phdn cia RQ so Vdi
cac nghién ciru truoc
Thang do chat hrong san pham : Phy luc 33 cho thay thang do chét lugng
san pham sau khi da kiém dinh c6 3 bién quan sat, cac bién nay cé thang do twong
dong véi thang do trong nghién ctru ciia Nguyen va Nguyen (2011).
Thang do chit hrgng giao hang : Sau khi kiém dinh, thang do chét luong
giao hang c6 3 bién, cac bién quan sat nay co thang do twong ddng véi thang do

trong nghién ctru cua Nguyen va Nguyen (2011).
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Thang do théng tin thj trudng : Két qua kiém dinh, thang do thong tin thi
truong c6 3 bién, cac bién quan st nay cé thang do twong dong véi thang do trong
nghién ctru cia Sabherwal va Chan (2001).

Thang do su giao tiép : Theo phu luc 33, thang do sy giao tiép sau khi kiém
dinh c6 3 bién, trong d6 2 bién quan sét c6 thang do twong dong vai thang do trong
tai liéu cua Rodriguez va cong su (2006), 1 bién co thang do twong dong voi thang
do cuta hai nghién ctru (Rodriguez va cong su, 2006; Tohidinia va Haghighi, 2011).

Thang do twong tic ca nhan : Sau khi kiém dinh, thang do twong tac c4
nhan c6 4 bién, cac bién quan sat nay c6 thang do twong dong véi thang do trong
nghién ctru ciia Nguyen va Nguyen (2011).

Thang do thim viéng : Thang do thim viéng duoc kham pha va bd sung
trong nghién ctru dinh tinh. Sau khi kiém dinh thang do nay c6 4 bién quan sat. Cac

bién quan sat nay méi dugce bd sung.

4.3.2.3. Thang do thanh phan cia két qud méi quan hé so véi cac nghién
Ciru truoc
Thang do hi¢u qua kinh doanh : Phy luc 33 cho thy thang do hiéu qua
kinh doanh sau khi da kiém dinh c6 4 bién quan sat, trong do, 3 bién c6 thang do
tuong dong voi thang do trong nghién ciru ciia Nguyen va Nguyen (2011), 1 bién ¢
thang do twong dong vé6i thang do trong tai liéu ctia Song va cong su (2012).
Thang do su hop tac : Sau khi da kiém dinh, thang do sy hop tac c¢6 3 bién,
trong d6, 1 bién quan sat c6 thang do twong dong véi thang do trong nghién ciru clia
Woo va Ennew (2004), 2 bién quan sét c6 thang do twrong dong véi thang do trong

hai nghién ctru (Woo va Ennew, 2004; Song va cong su, 2012).

4.3.3. Ban luan vé gia thuyét da kiém dinh so véi cac nghién ciru truéc
So sanh véi cac tai liéu trude, phy luc 34 cho thay gia thuyét Hl(a,b,c) phu
hop véi tai liéu cia Nguyen va Nguyen (2011). Nghién ciu nay kiém dinh gia
thuyét “Chdtr lirong san pham c6 tdc déng tich cuc vao gia tri moi quan hé” cua
NSX - NPP c4c san pham gach va hang kim khi dién may dan dung ¢ TP.HCM, két
qua kiém dinh dat yéu cau. Vi gia tri mbi quan hé 1a mot tién than cua chit luong

mbi quan hé va la két qua hanh vi cia marketing mdi quan hé (Ulaga va Eggert,
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2006, tr. 322). Do vay, gia thuyét chit lugng san pham tac dong tich cuc vao gia tri
mbi quan hé, ciing c6 nghia 1a chat lwong san pham s& tac dong tich cuc vao chat
lwong méi quan hé.

Gia thuyét H2 (a,b,c) ciing phu hop véi tai lieu cia Nguyen va Nguyen
(2011), véi gia thuyét “Chdt lwong giao hang co tdc déng tich cuc vao gia tri mai
quan hé”, két qua kiém dinh dat yéu cau.

Gia thuyét H3, H3b bi bac bs, con H3a va H3c phi hop mét phan voi
nghién ctu cua Sabherwal va Chan (2001). Nghién ctu ndy xem xét thang do hé
thng thong tin thi truong anh hudng dén su lién két va tac dong dén hiéu qua hoat
dong cua cac cong ty dich vu tai chinh va san xuat & Bac My. Véi gia thuyét “Hé
thong thdng tin thy zreong co lién quan tich cue dén hiéu qud kinh doanh” cua céc
dbi tac va sau khi kiém dinh dat yéu cau. Do hiéu qua kinh doanh 1a két qua cua RQ
(Alejandro va cong su, 2011, tr. 39). Nhu vay, trong nghién ctu cua Sabherwal va
Chan (2001), thdng tin thi truong tac dong dén mot phan cua RQ.

Ngoai ra, trong tai liéu caa Nguyen va Nguyen (2011) c6 gia thuyét “Hé tro
théng tin tac déng cung chiéu vao gia tri moi quan hé” cia NSX — NPP. Gia thuyét
nay sau khi kiém dinh dat yéu cau. Do vay gia thuyét H3a va H3c ciing twong dong
Véi gia thuyét “HJ tro thong tin” trong tai liéu caa Nguyen va Nguyen (2011).

Trong gia thuyét H4, H4c twong dong véi nghién ctru caa Rodriguez va cong
su (2006), nhung lai bi bac bo. Tai liéu ndy xem xét thang do su giao tiép tac dong
dén su hai long kinh té va phi kinh té trong méi quan hé NSX — NPP nganh thyc
pham & Tay Ban Nha. Nghién ctiu kiém dinh hai gia thuyét : “Giao tiép ciia NSX
cang lén thi sy hai 1ong phi kinh té ciia NPP cang lon”. Gia thuyét nay bi loai. va
“Giao tiép cua NSX cang Ién thi s hai long vé kinh té cia NPP cang Ién”. Gia
thuyét nay duoc chap nhan. Ngoai ra, nghién ctu caa Tohidinia va Haghighi (2011)
c6 gia thuyét “Co mét méi quan hé tich cuc giira giao tiép va chdt lwong mei quan
hé”, nhung két qua bi loai.

Gia thuyét H5, H5a bi bac bo, H5b va H5c¢ phi hop véi nghién cau Nguyen
va Nguyen (2011), véi gia thuyét “Twong tdc cd nhdn cé tic déng cing chiéu vao

gia tri moi quan hé”, sau khi kiém dinh dat yéu cau.
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Gia thuyét H6, H6b bi bac bo, H6 (a,c) “Thdm viéng tdc déng tich cuc dén
long tin va si hai long cua chdt lvong mai quan hé gisza NSX va NPP” phu hop va
dat y8u cau. Hai gia thuyét nay (H6a va H6c) chua thay cé trong cac nghién ctu
trude. Day 1a gia thuyét duoc khdm pha va bd sung trong nghién cau dinh tinh cua
luan an.

Gia thuyét H7, H7a va H7c phl hop véi nghién cau Nguyen va Nguyen
(2011), voi gia thuyét “Gia tri moi quan hé c6 tdc dgng tich cuc véi két qua kinh
doanh ciia NPP”, két qua kiém dinh dat yéu cau. Ngoai ra, H7a va H7¢ phu hop véi
gia thuyét “Chdt lwong moi quan hé co danh huong truc tiép va tich cue dén hiéu
sudt cia ngwoi mua” cia Song va cong su (2012). Gia thuyét nay dat yéu cau.
Riéng H7b phu hop, nhung tac dong tiéu cuc. So vaéi hai nghién ctu (Nguyen va
Nguyen, 2011; Song va cong su, 2012) thi day 1a diém méi trong bdi canh nganh
nhua ¢ Viét Nam.

Gia thuyét H8, c6 H8b bi bac bo, H8a va H8c phu hop véi nghién ctu cua
Woo va Ennew (2004). Tai liéu nay xem xét thang do su hop tac trong ngir canh
chat lugng méi quan hé B2B & Hong Kong. Véi gia thuyét “Chat lugng méi quan
hé 1a mot cau tric bac cao hon dai dién cho sy hop tac”. Sau khi kiém dinh, gia

thuyét nay dat yéu cau.

4.4. TO6m tat chwong 4

Nghién cizu chinh thizc véi 700 bdng cau héi phong van truc tiép, sé bang
cau héi dat yéu cau la 560. Két qua Cronbach alpha, Hé sé tiong quan bién tong
cua cac bién quan sat déu > .30 nén cac bién dat yéu cau. Cdc thang do déu cb hé
S6 a > .60 va Ién hon hé 6 o trong nghién ciru so bg. Do dé, cdc thang do dwoc
chdp nhan vé dg tin cdy. Két qua EFA : ¢ 11 nhan té duoc trich tgi Eigenvalue =
1.026 > 1 va tong phwrong sai trich la 66.567% > 60%; Cdc thang do déu co trong
so nhan to > .50, va chéch léch trong sé nhan té giira trong so nhan to cua bién dé
nhom vao so véi cac nhan té khdc déu > .30. Do dé, gid tri thang do cdc khdi niém

dat yéu cau.
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Két qua kiém dinh bang CFA cho thdy cdc thang do dat yéu cau vé sw phil
hop (tinh don hwdng, gid tri héi tu, gid tri phdn biét). CR (D tin cdy tong hop) Va
AVE (Phuwong sai trich) ciia cdc thang do déu dwoc chdp nhdn. Kiém dinh bang mé
hinh SEM, cdc chi s6 dat yéu cau. Do vdy, mé hinh nghién citu phit hop véi thuc té
thi truong. Két qua SEM, cdc gia thuyét ciia mé hinh déu phii hop. Kiém dinh mé
hinh canh tranh cho thdy mé hinh nghién ciru phit hop hon. Kiém dinh bang phwong
phdp bootstrap, cdc wéc lirong cé thé tin cdy duwoc.

Kiém dinh sw khdc biét cdc nhdn t6 anh hieong dén cdc thanh phan cia RO
bang phan tich da nhém. Hai nhém dwoe sie dung dé phén tich la : nhém san pham
phdn phéi Va nhém hinh thive s6 hitu von ciia NPP. Két qud, mé hinh kha bién ciia
nhom san phcfm va nhém hinh thitc sé hitu dwoc chon, ¢ su khdc biét vé sur tac
dong ciia cdc nhan t6 dén cdc thanh phan (CK, LT va SHL) ciia RQO.

Ban lugn vé RQ so véi cdc tai liéu trude cho thdy ¢6 01 nhan té méi dnh
hwong dén cac thanh phan cia RQ la “tham viéng”. Ban ludn vé thang do dwoc
kiém dinh, cdc thang do dat yéu cau va twong dong so véi cdc nghién ciru trude.
Ban ludn vé gid thuyét da dwoc kiém dinh so véi cdc tai lidu triede, két qua phan 1ém
cdac gia thuyét deu dat yéu cau va phit hop véi cdc tai lidu trude. Trong do, gia
thuyét H6a va H6C chua thdy ¢é ¢ cdc nghién civu triede. Gia thuyét H7b phit hop

nhung tac dong tiéu cuwc, day la diém méi trong boi canh nganh nhya & Viét Nam.



137

CHUONG 5
KET LUAN VA HAM Y QUAN TRI

Gi6i thiéu : Chuong ndy trinh bay tom tdt cdc két qua chinh ciia nghién ciru,
nhitng dong gop vé mdt Iy thuyét va thye tién. Trinh bay mét s6 ham Y quadn tri
nham néng cao RQ gitta NSX va NPP. Cudi ciing la nhitng han ché va goi y cho

hwdng nghién ciru tiép theo.

5.1. TOm tit cac két qua chinh cta nghién cieu

Muc tiéu cua nghién ciru nay 1a kham pha va do luong cac thanh phan cua
RQ, cac nhan t6 anh huong dén thanh phin ctia RQ va céc thanh phan cia két qua
moi quan hé giita NSX va NPP. Nghién ciru nay da dat dugc nhirng két qua chinh
nhu sau :

Mot 13, két qua nghién ctru dinh tinh théng qua thao luan tay d6i va thao luan
nhoém da xac dinh 03 thanh phan cia RQ giita NSX va NPP trong nganh nhua &
Viét Nam gom : (1) Long tin, (2) Cam két, va (3) Su hai long. Sau nhan t6 anh
huong dén cac thanh phan cua RQ 14 : (1) Chat luong san pham, (2) Chit luong
giao hang, (3) Thong tin thi trudng, (4) Su giao tiép, (5) Tuong tac ca nhan va (6)
Tham viéng. Trong d6 “tham viéng” 12 nhan t6 mdi kham pha va bo sung. Phat trién
thang do “thdng tin thi trudng” tir thang do “hé thong thong tin thi trudng” trong tai
liu ciia Sabhewan va Chan (2001). Hai thanh phan ctia két qua mdi quan hé NSX —
NPP la : (1) Hiéu qua kinh doanh, va (2) Su hop tac. Trong d6, su hop tac 1a mot
thanh phan méi cia két qua mdi quan hé NSX — NPP trong bdi canh nghién ciru
nganh nhya & thi truong Viét Nam.

Hai 13, két qua nghién ctru so bd v6i ¢d mau (n = 136) khao sat & TP.HCM.
St dung Cronbach alpha dé danh gia do tin cay thang do, két qua cho thay hé sb
tuong quan bién tong cla cac bién quan sat déu > .30 nén cac bién phu hop. Céc
thang do déu c6 hé sd a > .60. Do vay, cac thang do dat yéu cau vé do tin cay. Banh
gi4 gié tri cac thang do bang phan tich EFA cho ba nhém : thanh phan ctia RQ, nhan
t6 anh huong dén thanh phan cua RQ, va thanh phan cua két qua mbi quan hé. Két

qua gié tri thang do cac khai niém dat yéu cau.
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Ba 13, két qua nghién ctru chinh thic ¢ khu vuc TP.HCM, cic tinh mién Tay
Nam B6 va mot sb tinh mién Péng Nam Bo v6i mau n = 560. Tiép tuc danh gia
bang Cronbach alpha, cic thang do déu dugc chap nhan vé do tin cay. Panh gia gia
trj 11 thang do bang phan tich EFA cho thiy gi4 tri thang do cac khai niém déu phi
hop va dat yéu cau.

Bon 13, két qua kiém dinh bang phan tich CFA cho thay cac thang do déu dat
yéu cau vé sy phu hop (tinh don hudng, gia tri hoi tu, gia tri phan biét). Hé sb tin
ciy tong hop (CR) va phuong sai trich (AVE) cia cac thang do déu phu hop va
dugc chap nhan.

Nam 13, kiém dinh bang SEM cho thay, mé hinh 1y thuyét phi hop véi thuc
té thi truong. Kiém dinh cac gia thuyét nghién ctru : Tong sb gia thuyét ciia mé hinh
13 24. C6 19 gia thuyét phu hop va dat yéu cau. Trong d6 : 16 gia thuyét dat yéu cau
& murc ¥ nghia thong ké 5% ( p < .05), gom : Hla, H1b, Hlc, H2a, H2b, H2c, H3a,
H3c, H4a, H5b, H6a, H6c, H7a, H7c, H8a va H8c. Ba gia thuyét duoc chap nhan o
mtrc ¥ nghia théng ké 10% (p <.1), gdm : H4b, p = 0.078; H5c, p = 0.051; H7b, p =
0.070. Nam gia thuyét khong phu hop va bi loai gom : H3b, H4c, H5a, H6b, va
H8b. Mb hinh canh tranh dugc kiém dinh voi gia thuyét He. Két qua, gia thuyét nay
khong dat yéu cau. Do vdy, mo hinh nghién ctru pht hop hon véi dit liéu thi truong.
Kiém dinh bang phuong phap bootstrap, cac mbi quan hé trong moé hinh nghién ciru
c6 thé tin cay duoc.

S4u 1a, kiém dinh sy khac biét cac nhan td anh huong dén cac thanh phén cua
RQ bang phan tich da nhom. Hai nhém duge sir dung dé phén tich 13 : nhom san
pham va nhom hinh thirc so hitu.

Két qua kiém dinh mo hinh kha bién ciia nhém san pham - nhya VLXD :
Trong 18 méi quan hé giita cic nhan t6 anh hudng dén ba thanh phan ciia RQ (cam
két, long tin va su hai long) c6 11 mdi quan hé tac dong tich cuc (hé sb6 hdi quy
duong) va gia tri P <.05 nén dat yéu cau & mirc ¥ nghia thong ké 5%. Bay mbi quan
hé do c6 gia tri P > .05 nén khong dat yéu cau. Nhom nhua gia dung : chi c6 3 mbi

quan hé tac dong tich cuc (hé s6 hoi quy duong) va cé gia tri P <.05 nén dat yéu cau
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& muc y nghia thong ké 5%. Mudi 1am mbi quan hé do c6 gia tri P > .05 nén khong
dat yéu cau.

Két qua kiém dinh mé hinh kha bién ctia nhém hinh thirc s& hiru - doanh
nghiép : Trong 18 mbi quan hé giita cic nhan t6 anh hudng dén ba thanh phan cia
RQ (cam két, 10ng tin va sy hai 1ong) c6 8 mdi quan hé tac dong tich cuc va co y
nghia thong ké phu hop nén dat yéu cau (7 mbi quan hé dat yéu cau ¢ mirc y nghia
thong ké 5% va 01 mdi quan hé dat yéu ciu & muc ¥ nghia thong ké 10%). Muoi
mdi quan hé do co gia tri P > .1 nén khong dat yéu cau. Nhém ho KD ca thé : ¢6 10
mdi quan hé tic dong tich cuc va co y nghia thong ké phu hop nén dat yéu cau (9
moi quan hé dat yéu cau & mirc y nghia thong ké 5% va 01 mbi quan hé dat yéu cau
& murc ¥ nghia thong ké 10%). Tam mdi quan hé do ¢ gia tri P > .1 nén khong dat
yéu cau.

Bay 13, so sanh két qua nghién ciru véi cac tai liéu trude cho thay : cac thanh
phan ciia RQ (long tin, cam két va su hai 10ng) duoc nhiéu tai liéu nudc ngoai dé
cap dén; Cac nhan t6 anh hudng dén thanh phan cua RQ gitra NSX — NPP it nghién
ctru dé cap dén. Ba nhan t6 : chat lugng san pham, chat lugng giao hang va twong
tac ca nhan chi thay trong cac nghién ciru ¢ Viét Nam, chua thay & cac nghién ciu
nudc ngoai. Do vy, c6 thé noi cac nhan td ndy la dic thu trong nhitng nén kinh té
chuyén ddi. Hon nita, cac nghién ctu trude day chua dé cap dén nhan té “thim
viéng”, day c6 thé 1a nhan t6 dic thu trong bdi canh nganh nhua & Viét Nam. Ngoai
ra, so sanh gia thuyét nghién ctru voi cac nghién ciru trude, két qua cho thiy gia
thuyét H6a va H6c chua c6 tai liéu ndo dé cap dén, cac gia thuyét con lai co tai liéu

deé cap toan phan, c6 tai liéu dé cap mot phan.

5.2. Péng gop cua nghién ciru
5.2.1. Péng gop vé mit Iy thuyét
M6 hinh ly thuyét cua nghién ctu nay qua kiém dinh ¢ chuong 4, két qua
phu hop véi dit liéu thi trudng trong boi canh mdi quan hé gitta NSX va NPP san
pham nganh nhya ¢ Viét Nam. Vi thé, vé mat Iy thuyét, nghién ciu nay c6 nhiing

dong gop sau :
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The nhat, Ly thuyét chat lwong méi quan hé da dwoc nhiéu hoc gia, nha
nghién ciru quan tam trong thoi gian qua. Luan an nay thuc hién nghién cau vé chat
luong mdi quan hé gitra NSX va NPP trong bdi canh nganh nhya ¢ thi truong Viét
Nam, 1a mot nudc dang phat trién, nén kinh té trong giai doan chuyén ddi. Vi thé,
két qua cua nghién cau cua luan an gop phan bé sung vao Iy thuyét chat luong méi
quan hé trong nhitng nén kinh té chuyén déi.

Thet hai, luan an d3 kham pha thang do “Tham viéng” trong nghién ctru dinh
tinh, va phét trién thang do “Théng tin thi trudng” tir nhan t6 “Hé théng thong tin
thi truong” cua Sabherwal va Chan (2001). Qua danh gia d6 tin cay, danh gia gia
tri, kiém dinh thang do, két qua phl hop va dugc chap nhan. Do vay, “Tham viéng”
va “Thong tin thi truong” & hai nhan t6 méi ¢ anh huéng dén cac thanh phan cua
RQ gittra NSX — NPP, g6p phan bd sung va 1am phong pht thang do nhitng nhan tb
anh huong dén RQ.

The ba, theo cac nghién ctu trudc (Athanasopoulou, 2009; Velez va cong
su, 2015) thang do “Su hop tac” 14 thanh phan cia RQ, nhung trong nghién ctu nay
“Su hop tac” 1a thanh phan cua két qua moi quan hé gitra NSX va NPP, gop phan bo
sung vao hé thdng thang do két qua ciia moi quan hé.

Thir tw, ba thang do “Chit lwong san phim”, “Chét lugng giao hang” va
“Tuong tic c4 nhan” c6 ngudn gbc tir cac nghién ciru vé “gia tri mbi quan hé”
(Nguyen va Nguyen, 2011; Tran Thanh Tung va Pham Ngoc Thiy, 2009) di duoc
kiém dinh trong mé hinh nghién ctru vé RQ giita NSX va NPP trong nganh nhua &
Viét Nam, két qua phut hop va duoc chip nhan. Van dé nay gép phan minh ching
cho “gia tri mdi quan h&” 14 tién than cta “chat luong mdi quan hé” (Ulaga va
Eggert, 2006, tr. 322), bo sung cho 1y thuyét marketing méi quan hé.

Thir nam, két qua kiém dinh cac gia thuyét nghién ctru bang mé hinh SEM
cho thay, gia thuyét H7b (Cam két tic déng tiéu cuc dén hiéu qua kinh doanh). Qua
thao ludn tay doi (sau khi kiém dinh), cic chuyén gia da khang dinh trong mdi quan
hé gitta NSX va NPP san phim nhwra ¢ Viét Nam c6 truong hop “cam két tac dong
tiéu cuc dén hiéu qua kinh doanh ciia NPP”. Két qua ndy bo sung cho hé thong gia

thuyét thanh phan ctia RQ anh huong dén thanh phan ciia két qua mdi quan hé.



141

Thir sdu, kiém dinh su khac biét cac nhan to anh huong dén thanh phﬁn cua
RQ theo nhom san phim phan phdi (nhya VLXD va nhya gia dung) cho thay : cac
mbi quan h¢ trong nhom nhya VLXD dugc chép nhan nhiéu hon cac mdi quan h¢
trong nhém nhuya gia dung. Diéu nay chung to RQ c6 lién quan dén dic diém cua
san pham.

Ngoai ra, kiém dinh su khac biét cac nhan td anh huong dén thanh phén cua
RQ theo nhom hinh thirc s& hitu vén cuia NPP (doanh nghiép va ho KD c4 thé). Két
qua cho thay : cac mdi quan hé trong nhom ho KD cé thé duge chip nhan nhiéu hon
cac mdi quan hé trong nhém doanh nghiép. Chimg t6 RQ ciing lién quan dén dic
diém hinh thic s hitu vn cua cac don vi kinh doanh.

Thit bay, so sanh két qua cia nghién cau véi cac nghién ctu trudc vé cac
thanh phan cia RQ, nhan té anh huéng dén cac thanh phan cua RQ va thanh phan
cua két qua mdi quan hé. So sanh thang do va gia thuyét da kiém dinh véi céc tai
licu truéc. Két qua, thay dugc su tuong dong va khac biét vé thang do cac thanh
phan cua RQ, nhan t6 anh hudng dén cac thanh phan cua RQ va thanh phan cua két
qua méi quan hé, va céc gia thuyét da kiém dinh ciia nghién ciru so véi céc tai lidu
trudc, tir d6 co thé mé ra hudng nghién ciu tiép theo.

5.2.2. Pong gop vé mit thuc tién

Thir nhdt, qua tong két cac tai liéu nghién ctru vé RQ va mdi quan hé giira
NSX — NPP cho thay RQ rét can thiét cho cidc mdi quan hé kinh doanh néi chung va
quan hé gitta NSX va NPP noi riéng.

Thet hai, két qua cua nghién ciu giip cac NSX nhan biét tam quan trong
trong viéc thiét 1ap méi quan hé vai NPP; Xac dinh dugc nhitng nhan té quan trong
anh huong dén chat luong méi quan hé voi NPP, d6 1a : (1) Chat lugng san pham,
(2) Chat lwong giao hang, (3) Théng tin thi truong, (4) Su giao tiép, (5) Tuong tac
c4 nhan va (6) Tham viéng. Trén co s¢ d6, dé ra nhitng chién luoc, bién phap dé
duy tri va phat trién méi quan hé nay, nham gia ting hiéu qua hoat dong cho ca hai
bén va xay dung duoc mdi quan hé ddi tac, hop tac 1au dai.

Thet ba, trong cac nhan té anh huéng dén RQ gitta NSX va NPP, nhan tb

“Chét lwong san pham” tac dong manh nhat. Do vay, cac NSX can quan tim dén
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viéc cai tién san pham, dam bao cung cap cho NPP san pham c6 chét lwong cao va
dang tin cay, gop phan nang cao RQ cho hai bén.

Thet e, nghién ciru da xac dinh “Thiam viéng” va “Théng tin thi truong” 13
hai nhan t6 mé&i anh huong dén RQ giita NSX va NPP trong nganh nhwa & Viét
Nam. Vi thé, dé nang cao RQ, cac NSX can quan tam dén viéc cung cap cho NPP
nhitng théng tin chinh x&c, kip thoi va dén thim NPP thudng xuyén.

Thet nam, kiém dinh sy khac biét cac nhan té anh huéng dén céc thanh phan
cua RQ cho thay : cac méi quan hé trong nhém san pham nhya VLXD tac dong tich
cuc dén cac thanh phan cua RQ nhiéu hon 13 nhém nhya gia dung. Chinh vi thé, cac
NSX nhya gia dung can quan tim dén cac NPP cua minh dé gia ting RQ cho ca hai
bén. Ngoai ra, kiém dinh sy khac biét cc nhan t anh huong theo nhdm hinh thic
s& hiru cho thay : ca&c méi quan hé trong nhdm ho KD ca thé tac dong tich cuc dén
cac thanh phan cia RQ nhiéu hon 1a nhém doanh nghiép. Do vay, cac NSX can
quan tam dén cac NPP thudc hinh thic sé hitu 1a cac doanh nghiép, dé co giai phap

nham nang cao hon nira chat lwgng mdi quan hé NSX — NPP.

5.3. Hamy quan tri

Két qua nghién ctu trong chuong 4 da xac dinh dwoc cac thanh phan cua
RQ, nhan t6 anh huéng dén cac thanh phan cia RQ va thanh phan cua két qua moi
quan hé gitra NSX va NPP theo quan diém cia NPP. Do vay, dua vao cac két qua,
phan tiép theo cua nghién cau nay trinh bay mot sé ham y dé nang cao RQ giita
NSX va NPP trong béi canh nganh nhya ¢ Viét Nam.

5.3.1. Nang cao RQ tir c4c thanh phan ciaa RQ

Két qua ciia nghién ctru xac dinh 3 thanh phan ctia RQ gom : long tin, cam
két va su hai long. Trong d6 : su hai long ¢6 do tin cdy cao nhat, ké dén 1a cam két
va long tin. Do vay, cic nha quan tri san xuat mudn nang cao RQ vdi NPP can thuc
hién cac giai phap nhu sau :

Gia tang sy hai long : Trong hoat dong kinh doanh cta NPP, viéc luya chon
nha cung cap hang hoa cho minh 1a viéc 1am quan trong va can thiét. Cac NSX can
tao dung mdi quan hé tét véi NPP, dé trong trudng hop NPP phai 1am lai hoat dong

kinh doanh tir dau (hoic kinh doanh ¢ mot dia diém khac) thi ho van chon NSX dé
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cung cap hang hoa cho ho. NSX can thiét Iap mbi quan hé tét véi NPP, @& NPP cam
nhan viéc chon NSX cung cap hang hda la quyét dinh dung din cua ho. Ngoai ra, su
hai 1ong 1a két qua mdi quan hé ngudi mua - ngudi ban ma ndi chung 1a khéng thé
phét trién trong sy vang mat cua su tin tudng va cam két (Skarmeas va cong su,
2008, tr. 25). Vi thé, cac nha quan tri san xuat muén gia ting su hai long voi NPP
can duy tri niém tin va thuc hién tét viéc cam két vai NPP.

Ting cwdong cam két : NSX can xem xét lai nhirg diéu khoan cam két gitra
hai bén cho phi hop dé gidp cho NPP thuc hién tét nhitng noi dung cam két. Vi du :
cam két ban hang dang gia quy dinh cia NSX; chi ban san pham cua NSX, khong
ban san pham cua cac dbi thu canh tranh; cam két vé viéc thanh toan tién ban hang,
vé viéc thuc hién cong tac khuyén mai, ... Cam két rat kho xuat hién néu khéng co
su tin tuong, hai yéu té nay tao thanh nén tang cua marketing mdi quan hé
(Skarmeas va cong sy, 2008, tr. 25). Do d6, dé ting cuong cam két véi cac NPP,
cac NSX phai hop tac 1am viéc vai NPP trong méi quan hé dang tin cay.

Gia ting 10ng tin : Trong méi quan hé kinh doanh gitra NSX va NPP, NSX
can xem xét dén loi ich cling nhu cac phuc lgi cho NPP, xay dung cac chinh sach cu
thé cho NPP nhu chinh sach ban hang, thanh toan, khuyén mai,... va cac chinh sach
phuc loi khac. Thuong xuyén quan tdm dén viéc kinh doanh caa NPP, gitp ho giai
quyét nhitng kho khin, viréng mic trong hoat dong kinh doanh nhu : viéc ma rong
thi phan, sy xuat hién cua d6i thu canh tranh,...giap NPP kip thoi giai quyét nhiing
khiéu nai cua khach hang vé chat luong san pham caa NSX. Trong quan hé mua
ban, su tin tudng gitra hai bén 1a can thiét, cac NSX 1am sao dé trong mat NPP ho
cam nhan NSX 1a dang tin cay. Ngoai ra, NSX khong nén sir dung hé thong kiém
soat dbi véi cac NPP dua trén hanh vi co hoi, nhu thé s& tao cho NPP su nghi ngo
va giam 1ong tin d6i vai NSX. NSX chi nén sir dung viéc kiém soat dé do luong va
khen thuaong NPP trong viéc hoan thanh céc chi tiéu cia NSX (Sanchez va cong su,
2012, tr. 897).

5.3.2. Nang cao RQ tir c4c nhan té anh hwéng dén thanh phan cia RQ
Két qua cta nghién ciru da xac dinh 6 nhan t6 anh huong dén cac thanh phan

ciia RQ. Kiém dinh SEM cho thdy nhan t6 chéat luong san pham tac dong manh
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nhat, tiép theo 1a chit luong giao hang, su giao tiép, trong tac ca nhan, thim viéng,
va sau cung 13 thong tin thi truong. Vi thé, cac nha quan tri san xut mudn nang cao
RQ v6i NPP can quan tdm thuc hién cac giai phap sau

Nang cao chét lwong san pham : Cac NSX phai thuong xuyén kiém tra,
giam giét quy trinh san xuat d¢é dam bao san pham san xuét ra dat cac tiéu chuan vé
chat lugng. Thudong xuyén cap nhat thong tin vé cong nghé méi, tién tién cua cac
nuée trén thé gidi. Trén co s d6 c6 ké hoach d6i méi may moéc thiét bi, quy trinh
cong nghé dé san xuit san pham dat chat lugng tot hon, twong duong véi cac san
pham ngoai nhap. NSX nén quan tdm dén viéc cung cip cho NPP nhitng san phim
dam bao cac tiéu chuan vé chat luong, nhdm tao cho cac NPP cam nhén san phém
ciia NSX 1a rat dang tin cay.

Cai thién phwong thirc giao hang : NSX can l1ap ké hoach, lich trinh giao
hang cu thé cho tirng NPP nham dap ung kip thoi yéu cau vé hang hoa cho NPP.
Néu NSX giao hang cham tré, NPP s& mua hang cua nha cung cap khac va nhu thé
NSX s& mat co hdi ban hang va giam 1ong tin noi NPP. NSX can giao hang chinh
xac, dung mat hang, du vé sd lugng va dam bao chat lugng san pham hang hoa cho
NPP. Ngoai ra, NSX can c6 ké hoach dy trir hang ton hop 1y dé dam bao giao hang
trong nhitng truong hop dot xuat, khan cip ma NPP yéu cau.

Ting cwdng sw giao tiép : Trong mdi quan hé gitta NSX va NPP, cac NSX
can c6 ké hoach lién lac véi cac NPP thong qua su giao tiép véi cac NPP. Boi i,
qua su giao tiép NSX c6 thé cai thién loi ich nhan duoc bai cac NPP, dac biét 1a dbi
Vv6i nhirng thay ddi bat ngo vé gia ca, san pham, hoic giao hang. Cac NSX can ting
cudng su giao tiép vai NPP va giao tiép c6 hiéu qua. Néu giao tiép khong hiéu qua
s& anh huong dang ké dén cam két, sy hai Iong va cudi cing anh huéng dén RQ
(Bojei va Alwie, 2010, tr. 88). Chat luong cua giao tiép thé hién & cac thong tin
duogc chia sé gita hai ddi tac dung thoi gian va do tin cay (Ndubsi, 2006). Vi thé,
cac NSX can cung cap cho NPP nhitng thong tin tién ich kip thoi va chinh xac.

Gia ting twong tac ca nhan : Cac dai dién chinh cuia NSX can tuong tac ca
nhan véi cac NPP. Vi tuong tic c4 nhan sé& tao diéu kién thuan loi dé cac bén gap

gd, trao ddi véi nhau tét hon. Do vay, NSX can c6 lich trinh twong tac, lam viéc cu
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thé v6i cac NPP. Qua tuong tac c& nhan giita NSX va NPP, hai bén s& hiéu nhiéu
hon vé& muc tiéu, ké hoach san xuit kinh doanh caa nhau, tir d6 s& gia ting chat
luong san pham, chat lwgng giao hang, hd tro vé thong tin va 1am ting gia tri moi
quan hé cho hai bén (Nguyen va Nguyen, 2011). Ngoai ra, ting cudong tuong tac ca
nhan giita NSX va NPP s& gitip cho NSX dé dang hon trong viéc thoa man cac yéu
cau cua NPP vé san pham hang hda, thong tin thi truong, vé tha tuc giao hang, tir d6
nang cao RQ.

Thwong xuyén thim viéng : NSX can cd ké hoach cu thé vé viéc thim
viéng cac NPP. Tham viéng dinh ky dé nam tinh hinh kinh doanh ctia NPP. Tham
viéng dot xuat dé giup cac NPP giai quyét kip thoi nhitng sy ¢6 trong kinh doanh,
nhitng khiéu nai cua khach hang vé san pham ciia NSX. Viéc tham viéng caa NSX
cd thé chia theo cip do. Cap nhan vién thim viéng NPP thuong xuyén hoic theo
dinh ky. Cap quan 1y tham viéng NPP dot xuat hoic trong cac dip quan trong. Chi
phi co hoi cta viéc khong tham hoi khach hang s& cao hon nhiéu. Boi vi, khi dén
tham NPP, NSX s& phat hién ra nhitng y tuéng dé cai thién mot san pham (hoic tao
ra mot san pham méi), hoic y tudng giir khach hang cii va thu hit khach hang mdi,
NSX s& thu dugc loi nhuan nhiéu hon chi phi cho chuyén viéng tham.

Ting cwdng cung cap thdng tin thi trwang : NSX can xay dung ké hoach
cung cap théng tin cho cac NPP. Boi vi khi NSX cung cdp cho NPP nhiing thong tin
thich hop (nhu gia ca, san pham méi, thi phan,...) s& gitp NPP thiét lap ké hoach
kinh doanh nham phat trién thi phan, ting doanh sé ban hang, gop phan gia tang loi
ich cho hai bén. Cac NSX khi cung cap thong tin cho cac NPP phai dam bao ba yéu
t6 : (1) Thong tin day du, (2) Phi hop, va (3) Chinh xac. Néu NSX thuc hién duoc
viéc nay s& gia tang gia tri mdi quan hé, gép phan nang cao RQ cho ca hai bén.

5.3.3. Nang cao RQ tir dic diém san pham phan phéi
Kiém dinh su khéc biét cac nhan t6 anh huong dén thanh phan cua RQ theo
nhém san pham phan phéi cho thay :
Nhom nhua VLXD, CLSP tac dong manh nhét dén cac thanh phan cua RQ,
ké dén 1a CLGH. Do vay, cac NSX nhya VLXD can quan tam nhiéu dén viéc nang
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cao chit lugng san pham, dam bao giao hang kip thai va chinh xac, tir d6 co thé gia
tang moi quan hé vai cac NPP.

Nhom nhya gia dung, TTCN tac dong manh nhat dén SHL (thanh phan cua
RQ). Trong khi méi quan hé nay ¢ nhém nhwa VLXD lai tac dong yéu nhat. TV tac
d6ng manh thir 2 d¢én LT, va TTCN ciing tac ddng manh thit 3 dén CK. Do vay, dé
nang cao RQ, cac NSX nhua gia dung can quan tdm nhiéu dén viéc tuong tac ca
nhan véi NPP, dong thoi ¢d ké hoach tham viéng NPP thudng xuyeén.

5.3.4. Nang cao RQ tir dic diém hinh thikc sé hiru von cia NPP

Kiém dinh sy khéc biét cac nhan t6 anh huong dén thanh phan cua RQ theo
nhém hinh thire sé hitu vén kinh doanh caa NPP cho thay :

Nhom doanh nghiép, TTCN tac dong manh nhat dén hai thanh phan cia RQ
la CK va SHL (Trong khi & nhém ho KD cé thé thi hai mdi quan hé nay tac dong
tiéu cuc, do hé s6 hoi quy chuan hda am). SGT tac dong manh tht 3 d&én LT. Két
qua kiém dinh cho thay cac NPP thugc nhom doanh nghiép quan tim dén viéc
tuong tac ca nhin va su giao tiép caa NSX. Nhu vy, cac NSX san pham nhya can
ting cudng tuong tac ca nhan, gia ting sy giao tiép mot cach hiéu qua vai NPP cua
minh, dé nang cao RQ cho hai bén.

Nhom ho KD cé thé, CLSP tac dong manh nhat dén 3 thanh phan cua RQ 1a
SHL, CK, va LT. Trong khi méi quan hé nay & nhém doanh nghiép lai tac dong véi
muc thap hon. CLGH tac dong manh thtr 4 ¢én SHL. Tuong Gng véi két qua nghién
ctru chung. Piéu nay ciing ¢6 nghia 14 cac NPP thuoc nhém ho KD ca thé quan tam
nhiéu dén chat lwong san pham cia NSX. Do vay, cac NSX san pham nhya can
quan tam dén viéc cai tién k¥ thuat, dam bao san xuét san pham chat luong tét dé
cung cap cho NPP, dong thoi dam bao giao hang chinh xac va kip thdi cho NPP.

Nhu vay, két qua nghién ctu caa luan an cho thay cac thanh phan cia RQ,
nhan té anh huong dén thanh phan caa RQ néi trén ¢ vai trd quan trong trong viéc
nang cao RQ giita NSX va NPP. Chat lwong mdi quan hé cao s& gia tang hiéu qua
kinh doanh cho NPP, thé hién qua céc chi tiéu doanh thu ban hang, loi nhuan ting
cao, thi phan duoc mé rong. Piéu nay ciing mang lai lgi ich cho NSX. Tir d6, NPP

s& c6 xu hudng tiép tuc gan bé va hop tac 1au dai véi NSX, va NSX c¢6 co hdi tro
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thanh nha cung c4p chinh cho NPP. Nhu thé ca hai bén tham gia vao mdi quan hé
déu dat duogc loi ich. Vi thé, cac NSX ndi chung, trong nganh nhwa ndi riéng can
quan tdm dau tu vao mdi quan hé kinh doanh véi cdc NPP cua minh dé nang cao
chat lwgng mdi quan hé, gop phan gia ting hiéu qua kinh doanh va hudng dén sy
hop téac 1au dai.

5.4. Han ché va hwéng nghién ciu tiép theo

Bén canh két qua dat duoc, nghién ciu ndy con nhiing han ché sau :

Thet nhdt, nghién ciu trong luan &n ndy méi chi kham pha va kiém dinh cac
thang do thanh phan cia RQ, nhan té anh hudng dén céc thanh phan cua RQ va
thanh phan cua két qua mdi quan hé gitra NSX va NPP trong nganh nhwa (6 khu
vuc TP.H6 Chi Minh, cac tinh Mién Tay va mot sb tinh Mién Pong Nam Bo). Cac
nganh khéc hoic thi truong khac c6 thé c¢d nhitng khéc biét vé thanh phan cua RQ,
nhan t anh huéng dén thanh phan cua RQ va thanh phan cua két qua mdi quan hé
gitta NSX va NPP. Nghién ciru trong twong lai can kham pha va kiém dinh ¢ céc thi
truong san pham va khu vuc dia 1y khac nhau dé gia tang tinh khai quat cho két qua
nghién cuu.

Thet hai, phuong phap khao sét trong nghién ciu nay kham phé va kiém dinh
cac thang do thanh phan cia RQ, nhan t6 anh hudng dén thanh phan cua RQ va
thanh phan cua két qua mdi quan hé NSX - NPP theo quan diém cua cac NPP
chuyén kinh doanh san pham nhua (hau hét 14 cac NPP thudc kénh phan phéi truyén
théng). Nghién ciru trong twong lai nén khao sat quan diém cia NSX hoac két hop
ca hai bén. Mot nghién ctu so sanh tir goc do ca nguoi mua va nguoi ban (hay NSX
va NPP) ¢6 thé cung cap nhitng khdam phéa tha vi (Chang va cong sy, 2012, tr.1056).
Ngoai ra, nghién ctru trong tuong lai nén khao sat thém cac NPP trong kénh phén
phéi hién dai nhu cac siéu thi.

Thet ba, nghién ctu nay kiém dinh sy khéc biét cac nhan té anh huéng dén
thanh phan cua RQ theo hai tiéu thirc : san pham phan phdi va hinh thic so hitu vén
kinh doanh cua NPP. Cac tiéu thirc khac nhu : khu vuc kinh doanh cua NPP, doanh
thu caa NPP, quy mé lao dong cia NPP chua duoc kiém dinh. Van dé nay mo

huéng cho cac nghién ciu tiép theo.
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Thet e, nghién cttu ndy chi xem xét cac nhan té anh huéng dén thanh phan
cia RQ, va céc thanh phan két qua caa méi quan hé giita NSX — NPP. Qua lugc
khao 142 nghién cau vé RQ, gdm 64 tai liéu do Athanasopoulou (2009) tong két va
78 tai liéu tac gia tong hop, nhan thay rat it nghién ctu xem xét cac mdi quan hé
trong cum thanh phan cua RQ, citng nhu thanh phan cua két qua méi quan hé. Van
dé nay lai mg hudng nghién ctu tiép theo.

Thet ndm, nghién ctu nay dua theo phwong phap suy dién. Mat khac, mdi
quan hé kinh doanh gita cac doanh nghiép trong thi truong chuyén déi cé thé co
nhitng khac biét so vai thi trudng Phuong Tay, noi ma 1y thuyét RQ duoc thiét lap.
Do vay, cac nghién ciru trong twong lai c6 thé sir dung phuong phap quy nap dé
nghién ctru vé RQ tai thi truong chuyén d6i nhu Viét Nam.



149

DANH MUC CONG TRINH NGHIEN CUU
CUA TAC GIA CO LIEN QUAN PEN LUAN AN

1. Bai bao diing trén Ky yéu Hai thao Quac té
Tran Van Khoat, Ho Thanh Phong, Vo Thi Quy (2018). The quality of
manufacturer — distributor relationship — A case of plastic industry in Vietnam.
The 13™ International Congress on Logistic and SCM Systems. Ho Chi Minh
City, Vietnam, pp. 485 — 492.

2. Bai bao dang trén cac Tap chi trong nwéc

2.1. H6 Thanh Phong, V& Thi Quy va Tran Van Khoat (2018). Két qua cua chat
lwong méi quan hé nha san xuat — nha phan phéi trong nganh nhya ¢ Viét Nam.
Tap chi Céng Thuwong, s 11, thang 8, tir trang 381 — 388.

2.2. Tran Vian Khoat va Ho Thanh Phong (2018). Chat lwong san pham va hiéu qua
kinh doanh trong quan hé nha san xuit — nha phan phéi : Vai tro trung gian cua
cam két. Tap chi Kinh té va Du bdo, s6 27, thang 9, tir trang 62 - 65.

2.3. H6 Thanh Phong va Tran Vin Khoat (2018). Chat luong méi quan hé giita nha
san xuat va nha phan phdi trong nganh nhya & Viét Nam. Tap chi Khoa hoc —
Pai hoc Mé Thanh phé Hé Chi Minh | s6 63(6), tir trang 3 - 16.

3. Bai bao dang trén Tap chi nwéc ngoai
Tran Van Khoat, Vo Thi Quy, and Ho Thanh Phong (2019). The Quality of
Manufacturer - Distributor Relationship : A Case of Plastic Industry in
Vietnam. International Review of Business Research Papers, Vol. 15. No. 1,
Pages: 87-102.



150

TAI LIEU THAM KHAO

TIENG VIET

1.

10.

Db Ngoc My va Pang Van My (2008), Quan hé hop tac gitra cac nha san xuat
va nha phan phéi trong linh vuc hang tiéu dung : Nghién ctu tham do. Tap chi
Khoa hoc va Cong nghé - Pai hoc Pa Néng, s6 3(26). Trang 145 — 154.

Hiép Hoi Nhya Viét Nam (2015), Tong quan nganh nhwa Viét Nam [Online]
Available at: http://www.vpas.vn/gioi-thieu/tong-quan-nganh.html [Accessed
6 March 2016].

Hoang Lé Chi (2013), Chat lwong mdi quan hé gitra nha cung cap dich vy va

khach hang : Nghién ctru truong hop khach hang cong nghiép nganh dich vu
vién thdng. Luan an Tién si - Truong Pai hoc Kinh té TP.HCM. Trang 01-268.
Nghi quyét s6 13/NQ-CP ngay 10/5/2012 cta Chinh Phii vé mot sé giai phap
thao g& kho khin cho san xuat kinh doanh, hd tro thi trudng.

Nghi quyét s6 02/NQ-CP ngay 07/01/2013 ciia Chinh Pha vé mot sb giai phéap
th4o g& kho khin cho san xuat kinh doanh, hd tro thi truong.

Nghi quyét Dai hoi Pai biéu toan qudc lan tha X1l caa Pang Cong San Viét
Nam, ngay 28/01/2016.

Nguyén Dinh Tho (2011), Phwong phdp nghién ciru khoa hoc trong kinh
doanh. Nha xuat ban Lao Bong X& Hoi, Ha Noi.

Nguyén Pinh Tho va Nguyén Thi Mai Trang (2009), Mot s6 yéu to tao thanh
nang lyc dong doanh nghiép va giai phdp nudi dudng. Hgi thdo “Nang luc
canh tranh dong cua doanh nghiép” — TP.HCM, 18/04/2009. Trang 01 - 22.
Nguyén Dinh Tho va Nguyén Thi Mai Trang (2011), Nghién cizu khoa hoc
marketing - Ung dung mé hinh cdu tric tuyén tinh SEM. Nha xuat ban Lao
bong, Ha Noi.

Nguyén Khanh Duy (2009). Bai gidng thzc hanh mé hinh cdu trdc tuyén tinh
SEM véi phan mém AMOS. Trudong Dai hoc Kinh t¢ TP.HCM. Luu hanh

noi bo.


http://www.vpas.vn/gioi-thieu/tong-quan-nganh.html

11.

12.

13.

151

Tran Thanh Tung va Pham Ngoc Thay (2009), Céc yéu té anh huong gia tri
méi quan hé gitra nha cung cap va nha phan phdi. Tap chi Phéat trién Khoa hoc
va Cong nghé - Pai hoc Quéc gia TP.HCM. Tap 12, s6 01-2009. Trang 71-85.
Quyét dinh s6 11/2004/QD-BCN, ngay 17/02/2004 cua Bo Cong Nghiép vé
viéc quy hoach tong thé phat trién nganh nhya Viét Nam dén nam 2010.

Quyét dinh sé 2992/QD-BCT, ngay 17/6/2011 cua Bo Cong Thuong vé viéc
phé duyét quy hoach phét trién nganh nhya Viét Nam dén nam 2020, tam nhin
dén nam 2025.

TIENG ANH

14.

15.

16.

17.

18.

19.

Abdullah, M. F., Putit, L., & Teo, C. B. C. (2014). Impact of Relationship
Marketing Tactics (RMT’s) & Relationship Quality on Customer Loyalty: A
Study within the Malaysian Mobile Telecommunication Industry. Procedia -
Social and Behavioral Sciences, 130, 371-378.

Agariya, A.K., Singh, D. (2011). What really defines relationship marketing?
A review of definitions and general and sector-specific defining constructs. J.
Relationship Market, 10 (4), 203-237.

Ahamed, A. F. M. J., & Skallerud, K. (2015). The link between export
relationship quality, performance and expectation of continuing the
relationship. International Journal of Emerging Markets, 10(1), 16-31.
Al-alak Basheer A. (2014). Impact of marketing activities on relationship
quality in the Malaysian banking sector. Journal of Retailing and Consumer
Services, 21(3), 347-356.

Al-Ansari Y., Pervan S. and Xu j. (2013). Innovation and business
performance of SMEs: the case of Dubai. Education, Business and Society :
Contemporary Middle Eastern Issues, VVol. 6 No. 3/4, pp. 162-180.

Albino, V., Carbonara, N., Giannoccaro, I. (2007). Supply chain cooperation
in industrial districts: a simulation analysis. European Journal of Operational
Research, 177, 261-280.



20.

21.

22.

23.

24,

25.

26.

21.

28.

29.

152

Alejandro T. B.,Souza D. V., Boles J. S., Ribeiro A. H. P., Monteiro P. R. R.
(2011). The outcome of company and account manager relationship quality on
loyalty, relationship value and performance. Industrial Marketing
Management 40, pp.36—43.

Andaleeb, S. S. (1996). An Experimental Investigation of Satisfaction and
Commitment in Marketing Channels: The Role of Trust and Dependence.
Journal of Retailing, 72, 71-93.

Anderson, E., & Weitz, B. A. (1992). The use of pledges to build and sustain
commitment in distribution channels. Journal of Marketing Research, 24(1),
18-34.

Anderson JC & Gerbring DW (1998). Structural equation modelling in
practice: A review and recommended two-step approach, Psychological
Bulletin, 103(3), 411-23.

Anderson J.C. & Narus J.A. (1984). A Model of the Distributor's Perspective
of Distributor-Manufacturer Working Relationships. Journal of Marketing, 48,
Fall, pp.62-74.

Anderson J.C. & Narus J.A. (1990), A Model of Distributor Firm and
Manufacturer Firm Working Partnerships. Journal of Marketing, 54, January,
pp.42-58.

Athanasopoulou, P. (2006). Determining relationship quality in the
development of business-to-business financial services. Journal of Business to
Business Marketing, Vol. 13 No. 1, pp. 87-120.

Athanasopoulou P. (2008). Antecedents and consequences of relationship
quality in athletic services. Managing Service Quality VVol. 18 No. 5, pp. 479-
495,

Athanasopoulou, P. (2009). Relationship quality: a critical literature review
and researchagenda. European Journal of Marketing, 43 (5/6): 583-610.
Athanasopoulou, P. and Mylonakis, J. (2009). The quality of relationships

between fitness centres and their customers: a qualitative study. International



30.

31

32.

33.

34.

35.

36.

37.

153

Journal of Sport Management & Marketing, Special Issue in the Management
of Sport Firms and Organisations: Opportunities and Challenges, Vol. 5 No.
3, pp. 355-366.

Athanasopoulou, P., Kalogeropoulou, D., & Douvis, J. (2013). Relationship
quality in sports: a study in football teams and fitness centres. Sport, Business
and Management: An International Journal, 3(2), 100-117.

Aurier, P., & Séré de Lanauze, G. (2011). Impacts of in-store manufacturer
brand expression on perceived value, relationship quality and attitudinal
loyalty. International Journal of Retail & Distribution Management, 39(11),
810-835.

Avci, U., Madanoglu, M. and Okumus, F. (2011). Strategic orientation and
performance of tourism firms: evidence from a developing country. Tourism
Management, Vol. 32, pp. 147-157.

Bagozzi R. P. (1984). A prospectus for theory construction in marketing.
Journal of Marketing, 48(4): 11-29.

Bagozzi R. P. and Foxall G. R. (1996). Construct validation of a measure of
adaptive-innovative cognitive styles in consumption. Intern. J. of Research in
Marketing, 13, pp.201-213.

Bagozzi R. P and Youjae (1988). On the Evaluation of Structural Equation
Models. Journal of the Academy of Marketing Science; 16; 74.

Baker, R., J.M. Brick, N.A. Bates, M. Battaglia, M.P. Couper, J.A. Dever, K.J.
Gile, and R. Tourangeau (2013). Non-probability sampling. Report of the
AAPOR task force on non-probability sampling.
http://www.aapor.org/AAPOR_Main/media/MainSiteFiles/NPS_TF Report F
inal_7_revised FNL_6_22 13.pdf (accessed May 28, 2017).

Baldoquin de la Pena M.G, Escalera Farinas & Linfati R. (2014). A Model and
Solution Method for Solving the Real-world and Complex roblem of
Scheduling Visits to Customers. Journal of Applied Research and
Technology, Volume 12, Issue 3, June 2014, Pages 333-342.


http://proxy.vnulib.edu.vn:2053/science/article/pii/S1665642314716165
http://proxy.vnulib.edu.vn:2053/science/article/pii/S1665642314716165
http://proxy.vnulib.edu.vn:2053/science/article/pii/S1665642314716165

38.

39.

40.

41.

42.

43.

44,

45.

46.

154

Bandara, S., Leckie, C., Lobo, A., & Hewege, C. (2017). Power and
relationship quality in supply chains: the case of the Australian organic fruit
and vegetable industry. Asia Pacific Journal of Marketing and Logistics,
29(3), 501-518.

Batt, P. J. (2001). Relational quality: further evidence of a single higher order
construct in industrial market. In: Annual indistrial marketing and purchasing
conference interaction, relationships & networks : Strategic dimensions , 17.,
Oslo (NOR).

Beloucif, A., Donaldson, B. and Kazani, U. (2004). Insurance Broker-client
Relationships: An Assessment of Quality and Duration, Journal of Financial
Services Marketing, 8(4), 327-42.

Bennett, R. and Barkensjo, A. (2005). Relationship quality, relationship
marketing, and client perceptions of the levels of service quality of charitable
organisations. International Journal of Service Industry Management, Vol. 16
No. 1, pp. 81-106.

Berry, L.L. (2000). Relationship marketing of services, in Sheth, N.J. and
Parvatiyar, A.(Eds), Handbook of Relationship Marketing, Sage Publications,
London, p.149-70.

Berry, L., and Parasuraman, A. (1991). Marketing Services. New York: The
Free Press.

Berry, Leonard L. (1983). Relationship Marketing. In Emerging Perspectives
in Services Marketing, eds. Leonard L. Berry, G. L. Shostack, and G. D. Upah,
25-28. Chicago, Ill.: American Marketing Association.

Bojei J. & Alwie A. (2010). The Influence of Relationship Quality on Loyalty
in Service Sector, Int. Journal of Economics and Management 4(1): 81 — 100.
Bollen K. A. & Long J. S. (1993). Introduction, Trong Testing Structural
Equations Models, Bollen K. A. & Long J. S. (eds), Newbury Park, CA: Sage,
1-9.



47.

48.

49.

50.

51.

52.

53.

54.

55.

56.

155

Boles J. S., Johnson J. T. and Barksdale H. C. (2000). How Salespeople Build
Quality Relationships: A Replication and Extension. Journal of Business
Research, 48, 75-81.

Boniface B. , Gyau A. and Stringer R. (2010). Relationship quality as the
predictor of long term relationship in the Malaysian dairy industry. MPRA
Paper No. 24420, posted 14. August 2010 04:42 UTC.

Bonoma, T.v. and Johnston, Wj. (1978). The Social Psychology of Industrial
Buyingand Selling. Industrial Marketing Management 17, pp.213-224.
Bonoma, TV. and Zaltman, G. (Eds) (1978). Industrial Buying Behavior,
Chicago MI, AMA.

Bove, L. L., & Johnson, L. W. (2001). Customer relationships with service
personnel: Do we measure closeness, quality or strength? Journal of Business
Research, 54 (3), 189-197.

Bowersox, D.J., Stank, T.P., & Daugherty, P.J. (1999). Lean launch :
Managing product introduction risk through response based logistics. Journal
of Production Innovation Management, 16: 557.

Brick, M. (2011). The Future of Survey Sampling. Public Opinion Quarterly
(Special Issue) 75(5), p.872-888.

Brinsky, A. (2006). American Public Opinion in the 1930s and 1940s : The
Analysis of Quota-Controlled Sample Survey Data. The Public Opinion
Quarterly 70(4), p.499-529.

Brodie, Rj., Coviello, N.E., Brookes, RW. and Little, V. (1997). Towards a
Paradigm Shift in Marketing? An Examination of Current Marketing
Practices. Journal of Marketing Management 13, July, pp.383-406.

Brown, J. and Frazier, G. L. (1978). The Application of Channel Power: Its
Effects and Connotations. in Research Frontiers in Marketing: Dialogues and

Directions, S. C. Jain, ed., American Marketing, Chicago.



57.

58.

59.

60.

61.

62.

63.

64.

65.

66.

156

Brown, J. R., Lusch, R. F., & Smith, L. P. (1991). Conflict and satisfaction in
an industrial channel of distribution. International Journal of Physical
Distribution and Logistics Management, 21(6), 15— 25.

Calantone Roger J. and Gassenheimer Jule B. (1991). Overcoming Basic
Problems Between Manufacturers and Distributors. Industrial Marketing
Management, 20, 215-221.

Campbell J. M. and Park J. (2017). Extending there source-based view :
Effects of strategic orientation toward community on small business
performance. Journal of Retailing and Consumer Services, 34, 302—-308.
Camillus, J. C., A. L. Lederer (1985). Corporate strategy and the design of
computerized information systems. Sloan Management Rev. 26(3) 35-42.
Cannon, J.P. and Homburg, C. (2001). Buyer-supplier relationships and
customer firm costs. Journal of Marketing, Vol. 65, January, pp. 29-43.
Capon, N., Farley, J., and Hoenig, S. (1990). Determinants of financial
performance: A metaanalysis. Management Science, Vol. 36, No. 10, pp.
1143-1159.

Carmichael, H. Lorne, and MacLeod W. Bentley (1997). Gift Giving and the
Evolution of Cooperation. International Economic Review, XXXVIII, 485-
509.

Carr, C.L. (2006). Reciprocity: the golden rule of IS — user service relationship
quality and cooperation. Seeking a mutually beneficial relationship between
departments and users. Communications of the ACM, Vol. 49 No. 6, pp. 77-83.
Cater T. & Cater B. (2010). Product and relationship quality influence on
customer commitment and loyalty in B2B manufacturing relationships.
Industrial Marketing Management 39, pp.1321-1333.

Cavusgil S. T., Deligonul S., Zhang C. (2004). Curbing Foreign Distributor
Opportunism: An Examination of Trust, Contracts, and the Legal Environment
in International Channel Relationships. Journal of International Marketing:
Summer 2004, Vol. 12, No. 2, pp. 7-27.



67.

68.

69.

70.

71.

72.

73.

74.

75.

76.

157

Chang, H. H., Lee, C.-H., & Lai, C.-Y. (2012). E-Service quality and
relationship quality on dealer satisfaction: Channel power as a moderator.
Total Quality Management & Business Excellence, 23(7-8), 855-873.
Chang M. L., Cheng C. F., Wu W. Y. (2012). How Buyer-Seller Relationship
Quality Influences Adaptation and Innovation by Foreign MNCs’
Subsidiaries. Industrial Marketing Management 41, pp.1047-1057.

Chan, Y. E., L. Huff., D. G. Copeland, D. W. Barclay (1997). Business
strategy, information systems strategy, and strategic alignment. Inform.
Systems Res. 8(2) 125-150.

Chen Shuo-Pei and Wu Wann-Yih (2010). A systematic procedure to evaluate
an automobile manufacturer—distributor partnership. European Journal of
Operational Research, 205, 687-698.

Churchill, J.G.A., (1979). A paradigm for developing better measures of
marketing constructs. Journal of Marketing Research, 26(1), pp.64-73.

Chu, Z., Wang, Q., & Lado, A. A. (2016). Customer orientation, relationship
quality, and performance. The International Journal of Logistics Management,
27(3), 738-754.

Collins, C., & Clark, K. (2003). Strategic human resource practices, top
management team social networks, and firm performance: The role of human
resource practices in creating organizational competitive advantage. Academy
of Management Journal, 46(6), 740-751.

Coviello, N.E., Brodie, Rj. and Munro, Hj. (1997). Understanding
Contemporary Marketing: Development of a Classification Scheme. Journal
of Marketing Management 13, pp.501-522.

Cronbach LJ (1951). Coefficient alpha and the internal structure of tests,
Psychometrika, 16(3), 297-334.

Crosby, L.A., Evans, K. R., & Cowless, D. (1990). Relationship quality in
services selling: an interpersonal influence perspective. Journal of marketing,
51: 68-81.



77.

78.

79.

80.

81.

82.

83.

84.

85.

86.

158

Cullen, J. B., Johnson, J. L., & Sakano, T. (1995). Japanese and local partner
commitment to IJVs: Psychological consequences of outcomes and
investments in the 1JV relationship. Journal of International Business Studies,
26(1), 91-115.

Cumming, R. (1990). Is probability Sampling Always Better ? A Comparison
of Results from a Quota and Probability Sample Survey. Community Health
Studies 14(2), p.132-137.

Dess, G. G. and Robinson, J. R. B. (1984). Measuring organizational
performance in the absence of objective measures: The case of the privately-
held firm and conglomerate business unit. Strategic Management Journal,
Vol.5, No. 3, pp. 265-273.

Dorsch, M.J., Swanson, S.R. and Kelley, S.W. (1998). The role of relationship
quality in the stratification of vendors as perceived by customers. Journal of
the Academy of Marketing Science, Vol. 26 No. 2, pp. 128-42.

Dwyer, F. R., Schurr, P. H.,, & Oh, S. (1987). Developing buyer—seller
relationships. Journal of Marketing, 51(3), 11-27.

Erdil T. S. (2014). The role of foreign intermediary relationship quality on
export performance: A survey on Turkish firms. Procedia - Social and
Behavioral Sciences 150 (2014 ) 600 — 608.

Farrelly, F.J. and Quester, P.G. (2005). Examining important relationship
quality constructs of the focal sponsorship exchange. Industrial Marketing
Management, Vol. 34, pp. 211-9.

Fawcett S.E., Calantone R., Smith S.R. (1997). Delivery capability and firm
performance in international operations, Int. J. Prod. Econ. 51 (3), 191-204.
Ford, D., Hakansson, H., (2006). IMP some things achieved: much more to do.
European Journal of Marketing, 40 (3/4), 248-258.

Fornell C. & Larcker D. F. (1981). Evaluating structural equation models with
unobserved variables and measurement error. Journal of Marketing Research,
28(1), pp.39-50.



87.

88.

89.

90.

91.

92.

93.

94.

95.

96.

159

Forslund H., Jonsson P., and Mattsson S. (2009). Order-to-delivery
performance in delivery scheduling environments, Int. J. Prod. Perform.
Measure. 58 (1), 41-53.

Frazier, G. (1983). Interorganizational Exchange Behavior in
MarketingChannels: A Broadened Perspective. Journal of Marketing, 47, Fall,
pp.68-78.

Frazier, G. L., Gill, J. D., & Kale, H. (1989). Dealer dependence levels and
reciprocal actions in a channel of distribution in a developing country. Journal
of Marketing, 53(1), 50 - 69.

Friman, M., Ga'rling, T., Millet, B., Mattsson, J. and Johnston, R. (2002). An
analysis of international business-to-business relationships based on the
commitment-trust theory. Industrial Marketing Management, VVol.31, p.403-9.
Fynes, B., de Burca, S. and Marshall, D. (2004). Environmental uncertainty,
supply chain relationship quality and performance. Journal of Purchasing and
Supply Management, VVol. 10 Nos 4-5, pp. 179-90.

Ganesan, S. (1993). Negotiation strategies and the nature of channel
relationships. Journal of Marketing Research, 30(2), 183— 203.

Ganesan S. and Hess, R. (1997). Dimensions and levels of trust: implications
for commitment to a relationship. Marketing Letters, v.8, n.4, p.439-448.
Garbarino, E. and Johnson, M.S. (1999). The different roles of satisfaction,
trust, and commitment in customer relationships. Journal of Marketing, Vol.
63 No. 2, April, pp. 70-87.

Garg, D., Narahari, Y., & Viswanadham, N. (2003). A New Approach to
Achieving Sharp and Timely Deliveries in Supply Chain Networks.
Proceedings of the IEEE International Conference on Intelligent Robots and
Systems, October — 2003: 2315 — 2320.

Garg, D., Narahari, Y. & Viswanadham, N. (2004). Design of Six Sigma

supply chains. IEEE Transactions on Automation Science and Engineering, 1.



97.

98.

99.

100.

101.

102.

103.

104.

105.

106.

160

Gerbing WD & Anderson JC. (1988). An update paradigm for scale
development incorporating unidimensionality and its assessments, Journal of
Marketing Research, 25(2), 186-92.

Geyskens, I., Steenkamp, J. -B. E. M., & Kumar, N. (1999). A meta-analysis
of satisfaction in marketing channel relationships. Journal of Marketing
Research, 36(2), 223—238.

Geyskens, |., Steenkamp, J.E.M., Scheer, K.L. and Kumar, N. (1996). The
effects of trust and interdependence on relationship commitment: a trans-
Atlantic study. International Journal of Research in Marketing, VVol. 13 No. 4,
pp. 303-17.

Geyskens, 1., & Steenkamp, J. B. (2000). Economic and social satisfaction:
Measurement and relevance to marketing channel relationships. Journal of
Retailing, 76(1), 11 -32.

Goodman L. E. & Dion P. A. (2001). The Determinants of Commitment in the
Distributor — Manufacturer Relationship, Industrial Marketing Management
30, 287-300.

Granovetter, M. (1985). Economic action and social structure: the problem of
embeddedness. American Journal of Sociology, Vol. 91 No. 3, pp. 481-510.
Gronroos, C., Storbacka, K. & Strandvik, T. (1994). Managing Customer
Relationships for Profit: The Dynamics of Relationship Quality. International
Journal of Servicelndustry Management, 5 (5): 21-38.

Gummesson, E. (1996). Toward a Theoretical Framework of Relationship
Marketing. In : Proceedings of the International Conference on Relationship
Marketing, March, Berlin, pp.5-18.

Gummesson, E. (1997). Relationship marketing as a paradigm shift: some
conclusions from the 30R approach. Management Decision, 35 (4): 267-272.
Gunasekaran A., Patel C., Tirtiroglu E. (2001). Performance measures and
metrics in a supply chain environment, Int. J. Oper. Prod. Manage. 21 (1/2),
pp.71-87.



107.

108.

109.

110.

111.

112.

113.

114.

115.

116.

117.

118.

161

Gundlach, G. T., and Murphy, P. (1993). Ethical and Legal Foundations of
Relational Marketing Exchanges. Journal of Marketing 57, 35-46.

Gundlach, G. T., Achrol, R. S., & Mentzer, J. T. (1995). The structure of
commitment in exchange. Journal of Marketing, 59(1), 78-92.

Gupta Vivek and Sushil (2014). Influence of relationship quality on is/it
outsourcing success : Indian vendors’ perspective. Journal of Information
Technology Management Volume XXV, Number 3, 2014.

Hair JF, Black WC, Babin Bj and Anderson RE (2006). Multivariate Data
Analysis, 6"ed, Uper Saddle River NJ : Prentice - Hall.

Hair JF, Black WC, Babin Bj and Anderson RE (2010). Multivariate Data
Analysis, 7"ed, Person Prentice Hall.

Hair JF, Black WC, Babin Bj and Anderson RE (2014). Multivariate Data
Analysis, Seventh Edition. Person New International Edition.

Hakansson H (1982). International Marketing and Purchasing of Industrial
Goods : An Interaction Approach, Chichester UK : Wiley.

Halinen, A (1994). Exchange Relationships in Professional Services. A Study
of Relationship Development in the Advertising Sector, Publications of the
Turku School of Economics and Business Administration, Series A-6. Turku,
Finland.

Han, S.-L., Wilson, D.T. and Dant, S. (1993). Buyer-seller relationships today.
Industrial Marketing Management, VVol. 22 No. 4, pp. 331-8.

Harash J. Sachdev & Russell G. Merz (2012). A Model of Manufacturer-
Driven Governing Mechanisms and Distributor Performance, J Bus Mark
Manag 5(1):21-41.

Harker M. J., (1999). Relationship marketing defined ? An examination of
current relationship marketing definitions. Marketing Intelligence &
Planning, Vol. 17 Issue: 1, pp.13-20.

Harrison, J.S. and Wicks, A.C. (2013). Stakeholder theory, value, and firm
performance. Business Ethics Quarterly, Vol. 23 No. 1, pp. 97-124.



119.

120.

121.

122.

123.

124.

125.

126.

127.

162

Harmancioglu N., Grinstein A., Goldman A. (2010). Innovation and
performance outcomes of market information collection efforts : The role of
top management team involvement. Intern. J. of Research in Marketing 27,
33-43.

Heide, JB. and John, G. (1990). Alliances in Industrial Purchasing: The
Determinants of Joint Action in Buyer-Supplier Relationships. Journal of
Marketing Research, 27, February, pp.24-36.

Heide, JE. and John, G. (1992). Do Norms Matter in Marketing Relationships
?. Journal of Marketing, 56, April, pp.32-44.

Henderson, N. Venkatraman (1992). Strategic alignment: A model for
organizational transformation through information technology. T. A. Kochan
and M. Useem (eds.). Transforming Organizations. Oxford University Press,
Oxford.

Hennig-Thurau, T. (2000). Relationship quality and customer retention
through strategic communication of customer skills. Journal of Marketing
Management, VVol. 16 No. 1-3, pp. 55-79.

Hennig-Thurau, T. and Klee, A. (1997). The impact of customer satisfaction
and relationship quality on customer retention: a critical reassessment and
model development. Psychology & Marketing, Vol. 14 No. 8, pp. 737-64.
Hennig-Thurau, T., Gwinner, K. and Gremler, D. (2002). Understanding
relationship marketing outcomes. Journal of Service Research, Vol.4 No.3,
p.230-46.

Hewett, K., Money, R.B. and Sharma, S. (2002). An exploration of the
moderating role of buyer corporate culture in industrial buyer-seller
relationships. Journal of the Academy of Marketing Science, Vol. 30 No. 3, pp.
229-39.

Hibbard, J.D., Kumar, N. and Stern, L.W. (2001). Examining the impact of
destructive acts in marketing channel relationships. Journal of Marketing
Research, Vol. 38 No. 1, pp. 45-61.



128.

129.

130.

131.

132.

133.

134.

135.

136.

137.

163

Hofstede, G. (1991). Cultures and organizations: Software of the mind.
London: McGraw-Hill.

Homburg, C., Kuester, S., Beutin, N., & Menon, A. (2005). Determinants of
customer benefits in business-to-business markets: A cross-cultural
comparison. Journal of International Marketing, 13(3), 1-31.

Hopkinson, G.C. and Hogarth-Scott, S. (1999). Franchise relationship quality:
micro-economic explanations. European Journal of Marketing, Vol. 33 Nos
9/10, pp. 827-43.

Huang Q., Davison R. M., & Liu H. (2014). An exploratory study of buyers’
participation intentions in reputation systems: The relationship quality
perspective. Information & Management, 51, 952-963.

Huntley, J.K. (2006). Conceptualization and measurement of relationship
quality: linking relationship quality to actual sales and recommendation
intention. Industrial Marketing Management, Vol. 35 No. 6, pp. 703-14.

Hunt, S. D., and Nevin, J. R. (1974). Power in a Channel of Distribution:
Sources and Consequences. Journal of Marketing Research 11, 186-193.
Izogo, E. E. (2016). Structural equation test of relationship quality —
repurchase intention — willingness to recommend framework in retail banking.
International Journal of Emerging Markets, 11(3), 374-394.

Izogo, E. E., Reza, A., Ogba, I.-E., & Oraedu, C. (2017). Determinants of
relationship quality and customer loyalty in retail banking : Evidence from
Nigeria. African Journal of Economic and Management Studies, 8(2), 186—
204.

Jamal, A. and Adelowore, A. (2008). Customer-employee relationship: the
role of self-employee congruence. European Journal of Marketing, Vol. 42
Nos 11/12, pp. 1316-45.

Jancic, Z. and Zabkar, V. (1998). Establishing marketing relationships in the
advertising agency business: a transitional economy case. Journal of
Advertising Research, Vol. 38 No. 6, pp. 15-25.



138.

139.

140.

141.

142.

143.

144.

145.

146.

147.

164

Jap, S.D., Manolis, C. and Weitz, B.A. (1999). Relationship quality and buyer-
seller interactions in channels of distribution. Journal of Business Research,
Vol. 46 No. 3, pp. 303-13.

Jap, S. D., & Ganesan, S. (2000). Control mechanisms and the relationship life
cycle: Implications for safeguarding specific investments and developing
commitment. Journal of Marketing Research, 37(2), 227—-245.

Japutra, A., Keni, K., & Nguyen, B. (2015). The impact of brand logo
identification and brand logo benefit on Indonesian consumers’ relationship
quality. Asia-Pacific Journal of Business Administration, 7(3), 237-252.
Jaworski, B., & Kohli, A. (1993). Market orientation: Antecedents and
consequences. Journal of Marketing, 57(3), 53-70.

John M. & Christopher W. (1999). Interfirm relationships and informal
creditin Vietnam. The Quarterly Journal of Economics, pp. 1285 — 1320.
Johnson, H. T. (1983). The search for gain in markets and firms: a review of
the historical emergence of management accounting systems. Accounting,
Organizations and Society, Vol. 2 No. 3, pp. 139-146.

Johnson, J.L. (1999). Strategic integration in industrial distribution channels:
managing the interfirm relationship as a strategic asset. Journal of the
Academy of Marketing Science, Vol. 27 No. 1, pp. 4-18.

Johnson, J.L., Sakano, T., Cote, J.A. and Onzo, N. (1993). The exercise of
interfirm power and its repercussions in US-Japanese channel relationships.
Journal of Marketing, Vol. 57 No. 2,April, pp. 1-10.

Joreskog K. G. (1971). Statistical analysis of sets of congeneric tests.
Psychometrica, 36(2), pp.33-109.

Kalafatis S. P., Tsogas M. H. & Blankson C. (2000). Positioning strategies in
business markets. Journal of Business & Industrial Marketing, Vol.15 No.6,
pp. 416 — 437.



148.

149.

150.
151.

152.

153.

154.

155.

156.

157.

165

Kaplan, R.S. and Norton, D.P. (2001). Transforming the balanced scorecard
from performance measurement to strategic management: part I. Accounting
Horizons, Vol. 15 No. 1, pp. 87-104.

Katayama, H., & Bennett, D. (1999). Agility, Adaptibility & Leanness: A
comparison of concepts and a study of practice. International Journal of
Production Economics, 60 — 61: 43 — 51.

Kay, John (1995). Why Firms Succeed. Oxford, UK: Oxford University Press.
Keizer, J.A., Johannes, L.D. and Halman, 1.M. (2002). Explaining innovative
efforts of SMEs: an exploratory survey among SMEs in the mechanical and
electrical engineering sector in The Netherland. Technovation, Vol. 22 No. 1,
pp. 1-13.

Kim, S.-B.,, & Kim, D.-Y. (2016). The impacts of corporate social
responsibility, service quality, and transparency on relationship quality and
customer loyalty in the hotel industry. Asian Journal of Sustainability and
Social Responsibility, 1(1), 39-55.

Kim, W. G., Han, J. S., & Lee, E. (2001). Effects of relationship marketing on
repeat purchase and word of mouth. Journal of Hospitality & Tourism
Research, 25(3), 272-288.

Kim, W. G., & Cha, Y. (2002). Antecedents and consequences of relationship
quality in hotel industry. International Journal of Hospitality Management,
21(4), 321-338.

Kim, Y.K. and Trail, G. (2011). A conceptual framework for understanding
relationships between sport consumers and sport organizations: a relationship
quality approach. Journal of Sport Management, Vol. 25, pp. 57-69.

Kirca, A., Jayachandran, S., & Bearden, W. (2005). Market orientation: A
meta-analytic review and assessment of its antecedents and impact on
performance. Journal of Marketing, 69(2), 24-41.

Kotler, P. (1994). Marketing Management : Analysis, Planning,
Implementation and Control (8th edn.). Englewood Cliffs, NJ: Prentice-Hall.



158.

159.

160.

161.

162.

163.

164.

165.

166.

167.

166

Kristian Moller & Aino Halinen (2000), Relationship Marketing Theory: Its
Roots and Direction, journal of Marketing Management, 16, 29-54.

Kumar, N., Scheer, L. K., & Steenkamp, J. -B. E. M. (1995). The effects of
perceived interdependence on dealer attitudes. Journal of Marketing Research,
32(3), 348—356.

Kumar Sanjit Roy & Eshghi Abdolreza (2013). Does relationship quality
matter in service relationships? Journal of Strategic Marketing, 21:5, 443-458.
Krapfel, R.E. Salmond, D. and Spekman, R. (1991). AStrategic Approach to
Managing Buyer-seller Relationships. European Journal of Marketing, 25(9),
92-98.

Lagace, R.R., Dahlstrom, R. and Gassenheimer, J.B. (1991). The relevance of
ethical salesperson behavior on relationship quality: the pharmaceutical
industry. Journal of Personal Selling and Sales Management, Vol. 11 No. 4,
pp. 39-47.

Lages, C., Lages, C.R. and Lages, L.F. (2005). The RELQUAL scale: a
measure of relationship quality in export market ventures. Journal of Business
Research, Vol. 58 No. 8, pp. 1040-8.

Lai, I. K. W. (2015). The cross-impact of network externalities on relationship
quality in exhibition sector. International Journal of Hospitality Management,
48, 52-67.

Lederer, A. L., A. L. Mendelow. (1989). Coordination of information systems
plans with business plans. J. MIS 6(2) 5-19.

Lee, H.L., & Whang (2001). E-Business and Supply Chain Integration.
Stanford Global Supply Chain Management Forum, November - 2001:1-20.
Leonidou, L. C., & Kaleka, A. A. (1998). Behavioral aspects of international
buyer—seller relationships: Their association with export involvement.
International Marketing Review, 15(5), 373—397



168.

169.

170.
171.

172.

173.

174.

175.

176.

177.

178.

167

Leonidou, L.C., Barnes, B.R. and Talias, M.A. (2006). Exporter-importer
relationship quality: the inhibiting role of uncertainty, distance, and conflict.
Industrial Marketing Management, Vol. 35 No. 5, pp. 576-88.

Leuthesser, L. (1997). Supplier relational behaviour: an empirical assessment.
Industrial Marketing Management, Vol. 26 No. 3, pp. 245-54.

Levitt, T. (1986). The Marketing Imagination, The Free Press, New York, NY.
Lewin, J. and Johnston, W. (1997). Relationship marketing theory in practice:
a case study. Journal of Business Research, Vol. 39 No. 1, p.23-31.

Li, D., & O’Brein, C. (1999). Integrated decision modeling of supply chain
efficiency. International Journal of Production Economics, 59: 147 — 157.

Li, T., & Calantone, R. (1998). The impact of knowledge competence on new
product advantage: Conceptualization and empirical examination. Journal of
Marketing, 62(4), 13-29.

Li, Y., Liu, Y., & Liu, H. (2011). Co-opetition, distributor’s entrepreneurial
orientation and manufacturer’s knowledge acquisition: Evidence from China.
Journal of Operations Management, 29(1-2), 128-142,

Lin, C.P. and Ding, C.G. (2006). Evaluating group differences in gender
during the formation of relationship quality and loyalty in ISP service. Journal
of Organizational and End User Computing, Vol. 18 No. 2, p.38-62.

Liu, J., Zhang, S., & Hu, J. (2005). A case study of an inter-enterprise work
flow supported Supply Chain Management system. Information Management,
42: 441 — 454,

Liu, T. L. (2006). Business environment of host country, strategic transition of
mnc, and foreign subsidiary performance. Business Review, 6(2), 286—-295.

Lo, A. S., Im, H. H., Chen, Y., & Qu, H. (2017). Building brand relationship
quality among hotel loyalty program members. International Journal of

Contemporary Hospitality Management, 29(1), 458-488.



179.

180.

181.

182.

183.

184.

185.

186.

187.

188.

168

Loureiro S.M.C and Cunha N. (2017). Relationship Quality Between
Portuguese Wine Producers and Chinese Distributors Insight and
Recommendations. The Wine Value Chain in China, pp. 163 — 186.

Lu, W., & Wang, J. (2017). The influence of conflict management styles on
relationship quality: The moderating effect of the level of task conflict.
International Journal of Project Management, 35(8), 1483-1494.

Lusch, R. F. (1977). Franchisee satisfaction: Causes and consequences.
International Journal of Physical Distribution, 7, 128 140.

Madhok, A. (2006). Revisiting multinational firms' tolerance for joint
ventures: A trust-based approach. Journal of International Business Studies,
37(1), 30—43.

Mainela T. and Ulkuniemi P. (2013). Personal interaction and customer
relationship management in project business. Journal of Business & Industrial
Marketing, 28/2 103-110.

Marquardt, A. J. (2013). Relationship quality as a resource to build industrial
brand equity when products are uncertain and future-based. Industrial
Marketing Management, 42(8), 1386-1397.

Marshall CM and Rossman GB (1999). Designing Qualitative Research, 3"
ed, Thousand Oaks CA : Sage.

Mason S., Ribera M., A.Farris J. and G.Kirk R.(2003). Integrating the
warehousing and transportation functions of the supply chain. Transportation
Research Part E, 39: 141 — 159.

Mattsson, G. (1997). Relationship Marketing' and the 'Markets-as-Networks
Approach' - A Comparative Analysis of Two Evolving Streams of Research.
Journal of Marketing Management 13, July, pp.447-462.

Merritt. N. J & Newell. S. J. (2001). The Extent and Formality of Sales
Agency Evaluations of Principals. Industrial Marketing Management, 30,
pp.37-49.



189.

190.

191.

192.

193.

194.

195.

196.

197.

198.

169

Metcalf, Lynn E. and Carl Frear (1993). The Role of Perceived Product
Importance in Organizational Buyer-Seller Relationships. Journal of Business-
to-Business Marketing, 1(3), 63-85.

Michael, K., & McCathi, L. (2005). The pros and cons of RFID in supply
chain management. Proceedings of the International Conference on Mobile
Business, July, pp.623 — 629.

Michael Ray Hopkin (2008). Three reasons to visit customers. Retreived from:
https://leadonpurposeblog.com/2008/02/28/three-reasons-to-visit-customers/,
February 28, 2008.

Miles, R. E., C. C. Snow. (1978). Organizational Strategy, Structure, and
Process. McGraw-Hill, New York.

Miller, D. (1991). Stale in the saddle: ceo tenure and the match between
organization and environment. Management Science, 37(1), 34-52.

Mohr, J. & Nevin, J. R. (1990). Communication strategies in marketing
channels: A theoretical perspective. Journal of Marketing, 54 (4), 36-51.
Mohr, J. J., and Spekman, R. E. (1996). Perfecting Partnerships. Marketing
Management, 4, 34—43.

Mohr, Jakki, Robert Fisher, and John Nevin (1996). Collaborative
Communication in Interfirm Relationships : Moderating Effects of Integration
and Control. Journal of Marketing, 60 (3), 103-115.

Moller, KE. (1992). Research Traditions in Marketing: Theoretical Notes. In :
Economics and Marketing: Essays in Honor of Gosta Mickwitz, Swedish
School of Economics, Economy and Society Series No. 48, pp.197-218.
Moller, KE. (1994). Interorganizational Marketing Exchange : Metatheoretical
Analysis of Current Research Approaches. In: Research Traditions in
Marketing, (Eds) Laurent, G., Lilien, G. and Pras, B. Boston, Kluwer, pp.348-
382.



199.

200.

201.

202.

208.

204.

205.

206.

207.

208.

170

Moorman, C., Zaltman, G., & Deshpande, R. (1992). Relationships between
providers and users of market research: The dynamics of trust within and
between organizations. Journal of Marketing Research, 29, 314-329.
Moorman, C., Zaltman, G., & Deshpande, R. (1993). Relationships between
providers and users of market research: The dynamics of trust within and
between organizations. Journal of Marketing Research, 29, 314-329.
Moorman, C. (1995). Organizational market information processes: Cultural
antecedents and new product outcomes. Journal of Marketing Research, 32,
318-335.

Morgan, Robert M., & Shelby D. Hunt (1994). The Commitment-Trust
Theory of Relationship Marketing. Journal of Marketing 58 (July), 20-38.
Moser, C.A. and Stuart, A. (1953). An experimental study of Quota Sampling.
Journal of the Royal Statistical Society, Se.A 116(4), p.349-405.

Mouzas S., Henneberg S., and Naude P. (2007). Trust and reliance in business
relationships. European Journal of Marketing, Vol. 41 No. 9/10. pp 1016 —
1032.

Mudambi S. & Aggarwal R. (2003), Industrial distributors can they survive in
the new economy?, Industrial Marketing Management, 32, 317— 325.
Muthusamy, S.K., White, M.A. (2005). Learning and knowledge transfer in
strategic alliances: a social exchange view. Organization Studies, 26 (3),
pp.415-441.

Naoui F. B. and Zaiem 1. (2010). The impact of relationship quality on client’s
loyalty : An application in the parapharmaceutical industry. International
Journal of Pharmaceutical and Healthcare Marketing, Vol. 4 No. 2, pp. 137-
156.

Narus J. A. and Anderson J. C. (1987). Distributor Contributions To
Partnerships With Manufacturers. Business Horizons / September-October
1987, pp. 34 — 42.



2009.

210.

211.

212.

213.

214.

215.

216.

217.

171

Naude, P., & Buttle, F. (2000). Assessing relationship quality. Industrial
Marketing Management, 29 (4), 351-361.

Ndubisi, N.O. (2006). A structural equation modeling of the antecedents of
relationship quality in the Malaysia banking sector. Journal of Financial
Services Marketing, Vol. 11, pp. 131-41.

Nicholson, C.Y., Compeau, L.D. and Sethi, R. (2001). The Role of
Interpersonal Liking in Building Trust in Long-term Channel Relationships.
Journal of the Academy of Marketing Sciences, 29(1), 3-15.

Nishio, S. & Kishino, F. (2003). Advanced Multimedia Content Processing :
First International Conference, AMCP'98, Osaka, Japan, November 9-11,
1998, Proceedings. Lecture Notes in Computer Science. Springer Berlin
Heidelberg. p. 196.

Nguyen TTM, Barrett NJ & Nguyen TD (2007). The role of market and
learning orientations in relationship quality : Evidence from Vietnamese
exporters and their foreign importers. Advances in International Marketing,
17: 107 - 33.

Nguyen, T. T. M., & Nguyen, T. D. (2010). Learning to build quality business
relationships in export markets: evidence from Vietnamese exporters. Asia
Pacific Business Review, 16(1-2), 203-220.

Nguyen, T. D., & Nguyen, T. T. M. (2011). An Examination of Selected
Marketing Mix Elements and Brand Relationship Quality in Transition
Economies: Evidence From Vietnam. Journal of Relationship Marketing,
10(1), 43-56.

Nguyen TD & Nguyen TTM (2011). Enhancing relationships value between
manufacturers and distributors through personal interaction : Evidence from
Vietnamese. Journal of Management Development. Vol 30.No 4.p.316 - 328.
Nguyen, T. T. M., & Nguyen, T. D. (2014). Enhancing Business Relationship
Quality Through Cultural Sensitization. Journal of Relationship Marketing,
13(1), 70-87.


https://books.google.com/books?id=dQdrCQAAQBAJ&pg=PA196
https://books.google.com/books?id=dQdrCQAAQBAJ&pg=PA196
https://books.google.com/books?id=dQdrCQAAQBAJ&pg=PA196

218.

2109.

220.

221.

222.

223.

224,

225.

226.

172

Nyadzayo, M. W., Leckie, C., & McDonald, H. (2016). CSR, relationship
quality, loyalty and psychological connection in sports. Marketing Intelligence
& Planning, 34(6), 883-898.

Nyadzayo, M. W., Matanda, M. J., & Ewing, M. T. (2015). Franchisee-based
brand equity: The role of brand relationship quality and brand citizenship
behavior. Industrial Marketing Management, 52, 163-174.

Nygaard, Arne (1999). Interfirm Control of Plural Formed Marketing
Channels. Journal of Business-to-Business Marketing, 6 (4), 33-51.

Odongo, W., Dora, M., Molnéar, A., Ongeng, D., & Gellynck, X. (2016).
Performance perceptions among food supply chain members. British Food
Journal, 118(7), 1783-1799.

Ou Wei-Ming, Shih Chia-Mei and Wang Kuo-Chang (2011). Relationships
among customer loyalty programs, service quality, relationship quality and
loyalty, An empirical study. Chinese Management Studies, Vol. 5 No. 2, 2011,
pp. 194-206.

Palmatier, G. S., Dant, R. P., Grewal, D., & Evans, K. R. (2006). Factors
influencing the effectiveness of relationship marketing: A meta-analysis.
Journal of Marketing, 70(October), 136-153.

Papassapa, R. and Miller, K.E. (2007). Relationship quality as a predictor of
B2B customer loyalty. Journal of Business Research, Vol. 60 No. 1, p.21-31.
Parasuraman, A., Zeithaml, V.A. and Berry, L.L. (1985). A conceptual model
of service quality and its implications for future research. Journal of
Marketing, Vol. 49, pp. 41-50.

Park, J.E. and Deitz, G.D. (2006). The effect of working relationship quality
on salesperson performance and job satisfaction: adaptive selling behavior in
Korean automobile sales representatives, Journal of Business Research, Vol.
59 No. 2, pp. 204-13.



2217.

228.

229.

230.

231.

232.

233.

234.

235.

236.

173

Parnell, J. A. and Wright, P. (1993). Generic strategy and performance: An
empirical test of the miles and snow typology. British Journal of Management,
Vol. 4, No. 1, pp. 29-36.

Parsons, A. (2002). What Determines Buyer-Seller Relationship Quality? An
Investigation from the Buyer's Perspective. The Journal of Supply Chain
Management (Spring), 4-12.

Paulraj, A., Lado, A.A., Chen, 1.J. (2008). Inter-organizational communication
as a relational competency: antecedents and performance outcomes in
collaborative  buyer—supplier  relationships. Journal of Operations
Management, 26 (1), 45-64.

Paun D. A. (1997). A Stud A Study of "Best" Versus "Average" Buyer-Seller
Relationships. Journal of Business Research, 39, 13-21.

Pete N. and Francis B. (2000). Assessing Relationship Quality. Industrial
Marketing Management 29, 351-361.

Petrovic V. L. (2006). An examination of global manufacturer-distributor
relationships. A dissertation submitted to the Kent State University Graduate
School of Management, UMI Number: 3236836, pp.1-140.

Prakash A., Jha S. K., Prasad K. D. and Singh A. K. (2017). Productivity,
quality and business performance: an empirical study. International Journal of
Productivity and Performance Management, VVol. 66 No. 1, pp. 78-91.

Prior, D. D. (2015). The impact of service worker personal resources on
relationship quality in business solutions. Industrial Marketing Management,
53, 216-225.

Qin Su, Yong-tao Song, Zhao Li, Ji-xiang Dang (2008). The impact of supply
chain relationship quality on cooperative strategy. Journal of Purchasing &
Supply Management 14, p. 263-272.

Rafig, M., Fulford, H. and Lu, X. (2013). Building customer loyalty in online
retailing: the role of relationship quality. Journal of Marketing Management,
Vol. 29 Nos. 3/4, pp. 494 — 517.



237.

238.

2309.

240.

241.

242.

243.

244,

245.

246.

247.

174

Rauyruen, P., & Miller, K. E. (2007). Relationship quality as a predictor of
B2B customer loyalty. Journal of Business Research, 60(1), 21-31.

Reich, B. H., I. Benbasat (1996). Measuring the linkage between business and
information technology objectives. MIS Quart. 20(1) 55-81.

Reichheld, F., Sasser, W.E. (1990). Zero defections: quality comes to services.
Harvard Business Review 68 (5), 105-111.

Rindfleisch, A. and Moorman, C. (2003). Interfirm cooperation and customer
orientation. Journal of Marketing Research, VVol. 40 No. 4, pp. 421-36.
Roberts, K., Varki, S. and Brodie, R. (2003). Measuring the quality of
relationships in consumer services: an empirical study. European Journal of
Marketing, Vol. 37 Nos 1/2, pp. 169-96.

Robert W. Palmatier (2008). Relationship Marketing. Published by Marketing
Science Institute, 1000 Massachusetts Ave., Cambridge, MA 02138.
Rodriguez I. R. del B., Agudo J. C. & Gutierrez H. S. M. (2006). Determinants
of economic and social satisfaction in manufacturer—distributor relationships.
Industrial Marketing Management 35, 666 — 675.

Rosson, P.J. and Ford, D.l. (1982). Manufacturer-overseas distributor
relationships and export performance. Journal of International Business
Studies, Vol. 13, Fall, pp. 57-72.

Rupp, T.M., & Ristic, M. (2004), Determination and exchange of supply
information for cooperation in complex production networks. Robotics and
Autonomous Systems, 49: 181 — 191.

Sabherwal R. & Chan Y. (2001). Alignment between business and IS
strategies : A study of prospectors, analyzers, and defenders. Information
Systems Research, Linthicum 12.1 , pp.11-33.

Sahin, A., Kitape1, H., Sahin, A., Cigerim, E., & Bayhan, K. (2016). Perceived
Relationship Investment and Relationship Quality; The Mediating Role of
Commitment Velocity. Procedia - Social and Behavioral Sciences, 235, 288—
295.


http://proxy.vnulib.edu.vn:2087/central/indexinglinkhandler/sng/au/Sabherwal,+Rajiv/$N?accountid=39807
http://proxy.vnulib.edu.vn:2087/central/indexinglinkhandler/sng/au/Chan,+Yolande+E/$N?accountid=39807
http://proxy.vnulib.edu.vn:2087/central/pubidlinkhandler/sng/pubtitle/Information+Systems+Research/$N/29794/DocView/208163832/fulltext/8CB5B3C0A8FD4AD3PQ/1?accountid=39807
http://proxy.vnulib.edu.vn:2087/central/pubidlinkhandler/sng/pubtitle/Information+Systems+Research/$N/29794/DocView/208163832/fulltext/8CB5B3C0A8FD4AD3PQ/1?accountid=39807
http://proxy.vnulib.edu.vn:2087/central/indexingvolumeissuelinkhandler/29794/Information+Systems+Research/02001Y03Y01$23Mar+2001$3b++Vol.+12+$281$29/12/1?accountid=39807
http://proxy.vnulib.edu.vn:2087/central/indexingvolumeissuelinkhandler/29794/Information+Systems+Research/02001Y03Y01$23Mar+2001$3b++Vol.+12+$281$29/12/1?accountid=39807
http://proxy.vnulib.edu.vn:2087/central/indexingvolumeissuelinkhandler/29794/Information+Systems+Research/02001Y03Y01$23Mar+2001$3b++Vol.+12+$281$29/12/1?accountid=39807

248.

249.

250.

251.

252.

253.

254.

255.

256.

257.

175

Sambamurthy, V., R. W. Zmud. (1999). Factors influencing information
technology management architectures in organizations: A theory of multiple
contingencies. MIS Quart. 23(2).

Sanzo, M.S., Santos, M.L., Va'squez, R. and A ~ Ivarez, L.l. (2003). The
effect of market orientation on buyer-seller relationship satisfaction, Industrial
Marketing Management, Vol. 32 No. 4, pp. 327 — 45.

Sarstedt, M., Bengart, P., Shaltoni, A. M., & Lehmann, S. (2017). The use of
sampling methods in advertising research: a gap between theory and practice.
International Journal of Advertising, 37(4), 650-663.

Scheer, L., and Stern, L. W. (1994). The effect of Influence Type and
Performance Outcomes on Attitude Toward the Influencer. Journal of
Marketing Research 29, 128-142.

Segarra-Moliner, J., Moliner-Tena, M., & Sanchez-Garcia, J. (2013).
Relationship quality in business to business: a cross-cultural perspective from
universities. Marketing Intelligence & Planning, 31(3), 196-215.

Segars, A., V. Grover. (1998). Strategic information systems planning success:
An investigation of the construct and its measurement. MIS Quart. 22(2) 139-
163.

Selnes, F. (1998). Antecedents and consequences of trust and satisfaction in
buyer— seller relationships. European Journal of Marketing, 38(3/4), 305-322.
Seppénen R., Blomgvist K. & Sundqvist S. (2007). Measuring inter-
organizational trust-a critical review of the empirical research in 1990-2003.
Industrial Marketing Management, Volume 36, Issue 2, Fe., pp.249-265.
Sequeira, L., & de Carvalho, J. C. (2012). Cooperation in port wine
distribution. Journal of Wine Research, 23(2), 114-133.

Seyed Alireza Mousavi, Maryam Ashraf, Parisa Rajaey & Nahid Moones
Toosi (2011). An study some of the factors affecting on relationship quality
employee - customer in the hotel industry by Fuzzy logic. The Journal of
Mathematics and Computer Science, Vol .2 No.2, 348-358.


https://www.sciencedirect.com/science/article/abs/pii/S0019850105001379#!
https://www.sciencedirect.com/science/article/abs/pii/S0019850105001379#!
https://www.sciencedirect.com/science/article/abs/pii/S0019850105001379#!
https://www.sciencedirect.com/science/journal/00198501
https://www.sciencedirect.com/science/journal/00198501/36/2

258.

259.

260.

261.

262.

263.

264.

265.

266.

267.

176

Shamdasani P. and Jung K. (2011). Relationship Quality Between In-Groups
And Out-Groups. International Business & Economics Research Journal —
June, Volume 10, Number 6, pp.33-52.

Sheth, Jagdish N., and Atul Parvatiyar (2000), Handbook of Relationship
Marketing. Thousands Oaks, Calif.: Sage Publications, Inc.

Shetty, Y. K. (1987). Product quality and competitive strategy. Business
Horizons, 30(3), 46—52.

Shipley D. & Jobber D. (1994). Size Effects on Sales Mangement Practices Of
Small Firms: A Study of Industrial Distributors. Journal of Personal Selling &
Sales Management, 14:1, 31-43.

Shirazi, S.F.M. & Som, A.P.M., (2011). Destination Management and
Relationship Marketing: Two Major Factors to Achieve Competitive
Advantage. Journal of Relationship Marketing, 10: 76-87.

Showkat N. and Parveen H. (2017). Non-Probability and Probability
Sampling. Media & Communication  Studies. Retreived from

https://www.researchgate.net/publication/319066480.

Singh (1995). Measurement issues in cross-national research. Journal of
International Business Studies. 26(3), 597 — 619.

Sink H. L. & Langley, Jr C. J. (1997). A managerial framework for the
acquisition of third - party logistics services. Journal of Business Logistics,
Vol.18, No.2, pp 163 — 189.

Sinkula, J. (1994). Market information processing and organizational learning.
Journal of Marketing, 58(1), 35-45.

Skarmeas D., Katsikeas C. S., Spyropoulou S. and Sangari E. S. (2008),
Market and supplier characteristics driving distributor relationship quality in
international marketing channels of industrial products. Industrial Marketing

Management 37, pp. 23-36.


https://www.researchgate.net/publication/319066480

268.

269.

270.

271.

272.

273.

274.

275.

276.

177

Smith, J.B. (1998a). Buyer-seller relationships: bonds, relationship
management, and sex-type. Canadian Journal of Administrative Sciences, Vol.
15 No. 1, pp. 76-92.

Smith, J.B. (1998b). Buyer-Seller Relationships: Similarity, Relationship
Management, and Quality. Psychology and Marketing, 15(1), 3-21.

Sneyd, K.P. and Rowley, J. (2004). Linking strategic objectives and
operational performance: an action research-based exploration. Measuring
Business Excellence, Vol. 8 No. 3, pp. 42-51.

Song M. and Zhao Y. (2004). A Neural Network for Predicting
Manufacturers’ Perceived Cooperation with Distributors in the New Product
Development Process. Journal of Business-to-Business Marketing, Vol. 11(3) ,
pp.53 — 78.

Song, Y., Su, Q., Liu, Q., & Wang, T. (2012). Impact of business relationship
functions on relationship quality and buyer’s performance. Journal of Business
& Industrial Marketing, 27(4), 286-298.

Steenkamp J-BEM & Van Trijp HCM (1991). The use of LISREL in
validating marketing constructure. International Journal of Research in
Marketing, 8(4), 283-99.

Storbacka, K., Strandvik, T. and Gronroos, C. (1994). Managing customer
relationships for profit: the dynamics of relationship quality. International
Journal of Service Industry Management, VVol. 5 No. 5, pp.21-38.

Stephan, F. and McCarthy, P. (1974). Sampling Opinions: An Analysis of
Survey Procedure, 2nd edition. New York: Wiley.

Su Lujun, Swanson Scott R., and Chen Xiaohong (2016). The effects of
perceived service quality on repurchase intentions and subjective well-being
of Chinese tourists: The mediating role of relationship quality. Tourism
Management, 52, 82 — 95.



2717.

278.

279.

280.

281.

282.

283.

284.

285.

286.

178

Su, Q., Song, Y., Li, Z. and Dang, J. (2008). The impact of supply chain
relationship quality on cooperative strategy. Journal of Purchasing & Supply
Management, VVol. 14, pp. 263-72.

Sudman S. (1976). Applied sampling, New York : Academic Press.

Svensson G. and Mysen T. (2011). A construct of Meta-Relqual: measurement
model and theory testing, Baltic Journal of Management, 6 (2) 227-244.

Tan K.C., Lyman S.B., & Wisner, J.D. (2002), Supply chain management: a
strategic perspective. Int. J. Oper. Prod. Manage, 22 (6), 614-631.

Tohidinia Z. and Haghighi M. (2011). Predictors and outcomes of relationship
quality: a guide for customer-oriented strategies. Business strategy series |
VOL. 12 No.5, pp. 242-256.

Toni D. D.,, Milan G. S., Costa G. C., & Larentis F. (2015). Existing
Relational Practice Between a Manufacturer and its Distributors and the
Perception of the Relationship Value in the Dyad. BBR, Vitoria, v. 12, n. 6,
Art. 3, p. 48 - 71.

Tracey M. and Tan C.L., (2001). Empirical analysis of supplier selection and
involvement, customer satisfaction, and firm performance. Supply Chain
Manage. Int. J. 6 (4), 174-188.

Tsai, M.-T. and Cheng, N.-C. (2012). Understanding knowledge sharing
between IT professionals — an integration of social cognitive and social
exchange theory. Behaviour & Information Technology, Vol. 31 No. 11, pp.
1069 — 80.

Tulin Ural (2007). The Antecedents and Consequences of Relationship
Quality According to Stages of the Relationship between Exporters and
Importers. Problems and Perspectives in Management, 5(3), pp.111-130.
Ulaga, W. (2003). Capturing value creation in business relationships: a
customer perspective, Industrial Marketing Management, Vol. 32 No. 8, pp.
677-93.



287.

288.

2809.

290.

291.

292.

293.

294.

295.

296.

179

Ulaga, W. and Eggert, A. (2006). Relationship value and relationship quality:
broadening the nomological network of business-to-business relationships,
European Journal of Marketing, Vol. 40 Nos 3/4, pp. 311-327.
Valmohammadi, C. (2012). Investigating innovation management practices in
Iranian organizations. Innovation, VVol. 14 No. 2, pp. 247-255.
Valmohammadi, C. and Roshanzamir, S. (2015). The guidelines of
improvement: relations among organizational culture, TQM and performance.
International Journal of Production Economics, Vol. 164, pp. 167-178.

Van Bruggen, G.H., Kacker, M. and Nieuwlaat, C. (2005). The impact of
channel function performance on buyer-seller relationships in marketing
channels. International Journal of Research in Marketing, Vol. 22, p.141-58.
Van Tonder, E., Petzer, D. J.,, & van Zyl, K. (2017). A mediated model of
relationship quality factors affecting behavioural intention at a luxury motor
vehicle dealership. European Business Review, 29(1), 43-60.

Velez, M. L., Sanchez, J. M., Florez, R., & Alvarez-Dardet, C. (2015). How
control system information characteristics affect exporter—intermediary
relationship quality. International Business Review, 24(5), 812-824.

Venetis, K.A. and Ghauri, P.N. (2004). Service quality and customer
retention: building long-term relationships. European Journal of Marketing,
Vol. 38 Nos 11/12, pp. 1577-98.

Vize R., Coughlan J., Kennedy A., and Chadwick F. E. (2017). Relationship
quality: an online retail perspective. Presented at QUIS 15, Porto, Portugal,
12-15 June 2017.

Wall, T. D., Michie, J., Patterson, M., Wood, S. J., Sheehan, M., Clegg, C. W.,
West, M., (2004). On the validity of subjective measures of company
performance .Pers. Psychol. 57(1), 95-118.

Walter, A., Muller, T., Helfert, G. and Ritter, T. (2003). Functions of
industrial supplier relationships and their impact on relationship quality.
Industrial Marketing Management, VVol. 32 No. 2, pp. 159-69.



297.

298.

299.

300.

301.

302.

308.

304.

305.

180

Weaven, S., Frazer, L. and Giddings, J. (2010). New perspectives on the
causes of franchising conflict in Australia. Asia Pacific Journal of Marketing
and Logistics, Vol. 22 No. 2, pp. 135-55.

Wilson Elizabeth J. and Nielson Charles C. (2000). Cooperation and
Continuityin Strategic Business Relationships. Journal of Business-to-
Business Marketing, Vol. 8(1), pp. 1-24.

Wilson, Elizabeth J. and Nielson Charles C. (2001). Cooperation and
Continuity in Strategic Business Relationships. Journal of Business-to-
Business Marketing, 8 (1), 1-24.

Wong, A. and Sohal, A. (2002a). An examination of the relationship between
trust, commitment and relationship quality. International Journal of Retail &
Distribution Management, VVol. 30 No. 1, pp. 34-50.

Wong, A. and Sohal, A. (2002b). Customers’ perspectives on service quality
and relationship quality in retail encounters. Managing Service Quality, Vol.
12 No. 6, pp. 424-33.

Woo, K. and Ennew, C.T. (2004). Business-to-business relationship quality:
an IMP interaction-based conceptualisation and measurement. European
Journal of Marketing, Vol. 38 Nos 9/10, pp. 1252-71.

Wu Shih-Hao, Huang Stephen Chi-Tsun, Tsai Ching-Yi Daphnei & Chen
Hsinl (2013). Relationship quality in a coproduction context and the
moderating effects of relationship orientation. Total Quality Management &
Business Excellence, 24:9-10, 1062-1083.

Yang, K., & Banamah, A. (2014). Quota Sampling as an Alternative to
Probability Sampling? An Experimental Study. Sociological Research Online,
19(1), 1-11.

Yi-Su Chen, Hung-Chung Su, Young K. Ro (2017). The co-evolution of
supplier relationship quality and product quality in the U.S. auto industry: A
cultural perspective. International Journal of Production Economics 184,
245-255.



181

306. Ying-Pin Yeh (2013). The impact of relationship quality on increased
electronic cooperative relationships. International Journal of Electronic
Commerce Studies Vol.4, No.2, pp.239-262.

307. Zaltman G, Lemasters K & Heffring M (1982). Theory Construction in
Marketing: Some Thoughts on Thinking, New York: Wiley.



P1

PHU LUC
PHU LUC 01

TONG HOP MOT SO NGHIEN CU'U VE RQ
TU NAM 2008 - 2017

I. Tong két ciia Athanasopoulou (2009), tir nim 1987 — 2007 :

o N ) X A Thanh phan £
Tac gia Nhan t0 anh hudéng Thanh phan Lz ) Boi canh
Stt . B . N ) cia ket qua .
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
Tham gia vao viéc ra | Su hai long. - MQH gitta
uyét dinh. Giam thiéu cht NSX 6 t6 va
Dwyer & Oh le 1, , a~ e“u L,
1 (1987) Chinh thirc hoa. nghia co hoi. cac dai ly
Tap trung hoa. Long tin. caa ho &
My.
Sy gidng nhau. Su hai long cua Dy kién tuong | MQH giira
Dich vu ban hang khach hang. tac trong tuong | Nhan vién
Croshy & cam nhan. Tin twéng vao cac | lai. ban hang va
2 cong su Chuy&n mén mién nhan vién ban Hiéu qua ban khéch hang
(1990) Hanh vi quan hé ban | hang. hang. mua bao
hang. hiém nhan
tho & My.
Hanh vi dao dtc Niém tin véi nhan - MQH gita
Tham dinh vién ban hang. céc bac si va
Lagace & AL, s . N
\ Tan so cua sy twong | Su hai long véi nhan vién
3 cong Su . A A L s
tac nhan vién ban ban hang
(1991) o . . 2
Thaoi gian quan hé hang. dugc pham
& M.
Nguoi st dung tin Chat lugng cam Sir dung nghién | MQH gitra
tudng vao nha nhan cua sy twong | cuu thi truong. NCC va
nghién cru. tac. O Su
Moorman & g " . i ngurol Su o
4 cBNa S Tham gia nghién dung nghién
(0] 198
ong St ctru vao hoat dong ctru thi
(1992) A, N
nghién ctu. truong &
Cam két vé mbi My.
quan hé.
So sanh mirc do quan | Tin tuéng 1an nhau, | Nguoi mua: hiéu | MQH giita
Han & cong hé tra? doi kt\éc. 5 trao doi hai 1ong qua mua r\éng dai Iy vé/
5 sy (1993) Su khéng chac chan NCC: Gia, san nguoi ban
183 roa
i trong tuong lai do xuat on dinh, hang ¢ My.

qua phu thudc.

hiéu qua tiép thi




P2

o e ) . 5 Thanh phan f
Tac gia Nhan t6 anh huong Thanh phan . X . Boi canh
Stt . P . N . cia ket qua .
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
nang cao, cong
suat téi wu, 1ap
dugc ké hoach
dinh huong
khach hang.
Nhan thirc ciia nguoi | Su hai long 6n dinh - MQH giira
Johnson & | nhap khau vé st mbi quan hé hop nha nhap
6 cong sy dung quyén lhyc. tac. khau Nhat
(1993) Ban va NSX
o My.
- Sy hai Ion Strc manh mbi | MQH tron
Storbacka & v £ g " aA ? ,Q : :
A Cam két guan hé cac dich vu
7 cong su ey 2 . ase s e .
Lién ket Do dai moi quan | tai chinh.
(1994) .
hé
Binh hudng ban Su hai long cua - MQH gitta
hang. khéach hang véi su trung gian
Wray & cong ?inh huéng khach tin tuél:lg t’r_on,g moi tai C‘h-l'n-l‘l va
8 su (1994) hang. quan hé vai cac nguoi tiéu
j Chuyén mén va dao | trung gian. dung trong
duc cua ngudi ban. dich vy tai
Thaoi gian quan hé. chinh & My.
Chi phi cham dut Tin tudng Su bang long MQH giira
mbi quan hé Cam két Xu huéng roi bo | cac nha béan
Loi ich méi quan hé Su hop tac 1& 16p xe 6
Morgan & o N N
9 Chia sé gia tri Xung dot chac | t6 va khach
Hunt (1994) " B X ,
Lién lac nang hang cua ho
Hanh vi co hoi Sy khong chic | & My.
chén
Moi truong (kinh te, - - MQH gitra
ky thuat, phap ngan hang
ly/chinh tri). Bau va khach
khéng khi (quyén hang doanh
10 Zineldin lyc, phu thudc, hop nghiép &
(1995) tac/xung dot, su tin Thuy Dién.

cay)

Qua trinh tuong tac
(trao ddi thong tin,
kinh doanh, trao d6i




P3

L . . . N Thanh phan .
Tac gia Nhan t6 anh huong Thanh phan . X . Boi canh
Stt . P . N . cia ket qua .
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
tai chinh va trao doi
xa hoi)
Sy cong bang quyén | Xung dot tinh cam. - MQH giira
lyc phan phdi. Su Tin tudng Vao sy cac NSX &
cdng bang thu tuc. trung thuc va long t0 va cac dai
Kumar & | Két qua quy dinh lya | nhan tir cua doi tac ly caa ho &
11 cong su chon thay thé Cam két My va Ha
(1995) Sy khong chéic chin | Sén sang dau tu Lan.
vé moi trudng Ky vong vé sy lién
Do tudi cua mdi quan | tuc
hé
Dinh hudng dao dac | Su hai long cua - MQH gitta
cua nguoi ban khach hang nhan vién
. R Chuyén mén cua Tin tudng vao nhéan ban hang va
Bejou & cong o, Ay . N
12 nguoi ban vién ban hang khéch hang
su (1996) N ) :
Thoi gian quan h¢ trong cac
DPinh hudng khéach dich vy tai
hang va ban hang chinh & My.
Khiacanhtaoragia | Thanh céng moi - -
trj trong cac moi guan hé bi anh
quan hé (kinh té, huong bai :
chién lugc va hanh | Long tin
. vi) Su hai long
Wilson & A £
. Lién két va co cau
13 Jantrania w4 hoi
(6]
(1996) L
Kha nang tuong
thich muc tiéu
Mtrc dau tu so sanh
cac luva chon thay
thé
Tap trung hoa Xung ddt chirc Chat lugng cia | Cac mdi
Chinh thirc hoa ning chién lugc quan hé t6
Tinh thin dong doi | Réi loan chirc na marketin chuc tron
Menon & " qan ong do 0 aA (rc nang a Ag . AI-I ! g
N Lién tinh xung dot Hiéu suat thi noi bo -
14 cong su A AR \ o
(1996) Lién két lan nhau truong 1000 cong
R&o can truyén thong ty Business
Week,

Global




P4

o e ) . 5 Thanh phan f
Tac gia Nhan t6 anh huong Thanh phan . X . Boi canh
Stt . P . N . cia ket qua .
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
Su hai long cua Long tin Duy tri khéch MQH gitra
khéch han Su cam két han oi tiéu
Henning- 9 u . © . g n{%uo .
San pham lién quan dung va
15 Thurau & . o .
dén nhan thac chat doanh
Klee (1997) , ] .
luong cua khéach nghiép.
hang
Truyén thong khoi Su hai long. Chiasé cuacac | MQH giira
yn Tin tudn doanh nghié NCC va
Leuthesser, XL,w g 2 i tuong gniep .. ,
16 Tin hiéu thay doi nguoi mua &
1997, IMM e A A -
Tiet 16 thong tin M§.
Tan s6 tuong tc
Pic diém cua cac Niém tin cua cac Lwa chon nha MQH giira
cdng ty cung cap cong ty mua hang, | cung cap dé mua | NCC va
(danh tiéng va qui cac cong ty cung hang. nguoi mua &
mo). c4p va nhan vién Tuong tac du My.
Dic diém cua cac ban hang. doan tuong lai.
méi quan hé cong ty Céc bién diéu
cung cap (chia s¢ khién :
Doney & | théng tin, chiéu dai Thuc hién giao
17 Cannon cta mdi quan hg). hang.
(1997) Céc dic diém cua Gia ca / chi phi.
nhan vién ban hang Hiéu suét san
(chuyén moén va nang pham / dich vu.
luc) Kinh nghiém
Dic diém cua moi mua hang véi nha
quan hé nhan vién cung cap.
ban hang (dé
mén,...)
. - - Loi ich quan hé | MQH gitra
Gwinner & ’ i
) cho khach hang | NCC dich
18 cong su Y La <
Xa hoi vu va khach
(1998) A s TR
Tam ly hang ¢ My.
- Long tin - MQH gitra
Su hai long cac NCC va
Dorsch & £ Y
19 cBna s Cam két giam doc
(0] 10 . A N
g St Cht nghia co hoi diéu hanh
(1998) : . . S s
Dinh hudng khach mua hang ¢
hang My.




PS

o e ) . 5 Thanh phan f
Stt Taf gia Nﬁhan t‘o anh l:u’ong Thavnh phan cila két qui Boicanlrl
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
Ho so dao dirc
Giong nhau ciia hai | Long tin - MQH gitra
bén (giai tinh, tudi Su hai long cac chuyén
tac, thai do lam viéc, | Cam két gia mua
tinh céch) - anh hang va dai
20 | Smith (1998g) | MO tree tiep. dign ban
Moi quan h¢ dau tu hang ¢
Giao tiép coi mo Canada.
Chuyén mén cua dai
dién nha cung cap.
Thaoi gian quan hé.
Lién két x4 hoi Long tin - MQH giira
Mdi quan hé dau tr | Su hai long cac chuyén
Chuyén mo6n nha Cam két gia mua
21 | Smith (1998b) | cung cép hang va dai
Truyén théng / hop dién ban
tac hang &
Canada.
Tham quyén. Long tin Nang cao mdi MQH NSX
Thong tin lién lac. Su hai long quan hé¢. thuc pham
22| Selnes (1998) Cam két. Su lién tuc va KH cua
Xitr Iy xung dot. ho & Na Uy.
Chi phi hop ly Long tin ft co hoi st dung | MQH giira
Loi ich méi quan hé | Cam két hanh vi san khach san va
BOwen & | -y i ohi chuyén déi pham. khach hang
23 Shoemaker x e . Le s , ,
(1998) HI’e-U rd gia tri cua Doi tac tu cua ho &
moi quan hé nguyén. M.
Su chéic chan
- Long tin Hanh vi nguoi MQH gita
Mau thuan tinh tiéu dung : cac cong ty
cam Than thién ban Ié va
" Jap & cong su Xung dot Bat dong y kién | ngudi ban
(1999) Bubng tha Su tuén thu cuaho &
Nhiing ky vong vé | Danh thoi gian | My.
tinh lién tuc noi chuyén trong
cac cudc hop
- Hopkinson & | Muc tié}J chic“%n lvoc | Can bang quyén - MQH trong
Hogarth Han ché nguon luc luc kénh
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o e ) . 5 Thanh phan f
Tac gia Nhan t6 anh huong Thanh phan . X . Boi canh
Stt . P . N . cia ket qua .
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
(1999) Vin dé dai ly Y thirc doan két nhuong
Han ché théng tin Nhiing Ky vong cia quyén
tuong lai thuong mai
Du doan ric rdi
Nhan thire dinh Long tin; Cam két; - MQH giira
hudng thi truong dai | Sy hai long vai cira cac NCC va
26 Baker & cong | ly ban ¢ cua nha hang ban 1¢ cac dai ly
s (1999) | cung cap Nhan thirc Vé tiéu cua ho 6
chuan hop tac véi My.
cac dai ly ban I¢.
Sy mong doi vé mbi | Long tin Haoi nhap chién | MQH giira
quan hé lién tuc Cong bang lwgc phan phéi | cac NCC va
- Johnson Sy vang mit cua vé mbi quan hé | NPP may
(1999) cha nghia co hoi vé6i nha cung mac thiét bi
cap cong nghiép
o MY.
Sy hai long cua dién | Su hai long tong Y do twong lai | MQH gitra
vién thé mai quan hé cac NCC
Garbarino & o © P (ﬂo 9 P e, . .
28 Johnson Su quen thudc caa Cam két cua cac cau tric | dich vu va
(1999) nam dién vién Long tin khac nhau theo | ngudi tiéu
Thai d6 choi ba nhom khach | dung & My.
Thai d6 Nha hat hang khac nhau)
Thugc tinh ky nang Long tin Duy tri khach MQH gitta
Murc d6 k§ ning ciia | Chat luong san hang cac NSX va
29 Henning- | khach hang pham ngudi tiéu
Thurau (2000) | Ky nang dac hiéu Tinh cam ding céac san
Cam két pham dién
tir ¢ Buc.
- Long tin - MQH gitra
Su hai Ion Giam déc
Naude & 1.1”_ J .I‘am \0 s
30 Phoi hop diéu hanh va
Buttle (2000) . ] t
Quyen luc cac NCCcua
Loi nhuan ho & Anh.
Su giong nhau Su hai long cua Du kién tuong | MQH giira
Chuyén mén dich vu | khéach han tac t t nhan vién
Boles & cong | . y.; A J o ac trong tong e
31 tén mien Tin tuong vao cac | lai ban hang va
su (2000) A . s oA s e s
Hanh vi quan hé ban | nhan vién ban hang | Hiéu qua ban khéach hang

hang

hang.

dich vu vién
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o e ) . 5 Thanh phan f
Stt Taf gia Nﬁhan t‘o anh l:u’ong Thavnh phan cila két qui Boicanlrl
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
Cong bang. théng &
Global.
Lién két xa hoi Kinh nghiém dich | Mdi quan hé l1au | MQH giira
Su dang tin cay vu dang nhd va dai du khach va
Ca nhan thoa man nhan vién 1&
Théi quen Y dinh tiép tuc & tan khach
Scanlan lai san ¢ Uc.
32 | &McPhail An tuong tich cuc
(2000) dau tién
Hanh vi thich tng
nhan vién tiép tan
dé dap tng nhu cau
cua khach hang
Nhan thirc dinh Long tin - MQH gitta
hudng thi truong dai | Cam két cac NCC va
Hibbard & | ly béan I¢é cia nha Su hai long véi cua cac dai ly
33 cong su cung cap hang ban 1¢é cuaho ¢
(2001) Nhan thirc vé chi My.
tiéu hop tac vai cac
dai ly ban l¢
Sy phu thuc va Cam két - MQH giira
quyén lyc, NSX va
Céc khoan dau tu NPP cé4c san
mang phong cach pham cong
riéng nghiép cong
N Goodman & ;:apia;ﬁ tiéu thu :/?;.e cao &
Dion (2001) X0
Dé ban
Thong tin lién lac
hiéu qua
Du doan cua niém tin
Thé manh cua cac
nha san xuat.
bac diém phuc vu Long tin Long trung M&bi quan hé
Ruyeter & | (hiéu suét san phdm | Cam két thanh B2B trong
35 cong su va san luong, dich vu Y dinh & lai thi truong
(2001) sau ban hang) cbng nghé
Dic diém mbi quan cao & Ha
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o e ) . 5 Thanh phan f

Stt Taf gia Nﬁhan t‘o anh l:u’ong Thavnh phan cila két qui Boicanlrl

(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
hé (Thong tin tir nha Lan.
cung cap, hop tac,..).
Dic diém thi truong
Kha nang thay thé ;
Chi phi chuyén dbi.
- Ngudi mua nhan Y dinh mua lai. | MQH gitra
Hewett & thiec vé sy tin Giam déc
36 cong sy tuong va cam két diéu hanh va
(2002) trong méi quan hé. ngudi ban &
My.
Dinh hudng khéch Long tin Chia s¢ mua MQH gitra
hang Su hai long. hang khéch san va
Woo & Cha ) . A . A ] .

37 (2002) Binh hudng quan he Moi quan hé khéch hang
Thuéc tinh cung cap lién tuc cuaho &
dich vu Truyén miéng Han Quéc.
Loi ich quan hé Su hai long. Truyén miéng MQH gitta

Henning- | (niémtin, loi ichxd | Cam két Khach hang cong ty dich
38 Thurau & hoi, ...) trung thanh vu tiéu dung
cong su va khach
(2002) hang cua ho
& M.
Tin twéng nhan vién - - MQH gitta
ban hang ctra hang
29 Wong & Cam két béan hang bach héa
Sohal (2002a) | Cwra hang cam ket ban 1¢ va
Cira hang tin tuong ngudi mua
hang & Uc.
Chat luong phuc vu. - - MQH gita
cua hang
Wong & bach hoa
40 ] .
Sohal (2002b) ban 1¢ va
nguoi mua
hang ¢ Uc.
Chi phi cham dut Cam két Moi quan hé 1au | MQH giira
Friman & méi quan hé Long tin dai cbng ty dich
41 cong su M&i quan hé loi ich Vu Va cac
(2002) Gié tri chung ; Hiéu d6i tac qudc
qua; Chit luong té. & Thuy




P9

L . . . N Thanh phan .
Tac gia Nhan t6 anh huong Thanh phan . X . Boi canh
Stt . P . N . cia ket qua .
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
truyén théng; Cong bién, Uc va
bang ; Mdi quan hé Anh.
nhéan thuec.
- Cam két - MQH giira
Long tin cac NCC
Lang & Su hai long dich vu tai
g Lién két xa hoi chinh va
42 Colgate . ) X
Xung dot khach hang
(2003) P
ban lé ¢
New
Zealand.
- Long tin - Céac MQH
Keating & Cé ging trong nganh
43 cong su Giatri ban l¢é truc
(2003) Hiéu biét tuyén & Uc.
Lién lac
Chure ning truc tiép | Cam két MQH gita
ciia mdi quan hé Long tin NCC va thu
(giam chi phi, khéi | Su hai long. mua chuyén
a4 Walter & cong | lwong, chit lugng, nghiép trong
su (2003) ...), chirc nang gian cac nganh
tiép cac mdi quan hé cong nghiép
(thi truong, gidm sat, o buc.
phat trién, ...)
Chat lugng phuc vu. | Tin tuéng vao su Bay t6 long MQH gitta
toan ven trung thanh : cong ty dich
Tin tuéng vao long | Chia sé théng vu va khach
nhan tur tin hang cua ho
Cam két Noi nhiing diéu | ¢ Uc.
Roberts & . © X . e e °
. Mau thuan tinh tich cuc
45 cong su , Lz
cam Tiep tuc mua
(2003) - ,
Su hai long hang
Dich vu mua
hang b sung
Thir nghiém
dich vu mai
46 Sanzo & cong | Giao tiép hiéu qua Long tin Su hai long cia | MQH gitra
su (2003) anh hudong bai cac Xung dot ngudi mua véi doanh
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o e ) . 5 Thanh phan f
Stt Taf gia Nﬁhan t‘o anh l:u’ong Thavnh phan cila két qui Boicanlrl
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
nha cung cap. Gia tri cia moi cac nha cung nghiép cong
Str dung cudng ché | quan hé cho nguoi | cap. nghiép va
hoac khong cudng mua NCC dich
ché. vu ¢ Tay
Binh hudng thi Ban Nha.
truong van hoa
- Su hop tac Chat lugng phuc | MQH B2B
Thich an vu. trong dich
a7 | Woo& Bu khc‘)ngg khi ' vu cﬁuyén
Ennew (2004) L
nghi¢p o
Hong Kéng.
- Long tin, thich tng, | Hiéu suat chudi | MQH trong
truyén théng, hop | cung tng thé chudi cung
. tac. hién bai : ung &
Fynes & cong .2 e s N ,
Kiém duyét cac Su hai long cua | Ireland.
48 | sy (2004) y —
bien : khach hang
Nhu ciu, sy khéng | Giao hang; Gia
chéc chan vé cong | ca; Mém déo
nghé va cung cap
Két cau lién két Cam két Y dinhtiép tuc | MQH giita
Long tin mdi quan hé co quan
Venetis & Chét lugng dich vu guang cao
49 . sz
Ghauri (2004) va khach
hang ¢ Ha
Lan.
- Su chia sé thong Thanh tich xuat | MQH gitra
tin, chat luong khau (tai chinh, | cdc NSX va
- Lages & cong thong tin,’ dinh chién lugc va su nhz‘jl nhap
su (2005) hudng moi quan hé | hai long vai lién | khau & Anh.
lau dai, su hai long | doanh xuat
v6i mdi quan hé khau)
Chat lugng ciia cac | Long tin Y dinh hanh vi | MQH giita
Bennett & | t6 chuc tir thién. Long nhan tir Cam nhan chat | té chac tir
51 | Barkensjo | Su hailong véiviéc | Cam két lugng dich vu thién va doi
(2005) cung cap dich vy tuong cua
ho & Anh.
52 Farrelly & - Long ti’n S}r hai long kinh | MQH gitra
Quester Cam ket te, d6i bong da
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o e ) . 5 Thanh phan f
Stt Taf gia Nﬁhan t‘o anh l:u’ong Thavnh phan cila két qui Boicanlrl
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
(2005) Su hai long phi | va céc nha
kinh té. tai tro & Uc.
Kénh phan phéi chiac | Niém tin, sy cam - Mbi quan hé
nang hiéu qua (vi tri, | két, sy hai long va gitta hoa si
loai hang, tai chinh, | méi quan hé xung chuyén
Van Bruggen | gié ca, chinh sach, dot nghiép B2B
53 | &congsu | nhan su). Cau tric va NPP son
(2005) phu thugc (phu thuge & BivaHa
lan nhau, nha phan Lan.
phéi va khach hang
phu thuéc)
- Niém tin, swucam | San sang gioi MQH B2B
- Huntley két, thiéu, dich vu trong moi
(2006) ban hang, ban truong cong
san pham. nghé & My.
Chat lugng truyén - - MQH giira
théng khach hang
MGi quan hé lién két doanh
Athanasopoulou Ch_fit lwong cua cac nghiép va
55 (2006) doi 'féc quan hé cac NCC
Chién luogc dinh dich vu tai
huéng khach hang chinh &
Thanh thao kién thirc Anh.
M@i giai
Hanh vi ban hang RQ gitra nguoi ban | Sy hai long cong | MQH gitra
thich ung hang va dong viéc caa nhan NSX 6 t0 va
56 Park & Deitz nghiép; Nha quan | vién bén, hang nhan vién
(2006) ly; Céac nganh khac | Hiéu suat cua ban hang &
nhan vién béan Han Quéc.
hang
Strc manh khong Sy hai long kinh t& | Thuc hién chién | MQH gitra
cudng ché (anh va xa hoi lugc ctra hang
Ramaseshan ] P . P . o
. hudng den su hai cam ket bach hoa va
57 & cong su N . Los N
(2006) IorTg kinh te va xa ngqul cho
hoi) thué nha ¢
Strc manh cudng ché Trung Quéc.
59 Ulaga & Gi:’él tri nhan thirc vé | Long ti’n Y dinh mo rong | MQH giira
Eggert (2006) | moi quan hé Cam ket kinh doanh véi | quan ly thu
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o e ) . 5 Thanh phan f
Stt Taf gia Nﬁhan t‘o anh l:u’ong Thavnh phan cila két qui Boicanlrl
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
Su hai long nha cung cap. mua céng
nghiép va
NCC & My.
Tinh khéng chac Thich ang - MQH giira
chan Lién lac cac nha xuét
Khoang cach (khdng | Cam két khau va
Leonidou & | anh huong dén su Su hop tac nhap khau &
59 cong su thich ung, su tin Su hai long My.
(2006) tuong va hiéu biét) | Long tin
Xung d6t (khéng anh | Hiéu biét
hudng dén sy thich
nghi va truyén thong)
Sy khéac biét van hoa | Long tin Diém dén trung | MQH gitra
.| nhan thac Su hai long thanh khach du
Huang & Chiu . A : ) o
60 (2006) An toan nhan thuac I;cﬁh va Fac
Giao thong thuan diém den.
tién
IS chat luwgng dich vu | Niém tin, su hai Hanh vi tich cuc | MQH gitra
(nam kich thuéc cia | 1ong nguoi dung d6i | IS phong
SERVQUAL) Cam két tinh cam | ang: ban va IS
(chi anh huong dén | 1. Xac dinh ngudi ding
61| Carr (2006) cam‘lfét\hémh Vi n%udiAdUng Vi | 0 MY.
nguoi dung) b6 phan IS
2. Tw nguyén
tham gia trong
cac hoat dong
phong ban IS
Su hai long cua Bién phap chung - MQH gitra
khéach hang tong thé | ciia RQ nhu cam c4c ngan
. nhu : nhan caa khach hang va
Ndubisi . £ . . R
62 (2006) Long tin, cam ke’t, hang khéch hang
truyen thong, chat ban I¢ ¢
luong dich vy, xu ly Malaysia.
xung dot, su hai long
Hanh vi quan hé¢ ban | Long tin Khéch hang MQH gitra
63 Lin & Ding | hang , Su hai long trung thanh (!?Q khach hang
(2006) (anh hudong dén RQ anh huong dén | ban lé cua
hon ddi véi nix) trung thanh nam | céc nha
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o e ) . 5 Thanh phan f
Tac gia Nhan t6 anh huong Thanh phan . X . Boi canh
Stt . P . N . cia ket qua .
(nam) dén thanh phan RQ cia RQ nghién ciru
MQH
Chat lwong mang gi6i nhidu hon) | cung cap
cam nhan (anh dich vu
huong dén RQ hon ADSL va
cho nam giai) ISP ¢ Dai
Dich vu phuc hdi Loan.
- Tin twéng vao nha | Khéach hang MQH trong
cung cap trung thanh thé | dich vuy giao
Cam két tinh cam | hién nhu : hang chuyén
Papassapa & . J e ,
64 . cho nha cung cap Thai d6 trung phat nhanh
Miller (2007) <ors . L
Su hai long thanh B2B & Uc.
Chat luong dich vu | Cac y dinh mua
cam nhan hang.

Nguon : Athanasopoulou (2009, tr. 587 - 596)

II. Tong hop ciia tic gia ludn 4n, tir nim 2008 — 2017 :

L Nhén t6 dnh . N Thanh phan . .
Tac gia . ‘ . Thanh phan L . Boi canh
Stt (nim) hudng ‘den thanh cita RQ cua ket qua nghién ciru
phan RQ MQH
1. Pic diém thi RQ - MQH giira
truong qudc té 1. Long tin mot nha
1.1 Khoang cach 2. Cam két phan phéi
tam linh 3. Hai long hang nhap
1.2 Moi trudong khau va nha
1 Skarmeas & | khong chéc chin cung cip
cong sy (2008) | 2. Pac diem nha nudc ngoai &
xuét khiu nudcAnh.
2.1 Vai tro cua hiéu
suét
2.2 Pau tu giao
dich cu thé
1. Long tin RQ 1. Tan suat MQH giita
Qin Su & cong 2. Su giao tiép 2. Bén viing cac doi tég
2 “u (20085 3. Sl.‘l’ hop tac 3. Su da dang trong chuoi
’ 4. Bau khong khi cung ung &
5. Thich tng Trung Qudc.
3 Vieira (2009) | 1. Sy giao ti¢p RQ - MQH gitta
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L Nhin t6 anh . N Thanh phan o .
Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
2. Dinh hudéng cac nha quan
khach hang 1y khach san
3. Loi ich cta quan va cac doi
hé tac cua ho &
4. Muyc tiéu chung Bo Pao Nha.
5. Cam két
1. Cong ly : phan RQ - MQH gitra
phdi, thit tuc, tvong | 1. Sy hai long Nha hang va
A Clark & cong | t&c mdi quan hé khach hang
su (2009 2. Sy hai long vai | 2. Long tin cia ho &
T6 chie Dich vu 3. Cam két bong Nam
3. Gi6i tinh Hoa Ky.
Nhirng hanh vi RQ 1. Long trung MQH gitra
ciia mdi quan hé thanh céc nha ché
Boniface & 1. Tinh tuong té 2. Cam két mdi | bién sita va
. cong sur (2010) | 2. Murc gia hai long quan hé ndng dan
3. Muc gia linh nuoi bo sira
hoat & Malaysia.
4. Sy phy
thudc/quyén luc
1. Giao tiép ca nhan RQ Long trung MQH giita
2. Tan suit tiép xac | 1. Tin twong vao | thanh ciia khach | nhiing nguoi
3. Thoi gian cta su trung thyc cua | hang lam viéc
mdi quan hé dbi tac trong hiéu
. ) 4. Chuyén moén cua | 2. Tin tudng vao thude (duoc
Naoui & Zaiem A AL . A n x oha
6 (2010) nhan vién bf';ln hang lo’ng nhan tr cua 51-, nhan
5. Giai quyét xung | doi tac vién) va
dot 3. Hai long khéch hang &
6. Hanh vi dinh 4. Cam két tinh Tunisia.
hudng khach hang | cam 5. Xung dot
tinh cam
- RQ Long trung MQH gitra
1. Cam két thanh khach hang
- . 2. Su gan gl va cac nha
7 Bojei & Alwie 3. Quan tadm dac cung cip
(2010) A ) : .
biét dich vu &
4. Long tin Malaysia.

5. Su giao tiép
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L Nhin t6 anh . N Thanh phan o .
Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
6. Hai long
7. Chét lugng
truyén thong
- 1. Long tin/Su hai - MQH gitra
Vesel & Zabkar long o c:é1c f]ha ,bén
2. Cam ket tinh 1¢ va khach
8 (2010) \ S
cam hang ¢
3. Cam két thich Slovenia.
dang
1. Xtr 1y thong tin RQ Hiéu sut MQH giita
thi truong nhan vién
A 2. Hanh vi ban ban hang
Park & cong sy | | . o ] i
9 (2010) hang thich tng cong nghiép
va khach
hang ¢ Han
Quéc.
1. Pinh hudng hoc RQ - MQH gitra
tap 1. Long tin nha xuat
-Camkét hoc tap | 2. Cam két khau Viét
10 Nguyen & | - Tam nhin chung | 3. Hai long Nam va pha
Nguyen (2010) | - Coi mo 4. Chu nghia co nhap khau
2. Cht nghia vi hoi t6i thiéu nudc ngoai.
chung ctia nha xuat
khau
1. Chuong trinh RQ 1. M6i quan h¢ | MQH giita
khach hang than | 1. Hai long cam két ctra hang
thiét 2. Long tin 2.Longtrung | bach héa va
- Thé qua tang mua thanh khach hang
1 Ou & cong sy | hang tdi thiéu cua ho ¢ bai
(2011) - Giam gia thé hoi Loan.
vién
- Boc tham vé sd
2. Chit lwgng
phuc vu
1. Sy vui vé RQ Long trung MQH gitta
1 Liu & cong sy | 2. Chat lugng phuc | 1. Hai long thanh khach hang
(2011) vu 2. Long tin va nha cung

3. Tinh than mat

cép dich vu
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L Nhin t6 anh . N Thanh phan o .
Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
dién thoai di
dong o bai
Loan.
1. Long tin RQ Sw hai long MQH giita
2. Nang luc ciia khach ngan hang va
Tohidinia & 3. Cam'két ) hang khéch h7éng
13 Haghighi 4. Su: glrao tiep A 1. T1;0h cuf cuaho &
(2011) 5. Xt ly xung dot tru}’/en‘ miéng Iran.
2. Y dinh mua
hang 3. Tich
cuc phan hoi
1. Gia tri cam nhan RQ Lién tuc MQH giita
2. Mbi quan hé lién | 1. Long tin NCC dich vu
y Barry & Doney | két ’ ‘ 2. Cam két va nguoi
(2011) 3. Moi quan h¢ dau | 3. Hai long mua & 42
tu 4. Pinh hudng qudc gia.
khach hang
1. Thudc tinh cia RQ Long trung MQH gitra
nhan vién ban 1. Long tin thanh nha cung cip
hang 2. Hai long va khach
1.1 Chuyén mén hang ctia
1.2 Sy tuong tu dich vu bao
2. Hanh vi quan hiém nhan
hé ban hang tho ca nhan
5 Shamdasani & | 2.1 Cuong do tiép & T’rung
Jung (2011) xuc Quoc.
2.2 Tiét 10
3. Hanh vi giao
tiép
3.1 Tuong tac -
Pinh hudéng phong
céch giao tiép
3.2 Lang nghe
1. Trong clra hang RQ - MQH giita
Aurier & trung bay 1 Long tin - uy khé(‘:h hang
16 2. Trong ctta hang | tin va hinh anh

Lanauze (2011)

biéu hién hinh anh

thuong hiéu

2. Long tin - nhan
tir

thuong hiéu
cua NSX ¢
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L Nhin t6 anh . N Thanh phan o .
Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) hwéng den thanh ia RQ cua ket qua hidn o
nam 5 cua nghién ciru
phin RQ MQH g
3. Gan gi voi hinh | 3. Cam két tinh Siéu thi tai
anh ctra hang cam nuéce Phap.
1. Cam nhan chat RQ - MQH giita
luong 1. Sy dam mé nguoi tiéu
2. Thai d6 d6i véi | 2. Tu - Két ndi dung va
17 Nguyen & quang cao 3. Cam két thuong hiéu
Nguyen (2011) | 3. Thai 6 dbi véi | 4. Phy thudc 1an mot sd san
quan hé c6ng chung | nhau pham tiéu
5. Su than thiét ding & Viét
6. Long tin Nam.
- RQ 1. Tinh nhat MQH giira
1. Long tin quéan cong ty va
2. Hai long 2.Pautumdi | khach hang
. 3. Cam két an hé cu thé | trong nganh
Alejandro & au . N R 19 n
18 R 3. Long trung cong nghiép
cong su (2011) . A
thanh phu tung 0 t6
4. Hiéu suét O Brazil.
5. Gia tri mdi
quan hé
- RQ 1. Sy déi moi | MQH giita
1. Ngudn von xa | 2. Thich tng cty con cua
hoi 3. Hiéu suét cty da qudc
19 Chang & cong 2. Trao d6i théng gia voi NCC
su (2012) tin dia phuong
3. Tan suét lién tai Pai Loan.
lac
1. Hai lon R Long trun MQH git
Rahman & . _g Q . g 9 Q gl\ua
2. Long tin thanh khéch hang
20 | Kamarulzaman B N
3. Cam két va khach san
(2012) \ .
& Malaysia.
Hanh vi dao durc RQ Long trung MQH giita
o1 Alrubaiee kinh doanh 1. Long tin thanh khéch hang
(2012) 2. Cam két va ngan hang
¢ Jordan.
A 1. Chirc nang Quan RQ Hiéu suat ctia MQH gitra
Song & cong sy | . .. ..
22 hé Kinh doanh ngudi mua ngudi mua

(2012)

2. Cac nha cung

va nha cung
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Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
cip san sang thay cip & Trung
thé Quéc.
1. Chat luong dich RQ Su hai long dai | MQH gitra
Hsin Hsin vu dlén‘ tur ) 1. Long tin ) ly nha c1.1ng cap
. 2. Quyén lyc khong | 2. Su giao tiép va dai ly
23 | Chang & cong . z R n ..
su (2012) cudng She ) 3. Cam két dlAgan t{loal‘ ,dl
3. Quyén lyc cudng dong o bai
ché Loan.
1. Quy tic cta phap RQ - MQH giira
lut 1. Long tin céc ddi tac
2. Sy giao tiép trong SC &
y Shpetim Cerri | 3. Néng luc va Albania.
(2012) danh tiéng
4. Dic diém tinh
cach
5. Tuong tac xa hdi
1. Trach nhiém xa | 1. Tin tudng t6 1. Cam két cia | MQH giita
hoi cua doanh chtc. td chirc. doanh
nghiép vé kinh té. | 2. Sy hai long v6i | 2. Y dinh doanh | nghiép va
2. Trach nhiém xa cong viéc. thu. nhan vién
hoi cua doanh cua cac
- Lee & cong su | nghiép vé phép 1y. doanh
(2012) 3. Trach nhiém xa nghiép dich
hoi cta doanh vu thuc
nghiép vé dao durec. pham
4. Trach nhiém xa nhuong
hdi ctia doanh quyeén tai
nghiép vé tir thién. Han Qudc.
1. Hinh anh céng ty RQ 1. Thai d6 trung | MQH gitra
2. Mong doi ctia 1. Sy hai long thanh NCCdich vu
khach hang 2. Long tin 2. Hanh vi vién thong
. Chat luon trung thanh va khach
26 Kumar & ;hlcljc vu o 3. Ygdinh van hang str
Eshghi (2013) A o A
4. Tinh cong bang | dong dung dién
dich vu thoai di dong
5. Tuyén truyén & An Do.
van dong
27 Ebrahimi & 1. Chikc nang RQ - MQH gitra
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Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
cong su (2013) | kénh phén phoi 1. Sy hai long cua cong ty phan
1.1 Pia diém khach hang phéi thuc
1.2 Chung loai 2. Niém tin cua pham va
1.3 Chinh séch tai | khach hang khach hang &
chinh va thiét 1ap | 3. Su cam két cua Tehran, Iran.
gia khéach hang
1.4 Thong tin/ 4. Mdi quan h¢
khuyén mai xung dot
1.5 Nhan vién
2. CAu tric phu
thudc
2.1 Tuong ddi phu
thudc nha phan
phéi
2.2 Tuong dbi phu
thudc khach hang
1. Long tin RQ - MQH gitra
2. Cam két nguoi mua
28 Ragkovi¢ & | 3. Viéc hoc tap mdi va NCC ’
cong su (2013) | quan hé¢ xuyén quoc
gia g
Slovenia.
1. Binh hudng thi RQ - MQH B2B
Segarra- truong 1. Hai long trong nganh
29 | Moliner & cong | 2. Chat lwong phuc | 2. Long tin dich vu van
su (2013) vu 3. Cam két hoa & Tay
Ban Nha.
1. Chét luong phuyc RQ 1. Y dinhmua | MQH giita
vu 2. Chét lugng 1. Hai long lai khach hang
20 Wu & cong su tmyéfl thong ‘ 2. Long tin 2. Pia diém tién | va cong ty
(2013) 3. Moi quan hé dau loi dich vu &
tu 3. Chi tiéu hang | Pai Loan.
thang
Athanasopoulou 1', Ch.é tluong (,:ﬁa . R.Q ) M(?H gi\ﬁ’a
& cong su cac d;cp vu chinh 1. Long '[I’n khach\ hang
31 (2613) ’ 2. Quyén lyc cla 2. Cam két vz? nha cung
giai tri 3. Pinh 3. Hai long cap dich vu
hudng quan hé 4. Su hop tac thé thao &
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Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
khach hang 5. Lién ket Xa hoi Hy Lap.
4. Chat lugng nhan | 6. Thich ing
su
5. Kinh nghiém
khach hang va kién
thure
6. Thoi gian quan
hé
7. Nhimg yéu t6
gian tiép hoic ca
nhan
1. Rao can chuyén RQ 1.Long trung | MQH giira
doi 1. Long tin thanh NCC dich vu
2. Chét lugng mang | 2. Cam két 2. Chu nghia co | vién thong
3 Hoang Lé Chi | vién thong ‘ 3. Su hai long hoi véi khach
(2013) 3. Hiéu qua truyén hang ctia ho
thong 6 Viét Nam.
4. Chét lugng phuc
vu
Chit lwgng dich RQ - Dich vy tai
vu 1. Long tin chinh cua
1. Chét lugng tiém | 2. Cam két cac khach
nang san &
33 Pepur & cong | 2. Chét ‘luc_yng quy Croatia.
su (2013) trinh mém
3. Chét lugng quy
trinh ciing
4. Chét lugng dau
ra
1. Thai 46 cua Buyer-Seller RQ | Vén thuong MQH giira
ngudi mua ddi véi | 1. Hai long hiu cia nguoi | nguoi mua -
thuong hi¢u doanh | 2. Long tin ban nguoi ban
Marquardt nghiép cla nguoi 3. Cam két trf)ng ‘F)f')i '
34 (2013) béan. canh tiép thi
2. Thai do cta cong nghiép
ngudi mua déi voi 0 Hoa Ky.

nhan hi€u san pham

cua nguoi ban.
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Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
1. Tiép thi xuat RQ Hiéu qua m6i | MQH giira
khau phi dao dirc. | 1. Sw hop tac quan hé nha xuat
25 Leonidou & | 2. Surc n}anh giatri | 2. Su giao tiép khau va flhé
cong su (2013) | tuong dong. 3. Long tin nhap khau &
3. Quy tic dao dirc | 4. Cam két nuéc Sip
tuong dong. (Cyprus).
1. Bao toan cac moi RQ - MQH giira
quan hé. cac thanh
36 Ling & cong sy | 2. Sy hai hoa cac vién trong
(2013) xung dot quan hé. nhoém dy an
3. Cong bang thii cong cong &
tuc. Hoéng Ko6ng.
Nang lyc quéan ly RQ Loi thé canh MQH gitra
. . tranh cac DNVVN
Ismail & cong o
T w014 tai thi truong
: xuat khau o
Malaysia.
1. Theo bdi cianh RQ Gia cong phan | MQH giita
1.1 Van hoa twong | 1. Hiéu biét vé mém thanh cac cong ty
hop kinh doanh cong gia cong
1.2 Sy phu thudc 2. Cam két 1. Loi ich tai phan mém &
13n nhau 3. Long tin chinh An Db.
2. Sy twong tac 4. Sy linh hoat 2. Loi ich kién
2.1 Giao tiép thirc
2.2 Giai quyét xung 3. Loi ich thi
38 Gupta & Sushil | dot ‘ truong
(2014) 2.3 Sy dong thudn
2.4 Phéi hop
2.5 Chia sé thong
tin
3. Noi b
3.1 Danh tiéng
3.2 Sy hd trg quan
ly hang dau
Madupalli & Sw khé,c biét Il,hfl \ RQ - MQH giﬁ’a
39 . cung cap - khach | 1. Long tin NCC dich vu
cong su (2014) | % s
hang 2. Cam ket van hoa va
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Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) hwéng den thanh ia RQ cua ket qua hidn o
niam 3 cia nghién ciru
phin RQ MQH g
1. Gan két trong 3. Chat luong khach hang ¢
nhoém 2. Vian hoa to | truyén thong nudc My.
chuce
3. Tiéu chuan kiém
soat qué trinh
4. Ra quyét dinh
dua trén thuc té
- RQ 1. Y dinh gt MQH nguoi
1. Hai long mot danh gia mua va
40 Huang & cong 2. Long tin tich cuc. nguoi ban
su (2014) 2.Y dinh gui truc tuyén
van ban phan C2C 6 Trung
hoi. Quéc.
- Intermediary Hiéu qua xuat MQH gitta
RQ khau nha xuat
_ 1. Su hop tac khau va
41| Erdil (2014) $hap o
2.Longtin nguodi trung
3. Cam két gian & Thd
Nhi Ky.
1. Trao doi thong RQ - MQH giira
tin 1. Chu nghia co nha xuat
2. Pinh huéng thi | hoi tdi thiéu khau Viét
truong 2. Cam két Nam va nha
Nguyen & . Lz . A 2
42 - Phoi hop quoc t&¢ | 3. Long tin nhép khau
Nguyen (2014) ) , £ s , .
- Binh hudng doi 4. Hai long nudc ngoai.
thu canh tranh
- Binh hudng
khach hang.
1. Uy tin thuong Long tin Long trung MQH gitra
hiéu thanh caa khach | NCC va
2. Tinh hap dan hang (Customer | khach han
Abdullah & Nlap 04 9( ng
43 A thay the loyalty). trong nganh
cong su (2014) XA
vien thong &
Malaysia.
Al-alak Basheer 1. ?inh \hu:(mg RQ 1; Tin}:.lién tuc M(?H giﬁa
44 (2014) khach hang. 1. Su hai long. clia moi quan ngan hang
2. Pinh huéng quan | 2. Long tin. hé. thuong mai
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Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
hé. 2. Truyén va khéch
3. Tiét 16 1an nhau. miéng. hang &
4. Thudc tinh cua Malaysia.
NCC dich vu.
1. Cac thanh phan RQ Két qua MQH giita
san khau. marketing mdi | céng vién
45 Tsai (2015) 2. Gia tri trai quan hé van hoa va
nghiém. du khach ¢
bai Loan.
1. Mém déo. RQ - MQH gitra
2. Uy tin. NVDV voi
46 Prior (2015) 3. Su dong cam. cac NV cua
cty khach
hang & Uc.
1. Pic diém hé RQ - MQH céc
thdng thong tin 1. Thich tmg. DNVVN
kiém soat 2. Cam két. xuét khau va
- Pham vi. 3. Su hop tac. cac trung
- Tinh kip thoi. 4. Long tin. gian nudc
- Két hop. 5. Su hai long. ngoai tai Tay
. Velez & cong | - Hoi nhe?lp. 7 6. Hiéu biét. Ban Nha.
su (2015) 2. H¢ thong kiém
soat cuong do
thong tin str dung.
- Sir dung chudn
doan.
- St dung tuong
tac.
1. Hiéu suét ké Client RQ Sy hai long MQH nha
hoach du an. khéch hang. cung cip va
- 2. Hiéu suét thuc khach hang
Williams & ) .
48 R hién du an. trong boi
cOng su (2015) A x \ -
3. Hiéu suat giao canh quén ly
hang du an. duan o A
Rép Saudi.
Ahamed & - RQ 1. Hiéu qua tai | MQH gitra
49 Skallerud 1. Long tin. chinh. Cong ty xuat
(2015) 2. Cam két. 2. Hiéu qua khéu va nha
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Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
3. Hai long. chién lugc. nhap khau
trong nganh
may mac &
Bangladesh.
1. Cdng bang trong RQ Long trung MQH giita
dich vu. 1. Sy hai long cta | thanh cua khach | NCC va
2. Chat luong phuc | khach hang. hang khéach hang
- Giovanis & vu. 2. Long ti’n. trong nganh
cong su (2015) 3. Cam két tinh cong nghiép
cam. stra chita 0 t0
4. Cam két tinh & Hy Lap.
toan.
1. Tuong tac truyén | RQ nhan hiéu | Truyén miéng | MQH giira
A théng x& hoi . khéach hang
Hudson & cong R L, .
51 2. Tinh cam gan bo. va thuong
su (2015) A X1 ae
hiéu 1€ hoi &
Hoa Ky.
1. Lang nghe. RQ ngan hang - MQH giira
5 Itani & Inyang | 2. Bong cam. khach hang
(2015) 3. Cam nhan cang va ngan hang
thang. & Chile.
1. Nhandang logo | 1. Sy hai long . - MQH giita
. thuong hiéu. 2. Long tin. nguoi tiéu
Japutra & cong . A N .
53 su (2015) 2. Loi ich chung 3. Cam ket. dung va logo
’ cua logo thuong thuong hiéu
hiéu. 0 Indonesia.
1. Quy mo6 mang RQ Trung thanh MQH gitra
ludi kinh doanh. 1. Hai long trién | trién lam. nha trién 1im
2. Chat lwong phuc | 1am. va khach
vu. 2. Tin tudng trién hang &
54 Lai (2015) 1am Trung Qudc.
3. Cam két trién
1am
s | Ntz s ' T | theong | v e
cong su (2015) ¥

hiéu

quyén va bén
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Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
nhan quyén
o Uc.
1. Van toc cam két. RQ - MQH giita
2. Pau tu mdi quan NCC va
. N hé nhan thac. nguoi tiéu
56 Sahin & cong dung nganh
su (2016) S
truyén thong
& Tho Nhi
Ky.
1. Binh huéng RQ 1. Hiu qua MQH giira
khach hang. . Long tin. hoat dong. NCC va
- Chu & cong su 2. Cam két. khéach hang
(2016) . Sy hai long. trong dich vu
hau can &
Trung Qudc.
Tién dé ciia RQ RQ Y dinh hanh vi | MQH giira
1. Binh huéng . Long tin. 1.Y dinhmua | NCCva
- 12090 (2016) khach h?img. ) 2. Su hai long. lai. o khach ha\ng
2. Chuyén mon. 2. San sang gidi | trong nganh
3. Chia sé thong thi¢u. ngén hang &
tin. Nigieria.
1. Trach nhiém xa . Su hai long. Long trung MQH giita
héi ctia doanh . Long tin. thanh cta khach | NCC va
nghiép. hang. khéch hang
59 Kim & Kim | 2. Chat lugng phuc trong nganh
(2016) vu. khach san &
3. Danh tiéng Hoa Ky.
doanh nghiép.
4. Tinh minh bach.
Chuin muc quan | 1. Long tin. Long trung MQH giita
hé 2. Cam két. thanh cta khach | NCC va
60 Rahman & 1. Linh hoat. . Su hai long. hang. khéch hang
Ramli (2016) | 2. Chia sé thdng nganh ngan
tin. hang &
3. Su lién déi. Malaysia.
Nyadzayo & Tréclj nl;ni'ém RQ L(‘)ng\trung MQH g\iﬁ’a
61 N x4 hoi thanh NCC va
cdng su (2016) . n , . \ . 3
cua doanh nghiép. cua khach hang. | khach hang




P26
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Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
nganh thé
thao & Uc.
- RQ trong chudi Hiéu qua MQH trong
cung ung chudi cung chudi cung
1. Long tin. ng ung thuc
2. Cam két. 1. Hiéu qua. pham (ngo)
62 Odongo & cong 3. Quyén !uc 2. Chat lugng. | & Uganda.
su (2016) cudng che. 3. Kha nang
4, Phu thudc. dap ung.
5. Xung dot. 4. Can bang
chudi.
1. Quan ly tri thuc. | RQ Khéch hang - - MQH gitra
Sharma & cong 2. Tu duy toan cau. nha cung cip khéch héng
63 va NCC dich
su (2016) AL X
vu quoc te o
An bo.
Chat luong dich vu | 1. Sy hai long 1. Y dinh mua MQH gitra
cam nhan. chung cta khach | 1ai. NCC va
Su & cong su hang. 2. Hanh phuc | khach hang
o4 (2016) 2. Nhan dang chu quan. nganh khach
cong ty khach san O Trung
hang. Qubc.
Chit hrong RQ Long trung | MQH giita
phuc vu 1. Long tin. thanh nha ban 1¢é va
1. Chét luong tiém | 2. Su hai long. 1.Long trung | nha cung cép
nang. 3. Chat luong thanh hanh vi. | dich vu giai
65 Vize & cong su | 2. Chét‘luqng qua | truyén théng. 2. Long trung phap Web &
(2017) trinh mém. thanh thai do. Ai-len.
3. Chit lwong qué
trinh cang.
4. Chit lugng dau
ra.
- RQ 1. Mbi quan hé¢ | MQH trong
X 1. Long tin. thanh cong. chudi cung
Bandara & cong p o ] .
66 sy (2017) 2. Cam két. 2. Két qua hoat | trng nganh
’ 3. Su hai long dong. rau qua o

Uc.
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Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
1. Sy tuong tac. RQ Giatri MQH gitta
Casidy & 2. Long nhan tir. 1. L(‘zng tin. méi quan h¢ NCCAdich vu
67 Nyadzayo 2. meg luc 1. ‘Long trung chuyfan )
(2017) 3. ?mh huéng than~h. ‘ | nghiép VO.I
moi quan hé nhan | 2. Sansangtra | DNVVN &
thuc. gia cao. Uc.
1. Uy tin thuong RQ thwong hi¢u | 1. Thai d6 trung | MQH gitia
higu. 1. Sy hai long thanh thuong khach hang
68 Choi & cong su | 2. Tinh cach khéck} hang. hiéu. va cac quan
(2017) thuong hiéu. 2. Niém tin 2. Hanh vi ca phé 6 Hoa
thuong hi¢u. trung thanh Ky.
thuong hiéu.
1. Binh hudng 1. Long tin. Long trung MQH gitta
khach hang. 2. Sy hai long. thanh. NCC va
60 I1zogo & cong | 2. Chuyén mon. khéach hang
su (2017) 3.. Chia sé théng trong nganh
tin. ngén hang &
Nigeria.
1. Sy cong bang RQ to chirc — Y dinh doanh | MQH giita
ctia t6 chiic. nhéan vién thu t6 chirc va
20 Kim & cong sy | 2. Su cong bing nhéan Vié,n o
(2017) giam sat. Han Quoc.
3. Vin héa t6 chirc
doc doan.
Chuong trinh RQ thwong hiéu | 1. Truyén MQH giira
trung thanh 1. Long tin miéng. khach hang
1. Loiich lién quan | 2. Sy hai long 2. Chia sé mua | voi thuong
dén khach san 3. Cam két. hang. hiéu ctia
2. Loi ich khdng 3. Ngudn luc NCC trong
lién quan dén khach tiép thi. chuong trinh
7 Lo & cong su | san. ’ khach h{‘mg
(2017) 3. Su giao tiep. than thict
Hoat dong CRM cua nganh
cia khach san khach san &
1. Pinh huéng Trung Qudc.
khach hang cua
nhan vién.

2. Cung cp cac
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Tac gia . ; . Thanh phan . . Boi canh
Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
chuong trinh long
trung thanh.
1. Khoang cach vat | 1. Long tin. - MQH gitta
ly gitra B6 Pao 2. Su phu thudc NSX ruou
Nha va Trung 13n nhau. vang B6 Dao
. Quéc. 3. Su hop tac. Nha va NPP
70| LoureIO& ) i thic vé BS | 4. M&i quan hé Trung Quéc.
Cunha (2017) . ., A ins ’
Dao Nha va cac lau dai.
gidng nho doc d4o.
3. Giao tiép va vin
hoa.
1. Tich hop. RQ - MQH gitra
2. Mang on. chu s¢ hitu
13 Lu&Wang | 3. Thf?a hiép. va nha thau
(2017) 4. Thong tri. trong nganh
5. Trénh. xdy dung o
Trung Qudc.
HO tro xa hoi RQ Y dinh dong | MQH giita
24 Tajvidi & cong sang tao gia tri | NCC va
su (2017) thuong higu khach hang &
Trung Qudc.
- 1. Sy hai Iong ctia | Y dinh hanh vi | MQH giira
khach hang. khach hang
Van Tonder & . _
75 ) 2. Cam ket. va dai ly xe
cong su (2017) L ,
3. Long tin. sang trong &
Nam Phi.
1. Lién két tai RQ 1. Hanh vi cong | MQH giira
chinh. trong céc trang | dan cua khach | NCC céc
Wu & cong su 2. L?(?n két X? h(f)i’. manfg. X?l hoi hang. ) trfm% mang
76 (2017) 3. Lién Kkét cau truc. | 1. Sy hai long. 2. Nhan dang x4 hoi véi
4. Nhan dang khach | 2. Long tin. cac trang mang | khach hang
hang cong ty. xa hoi. st dung &
bai Loan.
Quén 1y moi quan RQ Su hai long cia | MQH gilia
Santouridis & h;é khach hang thuc I.AI'{éi long AVé’i khéch hang véi N(EC Vé\
77 te. moi quan hé. dich vu duoc khach hang

Veraki (2017)

2. Long tin.

cung cap

nganh dién
thoai di dong
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Stt (niim) huéng ‘den thanh cita RQ cua két qua nghién ciru
phan RQ MQH
& Hy Lap.
Trai nghiém RQ thwong hi¢u | Hanh vicéng | MQH giira
thwong hi¢u. dan khéach trai nghiém
1. Cam giac. hang. thuong hi¢u
18 Xie & cong sy | 2. Anh huong. 1. Hudng toi va hanh vi
(2017) 3. Hanh vi. khach hang cua khach
4. Tri tué. khéc. hang &
2. Hu6ng t6i to | Trung Qudc.

chuec.

Nguon : Tong hop ciia tac gid ludn an.
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PHU LUC 02

TONG HOP LY THUYET NEN CUA MOQT SO NGHIEN CUU VE RQ

Tur nam 1987 — 2017

Stt

Ly thuyét

S6 NC
str dung

Tac gia

Lap luan vé
Marketing
mdi quan hé
(Relationship
marketing)

30

Storbacka & cong su (1994), Wray & cong su (1994), Morgan &
Hunt (1994), Smith (1998a), Smith (1998b), Selnes (1998), Baker
& cong su (1999), Henning-Thurau (2000), Kim & Cha (2002),
Henning-Thurau & cong su (2002), Wong & Sohal (2002a),
Bennett & Barkensjo (2005), Ndubisi (2006), Skarmeas & cdng
su (2008), Boniface & cong su (2010), Naoui & Zaiem (2010),
Bojei & Alwie (2010), Tohidinia & Haghighi (2011), Barry &
Doney (2011), Shamdasani & Jung (2011), Alrubaiee (2012),
Haghighinasab & cdng su (2013), Raskovi¢ & cong su (2013),
Moliner & cong sy (2013), Hoang L¢é Chi (2013), Abdullah &
cong su (2014), Al-alak Basheer (2014), 1zogo (2016), Casidy &
Nyadzayo (2017), Van Tonder & cdng su (2017).

Lap luan vé
Mbi quan hé
(Relationship)
va cac khai
niém lién
quan.

17

Moorman & cong su (1992), Han & cong sy (1993), Johnson &
cong sy (1993), Zineldin (1995), Wilson & Jantrania (1996),
Menon & cong su (1996), Doney & Cannon (1997), Gwinner &
cong sy (1998), Bowen & Shoemaker (1998), Garbarino &
Johnson (1999), Scanlan & McPhail (2000), Goodman &Dion
(2001), De Ruyeter & cong su (2001), Sanzo & cdng su (2003),
Venetis & Ghauri (2004), Ramaseshan & cong su (2006), Huang
& Chiu (2006).

Lap luan vé
Chat luong
mdi quan hé
(Relationship
quality) va
cac khai niém
lién quan.

84

Dwyer & Oh (1987), Crosby & cong su (1990), Lagace & cong
su (1991), Kumar & cdng su (1995), Bejou & cong sy (1996),
Henning-Thurau & Klee (1997), Leuthesser (1997), Dorsch &
cong su (1998), Jap & cong su (1999), Hopkinson & Hogarth
(1999), Johnson (1999), Naude & Buttle (2000), Boles & cong su
(2000), Hibbard & cong su (2001), Hewett & cdng sy (2002),
Wong & Sohal (2002b), Lang & Colgate (2003), Keating & cong
su (2003), Walter & cdng su (2003), Roberts & cong sy (2003),
Woo & Ennew (2004), Fynes & cOng su (2004), Farrelly &
Quester (2005), Van Bruggen & cdng su (2005), Huntley (2006),
Athanasopoulou (2006), Park & Deitz (2006), Ulaga & Eggert
(2006), Leonidou & cong su (2006), Carr (2006), Lin & Ding
(2006), Rauyruen & Miller (2007), Qin Su & cdng su (2008),
Vieira (2009), Clark & cdng su (2009, Vesel & Zabkar (2010),
Park (2010), Nguyen & Nguyen (2010), Ou & cong su (2011),
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Stt

Ly thuyét

S6 NC
str dung

Tac gia

Liu & cong sy (2011), Aurier & Lanauze (2011), Nguyen &
Nguyen (2011), Alejandro & cong sy (2011), Chang & cong sy
(2012), Rahman & Kamarulzaman (2012), Song & cdng su
(2012), Hsin Hsin Chang & cong su (2012), Shpetim Cerri
(2012), Lee & cong su (2012), Kumar & Eshghi (2013), Wu &
cong su (2013), Athanasopoulou & cong su (2013), Pepur & cong
su (2013), Ismail & cong su (2014), Madupalli & cong su (2014),
Erdil (2014), Nguyen & Nguyen (2014), Tsai (2015), Prior
(2015), Velez (2015), Williams & cong su (2015), Ahamed &
Skallerud (2015), Giovanis & cong sy (2015), Hudson & cong su
(2015), Ttani & Inyang (2015), Japutra & cdng su (2015), Lai
(2015), Nyadzayo & cong su (2015), Sahin & cong sy (2016),
Kim & Kim (2016), Kim & Kim (2016), Rahman & Ramli
(2016), Nyadzayo & cong su (2016), Sharma & cong su (2016),
Su & cong su (2016), Bandara & cong su (2017), Choi & cdng su
(2017), Kim & cdng su (2017), Lo & cong su (2017), Loureiro &
Cunha (2017), Lu & Wang (2017), Wu & cong su (2017),
Santouridis & Veraki (2017), Xie & cong su (2017).
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o S6 NC e
Stt Ly thuyeét } Tac gia
str dung
4 Ly thuyét trao ddi x4 hoi (Social 5 Gupta & Sushil (2014), 1zogo &
exchange theory) cong su (2017).
Ly thuyét tin tuong - cam két ) A
5 ) 1 Friman & cong su (2002).
(Commitment — trust theory)
6 Ly thuyét loi thé - nguon luc (Resource- 1 Marquardt (2013).
advantage theory)
Ly thuyét giao két xa hoi (Social _ K
7 1 Leonidou & cong su (2013).
contracts theory)
Ly thuyét hop do h¢ (Relational
g | LY thuyethop dong quan hé (Relationa 1 Ling & cong su (2013).
contracts theory)
Ly thuyét trao doi h¢ (Relational
g | L thuyet trao doiquan h¢ (Relationa 1 Gupta & Sushil (2014).
exchange theory)
Ly thuyét xir I dot (Conflict
10 Y l_lye xu 1y xung dot (Conflic 1 Qian Huang & cdng su (2014).
handling theory)
Ly thuyét dua trén gia tri khach hang
(Customer value-based theory). A
11 ] p N N 1 Chu & cong su (2016).
Ly thuyét phu thudc nguon luc (Resource
dependency theory)
Ly thuyét mang xa hoi (Social network N
12 1 Odongo & cdng su (2016).
theory)
Ly thuyét hd tro xa hdi (Social rt
13 | L thuyetho tro xa hoi (Social suppo 1 Tajvidi & cong su (2017).
theory)
Cong 142

Nguén : Tong hop ciia tac gid.
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PHU LUC 03
MOT SO NHAN TO CHINH ANH HUONG PEN THANH PHAN CUA RQ

Nhom . o g L.
.z Tén nhan to Tac gia
nhan to
\ Crosby va cong su (1990), Doney va Cannon
Su tuong dong . N
(Similarity) (1997), Smith (1998a), Boles va cong su
Y (2000).
Crosby va cong su (1990), Lagace va cong s
Nguoi ban chuyén y ¢ g\ 1.11( ) Lag ] ? g Y
nahie (1991), Wray va cong su (1994), Bejou va
€
gnisp ) cong su (1996), Doney va Cannon (1997),
(Seller expertise) o
Boles va cong su (2000).
Hanh vi dao duc Lagace va cong su (1991), Wray va cong su
(Ethical behavior) (1994), Alrubaiee (2012).
1. Nhom Thé manh cua nha san

nhan t6 vé
méi quan hé

xuat (Manufacturer
strengths)

Goodman va Dion (2001).

(ngudi mua Thuoc tinh cung cap
va nguoi dich vu (Service Woo va Cha (2002).
ban) provider attributes)
Thuoc tinh cung cap
dich vu (Service Woo va Cha (2002).
provider attributes)
Uy tin va quy mo cua
nha cung cap (The
_g ap ( . Doney va Cannon (1997).
reputation and size
of the supplier)
Muc tiéu chun
! 9| Huntley (2006), Vieira (2009).
(Mutual goals)
. Lagace va cong su (1991), Wray va cong s
Thoi gian cua moi quan J . © g\ L'YA( ) : ong u
hé (Duration of the (1994), Bejou va cong su (1996), Doney va
€ . N .
2. Nhém ' . . Cannon (1997), Smith (1998), Naoui va Zaiem
N relationship)
nhan to ve (2010).
thuc tinh Co cau hay lién két | Smith (1998b), Scanlan va McPhail (2000),

méi quan hé

xa hoi (Structural or
social bonds)

Venetis va Ghauri (2004), Athanasopoulou
(2006).

Su phu thugc

Goodman va Dion (2001), Van Bruggen va
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Nhom .
oz Tén nhan to Tac gia
nhan to
ependence cong su , Boniface va cong su :
(D dence) 0 (2005), Bonif a CO (2010)
Ouyén luc Zineldin (1995), Doney va Cannon (1997),
cn Iy
yen & Goodman va Dion (2001), Boniface va cong su
(Power) (2010)
Lo ich quan he Morgan va Hunt (1994), Bowen va Shoemaker
€
Relations! r?et penits) | (199), Hennig-Thurau va cong s (2002),
Friman va cong su (2002), Vieira (2009).
Chi phi chuyén ddi mbi
P . yen. 0 _0 Ruyeter va cong sy (2001), Bowen va
quan hé (Relationship
o Shoemaker (1998).
switching costs)
Chi phi két thiic méi
P . © . (.) Morgan va Hunt (1994), Friman va cong su
quan hé (relationship
o (2002).
termination costs)
Xung dot Selnes (1998), Ndubisi (2006), Leonidou va
(Conflict) cong su (2006).
Tbi thiéu hoa hanh vi
OA. et fioa Al Yl _CU Morgan va Hunt (1994), Friman va cong su
hoi (Less opportunistic
. (2002).
behavior)
MJbi quan hé dau tu
old . ¢ ?u Smith (1998a,b), Barry va Doney (2011), Wu
(Relationship .
. va cong su (2013).
investment)
Qin Su va cong su (2008), Vieira (2009), Bojei
Sy giao tiép va Alwie (2010), Tohidinia va Haghighi
2. Nhém (Communication) (2011), Shpetim Cerri (2012), Gupta va Sushil
nhan t6 vé (2014),
thugc tinh Kiém soat dc tinh hé

méi quan hé

thdng thong tin

(Control system
information

characteristics)

Velez va cong su (2015).

Kiém soat dac tinh hé
thdng thong tin
(Control system

information
characteristics)

Velez va cong su (2015).
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Nhom . oz .
N Tén nhén to Tac gia
nhan to
Su cong bang o
. Kumar va cong su (1995).
(Fairness)
Tan suat tuong tac
(Frequency of Lagace va cong su (1991).
interaction)
Strdung t ta
v ung _uong o Velez va cong su (2015).
(Interactive use)
3. Nhom
nhan t6 vé Ruyeter va cong su (2001), Wong va Sohal
diic diém Chat luong dich vy (2002b), Roberts va cong su (2003), Venetis va
cung cip (Service quality) Ghauri (2004), Carr (2006), Ou va cong su
(san pham/ (2011), Kim & Kim (2016).
dich vu)
4. Nhém

nhan t6 vé
méi treong

Kinh té, chinh tri, luat
phép, ky thuat,...

Zineldin (1995), Kumar va cong su (1995).

Nguon : Téng hop cua tac gid.
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PHU LUC 04
MOT SO THANH PHAN CHINH CUA KET QUA MOI QUAN HE

Nhom
thanh phan

Tén thanh phan

Tac gia

Hiéu suat
(Performance)

Menon va cong su (1996), Doney va Cannon
(1997), Park va cong su (2010), Alejandro va
cong su (2011), Chang va cong su (2012),
Song va cong su (2012).

Hiéu suat ban hang

Crosby va cong su (1990), Boles va cong su

1\' Nhorr] (Sales effectiveness) | (2000), Lages va cong su (2005), Erdil (2014).
thanh phan —— :
han anh Hi¢u suat mua hang Han va cong su (1993)
(0] 108 .
P _f‘ . (Purchasing efficiency) g St
hiéu qua - - : : -
kinh doanh Chat lugng dich vu Woo va Ennew (2004), Bennett va Barkensjo
(Service quality) (2005).
Doanh sb ban hang ta
0DanNaNG fang |\ tley (2006).
(Increase in sales)
Kinh doanh gia ta
1 doan gla_ € 1 Bowen va Shoemaker (1998).
(Incremental business)
De Ruyeter va cong su (2001), Henning-
Thurau va cong su (2002), Boniface va cong
su (2010), Bojei va Alwie (2010), Ou va con
Long trung thanh v ) . ) <. ( ) N g.
(Loyalty) su (2011), Liu va cong su (2011), Shamdasani
yaly. va Jung (2011), Alejandro va cong su (2011),
2. Nhém Rahman va Kamarulzaman (2012), Alrubaiee
thanh phan (2012).
phan anh lgi MGi quan hé 1au dai Storbacka va cong su (1994), Scanlan va
ich quan hé | (Relationship longevity) | McPhail (2000), Friman va cong su (2002).

Tinh lién tuc
(Continuity)

Selnes (1998), Woo va Cha (2002), Barry va
Doney (2011).

Cam két méi quan hé
(Relationship
commitment

Boniface va cong su (2010), Ou va cong su
(2011).

Nguon : Téng hop cua tac gia.
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Nhom
thanh phan

Tén thanh phan

Tac gia

3. Nhom
thanh phan
phan anh sw

hai long

Su hai long
cua khach hang
(Customer satisfaction)

Sanzo va cong su (2003), Fynes va cong su
(2004), Tohidinia va Haghighi (2011),
Williams (2015).

Su hai 1ong nhén vién
ban hang
(Salesperson
satisfaction)

Park va Deitz (2006).

Sy hai long kinh té va
phi kinh té
(Economic and non-
economic satisfaction)

Farrelly va Quester (2005).

Su hai long dai ly
(Dealer Satisfaction)

Chang va cong sy (2012).

Nguon : Téng hop cuia tac gid.
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PHU LUC 05
DAN BAI THAO LUAN TAY POI
(Nghién ctru dinh tinh lin 1)

Xin chao Anh/Chi. Toé1 1a nghién ctru sinh Truong Dai hoc Kinh té TP.HCM.
Chung t6i dang nghién ctru vé “Chdt lwong méi quan hé giiva nha sdn xudt va nha
phén phéi trong nganh nhwa ¢ Viét Nam”.

La ngudi dai dién doanh nghiép/cong ty, rait mong Anh/Chi danh chut it thoi
gian dé tra 101 cho chung t6i mot sé cau hoi trong cac phan dudi day. Tat ca cac
quan diém cua Anh/Chi déu c6 gia tri cho nghién ciru ctia chung t6i. Rt mong nhan
dugc y kién trung thuc cua Anh/Chi.

Sau khi nghién ctru cac tai liéu nudc ngoai vé chat luong mbi quan hé, chiung
t6i thong ké duoc mot s thuat ngit. Anh/Chj xem va chon nhitng thuat ngir ndo c6
¢ thi truong Viét Nam. Nhirng thuat ngir nao ¢ Viét Nam c6 ma trong tai liéu nay
chua c6 thi xin Anh/Chi b6 sung thém.

1. Theo Anh/Chi nhitng thuat ngir ndo dudi day la thanh phin ciia chat lwong
moi quan hé giira nha sin xuat va nha phan phdi ¢ Viét Nam ? (Pdnh ddu
X vdo cdc 6 vuéng ma Anh/Chi thdy phit hop. Thanh phdn ndo chwa c6 thi
ghi thém vao).

[ Long tin [J Su hai long [J Cam két

[] Xung dot L] Su hop tac (] Chu nghia co hoi
[J Su thich tng [0 Bau khong khi O Su lién két

O e O, O,

2. Theo Anh/Chi nhiing thudt ngit nao dudi day la nhan t6 dnh hwéng dén
thanh phan ciia chit lwong mdi quan hé giira nha san xuit va nha phan
phoi & Viét Nam ? (Pdnh ddu X vao cdc é vuéng ma Anh/Chi thdy phit hop.
Nhén t6 ndao chwa co thi ghi thém vao).

[J Chét lugng san pham [J Chét lugng giao hang [ Tuong tic ca nhan

O Su giao tiép [0 Quyén luc [ Trao d6i thong tin
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3. Theo Anh/Chi nhiing thuit ngit ndo dudi day la thanh phén cia két qua
moi quan hé giira nha sian xuit va nha phan phdi ¢ Viét Nam ? (Pdnh ddu
X Va0 cac & vudng ma Anh/Chi thdy phit hop. Thanh phdn ndo chwa c6 thi
ghi thém vao).

[] Hiéu qua ban hang (] Hi€u qua mua hang

[1 Hiéu qua kinh doanh Ll Ll

4. Anh/Chi vui 10ng giai thich nhitng thanh phan, nhan t6 ma Anh/Chj chon va

bd sung thém ?

5. Theo Anh/Chi, mdi quan hé giita nha san xuét va nha phan phdi trong nganh
nhya ¢ Viét Nam hi¢n nay c6 gi khé khan, vudng mic khong ? Cac Nha san
xuat va nha phan phdi can lam gi dé nang cao chat lugng mdi quan hé cho
hai bén ?

Chdn thanh cam on sw hop tac cua Quy Anh/Chi
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PHU LUC 06
DANH SACH CHUYEN GIA THAM DU THAO LUAN TAY POI

Ma . . Loai hinh ;
Stt B Ho va tén Chirc vu Pon vi : So T
sO : : * KD
L el Tran Phudc (_}iém déc | Congty CP §e’m Xuat NSX 08 38762220
An Kinh doanh | Nhya Duy Tan
Neuyén Thi . Ccong ty TNHH MTV
o | g2 | EWERML A Gidm dée gty ! NSX 0934777760
Minh Chau SX TM CBTP Vi Huy
Lé Minh Té i4 on P Bao Bi
3 g | ong Gidm | Congty CP Bao B NSX 0919171227
Cuong doc Nhya Tan Tién
A Hiép Hoi Nhua Viét
4 | E4 |HOPécLam |  Chitich sz]’ o1 i VI Hiép Hoi | 01686599997
Nguyén Kim o DNTN Thuong Mai
5 | E5 , Giam dbc . NPP 0913751167
Loi Dich Vu
e o Cong ty TNHH XD
6 E6 | Vi Van Lam Giam doc NPP 0903848859
SX DV Lan Thanh
Ha Phudc . . Tong dai 1y Nhua
7 | E7 Giam d6 ' ' NPP 0913908840
Minh 1A Binh Minh
Nguyén Va Pho T4 Cong ty CP Nhya T4
g | gg | ewenvan o tong ongty wa tan NSX 0918586312
Phudce Giam doc Tién
Phan Thij H3 iam db ong ty CP Nh
9 | gg |FhanThiHa | Giamdoe | Congty CPNhya NSX 0903302036
Phuong Marketing Rang Dong
10 | g10 | CP0 Hrome Gidm doc | Tap dodn mrde g NSX 0903806624
Tai Kinh doanh khat Tan Hiép Phat
Tran Thanh , 5 TNHH BT
11 | E1p | A han Gitmdée | Somew TN NPP 0903081747
Thién TM DV Kim Sen
Lé Bich Giam db Cong ty CP Nhya Sai
12 | E12 | -5 amdoe ) Longty Ha Sal NSX 08 38358999
Thao Kinh doanh Gon
Nguyén Duy Giam doc Abbott Nutrition Viét
13 | E13 | _°© o NPP 0903388072
Tam Ban hang Nam
Tran Phudc . ... | congty TNHH Khoi
14 | E14 R Phé Giam doc o NSX 0919278146
Tam Viét
T Pho T4 Céng ty CP Nh
15 | E15 | UONE 1o tong ) Long y L e NSX 0903906122
Thanh Giam doc Hiép Thanh
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PHU LUC 07
DAN BAI THAO LUAN NHOM
(Nghién ctru dinh tinh lin 2)

Phin I : Giéi thiéu

Xin chao cac Anh Chi !

T6i 1a nghién ctru sinh ciia Truong Pai hoc Kinh té TP. H6 Chi Minh. Chung
t61 dang nghién ctru vé Chdt lwong moi quan hé giiva nha sin xudt va nha phdin
phoi trong nganh nhwa é Viét Nam. Trudc tién, ching toi tran trong cam on Quy
Anh Chi da danh thoi gian dén tham du cudc thao luan nay. RAt mong nhan duogc
nhing y kién dong gép ciia Quy Anh Chi. Xin cic Anh Chi luu y 12 khéng c6 quan
diém nao dung hay sai. Tat ca cac ¥ kién trung thuc ciia Quy Anh Chj déu c6 gia tri
cho nghién ctru cua ching toi.

Dé cudc thao luan duoc tién hanh, chung t6i (gidi thiéu tén) va xin Quy vi tu
gioi thi€u tén, ...

Phan II : Cau héi kham pha

1. Theo Anh (Chi), chat lwong mdi quan hé gita NSX va NPP 1a gi ? Gom
nhiing thanh phan nao ?

2. Nhirng nhan té nao anh hudng dén cac thanh phan cta chit luong méi quan
hé giita NSX va NPP ? Vi sao ? Anh Chi hiy sap xép cac nhan té theo thir tir
quan trong giam dan ?

3. Nhing thanh phan nao 1a két qua ciia mdi quan hé giita NSX va NPP ? Vi
sao ? Anh Chi hiy sap xép cac thanh phan theo thir tw quan trong giam dan ?

4. Anh (Chi) cho ¥ kién vé cic bién quan sat cua thang do thanh phan chat
luong mbi quan hé, nhan t6 anh hudng dén thanh phan cua chat luong mbi
quan hé va thanh phan cua két qua méi quan hé giira NSX va NPP ?

Chdn thanh cam on sw hgp tac cua Quy Anh/Chi
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PHU LUC 08
DANH SACH CHUYEN GIA THAM DU THAO LUAN NHOM

Loai
Stt Ho va tén S6 PT Pon vi hinh S6 PT
KD
Chuyeén vién | Cong ty CP San Xuit
1 | Hoang Anh Ha y ongy L San.Aud NSX | 0037494217
KD Nhya Duy Tan
Chuyén vién | Cong ty CP Nhya Binh
2 | Quan Hitu Loi {(D M‘Eﬁ Y Ha Bin NSX | 0907111074
3 Phan Thi Ha Giam d'éc C(:)ng ty CP Nhya Rang NSX 0903302036
Phuong Marketing Pong
N Phé6 Té Céng ty CP Nhya Ta
4 | Nguyn Van Phudc o tong | rongly Ha tan NSX | 0918586312
Giam doc Tién
‘ .| Cong ty TNHH TM Viét
5 | Trin Pinh Son Giam dbe ongty U1 NPP | 0903903752
Thanh
Phé6 Té Cong ty CP Nhya Hié
6 | Truong Thanh 10 Tong ongty HAHIP NS | 0903906122
Giam doc Thanh
iam d6 ong ty CP Nhya Sai
7 | Lé Bich Thao Giamdoc | Congty e Sal NSX | 0838358999
KD Gon
, 5ng ty TNHH Nhua A
8 | Pham Vin Thu Gidmdde | “OMEY YEAL PP | 0907226399

Nhu Phuc
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PHU LUC 09

THANG PO GOC VA THANG PO PIEU CHINH

1. Thang do “Long tin” (LT)

Thang do goc Thang do goc M3
cia Ulaga va Eggert (2006, ciia Skarmeas va cong sw Thang do diéu chinh héa
tr.302) (2008, tr.33)
Su trung thyc cua nha cung
Céc nha cung cAp chinh giit | cAp vé cac van dé c6 thé phat
101 hira voi cong ty chung toi | sinh (nghia 1a, 16 hang cham | NSX lu6n gitr 161 haa LT1
(The main supplier keeps | tré).  (Supplier's  honesty | v&i ching toi.
promises it makes to our firm) | about problems that might
arise (i.e., shipment delay)
Céc nha cung cap chinh lo
ling cho viéc cho kinh doanh | Cam thdy ring cac nha cung A o
] ) . . Lo s < . . .. | NSX Iudn quan tam dén
cua chung t6i (The main | cap da ding vé phia chung téi | | . .
. . . . . viéc kinh doanh cta | LT2
supplier is genuinely | (Feeling that the supplier has ching i
concerned that our business | been on our side). g ot
succeeds )
Céc nha cung cap chinh khi
d é dinh t ,
l‘fa e quy’e fn q}1an .rQI}g Nha cung cap khong lam cho
déu xem xét dén phuc lgi cla R B . R . ) ,
i N ; tuyén bo sai sy that | NSX lubn xem xét phic
ching t6i cing nhu cua ho ., ) o ; L
. . . (Supplier’s not making false | lgi cua ching t6i cing | LT3
(The main supplier considers ) ]
. claims). nhu cuda ho.
our welfare as well as its own
when  making  important
decisions)
Cong ty chung t6i tin tuong
rang cc nha ip chinh | Loi hita cua nha cung cé
Ag cac~n ? cugg’ Cap;c n , i N 8 . p Chung toi tin tudng
luén nghi dén loi ich tot cho | dang tin cdy (Supplier’'s . o i
, .- . . . NSX luén nghi den loi LT4
ching t6i (Our firm trusts that | reliability of promises) L N
. . ich cta chung toi.
the main supplier keeps our
best interests in mind)
Céac nha cung cap chinh la .
, . ! Ag P . Theo ching t6i NSX rat
dang tin cdy (The main - LTS5

supplier is trustworthy)

dang tin cay.




2. Thang do “Cam két” (CK)
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Thang do gbc Thang do gbc M
cua Ulaga va Eggert (2006, cua Skarmeas va cong suw Thang do diéu chinh héa
tr.302) (2008, tr.33)
Mo6i quan hé voi nha cung cap . P
s .. | Nha cung cap la mot dong
chinh 1a mdt van d€ ma chung t6i ) N .. . .
B B minh phan phdi quan trong Ching t6i dang thuc
dang rat cam ket (The | | o ) i o .
. . . .| ctia chung t6i (Supplier being | hién viéc cam két voi | CK1
relationship with our main . Lz
. . . a very important ally of our | NSX rat tot.
supplier is something to whichwe | =~ .
. distributorship)
are very committed).
Moi quan hé véi nha cung cap
chinh 13 rit quan trong d6i v6i | Thiéu mot lien két kinh | Mdi quan hé véi NSX
kinh doanh cua chung tdi (The | doanh véi cac nha cung cip | 14 rit quan trong cho CK2
relationship with our main | (Lacking a strong business | kinh doanh cta chiing
supplier is very important to our | link with the supplier) toi.
business)
Moi quan hé voi nha cung cap
chinh 1a mot vin dé gitp chang | Ton tai mot ¥ thirc cao cua sy ‘. .
a . n . . L . .| Moi quan hé voi NSX
toi duy tri hoat dong kinh doanh | hi¢p nhat gilra nha cung cap it chang i duv tri
lau dai (The relationship with our | nay va ching toi (Existence | O P ¢"1Nd OV G T oy g
. L. . . . . hoat dong kinh doanh
main supplier is something our | of a high sense of unity exists AU dai
business intends to maintain | between this supplier and us) '
indefinitely)
Mo6i quan hé voi nha cung cap | Phat trién mot mdi quan hé
chinh cta ching toi nhu 1a gia | chit ch& voi nha cung cip | M6i quan hé giira
dinh (The relationship with our | ndy (Development of a close | NSX véi chung t6i rit | CK4

main supplier is very much like
being family)

business relationship with
this supplier)

bén viing.

Mobi quan hé voi nha cung cap
chinh gitp chdng téi quan tam
nhidu dén hoat dong kinh doanh
(The relationship with our main
supplier is  something our
business really cares about)

Mo&i quan hé voi nha cung cap
chinh 1 nd lyc 1én ma ching toi
can duy tri (The relationship with
our main supplier deserves our

effort to

business’ maximum

maintain)
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3. Thang do “Sy hai long” (SHL)

Thang do goc
cua Ulaga va Eggert (2006,
tr.302)

Thang do goc
cia Skarmeas va cong suw
(2008, tr.33)

Thang do diéu chinh

Ma héa

Cong ty ching t6i hdi tiéc quyét
dinh kinh doanh v&i nha cung
cap chinh (Our firm regrets the
decision to do business with the
main supplier)

Nhin chung, ching téi hai
long cac giao dich cua
chung t6i véi nha cung cap
nay (In general, we are
satisfied with our dealings
with this supplier)

Quyét dinh kinh doanh
v6i NSX 1a quyét dinh
dung dén ciia chung toi.

SHL1

Cong ty ching t6i rat hai long
v6i nha cung cip chinh (Our
firm is very satisfied with our
main supplier)

Chung toi rat hai long
vo1 NSX.

SHL2

Cong ty chung tdi rat hai long
v6i nhitng gi nha cung cap
chinh lam cho chung téi (Our
firm is very pleased with what
the main supplier does for us)

Chung t6i rat vui voi
nhitng gi NSX lam cho
chung toi.

SHL3

Coéng ty chang téi khdng hoan
toan hai long v6i nha cung cip
chinh  (Our firm is not
completely happy with the main
supplier)

Néu phai 1am lai tir dau
ching t6i van chon
NSX nay.

SHL4

Cong ty chiing t6i van chon nha
cung cap chinh néu chung toi
phai 1am lai tir dau (Our firm
would still choose to use the
main supplier if we had to do it
all over again)
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4. Thang do “Chét lwong san pham” (CLSP)

Thang do goc Y . X1z
) . Thang do dieu chinh Ma héa
ciia Nguyen va Nguyen (2011, tr.327)
Nha san xuat X cung cap cho chung tdi cac . .
) . 0 P Hng cap e NSX ludn cung cap cho chung toi
san pham chat lugng cao (Manufacturer X | | . . CLSP1
. L . cac san pham chat lugng cao.
provides us with high quality products)
Nha san xuat X luén luén dap Gng cac ti€u
chudn chit lugng coa ching t6i | NSX ludn dap ing cac tiéu chuan CLSP?
(Manufacturer X always satisfies our quality | chat lugng ciia chdng toi.
standards)
San pham ciia nha san xuat X 1a rat dang tin
cdy (Manufacturer X’s products are very | San pham cua NSX rat dang tin cdy. | CLSP3
reliable)
5. Thang do “Chét lwong giao hang” (CLGH)
Thang do gbc A X
) ] §008 Thang do diéu chinh Ma& héa
ciia Nguyen va Nguyen (2011, tr.327)
Nha san xuat X luon dap ung tién do gi ,
. N safl Xua, Bon ap Ug Hen €0 B0 oy 1uon dap ung tién do giao
hang cua chung t6i (Manufacturer X always | . ) o CLGH1
. hang cta ching toi.
meets our delivery schedule)
Chung t6i hiém khi c6 céac 16i giao hang voi : o o x
. £ . Chung t6i1 hiém khi c6 céc 10i giao
nha san xuat (We rarely have delivery errors | . CLGH2
. hang vai NSX.
with manufacturer)
Viéc giao hang tir nha san xuat X 1a luon Vide iao hine tir NSX luén chinh
. . 1€C g1ao hang tu uon ¢€
lubn  chinh  xac  (Deliveries  from xé(; 8 g CLGH3
manufacturer X are always accurate) '
6. Thang do “Théng tin thi trweong” (TTTT)
Thang do goc 2 . 51z
5 ‘ Thang do dieu chinh Ma héa
cua Sabherwal va Chan (2001, tr.30)
IS gitip ching t6i thiét 1ap gia ban véi di thy o s y
Eltp chung ‘]_‘Og ) v ) . NSX gilp chung tdi thiet lap gia
canh tranh. (Our IS assist us in setting our | ,  ~ ., TTTT1
. . ... ban vai doi tha canh tranh.
prices relative to the competition).
IS giap ching t6i gidi thiéu san nhimn ., , A e
;gul? Y g’. g ) u ] ] 8 NSX gilp ching téi gidi thiéu
pham/dich vy méi trong thi truong cuia chiing N , 2. L
nhitng san pham/dich vu méi caa | TTTT2

toi. (Our IS help us introduce new products
and/or services in our markets).

chdng toi tai khach hang.
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Thang do goc
cia Sabherwal va Chan (2001, tr.30)

Thang do diéu chinh

Ma héa

IS giup ching t6i theo ddi nhiing thay doi
trong thi phan cia chung toi (Our IS help us
monitor changes in our market share).

toi.

NSX gilp chung téi theo ddi nhirng
thay do6i trong thi phan cua ching

TTTT3

IS cho phép chung toi nhanh chong diéu
chinh gia ban cua chung t6i (Our IS permit us
to rapidly adjust our prices).

NSX cho phép ching tdi nhanh
chong diéu chinh gia ban khi thi
truong bién dong.

TTTT4

7. Thang do “Sv giao tiép” (SGT)

Thang do goc
cua Tohidinia va
Haghighi (2011, tr.255)

Thang do goc
cia Rodriguez va cong sw
(2006, tr.673)

Thang do diéu chinh

Ma hoa

Céc thong tin cung cip boi
cac ngan hang co thé duoc
tin cdy (The information
provided by the bank can be
trusted)

Bimbo Martinez lién lac
v6i ching toi voi cac tan
sudt thich hop (Bimbo
Martinez contacts with us
with the adequate
frequency)

NSX thuong lién lac voi
chdng toi.

SGT1

Bét ky trudng hop nao cac
ngan hang cung cap cho t6i
day du thong tin (In case of
any problem, the bank
provides me with enough
information)

Bimbo Martinez cung cap
cho chuing t6i cac dir li€u
cip nhat vé thi truong
(Bimbo Martinez provides
us data brought up to date
on the market)

NSX cung cap cho
chdng t6i cac dir liéu vé
thi truong.

SGT?2

San giao dich cta ngén
hang diy du thong tin vé
cac dich vu cua ho (The
bank exchanges enough
information  about  the
service itself)

Bimbo Martinez cung cap
thong tin tién ich tuyét voi
cho doanh nghiép cula
ching t6i (Bimbo Martinez
provides information of
great utility for our

business)

NSX cung cip cac
théng tin tién ich cho
ching toi.

SGT3

Bimbo Marti'nez cung cap
thong tin cho chiing toi néu
(Bimbo

remits

sy cd xay ra
Marti 'nez
information to us if
problems occur)

NSX thuong cho biét
trudc cac thay ddi co
thé
chdng toi.

anh huong dén

SGT4

Bimbo Marti'mez thuong

Thong tin cua NSX

SGT5
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Thang do gbc Thang do gbc
cua Tohidinia va ciia Rodriguez va cong sw | Thang do diéu chinh | M4 hoa
Haghighi (2011, tr.255) (2006, tr.673)
bao cho chung toi biét cac | cung cap cho chdng toi
su kién thay d6i c6 thé anh | rat déng tin cay.
huong dén chung  toi
(Bimbo Marti nez
maintains us reported of
events and changes that can
affect us)
8. Thang do “Twong tac ca nhan” (TTCN)
Thang do géc N ) .
) . Thang do dieu chinh Ma héa
ctia Nguyen va Nguyen (2011, tr.327)
N6 rat dé dang dé 1am viéc v6i nha san xuat o .
. . Chung t6i lam viéc rat dé dang vai
X (It is very easy to work with manufacturer NSX TTCN1
X) '
Chung t6i tuong tac tot voi ngudi cua nha . . T
, z . . . Chung t6i tuong tac rat tot voi
san xuat X (We have a good interaction with e e TTCN2
, nguoi dai dign cia NSX.
manufacturer X's people)
N6 rat dé dang dé giai quyét van dé v6i nha o o
. B . Chang tbi giai quyét van de véi
san xuat X (It is very easy to address ox o TTCN3
) nhau rat dé dang.
problems with manufacturer X)
No rat dé dang dé thao ludn van dé v&i nha , . . A s
, £ . . Chung t6i thao luan véi nhau rat coi
san xuat X (It is very easy to discuss me TTCN4
. 0.
problems with manufacturer X)
9. Thang do “Thim viéng” (TV)
Thang do b sung trong nghién ciru dinh tinh Ma hoéa
NSX cir nhan vién dén tham ching t6i mdi thang 01 lan. TV1
NSX cir nhan vién dén thiam chung t6i thuong xuyeén. TV2
Thinh thoang lanh dao cia NSX dén thim chung toi. TV3
Viéc tham viéng gilp ching tdi hop tac chat ché hon. TV4
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10. Thang do “Hiéu qua kinh doanh” (HQKD)

Thang do goc
ctia Nguyen va Nguyen (2011,
tr.327)

Thang do goc
cia Song va cdng suw
(2012, tr.293)

Thang do diéu chinh

Ma hoa

Doanh sb clia chung toi tir viée
ban san pham cia NSX X ting
nhu mong doi. (Our sales gained
from manufacturer X's products
have increased as expected)

Loi nhuan trén dau tu
sau thué. (Return on
investment after tax)

Doanh sé cua ching
toi tr viéc ban san
pham cia NSX ting.

HQKD1

Loi nhuan cia ching to6i tir viéc
ban san phim cia NSX X ting
(Our profits
gained from manufacturer X's
products have increased as
expected)

nhu mong doi.

Loi nhuan trén tai san
sau thué. (Return on
assets after tax)

Loi nhuan cuaa ching
toi tr viéc ban san
pham ctia NSX ting.

HQKD2

Thi phan cua chung t6i tir viée
ban san pham cia NSX X ting
nhu mong doi. (Our market share
of manufacturer X’s products has
increased as expected)

Tiang truong doanh sb
ban hang. (Growth in
sales)

Thi phan caa chlng
toi tor viéc ban san
pham cua NSX dugc
mao rong.

HQKD3

Thi
share)

phan.  (Market

Loi nhuan sau thué
trén von dau tu cua
ching t61 tang.

HQKD4

Tang truéng trong thi
: phiéu.
market

truong  co
(Growth in
share)

11. Thang do “Su hop tac” (SHT)

Thang do goc
ciua Woo va Ennew
(2004, tr.1270)

Thang do goc
cia Song va cdng suw
(2012, tr.293)

Thang do diéu chinh

Ma hoa

Ky su tr vin (hoic CE noi
chung) hop tac chat ché voi
chung t6i trong quén ly du an.
(The consulting engineer (or CE
in short) cooperates closely with
us in project Management).

Hop tac trong thiét ké
san pham (Cooperation
in product design).

NSX hop tac vai chang
t6i trong ké hoach san
XUAt.

SHT1
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Thang do goc Thang do goc
cia Woo va Ennew cia Song va cdng su Thang do diéu chinh Ma hoa
(2004, tr.1270) (2012, tr.293)
Cac CE c06 thé xtr 1y khiéu nai cta | Hop tac t i trinh ) ,
a? SO oy .leu nat et Op ac; Tong qua r%n Ching téi hop tac chat
chung t6i. (The CE is able to | thiét ké (Cooperation o SHT2
. . . ché véi NSX.
handle our complaints). in process design).
ot ot | et NSX i gt v
Xun ot vO1 chung to1. san Xxua Lz
. & < i g_ . . P . nhanh chéng céac khiéu | SHT3
is collaborative in resolving | in production . LA
. . . nai cua chung toi.
conflicts with us). planning).
Kha ning giai quyét | Khi xay ra xung dot,
khiéu nai (Capability | NSX ludn hop tac véi
. , TR . SHT4
of handling | chung t6i d¢ tim céach
complaints). giai quyét.

Hop tac giai quyét
xung dot (Cooperation
in resolving conflicts).
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PHU LUC 10

THANG PO KHAI NIEM TRONG MO HINH NGHIEN CUU

Ma hoa Bién quan sét Ngudn goc
1 Thang do “Long tin” (LT)
Ulaga va Eggert (2006),
LT1 | NSX ludn giit Idi hita véi chang toi. ga va Eggert (2006)
Skarmeas va cong su (2008)
NSX luén quan tdm dén viéc kinh doanh .
LT2 . s Ulaga va Eggert (2006)
cua ching toi.
NSX luén xem xét phuc loi cua ching toi .
LT3 N ) Ulaga va Eggert (2006)
cling nhu cua ho.
Chiing t6i tin tuéng NSX luén nghi dén
LT4 _lfng (?1 n ,uon%_ von gt €e Ulaga va Eggert (2006)
loi ich cua ching toi.
LT5 | Theo ching t6i NSX rat déng tin cay. Ulaga va Eggert (2006)
2 Thang do “Cam két” (CK)
Chung t6i dang thuc hién viéc cam két
CK1 ,_ung Ol; a?g o TR T © Ulaga va Eggert (2006)
vai NSX rat tot.
CK? MAbi quan hé véi NSX 1a rat quan trong Ulaga va Eggert (2006)
cho kinh doanh cua chung toi. g 9
MJ4i quan hé voi NSX gilp chdng toi duy .
CK3 ' Ulaga va Eggert (2006
tri hoat déng kinh doanh Iau dai. ga va Eggert (2006)
CcK4 MJi quan hé gitra NSX véi chung toi rat Ulaga va Eggert (2006),
bén viing. Skarmeas va cong su (2008)
3 Thang do “Sy hai long” (SHL)
uyét dinh kinh doanh vai NSX Ia quyét
gHLL | QUyet dinn kinh doanh val auye Ulaga & Eggert (2006)
dinh dung dan cta chung toi.
. Ulaga & Eggert (2006),
SHL2 | Ching toi rat hai long véi NSX. ga & Eggert (2006)
Skarmeas & ctg (2008)
Chung toi rat vui véi nhitng gi NSX lam
SHL3 g fol Tat Vil Vet nfing 9 Ulaga & Eggert (2006)
cho ching toi.
Néu phai 1am lai tr dau chdng toi van
SHL4 | oo Pha al trdd g ot va Ulaga & Eggert (2006)

chon NSX nay.
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Ma hoa

Bién quan sat

Nguén géc

Thang do “Chét lwgng san pham” (CLSP)

CLSP1

NSX luén cung cap cho chdng tdi cac san pham
chat lugng cao.

Nguyen va Nguyen (2011)

CLSP2

NSX luén dap wng cac tiéu chuan chit lugng cua
chang toi.

Nguyen va Nguyen (2011)

CLSP3

San pham caa NSX rat dang tin cay.

Nguyen va Nguyen (2011)

Thang do “Chét lweng giao hang” (CLGH)

NSX luén dap ung tién do giao hang cua ching

CLGH1 ®i Nguyen va Nguyen (2011)
CLGH2 | Chung toi hiém khi c6 céc 15i giao hang voi NSX. | Nguyen va Nguyen (2011)
CLGH3 | Viéc giao hang tir NSX ludn chinh xac. Nguyen va Nguyen (2011)
6 Thang do “Thong tin thj trwong” (TTTT)
NSX gitp ching tdi thiét lap gia ban véi ddi thu
TTTT1 giip ehung “pa o1 GO s abherwal va Chan (2001)
canh tranh.
NSX gilp chang téi gigi thiéu nhirng san
TTTT2 2 g P ’_gw ,gg . e . “9 | sabherwal va Chan (2001)
pham/dich vu méi cua chung téi téi khach hang.
NSX gilp chung t6i theo ddi nhing thay doi tron
TTTT3 . g p, g N the Ty €o 9| sabherwal va Chan (2001)
thi phan cua chung toi.
NSX cho phép chiing t6i nhanh chong diéu chinh
TTTT4 | - OO Pheb chung fo1 ihahi chong et M sabherwal va Chan (2001)
gia ban khi thi truong bién dong.
7 Thang do “Sw giao tiép” (SGT)
A e A Rodriguez va cong su
SGT1 | NSX thuong lién lac vai chang toi. | i
1ong Tien fat vol chting (2006)
ST NSX cung cap cho ching t6i cac dir liéu vé thi | Rodriguez va cong su
truong. (2006)
SGT3 NSX cung cap cac thong tin tién ich cho ching Rodriguez va cong su
toi. (2006)
NSX thuong cho biét trude cac thay doi co thé anh Rodriguez va cong su
uol €t truoc cac tha (0] €a
SGT4 g y (2006), Tohidinia va

hudng dén chang toi.

Haghighi (2011)
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M4 héa Bién quan sat Nguén géc
SGTS Théong tin caa NSX cung cap cho ching tdi rat | Tohidinia va Haghighi
dang tin cay. (2011)
8 Thang do “Twong tac ca nhan” (TTCN)
TTCN1 | Ching tdi lam viéc rat d& dang véi NSX. Nguyen va Nguyen (2011)
Chiing t6i t tac rat tot véi nguoi dai dién coa
TTCN2 ung to1 tuong tac rat tot voi1 nguot dal dién cu Nguyen va Nguyen (2011)
NSX.
TTCN3 | Ching tdi giai quyét van dé voi nhau rat d& dang. | Nguyen va Nguyen (2011)
TTCN4 | Ching tdi thao luan véi nhau rat cai mo. Nguyen va Nguyen (2011)
9 Thang do “Tham Viéng” (TV)
TV1 NSX cir nhan vién dén tham chung toi mdi thang | B6 sung trong nghién cau
01 lan. dinh tinh
V2 NSX cir nhan vién dén thim ching t6i thuong | Bo sung trong nghién ciu
Xuyén. dinh tinh
V3 Thinh thoang lanh dao cua NSX dén thim chung | B sung trong nghién ctu
toi. dinh tinh
Tva Viéc tham viéng gidp ching toi hop tac chat ché | B sung trong nghién ciu
hon. dinh tinh
10 Thang do “Hiéu qua kinh doanh” (HQKD)
Doanh sb cua chlng ti tir viéc ban san pham cua
HQKD1 . oM g e 4 pham cd Nguyen va Nguyen (2011)
NSX tang.
Loi nhuan cua chdng toi tir viéc ban san pham cua
HQKD2 | o' MNUan cua Chtng fon r VISE ban San pham Cud | o ven va Nguyen (2011)
NSX tang.
Thi phan cua ching tdi tir viéc ban san pham cua
HQKD3 | Pnan cua chung for fu vie 4N Pham Cua |\ quyen va Nguyen (2011)
NSX dugc mé rong.
Loi nhuan sau thué trén von dau tu cia ching toi
HQKD4 ¢ ¢ © on dau fr et g Song va cong su (2012)

tang.
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M4 héa Bién quan sat Nguén géc
11 Thang do “Sw hop tac” (SHT)
NSX hop tac véi chung toi trong ké hoach san .
SHT1 . Song va cong su (2012)
Xuat.
SHT2 | Chung tdi hop t&c chat ché vai NSX. Woo va Ennew (2004)
SHT3 NSX luén giai quyét nhanh chong céc khiéu nai | Woo va Ennew (2004)
caa chung toi. Song va cong su (2012)
SHT4 Khi xay ra xung dot, NSX ludn hop tac vai chang |  Woo va Ennew (2004)
t61 dé tim cach giai quyét. Song va cong su (2012)

Nguon : Diéu chinh va phét trién qua nghién cizu dinh tinh.
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PHU LUC 11

BANG CAU HOI
(Nghién ctru dinh lugng so b))

Xin chao Anh/Chi !
T6i 1a nghién ciru sinh Truong Pai hoc Kinh té TP.HCM. Chung t6i dang nghién ctru vé dé tai :
“Chit lwong mdi quan h¢ giira nha sin xuit va nha phan phéi trong nganh nhya ¢ Viét
Nam”.
La nguoi dai dién Doanh nghiép/Cong ty, rit mong Anh/Chi danh chut it thoi gian dé tra 10i cho
chung t6i mot sé cau hoi trong cac phan dudi ddy. Tat ca cac quan diém ctia Anh/Chi déu co gia tri
cho nghién ctru ctia chung t6i. Chung t6i cam két bao mat nhimg ¥ kién ctia Anh/Chi va chi sir
dung cho muc dich nghién cuu. R4t mong nhan duoc y kién trung thuc cua Anh/Chi.
I. PANH GIA MUC PO PONG Y :
Vui long cho biét mirc 46 dong y ctia Anh/Chi cho cac phat biéu dudi day vé mdi quan hé giita
cong ty/doanh nghiép cia Anh/Chi véi cac nha san xudt (NSX) theo thang diém tir D dén @ véi
quy udc nhu sau :

@ : HOAN TOAN KHONG DONG Y, ... dén @ : HOAN TOAN PONG Y

(Xin danh ddu X VA0 mgt s6 thich hop cho ting phat biéu)

Stt Noi dung Panh %ié IIl,l'l‘C do
dong y
Long tin
1 | NSX ludn giir 161 htra v6i chiing toi OIISINIGIGIV)
2 | NSX lu6n quan tim dén viéc kinh doanh cua chung toi OINIOINIGIGIV)
3 | NSX [uén xem xét phuc lgi cia chung t6i cling nhu cua ho QIBIOINIGIGLY,
4 | Chung toi tin twéng NSX luon nghi dén loi ich cua ching t6i OIAISIGIGIGLY))
5 | Theo chung toi NSX rat dang tin cay OINIVIGIGIGIV)
Cam két
6 | Chung t6i dang thuc hién viéc cam két voi NSX rat tot OIRIOINIGIGIV)
; lg;l]czln cgllizrll hé v&i NSX 14 rat quan trong cho kinh doanh ciia DOBDE® 3
8 1(;/([)(; ;IHIZE l;z ivcn NSX gitip chung t6i duy tri hoat dong kinh DOBDE® O
9 | Mbi quan hé giita NSX véi chiing toi rat bén viing OIAIVIGIGIGIV)
Hai long
10 | Quyét dinh kinh doanh v&i NSX 14 quyét dinh ding din cua QIBIOINIGIGLY,
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chung toi
11 | Ching toi rat hai long véi NSX OIISIAIGIGIN)
12 | Chung t6i rat vui voi nhimg gi NSX 1am cho chung t6i DOR®B®B®®
13 | Néu phai 1am lai tir dAu ching t6i vAn chon NSX nay OIISIAIGIGIN)
Chit lwong sian pham
14 | NSX lu6n cung cap cho chung t6i céc san pham chat luong cao QIBIOINIGIGIY,
15 | NSX ludn dap ung céc tiéu chuan cht luong ctia chung toi OIRIOINIGIGIV)
16 | San pham cua NSX rat dang tin cdy OIBIVIAIGIGLV)
Chit lwong giao hang
17 | NSX ludn dap tng tién d6 giao hang cuia chiing toi OIBISGIGIGIGLY)
18 | Chung t6i hiém khi c6 céac 13i giao hang véi NSX OIBIOINGIGV)
19 | Viéc giao hang tir NSX ludn chinh x4c OIISINIGIGIV)
Thong tin thi truong
20 | NSX giup ching toi thiét 1ap gia ban voi dbi thu canh tranh OIBISGIGIGIGLY)
22 I;Su);gg:glp chung t6i theo ddi nhiing thay doi trong thi phan cia DORDE® A
23 EEO);;I]: é[;h;g nc;l.ung t61 nhanh chong diéu chinh gia ban khi thi DOBRDE GO
Sw giao tiép
24 | NSX thuong lién lac véi ching toi D@RDO®®
25 | NSX cung cép cho chung toi cac dit lidu vé thi truong OINIGIGIGIGLY)
26 | NSX cung cép cac thong tin tién ich cho chiing t6i OINIGIGIGIGLY)
27 I;Sﬂ);gﬂtlgic‘mg cho biét trude cac thay doi co thé anh huong dén DOODE® D
28 | Thong tin ciia NSX cung cép cho chiing t6i rat dang tin cay OINIGIGIGIGLY)
Twong tac ca nhin
29 | Chung t6i lam viéc rat d& dang voi NSX OIAISINIGIGIV)
30 | Chung toi twong tac rat tdt véi ngudi dai dién cia NSX OIISINIGIGIN)
31 | Chung toi giai quyét van dé voi nhau rat dé dang OIAIGIGIGIGIV)
32 | Chung toi thao luan véi nhau rat coi mé OIISIAIGIGIV)

Thdm viéeng
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33 | NSX cir nhan vién dén thim chiing toi mdi thang 01 lan DIAIOIAIGIGY)
34 | NSX ctr nhan vién dén thim ching toi thudng xuyén QIBIOINIGIGIY,
35 | Thinh thoang lanh dao cua NSX dén tham chung toi DO®B®BHB®D
36 | Viéc tham viéng gitip ching t6i hop tac chit ch& hon OIISIAIGIGIN)
Hiéu qud kinh doanh
37 | Doanh sb cua chung t61 tir viéc ban san phém cua NSX tang D@D B® D
38 | Loi nhuén ciia chiing tdi tir viéc ban san pham ciia NSX ting QIBIOINIGIGIY,
39 ;l"@l;igphﬁn cua chung to1 tir vi€c ban san pham ctia NSX dugc mé DOOBDE® D
40 | Loi nhuan sau thué trén von dau tu cua chung t6i tang QINIOGINGIOI)
Sw hop tic
41 | NSX hop tac véi chiing toi trong ké hoach san xuat OIVIOINIGIGIV)
42 | Chung t6i hop tac chat chd véi NSX OIIVINIGIGIN)
43 | NSX luén giai quyét nhanh chong cac khiéu nai ctia ching toi OIRIOINIGIGIV)
44 Khi xay ra xung dot, NSX ludn hop tac véi ching toi dé tim DOODE® D

cach giai quyét

I1. ANH/CHI VUI LONG CHO BIET THEM MQT SO THONG TIN

1. P9 tudi ciia Anh/Chi ?

O Duéi 30 tudi
O Tt 40 tudi — dudi 50 tudi

[ Tix 50 tudi tro 1én

2. Tham nién cong tac ctia Anh/Chj trong nganh nhya ?

[ Du6i 03 ndm
O Tu 06 nam — dudi 10 nam

Chdn thanh cam on sy hop tdac ciia Anh/Chi.

L] Nam. OJ Nt

[ T 30 tudi — dudi 40 tudi

] Tu 03 nam — dudi 06 nam

O T 10 nam trd 1én.
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PHU LUC 12

DANH SACH MAU NGHIEN CUU PINH LUQNG SO BO

Stt Tén Don vi Dbia chi
314 Liiy Ban Bich, P.Hoa Thanh,
1 | Céng ty CP Tan Pha Sai Gon ty Ban Bich, TL.roa Than TP.HCM
Q.Tén Phu
Cong ty TNHH SX TM TBM Minh .
2 HAt 141 - 143 X6m bat, P.8, Q.11 TP.HCM
Ctra hang Hiép Thong — Nhua Binh N
3 M‘:ih ang Hep Hhong — Nhva Bii 434 Nguyén Vin Luéng, P.12,Q.6 | TP.HCM
Cura hang Hong Phtic — Nhya Binh . .
4 . 8 Vinh Héi, P.4, Q.4 TP.HCM
Minh
Ctra hang Hong Liém — Nhua Binh R . .
5 Minh 41A Toén That Thuyet, P.15, Q.4 TP.HCM
R . 807 Liiy Ban Bich, P.Tan Thanh,
6 | Congty TNHH VN bai Phong . , TP.HCM
Q.Tan Pha
105 Lé Trong Tan, P.Tay Thanh
7 | Cira hang Nhya Binh Minh € rong ram, By HR | 1p e
Q.Tan Phu
8 | Cira hang Au Co 953 Au Co, P.10, Q.Tan Binh TP.HCM
Ctra hang Ong nuéc gia dung Kim — o
9 . i 160 Toén Pan, P.10, Q.4 TP.HCM
Nhua Binh Minh
10 | Ctra hang An Lgi — Nhya Binh Minh 242/5 Ba Hom, P.13, Q.6 TP.HCM
Cura hang Ong nudc Tuong Van —
1q | CUenangbongnuoe THONg van 179 Kinh Duong Vuong, P.13,Q.6 | TP.HCM
Nhya Binh Minh
Ctra hang VLXD Hai H —Nh ,
1p | Cranang o Humg — e 3 Bén Pha Pinh, P.16, Q.8 TP.HCM
Binh Minh
Ctra hang Hiép Thanh — Nhi a
13 | e hang Hiep Thani—ia xay 94/3 dudmg 41, P.16, Q.8 TP.HCM
dung
14 | Ctra hang Nhya Binh Minh 14 Vinh Hoi, P.4, Q.4 TP.HCM
Céng ty TNHH MTV Lé Thuan .
15 345 Tran Van Kieéu, P.11, Q.6 TP.HCM
Phong
16 | Cira hang Siéu Hién 148 Nguyén Thi Nhé, P.15, Q.11 TP.HCM
17 | Cong ty TNHH Thai Minh Thinh 61 Cao Xuan Dyc, P.10, Q.8 TP.HCM
18 | Ctra hang Thudn Thanh 569 Hau Giang, P.11, Q.6 TP.HCM
Ctra hang Thanh Binh - Nhya Binh
19 Mﬁh ang *haf BT - NMiya Bin 587 Su Van Hanh, P.13, Q.10 TP.HCM
Ctra hang Ngoc Nga - Nhua Binh \ ,
g | M@ Mang meoc ga - ia Bil 100 Lam Van Bén, P.Tan Kiéng, Q.7 | TP.HCM

Minh
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Stt Tén Don vi Dbia chi

21 | Ctra hang Thanh Loi 52 Ban Co, P.3, Q.3 TP.HCM
Céng ty TNHH TM DV Huynh

20 | TONEW o 254 L& Vin Luong, P.Tan Hung, Q.7 | TP.HCM
Nghia
Céng ty TNHH DT TM DV Dai

03 | COMEY a 445 L& Vin Luong, P.Tan Phong, Q.7 | TP.HCM
Quang Minh

424A Nguyén Thi Thap, P.Ta ,

24 | Cong ty TNHH TM DV Ty Phi guyen Ql , 4, PTANQUY, | 1o Liom

25 | Cra hang Hung Phuc 289C Bui Minh Tryc, P.6, Q.8 TP.HCM

26 | Congty TNHH TM DV Sau An 451/36/8 T6 Hién Thanh, P.14, Q.10 | TP.HCM

261A Tan Ky Tan Quy, P.Tan Son
27 | Cira hang Lam — Nhya xay d TP.HCM
ta hang Lam = Nhya xay cung Nhi, Q.T4n Ph

28 | DNTN TM XD Quan Ha 118 Nguyén Tiéu La, P.5, Q.10 TP.HCM

29 | Coéng ty CP Nhua Téan Tién 27 Pong Khoi, P.Bén Nghé, Q.1 TP.HCM

30 Cong ty TNHH XD SX TM DV Lan 665A Kinh Duon\g VuEmg, P.An Lac, TP.HCM
Thanh Q.Binh Téan
Ctra hang Trug — Nhua x4 .

gy | Cua hang Truong Quang —Nhua xdy 51 Van Kiép, P.13, Q.5 TP.HCM
dung

32 | Cira hang Kim Quy — Nhua xdy dung 57 Van Kiép, P.13, Q.5 TP.HCM
Cty CP XD DT Cdng Nghiép D6 ,

33 | Y ong NEniepong 143 Trin Hung Pao B, P.10,Q.5 | TP.HCM
Duong — NPP Nhya Binh Minh

34 | Cong ty CP Nhya Viét Nam 300B Nguyén Tat Thanh, P.13, Q.4 TP.HCM

35 | Cong ty TNHH SX Gia Thanh 1085 Ta Quang Biru, P.6, Q.8 TP.HCM
Ctra hang Nhya gia dung Dai Pong s

36 " 442 L& Hong Phong, P.1, Q.10 TP.HCM
Tién
Ctra hang Sang Hung - Nhua gi .

g7 | e nang Sang Hng - Whva gl 331 Hai Thuong Lan Ong, P.13,Q.5 | TP.HCM
dung

38 | DNTN Théi Nhya Tam Hung 219 — 221 Binh Tién, P.8, Q.6 TP.HCM

39 | Cua hang Nhya Tién Pht 317 Hai Thugng Lan Ong, P.13,Q.5 TP.HCM

40 | Cua hang 39A - Nhya gia dung 337 Hai Thuong Lan Ong, P.13, Q.5 | TP.HCM
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Stt

Tén Pon vi

Pia chi

Ctra hang Nhya Ich Thanh - Nhya gia

41 228 Gia Phu, P.1, Q.6 TP.HCM
dung
Cura hang Thanh Long - Nhya Binh \

4o | TV nang Thani Long - Wi Bl 219 V5 Van Tn, P.5, Q.3 TP.HCM
Minh

43 | Ctra hang A Thao - Nhya gia dung 333 Hai Thuong Lan Ong, P.13, Q.5 | TP.HCM

44 | Cua hang Minh - Nhya gia dung 339 Hai Thuong Lan Ong, P.13, Q.5 | TP.HCM
Ctra hang Trung Hiéu - Nhya Duy ) ..

45 Tan 12 Thap Muoi, P.2, Q.6 TP.HCM
Cua hang Nhya My Ngoc - Nhya .

46 . 521 Hau Giang, P.11, Q.6 TP.HCM
Duy Tan
Ctra hang Minh Chau - Nhya Dai A

g7 | SUahang Mmi Lhau - Niva Bl 341 Hai Thuong Lan Ong, P.13,Q.5 | TP.HCM
DoOng Tién

48 | Cua hang Lan - Nhya Duy Tan 9 Lé Quang Sung, P.2, Q.6 TP.HCM
Cua hang Nhya Kim Duong — Dai 1y .

49 R 1 Lé Quang Sung, P.2, Q.6 TP.HCM
Duy Tan
Cua hang Nhya Kinh Than — Pai ly R

50 R 6 Lé Quang Sung, P.2, Q.6 TP.HCM
Duy Tan

51 | Cira hang Bong Dat — Nhya gia dung 14A Lé Quang Sung, P.2, Q.6 TP.HCM
Coéng ty TNHH Ph Pat — Nh

5p | OnEY HORS Sat = e 10B L& Quang Sung, P.2, Q.6 TP.HCM
Vi Hung

53 | Pai ly Nhya Duy Tan 8 Lé Quang Sung, P.2, Q.6 TP.HCM
Cong ty TNHH Giai Phat — Nhya gia o

54 299 Bui Minh Truc, P.6, Q.8 TP.HCM
dung
Cua hang Thanh Hoa — Nhya gia s

55 468 Lé Hong Phong, P.1, Q.10 TP.HCM
dung
Congty TNHH MTV TM DV L& Tén o

56 N 8 — 10 Ngo6 Gia Ty, P.9, Q.10 TP.HCM
Tran

57 | Cira hang Nhya Duy Téan 5 L& Quang Sung, P.2, Q.6 TP.HCM

58 | Cira hang My Hoa - Nhya Duy Tan 28 Vinh Vién, P.2, Q.10 TP.HCM

59 | DNTN Hiru Tai — Nhya gia dung 444 1.& Hong Phong, P.1, Q.10 TP.HCM

R e 301 Thach Lam, P.Pht Thanh, Q.Tan

60 | Congty TNHH Loi Loi Dan P TP.HCM
Ctra hang Thuy Mai - Nhya Dai . P . . )

61 9 Lé Trong Tan, P.Son Ky, Q.Tan Phu | TP.HCM

Dong Tién
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Stt Tén Pon vi DPia chi
Cong ty TNHH TM DV SX H

62 | YT . e 58 Bau Cat 1, P.14, Q.TanBinh | TP.HCM
Nguyén Phat — Nhya gia dung

63 Cong ty TNHH Song Viét Hop Nhat 188 Vo Thanh T\rang, P.11, Q.Tén TP.HCM
— Nhya gia dung Binh

64 | Cong ty CP Nhya 4 1412 V6 Van Kiét, P.1, Q.6 TP.HCM

65 | Ctra hang Thuéan Tri — Nhya gia dung 5 Ky Hoa, P.11, Quén 5 TP.HCM

66 | Ctra hang Lién Son - Nhya Duy Tan 138 — 140 Vinh Vién, P.9, Q.10 TP.HCM

67 | Congty CP Pai Pong Tién 216 Tan Thanh, P.15, Quan 5 TP.HCM
Cong ty TNHH Tién Thanh — Nh

68 | &Y fen Hhanh = Nwa 13 Ngb Gia Tu, P.2, Q.10 TP.HCM
Duy Tan
Cua hang Hung Héo - Nhya Dai o R

69 N 2 258 Lé Van Luong, P.Tan Hung, Q.7 | TP.HCM
Pong Tién

70 | Cong ty TNHH Nhya Tan Lap Thanh 20 Triéu Quang Phuc, P.10, Quan 5 TP.HCM
Ctra ha Minh — Nhya D

71 T;? ang Quang Minh —Nhua Duy ¢} &+ van Luong, P.Tan Quy, Q.7 | TP.HCM

72 | Cta hang Tuin Quyén Trang 180 Hai Thuong Lan Ong, P.10, Q.5 | TP.HCM
Cua hang Nhya Quang Thuy — Nhua o R

73 . 71 Hau Giang, P.5, Quan 6 TP.HCM
gia dung

74 | Shop Tré Tho 338 Nguyén Thi Minh Khai, P.5, Q.3 | TP.HCM
Cutra hang Thanh Van — Nhua Dai . ) o

75 A £ 748 Truong Chinh, P.15, Q.Tan Binh | TP.HCM
DoOng Tién
Ctra hang Méan Hung — Nhya D

76 T;s ang an Hung = T BUY | 937 T ac Long Quan, P.10, Q.Tan Binh | TP.HCM
Ctra hang Thinh Phat — Nhya D

77 T;s ang Hmh FHat = Wa BUY | g Than Nhan Trung, P.13, Q.Tan Binh | TP.HCM
Cua hang Thuan Hoa — Nhya Duy .

78 Tan 40 Ngo6 Gia Ty, P.2, Q.10 TP.HCM
Cua hang Thuy Ngan — Nhya Binh e .

79 Minh 483 Lé Van S¥, P.2, Q.Tan Binh TP.HCM

80 | Cong ty TNHH TM & DV Pha Tho 41 Tran Vin Pang, P.10, Q.Tan Binh | TP.HCM

81 | Cua hang Mai Gia Phat 270 Bui Thi Xuén, P.3, Q.Tan Binh TP.HCM
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Stt Tén Pon vi Dia chi
82 Than Nhan Trung, P.13, Q.Tan
82 | Cira hang Hoang Anh Binhg Q TP.HCM
83 Ct’-ra hang buc Hién — Nhya Binh 717 Ly Thudng \Kiét, P.10, Q.Tan TP.HCM
Minh Binh
84 Cffa hang Kim Ctc — Nhya Binh 705 Ly Thuong \Kiét, P.11,Q.Tan TP.HCM
Minh Binh
85 | Cira hang Tién Minh 145C Binh Théi, P.11, Quén 11 TP.HCM
739 Lac L an, P.9, Quan Ta
86 | Cira hang Phu6c Thanh achong QE:::; LQuanTan oo Lom
87 | Cira hang Ong Nhya Binh Minh 329 Su Van Hanh, P.9, Quéan 10 TP.HCM
924 Lac L an, P.8, Quan Ta
88 | Cira hang Ngan Ha ac Long Quan, P.8, Quan Tan | o\ -\,
Binh
89 | Ctra hang Hoang Long 394 Trudng Chinh, P.13, Q.Tan Binh | TP.HCM
N . 717/11 Ly Thuong Kiét, P.11, Q.Tan
90 | Coéng ty TNHH TM Duong Huynh Binh TP.HCM
Cong ty TNHH MTV DV Phudc 63 Ky Con, P.Nguyén Théi Binh,
91 . TP.HCM
Hoang Quan 1
92 | Cong ty TNHH TM DV KT bai Hai CCS5 Truong Son, P.15, Quén 10 TP.HCM
Dai Iy Ong Nhua Binh Minh — Dat
93 e:u Y _ng \Lra i iy 587 Su Van Hanh, P.13, Quén 10 TP.HCM
Hoa, Minh Hung
94 | DNTN Bui Xuan Buong 24 duong s6 3, P.15, Quan 10 TP.HCM
95 Cf]-.’a hang Diép Puc - Nhua Binh 123 Nguyén Thi Minh Khai, P.Bén TP.HCM
Minh Thanh, Quéan 1
96 | Ctra hang Thanh Lgi 52 Ban Co, P.8, Quén 3 TP.HCM
97 | Cua hang Vinh Hung 17 Van Kiép, P.13, Quén 5 TP.HCM
98 | Cura hang Van 29 Nguyén An Khuong, P.13, Q.5 TP.HCM
< 159 Co ynh, P.Nguyén Cu Trinh,
99 | DNTN Nguydn Kim Loi ong Quynh, P.Nguyen Cu Trinh, | o 1o
Quan 1
100 | Cbng ty TNHH TM Minh Hat 17 Triéu Quang phuc, P.10, Q.5 TP.HCM
101 Cong ty TNHH MTV TM DV Ha 286 Nguyén C\éng Trir, P.Nguyén Thai P HCM
Phudc Minh Binh, Quén 1
102 | Cura hang Ng6 Thanh Thanh 127 Ta Uyén, P.15, Quan 5 TP.HCM
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Stt Tén Pon vi DPia chi

103 | Ctra hang Cu Phat 2 15 Duong Tu Giang, P.14, Quén 5 TP.HCM
Ctra hang Siéu Hién — NPP Nhya <

104 ’ 148 Nguyen Thi Nho, P.13, Q.5 TP.HCM
Binh Minh guysn Thi Nho, .13, Q

105 | DNTN TM DV Lam Tuan Phat 297 Nguyén Trai, P.7, Quan 5 TP.HCM

106 | Cua hang Cu Phat 56 Ta Uyén, P.15, Quén 5 TP.HCM

107 | Cong ty CP K§ Nghé¢ D6 Thanh 59 — 65 Huynh Man Pat, P.5, Q.5 TP.HCM

108 | Cua hang Hoa Ky 181 Nguyén Trai, P.2, Quan 5 TP.HCM

109 | bai ly Nhya Binh Minh 134 T6 Hién Thanh, P.15, Quén 10 TP.HCM

110 | Ctra hang VLXD Qudc Duy 296 T6 Hién Thanh, P.15, Quan 10 | TP.HCM
Coéng ty TNHH TM DV Qua x

111 | "8V  Quang 121A Nguydn Trdi, P.2, Quan 5 | TP.HCM
Nguyén — NPP Nhya Binh Minh

112 | Céng ty TNHH SX TM Duy Thanh 54 Tran Binh Trong, P.1, Quan 5 TP.HCM

113 | Cong ty TNHH Khoi Viét 5/18 Au Co, P.9, Q.Tan Binh TP.HCM
Coéng ty CP SX TM Nhua Hié 5

114 | O"8Y wa tiep 34— 36 Cao Van Liu, P.1, Q.6 TP.HCM
Thanh

115 | Cong ty CP Nhya Rang Dong 190 Lac Long Quaén, P.3, Quén 11 TP.HCM

. R 298 Ho6 Ngoc Lam, P.An Lac, Q.Binh

116 | Cong ty CP SX Nhya Duy Téan Tan TP.HCM

117 Cong ty TNHH Cong Ngh¢ Xanh Lau 2, Phuong’ Tower, 31C Ly Tu TP HCM
Hoa Sen Trong. P.Bén Nghé, Quan 1
Cua hang Hung Phtic — Nhya Binh o R

118 Minh 298C Bui Minh Truc, P.6, Quan 8 TP.HCM

119 | Ctra hang Chi Hung 136A, Binh Thdi, P.14, Quén 11 TP.HCM
Ctra hang Bong Phat — Nhya D 5

120 T;? et 430 Lé Hng Phong, P.1, Quan 10 | TP.HCM

121 | DNTN Di Pai Hung 466 Hé)ng Bang, P.16, Quéan 11 TP.HCM

122 | Cbng ty TNHH Long Thanh Long 289 Nguyén Trai, P.7, Quan 5 TP.HCM

123 | Cua hang Chi Tam 2/2A Pham Hung, P.4, Quan 8 TP.HCM

124 | Cira hang Pat Thanh 116 Ong ich Khiém, P.5, Quén 11 TP.HCM

125 | Cira hang Pha Thinh 46 Lé Van Tho, P.11, Q.Go Vap TP.HCM
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Binh, Quén 1

Stt Tén Pon vi DPia chi
126 | Cua hang VLXD Quynh Anh 166 Ly Thuong Kiét, P.7, Q.Go Vap | TP.HCM
127 C}”Ia héu?g Song Thuy — NPP Nhya 389 Ha Huy GieiAp, P.Thanh Xuén, TP.HCM
Binh Minh Quan 12
128 Cffa hang Mai — NPP Nhua Binh 359 Truong Chinh, P.Dong Hung TP.HCM
Minh Thuén, Quén 12
87LéVanL , Phuong Hié
129 | Cira hang Chéu € van ~uong, Fuong B 1p Hewm
Thanh, Quan 12
o PR 628A Ha Huy Giap, P.Thanh Loc,
130 | Cura hang Tuan Diing ) TP.HCM
Quan 12
o ~ 11/5 Nguyén Vin Qua, P.Pong Hung
131 | Cua hang Nghia Hung R . TP.HCM
Thuén, Quén 12
R 364 Nguyén Thi Thap, P. Tan Hung,
132 | Cua hang Son ) TP.HCM
Quéan 7
276 Lé Van L P. Tan H
133 | Cira hang Himg Diing € van Luong, . Tan B 1o Hem
Quéan 7
221 Vuon Lai, P. Phti Tho Ho 4
134 | Cira hang Minh Tam uon Lai, P. Pha Tho Hoa, Quan | oo 1)
Tan Pha
78 T Vinh Ky, P.Tan Thanh
135 | Cira hang Van Loi ruong Vim By, BAal HRA - 1p jem
Quan Tan Phu
R , 35 Pham Ngii Lio, P. Nguyén Théi
136 | Cua hang Minh Nhut TP.HCM

Nguén : Tong hop dit liéu khdo sat so bé ciia tac gid.
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PHU LUC 13

CO CAU MAU - NGHIEN CUU PINH LUQNG SO BQ

Stt Noi dung Phan loai S6 lwong Ty 1€ (%)
Nam 79 58%
1 Giodi tinh Nur 57 42%
Cong : 136 100%
Quan ly 112 82%
2 Vi tri Nhan vién 24 18%
Cong : 136 100%
Duéi 30 tudi 11 8%
30 < tudi <40 31 23%
3 Do tudi 40 < tudi < 50 69 51%
Trén 50 tudi 25 18%
Cong : 136 100%
Du6i 3 ndm 8 6%
3<ndm<6 27 20%
4 Thé&m nién cong tac 6 <nam < 10 39 29%
Trén 10 ndm 62 45%
Cong : 136 100%

Nguon : Téng hep di lieu nghién ciru dinh leong so bé.
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PHU LUC 14

KET QUA CRONBACH ALPHA
(Nghién ctru dinh lugng so b))

Trung binh Phwong sai Twong Cronbach
Thang do thang do néu | thang donéu | quanbién | alphanéu
loai bién loai bién tong loai bién
Long tin : o =.852
LT1 22.94 15.419 .682 .817
LT2 22.99 14.926 .674 .819
LT3 23.07 15.609 .679 .818
LT4 23.15 15.104 .656 .824
LTS5 22.73 16.451 .634 .830
Cam két : o= .834
CK1 18.24 5.366 .621 .812
CK2 18.18 5.613 677 .786
CK3 18.07 5.595 .656 794
CK4 18.18 5.154 .709 770
Swhai long : a=.876
SHL1 17.43 5.862 761 .830
SHL2 17.44 5.952 .684 .860
SHL3 17.56 6.115 725 .844
SHL4 17.49 5.452 767 .827
Chat lwong san pham : o
=.764
CLSP1 11.40 3.324 572 .710
CLSP2 11.52 3.214 .669 .604
CLSP3 11.66 3.248 .552 735
Chat Iwong giao hang: a
=.838
CLGH1 11.08 2.993 711 .765
CLGH2 11.04 2.984 .657 .820
CLGH3 11.03 2.962 Ja37 741
Thong tin thi truwong: o
=.818
TTTT1 16.74 8.756 611 785
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Trung binh Phuwong sai Twong Cronbach
Thang do thang do néu | thang donéu | quanbién | alphanéu
loai bién loai bién tong loai bién
TTTT2 16.92 9.112 .647 767
TTTT3 17.13 8.412 722 .730
TTTT4 16.60 9.502 .580 797
Swr giao tiép : a =.740
SGT1 23.15 6.408 .623 .649
SGT2 24.00 7.600 242 .798
SGT3 23.26 6.548 .520 .688
SGT4 23.07 6.587 .664 .640
SGT5 22.96 6.821 .539 .682
Twong tac ca nhdn .
o=.757
TTCN1 17.07 4.646 561 .699
TTCN2 17.08 5.023 551 702
TTCN3 17.04 5.035 579 .687
TTCN4 16.92 5.334 532 713
Théim viéng : o.=.736
TV1 17.01 5.141 517 .682
TV?2 16.96 4.842 592 .637
TV3 17.02 5.148 .500 .692
TV4 16.75 5.419 501 .690
Hiéu qud kinh doanh :
a=.871
HQKD1 15.69 9.430 .740 .829
HQKD2 15.76 9.811 735 .830
HQKD3 15.74 10.311 .687 .849
HQKD4 15.87 10.308 .740 .830
Sw hop tac : o = .666
SHT1 18.05 5.086 159 749
SHT2 17.26 3.826 .555 524
SHT3 17.15 3.880 .540 .535
SHT4 17.15 3.771 .530 540

Nguon : Két qua Cronbach alpha nghién ciru dinh lirong so bé.
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KET QUA PHAN TICH EFA
(Nghién ctru dinh lugng so b))

I. EFA thang do thanh phan cia RQ

L ] Nhan té
Bién quan sat - - — .
Long tin Sw hai long Cam ket
LT1 .815 047 .033
LT3 .795 -.070 .076
LT2 792 -.079 .075
LTS5 75 -.008 .023
LT4 72 -.086 112
SHL4 -.075 .872 .002
SHL1 -.008 .872 -111
SHL3 -.056 .846 -.067
SHL2 -.036 .817 .002
CK4 114 -.039 .842
CK3 .009 -.071 .812
CK2 134 -.043 811
CK1 .030 -.010 789
Eigenvalue 3.708 2.716 2.361
Phuong sai trich 24.323 46.877 67.583
I1. EFA thang do nhan t6 anh hwéng dén thanh phan cia RQ
Nhan t6
Swgiao | Thong Twong Chat Tham Chat
Bien quan sat tiép tin thi tac ca lwgng viéng lwong
treong nhan giao san
hang pham
SGT4 .847 -.045 097 .051 -.108 -.051
SGT1 .804 -.029 210 119 -.113 .067
SGTS .739 .032 135 -.186 -.031 015
SGT3 17 118 -.072 -.066 137 -.105
SGT2 381 .010 -.101 101 134 100
TTTT3 .037 .859 -.108 -.024 -.054 -131
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TTTT2 -.066 811 .020 -.031 -.030 .052
TTTT1 .025 72 101 -.014 -.124 -.017
TTTT4 .094 751 077 .059 .092 -.119
TTCN1 -.061 .081 .789 -.056 -.050 -.014
TTCN2 -.059 -.065 .760 .009 102 .058
TTCN3 167 .070 47 .046 104 -.079
TTCN4 184 021 .696 180 143 .019
CLGH3 .006 -.023 .046 874 -121 -.029
CLGH1 .084 049 109 .852 -.089 074
CLGH2 -.057 -.034 -.006 .848 .021 -.028
TV2 .067 .063 154 .032 182 .085
TV1 .025 .056 131 -.010 .739 .083
TV4 -.037 -112 .003 -.051 125 -.179
TV3 -.003 -.123 -.005 -.152 .686 .076
CLSP2 .043 -.065 -.057 -.065 .066 .855
CLSP1 -.063 .002 -.082 .086 .051 .825
CLSP3 .053 -.128 129 -.011 -.038 167
Eigenvalue 3.181 2.856 2.550 2.296 1.970 1.725
Phwong sai trich | 11.651 23.173 33.773 44,021 54.107 63.378
I11. EFA thang do thanh phan cia két qua méi quan hé
Bién quan sat _ . Nhan to
Hiéu qua kinh doanh Sw hop tac
HQKD4 862 .068
HQKD1 .857 -.007
HQKD2 849 021
HQKD3 .828 -.058
SHT2 .095 812
SHT4 .099 .798
SHT3 -.033 194
SHT1 -.067 .369
Eigenvalue 2.927 2.052
Phwong sai trich 36.357 62.246

Nguon : Két qua EFA nghién ciru dinh lwong so bé cia tac gid.
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PHU LUC 16
THANG PO CAC KHAI NIEM
(Sau khi nghién ctru dinh lugng so bo)

Stt | Ky hiéu Bién quan sat
Thang do long tin
1 LT1 NSX ludn giz loi hira véi chdng toi.
2 LT2 | NSX luén quan tam dén viéc kinh doanh cua ching toi.
3 LT3 NSX ludn xem xét phuc loi cua chiing téi ciing nhu cua ho.
4 LT4 Chiing téi tin twéng NSX luén nghi dén loi ich cia ching toi.
5 LT5 | Theo ching tdi NSX rdt ddng tin cdy.
Thang do cam két
6 CK1 | Chiing t6i dang thuc hién viéc cam két véi NSX rat tot.
7 CK2 | Mdi quan hé véi NSX la rdt quan trong cho kinh doanh cia ching toi.
g CK3 Méi quan hé véi NSX gitp chdng tdi duy tri hoas déng kinh doanh lau
dai.
9 CK4 | Méi quan hé giiza NSX véi chling tdi rat ben viing.
Thang do s hai long
10 | SHL1 | Quyét dinh kinh doanh véi NSX la quyét dinh diing ddan cua ching ti.
11 | SHL2 | Chung tdi rat hai long véi NSX.
12 SHL3 | Chung ti rat vui véi nhing gi NSX 1am cho ching toi.
13 | SHL4 | Néu phdi lam lgi tir dau ching t6i van chon NSX nay.
Thang do chat lwong san pham
14 | CLSP1 | NSX ludn cung cap cho ching toi cac san pham chdt lirong cao.
15 CLSP2 | NSX [uén ddp ig céc tiéu chuan chat lirong cua ching toi.
16 | CLSP3 | Sdn pham cua NSX rdt dang tin cdy.
Thang do chat lwgng giao hang
17 | CLGH1 | NSX luén ddp g tién dg giao hang cua ching toi.
18 | CLGH2 | Chung t6i hiem khi c6 cac 1i giao hang véi NSX.
19 | CLGHS3 | Viéc giao hang tzr NSX ludn chinh xac.
Thang do thong tin thj truong
20 | TTTT1 | NSX gilip ching toi thiét Idp gia ban vai doi thi canh tranh,
o1 | TTTT I\ESX giup,chun‘g t6i gisi thiéu nhizng san pham/dich vy méi cia ching
t0i toi khach hang.
2 | TTTT3 NSX gip ching tdi theo déi nhitng thay doi trong thi phan cia ching

toi.
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Stt | Ky hiéu Bién quan sét
23 | TTTT4 NSX cho-l?hép chiing t6i dé nhanh chéng diéu chinh gia ban khi th;
trirong bien dong.
Thang do s giao tiép
24 SGT1 | NSX thuong lién lac véi chdng toi.
25 SGT3 | NSX cung cdp cac thong tin tién ich cho ching toi.
NSX thuwong cho biét tride cde thay doi ¢d thé danh heong dén
26 SGT4 , A
ching toi.
27 | SGT5 | Théng tin cia NSX cung cap cho ching toi rat dang tin cdy.
Thang do twong tac ca nhan
28 | TTCN1 | Ching tdi 1am viéc rat dé dang véi NSX.
29 | TTCN2 | Chiing téi twong tdc rat tot véi nguoi dai dién ciia NSX.
30 | TTCN3 | Chung tdi gidi quyét van dé véi nhau rat dé dang.
31 | TTCN4 | Chang tdi thao lugn véi nhau rat coi me.
Thang do thim viéng
32 TV1 | NSX cir nhdn vién dén tham ching téi moi thang 01 lan.
33 TV2 NSX cir nhdn vién dén tham ching téi thwong xuyén.
34 TV3 | Thinh thodng lanh dao ciia NSX dén tham ching toi.
35 TV4 | Viée tham vieng giGp chdng tdi hop tac chdt ché hon.
Thang do hiéu qua kinh doanh
36 | HQKD1 | Doanh s¢ cua ching toi ter viéc ban san pham ciia NSX tding.
37 | HQKD2 | Lgi nhudn cia ching toi tir viéc ban san pham cia NSX ting.
38 | HQKD3 | Th; phan cua ching toi tir viéc ban san pham cia NSX diot mé réng.
39 | HQKD4 | Lei nhudn sau thué trén von dau tie ciia chiing téi ting.
Thang do sw hop tac
40 SHT2 | Chdng tdi hop tac chat ché vai NSX.
41 | SHT3 | NSX luén gidi quyét nhanh chéng cac khiéu ngi cia ching toi.
Khi xay ra xung dot, NSX lubn hop tac voi chung téi dé tim cach gidi
42 | SHT4 vt

Nguon :

Tong hop cua tac gia.
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PHU LUC 17

BANG CAU HOI
(Nghién ctru dinh lugng chinh thirc)

Xin chao Anh/Chi !
T6i 1a nghién ctru sinh Trudng Pai hoc Kinh té TP.HCM. Chung t6i dang nghién ciru vé dé tai :

“Chit lwong mdi quan h¢ giira nha sin xuit va nha phan phéi trong nganh nhya ¢ Viét

Nam”.

La nguoi dai dién Doanh nghiép/Cong ty, rit mong Anh/Chi danh chut it thoi gian dé tra 16i cho

chung t61 mot s6 cau hoi trong cac phan dudi ddy. Tat ca cac quan di€m ctia Anh/Chi déu c6 gia tri

cho nghién ctru ctia chung t6i. Chung t6i cam két bao mat nhing ¥ kién ctia Anh/Chi va chi sir

dung cho muc dich nghién cuu. R4t mong nhan duoc y kién trung thuc cua Anh/Chi.

I. PANH GIA MUC PO PONG Y :
Vui long cho biét mirc 46 ddng ¥ ciia Anh/Chj cho cac phat biéu dudi day vé mbi quan hé giita

cong ty/doanh nghiép cia Anh/Chi véi cac nha san xudt (NSX) theo thang diém tr D dén @ véi

quy udc nhu sau :
@ : HOAN TOAN KHONG PONG Y, ... dén @ : HOAN TOAN PONG Y
(Xin ddanh ddu X VA0 m@t s6 thich hop cho ting phat biéu)

Panh gia mire do

Stt Noi dung ddng ¥
Long tin
1 | NSX ludn giit 161 hira véi chling toi OIISINIGIGIV)
2 | NSX Iudén quan tam dén viéc kinh doanh cua chung toi D@RBD®BHB®D
3 | NSX Iudn xem xét phuc 1gi ciia ching t6i cling nhu ciia ho QINIOGINOIOIV)
4 | Chung toi tin tuéng NSX luén nghi dén lgi ich ctia chung toi QINISINICIGIY)
5 | Theo chiing t6i NSX rat dang tin cay OIIOINIGIGIV)
Cam két
6 | Chung t6i dang thuc hién viéc cam két voi NSX rat tot OIIOINIGIGIV)
7 ?gﬁi quan hé voi NSX 14 rat quan trong cho kinh doanh ctia ching DOODE® D
8 :\;fid (;:Jlan hé v6i NSX gitp ching t6i duy tri hoat dong kinh doanh DORDEO®D
9 | Mbi quan hé giita NSX v6i chiing t6i rat bén viing OIAIVIGIGIGIV)
Hai long
10 | Quyét dinh kinh doanh v&i NSX 14 quyét dinh ding dén ciaching | D@3 @ ® ® @
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toi
11 | Ching t6i rat hai long v6i NSX OIISIAIGIGIN)
12 | Ching t6i rit vui voi nhimg gi NSX 1am cho chung t6i QIBIOINIGIGIY,
13 | Néu phdi lam lai tir dAu ching t6i vAn chon NSX nay OIBIOINIGIGIV)
Chit lwong sian pham
14 | NSX luén cung cap cho chung t6i céc san pham chat luong cao DO®B®BHB®D
15 | NSX ludn dap tg cac tiéu chuan chat luong ciia chiing toi OINIOINIGIGIV)
16 | San pham cuia NSX rat dang tin cay OINIVIGIGIGIV)
Chit lwong giao hang
17 | NSX ludn dap tng tién d6 giao hang ciia chiing toi OIAISIGIGIGLY))
18 | Chung t6i hiém khi c6 cac 13i giao hang véi NSX OIBIOINIGIGV)
19 | Viéc giao hang tr NSX luén chinh xéc OIISINIGIGIV)
Thong tin thi truong
20 | NSX gitip chung t6i thiét 1ap gia ban véi d6i thu canh tranh OIAISGIGIGIGLY)
21 I;]Su)sggi;f)t(c,}lnll:}li Ctiiéifgi thiéu nhirng san pham / dich vu méi cua DORDE® O
22 I;Su);gg:glp chung t6i theo ddi nhiing thay doi trong thi phan cia DOBDE® O
23 ZIEO);;IE é[;h;g nc;l.ung t61 nhanh chong diéu chinh gia ban khi thi DOODE® D
Sw giao tiép
24 | NSX thuong lién lac vi chung toi OIISINIGIGIV)
25 | NSX cung cap cac thong tin tién ich cho chung toi OINIGIGIGIGLY)
26 iifgt?g?ng cho biét trude cac thay doi co thé anh huong dén DOODE® D
27 | Thong tin ciia NSX cung cap cho ching toi rat dang tin cay QIIOINIOIGN,
Twong tac ca nhin
28 | Chung t6i lam viée rat d& dang voi NSX OIISIAIGIGIV)
29 | Chiing toi trong tac rat tt voi nguoi dai dién cia NSX OIIVINIGIGIN)
30 | Chung toi giai quyét van dé voi nhau rat dé dang OIAIVIGIGIGIV)
31 | Chung toi thao luan véi nhau rat coi mé OIAIVIGIGIGIV)
Thim viéng
32 | NSX cir nhan vién dén tham ching t6i mdi thang 01 lan QIBIOINIGIGNY,
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33 | NSX cir nhan vién dén tham ching t6i thuong xuyén QIBIOINIGIGIY,
34 | Thinh thoang lanh dao cua NSX dén tham chung toi OINIOINIGIGIV)
35 | Viéc tham viéng gitp ching t6i hop tac chit ché hon OINIOINIGIGIV)
Hiéu qud kinh doanh
36 | Doanh sb cua chung t6i tu viéc ban san phém cua NSX tang D@RB®B® D
37 | Loi nhuén cta ching t6i tir viéc ban san pham cua NSX tang QIBIOINIGIGNY,
38 ;l"@l;igphﬁn cua chung to1 tir vi€c ban san phadm ctia NSX dugc md DOOBDE® D
39 | Loi nhuén sau thué trén vén dau tu ctia chiing t6i ting QIBIOINIGIGNY,
Sw hop tic
40 | Chung toi hop tac chat chd voi NSX OIISINIGIGIN)
41 | NSX ludn giai quyét nhanh chong cac khiéu nai ctia ching toi OIVIOINIGIGIV)
42 Khi x4y ra xung dot, NSX luon hop tac véi chiung toi dé tim cach DOOBDE® D

giai quyét

I1. ANH/CHI VUI LONG CHO BIET THEM MQT SO THONG TIN

1 Nam. I N.

1. Doanh nghiép ciia Anh/Chi hién dang phan phdi, ban cic loai sain phim nao ?
(1 Nhuya vat liéu xay dung [J Nhuya gia dung ] Nhya bao bi
(1 Nhya k¥ thuat

2. Hinh thirc s6' hiru von ?
L] Doanh nghié¢p Nha nudc [J Cong ty c6 phan (1 Cong ty TNHH
[J Lién doanh [J Doanh nghiép tu nhan [0 Ho kinh doanh cé thé

3. Tong Doanh thu hang nim ?

O Duéi 50 ty dong

O Tir 100 ty dong tré 1én

4. S6 lwgng can bd nhan vién ?

1 Duéi 50 ngudi

L] Tu 100 nguoi tro 1én

O Tir 50 ty - dudi 100 ty dong

L] T 50 nguoi - dudi 100 nguoi
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5. P tudi ciia Anh/Chi ?
O Dudi 30 tudi [ Tix 30 tudi — dudi 40 tudi
O T 40 tudi — dudi 50 tudi [ Tix 50 tudi tro 1én

6. Tham nién cong tac ciia Anh/Chi trong nganh nhya ?
L] Duéi 03 nam L1 Tur 03 nam — dudi 06 nam

O Tt 06 nam — dudi 10 ndm O] T 10 nam trd 1én.

Chdn thanh cam on sy hop tdac ciia Anh/Chi.
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PHU LUC 18
DANH SACH MAU NGHIEN CUU PINH LUQNG CHINH THUC

Stt Tén don vi Dbia chi
1 Cong ty TNHH MTV TM DV Phuéc Hoang | 180 Nguyén Thai Binh, P.Nguyén TP HCM
- NPP nhya Binh Minh Thai Binh, Quan 1 '
’ Cong ty CP XD TM HO Truong - NPP nhya 80 Nguyén Thai Binh, P.Nguyén TP.HCM
Binh Minh Thai Binh, Quan 1 '
3 DNTN TM DV Nguyén Kim Loi - NPP 159 Cong Quynh, P.Nguyén Cu TP.HCM
nhua Binh Minh Trinh, Quén 1 '
4 Lién Hiép HTX TM TP.HCM (Saigon 199-205 Nguyén Thai Hoc, P.Pham TP.HCM
Coop) - NPP nhya Duy Téan Ngii Lao, Quan 1 '
5 Cua hang Phudce Thanh - NPP nhya Binh 97 Calmette, Phudng Nguyén Thai TP.HCM
Minh Binh, Quan 1 '
o o . . 735A Nguyén Duy Trinh, P.Binh
6 Cua hang Phu Tan - NPP nhya Binh Minh R R TP.HCM
Trung Dong, Quén 2
7 Ctra hang Nhya Binh Minh Duyén - NPP 32 Nguyén Hoang, Phudng An Ph, TP.HCM
nhya Binh Minh Quén 2 '
8 Cura hang Hoang Phuc - NPP nhya Binh 252A Luong Dinh Caa, Phuong An TP.HCM
Minh Phu, Quan 2 '
Cura hang Phuc Cuong - NPP nhya Binh 313 Luong Pinh Cua, Phuong An
9 . TP.HCM
Minh Phi, Quan 2
10 Cty TNHH MTV VLXD bao Ngoc Huong - 313 Nguyén Thi Dinh, Phuong TP.HCM
NPP nhya Binh Minh Binh Trung Tay, Quan 2 '
1 Cira hang Ngoc My - NPP nhya vt liéu xdy | 643 Nguyén T’hi Diflh, Phuong An TP.HCM
dung Ph, Quan 2
12 | Cura hang Thanh Lgi - NPP nhya Binh Minh 52 Ban Co¢, Phuong 3, Quan 3 TP.HCM
13 | Cira hang Kim - NPP nhya Binh Minh 160 Ton Pan, Phuong 8, Quan 4 TP.HCM
Cura hang 14 Vinh Hoi - NPP nhya Binh . - . A
14 Minh 14 Vinh Hoi, Phuong 4, Quan 4 TP.HCM
DNTN Lam Tuan Phat - NPP nhya Binh 297 Nguyén Trii, Phuong 7,
15 . TP.HCM
Minh Quan 5
16 Cong ty TNH‘H Long Thanh Long - NPP 289 Nguyén Trai, Phuong 7, TP HCM
nhya Binh Minh Quan 5
17 Cf)ng ty_TNHH TM Minh Hat - NPP nhya 17 Triéu Quang Phuc, Phuong 10, TP.HCM
Binh Minh Quén 5
18 Cf_ra hang Ong Nudc Van - NPP nhya Binh 29 Nguyén An Khwong, Phudng TP.HCM
Minh 13, Quan 5
Ctra hang Vinh Hung - NPP nhya Binh .
19 Miih ang vinh Hune e Bin 17 Van Kiép, Phuong 13, Quan5 | TP.HCM
; 148 Nguyén Thi Nho, Phuong 15
20 | Cira hang Siéu Hién - NPP nhya Binh Minh guyen Hin o, FUONE 19> 1 1p Hiem

Quan 5
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Stt Tén don vi Dbia chi
21 | Cua hang Cu Phat - NPP nhya Binh Minh 56 Ta Uyén, Phuong 15, Quan 5 TP.HCM
Cong ty TNHH TM DV Quang Nguyén - x
20 | OB M DV Quing Neuyén 121A Nguyén Trai, P. 2, Quan 5 TP.HCM
NPP nhya Binh Minh
23 Cura hang nhya Vi Hong - NPP nhya gia 33 Hai Thuogng Lﬁfl Ong, Phudng TP.HCM
dung 13, Quén 5
313 Hai Thuong Lin Ong, P.14,
24 | Chra hang Tam - NPP nhua gia dung o ) % anng TP.HCM
Quan 5
Cong ty TNHH Thuan Phong - NPP nhya 345 Tran Van Kiéu, Phuong 11,
25 N\ . A TP.HCM
Binh Minh Quéan 6
Cura hang Thao Nguyén - NPP nhya Duy 66A Pham Pinh Ho, Phuong 2,
26 . TP.HCM
Tan Quan 6
Lo B R 9 L& Quang Sung, Phuong 2,
27 | Cua hang Nhua s6 9 - NPP nhya Duy Tan . TP.HCM
Quin 6
Ctra hang Nhya Trung Hiéu - NPP nhya gia . . . )
28 12 Thap Mudi, Phuong 2, Quén 6 TP.HCM
dung
Cong ty TNHH VLXD An Loi - NPP nhua . . R
29 . . 242/5 Ba Hom, Phuong 13, Quan 6 TP.HCM
Binh Minh
30 Ci.ra hang Tuong Van - NPP nhya Binh 187 Kinh Duwong Vuong, Phuong TP.HCM
Minh 12, Quan 6
3 Ci.ra hang Hi€p Thong - NPP nhya Binh 434 - 436 Nguyén Vin Ludng, TP.HCM
Minh Phuong 12, Quén 6
1Lé Sung, Phuong 13,
32 | Cira hang Kim Puong - NPP nhua gia dung ¢ Quang Sung, Phuong TP.HCM
Quin 6
L i 47 Lé Quang Sung, Phuong 2,
33 | Cua hang 47 - NPP nhya gia dung ) TP.HCM
Quin 6
34 | Cua hang nhya gia dung 32 Thap Muoi, Phuong 2, Quén 6 TP.HCM
35 | Cura hang Tuyét Trinh - NPP nhya gia dung 138 Thap Muoi, Phuong 2, Quéan 6 TP.HCM
Cura hang Nguyén Thao - NPP nh i
3p | o ang meuyen thao ya gia 142 Thap Mudi, Phuong 2, Quan 6 | TP.HCM
dung
Cura hang Nhya Bao Bi 273 - NPP nhya bao 273 Cao Van Lau, Phuong 2,
37 R . TP.HCM
bi Quan 6
48 Lé Quang Sung, Phuong 2,
38 | Cua hang Xuan Trung - NPP nhya gia dung Quang }1 & & TP.HCM
Quan 6
39 Cura hang nhya Duyén Théao - NPP nhya gia 45 Lé Quang S}mg, Phuong 2, TP.HCM
dung Quan 6
21A Lé Sung, Phuong 2,
40 | Ctra hang Tan - NPP nhya gia dung ¢ Quang Aung ne TP.HCM
Quin 6
21 L¢ Sung, Phuong 2,
41 | Cura hang Chi Tu - NPP nhua gia dung ¢ Quang Sung, Phudng TP.HCM
Quin 6
14A Lé Sung, Phuong 2,
42 | Clra hang Bong Dat - NPP nhva gia dung ¢ Quang Sung ne TP.HCM

Quén 6
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Stt Tén don vi Dia chi
43 Cong ty TNHH TMDVDT Phuong Dat - 9A Lé Quang %ung, Phuong 2, TP.HCM
NPP nhya gia dung Quén 6
44 Cua hang nhya Poan Tu - NPP nhuya gia 5 Lé Quang SlAmg, Phuong 2, TP.HCM
dung Quan 6
s AT v . 64 Pham binh HO, Phuong 2,
45 | Ctra hang Van Ly - NPP nhya gia dung ) TP.HCM
Quan 6
46 | Ctra hang Ngoc Thuy - NPP nhya gia dung 21 Hau Giang, Phuong 2, Quén 6 TP.HCM
47 Cong ty TNHH TM DV XD Ha Nam - NPP 195A Nguyén Thi Thap, Phuong TP.HCM
nhya Binh Minh Tan Pha, Quan 7 '
48 CAIZI’a hang Thanh Trtic - NPP nhya vt li¢u 385 Nguyén Thi Thé;:, Phuong Tan TP.HCM
xay dung Phong, Quan 7
49 Cong ty TNHH TM BBS Ty Phu - NPP 424A Nguyén Thi Thap, Phuong TP.HCM
nhya Binh Minh Tan Quy, Quan 7 '
Cua hang Linh Thién Cac - NPP nhya vat 435 Nguyén Thi Thap, Phuong Tan
50 . " TP.HCM
liéu x84y dung Quy, Quan 7
51 C}"Ia hang Hoang Luong - NPP nhya vat liu | 364 Nguyén Thi Thél?, Phuong Téan TP.HCM
xay dung Hung, Quéan 7
Cura hang Huynh Nghia - NPP nhua Binh 254B Lé Van Luong, Phudong Tan
52 . X TP.HCM
Minh Hung, Quén 7
Cura hang Nam Hung - NPP nhya vét li¢u 396A Lé Van Luong, Phuong Tan
53 R X TP.HCM
xay dung Hung, Quéan 7
Cura hang Pht Thanh - NPP nhya vét li¢u 615E Lé Van Luong, Phuong Tan
54 R R TP.HCM
xay dung Phong, Quan 7
o . ) 100 Lam Van Bén, Phuong Tan
55 | Cua hang Ngoc Nga - NPP nhya Binh Minh 2 ) TP.HCM
Kiéng, Quan 7
Cura hang Thanh Sang - NPP nhya vét liéu 261 Lam Vin Bén, Phuong Binh
56 ) R ) TP.HCM
xay dung Thuan, Quan 7
Cua hang Thanh Ngoc Ba - NPP nhya Binh 814 Huynh Tan Phat, Phuong Tan
57 . TP.HCM
Minh Phu, Quan 7
Cua hang VLXD Hung Phuc - NPP nhya 289C Bui Minh Tryc, Phuong 6,
58 . . TP.HCM
Binh Minh Quéan 8
Cong ty TNHH MTV Van Loi Thanh Phat - S 5,16 1, Hung Phu, Phudng 10,
59 i TP.HCM
NPP nhya Binh Minh Quan 8
Ctra hang Thuan Hoa - NPP nhya Binh 549 Pham Thé Hién, Phudng 4,
60 . TP.HCM
Minh Quian 8
61 Cf.ra hang Minh Quang - NPP nhya Binh 120 Au Duong Lan, Phuong 3, TP.HCM
Minh Quan 8
Cong ty TNHH TM XD Thai Minh Thinh - 61 Cao Xuén Dyc, Phuong 12,
62 ) TP.HCM
NPP nhya Binh Minh Quan 8
63 Cua hang VLXD BPai Vuong - NPP nhua 134 DPinh Phong Phu, Phuong Tang TP.HCM
Binh Minh Nhon Pht B, Quéan 9 '
64 Chi nhanh 2 DNTN SX TM DV Thu Ha - So6 1 Lé Van Viét, KP3, P. Hiép TP.HCM

NPP nhya Binh Minh

Phudc, Quan 9
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Stt Tén don vi Dia chi
s x . . 147A DPinh Phong Phu, Phuong
65 | Cua hang Manh Tién - NPP nhya Binh Minh B ” R TP.HCM
Tang Nhon Phu B, Quéan 9
66 Cua hang VLXD Viét Hung - NPP nhua 302 Dinh Phong Phu, Phudng Tang TP.HCM
Binh Minh Nhon Pha B, Quéan 9 '
Cho Hiép Phu, duong Lé Van Viét,
67 | Cha hang Thu Cutc - NPP nhua gia dung 7 IR .Au , £ Ae anvie TP.HCM
P.Hiép Phu, Quén 9
Cho Hiép Phu, duong Lé Van Viét,
68 | Cira hang Kim Lién - NPP nhya gia dung 7 HHED T, CHONE LE VAl VIEL 1 1p Hem
P.Hiép Phu, Quén 9
Sap 12A, Chg Tang Nhon Phu A,
69 | Cira hang Minh Chau - NPP nhua gia dung ® 7 hang hon TP.HCM
Quan 9
146 Dinh Phong Pht, Phuong Ta
70 | Cua hang Luong Nga - NPP nhya gia dung 1n ong’ 4 Auorng ang TP.HCM
Nhon Phua B, Quan 9
Pai ly Gia Minh - NPP nhua vt liéu xay 24 P6 Xuan Hop, Phudng Phude
71 . ) TP.HCM
dung Binh, Quéan 9
L a 59 Lé Van Viét, Phuong Hi¢p Phu,
72 | Cua hang Phung - NPP nhya Tién Phong ) TP.HCM
Quéan 9
Cura hang Nhya Thanh Trtc - NPP nhya Dai 442 L& Hong Phong, Phuong 1,
73 \ X ) TP.HCM
bong Tién Quan 10
5 430 Lé Hong Phong, Phuong 1,
74 | Cira hang Ddng Phét - NPP nhya Duy Tan ¢ Hong Fhong, Fhuong TP.HCM
Quan 10
Ctra hang Nhya Thanh Hoa - NPP nhya Dai 468 Lé Hong Phong, Phuong 1,
75 3 o TP.HCM
Dong Tién Quan 10
329 Su Van Hanh, Phuong 9,
76 | Cira hang Minh - NPP nhua Binh Minh o van Fanh, Fhuong TP.HCM
Quan 10
Cong ty TNHH Lotte Viét Nam - NPP nhya 968 duong 3 thang 2, Phuong 15,
77 A ) TP.HCM
Duy Tan Quan 11
L ) ) . ) 317C Ly Thuong Kiét, Phuong 15,
78 | Cua hang Thinh Phat - NPP nhya Binh Minh i TP.HCM
Quéan 11
DNTN Bui Xuan Pudng - NPP nhyua Binh 24 dudng s6 3, Cu xa Lir Gia,
79 . . TP.HCM
Minh Phuong 15, Quéan 11
L . . , 816 Nguyén Chi Thanh, Phuong 4,
80 | Cua hang Tai Ky - NPP nhya Binh Minh R TP.HCM
Quéan 11
1156 Nguyén Vin Qua, P. Do
81 | Cira hang buc Diing - NPP nhua gia dung guyen Aan Qu?’ ong TP.HCM
Hung Thuan, Quéan 12
. 261/4 KP3, Lé Van Khuong, P.
82 | DNTN SX Ngoc Lan - NPP nhya gia dung . R TP.HCM
Thdi An, Quén 12
) ) 42 Ha Huy Giap, t6 1, KP3, P.
83 | Cira hang Binh Minh - NPP nhya Binh Minh TP.HCM
Thanh Loc, Quén 12
. B497, KP3, P.bong Hung Thuén,
84 | Cira hang Xuan Tho - NPP nhya Binh Minh R TP.HCM
Quan 12
384 T6 Ky, P.Tan Chanh Hiép,
85 | Cira hang Minh Hoc - NPP nhya Binh Minh y.u! P TP.HCM
Quén 12
86 | Cua hang Bich Thay - NPP nhya gia dung C99 Nguyén Vin Qué, P.Dong TP.HCM
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Stt Tén don vi Dia chi
Hung Thuan, Quan 12
87 Cura hang Nhua Thu Huong - NPP nhya gia | 370 T6 Ky, Phuc‘rAng Trung M¥ Tay, TP.HCM
dung Quaén 12
29A Nguyén Van Qu4, KP1,
88 | Cura hang Hoang Nam - NPP nhya gia dung R guyen anAQua, R TP.HCM
P.Dong Hung Thuan, Quén 12
1184 Nguyén Vi 4, P.Tan Thdi
89 | Cua hang Buc Anh - NPP nhya gia dung guyel.lA an (gua an ' TP.HCM
Hiép, Quan 12
9 C}”Ia hang Viét Diing - NPP nhya vat liéu 324 To K}'I.,APhu(‘n}g Tan Chanh TP.HCM
xay dung Hiép, Quan 12
01 CAIZI’a hang Trung Hanh - NPP nhya vét li¢u A27To K}':, Phu(‘i'ng Trung My TP.HCM
xay dung Tay, Quan 12
92 Cong ty TNI:IH Nhya Ngoc Loan - NPP 137 TﬁAn Ché’nh Hi.éAp 25, KPS, TP.HCM
nhya Duy Tan P.Tan Chanh Hié¢p, Q.12
Ctra hang Tu4n Minh - NPP nhya vat liéu 52 Pong Bic, Phuong Tan Chanh
93 R . R TP.HCM
xay dung Hiép, Quéan 12
Cua hang Hung Thinh - NPP nhya vét liéu 57 Pong Bic, Phuong Tan Chanh
94 . . R TP.HCM
xay dung Hiép, Quan 12
Lo R 27A T6 Ky, Phuong Tan Chanh
95 | Cua hang Hanh - NPP nhya Duy Tan o R TP.HCM
Hiép, Quan 12
s 384 T6 Ky, Phuong Tan Chanh
96 | Cua hang Minh Hong - NPP nhya Duy Tan © y,A UOI}g anan TP.HCM
Hiép, Quan 12
97 Cong ty TNHH TM XD Hong Toan - NPP 55/23 BHT 02, Phuong Tan Hung TP.HCM
nhua Binh Minh Thuan, Quan 12 '
98 Cura hang VLXD Kiéu Phugng - NPP nhya 468 Ha Huy Giép, KP3, Phuong TP HCM
Binh Minh Thanh Loc, Quan 12 '
. Cl12, t6 47, KP 4, Phuong T
99 | Cira hang Chién Hoa - NPP nhua Binh Minh 0, R0 FIIONE TUNE 1 1p Hewm
My Tay, Quan 12
Cua hang Phuong Trinh - NPP nhya Binh 91/5 Trudng Chinh, Phuong Tan
100 . R R TP.HCM
Minh Hung Thuén, Quéan 12
101 Cty TNHH MTV DT XD Song Thuy - NPP | 389A Ha Huy Giap, Phuong Thanh TP.HCM
nhya vat li¢u xay dung Xuan, Quén 12 '
Cua hang Pién Nudc Mai - NPP nhya Binh 358 Truong Chinh, P. BPong Hung
102 . R ) TP.HCM
Minh Thuén, Quén 12
Cira hang Hoan Hao - NPP nhya vat liéu xdy | 6/1B t6 2, KP1, Phuong Théi An,
103 R TP.HCM
dung Quan 12
Lo . . . 670 Lé Van Khuong, Phuong Thoi
104 | Ctra hang Thanh Hai - NPP nhya Binh Minh TP.HCM
An, Quan 12
Cura hang Vat Liéu Son Ha - NPP nhya vat B146, KP 3, Phuong BPong Hung
105 | ., . R h TP.HCM
li¢u xay dung Thuan, Quan 12
106 Cfﬁng ty. CP Vit Tu Thanh Hai - NPP nhua 170 Lé Thi Riéng, Phuong Thoi TP.HCM
Binh Minh An, Quén 12
372 Bui Hira Nghia, Phuong 2,
107 | Ctra hang Bao Quang - NPP nhya gia dung H i ehia ne TP.HCM

Quan Binh Thanh
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Dai 1y nhya Binh Minh - NPP nhya Binh 134 Bach Dang, Phudng 24, Quén
108 . . TP.HCM
Minh Binh Thanh
e _ 313 Nguyén Xi, Phudng 13, Quan
109 | Ctra hang Nhya 313 - NPP nhua gia dung . TP.HCM
Binh Thanh
Ctra hang Huynh Nha - NPP nhya vat li¢
110 | ~enang Huyni ha fiva vat feu Phuong 13, Quan Binh Thanh TP.HCM
xay dung
11 C}”Ia hang Nguyén Phat - NPP nhya vat li¢u 151 Nguyén Xi, Phuong 26, Quan TP.HCM
xay dung Binh Thanh
393 Bach bang, Phuong 15, Qua
112 | Ctra hang Kim Phung 1 - NPP nhya gia dung ach ang ng 15, Quan TP.HCM
Binh Thanh
346 Nguyén Xi, Phuong 13, Qua
113 | Cira hang Lién - NPP nhua gia dung guyen Xi, Phuong 13, Quan | 1oy
Binh Thanh
Ctra hang Hoan Minh - NPP nhya vat liéu 278 Nguyén Xi, Phudng 13, Quan
114 | . TP.HCM
xay dung Binh Thanh
Cong ty TNHH BT TM DV Kim Sen - NPP | 182 Puong Truc, Phuong 13, Quan
115 . ) . TP.HCM
nhya Binh Minh Binh Thanh
Cua hang Thanh Van 2 - NPP nhya vat li¢u 247 duong sb 8, Phuong 11,
116 | ek TP.HCM
xay dung Quén Go Vap
136 Nguyén Vin Nghi, Phuong 5,
117 | Ctra hang Kim Lién - NPP nhua gia dung guyen R an . & i Hone TP.HCM
Quan Go Vap
68 Lé Van Tho, Phuong 11,
118 | Ctra hang Bao An - NPP nhua gia dung ¢ anA Q‘ :ng TP.HCM
Quan Go Vap
Lo . . . 179 L& Vian Tho, Phuong 8, Quan
119 | Ctra hang Phu An Gia - NPP nhya gia dung s TP.HCM
Go Vap
120 Cura hang Pinh Quy - NPP nhya vat liéu xay 254 ThGngANhéf, Pl:u(‘)rng 10, TP.HCM
dung Quén Go Vap
L . . 98 duong sb 8, Phuong 11,
121 | Ctra hang Ngoc Yén - NPP nhya gia dung 2 TP.HCM
Quén Go Vap
Cong ty TNHH Loan DPao - NPP nhya gia 102 Lé Van Tho, Phuong 11,
122 g TP.HCM
dung Quén Go Vap
Cua hang Huy Hoang - NPP nhya vét li€u 151 Lé Van Tho, Phuong 8,
123 | ) P TP.HCM
xay dung Quén Go Vap
Cua hang Thanh Nhan - NPP nhya vat li¢u 167 Lé Van Tho, Phuong 8,
124 | L TP.HCM
xay dung Quén GO Vap
o ) . ) 99 duong s6 8, Phuong 11,
125 | Ctra hang Cat Tuong 2 - NPP nhya gia dung i TP.HCM
Quan Go Vap
oo R . ) 167 Lé Buc Tho, Phuong 16,
126 | Ctra hang Than - NPP nhya Binh Minh 2 TP.HCM
Quan Go Vap
L o . , 171A Nguyén Thai Son, Phuong 7,
127 | Ctra hang Sau Hoa - NPP nhya Binh Minh g TP.HCM
Quan Go Vap
128 Vlj dai dién Cong ty TNHH KD Thanh 114 Pham VE}n C}‘liéu: Phuong 9, TP HCM
bong - NPP nhya Binh Minh Quéan Go Vap
129 | Ctra hang Minh - NPP nhya Binh Minh 180 Nguyén Thai Son, Phuong 4, TP.HCM
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Quén Go Vap
Cira hang Thanh Long - NPP nhya Binh 280 Pham Van Chiéu, Phuong 9,
130 . ok TP.HCM
Minh Quén Go Vap
131 Ci’?a hang Phong Minh - NPP nhua Binh 1071/12 QuarAlg Tl:ung; Phuong 8, TP.HCM
Minh Quan Go Vap
132 era h?ng VLXD Hiép Phat - NPP nhya vat 36/10C Quan? Trtfng,APhuémg 10, TP.HCM
liéu xay dung Quan Go Vap
738 Lé buc Tho, Phuong 15,
133 | Cira hang Song Anh - NPP nhya Binh Minh ¢ oue The, TIIong TP.HCM
Quan Go Vap
Cua hang Kim Son - NPP nhya vat liéu xay 585 Lé buc Tho, Phuong 16,
134 R TP.HCM
dung Quan Go Vap
135 Cura hang Vinh Phat - NPP nhya vat li¢u xay 192B Lé Dl’l’AC Th?’ P}lut‘)’ng 15, TP.HCM
dung Quén Go Vap
Cong ty TNHH XD bién Truong An - NPP 535 Lé buc Tho, Phuong 16,
136 A 1A A A mx Uk TP.HCM
nhuya vat li¢u xay dung Quén Go Vap
Lo N . i 215 QL1A, Phuong Linh Xuén,
137 | Ctra hang Dai Loc - NPP nhya Binh Minh ) ey TP.HCM
Quan Thu buc
138 DNTN Hai Oanh - NPP nhya Binh Minh, 234/6 T6 Ngoc Van, Phuong Linh TP.HCM
nhuya gia dung, bao bi Xuan, Quan Thu Pt '
256 T6 N Van, Phuong Linh
139 | DNTN Thu Ha - NPP nhya Binh Minh © Ngoc Vall, Fuong Ln TP.HCM
bong, Quan Thu Duc
Cong ty TNHH Gia Phu Tén - NPP nhya 144 Tam Binh, KP2, Phuong Tam
140 s . TP.HCM
Binh Minh Pht, Quan Thu Buc
Chi nhdnh 1 DNTN SX TM DV Thu Ha - 449B QL1A, Phuong Linh Xuén,
141 ) TP.HCM
NPP nhya Binh Minh Quan Thu Buc
DNTN SX TM DV Thu Ha - NPP nhya 43A V5 Van Ngén, Phuong Linh
142 R . i . TP.HCM
Binh Minh Chiéu, Quan Thu birc
Cong ty TNHH SX TM Dai Minh - NPP 927/2 TL 43, Phuong Binh Chiéu,
143 i TP.HCM
nhya Binh Minh Quan Thu buc
Cong ty TNHH TM & DV Siéu Thi BigC - 1231 QL1A, KP5, P.Binh Tri
144 R R o . TP.HCM
NPP nhya Duy Téan bong, Quén Binh Téan
R N . 288/25BC Tan Hoa Dong, P.Binh
145 | Ctra hang HUng - NPP nhya Duy Tan o o R TP.HCM
Tri Bong, Quan Binh Téan
146 Cf.ra hang Pién Quang - NPP nhya Binh 209 duong 19, Phuong Binh Tri TP.HCM
Minh Pong B, Quan Binh Tan
Cura hang Trudng Toan - NPP nhya Binh 202 Lé Van Qudi, Phuong Binh Tri
147 ] TP.HCM
Minh Pong A, Quan Binh Tan
o o . _ 366 Ap Chién Lugc, P.Binh Hung
148 | Pai ly ong nude so 1 - NPP nhya Binh Minh . . R TP.HCM
Hoa A, Quan Binh Tan
Cua hang Hoang Lan - NPP nhua Binh 134 Binh Thanh, P.Binh Hung Hoa
149 ] TP.HCM
Minh B, Quén Binh Tan
150 Cura hang Quang Hiéu - NPP nhya Binh 274 Ma Lo, Phuong Binh Tri Dong TP.HCM

Minh

A, Quan Binh Téan
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Lo . . . 844 Tinh L§ 10, Phuong Binh Tri
151 | Ctra hang Sinh - NPP nhya Binh Minh ) . R TP.HCM
bong A, Quan Binh Tan
s , . . . 823C Tinh L¢ 10, Phuong Binh Tri
152 | Ctra hang Bao Nhi - NPP nhya Binh Minh R o R TP.HCM
bong B, Quén Binh Tan
153 CfTa hang Thanh Chanh - NPP nhya Binh 655 Tinh Lo 10, E’hu’émg Binh Tri TP.HCM
Minh Pong B, Quén Binh Tan
154 Cong ty TNHH Truong Minh Hai - NPP 196 Lé Van Quoi, }’huéng BAinh TP.HCM
nhya Binh Minh Hung Hoa A, Quan Binh Téan
155 CfTa hang Buc Thang - NPP nhya Binh 281 Go Xoai, Phuong Binh Hung TP.HCM
Minh Hoa A, Quan Binh Tan
105 Lé Trong Téan, Phudng Son Ky,
156 | Cira hang Cuong - NPP nhya Binh Minh © lrong taf, FAUONE SONRY: 1 1p Hewm
Quan Tan Pha
157 Cong ty TNHH MTV Mai Gia Nguyén - 7/1B Cau Xéo, Phudng Tan Son TP.HCM
NPP nhya vat li¢u xay dung Nhi, Quan Tan Phu '
L . . ) 78 Truong Vinh Ky, Phuong Tan
158 | Ctra hang Van Lgi - NPP nhya Binh Minh . o ] TP.HCM
Thanh, Quan Tan Phu
o o . . 317 Lé Trong Tan, Phuong Son Ky,
159 | Ctra hang Toan Phat - NPP nhya Binh Minh o ; TP.HCM
Quan Tan Phu
Cutra hang Kim Thanh - NPP nhya Binh 16F Ly Ban Bich, Phuong Tan
160 . . TP.HCM
Minh Théi Hoa, Quan Tan Pha
161 Cong t}: TI\EHHA TM Dién Tan Phu - NPP 303 Nguyén S(in, anr(‘mg’ Phu TP.HCM
nhya vat li¢u xay dung Thanh, Quan Tan Pha
206 Tan Huong, Phuong Tan Quy,
162 | Cira hang Dirc Hing - NPP nhya Binh Minh an Huong, Phuong Tan Quy, | = 1o o\,
Quéan Tan Phu
113 T Vinh Ky, Phuong Ta
163 | DNTN Phic Minh - NPP nhya Binh Minh ruong Vinh By, FIUORE 241 1p oM
Thanh, Quan Tan Phu
Cua hang Buc Tam - NPP nhya vat li¢u xay duong CN11, Phuong Son Ky,
164 o TP.HCM
dung Quan Tan Pha
o o . . 92 Nguyén Thai Hoc, Phuong Tan
165 | Ctra hang Minh Tam - NPP nhya Binh Minh . o , TP.HCM
Thanh, Quan Tan Phu
166 C}"ra hang Quang Huy - NPP nhya vét li€u 329 Lé Trong ATén,APhux‘)‘ng Son Ky, TP.HCM
xay dung Quén Tan Phu
Cua hang Thanh Pat - NPP nhya vét liéu 169A Lé Trong Tén, Phuong Son
167 | . " ) TP.HCM
xay dung Ky, Quén Tan Phu
168 Cong ty TNHH DV TM Nhya Phuong Nam 73/14 L€ Trong Tan, Phuong Son TP.HCM
- NPP nhua Binh Minh Ky, Quan Tan Pha '
oo ) . ) 372 Go Dau, Phuong Tan Quy,
169 | Ctra hang Van Lgi 2 - NPP nhya Binh Minh o , TP.HCM
Quan Tan Phu
oo ) . . ) 705 Ly Thuong Kiét, Phuong 11,
170 | Ctra hang Kim Cuc - NPP nhya Binh Minh . TP.HCM
Quan Tan Binh
171 Cura hang Buc Hién - NPP nhya vat li¢u xay 717 Ly Thuc‘jng IA(iét,‘Phuc‘mg 11, TP.HCM
dung Quan Tan Binh
172 | Cura hang Thanh Binh - NPP nhya Binh 733 Ly Thuong Kiét, Phuong 11, TP.HCM
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Minh Quén Tan Binh
Lo . . . 187 Truong Chinh, Phuong 12,
173 | Ctra hang Kim Thu - NPP nhya Binh Minh . TP.HCM
Quan Tan Binh
174 Cura hang Quang T - NPP nhuya vat li¢u xay 13 Pong Den: Phlfdng 12, Quan TP.HCM
dung Tan Binh
x 737 Lac L an, Phuong 10,
175 | Cira hang Min Hung - NPP nhua Binh Minh ac Long Quan, Phudng TP.HCM
Quan Téan Binh
176 C}”Ia hang Minh Ngoc - NPP nhya vét li¢u 347B Tru(mAg ChAinh, Phuong 14, TP.HCM
xay dung Quén Tan Binh
50/1 Ly Thuong Kiét, KP3, TT.H¢
177 | Cira hang Thanh - NPP nhua Binh Minh y Thuong BIeh B TEHC 1p Hew
Moén, Huyén Hoc Mon
115 Tran Van Mudi, ap 3, xa Xua
178 | Cira hang Thanh Tho - NPP nhya Binh Minh ran van Yol ap 3, Xa A 1p jem
Thoi Thugng, H.Hoc Mon
179 Cong ty TNHH MTV DT XD TM Ding 78/7E Ba Triéu, KP1, TT.Hoc Mon, TP.HCM
Khdi - NPP nhya gia dung Huyén Héc Mén '
o . . , 36/5F Phan Van Déi, 4p Tiéu Lan,
180 | Ctra hang Nhat Nam - NPP nhya Binh Minh 2 . R TP.HCM
xa Ba Biém, H.H6c Mon
o . . _ 51 Tran Van Muoi, ap 7, xa Xuén
181 | Ctra hang Quoc Huy - NPP nhya Binh Minh . ) R TP.HCM
Théi Thuong, H.H6c Mon
36/5 ap 2 Phan Van Hén, xa Xua
182 | Cira hang Lién Phét - NPP nhya Duy Tén ap = han van Hom, xa AUl 1p pem
Théi Thugng, H.H6c Mon
183 Ctra hang Ut Tui - NPP nhya vat lidu xay 16/6 Nguyén Anh Thu, ap Hung TP.HCM
dung Lan, xa Ba Biém, H.Ho6c Mon
Cong ty TNHH TM DV Truong Kim Son - 8/71B Ly Thuong Kiét, TT.Hoc
184 . TP.HCM
NPP nhya Binh Minh Mon, Huyén Hoc Mon
185 | Cita hane Théi Son - NPP nhua Tién Ph 59/6 ap Van Hanh, Trung Chanh, TP HCM
n i - n ién Phon .
ta hang that Son va tien Hhong x& Tan Xuan, H.Héc Mén
Lo . A9/17N V5 Vin Van, ap 1, xa Vinh
186 | Ctra hang Truc Tung - NPP nhya Duy Tan R , TP.HCM
Loc B, H.Binh Chanh
Ctra hang Tién Thanh - NPP nhya Binh D13/30A Dinh Pirc Thién, ap 4, xa
187 . R , R , TP.HCM
Minh Binh Chanh, H.Binh Chanh
Ctra hang Nguyén Huynh - NPP nhya Tién D16/92A ap 4, xi Binh Chanh,
188 K TP.HCM
Phong Huyén Binh Chanh
189 Cf.ra hang Cuong Thinh - NPP nhya Binh D1/1A QL.50, 4p 4, xi Phong Phu, TP.HCM
Minh Huyén Binh Chanh
190 Cua hang Tuong Quang - NPP nhya Tién A16/28 ap 1, xa Binh Chanh, TP.HCM
Phong Huyén Binh Chanh
Cura hang My An Phua - NPP nhya Tién C4/16A Pham Hung, xa Binh
191 . ) TP.HCM
Phong Hung, Huyén Binh Chéanh
19 Cua h.’;ll"l‘g VLXD Hoang Hai Huy - NPP B5/1 7A Tran Pai Nghia, xa Téan TP.HCM
nhya Tién Phong Kién, Huyén Binh Chanh
Lo o N B1/16 QL.50, x4 Binh Hung,
193 | Ctra hang Pha Toan - NPP nhua Tién Phong TP.HCM

Huyén Binh Chanh
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Cua hang VLXD Son Diing - NPP nhya B3/24C Nguyén Hiru Tri, KP3, TT.
194 N . R , TP.HCM
Tién Phong Tan Tuc, H.Binh Chéanh
Ctra hang Vuong Phua Lac - NPP nhya Binh D10/285 QL.50, xa Phong Ph,
195 . N ) TP.HCM
Minh Huyén Binh Chanh
196 Cong t}j TNHH TM DV Tuong Lai - NPP 4/29HA QL.lA: ap 3 x& Tf'?ln Quy TP.HCM
nhya Binh Minh Tay, Huyén Binh Chanh
B16/19 QL.50, xd Binh Hung,
197 | Cira hang Viét Phat - NPP nhya Binh Minh QL.50, xa Binh Hung TP.HCM
Huyén Binh Chanh
108 Cong ty TNHH SX TM DV Anh Thu - NPP 34/2, QL.22, xa Tan Tl.léng Hoi, TP.HCM
nhya Binh Minh Huyén Cu Chi
t6 1, 4p Th , x4 Tan Tho
199 | Cira hang Diing - NPP nhya Binh Minh 0 % 9P LIHORE, X8 S90 Shong TP.HCM
Hoéi, Huyén Cu Chi
L 2 . . Huong L6 2, t6 3, ap Bau Sim, xa
200 | Cwra hang Tién Pat - NPP nhya Binh Minh N R . o TP.HCM
Tan Thong Hoi, H.Cu Chi
Cua hang VLXD Tin Loc - NPP nhua Binh 219A, QL.22, a”ip Gitra, xa Tan Pha
201 . . TP.HCM
Minh Trung, Huyén Cu Chi
Cua hang Phude Hung - NPP nhya Binh 940 TL.7, 4p Phudc Hung, xi
202 . ) o TP.HCM
Minh Phudce Thanh, Huyén Ca Chi
ap 9, xa Tan Thanh Pong,
203 | Cira hang Thu Ciic - NPP nhya Binh Minh ap 7, xa Tail Ahant Bong TP.HCM
Huyén Cu Chi
Cura hang Manh Hung - NPP nhya Binh 251, TL.8, Thi tran Cu Chi,
204 . ) TP.HCM
Minh Huyén Cu Chi
) ) 130/5E, QL.22, t6 5, KPS, Thi tran
205 | Cura hang Thai Son - NPP nhya Binh Minh o R TP.HCM
Cu Chi, Huyén Cu Chi
) 247 KP3, Thi tran Cu Chi,
206 | Ctra hang Ngoc Triu - NPP nhya Binh Minh o TP.HCM
Huyén Cu Chi
207 | Ctra hang Ty - NPP nhya Binh Minh ép 1, xa Binh My, Huyén Cu Chi TP.HCM
208 Cong ty TNHH XDTMDYV Truong Son - L6 11, Nguyén Tat Thanh, P.Phudc Ba Ria -
NPP nhya vat li¢u xay dung Nguyén, TP.Ba Ria Viing Tau
209 Cong ty TNHH C6ng Nghé Xanh Ecosolar - | 515 Cach Mang Thang 8, P.Phudc Ba Ria -
NPP nhya Binh Minh Nguyén, TP.Ba Ria Viing Tau
210 Ctra hang Gia Phat - NPP nhya vat liéu xay 240 Cach Mang Thang 8, P.Phuéc Ba Ria -
dung Hiép, TP.Ba Ria Viing Tau
211 Cura hang Khanh Ly - NPP nhya vat li¢u xay 420 Truong Cong DPinh, Ba Ria -
dung TP.Viing Tau Viing Tau
212 DNTN Ma Minh Kha - NPP nhya Binh 323 Nguyén An Ninh, Phuong 9, Ba Ria -
Minh TP.Viing Tau Viing Tau
3 Tran Bong, Phuong 3, BaRia -
213 | Ctra hang nhya gia dung Thanh Binh ran orig . & ~a 1a‘
TP.Viing Tau Viing Tau
214 Cua hang Trinh Tuyén - NPP nhya vat li€u 22D4 dudng 30 thang 4, Phuong 9, BaRia -
xdy dung TP.Viing Tau Viing Tau
215 | Cua hang Trung - NPP nhya vat li¢u xay 199 Lé Hong Phong, Phuong 8, BaRia -
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dung TP.Viing Tau Viing Tau
216 Cura hang Thanh Diép - NPP nhua vt liu 90 Truong Cong Pinh, Phudng 3, Ba Ria -
xay dung TP.Viing Tau Viing Tau
217 Cong ty CP BT DK Dai Viét - NPP nhya vat 142 Huyén Tran Cong Chua, Ba Ria -
liéu xay dung Phuong 8, TP.Viing Tau Ving Tau
218 Cua hang Dzuy Thic - NPP nhya vat li¢u 115 Huyén Tran Cong Chua, Ba Ria -
xay dung Phuong 8, TP.Viing Tau Viing Tau
Ctra hang KDTB DN bai Phuong - NPP 1079 Nguyén Ai Quoc, KP2, P. Tan N )
219 N . R . bong Nai
nhya vat liu xay dyng Bién, TP.Bién Hoa
Cura hang Anh Phuong - NPP nhya Binh 108 QL.51, Phuong Long Binh, N )
220 . a . Pong Nai
Minh TP.Bién Hoa
Cura hang Ky Tai - NPP nhya vt liéu xay 7F4 QL.51, Phuong Long Binh A )
221 K R . Pong Nai
dung Téan, TP.Bién Hoa
Lo L . . 10/7B KP 1, Phuong Tam Hoa, N .
222 | Ctra hang Hiru Hién - NPP nhya Binh Minh R . Pong Nai
TP.Bién Hoa
- R 98/5 KP 6, Phuong Tan Bién, \ .
223 | DNTN Vi Vi - NPP nhya D¢ Nhat R . Pong Nai
TP.Bién Hoa
Cura hang Kim Oanh - NPP nhya vét li€u 83/5 KP 6, QL.1A, Phuong Tan N .
224 R . L . Pong Nai
xdy dung Bién, TP.Bién Hoa
Cura hang Béo Tin - NPP nhya vat liéu xay 890A L¢é Van Thuan, KP3, Phuong \ .
225 . o bong Nai
dung Tam Hi¢p, TP.Bién Hoa
Cong ty TNHH MTV Loc Nam Viét - NPP 1695 16 28, ap Vuon Drra, x3 Phude \ .
226 . R N . bong Nai
nhya Binh Minh Tan, TP.Bién Hoa
Cong ty TNHH Lam Quang Ha - NPP nhyua T6 24, ap Vuon Dira, x8 Phudc \ .
227 T . IR . bong Nai
vat liéu xay dung Tan, TP.Bién Hoa
Cong ty TNHH Hong Phiic Thanh - NPP 60/300 Pham Van Thuén, Phuong \ .
228 . R . . . bong Nai
nhya Binh Minh Tan Mai, TP.Bién Hoa
Cua hang Phtic Thanh - NPP nhya vét licu 1107 - Kw01, QL.51, Phuong An N .
229 ) . N . Pong Nai
xay dung Hoa, TP.Bién Hoa
DNTN TM DV Tén Hai Son - NPP nhya 7A1, KP 6, Phuong Trung Diing, \ )
230 . . . . Pong Nai
Binh Minh TP.Bién Hoa
Ctra hang Ngoc Tuyét - NPP nhya Binh T6 9, 4p Tan Mai 2, xa Phu6c Tén, R .
231 . . . bong Nai
Minh TP.Bién Hoa
DNTN Oanh Minh - NPP nh at liéu xa \
232 A vatfeu xay 60/3B H6a An, TP.Bién Hoa Pdng Nai
dung
Cura hang VLXD Gam - NPP nhya vat li¢u 1012, QL.51, Phuong An Hoa, \ .
233 R i . Pong Nai
xay dung TP.Bién Hoa
DNTN TM Nam Thao - NPP nhya Binh 233/13 Pham Van Thuan, KP2, \ .
234 . o N . Pong Nai
Minh P.Tan Bién, TP.Bién Hoa
Cura hang Ngoc Minh Son - NPP nhya vat 1188 Pham Van Thuén, Phuong \ .
235 | . L o N Pong Nai
liéu x&y dung Téan Bién, TP.Bién Hoa
Cura hang Tran Thai - NPP nhya vat li¢u xay | K1/36D ap Tan Binh, Phuong Buru N )
236 Dong Nai

dung

Hoa, TP.Bién Hoa
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Cua hang VLXD Lc Thanh Phat - NPP to 4, ap Huong Phudc, xa Phude \ )
237 o R N . Pong Nai
nhya vat li¢u xay dung Tan, TP.Bién Hoa
Cong ty TNHH MTV Nhu Vui - NPP nhya G55, KP7, Long Binh, Phuong \ )
238 . . R R . Pong Nai
Binh Minh Long Binh, TP.Bién Hoa
239 Cua hang Minh Puc - NPP nhya vat ligu xay | 317 CMTS, Phlf(;mg ?uang Vinh, Déng Nai
dung TP.Bién Hoa
Cura hang Nguyén Ngoc - NPP nhya Binh T69, QL.51, ap Tan Mai 2, xa \ .
240 . I N bong Nai
Minh Phudc Téan, TP.Bién Hoa
Cong ty TNHH DBurc Phat Hung - NPP nhya 36 Lé Hong Phong, KP5, Phuong .
241 . . . \ R Binh Duong
Binh Minh Pht Loi, TX.Tha Dau Mot
Cura hang Minh Huyén - NPP nhya vat liéu 928 bai 16 Binh Duong, KP1, .
242 ) . . L R Binh Duong
xay dung P.Dinh Hoa, TX.Thu Dau Mét
. . . . 1411 Pai 16 Binh Duong, Phuong .
243 | DNTN Chin Phuéc - NPP nhya Binh Minh o R ) Binh Duong
Hiép An, TX.Thu Dau Mot
Cua hang Ngoc Tung - NPP nhya Binh 06 duong 30 thang 4, Phuong Dong .
244 . N s R Binh Duong
Minh Hoa, TX. Thu Dau Mot
Cua hang Tung Hi€p - NPP nhuya vt liéu 726 Huynh Van Liiy, Phuong Phu .
245 ) . T ) Binh Duong
xay dung M§, TX. Thu Dau Mot
Cura hang VLXD Dai Phic - NPP nhya Tién 1139 KP.9, Phuong Hiép An,
246 L Binh Duong
Phong TX.Thu Dau Mot
40-42-48-73 Hung V , P.Pht
247 | Cura hang Dii Ky - NPP nhya Binh Minh . e , ufng R . Binh Duong
Cuong, TX.Tha Dau Mot
Cura hang Pién Nuéc Hoang Son - NPP duong Hung Vuong, Phuong Phu .
248 e K I N Binh Duong
nhya vat li¢u xay dung Cuong, TX.Tha Dau Mot
Cura hang Pién Nudc Van Linh - NPP nhya 55 duong 30 thang 4, Phuong Phu .
249 A . Y R Binh Duong
vat li¢u xay dung Hoa, TP.Tha Dau Mot
Cua hang Khuong Linh - NPP nhya Binh 439K8, duong DT743, Phuong Phu
250 . . X Binh Duong
Minh Loi, TX.Thu Dau Mot
Cura hang Thanh Than - NPP nhya vat li¢u duong Pién Bién Phu, KP1,
251 ) N \ Binh Duong
xay dung TP.Tha Dau Mot
Cura hang Phuong Hoang - NPP nhya vt 7/30 Huynh Van Liiy, Phuong Phi
252 | . N D ) Binh Duong
liéu xay dung My, TP.Thu Dau Mot
Cong ty TNHH MTYV Hoang Nam - NPP 889 Lé Hong Phong, Phuong Pha .
253 . T Binh Duong
nhya vat li¢u xay dung Tho, TP.Thu Dau Mot
Cura hang Bac Thanh Tam - NPP nhya vat 969 Lé Hong Phong, Phuong Phu .
254 | gy . Binh Duong
li¢u xay dung Tho, TP.Thu Dau Mot
o , . _ 34/65 Nguyén Chi Thanh, ap 6, xa .
255 | Cira hang Thu Mai - NPP nhya Binh Minh . . R Binh Duong
Tuong Binh Hi¢p, TDMot
Cura hang Vii Truong Giang - NPP nhya vat | 368 A Huynh Van Liiy, Phuong Phu .
256 | .. i O Binh Duong
li¢u xay dung Loi, TP.Thu Dau Mot
DNTN TM Thién Tai Loc - NPP nhya Binh 1111 Huynh Van Liy, ép 5, P.Phu N
257 . - L A Binh Duong
Minh My, TP.Thu Dau Mt
258 | Cua hang Trang Minh Tri - NPP nhya vat 408 Huynh Van Lily, Phuong Pha | Binh Duong
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liéu x&y dung Loi, TP.Tha Dau Mot
Congty TNHH TV XD TM CTN Anh Huy - | 803 Huynh Van Lity, KP.7, P.Phu .
259 . N T ) Binh Duong
NPP nhya B.Minh My, TP.Thu Dau Mot
375 CMT8, Phuong Phu Cuong,
260 | Cua hang Thuy Van - NPP nhya Binh Minh 7u0rk1g }l Hong Binh Duong
TP.Thu Dau Mot
Cura hang Pién Nuéc Thanh Hung - NPP 139, QL.13, KP Hoa Lau, P.Thuan
261 . . Binh Duong
nhya Binh Minh Giao, TX.Thuan An
Cua hang Pién Nudc Quang Khang - NPP 1/138, ap Hoa Lau, Phuong Thuan .
262 o . Binh Duong
nhya vat liéu xay dung Giao, TX.Thudn An
. 15/18C, Binh Pht, Phuong Binh
263 | Cura hang Tién Pat - NPP nhya Binh Minh T vong =in Binh Duong
Chuan, TX.Thuan An
Cong ty TNHH SX TM DV Dbai Hoang 464A, KP.Nguyén Tréi, Phuong .
264 e K Binh Duong
Duong - NPP nhya VLXD Lai Thiéu, TX.Thuan An
Cong ty TNHH MTV TMDV Phan Hung 4/328, KP.Hoa Lau, Phuong Thuan .
265 . R Binh Duong
Vuong - NPP nhya BM Giao, TX.Thudn An
Lo . R . . 24/13, KP.Trung, Phuong Vinh .
266 | Ctra hang Kim Ngan - NPP nhya Binh Minh , . Binh Duong
Phu, TX.Thuan An
Ctra hang Qudc Phong - NPP nhya vt lidu 141 ap Hung Phudc, Phuong Hung .
267 R . R Binh Duong
xay dung Pinh, TX.Thuan An
Cira hang ong nhya Quoc Cuong - NPP 199 ap Hung Phudc, xa Hung Pinh, .
268 i A Binh Duong
nhya Binh Minh TX.Thuan An
Cong ty TNHH TM DV XD Nguyén Binh - 28/3A, 16 7, KP.Binh Giao, .
269 . . R Binh Duong
NPP nhya gia dung P.Thuan Giao, TX.Thuan An
Cong ty TNHH TMXDDYV btrc Binh Phat - Kios 18, KP.1A, Phuong An Phu, .
270 ) Binh Duong
NPP nhya Binh Minh TX.Thuan An
Lo R , . . 50/3, KP.2, Phuong An Phu, .
271 | Ctra hang Tam Phuc - NPP nhya Binh Minh R Binh Duong
TX.Thuin An
o L . . 28/21, ap Binh Phuéc A, P. Binh )
272 | Cira hang Hai Bang - NPP nhya Binh Minh R . Binh Duong
Chuan, TX.Thuan An
Cong ty TNHH Tan D6 Thanh - NPP nhya 7/1 KP.bong B, Phuong Dong Hoa, N
273 . . ] Binh Duong
Binh Minh Thi xd Di An
Cua hang VLXD Phong Lan - NPP nhya vét N o .
214 | 160 Tran Hung Pao, Thi xa D1 An | Binh Duong
liéu xay dung
Cira hang VLXD Hoang Phtic - NPP nhya 49/3 QL.1K, KP.N¢i Hoéa 2, P.Binh .
275 . . Binh Duong
vat liéu xay dung An, Thi xa Di An
Cura hang Pién Nudc Hai My - NPP nhya 57A/6 QL.1K, KP.Noi Hoa 2, .
276 . . Binh Duong
vat liéu xay dyng P.Binh An, Thi xa Di An
Cura hang Buc Tho - NPP nhya vat li€u xay 156/6C KP.Dong Tac, P.Tan Bong .
277 . . Binh Duong
dung Hiép, Thi xa Di An
Cura hang Pién Dan Dung Canh - NPP nhya 61A/6 - 62A/6 KP.N6i Hoa 2, .
278 . . Binh Duong
vat liéu xay dyng P.Binh An, Thi xa Di An
Cura hang VLXD Hung Cuong - NPP nhya 23/8 Binh Thung, Phuong Binh An,
279 Binh Duong

vat li¢u xay dung

Thi xa Di An
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Cua hang VLXD Thanh Coéng - NPP nhya 26/4 Tran Hung Pao, P.Dong Hoa, .
280 A R Binh Duong
vat li¢u xay dung Thi xa Di An
Cura hang Dao Ngoc Son - NPP nhya Binh . e x T .
281 Minh 11/18 Buong Méi, Thi xa DT An Binh Duong
Cong ty TNHH TMDVXD Son Long Phung | 107 C6 Bac, KP.Binh Minh 1, Thi .
282 Y Binh Duong
- NPP nhya BM xa Di An
Cura hang ong nhwa Huong Trinh - NPP 7 QL.1K, Phuong Bong Hoa, Thi .
283 . o Binh Duong
nhya vat liu xay dyng xa DI An
Cura hang Pién Nudc Phuong Nam - NPP 12/63 ap Binh Buong 4, Phuong .
284 . o Binh Duong
nhyua Binh Minh An Binh, Thi xa Di An
Ctra hang 6ng nhya Lién Thing - NPP nhya 30 duong sb 2, Phuong Di An, Thi .
285 . . o Binh Duong
Binh Minh xa D1 An
o . , C142 Tran Phu, KP1, Phuong 2, o
286 | Cura hang Tin Long - NPP nhua Binh Minh o Tay Ninh
Thi xa Tay Ninh
L . . ) 685 CMT8, KP2, Phuong 3, Thi xa N
287 | Ctra hang Hoang An - NPP nhya Binh Minh o Tay Ninh
Tay Ninh
Cua hang Phudce Minh - NPP nhya Binh 155 Nguyén Trai, KP.6, Phuong 4, A
288 . L Tay Ninh
Minh TX. Tay Ninh
289 Cura hang Di?n Nudc Hoang Thanh - NPP 39/9 To 9-, ap Binh Trung, x4 Binh Tay Ninh
nhya Binh Minh Minh, TX. Tay Ninh
577 ap Ninh T , X3 Ninh Son, N
290 | Ctra hang Viét Trung - NPP nhya Binh Minh ap ST rling >.<a i Son Tay Ninh
TX. Tay Ninh
Cura hang Vian Truong - NPP nhya vét liéu ap Thanh Phudce, xa Thanh Dién, L
291 | | R . R Tay Ninh
xay dung huyén Duong Minh Chau
ap Binh Linh, xa Truong Mit, A
202 | Cira hang Nhat Phi - NPP nhya Binh Minh ap BInf Linh, xa 1 ruong - Tay Ninh
huyén Duong Minh Chau
L A , . ) ap Ninh Hiép, xa Bau Ning, huyén Y
293 | Ctra hang Xuan Quy - NPP nhya Binh Minh . N Tay Ninh
Duong Minh Chau
Cong ty TNHH Trung Hung - NPP nhya 115A, QL.22, KP.Loc Thanh, o
294 . . ) . . Tay Ninh
Binh Minh huyén Trang Bang
Cua hang Tam Huong - NPP nhya Binh M129/11 Thj trin Hoa Thanh, N
295 . o . Tay Ninh
Minh huyén Hoa Thanh
296 Cf.ra hang Giang Diing - NPP nhya Binh T6 22, ap Pa Iféng,‘ xa E—Iiép Thanh, Tay Ninh
Minh huyén Go Dau
L v . ) duong DIT, ap Sudi Cao, xd Phudc o
297 | Cura hang Hai Y - NPP nhya Binh Minh N s Tay Ninh
bong, huyén Go Dau
. g . . To6 14, ap Tan Hoa, xa Tan Phu, o
298 | DNTN Bao Thang - NPP nhya Binh Minh o R Tay Ninh
huyén Téan Chau
299 | Ctra hang Nam Tién - NPP nhya Binh Minh 167 QL.1, Phuong 5, TP. Tan An Long An
. 14 Nguyén Vin Tao, Phuong 4, TP.
300 | Cira hang Viét Hang - NPP nhya Binh Minh guyen anA a0, Hhuong Long An
Tan An
24 -26 Nguyén T Truc,
301 | DNTN Séu Ven - NPP nhya Binh Minh guyen rung tHwe Long An

Phuong 2, TP. Tan An
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Cua hang Minh Chéu - NPP nhya Binh . R
302 Minh 93 QL.62, Phuong 2, TP. Tan An Long An
Cua hang Hoang Ldc - NPP nhua Binh . R
303 Minh 35 CMTS, Phuong 1, TP. Tan An Long An
. 217, QL.50, KP.1A, TT. Can budc,
304 | DNTN Tién Nghia - NPP nhya Binh Minh QL.30, KP.1A, TT. Can Buce, 1) o An
huyén Can Pudc
Cura hang Nam Huong - NPP nhya Binh 299 duong 835, ap Loc Tién, xa My
305 -a ang Nam ng nhya Bin Ag Aap ch .1ei1 xa My Long An
Minh Ldc, huyén Can Giudc
Ctra hang Khanh Linh - NPP nhya Binh 691 ap 2, xa Long Khé, huy¢
306 -a ang Khanh Lin nhya Bin ap xa‘A ong ’ ¢, huyén Long An
Minh Can Budc
t6 10, 4p Kim Pién, xa Tan Kim,
307 | Cira hang Ba Xudn - NPP nhua Binh Minh © 25, 8p S B, 28 240 R Long An
huyén Can Giude
W1 \ . ép 9, xa Luong Hoa,
308 | Cura hang Phung - NPP nhya Binh Minh o Long An
huyén Bén Luc
. . , Tinh 1§ 10, 4p Binh Tién, xa Puc
309 | DNTN Tu Anh - NPP nhya Binh Minh . N Long An
Hoa Ha, huyén Btrc Hoa
DNTN TM DV Huyén Trang - NPP nhya 37 TL.10, 4p Binh Ta 2, xi Piic
310 | . ‘ e T Long An
Binh Minh Hoa Ha, huyén Buc Hoa
68 4p M6i 2, xa My Hanh Nam,
311 | Cua hang Kim Thoa - NPP nhya Binh Minh ap ot R xa , Y ‘an am Long An
huyén Buc Hoa
Cura hang Tan Trong - NPP nhya vét liéu QL.62, KP.4, Thi tran Mdc Hoa,
312 R K o, Long An
xay dung huyén M¢c Hoa
Cura hang Thanh Tam - NPP nhya vét liu KP.3, Thi tran Tan Thanh,
313 | o Long An
xay dung huyén Tan Thanh
Cura hang Lam Xuan - NPP nhya vét liéu K3, Thi tran Thanh Hoa,
314 . . , Long An
xay dung huyén Thanh Hoa
315 | Cira hang Binh Minh - NPP nhya Binh Minh | 57 Ap bac, Phuong 4, TP.My Tho | Tién Giang
316 | Cira hang Hung Van - NPP nhya Binh Minh | 123 Lé Loi, Phuong 1, TP.My Tho | Tién Giang
o k ) . 84 Ap bac, KP.4, Phuong 10, L
317 | Cwra hang Chau - NPP nhya Binh Minh N Tieén Giang
TP.M¥ Tho
L U, . . 682, 'Qip 1, xa Pao Thanh, s
318 | Cwra hang Vii Dién - NPP nhya Binh Minh N Tién Giang
TP.M¥ Tho
L . i QL.1, ap Long Hung, xi Phudc s
319 | Cwra hang Nam Hoa - NPP nhya Binh Minh N Tieén Giang
Thanh, TP.M¥y Tho
7A1 Ly Thuong Kiét, Phuong 5, L
320 | Ctra hang Nam Hoa - NPP nhya Binh Minh Y uong~ ¢ Hong Tién Giang
TP.M§ Tho
Cua hang Binh Tan Tién - NPP nhya Binh 113A Trung N Vuong, KP.2, U
321 . o o Tién Giang
Minh TT.Cai Be, huyén Cai B¢
L .. . . QL.1, ap Cho, xa@ An Thai Dong, U
322 | Ctra hang Hai - NPP nhya Binh Minh A g T Tién Giang
huyén Cai Be
323 | Cura hang Tuan Luc - NPP nhya Binh Minh ap 2, xa An Hiru, huyén Cai Be Tién Giang
Cura hang Long Mudi Quy - NPP nhya Binh 113 Trung Nt Vuong, KP.2, U
324 Tién Giang

Minh

TT.Cai Be, huyén Cai Be
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Cong ty TNHH Thép Viét - NPP nhua Binh QL.1A, ap An Thai, xa An Cu, s
325 . e Tién Giang
Minh huyén Cai Bé
s . . . 13/568 khu 5, TT.Cai Lay, huyén N
326 | Cwra hang Song Mai - NPP nhya Binh Minh o Tién Giang
Cai Lay
. 27 Mai Thi Ut, khu 1, TT.Cai Lay, S
327 | Cua hang Minh Anh - NPP nhya Binh Minh at . u. . Ay Tién Giang
huyén Cai Lay
Cura hang Tung Phuong Nam - NPP nhya 409, ap Tay 2, xa Long Dinh, .
328 . . R ) ) Tién Giang
Binh Minh huyén Chau Thanh
5B bong Khéi, Phuong 4, .3 .
329 | Ctra hang Tam - NPP nhya Binh Minh On,g N 1 A ne Tién Giang
Thi xa Go Cong
Cira hang Phuong Nam - NPP nhya Binh 313A Nguyén Hué, KP.3, Phuong N
330 . o Tién Giang
Minh 2, Thi xa Go Cong
Cua hang Thanh Dan - NPP nhua Binh 198A, 4p Hung Phi, xd Hung s
331 . o Tieén Giang
Minh Long, Thi xa Go Cong
Cura hang Thanh Phuong - NPP nhua Binh Qudy 20-21, cho Vinh Binh, s
332 . L R Tién Giang
Minh huyén Go Cong Tay
o . . . 112 Nguyén Dinh Chiéu, Phuong 2, .
333 | Ctra hang Binh Minh - NPP nhya Binh Minh p Bén Tre
TP.Bén Tre
Cura hang Nhya 109A - NPP nhya Binh 109A Poan Hoang Minh, Phuong .
334 . . Bén Tre
Minh 5, TP.Bén Tre
Cura hang Hoang Thanh Phat - NPP nhya 32 Pai 16 Pong Khai, KP.1, B
335 N . . o B Bén Tre
Binh Minh Phuong Phu Tan, TP.Bén Tre
336 Cong ty TNHH MTV DV VLXD Muo¢i Hué 549B1 bai 1o Pong Khai, Phuong Bén T
. n Tr
- NPP nhya Binh Minh Pha Khuong, TP.Bén Tre © ©
o . . . , 98 Nguyén Pinh Chiéu, Phuong 2, .
337 | Ctra hang Ctru Chau - NPP nhya Binh Minh . Bén Tre
TP.Bén Tre
Cua hang Muoi Dom - NPP nhya Binh ap 1, xa Luong Qudi, p
338 . o A Bén Tre
Minh huyén Giong Trom
339 | DNTN Thanh Loc - NPP nhya Binh Minh 788 4p 8, xd An Thuy, huyén Ba Tri |  Bén Tre
Cura hang Thuan Loan - NPP nhya Binh 185B, ap Thuan Dién, xa An Hiép, .
340 . Bén Tre
Minh huyén Chau Thanh
Cong ty TNHH MTYV Tan Thoai Phat - NPP 65 V4 Thi Sau, K.4, Phuong 3, o
341 ) L Tra Vinh
nhya Binh Minh TP.Tra Vinh
96 Ly Thuong Kiét, Phuong 3, o\
342 | Cira hang Nam Phat - NPP nhua Binh Minh v TIUONE IEL FAUONE Tra Vinh
TP.Tra Vinh
Ctra hang Hién Thanh - NPP nhya Binh 54A Tran Qudc Tuan, K.4, Phuong o
343 . N Tra Vinh
Minh 6, TP.Tra Vinh
531 Dién Bién Phu, K.3, Phuong 6, o
344 | Cura hang Ba Nam - NPP nhya Binh Minh en e T, B9, Fvong Tra Vinh
TP.Tra Vinh
o . . . QL.53, Khém 1, Thi tran Cang .
345 | Cua hang An Thong - NPP nhya Binh Minh o Tra Vinh
Long, huyén Cang Long
346 | Cira hang Nam Yén - NPP nhya Binh Minh 127 Khom 1, Thi tran Duyén Hai, Tra Vinh
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huyén Duyén Hai
s . . QL.60, ap Sambua, xa Luong Hoa, o
347 | DNTN Dai Thanh - NPP nhya Binh Minh R A . Tra Vinh
huyén Chau Thanh
L.53, khom 1, Thi tran Tiéu Can, o
348 | Cita hang Phong Phil - NPP nhua Binh Minh | 22> Khom L Thitran Tieu Can, 1 o, (o
huyén Tiéu Can
. Khom 1, Thi tran Tiéu Can, .
349 | Cira hang Chay Lon - NPP nhya Binh Minh om L, P fan entan Tra Vinh
huyén Tiéu Can
Cong ty TNHH MTV Pham Nguyén Duc - 503D Nguyén T Truec, A .
350 ong ty ‘ . am Nguyén Duc guyen ru.n’g ruc Kién Giang
NPP nhya Binh Minh TP.Rach Gia
Cura hang Truong Van - NPP nhya Dai Kios 1 Nguyén Chi Thanh, .
351 N 2 . Kién Giang
Dong Tien P.Rach Soi
350 Cong t}f CP T?lp DPoan Ptic Tudng - NPP 59 Nguyén \fén C}‘r, T"l;.An Théi, Kién Giang
nhya Binh Minh huyén Phti Quoc
Cua hang Phudce Loc A-T - NPP nhya gia 90 Nguyén Truong To, TT.An o
353 7 ) s Kién Giang
dung Théi, huyén Phu Quoc
Lo s . . KPI, Hung Vuong, TT.Duong .
354 | Cwra hang Chi BuoL - NPP nhya Binh Minh ) ) o Kién Giang
bong, huyén Phu Quoc
o o . _ 322 Nguyén Trung Tryc, KP5, o
355 | Cwra hang Gia M¥ - NPP nhya Binh Minh R s Kién Giang
TT.Duong Bong, Phi Quoc
Cong ty CP SX TM VT & XD Hoang Thinh | 230A Nguyén Trung Truc, KP5, .
356 ong ty ‘ ‘ oang Thin guyen Arung r’uc ¢ Kién Giang
- NPP nhya Binh Minh TT.Duong DPong, Phii Quoc
162 duong 30 thang 4, TT.D s
357 | Cura hang Chi Pat - NPP nhya Binh Minh U(jng Aang L Hone Kién Giang
Pong, huyén Pha Quoc
Cura hang VLXD Yén N - NPP nh duong 30 thang 4, KP1, TT.D A
358 }ra ar?g én Ngoc nhua uong ! ang X L TT. uong Kién Giang
Binh Minh Pong, huyén Pha Quoc
Ctra hang Minh Kién - NPP nhua vat li¢ 472 Ng6 Quyeén, KP 4, TT.D L
359 Aua ang Minh Kién nhya vét liéu gf) QuyenA L TT. uong Kién Giang
xay dung Pong, huyén Phu Quoc
Cua hang Tiéu My Phuong - NPP nhya vt 63T3 KV.7, TT.Giong Riéng, s
360 | ... s N Kién Giang
liéu xay dung huyén Giong Riéng
Ctra hang Chanh Phat - NPP nhya Binh t6 9, 4p Minh Phong, xa Binh An, .
361 . R A . Kién Giang
Minh huyén Chau Thanh
Lo ) . . KP Minh Long, Thi trin Minh .
362 | Cwra hang Ngoc Tran - NPP nhya Binh Minh N R . Kién Giang
Luong, huyén Chau Thanh
263 C}”ra hagg Nguyén Viét Dan - NPP nhya 130 QIT.61,' i?ip Hoa TPuan,‘X.Vinh Kién Giang
Binh Minh Hoa Hiép, H.Chau Thanh
Lo p . . QL.80, ap bong Thudc, X.Thanh o
364 | Cira hang Thé Huy - NPP nhya Binh Minh R R Kién Giang
bong A, H.Téan Hi¢p
L . . 76 QL.80, ap Bbong An, X.Thanh .
365 | Cira hang Tu Hoanh - NPP nhya Binh Minh R o Kién Giang
bong B, H.Tan Hiép
109, khom B, Thi tran Tan Hiép, .
366 | Cua hang Hai Luu - NPP nhya Binh Minh om K ]A ranm anHiep Kién Giang
Huyén Téan Hiép
367 Cura hang Hoang Diing - NPP nhya Binh Chg Kinh 5, ap Bong Tho A, Kién Giang

Minh

X.Thanh Tri, Huyén Tan Hiép
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s ek . : 16B Dién Bién Phu, Phuong An N
368 | Ctra hang Hai Hiéu - NPP nhya Binh Minh R . N TP. Can Tho
Lac, Quan Ninh Kiéu
DNTN Huynh Hai Bang - NPP nhya Binh 101 duong 30 thang 4, Phuong N
369 . R ) R N TP. Can Tho
Minh Xuan Khanh, Quan Ninh Kiéu
. 309L/9 Hoa oc Viét, Phuc¢ )
370 | Ctra hang Cam T - NPP nhya Binh Minh oang Quoc . ¢ . vong TP. Can Tho
An Binh, Quan Ninh Kiéu
‘ 55 Hoang Vian Thy, Phuong A \
371 | Ctra hang Lam Tan - NPP nhya Binh Minh oang an u lﬁmg t TP. Can Tho
Ho6i, Quan Ninh Kiéu
372 CfTa hang Hung Chuong - NPP nhya Binh 110 duong B2, KDC~Th('7i .I:]hl_l't, TP. Cin Tho
Minh P.An Khanh, Q.Ninh Kiéu
373 Cua hz‘n‘lg Hflflg VLXD Bay Tung - NPP 329/10 Ngu?/én Vian .Linh,.IA(P6, TP. Cin Tho
nhya Binh Minh P.An Khanh, Q.Ninh Kiéu
Cua hang Thanh Kiét - NPP nhya Binh 127/10 Mau Than, Phuong An Hoa, N
374 . ) . N TP. Can Tho
Minh Quén Ninh Kiéu
< . . C134/6 Nguyén Vin Cir, Phuong .
375 | DNTN Quoc Toan - NPP nhya Binh Minh ) ) N TP. Can Tho
An Khanh, Q. Ninh Kiéu
L , ) 36B Huynh Thuc Khang, Phuong N
376 | Ctra hang Thanh Trtic - NPP nhya gia dung o . N TP. Can Tho
An Hiép, Q. Ninh Kiéu
101 duong 3 thang 2, Phuong Xua \
377 | DNTN Chi Thanh - NPP nhya Binh Minh HONg > thanlg 2, TAUONE AN | b Can Tho
Khanh, Quan Ninh Kiéu
9/20 CMTS8, Phuong An H¢ \
378 | Cira hang Téo - NPP nhya Binh Minh ’ uong 1o, TP. Can Tho
Quén Ninh Kiéu
Cura hang Thuan Phat - NPP nhya Binh 6 Tan Trao, Phuong Tan An, \
379 . ) - TP. Can Tho
Minh Quan Ninh Kiéu
. 94 Ly Ty Trong, Phuong An Phu, .
380 | DNTN Thanh Ddng - NPP nhya Binh Minh y LTINS, FAUOng AN | 1p Can Tho
Quan Ninh Kiéu
L o . ) 1B/1 duong 3 thang 2 ND, P. An N
381 | Cwra hang Gia Lap - NPP nhya Binh Minh . o N TP. Can Tho
Binh, Quan Ninh Kiéu
DNTN TM DV Thién Phat - NPP nhya Binh 35 Mau Than, Phuong An Hoa, N
382 . . I TP. Can Tho
Minh Quén Ninh Kiéu
s N . . 19 Cho An lac, Dién Bién Phu, N
383 | Cwra hang Anh Vii - NPP nhya Binh Minh ) ] N TP. Can Tho
P.An Lac, Quén Ninh Kiéu
302A/12 QL.91B, Phuong A s
384 | Cua hang Gia Phat - NPP nhya Binh Minh Q - uorr'l‘g t TP. Can Tho
Khanh, Quin Ninh Kiéu
Cura hang Pat Duong - NPP nhya Binh 86A Mau Than, Phuong An Hoa, N
385 . . N TP. Can Tho
Minh Quén Ninh Kiéu
L . . . . 185/4 Khu vuc 5, Phuong An Binh, N
386 | Cira hang Thang Ha - NPP nhya Binh Minh o N TP. Can Tho
Quén Ninh Kiéu
Lo . . . 97 Ngb Quyeén, Phuong An Cu, N
387 | Ctra hang A Quynh - NPP nhya Binh Minh R N TP. Can Tho
Quén Ninh Kiéu
308 Cira hang Ngoc - NPP nhya vt liéu xay 28 Ngu?fén Vé}n Ci.r, Phlfc;mg An TP. Cin Tho
dung Hoa, Quan Ninh Kiéu
389 | CN Céng ty CP BT XL va VLXD tai Can 361 Nguyén Van Cir, Phuong An | TP. Can Tho
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Tho - NPP nhya BM Hoa, Quan Ninh Kiéu
o . . , 90 Nguyén An Ninh, Phudng Tan .
390 | Ctra hang Phudc Lgi - NPP nhya Binh Minh R . N TP. Can Tho
An, Quan Ninh Kiéu
36/11B Tran Viét Chau, Phu¢ .
391 | Cira hang Péc Loi - NPP nhya Binh Minh ran vietthau, FiUONE | b Cn Tho
An Hoa, Quan Ninh Kiéu
392 CfTa hang Lé Thi Sang - NPP nhya Binh 44/1 Khu vuc Thfmh My, Phuong TP. Cin Tho
Minh Lé Binh, Quén Cai Rang
393 CfTa hang Huynh Nam - NPP nhya Binh 16 64, Khu Vl,l’(i 9, Pl‘lu'émg Hung TP. Cin Tho
Minh Phu, Quan Cai Rang
Ctra hang Thanh Thanh - NPP nhya Binh 6 duong B7, KDC Hung Phu, 3
394 . . TP. Can Tho
Minh P.Hung Phu, Quén Cai Rang
121 kh 2, Phuong Ba L4 s
395 | Cira hang Viét Hing - NPP nhya Binh Minh tvue S, PIIONg Ba Hang | 1p. Can Tho
Quén Cai Rang
Lo . . . . 187 khu vuc Phu Quéi, P. Truong N
396 | Ctra hang Kim Thuy - NPP nhya Binh Minh . TP. Can Tho
Thanh, Quéan Cai Rang
o . , 464D khu vyc Phu Thang, P. Tan .
397 | Ctra hang Thu - NPP nhya Binh Minh ] o TP. Can Tho
Phu, Quan Cai Rang
Lo . . i M4 duong 44, khu DC 586, P. Phu N
398 | Cwra hang Sang Giau - NPP nhya Binh Minh i R TP. Can Tho
Thir, Quan Cai Rang
Cura hang Purc Thanh - NPP nhya Binh 167C khu vuc Yén Binh, P. Lé N
399 . . L TP. Can Tho
Minh Binh, Quan Cai Rang
Kh Thanh MY, P. Lé Binh, \
400 | Ctra hang Sau Bé - NPP nhya Binh Minh Hvee f'm . y’v e e TP. Can Tho
Quén Céi Rang
Cura hang VLXD Quan - NPP nhya Binh 174C Tran Quang Di¢u, Khu vuc 5, N
401 . . . TP. Can Tho
Minh P. An Théi, Quén Cai Ring
Cira hang Dién Nudc Ha Pang - NPP nhya 31 Vanh dai Phi Truong, P. An N
402 . ] . R o TP. Can Tho
Binh Minh Théi, Quan Cai Rang
Ctra hang Lé Thanh Tung - NPP nhya Binh 96 ap Nhon Loc I, thi tran Phong .
403 . N i N TP. Can Tho
Minh bién, huyén Phong bién
o ) . , 10/6 KV 2, Lé Hong Phong, P.Tra .
404 | Cua hang Thu Thao - NPP nhya Binh Minh ] . TP. Can Tho
Noc, Q.Binh Thuy
o . . 9/7 Lé Hong Phong, Phuong Tra .
405 | Cua hang Tan Nhat - NPP nhya Binh Minh ) . . TP. Can Tho
Noc, Quéan Binh Thuy
15/12 Lé Hong Phong, Phuong Tra ;
406 | Cira hang Bich Lién - NPP nhya Binh Minh e’ ongA Oflg’ lf’OIlg | TP. Cin Tho
Noc, Quéan Binh Thuy
Cua hang Thanh Long - NPP nhya Binh 88 Nguyén Chi Thanh, Phuong Tra 3
407 ] TP. Can Tho
Minh Noc, Quéan Binh Thuy
L L. . . 21/17 Huynh Phan HY, Phuong N
408 | Cua hang Thai Hung - NPP nhya Binh Minh . , . , TP. Can Tho
Binh Thuy, Quéan Binh Thuy
Lo . ) ap Thai Giai, xa Giai Xuén, N
409 | Cua hang Khoa - NPP nhya Binh Minh R N TP. Can Tho
huyén Phong bién
o o . . ap Nhon Loc 2, Thi tran Phong N
410 | Cua hang Nghiém - NPP nhya Binh Minh TP. Can Tho

Dién, huyén Phong Dién
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Cty TNHH MTV DV Toan Phét - NPP nhya KV Hoa Thanh A, Phuong Thoi N
411 R ] . oA TP. Can Tho
Binh Minh Hoa, Quan O Mén
Cua hang Cudng Mai - NPP nhya Binh 174C Tran Quang Diéu, Phuong N
412 . . R , TP. Can Tho
Minh An Théi, Quan Binh Thay
» . 44A Huynh Phan H9, t0 7, P.Tra .
413 | Cua hang Tién Dat - NPP nhya Binh Minh R TP. Can Tho
An, Quén Binh Thuy
5 117C CMTS, Phuong An Thoi, 3
414 | Cua hang Hong Nga - NPP nhya Binh Minh . g7 n ' TP. Can Tho
Quan Binh Thuy
Khu vuc Tan Xuan, Phuon .
415 | Cua hang Thu Ngan - NPP nhya Binh Minh Y V c1an uein A 8 TP. Can Tho
Truong Lac, Quan O Mon
s Kh Tan Xuan, Phug \
416 | Cira hang Nam Biu - NPP nhya Binh Minh tvue faf Auan, “uong TP. Cin Tho
Truong Lac, Quan O Mon
Lo N . . K1, Thi tran Tam Binh, N
417 | Cua hang Diing Nga - NPP nhya Binh Minh A N Vinh Long
huyén Tam Binh
o . , T6 18, ap Thanh Qudi, xa Thanh .
418 | Cua hang Binh Anh - NPP nhya Binh Minh ) R . Vinh Long
bong, huyén Tam Binh
o . o QL.54, T6 4, ap Vinh Trinh, xa ~
419 | Cua hang Ba Tuoi 1 - NPP nhya Binh Minh . ) R A Vinh Long
Vinh Xuan, huyén Tra On
Nha 1ong Cho Bach Ho
420 | Cta hang Tur Ban - NPP nhya Binh Minh 4 ong Mo Bach Hoa Vinh Long
TP.Vinh Long
Cura hang Minh Thién - NPP nhya Binh T6 5, ap Tan Lap, xa Tan Thanh, .
421 . Vinh Long
Minh huyén Binh Tan
Cura hang Minh Tuan - NPP nhya Binh 832/15 Ngb Quyén, Thi tran Cai .
422 . 3 ) Vinh Long
Minh Von, huyén Binh Minh
. 435/10 Phan Van Nam, Thi tran Cai N
423 | Cua hang Anh Tin - NPP nhya Binh Minh N ) . Vinh Long
Von, huyén Binh Minh
Cira hang Nguyén Hiru Tri - NPP nhya Binh ap Tan Lap, xa Tan Luoc, N
424 . N R Vinh Long
Minh huyén Binh Tén
Ctra hang Viét Thanh - NPP nhya Binh T4 15, ap Tan Thuén, xi Tan Lugc, .
425 . ) K Vinh Long
Minh huyén Binh Tan
o . ) , T 71, ap Hoa Binh, xa Nguyén .
426 | Cua hang Hai Lé - NPP nhya Binh Minh . . ) K Vinh Long
Vian Thanh, huyén Binh Tan
L . . o T6 13, 4p Thanh Pha, xa Thanh .
427 | Cura hang Huynh Tri - NPP nhya Binh Minh ) . R Vinh Long
Loi, huyén Binh Tan
T6 14, ap Ngai Hoa, xa Hoa Binh,
428 | Cua hang Tuy Loan - NPP nhya Binh Minh o ap gai oa‘ )ia oa B Vinh Long
huyén Tra On
Cura hang Thanh Luan - NPP nhya Binh S6 10/9, ap Hiéu Minh, xa Hiéu 5
429 . o N Vinh Long
Minh Nhon, huyén Viing Liém
Cua hang Oanh Ngan - NPP nhya Binh QL.54, ap Phu Ly 1, xa BDong Binh, .
430 . e ) Vinh Long
Minh huyén Binh Minh
1130/3 4p Dong Hoa 2, xa Do
431 | Cira hang Anh Pao - NPP nhua Binh Minh AP POng oA S XA FONE | Vinh Long
Thanh, huyén Binh Minh
432 | Cua hang Ut Hau - NPP nhya Binh Minh Cho Cau B9, ap Truong Tho, xa Vinh Long
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Thoi Hoa, huyén Tra On
Cua hang Nghia Thanh - NPP nhya Binh ap Tan Quang, xa Hicu Phung, .
433 . s . Vinh Long
Minh huyén Viing Liém
" ap An Dién, xa Trung Hié
434 | Ctra hang Ut Liéu - NPP nhya Binh Minh ap Al lf:n’ XNa mTIAg e Vinh Long
huyén Viing Liém
137 Lo A, Thi tran Viing Liém,
435 | Cua hang Hoa Hiép - NPP nhya Binh Minh © R ! Nran Hng rem Vinh Long
huyén Viing Liém
Cura hang Loc Nhung - NPP nhya Binh 250 ap My Phu, xa My Loc, huyén .
436 . . Vinh Long
Minh Tam Binh
to 26, ap 6B, xa Long Phy
437 | Cira hang Tt Anh - NPP nhya Binh Minh 0= apA Xa (Tng - Vinh Long
huyén Tam Binh
s . , . . 1/1 Khém 1, Thi trin Tam Binh, N
438 | Cua hang Nam Tin - NPP nhya Binh Minh . . Vinh Long
huyén Tam Binh
Ctra hang Thanh Hién - NPP nhya Binh 75/11 Tran Pai Nghia, Phuong 4, .
439 . N Vinh Long
Minh TP.Vinh Long
o . . 158 ap My Phii, xd My Loc, .
440 | Cua hang Lam Dat - NPP nhya Binh Minh " . Vinh Long
huyén Tam Binh
Ctra hang Tu4an Muoi Pht - NPP nhya Binh | 1C/1 4p Thanh Hung, xi Loc Hoa, .
441 . R N Vinh Long
Minh huyén Long Ho
Cty TNHH TM XD Thanh L&m - NPP nhya 170/12 TL.902 ap Thanh My, xa .
442 N . ) Vinh Long
Binh Minh Thanh Puc, H.Long H6
Cura hang Tri€u Thuén Phat - NPP nhya 615/33 ap Thuén Ticn, xd Thuan .
443 . . . Vinh Long
Binh Minh An, huyén Binh Minh
Lo o . . t6 13 ap Tan Ldc, xa Tan Lugc, N
444 | Cua hang Thai Toan - NPP nhya Binh Minh o R Vinh Long
huyén Binh Tan
o . , 95 Nguyén Vin Cu, _
445 | Cira hang La Duong - NPP nhya Binh Minh o R An Giang
Thi xa Tan Chau
Cua hang Van Tuong - NPP nhya Binh 7 Suong Nguyét Anh, Phuong .
446 . j . . An Giang
Minh Chau Phu, Thi xa Tan Chau
Cua hang Huynh Nhi - NPP nhya Binh Khom Long Hung, Phuong Long .
447 . . An Giang
Minh Chéu, Thi x4 Tan Chau
Lo N . . ép 4, thi trAn An Phu, .
448 | Cua hang Ba Kién - NPP nhya Binh Minh ) ] An Giang
huyén An Phu
449 Cf.ra hang Lam Bao Ngoc - NPP nhya Binh 50 Hai Ba Trung, Phudrig My An Giang
Minh Long, TP.Long Xuyén
450 ny TNHH TM Thuén Phét - NPP nhya 327/5A Hung Vuong, Phufmg My An Giang
Binh Minh Long, TP.Long Xuyén
L N . . . ap Thanh Pht, xa Khanh An, .
451 | Cua hang Hiru Loi - NPP nhya Binh Minh R , An Giang
huyén An Phu
o . , 87 Suong Nguyét Anh, P.Chau Phu _
452 | DNTN Hu¢ Cuong - NPP nhya Binh Minh e 2 An Giang
A, Thi xa Chau Boc
< 50 Nguyén Trai, P.MJ Long, :
453 | DNTN Tam Lidu - NPP nhya Binh Minh guyen tra, £y Long An Giang

TP.Long Xuyén
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Cua hang Thanh Diing - NPP nhua Binh 22 Nguyén Dinh Chiéu, Phudng .
454 . - K An Giang
Minh My Long, TP.Long Xuyén
Ctra hang Ti€p Thanh - NPP nhya Binh 34 Thuong Pang Lé, P.Chau Phu .
455 . o A X An Giang
Minh A, Thi xa Chau Bo6c
. 582/12 Ha Hoang HO, Phuong My .
456 | Cura hang Tién Phat - NPP nhya Binh Minh A roang Ho, TIUORE MY | An Giang
Hoa, TP.Long Xuyén
457 CfTa hang Thuan Thao - NPP nhya Binh 35 N%uyén DBinh Chiéu, Phl;r(‘mg An Giang
Minh My Long, TP.Long Xuyén
458 CfTa hang Thuan Thanh - NPP nhya Binh ap Trung 1: thi tltén Fhﬁ My, An Giang
Minh huyén Phu Tan
. 8 Thoai Ngoc Hau, 4p Long Thi D, _
459 | Cira hang Hién - NPP nhya Binh Minh 01 Mgge iau, ap ~ofls 1 An Giang
TT.Tan Chau, TX.Tan Chau
L , Suong Nguyét Anh, Phuong Chau .
460 | Cua hang Théao - NPP nhya VLXD ) 2 An Giang
Phua A, TX. Chau Boc
Coéng ty TNHH MTV Xuén Thi - NPP nhya 10 Lé Xuan Anh, Phuong 12, N ,
461 R . . bong Thap
Binh Minh TP.Cao Léanh
Cua hang Thanh Hung - NPP nhya Binh 250 Hung Vuong, Phuong 2, \ ,
462 . . bong Thap
Minh TP.Cao Lénh
Cong ty TNHH TM DV Pai Phuc - NPP 25, 27, 35 Hung Vuong, Phuong 2, N ,
463 . ) . bong Thap
nhya Binh Minh TP.Cao Lanh
Cura hang Hiép Hung - NPP nhya Binh 7 Hung Vuong, Phuong 2, N ,
464 i « bong Thap
Minh TP.Cao Léanh
. . 243 Pién Bién Phu, Phuong Phu \
465 | Cua hang Pai Thanh - NPP nhya Binh Minh . . bong Thép
My, TP.Cao Lanh
Cty TNHH MTV TM Minh Nhat - NPP 684A, QL.30, xa M§ Tan, A ]
466 . ) . bong Thap
nhya Binh Minh TP.Cao Lanh
o o . , ap Dong My, xa My Hoi, TP.Cao R ,
467 | Cua hang Thuan Loi - NPP nhya Binh Minh Lanh bong Thap
Cura hang Luc Cuong - NPP nhya Binh 164 Tran Hung Dao, Phuong 1, \ ,
468 . bong Thap
Minh TP.Sa Béc
Lo . . . 14 Binh Hiru Thuat, Phuong 2, N .
469 | Cua hang Van - NPP nhya Binh Minh . bong Thap
TP.Sa Béc
o ) ) , 68 QL.80 ap Tam Phu, xi An R )
470 | Cua hang Phudc - NPP nhya Binh Minh R R . bong Thap
Nhon, huyén Chau Thanh
o . . , 93/1 Nguyén Vin Voi, TT. Céi R ]
471 | Cua hang A Bao - NPP nhya Binh Minh . R R . bong Thap
Tau, huyén Chau Thanh
Cua hang Linh Trang - NPP nhya Binh 120 Tran Hung DPao, ap 3, TT.Sa N ,
472 . ) 5 bong Thép
Minh Rai , huyén Tan Hong
Cura hang Minh Quyén - NPP nhya Binh ap 1, Thi tran Sa Rai , N ,
473 . ; bong Thép
Minh huyén Tan Hong
o , ) . i ap 1, Thi trin Sa Rai , N ,
474 | Cua hang Quang Loi - NPP nhya Binh Minh s bong Thap
huyén Tan Hong
475 | Cira hang Quang Tién - NPP nhya Binh Tran Hung Dao, K.2, TT.Tram Pong Thap
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Minh Chim, huyén Tam Néng
Cura hang Tu Nhién 2 - NPP nhya Binh 84 Nguyén Thi Minh Khai, P.An \ ,
476 . N bong Thap
Minh Thanh, Tx.Hong Ngu
Ctra hang Hoang Sang - NPP nhya Binh Nguyén Hué, Khom 1, P.An Thanh, N ,
477 . R Pong Thap
Minh Tx.Hong Ngu
Cura hang Duy Cuong - NPP nhya Binh 342 Khém 1, TT. Lai Vung, N .
478 . R . Pong Thap
Minh huyén Lai Vung
L30,ap T , x4 Tan Thanh, 3
479 | Cua hang 9B - NPP nhya Binh Minh Q P R rung, xa ‘an o Pong Thap
huyén Thanh Binh
L i . . QL.30, ap An Loi, xa An Binh A, N .
480 | Cua hang Anh Kiét - NPP nhya Binh Minh R Pong Thap
Tx.Hong Ngu
219 Tran Hung Dao, KV.3, Phut .
481 | Cua hang Dai Hiép - NPP nhua Binh Minh T TS ?0 wone Hau Giang
5, TP.Vi Thanh
DNTN Huynh Thanh Lo¢i - NPP nhya Binh 249 Tran Hung Dao, Phuong 5, o
482 . . Hau Giang
Minh TP.Vi Thanh
Cua hang Kién Thanh - NPP nhya Binh 363 Tran Hung Pao, KV.2, Phuong o
483 . j Hau Giang
Minh 5, TP.Vi Thanh
L U, . . 317 Tran Hung Pao, Phuong 1, o
484 | Cua hang Vo6 Thanh - NPP nhya Binh Minh i Hau Giang
TP.Vi Thanh
209 Tran Hung Dao, KV.3, Phut ‘
485 | Cua hang Thién Pht - NPP nhya Binh Minh ran Hume ?0 aong Hau Giang
5, TP.Vi Thanh
486 | Cua hang Kim Oanh - NPP nhya Binh Minh | 41 L& Lai, Phuong 1, TP.Vi Thanh Hau Giang
. R 5 Chau Van Liém, KV.1, Phuong 1, o
487 | DNTN Thanh Lap - NPP nhya VLXD . Hau Giang
TP.Vi Thanh
Cutra hang Ngan Thuén - NPP nhya Binh 798 Hung Vuong, KV3, o
488 . R Hau Giang
Minh Thi x8 Nga Bay
95 Tran Hung Pao, Phuong Nga
489 | Cira hang Xuong Ky - NPP nhya Binh Minh ran Hng a0, FIMONE N | Hau Giang
Baéy, Thi x4 Nga Bay
o ) . , 50 Tran Hung Pao, Phuong Nga o
490 | Cua hang Ngoc Bich - NPP nhya Binh Minh . . Hau Giang
Baéy, Thi x4 Nga Bay
L . . . : Tran Hung Dao, Phuong Ngi By, o
491 | Cua hang Hung Hu¢ - NPP nhya Binh Minh o Hau Giang
Thi xa Nga Bay
Ctra hang Dirc Thanh - NPP nhya Binh 4p My Qudi, Thi trin Cay Duong, o
492 ) . N Hau Giang
Minh huyén Phung Hiép
Lo , . ) ap Thi Tran, Thi tran Ng& Sau, o
493 | Cua hang Phtt Hung - NPP nhya Binh Minh R A . Héau Giang
huyén Chau Thanh
L ) ) . ) ap My Qudi, Thi tran Cay Duong, .
494 | Cura hang Kim Thi - NPP nhya Binh Minh ~ N Hau Giang
huyén Phung Hi¢p
Cura hang Hau Phuong - NPP nhya Binh Tran Hung Pao, KV1, Phuong Nga o
495 . , o Hau Giang
Minh Bay, Thi xa Nga Bay
oo . , . ) ap Thi T, Thi tran Mot Ngan, o
496 | Cura hang Nam Nho - NPP nhya Binh Minh ) A . Hau Giang
huyén Chau Thanh A
497 | Cua hang Son - NPP nhya Binh Minh ap Thi T, Thi tran Mt Ngan, Hau Giang
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huyén Chau Thanh A
Lo . . . . ap Thi T, Thi tran Mt Ngan, .
498 | Cua hang Hai Nghia - NPP nhya Binh Minh . A . Hau Giang
huyén Chau Thanh A
ap Thi Ta, Thi tran Rach Goi
499 | Cira hang Bé Em - NPP nhya Binh Minh ap 1 }I, 1 ran . ach Lot Hau Giang
huyén Chau Thanh A
36 ap Thi T, Thi tran Rach Goi, .
500 | Ctra hang Hung - NPP nhua Binh Minh ) ) ) Hau G
a hang Hung nhya Binh Min huyén Chau Thanh A au Giang
Cura hang Huynh Purc - NPP nhya Binh 89 ap Tan Phu A, Thi tran Cai Tac, .
501 . R ) . Hau Giang
Minh huyén Chau Thanh A
L . ) ap Thanh Loi A1, xa Tan Long, o
502 | Ctra hang Ngoc Son - NPP nhya Binh Minh R . Hau Giang
huyén Phung Hiép
Cho Cau Trang, xa Tan Long,
503 | Cira hang Minh Tan - NPP nhya Binh Minh o Lau Trang, xa 1an Long Hau Giang
huyén Phung Hiép
Lo . . . ap Truong Khanh 1, xi Long .
504 | Cwra hang B¢ Linh - NPP nhya Binh Minh R o Hau Giang
Thanh, huyén Phung Hiép
Lo . . . &3 ép Long Hoa Al, x4 Long ) .
505 | Ctra hang Mai Loan - NPP nhya Binh Minh . . Hau Giang
Thanh, huyén Phung Hiép
o ] . , Cho 14 ngan, 4p 1, xa Vi Thanh, .
506 | Cwra hang Bay Be - NPP nhya Binh Minh e Hau Giang
huyén Vi Thuy
Cura hang Purc Thuédn - NPP nhya Binh TL 925, ap Thuan Hung, Thi tran .
507 . L i R . Hau Giang
Minh Ngé Sau, huyén Chau Thanh
Cuira hang Hung Dung - NPP nhya Binh ap Thi Tran, Thi tran Ng& Sau, o
508 . R N . Hau Giang
Minh huyén Chau Thanh
L . . ) ap Pha Nhon, xa Dong Pht, o
509 | Cira hang Nam Pam - NPP nhya Binh Minh R 3 . Hau Giang
huyén Chau Thanh
Lo . . . 4p 1, Thi trin Nang Mau, .
510 | Ctra hang Ngoan Thi - NPP nhya Binh Minh e Héau Giang
huyén Vi Thuy
L P . ) ap 1, Cho Nang Mau, Thi trdn Nang o
511 | Cwra hang Ch¢ Hia - NPP nhya Binh Minh o Hau Giang
Mau, huyén Vi Thuy
Cua hang Thanh Hué - NPP nhua Binh 159 duong 30/4, P.Thuan An, .
512 ) CoL N Hau Giang
Minh Thi x4 Long My
Lo . . . ép 1, Thi tran Nang Mau, .
513 | Cira hang Giao Chon - NPP nhya Binh Minh o Hau Giang
huyén Vi Thuy
Lo . . . ép 1, Thi tran Long My, .
514 | Ctra hang Sai - NPP nhya Binh Minh K N Héau Giang
huyén Long My
Lo . . . ap 3, Thi tran Long My, .
515 | Ctra hang D6 Thanh - NPP nhya Binh Minh N "~ Hau Giang
huyén Long M¥
Cura hang Chinh Hiéu - NPP nhya Binh ap Tan Binh, xa Long Phu, .
516 . R N Hau Giang
Minh huyén Long My
Cura hang Trung Kién - NPP nhya Binh ap Long Hoa, xa Long Ph, .
517 . R . Hau Giang
Minh huyén Long My
o . . . ap 1, Thi tran Nang Mau, .
518 | Ctra hang Bay Mau - NPP nhya Binh Minh Hau Giang

huyén Vi Thuy
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L , ap 1, Thi tran Nang Mau, o
519 | Cwra hang T Phuong - NPP nhya VLXD e Hau Giang
huyén Vi Thuy
Cua hang Thanh Binh - NPP nhya Binh ap 1, Thi trin Nang Mau, o
520 . e, Hau Giang
Minh huyén Vi Thuy
Cura hang Trir Nhung - NPP nhya Binh .
521 Mirih ang i ne fhva Bin ap 1, xa Vi Thanh, huyén Vi Thuy Hau Giang
o , . ap Nam Hai, xa Pai Hai, , .
522 | Cura hang Tam Chung - NPP nhya VLXD N Séc Trang
huyén Ké Sach
o . ap bong Hai, xa Pai Hai, . .
523 | Cura hang Anh Giang - NPP nhya VLXD i, Séc Trang
huyén Ké Sach
ip Mang C4, xa Dai Hai,
524 | Cira hang Trung Thity - NPP nhya VLXD ap Yang ~-a, xa Bl Hat Séc Tring
huyén Ké Sach
525 | Ctra hang Tu Thao - NPP nhya VLXD 4p SO 1, xa K& An, huyén Ké Sach | Séc Trang
Lo I Nam Séng Hau, 4p An Théi, xd An . .
526 | Ctra hang Thuan Hoa - NPP nhya VLXD R i Séc Trang
Lac Thon, huyén Ké Sach
L e, ap An Ninh 2, x3 An Lac Thon, , .
527 | Cura hang L€ Phat - NPP nhya VLXD e Séc Trang
huyén Ké Sach
L ap An Ninh 2, x3 An Lac Thon, , .
528 | Cura hang Long - NPP nhya VLXD e Séc Trang
huyén Ké Sach
Cura hang Minh Duy 2 - NPP nhya Binh ap An Ninh 2, xa An Lac Thon, , .
529 . e Séc Trang
Minh huyén Ké Sach
ip An Ninh 2, Thi trin K& Séch,
530 | Cira hang Luu Y - NPP nhya Binh Minh ap A 2, 2 Al e Sac Séc Tring
huyén Ké Sach
o , . , ap Ninh Théi, x Théi An Hoi, o
531 | Ctra hang Phi Long - NPP nhya Binh Minh o Séc Trang
huyén Ké Sach
o , ) . 286 4p An Trach, xa An Hiép, o
532 | Cwra hang Ngoc Vinh - NPP nhya Binh Minh R . . Séc Trang
huyén Chau Thanh
o ) , 4p Phu Thanh B, x4 Phii Tén, o
533 | Ctra hang Tan Phong - NPP nhya Binh Minh R . . Séc Trang
huyén Chau Thanh
Cura hang Thanh Danh - NPP nhya Binh ap Phudc Loi, xa Pha Tan, , .
534 . R . . Séc Trang
Minh huyén Chau Thanh
Cira hang Trung Kién - NPP nhya Binh 196 Tran Hung Dao, Phuong 2, , .
535 . ) B Séc Trang
Minh TP.Séc Trang
Cura hang Cuong Hung - NPP nhya Binh 22 Ham Nghi, Khém 1, Phuong 1, , .
536 . , . Séc Trang
Minh TP.Séc Trang
Cua hang Hi¢p Hung - NPP nhya Binh 56 Pong Khoi, Phuong 9, , .
537 . ) . Séc Trang
Minh TP.So6c Trang
Cua hang Hoang Diing - NPP nhya Binh 54 Lé Lgi, Khom 4, Phuong 6, ) .
538 . ) . Séc Trang
Minh TP.So6c Trang
o . i 100 Lé Hong Phong, Khom 4, , .
539 | Cua hang Phuong - NPP nhya Binh Minh . ) B Séc Trang
Phuong 3, TP.Sé6c Trang
540 | Cua hang Khanh Van 2 - NPP nhya Binh 16 Nguyén Vin Trdi, Khém 1, Séc Trang
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Stt Tén don vi Dia chi
Minh Phuong 1, TP.S6c Tring
Cua hang Hao Kiét Phat - NPP nhua Binh 172 QL.1, Khém 1, Phuong 7, . .
541 . , 3 Séc Trang
Minh TP.S6c Trang
Cong ty TNHH An Phd - NPP nhya Binh 38 duong Lién Tinh, Phuodng 3, o
542 . . Bac Liéu
Minh TP.Bac Liéu
Cua hang Tin Thanh II - NPP nhya Binh duong Lién Tinh, Phuong 5, o
543 . . Bac Liéu
Minh TP.Bac Liéu
. 13 Ly Thuong Kiét, Phuong 3, )
544 | Cua hang Tan Hung - NPP nhya Binh Minh Y £ 1¢.A ne Bac Liéu
TP.Bac Liéu
L . . ) Khu d6 thi méi, Phuong 3, i
545 | Ctra hang Hoa Trang - NPP nhya Binh Minh N Bac Liéu
TP.Bac Liéu
Cura hang Minh Luan - NPP nhya Binh 130/4 Tran Phu, K2, Phuong 7, o
546 . ] Bac Liéu
Minh TP.Bac Liéu
Cong ty TNHH MTV Tin Thanh - NPP nhya 96 Tran Phu, Phuong 7, N
547 R . . Bac Liéu
Binh Minh TP.Bac Liéu
Ctra hang Tu4n Khang - NPP nhya Binh 319 Cao Vin Lau, K3, Phuong 5, N
548 . ] Bac Liéu
Minh TP.Bac Liéu
L e . , 146A Tran Huynh, Phuong 1, .
549 | Cwra hang Mai Diing - NPP nhya Binh Minh . Bac Liéu
TP.Bac Liéu
. 40/198 Hoang Diéu, Phuong 1, )
550 | Ctra hang Ngoc Yén - NPP nhya Binh Minh oang 1@11 Hong Bac Liéu
TP.Bac Liéu
Cong ty TNHH MTV Thuan Hung - NPP 156 V& Thi Sau, Phuong 8, N
551 . . Bac Liéu
nhya Binh Minh TP.Bac Liéu
Cura hang Hai Duong - NPP nhya Binh 77 V& Thi Sau, Phuong 8, i
552 . N Bac Liéu
Minh TP.Bac Liéu
. . QL.1A, éip Thi Tran A, Thj trin .
553 | Ctra hang Nhu Thinh - NPP nhya Binh Minh . R . Bac Liéu
Hoa Binh, huyén Hoa Binh
Cong ty TNHH Lién Phat - NPP nhya Binh 449 QL.1A, 4p Tan Tao, Thi tran N
554 . N o . Bac Liéu
Minh Chau Hung, huyén Vinh Loi
Ctra hang Ong Nu6c Hung - NPP nhya Binh | 255 QL.1A, 4p Phudc Thanh 1, xa N
555 . o . Bac Liéu
Minh Long Thanh, huyén Vinh Loi
Ctra hang Bach Dang - NPP nhua Binh 246A/1, K.Pau Lo, Phuong Nha N
556 . ) Bac Liéu
Minh Mat, TP.Bac Liéu
Cira hang Nghia Phat - NPP nhya Binh 139 Lé Loi, Khom 2, Phuong 2, .
557 . . Ca Mau
Minh TP.Ca Mau
558 Cf.ra hang Tap Nguyén - NPP nhua Binh 8 Ly Bon, Khé‘m 2, Phuong 2, CA Mau
Minh TP.Ca Mau
‘ ) Khém 8, Thi tran Théi Binh, .
559 | Cua hang Canh Hoa - NPP nhya Binh Minh A T Ca Mau
huyén Théi Binh
Lo . . . 161 Nguyén Tat Thanh, Khom 8, .
560 | Ctra hang Nhi - NPP nhya Binh Minh Ca Mau

Phuong 8, TP.Ca Mau
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PHU LUC 19

CO CAU MAU NGHIEN CUU PINH LUQNG CHINH THUC

Stt Noi dung Phan loai S6 lwong Ty 1€ (%)
Nam 289 52%
1 Gidi tinh Nir 271 48%
Cong : 560 100%
Quan ly 440 79%
2 Vi tri Nhan vién 120 21%
Cong : 560 100%
Dudi 30 tudi 75 13%
30 < tudi <40 153 27%
3 Do tudi 40 < tudi < 50 230 41%
Trén 50 tudi 102 19%
Cong : 560 100%
Dudi 3 nam 39 7%
N 3<nam<6 80 14%
Tham nién _
4 ~ i 6<nam< 10 172 31%
cbng tac
Trén 10 nam 269 48%
Cong : 560 100%
TP. HCM 207 37%
. Khu vuc Mién Tay Nam B9 262 47%
(Vi tri dia 1y) Mién Pong Nam Bo 91 16%
Cong : 560 100%
Cong ty co phan 7 1%
Coéng ty TNHH 61 11%
Hinh thire
6 o DNTN 33 6%
s¢ hiru von _ -
HO KD ca thé 459 82%
Cong : 560 100%

Nguon :

Téng hop dit liéu nghién civu dinh lwong chinh thire ciia tdc gid.
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PHU LUC 20

KET QUA CRONBACH ALPHA
(Nghién ciru dinh lwgng chinh thirc)

1. Thang do Long tin

Reliability Statistics

Cronbach's Alpha N of Items
.873 5

Item-Total Statistics

Scale Mean if Scale Variance if |Corrected Item-Total | Cronbach's Alpha if
Item Deleted Item Deleted Correlation Item Deleted
LT1 23.14 13.262 .700 .846
LT2 23.04 13.402 714 .843
LT3 23.10 13.043 723 .840
LT4 23.04 13.234 .693 .848
LTS 22.79 13.990 672 .853
2. Thang do Cam két
Reliability Statistics
Cronbach's Alpha N of Items
.861 4

ltem-Total Statistics

Scale Mean if Scale Variance if |Corrected Item-Total | Cronbach's Alpha if
Item Deleted Item Deleted Correlation Item Deleted
CK1 17.97 5.649 .665 .841
CK2 17.96 5.473 732 .814
CK3 17.88 5.279 749 .806
CK4 17.91 5.536 .688 .832

3. Thang do Su hai long

Reliability Statistics

Cronbach's Alpha N of Items

.906
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tem-Total Statistics

Scale Mean if Scale Variance if Corrected Item- | Cronbach's Alpha if

Item Deleted Item Deleted Total Correlation Item Deleted
SHL1 17.84 6.142 771 .885
SHL2 17.84 6.099 .815 .870
SHL3 17.86 5.867 .816 .869
SHL4 17.80 5.936 .758 .891

4. Thang do Chét lwong san phim

Reliability Statistics

Cronbach's Alpha

N of ltems

.841

Iltem-Total Statistics

Scale Mean if

Scale Variance if ltem

Corrected Item-

Cronbach's Alpha if

Item Deleted Deleted Total Correlation Item Deleted
CLSP1 12.10 2.550 .700 .786
CLSP2 12.06 2.751 .745 .743
CLSP3 11.91 2.773 674 .808

5. Thang do Chét lwong giao hang

Reliability Statistics

Cronbach's Alpha

N of Iltems

.879

ltem-Total Statistics

Scale Mean if Scale Variance if Corrected Item- Cronbach's Alpha if

Item Deleted Item Deleted Total Correlation Item Deleted
CLGH1 11.40 3.048 762 .832
CLGH2 11.32 2.930 J74 .821
CLGH3 11.38 2.880 762 .832

6. Thang do Thong tin thj trwomg

Reliability Statistics

Cronbach's Alpha

N of ltems

.837
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tem-Total Statistics

Scale Mean if | Scale Variance if Corrected Item- Cronbach's Alpha if

Item Deleted Item Deleted Total Correlation Item Deleted
TTTT1 16.77 4.999 479 .881
TTTT2 16.96 4.555 747 .760
TTTT3 16.97 4.588 .730 767
TTTT4 16.95 4.406 .750 757

7. Thang do Su giao tiép

Reliability Statistics

Cronbach's Alpha

N of ltems

.885

4

Iltem-Total Statistics

Scale Mean if Scale Variance if Corrected Item- Cronbach's Alpha if

Item Deleted Item Deleted Total Correlation Item Deleted
SGT1 17.42 6.383 .740 .855
SGT3 17.36 6.384 799 .834
SGT4 17.44 6.110 769 .844
SGT5 17.23 6.620 .689 .874

8. Thang do Twong tac ca nhan

Reliability Statistics

Cronbach's Alpha N of Items
.878 4
Item-Total Statistics

Scale Mean if | Scale Variance if Corrected Item- Cronbach's Alpha if

Item Deleted Item Deleted Total Correlation Item Deleted
TTCN1 17.77 6.724 713 .852
TTCN2 17.77 6.712 729 .846
TTCN3 17.74 6.557 .784 .824
TTCN4 17.72 6.877 .718 .850

9. Thang do Thim viéng

Reliability Statistics

Cronbach's Alpha

N of Items

.828

4
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Iltem-Total Statistics

Scale Mean if | Scale Variance if [Corrected Item-Total | Cronbach's Alpha if

Item Deleted Item Deleted Correlation Item Deleted
TV1 17.09 6.008 .652 784
TV2 17.13 5.505 745 740
TV3 17.23 5.867 578 .819
TVA4 16.91 5.858 .648 .785

10. Thang do Hi¢u qua kinh doanh

Reliability Statistics

Cronbach's Alpha

N of ltems

901

4

Item-Total Statistics

Scale Mean if

Scale Variance if

Corrected Item-

Cronbach's Alpha if

Item Deleted Item Deleted Total Correlation Item Deleted
HQKD1 16.85 8.996 .780 .873
HQKD2 16.81 8.971 .803 .865
HQKD3 16.76 8.775 .759 .880
HQKD4 16.78 8.287 .783 .873

11. Thang do Su hop tac

Reliability Statistics

Cronbach's Alpha

N of Items

.909

3

Item-Total Statistics

Scale Mean if

Scale Variance if

Corrected Item-

Cronbach's Alpha if

Iltem Deleted Item Deleted Total Correlation Iltem Deleted
SHT2 12.24 3.519 .788 .895
SHT3 12.32 3.098 .837 .852
SHT4 12.25 3.028 .833 .856
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KET QUA PHAN TICH EFA
(Nghién ciru dinh lwgng chinh thirc)

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .942
Bartlett's Test of Sphericity Approx. Chi-Square 16102.911
df 861
Sig. .000
Total Variance Explained
Rotation Sums
Extraction Sums of Squared of Squared
Initial Eigenvalues Loadings Loadings®
% of Cumulative % of Cumulative
|Factor Total Variance % Total Variance % Total
1 15.593 37.127 37.127 15.267 36.350 36.350 5.953
2 3.038 7.234 44.361 2.724 6.485 42.835 9.291
3 2.174 5.177 49.538 1.877 4.470 47.305 9.977
4 1.961 4.669 54.207 1.635 3.892 51.197 6.622
5 1.592 3.791 57.998 1.274 3.032 54.229 10.705
6 1.321 3.145 61.143 1.028 2.448 56.677 10.763
7 1.301 3.097 64.240 1.004 2.390 59.066 8.084
8 1.222 2.910 67.150 .888 2.115 61.182 9.154
9 1.189 2.831 69.981 .847 2.016 63.197 7.491
10 1.094 2.604 72.585 .769 1.832 65.029 9.757
11 1.017 2.421 75.006 719 1.711 66.740 8.899
12 778 1.853 76.859
13 .643 1.530 78.389
14 573 1.365 79.754
15 551 1.312 81.066
16 .527 1.255 82.321
17 .456 1.085 83.406
18 .448 1.066 84.472
19 434 1.034 85.506
20 419 .998 86.503
21 .388 .923 87.426
22 .362 .863 88.289
23 .348 .828 89.116
24 .329 .783 89.900
25 .325 775 90.674
26 .307 731 91.405




27
28
29
30
31
32
33
34
35
36
37
38
39
40
41
42

291
.289
.283
.269
.255
247
242
.240
.223
.213
.205
196
.190
.166
157
144

.694
.688
.674
.640
.607
.588
577
572
531
.508
487
466
453
.395
373
.342

92.099
92.786
93.460
94.101
94.707
95.296
95.872
96.444
96.975
97.483
97.970
98.437
98.890
99.285
99.658
100.000
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Extraction Method: Principal Axis Factoring.
a. When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.

Pattern Matrix®

Factor
1 2 3 4 5 6 7 8 9 10 11
HQKD1 .879| .059| .041| -.029| -.049| -.012| -.004| -.037| .168| -.065 -.060
HQKD2 .873| -.036( -.005| -.026| .082( .003| -.023| -.023| .033| -.002 -.006
HQKDA4 .797( -.038( -.012| .022| .029( .018| .022| .028| -.096( .028 .050
HQKD3 .745( .044| -.021| .035| -.018( .001| .021| .054| -.068| .037 .042
CK3 .005( .879| -.076| -.095| .005( -.065| -.009| .071| .034| .073 -.044
CK2 .063( .878| -.053| .052| .018( -.017| .047] -.034| -.132| .012 -.009
CK1 -.002| .704] .100| .034]| -.085( .054| -.053| -.113| .022| -.002 .100
CK4 -072| .608| .057| -.015| .107( -.001| .003| .089| .100| -.048 -.018
LT3 .013| -.134| .938| -.022| -.033| -.134| .035| .075| -.039| .054 -.005
LT2 .001| .082| .799| .014| -.057| -.003| -.025| -.067| -.048| .015 .044
LT4 .051( -.021( .696| .039| .053( .083| .017| .060| -.150( .007 -.033
LT1 -.050| .165| .638| -.038| .076| .028| -.042| -.039| .127( -.064 .006
LT5 -.058| .027| .459| .027| .166| .121| .048] -.013| .157( -.031 -.009
TTTT4 .002( .033| -.011| .863| .021| -.029| -.009| -.039( .037| .007 -.034
TTTT3 .034( .014| .040| .861| -.048| .054| -.056| -.037| -.004| -.034 -.026
TTTT2 -.013| -.009| .003| .839| .002( -.040| .032| .049| .014| -.015 -.005
TTTT1 -037| -.085| -.042| .494] .023| -.036| .011| .033| .024| .055 .104
SHL2 .057| -.044| .030| -.023| .928| .036| -.076| -.049| -.018| -.009 -.001
SHL3 .057| .001| -.024| -.030| .899| -.009| -.010| -.020| -.016| .019 .001
SHL1 -.024| .042| .043| .018| .785( -.116| .015| .001| .045( .007 .012
SHL4 -.066| .054( -.048| .048| .736| .002| .029| .033| .026( .014 .034




TTCN3
TTCN2
TTCN1
TTCN4
SHT3
SHT4
SHT?2
TV2
TV1
TV4
TV3
CLSP2
CLSP1
CLSP3
SGT3
SGT4
SGT1
SGT5
CLGH2
CLGHS3
CLGH1

-.023
.028
.019

-.018

-.048
.020
.055

-.031
.050
.049

-.027
.071

-.003

-.026
.005

-.020
.011

-.007
.030

-.018
.008

.018
-.030
-.112

.107
-.027

.046
-.017

.016

.000

.050
-.081
-.046

.007

.015

.017

.008

.018

.070

.085
-.074

.009

-.023
-.048
.072
-.069
-.036
-.010
.079
-.020
.096
.080
-.088
-.062
-.014
-.046
-.010
.018
.045
.006
-.044
.018
.056

-.032
.022
-.043
.008
.022
.004
-.061
-.043
-.019
.054
.065
.030
.033
-.009
-.024
.002
.018
.045
.015
-.024
.029
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.016
-.067
-.062

.067
-.026
-.022
-.010
-.066
-.060

.032

115
-.009
-.022

.085

.035
-.008
-.025

.039

.016

.103
-.090

.899
.866
.766
126
-.009
-.010
-.017
-.066
-.037
115
.094
-.009
-.039
.105
-.047
.018
.035
161
.007
.021
.005

.006
-.077
-.007

.085

.958

.895

.810
-.091
-.040

.083

.100
-.004

.037

.035
-.044

.087
-.042

.040

.015

.007

.002

-.004
-.017
-.051
.090
-.027
.014
-.041
978
.740
.565
.540
.030
-.025
.055
.000
.017
.000
.017
-.006
-.004
.052

-.016
-.011
.093
-.032
.023
-.008
.053
.065
.084
-.133
-.062
.860
.802
.669
.003
-.060
.106
-.012
-.059
-.017
.086

-.049
.037
.106

-.079
.009

-.018
.008

-.004
.012

-.012
.025
.023
.036

-.038
.928
779
.761
480

-.018
.003

-.010

.018
.030
-.003
-.037
.010
-.004
.016
.070
-.015
-.075
-.004
.020
-.022
-.001
.007
-.005
-.052
.062
.835
.817
74

Extraction Method: Principal Axis Factoring.
Rotation Method: Promax with Kaiser Normalization.

a. Rotation converged in 7 iterations.
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PHU LUC 22
KET QUA PHAN TiCH CFA — CAC THAM SO KHAC
(Nghién ciru dinh luwgng chinh thirc)

Model Fit Summary

CMIN

Model NPAR CMIN DF P CMIN/DF
Default model 117 1429.849 663 .000 2.157
Saturated model 780 .000 0

Independence model 39 15260.476 741 .000 20.594
RMR, GFI

Model RMR GFlI  AGFI PGFI

Default model .040 877 855 746

Saturated model .000 1.000

Independence model .338 162 118 154

Baseline Comparisons

Model NFl  RFI IFI  TLI CEl
Deltal rhol Delta2 rho2

Default model 906 .895 947 941 947

Saturated model 1.000 1.000 1.000

Independence model .000 .000 .000 .000  .000

Parsimony-Adjusted Measures

Model PRATIO PNFI PCFI

Default model 895 811  .847

Saturated model .000 .000 .000
Independence model 1.000 .000 .000

NCP

Model NCP LO 90 HI 90
Default model 766.849 661.655 879.770
Saturated model .000 .000 .000
Independence model | 14519.476 14121.250 14924.086
FMIN

Model FMIN FO LO90 HI9%
Default model 2.558 1.372 1.184 1574
Saturated model .000 .000 .000 .000
Independence model | 27.300 25.974 25.262 26.698
RMSEA

Model RMSEA LO90 HI9 PCLOSE

Default model .045 .042 .049 .989
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Model RMSEA LO90 HI9 PCLOSE
Independence model .187 .185 190 .000

AIC

Model AIC BCC BIC CAIC
Default model 1663.849  1681.884  2170.218  2287.218
Saturated model 1560.000  1680.231  4935.791  5715.791
Independence model | 15338.476 15344.487 15507.265 15546.265
ECVI

Model ECVI LO9 HI9 MECVI

Default model 2976  2.788  3.178 3.009

Saturated model 2791 2791 2791 3.006
Independence model | 27.439 26.727 28.163  27.450

HOELTER
HOELTER HOELTER
Model
.05 .01
Default model 284 294
Independence model 30 31

Minimization: .084
Miscellaneous: 1.918
Bootstrap: .000

Total: 2.002
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PHU LUC 23
DANH SACH CHUYEN GIA THAM DU THAO LUAN TAY POI
(Sau khi kiém dinh gia thuyét nghién ciru)

. . i . Loai hinh P
Stt | Maso | Hovatén Chirc vu Pon vi KD So PT
. | Congty TNHHXD | NPP nh
1 | cG.0L | Vi VanLam | Giam déc i MR 0903848859
SX DV Lan Thanh VLXD
Tran Thanh , . Congty TNHH DT | NPP nhya
2 | CG.02 Gidm dé "1 0903081747
Thién Mo M DV Kim Sen VLXD
Hoang Anh Ctra ha hua D NPP nh
3 | cco3| M9 Chi cira hang | - nong v Buy ) REEIVE 1 0937404217
Ha Tén gia dung
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PHU LUC 24
KET QUA SEM — TAC PONG TRUC TIEP VA GIAN TIEP

CUA CAC MOI QUAN HE
I. Tac ddng tryec tiép - Direct Effects (Group number 1 - Default model)

CLGH SGT CLSP TV TTCN TTTT SHL LT. CK SHT HQKD
SHL 240 .056 375 106 .097 .085 .000 .000 .000 .000 .000
LT. 197 195 301 17 .040 171 .000 .000 .000 .000 .000
CK 139 091 334 .088 128 046 .000 .000 .000 .000 .000
SHT .000 .000 .000 .000 .000 .000 292 183 078 .000 .000
HQKD .000 .000 .000 .000 .000 .000 283 327 -128 000 .000
SHL2 .000 .000 .000 .000 .000 .000 1.000  .000 .000 .000 .000
SHL3 .000 .000 .000 .000 .000 .000 1.070  .000 .000 .000 .000
SHL1 .000 .000 .000 .000 .000 .000 977 .000 .000 .000 .000
SHL4 .000 .000 .000 .000 .000 .000 1.036  .000 .000 .000 .000
LT1 .000 .000 .000 .000 .000 .000 .000 1.000  .000 .000 .000
LT4 .000 .000 .000 .000 .000 .000 .000 973 .000 .000 .000
LT2 .000 .000 .000 .000 .000 .000 .000 1.000  .000 .000 .000
LT3 .000 .000 .000 .000 .000 .000 .000 1.048  .000 .000 .000
CK4 .000 .000 .000 .000 .000 .000 .000 .000 1.000  .000 .000
CcK1 .000 .000 .000 .000 .000 .000 .000 .000 923 .000 .000
CK2 .000 .000 .000 .000 .000 .000 .000 .000 989 .000 .000
CK3 .000 .000 .000 .000 .000 .000 .000 .000 1071 .000 .000
SHT3 .000 .000 .000 .000 .000 .000 .000 .000 .000 1176  .000
SHT4 .000 .000 .000 .000 .000 .000 .000 .000 .000 1211 .000
SHT2 .000 .000 .000 .000 .000 .000 .000 .000 .000 1.000  .000
HQKD1 | .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 1.039
HQKD2 | .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 1.048
HQKD4 | .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 1.097
HQKD3 | .000 .000 .000 .000 .000 .000 .000 .000 .000 .000 1.000
CLGHL | .963 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
CLGH3 | 1.008 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
CLGH2 | 1.000 .000 .000 .000 .000 .000 .000 .000 .000 .000 .000
SGT1 .000 964 .000 .000 .000 .000 .000 .000 .000 .000 .000
SGT4 .000 960 .000 .000 .000 .000 .000 .000 .000 .000 .000
SGT3 .000 1.000  .000 .000 .000 .000 .000 .000 .000 .000 .000
CLSP3 .000 .000 986 .000 .000 .000 .000 .000 .000 .000 .000
CLSPL .000 .000 1.044 000 .000 .000 .000 .000 .000 .000 .000
CLSP2 .000 .000 1.000  .000 .000 .000 .000 .000 .000 .000 .000
TV3 .000 .000 .000 .808 .000 .000 .000 .000 .000 .000 .000
TV4 .000 .000 .000 866 .000 .000 .000 .000 .000 .000 .000
TV1 .000 .000 .000 874 .000 .000 .000 .000 .000 .000 .000
V2 .000 .000 .000 1.000  .000 .000 .000 .000 .000 .000 .000
TTCN4 .000 .000 .000 .000 931 .000 .000 .000 .000 .000 .000
TTCNL .000 .000 .000 .000 916 .000 .000 .000 .000 .000 .000
TTCN2 .000 .000 .000 .000 909 .000 .000 .000 .000 .000 .000
TTCN3 .000 .000 .000 .000 1.000  .000 .000 .000 .000 .000 .000
TTTT2 .000 .000 .000 .000 .000 922 .000 .000 .000 .000 .000
TTTT3 .000 .000 .000 .000 .000 961 .000 .000 .000 .000 .000
TTTT4 .000 .000 .000 .000 .000 1.000  .000 .000 .000 .000 .000
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II. Tac dong gian tiép - Indirect Effects (Group number 1 - Default model)

CLGH SGT CLSP TV TTCN TTTT SHL LT. CK SHT HQKD
SHL .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
LT. .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
CK .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
SHT 117 .059 191 .069 .046 .060 .000 .000 .000 .000  .000
HQKD 115 .068  .162 .075 .024 074 .000 .000 .000 .000  .000
SHL2 .240 .056  .375 .106 .097 .085 .000 .000 .000 .000  .000
SHL3 .257 .060 401 113 .104 .091 .000 .000 .000 .000  .000
SHL1 .234 .055  .366 104 .095 .083 .000 .000 .000 .000  .000
SHL4 .249 .058  .388 110 101 .088 .000 .000 .000 .000  .000
LT1 197 195 .301 171 .040 171 .000 .000 .000 .000  .000
LT4 191 190 .293 167 .039 .166 .000 .000 .000 .000  .000
LT2 197 195 301 171 .040 A71 .000 .000 .000 .000  .000
LT3 .206 204 315 .180 .042 179 .000 .000 .000 .000  .000
CK4 139 091 334 .088 128 .046 .000 .000 .000 .000  .000
CK1 128 .084  .308 .081 118 .042 .000 .000 .000 .000  .000
CK2 137 .090  .330 .087 126 .045 .000 .000 .000 .000  .000
CK3 .149 .097  .357 .094 137 .049 .000 .000 .000 .000  .000
SHT3 .138 .070  .224 .081 .054 .070 .344 215 .092 .000  .000
SHT4 142 072 231 .084 .055 072 .354 222 .095 .000  .000
SHT2 117 059 191 .069 .046 .060 .292 .183 .078 .000  .000
HQKD1 | .119 071  .168 .078 .025 077 .294 .340 -.133 .000  .000
HQKD2 | .120 .071 170 .078 .025 .078 297 .343 -134 .000  .000
HQKD4 | .126 .075 178 .082 .027 .081 311 .359 -.140 .000  .000
HQKD3 | .115 .068  .162 .075 .024 074 .283 .327 -.128 .000  .000
CLGH1 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
CLGH3 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
CLGH2 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
SGT1 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
SGT4 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
SGT3 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
CLSP3 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
CLSP1 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
CLSP2 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
TV3 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
TV4 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
TV1 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
TV2 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
TTCN4 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
TTCN1 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
TTCN2 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
TTCN3 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
TTTT2 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
TTTT3 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
TTTT4 .000 .000  .000 .000 .000 .000 .000 .000 .000 .000  .000
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PHU LUC 25
QUAN HE GIUA CAC KHAI NIEM
TRONG MO HINH CANH TRANH

Hé s6 hoi quy Sai léch Ngudong toi
Mbi quan hé chua chuin chuin han P
hoa (S.E) (C.R)

CLSP - LT 0.304 0.060 5.089 foleal
CLSP =~ CK 0.335 0.052 6.464 folelal
CLSP > SHL 0.377 0.049 7.691 folelal
CLGH = LT 0.198 0.061 3.259 .001
CLGH = CK 0.139 0.052 2.698 .007
CLGH > SHL 0.241 0.049 4.900 folelal
TTTT > LT 0.165 0.051 3.207 .001
TTTT > CK 0.041 0.043 0.950 342
TTTT > SHL 0.079 0.041 1.937 .053
SGT =~ LT 0.194 0.061 3.200 .001
SGT =~ CK 0.091 0.051 1.765 .078
SGT > SHL 0.056 0.048 1.161 .245
TTCN > LT 0.038 0.062 0.611 542
TTICN > CK 0.127 0.053 2.394 .017
TTCN > SHL 0.097 0.050 1.933 .053
TV > LT 0.172 0.065 2.659 .008
TV > CK 0.089 0.055 1.623 105
TV - SHL 0.107 0.052 2.069 .039
LT - HQKD 0.323 0.062 5.196 falelal
CK - HQKD -0.125 0.071 -1.776 .076
SHL = HQKD 0.284 0.069 4.127 folekal
LT - SHT 0.157 0.051 3.091 .002
CK 2> SHT 0.075 0.057 1.326 185
SHL > SHT 0.278 0.056 4.936 folelal
TTTT >  SHT 0.081 0.051 1.596 111

Nguon : Két qua phan tich SEM mé hinh canh tranh cia tac gid.
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PHU LUC 26
KET QUA KIEM PINH BANG BOOTSTRAP VOI N = 1500

M&bi quan hé SE SE-SE | Mean Bias | SE-Bias CR
TTTT > CK 0.049 0.001 0.045 | -0.002 0.001 -2.000
TICN > CK 0.089 0.002 0.148 | -0.003 0.002 -1.500

TV > CK 0.079 0.001 0.101 | 0.002 0.002 1.000
CLSP =~ CK 0.071 0.001 0.339 | 0.005 0.002 2.500
SGT > CK 0.077 0.001 0.103 | -0.002 0.002 -1.000
CLGH =~ CK 0.066 0.001 0.152 | -0.002 0.002 -1.000
CK 2> HQKD | 0.083 0.002 | -0.103 | 0.001 0.002 0.500
CK > SHT 0.086 0.002 0.074 | -0.002 0.002 -1.000
TTTT > LT 0.049 0.001 0.140 | -0.005 0.001 -5.000
TTICN > LT 0.096 0.002 0.033 | -0.007 0.002 -3.500
TV > LT 0.081 0.001 0.167 | 0.006 0.002 3.000
CLSP > LT 0.079 0.001 0.257 | 0.006 0.002 3.000
SGT > LT 0.070 0.001 0.188 | 0.000 0.002 0.000
CLGH =~ LT 0.073 0.001 0.179 | -0.002 0.002 -1.000
LT -> HQKD | 0.087 0.002 0.322 | 0.004 0.002 2.000
LT > SHT 0.089 0.002 0.220 | 0.007 0.002 3.500
TTTT > SHL 0.045 0.001 0.080 | -0.002 0.001 -2.000
TICN > SHL 0.081 0.001 0.107 | -0.003 0.002 -1.500
TV > SHL 0.072 0.001 0.118 | 0.004 0.002 2.000
CLSP > SHL 0.062 0.001 0.361 | 0.005 0.002 2.500
SGT > SHL 0.067 0.001 0.058 | -0.004 | 0.002 -2.000
CLGH =~ SHL 0.063 0.001 0.251 | -0.002 0.002 -1.000
SHL 2> HQKD | 0.087 0.002 0.235 | -0.006 0.002 -3.000
SHL > SHT 0.090 0.002 0.293 | -0.005 0.002 -2.500

Nguon : Két qud phan tich bootstrap cua tac gid.
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PHU LUC 27
CAC GIA THUYET SAU KHI KIEM PINH

Stt trfjijét Noi dung
1 | Hla(+) | Chdt lwong san pham tac dong tich cuc dén 1ong tin giza NSX va NPP.
2 | Hilb (+) | Chdt heong san pham tac déng tich cuc dén cam két giiza NSX va NPP.
3 | Hic(+) | Chdt lwong san pham tac dong tich cuc dén si hai long giiza NSX va NPP.
4 | H2a(+) | Chat hwong giao hang tac dng tich cue dén 1ong tin giza NSX va NPP.
5 | H2b(+) | Chdt lwong giao hang tac déng tich cuc dén cam két giiza NSX va NPP.
6 | H2c(+) | Chatlwong giao hang tic dong tich cuc dén sw hai 1ong giza NSX va NPP.
7 H3a (+) | Thang tin th; trieong tac déng tich cuec d@én long tin giiza NSX va NPP.
8 | H3b(+) | Théng tin thi trieong tac dong tich cue dén cam két giza NSX va NPP.
9 H3c (+) | Théng tin thi truong tdc dong tich cue dén si hai 1ong giiza NSX va NPP.
10 | Hda(+) | Swgiao tiép tdc dong tich cue d@én long tin giiza NSX va NPP.
11 | H4b (+) | Swgiao tiép tdc dgng tich cue dén cam két giiza NSX va NPP.
12 | H4c (+) | Swgiao tiép tdc dgng tich cue dén sie hai long giiza NSX va NPP.
13 | Hb5a(+) | Twong tic cd nhan tic déng tich cuc dén 1ong tin giiza NSX va NPP.
14 | H5b (+) | Twong tdc cd nhén tic dong tich cue dén cam két giza NSX va NPP.
15 | H5c (+) | Twong tdc cd nhan tac dong tich cue dén sw hai 10ng giza NSX va NPP.
16 | H6a (+) | Tham viéng tac dgng tich cue dén 1ong tin giiza NSX va NPP.
17 | H6b (+) | Tham viéng tac dgng tich cue dén cam két giiza NSX va NPP.
18 | H6c (+) | Tham viéng tdc dong tich cue dén su hai 1ong gia NSX va NPP.
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Gia

Stt 2 N@i dung

thuyet
19 | H7a(+) | Long tin giita NSX va NPP tdc dgng tich cye dén hiéu qua kinh doanh.
20 | H7b(-) | Camkét gita NSX va NPP tic dong tiéu cuc dén hiéu qud kinh doanh.
21 | H7c(+) | Swhailong gidta NSX va NPP tic dgng tich cuc dén hiéu qua kinh doanh.
22 | H8a(+) | Long tin giita NSX va NPP tdc déng tich cue dén su hop tac.
23 | H8b (+) | Cam két gita NSX va NPP tic déng tich cuc dén sy hop tac.
24 | H8c (+) | Swhailong gita NSX va NPP tac déng tich cuc dén su hop tac.

Nguon : Téng hop cua tac gid.
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PHU LUC 28

MOI QUAN HE GIUA CAC KHAI NIEM

TRONG MO HINH KHA BIEN
Nhom san pham

Kha bién — nhya VLXD

Kha bién — nhya gia dung

Mobi quan h¢ : :
Estimate | S.E. C.R. P Estimate | S.E. CR. P
TTTT > CK .052 .044 | 1.185 | .236 122 .160 .761 446
TTCN > CK .059 056 | 1.053 | .293 355 172 2.065 | .039
TV > CK .085 .053 | 1.602 | .109 .306 317 .966 334
CLSP > CK 319 052 | 6.160 | *** 426 273 1.559 119
SGT > CK 102 .051 | 2.005 | .045 182 .238 .764 445
CLGH > CK 176 052 | 3412 | *** -.220 281 -.784 433
TTTT > LT 178 .057 | 3.151 | .002 121 .148 817 414
TTCN > LT -.011 072 -150 | .881 .029 154 191 .848
TV > LT .168 .068 | 2473 | .013 .390 299 1.303 192
CLSP > LT 410 066 | 6.227 | *** -.213 .248 -.862 .389
SGT > LT 181 065 | 2.774 | .006 214 221 972 331
CLGH > LT 234 066 | 3.544 | *** 012 .250 .049 961
TTTT > SHL .079 .043 | 1.839 | .006 .355 170 2.092 .036
TTCN > SHL .003 055 | .056 | .955 587 185 3.172 | .002
TV > SHL 125 052 | 2.413 | .016 .262 327 .802 423
CLSP > SHL .380 051 | 7.404 | *** 339 279 1.214 225
SGT > SHL .090 .049 | 1.827 | .068 -.266 .254 -1.048 | .294
CLGH > SHL .246 .051 | 4.838 | *** 294 .287 1.024 .306

Nguon : Két qud wée lirong kha bién cua tac gia.
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PHU LUC 29

MOI QUAN HE GIUA CAC KHAI NIEM
TRONG MO HINH BAT BIEN

Nhom san pham

Bit bién — nhya VLXD

Bét bién — nhya gia dung

Mobi quan h¢ - :
Estimate | S.E. CR. P Estimate | S.E. CR. P
TTTT > CK .051 042 | 1.192 | .233 .051 042 | 1.192 | .233
TTCN > CK 102 .053 | 1.933 | .053 102 .053 | 1.933 | .053
TV > CK 071 .052 | 1.358 | .174 071 .052 | 1.358 | .174
CLSP > CK .342 .051 | 6.651 | *** 342 .051 | 6.651 | ***
SGT > CK 118 .050 | 2.349 | .019 118 .050 | 2.349 | .019
CLGH > CK .149 .050 | 2.951 | .003 149 .050 | 2.951 | .003
TTTT > LT .166 .053 | 3.126 | .002 .166 .053 | 3.126 | .002
TTCN > LT -.005 .066 | -.073 | .942 -.005 .066 | -.073 | .942
TV > LT .168 .065 | 2,593 | .010 .168 .065 | 2.593 | .010
CLSP > LT .363 .063 | 5.763 | *** .363 063 | 5.763 | ***
SGT > LT 191 .063 | 3.055 | .002 191 .063 | 3.055 | .002
CLGH > LT 217 .063 | 3.455 | *** 217 .063 | 3.455 | ***
TTTT > SHL .087 .042 | 2.060 | .039 .087 .042 | 2.060 | .039
TTCN > SHL .053 .053 | 1.012 | .312 .053 .053 | 1.012 | .312
TV > SHL .109 .051 | 2.122 | .034 .109 .051 | 2.122 | .034
CLSP > SHL 406 051 | 7.911 | *** 406 051 | 7.911 | ***
SGT > SHL .080 .049 | 1.621 | .105 .080 .049 | 1.621 | .105
CLGH > SHL 241 .050 | 4.799 | *** 241 .050 | 4.799 | ***

Nguon : Két qua wée lirong bat bién cua tac gid.




P121

PHU LUC 30

MOI QUAN HE GIUA CAC KHAI NIEM
TRONG MO HINH KHA BIEN
Nhom hinh thac sé hiru

Kha bién — doanh nghiép

Kha bién — h KD c4 thé

Moi quan hé
Estimate | S.E. C.R. P Estimate | S.E. C.R. P
TTTT > CK .044 .084 519 .604 .055 .050 1.103 270
TTCN > CK 421 106 | 3.957 | *** -.023 .061 -.381 .703
TV > CK .096 112 .860 390 .106 .061 1.737 .082
CLSP > CK .189 075 | 2.503 | .012 498 .072 6.960 kel
SGT > CK 113 099 | 1.141 | .254 .050 .059 .837 402
CLGH > CK .019 .083 232 .816 176 .062 2.844 .004
TTTT > LT 234 118 | 1.978 | .048 167 .060 | 2.789 | .005
TTCN > LT 231 135 | 1.712 | .087 -111 074 | -1.506 | .132
TV > LT 197 155 | 1.274 | .203 181 074 | 2461 | .014
CLSP > LT 121 102 | 1.184 | .237 521 084 | 6.177 | ***
SGT > LT 333 139 | 2.391 | .017 109 071 | 1545 | .122
CLGH > LT 255 116 | 2.193 | .028 194 074 | 2.630 | .009
TTTT >  SHL 141 098 | 1.442 | .149 076 048 | 1568 | .117
TTCN >  SHL 245 113 | 2.158 | .031 -.023 .059 -380 | .704
TV >  SHL .006 127 | .051 | .959 157 .059 | 2.645 | .008
CLSP >  SHL 137 .085 | 1.612 | .107 579 071 | 8190 | ***
SGT >  SHL 107 114 | 942 | .346 -.016 .057 -275 | .783
CLGH > SHL 199 .097 | 2.054 | .040 268 060 | 4.444 | ***

Nguon : Két qud wée lirong kha bién cua tac gia.
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PHU LUC 31
MOI QUAN HE GIUA CAC KHAI NIEM
TRONG MO HINH BAT BIEN
Nhom hinh thirc sé hiru

) Bit bién — doanh nghié¢p Bét bién — h KD ca thé
Mbi quan h¢
Estimate | S.E. C.R. P Estimate | S.E. C.R. P
TTTT > CK .049 .043 | 1.151 | .250 .049 .043 | 1.151 | .250
TTCN > CK 140 .052 | 2.700 | .007 140 .052 | 2.700 | .007
TV > CK .079 .053 | 1.509 | .131 .079 .053 | 1.509 | .131
CLSP > CK 305 .049 | 6.168 | *** 305 .049 | 6.168 | ***
SGT > CK 107 .051 | 2.119 | .034 107 .051 | 2.119 | .034
CLGH > CK 139 .050 | 2.777 | .005 139 .050 | 2.777 | .005
TTTT > LT .186 054 | 3.474 | *** .186 054 | 3.474 | ***
TTCN > LT .030 .064 | 473 | .636 .030 .064 | 473 | .636
TV > LT 130 .066 | 1.976 | .048 130 .066 | 1.976 | .048
CLSP > LT 282 .061 | 4589 | *** 282 .061 | 4589 | ***
SGT > LT 204 .063 | 3.209 | .001 204 .063 | 3.209 | .001
CLGH > LT 231 .063 | 3.652 | *** 231 .063 | 3.652 | ***
TTTT > SHL .096 043 | 2.246 | .025 .096 .043 | 2.246 | .025
TTCN > SHL .086 .052 | 1.660 | .097 .086 .052 | 1.660 | .097
TV > SHL .097 .053 | 1.837 | .066 .097 .053 | 1.837 | .066
CLSP > SHL 375 052 | 7.272 | *** 375 052 | 7.272 | ***
SGT > SHL .056 .051 | 1.102 | .271 .056 .051 | 1.102 | .271
CLGH > SHL .268 .052 | 5.168 | *** .268 .052 | 5.168 | ***

Nguon : Két qua wée lirong bat bién cua tac gid.
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PHU LUC 32

CAC THANH PHAN VA NHAN TO ANH HUONG TRONG NGHIEN CUU SO
VOI CAC NGHIEN CUU TRUOC

. N . . Thanh phan
Thanh phan Nhan to anh huong 2 K&t aud
4 £2 3 . " cua Ke ua
sy | 1Ac gld - Nam/ ciia RQ dén thanh phin ciia RQ 4
Quoc gia MQH
LT | CK |SHL | CLSP | CLGH | TTTT | SGT | TTCN | TV | HQKD | SHT
Nghién ciru
& Chau My
Dwyer & Oh
1 N X 0] X 0] @] 0] 0] @] 0] 0]
(1987), My
Lagace & cOng su
2 N X 0] X 0] @] 0] X @] 0] 0]
(1991), My
Morgan & Hunt
3 gan & X|x|lol| o] o X | o |lo| o | x
(1994), My
Leuthesser (1997),
4 . ( ) X 0 X 0 0] X X 0] (0] 0]
My
Dorsch & cong su
5 N X X X 0] @] 0] 0] @] 0] 0]
(1998), M§
Smith (1998a),
6 X X X 0] @] X 0] 0] 0] 0]
Canada
Goodman & Dion
7 . 0 X o] 0 0 X (0] 0 (0] 0
(2001), My
Ulaga & Eggert
8 ga s tag X | x| x| o 0 o| ol|lo| o | o
(2006), M§
Clark & ¢6
g | Arecomest 1 I x|l x| o | o ol olo| o | o
(2009), M§
Alejandro & cong
10 . X X X 0] @] 0] 0] 0] X 0]
su (2011), Brazil
Madupalli & ¢
1q | ACUPATRECEONE | v I x| 0| o 0 o| olo| o | o
su (2014), My
Nghién ctru
¢ Chau Au
Selnes (1998),
1 X 0] X 0] @] X 0] 0] 0] 0]
Na Uy
Walter & ¢0
g | MAREECOMEST | x| x | © 0 o| o|lo| o | o
(2003), Pic
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. N . . Thanh phan
Thanh phan Nhan to anh huéng Lz .
Stt Tac gi?j‘ - Nam/ cia RQ dén thanh phin caa RQ cua ket qud
Quoc gia MQH
LT | CK|SHL | CLSP | CLGH | TTTT | SGT | TTCN | TV | HQKD | SHT
Van Bruggen &
3 | cOng su (2005), X X X 0] 0] 0] (0] (0] 0] (0] 0]
Ha Lan
g |Skammeaséecbng | g 0 o | o] olo|l oo
sy (2008), Anh
Segarra-Moliner &
5 |congsu (2013), Tay X | X | X 0 o) 0 0 0 O 0 O
Ban Nha
Athanasopoulou &
6 | congsu (2013), X X X 0] 0] 0] 0] 0] O 0] O
Hy Lap
Erdil (2014),
7 f o X X O 0] 0] 0] 0] 0] O X O
Thé Nhi Ky
Velez & ong sy
8 | (2015), Tay Ban X | X | X 0 o) X 0 0 O 0 O
Nha
Nghién ciru
& Chau A
Shamdasani &
1 | Jung (2011), X | o] X o) o) o) X X |o]| o o)
Trung Qudc
p |Chang&congsu || o1 5 | 4 0 ol o| olol|l x | o
(2012), bai Loan
g |Guwp&sSushil 1 ol ol ol o x| ool x | o
(2014), An Do
Nghién ciru
& Viét Nam
Tran Thanh Tung
1 | & Pham Ngoc 0 O 0] X X O 0] X 0] 0] 0]
Thiy (2009)
Nguyén Dinh Tho
2 | & Nguyén Thi O|O| O X X 0 0 X O X O
Mai Trang (2011)
g | Hoang L¢ Chi X| x| x| o] o] o]o| o |o|] oo
(2013)
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. N . . Thanh phan
Thanh phan Nhan to anh huéng ia K&t qui
f o oia - N3 . R cia ket qua
oyt | TAcgid - Nam/ ciia RQ dén thanh phin ciia RQ 1
Quoc gia MQH
LT |CK|SHL | CLSP | CLGH | TTTT | SGT | TTCN | TV | HQKD | SHT
Luén an cuaa tac
4 X | X | X X X X X X X X X
gia (2019)

Ghi cht: X : C6 d& cap dén thanh phén, tic nhén, két qua; O : Khong dé cap dén.

Nguon : Tong hop ciia tdc gid ludn dn.
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PHU LUC 33

THANG PO CUA RQ SO VOI CAC NGHIEN CUU TRUOC

Ky hiéu Bién quan sat Thang do twong dong
I Thang do thanh phan cia RQ :
Thang do long tin
o A Ulaga & Eggert (2006),
LT1 NSX ludn giz loi hira véi chdng toi. g gg ( )
Skarmeas & cong su (2008)
NSX Iuén quan tam dén viéc kinh doanh cua
LT2 . Ulaga & Eggert (2006)
ching toi.
NSX lubn xem xét phuc lgi cua ching téi ciing
LT3 ] Ulaga & Eggert (2006)
nhu cua ho.
Chang t6i tin rweeng NSX luén nghi dén loi ich
LT4 . g’ . wons won ngit aett e Ulaga & Eggert (2006)
cua chung toi.
Thang do cam két
Chiing téi dang thuc hién viéc cam két véi NSX
cKl | -, unsfordans tut M Vle eve Ulaga & Eggert (2006)
rat tot.
CK? Moi quan hé véi NSX 1a rat quan trong cho Ulaga & Eggert (2006)
kinh doanh cua ching toi. 9 9
Moai quan hé véi NSX gilp chang toi duy tri
CK3 ' Ulaga & Eggert (2006
hoat déng kinh doanh 1au dai. ga & Eggert (2006)
cKa Moi quan hé giira NSX véi ching t6i rat bén Ulaga & Eggert (2006),
virng. Skarmeas & cong su (2008)
Thang do sy hai long
Quyét dinh kinh doanh véi NSX 1a quyét dinh
SHL1 , o A Ulaga & Eggert (2006)
dung dan cua chung toi.
s : Ulaga & Eggert (2006),
SHL2 | Chung téi rat hai long vai NSX. aga ggert ( )
Skarmeas & cong su (2008)
Chang tdi rat vui véi nhitng gi NSX 1am cho
SHL3 RN Ulaga & Eggert (2006)
ching toi.
Néu phdi 1am lgi tir dau chang tdi van chon
SHL4 el pha arhraa 0 @ e Ulaga & Eggert (2006)

NSX nay.
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Ky hiéu Bién quan sat Thang do twong ddng
I Thang do tic nhan cia RQ :
Thang do chit lwgng san pham
NSX ludn cung cap cho ching t6i cac san pham
cLsP1 | g cap g an PRAM | Niguyen & Nguyen (2011)
chat luong cao.
NSX Iuén dép g cac tiéu chuan char lion
CLspp | \°* fwon dap ung an ehat ieong | \guyen & Nguyen (2011)
cua ching toi.
CLSP3 | San phdm cua NSX rdt déng tin cdy. Nguyen & Nguyen (2011)
Thang do chat lwong giao hang
NSX luén dap vmg tién do giao hang cua chan
CLGHL | uon dap ung flen do g g cua Ching | \quyen & Nguyen (2011)
CLGH2 | Ching tdi hiém khi c6 cac i giao hang véi
Nguyen & Nguyen (2011)
NSX.
CLGH3 | vigc giao hang tir NSX ludn chinh x4c. Nguyen & Nguyen (2011)
Thang do thong tin thj truong
NSX giup ching téi gidi thiéu nhiang san
TTTT2 |, P chung ol glot Ml Mg Sa | oo erwal & Chan (2001)
pham/dich vu méi cua chdng toi toi khach hang.
NSX gilp chung tbi theo dbi nhing thay doi
TTTT3 J 'p | g s g ey do Sabherwal & Chan (2001)
trong th; phan cua ching toi.
NSX cho phép ching téi dé nhanh chéng diéu
TTTT4 | €70 prep CHung fot de maani cRong @€l sapherwal & Chan (2001)
chinh gia ban khi th; trwong bien dong.
Thang do sw giao tiép
SGT1 | NSX thuong lién lgc vai chung toi. Rodriguez & ctg (2006)
NSX cung cap cac thong tin tién ich cho chin
SGT3 | g cap g finte 91 Rodnguez & ctg (2006)
sera | VX thiwong cho biét trude cdc thay doi ¢ thé | Rodriguez & ctg (2006),
anh huéng dén ching toi. Tohidinia & Haghighi (2011)
Thang do twong tac ca nhan
TTCN1 | Ching tdi lam viéc rat dé dang véi NSX. Nguyen & Nguyen (2011)
Chiing t6i t tac rat tot véi yi dai dién
TTCN? ung toi twong tac rat tot Voi nguwoi dal die Nguyen & Nguyen (2011)

cua NSX.
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Ky hiéu Bién quan sat Thang do twong dong
Ching toi gidi quyét van dé véi nhau rat dé
TTCNg | 7 'nd to1 glal quyet van de Vo 81 Nguyen & Nguyen (2011)
dang.
TTCN4 | Ching t6i thao lugn véi nhau rdt céi me. Nguyen & Nguyen (2011)
Thang do thiam viéng
NSX cir nhdn vién dén tham ching tdi mdi .
TV1 , A Mai bo sung
thang 01 lan.
TVo NS)E Cir nhdn vién dén tham ching téi thuwong Mi b sung
Xuyeén.
Thinh thodng lanh dao cia NSX dén thim e
TV3 . Mai bo sung
ching toi.
Viéc tham viéng gilup ching toi hop tac chat .
TV4 '€~c m vieng gitip g op ¢ Mai bo sung
ché hon.
1] Thang do két qua cia RQ :
Thang do hi¢u qua kinh doanh
Doanh sé cua ching tdi tir viéc ban san pham
HQKD1 ) 5 Nguyen & Nguyen (2011)
Cua NSX tang.
Loi nhudn cua chung toi tur viéc ban san pham
HQKD2 j 5 Nguyen & Nguyen (2011)
Cua NSX tang.
Thi phan cua ching tdi tir viéc ban san pham
HQKD3 | | Pnan cua ching fon ke vie “n PRAM |\ guyen & Nguyen (2011)
cua NSX dwot mo rong.
Loi nhugn sau thué trén von dau tu cia chan
HQKD4 | 1 T ¢ tren vom dau fw cud CNANG | 5009 va cong sw (2012)
toi tang.
Thang do sw hop tac
SHT2 | Chung tdi hop tac chat ché vai NSX. Woo0 & Ennew (2004)
SHT3 NSX lubn gidi quyét nhanh chong cac khiéu | Woo & Ennew (2004), Song
nai cua chung toi. va cong su (2012)
SHT4 Khi xay ra xung dét, NSX lubn hop tac voi | Woo & Ennew (2004), Song
chiing t6i d@é tim céch gidi quyét. va cong su (2012)

Nguon : Téng hop cua tac gid.
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KET QUA KIEM PINH GIA THUYET
SO VOI CAC NGHIEN CUU TRUOC

Hé s6 hoi

. < Méi quan Két Két qua cia
Gia thuyet . quy chwa P . e i
hé 2. luan | nghién ciru trudéc
’ chuan hoa ’
Hla (+) : CLSP cé tac Phi
dong tich cuee dén LT CLSP > LT 0.301 falaied h
(o
giiza NSX va NPP. P
H1b (+) : CLSP cé tac . N
L, . Phu Nguyen va
dong tich cuc den CK CLSP > CK 0.334 falaied
. . hop Nguyen (2011)
gizra NSX va NPP.
Hlc (+) : CLSP c6 t4
Ac(,) CLS A’cotac CLSP > Ph
dong tich cuc den SHL 0.375 Fxk
. . SHL hop
gizra NSX va NPP.
H2a (+) : CLGH cé t4
Aa(') C G;cotac CLGH > Ph
dong tich cuc den LT 0.197 .001
o R LT hop
giira NSX va NPP.
H2b (+) : CLGH c6 tac . N
L, . CLGH > Phu Nguyen va
dong tich cuc den CK 0.139 .007
. . CK hop Nguyen (2011)
giira NSX va NPP.
H2c (+) : CLGH c6 tac
. ( ,) ., CLGH > Phu
dong tich cuc den SHL 0.240 Fxk
. A SHL hop
gira NSX va NPP.
H3a (+) : TTTT co6 tac Ph
dong tich cuc dén LT TTTT > LT 0.171 sl I
. R Y N
gizra NSX va NPP. P Sabherwal va
H3b (+) : TTTT cé tac khong | Chan (2001)/Cé
dong tich cuc dén CK TTTT = CK 0.046 293 | phi mét phan.
gizra NSX va NPP. hop Nguyen va
+): ) ta Nguyen (2011).
Hf’>c ( ,) TTTTA’co tac TTTT S Phil guyen (2011)
dong tich cuc den SHL 0.085 .038
SHL hop

giira NSX va NPP.
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A: Hé 50 hoi X X 2 o
. P Moi quan Ket Ket qua caa
Gia thuyet R quy chwa P R e i
hé o, luan | nghién cau trwéc
chuan hoéa
H4a (+) : SGT co tac Ph
dong tich cuee d@én LT SGT > LT 0.195 .001 ho Rodriguez va
gizza NSX va NPP. P cong su
H4b (+) : SGT c6 tac " (2006)/phu hop
dgng tich cure dén CK SGT>CK | 0091 | .078 T]OL; Vi SHL.
gizra NSX va NPP. ' Tohidinia va
H4c (+) : SGT co tac Khong Haghighi
dong tich cuee d@én SHL SGT - SHL 0.056 245 | phu (2011)/Béc bo.
gizra NSX va NPP. hop
H5a (+) : TTCN co tac Khong
dong tich cuee dén LT TTCN > LT 0.040 519 | phu
giira NSX va NPP. hop
H5b (+) : TTCN cé tac
. (,) B TTCN > Phu Nguyen va
dong tich cuc den CK 0.128 .016
. A CK hop Nguyen (2011)
gizra NSX va NPP.
H5c (+) : TTCN c6 tac
) ( ,) . TTCN > Phu
dong tich cuc den SHL 0.097 .051
. . SHL hop
giira NSX va NPP.
Hé6a (+) : TV ¢6 tac dong Phl
tich cue dén LT giira TV LT 0.171 .008 h Chua c6
NSX va NPP. op
tich cuc dén CK giira TV > CK 0.088 108 | phi
NSX va NPP. hop
H6c (+) : TV ¢6 tac dong Ph
tich cuee dén SHL giira TV - SHL 0.106 .039 hop Chua c6
0

NSX va NPP.
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H¢ s6 hai ) o
. P Moi quan Ket Ket qua caa
Gia thuyet R quy chwa P R e i
hé o, luan | nghién cau trwéc
chuan hoéa
H7a (+) : LT giiza NSX .
7a () 1 LT giira NS, LT > Phu
va NPP ¢ tdc dong tich 0.327 ikl
y HQKD hop
cuc den HQKD. Nguyen va
. uyen v
H7b (-) : CK giira NSX
. ©) , g i CK-> Phi Nguyen (2011),
va NPP tac dong tiéu cuc -0.128 .070 .
. HQKD hop Song va cong su
dén HQKD.
H7c (+) : SHL gia NSX (2012)
; i .
‘ Sk gha ™ SHL > Phu
va NPP ¢ tdac dong tich 0.283 okl
5 HQKD hop
cuc den HQKD.
H8a (+) : LT giwza NSX
8a (+): LT giira NS. LT > Phu
va NPP ¢ tdac dong tich 0.183 Fkx
B SHT hop
Cuc den SHT.
H8b (+) : CK giira NSX 5 .
. ™) o g o CK > Khong | \woo va Ennew
va NPP ¢ tdac dong tich 0.078 .169 ph
i SHT A (2004)
Cuc den SHT. op
H8c (+) : SHL gira NSX .
8c (+) : SHL giiza N SHL > Phu
va NPP ¢ tdac dong tich 0.292 Fkx
SHT hop

cue dén SHT.

Nguon : Téng hop ter két qua nghién cizu cua tac gid.




