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Tac dong ciia chuong trinh khach hang than thiét
dén héanh vi mua sdm ctia Gen Z: Nghién ciru
sinh vién tai Ha Noi

Pham Dirc Quang!'

Ngay nhan bai: 17/6/2026 | Ngay guri phan bién: 22/6/2026 | Ngay duyét dang: 24/7/2026
Tém tat: Nghlen clru nay phan tich tic dong ciia chwong trinh khdach hang than thiét dén hanh
vi mua sam cia sinh vién tai Ha Ngi. Sir dung mé hinh PLS- SEM vai 190 sinh vién (18-24 tuoz)
khao sat trong thang 3-4/2026 thong qua bang hoi truc tuyén véi thang do Likert 5 miic. Két
qua kiém dinh cho thdy: Hé thong tich dlem c6 tac ddng manh nhat (B = 0,969, p < 0,001);
Hang thanh vién co6 tac dong co y nghia thong ké (B = 0,056, p = 0, 015); trong khi Phdn thuong
quy doi bi bac bé (p = 0,088). Chirong trinh khach hang than thlet gidi thich 63,1% su bién
thién cua hanh vi mua (R> = 0,631). T két qua nay bai viét dé xudt ham y qudn tri gitip doanh
nghiép thiét ké chirong trinh phit hop véi sinh vién.

T khéa: Chuwong trinh khdch hang thén thiét; hanh vi mua sam; sinh vién, PLS-SEM.

The Impact of Loyalty Programs on Gen Z Shopping Behavior:
A Student Study in Hanoi

Abstract: This study analyzes the impact of loyalty programs on the purchasing behavior of
university students in Hanoi. Using a PLS-SEM model with 190 students aged 18-24, data were
collected through an online questionnaire during March-April 2026 using a 5-point Likert scale.
The results demonstrate that: the Point Accumulation System exerts the strongest influence (
= 0.969, p < 0.001); the Membership Tier shows statistically significant effects (f = 0.056, p
= 0.015); while the Reward Redemption is rejected (p = 0.088). The loyalty program explains
63.1% of the variance in purchasing behavior (R? = 0.631). Based on these findings, the study
proposes management implications to help enterprises design programs tailored to student
customers.

Keywords: Loyalty program; purchasing behavior, university students; PLS-SEM.

1. Pat van dé

Trong bbi canh thuwong mai dién tir phat trién manh va canh tranh gia tang, chuong trinh khach hang
than thiét (Loyalty Program — CTKHTT) tr¢ thanh coéng cu chién lugce quan trong. Theo Singh va Khan
(2012), cac nha ban I¢ truc tuyén mat khoang 25% khach hang moi nim, nhung ting nhe ty 1¢ giit chan
khach hang c6 thé gia tang 1¢i nhuan trén 25%. Nghién ctru cua Trung tdm Quan ly Ban I¢ tai Dai hoc
Northwestern cho thdy mac du chi 12-15% khach hang trung thanh tuyét d6i, nhom nay tao ra 55-70%
doanh thu (Magatef & Tomalieh, 2015).

Chuong trinh khach hang than thiét 1 chién lugc marketing dugc thiét ké dé khuyén khich mua
hang 1dp lai thong qua tao dong luc va loi ich cho khach hang (Kotler & Keller, 2016). Theo Sharp va
Sharp (1997), CTKHTT la cong cu thuc day hanh vi mua 1ap lai thong qua vigc tao ra gia tri va ich lgi
trong qua trinh ti€u dung. Yi va Jeon (2003) chira rang hi€u qua ctua chuong trinh khong chi nim & g1a
tri vat chat ma con & trai nghiém tong thé va cam xuc khach hang nhan duogc tir qué trinh tuong tac véi
thuong hi¢u.

Céc hinh thire phd blen cua CTKHTT bao gom (1) Chuong trinh tich diém d6i qua cho phep khach
hang lity tich diém sau mdi giao dich dé doi lay phan thudng; (2) Chlrorng trinh thé thanh vién va phan
hang phan cap khach hang dua trén mtrc chi ti€u nham kich thich hanh vi mua lap lai; (3) Chuong trinh
hoan tién tra lai mot phan gia trj tiéu dung dudi dang tin dung hodc voucher; (4) Chuong trinh gi6i thiéu
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thanh vién khuyen khich lan truyén tu nhién qua mang ludi ngu:(n dung hién c6. Mbi hinh thirc nay co
vu diém riéng trong viéc anh huong dén hanh vi tiéu dung ctia khach hang khac nhau tiy theo bdi canh
nganh va dac diém nhom khach hang.

Sinh vién dai hoc 1a nhém khach hang tré, nhay bén v6i cong nghé¢, thuong xuyén mua sam truc
tuyén va dé bi thu hat boi cac vu dai. Tuy nhién, nghién ctru vé tac dong ctia CTKHTT dén hanh vi mua
cua sinh vién tai Viét Nam van con han ché. Do do, dé tai nay nham xéc dinh va do ludng muc do anh
huong cia cac thanh phan trong CTKHTT dén hanh vi mua sam cua sinh vién.

2. Co s6 1y thuyét va mé hinh nghién ctru

2.1. Hanh vi mua sam cua sinh vién

Hanh vi mua sam 13 qua trinh phtic tap trong d6 nguoi tiéu dung quyét dinh vé mua, sir “dyng va
loai bo san pham hodc dich vu (Kotler, 2007) D061 v6i nhom sinh vién dai hoc, hanh vi mua sam mang
nhu'ng ddc trung ri€ng biét va dang cha y. Thit nhdt, sinh vién c6 thu nhap han che —chu yeu la tién tu
gia dinh, hoc bong hodc cong viéc ban thoi glan do d6 c6 mirc do nhay cam rat cao voi gia ca va tim
kiém giai phap tiét kiém. Thir hai, sinh vién c6 xu huéng mua sam truc tuyén cao do tién loi, da dang
san pham va d& so sanh gia. Thi ba, sinh vién chiu anh huéng manh tir mang xa hoi, ban be va cac xu
huéng tiéu dung ctia ddi twong tudi tuong tu.

Theo Kotler va Keller (2016), qua trinh mua hang gbém niam budc: _nhén biét nhu cau, tim kiém
thong tin, danh gia lya chon, quyét dinh mua va hanh vi sau mua. Tai mdi giai doan nay, CTKHTT co
thé can thiép théng qua cung cip thong tin, tao su khac biét, khuyen khich mua va tang cuong sy hai
10ng sau mua, qua d6 anh huong sdu sic dén hanh vi tiéu dung cta sinh vién.

2.2. Mé hinh nghién ciru va gid thuyét

Dua trén Ly thuyet Niém tin — Cam két (Morgan & Hunt, 1994) va Ly thuyét Su hai long (Ohver
1997), nghién ctru dé Xudt mo hinh véi ba bién doc lap (He thdng tich diém — HTTD; Hang thanh vién
- HTV; Phén thudng quy d6i — PTQD), mdt bién trung gian (Chuong trinh KHTT — CTKHTT) va mot
bién phu thudc (Hanh vi mua — HVM). Cac gia thuyét nghién ciru duoc dé xuat nhu sau:

« HI: Hé thdng tich diém co tac dong tich cuc dén chuong trinh khach hang than thiét.

« H2: Hang thanh vién c6 tac dong tich cuc dén chuong trinh khach hang than thiét.

« H3: Phan thuéng quy ddi c6 tic dong tich cuc dén chuong trinh khach hang than thiét.

« H4: Chuong trinh khach hang than thiét co tac dong tich cuc dén hanh vi mua cua sinh vién.

3. Phuwong phap nghién ciru

3.1. Thiét ké nghién civu

Nghién ctru sir dung phuong phéap dinh lugng véi thu thap dit li¢u qua bang hai tryc tuyen (Google
Forms) str dung thang do Likert 5 mirc (1 — Hoan toan khong ddng ¥ dén 5 — Hoan toan dong y). Dit liéu
dugc phén tich bang phan mém SmartPLS 3.0 voi ky thuat PLS-SEM va Bootstrapplng (5.000 mau lip
1a1) Thang do dugc xay du:ng dya trén ké thira tir cac nghién ctru trude d6 va duge diéu chinh phu hop
v6i bdi canh nghién ctru, gdm tong cong 22 blen quan sat phan b cho 5 nhén t6 khac nhau.

Nhan t6 Hé thong tich diém (HTTD) bao gom 4 chi bao, dugc ke thira tir cac cong trinh ciia Magatef
& Tomalieh (2015) va Bariha (2015), phan anh céc khia canh: co ché tich lity diém, quy tic va dleu kién
do6i thuong, hé thdng quan 1y tich diém minh bach va muc d6 hai 1ong chung ctia khach hang vé chuong
trinh trong moi twong quan véi hanh vi mua lip lai.

Nhan t6 Hang thanh vién (HTV) gdm 4 chi bao, ciing ké thura tir Magatef & Tomalieh (2015) va
Bariha (2015) do luong dleu kién xét hang, cac phuc loi va quyen loi khac nhau theo tirng bac hang,
cam nhan céd nhan vé vi thé va tam quan trong ctia viéc 1a thanh vién cip cao va ciu tric bac hang tong
thé trong chuorng trinh.

Nhan t6 Phan thuéng quy d6i (PTQD) bao gdm 6 chi bao, dugc xdy dung tir Meyer-Waarden (2015)
va Magatef & Tomalieh (2015), phan anh sau loai phan thudng c6 sin theo hai chiéu chinh: hinh thirc
(htru hinh nhu qua tang, voucher va vo6 hinh nhu quyén wu tién, dich vy) va tinh tu’ong ddng (cung loai
hoic khac loai san pham/dich vu) ciing nhu diéu kién st dung (ngay lap tic hodc c6 diéu kién han ché).
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Nhan t6 Chuwong trinh KHTT (CTKHTT) gom 4 chi béo, duoc ké thira tir Zakaria va cong su (2013)
va Magatef & Tomalieh (2015), danh gia tong thé chit Iu’O’ng va hiéu qua cua chuong trinh thong qua
cac thanh phan cdt 16i: hé thdng d6i thuong, hang thanh vién, phan thuong quy ddi va chuong trinh tich
diém mién ph1

Nhan t6 Hanh vi mua (HVM) gdm 4 chi bao, duogc ké thira tir Meyer-Waarden (2006) va Zhang &

Breugelmans (2012), do luong mure d tac dong cu thé cta timg thanh phan trong CTKHTT dén quyét
dinh mua hang 13p lai va tan suat mua hang cua sinh vién.

3.2. Phuwong phdp chon miu

C& mau tdi thiéu cho phan tich nhan t6 kham pha 1a N> 5n (n =22 blen) tirc N > 110. Cho phéan tich
hodi quy: N > 8m + 50 (m = 3 bién doc 1ap), tire N > 74. Nhom phat 219 phi€u khéo sat, sau loai bo phiéu
khong hop 1€ con 190 quan sat hop 1€, du diéu kién ¢ mau. Khao sat thyc hién trong thang 3-4/2026
bang phuong phap 1dy mau thuan tién dbi voi sinh vién cac truong dai hoc tai Ha Noi.

4. Két qua nghién ctru

4.1. Théng ké mé ta mau nghién ciru

Mau gom 190 sinh vién, d6 tudi 18—24. Nir chiém 60,0% (114 nguoi), nam 40,0%. Sinh vién nam
thr hai chlem 45,26%, ndm thtr ba 27,90%, ndm tha nhat 13,68%, nam tha tu 7,37%, nim th nim
5,79%. Co ciu mau phan anh tinh dai dién phi hgp cho nhém sinh vién tré, nhay bén véi cong nghé

4.2. Danh gia d¢ tin cdy va gia tri cua mé hinh do lwong

M5 hinh do 1u:0'ng dugc danh gia qua ba ti€u chi: d§ phu hgp cua nhan to (Outer Loadmgs) do tin
ciy dong nhat ndi bo (CR va Cronbach's Alpha) va g1a tri hoi tu (AVE). Tat ca chi s6 Outer Loadings
dat ngudng > 0,7, dao dong tir 0,829 dén 0, 917, dap mg ti€u chuén chat luong Céc chi s6 Composite
Reliability (CR) vugt ngudng 0,8 (tu 0,920 dén 0 ,946), chung to do tin cay tong hop cao. Cronbach's
Alpha dao dong tr 0,883 dén 0,927, dat ngudng chap nhan (> 0,7). Chi s6 Average Variance Extracted
(AVE) cua tat ca blen vugt ngudng O 5 (tir 0,734 dn 0,8 14), xac nhan gia tri hoi tu duge dam bao. Tt

ca gia tri Variance Inflation Factor (VIF ) nho hon 5 (cao nhét 4,096), cho thay khong c6 hién twong da
cong tuyén trong md hinh.

4.3. Két qud kiém dinh mé hinh ciu triic (PLS-SEM)

He¢ $6 xdc dinh R* Bién CTKHTT c6 R2=0 ,973, cho thdy céac bién doc lap giai thich dugc 97,3%
sy bién thién cua chtrong trinh khach hang than thlet — mot mirc d9 giai thich rat cao. Bién HVM c¢6 R?
=0,631, nghia la m6 hinh g1a1 thich dugc 63,1% su bién thi€n cua hanh vi mua — ¢ muc trung binh dén
khé theo thang danh gla cua Joe va cong su (2011) R2 diéu chinh lan luot 12 0,972 va 0,629, gan nhu
khong chénh léch so véi R? tong thé, xdc nhan mo hinh ¢6 d6 phi hop cao va on dinh.

Bang 1. H¢ s6 x4c dinh R Square

Bién phu thuéc R Square R Square Adjusted
Chuong trinh KHTT (CTKHTT) 0,973 0,972
Hanh vi mua (HVM) 0,631 0,629

Kiém dinh gia thuyet nghién cuu: Phuorng phap Bootstrapping véi 5.000 lan lap dugc sir dung dé
kiém dinh y nghia thong ké ctia cac hé s dudng dan (Path Coefficient). Két qua duoc trinh bay tai
Bang 2.

Bang 2. Hé s6 duong din va két qua kiém dinh gia thuyét

Gia

thuyét M&i quan hé p(0) M STDEV T Statistics | P Values Két qua
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H1 Hé thdng tich 0,969 0,969 0,017 55,848 0,000 Chép nhan
diém — CTKHTT

H2 Hang thanh vién 0,056 0,055 0,023 2,445 0,015 Chéap nhéan
— CTKHTT

H3 Phan thudng quy -0,033 -0,033 0,020 1,704 0,088 Béac bo
d6i = CTKHTT

H4 CTKHTT — Hanh 0,794 0,789 0,045 17,584 0,000 Chép nhan
vi mua (HVM)

Két qua kiém dinh cho thiy ba trong bén gia thuyét duoc chip nhan:

«  Gia thuyét H1 (He théng tich diém — CTKHTT) Chép nhan véi p = 0,969, T = 55 ,848, p <
0,001. Déy 1a nhan t6 cO tac dong manh nhét trong mo hinh, phan anh vai tro then chot cua co che tich
dlem trong viéc thuc day sinh vién gan bo véi chuong trinh.

«  Gia thuyét H2 (Hang thanh vién — CTKHTT) Chap nhan voi B = 0,056, T = 2,445, p= 0,015.
Méc du mire d9 tac dong thap hon, hang thanh vién van c6 y nghia thong ké, cho thiy sinh vién bat dau
quan tim dén cac dic quyén gin lién véi cAp do thanh vién.

« Gia thuyet H3 (Phan thuong quy doi — CTKHTT) Béc bo véi B =-0,033, T = 1,704, p= 0,088
> 0,05. Piéu nay c6 thé phan anh sy khong twong xtmg gitta ky vong va thyc té cta sinh vién ddi véi
céc phan thuong hién tai.

«  Gia thuyét H4 (CTKHTT — Hanh vi mua) Chap nhan véi = 0,794, T = 17,584, p < 0,001.
Chuong trinh KHTT c6 tac dong tich cuc va co ¥ nghia rat cao dén hanh vi mua cta sinh vién.

5. Théo lugan

Két qua nghién ctru khang dinh H¢ thong tich dlern 14 nhéan t6 c6 anh huong quyét dinh nhat den
hiéu qua ciia CTKHTT trong nhom sinh viénvéi hé sd B cao nhét (0,969) trong mo hinh. Dleu nay nhét
quan voi nghién ctru cua Sharp va Sharp (1997) va Yi va Jeon (2003), khi cac tac gia déu nhdn manh
rang co ché tich diém 1a "chat xuc tac" bién doi cac giao dich don I¢ thanh quy trinh cham s6c khach
hang dai han. Véi sinh vién — nhom c6 tai chinh han ché — viéc tich lay dlem sau moi giao dich tao ra
cam giac tiét kiém thuc chit, ddng thoi 1a dong luc truc tiép duy tri su gin két voi thuong hiéu.

Hang thanh vién, du co6 tac dong yeu hon (B = 0,056), van dat y nghia thong ké. Diéu dang cha y
la trong mau khao sat c6 t6i 60% la nit glOl nhém dugc danh gia 1a nhay cam hon voi cac yéu t6 cam
xuc va dia vi trong tiéu dung Phat hién nay tuong d6ng vai Bolton, Kannan va Bramlett (2000) vé vai
trd ctia phan hang trong viéc tao rao can chuyén doi thuong hiéu.

Viéc bac bo H3 (Phan thudng quy doi) 1a mot phat hién c6 g1a tri thyc tidn. Két qua goiy rang cac
phan thuong hién tai chua thyc sy phu hop véi ky vong cua sinh vién, hodc quy trinh quy d6i con phtic
tap va thiéu minh bach. Diéu nay dat ra bai toan cho doanh nghiép can tai co cau danh muc phan thuong
theo huéng da dang hoa va ca nhan hoa hon, thay vi cac phan thuong dong nhat va rap khuon.

6. Két luan va ham y quan tri

6.1. Két ludn

Nghlen clru da xac dinh va do luong tac dong cua chuong trinh khach hang than thlet dén hanh vi
mua sam cua sinh vién tai Ha Ngi. Vi mau 190 sinh vién va phuong phap PLS-SEM, két qua cho thay
H¢ thong tich diém (Hl chap nhan, B = 0,969) va Hang thanh vién (H2 chép nhan, B =0,056) la hai
nhan t6 ¢6 anh hudng c6 y nghia thong ké dén chat luong cta CTKHTT, trong khi Phan thuong quy dbi
khong dugc xac nhén (H3 bac bo). M6 hinh giai thich 63,1% su bién thién cta hanh vi mua, day 1a mic
d6 phu hop tir trung binh dén cao, phan anh tiém niang lon cua CTKHTT trong vi¢c dinh hinh théi quen
tiéu dung cua sinh vién.

6.2. Ham y quan tri

Tir két qua nghién ctru, nhom tac gia dé xuat mot s ham ¥ quan tri cho doanh nghiép hudng dén
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phan khuc sinh vién:

« T4i vu hoa hé thong tich diém: Doanh nghiép can dau tr vao nén tang cong nghé dé viéc tich
diém tré nén don glan minh bach va c6 thé theo doi theo thoi gian thye. Ung dung di d6ng nén tich hop
thong bao ty dong vé sb diém va ngudng wu dii tiép theo.

« Thiét ké hé thong hang thanh vién hap dan: Véi diac diém 60% sinh vién nit trong mau, doanh
nghi€p nén chu trong thAm my g1a0 dién va xay dung thong diép vé quyen loi thanh vién phu hop voi
tam ly nhom nay Céc cap hang can c6 sy phan biét quyén loi 1 rang dé tao dong lyc thing hang.

« Tai co cdu danh muc phan thuong Thay vi phan thuéng dong nhét, doanh nghlep nén da dang
hoa bang voucher glam gia tryc tiép, qua ting ca nhan héa hodc trai nghiém doc quyén. Piéu kién quy
d6i can dugc don gian hoa dé tang ty 18 sir dung.

« Tan dung kénh mang xa hoi: Trong bdi canh sinh vién chiu anh hudéng manh tir cong dong,

doanh nghlep nén tich hop co ché chia sé va gi6i thiéu thanh vién trong CTKHTT dé khai thac hiéu tng
lan truyén ty nhién.
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