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Tom tit: Long biét on ciia khdch hang da duwoc cdc hoc gid trén thé giGi nghién civu tir lau nhing lai
chiea thiee s dirge ddanh gid va vin dung day di & Viét Nam. Hiéu diing vé long biét on ciing nhie
nhiing tdc dong ciia né lén moi quan hé giika nguoi ban va nguoi mua sé phan ndo mé ra dwoc mot
canh cira co hoi moi cho hoat dong tié}? thi moi quan hé va dinh huong dwoc y dinh hanh vi cua khach
hang. Chit dong tao dung va phdt trién long biét on ciia khdch hang chinh la mét cach két ndi cam
xtie hiéu qua va ldu dai voi ho, gép phan tao ra nhing cam két bén viing giita hai bén.

Tir khéa: long biét on ciia khdch hang, tiép thi méi quan hé, truyén thong - marketing.

Abstract: Customer gratitude has long been studied by scholars worldwide but remains underexplored
and insufficiently applied in Vietnam. Understanding gratitude and its impact on the relationship be-
tween sellers and buyers can unlock new opportunities for relationship marketing and guide customer
behavior. Proactively cultivating and fostering customer gratitude serves as an effective and long-

lasting emotional connection, contributing to sustainable commitments between parties.
Keywords: customer gratitude, relationship marketing, communication-marketing.

K& tir cude cai cach kinh t€ nim 1986, Viét
Nam d3 timg budc chuyén doi sang nén kinh té
thi truong dinh hudng xa hoi chi nghia. GDP tai
nudc ta lién tyc tang trudng, song song voi do 1a
qué trinh tu nhan héa va tai cdu trac doanh
nghiép nha nude. Nho vao su phat trién kinh té,
nudc ta da co kha nang dau tu nhiéu hon cho da
dang cac linh vuc, nganh nghé, tir d6 nang cao
chét luong cua hang hod, dich vy, nhung déng
thoi cling m¢ ra mat thi truong canh tranh gay
git. Khong nhiing vay, viéc gia nhap cac hiép héi
thuong mai ty do, rn0’ cua va gia nhap cic t6
chirc giao thuong qudc té ciing dd va dang khién
hang hoa ¢ nude ta tré nén ngay cang phong phu.

Khach hang gio day dang co rat nhiéu sy lya
chon c6 thé dap tmg tot cho nhu ciu ctia ho. Diéu
nay dan t6i nhitng ap luc khong nho cho cac to
chirc, doanh nghiép khi phai nd Iyrc khong ngimg

dé moi goi va giir chan khach hang. Trén thyc té,
sur cht dong trong hoat dong truyén thong - mar-
keting van luon 13 yéu t6 then chét. Trong do,
phai ké dén su chii dong trong viéc xay dung mdi
quan hé déi véi khach hang, ma mot phan quan
trong gitp mdi quan hé nay bén chit, lau dai lai
chinh 13 1ong biét on. Tuy riang, xay dung long
biét on cua khach hang c6 vé nhu 1a mot hoat
dong con rat méi & nudc ta, nhung trén thuc té,
long biét on da hién hiru va ngam tac dong dén
mdi quan hé gitra khach hang va t6 chire, doanh
nghiép trong nhiéu truong hop, giao dich hang
ngay. Trén thé gidi, khai niém vé 1ong biét on cua
khéch hang cling nhu nhiing vai tro, tic dong cua
n6 1én hoat dong truyén thong - marketing da
dugc nghién ciru tir nhidu thap ky trude véi
nhiing minh chig 10 rang.
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1. Hiéu dung vé 1ong biét on ciia khach hang

Di tir nhitng khéi niém co ban nhat, theo tir
dién Oxford, Iong biét on 1a [¢am giac biét on,
cam kich va mong mudn bay t6 10i cam on®.
Nhu vay, long biét on dugce coi 1a mot loai cam
xtc boi n6 thé hién su cam kich xuét phat tir
nhiing 1oi ich nhan dugc. Chinh vi 1a mot loai
cam xtc, nén muc d6 ciia long biét on ciing phuy
thudc vao cach mot ca nhan cdm nhan, danh gia
nhu thé nao vé tinh hudng ma ho vira trai
nghiém®. C6 bdn trai nghiém ma c6 thé tao nén
1ong biét on nhu sau: (1) nhan dugc su gitp d&
¢6 loi cho ban than, (2) nhan dugce hd trg vé kinh
té, (3) nhan dugc su quan tam, chia s¢, thiu hiéu
(khdng xuét phat tir dong co, chu ¥ ndo), va (4)
nhan duoc sy ho tro, gitp d& chan thanh, khong
phai vi nghia vu cong viéc hay vi mot yéu cau,
chuin muc x4 hoi nao ca®. Thém vao do, sau khi
khéi sinh long biét on, ngudi nhan thudng s& cd
mong mudn duoc dén dap®.

Tir goc do truyén thong - marketing, long biét
on cua khach hang dugc dinh nghia 1a cam giac
hanh phuc khi nhan duogc sy gitip do tr nguoi
ban®. No6i mot cach cu thé hon, khach hang s&
cam thay biét on khi ho nhan dugc nhimg hd trg
thém nam ngoai yéu cau, nghia vu ctia cong viéc
ban hang®. Vi duy, chat vu 4i nhé nhu nhimg mén
qua, ghi chii ¢4 nhan, d6 an nhe, hodc don gian
13 mot sy gitp d& ciing hoan toan co thé 1a Iy do
tao nén long biét on.

C6 thé hiéu, Iong biét on ciia khach hang 1a
mot phan ung cia cam xuc dugc khach hang tu
nguyén thé hién va dbi twong tiép nhan chinh 1a
ngudi ban hang?. Chinh vi vdy, mot sb nghién
ctru da dinh nghia 1ong biét on cua khach hang
chinh 13 hanh vi mua hang - hanh vi xuét phat tir
dong co mong mudn dugc dép lai sy giup do cua
nguoi ban®. Pong quan diém, Palmatier va cong
su (2009) chi rd ¢6 hai khia canh chinh cua long
biét on 1a tinh cam va hanh vi®. Trong khi khia
canh tinh cam chi ra nhiing cam giac ngin han
ctia 1ong biét on, c6 thé néi mirc do biét on thap

nén thuong xuat hién khi moi ngudi nhan dugc
sur gitip d& ¢ chu y19, thi khia canh hanh vi dé
cap tdi cac hanh dong dap lai cu thé, xut phat
tir cam gidc biét on voi mirc do cao hon. Nhur
vay, cam giac biét on d3 tao nén trach nhiém dén
dap lai sur gitip d3, va chinh sy dén dap nay dugc
hiéu 14 khia canh hanh vi ciia nd. V6 hinh chung,
diéu nay di tao nén mot qua trinh xdy dung va
duy tri mdi quan hé lién tuc dua trén chu ky cho
va nhan.

Raggio va cong sy (2014) ciing dé cap dén
chuky biét on nhu 13: 1oi ich nhan dugc - sy hinh
thanh 10ng biét on - nhimg biéu hién ctia 1ong biét
on - su ghi nhan cua cac bén?. Chu ky nay xay
ra khi mot bén muén mang lai l¢i ich cho bén kia,
ngay ca khi do khong phai la nghia vu ctia ho, va
nhan duoc sy bay td ctua long biét on. Nhom
nghién ctru ndy ciing chi ra rang, néu nhu to
chirc, doanh nghiép biét duy tri va vun dap dé
chu ky nay ngay cang hoan thién thi ho co thé
dat duge mirc do thau hiéu chung nhét dinh véi
khach hang, tir d6 nang cao gi trj trao ddi, giao
dich cho ca hai bén. Nhu vay, vai tro va tac dong
ctia 1ong biét on khong chi dung lai ¢ viée 1am
thay doi cam xic ma con 1a thuc day hanh dong,
bao gdm ca hanh vi trao di, mua ban.

2. Tac dong ciia 1ong biét on dén mébi quan
hé giira khach hang va t6 chirc, doanh nghiép

C6 kha nhiéu nghién ctru trén thé gidi nhic
dén vai tro va tac dong cta 1ong biét on trong
hoat dong truyén thong - marketing. Mot s6
nghién ctru tap trung vao hiéu qua tiép thi mbi
quan h¢, mdt s6 lai tap trung vao y dinh hanh vi
cu thé cua khach hang sau khi cam thay biét on.

Dé ban vé tdc dong 1én hiéu qud tiép thi moi
quan hé, nhu da dé cap o phan trén, chu ky cho
va nhan cta 10ng biét on chinh 1 tac nhan giup
xdy dung va duy tri méi quan hé lién tuc ma
trong gioi han bai viét nay, 1a mbi quan hé giita
khéch hang va to chire, doanh nghiép. Néi cach
khéc, nguyén tic [¢6 di, c6 lail lgitip hinh thanh
tac dong tich cuc giira long biét on cua khach
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hang va hiéu qua hoat dong truyén thong, xay
dung mbi quan hé"?. Long biét on, su cam kich
ctia khach hang 13 nhan t6 cdt yéu trong tuong
tac giita hai bén boi nd cung cap mot nén tang
vimg chic vé cam xtic cho viéc trao ddi va giao
tiép1¥. Pong quan diém, Algoe va cong su
(2008) ciing khang dinh cam xtic tich cyc cua
1ong biét on s& thiic dy sy hinh thanh va duy tri
mdi quan hé giita nguoi ban va ngudi mual®.,

Su biéu dat ctia long biét on c6 thé pht trién
m01 quan h¢ nguoi ban va ngucn mua 1én mat
tam cao moi, tir giai doan phat trién dén g1a1 doan
gin két, va tham chi 1a cam két1. Piéu nay co
thé dugc giai thich rang trong mbi quan hé giita
khach hang va t6 chrc, 1ong biét on khach hang
c6 thé thé hién nhiing sy that ngim hiéu quan
trong, va tir d6 gitip cung cd cam két ctia khach
hang doi voi thuong hi¢u. Nhu vay, long biét on
glup gia tang s thau hiéu va nang cao hiéu qua
tiép thi mdi quan he™.

Dé ban vé tac dong 1én ¥ dinh hanh vi ciia
khéch hang, trudc hét ngudi nghién ctru can hiéu
16 vé& ¥ dinh hanh vi dé thdy duoc méi quan hé
clia n6 voi cam xuc biét on. Eagly & Chaiken
(1993) d4 dinh nghia y dinh hanh vi 1a quyét dinh
¢6 ¥ thire ctia mot ca nhan nhdm cb géng thuc
hién mét hoat dong cu thé®. Nhimg ¥ dinh nay
chiu tac dong bdi ca moi trudng bén ngoai 1an
mdi trudng bén trong - quan diém chu quan cia
moi ¢4 nhan. Tham chi, ¥ dinh hanh vi ciia mot
khach hang co thé hiéu 1a [1ong trung thanh cha
dong(Thay (¥ dinh mua 1ai[!?. Chinh vi thé, ¥
dinh hanh vi duoc coi la mot tin hi€u cho théy
khach hang s& ¢ lai v6i thuong hiéu hay chuyén
d6i sang nhan hang khac®.

Y dinh hanh vi ¢ thé tich cuc ciing c6 thé tiéu
cuc. Khi khach hang c6 nhimg phat ngén truyén
miéng tich cuc, cho théy dong lyc mua lai va
mong mudn duy tri 1ong trung thanh, ho dang thé
hién nhﬁng y dinh hanh vi thuén lgi cho doanh
nghiép, t6 chirc®). Mit khac, khi khach hang
truyén miéng tiéu cyc, chi dong giam trao doi,

giao dich voi doanh nghiép, va chia sé nhiing trai
nghiém khong t6t cia ho véi nhimg khach hang
khéc, ho dang thé hién nhimng ¥ dinh hanh vi tiéu
cuc®. Thong thuong, véi xu hudng tiéu cuc,
khéch hang s& chuyén lira chon sang thuong hiéu
khac®. Nhu vay, y dinh hanh vi ctia khach hang
bao gdm y dinh vé viéc truyén miéng va y dinh
vé viéc ¢ mua lai hay khong, khong ké tich cuc
hay tiéu cuec.

Thuyec té 13, ¥ dinh hanh vi cta khach hang ¢6
lién quan chit ché téi thai d9, cam xdic ciia ho vé
nhimg trai nghiém trudc day® va cam giac biét
on dugc coi la mot trong nhiing trai nghiém tich
cuc ¢6 thé ké dén. Mot sb nha nghién cuu nhan
manh, nhiing trdi nghi¢m va thai do tich cuc
trong qua khir c6 thé dan dén y dinh hanh vi tich
cuc, hay tham chi chinh 1a y dinh trung thanh véi
nhan hi¢u®. Khong nhiing vay, y dinh hanh vi
tich cuc c6 thé anh hudng 16n dén hiéu qua vé tai
chinh va hi¢u suét trong tuong lai ctia cac to
chtrc, doanh nghiép®®. Do do, tic dong cua long
biét on khong chi dimg lai & hiéu qué tiép thi moi
quan h¢, ma con anh hudng dén hiéu suit ban
hang cta doanh nghiép, t6 chic.

Cu thé hon, khi cam thay biét on, khach hang
s& nd lyc dap lai bang mot s6 hanh vi ma nhimg
hanh vi ndy c6 thé giup gia ting hiéu suit ban
hang. Cac nghién ctru trude day da cho thiy, su
cam kich cling nhu cam giac phai dap lai cta
khach hang c6 thé duoc thé hién ra bang hanh
vi mua sdm nham tung hd nguoi da gitip minh®.
Khéng nhitng vay, khi khach hang dugc doanh
nghiép tri an, ho c6 thé bay to 1ong biét on cua
minh v&i nguoi ban hodc thuong hiéu bang thai
d6 quan tAm, hanh vi cht dong truyén miéng va
lan truyén thong tin vé thuong hiéu, hoic nhiing
hanh vi dap lai hao phéng, rong lugng khac. Co
thé thiy, dé thoa man mong mudn dén dép sy
biét on v6i ngudi ban, khach hang s& c6 mot
hodc nhiéu y dinh hanh vi, nhung déu mang tinh
tich cuc.

Theo [Ly thuyét Mo rong va Xay dung cam
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xuc tich cucl] long biét on cuia khach hang c6
thé gitp hinh thanh cam xuc tich cuc va khién
khach hang hanh dong ngay 1ap tirc®®. Bén canh
do, long biét on cling tao ra nguén luc vat chat,
tri tué, va cam xuc lau dai di kém véi niém vui
va sy hai long. Cam xuc biét on c6 thé tao ra
nhu’ng hanh déng nham khen ng(n va giap thay
d6i quan diém ciia khach hang vé nhimg nd lyc
ctia doanh nghiép, t chirc®.

3. Xay dung long biét on ciia khach hang
nhim gia ting hi¢u qua hoat dong truyén thong
marketing

Ttr vai tro, tac dong cua long biét on dén hiéu
qua tiép thi mdi quan hé va ¥ dinh hanh vi cta
khéch hang & phan trén, cha dong xay dung long
biét on chinh 14 sy chuan bj 1au dai cho cam két
bén chat giita doanh nghiép va khach hang. Dé
gia tang duoc 1ong biét on, tir 46 nang cao hiéu
qua hoat dong truyén thong - marketing, doanh
nghiép, t chtrc can tip trung vao cic nhan td tac
dong dén mirc d6 biét on cuia khach hang.

Dau tién phai cht ¥ dén viée tao nén dong co
cta hanh vi gitp d0, tri an sao cho ty nhién, chan
thanh nhat. Mdi quan hé giita dong co cua hanh
vi gitip d& va cam giac biét on da duoc xem xét
va danh gia trong nhiéu tai liéu nghién ctru vé tim
Iy x3 hoi®. Bén canh do6, xuat phat tir chinh
nhitng khai niém vé 1ong biét on ¢ phan trudc,
dong co ctia ngudi ban quyét dinh dén viée khach
hang c6 cam thdy biét on hay khong. Cu thé,
Morales (2005) d chimg minh rang khach hang
thuong to ra it biét on khi nhan thay nd luc giup
dd cua nguoi ban xuit phat tir dong co loi
nhuan®. Chinh vi vay, 1ong biét on s& dugc thé
hién nhiéu nhat va rd rét nhat khi khach hang nhan
thdy minh dugc giup dd, tri an mot cach chan
thanh, va nham muc tiéu tao ra gid tri chung cho
ca hai bén®. Do vay, hoat ddng truyén thong tiép
thi can 1y khach hang 1am trung tim va bién ho
thanh dong co ctia doanh nghiép. Viéc nguoi ban
xuat phat tir 1oi ich cta khach hang va chu dong
tro gitip khach hang chinh 1a mét trong nhiing giai

phéap dugc kién nghi, nham tao nén long biét on
trong thoi ky canh tranh khdc liét hién nay®.

Tiép theo chinh 1 quan tim dén trai nghiém
trong qué khir ciia khach hang. Trai nghiém mua
sdm va tiéu dung trong qua khir s& gitip thuc day
long biét on va tham chi gia tang sy hai long néu
nhur doanh nghiép thiu hiéu va biét cach van
dung®. Biét cach van dung c6 thé hiéu 1, néu
nhu trude day, khach hang timg c6 nhiing trai
nghiém khong t6t khién ho cam thay that vong
v6i cac thuong hi€u khac, thi doanh nghiép, to
chue can chop léy co hoi nay, boi vi chi can mot
hanh dong quan tim nho ciing ¢6 thé khién ho
hai Iong va cam thiy biét on, gitip ho khoa lap
nhitng trai nghiém khong tét 4y. Tuong tw nhu
vay, 1ong biét on ctia khach hang c6 thé dugc
hinh thanh va phat trién néu nhu ho nhan duoc
nhitng trai nghiém tich cuc va 6n dinh trong sudt
qué trinh trao d6i, tiéu dung v6i doanh nghiép, to
chuc. Nhu vay, mot 1an nira tir khoa duoc nhic
dén chinh 1a su quan tam va chia s¢, nham tao ra
nhiing trai nghiém duoc ca nhan hoa khién khach
hang cam thiy trén trong, biét on.

Bén canh do, xut phat tir viéc long biét on
giup gia tang murc dJ trung thanh cuia khach hang
véi thuong hi¢u, thi chinh viéc xay dung nhiing
chuong trinh tri an, gén két véi nhom khach hang
trung thanh s€ 1a cong cu hitu hi¢u gitp duy tri
1ong biét on nay. Forrester Consulting (2019) da
chi ra rang khach hang ¢6 xu huéng mua hang
tir cong ty ma ho cam thay gin bo, tran trong®.
Khong nhiing vay, chinh nhom khach hang trung
thanh nay sé 1a nhan t6 trung tdm, cac c4 nhan
chi1 chdt gitp lan truyén thong tin tich cuc t6i
nguoi than, cong ddng xung quanh ho voi do tin
cdy cao, va chi phi truyén thong thip. Chou va
cong su (2023) da nhan dinh céc c4 nhan chu
chdt, dang tin cay s& dé dang tao nén nhimg két
n6i vé cam xic nhu cam xtic biét on cho cong
ddng ma ho dang tham gia®./.

Long biét on ctia khach hang gitip gia ting su
thau hiéu va nang cao hiéu qua tiép thi mdi quan
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h¢ cling nhu tao dong co cho y dinh hanh vi tich
cuc. Bén canh d9, long biét on 1a co s& cho sy
thau hiéu va két ndi gitta nguodi mua va ngudi ban,
tir d6 hinh thanh nén tang lau dai cho cam két gia
tri d6i bén. Chinh vi vay, doanh nghiép, t6 chirc
gi0 day khong chi tap trung vao sy hai long sau
mdi giao dich, ma con can chil dong tao dung két
ndi cam xic, thuc day long biét on, nhim néng
cao trai nghiém ca nhan xuyén sudt hanh trinh, tir
do, gia tang sy trung thanh cua khach hang véi
thuong hi¢u./.
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