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ABSTRACT

This study is aimed at systematizing the basic theories of the customer complaint
behaviours, implementing meta-analysis of background studies related, analyzing the
causes of complaints and the benefit of monitoring complaint behaviours in order to
provide businesses and researchers with understandings of consumer behaviours after
buying as well as proposed means of improving the services quality to increase
customers’ satisfaction and loyalty. The analysis showed that the reviwed studies
mainly focused on the motivation of complaint behaviours and explanations on some
specific complaint behaviours; of which, many consider complaint behaviours of
customers as static phenomena while other argue suchas rather a process. Some
authors suggested that customers’ complaint behaviour is closely interwoven with
interaction between initial services and used value assessment. Most customers do not
complain directly to the suppliers but t spread “words of mouth” their bad
experiences with the product because of its low benefits versus the value of time and
effort they spent, or they simply do not know where to complain. Therefore, customers’
complaint behaviours appear in complicated patterns which require further research
of clarification. The existing works on customers’ complaint behaviours have not yet
documented general conclusions Moreover, this paper also proposed a theory model
to analyze customers’ complaint behaviours on mobile phone services.

TOM TAT

Bdi viét ndy nham hé thdng héa Iy thuyét vé hanh vi phan nan cia khach hang
(HVPNKH), phan tich tong hop cdc nghién ciu nén ting ¢ lién quan, nguyén nhan
dan dén phan nan va cdc loi ich ciia viée quan tri HVPNKH nham gitip doanh nghiép
(DN), cdc nha nghién ciru hiéu hon hanh vi sau tiéu ding ciia khdch hang, xdy dung
cdc gidi phdp cdi thién chdt lwong dich vu, gia tang sw hai long va long trung thanh
ciia khdch hang. Phdn tich cho thdy, cdc nghién ciru chii yéu tap trung vé dong co va
gidi thich cdc hanh vi phin ndn dic trung; trong do, nhiéu nghién ciru xem xét
HVPNKH ld mét hién twong tinh; c6 tac gid cho rang HVPNKH la mét qud trinh chir
khéng phai la hién tuwong tinh. Nguwoc lai, ciing ¢é tdc gia cho rang HVPNKH duoc
dan xen chdt ché véi sy twong tdc dich vu ban dau va danh gid gid tri trong qud trinh
sur dung. Cdc nghién ciru cho zhdy, phan 1o khéch hang khéng phdan ndn véi nha cung
cap ma chon cach truyén miéng vi loi ich ma né mang lai khong lom bang gid tri thoi
gian va cong sirc ho bo ra, hodc ho khong blet noi dé phan nan,... N vay, HVPNKH
xudt hién duwdi nhleu hinh thirc phirc tap va can phai dwoc tlep tuc nghién ciru lam ré.
Cdac nghién cuu vé HVPNKH van chwa nhdn dugce mét két ludn chung trong cac tai
lidu dd cong bé. Bai viét nay nham cung cdp cdch nhin tong qudt vé hanh vi phan nan
da dwoc nghién citu trudc day, lam co so cho cdac nghién ciu co lién quan tai Viét
Nam. Bén canh d6, nghién ciru nay ciing dé xuat mgt mé hinh Iy thuyét cho nghién ciru
HVPNKH sir dung dich vu dién thogi di dong.

Trich din: Nguyén Thanh Liém va Bui Vin Trinh, 2016. Phan tich tong hop nghién ciru vé& hanh vi phan nan
cua khach hang. Tap chi Khoa hoc Truong Dai hoc Can Tho. 44d: 68-85.
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1 GIOI THIEU

Tir nhitng ndm 60, nghién ciru vé hanh vi phan
nan cua khach hang (HVPNKH) da thu hat dugc
sy quan tam cia rat nhiéu hoc gia va cac nha kinh
doanh trén thé gi¢i. Dudi ap luc canh tranh ngay
cang khéc liét, nhét 1a trong linh vyc dich vy, viéc
hiéu rd hanh vi va trai nghiém ctia khach hang tro
nén vo cling quan trong d6i voi doanh nghiép (DN)
(Stauss va Seidel, 2005). Viéc thiu hiéu cam nhén
ciia khach hang khi ho khong hai long vé san
pham/dich vu 1a rat can thiét; mac du vay, van dé
nay khong phai dé dang ddi véi hau hét cac DN.
Chi ¢6 10% s6 khach hang khong hai long vé san
pham/dich vu ¢6 ¥ kién phan anh v6i nha cung cép,
didu d6 c6 nghia 1a 90% s6 khach hang khong hai
long giir thai do im ling. Trong sé nhimng khach
hang c6 hanh vi phan nan, chi c6 20% khach hang
phan nan tryc tiép voi nha san xuét, 80% khach
hang c6 nhitng hanh vi ma nha san xuat khong
hodc khé xac dinh dugc nguyén nhan (Day va
Landon, 1977). Do d6, cac DN gip rat nhiéu kho
khin trong viéc thu thap thong tin, giai quyét phan
nan, cai thién chét lugng san phém/dich vu, va cam
gidc bat man cua khach hang c6 thé ting lén
(Michel, 2002). Hon nira, nhiéu DN vin xem
HVPNKH 1a mét diéu binh thuong cta hoat dong
kinh doanh va viéc kham pha hanh vi phan nan
tiéu ton kinh phi va thoi gian cua cac DN (Atalik,
2007). Nhiéu nha san xuét cd ging khic phyc dich
vu bj 16i nhung cach nay khong hiéu qua, thim chi
¢6 thé 1am van dé tro nén tram trong hon, mirc do
khong hai long ctuia khach hang ting 1€n. Viéc quan
trong hon ma cac DN nén lam 1a tap trung vao viéc
giai quyét cac phan nan va cai thién dich vu
(Maxham III va Netemeyer, 2003).

Nghién ctru HVPNKH mang lai rit nhiéu hiru
ich cho DN. M6t hanh vi phan nan cua khach hang
¢6 thé cung cép cho DN co hoi dé cai thién dich
vy, gia tang nhan thic va long trung thanh cua
khach hang d6i voi thuong hiéu (Komunda va
Oserankhoe, 2012). Viéc xu ly hiéu qua cac phan
nan cua khach hang s€ tao thuén lgi cho DN toi da
héa long trung thanh cua khach hang véi thuong
hiéu, gitip DN tim ra cach khic phuc dua trén cac
thong tin phan hoi tir khach hang (Tronvoll, 2012).
Céc nghién ctru chii yéu tap trung vé dong co cua
hanh vi phan nan va giai thich cac hanh vi phan
nan déc trung. HVPNKH thuong dugc xem nhu 1a
mdt hién tugng tinh (Hirschman, 1970; Singh,
1990) va thugc nhom hanh vi sau khi mua cua
khach hang (Stephens, 2000). Tuy nhién, Crie
(2003) cho rang HVPNKH 1a mot hanh dong tirc
thoi, chir khong phai la mét qua trinh. Tronvoll
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(2007) bac bo cach tiép can trudc va cho ring
HVPNKH nén dugc hiéu 1a mot qué trinh chu
khong phai la mot hién tugng tinh. Nguoc lai,
Ballantyne va Varey (2006) cho rang HVPNKH
duoc dan xen chét ché voi sy tuong tac dich vu ban
dau va danh gia gia trj trong qué trinh sir dung.

Nhin chung, cac nghién ctru vé HVPNKH véan
chwa nhan dugc mot két luan chung trong cac tai
liu dd cong bd. Vi véy, day 1a van dé can duoc
tiép tuc nghién ctru, nghién ctru nay tap trung luoc
khao, phan tich tong hop 29 nghién ctru v& hanh vi
phan nan cua khich hang dugc cong bd tir nam
1973 dén nam 2012 trén cac Tap chi khoa hoc dang
tin cdy nhu: International Journal of Business and
Social Research, International Journal of Learning
& Developmen,Advances in Consumer Research,
International Journal of Retail & Distribution
Management, Journal of the Academy of
Marketing Science,... nhim cung cdp mot cach
nhin tong quat vé HVPNKH.

2 COSOLY THUYET VA CAC NGHIEN
CU'U NEN TANG VE HANH VI PHAN NAN
CUA KHACH HANG

Hién nay, c6 nhiéu nghién ctru da chi ra hanh vi
phan nan dén tir sy khong hai long ciia khach hang
khi st dung san phém/dich vy; day la linh vyc
nghién ciru vé viée xac dinh va phan tich tit ca cac
khia canh c6 lién quan dén phan Gmg cua khach
hang khi khong hai long dbi voi san phdm hodc
dich vu. Khai niém vé HVPNKH nhén duoc sy quan
tam dang ké ctia cdc nha nghién ctru vé hanh vi nguoi
tiéu dung. Hanh vi phan nan 1a bat ky hanh dong nao
trong cac hanh dong dugc kich hoat bdi sy bét man
ctia nhéan thic dbi véi chat lugng ctia san pham hay
dich vy; né la mot qua trinh tao thanh mét tap hop cua
tit ca cac phan tmg khong hai long nhan thdy xung
quanh qua trinh mua, trong qua trinh ti€u thy hodc s&
httu cta hang hoéa, dich vy (Crie, 2003).

Theo Jacoby va Jaccard (1981), hanh vi phan
nan 1a mdt hanh dong dugc thuc hién bdi mot ca
nhan lién quan dén viéc truyén thong mot cai gi do
tiéu cuc vé mot san phém, dich vy, cong ty,... cho
nguoi than, ban b, nha cung cép hay bén thir ba
(cac co quan bao chi, co quan quan ly Nha
nudc,...). McQuilken (2011), dinh nghia hanh vi
phan nan 13 “mét tap hop da phan hoi (hanh vi va
phi hanh vi), mot trong s6 chung duoc bét ngudn tir
su khong hai long”; nhiéu hoc gia cho rang phan
nan 1a sy truyén thong truc tiép gilta cac ca nhan
sau khi mua hang dbi voi cong ty vé sy khong hai
long. HVPNKH dugc xem nhu 1a nhitng phan ing
dugc kich hoat boi sy khong hai 10ng, né thudc vé
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tam 1y khong d& dang chip nhan ciing khong nhanh
chong bi lang quén trong qua trinh tiéu thu san
pham (Homburg va Fiirst, 2005). Singh (1988) da
khai niém hoéa hanh vi phan nan thanh tap hop da
phan hoi (hanh vi va phi hanh vi), mdt trong
s chang dugc kich hoat boi sy bat min trong
nhan thuec.

Nhu véy, c6 thé thay hanh vi phan nan co thé
phat sinh nhu 14 két qua cia cic san pham bj 15i
hodc kém chit lwong, ky vong chua dugc dap tmg
trong cac dich vu, hodc mot s6 101 hira chua dugc
thuc hién béi cac nha san xuét san phém hodc cung
cép dich vy, khach hang co thé phan nan vé mot s6
thudc tinh ciia mot san phém hodc mirc d6 cta chét
lugng dich vu dugc coi 1a khong théoa man. Phan
nan ciing c6 thé din dén su khong hai long tir trong
viéc mua, s& hiru hodc tiéu thu mot san pham/dich
vu.

2.1 Nguyén nhan din dén hanh vi phan nan
cia khach hang

Su khong hai long dugc xem la nguyén nhan
dau tién dan dén hanh vi phan nan (Landon, 1980)
trong khi d6 cuong d6 cua sy khong hai long dugce
xem la déng vai tro thir hai dan dén phan nan
(Oliver, 1987; Prakash, 1991). Day (1984) nhén
manh ring “hanh vi phan nan 1a sy tiép dién c6
logic cta viéc khong hai long, 1a mdt tap hop cac
hanh ddng riéng biét bi anh hudng bdi cac cad nhan
va cac yéu to tinh hudng xuét hién khong lién quan
dén cuong do khong hai long”. HVPNKH la hién
tuong da chiéu va cuc ky phuec tap, n6 phi nhan sy
don gian qua muc cua nhidu nghién ctu trudc diy
(Singh va Howell, 1985).

Tuy nhién, su khong hai 1ong khong du dé dan
dén phan nan va hanh vi phan nan khach hang
khong phai la phép cong gian don cia sy khong hai
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long (Bearden va Teel, 1983). Hirschman (1970)
cho rang khi khach hang quyét dinh phan nan, ho
phai trai qua hai qua trinh can nhic riéng biét: (1)
Khéach hang phai xem xét gia tri danh di giita chi
phi bo ra va loi ich ¢6 dugc tir hoat dong phan nan.
Loi ich va chi phi khong chi vé mit kinh té ma con
vé tam ly. Khi loi ich nhan dugc khong di 16n dé
dan dén hanh vi phan nan thi khach hang s& khong
phan nan mac du khong hai long. Nguoc lai, su
khong hai long rat thip nhung khach hang van
quyét dinh phan nan khi ho cho ring loi ich nhan
duogc 16n hon chi phi ho bo ra. Thyc hién viéc phan
nan khong phai 12 mot hanh dong mién phi, khach
hang phai trai qua cac yéu t6 vé tdm 1y bao gdm su
lung ting, sy e ngai, sy dbi chét. (2) Khach hang
phan nan vi ho cho ring s& nhan dwoc nhing giai
phép mang tinh tich cyc. Khi khach hang khong
hai long ho s& wdc lugng két qua giai quyét phan
nan cia minh dya trén “danh t1eng cua cong ty, su
phan hdi ciia nha cung cp dé can nhic viéc c6 nén
phan nan hay khong (Landon, 1977).

Nhu vay, trudce khi thuc hién hanh vi phan nan,
khach hang phai tim kiém, can nhéc va két hop rat
nhiéu yéu t6 co lién quan dé di dén quyét dinh phan
nan hay khong phan nan; thong thuong khach hang
ky vong (i) cac giai phap tich cuc mang tinh cu thé
nhu: hoan tién, d6i san phém khac, stra chira lai san
pham hong; (ii) cac giai phap dén bu vé mit tinh
than: 101 xin 16i, loi ich xi hoi, ngan ngua tinh
trang tuong ty xay ra dbi véi khach hang khac
(Landon, 1977). Tuy nhién, trong trudng hop
khéch hang phan nan chi vi m§t muyc tiéu duy nhét
la trat gidn va giai toa cang thing, ma khong can
bat ky phan tmg nao tir phia nha cung cép; hay noi
cach khac, nhiing phan tmg cua nha cung cip
khong mang nhiéu ¥ nghia trong trudng hop nay.

Khach hang
khong hai

20% phan
nan voi

80% co
hanh vi

60% cam thiy
hai long

40% chua
hai long

Hinh 1: Phan éng ciia khach hang khi khong hai long vé san phim dich vu
Ngu&n' Andreasen (1988)

Andreasen (1988) cho rang c6 20% khach hang
gap Van dé khi mua san pham, dich vu phan nan
tryc tiép véi ngudi ban hang, va 60% thoi gian qua
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trinh mua hang ho cam thay hai long. Tuy nhién,
tac gid cling cho rang nhiing yéu to c6 lién quan
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dén hanh vi phan nan ctia khach hang ciing rat khac
nhau tuy thudc vao ting linh vuc.

Mot chudi nghién ciru clia cic tac gia Duhaime
va Ash (1979), Singh (1989), Tipper (1997), va
Ursic (1985) vé linh vyc sau tiéu ding da xac dinh
hanh vi phan nan c6 thé xay ra khi: (1) Cong ty
khong c¢6 ¥ dinh khic phuc cac van dé; (2) Panh
gid tot vé hé théng phap 1y va cac co quan thyc thi
nhiém vy; (3) mic d0 quan trong cua san
pham/dich vu; (4) Kinh nghiém vé tinh hinh phan
nan trude do; (5) co thai do tidu cuc d6i véi DN.

Dong-Geun (2003) hanh vi phan nan 1a mdt
phan cua hién twong danh gia va phan tmg sau ban
hang. Tuy nhién, danh gid miic d6 hai long hay
khong hai long ciia khach hang tot nhét 1a xem xét
& mot qua trinh riéng biét. Vi khong phai tit ca
nguoi tiéu ding khong hai long déu phan nan; mat
khac, mot sé khach hang hai long van c6 hanh vi
phan nan. Cung véi quan diém nay, Tronvoll
(2007) cho ring HVPNKH c6 thé dugc xic dinh
nhu mot qua trinh duoc tao ra khi trdi nghiém cua
khéach hang vé dich vu vuot qué mirc chiu dung
ctia khach hang. Hanh vi nay dugc thé hién qua cac
hinh thirc truyén thong giita cac bén khac nhau va
gdy ra sy thay ddi trong hanh vi. Tuy nhién, phan
16n cac hanh dong phan nan dwoc thuc day khi
khach hang hay ngudi sir dung khong hai long vé
san pham hay dich vu (Meng, 2010).
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Tom lai, nguyén nhan dau tién dan dén hanh vi
phan nan bat ngudn tir sy khong hai long, phan tmg
¢6 logic tiép theo sau 1a khach hang s& quyét dinh
phan nan hay khong phan nan duya trén sy cén nhéc
Iwra chon tir nhidu yéu t6 va ddy 1a hanh vi vo cing
phuc tap va da dang.

2.2 Phan loai hanh vi phan nan cia
khach hang

Mason va Himes (1973) phén loai HVPNKH
thanh céac kiéu phan tmg 1a nhém hanh dong (nhém
¢6 phan hoi voi nha san xuit/nha phan phdi hang
hoéa) va nhom khong hanh dong. Trong mot nghién
ctru khac, Warland va ctv. (1975) phan loai hanh vi
phan nan ctia nguoi tiéu dung thanh hanh ddng khé
chiu va khong c6 hanh dong, cac tac gia cho ring
ngudi tidu dung c6 thé khong phan nan, mic du ho
khong hai long.

Day va Landon (1976), va Day (1977) nghién
ciru HVPNKH mét cach toan dién bé'mg viéc sir
dung dir liéu khao sat thuc té. Két qua nghién ciru
cho thay, khong phai khach hang nao khong hai
long vé san pham déu c6 phan nan voi nha san xuét
hay nha cung cp hang hoa, dich vy. Cho dén nay,
mo hinh phan loai hanh vi phan nan dugc Day va
Landon (1977) dé& xuat 14 mo hinh tong quat nhat
dé phan loai hanh vi phan nan, duoc dé xuét qua
Hinh 2.

A 4

Khach hang khong phan nan

Khach hang

khong hai long

p| Khach hang phan nan
v v v v v v v v

Phan Khong || Noi Phan Co Viét Phan Viét lai
nanvéi || tiéptuc || voi anh hanh thu nan tryc || 10

DN, su nhitng véi co dong phan tiép voi phan
diém dung ngudi quan chéng nan voi nha nan &
giao dich vu xung chuc lai Gb DN quan ly hop thu
dich quanh nang ngudi gop y

ban

Hinh 2: Phéan loai hanh vi phan nan cia khach hang
Nguoén: Day va Landon (1977)

Singh (1990) dd x4c dinh HVPNKH bao gdm
nhitng phan tmg: (1) phan tmg truc tiép véi nha san
xuét, (2) thay doi nha cung cap, (3) néi voi ban bé
va gia dinh; (4) phan nan v6i mét co quan quan ly
Nha nudce. Theo Singh va Widing (1991) thi hanh
vi phan nan cta nguoi tiéu dung 1a mdt qua trinh
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tao thanh mdét tap hop cua tat ca cac cau tra 10
khong hai long xung quanh nhom khéch hang trong
qua trinh tiéu thu hoac trong s& hitru hang hoa hoac
dich vu. Nghién ctru nay cling chi ra HVPNKH
khong phai 1a mdt phan tng tirc thi, ma 1a mdt qua
trinh, n6 khong phu thudc truc tiép vao cic yéu tb
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khoi ddu ma phu thude vao sy danh gia cia khach
hang theo thoi gian.

Broadbridge va Marshall (1995) giai thich ring
HVPNKH 1a qué trinh riéng biét, ma bat dau khi
nguoi tiéu dung danh gia hoat dong tiéu dung dan
dén sy khong hai long va két thuc khi nguoi tiéu
dung da hoan thanh tat ca hanh vi/ phi hanh vi
(truyén miéng véi nhimg ngudi xung quanh, tay
chay nha cung cap,...) v6i nha cung cap.
HVPNKH la mot tap hop cac phan tng hanh vi va
phi hanh vi, mot s6 hodc tit ca trong sé d6 duge
gdy ra boi s khong hai 1ong véi sy kién mua sam.

Andreassen (2001), sé lwong khach hang phan
nan it hon so v6i nhitng nguoi khong phan nan.
Khi phan héi, khach hang thé hién rit rd sy khong
hai long ciia minh vé chét lwong dich vu. Ngoai ra,
khi khach hang lua chon la khong phan tng, khach
hang khong c6 thai do tich cuc ddi voi DN hodc
thuong hiéu.

Theo Singh (1990) HVPNKH c6 thé duoc phan
thanh 03 loai nhu sau:

— Phan Gng truc tiép véi nha cung cap dich vu
(Voice responses): hanh vi phan nan duoc thuc
hién truc tiép t6i nha cung cap dich vu, c6 thé 1a
nha ban 1¢ hodc nha san xuat; bang 15i néi truc tiép,
bang vin ban, email hodc qua dién thoai. Muyc dich
¢6 thé yéu cau bdi thuong, xin 16, hanh dong khac
phuc hodc tim kiém 151 giai thich tir nha cung cép
dich vu (Heung & Lam, 2003).

— Phan ng ca nhan/riéng (Private responses):
nhém khach hang nay khéng phan nan truc tiép véi
cac nha cung cap dich vu ma s& dung sir dung dich
vu hodc phan 4nh véi méi quan hé xa hoi gan giii
ca nhan cta ho nhu canh cao véi gia dinh, ban be,
lam nan long va gia dinh khong st dung céac dich
vu cua cong ty, va quyét dinh khong mua hodc téy
chay san pham hay dich vu tir cong ty d6 (boycott).

— Phan Ung v6i bén thir ba (Third Party
responses): khong tham gia truc tiép phan nan voi
nha cung cép dich vu ma thé hién hanh vi phan nan
cia minh qua nhimg hanh dong phép 1y tir bén
ngoai - ¢ the ¢6 mot s6 quyén anh huong dén cac
nha cung cip dich vu. Nhom nay dugc phan loai 1a
"nhém gian dir" (Singh, 1990), thwa kién dén cac
co quan bao v¢ ngudi ti€u dung, cac luat su va bao
chi hay cic phuong tién truyén thong, .... dé phuc
hoi thiét hai kinh té hodc nhiing ton that khac ho
phai chiu tir chit luong dich vu (Krapfel, 1985)
hodc don gian 1a thé hién sy tire gian khi ho mac
phai chit luong dich vu khong tt tir nha cung cép
dich vu (Day va ctv., 1981).
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Bén canh, ciing c6 nhom khach hang rit am
tuong vé dic diém dich vu, ho hiéu réng s€ nhin
dugc nhitng dap tng tich cuc tir phia nha cung cp
dich vy, nén ¢ tinh tao ra cac tinh huéng dé c6 co
ho6i phan nan, tir 46 huong dwoc nhitng phan hdi tbt
tir phia nha cung tng dich vu. Ngoai ra, mot s6
khach hang chua c6 day dii nhitng hiéu biét vé tiéu
chuin cua nhitng dich vu ma céc nha cung cép
mang lai cho ho, khién ho hiéu nham va dan dén
nhitng hanh vi phan nan.

Tom lai, cac nghién ctru vé& phén loai hanh vi
phan nan déu cho rang, khi khach hang khong hai
long dbi voi san phém/dich vu/nha cung cép ho sé
¢6 cac hanh vi phan nan nhu (1) Phan tng tryc tiép
v6i nha cung cip dich vu; (2) Phan tng ca
nhan/riéng va (3) Phan tng v&i bén thir ba, moi
mot hanh vi phan nan déu c6 muc dich riéng. Do
d6, cac DN can nghién ctru hoan thién va nang cao
hiéu qua quan tri phan nan khach hang nham nang
cao su hai long va long trung thanh ctia khach hang
v6i DN.

2.2 Céc yéu tb anh hwéng dén hanh vi phan nan

Céac tac gia nghién curu linh vee HVPNKH xac
dinh c6 cac nhan t5 anh huong dén dén hanh vi
phan nan, cu thé nhu sau:

2.2.1 Céc yéu t6 tinh huong tiéu ding: Pay la
cdc nhdn t6 phat sinh trong qud trinh sir dung dich
vu nhw: chi phi mua dich vu, mirc d6 quan trong
cua dich vu, mirc do sw dung dich vu, logi hop
déng dich vu va su né luc khdc phuc, sita chita cua
DN

— Chi phi mua dich vu hay co thé dugc hiéu la
murc d0 chi tiéu cho dich vu da duoc Mufioz va ctv.
(2015), Tronvoll (2007), Mayer va Morganosky
(1987) dé cap, theo d6 néu chi phi mua dich vu
cang cao thi cang d& dan dén hanh vi phan nan.

— Mt d¢ quan trong cta dich vu dugc Day
(1984), Huppertz (2003), Tronvoll (2007), Mufoz
va ctv. (2015) dé cap, néu dich vu cang quan trong
thi hanh vi phan nan cang dé dién ra; mtc do quan
trong cua dich vu 1a mirc 46 y nghia cua hoat dong
tiéu dung ddi véi khach hang.

— Mitc d6 st dung dich vu di dugc Day
(1984), Valenzuela (2005) d& cap. Néu mirc do sir
dung dich vu cang nhiéu thi hanh vi phan nan cang
d& dién ra. Valenzuela (2005) cho ring mirc do sir
dung san phim va tinh cach cua ngudi tiéu dung
thiic day nhiéu nhét dan dén hanh vi phan nan cua
ngudi tiéu ding, tiép theo 1a thai do cua doanh
nghiép ddi v6i san pham 18i va trach nhiém xa hoi
ctia nguoi tiéu dung c6 it tic dong hon dén hanh vi
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phan nan. Liu va ctv. (2007) cho ring tan suét tiéu
ding san pham c6 twong quan thuan v&i hanh vi
phan nan cua khach hang.

— Loai hop déng dich vu dugc Muiioz va ctv.
(2015) d& cap. Theo nghién ctru nay, néu khach
hang str dung dich vu tra sau s€ c6 kha nang phan
nan nhiéu hon khach hang st dung dich vu tra
trude, trong khi néu khach hang st dung dich vu
tra trudc thong thuong khach hang s& chuyén sang
sit dung dich vu cta nha cung cdp khac thay vi
phan nan véi DN.

2.2.2 Cdc yéu t6 thugc vé nguoi ban hay nha
cung cdp

Céc yéu t6 anh huong dén HVPNKH do nguoi
ban hay nha cung cép dich vu bao gdm: chét luong
dich vu, chét luong phuc vu, murc dg cua sy c6 dich
vy, va phan ung cua nha cung cap véi dich vu 16i.

— Chét luong dich vu 1a yeu td quan trong anh
huong téi HVPNKH. Nhu da dé cép trén, nguyén
nhan chinh din dén HVPNKH la sy khong hai long
vé san pham/dich vu. Ly thuyét marketing cho rang
chét luwong dich vu ma khach hang nhén dugc anh
huong dén hanh vi sau tiéu dung cua khach hang.
Theo d6, néu khach hang hai long vé chit luong
dich vu thi hanh vi phan nan s€ it dugc boc 10.
Nghién cuu thyc nghiém cua Liu va ctv. (2007),
Mufioz vd ctv. (2015) cho thdy néu chit luong dich
vu thép s& khién hanh vi phan nan dugc bdc 10
nhiéu hon.

— Chét lugng phuc vu: 1a yéu td thudc vé phia
nha cung cép, trong cac nghién ciru cia Mufioz va
ctv. (2015), Rizwan (2013), Valenzuela (2005),
Day (1984) chét lugng phuc vu bao gém ca hoat
dong trong khi ban hang va sau tiéu ding. Néu chat
lwong phuc vu cang tt thi hanh vi phan nan cang
giam. Ly thuyét marketing cho ring chat luong
phuc vu ¢6 vai trd quan trong quyét dinh dén cam
nhan cua khach hang dbi véi dich vu.

— Mic do coa sy ¢d dich vu: mie d6 cua su
¢d dich vu tryc tiép lam ting sy nghiém trong cua
van dé, no co thé 1a nhitng dic tinh nhu 1a “cao”
hay “thép” theo mirc d6. Khi mirc d¢ cac van dé
gia tang, khéch hang cam thdy viéc giai quyét van
dé chua cong bang, khi d6 muc d6 khong hai long
s€ tang 1én. Su ¢ vé dich vu c6 03 phuong dién:
thoi gian, tan suat va két qua (Chang va ctv., 2007).

Phan {mg ctia nha cung cdp: Phan tng cua nha
cung cip vé dich vu bi 15i hay con goi la thai do
ciia nha cung cdp v6i cac phan tng cia khach
hang. Khi khach hang cho 1a van dé vé san
pham/dich vu 1a do DN va néu DN khong thira
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nhan diéu do6 s& lam cho hanh vi phan nan gia tang.
Hon nita néu van dé nim ngoai tam kiém soét ciia
cong ty, su khong hai long cua khach hang s€ gia
tang (Gruber va ctv., 2008; Casado va ctv., 2011).

2.2.3 Cac yéu té thudc vé khdach hang

— Thai d6 ctia khach hang di v6i phan nan 1a
nhan t6 dugc nhidu nha nghién ctru quan tam, ngay
tir nhitng nghién ciru dau tién vé hanh vi phan nan
ctia khach hang, thai d6 huéng dén phan nan cua
khach hang da dugc quan tim sau sic. Thai do ddi
véi hanh vi phan nan duge goi 1a xu hudng ca nhan
ctia khach hang tim kiém bdi thuong khéng hai
long tr DN (Richins, 1980). M6t nguoi tiéu dung
s 1én tiéng phan nan hodc hanh dong phan khang
khi c6 sy khong hai long va duoc quyét dinh boi
thai d6 ciia minh dbi véi su phan nan (Oh, 2004;
Day, 1984). Cac nghién ctru cho thdy ton tai mot
mdi quan hé thyc nghiém giita thai do dbi véi vide
phan nan va ngudi phan nan (Kim va Shin, 2003).
Khach hang co6 thai do tich cuc ddi voi phan nan
khéng ¢6 hanh vi truyén miéng dén ngudi xung
quanh, hodc cac co quan chic nang (Day va
Landon, 1976). Thong thuong, khach hang nay co
nhiéu kha ning dé phan nan hon so vdi nhing
nguoi cd thai do tiéu cuc ddi véi viée phan nan
(Bodey va Grace, 2007).

—  Kinh nghiém phan nan trudc d6 duge hiéu
1a kha ning ma mot ngudi s& phan nan mot 1an nita
véi cac nha cung cép dich vu tuong tu voi cach ma
nguoi d6 dd phan nan trudc do6 trong céc truong
hop khong hai long (Singh va Wilkes, 1996). Kinh
nghiém cta cac phan nan truéc d6 co thé anh
huong dén thai do va hanh vi cia ngudi tiéu dung
trong truong hop khoéng hai long trong tuong lai
(Singh va Wilkes, 1996). Kinh nghiém cua cac lan
phan nan anh hudng dén thai d6 dbi voi phan nan.
Khach hang xay dung 1én thai do tich cuc ddi véi
phan nan khi ho tim hiéu lam thé nao dé phan nan
va loi ich cua viéc phan nan (Singh va Wilkes,
1996). Khi khach hang thuc hién phan nan thuong
xuyén hon, thai d¢ cua sy phan nan tré nén manh
mé va chic chin hon do kién thirc va k¥ ning phan
nan cua ho c6 dugc thong qua 1an phan nan trude
d6, 1am tang ky vong cua khach hang ring ho c6
thé dugc bodi thudng tir cong ty (Jin, 2010). Usric
(1985) cho thay rang mot nguoi tiéu ding phan nan
thuong xuyén, thai d6 phan nan tich cyc hon va co
kha nang thanh cong cao hon so voi mot ngudi
khong phan nan thuong xuyén. Kinh nghiém phan
nan trong qua khtr ciing anh huéng dén cac phuong
phép phan nan va hiéu qua cua hanh vi phan nan
(Martin, 1991).
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— Tién doan: dugc dinh nghia 1a kha nang
nhan duogc boi thuong nhu mét sy hoan tra, trao
d6i, hay 10i xin 16i khi phan nan dugc voi DN
(Singh, 1990). Theo Jin (2010), kha nang nhan
thirc cia két qua thanh cong dwoc dinh nghia 13
khach hang c6 thé hinh dung dugc nhimng loi ich
nhan dugc tr cac hanh vi phan nan va cam nhan
kha nang thanh c6ng. Khach hang s€ tham gia phan
nan nhiéu hon khi ho cam thiy rang cic hanh vi
phan nan s& dugc cac cong ty danh gia cao. Ho
xem xét rang néu viéc phan nan cua ho khong c6
gia tri, cam thay rang cong ty s& khong thira nhan
cac gia tri cia viéc phan nan thi ho s€ khong bao
gid phan nan. Céc gia thuyét cua cac nghién ctru
cho thdy ring phan tmg ddi voi cac phan nan cua
cong ty anh huéng dén kha ning nhan thirc cua
thanh coéng (Singh, 1990). Theo Day va Landon
(1976), kha nang nhan thirc cta thanh coéng ciing
¢6 tac dong tryc tiép dén hanh vi phan nan cua
ngudi tiéu dung. Khach hang chic chin vé cach
thirc phan nan hodc c6 du tu tin dé dat dugc su bdi
thuong tir cong ty dang dy kién dé phan nan hon so
véi nhitng khach hang khong du tu tin hodc khong
chic chan vé viée boi thuong tir cong ty (Bodey va
Grace, 2007).

— Long trung thanh cua khach hang: la mot
khéi niém co ban va quan trong dugc thira nhén
rong rdi boi cac nha khoa hoc va cac hoc gia
(Caruana, 2004; Singh, 1990). Khach hang trung
thanh ludn co6 thai do tich cyc ddi véi cac cong ty
ma ho da ting sir dung san phdm/dich vu va khong
chuyén sang ddi thi canh tranh khac cua cong ty
d6 (Caruana, 2004; Jones va Farquhar, 2003).
Nhiing khach hang trung thanh thuong c6 it nhitng
161 phan nan, hay it c6 nhiing hanh vi tiéu cuc khi
chét lugng dich vu bi 16i nhu phan anh véi ban bé,
ngudi than, cac phuwong tién truyén thong.

— Sy hai long cua khach hang: Sy hai long cua
khach hang mo ta su khac biét giita gia tri khach
hang ky vong va gia tri khach hang nhan duogc tr
viéc st dung hang hoa/dich vu. Néu gia tri ma
khéch hang thuc nhian cao hon gid tri ma khach
hang ky vong thi mirc 6 hai long cua khach hang
cang cao, nguoc lai khach hang s€ khong hai long
va hanh vi phan nan vé& san phdm s& dwoc thuc
hién. Nghién ciru thuc nghiém cia Heung va Lam
(2003) va Muifioz va ctv. (2015) cho rang mic do
hai long anh huong dén HVPNKH. Néu khach
hang cang hai 1ong vé dich vy thi hanh vi phan nan
cang giam. Nhu dd dé cap bén trén, mbi quan hé
giita bién nay va bién phy thudc 1a nghich bién.
Thoéng thuong kinh nghiém phan nan trong qua
khir cia mot khach hang vé&i nha cung cap dich vu
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anh huong dén sy hai long cua ho dbi voi dich vu
hién tai cua DN (Kim va ctv., 2010).
2.2.4 Cdc yéu té ddc diém cd nhan

Céc nha nghién ctru phat hién cé sy anh huong
khac nhau rat 16n giita cac bién nhan khéu hoc
(gi6i tinh, tudi tac, trinh d6 hoc van va thu nhap)
d6i v6i hanh vi phan nan (Heung va Lam, 2003),
cu thé:

— Giéi tinh: Anh hudng cta gi6i tinh d6i véi
cac chién luge marketing noi chung di dugc thira
nhan, gidi tinh dugce coi 1a mot yéu t5 nhan khau
trong nghién ctru hanh vi phan nan. Kau va ctv.
(1995) x4c dinh phu nit phan nan nhiéu hon & nam
gidi; trai lai, theo Ngai (2007) nam gii c6 nhiéu
kha nang phan nan hon nit giéi. Phyu nlt thuong co
hanh vi phan nan bang cach 1én tiéng nhiéu hon
nam gidi (Heung va Lam, 2003; Kau va Loh,
2006). Trong khi d6, nghién ctru ciia Manikas va
Shea (1997) cho thdy nam gidi phan nan nhiéu
hon nit gi¢i, do d6 can c6 nhiéu nghién ciru hon
nira trong linh vuc nay.

—  Trinh d6 hoc van: duoc xac dinh 13 bién
nhan khau hoc quan trong trong cac nghién ciru vé
hanh vi phan nan. Trinh d¢ hoc van cao c6 thé
dugc lién két voi nang lyc nhan thirc t6t dé bay to
hanh vi phan nan, nhirg nguoi c6 hoc van cao
thuong ¢6 kha ning t6t dé nhan biét van dé, va co
gia tri ky vong cao hon. Phin 16n cac nghién ctru
da tim thdy mot twong quan thuan giita gido duc va
tan sO phan nan dugc phan hdi véi nha cung cap
(Mayer va Morganosky, 1987; Tronvoll, 2007;
Mahayudin va ctv., 2010; Metehan, 2010; Mensah
va Nimako, 2012). Jacoby va Jaccard (1981) phat
hién ra ring nhitng ngudi ¢6 trinh &6 hoc véan cao
s€ co kha nang phan nan nhiéu hon, diéu nay dugc
ly giai 1a nhiing nguoi hoc van cao ho c6 kién thirc,
biét noi va biét cach phan nan cing nhu biét cach
yéu ciu bdi thuong. Lién quan dén mdi quan hé
gitta phan nan ca nhan va phan nan ra cong ching,
cac nha khoa hoc cho rang can c6 nghién ciru sau
cac nhan t6 vé nhan khau hoc méi c6 thé giai thich
cu thé (Kau va ctv., 1995).

— Tudi: Nhitng nguoi tiéu dung 16n tudi it c6
kha ning dé trinh bay cic phan nan hon ngudi tré
tudi (Hakimah va crv., 2010). Nghién ctu trude
day da chi ra rang nhitng hanh vi phan nan giam
theo tudi (Grougiou va Pettigrew, 2009). Hau hét
céc nghién ctru cho rang khach hang tré tudi co
nhiéu kha ning dé phan nan hon khach hang trung
nién, va do tudi cé tic dong duong dén hanh vi
phan nan cta nguoi tiéu (Tronvoll, 2007).
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- Nghé nghiép: vi tri trong xa hodi thé hién vé
quyén s6 hitu, kiém soat chat lugng cac dich vu.
Nhitng ngudi hoat dong trong cac nganh nghé ¢ vi
tri trong xa hoi c6 nhitng tinh cach dac trung, dong
co dé phan nan nhiéu hon (Williams, 2002).
Tronvoll (2007) cho rang c6 mdi lién hé giita hanh
vi phan nan va nghé nghiép. Theo d6, nhitng nguoi
¢6 nghé nghiép chuyén mén cao thudng c6 nhiéu
phan nan.

— Thu nhép: c6 mdi twong quan véi cac hanh vi
phan nan, gia dinh rang nguoi tiéu ding c6 thu nhap
cao hon mua nhiéu hang hoa/dich vu hon, do d6 co
thé co nhiéu phan nan hon. Ca nhén c6 thu nhap cao
cho phép ho thé hién sy khong hai long dé dang hon.
Theo Williams (2002) nhém thu nhap va hoc vén thap
hon di dwoc xac dinh 1a nhom khach hang dé mic
phai chuong trinh khuyén mai khong cong bang va
ltra ddo trén thi truong so voi cac nhom nguoi tiéu
dung khac.

2.2.5 Yéu to vimé

Céc nha nghién ctu x4c nhén van hoa la mot
bién quan trong, anh hudng sau sic nhéan thirc cua
ngudi tiéu dung vé chit lugng dich vu va cac phan
ung voi that bai dich vu (Chan va Wan, 2008;
Zhang va ctv., 2008.). Van hoa c6 thé dugc dinh
nghia rong rdi nhu la tdp hop cac tong the c6 hé
thong gia tri va chuan myc huéng dan niém tin va
hanh vi cia nguoi dan (Hofstede, 1980). Mot trong
nhiing cau tric dugc nghién ctru rong rai nhat dé so
sanh cac nén van hoa la chu nghia ca nhéan so voi
tap thé (Hofstede, 1991; Markus & Kitayama,
1991; Singelis, 1994). Theo Markus va Kitayama
(1991) sw khac biét chinh gilta con nguoi trong
nén van hoéa ca nhan (chi nghia ca nhan) va nén
vin hoa tap thé (chu nghla tap thé). Chu nghia tap
thé nhan manh cic mbi quan hé xa hoi, xd hoi hai
hoa, chuin muc x3 hoi, va loi ich tap thé duoc coi
trong hon (Singelis, 1994). Trong khi do, chti nghia
ca nhan toén trong 1gi ich ca nhan, sy ty do trong

Kién thuc va kinh
nghiém cua nguoi
tiéu dung

Mtrc d6 quan trong
cua sy kién tiéu dung
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hanh dong cd nhan. Wan (2011) nghién ctru anh
huéng ciia yéu t6 van hoa dén hanh vi phan nan
clia nguoi tiéu dung, trong d6 chu yéu quan tim
dén hanh vi ctia nhom khach hang trong xi hoi c6
mdi quan hé tap thé khing khich (ngudi A Dong)
va nhom khach hang trong xa hdi c6 xu hudng tu
do c4 nhan (nguoi phuong Tay). Nghién ctru cho
rang khong nhét thiét nhitng nguoi theo chii nghia
tap thé it phan nan hon nhitng ngudi theo chu
nghia ca nhan. Trong thuc té, tic dong cia nén van
hoa dén hanh vi phan nan cia nguoi tiéu dung co
lién quan dén cac thét bai cta cac dich vu. Mot
khao nghiém vé sy giao thoa vin héa cho thiy,
nhitng nguoi theo chu nghia tap thé it phan nan
hon nhiing nguoi theo chu nghia cd nhan, nhung
nhitng ngudi theo chu nghia tap thé thuong co xu
huéng phan nan theo kiéu truyén miéng (word of
month).

Nhu vy, tir tong quan céc 1y thuyét cho thay c6
05 yéu té chinh anh huong dén hanh vi phan nan
khach hang (i) Cac yéu t6 tinh hudng tiéu dung, (ii)
cac yéu t6 thudc vé nguoi ban, (iii) cac yéu to
thudc vé khach hang; (iv) dac diém ca nhan; va (v)
yéu té vi mo.

2.3 Céc md hinh nghién ctru nén ting cé
lién quan

Mb hinh nghién ctru caa Day (1984) vé céac lua
chon thay thé cua phan tmg khong hai long chi ra
05 yéu t6 anh huong dén quyét dinh phan nan hay
khong phan nan: (i) mirc d6 y nghia cia hoat dong
tiéu dung (Significance of the Consumption
Event); (ii) kinh nghiém va kién thic ctua nguoi
tiéu dung; (iii) su kho khan trong phan nan; (iv) co
hoi thanh cong khi phan nan; (v) thai d¢ huodng téi
phéan nan (Attitude Toward the Act of Complaining);
trong d6 “thai do hudng ti phan nan” 1a bién dicu
tiét. Mo hinh cac yéu t6 anh huong t6i hanh vi
phan nan dugc thé hién qua Hinh 3.

Chi phi cua viéc
phan nan

Kha nang thanh
cong khi phan nan

\

Thai d6 hudng té1 hanh vi phan nan
(cta doanh nghiép)

Phan tich cac chon
Iua thay thé

/

Phan nan/Khong phan nan

Hinh 3: M hinh c4c lya chon thay thé ciia phan ng khong hai long
Nguon: Day (1984)
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Dé khach hang bdc 10 phan nan, ho trai qua qua
trinh cin nhic, danh gia lua chon gilta phan nan
hodc khong phan nan, khi khach hang khong thoa
mén khong nhét thiét c6 hanh vi phan nan. Khi
khach hang phan nan ho danh gia loi ich va chi phi
ctia phuong 4an, hay muc do nghiém trong ciia van
dé, muc do quan trong cua sy kién tiéu dung, hay
chi phi thyc hién hanh vi phan nan ma khach hang
b6 ra. C6 thé hiéu day 1a mé hinh hai giai doan.
Nhin chung, nghién ctru nay di néu rd cac yéu to

Phan D: Khoa hoc Chinh tri, Kinh 16 va Phap ludt: 44 (2016): 68-85

co ban anh huéng dén quyét dinh phan nan hay
khong phan cta khach hang, day dugc xem 1a mo
hinh nguyén thay nhat vé cac yéu t6 anh huéng dén
hanh vi phan nan. Mic du vy, nghién ctru ndy van
gap mot s6 han ché 1a c4c nhan t§ kiém soat nhan
khau hoc (nghé nghiép, gii tinh, tudi tac, hoc
van...) c6 anh huéng dén quyét dinh phan nan hay
khoéng phan nan; bén canh, nghién ctu ciing chua
xé4c dinh nhan t6 nao c6 anh hudng manh nhat dén
quyét dinh phan nan hay khong cua khach hang.

S thuan tién chuyén Tién dodn kha
ddi dich vu nang}hanh
Ngudng cong
khong hai »| | Khd nang nhén thic sy
long thanh cone
A 4
Thai d¢ hudng tdi phan -
nan Phan nan bang
5 161 n6i voi Hanh vi
Su chic chin NG luc tién doén ngudi ban phan
: nan o
Ngud Kinh nghi¢m phan na 7] eii
gudng inh nghiém phan nan doan
quan - th 2
trong cua | Muc d6 quan trong cua Hanh vi phan
san pham sdn pham nan khac
(WOM, tiy
Su rang budc v& thoi chay...)
gian

Cac thu tuc thuc hién
phan nan

Hinh 4: Cac giai doan phan nan va cac yéu t6 anh hwéng
Nguon: Hupperiz (2003)

Nghién ctru cia Huppertz (2003) vé HVPNKH
giai doan ddu v6i mo hinh nd lyc ciia ngudi tiéu
ding di d& xuét 8 yéu t6 anh huong dén HVPNKH
gbém: (i) mirc do quan trong cua san pham, (ii) su
chic chén, (iii) thai d6 huéng dén hanh dong phan
nan, (iv) kinh nghiém cua nguoi ti€u dung, (v) su
rang budc vé thoi gian; (vi) kha ning nhan thic
duoc sy thanh cong; (vii) cac thu tuc thyc hién
phan nan; va (viii) d& dang thay d6i san pham (thi
treong canh tranh). Huppertz (2003) da hoan thién
hon qui trinh phan nan 02 budc do Day (1984) da
dé xuét truée 6. Mic du vy, nghién ctru nay chi
dung lai ¢ cac phan tich dinh tinh, chua xac dinh
dugc cic yéu to nay anh huong nhu thé nao dén
viéc khach hang quyét dinh phan nan truc tiép hay
gian tlep, murc d§ tac dong dén hanh vi phan nan
clia cac yéu t6 nay ciing chua dugc dé cap.

Tronvoll (2007) nghién cru linh vuc hanh vi
phan nan cua khach hang xac dinh m¢t moé hinh 05
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nhan t6 anh huéng dén dén hanh vi phan nan: (i)
Nhan t6 tinh hudng bao gdm: chi phi hodc lgi ich
nhén dugc khi phan nan, cdm nhan vé 1oi ich nhan
duge, va mic do nghiém trong cua van dé tiéu
dung; (ii) Cac yeu t6 thudc vé ca nhan bao gom cac
yéu t6: ddc diém nhéan khau hoc, tam 1y ngudi tiéu
dung (gia tri ca nhan, nhan céach, thai d6 hudng tdi
phan nan, thai ¢ véi nha san xuat va chinh quyén,
murc do tu tin cua ban than), ca tinh, cam xuc, van
hoéa, xa hoi, kinh nghiém cua nguoi tiéu dung; (iii)
Thai do va kinh nghiém cta khach hang khi phan
nan; (iv) Cac yéu t6 thudc vé nha cung cap dich vu
bao gém: dich vu (mtrc d§ quan trong cta san
pham/dich vu, chi phi dé c6 dugc san phdm/dich
vu), va nha cung cip (loai cira hang, danh tiéng cua
nhéan hiéu, mirc d¢ dép Gng cua nha cung cép, kha
nang thanh cong, mirc d§ dap ung, than thién, tin
cdy, va kip thoi cia cac nhan vién, qui mo cua
cong ty); va (v) Thi truong bao gdm: mirc d6 canh
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tranh cua thi truong, va cdu trac nganh cong
nghiép. Bén canh do6, nghién ctru niy con cho rang
hanh vi phan nan di c6 su thay ddi theo thoi gian.
Theo d6, cac quan diém cd dién cho rang hanh vi
phan nan xuét phat tu viéc khach hang nhan dugc
céc san pham hu hong, hanh vi phan nan chi xuat
hién sau khi két thiic qua trinh tiéu dung, va cam
giac cta nguoi tieu dung la khong hai long. Nguoc
lai, nghién ciru nay nhin dinh hanh vi phan nan
khong chi xudt phat tir viéc nhan dugc san phdm

Yéu t6 tinh hudng

Yéu t0 nha cung cap,
nguoi ban

Thai d6 va kinh nghiém

Hanh vi
phan nan
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héng ma ngay ca khi tiéu vang cac dich vu lién
quan dén san pham, hanh vi phan nan c6 thé xuét
hién ngay trong qua trinh ti€u dung, va hau qua la
tao ra cac 4n tuong tiéu cuc cho ngudi tiéu dung.
Hon nita nghién ctru nay cling chi ra trong cac
hanh dong cb dién nha san xuét chi ling nghe va
ghi lai cdc phan nan chii yéu, sira chira cac 1i cu
thé cua san pham, ting cuong mdi quan hé véi
khach hang, gianh ldy 10ng trung thanh cua khach
hang.

Yeéu t0 ca nhan

AN

Yéu t6 thi trudng

Hinh 5: Céc yéu t6 anh hwéng dén hanh vi phan nan ciia khich hang
Nguon: Tronvoll (2007)

Nghién ctru nay cho ring cac nha san xudt,
cung cép dich vu can thao luan, ddi thoai v&i khach
hang, chii dong tim kiém cac thong tin phan hoi
cht khong ngdi chd va ghi nhan, hoc tap va diéu
chinh hanh dong mot cach sang tao, va tang cuong
mdi quan hé véi nguodi tiéu dung. Mic du vay,
nghién ctru moai chi dung lai & viéc phan tich dinh
tinh, cac két luan va khuyén nghi dua ra dya trén
su phat trién cac nghién ctru trong qua khtr, dong
thoi nd ciing ¢ thé gip han ché khi chua c6 mot
dit liéu thyc nghiém nao dé kiém chimg tinh chinh
xac cia mo hinh duge dé xuét.

Liu va ctv. (2007), nghién ciru HVPNKH sur
dung dich vu véi mo hinh phuong trinh cAu tric dé
phan tich cac yéu t6 anh huong dén hanh vi phan
nan cua khach hang st dung cac website. Két qua
nghién ctru dé xudt mé hinh cac yéu t§ anh huong
dén hanh vi phan nan cta khach hang sir dung web
bao gém: (i) dic diém cua khach hang; (ii) dic
diém cia san pham web; (iii) thai d6 hudng dén
phan nan cua khach hang; (iv) kinh nghiém cua
khach hang; (v) mace d6 hai long cua khach hang.
Dbi v6i cac dic diém cua khach hang, cac yéu td
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nhu d6 tudi, gidi tinh, trinh d6 hoc van, thu nhap,
va mirc d6 ty do c6 lién quan dén hanh vi phan
nan; trong d6, nhitg nguoi tré tudi thuong cd xu
hudng phan nan nhiéu hon nhitng ngudi 16n tudi.
Thai d6 phan nan cta nguoi ti€u dung dugc do
ludng bang cac yéu td: chi phi phan nan, doi hoi k¥
nang phan nan, nhén thtc tang loi ich cho nguoi
phan nan.

Khéch hang cang nhéan thtrc su c6 xu hudng
phan nan nhiéu hon. Mtrc d6 hai long ¢6 xu hudng
lam giam hanh vi phan nan cua khach hang; khach
hang c6 xu hudéng nghiéng vé phan nan tryc tlep
khi khong hai long, nhung ho c6 xu huéng gitr im
lang hodac chuyen sang nha cung cap khac. Pac
diém cua san pham ¢6 quan hé vai hanh vi phan
nan, néu san pham cang phirc tap thi hanh vi phan
nan cang dé dién ra. Tuy nhién, giéi han cua
nghién clru nay la chua xem xét anh huong cua dac
diém san phdm dén muc do hai long cua khach
hang c6 anh huong nhu thé niao dén hanh vi
phan nan va nhiitng kinh nghiém phan nan cda
khach hang anh huéng dén thai d6 phan nan cua
khéch hang.
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Dic diém khach hang

Piac diém san pham web

Hanh vi phan

Thai d¢ cua khach hang

A 4

nan cua khach

»
»

Kinh nghiém mua sam trén web

L hang

Mtrc d¢ hai long

Hinh 6: Cac yéu t6 anh hwéng dén hanh vi phan nan ciia khach hang sir dung website mua sim trén
internet

Nguon: Liu vd ctv. (2007)

Nghién ctru ctia Metehan (2010) vé mdi quan
hé gitra cac dic diém nhan khau hoc véi hanh vi
phan nan cta nguoi tiéu dung & Tho Nhi Ky, véi
muc tiéu xac dinh cac ddc diém vé nhan khau hoc
¢6 anh huong dén hanh vi phan nan ciia nguoi tiéu
ding. Két qua nghién ciru cho thdy mé hinh hanh
vi phan nan cua khach hang dudi dnh huong cua
diém nhan khau gdm: (i) nghé nghiép; (ii) tudi tac;
(iii) trinh d6 hoc vén; (iv) thu nhap; (v) gidi tinh.
Mau nghién ctru dugc khdo sat trén 762 khach
hang. Nghién ctru st dung phuong phap: thong ké
mo ta dir lidu, klem dinh d6 tin cay cia bién do
luong bang hé sb Cronbach’s Alpha, phéan tich
nhan t5 EFA, phan tich Anova. Két qua nghién clru
cho thiy chi c6 thu nhap khéng c6 ¥ nghia thong ké
dén hanh vi phan nan, trong khi cac yéu to khéc
déu anh hudng c6 ¥ nghia thong ké dén quyét dinh
phan nan cua nguoi ti€u dung. Nghién clru nay gap
phai han ché 1a tac gia chi dung lai & mic d§ xéc
dinh céac thang do vé dic diém nhan khau hoc tac
d6ng dén hanh vi phan nan ctia ngudi tiéu dung.

Zain (2011) tham do khach hang phan nan va
khach hang khong phan nan & Malaysia. Muc dich
clia nghién ciru nay 1a kham pha ban chét ciia hanh
vi phan nan va khong phan nan cta khach hang &
Malaysia va so sanh véi cac nghién clu trude &
phuong Tay. Nghién citu xdy dung mot m6 hinh
cac yeu t6 anh huong dén mirc d6 phan cua khach
hang gdm: (i) kiém soat cam nhédn (perceived
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control); (ii) tu giam sat (self-monitoring); (iii) thu
tuc (procedural); (iv) tinh hi¢u qua (efficacy); va
(v) thai do phan nan cia khach hang. Két qua
nghién ctru cho thiy rang khong ton tai hanh vi
khong phan nan, va hanh vi phan nan 1a khac nhau
& cac dbi twgng khac nhau. Nhitng ngudi phan nan
¢6 dic diém twong tu trong cac nghién ctru da thyc
hién & phwong Tay, d6 1a nhitng ngudi co 16i séng
hudng ngoai, hoat bat hon so voi nhitng nguoi
khong phan nan. Nghién ctru ciing cho thay, nhiing
nguoi khong c6 hanh vi phan nan thuong 1a nhitng
ngudi hay lo lang, thiéu tu tin. Nghién ctru cai
thién hiéu biét vé hanh vi sau ti€u dung nhu nhiing
gi dugc cung cép trong cic nghién ctru tr phuong
Tay boi mot nghién ctru dién hinh tr phuong
DPoéng. Nhimng nguoi chau A mic du da ching toc,
chia sé mot nén vin hoa dic séc, trong d6 dang chi
¥ 1a mdi quan hé gia dinh khing khit c6 thé mang
loi ich hoac thir thach cho cac nha tiép thi. Nghién
ctru nay khuyén nghi cic nha lam chinh sach can
thiét 1ap mot qui trinh than thién véi khach hang dé
tiép nhan cac phan nan, va nhdn manh vai trd quan
trong cua viéc quan ly quan hé khach hang. Mac du
nghién ctru chi ra sy khac bi¢t trong hanh vi phan
nan cua ngudi phwong DPoéng va phuong Tay,
nhung nhin chung nghién ctru nay van bi gi6i han
khi chua quan tim dén cac yéu t6 quan trong khac
c¢6 anh huong dén quyét dinh phan nan cua khach
hang nhu mtc d6 quan trong cua tinh hudng tiéu
dung, chét luong dich vu, chét lugng phuc vu...
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Ty giam sat

Thu tuc

Tinh hi€u qua

Cam nhan

Mirc do
phan nan

Thai do phan
nan

Hinh 7: Céc yéu t6 anh hwéng dén mirc d9 phan nan ciia khach hang

Nguon: Zain (2011)

Ashraf (2012) nghién ciru cac yéu t6 tic dong
dén hanh vi phan cua ngudi st dung dién thoai di
dong tai thanh phd Bahawalpur - Pakistan. Nghién
ctru duge thuc hién véi 232 miu didu tra voi
phuong phap phan tich nhan t6 kham pha EFA. Két
qué nghién ctru cho thiy cac yéu té anh huong dén
hanh vi phan nan bao gdm: (1) thai d6 huéng dén
phan nan, (2) kha nang nhén thtc ctia sy thanh
cong cia vi€c phan nan, (3) long trung thanh cua
khach hang, (4) kinh nghiém ciia nhimg lan phan
nan trudc. Trong do, thai d§ phan nan, kha nang
nhén thuc clia sy thanh cong va long trung thanh
ctiia khach hang c6 tic dong dwong dén hanh vi
phan nan cua khach hang, con quan hé gilra kinh

Thai d6 phan nan — nKé:Llh nghiém phan
\ Hanh vi phan
nan cua khach
Nhan thirc kha nang | hang Long trung thanh ciia
thanh cong khéch hang

nghiém nhitng phan nan truéc do6 va hanh vi phan
nan ctia nguoi tidu dung khong co y nghia thong
ké. Nghién ctru nay c6 han ché 1a khong do luong
dugc cac dic diém nhan khau hoc anh huéng nhu
thé nao dén hanh vi phan nan. Trong nghién clru
nay, tac gia s& khéc phuc nhimg nhuoc diém néu
trén bang md hinh cau tric dé do luong tac dong
tiém 4n cua cac bién doc lap trong md hinh nhu
long trung thanh vai chét luong cua dich vu, hay
xem xét kinh nghiém phan nan cua khach hang anh
huéng nhu thé ndo dén thai do hudng dén phan nan
ctia khach hang, két qua 1a ching lam ting hay
giam muc d phan nan cta khach hang.

Hinh 8: Cic yéu t6 anh hwéng dén hanh vi phan nan ciia khach hang sir dung dich vu dién thoat tai
Pakistan

Nguon: Ashraf (2012)

Rizwan (2013) vé cic nhan té tac dong dén
hanh vi phan cta khach hang st dung dich vy vién
thong & thanh phd Bahawalpur - Pakistan. Két qua
nghién ctru chi ra cac yéu t6 anh huéng dén hanh vi
phan nan cta khach hang gom: (1) thai do phan
nan, (2) kha ning kiém soat hanh vi phan nan cua
cong ty cung cap san pham/dich vu, (3) long trung
thanh cua khach hang, (4) kinh nghiém cua cac lan
phan nan truéc d6. Trong d6, kha ning kiém soat
hanh vi phan nan cia cong ty cung cdp san
phém/dich vu, kinh nghiém phan nan trudc dé cua
khach hang c6 tac dong dwong dén hanh vi phan
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nan cta khach hang. Nguoc lai, quan h¢ gilra long
trung thanh ctia khach hang va hanh vi phan nan
cua khach hang da khong dugc chirng minh 1a c6 y
nghia. Tuwong ty nhu nghién ciru cua Ashraf
(2012), nghién ctru ndy cling khong do luong dugce
tac dong cuia cac bién nhan khau hoc den hanh vi
phan nan. Hon nita cac tic dong tiém 4n cia cac
bién doc lap nhu kha ning kiém soat cia cong ty
anh huong nhu thé nao dén long trung thanh cua
khach hang cling chua dugc xem xét. Trong nghién
clru ndy, tac gia ké thira cac yéu t6 di dugc Rizwan
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(2013) dé xuat, dong thoi tac gia st dung mo hinh

Thai do phan nan

Kha nang kiém soat
cua cong ty

Hanh vi phan
nan cia
khach hang
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cau tric dé giai quyet cac yéu diém trén.

Kinh nghiém phan
nan

Long trung thanh cua
khach hang

Hinh 9: Cac yéu t6 anh huéng dén hanh vi phan nan cia khach hang sir dung dich vu dién thoat tai
Pakistan

Ngué‘n: Rizwan (2013)

2.4 M0 hinh nghién ciru dé xuét cho hanh
vi phan nan ciia khach hang sir dung dich vu
dién thoai di dong tai khu virc Pong bing song
Ciru Long

Nhin chung, cac nghién ciru vé HVPNKH trong
va ngoai linh vyc dich vu di c6 nhiéu nd luc dé
phan tich cdc nhan té anh huéng dén hanh vi phan
nan cua khach hang. Bén canh d6, viéc nghién ciru
va phan loai hanh vi phan nan cling nhan dugc sy
quan tim dang ké ctia cac nha khoa hoc va cac nha
kinh doanh. Mic du vay, cac két qua ngh1en clru da
cong bd cho thdy phéan tich vé cac yéu t6 anh
huéng dén hanh vi phan nan chwa dugc théa déng
khi phan 16n cc nghién ctru van tép trung sir dung
phuong phap phan tich dinh tinh, cac phan tich
dinh lugng chi ding lai & mttc d9 phén tich nhan tb
kham pha (EFA). Cac nghién ciru trudc xem hanh
vi phan nan 1a mot qua trinh dién ra mot cach tic
thi, chwa phén tich duoc dién bién hanh vi nay dudi
tac dong cua cac yéu td bén ngoai va bén trong cia
khach hang. Hon nita, viéc nghién ctru hanh vi
phan nan cta khach hang & Viét Nam con kha han
ché, do d6 nghién ctru nay co thé gitp ich cho cac
doanh nghiép Viét Nam trong viéc thic dy hoat
dong cham so6c khach hang, duy tri su hai long cta
khéch hang.

Mot diém quan trong khéc, phan 16n cac nghién
ctru vé hanh vi phan nan ciia khach hang trudc day
chua quan tim dén sy thay ddi trong cach thirc
phan nan cua khach hang dudi tac dong cua sy phat
trién dich vu internet. Néu nhu theo cach truyén
thdng, viéc phan nan cua khach hang thuong phu
thuoc khd nhiéu vao céc phuong tién tiép nhan
phan nan duoc cic nha san xuit hay nha cung cip
dich vu tao ra (chang han hgp thu, email, duong
ddy nong hay s6 dién thoai chdm soc khach hang,
website ciia doanh nghiép), néu nha san xuét co
nhitng cong cu hd tro thi khach hang ¢ nhiéu co
hdi phan nan, ngugc lai thi khong. Tuy nhién, ngay
nay dudi sy phat trién ciia cong nghé thong tin,
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mang internet rat phé bién, dién thoai thong minh
ngdy cang ré hon, mang xi hoi phd bién da cho
nguoi tidu dung nhiéu co hoi bay t6 cam xtic, quan
diém hon, rat c6 thé da lam thay d6i hanh vi cua
khach hang khi gép su cb dbi véi hang hoa dich vu
ma ho st dung. Mang xa hoi (facebook, twiter,
youtube,...) cho phép nguoi dung thyc hién hanh
dong phan nan véi nguoi khac bat ky luc nao co
thé thiic ddy hanh vi phan nan ctia khach hang dién
ra pho bién hon, nhung ciing kho khan hon cho nha
san xuat hang héa/nha cung cip dich vu trong viéc
kiém soat va giai quyét hanh vi phan nan cia khach
hang. Hanh dong phan nan cua khach hang qua
mang x3d hoi c6 thé dugc xem xét nhu 1a mot hanh
dong ca nhan (private action), nhung hanh vi nay
c¢6 tinh chat phtrc tap va kho kiém soat hon rat
nhiéu so véi kiéu truyén miéng tiéu cuc co dlen
(negative word of mouth) boi téc do lan truyén
theo cép s6 nhan nho sy hd tro cua mang internet.
Vi vay, trong nghién clru nay, tac gia dic biét quan
tam dén anh huong cua dich vu internet va cac
cong cu hd trg khach nhu mang xa hoi dén hanh vi
phan nan cta khach hang, ciing nhu sy thay doi dac
trung trong hanh vi phan nan cua khach hang dudi
tac dong cua mang internet.

Bén canh d6, yéu t6 van hoa co thé anh huong
dén hanh vi phan nan cua khach hang. Nhu Zain
(2011) da dé cap, mic du nhirg ngudi phan nan co
dic diém twong ty nhau du ¢ cic nudc phuong Tay
hay phuong Dong nhu Malaysia. Tuy nhién, nhiing
ngudi chau A chia sé¢ mot nén van hoa dic sic,
trong d6 dang chi y 1a mbi quan hé gia dinh khing
khit c6 thé mang lai lgi ich hodc tht thach cho cac
nha tiép thi. Khach hang trong vin hoa phuong
Dong c6 nhidu co hoi truyén miéng véi ngudi xung
quanh hon cac khach hang phwong Tay nho mbi
quan hé khang khit gifra cac thanh vién trong gia
dinh. Viét Nam 1a qudc gia c6 vin hoa dic trung
cua nguoi phuong Pong, c¢6 su dé dit trong 16i
song, con ngudi it co dic tinh hudng ngoai, thiéu
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ty tin, nhung mdi quan hé gitta cic thanh vién nan cua khach hang tai thi truong nay voi vai tro 1a
trong gia dinh v6 cing gin bé. Nhing yéu t6 nay mdt bién kiém sot.

6 thé tao ra su khac biét trong hanh vi phan nan
cua khach hang ¢ Viét Nam so vo6i nhiing kham
phé cua cac nghién ciru trude dugce thyc hién o cac

Hon nira nghién ctru ciing s€ bo sung vao co so
1y luén cho hanh vi sau tiéu dung ¢ Viét Nam.

nudc phuong Tay. Vi vdy, trong nghién cuu nay, M0 hinh nghién ctu HVPNKH su dung dich vy
tac gia xem x¢ét anh huong cua van hoéa nguoi Viét dién thoai di dong tai khu vuc Pong bang sdng
tai Pong bang song Curu Long dén hanh vi phan Cuu Long nhu sau:

Long trung
thanh

Chat lugng
dich vu

Van
hoéa

Hanh vi
phan nan

Y dinh
phan nan

Kinh nghié¢m
phan nan

Mang
Internet

Nhan thirc
thanh cong

Chi phi
phan nan

Hinh 10: M hinh Iy thuyét nghién ctru hanh vi phan nan ciia Khach hang sir dung dich vu dién thoai
tai khu vuec Pong bang song Ciru Long

Nguon: Dé xudt ciia téc gid

3 MUC PiCH PHAN NAN CUA KHACH phuc van dé clia nguoi ban hang mot cach vo didu
HANG kién (Blodgett va Anderson, 2000).

Nhitng nghién ctru trudc ddy cho thiy, khi Mot nhan t§ quan trong khac, d6 1a thai do ddi
khong hai long, khach hang s& yéu cau boi thuong, v6i phan nan duge d& cap nhu 13 cé tinh riéng cua
tham gia vao hanh vi truyén miéng tiéu cuc hodc tir khach hang khi ho khong hai long voi san pham,
b6 nha cung cap; yéu cau bdi thuong dua trén nhan dich vu. Nhitng khach hang c6 ca tinh ho s€ yéu
thirc vé kha nang thanh cong, thai do cta khach cau boi thuong bét cir khi nao khong hai long vé
hang dbi v6i viéc phan nan, mirc do quan trong cua dich vy, trong khi mot s6 khac ho rat mién cudng

san pham; ho nhén thirc van dé khong thé thay dbi de phan nan ngay khi ho that vong rat nhidu. Mot
hay c6 thé thay d6i (Andreassen, 2000). Khi quyét s6 ngudi, yéu cau bdi thuong boi vi gia tri mon
dinh yéu cau boi thuong, khach hang thudng trai hang cao, loi ich lau dai, chi phi dich vu. Nhing
qua nhiéu nd lyc dé giai quyét phan nan. Pau tién cach yéu cau boi thuorng bao gom: hoan tién, 601
ho s& phan nan v6i nha san xuat/dai Iy/ngudi ban hang, stra chita, giam gi4 cho 1in mua hang tlep
hang. Davidow (2003) mo ta viéc bdi thuong 1a loi theo (Orsinger va ctv., 2009). Khach hang yéu cau
ich hay mot két qua phan hdi ma DN thyc hién aé boi thuong hodc khong khi ho danh gia van dé co
giai quyét phan nan cua khach hang. Nhan t6 chinh thé dugc thuc hién hay khong thuc hién, viée thyc
anh huong dén quyét dinh yéu cau b01 thuong la hién bdi thuong hodc khong bdi thudng né thé hién
quan diém cta khach hang vé sy sin sang khic sy yéu kém cua DN. Dbi voi nhimng khach hang

khong yéu cdu bdi thudng, ho khong 1én tiéng néi
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1én su khong hai long cuia minh, do d6 DN khong
¢6 dugc thong tin phan hdi tir khach hang, va danh
mét co hoi cai thién chit lwrong hang hoéa dich vu.
Michel (2002), va Bolton (1998) cho rang, su khic
phuc cac san phém/dich vu bi 16i khong hiéu qua
¢6 thé 1am x6i mon sy hai long ciia khach hang,
tham chi dan dén hau qua 1a khach hang chuyén
sang d6i thi canh tranh.

4 XU LY PHAN NAN CUA DOANH NGHIEP

Phan nan va qua trinh xur ly phan nan la nhiing
van dé quan trong ddi voi cic nha cung cdp dich
vy, boi vi chung c6 kha nang gdy anh hudng tiéu
cuc dén sy hai 1ong va long trung thanh cia khach
hang (Anderson, 1994). X ly cac phan nan khach
hang ciia DN gém nhimg hanh dong giai quyét van
dé, thira nhan sai 15i, khong tranh cai v6i khach
hang, sy cdi m¢ trong giai quyét van dé, xem xét
kha ning boi thuong va ly lai thién cam cua khach
hang (McCole, 2004).

Thuc té cac DN danh gia cao tim quan trong
cua quan tri phan nan, nhung nhin chung sy hai
long cuia khach hang sau khi sir dung dich vu bi 16i
van khong duoc cai thién (Michel va ctv., 2009).
DN nén khuyén khich nhiing khach hang khong hai
long phan nan dé c6 thé giai quyet van dé va giir
khach hang. Tuy thy thdy rd tam quan trong cua
viéc quan tri phan nan khach hang nhung van con
mdt khoang cach tir nghién ctru dén viéc thyc thi
c6 hi¢u qua va lam cach nao dé giai quyét phan
nan va gia tang long trung thanh cua khach hang.
Cac DN c¢b géng cai thién chat lugng dich vu
nhung tuy thudc vao ban chét dich vu va duy tri sy
hai 10ng cta khach hang 1a mot vén dé.

Tir viéc phan tich tong hop, viéc xir Iy phan nan
duoc danh gia boi hanh vi khach hang sau phan
nan nhu y dinh mua hang 1ap lai, nhitng hoat dong
truyén mi¢ng (Gruber, 2011). Viéc tiép tuc nghién
ctru 1a can thiét dé thiét 1ap mot ranh gidi rd rang
giita phan tng ciia DN d6i voi phan nan va tac
dong cua phan g ddi voi hanh vi cia khach hang
sau phan nan. Ngoai ra con c¢6 can phai dinh lugng
cac tac dong ciia mdi chiéu phan tng dbi voi hanh
vi phan nan cua khach hang dé c6 ké hoach khic
phuc dich vu hi€u qua (Gee va ctv., 2008). Khach
hang ky vong nhan dugc “cai gi” tir nd luc khic
phuc ciia DN, trong khi tién trinh xir Iy ctia dich Vu
phuc héi lai quan tim dén “phuc hdi nhu thé nao”
Duffy va ctv. (2006) cho ring do luong chat hrorng
dich vu la quan trong nhung van dé do luong chat
lwong dich vu sau khi khdc phyc ciing can phai
dugc quan tdm hon ntta. Tuy nhién, tuy thudc vao
van d& cua dich vu, Song va cvt. (2006) cho rang
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phuc hdi dich vu lién quan dén su tuong tac gilra
nha cung cap dich vu va khach hang; mot su thiéu
hut trong viéc cung cap dich vu ban dau, phan tmg
chua day du, va két qua mong mudn 1a cac yéu td
bién khach hang khong hai long tro thanh mot
khach hang hai long.

5 LOTICH CUA VIEC QUAN TRI HANH
VI PHAN NAN

Plymire (1991) cho ring con dudng ngén nhét
dé c6 van hoa hudng toi khach hang 1a thong qua
su gia tang quan tri cac phan nan. Céc cong ty co
thé co loi trong nhidu cach tir myc dich khuyén
khich cac phan nan cta khach hang: Mgt la, phan
{ng thich hop vé&i cac phan nan dé c6 thé ngan cac
khich hang chuyén sang dbi tha canh tranh
(Fornell va Wernerfelt, 1987); hai la, n6 mang lai
cho nguoi tiéu dung khong hai long ¢6 co hoi dé
bay to ndi niém cua ho (Aleong & Kolodinsky,
1990; Kowalski, 1996); ba l4, hanh vi phan nan rat
quan trong cho sy phat trién cua cac chién lugc
phuc hdi dich vu mét cach hiéu qua cua cac DN
dua trén khéc phuc dugc céc phan nan va chiém
duogc su tin tudng cta khach hang khi khong hai
long (Tax va Brown, 1998); bén la, hanh vi phan
nan cua khach hang c¢é thé cung cép cho cac nha
cung cap dich vu/san pham dé tai thiét ké cac san
phém/dich vu cd chit lwong cao trong diéu kién
dap mg su mong doi va chinh xé4c cac yéu cau cia
khach hang. Hon nira, hi¢u qua xur ly hanh vi phan
nan 1a mot loai dich vu phuc hdi c6 thé 1én dén
dinh cao vao sy hai 1ong, tin tuéng, truyén miéng
tich cuc, va tiép tuc mua trong twong lai (Kau va
Loh, 2006). Hanh vi phan nan cua khach hang
khong dugce giai quyét co the dan dén truyén miéng
tiéu cuc vé cac nha cung cip dich vu cho cac khach
hang khac (Blodgett, Wakefield va Barnes, 1995).
Theo quan diém cua nhimng loi ich nay, nhiéu tac
gia dong y DN khong nén chi tim cach giai quyét
phan nan, ma phai nd lyc khuyén khich cac hanh vi
phan nan tr khach hang, dac bi¢t 1a nhiing nguoi
khong hai long (Heung va Lam, 2003).

Mot trong nhimng ddi twong quan trong nhat ma
cac DN va dic biét 1a cac nha quan ly c6 ging dé
dat duogc 1a tao ra khach hang trung thanh. Cong
viéc nay phu thudc vao muc dd hai long ctua khach
hang va su hai long c6 dugc dam bao lién tuc hay
khong. V6i muc dich nay, thuc hién hiéu qua quan
tri hanh vi phan nan cua khach hang s& mang lai
nhitng loi ich nhu: tranh mét khach hang, phat trién
cac san pham hién tai, dat dugc cac san phim méi,
bao vé thuong hi¢u, ngin chin truyén miéng tiéu
cuc. Lgi ich quan trong nira la, khi cac DN xu ly
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t6t cac hanh vi phan nan ciia khach hang co thé lam
gia tang long trung thanh cta khach hang doi véi
cac dich vu cua DN (Heung va Lam, 2003).

6 KET LUAN

Nghién ciru HVPNKH khong chi gitip hiéu rd
hon hanh vi sau tiéu dung cua khach hang ma con
mang lai lgi ich cho cac nha cung cip trong viéc
ci thién chat lugng hang hoa/dich vu, gia ting su
hai long, va gia tang long trung thanh cua khach
hang. Tir tong hop phén tich tinh hinh nghién ciu
HVPNKH cho thay (1) Chi c6 mdt so it khach
hang boc 1 hanh vi phan nan khi khong hai long
vé san phém dich vu, phﬁn 16n khach hang giit im
lang khi hang héa dich vy khong 1am ho théa man.
Trong s nhimng khach hang c6 hanh vi phan nan,
chi co it khach hang phan nan tryc tiép voi nha san
xuét, s6 con lai ¢6 hanh vi truyén miéng hodc phan
tmg theo hudng gy kho khian cho nha san xuét
trong viéc quan ly hanh vi phan nan; (2) Nguyén
nhan dan dén hanh vi phan nan cta khach hang chu
yéu 1a do san phim dich vu bi 11, khong dap tmg
dwoc nhu cau cia khach hang. Tuy nhién, ciing co
dau hiéu cho thdy khach hang hai 1ong van c6 thé
c6 hanh vi phan nan v6i nha san xuét; (3)
HVPNKH chiu tac dong cua nhiéu yéu t6 khac
nhau, bao gdm céc nhan t6 thudc vé tinh hudng tiéu
dung, cac nhan td thudc vé nguoi ban, cac nhan td
thugc vé& khach hang, va cac nhan t6 méi trudng.
Do d6, cac nha san xuét, nha cung cap gép kho
khin trong viéc thu thap thong tin, giai quyét phan
nan, cai thién chit lugng san pham dich vy, va c6
thé cam giac bit man cua khach hang ting 1én; (4)
Quan tri HVPNKH mang lai l¢i ich thiét thuc cho
cac nha cung cap nhu mang lai co hoi cho DN cai
thién dich vy, gia tang nhan thirc cua khach hang
vé thuong hiéu, va gia ting long trung thanh cua
khach hang. Tuy nhién, nhiéu DN van chi xem
hanh vi phan nan cta khach hang 1a mot diéu binh
thuong trong hoat dong kinh doanh, va viéc kham
pha hanh vi phan nan tiéu tén chi phi va thoi gian
clia cac nha san xuat. Cudi cing, mot cich tong
quan, cac nghién ctru vé HVPNKH van chua nhan
dugc mot két luan chung trong céc tai liéu da cong
bb do su khac biét trong cac linh vye duge nghién
cuu. Qua tong hop phén tich tai liu c6 lién quan,
tac gia dé nghi cac hoc gia va cac nha DN can
nghién ctru sdu vé hanh vi phan nan khach hang tai
Viét Nam, dua trén su ké thira va khic phuc nhiing
han ché tir cac md hinh truéc d6 nhiam bd sung
thém vao co so 1y thuyét HVPNKH mo hinh thuc
nghiém, dong thoi gitip nha quan tri cia cic DN
cung cép dich vu c6 thém thong tin hiru ich trong
viéc quan tri hanh vi phan nan cua khach hang,
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gilp nang cao sy hai long va long trung thanh cua
khach hang doi véi dich vu va thuong hiéu.

7 HAN CHE CUA NGHIEN CUU

Ciing twong ty nhu bit ky nghién ciru nao,
nghién ctru nay ciing c6 nhiéu han ché. Thir nhat,
nghién ctru chi méi dimg lai & viéc hé thong hoa co
s& 1y thuyét, phan tich téng hop va lugc khao cac
tai liéu co lién quan chi dugc kiém dinh trén khu
vuce chau Au, mot vai nuée chau A va Nam Phi nén
tinh tong quat chwa cao. Hon nira, khach hang tai
Viét Nam ¢ thé co nhitng khac biét so vdi cac
nudc; bén canh do, c6 thé co su khac biét giita cac
nganh, linh vyc va san phém. Vi vay, nén tiép tuc
nghién ciru trén nhidu nganh hang cta Viét Nam dé
gia tang tinh tong quat héa cua nghién ctu, day
cling 14 hudng nghién ctru tiép theo. Thir hai, md
hinh dé xuat ciia nghién ctru chua dugc kiém dinh
tai Viét Nam, do vay cac nghién cuu tiép theo nén
tién hanh nghién ciru dinh tinh k§ hon ciing nhu
lwoc khao 1y thuyét lién quan déy du hon dé tién
hanh xay dung mé hinh ly thuyet va xac dinh day
du cac yéu to co tac dong dén HVNPKH. Cudi
cting nghién ctru nay chua duge thu thap dir liéu dé
phan tich, xac dinh cu thé HVPNKH tung nganh
hang tai Viét Nam. Vi thé, cac nghién ctru tiép theo
can khic phyc van dé nay.
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