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TOM TAT

Long trung thanh cua khach hang 1a mot trong nhing yéu td quan trong anh hudng
dén su phat trién ctia doanh nghiép. Nghién ciru ndy xem xét mdi quan hé gitra chét
lwong mbi quan hé va 1ong trung thanh ciia khach hang d6i véi hé thong nha hang
KFC Viét Nam. Phuong phap thao ludn nhom, hé sb tin cay Cronbach’s Alpha,
phan tich nhan t5 kham pha (EFA), hdi quy tuyén tinh boi (MLR) duoc sir dung dé
xéc dinh cac yéu té tic dong dén 1ong trung thanh ciia khach hang. Nghién ciru sir
dung dir liéu v6i kich thuéec mau tir 353 khach hang, két qua kiém dinh cho thay
cam két, chat lugng giao tiép, niém tin tac dong tich cuc dén long trung thanh cua
khach hang. Tir két qua nghién ctru, tac gia dé xuit mot sé chinh sach nhdm duy tri
long trung thanh cia khach hang.

IMPACT OF RELATIONSHIP QUALITY ON CUSTOMER LOYALTY:
A CASE STUDY OF KENTUCKY FRIED CHICKEN (KFC) IN VIETNAM

Dinh Thuy Tram

Thu Duc College of Technology, No53, Vo Van Ngan Str., Linh Chieu ward, Thu Duc City, Ho Chi Minh City, Vietnam

Corresponding Author: dinhthuytram@tdc.edu.vn

ARTICLE INFO

Received: Mar 10, 2023
Revised: Apr 10,2023

Accepted: May 10, 2023
Published: Sep 20,2023

KEYWORDS

Relationship quality;

Loyalty;

Kentucky Fried Chicken;

Vietnam.

ABSTRACT

Customer loyalty is one of the important factors affecting the development of
enterprises. The research examines the relationship between relationship quality
and customer loyalty for KFC restaurant chains in Vietnam. Group discussion
method, Cronbach’s Alpha, Exploratory Factor Analysis (EFA), Multiple Linear
Regression (MLR) were used to determine factors that affect customer loyalty. The
study used data with a sample size of 353 customers, the results have revealed that
commitment, communication quality, trust positively impact on customer loyalty.
From the research results, the author proposes some key strategies to maintain
customer loyalty.
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1. GIOI THIEU

Kentucky Fried Chicken (KFC) 1a mot hé thong nha hang
thire an nhanh xuét hién dau tién tai Viét Nam vao nam
1997. KFC da gap rat nhiéu thir thach khi tiép can thi
truong Viét Nam, do nguoi tiéu dung Viét Nam hoan toan
xa la véi thitc an nhanh, hau qua KFC lién tuc chiu 16 trong
nhimg nim dau kinh doanh. Véi chién lugce kinh doanh
hidu qua, hé thong nha hang thirc an nhanh cta KFC Viét
Nam dén nay da phat trién hon 140 nha hang trén khép cac
tinh va thanh phé 16n trong nudc, tao nén mot thuong hiéu
c6 uy tin, thu hat hang triéu lugt khach trong nude.

Théi quen an udng ctia ngudi Viét Nam ¢ xu hudng thay
d6i da bién thi truong thirc an nhanh tai Viét Nam tr¢ thanh
thi truong tiém ning, thu hit nhidu thwong hiéu thic in
nhanh ddu tu vao Viét Nam. Trong thi truong thic an
nhanh ¢ Viét Nam, KFC hién nay dbi dién voi nhiéu ap luc
do xuét hién nhiéu ddi thu canh tranh véi thwong hiéu tén
tudi thé gidi: Lotteria, Jollibee, Pizza Hut, Burger King,
Domino’s Pizza, Subway. bé giam ap lyc canh tranh, KFC
Viét Nam cén xay dyung long trung thanh cua khach hang,
boi khach hang trung thanh la kénh quang cdo hiéu qua
nhat cia doanh nghiép, tao cho doanh nghiép nhiing khach
hang méi tiém ning. Do d6, cac nha quan tri KFC Viét
Nam can xac dinh dwuoc nhitng yéu t6 nao anh huong dén
long trung thanh cda khach hang.

Long trung thanh ctia khach hang 1a mot tai san vo gia d6i
v6i moi doanh nghi€p. Su trung thanh cta khach hang thé
hién qua hanh vi mua, tan sudt mua ciia khach hang. Chat
lwong mdi quan hé gitta KFC Viét Nam va khach hang la
mot trong nhimg yéu t6 quyét dinh sy trung thanh cua
khach hang. Vi vay, muc ti€u cla nghién ciru nay la xac
dinh cac yéu td tao nén chét luong mbi quan hé anh hudng
dén 10ng trung thanh cua khach hang.

2. COSOLY THUYET VA MO HINH NGHIEN CUU

Chét luong mbi quan hé dugc Dwyer & cong su khoi
xuong nghién ctru vao ndm 1987 va dugc nghién ctiru hon
30 nim nhung van chua c6 mot khai niém thong nhat vé
chat lugng mdi quan hé. Holmlund (2008) da tong hop mot
sO dinh nghia vé chit lugng mdi quan hé cia cic nha
nghién ciu: Dwyer et al. (1987), Crosby et al. (1990),
Parasuraman et al. (1994), Wray et al. (1995), Kurmar et al.
(1995), Heining Thurau & Klee (1997), Luethesser (1997),
Smith (1998), Dorch et al. (1998), Johnson (1999), Javerlin
(2001), Naudé¢ & Buttle (2000), Parson (2000), Lang &
Colgate (2003), Walter et al. (2003), Iven (2004), Woo &
Ennew (2004), Lages et al. (2005), Huntley (2006),
Gronroos (2007) va nhimg phat biéu dinh nghia vé chat
luong mdi quan h¢ cua cac nha nghién ctu nay déu cho
rang chat luong mbi quan hé 1a mot khai niém da hudng
[7].

Két qua nghién ctru cua Beatson & cong su (2008) va
Hoang Lé Chi (2013) déu cho ring chit lugng mbi quan hé
bao gdm ba thanh phan: Niém tin, sy hai long, su cam két
[2], [6]- Nguyen Thi Hong Nguyét (2017) cho rang chat
lrong moi quan hé bao gom 6 thanh phan: Sy dam m¢, gén
két, cam két, phu thudc 1an nhau, than mat, niém tin [12].
Nguyén Quang Thu va cong sy (2018) da nghién ctru khai
niém chat lugng mdi quan hé thong qua phuong phap dinh
tinh va dua trén cac nghién ctru trude: Doney & Cannon
(1997), Moberg & Speh (2003), Kauser & Shaw (2004),
Lages & Filipe (2005), Nyaga & Whipple (2011) va két qua
nghién ctru cho rang chat lugng mdi quan hé bao gdm 6
thanh phén: Niém tin, cam két, su hai long, dau tu quan hé,
chat lugng giao tiép, ddc diém khai nghiép [11]. Cac nghién

ctru vé chat lugng mdi quan hé hau hét déu cho rang niém
tin, cam két va sy hai 1ong 14 nhitng thanh phan tao nén chét
lwong mdi quan hé gitra doanh nghiép va khach hang.

Oliver (1999) cho rang long trung thanh la sy cam két
chic chin s& lap lai viéc mua ddi v6i nhitng san phim hay
dich vu duoc ua chuong mot cach kién dinh trong tuong lai
[13]. Hoang L¢ Chi (2013) da tong hop cac nghién ctru vé
chét lvong mdi quan hé va 1ong trung thanh: Lemke (2003),
Wong (2006), Gil-Saura (2009), Aurier & Lanauzw (2011)
va cac két qua nghién ctru déu cho rang long trung thanh la
két qua cua mdi quan hé ¢ chat luong gitra nha cung cap
va khach hang [6].

Hoang Lé Chi (2013) cho ring ¢ 3 yéu t tao nén chat
lwong mdi quan hé tac dong tich cyc dén long trung thanh
cuia khach hang: Niém tin, sy hai long, cam ket [6]. Nguyen
Thi Hong Nguyét (2017) cho ring c6 6 yeu t6 tao nén chat
lwong mdi quan hé tac dong tich cuc dén long trung thanh
ctia khach hang: Niém tin, cam két, sy dam mé, gan két,
phu thudc 1an nhau, than mat [12]. Ngo Puc Chién (2021)
cho ring c6 4 yéu tb tac dong tich cuc dén 1ong trung thanh
ciia khach hang: Niém tin, sy hai long, hinh anh thwong
hiéu, chét luong dich vu [9].

Bang 1. CAc yéu té anh hudng dén 1ong trung thanh
cua khach hang

Hoang Nguyf:n Ngé
L Xz ~ ~.  Thi Hong brurc
Céc y€u to L& Chi R X
(2013) Nguyét Chién
(2017) (2021)
Niém tin x X X
Su hai long x x
Cam két X
Su dam mé X
Gin két x
Phu thudc 1an nhau X
Than mat X
Hinh anh thuong hi¢u X
Chét luong dich vu x

(Nguon: Tong hop cua tac gia)

Tac gia tong hop cac nghién ciru vé cac yéu td tac dong
dén long trung thanh cua khach hang: Hoang L& Chi
(2013), Nguyén Thi Hong Nguyét (2017), Ngb buc Chién
(2021) va cac két qua nghién ciru déu cho rang niém tin 1a
yéu to tac dong tich cyc dén long trung thanh ciia khach
hang [6], [9], [12]. Két qua nghién ctru cua Hoang Lé Ch1
(2013) va Nguyen Thi Hong Nguyét (2017) déu cho rang
niém tin va cam két tac dong tich cuc dén long trung thanh
ctia khach hang [6], [12]. Két qua nghién ctru ciia Hoang Lé
Chi (2013) va Ngb Durc Chién (2021) déu cho rang niém tin
va su hai long tac dong tich cuc dén long trung thanh cua
khéch hang [6], [9].

Anderson & cong su (1992) cho rang cam két 1a sy sin
sang hy sinh loi ich trong ngan han dé hudng t6i nhimg loi
ich dai han tir mbi quan hé [1]. Ou & cong su (2011) cho
rang cam két tic dong tich cuc dén long trung thanh cua
khach hang [14]. Su cam két tir hai phia (doanh nghiép va
khach hang) s& tao nén sy gin két lau dai gitta doanh
nghi€p va khach hang, tir 46 doanh nghiép xay dung va duy
tri hiéu qua long trung thanh cuia khach hang.

Gia thuyét H1: Cam két tac dong tich cuc dén long trung
thanh cua khach hang.

Bleeke (1993) cho rang giao tiép 1a yéu t6 quan trong nhét
trong viéc trao d6i thanh cong giita hai bén, mdi quan hé
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Chdt hirong méi quan hé tdc dong den long trung thanh cua khach hang déi véi hé thang nha hang KFC Viét Nam

hai bén s& sup d6 néu khong co6 thong tin lién lac thudong
xuyén [3]. Giao tiép véi khach hang hiéu qua s& giup doanh
nghiép chuyén tai cac thong diép rd rang va giy anh hudng
tich cyc dén khach hang, tir 6 xdy dung va duy tri duoc
long trung thanh cia khach hang.

Gia thuyét H2: Chat luong giao tiép tac dong tich cuc
dén 10ng trung thanh cua khach hang.

Gundlach & cong su (1993) cho rang niém tin 1a su tin
cdy ciia mot bén ddi voi bén kia [5]. Liu & cong su (2011)
cho rang niém tin 13 yéu t6 can thiét dé gitr chan khach
hang trung thanh [8]. Do dd, doanh nghiép lam cho khach
hang c6 niém tin v&i moi hoat dong kinh doanh cua doanh
nghiép s€ lam khach hang trung thanh trong viéc st dung
dich vu cua doanh nghiép.

Gia thuyét H3: Niém tin tac dong tich cuc dén long
trung thanh cta khach hang

Oliver (1999) cho ring su hai long 1a dap tmg mang lai
su thich th cho nguoi ti€u dung [13]. Chiou va cong su
(2004) cho rang c6 mdi quan hé tich cuc giira sy hai 1ong va
1ong trung thanh cua khach hang [4]. Sy hai 1ong 13 mot yéu
t6 quyét dinh khach hang tiép tuc hay tir bé sir dung dich vu
ctia doanh nghiép. Khach hang cam thiy hai 1ong trong viéc
sir dung dich vu ctia doanh nghiép cung cip, khach hang s&
duy tri mua hang va tr¢ thanh khach hang trung thanh cta
doanh nghiép.

Gia thuyét H4: Sy hai long tic dong tich cuc dén long
trung thanh ctia khach hang.

Dua vao 4 gia thuyét duoc dé nghi, m6 hinh nghién ctru
dugc trinh bay ¢ Hinh 1.

Chét luong giao tiép

Hinh 1. M hinh nghién citu
(Ngudn: Tong hop va d& xuét cua tac gia)
3. PHUONG PHAP NGHIEN CUU
Nghién ctru duoc thuc hién qua hai budc: Nghién cuu
so by, nghién ctu chinh thire. Nghién ctu so by dugc thuc
hién bang phuong phap dinh tinh théng qua thao luan nhém
dang cau hoéi mé voi 10 khach hang da st dung thic an
nhanh tai cira hang KFC nham phat trién cac thang do phu
hop véi bdi canh nghién ctru. Cac thang do trong nghién
ctru sir dung dang Likert 7 bac (tir 1 14 rat phan d6i dén 7 1a
rit dong y). Nghién ciru chinh thirc duge thyc hién bang
phuong phéap dinh lwong theo phwong phap tu dién bang
hoéi véi nhitng khach hang da st dung thirc an nhanh tai ctra
hang KFC. D li¢u cua nghién ctu chinh thuc dinh lugng
duoc xir Iy bang phan mém SPSS 23.
Bang 2. Co cdau mau nghién cizu

P SO luong Tilé

bac diem (newdi) (%)
Giéi tinh
- Nam 106 30
-Nir 247 70
Truong dao tao
- Cao dang Kinh té Thanh phd 109 30.9
H6 Chi Minh
- Cao ding Cong nghé Thu Puc 244 69.1
Ho khau thuong tri
- Thanh phb H6 Chi Minh 287 81.3

- Tinh 66 18.7

(Ngudn: Tong hop cua tac gia tir phan mém SPSS 23)

Mau dugc chon theo phuong phép thuan tién véi kich
thuée mau 1a 500, thu vé 500. Sau khi kiém tra, c6 147
phiéu bi loai vi tra 151 khong day du. SO phiéu con lai sir
dung cho nghién ctru chinh thirc 1a 353. V& gi6i tinh, 106
khach hang 1a nam (chiém 30% mau), 247 khach hang 1 nit
(chiém 70% mau). Vé truong dao tao, 109 khich hang la
sinh vién Truong cao dang Kinh t& Thanh phé HO Chi Minh
(chiém 30.9% mau), 244 khach hang 14 sinh vién Truong
Cao ding Cong nghé Thu Puc (chiém 69.1% mau). Vé ho
khau thuong trii, 287 khach hang & Thanh phd HO Chi
Minh (chiém 81.3% mau), 66 khach hang & céc tinh (chiém
18.7% mau).
4. KET QUA NGHIEN CUU
4.1. Kiém dinh thang do

Két qua bang 3 cho thdy cac thang do déu c6 hé sb
Cronbach’s Alpha 16n hon 0.7 va cac hé s6 twong quan bién
— téng déu 16n hon 0.4 nén tt ca cac thang do déu dat do
tin cdy, duoc st dung dé phan tich nhan t6 kham pha tiép
theo. Phan tich nhan t5 kham pha (Exploratory Factor
Analys1s - EFA) duogc thyc hién véi phuong phap trich hé
s0 la Principal Component Analysis va phép xoay Varimax
dé phan nhom céc nhan t6.

Bang 3. Két qua hé sé Cronbach’s Alpha ciia cdc thang do

Hé sb tuong

Thang do C;(Xllb Tf; quan bién géng
p nho nhat

Cam két (CK) 0.915 0.557
Chat lwong giao tiép 0.851 0.500
(GT)

Niém tin (NT) 0.864 0.607
Su hai long (HL) 0.855 0.665
Long trung thanh (TT) 0.834 0.643

(Nguon: Tong hop ciia tac gia tir phan mém SPSS 23)

Bang 4. Két qua phan tich EFA lan 2 cua céc bién doc lap

Hé s6 tai nhan t6

Ma hoa
1 2 3

CK3 0.852

CK4 0.823

CK5 0.807

CK6 0.796

CK2 0.794

GT3 0.855

GT2 0.806

GT4 0.803

GT1 0.630

NT1 0.830

NT2 0.797

NT3 0.628
KMO =0.902 Muc y nghia (Bartlett’s Test) = 0,000
Eigenvalue 6.299 1.406 1.036
Phuong sai trich tich lily (%) 52.494  64. 209 72.846

(Nguon Téng hop cua tac gia tir phan mém SPSS 23)

Két qua phén tich nhan tb kham kha lan 1 véi 4 thang
do (cam ket chit luong giao tlep, niém tin, sw hai 1ong) cho
thiy hé sb tai nhan t6 cua blen quan sat CK1 va HL1 < 0.5,
chénh léch hé s6 tai nhan té cua bién quan sat NT4, NTS5,
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NT6, HL2, HL3, HL4 gitta cdc nhan td < 0.3 nén tac gia
quyét dinh loai bién CKI, HL1, HL2, HL3, HL4, NT4,
NT5, NT6 dé tién hanh chay lai EFA lan 2 gom 12 bién
quan sat.

Két qua phén tich nhan t6 kham pha 1an 2 tai bang 4 cho
thiy gia tri KMO dat 0.902 > 0.5 véi muc y nghia
(Bartlett’s Test) 1a 0.000 < 0.05 chtng to phén tich nhan t6
1a thich hgp véi dir li€u, cac nhan td duoc trich tai gia tri
Eigenvalue 1a 1.036 > 1, phuong sai trich tich liy la
72.846% > 50%. Cac bién quan sat déu c6 hé sd tai nhan t6
> (.5 va chénh léch hé sb tai nhan t6 cua cac bién quan sat
giita cac nhan t& déu > 0.3 nén dat yéu cau.

Céc thang do ¢6 su thay doi nhu sau:

- Cam két gdbm 5 bién quan sat (CK2, CK3, CK4,
CKS5, CKS6).

- Chat luong giao tiép gdm 4 bién quan sat (GTI,
GT2, GT3, GT4)

- Niém tin gdm 3 bién quan sat (NT1, NT2, NT3)

Tac gia thuc hién phén tich nhan t6 kham phé cho thang
do long trung thanh. Két qua phan tich tai bang 5 cho thy
thang do long trung thanh cé gia tri KMO dat 0.706 > 0.5
vOi mirc y nghia (Bartlett’s Test) 1a 0.000 < 0.05 ching to
phan tich nhan t5 1a thich hop véi dir liéu, 1 nhan té dugc
trich tai gia tri Eigenvalue la 2.300 > 1, phuong sai trich
tich liiy 1a 76.658% > 50%, cac bién quan sat déu c6 hé sb
tai nhan t6 16n hon 0.5 nén dat yéu cau. Nhu vdy, thang do
cam két, chat luong giao tiép, niém tin va 1ong trung thanh
dugc chdp nhan va s dung cho phan tich hoi quy tuyén
tinh.

Bang 5. Két qua phan tich nhan té kham pha
véi bién phy thuge

M héa Hg 50 ta
nhan to
TT2 0.904
TT1 0.891
TT3 0.830
KMO = 0.706 Murc y nghia (Bartlett’s Test) = 0.000

Eigenvalue = 2.300
Phuong sai trich tich lity (%) = 76.658

(Ngudn: Tong hop ciia tac gia tir phan mém SPSS 23)
Tir két qua trén, gia thuyét duoc diéu chinh:
- Gia thuyét H1: Cam két tac dong tich cuc dén long
trung thanh cta khach hang.
- Gia thuyét H2: Chat lugng giao tiép tac dong tich
cuc dén 10ng trung thanh ctia khach hang
- Gia thuyét H3: Niém tin tac dong tich cuc dén
long trung thanh cua khach hang
4.2. Phan tich hdi quy tuyén tinh
Pé kiém dinh gia thuyet nghién ciru, hdi quy tuyén tinh
duoc sir dung. Két qua hdi quy tuyén tinh dugc trinh bay &
bang 6 dudi day cho thiy R2 hiéu chinh 1 0.678 co nghia
la 67.8% murc bién thién cta bién phu thudc long trung
thanh duogc giai thich boi cac bién doc 1ap. Két qua F =
247.788 v6i mirc y nghia = 0.000 cho thdy mé hinh phu
hop voi dir liéu thi truong. Két qua cho thiy cam két va
chat lugng giao tiép déu tac dong tich cuc dén long trung
thanh cua khich hang véi hé s6 beta chuan héa va p-value
twong tng (B = 0.623, p < 0.05; B = 0.203, p < 0.05), gia
thuyét H1 va H2 duoc chép nhén. Bén canh do, niém tin tac
dong tich cuc dén 1ong trung thanh cua khach hang voi hé
s6 beta chuan hoa va p-value tuong ung (B = 0.103, p <
0.05), gia thuyét H3 duoc chép nhan. Dya vao hé s6 beta

chuan hoa, mic do cic yéu td tac dong dén long trung
thanh ctia khach hang theo thir tu tir cao dén thap 1a cam
két, chét luong giao tiép, niém tin.

Hién twong da cong tuyén dugc kiém dinh thong qua hé
s& VIF. Nguyén Pinh Tho (2013) cho riang néu VIF cua
mot bién doc 1ap ma 16n hon 10 thi khong co gid tri giai
thich bién thién trong mé hinh [10]. Két qua cho thiy VIF
to 1.625 den 1.771 chung to khong xay ra hién tuong da
cong tuyén va khong c6 mdi twong quan chit ché gitra cac
bién doc lap.

Bang 6. Két qua phan tich hai quy tuyén tinh

Hé sb
beta = p- g
chuan value
hoa
Hing s6
Cam két — long trung thanh ~ 0.623  0.000 1.771
Chat luong giao tiep —~1ong 503 000 1.625
trung thanh
Niém tin — 1ong trung thanh ~ 0.103  0.010  1.708
R2 hiéu chinh = 0.678 F=247.788

Mirc ¥ nghia = 0.000

(Nguon: Tong hop ciia tac gia tir phan mém SPSS 23)
5. KET LUAN

Két qua nghién ctru cho rang chit lwong mdi quan hé
giita khach hang va KFC duoc tao nén bai cac yéu td: Cam
két, niém tin, chat luong giao tiép. Két qua phan tich hoi
quy tuyén tinh véi mic ¥ nghia 5% cho thiy yéu t6 cam
két, chat lugng giao tiép, niém tin anh hudng tich cuc dén
long trung thanh cta khach hang. Trong dé, sy cam két
gitra khach hang va KFC dong vai tr6 quan trong hon a6i
v6i chit lugng giao tiép va niém tin. Dé xay dung va duy tri
long trung thanh cia khach hang, dau tu néng cao chat
lwong moi quan hé gitra khach hang va KFC la rat can thiét.
Do d6, doanh nghiép can chii ¥ cac van dé:

Mot 1a, thyuc hién ding cam két voi khach hang dé méi
quan h¢ gitra KFC va khach hang duoc duy tri lau dai. KFC
cung cip cho khach hang chat lugng an udng va phuc vu
ding nhu nhitng thong tin duwgc KFC quang cédo qua
Internet va tai clra hang.

Hai 13, trong qué trinh st dyng dich vy an uéng tai KFC,
khach hang chu yéu giao tiép voi nhan vién KFC. Nhan
vién KFC tiép nhan thong tin, giai dap thic mic cho khach
hang chinh x4c va nhanh chéng; luén vui vé, than thi¢n va
lich sy voi khach hang s€ giip KFC xay dung va duy tri
long trung thanh ciia khach hang. Do d6, KFC can c6 chién
lugc phat trién k¥ nang cho nhan vién.

Ba 1a, xdy dung niém tin cho khich hang dbi voi hé
thong nha hang KFC. Bén canh viéc cung cap cho khach
hang thirc an ngon va an toan, gia ban va phi giao hang hop
li, doanh nghiép can tap trung xiy dung va phat trién
thuong hiéu giup khach hang tim thay thwong hiéu KFC
mot cach dé dang.

Do gi6i han vé chi phi va thoi gian, nghién ctru nay co
mot s6 han ché nhu sau:

Mot 14, nghién cuu khao sat khach hang 1a sinh vién cta
cac trudng cao ding cong 1ap tai Thanh phd HS Chi Minh.
Cac nghién ciru tiép theo can khao sat sinh vién cua céc
truong cao dang tu thuc khac dé thdy dugc sy khac nhau
hanh vi mua hang giita sinh vién truong cong lap va sinh
vién truong tu thuc.
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Chdt hirong méi quan hé tdc dong den long trung thanh cua khach hang déi véi hé thang nha hang KFC Viét Nam

Hai 1a, nghién ctru khao sat khach hang la sinh vién tu
19 tudi dén 21 tudi. Cac nghién ctu tiép theo can khao sat
khach hang & cac d6 tudi va nghé nghiép khac nhau dé ting
tinh téng quét cua két qua nghién ctru.

Ba 13, nghién ctru thuc hién chon mau theo phuong phap
thuan tién nén tinh dai dién thip va khong tong quat hoa
cao cho tong thé. Vi vay, cac nghién ctru tiép theo nén chon
mau theo xac suét khi thuc hién nghién ctru chinh thure dinh
luong dé co tinh dai dién va tong quét hoa cao cho tong thé.
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