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Toém tat

Cc yéu t6 tac dong vdo gide quan da dwoe nhiéu nghién cuu chung minh co vai tro quan trong toi
sw hai long ciia thue khéch véi nha hang. Bdng tiép cdn dmh tlnh voi cdc phwong phap quan sat
khong tham du, quan sat tham dir chii dong va phéng van ban cdu triic, nghién ciru nay tim hiéu
danh hwéng ciia cde yéu t6 tac dong vdo gide quan (vi gide, khiru gide, thi gide, xiic gide va thinh
giac) to"i su hai long cua thuc khdch tai cac nha hdng chay trén dia ban Ha Néi. Két qua, tat ca
cdc yéu t6 tae dong Ién gide quan ciia con nguoi déu cé danh hwéng t6i sw hai long ciia thuee khach
théng qua kha ndng tac dong va thay doi cam nhan cia ho. C6 nghza I, viéc sir dung cdc yéu to
téc dong vao gidc quan (théng qua marketing gidc quan) cé thé la goi ¥ gid tri cho cdc chii nha
hang chay tao ra trdi nghiém khach hang toan dién, gia tang cam xuc tich cuc trong ho, tir do cai
thién sy hai long cua ho.

Tiwr khoa: Giac quan, marketing giac quan, su hai long ctia thyc khach, nha hang chay

Ma JEL: A13, C91

Determinants influencing on human senses and satisfaction of vegetarian restaurant
customers: a study in Hanoi

Abstract:

Human sense determinants have been proven to have a significant impact on the satisfaction
of restaurant customers. By utilizing the qualitative approach, together with semi-structure
interviews, non-participation and participation observation research, the paper investigates
determinants impacting human senses (touch, hearing, sight, smell, and taste), the satisfaction
of vegetarian restaurant customers located in Hanoi. The results show that all factors
influencing human senses will improve the satisfaction through the ability to interact with
and change peoples perception. In other words, the use of human senses (through sense
marketing techniques) could be a valuable solution for vegetarian restaurants to generate
the total customer experience, stimulate their positive feeling, then eventually enhance their
satisfaction.

Keywords: Sensory, sensory marketing, customers’satisfaction, vegetarian restaurant
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1. Giéi thiéu

An chay dang tré thanh mot xu hudng toan ciu va tao nén co hdi day tiém ning cho cac loai thuc phdm
chay noi chung va kinh doanh nha hang chay néi riéng. Tai Viét Nam, vdi mot bd phan khdng nho nguoi
dan theo Phéat giao c6 thoéi quen an chay, cong thém tac dong cua xu hudng an chay vi moi truong, vi cong
ddng, vi strc khoe dang dan pho bién, s6 lugng nha hang chay dang ngay mot tang 1én. Nguon khach hang
khong con gidi han ¢ nhitng ngudi theo dao Phat va ciing khong phai chi gdm nhiing khach hang trung tudi
tro 1én, ma ca nhirng nguoi khong theo dao Phat va c¢o sy tham gia gioi tré. Dé nim bt co hoi nay, cac nha
hang chay can c6 nhimg chién lugc va giai phap phu hop dé dép ting nhu cau khach hang. Marketing giac
quan déan chiém duoc sy quan tAm ciia cac chii nha hang chay.

Tai Viét Nam, khai niém vé marketing giac quan da duoc dé cap dén, nhung chua c6 nghién ciru chuyén
sdu ¢ tung linh vuc cu thé ma méi chi dung lai 6 nghién ctru tai ban. Trén thé gidi, cac yéu tb tac dong vao
gidc quan ciia con ngudi dan duge xem nhu cong cu marketing quan trong (Achrol & Kotler, 2012). Trai
nghiém gidc quan c6 tac ddng manh mé t6i qua trinh danh gia va ra quyét dinh cua nguoi tiéu dung (Hassan
& Igbal, 2016). Nhiéu nghién ciru da chi ra marketing giac quan tai nha hang cé tac dong téi su hai 1ong ctia
khach hang, tuy nhién chua cé nghién ciru di sdu vé nha hang chay. Do bat ngudn tir nhu cau lién quan toi
niém tin t6n gido cling nhu mong cau sy an yén, hoat dong marketing gidc quan & cac nha hang chay Viét
Nam s& c6 nhitng dic trung riéng va khac biét so v6i cac nha hang chay trén thé gidi, cin c6 mot nghién ciru
chuyén sau vé anh huéng cia cac yéu té marketing giac quan t6i su hai long cua thue khach tai nha hang
chay.

Nghién ctru nay tim hiéu anh hudng ciia cac yéu td tic dong vao giac quan t6i sy hai 1ong cua thyc khach
tai cac nha hang chay véi dia ban nghién ciru & Ha Noi - mot thanh phd ¢ sé lwong nha hang chay nhidu
nhét ca nude, tir 46 dua ra mot sb giai phap ing dung marketing gidc quan ddi véi cac nha hang chay nham
gia ting sy hai 1ong ciia khach hang. Cu thé, nghién ciru tap trung di sau vao tra 10i ba cau hoi nghién ciru:
(i) C6 cac yéu t6 tac dong vao gidc quan? (ii) Cac yéu t6 tic dong vao gidc quan (thi giac, thinh giac, khiru
gidc, xtic giac va vi giac) tai nha hang chay anh hudng nhu thé nao téi sy hai long cua thuc khach véi nha
hang? (iii) Cac nha hang chay nén tmg dung marketing giac quan nhu thé nao dé cai thién sy hai 1ong cua
khach hang?

2. Tong quan nghién ctru

Trai nghiém cta khach hang dang tré thanh yéu t6 quan trong anh hudng tdi cam nhan, téi sy hai long va
¥ dinh mua 1an sau. Chinh vi thé, marketing da b6 sung cach tiép can méi khi xem céc yéu t6 tac dong vao
gidc quan nhu céc cong cu marketing quan trong tac dong vao khach hang (Achrol & Kotler, 2012). Céc
trai nghiém giac quan c6 anh huéng quan trong khi khach hang dénh gia va ra quyét dinh mua va cac hoat
dong marketing tdc dong vao gidc quan cua con nguoi hudng téi viée tao nén phan g dap lai cta ho voi
san pham va thuong hiéu dugc goi 1a marketing gic quan (Hassan & Igbal, 2016). Kinh doanh nha hang 1a
linh vuc ¢ kha ning 4p dung dong thoi ca nim nhom yéu té marketing gidc quan, bao gdm cac yéu t6 tac
dong vao thi gidc, thinh giac, khiru giadc va xtc giac (Brakus & cong sw, 2009; Lin, 2019). P4 c6 nhiéu cong
trinh nghién ctru nuéce ngoai khing dinh anh huong ciia cac yéu td marketing giac quan tai nha hang toi sy
hai long cta khach hang (Randhir & cong su, 2016; Ansari & Keshavarz, 2016; Satti & cong sy, 2019), tuy
nhién chwa c¢6 nghién ctru ndo cho riéng linh vyc nha hang chay. Tai Viét Nam, tuy khai niém vé marketing
giac quan da duogc dé cap nhung chua c6 nghién ctru chuyén sau ¢ mot linh vuc cu thé, mai chi dung lai ¢
nghién ctru tai ban.

2.1. Marketing gidc quan

Giac quan (hay co quan cam giac) 1a noi chiu tic dong bai kich thich bén ngoai & méi trudong cu thé
(Zuckerman, 2014) tao nén phan tng cta con ngudi. N6 phan anh nhiing gi con ngudi cam thay, nhin,
nghe, ngiri va ném khi tiép xuc véi cac kich thich. Holbrook & Hirschman (1982) cho rang “cam giac, hinh
anh, cam xuc, niém vui va nhitng thanh phﬁn ¢6 tinh biéu tuong hodc cam thy khac” tré thanh “nhiling trai
nghiém quan trong va khoi goi hanh vi khach hang”. Géan ddy, cac gidc quan, trai nghiém va cam xtc cua
khach hang dang tré nén ngay mdt quan trong hon trong cac rng dung marketing (Achrol & Kotler, 2012).
Céc nha marketing trén toan thé gii da goi y ing dung marketing duya trén cam xtic cta con nguoi dé dap
{ng kip thoi v6i nhimng thay d6i nay (Kotler & cong su, 2011). Vai tro cua trai nghiém giac quan trong viée
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Hinh 1: Khung ly thuyét giai thich khai niém marketing giic quan
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Nguon: Krishna (2012).

danh gia va ra quyét dinh ciia khach hang dugc thé hién qua hoat dong marketing giac quan (Hassan & Igbal,
2016). Marketing giadc quan dugc dinh nghia la hoat dong marketing (hodc chién lugc marketing) nham thu
hut (hay tuong tac voi) nam giac quan ctiia khach hang, qua dé tac dong lién tuc t&i cam nhan, danh gia va
hanh vi cta ho (Krishna, 2010).

Erdil (2015) giai thich co ché g dung ctia marketing giac quan 1a viéc tao ra cac kich thich duya trén cac
yéu té moi trudng bén ngoai ¢6 thé thu hit cac gidc quan ctia nguoi tiéu ding. Nhitng yéu t ctia moi truong
khong chi anh hudng t6i cam xtic ma con t6i danh gia ciia nguoi tidu dung vé san pham hodc thuong hiéu,
tir 40, tac dong toi y dinh va hanh vi mua cta ho (Erdil, 2015). Krishna (2012) dwa ra mot khung 1y thuyét
nhim giai thich cho khai niém marketing gic quan, duoc thé hién ¢ Hinh 1. Téc gia nay ciing nhan manh can
phan biét hai khai niém la “cadm giac” va “cam nhan”. Cam giac c6 dugc khi céac kich thich tac dong toi cac té
bao thu cam cua cac co quan cam giac, vé ban chit 1a thudc vé co ché sinh hoc va than kinh. Con cam nhén 1a
su nhan ra hodc hiéu duoc vé thong tin tir cac gidc quan hay thong tin cam giac; bao gom sy truyén dan, phan
tich va giai thich cam giac boi ndo bd. Sau khi don nhén kich thich, con nguoi s€ st dung nhan thirc va cam
xtc sdn ¢6 ciia minh dé tao thanh cam giac do, tir d6 hinh thanh cam nhan cia riéng minh vé cac kich thich
(Krishna, 2012). Dya trén nghién ctru hé nao dd, nhéan thurc va cam xac duge xir ly tai h¢ vién ctia ndo bd s&

Hinh 2: Co ché hoat dong ciia marketing giic quan
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Nguon: Tong hop ciia nhém téc gid.
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tao ra cam nhan vé mot kich thich sau khi nhan dwoc tin hiéu cam giac hinh thanh béi kich thich d6 (Riza &
Wijayanti, 2018).

Tu day, co ché hoat dong ctiia marketing giac quan dugc tom tat mot cach don gian nhu Hinh 2. Cy thé, cac
kich thich marketing tac dong tdi cac giac quan cua khach hang, tao ra cac cam giac tuong img. Nhiing cam gic
nay khi duogc truyén dan 1én ndo bo s& anh hudng dén nhén thirc va cam xtc sin c6 cta khach hang, nho do6 tao
nén cam nhén ciia khach hang ddi vai cac kich thich d6. Cam nhan 13 phan tmg xay ra bén trong khach hang, bao
g6m phan tmg nhén thirc va phan tmg cam xuc (Krishna, 2012). Phan tmg nhén thirc ¢6 tac dong téi cam nhén vé
chat luong con phan tmg cam xtic tao ra cam nhan vé sy hai long hay khong hai 10ng ctia khach hang khi nhén cac
kich thich marketing giac quan, c¢6 lién quan tryc tiép sy hai long tong thé cta khach hang vé san pham/dich vu.

2.2. Cdc yéu té6 marketing gidc quan

Cdc yéu t6 tac déng vao thi gidc

Con ngudi bi anh hudng nhiéu nhét boi thi giac, 4n twong dau tién dugc truyén dat qua thi gidc s& gitp
khach hang trong viéc hinh thanh hinh anh v& san phim va thuong hiéu (Ebster, 2011). Thi gi4c la giac quan
hiéu qua nhat dé truyén tai cac thong diép marketing t6i khach hang (Lindstrom, 2005). Calvert & Thesen
(2004) khang dinh thi giac c6 thé twong tac vai thinh giac, xtc giac va khiru giac, thé hién vai tro hd trg quan
trong ctia thi gidc ddi véi cac giac quan khéc.

Cdc yéu t6 tac dong vao thinh gidc

Am thanh c6 anh huong lau dai dén tri nhd. Thyc té, con ngudi thu nhan mot lugng 16n thong tin qua 4m
thanh (Hultén & cong su, 2009). Lindstrom (2005) khang dinh 4m thanh c6 thé danh hudng dén hanh vi va
thoi quen mua hang. Am thanh c6 thé gitp cai thién tdm trang, va trong marketing, no cling dugc xem la
quan trong ddi voi hanh vi cta khach hang (Alpert & cong sy, 2005). Thong qua cac nghién ctru ctia minh,
Lindstrom & Kotler (2005) nhan dinh rang khach hang co cac loai nhu cau khac nhau va trong marketing,
4m thanh d3 duogc sir dung rat hiéu qua dé giao tiép v6i nhu cau vo thirc cua khach hang.

Cic yéu t6 tac dong vao khitu gidc)

Khiru gidc duoc két ndi voi hoi thé - thé hién su sdng ctia con ngudi. Khiru gidc 13 gide quan khong thé bo
qua vi n6 c6 anh hudng truc tiép va nhanh nhat t6i tri nhd (Herz & Engen, 1996; Lindstrom, 2006). Khiru giac
hoat dong rat chit ché v6i cam xtc va anh huong rat 16n dén hanh vi (Mahmoudi & cong su, 2012). Diéu nay
ciing c6 thé dugc lién két véi cac chién luge marketing dai han hodc ngén han dé gitp khach hang ghi nhd hinh
anh tot hon khi lién két voi mui huong cu thé (Hultén & cong s, 2009).

Cc yéu 16 tic déng vao xuc gidc

Xtc glac la mot yeu t6 cam nhan ctia da, xay ra khi mot nguoi tiép xic véi mot thir gi do hodc ai o, dan dén
mot mdi quan hé gan gili giita ca hai, thay ddi cam xtc con nguoi va anh huorng dang ké t6i su trao ddi thong
tin (Hultén & cong su, 2009). Viéc cho phép khach hang cham vao san pham khong nhig tao ra thai do tich
cuc dbi v6i viec mua hang ma con xay dung mdi quan hé véi san pham, tao niém tin vé chat luong san pham
(Peck & Wiggens, 2006; Hultén, 2013).

Cic yéu 16 tac dong vao vi gidc

Vi giac dugc cam nhan thong qua cac tac dong vao cac nu vi gic tai ludi. Vi giac gitip phan biét giira vi
ngot, man, chua, ddng va vi ngot thit (Ikeda, 2002). Trong linh virc nha hang, nhiing gi chiing ta in c¢6 lién quan
mat thiét dén su séng con, nén vi giac cd mot vai tro dac biét so voi cac giac quan khac (Ansari & Keshavarz,
2016). Bén canh d06, vi giac va khiru giac co mbi quan h¢ chat ch€ voi nhau vi mot nguoi cod thé tiép xuc voi
mui ma khong can ném nhung hau nhu khong thé ném bat ctr thir gi ma khong c6 mui (Lindstrom, 2006).

2.3. Ung dung marketing gidc quan tai nha hang va sw hai long ciia khdch hang

Nganh dich vu 4m thyc - nha hang 1a linh vuc c¢6 kha niang 4p dung khai niém marketing gidc quan mot
cach toan dién vdi nam yéu td giac quan (Brakus & cong su, 2009; Lin, 2019). Hon thé nira, viéc ung dung
marketing giac quan trong linh vuc nay con dem lai nhiing két qua tich cuc trong nhén thirc cia khach
hang qua viéc tao ra co hoi trai nghiém tong thé (Turley & Milliman, 2000; Wiedmann & cong su, 2013).
Marketing giac quan lam gia ting gid tri dich vu bang cach chiét xuat nhiing tinh tiy cua san pham, dua
ching vao trai nghiém twong tac, nho d6 gitup khach hang ra quyét dinh (Wiedmann & cong su, 2018). Trong
sudt qué trinh, néu ky vong phu hop véi thuc té thi khach hang cam thay hai long hodc ngugc lai, néu thuc
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té thap hon so véi ky vong thi s& khong hai long. Hon thé nita, sy hai long ciia khach hang bi anh huong
boi cac didu kién tAm 1y va cam x(ic qua trai nghiém c4 nhan cta khach hang (Baker & Crompton, 2000).
Qua d6, cang thdy dugc mdi quan hé mat thiét giira cac yéu té marketing gidc quan va sy hai 10ng ctia khach
hang. Céc nha hang c6 thé gay anh huong dén thuc khach va thu hat sy chi y ciia ho bang cach sir dung
thiét ké khong gian dep mit, doc ddo; nhac nén khoi day cam giac, tao ra bau khong khi dac biét, mui huwong
nhe nhang, hap dan hoic dic biét, tha vi giup lam ting trai nghiém vé vi giac cua khach hang (Shah, 2018).
Néi cach khac, cac yéu td marketing gidc quan tai nha hang c6 tac dong tich cuc toi sy hai long cua khach
hang (Amorntatkul & Pahome, 2010; Randhir & cong su, 2016; Ansari & Keshavarz, 2016; Satti & cOng su,
2019). Lindstrom (2005) khang dinh ring, bang cach sir dung cac yéu td tic dong t6i ca nim gidc quan (nim
yéu t6 marketing gidc quan) clia con nguoi s& gitip “tong trai nghiém giac quan tang it nhat 1a gp doi, tham
chi la gap ba, kha nang ghi nh¢ thuong hi¢u ctia khach hang”. C6 mot vai nghién ciru trude day xem xét dong
thoi ca nam yéu th rnarketlng giac quan, dién hinh 1a Satti & cong sy (2019), Jang & Lee (2019), Erenkol &
Merve (2015). Song, phan 16n cac cong trinh nghién ctru khong nghién ciru ddy du cac giac quan.

Nhu vay, ¢ thé thdy, dd c6 nhiéu cong trinh nghién ctru trén thé gidi chi ra su anh hudng cia cac yéu to
marketing giac quan tai nha hang t01 su hai long cia khach hang trong nha hang, tuy nhién cac nghién ctu
thuong chi tap trung vao mot sé yéu td, chura xem xét toan bo cac yéu tb tac dong t6i ca nam giac quan la
thi giac, thinh giac, khiru giac, xtc giac va vi giac. Marketing giac quan ciing la chu d& marketing con chua
duogc khai thac ¢ Viét Nam, dic biét 1a trong linh vuc nha hang chay. Do d6, dé 1ap day khoang tréng nay
trong cac tai liéu hién co, mot nghién ciru tong hop ca nam bién sé marketing giac quan s& c6 kha ning cung
cép mot burc tranh téng thé hon vé co hdi tmg dung cach tiép can nay trong hoat dong kinh doanh néi chung.

Trén co s& phén tich trén, nhom tac gia dé xut mé hinh nghién ctru vé anh hudng ciia marketing giac quan
t6i sw hai 1ong ctia thuce khach — nghién ciru cc yéu td tac dong vao cac giac quan ctia con ngudi, ap dung cho
b6i canh kinh doanh nha hang chay, nhu trinh bay trong Hinh 3.

Hinh 3: M6 hinh nghién ciru dé xuit

Yéu to tac dong vao giac
quan tai nha hang chay

Sw hai long

cua thue
khach

Nguon: Pé xuat cua nhom tdc gia.

3. Phuong phap nghién ciru

Nghién ctru nay dugc thuc hién bang phuong phap phong van sau va quan sat cac ddi tuong lién quan. Trén
co s tong quan nghién ctru, cdu hoi cho nghién ctru dinh tinh dugc xac dinh 1a: cac yéu t6 tac dong vao giac
quan tai nha hang chay c6 anh hudng nhu thé nao toi su hai 1ong cua thue khach? Céac chi tiéu do luong bién
sb hay cu thé 1a cac tiéu chi danh gia cho cac yéu td tac ddng vao cac giac quan tai nha hang chay dugc lya
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chon trén co s& nghién ctru cia Chang (2019), Medina (2014), Ansari & Keshavarz (2016), Roballey &
cong sur (1985), Milliman (1986), va xuat phat tir phong vén sau thuc té mot sé khach hang va chi nha hang.

Qua trinh thu thap phong van siu duoc tién hanh tir 15/03/2021 dén 15/07/2021, st dung két hop phuomg
phép quan sat (quan sat khong tham dy va quan sat tham du chu dong) v6i phuong phap phong van ban cau
trac. Mau nghién ciru dugc ldy tai Ha Noi, mot trong nhitng noi c6 sé lugng nha hang chay nhiéu nhét ca
nuée. Voi phuong phép quan sat khéng tham dw, miu nghién ciru 13 tat ca cac ndi dung lién quan téi nha
hang chay va trai nghiém cua khéach hang tai nha hang chay trén dia ban Ha Noi, dugc thu thap trén internet
va bao gdm cac hinh anh, bai nhan xét, danh gia, bai dang trén nhém Facebook. Nhom tac gia ciing tham
khéo céac bai viét, bai ding, binh luan hodc video trén internet, vi du nhu trén cac trang blog c4 nhan, dién
dan thao luan, mang xa hdi Facebook, YouTube, cac trang danh gia nhu TripAdvisor, Foody thude kiéu
review; dong thoi, quan sat mot cach gian tiép cac nha hang chay thong qua cac hinh anh ma ho dang tai trén
céc trang mang xa hoi hodc website ciia nha hang, qua d6 nam dugc phong cach chii dao ma cac nha hang
chay huong dén hodc dy doan dugc d6i tuong ho tiép can.

Véi phirong phdp quan sat tham di chii dong, mau nghién ciru bao gdm 12 nha hang chay véi nhiéu kiéu
khong gian khac nhau trén dia ban Ha Noi, tir phan khuc trung cap trd 1én, tap trung ¢ 03 quén trong s6 bay
quan c6 s lugng nha hang chay nhiéu nhét, véi 8/12 nha hang c6 loai hinh phuc vu chinh 14 buffet (do day
14 loai hinh phé bién nhit tai Ha Noi). Nhom tac gia tap trung vao 2 van dé chinh khi quan sat tai cic nha
hang: (i) nhitng yéu t6 marketing giac quan ma nha hang d6 da str dung va cam nhan, danh gia ca nhan cua
nhom tac gia ddi voi cac yéu té do; (ii) dic diém va hanh vi ciia ddi twong thuc khach ¢ nha hang. Khi xem
xét cac yéu to marketing gidc quan tai nha hang chay, nhom tac gia dua trén bang cac tiéu chi danh gia da dé
xudt ban dau, ddng thoi lién tuc bd sung cac tiéu chi méi phat hién duoc thong qua quan sat.

Véi phwong phdp phong van sdu, mau nghién ctru gom 11 khach hang da trai nghiém tai cac nha hang
chay va 03 chu nha hang chay. Nhom dbi twong phong van 1a thuc khach c6 3/11 nguoi 1a in chay truong,
4/11 ngudi vé6i kinh nghiém trai nghiém trén 5 nha hang chay, 7/11 nguoi 1 nit gioi, 9/11 nguoi véi do tudi
25 dén 45 va 6/11 ngudi lam van phong. Nhom ddi twong phong vén 1a chu nha hang chay c6 kiéu thiét ké
khong gian khac nhau, phuc vu céc loai hinh goi mén va buffet, kiéu an chay gom chay c6 trimg sita, thuan
chay va chay theo thyc dudng. Poi véi doi tiwong phong vén la chii nha hang chay, n6i dung phong van
bao gém 2 ¥ 16n: (i) kham pha quan diém cua cha nha hang d6i v6i anh hudng cia viée sir dung cac yéu to
marketing giac quan tai nha hang t&i hoat dong kinh doanh va hanh vi khach hang; (ii) tim hiéu vé cach ho st
dung céc yéu té marketing giac quan trong nha hang (ddi voi timg yéu t6 thi giac, thinh giac, xuc giac, khiru
gidc va vi gic) va danh gia ctia ho vé hidu qua ctia timg yéu to. Béi véi doi tieong phong vin cho thuc khach
ciia nha hang chay, bang huéng dan phong van xoay quanh 2 ndi dung vé (i) nhitng kich thich marketing
giac quan nao khién ho thay thu hat va dau 1 tiéu chi danh gia yéu t6 marketing gidc quan c6 vai trd quan
trong v6i ho nhat; (ii) sy chi phéi ciia kinh nghiém dbi véi sy hai 1ong cta khach hang khi trai nghiém téc
dong cua cac yéu t6 marketing giac quan tai nha hang. Nhom tac gia dung lai sau ddi tuong thir 14 do khong
tim thy thong tin méi cho dé tai.

4. Két qua nghién ctru

Két qua quan sat va phong van sau chi rang cac nhom yéu td marketing giac quan tic dong vao thi giac,
thinh gi4c, khiru giac, xtc giac va vi giac tai nha hang chay déu c6 anh huong t6i sy hai long cua thuc khach
thong qua viéc thay d6i cam nhan cia ho dbi véi nha hang.

B(fi Vi nhém cde yéu 6 tac dong vao vi gide: Két qua quan sat va phong van siu cho thiy, khi trao déi,
céc yéu té nhu (i) hwong vi cia mén an, (i) nguyén heu cua mon an, (iii) thyc don phong phu, (iv) tén goi
clia mén an va (v) cach ché bién moén an hay su dam da, r01 thudc tinh dic thu cia mdi nguyén liu (bg, gion,
ngot, dai...) déu duoc nhic ti khi chia sé vé cam nhan vé chat luong bira an; va tir d6 tac dong tdi cam nhan
cuia khach hang thong qua cam giac cua co quan vi gidc, tir d6 tac dong 1én su hai long tong thé cta ho ddi
v6i nha hang. Su hai 10ng s& tang 1én khi nha hang chay mang t&i cho ho hwong vi mén an ngon, hop khau
vi; nguyén li€u cho mon an ty nhién, tuoi sach, khong dung gia vi hoac chét diéu vi cong nghiép; thuc don da
dang, phong phu, voi tén goi hinh tuong hoa hoac dac biét, voi nhiéu sy lya chon hodc duogc bd sung dinh ky;
va ché bién moén an gan v6i huong vi tu nhién ciia nguyén lidu, han ché st dung cac phuong phap chién ran
nhiéu dau. So v&i cac nghién ciru trude, mot s6 chi sé moi da duge b sung vao dé phan tich yéu t6 tac dong
vao vi giac cua thyc khach, do 1a sy dam da, roi thude tinh dic thu ctia mdi nguyén li€u (bd, gion, ngot, dai...)
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Doi v6i nhém cde yéu té tac dong vao khiru gide: Két qua phong van sau cho thay, cac tir ngit dwoc nhic toi
khi dé cap toi khong gian va d6 an co tac dong vao khiru gidc thuong dugc nhéc t6i khi chia sé cam nhan cia
thuc khach vé chat luong d6 4n va sy phuc vu ctia nha hang, qua d6, anh huéng toi sy hai long cua ho, gdm (i)
chat luong khong khi, (ii) loai mui huong trong nha hang, (iii) ndng do mui cia mui huong, va (iv) mui thic
in khong chi trong khong khi ma con 1a mui cia méi moén duoc bung ra c6 thé hién duoc dic trung ciia nguyén
lidu twoi ngon hay khong. Piéu d6 cho théy, cac yéu t tac dong vao khiru giac s& anh hudng toi cam nhan cia
khéch hang va tac dong 1én sy hai long tong thé ctia ho dbi voi nha hang. Sy hai 1ong s& tang 1én khi nha hang
duy tri chat luong khong khi trong lanh, khong 13n tap chat hay mui la; sir dung mui huong tir thién nhién voi
néng do trong nha hang thich hop, dam bao su nhe nhang, dé chiu cho thuc khach; va kiém soét t&t mui thirc
an dé khong c6 hién twgng am mui thic an trong khong khi. DBac biét, kha nang luu lai mui huong tu nhién
ctia nguyén liéu trong m&i mén n 1a tiéu chi ma thong qua quan sat va phong van sau, nhom tac gia da phat
hién ra, c6 anh hudng tdi cdm nhan cua thuc khach vé chét lwong moén an va tac dong toi su hai long cia ho.

Doi véi nho’m cdc yéu 16 tac déng vdo thi gide: Trong két qua phong van siu va quan sét tai cac nha hang
chay, cac yeu t6 lién quan t6i thiét ké nha hang nhu hinh thirc bén ngoai, thiét ké bén trong, cuong do anh sang
va mau sdc clia tuong, trang thiét bi trong nha hang va dic blet cach trinh bay d6 4n ciing s& anh hudng téi cam
gidc ctia thuc khach vé nha hang, Va cam giac d6 ciing sé 1a yéu t6 quan trong anh hudng téi sy hai 1ong ctia ho
khi t61 v&i nha hang. Rét nhiéu thuc khach cho biét, khi t6i thuong thitc tai cac nha hang chay, thuc khach thuong
ky vong c6 cam glac an yén, nhe nhang, trim mic. Cac mau sic tram/thanh, cac d6 dac duoc thiét ke don glan
khong gian nhod bé, 4m ctng s& dem lai cho khach hang cam giac an yén ma ho ky vong. Cac mau sac nong, n01
(do, vang) hay thiét ké hién dai, rudm ra s& khong dem lai cam gidc “chay tinh” ma thuc khach muén co. Mot sd
tiéu chi méi duge bd sung c6 anh huong tdi cam nhan va sy hai long cua thyce khach thong qua thi giac, nhu cach
trinh bay d6 an, mau sic mdi dia d6 an dugc sip xép trén ban in va kha nang giir duoc mau sic nguyén ban ciia
cac nguyén liéu dugc sir dung trong mdi loai dd an truyén toi thi giac va kich thich vi giac cta thyc khach, tir do
anh huong tdi cam nhan vé su twoi ngon, va tdc dong téi sy hai long cia ho.

Déi vi nhém cdc yéu té tac dong vdo xiic gide: Mot sb cac tir ngir mo ta cam giac dén tir xtic giac (cam
gi4c khi va cham) nhu (i) nhiét do bén trong khong gian nha hang, (ii) chat lugng d6 ndi that, (iii) chat luong
d6 dung (bat dia, khin in, coc, dng hut...) va thude tinh “tw nhién” ctia chung, va (iv) d6 sach s& cta d6 dung,
su sach s€ cua khu v€ sinh va moi trudong ctia nha hang chay déu c6 anh hudng t6i cdm nhan cua thuc khach
vé chét luong dich vy ciia nha hang. Hon thé nira, trai nghiém xuc giac cua thyc khach cling co thé dén tir ban
than d6 an, théng qua cam gidc mém mai, tuoi ngon, day din cia timg miéng dd dn déu co tic dong khong
nho tao nén su hai 1ong cua thuc khach. Su hai 1ong s& theo chiéu huéng tich cuc khi nha hang chay dam bao
su sach s&, vé sinh cho nha hang, tir cac yéu t6 khong gian xung quanh dén chi tiét timg d6 dung, dd noi that
trong nha hang. Bén canh d6, nha hang ciing can cha y diéu chinh nhiét d bén trong nha hang thich hop, sip
xép chd ngdi rong rai, thoai mai, do ding an udng gon gang, sach s&.

Déi véi nhém cde yéu 16 tac dong vao thinh gide: Khi dé cap t6i cac yéu tb tac dong vao thinh giac, cac tir
duoc thu:c khach néi t6i nhidu nhat khi danh gia nha hang chay chinh 1a (i) do 6n trong nha hang, (ii) tinh riéng
tu clia mdi ban in; (111) glong noi cua nguorl phuc vy; (iv) loai nhac nen trong nha hang, (v) am luorng ctia nhac
nén, va (vi) tiéng 6n dén tir cac yéu t6 bén ngoai nha hang. Mot s6 nguoi cho rang, am thanh tir bép ciing c6
thé anh huong téi cam giac cua ho khi thudng thie do an, song, v6i cac nha hang chay, yéu td nay dudng nhu
khong c6 do khu vuc bép thuong duoc b tri tach bach so v&i khu vuce ban dn. Chinh vi thé, cac yéu td ké trén
mdi c6 tac dong toi thinh giac cua thuc khach, va anh huéng téi cam nhan va sy hai long cta ho ddi v&i nha
hang. Dén voi mot nha hang chay, thuc khach kiém tim mot khong gian nhe nhang, khong bi lam phién boi
nhiing 161 ho, 101 chiic qua 16n cta thuc khach ¢ cac ban khac. Bén canh d6, giong n6i nhe nhang cta nguoi
phuc vu chinh 1a mét trong nhiing yéu t& ma ho chd doi va ¢6 anh hudng khong hé nhé téi cam nhan va su
hai long cta ho.

5. Két luan va khuyén nghi

Nghién ctru nay da chi ra re‘ing, su hai long cua thyc khach thay d6i boi cam nhan cua ho sau khi chiu anh
hudng boi cac yéu td tac dong 18n ca 5 gidc quan. Marketing gidc quan tai nha hang chay c6 kha ning tac
dong toi vi giac cua thuc khach qua huong vi ctia cdc moén an, sy lya chon nguyén li€u cho moén an, sy da
dang cua thyc don va cach ché bién, kha nang luu gilr ddc trung ty nhién clia moén an. Tac dong vao khiu
gidc 1a chat lugng khong khi, loai mui huong, ndng ¢ mui huong sir dung trong nha hang chay va mui thirc

86 300 thang 6/2022 70 Kinh té<Phac trién




an trong ting mon va mui thire an trong khong khi ciia nha hang c6 kha nang gay ra nhiing cam xtic ti€u cuc
hoic tich cuc ddi v6i khach hang va anh huéng t6i sy hai long ciia ho. Khong gian ciia nha hang chay véi
kién triic, voi trang thiét bi va voi viée trinh bay, trang tri mén an tai nha hang 1a nhimg yéu t6 tac dong vao
thi giac cua thyc khach. D§ sach sé€ cua trang thiét bi, cua bat dia cdc chén, cuia khu vé sinh va cua téng thé
nha hang chay ciing dong vai trd dang ké tac dong t6i su hai long cua thuc khach théng qua xtic gidc cia
ho. Cubi cung, cam nhan tich cuc hay tiéu cuc cua khach hang vé nha hang con chiu anh hudéng do on trong
nha hang chay, loai nhac nén, nhip d¢ va am lugng nhac nén duoc st dung trong nha hang, l1a nhitng yéu to
tac dong to1 co quan thinh giac.

Vi két qua nghién cuu trén, co thé théiy, dé tao duoc trai nghiém téng hop tich cuc, cac nha hang chay
nén str dung tong hop cac yéu té marketing giac quan dé thuc day cac cam xuc tich cuc d6i voi nha hang,
tr d6 nang cao sy hai long cia ho.

Dé tac dong vao vi giac, cic nha hang chay can luu ¥ nghién ctru k¥ khau vi cia nhém khach hang muc
tiéu dé dua ra cic mon dn c6 hwong vi phit hop nhat; chu trong trong khiu nguyén liéu, lya chon nguyén liéu
tuoi ngon, sach s¢, han ché sir dung phu gia thuc phém, dam bao strc khoe cho thyc khach (do an chay ding
céch dé tét cho sirc khoe 1a xu hudng dang rat dwoc quan tim ngay nay). Bén canh d6, nén d6i méi va lam
phong phu, da dang thyc don moén an thudng xuyén, tranh giy nham chan cho khach hang, dong thoi kich
thich sy hao himg, to mo cta ho, hinh thanh mong mudn quay lai nha hang dé dugc kham pha nhitng mén an
m&i mé, hip dan. Ciing nén luu ¥ cach ché bién mon an, tap trung tao nén huwong vi tu nhién tir nguyén liéu
rau cu1, han ché cac phuong phap ché bién chién ran, nhidu dau m& va cac thyc phdm gia man giau tinh bot.

Dé tac dong vao khiru giac, didu dau tién va quan trong nhat ddi voi cac nha hang chay 1a dam bao chat
lwong khong khi trong lanh, thoang dang, sach s&, khong c6 mui la gay kho chiu. Cac nha hang c6 thé thiét
ké khong gian mé ciing nhu két hop véi thién nhién, cdy xanh dé thanh loc khong khi, tranh hién tuong khi
khong thong hay bi khi trong nha hang, cling nhu giam b6t kha ning mui do an luu lai trong khong gian.
Ngoai ra, khu vire bép ciing nén tach biét v6i khu vuc an udng, c6 bd sung céac thiét bi hut mui hodc khur
khuan trong nha hang nhdm mang lai chit lugng khong khi sach s&, trong lanh, an toan cho khach hang.

Dé tac dong vao thi giac, nha hang can dau tu dam bao khong gian nha hang mang dén cho khach hang
cam giac nhe nhang, thu thai, an yén, thanh thoat, gitip ho giam b6t cang thang mét moi, thu gidn tinh than,
thé chat. Tuy thudc vao nhom khach hang myc tiéu ma nha hang hudng téi ma lya chon kiéu khong gian nha
hang phi hop. Chéng han, néu hudng t6i nhom khach hang tré tudi, nha hang chay c6 thé lwa chon kiéu khong
gian hién dai 4m ciing hodc tré trung, gan giii v4i thién nhién. Néu huéng t6i nhom khach hang ¢6 quan diém
an chay gan lién véi Phat gido, nha hang chay nén tap trung Iam noi bat khong gian trang nghlem thanh tinh,
dam chat thanh kinh, mang hoi tho cua triét Iy dao Phét. Cac yéu t6 cu thé hen quan t6i thiét k& nha hang bao
g6m hinh thirc bén ngoai, thiét ké ben trong, cudong do anh sang va mau sic cla tuong ciing nhu cac do dac,
trang thiét bi trong nha hang ciing can hoa hop va théng nhat véi chii dé khong gian da chon.

Pé tac dong vao xuc giac, cin quan tim va dam bao do sach s&, vé sinh méi truong trong nha hang, khong
chi & khu vye an udng ma con ca nhitng khu vie khac trong nha hang. Khi vao mot nha hang chay sach sg,
vé sinh, thuc khach s€ ¢6 cam nhén tich cuc va théy yén tam hon khi thudng thirc cac moén an trong nha
hang. Mot nha hang sach s& ciing gilip tao ra su nhe nhang, thu gidn - mot trong nhiing diéu ma khach hang
rat mong mudn khi t6i mot nha hang chay. Ngoai ra, ciing can luu y diéu chinh nhiét ¢ bén trong nha hang
mot céch hop 1y, thiét ké ch5 ngdi c6 phn riéng tu, giit gin dd dung an udng gon gang, sach s&. Do dfmg
n udng cung nhu chd ngdi, ban an cua khach hang cling can lau don thuong xuyen gon gang ngan nap dé
tranh gdy mat my quan ciing nhu tranh tao ra an tuong khong t6t cua thyc khach vé nha hang.

Dé tac dong vao thinh gidc, nén chu trong kiém soat do on trong nha hang. Viéc giit cho nha hang mot
su yén tinh nhat dinh 1a rat quan trong vi khach hang thuong ky vong dén véi nha hang chay 1a dé cam thiy
nhe nhang, binh yén, thu thai, tham chi 13 thanh tinh. Dé giam thiéu téi da tiéng on tir thuc khach, nha hang
¢6 thé ap dung thém cac bién phap hodc cac dau hiéu mang tinh nhic nhd nhe nhang t6i khach hang. C6 thé
thiét ké thém mot s6 biéu tuong hodc tranh anh trang tri nghé thuat c6 ngu y vé viéc nén noi chuyén nho nhe,
gitlt gin sy yén tinh chung cho nha hang. Bén canh do, st dung nhac nén khong 101, véi nhip d6 cham dé gia
tdng cam xuc tich cyc va trai nghiém tron ven cho khach hang. Tuy nhién luu y lya chon loai nhac khong
101 v6i am lugng vira phéi giup khach hang cam thay thu gian, nhe nhang Viéc tuyén dung nhan vién phuc
vu v6i giong noi nhe nhang, truyén cam ciing 14 yéu t§ quan trong dé gia ting trai nghiém thu thai cua thuc
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khach, gia ting cam nhén tich cyc va cai thién sy hai long ctia ho khi téi nha hang.

Nghién ctru nay da mo ra cac hudng nghién ctru méi, tir vi€c lugng hoa cac két qua nghién ctru véi mo
hinh marketing gidc quan va mue do hai long ctia khach hang, téi viéc nghién ctru ¢ cac loai nha hang hodc
cac loai hinh san pham va dich vu khac. Cac phuong phap va pham vi nghién ctru khac cling co6 thé 1a goi y
nham kiém dinh mo hinh nghién ctru ma nhom tac gia da dé xuat ¢ trén.
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