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Tom tit:
at trong boi canh hién nay, xu hiedng mua sam triec tuyén dang la xu hwéng
B chung ciia moi nganh nghé ddc biét la cac san pham thoi trang. Long trung
thanh ciia khdch hang luén la mét nhén t6 ma moi doanh nghiép mong muon
dat dwoc va duy tri. Pdc biét 1a ¢ thi truong thoi trang noi ma cdc san pham dwoc doi
méi khéng ngirng dé chay theo cdc xu hwdng hién hanh thi long trung thanh ciia khdch
hang la nhan 6 givip cho doanh nghiép tru viing trén thi trieong nay. Nghién citu dirgc
thuwe hién nham muc dich xdc dinh, do lwong nhitng nhén té tac dong dén long trung
thanh ciia khédch hang véi cdc civa hang thoi trang truec tuyén theo hinh thike cung cdp
san pham tryc tiép tir doanh nghiép dén tay khdch hang (D2C) tir @6 dé xudt cdc ham y
dé ndng cao long trung thanh cia khdch hang. Thong qua viéc sir dung phép phan tich
nhén t6 va hoi quy cho dit liéu thu thdp tir 205 phiéu khao sat hop 1é dwege sie dung cho
qud trinh phan tich dit liéu, két qua nhan dwge cho thdy ¢6 6 nhédn té Dé sir dung va tinh
cd nhan héa, Sw phan hoi, Chdt lwong san pham, Cdi tién san pham va Thiét ké trang
web c6 tac dong dén Sw hai long cia khdch hang. Ba nhdn t6 theo thir tw bao gom Sw
hai long, Niém tin va Chi phi chuyén doi cé tac dong truec tiép lén long trung thanh ciia
khach hang.
T khoa: Long trung thanh, mua sdam truc tuyén, linh vuc thoi trang, TPHé Chi
Minh.

Abstract:

Nowadays, the trend of online shopping is common in all industries, especially
fashion products. Customer loyalty is always an element that every business wants to
build and maintain. Especially in the fashion market where products are constantly
being innovated, loyal customers make it easier for businesses to grow. The study was
conducted to identify and measure the factors affecting customer loyalty to online
fashion stores in the form of providing products directly from businesses to customers
(D2C), thereby suggesting implications to improve customer loyalty. Using the method of
exploratory factors analysis, and multivariate regression, from 205 valid questionnaires,
the results show that there are 6 factors Ease of use, Personalization, Responsiveness,
Product Quality, Product Improvement, and Website Design have an impact on Customer
Satisfaction. Three factors in order including Satisfaction, Trust, and Switching costs
have a direct impact on customer loyalty.
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