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L &l cam doan

Téi xin camdoan Iuin van “Vai trd cia cac nhan & gia tri cém nhan
doi Véi xu hweng tiéu dung @a gidi tré tgi Viét Nam’ 1a cdng trinh nghién
ctru aia riéng tdi. Cacliéu trongdé tai naydugc thu thip va st dung nmt
cach trung thc. Két qua nghién ¢u duoc trinh bay trong lan vin nay khéng
sao chép i kit cir luan vin nao va ting chra dugc trinh bay hay céngdbdy
bat cir cdng trinh nghiénit nao khac troc day.

TP.HCM, thang 10-2012
Tac git lugn van

Nguyén Xuan Quang



Loi cam on

Toi xin chan thanh camn cac thy ¢ trong Pai hoc Kinh & TP.HCM,
dic biét 1a Khoa Qun Tri Kinh Doanhda chy db va truyén dat cho téi nhiing
kién thic quy bau 1am én tang cho véc thuc hién luan van nay.

Toi dac bist camon PGS.TS Ngudn Binh Thy va TS. Ngugn Thi Mai
Trangda n tinh hrdng din, ch bao dé téi cé thé hoan 4t luan van cao hc
nay.

Toi ciing xin chan thanh camn tit ca ban bé,dong nghép va nhing
ngudi da gilp toi ta 10i bang cau bi khao sat lam ngén di liéu cho vic
phan tich va cho raékqua nghién ¢u cia luan vin cao hc nay.

Cubi cung, t6i ket 1dng bét on dén nhitng ngroi than trong giafinh da

dong vién vado dong lrc dé téi hoan thanh &n van nay not cach ét dep.

Nguyén Xuan Quang



TOM T AT DPE TAI

Muc dich chinh @a nghién ¢u nay la kham pha vai tréaa cac nhandt
thudc gid ti cam nhin ddi véi xu huéng hanh vi tiéu dungaa gisi tré tai Viét
Nam.

Dua trén © s ly thuyét vé gia tri cam nhin két hop véi nghién eu dinh
tinh, tac gi da xacdinh duoc 5 nhané thuoc gia ti cam nhan co thé tdcdong
dén xu hrong tiéu dung €a khach hang értudi tai Viét Nam, bao m : (1)
chit lugng @am nhin, (2) gid @ cam nhan, (3) gi ca hanh vi, (4) ém xuc
phan hdi va (5) danh ting.

Phrong phap nghiéniw sr dung dé kiém dinh mé hinhdo ludng va mé
hinh nghién ¢u bao m nghién ¢u s bd va nghién ¢u chinh thic. Nghién
ciru v bo dinh tinhdugc thec hién théng qua & thuat thao luan nhom i hai
nhom (khach hang tiéu dandg diéu chinh cac thango luong cac khai iim
cho phu kbp vai thi treong tai Viét Nam. Nghién ¢u chinh thirc dugc thuc
hién théng qua ing céu bi khao satdinh rgng trén 313 khach hangi tac
tinh/thanh ph 16n ¢ Viét Nam.

Do dé tai nay thrc hién nghién é¢u trén nhém khach hangsttusi nén
tac gh chon hai gn pim gin gii véi d6i twong naydé thuc hién khao sat,
mot 1a sin prim quan 4o (hang may &c), hai [a én ptam trang &c (con @i
la nr trang).

Két gua kiém dinh md hinhdo ludng cho thy céc thangio lwong cac
khai ném nghién éu déu dat yéu @u vé do tin ciy va gia ti (thdng qua Kim
dinh cronbach alpha va phan tich nh&E&EA).

Két qua phan tich Bi quy cho thy chi c6 3 nhand c6 tacdong drong dén
xu huéng tiéu dung €a khach hang ¢r d6 1a CHit lvgng ¢im nhin & cam
xGc phin hoi, gia G cam nhan va danh fing. Trongdd, nhan & chit lugng va



cam xuc phn hoi cé tacdong manh nHit ¢én xu hréng tiéu dung ga gioi tré
hién nay.

Saudo, két qua kiém dinh t-test cho thy c6 sr khac bét vé xu hxong tiéu
dung gira phai nam va phaiin dong thyi, két qua phan tich phong sai
(anova) @ng cho thy c6 sr khac bét vé xu hréng tiéu dung dgia nhém cé
thu nHip duéi 7 triéu dong/thang i hai nhom condi (tr 7 dén 12 tréu
doéng/thang va trén 12 & dong/thang). Tuy nhién, khéng c@ &hac bét vé
xu heéng tiéu dung dia hai nhoman phim trang §c va qun &o.

Cubi cung tac gi trinh bay ham y nghiénta cho nha gin tri va céc

hudng nghién ¢u tiép theo.
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Chwong 1
TONG QUAN

1.1 Ly do chon deé tai

Ngay nay, i xu thé phat trén chung éa thé gisi, Viét Namda trng
budc hoi nhap va the hién minh i toc d6 tang tnrong manh né caa rén kinh
té. Khi mo cira hoi nhap thi ding 1a lic cac doanh ndipi trong rée phai d6i
dau voi mic d6 canh tranh gay # hon. Hang héa &t dau dugc nhap khau 6
at vao dé dap tng nhu du ting cao @a ngroi dan. Khidd, tn than céc
doanh nghip trong rée, dac biét 1a cac nha hech dinh chién luoc, cac nha
nghién &u thi trudng, tiép thi...can quan tandén khach hangi@ minh nhiu
hon, dic biét 1a tim héu xu hréng tiéu ding ga trng nhom khach handé
lam thda man nhu au va mong mén cia hy.

Trong chén luoc tiép thi cia nhéu cdng ty, khach hangéttudi thuong
la d6i tuong dau tién ma nhaam xuit huéng 5i. Theodiéu tra @a Tong aic
dan $ va k& haach hoéa giatinh rim 2011, dan&trongdo tudi tir 20 &én 39
tudi chiém 32,3% dan & Viét Nam i gan 30 tréu ngeoi. Chi cin mpt cl
nhp chwt trén ming haic bAm chuyén kénh trén trun hinh 1a tdy nhan
nhan cau ndi va hinlinh quing céo ét nhiéu sin pkim tiéu dung danh cho
gidi tré, véi da cang ching laai tir thyc pham, my pham, thoi trangdén céac
phuong tién giai tri...

O g6c d6 nguoi tieu dung, tedc hai mit hang gdng nhau, théng
thuong ngroi ta € can nlic vé chit luong sin phim, ké d6 1a gi4 é. Chra
ké, khdng lai trir thuc € dang bn tai tdm ly “sinh ngai” trong mua ém. Khi

ay gia & khong con la chudn quan tong, diéu tién qut 1a therong hiu.



Ca nuéc ta hgn dang trén khai céc van dong “Ngudi Viét Namuu tién
dung hang \at Nam”. Thiét nght day la @ hoi tét ¢é cac khach hangértudi,
mét luc lwong ngroi tiéu dungday tiém nang biu 16 tinh than dan éc rd nét
nhat qua céch tiic mua 8m hing ngay.

Van @& xem xét cac §u t6 tac dong dén hanh vi va xu éng hanh vi
tiéu dong la rat cha dé d& dugc nghién ¢u tr 1au trén th gisi, tir nhiing
nghién ¢u aia James F. Engak c6 fr naim 1960, sach ¥t vé hanh vi khach
hang tiéu dung @ Sheth va Howardam 1969 (The Theory of Buyer
Behavior), sau nay la Ajzen va Fishbeifi 2 Iy thuyét ndi tiéng : TRA va
TPB, cac Bp chi Journal of Consumer Research, Journal of &t
Research .v.v.img throng ding nhing bai nghién @u vé cha dé nay. Lam
thé naodé biét duoc khach hang ngay najang cé xu bong lya chon sin
phim dya trén tiéu chi ndo,ohcam nhan thé nao ¢ chit luong, gia @, danh
tiéng....a1a nHrng s$in prim ma tp dang hréng dén va cé nhu &u mua &m,
tiéu dungdo ludn la ndt cau i I6n caa cac nha gin tri va nhirng ngroi lam
marketing.

Véi gidi tré ciing thé, nghién ¢u xu hréng tiéu dung €a nhomdoi
tuong khach hang thGng quaeidanh gia gia fircam nhan va xem xét vai tro
tacdong aia g Yéu t6 dén xu hrong tiéu dung ga hp 1a mdt cong vic rat
quan tong. Hai th truong $in phim duoc giéi tré quan tam Kin naydé la
trang sic (nit trang) va gén 4o (hang may &¢) v6i hang tém nhan hdu tir
trong redc dén nudge ngoai. \bi cac doanh nghp trong nrée, dé canh tranh
trong i canh i nhap hién nay ladiéu hét stc kho khin, éin mot s¢ nhay
bén va khon khéo trong éhi lrgc kinh doanh. Tuy nhiénén nim bit duoc
xu thé nay, cac doanh ngip trong mréc chic chin $ nim trong tay mt loi
thé canh tranh rd &t, trng hedc tiép cin va lam tiba man nhu au cho khach

hang,dic biét & nhdm khach hangéttudi ¢ Viét Nam.



Trong knh wc tiép thi, xay drng gia ti nhan thic hay gia tr cam nhan
da duoc xacdinh 1a nét trong nlitng bién phap quan éng nHit dé dat dugc
loi thé canh tranh vatd dugc cho thy 1a mdt chi & quan tpng nhit caa y
dinh mua 4i (repurchase intention)ia khach hang. Ngyi ti€u dung throng
khodng ra qu§t dinh mua nit san pram hay & dung ot dich w naodé khi
xu huéng tiéu dungss dung sin phim/dich w d6 aia hy khéng cao. Datd,
viéc xacdinh dugc vai trd @a cac nhandttacdongdén xu hréng tiéu dung &
gilp cho nha cin ly dua raduoc cac qugt dinh marketing va chn lugc
kinh doanh bp ly.

Tu nhitng ly do trén, tac gida quyét dinh lra clon nghién ¢u dé tai
“Vai trd cia cac nhan & gia tri cam nhdn dai véi xu huwéng tiéu dung @a

gigi tré tai Viégt Nam”.

1.2 Muc tiéu nghién aru

Nhu da dé cap trénday, nim bit cac y¥u t6 chinhanh hréng ©i xu
huéng mua $m va tiéu ding cacie prim caa gisi tré hién nay c6 4m quan
trong dic biét ddi voi cac doanh nghp, boi vi gidi tré dugc xem l1a phan
khdc nhém khach hangimg dong va cé éc tiéu thi cao nlat. CAc ¥u t nay
S8 gilip cho doanh ngép &€ dang trong xaywhg vadinh Vi thuong hiéu cia
minh trén thtreong. Dodd, muc tiéu a thé caa nghién ¢u nay la :

- Kiém dinh tdcdéng aia cac nhanét gia ti cam nhin, gom cht
lwong @im nhin, gi4 ¢ cam nhin, gia e hanh vi, @m xic pkin hoi, danh
tieng dén xu hréng hanh vi tiéu dung trongrtg I6p khach hang értudi déi
véi hai nhém én pham quin 4o va trangis.

- Kham pha s khac bét trong xu hréng tiéu dung dta hai nhom an
phim quin 4o va trangig, gita nam va ft; va gira cac nhém thu rilp.



1.3 Phwong phap nghién du

Nghién @ru dugc thuc hién qua 2 lrdc : (1) nghién éu s bo dinh tinh
va (2) nghién €u chinh tiirc bing phrong phapdinh krong. Nghién ¢u s
bo dinh tinhdugc thec hién bing phrong phap tho luan nhém Wi nguoi tiéu
dingdé diéu chinh thangdo. Nghién &u chinh thirc duoc thyc hién bang ky
thuat phong van ngroi tiéu dung théng quaabg cau Bi chi tiét. Phrong
phap clon mau thian tien.

Céng @ hé s tin ciy Cronbach alpha va phan tich nharkham phéa
EFA dugc st dung dé sang éc cac thangio khai nm nghién ¢u. PHn mém

xt ly dit liéu thbng ké SPS8ugc dung trong toandqua trinh nghiénia.

1.4 Pham vi va déi twong nghién aku :

Dé tai nay &p trung nghién&u vao hang tiéu dung. Hai nhodnsphim
dugc chon lvadé nghién &u la trang gc cao ép va hang may #t (quan 40).
Trong dd, trang &c 1a lcai san pham twong ddi dat tién so \bi ngan sach chi
tiéu dlada $ nguoi tiéu dung Vet Nam va coan suit mua hangap lai thap
(sdn phim c6 mic dé can nhic cad. Quan 4o may ric 1 laai ré tién hon so
véi ngan sach chi tiéu va cant 5 mua hangdp lai cao (wic dé can nhic
thdp hon).

Nghién aru dugc thyc hién trén plam vi ci nuéc. Déi tugng khao sat 1a
cac khach hangédrtudi (20-40 tHi) d& trng mua héc dang s dung it nhit
mot san pham thuwpe hai nhém ngantiang nghién eu.

Ddi twong nghién Gu caadé tai nay chinh lawstacdong aia cac nhanit
thanh pln thwc gid ti cam nhan dén xu hrong (hay ydinh) tiéu ding ¢a

gidi tré tai Viét Nam.



1.5 Két cau luan vin

Luan van dugc to chec thanh 5 chong, ¢om:

Chwong 1: Giéi thiéu tong quan & nghién &u véi phan dau tién 1a ly
do Iya cton dé tai, saudd 1a muc tiéu, pam vi va phrong phap nghiéni.
Cudi cung la y ngia aia nghién ¢u va Kt ciu cia dé tai.

Chwong 2: Giéi thiéu a sd Iy luan vé& xu heéng (y dinh) hanh vi tiéu
ding, gi& tr cAm nhan va cac thanh pi cia nd : Clat lughg am nhan, gia
ca cam nhan, gia @ hanh vi, am xuc phn hdi va danh #ng. Néu ra cac gi
thuyét va mé hinh nghiénae.

Chwong 3: Trinh bay plrong phap nghiénta, quy trinh nghiéna,
cac thangto va miu nghién é¢u dinh leong chinh tlic.

Chwong 4: Trinh bay Kt qua kiém dinh thangdo va Kt qua phan tich
sy tAcdong aia cac nhanitdén xu hrong tiéu ding ga khach hang.

Chwong 5: Tém it nhiing két qua chinh @a luan vin, déng gop éa
luan van cho nha gin tri ciing nhr cac han ché caa Iudn vin dé dinh hréng
cho nhirng nghién au tiép theo.



Chwong 2
CO SO LY THUY ET VE
XU HUONG TIEU DUNG VA GIA TR I CAM NHAN

2.1 Giéithigu

Chuong 1 gbi thiéu tong quan @ du &n nghién ¢u. Chrong 2 nay nAm
muc dich gioi thiéu co so ly luan cho nghién eu. Trén @ so nay, mé hinh
nghién ¢u dugc xay drng clng i cac g thuyét vé mdi quan & giira cac
khai niém trong mé hinh. Gkong nay bao m ba plan chinh, (1) éng quan
vé trang $c va qin 4o may rac; (2) @ o ly thuyét vé xu hréng hanh vi

nguoi tiéu dung va gia trcam nhin, va (3) mé hinh nghiénra.

2.2 Téng quan \ trang sirc va hang may ric

Khai niém “trang src”, “hang may mic” va “gidi tré” st dung trong
nghién @u nayduoc hiéu nhr sau :

- Hang (&n phim) may nic la cac n phim quin dodugc sin Xuat
trong nréc, ¢6 ngdn goc, nhan hu rd rang,dugc phép phan gh va kinh
doanh trén lanh thViét Nam.

- Hang (an phim) trang &c hay rir trang la cach pham trang &c
cao @p duogc thiét ké, sin xuit va gia céng i cac doanh nghp trong nréc,
c6 ngwn gic, nhan hu rd rang,duoc phép phan gh va kinh doanh trén
ldanh tho Viét Nam. CHt liéu ché tao trang &c c6 tté [a vang, lch kim, cac
loai da quy, ngc .v.v.

- Khai nigm V& “giéi tré” trong nghién ¢u nayduoc hiéu la cong dan
Viét Nam codo tudi tir 20dén 40 twi, khdng phan it gisi tinh nam hay .



Méi day, Bao Sai Gon Ep Thi tham do 800 ngoi tiéu dung té tai
TP.HCM va Ha Ni vé chan dung vaic diém caa 16p ngroi tiéu dung nay.
Két qua tham do cho thy 60% ngroi tré van chon chit lwong sin pham 1a
tiéu chi hangiau khi mua nét moén hang. ¥u t "chit luong" ¢ day duogc
xem xét nlx mot tong the gdbm nhiu yéu t6 hop lai, bao dm ca d6 bén, do
tinh xao, nguyén gt liéu tt cho src khoe va mdi teong, sn xuat theo qui
trinh c6 kém soét chit luong tiéu chdn, ky thuat hién dai. D6 khong ch la
kiéu tiéu dung bp ly, tiét kiem, madé con la cachié ban tré ching © s
sanhdiéu aia minh.

Viéc theong xuyén #p cin véi nhixng hinhanh tiép thi, thoi trang tr
sach bao, phininh, an bédong nghép va & nguodi nuéc ngoaidd hinh
thanhd gisi tré nhimng xu hréng tiéu ding c6 nét riéngdbi Nguoi tré tudi
ludn mudn thé hién cai "tdi" aia minh va céi toi nay luérig vi mot so thich
naodé. S thich nay c6 Ku hién ax thé 1a mau &c, 1a hrong thom, 1a kiéu
dang © dién cia $in pham, 1 ndt loai hang it ngoi c6. Nhrng pHin nhéu
cac & thich nay khéng&dinh, thaydéi theo cac traodu mua &m tiéu dung.
Va ¢6 lic né khéng thdién ta cu thé, ma cac bn tré thuong néi: “mua vi
thich, tt¢ théi”. O day, sr twong dong quandiém cia giéi tré rat ro: c &
TP.HCM va Ha Ni déu c6 gin trén 45% ngoi tiéu dung té mua 4m hoan
toan vi ¢ thich.

Vé phia cac doanh ndid, rat nhiéu doanh nglép c6 nhém &n
pham riéng cho gii tré nhe cacdon vi sin xuit thoi trang, ny pham, thec
pham... Nhrng hu hét cac cong ty Vit Namdéu cung ép sin phim va dch
vu theo céach "chy theoddpung nhu @u” cua gisi tré. Thuc t da co ndt s it
cong tydua raduoc dong sn phim dich wi mai dé kich thich tiéu dungua
gidi tré nhung déu 1a ntip hang ngel hoic cia cac cong tyta gubc gia. H

ap ding song songda kéo ngoi tiéu dung chy theo cac dongas phim



méi, tinh ning mbi duoc tung ra liénuc, vira day nhu @u tiéu dung 1én cao
bang quing céo va khun mai. Nhéu doanh ngtéip Viét Namdang cung gp
phai van dé: khi tung ra én ptam méi, hién dai, thoi trang thi ch da sic
quang ba &n ptam véi ngudn kinh phi fan cké. Ch nhiing tip doan bn msi
du sirc day san ptAm moi thanh traotu tiéu ding. Cach mda $ cac doanh
nghip trong nréc chon 1a chay theo nhu &u gioi tré

Ddi voi cac miit hang trang &, day 1a lai “tai san cao ép” cha
khéng plii 1a hang tiéu dungan thiét nén véc lra chon tiéu dung &n pham
nay ding mang nting dac thu riéng. Ngoi tiéu dung Vet Nam néi chung va
gidi tré Viét nam noi riéng &n cé s wu &iddi voi mat hang trang s va cac
hang tiéu dung cacip. CAc ¥u td quan tong dé ngudi tiéu ding muaisn
nir trang ladit tién, dung theo ngdi ndi tiéng va niu madoc dao. Con cht
lugng hay ngan ghc xuat xi it quan tong hon cac yu to trén.

Déi véi cac mit hang gén 4o may riic, day la nliing $in phim thiét
yéu khong chvéi gisi tré ma con i tat ca moi nguoi. Viéc chon mua nleng
san phim nay @a gibi tré trudc hét dé thoa man tiéu dungia chinh b va
saudo 1a dé cai thién diéu kién sinh hat. Saudd, xu hrong tiéu ding con
dugc kich du bsi sy thayddi theo trng mua “béc” gidi tré phai doi mét. Vi
thé, yéu t chit luong va & thichddi voi nhém gn phim nay throng dugc
dit 1én trén hangau.

Qua nliing phan tich tréday, cho tly viéc tiéu ding va muaim
cua gisi tré rat da chng, 1am ti¢ naodé tim ra cdng thc chung cho wic dr
doan hanh vi ga gisi tré 1a diéu hét sic phic tap. Nghién ¢u nay lra chon
hai $in prim khéng c¢6 tinh ct twong ddng ding ladé tim ra nkiing nhan &
chung vaanh hréng nHit dén xu hrong tiéu dung €a givi tré tai Viét Nam
hién nay, giipdinh hréng chén luoc marketing cho cac doanh nghida va

s3 tham gia kinh doanh plo vu nhdémdéi tugng nay.



2.3 Co o ly thuyét
2.3.1 Xu hwéng tiéu dung
Pé hiéu dugc Vé khai ném xu hréng tiéu dung, e hét ching ta én
nam qua ly thugt hanh vi ngoi tiéu dung.bay la not ly thuyét rat quan

trong trong & mén kinh & hoc vi ma.

LY THUY ET HANH VI TIEU DUNG

Ly thuyét vé cung - éu va quan & cung - du gilp ta htu dugc qua
trinh mua ban, traddi hang héa #ng nhr sr hinh thanh gia & trén th
truong. Tuy nhién, ndal khéng gai thich dugc vi sao Mt nguoi tiéu dung
naodo lai lva ctpn tiéu dung rat hang héa hayidh w nay ma khéng tiéu
dung hang hda hayich wi khac. Ly thugt vé hanh vi ¢a ngroi tiéu ding 8
giup tra loi cau hoi nay.

Thi truong ngroi ti€u dung mua hang héa vicd w cho tiéu dung ca
nhan, né la thtruong cwbi ciing ma cac ha dong kinh € duoc to chac radé
phuc vu né. Khi phan tich @t thi truong ngroi tiéu ding én phii biét khach
hang, caaldi tuong, va nuc tiéu @a ngrdi mua, cacd chic hat dong, cac
dot mua hang va ritng ara hang bargl

Nhitng ngroi lam Marketing phi nghién @u nhitng mong maén, nhin
thire, sy thich va cac hanh vird clon va mua #m cia nhirng khach hang
muyc tiéu. Vic nghién ¢u nhr vay s cho ta niing gvi y dé phat trén sin
phAm mgi, tinh ning aia sin pham, xacdinh gia &, cac kénh, & dung théng
tin va nhing yéu t6 khac trong Marketing mix.

Ngudi tiéu dung ra nkdu quyét dinh mua i ngay. Hiu hét cac coéng
ty I6n déu quan tdm nghiénuo cac qugt dinh mua éa khach hang di
nhitng cau Bi rat chi tiét vé nhitng gi khach hang muag Imuao dau, mua &

lwong bao nhiéu va gid&dhé ndo, khi ndo mua vaitsao mua. Cac nha lam
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marketing c6 th nghién ¢u viéc mua hang i tai cia khach hangé tim ra
duoc 1a hp mua céi gi, mua dau va gia & thé ndo. Nhrng dé hiéu duoc vi
sao hanh vi&a khach hangal thé l1a cau i khéng ¢ dé, cac cau tr loi
thuong rim sau trongtau khach hang ma khéng dang héu duoc.

Khi st dung ngan sachi@ minhdé mua ém hang hoéa vaidh w, bat
ky nguoi tiéu dung nao ing hxéng i ich loi thu dugc va ich &i thu duoc
cang nhéu cang ét. V&i mdi hang hoa tiéu dingén con 1am cho ichoi ting
thém thi ngoi tiéu dung conang tiéu dung va ichyl tiéu dung 8 hudng i
gia ti 16n nHit.

Céc yu t anh hrong 18n hanh vi tiéu dung cé&mhom @p thanh céac
yéu t5 vin hda, cac du td xa hoi, cac yu th ca nhan va cacdy t6 tam ly.

Sau khi héu dugc Vé ly thuyét hanh vi ngoi tiéu dung, mé hinh
nghién &u Vé thaido duoc trinh baydé duadén khai ném xu hréng hanh vi.

MO HINH NGHIEN CUU VE THAI PO

Thai do duoc xem la ndt khai ném arc ky quan tong ma cac nhadp
thi thuong st dung khi nghién ¢u vé khach hang tiéu dung. dlitrong nliing
dinh ngha dau tién \& thai d6 dugc Thurstone trinh bay vaocim 1931.
Thurnstone xem thato 1a mdt khai ném twong déi don gian : “Théi do 1a
mot luong am xdc da mdt nguoi ve/ddi véi mot dbi tuong”. Vai naim sau,
Allport (1935) gbi thiéu mpt dinh nghia ©BNg hon Vé thaido: “Thai do 1a mot
trang thai tri té vé sr sin sang Bi dap, dugc dinh hinh qua kinh nghin, va
c6 tacdong mdt cach dong” va/haic truc tiép dén hanh vi. Sawtd, Triandis
(1971) va cacang sr két hop ba dng phin hoi: y ngh, cam xuc va hanh
dong thoughts, feelings and actiorthanh mé hinh ba thanhfhaia thaido
(tripartie model of attitude Theo mdé hinh nay, thd@o duoc xem la co ba
thanh plan :
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+ Nhan thic (cognitior) gdm cé kén thic vé ddi tuong;

+ Cam xuc @ffectivd 1a nhing danh gia tich gc hay tiéu gc V& doi
tuong;

+ Y dinh hanh vi ¢onation 1a hanh vi ¢ dinh thrc hién dbi véi doi
tuong.

Xu hwéng hanh vila thanh phn thr ba @ia mé hinh ba thanh ph cia
thai d6 nguoi tiéu dung. Trong nghiénta nay, hanh vidugc nghién ¢u
chinh la hanh vi tiéu dung hay hanh vi mua hain rgroi ti€u dung. Nir
vay, thanh pAn nay ndi Ién xu téng aia ngroi tiéu ding trong \ic thuc
hién hanh vi mua hang hay tiéu dingtnsan phim, dich wi. Xu heéng tiéu
dungla mdt khai ném quan tong trong tép thi vi nguoi tiéu ding throng
khéng ra qu§t dinh mua Mt sin prim hay & dung mt dich wi naodo khi
xu huéng tiéu dungs dung né @a hp khdng cao. Vi ly do nay,an hét cac
mé hinh trong ly thudt hanh vi tiéu dungtéu dat khai ném xu hréng tiéu
dung la bén phy thusc trong mé hinh i@ minh. Ajzen |a Bt trong nhing
hoc gia dau tiéndua ra © so ly thuyét vé khai ném nay, Wi 2 mé hinh i
tiéng 1a TRA (Theory of Reasoned Action) - ly tityhanhdong hop ly
(Ajzen & Fishbein, 1975) va TPB (Theory of Planr@ehavior) - ly thugt
hanh vi dr dinh (Ajzen,1985,1991).

Ly thuyét hanhdong hop Iy (TRA) dugc Sr dung 1am © s, hudng i
viéc do ludng xu hréng hanh vidé du doan cho hanh vi tkt ar. Ajzen ding
mo t& “xu huéng” chinh la cac gidinh &é nim bit cac nhan& dong hrc anh
huang dén mot hanh vi. N6 @ng 1a ndt ddu hiéu cia sr sin sang éa ot ca
nhandé thuc hién mot hanh vi niat dinh. N6déng vai tro 1a #n dé tryc tiép
dan dén hanh vi.

Ly thuyét hanh vi dr dinh (TPB) Ia Iy thugt v& mdi lién hé gitra thaido
va hanh vidugc phét trén tr Iy thuyét hanhdong hop Iy TRA. Ly thuyét
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TPB aii thién src manh aia cac nhanét du doan @a ly thuyét TRA bing
cach thém vao nhah hhan thic V& kiém soat hanh vicing 1a nhand tién dé
c6 tinh thugt phuc nht. Ly thuyét nay néi ng (1) thaido ddi véi hanh vi,
(2) chuin chi quan, va (3) nin thic V& kiém soat hanh vi cing nhau hinh
thanh nérxu hséng hanh viva hanh vi éa mbt ca nhan. Ly thudt nay da
dugc tng ding cho cac nghiénia vé mbi quan 1§ giita niém tin, thaido, xu
huéng hanh vi trong cadrih wrc khac nhau nh quang céo, quan dicong
chang, chim soc sc khoe...

Xét vé sr hinh thanhxu hséng hanh vi 3 nhan & trén trc tiép hinh
thanh nén xu ddng hanh vi. Ngoai ra, “kim soat nin thic hanh vi’ dugc
cho 1a khéng chanh hrong dén hanh vi thre t truc tiép, ma cormnh hrong
gian tép théng qua xu dong hanh vi. Quao ta thy, xu hréng hanh vi aa
mot c& nhan khdng &la yéu t doc quyén quyét dinh dén hanh vi khi ma
kiém soéat hanh viia nmdt ca nhan khdngay du. Bing cach thém vaahdn
thirc kiém soat hanh vily thuyét vé hanh vi dr dinh co ti¢ giai thich mbi
quan 1§ giita xu hréng hanh vi va hanh vi tic .

Can phan bt hanh vi tiéu ding & xu hudng tiéu dung. Theo Kotler &
Armstrong (2001): “Hanh vi tiéu dung la dahg hanh vi a thé caa mdt cé
nhan khi thrc hién cac qugt dinh mua 8m, sr dung va vit bo san ptam hay
dich w”. Hay mot dinh ngha khac: “Hanh vi tiéu dung la toa bhiing hat
dong lién quan trc tiép t6i qua trinh tim kKém, thu thip, mua 8m, s hitu, Sr
dung, laai bo san pham/dich wa. N6 bao ¢m ci nhiing qué trinh ra quig dinh
dién ra trc, trong va sau cac hadbng do” (Engel & @ng sr, 1993).

2.3.2Ly thuy ét vé gia tri cam nhan
Gia ti nguoi tiéu dung nhAn dugc (hay gia tr cam nhin) dugoc Kotler
(2003)dinh ngha chinh la s chénh &ch gira ©Hng gia ti nhan duoc va tng
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chi phi ma khach hang filtra vé mot san pham/dich w naodé. Tong gia ti
nhan duoc & nhiing loi ich ma ngoi tiéu ding mongloi & mdt san phm hay
dich wi, bao @m : Gia tr; sin phim, gia ti dich w, gid tr nhan &, gia tri
hinh dnh. Tong chi phi 1a 4t ca nhiing chi phi ma ngoi tiéu ding phi tra
trong viéc so sanh, mua v slung $in pram dich wi, bao gm : Gia tién, phi
ton thoi gian, phi 6n cdng gc, phi bn tinh thin.

Khi n6i ¢én gia ti nhan duoc thi ngroi ta luébn ham ya6 chinh 1agia tri
cam nhin. Cung ndt san pim va dch wi thi gia ti nhin duoc hoan toan
khac nhautdi véi mdi nguoi. Mdi ngudi cé mbt hoan énh $ng khac nhau,
nhan dinh khac nhau & mirc d6 quan tong va chi phi b phai tra cho $n
pham va dch wi.. Tém ki, mdi ngudi tiéu dungdéu co st danh gia khac nhau
cho cung mt sain pkim hay dch w - ching ta gi d6 chinh 1a gia frcam
nhan.

Gia ti cam nhan la ndt khai ném rat quan tong ddi véi té chic. Mot sb
nha @n xuit tin rang khi hy tao radugc sin pham t6t, gia & phai chang thi
ngudi tiéu ding & chon mua. Tuy @y, mot sin pham t6t chi khi nguoi tiéu
dung cho #ng né 6t va mdt gia & phai ching cH dugc quan tdm khi ma
ngudi tiéu ding ém nhan ring n6 phd bp voi nhitng loi ich ma kb nhan
duoc khi tiéu dung & pham.

Gia ti cam nhan con 1a “sr danh gia éng thé caa ngroi tiéu dung ¢ loi
ich aia sin pram/dich w dua trén g cam nhin vé cai hy nhan duoc va céi lo
phai tra” (Zeithaml, 1988). Trong khai &éin cia Zeithaml, “gia " duoc lam
rd qua 4dinh ngha: (1) gia t 1a gia @ thap, (2) gia ti 1a sin pram nhan
dugc, (3) gia ti 1a chit luong ngroi tiéu ding nhAn duoc, (4) gia tri 1a cai
naguoi tiéu dung ndn dwrgc cho cai gia mahda tra. PHin lon cac nghiénieu

trudc day Vv gia ti cam nhan d& @p trung vaatinh ngha th tu.
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Do ar canh tranh khéng ngng trong cac nganh céng néhiva dch wy,
nhiéu nha band va cong ty ith w tap trung vao cungap gia ti danh cho
khach hang nlhmot loi thé canh tranh

Céc nghién ¢u trude day cH ra fang, gia ti cam nhan cia khach hang
lien he chat che voi sy hai Iong dia khach hangcstomer satisfactignlong
trung thanh Ipyalty), va 16ng tin {rust) va hén nhién c6 lién quadén nhing
nha nghién €u hanh vi khach hang v&pi thi dich wi (Lee & @ng sr, 2002:
Parasuraman & Grewal, 2000; Yang & Peterson, 2664 trong Walsh va
cong s, 2008.

Vé céc thanh pin dia gia ti cam nhin, Sweeney va Soutar (200dya
ra mo hinh gia frcam nhin cia khach hangdn 4 yeu 6 : Chit luong, gia
ca, cam xUc va gia trxa hi.

Petrick (2002) @ing d& dinh ngha gia tri cim nhin qua 5 thanh gin
chinh:Chdt luong @im nhin, gia ai bang tién, gia @i hanh vi, @m xtc plin
hoi va danh téng. Petrick éing da xay drng thangio SER-PERVAL cho cac
khai ném nay vairng ding cho nganhidh w trong cac nghiéntm aia 6ng
da trén © s5 nén tang khai ném giéa ti cam nhin dugc phat trén boi nghién
ctu aia Zeithaml.

Zeithaml (1988) cho #y chdt lirong @im nhin dan dén gia tri cam nhin
tir d6 din dén xu hréng mua hangCa hai thie tinh i tai (viéc mua hang
d6 lam cho bn cam thay thé nao) va thac tinh bén ngoai (dantétig aia sin
pham/dich w), cing nhr gid @, dugc két luan 1a c6 lién quan tichyc dén
chat luong am nhan. Bién diéu hoa éa gia ti cam nhan bao gm chi phi (s
hy sinh) @m nhan (gi4 & phi tién ), cac théc tinh bén ngoai va cac thu
tinh i tai. Tong ket lai, Zeithaml chi ra fing : cHit luong, gia @ (tién & va
phi tién ), danh téng dia cac &n pham / dich w va éam xdc phin ang 1

nhitng chéu kich lién quartén gia ti cam nhan.
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Bén anh do, gia tri cam nhin, thoi gian ¢in day condugc chd y At
nhiéu tir cac nha lam ép thi va nghién @u thi truong i nd ngay cangiong
mot vai tro quan wng trong véc de doanhanh vi mua hanguaa ngroi tiéu
dung va gianhduoc loi thé canh tranh Bn viing (Bolton va Drew, 1991;
Dodds va éng sr, 1991; Woodruff, 1997)Ddng thdi, cac nha nghiéniw
ciing cH ra fing, gia tri cam nhin tré thanh tiéu chan co gia tf hon 1a chat
luong @im nhin trong véc du doan xu lréng hanh vi éa ngroi tiéu dung
(Szybillo va Jacoby, 1974).

Két hop nhitng nhan & thuoc gia ti cam nhin aia cac nghiéntw trén
véi viéc tién hanh nghiénteu s bo dinh tinh, tac @i nhan thay véi 02 nhom
san plim may nic va trang §c, c6 im nhom nhand chinh cé ki niang anh
huong dén xu hréng mua 8m cia khach hang értudi hién nay, @m : (1)
Chit lwong aim nhin, (2) Gia & cam nhin, (3) Gid & hanh vj (4) Cam xuc
phan hoi, (5) Danh tééng. Co so ly thuyét vé cac khai rim nay § duoc trinh
bay trong phn tiép theo.

2.4 Gia thuyét nghién atru va mé hinh

Sau lréc nghién éu dinh tinh & bd, tdc gi nhan thiy d6i véi cac sn
phim dang nghién &u, xu hréng tiéu dung €a gisi tré Viét Nam co tié bi
tacdong bvi 5 nhan é sau

2.4.1 Chit lwgng cam nhan (Perceived Quality

Chat luong éim nhan noi 1én & khac bét gitta sr ky vong aia khach
hang i nhitng gi thre ¥ ma kb nhan duoc V& mot san pkim hay dch w
(Tam, 2004). Hay, ¢t luong aim nhan chinh 1a 8 danh gia aa khach hang
vé tinh rbi bat vauu viét caa sin prim hay dch w (Petrick, 2002)

C6 2 lai chit lugng aém nhan: (1) cHit luong am nhan sin pkam (hiru
hinh) l1a s danh gia ¢ tiéu ding &n ptam gan day aia khach hangdi véi

san phim va (2) chit lwong am nhan dich w (v6 hinh) & 8 danh gia céac



16

dich w lién quan nbr dich w trong va sau khi bawjéu kién cungiing, giao
hang... @a $in pham. Do \y, ¢ hai duoc tao thanh bi nhiing thwc tinh
quan tong duogc két tinh trong chinha phim — dch w (Lé Van Huy, 2007)

N6i cach khéac, ¢ luong ¢im nhan 1a sr nhan thicc caa khach hangédy
chat lugng va tinhuu viét caa mdt san ptam haic dich wi trong ndi tuong
quan i cac €n phim thay tt¢, muc dich sr dung sin prim d6. Do dé, chit
luong am nhan 1a danh gia éng thé dua trén nkn thic cia khach hangéa
nhitng gi &0 nén cht luong dia mMHt san pham va mic d6 uy tin dia throng
hiéu dugc danh gia da trén nling tiéu chido.

Chét lwong aam nhin 5 anh hrang tree tiép dén quyét dinh mua 8m va
su trung thanh ga khach hangdi véi san phim d6. CHit lvgng Gim nhin
con b tro cho vic xacdinh mdt chinh sach gia cao vi khi khach hargnc
nhan duoc gia ti caa sin phim d6 thi cho du gia caoohvan sin 16ng st dung.

Céc nghién €u tredc day hiu nhr déu ch ra ing, chit lvgng ¢im nhan
vé mot sain pham/dich w c6 tacdong drong truc tiép dén xu heéng tiéu dung
san ptam/dich w (Boulding & @ng sr, 1993; Carman, 1990; Parasuraman &
cong sr, 1996trich trong Tsiotsou, 20Q5Vi vay, tac gh dat gia thuyét doi
véi khai niém chit lugng éim nhan trong nghién nay nhsau :

Gid thuyét H1: Chdt lweng aim nhdn c6 quan ¢ dwong doi véi xu
hwong tiéu ding gn phdim

2.4.2 Gia ca cam nhan (Perceived Price, Monetary Prige
Gia ai la biéu hién bing tién oia gia ti hang hoa, ngh la $ luong tién
phai tra cho hang hodd. Vé nghia 1©ng do6 la $ tién phai tra cho ndt hang
hoa, ndt dich wi, hay ndt tai sin naodé. Gia @ caa hang hoa néi chung la
dai lwong thayddi xoay quanh gia ir Khi cung va éu caa mt hay ndt loai
hang héa & co ban an khop véi nhau thi gid & phan anh va phidp véi gia

tri cia hang hodo, traong hop nay it khi Xy ra. Gia é cia hang hoaécao
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hon gia ti cua hang hoaéu $ luong cung tAp hon ciu. Ngroc lai, néu cung
vuot ciu thi gia @ s thip hon gié ti cia hang hodd.

Gia & la mt nhan § ma ngroi tiéu dung ludn quan tdm nhg gia o
cam nhin 3 dan toi quyét dinh mua hangt@ hy. Doanh nghiip khéng nén
xac dinh gia ma nén xadinh gia ti caia $in pham/dich v minh cung &p.
Mot sb nha 4n xut tin raing khi hp tao radugc sin phim tt, gia & phai
chiang thi ngroi tiéu dung & chon mua. Tuy gy, mot sin pkam tot chi khi
nguoi tiéu ding choang né 6t va bt gid ai phdi chang chi dugc quan tam
khi manguoi tiéu ding ém nhin ring n6é phd bp véi nhiing loi ich ma h
nhan dugc khi tiéu ding & pram.

Sweeney, Soutar va Johnson (19993)ithh nghagia ai cam nhin la ar
thé hién mic gia @am nhan cia Mt san phm trong quan ¥i cac @n pham
cung lai khac. Gia @ cam nhan cé tt¢ 16n hon haic nhd hon gia ti nhan
dugc. Nguoi tiéu dung nhy cam véi gia € coi tiéu chi gia &€ 1a quan tong
trong quyt dinh mua hangia hy.

Jacoby va Olson (197@a phan kit gitta gia ci cam nhin caa khach
hang la giatuoc dinh ra i chinh khach hangua vao kinh ngléim mua/sr
dung cac 8n phim txong tr trong qué kfy, vagia thuc cia $in pham. Khéi
niém gia @ cam nhan nay ding duoc hiéu rong hon khai ném gia @ thong
thuong aia Zeithaml (1988), 1a caidhdi hay chi phidé coduoc sin pham.

Theo Dodds vaang sr (1991), khi néc gia thrc & caa $in pram cao
hon mic gia tham kho ma khach hang cdrd 1a khach hangang éam nhin
gia aia sin pham nay khéngdt, khi d6 xu hréng mua hangéscang tp. Vi
vay, tac gh dit gia thuyét cho khai ném gia & cam nhin trong nghién nay
nhu sau :

Gid thuyét H2: Gia ai cém nhdn (tién t¢) c6 quan 1# dwong doi véi xu

hwong tiéu ding gn phim



18

2.4.3 Gia ca hanh vi (Non-monetary Price

Gia @& hanh vi la chi phi (khdng phbang tién) bao gm thoi gian va
cong src bo radé tim kiém va mua &n pham (Petrick, 2002)

Hay theo Zeithaml (198836 Ia tit ca c&c chi phi thi gian, chi phi tim
kiém va chi phi tinh thn tacdong vao s cam nhin aia khach hanga/mot
san pram/dich v ma h st dung. N6i cach khéc, gidgaam nhan phi tén
la ar ¢anh gia théng qua & do luong thyi gian va nling m luc gin lién Vi
viéc mua gn phram/dich w.

Hiéu theo ngka ©Ng ton, gia & phi tién € mudn néi Gi sy tién loi,
tién ich trong giao ©th va i ro cam nhin. Trong nghiéneu nay, khia gnh
rai ro cam nhan khéngduoc nhic toi. S tién loi va cac chi phi &thoi gian,
cbng #c khi mua hangiai dién cho khai rdm gia @ hanh vi trong nghién
ctru nay.

Khéach hang ludn quan tadén van dé tiét kiém thoi gian va céng&c
bo ra khi mua hang. Tt vay, khi tién bac khdng phi 1a van @&, nhung thoi
gian thi eo bp, khach hang mong rbn chi phi ¥ thoi gian b radugc giam
thiéu ti da va b sin sang chi & thém tén dé dat duoc diéu nay. Trong
nghién ¢u aia Zeithaml (1988), ba xatinh chi phi tli gian va ® luc ch
anh hrong dén xu hréng hanh vi mua hang dhcéach gian fip théng quas
cam nhan Vé gia ti caa sin pram. Tuy nhién, @ng c6 nliing nghién ¢u khéac
dé& ngh ring nhing chi phi nay &ng cdéanh hrong trec tiép dén xu hrong
mua hang. Khach hang &héng qu¥t dinh dit hang/mua hang khi chi phi
cam nhan vé thoi gian va cong®c b ra qua cao (Hui & Bateson, 19¢1ch
trong Broekhuizen & Jagen, 2004Hon nira, Hn thém chi phéé tim kiém va
di &n ara hangdé mua d¢ing € phan nao hn ché xu heéng mua 8n ptam
cua khach hang. Ddo, tac gi dit gia thuyét cho khai ném gia & hanh vi

trong nghién ¢u nay nhr sau :
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Gid thuyét H3: Gia ai hanh vi c6 quan & dwong déi véi xu hweng

tiéu dung gn pham

2.4.4 Cam xuc phan hdi (Emotional responsg

Cam xic hay 8m xic ptin hoi md & sy danh gia éa ngroi mua lién
quandén sr hai long & san pham/dich w (Petrick, 2002). Hay, giaitcam
xUc la nhitng doi hoi dugc danh thirc boi mot san pram hay dch w (Sweeney
va Soutar, 2001).

Nhan thec va @m xuc la hai dng phn hdi tam ly khac nhau. &n xdc
lién quandén nhirng viéc ma khach hang tiéu dundne thiy. Nhu vay, co thé
dinh nghia, @am xdc béu hién nhiing diéu cam thiy ciia khach hang tiéu ding
vé mot tdc nhan hay tt sy kién, ching han nhr ho thich hay ghét 6t sin
pham. Gam xtc d@a khach hang tiéu dung badng nhirng thibc tinh nhr va
chuwng, thha man hay khéng &fa mén, thich hay khong thich.

Theo Peter va Olson (1999), ca do phan hdi thudc dang cim xuc:

Xuc aam: nhr yéu, &, gian di, vui vé .v.v..

Cac @am xucdac biét: nhu thdoa man, ém kich .v.v..

Trang thai: nlr canh gidc, thanh #n, tdm tinh .v.v...

Péanh gia: nlr thich,ua chng, 6t, Xau .v.v...

Céc phn hdi cam xdcduoc tao ra i hé thong cim xuc. Mic du cac
nha nghién €u van dang nghién&u xem 1§ théng cim xdc van hanh té nao,
nhung nhin chung diddng y 5dic tinh @ ban cia ke thong cim xdc nhr sau:

Tha nhat, 1a ke théng aam xuc c6 plan ang ©ng.

Thi hai, con ngai it c6 sr kiém soéaidéi voi nhitng aim xdc @a hy.

Thu ba, cac pin tng cam xdc c6 tinh lién & ty nhién.

Thi tu, hé théng aam xuc Hu nhr [& phan hoi d6i véi moi tac nhan.

Cudi cuing, hu hét cac plan hdi cam xuc 1a do he tap.
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Véi 5 dic tinh @ ban néu trén, &ithong am xdc c6 taaiong dén hanh
vi. Nén khi tim héu vé& hanh vi tiéu dungi@ khach hangan phai c6 nhing
khao sat & thanh pn cam xdc.

Céc nghién €u trugc day ding da cH ra ing, nhing cam xuc tich gc
c6 xu hréng tacdong cao ln dén xu hréng mua hang, ngc lai, nhirng cam
xUc tiéu erc thi tacdong thip hon dén xu hréng mua hang (Babin & Babin,
2001; Cronin & Taylor, 1992; Machleit & Mantel, 2ZD0White & Yu, 2005
trich trong Kurniawati, 2008 Do d6, tac gi dit gia thuyét cho khai ném
cam xuc phin hdi trong nghién ¢u nay nlr sau :

Gid thuyét H4: Cam xuc phin haéi tich cec c6 quan ¢ dwong doi Véi

Xu hweng tiéu dung gn pham

2.4.5Danh tiéng (Reputation

Danh téng chinh la uy tin vadng thai @a $in pram/dich w duoc cam
nhan bdi nguoi mua, dra vao hinhanh aia throng héu nha cung 4p sin
pham/dich w (Petrick, 2002).

Can phan bit danh téng va throng hiéu. Danh téng, c6 ti¢ dinh ngha
la ar tin cy, khéng plai la thuong héu. Throng hiéu la hinhanh, trong khi
danh téng 1a thrc. Biéu nay c6 ngta la moi nguoi déu nhan biét thuong hiéu
mang ¥u t triru trong, trong khidd danh tng thi din giii véi thuc t& hon.

Trong mé hinh chsd hai long khach hang cac érgia EU (European
Customer Satisfaction Index — ECSI) céaMsi mot nhan & tac dong dén
gia ti cam nhin, d6 1a hinhanh. Hinhanh biu hién mbi quan I giita throng
hiéu va st lién trong aia khach hangéi véi cac thige tinh ¢a throng hiéu.
Bién s nayduoc thé hién boi danh téng, uy tin, long tin €a chinh ngoi tiéu
dingddi véi thuong hiéu (Lé Van Huy, 2007).
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Céc nghién €u thyc tién da khing dinh ring, day 1a nhan& quan tong

va co taalong tnrc tiép dén ar hai long @a khach hangbéng thyi, Yoon va

cong sr (1993) ding d8 ching minh &ng danh #ng 1a céanh hréng trc tiép

dén xu hréng aia ngroi mua. Dodd, tac gi dit gia thuyét cho khai ném

danh téng trong nghiénieu nay nhr sau :

Gid thuyét H5: Danh tiéng c6 quan I¢ dwong déi véi xu hweng tiéu

ding sin phdm

T nhitng gi thuyét trén, tac gi ¢& xuat md hinh nghiénieu nhr sau :

-

N

Chat lugng Gim nhin

Gia & cam nhin

Gia & hanh vi

Cam xUc phin hoi

Danh téng

J

Xu hwoeng
tiéu dung

Hinh 2.1: M& hinh nghiénoo dé xuat

2.5 Tom tit

Chwong 2 nay gii thiéu ly thuyét v& xu hréng tiéu dung va cac thanh

phan thuc gia ti cam nhin co té tacdong dén xu hréng tiéu dung. Trénc

so ly thuyét va Kt qua nghién ¢u dinh tinh, clrong naydua ra md hinh

nghién &u. Mo hinh nghiénwu nay gi thuyét 1a xu hréng tiéu ding chu

tacdong hoi chat lwong Gim nhan, gid @ cam nhan, gia @ hanh vi, @m xac

phan hdi va danh #ng. Chrong tiép theo 8 gidi thiéu phrong phap nghién

ctru dé kiém dinh thangto va mé hinh nghiénia.
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Chwong 3
PHUONG PHAP NGHIEN CUU

3.1 Giégi thiéu

Trong chrong 2, tac gi da trinh bay ¢ sv Iy thuyét vé xu heéng hanh
vi, gia tii cam nhin va cac nhandtcaa gia ti cam nhan. Co s3 ly thuyét nay
s3 lam rén tang cho nghiénteu cia tac g trong chrong 3.

Chuong 3 nay, tac gi st gidi thiéu phrong phap nghiéntw duoc Sr
dung trongdiéu chinh vadanh gia cac thando. Noi dung chinh @a chrong
bao @m 2 phin:

(1) thiét ké nghién @u, trongdd trinh bay chi it quy trinh nghién weu;

phuong phap nghiéni dinh tinh,dinh rong.

(2) céc thango do luong cac khai m nghién ¢u.

3.2 Thiét ké nghién atru
3.2.1Phwong phap

Nghién au nay bao §m hai hrdc chinh : (1) nghiéniw s b dinh tinh
va (2) nghién gu chinh tiirc bing phrong phapdinh lrong. Hai nhom an
phim dugc chon cho nghién &u nay,do |a trang éc va hang may #t. Hai
nhom gén phim naydugc lva chon 1a dodé tai ch gioi han nghién é¢u xu
hudng tiéu ding ga gibi tré, maday a hai nhoméan phim quen théc va gin
lién véi bo phan giéi tré nhat. Bong thoi, viéc lra chon hai nhém &n pham
nay ding dra vaogia & va vai trocia no trong quét dinh mua hang. T
nhat, trang $c la laai san pram twong ddi dat tién so \6i ngan sach chi tiéu

cuada $ nguoi tiéu dung Vet Nam va céan suit mua hangap lai thap (sin
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phim c6 mirc d6 can nkic cao). Qan 4o 1a lai ré tién hon so \6i ngan séch

chi tiéu va c6an $ mua hangdp lai cao (mic do can ntic thap hon).

Bang 3.1 : Tén do nghién ¢u

Budc Phrong phap Ky thuat Mau Thoi gian
So b binh tinh Tho ludn nhdm 16 Thang 3/2012
Phong van truc tiép, Tu thang 4/2012
Chinh thrc | Binh luong 313 , ]
Google Documents den thang 6/2012

Nghién aru so b dinh tinh dugc thuc hién tai TP.HCM vao thang
03/2012 nm muc dich kham phadiéu chinh, b sung thangio cac khai
niém nghién é¢u. Pau tién, dra trén © s ly thuyét vé gia ti cam nhan, mot
tap hop cac nhand caa gia ti cam nhin dugc néu ra. Cac nhad hay co tié
dugc gop thanh 5 nhdém nha thinh cé i dung gin gidng nhau xem chi
tiet bang 3.9.

Saudo, tac gh tién hanh tho luan theo ttng nhom khach hang tiéu ding
san phkam : Mt nhém \6i 8 nauoi tiéu dungdd trang $c, mit nhém \6i 8
ngudi tiéu dung hang may . Saudod, két hop v6i cac nghién gu trede day
dé c6 dugc thangdo cwi cung. Bing cau i duoc danh gia s bo va diéu
chinh trrge khi tién hanh pbng van chinh thic.

(Dan bai thio lugn nhém — xem phluc A
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Bang 3.2 : Cac nghiénio V@ gia ti cam nhan

Khai niém Khai niém géc o
v : 2 Tac gia (nam)
(dich ra tieng vigt) (tieng anh)
Gia tii hinhanh Image Value Kotler (2003)
Danh téng Reputation Petrick (2002)
Chat lugng Quiality Sweeney & Soutar (2001

Gia tri san phim
Chat lugng Gim nhin

Gia tii chirc nang

Product Value
Perceived Quality

Functional value (Quality)

Kotler (2003)
Petrick (2002)
Sheth & éng ar (1991)

Giaa
Chi phi king tién
Gia ¢ bang tién

Gia tii chrc nang

Price
Monetary Cost
Monetary Price

Functional value (Price)

Sweeney & Soutar (2001
Kotler 2003

Petrick (2002)

Sheth & éng ar (1991)

Chi phi thyi gian, raing
lwong, tinh thn

Time Cost, Energy Cost,
Psychic Cost

Kotler (2003)

Gia & hanh vi Behavioral Price Petrick (2002)

Gia tii ca nhan Personal value Kotler (2003)

Cam xac Emotion Sweeney & Soutar (2001
Cam xuc phan hoi Emotional Response Petrick (2002)

Gia tri cam xuc

Emotional Value

Sheth & éng ar (1991)

Nghién atru chinh thiec dugc thec hién bing phrong phapdinh lrong

théng qua bng cau bi khao sat. Nghiéneu nay dungié kiém dinh lai mé

hinhdo leong ding nhr md hinh ly thugt va cac gi thuyét trong mé hinh.

Thangdo chinh tlirc dugc dung cho nghiéntw dinh hrong vaduoc

kiém dinh bing phrong phap B sb tin cdy Cronbach Alpha va phan ticliwy

t6 kham pha EFA.

N

N’

N
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Déi tuong dugc mdi phong Van 1a cac khach hangéttudi da trng mua
hoic sr dung mbt san pham (quan &o, trang ®c) bt ky & TP.HCM va céc
thanh pld 16n khac trén & nuge. Két qua nghién ¢u dugce xir ly bang phin
mém SPSS 16.0.

3.2.2 Quy trinh nghién ciru

Co o ly thuyét (gia ti cam nhan, xu hrong tiéu dang) Thangdo

binh tinh kn 1 (thio luan nhém, hai nhém, n = 16) '\\nhap

‘ v Thangdo
binh tinh hn 2 (tho ludan nhém, hai nhém, n = 16) ’Qn cknh

A 4
Dinh lrong chinh titc (phbng Van tryc tiép, n = 313)

\ 4

Cronbach anpha va EFA
Loai cac bén cé ¢ s trong quan kin-tong nro
Kiém tra It sb anpha
Loai cAc bén c6 tong $ EFA nh
Kiém tra yéu t va phrong sai trichiuoc

A 4
Hoi quy tuyén tinh
Kiém tra st trong quan
Phan tich &i quy
Kiém dinh khac bt vé gi6i tinh va thu np

Hinh 3.1 : Quy trinh nghiénc



26

3.3 Thangdo

Nhu d& trinh bayo cac pln trueéc, thangdo trong nghién €u nay dra
vao ly thuyt va céc thangio da cé trén th gisi. Chingduogc diéu chinh va
b6 sung cho phudp Véi nguoi tiéu dung 4i thi truong Viét Nam dra vao Kt
qua caa nghién @u dinh tinh \6i k¥ thuat thao luan nhom. C6 6 khai dm
nghién ¢u dugc ar dung trong nghiénteu nay,dé 1a : (1) Cht lvong am
nhan (ky hicu 1a PQ), (2) Gidccim nhan (MP), (3) Gia & hanh vi (BP), (4)
Cam xuc phin hdi (ER), (5) Danh #ng (RE) va (6) Xu tiéng tiéu dung (BI).

3.3.1 Thang do chat lweng cim nhan

Chét luong &im nhin la sr nhan thic cia khach hangévchit luong va
tinh wu viét caa mdt sin phm haic dich w trong ndi tuong quan i cac n
pham thay ti¢. Vi vay, thangdo chit luong cim nhan phii bao dm cac bén
danh gia nitng i dung trén. Trong nghiénta nay, clt lvong cim nhin
dugc do luong dra theo thangio aia Petrick (2002) & 4 bién quan sat, ky
hiéu tir PQ_1dén PQ 4 :

PQ 1 : Toi thy chit lwong aia sin pHim X vurot troi hin so i cac throng hidu khac
PQ_2: Tdi hoan toan timéng & chit luong cac sn phim X

PQ_3: So i cac throng hiéu khéc, caca phim throng hiéu X rat nhit quan,dong déu
PQ_4 : Tdi choing, moi ngudi déu cong nkn sin pHim X ¢6 chit lwvong 6t

3.3.2 Thang do gia ¢ cam nhan

Gia @& cam nhan (bang tién) 1a sr thé hién maic gia am nhan caa ot
san phm teong quan ¥i cac &n phim cung lai khac. Gia @ cam nhan co
thé 16n hon haic nh hon gid ti nhan dugc. Trong nghién eu nay, gia &
cam nhan duoc do luong dra theo thangio aia Sweeney va Soutar (2001)
véi 4 bién quan sét, ky Bu tr MP_1dén MP_4 :
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MP_1 : So i cac throng higu khéac, gia ban (giaya sin prim theong higu X rat hop ly
MP_2 : Theo tdi, gidiccia sin phim X twong xing Wi gia tri caa n6

MP_3 : Sin phim X duoc danh gia ét hon so Wi cac throng hiéu khaco cung nirc gia
MP_4 : Theo tdi, cbn mua gn phim X thi tiét kiém hon céac throng hiéu khac

3.3.3Thang do gia c hanh vi

Gia & hanh vi hay gidaphi tién t 14 chi phi (khéng pdi bang tién) bao
gom thoi gian va céng®c b radé tim kiém va mua an ptam. Trong nghién
ctru nay, gia & hanh vidugc do luong dra theo thango aia Petrick (2002).

Trong hrdc nghién é¢u s b, thangdo nayduoc diéu chinh tr thangdo
géc gom 5 bén quan séat. Sau khbltbién quan sat “8 dat hang” (do 2 nhém
san plim naydéu khéng thrdng xuyén c6 hinh trt dit hang tréc), thangdo
con hi 4 bién quan sat, ky Bu tr BP_1dén BP_4 :

BP_1: T6i & dang tim thy cac @ra hang &n pram X trén th truong
BP_2 : T6i khéng phi bo ra nhéu thoi gian, céng éc dé di mua sn pham X
BP_3 : Ngoai gia ban, t6i khéngitthém chi phi nao khac trongggimua gn phim X

BP_4 : Vic trung bay va b tri trong cac ga hang/showroomi@ sin pram X rat thuan loi dé mua

3.3.4Thang do cam xuc phan hdi

Cam xGc phin hoi 12 sr danh gia @a ngroi mua lién quantén sr hai
long v san phim/dich w hay 1a nling doi hoi dugc danh thirc boi mét san
phim hay dch w. Trong nghién €u nay, éam xdc ptan hi dugc do hrong
dua theo thango aia Sweeney va Soutar (2001).

Trong hréc nghién ¢u sy bo, thangdo nayduogc diéu chinh tr thang
do ghc gom 5 bén quan séat. Sau khioh2 bién quan sat “thei mai khi sr
dung” va “cam thay tt hon khi sr dung” va thay ling “tu tin khi sr dung”,
thangdo con hi 4 bién quan sat, ky Bu tr ER_1dén ER_4 :



28

ER_1 : T6i ngitdi thyc sy thich cac &n phim X

ER_2 : T6i lubn mén sy hiru cac gn pham X

ER_3: T6i hoan toan hai long khi glung cac 8n prim X
ER_4 : T6i @m thiy ty tin khi st dung cac &n phim X

3.3.5Thang do danh tiéng
Danh téng chinh la uy tin va tinhang aia $in pram/dich w duoc cam
nhan bdi nguoi mua, dra vao hinhanh a@ia throng héu nha cung 4p sin
pham/dich w. Trong nghién ¢€u nay, danh éng duoc do luong dra theo
thangdo aia Petrick (2002) & 5 bién quan sét, ky Bu tr RE_1dén RE_5 :

RE_1 : T6i nghthwong hiéu X dang hat dong bt

RE_2 : Throng hiéu X rat dwoc chi y trén thtruong

RE_3: T6i nghthwong hiéu X 1a mdt theong hiéu ndi tiéng, uy tin
RE_4 : T6i nghmoi ngudi danh gia tlrong higu X tét

RE_5 : Danh fing aia throng hiéu X d&duoc thi trudng cdng nAn

3.3.6 Thang do xu hwéng ti€u dung
Xu hudng tiéu dung ndi Ién xuddng aia ngroi tiéu dung trong \dc
thuc hién hanh vi mua hang hay tiéu dundtnsan pham, dich w. Trong
nghién &u nay, gia & hanh vidugc do luong dra theo thangio aia Petrick
(2004)* va Zeithaml (1996)di 4 bién quan sat, ky Bu tr Bl_1dén Bl _4 :

Bl_1 : T6i luén clon therong hiéu X khi tdi ¢6 ydinh mua mt san pham thuwse nhom nay*
Bl_2 : T6i € noi tt vé cac &an phim X véi moi ngudi

Bl_3: T6i € khuyén khich lan bé va ngoi than mua an phim X

Bl_4 : T6i € dé nghi ngay @n prim X cho ngroi nao hi y kién tham kfio cia toi

3.4 Mau nghién atru dinh lweng chinh thirc
Mau trong nghién &u duoc chon theo plrong phap 4y miu thuan tién.
Phrong phap nay 1a ptong phap chn mau phi xac sét trongdé nha nghién
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ctru tiép cin véi cacddi tuong nghién ¢u bing phrong phéap than tién. Diéu
nay c6 ngka 1a nha nghiéna cé th chon cacddi tuong ma o co the tiép
can. Uu diém cia phrong phap nay 1a&tiép cn dbi tuong nghién ¢u va
thuong sr dung khi ki giéi han thoi gian va chi phi. Tuy nhién plong phap
nay cé nlrge diém 1a khéng xadinh dugc sai $ do Ky mau.

Kich o miu nghién @u dya theo cong tirc aia Tabachnick N50 +8p,
véi p s bién doc lap (Nguyén Binh Thy, 2011, trang 499). M6 hinh c6 Sbi
doc 1ap nén kich thhc miu t6i thiéu 1a 90 ndu. Tac gh mudn cd dugc 300
mau (150 mu cho ndi nhém @n pham) dé két qua xtr Iy c6 y ngha hon. Vi
vay, dé dat dugc kich thrgc méu trén, tac gi tién hanh @i 120 king cau bi
truc tiép dén khach hangi@ cac @a hang kinh doanh trangsva quin 4o
may mic tai TP.HCM va thu ¢ dugc 105 ndu hop 1&. Bong thyi, cong @
Google Documentsiuoc sr dung dé khao sat thém ngoi tiéu ding i
TP.HCM va nét sb thanh pb Ion khac trén &£ nuge : Ha Noi, Hai Phong,
Hué, Pa Ning, Nha Trang, ¥ing Tau, Gn Tho, Rach Gi4... Kt qua, tac ga
thu thap thémduoc 208 nau hop 16. Nhu vay, kich thréc miu cudi cling diing
dé xur ly 1a 313.

(Chi tiét dgc diém miu xem &i chwong 4

3.5 Tém tit

Chuong nay trinh bay cacéndung sau: (1) Rlrong phap nghiénua;
(2) Quy trinh nghiéntw; (3) Cac thangdo; (4) Clon mau, kich &@ mau vadia
ban ky mau.

Chuong tiép theo 8 trinh bay cac & qua kiém dinh thangdo, phan tich
nhan 6, kiém dinh mé hinh va céc gihiét nghién cu.
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Chwong 4
KET QUA NGHIEN CUU

4.1 Giéi thigu

Chuong nay § trinh bay Kt qua cua qué trinh nghiénual, oy thé bao
gom nhirng i dung sau:

(1) M6 t va phan tich au thuduoc

(2) Két qua kiém dinh cac thango

(3) Phan tich & qua hdi quy da bén

(4) Kiém dinh tacdong aia bién dinh tinh

4.2 M6 ta mau

« V& gidi tinh : Két qua cho thy c6 181 ¥ va 132 nam #r 1oi phong
van, $ lugng nam it on nit (nam : 42.2%, i : 57.8%), véc liy miu c6 s
chénh &ch \é giai tinh, nhrng Kt qua cé the chip nhan vi trén thre € nix gisi
thuong xuy&n mua®n hon nam gbi, dic biét 1a hai nhém & pham trong
nghién ¢u nay (qdn 40 may ric va trang &c).

« V& d6 tudi va thu nlp : da pHin déi tuong khio séat cado tudi tir 20
dén 30 twi (chiém trén 75%) va co thu ap trén 7 tréu ddng/thang ckm da
s6 (trén 72%). Niing d6i tuong trén 30 ti gan nhr c6 thu nkp rat cao
(70% la c6 thu ndp trén 12 tdu dong/thang) va khéng cddi tuong nao co
thu nHip dudi 7 triéu ddng/thang.

 Vé khu wec khao sat :Ddi tuong dugc khao sat cli yéu tp trung i
TP.HCM wi 213/313 ndu hop Ié thu dugc. Tac ga ciing thu thp thém 100
mau tir cacddi tuong trongdd tudi khao sate cac Tinh/Thanh P& khéc trén
ca nudéc thbng qua cébngucGoogle Documents, mh: Ha Noi, Hai Phong,
Hué, ba Ning, Nha Trang, ¥ng Tau, Gn Tho, Rach Gia..dé taing thém tinh
dai dién cho Kt qua nghién &u.
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« Vé nganh ngh: Do tac gi haat dong trong Inh wrc tai chinh - ngan
hang, nénié thuin tién trong véc khao sét, tac gi tin dung cac ni quan I¢
trong cdng Wc dé thu thap théng tin (47%). Conal, tic gk khao séat ndu
nhién cac khach har@gn mua m tnrc tiép cac én ptim dang nghién gu.

Bang 4.1 : Tling ké nau khao séat

| Tang | Tyle% | %tichiy
Gidi tinh
Nit 181 57.8 57.8
Nam 132 42.2 100.0
Tong @ing 313
Dj tudi
Tir 20dén 30 tbi 236 75.4 75.4
Tir 31dén 40 twbi 77 24.6 100
Tong aing 313
Thu nhgp
Dudi 7 triéu dong/thang 87 27.8 27.8
T 7 dén 12 trbu dong/thang 148 47.3 75.1
Trén 12 tréu dong/thang 78 24.9 100.0
Tong aing 313
Dia phwong
TP.HCM 213 68.0 68.1
Tinh/TP khéac 100 32.0 100
Tong @ing 313
Nganh nghé
Pién tir - CNTT 16 5.1 5.1
Ban hang — &p thi 22 7.0 12.1
B&o chi — Trugn théng 1 0.3 12.5
Dich w 10 3.2 15.7
Giao dic —dao to 13 4.2 19.8
K§ thuat 11 3.5 23.3
Khéac 12 3.8 27.2
San xuit — kinh doanh 48 15.3 425
Tai chinh — ngan hang 148 47.3 89.8
Xay dyng — kit dong sin 17 5.4 95.2
Y té 15 4.8 100.0
Tong @ing 313
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M An Phuéc
NSviat Tién
EPT2000

[ Blue Exchange
B Ninomaxx
[IMay Nha Be

M Vietthy

[JFoci

B May Thanh Céng
W Khac

Hinh 4.1 : Phan&miu theo én phim (QUAN AO MAY M AC)

& PNy

BEsJc

EEsBy

fBén Thanh- BTJ

# Goodman / Unique / Zela
AT B Bao Tin Minh Chau
[JAgribank - AJC
I Doji
H B Phu Quy
L [ Khac

Hinh 4.2 : Phan®mau theo én prim (TRANG SUC)
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Dit liéu sau khi thu thp duoc tac gh thiét ké, ma héa va rip liéu qua
cong @ SPSS 16.0, satob tién hanh lam&ch. Ly do : dr liéu sau khidiéu tra
duoc tién hanh nhp thd vao may, & hop voi dit liéu duoc thu thp truc tiép
qua internet ing céng @ Google Documents, trong qua trinhr¢hhién
thuong c6 nlieng mhu diéu tra b sai Ech, thEu sot hac khéng nit quan; do
vay can tién hanh l1am &h £ liéu dé dam bao yéu au, $ liéu dua vao phan
tich phii day du, thdng nHit. Theodd, viéc phan tich & liéu < gilp tac gi
dua ra nlitng théng tin chinh xac va @ tin ciy cao.

4.3 Panh gia thangdo
4.3.1Phéan tichdg tin cay Cronbach Anpha

Céc thangto duoc kiém dinh do tin ciy bang cdng @ Cronbach Alpha.
Hé s caa Cronbach 1a i1t phép kém dinh thbng ké & mac do chat ché ma
cac muc hoi trong thangdo twong quan i nhau, gitp lai di nhitng bén va
thangdo khéng phu bp. Nhiégu nha nghién ieu dong y ing khi Cronbach
Alpha tr 0,8 t Iléndén gan 1 thi thangto luong la 6t, tir 0,7 dén gan 0,8 1a
s dung dugc. Ging c6 nghién ¢u dé nghi ring Cronbach Alphait0,6 t&
lén 1a co té s dung duoc trong trong hop khai ngm dangdo ludong & ndi
hoic moi d6i voi nguoi tra 1oi trong i canh nghién ¢u (Hoang Teng &
Chu Ngugn Mong Ngoc, 2005).

T d6, tAc gi kiém dinh @6 tin ciy cia thangdo dya trén © so cac
bién quan sat coésd twong quan bin tng (item-total correlation) rhhon
0,3 £ bi loai va tiéu chdn chon thangdo khi Cronbach Alphait0,7 t& [én.

Két qua kiém dinh d tin ciy cua cac thango cho thy tit ca cac thang
do déu dat do tin ciy cho phép, ddo déu duoc Sr dung trong cac boc phan
tich EFA va Ibi quy tiép theo(chi tiét xem &i phy luc D).
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Bang 4.2 : Kém dinh cac thando bing Cronbach’s Alpha

Bién quan sat Trung b‘mtl Phwong s?i Tu’O’n% Cronb?ch's_
thang do neu thangdo néu | quan bien | alpha neu loai
, loai bién loai bién tong bién
Chat lwgng cdim nhan Cronbach Alpha = .838
PQ 1 11.00 3.811 677 792
PQ 2 10.82 3.859 .709 779
PQ_3 10.87 3.932 .618 .818
PQ_4 10.79 3.693 .680 791
Gia ca cam nhan Cronbach Alpha = .801
MP_1 10.52 3.917 .688 717
MP_2 10.40 3.876 .651 734
MP_3 10.62 4.179 .538 .789
MP_4 10.88 4.102 .589 .764
Gié ca hanh vi Cronbach Alpha = .721
BP_1 11.60 3.298 573 .618
BP_2 11.63 3.312 576 .616
BP_3 11.50 3.796 AT7 677
BP_4 11.46 4.044 413 711
Cam xac phan hoi Cronbach Alpha = .871
ER 1 11.07 4.690 127 .834
ER 2 11.14 4.309 716 .842
ER 3 11.07 4,726 .738 .831
ER_4 11.07 4.707 .728 .834
Danh tiéng Cronbach Alpha = .865
RE_1 15.42 6.103 .640 .847
RE_2 15.59 5.864 672 .840
RE_3 15.43 5.367 770 .814
RE 4 15.62 5.934 .634 .849
RE_5 15.42 5.880 .715 .830
Xu hwéng tiéu dung Cronbach Alpha = .893
BI_1 11.07 4,761 .695 .888
BI_2 10.91 4911 762 .863
BI_3 10.96 4.665 .824 .840
BI_4 10.98 4.564 .780 .855




35

4.3.2 Phan tich nhan 6 kham pha EFA

Phan tich nhanbtkham pha (Exploratory Factor Analysis) lauphg
phap phan tich fing k& dungié rat gon mot tap hop nhiéu bién quan sét cé
mdi trong quan ¥i nhau thanh @t tap bién (goi 1a cac nhand) it hon dé
ching cé y ngia hon nhing VAn chira dung Hu hét noi dung théng tin aa
tap bién bandau.

4.3.2.1Thang do cac thanh plin gia tri cam nhan

Khi thangdo dat d6 tin ciy, cac bén quan sat&duoc sr dung trong
phan tich nharbtkham pha EFA i cac yéu &u sau:

« Hé s KMO (Kaiser-Meyer-Olkin}> 0.5 Wi mac y ngha dia
kiém dinh Bartlett< 0.05

« Hé s tai nhan 6 (Factor loadingy 0.5

« Thangdo duoc chip nhan khi tHng phrong sai trich> 50% va i
sb Eigenvalue >1

« Khéac bt hé sd tai nhan 6 caa mbt bién quan sat gia cac nhan
t6 phai I6n hon 0,3dé dam bao gia ti phan bét gitta cAc nhanit

Khi phan tich EFA %i thangdo céac thanh pin gia ti cam nhan, tac
gia s dung phrong phap trich Principal Component Analysi phép xoay
Varimax vadiém ding trich cac §u t6 c6 eigenvalue >1.

Két qua phan tich nhantcho thiy 21 bén quan satia 5 thanh pin
gia ti cam nhan dugc nhém thanh 4 nhaw.tHé s5 KMO = 0.905 nén EFA
phi hop Vi dit liéu. Thing ké Chi-squareua kiém dinh Bartlett’sdat gia ti
3.039 Wi muc y nghia 0.000 daté cac bén quan sat carbng quan i nhau.
Phrong sai trichiat 63.933% th hién 4 nhané giai thich dugc gin 64% bén
thién dia dx liéu, do \ay céc thangto rat ra clip nhin dugc. Biém dirng trich
cac \u t tai nhan 6 tha 4 wi Eigenvalue=1.072. #sd tai nhan 6 déu I6n
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hon 0.5 (tong $ nhan é nhd nht roi vao hai bén quan sat MP_3 va BP_4
véi factor loading dn lugt la 0.582 va 0.570).
(Két qud cu thé duiroc trinh bays Phu luc B).

Bang 4.3 : Kt qua phan tich EFA thando cac thanh pin gia ti cam nhin

] Nhan to .

Tén bien Tén nhan ©
STT 1 2 3 4
1 ER_4 | .792
2. ER 1 729 318
3. PQ 1 720 Chét lugng éim nhin
4. ER.3 | .712 | .327 va aim xic
> ER 2 | .692 375
6. PQ_2 | .662
7. RE_5 799
8. RE_3 | .328 | .795
9. RE 2 771 Danh téng
101 RE_4 665
1.1 Re_1 652
2.1 wmpPa 787
13. 1 wmP_4 742 | .362 Gi4 & cam nfan
4.1 wmp_2 | .367 716
5.1 mP_3 | .300 582
16. 1 BP_3 731
17. BP_1 314 | 708 Gia ci hanh vi
18. BP_2 680
19. BP_4 305 570

Eigenvalue 1.072
Phwong sai trich 63.933%
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« Nhan 6 tha nhit gdm 6 bén quan sat nhsau:

ER 4 | TOi cam thay tu tin khi St dung cac n pham X

ER 1 | TOi ngh tdi thuc sr thich cac & pham X

PQ_1

thuong hiéu khac

T6i thay chat lugng aia sin pham X vurot troi han so \6i cac

ER 3 | T6i hoan toan hai long khirgdung cac sn pham X

ER 2 | TOi ludn mwn s5 hitu cac én pham X

PQ 2 | Toi hoan toan tinuong e chat lugng cac sn phim X

Nhan 6 nayduoc tao thanh & 2 bién quan sati@a thangdo Chit liong
cam nhin va 4 bén quan séati@ thangio Cam xuc plin héi. Sy cam nhan vé
chit lugng throng di d6i véi nhitng éim xdcdugc biéu hién ngay sawdé. Khi
mot nguoi cam thdy chat luong mdt sain pham 6t va wrot troi hon cac $n
pham cung lai khac thi fo thuong the hién sr hai long, thich thd va mong
mubn s hitu sin pram nay. Vi ti, nhan & maéi duoc dat tén IaChat lweng

cam nhan va cam xuc, ky hiéu : QE.

Nhan 6 méi dugc tao ra naydugc danh gia i do tin ciy bang k¢ 5

cronbach anpha. & qua cho thy, cronbach anphaia QEdat 0.890, trong

quan bén tong nh nhit dat 0.865 (bén ER_3).

Bang 4.4 :banh gia i do tin ciy caa nhané méi (QE)

ER_4

L i Trung binh Phwong sai Twong Cronbach's
Bien quan sat thangdo néu | thangdo néu | quan bién | alpha néu loai
, loai bién loai bién tong bién
Chat lwgng cdm nhan & Cam xdc Cronbach Alpha = .890

PQ_1 18.46 10.999 651 879
PQ_2 18.28 11.041 .685 874
ER_1 18.24 10.471 737 .866
ER_2 18.31 10.022 705 872
ER_3 18.24 10.546 740 .865
18.24 10.502 .736 .866
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« Nhan 6 tha hai om 5 bén quan séat nhsau:

Danh téng aia throng hiéu X d& duoc thi trudng cong nAn

RE_5

RE_3 Toi ngh thwong higu X 1a mot thuong higu noi tieng, uy tin
RE_Z Thuong hiéu X rat duoc chd y trén thtruong

RE_4 T6i nghH moi nguoi danh gia tirong higu X tot

RE:l Toi ngh thwong hiéu X dang hat dong 6t

Nhan 6 nayduogc dat tén laDanh tiéng, ky hiéu : RE.

« Nhan 6 tha ba dm 4 bén quan séat nhsau:

MP_1

So Wi cac throng hiéu khac, gia banua sin pram theong hiéu X

rat hop ly

MP_4

Theo tdi, chn mua gn pham X thi tiét kiém hon theong hiéu khéac

MP_2

Theo tdi, gia & cia $in pham X twong Xrng \Gi gia tri caa no

MP_3

San pham X duogc danh gia 6t hon so \6i cac throng hiéu khaco
cung nirc gia

Nhan 6 nayduoc dat tén [aGia ca cam nhan, ky hiéu : MP.

« Nhan 6 tha tu gom 4 bén quan séat nhsau:

BP 3

Ngoai gia ban, t6i khong ahthem chi phi nao khac trongégimua

san pham X

BP 1

T6i dé dang tim thy cac gra hang &n pham X trén th truong

BP 2

Toi khong phi bo ra nhéu thoi gian, cdng gc d¢é mua an pham X

BP_4

Viéc treng bay va b tri trong cac ¢a hang/showroomua gin

phim X rat thuan loi ¢é mua

Nhan 6 nayduogc dat tén laGia ca hanh vi, ky hiéu : BP.
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4.3.2.2 Thangdo xu hwéng tiéu dung

Pé d¢am bao do tin cly va do két dinh @a cac nhandt caa Xu hedng
tiéu dungda dua rad phan oo s Iy thuyét, ching ta éng € phai tién hanh
phan tich nhandtdéi véi cac nhand caa Xu heéng tiéu dungMongdoi cua
chdng ta la cac nhad hay $ cung nhauad thanh mt nhan & (pham tru) co
Eigenvaluedn hon 1.Diéu d6 c6 nghia 1a Bn yéu t6 do luong Xu heéng tiéu
dingcodo két dinh cao va ciing éhién mot pham tri Xu heéng tiéu ding

Sau khi phan tich EFA,db bién quan séatia thangdo xu hréng tiéu
dungduoc nhém thanh 1 nha.tkhéng c6 bin quan sat naoiloai. EFA
phu hop v6i hé s5 KMO = 0.811, plrong sai trich gn bing 76%: cac Bn
quan sat cohsd tai nhan 6 trén 0.5, ntc y ngha kiém dinh aia Bartlett &
0.000.

(Két qud cu thé duroc trinh bays Phu luc B).
Bang 4.5 : Kt qua phan tich EFA thando xu hréng tiéu dung

KMO va ki ém dinh Bartlett
Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. 811
Bartlett's Test of Approx. Chi-Square 763.489
Sphericity Df 6
Sig. .000Q
Ma tr 4n nhan t6*
Nhan 6
1
BI_3 910
Bl_4 .882
BI_2 .870
BI_1 .821
Phrong phap trich : Principal Component Analysis.
a. 1 nhand duoc trich
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MO HINH NGHIEN C UU PIEU CHINH

( N\

Chét luong & cam xdc
J\
H;
Gia & cam nhan — 4 T ]
) 2 X_u huwong
tieu dung
. N Hs —>
Gia & hanh vi
/
H,

Danh téng }/

Hinh 4.3 : Mé hinh nghiénaai diéu chinh

DPiéu chinh cac gi thuyét :

H1: Chdt lweng aim nhdn va aim xuc phin héi c6 quan ¢ dwong déi véi

Xu hweng tiéu dung gn pham

H2: Gi& ai cam nhdn (bang tién) c6 quan ¢ dwong déi véi xu hwéng tiéu

ding sin phdm

H3: Gi4 ai hanh vi c6 quan i duwong déi véi xu hwéng tiéu ding gn

phdm

H4: Danh tiéng cé quan I# dwong déi véi xu hwéng tiéu dung gn phdm
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4.4 Kiém dinh mé hinh va g thuyét nghién aiu

Sau khi qua giatoan phan tich nharbt c6 4 nhan dugc dua vao kém
dinh md hinh. Gia trhan & 1a trung binh ga cac bin quan séat thanh ph
thuoc nhan é d6. Phan tichuong quan Pearsaiuoc sr dung dé xem xét g
phi hop khi dua céac thanh gim vao mé hinh i quy. Két qua caa phan tich
hdi quy € duoc sr dung dé kiém dinh cac gi thuyét tir H1 dén H4.

M6 hinh i quy c6 ding sau:

Xu hwéng tiéu dung =B, + P.x Chit luong cim nhan & cam xuc +B,x Gia

ca cam nhan +B3x Gia é hanh vi +3,x Danh téng +¢
(Trongd6: B,: hdang s hai quy, £: trong  héi quy, € : sai )

4.4.1 Phan tich twong quan

Kiém dinh h¢ s twong quan Pearson duntg kiém tra ndi lién hé
tuyén tinh gira cac bin doc lap va bén phu thuoc. Néu cac bén cé trong
quan clit ché thi phii luu y dén van dé da adng tuyén khi phan tich &i quy.

Theo ma tin twrong quan thi cac Bn déu c6 trong quan va co y ngh
& mirc 0.01. K sb twong quan kn phu thuoc 1a xu hréng tiéu dung i cac
bién doc 1ap & mac twong dbi, trong do Chdt lwong @im nhin va eim xicco
tuong quan cao ri véi xu hréng tiéu dung0.809. Do do, ta cé th két luan
cac bén doc 1ap nay cé th dwa vao mé hinkié giai thich cho bén xu hréng

tiéu dung.
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Bang 4.6 : Ma tin twong quan gia cac bin

Xu hudng Cbat Iu({ng Giaa Giaa Danh
R cam nhin | _, . . , . £
tiéu dung| < | ._|cam nhan| hanhvi | tiéng
va aam xuc
Xu hudng tiéu dung 1
Chét luong éim nhan
va am xuc 805 1
Gi4d & cam nhin 554 .595 1
Gia & hanh vi 428 448 470 1
Danh téng 673 618 441 489 1

4.4.2 Phan tich hoi quy
Phan tich bi quy duoc thuc hién véi 4 bién doc 1ap bao m : Chit

luong aam nhin va am xac (QE), Gid &€ cam nhin (MP), gia @ hanh vi
(BP), Danh #ng (RE) va bin phu thuoc 1a Xu hréng tiéu dung (BI)Két qua
théng ké mo 4 cia cac bin dua vao phan tichdiquy :

Bang 4.7 : Tking k& md 4 cac bén phan tich &i quy

Trung binhbo léch chdn| Kich theéc mau
Xu hudng tiéu dung 3.6597 71194 313
Chét luong éim nhin va am xdc | 3.6587 .64400 313
Gia & cam nhan 3.5359 64713 313
Gia & hanh vi 3.8490 .60594 313
Danh téng 3.8741 59366 313
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Gi4 tii cua cac bdn doc 1ap duoc tinh trung binh g trén cac Bn quan
sat thanh pin oia cac bdn doc 1ap d6. Gia ti caa bén phy thuoc la gia ti
trung binh éa cac bdn quan sat&xu hrong tiéu ding a khach hang. Phan
tich duoc thec hién bing phrong phap Enter. Céac & duoc dua vao cing
mbt ltic & xem bén naoduoc chip nhan. Két qua phan tich Bi quy nhr sau:

Két qua cho thly mé hinh Bi quy dua ra trong déi phu hop véi mac y
nghia 0.05. K $H thiéu chinh = 0.699 c6 ndgh la c6 khéang 69.9% phong
sai xu hrong tiéu dungtuoc giai thich ki 4 bién doc lap 1a : Chit lvong cim
nhan va @am xdc, Gi4 & cam nhin, gia @ hanh vi, danh éng. Con 4i 30.1%

xu huedng tiéu dungtugc giai thich bing céc $u td khac.

Bang 4.8 : Bing danh giaié phu hyp aia mo hinh

M6 hinh| Cac bén duoc dwa vao| Cac bén hi loai bo | Phrong phap
Chat lugng va éam xac

Gia & cam nhin

1 |Gia e hanh vi Enter
Danh téng
Bién phy thugc : Xu hréng tiéu ding
Sai $ chuin
M6 hinh R R*>  |R*higu chinh du doan
1 .838 .703 .699 .39074

Bién dr doan : Hang &), Chdt luong va @m xac, Gia 6 cam nhin,
Gia ai hanh vi, Danh ting

Kiém dinh F s dung trong Bng phan tich pirong sai 1a phép km dinh
gia thuyét vé d6 phu hyp caia md hinh i quy tuyén tinh bng thé. Y tuong

cua kiém dinh nay & méi quan I§ tuyén tinh gita bén phy thuoc va céc kin
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doc lap. Trong lng phan tich ANOVA, ta #y gia ti sig. it nho (sig. =
0.000), nén mé hinhdhquy phul kep Véi tap di liéu va cé th sir dung duoc.

Bang 4.9 : Phan tich plong sai (bi quy)

ANOVA"
s Téng cac bnh Binh phrong .

M6 hinh phuong Df trung binh F Sig.
Phan hoi quy 111.117 4 27.779 181.93F  .00C\
Phin cu 47.026 308 153
Téng dng 158.134 312

a. Bién dr doan : Hang 9), Chdt luong va @m xic, Gi4 6 cam nhin, Gia ci
hanh vi, Danh #ng
b. Bién phu thudc : Xu hrdng tiéu ding

Bang 4.10 : K s6 hoi quy St dung phrong phéap Enter

Hé s6 hoi quy  |Hé s hdi quy Théng kéda dng
M6 hinh chua chuin hé’a chuan héa - Sig. tuyen
B f:iﬁi Beta Dung sai| VIF

Hang & -.291 172 -1.694 .092

Chit luvong va éam xuc .649 .049 .58713.161 .000Q 48 2.058
Gia @& cam nhan .098 .044 .089 2.202 .028 594  1.685
Gia & hanh vi -.013 .044 -.011 -.298 .766 677 14771
Danh téng 331 .05(Q .27 6.657 .000Q 561 1.783

Trong Kt qua trén, réu sig. < 0.05ttong duong Wi do tin ciy 95% va
lt| > 2 thi nhan& d6 duoc chip nhin, c6 nglia 1a nd cé s tacdong dén xu
huéng tiéu dung. Kt qua hdi quy cho thy c6 3 nhand théa mandiéu kien

la: Chit luong Gim nhan va @m xuc, gia é cam nhan, danh #ng.
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Chét lugng éim nhin &
cam xuc

Xu hwong
tiéu dung

[ Gia G cam nhan

[ Danh téng

Hinh 4.4 : K&t qua phan tich i quy

Hé s5 hdi quy the hién dudi hai dang: (1) chra chudin hoa
(Unstandardized) va (2) chni hoa (Standardized). Viéhsd héi quy chra
chuan hoa (B), gia frcaa né plu thuc vao thangio cho nén ching ta khéng
thé dung changté so sanh rirc d6 tacdong aia cac bin doc Iap vao bén phy
thuoc trong cung Bt mé hinhduoc. Hé sb hdi quy chuin hoa (beta, ky Bu
B) 1a ke s6 ching tada chuin héa cac Bn. Vi vay chingduoc dingdé so
sanh nic do tacdong aia cac bin phy thuoc vao bén doc lap. Bién doc lap
nao c6 tong $ nay cangdn cé nglia 1a bén d6 co6 tdcddong manh vao bén
phu thuoc.

Vi thé, phrong trinh i quy tuyén tinhduoc thé hién nhr sau:

Xu hwéng tiéu dung = 0.587*CHt lwong cam nhan & cam

xtc + 0.089*Gia @ cam nhan + 0.276*Danh téng

Két luan : Xu hréng tiéu dung ga gidi tré chiu tadcdong lon nhit boi

nhan 6 chit luong cim nhan va s phan hoi cam xdc @ = 0.587). b 3
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khéng c6 xu kriéng Iya chon sin plim naodd réu chit luong dugc Gim nhan
khéng Bt hon cac gn phtam khéac, khdng kién ho tin tuong, thich tha vaut
tin khi s dung nhing gin pram nay. K& dén, danh #ng aia cong ty Au tot
ciing € lam ting xu hréng mua én phm caa gisi tré (B = 0.276). ¥u o
cam nhin V& gia & cia sin phim ding ladiéu lam cho céac khach hang tr
tudi can nkic khi ngh téi mét san pham, tuy nhién, vai trd quy dinh aia
nhan 6 nay khong caof( = 0.089). ¥u t gia & hanh vi khéng cé ngh
trong md hinh &i quy nay nén khéng tadng dén xu hréng tiéu ding ¢a
gioi tré. Cac Kt qua phan tich trértay € 1a o sv dé tac gi dua ra nling
ham y kén ngh cho cac nha din tri trong hai nganh trangrs va may ric.
Noi dung nay & duoc trinh bay trong aong cwi cling dia nghién ¢u nay.

4.4.3 DO tim ar vi pham céc ga dinh can thiét trong hoi quy tuyén tinh
4.4.3.1 Gia dinh lién h¢ tuyén tinh giita bién phu thuéc va céac
bién ddc lap ciing nhw hién twong phwong sai thay doi
(heteroskedasticity)

Kiém tra gi dinh nay ling cach ¥ do thi phan tan dgia cac phn dr va
gia tri du doan ma mé hinhdi quy tuyén tinh cho ra. Ngoi ta hay & biéu db
phan tan gta 2 gia tr nayda dugc chuin hoa (standardizedpivphan dur trén
truc tung va gié frdu doan trén tuc hoanh. Nu gia dinh lién k¢ tuyén tinh va
phuong sai ling nhauduoc thva man, thi tagskhdng nlan thiy co lién & gi
gitta cac gia frdu doan \6i phan du, ching 8 phan tan ngu nhién

Do thi (phu luc H: do thi Scatterplot cho tHy phan du phan tan nu
nhién trong Mt vung xung quankiuong di qua tungdo O chr khéng to
thanh nadt hinh ding nao. Nix vay gia ti du dodn va phn dur doc 1ap nhau va
phuong sai @a phin dr khéng thaydéi. Nhu vay mé hinh Bi quy phu kp.
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4.4.3.2 Gia dinh vé phan phdi chuin caa phin du

Phan dur c6 the khong tuan theo phan @hchuan vi nhing Iy do nhr:
st dung sai mé hinh, ptong sai khéng pdi 1a hing 9, s luong cac phn du
khéngdu nhiéu dé phan tich,....Vi @y ching ta nén thnhiéu cach kko sat
khac nhau. Mt cach klio satdon gian nhit [a xay drng béu db tan $ caa
cac phn du

Biéu db tin $ cua pHin du chuin hoa phu luc H : do thi Histogram)
cho thy mot dudng cong phan gh chuan duoc dat chbng 18n béu db tan .
That khéng lp Iy khi ching ta & vong ring cac phn du quan sat cé phan
phdi hoan toan chan vi luén ludn cé niing chénhdch do hy miu. Ngay @
khi cac sai & c6 phan péi chuin trong tng thé di nita thi pln dr trong ndu
quan sating ch xap xi chuin ma théi.0 day, ta co th néi phan phi phan
du xap xi chuiin (trung binh Mean = 0.00, \# léch chuin Std.Dev. = 0.99
tec 14 din bing 1). Dodd co the két luan ring gi thiét phan pldi chuan
khong b vi pham.

4.4.3.3 Gia dinh khéng c6 nbi twong quan gira cac bén doc
lap (do lwong da odng tuyén)

Cong tuyén la tang thai trongdd cac bén doc lap co trong quan cht
ché véi nhau. Van dé cua hién twong @ng tuyén la ching cungap cho md
hinh nhing thdng tin 4t gidbng nhau, vaat kho tach &i anh hrong aia ting
bién mot dén bién phu thudc. Hiéu ing khac da sr twong quan khé ch gitra
cac bén doc Iap 1a n6 1am ing d6 léch chdin caa cac B s6 hoi quy va lam
giam gia ti théng ké t @a kiém dinh y nghia aia ching nén céacéhsd ¢
khuynh hréng kém y ngta ton khi khdng cada @ng tuyén trong khi 1§ sb

xacdinh R squarean kha cao.
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Dé kiém tra hén twong da @ng tuyén, ch 5 thuong dung 1a B s5
phongdai phuong sai VIF (Variance Inflation Factor)

Théng throng, réu VIF caa mdt bién doc 1ap ndodé 16n hon 10 thi
bién nay Au nhr khéng cé gia irgiai thich bién thién @a Y trong md hinh
MLR (Hair & cong sr 2006trich trong Nguyn Pinh Ty, 201).

Theo king K s hoi quy, ke s VIF cia cac bén doc lap co gia ti tir
1.477dén 2.058 (it ca déu nhd hon 10). Vi \ay c6 tre luan, md hinh khéng

xay ra hén tuong da dng tuyén.

4.4.4 Phan tich anh hwéng cia cac bén dinh tinh dén xu huéng
tiéu dung
Muc tiéu :Dé tra 16i cau Wi co ar khac bét hay khong € xu hréng
tiéu dung gika hai @n prim quin 4o va trangie, gita nam va @ va gira ba

nhom thu nhp.

4.4.4.1Kiém dinh s khadc nhau W xu hwéng tiéu dung theo én
pham
Kiém dinh Independent-sample T-testcho ta bét c6 sr khac bét vé
xu huéng tiéu dung gia hai nhoman pham.
Gia thuyét Ho : C6 sr khac nhau & xu hréng tiéu dung gia 2 nhém

san pham : guin 4o va trangis.

Theo nhr két qua trong kém dinh Levene, Sig. > 0.05 (Sig =0.218) nén
phuong sai gita hai nhém & phm nay khéng khac nhaudncach co y
ngha thdng ké. Con gia trsig trong kém dinh t > 0.05 (Sig = 0.106) nén ta
két luan khdng c6 s khac bét vé trung binh gia hai nhém & phim trang
stc va qun 4o. Suy ra, éip ntan Ho.

Két lugn : Yéu té logi sin phadm khéng codnh hweng dén xu hwéng

tiéu dung
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Bang 4.11 : Kém dinh T-testddi véi bién sin pham

Théng k& nhém
Nhém Trung binh
San phim N Trung binh B¢ léch chdin| sai $ chuin
BI Quan 4o | 153 3.5931 .63988 05173
Trang siC 160 3.7234 77124 .06097

Kiémdinh T cho &
Kiém dinh bang nhau aa gié ti
Levene trung binh

Sai kch | Sai kch| Do tin cdy 95%
F Sig. T Df Sig. |trung binl cia S.E| Dusi | Trén

Gia dinh
phuong sai 1.526 .218 -1.623 311 .10 -.1303(¢ .08029 -.28828 .02768
bang nhau
Gia dinh

phuong sai -1.63(0304.987 .104 -.1303(¢ .0799¢ -.28764 .02704
khac nhau

4.4.4.2Kiém dinh sir khac nhau W xu hwéng tiéu ding theo géi tinh
Kiém dinh Independent-sample T-testcho ta bét cd sr khac bét vé
xu hudong tiéu dung dgta phai nam vain
Gia thuyét Ho : C6 sr khac nhau & xu hréng tiéu dung dia 2 nhom

khach hang nam vain

Theo nhr két qua trong kém dinh Levene, Sig. > 0.05 (Sig =0.335) nén
phuong sai gira phai nam va phaitinkhéng khac nhau & cach co y ndia
théng ké. Con gié trsig trong kém dinh t < 0.05 (Sig = 0.000) nén tatkuan
c6 ar khac bét vé trung binh gka hai nhom khach hang nam v 1Gia ti
trung binh éa bén ph thuoc BI, cho thy Nam gbi cé xu hréng mua hang
cao lon nix giéi. Suy ra, chp nhin Ho.

Két lu@n : Yéu té gidi tinh cé dnh huéng dén xu hweng tiéu ding.
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Bang 4.12 : Kém dinh T-testddi véi bién gidi tinh

Théng k& nhém
Trung binh
Phai N Trung binh| D6 léch chdin| sai $ chuin
Bl Nam 132 3.842¢ .67987 .05917
N 181 3.5264 .70686 .05254
Kiémdinh T cho g
Kiém dinh bang nhau aa gié ti
Levene trung binh
Sai kch | Sai kch| Do tin cdy 95%
F Sig. T Df Sig. |trung bink cua S.E| Dugi Trén
Gia dinh
phuong sai 931 0.335 3.976 311 .000 .3165€4 .0796Z .1599( .47324
bang nhau
Gia dinh
phuong sai 4.000288.48( .000 .31656 .07913 .16081 .47231
khac nhau

4.4.4.3 Kiém dinh sir khac nhau W& xu huéng tiéu dung theo thu nkip

Phan tich phong sai ANOVA (Analysis of variance) xem xét g

khac bét vé xu hrdng tiéu ding dgta cadc nhém thu rip khac nhau.
Gia thuyét Ho : C6 st khac nhau & xu heéng tiéu ding dia cac nhom

thu nHap.

Két qua kiém dinh phrong sai trong bng Test of Homogeneity of

Variances cho #ly, véi mic y ngha sig.= 0.769 cé thnéi phrong saidanh
gia v xu hrdng tiéu dung ga 3 nhoém thu rdp khdng khac nhau éh cach cé

y ngha thong ké. Nhr vay, két gua phan tich ANOVA & dung tt.

Theo Kt qua phan tich ANOVA, ¥i mtc ¥ ngha sig.< 0.05 (sig.=
0.000), c6 th két luan c6 st khac bét co y nghia thing ké & xu hréng tiéu

dung gita cac nhém thu rilp khac nhau.
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Bang 4.13 : Kém dinh Anovaddi véi bién thu nhip

Test of Homogeneity of Variances
Bl
Levene Statisti¢ Dfl Df2 Sig.
263 2 310 .769
Thong ké md &
v mngoind ST | i |t i cao i
Dudi 7 trd/thang 87 3.3793 .68610 .07356 1.50 5.00
Tu 7dén 12 td/thang| 148 | 3.7027 | .66134 | .05436 | 1.50 | 5.00
Trén 12 td/thang 78 3.8910 .73920 .08370 1.25 5.00
Total 313 3.6597 71194 .04024 1.25 5.00
ANOVA
Téng binh Binh phron .
B! phL?ong bf trung binhg F S19.
Gitra cac nhom 11.287 2 5.644 11.914 .000
Noi bo nhém 146.85( 310 474
Téng dng 158.134 312
Multiple Comparisons
Bl - Tukey HSD
Khoang tin @y
Khac bét 95%
trung binf Gidi han | Gigi han
() Thu nhap |(J) Thu nhap (1-3) SE Sig. dudi trén
Duéi 7 Tir 7 dén 12 td/thang -.32339/.0929¢ .002 -5424 -.1044
trd/thang Trén 12 td/thang -51172|.10734 .000 -.7645 -.259C
Tie 7dén 12 |Dudi 7 trd/thang .32339/.0929¢ .002 .1044 .5424
trd/thang Trén 12 td/thang -.18837.0963¢ .125 -.4151 .0385
Trén 12 Dudi 7 trd/thang 51172|.10732 .000 .259(0 .7645
trd/thang Tu 7dén 12 td/thang|  .18837.0963( .125 -.038§  .415]
* Khac biét trung binhe mirc y nghia 0.05




52

Theo Kt qua phan tich sAu ANOVA, ta filg c6 sr khac bét cé y nghia
théng ké gita nhém c6 thu rip dudi 7 triéu dong/thang i hai nhom & 7
dén 12 tréu dong/thang va trén 12 & ddng/thang (sig.an luot 1& 0.002 va
0.000). Khéng cowskhac bét vé xu hrdng tiéu dung gia nhém cé thu rip
tir 7 &én 12 tréu ddng/thang wi nhém trén 12 téu dong/thang.

Két luan: Nher vdy, khi khach hang cé thu ép cang cao thi xuring
tiéu ding cacdn phim trang #c va qun 4o cangdn, cé t¢ nhin thiy diéu
nay dra trén gia té trung binh déa bién phy thugc (BI) tinhduwoc theo &ng
nhém thu nkip (king thong ké méd, gia tri mean).

4.5 Tém tit

Chuong nay trinh bay & qua phan tich baodn nhirng mi dung sau:

Panh giado tin ciy cua thangdo théng qua &isd Cronbach Alpha. Phan
tich nhan & EFA sau khi lai bo cac bén khdngdat yéu @u thi cé 4 nhandt
duoc rat ra va mé hinh éi dugc hiéu chinh sau khida dit tén cho bin moi
gom 4 nhané Ia : CHit lwong ¢im nhan va @m xdc, gia é cam nhin, gia &
hanh vi va danhéng.

Phan tich Bi quy da bén va kém dinh gi thuyét da khing dinh nhr
sau: xu lréng tiéu dung clu sr anh hréong byi 3 nhan é 1a CHit luong am
nhan & cam xuc, gia @ cam nhin va danh ing. Trongdd, nhan & c6 anh
huong kon nhit dén xu hréng tiéu dung 1&Chdt lweng aim nhin va eim xdc.

Kiém dinh T-test va phan tich ANOVA cho céétlqua nhe sau : Xu
hudng tiéu dung dgia hai nhém & phim khdng khac nhau, tuy nhién xu
hudng tiéu dung gia phai nam va phaiinla cé khac nhau (namdgicao fon
nir giéi) va c6 s khac bét vé xu heéng tiéu ding dia nhom cé thu rip
dudi 7 triéu ddng/thang i hai nhém condi.

Chuong tiép theo § trinh bay tom it két qua nghién &u, két luan, y
ngHa aia nghién @u, han ché va hréng nghién au tiép theo.
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Chwong 5
KET LUAN

Muc dich chinh éa nghién 6u nay ladanh gia tadong aia cac nhandt
gia ti cam nhin ddi voi xu huéng tiéu ding €a givi tré tai Viét Nam, cach
riéng trong hai nganh mayaava trang &c.

Ngoai ra, nghiénieu nay con xem xétuskhac bt vé nhoém én pham,
gidi tinh va gira cac nhém thu rp trong xu lrdng ti€u dung €a gii tré.

Nghién d@u dugc tién hanh theo haiuc: nghién ¢u s bd bang
phuong phapdinh tinh, thrc hién théng qua % thuat thao luan nhom i 2
nhom, ndi nhém 8 ngoi. Nghién au chinh tiirc bing phrong phapdinh
lwong, théng qua ping VAn tryc tiép ngroi tiéu dung Bng bing cau bi dinh
lwong, Wi c& mau n=313. Miu dugc liy theo plrong phap4y mau thuan tien
va tién hanh thu thp tai cac dra hang géin 40 may ric, trang gc va théng
gua internet.

Thang do dugc kiém dinh bing phrong phap phan ticlio tin ciy
Cronbach Alpha va phan tich nh&nBFA. Sau khi Kdm dinh d6 tin ciy, do
gia ti caa thanglo, tinh gia t trung binh @a cac bin doc Iap va sr dung két
qua d6 dé chay md hinh Idi quy da bién.

Chuong nay @m cac phn sau:

(1) Tém &t két qua nghién @u;

(2) Pong gop da nghién ¢u va y ngliadéi véi nha qun tri;

(3) Céac hn ché va hréng nghién au tiép theo.
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5.1 Céac Kt qua chinh vadong gop @&a nghién atu

5.1.1 Két qua

Nghién &u s bo thuc hién thdng qua vic két hop cac nghién teu
khoa hyc tregc d6 cia cac bc gia nudc ngodi vadic diém tiéu dung ta
khach hang # tai Viét Namda dua ra ndt s nhan 6 cé kh ning tacdong
dén xu hrong tiéu dung ¢a ting I6p khach hang nay.

M6 hinh nghién &u dé xuat bandau gdm nim nhan é anh hrong dén
xu hueéng tiéu ding €a gisi tré, gdbm : CHit lwong ém nhan, gia @ cam
nhan, gia @ hanh vi, @m xdc ptn hdi va danh #ng Wi 21 bén quan sét.

Sau khidanh giado tin ciy cua thangdo va phan tich nham tkét qua
cac bén quan sattwgc nhém thanh 4 nhar ttua vao phan tich & quy.
Trongdd, mit nhan § méi duoc tao ra dra trén s két hop cia cac bin quan
séat thic hai thanh pin : Chdt lweng Gim nhgn vacam xudc phin héi, dugc
dit tén 1a nhan& Chdt lweng aim nhdn va aim xdc.

Két qua phan tich Bi quy da bén d& xacdinh xu hréng tiéu ding €a
gioi tré tai Viét Nam chu sr anh hrong boi 3 nhan 6, do6 1a : Chit luwong cim
nhan va é@m xuic, gia é cam nhin, danh #ng. Trongdd, thanh phn Cht
lwong Gim nhgn va aim xuccé anh hrang quan teng ntit déi véi xu hudng
tiéu dung éa givi tré, ké dén 1a thanh phn Danh tiéng, cwi cing la thanh
phin Gi& ai cim nhgn. Kiém dinh g thuyét caa md hinhda khing dinh 3
nhan & tréndéu tacdong drong dén xu hréng tiéu ding.

Kiém dinh T-test va phan tich ANOVA cho céétiqua nhr sau : xu
huéng tiéu ding €a nam gbi cao fon nix gisi; ¢6 ar khac bét vé xu hréng
tiéu dung gka nhém c6 thu rip dudi 7 triéu ddng/thang wi hai nhém con
lai (tir 7 dén 12 treu ddng/thang va trén 12 & dong/thang), a thé 1a thu
nhap cang cao thi xuddng ti€u dung cangdh. Tuy nhién, xu taéng tiéu

ding gita cac lai san phim (quin 4o va trangig) khéng c6 s khac bét.
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Két qua ca thé : chit lugng cim nhan va @am xdc pkn hoi 1a nhan é
quan tpng nhit lam &ng xu hréng tiéu ding €a gisi tré hién nay. Msi quan
hé nayduoc thé hién kha cao khi phan tickbhquy (3 = .587, SE = .049). Khi
cam nhin oia khach hangd/chit luong sin pham 6t va phin hdi bang nHing
cam xuc tich @c thi xu hréng tiéu dung & pham do < tang.

Két qua ciing cho tiy mdi quan I giita danh #ng aia céng ty vi xu
hudng tiéu ding &ng kha caoff = .276, SE = .05). Nhvay, danh téng aia
cobng ty tacdong khdng nb dén xu hréng tiéu ding €a giéi tré hién nay,
danh téng cang én thi xu hréng tiéu ding @& phim cia céng ty cang cao.

Két qua nghién &u con cho thy tadcdong aia sr cam nhin Vé gia &
tuy cé nheng khéng phi 1a cao B = .089, SE = .044Piéu nay cho thy gia
ca khéng phi la diéu quan tong nfit d6i vai gidi tré trong xu hréng mua
sim aia hp.

Céc Kt qua trén B sung vao ly thugt hanh vi ngoi tiéu dung,dic
biét 1a vai trd @a cHit lugng &m nhin va ém xdc & mot san ptim. Bén
canh d6, V& mit thuc tién, két qua nay gilp cac nha go tri dua ra nling

quyét dinh diingdan trong cong tadiéu hanh doanh ngép caa minh.

5.1.2 Pong gbp dia nghién aru

Vé mat ly thuyét, danh gia mi tuong quan dgia cac khai @im trong
thanh plin cia gia ti cam nhan va khai ém xu hréng tiéu dunggdéng gop
cho ly thuyt vé hanh vi ngoi tiéu dungdugc da cang va phong phidn.

Vé mat thue tién, két qua caa nghién au :

- Gilp cho cac doanh ndipi sin xuat, kinh doanh hai nhémas phim
trang src va may ric hiéu biét hon nira V& cac yu t6 tdcdong dén xu hrong
tiéu dung @a khach hang ¢rddi véi san prim oia hy. Biéu nay § gép ptan

tao av so cho véc haach dinh cac clrong trinh xay @ng, quing ba vaiinh v
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thuwong hiéu trén th truong hiéu qua hon dé ting khi ning anh tranh throng
hiéu.

- GOp phin gitp cac doanh ngdp quang c&o va nghiéntel thi truong
nam bit duoc vai trd @ia cac nhandttrén. Tr d6 cac doanh ngép nay co th
thuc hién cac @ an nghién gu thi thuong va cach tinc xay drng cac clrong
trinh quing céo, khugn mai ding hréng va c6 hu qua dé ting gia ti
thuong hiéu cia cac doanh ngép khach hang.

- Gilp Bin than tac gi hiéu sau &c hon cac o so Iy luan Vvé gia ti cam
nhan aia khach hang va xuuing trong cac quit dinh tiéu dung, pic wu
cho cong Wc hang ngayia tac gi ngay nét hiéu qua hon.

5.2 Ham y cho nha geén tri

Céac Kt qua nghién &u naydem hi mot sb ham y cho céac nha éi tri
tai Viét Nam. Gi thé, d6i véi cac chrong trinhdinh Vi sin phim can tap trung
vao chit lugng gin phim, dic biét cac an phim phan khic danh chodgitré.

Nhém khach hang nay khdng quasnty phii bo ra bao nhiéu i gian
va cong &c dé co duoc sin phim, nhrng hp mudn phai ¢6 dugc nhing sin
phim thuec ar chat luvgng va khén ho cam thy thich tha. Theo 6t sd cong ty
nghién ¢u thi truong, pHin déng nagroi tiéu ding Vet Nam mong mén
dugc sr dung hang Vet Nam, nheng liéu rang khau hiéu “Ngudi Viét Nam
uu tién dung hang ¥t Nam” c6 phu bp hay khong khi ngoi tiéu dung
khéng ti¢ lya cton dugc nhitng sin pram vira y minh.

Hon nita, khdng cé ngoi tré nao mén minh 1 ngdi bi ché Bi thoi
véi nhitng throng hiéu ré tién va khéng ai Bit. Vi thé, ngoai véc chd tong
dén dic diém chit luong, tinh thi trang, thét ké va miu mada cang, tinh tén
dung aia sin phim .v.v., cac doanh ngdp ding dn tip trung cho ckéin lugc
dinh Vi thuong hiéu caa minh, é&n tao deng danh #ng aia cong ty da trén

su uy tin trong kinh doanh.
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Céc doanh ngBp hai nganh may #e va trang §c co te:

- Pau tu cdng ngk tién tién nhim san xuit ra sin pham dat chit luong
cao, nang cao &l ning sin xuat, da chng hoa &n phim phuc vu nhu déu da
dang aia giéi tré; chi y phat tén cac nit hang cé tinh khac & dé giam ap
luc canh tranh ngay trén sén nha.

- Pam bao ar 6n dinh va nang cao tay ngttho céc lai thg, dao to
doi ngil thiét ké thoi trang chuy@n nghp, co ring luc chuy@n mén, rly bén
nam bat xu heéng thoi trang trong va ngoaiudc thong qua chinh sach gy
dung, dao ko vadong vién phu bp; két hop dao o dai lan véi ngan han, két
hop giita ddo wo chinh quy ¥i dao to tai chd, két hop gitta dao ko trong
nuGc Véi cir can 1§ ra nrge ngoaidé dao ho.

- Nhin nkin lai phuong thrc xay drng throng héu aia minh; &ng
cudng guing ba &n ptam théng qua cac hinhth phd lyp nhim gia ting
kha ning nhin dang va tinh ph bién caa sin pham.

- Cudi cling, chinh séach gié linh fintheo ing phan khic thtruong va
can tim gii phap gim gia thanh & pham, ting khi ning anh tranh ¢ gia.

Céac ham y nay co6 &wsr dung chung choichai nganh trangis va qun
4o i nghién c¢u khong phat Bn sr khac bét vé xu hrdng tiéu ding dgia

hai nganh nay.

5.3 Cac han ché va hwéng nghién aru tiép theo

Ciing nhr bt ky du &n nghién ¢u nao, nghiéniwu nay ¢ing c6 nhéu
han cté. Thir nhat, nghién ¢u nay ch dugc thuec hién cho nét sd thuong higu
trong hai nhém & phim thi truong hang tiéu dung trongriic. Nhiéu dang
san pham va throng héu khac nhau néduoc tiép tuc thuc hién trong céc

nghién ¢&u khac nhaué ting mic d6 tong quat cho md hinh nghiée
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Thir hai la nghién&u nay thrc hién trén plam vi ca nuéc tuy nhién wi
phuong phap cbn mau thuin tién, ch thyc hién ¢ nhitng thanh ph 16n nén
tinh dai dién aia miu chra cao. Hn nita, d6i twong nghién ¢u ch gisi han
la ting 16p khach hang ¢rtudi, cha yéu I1a 1am céng \ic vin phong (§n mot
nira 14 nganh tai chinh — ngan hang).akiing Hng quat hdéa i@ Kt qua
nghién u < cao lon réu ndduoc lp lai véi nghién du & nhiéu tinh/thanh
phd hon va ddi tuong nghién au thwwec nhidu tang I6p khac nhau. Vi ay,
hudng nghién @u tiép theo la nghiénw lap lai véi nhom khach hang khac
nhu : thanh théu nién, &ng I6p trung nién, nhan viénaa phong, gii phu nit
V.v. Huéng nghién ¢u nay § ton nhiéu thoi gian va chi phi nling xing
dangdé thuc hién.

Cudi cuing, dé nhan thdy khac bét trong sr tacdong dia cac nhandt
theo trng nhém &n phim, nghién ¢u nay cé th phan tich theoung nganh
hoic nhém dn phim (chay riéng cac mé hinhdi quy), saud6 so sanhio
manh yéu oia trng nhan & (théng qua & 6 B). Tir d6 c6 tié dua ra cac &

luan va ham y chinh sach riéng climg nganh hac nhém gn pham.
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Phu luc A : Dan bai thao luan nghién aru dinh tinh - trwong hep trang sirc

(Cho trwong hep quin 40 may néic aing twong tw, chi déi tén sin pham)

Phan giéi thiéu

Xin chao céac n, t6i tén la Ngugn Xuan Quang. H6m nay téitrhan hanh duoc
lam quen i cac kan dé ching ta cung #o luan vé mot sd van dé lién quandén xu
huéng tiéu ding a givi tré hién nay. Rt mong nlin duoc ar tham gia tich ec cia
cac lan va ding xin kru ¥ 1 khdng cé quadiém nao lading hay sai& Tét ca y kién
trung thrc aia cac bn déu dong gop vaos thanh cong @a nghién ¢u nay. Bay g
Xin cac lan t gisi thiéu dé ching ta cung lam quedinhau....

Phan chinh

TONG QUAT VE TRANG SUC

1.

a &~ WD

8.
9.

Ban dang dung thong hiéu trang &c nao? Vi saodm dung throng héu nay?
banh gia éa an & n6?

Ban biét nhirng throng hiéu trang &c nao a?banh gia éa an vé n6?
Khi néi dén chit luong aia mbt san pham trang €c, ban ngh ngaydén diéu gi?
Theo lan, chit lvgng va gia & caa né c6 quandwai nhau khdng? Vi sao?

Ban c6 throng xuyéndi mua nr trang cho bn than minh khong? 48 co
thuong xuyéndi mua rir trangdé ting cho ngoi khac khéng?

Ban co6 phii la ngroi sinh hang ngo? Ban c6 nghi viéc ti€u dung hang ngola
khéngdang?

. Ban thuong mua trangiec ¢ dau?

Quyét dinh mua hangi@ kan c6 ki chi phdi boi nguoi khac khéng?

Hay liét ké nhrng ti€u chi khi bn di mua ndt mon trang &c?

10.Ban hay ép xép mic do quan tong aia cac $u 6 sau khi qu§t dinh mua not

mon trang &c :

(1) Gida

(2) CHit luong

(3) Sr tién lgi trong khdu mua hangit hang, thanh toan
(4) Danh téng/uy tin @a throng hiéu

(5) Cam xuc mangdi khi st dung mon trangsc



PANH GIA THANG PO

Bay gir ching tbidwa ra nhing phat béu sauday, xin un cho bét ban c6 héu
dwoc ngha cia ching khdng? &l khdng, vi sao? Theai, cac phéat kiu nay mdn

noi Iéndiéu gi? Cac bn mwn thaydsi va by sung nk¥ng gi? Vi sao?

. T6i thy chit luong aia trang &c X vuot troi han so Wi cac throng hiéu khac
. T6i tin tréng & chit lvgng cac 8n phim trang gc X
. T6i thiy chit luong cac $n pham trang §c X rit nhit quan,dong déu
. T6i cho &ng, mpi ngudi déu cdng nhn trang gc X c6 chit lugng Ht
. T6i cho &ng gia @ cua trang &c X rat hop ly
. Theo t0i, gia&cua trang §c X twong xrng Wi gia tri cua no
. Trang &c X dugc danh gid bt hon so i cac throng hiéu khéc cung nic gia
. Theo t6i, chn mua gn pham trang &c X chinh 1a bn dang tét kiém chi phi
. T6i &€ dang tim va muduoc cac $n pham trang &c X trén th truong
10. Toi & dangdat hang caca pham trang gc X
11. T6i khong rit thém chi phi nao (He rat it) trong vec mua $n phtam trang §c X
12. T6i khdng phi bo ra nhiéu thi gian, cong 8¢ dé di mua $n pham trang gc X

13. Viéc trung bay va b tri trong cac ¢a hang/showroomu@ trang &c X rat thuan
loi d€ mua a4m

14. Toi nghi téi thee gr thich cac an pham trang gc X

15. T6i ludbn mén s hitu cac §n pham trang gc X

16. T6i am thay thoai mai khi sr dung cac n pham trang gc X

17. Srdung trang §c X khién t6i am thay tét hon

18. T6i am thay hai 1ong khi & dung cac $n phaim trang gc X

19. Tdi nghi thuong hiu trang &c X dang hat dong bt

20. Sin phm trang $c X rit dugc cha y trén thtrudong

21. T6i ngli trang sic X 1a mdt thuong hiéu ndi tiéng, uy tin

22. T6i ngli moi nguoi danh gia throng hiéu trang &c X tot

23. Danh tng aia throng hiéu nayda dugc thi trudng cong nn

24. T6i lubn cbn trang gc X khi t6i c6 ydinh mua

25. T6i € ndi 1t vé cac an pham trang §c X véi moi nguoi

26. T6i € khuyén khich fan bé va ngoi than mua & pham trang gc X
27. T6i € dé nghi ngay trang&c X cho ngoi nao i ¥ kién tham kiao cia toi

© o N a0 b~ ODN PR

Tran trong aimon cac lan @& danh tli gian dé tham gia clrong trinh nghién ¢u

nay va cung &p nhing y kén quy bau.



Phu luc B : Bang cau hi nghién aru dinh lwgng

Bang cau bBi sb :........... Plong vAn vién : ..............

Phong van lic:............ g, ngay....... thang......sm 2012

Kinh chao cac 4n! Téi tén Ngugn Xuan Quang, ladt vién cao hc truong
Pai hoc Kinh Té TP HCM. Hén nay, tbidang thrc hién mot nghién ¢u vé vai tro dia
gi4 ti cam nhin dbi véi xu huéng tiéu dung ga gisi tré Viét Nam trong nganh trang
sic. Myc dich aia khio sat nay ném phuc wvu cho nghién ¢u khoa lc, khéng c6
muc dich kinh doanh. Mong caab danh chut it i giandé tra 16i mot sb cau i sau
day. Ging xin lru y Wi cac an 1a khéng c6é # 16i ndo lading hay saia Tat ca cac

quandiém cia cac bn déu cé y nglia cho nghiénteu cia toi.
Toi rait mong nfn duoc ar gilip dd nhiét tinh aia cac kn!
Phan |: Cau héi gan loc
Ban d& trng muahaic dang $r dung mot sin phim trang gc bit ky?
C6 > tiép tuc Khéng=> ngung.
Phan 1l : Cau héi chinh

Xin cho bét ban ¢& mua hac dang sr dung $in praim theong hiéu trang c

nao drgi day :

(Chi chpn MOT throng hidu trang $r¢ ma lan mua/g dyng nhiu nhit, sauday tm

goi la trang sic X)

[0 SJC [0 VBDQ Pha Quy

0 Bao Tin Minh Chau O VBDQ Bén Thanh — BTJ
[0 PNJ, CAO Fine Jewelry [0 Goodman / Unique / Zela
1 VBDQ Doji 1 VBDQ Nong nghip - AJC

0 Sacombank-SBJ O Khac



Vui 1ong cho bt mizc dé dong y aia cac tan véi nhiing phéat béu duwdi day theo

thangdiém tir 1 dén 5, \6i qui wéc :

1: Hoan todn phndsi  2: Phindsi 3: Trung bip 4: Péngy 5. Hoan toan

dong y (xin chi khoanh tron rét con $ thich hyp cho ting phat biu)

1. Toi thiy chit luong aia trang &c X vuot troi han so \bi cac throng hiéu khac......1 2 3 4 5
2. T6i hoan toan tinting \é chit lugng cAc $n phim trang €€ X...ooovvvvveeeeveeene, 12345
3. So i céc throng hiéu khac, caca pham trang &c X rat nhat quandongdéu ...1 2 3 4 5
4. T6i cho &ng, moi ngudi déu cong nkn trang &c X c6 chit lugng Bt ... 12345
5. So \6i cac throng hiéu khac, gia ban (gid)ia sin phim trang §c X rithop ly.....1 2 3 4 5
6. Theo t6i, gid & cua trang &c X twong XNg Vi gia tri cia no...........ccoeeeeecvnnnnnnnne, 12345
7. Trang éc X dugc danh gid dt hon so i cac throng hiéu khaco cung nirc gia....1 2 3 4 5
8. Theo t6i, chn mua &n phim trang &c X thi tiét kiém hon cac throng hiéu khac..1 2 3 4 5
9. Toi B dang tim thy cac @ra hang trangi& X trén th trrong.......cccoeveveeveeeeeveeeae. 12345
10. T6i khéng phi bo ra nhéu thoi gian, céng ¢ dé di mua

SAN PHAM TTANG HC Koottt ettt ettt e st e st st e e aee s 1.2 345
11. Ngoai gia ban, tdi khéngatnthém chi phi nao khac trongéeimua gn phim

(U= 1oL K (o GO TPPPTPPIN 12345

12. Viéc trung bay va b tri trong cac ¢a hang/showroomua

trang $ic X rat thuan 1oi d& MUB M ......ooviviiiie e e 12345
13. Toi ngfi tdi thirc ar thich CAC #n PHAM trang € X...ooviveviveeieeeceeee e, 2345
14. Toi ludn Mdn 5 hitu CAC 8N PHAM trang € X..vvivovieeeieecee e 12345
15. Toi hoan toan hai 16ng khi slung cAc $n phAM trang € X ....coooveevvevieeveeene. 12345
16. Toi am thiy ty tin khi st dung CAc $n pHAM trang §€ X...o.oovvvveveeeeieceeceeee, 12 3%

17. Toi nghi thuwong hiéu trang &c X dang hat dong Bt ........cocveveveveeeeceee e 1245



18. Sin pham trang &c X rat dugc chil Y trén thtraoNg.......ccveeveeeeeece e 213 4 5

19. T6i nghi trang sc X 1a mbt thwong hidu ndi tiéng, Uy tin .....ceeeeeeeeeiiiceceee,s 213 45
20. T6i nghi moi ngudi danh gié throng hidu trang §€ X 6t ....ocvevveviiiiceeeeceeen 12354
21. Danh #ng aia throng hiéu nayda duoc thi trudng coNg NBN ...........ccveveveveeaee. 12345
22. Ti ludn clon therong hiéu X khi tdi c6 ydinh mua ndt mon trang gc................. 12345
23. Toi $ ndi 1ot vé cac 4n pham trang §€ X Vi MOi NQUSI ....ovvvevriveeeieeeieeeseeenns 12345
24. Toi  khuyén khich lan bé va ngoi thAn mua &n phim trang € X.......coco....... 12345

25. Toi € dé nghi ngay trangc X cho ngoi nao i y kién tham khio cia toi........ 12345

26.Xin vui ldng cho bét ban cdng taa linh wrc nao

O Tai chinh — ngan hang oy té

O Xay drng - Bit dong sin O Dich w

O San xuit — kinh doanh O Ky thuat

O Giao dic —dao to O bién to/CNTT

O Ban hang/ép thi OKhEAC i,
27. Xin vui ldng cho kit giéi tinh: O Nam O Nit

28. Xin vui ldng cho it anh/ch thudc nhém twi ndo:
O 20 - 30 toi O 31 - 40 téi

29. Xin vui ldng cho Wit mic thu nkp hang thangia anh/clt
O < 7 trieu ddng/thang O 7-12 tréu déng/thang O > 12 triéu dong/thang

30. Xin vui long cho it anh/ch dang $ng ¢ tinh/thanh nao :
O TP.HCM O Ha Noi OKhac :...................

31. Xin vui ldng cho Hit tén/email éa anh/ch bién thaai

CHAN THANH C AM ON SU'HQP TAC CUA ANH CHI



Phu luc C : Téng hop thang do cac khai ném

Ky . Nguon goc
Thang do }/ Bien quan sat g 9
hiéu thang do
PQ 1 | T6i thiy chit luong aia sin plim X vuot troi han so Wi cac
thuong hiéu khac
] PQ_2 | Toi hoan toan tinuong W cht luong cac én phim X _
Chat lwgng o . 3 i . s L Petrick
PQ_3 | So wi cac throng héu khac, caca pram X rat nhat quan,dong
cam nhan \ (2002)
déu
PQ_4 | Téi cho &ng, mpi ngudi déu cdng nkn sin plim X c6 chit
lwong Ht
MP_1 | So Wi céc throng hiéu khac, gia ban (gid)ua in pram X rat
hop ly
., 3 MP_2 | Theo t6i, gid & caa sin pim X twong xrng Wi gia tri caa n6
Giacatienté . , g o, _ Sweeney and
MP_3 | Thuong héu X dugc danh gia ét hon so \i cac throng héu
PR . Soutar (2001)
khacd cung nirc gia
MP_4 | Theo t6i, clon mua $n phim X thi tiét kiém hon céc throng
hiéu khac
BP_1 | T6i dé dang tim thy cac @ra hang banam pham X trén th
truong
BP_2 | T6i khdng plhi bo ra nhéu thoi gian, céng gc dé di mua sn
B . _ phim X Petrick
Gi& ca hanh vi T Tt L 3 _
BP_3 | Ngoai gia ban, toi khong ahthém chi phi nao khac trongéui (2002)
mua @n ptim X
BP_4 | Viéc trung bay va b tri trong cac ¢a hang/showroomia sin
phdm X rét thuan loi @& mua ém
ER_1 | T6i ngh t6i thuc sr thich cac &n pham X
Cam xdc ER_2 | T6i lubn mbn s hitu cac n phaim X Sweeney and
Phan hdi ER_3 | Toi hoan toan hai long khirsdung cac 8n phim X Soutar (2001)
ER_4 | Toi cam thay tu tin khi s dung cac 8n phim X
RE_1 | TGi ngh thuong higu X dang hat dong ©t
RE_2 | San phim X rat dugc chd y trén thtruong Petrick
. I etric
Danh tieng RE_3 | T6i ngh thuong hiu X la mbt thuong hiéu noi tieng, uy tin (2002)
RE_4 | Tai ngh moi ngudi danh gia throng higu X tht
RE_5 | Danh téng aia throng hiéu X dddugc thi tredng cdng nbn
Bl_1 | T6iludn clon X khi t6i c6 ydinh mua 8n pham loai nay* Petrick
Xu hwéng BI_2 | T6i S8 ndi tot vé& cac 4n phim X véi moi nguoi (2004)*
tiéu dung BI_3 | T6i s3 khuyén khich lan bé va ngoi than mua an phim X Zeithaml
BI_4 | T6i s3 d& ngh thuong hiéu X cho ngoi nao Wi y kién cia toi (1996)




Phu luc D: KIEM PINH THANG PO BANG CRONBACH'S ALPHA

Thangdo Chit lweng aim nhdn

Reliability Statistics

Cronbach's
Alpha

N of Items

.838

4

Iltem-Total Statistics

Cronbach's
Scale Mean if |Scale Variance if| Corrected ltem-
Alpha if Item
Item Deleted Iltem Deleted |Total Correlation
Deleted
PQ_1 11.00 3.811 677 792
PQ_2 10.82 3.859 .709 779
PQ_3 10.87 3.932 .618 .818
PQ_4 10.79 3.693 .680 791
Thangdo Gia ai cém nhdn
Reliability Statistics
Cronbach's
Alpha N of Items
.801 4
Iltem-Total Statistics
Cronbach's
Scale Mean if |Scale Variance if| Corrected ltem-
Alpha if Item
Item Deleted Item Deleted |Total Correlation
Deleted
MP_1 10.52 3.917 .688 717
MP_2 10.40 3.876 .651 734
MP_3 10.62 4,179 .538 .789
MP_4 10.88 4,102 .589 .764




Thangdo Gia ai

i hanh vi

Reliability Statistics

Cronbach's
Alpha

N of Items

721

4

Item-Total Statistics
Cronbach's
Scale Mean if |Scale Variance if| Corrected Item- )
) Alpha if Item
Iltem Deleted Item Deleted | Total Correlation
Deleted
BP_1 11.60 3.298 573 .618
BP_2 11.63 3.312 .576 .616
BP_3 11.50 3.796 AT7 677
BP_4 11.46 4.044 413 711
Thangdo Gam xuc phin héi
Reliability Statistics
Cronbach's
Alpha N of Items
871 4
Iltem-Total Statistics
Cronbach's
Scale Mean if |Scale Variance if| Corrected ltem-
Alpha if Item
Item Deleted Item Deleted |Total Correlation
Deleted
ER_1 11.07 4.690 727 .834
ER_2 11.14 4.309 716 .842
ER_3 11.07 4,726 .738 .831
ER_4 11.07 4,707 .728 .834




Thangdo Danh tiéng

Reliability Stati

stics

Cronbach's
Alpha

N of Items

.865

Iltem-Total Statistics
Cronbach's
Scale Mean if |Scale Variance if| Corrected ltem- ]
) Alpha if Item
Iltem Deleted Item Deleted | Total Correlation
Deleted
RE_1 15.42 6.103 .640 .847
RE_2 15.59 5.864 672 .840
RE_3 15.43 5.367 770 .814
RE_4 15.62 5.934 .634 .849
RE_5 15.42 5.880 715 .830
Thangdo Xu hweng tiéu dung
Reliability Statistics
Cronbach's
Alpha N of Items
.893 4
Item-Total Statistics
Cronbach's
Scale Mean if |Scale Variance if| Corrected ltem- ]
) Alpha if ltem
Iltem Deleted Item Deleted | Total Correlation
Deleted
Bl_1 11.07 4,761 .695 .888
BI_2 10.91 4,911 .762 .863
Bl_3 10.96 4,665 .824 .840
Bl_4 10.98 4.564 .780 .855




Phu luc E: PHAN TiCH NHAN T O KHAM PHA - EFA

K ét qua phan tich EFA cac nhan 6 gia tri cam nhan — lan 1

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .918
Bartlett's Test of Sphericity Approx. Chi-Square 3.457E3
df 210
Sig. .000

Total Variance Explained

Extraction Sums of Squared

Rotation Sums of Squared

Initial Eigenvalues Loadings Loadings

% of Cumulative % of | Cumulative % of | Cumulative
Component Total Variance % Total |Variance % Total | Variance %
1 8.597 40.940 40.940 8.597| 40.940 40.940 4.360| 20.760 20.760
2 1.783 8.490 49.431 1.783 8.490 49.431 3.710f 17.668 38.427
3 1.667 7.940 57.371 1.667 7.940 57.371 2.660| 12.668 51.096
4 1.085 5.166 62.537 1.085 5.166 62.537 2403| 11441 62.537
5 .968 4611 67.148
6 .804 3.829 70.977
7 729 3.474 74.451
8 .643 3.060 77.511
9 .566 2.695 80.206
10 .498 2.373 82.580
11 448 2.135 84.715
12 422 2.008 86.723
13 .398 1.896 88.619
14 .380 1.812 90.430
15 .363 1.731 92.161
16 .343 1.632 93.793
17 .313 1.490 95.283
18 .288 1.370 96.653
19 272 1.295 97.949
20 216 1.029 98.977
21 .215 1.023 100.000

Extraction Method: Principal Component Analysis.




Rotated Component Matrix

a

Component

1 2 3
PQ 1 723
PQ_2 672 .370
PQ 3 554 .370
PQ_4 .525 .532
MP_1 758
MP_2 391 .689
MP_3 315 .318 .588
MP_4 .748 .354
BP_1 .367 .659
BP_2 .609
BP_3 716
BP_4 622
ER_1 .713 .368
ER_2 677
ER_3 701
ER 4 776
RE_1 617
RE_2 742
RE_3 .332 .780
RE_4 682
RE_5 797

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 7 iterations.




K ét qua phan tich EFA cac nhan 6 gia tri cam nhan — lan 2

(logi bé bién PQ_4 : “mpi nguwoi cdng nhin chdt lweng sin pham tt”)

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .910
artlett's Test of Sphericity Approx. Chi-Square 3.194E3
df 190
Sig. .000

Total Variance Explained

Extraction Sums of Squared

Rotation Sums of Squared

Initial Eigenvalues Loadings Loadings
% of Cumulative % of Cumulative % of Cumulative
Component | Total | Variance % Total | Variance % Total | Variance %

1 8.087 40.434 40.434| 8.087 40.434 40.434 4.154 20.772 20.772
2 1.728 8.640 49.073| 1.728 8.640 49.073 3.418 17.092 37.864
3 1.665 8.323 57.396| 1.665 8.323 57.396 2.566 12.831 50.695
4 1.073 5.363 62.759| 1.073 5.363 62.759 2.413 12.064 62.759
5 .922 4.610 67.369
6 .793 3.967 71.337
7 .729 3.647 74.984
8 .643 3.213 78.197
9 .562 2.812 81.009
10 498 2.490 83.499
11 440 2.200 85.698
12 413 2.066 87.764
13 .390 1.952 89.716
14 371 1.853 91.569
15 .347 1.737 93.306
16 .342 1.708 95.014
17 .292 1.460 96.474
18 273 1.366 97.840
19 217 1.085 98.925
20 .215 1.075 100.000

Extraction Method: Principal Component

Analysis.




Rotated Component Matrix

a

Component

1 2 3
PQ 1 738
PQ_2 .681 .361
PQ_3 .566 .336
MP_1 782
MP_2 .381 .708
MP_3 .322 576
MP_4 744 .366
BP_1 322 .705
BP 2 669
BP_3 716
BP_4 581
ER_1 717 .350
ER_2 .681 .308
ER_3 701
ER_4 775
RE_1 642
RE_2 765
RE_3 341 788
RE_4 .662
RE_5 796

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.




K &t qua phan tich EFA cac nhan 6 gia tri cam nhan — lan 3

(logi bé thém bén PQ_3 : “sin phdm nhdt quan vadang déu”)

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .905
Bartlett's Test of Sphericity Approx. Chi-Square 3.039E3
df 171
Sig. .000

Total Variance Explained

Extraction Sums of Squared

Rotation Sums of Squared

Initial Eigenvalues Loadings Loadings

% of Cumulative % of Cumulative % of Cumulative
Component | Total | Variance % Total | Variance % Total | Variance %
1 7.756 40.820 40.820| 7.756 40.820 40.820| 3.812 20.061 20.061
2 1.697 8.930 49.751| 1.697 8.930 49.751| 3.398 17.884 37.945
3 1.622 8.538 58.289| 1.622 8.538 58.289| 2.588 13.620 51.565
4 1.072 5.644 63.933| 1.072 5.644 63.933| 2.350 12.367 63.933
5 914 4.808 68.741
6 .730 3.842 72.583
7 704 3.703 76.285
8 .609 3.204 79.490
9 .552 2.903 82.393
10 467 2.456 84.849
11 416 2.192 87.041
12 .399 2.101 89.142
13 371 1.950 91.092
14 .348 1.833 92.925
15 .342 1.802 94.727
16 .295 1.552 96.279
17 273 1.438 97.717
18 .218 1.149 98.865
19 .216 1.135 100.000

Extraction Method: Principal Component

Analysis.




Rotated Component Matrix 2

Component

1 2 3 4
ER 4 792
ER 1 729 318
PQ 1 720
ER 3 712 327
ER 2 692 375
PQ 2 662
RE_5 799
RE_3 328 795
RE_2 771
RE_4 665
RE_1 652
MP_1 787
MP_4 742 362
MP_2 367 716
MP_3 -300 582
BP_3 731
BP_1 314 .708
BP 2 680
BP_4 305 570

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 7 iterations.




K ét qua phan tich EFA nhan # XU HUONG TIEU DUNG (BI)

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .811
Bartlett's Test of Sphericity |Approx. Chi-Square 763.489
Df 6
Sig. .000
Communalities
Initial Extraction

Bl 1 1.000 674

BI_2 1.000 .758

BI_3 1.000 .828

Bl_4 1.000 779

Extraction Method: Principal Component Analysis.

Total Variance Explained
Compo Initial Eigenvalues Extraction Sums of Squared Loadings
nent Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 3.039 75.977 75.977 3.039 75.977 75.977
2 423 10.568 86.545
3 .348 8.695 95.240
4 .190 4.760 100.000
Extraction Method: Principal Component Analysis.

Component Matrix

a

Component
1
BI_3 910
BI_4 .882
BI_2 .870
Bl 1 821

Component Analysis.

Extraction Method: Principal

a. 1 components extracted.




Phu luc F: Két qua phan tich hdi quy da bién

Descriptive Statistics
Mean Std. Deviation N
Bl 3.6597 71194 313
QE 3.6587 .64400 313
MP 3.5359 64713 313
BP 3.8490 .60594 313
RE 3.8741 .59366 313
Model Summary b
Change Statistics
Adjusted R|Std. Error of | R Square = Sig. F | Durbin-
Model R R Square| Square |the Estimate Change |Change| dfi df2 | Change | Watson
1 .838% .703 .699 .39074 .703|181.935 4| 308 .000 2.043
a. Predictors: (Constant), RE, MP, BP, QE
b. Dependent Variable: Bl
ANOVA"
Model Sum of Squares df Mean Square F Sig.
1 Regression 111.112 4 27.778 181.935 .000*
Residual 47.026 308 .153
Total 158.138 312
a. Predictors: (Constant), RE, MP, BP, QE
b. Dependent Variable: Bl
Coefficients °
Unstandardized | Standardized Collinearity
Coefficients Coefficients Correlations Statistics
Model B | Std. Error Beta t Sig. |zero-order |Partial| Part | Tolerance | VIF
1 (Constant) -.291 172 -1.692 .092
QE .649 .049 .587| 13.161| .000 .805| .600| .409 .486| 2.058
MP .098 .044 .089| 2.202| .028 554 .124| .068 .594| 1.685
BP -.013 .044 -.011| -.298| .766 428 -.017| -.009 .677| 1.477
RE 331 .050 .276| 6.657| .000 .673| .355| .207 .561| 1.783
a. Dependent Variable: Bl




Phu luc G : Phan tich T-test, Anova

* Kiém dinh T-testdéi véi bién sin phdam

Group Statistics

Nhém san pham N Mean Std. Deviation Std. Error Mean
BI 1 153 3.5931 .63988 .05173
2 160 3.7234 77124 .06097

Independent Samples Test

Levene's Test for

Equality of Variances

t-test for Equality of Means

95% Confidence
Interval of the
Sig. (2-| Mean Std. Error Difference
F Sig. t df tailed) |Difference| Difference | Lower Upper
Equal variances
1.526 .218| -1.623 311 .106| -.13030 .08029| -.28828| .02768
assumed
Equal variances
-1.630{304.987 .104| -.13030 .07996| -.28764| .02704
not assumed

* Kiém dinh T-testdéi véi bién gidi tinh

Group Statistics
Phai N Mean Std. Deviation Std. Error Mean
BI Nam 132 3.8428 .67987 .05917
N 181 3.5262 .70686 .05254
Independent Samples Test
Levene's Test for
Equality of Variances t-test for Equality of Means
95% Confidence Interval
Sig. (2- Mean Std. Error of the Difference
F Sig. T df tailed) | Difference | Difference Lower Upper
Equal
variances 931 0.335 3.976 311 .000 .31656 .07962 .15990 47322
assumed
Equal
variances not 4.000( 288.480 .000 .31656 .07913 .16081 47231
assumed




* Kiém dinh Anovaddi véi bién thu nhgp

Descriptives

Bl
95% Confidence Interval for
Std. Mean
N Mean Deviation Std. Error | Lower Bound Upper Bound Minimum
1 87 3.3793 .68610 .07356 3.2331 3.5255 1.50 5.00
2 148 3.7027 .66134 .05436 3.5953 3.8101 1.50 5.00
3 78 3.8910 .73920 .08370 3.7244 4.0577 1.25 5.00
Total 313 3.6597 71194 .04024 3.5806 3.7389 1.25 5.00
Test of Homogeneity of Variances
Bl
Levene Statistic dfl df2 Sig.
.263 2 310 .769
ANOVA
Bl
Sum of Squares df Mean Square F Sig.
Between Groups 11.287 2 5.644 11.914 .000
Within Groups 146.850 310 A74
Total 158.138 312
Multiple Comparisons
Bl
Tukey HSD
() Thu |(J) Thu | Mean Difference 95% Confidence Interval
nhap  [nhap (I-9) Std. Error Sig. Lower Bound | Upper Bound
1 2 -.32339 .09298 .002 -.5424 -.1044
3 -51172" 10732 .000 -7645 -.2590
2 1 32339 .09298 .002 .1044 .5424
3 -.18832 .09630 125 -4151 .0385
3 1 51172 .10732 .000 .2590 .7645
2 .18832 .09630 125 -.0385 4151




Multiple Comparisons
Bl
Tukey HSD
() Thu |(J) Thu | Mean Difference 95% Confidence Interval
nhap  [nhap (I-9) Std. Error Sig. Lower Bound | Upper Bound
1 2 -.32339" .09298 .002 -.5424 -.1044
3 51172 .10732 .000 -.7645 -.2590
2 1 32339 .09298 .002 .1044 .5424
3 -.18832 .09630 125 -.4151 .0385
3 1 51172 10732 .000 2590 7645
2 .18832 .09630 125 -.0385 4151
*. The mean difference is significant at the 0.05 level.

Phu luc H: D6 thi do tim céc vi plam gia dinh hdi quy

Scatterplot

Dependent Variable: Bl
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Frequency

Histogram

Dependent Variable: Bl
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