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LOI CAM ON

Trudc tién, tdi xin gui 101 biét on sau sic dén GS — TS. Nguyén bong
Phong d& danh nhiéu thoi gian tan tinh hudng dan va gidp d& téi trong subt
quatrinh thuc hién [uan van thac si nay.

Téi xin chan thanh cam on cac Thay C6 truong Pai hoc Kinh té
TPHCM d4 giang day va truyén dat nhitng kién thic quy béu trong sudt thoi
gian hoc dé tdi co nén tang kién thire thuc hién luan van nay.

Toi xin cam on céc ban bé, ddéng nghiép va gia dinh da ludn dong
vién, gilp d5, tao diéu kién thuan lgi dé téi duoc hoc tap, nghién ctiru va hoan
thanh luan van.

Toi xin trén trong cam on!

Hoc vién
D6 Thi Thuy Giang



L Ol CAM DOAN

T6éi xin cam doan luan van thac st kinh t& “Nghién cizu méi quan hé
giira 1ong trung thanh thireng higu véi cac thanh phan khéac cdu thanh gia
tri thwong higu sia twoi Vinamilk” 1a két qua cua qué trinh hoc tap va
nghién ctru cuariéng tdi. Cac sd lidu st dung trong luan van duoc thu thap tir
thuc té c6 ngudn gbc rd rang, dang tin ciy, duoc xtr |y trung thuc va khéch

quan.

Hoc vién
P6 Thi Thiy Giang
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Chwong 1
TONG QUAN

1.1. Ly dochon dé tai

Ngay nay, khi nén kinh té — x& hoi cang phét trién thi nhu cau cham
sc cho sirc khoe va sic dep cang duoc con ngudi chil trong. Mot trong nhitng
thuc pham thiét yéu co tac dung rét tot do chinh 1a sira tuoi.

Mét ly sita twoi cung cip gan 30% luong canxi va hon 23% phét pho
can thiét mdi ngay. O céc nudc phét trién, sira tuoi dugc xem lathuc pham rat
giau dinh dudng, gidu vitamin va khodng chat tir thién nhién, rat tét cho co
thé. Sira twoi khdng nhitng duoc st dung thudng xuyén nhu mot thic uéng
hang ngay, ma con ding dudi nhidu hinh thire khéc nhau tir pha ché, tron véi
trai cay, lam banh vathém vao cac mon an.

Céc béc si va chuyén gia dinh dudng luén khuyén khich nguoi tiéu
ding uéng sira twoi 100% thién nhién vi khéng chi d& ubng, mui vi thom
ngon, sira tuoi con dé hap thu va cé thé udng thuong xuyén, lién tuc dé dang
véi cac hinh thire bao bi déng gai tién dung.

Cong ty C6 phan Sira Viét Nam (Vinamilk) 1& mot trong nhitng nha
san xuat sita hang dau tai Viét Nam. Tur khi bit dau di vao hoat dong nam
1976, cong ty da xady dung hé théng phan phdi rong khip trén ca nudc, dé 1a
diéu kién thuan loi dé cong ty dua san pham dén véi sb luong [6n nguoi tiéu
dung. Nam 2010, Vinamilk dugc tap chi Forbes Asia binh chon vao Top 200
doanh nghiép c6 doanh thu dudi 1 ty USD xuit sic nhit khu viec Chéu A,
ddng thoi Cong ty Nghién ciru Thi truong Nielsen Singapore xép Vinamilk
vao mot trong muoi thuong hiéu duoc nguoi tiéu dung Viét Nam yéu thich

nhat.



Danh myc san pham cia Vinamilk bao gom: sira nudc, sira bot, sita
dic, yoghurt an, yoghurt udng, kem, phd mai... Trong d6, sita twoi Vinamilk
|& san pham chu luc, voi nhiéu ching loai va nhidu huong vi cho ngudi tiéu
diing sy lwa chon rat phong phi va da dang.

Tuy nhién, thi treong sira tuoi tai Viét Nam ngay cang canh tranh
quyét liét. Bén canh cac ddi thu canh tranh nhu: sita twoi C6 g Ha Lan, sira
tuoi Long Thanh..., gin ddy cd sy xuit hién cua sira tuoi TH True Milk vai
hang loat chudi cira hang TH True Mart da rat thu hat nguoi tiéu dung.

Chinh su canh tranh ngay cang gay gat da budc cong ty phai quan tam
hon nita dén viéc xay dung va phét trién thueong hiéu. Su thanh cong caa mot
thuong hiéu phu thudc vao mac dé danh gid va cam nhan cua khach hang vé
thuong hiéu do. Vi vay, tdi chon dé tai “ Nghién cizu méi quan hé gi@a long
trung thanh thweng higu véi cac thanh phan khac ciu thanh gia tri thwong
hiéu si#a twoi Vinamilk” nham xéc dinh dugc céc thanh phan dé do luong gia
tri thwong hiéu, ciing nhu biét duoc danh gid cia nguoi tiéu ding vé gia tri
thuong hiéu siratuoi Vinamilk trén thi truong.

1.2. Muctiéu nghién ciu

Panh gia méi quan hé gitta Idng trung thanh thuong hiéu voi céc

thanh phan khéc ciu thanh giatri thuong hiéu siratuoi Vinamilk.
1.3.  Péi twgng va pham vi nghién ciru

- Dbi tugng nghién ctu:

Pé tai tap trung nghién ctru c&c thanh phan caa gia tri thuong hiéu
siratuoi Vinamilk theo quan diém ngudi tiéu ding.

- Phamvi nghién cau:

Dé tai thyc hién nghién ciru trén co so danh gia cuanguoi tiéu dung
tai Thanh phé H6 Chi Minh.



1.4. Phwong phap nghién ciru

Dé tai duoc thyc hién théng qua hai buéc: nghién ciru so bo vanghién
ciru chinh thac.

- Nghién ctu so bo: dugc thuc hién bing phuong phdp nghién ciu
dinh tinh va nghién ctru dinh lugng. Nghién ciru dinh tinh dugc thuc hién
théng qua ky thuat thao luan nhdm tap trung. Thong tin thu thap tir nghién
ctru dinh tinh nham kham phé, diéu chinh va b sung céac thang do thanh phan
cua giatri thuong hiéu. Nghién ciu dinh luong so b duoc thuc hién bang ky
thuat phong van truc tiép nguoi tiéu dung théng qua bang cau hoi chi tiét.
Théng tin thu thap tir nghién ctu dinh lwgng ndy ding dé sang loc céc bién
quan sét do ludong céc khéi niém thanh phan caa giatri thuong hiéu bang cach
sir dung phuong phép do tin cay Cronbach alpha va phan tich nhan té kham
phé& EFA théng qua phan mém SPSS,

- Nghién ctru chinh thic: dugc thuc hién bing phuong phdp nghién
ctru dinh lwong. Sau khi @8 diéu chinh bang cau hoi tir két qua phan tich trong
phan nghién ciru so bo s& tién hanh nghién ctu diéu tra mé rong nham thu
thap y kién cua nguoi tiéu ding mot 1an nira vé mac d6 quan trong cua cac
thanh phan gia tri thwong hiéu sira twoi Vinamilk. Myc dich caa nghién ctu
ndy |a khang dinh cac thanh phan giatrj thuong hiéu théng qua phuwong phép
d6 tin cay Cronbach apha va phan tich nhan t6 kham pha EFA. Sau d6,
nghién ctu thyc hién viéc xay dung ham hdi quy vé mdi lién hé gitra yéu té
long trung thanh thuong hiéu véi cac yéu té khéc ciu thanh gid tri thuong
hiéu sira tuoi Vinamilk. Cudi cing 1a bugc kiém dinh t-test va ANOVA dé
phan tich sy khéc biét trong danh gid vé céac thanh phan gia tri thuong hiéu
siratuoi Vinamilk theo gidi tinh, d6 tudi vathu nhap caa ngudi tiéu dung.

Céch thire 1ay mau trong nghién ctu dugc sir dung theo phuong phép

|JAy mau phi x&c suat. Luan van si dung phan mém SPSS d xu |y véi cac



cong cu thong k& md ta, kiém dinh d6 tin cdy cua céc thanh phan voi
Cronbach alpha, phan tich nhan té khdm pha EFA, phan tich héi quy tuyén
tinh, kiém dinh t-test va phan tich phuong sai ANOVA.

1.5. Y nghiathuc tién cia dé tai

- Pé tai xay dung mo hinh céc thanh phan giatri thuong hiéu sita tuoi
Vinamilk va thang do luong ching. Tir ¢6 gép phan gitp cho cdng ty hoach
dinh céc chuong trinh xay dung va quang ba thuong hiéu.

- Bé tai cung cip cho cong ty muc d6 danh gia caa ngudi tiéu ding vé
thuong hiéu siratuoi Vinamilk tai thi truong Thanh phé H6 Chi Minh. Day co
thé 1angudn dit liéu can thiét cho cong ty trong viéc nghién ciru thi truong.

- Pé tai cd thé 1atai liéu tham khao cho cac nghién ciru tiép theo, mo
rong pham vi nghién cieu hoic thay déi déi tuong nghién cau...

1.6. Két cau caaluén vin

Luan van gdbm 5 chuong:

Chuong 1: Téng quan

Gidi thiéu khd quét vé dé tai, dé ra nhitng muc tiéu nghién ctu, doi
tugng va pham vi nghién ctru, phuong phap nghién cau, néu Ién y nghia thuc
tién caadé tai vagigi thidu két ciu caaluan van.

Chuwong 2: Co so'ly lugn

Trinh bay |y thuyét vé thuong hiéu, giatri thuong hiéu vacéc mé hinh
gia tri thwong hiéu trén thé gidi vatai Viét Nam; trén co s& d6 xay dung md
hinh nghién ciru cho dé tai.

Chwong 3. Phwong phép nghién ciru

Trinh bay phuong phép nghién ciru, xay dung va diéu chinh thang do

cac khai niém nghién ciru.



Chwong 4: Két qud nghién ciru

Trinh bay phuong phép phan tich dir liéu va cho biét cac két qua
nghién ctru.

Chuwong 5: Két lugn

Tém tit nhitng két qua chinh caadé tai, dé xuat mot sb kién nghi ciing

nhu han ché cuadé ti ¢ dinh hudng cho nhirng nghién cau tiép theo.



Chwong 2
COSOLY LUAN

21. Giéi thigu

Chuong 1 gi6i thiéu tong quan vé dé tai nghién ciu. Chuong 2 nham
muc dich gidi thiéu céc 1y thuyét vé thuong hiéu, gia tri thuong hiéu va cac
mo hinh gia tri thuong hiéu trén thé gisi vatai Viét Nam, trén co s d6 xay
dwng md hinh nghién ciru va dé ra céc gia thuyét. Chuong ndy bao gdm ba
phan chinh: (1) khd niém vé thuong hiéu vavai tro caa thuong hiéu; (2) cac
quan niém vé gia tri thuong hiéu va céc thanh phan cuaa gia tri thuong hiéu;
(3) md hinh giatrj thuong hiéu sitatwoi Vinamilk va céc gia thuyét.

2.2.  Khéi niém vé thwong hiéu

Hién nay, thuat ngit thuong hiéu dang duoc st dung rét rong réi ¢ Viét
Nam. Tai rat nhiéu dién dan ciing nhu trén cac phuong tién thdng tin dai
chiing déu néi dén thuong hiéu. Tuy nhién, hién nay van dang con ton tai mot
sb quan niém khéc nhau vé thuat ngit nay.

Hiép hoi Marketing Hoa Ky da dinh nghia: “ Thuong hiéu (Brand) |a
tén goi, biéu twong, dau hiéu, kiéu dang hoic sy phdi hop tt ca cac yéu té
ndy dé co thé nhan biét hang héa hoic dich vu cia mot nguoi bén ciing nhu
phan biét né vai hang héa hay dich vu caa nhirng ngudi ban khéc”.

Philip Kotler, mot chuyén gia Marketing noi tiéng thé gisi da dinh
nghia: “Thuong hiéu (Brand) c6 thé duoc hiéu nhu 1a tén goi, thuat ngir, biéu
tuwong, hinh v& hay su phéi hop gitta chiing duoc dung dé x&c nhan san pham
ciianguoi ban vadé phan biét vsi san pham caadbi thu canh tranh”.

Theo Ambler T & Styles C thi: “Thuong hiéu la mét tip hop cac
thuoc tinh cung cap cho khéach hang muc tiu céc gia tri loi ich ma ho tim
kiém”. Khi d6 san pham duoc coi chi 1a mét thanh phan cua thuong hiéu, co



chtrc niang chu yéu 1a cung cap “giatri loi ich tiéu dung” cho khéch hang. Va
céc thanh phan khéc caa marketing mix nhu gia ca, phan phdi hay xdc tién
thueong mai 1a nhitng yéu té hay cdng cu tao nén mét thuong hiéu ndi tiéng
trén thi truong.

Xuat phét tir nhitng quan niém trén, c6 thé hiéu thuong hiéu mot cach
twong d6i nhu sau: Thuong hiéu truge hét 1a mot thuat ngir duogc ding nhiéu
trong marketing; 1a tap hop cac dau hiéu dé phan biét hang hda, dich vu cua
doanh nghiép nay véi hang hda, dich vu cung loai caa doanh nghiép khéc; |a
hinh tuong vé mot loai, mét nhdm hang hoéa, dich vu hodc vé doanh nghiép
trong tam tri khéch hang. Céc diu hiéu co thé 1a c&c chit céi, con sb, hinh V&,
hinh tuong, s thé hién cia mau sic, am thanh... hoic s két hop cua céc yéu
td do; dau hiéu ciing c6 thé 1a su ca biét, dic sic caa bao bi va cach déng goi
hang hoa. N6i dén thuong hiéu khdng chi 1a nhin nhan xem xét trén gdc do
phép |y caa thuat ngir ndy ma quan trong hon, thiét thuc hon trong diéu kién
hoi nhap kinh té qudc té sau rong nhu hién nay, 1a nhin nhan né dudi goc do
quan tri doanh nghiép va marketing.

2.3. Vai tro caathwong hiéu
2.3.1. Vai tro ciia thwong higu doi véi nguwoi tiéu dung
2.3.1.1. Thuong hiéu gilp nguoi tiéu dung phan biét nhanh chéng
sin pham can mua trong muén van cac hang hda, dich vu ciing logi khac, gop
phan x4c dinh droc Nguon goc xudt xir cia san pham

M&i hang hda, dich vu ciia mot doanh nghiép ndy s mang mot tén goi
hay cac dau hiéu khéc véi hang hda, dich vu caa mot doanh nghiép khéc, vi
thé théng qua thuong hiéu nguoi tiéu ding co thé nhan dang hang hda, dich
vu cua tirng doanh nghiép. Cé mot thuc té 1a nguoi tiéu dung ludn quan tam
dén cong dung hoic loi ich dich thuc ma hang hda hoic dich vu mang lai cho
ho, nhung khi can phai lra chon hang héa, dich vu thi hiu hét ngudi tiéu ding



lai lubn dé y dén thuong hiéu, xem xét hang hda hoic dich vu d6 cua nha
cung cap ndo, nha san Xuat ndo, uy tin hoac thdng diép ma ho mang dén lagi,
nhitng ngudi tiéu ding khéc cé quan tam va dé y dén hang hda, dich vu mang
thuong hiéu dé khéng. Nguoi tiéu dung dua vao thuong hiéu hoac hinh anh
cta doanh nghiép nhu sy bao dam cho hang héa, dich vu ho mua s& dap ung
c&c yéu cau nhat dinh. Thuong hiéu quen thudc hay ndi tiéng lam giam lo
lang vé rui ro khi mua hang cho khéch hang tiém nang. Thuong hiéu gidp
ngudi mua dénh gid dé dang chit lugng hang hda, dich vu. Bdi véi nguoi tiéu
ding, mdi thuong hiéu & biéu tugng cho mot cip chat luong nhat dinh voi
nhitng dic tinh nhit dinh va dwa vao d6 dé ngudi mua lua chon hang hoa,
dich vu cho minh.
2.3.1.2. Thirong hiéu gitp khach hang biéu dat vi tri xa hgi cua

minh

Viéc mua c&c thuong hiéu nhat dinh con c6 thé 1a mot hinh thic ty
khing dinh hinh anh caangudi sir dung. Mdi thuong hiéu khéng chi dic trung
cho nhitng tinh nang, giatri sir dung cua hang héa, dich vu ma con mang trén
nd ca mot nén tang tuong trung cho mot dong san pham cung tng cho nhirng
nguoi ¢ diavi xa hoi. Vi du nhu Heineken la loai bia danh cho nhitng nguoi
co thu nhap cao. Nguoi ta di xe thuwong hiéu Piaggio hay @, Dylan, Spacy
khdng chi vi né & chiéc xe may ma con vi mong muén biéu dat thu nhap, dia
vi, céch sbng hay mudn ngudi khac nhin minh véi con mét ngudng mo.

Thuong hiéu co vai trd tac dong rat khéac nhau gitra cac loai san pham
va gitra c&c nhdm ngudi mua. Mot s6 nhdm khéch hang cé thu nhap thap s&
c6 hanh vi mua theo tiéu chuan gia ca nén vai trd caa thuong hiéu it anh
huong dén su lra chon caa ho. Cac nhém khéch hang co thu nhap cao, trinh
d6 van hda cao c6 hanh vi mua theo tiéu chuan giatri thi thuong hiéu chi phdi

lén d&én sy lya chon cua ho. Vi duy, tén thuwong hiéu quan 4o c6 thé quan trong



dbi véi thanh nién thanh phd, nhung lai it c6 y nghia déi voi nhitng nguoi
nong dan.

2.3.2. Vai tro ciia thwong higu doi véi doanh nghiép

2.3.2.1. Thiong hiéu tao ding hinh dnh doanh nghiép va sin pham
trong tamtri nguoi tiéu dung

Nguoi tiéu dung s& lya chon hang héa, dich vu théng qua sy cam nhan
cua minh. Khi mot thuong hiéu 1an dau tién xuat hién trén thi trudng, nd hoan
toan chua c6 mot hinh anh nao trong tam tri nguoi tiéu dung. Nhirng thudc
tinh cua hang héa nhu két ciu, hinh dang, kich thuéc, mau sic... hodc céc
dich vu sau bén hang s3 la tién @& dé nguoi tiéu ding lva chon chiing. Qua
thoi gian, bang kinh nghiém trong st dung va nhitng théng diép ma thuong
hiéu truyén tai dén nguoi tiéu dung, vi tri va hinh anh caa hang héa, dich vu
duoc dinh vi dan dan trong tam tri khach hang.

Théng qua dinh vi thuong hiéu, tirng tap khach hang dugc hinh thanh,
céc gia tri c& nhan ngudi tiéu ding dan duoc khing dinh. Khi d6 gia tri caa
thuong hiéu duoc dinh hinh va ghi nhan théng qua cac biéu hién nhu tén goi,
logo va khau hiéu caa thuong hiéu, nhung trén hét va quyét dinh dé cé duoc
s ghi nhan do chinh 1a chét luong hang héa dich vy va nhitng giatri gia ting
ma nguoi tiéu dung va khach hang ciaa doanh nghiép c6é dugc tir hoat dong
cua doanh nghiép (phuong thirc ban hang, mdi quan hé chuan myc trong giao
tiép kinh doanh, céc dich vu sau ban hang, quan hé cong ching, cac gia tri
truyén théng cua doanh nghiép...).

2.3.2.2. Thurong hiéu nhe mgt loi cam két giira doanh nghiép va
khach hang

Sur cam nhan cia ngudi tiéu dung d6i véi san pham caa doanh nghiép
dwa vao rat nhiéu yéu té nhu céc thudc tinh caa san pham, cam nhan théng

qua dich vu di kém caa doanh nghiép, uy tin va hinh anh caa doanh nghiép
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trong tam tri nguoi tiéu ding. Mot khi nguoi tiéu ding da lya chon san pham
mang mot thuong hiéu ndo do tic 1a ho da chap nhan gii gam Iong tin vao
thuong hiéu d6. Nguoi tiéu dung tin & thuong hiéu vatin & chat luong tiém
tang va on dinh caa hang héa mang thuong hiéu d6 ma ho da sir dung (san
pham trai nghiém) hoic tin teéng & nhitng dich vu vuot troi hay mét dinh vi
rd rang cua doanh nghiép khi cung cip san pham — diéu dé dang tao cho
ngudi ding mot gidtri canhan riéng biét. Chinh tat ca nhirng diéu ndy da nhu
mot [0i cam két thuc sy gitta doanh nghiép vanguoi tiéu dung.
2.3.2.3. Thwong hiéu nham phan dogn th trieong

Trong kinh doanh, c&c cong ty ludn dwa ra mot té hop céc thudc tinh
ly tuong vé cé&c thé manh, loi ich dich thuc va dic diém ndi troi caa san pham
sa0 cho phu hop véi nhu cau va thi hiéu tirng nhém khéch hang cu thé.
Thuong hiéu véi chirc nang nhan biét va phan biét s3 gidp doanh nghiép phan
doan thi treong. Bang céch tao ra nhitng thuong hiéu ca biét (nhitng dau hiéu
va su khéc biét nhat dinh), doanh nghiép da thu hat duoc sy cha y caa khéch
hang hién hitu ciing nhu tiém nang cho tirng chiing loai san pham. Va nhu thé
Vi tirng loai san pham cu thé mang nhitng thuong hiéu cu thé s3 twong tng
VGi tirng tap khéch hang nhat dinh. That ra thi thuwong hiéu khong truc tiép
phan doan thi trudng ma chinh quéa trinh phan doan thi truong da doi hoi can
c6 thuong hiéu phil hop cho tirng phan doan dé dinh hinh mot gia tri ca nhan
ndo d6 cua nguoi tiéu ding; théng qua thuong hiéu (nhu 1a dau hiéu quan
trong) dé nhan biét cac phan doan caa thi truong. Vi thé thuong hiéu thuc su
quan trong gép phan dinh hinh ré né hon, ca tinh hon cho mdi doan thi
treong. Su dinh vi kha rd rang va théng qua thuong hiéu, nguoi tiéu dung cé

thé hinh dung va cam nhan giatri canhan caariéng minh.
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2.3.2.4. Thurong hiéu tao nén sy khéc biét trong qué trinh phét trién
ciia san pham
Xuat phét tir nhitng dinh vi khac nhau cho tirng chung loai san pham
vé6i nhitng thuong hiéu khéc nhau, qué trinh phét trién cua san pham ciing s&
duoc khic sau hon trong tam tri nguoi tiéu ding. Cung véi sy phét trién caa
san pham, ca tinh thuong hiéu ngdy cang duoc dinh hinh va thé hién rd nét,
théng qua do céc chién lugc san pham s& phai phi hop va hai hoa hon cho
tirng chung loai san pham. Mot san pham khéc biét voi nhitng san pham khéc
boi cac tinh nang cdng dung ciing nhu cac dich vu kem theo matheo d6 tao ra
sy giating cia giatri st dung. Tuy nhién, thuong hiéu [a diu hiéu bén ngoai
dé nhan dang su khéc biét d6. Thuong thi méi chang loai san pham duoc dinh
vi cu thé s3 co nhitng khéc biét co ban vé cdng dung hoic tinh nang chia yéu
va ching thuong mang nhitng thuong hiéu nhat dinh phu thudc vao chién
lugc cua doanh nghiép, vi thé chinh thuong hiéu tao ra khéc biét dé nhan thiy
trong qué trinh phét trién caa mot tap hodc mot dong san pham. Vi du cing
chang loai diu goi dau, Unilever da phét trién thanh cac chung loai riéng biét
duoc dinh vi cho nhitng tap khéch hang khac nhau nhu Clear, Sunsilk, Dove...
trong d6 riéng chang loai mang thuong hiéu Sunsilk lai duoc phét trién va ca
biét hoa theo tirng loai riéng biét, co catinh riéng thé hién sic tha phong phu
cua dong san pham, d6 1a Sunsilk bd két, Sunsilk nhan vang...
2.3.2.5. Thuong hiéu mang lai nhizng loi ich cho doanh nghiép
Néu xét mot cach thuan tdy thi thuong hiéu chi don thuan 1a nhitng
ddu hiéu dé phan biét hang héa, dich vu; 1a hinh tuong vé hang héa, dich vu
vavé doanh nghiép trong tam tri khach hang. Tuy nhién, mét thuong hiéu khi
d& dugc chip nhan, nd s& mang lai cho doanh nghiép nhitng loi ich dich thyec,
dé nhan thiy. D6 1a kha nang tiép can thi truong mot cach dé dang hon, sau

rong hon, ngay ca khi @6 la mot chang loai hang hda, dich vu mai.
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M6t san pham mang thurong hiéu ndi tiéng co thé ban duoc véi gia cao
hon so véi céc hang hoa teong ty nhung mang thuong hiéu xa la. Thuc té thi
khong phai khi ndo ciing nhu vay, nhung néu xé mot cach toan dién thi khi
thwong hiéu da ndi tiéng, nguoi tiéu dung ciing khéng ngan ngai chi mot
khoan tién nhiéu hon dé duoc s& hitu hang hoa dé thay vi chi it hon dé co
lwong gid tri Sr dung twong dwong nhung mang thuong hiéu it biét ti. Diéu
d6 co6 dugc lanho long tin caa khach hang vai thuong hiéu.

2.3.2.6. Thu hit dau tu

Thuong hiéu ndi tiéng khong chi tao ra nhitng loi thé nhat dinh cho
doanh nghiép trong qué trinh bén hang va cung cap dich vy, ma con tao diéu
kién nhu 1a mot sy dam bao thu hit dau tu va gia ting c&c quan hé ban hang.
Khi da cé duoc thuong hiéu néi tiéng, cac nha dau tu ciing khdng con e ngai
khi dau tu vao doanh nghiép, cd phiéu cua doanh nghiép st dugc cac nha dau
tu quan tdm hon; ban hang cia doanh nghiép ciing s& san sang hop tac kinh
doanh, cung cip nguyén liéu va hang héa cho doanh nghiép. Nhu vy S8 tao
ra mot méi truong thuan loi cho doanh nghiép trong kinh doanh, gép phan
giam gid thanh san pham va nang cao ning luc canh tranh cia san pham.
Trong thuc té c6 khdng it truong hop vi mot 1y do nao d6 ma thuong hiéu bi
suy giam 1ong tin, ngay 1ap tirc co sy phan tng cua c&c nha dau tu. PO 1a sy
giam gia cd phiéu cua cong ty, cac nha dau tu s béan di céc ¢ phiéu cua cong
ty thay vi mua vao khi thuong hiéu d6 dugc wa chuong.

2.4. Giatrithwong hiéu

Khé niém vé gia tri thwong hiéu bt dau duoc sir dung rong rdi vao
thap nién 80 boi mot sd cong ty va sau d6 da duoc Aaker phd bién qua viéc
xuit ban 4n pham ndi tiéng caa minh (Aaker 1991). Sau Aaker, céc téc gia
Srivastava & Shocker (1991), Kapferer (1997) va Keller (1993, 1998) da cong

hién thém nhitng nghién ciu han 1am vé van dé& ndy. Tai Viét Nam, PGS —
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TS. Nguyén Binh Tho & TS. Nguyén Thi Mai Trang d& dua ra md hinh cac
thanh phan cua giatri thuong hiéu (2002).

Nhin chung, cac md hinh danh gia giatri thuong hiéu duoc chia thanh
hai nhém chinh: danh gi& theo quan diém tai chinh va danh gia theo quan
diém nguoi tidu dung (Lassar & ctg, 1995). Bung tr goc d6 cua nganh
marketing itng dung thi viéc danh gia gia tri thuong hiéu dua vao nguoi tiéu
ding s& gitp cho nha quan tri nhan ra dugc goc ré cua van dé dé phét trién
thuong hiéu theo céch hiéu qua hon.

2.4.1. Giatrj thwong higu theo quan diém tai chinh

Giatri thuong hiéu theo quan diém tai chinh la giatri quy vé hién tai
cua thu nhap mong doi trong teong lai nho ¢é theong hiéu (Interbrand).

Theo ly thuyét tai chinh qudc té, dong tién mit dwoc chiét khiu
(Discounted Cash Flow) va gia tri hién tai rong (Net Present Value) cua thu
nhap tuong lai 1& nhitng khé niém thich hop dé do luong gia tri cua bat ky
loai t&i san ndo. DBdi vai loai tai san thuong hiéu, giatri thuong hiéu la gia tri
hién tai rong (NPV) cua doanh thu thueong hiéu da chiét khdu boi suat chiét
khiu thuong hiéu. Viéc tinh todn NPV bao gom ca giai doan du béo va giai
doan ngodi du béo, phan anh kha niang caa thuong hiéu tiép tuc san sinh lgi
nhuan trong tuong lai.

Theo J. Walker Smith thuoc Yakelovic Clancy Schudmann: Gia tri
thuong hiéu 1a gia tri do luong duoc vé mit tai chinh caa cdng viéc kinh
doanh mét san pham hay dich vu théng qua céc hoat dong kinh doanh thanh
cong.

Theo John Brocky thuoc Tap doan NPD: giatri thuong hiéu la sy hiéu
qua vé mat doanh thu va loi nhuan ma cong ty thu duoc tir két qua xay dung

thuong hiéu caa nhiéu nam hoat dong trude do.
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Theo Peter Farguhar thudc truong Claremont Graduate: giatri thuong
hiéu 1a phan gid tri taing thém cho cong ty va khéch hang cia san pham gan
véi thuong hiéu dé.

Tom lai, 6 gbc do ta chinh, giatri thwong hiéu la khoan thu tang thém
ciia mot san pham cd thuong hiéu so véi san pham khdng co thuong hiéu.

2.4.2. Giatrj thwong higu theo quan diém nguoi tiéu dung

Hién nay, trén thé giéi c6 hai quan niém danh gid gia tri thuong hiéu
dwa vao ngudi tiéu dung: (1) danh gia giatri thwong hiéu dwavao ly thuyét tin
hiéu (signalling theory) bat ngudn tir hoc thuyét kinh té théng tin dua trén
diéu kién théng tin thi truong 1a ngudn théng tin khéng hoan hao va bat can
xang va (2) danh gia gia tri thuong hiéu dua vao ly thuyét tam ly hoc nhan
thirc (cognitive psychology) xuat phét tir tha do cia ngudi tiéu ding s dan
dén hanh vi tiéu ding thuong hiéu. Ca hai phuong phép déu ¢ tinh vu nhugc
riéng, nghién ctru ndy di theo hudng thir hai (dwa vao 1y thuyét tam |y hoc
nhan thirc) dé thuc hién viéc do luong cac thanh phan caa giatri thuong hiéu
vi day |a phuong phép duoc nhan dinh 1a phi hop dé &p dung cho nhirng nuéc
c6 nén kinh té dang phét trién nhu Viét Nam. Sau day 1a mot s nghién ciru vé
gia tri thuong hiéu va céc thanh phan cua gia tri thuong hiéu dua vao ly
thuyét tam Iy hoc nhan thirc.

2.4.2.1. Gia trj thirong hiéu theo quan diém cia Aaker (1991, 1996)

Giatri thuong hiéu theo quan diém caa Aaker 1a mot khé niém mang
tinh da chiéu (multidimensional concept). Aaker (1991) dé nghi niam thanh
phan cua gia tri thuong hiéu, bao gdm: (1) nhan biét thuong hiéu, (2) chat
lugng cam nhan, (3) l1ong trung thanh thuong hiéu, (4) céc thudc tinh dong
hanh caa thuong hiéu va (5) tai san da dang ky doc quyén khéc (proprietary
assets) nhu: bang sang ché, nhan hiéu... Theo Aaker (1991), gia tri thuong

hiéu tao ra giatri cho ca khach hang va doanh nghiép, giatri dugc tao racho
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khach hang s& 1am ting gid tri cho doanh nghiép. Ly thuyét gia tri thuong
hiéu cia Aaker dugc xem |a d& cung cip nén tang hitu ich cho qué trinh quan

ly va phét trién thuong hiéu.
<
Nhan biét thueong hiéu
J
N
Chét lwgng cam nhan
J
<
Giatri thuong hiéu Long trung thanh thuong hiéu
J
<
Thudc tinh ddng hanh thuong hiéu
J
N
Tai san khac
J

Hinh 2.1: M6 hinh giatri thwong hiéu caa Aaker (1991)

2.4.2.2. Gia tri thuong hiéu theo quan diém cua Lassar & ctg

(1995)
Lassar & ctg (1995) dé nghi nam thanh phan cia gia tri thuong hiéu
bao gdm: (1) chit lugng cam nhan, (2) giatri cam nhan, (3) an tuong thuong
hiéu, (4) long tin vé thuong hiéu caa khach hang, (5) cam tuong caa khéch

hang vé thuong hiéu.
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Chét luong cam nhan

Giatri cam nhan

Giatri thwong hiéu An tuong thuong hiéu

Long tin vé thuong hiéu

Cam tudng vé thuong hiéu

Hinh 2.2: M6 hinh gia tri thweng hiéu caa Lassar & ctg (1995)

2.4.2.3. Gia trj thurong hiéu theo quan diém cia Keller (1993, 1998)

Giatri thuong hiéu theo quan diém cua Keller 1a tap hop nhitng nhan

thirc cua nguoi tiéu ding vé thuong hiéu. M6 hinh gié tri thuong hiéu cua
Keller (1998) cho thdy sirc manh cua thuwong hiéu nim & nhitng gi khach hang
biét, cam gi&c, nhin thiy va nghe thiy vé thuong hiéu, lakét qua cua quatrinh

trai nghiém quathoi gian.



Giatri
thuong hiéu

Hinh 2.3: M6 hinh gia tri thwong hiéu cia Keler (1998)
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Nhan biét
thuong hi¢u

Lién tuéng
thuong hiéu

Nhan dién
thuong hiéu

Phi san pham

Thuoc tinh

DPong hanh
thuong hi¢u

San pham

Loi ich

Chirc nang

An tuong
thuong hié¢u

Su uwu tién
thuong hiéu

Trai nghiém

Thé do

Biéu tugng

Sirc manh
thuong hi¢u

DPong nhat
thuong hi¢u

2.4.2.4. Gia tri thirong hiéu theo quan diém ciia Nguyén Pinh Tho
va Nguyén Thi Mai Trang tai th; trizong Viét Nam (2002)

M hinh ndy dé nghi bdn thanh phan caa giatri thuong hiéu bao gom:

(1) nhan biét thuong hiéu, (2) 1ong ham mudn thuong hiéu, (3) chit luong

cam nhan, (4) 1ong trung thanh thuong hiéu.
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Nhan biét thuong hiéu

Long ham mudn thuong hiéu

Giatri thuong hiéu

Chéat lugng cam nhan

Long trung thanh thuong hiéu

Hinh 2.4: M6 hinh giatri thwong hiéu
ciia Nguyén Pinh The va Nguyén Thi Mai Trang (2002)

Két qua kiém dinh caia mé hinh ndy cho thiy cé bbn yéu té cau thanh
nén gia tri thuong hiéu c6 mdi lién hé rat chat ché véi nhau. Trong do, long
trung thanh caa nguoi tiéu ding ddi véi thuong hiéu dugc tao thanh tir 1ong
ham muén va chit lugng cam nhan thwong hiéu. Chit lugng cam nhan cua
ngudi tiéu ding vira la yéu tb nguyén nhan caa long trung thanh thuong hiéu,
vira |& nguyén nhan caa [ong ham muén thuong hiéu. Nhu vay, chat lugng
cam nhan caa nguoi tiéu ding vé thuong hiéu dong vai tro then chét tao nén
gid tri thuong hiéu va chat lugng cam nhian & day |a chit luong cam nhan
duoc cia nguoi tiéu dung chir khéng phai 1a chat luong caa san pham. Két
qua cuaa mé hinh ndy 1a co s¢ cho cac nha quan tri hoach dinh nhitng chién

luge thuong hiéu hiéu qua hon ddi véi thi truong Viét Nam.
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2.5. M6 hinh giatri thwong hiéu sira twei Vinamilk

Thuong hiéu 1a mot van d& mai phét trién tai thi truong Viét Nam
trong nhitng nam gan day. Trudc day, van & thuong hiéu khéng duoc chl
trong lam. Vi vy, vi tri caa c&c thuong hiéu trong dau nguoi tiéu dung rat 1a
mo nhat valan 1on.

Tuy nhién, véi sy quang ba cua cac thuong hiéu qubc té mot céch rat
ba ban trén quy md I6n, trat tu vé vi tri cac thuong hiéu trén thi truong Viét
Nam da dan duoc hinh thanh. Ngudi tiéu dung ciing dan chuyén viéc mua
sim tir san pham sang thuong hiéu. Khi d6, gia tri caa thuong hiéu da dan
hinh thanh trong tam tri caa ho.

Trén thé gi¢i ddco mot sd méd hinh giatri thuong hiéu va céc thang do
lwdng ching dugc xdy dung tai cac thi treong da phét trién. Tuy nhién, cac
md hinh nay lai khdng phu hop véi thi truong Viét Nam. Lay vi du, md hinh
cua Keller (1993, 1998) duara hai thanh phan cua gia tri thuwong hiéu la nhan
biét thwong hiéu va an tuong thuong hiéu. Nhung thanh phan an tuong
thuong hiéu 1a mot kha niém bac cao bao gom nhiéu thanh phan nhu déng
hanh thuong hiéu va déng hanh thuong hiéu lai bao gdm nhiéu thanh phan
con khéc nita nhu thudc tinh, loi ich, thédi do... Cac thanh phan con nay lai bao
gom nhiéu thanh phan con khéc. Piéu nay gay nhiéu kho khin cho viéc do
lwong.

Tuong tu nhu vay, c&c md hinh khéc tuy c6 mac do biéu thi gia tri
thuong hiéu cao nhung mic do thuc té khdng cao 1am cho cac nudc ma mic
d6 phét trién vé thuong hiéu chua cao va mirc do phirc tap trong mua sim va
tiéu dung con thap. Vi du nhu mé hinh gia tri thuong hiéu cua Aaker (1991,
1996) cé thanh phan thuc tinh ¢éng hanh thuong hiéu kha chung chung, gay
kho khan cho nguoi tiéu dung khi nhan dang thanh phan ndy. Hay trong mo

hinh gid tri thuong hiéu caa Lassar (1995), c&c thudc tinh caa san pham la
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mot thanh phan caa khd niém an tuong thuong hiéu khé cé thé phan biét
duoc véi chat luong cam nhan vi khi danh gia chat luong nguoi tiéu ding
thuong lién hé véi céc thudce tinh san pham.

Véi nhirng ly do néu trén, nghién ciru nay s tap trung vao viéc do
luong gid tri thuong hiéu sira twoi Vinamilk dya vao mé hinh gia tri thuong
hiéu caa Nguyén Dinh Tho va Nguyén Thi Mai Trang (2002) vi md hinh nay
duoc xay dung tai thi truong Viét Nam phu hop véi pham vi nghién ciru caa
dé tai. Hon nira, md hinh ndy ciing khdng qué phirc tap, cac khé niém nghién
ctru kha rd rang, dé dang trong viéc xay dung thang do ciing nhu dé dang cho
céc d6i tuong nghién ctru trong viéc tra 1o bang cau hoi.

Nghién ciru ndy gia thuyét c6 bdn thanh phan ciu thanh giatri thuong
hiéu sira tvoi Vinamilk, d6 1a nhan biét thuong hiéu, chat lugng cam nhan,
long ham muédn thuong hiéu va long trung thanh thuong hiéu.

2.5.1. Nhdn biét thuweng higu

Nhan biét throng hiéu 1a mot thanh phan cuatha do nguoi tiéu dung
ddi voi thuong hiéu theo md hinh thd do da thanh phan. Md hinh da thanh
phan cho ring théi d6 tiéu dung bao gom: (1) nhan biét, (2) danh gia hay thich
thu, (3) xu huéng hanh vi (Michener & Delamater 1999; Schiffman & Kanuk
2000). Theo mé hinh gi& tri thuong hiéu cua Keller (1993) thi mirc @6 nhan
biét thuwong hiéu ndi 1&n kha ning mot khéach hang cé thé nhan dang va phan
biét nhitng dic diém caa mot thuong hiéu trong mot tap thuong hiéu c6 mat
trén thi truong.

Khi nguoi tiéu ding ¢ quyét dinh tiéu ding mot thuong hiéu ndo do,
trudce tién ho phai nhan biét va phan biét duoc thuong hiéu d6. Cho dén nay,
thanh phan nhan biét thuong hiéu duoc s dung trong hiu hét ca&c mé hinh
nghién ciru vé gid tri thuong hiéu trong linh virc kinh doanh san pham hiru

hinh hodc vo hinh trén thé gisi va tai Viét Nam. Chinh vi vay, trong dé tai
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nghién ciru ndy, nhan biét thuong hiéu 1a thanh phan khéng thé thiéu cua gia
tri thuong hiéu stratuoi Vinamilk.

2.5.2. Chdt lweng cam nhdn

Mot thuong hiéu s3 c6 duoc nhan thirc vé chét luong toan dién di voi
khéch hang ma khéng can thiét phai dwa vao kién thirc voi nhitng giai thich
chi tiét cia né vé chat luong. Sy nhan thic vé chat luong cd thé cam nhan
theo nhidu dang khac nhau tir nhitng loai hinh khéc nhau cua nhitng nganh
khéac nhau. Sy cam nhan chat lugng S8 truc tiép anh huong dén quyét dinh
mua va su trung thanh thuong hiéu, dac biét khi mot nguoi mua khéng duoc
thiic day hoic ¢ sy phan tich ki ludng. Ngoai ra, cam nhan chat lwong co thé
la co s cho viéc mo rong thuong hiéu.

Chat lwgng cam nhan dé cap ¢ day la chat lugng cam nhin duoc coa
ngudi tiéu ding chir khdng phai 1a chat luong caa san pham, dich vu vi chat
lwong ma khéch hang cam nhan dugc mai 1a yéu té khach hang 1am can ctr dé
ra quyét dinh tiéu dung. Do vay, chit lwgng cam nhin cua ngudi tiéu ding vé
thuong hiéu déng vai trd then chét tao nén giatrj thuong hiéu.

2.5.3. Long ham muén thueng higu

Mot nguoi tiéu dung ham mudn so hitu mot thuong hiéu khi ho thich
thi vé n6 va mudn tiéu ding nd. Vi vay, long ham mubn vé thuong hiéu néi
[én mirc do thich thd va xu hudng tiéu dung caa nguoi tiéu dung do.

Sy thich tht cia mot nguoi tiéu ding d6i véi mot thuong hiéu do
ludng dugce sy danh gid cia nguoi tiéu ding déi vai thuong hiéu do. Khi ra
quyét dinh tiéu dung, khéach hang nhan biét nhiéu thuong hiéu khéc nhau, ho
thuong so sanh céc thuong hiéu vai nhau. Khi d6, ho thuong c6 xu hudng tiéu
ding nhitng thueong hiéu ma minh thich tha. Nhu vy, s thich tha vé mot
thuong hiéu 1a két qua caa qua trinh danh gid mot thuong hiéu so véi céc

thuong hiéu khac trong cung mét tap canh tranh.
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Khi mot nguoi thé hién su thich tha va xu huéng hanh vi vé mot dbi
tugng ndo do, thi ho thudng co biéu hién hanh vi d6i vai d6i tuong d6 (Ajzen
& Fishbein 1980). Nhu vay, khi mot nguoi tiéu ding thé hién long ham mudn
ctiia ho vé mot thuong hiéu ndo dé thi ho thuong cé hanh vi tiéu ding thuong
hiéu d6. Nhu vay, 1ong ham mudn thuong hiéu [a mét thanh phan quan trong
cuagiatri thuong hiéu.

2.5.4. Long trung thanh thueng hiéu

Long trung thanh caa khach hang ddi véi thuong hiéu ¢ y nghia rat
quan trong trong viéc duy tri sy 6n dinh caathuong hiéu va giam thiéu nhitng
rai ro khi c6 nhitng bién dong caa nén kinh té. Long trung thanh cia ngudi
tiéu dung d6i voi mot thuong hiéu ndi 18n xu hudng cua ngudi tiéu ding mua
vasir dung mét thuong hiéu nao dé trong mot tap san pham, dich vu valap lai
hanh vi nay (Chaudhuri 1999). Long trung thanh caa thuong hiéu dong vai tro
guan trong trong su thanh cbng cua thuong hiéu. Loi nhuan dem lai cho
thuong hiéu caa thi trudng hién co thuong cao hon rat nhidu so véi thi trudng
méi do chi phi tiép thi it ton kém hon (Kotler 2003).

Long trung thanh cua khach hang dugc xem nhu mot ta san quy gia
nhit cia cac cong ty ndi chung va cong ty Vinamilk ndi riéng vi mot khi
khéch hang cé duoc 1ong trung thanh thi khéch hang méi co thé gan bo [au
dai véi cong ty. Do d6, mot trong nhitng cdng tac marketing can thiét nhat
trong cong ty latao dung va duy tri 16ng trung thanh caa khach hang. Vi vay,
long trung thanh thuong hiéu 1a mot thanh phan khéng thé thiéu dé cau thanh
nén giatri thuong hiéu stra tuoi Vinamilk.

Nhu vay, gia tri thwong hiéu sira twoi Vinamilk bao gdm bén thanh
phan; nhan biét thuong hiéu, chat luwong cam nhan, 16ng ham mudn thuong
hiéu va |ong trung thanh thuong hiéu. Sy gia tang gia tri caa mdi thanh phan

s3 gop phan |am giatiang giatri caathuong hiéu. Ngoai ra, theo nghién ciru vé
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céc thanh phan gid tri thuong hiéu trong linh vuc hang tiéu dung ciing nhu
trong cac linh vuc dich vu khac, long trung thanh thuong hiéu va cac thanh
phan khéc c6 méi trong quan tuyén tinh thuan. Tur d6 cd thé duara gia thuyét
rang: c6 méi twong quan thuan giira long trung thanh thuong hiéu véi cac yéu
t6 khéc cua giatri thuong hiéu 1a nhan biét thuong hiéu, chat lwong cam nhin
valong ham mubn thuong hiéu. Nhu vay, cé bagia thuyét vé méi lién hé gitta
céc thanh phan nay nhu sau:

Gia thuyét H1: Khéach hang c6 mirc dé nhdn biét thirong hiéu cang
cao thi long trung thanh dsi véi thirong hiéu cang cao.

Gia thuyét H2: Khéch hang ¢ s cam nhdn vé chat lieong cia thirong
hiéu cang cao thi 1ong trung thanh dai véi thirong hiéu cang cao.

Gia thuyét H3: Khach hang cé 1ong ham muén thuong hiéu cang cao

thi long trung thanh dsi véi thirong hiéu cang cao.

4 N
Nhan biét thueong hiéu
J
N
Chat lugng cam nhan
Giatri thuong hiéu <

Long ham muédn thuong hiéu

~

L ong trung thanh thuong hiéu

J

Hinh 2.5: M6 hinh giatri thwong hiéu sira twei Vinamilk
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Ngoai ra, cach nhin nhan vadanh gia vé cac thanh phan giatri thuong
hiéu ciing c6 thé khéc nhau theo gidi tinh, d6 tudi va thu nhap cia nguoi tiéu
ding. Do vay, nghién ctu ciing duaragia thuyét:

Gia thuyét H4: Co s khéc biét trong danh gia vé céc thanh phan gia
tri thurong hiéu theo gidi tinh cua nguoi tiéu dung.

Gid thuyét H5: C6 sir khéc biét trong danh gié vé céac thanh phan gia
tri thuong hiéu theo dg tudi cia nguoi tiéu ding.

Gia thuyét H6: Co s khéc biét trong danh gia vé céc thanh phan gia
tri thurong hiéu theo thu nhdp cua nguroi tiéu dung.

2.6. Tom tit

Chuong 2 datrinh bay |y thuyét vé thuong hiéu, giatri thuong hiéu va
cac md hinh gid tri thwong hiéu trén thé gisi va tai Viét Nam. Chuong nay
ciing d& md hinh hda cac thanh phan caa gid tri thuong hiéu sira tuoi
Vinamilk. Theo d6, giatri thuong hiéu sira twoi Vinamilk bao gdm bén thanh
phan; nhan biét thuong hiéu, chat luwong cam nhan, 16ng ham mudn thuong
hiéu va long trung thanh thuong hiéu. Bdng thoi, chuong ndy ciing da xay
dung nhitng gia thuyét vé méi lién hé giita cac thanh phan giatri thuong hiéu
vagia thuyét vé sy khéc biét trong danh gia vé céc thanh phan gia tri thuong
hiéu theo dic diém caa ddi twong nghién ctu.

Chuong 3 s& trinh bay phuong phép nghién ctu dugc thuc hién dé
diéu chinh, danh gia céc thang do ludng cac kha niém nghién ciu vadé kiém

dinh md hinh nghién ctru véi céc gia thuyét da dé ra
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Chwong 3
PHUONG PHAP NGHIEN CUU

31 Gigithigu

Chuong 2 trinh bay |y thuyét vé thuong hiéu va gia tri thuong hiéu.
M6 hinh gia tri thwong hiéu sira twoi Vinamilk ciing da dugc xéy dung kem
theo cac gia thuyét. Chuong 3 nham muc dich gidi thiéu phuong phép nghién
ctru sir dung dé diéu chinh, dénh gia céc thang do ludng céac khéi niém nghién
ctru va dé kiém dinh mé hinh nghién ctru voi céc gia thuyét da dé ra. Chuong
nay bao gom ba phan chinh: (1) thiét ké nghién ctu; (2) céc thang do luong
cac khai niém nghién ciru; va (3) danh gia so bd thang do.

3.2. Thiét ké nghién ciru

3.2.1. Phuwong phép nghién ciru

Nghién ciu ndy bao gom hai budc chinh: nghién ctru so b va nghién
ciru chinh thac.

- Nghién ctru so b dugc thuc hién théng qua hai phuong phép: dinh
tinh vadinh luong.

+ Nghién ciru so bo dinh tinh @& kham ph4, diéu chinh va bé sung cac
bién quan s& dung dé do luong cac khé niém nghién ciru. Nghién ciru dinh
tinh duoc thuc hién biang cach st dung ky thuat thao luan nhom tap trung dé
tim ra c&c y kién chung nhat vé gia tri thuong hiéu sira tuoi Vinamilk. Dua
vao thang do cua Nguyén Binh Tho va Nguyén Thi Ma Trang (2002), dan
bai thao luan nhém dugc thanh 1ap rdi dua vao thao luan dé chon ra nhitng
cau hoi phu hop sir dung cho nghién ciru nay. Phuong phép thao luan nhdm
vira dé khdm phé céc yéu té6 mai, vira @é khiang dinh lai cac yéu té co sin
trong thang do. Mat khéc, théng qua y kién cua cac thanh vién tham gia thao

luan d@é diéu chinh tir ngit duoc s dung cho phil hop, dé hiéu vard rang.



+ Nghién citu so bo dinh lugng dugc thuc hién dé danh gia so bo vé
do6 tin ciy va gia tri cia cac thang do da thiét ké va diéu chinh cho phl hop
V6i nguoi tiéu ding tai Thanh phé H6 Chi Minh. Nghién ctru ndy duogc thuc
hién bang phuong phép phong vén truc tiép théng qua bang cau hoi chi tiét.

- Nghién cttu chinh thirc ciing duoc thuc hién bing phuong phép
nghién ciru dinh lwgng. Nghién ciru dinh lwgng nay dugc thuc hién théng qua
phuong phép phong van truc tiép nguoi tiéu dung va duoc sir dung dé kiém
dinh lai mé hinh nghién ctu va céc gia thuyét trong mé hinh.

3.2.2. Quy trinh nghién ciru

[ Co so ly thuyét

—

A 4

Thang do nhép 1

¥
y

Nghién ctru so b dinh tinh

)
~—

Thang do nhép 2

i
y

Nghién ciru so bo dinh lugng

)
—

Thang do chinh thac

"
by

Nghién ctu chinh thirc dinh luong

(. J

A 4
e N

Két qua nghién cau

Hinh 3.1: Quy trinh nghién cau
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3.3. Piéu chinh thang do

Thang do trong nghién ciru ndy duoc ké thira tir cac thang do da co
trudc day va duoc diéu chinh, b sung cho pht hop dua vao két qua cua
nghién ciru dinh tinh (thao luan nhém tap trung).

Nhu d trinh bay trong chuong 2, ¢6 bén khé niém nghién ctu duoc
s dung trong nghién ctru ndy, d6 |a nhan biét thuong hiéu (ky hiéu 1a nb),
chat lwong cam nhan (ky hiéu la cl), 1ong ham muébn thuong hiéu (ky hiéu &
hm) valong trung thanh thuong hiéu (ky hiéu latt).

3.3.1. Po lwong mirc dé nhdgn biét thiong hiéu

Ké thira tir thang do ludng micc do nhan biét thuong hiéu trong md
hinh caa Nguyén Pinh Tho va Nguyén Thi Mai Trang (2002), mac do nhan
biét thuong hiéu dugc ky hiéu la nb va dugc do luong bang 6 bién quan sit,
ky hiéu tir nbl d&én nb6 (Bang 3.1). Céc bién quan sé& duoc do luong bing
thang do Likert 5 diém.

Bang 3.1: Thang do mirc dd nhan biét thwong hiéu

Ky hiéu bién Cau hoi
nbl T6i biét duoc sira tuoi Vinamilk.
nb2 T6i 6 thé dé dang nhan biét sita twoi Vinamilk trong cac
loai siratuoi khac.
nb3 T6i 6 thé dé dang phan biét sira tuoi Vinamilk véi cac |oai
sira tuoi khéc.
nb4 Céc dic diém cia sita tuoi Vinamilk co thé dén véi toi mot

céch nhanh chéng.

nb5 T6i 6 thé nhé va nhan biét logo cia sira twoi Vinamilk mot
céch nhanh chéng.

nb6 Mot cach tong quét, khi nhac dén sira tuoi Vinamilk toi c6
thé dé dang hinh dung rano.
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3.3.2. Po lwong chdt lweng cam nhan

Chét lwgng cam nhan caa ngudi tiéu ding ddi voi mot thuong hiéu
duoc ky hiéu lacl vaduoc do luong dua vao dénh gid caa ngudi tiéu dung dbi
véi cac thugce tinh caa thuong hiéu do.

Céc thang do dung dé do ludng chat lugng cam nhan thuong & dang
tong quét (Dodds WB & ctg 1991, Yoo B & ctg 2000). Tuy nhién, két qua
nghién ciru dinh tinh cho thdy, déi vai siratuoi, nguoi tiéu ding quan tam dén
huong vi thom ngon, b dudng, hop vé sinh, tién loi khi sir dung, bao bi dep
mét. V1 vay, thang do luong chat lwgng cam nhan bao gdm 6 bién quan sét, ky
hiéu tir cl1 dén cl6 (Bang 3.2). Céc bién quan sa ndy ciing dugc do luong
bang thang do Likert 5 diém.

Bang 3.2: Thang do chat lweng cam nhan

Ky hiéu bién Cau héi
cl Siratuoi Vinamilk rat thom ngon.
cl2 Sratwoi Vinamilk rat bd dudng.
cl3 Siratuoi Vinamilk rat hop vé sinh.
cl4 Siratuoi Vinamilk rat tién loi khi sir dung.
cl5 Bao bi cuasitatuoi Vinamilk tréng rat dep mit.
d6 Mot cach tong quét, chat lugng ciia sita tuoi Vinamilk rat
Ca0.

3.3.3. Po lwong ldng ham muén thueng higu

Ké thira tir thang do ludong 10ng ham muén thuong hiéu trong mé hinh
cia Nguyén Dinh Tho va Nguyén Thi Mai Trang (2002), sau khi diéu chinh
théng qua nghién ciru dinh tinh, 16ng ham mubn thuong hiéu dugc ky hiéu 1a
hm va dugc do luong bang 5 bién quan sét, ky hiéu tr hm1 dén hm5 (Bang
3.3). Céc bién quan s&t dugc do luong bang thang do Likert 5 diém.
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Bang 3.3: Thang do ong ham muén thwoeng hiéu

Ky hiéu bién Cau hoi

hml Tai thich dung sratuoi Vinamilk hon cac thuong hiéu khéac.

hm?2 T6i tin rang ding siratwoi Vinamilk xang dang dong tién
hon cac thuong hiéu khac.

hm3 Kha ning mua sita tuoi Vinamilk caatdi rat cao.

hma T6i nght rang, néu di mua sira tuoi, t6i s& mua sira tuoi
Vinamilk.

hm5 T6i tin rdng, t6i mudn mua sitatuoi Vinamilk.

3.3.4. Do lwong long trung thanh thuwong hiéu

L ong trung thanh thuong hiéu dua vao thang do cia Yoo & ctg (2000)
va Nguyén Pinh Tho & ctg (2002). Tuy nhién, theo két qua caa nghién ctu
dinh tinh, nguoi tiéu ding cho biét néu ho thich thi mot thuong hiéu va tin
tuong vao né thi ho s3 tiép tuc ding thuong hiéu do6 trong thoi gian téi. Vi
vay, long trung thanh thuong hiéu dugc ky hiéu latt va duoc do luong bing 5
bién quan sét, ky hiéu tir tt1 dén tt5 (Bang 3.4). Céc bién quan sat ndy ciing
duoc do luong bang thang do Likert 5 diém.

Bang 3.4: Thang do long trung thanh thwong hiéu

Ky hiéu bién Cau hoi

t1 T6i cho rang toi 1akhéch hang trung thanh cia sita tuo
Vinamilk.

w2 Sira twoi Vinamilk [asy lwachon dau tién cia toi.

t#3 T6i s khong mua sira tuoi khéac néu siratwoi Vinamilk co
ban ¢ ctra hang.

tt4 TOi ¢ tim mua duoc sira tuoi Vinamilk chiar khong mua cac
loai khé&c.

ttS T6i & tiép tuc duing sira tuoi Vinamilk trong thoi gian téi.
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3.4. Panh giaso bo thang do
Céc thang do céc khéai niém nghién ctu dugc kiém dinh so bo bing
dinh lugng trude khi thyc hién nghién ciu chinh thic. Viéc kiém dinh nay
duoc thuc hién thong qua mot nghién cau dinh luong so bd véi mot mau
thuan tién cd kich thuéc 100. Hai cdng cu sir dung dé kiém dinh so bo céac
thang do 1a hé sd tin cdy Cronbach alpha va phuong phép phan tich nhan té
kham pha EFA.

Bang 3.5: Cronbach alpha cia cac khai niém nghién ciu

Trung binh Phuong sai Tuong quan Cronbach
thang do thang do bién — tong Alpha
néu loai bién | néuloai bién hiéu chinh néu loai bién
Nhan biét thwong hiéu (nb): Cronbach alpha = .849
nbl 18.96 10.342 405 .869
nb2 18.66 9.681 .695 .815
nb3 18.33 9.738 .589 .833
nb4 18.56 8.916 753 .800
nb5 18.35 9.119 (23 .807
nb6 18.64 9.303 .666 .818
Chat lwong cam nhan (cl): Cronbach alpha = .874
cll 17.89 9.836 711 .846
cl2 18.06 9.794 732 .843
cl3 17.79 10.168 .665 .854
cl4 17.61 9.978 .655 .856
cl5 18.19 10.479 547 .874
cl6 18.21 9.582 .756 .838




31

Trung binh Phurong sai Tuong quan Cronbach
thang do thang do bién —tong Alpha
néu loai bién | néuloai bién hiéu chinh néu loai bién
L ong ham mudn thwong hiéu (hm): Cronbach alpha = .762
hm1l 13.73 6.886 .626 .687
hm?2 14.01 7.768 519 A27
hm3 13.52 7.121 .380 .786
hm4 13.56 6.734 585 .700
hm5 13.58 6.933 .603 .695
Long trung thanh thwong hiéu (tt): Cronbach alpha=.854
ttl 13.22 9.022 732 .806
tt2 13.10 8.899 .716 .810
tt3 13.41 9.093 .653 .828
tt4 13.76 9.255 .640 831
tt5 12.91 10.305 .602 .840

Két qua Cronbach apha cho thiy céc thang do déu dat do tin cay. Céc
hé sb twong quan bién — téng déu cao (nho nhat 1a bién hm3 = 0.380).
Cronbach alpha cua céc thang do ciing déu cao, nho nhat |a thang do long
ham muédn thuong hiéu hm = 0.762. Cu thé 1a Cronbach alpha cua thang do
nhan biét thuong hiéu nb 1& 0.849; cua thang do chit lwgng cam nhan cl 1a
0.874; caa thang do 1ong ham mudn thuong hiéu hm 1&0.762 va caa thang do
long trung thanh thuong hiéu tt 1& 0.854 (Bang 3.5). Vi vay, tat ca céc bién
quan sét déu s8 duoc st dung trong phan tich nhan té kham pha EFA.

Sau khi thuc hién phan tich nhan t5 kham pha EFA, ta thiy bién nbi
bi téch ra thanh mot yéu tb riéng (Phu luc 3). Vi vay, téc gia loai bién nbl ra
khoi thang do vatién hanh phan tich lai EFA.
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Bang 3.6: Két qua phan tich nhan té6 kham pha EFA

sau khi loai bién nb1

Thanh phan
1 2 3 4
cl4 812
cll 787
cl3 773
cl6 752
cl2 727
cl5 .600
ttl .789
tt4 .786
tt2 764
tt3 .753
tt5 .681
nb2 827
nb4 824
nb5 804
nb3 739
nb6 .698
hml 817
hm4 .738
hm5 729
hm2 .605
hm3 519
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Sau khi loai bién nbl, két qua cho thiy hé sb KMO (Kaiser — Meyer —
Olkin) 14 0.790 > 0.5; mirc y nghia cua kiém dinh Barlett c6 sig. = 0.000 <
0.05; c6 bdn nhan t6 duoc trich tai Eigenvalue = 1.764 >1; tong phuong sai
trich 1263.183 % > 50% (Phu luc 4). Nhu vy, tt ca cac bién (ngoai trir bién
nbl) déu duoc st dung dé do luong céc thanh phan cua gia tri thuong hiéu
siratuoi Vinamilk trong nghién ciru chinh thac.

35. Tom tit

Chuong 3 d4 trinh bay phuong phap nghién ciu dugc thuc hién dé
danh gia thang do cac khd niém nghién ciru. Phueong phdp nghién ciru dugc
thuc hién qua hai buéc: so bo va chinh thirc. Nghién ciru so bo ciing duoc
thuc hién qua hai budc: dinh tinh va dinh lugng. Ky thuat thao luan nhom
duoc dung trong buéc nghién ctu dinh tinh va ki thuat phong van truc tiép
théng qua bang cau hoi chi tiét dugc dung trong budc nghién ctru so bd dinh
lwgng. Nghién ciru chinh thirc [a mot nghién ciru dinh lugng va ciing sir dung
k§ thuat phong vén truc tiép trong budc nghién ciru ndy.

Céc thang do duoc kiém dinh so bo bing phuong phép d6 tin cay
Cronbach alpha va phan tich nhan t6 kham pha EFA. Sau khi diéu chinh, két
qua cho thdy céac thang do dat yéu cau va sin sang cho nghién ctu dinh luong
chinh thaec.

Chuong 4 s3 mé ta théng tin vé miu cua nghién ciru chinh thirc. Bong
thoi, két qua caa nghién ciu dinh lwong chinh thirc s3 dugc trinh bay, bao
gdm viéc danh gia lai thang do, phan tich hdi quy tuyén tinh boi, kiém dinh t-
test va phén tich phuong sai ANOVA.



34

Chwong 4
KET QUA NGHIEN CUU

41. Giéithigu

Chuong 3 trinh bay phuong phép nghién ctu dé kiém dinh md hinh
nghién ctru véi céc gia thuyét da ¢ ra. Chuong 4 nham muc dich trinh bay
két qua kiém dinh md hinh nghién ctru clng véi céc gia thuyét dua ra trong
md hinh. Chuong 4 bao gom bbn phan chinh: (1) mé ta théng tin vé mau caa
nghién cau; (2) danh gia thang do bang do tin cay Cronbach alpha va phan
tich nhan t6 kham pha EFA; (3) phan tich méi quan hé giira long trung thanh
thuong hiéu véi céc thanh phan khéc ciu thanh gid tri thuong hiéu; va (4)
phan tich sy khéc biét trong danh gid vé cac thanh phan gia tri thuong hiéu
theo dic diém cua déi twgng nghién ctu.

4.2.  M4iu nghién ciru

Mau dugc chon theo phuong phép chon mau thuan tién vai ba thudc
tinh kiém soét: gigi tinh, do tudi vathu nhap.

Phan tich nhan t5 kham pha EFA va phan tich hdi quy boi |a phuong
phép chii yéu trong nghién ctru ndy. Vi vay, dé tién hanh phan tich nhan té
khém phé EFA tét, sd miu nghién ciru can dat it nhat &5 mau twong ang Voi
mot bién quan s&t (Bollen 1989 duoc trich dan trong Nguyén Binh Tho 2011).

M hinh nghién ciru cua dé tai ¢6 21 bién quan sét, vi thé kich thudc
mau can thiét & kiém dinh mé hinh 1an = 21 x 5 = 105. Tuy nhién, dé dat
duoc muc do tin cay cao hon trong nghién ciru, ¢ mau trong nghién cau dinh
lugng chinh thirc dugc chon 14200 mau.

Tong cong cd 200 bang cau hoi duoc phét ra, thu vé 188 bang, loai trir
13 bang khéng dat yéu cau do cd nhiéu cau dé tréng khéng tra 101 hoic cac

cau tra 10i khéng hop 1y (cuing mot cau tra |di cho tat ca cac cau hoi), con lai



175 bang cau hoi hoadn tat duoc sir dung. Dit liéu dugc nhap va lam sach

théng qua phan mém SPSS 20.
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Bang 4.1: Thong ké giéi tinh mau nghién ciru

L ‘ Phan tram | Phan tram
Tanso | Phantram | ]
coy nghia| tichliy
Nam 86 49.1 49.1 49.1
Nir 89 50.9 50.9 100.0
Tong 175 100.0 100.0

Bang 4.2: Thong ké do tudi mau nghién ciru

o . Phan tram | Phan tram
Tanso |Phantram| )
coy nghia| tichlay
Duéi 25 tudi 49 28.0 28.0
Tir 25 — 40 tudi 86 49.1 49.1
Trén 40 tudi 40 22.9 22.9 100.0
Tong 175 100.0 100.0
Bang 4.3: Théng ké thu nhap miu nghién cieu
o ‘ Phan tram | Phan tram
Tanso |Phantram| ]
cOy nghia| tichliy
Duéi 5 triéu dong 36 20.6 20.6
T 5—10 triéu dong 74 42.3 42.3
Trén 10 triéu dong 65 37.1 37.1
Tong 175 100.0 100.0
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Qua két qua théng ké cia mau nghién ciru, téc gia nhan thay trong 175
nguoi tham gia phong van c6 86 nam va 89 ni, chiém ty Ié twong ung la
49,1% va 50,9%.

V& d6 tudi, c6 49 ngudi dugce phong van ¢ do tudi dudi 25 tudi (chiém
28% mau), 86 ngudi tir 25 — 40 tudi (chiém 49,1%) va 40 ngudi trén 40 tudi
(chiém 22,9%).

V& thu nhap, c6 36 ngudi c6 thu nhap dudi 5 triéu dong / thang (chiém
20,6% mau), 74 nguoi cd thu nhap tir 5 — 10 triéu dong / thang (chiém 42,3%)
va 65 nguoi cd thu nhap trén 10 tridu dong / thang (chiém 37,1%).

4.3. Kiém dinh dé tin cay ciathang do bing Cronbach alpha

4.3.1. Nhgn biét thiwong hiéu

Thang do nhan biét thuong hiéu véi 5 bién quan sét co hé sb Cronbach
apha 14 0.798. Hé sb Cronbach apha néu loai bién déu 16n hon 0.7. Mt
khéc, hé sb twong quan bién — tong giita cac bién déu lon hon 0.3. Tuong
quan bién — téng cao nhit 1a nb4 = 0.649 va nho nhat 1a nb3 = 0.463 (Bang
4.4). Véi két qua ndy, thang do nhan biét thuong hiéu duoc giit nguyén cho
viéc phan tich nhan té kham pha EFA.

Bang 4.4: Cronbach alpha ciia thang do nhén biét thwong hiéu

Trung binh Phuong sai Tuong quan Cronbach
thang do thang do bién —tong Alpha
néu loai bién | néuloai bién hiéu chinh néu loai bién
Nhan biét thwong hiéu (nb): Cronbach alpha=.798
nb2 9.57 3.810 .607 .751
nb3 9.72 4.203 463 94
nb4 9.58 3.671 .649 JA37
nb5 9.79 3.869 .603 .753
nb6 9.46 3.744 .580 .760
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4.3.2. Chdt lwgng cém nhdn

Thang do chat lwgng cam nhan véi 6 bién quan sét co hé sé Cronbach

apha & 0.867. Hé s Cronbach apha néu loai bién déu lén hon 0.8. Mat

khéc, hé sd twong quan bién — téng gitta cac bién déu 16n hon 0.3. Tuong

quan bién — téng cao nhat 1a cl6 = 0.764 va nho nhit 1a cl5 = 0.484 (Bang

4.5). Vi két qua ndy, thang do chat luong cam nhan duogc gitr nguyén cho

viéc phan tich nhan té kham pha EFA.

Bang 4.5: Cronbach alpha ciia thang do chat lweng cam nhan

Trung binh Phuong sai Tuong quan Cronbach
thang do thang do bién —tong Alpha
néu loai bién | néuloai bién hiéu chinh néu loai bién
Chat lwong cam nhan (cl): Cronbach alpha = .867

cll 17.65 9.125 712 .836
cl2 17.75 9.109 .43 .830
cl3 17.57 9.626 .673 .843
cl4 17.36 9.714 .627 .851
cl5 17.81 9.913 484 .878
cl6 17.86 8.809 .764 .826

4.3.3. Long ham muén thuweng hiéu

Thang do 16ng ham mudn thuong hiéu véi 5 bién quan sat ¢ hé sb
Cronbach alphala0.855. Hé s Cronbach alpha néu loai bién déu 1én hon 0.8.
Mt khéc, hé sb trong quan bién — tong giira cac bién déu cao valon hon 0.6.
Tuong quan bién — tong cao nhat 1a hm5 = 0.685 va nho nhit 1a hm4 = 0.655
(Bang 4.6). Véi két qua ndy, thang do 1ong ham muén thuong hiéu duoc gitr

nguyén cho viéc phan tich nhan tb kham pha EFA.
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Bang 4.6: Cronbach alpha cia thang do 16ng ham muén thwoeng hiéu

Trung binh
thang do

néu loai bién

Phuong sai
thang do

néu loai bién

Tuong quan
bién —tong

hiéu chinh

Cronbach
Alpha

néu loai bién

L ong ham muén th

wong hiéu (hm):

Cronbach alpha=.855

hml 12.71 6.587 672 .824
hm?2 12.75 6.488 .674 .823
hm3 12.67 6.175 .660 .828
hm4 12.89 6.516 .655 .828
hm5 12.78 6.531 .685 .820

4.3.4. Long trung thanh thaeong hiéu

Thang do long trung thanh thuong hiéu voi 5 bién quan sét co hé sb

Cronbach alphala0.895. Hé s Cronbach alpha néu loai bién déu 1én hon 0.8.

Mt khéc, hé sb trong quan bién — tong giira cac bién déu cao valon hon 0.7.

Tuong quan bién — tong cao nhat 1a tt2 = 0.781 va nho nhat & tt5 = 0.704

(Bang 4.7). Vi két qua ndy, thang do 1ong trung thanh thuong hiéu duoc giir

nguy@n cho viéc phan tich nhan tb kham pha EFA.
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Bang 4.7: Cronbach alpha cia thang do Iong trung thanh thweng hiéu

Trung binh Phuong sai Tuong quan Cronbach
thang do thang do bién —tong Alpha
néu loai bién | néuloai bién hiéu chinh néu loai bién

Long trung thanh thwong hiéu (tt): Cronbach alpha=.895

ttl 12.57 8.465 A72 .865
tt2 12.48 8.286 781 .863
tt3 12.69 8.631 142 872
tt4 12.93 8.885 714 .878
ttS 12.27 9.416 704 .881

4.4. Phan tich nhan té khdm pha EFA

Viéc tién hanh phan tich nhan té dugc thuc hién thdng qua phan mém
SPSS 20 véi phuong phép trich cac nhan té (phwong phdp mic dinh 1a rit
trich céc thanh phan chinh — Principal components analysis), phuong phép
xoay nhan t6 Varimax procedure (xoay nguyén cac goc nhan té dé tdi thiéu
héa lugng bién c6 hé sb 16n tai cing mot nhan td, vi vay s& tang cuong kha
nang giai thich cac nhan t6) va diém dirng khi trich nhan té c6 Eigenvalue 1a
1. Chi s KMO (Kaiser — Meyer — Olkin Measure of Sampling Adequacy) 1a
mot chi sd ding dé xem xét sy thich hop cua phan tich nhan té. Tri sd cua
KMO Ién (gitta 0.5 va 1) la diéu kién du dé phan tich nhan té 1a thich hop,
con néu nhu tri sd ndy nho hon 0.5 thi phan tich nhan té ¢é kha nang khdng

thich hop véi céc dir liéu (Hoang Trong va Chu Nguyén Mang Ngoc 2008).
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Bang 4.8: Két qua kiém dinh KMO va Bartlett

Kaiser-Meyer-Olkin Measure of Sampling Adeguacy. .857
Approx. Chi-Square 2004.128
Bartlett's Test of
210
Sphericity
Sig. .000

Két qua phan tich nhan t5 kham pha EFA véi mau nghién ciu cu thé
nhu sau: chi sd KMO khé cao = 0.857 > 0.5 véi mic y nghiasig = 0.000 < 0.05
cho thdy phan tich nhan té rat thich hop vai di liéu.

Qua trinh kiém dinh ciing chi ra, c6 4 nhan té dugc trich tai Eigenvalue
= 1.252 > 1, phuong phdp trich Principal component va phép quay Varimax, co
4 nhan té dugc trich tir 21 bién quan sét, hé sd tai nhan té cua cac bién déu lon
hon 0.5, tong phuong sai trich dat 63.501% cho biét rang 4 nhan t6 rit trich
giai thich dugc 63.501% sy bién thién cua dit liéu (Phu luc 5). Do vay, céc bién
quan sét trong thang do giatri thuong hiéu déu quan trong va thang do nay co y
nghia thiét thuc.
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Bang 4.9: Két qua phan tich nhan té6 kham pha EFA

Thanh phan
1 2 3 4
cl2 .808
cl3 .807
cl6 779
cll 778
cl4 22
cl5 514
ttl 783
tt2 781
ttS 27
tt4 .696
tt3 .693
hm3 .786
hm?2 .785
hm4 182
hm5 778
hml 755
nb4 765
nb5 .758
nb6 743
nb2 .699
nb3 576
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Nhu vay, sau khi danh gia thang do gia tri thwong hiéu sira tuoi
Vinamilk bing hé sb tin cay Cronbach apha va phan tich nhan té kham pha
EFA thi c&c thang do dua ra ban dau déu dat y&u cau va dugc gitt nguyén.
Thang do gia tri thuong hiéu sira tuoi Vinamilk bao gdm 4 thanh phan va 21
bién quan séa. Thanh phan nhan biét thuong hiéu (nb) duoc do luong bing 5
bién quan s, thanh phan chit luong cam nhan (cl) duoc do ludng bang 6
bién quan sét, thanh phan 1ong ham muén thuong hiéu (hm) dugc do luong
bang 5 bién quan s& va thanh phan long trung thanh thuong hiéu dugc do
lwdng bang 5 bién quan sit.

4.5. Phan tich hdi quy tuyén tinh bi

Trong cac thanh phan cua giatri thuong hiéu, 16ng trung thanh thuong
hiéu déng va tro quan trong trong s thanh cong cua thuong hiéu. Nganh
marketing da cho thay cac cong ty thuong c6 ao tuong |a ludn di tim thi
truong méi ma quén viéc nudi dudng thi truong hién co, trong khi @6 loi
nhuan dem lai cho thuong hiéu caa thi trudong hién cé thuong cao hon rat
nhiéu so véi thi trudng méi do chi phi tiép thi it ton kém hon. Do vay, nghién
ctru mdi quan hé giira thanh phan 16ng trung thanh thuong hiéu véi ba thanh
phan con lai 1a nhan biét thuong hiéu, chat luwong cam nhan va long ham
muébn thuong hiéu lamot viéc 1am can thiét.

Dé nghién cru méi quan hé gitta cac thanh phan cua gié tri thuong
hiéu, téc gia sir dung md hinh héi quy tuyén tinh boi. M6 hinh ndy c6 mot
bién phu thuc 1 10ng trung thanh throng hiéu vababién doc 1ap 1a nhan biét
thuong hiéu, chat lwgng cam nhan, 16ng ham mudn thuong hiéu. M6 hinh
nghién ciu duoc biéu dién bang phuong trinh hdi quy tuyén tinh da bién co
dang nhu sau:

Y = Po+ BIX1+ B2X2 + B3X3

Trong do:
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Y: Long trung thanh thuong hiéu

X 1: Nhan biét thuong hiéu

X2: Chét lugng cam nhan

X3: Long ham mubn thuong hiéu

Bo: Hang sb

Bi: Hé sb hoi quy riéng phan twong ung véi cac bién doc 1ap Xi

4.5.1. Xem xét ma tr@n twong quan gi#a cac bién

Trudc khi tién hanh phan tich hdi quy tuyén tinh boi, méi twong quan
tuyén tinh gitra céc bién can phai duoc xem xét. Bang 4.10 la matran thé hién
mbi twong quan tuyén tinh gitta c&c bién trong mé hinh.

Ma tran ndy cho biét méi quan hé giira bién phu thusc — long trung
thanh thuong hiéu — vai tirng bién doc 1ap trong mé hinh va ddng thoi cho
biét mbi quan hé giira céc bién doc 1ap voi nhau.

Véi ma tran ndy, méi twong quan giira long trung thanh thuong hiéu
Vvé6i céc bién doc 1ap khéc trong md hinh dugc thé hién 1a mbi tuong quan kha
chit chg, hé sb twong quan gitra [ong trung thanh thuong hiéu vai tat ca cac
bién khéc déu lon hon 0.3. Tuong quan it nhat véi 10ng trung thanh thuong
hiéu 1a yéu té long ham mubn thuong hiéu va tuong quan cao nhit 1a yéu tb
chat luong cam nhan. Vai két qua ndy, c6 thé két luan so bo 1atit ca cac bién
doc 1ap 1a nhan biét thuong hiéu, chat lwong cam nhan, long ham muén
thuong hiéu déu co thé duoc dua vao mé hinh dé giai thich cho long trung
thanh thuong hiéu. Tuy nhién, muc d6 tac dong cuatirng yéu té 1&n long trung
thanh thuong hiéu s& dugc xéac dinh cu thé théng qua phan tich hdi quy tuyén
tinh boi.



Bang 4.10: Matran hé sé twoeng quan giira cac bién trong mé hinh

nb cl hm Tt
Tuong quan Pearson 1 306 255 517"
nb Sig. (2-tailed) .000 .001 .000
N 175 175 175 175
Tuwong quan Pearson 306 1 197" 585
cl Sig. (2-tailed) .000 .009 .000
N 175 175 175 175
Tuong quan Pearson 255" 197" 1 387"
hm  Sig. (2-tailed) .001 .009 .000
N 175 175 175 175
Tuwong quan Pearson 517" 585 387" 1
tt Sig. (2-tailed) .000 .000 .000
N 175 175 175 175

**_ Correlation is significant at the 0.01 level (2-tailed).

4.5.2. Panh giavakiém dinh dé ph hep ciia md hinh

Dé danh gia do phu hop caa mé hinh hdi quy tuyén tinh boi, ta dung
hé sb xé&c dinh R?. Hé sb xé&c dinh R? duoc ching minh 1& ham khéng giam
theo sb lwong bién dua véo mé hinh. Theo d6, hé sb R? ¢6 xu hudng ting
thuan chiéu véi sb luong bién dua vao mé hinh, mic di vay khéng phai
phuong trinh cang c6 nhiéu bién s& cang phu hop hon véi dit liéu. Nhu vay,
R? c6 xu huéng 1a wdc luong lac quan cua thudc do sy phu hop cia mé hinh
dbi véi dit liéu trong trudng hop 6 hon mot bién giai thich trong mé hinh.

Hé s R? khi danh gia do pht hop cia mé hinh 1& 0.511, nhu vay mé

hinh nghién ctru larat phi hop. Két qua ciing cho thiy rang R? diéu chinh nho
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hon R?, do d6 diing hé sb nay dé danh gia do phu hop caa mé hinh s& an toan
va chinh x&c hon vi n6 khdng thoi phong do phti hop ciamé hinh,
Bang 4.11: Chi tiéu danh gia do phu hep ciaa mo hinh
Mo hinh| R R R” diéu chinh
1 715° 511 .502

Sai s6 chuan caaudc lugng

.51461

Kiém dinh vé mdi quan hé tuyén tinh gitta bién phu thudc 1ong trung
thanh thuong hiéu véi céac bién doc 1ap dé xem xét bién Iong trung thanh
thuong hiéu c6 quan hé tuyén tinh vai toan bo tap hop céc bién doc 1ap hay
khong. Két qua kiém dinh hé sb R? diéu chinh 1&0.502, diéu nay cho biét mo
hinh héi quy tuyén tinh boi da xay dung phd hop véi tap dir liéu 1a 50.2%.
Hay ndi céch khéac, khoang 50.2% khéc biét caa long trung thanh thuong hiéu
quan sét duoc giai thich bai sy khéc biét caa ba yéu té nhan biét thuong hiéu,
chat luwong cam nhan valéng ham mubn thuong hiéu.

Bang 4.12: Kiém dinh d6 phu hep cia mé hinh

Tong Binh phuong _
MO hinh . df . F Sig.
binh phuong trung binh
Hoi quy 47.290 3 15.763| 59.523| .000°
1  Phandu 45.285| 171 265
Tong 92575 174

Kiém dinh F s dung trong bang phan tich phwong sai van |a phép
kiém dinh gia thuyét vé d6 phu hop cia mé hinh héi quy tuyén tinh tong thé.
Tri thong ké F trong bang 4.12 14 59.523 duoc tinh tir R? caa md hinh day du,
giatri sig = 0.000 cho thay an toan khi béc bo gia thuyét Ho 1aB1=p2 = B3 =
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0 (ngoai trir hang sd). Nhu vay, mé hinh hdi quy tuyén tinh boi dua rala phu
hop véi dit liéu vaco thé sir dung duoc.

4.5.3. Y nghia cac hé so héi quy trong mé hinh

Hé sb Beta chuan hda dung dé danh gia mirc d6 quan trong cua céc
nhan té téc dong dén 1ong trung thanh thuong hiéu caa khéch hang. Hé sb
Beta chuan hoa cua nhan t6 ndo cang cao thi mic dé quan trong cia nhan tb
d6 téc dong dén 1ong trung thanh cang cao. Két qua phan tich hdi quy cua md
hinh dugc trinh bay trong bang 4.13.

Bang 4.13: C4c thong sb thong ké caa tirng bién trong mé hinh

Hé so Hé so Chi sd
Mé hinh chuachuainhéa |chuinhdéa| t |[Sig.| dacongtuyén
B |Saisdchuin| Beta Dungsai| VIF
(Hing s0) | -.740 298 -2.484|.014
nb 496 .087 .326| 5.671|.000 .867| 1.154
cl 534 .068 442| 7.807|.000 891 1.122
hm 253 .065 217| 3.882|.000 919| 1.088

Nhu vay, pheong trinh hdi quy vé mbi quan hé gitta long trung thanh
thuong hiéu véi cac nhan tb nhan biét thwong hiéu, chat lwong cam nhan va
ldng ham muén thuong hiéu duoc thé hién nhu sau:

tt = 0.442 cl + 0.326 nb + 0.217 hm

Két qua cho thay long trung thanh thuong hiéu cé méi quan hé rat chat
ch& véi chat lugng cam nhan véi he sb B = 0.442, sig = 0.000. Khi chét lugng
cam nhan tang [én mot don vi thi 1ong trung thanh thuong hiéu 2 tang thém
0.442 don vi trong diéu kién céc yéu té doc 1ap khac khong doi. Ké tiép la

nhan biét thuong hiéu ¢ anh hudéng 16n thir hai ¢én long trung thanh thuong
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hiéu véi hé sd p = 0.326, sig = 0.000. Cudi ciing 1a long ham mudn thuong
hiéu ciing c6 twong quan thuan véi 1ong trung thanh thuong hiéu véi hé sb B =
0.217, sig = 0.000.

Tém lai, cd thé két luan rang:

- Khi khéch hang c6 mac do nhan biét thuong hiéu cang cao thi 1ong
trung thanh thuong hiéu caa ho cang cao.

- Khi khéch hang c6 cam nhan vé chit luong caa thuong hiéu cang
cao thi long trung thanh thuong hiéu cia ho cang cao.

- Khi khéch hang c6 1ong ham mubn thuong hiéu cang cao thi long

trung thanh thuong hiéu cua ho cang cao.

4.6. Phan tich sw khéc biét trong danh gia vé cac thanh phan gia
tri thwong hiéu sira twoi Vinamilk theo diic diém cia déi twong nghién

cuwu

4.6.1. Phan tich s khac bi¢t trong danh gia vé cac thanh phan gia

tri thwong hiéu sika twoei Vinamilk theo gigi tinh ciza nguoi tiéu dung
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Bang 4.14: Kiém dinh sw khac biét vé mirc d6 danh gia theo gigi tinh

Kiém dinh
Levene vé . ) .
] Kiém dinh t vé trung binh bang nhau
phuong sai
bing nhau
Khéc biét Khoang tin cay
Sig. (2- | Khac biét , . i
F Sig. t df sal sb 95% cua khac biét
tailed) | trung binh .
chuan | Can dudi [ Cantrén
Gia dinh
phuong sai .749| .388] -1.357 173 176 -.09812 07228 -.24079( .04455
bing nhau
nb
Khéng gia dinh
phuong sai -1.359| 172.662 176 -.09812 .07218| -.24060( .04436
bing nhau
Gia dinh
phuong sai .098| .754] -3.584 173 .000 -.31705 .08846| -.49165( -.14244
I bing nhau
c
Khéng gia dinh
phuong sai -3.586 | 173.000 .000 -.31705 .08841| -.49155( -.14255
bing nhau
Gia dinh
phuong sai 1111 .293] -.851 173 .396 -.08038 .094451 -.26680( .10605
bing nhau
hm )
Khéng gia dinh
phuong sai -.850| 171.211 .397 -.08038 .09456| -.26703( .10628
bing nhau
Gia dinh
phuong sai 2.613| .108] -3.051 173 .003 -.32880 10775 -.54147( -.11612
bing nhau
tt
Khéng gia dinh
phuong sai -3.059| 171.095 .003 -.32880 10749 -.54097( -.11662
bing nhau

Céc thanh phan nhan biét thuwong hiéu, chat lugng cam nhén, long

ham muén thuong hiéu va 1ong trung thanh thuong hiéu co gia tri sig trong
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kiém dinh Levene lan luot 14 0.388, 0.754, 0.293 va 0.108 déu |6n hon 0.05
nén phuong sai cua hai nthém nam va nix 1& bang nhau. Do vay, ta sé sir dung
két qua ¢ phan kiém dinh t theo phwong sai bang nhau. Can cir vao bang 4.14,
taco két luan sau:

- Khéng c6 sy khéc biét trong dénh gia vé thanh phan nhan biét
thuong hiéu gitta nam vanir do giatri sig ¢ kiém dinh t 120.176 > 0.05.

- C6 sy khéc biét trong danh gid vé thanh phan chit lwong cam nhan
gitta nam vanit do giatri sig & kiém dinh t 120.000 < 0.05.

- Khdng co6 su khéc biét trong danh gia vé thanh phan 1ong ham mudn
thuong hiéu gitta nam vanir do giatri sig ¢ kiém dinh t 120.396 > 0.05.

- C6 sy khéc biét trong danh gia vé thanh phan long trung thanh

thuong hiéu gitta nam vanir do giatri sig & kiém dinh t 120.003 < 0.05.

4.6.2. Phan tich s khac biét trong danh gia vé cac thanh phan gia

tri thwong higu sita twoi Vinamilk theo dé tudi ciia nguoi tiéu dung

Bang 4.15: Kiém dinh sw khéac biét vé mirc dd danh gia theo dd tudi

Kiém dinh sy déng nhit cia phwong sai

Kiém dinh Levene| df1l df2 | Sig.
nb 1.684 2 172 .189
cl 1.400 2 172 .249
hm 1.340 2 172 .265
tt 152 2 172 .859
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ANOVA
Tong Trung binh _
binh phuong a binh phuong - 39

Gitra nhdm 1.156 2 578| 2562 .080
nb  Trong nhdm 38.798 172 226

Tong 39.954| 174

Gitra nhém 991 2 495 1.361 .259
cl Trong nhdm 62.620 172 .364

Tong 63.611| 174

Gitra nhdm 1.300 2 650 1.681| .189
hm  Trong nhém 66.482 172 .387

Tong 67.781| 174

Gitra nhém 2.543 2 1271 2429 .091
tt Trong nhom 90.033 172 523

Tong 92.575| 174

Céc thanh phan nhan biét thuong hiéu, chat lwong cam nhan, 1ong
ham muén thuong hiéu va 1ong trung thanh thuong hiéu co gia tri sig trong
kiém dinh Levene lan luot 14 0.189, 0.249, 0.265 va 0.859 déu |6n hon 0.05
nén khéng co su khéc biét vé phuong sai caa ba nhdm tudi, do vay thoa diéu
kién dé chay ANOVA. Can cir vao bang 4.15, ta co két luan sau:

- Khéng c6 sy khéc biét trong dénh gia vé thanh phan nhan biét
thuong hiéu, chit lwgng cam nhan, 16ng ham muén thuong hiéu va long trung

thanh thuong hiéu theo d6 tudi do tat ca c&c giatri sig déu |én hon 0.05.




tri thwong hiéu sira twoi Vinamilk theo thu nhép cria nguwoi tiéu dung

o1

4.6.3. Phan tich s khac biét trong danh gia vé cac thanh phan gia

Bang 4.16: Kiém dinh sir khac biét vé mirc d§ danh gia theo thu nhap

Kiém dinh sy déng nhit cia phwong sai

Kiém dinh Levene| df1 df2 Sig.
nb .386 2 172| .681
cl 161 2 172 .851
hm .031 2 172 970
tt 551 2 172 D77
ANOVA
Tong Trung binh _
binh phuong a binh phuong i 30
Gitranhém 125 2 363 1.590 207
nb  Trong nhdm 39.229 172 .228
Tong 30.954| 174
Gitranhém 2.946 2 1473 4.176 017
cl Trong nhém 60.665 172 .353
Téng 63.611| 174
Gitranhém 1.712 2 .856| 2228 11
hm  Trong nhom 66.070 172 384
Téng 67.781| 174
Gitra nhém 5.449 2 2.724| 5.378| .005
tt Trong nhom 87.126 172 507
Téng 92.575| 174
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Céc thanh phan nhan biét thuong hiéu, chat lwong cam nhan, 1ong
ham muén thuong hiéu va 1ong trung thanh thuong hiéu co gia tri sig trong
kiém dinh Levene lan luot 14 0.681, 0.851, 0.970 va 0.577 déu l6n hon 0.05
nén khéng co su khéc biét vé phuong sai caa ba nhém thu nhap, do vy thoa
diéu kién dé chay ANOVA. Cin ct vao bang 4.16, ta c6 két luan sau:

- Khéng c6 sy khéc biét trong dénh gia vé thanh phan nhan biét
thuong hiéu theo thu nhap do giatri sig1a0.207 > 0.05.

- C6 sy khéc biét trong danh gid vé thanh phan chit lwong cam nhan
theo thu nhap do giatri sig1a0.017 < 0.05.

- Khdng c6 su khéc biét trong danh gia vé thanh phan 1ong ham mudn
thuong hiéu theo thu nhap do giatri sigla0.111 > 0.05.

- C6 sy khéc biét trong danh gia vé thanh phan long trung thanh
thuong hiéu theo thu nhap do giatri sig1a0.005 < 0.05.

47. ToOm tit

Chuong 4 d4 trinh bay két qua kiém dinh c&c thang do thanh phan gia
tri thwong hiéu va mé hinh nghién ciru. Két qua cho thiy céc thang do déu dat
d6 tin cay. DBong thoi, khing dinh c6 méi quan hé giira long trung thanh
thuong hiéu véi céc thanh phan khéc ciu thanh gid tri thuwong hiéu sira tuoi
Vinamilk.

Chuong 5 s3 trinh bay tom tit nhirng két qua chinh caa nghién ciu, dé
xuit mot sb kién nghi ciing nhu han ché caa dé tai d¢é dinh hudng cho nhitng

nghién ctru tiép theo.
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Chwong 5
KET LUAN

51. Giéi thigu

Muc dich chinh caa nghién cau ndy |a kham phé céac thanh phan caa
giatri thuong hiéu, xay dung va danh gia thang do luwong chang ciing nhu xay
dung md hinh nghién ciu biéu dién méi quan hé gitta long trung thanh
thuong hiéu véi céc thanh phan khéc cu thanh gid tri thuong hiéu sira tuoi
Vinamilk. Dyavao ly thuyét giatri thuwong hiéu va cac mé hinh giatri thuong
hiéu trén thé giéi vatai Viét Nam, mo hinh nghién ciru dugc xay dung cling
Vi céc gia thuyét duoc dé ra (duoc trinh bay & Chuong 2).

Phuong phép nghién ctru sir dung dé kiém dinh mé hinh nghién ciu
(duoc trinh bay & Chuong 3) bao gdm hai buéc: nghién ctu so bo va nghién
ctru chinh thirc. Nghién ciru so bd bao gom hai buéc: nghién ciu dinh tinh
thuc hién théng qua k¥ thuat thao luan nhdm va nghién ciru dinh luegng thuc
hién théng qua ky thuat phong van truc tiép. Thang do dugc dénh gia so bo
théng qua phuong phéap do tin ciy Cronbach alpha va phan tich nhan té kham
ph& EFA. Nghién ctu chinh thirc ciing dugc thyc hién biang phuong phép
dinh lwong thdng qua ki thuat phong van truc tiép. Nghién ctu ndy ding dé
khing dinh lai d¢ tin cay va gid tri cua cac thang do dé kiém dinh mé hinh
nghién ciru (dugc trinh bay trong Chuong 4).

Chuong 5 nhim muc dich két luan va tém tat két qua nghién ctu.
Chuong 5 bao gom ba phan chinh: (1) tém tit nhitng két qua chinh cia nghién
ctu; (2) d& xuat mot sb kién nghi; va (3) han ché cua dé tai va huéng nghién

ctru tiép theo.
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5.2. Tém tit nhitng két qua chinh ciia nghién citu

Két qua nghién ctru cho thiy c6 bdn nhan té ciu thanh nén gia tri
thuong hiéu sita twoi Vinamilk. Do vay, dé nang cao gia tri thuong hiéu nay,
can phai tap trung nang cao ting thanh phan ciu thanh nén gia tri thuong
hiéu, d6 1& nhan biét thuong hiéu, chat luong cam nhan, ldéng ham mudn
thuong hiéu valong trung thanh thuong hiéu.

Ngoai ra, tir két qua phan tich phuong trinh hdi quy tuyén tinh cho
thiy méi tuong quan giita nhan biét thuong hiéu, chat luwong cam nhan va
long ham mudn thuong hiéu véi 1ong trung thanh thuong hiéu 1a twong quan
tuyén tinh thuan. Do vay, c6 thé két luan rang khi tang giatri cia mot nhan té
ndo trong ba nhan té ndy déu lam ting gid tri cia nhan té long trung thanh
thuong hiéu. Két qua phan tich hdi quy duoc thé hién trong phuong trinh dudi
day:

tt = 0.442cl + 0.326 nb + 0.217 hm

Nghién ciru con cho thay c6 su khéc biét trong danh gia vé thanh phan
chat lugng cam nhan va |éng trung thanh thuong hiéu theo gigi tinh va thu
nhap cua ngudi tiéu dung. Két qua nghién cau ciing cho thiy khéng co sur
khéc biét trong danh gid vé thanh phan nhan biét thuong hiéu va long ham
muébn thuong hiéu theo gigi tinh va thu nhap; ddng thoi khdng co su khéc biét
vé danh gia céc thanh phan gia tri thuong hiéu theo do tudi cua nguoi tiéu
dung.

CO thé tom tat cac két qua kiém dinh gia thuyét nhu sau:
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Bang 5.1: Tom tat két qua kiém dinh gia thuyét

. . Két qua
Gia thuyet Phat bieu i
kiém dinh
Khéch hang c6 mac do nhan biét thueong hiéu
) Duoc
H1 cang cao thi long trung thanh do6i véi thuong hiéu )
. chap nhan
cang cao.
Khéch hang c6 sy cam nhan vé chat luong caa Buoc
, uQ
H2 thuong hiéu cang cao thi long trung thanh doi véi )
. . chap nhan
thuong hiéu cang cao.
K héch hang c6 [dng ham mudn thuong hiéu cang BuoC
( uo
H3 cao thi long trung thanh doi véi thuong hiéu cang )
chap nhan
cao.
i Co su khéc biét trong danh gia vé thanh phan | Khéng duoc
nhan biét thuong hiéu theo giéi tinh. chap nhan
; Co su khéc biét trong danh gia vé thanh phan Puoc
H4 ,
chat lwvong cam nhan theo gidi tinh. chip nhan
H4
Hac Co6 su khac biét trong danh gia vé thanh phan | Khéng duoc
ldng ham mudn thuong hiéu theo gigi tinh. chap nhan
. Co6 su khéc biét trong danh gia vé thanh phan Puoc
H4
long trung thanh thuong hiéu theo gigi tinh. chip nhan
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] . Két qua
Gia thuyet Phat bieu i
kiém dinh
HEa CO su I,<héc biét trong danh gi(fl vé thanh phan Khéng duoc
nhan bict thuong hiéu theo do tuoi. chap nhan
Co sy khéc biét trong danh gia vé thanh phan | Khéng duoc
Hsb chét luong cam nhan theo do tudi. chap nhan
"o e Co su khéc l’oiét trong dénh gia vé ttlénh phan thfng duoc
long ham muon thuong hiéu theo do tuoi. chap nhan
Hid Co su khéc biét trong danh gia vé thénh phan Khéng duoc
|ong trung thanh thuong hiéu theo do tudi. chap nhan
e Co su I’<héc biét trong danh gia vé thanh phan th“fng duoc
nhan biét thuong hiéu theo thu nhap. chap nhan
Co su khéc biét trong danh gia vé thanh phan Puoc
Heb chat lugng cam nhan theo thu nhap. chép nhan
o e Co su khéc l’oiét trong dénh gia vé thanh phan th?ng duoc
long ham muon thuong hiéu theo thu nhap. chap nhan
Co su khéc biét trong danh gia vé thanh phan Puoc
Hod long trung thanh thurong hiéu theo thu nhap. chip nhan

5.3. M@t sb kién nghi

Can ctr vao két qua thu dugc caa nghién ciru, co thé dé xuat mot sb

kién nghi cho cong ty Vinamilk nhu sau:

- V& chat lvgng cam nhan:

Cong ty Vinamilk can tap trung dau tu chiéu sau vao chét lugng trong

qua trinh xay dung chién luoc phét trién thuong hiéu sira twoi Vinamilk. Chét
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lwong cam nhan vé thuong hiéu 1a nguy@n nhan chinh tao nén [ong tin valong
trung thanh cua nguoi tiéu ding. Hon nita, chat lwong cam nhan co thé gitp
cong ty ban san pham véi gia cao ciing nhu gidp cdng ty dé dang dua ra céc
dong san pham mai vao thi truong. Bé 1am dugc diéu ndy, cdng ty phai khong
ngirng nang cao chat lugng cho c&c san pham hién tai ciing nhu cho bat ky
dong san pham ndo mai dugc tung rathi truong.

- V& nhan biét thuong hiéu:

Nhan biét thuong hiéu 1a yéu t6 c6 anh huong lon thtr hai d¢én long
trung thanh thuong hiéu. Nhan biét thuong hiéu duoc hinh thanh théng qua
cac kénh truyén miéng, nhitng chuong trinh hoi thao, quang céo trén béo
dai... Vi vay, cong ty Vinamilk can cha trong xay dung cac chuong trinh
quang céo that hap dan valéi cubn dé ngudi tiéu dung cd thé nhan biét vanhé
dén thuong hiéu caa minh. Bén canh d6, cong ty nén thudng xuyén té chic
cé&c chuong trinh hoi thao ¢ y nghia thiét thuc nham thu hit mot luc luong
déng dao nguoi tiéu ding tham gia. Hoic vi du nhu cdng ty co thé tai tro cac
chuong trinh ca nhac, trao céc suat hoc bong cho hoc sinh, sinh vién nghéo dé
tao nén hinh anh tét dep cua cong ty trong tAm thirc caa nguoi tiéu ding.

- V& long ham mudn thuong hiéu:

Long ham muén thuong hiéu ciing 1a mét yéu té gép phan tao nén gia
tri thwong hiéu sira twoi Vinamilk. Long ham mubn thuong hiéu c6 quan hé
tuyén tinh thuan véi nhan biét thuong hiéu va chit lwong cam nhan. Vi vay,
céc bién phép 1am tang mirc d6 nhan biét thuong hiéu va chat luong cam nhan
ciing s8 1am tang [dng ham muén thuong hiéu. Mic do mic @6 anh huong caa
yéu té 1ong ham muén thuong hiéu dén 1ong trung thanh thuong hiéu |a thap
nhat nhung ciing khéng thé xem nhe trong qua trinh xay dung thuong hiéu.

Ngoai ra, cong ty ciing can nghién ciru cac dac diém vathéi quen tiéu

ding caa nguoi Viét Nam dé dua ra cac chinh sach marketing hop 1y nhat. Vi
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du cong ty co thé nghién ciru yéu té tdm |y cua tirng gidéi tinh, nhém tudi,
nhom thu nhap... dé hoach dinh chién lugc va xay dung chinh séch phét trién
thuong hiéu, chinh sach ban hang phu hgp véi ting nhém phan khic thi
truong muc tiéu mot cach hiéu qua nhat.

Tom lai, gia tri thwong hiéu cé y nghia rat quan trong d6i véi mot
doanh nghiép. Do d6, dé canh tranh thanh cong hon nita & thi truong Viét
Nam, cong ty Vinamilk phai danh nhiéu thoi gian va ngudn luc hon nira dé
phét trién giatri thuong hiéu ciaminh.

5.4. Han ché cia dé tai va hwéng nghién citu tiép theo

Nhu bt ky mot dé tai nghién ciru ndo, dé tai ndy ciing khéng thé tranh
khoi nhitng han ché nhét dinh.

Tha nhit, nghién ciru ndy chi tap trung nghién ciu trong pham vi
nhitng nguoi tiéu ding tai thanh phé H6 Chi Minh. Bé c6 mot buc tranh tong
thé hon vé déanh gid cua nguoi tiéu ding vé céc thanh phan cua gia tri thuong
hiéu tai thi truong Viét Nam, can cé thém nhitng nghién ciru & quy md rong
hon. Day ciing chinh |& huéng cho cac nghién ctu tiép theo.

Tha hai, nghién ciru ndy chi d¢anh gia céc thang do bang phuong phép
hé sb tin cay Cronbach apha va phan tich nhan t khdam pha EFA, con mé
hinh ly thuyét duoc kiém dinh bing phuwong phép phan tich hdi quy tuyén tinh
boi. Hién nay con c6 cac phuong phép, cong cu hién dai khac dung dé do
ludng, danh gidthang do vakiém dinh md hinh |y thuyét chinh xéc hon.

Tha ba, nghién ctu nay thuc hién ky thuat chon mau thuan tién. Vi
vay, tinh téng quét hda caa két qua nghién ciu c6 thé chua cao.

Thu tu, c6 thé ngodi c&c thanh phan d& dé ra trong nghién ctru con co
nhitng thanh phan khéac ciu thanh nén gi tri thuong hiéu ma trong nghién ciru
nay tac gia chuadé cap dén. Pay chinh ladiéu ma cac nghién ciru tiép theo co

thé bd sung vadiéu chinh cac nhan td.
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Phu luc 1
DAN BAl THAO LUAN NHOM

Phan giéi thiéu

Xin chao céac anh chi! Téi tén ......... , lahoc vién Cao hoc Quan tri kinh
doanh cua Truong Pai hoc Kinh té TPHCM. Hién nay, toi dang thuc hién dé
tai nghién ciru: “Nghién citu méi quan hé gi@a long trung thanh thweng
higu véi cac thanh phan khac cdu thanh gia tri thwong higu sia tuwoi
Vinamilk” . Rat mong sy tham giadéng gop y kién caa cac anh chi. Xin luuy
rang khéng co y kién ndo lading hay sai. T4t ca y kién caa céc anh chi déu co
giatri d6i véi nghién cau ndy.

Phan chinh

1. Nhdn biét thuweng hiéu

Céc anh chi c6 biét thuong hiéu sita twoi Vinamilk khéng? Vi sao cac
anh chi biét thuong hiéu nay? Céc anh chi c6 thé phan biét dugc thuong hiéu
nay voi thuong hiéu khéac khdng? Nhirng diém ndo va vi sao ching 1am céc
anh chi co thé phan biét duoc va khéng phan biét duoc?

Trong nhitng cau hoi sau day, cac anh chi cho biét cac anh chi 6 hiéu
duoc cau hoi khdng? Tai san? Theo céc anh chi, nhitng cau hoi ndy mudn noi
|én céi gi? Tai san? Néu danh gid mirc d6 nhan biét caa céc anh chi vé thuong
hiéu sitatwoi Vinamilk thi cin thém gi vabét gi? Tai sao?

1. Toi biét dugc siratuwoi Vinamilk.

2. T6i co thé d& dang nhan biét sira twoi Vinamilk trong céc loai sita tuoi
khéac.

3. Tadi co thé d& dang phan biét sira tuoi Vinamilk voi céc loai sita tuoi
khéc.
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4. Céc dac diém cua sira tuoi Vinamilk cé thé dén véi téi mot cach nhanh
chong.

5. Tdi cd thé nhé vanhan biét logo caa sitatwoi Vinamilk mot cach nhanh
chong.

6. Mot cach téng quét, khi nhic dén sira twoi Vinamilk téi co thé dé dang
hinh dung rané.

2. Chit lweng cam nhgn

Theo cac anh chi, nhirng thudc tinh nao caa sira twoi ma cac anh chi
cho laquan trong? Vi sao?

Trong nhitng cau hoi sau day, cac anh chi cho biét cac anh chi 6 hiéu
duoc cau hoi khdng? Tai sao? Theo céc anh chi, nhitng cau hoéi ndy muén néi
lén cé gi? Tai sao? Néu danh gia chit lugng cua thuong hiéu sita tuoi
Vinamilk thi cin thém gi vabét gi? Tai sao?

Stratwoi Vinamilk rat thom ngon.
Stratwoi Vinamilk rat b dudng.

Siratwoi Vinamilk rit hop vé sinh.
Stratwoi Vinamilk rat tién loi khi sir dung.

Bao bi ciasiratuoi Vinamilk tréng rit dep mit.

o g~ W DNk

Mot cach tong quét, chat lwong caa sira twoi Vinamilk rat cao.

3. Long ham muén thueng hiéu

Khi céc anh chi c6 y dinh mua sita tuoi thi c&c anh chi nghi ngay diéu
gi? Vi sao cé&c anh chi nghi vay? Nhitng dau hiéu gi néi [én y dinh mua hang
cua céac anh chi? Vi sao?

Trong nhitng cau hoi sau day, cac anh chi cho biét cac anh chi cd hiéu

duoc cau hoi khdng? Tai san? Theo céc anh chi, nhitng cau hoi ndy mudn noi
|én cé gi? Tai sao? Néu danh gid mirc d6 y dinh caa anh chi muathuong hiéu

siratuoi Vinamilk thi can thém gi vabét gi? Tai sao?
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1. Téi thich dung siratuoi Vinamilk hon cac thuong hiéu khéc.

2. Toi tin ring dung sita twoi Vinamilk xtng déng dong tién hon céc
thuong hiéu khéc.

3. Kha nang mua sita twoi Vinamilk caatéi rit cao.

4. Téi nghi rang, néu di mua siratuoi, téi s& mua sita tuoi Vinamilk.

5. Toi tin rang, téi mubn mua sitatuoi Vinamilk.

4. Long trung thanh thaeng hiéu

Vi sao c&c anh chi dung sira tuoi Vinamilk ma khéng sir dung cac
thuong hiéu khac? Khi sira twoi Vinamilk khéng c6 ¢ cira hang ma cac anh
chi thuong mua thi cac anh chi mua loai khac hay di tim nd ¢ noi khac? Vi
saon?

Trong nhitng cau hoi sau day, cac anh chi cho biét cac anh chi c6 hiéu
duoc cau hoi khdng? Tai sao? Theo céc anh chi, nhitng cau hoéi ndy mudén néi
|én ca gi? Tai sao? Néu danh gia long trung thanh caa cac anh chi ddi véi
thuong hiéu siratuoi Vinamilk thi can thém gi vabét gi? Tai sao?

1. T6i cho rang téi 1akhach hang trung thanh caa siratuoi Vinamilk.
2. Sitatuoi Vinamilk la sy lya chon dau tién cuatoi.
3. Tdi s& khéng mua sita tuoi khac néu sira twoi Vinamilk co béan o cira
hang.
4. Toi st tim muaduoc siratuoi Vinamilk chir khdng mua céc loai khéc.
5. Toi s3 tiép tuc dung sitatwoi Vinamilk trong thoi gian téi.
Tran trong cdm on céc anh chi d& danh thoi gian dé tham giabudi thao

luan va cung cap nhitng v kién quy béaul!
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Phu luc 2
BANG CAU HOI NGHIEN cUU

Xin chao céac anh chi! Téi tén ......... , lahoc vién Cao hoc Quan tri kinh

doanh cua Truong Pai hoc Kinh té TPHCM. Hién nay, tdi dang thuc hién dé

tai nghién ciru: “Nghién cizu méi quan hé gi@a long trung thanh thweng

higu véi cac thanh phan khéac cdu thanh gia tri thwong higu sia tuwoi

Vinamilk” . Rat mong céc anh chi danh it thoi gian tra loi gidp t6i mot sd cau

hoi. Xin luu y rang khdng c6 cau tra 1i ndo l1a ding hay sai. Tat ca cau tra 1o

cua céc anh chi déu co giatri dbi véi nghién ciru nay.

Xin cho biét mirc d6 ddng y cua céc anh chi trong c&c phét biéu dudi

day theo quy udc:

Hoan toan khéng dong y
Khoéng déng y

Trung lap

pongy

g & w0 DN

Hoan toan dong y

STT

Céc thanh phan giatri thwong hiéu sira twei Vinamilk

Mc d§ dongy

Nhén biét thwong hiéu

Toi biét duoc siratuoi Vinamilk

Téi ¢ thé dé dang nhan biét sitatuoi Vinamilk trong cac
loai stratuoi khéac.

Toi c6 thé dé dang phan biét siratuoi Vinamilk véi cac
loai stratuoi khéac.

Céc dic diém cuasiratuoi Vinamilk cd thé dén véi toi
mot cach nhanh chéng.

Toi c6 thé nhé vanhan biét logo cua sira twoi Vinamilk
mot cach nhanh chéng.
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Mot céch tong quét, khi nhic dén siratuoi Vinamilk toi

6 | cothd o dang hinh dung ra no. L)2]3]415

Il | Chét lwgng cam nhan
Sitatwoi Vinamilk rit thom ngon. 1(2(3|4|5
Stratwoi Vinamilk rat bo dudng. 112[3]4]|5
Sitatwoi Vinamilk rat hop vé sinh. 112[3]4]|5

10 | Siatuwoi Vinamilk rét tién loi khi st dung. 112|345

11 | Baobi cuasiratuoi Vinamilk tréng rat dep mét. 112345

12 Mot cach tong quét, chat lugng ciasiratuoi Vinamilk rat 11213lals
cao.

111 | Long ham mudn thwong hiéu

13 T0|, thich dung stratuoi Vinamilk hon cac thuong hiéu 1121345
khéc.

14 TOi t|r,1 rang dung_?}atu’ol Vinamilk xtrng dang dong tién 11213lal5
hon cac thuong hiéu khac.

15 | Kha nang mua sitatwoi Vinamilk caatéi rit cao. 112[3]4]|5

16 qu nghi rang, néu di mua sira tuoi, t0l € mua sira tuoi 11213lals
Vinamilk.

17 | Téi tinrang, tdi mubn muasitatuoi Vinamilk. 1(2(3|4|5

IV | Long trung thanh thwong hiéu

18 qu chq rang toi la kh&ch hang trung thanh cta sira tuoi 11213l4l5
Vinamilk.

19 | Sratwoi Vinamilk la sy lvachon diu tién cuatoi. 112|345

20 Tgl sé Ifhong mua sira troi khac néu sira tuoi Vinamilk co 1121345
ban ¢ cira hang.

21 Tpl ¢ t.lm rpuaduqc siratuoi Vinamilk chir khbng mua 11213l4l5
cac loai khac.

22 | Toi 8 tiép tuc dung siratuoi Vinamilk trong thoi giantéi. | 12| 3| 4|5
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23. Xin vui long cho biét gidi tinh caa anh chi:
Nam 1
N 2

24. Xin vui 1ong cho biét anh chj thudc nhom tudi ndo dudi day:

Duéi 25 tudi 1
Tu 25 — 40 tudi 2
Trén 40 tudi 4

25. Xin vui long cho biét mac thu nhap hang thang caa anh chi:

Dudi 5 triéu dong 1
T 5— 10 triéu dong 2
Trén 10 triéu dong 3

Trén trong cam on su hop tac caa céc anh chi!
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Phu luc 3

Phan tich nhan té kham pha EFA so b (trwéc khi loai bién nbl)

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .788
Approx. Chi-Square 1150.458
Bartlett's Test of Sphericity  df 231
Sig. .000

Communalities

Initial Extraction
nbl 1.000 .807
nb2 1.000 .733
nb3 1.000 .639
nb4 1.000 731
nb5 1.000 713
nb6 1.000 .705
cl1 1.000 .690
cl2 1.000 .700
cl3 1.000 .633
cl4 1.000 .668
cl5 1.000 476
clé 1.000 .665
hm1 1.000 .793
hm2 1.000 .538
hm3 1.000 .369
hm4 1.000 .698
hm5 1.000 .678
ttl 1.000 .725
tt2 1.000 .691
tt3 1.000 .692
tt4 1.000 .687
tt5 1.000 .573

Extraction Method: Principal

Component Analysis.
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Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings
Total | % of Variance | Cumulative % | Total | % of Variance | Cumulative % | Total | % of Variance | Cumulative %

1 6.576 29.892 29.892| 6.576 29.892 29.892 | 3.757 17.075 17.075

2 3.206 14.575 44.467 | 3.206 14.575 44.467 | 3.363 15.286 32.361

3 1.938 8.808 53.275| 1.938 8.808 53.275| 3.325 15.115 47.476

4 1.769 8.040 61.315| 1.769 8.040 61.315| 2.822 12.826 60.303

5 1.116 5.071 66.385 | 1.116 5.071 66.385 | 1.338 6.083 66.385

6 .988 4.489 70.875

7 .934 4.243 75.118

8 794 3.610 78.728

9 .632 2.872 81.600

10 .554 2.518 84.118

11 471 2.142 86.259

12 444 2.016 88.276

13 .392 1.783 90.059

14 .358 1.627 91.685

15 .347 1.575 93.261

16 .276 1.252 94.513

17 .253 1.152 95.665

18 .244 1.108 96.773

19 .229 1.041 97.813

20 194 .884 98.697

21 .170 771 99.468

22 117 .532 100.000

Extraction Method: Principal Component Analysis.
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Component

1 2 3 4 5
cl2 728
cll .646
clé .637
ttl .606
nb6 -.596 571
tt2 .594
cl3 .593
cl5 571
tt3 .567
hm4 -.554
tt4 .553 -.531
hm5 -.534
hm2 -.505
nb2
tt5
hm3
nb5 -514 .596
nb4 -.506 .559
nb3 517
cla .520 .533
hm1 .549
nbl .725

Extraction Method: Principal Component Analysis.

a. 5 components extracted.
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Component

3

cl4
cll
cl3
clé
cl2
cl5
nb2
nb4
nb5
nb3
nb6
tt4
ttl
tt2
tt3
tt5
hm4
hm5
hm1
hm2
hm3
nbl

.812
.785
775
.753
722
.609

.812
.805
.804
751
.689

.788
.786
.764
.759
.677

765
764
.750
.549
525

.827

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.

Component Transformation Matrix

Component

1

2

3

1
2
3
4
5

.585
436
.646
-.219
.056

-.442

.682
-.214
-.506
-.192

.503
441
-.604
430
-.050

-.427
.339
413
713

-.154

-.164
.187
-.045
.049
.966

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.
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Phu luc 4

Phan tich nhan té kham pha EFA so b (sau khi loai bién nb1)

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .790
Approx. Chi-Square 1104.963
Bartlett's Test of Sphericity  df 210
Sig. .000

Communalities

Initial Extraction
nb2 1.000 .716
nb3 1.000 .592
nb4 1.000 .703
nb5 1.000 .706
nb6 1.000 .709
cl1 1.000 .689
cl2 1.000 .682
cl3 1.000 .632
cl4 1.000 .665
cl5 1.000 445
clé 1.000 .666
hm1 1.000 .691
hm2 1.000 475
hm3 1.000 .363
hm4 1.000 .643
hm5 1.000 .597
ttl 1.000 711
tt2 1.000 .689
tt3 1.000 .649
tt4 1.000 .686
tt5 1.000 .560

Extraction Method: Principal

Component Analysis.
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Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings
Total | % of Variance | Cumulative % | Total | % of Variance | Cumulative % | Total | % of Variance | Cumulative %

1 6.464 30.781 30.781 | 6.464 30.781 30.781 | 3.737 17.794 17.794

2 3.113 14.824 45.605| 3.113 14.824 45.605| 3.317 15.793 33.587

3 1.927 9.177 54.782 | 1.927 9.177 54.782 | 3.305 15.739 49.326

4 1.764 8.400 63.183 | 1.764 8.400 63.183 | 2.910 13.857 63.183

5 .988 4.705 67.888

6 .934 4.446 72.334

7 .847 4.035 76.370

8 .692 3.294 79.664

9 .627 2.987 82.651

10 .516 2.458 85.110

11 .453 2.159 87.269

12 434 2.069 89.338

13 .366 1.743 91.081

14 .347 1.654 92.735

15 .297 1.416 94.151

16 .257 1.225 95.376

17 .246 1.171 96.547

18 .229 1.091 97.638

19 195 .926 98.564

20 .183 874 99.438

21 .118 .562 100.000

Extraction Method: Principal Component Analysis.
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Component

1 2 3 4
cl2 .733
cll .654
clé .650
ttl .623
tt2 .606
cl3 .603
cl5 .582
tt3 .575
tt4 .560 -.542
hm4 -.556
hm5 -.537
tt5 .502
hm2
hm3
nb5 .612
nb6 -.584 .602
nb4 .555
nb3 .546
cl4 522 .533
hm1 .576
nb2

Extraction Method: Principal Component Analysis.

a. 4 components extracted.
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Component

2

3

cl4
cll
cl3
clé
cl2
cl5
ttl
tt4
tt2
tt3
tt5
nb2
nb4
nb5
nb3
nb6
hm1
hm4
hm5
hm2
hm3

.812
.787
773
752
727
.600

.789
.786
.764
.753
.681

.827
.824
.804
.739
.698

.817
.738
729
.605
.519

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.

Component Transformation Matrix

Component

1

2

3

1
2
3
4

.593
428
.655
-.189

515
424
-.628
.402

-431

.699
-.219
-.527

-.444
385
360
725

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.
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Phu luc 5

Phan tich nhan té kham pha EFA chinh thitc

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .857
Approx. Chi-Square 2004.128
Bartlett's Test of Sphericity  df 210
Sig. .000

Communalities

Initial Extraction
nb2 1.000 .590
nb3 1.000 .383
nb4 1.000 .626
nb5 1.000 .624
nb6 1.000 .587
cli 1.000 .690
cl2 1.000 .739
cl3 1.000 .673
cl4 1.000 .560
cl5 1.000 415
clé 1.000 714
hm1 1.000 .627
hm2 1.000 .647
hm3 1.000 .628
hm4 1.000 .641
hm5 1.000 .663
ttl 1.000 .753
tt2 1.000 .756
tt3 1.000 .684
tt4 1.000 671
tt5 1.000 .663

Extraction Method: Principal

Component Analysis.
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Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings
Total | % of Variance | Cumulative % | Total | % of Variance | Cumulative % | Total | % of Variance | Cumulative %

1 7.230 34.430 34.430| 7.230 34.430 34.430| 3.738 17.800 17.800

2 2.764 13.164 47594 | 2.764 13.164 47.594 | 3.325 15.834 33.634

3 2.089 9.947 57.541| 2.089 9.947 57.541| 3.280 15.620 49.254

4 1.252 5.960 63.501 | 1.252 5.960 63.501 | 2.992 14.247 63.501

5 .998 4.753 68.255

6 .867 4131 72.385

7 .812 3.865 76.250

8 .627 2.988 79.238

9 .602 2.865 82.103

10 .551 2.626 84.729

11 .526 2.506 87.235

12 .370 1.764 88.999

13 .333 1.586 90.585

14 .313 1.491 92.076

15 .302 1.436 93.512

16 .286 1.363 94.874

17 .267 1.273 96.147

18 .235 1.118 97.266

19 .220 1.050 98.315

20 .189 .899 99.214

21 .165 .786 100.000

Extraction Method: Principal Component Analysis.




Component Matrix®

Component

1 2 3
tt3 771
ttl .760
tt2 .759
tt4 737
tt5 .720
clé .700
cl2 .684
cl1 .639
cl3 .568
cl4 511
nb5
cl5
nb3
hm4 .659
hm3 .615
hm5 .604
hm1 .597
hm2 .565
nb4 .515 .566
nb6 .555
nb2 .535 .548

Extraction Method: Principal Component Analysis.

a. 4 components extracted.




Rotated Component Matrix®
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Component

2

3

cl2
cl3
clé
cll
cl4
cl5
ttl
tt2
tt5
tt4
tt3
hm3
hm2
hm4
hm5
hm1
nb4
nb5
nb6
nb2
nb3

.808
.807
779
778
722
514

.783
.781
727
.696
.693

.786
.785
.782
778
.755

.765
.758
.743
.699
.576

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 5 iterations.

Component Transformation Matrix

Component 1 2 3

1 .555 .588 .386 445
2 -.561 -.059 .823 .062
3 -.451 .051 -.365 .813
4 417 -.805 .199 .372

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.
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Phu luc 6

Phan tich héi quy tuyén tinh bi

Variables Entered/Removed?®

Model Variables Variables Method
Entered Removed

1 hm, cl, nb® Enter

a. Dependent Variable: tt

b. All requested variables entered.

Model Summary®
Model R R Square Adjusted R Std. Error of the
Square Estimate

1 .715° 511 .502 51461

a. Predictors: (Constant), hm, cl, nb

b. Dependent Variable: tt

ANOVA?
Model Sum of Squares df Mean Square F Sig.
Regression 47.290 3 15.763 59.523 .000°
1 Residual 45.285 171 .265
Total 92.575 174
a. Dependent Variable: tt
b. Predictors: (Constant), hm, cl, nb
Coefficients
Model Unstandardized | Standardized t Sig. Correlations Collinearity Statistics
Coefficients Coefficients
B Std. Error Beta Zero-order | Partial | Part | Tolerance VIF

(Constant) | -.740 .298 -2.484( .014

nb .496 .087 .326| 5.671| .000 517 .398| .303 .867 1.154
' cl 534 .068 442 7.807| .000 .585 513 | .418 .891 1.122

hm .253 .065 .217| 3.882| .000 .387 .285| .208 919 1.088
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Collinearity Diagnostics®

Model  Dimension Eigenvalue | Condition Index Variance Proportions
(Constant) nb cl hm
1 3.936 1.000 .00 .00 .00 .00
2 .028 11.768 .00 .33 .07 .76
1
3 .024 12.909 .03 .63 .48 .07
4 .012 17.802 .97 .04 A5 17
a. Dependent Variable: tt
Residuals Statistics®
Minimum | Maximum Mean Std. Deviation
Predicted Value 2.0460 4.6216 3.1463 52133 175
Residual -1.22161 1.48794 .00000 .51016 175
Std. Predicted Value -2.111 2.830 .000 1.000 175
Std. Residual -2.374 2.891 .000 .991 175
a. Dependent Variable: tt
Histogram
Dependent Variable: tt
Mean =1 44E-15
25 Std. Dev. = 0.991
— M=175
20
==
E _— ||
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Normal P-P Plot of Regression Standardized Residual

Dependent Variable: tt
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Phu luc 7

Phan tich sw khac biét trong danh gia vé cac thanh phan gia tri

thwong hiéu sira twoi Vinamilk theo giéi tinh ciaa ngwoi tiéu dung

Group Statistics

dl N Mean Std. Deviation | Std. Error Mean
Nam 86 2.3558 .45854 .04945
" N 89 2.4539 49613 .05259
Nam 86 3.3721 .57433 .06193
N N 89 3.6891 .59522 .06309
Nam 86 3.1488 .64585 .06964
hm N 89 3.2292 .60344 .06396
Nam 86 2.9791 .66015 .07119
¢ N 89 3.3079 .75982 .08054




83

Independent Samples Test

Levene's Test t-test for Equality of Means
for Equality
of Variances
F Sig. t df Sig. (2- Mean Std. Error | 95% Confidence
tailed) | Difference| Difference Interval of the
Difference
Lower | Upper
Equal variances
.749( .388] -1.357 173 176 -.09812 07228 | -.24079| .04455
assumed
nb
Equal variances
-1.359 | 172.662 176 -.09812 .07218| -.24060| .04436
not assumed
Equal variances
.098( .754| -3.584 173 .000 -.31705 .08846 | -.49165| -.14244
| assumed
c
Equal variances
-3.586 | 173.000 .000 -.31705 .08841| -.49155| -.14255
not assumed
Equal variances
1111 .293| -.851 173 .396 -.08038 .09445| -.26680| .10605
assumed
hm .
Equal variances
-850 171.211 397 -.08038 .09456 | -.26703| .10628
not assumed
Equal variances
2.613| .108| -3.051 173 .003 -.32880 10775| -.54147| -.11612
assumed
tt
Equal variances
-3.059| 171.095 .003 -.32880 10749 | -.54097| -.11662
not assumed
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Phu luc 8

Phan tich sw khac biét trong danh gia vé cac thanh phan gia tri

Descriptives

N Std. Std. Error | 95% Confidence Interval for Mean | Minimum | Maximum
Deviation Lower Bound | Upper Bound

Duwi 25 tudi 49| 2.3592 42226 .06032 2.2379 2.4805 1.80 3.60

T 25 — 40 tudi 86| 2.3628 AT677 .05141 2.2606 2.4650 1.60 3.80

P Trén 40 tudi 40| 2.5550 52913 .08366 2.3858 2.7242 2.00 3.80
Total 175( 2.4057 47919 .03622 2.3342 2.4772 1.60 3.80

Du&i 25 tudi 49| 3.5238 .60668 .08667 3.3496 3.6981 2.17 4.83

T 25 — 40 tudi 86| 3.4767 .57688 .06221 3.3531 3.6004 2.17 5.00

o Trén 40 tudi 40| 3.6667 .65372 .10336 3.4576 3.8757 2.33 4.83
Total 175( 3.5333 .60463 .04571 3.4431 3.6235 2.17 5.00

Du&i 25 tudi 49| 3.1184 .64539 .09220 2.9330 3.3037 1.80 4.20

T 25 — 40 tudi 86| 3.1581 57975 .06252 3.0338 3.2824 1.80 4.80

hm Trén 40 tudi 40| 3.3450 .67784 .10718 3.1282 3.5618 1.80 4.60
Total 175( 3.1897 .62414 .04718 3.0966 3.2828 1.80 4.80

Duwi 25 tudi 49| 3.0531 .72546 .10364 2.8447 3.2614 2.00 4.60

Tir 25 — 40 tudi 86| 3.0977 71800 07742 2.9437 3.2516 1.60 4.80

¢ Trén 40 tudi 40| 3.3650 73294 .11589 3.1306 3.5994 2.00 5.00
Total 175| 3.1463 72941 .05514 3.0375 3.2551 1.60 5.00

Test of Homogeneity of Variances

Levene Statistic dfl df2 Sig.
nb 1.684 2 172 .189
cl 1.400 2 172 .249
hm 1.340 2 172 .265
tt .152 2 172 .859
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ANOVA
Sum of Squares df Mean Square F Sig.

Between Groups 1.156 2 .578 2.562 .080
nb Within Groups 38.798 172 .226

Total 39.954 174

Between Groups 991 2 .495 1.361 .259
cl Within Groups 62.620 172 .364

Total 63.611 174

Between Groups 1.300 2 .650 1.681 .189
hm Within Groups 66.482 172 .387

Total 67.781 174

Between Groups 2.543 2 1.271 2.429 .091
tt Within Groups 90.033 172 .523

Total 92.575 174
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Phu luc 9

Phan tich sw khac biét trong danh gia vé cac thanh phan gia tri

thwong hiéu sira twoi Vinamilk theo thu nhap caa ngwoi tiéu dung

Descriptives

N Mean Std. Std. 95% Confidence Interval for Mean | Minimum | Maximum
Deviation | Error | | ower Bound Upper Bound
Dwoi 5 triéu dong 36| 2.5278 46143 | .07691 2.3717 2.6839 2.00 3.60
T 5— 10 triéu déng 741 2.3919 47333 .05502 2.2822 2.5016 1.60 3.80
b Trén 10 triéu déng 65| 2.3538 149088 | .06089 2.2322 2.4755 1.80 3.80
Total 175| 2.4057 47919 .03622 2.3342 2.4772 1.60 3.80
Duwdi 5 trigu déng 36| 3.6852 .59198 | .09866 3.4849 3.8855 2.50 4.83
T 5 — 10 triéu ddng 74| 3.6036 .60860 | .07075 3.4626 3.7446 2.33 5.00
o Trén 10 triéu déng 65| 3.3692 57772 .07166 3.2261 3.5124 2.17 4.83
Total 175] 3.5333 .60463 | .04571 3.4431 3.6235 2.17 5.00
Duwdi 5 trigu déng 36| 3.1611 .59870 | .09978 2.9585 3.3637 1.80 4.20
hm Tw5-10 triéu‘déng 741 3.3000 .61866 | .07192 3.1567 3.4433 1.80 4.80
Trén 10 triéu dong 65| 3.0800 .63226 | .07842 2.9233 3.2367 1.80 4.60
Total 175] 3.1897 .62414 | .04718 3.0966 3.2828 1.80 4.80
Dwdi 5 triéu déng 36| 3.2944 .76418 | .12736 3.0359 3.5530 2.00 4.80
T 5— 10 triéu déng 74| 3.2757 .71439 | .08305 3.1102 3.4412 1.60 5.00
¢ Trén 10 triéu ddng 65| 2.9169 .67813| .08411 2.7489 3.0850 2.00 4.60
Total 175] 3.1463 .72941| .05514 3.0375 3.2551 1.60 5.00
Test of Homogeneity of Variances
Levene Statistic dfl df2 Sig.

nb .386 2 172 .681

cl 161 2 172 .851

hm .031 2 172 .970

tt .551 2 172 577
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ANOVA
Sum of Squares df Mean Square F Sig.

Between Groups 725 2 .363 1.590 .207
nb Within Groups 39.229 172 .228

Total 39.954 174

Between Groups 2.946 2 1.473 4.176 .017
cl Within Groups 60.665 172 .353

Total 63.611 174

Between Groups 1.712 2 .856 2.228 11
hm Within Groups 66.070 172 .384

Total 67.781 174

Between Groups 5.449 2 2.724 5.378 .005
tt Within Groups 87.126 172 .507

Total 92.575 174
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