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LOI CAM POAN
T6i xin cam doan dé tai ludn dn “Nghién citu hanh vi mua thwe phdm an toan
cua nguwoi tieu dung va van dung vao hoat dong marketing tai cac doanh nghiép
thwong mai bdn 1é hang thwe pham trén dia ban Ha Ni” la cong trinh nghién ciru
cia riéng toi. C4c thdng tin va két qua nghién cizu trong ludn an 1 do toi tr tim hiéu,

dhic két va phan tich mét cach trung thuc theo thuc té khdo sdt, danh gid.

Toi xin hoan toan chju trach nhiém néu cé cac van dé khiéu nai hodc bi quy

két 1a photo nguyén ban mét céng trinh nghién cizu khoa hoc ciia nguroi khac.

Ha Noi, ngay 19 thang 4 nam 2017

Nghién ciru sinh

Nguyén Thi Thu Huong
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LOI CAM ON

Trudc tién, i xin bay té 10ng cdm on sdu sdc téi giang vién hiréng dan khoa
hoc, PGS.TS. Phan Thi Thu Hoai va PGS.TS. Nguyén Tién Diing, Truong Pai
hoc Thwong Mai da tin tinh hwéng dan, hé tro, giip d&, dong hanh cung toi trong
suot thoi gian 1am lugn an.

Toi Xin chan thanh cdm on cdc thay cd trong bé mdn Qudan tri Marketing,
Truong Pai hoc Thuwong Mai da tao diéu Kién givip do, hé tro tdi nhanh chong hoan
thién vé mdt tha tuc va quy trinh trong suot thei gian theec hién lugn an.

Toi Xin it 101 cdm on sdu sdc dén Ban Giam hiéu triong dai hoc Lao déng-
Xa hoi, lanh dao khoa Quan tri kinh doanh truong dai hoc Lao dong - Xa hoi da
tao diéu kién givip d, hé tro tdi hoan thanh khéa hoc.

Cudi cung, cho tdi dwoc it loi tri an sau sdc dén nhitng nguoi than trong
gia dinh, ban bé dd ludn ké cdn, givip d, dong Vién, tao diéu kién vé vdt chat, thoi
gian trong suét qué trinh ti thuc hién lugn an nay.

Xin tran trong cam on!

NCS: Nguyén Thi Thu Hwong
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TOM TAT LUAN AN

Lu4n 4n da thuc hién nghién ctu vé hanh vi mua TPAT cua NTD Ha Noi va
van dung nghién ctru hanh vi mua TPAT vao hoat dong marketing ctia cac DN
thuong mai ban 1¢ thyc phém tai dia ban Ha No6i. Nghién ctru hanh vi mua TPAT
cua NTD duoc thuc hién dya trén co s¢ ly thuyét vé md hinh hanh vi mua cia
ngudi tiu dung caa Phillip Kotler (Qudn tri marketing, 2006) [33, tr 197] va mot sd
nghién ctru khac. Két qua nghién ctru cho thay viéc ing dung nhiing 1y thuyét nay
trong nghién ctru hanh vi mua cia NTD ddi véi TPAT 14 phu hop vé6i bbi canh
nghién ctru tai Viét Nam. Nghién ciru hanh vi mua theo tién trinh quyét dinh mua
TPAT cua NTD Ha Noi dugc dién ra trong nam giai doan: nhan biét nhu cau, tim
kiém thong tin, lya chon phuong 4n, quyét dinh mua va hanh vi sau mua. Cac yéu t6
tam 1y anh huong dén quyét dinh mua thyc pham 13 niém tin, thai ¢, mtc do hiéu
biét ctia nguoi tiéu ding ddi véi thue pham an toan, yéu té anh huong dén hanh vi
quyét dinh lwa chon CHBL thyc phdm an toan 13 cic yéu t6 marketing cta cira
hang, gdm: mat hang, bao bi, gia ca, diém ban, xtc tién thuong mai, yéu t6 nhan
vién cta ctra hang khong anh hudng dén quyét dinh nay. Hanh vi quyét dinh lura
chon CHBL TPAT ¢4 anh huong dén hanh vi quyét dinh mua TPAT ctaa NTD. Chi
¢ yéu té nhan khau hoc 12 gia dinh c6 tré em anh huong dén quyét dinh mua thuc
pham an toan, c6 su khac biét vé hanh vi quyét dinh lya chon CHBL TPAT giita
nhoém NTD 1a nam va nit, cac trinh d6 hoc van caa NTD. Nghién ciru ciing cho thay
khong c6 sy khac biét vé viéc NTD danh gia cac yéu té marketing cua cira hang
chuyén doanh ban I¢ TPAT va quay hang TPAT cua siéu thi béan 1é tong hop. T
phan tich thuc trang hoat dong marketing cia cac DN bén I¢é thuc pham, tir két qua
nghién cru hanh vi mua thuc pham an toan cua nguoi tiéu dung, luan an dua ra dé

xudt ddi v6i cac DNTM ban 1é thyc pham va cac co quan chirc ning c6 lién quan.
Luan an duoc trinh bay theo két cau 5 chuong. Chuong 1 trinh bay céc khai
niém co ban va tong quan cac nghién ctru trén thé gidi va tai Viét Nam; chuong 2
trinh bay vé co sd 1y thuyét, kinh nghiém thyc tién vé hoat dong marketing ctia cac
DNTM ban 1¢ thanh cong; chuong 3 trinh bay phuong phap thuc hién nghién ctru;
chuong 4 trinh bay két qua nghién ctru; chuong 5 thao luan két qua nghién ctru, dé
xudt mot sd giai phap, khuyén nghi nham thuc day quyét dinh mua thyc pham an
toan cia ngudi tiéu ding tai cac cira hang cia DN thwong mai ban 1é thyc pham.

Luén an cling chi ra mdt s6 han ché va dinh huéng cho cac nghién ctru tiép theo.
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MO DAU
1. Tinh cap thiét ciia dé tai nghién ciru

Thuce pham khong an toan xuat hién tran lan trén thi trudng, giy anh hudng
nghiém trong dén strc khoe ciia ngudi tiéu dung, dén sy phat trién cua xi hoi. Theo
s6 liéu méi nhat cua Tong cuc Thong ké, tir ngay 17-12-2015 dén ngay 17-9-2016,
trén dia ban cd nudc xay ra 100 vu ngd doc thuc phém nghiém trong, lam hon 3.000
ngudi bi ngd doc, trong d6 chin truong hop tir vong. Dau nim 2016, luc lugng chirc
nang Ha Noi da phat hién hang trim kg rau, ci, qua va thit khong 16 ngudn goc
dang dugc chuyén téi bay trudng mam non va tiéu hoc tai quan Tay Ho6 [10]. S&
lidu thong ké nay 14 nhitng vu ngd doc 16n ma nganh y té biét dén va thuc hién chira
tri. Nhitng vu ngd doc nho nhung ngudi bénh tu chita tri hoac ngd doc 16n nhung
khong khai béo thi chura duoc thong ké. Viéc thong ké trén duoc ghi nhan khi nguoi
str dung thuc pham khong an toan bi ngd doc cdp, con nhirng doc t& ma ngudi sir
dung khoéng bi ngd doc ngay nhung co thé bi nhiém khong thé thai loai hodc thai
loai khong hét (chu yéu 1a mdi nguy hoa hoc). Nhimg doc t6 nay tich tu trong co thé
mdi ngdy mot it, ting dan theo thoi gian, khi di lwong c¢6 kha niang phat tac thanh
cac bénh hiém nghéo nhu: ung thu, suy gan, than... thi chua c6 nghién ctru chinh
thirc nao duogc thuc hién.

Tiéu dung thuc phidm an toan 13 mot nhu cau cip bach ddi v6i ngudi tidu ding,
nhung hién nay s6 nguoi tiéu ding c6 thé mua va s dung thuc pham an toan con
chua cao. Nguoi tiéu dung dang rat ban khodn chua nhan dang duoc thuc pham nao
la an toan, thuc pham nao 1a khong an toan, dic biét ho khé khin trong viéc lua
chon noi mua dé dam bao mua dugc thyc pham an toan. Nguoi tiéu ding mudn cira
hang thuc pham ma ho dén mua phai dam bao dinh dudng, an toan cho sic khoe
khong chi trong hién tai ma ca tuong lai cho ban than va cac thanh vién trong gia
dinh ho. Thoi gian qua, nhiéu vu viéc thyc pham kém chat luong, khéng rd ngudn
goc xuat xir duoc phat hién o siéu thi hay cac ctra hang chuyén doanh vé thuc pham,
noi dugc coi 1a an toan hon so véi cc loai hinh ban I¢é thuc pham truyén thdng, diéu
nay khién nguoi tieu dung ngay cang hoang mang, cang mat niém tin vao thi truong
thuc pham va cac DN kinh doanh thyc pham an toan.

Nghién ciru hanh vi mua ctia nguoi tiéu ding 1a mot cong viée rat quan trong, can
thiét cia bat cir DN thuong mai ban 1é ndo. Véi xu huéng hién nay, trinh do tiéu dung
clia nguoi din ngdy cang nang cao, su canh tranh ngay cang khdc liét. Nghién ciru

hanh vi mua ciia nguoi tiéu dung sé gitp cac DN thuong mai ban 1é nam duge cac yéu
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t6 anh huong dén hanh vi quyét dinh mua thyc pham an toan, hanh vi quyét dinh lya
chon ctra hang ban 1é TPAT cua nguoi tiéu ding, hanh vi mua theo tién trinh quyét
dinh mua cta ngudi tiéu dung, dé tir 46 DN c6 nhitng tmg xtr phi hop, 1am thoa man
t6t nhat nhu cau ctia ngudi tiéu dung. Nghién ctru hanh vi mua ctia ngudi tiéu dung ddi
v6i thue pham an toan sé 1am sang t6 nhitng nguyén nhan khién nhiéu ngudi tiéu ding
con chua mua va chwa str dung thue phim an toan.

Véi mong mudn ning cao nhdn thirc cua ngudi tiéu dung vé thuc phim an
toan, thay d6i hanh vi mua thue pham, thic ddy ngudi tiéu dung mua thyc phdm an
toan. Tir d6, dua nganh thyc pham Viét Nam vé mot quy chudn thdng nhét tir khau
san xuat dén khau tiéu thy, truy xuat duoc ngudn goéc mit hang, diéu nay khong chi
mang lai loi ich cho nguoi ti€éu dung, cho cic DN thuong mai kinh doanh thuc
pham an toan, ma con mang lai 1oi ich to 16n cho dan cu cua toan xa hoi. Xuét phat
tir 1y do trén, tac gia da chon d¢é tai: “Nghién citu hanh vi mua thwe phdm an toan
cua nguoi tiéu dung va vdan dung vao hoat dong marketing tai cac doanh nghiép
thwong mai bdn 16 hang thwe pham trén dia ban Ha Nji .

2. Muc dich nghién ciru, cau héi nghién ciru
2.1. Muc dich nghién ciru

Luan an duoc thyc hién nham cac muc dich nghién ctu sau:

Nghién ctru ddc diém hanh vi mua TPAT cua NTD trén dia ban Ha Noi, bao
gom: cac suy nghi, can nhic, hanh dong cia NTD theo dién bién cac budc cua tién
trinh quyét dinh mua TPAT cua NTD; su tac dong cua mot sé yéu té tam ly (niém
tin, thai do, mic do hiéu biét) caa NTD ddi véi TPAT, mot sb yéu té nhan khau hoc
cua NTD (gidi tinh, thu nhap ho gia dinh, trinh d6 hoc van, nghé nghiép, gia dinh co
con nho), hanh vi quyét dinh lya chon CHBL TPAT cua NTD dén quyét dinh mua
TPAT cua NTD; su tac dong cua cac yéu td marketing — mix cia DNTM béan 1é
TPAT dén hanh vi quyét dinh lua chon ctra hang mua TPAT cua NTD Ha Noi. T
d6, dua ra cac giai phap vé cac hoat dong marketing déi véi TPAT cua DNTM bén
Ié thuc pham dua trén két qua nghién cttu hanh vi mua TPAT cia NTD, nham ting
hiéu qua kinh doanh cia cac DNTM ban ¢ thuc pham va kich thich NTD mua
TPAT ngay cang nhiéu hon, tir d6 thic day san xuat, thuc day tiéu dang TPAT trén
dia ban Ha Noi.

2.2. Cau hai nghién caru
Dé dat duoc muc dich nghién ctu, luan an tap trung tra 1i cac cau hoi nghién

ctru cu thé nhu sau:



3

Hanh vi mua TPAT theo timg buéc cua tién trinh quyét dinh mua TPAT cua
NTD Ha Noi dién ra nhu thé nao? C6 méi quan hé giira cac yéu t6 tam ly (niém tin,
thai d6, mirc do hiéu biét) cia NTD dbi véi TPAT, yéu té nhan khau hoc cua NTD
(gidi tinh, thu nhap ho gia dinh, trinh do hoc van, nghé nghiép, gia dinh c6 con nho)
vé6i hanh vi quyét dinh lya chon CHBL TPAT caa NTD va quyét dinh mua TPAT
khdng? C6 méi quan hé giira cac yéu to marketing - mix (mat hang, bao bi, gia ca,
dia diém, xdc tién marketing) cua ctra hang béan 1é TPAT tai dia ban Ha Noi voi
quyét dinh lua chon cira hang ban 1é caa NTD Ha Noi khong? Nhiing giai phap nao
vé hoat dong marketing cho DNTM bén I¢ thuc pham tai dia ban Ha Nai trong vén
dung nghién cttu hanh vi mua TPAT cua NTD nham thuc day hoat dong kinh doanh
va thuc day tiéu dung TPAT?

3. Pdi twong va pham vi nghién ciru
3.1. Péi twrong nghién creu

Déi tuong nghién ctru cua luan an la hanh vi mua TPAT cua NTD trén dia ban
Ha Noi va hoat dong marketing d6i véi hang TPAT cua cac DNTM ban 1¢ TPAT.
Cu thé nghién ctru nhu sau:

- Hanh vi mua theo tién trinh quyét dinh mua cta nguoi tiéu dung d6i véi hang
thuc pham an toan, dé 1a: cac suy nghi, cin nhac va hanh dong theo ting budc cia
tién trinh quyét dinh mua cua NTD trong lya chon va mua sim hang TPAT,;

- Sy anh huong cua mot sé yéu té dén hanh vi quyét dinh mua TPAT, bao
gom: yéu té tam ly (niém tin, thai do, mic d6 hiéu biét) cia NTD ddi véi TPAT,
hanh vi quyét dinh lra chon CHBL TPAT, céc yéu t nhan khau hoc caa NTD (gidi
tinh, nghé nghiép, thu nhap ho gia dinh, trinh d6 hoc Van, gia dinh c6 tré em) Vi
quyét dinh mua TPAT;

- Sy anh huong caa céc yéu té marketing - mix cua CHBL TPAT (mat hang,
bao bi, gia, dja diém, xdc tién thwong mai) dén hanh vi quyét dinh lya chon CHBL
TPAT cua NTD trén dia ban Ha Noi.

- Hoat dong marketing cua cac DNTM bén I¢ thuc pham va nham dap @ng tét
hon nhu cau va dic diém hanh vi mua TPAT caa NTD.

- Cac giai phap van dung vao hoat dong marketing cua cac DNTM ban Ié hang
TPAT trén dia ban thanh phé Ha Noi dén nim 2020 dya trén két qua nghién ctu
hanh vi mua TPAT cua NTD Ha Noi.

3.2. Pham vi nghién ciu

* Pham vi vé khéng gian:
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Nghién ctru hanh vi mua TPAT cua NTD duoc thuc hién trén 7 quan noi thanh
Ha Noi (Quan Thanh Xuan, Tay H5, Hoang Mai, Ba Pinh, Péng Pa, Cau Gidy, Ha
DPoéng) vi mot sé ly do sau: 1. Nhu cau tiéu dung TPAT cua NTD tai khu vuc noi
thanh Ha Noi 12 16n, do tap trung dan cu, dan cu c6 sitc mua véi san pham TPAT c6
gi4 cao hon nhiéu gia san pham thuc pham théng thudng, tao thanh thi trudng tiém
ning cao dbi voi TPAT; 2. O khu vuc ndy, phan 16n dan cu it c6 kha ning ty san
xuit TPAT, it c6 kha nang tu kiém tra, truy xuat ngudn géc va danh gia thuc pham
¢ an toan hay khéng; 3. Tap trung nhiéu DNTM bén I¢ thuc phdm, nhung chua
duoc tao d6 tin cdy va tin tudng véi ngudi dan, chua thuc ddy duoc san xuat, kinh
doanh va tiéu thu TPAT phat trién, tién t6i chi sir dung cac TPAT vi loi ich caa
ngudi dan va sy phat trién caa xa hoi.

* Pham vi vé thoi gian:

Luan an thu thap dir li¢u va st dung dir liéu so cép tr thang 9 nam 2014 dén
thang 06 nam 2016 dé nghién ciru thuc trang hanh vi mua TPAT ciia NTD trén dia
ban Ha Noi; dir lidu thir cap (tr 2010 — 2016) vé moi truong, thi truong TPAT, va
tinh hinh hoat dong marketing ddi véi hang TPAT ciia caic DNTM bén 1é¢ TPAT; dé
Xudt cac giai phap van dung nghién ctiru hanh vi mua TPAT ctia NTD vao hoat dong
marketing d6i véi hang TPAT cua cac DNTM ban 1¢ thuc pham trén dia ban Ha Noi
dén nam 2020, tim nhin 2025.

4. Y nghia khoa hoc

- Veé Iy ludn:

+ Luén an da tap hop, h¢ théng héa ndi dung nghién ctru hanh vi mua cia
NTD dbi voi TPAT, bao gom: Hanh vi mua theo cac budc cua tién trinh quyét dinh
mua TPAT cua NTD (gém nim giai doan: nhan biét nhu cau, tim kiém théng tin,
lya chon phuong 4n, quyét dinh mua, hanh vi sau mua); Mé hinh vé sy anh huéng
ctia cac yéu t6 dén hanh vi quyét dinh Iya chon CHBL TPAT va hanh vi quyét dinh
mua TPAT. Cac yéu té anh hudng dén hanh vi quyét dinh lya chon CHBL la céac
yéu té marketing cia CHBL TPAT, cic yéu t6 anh huong dén hanh vi quyét dinh
mua TPAT la cic yéu t6 tAm 1y (niém tin, thai d6, mirc do hiéu biét) ddi véi TPAT
ciia NTD, dic tinh ca nhan NTD (giéi tinh, nghé nghiép, thu nhap, gia dinh co tré
nho, trinh d6 hoc vén), hanh vi quyét dinh lwa chon CHBL TPAT caa NTD.

+ Mot sb van dé 1y luan trong viéc van dung két qua nghién ctru hanh vi mua
TPAT ctia NTD vao hoat dong marketing cia DNTM ban 1¢ thuc pham.
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- Vé thyee tién: Luan an da phan tich va 18m rd thuc trang hanh vi mua TPAT
ctia NTD trén dia ban Ha Noi, sy anh huong ctia mot sd yéu td dén hanh vi quyét
dinh mua TPAT, hanh vi quyét dinh lya chon CHBL TPAT, c4c suy nghi, can nhic,
hanh dong trong tién trinh quyét dinh mua TPAT cia NTD. Tur cac két qua nghién
clru nay, luan an da dé xuit cac giai phap ddi véi DN ban 1¢ TPAT trong viée xac
dinh khach hang muc tiéu, cac bién phap kich ddy NTD thuc hién theo ting budc
cta tién trinh quyét dinh mua dé di dén quyét dinh mua TPAT. Dé xuit cho cac
DNTM ban 1é thuc phém xay dung, td chuc thuc hién hiéu qua hoat dong marketing
nhim dap Gmg tot nhat nhu ciu cia NTD trong mua va st dung TPAT. Lu4n an
cling dua ra cac kién nghi ddi v6i cac DNTM ban 1é TP, kién nghi ddi véi nha nudc
nham nang cao chat lugng mat hang TPAT, nang cao nhan thic cia NTD vé TPAT,
thuc ddy ngudi dan tiéu ding TPAT, nang cao chat luong cudc song ciia nguoi dan
trén dia ban Ha N1 va cua toan xa hoi.

5. Két cAu ludn 4n

Ngoai phan mo dau va két luan, luan an duoc két cau thanh 05 chuong nhu
Sau.

Chuong 1. Khai niém va tong quan cac cong trinh khoa hoc lién quan dén dé
tai nghién cuu

Chuong 2. Co sé |y thuyét va thyuc tién vé nghién ctru hanh vi mua thuc pham
an toan ciia nguoi tiéu dung va hoat dong marketing cia DNTM bén 1é thyc pham

Chuong 3. Phuong phap nghién ctru cua luan an

Chuong 4. Két qua nghién ciu hanh vi mua thuc pham an toan cia NTD Ha
Noi va hoat dong marketing cia DNTM bén 1¢ thyc pham tai dia ban Ha Noi

Chuong 5. Két luan va mot s6 dé xuat vé van dung két qua nghién ctru hanh vi
mua thyc pham an toan cia NTD vao hoat dong marketing cia DNTM bén 1¢é thyc
pham tai dia ban Ha Noi
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CHUONG 1
KHAI NIEM VA TONG QUAN CAC CONG TRINH KHOA HQC
LIEN QUAN PEN PE TAI NGHIEN CUU

Trong chuong 1, tc gid trinh bay cac khai niém co bdn vé thic pham an toan,
hanh vi mua cia NTD, hanh vi mua thyc phdm an toan cia NTD, Doanh nghiép
thwong mai ban 1é; Téong quan cac cdng trinh nghién cizu vé hanh vi mua cia NTD
noi chung va hanh vi mua TPAT noi riéng. Cac nghién cuu nay dwoc thu thdp tur
nudc ngoai va tai Viét Nam. Nhizng cdng trinh nghién cizu nay la nhitng goi y quan
trong vé co s Iy thuyét, phuwong phdp nghién ciru cia lugn an.

1.1. Cac khai niém co ban
1.1.1. Thwe phim an toan
1.1.1.1. Khai niém TPAT va mét sé khai niém lién quan

Thuc pham 12 san pham ma con nguoi an, udng & dang twoi séng hoic di qua
so ché, ché bién, bao quan. Thuc pham khéng bao gom my pham, thuéc 14 va cac
chat st dung nhu duoc pham (Ludt an toan thuc phdam, NXB Tw Phdp, 2010)
[41,tr.10].

Thuc phdam tiroi song 1a thuc pham chua qua ché bién bao gom thit, tring, rau
xanh, rau cu, qua tuoi (Lugt an toan thyc pham, NXB Tw Phdap, 2010) [41, tr.10].

An toan thuc pham 1a viéc bao dam dé thuc pham khong gay hai d&én sirc khoe,
tinh mang con ngudi (Ludt an toan thuc phdam, NXB Tuw Phdp, 2010) [41, tr.7].

Trén thi truong thuc pham, c6 nhiéu cach goi khac nhau vé thyc pham an toan
nhu: “Thuc pham sach”, “Thyc pham an toan”. P4i véi thuc pham khéng an toan
con c6 cach goi 1a “Thuc pham ban”. Thuat ngit “Thuc pham sach” hay “Thyc
pham ban” 1a cach goi thong thudng, dan di dé ndi vé chat lugng va tinh an toan
cua thuc pham doi vai sic khoe con ngudi, tuy cach goi nay chua chinh xac. Con
thuat ngir “Thuc phim an toan”, “Thuc pham khong an toan” dwoc st dung mot
céch chinh théng trong céc tai liéu nghién ciru, cac sach, béo va trong san xuét, ché
bién thuc pham, ciing nhu trong cac tiéu chuan chét luong, cac vin ban phép luat
hay céac hop ddng giao dich chinh tac.

Mot sb khai niém vé thuc phém an toan, rau an toan (thudc nhom thuc phrflm
an toan) dugc dua ra nhu sau:

Theo B6 mon Bao vé thuc vat, Khoa Nong nghi€p va sinh hoc trng dung,
Truong Pai hoc Can Tho [36], nhitng mat hang rau tuoi (bao gom tat ca cac loai rau
an cu, than, 14, hoa qua c6 chat luong ding nhu dit tinh giéng cta nd, ham lugng

cac hoa chat doc va mirc do nhiém cac sinh vat gay hai & dudi mirc ti€u chuan cho



phép, bao dam an toan cho nguoi tiéu dung va méi truong, thi dugce coi la rau dam
bao an toan vé sinh thuc phém, go1i tat 1a "rau an toan".

Theo Trung tdm chang nhan phu hop, Tong cuc Tiéu chuan do lwong chat
luong, B6 Khoa hoc va Cong nghé Viét Nam [46], Rau an toan dugc quy dinh la
cac chit sau ddy chtra trong rau khong dugc vuot qua tiéu chuan cho phép: du
luong thubc hoa hoc; s6 lugng vi sinh vat va ky sinh trung; du lwong dam nitrat
(NO3); du lwong cac kim loai nang (chi, thuy ngan, asénic, k&m, ddng...)

Theo Hoi Nong dan Ha Nam [39], Thuc pham an toan Ia:

- Khéng chtra ton du thudc bao vé thuc vat, hod chit, khang sinh cam hoic
vuot qua gidi han cho phép.

- Khong chira tap chat (kim loai, thuy tinh, vat ctng ...)

- Khéng chira tac nhén sinh hoc gy bénh (vi rut, vi sinh vat, Ky sinh trang)

- C6 ngudn gbc, xuat xir day du, rd rang;

- Puoc kiém tra, danh gi4 ching nhan vé an toan thuc pham.

Theo Thong Tu 59/2012/TT-BNNPTNT “Quy dinh v& quan Iy san xuat rau,
qua va ché an toan”[47], rau, qud an toan 1a mat hang rau, qua tuoi duoc san xuat,
so ché, ché bién phi hop quy chuan k¥ thuat quéc gia vé dieu kién dam bao an toan
thuc pham hoac phu hop vai quy trinh ki thuat san xuat, so ché rau, qua an toan
duoc S& Nong nghiép va Phat trién ndng thon phé duyét hoic pha hop véi cac quy
dinh lién quan dén dam bao an toan thuc pham c6 trong quy trinh thuc hanh san
Xuat néng nghiép tét cho rau, qua tuoi an toan VietGAP, cac tieu chuan GAP khéc
va mau dién hinh dat céc chi tiéu an toan thuc pham theo quy dinh.

Tir cac khai niém trén, co thé thay, thuyc pham an toan 1a nhitng thuc pham
duoc san xuat, ché bién, tiéu thu trong diéu kién dam bao thuc pham khong gay mat
an toan vé strc khoe, tinh mang, tai san cho ngudi sir dung.

Trong pham vi nghién ctru cua luan an, loai TPAT duoc tap trung nghién cuu
la Thuc pham twoi song an toan vi trén thi truong thuc pham, TPTS an toan va
TPTS khong an toan 1a khé phan biét, NTD Ha Ni co théi quen mua TPTS dé ché
bién cho bita dn hang ngay hon 1a mua thuc pham ché bién san.
1.1.1.2. Phan logi thuc pham an toan

Thuc pham an toan dugc phan thanh cac loai khac nhau. Theo Rongduo Liu,
Zuzanna Pieniak, Wim Verbeke (Thdi dé va hanh vi cia NTD déi véi TPAT tai
Trung Qudc, 2013) [86], thic pham an toan bao gom thuc pham khong gay hai
(hazard free food), thuc phim xanh (green food) va thuc pham hitu co (organic
food). Nguyén Phé Thu tuéng Nguyén Cong Tan (San xudt ndng pham, thiec pham
theo cdng nghé sach, 2010) [23] cho rang, thuc pham sach dugc chia 1am ba loai
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gom thuc pham khéng gay hai; thuc pham sinh thai (thuc pham xanh) va thuc pham
hitu co.

Téc gia dong y véi quan diém cua Rongduo Liu, Zuzanna Pieniak, Wim
Verbeke (2013) [86], nghia 13, thuc phdm an toan bao gom thuc pham khéng gay
hai, thuc pham xanh va thuc pham hitu co. Mot sé quan diém vé thuc pham khdng
gay hai, TPHC, thuc pham xanh nhu sau:

- Thyc pham khong gy hai.

Theo Huang, Wu, Rong, You, & Jiang (Thdm dinh chdt lwong méi truong cho
viing san xudt rau khéng gdy hai, 1999) [63], thuc pham khéng gy hai 1a thuc
phém ¢ chat luong tdt, bo dudng va an toan, cé ton du cac hoa chat doc hai nhu
phan bon, thudc trir sdu, kim loai ning, nitrat & dudi muc gidi han cho phép, dugc
thiét 1ap boi cac tiéu chudn qubc gia.

- Thyc pham hitu co

Theo Jia, Liu, Wang, va Liu (2002) [68], THHC Ia loai thuc pham ma trong
quéa trinh san xuat, kinh doanh khéng sir dung tuyét ddi cac loai héa chit tong hop
nhan tao nhu phan boén, thudc trir siu, chat kich thich ting truong trong thirc an
chan nubi va cc chat phy gia cong nghé bién doi gen.

Theo t6 chirc ndng nghiép va thuc pham thé gidi (FAO), thuc pham hitu co 1a
nhitng thuc pham duoc nudi trong trong diéu kién tu nhién khéng co hoa chat,
khang sinh, cdng nghé bién doi gen hay bat ky hda chat tong hop ndo. Mic du vay,
hién nay van con c6 nhiing tranh luan vé thuat ngix “thuc pham hiru co™.

- Thyc pham xanh.

Theo Zhang va cong su (Pdnh gid thi truong nong san khong gday hai va cac
chinh séach c6 lién quan, 2002) [99] cho rang, thuc pham xanh dugc hiéu theo khai
niém vé bao vé mdi trudng va phat trién bén viing. Mdi giai doan ctia qua trinh san
xudt thuc pham xanh phai dép ng céc tiéu chuan bao vé méi trudng, tuan thil cac
quy dinh cta co quan chuyén mén c6 thAim quyén. Thuc phdm xanh duoc chia ra 2
cap, gdbm cAp AA va cip A. Theo Qin, Li, va Tan (Sw khdc nhau va méi quan hé
giita thue pham hitu co, thuc pham xanh, thie pham khéong gdy hai, 2003) [85],
thuc pham dat tiéu chudn cdp A coi nhu dat tiéu chuan thyc pham khong 6 nhiém
mOi truong, an toan véi suc khde con nguoi, tic la dat yéu cau “an toan, vé sinh”,
néu dat cdp AA coi nhu dat tiéu chuan thyc pham hitu co theo tiéu chuan qudc té.

Thuc pham xanh phai dugc san xuat va ché bién trong méi trudng tuyét doi
khong c6 & nhidm. Cac nguyén liéu ndng san, gia suc, gia cam, thuy san, qua trinh
tréng trot, chan nudi va gia cong déu phai phi hop quy trinh san xuat quy dinh. Vi
du, phai khoanh mét ving ddng rudng chuyén dung dé san xuat thuc pham xanh,



9

phai chon gidng tét ¢ sic khang bénh cao, dung phuong phéap thién dich dé chita
bénh, ding phan bén hitu co da o hoai dé bon, khdng dung phan hoa hoc, thudc bao
vé thuc vat va cac hod pham khéc, khién cho tan du cac chit gdy 6 nhiém moi
truong trong thuc pham ton tai thip nhat.

Tur khéi niém vé céc loai TPAT & trén, c6 thé thdy, thuc pham hitu co 12 loai
thuc pham ma trong qué trinh san xuat khong dugc s dung phan bon héa hoc,
thudc trir sau, thude diét co hda hoc va khong chira chat kich thich tang truong/ ting
trong, thuc pham xanh can phai dugc trong trong méi trudng hoan toan khong 6
nhiém. Do vay, thuc pham hiru co, thuc phdam xanh 1a nhitng loai thuc pham c6 rat
it trén thi truong, gia thanh rat cao, khong c6 nhiéu DNTM bén 1é TPAT kinh doanh
loai thuc pham nay. Thuc pham khéng gay hai 12 loai thuc pham trong qué trinh san
xuat duoc stir dung mot s chat héa hoc nham phong va chéng bénh cho cay trong/
vat nudi, nhung loai thuyc pham nay phai tuan thu nghiém ngat cac quy dinh vé viéc
sir dung cac hoa chat nhu ham luong, thoi gian truéc thu hoach... nham dam bao
san pham khéng gay hai cho stc khoe nguoi st dung. Loai thuc pham khong gay
hai c¢6 ning suit cao hon thuc pham hiru co va thuc pham xanh, gia thanh khdng
chénh léch nhiéu so véi thuc pham thong thuong, nén cac DN ban Ié kinh doanh
loai TPAT nay la chu yéu, nhitng mat hang TPAT ma cac DNTM bén 1¢é kinh doanh
phai dugc cac co quan chung nhan dam bao VSATTP. Loai TPAT nay sé€ khac vai
loai TPAT do céc ho gia dinh ty tréng trot, chin nudi, cung ¢ng ra thi truong nhung
khong duoc cac co quan chirc nang ching nhan an toan thuc pham.

Nhu vay, mit hang TPAT duoc xem xét trong luan an 1a Thyec pham twoi song
an toan, gom thuc pham hizu co, thuc pham xanh va thiec pham khéng gay hgi, dat
mét trong s6 cac quy chuan ky thuat quéc gia vé diéu kién dam bao an toan thuc
pham hoic quy trinh ky thuat san xuat, so ché rau, qua an toan dugc So Nong
nghiép va Phét trién nong thon phé duyét hoic dat cac tiéu chuan cua VietGAP,
GMP, HACCP, 1SO 22000:2005, TCVN ISO 22000:2007... (Mgt sé tiéu chudn
chiing nhédn cho TPAT duwoc trinh bay tai phu luc 13)

1.1.2. Hanh vi mua ciia ngwoi tiéu dung

Theo Vit Huy Thong (Hanh vi mua cua nguoi tiéu dung, 2010) [30, tr 13],
hanh vi con nguoi bao gém cac tuong tac gitra nhan thirc, sy cam thu va hanh dong
v6i nhitng tic dong cua cac yéu té méi trudng.

Theo James F.Engel, Roger D. Blackwell, Paul W.Miniard (Hanh vi nguoi tiéu
ding, 1973), hanh vi tiéu dung 1a toan bo nhitng hoat dong lién quan truc tiép t6i
qua trinh tim kiém, thu thap, mua sdm, s& hitu, st dung, loai bo san phém/ dich vu.

N6 bao gobm ca nhitng qué trinh ra quyét dinh dién ra trudc, trong va sau cac hanh
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dong d6. (dan lai tir Vi Huy Thong (Hanh vi mua cia nguoi tiéu dimg, 2010) [30,
tr.12])

Theo Solomon Michael R (Consumer behavior: buying, having, being, 1992),
hanh vi tiéu ding 13 mot tién trinh cho phép mot c4 nhan hay mét nhém ngudi lua
chon, mua sam, sit dung hodc loai bo mdt san phém/ dich vy, nhitng suy nghi da co,
kinh nghiém hay tich lily, nham théa man nhu cau hay wéc mudn cta ho. (dan lai tir
Vit Huy Thong [30, tr 12])

Theo Phillip Kotler (Quan tri marketing, 2006) [33, tr 197], hanh vi tiéu dung
la nhirng hanh vi cu thé caa mot ca nhan khi thuc hién cac quyét dinh mua sam, sir
dung va vt bo san pham hay dich vu.

Theo Phan Thi Thu Hoai (Hanh vi mua cua khéch hang té cheizc véi hoat déng
marketing ciza c&c DNTM Viét Nam trong tién trinh hgi nhdp kinh té khu vuc va thé
gigi, 2004) [13], hanh vi mua cua khach hang 1a cac cach suy nghi, can nhac, (ng
xu/ phan &ng trong qud trinh hinh thanh nhu cau mua san pham va dich vy, nhan
biét, danh gia, Iya chon mua, sir dung trong sé nhirng nhan hiéu thé vi dang duoc
chao hang trén thi truong nham théa man nhirng nhu cau cua khach hang.

Tir cac dinh nghia o trén, cd thé thay, hanh vi mua 13 cac suy nghi, cAn nhic va
hanh dong trong qué trinh xem xét, lya chon, mua va sir dung san pham, 1a nhiing
suy nghi va cam nhan cta con ngudi trong qué trinh mua sam va tiéu dang, hanh vi
khach hang 13 ning dong va twong tac vi né chiu tac dong boi nhitng yéu té tir moi
truong bén ngoai va co su tac dong tro lai dbi voi méi trudng dy. Hanh vi khéch
hang bao gém cac hoat dong: mua sam, st dung va xir Iy san pham va dich vu.
1.1.3. Hanh vi mua thwe phdm an toan ciia ngwoi tiéu ding

Tur khai niém hanh vi mua cua khach hang cua Phan Thi Thu Hoai (2004) [13],
c6 thé dua ra khai niém vé hanh vi mua thuc pham an toan caa NTD Ia:

Hanh vi mua thyc phdm an toan cia nguwoi tiéu ding la cdc cach suy nghi, cdn
nhdc, ing xit/ phan 1ng cia ngwoi tiéu ding trong quéa trinh hinh thanh nhu cadu
mua thyc pham an toan, nhdn biét, danh gid, lwa chon mua, si dung trong sé nhiing
m¢t hang va nhan hiéu thé vi cua thuc pham an toan dang dwoc chao hang trén th;
triong, nham dam bao an toan cho sitc khde cua ban thdn nguwoi tiéu ding va céng
dong, mong muén gop phan nang cao chdt liong doi song Xa hgi va méi trwong
song xanh sach hon, bén viing hon.

1.1.4. Doanh nghiép thwong mai bdn 1é thuwc phim
1.1.4.1. Khai nigm doanh nghiép thuong mai ban lé

Theo Nguyén Béach Khoa va Cao Tuan Khanh (Gido trinh Marketing Thiong
Mai, 2011) [17, tr 29], DN thuwong mgai la mot khau co s& DN cua hé trung gian
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thuong mai (ban bubn — ban 1) trén cac mang kénh phan phéi — van dong hang héa
nham tiép thi va ban hang trén thwong trudng muc tidu caa nd, 1a mot co sd trong
yéu ciu tric nén thuong trudng xa hoi, mot thanh té cha dao tao 1ap nén hé thdng
mang ludi thuwong mai — dich vu xa hoi.

Di v6i DNTM bén 1é, ddi tuong tac dong chu yéu 1a trén thi truong NTD
cudi cuing va hoat dong tiép thi - ban hang duoc thuc thi véi NTD truc tiép, vai quy
cach sb lugng phu hop vai viéc tiéu dung tryc tiép.

DNTM bén I¢ thiuc pham cé thé ban cac loai mit hang ma con nguoi an, udng
& dang tuoi sdng hodc dd qua so ché, ché bién, bao quan.
1.1.4.2. Mét sé co sé ban lé cia doanh nghiép thiwong mai béan lé thyc phdm

Hé théng phan phdi ban 1¢ trén thi trudng gom céc loai hinh chu yéu 1a cho
(cho truyén théng, cho cdc); trung tam thuong mai, si€u thi, cira hang tién lgi hay
chudi céac ctra hang tién loi, ctra hang chuyén doanh; cac ctra hang tap hoa nho I¢,
cac quan béan rong.

Céac CHBL 14 cac siéu thi ban 1é tong hop, cira hang tién loi hay chudi cac cira hang
tién loi ban 1€, ctra hang chuyén doanh ban 1¢ ¢6 chu s¢ hitu la caic DNTM. Cac DNTM
ban 1¢ thuc pham gdm DNTM ban 1é ¢6 siéu thi hodc chudi cac siéu thi ban 1é tong hop
trong d6 c6 miat hang thuc pham; DN vira 1a nha san xuét, vira 13 nha ban 1¢ c6 hé thong
cac CHBL TPAT do DN san xut; DNTM ban 1é ¢c6 cira hang hodc chudi cac ctra hang
chuyén doanh ban 1¢ céc loai thuc phém véi nhiéu thuong hiéu khac nhau.

Nhu vdy, cé hai loai hinh ban 1¢ chu yéu cua cac DNTM ban 1¢ TP la CHBL
chuyén doanh va quay hang TPAT tai siéu thi ban 1é tong hop, goi chung 1a CHBL
TPAT, hai loai hinh ban 1¢ nay duoc cac co quan chirc ning cua nha nude cap gidy phép
hoat dong va thuong xuyén c6 nhitng hoat dong giam sét, kiém tra chat ché nham dam
bao mit hang dén tay NTD that sy an toan.

CHBL chuyén doanh

CHBL chuyén doanh c6 hai nhém la cira hang chuyén doanh truyén thong va
cua hang chuyén doanh hi¢n dai theo chung mat hang

Céc cira hang chuyén doanh thuong kinh doanh & pham vi nhé hon mét tuyén
mat hang day dii, 6 phoé mat hang hep nhung sau vé cac kiéu mau, kich ¢&, mau sac
va cac dic diém quan trong khac cua phd mat hang. Cac cira hang nay cung cip cho
cac khach hang lya chon cao va sy hiéu biét chuyén sau cua cac nhan vién ban hang
d6i voi phd mat hang ma cia hang kinh doanh. Cac cira hang nay thuong dat & cac
khu mua sim va cac khu trung tim thuong mai, tai khu déng dan cu.

Trong cac loai hinh cira hang hiru han tuyén mat hang, chiéu rong phd mat
hang khong gidng nhau. Mot cira hang c6 thé tap trung vao (1) mot sé tuyén mit
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hang lién quan (thit twoi séng, rau, va cac mat hang phu khéc), (2) mot tuyén mat
hang duy nhat (thit tuoi sdng), (3) mot phan caa mot tuyén mit hang nao dé (thit gia
cam). C6 thé phan biét ba loai cira hang hiru han tuyén mat hang. Dich vu khach
hang cua cé4c cira hang chuyén doanh bién thién tir nhitng cira hang cung cip muc
dich vu khéch hang han ché va thip dén nhitng ctra hang c6 dich vu khéach hang da
dang va chat luong cao. Su thanh céng cua cac cira hang chuyén doanh phu thudc
vao muirc do va kha ning théa man nhu cau cua nhitng khach hang doi hoi ¢6 sy da
dang trong chon lya va mong mudn mua dugc nhirng mat hang that véi chét lugng
cao trong nhdm hang ma ho quan tam.

Siéu thi ban 1é téng hep

Siéu thi dugc ding nhiéu nhat dé chi mot dién tich ban hang tir 400m2 dén
2.500m2 vai it nhat 70% hang hoa la thyc pham va cac hang hoéa tiéu dung thuong
xuyén khac.

Tir siéu thi c6 hai nghia, nd c6 thé dung dé mé ta mot phuong phap ban 18,
dong thoi ciing c6 thé dung dé chi mot loai hinh co s& ban lé. V&i nghia 13 mot
phuong phap ban 1¢, ban I¢ kiéu siéu thi (supermarket retailing) c6 dic trung 1a phd
mat hang bao gém nhiéu tuyén mat hang cé quan hé véi nhau (chu yéu 1a hang thyuc
pham), mirc d6 tu phuc vy cao, thanh toan tap trung va muac gia rat canh tranh.

V&i nghia 1a mot thuat ngtr chi mot loai hinh co so ban ¢, siéu thi 1a mot co so
ban 1¢ c6 phd hang twong ddi rong va twong ddi sau, chi yéu la mit hang thuc
pham, tap pham va mot sé hang céng nghé pham. C4c siéu thi chi cung cap dich vu
khéch hang & muc téi thiéu, nhung dong thoi véi diéu kién nay thi gia ca lai rat
canh tranh. Muc gia thap ¢ cac siéu thi dong nghia véi loi nhuan thap, vi vay, yéu
cau quan trong nhat doi vai siéu thi 1a phai ting tbc d6 luu chuyén hang hoa cang
nhanh cang tét.

1.2. Téng quan nghién ciru vé hanh vi mua thwe pham an toan, vin dung vao
hoat ddng marketing ciia cic DNTM ban 1é thue pham trén thé gi6i

Tir nhitng nam 1950, khoa hoc hanh vi NTD bit dau dugc cac nha kinh té hoc
tiép can, nghién ciu vi NTD dugc coi 1a ngudn gdc hinh thanh nhu cau trén thi
truong va quyét dinh cach tng xtr cua cac chu thé khéac trong hoat dong trao doi.
Cac nha nghién ctru va quan tri marketing ciing thay viéc nghién cau NTD 14 vo
cung can thiét, vi NTD déu co lién quan dén moi quyét dinh trong hoat dong
marketing, viéc thoa man nhu cau caa NTD s& mang lai thanh cong cho DN.

1.2.1. Cdc nghién ciru lién quan dén hanh vi mua ciia ngwoi tiéu ding

C6 rat nhiéu nghién ctu cua cac tac gia vé hanh vi mua, nhin chung cac

nghién ctiru déu cho rang, hanh vi mua cua NTD duoc thé hién & hai phan: qué trinh
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mua va cac yéu té anh huong dén hanh vi mua cia NTD. Mot s6 nghién ciru duoc
t6ng hop nhu sau:

James F. Engel, David T. Kollat va Roger D. Blackwel (Hanh vi mua cua
nguroi tiéu dung, 1973) (mé hinh EKB), [64]. T4c gia di dua ra mo hinh vé hanh vi
ciia NTD, d6 1a mot qué trinh quyét dinh gdm niam bude (hoat dong) xdy ra trong
mot khoang thoi gian, gdm: (1) Nhan thire van dé. (2) Tim kiém thong tin. (3) Panh
gia kha ning thay thé. (4) Sy lya chon ctia NTD. (5) Két qua. Mot dic trung quan
trong trong mo hinh EKB d6 1a sy mo6 t4 hanh vi mua cua NTD la mdt qua trinh
gdm cac giai doan chtr khong phai chi 14 nhitng hanh dong mua hodc khong mua
don 1¢, tuy nhién md hinh nay rat linh hoat, né thé hién rang NTD c¢6 thé khéng phai
lic nao ciing trai qua cac hoat dong trong qua trinh mua day di, NTD c6 thé bo qua
mot s bude. M6 hinh cia EKB d3 xem xét mot s6 luong 16n cua cac bién anh
hudng dén NTD nhu yéu td thu nhép, vin héa, tang 16p xa hoi, va gia dinh, nhimng
yéu td nay anh huong dén mdi giai doan trong qua trinh quyét dinh mua ctia NTD.
Tuy nhién, han ché ctia m6 hinh 14 mé hinh chi néi dén nhiing yéu t6 bén ngoai tac
dong dén nhan thirc cia NTD, mo hinh da khong dé cap dén sy anh hudng cua
nhirng ngudi khac trong viée ra quyét dinh caa NTD.

Sheth (Tai sao ching ta mua, ching ta mua cai gi, Mét ly thuyét vé hanh vi
cua nguroi tiéu dung, 1991)[89], hoc thuyét Sheth dugc xay dung dua trén nhiéu hoc
thuyét khac nhau vé s¢ thich va hanh vi trong ban I¢ cua NTD va gdom hai hoc
thuyét thanh phan: mét 1a can nhic lva chon vé ctra hang ban Ié va hoc thuyét thi
hai 1a v& hanh vi mua thyc té ¢ cira hang d6. Theo Sheth, viéc lya chon cira hang
mua sam cua NTD chiu anh huéng cua 4 yéu to quyét dinh khac nhau c6 tac dong
dén dong co va lya chon mua sam ciing nhu nhitng tinh toan mua sam va tir d6 anh
huong dén thién huéng lya chon cira hang mua sam. Bén nhom yéu té nay bao gom
dic diém cua mat hang, thi trudng, ca nhan va cong ty. Cac can nhac mua sam la
nhitng quy luat ra quyét dinh hoic quyét dinh van tit ma cac ca nhan st dung khi
xay dung cac thién hudng mua sim ddi véi mot sé cira hang ban 1é nhat dinh, chinh
nhitng quy luat chon lva nay kéo theo sy thich &ng giita dong co mua sim va dinh
huéng mua sam. Tuy nhién, lya chon quy luat nao lai phu thudc vao nhiing hiéu
biét va kinh nghiém trong qua khu c6 lién quan téi mua sam I6p mat hang va dich
vu ma NTD dang xem xét.

David L.Loudon va Albert J. Della Bitta ( Hanh vi mua cua nguwoi tiéu dung:
Cac khai ni¢m va vgn dung, 1993) [54]

Nhom tac gia dua ra mé hinh don gian moé ta qué trinh quyét dinh mua cua

NTD va céc yéu té tic dong dén hanh vi mua cia NTD. Cac yéu té anh hudng dén
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hanh vi mua ctia NTD gdém bén nhom yéu té chinh thuéc vé: Vin hoa, xa hoi, ca

nhan va tam ly. Téc gia ciing cho rang, hanh vi mua cua NTD xay ra trong mot qua

trinh. Dé di dén quyét dinh mua mot loai hang hoa dich vu gi d6 thi noéi chung

nguoi mua phai trai qua qua trinh bao gom 5 giai doan: nhan biét nhu cau, tim kiém

thong tin, danh gia va luya chon giai phap, chon ctra hang va mua sam, qua trinh sau

mua sam. Tuy nhién, trong mét s6 tinh hudng cu thé, qua trinh mua khong nhat thiét

phai bao ham tat ca cac giai doan nay.

Céc yéu t6 van
hoa:

- nén van hoa

- nhanh van hoa

Y

Céc yéu t6 xa
hoi:

- dia vj xa hoi
- nhém tham
khao

- gia dinh

A 4

Nhan biét nhu cau

,

Tim kiém théng tin

DPanh gia va lya chon giai

phap
v

Chon cira hang va mua sim |

\

Quaé trinh sau mua

A

Céc yéu tb ca
nhén:

- tudi tac...

- nghé nghiép
- 16i sdng

Céc yéu té tam Iy:
- dong co

- nhan thuc

- sy hiéu biét

- niém tin va thai
do

Hinh 1.1: M6 hinh hanh vi mua cia ngwai tiéu dung cia David L.Loudon va
Albert J. Della Bitta (1993) [54]

Philip Kotler (Quan tri marketing, 2006) [33, tr.198]

Mo hinh hanh vi mua ciia NTD cua Phillip Kotler md ta mbi quan hé giita ba
yéu t6: cac kich thich, “hop den y thirc” va nhitng phan tng déap lai cac kich thich
cta NTD (dan lai cua Tran Minh Dao (Gido trinh Marketing cin ban, 2012, tr.95))

hop

Panh gia
phuong an
Quyét dinh mua
Hanh vi sau
mua

Cac tac nhan | Cac tac nhan ”Hop den” y thirc cia NTD Phén wng dap lai
marketing moi truong cia NTD
marketing
- San pham - Kinh té Cac dac Nhan thirc nhu Lua chon san pham
- Gia - Cong nghé tinh cua cau Lua chon nhén hiéu
- bia diém - Chinh tri nguoi ti€u | Tim kiém thong Lua chon nha cung
- Xtc tién hén | - Vian hoa "|  dung tin > (ng

Lua chon khéi

lurong mua.

Hinh 1.2: M6 hinh hanh vi ngwoi tiéu dung caa Phillip Kotler (2006) [33, tr.198]
* Cac kich thich: 1a tat ca cac tac nhan, lyc luong bén ngoai NTD co thé giy

nhimg anh huong dén hanh vi cia NTD. Ching duoc chia 1am hai nhém chinh.
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Nhom 1: Cac tac nhén kich thich ctia marketing: san pham, gia ban, cach thic phan
phdi va cac hoat dong xuc tién. Cac tac nhan nay nim trong kha ning kiém soat cia
cac doanh nghiép. Nhém 2. Céc tic nhan kich thich khong thudc quyén kiém soat
tuyét d6i ctia cac doanh nghiép, bao gdm: méi truong kinh té, canh tranh, chinh tri,
van hoa, xa hdi,...

* “Hop den” y thure cia nguoi ti€u dung: La cach goi bd ndo cuia con nguoi va
co ché hoat dong cua no trong vige tiép nhan, xtr 1y cac kich thich va dé xuét céac
giai phap dap mg trd lai cac kich thich. “Hop den” ¥ thirc duge chia 1am hai phan.
Phan thir nhdt, dic tinh cua nguoi tiéu dung. N6 anh hudéng co ban dén viéc NTD s&
tiép nhan cac kich thich va phan Gng dap lai cc tac nhan d6 nhu thé nao? Phdn thir
hai, qua trinh quyét dinh mua cta NTD, 1a toan b 1 trinh NTD thuc hién cac hoat
dong lién quan dén su xudt hién cia udc mudn, tim kiém thong tin, mua sam, tiéu
dung va nhitng cdm nhan ho c6 duogc khi tiéu dung mat hang. Két qua mua sdm san
phém cua NTD s€ phu thudc vao cac budc cua 19 trinh nay c6 dugc thuc hién tréi
chay hay khong.

* Nhirng phan tng dép lai cia NTD: 1a nhitng phan trng ctia NTD boc 16 trong
qua trinh trao d6i ma ta c6 thé quan sat duoc. Chang han, hanh vi tim kiém thong tin
vé hang hoa, dich vu; lya chon hang hoa, nhan hi€u, nha cung cép; Iwra chon thoi
gian, dia diém, khéi luong mua sam...

Ngoai cac hoc thuyét vé hanh vi mua & trén, con ¢ mot sé nghién cau ly
thuyét cua cac tac gia vé sy anh huong cua cac yéu té nhan khau hoc, marketing cua
ctra hang dén quyét dinh mua va quyét dinh lya chon ctra hang ban 1¢ nhu sau:

Bundit Pungnirund (4nh hwéng cua Marketing — mix dén hanh vi mua cua
nguroi tiéu dung tai Chatuchak Plaza, 2013) [51]

Nhan khau hoc:

- Gi6i tinh

- Tudi

- Tinh trang hén nhén
- Trinh d6 hoc van

- Nghé nghiép _
- Thu nhap hang thang ‘Hanh vi mua
. - Tan suat mua hang
Céc yeu to MKT — hda cta ngudi tiéu
mix: dung

- Mat hang

- Gia

- Phan phéi

- XUc tién marketing
- Con nguoi

- Bau khong khi

- Qui trinh

Hinh 1.3: M0 hinh nghién ciru cia Bundit Pungnirund (2013) [51]
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Muc tiéu cua nghién ctu nay la so sanh hanh vi mua sam cia ngudi tiéu ding
theo céc thong tin nhan khau hoc va nghién ciu anh huéng cua marketing mix cua
ctra hang téi hanh vi mua NTD. Phuong phép théng ké sir dung trong nghién ciu
nay bao gém tan sd, ty Ié, trung binh, do Iéch chuan, va phan tich hdi quy da bién.
Gia thuyét cua nghién ctru 1a: 1. Ngudi tiéu ding & cac khu vuce dan cu khac nhau
c6 hanh vi mua ban khac nhau? 2. Marketing - mix cua cua hang c6 anh huong téi
hanh vi mua nguoi tiéu dung? Két qua nghién cau vé st anh huong cia marketing -
mix 1a c6 ba bién: gia, dia diém, mat hang c6 anh huéng dén hanh vi mua sam cua
khéch hang.

Seyed Mahmoud Hosseini, Maryam Safaei, Eshagh Ghadir (Md hinh cdu tric
can bang cua cac bién co gia tri trong viéc lira chon ciza hang ban lé theo quan
diém cia ngueoi tiéu dung, 2013) [88].

Hinh anh mat hang
vai nhan hiéu

Co s& vat chat

Chd db xe

Hinh anh cira hang

Trung bay hang hoa

Chit lugng hang héa
va dich vy

Lua chon cira
hang

GAan nha

Bau khong khi cira
hang

Rui ro

Gia

Hinh 1.4: M6 hinh nghién ctru ciia Seyed Mahmoud Hosseini, Maryam
Safaei. Eshaah Ghadiri (2013) [881
Muc tiéu trong nghién citu nay la xem xét nhitng yéu t anh huong va muic do
anh huong cua cac yéu t thudc vé cira hang dén hanh vi lya chon cira hang caa
NTD tai Iran. Nhém tac gia da diéu tra khach hang & cac phan khic thi truong khéc
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nhau. Cac phuong phap nghién ciru dugc sur dung trong nghién curu nay la phuong
phap thdng ké, mo ta, cac dir liéu dugc phan tich bang phan mém SPSS, va Lisrelt,
tir 46 kiém dinh tinh phu hop cia mé hinh nghién ciru. Két qua nghién ciru 1 tit ca
cac yéu t6 déu cd anh huong truc tiép va co y nghia dén viéc lya chon cira hang,
muc do anh huéng duoc xép theo thir tu tir nhiéu nhit dén it nhit: co so vat chat,
hinh anh cuaa ctra hang, bau khdng khi trong cira hang (4nh sang, &am nhac, mau sic),
chat lugng mit hang va dich vu, chd dd xe, viéc trung bay hang hoa, gan nha, gia
ca, hinh anh nhan hiéu, rui ro.
1.2.2. Cdc nghién cibu vé hanh vi mua thwe phdm an toan ciia ngwoi tiéu ding,
vin dung vio hoat dong marketing ciia cdc DNTM bdn 1é thwc phim.

Bonti — Ankomah va Yiridoe (Thuc pham hitu co va thuc phdm théng thirong:
Bai tong hop cac nghién cizu vé nhdn thic va sé thich cia ngwoi tiéu ding, 2016)
[50].

Céc yéu t6 bén ngoai: Kién thtrc va nhan thuc:

- Chting nhan - Thyc pham huu co 1a gi

-Bao bivanhdn mac |~ | - Diéu gi lam cho TPHC tr&

- Sy san c6 mat hang nén dac biét

Céc yéu té lién quan d@én san phdm Bien xa hoi va nhan khau
hoc:

Thugc tinh nhdn thic: Bdc diém mat hang: . Gi(’ikﬁnh N
- Loi ich suc khoe - Dinh dudng . Ng[]_e nghiép
- B4o vé dong vat - bac tinh cam xuc - T‘{O' X .
- An toan thuc pham - Giatri - Trinh d6 hoc van
- Téac dong dén moi - Qui md gia dinh (c6 tré nho)
truona

\

Su wa thich ctia ngudi tiéu dung
va thai ¢6 (Nhan thtc nhu cau)

A 4

Céc yéu t6 kinh té:

- Thu nhap h¢ gia dinh

- Gid mat hang

- Gia cua c&c mat hang khac

Quyét dinh mua
thwc phdm hitu co

Hinh 1.5: M6 hinh cia Bonti — Ankomah va Yiridoe (2006) [50]
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Téc gia da phat trién khung khai niém vé anh huong cua thai d6 dbi véi TPHC
dén quyét dinh mua TPHC cua NTD. T4c gia da chi ra riang, viéc cung cap day du
thong tin vé TPHC trén thi truong s& nang cao kién thirc cia NTD va tir d6 anh
huong dén thai d6 cua NTD d6i véi mat hang TPHC. NTD cang biét nhiéu vé
TPHC thi ho cang dé dang chip nhan mirc gia cao caa TPHC, ho cang dé dang tiép
can va c6 nhiéu kha nang mua TPHC. Céac rao can nhu yéu t6 thu nhap, gia mat
hang c6 thé han ché kha nang NTD lua chon tiéu dung, san sang tra gia cao cho
TPHC. Nghién ctru 13 co so ly thuyét caa luan &n vé mdi quan hé giira thai do cua
NTD vé TPAT va méi quan hé véi quyét dinh mua TPAT. Tuy nhién, nghién ciu
chua dé cap dén hanh vi lya chon ctra hang ban 1é TPAT dudi su tac dong cua cac
yéu t6 marketing cua cira hang béan 1é dé tir 46 dua ra cac giai phap thic day tiéu
dung TPHC cua NTD.

Jay Dickieson va Victoria Arkus (Nhitng yéu té anh huéng dén viéc mua thyec
phdm an toan: Mgt nghién cizu vé hanh vi mua tai Anh, 2009) [67]. Nghién ctu nay
dé cap dén mot sé yéu té anh huong dén hanh vi mua TPHC cia NTD tai Anh nim
2009. Nhom téc gia tién hanh khao séat dinh luong. Két qua nghién cau cho thay
hanh vi cia NTD bj anh huong boi y thic siac khoe, sy cam nhan vé chat luong,
niém tin vé nhan hiéu TPHC va gia mat hang cao. NTD rat quan tam dén sy an toan
cua hé théng thuc pham thong thudng va TPHC da tré thanh mét loai mat hang dap
tmg duoc nhu cau NTD hién nay. Nhém tac gia ciing nhan thay rang NTD mua
TPHC vi ly do ca nhan chir khdng phai vi nhitng muc tiéu xa hoi to 1én. Nghién ctu
1a co s¢ Iy thuyét cho luan an vé mdi quan hé giira niém tin voi quyét dinh mua
TPAT, hanh vi nhan biét nhu cau, ddnh gia mat hang trong quyét dinh mua TPAT.
Tuy nhién nghién ctru chua dé cap dén yéu to marketing cia cac DNTM ban Ié thuc
pham trong viéc tac dong dén hanh vi mua cia NTD.

Nhiing loi ich

Chét luong

@ ,| MuaTPHC

Nhirng chi phi @

Hinh 1.6: M6 hinh nghién cau caa Jay Dickieson va Victoria
Arkus (2009) [67]
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Lau Kwan Yi (Hanh vi tiéu diing thie pham tai Hong Kong, 2009) [71].
Muc dich ciia nghién cau nay 1a tim hiéu méi twong quan giira cac yéu té nhan khau
hoc caa NTD, thai d6 ddi véi TPHC, y thuc sic khoe, van dé moi truong va kién
thire TPHC vai tan s tiéu thu TPHC. Tac gia sir dung hai phuong phap nghién ctu
la tham do va mo ta. Két qua nghién ctru cho thay yéu t gisi tinh va gia dinh ¢ tré
em c6 mdi quan hé vai viéc tiéu thu TPHC, c6 méi quan hé tich cuc gitra thai do, y
thic sirc khoe, mdi quan tdm vé méi trudng va su hiéu biét TPHC vai tan sé tiéu
thu TPHC. Tur két qua nghién cau, tac gia tong két vé nguyén nhan NTD chua tiéu
ding nhiéu TPHC nhu gia ca con cao, ngudn hang chwa 6n dinh, NTD con hoai
nghi vé ngudn gbc, chat luong cua mat hang, ngoai ra, NTD con phai mat nhiéu chi
phi va thoi gian trong viéc tim hiéu va di mua TPHC. Téac gia kién nghi cac nha
marketing vé& hang TPHC can c6 nhitng giai phap dé khac phuc han ché hay nhiing
rao can ndy. Nghién ctru 14 co so 1y thuyét vé mdi quan hé giita dic diém nhan khau
hoc ctia NTD, thai d6 cia NTD vé TPAT véi quyét dinh mua TPAT. Tuy nhién néu
tac gia xac dinh sy anh hudng cua y thirc stic khoe, sy quan tdm té1 moi truong, su
hiéu biét vé thuc pham véi hanh vi mua TPAT giita cic nhom nhan khau hoc thi két
qua nghién ciru s& gitp cac nha kinh doanh TPAT xéc dinh dugc rd rang hon ddi
tuong khach hang muc ti€u, c6 nhitng hoat dong marketing phu hop hon.

Céc yéu té nhan > Thai d6
khau:
a. Tudi Y thuc sic khoe
b. Gii tinh ———
c. Trinh d6 hoc van Quan tarTl tol mol
truond

d. Thu nhap

. Gia dinh c6 tré P
¢. L1a dinh co tre Su hiéu biet
nho

Hinh 1.7: Md hinh nghién ciu caa Lau Kwan Yi (2009) [71]

Zeinab Seyed Saleki, Seyedeh Maryam Seyed Sleki va Mohammad Reza
Rahimi (Hanh vi mua TPHC tgi Iran, 2012)[100].

Muc tiéu cua nghién ciu ndy 1a xac dinh su anh huong cua kién thac vé an
toan thuc pham, chat luong, gi4, quy tic Gtng xa chu quan, su quen thudc dén thai
d6 va hanh vi mua TPHC. Nghién ciru nay ap dung Iy thuyét vé hanh vi mua c6 ké
hoach dé tim kiém vé hanh vi mua TPHC cua tat ca NTD tai Iran. Téng s6 c6 150
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nguoi tham gia, l1dy mau ngau nhién don gian théng qua phuong phap phéng van
tryc tiép theo cau hoi c6 sin. Két qua nghién cau da khang dinh cac yéu té kién
thirc vé an toan thuc pham, chat luong, gid, quy tic ¢ng xir chu quan va sy quen
thudc dbi v6i mit hang déu c6 anh huong theo chiéu hudng tich cuc dén thai d6 va
c6 thé két luan ring thai do dbi véi TPHC 1a yéu té trung gian trong quan hé gitra
cac yéu té n6i trén véi hanh vi mua TPHC. Nghién ctru di xem xét duoc nhiéu yéu
t6 quan trong, tuy nhién mau nghién ctru con it, chua c6 tinh dai dién cho ngudi tiéu
ding tai Iran, nghién ciru méi chi dirng & két luan vé sy anh huéng cua cac yéu tb
ma chua tim ra mirc d6 anh huéng ciing nhu chua két luan dugc yéu té anh huong

nao la cé y nghia nhat.

— Hiéu biét v&é TPHC

Y thirc vé gia ban

A 4

L Quy tic tng xu chi quan Thai d6 véi TPHC Hanh vi mua
h g TPHC

[ Su quen biét v6i mat hang

[ Chét lugng mat hang ]

Hinh 1.8: M6 hinh nghién cau caa Zeinab Seyed Saleki, Seyedeh
Maryam Seyed Sleki va Mohammad Reza Rahimi (2012) [100]
1.3. Tong quan nghién ciru hanh vi mua thwe pham an toan ciia ngudi tiéu
dung, vin dung vao hoat ddng marketing ciia cic DNTM ban 1é thue pham tai
Viét Nam
Nguyén Vin Thudn va VO Thanh Danh (Phan tich c&c yéu té danh huéng dén
hanh vi tiéu dung rau an toan tgi thanh phé Can Tho, 2011) [24].

Khoang cach mua hang
\ Tiéu

Nidm tin déi voi . dung
1ém tin dol V&Il rau an toan rau an

toan

Su san 6 cua rau an toan

Hinh 1.9: M6 hinh nghién ciru ciia Nguyén Vin Thuin va Vo
Thanh Danh (2011) [24]
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Nghién ctu c6 muc tiéu xac dinh cac yéu té c¢d anh huong va mac do anh
huong caa chung dén su lva chon tiéu ding cac san pham rau an toan & thanh phé
Can Tho. Nghién ctru st dung s6 liéu thtr cip va sb liéu diéu tra so cap, dit liéu so
cap duoc thu thap bang viéc phong van truc tiép 100 nguoi hién dang tiéu dung rau
an toan, ngudi San Xuat rau an toan, nha cung tng (thu gom), nha phan phdi san
pham (céc siéu thi va cira hang ban rau an toan). Nghién cau sir dung phuong phap
phan tich héi quy da bién. Két qua nghién ctru thu dugc 13, phan 16n NTD cua rau
an toan c6 thu nhap tuong ddi cao. C6 ba yéu té anh huong dén tiéu ding rau an
toan 1a: khoang cach mua hang, long tin cia khach hang va tinh san c6 cia mat
hang. Tac gia di dua ra mot sb giai phap dé phat trién nganh rau an toan tai thanh
phd Can Tho 1a: phat trién thém diém ban hang, da dang hda hé thong phan phoi
nham tao sy thuan tién hon cho NTD trong viéc mua hang, cac nha phan phdi va
san xuat nén két hop xay dung nhan hiéu/ thuong hiéu cho mat hang nham tao long
tin ctia khach hang... Nghién ctru 1 co 1y thuyét vé su anh hudng ctia niém tin cua
NTD d6i voi TPAT véi quyét dinh mua TPAT, sy anh huéng cua yéu toé marketing
nhu miat hang, diém ban dén quyét dinh lya chon cira hang ban I¢ TPAT. Tuy nhién,
nghién ciru chua phan tich sy anh huéng cua yéu té marketing khac nhu gia ca, xuc
tién thwong mai dén quyét dinh lya chon ctra hang ban le TPAT

Nghién cizu cia Chu Nguyén Méng Ngoc va Pham Tan Nhdt (Phan tich céac
yéu té tdc dong téi quyét dinh chon kénh siéu thi khi mua thyc phdam tuwoi song cua
nguwoi tieu ding thanh pho Ho Chi Minh, 2013)[18].

Nghién ciru duoc thyc hién tai TP. H6 Chi Minh véi muc dich tim hiéu cac
nhan t6 va mtc do anh huéng cua noé dén lya chon kénh siéu thi khi NTD mua
TPTS. Nghién ctru duoc thyc hién bang phwong phap dinh luong voi mau 1a 120
nguoi tiéu dung TP H6 Chi Minh. Cac nhan t6 dugc nghién ctru 14 san pham, gia ca,
dia diém, chiéu thi. Két qua nghién ctu cho thay cac yéu té mat hang, bao bi, gia ca,
dia diém c6 anh hudng dén quyét dinh chon kénh siéu thi caa NTD, yéu té chiéu thi
khong cd anh huong dén quyét dinh chon kénh siéu thi cia NTD. Nghién ctu 1a co
s& ly thuyét vé su anh huéng cua cac yéu td marketing cia CHBL TPAT dén quyét
dinh lya chon CHBL TPAT cua NTD. Han ché caa nghién ctu 13, c6 mot sé yéu td
c4 nhan khac nhu: tudi, thu nhap, nghé nghiép, trinh do hoc van, ving (noi thanh va
ngoai thanh); quy trinh dich vu; co s¢ vat chat siéu thi,.. cling c6 thé tac dong nhung
chua duoc nghién ctu dén. Yéu té cau thanh do luong bién sé dugc xay dung cho
khai niém “hinh thirc bao bi” chua hoan chinh vi bién sb nay chi c6 hai yéu té cau
thanh do luong.
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San pham
Bao bi % Hanh vi quyét dinh

lya chon kénh siéu
thi khi mua TPTS

Giaca

Dia diém

Hinh 1.10: M6 hinh nghién ciru ciia Chu Nguyén Méng Ngec va
Pham Tan Nhat (2013) [18]

L& Dzu Nhdt (C4c yéu té anh hiedng dén hanh vi tiéu dung thic pham an toan
cua khéach hang tai thanh pho Quy Nhon, 2015) [20].

Muc tiéu caia nghién cau 1a tim ra cac nhan té tac dong dén hanh vi tiéu dung
cua khach hang tai thanh phé Quy Nhon. Nghién ctu sir dung phuong phap phan
tich nhan t5 kham pha va hdi quy tuyén tinh boi. Két qua nghién ctu cho thay, 7
yéu td: c& nhan, san pham, gia ca, ngoai canh, hinh anh, phan phéi va xdc tién la cac
yéu t6 tac dong duong dén hanh vi tiéu dung TPAT, trong d6, yéu t6 ca nhan tac
dong manh nhat. Tir d6, tac gia da dé xuat mot s6 giai phap cho cac nha kinh doanh
TPAT tai thanh phd Quy Nhon néi riéng va trong nudc noéi chung la: ting cudng
cdng tac tuyén truyén, tu van vé chuong trinh an toan thyc pham; chd trong cong
t4c quan tri chat luong san pham, thudng xuyén cai tién chat luong san pham, tao ra
ngudng khac biét cho san pham, giip NTD nhan biét vé san pham; chl trong xay
dung thwong hiéu va van dé quan tri nhan hiéu san pham; ting cuong ban san pham
qua cira hang, siéu thi ¢ chung nhan an toan vé sinh thyc pham; chi trong cong tac
tuyén dung, xay dung doi ngil nhan vién ban hang truc tiép; xay dung chién luoc
kinh doanh dai han, thuc hién quan tri chudi cung wng tao ra gié tri cao nhét cho
khach hang. Nghién ctu 1a co so ly thuyét vé méi quan hé giira hoat dong
marketing caa DNTM ban 1é TP véi quyét dinh lya chon CHBL TPAT cia NTD.
Tuy nhién, trong nghién cau, tac gia chua dé cap dén su anh huong cua niém tin,
thai do cia NTD dén hanh vi mua TPAT.

San pham \ / Xuc tien
Hinh anh ——— ™ Hanh vi quyét dinh

lva chon kénh siéu Ca nhan
' thi khi mua TPTS

Giaca

Ngoai canh

Phan phdi

Hinh 1.11: M6 hinh nghién ciru cia Lé Dzu Nhat (2015) [20]
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Nguyen Thi Minh Hoa va Nguyen Phirong Thao (CAc yéu té dnh hwedng dén
quyét dinh chon siéu thj @é mua thyc pham tiroi song cua nguoi tiéu ding Thanh
phé Hué, 2015) [79].

Mat hang

Sy thuan tién Hanh vi quyét dinh
vé dia diém va lya chon siéu thi dé
thoi gian r mua TPTS

/

Sy tién loi vé
dich vu

Hinh 1.12: Mé hinh nghién cwu caa Nguyen Thi Minh Hoa va
Nguyen Phwong Thao (2015) [79]

Muyc tiéu caa nghién ciru 13 xac dinh cac yéu té anh huong dén quyét dinh caa
NTD vé lya chon siéu thi & mua TPTS tai thanh phd Hué. M6 hinh nghién ctru dé
xuat duoc xay dung dua trén tong hop két qua tir cac nghién ctru trude day va két
hop vai cac nghién ciru dinh tinh. Nghién ctru dugc thuc hién v6i 136 khach hang
mua TPTS trong siéu thi, sé liéu thu thap duoc xt Iy bang phan mém SPSS. Két
qua cta nghién ctu nay cho thay, ba yéu t6 anh huéng dén quyét dinh cia nguoi
tiéu ding vé viéc lua chon siéu thi @& mua thuc pham twoi séng 1a san pham, sy tién
loi vé& vi tri va thoi gian mua hang, sy tién loi cua dich vyu. Theo mirc do tac dong tir
manh dén yéu 1a: sy tién loi vé vi tri va thoi gian mua hang; su tién loi caa dich vy;
mat hang. Két qua nghién ctru ciing chi ra rang da sd ngudi tiéu ding mua thyc
pham tuoi séng tai cac siéu thi 1a nhitng phu nit ¢o trinh d6 hoc van cao, 1a can bo/
gido vién trong do6 tudi 26-45 tudi, co thu nhap kha. Ho quyét dinh lya chon siéu thi
dé mua TPTS tir su tién loi vé dia diém, thoi gian ban hang, dich vu, mat hang. Tuy
nhién, can c6 nghién citu mé rong hon dé xem xét sy anh hudng cua gia ca, xdc tién
thuong mai dén quyét dinh lya chon cira hang ban 1é TPAT twoi séng caa NTD.

D6 Thi My Hanh, Bé Thi Tuyét Mai, Tran Trong Nam va Nguyén Trong
Tuynh (CAc yéu té anh hucng dén mirc san long chi tra ciia nguoi tiéu ding doi Véi
mgt hang rau an toan: nghién cizu tinh huéng trén dia ban huyén Gia Lam va qudn
Long Bién, Ha Ngi, 2015) [11]. Két qua cho thay, nhitng yéu té gay can trg viéc
mua sim va tiéu dung rau an toan 1a: gia cao, chat lugng chua dang tin cdy, chua tin
tudng vao cac cira hang ban rau hién nay, mac do hiéu biét va kha ning phan biét
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rau an toan va rau thong thudng con han ché. Muac do san 1ong chi tra cho rau an
toan cia NTD c¢6 méi quan hé véi tudi, viéc di timg mua rau an toan hay chua, hiéu
biét vé khai niém rau an toan, mic do nhan thic V& loi ich rau an toan dem lai va
muc 6 nhay cam vé gia caa NTD.

Lé Thiry Hwong (Nghién cizu cac yéu to dnh hwrong dén ¥ dinh mua thic pham
an toan cia cuwr dan dé thi - 1dy vi du tai thanh pho Ha Ngi, 2015) [16]. Két qua
nghién ctiu cho thay, cac yéu té anh huong dén y dinh mua TPAT bao gom: su quan
tam t6i sic khoe, viéc nhan thirc cua NTD 1a TPAT c6 chét luong cao, chuan muc
cha quan, nhan thac vé sy sin cd TPAT trén thi trudng, gid ban, théng tin vé TPAT,
truyén thong dai chiing vé TPAT. Tir két qua nghién ciu nay, tac gia dua ra mot s6
dé xuat cho nha quan tri nhu: thyc hién cac chuong trinh tu van vé dinh dudng cho
NTD, huéng dan NTD sir dung TPAT dang cach, hinh thanh xu huéng tiéu ding
TPAT thong qua hoat dong truyén théng, can coi phuong tién truyén thong dai
ching la nguon truyén tin chan thuc cac thdng tin vé mat hang dé xay dung niém tin
cia NTD va lam tang y dinh mua TPAT cua ho.

Ngoai mét sé cong trinh nghién ciu trén, con c6 mot s6 nghién ciu caa cac
nha nghién ctu vé hanh vi mua doi véi san tidu dung trong d6 c6 TPAT. Trong hau
hét cac nghién ctu, cach tiép can ly thuyét vé hanh vi mua caa NTD thuong theo
nghia hep ma chua tiép can mot cach day du tién trinh quyét dinh mua cua NTD,
c4c yéu té anh huong dén quyét dinh mua caa NTD, van dung nghién ctu hanh vi
mua vao hoat dong marketing cia DNTM ban I¢ thuc pham. Diéu nay cho thay, can
phai c6 nghién ciru toan dién hon hanh vi mua cia NTD d6i véi TPAT.

Tir viéc tong quan cac nghién ciru trong va ngoai nudce co lién quan dén hanh
vi mua TPAT ctua NTD, c6 thé thiy, chua co nghién ciu toan dién ndo vé hanh vi
mua TPAT, van dung vao hoat dong marketing cuaa cAc DNTM bén 1¢ tai Ha Noi.
Cac nghién ciu ndy chi dé cap dén mot vai yéu t6 trong sy anh huong dén quyét
dinh mua TPAT va quyét dinh lua chon ctra hang ban Ié TPAT, hoic chi tap trung
nghién ctu cac yéu td anh hudng dén mot giai doan nao d6 trong tién trinh mua,
nhiéu nghién ctru chua dé cap hoic chua nghién ciru sau viéc van dung két qua
nghién cuu hanh vi mua TPAT vao hoat dong marketing ctia cac DNTM ban I¢ thuc
pham. Tuy nhién, cac nghién ctru ndy cé nhitng goi ¥ quan trong vé co so ly thuyét,
phuong phap nghién ctru va noi dung nghién ctru, giup tac gia xay dung mo hinh
nghién ctu cho luan an.
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CHUONG 2
CO SO LY THUYET VA THU'C TIEN VE NGHIEN CUU HANH VI
MUA THU'C PHAM AN TOAN CUA NGUOI TIEU DUNG VA HOAT
PONG MARKETING CUA DNTM BAN LE THU'C PHAM

Churong 2 trinh bay ba ngi dung chinh. Thiz nhdt la co sé Iy ludn vé hanh vi
mua TPAT ciia nguoi tiéu dung, bao gom hanh vi mua theo tién trinh quyér dinh
mua cia NTD, su dnh hwong cia mét sé yéu té tam Iy NTD, yéu té nhan khdu hoc,
quyét dinh lia chon CHBL TPAT téi quyét dinh mua TPAT; sy dnh hurong cuia Cac
chinh sach marketing — mix dén quyét dinh lya chon CHBL TPAT cua NTD. Ther
hai 1a cac hoat dong marketing cua doanh nghiép thuong mai ban lé dua trén vdn
dung nghién cuizu hanh vi mua cuza NTD. Ther ba la nhizng kinh nghiém va bai hoc
dwoC rit ra tir mét s6 DNTM bén lé thanh céng tgi Viét Nam va trén thé gidi.

2.1. Noi dung nghién ctru hanh vi mua thwe pham an toan ciia ngudi tiéu diung

Theo Hoyer (Hanh vi nguoi tiéu ding, 2007) [62], khi nghién ctru vé khach
hang, cac nha quan tri marketing can tra 1oi cau hoi: Ai mua ? (Khach hang); Ho
mua gi? (Mat hang); Tai sao ho mua ? (Muc tiéu); Nhirng ai tham gia vao viéc mua
? (Té chtrc); Ho mua nhu thé nao? (Hoat dong); Khi nao ho mua ? (Co hoi); Ho
mua ¢ dau ? (Noi ban).

T m6 hinh hanh vi NTD cua Phillip Kotler (Qudn tri marketing, 2006) [33,
tr.198], van dé thu hut sy quan tdm va ciing 13 nhiém vu quan trong dit ra cho ngudi
lam marketing 1a: phai hiéu duoc nhiing gi xay ra trong “hdp den” y thirc khi NTD
tiép nhan céc kich thich, dic bi¢t 1a cac kich thich marketing. Mgt khi giai dap duoc
nhing “bi mat” dién ra trong “hdp den” thi ciing c6 nghia la marketing di ¢ thé chi
dong dé dat dugc nhitng phan Gmg dap lai mong mudn tir phia khach hang ctia minh.
Pay ciing 1a hai ndi dung co ban cia nghién ctru marketing (Tran Minh Pao
(Marketing can ban, 2012) [7, tr.96]).

Hanh vi mua TPAT cua NTD c6 thé duoc xem nhu qué trinh mua hang va
hanh dong mua hang chi Ia mot giai doan trong qua trinh nay, do vay, nghién cuu
hanh vi mua TPAT cua NTD phai dugc tién hanh trong moi giai doan cua qua trinh
tiéu dung, truedc khi mua, trong qué trinh mua va sau khi mua. Mat khac, cac nghién
ctru vé hanh vi khong chi nghién ctu ban than hanh vi véi tu cach 1a mot bién
nghién citu, ma quan trong 1a dat trong mdi quan hé voi cac yéu td tac dong, yéu td
anh huong cd thé tac dong, anh hudng dén hanh vi. Do vay, can nghién ciu vé cac
yéu t6 anh hudng dén hanh vi mua; cac suy nghi, can nhéc, hanh dong cua NTD
trong qua trinh xem xét, lya chon, quyét dinh, mua va st dung TPAT.
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Nhir vdy, ndi dung nghién ciru hanh vi mua TPAT ctia NTD bao gém: hanh vi

mua theo cac bude cua tién trinh quyét dinh mua va cc yéu t6 anh huong dén hanh

vi mua cu thé cia NTD. Cac hoat dong marketing cuia DNTM ban 1¢ thuc phém dua

trén két qua nghién ctru hanh vi mua TPAT cua NTD.
- Hanh vi mua theo tién trinh quyét dinh mua ctia NTD bao gdm 5 budc: nhan

biét nhu cau, tim kiém thong tin, lya chon phuong én, quyét dinh mua, hanh vi sau

mua. Tuy nhién, khong phai moi hanh vi mua mat hang nao ciing trai qua nam budc
nay, do vay, tién trinh quyét dinh mua TPAT phu thudc vao dic diém san pham,

murc do tham gia ctia NTD.

- Hanh vi chiu anh huéng cua cac yéu té la quyét dinh mua TPAT va quyét
dinh lya chon CHBL TPAT. Yéu té anh huéng dén quyét dinh mua 12 yéu té tam Iy
(niém tin d6i véi TPAT, thai do ddi véi TPAT, mirc d6 hiéu biét ddi véi TPAT), cac
yéu t6 nhan khau hoc cua NTD (gigi tinh, thu nhap ho gia dinh, nghé nghiép, trinh
d6 hoc van, gia dinh c6 tré em), quyét dinh lra chon CHBL TPAT; yéu t6 anh
huong dén quyét dinh lya chon CHBL TPAT Ia céc yéu té MKT — mix cua CHBL

TPAT.

2.1.1. Hanh vi mua ciia ngwoi tiéu ding theo tién trinh quyét dinh mua thuwe

phdm an toan cua ngwoi tiéu dung

Viéc dua ra quyét dinh mua ctiia NTD thay d6i tiry theo cac dang hanh vi mua.

Céc quyét dinh cang phirc tap thi s6 luong ngudi tham gia va su can nhic cta nguoi

mua cang nhiéu hon. V€ co ban c6 bon dang hanh vi mua ctia NTD céan ctr vao mirc

do tham gia cua ngudi mua va su khéac bi¢t ciia cac nhan hi€u, cac dang hanh vi nay

duogc trinh bay ¢ bang 2.1.

Cé&c dagng hanh vi mua cia ngwoi tiéu dung

Bang 2.1. Cac dang hanh vi mua cia nguoi tiéu dung

Mtrc d6 tham gia
Nhéan hiéu

Mtrc d6 tham gia cao

Murc do tham gia thap

Céac nhan hiéu khac nhau

nhiéu

Hanh vi mua phtrc hop

Hanh vi mua tim kiém su da
dang

Cac nhan hiéu khac nhau it

Hanh vi mua dam bao hai
hoa

Hanh vi mua thong thuong

(Ngudn: Henry Assael (Hanh vi nguwoi tiéu ding va hoat dong marketing, 1987) [60])

Thuc pham trong d6 c6 TPTS thong thudng 1a nhom hang tiéu dung thiét yéu,

dugec NTD mua va sir dung hang ngay, do vdy, ngudi mua khong phai mét cong suy
nghi, nghién ctru, hodc mét thoi gio cho viéc mua, hanh vi mua hang TPTS théng

thuong thudc dang hanh vi mua thong dung. Tuy nhién, hién nay van dé mét an toan
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thuc phim dang trd nén nghiém trong. NTD déu mong muén mua dugc TPAT,
nhung viéc mua duge TPAT thuc su 1a didu kho khin, do vdy, hanh vi mua TPAT
ciia NTD thuéc dang hanh vi mua phirc hop Vi ho mét nhiéu thoi gian, cong stc,
tién bac cho viéc mua sdm va y thirc r0 nhitng khéac biét 1on gilta cdc nhan hi¢u.
Hanh vi mua phirc tap thuong pho bién dbi véi nhiing loai san pham c6 gia tri cao,
c¢6 nhiéu rai ro néu NTD it ¢ kién thic vé nhiing san pham va ho phai mat nhiéu
cong strc tim kiém. NTD d6 phai tim kiém thong tin dé c6 kién thic vé san pham va
xdy dung niém tin vé no, roi hinh thanh thai 4o, va sau d6 méi tién hanh lya chon
san pham can mua.

Hanh vi mua TPAT cua NTD co dac trung:

- Mit hang TPAT c6 gia tién cao hon so voi TP thong thudng, khong phai
NTD nao cling c6 kha nang mua, hoac c6 kha ndng mua thuong xuyén.

- NTD it c6 kién thirc vé nhitng mat hang, nhu vay va ho phai mat nhiéu cong
strc tim kiém. NTD kho phan biét TPAT véi TP thong thuong, nén dé gip rui ro khi
mua TPAT.

- NTD phai mat nhiéu thoi gian, cong sirc, tién bac dé tim kiém thong tin vé
TPAT, quyét dinh mua TPAT.

- Pé NTD quyét dinh mua TPAT, can nang cao sy hiéu biét, tao dyng niém
tin, thai do cia NTD vé TPAT.

Nhu vay, véi phan tich & trén, hanh vi mua TPAT cta NTD thudc dang hanh
vi mua phtc hop, NTD phai trai qua nhiéu suy nghi, cAn nhic trudce khi quyét dinh
mua TPAT. Do vay, tién trinh quyét dinh mua TPAT cua NTD trai qua 5 budc:
nhan biét nhu cau, tim kiém thong tin, danh gia phwong an, quyét dinh mua, hanh vi
sau mua (hinh 2.1). Viéc nghién ctu tién trinh quyét dinh mua s& giap DN dua ra
cac hoat dong truyén thong marketing pht hop nham kich thich NTD ¢6 nhu cau
tiéu dung TPAT, di dén quyét dinh mua TPAT.

o Tim kiém Panh gia Quyét Hanh vi
Nhanthoe | < thongtin > cacphuong ~—>  dinh  —> saumua
nhu cau an mua

Hinh 2.1: Hanh vi mua theo tién trinh quyét dinh mua ciia ngwoi tiéu dung [Phillip
Kotler (Qudn tri marketing, 2006) [33, tr.220]
Noi dung cac budc trong tién trinh quyét dinh mua cia NTD dugc md ta nhu
sau (theo Truong Dinh Chién (Gido trinh Qudn tri marketing, 2011) [1, tr.132])
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2.1.1.1. Nhdn biét nhu cau

Tién trinh mua khoi dau véi viée ngudi mua ¥ thirc duoc nhu cau. Ngudi mua
cam thiy c6 su khac biét giira trang thai thuc té va trang thai mong mudén. Nhu cau
c6 thé bat ngudn tir cic tac nhan kich thich bén trong va bén ngoai cua chu thé.
Trong trudng hop cac tic nhan bén trong, mot trong sd nhitng nhu ciu binh thuong
cua nguoi ta nhu doi, khat tang dan 1én dén mét muc dd nao dé va tré thanh mot
niém thoi thic. Do kinh nghiém c6 trudc d6, nguoi ta hiéu duoc cach thic giai
quyét sy thoi thuc ndy va dong co ciia nd s& hudng dén nhitng phuong tién cé thé
théa méan duoc sy théi thiuc. Hodc mot nhu cau c6 thé phat sinh tr mot tac nhan kich
thich tir bén ngoai, chang han tir bao chi, quang cdo, ban be, xa hoi, v.v... Tat ca
nhirng tic nhan kich thich d6 c6 thé ggi mé mot van dé hay nhu cau.

O giai doan nay, DN c6 thé anh huong dén qua trinh quyét dinh cia NTD
bang cach gigi thiéu nhimg loi ich hay vu diém ctia mit hang dé tao ra mong mudn
ctia ho vé& mait hang do. DN can xac dinh duogc cac hoan canh thuong lam cho NTD
nhanh chéng hiéu 1& van dé. Ho can phai hiéu rd nhu cau hay van dé cua NTD phat
sinh nhu thé nao? Cai gi di tao nén nhu cau mua va lam thé nao dé anh hudng dén
viéc nhén ra van dé cua ho. DN hiéu rﬁng ho phai dau tu rat nhiéu cho cac hoat
dong truyén thong dé NTD nhan ra nhu cau cia ho.
2.1.1.2. Tim kiém théng tin

Khi NTD c¢6 nhu cau, ho bt ddu tim kiém thong tin. Néu su thoi thuc cua
NTD manh, v mit hang vira ¥ nam trong tdm tay, NTD rat c6 thé s& mua ngay.
Néu khong, NTD s& luu git nhu cdu trong tiém thirc. NTD ¢6 thé khong tim hiéu
thém thong tin, hodc rat tich cuc tim kiém théng tin lién quan dén nhu cau. Trong
truong hop ho mudn tim kiém céc thong tin, thudng c6 cac nguodn thong tin sau :

- Nguon thong bén trong: tir kinh nghiém ban than c6 dugc qua tiép xuc, khao
sat hay su dung mat hang

- Nguén thong tin bén ngoai gdm: nguon ca nhan thu nhan duoc tir gia dinh,
ban bé, hang x6m va ngudi quen; Nguon théng tin thwong mai thu thap dugc qua
quang cdo, nhan vién ban hang, nha buoén, bao bi hay cac cudc trung bay mat hang;
nguon théng tin céng céng thu nhan duge tir cic phuong tién truyén thong dai
chung va cac t6 chic.

O giai doan nay, DN phai hoach dinh chinh sich marketing —mix dé thuwong
hi¢u mat hang cia ho lot vao nhom mat hang/ thuong hi¢u ma khéach hang biét 5 va
du dinh lwa chon. DN ciing phai tim hiéu nhimg mat hang khac trong nhom mat
hang NTD Iya chon dé biét duoc stitc manh canh tranh ctia minh. DN can phai biét

r0 NTD tim kiém cac ngudn thong tin nao va nhu thé nao, cling nhu tam quan trong



29

ma ho danh cho cac ngudn thong tin khac nhau 4y. Nhitng kién thirc nay rat can
thiét cho viéc soan thao cac thong diép quang céo cho céc thi truong trong diém.
2.1.1.3. Panh gia cac phuong an lya chon

Khi lya chon mét hang dé mua va tiéu dung, NTD muén thoa min & mic dd
cao nhat nhu cau ciia minh bang chinh mit hang d6. Ho tim kiém trong giai phap
ctia mit hang nhiing loi ich nhat dinh. Mot s6 khuynh huéng lua chon cia NTD nhu
Sau:

- NTD coi mat hang la tap hop cac thuoc tinh, thudc tinh nay phan anh nhirng
loi ich ma khach hang mong doi. C6 thé khach hang s& lya chon nhirng nhan hiéu
c6 thudc tinh phu hop nhat véi khach hang, hoic ho c6 thé cho diém ting thuoc
tinh, sau d6 cong lai, nhan hiéu nao c6 sé diém cao nhat thi ho lra chon. O giai
doan nay khach hang ciing thuong so sdnh mat hang cua cac nhan hiéu khac nhau
theo tiéu chi: chat luong, gia ca, hinh thirc; dia diém c6 thé mua; tinh todn voi cac
mat hang c6 kha ning thay thé.

- NTD s€& c6 khuynh hudng dua ra cdc muc d§ quan trong khac nhau cho
nhitng thudc tinh ma ho cho 14 quan trong voi minh. Nhitng thudc tinh dac trung 1a
cai ma ngudi mua noi ra dau tién khi dugc hoi téi chat luong hang hoa, nhung chua
chac da 1a thudc tinh quan trong nhat. Doi khi d6 1a do tac dung clia quang céo, hay
do NTD quén mit cai quan trong nhét trong dau ho ma néi ra mot cai ho c6 thé nhé
ngay.

- NTD sé& xdy dung cho minh mét niém tin vao cic nhan hiéu hang hoa, va
danh gia ching theo cac thudc tinh nhat dinh cta ting nhin hiéu d6. Niém tin nay
xudt phat tir cac nhan thirc va tri thitc linh hoi duwoc vé nhan hidu d6 va 1a két qua
cua nhéan thirc ¢6 chon loc, su bop méo c6 chon lgc va ghi nhé ¢6 chon loc.

- NTD gan cho mdi thudc tinh 4y mot chitc ning hitu ich va hinh thanh thai do
v6i nhan hiéu ay sau khi da déanh gia mot s6 thudc tinh. Chirc nang hitu ich mo ta
murc do théa man mong doi cua tung thudc tinh. Tuy nhién thai do cua NTD véi
nhan hi€u con phuy thudc vao mure gid ca va sy hién di¢n trén thi truong cua no.

DN chu y dén cach danh gid lya chon ciia NTD. Ho phai lam sao cho mat
hang c6 nhitng thudc tinh ma NTD cho la quan trong va dung lam co sé lya chon;
ho phai lam cho céac thudc tinh quan trong ndi troi hon so v&i mat hang canh tranh,
tham chi c6 nhiing nd lyc marketing 1am thay d6i thai d6 ciia ho ddi véi cac thudc
tinh ctia mat hang.
2.1.1.4. Quyét dinh mua

Trong giai doan danh gia, NTD sip xép cac nhan hiéu trong nhém nhan hiéu
dua vao dé Iya chon theo cac thir bac va tir d6 bat dau hinh thanh y dinh mua nhén
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hiéu dugc danh gia cao nhat. Nhung c6 hai yéu t6 c6 thé dan ngin can quyét dinh
mua ciua NTD. D6 1a: thdi do cia nhitng nguwoi khdc, nhu gia dinh, ban be, dong
nghiép phan déi NTD mua mit hang; cdc yéu té ciia hodn cdnh, nhu ctra hang hét
loai hang ma NTD dinh mua, gid mit hang ting, xuit hién mat hang tot hon thay
thé... Hai yéu t6 nay c6 thé lam thay ddi quyét dinh mua, hodc khong mua hodc mua
mot nhin hidu khac ma khong phai 1a nhin hiéu t6t nhat nhu da danh gia.

2.1.1.5. Hanh vi sau khi mua

Sau khi dd mua mat hang, trong qua trinh tiéu dung, NTD s& cam nhan duoc
mirc d6 hai long hay khong hai long vé mit hang do.

- Sy thoa manl Khodng thoa man voi hang da mua

Diéu gi quyét dinh trang thai hai 1ong hay khong hai 1ong cia NTD ddi véi
mat hang dd mua? Cau tra 10i nam trong mdi quan hé gitta nhimg ky vong
(expectations) cua NTD va tinh ndng stir dung ciia mat hang ma ho cdm nhan dugc
(perceived performance). Néu nhitng tinh ning st dung cia mit hang khong tuwong
xtng v6i nhitng ky vong cta ngudi mua thi ngudi mua d6 sé khong hai long. Néu
mit hang thoa man dugc cac ky vong d6 ciia NTD thi ho cam thay hai 1ong, va néu
n6 dap tng dugc nhiéu hon thé nira, NTD s& rat hai long. Do d6, DN phai quang
céo trung thuc vé nhiing tinh ning sir dung thyc sy cuia mit hang dé nguoi mua c6
thé quyét dinh mua mdt cach ding dén va dat duoc trang thai hai long sau khi mua.

- Hanh d¢ng sau khi mua

Sy hai long hay khong hai long vé mit hang s& anh huéng dén hanh vi mua
sau ndy. Mot NTD da hai 10ng thi rat c6 thé mua mat hang d6 trong 1an toi, va s&
n6i tét mat hang d6 v4i nhitng ngudi khac. Nhung khi NTD bat man vé mat hang c6
nhimg thai do dap tng lai khac nhau. NTD cé nhiéu cach dé xir Iy truong hop
khong hai long ctia minh. Ho c6 thé khiéu nai truc tiép v&i cong ty hay kién ra toa
an dé doi hoi sy dén bu, khiéu nai voi cac t6 chire khac c6 thé gitp ngudi mua dugc
hai long. Hodc NTD co6 thé don gian la théi khong mua mat hang dé nira, hoac
thong bao cho ban bé va nhitng nguoi khac vé nhitg han ché cua mit hang.

Nhu vay, cong viéc cia DN khong két thic khi mit hang di dwoc mua, ma
kéo dai ca dén giai doan sau khi mua. DN c6 thé thyc hién mot sb giai phap dé giam
thiéu mirc d6 khong hai 1ong sau khi mua cia NTD va gitip NTD cam thiy dé chiu
véi viée d3 mua cia minh nhu dua ra cac dé nghi cai tién va liét ké nhitng dia diém
cung cap cac dich vy bao hanh, t6 chirc viéc tiép nhan cac khiéu nai va giai quyét
nhanh chéng nhiing kién nghi cta khach hang. Nhung trén tat ca nhiing diéu do 1a
DN can nghiém tac rat kinh nghiém, kip thoi cai tién va khong ngimg hoan thién
mat hang dé dem lai sy théa man cao nhét cho NTD.
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2.1.2. Sw dnh huwéng ciia Cac yéu té dén quyét dinh mua thwe phim an todn,
quyét dinh lwa chon civa hang bdn Ié thwe phiam an toan ciia nguoi tiéu ding
2.1.2.1. Quyét dinh mua TPAT

Theo Ajzen (Tir y dinh dén hanh dong: Ly thuyét hanh vi ¢é ké hoach, 1985)
[48], hanh vi mua thyc su ciia NTD 13 quyét dinh mua, tiéu ding san pham va n6
dugce do ludng bang sb lwong va ty trong san pham ma NTD mua. Tir ¥ dinh mua
dén hanh vi mua thuc sy 1a mot khoang cach, tor khi NTD c¢6 y dinh mua c6 rat
nhiéu yéu t6 bat ngd tic dong va co thé thay doi quyét dinh mua.

Theo Phillip Kotler va Gary Amstrong (Nguyén ly marketing, 2012) [32,
tr.186], quyét dinh mua hang ciia NTD 14 ho s& chon thuong hiéu ma minh thich
nhat. Trude khi di dén quyét dinh mua san pham, NTD trai qua giai doan y dinh
mua. Nhung giita qué trinh ¥ dinh mua va quyét dinh mua c6 thé xay ra nhimg van
dé lam thay d6i quyét dinh cta ngudi mua

Theo Niessen & Hamm (Xdc dinh khodng cach giita y dinh mua va hanh vi
mua thuce sw doi voi cde mat hang hitu co dua trén dir licu nghién ciru vé nguoi tiéu
ding, 2008) [78], trung binh c¢6 khoang 50% NTD néi rang ho c¢6 y dinh mua
TPHC, nhung trong thuc té chi c6 15% nguoi c6 hanh vi mua thuc sy.

Nhu vay, quyét dinh mua caa NTD la mot hanh vi quan trong, 1a két qua cua
tién trinh quyét dinh mua cua NTD, can c6 nghién ctu vé nhitng yéu té anh huong
dén quyét dinh mua TPAT cua NTD.

Quyét dinh mua TPAT la viéc nguoi tiéu dung sé chon nhan hiéu mdt hang
TPAT ma nguoi tiéu ding wa thich va tin tuéng rang nhan hiéu mat hang TPAT sé
mang lai nhiéu lgi ich cho ban than ho va gia dinh ho (tac gid)

C6 mot s6 nghién ciru da dua ra yéu té ciu thanh thang do cho bién quyét dinh
mua TPAT, trong nghién ctu, tc gia str dung nghién ctru cua Jay Dickieson &
Victoria Arkus (CAc yéu té anh huéng dén viéc mua TPHC: Mgt nghién ciu vé
hanh vi NTD tai Anh, 2009) [67]; Chiew Shi Wee va cong su (Nhgn thic, y dinh
mua, hanh vi mua thuc sw ciia NTD déi véi TPHC, 2014) [52]. Tac gia di loai bo
mét s6 yéu té cau thanh bién s khong phu hop véi dic diém hanh vi mua caa NTD
Ha Noi nhu NTD quyét dinh mua dé chéng lai viéc thir nghiém trén dong vat, hay
NTD sé& di xa dé tim mua TPAT, diéu nay khong phi hop véi théi quen caa NTD
Ha Noi. Yéu té ciu thanh do luong cho bién “Quyér dinh mua TPAT cia NTD” 1a
cac cau hoi vé viec NTD da quyét dinh mua/ tiép tuc mua TPAT chua, NTD mua
TPAT c6 thuong xuyén khéng, NTD c6 quyét dinh thay doi cira hang ma ho thudng
mua TPAT néu & d6 chua ban TPAT, NTD mua TPAT thuong xuyén vi su an toan
cta moi truong va an toan suc khoe ban than va gia dinh
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2.1.2.2. Quyét dinh lwa chon CHBL TPAT

Theo Phillip Kotler (Qudn tri marketing, 2006) [33, tr. 225], quyét dinh luya
chon noi mua 14 mét trong nhirng phan tmg dap lai caa NTD khi tiép nhan cac kich
thich tir mi truong marketing va cac hoat dong marketing caa DN. Quyét dinh lra
chon noi mua TPAT rat quan trong, anh huong dén sy hai 1ong, niém tin, thai do
cia NTD vé chat lugng san pham va dich vu cua cira hang ban 1¢ TPAT ndi riéng
va thi trudng TPAT noéi chung. Viéc quyét dinh mua ¢ dau lién quan dén sy danh
gia d6ng thoi ca noi mua 1an nhitng thudc tinh mat hang.

Quyér dinh lira chon cira hang TPAT 14 viéc nguwoi tiéu ding can nhdc lwa
chon logi cira hang ma nguoi tiéu ding wa thich va tin twong rang mat hang TPAT
ma cura hang nay ban sé mang lai nhiéu lgi ich cho ban than ho va gia dinh hon so
Véi cac cira hang ban lé thyc pham khac (tac gia).

Yéu té Quyét dinh lva chon CHBL TPAT duoc do ludng bai hai gia tri: 1.
Quyét dinh cd lya chon CHBL TPAT; 0. Quyét dinh khong lua chon CHBL TPAT
2.2.2.3. C4c yéu té tam Iy, nhan khdu hoc, va méi quan hé cua cac yéu to nay vdi
quyét dinh mua TPAT; mai quan hé giira quyét dinh liwa chon CHBL TPAT va quyét
dinh mua TPAT
* Mot s6 yéu té tam Iy NTD

Mot s6 yéu té tam ly NTD duoc xem xét trong méi quan hé véi quyét dinh
mua bao gom: niém tin ddi voi TPAT, thai d6 ddi voi TPAT, mirc do hiéu biét vé
TPAT

- Niém tin ciia NTD déi véi thuc pham an toan

Niém tin 12 mot y nghia mang tinh miéu ta cia mot nguoi vé mot didu gi do.
Niém tin c6 thé dya trén kién thirc, su danh gia hodc duc tin cd thuc, c6 thé bao
gom hozc khdng bao gom khia canh cam xtc. Céac chuyén gia tiép thi quan tam dén
nhitng niém tin ma con ngudi hinh thanh vé cac san pham va dich vu cy thé, vi
nhitng niém tin nay tao nén hinh anh vé mat hang va thuong hiéu, qua d6 tac dong
Ién hanh vi mua hang. Néu ton tai mot s6 niém tin sai 1am nao d6 ngan can viéc
mua hang, chuyén gia tiép thi s& trién khai mot chién dich dé diéu chinh nhiing
niém tin d6 sao cho dung (Phillip Kotler & Gary Amstrong (Nguyén ly marketing,
2012) [32, tr.183]).

Theo Earle va Cvetkovic (1995) [55], Trumbo va McComas (2003) [93], c06 2
loai niém tin: niém tin noi tdm cé nhan va niém tin xa hoi (tin nhiém x& hoi). Niém
tin noi tdm ca nhan lién quan dén mdi quan hé gita cac ngudn thong tin va nguoi
tiép nhan thong tin - khach hang muc tiéu (niém tin vao cac ngudn cua théng tin).
Tin nhiém x& hoi 1a niém tin vao nhitng nguoi, nhiing té chirc dugc gan trach nhiém
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quan 1y mit hang (niém tin vao thé ché). Theo Segrist va cong su (Nhdn thic vé
thirc phdm khong gay hai: vai trd cia niém tin x& hgi va kién thirc, 2000) [87], tin
nhiém xa hoi duoc sang loc vi “su tu nguyén tin twdng danh cho nhirng ngudi chiu
trach nhiém ra quyét dinh va thuc hién cac hanh dong lién quan dén quan ly suc
khoe cong dong va an ninh”

Niém tin d@oi véi TPAT cia NTD bao gdm su tin twdng vao tinh trung thuc,
trach nhiém cua nha san xuat, cac thong tin trén bao bi, nhan hiéu mit hang, su dam
bao chit lwong mit hang TPAT (Theo Janssen va Hamn (Nhan hiéu TPHC trén th;
trwong: Sé thich va sy san long chi tra cho céac chiing nhdn khac nhau vé TPHC,
2012) [65]); Jay Dickieson & Victoria Arkus (Nhitng yéu té anh hwong dén viéc
mua TPHC: mét nghién ciru hanh vi mua tai Anh, 2009) [67]), niém tin d6i véi co
quan chirc ning khi chitng nhan mit hang dat an toan, chat luong va ching nhan
cac co s& san xuat va ban Ié du diéu kién kinh doanh (Park va Lessig (Sinh vién va
ba néi tros sy nhay cam khac nhau vé dnh hwéng cua nhom tham khdao, 1977) [81]).

C6 rét nhiéu nghién ctru vé su anh huong cia niém tin cia NTD ddi véi quyét
dinh mua TPAT, cac yéu to cau thanh do luong cua bién s6 nay trong cac nghién
ctru ¢6 nhiéu sy tring lap. Téc gia sir dung co diéu chinh mot s6 yéu t cau thanh do
luong bién sb cua cac tac gia Jan P.Voon, Kwang Sing Ngui and Anand Agrawal
(Cac yéu to quyér dinh sir san sang mua thuc phdam hiu co: Nghién ciru khdo sét
bang phirong phdp md hinh két cdu, 2011) [66]; Jay Dickieson va Victoria Arkus
(Nhitng yéu té anh hwedng dén viéc mua thyc phdm an toan: Mgt nghién ciu vé
hanh vi mua tgi Anh, 2009) [67]; Krystallis & Chryssohoidis (Sw san long chi tra
Ciia nguwoi tiéu ding doi véi TPHC: cac yéu té anh hwéng va bién thé cua maéi logi
san pham hitu co, 2005) [70]. Yéu t6 cau thanh do ludng cho bién “Niém tin cua
NTD dsi véi thuc phdm an toan” 1a cac cau hoi vé niém tin ddi vai sy trung thyuc
trong san xuat kinh doanh cua nha san xuat, nha ban 1&¢ TPAT, niém tin déi véi nhan
hiéu, bao bi mait hang TPAT, niém tin vao cac chiing nhan cia cac co quan chic
nang d6i vi TPAT (xem bang 2 phu luc 5).

- Théi d@é ciia NTD ddi véi thyc pham an toan

Theo Vii Huy Théng (2010) [30, tr.345], thai do caa NTD la tong thé nhiing
danh gia cia NTD vé mét d6i twong san pham hozdc nhan hiéu san pham, do vay, né
dong vai trd quan trong trong viéc xac dinh vi tri cua ddi tugng d6. Vé ban chat, théi
d6 cua ca nhan NTD vé mot déi tuong 1a tong hop cac quan diém, 1ong tin, thoi
quen, kinh nghiém, mong muén va phan ng cua c& nhan véi ddi teong do.

Thai d6 bao gio ciing hudng dén mot dbi twong cu thé, vi du nhu véi mot nhan
hiéu, mot ctra hang, mot quang cao, mot nguoi ban hang. Thai d6 thuong dong mot
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vai trd quan trong trong hinh thanh hanh vi cua NTD. Khi quyét dinh mua mét nhan
hiéu san pham nao, chon mot cira hang nao thi khach hang thuong chon cai ma
minh wua thich hon ca.

Thdi d¢ doi véi TPAT la cam xtc cia NTD dbi mat hang TPAT, nhitng loi ich
ma TPAT mang lai cho ca nhan NTD (Theo Lau Kwan Yi (Hanh vi mua TPHC cua
NTD HongKong, 2009) [71]).

C6 nhiéu nghién ciru dé cap dén cac yéu té cau thanh do luong bién sé Thai do
d6i voi TPAT, nhu nghién ciru cia McEachern & McClean (Péng co va thdi dg doi
voi viéc mua TPHC: chang c6 phdi la dao dic?, 2002) [76]; Pawel Grzelak (So
sanh vé mitc dé hiéu biét doi véi TPHC giza NTD My va Ha Lan, 2011) [82], Lau
Kwan Yi (Hanh vi mua TPHC cua NTD HongKong, 2009) [71], cac cau hoi cho
bién nay kha nhiéu, bao gdm cac cau hoi vé nhan thtic, quan diém, cam xuc cua
NTD déi véi TPAT, cira hang ban TPAT. Trong nghién ciru nay, tac gia dé cap dén
khia canh cam xuc trong thai do cia NTD d6i véi TPAT. Tac gia da sir dung, c6
diéu chinh cac yéu té cau thanh do luong bién sé trong nghién ciu cua Jue Chan
(Mgt nghién cizu vé mai quan hé cia cac yéu té den hanh vi mua TPHC ciia cu ddn
dé thi Trung Quéc, 2012) [69]; Lau Kwan Yi (Hanh vi mua TPHC cua NTD
HongKong, 2009) [71]. Yéu t6 cau thanh do ludng cho bién “Thdi dé ciia NTD doi
Vi thuc phdm an toan” 1a cac cau hoi vé cam nhan cia NTD ddi véi nhdn hiéu
TPAT, lgi ich caa TPAT so vai chi phi NTD bo ra dé mua, viéc mua TPAT (xem
bang 3 phu luc 5).

- Mite @6 hiéu biét (trinh dg nhdn thirc) ciia NTD doi véi TPAT

Theo Vi Huy Thong (Hanh vi mua cua nguwoi tiéu dung, 2010) [30, tr.300],
nhan thuc 1a tap hop nhitng thong tin dugc thu thap, xtr 1y va luu trit trong bo nhé.
Luong thong tin cang nhiéu, duoc t6 chic cang hop ly, khach hang cang cé kha
nang dua ra cac quyét dinh dung din, khi do, trinh do nhan thuc cua khach hang
cang cao (va nguoc lai). Nhitng théng tin ma khach hang st dung trén thi truong dé
danh gia va mua sam thé hién 1 trinh d6 nhan thirc cua khach hang. Trinh d6 nhan
thire caa khéach hang cé anh huong quan trong dén hanh vi mua hang cua ho. Khéch
hang cang c6 nhan thic day da vé san pham, viéc mua cia ho cang dé dang: Ho biét
mua ¢ dau, mua khi ndo va mua nhu thé nao.

Mizc dg hiéu biét cia NTD vé TPAT ¢ anh huong quan trong téi hanh vi mua
hang cua ho. Trén thuc té, nhimg gi khach hang mua, dia diém va thoi diém mua
phu thuéc khdng nho vao trinh @6 nhan thac cua ho. (Theo Lau Kwan Yi (Hanh vi
tiéu dung TPHC tgi HongKong, 2009) [71])
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Yéu té ciu thanh do luong cho bién “Mike dg hiéu biét ciia NTD vé thuc pham
an toan” 1a c&c cau hoi vé mirc do hiéu biét cuia NTD vé TPAT so véi nhitng nguoi
khac, kha ning danh gia chat luong TPAT cua ngudi tiéu dung, viéc nhimg ngudoi
khac c6 danh gia ngudi tiéu dung 1a chuyén gia vé TPAT hay khong. Yéu t6 ciu
thanh do luong bién sé nay da duoc sir dung trong nghién ctru ctia Pawel Grzelak
[82] (xem bang 4 phu luc 5)

- Méi quan hé giga niém tin, thai d, mirc dé hiéu biét dsi véi thic pham an
toan véi quyér dinh mua thec pham an toan

Viéc quyét dinh mua TPAT dang duoc NTD can nhic vi NTD con chua ¢
nhiéu kién thtc vé TPAT, thiéu niém tin vao nha san xuit, nha ban 1é thuc phém,
cac co quan chirc ning trong viéc kiém soat chat luong, nguoén gbc TPAT. Thai do
ciia NTD dbi v6i TPAT ciing anh hudng 16n dén quyét dinh mua TPAT, khi NTD
c6 thai do tich cuc ddi voi TPAT thi ho méi cé quyét dinh mua TPAT.

Cac nghién cau ly thuyét vé méi quan hé giira cac yéu td tam 1y véi quyét dinh
mua TPAT duoc téng hop ¢ bang 1 phu luc 16.

* Mot s6 yéu té nhan khau hoc caa ngudi tiéu ding va méi quan hé véi quyét dinh
mua TPAT

- Mgt sé yéu té nhan khdu hoc cia NTD

Trong nghién ciru ndy, cac yéu té nhan khau hoc cua nguoi tiéu dung bao gom
gidi tinh, trinh d6 hoc van, thu nhap, nghé nghiép, gia dinh c6 con nho.

Gidi tinh chi cac dac diém sinh hoc va sinh Ii hoc gilp phan biét dugc dan ong
va phu nit (Theo Té chirc y té thé gigi WHO). Tai Viét Nam, cdng viéc ndi tro cha
yéu danh cho phu nit, do vay, phu nit thudong 1a nguoi quyét dinh mua TPAT cho
bita an cua gia dinh.

Trinh d6 hoc van. Theo T chirc Vin hoa, Khoa hoc va Gido duc cta Lién hop
quéc (UNESCO), trinh do hoc van d3 dat duoc ciia mot ngudi duge dinh nghia 1a
16p hoc cao nhat dd hoan tat trong hé thong gido duc qudc dan ma ngudi d6 da theo
hoc. Trinh d6 hoc van trong nghién ctu nay thé hién cac muc d6 1a: Chua tét nghiép
PTTH; Tét nghiép PTTH; Tét nghiép trung cip/ Cao dang; Tt nghiép dai hoc va
sau dai hoc.

Thu nhdp hé gia dinh. Thu nhap phan anh tinh trang kinh té cia NTD, c6 anh
huong rat 16n toi s6 luong va co cau mat hang ma NTD lya chon, mua sam. Trong
nghién ciru dé cap dén sy anh huong caa thu nhap ho gia dinh dén quyét dinh mua
hay lua chon cua hang ban 1é TPAT vi viéc mua TPAT phuc vu cho ca gia dinh va
trong gia dinh ctia nguoi Ha Noi néi riéng va Viét Nam ndi chung, khoan chi tiéu
trong gia dinh c6 su dong gop cua cac thanh vién,
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Nghé nghiép. Nghé nghiép ciia mot nguoi s& anh huong dén mat hang va dich
vu ma ngudi Ay mua. Céc chuyén gia marketing ludn cé gang nhan dién cac nhém
nghé nghiép quan tdm trén muc trung binh ddi véi mit hang cua cong ty dé co thé
dua ra nhitng mat hang phu hop. Cac nhém nghé nghiép dwoc dua vao nghién ctu
cua luan an bao gém: nhan vién vin phong, gido vién/ giang vién, nha khoa hoc,
nha quan Iy doanh nghiép, ngudi 1am nghé ty do, noi trg, cong nhan, ...

Gia dinh ¢6 tré em |a nhiing gia dinh c6 tré em tir 15 tudi tré xudng. Céc gia
dinh c6 tré em thudong quan tam dén ché do an dam bao dinh dudng cho con chau
cua ho.

- Méi quan hé giira cac yéu té nhan khau hoc (gidi tinh, trinh dg hoc van, thu nhdp
hé gia dinh, gia dinh c6 tré nhd) cua nguoi tiéu ding véi quyét dinh mua TPAT

Nhitng NTD c¢6 dic tinh ca nhan khac nhau c6 nhan thirc khac nhau déi véi
thue pham hitu co (Aryal va cong su (Sw san 10ng chi tra cho TPHC cia NTD: mét
trieong hop tir thung liing Kathmandu, 2009) [49]). Hon nita, nhan khau hoc déng
mét vai trd quan trong trong viéc thuc day quyét dinh mua hang cua ngudi tiéu dung
(Padel va Foster (Kham phéa khodng cach giita thdi dé va hanh vi: hiéu ly do tai sao
NTD mua hay khéng mua TPHC, 2005) [80]. Cac nghién ciu ly thuyét vé mdi quan
hé giita cac yéu to tam Iy véi quyét dinh mua TPAT duoc tong hop & bang 2 phu
luc 16.

- Méi quan hé giira quyét dinh lwa chon CHBL TPAT va quyét dinh mua TPAT

TPAT khong phai 1a mat hang dai tra, qué trinh tim kiém thong tin va danh gia
nhan hiéu mat hang caa NTD thuong di kém véi viéc tim kiém thong tin va danh gia
cra hang ban lé mat hang TPAT. Ciing theo ly thuyét vé hanh vi mua cua David
L.Loudon va Albert J. Della Bitta (Hanh vi nguoi tiéu dung: Khai niém va ung dung,
1993) [54]; Wilkie va Dickson (Mua sim cho céc thiét bi: Chién lugc cua ngudi tiéu
diing va md hinh tim kiém thdng tin, 1985) [98], NTD s& tién hanh lya chon ctra hang
ban Ié, danh gia cac thudc tinh cua cac ctira hang, can nhic nhirng loi ich ma ho c6 thé
¢6 duoc khi mua hang o cira hang, tir d6 ho s& quyét dinh mua mat hang & cira hang do.
Nhu vay, cac can nhic lya chon mua TPAT cua nghién ciru dé cap toi hai quyét dinh:
Quyét dinh lya chon cira hang béan 16 TPAT va Quyét dinh mua TPAT. Luan &n dua ra
gia thuyét NTD c6 quyét dinh lya chon CHBL TPAT trudc, sau d6 1a quyét dinh mua
TPAT.
2.2.2.4. Cac yéu té marketing — mix ciza CHBL TPAT va méi quan hé véi quyér dinh
lwa chon cuira hang ban le TPAT cua nguoi tiéu dung

Céc cong ty thuong mai déu van dung mét hé marketing - mix cho nhirng mat
hang khac nhau véi cling mot tap hop khach hang trong diém va nhitng phéi thuoc
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chon lya gamme mat hang vai cac tap khach hang khac nhau. Cac DNTM ban 1é
thuc phim phai dwa ra nhitng chinh sach marketing, bao gém cac yéu té thudc
CHBL TPAT la: mit hang, gia ca, dia diém, xuc tién thwong mai, con ngudi.

* Mat hang

Theo Phillip Kotler (Qudn tr; marketing, 2006) [33], san pham duoc hiéu Ia bt
Ky céi gi co thé duoc cung tng chao hang cho mot thi trudng dé tao sy cha ¥, dat toi
viéc mua va tieu ding né nham théa man mot nhu cau hoic mong muén nao do.

Trong thuong mai ban I¢, thuat ngir “san pham” duoc thay thé boi thuat ngir
“mit hang”. Theo Nguyén Béach Khoa va Cao Tuan Khanh (Gi&o trinh Marketing
Thwong mai, 2011) [17, tr.233], mat hang thwong mai phan anh “tinh lga chon muc
tiéu” va “do chin téi” dé thuong mai héa mot san pham, no 1a yéu to quyét dinh
nhat cua mot marketing - mix muc tiéu caa bat ky céng ty kinh doanh nao néi chung
va cong ty thuong mai noi riéng.

Theo Nguyén Bach Khoa va Cao Tuan Khanh (Gido trinh Marketing Thiong
mai, 2011) [17, tr.253 — 264], cac DNTM ban I¢ phai quyét dinh mot sé yéu té
thuoc mit hang va dich vu nhu: gamme mit hang, chat luong, cac quyét dinh vé
dich vu thwong mai v4i mat hang.

- Cac quyér dinh chon gamme mgt hang ciza DNTM ban 1é

Mot gamme miat hang cia nhom dugc hiéu 13 mot to hop chiéu rong (sé loai
hang), chiéu sau (sb tén va bién thé nd) clng nhirng dic tinh ndi troi, nhitng ty 1¢
pha tron va cudng do trong tong pho caa mot nhoém hang xac dinh. Vi vay, noi dung
cac quyét dinh chon gamme mit hang cua nhdm tap trung giai quyét bai toan: cé
nén duy tri hay loai bo mot hoic mot vai tén hang hién hitu; hay bo sung hang va
can lam gi dé ti da hoa hiéu luc muyc tiéu cia gamme mat hang duoc chon?

- Quyét dinh chdt lwong. Trong khi trién khai mot mat hang, DNTM phai lya
chon mot mac chat lwgng va nhitng thudc tinh khac dé hd trg cho viée dinh vi mat
hang trong thi truong trong diém. Trén quan diém marketing, chat lugng phai do
ludng theo nhirng cam nhan caa ngudi mua va loi nhuan ting theo marc chat luong
cua thuong hiéu mat hang.

- Cac quyét dinh vé dich vy thiwong mai véi mat hang

Dich vu cho khach hang ciing 13 mét yéu té trong quyét dinh phdi thirc mat
hang. Mot tén hang cia DN dwa ra thuong kém theo mét vai dich vu. Hé théng dich
vu ¢6 thé 1a mot phan quan trong hay thir yéu trong toan b nd luc caa DN. Mot tén
hang cu thé kém dich vu sé& ting kha ning chiéu khach. Mot sé quyét dinh vé dich
vu 1a: quyét dinh vé phéi thirc dich vu, quyét dinh vé muac dich vy, quyét dinh vé
hinh thire dich vu, ban dich vu khach hang. Trong dé: quyét dinh vé phdi thic dich
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vy, bao gébm: Dich vu trude khi ban hang (tiép nhan don hang, quang cao hop téc,
trung bay, gio ban hang thuén tién, d6i cii iy méi), dich vu sau khi ban hang (giao
hang tn nha, bao gobi ting pham, d6i hang, tra lai hang), dich vu phu tro (cung cip
thong tin, d6i tién, ban hang tin dung, phong ngdi nghi, nha hang,...); Ban dich vu
khach hang. Do nhan thirc tam quan trong caa dich vu khach hang nhu mét ¢ong cu
canh tranh hitu hiéu, nhiéu DNTM ban I¢ da thiét 1ap nhitng ban dich vu khach hang
dé xu ly nhitng dich vu sau: khiéu nai va diéu chinh; dich vu théng tin. Tat ca
nhitng dich vu nay phai dugc phdi hop va sir dung dé tao nén su théa man va trung
thanh & tap khach hang trong diém cua DN.

Yéu t6 cAu thanh do luong cho bién “mat hang TPAT cia CHBL thyc pham an
toan” 1a cac cau hoi vé danh gia cia NTD ddi véi chat luong mat hang TPAT, su da
dang caa mat hang TPAT va dich vu, chat luong dich vu cia CHBL TPAT. Luén an
str dung c6 diéu chinh yéu t6 cau thanh do luong bién sé san pham cua tac gia Chu
Nguy&n Mong Ngoc va Pham Tan Nhat (Phan tich cac yéu to tdc déng téi quyét
dinh chon kénh siéu th; khi mua thuc phdm firoi séng cia nguwoi tiéu ding thanh
phé Ho Chi Minh, 2013) [18], nhiing yéu té cau thanh bién s nay hoan toan phu
hop dé do luong bién s6 mat hang TPAT ciaa CHBL TPAT. Luan an con sir dung
yéu to cau thanh bién sé cua Gaski and Etzel (Cam nang vé thang do trong
marketing, 1986) [58] dé do luong cam nhan cua NTD vé chat lugng san pham va
dich vu, tuy nghién ctru nay khong dé cap cho san pham cu thé, nhung viéc ap dung
cho san pham TPAT hoan toan phl hop. Ngoai ra, cin ct vao két qua nghién cau
dinh tinh, luan 4n dua ra mot s6 yéu t6 cau thanh do luong vé chat luong dich vu
cua cua hang (xem bang 5 phu luc 5).

* Bao bi

Theo Nguyén Béach Khoa va Cao Tuan Khanh (Gido trinh Marketing Thiong
mgi, 2011) [17, tr 262], trong thuong mai hién dai, hau hét cac mat hang déu co
dang bao bi. Trong ban 1é, bao bi mit hang c6 thé gdm 2 mirc chat lidu: bao bi 16p
dau 1a cai truc tiép chira mit hang; bao bi 16p 2 1a chét liéu bao vé bao bi 16p dau va
s& bi bo di khi sdp dung mit hang d6. Bao bi thuc hién nhirng chirc ning chu yéu
sau: Bao quan chat lugng, s6 lugng hang bén trong; Nang cao tinh vé sinh, vin
minh cho hang hoa va tac nghi¢p thuong mai; Tao thuan lgi cho ti€u dung, cho
hoach dinh kinh doanh; Quang cao xtc tién ban; Chao hang va kich thich mua
(chtrc ning clia mot nguoi ban hang tham lang).

Céac nha quan tri marketing mit hang & cac DNTM c6 nhiéu quyét dinh lya
chon vé nhirng yéu t6 ddc biét cua bao bi nhu: kich ¢&, hinh dang, chét liéu, mau
sdc, thong tin. Nhitng yéu t6 nay phai duoc lya chon hai hoa dé 1am ndi bat gia tri
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bod sung cua mat hang cho khach hang d& nhan biét va hd tro cho viéc dinh vi mit
hang trén thi trudng trong diém. Thong tin trén bao bi phai théng nhat véi ndi dung
quang céo, dinh gia, phan phdi va cac yéu té chién luoc marketing khac.

Theo Philip Koler va Gary Amstrong (Nguyén ly marketing, 2012) [32, tr.287],
su thuan tién trong viéc sir dung bao bi ciing anh huéng quan trong dén quyét dinh
mua san phém cua NTD. Nhiing san phém v61 bao bi kho mé, hoac bao bi dugc
ching minh 13 anh huong xau dén strc khoe ciia nguoi st dung, lam 6 nhiém méi
truong cling 1am cho NTD sé& do dy khi quyét dinh mua mit hang. Ngoai ra, viéc cai
tién bao bi cling lam nén su khac biét 16n, giup DN c6 thé thing dugc dbi thi canh
tranh vi NTD ¢6 cam nhan mot bao bi duoc cai tién thi chat luong ctia mat hang bén
trong ciing dugc cai tién. Do vay, trong thoi dai ngay nay, bao bi tré thanh mot cong
cu marketing quan trong.

Yéu té cau thanh do ludng bién s nay da duoc ap dung co didu chinh tir nghién
ctru ctia CAC tac gia Chu Nguyén Mong Ngoc va Pham Tan Nhat (Phan tich céc yéu té
tde dong téi quyér dinh chon kénh siéu th khi mua thuc pham twoi song cia nguoi
tiéu dung thanh pho Ho Chi Minh, 2013) [18] gém cac cau hoi vé hinh thic, ki thuat
dong goi, thong tin trén bao bi; Nguyén Thi Thuy Dung va Luu Tién Thuan (Phan
tich hanh vi tieu ding dau dn ciia nguoi ddn ving dong bang séng Cizu Long, 2012)
[6] gom cau hoi vé su tién loi trong sir dung bao bi (xem bang 6 phu luc 5).

* Giaca

Theo Nguyén Bach Khoa va Cao Tuan Khanh (Gido trinh Marketing Thuwong
mai, 2011) [17, tr.293], gia thuong mai duoc hiéu 1a “lugng tién phai tra cho mot
mat hang hoic dich vu, bao gom moi su bao hanh, giao hang, chiét gi4, dich vu
hoic cac diéu khoan khac ma cd thé xem nhu 1a mot phan cua diéu kién mua ban va
khong dugc thanh todn mét cach tach biét trong cac giao dich va thuc hién thuong
mai cua cong ty trén thi trueong muc tiéu cia no”.

Mot s6 phuong phap dinh gia trong thyc té kinh doanh cia DNTM ban 1¢:

Cdc phwong phdp dinh gid theo phé hang ciia DNTM: dinh gia nhom mit hang
cho nhiing loai mat hang khac nhau trong nhém (khac nhau vé chi phi, danh gia cta
khéach hang vé cac dic diém, gia cua dbi thu canh tranh); dinh gi4d cac mat hang co
tinh lién dbi tron bd (nhitng mat hang tron bo dé tuy khach chon thém theo voi mat
hang chinh); dinh gi4 cdc mat hang cé tinh dong bd (nhitng miat hang can thiét phai
di kém voi mat hang chinh méi c6 thé sir dung dugc).

Cdc phwong phdp diéu chinh gid ca: dinh gia chiét khau nhu chiét gia khuéch
trwong cho NTD (cac bién phap khuéch truong nhu x6 s, ha gia, giam gia cho mot
d6i twong khach hang..), chiét gia theo sb lwong (chiét gia cua liy ké), chiét gia theo
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mua (14 sy giam gia cho khach hang vao mua é am); dinh gid phan biét theo khach
hang, theo hinh thirc mat hang, thoi gian; dinh gia tm 1y, cin c vao mot s tam Iy
ctia NTD nhu: NTD tin ring gia phai twong dwong véi chi phi, c6 mdi quan hé
thuan gitra gia va chat luong; dinh gia dé quang cdo (trong mot vai hoan canh nao
d6, cac DNTM ban 1é s& tam thoi dinh gia ban mit hang thap hon gia niém yét va
tham chi thap hon gia thanh dé quang c4o).

Yéu t6 cdu thanh do ludng cho bién “gid ca TPAT cia CHBL thyc phdm an
toan” 1a cac ciu hoi vé danh gia ctia NTD ddi véi sy da dang ctia cac muc gid, viéc
niém yét gia rd rang, mac gia phd hop vai chét lwong, su 6n dinh cua gia ca, gia ré
hon ctra hang khac, su chap nhan muac gia TPAT caa NTD, viéc NTD c6 dugc loi
ich nhiéu hon so vai chi phi mua TPAT. Yéu té ciu thanh do luong bién sé nay da
duoc ap dung cé diéu chinh tir nghién ctru cua CAc tac gia Chu Nguyén Mong Ngoc va
Pham Tan Nhat (Phan tich cac yéu té tdc dong téi quyét dinh chon kénh siéu th; khi
mua thuc phdm twoi song cia ngueoi tieu dung thanh phé Hé Chi Minh, 2013)[18];
Gaski and Etzel (Cam nang Vé thang do trong marketing, 1986) [58]; Nguyén Pinh
Tho & Nguyén Thi Mai Trang (Nghién cizu khoa hoc marketing, 2003) [25] (xem
bang 7 phu luc 5).

* Dia diem.

Theo Philip Kotler (Quan tr; marketing, 2006) [33, tr.646], ddi véi cac san
pham tiéu dung phuc vu cho cudc séng hang ngdy cua din chung, dia diém mua
hang 12 mot trong nhitng yéu t6 quan trong nhét chi phéi sy lya chon ciia khach
hang. Mot trong nhitng van dé phai giai quyét cia ngudi ban 1€ 13 viéc nén bd tri
mot 8o cira hang nho ¢ nhiéu dia diém hay bd tri nhitng cira hang 16n 6 mot so it dia
diém. N6i chung, nguoi ban 1¢ néu c6 diéu kién thi nén bd tri mot sb cira hang du
bao quat dugc mot khu vuc dia 1y cua thi truong dé tiét kiém chi phi cd dong va
phan phoi mat hang.

Nguoi ban 1 ¢o thé danh gia hiéu qua ban hang cia mot cira hang cu thé bang
cac chi tiéu: s6 nguoi di qua ctra hang trung binh trong mot ngay, ti 18 s6 ngudi vao
clra hang trong tong sb nguoi di qua cira hang, ti 1& sb ngudi c6 mua hang trong
tong s6 nguodi vao cira hang, sd tién trung binh di chi tiéu cho mot lan mua
hang cta mot khach hang.

Thém nita, bau khong khi cuia cira hang ciling 12 mot yéu t6 canh tranh ciia nha
ban 1é. Mdi ctra hang déu c6 mot dang vé riéng, mot cach bo tri mit bang riéng, co
thé gay kho khan hay tao thuan lgi cho khach lya chon va mua hang. Noéi chung,
ctra hang can c6 mot mot bau khong khi duoc thiét ké phu hop voi khach hang muc
tiéu va hap dan ho dén vai cira hang.
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Yéu t6 cdu thanh do ludng cho bién “dia diém ban hang TPAT cua CHBL
TPAT” 1a cac cau hoi vé danh gia cuia NTD ddi véi su tién loi khi di mua sim
TPAT, bau khdng khi cira hang, viéc trung bay hang héa, co so vat chat, thoi gian
mé ctra cua cira hang. Cac yéu td cau thanh do luong bién sé nay da duoc sir dung
trong nghién ctu cua cac tac gia Nguyén DPinh Tho & Nguyén Thi Mai Trang
(Nghién cizu khoa hoc marketing, 2003) [25], va két qua nghién ctru dinh tinh (xem
bang 8 phu luc 5).

* Xtc tién thuong mai (truyén thong marketing).

Theo Nguyén Bach Khoa va Cao Tuan Khanh (Gido trinh Marketing Thiong
mgi, 2011) [17, tr.438], truyén théng marketing 1a “mot linh vuc hoat dong
marketing chuyén biét va cé chu dich hudéng vao viéc chao hang, chiéu khach va
xé&c 1ap mot quan hé ddng thuan nhit gitra cdng ty va ban hang cua né véi tap khach
hang tiém ning trong diém nham phdi thudc trién khai ning dong chién lugc va
chuong trinh marketing — mix da Iya chon cua cong ty”. Truyén thdng marketing
lam cho ban hang dé dang va ning dong hon, khong chi la nhitng chinh sach ho tro
cho cac chinh sach mat hang, gia, phan phdi ma con 1am ting cuong két qua thuc
hién cac chinh sach do.

Pé tiép can duge NTD, theo Philip Kotler (Qudn tri marketing, 2006) [33], c4c
nha ban 1¢ ¢o thé st dung bat ky mdt vai hoac cd nam cong cu chiéu thi: quang cao,
ban hang ca nhén, xuc tién ban hang, quan hé cong chiing (PR), marketing truc tiép.
V& quang cdo, cac cira hang co thé quang cdo trén béo, tap chi, radio, truyén hinh,
internet, c6 thé sir dung to roi dinh kém tap chi va catalog dé hd tro. V& ban hang ca
nhan, nhan vién ban hang cua cira hang phai chao don khach hang, dap (g nhu cau
cua ho va xay dung mdi quan hé véi khach hang. Vé x(c tién ban hang, cé thé bao
gom céc budi biéu dién, trung bay, giam gia va chuong trinh tri 4n khach hang. Vé
quan hé cong ching, cac nha béan Ié cé thé to chic cac budi khai truong cira hang,
cac su kién dac biét, sir dung ban tin, blog, tap chi cua cira hang cung céc hoat dong
dich vu c6ng cong. Vé marketing truc tiép, hau hét cac cira hang déu c6 trang web
cung cap cho khéach hang théng tin, nhitng sy kién noi bat, ddng thoi day ciing 1a
kénh ban hang truc tuyén cua ctra hang.

Yéu t6 cau thanh do ludng nay da duoc ap dung c6 diéu chinh tir nghién ctru
clia CAc tac gia Chu Nguyén Mong Ngoc va Pham Tan Nhat (Phan tich cac yéu to
tde dong téi quyét dinh chon kénh siéu thy khi mua thuc phdam twoi song ciia nguoi
tiéu dung thanh pho Hé Chi Minh, 2013) [18]; L& Dzu Nhat (Cac yéu té danh hueng
dén hanh vi tiéu diang TPAT cua khéach hang tgi thanh phé Quy Nhon, 2015) [20].
Mot s6 cau hoi trong nghién cau caa Lé Dzu Nhat nhu chuong trinh quang céo an
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tugng c6 khién NTD thich thd mua san pham hay NTD c6 hoan toan tin tudng
nhitng chuong trinh quang céo 1a cau hoi khdng cu thé d6i véi loai hinh cira hang
ban ¢ thyc pham nén tac gia khong dua vao nghién ciru. Cac cau hoi cho bién “xuc
tién thiong mai TPAT cia CHBL TPAT” 1a chuong trinh khuyén mai cua cira hang,
chuong trinh wu dii cho khach hang than thiét; viec NTD 4n twong tét véi nhitng
ndi dung quang cdo vé TPAT nhu sy an toan, dam bao chat lwong mat hang, dic
diém ngudn géc mat hang, viéc cira hang ¢ nhiéu chuong trinh tu van thudng
Xuyén trén internet, tai cira hang; nhan vién ban hang tai ctra hang/ nhan vién tu van
tryc tuyén giai dap day du théng tin vé mat hang TPAT; nhan vién ban hang tu van,
khuyén NTD mua TPAT.

* Con nguoi (nhan vién ban hang).

Nhan vién ban hang tai CHBL 1a mot ngudn lyc quan trong mang lai sy thanh
cong cua viéc ban hang. Theo Nguyén Thi Mai Trang, (Chét lwong dich vu, sy thoa
man, va long trung thanh cua khach hang siéu thi tai TP HCM, 2006) [28], su thanh
cong nay phu thudc vao mot s6 khia canh nhu: kha nang dap ung, nang luc phuc vy,
lich sy, hiéu biét khach hang. Pdp ing (reponsiveness) noi 1én sy mong mudn va
san sang ctia nhan vién phuc vu cung cap dich vu cho khach hang. Nding luc phuc
vu (competence) ndi 1én trinh d6 chuyén mon dé thuc hién dich vy. Kha ning phuc
vu biéu hién khi nhan vién tiép xtic v6i khach hang, nhan vién tryc tiép thuc hién
dich vu, kha ning nghién ctru dé ndm bt thong tin lién quan can thiét cho viéc phuc
vu khéach hang. Lich sy (courtesy) noi Ién tinh cach phuc vu niém nd, ton trong, va
than thién v&i khach hang. Hiéu biét khdich hang (understanding/knowing the
customer) thé hién qua kha nang hiéu biét nhu cau cua khach hang thong qua viéc
tim hiéu nhitng doi hoi ciia khach hang, quan tdm dén c4 nhan ho va nhan dang
dugc khach hang thuong xuyén.

Yéu té cau thanh do luong cho bién “con ngwoi ciia CHBL TPAT” 14 cac ciu
hoi vé danh gia cuia NTD ddi véi su nhiét tinh, phuc vu dung lic, trang phuc, su
than thién, lich su, va co day du kién thuc vé mat hang TPAT cta nhan vién bén
hang tai CHBL TPAT. Nghién ciru cua céc tac gia Parasuraman va cong su (Yéu té
cdu thanh do lwong c&c bién sé: Mgt sé tiéu chi dé do heong nhan thic Ciia nguoi
tiéu ding vé chdr hieong dich vy, 1988) [83] la cac nghién cau toan dién vé chat
lugng phuc vu cua nhan vién, c¢d thé ap dung trong moi nganh nghé. Nghién ctu
ciia Nguyén Pinh Tho & Nguyén Thi Mai Trang (Nghién cizu khoa hoc marketing,
2003) [25] md ta cu thé hon chat lwong phuc vu ctia nhan vién tai siéu thi, do vay,
luan &n st dung céac yéu té cdu thanh do lwdng bién sé caa nghién ciu nay (xem
bang 10 phu luc 5).
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* Mdi quan hé cua yéu té marketing cua cira hang ban 1é TPAT véi quyét dinh lya
chon ctra hang ban ¢ TPAT cua nguoi tiéu dung.

Viéc quyét dinh mua & dau lién quan dén sy danh gia déng thoi ca noi mua 1an
nhitng thudc tinh mat hang. Nhitng yéu td tac dong dén s luya chon cira hang ban 1¢
gom: hinh anh cira hang (hang héa, dich vy, phuong tién vat chat caa cira hang, gia
ca, bau khéng khi ¢ cira hang...); thuong hiéu cua cira hang; cac chuong trinh xuc
tién ban hang; vi tri cra hang; quy md cuta hang... Théng qua cac bién phap
marketing, ca&c DNTM ban ¢ tic dong nhu thé ndo toi quyét dinh chon CHBL
TPAT cia NTD. Van dé cbt yéu 1a hiéu duge NTD hudng tmg nhu thé ndo trudce
nhimg kich thich marketing khac nhau ma DN c6 thé sir dung dén? DN nao hiéu
dugc dich thuc NTD s€ dap ung ra sao trudc cac dac trung cia mat hang, gié ca,
thong diép quang céo, 13 c6 dugc loi thé hon han cac ddi thi canh tranh ctia minh.

Cac nghién ctu ly thuyét vé méi quan hé giira cac yéu td marketing vai quyét
dinh mua TPAT duoc tong hop & bang 3, phu luc 16.
2.1.2.5. Md hinh nghién ciru dé xudt va gia thuyét nghién ciru

Sau khi tong quan cac 1y thuyét lién quan dén cac yéu t6 tam 1y cia NTD doi
voi TPAT, quyét dinh lya chon CHBL TPAT, cac yéu t6 nhan khau hoc ciia NTD
va mdi quan hé cta cac yéu to nay véi quyét dinh mua TPAT ciia NTD; cac yéu tb
marketing cia CHBL TPAT va mdi quan hé ctia cic yéu t6 nay véi quyét dinh lya
chon CHBL TPAT cta NTD, tac gia dé xuat mé hinh nghién ctru sy 4nh hudng cua
yéu td dén quyét dinh mua TPAT va quyét dinh lwa chon CHBL TPAT.

Mé hinh nghién civu dé xudt “Sw anh hwéng ciia cdc yéu to6 dén quyét dinh
mua TPAT va quyét dinh liwa chon CHBL TPAT” (hinh 2.2) gdbm:

- B6i voi bién phu thudc 13 quyét dinh mua TPAT, cac bién doc 1ap 1a cac bién
s6 tam 1y (thai do, niém tin, mic d6 hiéu biét cia NTD d6i v6i TPAT), cac bién so
nhan khau hoc cia NTD (gidi tinh, trinh d6 hoc vén, gia dinh c6 tré em, thu nhép,
nghé nghiép), quyét dinh Iya chon CHBL TPAT.

- Pbi v6i bién phu thudc 13 quyét dinh lya chon CHBL TPAT ciia NTD, céc
bién s doc lap 1a cac bién sd marketing — mix cia DNTM béan 1¢ (mat hang, bao bi,
gia, dia diém, xtc tién thuong mai, con ngudi); cac bién kiém soat cia bién quyét
dinh lya chon CHBL TPAT gém cac bién nhan khau hoc (gidi tinh, trinh d hoc
van, gia dinh c6 tré em, thu nhap, nghé nghiép) (mdi quan hé giira bién kiém soat
v6i bién phu thudc duoc thé hién bang miii tén dut doan).

Viéc nghién ctru yéu té tm 1y (niém tin, thai do, mac do hiéu biét) nham tim

hiéu cac khia canh tdm 1y c¢6 tac dong thé nao toi quyét dinh mua TPAT cua NTD.
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Mat hang
TPAT cua
CHBL TPAT

Gidi tinh, trinh do hoc van, thu nhap ho

Bao bi TPAT gia dinh, nghé nghiép, gia dinh c6 tré em . ]
cua CHBL Nieém tin doi
TPAT voi TPAT

Giad TPAT

cua CHBL o an ke
TPAT Thai do doi

voi TPAT

Quyét dinh lya
chon CHBL
TPAT

Quyét dinh
mua TPAT

bia diém cua

CHBL TPAT

\ Mirc 6 hiéu
biét ddi voi

TPAT

Xc tién

thuong mai
cua CHBL
TPAT

Hinh 2.2. M hinh nghién ciru dé xuét vé sw anh hwéng cia
cac yéu to dén quyét dinh mua TPAT va quyét dinh lra chon
CHBL TPAT

Con nguoi
cua CHBL
TPAT

Viéc str dung cac yéu t6 marketing cia DNTM ban 1¢ TPAT anh hudng dén
quyét dinh lya chon cira hang ban 1¢ TPAT vira dam bao tinh hop 1y trong tiéu chi
chon lya cira hang ban 1¢ cuia NTD, vira gitip tic gia co thé tim hiéu cac hoat dong
ctia cic DNTM ban 1¢ TPAT trong thuc té, dé tir d6 dua ra cac giai phap phu hop
trong viéc van dung nghién ctu hanh vi mua TPAT cua NTD vao hoat dong
marketing cia DNTM ban 1¢ TPAT. Ngoai yéu t6 marketing 1a: mit hang, gia, phan
phéi, xtic tién thuong mai, tac gia tach yéu t6 bao bi khoi yéu t6 mat hang va dua
thém yéu t6 con ngudi vao mé hinh nghién ctru, boi 1y do: 1. Véi hinh thirc mua
hang tu chon & loai hinh ban 1¢ hién dai nhu si€u thi, ctra hang ban 1€ chuyén doanh,
bao bi dong vai trd quan trong, 14 cong cu truyén tin vé mat hang, bao vé hang hoa,
thu hat sy cha y, nang cao gia tri mat hang bén trong. Bao bi TPTS an toan do nha
san xuat dong goi, gan thong tin, nhin hiéu 1én mat hang, nhung bao bi nay dugc
NTD dénh gia tai cira hang cta nha ban 1é, do vay, nha ban 1é c6 thé tiép thu danh
gia ciia NTD vé bao bi dé tur van hodc lién két véi nha san xuat nham lam cho bao
bi c6 tac dung kich thich NTD mua sdm TPAT, bao bi dugc xem xét 12 mot cong cu
marketing ctia DN. Ngoai ra, cdc nha ban 1é c6 thé dong thoi 1a nha san xuat hodc
cac nha ban 1é ¢6 nhin hang riéng. Do vay, yéu t6 bao bi dugc dwa vao mo hinh dé
xem xét sy anh hudng dén quyét dinh Iya chon CHBL TPAT cua NTD. 2. Véi yéu
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t6 con ngudi, trong cac tiéu chi danh gia hiéu qua hoat dong ctia CHBL ¢6 tiéu chi
danh gia chat luong dich vu, va chat luong dich vu lién quan dén yéu té con nguoi
(nhan vién ban hang).

Céc gid thuyét nghién ciu

Cén ctr vao muc ti€u, cau hoi nghién ctru dugce trinh bay & ph@in mé dau, cin
clr vao cac khai niém, thuat ngi, cac yéu té nghién ctru va mdi quan hé giita cac yéu
t6 v6i quyét dinh mua TPAT va quyét dinh lya chon CHBL TPAT, dya trén mo
hinh nghién ctru, luan an dua ra cac gia thuyét nghién ctru nhu sau:

H1.1. Niém tin cia NTD déi véi TPAT ¢6 méi quan hé thuan chiéu véi quyét
dinh mua TPAT cua NTD.

H1.2. Thai d6 cia NTD ddi véi TPAT ¢6 mbi quan hé thuan chiéu véi quyét
dinh mua TPAT cua NTD.

H1.3. Muac do hiéu biét caa NTD ddi véi TPAT c6 mdi quan hé thuan chiéu
véi quyét dinh mua TPAT cua NTD

H2. Quyét dinh lya chon CHBLTPAT c6 méi quan hé thuan chiéu véi quyét
dinh mua TPAT

H3.1. C6 méi quan hé gitra dic diém gioi tinh caa NTD véi quyét dinh mua
TPAT

H3.2. C6 méi quan hé giira dic diém trinh d6 hoc van cua NTD véi quyét dinh
mua TPAT

H3.3. C6 méi quan hé gitta dic diém gia dinh c6 tré em cia NTD voi quyét
dinh mua TPAT

H3.4. C6 mdi quan hé gitra dic diém thu nhap ho gia dinh cia NTD véi quyét
dinh mua TPAT

H3.5. C6 mdi quan hé giira dac diém nghé nghiép cia NTD véi quyét dinh
mua TPAT

H4.1. Mat hang TPAT c6 mdi quan hé thuan chiéu véi quyét dinh lya chon
CHBL TPAT caa NTD

H4.2. Bao bi TPAT cua CHBL TPAT c6 méi quan hé thuan chiéu vai quyét
dinh lya chon CHBL TPAT cua NTD

H4.3. Gia ca TPAT cua CHBL TPAT c6 mdi quan hé thuan chiéu véi quyét
dinh lya chon CHBL TPAT cua NTD

H4.4. Piém ban cia CHBL TPAT c6 méi quan hé thuan chiéu vai quyét dinh
lwa chon CHBL TPAT cua NTD

H4.5. X(c tién thuong mai cia CHBL TPAT c¢6 méi quan hé thuan chiéu véi
quyét dinh lya chon CHBL TPAT cua NTD
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H4.6. Con nguoi c6 méi quan hé thuan chiéu voi quyét dinh lya chon CHBL
TPAT cua NTD.

H5. Céc bién s6 marketing cua ctra hang béan 1é TPAT cd mirc d6 anh huéng
manh yéu khéac nhau quyét dinh lva chon CHBL TPAT caa NTD

H6.1. C6 su khéc biét vé quyét dinh lua chon CHBL TPAT giita ca&c nhom
giagi tinh

H6.2. C6 su khéc biét vé quyét dinh lua chon CHBL TPAT giita ca&c nhom
trinh do hoc van

H6.3. C6 su khéc biét vé quyét dinh lya chon CHBL TPAT giita cAc nhom gia
dinh c6 tré em

H6.4. C6 su khac biét vé quyét dinh lya chon CHBL TPAT giita c4c nhém thu
nhap ho gia dinh

H6.5. C6 su khéc biét vé quyét dinh lya chon CHBL TPAT giita cac nhom
nghé nghiép
2.2. Van dung nghién ctru hanh vi mua ctia ngudi tiéu dung vao cac hoat dong
marketing ciia doanh nghiép thwong mai ban 1é thuwe pham

Theo Vii Huy Thong (Hanh vi mua cua nguoi tiéu dung, 2010) [30], nhitng
nguoi [am marketing cua doanh nghiép nghién ctru hanh vi nguoi tiéu dung véi muc
dich nhan biét nhu cau, s thich, thoi quen cua ho dé xay dung chién luge marketing
phu hop, tir d6 thuc ddy ngudi tiéu dung mua sim san pham ctia doanh nghiép. Bén
canh d6, doanh nghiép ciing can tim hiéu xem ngudi tiéu ding co dugc dap tng
dung ky vong ctia ho khi tiéu ding san pham cta doanh nghiép khong, dé tir d6 c6
su diéu chinh cac chién luoc marketing, diéu nay s& lam giam thiéu viéc ngudi tiéu
dung tir bo tiéu dung san pham cua doanh nghiép va chuyén sang tiéu ding mat
hang cua dbi thi canh tranh.
2.2.1. Lwa chon thi truong muc tiéu, dinh vi thi truong dwa trén nghién ciru
hanh vi mua cvua nguoi tiéu dung
2.2.1.1. Lya chon thi truong muc tiéu

Viéc phan doan thi trudng gitip DN xé4c dinh duoc déu hiéu cé gia tri ¢é phan
chia NTD thanh cac nhém cé nhiing nét twong déng vé dic tinh trong hanh vi. Dya
vao nhimng dic tinh d6, DN méi co thé cung tng mit hang/dich vu phu hop véi cac
dac tinh nay va thoa man nhu cau va mong mudn cua ho dé thu duoc loi nhuan.

Cau hoi quan trong nhét trong giai doan nay la: “Pic diém nao ciia NTD gitp
chling ta c6 nhitng can ¢t tin cdy hinh thanh céc doan thi trudng c6 kha ning sinh 161 dbi

voi DN?” Cau tra 101 s€ c6 dugce thong qua viéc nghién ctru hanh vi ciia NTD.
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Nghién ctru hanh vi NTD véi muc dich tim ra nhiing co s& dé phan khuc thi
truong hi¢u qua tr viéc phat hién ra cac 1y do ctua su khac bi¢t gitra nhitng NTD.
Nghién ctru NTD s& phat hién ra nhu ciu, thoi quen mua sim khac nhau giita cac cé
nhan va ly do tai sao c6 sy khac biét d6. Nhitng nguyén nhan tao ra su khac biét
giita nhitng NTD s& dugc xem nhu nhiing co s¢ dé phan khc.
2.2.1.2. binh vi thi truong

Theo Vi Huy Thong (Hanh vi mua cua nguoi tiéu dung, 2010) [30, tr.41],
dinh vi thi trudng 12 mot trong nhiing phan quan trong nhit cua chién lugc
marketing. Cong viéc cia mét chién luoc dinh vi 1a xac dinh vi tri cu thé cho san
pham/ thuong hiéu ma DN cung tng cho NTD va dugc NTD thira nhan. Mot vi thé
phan lén duoc quyét dinh bai nhan thirc cia NTD.

Theo cac chuyén gia marketing, ¢ hai van dé quan trong cua chién lugc dinh
vi. Mot 13, thiét ké dugc hinh anh/ biéu tugng tao duoc su lién twéng DN mubn c6 &
NTD vé mit hang cua ho. Chi ¢6 thé lam duogc diéu d6 khi tim ra dugce “cau ndi
gitta niém tin caa NTD véi nhitng dic tinh doc dao cua san pham/ hoic thuong
hiéu/ hodc DN”. Hai 1, trién khai nhitng hoat dong truyén théng hiéu qua nham
dinh hinh duogc hinh anh cua san pham hoic thwong hiéu hoic DN trong tam tri
NTD va cao hon nira tao cho NTD cam giac “mat hang la danh cho ho”.

Hai van dé trén déu khang dinh rang: mét chién luoc dinh vi khé c6 thé thanh
cdng néu chung khong dugc dua trén nhitng hiéu biét sau sic vé& hanh vi NTD.
2.2.2. Chinh s&ch Marketing — Mix cita DNTM ban lé

Nhiéu chuyén gia marketing cho rang, 4P can duoc xem xét theo cach nhin cua
NTD cht khong phai theo cach nhin cia nha cung tng. Cac cbng cu thudc
marketing — mix gom 4P thé hién quan diém cua ngudi ban vé céc cong cu
marketing c6 thé sir dung dé tac dong dén ngudi mua (4P: Product — san pham;
Price — gia ca; Place — dia diém; Promotion — xUc tién marketing). Theo quan diém
ctia ngudi mua thi méi cong cu marketing déu c6 chirc ning cung tng mot loi ich
cho khéach hang (4C: Customer needs and wants — nhu cdu va mong muén cia
NTD; Cost to the customer — chi phi caa NTD; Convenience — su thuan tién khi
mua sam; Communication — théng tin). Robert Lauterborn (1993) cho ring 4P
twong ung voi 4C

- Chit C d4u tién - nhu cau va mong mudn cia khach hang duoc gan véi chir P
san phém thé hién quan diém mdi san phém dua ra thi truong phai thuc su 12 mét
giai phap cho khach hang, nghia 1a nham giai quyét mot nhu cau thiét thuc nao do
ctia khach hang chir khong phai chi 1a "giai phap kiém 10i" ctia DN. Muén lam t6t


https://vi.wikipedia.org/wiki/Kh%C3%A1ch_h%C3%A0ng
https://vi.wikipedia.org/wiki/Doanh_nghi%E1%BB%87p
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chit C nay, DN budc phai nghién ctru that k¥ dé tim ra nhu cau dich thuc cta khach
hang, giai phap nao dé dap tmg ding nhu cau nay.
Bang 2.2: Cong thirc 4P va 4C (Robert Lauterborn (1993)

4P 4C

San pham Nhu cau va mong muén cua NTD
Giaca Chi phi di véi khach hang

Phan phdi Su thuan tién

Xdc tién hdn hop Théng tin

(dan lgi tr Phillip Kotler (Quan tri marketing, 2006) [33, tr.117])

- Chit C thit hai chi phi ciia khach hang duoc gan véi chit P - gia thé hién quan
diém cho rang gia ciia san pham can dugc nhin nhan nhu 1a chi phi ma ngudi mua
s& bo ra. Chi phi nay khong chi bao gdm chi phi mua san pham ma con ca chi phi six
dung, van hanh, va ca hity bé san pham. Chi phi ndy phai tuong ximg véi loi ich ma
san pham dem lai cho ngudi mua.

- Chit C thir ba - thuan tién dugc gin véi chit P - phan phdi doi hoi cach thirc
phan phoi san pham cta DN phai tao sy thuan tién cho khach hang.

- Chi C cubi cing - thdng tin dugc gan véi chit P truyén thong marketing yéu
cau cong tac truyén thong phai la sy tuong tic, giao tiép hai chiéu gitra DN voi
khach hang. DN liang nghe tim tu, nguyén vong cua khach hang va thong tin cho
khach hang nghe vé viéc san pham s& dap Gmg nhimg nhu cdu va mong mubn cia
ho. Mét chién luoc truyén thong hiéu qua phai 1a két qua cua su giao tiép, twong tic
gifra san phflm, thuong hi¢u vo1 khach hang dé dat dugc su thong hiéu va cam nhan
sdu sac tir khach hang d6i véi san pham, thuong hiéu.

Ngoai ra, d6i v6i cac DNTM ban ¢ TP, yéu té bao bi, con nguoi dong vai trd
quan trong Vi:

Bao bi (Packaging). Trong hoat dong ban I¢, bao bi thu hut khach hang, mé ta
duoc ich dung cua san pham, tao niém tin va 4n tuong tét dep vé san pham. NTD
san sang mua su tién loi, kiéu dang dep, mtc dang tin cdy va uy tin caa mot bao bi
t6t. Bao bi gidp cho NTD nhan ra DN san xuét, kinh doanh mit hang nao dé.

Con nguoi (People). Bdi véi cac nha ban 1¢, con ngudi tao ra san pham, dich vu.
Con ngudi anh hudng tét, xau dén hiéu qua hoat dong kinh doanh. Boi day 1a yéu to
mang tam quyét dinh chi chét do d6 viéc tuyén chon, dao tao nhan sy ludn 1a méi quan
tam hang dau cia tat ca doanh nghiép, trong d6 c6 DNTM ban 1é thuc pham.

Theo Truong Dinh Chién (Gido trinh Quan tri Marketing, 2011) [1, tr.160],
nghién ciru hanh vi khach hang con phuc vu truc tiép cho cac quyét dinh MKT cu
thé trong marketing — mix:


https://vi.wikipedia.org/wiki/Chi_ph%C3%AD
https://vi.wikipedia.org/wiki/Truy%E1%BB%81n_th%C3%B4ng
https://vi.wikipedia.org/wiki/Th%C6%B0%C6%A1ng_hi%E1%BB%87u
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- Nghién cizu hanh vi phuc vu cac quyét dinh san phdm. Nguoi quan tri
marketing dwa trén nghién ctu hanh vi tiéu ding san pham, cac tiéu chuan quan
trong d6i voi ngudi dung cua san pham... dén phat trién cac bién phap vé san pham.
C6 thé thay ddi cac yéu td cua mat hang dé anh huong dén nhan thac, mic do thoa
man cua ho. Nghién ctu cach tiép can san pham, mtc d6 trung thanh véi thuong
hiéu hay khach hang muén tim kiém su thay d6i dé phat trién bién phép anh huong
dén hanh vi mua. Ciing c6 thé sir dung cac thay doi vé& hinh thac va bao goi san
pham dé hap dan khach hang.

- Nghién cizu hanh vi phuc vy cac quyét dinh truyén thong marketing. Nghién
ctru hanh vi tiép nhan thong tin dé lya chon thong diép va cac phuong tién truyén
thong phi hop. Nghién ciu cac quan diém cua khach hang ddi véi quang cao hay
qua trinh nhan thic cua ho, qua trinh hinh thanh hanh vi mua dé biét sir dung cac
cdng cu truyén thdng phu hop vai ting giai doan. Ciing c6 thé sir dung céc yéu tb
moi trudng nhu sy lan truyén caa thong tin truyén miéng, hay co ché thdng tin lan
truyén trén mang dé thuc hién truyén thong.

- Nghién cizu hanh vi phuc vu cac quyér dinh gia. Vi dy, nghién ciru quan diém
cuia khach hang vé gia, mac gia ho chap nhan dé dua ra muc gia phi hop véi nhan thic
caa ho. Hoac nghién ciu mic do anh huong cua cac yéu t moéi truong dén muc gia
khéch hang chap nhan dé c6 thé thay doi cach thong tin vé gia dén khach hang.

- Nghién cizu hanh vi khach hanh phuc vu cac quyér dinh kénh phan phai.
Nghién cau nhan thic cia khach hang vé hinh anh ctra hang, bau khdng khi cira
hang dé lya chon loai cira hang phi hop cho mit hang cua doanh nghiép. Nghién
ctru hanh vi trung thanh véi diém ban, cach thic khach hang lua chon diém baén,
cach trung bay trong cira hang... dé c6 chién luoc va bién phap xay dung va lua
chon diém béan hang phu hop.

Tir co s ly thuyét vé nghién ctu hanh vi mua TPAT cua NTD va hoat dong
marketing cia DNTM bén 1¢ hang thuc pham, luin an dua ra nhitng noi dung can
nghién cu vé hanh vi mua caa NTD khi xay dung va trién khai cac hoat dong
marketing (phu luc 17).

2.3. Kinh nghiém va bai hoc rit ra tir hoat ddong marketing ciia mot sé nha ban
1é thue phdm

2.3.1. Kinh nghiém vé hoat dpng marketing ciia mot s6 nha bdn Ié thuwe phim tai
Viét Nam va trén thé gidi

2.3.1.1. H¢ thang siéu th; Co.opmart cua Saigon Co.op tgi Viét Nam

Hé théng siéu thi Co.opmart hang ngay dén nhan va phuc vu mét lwgng khach
khong 16, khoang 250.000 khach/ ngay, di trong bdi canh nguoi tiéu ding that chit
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chi tiéu nhu hién nay. Saigon Co.op 14 dai dién ban Ié duy nhat cua Viét Nam dat giai
thuong kép Giai vang nha ban I¢ hang dau Viét Nam va Best of the Best - Top 10 nha
ban 1é xuét sic tiéu biéu nhat khu vuc Chau A - Thai Binh Duong 2016. Day 1 nam tht
13 Saigon Co.0p duoc vinh danh ké tir khi giai thuéng nay dwoc thanh lap cho dén nay.
C6 duoc két qua nay 1a nho su nd lyc cia Saigon Co.op, trong d6 c¢b cac chinh sach
marketing phu hop, xuit phat tir nhu cau va thi hiéu cua khach hang.

Mot s hoat dong marketing cua cua chudi siéu thi Co.opmart mang lai thanh
cdng cho Saigon Co.op la: (theo SaiGon Co.op (SaiGon Co.op va bi quyét ban Ié
thanh cong, 2014) [44])

Nghién ceru thi trwong, lwa chon thi truong muc tiéu, dinh vi thi truwong

Saigon Co.op di dap wng kha toan dién nhu cau mua sim cua nguoi tiéu ding
& nhiéu phan khc thi truong, dam bao su két hop hai hoa xu hudng bén Ié truyén
thng va hién dai, phi hop vai thi hiéu tiéu dung cia nguoi Viét.

Bén canh yéu té chat luong thi Saigon Co.op con quan tdm chon loc hang hoa
theo thi hiéu cua ngudi tiéu dung, dam bao hiéu qua cao nhat trén tirng quay ké kinh
doanh. Vi vay, theo dinh ky 3-6 thang, Saigon Co.op s& tham dinh xem hang nao
ban khong tét, nguoi tiéu ding khong quan tdm nhiéu dé dua ra khoi ké hang
nhudng chd cho nhitng hang hda méi vao.

Saigon Co-op dinh hudng tan dung loi thé am hiéu khach hang va nguén hang &
timg ving trong nudc dé chiém linh thi phan. Di sdu vao s& thich, nhu cau tiéu ding ting
viing mién dé dap ang tot nhat nhu cau cia nguoi dan; tao mdi lién két chat ché cing
phét trién vai cac nha cung cap nham gan chat qua trinh phét trién caa minh veéi loi ich
chung cua cac dia phuong c6 co so ban 1¢ cua Saigon Co.op tra dong.

Saigon Co.op chu trong dén dbi twrong khach hang 13 cac “ndi tedng” hién dai, von
14 dan van phong khong c6 thoi gian so sanh gia ca nhu ba ndi tro truyen thong. Gio day
ngudi noi trg hién dai mudn viéc mua hang khdng chi don thuan 1a chon hang va tra tién
ma con ky vong tim kiém nhitng trai nghiém mua sim mai me, tha vi.

Co.opmart ciing chu trong phat trién hang nhan riéng dé dap wng ngay cang tét
hon nhu ciu cta ngudi tiéu ding va tao nét dic trung riéng c6 cho hé thong phan
phdi cua minh, tao su da dang, phong phi vé ching loai. Viéc ¢6 nhan hang riéng
gitip Co.opmart ting cuong stc hut ddi voi nguoi tiéu dung va ting loi thé canh
tranh véi cac ddi thit nho chinh sach chét luong dam bao, 6n dinh va gia ca pho
hop, nhat 1a trong diéu kién kinh té kho khan nhu hién nay.

Cac hoat dgng marketing — mix

Mat hang

Xuét phat tir mong mudn tiéu dung thuc pham an toan, gia ca 6n dinh ciia NTD,
Saigon Co.op xac dinh thuc pham twoi séng 14 mat hang chu luc, duoc xem 14 biéu
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tong cho 1ong tin ciia ngudi tiéu ding va 1a niém ty hao cua siéu thi Co.opmart.

Véi phuong cham kinh doanh hang héa an toan, chit lugng, Saigon Co.op
ludn y thie 18 trach nhiém cua nha cung tng, dic biét nghiém khic véi chit lugng
hang hoa ban 1¢ ¢ hé thong cua minh. D6 14 1y do chét lwgng hang hoa cua Saigon
Co.op dugc khéach hang tin tuéng, don nhan.

Ngay tir nhitng khau dau tién 13 lya chon nha cung cép, Saigon Co.op ciing da
lwa chon chit ché nhimg doanh nghiép uy tin, c6 chit luong hang hoa dam bao. Pon
cu mat hang rau cu qud, Saigon Co.op uu tién chon hang cua nhiing hop tac xa co
chtng nhan Vietgap, Global Gap vé quy trinh san xuét rau an toan, ky hop dong bao
tiéu nong san va tién hanh tng von cho cic hop tac xi nay dé dau tu nang cao k¥
thuat, trang thiét bi cling nhu con gidng va phan bon. Hé thong siéu thi Co.opmart
con hop tac voi dy an “Xay dung kiém soat chat lwong nong san thuc pham”
(FAPQDC) do Chinh phu Canada tai trg nham cai thién chét lugng nong san thyuc
pham theo phuong phap tiép can tong thé trong chudi gia tri nganh hang tir “trang
trai dén ban an”. Khong chi kiém tra hang hoa vé mat gidy td, Saigon Co.op con ¢o
mot bo phan chuyén trach theo sat quy trinh thuc hién kiém nghiém véi ting dong
mat hang, di thuc té kiém tra tai don vi san xuét, néu théy ¢6 dau hiéu lam hang gia,
hang nhai thi kién quyét tir chdi nhan hang.

Tu nam 2012, hé théng ban 1¢ cua Saigon Co.op da thuc hi¢n chién lugc noi
dia hoa nham hd trg doanh nghiép Viét trong viéc quang ba va phan phdi miat hang
t61 tay nguoi tiéu ding trong nudc. Pay cling 1a mot trong nhirng chién luoc kinh
doanh l4u dai, tao nén ban sic riéng cua Saigon Co.op nham phat huy ndi luc, lgi
thé canh tranh so v&i cac doanh nghiép nudc ngoai.

DN tiép tuc danh nhiéu chinh sach wu dii cho doanh nghiép Viét c6 hang hoa
dam bao chat luong vao hé théng ban 1¢ ctia minh nhu: wu ti€n dién tich, vi tri trung
bay; hd tro quang ba mit hang méi cua doanh nghiép; thue hién dau tu hodc hd tro
von, ky thuat dé doanh nghiép tiép can véi cac cong nghé mébi, nang cao ning luc
canh tranh; chia sé thong tin phan hoi tir ngudi tiéu dung gitip doanh nghiép c6 dinh
huéng cai tién, phat trién mat hang, dap Gmg tot hon thi hiéu cua nguoi tidu dung.
Tuy nhién, Saigon Co.op mdt mat lién két, hd tro hang Viét nhung mat khac Saigon
Co.op ciing nghiém khéc trong chon loc hang hoa vé chat luong va ca thi hiéu dé
dam bao hiéu qua kinh doanh.

Dich vu

Saigon Co.op ciing khéng ngimg nang cao chat lugng dich vu, gia ting céc

dich vu cham s6c tién ich cho khach hang tham gia mua sdm tai hé théng clia minh
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nhu: dién thoai cham s6c khach hang, giao hang tai nha, tang qua, thiép, goéi qua
mién phi trong céac dip 18 tét, tich diém thudng cho khach hang than thiét. ..

Gia ca

Hang hoa tai siéu thi con co gia ca rat hop 1y, dic biét véi nhitng mat hang
thiét yéu thuoc chuong trinh binh 6n gi4 cia Nha nudc.

Khi ¢6 nhiing bién dong trén thi truong tac dong dén gia ca tiéu dung nhu gia
xang ting nhung siéu thi di kiém soat hop 1y dé bao vé quyén loi nguoi tiéu ding.
Tai thoi diém thang 5/ 2015, du gia xdng ting nhung Co.opmart van thuc hién ké
hoach giam gia trong thang trén toan hé thng dé hd tro nguoi tiéu dung. Dot giam
gia ap dung trén toan hé théng ban 1é cua Saigon Co.op (gém Co.opmart,
Co.opXtra, Co.op Food). Theo d6, nhom thyc pham twoi song luan phién giam gia
15% dén 25%. DBong thoi, hé théng béan 1é cua Saigon Co.op van dang duy tri mot
lwgng hang binh n 16n dé diéu tiét thi truong.

Ngoai ra, tir dau nim 2004, Co.opmart dwa vao siéu thi cAc nhan hang riéng
cua minh, ca&c mit hang hang nhén riéng Co.opmart 1a sy phdi hop giita Saigon
Co.op Véi cac nha san xuat cd uy tin trén thi truong. Cac mét hang nhan riéng Co.opmart
ludn c6 gia hap dan vi khi mua khach hang chi tra tién cong ciia mat hang ma khéng chiu
nhiéu khoan khac nhu chi phi quang céo, phan phéi, dau tu tiép thi cho mat hang... nén
gia thuong ré hon so vai gia mat hang cung loai tir 5% - 20%.

Pia diém

Khong gian mua sim ciing duoc tai cau tric va bo sung nhiéu tinh ning nham
dua dén nhirng trai nghiém mua sim tién nghi, hién dai nhung van than thién, gan
giii nhu tinh than bat bién cua thuong hiéu “Ban ctia moi nha”.

Hé thdng siéu thi Co.opmart c6 co so vat chat va khong gian mua sam hién dai
dén 1én dén hang nghin m2, Co.opmart 1 noi hoi tu cua nhiéu nganh hang va dich
vu da dang nhu khu am thyc, khu thoi trang va céc dich vu tién ich khac, déi véi
nhiéu NTD, siéu thj Co.opmart 1a diém dén mua sam, giai tri hip dan.

XUc tién thwong mai

Saigon Co.op thuong xuyén ¢ cac chuong trinh khuyén mai giam gia dac biét
vao cac ngay & tét, cac chwong trinh tri an khach hang nhu chuong trinh khuyén
méi dic biét “Nhan d6i sd diém” danh cho cac khach hang thanh vién & VIP
Co.opmart khi mua hang c6 hoa don tich liiy diém s& dugc nhan déi s diém.

Vi chinh sach kinh doanh nhét quan, chat ché, hé théng quan tri tbt, biét phat
huy nhing loi thé riéng,... Saigon Co.op di khiang dinh minh bang hiéu qua kinh

doanh va su phét trién ngay cang 16n manh, tu tin ding viing truéc nhimg bién
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dong cua thi truong ban 18, dic biét 13 4p lyc canh tranh cia rat nhidu nha ban 1¢
nudc ngoai dang tranh gianh thi truong tai Viét Nam.
2.3.1.2. H¢ thang cira hang ban 1é thuc phdm ciia Whole Foods, My

Whole Foods duoc cho la cung cip chat hitu co nhiéu hon bét ky nha ban ¢
I6n khac tai My. Whole Foods c6 hang ngan mat hang hitu co, bao gébm ca cac mit
hang hitu co mang nhan hiéu riéng caa Whole Foods va doanh sé ban hang uéc tinh
khoang 8,0 ty dong cho nim 2010. Cong ty c6 54.000 thanh vién va diéu hanh hon
270 ctra hang tai Bac My va Anh.

Mot s6 hoat ddng marketing caa chudi ctra hang ban I¢ Whole Foods mang lai
thanh cong cho Whole Foods 1a: (theo Doanh nhan Sai Gon (Bi quyét canh tranh
cua siéu thi Whole Food, 2013) [38])

binh vi thi truwong

Whole Foods mang lai su khac biét cho khach hang so véi ddi thu canh tranh,
d6 1a sy thau hiéu khach hang. Ngay tir khi buéc chan vao ctra hang, khach hang da
cam nhan ho duoc d6i xir chu dao. Tir cach trung bay mat hang, su da dang mat
hang dén ban nhac.... déu khién khach hang cam thay tat ca la danh cho ho, Whole
Foods rat hiéu khach hang cua minh.

CA&c hoat dgng marketing - mix

Mat hang

- Whole Foods ludn dam bao mit hang twoi ngon, mat hang duoc kiém tra
thudng xuyén, dam bao con han, khdng c6 van dé vé cam quan, chét luong.

- Mt hang rat da dang, Whole Foods ban theo khéi lwong khach yéu cau nhu
san sang bo d6i va ban mot nira theo yéu cau cua khéch.

- Whole Foods cung cap nhitng mat hang c6 nhan hiéu riéng, dugc dat tén l1a
365 (365 c6 nghia 1a 365 mat hang NTD mua thudng xuyén, mua nhiéu, c6 gia
thanh ré hon ddi thu canh tranh)

Dich vu khach hang

- Khach hang dugc phép thir mat hang truéc khi mua

- S6 luong nhan vién cua cira hang cao hon so véi dbi thu canh tranh nham
phuc vu khach hang nhanh chéng, chat luong

Gia

- Trong hang nghin mat hang dugc bay ban, c6 khoang 365 mat hang NTD
mua thudng xuyén, mua nhiéu co gia thanh ré hon di thi canh tranh.

- Nhitng mat hang c6 nhan hiéu riéng c6 gia thanh thap hon mat hang c6
thuong hiéu cung loai it nhat 1a 25%.

biém ban
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- C6 rat nhiéu khu vyc an ubng ngay trong cira hang, tai day, khach hang c6
thé nghi ngoi va sir dung mat hang ho vira mua. Biéu nay gidp khach hang cam thay
thoai maéi, sau khi nghi ngoi ho c6 thé tiép tuc viéc mua sam.

- Khu vuec tinh tién hién dai, c6 nhiéu may tinh tién, do vay, viéc thanh toan
cua khach hang dién ra nhanh chong. Khach hang cam thay thoai mai, vui ve, day 1a
dic diém quan trong tao nén uy tin thuong hiéu cia Whole Foods.

- Kich ¢ xe day duogc tang gap 1,5 1an so voi cac ddi thu canh tranh, do vay,
khach hang mua sam thém 40% so véi nhu cau thuc té cua ho.

- Viéc trung bay mat hang ciing 1a mot diém dic biét cua Whole Foods, chang
han: Nhirng mat hang dugc NTD mua thuong xuyén dugc Whole Foods trung bay &
khu vuc bat mat; quay hang hai san dugc trung bay dep mat nhu mot hon dao; quay
hang ban mat hang ndng nghiép co6 cach trung bay nhu mét noéng trai, tao cho khach
hang cam giac nhu dang & ndng thdn. Cong viéc trung bay & day duoc dién ra hang
ngay nhu trang tri san khau.

- Am nhac 12 mot phan quan trong cua cira hang, loai &m thanh dwgc xem xét,
tuyén chon k¥, pht hop vai thi hiéu cua khach hang. Whole Foods cho rang, néu
khach hang budc vao siéu thi, ho nghe dugc ban nhac ho wa thich, ho s€ cam giac
siéu thi rat hiéu ho, cam xuc tét s& mang lai su gan két va trung thanh cao cua khach
hang véi Whole Foods.

XUc tién thwong mai

Whole Foods hiéu duoc sy quan tdm, mong muédn cia khach hang d6i voi van
dé an toan suc khoe ban than va bao vé moi truong. Do vay, Whole Foods ¢ cac
hoat dong tuyén truyén va cé cac hanh dong cu thé trong cac chuong trinh nhu:

- Thuc hién trach nhiém x& hoi bao gom viéc ddi xir nhan dao véi dong vat,
hay gan mac thuc pham bién doi gen.

- Cam két ciia Whole Foods ddi véi suc khoe ngudi tiéu dung nhu 13 mot diém
nhan 1am nén gié tri thuong hiéu nay.

2.3.2. Mt sé bai hoc rit ra doi véi hoat dpng marketing ciia cdc DNTM bdn 1é
thwe pham tai dia ban Ha Nji

Cac DNTM baén 1¢é thuc pham tai dja ban Ha Noi c6 thé 4p dung kinh nghiém
vé mot s6 hoat dong marketing ciia cac DN bén Ié thyc pham di thanh céng nhu:
2.3.2.1. Bai hoc vé hoat déng nghién citu thi trieong, xdc dinh khach hang muc tiéu,
dinh vi thi truong

Cac DNTM bén 1é thuc pham cin nhan thic tim quan trong cia nghién ctu
hanh vi mua va viéc van dung két qua nghién ctu hanh vi mua vao hoat dong
marketing vi:
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- Nhu cau caa NTD Ia phuc tap, rat khac nhau, bi chi phdi boi rat nhiéu yéu tb
nhu vin hoa, xa hoi, dic diém ca nhan, tam ly.... Do vay, DN rat kho cé thé dap ung
tat ca moi nhu cau, ho can xac dinh mét hoic mot vai nhém khach hang muc tiéu dé
c6 thé dap (ng nhu cau ciia nhém khach hang mot cach c6 hiéu qua.

- Viéc nghién ctru hanh vi mua caa NTD, giip DN tiép can duoc véi NTD,
hiéu nhimg nguyén nhan thuc day hanh vi tiéu ding san pham, nhitng dién bién tam
ly, hanh vi trong quyét dinh mua san pham. Tir d6, DN ¢6 thé dua ra chién luoc phi
hop vé&i nhu cau cia NTD, tao su khéc biét véi dbi thu canh tranh.

Mot trong nhitng phuong an tao su khac biét co hiéu qua la DN lubn thuc hién
dung cam két vai khach hang.

- Nghién cttu hanh vi mua caa NTD s€ gitip DN tranh dugc nhirng rii ro trudc
khi dua ra san pham méi hay dua ra bién phép kich thich tiéu thy...

Do vay, DN can tim hiéu ki dic diém hanh vi mua caa NTD, tim hiéu nhu cau,
s& thich, xu huéng tiéu dung cua NTD ddi véi TPAT, tir d6 c6 cac hoat dong
marketing phu hop.
2.3.2.2. Bai hoc vé cac hoat déng marketing — mix
* Chinh sach san pham va dich vu

- Tham gia nhiéu hon vao chudi cung ung thuc pham nhu chi dong xay dung
chudi cung tng dé dam bao cac tiéu chuan chat lwong, tuan tha tuyét dbi, cha dong
dao tao cho c&c nha cung tng vé cac tiéu chuan ddi véi mat hang va dich vu di kém.

- Pua ra céc tiéu chuan, kiém soat nghiém ngit tinh an toan va chat luong cua
mat hang mua vao s¢ giup tang nang lyc canh tranh vai cac loai hinh ban Ié thyuc
pham truyén théng nhu cho.

- Tao diéu kién, hd trg von, k¥ thuat, cung cap thong tin vé thi hiéu, xu hudng
thi truong cho nha san xuét, giup dam bao dau ra cho cac DN san xuat di tuan thi
dung quy trinh san xuat an toan.

- Tich cyc phat trién cac nhan hiéu riéng, nham cam két véi khach hang vé
chat lugng, ngudn goc cua mat hang

- Bén canh da dang hoa mat hang, can xac dinh mat hang chu luc, tao duoc
dau an dic biét vai khach hang, co thé canh tranh tét trén thi truong.

- Tao diéu kién cho khéach hang c6 thé dung thtr san pham trudc khi mua

- Dich vu nhanh chéng bang cach ting sé lugng, dao tao nhan vién ban hang
chuyén nghiép
* Chinh séch gia:

- Duy tri su 6n dinh vé gia. Ddi véi mot s6 san pham thiét yéu, khach hang
mua thudng xuyén, nén dua ra muac gia thap hon ddi thu canh tranh.
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- Tham gia cac chuong binh 6n gia cho hang thuc pham thiét yéu theo chuong
trinh cia So Cong Thuong Ha Noi.
* Chinh sach phan phéi

- Phét trién chudi béan 1é rong khép tai cac khu vuc dan cu, d6 c6 thé 1a md
hinh tiém tap hoa gia dinh tai cdc khu dan cu. DN can dau tu xay dung bau khong
khi ctra hang nhu: mua sam céc thiét bi bao quan mat hang hién dai, chd trong viéc
trung bay hang hoa theo phong cach méi la, phii hop véi NTD dé thu hat NTD.

- Phét trién cac mo hinh béan Ié nhu ban hang qua mang, cac ctra hang chuyén
biét (cung cap nhitng loai thuc pham cao cap).
* Chinh sach xuc tién marketing

- Tang cuong cac hoat dong truyén théng vé nhitng loi ich ma TPAT mang lai
cho stc khoe NTD, cho méi truong

- T6 chirc cac hoat dong thé hién trach nhiém ddi véi xa hoi, cong ddng

- Thuc hién cac chuong trinh tri 4n khach hang dé giir chan khach hang cii va
thu hat thém khéach hang méi.

KET LUAN CHUONG 2

Chuong 2 bao gdm cac nodi dung nhu: noi dung ly thuyét vé nghién ciru hanh
vi mua ciaa NTD, kinh nghiém thuc tién vé& hoat dong marketing cia cac DNTM
ban Ié. Noi dung nghién ciu hanh vi mua TPAT caa NTD bao gém: hanh vi mua
theo tirmg budc cua tién trinh quyét dinh mua TPAT; sy anh hudng cua cac yéu to
dén quyét dinh mua TPAT va quyét dinh lua chon CHBL TPAT. Chuong nay ciing
dua ra mot s6 van dung nghién ctiru hanh vi mua cia NTD vao hoat dong marketing
ctia cac DNTM ban ¢ thuc phdam nhu xac dinh thi trudng muc tiéu, dinh vi thi
truong, cac quyét dinh marketing — mix cua cira hang ban 1é TPAT. Phan cudi cing
ctia chuong dé cap dén nhitng kinh nghiém trong hoat ¢ong marketing cia mot sb
doanh nghiép ban I¢ thuyc pham thanh cong tai Viét Nam va trén thé giéi, tir d6 rat
ra bai hoc kinh nghiém cho cac DNTM ban I¢ TPAT. Nhirng ndi dung nay la nhirng
dinh hudng quan trong, 1a co s¢ cho nghién ctu tiép theo cua luan én.



57

CHUONG 3
PHUONG PHAP NGHIEN CUU CUA LUAN AN

Chuwong 3 gidi thiéu cdc phwong phdp nghién ciru gom: nghién ciru tai ban
nghién ciru dinh tinh, nghién ciu dinh luong. Cac phuwong phap nghién cuu nay dwoc s
dung nham thu thdp cdc dit liéu thir cdp va so cdp lién quan dén nghién cieu hanh vi mua
TPAT cua NTD, van dung vao hoat dong marketing cua DNTM ban lé thuc phcfm.
3.1. Thiét ké nghién ciru

Noi dung va thuc té nghién ctu cua luan an dwgc thuc hién qua niam giai
doan la: (1) Nghién cuu tgi ban — nghién cuu dinh tinh; (2) Nghién cuiu tai hién
truong — Nghién cizu dinh tinh; (3) Nghién citu tai ban — nghién cizu dinh tinh; (4)
Nghién cizu tai hién truong — nghién cuu dinh luong; (5) Nghién ciu phan tich,
dién giai két qua nghién cizu va rat ra két lugn.

Giai doan 1. Nghién ctru tai ban — Nghién ciru dinh tinh st dung céac théng tin
thir cap. Giai doan nay, thuc hién nghién cau téng quan ly thuyét, nghién ctru co so
ly luan, hinh thanh md hinh nghién cuu.

Giai dogn 2. Nghién ctru tai hién truong — Nghién ctu dinh tinh st dung cac
thong tin so cap. Giai doan nay, thuc hién nghién cau tim hiéu 120 ngudi tiéu dung
vé dic diém hanh vi cua ho theo timg budc cua tién trinh quyét dinh mua; nghién
ctru phong van cac chuyén gia va ngudi tiéu dung dé hiéu chinh va b sung céc yéu
t6 cau thanh do luong céac bién.

Giai dogn 3. Nghién ctru tai ban — nghién ctru dinh tinh st dung thoéng tin tha
cap. Giai doan nay, thuc hién nghién ctu thuc trang cac diéu kién méi truong, thi
truong, thuc trang hoat dong marketing cia DNTM ban I¢ TPAT, nghién ctu du
bao cac thay ddi cua cac yéu té moi truong kinh doanh TPAT trén dia ban Ha Noi.

Giai doan 4. Nghién ctru tai hién truong — nghién ctru dinh lugng sur dung cac
thong tin so cp. Giai doan nay, thuc hién nghién ctu dinh luong so bd (mau 1a 120
NTD) va nghién ctru dinh lugng chinh thic (mau 1a 880 NTD).

Giai doan 5. Nghién ctu phan tich, dién giai két qua nghién cau va rat ra két
luan. Giai doan nay, thuc hién viéc phan tich cac két qua nghién cau, dién giai, rat
ra cac van dung d6i vai DNTM baén 1é thyc pham

Luan 4n di st dung phuong phép luan, van dung phuong phép truc tiép hé
thdng, logistics, bién ching va lich st

Céc phuong phap nghién ciru cy thé cia luan 4n di van dung 13 nghién ctru két
hop giita nghién ctru dinh tinh, nghién ctru dinh lwong kiém dinh va nghién ciru ing
dung, gdbm cac phuong phap nhu sau:
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- Phurong phadp nghién curu tai ban tap trung vao nghién ctru dinh tinh duoc st
dung trong thyuc hién nghién cieu ly thuyét, nghién ctu dit liéu thi cap vé céc nghién
ctru lién quan dén hanh vi mua TPAT cua NTD, nghién ctu cac hoat dong
marketing - mix caia DNBL no6i chung, thuc trang hoat dong marketing cua cac
DNTM ban I¢ thuc pham trén dia ban Ha Nbi, béi canh thi truong TPAT tai Ha Noi
trong giai doan 2014 - 2016, cac du b&o vé xu huéng tiéu ding va loai hinh ban Ié
thie pham trong giai doan 2017 — 2020 trén dia ban Ha Noi.

Ngoai ra phuong phap nay con dugc sir dung dua trén cac nghién ciru trudc
day dé xay dung md hinh vé sy tic dong cua cac yéu td tam ly, cac yéu té nhan
khau hoc ctia NTD, hanh vi quyét dinh lya chon CHBL TPAT t6i hanh vi quyét
dinh mua TPAT, va sy tac dong cua cac yéu té marketing caa DNTM ban I¢ TPAT
dén hanh vi quyét dinh lua chon ctra hang mua TPAT cua NTD.

- Phuong phap nghién cuu tqi hién truong tap trung vao nghién cuu dinh tinh
dugc su dung véi cac myc dich sau:

+ Nghién ctru hoan chinh mé hinh phu hop véi déu kién nghién ctu la
TPAT, dia ban Ha NOi va cac DNTM ban 1¢é trén dia ban Ha N§i, va dua ra cac gia
thuyét nghién ctru, nghién ctru cac bién sd va cac yéu to cau thanh do luong cac
bién sd trong mé hinh nghién ctru ciia luan 4n. Cuy thé 1a phuong phap nghién ctru
dinh tinh va phong van sdu dbi véi mot s chuyén gia va nguoi tiéu dung di dugc
thuc hién.

+ Nghién ctru tim hiéu thyc trang hanh vi mua 13 cac suy nghi, can nhéc, hanh
dong theo cac budce trong tién trinh quyét dinh mua TPAT ctia NTD trén dja ban Ha
Noi, phuong phap phong van sau duge sir dung. Ddi tuong nghién ciru 1a NTD biét
dén TPAT, va c6 suy nghi can nhic téi viéc mua TPAT. Cu thé phuong phap
nghién ctru dinh tinh dwoc thuc hién véi doi twong phong van 1a 120 nguoi tiéu
dung trén dia ban Ha Noi.

- Phuong phap nghién ciwu tai hién truong tap trung vao nghién cuu dinh
lirong duoc st dung v6i muc dich kiém dinh cac gia thyét cia mé hinh nghién ciru
dé xuit cta luan an gom:

+ Nghién ciru sy tac dong ctia mot s6 yéu t6 tim 1y NTD (niém tin, thai do,
mirc d6 hiéu biét) d6i véi TPAT, hanh vi quyét dinh lya chon CHBL TPAT, céac yéu
t6 nhan khau hoc cua NTD (gidi tinh, thu nhap, trinh do hoc van, nghé nghiép, gia
dinh c6 tré em) dén hanh vi quyét dinh mua TPAT ctia NTD,;

+ Nghién ctru su tac dong cua cac yéu td marketing (mit hang, bao bi, gid ca,
dia diém, xuc tién thuong mai, con nguoi) cia DNTM ban 1€ TPAT dén hanh vi
quyét dinh Iya chon ctra hang mua TPAT cta NTD.
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3.2. Nghién ciru tai ban — nghién ciru dinh tinh
3.2.1. Muc tiéu nghién ciru

Phuong phap nghién ciru tai ban nham tim kiém va nghién ctu cac dit lidu thi
cap lam co sé ly thuyét cho nghién ctru hanh vi mua theo cic budc cua tién trinh
quyét dinh mua TPAT, d& xuit md hinh vé sy anh huong cua cac yéu té dén quyét
dinh lya chon CHBL TPAT va quyét dinh mua TPAT cua NTD, dé xuit giai phap
vé van dung nghién cizu hanh vi mua vao hoat dong marketing cua caic DNTM ban
Ié thyc pham.,

3.2.2. Céch thirc thuc hién

Viéc thu thap dix liéu thi cap duoc thuc hién tai nha (théng qua internet), tai
Thu vién PH Thuong Mai, Thu vién PH Kinh t& Quéc Dan, Thu vién Qudc Gia.
Dir liéu sau khi thu thap duoc xt ly bang phuong phap phén tich, théng ké, so sanh
va tong hop thong tin.

Céc dir liéu thir cip can thu thap bao gom cac noi dung: cac hoc thuyét vé
hanh vi mua ctia NTD, 1y thuyét vé hoat dong marketing ctia caic DNTM ban 1&; cac
nghién ctru ung dung lién quan dén hanh vi mua TPAT cua NTD; dic diém cia
DNTM ban 1¢ TPAT; hoat dong marketing cua cac DN thuong mai ban 1¢é thuc
phém trén dia ban Ha Noi, bdi canh thi truong TPAT tai Ha Noi trong giai doan
2014 — 2016; cac du bao vé xu hudng tiéu dung va loai hinh ban 1é thuc pham trong
giai doan 2017 —2020.

Cac dir lieu duoc thu thap tir cc nguon tai liéu c6 sin trong nuwdc va ngoai
nude, d6 1a cac ngudn: S Cong Thuong Ha Noi, S& Nong nghiép va Phét trién
Nong thén Ha Noi, S¢ Y té Ha Noi, Chi cuc Quan ly thi truong Ha Noi (1a cac co
quan chitc nang cé trach nhiém trong viéc quan ly, kiém soat van dé an toan thyuc
pham cua cac ca nhan, don vi san xuat, kinh doanh thyc pham), cac t6 chirc nghién
ctu thi truong nhu Cong ty TNHH Nielsen Viét Nam, BMI (la cac t6 chic nghién
ctu thi trudng cd uy tin tai Viét Nam va trén thé giéi) bao/ tap chi dién ti,
website/facebook/ fanpage ctia cAc DNTM ban 1é TPAT tai Ha Noi, cac nghién ctru
tng dung lién quan dén hanh vi mua TPAT cua cac tac gia Viét Nam va thé gidi,
cac ngudn thong tin dam bao su tin cay.

3.3. Nghién ciru tai hién truong — nghién ciru dinh tinh

3.3.1. Nghién citu dinh tinh vé hanh vi mua theo tién trinh quyét dinh mua TPAT
cua nguoi tiéu dung

3.3.1.1. Muc tiéu nghién cuu

Tim hiéu thyc trang hanh vi mua theo tién trinh quyét dinh mua TPAT cua
NTD Ha Néi, day 13 co s& dé dua ra cac giai phdp marketing dac biét 1a cac giai
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phap vé truyén thong marketing nham thuc day NTD di dén quyét dinh mua TPAT
tai cic CHBL TPAT cua DNTM ban I¢ thuc pham tai dia ban Ha Noi.
3.3.1.2.Céch thic thuc hién

Téc gia da thuc hién nhiéu cudc phong van sau véi cac nhom NTD co dic
diém nhan khau hoc khac nhau, day 1a cac phuong phap rat phi hop dé kham phé
quan diém va suy nghi, cam xUc cua cac d6i twong nghién ciru c6 quan tam dén tiéu
dung TPAT. Viéc thu thap thong tin dién ra doc 1ap, dam bao ngudi duoc phong
van khong bi chi phdi boi suy nghi, quan diém, cam x(c cia ngudi khac. Noi dung
phong van sdu nham tim hiéu nhiing didn bién hanh vi theo tién trinh quyét dinh
mua TPAT cua NTD.

Bdng hwdéng ddn phong véan sau cho nghién cizu dinh tinh vé hanh vi mua theo
tien trinh quyér dinh mua TPAT cia NTD dwoc md ta tai phu luc 1.

Céc cudc phong van déu dién ra doc 12p tai nha hoac noi lam viéc cia nguoi
tham gia phong van véi thoi lwong phong van cho mdi d6i tugng khoang 60 phut.
K§ thuat thyc hién 13 quan sat va thao luan truc tiép giita nguoi phong van va ngudi
dugc phong van. Khi bat dau tién hanh phong van siu, nguoi phong van tu gidi
thiéu ban than, néi vé muc dich cua cudc phong van, tim hiéu mot sb thong tin vé
dic diém nhan khau hoc ciia nguoi tham gia phong van, giai thich cho nguoi tham
gia phong van biét rang ho s& dugc dam bao bi mat thong tin, danh tinh va dé nghi
cho phép ghi am/ ghi chép dé nghe va doc lai, nhiéu ngudi khong thoai mai khi bi
ghi 4m nén tac gia thuc hién viéc ghi chép ndi dung phong van.

Noi dung céc cudc phong van sau khi dugc ghi chép, duge danh may lai vao
may tinh, sau d6 dugc luu trit va ma hoa bang phan mém Ms Excel. Cu thé, tac gia
d3 doc can than ting doan dir liéu, gan cho doan dir liéu d6 mot tir hodic cum tir chia
khoa, tir chia khoa nay 13 tir mé ta sat nhat ndi dung cua doan phong vén, tiép theo,
tac gia tién hanh 1iét ké danh muc cac tit/ cum tir chia khéa da duoc ghi lai, nhitng
tir/ cum tir ¢ ¥ nghia gan nhu hoan toan gidng nhau thi c¢6 thé ghép lai. Sau khi
téng hop céac dir li€u, tac gid thyc hién viéc phan tich dé dua ra cac két luan nham
hoan thién muc ti€u nghién ctru. Két luan duoc dua ra dua trén sy téng hop quan
diém chung cua cac d6i tugng phong van.
3.3.1.3. Mdu nghién cizu

Déi v6i muyc tiéu nghién ciu nay, tac gia tién hanh véi 120 NTD song va lam
viéc tai cac quan thuoc noi thanh Ha Noi. Viéc xac dinh mau dya theo phuong phap
chon mau ¢ muc dich, tAc gia di xac dinh trudc cac nhdm quan trong, cé kha ning
cung cap thong tin theo yéu cau dé tién hanh thu thap sé liéu. Ty 1é mau theo cac quan
Thanh Xuan, Cau Giay, Tay H6, Ba Dinh, Déng Pa, Ha Dong, Hoang Mai 1an luot la
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16%, 11%, 13%, 14%, 18%, 12%, 16%. Kich c& miu 14 120 duoc lya chon trong 7
quan, nhdm dam bao cac dai dién vé dic diém nhan khau hoc, nhu gidi tinh, lia tudi,
nghé nghiép, trinh d6 hoc vén, tong thu nhap ho gia dinh. Viéc chon mau dam bao
nhitng ngudi duoc hoi ¢6 quan tim dén viée tiéu dung TPAT, c6 suy nghi, cAn nhic
dén viéc mua TPAT, c6 thé dai dién cho cac nhém NTD khac nhau tai Ha Noi.

Bang md td mau nghién ciu dinh tinh vé hanh vi mua theo tién trinh quyét
dinh mua cua NTD theo tung qudn tai Ha Noi diroc mé ta tai phu luc 3a.

3.3.2. Nghién ciru dinh tinh vé sw dnh hwéng ciia cdc yéu té dén quyét dinh lua
chon civa hang bén 16 TPAT va quyét dinh mua TPAT ciia ngwoi tiéu ding
3.3.2.1. Muc tiéu nghién cuzu

Hoan thién mo hinh nghién ciu, xay dung yéu t6 cau thanh do luong cia cac
bién trong mo hinh nghién cuu.
3.3.2.2. Céach thuc thuc hién

Téc gia da thuc hién viéc nghién ctu dinh tinh thdng qua phong van sau chuyén
gia va nguoi tidu dung dé kiém tra sy phl hop va sang loc cac yéu té, tir d6 xay dung
moé hinh nghién cau. Cac yéu té cau thanh do luong cac bién duogc tac gia dua ra
trong nghién ctu 1a nhitng yéu té cau thanh do ludng céc bién da dugc cdng nhan va
sir dung trong nghién cau trén thé giGi va tai Viét Nam. Trong d6, c6 mot s6 yéu to
c4u thanh do luong cac bién chua duoc st dung nhiéu trong cac nghién ctu tai Viét
Nam, c4c yéu t6 ciu thanh do ludng céc bién ndy can duoc xem xét dé diéu chinh va
bd sung cho phi hop. Do vay, trong qué trinh phong van, tac gia ciing dé nghi nhiing
ngudi tham gia phong van cho y kién dé hoan thién cau tric cau va tir ngir dugc sir
dung trong phiéu khao sat dinh Iuong.

Péi véi nhdm chuyén gia. Tac gia da thuc hién viéc phong van sau  véi
chuyén gia 1a hai Pho gido su nghién ciru vé hanh vi mua cia nguoi tiéu ding va
cac doanh nghiép thuong mai béan 1. Noi dung trao doi la: gidi thiéu vé nghién cau,
gidi thieu mo hinh, cac yéu té nghién cau, bang hoi so b, xin y kién chuyén gia vé
tinh hop ly caa md hinh va céc yéu té nghién ciu, tinh hop ly thé hién ¢ mat hoc
thuat va thuc té, phu hop vai hoat dong marketing cua cac DNTM ban 1¢ TPAT. T
d6 danh gia mirc d6 phu hop caa viéc &p dung ly thuyét hanh vi mua cia NTD va
mo hinh ly thuyét da duoc xay dung qua cac hoc thuyét, cac nghién ctu trong va
ngoai nudc.

Poi Vi nhém nguweoi tieu ding. Tac gia da thuc hién 10 cudc phong van Véi
10 NTD. Trong céc cudc phong van nay, tac gia thuc hién viéc tim hiéu, kiém tra,
xéac dinh sy phi hop vé yéu té cu thanh do ludng cac bién sb cua cac yéu té tam ly
NTD déi voi TPAT, yéu td marketing cuia CHBL TPAT, yéu té quyét dinh mua
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TPAT caa NTD. T4c gia ciing thuc hién viéc xin y kién caa NTD vé két cau, ngon
tir va ngir nghia cua cac yéu té ciu thanh do luong cac bién sé duoc dung trong
phiéu hoi du kién.

3.3.2.3. Mdu nghién cizu

Viéc xac dinh mau dya theo phuong phap chon mau ¢ myc dich, tac gia da
xéc dinh trudc cac nhém quan trong, ¢ kha niang cung cap théng tin nham dat duoc
muc tiéu nghién cuau.

- Pbi véi nhém chuyén gia, d6 1a 02 chuyén gia trong linh vyc marketing va
nghién ctru marketing ban Ié nganh hang tiéu dung thudc truong Pai hoc Thuong mai.

- P6i v6i nhom nguoi tiéu ding, d6 1a 10 NTD.

Nghién cau nay la dang nghién ciu kham pha, vi vay, mau duoc chon khéng
theo phuong phap xac suit ma chon theo muc dich xay dung ly thuyét va duoc goi
la miu ly thuyét (theo Coyne (Ldy mau trong nghién cizu dinh tinh. Ldy mau c6 muc
dich va Iy thuyét: Két hop hodc ranh gisi rd rang, 1997) [53], Strauss va Corbin
(Khai niém co ban cua nghién cizu dinh tinh: Cac ki thudt va tha tuc phat trién ly
thuyét ccn ban, 1998) [91])

Quy trinh chon s6 lwgng mau (10 NTD) duoc tac gia tién hanh nhu sau: chon
d6i tuong nghién cau tha nhat, thao luan véi ho dé thu thap di liéu can thiét cho
xay dung 1y thuyét. Tiép theo, chon dbi twong nghién ctu thtr hai va nhitng théng
tin thu duoc tir ngudi thir hai khac véi ngudi thir nhat. Tac gia tiép tuc véi déi tugng
nghién ciru thir ba, nguoi tha ba cung cap thém nhitng thdng tin khac véi ngudi thir
nhat 1a thir hai. Ctr nhu vay, tac gia chon thém 5 d6i twong nghién ctu, nhitng ngudi
dugc chon phong van sau cung cap thém nhitng thdng tin khac véi nhitng nguoi
phong Van trudc. Pén dbi twong nghién ctiu thir chin, hau nhu thong tin ho dua ra
khong con khac biét nhiéu véi nhitng nguoi dugc phong véan trude. Tuy nhién, dé
khang dinh chic chan khong con thdng tin bo sung thém, tac gia tiép tuc phong van
dén nguoi tha mudi, va viéc phong van NTD dirng lai ¢ 10 NTD.

Mau duoc lay theo cac quan Thanh Xuan, Cau Giay, Tay Ho, Ba Pinh, Pong
Pa, Ha Pong, Hoang Mai. Viéc lya chon miu nay dam bao dai dién vé dic diém
nhan khau hoc, nhu gidi tinh, lta tudi, nghé nghiép, trinh dé hoc van, tong thu nhap
ho gia dinh. Nhitng ngudi duoc héi ¢6 quan tam dén viéc tieu ding TPAT, c6 suy
nghi, cAn nhic dén viéc mua TPAT (Bdng mé td mau nghién citu duwoc trinh bay tgi
phu luc 3Db).
3.3.2.4. Két qua nghién ciru

- Vé sir phu hop cua Iy thuyét hanh vi mua cia NTD: két qua cho thay Iy
thuyét hanh vi mua theo tién trinh quyét dinh mua cua NTD cua Phillip Kotler (2006)
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[33, tr.197] duoc danh gia la phu hop trong viéc nghién ciu hanh vi mua TPAT cua
NTD Ha Noi; ba yéu t6 tam 1y (niém tin, thai d6, mic do hiéu biét), yéu té quyét dinh
lya chon ctra hang, yéu t& nhan khau hoc (giéi tinh, tudi, thu nhap, gia dinh c6 tré nho,
nghé nghiép) 1a nhitng yéu t quan trong can duoc xem xét trong méi quan hé véi yéu
t6 quyét dinh mua TPAT ctiia NTD; cac yéu to marketing cia CHBL TPAT (mit hang
TPAT, bao bi, gia, diém ban, x(c tién thuwong mai, con nguoi) nhitng yéu t6 quan
trong can duoc xem Xét trong mdi quan hé vai yéu té quyét dinh lya chon CHBL
TPAT cuaa NTD.

- Vé két cau phiéu héi va diéu chinh, bé sung mét sé ngén ter va ngir nghia cua
CAC Yéu té cdu thanh do lwong céc bién: Qua y kién cia ngudi duoc phong van, tac
gia da diéu chinh mot s6 cau tir va lam rd nghia mot s6 phat biéu trong phiéu hoi, bo
sung thém maot s6 yéu td cau thanh do luong cia mot s6 bién nhu Quyét dinh mua
TPAT, Mit hang TPAT, Pia diém ban TPTA (viéc dién gidi nhing phdn da diéu
chinh va bé sung duwoc trinh bay tai phu luc 5).

3.4. Nghién ciru tai hién truong — nghién ciru dinh luwgng
3.4.1. Muc tiéu nghién ciru

Xay dung va kiém dinh cac gia thuyét caia mé hinh nghién ciru lién quan dén
su anh huong cua cac yéu té dén hanh vi mua TPAT cua NTD, bao gom su anh
hudng cua mot s6 yéu td tam Iy (niém tin, thai do, mac do hiéu biét d6i vai TPAT),
mét s6 yéu td nhan khau hoc (gisi tinh, thu nhap, trinh d6 hoc van, gia dinh c6 tré
nho, nghé nghiép), quyét dinh lya chon CHBL TPAT dén quyét dinh mua TPAT
cua NTD; su anh huéng cua yéu tb marketing cia CHBL TPAT dén quyét dinh lua
chon CHBL TPAT cua NTD. Két qua nghién ciu nay két hop véi cac nghién cau
dinh tinh 14 co s& cho viéc dé xuét céc giai phap vé hoat dong marketing cia DNTM
ban 1¢ thyc pham tai Ha Noi.

3.4.2. Céch thirc thwe hién

Nghién ctru duoc thyc hién theo tién trinh gdm bén budc, lan luot 1a: xay
dung yéu t6 cdu thanh do luong, nghién ciru dinh tinh ban dau, nghién ctu dinh
luong so bd, nghién ctru dinh lugng chinh thaec.

Buwéc 1. Xay dung yéu té cau thanh do lwong

Bang hoi duoc xay dung theo trinh tyu sau:

(1) Xac dinh khai niém 1y thuyét cia cac bién va cach do ludng cac bién trong
mo hinh 1y thuyét cta cac nghién ctru dugc thuc hién trude ddy, chon loc cac bién
sO va cac yéu to cAu thanh bién dua vao trong mé hinh.

(2) Xay dung phién ban tiéng Viét cia bang hoi bang cach dich yéu té cu
thanh do ludng cac bién cua cac nghién ctru trude day tir tiéng Anh sang tiéng Viét.
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(3) Dich lai phién ban tiéng Viét sang tiéng Anh dé so sanh (tic gia da doi chiéu
ban dich ctia minh va ngudi c6 chuyén mén hon), sau d6 chinh sira ban tiéng Viét

(Ngi dung dién gidi yéu té cau thanh do luong dwoc trinh bay tir bang 1 dén
bang 10 tai phu luc 5)

Tat ca cac bién quan sat déu sir dung yéu t6 ciu thanh do ludng Likert 5 bac
v6i lwa chon sb 1 13 “hoan toan khong dong ¥ véi phat biéu va lua chon s6 5 1a
“hoan toan dong y”” v4i phat biéu.

Buwéc 2. Nghién cizu dinh tinh ban ddu (dwoc trinh bay tai muc 3.1.2)

Bang hoi tiéng Viét dugc dua cho 10 NTD va giang vién giang day vé
marketing danh gia, nhan xét dé dam bao khong c6 su hiéu 1am vé ngdn tir va ndi
dung cta cac cau hoi. Két qua dugc sir dung dé chinh sira cac cau, ¥ trong bang hoi
duogc ro rang va dung nghia hon.

Ngoai ra, tir két qua nghién ctru dinh tinh, luan 4n da bd sung thém mot sé yéu
td cdu thanh do luong cua cac bién (xem muyc 11 phu luc 5).

Buwoc 3. Nghién ciru dinh lwong so b

Sau nghién ctru dinh tinh ban dau, bang héi duoc diéu chinh lai va gui tdi 120
NTD theo hinh thirc tryc tiép. Muc tiéu nghién ctru dinh luong so bo 1a danh gia thir
do tin cay cua yéu té cau thanh do luong cac bién sé va loai bo nhitng chi béo
khdng phu hop trude khi tién hanh nghién cau chinh thac trén dién rong.

av d 4 t6 chu thanh d - Nghién ctru co s6 Iy luan céc bién s6 o
dy dung yeu to Ca_uAt anh do - Nghién ciru c4c yéu tb cau thanh do lwong bién s
luong cac bien - Chon loc cac yéu t6 cau thanh do ludng bien so
Nghién cru dinh tinh ban dau | - Tham khao ¥ kién chuyén gia, NTD
- biéu chinh, b6 sung céac yéu t6 cau thanh do luong

'

- Kiém tra d¢ tin cay Cronbach’s Alpha

Nghién ctru dinh lugng so bo - Pidu tra thir
(n=120) - Phét trién cac yéu té cAu thanh do luong chinh
thuc

'

Nghién ctru dinh lugng chinh
thac (n=880)

- Kiém tra d¢ tin cdy Cronbach’s Alpha
- Phén tich nhéan t6 khdm pha EFA
- Kiém dinh gia thuyét nghién cau

Hinh 3.1: Quy trinh thuc hién nghién ciru tai hién truong —
nghién ciru dinh tinh va dinh lwgng
Téc gia da tién hanh diéu tra thir bang phuong phap chon mau ngiu nhién
thuan tién véi 120 NTD dé danh gia thir do tin cay cua cac yéu td ciu thanh do
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ludng céc bién sé da duoc diéu chinh, sira chita trong budc nghién ctru dinh tinh
ban dau. Do tin cay caa yéu t6 cdu thanh do luong cac bién sé duoc danh gia thong
qua hé sé Cronbach Alpha. Theo Hoang Trong va Chu Nguyén Moéng Ngoc (Phan
tich diz liéu nghién citu véi SPSS - quyén 2, 2008) [26, tr.24], hé s alpha cua
Cronbach tir 0,6 tré 18n thi yéu té cdu thanh do ludng cac bién sé c6 thé st dung
dugc trong mot sé truong hop khi ddi twong nghién ciu con méi hay cé tinh chat
phirc tap. Do vay, cac bién dugc giir lai trong nghién ctu nay 1a céac bién c6 hé sé
Cronbach Alpha tur 0.65 tré Ién.

Sau khi gom du s phiéu theo yéu cu, tac gia da tién hanh 1am sach phiéu, c6
89 phiéu cd thé sir dung dugc dé dua vao phan tich, xac dinh do tin cay cua céc yéu
t6 cau thanh do luong céac bién sb. Két qua cho thay, yéu té cau thanh do ludng céc
bién s6 déu dam bao do tin cay (cd hé sé Cronbach Alpha tir 0.65 tré [én).

Buwoc 4. Nghién ciru dinh lwong chinh thic

Sau nghién ctru dinh lugng so bg, bang hoi duge hoan thién tré thanh bang héi
chinh thirc, bang hoi nay dugc st dung dé diéu tra dién rong.

Nghién ctru dinh lugng chinh thirc dugc thuc hién vai 880 NTD théng qua
phuong phap khao sat dinh lugng. Muc tiéu nghién ctu, cach thac thuc hién,
phuong phap xu ly dir li¢u dugc trinh bay tai phy luc 18.

3.4.3. Méu nghién ciru

Tong thé nghién citu

Tong thé mau nghién ciu caa luan an 13 NTD c6 do tudi tir 20 dén 70 tudi,
lam viéc va sinh sdng tai noi thanh Ha No6i. Pay 1a nhém NTD ¢ quan tdm, c6 suy
nghi, cn nhic dén viéc mua TPAT.

Chon mau nghién cizu

Do gip khé khin trong viéc tiép can va dé co dugc danh sach day du cua doi
tuong khao sét, tac gia da két hop phuong phap 1dy mau thuan tién va phuong phap
“qua bong tuyét” (snowball - phuong phép tim ddi twong tiép theo dua trén goi y
hodc giéi thiéu caa ddi twong vira phong van) nham dam bao du qui mé mau theo
yéu cau.

Theo Hair va cong sy (Phan tich dai liéu da bién, 1998) [59], d6i voi phan
tich yéu t6 kham pha EFA thi ¢& mau phai téi thiéu gap nam 1an téng sé chi bao cua
c4c yéu to ciu thanh do luong cac bién sb. Bang hoi lién quan dén céc yéu té anh
huong dén quyét dinh mua TPAT va quyét dinh lya chon CHBL TPAT (niém tin,
thai dé, mire d3 hiéu biét, cac yéu té marketing — mix ciia CHBL TPAT, quyét dinh
mua TPAT) gom 61 chi bao (xem bang phu luc 2). Do vay, ¢& mau téi thiéu can cho
kiém dinh md hinh nghién ctu 1a 61 x 5 = 305 quan sat. Tuy nhién, d6i tuong
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nghién cau 1a NTD, phan bé tai cac quan khac nhau tai Ha Noi, nén kich thudc mau
qua nho s& khong du quy md cho viée diéu tra va kich thudc mau cang 16n, do chinh
xac cang dugc dam bao. Dé ting d6 chinh xac, nghién ciu tién hanh khao sat vai &
mau 1a 1000 ngudi (tinh ca 120 phiéu da phat trong nghién ctru dinh lugng so bo).

Téc gia thuc hién khao sat bang cach guri phiéu hoi dén 1000 NTD trén dia ban Ha
Noi theo cac co quan/ DN, cac t6 dan cu, mdi noi, tic gia giri xin y kién cua 20 - 30
NTD. Tir nhitng NTD d4 tham gia khao sat, tic gia nhd mdi quan hé cua ho dé thu thap
thém phiéu nham dam bao du s6 lwong theo yéu cau. Viéc lay phiéu truc tiép nay dam
bao sb phiéu phd rong vé sb lwong NTD va cac dic diém vé gi6i tinh, trinh d6 hoc vén,
thu nhap ho gia dinh, nghé nghiép, gia dinh c6 tré em.

Thoi gian hoan thanh viéc thu thap phiéu theo yéu cau la khoang 4 thang
(thang 5,6,7,8 nam 2015). S6 lwgng phiéu thu vé, sau khi loai bo di nhiing phiéu tra
loi khong day da, s6 phiéu c6 thé dung duoc 1a 724 phiéu (da cong thém s phiéu
hop 1é thu duoc trong nghién ciru dinh lugng so bo 1a 89 phiéu).

Bang md ta dic diém ca nhan thudc mau nghién ctru dinh luong duoc thé hién
trong phu luc 3c.

3.4.4. Phan tich dir liéu

Dué6i day 1a két qua danh gia do tin cay cua yéu t6 ciu thanh do ludng céc
bién sb, phan tich nhan td, phan tich twong quan cta cac yéu td trong mé hinh
nghién cuu.

C6 hai kiém dinh can thuc hién: kiém dinh vé mdi quan hé giita cac yéu td
marketing cia CHBL TPAT voéi quyét dinh lya chon CHBL TPAT; kiém dinh vé
mbi quan hé gitra cac yéu té tm ly (niém tin, thai do, mic d6 hiéu biét cua NTD
d6i voi TPAT), quyét dinh lua chon CHBL TPAT, cac yéu té nhan khau hoc cua
NTD véi quyét dinh mua TPAT. Do vay, viéc danh gia do tin cay cua yéu to cau
thanh do ludng céc bién sd, phan tich nhan t6, phan tich tuong quan s& duoc phan
theo cac nhdm quan hé nay.
3.4.4.1. Két qud ddnh gid dé tin cdy cua yéu té cdu thanh do lwong cac bién

(Bdng mé ta két qua danh gid dé tin cdy cua yéu té cau thanh do lwong CAc
bién dwoc trinh bay ¢ phu luc 6).

- Quyét dinh mua TPAT

Yéu té cau thanh do lwong bién “Quyét dinh mua TPAT ciia NTD”, ¢ hé sb
Cronbach alpha cua yéu t6 ciu thanh do luong bién sé dat gia tri 0.909, cac bién
quan sat déu ¢ hé sé Cronbach alpha néu loai bién nho hon hé sé Cronbach alpha
chung, cac hé sé twong quan bién — tong thoa diéu kién hé sé twong quan bién —
tong > 0.3 (bdng 1 phu luc 6).
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- Nhém yéu té tam Iy NTD

Két qua danh gia do tin cdy cua yéu td cdu thanh do luong cac bién tam ly cua
NTD dugc md ta tai bang 2,3,4 cua phu luc 6 nhu sau: Cac bién quan sat déu ¢ hé
s6 Cronbach alpha néu loai bién nhé hon hé sé Cronbach alpha chung, cac hé sé
tuong quan bién — tong thoa diéu kién hé sb tuong quan bién — téng > 0.3.

- Nhém yéu to marketing ciia CHBL TPAT

Két qua danh gia do tin cdy cua yéu tb cau thanh do luong cac bién marketing
cia CHBL TPAT dugc md ta tai bang 5 — 11 phu luc 6 nhu sau: Céc yéu t cau
thanh do luong déu c6 hé sé Cronbach alpha néu loai bién nhé hon hé s6 Cronbach
alpha chung, cac hé sb twong quan bién — tong thoa diéu kién hé sé twong quan bién
—tong > 0.3 nén cac bién quan sat duoc chap nhan.

Nhu vay, két qua danh gia do tin cdy ctia cac yéu to cau thanh do luong cac
bién bang Cronbach Alpha cho thay cac yéu té cdu thanh do luong cac bién déu
dam bao do tin cdy va co thé sir dung trong cc phan tich tiép theo.
3.4.4.2. Phan tich nhan té

- Cac yéu té tam Iy NTD

Phan tich nhan té cac yéu té thm ly anh huong dén quyét dinh mua TPAT cua
NTD duoc tién hanh mot lan.

Toan bo 15 yéu té ciu thanh do ludng céac bién sb tdm ly dugc dua vao phan
tich nhan t. Két qua bang cta phu luc 8a cho thiy KMO = 0.872, két qua kiém
dinh Barlett cho thay p = 0.000 < 5%, c6 nghia la cac bién c6 quan hé v&i nhau va
c6 du diéu kién dé phan tich nhan t6 bang kiém dinh EFA. Bang 3.1 cho thay, cac
yéu t6 cau thanh do luong cac bién s6 déu phi hop, co do tin cay. (Két qud cu thé
dwoc trinh bay tai phu luc 7a).

Bang 3.1: Két qua phén tich yéu té -EFA cac yéu t6 tam Iy NTD

EFA | Cachésd | P-value | Phuong | S6 bién Hg s6 tai Két luan
KMO sai trich | dugcrdtra | nhanto
0.872 0.000 |64.631 |3 Tatca>0.5 | Céc yeéu to cau

thanh bién sé du
diéu kién phéan
tich

(Nguon: Ket qua diéu tra phan tich cua téc gia ludn an)
Nhu vay, sau khi phan tich nhan t6, két qua thu duoc khang dinh, cac yeu to
c4u thanh do luong duoc dua vao giai thich cho 3 yéu té: niém tin cia NTD, théi
d6, mirc d6 hiéu biét cia NTD ddi véi TPAT c6 d6 tin cay, c6 do két dinh cao, phan
anh chinh xac cac thanh phan do luong cia cac yéu to nay.
- C4c yéu t6 marketing ciia CHBL TPAT
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Phan tich nhan t6 cac yéu té marketing cia CHBL TPAT anh hudng dén quyét
dinh lya chon CHBL TPAT duoc tién hanh hai lan, két qua cu thé dugc trinh bay tai
phu luc 7b.

Trong lan phan tich thiz nhat, nghién ctru dua toan bd 41 yéu té cdu thanh do
lwong cac bién marketing cia CHBL TPAT vao phan tich nhan t6. Két qua bang 1 phu
luc 7b cho thady KMO = 0.961, két qua kiém dinh Barlett cho thiy p = 0.000 < 5%, c6
nghia 14 cac bién ¢6 quan hé v6i nhau va c6 da diéu kién dé phan tich nhan té bang
kiém dinh EFA. Tuy nhién, c6 mét yéu t6 cau thanh do luong bién “gia ca mat hang
TPAT ctiia CHBL TPAT” 1a GC1, mét yéu t6 cau thanh do luong bién “diém béan cua
CHBL” 1a BB7, mét yéu t6 cau thanh do ludng bién “xuc tién thuong mai cia CHBL
TPAT” 1a XT6 khong dam bao d¢ tin cay vi c6 hé s6 tai < 0.5, do vay, cac yéu t6 cau
thanh bién sé 1a GC1, DB7, XT6 bi loai khoi md hinh nghién ctu, cac yéu t cau thanh
do luong cac bién con lai déu pht hop, co dd tin cay.

Trong lan phan tich lan thiz hai, két qua ¢ bang 2 phu luc 7b cho thiy KMO =
0.959 thoa man diéu kién KMO > 0.5, két qua kiém dinh Barlett cho thy p = 0.000
< 5%, cac hé sb tai déu 16n hon 0.5, co nghia 1a cac bién c6 quan hé voi nhau va cé
du diéu kién dé phan tich nhan té bang kiém dinh EFA.

Bing 3.2: Két qua phén tich nhan t6-EFA cac yéu t6 marketing ciia CHBL TPAT

EFA | Céc hé s6 KMO P- Phwong | Sobién | Héso tai | Kétqua
value |saitrich | dwoc | nhanté
rut ra

Lan1 |Cacyéutd |[0.961 |0,000 |65790 |7 GC1, bB7, | Loai GC1,
marketing XT6cohé | bB7, XT6
ciia CHBL sb tai <0.5
TPAT

Lan2 |Cacyéutd |0.959 |0.000 |66.738 |7 Tatcaco | Cacyeéu to
marketing hé s6 tai cau thanh do
cia CHBL >0.5 luong du diéu
TPAT kién phan tich

‘ (Nguon: Két qua dieu tra phan tich cuia tac gia lugn &n)
Nhu vay, sau 2 lan phan tich nhén to, da loai bo cac yéu t6 cau thanh do luong
bién c6 hé s truyén tai khéng phi hop, va yéu té “mat hang TPAT cua CHBL
TPAT” duoc tach ra giai thich cho hai yéu té duoc dat tn moi 1a “Su da dang cua
mat hang TPAT va chét luong dich vu” va “Chat luong mat hang TPAT”. Két qua
la nghién ctru da trich duoc 7 yéu t6, cac yéu td cau thanh do luong duoc trich sau
phan tich nhan t6 duogc trinh tai phu lyc 7c. Két qua phan tich nhan t6 duoc tong
hop ¢ bang 3.2.
3.4.4.3. Panh gid lai do tin cdy cua yéu té cdu thanh do hrong cac bién sé
- C4c yéu to tam ly
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Sau phan tich nhan t4, cac yéu t6 tam ly khdng cd su thay doi vé yéu td cau
thanh do luong, do vdy, nghién citu siz dung két qua ddnh gid dé tin cdy cua yéu to
cau thanh do hrong ban dau.

- C4c yéu t6 marketing cia CHBL TPAT

Cac yéu t6 marketing cia CHBL TPAT sau khi duoc trich tir phan tich nhan td,
s& duogc Kiém dinh lai do tin cay cua yéu td cdu thanh do ludng cac bién sb. Két qua
phan tich cho thay, tat ca cac hé s6 Cronbach’anpha ctia 7 bién s6 marketing — mix
duoc trich déu >0.7, cac bién quan sét c6 hé sé Cronbach alpha néu loai bién nho hon
hé s6 Cronbach alpha chung nén cac bién quan sat déu duoc chap nhan. Nhu vay két
qua danh gia do tin cay ciia cac yéu tb cau thanh do luong bang Cronbach Alpha cho
thdy cac yéu t6 cau thanh do luong déu dam bao do tin cdy va c6 thé sir dung trong
cac phan tich tiép theo (xem bdng tong hop phu luc 8).
3.4.4.4. Phan tich twong quan

- CAc yeéu té tam Iy NTD, quyér dinh lya chon CHBL TPAT, céc yéu té nhan
khau hoc ciia NTD va quyér dinh mua TPAT

Bang 3.3: Két qua kiém dinh hé sé twong quan giira cac bién ddc 1ap véi bién
phu thudc Quyét dinh mua TPAT
1 2 3 4 5 6 7 8 9 10

Pearson_ 0.213 0.24*0* 0.31*3* 0.64*4* 0.093 0.089 0062| 0.072 - 1
10 Correlation 0.026

'[Sali?éc(ii- 0.000| 0.000( 0.000| 0.000| 0.008 | 0.031|0.098| 0.051] 0.486

** Tuong quan c6 y nghia & mac 0.01 (2-tailed).
*. Tuong quan c6 ¥ nghia & muc 0.05 (2-tailed). o
Trong do: 1. N!ém tin doi véi TPAT; 2. Thai d6 doi vai TPAT; 3. Muc do hiéu biét doi voi
TPAT; 4. Quyét dinh lua chon CHBL TPAT; 5. Giéi tinh; 6. Gia dinh co tre em; 7. Trinh
do hoc van; 8. Nghé nghiép; 9. Thu n‘hap h(:) gia dinh; 10. Quyet dinh mua TPAT
(Nguon: Ket qua diéu tra phan tich cua tac gid lugn an)

Theo két qua kiém dinh hé so twong quan tai bang 3.3 (chi tiét tai phu luc 9a),
c4c gié tri hé sb twong quan gitra bién doc 1ap va bién phu thudc déu c6 ¥ nghia ¢
muc 99%. Hé sb tuong quan gitra bién phu thuoc “quyét dinh mua TPAT” va cac
bién doc 1ap “niém tin ciia NTD d6i v6i TPAT”, “thai d6 cia NTD ddi voi TPAT”,
“mirc d6 hiéu biét dbi vi TPAT”, “quyét dinh lva chon CHBL TPAT”, “gi6i tinh”,
“gia dinh c6 tré em” twong d6i cao. Cac bién doc 1ap ¢ nhin thy it twong quan voi
nhau. Bién doc lap “trinh d6 hoc van”, “nghé nghiép”, “thu nhap ho gia dinh” khong
trong quan véi bién phu thudc “quyét dinh mua”. Nhuw vdy, c6 thé két luan so bo 13,
cac bién tam ly, quyér dinh lya chon CHBL TPAT, gidi tinh, gia dinh cé tré em 1a phu
hop dé dwa vao mé hinh gidi thich cho bién “Quyét dinh mua TPAT”. C4c bién tam
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ly NTD (niém tin, mize do hiéu biét, thdi do), quyét dinh lya chon CHBL TPAT, gidi
tinh, gia dinh cé tré em ¢ moi twong quan thudn chiéu véi bién sé “Quyét dinh
mua TPAT”.
- C4c yéu to marketing cia CHBL TPAT va quyét dinh lya chon CHBL TPAT
Bang 3.4: Két qua kiém dinh hé sd twong quan giira cac bién doc l14ap 1a cac yéu to
marketing ciia CHBL TPAT véi bién phu thudc Quyét dinh Iwra chon CHBL TPAT

Sudadang | Chat | Piém | Con Xic | Gidca | Baobi
cua SP luong ban nguoi tien
TPAT va SP ™
chatlwong | TPAT
dich vu
Quyét dlnh Pearson *k *k *k *k *k *k *k
Iwa chon Correlation 0.312 [0.383 |0.282 (0.245 |0.262 |0.299 (0.313
CHBL Sig. (2-
TPAT tailed) 0.000( 0.000 | 0.000 | 0.000 | 0.000 | 0.000 | 0.000

** Tuong quan c¢6 y nghia & mac 0.01 (2-tailed).
~ (Nguon: Két qua diéu tra phén tich cua tac gia ludn an)

Theo ma tran hé so6 twong quan bang 3.4 (xem chi tiet tai phu luc 9b), cac gia
tri hé sb twong quan giira bién doc 1ap va bién phu thuoc déu cé ¥ nghia & mac 99%.
Hé sb twong quan giita bién phu thuoc 1a “quyét dinh lya chon CHBL TPAT cua
DNTM ban 16” va céc bién doc lap la cac bién so marketing cuaa CHBL TPAT
tuong d6i cao, cac bién doc 1ap co nhin thay c6 nhin thay it tuong quan véi nhau.
Nhur vdy, ta c6 thé két luan so bo 1a cac bién doc 1dp la cac bién s6 marketing cua
CHBL TPAT phil hop dé dwa vao mé hinh giai thich cho bién Quyét dinh lya chon
CHBL TPAT. C4c bién marketing ciia CHBL TPAT ¢6 méi twong quan thudn chiéu
Véi bién Quyét dinh lira chon CHBL TPAT.

Tir két qud ddnh gid dp tin cdy cia yéu té cdu thanh do lwong, phan tich
nhan té va phdn tich twong quan, mé hinh nghién citu dwoc diéu chinh nhw sau:

M6 hinh nghién ctu duoc diéu chinh lai dudi day (hinh 3.2), ¢6 7 yéu t6 la
bién doc lap tac dong dén bién phu thuoc Quyét dinh lya chon CHBL TPAT, gom:
1. Sy da dang cta mit hang TPAT va chat luong dich vu caa CHBL TPAT, 2. Chit
lugng mat hang TPAT cia CHBL TPAT, 3. Bao bi mat hang TPAT cua CHBL
TPAT, 4. Gia ca cia CHBL TPAT, 5. Piém ban caa CHBL TPAT, 6. Xdc tién
thwong mai cia CHBLTPAT, 7. Con ngudi cia CHBLTPAT, cac yéu té nhan khau
hoc NTD Ia bién kiém soat cho bién Quyét dinh lva chon CHBL TPAT (khéng thé
hién trén md hinh); Céc bién doc lap tac dong dén bién phy thuoc Quyét dinh mua
TPAT la: cac yéu té tam ly caa NTD, quyét dinh lya chon CHBL TPAT; cac yéu té
nhan khau hoc (gidi tinh, gia dinh c6 tré em).

Gia thuyét nghién cizu sau khi diéu chinh dwoc trinh bay tai phu luc 19.
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M%hitplﬁng, Gisi tinh, gia
CHBL TP;‘? dinh c6 tré em Niém tin dbi
véi TPAT
Bao bi TPAT
cua CHBL
TPAT
Quyét dinh Quyét dinh Thai ¢ doi
Gia TPAT cua Iwa chon mua TPAT vo1 TPAT
CHBLTPAT | —7 CHBL TPAT
Dia diém cua \ ML’I"C dgf) hiéu
CHBL TPAT biét doi véi
TPAT

Xuc tién thuong
mai cua CHBL
TPAT

Hinh 3.2. M hinh nghién ciéu vé sw anh hwéng cha cac
yéu té dén quyét dinh mua TPATva quyét dinh lwa chon
CHBL TPAT sau khi dwgc diéu chinh

Con nguoi cua
CHBL TPAT

KET LUAN CHUONG 3
Trong chuong nay, tac gia da trinh bay phuong phap nghién ctru cta luan an

gom nghién ctru dinh tinh, nghién ciu dinh lwong, nghién ciu tai ban. Phuong phap
nghién ctu tai ban thuc hién viéc tim kiém, théng ké, phan tich di liéu tha cap vé
hoc thuyét hanh vi mua, cac nghién ctu ng dung vé hanh vi mua TPAT, hoat dong
marketing cua cac DNTM ban lé TPAT tai dia ban Ha Noi; Nghién ciu hanh vi
mua theo tién trinh quyét dinh mua TPAT cua NTD sur dung phuong phap nghién
ctru dinh tinh, phuong phap nay duoc thuc hién théng qua thu thap dir liéu bang
phuong phap phong van sdu NTD; Phuong phap nghién ctru dinh lugng dugc thuc
hién theo quy trinh bn budc gom: xay dung yéu té ciu thanh do ludng, nghién cau
dinh tinh ban dau, nghién ctru dinh lugng so bo, nghién ciru dinh lugng chinh thic.
Nghién cru dinh lwong nham dam bao Iy thuyét 4p dung, mé hinh nghién cau, céc
yéu t6 cdu thanh do ludng co do tin cay cao va viéc giai thich két qua nghién ctu
duoc rd rang, khach quan va mang tinh khoa hoc. O mdi nghién ctu, tac gia déu
trinh bay muc tiéu nghién ctru, phuwong phép tién hanh, noi dung can nghién cuu,
két qua s& duoc trinh bay & chuong 4.
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CHUONG 4
KET QUA NGHIEN CUU HANH VI MUA THUC PHAM AN TOAN CUA
NGUOI TIEU DUNG HA NOQI VA HOAT PONG MARKETING CUA DNTM
BAN LE THU'C PHAM TAI PIA BAN HA NOI

Chirong 4 trinh bay khai quéat vé thj triong TPAT tai Ha Ngi; thuec trang hanh
vi mua TPAT cua NTD Ha Ngi, bao gom ddc diém hanh vi mua theo cdc budc cua
tien trinh quyér dinh mua TPAT; méi quan hé giira cac yéu té marketing cua cua
hang ban lé TPAT véi quyét dinh lira chon CHBL TPAT cua NTD, mdi quan hé
gizza cac yéu to tam ly, quyér dinh lwa chon ciza hang ban 1é TPAT, yéu té nhan
khau hoc cia NTD (gidi tinh, gia dinh cé tré em) véi quyétr dinh mua TPAT cua
NTD. Chuong 4 ciing mé ta thuc trang hoat dong marketing cua cac DNTM ban lé
TPAT hién nay.

4.1. Thi trudong thue pham an toan tai Ha Noi
4.1.1. Cung thi truwong thuwc phim an toin

Thanh phd Ha Noi ¢6 dién tich tu nhién 3.344,7 km2 gdom 30 quan, huyén, thi
xa; trong d6 c6 18 huyén, thi xa c¢6 san xuat nong nghiép. (Theo Nguyén Huy Ding
(Két quad xdy dwng chudi lién két chan nudi - tiéu thu mdt hang trén dia ban thanh
phé Ha Néi, 2015) [8]).

Trong nhitng nim qua mic du thoi tiét phire tap, dich bénh gia stc, gia cAm
luén de doa, nhung nganh chan nu6i cua Ha N1 luon phat trién 6n dinh va vuot chi
tiéu ké hoach dé ra. Noi bat 1a da hinh thanh cac vung, xa chan nudi trong diém va
cac trai chian nudi quy md 16n ngoai khu dan cu, thu hat dugc cac DN dau tu, lién
két v6i cac trai chian nudi dé cung cép dich vu dau vao, bao tiéu mat hang chan nuoi,
hinh thanh cac chudi lién két ngang, ting budc gan két voi DN san xuét thic an,
con giéng, thube thi y, tiéu thu miat hang; hinh thanh chudi lién két doc, khép kin va
xay dung thuong hiéu mat hang chan nudi, tién toi cac mat hang chan nuéi duoc
truy suat ngudn gbc, dam bao vé sinh mdi truong va an toan vé sinh thuc phim
nhiam dap tng nhu cau phat trién va hoi nhap. Ha ndi da phat trién 69 xa chin nudi
trong diém, gém 12 xa chan nuoi bo stra, 15 xa chan nuoi1 bo thit, 13 xa chan nuoi1
lon, 29 x4 chan nudi gia cam, thuy cam. S6 lugng bo sita 11.713 con, san lugng sita
tuoi dat 86.000 tan/ngdy. Pan bo thit 23.082 con; Pan lon 169.638 con; Pan gia
cam, thiy cam 5.193.000 con. Ha Ngi c6 2.574 co sd, diém, ho giét mo gia suc, gia
cam (trong d6 giét mo trau bo 120 co sd, lon 1.482 co so, gia cam 972 co s6).
Nhung dé dap ung cho gan 9 triéu ngudi, thi trudng Ha Noi can tiéu thu khoang
hon 560.000 tan thit/nim, nén mit hang chin nudi san xuét tai chd caa thanh phé
cling chua dap tng duoc nhu cau.
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Theo Binh Van Oanh (Thuc trang va kién ngh;i cho hoat déng té chirc va qudn
ly cac chudi cung izng gia cam cua hé thang siéu th; tai Viét Nam, 2015) [21], chudi
cung @ng gia cam cho Ha Noi thudng phai qua nhiéu khau trung gian, dan tai chi
phi lru théng tang, gia ban cao. Hon nita, do qua nhiéu khau trung gian va c6 nhiéu
thanh vién tham gia vao mdi khau nén rat kho truy xuat duoc ngudn gdc gia cam va
kho Kiém soat duoc vé sinh an toan thuc pham do cac khau trong chudi tach roi
tuong d6i véi nhau. Vi vy, trén thuc té, chat lwong va tinh an toan caa mat hang
gia cAm ban cho NTD Ha Noi da khong duogc dam bao. Qué trinh hoat dong cua
chudi cung tng bi anh huong boi cac tic nhan thé ché nhu co quan quan ly thi
truong, chi cuc thu y, cac co quan chirc nang kiém soat vé sinh an toan thuc pham,
chinh quyén dia phuong.

Theo Nguyén Duy Hong (Ha Ngi: Phdt trién san xudt rau an todn va rau hitu
co thu dwge nhiéu két qua tich cwe, 2015) [12], thanh phé Ha Nbi ¢6 téng dién tich
canh tac rau gan 12.000 ha; twong duong 29.000 ha gico tréng/nam, phan bd & 22
quan, huyén, thi xa. Chung loai rau phong phu véi trén 40 loai, cha yéu gieo trong &
vu dong xuan. San luong rau dat gan 600.000 tin/nam, dap tmg khoang 60% nhu
cau clia ngudi tidu dung Thii d6 (nhu cau rau xanh khoang 1.000.000 tAn/ndm), con
lai 40% cung cap tir cac dia phuong khac nhu: Vinh Phuc, Hung Yén, Bic Ninh,
Bic Giang, Hai Duong, Lao Cai, Hoa Binh,... Theo S¢ Coéng Thuong, con sd nay
moi chi dap ung dugc khoang 60% nhu cau rau xanh cta ngudi dan Thi d6. So
Cong Thuong ciing cho biét, ngudn rau an toan cung cip cho thi trudng dén nay
cling khong 6n dinh; chim soc rau an toan ky céng dan dén gia cao, phan phdi chua
t6t anh huong toi kha nang tiéu thy.

Nim bét duoc nhu cau cua x3 hoi, mot s6 DN va ngudi noéng dan da chu trong
dén van dé san xuit theo tiéu chuan vé an toan thyc pham. Hién nay tai Ha ndi, hau
hét nhitng viing san xuat rau qua, nhiéu trang trai 16n nudi gia suc, nhiéu co s ché
bién thuc phém v61 nhiing cong nghé san xuét hién dai nhu Vissan, Puc Viét, Pht
Thai... d3 thuc hién san xuit theo tiéu chuan GAP, tuy nhién van con nhiéu co s&
/ho gia dinh ciing a4p dung quy trinh san xuat rau an toan theo tiéu chuin VietGap,
nhung lai 4p dung khong triét dé, chang han nhu tir hat giéng dén cach chim séc rau
déu dat chuan nhung khi thu hoach lai dé rau tryc tiép duéi dat, diéu nay 1a vi pham
quy trinh, nhung phai ké dén 13 nhiéu nha san xuét vi loi nhuan trude mat ma ho san
sang cho nhiing hoa chat doc hai vao san xuat, ché bién thuc phém, do vdy mat
hang ho san xuét ra con chua dn dinh vé chét lugng va sb luong.

Bén canh d6, cic vin ban quy pham phap luat, co ché chinh sach dé khuyén
khich phét trién chudi thuc phdm an toan con thiéu va chua dong bod. Viét Nam
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chua c¢6 mot co quan thdng nhat trong ca nudc vé quan 1y, kiém soat ATTP. Tinh
trang san xuat manh mun, nhé 1¢ khién kha ning cung Gmg mét sd luong 16n cac
mat hang thuc phém dam bao chat lugng va vé sinh an toan rat kho khan.

4.1.2. Cau thi trwong thwe phdm an toan tai Ha Nji

Hién nay, dan sé tai Ha noi khoang 7,2 triéu ngudi (Minh Tuan, Ha Néi: Mdi
nam dan so tang thém bang mét huyén Ién, 2015) [27]), nhu cau tiéu thy thuc pham
la rat 16n, hang ndm Ha Noi tiéu thu trén 400 nghin tin thyc pham, trong dwong
1.120 tAn/ngay. Trong khi d6 ngudn cung tai chd chi dap Gng dugc 65-70%, con lai
1a tir cac tinh cung cap cho thanh phd (Luu Phuong, Pdm bdo an toan thwc pham
trong chan nudi dip tét At Mui 2015, 2015) [22]).

Ngudi dan Ha Noi da nhan thic duoc van dé thuc phém khoéng an toan anh
huong t6i chat luong cude séng cua ban than va gia dinh ho, ngay cang c6 nhiéu
ngudi mic nhimg cin bénh nan y, nhidu can bénh ngay cang tré héa khién NTD lo
s0, ho can trong hon rat nhiéu trong an udng hang ngay. Cac cira hang ban thuc
pham an toan (cha yéu Ia rau, cu, qua hiru co va thuc pham nhap khau) déu tap
trung vao ddi twong khach hang trung luu tré 1én. Ho mua mat hang véi sé luong it
nhung doi hoi chat lwong cao, gia ca khdng phai la yéu td quan trong trong quyét
dinh mua hang cua nhém NTD nay. Nhung véi nguoi lao dong binh thuong ¢ thu
nhap trung binh va thap, gia ca van la tiéu chi quan trong khi ho di mua thuc pham,
nén du rat mudn, nhom NTD nay khé c6 co hoi tiép can duoc TPAT (Dinh Diing,
Quan ly thi trieong thuc pham: gidi phap nao?, 2013 [5]). Tuy nhién, van d& chinh
van 1a NTD chua hinh thanh duoc thoi quen sir dung TPAT, théi quen cia nguoi
dan Viét Nam n6i chung 1a muén bira com ctia minh phai duoc ché bién tir nhiing
thuc pham twoi. Nhiéu NTD sau mot thoi gian mua hang TPTS tai siéu thi ho lai
chuyén sang mua hang & cho truyén thong, ho muén mua thity san, gia cam khi con
séng, nhu vay ho mai cam thay ngon miéng va yén tam; thém nita 1a thoi quen di
cho hang ngay ciia NTD, van chi yéu mua thyc pham tai cac cho xanh, cho cdc,
cho tam gan noi sinh séng do thuan tién, gia ré va ho khong quen du trir thirc an
trong tu lanh, trong khi d6 thuc pham duoc ban tai cic cira hang TPAT thuong la
nhitng pham da so ché va dong lanh. Trong céc loai mat hang TPAT, chi ¢6 rau qua
duoc NTD mua nhiéu hon so voi c4c loai thuc pham khéc. Bén canh dé, da sé6 NTD
con chua thuc sy tin twéng vao chat luong thuc pham an toan trén thi truong. NTD
cling khong thé phan biét duoc dau 1a hang “an toan”, dau la hang “khong an toan”.
Theo Nguyén Héng Chinh va Nguyén Thi Qué (Pdnh gid chudi cung ing thuc
pham rau an toan cho Ha Ngi, 2015) [3], hau hét NTD chon mua TPAT tai cac
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diém ban cd uy tin, gan nha, ho tin tudng vao ngudi ban hon 13 tin vao mat hang, ho
cling khong thé tu phan biét duoc TPAT vé6i TP thong thuong.

NTD Ha Nbi rit mong duoc tiéu dung thuc pham thuc su an toan, day 1a mot
nhu cau hoan toan chinh déng, nha san xuat va phan phdi hoan toan c6 kha ning
dap tng néu ho c6 su két hop chit ché vai nhau, ciing hoat dong vi muc dich chung,
do 1a vi lgi ich cua khach hang va xa hoi.

4.1.3. Gid cd thi truwong thwe phdam an toan tai Ha Nji

Nhu cau vé TPAT caa NTD Ha Noi la rat cap thiét, nhung luong hang TPAT
ban ra tai cic cira hang chua cao, con thip hon nhiéu so véi cho truyén théng,
nguyén nhan chu yéu la do sy chénh léch gia qué 16n giita hai loai hinh diém ban
nay. Gia ban TPAT tai ctra hang chuyén doanh va siéu thi thuong cao hon tir 2 — 4
lan gia mat hang thuc pham thong thuong tai cho. Cac chu cira hang thuong ly giai
cho muc gi4 cao nay 13, chi phi san xuat mat hang TPAT rat cao, gia thué mat bang
cao... V4i gia ban qua cao nhu hién nay, nhiéu NTD, cha yéu 1a nhém c6 thu nhap
trung binh, thap kho c6 diéu kién dé tiéu dung TPAT.

4.2. Thye trang hanh vi mua theo tién trinh quyét dinh mua thwc phidm an
toan cua nguoi tiéu dung Ha Noi

TPAT duoc danh gid co su khac biét dang ké hon so voi thyc pham théng
thuong (loai thuc pham dugc ban & cho coc, chg tam, cho truyén théng) ¢ viéc dam
bao chat lwong, ngudn gc xuat xu, tinh an toan d6i vai sac khoe cua nguoi sir
dung. Tuy thuoc nhém hang tiéu dung thiét yéu, nhung TPAT chwa c6 nhiéu trén thi
treong, viéc phan biét mat hang nay rat kho khan, gia ca mat hang cao..., nén khi da
nhan thic nhu cau vé TPAT, NTD can bo thém cong stc cho viéc tim kiém thong
tin, lya chon phuong an roi méi di dén quyét dinh mua mat hang va cé nhitng phan
g cu thé sau khi mua.

4.2.1. Nhin thirc nhu cdu vé tiéu ding thwe phdm an toan

Theo két qua diéu tra, NTD cho rang, tiéu dung TPAT la nhu cau buc thiét cua
ho, nhu cau nay xuét phat tir kich thich bén trong nhu sy lo lang cho sirc khoe cua
ban than va gia dinh, mong mudn bao vé méi truong sbng, tir cac kich thich bén
ngoai nhu sy tac dong ciia cac chuong trinh truyén thong lién quan dén tiéu ding
TPAT, anh huong tir ngudi than, ban bé, vé su san c6 caa mat hang trén thi trudng.
4.2.1.1.Vé kich thich bén trong:

Theo thap nhu cau cua Maslow, nhu cau sinh hoc (an, mic, &), nhu cau an toan
la nhitng nhu cau thiét yéu cua con nguoi. Ddi véi viée tieu dung TPAT, diy duoc
coi la cac kich thich bén trong gitp NTD nhan ra nhu cau tiéu ding TPAT cua ho.
Tuy nhién, nhu cau “an” dé thoa man cai d6i khong con 13 van d& bac thiét vi hién
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nay, NTD Ha Noi khong con quan tdm nhiéu dén viéc “dn no”, “an ngon” ma ho
dang rat quan tdm dén viéc “an an toan” (96/120 ngudi ddng Y voi quan diém nay).
NTD con quan tim dén van dé “an toan” trong méi trudng séng do tac dong cua viéc
san xuat, tiéu thy TP khong an toan gay ra (87/120 ngudi dong y voi quan diém nay).

Nhu cau vé dam bdo an toan sizc khée cho bdn thdn va gia dinh. Dé ¢6 mot co
thé khoe manh, tinh than lac quan, ¢ tri tué théng minh, NTD hiéu rang viéc “an
khoa hoc” dé dam bao an toan 1a rat quan trong. Khi duoc phong van, 100% NTD
déu cho ring ho rat lo ling cho su an toan stc khoe va tinh mang cua ban than, gia
dinh ho trudc viéc thi treong thuc pham ngdy cang mit an toan nhu hién nay.

Theo két qua khao sat dinh tinh, NTD thay lo lang khong biét nhiing thuc
pham ma ho dang str dung hién nay c6 an toan hay khong. Ho lo ling vi ho khdng
thé phan biét dau 1a TPAT va dau 1a thuc pham khdng an toan bang céc phwong
phap thong thuong, ho nhan thirc dugc nhitng nguy co khong nho khi tiéu dung TP
khong an toan ddi véi gia dinh ho nhu bénh tat, kha ning hoc tap, kha ning lao
dong, hanh phic cua gia dinh... Nhitng NTD ¢ lta tudi trung nién tré I18n, ho lién hé
véi kinh nghiém tiéu dung trong quéa khi, nén cho rang, trude Kia thuc pham khong
c6 hda chat nén mui vi ngon hon, con ngudi it nhitng bénh tat nan y nhu hién nay.

Mot s6 NTD khéac chia sé, truée day khi gia dinh ¢ con nhé, ho quan tam dén
chat luong dinh dudng, tinh an toan caa thuc pham véi mong muén mang lai nhiing
gi tét nhat cho con cai ho. Nhung hién nay, khong chi vi tré nho ma vi sic khoe cia
moi thanh vién trong gia dinh, cac gia dinh déu d quan tdm dén chat lugng, su an
toan trong bira an cua ho. Theo hinh 1 phu luc 12a, NTD mua TPAT v&i muc dich
tiéu ding cho ca gia dinh chiém ty 1é cao nhat (69,8%), chi tiéu dung cho tré em
chiém 9,0%, viéc mua TPAT la céc loai hoa qua véi muc dich 1am qua biéu nham
dap tng nhu cau x& hoi giao luu tinh cam chi chiém 10%, ty & nay thap hon nhiéu so
v6i muc dich mua dé st dung cho ca gia dinh.

Nhu cdu vé dam bdo an todan méi trieong song dé thiic ddy cdc phiong phdp
san xudt than thién véi méi trieong. Bén canh viéc lo 1ang vé an toan suc khoe, mot
s6 nguoi chia sé, ho thuc su lo ling cho méi truong dang ngay cang bi hiy hoai
nghiém trong boi cac hoa chat doc hai duoc sir dung trong qua trinh trong trot hay
chan nudi thyc pham khéng an toan. Do vay, khi ngudi phong van dua ra mot s6
bién phap ki thuat than thién véi méi trudng trong trong trot/ chin nudi, chang han
viéc tao thudc diét sau sinh hoc bang cac nguyén lidu tu nhién nhu ging, toi, 6t,
chira bénh cho vat nudi bang cac cay thudc nam... thi 87/120 ngudi dugc phong van
rat ung ho, ho san sang mua nhitng loai thuc phim duoc st dung nhitng bién phap
nay trong trong trot, chin nudi. Tuy nhién, nhiéu ngudi bay to su thiéu tin tuong
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nha san xuat s& thuc hién bién phap nay, ho cho rang, bién phap dé chi dugc ap
dung véi quy md san xuat nho chir véi quy mé san xuat 16n 1a khé thuce hién.

Nhitng kich thich d6i véi nhu cau cua NTD ké trén chiu sy chi phdi bai mot sb
yéu t6 nhan khau hoc caa NTD nhu cac yéu té: gidi tinh, tudi, tinh trang gia dinh,
nghé nghiép, trinh d6 hoc vén, thu nhap. Theo két qua nghién ciru dinh tinh, NTD
tré tudi, ca nam va nix, nguoi méi di 1am, con séng véi bd me chua quan tdm nhiéu
dén viéc tiéu dung TPAT. Nhém NTD la nhimng ngudi vo/ chong tré bat dau quan
tam dén TPAT cho nhirng dtza con nho cia minh, tuy nhién, nit gigi nhan thac nhu
cau vé TPAT manh m& hon nam giéi. Nhitng nguoi lam cdng viéc van phong c6
nhan thic vé sy can thiét tieu dung TPAT cao hon nhom nhitng nguoi lam cong
nhan va nhitng nguoi lao dong pho thdng khac, nhitng ngudi 1am ndi tro cling nhan
biét vé su can thiét tiéu dung TPAT. Tuy nhién, khi nhan biét sy can thiét tiéu dung
TPAT, chi c6 66/120 ngudi s& hanh dong ngay nhu tim kiém thong tin vé mat hang,
noi mua,... && dap ung nhu cau dé, con 54/120 NTD khong c6 hanh dong ngay dé
thoa man nhu cau. Nhém NTD c6 trinh d hoc van tir cao ding dén sau dai hoc tuy
thu nhap chua cao nhung ho nhan thuc rang, an thuc pham khéng an toan sé sinh ra
nhiéu bénh tat, tén tién kham chira bénh, cd thé ton that s& 16n hon gap nhiéu lan so
Vi chi phi bo ra dé mua TPAT.

Nhu vay, cac kich thich bén trong tac dong dén nhan biét nhu cau st dung
TPAT caa NTD gom sy lo ling vé an toan suc khoe, lo lang vé 6 nhiém méi truong,
trong d6 su lo lang vé an toan sic khoe cho ban than va céac thanh vién trong gia
dinh NTD c¢6 tac dong manh nhat, thoi thic NTD tim kiém va mua sim TPAT.
Nhoém NTD la nir gidi, da 1ap gia dinh, lam viéc van phong, ndi trg c6 nhan thac rd
su cap thiét phai tiéu ding TPAT.
4.2.1.2.Vé kich thich bén ngoai:

Nhitng tic nhan bén ngoai nhu cic chuong trinh truyén théng vé tiéu ding
TPAT, ngudi than, ban bé, sy san ¢ mat hang caa CHBL TPAT c6 tac dong thic
day su hinh thanh nhan thac vé tiéu ding TPAT cua NTD.

Anh huwong cua truyén théng. Nhiéu nguoi néi rang, hang ngay doc tin téc,
xem cac ban tin néi vé thuc pham “ban” va chtng kién nhitng nguoi bi nhitng bénh
nan y do thuc pham khdng an toan gay ra, ho thiy bat an, quan tim hon dén tinh an
toan cua thuc pham trong bita an hang ngay. Khong thé phu nhan tac dung tich cuc
cua hoat dong truyén thdng trong viéc thay d6i nhan thirc, hanh vi cia NTD Vvé tiéu
dung thuc pham. Hién nay c6 hai chu thé truyén thong vé TPAT, mot 1a co quan
chic ning co lién quan dén an toan thuc pham, hai 1a cac DN san xuit va kinh
doanh thuc pham.
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Cac co quan chtc ning nhu Bo Y té, B6 Nong Nghiép va Phat trién Néng
thon, cac to chire nhu Nong nghiép Hitu co Viét Nam (PGS), VietGAP két hop Vi
cac co quan truyén thong nhu truyén hinh Viét Nam, cac bao tap chi... di cung cap
nhiéu kién thirc co ban vé VSATTP, cap nhat tinh hinh thuc pham trén thi truong dé
NTD c6 kién thire day da khi chon mua thuc pham. Tuy nhién, noi dung, hinh thuc,
phuong tién truyén thdng vé tiéu dang TPAT van con han ché, chua thuc su thu hat
dugc su chi y cia NTD. C6 it NTD duoc tiép can véi hinh thic truyén thong nhu:
“chwong trinh hoi thao, toa dam lién quan dén thuyc pham an toan”, d6i voi hoat
dong truyén théng qua “catalogue, to roi, pano, ap phich”, NTD cho rang, nhiing
cau khau hiéu cung nhac nhu “Hay lwa chon va tiéu ding thuc pham an toan dé bao
vé sic khoe cia ban va gia dinh”, hay nhiing hinh anh con don diéu, chua dep mat,
nén chua thu hat sy chl y caa ho. Hau hét NTD déu c6 an twong d6i vai hinh thic
tuyén truyén qua “cac bai viét mang tinh thoi sy trén bao gidy va bao mang”. Viéc
truyén théng qua cac phuong tién dai chung nhu truyén hinh, b4o gidy, bao mang,
mang x& hoi vai tinh cap nhat cao, tan suat lién tuc, mdi ngay cé rat nhiéu thong tin
lién quan dén an toan thuc pham di tao duoc nhiing 4n twong manh mé ddi voéi
ngudi xem, lam NTD thay can phai quan tam hon dén tiéu dung TPAT (xem bdng
1, phu luc 12Db).

Tur thang 1/4/2016, trén kénh VTV1 cua Dai truyén hinh Viét Nam, di co
chuong trinh phat séng 5 phat mdi t6i c6 tén goi “Noi khong véi thuc pham ban”.
Chuong trinh gém nhing bai phong su diéu tra vé viéc kinh doanh thuc pham
khong dam bao an toan vé sinh thuc pham. Chuong trinh nay ciing tao duoc Sy
quan tdm dic biét doi voi NTD, gitip NTD c¢6 dugc thdng tin kip thoi vé tinh hinh
thuc pham trén thi truong. Chuong trinh ciing cung cap danh séch cac ca nhan, to
chac kinh doanh thuc pham “khong an toan” va “an toan” dé NTD c6 thé yén tam
hon khi quyét dinh lya chon noi mua TPAT. NTD mong mubn cé duoc nhitng
thong tin chinh xac, ¢ chon loc vi cac thdng tin vé thuc pham khéng an toan b dua
lén cac phuong tién thong tin dai ching con thiéu su kiém soét cua cic co quan
chtc ning, gy hoang mang cho NTD, khién NTD c¢6 céi nhin bi quan vé thi truong
thuc pham, ho khong tin twdng vao bat ky thuc pham nao duoc béan trén thi truong,
diéu nay anh huong 16n dén hoat dong kinh doanh cua cac CHBL TPAT caa NTD.

Bén canh hoat dong truyén thdng mang tinh xa hoi do cac co quan chtic ning
thuc hién, NTD ciing chiu anh hudng bgi cac hoat dong truyén thong caa cac DN
san xuat va phan phdi TPAT. Cac DN thyc hién hoat dong truyén théng qua mang
x4 hoi hoidc truc tiép tai cira hang... Noi dung thong diép caa cac DNTM ban 1é
phong phii hon, c6 tinh cap nhat hon. Cac DN nay cung cap théng tin vé loai mat
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hang ma DN ban, kién thac vé quy trinh san xuat mat hang, thanh phan, céch sir
dung mat hang an toan, dam bao dinh dudng...

Ngoai viéc tiép nhan thdng tin tir cac phuong tién truyén thoéng, tir DN bén
TPAT, NTD con tiép nhan thong tin tir cac chuyén gia dinh dudng, bac sy. NTD
tiép nhan nguon thong tin nay khi di kham chita bénh nhu kham bénh tiéu hoa,
kham dinh dudng cho tré nhé. Thong thuong cac bac sy huéng dan NTD céach in
uéng hop vé sinh, lya chon thuc phém tuoi, mot s6 bac si con khuyén NTD nén
mua thuc pham tai noi ban uy tin dé dam bao an toan cho stc khoe. NTD ciing ¢6
thé tiép nhan thong tin tir cac chuyén gia dinh dudng, bac sy tai cac budi toa dam
trén truyén hinh (kénh VTV1 — chuyén myc “Cudc séng thudng ngiy”, VIV2 —
chuyén muc “Swirc khoe cho moi ngudi”, 02TV — kénh truyén thong giup ngudi dan
nang cao nhan thiec, thay dbi hanh vi cham soc stc khoé va cai thién chat luong
cudc song), cac bai phong van trén bao gidy, b4o mang... NTD rat tin tudng vao
ngudn thdng tin nay, tuy nhién, sb lugng ngudi tiép can cac chuong trinh nay con it
do ho chwa c6 diéu kién vé thoi gian.

Anh hwong tir cac CHBL TPAT. Viéc cac siéu thi, cira hang chuyén doanh béan
I¢ TPAT phat trién véi toc do nhanh chéng, c6 mat tai hau hét cac khu vyc dan cu
c6 tac dong dén nhan thac nhu cau vé TPAT caa NTD. Sy xuat hién cua cac cira
hang, siéu thi c6 gidy chuang nhan co s¢ du diéu kién vé sinh an toan thuc pham, bay
ban mit hang thuc pham twoi sdng véi bao bi, nhdn méc rd rang da lam thuc day
nhu cau mua TPAT cua NTD. Nhiéu NTD cho ring, cac siéu thi/ cira hang tao cho
ho cam gidc yén tdm hon so véi chg, nhung ho ciing chua thuc su tin tueéng tat ca
cac mat hang duoc ban ¢ day 1a an toan.

Anh hwong tir ngueoi than, ban bé. NTD ciing bi anh huong nhiéu tir ban be,
ngudi than, dong nghiép da st dung TPAT. Pay c6 thé coi la nguon théng tin ma NTD
tin cay nhat, NTD s& c6 xu huéng thay d6i suy nghi, hanh dong theo nhom nguoi than,
ban bé cua ho. C6 86/120 NTD dong y véi y kién cho rang, ho da quan tam, ho thay
duoc su can thiét phai tiéu dung TPAT khi ngudi than, ban bé caa ho néi vé nhiing loi
ich cia TPAT nhu mui vi TPAT khac han véi thuc pham mua & cho, nuéc ludc rau,
thit trong hon, khéng c6 hoac 6 it bot..., 35/120 NTD dong y véi ¥ kién cho rang ho
bat dau ¢ nhu cau tiéu dung TPAT khi nhitng nguoi than, ban bé ciia ho mac cac bénh
hiém nghéo ma nguyén nhan tir thuc pham khong an toan.

C6 thé thay, viéc truyén thdng vé tac hai cua tiéu ding TP khong an toan va
ich lgi cua tiéu dung TPAT, viéc ban be, nguoi than cia NTD da stir dung, tin tuong
vao loi ich TPAT, sy tu van cua cac chuyén gia dinh dudng, cac béac sy va viéc cac
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ctra hang ban TPAT xuat hién ngay cang nhiéu tai khu vyc NTD sinh song di tac
d6ng manh dén nhu cau tiéu dung TPAT cua NTD.
4.2.2.Tim kiém théng tin vé thuc phdm an toan

Sau khi NTD c6 nhan thic vé nhu cau tiéu dung TPAT, NTD s& tim kiém
thong tin vé TPAT. NTD xac dinh nhitng loai thong tin can tim kiém, ngudn thong
tin ma ho s& tiép can, tir 36 NTD s& lua chon ngudn théng tin ndo ma ho tin twang.
4.2.2.1. Thong tin vé mat hang TPAT, noi mua TPAT

Theo két qua nghién ctru dinh tinh, khi NTD ¢d nhu cau tiéu dang TPAT, ho
s& tim hiéu céc thong tin vé TPAT, noi ban 1¢ TPAT véi ndi dung cu thé nhu bang
4.1 dudi day.
Bang 4.1. Thong tin NTD tim kiém vé mit hang TPAT, cira hang ban 1é TPAT

Théng tin NTD mudn tim hiéu vé mat hang
TPAT

Théng tin NTD mudn tim hiéu vé cira hang
ban Ié¢ TPAT

- Su khac nhau gitra TPAT véi TP thong
thuong (quy trinh san xuat, thu hoach, ché
bién sau thu hoach, bao quan, phan phéi; gia
tri dinh dudng, lwong hoa chat co trong mit
hang; hinh thuc)

- Ly do tai sao TPAT co6 gia cao hon TP
thong thuong,

- Noi san xuat

- Cac chtng nhan cho mat hang TPAT

- Thuong hiéu, dia chi, s6 dién thoai,
facebook, ngudn hang;

- Loai hang, do tuoi cua mat hang, cach bao
quan;

- Céc dich vy nhu dat hang qua dién thoai,
internet, dich vu so ché, ché bién theo yéu
cau cua khach hang, hudng dan cach bao
quan, giao hang tai nha;

- Kha ning tiép nhan cac phan hoi cua

khach hang da mua mat hang tai ctra hang,

cac chuong trinh xtc tién ban hang....

(Nguon: Keét qud diéu tra phan tich cia tac gid lugn an)

NTD mubn biét quy trinh tir khau san xuat dén khau tiéu thu co tuan theo tiéu
chuan an toan hay khong, tiéu chuan an toan d6 1a gi, DN c¢6 dam bao mat hang dua
dén nguoi s dung dung nhu thong tin trén bao bi hay khong? Ai 1a nguoi kiém soat
chat lugng mat hang, viéc kiém soét chat lwong san pham tir con gidng dén khi
thanh pham va khi dugc dua dén NTD c6 chat ché hay khong? (chang han, ¢ dau
vao cua san pham, vat nudi co dugc tiém phong day du ?, ché do dinh dudng c6 bao
dam, thize an sir dung cho vat nudi ¢ chira chét kich thich ting truong?...). NTD
cling cho rang, to gidy chirng nhan an toan thyc pham chi 1a diéu kién can, chtr chua
du, sw an toan hay viéc dam bao chit lugng san pham phu thudc rat 16n vao su trung
thuc, trach nhiém cua nha san xuit, caa ngudi ban, cia cac co quan chic ning.
NTD cén biét thong tin vé nha cung cip (ngudi nhap hang tir cc nha san xut, sau
d6 ban lai cho cac nha ban 1) nhu cac ching nhan kinh doanh, co s da diéu kién
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vé sinh an toan thuc pham. NTD ciing rat quan tim dén cac théng tin vé cac ché tai
&p dung cho cac ca nhan, t6 chirc vi pham an toan thyc pham.

Khi hoi NTD biét nhitng loai TPAT nao, c6 67/120 NTD ndi ring, TPAT la
cac mat hang cua VietGAP, thuc pham hiru co; c6 23/120 NTD cho rang, san pham
cia VietGAP 14 thuc pham hitu co; 48/120 NTD phan biét dugc su khac nhau giira
thuc pham khdng gay hai VietGap va TPHC; 78/120 NTD tin tudng ring trén thi
truong c6 TPAT theo tiéu chuan VietGAP; 92/120 NTD khong tin twdng trén thi
treong ¢6 mat hang TPHC.

Qua viéc tim hiéu thdng tin vé& quy trinh san xuat, tiéu thy TPAT, 75/120 NTD
nhan thire duoc rang, néu bo ra chi phi cao hon dé mua TPAT nham dam bao sy an
toan sic khoe cho ban than va gia dinh, ho s& chap nhan, vi ho hiéu dé san xuat ra
TPAT phai tén chi phi hon nhiéu so véi san xuat, kinh doanh TP thong thudng.

Nhu vay, NTD con rét thiéu théng tin vé cac loai mat hang TPAT ¢4 trén thi
trudng; quy trinh san xuat, bao quan, tiéu thu mat hang TPAT; thong tin vé céc
chtng nhan va viéc kiém soat an toan thuc pham trong tat ca cac khau tir chon con
giong dén khi san pham dugc dua t6i NTD cua cic co quan chirc nang; sy minh
bach, trung thuc cua nha san xuat, phan phdi, nha cung cap; cac ché tai 4p dung cho
cac DN vi pham quy dinh vé an toan thuc pham.
4.2.2.2. Nguén cung cap thong tin vé TPAT

Céc nguon thong tin ma NTD c6 thé tim hiéu gom: ngudn thong tin bén trong
NTD (kinh nghiém, sy hiéu biét vé TPAT cua ban than NTD), ngudn thong tin bén
ngoai NTD (ngudn c& nhan, ngudn thuong mai, ngudn cong cong).

* Nguon théng tin bén trong:

Thuc pham 13 mat hang tiéu dung thiét yéu, NTD c6 nhu cau st dung thudng
xuyén. Khi quyét dinh mua thuc pham, nguén thong tin dau tién va chi yéu ma
NTD sir dung la sy hiéu biét, kinh nghiém ban than vé TPAT.

Kinh nghiém cia NTD. Viéc di cho, ndu nuéng thuong xuyén s& gilp cho
NTD c6 thém nhiéu kinh nghiém trong viéc lra chon, tiéu dung thuc pham. Nhém
ngudi & do tudi trung nién tré 18n, cd thoi gian ndi tro nhidu nim cho rang ho c6
kinh nghiém phan biét TPAT va TP khong an toan bang cam quan caa ho, kinh
nghiém nay xuat phét tir viéc sir dung thuc pham trong qué khix ciia ho. Chang han,
khi mua rau, ho chon rau hoi can, 14 bi thung 15 chd hay mua ga, chon loai ga chan
nho, ran chic vi day la nhiing thuc pham dugc nudi trong trong diéu kién ty nhién,
khéng dung thudc tiang trong. Trong nhom ngudi trung nién, nhidu nguoi chua tin
tuong vao su an toan cua TPTS dugc ban tai cac cua hang chuyén doanh, siéu thi.
Ho ciing khang dinh khong nhat thiét phai vao ctra hang TPAT hay siéu thi moi
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mua dugc TPAT, vi ho Van ¢d thé mua rau, thit lon, bo, ga, ¢4 tuoi ngon, an toan tai
cho bang kinh nghiém cuaa ho. Béi véi NTD 1a nhirng ngudi tré tudi, méi 1ap gia
dinh, phan 16n trong s6 ho chua c6 nhiéu kinh nghiém vé viéc phan biét TPAT va
TP thong thuong, ho d& dang tiép can véi nhitng cdng nghé ban hang hién dai, sin
sang chi tién hon cho viéc mua TPAT tai cac CHBL TPAT.

Sir hiéu biét ciia NTD. Sy hiéu biét cia NTD 1 yéu té quan trong khi tim kiém
thong tin vé mat hang, diéu nay sé& giup NTD danh gia chinh xac hon, tin tuéng vao
ban than hon khi quyét dinh mua TPAT. Nhan thirc caa NTD vé TPAT bao gém su
nhan thic vé nhirng loi ich ma TPAT mang lai, so sanh chét luong caa TPAT so véi
TP khéng an toan; nhirng loai TPAT c0 trén thi truong, dugc ban ¢ dau, dia chi mua
hang nao la tin cay; cach phéan biét duoc TPAT vai TP khéng an toan. NTD cang
nhan thic day du vé mat hang, viéc mua caa ho cang dé dang. Két qua nghién cau
vé sy hiéu biét cia NTD dbi voi TPAT duoc trinh bay tai bang 7 phu luc 12a.

Sy hiéu biét cia NTD vé thuc pham an toan con kha han ché. Két qua diéu tra y
kién NTD V& rau an toan tai 6 tinh mién Bic do Hoi Tiéu chuan va Bao vé NTD
(Vinastas) thuc hién va céng bd nam 2012 (HP (Héi thao: Nhdn thizc ciia NTD vé rau
an toan va rau hitu co, 2012) [9]) cho thay, c6 dén hon 90% NTD duoc hoi khdng thé
phan biét rau an toan véi rau khdng an toan bang mat thuong, NTD chi ¢d thé biét mat
hang cd an toan hay khdng thong qua viéc xem xét mat hang dé xuat xt & dau, con han
hay hét han, quy trinh san xuét ra sao, con viéc mat hang c6 du nhitng loai hda chat gay
hai dén stiic khoe NTD hay khong thi ho khéng nim dwoc. NTD mua thuc pham theo
danh gia chii quan va kinh nghiém chir khong hé theo céc tiéu chuan quy dinh vé an
toan, chat luong mat hang. Nghién ciru dinh tinh cho thay, khi dwgc hoi vé viéc NTD
c6 nhan biét dugc rau an toan khéng, nghién ctiu ciing c6 két qua gidng véi nghién ciu
cua Vinastas.

Nhu vay, véi nguén thdng tin bén trong NTD, phan 16n NTD Ha Noi chua thé
phan biét duoc thuc pham an toan va thuc pham khéng an toan, chua c6 nhiéu kinh
nghiém trong bao quan, ché bién thuc pham, nhiéu NTD trung nién van cho riang c6
thé mua TPAT tai loai hinh cira hang ban I¢ truyén thong theo kinh nghiém ban than,
NTD con chua c6 nhiéu kién thic vé quy trinh san xuat TPAT, cach nhan biét TPAT,
nhan thic vé cac yéu t hinh thanh I&n gia cia mot mit hang TPAT, noi ban TPAT
tin cay...

* Nguon thdng tin bén ngoai:

Truéc tinh hinh kho kiém soat khi thuc pham khong an toan tra tron voi
TPAT, nhiéu NTD cam thiy kho khan khi Iya chon thuc pham vi TPAT Ia nhém
hang hda khac biét hon so vé6i thuc pham thong thuong, doi hoi NTD can phai tim
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hiéu théng tin mot cach day du, chinh xac trude khi quyét dinh mua, vi vay, ho can
tim kiém thém théng tin bén ngoai. Ngudn théng tin bén ngoai ma NTD tim kiém la
ngudn c4 nhan (nguoi than, ban beé, dong nghiép, hang xm) nguén thwong mai
(CHBL), ngudn cdng cong (cac phuong tién truyén thong dai ching). Bang 8 phu
luc 12a m6 ta muc do6 tiép nhan cac ngudn thoéng tin vé TPAT cua NTD Ha Noi.

Néu xét cac nhom ddi twong NTD cu thé, c6 su khac biét vé ngudn tiép nhan
thong tin, nhém nhirng ngudi di lam vin phong thudng tiép nhan thong tin qua déng
nghiép, mang xa hoi, bdo chi, bao bi mat hang, cac phong kham/ co s& cham soc
sic khoe; ddi twong nhitng ngudi 1am noi trg thuan tdy, ho lai c6 xu hudng tiép
nhan théng tin tir gia dinh, hang x6m, cac thong diép truyén thong trén truyén hinh,
dai truyén thanh phuong xa, ctra hang thuc pham, cac budi sinh hoat cong dong
(hop t6 dan phd, hop hoi phu nit...).

Véi nguon thdng tin tir ban bé, nguoi than, nhiéu NTD cho rang, day 1a nguon
thong tin ma ho tin twéng nhat vi ho c6 méi quan hé ca nhan than thiét, vi nhiing
ngudi than ndy di tiéu dung TPAT, c6 thé tu van cho NTD nhitng théng tin quan
trong khi NTD tim kiém thong tin vé mat hang TPAT va noi mua. NTD thuong c6
xu huéng di dén quyét dinh mua mat hang nhanh néu ban bé va nguoi than di mua,
st dung va hai 1ong vé mit hang, NTD c6 xu huéng bé qua, khéng tiép tuc tim
kiém théng tin thém vé cira hang ma ban bé, nguoi than cua ho di dén d6 mua mat
hang va khéng hai 1ong vé cira hang do.

Véi nguon thdng tin tir cdc phuwong tién truyén théng dai ching nhu truyén
hinh, truyén thanh, béo, internet..., NTD cho ring, day 1a ngudn théng tin ma ho c6
thé tham khao thuong xuyén, tuy nhién, cac nguon thong tin nay cha yéu néu ra
nhitng théng tin chung vé tinh hinh thi truong thuc pham, it thong tin dé cap cu thé
nhitng DN vi pham Vvé sinh an toan thuc pham, DN thuc hién tét cac quy dinh an
toan vé sinh thyc pham. Chang han, website cta chuong trinh “Néi khong véi thuc
pham ban” ¢ cong bd danh sach cac ca nhan, DN vi pham vé sinh an toan thyc
pham, tinh dén thoi diém ngay 29/4/2016, tuc la khoang gan 1 thang sau khi danh
sach nay duogc lap, chuong trinh da ghi nhan c¢6 92 truong hop vi pham trén ca
nudc, trong d6 tai Ha Noi ¢6 7 truong hop nhung chi ¢ 4 truong hop 1a ¢o tén DN,
dia chi cy thé, con lai khdng cu thé. Vi cach cong bé nhu vay, NTD cho rang, con
s6 thyc té vé cac DN vi pham phai Ié6n hon rat nhiéu. Do vay, NTD khéng thé c6
duogc thong tin day du vé mat hang TPAT, noi mua TPAT.

Véi nguon thong tin tir cac CHBL, mutc do tim kiém caa NTD la khéc nhau,
phu thudc vao mot sb yéu té tac dong nhu: mat do cua cac ctra hang, bau khong khi
trong cira hang, théng tin ma DN cung cip. NTD thay ring, hién nay c6 nhiéu cua
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hang chuyén doanh, siéu thi bAdn TPAT m¢ tai cac khu dan cu, hodc noi ¢c6 mat do
ngudi di lai dong, nhiéu DN con 1ap cac trang web, mang x& hoi dé ban hang truc
tuyén cho NTD, do vy, NTD c6 diéu kién dé tim kiém nhiéu thong tin hon truéc
khi quyét dinh mua. NTD c6 thé dén tryc tiép cira hang chuy@n doanh/ siéu thi hoic
ho ¢6 thé vao website, facebook cua cira hang, fanpage cua nhdm nhitng nguoi quan
tam dén TPAT dé tim kiém thdng tin vé mat hang, vé ctra hang. Vai viéc tim hiéu
théng tin truc tiép tai cira hang (loai mat hang, nha san xuat, cach bao quan, gié ca,
chinh sach khuyén mai, thoi gian c6 hang...), NTD cam thay thoai méi hon khi dén
siéu thi so v&i dén cac ctra hang chuyén doanh vi dién tich ¢ cira hang chuyén
doanh nho, nhan vién ban hang tuy nhiét tinh, nhung NTD cam thay khong thay
thoai mai khi quan sat, hoi han nguoi ban, ho s€é nhanh chong di ra khoi ctra hang
ma c6 thé da bo qua nhiéu diéu hap din tai cira hang. Véi viéc tim hiéu thong tin
trén internet, NTD cho rang, ctra hang chuyén doanh ban I¢ TPAT ¢6 vu diém hon
siéu thi, cac ctra hang nay co trang web phong phd, cung cap nhiéu kién thuc vé
TPAT, cap nhat mat hang c6 hang ngay, huéng dan thuc don,..., ngoai ra, cira hang
chuyén doanh ludn c6 d6i ngii nhan vién truc tuyén dé phan héi kip thoi nhitng thac
mac cia NTD vé mat hang, cira hang...

Véi nguen thdng tin tir cac nha san xuat. NTD cho rang, ho tim dugc it thdng
tin tir nha san xuat TPTS, chu yéu ho tim thdng tin qua cac nha cung cap TPTS,
nhung cé4c thong tin trén website ciia cac DN 1a nha cung cip so sai, nhiéu website
chi gigi thiéu vé DN, khong c6 nhiéu thdng tin vé nhan hiéu, cac loai mat hang, cac
chang nhan vé sinh an toan thuc pham, quy trinh san xuit... Do d6, NTD da tim
kiém thong tin vé nha san xuat thdng qua website cia DN bén 1é TP, mot s6 DN ban
I& ndy con t6 chic cho khach hang than thiét di tham quan viing san xuét.

Nhu vay, c6 ba ngudn thong tin bén ngoai ma NTD thuong xuyén sir dung la
ngudn thdng tin ca nhan tir ngudi than, ban be, ddng nghiép; ngudn thong tin tir cac
phuong tién truyén thong dai chiing; nguon thong tin tir nha ban 1é. 1. Ngudn théng
tin ca nhan duoc NTD tin cay nhat vi NTD Ha Noi thuong bi anh huong boi suy
nghi va hanh dong ctia nguoi than, ban be, nhitng ngudi ma ho quy trong, tin tuong.
2. Nguon thdng tin tir cac phuong tién truyén thong dai chiing dwoc NTD wa chudng
boi thong tin phong phu, dugc cap nhat, khach quan, NTD tin tudng cac co quan
truyén thong cua trung wong, cac co quan chirc nang ciia Chinh phu, cac higp hoi
nhu Hiép hoi NTD... 3. Ngudn thong tin tir nha ban 1é duge NTD quan tam, coi day
la kénh cung cap thong tin vé mat hang TPAT, quy trinh tir khau san xuat dén khau
tiéu dung, 1 dia chi & NTD xem xét khi lya chon loai mat hang va noi mua mit
hang TPAT. Khi tiép can vai nguon thong tin tir nha ban 1¢, NTD ¢6 xu huéng xem
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xét cac théng tin phan hoi cua cac khach hang da mua mit hang cua DN, nhitng
phan hoi tét hay chua tét 1a co s& quan trong dé NTD quyét dinh c6 mua hang & cira
hang caa DN ban 1¢ d6 khong.
4.2.3. Lwa chon phwong dn mua thwc phiam an toan

Khi dugc hoi vé cach danh gia trong lya chon thuc pham, noi mua thuc pham,
NTD cho ring, ho lra chon loai thuc phadm, noi mua thuc pham theo mot s tiéu chi
ma NTD cho ring 1a dic trung dbi véi mat hang, ctira hang va pha hop dbi vai ho.
4.2.3.1. Poi véi noi mua thyc pham
* Cac tiéu chi lwa chon noi mua TPAT cua NTD

Cac tiéu chi ma NTD cho rang quan trong khi lua chon ctra hang mua thuc
pham 1a: cra hang phai ban nhitng mit hang c6 thuwong hiéu, nguén gc Xuat xu ro
rang; mit hang dam bao chat luong, twoi ngon, da dang; nhan vién hiéu rd vé mat
hang, nhiét tinh, trung thuc; ctra hang cho phép doi tra hang khi hang kém chat
luong; ctra hang c6 cac dich vy ban hang nhu nhan don hang truc tuyén, giao hang
tai nha cho khach; ctra hang trung bay hang hop ly, sach s¢, hién dai, thuan tién cho
viéc mua sam; cira hang c6 vi tri thuan tién cho viéc di lai ctia nguoi mua; thoi gian
mua sam phl hop véi nguoi mua... Mot tiéu chi rat quan trong khac anh huong dén
viéc lya chon noi mua cia NTD la NTD bi anh huong boi dam dong, cira hang nao
c6 dong nguoi mua, NTD s€ tin tuong, yén tdm hon khi mua hang.
* Vige danh gia noi mua TPAT cua NTD

Viéc danh gia ctra hang con phu thudc vao théi quen, so thich khi mua sim
cuia NTD. Mot s6 NTD mubn dén truc tiép cira hang, mudn tiép xdc truc tiép mat
hang, tu tay lva chon mat hang réi méi quyét dinh mua. Mot s6 khac tim hiéu cua
hang trén website, facebook cua cira hang, ho 6 thé tryc tiép dén ctira hang mot vai
lan, sau d6 dit hang, néu su tin cay, ho s& dat hang qua internet hoic qua dién thoai.
Do vay, ngoai céc tiéu chi co ban vé mat hang, NTD & hai nhém mua truc tiép tai
ctra hang va dat mua qua internet/ dién thoai s€ c6 danh gia mirc d6 quan trong khac
nhau & mot sé tiéu chi. Chang han, déi véi NTD mua hang truc tiép tai ctra hang, ho
s& quan tam dén bau khong khi cua cira hang nhiéu hon nhu: trung bay hang héa
dep, c6 khong gian thoang mat, ¢ chd dé xe, 16i di thuan tién, anh sang, diéu hoa
nhiét do hoat dong tot...; con ddi véi nhitng ngudi dat hang qua internet/ dién thoai,
ho quan tdim dén chét lwong dich vu nhu: sy trung thuc cia nhan vién, thoi gian
giao hang nhanh, dung dia diém....

NTD c6 thé mua TPTS & céc dia diém: cho (truyén théng, cho coc, cho tam),
CHBL TPAT (CHBL chuyén doanh TPAT, quay hang TPAT cua siéu thi ban I¢
t6ng hop). NTD danh gia vé cé4c loai hinh nay nhu sau:
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- Poi Véi che, 112/120 nguoi khang dinh ho van mua hang ¢ cho véi cac loai
mat hang, khéi lwong, micc d6 mua khac nhau. NTD mua thuc pham & cho vi théi
quen mua gan nha, khdng phai mat thoi gian di lai, giri xe; c6 thé mua khéi luong
tly y; thuc pham tuoi, c6 thé mua cé, ga con sbéng (diéu nay 1am NTD thay yén tam
hon khi mua c4, ga da dugc so ché duoc ban & cac CHBL TPAT), c6 rat nhiéu mat
hang ké ca thyc pham nhu cac loai rau, cu, qua trai vu; c6 thé mic ca; c6 thé tin
tudng ngudi ban ma ho quen biét. C6 nguoi mua toan bo thuc pham & cho cho bira
an cua gia dinh, c6 ngudi chi mua ga, ca, thiy san con séng, nhung d6i voi mat
hang rau, hau hét NTD to ra e ngai khi mua rau & cho hon céc loai thuc pham khéac,
nén chi c6 44/120 nguoi thudng xuyén mua rau ¢ chg. Nhiéu nguoi cho biét, ho
khong yén tdm khi mua hang & cho, vi hang khong rd ngudn goc xuat xa, thuc
pham sir dung nhiéu thudc kich thich ting truong, nhiéu chat bao quan, hau hét
nguoi ban ¢ chg khdng cd ta bao quan lanh hodc ta bao quan lanh khong dam bao
vé sinh, an toan cho thuc pham nén rat kho dam bao su twoi ngon trong sudt thoi
gian ban hang. NTD ciing chia s¢, ho ngai dén cho nhat Ia trong nhimg ngay mua
am vi van dé vé sinh ¢ cho rat kém, thuc pham & day dé bi nhiém céac vi sinh vat
doc hai, c6 thé gay nhiing bénh tiéu héa cho ngudi sir dung...

- Déi véi CHBL TPAT, mot sé NTD cho rang ho mua TPAT & CHBL chuyén
doanh, siéu thi dé c6 cam giac yén tam vé chat luong vi hang c6 ngudn goc xuat xa ro
rang, cac ctra hang ngay cang cung cip da dang mat hang, ké ca mat hang trai vu
nhung van dam bao an toan vé sinh thuc pham; mat hang duoc bao quan tét bang céc
ta bao quan hién dai; mat hang sach s&, duoc so ché tién loi cho viéc str dung va bao
quan cua NTD; hang dugc can ding trong lugng, cd may tinh tién hién dai; nhan vién
ban hang nhiét tinh, cac ctra hang c6 dich vu nhan dat hang qua dién thoai, internet,
va giao hang tai dia chi ma khach yéu cau. Tuy nhién, NTD ciing cho rang, cac cua
hang chuyén doanh thuong cé dién tich nho, 16i di danh cho khach nho hep, vao gid
cao diém, khach lya chon hang kho vi chat choi, hang xép chong Ién nhau, mat hang
& CAc cua hang ciing khong dugc da dang.

Siéu thi cé khong gian cura hang thoang mat, sach s€, hang hoa dugc trung bay
dep mat, hop ly, trong ctra hang c6 diéu hoa nhiét do, co anh sang dam bao, nguoi di
mua sam cam thay thoai mai, c6 thé kéo dai viéc mua sam. Ciing nhu ctra hang
chuyén doanh, siéu thi c6 uu thé hon so vai cho la thoi gian mé cira ca ngay, phi hop
Véi nhitng nguoi di lam, nhitg nguoi khong thé mua thuyc pham vao bubi sang (cho
thudng chi hop vao budi sang, néu cho hop vao budi chiéu, nhiéu thuc pham khong
con dugc tuoi). Khi di khio st mot s CHBL TPAT vao khoang tir 5 — 7h chidu,
nhitng ctra hang nay c6 luong khach dén rat dong.
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So véi cho , gia TPAT bén tai CHBL TPAT cao hon, nhung mét sé NTD khang
dinh, tuy gia ca la quan trong d6i véi ho, khoan tién dé mua TPAT tai cac CHBL
TPAT la mét khoan 16n trong chi tiéu cua gia dinh, nhung vi su an toan sac khoe ho
chap nhan mirc gia d6. Tuy nhién, NTD ciing phan nan vé tinh “tuoi ngon” ctua mit
hang, nhiéu CHBL TPAT khong phan loai riéng, van bay ban nhitng loai rau, ci,
qua da bi héo, ta vang Ian véi nhiing loai thuc pham twoi méi. Mot s6 CHBL khong
trung thuc, tra tron thuc pham khong an toan véi TPAT. Trong khi d6, cong tac
giam sat, quan ly caa Nha nudc chua du thuyét phuc véi NTD.

Véi nhitng tiéu chi ma NTD dua ra khi lua chon cura hang ban 1€ TPAT, tiéu
chi mat hang c6 nguon gbc rd rang, mat hang dam bao an toan duoc NTD quan tam
nhiéu nhat. CHBL chuyén doanh va siéu thi duoc NTD tin tuéng hon so véi cho.
Tuy nhién, mot s&6 NTD chia sé, ho lua chon mua TPAT & CHBL chuyén doanh hay
siéu thi dé c6 cam giac an toan, yén tdm cho stic khoe ban than va gia dinh, NTD
chua thuc sy tin twéng mat hang thuc pham duoc ban ¢ cac CHBL TPAT cd thuc
su an toan hay khéng.
4.2.3.2. Poi véi mat hang

Cac tiéu chi lya chon mat hang TPAT cua NTD

Cac loai mat hang TPAT ma NTD thudng mua la rau, cu, qua, thit, ca. Khi duoc
hoi tiéu chi nao 1a quan trong dbi voi NTD khi lwa chon thuc pham, 89/120 NTD déu
cho rang, mat hang phai c6 ngudn géc rd rang, khdng ¢ héa chat doc hai hodc c6 chia
hoa chat doc hai & ngudng cho phép, an toan cho stic khoe cua ngudi sir dung, cung
cap nhiéu chat dinh dudng, c6 mui vi tu nhién, tuoi ngon, gia ca phl hop véi chat
luong va kha ning chi tra ciia ho. NTD rat mong muén duoc sir dung TPHC, nhung
92/120 nguoi cho rang loai thuc pham nay c6 rat it trén thi truong, gia thanh rat cao, do
vay, hau hét NTD chap nhan st dung loai thuc pham khéng gay hai.

NTD quan tam téi nguon géc cia TPAT. NTD chon TPAT ¢ ngudn goc rd
rang. 56/120 NTD cho rang, thuc pham c6 ngudn géc rd rang, co thong tin day du
ching to cac mat hang nay da duoc cac co quan chire ning kiém sot trong qua trinh
san xuat, phan phdi, thé hién sy cam két caa nha san xuat, nha ban 1é doi vai chat
luong, su an toan cua mat hang. 34/120 NTD dong y véi ¥ kién cho rang, trong
truong hop NTD mua TPAT c¢6 ngudn goc ma bi ngd doc, NTD ¢6 co s phap 1y dé
doi hoi viéc bao vé quyén loi caa ho.

NTD quan tim dén tinh an toan va dinh dwéng cua thuc pham. 97/120 NTD
cho rang, TPAT c6 nhiéu gia tri dinh dudng hon TP thong thuong khong rd nguon
g4c xuat xtr vi TPAT tuan tha nghiém ngat quy trinh san xuat an toan, nhim dam
bao mat hang khong cd, hoic c6 hoda chat ¢ ngudng cho phép, TPAT co du thoi gian
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sinh truong nén TPAT dam bao dugc dinh dudng, ¢6 mui vi ngon hon cac loai thuc
phdm str dung nhiéu hoa chat kich thich ting truéng, thudc bao vé thuc vat, hoa
chat bao quan, khong du thoi gian sinh truéng.

NTD quan tam téi gia TPAT. C6 88/120 NTD ddng tinh véi quan diém gié ca
phan &nh chat luong cua mat hang. Tuy nhién, NTD chua mua dugc TPAT thuong
xuyén do gia cao, nhung mot s6 NTD chia s¢, ho 6 thé giam bét cac khoan chi tiéu
khac trong gia dinh dé danh chi tiéu cho TPAT.

NAuw vdy, khi chon thuyc pham cho bira an hang ngay cia gia dinh, NTD coi
tiéu chi TP phai c6 rd ngudn gbc, an toan, chét luong, gié tri dinh dudng la quan
trong nhat, gia ca ciing 1a mot tiéu chi quan trong khi NTD danh gia chat lugng mat
hang, tuy nhién, NTD sin sang chi tra thém néu thuc pham ma ho dinh mua duoc
chirng minh la an toan.

* Y dinh mua mua thgec pham an toan

Trude khi di dén quyét dinh mua, NTD ¢6 y dinh mua. Trong s6 24 NTD chua
mua TPAT tai cdc CHBL TPAT, c6 21 ngudi di c6 y dinh mua TPAT. Y dinh mua
TPAT cia NTD phu thudc vao mie do lo lang cho suac khoe caa ban than va gia
dinh ho, viéc CHBL gan nha, hay gan noi lam viéc, mat hang cua cira hang da dang,
chat lugng twoi ngon, c6 chung nhan an toan thuc pham, su tin cay cia NTD d6i
Vi cac churng nhan cua cac co quan chire nang, gia ca hop ly.

Nhitng NTD ¢6 y dinh mua TPAT nhung chwa mua TPAT vi gan nha ho chua c6
ctra hang hay c6 it cira hang, cira hang c6 it mat hang nén ho rat khé lya chon; gia
TPAT con cao, vuot qua kha ning chi tra nén ho chi cd thé véi khdi lwong it cho con
nho, hoic mua khong thuong xuyén. Co 89/120 ngudi dong y véi quan diém, ho s&
mua thuong xuyén TPAT hon khi gia ca TPAT khong qua cao nhu hién tai.

Nhitng nguoi chwa cé y dinh mua TPAT dua ra ly do ho khéng c6 kha nang
chi tra cho TPAT; mét s6 khac khong tin vao cac diém ban TPAT, khdng tin vao su
kiém soat, cac ching nhan cua céc co quan chirc nang. Nhiéu nguoi ciing chia sé ho
rat muén mua TPAT nhung c6 nhiéu théng tin vé nhitng CHBL TPAT bj céc co
quan chic niang hay co quan truyén théng phat hién khéng minh bach trong kinh
doanh, cira hang da nhap nhiing thuc pham khéng ré ngudn gdoc, gan mac 1a an toan
dé ban cho NTD, nén NTD chua tin tuéng cac CHBL TPAT. Nhitng ngudi nay noi
rang ho c6 thé ty nudi trong, hoic nho nguoi than & qué cung cap TPAT.

Khi duoc hoi diéu kién nao s& lam thay doi suy nghi, hanh vi chuyén sang mua
TPAT, nhiéu ngudi cho rang bao gio TPAT duoc san xuét, ban ra nhiéu hon, thong
dung nhu rau ban ngoai cho; gia TPAT ré hon; TPAT duoc kiém soat mot cach chat
chg, nhitng co s& san xuat, kinh doanh vi pham quy dinh vé vé sinh an toan thyc
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pham bi xtr phat nghiém, phai chju trach nhiém hinh su thi ho s& tin hon vao chat
luong TPAT, noi ban TPAT, khi d6, ho s&é mua TPAT tai cac ctra hang chuyén
doanh, siéu thi ban lé.

Bang 9 phu luc 12a 1a két qua nghién ciru dinh luong v& mét sé yéu té anh huéng
dén ¥ dinh mua cua NTD Ha Noi, trong d6 viéc CHBL TPAT ¢ gan nha hay noi lam
viéc caa NTD ¢6 anh huong dén y dinh mua TPAT duogc nhiéu NTD dong y nhét.

Nhu vay, mot s6 rao can anh huong dén y dinh mua TPAT cua NTD Ia: thu
nhip chua dap tng dugc mic gia cao cua TPAT; chua c6 nhiéu noi ban TPAT,
chung loai TPAT chua da dang; chua tin tuong vao su trung thuc cua cac co sé san
XUAt va noi ban TPAT, chua tin tudng vao chang nhan cua cac co quan chirc nang;
th6i quen/ s thich vé trong trot, chin nudi cia mot bo phan NTD.

4.2 4. Quyét dinh mua thwe pham an toan

Theo két qua nghién ctu dinh tinh, trong s6 96 nguoi di va dang mua thyc pham
an toan, c6 78 ngudi noi rang, khi ho c6 y dinh mua TPAT, ho dén truc tiép ctra hang
hozc vao cac website cua cira hang dé tim hiéu mat hang va quyét dinh mua loai mat
hang ma minh can. Nhu vay, trong pham vi nghién ctiu nay, da s6¢ NTD ¢6 hanh vi lya
chon cira hang roi méi lua chon mét hang khi ho ¢é ¥ dinh mua TPAT.

Nghién ctru dua ra théng k& mo ta thu duogc tir viée diéu tra 724 NTD. Két qua
nay bao gom viéc théng ké s6 NTD d3 mua TPAT, s6 NTD quyét dinh mua/ tiép
tuc mua TPAT, s tién NTD da chi cho TPAT trong 1 thang trudc thoi diém diéu
tra, loai TPAT ma NTD thuong mua, mirc do di mua TPAT, quyét dinh lua chon
CHBL TPAT, mtic do thay d6i ctra hang, loai CHBL NTD dén nhiéu nhat trong 3
thang trugc thoi diém diéu tra.

- S6 ngwoi da mua TPAT

Theo két qua diéu tra & bang 1 cua phu luc 12a, c6 724 phiéu tra loi hop ¢,
trong d6 c6 544 ngudi duoc hoi da ting mua TPAT (chiém ty Ié 75.1 %) va 180
ngudi duoc hoi chua timg mua TPAT (chiém ty 16 24.9%). Nhu vay, trong pham Vi
nghién cau nay, sé NTD da ting mua TPAT chiém ty 16 cao hon nhiéu so Véi sé
NTD chuwa mua TPAT.

Két qua nay cho thay, c6 nhiéu NTD mua TPAT, nhung nhiéu ngudi mua
khong thudng xuyén, mua khéi luong it, do vay, lugng hang bén ra cia cac CHBL
TPAT van thap hon nhiéu so véi doanh sé ban hang thuc pham tai cho.

- Sé tien NTD dd chi cho TPAT trong mét thdng truéc thoi diém diéu tra:

Theo bang 3 phu luc 12a, s6 NTD chi mua TPAT trong 1 thang tir 1 triéu —
duéi 3 triéu dong chiém ty 18 cao nhat (50.8%), s6 NTD chi tir 15 triéu dong cho
TPAT tro 1én chiém ty I thap nhat (0.2%). So véi gia béan 1é TPAT, day 1a muc chi
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con thap cho viéc mua TPAT trong 1 ngay ctua mét gia dinh 4 ngudi (2 nguoi I6n, 2
tré em).

- Mute do di mua TPAT:

Theo bang 4 phu luc 12a, sé ngudi tra 1oi ho rat hiém khi mua TPAT tai
CHBL TPAT chiém ty I¢ thip nhat (2.8%), s6 ngudi di mua TPAT tai cac CHBL
TPAT moét lan trong tuan chiém ty 1é cao nhat.

Vi trong nhém NTD tham gia diéu tra c6 ty 1¢ s ngudi di 1am cao hon nhiéu
S0 véi s6 nguoi khong di 1am, da sé nguoi di 1am rat ban ron, khdng ¢é nhiéu thoi
gian di mua thyc pham, nén ho di mua thuc pham 1 1an/1 tuan véi sé lugng cho ca
tuan vao cudi tuan.

- Mie dé thay déi cira hang béan lé:

Theo bang 5 phu luc 12a, s6 nguoi tra 101 v& mac do thay déi CHBL TPAT ma
minh d3 chon, trong d6 s6 ngudi khdng bao gio thay di cira hang chiém ty 16 thip nhat
(6.3%), s6 nguoi thinh thoang thay doi cira hang chiém ty 1& cao nhat (64.8%).

- Logi cita hang ma NTD dén thwong xuyén nhdt trong 3 thing truéc thoi
diém diéu tra:

Theo bang 6 phu luc 12a, c6 379 ngudi tra loi loai cira hang ma ho da dén mua
trong thoi gian qua, trong d6 159 ngudi da dén mua nhiéu nhat tai CHBL chuyén
doanh TPAT (chiém ty 1¢ 42.1%), c6 220 nguoi tra 16i ho da dén mua nhiéu nhat tai
quay hang TPAT trong siéu thi ban Ié tong hop (chiém ty 18 57.9 %).

Theo két qua nghién ciru dinh tinh, NTD chia sé rang, ho thuong di siéu thi dé
mua hang hoa va giai tri, nhiéu gia dinh c6 tré em thich dua con dén siéu thi trong
nhitng ngay cudi tuan hay dip 1&. Siéu thi c6 lgi thé hon cira hang ban Ié chuyén
doanh vé khong gian, su da dang hang héa, dich vy an ubng, vui choi. Nhung nhiéu
siéu thi 6 vi tri xa khu dan cu, con ctra hang ban Ié chuyén doanh nam tai khu dan
cu, nén nhiéu NTD khang dinh ho vin mua TPAT & ca siéu thi va cira hang chuyén
doanh.

Nhu vay, s6 NTD di mua TPAT chiém ty 1& cao hon so v6i 6 NTD chua mua
TPAT, s6 tién tir 1 — 3 triéu dd6ng ma NTD di chi cho TPAT trong 1 thang truéc
thoi diém diéu tra chiém ty I& nhiéu nhat, NTD mua TPAT tai chc CHBL TPAT
chua thudng xuyén, sé ngudi thinh thoang thay doi cira hang chiém ty ¢ cao nhét,
loai CHBL ma NTD dén nhiéu nhét trong 3 thang truéc thoi diém diéu tra Ia siéu
thi, tuy nhién NTD van chon mua TP & ca cira hang ban 1é chuyén doanh vi tinh tién
loi. Cac CHBL TPAT can nang cao hiéu qua hoat dong marketing - mix, tao dung
niém tin d6i voi NTD dé thuc diy NTD dén mua sam tai cira hang nhiéu hon, mua
Véi s6 luong 16n hon.
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4.2.5. Hanh vi sau mua thuc phim an toan

Sau khi NTD mua va sir dung mit hang, c6 thé xay ra hai trang thai, hai long
hodc khong hai 1ong. Su hai 1ong/ khong hai 1ong phu thudc vao chit luong hang
hoa, d6 an toan, su phong phu cta mat hang, bao bi mat hang, nhén hiéu, gia mat
hang, dich vu ban hang, phong cach phuc vu cua nhan vién... NTD s& c6 nhirng
phan wng cu thé dé thé hién su hai long hay khong hai long nhu c6 tiép tuc mua
hang tai cra hang khong, tuyén truyén vé mit hang, cira hang cho nguoi than, ban
bé, phan anh vai nhan vién cia hang, doi boi thudng... Tuy nhién, nhitng phan tng
nay con phu thudc vao thoi quen, viéc so sanh véi chi phi NTD bo ra dé mua mit
hang, hau qua khi NTD sir dung mat hang, su ky vong caa NTD ddi véi mat hang.

NTD hai long vai cuwa hang khi ctra hang c6 da dang chung loai hang hoa,
hang hoéa tuoi, hang hoéa c6 ching nhan an toan, bao bi mat hang khéng bi rach,
nhan hiéu rd rang, co thong tin day di, gia ca hop ly, nhan vién ban hang lich s,
chu déo, dich vy giao hang nhanh chong, dung loai mat hang NTD yéu cau, cua
hang sach s&, thoang mat,... Khi do6, NTD cam thay yén tdm vé sicc khoe cua ban
than va gia dinh, ho s& n6i chuyén voi ngudi than, ban be, dong nghiép vé cira hang
va khuyén moi nguoi dén mua, hoic NTD s& mua hd nguoi than, ban bé.

Tuy nhién, nhiéu NTD chia s¢, khéng phdi lGc ndo ho ciing hai long Vi chat
lwgng mat hang TPAT va dich vu cua cira hang khong thuc su 6n dinh. Su khong
hai long ciia NTD, c6 thé chia ra 1am hai thoi diém.

Sy khéng hai 1ong xay ra lan dau tién khi NTD dén cira hang, trong truong
hop nay phan Ién NTD s& khong quay lai mua & cira hang d6 nita. NTD bay to su
khong hai 10ng ctia minh d6i véi cira hang c6 hang hoéa khong da dang, hang hoa
khong duoc tuoi, trén bao bi khong ghi rd thong tin vé ngudn gbc Xuat X, ngay san
Xuat, han sir dung, gia quéa cao, nhan vién ban hang khéng nhiét tinh, khdng chu
d4o, ctra hang khong sach sé&, hang trung bay 16n xon, mui vi TPAT khong dé chiu,
mat hang khong dam bao an toan ddi vai sic khoe khi sir dung... Khi d6, NTD s& c6
nhitng phan hdi tiéu cyc, néi vé nhitng diéu khéng hai long cia minh d6i véi caa
hang, ngudi than, ban be, ddng nghiép, hoic cé thé 18n mang x4 hoi hoic vao trang
web/ facebook cua cira hang dé bay to sy khdng hai 1ong caa minh.

Néu NTD néi cho nhan vién ban hang/ngudi quan ly vé sy khong hai long cua
ho, ma nhan vién/ quan 1y linh hoi y kién voi mot thai d6 cau thi, xin 15i khach
hang, san sang doi hang hoic gia lai tién cho NTD thi NTD s& ¢6 thién cam hon véi
ctra hang, s& tiép tuc mua 1an sau, néu nhan vién/ quan 1y khong c6 thai do thién chi
v6i NTD, khong nhan 131, d6 lai trach nhiém cho NTD thi NTD s& mat cam tinh,
giam niém tin, s& xem xét c6 nén mua & lan tiép theo hay khang.
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Ngoai ra, mot s6 NTD chia sé, ho thay khdng hai long vé viéc mét sé cira hang
thuong gisi thiéu khong dung hoic ndi qué su that vé mit hang va dich vu. Chang
han, cac ctra hang ban loai rau khéng gay hai (trén thi truong goi la rau an toan)
nhung lai giGi thiéu cho khach hang 1a rau hitu co. Bén canh d6, nhiéu NTD ciing
phan &nh viéc nhan vién hoic 1a khong hiéu rd mat hang hoic khong néi dung thuc
trang mat hang, hoac nhan vién khéng thuc hién dang 16i hira, hen giao hang ngay
nhung phai rat 1au ho méi giao hang... Nhitng diéu nay khién NTD cam thay khong
hai 16ng, cir nhiéu lan nhu vay, NTD mat niém tin di véi cira hang.

Mot s6 ngudi khi khong hai 1ong, ho chon giai phap im lang (76/120), khong
tiép tuc mua (87/120) hoic van tiép tuc mua mat hang tai cira hang, sau vai lan mua
tiép theo ma ho van khéng hai long thi ho s& quyét dinh khdng quay lai mua & cta
hang d6 nira (33/120). Viéc kién cio ciing it dwoc NTD nghi téi, mot s6 ngudi nghi
rang s tién bo ra mua thuc pham khong déng 1a bao so véi cong stc, thoi gian, tién
bac dé di kién nguoi san Xuat/ ngudi ban, ciing c6 NTD ngai va cham, ho cho rang,
chi khi nao cé nhirng su viéc xay ra gay hau qua nghiém trong cho stic khoe, tinh
mang, tai san, uy tin caa ban than ho va gia dinh thi mgi nho dén phap luat, do vay,
moi nguoi thuong dung giai phap cho qua, chap nhan mat chi phi hoac khong quay
lai mua & cira hang dé tranh phién phuc, mat thoi gian, day ciing 1a dic diém vin
hoa caa NTD Ha Noi.

Nhu vay, NTD c6 nhitng phan tng rat cu thé khi ho hai 16ng hoiac khéng hai
long vé ctra hang ban TPAT, phan @ng dién ra cha yéu khi NTD hai long hay khong
hai 16ng 1a viéc ho s& tiép tuc/hay khong tiép tuc dén mua hang tai ctra hang d6 nira
hay khong va c6 nhiing chia s¢ véi nguoi khac, dac biét 1a trén facebook ca nhan,
facebook cuia cira hang, mang x& hoi, noi c6 toc do phi séng nhanh va rong, nhiéu
nguoi s& biét dugc thdng tin vé ctra hang, diéu nay gay anh huong lén dén uy tin
cua ctira hang. Bén canh do, su khong hai long con do DN noi sai su that hoac ndi
qué su that vé mat hang, 1am cho NTD ky vong, khi sir dung ho thdy khong dung ky
vong, ho s& khong hai 1ong, giam niém tin ddi véi DN.

4.3. Két qua kiém dinh gia thuyét ciia mé hinh nghién ciru vé sy danh hwéng
ciia cic yéu t6 dén quyét dinh mua thwe phim an toan va quyét dinh lwa chon
cira hang ban 1é thwe phidm an toan
4.3.1. Kiém dinh méi quan hé giita cdc yéu t6 anh hwéng véi quyét dinh mua
thwe phim an toan

Theo mé hinh nghién ctru diéu chinh, c6 3 yéu t6 tam 1y, 2 yéu té nhan khau
hoc cua NTD, yéu td quyét dinh lya chon CHBL TPAT tac dong lén quyét dinh
mua TPAT cua NTD Ha Noi. Pé udc luong mé hinh nghién ctru vé su anh hudng
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clia cac yéu tb 1én quyét dinh mua TPAT ctia NTD, nghién ctru sir dung phuong
trinh héi quy da bién, trong d6 quyét dinh mua TPAT 13 bién phu thudc, cac yéu tb
tac dong 1én quyét dinh mua TPAT la bién doc lap.

Két qua phan tich hdi quy da bién nhw sau:

Két qua phdn tich hoi quy da bién lan 1 cho thay: trong cac bién doc lap,
bién gidi tinh, c6 gia tri sig.>0.05 nén co thé loai bién nay khéi mé hinh. (xem phu
luc 10a)

Phan tich hoi quy da bién lan 2 sau khi loai bién gi6i tinh (xem phu luc 10b)

Két qua kiém tra hién twong da cong tuyén cho thiy hé sb phong dai phuong
sai VIF ctia cac bién doc 1ap dugc dua vao phan tich déu c6 gia tri < 2. Nhu vay,
tinh da cong tuyén ciia cac bién doc 1ap khong dang ké va cac bién trong mé hinh
dugc chap nhan.

Két qua kiém dinh F duoc thé hién trong bang 1,2 ciia phy luc 10b cho thay,
gia tri F = 172.657, gia tri sig = 0.000, nhu vy, mbi quan h¢ nay dam bao do tin
ciy véi mirc @6 cho phép 1a 5%, nén c6 thé két luan cac bién doc 1ap cob tac dong
dén quyét dinh mua TPAT ctia NTD va mé hinh héi quy da bién phu hop véi tap dir
liéu va c6 thé st dung duoc; Phan tich ANOVA cho két qua sig = 0.000 rat nho,
chimg t6 md hinh hdi quy 1a pht hop; Hé s6 R diéu chinh = 0.543 chimg to cac yéu
t6 doc 1ap gdm gia dinh c6 tré em, quyét dinh lwa chon CHBL TPAT, niém tin ddi
v6i TPAT, thai 46 dbi véi TPAT, mirc do hiéu biét d6i voi TPAT co thé giai thich
54.3% su bién dong cua yéu td quyét dinh mua TPAT ctia NTD.

Bang 4.2. Trong s6 hdi quy da bién véi bién phu thudc “Quyét dinh mua TPAT”

Trong s6 hoi quy | Trong sd t Sig. Da cong tuyén
chua chuan hoéa | hoi quy da
chuan héa
B Std. Beta Tolerance | VIF
Error
Hang s6 -0.172| 0472 -0.995| 0.320
Gia dinh c6 trc em 0.090| 0.041 0.056| 2194|0029 0.989| 1.011
gﬂﬁ‘?m‘ﬁa chon 1672 0.068 0.633| 24.452| 0.000|  0.945| 1.058
Nidm tin ddi vei TPAT | 0089 0034 0.068| 2.640( 0.008 0.945| 1.058
Thai d6 déi véi TPAT 0.169| 0.034 0.134| 5.016/ 0.000 0.888| 1.126
¥§;§‘5 hiéu bietdoivél | 329 0032 0.279| 10.415| 0.000|  0.880| 1.137

a. Bién phu thugc: Quyét dinh mua TPAT ‘
(Nguon: Keét qua dieu tra phén tich cua tac gid lugn an)
Tu bang 4.2, phuong trinh héi quy ctua cac bién ddc 1ap tac dong 1én bién
phu thudc quyét dinh mua TPAT dugc dién giai nhu sau:
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(1) QDM TPAT =-1.72 + 0.089*NT + 0.169* TD + 0.329*MDHB +0.09*GDTE
+1.672* QPLCCHBL

Trong d6: QDM TPAT: Quyét dinh mua TPAT; NT: Niém tin déi voi TPAT;
TD: Thai d6 d6i véi TPAT; MPHB: Mirc do hiéu biét d6i véi TPAT; GDTE: Gia
dinh c6 tré em; QPLCCHBL: Quyét dinh lya chon ctra hang ban 1¢ TPAT

Tir phuong trinh (1) c6 thé thay, cac yéu té niém tin doi véi TPAT, thai do dbi
véi TPAT, muc do hiéu biét ddi véi TPAT, quyét dinh lva chon CHBL TPAT, gia
dinh co tré em co tac dong thuan chiéu lén quyét dinh mua TPAT. Nhu vay theo
phuong trinh trén, khi 1 don vi quyét dinh mua TPAT ting 1én thi theo d6 phai co
su cong huong duong cia 0.089 1an niém tin ddi voi TPAT, 0.169 lan thai do ddi
v6i TPAT, 0.329 1an muc d6 hiéu biét ddi voi TPAT, 1.672 lan quyét dinh lua chon
CHBLTPAT, 0.09 lan gia dinh c6 tré em. Két qua phén tich ciing cho thay, chua c6
co sO thong ké dé két luan dic diém gigi tinh c6 anh huong dén quyét dinh mua
TPAT cuaa NTD.

4.3.2. Kiém dinh méi quan hé giira cac yéu té marketing cia cira hang ban 16
TPAT véi quyét dinh lwa chen ciza hang ban 1é thiwec phdm an toin

Kiém tra hién tuwong da céng tuyén

Tir bang 1 caa phu luc 10c, rit ra két qua kiém dinh hién tuong da cong tuyén
d6i véi cac yéu té anh huong dén quyét dinh lya chon CHBL TPAT Ia: cac yéu to
déu c6 c6 hé s6 VIF < 2, chizng té khong c6 hién tugng da cong tuyén.

Phan tich duoc sir dung hoi quy tuyén tinh Binary Logistic khi phan tich méi
quan hé gitra cac bién doc 1ap 1a cac yéu té marketing cia CHBL TPAT va bién phu
thuoc 1a bién “quyét dinh lya chon CHBL TPAT”, ¢6 hai gia thiét duoc dua ra:

Ho: Khdng c6 méi quan hé gitra cac bién doc lap la cac yéu to marketing caa
CHBL TPAT va bién phu thudc 1a bién “quyét dinh lya chon CHBL TPAT”

H1: C6 méi quan hé giira cac bién doc lap la cac yéu to marketing cia CHBL
TPAT va bién phu thudc 1a bién “quyét dinh lva chon CHBL TPAT”

Két qua hoi quy tuyén tinh Binary Logistic lan 1 cho thay, trong cac bién doc
lap, bién con nguwoi cia CHBL TPAT c6 gia tri sig = 0.424 > 0.05 nén c6 thé loai bo
bién nay khoi mé hinh. (két qua phan tich 1an 1, xem tai phu luc 10c)

Két qua hoi quy tuyén tinh Binary Logistic lan 2 nhuw sau:

Theo Hoang Trong va Chu Nguyén Mong Ngoc (2008) [6], két qua ¢ bang 1
phu luc 10e cho thiy d6 phu hop tong quat c6 mirc ¥ nghia quan sat sig. = 0.000 nén
ta bac bo Hy, cac hé s6 hdi quy tim dugc co y nghia trong viéc giai thich cho bién
phu thudc va méd hinh duoc sir dung tét. Bang 2 phu luc 10e thé hién két qua do phu
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hop caa mé hinh, gié tri - 2LL = 374.503 2 khong cao lim, nhu vay gia tri nay thé
hién mot d6 phu hop khé tét cia md hinh tong thé.

Mtc d6 chinh xéc cta du bao ciing thé hién qua bang 3 phu luc 10e, bang nay
cho thay trong 74 treong hop quan sat duoc 1a khong quyét dinh lya chon CHBL
TPAT thi c6 20 truong hop du doan dung (ty 16 dang 1a 27%), trong s6 647 nguoi
quan sét c6 quyét dinh lya chon CHBL TPAT thi c6 640 trudng hop du doan ding
(chiém ty 18 98.9%). Ty Ié du doan ding vé s6 NTD quyét dinh lya chon CHBL
TPAT cua NTD toan md hinh 1a 91.5%.

Bang 4.3 thé hién két qua cua kiém dinh Wald (kiém dinh gia thuyét hdi quy
khac khdng). Trong hoi quy Binary Logistic, dai lwong Wald Chi Square duoc sir
dung dé kiém dinh y nghia thong ké cua hé sb hoi quy tong thé.

Tur cac hé so hoi quy, phirong trinh héi quy dwoc md td nhir sau:

(2) QPLCCHBLTPAT = 2.706 + 0.418*SP1 + 0.498*bB + 0.729*SP2 +
0.303*XT + 0.420*BB + 0.463*GC

Trong do:

- QPLCCHBLTPAT: quyét dinh lya chon CHBL TPAT

- SP1: Sy da dang cua mit hang TPAT va chat luong dich vu cia CHBL
TPAT

- DB: Biém ban caa CHBL TPAT

- SP2: Chat luong mat hang TPAT cua CHBL TPAT

- XT: Xdc tién throng mai caa CHBL TPAT

- BB: Bao bi mat hang TPAT

- GC: Gia ca mat hang TPAT cua CHBL TPAT

Sau 2 lan phan tich hoi quy Binary Logistic, ¢ sau yéu té c6 méi quan hé tich
cuc va ¢ ¥ nghia théng ké vai quyét dinh lua chon CHBL TPAT (theo bang 4.3,
sau yéu té nay déu co gia tri sig. < 0.05). Tac dong bién cua chdt lirong mat hang
TPAT ciia CHBL TPAT Ién quyét dinh lira chon CHBL TPAT Vi Xac suat ban dau =
0.5 thi tic dong nay bang 0,5*(1-0,5)*0.729 = 0.1822518; tuong tu Voi diém ban
cua CHBL TPAT la 0.1245; gia ca mat hang TPAT cua CHBL TPAT la 0.11575;
bao bi mat hang TPAT cua CHBL TPAT la 0.105; su da dang cua mat hang TPAT
va chdt lwong dich vu ciia CHBL TPAT 1a 0.10225; x(c tién thiong mai ciia CHBL
TPAT 1a 0.07575

Cin cir vao khoang tin cay cua hé sé B (Exp(B)) cua bang 4.3, danh gia cua
NTD vé “su da dang cua mit hang TPAT va chét luong dich vu” thi NTD c6 quyét
dinh lya chon CHBL TPAT déanh gia cao hon 1.520 lan so véi NTD khong c6 quyét
dinh lya chon CHBL TPAT, tuong tu di véi “diém ban cia CHBL TPAT” 1a 1.646
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lan, “chat luong mat hang TPAT” 1a 2.072 lan, “xdc tién thwong mai cia CHBL
TPAT” 13 1.354 lan, “bao bi mat hang TPAT cia CHBL TPAT” 1a 1.521 lan, “gia
ca mat hang TPAT” cuia CHBL TPAT la 1.588 lan.
Biang 4.3: Cac bién trong phwong trinh hdi quy giira cac bién ddc 1ap va bién
phu thudc 13 bién “quyét dinh lwa chon CHBL TPAT”

Hé so|S.E. [Wald |df [Mac y|Khoang tin
hoi quy nghia |cdy cua hé
(B) (Sig.) |so B
(Exp(B))
Su da dang cua mat hang
va chat luong dich vu cu 0.418]0.129( 10.593 1] 0.001 1.520
CHBL TPAT
Chét lwong mit hang cual
CHBL TPAT 0.729]0.113| 41.221 1{ 0.000 2.072
biém ban cua CHBL
Step TPAT 0.498(0.133| 14.127 1| 0.000 1.646
1*  Xc tién thuong mai cug
CHBL TPAT 0.303(0.138| 4.820 1| 0.028 1.354
Gia ca TPAT cua CHBL|
TPAT 0.463(0.129| 12.764 1| 0.000 1.588
Bao bi TPAT cua CHBL
TPAT 0.420(0.127| 10.980 1| 0.001 1.521
Constant 2.706(0.173| 244.272 1{ 0.000 14.973

a. Variable(s) entered on step 1: sy da dang cua mat hang va chat luong dich vu cua CHBL TPAT,
chat lwong mat hang cia CHBL TPAT, diém ban cia CHBL TPAT, xuc tién thuong mai cua
CHBL TPAT, gia ca TPAT cua CHBL TPAT, bao bi TPAT cua CHBL TPAT

~ (Nguon: Két qua dieu tra phan tich cuia tac gia lugn an
Nhu vy, cac yeu to marketing cia CHBL TPAT c¢06 anh huong tich cuc va co

¥ nghia, 13 nhitng yéu t6 du bao quan trong ddi voi quyét dinh lya chon CHBL
TPAT ciia NTD. Cac yéu t6 c6 anh hudong dén quyét dinh lya chon CHBL TPAT
xép theo mirc d6 anh huong tr manh dén yéu lan luot 1a: 1.Chat lugng mat hang
TPAT caua CHBL TPAT, 2. Biém ban cua CHBL TPAT, 3. Gia ca mat hang TPAT
cuaa CHBL TPAT,4. Bao bi mat hang TPAT cua CHBL TPAT, 5. Su da dang cua
mat hang TPAT va chét luong dich vu cia CHBL TPAT, 6 X(c tién thuong mai
cua CHBL TPAT
4.3.3. Kiém dinh méi quan hé giita cdc yéu té nhéin khiu hoc cia ngwoi tiéu
dung vdi quyét dinh lwa chon civa hang bdn 1é thwe phdam an toin

C6 2 gia thuyét:

Ho: khong c6 méi quan hé gitra cac nhom yéu té nhan khau hoc caa NTD véi
quyét dinh lya chon CHBL TPAT
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Hy: ¢6 mdi quan hé giita cac nhdm nhom yéu té nhan khau hoc cua NTD Voi
quyét dinh lya chon CHBL TPAT

Tir két qua kiém dinh & dong dau tién Peason Chi — Square cua cac bang thuoc
phu luc 11, tac gia dwa ra bang 4.4 vé két qua danh gia mdi quan hé caa cac nhém
yéu td nhan khau hoc cua NTD vdéi quyét dinh lra chon CHBL TPAT nhu sau: gidi
tinh va trinh dé hoc van c6 anh hwong dén quyét dinh lira chon CHBL TPAT cua
NTD (vi gia tri sig < 0.05), cac yéu to. gia dinh cé tré nhé, thu nhap, nghé nghiép
khong dnh hudng dén quyét dinh liwa chon CHBL TPAT (vi gid tr; sig > 0.05).

Bang 4.4: Tong hop két qua kiém dinh Chi — Binh phwong méi quan hé giira
cac nhom nhéan khau hoc véi quyét dinh lwa chon CHBL TPAT

Gia tri Bac tw | Asym.Sig (2

] do — sided)
Quyét dinh Iya chon CHBL TPAT/ Giéi tinh 14.307° 1 0.000
\(lgéunyet dinh lya chon CHBL TPAT/ Trinh d6 hoc 11.841° 3 0.008
Sr;lyét dinh lya chon CHBL TPAT/ Gia dinh c6 tré 0.400° 1 0.527
Quyét dinh lya chon CHBL TPAT/ Thu nhap 0.515° 4 0.972
Quyét dinh lya chon CHBL TPAT/ Nghé nghiép 7.404° 6 0.285

a. Khong c6 6 nao (0%) trong bang chéo co tan so Iy thuyét nho hon 5. Tdi thiéu s6 lwong
du kién 1a 18.60. o ) ) o

b. €6 106 (12.5%) trong bang cheéo c6 tan so 1y thuyet nhé hon 5. Toi thicu so luong du
Kién 1 1,59. o , o

¢. Khong co 6 nao (0%) trong bang chéo c6 tan so 1y thuyet nho hon 5. Toi thieu so luong
du kién 12 28.48. o , S

d. Co 106 (10.0%) trong bang chéo cd tan so ly thuyet nho hon 5. Toi thieu so lugng du
kién 12 2.23, o , o

e. C0 20 (14.3%) trong bang chéo cd tan so ly thuyet nho hon S. Toi thieu s6 lugng du
kién 1a 0.97. . ) .

(Nguon: Keét qua dieu tra phan tich cua tac gia lugn an)

Su khéac biét vé quyét dinh lya chon CHBL TPAT gitra ca&c nhom giai tinh va
trinh d6 hoc van 1a: so véi NTD 1a nam, ty 1&6 NTD Ia nit ¢6 quyét dinh c6 lya chon
CHBL TPAT nhiéu hon; NTD tét nghiép trung cap/cao diang cé quyét dinh khéng
lya chon CHBL TPAT chiém ty 18 cao nhit, NTD c6 trinh d6 PH/sau PH quyét
dinh c6 lya chon CHBL TPAT chiém ty 1¢é cao nhét trong cac nhom trinh d6 hoc
van. (xem bang 6,7 phu luc 11)

Qua phan tich hoi quy da bién, héi quy binary logistic, so sanh nhém, két qua
kiém dinh cac gid thuyét nghién citu nhur sau: céc yéu té tam Iy cua NTD ddi véi
TPAT (niém tin, thai do, mic do hiéu biét), gia dinh co tré em, quyét dinh lya chon
CHBL TPAT c¢6 méi quan hé thuan chiéu véi quyét dinh mua TPAT cua NTD; cac
yéu td marketing — mix cia CHBL TPAT (trir yéu té con ngudi) ¢ méi quan hé
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thuan chiéu vai quyét dinh lya chon CHBL TPAT; cd sy khac biét vé quyét dinh
lya chon CHBL TPAT giita cac nhém gié6i tinh va trinh d hoc van (chi tiét vé mic
dé anh hwong cua cac yéu té marketing — mix duoc trinh bay tai phu luc 19).

4.4. Thue trang hoat dong marketing cita caic DNTM bin 1é thue phim tai Ha Noi
4.4.1. Bic diém hoat dpng kinh doanh ciia cdc DNTM bdn Ié thwe phim tgi Ha Ni

Cac DNTM ban 1é thuc phém g@)m DNTM ban 1é ¢ siéu thi hodc chudi cac
siéu thi ban 1¢ tong hop trong d6 c¢6 mit hang thuc pham; DN vira 1a nha san xuat,
vira 1a nha ban 1€ c6 hé théng cac CHBL mdt hang do DN san xuat; DNTM ban 1é
c6 cira hang hodc chudi cac CHBL chuyén doanh thuc phdm véi nhiéu nhdn hiéu
khac nhau. Theo théng ké ctia Truong Pinh Chién (76 chitc quan tri chudi cung
ng gia cam an toan cho thi triong néi thanh Ha Néi: Thyc trang va gidi phdp
phat trién, 201 5) [2], nd1 thanh Ha N1 hién c6 417 si€u thi va ctra hang kinh doanh
thuc pham tuoi séng, cac DN san xuat ¢ chudi CHBL chiém ty 1¢ khong nhiéu trén
thi trudng, chi yéu 1 cac DN san xuét va phan phdi cac loai thit gia suc va gia cam,
c6 thé ké dén nhu mot sé Cong ty: Vissan Gia dinh Anco, Massan, Vigroup,
Harpro, Buc Viét, C.P, Lotte, Jollibee, GreenFeed. V&i céac loai hinh kinh doanh
khac nhau, hoat dong kinh doanh cta cac DN c6 su khac biét nhét dinh.

Doi véi logi hinh siéu thi. Mot s6 cong ty kinh doanh siéu thi da c6 thoi gian
hoat dong kha lau, c6 vi tri viing chic trén thi truong, phat trién thanh hé théng
chudi siéu thi nhu Cong ty CP Nhat Nam (c6 21 siéu thi Fivimart), cong ty Thuong
Mai Ha Noi (c6 40 si€u thi Harpromart), cong ty Si€u thi Big C c6 3 dai si€u thi...
Mot sb siéu thi tuy c6 thoi gian tham gia thi truong chua lau nhung ciing nhanh
chong tao dugc chd dimg trén thi trudng va mé rong nhiéu hé thong cac siéu thi nhu
cong ty CP Siéu thi VinMart, truc thudc tdp doan Vingroup (tai thoi diém thang 12
nam 2015 ¢6 9 si€u thi va hon 180 ctra hang tién ich Vinmart) ... Ban dau, loai mit
hang thyc pham duoc dua vao siéu thi chu yéu 13 thyc pham ché bién sin nhu diam
bong, lap suon, xtc xich, thit hun khoi, thuy hai san dugc dong goéi, hat chan khong
va cap dong. Hién nay, nhiéu siéu thi di bd sung thém céc loai hang TPTS nhu rau,
cl, qua, thit lon, thit bo, thit gia cam tuoi, TP so ché, TP ché bién sin (1 cac mén
an theo khau vi phii hop v6i NTD Viét Nam), trong d6 nhom hang TPTS chiém ty
trong nho so véi lugng hang kinh doanh cua cac siéu thi. Cac si€u thi trong nude
quy md mit bang nhg, thiéu vén dau tu, tinh canh tranh chua cao trong khi céc siéu
thi nudc ngodi c6 quy mo, mit bang va doanh sé cao hon han nén tao sirc ép 16n
cho DN trong nudc. Mot s siéu thi ban 1¢ trong nudc doanh thu ban hang thuc
pham chi chiém tir 15 — 20%, con siéu thi nude ngoai (Big C) 1a 25 — 27% % tong
doanh thu toan siéu thi.



99

Péi véi cira hang hodc chudi cdc CHBL tién ich kinh doanh cdc loai thuc
pham (CHBL chuyén doanh TPAT). Mdi nim c6 hang chuc ctra hang thuc phim
duge mo nhung nhiéu ctra hang hoat déng khong hiéu qua, chi trong mot thdi gian
ngan phai dong cira. Nhiéu cira hang chua c6 gidy ching nhan du diéu kién vé sinh
an toan thuc phém. Céac DN tru lai dugc cling moi tdn tai tir 3 — 7 nam. Mot sb
DNTM ban 1€ c6 loai hinh cira hang ban 1¢ nay da tao dugc uy tin trén thi truong
nhu Bac Tom (8 cura hang), Tam Pat (3 ctra hang), Biggreen (5 ctra hang),
GreenLife, Orfarm, Ecomart, Rau hittru co Thanh Xuan, Trang An... Nhiéu ctra hang
c6 xuat phat diém ban dau chi ban mot vai ching loai mit hang nhu rau, ci, qua
hoac thit lon, thit gia cam, thuy hai san, nhung trong qua trinh kinh doanh, nhan
thady NTD mong mudn dugc mua mit hang dong bd trong mot cira hang, nén nhiéu
ctra hang dd da dang hoa mat hang. Hién nay, cic ctra hang thuc phim c6 ban cac
loai TPTS, TP so ché va TP ché bién sin, trong do TPTS va so ché chiém ty trong
16n. Doanh thu ban hang cua cac cira hang nay dao dong tir 6 — 25 triéu dong/ ngay,
con s6 nay tuy thudc vao sy da dang chung loai mat hang, dién tich ban hang, cac
ctra hang thuong c6 dién tich ban hang tir 35 — 50 m2.

Péi véi cdac DN la nha san xudt, ¢ cira hang le TPAT do DN chinh san xudt.
Céc ctra nay thuong theo m6 hinh CHBL chuyén doanh. Tai thi truong Ha ndi, co
mét s6 DN trong nudc nhu Ptrc Viét, Vissan, Massan, Harprofood, mot s6 DN lién
doanh nudc ngoai nhu C.P, Lotte. Cac DN nay cé nhiéu kénh phan phdi mit hang,
ngoai viéc phan phdi mit hang vao cic siéu thi, ctra hang tién ich, cira hang chuyén
doanh, cac cho, ctra hang tap héa, DN con mo mot s6 CHBL dé gi61 thiéu va ban
cac mat hang do DN san xuat. Cong ty CP Puc Viét ¢ hé théng cac CHBL mit
hang ché bién san v6i 60 loai mat hang nhu xuc xich, lap suon, dim bong, thit xong
khoi va thit lon twoi di so ché...; Tap doan Charoen Pokphand (C.P) Thai Lan, voi
100% vén tai Cty c¢6 phan Chin nudi C.P VN, C.P di hoan thanh hon 30% ké hoach
xay dyng hon 10.000 diém ban 1¢ thuc pham sach mang thuong hiéu C.P trén khip
ca nudc trong do tap trung 16n Ha No6i va Hd Chi Minh. CP ¢6 cac CHBL TP tuoi
nhu thit lon, thit ga, trang, va cac TP ché bién sin. CP cho biét cong ty nay s€ hop
tac voi nhitng ddi tac c6 mat bang dep dé xay dung cira hang. Cong ty s& cung cip
ngudn nguyén lidu va chi din hinh thirc kinh doanh, bao dam ché bién cho céc cira
hang. Tuy nhién, cac CHBL ndy van dong vai tro 1a ctra hang giéi thiéu mit hang 1a
chu yéu, con khau tiéu thu dién ra kha cham chap, do mit hang cia cira hang khong
da dang, viéc quang ba con han ché...

Truéc day TPAT chi dugc ban & mot vai cira hang voi sb luong it 6i. Nhung

nhirng ndm gé“m day, sau nhiéu thong tin vé mot sb thuc phém duoc ban tai cho
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truyén théng khong dam bao an toan v¢ sinh thuc phém, de doa strc khoe NTD, nhu
cau TPAT d3 ting 1én, co hdi mé ra cho cac nha ban 1¢ TPAT. Trén thi truong,
ngay cang xudt hién nhiéu CHBL TPAT, trong d6 ca nhimng ctra hang thyc phim
“ty” gin mac “sach/ an toan, hiru co” nhung khong c6 gidy chimg nhan 1a co s& du
diéu kién vé sinh an toan thyc pham. Céc cira hang nay da 1y giai rang, viéc lam thi
tuc xin cdp nhitng gidy phép nay vo cing phirc tap, mat nhiéu thoi gian, phai qua
nhiéu cip, co su chdng chéo giira cac co quan quan Iy. Con mot sé ctra hang tuy da
dugc cap gidy phép kinh doanh, di duoc ching nhan 1a co so du diéu kién an toan
thue pham nhung ho van khong tuan thu cac quy dinh trong viéc kiém tra, giam sat
c4c nguon hang, nhiéu mat hang cia cira hang khdng ching minh dugc ngudn géc
Xuat xt, khong dam bao an toan, chat luong cho NTD. Khi cac cira hang nay bi co
quan chirc nang phat hién ra sai pham, hau qua khdng chi xay ra ddi véi chinh cac
DN nay ma con anh hudng dén ca cac DN lam in chan chinh khic, boi NTD s& mét
niém tin d6i voi tat ca cac CHBL TPAT, khi d6 viéc tiéu thu mat hang TPAT rét
khé khian. Bén canh d6, nhiéu DN Kkinh doanh siéu thi chia s¢, ho rat mudn kinh
doanh TPTS an toan nhung e ngai vé nguon hang, vi DN gap nhiéu khé khin trong
khau kiém soat mat hang tir nha cung tng, DN lo ngai khi mat hang TP ma ho nhap
vé khdng an toan, 1am ton hai dén sic khoe ciia NTD, khi d6, uy tin DN ciing sé& bi
sut giam tram trong.

4.4.2. Hoat dong xdc dinh khdch hang muc tiéu, dinh vi thi trwong

Cac DNTM béan lé TPAT tap trung vao nhém khéch hang la cac ho gia dinh c6
thu nhap kha tro 18n, séng hay 1am viéc tai cac khu vuc dong dan cu, dan tri cao.

Dé c6 thé tao dugc 4n tuwong tét trong tdm tri khach hang, cac DN d3 tim moi
cach dé tao sy khéc biét, théng qua viéc dap tng nhu cau cua khach hang. Mot sé
DN I6n (c6 hé thdng chudi siéu thi vira va I6n) da tién hanh tham do y kién NTD
bang nhitng hinh thirc nhu tién hanh phong van truc tiép NTD tai ctra hang hoic
phong van truc tuyén thdng qua website, facebook cua doanh nghiép hoac mua lai két
qua nghién cau hanh vi mua thyc pham caa NTD cua cac cong ty nghién ciu thi
truong, mot s6 DN nho va vira khac ¢6 thé tham do nhu cau, mong mudn caa NTD
thdng qua nhirng phan hdi ciia khach hang trén website, facebook, cac trang mang xa
hoi nhu webtretho,... Thong tin ma DN mubn thu thap bao gom: nhu cau, mong mudn
cua khach hang vé mat hang TPAT, kha ning thanh toan, kha nang chap nhan gia mat
hang TPAT, th6i quen mua hang, nhitng yéu cau vé dich vy, xdc tién ban hang...
Nhitng DN nay coi trong y kién ctia khéch hang, bai ho hiéu, tir nhitng gép y nay cua
NTD, DN s& trudng thanh hon, c6 thé ton tai va phat trién trong méi trudng canh
tranh khc liét.



101

Qua tham do nhu cau khach hang, cac DN dua ra mot s6 phuong 4n tao sy khéc
biét so véi ddi thu canh tranh nhim tao sy chd y va thién cam cua NTD nhu: cira
hang cung cip da dang céc loai mit hang gom cac loai rau, ci, qua, thit, thuy hai san
tuoi song; cira hang ludn cung cap nhiéu mit hang tuoi ngon thé hién viéc thuong
xuyén cap nhat nhirng hinh anh, clip vé nhitng mat hang méi nhap vé trong ngay, con
tuoi s6ng; cira hang cung cap mat hang TPAT dam bao an toan, chat luong cho khéch
hang théng qua cac chizng nhan du diéu kién VSATTP, céc théng tin vé nha san xuat
la thanh vién cua hé théng dam bao cuing tham gia PGS...

Tuy nhién, van con nhiéu doanh nghiép chua c6 chién lugc dinh vi hop ly dé
tao dung va duy tri méi quan hé 1au dai vai NTD, nhiéu DN con lam theo kinh
nghiém hoac bat chuéc nhitng doanh nghiép khac, hoic viéc kinh doanh cia mot sé
DN mai xuat phat tir nhu cau cuaa chinh ban than ho nén ho c6 nhitng nhan thic,
danh gia chl quan, chwa tim hiéu ki dic diém NTD tai khu vyc ban hang caa minh,
chua chd y va ndm bét kip thoi nhitng dién bién tdm ly va hanh vi mua caa NTD.
Nhiéu DN chi thuc su quan tim dén NTD trong giai doan ddu mo ctra hang, ho ¢b
gang mang lai sy hai 1ong cho khach hang théng qua cung tng nhiéu mat hang c6
chat lwong, gia ca phai chang, dich vu chu d4o, nhung khi di c6 luong khach hang
on dinh, DN d3 khéng duy tri duwgc méi quan hé 1au dai véi khach hang, ho da tu
lam mét dan cac khach hang trung thanh caa minh, do ho ban cho khach nhitng mat
hang khong dam bao chét lugng, ngudn gbc khong rd rang, khong tiép thu hay c6
nhitng bién phéap khac phuc tir nhitng y kién dong gop cua khach hang,...

4.4.3. Hoat dong marketing - mix cua doanh nghiép thwong mai ban lé thuc
phim
4.4.3.1. Mat hang TPAT

Cac yéu t6 lién quan dén mat hang cua cira hang ban 1é TPAT bao gom: chat
luwgng mit hang, su da dang cia mat hang va chét luong dich vu hd tro.
* \Vé chdt lwong mat hang TPAT cua ciza hang ban lé TPAT

Péi véi cac siéu thi. Cac siéu thi chi trong dén van dé kiém soat an toan, chat
luong TPTS. Theo Bo Nong nghiép va phat trién Nong thdn (Qudn Iy dau vao dé
dam bao VSATTP hang hoa tai siéu thi, 2014) [35], tai hé thong siéu thi Big C, theo
dinh ky, bo phan “Dam bao chat lugng” s& ldy mau kiém nghiém tai cac phong thi
nghiém doc lap c6 uy tin dé phan tich cac mat hang thuc pham; thuong xuyén to
chtic cac doan kiém tra khong chi tai don vi san xuat ma con lay mau tai cac diém
ban dé kiém dinh dot xuat nham phat hién cac mat hang khong pho hop va khdng
dam bao chit lwong. Céc siéu thi dic biét la céc siéu thi 16n da st dung céc trang
thiét bi nhu hé thong kiém soat chudi cung @ng lanh (kiém soét nhiét do trén toan
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chudi cung tmg) dé phan phéi do lanh chinh xéac cho ting loai thuc pham nham dam
bao chét lugng dugc nguyén ven. Tuy nhién, khéng phai siéu thi nao ciing tuan thu
cac quy dinh bao quan, kiém soat hang hoa trén quay hang mot cach nghiém tic.
Nhitng sai pham nay khéng chi bi cac co quan chirc ning kiém tra, phét hién duoc
ma NTD ciing d4 nhin thdy hoic mua phai, diéu ndy gay ra nhiing thién cam khong
t6t cho khach hang, cho du luan x& hoi, anh huong 16n dén uy tin DN.

Poi véi cac cira hang chuyén doanh ban 1é thic pham, dé da dang mat hang,
mot sb cira hang ban cac mat hang dic san ving mién nhu thit lon den, rau rung,
thuy san, nhung cac mit hang nay khéng c6 ngudn géc xuit xt rd rang, ngudi mua
mat hang nay tai ctra hang vi sy tin tuong ¢ nguoi ban. Khau bao quan cac mat hang
thuc pham tai cac cira hang ciing duoc quan tam, cac ctra hang chuyén doanh c6 céac
trang thiét bi bao quan hang héa nhu ti mat, tu dong dé dam bao chat lugng mat
hang. Tuy nhién, vi dién tich cira hang kha nho, nhiéu mat hang rau, qua phai dé &
nhiét d6 ngoai troi, nhiéu loai rau xép chdng 1én nhau, nén chat lugng mat hang bi
giam nhanh chong.

* \/é sir da dang cua mat hang

Mt hang thuc pham trén thi truong ban Ié truyén thdng rat phong phu va da
dang nhung nhitng thuc pham dugc ban ¢ nhiing noi c6 thé truy xuat duoc nguon
gdc thi chua dugce phong phi, chua dép ing duoc nhu ciu tiéu dung da dang cua
NTD. Di véi mat hang TPTS, DN c¢6 cira hang chuyén doanh dua ra 1y do cua su
han ché nay 1a ho gap nhiéu kho khan vé ngudn hang. Thuc té, ngudn hang TPAT
chua 6n dinh, nén danh muc mat hang caa ctra hang con chua da dang.

Céac DN ¢6 logi hinh ciza hang la siéu thi, nguon hang TPTS ma cac siéu thi
vira va 16n nhap vao rat da dang, c6 ca hang ngoai nhap, nhung chil yéu 1a hang
trong nudc, bao gém rau, ci, qua, thit, ca. Thong qua lién két voi cac nha san xuat,
c4c siéu thi c6 chuong trinh quang b& hang san xuat trong nudc, tham do y kién
NTD, tir d6 tu van trd lai cho nha san xuéat dé khéng ngung hoan thién mat hang.
Chang han, hé théng siéu thi Co.opmart, Fivimart quan tdm va wu tién cho cac mit
hang hang Viét Nam chat lwong cao, ¢6 ching nhan cua Bo Y té vé dam bao
VSATTP, c6 chang chi 1ISO hoac HACCP, VietGAP, GlobalGAP. Cac DN chu
dong ky hop dong bao tiéu néng san va tién hanh ang von cho céc hop tac xa nay dé
dau tu nang cao k¥ thuat, trang thiét bi cling nhu con giéng va phan bon. Cac mat
hang TPTS duogc ban tai siéu thi phai tuan thi cac diéu kién nhu: Co gidy ching
nhan co s¢ du diéu kién ATVSTP, gidy dang ky nhan hiéu, két qua kiém nghiém
mat hang dinh ky, hd so lién quan dén mat hang, truy xuat nguon géc, hd so kiém
nghiém, kiém dich, céc xe chuyén dung van chuyén hang hoa dung quy dinh...
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Cac DN c6 ciza hang chuyén doanh ban lé thyc phdm ciing lién két véi cac ving
san xuat thuc pham an toan nhiam dam bao ngudn cung tng tin cay va 6n dinh. Cac DN
nay giam st ngudn cung tng chit ché, thuong xuyén dén cac ving san xuit thuc pham
dé giam sat, nam bét tinh hinh san xuét, tir d6 c6 nhitng hd tro kip thoi vé ki thuat, vé
vén, gitp ngudi san Xuat yén tam va co trach nhiém cung tng cho DN nhitng mat hang
an toan, chat luong. Chang han, vaéi Cong ty Bigreen Viét Nam (theo Thu Hoai (Rau
an toan ldy lgi niém tin cia NTD, 2015) [14]), cong ty di lién két véi cac vién, trung
tdm nghién ciu ndng nghiép, cac s& ndng nghiép, va cac hop tac xa néng nghiép nhu
hop tac x& néng nghiép Hoa Binh, Yén Nghia, Ha Dong, Ha Noi, Hop tac xa Muong
Sang — Moc Chau, Son La... cling nhu cac nhém hd ndong dan. Theo lanh dao cong ty,
viéc lién két nay nham tiép nhan cac két qua nghién ctu, cac cong nghé méi va céac
viing san xuat ma cac Vién va Trung tdm Nghién ciu da va dang thuc hién. Bén canh
nhitng mat hang thuc pham thong thuong, cac DN ndy ciing rat quan tam va ludn tim
kiém nhirng mat hang 14 dic san ving mién dé thu hat khach hang, ting sic canh tranh.
Tuy nhién, van dé vé sinh an toan thuc pham cua cac mat hang nay con nhiéu bét cap,
chua dugc kiém soat chat chg.

Cdc DN sdan xudt c6 cira hang ban 1é thwe pham. Mot sé DN san xuat trong
nuéc nhu Vissan, Pic Viét dd xay dung nha may khép kin lién hoan, két néi chat
ché cac khau giét mo, ché bién, dong goi, tiéu thu. Cac DN nay dua ra thi truong hai
nhom TPAT 1a TPTS va TP ché bién, ho mé hé théng cac cira hang ban 1& cua dé
gidi thiéu va ban san pham, san pham do chinh nha san xuat ban tryc tiép cho NTD
duge NTD tin tuong vi ngudn gdc rd rang, chat luong an toan. Tuy nhién voi nhiing
khé khan vé von, trinh do ki thuat..., cac DN nay ciling kho canh tranh dugc véi cac
DN nudc ngoai, vi xét vé moi mat, cac DN nudge ngoai dang co o1 thé hon rat nhiéu
DN trong nuéc, ho c6 von dau tu, co cong ngh¢ hién dai, kinh nghiém va dac biét la
stc manh thwong hi¢u voi cac mat hang dat tiéu chuan quéc té. Do vay, cac mat
hang cua cac DN trong nudc con han ché vé su da dang, chat lugng, cac ching nhan
quéc té (theo Nguyén Trudng (Pdu tw, cung iing thwe pham sach: DN Viét di trude,
vé sau, 2014) [29]).

Nhin chung, cac DNTM bén Ié thuc pham déu ¢é gang tim kiém nhitng nguon
hang c6 chat lugng dé dap tng nhu cau, mong mudn caa khach hang. Tuy nhién,
con mot s6 cira hang ban 1é thuc pham chua quan tam dén nhu cau an toan stc khoe
cia NTD, ho van dua vao nhitng TP khong ré nguon gbc, khdng an toan hoic tra
tron voi nhitng TP ¢ ngudn goc d&é mong kiém 1o nhiéu hon. Ho 1y hang tir cac
cho dau mdi nhu Long Bién (TP. Ha Noi), Binh Bién (TP. H6 Chi Minh), ma theo
co quan chire ning, nhirng chg ddu méi trén déu 1 nhitng noi rat kho kiém soét chat
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luong rau, ca, qua. Biéu nay thé hién, nhiéu DMTM bén 1é chua chi dong lién két
Vvé6i cac nha san xuit dé dam bao su 6n dinh vé sé lwong va chét luwong ngudn hang
cua minh. Mit khac, theo Dinh Van Oanh (Thuc trang va kién nghi cho hoat déng
té chic va qudn ly cac chudi cung ing gia cam cua hé thong siéu th; Viét Nam,
2015) [21], viéc thu mua hang hoa caa nhiéu siéu thi con roi rac do khong c6 cam
két mua ban 1au dai vai nha san xuét, vi vay, da xay ra hién tuong, cac nha san xuat
hity bé hop ddng cung cap khi thi treong c6 dau hiéu bién dong (khi ¢ cac nha ban
Ié khdc mua vdéi gia cao hon). Hon nira, cac siéu thi trong nudc doi luc con gay ra
kho chiu dbi véi cac nha san xuat khi khong dat ra tiéu chuan rd rang d6i véi hang
hoa, 1am hoat dong mua ban hay xay ra cac mau thuan, xung dot, dan téi nguon
hang khong 6n dinh.
* \/¢ cac logi hinh va chdt lirong dich vu hé tro

Qua tim hiéu cua tac gia trén website, facebook cua mot sé doanh nghiép san
Xuat va ban ¢ TPAT, website cua mot sé dién dan nhu webtretho, cho thay, dich vu
ban hang cua cac cira hang kha da dang. Nhiéu ctra hang béan 16 TPAT ¢6 dich vu tu
van thue don, nhan dit hang qua dién thoai, internet, nhan so ché, ché bién mon in
theo y&u cau cua khach hang, nhan giao hang tai dia chi khach yéu cau... Dich vu
nay rat pht hop cho nhirng khach hang ban ron, khdng cé nhiéu thoi gian cho viéc
di cho va nau an, day ciing 1a sy thich @ng ciia cac DNTM ban 1¢ TPAT véi su thay
d6i ciia méi truong kinh doanh. Céc cira hang chuyén doanh thwc hién céac dich vu
day du, nhanh chong hon siéu thi, khi c6 don dit hang hay c6 thic mac cua khéch
hang trén trang web hoic facebook, nhan vién cua cira hang c¢6 phan héi nhanh
trong khoang mat tiéng, trong khi do thi ¢ siéu thi c6 thé mat mot hozc hai ngay,
tham chi 1au hon. Pic biét, viéc giai quyét cac van dé mau thuan vai khach hang
ctia C4c ctra hang chuyén doanh kha linh dong va nhanh chéng, cira hang déu c6
phan hoi tryuc tiép, dua ra 10i xin 16i va doi lai hang hay tinh lai tién cho khéach hang.
Tuy nhién, khdng phai moi cira hang déu cé chat luong phuc vu tdt, van con nhiéu y
kién phan hdi tiéu cuc vé chat luong dich vu lién quan dén yéu té con nguoi cua cta
hang, day 1a mot trong nhitng khé khan ma nhiéu DN dang gap phai.
4.4.3.2. Bao bi

Theo quan sét thuc té, mat hang thuc pham tuoi séng trong nudc dugc bao goi
don gian, mat hang thuong dugc dung trong mét thi nylon, cé hat chan khéng hoac
khong duoc hat chan khéng, nhiéu mat hang so ché c6 bao bi chi 1a khay xdp, mang
nylon bao ngoai mat hang, hoac nhiéu mat hang khéng cé bao bi sin, duoc ban theo
nhu cau cta khach hang, khi khach hang lya chon xong, mat hang s& duoc dung vao
cac tai nylon. Nhu vay, c¢d ba van dé 13, thi nhat, chat liéu bao bi c6 anh huéng dén



105

su an toan caa mat hang bén trong hay khéng?, thi hai, cdch dong goi c6 dam bao
an toan chét luong cho mat hang? thi# ba, thong tin trén bao bi c¢6 dap tng nhu cau
thong tin vé mat hang cia NTD khang?.

*\/é chdt ligu bao bi

Theo céac nha khoa hoc, bao bi thuc pham la mét trong nhitng ngudn c6 thé
lam nhiém héa chét vao thyc pham, mot s6 hoa chét tir ti nylon c6 thé gay nhiém
céc kim loai nhu chi, nhitng chat doc hai gay ung thu phoi. Tai Viét Nam, céc loai
thuc pham thuong duoc dung trong thi chat déo (nylon) 1am bang cac hop chat
polyetylen hoic polyvinyl. Do céc phan tir polyvinyl don 1é ¢6 thé gay ung thu nén
nhiéu nudc da cam dung chat nay dé san xuat tii dung d6 an, nhung tai Viét Nam,
loai tdi 1am tir polyvinyl van rat phé bién vi tinh tién dung, gia re.

* \Vé cdch dong goi

Cac mat hang rau con duoc dong goi rat so sai, chang han, mat hang rau chi
duoc bo bang céai day nylon. DN san xuat va ban Ié cho rang, ho 1am nhu vy dé tiét
kiém bao bi, gop phan bao vé méi trudng, nhung NTD ban khodn, mat hang rau chi
dugc bo bang day nylon liéu c6 thé dam bao duoc chat lwgng trong qua trinh van
chuyén, phan phdi, c6 dam bao mat hang khong bi tra tron vai nhitng mat hang
khéng an toan khac khong.

* \/¢ thdng tin trén bao bi.

Nhiéu DN san xuat va ban Ié chua chi trong dén viéc nay, cac thdng tin trén
bao bi kha so sai, mot sé DN khdng cung cip day du thong tin can thiét cho khéch
hang nhu nguon gbc, han sir dung, khdi lugng, gia thanh, mat hang rau duoc bo
bang day nylon chi c6 dong chit ndi vé tén nha san xuat/ ving san xuét rau... Nhiing
mat hang TPAT c6 thé truy xuat duoc ngudn gdc 1a nhitng mat hang duoc nha san
Xuat dong goi, vi ¢6 tén va dia chi nha san xuat. Tuy nhién, theo quan sat & nhiéu
ctra hang chuyén doanh ban I¢ thuyc pham, mat hang TPTS nhu rau, cu duoc ban
theo nhu cau cia ngudi mua, khdng c6 bao bi hay trén bao bi mat hang thit lon, dui
ga chi ¢6 thong tin vé han st dung, khdng c6 thdng tin nha san xuat, diéu nay khién
NTD bin khoin khong biét mat hang ma ho mua cé thuc sy an toan khdng. Ngoai
ra, viéc ghi thong tin trén bao bi con cau tha, mot s6 DN st dung chat ligu giay dé
ran 1&n bao bi, khi gap nuwéc manh gidy nay bi rach, mo chi, nhiéu thong tin duoc
viét tay nén NTD ciing khé doc, c6 DN str dung nhitng loai nhan in sin nhung ho
lai khéng dién théng tin cu thé nhu ngay san xuat, han st dung cho tirng mat hang...

Nhur vy, chat liéu bao bi, viéc dong géi bao bi, thong tin trén bao bi mit hang
TPAT tai cac ctra hang chwa duoc chi trong, chua ning cao dugc chat luong mat
hang bén trong, tham chi con 1am anh huong dén chat lwong cia mat hang bén
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trong, anh huéng dén tinh “an toan” cua miat hang. Chinh su thiéu chuyén nghiép
nay 1am cho mat hang TPAT bj giam gid tri trong mat NTD khi ho so séanh véi hang
ngoai nhap.
4.43.3. Gia ca
* Tinh hinh gid ca TPAT cua CHBL TPAT

Thuec té, gia mit hang TPAT cia cac cira hang ban 1¢ TPAT dang cao hon so
v6i cho truyén théng. Gia TPAT duoc chia ra 3 muc khac nhau twong Gng véi 3
loai thuc pham, loai thuc pham khong gay hai do cac ho nong dan san xuat khong
c6 chuing nhan cta co quan chirc ndng (dugc NTD mua vi sy tin tudng nguoi san
xudt hodc ngudi ban), loai thyc pham khong gay hai, loai TPHC c6 chimg nhan cia
co quan chirc ning. Tai thoi diém nghién ctu (thang 11 nim 2015) cac mat hang
rau xanh, trirng, thit ban tai chg va cac ctra hang chuyén doanh thuong, si€u thi c6
gia chénh kha cao, cac mit hang dat tidu chuan VietGAP c6 gia cao hon tir 1,5 — 3
lan so v6i cho, cac mat hang thyc pham hitu co ¢6 gia cao hon tir 3 — 5 1an so voi
gi4 ngoai cho. Chang han, trong ciing mot thoi diém, cira hang chuyén doanh ban 1é
TPAT c6 mutc gia 1a: rau mudng gia 10.000 ddng/bd 0,5kg; rau ngdt 10.000
dong/bo 0,3kg; mong toi 8.000 dong/bé 0,3; tring ga 54.000 dong/chuc; thit lon
vai, ba chi 1a 165.000 dong/kg thi & ngoai cho coc dan sinh, rau mubng, mong toi
chi khoang 3.000 ddng/bé; rau ngoét 4.000 dong/bod; trimg ga ta 35.000 dong/chuc;
thit lon nac vai 80.000 dong/kg, thit ba chi 90.000 déng/kg...
* [y do gid TPAT cao hon TP khéng ré nguon goc xudt Xir

Mot chu cira hang ban Ié TPAT giai thich cho viéc gia thuc pham cua ho béan
cao 1a do chi phi dau vao cao, cdc mit hang nay duoc san xuit theo quy trinh an
toan, ning suat khong cao nhu san xuat thuc pham thong thuong duoc ban & cho,
chi phi thué mat bang, chi phi dau tu cac trang thiét bi bao quan mat hang, chi phi
lam céc thu tuc vé diéu kién kinh doanh nhu gidy chiing nhan dang ky kinh doanh,
gidy chiing nhan co sé du diéu kién vé sinh an toan thuc pham, chi phi vé bao bi,
nhin méc theo quy dinh... Do vay, cac chu DN déu thira nhan rang, gia thanh 1a mot
trong nhitng khé khan dé mo rong thi truong tiéu thy cho TPAT, nhat 1a dbi voi
nhém NTD c¢6 thu nhap trung binh. DN ciing cho rang, néu san lugng TPAT duoc
ban ra nhiéu hon thi gia mat hang TPAT s& giam do loi thé kinh té theo quy mo.
4.4.3.4. Dja diém
* Vé vi tri cira hang

Dé dap tng nhu ciu va thoi quen mua sam ciia NTD vé TPAT, nhiéu ctra hang
ban 1¢ TPAT da dugc mé ra, cac ctra hang nay thuong tap trung ¢ nhitng khu vuc cé
déng dan cu thu nhap kha. Viéc ctra hang ban 1¢ TPAT gan nha tao diéu kién dé
NTD dé dang tiép can v6i TPAT hon, ho s& dé dang di dén quyét dinh mua hon.
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Trén thi trudng con ¢6 mot sé DN khéng ma cira hang tai mot dia diém cu thé,
ho ban hang truc tuyén hay DN c6 doi ngii nhan vién tiép can truc tiép véi tung
NTD hay nhém NTD theo cum dan cu dé tiép nhan don hang, sau dé giao hang cho
NTD hang ngay hoic mét sé ngay trong tuan theo yéu cau cia NTD. Tuy nhién,
trong thuc té, viéc ban hang truc tuyén van khong thé phuc vu dugc moi dbi tuong
khach hang, vi cach thirc nay chi yéu chi phi hop voi nhém NTD 1a ngudi 1am vin
phong. Hon nita, nhiéu NTD van c6 th6i quen mua hang truc tiép tai cira hang vi
NTD Viét Nam ndi chung van cé tam ly phai truc tiép xem mit hang thi ho méi
quyét dinh nén mua hay khdng, do vay, cac DN bén Ié thuc pham van nén chon cho
minh cua hang co vi tri phu hop.

Céac DN thuong khao sat ki vi tri dat cira hang, co6 DN di chia sé vé tiéu chi
lua chon ctra hang ctia minh nhu sau: “Khu vuc déng dan cu thu nhap kha trd 1én va
c6 tri thirc cang t6t; Khu vuc dong nguoi qua lai va tién cho viéc ghé qua mua thyuc
phém vi du nhu gén cho, gén truong hoc, gén cac toa nha cao téng; Khu vuc ¢6 thu
nhap cao tap trung & cac quan nhu Hoan Kiém, Hai Ba Trung, Pong Pa, Cau
Gidy...”

* \/é bau khong khi trong ciza hang

Cac siéu thi cd dién tich 16n nhan dwoc nhiéu su hai 1ong cia NTD vé bau
khéng khi ctra hang (khdng gian rong rai, hang hoa da dang, trung bay dep, 16i di
thong thoang, NTD cam thiy ty do mua sdm...) nhung cac siéu thi nay lai kha xa
khu dén cu, khong thuan tién cho viéc mua sim hang ngay cua NTD, NTD thudng
dén siéu thi vao cac ngay cudi tuan, ngay I8

Céc cira hang ban 1& TPAT c6 dién tich rat nho nhung gia thué lai cao do nam
tai khu dan cu déng duc. Vi dién tich nho nén viéc bé tri hang hoa, 16i di trong ctra
hang chua duoc thdng thodng, chd giri xe va giri d6 con bi han ché, & nhiéu cua
hang, xe cua khach phai dé tran ra ca via he, 1ong dudng, du c6 nguoi trong xe
nhung nhiéu NTD van khong yén tam khi mua hang. Viéc trung bay hang hoa ciing
chua duoc tét, nhiéu ctra hang chuyén doanh bay nhiéu hang héa nén dé bi lon xon,
khong theo ding chi din & gia hang, NTD phai tim kiém, vira gdy mat thoi gian,
vira anh hudng dén chét luong hang héa do hang héa bi xép chong 1én nhau...

Nhu vay, DNTM bén I¢ rat quan tam, mong muén c6 mot diém ban vai vi tri
thuan lgi cho viéc mua sam cia NTD. Piém béan nay can c6 khong gian thoang
dang, trung bay dep, hap din khach hang, mat hang ludn twoi méi, dam bao chat
lwong nhung khong phai DN nao ciing c¢6 du diéu kién dé thuc hién.
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4.4.3.5. XUc tién thwong mai

Cac DN ngay nay ciing dic biét chi trong vao van dé théng tin mit hang
NTD. Cac DN sir dung c6ng cu marketing truc tiép 1a chu yéu. Cac thong tin vé
ngudn hang déu duoc cong bd minh bach, rd rang trén website, t& roi. DN ciing rat
tich cuc giao tiép véi khach hang thong qua dién thoai, trang web, facebook hoic
trao d6i voi khach hang tai cira hang. Thong qua cac phuong tién truyén thdng nay,
DN con cung cap cho khach hang cac thdng tin vé mit hang, dich vu ban hang, giai
dap cac thic mic lién quan dén ctra hang nhu ¢ng Xt cta nhan vién, gié ca.... Qua
tim hiéu trén facebook cua c4c cira hang chuyén doanh nhu Bac Tém, Biggren, Tam
Dat, cac ctra hang cd su cap nhat nhiéu thdng tin vé thi truong thuc pham, cung cap
cac bai viét vé TPAT dé nguoi truy cap c6 thé hiéu rd hon vé mat hang, cac bai
hudng dan cach ché bién, st dung thuc pham sao cho an toan, danh muc mat hang
c6 trong ngay, DN con thuong xuyén giao luu tryc tuyén véi khach hang. Trang
web cua cac siéu thi ¢6 noi dung don gian, chu yéu la cac thdng tin vé mat hang
nhung khong dugc truy cap thuong xuyén.

Ngoai viéc str dung cong cu marketing truc tiép, cac cira hang ban lé thyuc
pham sir dung cong cu khuyén mai, chuong trinh wu dai cho khach hang than thiét.
Siéu thi c6 nhiéu chuong trinh khuyén mai hon cac ctra hang chuyén doanh. Hoat
dong truyén théng cuaa siéu thi thuong cd nodi dung quang ba vé cac chinh séach
khuyén mai cho mat hang TPAT... Tuy nhién, nhiéu DN ciing nhan thay, viéc
khuyén mai khong con thu hat NTD nhu trude ddy, van ¢& NTD quan tam la théng
tin vé mit hang nhu ngudn gdc, su an toan, cac chang nhan, tu van vé lua chon mat
hang...

Nhu vay, hoat dong x(c tién thuong mai cha yéu cta cac DNTM bén ¢ TPAT
la hoat dong khuyén mai, wu dai cho khach hang than thiét, cung cip cac thong tin
vé mit hang TPAT caa DN, tinh hinh TPAT trén thi trudng, tu van cach phan biét
va ché bién thuc pham. Cac cira hang chuyén doanh cung cap da dang théng tin lién
quan dén TPAT va cip nhat thuong xuyén hon céc siéu thi béan 1é.
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KET LUAN CHUONG 4

Chuong nay dua ra két qua nghién cau vé hanh vi mua TPAT cua NTD gom:
hanh vi mua theo tién trinh quyét dinh mua TPAT cua NTD; kiém dinh méi quan hé
gitta cac yéu té tam ly, quyét dinh lva chon CHBL TPAT, yéu té nhan khau hoc cua
NTD véi quyét dinh mua TPAT cua NTD; méi quan hé giita cac yéu té marketing -
mix caa CHBL TPAT vdi quyét dinh lva chon CHBL TPAT:; thuc trang hoat dong
marketing cuia DNTM béan 1¢ TPAT. Két qua nghién ctru nhu sau:

- Hanh vi mua theo tién trinh quyét dinh mua TPAT ctia NTD gom 5 buéc:
nhan biét nhu cau vé TPAT (do lo ling vé an toan sic khoe, méi trrong); tim kiém
thong tin vé TPAT (dic diém mat hang, noi mua mat hang); lua chon phuong an
(mua loai TP nao, ¢ dau); y dinh mua TPAT, quyét dinh mua TPAT (mét s6 rao can
anh hudng dén quyét dinh mua TPAT caa NTD nhu thai do cua ngudi than, ban bé
vé TPAT, diém bén chua thuan tién véi viéc mua sam, gia TPAT cao hon so v6i TP
thong thuong, thu nhap cua NTD con thap); hanh vi sau mua TPAT.

- Nhom yéu t6 tdm ly gom niém tin, thai d6, mac do hiéu biét cia NTD vé
TPAT c6 anh hudng dén quyét dinh mua TPAT caa NTD.

- Quyét dinh lya chon CHBL TPAT c6 méi quan hé vai quyét dinh mua TPAT
cua NTD.

- Nhém yéu té nhan khau hoc caa NTD bao gom gidi tinh, gia dinh ¢ tré em
c6 anh huong dén quyét dinh mua TPAT cua NTD.

- Nhém yéu t6 marketing — mix cia CHBL TPAT (trir yéu té con nguoi cua
CHBL TPAT) c6 anh hudng dén quyét dinh lra chon CHBL TPAT cua NTD.

- Viéc phan tich thuc trang hoat dong marketing caa cac DNTM ban Ié TPAT
trén co so phan tich tong hop céc tai liéu tha cap, bao gom thuc trang xac dinh
khach hang muc tiéu va dinh vi thi truong, cac hoat dong marketing - mix cua
DNTM ban ¢ dua trén hiéu biét vé hanh vi mua cia NTD.

Nhiing két qua nghién ciru trén 1a co sé cho viéc dé xuét cac giai phap ddi voi
cac DNTM ban 1¢ thyc pham, kién nghi dbi véi co quan chirc ning cua Chinh Phu
va thanh phé Ha Noi nham nang cao hiéu qua hoat dong marketing cua cac DNTM
ban Ié thyc pham.



110

CHUONG 5
KET LUAN VA MOT SO PE XUAT VE VAN DUNG KET QUA NGHIEN
CUU HANH VI MUA THU'C PHAM AN TOAN CUA NGUOI TIEU DUNG
VAO HOAT PONG MARKETING CUA DNTM BAN LE
THUC PHAM TAI DIA BAN HA NOI

Churong 5 trinh bay két lugn vé nghién ciru thyc trang hanh vi mua TPAT cua
NTD va thuc trang hoat dong marketing cia DNTM ban 1é dia trén hiéu biét vé
hanh vi mua TPAT cua NTD tai dia ban Ha Ngi. Trude khi @é xudt giai phap, tac
gid tong hop mét sé duw béo cua cac té chic nghién citu thi trieong, co quan nha
nuéc ¢6 lién quan vé cau thi truong TPAT va xu hwéng hanh vi tiéu ding TPAT cua
NTD Ha Ngi, xu thé phat trién cac logi hinh ban lé TPAT hién dai. Tir dé, tic gia
dwra ra mot sé dé xuat doi véi cac DNTM bén lé vé vdn dung cac két qua nghién cizu
hanh vi mua TPAT cua NTD vao hoat dong marketing cua DNTM béan lé thuc
pham, mét sé d@é xudt vi mé nham nang cao nhdn thite, thay doi hanh vi, thic day
tiéu dung TPAT cua NTD, tao diéu kién thudn lei cho cac DNTM ban lé thuc pham.
5.1. Dy bao cau thi trwong vé thwe pham va xu hwéng hanh vi tiéu dung thuc
pham an toan ciia ngudi tiéu dung Ha Ni

Chi s6 niém tin ctia nguoi tiéu dung (Consumer Confidence Index) trong nim
2016 12 90 diém, cao hon nam 2015 (85 diém), cho thiy nguoi tiéu dung sin sang
chi tiéu nhiéu hon. Chi s6 niém tin ndm 2017 dwoc du bio s& binh 6n & mirc 89
diém. Nguoi tiéu dung cam thy tin tudng hon vao tde do ting truéng ctia nén kinh
té, co s& ha tAng phat trién va cai thién mac sdng. Tuy nhién nhiing sy kién vé 6
nhiém moi trudng va an toan thuc phdm trong nim qua khién nguoi tiéu dung cam
thiy bat an va quan tdm nhiéu hon dén hai vn dé nay. Khoang 80% nguoi tiéu
dung Viét Nam coi van dé an toan thuc phém la quan trong nhat, trén ca cong viéc,
chi phi sinh hoat, va thién tai. Chinh vi vy ma nguoi tiéu dung “trung phat” nhiing
thuong hi¢u bi su cd vé an toan thuc phém khién cho doanh thu cta nhitng thuong
hiéu nay giam manh 30 — 60%. (Theo Thé gidi tiép thi (Cdc xu hwéng tiéu ding
nam 2017, 2016) [45]).

Nim 2016, nhitng vu lién quan dén thyc phdm ban khién nguoi tiéu dung quan
tam hon dén ngudn gdc cac loai thyc pham. Chinh vi viy, ngudi tiéu ding Viét
Nam dang hudng dén tiéu dung thyc pham hitu co dugc cip cac chimg nhan an toan
vé sinh nhiam bao vé strc khoe cho chinh minh. Do d6, ho phai tim dén cac thuong
hiéu, cac diém ban 1é déng tin cdy, nhitng san pham di dugc kiém dinh va ching
nhan. Thyc pham hitu co dang dugc nhiéu nguoi tiéu dung wa chuéng nhu mot giai
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phap cho tiéu chi khoe, dep, cai thién voc dang va than thai... Vi vay, nhu cau vé
ngudn thuc pham an toan, giau dudng chat ty nhién dang gia ting mot cach nhanh
chéng. Mic du, gia ban cua cac san phdm mang méc hitu co chi duoc nhitng nguoi
¢6 thu nhap cao st dung do c6 gid cao, nhung vdi xu hudng tiéu dung ngay cang
cao clia ngudi tiéu dung thi chic chan trong nam 2017 s& 13 nam thi trudng cla cac
san pham TPHC né ro. (Theo Thuén Phong - Sao Mai (Nhitng xu hudng tiéu ding
s€ “néi” lén trong nam 2017, 2017) [31]).

Theo két qua nghién ctru cta Nielsen nim 2016 [43], NTD ngay cang chon
cac ché d6 an kiéng dac biét dé thoa man cho nhu cdu mudn duoc an thuc phém htru
co, it chat béo, nang luong thap, it dudng hodc loai bé cac thanh phan khoéng phu
hop vé6i su dung nap cta ban than NTD. Trong khao sat mdi vé Sitc Khoe va Sy
Nhay Cam Véi Cac Thanh Phan Nguyén Liéu cua Nielsen, két qua cho thiy, 72%
NTD Vi¢t Nam dang theo mot ché d6 an uéng han ché hodc khong ti€u thu mdt sb
loai thuc pham hodc mot vai thanh phan co trong thuc phdm. Ché d6 an udng han
ché lugng chit béo hoic duong 1a loai ché do an kiéng phé bién nhat & Viét Nam
(voi ty 1€ twong tmg 46% va 25%). Ngoai ra, mét trong nam nguoi dugc hoi noi
réng ho tuan theo mot ché do an uéng han ché tiéu thu cac loai thit hodc
carbohydrate (voi ty 1¢ tuong ung 1a 18% va 17%).

Vé xu huéng mua sim cua ngudi Viét Nam, cac chuyén gia nhdn manh vé tim
quan trong cua internet va thuong mai dién tr d6i voi nhitng doanh nghiép mudn
tiép tuc canh tranh hi¢u qua trong tuong lai. Hon 60% dan sb Viét Nam duéi 35
tudi, 1a thé hé tré quen véi viée sir dung cong nghé va mang internet dé thu thap
thong tin vé hang hoa phuc vu cho quyét dinh mua sam. Ngoai ra, xu huéng phu nix
di 1am dang ngay cang tiang khién cho nhu cau mua hang tiéu ding qua kénh thuong
mai dién tir ciing gia ting. V& thi hiéu thuong hiéu dbi v6i cac mat hang thuce pham,
ngudi tiéu dung Viét Nam duogc danh gia 1a van trong thuong hiéu Viét Nam hon
thuong hiéu qudc té. (Theo Thé gidi tiép thi (Cdc xu hwéng tiéu ding nam 2017,
2016) [45]).

B4o c40 vé “Hanh vi va xu hudng nguoi tiéu dung 2016” cua Nielsen Vietnam
[43] cling cho thay, thdi quen mua sam ciia NTD c¢6 sy thay d6i, viéc mua hang trén
mang ciia NTD tré dang gia ting manh v&i cac trang mang ban hang truc tuyén nhu:
Zalora, Lazada... Bén canh d6, nho su hd tro trong két ndi cong dong cua cac mang
x& hoi nhu: Facebook, Zalo, Twitter, Youtube... ngdy cang nhiéu cac trang bén
hang qua mang dugc NTD nhan dang va ghi nhé thdng qua cac trang quang cao
dugc “day” lién tuc 18n cac mang xa hoi nay.
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Mua sim truc tuyén ta1 Viét Nam tiép tuc tang trudéng manh va dang dinh hinh
dé thay thé viéc mua sdm tai ctra hang trong twong lai gin. Nam 2016, 13 mot nim
danh dau budc dot pha manh mé& cua cdc DN ban 1€ 16n trén thi truong véi viéc xay
dung hang loat cac trang thuong mai di¢n tor nhu: lotte.vn (Lotte Vi¢t Nam),
adayroi.com (Vinmart), aeoneshop.com (Aeon Viét Nam),... nguoi ti€u dung cling
dan thich nghi véi hinh thirc mua ban tai nha. Va véi nhu cdu mua sam dién tir dang
dugc nguoi tiéu dung tré don nhan, nguoi tiéu dung Viét Nam ciing dan wa chudng
cac hinh thirc giao dich qua tmg dung di dong Vi su tién loi vé thoi gian, cac hinh
thirc ban hang “hién dai” ndy s& 1a noi ngudi tiéu dung dit tron niém tin. (Theo
Thuan Phong - Sao Mai (Nhitng xu huéng tiéu ding sé “néi” lén trong nam 2017,
2017) [31]).

Nhu viy, NTD Ha Noi ngdy cang quan tim dén tinh an toan khi tiéu dung
thuc pham, ho tim hiéu ki vé thanh phan thyc pham trudc khi mua nham dam bao
thue pham d6 khong c6 hodc c6 ¢ muc cho phép cac chat gy hai cho strc khoe.
NTD c6 khuynh huéng sin sang chi tra cho TPAT véi gia cao hon so voi gia thuc
pham thong thuong khac. Viéc nguoi dan ngdy cang sung tic hon khién ho ting
tiéu dung ¢ cac cua hang ban 1¢ hién dai va gidm mua hang ¢ cac cua hang ban 1¢
truyén thong. NTD ¢6 xu hudng mua sam tryc tuyén, dic biét 1a nhém NTD tre.

5.2. Xu thé phat trién cac loai hinh ban 1é thue pham hién dai trén dia ban Ha Noi

Theo Quy hoach cia B6 Cong Thuong, dén nim 2020 ca nudc s& cd khoang
1.200 — 1.500 siéu thi, tic 1a can thém 550 siéu thi so véi hién tai, 180 trung tam
thuong mai va 157 trung tim mua sam (Cuc xuc tién Thuong Mai (Th; truong ban
lé Viét Nam: con nhiéu tiém nang, 2015) [37]).

Do phan 16n ngudi dan Viét Nam da quen thudc vai céc siéu thi va dai siéu
thi, cung cdp ca mit hang thuc pham va cac mat hang khac, hai hinh thic nay sé& c6
su ting trudng manh nhat trong thoi gian téi. Thém vao do6, siéu thi va dai siéu thi
nhan dugc sy quan tam nhiéu nhét tir cac nha dau tu mai trong linh vyc ban 1¢ do
muc lgi nhuan cia mdi ctra hang cao.

Khéng chi thi truong ban 1é n6i chung ma thi truong ban 1é hang thuc pham
cling duoc céc chuyén gia nhan dinh s& phat trién trong thoi gian tgi. Trén thyc té,
nhitng nim qua nganh thuc pham va d6 udng ting trudng nhanh ca vé sb luong va
chat lwong, cho thay tiém nang 16n caa nganh nay tai Viét Nam. Bo Cong Thuong
da xép nganh cong nghiép thuc pham vao nhom nganh dang c6 loi thé canh tranh va
¢ dinh hudng, chién luoc phét trién trén co so sir dung cong nghé tién tién, hién
dai, khai thac sir dung tbi da nguyén liéu trong nudc, tao miat hang da dang, bao
dam chét lwong vé sinh an toan thyc pham theo tiéu chuan Viét Nam va quéc té, co
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kha nang canh tranh cao, hinh thanh nganh kinh t& manh, hoi nhap viing chic véi
khu vuc va thé gidi (Cuc xdc tién Thuong Mai (Thi trong béan lé Viét Nam: con
nhiéu tiém nang, 2015) [37]).

Cac nha ban 1é ciing dang wu tién cac loai thyc pham lanh manh va nhiing
thuong hiéu c6 uy tin & cac khu vuc trung bay trung tim cua c4c cira hang, va nhan
manh thuc pham tuoi va dé hong xung quanh chu vi d6 dé thiic day tang truong cua
nganh hang nay. Cac nha ban ¢ thuc pham va thuc pham tuoi séng ciing dang khai
thac xu hudng gia ting cua dién thoai théng minh va két ndi di dong dé cung cap
cho khéach hang théng tin vé& san pham ma ho mua. Nho c6 thé tiép can nhanh hon
va dé hon véi cac nguodn thong tin nay, nguoi tiéu dung hién nay biét ho can tim gi
& thuc pham va quan trong hon, loai thuc pham nao phil hop véi ho. Sy phét trién
lien tuc caa internet va ty Ié tiép can duoc ky vong khip khu vuc nay di mang lai
cho nganh coéng nghiép thuc pham rat nhiéu trién vong hap dan lién quan dén ban,
phan phéi va gido duc kién thuc tiéu dung. (Theo Long Ho6 (Thi truong thwe pham
chdu A: Thach thire va xu huéng, 2016) [15]).

Nhu vay, ngiy cang c¢6 nhiéu DN quan tdm, dau tu kinh doanh TPAT, bai
NTD ngay cang c¢6 xu huéng tiéu dung loai thuc pham nay. Cing véi quy hoach
cua Chinh phu vé viéc mo rong cac loai hinh ban 1¢é hién dai nhu siéu thi, trung tdm
thuong mai ctra hang tién ich, cic DNTM béan 1¢ TPAT dau tu phat trién chudi ctra
hang chuyén doanh, siéu thi. Bén canh d6, xu huéng ban hang qua internet s& rat
phat trién, NTD tré, ngudi lam viéc vin phong rat ua chuong hinh thirc mua hang
trye tuyén nay, cac DNTM bén 1¢ TP can da dang cac hinh thirc ban hang, ning cao
chat luong dich vu, dau tu cong nghé, trang thiét bi dé co nhimg hoat dong
marketing phu hop.

5.3. Thao luin két qua nghién ciu

5.3.1. Két qud nghién ciru hanh vi mua thiwe phdm an toan ciia ngwoi tiéu ding
Ha Nji

5.3.1. 1. Mgt s6 ddc diém cd nhdan nguroi tiéu ding mua thyec pham an toan

Két qua nghién ctru dinh lwong d3 chi ra cac yéu td gia dinh c6 tré nho ¢ anh
huong dén quyét dinh mua TPAT cua NTD. Cac yéu t gidi tinh, trinh d6 hoc vén
c6 anh huong dén quyét dinh lua chon CHBL TPAT. Cung véi két qua nghién cau
dinh tinh, c6 thé md ta mot s6 dic diém c& nhan vé NTD mua TPAT nhu sau:

Vé gigi tinh. So voi NTD l1a nam, ty 1&é NTD Ia nit quyét dinh c6 lya chon
CHBL TPAT nhiéu hon. NTD nit ¢6 nhan thic rd rét vé nhu cau tiéu dung TPAT,
ho ludn lo lang cho stc khoe cua gia dinh, nhimg ngudi nay thudng bi anh huéng
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nhiéu tir nhém tham khao 1a nguoi than, ban bé, tir mang x& hoi khi tim hiéu vé lgi
ich caa TPAT, cach nhan biét TPAT, noi mua TPAT...

Vé gia dinh ¢6 tré nhé, nghién ciru da chi ra méi quan hé giita quyét dinh mua
TPAT va gia dinh c6 tré em 1a quan hé thuan, gia dinh c6 tré nhé quan tam nhiéu
dén viéc mua TPAT hon 14 gia dinh khong c6 tré nho. Tuy nhién, trong s6 6, NTD
mua TPAT khoéng chi cho con nhd, ma mua sir dung cho ca gia dinh.

Vé trinh d¢ hoc van, NTD c¢6 trinh do hoc van PH/sau PH quyét dinh c6 lya
chon CHBL TPAT chiém ty 18 cao nhat trong cac nhom trinh do hoc van.

Vé nghé nghiép, nhdm nhitng NTD 14 nhan vién van phong, quan ly, gido vién,
ho c6 kha nang tiép can véi nhiéu thong tin vé TPAT, san sang mua TPAT hon céc
nhom NTD Ia cdng nhén, nghi huu, ndi tro thuan tay tai nha. Nhimg nguoi di 1am
¢ xu huéng di mua TPAT tai cac CHBL TPAT mét lan trong tuan 1a cha yéu.

Vé thu nhdp hé gia dinh, NTD c6 tong thu nhap ho gia dinh tir 15 triéu dong/
thang c6 kha ning va sin sang mua TPAT, nhung tan suit mua chwa thuong xuyeén.
NTD c6 téng thu nhap ca gia dinh dudi 15 triéu dong/ thang chua sin sang mua
TPAT hoic chi mua véi s6 lugng it va khong thuong xuyén, tuy nhién, mét s6 NTD
trong nhdm nay cho rang, vi sy an toan sic khoe cia gia dinh, ho chap nhan muc
gia ban TPAT. S6 NTD chi tir 1 triéu — duéi 3 triéu dong dé mua TPAT trong 1
thang chiém ty 1¢ cao nhat (49,9%). Loai thuc pham ma NTD mua nhiéu va thudng
xuyén nhat 12 nhém rau, cu.

Vé thoi gian ngi tro, NTD cang c6 thoi gian noi trg 1au thi ho cang c6 nhiéu
kinh nghiém ddi voi TPAT. Nhung nhém NTD trung tudi, ¢6 thoi gian noi tro lau
(trén 20 nam) chua san sang mua TPAT tai cac CHBL TPAT. Nhom NTD v¢i thoi
gian noi tro dudi 10 nam, chwa c6 nhiéu kinh nghiém vé TPAT, ho sin sang mua
TPAT tai cac CHBL TPAT.

Két qua nghién cau vé dic diém ca nhan NTD duoc van dung vao viéc xac
dinh thi truong muc tiéu, dinh vi thi treong, va cac hoat dong marketing cua cac
DNTM bén 1¢ nham dap (ng thoa man t6t hon nhu cau va mong muédn cia NTD.
5.3.1.2. Pdc diém hanh vi mua theo tién trinh quyér dinh mua thiec phdm an toan
cua nguoi tiéu dung

Tién trinh mua TPAT cua NTD trai qua nim giai doan: nhan biét nhu cau, tim
kiém thong tin, lya chon phuong an, quyét dinh mua va hanh vi sau mua.

- Nhan biét nhu cau. NTD chiu tac dong béi hai kich thich bén trong va bén
ngoai.

Kich thich bén trong bao gom su lo ling vé an toan stc khoe, thoi quen sir
dung thuc phim twoi ngon, lo ling vé 6 nhiém méi truong, trong dé, su lo ling vé
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an toan suac khoe cho ban than va cac thanh vién trong gia dinh NTD c6 tac dong
manh nht, thoi thic NTD tim kiém va mua sim TPAT.

Kich thich bén ngoai gdm viéc truyén thong vé tac hai cua tiéu diung TP khéng
an toan va ich lgi cua tiéu dung TPAT, viéc ban be¢, nguoi than cia NTD da su
dung, tin tuéng vao lgi ich TPAT, su tu van cta cac chuyén gia dinh dudng, cac bac
Sy VA viéc cac cira hang ban 1é TPAT xuat hién ngay cang nhiéu tai khu vuc NTD
sinh séng da tac dong dén nhu cau tiéu dung TPAT cua ho.

- Tim kiém théng tin.

Néi dung thong tin. Cac thong tin vé TPAT ma NTD mudn tim hiéu gdm: su
khac nhau gitra TPAT véi TP thong thuong, ly do tai sao TPAT c6 gia cao hon TP
thong thudng, noi san Xuat, cac chiang nhan cho mit hang TPAT, noi mua, chung
loai mat hang, cac dich vu, cac chuong trinh xtc tién ban hang... Céc théng tin vé
ctra hang béan 1é TPAT bao gom: thuong hiéu, dia chi, s6 dién thoai, facebook;
ngudn hang; loai mat hang; d6 tuoi cua mat hang, cach bao quan; cac dich vu ban
hang ; kha niang tiép nhan cac phan hdi cua nhimg khach hang da mua mait hang tai
ctra hang; cac chuong trinh xuc tién ban hang.

Nguon thong tin. NTD tim kiém thong tin tir nguén bén trong va bén ngoai.
Nguon thong tin bén trong l1a nhitng hiéu biét va kinh nghiém cua ban than, tuy
nhién NTD chua c6 nhiéu kién thuc vé TPAT. Ngudn théng tin bén ngoai gom:
ngudn thdng tin ca nhan tir ngudi than, ban bé, ddng nghiép; ngudn théng tin tir cac
phuong tién truyén théng dai ching; ngudn thong tin tir nha ban lé.

- Lira chon phuong dn.

Déi vai mat hang, NTD coi tiéu chi mat hang thuc pham phai c6 ré nguon géc,
an toan, chat luong, dam bao gia tri dinh dudng, gia ca ciing 1a mot tiéu chi quan
trong khi NTD danh gia chat luong mat hang, tuy nhién, NTD san sang chi tra cho
muc gia cao nay néu thuc pham ma ho dinh mua duoc chang minh 14 an toan.

Déi véi CHBL TPAT, NTD quyét dinh mua thuc pham tai cic CHBL TPAT
khi ctra hang nay c6 sy khac biét so véi cho nhu: TP ¢6 rd ngudn gbc xuét xt, duoc
kiém soat va chirng nhan du diéu kién an toan thuc pham, chit luvong twoi ngon....

- Y dinh mua - Quyét dinh mua. Nhitng nguoi c6 ¥ dinh mua nhung chua c6
quyét dinh mua vi ho dang gip mot s rao can nhu thu nhap con chwa dap tmg dugc
muc gia cao cua TPAT; tai noi ho & chua c6 nhiéu CHBL TPAT hoic CHBL TPAT
chua mang lai sy thuan tién cho NTD khi mua sam, chung loai TPAT tai ctra hang
chua da dang; ddc biét NTD chua tin tudng vao su trung thuc ctia cac co so san Xuét
va noi ban TPAT; thoi quen/ sé thich vé trong trot, chin nudi. Nhitng rao can ndy
duogc giai quyét thi NTD s& mua TPAT nhiéu hon.
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- Hanh vi sau mua. Su hai 16ng/ khéng hai long phu thudc vao chat lwong
hang hoa, d6 an toan, sy phong phu cua mat hang, bao bi mat hang, nhén hiéu, gia
mat hang, dich vu ban hang, phong cach phuc vu cua nhan vién... NTD c6 nhiing
phan tng rat cu thé khi ho hai 16ng hoic khdng hai 1ong vé cira hang ban ¢ TPAT,
phan &ng dién ra chi yéu khi NTD hai 1ong hay khong hai long 1a viéc ho sé tiép
tuc/hay khong tiép tuc dén mua TPAT tai ctra hang d6 nira va c6 nhiing chia sé Voi
ngudi khac, dic biét 1a trén facebook cé nhan, facebook cua cira hang, fanpage vé
chu dé tiéu dung thuc pham an toan,... Su khong hai Iong caa NTD con xay ra do
DN noéi sai sy that hoic néi qué su that vé mat hang 1am cho NTD ky vong, khi
NTD s dung thiay khong dung nhu ky vong, ho s& khdng hai long, giam niém tin
d6i voi DN,

Két qua nghién ciu hanh vi mua theo tién trinh quyét dinh mua cia NTD duoc
van dung trong dé xuat giai phap vé hoat dong truyén théng caa DNTM béan ¢
TPAT. Can ct vao mdi giai doan cua tién trinh quyét dinh mua cua NTD, DN cén
dua ra cac ndi dung, cach thic truyén théng phi hop, gidp NTD c¢6 nhan thirc dung
vé TPAT, thiy duoc loi ich cua tiéu dung TPAT, c6 du thong tin khi lra chon san
pham, noi mua, 1am cho NTD c6 thé di dén quyét dinh mua va hai long sau khi
mua.
5.3.1.3. Sw dnh huéng cua cac yéu té dén quyét dinh mua thuc phdm an toan, quyét
dinh lyra chon cira hang ban Ié thuec pham an toan cia nguwoi tiéu ding.

* Sy anh hwéng cua CAC yéu to tam Iy dén quyét dinh mua TPAT

M6 hinh dé xuat ban dau duoc dua vao nghién ciru gom c6 3 yéu té duoc gia
dinh anh hudong dén quyét dinh mua TPAT (thai do dbi véi TPAT, niém tin dbi véi
TPAT, muc do hiéu biét cua NTD dbi voi TPAT). Két qua thu duoc cho thay, ba
yéu té nay c6 anh huong dén quyét dinh mua TPAT cia NTD.

Yéu té6 “Quyét dinh mua TPAT cia NTD”. Theo bang 1 phu luc 12b, viéc
NTD di xem xét viéc mua hay tiép tuc mua TPAT duoc nhiéu NTD dong tinh nhat
(gid tri trung binh la 3.5), viéc NTD thuong xuyén mua TPAT vi méi trweong nhan
dugc it ddng tinh cia NTD (gia tri trung binh 12 2.9).

Yéuto “Niém tin ciia NTD doi véi TPAT”: bao gom su tin tuéng cia NTD dbi
V6i cac CHBL TPAT, tin twong nha san xuat TPAT, vao dau chitng nhan vé an toan
thuc pham, thong tin trén bao bi mat hang TPAT, vao nhan hiéu mit hang TPAT...
NTD s& khong quyét dinh mua TPAT néu ho khong tin tudong vao nha san xuat, nha
ban 1¢, co quan chirc nang kiém soat TPAT. Nhu vay, niém tin 1a mot yéu té quan
trong anh huong dén quyét dinh mua TPAT caa NTD Ha Nai. Két qua théng ké md
ta yéu t6 niém tin ¢ bang 3 phu luc 12b cho thay, gia tri trung binh (mean) cua
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ngudi dugc hoi & muc tir 3,15 dén 3,46. Piéu nay thé hién, NTD chua thuc su tin
tudng vao diém ban TPAT, vao nha san xuit TPAT, vao cac chirng nhan vé mat
hang TPAT.

Yéu to “Thdi do ciia NTD vé TPAT”: NTD cang c6 thai do tich cuc véi TPAT
thi ho cang nhanh chéng di dén quyét dinh mua TPAT. Két qua thong ké md ta yéu
t thai do d6i véi TPAT ¢ bang 4 phu luc 12b cho thay, gia tri trung binh (mean)
ctia ngudi duoc hoi & muac tir 3,41 dén 3,64. Pidu nay thé hién, NTD co thai do tét
nhung mirc d6 ddng tinh chua cao d6i voi nhan hiéu TPAT (3,41), ho cho rang, siéu
thi hay ctra hang chuyén doanh van c6 thé ban TP khong an toan. That vdy, thi
truong thuc pham ciing dang rat 1on xon, loi dung tdm 1y lo so thuc phim khong an
toan anh hudng dén strc khoe cia NTD, nhiéu diém ban di gin mac “thyc pham an
toan” 1én san pham cta minh. Tuy nhién, ¢6 nhiéu NTD cho rang TPAT xtng dang
Vv6i ddng tién bo ra (3,64) va NTD thich mua TPAT (3,61). Pay 1a mét tin hiéu tich
cuc trong viéc thiic ddy NTD mua TPAT.

Yéu té “Mirc d@é hiéu biét ciia NTD vé TPAT” két qua nghién ctru dinh luong
cho thay, mic do hiéu biét vé TPAT ¢ anh hudng dén quyét dinh mua TPAT cua
NTD, so véi cac yéu to tm ly thi mic do hiéu biét c6 anh huong manh nhat. Két
qua théng ké mo ta yéu té “Murc do hiéu biét vé TPAT” & bang 2 phu luc 12b cho
thay, gié tri trung binh (mean) cho cau tra 1di vé su hiéu biét vé TPAT hon so voi
ngudi khac 1a 3,18; viéc NTD biét cach danh gia chat luong TPAT Ia 3,11 va viéc
moi ngudi coi ho 1a chuyén gia vé TPAT la 2,86. Diéu nay thé hién, NTD c6 mic
d6 hiéu biét vé TPAT chua cao, vi thé nhiéu ngudi lya chon thyc pham theo trao
Iuru, do d6, can phai cd cac bién phap nang cao trinh do nhan thic, kinh nghiém cho
NTD dé thuc diy NTD mua TPAT thuong xuyén hon.

Nhir vy, két qua kiém dinh mo hinh nghién ciru cho biét, cac yéu t6 tam 1y
ciia NTD d6i véi TPAT 1a yéu t6 anh hudng quan trong trong quyét dinh mua
TPAT. Thuc té, dé di dén quyét dinh mua san pham, nguoi tiéu dung phai hiéu biét
vé sén phflm, 6 niém tin, co thai do tich cuc ddi véi san phém va noi ban san phém.
Két qua nghién ctru nay dugc van dung dé dé xuit cac kién nghi ddi vai cac co quan
chtc nang, nha san xuét trong viéc hd tro DNTM ban 1é nang cao su hiéu biét cua
NTD d6i véi TPAT, xay dung niém tin, thai do tich cuc ciia NTD vé TPAT.

* Sy anh hwrong cua quyét dinh lya chon CHBL TPAT dén quyét dinh mua TPAT

Két qua cta nghién ciu di chimg minh dugc gia thuyét la: quyét dinh luya
chon cira hang ban 1¢ TPAT 1a yéu t6 doc 1ap din dén quyét dinh mua TPAT. Nhu
vay, ddi v6i hang TPAT, NTD c6 hanh vi lwa chon cira hang trude réi méi quyét
dinh mua TPAT. C6 thé théy, NTD da nhan thirc mat hang thyuc phérn chi duoc coi
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la an toan khi mat hang co6 ro nguén géc xuét x@, dugc chirng nhan v¢ sinh an toan
thue phidm bdi cac co quan chirc ning ciia nha nude va TPAT chi c6 thé duoc ban
tai nhirng diém ban 1¢ TPAT dugc co quan chirc ning c6 thim quyén cp gidy phép
hoat dong.

Két qua nghién ctru nay khang dinh, quyét dinh mua TPAT phu thudc vao viéc
NTD lua chon ctra hang. NTD hai long v6i cac hoat dong marketing cua cira hang
thi ho s& lwa chon cira hang d6 dé mua san pham.

* Sy dnh hwrong cua Cac yéu té den quyét dinh lira chon CHBL TPAT cia NTD

Tir mo hinh dé xuit ban dau, c6 6 yéu t6 anh huéng dén quyét dinh lya chon
ctra hang ban Ié TPAT (san pham, bao bi, gia ca, diém ban, xdc tién marketing, con
nguoi cua cira hang ban I¢ TPAT). Két qua thu dugc cho thay, yéu to “con nguoi
ciia CHBL TPAT” bj loai bé khéi mé hinh, yéu té “san pham ciia CHBL TPAT”
duoc tach ra 1am hai va duoc dat tén lai, ngoai ra cac yéu td con bi loai bo di mot
s6 yéu té cau thanh do luong bién sé khdng pht hop. Nhu vay, két qua thu duoc 13,
c6 6 yéu té anh hudng dén quyét dinh lya chon ctra hang béan 1é TPAT, gdom: chat
lwgng san pham caa ctra hang ban 1é TPAT, diém ban cua ctra hang béan 1é TPAT,
gia ca san pham cua cira hang ban Ié TPAT, bao bi san pham cua ctra hang ban 1¢
TPAT, su da dang cta san pham va chat luong dich vu cua cira hang ban 1é TPAT,
xuc tién thuong mai cia ctra hang ban I¢ TPAT.

Yéuté “Quyét dinh lua chon CHBL TPAT”

Theo bang 2 cua phu luc 12a, trong tong sé 724 ngudi tra o1 cau hoi vé quyét
dinh lya chon CHBL TPAT, c6 98 ngudi quyét dinh khong lva chon CHBL TPAT
(chiém ty 18 13,5 %), c6 626 ngudi quyét dinh luya chon CHBL TPAT (chiém ty I¢
86,5 %).

Yéu té “Chat lwong mat hang TPAT ciia CHBL TPAT”: day la yéu t6 c6 anh
huong manh nhat dén quyét dinh lva chon CHBL TPAT. NTD quan tdm téi viéc
mat hang TPAT cua cira hang c¢6 dugc phan loai 1d rang ¢& NTD dé dang lya chon
theo nhu cau, tiéu chi TPAT phai c6 ngudn gbc xuat xa rd rang, mat hang TPAT
con trong thoi han st dung va miat hang TPAT duogc bao quan tét dong vai trd quan
trong trong viéc danh gia chat lugng TPAT. Theo két qua thong ké mo ta ¢ bang 6
phu luc 12b, NTD danh gia & mirc trén trung binh d6i véi chat lugng mat hang
TPAT (gié tri mean tir 3,60 dén 3,78) & céc tiéu chi mat hang TPAT dugc phan loai
rd rang, thong tin xuat xa cua mat hang TPAT rd rang, mat hang TPAT con trong
thoi han sir dung va mat hang TPAT duoc bao quan tét. Diéu nay thé hién NTD c6
danh gia kha t6t vé TPAT cua cira hang. Tuy nhién, van con ¢6 mot sé y kién cho
rang, mot s ctra hang ban 1é ¢6 nhitng mat hang TPAT véi quy trinh san xuat va
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bao quan chua tuan thu ding tiéu chuan dang ky, do vay chat lugng cua mat hang
TPAT chua dam bao.

Yéu té6 “Pia diém cia CHBL TPAT”: day 1a yéu td c6 mirc do anh huong
manh tht hai d6i v6i quyét dinh lya chon CHBL TPAT. NTD rat quan tam dén bau
khong khi cua ctra hang nhu viéc trung bay mat hang TPAT, chi dan hang hoa, 16i
di giita cac ké hang, co s& vat chat, cac trang thiét bi cua cira hang nhu hé thng
tinh tién, noi trong giit 6, chd dé xe... Nhitng yéu té nay cang duoc dap ung day
da, phd hop véi NTD thi cang thu hat NTD dén mua sam tai cira hang. Theo két
qua théng k& mé ta ¢ bang 9 phu luc 12b, NTD danh gia cac dic diém thudc vé dia
diém ban l¢ TPAT & mic trung binh (gia tri mean tir 3,19 dén 3,61), phan I6n NTD
cho rang viéc trung bay mat hang TPAT; bang chi din hang héa chua thuc sy dé
tim, rd rang, bat mat nguodi mua; hé théng tinh tién & cira hang & muc binh thuong,
chua thuc su hién dai; ¢ siéu thi, khéng gian, 16i di lai cua siéu thi rong rai, thoang
mét, con & cira hang chuyén doanh khdng gian nhé hep; noi trong giir d6 va xe cua
khach duoc danh gia & muac kha tét.

Yéu té “Gid ca mat hang TPAT cia CHBL TPAT”: yéu té nay c6 mic do anh
huong manh thir ba dén quyét dinh lya chon CHBL TPAT cua NTD. Nhitng NTD
da quyét dinh mua TPAT thi ho chap nhan gia cua mat hang TPAT, hiéu dugc ly do
tai sao gia thuc pham cao, NTD s& lya chon cira hang ¢é gia ré hon véi nhitng mat
hang TPAT c6 cung chat lwong. Theo két qua thong ké & bang 8 phu luc 12b, NTD
danh gia & mac trung binh (gi4 tri mean tir 3,29 dén 3,52) cho nhan dinh: muc gia
cua cira hang phi hop voi chat luong mat hang TPAT, gia ca mat hang TPAT tai
ctra hang 6n dinh hon, ré hon cac ctra hang TPAT khac, gia TPAT & cia hang cao
vi chi phi san xuat kinh doanh cao va NTD chép gi4 ban cua cira hang. Nghia 1a,
van con nhiéu NTD chua chap nhan duoc muc gia ban tai cac ctra hang ban ¢
TPAT, ho van cho ring gia ban d6 1a cao, viéc nhan dinh nay 12 do NTD chwa nhan
thize duoc nhitng chi phi tao nén gia thanh san pham. Mit khac, kha ning chi tra
cho TPAT cua dai da sé NTD con han ché, sé NTD c6 thu nhap ¢ mirc trung binh
chiém ty & khong nho trong dan cu, ho khé co diéu kién mua sim cho gia dinh
minh. Do vay, di biét thuc pham an toan t6t hon cho suc khoe nhung véi gia béan
qua cao nhu hién nay & cac ctra hang ban I¢ TPAT da khién khong it nhiéu NTD
kh6 c6 thé mua duoc moi san pham TPAT thudng xuyén cho bira an hang ngay cta
gia dinh ho, loai TPAT ma NTD mua chua yéu hién nay van 14 rau ci.

Yéu té “Bao bi TPAT ciia CHBL TPAT”: yéu té nay c6 muac do anh huong
manh thir tu dén quyét dinh lya chon CHBL TPAT ciia NTD. Khi lya chon cua
hang dé mua TPAT, NTD quan tdm dén viéc mat hang TPAT c6 dugce dong goi can
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than; thong tin trén bao bi c¢6 day du, chinh xac; bao bi ¢ dé st dung, tién dung.
Cac yéu td thudoc vé bao bi nay cang duoc CHBL TPAT dap ng thi NTD cang
quyét dinh lra chon mua TPAT ¢ ctra hang d6. Theo két qua thdng ké mé ta & bang
7 phu luc 12b, NTD danh gia trén mc trung binh (gia tri mean tir 3,59 dén 3,61) vé
viéc mat hang TPAT dugc dong goi can than; thong tin trén bao bi dy du, chinh
X4c; bao bi d& str dung, tién dung. Két qua nay, cho thiy NTD danh gia cac van dé
lién quan dén bao bi & mic do trung binh.

NTD Ha No6i ciing da nhan thuc dugc tac hai cua viéc sir dung bao bi thuc
phdm khong an toan ddi véi sic khoe va mdi trudng sdng. NTD danh gia chat
lwgng san pham, su chuyén nghiép cua doanh nghiép ban I¢ TPAT théng qua hinh
thire, chat liéu bao bi. Bén canh viéc quan tam dén chét liéu, hinh thic bao bi, NTD
con rat quan tam dén théng tin trén bao bi, nhiéu NTD danh gia con so sai, nhiéu
san pham khéng cé théng tin vé tén san pham, nhan hiéu, nguon gdc, thoi han st
dung, diéu kién bao quan, hoic c6 nhitng bao bi lai ghi qua nhiéu thdng tin bang
chix, rat khé nhin san pham bén trong, hoac noi dung ghi nhan khéng pha hop voéi
noi dung da cong bd vé thanh phan va han sir dung...

Yéu té “Sw da dang cua mdt hang TPAT va chdr lwong dich v ciia CHBL
TPAT”: yéu té ndy ¢ mac do anh huong manh thtr nam dén quyét dinh lua chon
CHBL TPAT cua NTD. Theo két qua théng ké mé ta & bang 5 phu luc 12b, NTD
danh gid & mac trung binh (gi4 tri mean tir 3,44 dén 3.,59) d6i véi su da dang cua
mat hang TPAT nhu mdi loai mat hang TPAT c6 nhiéu khéi luong, nhan hiéu khac
nhau dé lya chon, mat hang TPAT ludn cd sin khi khach hang muén mua, chat
lugng mat hang TPAT lién tuc duoc cai thién. D6i voi dich vu nhu dich vu thanh
toan nhanh chéng, dich vu day du, dung hen, NTD danh gia & muc trén trung binh
véi nhan dinh rang ho hai long vai hau hét mat hang TPAT va dich vu ma ho mua
tai cira hang. Theo quan sat cua tac gia tai mot so cara hang chuyén doanh bén 1é
TPAT, trong mét tuan, ké hang cua cira hang c6 nhiéu khoang tréng, khong it khach
hang vao rdi lai phai di ra do khong thé tim duogc loai hang pht hop véi ho, hoic
khong c6 loai hang ma ho can mua. Viéc thiéu hang 1am cho NTD giam niém tin
d6i véi cira hang, NTD s& c6 mot s6 suy nghi nhu: cira hang kinh doanh khong higu
qua, khdng c6 uy tin nén hang ban cham, khéng nhap hang duoc thuong xuyén,
khong c6 nguon hang 6n dinh...

Yéu té “xiic tién thwong mai ciia CHBL TPAT”: yéu t6 nay c6 mac do anh
huong yéu nhat dén quyét dinh mua TPAT. Yéu td nay gdm cac biéu hién nhu cta
hang ¢ nhiéu chuong trinh khuyén mai; c6 chuong trinh wu dai cho khach hang
than thiét; viéc NTD an tuong tot voi nhitng ndi dung quang cdo vé TPAT nhu sy
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an toan, dam bao chat luong mat hang, dic diém ngudn goc mat hang, viéc cua
hang ¢6 nhiéu chuong trinh tu vin thudng xuyén trén internet, tai ctra hang; nhan
vién ban hang tai cira hang/ nhan vién tu van truc tuyén giai dap day du thong tin vé
mit hang TPAT. NTD tham gia phong van danh gia cac yéu té ndy & muac trung
binh (gia tri mean tir 3,44 dén 3,53) (xem bdng 10 phu luc 12b). Thuc té, hoat dong
xuc tién thuong mai cua cac ctra hang ban Ié TPAT chua thuc sy thu hat sy quan
tam, kich thich viéc mua sim cia NTD vi cac chuong trinh khuyén mai con it véi
gia tri khong Ion, chuong trinh wu dai khach hang than thiét con dugc thuc hién
theo hinh thtrc. Tuy nhién, NTD rét quan tim dén nhitng thdng tin vé TPAT ma cta
hang cung cap, ctra hang nao cang cung cap thong tin day du, trung thyc, kip thoi
cho khach hang thi ho cang tin twong, trung thanh vai cira hang hon.

Yéuto “con nguoi ciia CHBL TPAT” bi loai khoi md hinh nghién ctu, do vay,
tac gia khéng xem xét yéu té nay trong dé xuét giai phap vé sy anh huong cua yéu
t6 nay dén quyét dinh lwa chon CHBL TPAT cua NTD.

Két qua nghién ctru nay duoc van dung dé dé xuat cac giai phap vé cac chinh
sach marketing - mix cia cic DNTM ban 1é thyc pham nham gitp CHBL TPAT
luén dugc NTD Iya chon khi mua TPAT. DN can uu tién dau tw vao cac chinh sach
marketing theo thir ty lan luot 1a: chat lwgng mit hang, dia diém ban hang, gia ca
mat hang, bao bi mat hang, su da dang chung loai va chat luong dich vy, xUc tién
thuong mai.

5.3.2. Piém manh, diém yéu, nguyén nhan trong hoat dpng marketing ciia cdc
DNTM bdn 1é thuc phim
5.3.2.1. Piém mgnh

Tir thyc trang hoat dong marketing cia cac DNTM bén 1é TP, c6 thé thiy, DN
c6 mot sé diém manh nhu sau:
* V& khach hang:

- DN quan tam t6i viéc tim hiéu nhu ciu cua khach hang, xac dinh ding d6i
tuong khach hang muc tiéu I1a nhitg ngudi ¢6 thu nhap cao va kha, co quan tim dén
tinh an toan, chét luong caa san pham ddi véi stc khoe cua ban than va gia dinh ho.

- Mot s6 DN xay dung duoc mdi quan hé tét véi khach hang thong qua viéc
quan Iy théng tin, cham soc khach hang, dap wng nhu cau cia khach hang.

* V& hoat dong marketing — mix

- San pham va dich vu:

+ Nho chu dong trong viéc tim kiém ngudn hang, lién két san xuat, danh muc
mat hang TPTS an toan ngay cang da dang hon, dam bao tiéu chuan VSATTP, dap
g tot hon mong muédn cia NTD.
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+ DN vira va on da dau tu vé cdng nghé, ap dung cac hé thong kiém soat tién
tién, kiém soat chit ché viéc bao quan, trung bay mit hang nén da giup DN kip thoi
phét hién ra mit hang khong dat tiéu chuan, gitt duoc uy tin vai khach hang.

+ DN dua ra nhiéu hinh thirc ban hang nhu ban hang truc tuyén, ban hang qua
dién thoai, nhan don hang theo tuan... nén di tao thuan loi cho NTD va gitp DN
kiém soét va quan ly hang hoa tét hon.

+ Loai hinh dich vu ngay cang da dang, chat luong dich vu dwoc nang cao,
khach hang c6 nhirng phan hoi tt vé chit lugng dich vu caa DN.

+ DN chu trong nhiéu dén viéc tu van nhdam nang cao nhan thirc caa NTD d6i
v6i TPAT nhu cach nhan biét, nguon goc san pham, quy trinh san xuat...

- Phan phéi:

Céac DN di dau tu, phat trién hé théng chudi cac ctra hang, nham ting thém sy
nhan biét caa NTD vé DN va gitip DN dat duoc loi thé khéac theo quy mé.

- Xdc tién thuong mai:

+ DN d4 chd trong viéc truyén théng vé san pham va DN, sir dung thanh cong
mot sé céng cu truyén théng nhu fanpage, facebook... dé tao dung su nhan biét, xay
dung uy tin d6i voi khach hang.

+ Cac DN dic biét 1a DN c6 caa hang béan Ié chuyén doanh chd trong tiép
nhan nhitng phan hdi cia khach hang vé san pham va dich vu ban hang, kip thoi
dua ra nhiing giai dap va tu van theo yéu cau caa khach hang.
5.3.2.2. Piém yéu

Nhitng diém manh ¢ trén da mang lai thanh cng nhat dinh cho DN, nhung
nhitng DN thanh cong trong linh vyc ndy khong nhiéu, hang nim c6 nhiéu CHBL
TPAT budc phai dong cira do doanh sé tiéu thuy TPAT thap, khong du duy tri hoat
dong kinh doanh. Mot s diém yéu cua cac DNTM bén 1é thyc pham la:

* V& khach hang muc tiéu:

DN chua khai thac duoc hét khach hang tiém ning. Hién nay ddi twong khach
hang ma cac DN dang huéng toi cht yéu 1a nhitng ngudi thu nhap kha va cao. Ho la
nhitng nguoi ¢6 kha nang chi tra cho viéc mua san pham, nhung nhiéu NTD trong
nhém nay chwa mua thuong xuyén, mua sé lugng khdng nhiéu va it trung thanh véi
mét ctra hang. Nhitng nhém khach hang c6 thu nhap trung binh va thap chwa c6 kha
nang mua TPAT, hoic ho c6 mua nhung mua véi khdi luong it va khong thuong
Xuyén.

* \/& dinh vi

Mic di cac DN lubn cé ging tao ra su khéc biét cho san pham nhu sy da dang

san pham, san pham ddc dao hay chat luong dich vu, cach thic phan phéi..., nhung
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cadi NTD mong mudn nhat d6 1a DN dam bao trung thuc, dam bao chét luong va
tinh an toan cua san pham. Biéu nay khéng cd nhiéu DN ¢ thé thuc hién va duy tri
lau dai chién lugc dinh vi nay.

* \/& hoat dong marketing — mix

- San pham va dich vu:

+ Danh muc mat hang khéng on dinh, gay khé khin trong viéc dap timg don
hang cua khach.

+ C4 tinh trang tra tron san pham khong rd ngudn goc.

+ Chat luong san pham khong 6n dinh, con bay ban nhitng mat hang kém chat
lugng, qua han st dung bay ban trong ctra hang.

- Bao bi san pham trong nuéc chua dam bao tiéu chuan vé chat liéu, quy cach
dong goi, thong tin.

- Gi4 1a rao can 16n anh huong dén quyét dinh mua TPAT ciia NTD. Nhiéu
DN chua giai thich rd rang, cong khai vé céc yéu té cu thanh 1én gia san pham dé
NTD hiéu dugc.

- Phan phéi:

+ Nhiéu ctra hang chuyén doanh c6 dién tich nho hep, anh huong dén viec
trung bay, lya chon san pham cua khach hang.

+ O mot s& DN nhd, viéc dau tu trang thiét bi bao quan hang hoa, viéc tuan
tha quy trinh van chuyén, bao quan hang héa chua dugc chi trong.

- Xdc tién thuong mai:

+ DN chua chu trong dén viéc nang cao su hiéu biét cua NTD vé TPAT, gilp
NTD thay duogc nhitng loi ich khi tiéu dung TPAT, tir d6 thay doi hanh vi mua thuc
pham.

+ DN chua sir dung hiéu qua cac céng cu xUc tién marketing nhu khuyén mai,
ban hang c& nhan, tuyén truyén...
5.3.2.3. Nguyén nhéan
* V¢ phia doanh nghiép

- Ngudn hang con phy thugc vao nhiéu yéu to thoi tiét, kha nang van chuyén,
tap quéan kinh doanh (nhiéu ho san xuat san sang huy bo hop dong khi co ngudi
khac mua véi gia cao hon...)

Cac DN van chua tan dung duoc hiéu qua cac ngudn hang trong nuéc. Tai
Viét Nam c6 rat nhiéu diac san ving mién duoc ngudi dan nudi trdng trong diéu
kién dam bao an toan. Tuy nhién, cac mat hang nay khéng cé ching nhan cua cac

co quan chtrc nang.
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- Gi4 thanh cua mat hang cao, ngoai cac chi phi vé mua mit hang, con cd cac
chi phi dau tu vé mit bang, bao quan hang héa, dich vu, ap dung cac bién phép
kiém dich...

- Kh6 khin vé v6n anh huéng dén viéc dau tu co sé ha tang, céng nghé, chang
han, dé c6 mot bo may mac hop tiéu chuan, DN can dau tu mot s6 tién khé Ion. Chi
phi dau tu cao, ap dung céc bién phap kiém dich nén gia thanh cua mat hang ting
cao. Nhiéu DNTM bén 1é trong nuéc, chi yéu 1a DN ¢6 quy md vira va nho chua
xay dung duoc hé théng cira hang véi diy du cac trang thiét bi hién dai, dam bao
chat lugng mat hang, thu hat khach hang dén mua.

- Viéc tham gia, gan két trong chudi cung ang TPAT con roi rac. Chua co quy
dinh rd rang hoac khong tuan tha cac quy dinh, quy trinh trong mua ban, giao nhan
hang...

- Sur canh tranh khdng can swc giira cac ddi thu canh tranh nuéc ngoai cé tiém
luc vé von, céng nghé, kinh nghiém thi truong, uy tin thwong hiéu. Phan I6n céc
DNTM bén I¢ thuc pham trong nudc c6 quy md mat bang nho, thiéu von dau tu,
tinh canh tranh chua cao.

- Trinh d6 quan ly con han ché, nhiéu DN chua xay dung dugc mat hang chién
lugc va thi trudng muc tiéu; nhiéu DN dau tu dan trai, khong tap trung nguon lyc dé
lam t6t mot s6 khau trong chudi cung tng; mot sé DN ting gia TPAT dé bu viéc
doanh sb ban hang thap...

* \/é phia nguoi tiéu ding

- Thu nhap cua dai da sé NTD con ¢ chua cao, trong khi d6 gia ca TPAT cao
hon rat nhiéu so véi thuc pham thong thudng dugc ban & loai hinh ban 1é truyén
théng nén NTD di biét thuc pham duoc mua ¢ nhitng noi nay khong an toan nhung
ho van phai mua.

- Nhiéu NTD chua hinh thanh dugc théi quen sir dung TPAT hang ngay.

- Nhan thac cia NTD vé TPTS an toan con han ché, dat biét cac DN rat khé
khan trong viéc tiéu thy TPTS da duoc so ché.

- Trinh db tiéu ding cua mot sé bo phan dan cu ting (dic biét 1A nhém NTD
lam viéc vin phong), ho doi hoi cao vé chat lugng mat hang, nguon gbc mat hang.

- NTD chua c¢6 niém tin hoic mat niém tin d6i véi thuc pham duoc bén tai cac
ctra hang ban 1¢ TPAT.

* \/é phia nha nuéc
- Viéc kiém so4t tiéu chuén an toan mat hang thuc phém tir khau san xuat dén

khau ti€u thu cta céc co quan chirc nang con nhi€u yéu kém.
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- Cac quy dinh, huéng dn, ché tai, khung phap ly cho hoat dong dau tu, san
xuit, kinh doanh cac mit hang thuc pham an toan con nhiéu han ché.

- Céc hoat dong tuyén truyén, van dong ngudi dan tiéu dung TPAT chua mang
lai nhiéu hiéu qua.

- Viéc mé rong viing san xuat thuc pham an toan chua duoc chd trong dau tu,
nhiéu ving, ngudi dan tham gia nudi trong TPAT, nhung sau mét thoi gian, nguoi
ndng dan khéng con mudn san xuat thuc pham an toan vi khé khin vé dau ra. Do vay,
ngudn cung vé TPAT khong on dinh, gay kho khin cho ngudi ban va nguoi mua.

5.4. Mgt s6 dé xuat vé hoat dong marketing ctia doanh nghiép thwong mai ban
1é thwe pham tai dia ban Ha N@i giai doan 2017 - 2020

Tir két qua nghién ctiu thuc trang hanh vi mua TPAT caa NTD, thuc trang hoat
dong marketing cia cac DNTM ban I¢ TPAT, cd thé thdy, nhu cau vé TPAT cua
NTD Ha Noi 1a rat 16n va cap bach, trong khi d6 viéc tiéu thu TPAT tai cac CHBL
TPAT lai gap nhiéu kho khan, luwong hang ban ra con thip hon rat nhiéu so vai nhu
cau thuc té. Xuét phat tr mong muén moi NTD déu c6 thé tiu dung TPAT nham
dam bao suc khoe ca nhan va gia dinh ho, nang cao chat lugng doi séng xa hoi, ting
cuong hiéu qua kinh doanh cho cac nha béan 1¢, hudéng téi nén ndng nghiép hiru co,
luan an dua ra mot s6 giai phap vé hoat dong marketing caa cac DNTM ban l¢é thyuc
pham trén co s& két qua nghién cau hanh vi mua TPAT cua NTD.

Giai phap vé hoat dong marketing cia DNTM ban 1é thuc pham dugc dé xuat
dua trén két qua nghién ctru hanh vi mua TPAT ciaa NTD Ha Noi, bao gdm: hanh vi
theo cac budc cia tién trinh quyét dinh mua TPAT, cac yéu t6 anh huong dén quyét
dinh mua va quyét dinh lua chon TPAT. Ngoai ra, cac giai phap nay con cin cit vao
két qua danh gia hoat dong marketing cia DNTM ban 1¢ TPAT, tham khao nhiing
kinh nghiém cua cac DNTM ban 1¢ thuc phém thanh cong tai Viét Nam va trén thé
gidi. Cac giai phap vé hoat dong marketing ctia cac DNTM ban 1é gdm: dé xuét vé
xac dinh thi truong muc ti€u, dinh vi thi truong, cac hoat dong marketing - mix.
5.4.1. Pé xudt hoat djng xdc dinh thi trwong muc tiéu, dinh vi thi truong dwa
trén vdn dung két qua nghién ciru hanh vi mua thwe pham an toan ciia ngwoi
tiéu dung
5.4.1.1. Xac dinh thi trieong muc tiéu

Két qua nghién ctiu cho thay, cdc DNTM ban Ié can xac dinh khach hang muc
tiéu trong giai doan hién nay cua cura hang ban 1¢ TPAT la cac ho gia dinh, va nhom
tiém ning nhat can tap trung chu yéu va giai doan téi 1a phan doan cac ho gia dinh
co nir gidi co trinh d6 dai hoc va sau dai hoc, phu trach noi tro, va gia dinh co6 tré
em. Do dy 1a nhém khach hang c6 tiém ning nhat nén cac hoat dong marketing cua
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DNTM bén 1é TPAT can tap trung cao hon vao nhém khach hang muc tiéu nay.
Thuce té tai Viét Nam néi chung, Ha Noi néi riéng, nit giéi van 1a ngudi c6 trach
nhiém nai trg, dam bao sic khoe cho gia dinh. Va két qua diéu tra cho thay nit gi6i
quan tdm t&i TPAT nhiéu hon nam gidi, ho ludn tim kiém nhiing thuc pham dam
bao an toan, chat luong cho bira com hang ngay cua gia dinh ho. Nhitng ngudi ¢6
trinh d6 hoc van dai hoc/ sau dai hoc c6 quyét dinh mua TPAT nhiéu hon nhitng
nguoi cb trinh d6 hoc van cao dang, trung cap, PTTH bai vi nhitng nguoi ¢d trinh
d6 nay c6 kha ning tiép can cac thdng tin vé TPAT, c6 trinh d6 tiéu ding cao. Gia
dinh c6 tré em quyét dinh mua TPAT nhiéu hon gia dinh khéng cé tré em, nhitng
gia dinh c6 tré em s& quan tim dén tiéu dang TPAT nhiéu hon véi mong muén dam
bao cho con nho thu huong cac thuc pham khong gay hai cho co thé va sy phat trién
cua dua tré. Tuy nhién, ké ca & nhitng gia dinh khéng c6 tré em, NTD mua TPAT
dé str dung cho ca gia dinh.

Trong s6 nhitng nhém NTD c¢6 di lam, chi yéu nhitng ngudi lam tai vian
phong, voi kha ning tiép can thong tin vé TPAT cao, chiu anh hudng cua dong
nghiép, ban bé, co kha ning chi tra, ho sdn sang mua TPAT hon nhitng ngudi 1am
viéc tai nha. Tuy nhién, DN ciing can quan tim nhom NTD khac nhu NTD 1a ndi
trg, NTD 14 cong nhan..., DN can c6 cac bién phap dé nhitng nhdm NTD nay déu c6
nhan thic dung vé TPAT, gop phan nang cao chat lugng doi séng xa hoi. Do vay,
DN can c6 nhitng hoat dong marketing phl hop véi cac dic diém caa khach hang,
cac hoat dong cu thé dugc dé xuit & muc 5.4.2.
5.4.1.2. Binh vj thi truong

C6 nhiéu cach thirc dé DN tao su khac biét v6i d6i thu canh tranh nhu tao su
khéc biét vé mat hang, dich vu, gia ca, bao bi, con nguoi, bau khong khi trong ctra
hang.... Nghién ciru cho thay, diéu lam NTD ban khoan nhat d6 1a sy trung thuc cia
DN bén 1¢ trong viéc dam bao mat hang ho cung cap 13 an toan, tuoi ngon, ¢6 nguén
géc r0 rang. Do vay, DN can tao su khac biét cho minh thong qua viéc duy tri
thudng xuyén chat lugng mit hang, khang dinh voi khach hang, san pham cua ho
luén dam bao an toan tir khau san xuét, dén khau tiéu thu theo ding ti€u chuin da
dang ky... DN can cha trong dén truyén thong vé viéc dam bao tinh an toan, tuoi
séng cua mat hang toi dbi tuong khach hang muc tiéu tai ctra hang, trén website/
facebook DN can dua ra nhitng cam két va thyc hién ding cam két véi khach hang
vé viéc dam bao cung cip cho khach hang san pham ding chét lugng, an toan, co
nhirng hd tro cho khach hang khi ho khong nhan duoc san pham ding v6i cam két.

Nhu vy, DN can tién hanh thuong xuyén dé nam bit duoc nhu cau, dic diém
NTD la cac ho gia dinh c6 nir gidgi ¢ trinh d6 dai hoc va sau dai hoc, phu trach ngi
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tro, va gia dinh co tré em, tir d6 c6 cac hoat dong marketing phu hop véi ting
nhém NTD. DN can quan tdm dén dinh vi thuong hiéu, doanh nghiép ban 1¢ can
dinh vi 1a dia chi cung cip san pham thyc pham dam bao an toan, twoi séng cho mat
hang thuc pham va hang cé chat luong va ding ngudn gdc cdng bé, gitp DN c6 thé
canh tranh tét trén thi truong.
5.4.2. Pé xudt chinh sach marketing - mix duwa trén vin dung két qud nghién ciru
sw anh hwéng ciia cdc yéu to6 dén quyét dinh lwa chon cira hing bdn 16 TPAT

DN mudn thuc day khach hang quyét dinh lya chon CHBL TPAT dé mua
TPAT, DN muén khach hang hai 1ong khi mua san pham tai cira hang, tir d6 c6 thé
duy tri va phét trién lugng khach hang cta minh, DN can phai dua ra cac hoat dong
marketing — mix phu hop.
5.4.2.1. Mgt hang

Cac van dé lién quan dén mit hang thuc pham 1a chat luong mat hang, sy da
dang mat hang va chit lwgng dich vu. Theo két qua nghién ctru dinh lwgng, trong
cac yéu té marketing anh huong dén viéc lwa chon CHBL TPAT cua NTD, yéu th
chat lugng mat hang TPAT dugc NTD danh gia co6 anh huong manh nhat, vi vay
doanh nghiép phai tap trung vao yéu té nay hon so vé&i cac yéu to con lai cua
marketing - mix.
* \/¢ chat lwong mat hang

DN can dam bao tinh minh bach ctia mit hang, phai phan loai 1 ¢é NTD biét
mat hang nao 1a TPHC, mat hang nao 1a thuc phém theo tiéu chuin VietGAP, mdi
loai mat hang can phai duoc ban diung gia, dugc ni€ém yét r0 rang. Mdi mit hang,
DN cén dam bao cung cip cho NTD thong tin vé ngudn goc, nhu dugc san xuat &
dau, theo tiéu chuan ding ky nao. Cac khach hang c6 thé kiém tra va c6 thé truy
xuat dugc ngudn gdc va chat lugng cua san pham tir khau trong/ nudi cho dén khau
tiéu thu tai cira hang ban 1¢ ciia cac DNTM. Trong qué trinh khao sat dinh tinh,
NTD chia sé ho chua biét cach kiém chirng tinh an toan cua mat hang. Do vay, DN
can c6 co ché cho phép ngudi mua c6 thé kiém tra tinh x4c thuc va ngudn gdc mit
hang bat cir khi nao ho yéu cau, hodc DN c6 thé tham gia hé thdng truy xuat ngudn
gbc dién tir cho cac mat hang ma DN kinh doanh, khach hang chi can st dung dién
thoai théng minh (smartphone) c6 két ndi mang 1a cé thé quét ma QR code trén san
pham dé tra ciru thdng tin chi tiét vé san pham, noi san xuat, phan phdi, cac giay to
chang nhan lién quan dén san pham, ngay san xuat, ngay hét han, nguén goc xuat
xir, tén san pham, mo ta san pham, don vi cung cap.

Hon nita, DNTM bén 1¢ TP can kiém soat chat luong ngudn hang, viéc kiém
so4t can dugc tién hanh thuong xuyén, dot xuat véi cac mau hang bat ky khi hang



128

dugc dua dén cira hang. DN can cuong quyét tir chdi nhan véi nhimg 16 hang khong
dap tmg yéu cau vé VSATTP hodc nhitng don hang cua nhitng nha cung cip di bi
cac co quan chtrc ning, co quan truyén thong phat hién ra cic sai pham, bi dua 1én
cac phuong tién thong tin dai chung, va chua dugc cac co quan chitc nang ching
nhén du diéu kién kinh doanh thuc phém, bo1 NTD lam ni trg, van phong rat nhay
cam va&i nhiing thong tin vé DN san xuét, kinh doanh TP khong an toan, ho san sang
tay chay, khong st dung/ khong tiép tuc st dung san phim cua ciac DN nay. Ban
than DN ciing cAn hiéu 5 cac tiéu chi danh gia chat luong, tinh an toan cta mat
hang TPAT theo cac quy dinh ctia cac co quan chirc ning, tir d6 c¢6 thé huéng dan
NTD trong viéc lua chon mat hang TPAT, dam bao cung cap mit hang an toan, chat
lugng dang véi cam két voi khach hang.

DN ciing can dam bao, moi mat hang TPAT duoc bay ban tai cira hang trong
thoi han st dung, nhitng loai thuc phim da quéa han khdng duoc phép ghi Ui ngay
san xuat. Nhimg loai thuc pham qué han can duoc dua ra khoi quiy va ¢ cac bién
phap tiéu hiy theo quy dinh. Ngoai ra, NTD ciing bay su bian khoin TPAT c6 thé
dugc an toan ¢ khau san xudt nhung dén khau phan phdi thi liéu TPAT c6 con an
toan, twoi ngon nhu ban dau khong, c6 bi nhiém céc vi sinh vat trong qua trinh tiéu
thu khong. Do d6, DN can nang cao hé théng quan 1y va bao quan mat hang, nhu
dau tu hé théng phong lanh hién dai dé bao quan mat hang, cac dung cu dé so ché
va chtra dung thyuc phém, cac phuong ti¢én van chuyén. DN can thyuc hién nghiém
tuc cac quy dinh vé quy trinh van chuyén, bao quan, diéu kién vé sinh... ctia cac co
quan chtrc ning nhu Thong tu 33/2012/TT-BNNPTNT vé Quy dinh diéu kién vé
sinh, dam bao an toan thuc pham d6i véi co so kinh doanh thit va phu pham in
dugc cua dong vat & dang tuoi séng ding l1am thuc pham (xem phu luc 15b)

Tuy nhién, dé chi dong kiém soét chat lwong, nguon gbc mat hang tir khau san
xuat, DN nén tham gia vao mot phan hay toan bo quy trinh san xuat.Cy thé nhu:

- DN c6 thé phéi hop véi nha san xuat, nang cao chit lwong mat hang thong
qua C&c Yeu cau vé gidng cay trong/ vat nudi, thirc an, hoa chat sir dung, thanh
pham... i véi nhitng DN tham gia hé thong truy xuat nguon géc dién tir cho mit
hang TPAT, DN c¢6 thé yéu cau nha san xuét cung cap thong tin day du, chinh xac
vé nguon gdc san pham, khéng tra tron mat hang khdng ré ngudn gdc, gitp nha san
Xuat thay rd nhitng loi ich khi tham gia hé thong nay.

- DN ¢6 thé 1a ngudi quan ly trong hé théng chudi cung ting TPAT, DN c¢6 thé
dau tu von, con gidng, moi chuyén gia tu van vé quy trinh san xuat thyc pham an
toan, giam sat quy trinh san xuat, cam két chiu trach nhiém dam bao dau ra cho



129

ngudi trong trot, chin nudi dé ho c6 thé yén tam san xuat ra mat hang, giup 6n dinh
vé sb luong va chat lwgng ngudn hang cho cac DNTM ban 1¢ thuc pham.

- DN ciing c6 thé 1a nha san xuét, truc tiép tao ra mat hang. M6 hinh nay da
duoc tap doan VinGroup ap dung hiéu qua. Cong ty VinEco thudc tap doan nay da
san xuat rau cu trong nha kinh theo cong nghé caa Nhat Ban va Israel — nhitng quéc
gia noi tiéng thé gidi vé cung wng céng nghé cao cho san xuat néng nghiép. Nho
canh tac theo phuong phap hién dai, than thién vai moi truong, tuan tha nghiém
ngat cac yéu cau vé chat luong cua cac yéu té dau vao nhu dat, gidng, nudc tudi
cling nhu quy trinh chim séc, thu hoach, dong géi, bao quan, phan phdi nén mat
hang caa VinEco dap tng ti da cac yéu cau vé an toan vé sinh thuc pham ciing nhu
ham lugng dinh dudng, dam bao ludn twoi ngon khi dén tay nguoi tiéu ding.

Bén canh d6, dé tao dugc niém tin, thai do tich cuc ddi vdi cac CHBL TPAT
ctia NTD tai Ha Noi, DN can phdi hop v6i cac DN ban 16 khac, thanh 1ap hiép hoi
nhirg nha ban 1¢ TPAT, cung cam két cung cip cho NTD mit hang c6 ngudn gbc
xuat x{ rd rang, mit hang dam bao chat luong, gia ca hop 1y. DN nén tham gia hé
thong PGS - hé théng dam bao cing tham gia, hé thong nay gom céc t6 chuc va con
nguoi tham gia vao qué trinh san xuat, phan phdi, tiéu thu hoic dang str dung san
pham hitu co nham dam bao cho chét lwong hitu co ctia san pham, khi DN tham gia
hé théng nay, hé théng s& cung cip cho khach hang ciia DN sy dam bao dang tin
cdy vé nhitng san phim dugc san xuat theo tiéu chudn va thong qua qué trinh nay,
PGS gitip tao sy két ndi truc tiép gitta khach hang va DN.

* Ve su da dang cua mat hang

Cac TPAT duoc chao ban can da dang hoa, ddm bao mua nao thuc déy, da
dang hoa theo cac vung mién khac nhau, c6 nhu vay mdi dap ing nhu cau lya chon
da dang hoa cao cua cac ho gia dinh. Trong viéc da dang héa mat hang, cac DNTM
ban 1é thuc pham can quan tdm nhiéu hon dén viéc tim kiém cac ngudn hang trong
nuéc thay vi nhap ngudn hang cé xuit xtr tir nudc ngoai. Theo két qua nghién ctru
dinh tinh, ddi voi hang thuc pham tuoi sdng, NTD nit, & lira tudi trung nién thuong
c6 thoi quen mua san pham con tuoi, vira moi dugc thu hai/ giét mo, san pham
trong nudc s& dap ung tot hon théi quen nay. DN can chi dong vé ngudn hang dé co
thé on dinh, da dang mat hang, gia thanh hop 1y cho khach hang. DN c6 thé nghién
ctru, lién két san xuat voi nhiéu dia phuong vi thuc phém nudce ta rat doi dao, moi
ving mién déu c6 nhiéu loai thuc pham dic san, duoc trong trot, chan nudi theo
phuong phap tu nhién, khong str dung hoa chit doc hai, nguén dat, nudc khong bi 6
nhidm, nén san pham an toan, ngon, co gié tri dinh dudng cao. Hién nay, trong nudc
c6 rat nhidu khu vuc trong rau, qua sach dam bao tiéu chudn VSATTP ma khong c6
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dau ra, didu nay gay nén su lang phi rat 16n cho nha san xuat, nha ban 16, NTD. DN
can tim hiéu, chu dong lién lac véi cac vung san xuit TPAT nay, tu van diang ky 1a
co sO san xudt theo tiéu chuén an toan, tir 46 ky két su hop tac lau dai giita hai bén,
dam bao ludn c6 da dang mit hang theo timg mua dé cung tng cho NTD.

DN ciing can quan tim hon t6i viéc da dang céc kiéu dong goi voi khdi luong
mat hang khac nhau, chfmg han, DN ¢6 thé dé xuit v4i nha san xuét dong go61 mat
hang véi khdi lugng nho hon theo yéu cau ciia khach hang, nhu vy, khach hang s&
cam thay khong phai “c6” mua nhiéu mit hang hon so véi nhu cau cua ho.

Ngoai ra, DN can ddy manh viéc c6 nhan hiéu riéng ctia DN, cac mit hang co
nhan hiéu riéng 13 sy phdi hop gitra DN ban 1¢ voi cac nha san xuat c6 uy tin, hoic
12 nhitng san pham do chinh DN san xuat, déng goi. Nhom mit hang TPAT c¢6 nhin
hiéu riéng nén 14 nhitng san pham thong dung, dugc NTD mua thudng xuyén nhu
cac loai rau cu, thit lgn, ga, bo vi khi d6, mat hang c6 nhan hi¢u riéng s€ mang lai
loi thé cho DN vé gia c4, nang cao vi thé ciia DN.

* Ve dich vu ban hang

Két qua nghién ciru dinh luong cho thay, cing véi mong mudn duoc mua tai
ctra hang c6 da dang héa mat hang, NTD rat quan tam dén dich vu di kém khi mua
san pham. Cac DNTM ban 1é TPAT can thiét 1ap nhitng ban dich vu khach hang dé
xtr Iy nhitng dich vu nhu: giao nhan hang, giai quyét khiéu nai caa NTD sau khi mua
TPAT:; dich vu cung cip thong tin vé TPAT cho NTD, trong d6 c6 hd tro tu van,
huéng dan NTD kiém tra dwoc ngudn géc san pham, phan biét cac loai TPAT.

Trong sb cac nhan vién cua cira hang, nhan vién ban hang 12 nguoi truc tiép va
thuong xuyén tiép xtc véi khach hang. Do vay, ho can am hiéu vé mat hang TPAT,
c6 thé tu van cho khach hang vé san pham. Nhan vién ban hang can biét lang nghe
nhitng ¥ kién phan hoi cua khach hang vé mat hang TPAT, ton trong y kién cua
khach hang, phai coi day 1a nhitng y Kién dong gép quy bau cho sy phét trién cua
DN, nhan vién khéng duoc phép gay gd, khong ding nhing loi 18 thiéu ton trong,
can binh tinh giai thich rd rang vai thai do lich su, c6 trach nhiém truyén dat lai y
kién caa khach hang cho quan Iy cira hang dé DN c6 nhitng diéu chinh hop Iy trong
viéc ban Ié TPAT.

Pé cb thé thuc hién tét cac hoat dong ké trén, nha quan Iy DN can c6 quan
diém dtng vé tim quan trong cua nhan vién dic biét 12 nhan vién ban hang. DN can
tuyén dung nhitng nhan vién c6 quan tam, yéu thich mat hang TPAT, c6 cac ki ning
giao tiép co ban, c6 tinh than hoc hoi hoan thién ban than, sin sang phuc vu khach
hang... DN cin dao tao nhan vién cac kién thac vé TPAT nhu cach phan biét cac
loai TPAT, phan biét TPAT véi TP thong thuong, quy trinh san xuat TPAT, bao
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quéan, cach trung bay, kiém ké hang hoa, cac k§ ning giao tiép, tu van ban hang,
quan 1y don hang... DN can tao dong luc 1am viéc & nhan vién, thé hién thai do ton
trong nhan vién, ling nghe y kién caa nhan vién, hiéu hoan canh cia nhan vién dé
cd nhitng hd tro kip thai, t6 chirc cac budi lién hoan giao luu vao cac ngay 18, tao
diéu kién dé nhan vién c6 muac thu nhap dam bao cudc song caa ho...

5.4.2.2. Bao bi

Bao bi 12 mot trong yéu té anh huéng dén quyét dinh lva chon CHBL cua
NTD boi khach hang ma DN hudng dén Ia nhitng ngudi cé trinh do tiéu ding cao,
cd thé bi thu hat bai hinh thie cia bao bi, danh gia chat lwong cua san pham, ting
su tin cay thong qua bao bi. Do vay, DN c6 thé tu van hoac két hop véi nha san
Xuat dé tao ra bao bi ¢am bao an toan cho mit hang, thu hiat sy chl y mua sam cua
NTD. Mot sé van dé quan trong lién quan dén bao bi Ia chat liéu bao bi, théng tin
trén bao bi, hinh thirc bao bi.

*\/é chdt ligu bao bi

DN kinh doanh TP can phai quan tam va tuan thu cac quy dinh vé st dung
chat liéu bao bi doi véi thuc pham tuoi song (xem phyu lyc 15b). Trén thi truong
hién nay, bao bi thuc pham nhap ngoai c6 gia ca kha cao. Tai VN, mot sé cong ty
da san xuat dugc bao bi nilon tu hay sinh hoc dugc 1am tir nguon nguyén liéu hitu
co (bot bap, bot mi), dudi tdc dong cua vi sinh vat, bao bi s& chuyén hoa thanh
nhiing chat hitu co don gian, dé hoa tan hoac phan hay thanh khi carbonic va nudc,
khong gay & nhiém méi truong. Gia thanh cua bao bi tuy cao hon nhiéu so véi tai
nilon thudng nhung néu DN ¢6 sy giai thich rd rang vé su an toan cua bao bi voi
NTD thi chac chan NTD s& chap nhan, bai khi quyét dinh mua TPAT thi NTD ciing
mong mubn mat hang minh mua duoc an toan tuyét déi.

Bén canh d6, nham dam bao uy tin cua nha san xuat va caa DN bén 1&, chat
licu bao bi cho mat hang TPTS an toan nén 1a loai dé hong, khong thé tai st dung
sau khi ma, nham dam bao khong cé viéc trao d6i hang khong rd ngudn géc trong
qua trinh tiéu thu.

* \/é thong tin trén bao bi

Viéc tim hiéu théng tin trén bao bi ngay cang tro thanh théi quen caa NTD khi
mua sim hang héa. Véi cac mat hang TPAT tai CHBL TPAT, dé NTD tin tudng, di
t6i quyét dinh mua, trén bao bi phai thé hién rd nhan hiéu mat hang, thanh phan,
ngudn gbc Xuat xi, ngay san xuat, thoi han sir dung, huéng dan bao quan va sir
dung. Hon nita, NTD nit rat quan tim dén nhiing thanh phan ty nhién caa mat hang
TPAT, luong héa chat cho phép c6 trong thuc pham, cac chirng nhan cia co quan
chac ning, viéc cdng bé dung chi tidu chat lwong mat hang. Do vay, cac thdng tin
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vé mat hang TPAT trén bao bi phai minh bach, dam bao dtng sy that, phai ddng bo
tai diém bén, trén website/ facebook cua cira hang va trén cac phuong tién dai
ching.

Cac thong tin duoc trinh bay mot cach rd rang, dé doc, dé tra cau. Viéc dan
tem truy xuat nguén gdc dién tir sé dap wng tét duoc mong mudn nay cua NTD.

* \é hinh thize, cdch déng géi bao bi

NTD thuong so sanh bao bi thuc pham ngoai véi thuc pham noi, dac biét 1a
hinh thirc va k¥ thuat dong goi. Nhiéu san pham TPAT trong nudc duge dong goi
mot cach cau tha, anh huong dén hinh thic va chat lugng cua san pham bén trong.
Do vay, DN bén 1¢ cd thé dé xuat hoac lién két voi DN san xuat dau tu hinh thac
bao bi nham thu hit su chu y, tin twong cia NTD. Cac DNTM c¢6 thé tim hiéu quy
trinh dong gbi mat hang TPAT cua nha san xuat, yéu cau nha san xuat tuan tha céc quy
dinh trong dong go6i TPTS an toan. DN ¢6 thé tu van véi nha san xuat dua ra loai bao
bi ma NTD c6 thé quan séat rd mit hang bén trong. Chang han, déi véi mat hang thit
twoi sdng, ngay sau khi giét mo, mat hang can duoc dong goi trong bao bi kin, ¢6 hut
chan khong dé ngin ngira 6-xy hoa, kéo dai tudi tho cua mat hang. (Theo Hoang My
(2013), Thezc ndo, bao bi nay, Mang Thong tin Khoa hoc va Cong nghé Thanh phé Ho
Chi Minh).
5.4.2.3. Giaca

Két qua nghién ctru dinh tinh va dinh lwong déu khang dinh, gi4 ca 1a mot
trong nhitng rao can vé viéc quyét dinh lua chon cira hang dé mua TPAT cua NTD.
Bén canh viéc so sanh chat lugng mat hang, dich vu khach hang thi NTD ludn so
sanh gia ca cac mat hang cuing loai tai cac diém ban khac nhau dé dua ra quyét dinh
mua tai cira hang ma NTD tin rang mat hang ¢ day c6 gia hop ly, ximg dang véi
ddng tién ma ho bo ra.

Truéc nhitng thac mac, hoai nghi cia NTD vé mic gia cao cia TPAT, DN can
c6 nhitng giai thich rd rang, minh bach vé cac chi phi cua mat hang TPAT. DN can
gitp NTD nhan thirc dwoc nhitng loi ich vé suc khoe, tai san s& Ién hon nhiéu so
vé6i chi phi ma NTD bo ra dé mua TPAT.

Pé thuc ddy NTD mua mat hang, DN can tim bién phap dé NTD c¢6 thé chap
nhan gi4 caa cira hang, mot s6 bién phap nhu sau:

Vé dinh gia mat hang, DN c6 thé dong géi hang véi cac s6 luong/ khi luong
khac nhau d¢é NTD dé dang lua chon theo mong mudn va kha ning chi tra caa ho.
DN ciing can b sung nhiéu nhan hiéu hang héa khac nhau, nhiéu mac chat lwong
khac nhau nhu mét s6 ctira hang bay ban quiy “rau hiru co”, quiy “rau VietGAP”
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VGi cac muc gia twong tng nham ting co hoi lya chon cia NTD, phl hop Véi céc
murc thu nhap khac nhau caa NTD.

Mit hang thuc pham dugc danh gia 1a thuong xuyén bién dong, gia ca lén
xudng thit thuong, NTD néi chung, dic biét 14 nhitng NTD séng trong nhitng ho
gia dinh ¢6 tré em véi mac thu nhap chua cao t6 ra lo lang vé su bién dong nay, vi
di rat quan tam dén viéc dam bao cho sac khoe cua con nhé, nhung néu gia san
pham qué cao, cd thé ho phai xem xét lai viéc mua TPAT tai CHBL TPAT. DN can
quan tam dén viéc duy tri sy 6n dinh vé gia bang cach tim nhiéu nguén cung ng
khac nhau cho mat hang, dic biét dbi voi mot s6 san pham thiét yéu, khach hang
mua thuong xuyén. DN ciing c¢6 thé tham gia cac chuwong trinh vé “binh 6n gia” do
S¢ Cong Thuong Ha Noi to chuc dé thé hién trach nhiém véi xa hoi, nang cao uy
tin, tang su nhan biét cua khach hang vé DN.

Vé cdc phwong phdp diéu chinh gia, DN can dwa ra mac chiét gia theo khoi
luong, theo dbi tuong khach hang (nguoi mua thudng xuyén). Do NTD thuong phai
mua nhiéu loai thuc pham cho mdi bira dn, nén DN c6 thé xem xét viéc dinh gia ddi
véi NTD mua san pham dong bo nhu rau, thit, hoa qua, viéc dinh gia nay phai lam
cho NTD thay duoc loi thé hon so véi viéc ho mua hang don 1¢ va khuyén khich ho
mua hang nhiéu hon.

DN can duy tri thuc hién cac chuong trinh khuyén mai trong cac dip dic biét
nhu ngay 8/3, 20/10, nham tri an nhitng khach hang nir, day 1a luong khéach hang
chiém da s6 cua DN. Trong hoat dong hang ngay, DN c6 thé ban gia ha di voi
nhitng mat hang gan hét thoi han st dung, dbi voi hang thuc pham twoi séng ban
trong ngay, DN c6 thé ha gia vao cudi budi chiéu.

Ngoai ra, DN ciing can thuong xuyén kiém tra viéc niém yét gia ban, nhu viéc
niém yét gia phai ro rang (d6i v4i hang dé ta mat, ta dong, can c6 chat liéu nhan
hang phu hop, tranh nhan hang bi nhoe, rach 1am khéach hang khong biét rd thong
tin vé gi4); gia phai gan dung v6i mat hang (nhiéu ctra hang gan gia mat hang nay
v6i mat hang khac 1am khach hang hiéu 1am); khi c6 su diéu chinh gia phai diéu
chinh ngay trén ké hang dé tranh truong hop khach hang thac mic gid trén hoa don
khong dung véi gia ghi tai quay.
5.4.2.4. Dia diém

Dia diém 1a yéu t6 c6 mac d6 anh huong manh tha hai dén quyét dinh lva
chon CHBL TPAT cia NTD. C6 DN ban Ié¢ TPAT khang dinh, diém béan quyét dinh
dén 40 % thanh cong cia DN. NTD Ha Noi van c6 thdi quen mua thuc pham gan
nha, c6 chd dé xe thuan tién (c6 thé dimg/ dd thoai mai), bén canh d6, NTD ciing
coi viéc di mua sdm 1a dé thu gidn, do vay viéc chon ctra hang c6 vi tri tdt, tao dwgc
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bau khong khi mua hang thoai mai, dau tu trang thiét bi hd tro cho viéc ban hang la
nhitng cong viéc rat quan trong.

Mot s6 goi y ddi véi diém ban nhu sau:

- Phét trién chudi cac diém ban tai khu chung cu, tuyén phé dong ho gia dinh
c6 tré em, khu vian phong, noi dan cu c6 thu nhap tét... Pay 1a khu vuc cd khach
hang véi trinh do tiéu dung cao, nhan thuc tt vé loi ich cua tiéu dung TPAT, va c6
kha nang chi tra cho viéc mua TPAT.

Phat trién chudi cac cira hang s& giap DN ting thém sy nhan biét cia khach
hang vé DN, tiép cin dugc nhiéu khach hang hon, gia ting doanh sb/ loi nhuén. Mt
khac, gitip NTD thay doi nhan thirc, tao ra xu huéng mua TPAT tai cac cira hang c6
thé truy xuat nguon goc, dam bao tinh an toan, tuoi ngon cho san pham hon so voi
cac loai hinh ban 1¢ truyén théng nhu cho coc, cho truyén théng, va DN ¢6 thé canh
tranh hiéu qua khi ma ngay cang c6 nhiéu DN khac ciing mudn tham gia kinh doanh
linh vyc nay.

- Trung bay hang hoa.

Déi voi cac cira hang chuyén doanh ban 1é TPAT, quay hang TPAT cua siéu
thi ¢ dién tich nho (30m2 — 40 m2), DN can thiét ké gia ké, vi tri dat cac gia ké
nham tang dién tich trung bay, dam bao mat hang khdng bi xép chong 1én nhau (dic
biét ddi vai mat hang rau, cu). Tuy nhién, DN van can tao 16i di théng thoang cho
khach hang dé ho tim kiém va lwa chon mat hang. Khéch hang cua cac CHBL
TPAT chu yéu la nit, ho thuong ngai mua tai nhirng ctra hang qua dong duc, chat
choi, 161 di giira cac ké hang chat hep vi ho khong duoc thoai mai lya chon san
pham theo y mudn, 16i di giira cac ké hang nén trong khoang 60 — 80 cm).

Déi vai cac siéu thi, DN ¢ thé sang tao khong gian trung bay dé thu hit su
chu ¥, ting thém cam xtic cho khach hang khi dén cira, DN da rat quan tam dén viéc
trung bay, mdi ngay DN ¢ gang tao ra khong gian trung bay khac nhau, chang han,
quay hang hai san duoc trung bay dep mat nhu mot hon dao, quay hang ban mait
hang ndng nghiép c6 cach trung bay nhu mot ndng trai. NTD tré tudi, hoic cac gia
dinh c6 tré nho s& rat thich tha véi nhitng cach trung bay doc ddo, sang tao nay.

- Quan tam tgi van dé anh sang cua cira hang, c6 ngudi cho rang anh sang sé
“thap sang cho ctra hang va cho ca doanh sé cua ban”, mau sic anh sang can ton
dugc gia tri cia mat hang TPAT, lam cho khach hang khi vao cua hang luén cam
nhan duoc sy twoi ngon ciia thuc pham. DN can dau tu cac cong cu chiéu sang co
chat luong tét, tiét kiem chi phi bang viéc mua nhitng cong cu nay tir nhitng nha
cung cap c6 danh tiéng hodc da duoc kiém chimg trude d6 vé chit luong.
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- Str dung phan mém quan ly dit liéu gom céc dir liéu vé nha cung cap, danh
muc mit hang TPAT, danh sach khach hang bao gém céc théng tin vé& khach hang
lién quan dén viéc mua sim va tiéu dung TPAT. Thong qua co sé dit liéu nay, DN
s& quan 1y hang hoa duoc tét hon, ndm rd duoc loai hang tiéu thu manh hay kém dé
c6 ké hoach nhap hang hop ly, naim rd nhu cau cua mdi khach hang, chim soc
khach hang cé hiéu qua hon...

- Chua ¥ dén yéu té an toan trong CHBL TPAT nhu 16i thoat hiém va hé thong
phong chdng chay tét. DN can tap huan cho nhan vién cac bién phap phong va chita
chay co ban, nang cao y thic trach nhiém ctia nhan vién trong viéc phong chéng
chay né nhu kiém tra cac thiét bi dién, bép dun nau trudc khi ra khoi phong hoac
khi dong ctra hang

Viéc mua hang truc tuyén ngay cang tré nén thong dung, két qua nghién ctu
dinh tinh cho thay, NTD lam viéc tai vin phong, NTD tré tudi rat wa chudng st
dung hinh thac ban hang nay. Do vay, DN can quan tdim dén xay dung, duy tri, mé
rong ban hang qua website/ facebook. N6i dung cac trang mang ndy can phong phd,
la kénh cung cép thong tin hitu ich vé TPAT cho NTD. DN can b tri nhan vién ban
hang tic tryc thudng xuyén, suu tim cac bai viét lién quan dén TPAT tir cac ngudn
thong tin tin cdy va chia sé 1én website/ facebook/ fanpage cua ctra hang, cip nhat
don dit hang va xu 1y kip thoi theo yéu cau cua khach hang, ciing nhu nhitng phan
anh cua khach hang vé mait hang, dich vu qua di¢n thoai, internet hoac truc tiép tai
cua hang.

Mt khac, DN c6 thé da dang cac hinh thirc ban 1é nhu DN c6 thé dua hang
tryc tiép tir nha san xuat dén NTD khong qua CHBL, viéc nay giup DN c6 thé chu
dong viéc nhap hang, giao hang cho khach theo timg khu vuc, gitp tiét kiém thoi
gian, chi phi van chuyén, tir d6 giam gia thanh mat hang. Viéc da dang héa cac hinh
thirc ban 1& nay gitp thiic diy NTD di dén quyét dinh mua TPAT vi ¢6 NTD ngai
viéc di ra ngoai mua sdm hodc khong cé nhiéu thoi gian cho viéc di mua sam, ho
thich dat hang qua dién thoai, internet.
5.4.2.5. XUc tién thwong mai
* Hoat dong truyén thong

DN can quan tam dén hoat dong truyén théng vé san pham va doanh nghiép dé
tang kha nang nhan biét, thién cam, tin tuéng va mua san pham caa NTD. Két qua
nghién ciu vé hanh vi mua theo tién trinh quyét dinh mua cho thay, d¢ NTD di dén
quyét dinh mua va hai 1ong sau khi mua, DN can cd cac hoat dong truyén théng
duoc trién khai tir giai doan kich thich nhu cau mua sim, tim kiém théng tin vé mat



136

hang dén giai doan lya chon nhan hiéu mat hang, noi mua mat hang, quyét dinh
mua va hanh vi sau mua.

Giai doan NTD nhgn biét nhu cdu tiéu dung TPAT

Dé NTD nhan thtc ra nhu cau tiéu dang TPAT, DN can ¢6 nhitng hoat dong
tac dong dén sy nhan thic cia NTD la:

Kich thich bén trong

Viéc nhan thic nhu cau vé TPAT cua NTD xuét phét tir su lo ling vé stc khoe
cho ban than va gia dinh NTD, lo ling vé sy 6 nhiém méi trudng. Thong qua cac
hoat dong truyén thdng, DN c6 thé giup NTD nhan thy nhiing loi ich khi ho tiéu
ding TPAT, tir d6 1am thay do6i hanh vi vé tiéu dung TPAT.

- Néi dung théng diép. DN c6 thé dua ra cac thong diép vé TPAT nhu: st
dung TPAT mang lai su sic khoe tét, gitp ban than 1am viéc, hoc tap tdt, co doi
séng tinh than tich cuc, gia dinh bét di mot khoan chi phi cho viéc kham chira bénh
va thudc men, hanh phic gia dinh ting thém, nha nuéc s& c6 mot luc luong lao
dong 6n dinh, c6 chat luong, x& hoi s& bot di mot khoan chi dang ké, ¢6 thé dau tu
cho céc phac lgi x& hoi khac... Khi NTD c¢6 nhan thuc, ¢ hanh vi st dung TPAT thi
viéc san xuat, kinh doanh TPAT sé& 6n dinh hon, gid ban s& hop 1y hon. Mit khéc,
néu doanh nghiép déu co y thirc khong sir dung hda chat doc hai trong nudi trong thi
moi trudng sinh thai s& dugc bao vé, ching ta va cac thé hé mai sau s& dugc séng
trong moi truong xanh — sach hon.

Trong noi dung théng diép truyén thong, DN can giai thich rd rang nhiing vén
dé ma NTD dang lo ling c6 lién quan dén mat hang an toan nhu: mat hang duoc san
Xuat theo tiéu chuan an toan nao, mat hang c6 dam bao gia tri dinh dudng, nhiing
loi ich tiéu dung TPAT mang lai cho NTD, viéc nhan biét TPAT,... hoic nha san
Xuat mat hang 1a ai, nha san xuat da c6 chang nhan 1a co s dam bao VSATTP hay
chua, da cung cap cho nhiing khach hang bén 1é nao...

Doanh nghiép thuc hién hoat dong nay tai ctra hang, cung cip cac bai viét lién
quan dén kién thuc vé TPAT trén trang web ciia doanh nghiép, ludn c6 nhan vién
thuong truc dé tu van truc tuyén nhitng thic méc cua khach hang vé TPAT.

Pé tang thém tinh tin cay cua thong tin, nhitng DN ¢6 quy mé vira va Ién c6
thé két hop voi cac hiép hoi, so ban nganh c6 lién quan thuc hién cac chuong trinh
truyén thdng vé loi ich cua tiéu ding TPAT ciing nhu tac hai cua viéc tiéu dung
thuc pham khong an toan trén cac phuong tién truyén thong dai ching. Khi do,
NTD trung nién tin twong va san sang tiép nhan thdng tin, s& diéu chinh théi quen
mua hang cua minh.

Kich thich bén ngoai
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Nhan thic nhu cau vé TPAT caa NTD con chju anh huéng cuaa kich thich bén
ngoai nhu tit DNTM ban I¢ TPAT, nha san xuat, nhém tham khao.

- Cac CHBL TPAT cia DNTM bén lé thuc pham. DN cin quan tim dén phat
trién quy md, sé lugng cac CHBL TPAT nhim ting sy nhan dién thuong hiéu cua
NTD, DN phat trién chudi cac cira hang va can dit cira hang tai vi tri thuan loi doi
véi viéc mua sam cua NTD. DN can ddy manh hoat dong quang ba mat hang, cura
hang dbi v&i dan cu tai noi c6 cira hang nhu phat td roi, két ndi vai khach hang trén
mang xa hoi, tham gia cac hoat dong cong dong cua dia phuong. Trong cac chuong
trinh nay ngoai viéc gisi thiéu vé TPAT, DN can c6 hoat dong tu van cho NTD vé
viéc str dung va bao quan mit hang an toan, hop vé sinh, tu van vé phan biét thuc
pham an toan v4i thuc pham khong an toan bang cac dung cy, may moc truc quan.

DN can chl y xay dung hinh anh DN tai cira hang, trén trang web, facebook.
Tai cira hang, DN ch( y cach bé tri khéng gian ctra hang khoa hoc, tao su “tu do”
dé NTD thoai mai tim hiéu vé cta hang... Trén trang web, facebook, DN can
thuong xuyén cap nhat hinh anh dep mét kém 1oi binh than thién, hai huéc, nham
16i cudn su chl y cua ngudi xem, tir d6 kich thich nhu cau tiéu ding cua ho.

- Nhém tham khdo. DN can quan tm vé su anh hudng caa nhom tham khao dén
hanh vi mua, nhém khach hang ma DN dang huéng téi chiu anh huong nhiéu tir nguoi
than, déng nghiép trong viéc mua sam thuc pham. DN can cd cac bién phap khuyén
khich nhitng khach hang than thiét cua minh truyén théng tin tot vé cira hang dén
nhitng nguoi than, ban bé cua ho. DN ciing can quan tim dén nhitng ngudi truyén tin
trén cac phuong tién thong tin dai ching, trong cac hoat dong cong dong, d6 1a nhiing
ngudi ¢6 anh huong xa hoi, nhitng chuyén gia dau nganh vé dinh dudng.

- Nha san xuat. DN can két hop véi nha san xuat dé tuyén truyén cho NTD
biét mat hang cta ho duoc san xuat theo diing quy trinh an toan. Vi chuyén mén
ctia minh, nha san xuat s& cung cap thong tin vé san pham mot cach khoa hoc, ting
tinh thuyét phuc d6i véi nhom khach hang c6 trinh d6 tiéu dung cao, c6 diéu kién
tiép can nhiéu thong tin, nhitng vo chong tré ¢ con nho thudng c6 xu hudng tin
tuong vao cac thong tin khoa hoc hon 1a kinh nghiém.

Giai dogn NTD tim kiém thong tin vé TPAT

NTD tim kiém thong tin tir nguon bén trong va bén ngoai. DN can tim hiéu
NTD tim kiém nhitng loai théng tin nao, & dau dé cd noi dung, cach thic truyén tin
vé mat hang, ctra hang phu hop.

Véi nguon thdng tin bén trong, gdm su hiéu biét va kinh nghiém caa ban than.
DPé NTD hiéu dang va day du vé TPAT, DN can cung cap cac bai viét lién quan dén
kién thuc vé TPAT trén website, to roi ciia cira hang. DN ciing can phdi hop véi cac
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co quan chirc ning cua nha nudc nhu S& Nong nghiép va Phat trién nong thon, S&
Y té nhim nang cao nhan thirc dang vé TPAT. Chang han, véi viéc nhiéu c4 nhan
kinh doanh “online” quang céo rau cua ho 13 an toan vi duoc trong & qué, khong sir
dung hoa chét, va mirc gid ho dua ra ré hon nhiéu so vé6i gia cac mit hang cua DN,
day la d6i thu canh tranh kha manh cua DN, DN céan tuyén truyén dé NTD hiéu
rang, khong phai miat hang thyc phdm nao trong qua trinh nudi trong ma khong
dung hoa chit s& 1a TPAT, bdi su an toan cua thuc phém phu thudc rat nhiéu vao
chat luong dat, ngudn nudc. DN can cho NTD biét duoc quy trinh san xuat, cach
phan biét TPAT véi thyc phdm khong an toan qua cac ddu hiéu nhan biét nhu hinh
thirc mat hang, nhan mac, bao bi...

Ngoai hoat dong tuyén truyén, DN c6 thé té chic cac chwong trinh moi NTD
trai nghiém nhu st dung thir TPAT, td chirc cudc thi phan biét TPAT vai TP khong
an toan tai ctra hang cua DN hoic tai budi sinh hoat té dan phd, sinh hoat hoi phu
nir...

Vi nguon thdng tin bén ngoai. Theo két qua nghién caru dinh tinh, NTD tim
kiém thong tin bén ngoai tir sy hiéu biét va kinh nghiém cua ban bé, hang xom,
nguoi than cia NTD, CHBL TPAT, nha san xuat TPAT, cac phuong tién truyén
thong dai chiing, trong d6 nguodn thong tin qua nguoi than, ban bé duoc NTD tin
tuong nhat. Do vay, DN can diy manh hoat dong quang ba vé mit hang TPAT va
ctra hang dén khach hang muc tiéu la nix, nhitng ngudi 1am viéc tai van phong, noi
trg, hodc séng trong nhitng ho gia dinh c6 tré em, lam khach hang hiéu rd vé mat
hang, hai long khi dén ctra hang va sau khi st dung TPAT. Nhitng NTD nay sé Ia
ngudn thong tin dang tin cay cho nhitng nguoi than, ban bé cua ho.

DN can cung cap day du cac thong tin vé TPAT ma NTD mubdn tim hiéu, gom:
dia chi noi san xuat da duoc cac co quan chirc ning chiang nhan du diéu kién
VSATTP hoic c6 tham gia vao hé dam bao chat lugng, cac chirng nhan cho mat
hang TPAT (cach kiém tra tinh phap ly caa cac chitng nhan), cach truy xuat nguon
géc thuc pham, cung cép théng tin vé cira hang cua DN (céc chang nhan du diéu
kién kinh doanh, c6 1a thanh vién caa hé théng dam bao ciing tham gia PGS khéng?,
dia chi, s6 dién thoai, website, fanpage), cac loai mat hang c6 trong ngay hay trong
tuan (1a TPHC hay thuc pham theo tiéu chuan VietGAP...), cac dich vu (nhu hudng
dan phuong phap kiém tra, nhan dang mat hang an toan va khong an toan, hiru co
hay thuc pham khong gay hai), c4c chuong trinh xtc tién ban hang.

DN c6 thé két hop voi nha san xuat dua ra thong tin trén bao bi ¢é¢ NTD d&
dang nhan biét duoc mit hang cua ai, phan biét duoc véi mit hang khong rd ngudn
gdc xuat xi. DN ciing can khai th4c triét dé nhiing tién ich ciia mang xa hoi, day la
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ngudn thdng tin ma nhiéu NTD dang st dung, DN ¢6 thé lién két vai trang mang c6
lwong ngudi truy cap cao, ¢6 nhém khéach hang muc tiéu caa DN, nham tranh thu sy
ung ho cia NTD. DN can dam bao toan bo théng tin vé mat hang, dich vu, gia ca
phai dong nhat trén tat ca cac kénh truyén thong.

Ngoai ra, DN c6 thé tranh tha sy ang ho cua cac hiép hoi nhu Hoi bao vé
quyén lgi caa NTD, Pai truyén hinh trung wong, day 1a cac té chire duoc NTD rat
tin cay, thuong tham khao khi tim kiém théng tin vé TPAT, noi mua TPAT. DN
cling can tich cuc tham gia cac budi toa dam, cac hoi nghi khoa hoc vé tiéu dung
TPAT do céc hiép hoi, cac vién nghién ciu t6 chire, dic biét 1a cac chwong trinh do
Pai truyén hinh trung wong thuc hién. Nhitng hoat dong nay gilp cang cé vi thé,
tang nhan biét cua cong ching dbi vai DN.

Giai dogn NTD danh gia va lya chon phwong an mua TPAT

DN can chitng minh cho NTD thay rd sy khéc biét gitta TPAT véi TP khdng
an toan, nhing lgi ich cua viéc tiéu dang TPAT c6 rd ngudn goc xuat xa voi TP
thong thuong khong rd ngudn gbc xuat xa. NTD ludn quan tam téi mot sb thudce
tinh co ban cua san pham nhu: gia tri dinh dudng, tinh an toan, nguon goc rd rang,
nhitng cam két vé chat luong, dich vu... DN can dam bao nhiing thudc tinh nay c6
su noi troi hon dbi thi canh tranh va cung cap day du nhimng thong tin nay dén
khach hang. DBéi vai viéc lua chon ctra hang ban 1&6 TPAT, DN can dua ra nhing lgi
ich néu khach hang mua hang tai ctra hang ban 1é nhu mat hang luén dam bao
nguon gdc rd rang, an toan, tuoi ngon.

Giai dogn NTD quyét dinh mua TPAT

DN can tuyén truyén cac thong diép vé nhitng loi ich khi NTD mua hang tai
CHBL TPAT nhu NTD c6 thé kiém tra nguon gbc xuat xi cia mat hang, xem cac
gidy chiung nhan VSATTP. Khi ¢6 van dé xay ra nhu thyc pham khong dam bao
chat luong, gay tén hai dén tai san, sic khoe caa NTD, NTD c¢6 thé khiéu nai, yéu
cau bdi thudng Véi to héa don ching minh d3 mua miat hang cua cira hang. Voi tu
cach phap nhan, DN sin sang va phai chiu trach nhiém giai quyét khiéu nai theo
dung phép luat, day 1a nhitng dam bao gitp NTD c6 thé yén tam khi mua thuc pham
tai cra hang, diéu nay NTD kho ¢6 dugc khi mua thuc pham khéng ré ngudn goc
XUAt Xt tai cac cho truyén thong, cho cdc, cho tam, vi & nhimg diém ban nay, NTD
khé c6 bang chimg dé ching minh d¢a mua mat hang ¢ day, nhimg ngudi ban nay
khong c6 trach nhiém phai chiu nhitng hau qua khi ban thyc pham khong an toan.

Giai dogn sau khi NTD mua TPAT

DN can quan tam dac biét dbi v&i khach hang da mua mat hang TPAT tai ctra
hang, DN cin c6 cac chinh sach wu dai hop 1y cho nhom khach hang nay nhu ting
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thé tich diém mua hang cho khach, tang qua vao dip 18, tét. Ngoai ra, DN can ¢ cac
chinh sach hd tro giam gia, ting mat hang khi khach hang gidi thiéu cho cira hang
nhirng khach hang moi.

DN phai luén trung thuc, néi ding vé thuc trang mat hang dé tranh 1am NTD
ky vong. Chang han, khi mat hang c6 chat lwong khéng bang cac dot ban hang
truéc thi DN can noi rd tinh trang dé NTD biét, néu khach hang van quyét dinh mua
thi DN nén cd nhiing hd tro vé gia hoic cac hinh thic ting thém san pham khac,
ddng thoi DN can hta hen s& dam bao chit luong hang hda vao 1an sau cho khach
hang.

Sy trung thanh cua khach hang phu thudc vao su thoa man cua khach hang vé
cac chinh sach marketing — mix cua DN, trong d6 ¢ chat luong dich vu cua cira
hang, DN can dic biét chd trong dén dich vu chiam soc khach hang, hoat dong nay
can duoc dién ra thuong xuyén, khéng c6 su phan biét khach hang mua it hay mua
nhiéu. Mot s6 hoat dong cu thé trong viéc cham séc khach hang nhu sau:

- Ldp ho so vé khdach hang

DN can luu hd so chi tiét vé khach hang nham thuén tién cho viéc theo doi,
lién lac véi khach hang. Ho so bao gém cac thong tin vé tén, dia chi, dién thoai, tai
khoan facebook, ngdy mua hang, s6 lugng mua, sb tién mua, loai hang hay mua, mo
ta mot s6 ddc diém vé hanh vi mua co ban cua khach hang (chang han, khach hang
A d0i hoi phai giao hang chinh xac thoi gian; khach hang B chi mua hang truc tiép
tai cira hang...). Viéc ndy s& giup cho DN nim duoc tinh trang mua hang ctia khach
hang, thoi quen mua hang dé c6 nhirng tng xt phu hop.

- Chii ddng tiép cdn trong viéc phuc vu khdch hang va gidi quyét cdc thdc
mdc, khiéu nai cua khach hang

Nhan vién cua ctra hang ciing phai c6 trach nhiém tao dung va duy tri moi
quan hé véi khach hang théng qua mot sb viéc nhu chao hoi niém ng, chi dong tu
Van va cung cap day du nhiing thong tin vé TPAT, thanh toan nhanh chdng, chinh
xac, guri phiéu mua hang cho khéch, ghi lai thong tin vé khach hang, nhat ky mua
hang, chu dong lién hé vai khach hang theo dinh ky qua dién thoai, facebook, hoac
tryc tiép tai nha caa khach hang/ tai cra hang ciia DN dé tiép nhan cac thdng tin
phan hoi cia khach vé chat lugng san pham, chat luong dich vu. Néu DN di c6 sb
dién thoai duong day nong, facebook, thi DN can dam bao dién thoai c6 thé lién lac
thuong xuyén, facebook luén dugc cap nhat.

* Cac cong cu xtc tién thuong mai
Bén canh hoat dong truyén théng vé mat hang TPAT, DN can tich cuc hon

trong str dung cac cong cu xuc tién thuong mai. Tuy theo mdi giai doan phat trién
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ma DN c¢6 thé sir dung két hop cac cong cu khic nhau. Cac cong cu ma DNTM c6
thé sur dung la: quang cao, khuyén mai, ban hang c4 nhan, PR, marketing truc tiép.

Trong giai doan dau kinh doanh, DN c¢6 thé sir dung cac céng cu nhu ban hang
c4 nhan, marketing truc tiép, khuyén mai. DN nén day manh viéc ban hang c4 nhén,
boi khach hang ctia mdi cira hang sinh séng hay 1am viéc trong pham vi ¢6 ban kinh
khong 16n, DN c6 thé phét to roi, phiéu mua hang giam gia, moi dung thir mién phi
san pham dén timg ho gia dinh trong khu vuc. Str dung cong cu ban hang c4 nhan s&
phu hop khi DN can huéng din NTD vé phuong phéap kiém tra, nhan dang cac loai
TPAT va khong an toan, cach truy xudt ngudn gbc, cach kiém tra tinh phap 1y cua
cac ching nhan ciia mit hang TPAT va ctiia DN. DN can tap trung nhiéu vao viéc
dua nhing thong tin vé mat hang TPAT, vé&i nhitng hinh anh bat mét trén website/
facebook. DN c¢6 thé to chirc cac chuong trinh xtic tién béan tai cira hang nhu cho
khach hang dung thir mat hang, to chirc huéng dan ché bién thuc pham tai chd vao
ngay cudi tuan hodc ngay 18, hoat dong niy c6 thé giy su chi ¥, to mo, hao hing
cho khach hang khi di qua cira hang hay dén mua tai cira hang.

Trong cac giai doan tiép theo, DN van can sir dung cac cong cu nhu ban hang
ca nhan dé tiép nhan nhiing phan ung cta khach hang sau khi mua san pham, ap
dung cong cu khuyén mai vao cac dip 18 tét hay cac dip dic biét cua khach hang
nham tri an khach hang. Cong cu marketing truc tiép can duge DN khai thac triét dé
vi hién nay viéc mua hang truc tuyén ngay cang tré nén pho bién. Ngoai ra, DN can
tham gia cac hoat dong cong dong nhu ha gia hay phat mién phi cac loai thuc pham
dén nhitng nguoi c¢6 thu nhap thap hodc cho cac to chirc tir thién, nhu vay hinh anh
ctia DN sé& duoc ghi nhan trong cong dong xa hoi.

5.5. Mot so kién nghi doi véi nha san xuat, co quan chirc niing dua trén két qua
nghién ctru s dnh hwéng ciia cic yéu to tim ly doi véi quyét dinh mua TPAT
giai doan 2017 - 2020

Theo két qua nghién ctu, niém tin, thai do cua nguoi tiéu dung ddi voi TPAT
la yéu t6 quan trong anh huéng dén quyét dinh mua TPAT cua ngudi tiéu ding.
DNTM bén I¢ khong thé tu minh tao dung duoc niém tin, thai do tich cuc caa NTD
d6i voi TPAT, vi dé dam bao mit hang dén duoc véi NTD an toan, chat luong, can
cd sy phdi hop chit ché caa nha san xuat, co quan chirc ning co lién quan. DN ciing
can sy hd tro cua nha nuée trong viéc nang cao nhan thirc cua NTD Vvé tiéu ding
TPAT, 6n dinh ngudn cung, cai tién chat lwong mat hang, ha gia thanh mat hang
nham khuyén khich NTD mua TPAT...
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5.5.1. Doi véi cdc co quan chirc ning
5.5.1.1. Nang cao nhdn thirc ciia nguoi tiéu dung vé TPAT

Céc co quan chirc ning can c6 cac hoat dong thdng tin, truyén théng, giao duc
phap luat vé vé sinh an toan thuc pham bing hinh thirc tuyén truyén nang cao nhan
thire va thay dbi hanh vi trong viéc tiép can véi TPAT. Khi thuc hién, can quan tam
dén dbi twong nhan tin, noi dung théng diép, cach thic truyén thdng.

- Doi tuwong nhdn thong diép truyén thong. Viéc xac dinh doi tuong nhan tin dé
¢6 bién phap tiép can phu hop.

V6i nhom ngudi ndi tro thuan tdy, hau hét moi sinh hoat cua ho chi din ra
trong gia dinh va trong khu dan cu. Ho chju anh huéng theo xu thé dam déng. Do
vay, cac chi thé c6 thé thuc hién cac chuong trinh truyén thong tai cac trung tam
sinh hoat cong ddng nhu nha vin héa phudng; tai cac cudc hop dan phd, trén loa dai
truyén thanh cua phuong, trén dai, tivi; tai nha nguoi tiéu dung; tai cac ctra hang
ban thuc pham, cac cho truyén théng.

V&i nhém nhiing nguoi di lam 1am tai van phong, ho 12 nhitng ngudi ¢6 nhiéu
diéu kién tiép nhan thong tin bén ngoai noi ho sinh séng, trinh d6 tiéu ding cua ho
kha cao. Do vay, ho c6 thé tiép nhan théng tin qua mang x& hoi, bao, tap chi chuyén
nganh, cac trung tam cham soc stc khoe.

Vé6i nhém nhitng nguoi 12 céng nhan, do dic thi cdng viéc 1a san xuat tryc
tiép, ho khong cd nhiéu thoi gian dé tim hiéu cac thong tin vé tiéu ding thuc pham
an toan trén cac phuong tién thong tin dai ching ciing nhu tai noi ho sinh séng. Do
vay, ho can duoc tiép nhan théng tin vé tiéu dung TPAT tai noi lam viéc. Cac t6
chtc xa hoi cd thé két hop voi DN noi cong nhan 1am viée dé té chac cac cudc toa
dam, véi sy tham gia cia cac chuyén gia dinh dudng, nham nang cao nhan thic cia
nhom ngudi ndy vé thuc pham an toan. ..

- Ngi dung ciia théng diép truyén théng. Noi dung caa thong diép truyén thong
dén nguoi tiéu dung phai day du, rd rang, dé hiéu, dam bao tinh khoa hoc, c6 tinh
cap nhat. Noi dung cua cac thong diép phai thé hién dugc mot s6 van dé nhu: loi ich
cua viéc tiéu dung TPAT, nhitng hau qua cua viéc tiéu dung TP khéng an toan;
huéng dan tra ciu ngudn goc, cach phan biét TPAT voi TP khong an toan. Nhiing
thong tin nay nén duoc md hinh héa véi nhitng hinh anh gan giii, pht hop véi van
hoa Viét Nam, tranh dua nhitng hinh anh phan cam, “gdy sé¢” cho NTD, tranh dua
thong tin khong chinh xac, gy hoang mang cho ngudi tiéu dung, anh hudng dén uy
tin ciia doanh nghiép san xudt chan chinh, tranh lam phan tac dung cia thong diép
truyén thong. Cac khau hiéu, mau sic, &m thanh can phai phd hop véi dbi twong
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muc tiéu, lam cho nguoi nhan thong diép cam thay 4n twong, thich thu, cé tac dung
thuc day ngudi tiéu dung thay ddi nhan thirc, hanh vi tiéu dang TPAT.

- Céch thirc truyén thoéng. Viéc tuyén truyén co thé két hop cac co quan, to
chie ¢6 lién quan nhu S&'y té Ha Noi, Chi cuc Thi y Ha Noi, cac doan thé nhu Mit
tran to quéc, Hoi Chir thap do, Hoi Phu nit, Poan Thanh nién, td dan phé... vai hinh
thie 12 cac budi tap huan, toa dam tai khu dan cu, tai noi 1am viéc caa NTD, c6 su
tham gia trao ddi cua cac chuyén gia y té, dinh dudng. Viéc tuyén truyén nay can
dugc duy tri 1au dai, thuong xuyén, tai cac khung thoi gian 6 sé lugng nguoi xem
nhiéu nhat nhu thoi diém trueéc hodc sau gio com tdi (6h hoic 8h tbi). Cac cong cu
hd tro 13 ap phich, bang z0n, to roi, véi nhitng hudng dan chi tiét vé tiéu dung thuc
pham an toan.
5.5.1.2. Xdy dung niém tin, thai o tich cwc ciia ngueoi tiéu dimg doéi véi TPAT

Pé dam bao san pham TPAT duogc cung tng ra thi truong ludén dam bao an
toan, chét lugng va on dinh vé sb lugng, tao dung duogc niém tin, thai do tot te NTD
can ¢6 su vao cudc manh mé cia cac co quan chirc nang. Mot sb kién nghi duoc
duara la:

* P6i voi Chinh phu

- Khuyén khich va tao diéu kién cho cac DN ban lé TPAT c6 thé xay dung va
mé réng hoat déng kinh doanh. Chinh phu can c6 chinh sach hd trg vé kinh phi, gia
thué mit bang ban Ié. Bong thoi, Chinh phu ciing tao co ché khuyén khich DN san
Xuat kinh doanh TPAT nhu mién thué thu nhap DN trong thoi gian dau, mién/ giam
thué VAT cho NTD khi mua mat hang TPAT...

Chinh phu ciing can khuyén khich, tao diéu kién dé cac DN ban I¢é thanh lap
hiép hoi ban 16 TPAT véi nhirng wu dii vé thué mat bang, quang ba... Hiép hoi cam
két ban cho NTD mit hang c6 1d ngudn gdc xuat xir, dam bao chat luong, gia ca
hop 1y, nhitng DN khong tuan thi cam két can c¢6 hinh thirc xir Iy nghiém khic.

- On dinh nguon cung, cdi tién chat lirong mat hang, ha gia thanh mat hang.

Chinh phu can khuyén khich, tao diéu kién xay dung, phat trién chudi cung
rng gém nha nuéc, nha san xuat, nha ban 1é. Trong d6: Nha nudéc véi vai tro hd tro,
quan ly va gidm sat chat luong, an toan mat hang, hoat dong san xuat va kinh
doanh, kich day NTD sir dung TPAT...; Nha sdn xudt cé trach nhiém tuan tha quy
trinh san xuét an toan tir nguyén liéu, san xuat, thu hoach, bao quan, so ché, van
chuyén dén noi tiéu thu. Nha san xuat can ky cam két khong sir dung chét cam,
khong vi pham van dé an toan thuc pham. Nha san xuat can nghién ciru ra céc loai
mat hang méi nham da dang, nang cao chat lwong mat hang; Nha ban lé cé trach
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nhiém dam bao dau ra cho mat hang, bao vé mat hang, dam bao téi da chét lugng,
an toan mat hang, lam NTD tin tudng mat hang TPAT trén thi truong.

Chinh phu can khuyén khich, tao diéu kién dé cac DN nghién ciru hoan thién
va phéat trién mé hinh chudi cung @ng mé hinh 3F (feed — con giéng; farm — trang
trai; food — thuc pham). Khi trién khai mé hinh chudi cung tng TPAT, Chinh phu
can tao ra co ché thuan loi dé nhiéu DN, té chie, ca nhin cung dau tu, tham gia thi
truong nhu cac chinh sach vé thué dat, hd tro 13i suat ngan hang, ...

- Hoan thién va ban hanh cdc quy dinh huéng dan, ché tai, tao khung phap ly
minh bach cho hoat déng dau tw, san xuat, kinh doanh cac mdt hang TPAT, trong dé
c6 TPTS an toan. Céc diéu luat can dam bao tranh chong chéo, don gian vé thi tuc cap
giay phép chiing nhan, dam bao tinh nghiém minh nhung ciing tao diéu kién cho céac
DN hoat dong. Chinh phii can tiép tuc cai cach thu tuc hanh chinh trong viéc tham dinh
cap phép san xuat, kinh doanh, chitng nhan chit luong, vé sinh an toan thuc pham, tao
diéu kién tot nhat dé cac DN yén tam hoat dong san xuat kinh doanh.

* P6i voi chinh quyén thanh phé Ha Noi

- Kiém sodt chdt ché quy trinh tir san xudt dén tiéu thu.

Viéc kiém soét chat luong tir khau san xudt dén khau luu théng can sy vao
cudc quyét liét ciia chinh quyén dia phuong va co quan cd trach nhiém. Viéc kiém
tra can duoc tién hanh thuong xuyén, dot xuat tai cac chg dau méi, siéu thi ban lé
tong hop, cac cira hang chuyén doanh bén 1é thyc pham, truy tan gbc thuc pham ban
v6i sy hd trg cia cac xe kiém nghiém luu dong. Co quan chirc ning can phai
nghiém minh ddi v6i nhimng truong hop khong chitng minh dugce ngudn gbc xuat xi
clia mat hang, mat hang khong dam bao vé sinh an toan thyc pham.

Co quan chtrc nang can phat huy tinh than sin sang tiép nhan, tiép thu nhing y
kién trao doi ctia nha san xuat, kinh doanh thong qua cac dudng day nong dé kip
thoi phat hién cac sai pham, nhitng khé khan, cé nhiing hé tro kip thoi cho nha san
xuét kinh doanh.

- Tang cuong kiém soat, cung cdp thong tin cho NTD vé DN thuc hién tot va
DN chuea thiee hién tét cac quy dinh dam bdo an toan thuwce pham. Viéc phét hién ra
cac DN vi pham van dang 1a van dé kho khan, rat can cac co quan chirc ning ting
cudng giam sat, thé hién thai do trung thuc, trach nhiém. Cac co quan chic ning
can cung cap thdng tin vé cac dia chi ban 1¢ TPAT mot cach thudng xuyén, cap
nhat, phét trién c4c mang ludi san xuat va phan phdi thuc pham an toan gidp NTD
dé dang tiép can.

- Phét trién logi hinh ban 1é thuc pham hién dai, dan x6a bé cho coc, cho tam.

CAac co quan chirc ning can tao diéu kién cho cac DN ban 1é thyc pham phat
trién loai hinh béan 1¢ hién dai nhu siéu thi, ctra hang/ chudi ctra hang chuyén doanh
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ban 1¢ thuc pham, gip DN nhanh chéng hoan tat céc tha tuc dé kinh doanh, tranh
tinh trang, nhiéu DN d3 m¢ ctra hang dwgc mot nim nhung van chua hoan thién
dugc tha tuc xin gidy chiing nhan co sé dam bao vé sinh an toan thuc pham. DN
cling mong chinh quyén don gian hda céc gidy to chizng nhan an toan cho san pham.

Chinh quyén thanh phé ciing can quyét liét hon trong viéc x6a bo cho coc, chg
tam, Vi day 12 noi ban nhiéu thuc pham khéng rd ngudn gdc xuét xi, c6 nguy co cao
d6i vé6i strc khoe cua ngudi st dung. Trude mat, khi chua thé x6a bo duoc triét dé
cho céc, cho tam, cac co quan chirc ning can ¢ sy kiém soét chit ché ngudn gbc
mat hang, ¢ thé 14y mau thir nghiém tai chd dé NTD biét duoc san pham cd an toan
hay khong. Viéc kiém soét can duoc tién hanh thudong xuyén, tai thoi diém bat ky
nhu budi sang, chiéu tdi (thoi diém cho cdc, cho tam hoat dong manh).

- Ho tro thong tin. Chinh quyén thanh phé Ha Noi can phdi hop véi céc co
quan chtrc nang nhu S& Y té, S& Nong nghiép va Phat trién néng thdn, Chi cuc
Quan ly thi trudng t6 chirc cac budi tuyén truyén, tdp huidn cho DN vé cic vin ban
phap luat lién quan dén hoat dong san xuat kinh doanh; t6 chirc hoi thao dé lang
nghe, tiép thu y kién dong gop cua cac DN, tir d6 dé xuat 1én Chinh phu nham diéu
chinh, tao diéu kién cho cac DN hoat dong; ting cudng cac budi hdi thao, tap huan
cho DN, dé cac DN duogc chia sé kién thuc, kinh nghiém, hd tro nhau trong hoat
dong san xuét kinh doanh.

5.5.2. Déi véi nha sdn xudt

DN bén 1¢ va DN san xuat can c6 su lién két, hd trg chit ché véi nhau trong
viéc cung &ng san pham ra thi trudng.
5.5.2.1. Nang cao nhdn thizc ciia NTD vé TPAT

Nha san xuat phai hd tro DN ban Ié trong viéc tuyén truyén vé TPAT, nhu
viéc cung cip day du cac thong tin vé quy trinh san xuat an toan, cac bién phéap san
xuat thuc pham an toan. Nha san xuat can két hop hoic tao diéu kién cho cac
DNTM bén ¢ t6 chtc cac budi tham quan co sd san xuat, gidp NTD hiéu rd hon vé
quy trinh san xuit, tin twéng hon ngudn hang va DN ban ¢ TPAT.
5.5.2.2. Xdy dung niém tin, thai ¢ tich cuc ciia ngueoi tiéu dimg doi véi TPAT

- Phdi ¢6 chizng nhdn vé dam bao VSAT thyc pham. Nha san xuat phai ding
ky va dugc cac co quan chirc ning ching nhan 1a co s san xuat dam bao VSATTP,
d6i vai tirng mat hang DN san xuat déu dugc ching nhan dam bao an toan ddi voi
suc khoe nguoi sir dung va moi truong.

Néu khéch hang caa nha san xuat 1a cac DN bén Ié tham gia hé théng truy xuét
ngudn goc TPAT dién tir, nha san xuit phai cé trach nhiém cung cip théng tin trung thuc
trong tirng khau san xuat, cac chang chi kiém nghiém ctia nha san xut 1én hé thong.
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- Giir cam két trong cung #ng san phdam: vé sé luong, chat luong, an toan, gia
c4, noi giao nhan... Néu c6 thay d6i vé sé luong, chit lwong mat hang, can thdng
bao ngay cho DN bén Ié, dong thai c6 nhitng bién phap hd tro vé gi4, cung cap
nhitng mit hang thay thé, hoic tim nguén cung cip khac dé dam bao su 6n dinh cho
DN ban lé. Nha san xuat khéng nén tly tién tang gia, hoic pha bé hop dong di ky
két. Viec cam két nay can duogc duy tri thudng xuyén.

- Can tiép nhan thong tin tix DN ban lé vé nhu cau cia NTD dé cung ang san
pham phl hop. Nhitng thong tin ma nha san xuat c6 thé khai thac tir nha ban 1¢ 13
nhu cau, mong mudn cta ngudi tiéu ding vé ham luong dinh dudng, mui vi, thoi
quen tiéu dung, kha ning chi tra, hanh vi mua hang, th6i quen bdo quan hang hoa,
su lo lang an toan ciia bao goi dén chat lugng san pham... Thong qua viéc tiép nhan
thong tin, nha san xuat can nghién ciru dé diéu chinh thanh phan trong san pham,
chét lwong, cach dong gbi, thong tin trén bao bi, chét lidu bao bi... phu hop véi
mong mudn ctia NTD, giup DN ban 1¢ d& dang tiéu thy mat hang hon.

- Phoi hop véi nha ban Ié trong khiu san xuét, déng goi, van chuyén san
pham. Khi d6, nha san xuat c6 thé kiém soat DN ban 1¢ viéc bao quan, trung bay
mat hang nhdm dam bao an toan, chat luong. Nguoc lai DN ban 1€ co thé kiém soat
nha san xut trong thyc hién quy trinh san xuét an toan. Viéc ndy gitip nha san xuét
va DNTM dam bao dugc uy tin thuong hi¢u.

KET LUAN CHUONG 5

Chuong 5 d& xuat mot sé giai phap ddi véi cac DNTM bén 1é thyc pham trong
viéc van dung nghién ctru hanh vi mua TPAT cta NTD vao hoat dong marketing
cua DN. Nhiing giai phap nay dya trén két qua nghién ciru tién trinh mua TPAT cua
NTD; két qua nghién ciru sy anh hudng cia cac yéu té tam ly, cac yéu té nhan khau
hoc cua NTD, yéu t6 marketing cia CHBL TPAT dén quyét dinh lya chon cira
hang, quyét dinh mua TPAT caa NTD. Nghién ctru dwa ra mot sb kién nghi dbi véi
nha san Xxuit, cac co quan chirc ning V& viéc kiém soat mat hang, diéu kién hoat
dong cua cac CHBL TPAT, nhirng hd tro cta cac co quan chirc ning, nha san xuat,
nham tao dung niém tin, thai do tich cuc vé TPAT dé thuc day NTD c6 quyét dinh
mua TPAT.
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KET LUAN

Thuc pham 14 loai hang tiéu dung thiét yéu, trong tinh hinh hién nay, thuc
pham dang tr& nén hdn loan, ngudi tiéu dung hoang mang trong viéc lra chon mua
thue pham dé dam bao sirc khoe cho ban than va gia dinh ho. Nhitng DN thuc pham
chi vi loi nhuan truéc mat ma dwa ra nhirng thuc pham thiéu an toan, gay nguy hai
cho sirc khoe caa con nguoi. Nhitng DN 1am an chan chinh hiéu rang, dé c6 thé phét
trién 6n dinh, 1au dai, thi ngoai muc tiéu loi nhuan ho phai mang lai nhitng lgi ich
ma khach hang mong mudn, d6 1a sy an toan stc khoe, an toan méi trudng séng.
Nhung viéc kinh doanh thuyc pham an toan cua nhitng doanh nghiép 1am in chan
chinh lai vo cung kho khin, trong d6 phai ké dén 1a viéc nang cao sy hiéu biét cua
nguoi tiéu dung d6i vai thyc pham an toan, tir d6 thay do6i dugc théi quen tiéu dung
thue pham an toan véi sac khoe caa nguoi tiéu dung, tao dung niém tin caa NTD
d6i véi cac cira hang ban ¢ TPAT. Viéc nghién ciu hanh vi nguoi tiéu dung ddi Voi
thuc pham an toan s& gitp doanh nghiép nim rd duoc dic diém hanh vi mua theo
cac budc cua tién trinh quyét dinh mua thyc pham an toan cua nguoi tiéu dung,
nhitng yéu t6 anh hudong dén quyét dinh mua thuc pham an toan, gom: nhiing yéu tb
tam 1y nguoi tiéu dung, yéu té marketing caa doanh nghiép, dic tinh ca nhan nguoi
tiéu dung. Tir nhitng két qua nghién ciru vé hanh vi mua TPAT cua nguoi tiéu ding,
DNTM bén Ié thuc pham c6 cin cir dé dé xuat chién luoc va chién thuat marketing
nham théa man nhu ciu cua nguoi tieu dung, gilp doanh nghiép tao dung duoc
niém tin, thay ddi thdi quen tiéu ding thuc pham. Pay 1a mét viéc 1am vé cung y
nghia, khong chi mang lai lgi ich cho doanh nghiép, cho nguoi tiéu dung ma con
gilip nang cao chat lugng cia doi song x& hoi.

1. Nhirng phat hién méi cia luan an
1.1. Vé mat Iy lugn:

- Noi dung nghién ciu hanh vi mua TPAT caa NTD gém: Hanh vi mua theo
cac budc cua tién trinh quyét dinh mua TPAT va cac yéu té anh hudong dén hanh vi
quyét dinh mua va quyét dinh lra chon CHBL TPAT cua NTD.

+ Hanh vi mua theo cac budc cua tién trinh quyét dinh mua TPAT cua NTD
gom nim giai doan: nhan biét nhu cau, tim kiém théng tin, lva chon phuong an,
quyét dinh mua, hanh vi sau mua.

+ M0 hinh vé sy anh hudng ciia cac yéu td dén hanh vi quyét dinh Iya chon
CHBL TPAT va hanh vi quyét dinh mua TPAT. C4c yéu té anh hudng dén quyét dinh
lya chon CHBL la c4c yéu t6 marketing cia CHBL TPAT, c4c yéu t6 anh huong dén
hanh vi quyét dinh mua TPAT 1 cac yéu t6 tam 1y (niém tin, thai do, murc d6 hiéu biét)
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d6i v6i TPAT cua NTD, céc yéu t6 nhan khau hoc cua NTD (gidi tinh, nghé nghiép,
thu nhap ho gia dinh, gia dinh c6 tré nho, trinh d6 hoc van), quyét dinh hra chon CHBL
TPAT cua NTD.

- Kiém dinh m6 hinh nghién ciru va tim ra ¥ nghia cua cac yéu té anh hudng
dén cac quyét dinh mua TPAT va quyét dinh luya chon CHBL TPAT. D6 1a mbi
quan hé thuan chiéu cua cac yéu té marketing cia CHBL TPAT véi quyét dinh lra
chon CHBL TPAT caa NTD; mdi quan hé thuan chiéu cta cac yéu té thm ly NTD
(niém tin, thai d6, mirc d hiéu biét) véi quyét dinh mua TPAT; mdi quan hé thuan
chiéu gitra quyét dinh lwa chon CHBL TPAT vdi quyét dinh mua TPAT; mdi quan
hé gitta yéu t6 gia dinh c6 tré em véi quyét dinh mua TPAT.

- Hoan thién va chting minh dugc sy phi hop ciia cac yéu t6 ciu thanh do
ludng trong nghién ctru vé hanh vi mua TPAT cta NTD Ha Noi, d6 1a cac yéu td
ciu thanh do luong bién quyét dinh mua TPAT, niém tin, thai 46, mirc do hiéu biét
cua NTD dbi v6i TPAT, cac bién marketing cia CHBL TPAT.

1.2. Vé mat thuc tién

- V& hanh vi mua theo cac budc cua tién trinh quyét dinh mua TPAT cia
NTD: Viéc nhan thic nhu cau tiéu dung TPAT cua NTD chiu tac dong manh cua
hoat dong truyén thong trén cac phuong tién thong tin dai chung vé tac hai cua tiéu
ding thuc pham khong an toan, loi ich cua tiéu dung TPAT; NTD tim kiém va tin
tudng thong tin vé TPAT (loai hang, noi ban) tu nguén nguoi than, ban be, do vay,
hinh thirc “truyén miéng” mang lai hiéu qua truyén thong nhat, ngoai ra, NTD lam
viéc tai van phong tim hiéu thong tin trén mang xa hoi; NTD trung nién tin tudng
vao kinh nghi¢m ban than hon la nhiing 161 quang cdo ctia ngudi ban; mot trong
nhing rao can dbi véi quyét dinh mua TPAT ctia NTD trung nién 1a thoi quen/ s&
thich tu tréng trot, chan nuoi thuc phém cho gia dinh.

- Vé cac yéu to anh huong dén hanh vi mua. Mgt 6 yéu 6 tam ly (niém tin, thai
d6, mirc d hiéu biét cia NTD dbi v6i TPAT) c6 anh hudng tich cuc toi quyét dinh
mua TPAT; Yéu té Quyét dinh liwa chon CHBL TPAT c6 mbi quan hé tich cuc dén
quyét dinh mua TPAT; cac yéu té marketing (trir yéu té con nguoi) cia CHBL TPAT
c6 anh huong tich cuc dén quyét dinh Iya chon TPAT ctia NTD, mtc d§ anh hudng tir
manh dén yéu 1a: 1. Chat luong mat hang TPAT cia CHBL TPAT, 2. Biém bén cua
CHBL TPAT, 3. Gia ca mat hang TPAT cua CHBL TPAT, 4. Bao bi mat hang TPAT
cua CHBL TPAT, 5. Su da dang ctia mit hang TPAT va chiat luong dich vu cia CHBL
TPAT, 6. X(c tién thuong mai cia CHBL TPAT; gia dinh c¢6 tré em anh huong tich
cuc dén quyét dinh mua TPAT cua NTD; c6 su khac biét vé quyét dinh lua chon
CHBL TPAT cua NTD giita cc nhom gidi tinh, trinh dé hoc van.
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- Lun 4n da dua ra cdc dé xuat cho DNTM ban 1é thyc pham trong viéc van
dung nghién ctru hanh vi mua TPAT ctia NTD vao hoat dong marketing, nham thic
day NTD quyét dinh mua TPAT, d6 la:

+ Phén doan thi truong, la chon thi truong muc tiéu: Doanh nghiép cé thé phan
doan thi treong theo gidi tinh, trinh d6 hoc van, nghé nghiép va gia dinh c6 tré em. D6
la cac ho gia dinh c6 nir gidi, c6 trinh d6 dai hoc/ sau dai hoc, nhitng ho gia
dinh c6 tré em, nhitng nguoi lam cdng viéc tai van phong.

+ Pinh vi: Doanh nghiép co thé tao sy khic biét nhu din dau vé chét luong
mit hang, da dang ching loai mit hang, dich vu chu déo; Doanh nghiép can khing
dinh mat hang TPAT ma ho ban ludén dam bao chit luong, an toan sttc khoe cho
nguoi st dung va moi truong; Doanh nghiép ludn trung thuc trong kinh doanh. Khi
DN di tim ra phuong an tao su khac biét cho minh, DN can chd trong téi viéc
truyén thdng vé su khac biét nay t6i dbi tuong khach hang muc tiéu nhiam dinh hinh
dugc hinh anh t6t dep vé DN trong tam tri khach hang.

+ Cac chinh sach marketing — mix: mit hang, bao bi, gia, dia diém, xdc tién
thurong mai caa CHBL TPAT.

+ Luén 4n ciing ham y dé xuit mot sé khuyén nghi vi mé trong viéc tao ra
moi truong thuan loi cho cac DNTM bén 1é thuc pham va thuc day viéc tiéu dung
TPAT trong cong dong dan cu, trong d6 c6 hoat dong nhu: tuyén truyén nang cao
nhan thic cia NTD ddi véi tieu ding TPAT; phat trién chudi cung ting TPAT nham
6n dinh nguén cung, cai tién chat luong mat hang, ha gia thanh mat hang, ting
cudng su phdi két hop gitra nha nudc, nha san xuat, nha ban Ié...

2. Nhirng két luin vé ndi dung nghién ciru di thwe hién

Luan an da thuc hién dugc nhitng muc ti€u dé ra ban dau trugc khi
nghién ctru la:

- Tong quan cac cong trinh nghién ciu vé hanh vi mua caa NTD, hanh vi mua
TPAT ciia NTD va hé théng nhiing van dé 1y luan co ban vé hanh vi mua cia NTD
noi chung va hanh vi mua TPAT cua NTD néi riéng, trong d6 minh chig duoc su
phu hop cua ly thuyét vé hanh vi mua theo cac budc cua tién trinh quyét dinh mua,
xay dung dugc mé hinh nghién ctru vé sy anh hudong cua céc yéu té dén quyét dinh
mua TPAT, quyét dinh lya chon CHBL TPAT ctua NTD.

- Phan tich thuc trang hanh vi mua TPAT caa NTD gom hanh vi mua theo tién
trinh quyét dinh mua TPAT cia NTD; sy anh huéng cua cac yéu té tam Iy, quyét
dinh lya chon CHBL TPAT, cac yéu té nhan khau hoc caa NTD dén quyét dinh mua
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TPAT cua NTD, su anh hudng cua cac yéu td marketing cia CHBL TPAT dén quyét
dinh lra chon CHBL TPAT.

- Phan tich thuc trang hoat dong marketing caa c&c DMTM ban 1é thuc pham
tai dia ban Ha Noi.

- DPua ra mot s6 dé xuat vé van dung nghién ctu hanh vi mua TPAT caa NTD
vao hoat dong marketing cta DNTM ban I¢ TP nhim thuc day quyét dinh mua
TPAT ciia NTD va mot sb kién nghi vi mé nham tang hiéu qua hoat dong marketing
cuia cac DNTM bén 1é thyc pham.

3. Han ché ciia nghién ciru va nhirng dinh hwéng nghién ciru tiép theo
3.1. Hagn ché

- Han ché vé mau nghién ctu:

+ Chua dé cap nhiéu dén vai trd nha san xuat TPAT trong quyét dinh mua
TPAT cua NTD.

+ Chua dé cap nhiéu dén vai tro cia cac co quan chtic ning trong thic day
quyét dinh mua TPAT caa NTD.

- Han ché vé phuong phap nghién citu: Trong nghién ctiu thyc trang hoat dong
marketing cia DNTM bén 1é thyc pham, tac gia chi st dung phuong phap tong hop,
phan tich dir liéu tha cap, do vay, két qua thu dugc chua phan anh hét duoc thyuc
trang hoat dong markeitng caa DN.

- Han ché vé pham vi nghién ctu: Nghién ctru duoc thuc hién trong pham vi
Ha Noi, trong khi d6 NTD tai cac d6 thi khac ciing c6 nhu cau vé tiéu dung TPAT.
3.2. Nhitng dinh hwéng nghién ciru tiép theo

Mot s6 kién nghi vé dinh huéng nghién ciu co thé tiép tuc trong tuong lai
nham phat trién va hoan thién dé tai nghién cau:

- Nghién ctru vé su anh huéng ctia nha san xuat, cac co quan chitc ning cia
nha nudc trong viéc tao dung niém tin cia NTD d6i v6i TPAT.

- Nghién ctru thuc trang hoat dong marketing ciia cic DNTM béan 1¢ thuc
pham bang cic phuong phap nghién ctu tai hién truong — dinh tinh va dinh luong.

- Nghién ctru sy anh hudng cta cac yéu té dén viéc van dung nghién ctru hanh
vi mua TPAT ciia NTD vao hoat dong marketing cia DNTM ban 1¢ thuyc pham.
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PHU LUC
Phu luc 1. Phiéu phéng van siu trong nghién ciru dinh tinh vé tién trinh quyét
dinh mua thwe phiam an toan ciia ngwoi tiéu ding
BANG HUONG DAN PHONG VAN NGUOI TIEU DUNG HA NOI
(Vé hanh vi mua theo cdc buéc cua tién trinh quyét dinh mua thuc phdm an toan cia nguoi
tiéu dung Ha Noi)
Xin chao Ong/Ba!

Chung téir thudc nhém nghién cuu gﬁa truong Pai hoc T}}uo’ng Mai. Hién nay,
chung t6i dang tién hanh cugc nghién ctru v€ hanh vi mua thyc pham an toan (TPAT) tai
Ha Noi. Muc dich clia cude nghién ctu 1a tim hiéu vé céc dién bién trong hanh vi mua
TPAT (gom thl,EC pham tuoi song qhu rau, cu, qud, thit, tring) cia NTD Ha Ngi. Nhiing
cau tra 101 cua Ong/Ba cd y nghia rat 16n véi sy thanh cong ctia bai nghién ciru, va nhiing
thong tin nay s€ chi dugc str dung cho cong tac nghién ctru khoa hoc.

_ Xin chén thanh cam on sy hop tac cﬁaA(A)ng/Bél!
Xin Ong/Ba hay cho biét théng tin ve ca nhan Ong/Ba

Giai tinh: [J1 Nam (12 Nir

Trinh d6 hoc van: 01 Chua tot nghiép O3 Trung cap
PTTH [04 Cao ding
[J2 T6t nghiép PTTH [J5 PH/Sau PH

Nhom nghé nghiép: [11. Chuyén vién/ Nhan 1 3. Nha quan ly [15. Cdng nhan
vién van phong [14. Nhan vién ban [15. Noi tro
[J 2. Gido vién/ Nha hang/ Kinh doanh tu [ 6. Khac
khoa hoc do

Tuoi ciia Ong/Ba (11 < 30; (12 30 - 49; [J3>=50

Gia dinh Ong/ba c6 tré  [11 Co [J2 Khong

nho dudi 15 tudi

Thu nhap hd gia dinh = [J1 <5 triéu dong 14 15 - <20 triéu dong/ thang

cua Ong/Ba [J2 5 - < 10 triéu dong/thang 05 > 20 triéu dong/ thang
(13 10- <15 triéu dong/thang (16 KN&C: ..o

Cau 1. Ong/ba hiéu vé TPAT la:
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Cau 4. Ong/ ba tim kiém thong tin vé TPAT tir cac nguon:

Céu 7. Ong/ba ¢6 y dinh mua/ tiép tuc mua TPAT trong twong lai khong?
[1Co 1 Khéng

7.1. Néu c¢6 y dinh mua TPAT,

7.1.1. Ly do tai sao Ong/ba c6 y dinh mua/ tiép tuc mua TPAT?

7.2. Néu khéng cé y dinh mua TPAT,
7.2.1 Ly do tai sao Ong/ba khong c6 y dinh mua TPAT?

Cau 8.(danh cho nguwoi dd mua TPAT) Ong/Ba cho biét vé dic diém mua hanh vi mua
TPAT cia minh:

8.4. S tién chi cho mua TPAT/ thang: ..........uueiiie e
8.5. Thoi quen mua:

[ODén ctra hang rdi méi chon mua hang OXéc dinh loai hang caAn mua rdi méi chon
ctra hang
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Cau 9. .(danh cho ngwoi da mua TPAT) Sau khi mua TPAT, Ong/Ba:

[1Hai long LIKhong phai luc nao ciing hai long ‘ 1 Khoéng hai long
9.1. Ong ba hai long/ khéng hai long vé mat hang TPAT hay vé ctra hang ban TPAT?

9.2. Tai sao Ong/Ba hai long/ khdng hai 16ng vé mit hang?

9.2.1. Hai long vi:

9.3. Tai sao Ong/ Ba hai long/ khong hai long vé CHBL TPAT?
9.3.1. Hai long vi:

Cugc phéng vin dén day la két thic, xin chan thanh cdm on sw hep tac ciia Ong/ Ba
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Phu luc 2: Phiéu khio sat dinh lwong
PHIEU PIEU TRA VE HANH VI MUA TPAT CUA NGUOI TIEU DUNG
TREN DIA BAN HA NOI
(So phiéu:.......... )
Xin chao Ong/Ba!

’ Chung toi thuoc nhém nghién cttu cua truong Dai hoc Thuong Mai, chung t6i dang
tien hanh nghién cau ve hanh \{i mua TPAT cua NTD tai Ha Noi. Muc dich cua cudc
nghién ctu la tim hicu vé mot s6 yeu to anh hudng den hanh vi mua TPAT cua NTD Ha
Noi. Nhirng céu tra loi ctia Ong/Ba c6 y nghia rat 16n vai sy thanh céng caa bai nghién
ctu, va nhitng thdng tin nay sé chi duoc st dung cho cdng tac nghién cau khoa hoc.

Xin chan thanh cam on sy hgp tac cua Ong/Ba!

Gidi thich mgt sé thugt ngs: » o ‘

1. Thuc pham an toan la nhiing thuc pham dugc san xuat, ché bien, tiéu thu trong dicu kién
dam bao thuc pham khdng gay mat an toan vé sic khoe, tinh mang, tai san cho ngudi st
dung.

Loai TPAT dugc xem xét trong pham vi cudc diéu tra nay Ia thyc pham tuoi song
(TPTS) bao gom: Rau xanh, rau cu qua; thit bo, thit lgn, ¢, tring dugc ban tai cic CHBL
TPAT.

2. CHBL TPAT trong pham vi cugc diéu tra nay gom: Cura hang chuyén doanh ban 1é
TPAT; Quay hang TPAT cua siéu thi ban I¢ tong hop.

Phan 1: Thong tin chung vé hanh vi mua TPAT ciia NTD

1. Ong/ba da tirng mua thuc pham twoi séng an toan chua?
(11 ba tirng mua (12 Chua mua bao gio

2. Ong/ba di tirng mua thwc pham twoi séng an toan ¢ dau?
(c6 thé lya chon nhiéu phwong én)

[J1 Quay hang TPAT cua siéu thi ban Ié tong hop

[12 Cira hang chuyén doanh ban Ié TPAT

3 Cho

3. Trong thoi gian téi Ong/ Ba c6 quyét dinh mua/tiép tuc mua TPTS an toan & dau?
(c6 thé lwa chon nhiéu phirong dn)

[J11 Quay hang TPAT cua siéu thj ban I¢ tong hop

[12 Cira hang chuyén doanh ban Ié TPAT

[13 Cho

Phan 2: Ong ba cho biét quan diém cia minh vé nhitrng nhan dinh sau

Nhan thirc cia Ong/Ba ve TPAT RAt khong Khong  Binh  Ddng Rkﬁt
1 PO B X .Y dong
dongy dongy thwong vy g

TPAT khong chira hodc chira dudi mirc
NHT1 cho phép cac chat doc hai doi véi suc khoe 01 02 03 04 05
con nguoi

NHT2 ;Il'gPlﬁy':' la an toan doi véi stc khoe con o1 2 03 04 05

NHT3 TPAT c6 chat lugng cao hon cac thuc 01 02 O3 [O4 05
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pham khong an toan
NHT4 TPAT co nhleAu gia tri c}mh dudng hon cac o1 o 03 | 04 O
thuc pham khong an toan
NHT5 rl?;lzggoal cua TPAT khdng bat mat nguoi o1 o 03 | 04 O
NHT6 @ Toi khopg theAphan b|¢§ dugc TPAT voi o1 o 03 | 04 O
thuc pham khong an toan
NHT7 = Chi cé cac siéu thi, cac cira hang chuyén
doanh v& TPAT mai ban TPAT thuc su. e B e Rl B
Y KIGN KNAC: ... oo e
o . A . Rat
fan R AL o A > A Rat khong Khéng Binh bong _x
2 Mikc do hieu biet caa Ong/Ba veé TPAT ddngy ddngy thwong ¥ dq;/ng
HB1  So voi nguoi khéc, toi biét nhiéu vé TPAT 01 02 O3 [O4 05
Toi biét nhiéu vé viéc 1am thé nao dé nhan
HB2  iét va danh gia chét rong TPAT e I el
HB3  Moi nguoi coi t6i la chuyén gia vé TPAT 01 02 O3  [O4 05
Y KIGN KNAC: ..o .
3 Ong/Batim kiém thdng tin tir cac nguon Rat khong Khong Binh ' éng d%it
g ¢ 9 v guo dongy dongy thwong v g g
Toi tim kiém thong tin vé TPAT cac
TK1  phuong tién truyén thong dai ching nhu 01 12 03 04 05
truyen hinh, truyén thanh, béo, internet...
Toi tim kiem thong tin vé TPAT tir nha san
TK2  xuat TPAT trén trang web cua ho va cua 01 2 03 04 05
hang phan phoi mat hang cua ho
TK3 Toi tim kiem thong tin vé TPAT tir CHBL 01 2 03 04 05
TPAT
Toi tim kicm thong tin vé TPAT tur sy hicu
TK4  biéet va kinh nghiém cua ban bé, hang xém, 01 2 O3 [O4 05
nguoi than
Y KIGN KNAC: . ... e
Rat A < x  Rat
4 Théi d9 cia Ong/Ba vé TPAT khong | ong. Binn DONG gang
dong ¥ ongy thuong vy 7
TP1  Taoi thich nhirng nhan hiéu TPAT 1 12 O3 [O4 05
TP2  TPAT xtig dang v4i dong tién bo ra 01 02 O3  [O4 05
TP3  T6i thich mua TPAT 01 2 03 04 05
Y KICH KPUAC: .. ... oo oo e e e e e e e e e e e e e et e e e e e v e e e e
P A o Rit khong Khéng Binh Ddng Rat
5 Nieém tin cia Ong/Ba doi véi TPAT ddngy ddngy thwong ¥ d(;’/ng
T6i tin twong cac CHBL TPAT Ilubn trung
NT1 thuc trong kinh doanh, mat hang TPAT 01 2 03 [0O4 05
cua ho thyc sy an toan
NT?2 To61 tin fuoqg rang nh:d Sanvxuat;rPAT [uon o1 o 03 4 O5
thuc hién ding quy trinh san xuat an toan
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Téi tin tuong vao dau ching nhan an toan
NT3  thuc phém trén nhan hiéu TPAT cua nha 01 02 03 04 0O5
san xuat
Trén bao bi thyc pham cua nha san xuat
NT4  ghi “an toan thyc phdm” c6 nghia la thyuc 01 2 03 [O4 05
pham d6 an toan
Toi tin tuong vao thdng tin trén bao bi
NTS TPAT cua nha san xuit H1 H2o b ta 05
T6i tin cic CHBL TPAT déu ban san pham
NT6  dwoc chitg nhan dam bao VSATTP e R B Rl
Nhan hiéu TPAT cua nha san xuat tao cho
NT7 " t6i cam giac tin tuong vé mat hang TPAT — 2o b3 b LB
TAi tin cac thong tin quang ba cia CHBL
NT8  TPAT vé mat hang TPAT I R R
T6i c6 niém tin vao cac nha san xuat khi
NT9 ho tuyén b mat hang TP cua ho 1 an toan Ht H2o b b4 LB
s  Yéu t6 anh hwing dén § dinh mua Rétkhong Khong Binh Bdng fot
TPAT dongy  dongy thuomg y g
Trén thj truong, c6 rat nhicu diem ban
YD1  TPAT (CHBL TPAT, quay hang ban 01 O2 O3 O4 0I5
TPAT tai siéu thi)
YD2  Khong c6 nhiéu loai TPAT dé toi lva chon 01 02 O3 04 0O5
bicu quan trong doi véi toi 1a CHBL
YD3 | TPAT phai gan nha hoac gan noi t6i lam 01 2 03 04 05
Viéc
Y KICN KNAC: . ..o
: . Rt khong Khong Binh  Péng Rt
7 Quyét dinh mua TPAT cuaa Ong/Ba ddngy  ddngy thwong ¥ d(;/ng
QbM1 Téi da xem xét viéc mua TPAT hoac tiep o1 o 03 4 05
tuc mua TPAT
QDbM2  Toi mua TPAT rat thuong xXuyén 01 2 03 04 05
QDM3  T6i quyét dinh thay dbi noi mua thuc
pham Vi & d6 chua bén TPAT ot bz bs e Os
QbM4  Toi thu?ng x\uyenAmua}ATPAtT V|Anhurlg 01 2 03 04 05
thyc pham nay than thién vai moi truong
QbM5 Tf’l tfl}m‘ng‘xuyen mua TPAT vi suac khoe 01 2 03 04 05
cua toi va gia dinh
Y KIGN KNAC: . ...

Phan 3: Ong/ Ba danh gia cac yéu t6 thugc cira hang TPAT ma Ong/ba biét ré nhat.

Rat . X 5 .
<t P ., N Khong: Binh bong: Rat
8 Mat hang TPAT ciaa CHBL TPAT !‘(Qr(])ggl ddngy thwong y  dongy
SP1  Mit hang TPAT duoc phan loai rd rang (I O Os O Os
SP2  Thong tin xuat x&r cua mat hang TPAT rd rang o O, Os 0O Os
SP3 Mt hang TPAT con trong thoi han st dung o O Os O Os
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SP4 Mt hang TPAT duoc bao quan tot O, O, O O s
Sp5 NhAleu m?t hang TPAT c6 nhan hiéu cua nha san 0, 0, O [ O
xuat uy tin
Moi loai mit hang TPAT duogc dong goi nhiéu
SP6 " 1ehéi lwong khac nhau U, D Dk D Lk
Moi loai mat hang TPAT c6 nhiéu nhan hiéu
SPT cia nha san xuét khac nhau O, Lk s U Lk
Mat hang TPAT ludon dam bao co san khi khach
SP8 hang mudn mua [ [l s s Os
Mit hang TPAT cua ctra hang rat tién loi khi
SP9 " ¢hé bién va sir dung O, Lk s U Lk
SP10  Dich vu thanh toan nhanh chong o O O O Os
Ctra hang TPAT cung cap dich vu day du vé
SP11 TPAT(nhan dit hang qua dién thoai/ internet, [: [ [ s s
giao hang tai nha...)
SP12 Cua hang cung cap dich vy dung hen . O Os Os Os
P13 Chat luzc__yng_(jmh vu cua cua hang TPAT lién tuc O, 0, O [ O
duoc cai thién
T6i hai long véi hau hét mat hang TPAT ma toi
SP14 mua tai cira hang [, P Lls O Lls
Y KICH KRAC: ... . e e e e et e e et e et e et e e et e et e e e e e e et et e e e e e et
Rat . . A .
N en Lo N N Khong: Binh bong: Rat
9  Bao bi mat hang TPAT caa CHBL TPAT ;gr?g% ddngy thwomg y  dongy
BB1 Mait hang TPAT duoc dong goi can than , O Os O s
BE2 Tren b,ao bl,thong tin vé mat hang TPAT day 0, 0, s [ O
du, chinh xac
BB3 Bao bi Eua nha san xuat va nha phan phoi d¢ st 0, 0, s [ O
dung, tién dung
Y KIGH KHAC: <. v oo e e e e e et e e e et et e et e et e et et et e et e et e et et e et e et e et e
Rat . X 5 .
P SN , « Khéng Binh DPong: Rat
10  Giaca mat hang TPAT ciaa CHBL TPAT ggr?g% dongy thwomg y  dongy
GC1 = Gia mat hang TPAT duoc niém yét rd rang 0. O, Os O« Os
GC2 '|I\'/I|;I,§C|9|a phu hgp véi chat lvgng mat hang O, 0, O . O
Gia ca cac mat hang TPAT thiét yéu (rau, thit
GC3 lon) ré hon so véi CHBL TPAT khac O bk U U L
Gca S‘la mat hang TPAT ré hon so voi gia tri mat [, 1, s [ [
ang mang lai
Gia ban tai ctra hang cao vi chi phi san xuat
GC5 \inh doanh cia cira hang cao O, Lk Lk U Lk
GC6 T9| chap nhan muc gia ban mat hang TPAT cua . 0, O . O
cua hang
Y KICT KRAC: ... ... .. coeooe oo oo e e oot oot oot et e s e e et et eee e s e s e e e e s e s
Rat . . A .
. 3.R . N , N Khéng Binh Dong: Rat
11  Dia diem ban hang caa CHBL TPAT khong dbngy thwomg y  ddngy
dongy
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DBI dAﬁm nhac tai ctra hang rat ém diu, anh sang day O, 0, . . O
BB Mat hapg ]:PAT trung bay dé tim, bang chi dan O, 0, . . O
hang hoa r6 rang
PB3 = Mit hang TPAT duogc trung bay bat mat, hoply = [ [, s [ s
PB4  Hé thong tinh tién hién dai . O, O O Os
Khoéng gian bén trong cua hang thodng mat, 16i
BBS> i giira hai ké hang thoai mai O Lk U U L
Ctra hang c6 noi trong gitr d6, cho dé xe cua
PB6 1 héch dam bao an toan L. D Dk D L
Thoi gian hoat dong cua ctra hang ludn thuan
BBT tian cho viec mua sém cua toi U D U D L
Y KICH KRAC: .. . e v oo et e et e et et e e e et e et e e e e et et et e e e e e e e e e
Rat . . X .
Y ., N Khoéng: Binh BPong: Rat
12 Xdc tién thwong mai cia CHBL TPAT kpong dbngy thwong Y  ddngy
dongy
Cta hang c6 chuong trinh khuyén mai cho
XTL " khach hang mua nhidu TPAT O Lk U U L
Ctra hang c6 chuong trinh wu dai cho khéch
XT2 hang than thiét L O Os O Os
T6i c6 an tuong tot doi véi noi dung quang cdo
cua cira hang vé TPAT nhu sy an toan, dam bao
XT3 chét lugng mat hang, thong tin vé TPAT, ngudn O, Lk Us U L
goc...
Nhitng chuong trinh tu van, gigi thiéu vé TPAT
XT4  thuong xuyén duoc thuc hién trén internet, tai o O Os O O
cua hang
Nhan vién ban hang/ tu van truc tuyén cung cap
XTS " \a giai thich ddy du thong tin v& TPAT L. D Dk D Lk
XT6 I\AH_lar} vién ban hang/ tu van truc tuyén khuyén 0, 0, s [ O
toi nén mua TPAT
Y Kien kRAC: ... oo v eeeveeeee e,
13 Nhan vién ban hang cia CHBL TPAT chong | oG Binh  Béng, Rt
g L ond dongy thwong y dongy
dongy
Nhan vién lubn san long phuc vu t6i, giai dap
NVL " tan tinh nhitng thic méc caa oi 0. Lk U U Lk
NV2  Nhan vién luén c6 mit kip thoi khi toi can O O O Os Os
NV3  Trang phuc caa nhan vién gon gang [, O Os e s
NV4  Nhan vién rat lich su, than thién O O, O Os Os
NV5 tl\é?an vién giai dap tan tinh nhirng thac mac cua . O, . [ O

Phan 4. (Danh cho khdch hang dd timg mua TPAT) Théng tin vé hanh vi mua TPAT tai
CHBL TPAT

1. Ong ba di chi tra bao nhiéu tién cho viéc mua TPAT trong 1 thang qua?
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2. Ong/ba mua TPAT véi muc dich gi? (Ong/ba co thé chon nhiéu phwong dn)
[J1 Str dung cho ca gia dinh 02 Dung lam qua biéu (13 Str dung cho ban than
[14 Str dung cho tré em/ngudi gia IS5 Khac: ...,
3. Ong/ Ba thwong di mua mit hang TPAT tai cira hang TPAT nhuw thé nao?

[J1 Mai ngay [J2 2 — 3 lan/ tuan O3 11an/tuan 4 2—3 lan/ thang
5 1 lan/thang [J6 Rat hiém khi 07 KhAC: oevveeeeeieeeeee .
4. Ong/ Ba c6 thwong xuyén thay doi CHBL TPAT khong?

[11 Khéng bao gio 02 Hiém khi [13Thinh thoang [14 Thuong xuyén

5. Trong 3 thang qua, loai cira hang TPAT niao ma Ong/ba da dén mua nhiéu nhat?
[11 Cura hang chuyén doanh ban I¢ TPAT
[J2 Quay hang TPAT cua siéu thi ban I¢ tong hop

Phan 5: Xin Ong/Ba hay cho biét vé théng tin ca nhan

Gidi tinh: (11 Nam (12 Nir
Trinh dd hoc [1 Chua tt nghiép PTTH [J3 Trung cap/ Cao dang
van: [J2 Tét nghiép PTTH (04 PH/Sau PH
Thu nhap h¢ gia
dinh DINN QUANS | oo
thang:
Nhom  nghé [11.Chuyénvién/Nhan  [13.Nhaquan ly [15. Cong nhan
nghiép: vién van phong [14. Nhan vién ban [15. Noi trg
[12. Gido vién/ Nha khoa | hang/ Kinh doanh ty = 1 6. Khac
hoc do
Tudi cac thanh TVl1:............. ;TV2i........ ;TV3e. TVA: . TVSe,
vién (TV) trong TV6............. TV, TV i TV ; TVI10: ...........
gia dinh Ong/Ba

Xin chan thanh cdm on su hop tac cia Ong/Ba!
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Phu luc 3. M6 ta mAu nghién ciru
Phy luc 3a. M0 td ddc diém nhan khdu hec ciia nhom NTD trong nghién ciu
dinh tinh vé hanh vi mua theo tién trinh quyét dinh mua TPAT cia NTD

Bing 1. M0 té dic diém nhan khau hoc ciia NTD trong nghién ciru dinh tinh vé hanh
vi mua theo tien trinh quyét dinh mua TPAT ciaa NTD (n = 120)

D3c diem c4 nhan nguoi tiéu | SO lwgng mau theo quan ndi thanh HN | Tong | Ty I8
dung TX|HDb |TH |Bb | PP |HM | CG | s0 %
Giéi tinh Nam 5 |3 4 |4 |5 4 4 29 | 242
Ni 15 |10 |12 |13 |16 |10 |15 91 | 758
Tudicua | <35 4 12 3 |3 |4 3 3 22 |183
nguoi duge | 35— <55 12 | 8 9 10 |13 |9 11 72 |60
hoi > =55 4 |3 4 |4 |4 2 5 26 | 217
Chua tot nghiép |2 |1 1 |1 |2 1 2
PTTH 10183
Tét nghiép 2 (1 |2 [2 |2 |1 |2
Trinhdo | PTTH 2 10
hoc van | Trung cap 2 |2 2 |2 |2 2 1 13 |10,8
Cao ding 4 13 4 |4 |5 3 5 28 | 233
Dai hoc/ Sau 10 | 6 7 |8 |10 |7 9 57 | 476
Pai hoc
< }0 triéu dong/ | 3 2 2 3 3 2 2 19 | 158
thang
Tongthu | 10 - dudi 15 13 |8 11 (11 |13 |9 15
nhap ca gia | triéu dong/ 79 | 658
dinh thang
trén 15 tri€u 4 3 3 3 5 3 2
ddng/ thang 22 | 184
Giang vién / 2 |2 2 |2 |2 2 2
Nha khoa hoc 14 L7
Chuyén vién/ 7 5 5 6 7 5 7
nhan vién van 42 | 35
Nghé phong
nghiép Nha quan ly 2 |2 2 |2 |2 2 1 13 |10,8
Cong nhan 3 |0 2 |2 |3 1 3 17 | 14,2
Ban hang/ Kinh | 3 2 2 2 4 2 2
doanh tu do 16 | 133
Ndi tro 3 |2 3 |3 |3 2 4 18 |15
Gbcotre | Co 16 |10 |12 |14 |16 |11 |16 95 |791
em ?Jrgil 15 | Khéng 4 3 4 3 5 3 3 25 | 2009
Tong 20 |13 |16 |17 |21 |14 |19 120 | 100

TX: Thanh Xuén, HD: Ha Dong; TH: Tay Ho; BD: Ba Dinh; PD: Pong Da; HM: Hoang
Mai; CG: Cau Giay;
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Phy luc 3b. M0 ta dac diém nhan khdu hoc cria nhom NTD trong nghién ceu dinh tinh
ban dau (thugc nghién ciru sw dnh hweng cua cac yeu to den quyet dinh mua TPAT va

quyét dinh lwa chgn CHBL TPAT) ]
Bang 2: Pac diém mau nghién ctru dinh tinh ban dau

Dap vién | Giéitinh | Do tudi | Trinh dd Thu nhap Piachi | Tinhtrang
hoc van (tri¢u dong/ (quan) mua TPAT
thang) .
1 N 37 Sau Dai 15 Tay Ho Dba mua
hoc
2 N 35 Pai hoc 8 Ha Dong Pa mua
3 N 25 Cao dang 5 Déng Pa | Chuamua
4 N 37 DPai hoc 10 Thanh D3 mua
Xuén
5 Nam 31 Pai hoc 10 Pong Pa | Pimua
6 Nam 25 Cao dang 6 DPéng Pa | Chuamua
7 N 39 Sau Dai 8 Thanh D3 mua
hoc Xuan
8 N 63 PTTH Hoang ba mua
Mai
9 Nit 31 Trung cap 5 Ba Pinh P mua
10 Nt 45 Sau Pai 18 Cau Gidy | Damua
hoc

Phu luc 3c. M0 ta dac diém nhan khau hoc cia NTD trong nghién cizu dinh luong
Bang 3: Pic diém ca nhan cia miu nghién ciu dinh lwong

S6 lugng Ty 16 %
S Nam 186 25,7
Giéi tinh NG 538 74.3
Chua t6t nghiép PTTH 11 1,5
L n £ Tt nghiép PTTH 49 6,8
Trinh do hoc van Trung cap/ Cao dang 164 22,7
Dai hoc / Sau dai hoc 500 69,1
Gia dinh c6 tré em Gia dinh khong c6 tré em 318 43,9
Gia dinh c6 tré em 406 56,1
Khoéng tra loi 23 3,2
Duéi 5 triéu dong 90 12,4
Thu nhap T 5 trigu dér} dudi 10 triéu dépg 363 50,1
: Tu 10 triéu dén dudi 15 triéu dong 146 20,2
Tur 15 tridu dén dudi 20 triéu dong 71 9,8
Trén 20 tri¢u dong 31 4,3
Chuyén vién/ Nhan vién van phong 198 27,3
Gido vién/ Nha khoa hoc 86 11,9
Nha quan ly 144 19,9
Nghé nghiép Cong nhan 185 25,6
Béan hang/ Kinh doanh ty do 79 10,9
Noi tro 23 3,2
Khéc 9 1,2

(Nguon: Téng hop cua tac gid)
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Phu luc 4: Két qua phéng vin sdu vé hanh vi mua theo tién trinh mua thuc
phim an toan ciia nguoi tiéu ding
1. Nhén biét nhu ciu

“Bdy gio cudc song khéng con khé khan nhuw truée, khong phdi lo timg bita
an, bac ciing co tuéi réi, nén khong can an nhiéu, an ngon, chi an nhitng thu 16t cho
suc khoe thol.”

“Nha t6i déu c¢é quan diém, khéng can dn nhiéu nhung dé phdi ngon va an
toan.”

“Trude t6i mua thiee pham & cho, bdy gio té6i mua & cira hang thue pham
sach, ddt hon nhiéu, nén t6i mua it hon nhung yén tam vao chat lwong.”

“Téi mua TPAT vi lo ldng cho sitc khée ban than va gia dinh, by gio nhiéu
can bénh nguy hiém qud, ma bénh ciing tir an ma ra.”

“T6i c6 gang trdnh dn nhitng thwe pham c6 chat phu gia, chdt bdo qudn, t6i
muén an thire an twoi va lanh manh nhu trdi cdy, rau cu.”

“Ngdy nao ciing nghe théng tin trén bdo dai, internet vé tac hai ciia TP khéong
an toan ma thdy so qud, t6i nghi phai dn TPAT thi méi yén tam vé sirc khde cia gia
dinh minh.”

“Téi thdy dong nghiép cir sudt ngay ban tdn mdi vé thiee pham, an gi, mua ¢
ddu cho an toan, t6i ciing khéng thé ding ngoai cudc dwoc, t6i ciing bdt dau quan
tam dén TPAT.”

“Tuan trude dén nha ban an com, t6i duoc an rau bcfp cai ma ban noi la rau
VietGap, mui vi khdc han rau ma t6i van mua & cho gan nhad, lai nghe moi nguoi
néi nhiéu vé nhitng tac hai ciia rau ngoai cho, nén téi muén mua rau VietGap cho
ca nha an.”

“Budi sang, cdc bdc di tdp thé duc ciing nhau, khi vé moi nguwoi lai tranh thii
mua thire phdm twoi & civa hang dau phé, cdc bdc bdo nhau bdy gio an gi ciing phdi
can than, phai tim mua ché nao dam bdo an toan.”

“CAac bdc b bdc bdo nhau bay gio dn gi ciing phdi can thin, phdi tim mua 0 an
toan”.

“Bdy gio phdi quan tdm dén méi trwong, ddn minh civ t hai minh, dn vdo
ciing kho, ma phdi hit thé, uéng nudc trong moi truong 6 nhiém nhw thé ndy thi
nguy hiém qua.”

“Téi rdt iing hé viéc trong trot, chan nudi sir dung thién dich hay ding nguyén
liéu tw nhién dé phong chéng sau bénh, hy vong nhiéu nguwoi san xudt si dung
phirong phép ndy, thiue pham vira ngon ma méi truong ciing trong sach.”

2. Tim kiém thong tin
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“Toi thdy mui vi rau an toan khi nau khéc véi rau dwoc mua & cho, mii vi rau

an toan tw nhién, dam da hon.”
“Ngay trude an cdi gi cing thdy dam da, bdy gio an cdi gi ciing thdy nhat,
ma lai chang yén tam. Téi thdy hang xém bdo rau hitu co ban ¢ cira hdng rau sach
ciing khéng sit dung héa chdt gi trong qud trinh tréng nén t6i mua vé an thit, thay
ciing c6 vi giong ngdy xwa toi an”

“Théng thwong, di mua rau, nhin thdy rau cé bé ngodi xdu, 16 ché sdu thi
chiing téi tin hon la rau xanh non mon mon, rau ddy chdc chdn phdi phun thuéc
mdi (6t nhw thé dwoc.”

“Téi thdy TPAT mua & siéu thi va cira hang la an todn vé sirc khée hon so véi
TP khéng c6 ré nguon goc xudt xir, dwoc ban dai tra tai cdc cho truyén thong, cho
coc, cho tam.”

“Toi nghi TPAT duoc ban tai siéu thi, cia hang TPAT, chur ngoai cho thi
chang biét dau la TPAT, khé phan biét lam.”

“Bdy gio TPAT thdt gia lan Ion ldm, mua & ddu ngwoi ta ciing gidi thiéu
TPAT, thoi toi cir mua o cac cwea hang rau sach hay vao cac siéu thi cho yén tam, co
@i con thdc mdc dwoe.”

“Khéng nhdt thiét phai mua hang ¢ cira hang TPAT hay vao siéu thi méi cé
rau an toan, ma o nhirng ché doé, chwa chdc rau da an toan, gia lai dat, trong khi
dé, cé van cé thé mua rau, thit lon, bo, ga, ca twoi ngon, an toan o cho bcing kinh
nghiém cua minh.”

“Téi ciing chang dé y thwe phdm ma t6i mua cé gan logo VietGap hay khong,
toi mua tqi ciea hang ma toi tin twong thoi.”

“Chi hay xem théng tin thwc TPAT trén tivi, trén ddy cé gidi thiéu cdc noi sdn
xudt rau, thit an toan, va phdn phoi ¢ ddu, chii nghi ddy la viéc tot, gitip cho NTD
biét mua & dau cho an toan.”

3. Lua chon phuong an

“TPAT chdc chan la an toan cho sirc khée hon thuc phdam cé sir dung nhiéu
héa chdt roi.”

“Téi lya chon TPAT vi ¢6 nhiéu dinh duong, rau an toan duoc tr&ng VOl
phirong phdp tw nhién, thoi gian tir khi trong dén khi thu hoach lau hon, di thoi
gian sinh truéng hon rau s dung héa chdt nén chdc chdn la c6 nhiéu vitamin va
khodng chdt hon.”

“TPAT an thi dam bdo nhung gid ddt qud, gap 2,3 lan thwc phdam mua ¢ cho.”
“Nhin rau non xanh mon mon dwoc ban ngoai cho toi lai so, khong tin day la

rau nay dwoc trong ma khong co hoa chat.”



175

“Bdy gio di cho thdy cdi gi ciing gdn mdc an toan, téi khéng biét cdi nao moi
thét sw la an toan, mua & ddau dé an toan.”

“Téi thdy thirec phdam mua & siéu thi va cira hang thire phdam sach la an toan
hon so voi TP khong co ro ngué‘n géc, dwoc ban dai tra tai cdac cho.”

“Toi nghi TPAT duoc ban tai siéu thi, ciea hang TPAT, chir ngoai cho thi
chang biét dau la TPAT, khé phan biét lam.”

“Bdy gio TPAT thdt gia lan Ion ldm, mua & ddu ngwoi ta ciing gidi thiéu
TPAT, thoi t6i cr mua o cac cvra hang rau sach hay vao cac siéu thi cho yén tdm, co
gi con thdc mdc dwoc.”

“Rau an toan o cwa hang, siéu thi chcfng khdc & cho ddu, ¢é khi ho chi can
riva sach, cho vao tii nilon, thé la nhin cling thcfy sach va an toan, ban lai duwoc gia
hon cho.”

“Gid thwe phdam mua & cdc cira hang dat hon mua & cho, nhung t6i van phdi
mua, chir an dé bén ngodi bénh vao nguwdi, thuoc thang chita bénh con ton kém gap
nhiéu lan.”

“TPAT c6 gid cao qud, nhung van phdi mua cho yén tam, nha téi phdi cat bét
chi tiéu cho cdc khoan khdc dé danh tién mua TPAT.”

4.Y dinh mua TPAT — quyét dinh mua TPAT

“Thdy trén tivi néi vé thwe pham khéng an toan ciing sot rudt lam, nhung khu
nha toi hinh nhu chwa co cita hang nao, di cho hang ngay ma phdai di xa thi ngai
lam.”

“...Minh mudn an thiwc pham an toan lim nhung chira biét mua ¢ ddu cho dam
bdo, nhitng cira hang an toan c6 thwong hiéu thi it hang lam, chang I¢ cir an thit lon
suot, con nhitng cira hang c¢é da dang hang thi khé tin lam, ho gidi thiéu cd tam
SaPa nhung ai la nguoi chitng nhan.”

“Téi ciing muoén mua TPAT cho yén tdm nhung gid cao qud, bao gio gid ré
hon thi moi mua dwoc.”

“Chdu nhin xem ca ddy ndy, hau nhi nha ai ciing tw trong rau, cdc bdc bdy
gio nghi & nha, sdng, chiéu 1én san thwong tudi cdy, vira khée ma lai c6 rau sach
an, ciing do ton tién mua rau bén ngodi, vira ddt ma chang biét ¢é an toan hay
khong.”

“- Bdc muén mua 2 ci cai dwong ma tii nao ciing 2 lang thé nay, chdu cé ban
lé khong?

- Sao bdc mua it thé?

- Bdc mua vé ndu bot cho chdu nhé théi

- Thé ca nha bac an rau o dau a?
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- Rau ddt thé nay, nha 5,6 nguoi I6n thi mot ngdy dan rau mua & ddy ciing mat
hon 50 ngan roi. Théi danh mua ngodi chg, nhung chau nhé thi phdi an rau sach.”

“Nha ti ciing thinh thodng an thiee phdm sach nhung chdng dwoc thuong
XUYen, rau thi an thurong xuyén hon, thit thi it hon, chii yéu vi gid con ddt qud”

5. Hanh vi sau mua

“Em mua rau & cira hang .... mdy lan thdy rat ngon, nén mdch chi em cing co
quan mua. Mdy chi 6 xa cira hang toan nho em sang di lam qua cira hang mua hé
rau, nhiéu lic dén co quan cit nhu la di buén dy.”

“Cé hay mua rau, thit & cira hang gan nha vi do & dé twoi, ban trong ngay, S0
V6i cho thi gid khéng cao quad dau. Nhdn vién ¢ ddy ciing nhiét tinh lam, hém ndo
co khong dén duoc, goi dién ho mang vao tan noi.”

“Chi bdn ldm, toi hay vé mudn, moi tudan 2 lan nhdn vién cira hang........... gui
cho chi danh sach loai thuc phcfm ho ¢6 d@é chi chon, rau, thit déu dwoc so ché,
dong g6i can than, ghi rd NQAy sdn xudt nén chi thdy rdt tién, ma hang ciia ho ciing
da dang, do dn dé ngdn da 2,3 ngdy ma dan van ngon...”

“Gdn nha em cé cira hang thue pham sach, méi dau hang & dé ciing twoi,
ngon, da dang, nhung sau dé, ho cir dé rau da héo GUa, hoa qud thi chin ndu & quady
hang, ¢6 hém em dinh mua mdy qud xoai ma chon mdi chang dwoc qua nao tioi ca
nén phdi di ra, mdy lan nhw thé nén chang muoén vao ddy nira.”

“... T6i thdy 6i cua cira hang khd ngon, héi nhdn vién ban hang 6i c6 ngot
khéng, nhan vién néi chdc nhw dinh déng cét la 6i ngot lam, thé ma vé nha dn nhat
qua. Lan khdc t6i mua du dii, nhin van con xanh, t6i héi nhan vién lieu co chin duoc
khong, nhan vién bao, chi can 2 ngay la chin, thé ma mot tuan van khong chin, chi
CO bj héo théi.”

“Téi doc tin tirc, thdy nhiéu dai dién cia cdc co quan chirc ndang quan 1y vé
TPAT néi la trén thi truong c6 rdt it rau hitu co vi quy trinh san xudt nghiém ngdt,
thoi gian sinh trueong chdm, khéng i ban dai tra. Chi ¢6 rau an toan la chi yéu,
vdy ma nhiéu cira hang cik gidi thiéu rau cia ho la hitu co.”

“Nha toi thwong Xuyén mua rau tai Cuza hang ............ VI tin twong rau, Cu qua
diroc ban ¢ day la hitu co. Tuy nhién, khi nghe théng tin hé thong ciza hang nay chi
ban logi rau an toan VietGAP thi rdt bdt binh. Téi da phdi trd gid mua ¢ ddy cao
hon & che rat nhiéu lan vi tin tuéng ddy la rau hoan toan khéng cé héa chat, tha ho
cit noi 1a rau co s dung chat hda hoc nhung trong pham vi cho phép thi minh ciing
do buc.”
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“.... Minh phai tu chiu thoi chir, rau an vao bung roi, ¢6 bi ngo doc thi lcfy dau
bang chitng dé ma kién. Chi c6 dodn la bi ngd déc do cdi gi dé biét ma tranh khong
mua ¢ do nita.”

“....Kién &, phién phezc lam, tién bé ra ciing chang dang la bao so véi cong di kién.
T6i sé khdng bao gio mua ¢ cura hang do nira va bao voi ca nguoi nha va ban be.”
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Phu luc 5

Dién giai viéc xay dung cac yéu td cau thanh cac bién
1. Yéu té cau thanh do lwong bién Quyét dinh mua TPAT
Bang 1. Yéu t6 cau thanh do lwong bién Quyét dinh mua TPAT

Ban sir dung

M4 hoa yéu to

Tac gia Ban goc Ban dich (i nguyén hoiic didu chinh) cau th‘anh do
luong
Jay Dickieson & Victoria | would consider changing T6i s& xem xét viéc thay ddi | Toi quyét dinh thay doi noi mua | QPM3
Arkus (C&c yéu té anh hirong | grocery stores if my local ctra hang tap hoa néu siéu thi | thuc phdam Vi ¢ dé chura bdn
dén viéc mua TPHC: Mgt supermarket didn't carry dia phuong noi t6i 6 khong TPAT
nghién cizu vé hanh vi NTD tgi | organic food c6 thuc pham hiru co
Anh, 2009) [67]
Chiew Shi Wee va cong su | often buy organic food - T6i thwong mua TPHC - T6i thwong xuyén mua TPAT QbM2
(Nhgn thize, y dinh mua, hanh | products
vi mua thyc su ciia NTD doi | often buy organic food - T6i mua TPHC rat thuong
véi TPHC, 2014) [52] products on regular basics Xuyén
| often buy organic food - T6i thuong xuyén mua - TOI thuong xuyén mua TPAT vi | QbM4
products because they are TPAT vi nhiing thyc pham nhitng theec pham nay than thién
more environmentally friendly | nay than thién vai moi V&I moi truong
truong.
| often buy organic food - T6i thuong xuyén mua - T6i thuwong xuyén mua TPAT vi | QPM5
products for my heath TPAT vi strcc khoe cua toi suec khoe cua téi va gia dinh
Két qua nghién ctru dinh tinh T6i da xem xét viec mua TPAT QbM1

hodc tiép tuc mua TPAT




2. Yéu té cdu thanh do lwomg bién Niém tin doi véi TPAT
Bang 2. Yéu t6 cau thanh do lwong bién Niém tin ddi véi TPAT
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Tac gia

Ban géc

Ban dich

Ban sir dung
(gitt nguy@n hozc diéu chinh)

M4 hoa yéu to
cau thanh do
ludng

Jan P.Voon, Kwang Sing
Ngui and Anand Agrawal
(Céc yéu té quyét dinh sur
san sang mua thwc phdm
hitu co: Nghién cuu khdo
sat bang phuwong phdp mé
hinh két cdu, 2011) [66]

| trust that those selling organic
food are honest about the
organic nature of their products

To6i tin tuwong cic ctra hang
ban I¢ TPHC ludn trung thuc
trong kinh doanh, san pham
ma céc cura hang nay ban thuc
sy an toan

Toi tin twong cac CHBL TPAT
lubn trung thuc trong kinh
doanh, mat hang TPAT cua ho
thuC sy an toan

NT1

| trust that local producer of
organic food are practicing
organic farming

T6i tin tuong rang nha san
xuat TPHC ludn thuc hién
dung quy trinh san xuat an
toan

T6i tin twong rang nha san xuat
TPAT lubn thuc hién dung quy
trinh san xudt an toan

NT2

| trust the organic certification
logo on organic food labels

Téi tin twong vao dau ching
nhan an toan trén nhan hiéu
TPHC

Téi tin twong vao ddau ching
nhdn an toan thyc phdm trén
nhan hiéu TPAT cua nha san
Xudat

NT3

| trust the organic certification
logo on organic food labels

Téi tin twong vao dau ching
nhan an toan trén nhan hiéu
TPAT

Trén bao bi thuc pham cua nha
San Xudt ghi “an toan thuc
pham” ¢6 nghia la thyc pham
do an toan

NT4

| trust the information on
organic food labels

Té6i tin twong vao théng tin
trén bao bi thuc pham an toan

Téi tin twong vao théng tin trén
bao bi TPAT cza nha san xudt

NT5

Krystallis & Chryssohoidis

| trust the outlets which sell

T6i tin cac ctra hang béan ¢ cé

Toi tin cAc CHBL TPAT déu ban

NT6
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(Swr san 1ong chi tra cua
ngueoi tiéu ding doi Voi
TPHC: céc yéu té anh
hirong va bién thé cia mdi
logi san pham hitu co, 2005)
[70]

certified organic food

ban nhting san pham TPHC
duogc chirng nhan

san pham dwoc ching nhdn dam
bao VSATTP

Jay Dickieson & Victoria
Arkus (Nhifng yéu té dnh
huéng dén viéc mua TPHC:
m¢t nghién cizu hanh vi mua
tai Anh, 2009) [67])

Organic food labelling gives me | Nhan hiéu TPHC lam cho t6i | Nhdn hi¢u TPAT cua nha san NT7
feeling of trust tin tuong vé chat lwong san | xudt tgo cho tdi cam giac tin

pham furong vé mat hang TPAT
| have trust in supermarkets | T6i tin siéu thi khi ho quang | T6i tin cac thdng tin quang ba NT8
when they advertise products as | ba thuc pham cua ho 1a hitu | cia CHBL TPAT vé mdt hang
organic co TPAT
I have confidence in food T6i c6 niém tin vao cac nha | Téi cd niém tin vao cac nha sdn NT9

producers when they claim
products are organic

san xuét khi ho cho rang san
pham cua ho 1 an toan

xuat khi ho tuyén bé mdt hang
thirc pham cia ho 12 an toan




3. Yéu té cdu thanh do lwong bién Thdi dp doi véi TPAT
Bang 3. Yéu t6 cau thanh do lwong bién Thai do doi voi TPAT
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M4 hoa yéu to

Téc gia Ban géc Ban dich . B? " Su’vdun'% i cAu thanh do
(gitr nguyén hoac diéu chinh) .
ludng

Jue Chan (Mgt nghién cuu | | like the brands associated with | T6i thich nhitng nhén hiéu | T6i thich nhizng nhén hi¢u TPAT | TD1
vé moi quan hé cia cac yéu | organic food TPAT
to dén hanh vi mua TPHC | Organic food is good value for | TPAT xtng dang véi dong | TPAT xitng ddang véi dong tién | TD2
Cia cw dan dé thi Trung | money tién bo ra bé ra
Quodc, 2012) [69]

Lau Kwan Yi (Hanh vi | prefer buying organics. T6i thich mua TPHC hon Toi thich mua TPAT b3

mua TPHC cua NTD
HongKong, 2009) [71]

4. Yéu té cau thanh do lwong bién Mike dé hiéu biét doi véi TPAT
Bang 4. Yéu to cAu thanh do lwdang bién Mirc dd hiéu biét ddi véi TPAT

- . L Ban st dun M4 héa yéu td cau
Tacgia Ban goc Ban dich (gitr nguyén hoac digéu chinh) thanh (;/0 luong
Compared to an average person, | So voi nguoi binh thuong, toi | So véi nguwoi khac, t6i biét nhieu | HB1
| know a lot about organic | biét nhiéu vé TPHC vé TPAT
Pawel Grzelak (So | products

sanh vé mie do hiéu biét
doi véi TPHC giira NTD
My va Ha Lan, 2011) [82].

| know a lot about how I shoud | T6i biét danh gia tét chét | Ti biét nhiéu vé viéc lam thé | HB2
assess the quality of organic | lugng TPHC nao dé nhdn biét va danh gid
products chdt lwong TPAT

People consider me an expert in | Moi nguoi coi toi la chuyén | Moi nguoi coi toi la chuyén gia | HB3

the field food

products

of organic

gia vé TPHC

vé TPAT
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5. Yéu té cdu thanh do lwong bién San pham cia cika hang ban 1é TPAT
Bang 5. Yéu td cau thanh do lwdng bién San phidm ciia cira hang ban 1é TPAT

. . Ban str dung Mé h dayeu
Tac gia Ban goc Ban dich .. . PR , t6 cau thanh
(git nguyén hoac diéu chinh) .
do luong
Phén loai mat hang rd rang Mat hang TPAT dwoc phan logi rd rang SP1
(thwc phdm teoi song, thuc pham ché
bién sdn...)
Théng tin xuat xir san pham rd Théng tin xuat xiz czia mat hang TPAT rd SP2
Chu Nguyén Mong Ngoc | rang rang
va Pham T4n Nhat (Phan | D9 tuoi ctia san pham Mat hang TPAT con trong thoi han su SP3
tich cac yéu té tdc dong dung
téi quyér dinh chon kénh Mgt hang TPAT duwoc bao quan tot SP4
siéu thj khi mua thuc Nhiéu san pham c6 thuong Nhiéu mgt hang TPAT c6 nhan hiéu cua SP5
pham twoi song Cia nguoi | hidu ndi tiéng nha san xudt uy tin
tiéu dung thanh phé Ho Moi logi mét hang TPAT dwoc déng goi SP6
Chi Minh, 2013)[18] nhiéu khéi lirong khac nhau
o Moai logi mat hang TPAT c6 nhiéu nhan SP7
Da dang san pham o s PR
hiéu cua nha san xuat khac nhau
Mdt hang TPAT luén dam bao cé san khi SP8
khach hang musn mua
Két qua nghién ctru dinh Mgt hang TPAT cua cira hang rat tién loi SP9
tinh khi ché bién va si dung
Dich vy thanh toan nhanh chdng SP10
Cura hang cung cap dich vy diing hen SP12
Chadt lrong dich vu cua cia hang TPAT SP13
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Téc gia Ban géc

Ban dich

Ban str dung
(gitt nguyén hozc diéu chinh)

Ma hoa yéu
t cau thanh
do luong

lién tuc dwoc cai thién

Gaski and Etzel (Cam Most retailers provide
nang vé thang do trong | adequate service
marketing, 1986) [58]

Hau nhu céc ctra hang ban
16 TPAT cung cép dich vu
day du

Cura hang TPAT cung cap dich vu day di SP11

vé TPAT (nhdn dat hang qua dién thoai/

internet, giao hang tai nha...)

products | buy

| am satisfied with most of the

T6i hai 1ong véi hau hét
nhitng san pham t6i dd mua
& cua hang

T6i hai long véi hau hét mat hang TPAT SP14

ma tdi mua tai cwa hang

6. Yéu té cdu thanh do lwong bién Bao bi san pham cia cira hang ban 1é TPAT
Bang 6. Yéu t6 cAu thanh do lwong bién Bao bi san pham caa cira hang ban 1é TPAT

. M4 hda yéu to
f . 2 Ban st dung P
Tac gia Ban goc e . TR , cau thanh do
(git nguyén hoac diéu chinh) .
luong
Chu Nguyén Mang Ngoc va Pham Tan Nhat (Phan | San pham duogc dong goi can | Mat hang TPAT dwoc déng géi can than | BB1
tich cac yéu to tdc dong téi quyér dinh chon kénh | than
siéu th; khi mua thuc phdm twroi song ciia nguwoi | Thong tin day du trén bao bi Trén bao bi thong tin vé mgt hang TPAT | BB2
tiéu dung thanh pha Ho Chi Minh, 2013)[19] ddy di, chinh xac
Nguyén Thi Thiy Dung va Luu Tién Thuan (Phan | Bao bi dé sir dung/ tién dung Bao bi ciza nha san xudt va nha phan BB3
tich hanh vi tiéu dang ddu dn ciia nguwroi dan ving phai dé sir dung, tién dung
dong bang séng Ciru Long, 2012)[6]




7. Yéu té cdu thanh do lwong bién Gia cd TPAT cia cira hang ban 16 TPAT
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Bang 7. Yéu t6 cAu thanh do lwdng bién Gia ca TPAT cia cira hang ban 1é TPAT

M4 hoa yéu to

Téc gia Ban gdc Ban dich . BAa " suvdun,% i ciu thanh do
(git nguyén hoac diéu chinh) .
luong
Chu Nguyén Mong Ngoc va | Dé dang kiém tra, so sanh gia Gia mat hang TPAT duoc | GC1
Pham Tan Nhat (Phan tich cac | ca niém yét rd rang
yéu to tac dong téi quyét dinh - | Muac gia hop ly Méc gia phu hop véi chat GC2
chon kénh siéu th; khi mua thuc lwong mat hang TPAT
phdm twoi song cia nguoi tiéu
dung thanh phé Hé Chi Minh,
2013)[18]
Nguyén Dinh Tho & Nguyén | Gia hang héa thuong ré hon tai Gia ca cac mat hang TPAT GC3
Thi Mai Trang (Nghién cizu | cac siéu thi khéac thiét yéu (rau, thit lon) ré hon
khoa hoc marketing, 2003) [25] so voi CHBL TPAT khac
Gaski and Etzel (Cam nang vé | Most prices are reasonable Gia ca san pham cao vi chi | Gia ban tgi cia hang cao vi | GC4
thang do trong marketing, 1986) | given the high cost of doing phi san xuat kinh doanh cao | chi phi sdn xudt kinh doanh
[58] business cua cira hang cao
In general, | am satisfied with | N6i chung, t6i hai long véi | Toi chap nhdn mic gia ban | GC5
the prices | pay gid ma toi phai tra tai cta | mgt hang TPAT cua cia hang
hang Gia mat hang TPAT ré hon so | GC6

vai gié tri mgt hang mang lgi
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8. Yéu té cdu thanh do lwong bién Pia diém ban hang TPAT /céc ciza hang thugc chudi
Bang 8. Yéu t6 cau thanh do lwdng bién Pia diém ban hang TPAT /cac cira hang thudc chudi

M4 hda yéu td

Téc gia Ban gdc . B? " Suvdun,% i cAu thanh do
(gitr nguyén hoac diéu chinh) .
ludng
Nguyén Dinh Tho & Nguyén Thi Mai | Am nhac rat ém diu Am nhgc tgi cira hang rat ém dju, anh | DB1
Trang (Nghién czzu khoa hoc marketing, | Anh sang day da sang day dii
2003) [25] Hang hoa trung bay dé tim Mdt hang TPAT trung bay dé tim, bang | DB2
chi ddn hang héa rd rang
Bang chi din hang hoa rd rang Mdt hang TPAT dwoc trung bay bat mat, | DPB3
hop Iy
Hé thong tinh tién hién dai Hé thong tinh tien hién dai PB4
Khéng gian bén trong siéu thi thodng | Khdng gian bén trong cia hang thoang | BB5
mét mat, 16 di gitra hai ké hang thodi mai
Li di gitra hai ké hang thoai mai
Noi giir gio xach rét t6t Cua hang c6 noi tréng giir do, cho dé xe | DB6
Bai gitr xe rong rai Cua khdch dam bao an toan
Két qua khao sat dinh tinh Thoi gian hogt déng cua cira hang luén | DB7

thugdn tién cho viéc mua sam cua toi
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9. Yéu té cdu thanh do lwomg bién Xic tién ban hang cia ciza hang ban lé TPAT
Bang 9. Yéu t6 ciu thanh do lwong bién XUc tién ban hang cua cira hang ban 1é TPAT

Tac gia

M4 hda yéu td

Chu Nguyén Mdng Ngoc
va Pham T4n Nhat (Phan
tich cac yéu to tdc dong téi
quyét dinh chon kénh siéu
thi khi mua thyc pham tiroi
song cia ngwoi tiéu ding
thanh phé Ho Chi Minh,
2013)[18]

Victoria Kulikovski&
Manjola Agolli (Péng co
tiéu dung TPHC tai Hy
Lap, 2010) [96]

Lé Dzu Nhat (Céc yeéu té
danh hwéng dén hanh vi tiéu
dung TPAT cua khach hang

tai thanh phé Quy Nhon,

2015) [20]

Ban géc Ban dich __ Banswdung = cAu thanh do
(gitt nguyén hoac diéu chinh) e
. , uong
Nhiéu chuong trinh khuyén mai Cita hang co6 chuong trinh | XT1
khuyén mai cho khach hang
mua nhiéu TPAT
Ut dai cho khach hang than thiét Cura hang co chuwong trinh wu | XT2
ddi cho khdch hang than thiét
| generally have a trustworthy | T6i c6 4n twong tot ddi Voi T6i €O dn twong tor doi véingi | XT3
impression of organic food | nhitng tuyén b4 vé TPHC dung quang céo cua cia hang
claims Vé TPAT nhu su an toan, dam
bao chdt hwong mat hang, thdng
tin vé TPAT, nguon goc...
Nhitng chuong trinh tu van, gidi Nhitng chirong trinh tir van, giéi | XT4
thiéu vé TPAT thudng xuyén thigu vé TPAT thwong xuyén
duoc thuc hién dwroc thuc hién trén internet, tai
cuwa hang
Nhan vién ban hang cung cap va Nhdn vién ban hang/ tur van truc | XT5
giai thich day du thdng tin vé tuyén cung cap va gidi thich day
TPAT dhi thong tin vé TPAT
Nhan vién ban hang tu van, Nhdn vién ban hang/ tu van truc | XT6

khuyén Anh/ Chi nén mua TPAT

tuyén khuyén tdi nén mua TPAT
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10. Yéu té cdu thanh do lwong bién Con nguwoi ciia cira hang ban 16 TPAT
Bang 10. Yéu té ciu thanh do lwong bién Con ngudi cia cira hang ban 1é TPAT

Tac gia

Ban gbc

Ban str dung
(gitt nguyén hozc diéu chinh)

M4 hoa yéu té cau
thanh do luong

Nguyén Dinh Tho & Nguyén Thi Mai
Trang (Nghién cizu khoa hoc marketing,
2003) [25]

Nhan vién ludn san 1ong phuc vu toi Nhan vién luén san long phuc vu toi, NV1
gidi ddp tan tinh nhiing thdc mdc cia toi

Nhén vién lubn cé mat kip thoi khi toi Nhan vién lubn c6 mat kip thoi khi toi NV2
can can

Nhan vién trang phuc gon gang Trang phuc cua nhan vién gon gang NV3
Nhan vién rat lich su Nhan vién rat lich su, than thién NV4
Nhan vién rat than thién

Nhan vién giai dap tan tinh nhitng thic | Nhan vién gidi ddp tdn tinh nhiing thac NV5

méc cua toi

mdc cua toi

11. Dién gidi nhirng yéu té cau thanh do lwong cdc bién bo sung tir két qud nghién cizu dinh tinh
Qua Viéc trao d6i véi NTD vé cac yéu té cau thanh do luong céc bién, nhitng NTD duoc hoi da goi ¥ thém mot s yéu té cau thanh do luong nhur

Sau:

+ P4i v6i bién Quyét dinh mua TPAT, di bo sung thém yéu té cdu thanh do luong “T6i di xem xét viec mua TPAT/ tiép tuc mua TPAT”, yéu té
cau thanh do luong nay dung dé xac dinh viéc NTD c6 quyét dinh mua chua (d6i véi ngudi chua mua TPAT) hay NTD c6 quyét dinh tiép tuc mua

TPAT khong (ddi véi nguoi dd mua TPAT)

+ Pdi véi bién Mat hang TPAT, di b sung thém yéu té cau thanh do ludng: “San pham TPAT cua cira hang rat tién lgi khi ché bién va st dung”
vi NTD ngay cang ban ron, ho khdng c6 nhiéu thoi gian so ché san pham, di mua thyc pham nén ho can san pham dugc so ché dé dé& bao quan va
khong mat nhiéu thai gian ché bién; “Dich vu thanh toan nhanh chong” vi tai céc siéu thi hodc ctra hang chuyén doanh bén 1¢, viéc thanh toan con dién
ra cham, mat thoi gian cia NTD; “Ctra hang cung cip dich vy ding hen” vi NTD ngay cang c¢6 nhu cau duoc giao hang tai nha; “Chat luong dich vu

A

cua cira hang TPAT lién tuc duoc cai thién

vi dy 1a mong mudn ciia NTD, 1 yéu t6 gép phan mang lai su thanh cong cho DN

+D4i véi bién Dia diém, bd sung yéu td cau thanh do ludong “Thoi gian hoat dong cua cira hang ludn thuan tién cho viéc mua sim caa toi” vi
nhiéu NTD cho rang, ho it ¢ thoi gian di cho hoic ho it c6 diéu kién mua hang vao budi sang.
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Phu luc 6: Mo ta thong ké d¢ tin cay ciia Cac yéu to cAu thanh do lwdng
Quyét dinh mua TPAT cia NTD

Bang la. Reliability Statistics

Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized ltems
,909 ,909 5
Bang 1b. Item-Total Statistics
Scale Mean if Scale Corrected Squared Cronbach's
Item Deleted | Variance if Item-Total Multiple Alpha if Item
Item Deleted | Correlation Correlation Deleted
QbM1 12,3776 10,645 ,769 ,642 ,888
QbM2 12,7109 10,480 ,791 ,645 ,884
QbM3 12,7746 10,485 ,780 ,621 ,886
QbM4 12,9834 10,612 ,710 ,567 ,901
QbM5 12,6943 10,354 ,798 ,661 ,882
Niém tin d@6i véi TPAT ciia NTD
Bang 2a. Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized Items
,915 ,915 9
Bang 2b. Item-Total Statistics
Scale Mean if | Scale Variance| Corrected Squared Cronbach's
Item Deleted |if Item Deleted | Item-Total Multiple Alpha if Item
Correlation Correlation Deleted
NT1 26,31 24,520 , 713 ,586 ,905
NT2 26,28 24,324 723 595 ,904
NT3 26,24 24,518 ,709 ,579 ,905
NT4 26,41 24,167 ,695 ,525 ,906
NT5 26,27 24,704 ,716 524 ,905
NT6 26,28 24,311 ,715 523 ,905
NT7 26,10 25,712 ,592 424 ,913
NT8 26,28 24,544 ,735 ,614 ,903
NT9 26,28 24,632 , 726 ,597 ,904
Thdi dé déi véi TPAT
Bang 3a. Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized ltems
,720 721 3

Bang 3b. Item-Total Statistics
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Scale Mean if | Scale Variance| Corrected Squared Cronbach's
Item Deleted |if Item Deleted | Item-Total Multiple Alpha if Item
Correlation Correlation Deleted
b1 7,2376 1,943 447 ,203 743
D2 7,0055 1,817 568 ,367 596
b3 7,0304 1,747 ,611 ,397 543
Muee dé hiéu biét di véi TPAT
Bang 4a. Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized ltems
841 ,851 3
Bang 4b. Item-Total Statistics
Scale Mean if | Scale Variance| Corrected Squared Cronbach's
Item Deleted |if Item Deleted| Item-Total Multiple Alpha if Item
Correlation Correlation Deleted
HB1 5,9917 2,163 ,665 ,510 817
HB2 6,0552 2,066 ,812 ,660 ,695
HB3 6,3066 1,743 ,676 ,513 ,831
Mat hang TPAT ciia CHBL TPAT
Bang 5a. Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized Items
,938 ,938 14
Bang 6a. Item-Total Statistics
Scale Mean if | Scale Variance| Corrected Squared Cronbach's
Item Deleted |if Item Deleted | Item-Total Multiple Alpha if Item
Correlation Correlation Deleted
SP1 46,19 59,324 ,665 ,654 934
SP2 46,09 60,300 ,706 127 933
SP3 46,01 61,004 ,635 ,617 ,935
SP4 46,17 58,620 757 ,674 931
SP5 46,35 60,059 ,703 571 933
SP6 46,27 59,378 ,761 ,615 931
SP7 46,35 60,340 ,653 ,537 934
SP8 46,27 59,178 ,720 ,596 ,932
SP9 46,20 60,187 ,719 ,590 933
SP10 46,22 59,873 ,720 ,588 ,932
SP11 46,32 60,065 672 571 934
SP12 46,30 59,750 ,710 ,629 933
SP13 46,27 60,443 ,676 ,561 934
SP14 46,25 60,773 ,644 ,490 ,935

Bao Bi mgt hang TPAT ciia CHBL TPAT

Bang 7a. Reliability Statistics
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Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized Items
,870 ,870 3
Bang 7b. Item-Total Statistics
Scale Mean if | Scale Variance| Corrected Squared Cronbach's
Item Deleted |if Item Deleted | Item-Total Multiple Alpha if Item
Correlation Correlation Deleted
BB1 7,19 1,791 732 547 ,835
BB2 7,21 1,616 7194 ,631 AT
BB3 7,21 1,748 ,730 ,543 ,836
Gia cd TPAT cua CHBL TPAT
Bang 8a. Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized Items
,830 ,830 6
Bang 8b. Item-Total Statistics
Scale Mean if | Scale Variance| Corrected Squared Cronbach's
Item Deleted |if Item Deleted | Item-Total Multiple Alpha if Item
Correlation Correlation Deleted
GC1 17,17 7,994 ,569 ,380 ,809
GC2 17,33 7,445 ,695 553 ,783
GC3 17,33 7,530 ,651 482 7192
GC4 17,51 7,581 592 ,376 ,804
GC5 17,38 7,988 ,508 ,318 ,822
GC6 17,28 7,877 593 ,384 ,804
Diém ban ciia CHBL TPAT
Bang 9a. Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized Items
,858 ,860 7
Bang 9b. Item-Total Statistics
Scale Mean if | Scale Variance| Corrected Squared Cronbach's
Item Deleted |[if Item Deleted| Item-Total Multiple Alpha if Item
Correlation Correlation Deleted
bBl1 21,30 12,137 ,528 ,291 ,851
bB2 20,93 11,644 ,683 491 ,829
bB3 20,97 11,624 711 044 ,826
bB4 20,97 11,761 ,645 ,469 ,834
bB5 20,94 11,948 ,629 422 ,837
bB6 20,88 11,413 ,661 443 ,832
bB7 20,93 11,783 ,530 ,299 ,853




XUc tién thwong mai ciia CHBL TPAT
Bang 10a. Reliability Statistics
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Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized Items
,894 ,894 6
Bang 10b. Item-Total Statistics
Scale Mean if | Scale Variance| Corrected Squared Cronbach's
Item Deleted |if Item Deleted | Item-Total Multiple Alpha if Item
Correlation Correlation Deleted
XT1 16,78 10,712 , 726 ,624 873
XT2 16,71 10,842 (47 ,630 ,870
XT3 16,83 11,212 124 ,563 874
XT4 16,89 10,764 , 732 ,560 872
XT5 16,73 10,901 , 743 ,614 871
XT6 16,64 11,401 ,622 ,500 ,889
Con nguwoi
Bang 11a. Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized Items
,870 ,873 5
Bang 11b. Item-Total Statistics
Scale Mean if | Scale Variance| Corrected Squared Cronbach's
Item Deleted |if Item Deleted | Item-Total Multiple Alpha if Item
Correlation Correlation Deleted
NV1 13,96 5,661 ,686 518 ,845
NV2 13,96 5,717 ,758 ,604 827
NV3 13,88 5,975 ,705 ,524 ,841
NV4 13,89 5,838 , 745 ,580 ,831
NV5 13,98 5,863 ,600 ,378 ,868
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Phu luc 7: Két qua phan tich nhan té

Phu luc 7a: Két qud phan tich nhan té tam 1y NTD doi véi TPAT
Keét qua phéan tich nhan to cac yéu to anh huong den quyet dinh mua TPAT
Bang 1la. KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy.

Bartlett's Test of Sphericity

Approx. Chi-Square
df
Sig.

872
5444,798

105
,000

Bang 1b. Total Variance Explained
Component Initial Eigenvalues Extraction Sums of Squared Rotation Sums of Squared
Loadings Loadings
Total | % of [Cumulative | Total | % of |Cumulative | Total | % of | Cumulative
Variance % Variance % Variance %
1 5375 35,832 35,832(5,375| 35,832 35,832(5,373| 35,823 35,823
2 2,866 19,107 54,940(2,866 | 19,107 54,94012,390( 15,935 51,758
3 1,454 9,691 64,631 (1,454 9,691 64,63111,931( 12,873 64,631
4 861 5,740 70,371
5 ,662 4,415 74,786
6 ,582 3,883 78,669
7 ,498 3,318 81,986
8 443 2,953 84,939
9 424 2,828 87,767
10 ,390 2,597 90,364
11 ,365 2,436 92,800
12 ,310 2,064 94,864
13 ,295 1,967 96,831
14 ,264 1,761 98,592
15 211 1,408 100,000
Extraction Method: Principal Component Analysis.
Bang 1c. Ma tran xoay
Component
1 2 3

NT1 , 182
NT2 ,790
NT3 AT
NT4 , 166
NT6 , 182
NT7 , 781
NT8 ,672
NT9 ,801
NT10 ,793
b1 ,624
D2 ,855
b3 ,858
HB1 ,811
HB2 911
HB3 ,867
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Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.
a. Rotation converged in 4 iterations.
Phu luc 7b: Két qua phan tich nhan té véi cac yéu té marketing ciia CHBL TPAT

lén 1,2

Két qua phan tich nhan to véi cac yéu té marketing ciia CHBL TPAT lan 1

Bang la. KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling 961
Adequacy. ’
Approx. Chi-Square 19952,921
Bartlett's Test of
g df 820
Sphericity .
Sig. ,000
Bang 1b.Total Variance Explained
Comp Initial Eigenvalues Extraction Sums of Squared Rotation Sums of Squared
- Loadings Loadings
onent | Total % of Cumulativ | Total % of Cumulativ [Total % of Cumulativ
Variance e % Variance e % Variance e %
1 17’42 42,565 42565 17,452 42,565 42565 5,753 14,033 14,033
2 2,455 5,989 48554 2,455 5,989 48554 | 4,472 10,907 24,940
3 1,851 4,514 53,068 1,851 4,514 53,068 3,777 9,211 34,151
4 1,629 3,974 57,042 1,629 3,974 57,042 3,750 9,146 43,297
5 1,319 3,216 60,258 1,319 3,216 60,258 | 3,658 8,922 52,219
6 1,171 2,856 63,115 1,171 2,856 63,115 2,994 7,303 59,523
7 1,097 2,675 65,790 1,097 2,675 65,790 2,570 6,267 65,790
8 ,933 2,277 68,067
9 787 1,919 69,986
10 , 7154 1,838 71,824
11 , 728 1,774 73,598
12 ,665 1,623 75,221
13 ,613 1,495 76,716
14 575 1,403 78,118
15 ,565 1,378 79,496
16 547 1,333 80,829
17 ,494 1,205 82,034
18 ,490 1,194 83,228
19 449 1,096 84,324
20 432 1,053 85,378
21 411 1,003 86,381
22 ,392 ,957 87,338
23 ,386 ,941 88,279
24 ,376 ,916 89,195
25 ,366 ,893 90,088
26 ,361 ,880 90,968
27 ,336 ,819 91,787
28 314 ,765 92,552
29 ,299 729 93,281
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30 ,280 ,683 93,964
31 276 ,673 94,637
32 272 ,665 95,302
33 ,261 ,638 95,939
34 ,254 ,619 96,558
35 232 ,567 97,125
36 227 ,553 97,678
37 ,215 525 98,202
38 ,205 ,500 98,702
39 ,196 478 99,180
40 177 431 99,611
41 ,160 ,389 100,000

Extraction Method: Principal Component Analysis.

Bang 1c. Ma tran xoay

Component

1 2 3 4 5 6 7

SP1 ,7196
SP2 , 187
SP3 ,730
SP4 ,656
SP5 542
SP6 ,599
SP7 ,620
SP8 ,614
SP9 ,623
SP10 ,649
SP11 125
SP12 ,735
SP13 ,664
SP14 ,620
BB1 ,658
BB2 ,685
BB3 ,659
GC1 ,162 447 ,218 ,190 ,141 ,280 ,460
GC2 951
GC3 ,638
GC4 ,678
GC5 ,604
GCo6 529
bBI ,565
bB2 ,633
bB3 ,678
bB4 ,691
bB5 ,682
bB6 ,655
DB7 ,233 ,539 ,303 ,199 ,303 ,011 ,153
XT1 ,710
XT2 ,705
XT3 ,688
XT4 ,679
XT5 ,610




XT6
NV1
NV2
NV3
NV4
NV5S

,197

,072

195

,104

456
,584
,758
732
,808
,651

473

,209

,245

Extraction Method: Principal Component Analysis.
Rotation Method: VVarimax with Kaiser Normalization.
a. Rotation converged in 8 iterations.

Bang 2: Két qua phan tich nhan té véi cac yéu té6 marketing cia CHBL TPAT lan 2
Bang 2a.KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
,959
Adequacy.
Approx. Chi-Square 18142,239
Bartlett's Test of
. df 703
Sphericity )
Sig. ,000
Bang 2b.Total Variance Explained
Compone Initial Eigenvalues Extraction Sums of Rotation Sums of Squared
nt Squared Loadings Loadings
Total [ % of | Cumulati | Total [ % of | Cumulati [ Tota| % of [ Cumulati
Varianc| ve % Varianc| ve % | |Varianc| ve %
e e e
1 16’12 42,534 42,534 16’12 42,534 42,534 5’63 14,840 14,840
2 2386| 6278| 48812|2386| 6278| 48812 *%2| 10,059| 24900
3 1,803 4,744 53,556 | 1,803| 4,744 53,556 3’7% 9,768 34,667
4 1517| 3992| 57548 1517| 3992 57.548| P°| 9350| 44,018
5 1281| 3371| 609191281 3371 60919| >°%| go16| 52,933
6 1,146 3,015 63,934] 1,146| 3,015 63,934 2’92 7,778 60,711
7 1,065 2,803 66,738|1.065| 2803| 66,738 2'28 6,027| 66,738
8 907 2,386 69,124
9 , /65| 2,013 71,137
10 ,710] 1,870 73,007
11 ,678| 1,783 74,790
12 ,619| 1,630 76,420
13 ,555| 1,460 77,879
14 552 1,451 79,331
15 ,631( 1,398 80,729
16 ,496| 1,305 82,034
17 470 1,237 83,270
18 ,452 1,191 84,461
19 4351 1,145 85,606
20 4221 1,111 86,717




21
22
23
24
25
26
27
28
29
30
31
32
33
34
35
36
37
38

,389
,378
371
,359
,352
,319
,314
,286
,282
271
,264
,243
,232
,223
,216
,199
,187
,163

1,024
,994
,976
,945
,925
,840
,825
,753
741
714
,695
,638
611
,587
,568
525
491
,430

87,741
88,735
89,710
90,655
91,580
92,421
93,246
93,999
94,740
95,454
96,149
96,788
97,399
97,986
98,554
99,079
99,570
100,000
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Extraction Method: Principal Component Analysis.

Bang 2c. Ma tran xoay

Component

3

4

SP1
SP2
SP3
SP4
SPS
SP6
SP7
SP8
SP9
SP10
SP11
SP12
SP13
SP14
BB1
BB2
BB3
GC2
GC3
GC4
GC5
GC6
bBl1
bB2
bB3
bB4
bB5
bB6
XT1

,528
,595
,603
,607
,627
,656
142
,753
,669
,615

793
801
752
644

,550
,643
,685
,694
,694
,669

,735

544
,636
,682
,615
,557

,658
,705
674
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XT2 ,716
XT3 ,706
XT4 ,673
XT5 ,560
NV1 ,602
NV2 ,769
NV3 ,740
NV4 ,813
NV5S ,651

Extraction Method: Principal Component Analysis.
Rotation Method: VVarimax with Kaiser Normalization.
a. Rotation converged in 7 iterations.

Phu luc 7c. Cac yéu té cdu thanh do lwong dwoc trich sau phan tich nhan té 1a:
1. Su da dang ctia mat hang TPAT va chat lugng dich vu cua CHBL TPAT
(SP1): SP5, SP6, SP7, SP8, SP9, SP10, SP11, SP12, SP13, SP14
2. Chét luong mit hang TPAT cua CHBL (SP2): SP1, SP2, SP3, SP4
3. biém ban cia CHBL TPAT (PB): bB1, B2, BB3, bB4, bB5, DB6
4. Con nguoi cia CHBL TPAT (NV): NV1, NV2, NV3, NV4, NV5
5. XUc tién thuong mai cia CHBL TPAT (XT): XT1, XT2, XT3, XT4, XT5
6. Gid ca mat hang TPAT cua CHBL TPAT (GC): GC2, GC3, GC4, GC5,
GC6
7. Bao bi mat hang TPAT cua CHBL TPAT (BB): BB1, BB2, BB3
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Phu luc 8. Panh gi4 lai d§ tin ciy ciia yéu t6 ciu thanh do lwong sau khi rut
trich
Sw da dang ciia mat hang va chdr lweng dich vu ciia CHBL TPAT

Bang la. Reliability Statistics

Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized Items

,924 ,924 10

Bang 1b. Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Squared Cronbach's
Item Deleted | if Item Deleted Total Multiple Alpha if Item
Correlation Correlation Deleted

SP5 31,65 30,724 678 ,517 ,917
SP6 31,57 30,202 742 ,587 ,914
SP7 31,65 30,526 ,676 ,528 ,918
SP8 31,57 29,745 737 ,587 ,914
SP9 31,50 30,530 731 ,573 ,915
SP10 31,52 30,300 ,733 ,583 ,914
SP11 31,62 30,253 ,704 ,566 ,916
SP12 31,60 30,091 ,736 ,625 ,914
SP13 31,57 30,710 ,687 ,554 ,917
SP14 31,55 30,898 ,660 487 ,918

Chdt lwpng mdt hang ciza CHBL TPAT
Bang 2a. Reliability Statistics

Cronbach's Alpha Cronbach's Alpha Based on Standardized N of Items
Items

900 ,902 4

Bing 2b. Item-Total Statistics

Scale Mean if | Scale Variance | Corrected Item- Squared Cronbach's
Item Deleted | if Item Deleted Total Multiple Alpha if Item
Correlation Correlation Deleted
SP1 11,11 4,482 ,786 ,643 ,869
SP2 11,00 4,848 ,836 ,716 ,852
SP3 10,92 5,050 ,750 ,603 ,881
SP4 11,08 4,733 , 748 ,563 ,882

Diém ban ciia CHBL TPAT
Bang 3a. Reliability Statistics

Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized Items

853 ,854 6

Bang 3b. Item-Total Statistics
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Scale Mean if | Scale Variance | Corrected Item- Squared Cronbach's
Item Deleted | if Item Deleted Total Multiple Alpha if Item
Correlation Correlation Deleted
bB1 17,74 8,728 527 ,288 ,850
bB2 17,38 8,338 ,679 ,485 821
bB3 17,42 8,305 ,713 ,538 ,815
bB4 17,42 8,387 ,654 ,468 ,826
bB5 17,39 8,558 ,635 421 ,829
bB6 17,33 8,223 ,635 ,408 ,830
Con nguwoi cua CHBL TPAT
Bang 4a. Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on Standardized N of Items
Items
,870 ,873 5
Bang 4b. Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Squared Cronbach's
Item Deleted | if Item Deleted Total Multiple Alpha if Item
Correlation Correlation Deleted
NV1 13,96 5,661 ,686 ,518 ,845
NV2 13,96 5,717 ,758 ,604 827
NV3 13,88 5,975 ,705 524 ,841
NV4 13,89 5,838 ,745 ,580 ,831
NV5 13,98 5,863 ,600 ,378 ,868
XUc tién thwong mai ciia CHBL TPAT
Bing 5a. Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on Standardized N of Items
Items
,889 ,890 5
Bang 5b. Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Squared Cronbach's
Item Deleted | if Iltem Deleted Total Multiple Alpha if Item
Correlation Correlation Deleted
XT1 13,30 7,254 , 749 ,624 ,861
XT2 13,23 7,436 , 752 ,620 ,861
XT3 13,35 7,684 745 562 ,863
XT4 13,41 7,393 ,730 ,557 ,866
XT5 13,25 7,726 ,681 483 ,876
Gia ca mat hang ciza CHBL TPAT
Bang 6a. Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on Standardized N of Items
Items
,809 ,809 5




Bang 6b. Item-Total Statistics
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Scale Mean if | Scale Variance | Corrected Item- Squared Cronbach's
Item Deleted | if Item Deleted Total Multiple Alpha if Item
Correlation Correlation Deleted
GC2 13,70 5,270 ,647 491 ,756
GC3 13,70 5,254 ,634 475 ,760
GC4 13,88 5,198 ,605 ,376 , 769
GC5 13,75 5,557 ,512 ,315 7197
GC6 13,65 5,525 ,581 371 776
Bao bi TPAT cia CHBL TPAT
Bang 7a. Reliability Statistics
Cronbach's Alpha Cronbach's Alpha Based on N of Items
Standardized Items
,870 ,870 3
Bang 7b. Item-Total Statistics
Scale Mean if | Scale Variance | Corrected Item- Squared Cronbach's
Item Deleted | if Item Deleted Total Multiple Alpha if Item
Correlation Correlation Deleted

BB1 7,19 1,791 732 547 ,835
BB2 7,21 1,616 794 ,631 77
BB3 7,21 1,748 ,730 ,543 ,836

Bang 8. Tong hop két qua kiém dinh yéu to cAu thanh do lwong c4c bién s bién tam Iy

Yéu to Chi béo Hesotai | Heso
Yeutd | cronbach
alpha

Niém tin | Téi tin twong cdc CHBL TPAT luén trung thuc trong kinh 783 0,915
cuaa NTD | doanh, mat hang caa ho thuc su an toan '
d6i  voi [ Téi tin tuong rang nha san xuat TPAT luon thyc hién dung 201
TPAT guy trinh san xuat an toan ’

Tbi tin twong vao dau chang nhan an toan thuc pham trén 278

nhan hiéu TPAT '

Trén bao bi thyc pham ghi “an toan thyc pham” co nghia 1a

x . 1% , 765

thuc pham d6 chat lugng cao

T6i tin twong vao thong tin trén bao bi TPAT ,782

T6i tin cac CHBL TPAT déu ban san pham duoc ching nhan 283

dam bao VSATTP '

Nhan hiéu TPAT tao cho tdi cam giac tin twong vé mat hang 671

T6i tin CHBL TPAT khi ho quang ba vé mat hang ,800

T6i c6 niém tin vao cac nha san xuat khi ho tuyén bé mat hang 201

TPAT cua ho la an toan '
Thai do | Toi thich nhitng nhan hiéu TPAT 875 | 0,726
cua NTD | TPAT xung déng véi dong tien bo ra 881
doi Vol ['T6i thich mua TPAT 867
TPAT '
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Mc do

hiéu biét
doi véi

TPAT

So véi nguoi khac, t6i biét nhiéu vé TPAT 817
Toi bict nhicu ve viéc lam thé nao dé nhan biét va danh gia 605
chat luong TPAT '

Moi ngudi coi toi la chuyén gia vé TPAT 831

8,41

(Nguon: Tong hop cua tac gid

Bang 9. Tong hep két qua kiém dinh lai yéu té cau thanh do lwong c4c bién s6 marketing caa

CHBL TPAT
Yéu to Chi bao Hésotai | Héso
yéuté | Cronbach
alpha
Sy da | Nhiéu mat hang TPAT c6 nhan hiéu ctia nha san xuat uy tin 528 0,924
dang cta | Mdi loai mat hang TPAT duoc dong goi nhiéu khoi lwong 595
mat hang | khac nhau ’
TPAT va | Mdi loai mat hang TPAT c6 nhiéu nhan hiéu caa nha san xuat
£ . ,603
chat khac nhau
lugng Mit hang TPAT ludn dam bao c6 san khi khach hang mudn
dich  vu | mua 607
cua M3t hang TPAT cua ctra hang rat tién loi khi ché bién va st
CHBL | dung 627
TPAT Dich vu thanh toan nhanh chdng 656
Ctra hang TPAT cung cip dich vu day da vé TPAT(nhan dit 249
hang qua dién thoai/ internet, giao hang tai nha...) ’
Ctra hang cung cap dich vy ding hen 753
Chat luong dich vu cua cira hang TPAT lién tuc duoc cai thién ,669
;’@i hai long véi hau hét mat hang TPAT ma t6i mua tai cira 615
ang '
Chat Mit hang TPAT duoc phan loai rd rang 793 | 0,900
luong Théng tin xuat xtr cua mat hang TPAT rd rang ,801
mat hang | Mat hang TPAT con trong thoi han sir dung 752
TPAT Mt hang TPAT duoc bao quan tot
cua
CHBL 644
TPAT
biém Am nhac tai cira hang rat ém diu, anh sang day du 550 | 0,853
ban cua | Mat hang TPAT trung bay dé tim, bang chi dan hang hda rd
CHBL | rang 643
TPAT Mt hang TPAT dugc trung bay bat mét, hop ly 685
Ha thdng tinh tién hién dai 694
Khong gian bén trong cira hang thoang mat, 16i di giita hai ké 694
hang thoai mai '
Ctra hang c6 noi trong giit dd, chd dé xe cua khach dam bao 669
an toan ’
Con Nhan vién luon san long phuc vu toi, giai dap tan tinh nhitng 602 0,870
nguoi thac mac cua toi '
cua Nhan vién ludn c6 mat kip thoi khi t6i can ,769
CHBL Trang phuc cta nhan vién gon gang , 740
TPAT Nhan vién rat lich sy, than thién 813
Nhan vién giai dap tan tinh nhiing thic mac cua toi 651
Xdc tién | Cira hang c6 chuong trinh khuyén mai cho khach hang mua ,735 | 0,889
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thuong | nhiéu TPAT
Mai  Cua | Cira hang c6 chuong trinh wu dai cho khach hang than thiét 716
$PHE'IE T6i c6 an twong tot dbi véi noi dung quang co cua cira hang
vé TPAT nhu su an toan, dam bao chét lugng mat hang, théng 706
tin vé TPAT, ngudn goc...
Nhitng chwong trinh tu van, gigi thiéu vé TPAT thuong
,673
xuyén duoc thuc hién tren internet, tai ctra hang
Nhan vién ban hang/ tu Van truc tuyén cung cap va giai 560
thich day du théng tin vé TPAT ’
Gia  ca | Muc gia pho hop véi chat lwong mit hang TPAT ,544 | 0,809
TPAT Gia ca cac mat hang TPAT thiét yéu (rau, thit lon) ré hon so 636
cua véi CHBL TPAT khéc '
CHBL Gia mat hang TPAT ré hon so voi gia tri mat hang mang lai ,682
TPAT Gia ban tai ctra hang cao vi chi phi san xuat kinh doanh cua 615
ctra hang cao ’
Toi chap nhan muc gia ban mat hang TPAT cua ctra hang ,557
Bao bi | Mat hang TPAT dugc dong goi can than ,658 | 0,870
mat hang | Trén bao bi théng tin vé mat hang TPAT day du, chinh xac 705
TPAT Bao bi cua nha san xuat va nha phan phdi dé st dung, tién
cua dun
CHBL " 674
TPAT

(Nguon: TAc gid tong hop)




Phu luc 9: Phan tich twong quan

Phy luc 9a: Céc yéu to tam ly NTD, quyét dinh lwa chon CHBL TPAT, diic tinh
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canhan NTD va quyér dinh mua TPAT ,
Bang 1. Két qua phén tich twong quan cac yeu to tam Iy NTD, quyét dinh lya chen
nh mua TPAT

CHBL TPAT, dic tinh ca nhan NTD va quyeét di

1 2 3 4 5 6 7 8 9 10
Pearson 1
1 Correlation
Sig. (2-tailed)
Pearson
2 Correlation 020 1
Sig. (2-tailed) ,587
Pearson ok
3 Correlation -012 331 1
Sig. (2-tailed) | ,745| ,000
Pearson ok
4 Correlation ,233 0191 024 1
Sig. (2-tailed) | ,000| ,601| 511
Pearson * o
5  Correlation ,083 ,018| -,017| ,154 1
Sig. (2-tailed) | ,025| ,635| ,642| ,000
Pearson - o
6 Correlation -004 | ,002 ,100™ 005,106 1
Sig. (2-tailed) 916 ,954( ,007| ,902| ,004
Pearson - . o
7 Correlation -038| ,056( -033|,110 | ,123 | ,142 1
Sig. (2-tailed) 305 ,132( ,377| ,003| ,001| ,000
Pearson 002| 018 ,002| 072 ,069| 0017 246 1
8 Correlation
Sig. (2-tailed) 957| ,621( ,961| ,053| ,065| ,015| ,000
Pearson -016| ,013|-076"| -019| -028| ,026( 084"| 2187 1
9 Correlation
Sig. (2-tailed) ,659| ,720( ,040| ,606| ,456| ,488| ,023 ,000
Pearson 215™| 240™| 313™| ,644™| 0997 | -,080"| ,062| ,072| -,026
10 Correlation
Sig. (2-tailed) ,000( ,000| ,000( ,000( ,008| ,031| ,098 ,051| ,486

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

*, Correlation is significant at the 0.05 level (2-tailed).

1. Niém tin doi v6i TPAT; 2. Thai d6 dbi voi TPAT; 3. Mire do hiéu biét dbi voi TPAT; 4. Quyét
dinh lya chon CHBL TPAT; 5. Gidi tinh; 6. Gia dinh c6 tré em; 7. Trinh d6 hoc van; 8. Nghé
nghiép; 9. Thu nhap ho gia dinh; 10. Quyet dinh mua TPAT
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Phyu luc 9b. Céc yéu té marketing ciia CHBL TPAT va quyér dinh lwa chon
CHBL TPAT
Bang 2. Két qua phén tich twong quan cac yéu té marketing cia CHBL TPAT va

quyét dinh lwa chon CHBL TPAT

1 2 3 4 5 6 7 8
Su da dang Pearson 1
cta mat hang Correlation
TPATva  Sig. (2-
chat luong tailed)
dich vu (1) N 724
Pearson -
Chatluong  Correlation 679 1
mat hang Sig. (2- 000
TPAT(2)  tailed) ’
N 724 724
Pearson 5907|465 1
) Correlation
biém bén (3) Slg. (2- 000 000
tailed)
N 724 124 124
Pearson 580" | ,505™| 536" 1
. Correlation
Con nguoi Sig. (2-
(@) tailed) ,000 ,000 ,000
N 724 124 124 724
X tién Pearson 6507 | 4757| 6547| 587" 1
. Correlation
thuong mai Sig. (2-
(5) tailed) ,000 ,000 ,000 ,000
N 724 724 724 724 724
Pearson 672 529™| 6217| 5157 ,634™ 1
Correlation
Gia ca TPAT  Sig. (2-
le) tailed) ,000 ,000 ,000 ,000 ,000
N 124 124 124 724 124 724
Pearson - - - - o -
Bao bl mit Correlation ,633 ,608 564 ,560 ,545 ,561 1
hang TPAT  Sig. (2- o000 ,000] 000| 000 000 000
@) tailed)
N 724 724 724 724 724 724 724
Quyetdinh  Pearson 3127 383 ,2827| 2457 262"| ,2097| 313" 1
lya chon Correlation
CHBL TPAT Sig. (2- 000| ,000| .000| 000 ,000| 000 000
(8) tailed)
N 724 724 724 724 724 724 724 724

** Tuong quan c6 y nghia & mc 0.01 level (2-tailed).
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Phu luc 10: Két qué phan tich hai quy , o , ,
Phu luc 10a. Két qud phan tich hai quy da bién cac yéu to anh hwong dén quyet

dinh mua TPAT lan 1

Bang 1. Tom tit md hinh

Std. Error of the

Model R R Square Adjusted R Square Estimate
1 ,649° 422 419 ,61038
2 739" 546 542 54200

a. Predictors: (Constant), Quyét dinh lya chon CHBL TPAT, gia dinh c6 tré em, gici tinh
b. Predictors: (Constant), Quyet dinh lya chon CHBL TPAT, gia dinh c6 tré em, gidi tinh,
thai d6 ddi vai TPAT, niém tin ddi véi TPAT, muc d6 hiéu biét d6i voi TPAT

Bang 2. ANOVAa

Model Sum of df Mean Square F Sig.
Squares

Regression 195,657 3 65,219 175,054 ,000°
1 Residual 268,247 720 ,373

Total 463,904 723

Regression 253,273 6 42,212 143,693 ,000°
2 Residual 210,631 717 ,294

Total 463,904 723

a. Dependent Variable: Quyét dinh mua TPAT

b. Predictors: (Constant), ), Quyét dinh lya chon CHBL TPAT, gia dinh c6 tré em, gidi
tinh

c. Predictors: (Constant), Quyét dinh lya chon CHBL TPAT, gia dinh ¢6 tré em, gici tinh,
thai @6 doi vai TPAT, niém tin d6i véi TPAT, muc d6 hiéu biét doi voi TPAT

Bang 3. Coefficients®

Unstandardized | Standardized Collinearity
Coefficients Coefficients ) Statistics
Model St t Sig.
B ' Beta Tolerance VIF
Error
(Constant) 1,716 ,079 21,644 ,000
Gigi tinh ,017 ,052 ,009 322 ,748 ,965 1,036
1 Giadinh co tré em ,136 ,046 ,084| 2,958| ,003 ,989 1,011
Quyét dinh lya chon
CHBL TPAT 1,699 ,076 ,6431 22,417 ,000 ,976 1,024
(Constant) -,175 ,173 -1,008| ,314
Gidi tinh ,009 ,046 ,005 187 ,852 ,963 1,039
Gia dinh c6 tré em ,090 ,041 ,056| 2,201| ,028 ,978 1,023
Quyét dinh lva chon
2 CHBL TPAT 1,670 ,069 6321 24,175 ,000 927 1,079
Niém tin dbi vai
TPAT ,088 ,034 ,068| 2,626| ,009 ,943 1,060
Thai do ddi vai
TPAT ,169 ,034 1341 5,009| ,000 ,888 1,126




Mre d6 hiéu biét doi

voi TPAT
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,330 ,032

279 ( 10,409

,000

,880 1,137

a. Bién phu thuc: Quyét dinh mua TPAT

Phu luc 10b. Két qud phan tich héi quy da bién cac yéu té dnh hwéng dén quyét dinh

mua TPAT lan 2

Bang 1. Model Summary

Model R R Square Adjusted R Square Std.EEr_ror of the
stimate
1 ,649° 422 420 61000
2 739" 546 543 54164

a. Predictors: (Constant), Quyét dinh lya chon CHBL TPAT, gia dinh ¢6 tré em
b. Predictors: (Constant), Quyét dinh lya chon CHBL TPAT, gia dinh c6 tré em, thai d

ddi véi TPAT, niém tin ddi véi TPAT, muac d6 hiéu biét d6i véi TPAT

Bing 2. ANOVA?

Model Sum of Squares df Mean Square F Sig.

Regression 195,618 2 97,809| 262,855 ,000°
1 Residual 268,286 721 372

Total 463,904 723

Regression 253,263 5 50,653 172,657 ,000°
2 Residual 210,641 718 ,293

Total 463,904 723

a. Bién phu thuc: Quyét dinh mua TPAT
b. Predictors: (Constant), Quyét dinh lya chon CHBL TPAT, gia dinh c6 tré em

¢. Predictors: (Constant), Quyét dinh lya chon CHBL TPAT, gia dinh c6 tré em, thai do dbi
v6i TPAT, niém tin d6i voi TPAT, mic do hiéu biét d6i vai TPAT

Bang 3. Coefficients®

Unstandardized | Standardized Collinearity
Coefficients Coefficients . Statistics
Model S t Sig.
B § Beta Tolerance | VIF
Error
(Constant) 1,724 ,075 22,894| ,000
Gia dinh 6 tré em 134 ,046 ,083| 2,942 ,003 1,000/ 1,000
uyét dinh lva chon
SHyBL TPAT : 1,703 ,075 ,644 | 22,752 ,000 1,000/ 1,000
(Constant) -,172 172 -995| ,320
Gia dinh c6 tré em ,090 ,041 ,056| 2,194 ,029 ,989| 1,011
uyét dinh lva chon
gHyBL TP A.I'_ : 1,672 ,068 ,633| 24,452 ,000 9451 1,058
Niém tin doi v6i TPAT ,089 ,034 ,068| 2,640 ,008 945, 1,058
Thai do ddi vai TPAT ,169 ,034 ,134| 5,016 ,000 ,888 1,126
Mizc d6 hiéu biét ddi
voi TPAT ,329 ,032 279 10,415| ,000 880 1,137

a. Bién phu thuc: Quyét dinh mua TPAT
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Phy luc 10c: Két qud kiém tra hign tirgng da cgng tuyén cac yéu té marketing cia
CHBL TPAT dnh huéng dén quyét dinh lwa chon CHBL TPAT
Bang 1. Coefficients®

Model Unstandardized | Standardized t Sig. Collinearity
Coefficients Coefficients Statistics
B Std. Beta Tolerance VIF
Error
(Constant) ,100 077 1,306| ,192
Su da dang cua
Mat hang TPAT 010|029 020 -338| 735 339| 1,947
va chat luong
dich vu
Chét luong mat
1 hang TPAT ,118 ,021 278 5,636 ,000 478 1,092
biém ban ,039 ,027 ,073 1,464 | ,144 464 1,154
Con nguoi -,006 ,024 -,011 -235( ,815 ,536 1,865
f;gf tién thuong 007| 024 o015|  279| 781 418| 1,392
Gid ca TPAT ,041 ,028 ,077 1,498 ,135 439 1,279
Bao hi TPAT ,033 ,024 ,070 1,407| ,160 470 1,126

a.Bién phu thudc: Quyét dinh lya chon CHBL TPAT

Phu luc 10d. Két qua phén tich héi quy Binary Logistic lan 1 cac yéu té
marketing cua CHBL TPAT dnh hwong dén quyét dinh lwa chon CHBL TPAT
Biang 1. Omnibus Tests of Model Coefficients

Chi-square df Sig.
Step 103,192 7 ,000
Step 1 Block 103,192 7 ,000
Model 103,192 7 ,000
Bang 2. Model Summary
Step -2 Log likelihood Cox & Snell R Square Nagelkerke R Square
1 373,872° ,133 ,276
a. Estimation terminated at iteration number 6 because parameter estimates changed by less than
,001.
Bang 3.Classification Table®
Observed Predicted
Quyét dinh lra chon Ty 18 % du
Khoéng lya | C6 luya chon
chon
L, 4 Khéng lua
Quyeét dinh lga chon chon 17 57 23,0
Step1 | CHBL TPAT C6 lya chon 7 640 98.9
Ty I€ du doan dung toan md hinh (%) 91,1

a. The cut value is ,500
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Bang 4. Variables in the Equation

B S.E. Wald df Sig. Exp(B)
Su da dang cua mat
hang va chat lugng dich ,409 ,128| 10,114 1 ,001 1,505
Vu gﬁa CHBL TPAT
Chat lugng mat hang o7 115 37497 1 000 2028
cua CHBL TPAT ' ' ' ' '
biém ban cua CHBL
TPAT 511 1321 14,903 1 ,000 1,667
a (Con nguoi cua CHBL
Step 1 TPAT 117 ,146 ,639 1 ,424 1,124
Xac tién thwong mai
cia CHBL TPAT ,296 ,138 4,590 1 ,032 1,344
Gia ca mat hang cua
CHBL TPAT ,460 1291 12,651 1 ,000 1,585
Bao bi mit hang cua
CHBL TPAT 416 1261 10,976 1 ,001 1,517
Constant 2,702 73] 244,091 1 ,000/ 14,916

a. Variable(s) entered on step 1: Su da dang cua mat hang va chit luong dich vu cua CHBL
TPAT; Chét lugng mat hang cia CHBL TPAT Biém ban cia CHBL TPAT; Con nguoi cia
CHBL TPAT; Xdc tién thuong mai cia CHBL TPAT; Gia ca mat hang cia CHBL TPAT Bao bi
mat hang cia CHBL TPAT

Phu luc 10e. Két qud phan tich héi quy Binary Logistic lén 2 cac yéu to
marketing cia CHBL TPAT dnh hwdng den quyet dinh lwa chon CHBL TPAT
Bang 1: Két qua kiém dinh gia thuyét ve dé phu hep tong quat

Chi-square Bac tu do Sig.

Step 102,561 6 ,000
Step 1 Block 102,561 6 ,000

Model 102,561 6 ,000

Bang 2: Két qua dd phu hgp mo hinh
Step -2 Log likelihood (-2LL) Cox & Snell R Nagelkerke R Square
Square

1 374,503 ,133 274

a. Estimation terminated at iteration number 6 because parameter estimates changed by
less than ,001.

Bing 3: Phan loai két qua duw dodn diing

Bién quan sét

Du bao

Quyét dinh lya chon CHBL TPAT Ty 1€ % du
Khéng lua chon Co lya chon doan dung
Quyét dinh lya | Khdng lya chon 20 54 27,0
%‘TQTCHBL C6 lya chon 7 640 98,9
Ty 1€ du doan ding toan mo hinh 91,5
(%)
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Phu luc 11. Kiém dinh mdi quan hé giita cAc nhém nhin khiu hoc ciia nguwoi

tiéu dung véi quyét dinh lwa chon cira hang ban 1é thwe phidm an toan

Gigi tinh/ Quyét dinh lwa chon CHBL TPAT
Béng 1: Két qua kiém dinh Chi — Binh phwong méi quan h¢ giita nhom giéi tinh véi

guyet dinh lwa chon CHBL TPAT

Value df [ Asymp. Sig. (2- | Exact Sig. (2- | Exact Sig. (1-
sided) sided) sided)

a
Pearson Chi-Square 14,307 1 ,000
Continuity Correction” 13,259 1 ,000
Likelihood Ratio 12,901 1 000
Fisher's Exact Test ,000 ,000
Linear-by-Linear 14,288 1 000
Association
N of Valid Cases 752

a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 18,60.

b. Computed only for a 2x2 table

Gia dinh cé tré em/ Quyét dinh lwa chon CHBL TPAT

Bang 2: Két qua kiém dinh Chi — Binh phuwong moi quan h¢ giira nhém gia dinh cé
tré em vai quyet dinh lwa chon CHBL TPAT

Value df Asymp. Sig. | Exact Sig. (2- | Exact Sig.
(2-sided) sided) (1-sided)
a
Pearson Chi-Square 400 1 o217
Continuity Correction® 251 1 612
Likelihood Ratio 396 1 529
Fisher's Exact Test 933 304
Linear-by-Linear ,400 1 927
Association
N of Valid Cases 740

a. 0 cells (0,0%) have expected count less than 5. The minimum expected count is 28,48.

b. Computed only for a 2x2 table

Trinh dg hoc van/ Quyét dinh lya chon CHBL TPAT
Bang 3: Ket qua kiem dinh Chi — Binh phwong moi quan hé¢ giira nhém trinh d¢ hoc

van véi quyét dinh lwa chon CHBL TPAT
Value df Asymp. Sig. (2-
sided)
Pearson Chi-Square 11,841° 3 ,008




Likelihood Ratio

Linear-by-Linear Association
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6

N of Valid Cases

10,731
,285

773

,013
,012

a. 1 cells (12,5%) have expected count less than 5. The minimum expected count is 1,59.

Thu nhdp/ Quyér dinh lwa chon CHBL TPAT ,
Bang 4: Ket qua kiém dinh Chi — Binh phwong moi quan hé giita nhom thu nhap véi
qguyet dinh lwa chon CHBL TPAT

Value df Asymp. Sig. (2-sided)
Pearson Chi-Square 515° 972
Likelihood Ratio 009 973
Linear-by-Linear Association ,006 938
N of Valid Cases 765

a. 1 cells (10,0%) have expected count less than 5. The minimum expected count is 2,23.

Nghé nghiép/ Quyét dinh lwa chon CHBL TPAT

Bang 5: Két qua kiém dinh Chi — Binh phwong méi quan hé giira

nhom nghé nghiép véi quyét dinh lwa chon CHBL TPAT

Value df Asymp. Sig. (2-sided)
Pearson Chi-Square 7,404° 6 285
Likelihood Ratio 7,741 6 258
Linear-by-Linear Association 1,693 1 193
N of Valid Cases 97
a. 2 cells (14,3%) have expected count less than 5. The minimum expected count is ,97.
Bang 6: M0 ta sw khac biét vé quyét dinh lwa chon CHBL TPAT giira cac
nhom gigi tinh
Giai tinh Total
Nam Nir
oo Khong lya Count 31 40 71
Quyetdinh lua  con % within Gidi tinh 17,0% 75%|  9,9%
chon CHBL i
chon % within Gigi tinh 83,0% 92,5% 90,1%
Total Count 186 538 724
% within Gigi tinh 100,0% 100,0% | 100,0%
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Bang 7: M6 ta su khéc biét vé quyét dinh lwa chon CHBL TPAT giira cac nhom trinh

dd hoc vén

Trinh do hoc van Total
Chua tot  [Trung cap/ {Pai hoc/
nghiép/ Pa tot |[Cao dang |Sau DPai
nghi¢p PTTH hoc
Khong Count 8 24 33 65
A : 0 ithi N
Quyét dinh lua % within Trinh 133%| 150%|  66%| 9,0%
lvachon  chon @6 hoc van
CHBL _ Count 52 140 467 659
TPAT Colua o "\ ishin Trinh
chon % ) 86.7%| 850%| 93.4%| 91.0%
do hoc van
Count 60 164 500 724
Total % within Tri
ota % within Trinh 1000%| 1000%| 100,0%| 100,0%

do hoc van
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Phu luc 12: Két qua théng ké mo ta
Phu luc 12a: Thong ké mo td hanh vi mua TPAT
Bang 1: S6 ngwoi dd mua/ chwa mua TPAT

Tan suat Ty 1& % hop|Ty Ié % cong don
18
P ba tirng mua 544 75,1 75,1
Soquan -y g mua 180 24.9 24.9
sathoplée _,
Téng 724 100,0 100,0
Bang 2: Théng ké Quyét dinh lwa chon CHBL TPAT
Tan suat Ty 16 % Ty 1& % cong don
P .. Khdng lua chon 98 13,5 13,5
ﬁgp Jean sat C6 lya chon 626 86,5 86,5
T Téng 724 100,0 100,0
Bing 3: S6 tién NTD di chi cho TPAT trong 1 thing qua
Tansuat [Ty 1& %|Ty Ié % cong
hop 1€ don
Duéi 1 triéu dong 44 8.1 12.9
Tir 1 triéu — dudi 3 triéu dong 172 31.6 49.9
Tur 3 triéu — dudi 5 triéu dong 92 17.0 26.8
Valid  Tu 5 triéu — dudi 10 triéu dong 32 5.8 9.2
Tir 10 triéu — duéi 15 triéu dong 3 0.7 1.1
Trén 15 triéu dong 1 0.1 0.2
Total 344 63.3 100.0
Missing  System 200 36.7
Total 544 100.0
Bang 4: Mirc @ mua thwe pham an toan cia NTD Ha Ngi
Tan suat Ty 1& %|Ty I& % cong
hop 1€ don
MJi ngay 55 10.2 11.4
2-3 lan trong tuan 133 24.4 27.4
Mot lan trong tuan 192 35.4 39.6
Valid 2-3 lan trong thang 70 13.0 14.5
Mt lan trong thang 21 3.9 4.3
Rat hiém khi 14 2.5 2.8
Total 485 89.4 100.0
Missing ~ System 59 10.6
Total 544 100.0
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Bang 5: Mirc d6 thay d6i CHBL

Tan suat Ty 1& % hop| Ty 1& % cong don
1é

Khoéng bao gio 30 55 6.3

Hiém khi 95 17.4 20.0
Valid Thinh thoang 307 56.5 64.8

Thuong xuyén 42 7.7 8.9

Total 474 87.1 100.0
Missing System 70 12.9
Total 544 100.0

Bang 6: Loai cira hang dén mua nhiéu nhit trong 3 thang qua
Tan suat Ty & %|Ty 18 % cong
hop 1é don

CHBL chuyén doanh TPAT 159 29.4 42.1
Sp quzim any ha[\gATPAT trong siéu 990 405 579
sat hop I¢  thi ban lé tong hop

Téng 379 69.9 100.0
Missing ~ System 165 30.1
Total 544 100.0

Bang 7. Hiéu biét cia ngwoi tieu dung vé thwc pham an toan (n = 724)

Giatri [ Do léch| Giatri | Giatri
trung | chuan |16n nhat [ nho nhét
binh

TP:AT khéng ‘c_hu*a cac chat doc hai doi vai suc 3711 0909 1 5
|[khoe con nguoi

TPAT la an toan va dang tin cay 3.64| 0.840 1 5
TPAT c6 chat luong cao 3.61| 0.817 1 5
TPAT c6 nhiéu gia tri dinh dudng 3.49| 0.839 1 5
Bé ngoai cia TPAT khong bit mit nguoi mua 3.27| 0.818 1 5
To6i khdng thé phan biét duoc cac nhan hiéu s46| 0.858 1 5
TPAT khéac nhau trén thi truong ' '

JC‘hi c6 céc siéu thi, cac ctra hang chuyén doanh 322| 0.952 1 5
vé TPAT méi ban TPAT thuec su. ' '

(Nguon: Két qud dieu tra phan tich cua tac gid lugn an)




214

Bang 8. Cac nguon tiép nhan thong tin vé thue pham an toan ciia NTD (n = 724)

Nguon tiép nhin thong tin vé thwe phim an toan cia | Giatri | Do léch

ngudi tiéu dang (tir 1: rat khong dong y dén 5: rat dong y) | trung | chuén
binh

T6i tim kiém thdng tin vé TPAT cac phuong tién truyén
thong dai ching nhu truyén hinh, truyén thanh, béo, 3.52 0.905
internet...
Toi tim kiém thong tin vé TPAT tir nha san xuit TPAT 3.27| 0.779
TOi tim kiém thong tin vé TPAT tir CHBL TPAT 3.40| 0.784
Toi tim kiém thong tin vé TPAT va CHBL TPAT tir sy hiéu

A . \ N , LA 3.56 0.741
biéet va kinh nghiém cua ban be, hang x6m, nguoi than

(NgUOn Két qud dieu tra phan tich cua tac gid lugn an)
Bang 9. Mot s6 yéu t6 anh hwomg dén y dinh mua TPAT ciia NTD (n = 724)

Giatri bg léch Giatri |Giatrilén
trung binh | chuan nhé nhat nhat

Trén thj truong, ¢6 rat nhicu diem bén 1 5
TPAT(CHBL TPAT, quiy hang béan 3.49 0.879

TPAT tai siéu‘thi) 7

(I:<hrl)onng c6 nhiéu loai TPAT dé toi lya 3.30 0858 1 5
Dicu quan trong doi véi toi 1a CHBL 1 5
TPAT phai gan nha hoac gan noi t6i 3.72 0.843

lam viéc

(Nguon: Két qua diéu tra phan tich cua tac gia lugn an)
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Phu luc 12b: Théng ké md td cac yéu té trong nghién ciru
Bang 1. Quyet dinh mua TPAT cia NTD

Gia tri trung Do léch chuan Giatri nho | Giatri Ion nhat
binh nhat
QbM1 3,5069 ,91322 1,00 5,00
QbM2 3,1740 ,92310 1,00 5,00
QbM3 3,1107 ,93200 1,00 5,00
QbM4 2,9019 ,97268 1,00 5,00
QDbMS5 3,1920 ,93961 1,00 5,00
Biang 2. Miirc dd hiéu biét vé TPAT
Gia tri trung binh | D6 léch chuan | Gia tri nho Giatri lon
nhat nhat
HB1 3,18 , 756 1 5
HB2 3,12 717 1 5
HB3 2,86 ,967 1 5
Bang 3. Niém tin cia NTD d6i véi TPAT
Gia trj trung Do léch chuan Gia tri nho nhat | Gia tri 16n nhat
binh
NT1 3,25 ,800 1 5
NT?2 3,27 ,816 1 5
NT3 3,31 ,804 1 5
NT4 3,15 ,863 1 5
NT5 3,29 J74 1 5
NT6 3,28 ,826 1 5
NT7 3,46 , 755 1 5
NT8 3,28 77 1 5
NT9 3,28 74 1 5
Bang 4. Thai do cia NTD doi véi TPAT
Giéa tri trung Do léch chuan Gia tri nho nhat | Gia tri lon nhat
binh
D1 3,41 ,842 1 5
T2 3,64 , 769 1 5
TD3 3,61 ,804 1 5
Bang 5. Sw da dang mit hang TPAT va chit lwong dich vu
Gia tri trung Do léch chuan Gia tri nho nhat | Gia tri I6n nhat
binh
SP1 3,60 887 1 5
SP2 3,70 ,759 1 5
SP3 3,78 , 766 1 5
SP4 3,62 ,850 1 5
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Bang 6. Chit lwong mit hang TPAT
Gia trj trung Do léch chuan Gia tri nho nhat | Gia tri 16n nhat
binh
SP5 3,44 , 782 1 5
SP6 3,52 , 784 1 5
SP7 3,44 ,808 1 5
SP8 3,52 ,841 1 5
SP9 3,59 , 756 1 5
SP10 3,57 , 781 1 5
SP11 3,47 ,813 1 5
SP12 3,49 ,802 1 5
SP13 3,52 J75 1 5
SP14 3,54 778 1 5
Bang 7: Bao bi mat hang TPAT
Gia trj trung Do léch chuan Gia tri nho nhat | Gia tri 16n nhat
binh
BB1 3,61 ,693 1 5
BB2 3,60 732 1 5
BB3 3,59 712 1 5
Bang 8: Gid ca mat hang TPAT
N Giatri | Do lech chuan | Giatri nho | Giatrj 16n
Valid Missing | trung binh nhat nhat
GC2 124 0 3,47 , 735 1 5
GC3 724 0 3,47 ,750 1 5
GC4 124 0 3,29 ,788 1 5
GC5 724 0 3,42 ,766 1 5
GC6 124 0 3,52 , 716 1 5
Bang 9: Piém ban cia CHBL TPAT
Gia trj trung Do léch chuan Gia tri nho nhat | Gia tri Ion nhat
binh
bB1 3,19 ,783 1 5
bB2 3,56 , 739 1 5
PbB3 3,52 , 720 1 5
bB4 3,52 , 748 1 5
bB5 3,55 , 726 1 5
DPB6 3,61 ,802 1 5
Bang 10: X(c tién thwong mai cia CHBL TPAT
Gia trj trung Do léch chuan Gia tri nho nhat | Gia tri lon nhat
binh
XT1 3,46 74 1 5
XT2 3,46 , 709 1 5
XT3 3,53 ,683 1 5
XT4 3,53 ,690 1 5
XT5 3,44 , 7192 1 5




217

Phu luc 13. Mgt s0 tieu chuin chirng nhan cho thyuc phﬁm an toan
1. Tiéu chud@n GMP (ddn lgi tir www.chicuctdc.gov.vn)

GMP Ia nhirng chir viét tit bang tiéng Anh cua "Good Manufacturing Practice"
— Thyc hanh san xuét tt; bao gdm nhitng nguyén tac chung, nhiing quy dinh,
huéng dan cac noi dung co ban vé diu kién san xuat; 4p dung cho cac co s& san

XUit, gia cong, dong gbi thuc pham, dugc pham, thiét bi y té, my pham ..., nham
dam bao mit hang dat chit luong va an toan. GMP quan tdm dén cac yéu t quan
trong: con ngudi, nguyén vat liéu, may méc thiét bi, thao tac, méi truong & tat ca
cac khu vuc caa qué trinh san xuét, ké ca van dé giai quyét khiéu nai caa khach
hang va thu hdi mit hang sai 16i. Nhitng yéu cau caa GMP ¢6 tinh mé rong va tong
quat, cho phép mdi nha san xuat co thé tu quyét dinh vé sé quy dinh, tiéu chuan, thu
tuc, huéng dan cdng viéc sao cho dap tng duoc cac yéu cau can thiét, phi hop voi
loai hinh, linh vuc san xuat va diéu kién co s& vat chat caa doanh nghiép.

Muc dich cia GMP: Gilip doanh nghiép san xuat, gia cong, dong goi thuc
pham, dugc pham, thiét bi y té... co thé thiét ké, xay dung, lap dat thiét bi, nha
xuong dam bao diéu kién vé k¥ thuat va quan ly, nham san xuat duoc mat hang c6
chat luong, dap (ng yéu cau ngay cang khat khe cua cac thi truong trong va ngoai
nuéc vai triét Iy “Lam ding ngay tir dau 1a chat luong nhat, tiét kiem nhat”.

2. Tieu chu@n HACCP (ddn lgi tir http://nld.com.vn/)

HACCP (Hazard Analysis Critical Control Point) 1a hé théng quan ly chat
lwgng mang tinh phong ngira nham bao dam an toan thyc pham théng qua viéc phan
tich méi nguy va thuc hién cac bién phéap kiém soét tai cac diém tai han.

Ngay tir thap nién 60, tiéu chuan HACCP da duoc Co quan Khong gian Quéc
gia NASA caa My ap dung trong viéc san xuat TPAT cho chuong trinh khong gian.
Sau d6 dugc cac to chuc uy tin trén thé gidi nhu FDA, FAO phd bién va &p dung.
DPén nay, HACCP di trd thanh tiéu chuan hang dau dé danh gia d6 an toan vé sinh
thuc pham.

Dé du doan trude cac mdi nguy cod thé xay ra lam anh hudéng xau dén chit
lugng mat hang tir d6 xay dung trude cac bién phdp phong ngtra, quy trinh HACCP
s€ phan tich toan bg hé théng san xuat tir khau chon nguyén li¢u dén khau san xuét,
thanh pham, kiém tra va bao quan. Khong chi vy, HACCP con phan tich ludn ca
nhirng yéu t6 khac khong lién quan dén day chuyén san xuit nhung c6 kha ning anh
huong dén mat hang nhu: cac mdi nguy vé sinh hoc (vi khun, virus, ky sinh tring,

nam moc, men... trén nguyén li€u hay nhiém tir bén ngoai vao), moéi nguy vé hda
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hoc (cac loai doc td co trong nguyén liéu, cac chat do con ngudi vo tinh hay c¢d ¥
dua vao nhu: thudc trir su, chat bao quan, phu gia hay du lugng cua thude bao vé
thuc vat...), mbi nguy vé vat 1y (c4c hat cat, san, mau go, kim loai hodc céac tap chét
khac bi nhiém vao trong qué trinh thu hoach, bao quan nguyén liéu)... Ngoai ra,
HACCP con phén tich cic mbi nguy khac nhu mdi nguy tir viée gian dbi kinh té
(ghi sai nhén, thiéu khéi lugng...), mdi nguy vé tinh kha dung (13 tinh chit ctia mit
hang phu hop cho viée str dung dé 1am thue pham cho con ngudi)... Bén canh viée
phan tich cac mdi nguy, HACCP con xac dinh nhimg diém kiém so4t t6i han CCP
(Critical Control Point - diém ma tai d6 c6 thé tién hanh kiém soéat va co thé ngin
ngira, loai bo hodc giam thiéu méi nguy an toan thuc pham dén muc c6 thé chap
nhan). Cac quy trinh gidm sat dua trén cac CCP nay s€ dugc lién tuc thyc hién.
Ngoai ra, cic quy pham vé san xuit GMP (Good Manufacturing Practices), quy
pham vé vé sinh SSOP (Sanitation Standard Operating Procedures)... ciing dugc dé
ra v4i cac tiéu chuan hét strc chi tiét va chit ché.
3. Tiéu chudn 1SO 22000:2005, TCVN ISO 22000:2007  (din lai tur
www.chicuctdc.gov.vn)

Tiéu chuan 1SO 22000:2005 la tiéu chuan do To chiic quc té vé Tiéu chuan
hoa (1ISO) xay dung va ban hanh, Viét Nam chinh thuc thira nhan tiéu chuan nay

nhu mot tiéu chuan quéc gia va st dung véi ma tiéu chuan la TCVN 1SO
22000:2007. Tiéu chuan nay tap trung vao viéc thiét 1ap cac muc tiéu, chinh sach va
thu tuc dam bao vé sinh, an toan thuc pham trong toan bo chudi thuc pham. Céc to
chirc trong chudi thuc pham bao gém nha san xuét thirc an chan nudi, nha so ché
thuc pham, nha san xuat, nha bao quan, nha thau phy, nha phan phdi va cac diém
ban 1¢, ciing véi cac to chire c6 lién quan nhu nha san xuat thiét bi, vat liéu bao goi,
dich vu lam sach, nguyén liéu va phu gia. Nhitng méi nguy hai vé an toan thuc
pham c6 thé xay ra tai bat ky giai doan nao trong chudi thuc pham néu trén, vi thé,
nhét thiét phai cd sy kiém soat thich hop trong toan bo chudi thuc pham. Tiéu chuan
ISO 22000:2005 (TCVN ISO 22000:2007) quy dinh c4c yéu cau ddi véi quan ly an
toan thuc pham, két hop cac yéu té quan trong sau: Trao doi thdng tin tac nghiép -
Quan Iy hé théng (I1SO 9001) - Cac chuong trinh tién quyét (GMP) - Cac nguyén tic
HACCP.
4. Mb hinh theec hanh néng nghiép tét (GAP)

GAP (Good Agricultural Practice) — Thuc hanh néng nghiép tét, 1a sang kién
cua nhitng nha ban 1é¢ Chau Au (Euro — Retailer Produce Working Group) nham giai
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quyét méi quan hé binh dang va trach nhiém giita ngudi san xuat mat hang ndng
nghiép vai khach hang cua ho. Mot doanh nghiép c6 thé ap dung cac nguyén tic va
tiéu chuan vé GAP toan cau (GlobalGAP), hoic ciing ¢ thé lwa chon mét phién ban
GAP phu hop dé ap dung cho qué trinh san xuat, ché bién thuc pham cia minh.

MJ3i nudéc trén thé gisi c6 thé van dung cac yéu cau chung ciua GlobalGAP dé
cu thé hoa viéc ap dung phi hop véi diéu kién canh tac cua cac quéc gia hay khu
vuc dia phuong. Tai Viét Nam, ngay 28-1-2008 tiéu chuan VietGAP di chinh thuc
duoc ban hanh, dong thoi dwoc nhiéu té chirc, doanh nghiép lra chon &p dung trong
thoi gian qua.

VietGAP (la cym tir viét tat cua: Vietnamese Good Agricultural Practices) -
Thuc hanh san xuat néng nghiép t6t & Viét Nam trén co s& 4 nhoém tiéu chi: 1. Pam
bao an toan thuc pham; 2. Bao vé mdi trudong; 3. Bao dam strc khoe cho ngudi lao
dong va phuc loi xa hoéi; 4. Bado dam chét luong mat hang

VietGAP 1a mot tiéu chuan tu nguyén dé Thuc hanh san xuat néng nghiép tot
& Viét Nam. VietGAP duoc ap dung trong céc linh vuc chin nudi, trong trot va thary
hai san cia san xuat néng nghiép.

VietGAP 1a nhitng nguyén tic, trinh ty, thi tuc hudng din t6 chirc, ca nhan
san xudt, thu hoach, so ché dam bao mat hang an toan, nang cao chat luong mat
hang, dam bao phuc loi x3 hoi, strc khoé ngudi san xuat va NTD, bao vé mdi truong
va truy nguyén ngudn gdc mat hang, nham hudéng din nha san xuit nang cao chat
luong, bao dam an toan thuc pham trén co s kiém soat cac mdi nguy.

Hién nay, tiéu chuin vé an toan thuc pham phd bién 13 VietGap. V& nguyén
tic, néu mat hang nong nghiép duoc san xuit theo quy trinh VietGap thi NTD an
tam st dung.

5. H¢ théng dam bdo cung tham gia (Participatory Guarantee System - PGS )

Tiéu chuan nay duoc soan thao dya trén tiéu chuan nganh vé san xuat va ché
bién mat hang hitu co (10TCN 602-2006) do Bo Nong nghiép va Phat trién néng
thon ban hanh ngay 30 thang 12 nam 2006.

Tiéu chuan hitu co PGS Viét Nam &p dung cho cic nha san xuat 1a bo tiéu
chuan do Ban diéu phbi PGS soan thao tham chiéu theo céc Tiéu chuan co ban cua
IFOAM (Lién doan qudc té cac phong trao néng nghiép hiru co) va Tiéu chuén
Qudc Gia vé san xuat va ché bién mat hang hitu co do Bo Nong nghiép va Phat trién
ndng thon xay dung. Bo tiéu chuan PGS nay ap dung cho nguoi san xuit bao gom
ca trong trot va chin nudi. Tiéu chuin vé van hanh, ché bién va ban I¢ cac mit hang
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hitu co s& duoc &p dung riéng. Nhitng tiéu chuan nay tao diéu kién cho PGS Viét
Nam cung cap dich vy chirng nhan cho cac mat hang trong trot va chan nuéi hitu co
tir san xuat dén ban hang cho téi NTD.

Tiéu chuan hiru co PGS Viét Nam &p dung cho ngudi san xuat duoc trinh bay
sau day véi muc dich 1am rd thém méi quan hé gitra cac nguyén tic chung cia nong
nghiép hiru co véi céc tiéu chuan cu thé:

1. Nguyén tic chung 1a nhitng muc tiéu mong doi caa san xuit hitu co. Nhitng
nguyén tic nay duoc viét ra dudi dang cau khing dinh, sir dung dong tir chi trang
thai “la”.

2. Phuong phap khuyén céo 1a nhitng goi ¥ cho néng dan ap dung trén dong
ruong hiru co. PGS Viét Nam khuyén khich néng dan sir dung cac phuong phap nay
cang nhiéu cang tét chua khéng bat bugc ho phai ap dung.

3. Tiéu chuan Ia nhitng yéu cau co ban ma ndng dan phai tuan theo dé dugc
PGS Viét Nam chang nhan. Can luu y rang truéc khi ndng ho/dong rudong nao do
dugc chung nhan 14 hitu co thi nong ho/dong ruong doé phai ap dung va dap Gng tat
ca Céc tiéu chuan.

Muc dich chinh ciia ndng nghiép hiru co bao gém: san xuat thuc pham cé gia
tri dinh dudng cao; ting cudng chu ky sinh hoc trong hé théng trang trai; duy tri va
tang do mau md cua dat; lam viéc trong hé théng khép kin nhiéu nhat c6 thé; tranh
gay 6 nhiém tir canh tac néng nghiép; giam thiéu stir dung ngudn nguyén lidu khdng
c6 kha ning phuc hoi; duy tri va bao vé méi truong.

Niam 2011, Ban dy thao vé hé thong dam bao c6 su tham gia ( PGS) gianh cho
cac d6i trong ban 1é duoc phat trién dudi sy hop tac caa ADDA va Hoi néng dan
Viét Nam. Cac tiéu chuan nay duoc thiét ké dé tién hanh cong tac ching nhan PGS
cho cac mat hang ban 1é ¢am bao tinh liém chinh xuyén sudt chudi gia tri mat hang
hitu co tir nguoi san xuat cho dén NTD. O dau c¢6 cac mat hang chiing nhan hiru co
duoc phan phdi tir nha san xuat hoac tir nha phan phdi theo khéi lwgng I6n hoic nho
I& thi & d6 tiém an kha ning bi nhidm ban, bi Ian tap voi cac mat hang khéng co
ching nhan hozc ghi nhan sai. Tiéu chuan nay dua ra cac yéu cau vé kho tang, dong
g6i, nhan hiéu, trung bay, bién lai chtrng tir va ghi chép sé sach cho déi twong bén
I¢ dwgc PGS cap chung nhan ban cac mit hang da duoc ching nhan hitu co PGS.

Tai liéu dy thao nay trinh bay nhiing tiéu chuan cia PGS gianh cho ngudi ban
&, tha tuc ddng ki voi PGS, cac phuong phap thanh tra va cip chirng nhan PGS cho
nguoi ban lé.
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Phu luc 14: Nguyén tic quéan 1y an toan thwe phdm va chinh sich cia Nha
nuwéc vé an toan thuc phﬁm

Theo Ludt An toan thyc pham, NXB Tuw Phdp, 2010)
Piéu 3. Nguyén tic quan Iy an toan thwc pham
1. Bao dam an toan thyc pham la trach nhiém ctua moi to chirc, c& nhan san xuat,
kinh doanh thuc pham.
2. San xuit, kinh doanh thuc pham 1 hoat déng c6 diéu kién; té chirc, c& nhan san
xuit, kinh doanh thuc pham phai chiu trach nhiém vé an toan d6i véi thuc pham do
minh san xuat, kinh doanh.
3. Quan ly an toan thyc pham phai trén co so quy chuan Ky thuat twong @ng, quy
dinh do co quan quan ly nha nuéc c6 tham quyén ban hanh va tiéu chuan do to
chtic, c& nhan san xuat cong bd ap dung.
4. Quan ly an toan thuc pham phai dugc thyc hién trong sudt qua trinh san xuat,
kinh doanh thuc pham trén co sé phan tich nguy co di vai an toan thyc pham.
5. Quan ly an toan thyc pham phai bao dam phan cong, phan cap rd rang va phoi
hop lién nganh.
6. Quan ly an toan thyc pham phai dap ang yéu cau phat trién kinh té - x& hoi.
Piéu 4. Chinh sach ciia Nha nwéc vé an toan thuc pham
1. Xay dung chién luoc, quy hoach tong thé vé bao dam an toan thuc pham, quy
hoach viing san xuat TPAT theo chudi cung cap thuc pham duogc xac dinh 1a nhiém
vu trong tam wu tién.
2. St dung ngudn lyc nha nudc va cac ngudn luc khac dau tu nghién ciu khoa hoc
va tng dung cong nghé phuc vu viéc phan tich nguy co ddi vai an toan thyc pham;
xay dung mai, nang cap mot s6 phong thi nghiém dat tiéu chuan khu vuc, quéc té;
nang cao nang lyc cac phong thi nghiém phan tich hién ¢6; hd tro dau tu xay dung
c4c vling san xuit nguyén liéu TPAT, cho dau méi nong san thuc pham, co so giét
mé gia suc, gia cam quy md coéng nghiép.
3. Khuyén khich céc co sé san xuat, kinh doanh thuc pham déi méi céng nghé, mo
rong quy md san xuit; san xuat thuc pham chit luong cao, bao dam an toan; b
sung vi chat dinh dudng thiét yéu trong thuc pham; xay dung thwong hiéu va phat
trién hé thong cung cap TPAT.
4. Thiét 1ap khudn kho phép ly va té chuc thuc hién 16 trinh bat buoc ap dung hé
thdng Thuc hanh san xuét tét (GMP), Thuc hanh ndng nghiép tét (GAP), Thuc hanh
vé sinh tot (GHP), Phan tich nguy co va kiém soat diém tgi han (HACCP) va céc hé
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théng quan ly an toan thuc pham tién tién khac trong qua trinh san xuét, kinh doanh
thuc pham.

5. Mé rong hop tac quéc té, ddy manh ky két diéu wdc, thoa thuan québc té vé cong
nhan, thira nhan 13n nhau trong linh virc thuc pham.

6. Khen thudng kip thoi t6 chiic, ca nhan san xuat, kinh doanh TPAT.

7. Khuyén khich, tao diéu kién cho hoi, hiép hoi, to chtc, ca nhan trong nudc, to
chuc, ¢4 nhan nuéc ngoai dau tw, tham gia vao cac hoat dong xay dung tiéu chuan,
quy chuan k¥ thuat, kiém nghiém an toan thuc pham.

8. Tang dau tu, da dang cac hinh thtc, phuong thire tuyén truyén, giéo duc nang cao
nhan thirc nguoi dan vé tiéu dang TPAT, y thic trach nhiém va dao duc kinh doanh
cua to chirc, ca nhan san xuat, kinh doanh thyc pham d6i véi cong dong.
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Phu luc 15. Piéu kién chung dé dam bao an toan ddi véi thue phflm
Phu luc 15a.

Theo Piéu 10, 11 va 12, chieong III, Ludt An toan thuc pham, NXB Tuw Phdp,
2010):

1. Pap tng quy chuan ky thuat twong ¢ng, tuan thi quy dinh vé gigi han vi
sinh vét gay bénh, du lugng thudc bao vé thuc vat, du lugng thudce tha y, kim loai
nang, tac nhan gay & nhim va céc chat khac trong thuc pham co thé gay hai dén
strc khoe, tinh mang con nguoi.

2. Tuy ting loai thuc pham, ngoai cac quy dinh tai khoan 1 Piéu nay, thuc
pham con phai dap tng mot s6 quy dinh sau:

a. Quy dinh vé sir dung phu gia thuc pham, chét hd tro ché bién trong san xuét,
kinh doanh thyuc pham.

b. Quy dinh vé bao goi va ghi nhan thuc pham.

c. Quy dinh vé bao quan thyc pham.

Ngoai cac quy dinh chung trén, thyc pham twoi séng can dam bao truy xuat
dugc ngudn gbc, cd chizng nhan vé sinh thl y cia co quan tha y c¢6 tham quyén (d6i
vé6i thue pham twoi séng ¢d ngudn géc tir dong vat). Con véi thuc pham da qua ché
bién bao goi san, nguyén liéu ban dau tao nén thuc pham phai bao dam an toan va
giit nguyén cac thugc tinh vén c6 caa nd, cac nguyén lidu tao thanh thuc pham
khong duoc twong tac véi nhau dé tao ra cac mat hang gay hai dén sic khoe va tinh
mang con ngudi; thuc pham di qua ché bién bao goi san phai dang ky ban cong b
hop quy Véi co quan nha nuéc ¢ tham quyén trude khi luu thong trén thi truong.
Phu luc 15b.

Theo Céng théng tin dién tir Bé Tur Phdp, http://www.moj.gov.vn/
CONG HOA XA HOI CHU NGHIA VIET NAM

BO NONG NGHIEP VA PHAT TRIEN Doc 1ap - Tw do - Hanh phuc
~ NONG THON Ha Ngi, ngay 20 thang 07 nam
S0: 33/2012/TT-BNNPTNT A 2012
THONG TU

Quy dinh diéu kién vé sinh, dam bao an toan thwe pham ddi véi co sé kinh doanh thit
va phu pham an dugc ciia dng vat ¢ dang twoi song dung lam thwe pham

Can cit Nghi dinh sé 01/2008/Nb-CP ngay 03 thang 01 nam 2008 ciia Chinh phu quy
dinh chirc nang, nhi¢m vy, quyén han VA co cdu t6 chire ciia B6 Nong nghiép va Phat trién
ndng thon; Nghi dinh sé 75/2009/NP-CP ngay 10/9/2009 ciia Chinh phii sira doi Piéu 3
Nghi dinh 36 01/2008/ND-CP;

Can cit Ludt An t0an thiee pham sé 55/2010/QH12 dwoc Quéc hi knoa X1 ky hop thir 7
thdng qua ngay 17 thang 6 nam 2010;

Can cit Phap lénh Tha y so 18/2004/PL-UBTVQH duwoc Uy Ban thuong vu Quéc héi théng
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qua ngay 29 thang 4 nam 2004;
Can cit Nghi dinh sé 38/2012/ND-CP ngay 25/4/2012 ciia Chinh phii quy dinh chi tiét thi
hanh mét sé diéu ciia Ludt An toan thie pham;
Can cir Nghi dinh s6 33/2005/NP-CP ngay 15 thang 3 ndm 2005 ciia Chinh phi quy dinh
chi ziét thi hanh mét sé diéu cia Phép lénh Tha y; Nghi dinh so 119/2008/ND-CP ngay
28/11/2008 ciia Chinh phii sita déi, bé sung mét sé diéu ciia Nghi dinh sé 33/2005/ND-CP;
Xét dé nghi ciia Cuc trudng Cuc Tha Y.
B truéng Bé Nong nghiép va Phét trién ndng thon ban hanh Thdng s Quy dinh diéu kién
vé sinh, bdo dam an toan thuc phdm doi véi co so kinh doanh thit va phu pham an dwoc
ciia dong vt ¢ dang tioi song.
Chuong |

QUY DPINH CHUNG
Diéu 1. Pham vi diéu chinh
Thong tu niy quy dinh diéu kién vé sinh, dam bao an toan thyc pham pham déi véi co sé
kinh doanh thit va phu phém an duogc cua dong vat ¢ dang tuoi séng dung lam thuc phém.
Diéu 2. P6i twong &p dung
Thong tu nay ap dung d6i véi cac co so kinh doanh thit va phu pham an dugc cua dong vat
0 dang tuoi song c6 dang ky kinh doanh va cac t6 chtrc, c4 nhan c6 lién quan.
Piéu 3. Giai thich tir ngir
Trong Thong tu nay, cac tir ngit dudi day duoc hiéu nhu sau:
1. Bong vat: 1a cac loai dong vat trén can bao gém cac loai thi, cAm duoc st dung lam
thyc pham.
2. Thit dong vat ¢ dang tuoi séng: La thit cia dong vat khoé¢ manh sau khi giét md & dang
nguyén con hodc di pha loc dugc bao quan ¢ nhiét do thuong hodc nhiét do tir 00C dén
50C trong khoang thoi gian nhét dinh va van giit nguyén dic tinh ty nhién von ¢ ctia né
(sau day goi 1a thit).
3. Phu phém an duogc ¢ dang tuoi séng: La toan bd dau, dudi, chan, da, md va phu tang an
duoc cua dong vat dugc bado quan & nhiét do thuong hodc nhi¢t do tir 0oC dén 50C trong
khoang thoi gian nhat dinh va van giit nguyén dic tinh ty nhién vdn c6 ctia no (sau day goi
1a phu pham).
4. Co s6 kinh doanh thit va phu pham: La nhitng khu vuc kinh doanh thit va phu phdm an
duoc cua dong vat & dang tuoi séng tai cho truyén théng, siéu thi hodc cac ctra hang kinh
doanh, ctra hang gi6i thiéu san pham.
5. Cho truyén thong: Bao gdm chg ban 1é va ban budn, 1a noi moi nguoi dén mua, ban
hang ho4 va duoc chinh quyén dia phuong quy hoach.
6. Siéu thi: La hé théng/co sé phan ph01 hang hoa tong hop, kinh doanh theo phuong thirc
ty chon va ty phuc vu. Tai ddy c6 ddy du cac mit hang can thiét cho cudc song gia dinh
dugc bao goi bao quan phu hop voi timg loai mat hang; nhan hang hoa c6 day du thong tin
cua san pham va dugc gan ma vach, mi s6 quan 1y ngudn gbc, chit lwong hang hod va dé
tinh tién bang may ty dong in hoa don.
7. Piéu kién vé sinh noi kinh doanh thit va phu phém: La nhiing diéu kién vé sinh nham
dam bao an toan thuc pham cua thit va phu pham trong qua trinh kinh doanh.
8. Trang thiét bi, dung cu dung trong kinh doanh thit va phu pham: La toan bd cac vét dung
dé bay ban, pha loc va chira dung, bao quan thit va phu pham.
9. Lam sach: La viéc sir dung cac bién phap co hoc nham loai bo céc chit bin bam dinh
vao bé mit cta trang thiét bi, dung cu dung trong kinh doanh thit va phu pham.
10. Khur trung tiéu doc: La vi¢c sir dung céc tac nhan vat 1y, hoa hoc nham tiéu diét cac vi
sinh vat co hai.
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11. Nguoi lam viée: Bao gdbm ngudi pha loc, ban hang, bdc d& thit va phu pham.
Diéu 4. Yéu cu déi véi bao bi va ghi nhan
1. Bao bi tiép xtic truc t1ep v6i thit va phu phdm phai duoc san xuét tir vt lidu an toan,
khong thoi nhiém cac chit doc hai, mui vi la, bao dam chit lwong cua thit va phu pham
trong thoi han str dung.
2. Bao bi phai dat tiéu chuan theo Thong tu s 34 /2011/TT-BYT ngay 30/08/2011 ctia B
Y té ban hanh cac Quy chuin k¥ thuat quéc gia vé an toan vé sinh d6i véi bao bi, dung cu
truc tiép tiép xuc véi thue pham.
3. Thit va phy phdm dugc bao goi phai c6 nhin méc theo quy dinh tai Nghi dinh sb
89/2006/ND-CP ngay 30/8/2006 cua Chinh phu vé nhan hang hoa.
Piéu 5. Y&u ciu ddi véi diu kién va thoi han bao quan thit va phu pham
1. Khéng dugc dung hoa chat dé bao quan thit va phu phim tuoi song.
2. Thit va phu phdm bao quan ¢ nhiét do thuong chi duoc bay ban trong vong tam gid ké
tir khi giét mo.
3. Thit va phu phém ké tir khi giét md duge bao quan ¢ nhiét do 0 — 50C chi dugc bay ban
trong vong 72 gio ké tir khi giét mo. Bdi v6i phu pham 1a da day, rudt non va rudt gia bao
quan & nhiét d6 0 — 50C chi duoc bay ban trong vong 24 gid ké tir khi giét mo.
Picéu 6. Yéu cu doi véi thit va phu phﬁm
Thit va phu pham dugc bay ban phai co dau kiém soat giét md hodc tem kiém tra vé sinh
thii y va c6 gidy ching nhan kiém dich ctia co quan tha y theo quy dinh.

Chuong |1 _

QUY PINH PIEU KIEN VE SINH, PAM BAO AN TOAN THUC PHAM POI VOI
CO SO KINH DOANH THIT VA PHU PHAM TAI CHQ TRUYEN THONG, CUA
HANG KINH DOANH VA CUA HANG GIOI THIEU SAN PHAM

Piéu 7. Y8u cAu doi véi co sé ha ting

1. C6 dia diém c6 dinh.

2. Pia diém phai cach biét v6i cac ngudn gy 6 nhidém, khu ban thyc pham chin hodc khu
ban thuc pham an lién.

3. C6 du nudc va xa phong dé ria tay.

4. Nudc dung trong kinh doanh thit va phu pham phai dat tiéu chuan nudc an udng theo
Quy chuén k¥ thuat Qudc gia vé chat lwong nude an ubng QCVN 01:2009/BYT ngay
17/06/2009 ctia B Y té.

Piéu 8. Yéu cAu ddi véi trang thiét bi, |am sach va khir tring tiéu doc

1. Trang thiét bi dung bay bén, pha loc va chira dung

a) Mdt ban va moéc treo bay ban thit va phu phém duoc lam bfmg vét liéu bén, khong tham
nuéce, khong gi va dé lam vé sinh va khtr trung tiéu doc;

b) Mat ban va modc treo bay ban thit va phu phém cao it nhat 80 cm so v&i mat dat;

¢) Vat dung dung pha loc va chira dung thit va phu pham duoc 1am bang vat liéu bén,
khong gi va dé 1am vé sinh va khtr tring tiéu doc.

2. Thiét bi lanh (néu c0)

a) Co thiét bi duy tri nhiét do tir 0 — 50C dé bao quan thit va phu pham tai quiy ban hang.
b) C6 nhiét ké va bd phan diéu chinh nhiét 46 gin truc tiép hodc diéu khién tir xa cho thiét
bi lanh.

¢) C6 so sach ghi chép nhiét d6 bao quan mdi ngay hai lan.

3. Lam sach va khtr trung tiéu doc

a) Cac trang thiét bi, dung cu dé bay ban, pha loc, chira dung thit va phu phém phai riéng
biét, khong duoc ding chung cho dbi twong hodc cong viée khac;

b) Lam sach va khu trung ti€u ddc trang thiét bi, dung cu bay bén, pha loc va chira dung
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thit va phu pham trudc va sau khi ban hang;
¢) Str dung hoa chit hodc thube khir triung tiéu doc theo hudng dan cua nha san xuét, ding
nf)ng do, liéu luong va thoi gian tiép xuc.
Piéu 9. Y&u ciu ddi véi phwong tién van chuyén
Phuong tién van chuyén thit va phu pham phai dam bao diéu kién vé sinh thii y theo quy
dinh.
Piéu 10. Yéu cau vé vé sinh c4 nhan
1. Chu co s6 va ngudi lam viée phai c6 gidy x4c nhan dua stc khoe do co sd y té cap huyén
tro 1én cdp (it nhat mot 1an trong mot nam).
2. Chu co s& va nguoi 1am viée phai c6 gidy xac nhan di duoc tdp huin kién thic vé an
toan thuc pham.
3. Nhing ngudi méc bénh truyén nhidm, bénh ngoai da theo danh muyc quy dinh tai Quyét
dinh s6 21/2007/QD-BYT ngay 12/03/2007 ciia Bd Y té khong duogc pha loc, ban hang va
bbc dd thit va phu pham.
4. bam bao v¢ sinh ca nhén khi lam viéc:
a) Nhirng nguoi co Vet thuong ho phai bang bé bang vat liéu chong tham;
b) Khéng dugc an ubng, hut thude, khac nh trong khi pha loc, ban hang va bdc d& thit va
phu pham;
c¢) Rura tay béng xa phong trudce khi pha lgc, sau khi di v€ sinh hodc tiép xUc voi nhitng vat
liéu bi 6 nhiém;
d) Nguoi ban hang khong duoc ngdi trén ban/quiy ban thit.
Piéu 11. Yéu cau vé quan |y chit thai
1. C6 dung cu chira dyng va thu gom chat thai ran vao noi quy dinh.
2. C6 duong thoat chat thai 16ng tir quiy ban thit va phu pham dén dudng cong.
Chuong I11
QUY PINH PIEU KIEN VE SINH, PAM BAO AN TOAN THUC PHAM POI VOI
CO SO KINH DOANH THIT VA PHU PHAM TRONG SIEU THI
Piéu 12. Yéu cau doi véi co sé ha ting
1. C6 ngudn cung cap nude va dién on dinh.
2. C6 voi nude, chau rua tay va xa phong.
3. Theo quy dinh tai khoan 2 va 4 Diéu 7 ctia Thong tu niy.
4. Phai ¢am bao c6 du anh sang tuy nhién hodc anh sang dién trang 1a 200 Lux. Bong dén
phai c6 ludi hodc chup bao vé.
Piéu 13. Yéu cau doi véi trang thiét bi, 1am sach va khir tring
1. Theo quy dinh tai khoan 1 Diéu 8 ctia Thong tu nay.
2. C6 thiét bi lanh theo quy dinh tai khoan 2 Piéu 8 ctia Thong tu nay.
3. Co6 quy trinh lam sach va khur trung tiéu doc trang thiét bi, dung cu va khu vyc ban hang.
Piéu 14. Yéu cau d6i véi kho bio quan
1. C6 dia diém cb dinh, thuan tién cho viéc xuit, nhép thit va phu phém.
2. C6 gia ké phu hop, duoc 1am bang vat liéu bén, khong thim nudc va dé 1am vé sinh va
khur trung tiéu doc.
3. Thit va phu pham phai duoc xép dé co khong khi luu thong t6t va phai dam bao khoang
cach ti thiéu v6i mat san 15 cm, cach tuong va tran 50 cm, khoang cach 16i di dam bao
thudn tién cho nguoi va phuong tién khi xép do hang.
4. C6 khu vuc xép riéng thit ting loai dong vat hodc phu tang khi thit va phu tang chua
dugc bao gobi.
5. C6 thiét bi duy tri nhiét d¢ tir 0 - 50C dé bao quan thit va phy pham.
6. C6 nhiét ké va bo phan diéu chinh nhiét d6 gan truc tiép hodc diéu khién tir xa cho mdi
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thiét bi lanh.
7. Cb s6 sach theo ddi nhiét d6 bao quan mdi ngay hai 1an va sb luong hang xudt nhap va
ngudn gdc clia timg san pham.
8. Bé mat trong kho va cac trang thiét bj chira dung thit va phu phém phai dugc vé€ sinh
sach sé.
9. Co s6 phai c6 quy trinh lam sach va khir tring tiéu doc dbi voi kho bao quan.
Piéu 15. Yéu cau ddi véi phwong tién van chuyén
Phuong tién van chuyén thit va phu phdm phai dam bao diéu kién vé sinh thi y theo quy
dinh.
Piéu 16. Yéu cau ddi véi ngudi lam viéc
1. Theo quy dinh tai Diéu 10 ctia Thong tu nay.
2. Nguoi lam vié¢c phai mang bao ho lao dong.
Diéu 17. Yéu ciu vé quan |y chit thai
1. C6 thiét bi thu gom va xir 1y chat thai ran.
2. Trong trudng hop khong c6 thiét bi xir Iy chat thai ran, co s& phai ky hop dong véi to
chtic dugc cap phép hanh nghé thu gom chat thai.
Chuong IV

TO CHUC THUC HIEN
Piéu 18. Trach nhiém cia Sé& Nong nghiép va Phat trién ndng thdn cac tinh, thanh
pho truc thudce trung wong
Chi dao, hudng dan viéc to chtrc trién khai thuc hién Thong tu nay trong pham vi dugc
phan cong trén dia ban tinh.
Piéu 19. Trach nhiém cia Cuc Thay
1. Trién khai hudng dan viéc thuc hién théng tu ndy cho cac don vi thuoc Cuc Tha y va
cac chi cuc Thu y.
2. T chirc thanh tra danh gia vi¢c thuc hién Thong tu nay tai cac dia phuong.
Piéu 20. Trach nhiém ciia Chi cuc Thay
1. Pho bién, hudng dan cac co so kinh doanh thit va phy pham trong dia ban phu trach ap
dung thong tu quy dinh diéu kién vé sinh, dam bao an toan thyc pham d6i véi co so kinh
doanh thit va phu pham.
2. Té churc kiém tra danh gi4 viéc thuc hién Thong tu nay tai dia ban phu trach.
3. Viéc tién hanh kiém tra va xur 1y vi pham phai tuan thu theo quy dinh cta phap luat hién
hanh.
Piéu 21. Trach nhiém ciia co sé kinh doanh thit va phu phim
1. Chiu su thanh tra, kiém tra dinh ky hodc dot xuét ciia co quan quan Iy nha nudc c6 tham
quyén theo quy dinh.
2. Chip hanh viéc cung cép tai liéu, thong tin c¢6 lién quan va viéc 1dy mau phuc vu cong
tac kiém tra, giam sat khi c¢6 yéu cau.
3. Co6 trach nhiém thuc hién cac nghia vu theo quy dinh cia phép luat.
Piéu 22. Hiéu lye thi hanh
1. Thong tu nay c6 hiéu luc tir ngay 03/9/2012.
2. Trong qua trinh thuc hién, néu c6 kho khin, vudng mic, cac don vi bao céo vé B Nong
nghiép va Phat trién nong thon xem xét, stra d6i, bod sung./.
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Phu luc 16. Tong hop cac nghién ctru 1y thuyét vé méi quan hé giira cac yéu té

Béing 1: Téng hep cac nghién citu Iy thuyét vé méi quan hé giira cac yéu tb tam
ly vai quyet dinh mua TPAT

Bién Té4c gia, nam Tén dé tai nghién cieu | Két qua vé méi quan hé véi
doc lap bién phu thude “Quyét dinh
mua TPAT”
Lau Kwan Yi Hanh vi tiéu dung TPHC | NTD chwa c6 quyét dinh mua
(2009) [71] tai Hong Kong TPHC vi chua tin tudng cac
CHBL TPHC
Jay Dickieson va | Nhitng yéu t6 anh huéng | Quyét dinh mua TPAT cua
Victoria Arkus dén viéc mua TPHC: Mot | NTD chiu anh huéng bai
(2009) [67] nghién ciru vé hanh vi mua | niém tin d4i véi nhan hiéu
tai Anh TPHC
Niém | Nguyén Vin Phan tich cac yéu t6 anh | Niém tin ddi véi rau an toan
tin cua | Thuan va Vo huéng dén hanh vi tiéu | 1a mot yéu té quan trong anh
NTD | Thanh Danh ding rau an toan tai thanh | huong dén tiéu dung rau an
dbi voi | (2011) [24] phé Can Tho toan
TPAT | Janssen va Hamn | Nhan hiéu TPHC trén thi | NTD san sang chi tra mot
(2012) [65] truong: So thich va sy sin | khoan tién 16n cho nhitng
Iong chi tra cho cac chang | logo TPHC c6 uy tin
nhan khac nhau vé TPHC
D6 Kim Chungva | Su lva chon ctia nguoi | NTD s& lya chon siéu thi dé
Nguyén Linh mua rau tai chg va siéu thi | mua rau an toan khi ho tin
Chung (2015) [4] | trén dia ban thanh phd Ha | tuéng SP rau cua siéu thi co
Noi ngudn goc Xuat xir rd rang
Botonaki va cong | Thuc pham hitu co va thuc | Khi thai d6 cia NTD dbi véi
su (2006) [50] pham thong thuong: Bai | TPHC la tich cuc, NTD sé& c6
tong hop céc nghién cau | thién hudng hon dbi véi viéc
Thii do vé nhan thuac va soé thich | mua sém TPHC
. cua NTD
I\(I:'lll'?) Lau Kwan Yi Hanh vi tiéu dung thyc | CO moi quan h¢ tl’_ch cuc gitra
461 V6i (2009) [71] pham tai Hong Kong thai d¢ va tan so tiéu thu
TPAT . _ TPHC, .
Rongduo Liu, Thai dd va hanh vi cua | NTD cd thai do tich cuc doi
Zuzanna Pieniak, | nguoi tiéu dung ddi vai | voi TPAT, ho sin sang tra
Wim Verbeke thuc pham an toan tai | nhiéu tién hon cho cac mit
(2013) [86] Trung Qudc hang TPAT
Pawel Grzelak So sanh vé muc d6 hiéu | Nguoi tidu dung cang co
(2011) [82] biét d6i voi thuc pham hitu | nhiéu kinh nghiém, nhan thic
Mtc co gitra nguoi tiéu dung | tét vé TPHC thi tin suat mua
dd hiéu My va Ha Lan TPHC cua ho cang cao
biét vé | Lau Kwan Yi Hanh vi tiéu dung thuc | C6 moi quan hé gitra su hiéu
TPAT | (2009) [71] pham tai Hong Kong biét vé TPHC thi tan suat

mua TPHC
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Béing 2: Téng hep cac nghién ciru ly thuyét vé méi quan hé giira cac yéu td nhan
khau hoc veéi quyéet dinh mua TPAT

Bién Té4c gid, nam Tén deé tai nghién cieu | Két qua vé moi quan hé véi
doc lap bién phu thude “Quyét dinh
mua TPAT”
Leava Worsley | Niém tin, nhan khiu hoc, | Phu nit c¢6 thai do tich cuc
(2005) [72] gia tri cia NTD Uc vé | hon déi véi TPHC va co
TPHC khuynh hudng mua loai thyc
Tsakiridou (2008) | Thai d6 va hanh vi ddi vai | pham nay nhiéu hon
[94] TPHC: mot nghién ctu
kham pha
Lockie va cong su | Chon TPHC: phéan tich | Phu nir Ia nhirg nguoi noi
(2004) [73] nhitng yéu té co ban trong | trg, ¢d trach nhiém cao hon
viéc lya chon TPHC gitta | trong gia dinh, ho nhan thic
Gi6i cac nhom NTD Uc vé TPHC tét hon

tinh | Urena, Bernabeu | Phu nit, nam giéi va | So voinam gii, phu nit c6 sy
&Olmeda (2004) | TPHC: su khac nhau gitra | wa thich hon doi véi viéc mua

[95] thai do va san 1ong chi tra, | sim va tiéu dung TPHC
mot nghién cau tai Tay Ba | nhung ho it tu nguyén chi tra
Nha cho nhirng thir cuc ky cao

cap, ho tim kiém TPHC tir
nhitng noi c6 chi phi thap

Lau Kwan Yi Hanh vi tiéu dung thuc | Yéu td gisi tinh c6 mdi quan
(2009) [71] pham tai Hong Kong h¢ vai viéc tiéu thy TPHC, nir
tiéu thu TPHC nhiéu hon nam
Piyasiri va Thi truong tiém ning va su
Ariyawardan san long chi tra cho viéc . . 2 L .
(2002) [84] lya chon rau httu co tai Trl}lh d(‘); hoc V:an co ani:l
Kandy h_L‘AlfOfng den sy san sang tra
— : Iy ——— tién cho thuc pham hiru co
Tsakiridou va Thai d6 va hanh vi cua ciia nguoi tiéu dung
cong su (2008) NTD doi véi TPHC
[94]
Thompson va Giai thich viéc lya chon | C6 mdi lién hé nguoc chiéu
Trinh | Kidwell (1998) mat hang hiru co: nhirng | gitta trinh d6 giao duc va sy
do hoc | [92] han ché vé gia va wu dai | ty nguyén chi tra cho TPHC,
Vvan tiéu dung nhitng NTD t6t nghiép PH

hoac giao duc chuyén nghiép
sé it mua TPHC vi ho it tin
tuong vao cac CHBL, qua
trinh cip gidy ching nhan va
gia tri mat hang htru co

Lea va Worsley Niém tin, nhan khau hoc, | Trinh d6 gi4o duc tao ra su

(2005) [72] gia tri cia NTD Uc vé& | khéc biét nho vé xu huong
TPHC mua thuc pham hiru co.
Piyasiri va Thi truong tiém nang va su | Thu nhap la mot trong nhirng
Thu f 7 N . , . . K , . N
nhap Ariyawardan san long chi tra cho viéc | chi so dugc xac dinh la anh

(2002) [84] lya chon rau hiru co tai | huong dén viéc sin sang chi
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Kandy
Lau Kwan Yi Hanh vi tiéu dung thuc
(2009) [71] pham tai Hong Kong

XiaWei va Zeng
(2007) [97]

Thai do va nhan thic cua
NTD doi vai TP xanh tai
Bac Kinh

tra cho tiéu dung TPHC. Khi
thu nhap cao, nguoi tiéu dung
¢6 xu huéng ting sé luong
mua thuc pham hiru co

Garcia va
Magistris (2007)
[57]

Hanh vi mua TPHC: mot
nghién ctu dau tién vé
NTD d6 thi tai mién Nam
nuéc Y

NTD pé thu nhap cao s¢ ¢6
lgi thé hon trong viéc mua
TPHC

Lockie va cong su
(2004) [73]

Chon TPHC: phéan tich
nhitng yéu té co ban trong
viéc lya chon TPHC gitra
cac nhom NTD Uc

Nhom nguoi ¢6 thu nhap thap
it quan tam deén viéc tiéu thu
mat hang htru co

Fotopoulos va
Krystallis (2005)
[56]

Pong co mua va dit liéu vé
NTD mua TPHC tai Hy
lap: mot khao sat toan
qudc, 2005

Thu nhap cao hon khong phai
la van d¢ quyét dinh trong
viéc mua TPHC

Gia
dinh co6
tré em

Hill va
Lynchehaun
(2002) [61]

Stra hiru co: thai do va
Kiéu tiéu dung

Tré em ¢ mot anh huong
quan trong Ién nhitng quyét
dinh mua cac mat hang hau
CO

Lau Kwan Yi
(2009) [71]

Hanh vi tiéu dung thyc
pham tai Hong Kong

Gia dinh c6 tré em s€ quan
tam nhicu t6i an toan sac
khoe khi tiéu dung thuc pham

McEachern va
Willock (2004)
[71]

Nha san xuat va NTD mat
hang thit hitu co: Su ch
trong dén thai do va dong
CcO

Nhitng ngudi mua thuc pham
hitu co s€ la nhixng cap doi
két hdn ¢ d6 tudi 35-55 va ch
con nho

Magnusson va
cong su (2003)
[75]

Luya chon TPHC la két
qua cta su nhan thirc vé an
toan suc khoe va sy than
thién véi moi trueong

Chi ¢ mét su khac biét cuc
nho trong xu hudng mua thyuc
pham hitu co giita gia dinh c6
tré em va nhirng gia dinh
khong c6 tré em
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Bang 3: Tong hep cac nghién ciu ly thuyét vé méi quan hé giira cac yéu té
marketing cia CHBL TPAT véi quyét dinh lwa chon CHBL TPAT

Bién doc | T4c gia, nim | Tén dé tai nghién cieu | Két qua vé moi quan hé véi
lap bién phu thuge “Quyét dinh
lwa chon CHBL TPAT”
N. Chamhuri | Cac yéu t6 anh hudong dén
va P.J. Batt | cira hang ban I¢ TPTS tai
Mt hang gﬁlo)N[M]: m}‘f'ayf,'ah %o Mathang TPTS, gid TPTS,
TPAT, gia U Nguyen frhan tich cac yeu 1o 1ac - 4 ¢idm Ia nhing yéu té anh
TPAT, dia | MONg Ngoc | dong toi quyet dinh chon | = oo 4én quyét dinh lya
,d1 X g quyet dinh Iy
didm va Pham Tan | kénh S|eu‘th1, khi mua thuq chon kénh siéu thi.
Nhat (2013) | pham tuoi song cia nguoi : :
[18] tiéu ding thanh phé Hb
Chi Minh
Chu Nguyén | Phan tich cac yéu té tac | CO sy anh huong cua bao bi
Mong Ngoc | dong téi quyét dinh chon | TPTS dén viéc lgya chon
Bao bi mat | va Pham Tén | kénh siéu thi khi mua thuc | TPTS tai siéu thi
hang TPAT | Nhat (2013) | phdm twoi sdng cua ngudi
[18] tiéu ding thanh phé Hb
Chi Minh
Lé Dzu Nhat | Cac yéu t6 anh huong dén | C6 méi quan hé giira xuc tién
ik (2015) [20] hanh vi tiéu dung thuc | marketing cua ctra hang vai
XUc tién 2 X \ . X PR \
thurong mai pham an togn CuaAkhach hanh vi tiéu dung TPAT cua
: hang tai thanh pho Quy | NTD
Nhon
Con nguoi | Nguyén Thi | Chat luong dich vu, su | Kha ning phuc vu caa nhan
(nhéan vién | Mai  Trang | thoa mén, va long trung | vién thi anh huong tich cuc
ban hang) (2006) [28] thanh cua khach hang siéu | dén hanh vi mua mat hang tai

thi tai TP HCM

siéu thi
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Phu luc 17. Hoat déng marketing ciia DNTM ban 1é dwa trén hiéu biét hanh vi

mua ciaa NTD

Bang 1. Hoat déng marketing cia DNTM ban 1é dwa trén viéc hiéu biét hanh vi

mua caa NTD

Hoat dong
MKT

Nhitng van dé can tim hiéu vé hanh vi mua cua nguai tiéu dung
(NTD)

Thi truong muc
tiéu

- Khéach hang hién c6 caa mit hang 12 ai? Sb lugng? Pac diém (lta tudi,
gidi tinh, nghé nghiép, thu nhép...)
- Khéch hang tiém ning 13 ai? S6 luong? bac diém?

binh vi thi
truong

- Van dé NTD dang quan tdm, c6 mong mudn duoc dap wng nhat hién
nay khi tiéu dung TPAT la gi?

- Nhitng van d& nay ciia NTD d4 duoc ddi thu canh tranh dap ung chua?
- DN phai lam gi @& NTD tin tudng, wa thich lva chon dé mua TPAT ¢
ctra hang cua DN hon ctra hang cua cadc DN khéc, trung thanh vai cua
hang cua DN?

Mat hang TPAT
va dich vu di
kém

- Nhirng loai nhan hiéu mat hang nao, cac chang nhan vé mat hang nao
ma NTD biét, quan tAm, tin tueéng?

- NTD mong muén duoc dap tng nhu cau gi tir mit hang va dich vu
(sinh ly, an toan, thé hién ban than, ton trong...)?

- NTD danh gia mat hang TPAT theo céc tiéu chi gi?

Bao bi

- NTD c0 bi thu hat bai hinh thac bao bi TPAT khéng?

- NTD c6 quan tim dén c4c théng tin trén bao bi, c6 thoa man véi cac
théng tin nay khéng?

- NTD c¢6 quan tim dén chat lidu bao bi lién quan dén tinh an toan, bao
vé mat hang TPAT ... hay khong?

Gidca

- Gia ca quan trong nhu thé nao d6i véi NTD?

- Trong diéu kién nao NTD c6 thé mua TPAT ma khong quan tim dén
gidca?

- NTD ¢4 thé sin sang chi tra cho viéc mua TPAT & muc gia nao ?

Dia diém

- NTD ¢4 théi quen va mong mudn mua thyc pham twoi song ¢ dau,
thoi gian nao?

- Bau khong khi trong ctra hang ¢6 anh huéng dén quyét dinh lya chon
cta hang hang cua NTD?

Xdc tién thuong
mai

- DN can dua ra ndi dung thong tin, hinh thirc, phuong tién truyén tin
nhu thé ndo dé lam NTD thay d6i nhan thirc, kich thich nhu cau tiéu
dung TPAT?

- Khi NTD co nhu cau vé TPAT, NTD mudn tim hiéu théng tin gi, theo
nguon nao vé TPAT, tim quan trong cua tirng nguon?

- DN can tao diéu kién nao dé giup NTD tiép can duogc théng tin sém,
NTD tin cay théng tin cia DN hon déi thu canh tranh?

- Nhitng cdng cu xUc tién thuong mai nao thu hat sy cha ¥, thuc day
hanh vi mua sim TPAT cua NTD?

- NTD ¢6 nhiing phan tng nhu thé nao sau khi mua mat hang?

Con nguoi

- Chét lugng phuc vu ctia nhan vién anh huéng nhu thé nao dén quyét
dinh lya chon ctra hang va mua sam caa NTD?
- NTD mong muon gi ¢ nhan vién khi dén mua sam tai cira hang?
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Phu luc 18. Muc tiéu, cach thirc thwe hién nghién ciru dinh lwgng chinh thire

Muc tiéu nghién ciru dinh lwong chinh thaec:

- Panh gia do tin cdy cua yéu td ciu thanh do ludng céc bién sb bang hé sé tin
cay Cronbach Alpha.

- Kiém dinh gi4 tri cta yéu t6 ciu thanh do luong cac bién s6 bang phwong
phap phan tich yéu t6 EFA.

- Kiém tra sy twong quan gitra C4c yéu to

- Phan tich hdi quy da bién, hdi quy Binary Logistic dé kiém dinh cac gia
thuyét nghién ciru va danh gia mtc d6 anh hudong cua cac bién doc 1ap toi bién phu
thuoc.

- Kiém dinh gia tri trung binh cua tong thé va thuc hién so sanh nhém bang
Anova va T- test.

Cach thac thec hién nghién ciéru dinh lwong chinh thec:

Phiéu hoi chinh thic dugc giri dén NTD trén dia ban Ha Noi qua hinh thic giri
tryc tiép. Sau khi thu thap duoc du sb phiéu theo yéu ciu, tac gia da tién hanh 1am
sach dir liéu, ma hda nhitng thdng tin can thiét trong bang cau hoi, nhap liéu va
phan tich dir liéu bang phan mém SPSS phién ban 20.

Dir liéu sau khi nhap dugc phan tich theo cac budc sau:

Thiz nhdt: Thong ké md ta di liéu

Thet hai: Panh gia do tin cay cua yéu té cu thanh do luong cac bién sb. Theo
cac nha nghién ctu Nunally (1978), Peterson (1994) va Slater (1995) (dan lgi cua
Hoang Trong va Chu Nguyén Méng Ngoc (Phan tich da ligu nghién cizu véi SPSS,
2008) [26]), hé s alpha cua Cronbach tir 0,8 tré Ién thi yéu té cau thanh do luong
cac bién sb luong la tot, tir 0,7 — 0,8 thi yéu t6 ciu thanh do luong cac bién sb s
dung dugc, tir 0,6 tré 18n thi yéu té ciu thanh do ludng cac bién sé c6 thé st dung
dugc trong mot sé trudong hop khi ddi twong nghién cau con méi hay cé tinh chat
phtic tap. Cac bién quan sat ¢ hé sb alpha cia Cronbach néu loai bién nhé hon hé
s6 alpha cuia Cronbach chung va ¢ hé sé twong quan bién tong > 0,3 thi cac bién
quan sat trong yéu té cau thanh do ludng cac bién sé d6 chap nhap duoc, néu cac
bién quan sat c6 hé sb alpha cua Cronbach néu loai bién 16m hon hé sé alpha cua
Cronbach chung va c6 hé sb twong quan bién téng < 0,3 thi cac bién quan sét trong
yéu t6 cau thanh do luong cac bién sé d6 khong duoc chap nhan, phai loai bo.

Thit ba: Kiém dinh gia tri cta yéu t6 cdu thanh do luong céc bién sé bang
phuong phap phan tich nhan t6 kham pha- EFA.
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Cac bién dam bao do tin cay theo yéu cau duoc dua vao phan tich nhan té.
Phan tich nhan t6 duoc sir dung dé kiém dinh su hoi tu cta cac bién thanh phan vé
khai niém cua nd bang do gia tri hoi tu (convergence validity), dong thoi do luong
d6 gié tri phan biét giup dam bao su khac biét, khong c6 méi quan hé trong quan
gitta cac yéu td st dung dé do luong cac yéu t6 bang do gia tri phan biét
(discriminant validity). Theo Hair va cong su (Phan tich di lidu da bién, 1998) [56]
véi mau 16n hon 350 hé s6 tai (factor loading) > 0,3 1a dat gié tri hoi tu va hé sb tai
cua yéu té nay Ion hon hé sb tai cua yéu td khac cho thiy tinh dam bao d6 gia tri
phan biét. Trong nghién ctu nay nhiing bién ndo cd hé sé tai yéu té dudi 0,5 sé& bi
loai dé dam bao tinh hoan chinh cua yéu t6 cdu thanh do luong cac bién sb.

Phuong phép rat trich yéu té dugc sir dung 1a phuong phap rit trich cac thanh
phan chinh (Principal components) va phuong phap xoay cac yéu té 1a phuong phap
Varimax with Kaiser Normalization. Diém ding trich khi cac yéu té co “Initial
Eigenvalues”>1. (Mayers va cac cong su, 2000)

Thit fur: Kiém dinh lai @6 tin cay cua yéu té ciu thanh do ludng cac bién sé

Sau khi c6 két qua phan tich nhan té, tac gia da tién hanh kiém dinh mét lan
nita do tin cdy cua cac yéu t6 cau thanh do ludng cac bién sd.

Thar nam: Phan tich tuong quan

Sau khi kiém tra gia trj ctia yéu t6 cau thanh do ludng cac bién sb bang phan
tich nhan t5 EFA va kiém dinh d9 tin ciy cta yéu t6 ciu thanh do ludng cac bién sd
bang Cronbach Alpha, cac yéu té dugc trich trong phan tich yéu t6 dugc str dung
trong phan tich hdi quy dé kiém dinh mé hinh nghién ctru va cac gia thuyét kém
theo, trudc khi tién hanh phan tich hdi quy, can tién hanh phan tich twong quan giira
céc bién doc lap véi nhau; gitra cac bién doc lap va bién phu thudc.

Dé kiém dinh mbi quan h¢ gitra cac bién doc lap va quyét dinh mua TPAT,
va mbi quan hé giira cac bién doc 1ap voi nhau, phuong phap twong quan Pearson
correlation coefficient dugc sir dung. Hé sd tuong quan dugc ky hiéu 1a r va cé gia
tri trong khoang -1 <r<+1.

Gia tri r > 0 thé hién mbi tuong quan dong bién giita cac bién phan tich va
nguoc lai gid trir <0 thé hién mdi quan h¢ nghich bién. Gid trir=0 chira rﬁng cac
bién phan tich khong c6 mdi lién hé véi nhau.

|r| — 1: quan hé gitra bién doc 1ap va bién phy thudc cang chit ché

| r | — 0: quan hé gitra bién doc 1ap va bién phy thudc cang yéu

Thir sdu: Phan tich hoi quy da bién
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Mo hinh hdi quy da bién MLR ( Multiple Linear Regression) biéu dién mdi
quan hé giita hai hay nhiéu bién doc lap voi mot bién phu thudc dinh luwong
(Nguyén Pinh Tho (2011).

Sau khi két luan vé mdi lién hé tuyén tinh giita hai bién thi c6 thé mé hinh
hoa mdi quan hé nhan qua cta hai bién nay bang hodi quy da bién. M6 hinh héi quy
da bién duogc chay va kiém dinh véi mirc ¥ nghia 5%. Nghién ciru thyce hién hoi quy
da bién theo phuong phap Enter: tat ca cac bién duoc dua vao mot 1an va xem xét
céc két qua thong ké lién quan.

Phuong trinh hdi quy da bién cho nghién ciru dé xuit nhu sau:
Y = Bo+ Xizq BiXi + X2, 6jDj + £
Trong do:

Y: Quyét dinh mua TPAT (c6 gid tri tir 1 dén 5)
Xi. Bién doc lap tht i dugc gia thuyét c6 anh huéng dén bién sb phu thuoc Y
X1 Niém tin cia NTD dbi voi TPAT (c6 gia tri tir 1 dén 5)
X: Thai 46 cia NTD ddi v6i TPAT (c6 gia tri tir 1 dén 5)
X3: Mitc do hiéu biét cia NTD ddi v6i TPAT (c6 gia tri tir 1 dén 5)
D;: Bién so gia thu j duoc gia thuyét c6 anh huong dén bién s6 Y
Di: Quyét dinh Iwa chon CHBL TPAT (1: quyét dinh c6 lwa chon; 0: quyét
dinh khong lya chon)
D,: Gi6i tinh (1: nit; 0: nam)
Ds: Gia dinh c6 tré em (tir 15 tudi tro xudng) (1: gia dinh c6 tré em; 0: gia dinh
khong c6 tré em)
D,: Trinh dd hoc van (1: Tur dai hoc/ sau dai hoc; 0: Trinh d dudi dai hoc/ sau
dai hoc)
Ds: Nghé nghiép (1: 1am cong viéc hanh chinh, vin phong; 0: khong 1am cong
viéc hanh chinh, van phong)
Dg: Thu nhap ho gia dinh (1: tir 15 triéu dong/ thang; 0: duéi 15 triéu dong/
thang)
B o hing s6
B i: hé sb hdi quy cua bién sb doc 1ap thir i
oj: hé s6 hoi quy ciia bién sb doc 1ap thir j
£ sai s6 ngau nhién

Két qua hoi quy dwoc ding dé phan tich:

- Panh gia d6 phu hop ctia md hinh hdi quy da bién thong qua chi sb R?
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- Banh gia y nghia ciia mo6 hinh thong qua F test

- Kiém tra gia dinh vé hién tugng da cong tuyén (twong quan giita cac bién
doc 1ap) théng qua gia tri dd chp nhan (tolerance) hodc hé s6 phong dai phuong sai
VIF (Variance Inflation Factor). Hé s6 VIF > 10 hoic Tolerance < 0,1 thi ¢ thé
nhan xét c6 hién tuong da cong tuyén (Nguyén Thi Mai Trang va Nguyén Dinh Tho
(Nghién ciru khoa hoc Marketing, 2007) [25]).

- Xé4c dinh mtrc d6 anh hudng cia cac yéu tb tac dong dén quyét dinh mua
TPAT thong qua hé s6 B. Yéu t6 c6 hé sé P cang 16n thi c¢6 thé két luan 1a anh
hudng cang 16n téi quyét dinh mua TPAT.

Thet 7: Phan tich hoi quy Binary logistic

Sau khi két luan vé méi lién hé tuyén tinh gitra cac bién, tac gia thuc hién mo
hinh héa mdi quan hé nay bang hdi quy binary logistic. Hoi quy Binary logistic sir
dung bién phu thudc dang nhi phan (bién c6 hai biéu hién dwgc ma hoa thanh hai
gia tri 12 0 va 1) dé udc luong xac suat mot su kién s& xay ra véi nhitng théng tin
cua bién doc lap ma ta c6 duoc.

Ta c6 mo hinh hoi quy Binary logistic nhu sau:

P(Y =1
log [P((Y 0))] Bo+ BiXi

Trong do:

Y 12 bién phuy thudc nhi phan (1:quyét dinh c6 lya chon CHBL TPAT; 0: quyét
dinh khéng lva chon CHBL TPAT)

X;: Bién doc 1ap thu 1 duogc gia thuyét c6 anh hudng dén bién sb phu thuoc Y

X1: Mit hang TPAT cua cira hang ban 1é TPAT (c6 gié tri tir 1 dén 5)

X2: Bao bi TPAT cuia cira hang ban 1é TPAT (c6 gid tri tir 1 dén 5)

X3: Gia ca TPAT ciia cira hang ban 18 TPAT (c6 gia tri tir 1 dén 5)

X4: Pia diém cua cira hang ban 16 TPAT (c6 gia tri tir 1 dén 5)

X5: Xuc tién thwong mai cia ctra hang ban 1¢ TPAT (c6 gia trj tir 1 dén 5)

X6: Con ngudi cia cira hang ban 18 TPAT (c6 gia trj tir 1 dén 5)

B o hing s6

B i: hé sb hdi quy cua bién sb doc 1ap thir i

Tién hanh dua bién phu thudc va céc bién doc 1ap ky vong vao phan tich hdi
quy binary logistic, ta thu duoc cac mé hinh hdi quy Binary logistic, timg budc mot
loai bo dan céc bién doc 1ap khong cé ¥ nghia thdng ké dbi véi bién phu thudc cho
t1 khi thu dwoc mé hinh téi wu (6 mtc ¥ nghia lya chon, cac bién doc lap trong mo
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hinh déu c6 tac dong téi bién phu thuoc Y).

M6 hinh héi quy duoc chay va kiém dinh véi muc ¥ nghia (gia tri sig.) = 0,05.
Sau d6, toan bd céc bién doc 1ap va bién phu thudc duoc dua vao mé hinh dé thay
dugc mue d6 tac dong cua cac bién trong md hinh tong thé.

The 8: Kiém dinh gia tri trung binh cua tong thé va thuc hién so sanh nhém
bang T- test. Thuc hién so sanh nhom bing kiém dinh T test gita c4c nhom ddi
tuong khac nhau véi cac thanh phan cia md hinh cau tric nhiam tim ra sy khéc biét
¢ ¥ nghia cia mot vai nhém cu thé.

Néu gia tri Sig. trong kiém dinh Levene (kiém dinh F) < 0.05 thi phuong sai
cua 2 tong thé khac nhau, ta st dung két qua kiém dinh t & dong Equal variances not
assumed.

Néu Sig. > 0.05 thi phuong sai cta 2 tong thé khdng khac nhau, ta sir dung
két qua kiém dinh t & dong Equal variances assumed.

Ngoai ra, dé giai thich ré hon cho két qua nghién ctru dinh luong, tac gia sir
dung phwong phap phan tich va téng hep thong tin di liéu thiz cdp. Céc dix liéu tha
cap dugc thu thap tir cac nguon tai lidu cd sin trong nude va ngoai nude Vé Cac noi
dung nghién caru co6 lién quan.
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Phu luc 19. Két qua kiém dinh gia thuyét nghién ciru vé sw anh hwéng ciia cac

yéu t6 dén quyét dinh lwa chon CHBL TPAT va quyét dinh mua TPAT

Bang 1. Két qua kiém dinh céc gia thuyét nghién ciru

STT

Gia thuyét sau khi dwoc diéu chinh

Két qua

H1.1

Yéu t6 Niém tin cia NTD doi voi TPAT c6 moi quan
hé thuan chicu vaéi quyet dinh mua TPAT cua NTD.

Chap nhan

H1.2

Yéu t6 Thai do doi voi TPAT c6 mdi quan hé thuan
chiéu véi quyét dinh mua TPAT caa NTD.

Chap nhan

H1.3

Yéu to Mirc do hiéu biét doi véi TPAT c6 mdi quan
hé thuan chicu vaéi quyet dinh mua TPAT cua NTD

H2

Yeu to Quyét dinh lya chon CHBL TPAT ¢6 moi
quan hé thuan chiéu véi quyet dinh mua TPAT cua
NTD

Chép nhan

H3.1

C6 mdi quan h¢ giita dac diém gisi tinh cia NTD véi
quyet dinh mua TPAT

Khéng chap nhan

H3.2

C6 mdi quan h¢ giita ddc diém gia dinh c6 tré em cua
NTD vai quyét dinh mua TPAT

Chap nhan

H4.1

Yéu t6 Su da dang ctia mat hang TPAT va chat luong
dich vu cua CHBL TPAT ¢6 moi quan hé thuan chiéu
véi quyét dinh lya chon CHBL TPAT cua NTD.

Chap nhan

H4.2

Yéu t6 Bao bi mit hang TPAT cua CHBL TPAT c6
moi quan hé thuan chiéu véi quyet dinh lya chon
CHBL TPAT ciia NTD.

Chép nhan

H4.3

Y&u to Xc tién thwong mai cia CHBL TPAT c6 moi
quan hé thuan chiéu vaéi quyét dinh lya chon CHBL
TPAT cua NTD.

Chap nhan

H4.4

Yéu t6 Chat luong mét hang TPAT cua CHBL TPAT
cd moi quan hé thuan chiéu véi quyet dinh lua chon
CHBL TPAT ciia NTD.

Chép nhan

H4.5

Yeu to Dia diém cua CHBL TPAT c6 moi quan hé
thuan chiéu vai quyét dinh lya chon CHBL TPAT
cua NTD.

Chép nhan

H4.6

Yéu t0 Gia ca mat hang TPAT cua CHBL TPAT c6
moi quan hé thuan chiéu véi quyeét dinh lya chon
CHBL TPAT cua NTD.

Chap nhan

H4.7

Yéu to Con nguoi cia CHBL TPAT c6 moi quan hé
thuan chiéu vai quyet dinh lya chon CHBL TPAT
cua NTD.

Khéng chap nhan

H5

Céc yéu to marketing cua CHBL TPAT c6 mic do
anh huong manh yéu khac nhau quyet dinh lya chon
CHBL TPAT cua NTD

Chép nhan
Muic do tac dong theo thir
ty tr manh dén yéu Ia:
1.chit lwong mat hang
TPAT cua CHBL TPAT,
2.diém béan cua CHBL
TPAT, 3.gid ca mat hang
TPAT cua CHBL TPAT,
4.bao bi mat hang TPAT
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cua CHBL TPAT, 5.su da
dang cua mat hang TPAT
va chat luong dich vu cua
CHBL TPAT, 6.xuc tién
thuong mai cua CHBL
TPAT.

C6 sy khéc biét vé quyét dinh lya chon CHBL TPAT ~ Chip nhan

H6.1 | giita cac nhdm giai tinh So véi NTD nam, ty 1€
NTD la nit c6 quyét dinh co
lpa chon CHBL TPAT

) nhiéu hon ’
H6.2 | C6 su khac biét vé quyeét dinh lya chon CHBL TPAT Chap nhan
gitta cAc nhom trinh d6 hoc van NTD tot nghi¢p trung

cip/cao dang c6 quyét dinh
khéng Ilwa chon CHBL
TPAT chiém ty Ié cao nhit,
NTD c¢6 trinh d6 PH/sau
PH quyét dinh ¢6 lya chon
CHBL TPAT chiém ty lé
cao nhit trong cac nhém
trinh d6 hoc van.

H6.3 | Co su khac biét vé& quyét dinh lva chon CHBL TPAT | Khéng chap nhan
gitra cac nhom gia dinh c6 tré em

H6.4 | Co su khac biét vé quyét dinh lra chon CHBL TPAT | Khong chap nhén
gitra cAc nhom thu nhap

H6.5 | C6 su khéc biét ve quyét dinh lya chon CHBL TPAT | Khang chap nhan
gitra cac nhom nghe nghiép

(Nguon: Keét qud diéu tra phan tich cia tac gid lugn an)




