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LOI CAM DOAN

To6i xin cam doan cong trinh nghién ctru nay la cua riéng toi, cac théng tin va
két qua duoc trinh bay trong luan an 1a trung thue va chua timg duoc cong bé trong
bit c&r céng trinh nghién cttu ndo va xin chiu trach nhiém véi nhimg cam doan cua

minh.

Tac gia

Truwong Thi Thuy Ninh



LOI CAM ON

TAi xin tran trong cam on Ban Giam hiéu Truong Pai hoc Thuwong Mai, khoa
Sau Pai hoc va cac Thay gido, Co gido da tham gia giang day, huéng dan cho toi
nhitng phuong phap va kién thire trong qua trinh hoc nghién ciu sinh.

T6i xin bay to 10ng biét on sau sic d6i voi PGS.TS. Pham Thiy Hong va
PGS.TS. D6 Thi Ngoc, ngudi di tan tinh huéng dan, chi bao cho t6i dé t6i ¢ thé
hoan thanh luan an nay.

TAi xin tran trong cam on Ban Giam hiéu Truong Pai hoc Thuong Mai, khoa
Sau Pai hoc, khoa Marketing, va cac dong nghiép da cho phép va giup d3, tao diéu
Kién cho toi trong toan bo giai doan lam nghién cuau sinh.

TAi xin trén trong cam on cac doanh nghiép va cac don vi co lién quan, cac
doanh nhan, cac nha khoa hoc, nguoi tiéu dung da cung cap théng tin, hop tac trong
qua trinh khao sat.

bac biét, t6i xin tran trong cam on nguoi than, cung cac ban téi da dong

vién, tao diéu kién, giup d& t6i trong qua trinh hoan thanh luan an.

Ha Noi, ngay thang nam 2019
Nghién céu sinh

Truwong Thi Thuy Ninh
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PHAN MO DAU

1. Tinh cép thiét caa viéc nghién ciru dé tai luan an

Trong nén kinh té thi truong canh tranh manh mé& va khéc liét nhu hién nay,
khach hang 1a nhan t6 quyét dinh su ton tai cua bat ct doanh nghiép nao. Doanh
nghiép nao danh dugc sy quan tdm va su trung thanh caa khach hang, doanh nghiép
d6 s& thang loi va phat trién. Chién lugc kinh doanh hudng dén khach hang dang tro

thanh chién lugc quan trong hang dau cua phan I6n cac doanh nghiép.

Lam thé nao dé dem dén cho khéach hang sy hai Iong tot nhat ludn 1a van dé
ma cac doanh nghiép cb gang thuc hién voi tat ca kha ning cua minh. Vi vay,
nghién ctiru su hai 10ng cua khach hang d6i vai doanh nghiép l1a mét cong viéc quan
trong phai duoc thyc hién thuong xuyén va lién tuc dé co6 thé dap tng kip thoi nhu
cau caa ho. Tir d6, ching ta co thé phuc vu khach hang tét hon, 1am cho ho ludn

duoc thoa man khi sir dung cac san pham dich vu caa chinh doanh nghiép minh.

Sy hai long caa khéach hang 1a két qua tich cuc cia hanh vi trao d6i, mua ban
gitra doanh nghiép va khach hang. Nghién ctu sy hai long trong hanh vi nguoi tiéu
ding la van d& khong con méi nhung khong ngung phat trien. O Viét Nam va trén
thé gidi ciing da c6 nhiéu nghién ctu vé sy hai long cia khach hang o nhiéu linh
vuc khac nhau nhu du lich, khach san, vién thong, ngan hang,... Cac nghién cuu
nay ciing da c6 nhitng tong két vé mo hinh ciing nhu viée tim dugc cac nhan té tac
dong truc tiép va gian tiép dén su hai long caa khach hang. Tuy nhién, & Viét Nam
chua c6 mot dé tai nao nghién ciru sau vé cac yéu to anh hudng dén sy hai long cua
khach hang ddi véi san pham thiét bi nha bép

Hon nita, trong thuc tién cudc song hién dai cua con ngudi ngay nay, nhém
san pham trong linh vuc thiét bi nha bép dang 1a san pham dugc xa hoi ngay cang
quan tam bai I8 trong cudc sdng cua mdi gia dinh thi c6 thé ndi cai khong gian 4m
cling gan giii cho mdi budi doan vién gia dinh chinh 1a khong gian bép am &p. Nhu

cau vé cac thiét bi bép an toan, tién loi va than thién méi truong,... mang dam hoi



thd cua nhip séng hién dai ludn 1a nhitng nhu cau co ban dé thoa man sy hai long
cua khach hang. Tuy nhién nhu cau cia ngudi tiéu dung rat da dang, phong phi va
khong ngimg thay d6i theo khéng gian thoi gian va su phét trién kinh té, xa hoi.
Ngay nay, viéc thoa méan khach hang dang 13 mot van dé phuc tap vi n6 bi chi phoi
boi rat nhiéu yéu td ngoai viéc khach hang duoc cung cap san pham c6 chét luong,
gia ca hop 1y va ding luc ho can. Chinh vi vay viéc nghién ctiru mot cach bai ban dé
c6 thé xac dinh mot cach khoa hoc va hé théng va dua ra nhitng két luan khoa hoc
vé cac yéu té anh huéng dén su hai cua khach hang tiéu dung céac san pham thiét bi
nha bép 1a rat can thiét d6i voi cac doanh nghiép trong nganh néi riéng va cac nganh
san xuat, dich vu khac, dé tir d6 doanh nghiép c6 thé c6 nhiing chuong trinh
Marketing nham muc dich giit chan, tao sy hai long déi ngudi sir dung san pham.
Xuat phét tir nhitng ly do trén, tac gia da chon dé tai “Nghién ciru cac nhan té anh
huéng dén sy hai 10ng cia nguoi tiéu ding va vdn dung trong chién lwoc Marketing

cua cac doanh nghiép kinh doanh thiét b; nha bép .
2. Khoang tréng nghién cieu

Thir nhdt: Trén thé giGi van dé nghién ctru su hai long ctia khach hang ca vé
khai niém, mo hinh nghién ctru cling nhu 1a rng dung thuc té da duoc rat nhiéu tac
gia quan tAm va nghién ctru. Pic biét, trong linh vuc kinh doanh db gia dung ciing
da duoc mot sb tac gia di siu nghién ciru, phan tich cac yéu td tac dong t6i su hai
long cta nguoi tiéu dung. Tuy nhién, s6 lwong nghién ctru van con it, méi chi ap
dung tai mdt s6 dia diém va vi tm 1y cua khach hang tai Viét Nam c6 nhiing diém
khac biét so voi cac nudc khac trén thé gidi. Do d6, can thiét phai c6 mot nghién
ctru k¥ ludng tai Viét Nam téi vin dé phan tich, danh gia cac yéu t6 anh huong téi
su hai 10ng cua ngudi tiéu dung ddi véi cac thiét bi nha bép dé tir 6 cac doanh
nghiép kinh doanh thiét bi nha bép c6 thé dé ra cac chién lwgc Marketing cho phu

hop v6i d6i twong nguoi tiéu ding nay.

Thit hai: Cac nghién ctru tai Viét Nam cha yéu tap trung vao nghién ciru thuc

nghiém ap dung nhiing mdé hinh da c6 san. Van dé nghién ctru cic yéu t6 anh hudng



dén sy hai 1ong cua khach hang d3 duoc nghién ctru rat ky ludng ¢ nhiéu nganh
nghé, linh vyc khac nhau. Tuy nhién lai chua c6 mot nghién ciru nao di siu vao xac
dinh, phan tich va danh gia cac nhan t6 anh huéng dén sy hai long cua ngudi tiéu
dung trong linh vuc kinh doanh thiét bi nha bép trong khi nhom san pham nay dang
ngay cang duoc xd hoi quan tdm. Nhu cau mua cac san phim thiét bi nha bép cua
nguoi tiéu dung ngay cang tang trong khi do6 su canh tranh gitta cac doanh nghi¢p
kinh doanh mit hang nay ciing ngay cang trd nén khc liét hon. Viéc doanh nghiép
nim bat duoc tim 1y cua ngudi tiéu dung, ndm bit duge yéu td ndo c6 anh hudng
tryc tiép t6i su hai 10ng cua nguoi tiéu dung ddi véi cac dong san pham thiét bi nha
bép s& giup ich rat 16n cho doanh nghiép trong viéc dé ra cac chién lugc Marketing
phtt hop nhim nang cao su hai long ctia ngudi tiéu ding dé tir d6 thuc day doanh sb
ban hang. Vi vay, viéc thuc hién dé tai nghién ctru nay 1a méi, co tinh thuc tién cao
va khong trung lap véi bat ky cac cong trinh nao da cong bb. Mit khéc, viéc thuc
hién dé tai nghién ctru nay ciing s& gop phan 1am gidu thém co sé khoa hoc cho
huéng nghién ciru cac nhan t6 anh hudng toi sy hai 1ong ciia khach hang d6i véi
nganh hang gia dung noi chung va cac san pham thiét bi nha bép noéi riéng. Nghién
clru nay sé& 1a vién gach dau tién, 1 co s khoa hoc cho cac nghién ctru tiép theo vé
van d& su hai long cia ngudi tiéu dung dbi véi san pham thiét bi nha bép tai thi
truong Viét Nam.

Thit ba: P6i véi mdi mot ddi tugng nghién ciru thi s& ¢ cac nhan t6 khac
nhau anh huodng t6i sy hai long cta ngudi tiéu dung. Trén thé gidi da c6 rat nhidu
nhan t anh huéng duoc chi ra bai nhiéu tac gia cho cac ddi twong khac nhau nhung
m&i chi c6 mot sé it nghién ctru chi ra mot sb nhan té anh hudng toi sy hai long cua
nguoi tidu dung d6i voi cac san pham gia dung néi chung va thiét bi nha bép noi
riéng. Hon thé nita, méi trudng kinh doanh ngay cang trd nén phong pht hon, da
dang hon va canh tranh hon. Hanh vi ctia nguoi tiéu dung ciing thay do6i rat nhiéu
theo thoi gian va dic biét khi kinh té ngay cang phat trién thi chat lugng cudc soéng,
thu nhép, 16i sdng cua nguoi tiéu dung ciing ngay cang duoc cai thién. Tir nhitng

dic diém nay cung véi su phat trién khong ngung ctia khoa hoc cong nghé di dan



dén mot s6 nhan t6 da duoc tim ra trude d6 c6 thé khong con phi hop véi giai doan
phat trién hién tai. Thi truong thiét bi nha bép dang phat trién cuc ky nhanh chéng
va cac nhan té khién ngudi tiéu dung hai long dbi v6i san pham ciing thay ddi theo
thoi gian. Chinh vi vdy, nghién ctru ndy 1a rat can thiét cho viéc tim ra cac nhan t6
nao s€ anh hudng té1 sy hai long va dac biét 1a tim ra cac nhan t& mai xuét hién co
anh huong t6i sy hai 1ong ctia ngudi tiéu dung trong linh vuc thiét bi nha bép trong

giai doan hién nay.

Thir tu: Van dé nghién ctru cac nhan t6 anh hudng dén sy hai long cua ngudi
tiéu dung d6i v6i mot san pham, dich vu cu thé di dugc rat nhiu nha nghién ctru
trong va ngoai nudc thuc hién. Tuy nhién, thuc té cho thdy, rat nhiéu cac tac gia
m&i chi xem xét sy hai long ctia nguoi tiéu dung trong mdi quan hé voi chat luong
cua san phém hoac dich vu dugc cung cép. Trén thuc té, c6 rat nhidu cic nhan to
khac van chua duge dé cap dén hodc c6 thé c6 mot sé nhan td6 méi xuat hién van
chua dugc kham pha do sy phat trién cua thi truong, cua cong nghé,..ma cé anh
huong dén su hai long ciia ngudi tiéu dung. Chinh vi vy, nghién ctru nay 1a rat can
thiét nham muc dich ngoai viéc kham pha cac yéu td thudc vé chat luong san pham,
dich vu con kham pha cac nhan t6 mdi xuat hién c6 anh hudng dén su hai 1ong cua
nguoi tiéu diung dbi voi cac san pham thiét bi nha bép.

3. Muc tiéu nghién ctru cia luan an

Luan 4n nay dugc thuc hién véi muc tiéu chung d6 13 nghién ctiru cac van dé
ly luan va thuc tidn vé su hai 10ng va cac nhan té anh huéng dén su hai long cua
nguoi tiéu dung d6i v4i san pham thiét bi nha bép tai thi truong Viét Nam. Tur do,
dé xuit mot sb giai phap nhim hd trg hoan thién chién lugc marketing cho cac
doanh nghiép kinh doanh san pham thiét bi nha bép tai thi truong Viét Nam. Cac

muc tiéu nghién cau cu thé cua luan 4n nay duogc xac dinh bao gom:

- Hé thdng hoa cac van dé ly luan vé sy hai 1ong va cac nhan té anh huong

dén sy hai 1ong cua ngudi tiéu dung va vé chién lugc marketing dé tir d6 tao co so



cho viéc nghién ciru x4c dinh c4c nhan t6 anh huong dén su hai 10ng cua nguoi tiéu

dung ddi véi san pham thiét bi nha bép tai thi treong Viét Nam.

- Nghién ciru cac nhan té anh hudng dén sy hai 10ng cua nguoi tiéu dung dbi
véi san pham thiét bi nha bép tai thi truong Viét Nam dé tir ¢6 dé xuat md hinh
nghién cuau cua luan an;

- Xac dinh mtrc do tac dong cua cac nhan té anh huong téi sy hai l1ong cua
nguoi tiéu ding ddi véi cac san pham thiét bi nha bép tai Viét Nam.

- Phan tich thuc trang phét trién caa thi truong thiét bi nha bép tai Viét Nam.
Phan tich két qua nghién ctru cac nhan té anh huong dén su hai 10ng cua nguoi tiéu
ding va tir d6 van dung dé xuat mot sé goi ¥ nham hd tro hoan thién chién luoc
marketing cho cac doanh nghiép kinh doanh san pham thiét bj nha bép tai thj truong
Viét Nam.

4. Cau héi nghién ctru caa luan an

Luan an tap trung dé tra 161 mot s6 cau hoi sau:

- Nhitng nhan t6 ndo sé& tic dong téi sy hai 10ng cua nguoi tiéu dung ddi voi
cac san phém thiét bi nha bép tai thi truong Viét Nam?

- Sy hai 10ng cua nguoi tiéu dung doi véi cac thiét bi nha bép s& chiu anh
hudng manh m& nhét béi nhitng nhan t6 nao?

- Mo6i quan hé gifra viéc nghién ctru cac nhan t6 anh huong dén sy hai long

cua nguoi tiéu dung doi vai viée xay dung chién lugec Marketing?

- Nhitng go1 ¥ nao sé dugc dua ra nham van dung két qua nghién ctru céc
nhén t6 anh hudng t&i su hai long clia ngudi tiéu dung trong viéc hd tro hoan thién

chién lugc Marketing cta cac doanh nghiép kinh doanh mit hang nay?

5. Pdi twgng va pham vi nghién ciru caa luan an
Doi twong nghién cizu: D61 tugng nghién ciu chinh cua luan an 1a cac nhan

t6 anh hudng téi sy hai 10ng cua ngudi tidu dung dbi véi cac san pham thiét bi nha



bép tai thi truong Viét Nam. Nhitng goi y v6i muc dich hd tro hoan thién chién luoc
Marketing cho céc doanh nghiép kinh doanh thuong mai san pham thiét bi nha bép

tai thi truong Viét Nam ciing 1a d6i twong nghién ciru ma luan an quan tam.
Pham vi nghién ceiu

Vé ngi dung: Luan &n tap trung nghién cau Iy luan vé sy hai long cua nguoi
tiéu dung; ly luan vé cac nhan té anh hudng dén sy hai 10ng cua nguoi tidu dung; ly
luan vé chién lugc marketing; tién hanh xac dinh cac nhan t4 c6 anh huong toi sy
hai 1ong cua ngudi tiéu dung dbi véi san pham thiét bi nha bép tai thi truong Viét
Nam; va van dung két qua thu duoc dé dwa ra mot sé goi y nham hd tro hoan thién

chién lugc Marketing cho cac doanh nghiép kinh doanh thiét bi nha bép.

Vé khong gian: Luan an tap trung nghién ciru cac nhan té c6 anh hudng toi
su hai 10ng cua nguoi tieu ding doi véi san pham thiét bi nha bép tai thi trudong noi
dia. Do han ché vé diéu kién nghién cau, cac phiéu diéu tra khao sat y kién nguoi
tiéu dung duoc chi yéu thu thap & cac thi truong Ha Noi, Pa Ning va thanh phd H6
Chi Minh.

Vé mdt thoi gian: Céac phiéu diéu tra khao sét lay y kién tir nguoi tiéu ding
cha yéu duoc thu thap tir 9/2016 dén 3/2017.

6. Phwong phap nghién ciru caa luan an
Pé dat dugc muc tiéu nghién ctu, tac gia da sir dung két hop hai phuong

phéap nghién cuiu la nghién ctru dinh tinh va nghién ctru dinh lugng trong do:

Phwong phdp nghién ciru dinh tinh: Bugc thuc hién théng qua viéc phong
van cac chuyén gia trong linh nghién ciru sy hai long va dai dién cua mot sé6 doanh
nghiép kinh doanh trong linh vuc thiét bi nha bép. Phuong phéap nay duoc thuc hién
nham tim dinh huéng cho nghién ctru dinh lwong va chia sé quan diém dinh huéng
mang tam vi mo. Nghién ctru dinh tinh con duoc thuc hién dé kham pha, diéu chinh
va bd sung cac bién doc 1ap trong md hinh nghién ciru cling nhu kiém tra va hoan

thién bang tham do y kién nguoi tiéu dung.



Phwong phdp nghién civu dinh lirong: Puoc tién hanh theo 2 giai doan gdm
giai doan 1 12 nghién citu so bo dé kiém dinh d tin cay cua thang do va giai doan 2
Ia nghién ctu chinh thac trén dién rong. Cac thong tin thu thap duoc sé duoc xu ly
va phan tich bang phan mém théng ké SPSS véi cac phuong phap phan tich thong
ké da bién khéac nhau.

Nghién ciru s& thu thap dit liéu tir nhidu ngudn thong tin khac nhau. Cu thé,

nhiing thong tin dung trong phan tich duoc thu thap tir nhitng nguon sau:

Nguén thong tin the cdp: Nhitng vin dé 1y luan duoc dic rat trong sach
gido khoa chuyén nganh trong nudc va qudc té; Cac sé liéu thong ké da duoc xuat
ban, cac bao c&o tong hop cua cac to chirc, co quan quan Iy co lién quan. Két qua
cac nghién cau trude diy duoc cong bd trén cac tap chi khoa hoc trong nuéc va
qudc té. T4c gia s& tién hanh thu thap, phan tich, so sanh va danh gia cac nghién ciu
vé sy hai 10ng cta nguoi tiéu dung dé xay dung nén mé hinh nghién ctru ban dau va

khai niém su hai long dugc sir dung trong luan an.

Nguén théng tin so cdp: thong tin so cap duoc thu thap dau tién bang phong
van sau cac chuyén gia va cac nha khoa hoc. Két qua phong van sau s& duoc st
dung dé hoan thién mé hinh nghién ciu chinh thirc. Tiép dén, thong tin so cap duoc
thu thap bang khao sat xa hoi hoc. Tac gia sir dung bang hoi dé diéu tra, khao sat
nham tim ra cac nhan t6 anh hudng téi sy hai 1ong cua nguoi tiéu ding ddi vai san
pham thiét bi nha bép tai Viét Nam. Bang hoi s& duoc phong van thir va hoan thién

truéc khi trién khai khao sét trén dién rong.

7. Nhirng déng gép vé khoa hoc va thuc tién caa luan an

* Pong gop khoa hoc cia lugn an:

+ Hé thong hoa va 1am rd hon mét s6 van dé ly luan co ban vé su hai
long, cac khai niém vé su hai long ciing nhu vé chién luoc Marketing. Cu thé, luan
an da hé thdng va tong hop cac tai lidu trong va ngoai nude, dua ra khai niém va
phan loai sy hai 16ng cua khach hang. Luan &n nay sé gop phan 1am giau thém co s&

khoa hoc cho hudng nghién ctu cac nhan té anh huong toi sy hai 10ng caa ngudi



tiéu dung ddi véi nganh hang gia dung néi chung va cac san pham thiét bi nha bép
noi rieng. Nghién cau nay sé 1a vién gach dau tién, 1a co sé khoa hoc cho céc
nghién ctu tiép theo vé& vain dé su hai 1ong cua nguoi tiéu dung ddi voi san pham
thiét bi nha bép tai thi truong Viét Nam.

+ Lu4n an d3 xac dinh duoc 7 nhan té c6 anh huong téi sy hai 1ong cua
ngudi tieu ding cac san pham thiét bi nha bép bao gébm: Tinh ning cong dung cua
san pham; Gia tri bén ngoai cua san pham; xuét x& va théng tin vé san pham; gia
cua san pham; hé théng kénh phan phdi caa san pham; dich vu hau méi cua san
pham va yéu t6 con ngudi. Cac nhan té nay s& 1a co s& cho cac nghién ctu sau mo
rong ciing nhu phat trién thém céc nhan té méi c6 anh huong téi nganh hang gia

dung noi chung va cac san pham thiét bi nha bép noi riéng.

+ Luan an ciing da dé xuat va kiém dinh duoc mé hinh nghién ciru ciing
nhu tim ra y nghia ciia 7 nhan t6 ¢ anh hudéng téi sy hai 10ng cua ngudi tiéu dung
dbi véi cac san pham thiét bi nha bép;

* Péng gdp thuc tién caa lugn an:

+ Luan 4n d3 xac dinh c4c nhan t anh huong t6i sy hai 1ong cua ngudi
tiéu ding doi véi cac san pham thiét bi nha bép tai Viét Nam, dong thoi chi ra chiéu
huéng anh hudng va mic d6 anh hudng cua ting nhan té. Két qua nghién ctu s&
gilp cac doanh nghiép cé thém nhitng thdng tin can thiét nham dua ra cac chinh
sach tac dong dén cac yéu té gilp ting cudng mic do hai 1ong cua ngudi tiéu dung
cling nhu hd trg qué trinh xay dung chién lugc Marketing cua doanh nghiép kinh

doanh cho thi truong Viét Nam.

+ Luan 4n da dua ra cac dé xuit dé doanh nghiép tham khao van dung
trong qua trinh kinh doanh va kiém soét cac nhan t6 anh huong dén sy hai long cua
ngudi tiéu dung. Bong thoi luan an cling dua ra nhitng goi y, khuyén nghi nham hd

trg doanh nghiép trong qua trinh xay dung chién lugc Marketing.



8. B6 cuc cia luan an
Ngoai phan mé& dau, két luan, phu luc va tai liéu tham khao, luan an bao gom

3 chuong co ban sau:

Chuong 1: Co sé ly thuyét vé cac nhan té anh huéng dén sw hai long caa
ngudi tiéu dung va van dung trong chién lwec marketing ciaa cac doanh nghiép
kinh doanh thiét bi nha bép.

Chwong 2: Phwong phap, két qua nghién ciu cac nhan té anh hwéng
dén sw hai 1ong clia ngudi tiéu dung ddi véi san pham thiét bi nha bép tai Viét
Nam.

Chuwong 3: Van dung két qua nghién ciru cadc nhan té anh hwéng dén sw
hai 16ng ciia nguoi tiéu dung trong viéc hoan thién chién lwgc marketing cho

cac doanh nghiép kinh doanh thiét bi nha bép
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CHUONG 1: COSO LY THUYET VE CAC NHAN TO ANH HUONG PEN
SU HAI LONG CUA NGUOI TIEU DUNG VA VAN DUNG TRONG CHIEN
LUQC MARKETING CUA CAC DOANH NGHIEP KINH DOANH THIET
BI NHA BEP

1.1. Tong quan tinh hinh nghién ciru
1.1.1. Téng quan céc nghién cieu vé sur hai long ciia khach hang
1.1.1.1. V& khéi niém su hai long

Cardozo 1a nguoi dau tién dé cap dén van dé sy hai long trong mot nghién
ctru vé nd luc, mong doi va sy hai long cia khach hang, ding trén tap chi Marketing
nam 1965 (Cardozo va Richard, 1965) [40]. Ké tir sau d6, hang loat cac nghién ciu
tiép theo di bat dau khai thac va di sau vé van dé ndy. Mic du cac nha nghién ciu
da c6 gang do luong va giai thich vé su hai 1ong nhung khong dua trén mot dinh

nghia théng nhat chung nao.

Sy chua thong nhét vé dinh nghia su hai long thé hién & sy tranh cai liéu hai
long 1a mot qua trinh hay phan wng/két qua ciia mot qua trinh. Chang han nhu trong
nghién ctu caa Fornell (1992); Hunt va Keith (1977); Oliver (1981) [52, 66, 90],
C4C tac gia da dinh nghia vé su hai long va nhan manh d6 1a mot qua trinh danh gia.
Su hai long cua khach hang dugc hinh thanh, tang hay giam phu thudc vao qua trinh
sir dung dich vy vai cac yéu té tic dong khac nhau dén khach hang. Cac dinh nghia
theo qué trinh cho rang su hai 1ong cua khach hang thuong it ¢ su 6n dinh va khi
dua vao do luong, su hai 10ng theo qua trinh chiu anh huong nhiéu bai nhitng sy

kh&c biét cua cac nhan té tac dong co ¥ nghia quyét dinh dén su hai long.

Trong khi d6, c6 nhitng dinh nghia nhan manh sy hai long nhu 1a két qua cia
moét qua trinh danh gia cta khach hang (ching han nhu trong nghién ctu cua
Halstead va cac cong su, 1994; Howard va Sheth, 1969; Oliver, 1997 va 1981; Tse
va Wilton, 1988; Westbrook va Reilly, 1983) [63, 65, 95, 90, 108, 113]. biéu nay
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c6 nghia 13, sau tat ca qué trinh st dung, khach hang dwa ra nhan dinh chung vé
muc d6 hai long caa minh.

Hau hét cac nghién ciu sir dung dinh nghia su hai 10ng cua khach hang la
phan (ng cua khach hang sau qua trinh danh gia. Bac biét, cAc nghién ctru thuong
s dung noi ham sy hai long cta khach hang nhu mét khai niém mang tinh gian
lwgc (ching han nhu: sy phan hdi sau khi hoan thanh mét viéc gi do (Oliver, 1997)
[95]; phan hoi cam tinh (Halstead va céc cong su, 1994) [63]; danh gia tong thé
(Fornell, 1992) [52]; trang thai tam ly hay phan rng sau danh gia (Day, 1984) [46]).
Tuy nhién, van cé su khéng théng nhat vé& ban chat cua sy hai 1ong trong cac khai
niém gian lugc nay. Cac nha nghién ciru da xay dung khai niém sy hai long cua
khach hang nhu mét phan ing ly tinh (trong cac nghién ctru cua Bolton va Drew,
1991; Howard va Sheth, 1969; Tse va Wilton, 1988) [36, 65, 108] hoiac mot phan
tng cam tinh (chang han nhu trong nghién ctru cua Cadotte va cac cong su, 1987;
Halstead va cac cong su, 1994; Westbrook va Reilly, 1983) [39, 63, 113]. Ngoai ra,
cac dinh nghia duoc dua vao dé do ludng co thé gom ca khia canh hanh vi caa su
hai long.

Mot su khong nhat quan nira thé hién trong cac thuat ngit dwoc sir dung dé
hinh thanh khai niém. Céc nha nghién ctru da su dung nhitng thuat ngir véi ham y
su hai long duoc quyét dinh bai ngudi sir dung cudi cing: su hai 1ong cua khéch
hang tiéu dung (chang han nhu trong nghién ctu caa Cronin va Taylor, 1992;
Oliver, 1993; Spreng va cac cong su, 1996; Tse va Wilton, 1988) [44, 92, 105, 108],
su hai long cua khach hang noi chung (chang han nhu trong nghién ctu cia Fornell,
1992; Halstead va cac cong su, 1994; Smith va cac cong su, 1999) [52, 63, 102],
hay don gian la sy hai long (nhu trong nghién cttu ctia Kourilsky va Murray, 1981;
Mittal va cac cong su, 1999; Oliver va Swan, 1992; Oliver, 1989) [79, 87, 94, 91].
Nhitng thuat ngit nay dugc sir dung thay thé 1an nhau, va bi gidi han tiy thudc vao

nhan dinh cua tac gia vé viéc sir dung thuat ngir cu thé nao.
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Cac khai niém cu thé va luan giai khai niém st dung dé do ludng trong
nghién ctiru cua luan an s& duoc dé cap dén trong phan 1.1. Co so ly thuyét vé su hai
long cta nguoi tiéu dung.
1.1.1.2. Vé md hinh nghién cau su hai long

Nghién ctru caa Willard Hom (2000) tong két cac mo hinh vé sy hai long cua
khach hang va chia thanh 2 nhém mé hinh: cdc m6 hinh vi m6 va cac mo hinh vi

mo. Trong d6 [114]:

M6 hinh vi mé: duge hiéu 1a cac mo hinh st dung khai niém sy hai long cua
khach hang trong sy tac dong, lién két voi mot mang ludi cac khai niém co lién
quan, chang han nhu gia tri, chat lwong, hanh vi phan nan va su trung thanh. Nhiing
mo hinh vi mé nay dic biét quan trong va thudng duoc doanh nghiép sir dung dé
nghién ctru sy hai 1ong ciia khach hang nham muc dich xay dung cac chinh sach

Marketing.

M@ hinh vi md: xem xét dén cac yéu t6 cdu thanh nén su hai long ctia khach
hang, chang han nhu tinh khong xac dinh ciia mong doi, tinh cong bang, thudc tinh,
anh huong, va su tiéc nubi. Cac mé hinh vi mé giup nhing ngudi nghién ciru van
hanh cac thang do vé sy hai 1ong mét cach chinh xac. Vi thé, chung giup tao dung

dugc cau truc virng chac vé sy hai long trong cac nghién ctru.

a) Cac mo hinh vi mé vé su hai 1ong cta khach hang

* M6 hinh vi mé truyén thong vé sw hai long ciia khdch hang

Gia tri st dung cam

—>|  Kétqua

pham/dich vy cam hai long

nhan duoc

nhan duoc
Tinh khong xac —
dinh cta san Cam giac

Céc tiéu chuan so
sanh

Hinh 1. 1: Mé hinh vi mé truyén thong vé sw hai long ciia khdach hang [115]

Mo hinh vi m6 truyén thong nay nhan manh vao mot s6 van dé nhu sau:
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+ Gia tri st dung cua san phém/djch vu ma khéch hang cdm nhan duogc
thuong khac voi gia tri hay cac tinh nang hoat dong ctia san pham ma doanh nghiép
cung cap, dic biét 1a khi san pham/dich c6 tinh chit phuc tap, vo hinh, hodc trong
tinh hudng khi khach hang chua quen thudc véi san pham/dich vu dé.

+ Céc tiéu chuén so sanh ma khach hang sir dung rat da dang va khac

nhau tuy thudc vao dac di€ém ca nhan, tinh huéng va loai san pham/dich vu.

+ Tinh khong x4c dinh cua mot san phém/dich vu nao d6 ma khach hang
cam nhan duoc la sy danh gia cua khach hang vé gia tri st dung cua san phém/dich
vu trén co s& mdt hodc nhiéu tiéu chuin so sanh. Két qua danh gia cé thé chua chic
da phan anh dugc mdt cach chinh xéc vé thuc té gia tri st dung cua san phém boi
n6 c6 thé khong dua trén tiéu chi do nha san xudt cung cdp ma chi dya trén cam
nhan ctia minh. Tinh khong x4c dinh c6 thé c6 anh hudng tich cuc (két qua 1a su hai

10ng), hoic tiéu cuc (két qua la su khong hai long) hoic khong c6 anh hudng gi.

+ Cam giac hai 1ong 12 mot trang thai thé hién nhiing suy nghi, thai do
ctia khach hang. “Cam giac hai 1ong hdn hop” xuat hién khi khach hang ¢ cac mirc
dd khac nhau vé su hai long dya trén nhitng thuc té trai nghiém khéac nhau vé tung

tinh nang cua san pham khi st dung.

+ Két qua cua cam giac hai 10ng ¢ thé dan dén y dinh mua hang lap lai,
hanh vi truyén miéng, hodc phan nan, khiéu nai. Cac két qua nay ciing c6 thé diéu
chinh hodc khéng diéu chinh cac hanh vi ciia khach hang. Vi du: cam giac cuc ky
khong hai 1ong chua chic da dan dén hanh vi phan nan dic biét 1a khi khach hang

tin rang phan nan cling vo ich.

Co sd 1y thuyét theo m6 hinh nay din dén su xuat hién ctia hai mé hinh Chau
Au va My (con duoc goi 1a mo hinh chi s hai 1ong khach hang) ma hién nay rat
nhiéu nghién ctru img dung dang st dung dé do luong muc do hai 10ng cta khach
hang. Cac tiéu chuan so sanh dugc cu thé hoa thanh cic nhan t6 chat lugng, hinh
anh, hay gia ca. Trong d6, nén tang xac dinh sy hai long khach hang trong cac md

hinh chi s6 hai long cua khach hang 1a khai niém hai long. Sy hai 10ng cta khach
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hang dugc hi€u la mdt sy danh gia toan dién cia ho vé viéc st dung moét dich vu
hoic san pham dugc cung cap bdi doanh nghiép. Két qua cua sy hai 1ong c6 thé dan

dén su than phién hoidc sy trung thanh cua khach hang. Cac nhan t6 cu thé bao gom:

+ Mong doi ciia khdch hang: lién quan dén nhitng du doan trudc cia
khach hang vé san pham/dich vu duoc néi dén. Mong doi cta khach hang dugce tao
ra tr hoat dong xuc tién ban cua cong ty hodc kinh nghiém trudc day tur viéce truc

tiép sir dung hodc gian tiép qua cac kénh khac.

+ Hinh anh: 13 mot nhan t6 tuy bién lién quan dén tén tudi, thuong hiéu

va loai hinh t6 chirc ma khach hang ndm duoc tir san pham/thuong hiéu/cong ty.

+ Gid tri cam nhdn: lién quan dén nhiing khia canh gia tri vé tién ma
khach hang da trai nghiém qua. Nhan t6 nay bi anh hudéng bdi chat lvong cam nhén

va mong doi cua khach hang.

+ Chat heong cam nhdn: bao gom 2 phan (“phan mém” va “phan ctng”).
“Phan ctmg” lién quan dén chat luong cua san pham, trong khi “phan mém” dé cap
dén khia canh dich vu ma doanh nghi¢p cung tng chéng han nhu bao hanh, dich vu

sau ban, cac diéu ki¢n trung bay sadn pham, tai li¢u hudéng dan str dung. ..

Cho dén nay, c¢6 2 dang m6 hinh chi sé hai 1ong dang duoc st dung phod bién.
Dang md hinh thit nhat 1 mé hinh chi s6 hai 1ong khach hang ctia My (ACSI) (Hinh
1.2); va dang thtr 2 1a mo hinh chi s6 hai 1ong cia Chau Au (ECSI) (Hinh 1.3).

~ Sythan phién
) . (Complaints)
Gia tri \\ /Sl.r hai

cimnhan | [ long cia
(perceived khéch

Value) // \\hang cs)
N e ~ Swtrung thanh
(Loyalty)

Hinh 1. 2: Mé hinh chi sé hai long khdch hang ciia My - ACSI [122]

Sw mong dgi
Expectations

Chét lwgng cam nhan
(Perceived Quality)
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Hinh anh
(Image)

Y

Sw mong dogi
(Expectations)

Gié tri cam Su hai 16
nhan v ilh pnhg S trung thanh
(Perceived cua knac (Loyalty)
value) hang (SI)

Chét lwgng cam nhan vé
—san pham
(Perceived quality -Prod)

—dich vu
(Perceived quality —Serv)

Hinh 1. 3: M0 hinh chi sé hai long khdch hang ciia Chdau Au — ECSI [126]

+ Trong mé hinh chi s6 hai long cia My ACSI (Fornell & cac cong su,
1996) [51], gia tri cam nhan chiu tac dong boi chat lugng cam nhén va sy mong doi
ctia khach hang. Khi d6, su mong doi ctia khach hang cé tac dong truc tiép dén chat
lugng cdm nhan. Trén thuc té, khi mong doi cang cao, co thé tiéu chuin vé chét
lugng cam nhan ciia khach hang d6i v6i san pham cang cao hoic nguoc lai. Do vay,
yéu cau vé chat luong san pham va dich vu cung cap cho khach hang can phai dam
bdo va dugc thdéa man trén co s& sy hai long cia ho. Su hai long cua khach hang
duoc tao thanh trén co s& chat lugng cdm nhén, sy mong doi va gia tri cam nhan,
néu chat lugng va gid tri cdm nhan cao hon sy mong doi s€ tao nén long trung thanh
d6i v6i khach hang, trudng hop nguoc lai, ddy 13 sy phan nan hay su than phién vé

sdn phadm ma ho ti€u dung.

+ Trong mé hinh chi sé hai long ciia Chau Au ECSI, ¢ mot s6 khac biét
nhat dinh so v6i mé hinh chi sb hai long khach hang ciia My (ACSI). So vdi ACSI,
hinh anh cua san phém, thuong hi€u c6 tac dong truc tiép dén su mong doi cua
khach hang. Khi d6, su hai long ctia khach hang 1a sy tac dong tong hoa cua 4 nhan
t5 hinh anh, gia tri cam nhan, chét lugong cdm nhan vé ca san phém htru hinh va vo
hinh. Thong thudng, chi sé ACSI thuong ap dung cho linh vuc cong con chi sd

ECSI thudng tng dung do ludng cac san pham, cac nganh. Nhin vao md hinh ECSI
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c6 thé thiy diém manh cta cach tiép cin ndy 1a n6 lam dich chuyén ngay lap tirc
kinh nghiém tiéu dung, tao diéu kién cho viéc nghién cuu mbi quan hé nhan qua
gifta cac yéu tb cdu thanh su hai 1ong va sy trung thanh cua khach hang. Do viy,
muc tiéu dau tién cua viéc tiép can theo ciu trac CSI 1a viée giai thich sy trung
thanh cua khach hang ddi voi mot san pham, dich vu noi riéng hay mét doanh
nghiép, mot qudc gia néi chung thong qua chi sb hai long khach hang khi chiu sy
tac dong truc tiép hodc gian tiép bo1 hinh anh, sy mong doi, chat lugng cam nhan va

gia tri cdm nhan doi véi san pham, dich vu do.

* M6 hinh Moi lién két chudi gid tri khach hang va sw hai long ciia khdch hang
(hinh 1.4)

Day ] N e "
chuyen Cac thuog tinh san Két qua cua viéc st Trang thai mong
gié tri pham dung muon cuoi cung
e y \ i Y
Su hai long ) N . NV A .
cua khach Cam nhan veé cac Cam nhan veé cac Cam nhan trang thai
hang thuoc tinh ket qua cuoi cung

Hinh 1. 4: M6 hinh méi lién két chubi gid tri khdch hang va sw hai long ciia

khach hang [115]

Mo hinh nay nhan manh khai niém gié tri nhu 1a mot yéu té diéu khién trong
viéc lua chon san phém va mbi quan h¢ gitita sy hai long vdi gia tri duge xem nhu
mot phan Gmg tam 1y vi mot yéu td trong diy chuyén gid tri.

* M6 hinh vé moi quan hé giita sw hai long va gid tri

Oliver (1999) cung cip mot phién ban khac, ngan gon hon mé hinh néi trén

nhu trong hinh 1.5 [93]. M6t diém quan trong trong mé hinh nay 1a viéc st dung

nhirg danh gia cta khach hang vé twong quan dau ra — ddu vao (tong loi ich - tong

chi phi) dé hinh thanh sy hai long.
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Piu vao Piura
Chat lugng Gia tri tiéu dung

Hinh thanh sy hai

Két qua cua gia tri :
qua cua gid tri long

su dung

\ A

Gia tri mo rong

A ] Su hai long trén co
Gia tri trén co s& 5o gia tri

chi phi

Hinh 1. 5: M6 hinh méi lién két chuédi gid tri khdch hang va sw hai long
ctia khach hang [93]
* Mo hinh hai miec do hai long va chat lwong dich vu cam nhan dwoc (hinh 1.6)

Nghién ctru vé mé hinh nay dwoc dit trong linh vuc dich vu. Piém quan
trong trong mo hinh nay 1a sy lién hé gitra sy hai long néi chung véi dich vy, su hai
long bat ngd, va chat lugng dich vu cam nhan duoc. Nghién ciru ung hd qua trinh
khai niém hoa chat luong cdm nhan dugc nhu 1la mdt cAu truc tach roi, riéng bi¢t
khoi sy hai long (Bitner va Hubbert, 1994) [35]. Thém vao d6, mé hinh nay nhan
manh ciu tric vé mirc d6 tong thé cua su hai long (hai 1ong néi chung) va muc do
bd phan cua su hai 10ng (hai 1ong bd phan). M6 hinh 1y giai cac két qua khao sat,
nghién ctru vé van dé: ton tai cac muc do hai long khac nhau vé1 mét dich vy ma
mét ca nhan c6 thé co. Trong mot linh vuc dich vu cu thé, c6 thé co su hai long bo
phan véi mdi nhan tb tao ra su hai long. Su hai long téng thé duoc tao ra khi khach
hang danh gia rang: nhin chung, t6i cam thay hai long voi dich vu. Viéc phan tach 2
muc do hai long co6 gia tri trong viéc xac dinh mirc d6 tac dong cua trang thai hai
10ng véi cac nhan td nhit dinh trong mot tong thé cac nhan t6 tao ra nhitng hai long

bd phan khac nhau dén trang thai hai long nodi chung/tong thé.

Chét luong dich vu
cam nhan dugc

\/

Su hai long bo phan Su hai long téng thé

Hinh 1. 6: M6 hinh hai mirc d¢ hai long va chit lwong dich vu cdm nhén
dwoc [35]
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* Mo hinh vé cac nguon tgo ra sw hai long cua khach hang

Mot s6 mo hinh phan biét sy khac nhau gitta chat luong dich vu k¥ thuat va
dich vu cam nhan duoc. M6 hinh cua Bateson (1991) 13 mét trong sé d6 (Hinh 1.7)
[31]. M6 hinh nay cho thay su hai 10ng 14 két qua tir viéc so sanh dich vy mong doi
va dich vu cdm nhan dugc. M6 hinh nay nhan manh nguén tao ra sy hai long vai tro
cua nhan vién cung cép dich vu truc tiép tao ra sy mong doi vé dich vu va chat

luong dich vu thuc té cho khach hang (Bateson, 1991) [31].

Dich vu mong doi 1a mong muén cia khach hang trudc khi st dung mot dich
vu nao do. Trong khi do, dich vu cdm nhén duogc 1a trai nghiém thyc té ctia khach
hang véi1 mot dich vu cu thé da sur dung. Su khéac nhau gitra mong doi trude khi st
dung dich vu va trai nghiém thyc té v6i dich vu da st dung hinh thanh nén cam giac

hai long/khéng hai long.

Su hai
- long -
Nhitng dir liéu dau . Dich doi Dich vu cam nhan
vao khéc " e Ve mong dol duoc
A A
Nhan vién cung cip | Chét lugng dich vu
dich vu truc tiép g k¥ thuat

Hinh 1. 7: M6 hinh vé cdc nguén hinh thanh sw hai long ciia khdach hang [31]

Nhin chung, nhitng mo hinh noéi trén la dai dién ndi bat trong s6 cac mo hinh
dugc phan loai thudc nhitng mé hinh vi mé vé sy hai 1ong ciia khach hang. Thong
qua cic mo hinh nay, c6 thé thdy duoc nhimng tac dong dén sy hai 1ong ciia cdc nhan
td ¢6 lién quan nhu: mong doi trude khi st dung san phém/dich vy, gia tri st dung
cam nhén duoc, cht luong dich vu, cac thudc tinh cia san phém. Bén canh d6, mo
hinh cua Bitner va Hubert (1994) da phan tach cac mirc do hai long trén co s¢ hai

long bo phan tac dong tich cuc 1€n hai long téng thé [35].

b) Cac md hinh vi mé vé sy hai long cua khach hang
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Erevelles & Leavitt (1992) cung cip mot ban tom tit cac md hinh vi mé vé
su hai long ciia khach hang. Luan an s& khong di vao phén tich cac yéu té hodc 1am
rd moi quan hé giira cic yéu t6 ma chi diém qua nhimg van dé ndi bat cta cac md
hinh vi md nay [49]. Nhiing diém nbi bat nay sé& giup tac gia lya chon duwoc mé hinh
nao nén st dung cho phu hgp véi dac trung nghién ciru cua luan an. Cac dang mo

hinh vi mé hién c6 vé sy hai 1ong ciia khach hang bao gdm:
+ MO hinh Tinh khong xac dinh cia mong doi
+ M0 hinh Gid tri sir dung cam nhdn dwoc
+ Céac mo hinh vé Cdc tiéu chudn
+ Cac mo hinh Pa quy trinh
+ Cac m6 hinh Cac thudc tinh
+ Cac mo hinh Anh hurong
+ Cac mo hinh vé Tinh céng bang
* M6 hinh Tinh khong xdc dinh cua mong doi

Mo hinh “tinh khong xé4c dinh ctia mong doi’ 1a mé hinh nbi bat trong nghién
ctru Marketing, dé du doan va Iy giai sy hai 1ong ctia khach hang v6i san pham hoic
dich vu (Patterson va cac cong su, 1997; Spreng, 2003) [98, 104]. Gan day, mé hinh
nay duogc stir dung dé giai thich su hai 10ng cta ngudi sir dung véi cong nghé thong
tin (Bhattacherjee, 2001) [32]. Ly thuyét nay cho rang, dau tién ngudi st dung s&
hinh thanh nén mong doi vé mot thudc tinh. Sau khi sir dung, ngudi ta so sanh giira
gia tri cdm nhan duoc véi mong doi ban dau dé khang dinh hodc khong khang dinh
mong doi ban dau. Néu gia tri str dung cam nhéan dugc cao hon mong doi ban dau

thi nguoi str dung s& cam thay hai 10ng va nguoc lai.
* Mo hinh Gid tri s dung cam nhan duoc

Mo hinh nay khac véi mé hinh ‘Tinh khong xac dinh ctia mong doi’ & chd:

su mong doi dong vai tro it quan trong trong viéc hinh thanh nén sy hai long. M6
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hinh nay dac biét c6 y nghia trong bdi canh mot san phém/dich vu thuc su tét dén
murc sy mong doi khong con 1a quan trong trong cac phan tng cua khach hang sau

khi str dung san phém/dich vu.
* M6 hinh Cdc tiéu chudn

Mo hinh vé cac tiéu chuin giéng nhu mé hinh vé tinh khong xac dinh cua
mong doi & chd khach hang so sanh gia tri sir dung cam nhan duogc véi mot tiéu
chuan gié tri sit dung nao d6. Tuy nhién, trong trudng hop nay, tiéu chuan so sanh
khong phai 12 mong doi c6 tinh du doan. Thay vi xem xét diéu gi ‘s&’ xay ra trong
trai nghiém tiéu dung, mé hinh nay dé cap dén viéc diéu gi ‘nén’ xay ra khi khach
hang c6 y dinh so sanh vé mot tiéu chudn nao do.

* Cdc mo hinh Da quy trinh

Mo hinh nay cho rang dic diém cta qua trinh hinh thanh sy hai long c6 tinh
da hudng. Co6 nghia 1, khach hang s& st dung nhiéu hon mét tiéu chuan so sanh dé
hinh thanh nén nhitng danh gid c6 tinh x4c dinh hodc khong xac dinh vé mot san

pham/dich vu.
* Cac mo hinh Thuoc tinh

M6 hinh Thuéc tinh dwa khai niém Nguyén nhédn cam nhdn dwoc vé gia tri sir
dung/hoat dong cuia mot san phﬁm/dich vu vao qud trinh hinh thanh sy hai long.
Khach hang sir dung 3 yéu t6 dé xac dinh anh hudng cta thudc tinh dén su hai long:
nguyén nhan, sy on dinh va kha ning kiém soat. Nguyén nhan ciia viéc khach hang
sir dung san pham thanh cong hodc khong thanh cong cé thé dan dén hé qua bén
ngoai (dan dén ngudi cung cap dich vu s& duoc khach hang tin nhiém hoic bi khach
hang phan nan, khiéu nai) hodc hé qua bén trong (khach hang sin sang chiu trach
nhiém véi san pham/dich vy da sir dung). Nhitng nguyén nhan mang tinh 6n dinh ¢
xu huéng tac dong manh hon dén su hai long vi khach hang c6 xu hudng dé tha thi
hon v6i nhitng that bai cua san phém/djch vu hiém khi xay ra. Léy vi du veé viéc sir
dung may tinh xach tay. Khi xay ra sy c¢6 hong cdp man hinh, khach hang c6 thé tha

thtr khi sy c6 nay xay ra do viéc dong, m¢o may dién ra thuong xuyén. Do do,
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nguyén nhan mang tinh 6n dinh nay c6 su tac dong dén mirc d6 hai 1ong cao hon so
v6i nhitng nguyén nhan khac. Cubi cing, yéu té kha niang kiém soat c6 y nghia la:
néu mot thude tinh cua san phém/dich vu khong tao ra két qua mong doi khi tiéu
dung s& 1am khach hang cam thdy khong hai 1ong vi ho tin rang nha cung cép co

kha nang kiém soét thudc tinh d6 cua san phém hodc thuc hién dich vu d6 tdt hon.
* Cdc mé hinh Anh huéng

Cac mo hinh nay khac véi nhitng mo hinh trude & chd né di xa hon cac quy
trinh vé 1y tri. Trong cic mé hinh Anh huéng niy, tinh cam, su wa thich va tim
trang c6 nhiéu anh huéng dén cam giac hai long/khong hai 1ong sau nhiing trai
nghiém ti€u dung.
* Cdc mé hinh vé Tinh cong bang

Céc md hinh ndy nhdn manh thai d6 cua khach hang d6i voi nhitng d6i xur
cong bang cia doanh nghiép trong qua trinh tiéu dung. Pdi xir cong bang dua trén
khai niém vé mirc d6 cong bang (nhitng gi thu nhan dugc so véi nhitng nd lyc da bo
ra), khai niém vé so sanh xa hoi (so sanh vo1 muc d6 gia tri sit dung/hoat dong cua
san phém, dich vu tuong ty ma khach hang khac khi st dung cam nhéan dugc).
Oliver (1997) da phan loai sy cong bang thanh 3 loai: cong bang theo quy trinh,

cong bang co tinh twong tac va cong bang phan phdi [95].
1.1.1.3. Cac nghién ciru thyc nghiém

C6 rét nhiéu cac nghién ciu thuc nghiém sir dung lai cac md hinh ly thuyét
d3 c6 va tuy thude vao linh vuc nghién ciru ma xac dinh cac yéu té cu thé theo md

hinh. Mot s6 c&c nghién ctu thuc nghiém tiéu biéu nhu:

Ali va cac cong su (2011) [28], Impact of after sale service characteristics
on customer satisfaction, Journal of Information management and Business review,
Vol 3, No 6. Céc tac gia da thyuc hién nghién ctru anh hudng cua cac yéu to hau mai
dén sy hai long cua khach hang nham danh gia tac dong cua cac yéu té dich vu hau

mai dén su hai 1ong cua khach hang trong nganh thiét bi gia dung & Pakistan thong
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qua phuong phap nghién ctru dinh tinh. Két qua nghién citu cho thay céac yéu tb bao
gom: thoi gian giao hang; lap dat san pham; thoi gian bao hanh caa san pham va tim
hiéu, dap tng phan hdi ctua khach hang di c6 anh huéng rat 16n dén sy thoa méan, tin
nhiém va su trung thanh mua hang cia ngudi tiéu ding. Tuy nhién, han ché caa
nghién cau nay 1a méi chi ding lai & viéc danh gia mot sb céc yéu t dich vu hau
mai dén su hai 1ong cua khach hang ma chwa tinh dén cac yéu tb khac.

Ali Kazemi va céc cong su (2012) [29], Evaluation of the Effective Factors
on Customers' Satisfaction Using INDSAT Model; Case Study: Household
Appliances' Customers of Mobarakeh Steel Company, International Journal of
Academic Research in Business and Social Sciences, Vol 2, No 12. Trong nghién
Clru Nay, CAc tac gia da nghién ctiru danh gia cac nhan té anh huong dén su thoa man
cua khach hang sir dung moé hinh INDSAT trong linh vuc thiét bi gia dung ¢ cong
ty thép Mobarakeh tai thi truong Iran. Thang do ctia Homburg & Rodolph (2001) da
duoc sir dung dé do luong cac thanh phan hai long caa khach hang to chic [64]. D
licu khach hang dugc thu thap tir 125 chi nhanh cia cong ty Mobarakeh bang cach
phat ngau nhién (161 bang cau hoi va cé 117 bang cau hoi dugc phan hoi). Phan
mém thong ké SPSS (Statistical Packing for the social sciences) va Amos da duoc
sir dung dé phan tich dir liéu voi phuong trinh cdu tric mang SEM (Structural
Equation Modeling) nham danh gia sy tin tuéng va thoa man cua khach hang doi
v6i san pham. Két qua chi ra rang cac nhan té anh huong dén su théa man cua
khéch hang: San pham; nhan vién ban hang; thong tin lién quan dén san pham; thoi
gian ban mot don hang; dich vy bao hanh ky thuat; thai do nhan vién va giai quyét
phan nan cua khach hang 1a cac nhan té chinh anh huong dén sy théa man cua
khach hang. Trong d6, hai nhan t6 dugc khach hang quan tim hon ca 1a nhan vién
kinh doanh va san pham. Ngoai ra nghién ctru da chi ra rang viéc kham phé va dap
ing nhu cau cua khach hang trude cac ddi thi canh tranh 1a mot diéu kién khong thé

thiéu cho su thanh cong cua cac cong ty.

Sugundhan va cac cong su (2018), A Study on Customer Satisfaction on

Home Applicances Industry, Indo-Iranian Journal of Scientific Research (I11JSR),



23

2(3), 101-121. Céc tac gia thuc hién nghién ctu ndy véi hai muc tiéu chinh bao gém
xac dinh cac yéu té tac dong dén sy thoa man cua khach hang va tim hiéu xem
nhitng yéu té nao s& tac dong manh mé téi su hai 10ng cua khach hang ddi vai cac
thiét bi gia dung [106]. Két qua nghién ciru da cho thay, ¢ 17 yéu té anh hudng dén
sur hai 1ong cua khach hang ddi véi cac san pham thiét bi gia dung, trong d6 c6 3
yéu t6 duoc xac dinh c6 anh huong manh mé nhat téi sy hai 1ong cua khach hang
gom Co so ha tang, Nhan vién va Gia tri san pham. Ba yéu té nay déu co gia tri
trung binh trong khoang 4.20 va nhu vay mac d6 nhan thtc trung binh vé sy hai
1ong di vai cac thiét bi gia dung 13 “Trén mic trung binh”. Trong 3 yéu té nay, yéu
t6 Gia tri san pham chiém trong sé cao nhat va do d6 céc tac gia cho rang rang hau

hét khach hang quan tam téi gia tri cia san pham hon 1a cac yéu té khac.

Yu va cac cong su (2011) [118], A research on customer satisfaction with
household appliances industry service, In 2011 IEEE 18th International Conference
on Industrial Engineering and Engineering Management. Vol. Part 3, pp. 2008—
2011. Trong nghién citu ndy, c4c tac gia da tién hanh phong van khéach hang tai mot
trung tAm mua ban do gia dung dién ta. Vi viéc &p dung mé hinh SEM (Structural
equation modeling) dya trén hdi quy binh phuong t6i thiéu tirng phan PLS (Partial
least squares), cac yéu té anh huong toi su hai long ciing nhu 1ong trung thanh cua
khach hang duoc phan tich ki ludng nham xéac dinh cac yéu to nao anh huéng manh
mé toi su hai long cia khach hang dé tir d6 cac doanh nghiép kinh doanh c6 thé tim
cach nang cao su hai long va Iong trung thanh cta khach hang dbi véi san pham gia
dung dién tir. Nghién cau cua tac gia gom 3 bién tiém an trong d6 bién tiém an
“Dich vu ban hang” ¢ thé duoc phan anh boi cac bién gdm “Truy cap thong tin”, «
Mua siam thuan tién”, “Moi truong trong cira hang” va “Su chuyén nghiép cia nhan
vién”. Bién tiém an “San pham va Phan phdi” duoc phan anh boi céc bién gom
“Loai mo hinh” va “Gia san pham”. Bién tiém an “Dich vu cai dat” dwgc phan &nh
boi cac bién “Thai do cua nguoi lap dat”, “Trang phuc”, “Hiéu qua cai dat” va

“Gi6i thiéu san pham”.
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Kalaiselvi va Janaki (2013), Consumers satisfaction towards washing
machine - A study in Erode town, International Journal of Management, IT and
Engineering, 3(2). Pay la mot nghién ciru ma muc tiéu chinh cua cac tac gia dé la
xac dinh céc yéu té co anh huong téi sy hai long caa ngudi tiéu dung doi vai san
pham thiét bi gia dung ma cu thé & day 1a may giit [74]. Muac d6 hai 16ng cua ngudi
tiéu dung ddi véi san pham may giit ciing dugc kham pha va phan tich. Két qua cho
thay, céc tac gia da xac dinh dugc 10 yéu té c6 anh huong téi su hai long cia ngudi
tiéu dung d6i v6i san pham may giat bao gom: chat luong, thuong hiéu, quang céo,
gia san pham, thiét ké, bao hanh, giam gi4, dich vu sau ban hang, d6 bén va co sé
hoat dong. Nhin chung, nghién ciru nay da chi ra duoc cac yéu té ¢ anh hudng dén
su hai 10ng cua ngudi tiéu dung véi san pham may giit ciing nhu da danh gia dwoc
murc d6 hai long ciia ngudi tiéu ding. Tuy nhién, han ché caa nghién ciu nay ¢ chd
s6 lwong ngudi phong van chi 200 ngudi va chi tap trung o thi tran Erode cia An
Do. Ngoai ra, nghién ctru nay duoc thuc hién dya trén hanh vi mua hang hién tai
clia nguoi tiéu dung nhung hanh vi c6 thé thay doi thuong xuyén do sy phét trién

cdng nghé hay phong céch song.

Murali va cong su (2016), Modelling and Investigating the relationship of
after sales service quality with customer satisfaction, retention and loyalty — A case
study of home appliances business, Journal of Retailing and Consumer Services, 30,
67—83. Nghién ctru nay duogc cac tac gia thuc hién véi muc dich danh gia chét luong
dich vu sau ban hang bang cach do ludng mirc do hai 16ng caa khach hang, muc do
gitr ch&n khach hang va mac do trung thanh caa khach hang théng qua mo hinh
SERVQUAL va phan tich hoi quy da bién [88]. Cac san pham gia dung duoc st
dung dé danh gia gom bép gas, may loc nudc va may xay tron. Mo hinh nghién ctu
cuia Ccac tac gia da xac dinh cd 5 bién doc 1ap anh huong toi su hai 1ong cua khach
hang ciing nhu su giit chan va long trung thanh cua khach hang gém: Mic d tin

cay; Muc d6 phan hoi; Sy dam bao; sy ¢éng cam va su hitu hinh.

Juznik Rotar va Kozar (2017), The Use of the Kano Model to Enhance
Customer Satisfaction, Organizacija, 50(4), 339-351. Nghién ctu dugc thuc hién
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nham xay dung mé hinh Kano giup ting cuong sy hai long cua khach hang dbi véi
cac san pham, thiét bi gia dung [73]. CAc tac gia da tién hanh thu thap dir liéu théng
qua cudc khao sét tryc tuyén véi nhimg khach hang dwoc lya chon ngau nhién tir
mot co so dit lieu khach hang. Két qua nghién ctru da chi ra ¢6 5 yéu té anh huong
dén su hai 1ong cua khach hang ddi véi cac san pham gia dung gdm: Méi trudng
ban hang; gia san pham; tinh ning ngudi dung; va dic tinh ki thuat. Két qua nghién
ctru ciing chi ra yéu té Tinh nang ngudi ding ¢ tic dong manh mé nhat téi su quay

lai mua san pham cua khach hang.

Vijayalakshmi (2018), Customer purchase satisfaction and loyalty levels of
home appliances products in hypermarkets, Shanlax International journal of
Management, 5(4), 1-8. Tac gia thuc hién nghién ciu nay véi muc dich phan tich va
danh gia mac d6 hai 1ong va long trung thanh cua khach hang d6i véi cac san pham
gia dung tai cc siéu thi I16n & thanh phd Chennai cia An D6 [110]. Trong nghién
clru nay, dé danh gia muc do hai 1ong va mirc d6 trung thanh cua khach hang ddi
VGi cac san pham gia dung, tac gia di xac dinh cac yéu té anh huong gom: Hang
hoa ban Ié; Piém ban hang; Quy trinh luu trir; Khong gian ban hang; Nguoi quan
ly: Nhan vién ban hang; Gia ca va khuyén mai. Phuong phap 1dy mau ngau nhién
duoc str dung va c6 téng cong 147 khach hang - nhitng ngudi da thuc hién mua
hang & cé4c siéu thi 16n tai Chennai, dugc phong van thdng qua cac bang hoi da

duoc thiét ké san.
1.1.2. Téng quan mgt sé nghién cizu vé chién Iwec Marketing

Lién quan dén linh vyc nghién ctru chién luge Marketing cho cic doanh

nghi¢p kinh doanh, mot ) nghién curu tiéu biéu c6 thé ké dén nhu:

Cubn sach cua Fifield (2007) [50], Marketing Strategy (Third Edition) The
Difference Between Marketing and Markets, ISBN: 978-0-7506-5675-7, Oxford:
Butterworth-Heinemann, di ban vé van dé chién luogc Marketing va sy khac nhau
giita Marketing va thi truong. Pay 1a mot cudn sach hay va toan dién trong dé chi ra

rat nhiéu khia canh, cac van dé€ trong chién lugng Marketing cua cac doanh nghi¢p
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tir bude chudn bi, phan tich, danh gia dén budc trién khai ngoai thyc té. Nghién ctru
clia cac tac gia Lamberti va Noci (2010) cling da tim hiéu mdi quan hé giita chién
lrge Marketing va hé thong do luong hiéu qua Marketing [80]. Hay nhu nghién ctru
ciia Aghazadeh (2015) vé quan 1y chién lugc Marketing trong dé chi rd hiéu qua
kinh doanh dd duoc ning cao rd dét khi ap dung cac chién lwgc Marketing thong
minh [27].

Véi linh vuc xdy dung chién lwoc Marketing cho doanh nghi¢p Viét Nam,
thang 3 nam 2009, nghién ctru sinh Pham Thi Huyén d3 bao vé thanh cong ludn an
Tién si kinh té tai truong Pai hoc Kinh té Quéc dan véi dé tai “Marketing truc tié})
va viéc ung dung vao Viét Nam” [13]. V&i nghién clru nay, tac gia da lam ro dugc
khai niém vé Marketing truc tiép, tong két dugc cac md hinh Marketing truc tiép ¢
mot s6 nude trén thé gidi va gidi thiéu duge bic tranh tong thé vé thuc trang Gng
dung Marketing truc tiép tai Viét Nam. Khong chi vay, tac gia ciing da nhan dién
duogc cac van dé can giai quyét va danh gia kha ning tng dung va phat trién coéng cu
nay ¢ Viét Nam.

Niam 2012, tap chi Kinh té va Phat trién, s6 183, trang 20 — 26, c6 bai nghién
clru cua tac gia Nguyén Hoang Viét véi tieu dé “Moi quan hé giiva hiéu qua xudt
khau va chién lwoc Marketing ciia cdc doanh nghiép nganh may Viét Nam” [26].
Bai viét da nghién ctru mdi quan hé giira chién lwoc Marketing xuat khau va hiéu
qua xuat khau cua cac doanh nghiép may Viét Nam. Két qua nghién ciru cia tac gia
cho thay sy thich ing san pham véi thi hiéu cta khach hang nudc ngoai, diéu chinh
gia xuat khau phu hop, xuat khau truc tiép va xuc tién thuong mai d6i véi cac nha
phan phdi ¢ qudc gia sd tai ¢6 anh hudng tich cuc dén hiéu qua kinh doanh cia
doanh nghi€p. Chi phi quang cdo tai nudc ngoai dugc nhén dinh khong c6 anh
hudng nhiéu d6i véi hiu qua xuat khau.

Véasquez va Escamilla (2014) [109], Best Practice in the Use of Social
Networks Marketing Strategy as in SMEs, Procedia - Social and Behavioral

Sciences, 148(Supplement C), p. 533542, da nghién ctru chia sé vé thuc tién ap
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dung chién lugc Marketing mang xa hoi cho cac doanh nghiép vira va nhé, trong d6
cac tac gia dd nhan manh tim quan trong cta cac cong ty vira va nho. Cac cong ty
dang nay thuong 1a dong luc thic ddy nén kinh té cia cac nude, tuy nhién thuong
cac cong ty lai khong khai thac dugc hoan toan thé manh 13 kha ning sang tao cua
minh cling nhu nhitng loi ich ma mang xa hoi mang lai. Thong qua nghién clru nay,
cac tac gia muén cho théy viéc ung dung mang xa hoi nhu la mot chién lugc

Marketing hiéu qua cho cac cong ty nho va vira.

Tap chi Tai chinh s6 9 nim 2014 c6 bang ding chia s¢ v& “Hoat dong
Marketing hon hop: Kinh nghiém cho cdc doanh nghiép san xudt” trong d6 tac gia
Lé Anh Tuan da néu ra cac yéu té anh huong dén Marketing hdn hop gom: uy tin va
vi tri cua doanh nghiép trén thi truong; tinh huéng cua thi truong; vong doi san
pham va tinh chat hang hoa [25]. Tac gia cling di néu 1én mot sb thach thic ciing
nhu 14 dua ra mot s6 dé xuat kién nghi nham thiic day hoat dong Marketing hd hop

trong cong dong doanh nghiép.

Théang 6/2017 nghién ctru sinh D6 Thi Kim Dung di bao vé thanh cong luan
an Tién si Kinh té tai truong Pai hoc Kinh té Quéc dan voi tiéu dé “Nghién cuu co
s& xdy dwng chién lwoc Marketing ciia doanh nghiép logistic — Ldy vi du dién hinh
tai thanh phé Hai Phong” [8]. V6i nghién ctru ndy, tic gia dd dua ra hai nhom: co
so xay dung chién lugc Marketing cho doanh nghiép logistics: (i) Co sé xdy dung
chién lugc Marketing bén trong doanh nghiép logistics: chién lugc Marketing hién
hiru, nguén nhén lyc, kha ning ing dung cong nghé thong tin, tiém lyc tai chinh va
co s& vat chat k¥ thuat, quy mo t6 chic quan 1y, tiém lyc vo hinh. (ii) Co so xay
dung chién lugc Marketing bén ngoai doanh nghiép logistics: méi trudng kinh té,
moi trudng phéap 1y, ha tang cong nghé logistics, khach hang st dung dich vu
logistics, d6i thu canh tranh trén thi truong logistics. Luan 4n ndy ciing di phan tich
duogc su tdc dong cua cac co s¢ xay dung chién lugc Marketing t&i chat lugng chién
lugc Marketing, mbi quan h¢ gitra chién luoc Marketing véi hiéu suét thuc thi hoat

dong cua cac doanh nghi¢p logistics ¢ Viét Nam.
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Thang 12/2012, nghién ctru sinh Nguyén Hai Ninh di bao vé thanh cong
luan an Tién si tai trudng Pai hoc Kinh t& Qudc dan véi dé tai “Cdc nhdn t6 anh
huwdng dén hanh vi ngueoi tiéu ding doi véi hoat dong Mobile Marketing tai khu viee
néi thanh Ha Ngi” [18]. Nghién ciru nay da bd sung va tién hanh danh gia muc do
anh huong ctia nhan t6 kinh nghiém trong mé hinh cac nhan t6 anh huéng dén hanh
vi clia ngudi tiéu dung d6i véi hoat dong Mobile Marketing. Két qua diéu tra thuc té
tai khu vuc noi thanh Ha N§i ciling cho théy nguoi tiéu dung khu vuc nay cé xu
huong thuc hién hanh vi mang tinh ti€u cuc ddi véi hoat dong Mobile Marketing.
Nghién ciru ciing chi ra ¢ hai nhan t6 anh huéng dén hanh vi cua ngudi tiéu dung
la kinh nghiém va thai do ctia ho. Trong do, nhan t6 thai do co anh hudng tich cuc
va nhan té kinh nghiém c6 anh huéng tiéu cyc dén hanh vi. Nhan t6 thai do c6 mirc
d6 anh hudong 16n hon nhan t6 kinh nghiém. Ngoai ra két qua nghién ctru ciing cho
thay c6 bén nhém nhan t6 anh hudng dén thai do ciia nguoi tiéu dung 1a: Cam nhan
vé gia tri thong tin; Cam nhan vé gia tri giai tri; sy tin cdy; sy phién nhiéu.

Thang 4/2014, ciing tai truong Pai hoc Kinh té Quéc dan, dé tai “Hanh vi
nguoi tiéu ding va chién lirge Marketing hon hop ciia cdc doanh nghiép vién thong
di dong tai Viét Nam” da duoc nghién ctru sinh Chu Tién Pat bao vé thanh cong
[9]. Trong nghién ctru nay, tac gia di xem xét ddng thdi mot sé nhan td bén ngoai,
cac nhan t6 bén trong tac dong dén y dinh va hanh vi nguoi tiéu dung trong méi lién
hé voi chién lugec Marketing hon hop. Két qua chay sé liéu tir miu khao sat cho
thdy mot s6 diém méi vé y dinh hanh vi nguoi tiéu dung Viét Nam véi dich vu vién
thong di dong bao gom: Thich thay d6i, chay dua theo cong nghé; Coi trong chét
lugng; Coi trong gié tri st dung trén co sé can ddi loi ich thu duge va chi phi bo ra;
Mua theo thoi quen. Ngoai ra, cic nhan to bén ngoai c6 tac dong dén y dinh hanh vi
clia ngudi tiéu dung gdm: Cac nhan t6 hinh anh doanh nghiép; Hau mai — chdm séc
khéach hang; Chat lugng dich vu co ban; Chi phi chuyén mang; Gid dich vy; Chat

lugng dich vu gia tang.

Ngoai ra cling con rat nhi€u cac cong trinh cong bo lién quan dén linh vuc

xdy dung chién lugc Marketing cu thé cho timg linh vuc hodc nghién ctru chuyén
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sdu cac cong cu Marketing nham dap tmg duoc qua trinh hoi nhap cua cic doanh
nghiép nhu: Dé tai cip truong Pai hoc Kinh Té cia tac gia Nguyén Thu Ha (2011)
[10]; luén 4n tién si ciia Nguyén Van Chung (2001) [5]; luan an tién si cua Tran

Poan Kim (2007) [15]; luan an tién si ctia Tran Thi Thap (2011) [22].

1.2. Co sé ly thuyét vé cac nhan tdé anh hwéng dén sw hai 1ong ciia nguoi tiéu
dung

Trén co sd cac nghién ctru vé sy hai 1ong, cac nhan té anh huong dén su hai
long cua ngudi tidu dung ¢ Viét Nam va trén thé gi6i, ludn 4n s& trinh bay co so 1y
thuyét ¢ hai ndi dung chinh la khai niém, phan loai va cac yéu td tac dong dén su
hai long, nham phuc vu cho viéc xay dung mo hinh nghién ctru cia luan an.
1.2.1. Khai niégm va phan logi s hai long
1.2.1.1. Khai niém vé khach hang va ngudi tiéu ding

* Khai niém khach hang

Bit ky mot doanh nghiép nao mudn ton tai va phat trién 1au dai trén thi
truong thi diéu trudc tién 1a phai c6 dugc tap hop khach hang hién hitu, muén vay
doanh nghiép can phai dap tng théa min duoc mong mudn, yéu cau cua khach
hang vi khach hang 13 yéu t6 song con cta doanh nghiép. Khach hang c6 vai trod rat
quan trong ddi voi mdi doanh nghiép. Vi thé tit ca cac doanh nghiép déu tim cach
giit va thu hat thém khach hang ctia minh bang nhiéu hinh thitc. Trong diéu kién
canh tranh ngdy cang gay gat, viéc thoa man cac nhu cau ciia khach hang théng qua
hoat dong cham s6c khach hang cang co6 vai tro quan trong. Hoat dong nay s€ gitp
cho doanh nghiép kip thoi nim bat va dap (mg nhitng nhu cau phét sinh cta khach
hang. Tuy nhién, trude khi quyét dinh s& chim soc khach hang nhu thé nao thi can
phai xac dinh rd khach hang 1a nhiing ai.

Thong thuong va theo nghia hep thi khach hang cua mét doanh nghiép 1a
nhiing ngudi & bén ngoai doanh nghiép dén mua va sir dung hang hoa hay dich vu

ctia doanh nghiép. Cach hiéu nay tuy dung nhung chua day di vi da khong tinh dén
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nhirg d6i twong khach hang 13 nhitng nha dau tu, cac co quan quan 1y va nhiing
nhan vién 1am viéc trong doanh nghiép. Do d6, khach hang nén duoc hiéu 1a nhiing
d6i twong mua hang, hay ddi twong truc tiép tham gia giao dich mua bén, trao doi
trén thi truong véi chirc nang thu mua hang hoa tir ngudi ban. Khach hang c6 thé 1a

mot ca nhan, mdt nhém ngudi hodc mot té chure.

N6i chung, khach hang ciia mot doanh nghiép rat phong phua va da dang. Dé
dap Gmg nhu ciu cua khach hang, doanh nghiép cin phai phan loai khach hang dé c6
chinh sach phu hop véi cac nhém khach hang khach nhau. C6 thé phan chia khach
hang thanh hai nhom 16n 1a khach hang bén trong va khach hang bén ngoai. Khach
hang bén ngoai 12 nhiing d6i tugng & bén ngoai dén mua hang hoa hay dich vu cia
mot doanh nghiép, con khach hang bén trong 13 nhitng dbi twong nhu can bd cong
nhan vién dang 1am viéc cho doanh nghiép va dugc huéng quyén lgi tir doanh
nghiép do.

* Khai niém nguoi tiéu dung

Nguoi tiéu ding 1a mot tir nghia rong dung dé chi cac ca nhan hoic ho gia
dinh dung san phém hodc dich vu san xuét trong nén kinh té. Khai niém nguoi ti€u
dung duoc dung trong nhiéu van canh khac nhau vi thé cach dung va tdm quan
trong cta khai niém nay c6 thé rat da dang. Nguoi tiéu dung 12 ngudi c¢6 nhu cau, c¢6
kha nang mua sdm cac san phém dich vu trén thi trudong phuc vu cho cudc séng,
nguoi tiéu dung co thé 13 ca nhan hodc ho gia dinh.

Khoan 1 Piéu 3 Luit bao vé quyén loi nguoi tiéu dung nim 2010 da giai
thich “Nguoi tiéu dung 1a nguoi mua, st dung hang héa, dich vu cho muc dich tiéu
dung, sinh hoat cta ca nhén, gia dinh, t6 chtrc” [21]. Nhu vay, theo phap luat Viét
Nam thi ngudi tiéu dung 1a cac c4 nhan hodc phap nhan dugc dé nghi mua hang hoa
hodc sir dung hop phap hang héa khéng nhiam muc dich kinh doanh. Nguoi tiéu
dung khong c6 nghia vu phai chung minh muc dich mua hoac st dung hang héa cua

minh.
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Trong huéng dan cua Lién hop qudc vé bao vé nguoi tiéu dung dugce ban
hanh tor ndm 1985 va da dugc hi€u chinh vao nam 1999 thi khai niém nguoi ti€u
dung khong dugc giai thich mot cach rd rang [124]. Tuy nhién, theo ban hudng dan
nay ngudi tiéu dung dugc huong 8 quyén (Cuc quan 1y canh tranh, 2006) [7]. Xem
xét tong thé ndi dung ciia 8 quyén nay, c6 thé thiy riang, dy chi c6 thé 1a cac quyén
ma chi chu thé 13 ca nhan con ngudi méi ddy du tu cach dé thu huong. Noi cach
khac, 8 quyén ning nay khong thé trao tron ven cho chu thé 1a t6 chirc. Diéu nay
cling c6 nghia rang, trong quan niém ctia Ban hudng dan vira néu, ngudi tiéu ding

chi dugc hi€u la cad nhan nguoi tiéu dung.

Céac quy dinh vé bao vé nguoi tiéu ding & Hoa Ky nam ca trong phap luat
cta lién bang va phap luat ctia cac bang. Tuy khong c6 mot dao luat chung thng
nhat vé bao vé nguoi tiéu diung ma trong d6 khai niém nguoi tiéu dung dugc giai
thich rd rang, nhung theo cac chuyén gia phap luat cia Hoa Ky, khai niém ngudi
tiéu dung chi duoc quan niém 13 c4 nhan ngudi tiéu dung. Cu thé, theo Michael L.
Rustad (2007) thi “ngudi tiéu dung 1a ca nhan tham gia giao dich véi muc dich chu
yéu vi nhu cdu ca nhan hodc sinh hoat ho gia dinh.” [85].

Péi v6i lién minh Chau Au, Trudc day, khi chua co giai thich rd rang, da
ting ¢ vu tranh chip vao nim 1991 trong d6 cac dwong su dé& nghi Toéa Cong Iy
chau Au (European Court of Justice) giai thich khai niém ngudi tiéu dung bao gdm
ca cac doanh nghiép khi mua san phém, dich vu khong nhdm muc dich hoat dong
kinh doanh. Tuy nhién, Toa Cong 1y Chau Au d bac bé dé nghi nay va cho rang,
nguoi tiéu dung chi duoc hiéu 13 cac ca nhan nguoi tidu dung, khong bao gdm cac
chu thé khac (Geraint & Stephen, 2005) [54]. Khai niém nguoi tiéu dung trong cac
van ban phéap luat vé bao vé ngudi tiéu ding cta Lién minh Chau Au d3 dugc giai
thich trong Chi thi s6 1999/44/EC ngay 25/5/1999 vé viéc mua ban hang hoa tiéu
dung va cac bao dam co6 li€n quan [125]. Chi thi nay giai thich nguoi tiéu dung la
bat clr tw nhién nhan (tc 1a ca nhan) nao tham gia vao cac hop dong diéu chinh
trong Chi thi ndy vi muc dich khong lién quan t6i hoat dong kinh doanh hodc nghé
nghiép cta minh. (Francise Rose, 2008) [53].
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Nhin chung, xu hudéng chung mang tinh thong 1€ trong phap ludt bao vé
nguoi tiéu ding & cac qudc gia trén thé gidi 1a ngudi tiéu dung chi nén gidi han 1a
c4 nhan mua sim hang hoa, dich vu vi muc dich khong nham muc dich hoat dong
kinh doanh, thuong mai hodc hoat dong nghé nghiép chuyén nghiép. Ngoai ra, viéc
quy dinh nguoi tiéu dung chi 1a ca nhan s& gop phan khu biét hoa déi trong dugc
bao vé, va dbi voi nude ta ¢ thé tap trung nguén luc von ¢6 han cho viéc bao vé
nhom nguoi tiéu dung yéu thé nhat, can dugc bao vé nhat — d6 chinh 1a cic c4 nhan
tham gia mua sdm hang hoa, dich vu nhdm muc dich sinh hoat tiéu dung ca nhan
ctia ban than hodc cua gia dinh minh. Ngudi tiéu dung duoc hiéu theo hudng nay
cling gop phan nang cao y thirc tyr bao vé cia cac chi thé khac c6 hoat dong mua va
stt dung hang hoa khi tham gia quan hé thi truong, dam bao tot hon nguyén tic tu
do hop dong. Pay diéu rat can thiét trong bdi canh phat trién nén kinh té thi truong

O nudc ta trong giai doan hoi nhap manh mé nhu hién nay.

Nhu vay, c6 2 khéai niém la khach hang (customer) va nguoi ti€u dung
(consumer). Trong thuc té, c6 rat nhiéu trudng hop khach hang ciing chinh 1a nguoi
tiéu dung va nguoc lai nguoi tiéu dung cling chinh 1a khach hang. Do 6, d6i voi
khai niém vé su hai long, rat nhiéu cac tai liéu nghién ctru da sir dung chung 2 khai
niém khach hang va nguoi ti€u dung véi y nghia tuong duong nhau va khong qua
rach roi phan biét 2 khai niém nay. Muc ti€u nghién ctru cua luan an la sy hai long
va cac nhan t6 anh huéng dén su hai long ctia nguoi tiéu dung. Tuy nhién, cac khai
niém vé sy hai long ctia khach hang ma cac nghién ciru trong va ngoai nude di dinh
nghia van c6 thé ap dung va diing voi dbi tugng 1a nguoi tiéu dung trong rat nhiéu
hoan canh cu thé. Vi thé, trong pham vi nghién clru cua luan an nay, khai ni¢m sy

hai 1ong cta khach hang ciing c6 thé ap dung cho dbi twong 1 ngudi tiéu dung.
1.2.1.2. Khai niém vé sy hai 1ong

Su hai long cua khach hang 1a khai niém trung tdm trong cac ly thuyét va
hoat dong thyc té Marketing. Marketing nhan manh viéc mang dén cho khach hang

su hai long va nho d6 dat dugc lgi nhuén. Két qua 1a, chat luong téng thé cua cudc
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song dugc tang Ién. Do do, su hai long cua khéach hang 1a yéu t6 song con dé cac
doanh nghi€p hudng t&1 va c6 gang théa man duge cac nhu cau khac nhau cua

khach hang, doanh nghiép va xa hoi (Yi va Youjae, 1993) [117].

Céc quan diém, khai niém vé sy hai 1ong c6 nhiing thay doi nhét dinh theo
thoi gian va pham vi tng dung. Xét theo khia canh thoi gian, khai niém vé sy hai

long dugc mét s6 hoc gia dua ra nhu sau:

+ Nghién ctru ciia Westbrook (1980) cho rang su hai long cua khach hang
duge do trén co so su danh gia khach quan cua khach hang vé trai nghiém va két
qua ctia hanh vi mua [112]. Khai niém nay khang dinh su hai 1ong cua khach hang

c¢6 thé do duoc trén co s nhimg danh gia khach quan véi cac thang do.

+ Churchill va cac cong su (1982) cho ring vé 1y thuyét, hai long 13 két qua
clia viéc mua va sir dung, xuat phat tr su so sanh trudc cua khach hang gan véi
nhiing gi nhan dugc va bo ra khi mua [42]. Vé thuc té, hai 10ng giong nhu thai do,

dugc coi 1a tong hop sy hai long v6i dic tinh khac nhau.

+ Westbrook va Michael (1983) dinh nghia sy hai long 1a phan ing cam xuc
d6i véi kinh nghiém tiéu dung duoc cung cap (boi/va) gan véi san pham/dich vu cu
thé d3 mua, v6i cac ctra hang ban 16 hodc thdm chi 13 mAu hanh vi mua va hanh vi
clia ngudi mua ciing nhu thi trudng néi chung [113]. Mot phan Gng cam gidc xut
phat tir qua trinh nhéan thirc danh gi4, theo d6 nhan thirc (hodc niém tin) vé mot d6i

tuong, hanh dong hoac mat diéu kién duoc so sanh véi gia tri cua chinh ho.

+ Theo Cadotte va cac cong su (1987), su hai long dugc khai quat nhu la

cam giac hinh thanh tr viéc danh gia qua kinh nghiém ti€u dung [39].

+ Tse va Wilton (1988) cho rang sy hai long ctia ngudi tiéu dung 1a su phan
ng clia nguoi tiéu ding dé danh gia vé khoang tréng cam nhan duoc giita nhiing
mong doi trudc khi mua (hodc voi chudn muc cua sy hoan chinh) so v&i sy hoan
chinh thyc té cta san pham ma nguoi tiéu dung cam nhan duge sau khi tiéu dung nd

[108].
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+ Brown (1992) khai ni¢m hoa sy hai long cua khach hang 1a trang thai cam
xtc ma & d6 nhu cau, mong mudn va mong doi ctia khach hang vé mot san pham
hodc dich vu, dugc dap Gmg hodc vuot trén ca sy mong doi [38]. Tir d6 dan dén
hanh vi mua hang lip lai, sy trung thanh va truyén miéng nhitng diéu tot dep vé san
pham/dich vu/doanh nghiép t6i nhitng ngudi khac. Khai niém nay tiép can sy hai
long & murc dap ung dugc, tham chi trén ca sy mong doi ctia khach hang. Tir d6 dan

dén nhirng hanh vi sau mua.

+ Mano & Oliver (1993) dua ra quan diém sy hai 1ong vé san pham 1a mot

thai 46 - giéng nhu danh gia sau mua va c6 sy thay doi 1én xudng lién tuc [84].

+ Halstead & cac cong su (1994) néu quan diém sy hai long ciia khach hang
la phan Umg tam 1y cu thé, tirc thi xuét phat tir su so sdnh cua khach hang vé su hoan

chinh ctia san pham véi mdt vai tiéu chuan trudc mua [63].

+ Levesque & céc cong su (1996) thi dinh nghia su hai long cua khach hang
chinh 1a trang thai, cdm nhan cua khach hang ddi v4i nha cung cép dich vu sau khi
sir dung dich vu d6 [82]. Ngoai ra, quan diém su hai 1ong cua khach hang 1a sy phan
hdi tinh cam, toan b cam nhén cta khach hang ddi v6i nha cung cap dich vu trén
co sO so sanh su khac biét gitra nhitng gi ho nhan dugc so véi mong doi trudc do
cling d3 nhan duoc sy dong tinh cta Zineldin & Jonssonan (2000), Kotler (2000)
[121, 77], hay Jamal & Naser (2002) [68].

+ Kotler (1997) cho rang sy hai 1ong ciia khach hang 14 cam giac thoa man
hoic thit vong v&i két qua trén co s& so sanh tinh ning, hoat dong cta san
phém/dich vu nhan thirc dugc thong qua sir dung véi mong doi ban dau cua khach
hang [76]. Khai niém cta Kotler di tiép can vé ca hai phia ctia sy hai 1ong ¢ sy thoa
méan va thit vong. Pong thoi chi ra cach thitc do ludng su hai 10ng bang hiéu sb
gitra thuc té va mong doi vé tinh nang, hoat dong cua san phém/ dich vu.

+ Oliver (1997) dua ra khai niém mot cach tong quat vé sy hai long: 1a phan
g tron ven cta khach hang d6i v6i san pham/dich vu ma doanh nghiép cung tng

[95]. D6 1a nhitng danh giad vé dic tinh ciia mot san pham/dich vu véi mic d6 hai
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1ong thé hién trong tit ca cac van dé lién quan dén hoat dong tiéu dung, bao goém ca

cac muc do khi thuong vu da hoan tat hodc chua hoan tt.

+ Bitner va Zeithaml (2003) dua ra khai ni€ém sy hai long mét cach khai quat
la sy danh gia cua khéach hang vé san phém hodc dich vu trong viéc san phém hoac

dich vu d6 dap tng dugce nhu ciu va mong doi cua khach hang nhu thé nao [34].

+ Trong nghién ctru cua Delone va McLean (2004) [47], su hai long duoc
cho 13 mdt phuong tién quan trong dé do luong quan diém cua khich hang vé mot
hé théng thwong mai dién tir, dién ra trong sudt qué trinh trai nghiém cua khach

hang tur thu thap thong tin, dén cac hoat dong mua, tra tién, nhan hang va dich vu.

+ Nghién ctru ciia Grace T.R. Lin va Chia-Chi Sun (2009) vé “Céc yéu td tac
dong dén su hai long va trung thanh cta khach hang voi mua hang truc tuyén: mé
hinh téng hop” di khai niém hoa sy hai 1ong cta khach hang 13 trang thai cam xuc
bén trong cia khach hang vé nhiing hoat dong mua hang trong qua kht va trai

nghiém trong qua trinh mua hang trén website [57].

+ Nghién ctru cia Zhao Gong-min (2010) dua ra khai niém sy hai long cta
khach hang truc tuyén 13 trai nghiém thudc vé tam 1y sau khi mua hang truc tuyén
[120]. N6 do ludng muc dd khac biét giita nhiing trai nghiém thuc té vé san
pham/dich vu ctia mot doanh nghiép truc tuyén cung tng v6i mong doi ban dau cia

khach hang.

Nhu vay, da c6 rat nhiéu nha nghién ctru dua ra cic khai niém khac nhau vé
su hai long cua khach hang. Ké thira va théng nhat véi cach tiép can cua cac khai
niém noéi trén, déng thoi dua trén muc tiéu nghién ctru, luan an da st dung khai
niém su hai 10ng cua tac gia Oliver (1997) véi ddi twong cu thé 13 ngudi ngudi tidu
dung ddi v6i san pham thiét bi nha bép tai thi truong Viét Nam nhu sau [95]:

Sw hai long cia ngwoi tiéu ding la cam nhdn cia nguoi tiéu dimg doi voi
san pham/dich vu ma doanh nghiép cung vmg. Sw hai long dwoc xdc dinh trén co sé
danh gid vé ddc tinh ciia mét san phcfm/d_ich vu voi miec do hai long thé hién trong

tdt ca cdc van dé lién quan dén hoat dong tiéu dung.



36

1.2.1.3. Phan loai sy hai long
a) Dua trén co sé tam ly hanh vi

Trén co s tAm 1y hanh vi thi sy hai 1ong cua khach hang c6 thé duoc phan ra

thanh 3 loai hinh sau:

Hai long tich cuc (Demanding customer satisfaction): day la sy hai long
mang tinh tich cuc va dugc phan hoi thong qua cac nhu cu st dung ngdy mot ting
1én d6i v6i nha cung cap dich vu. Pdi v6i nhitng khach hang c6 sy hai long tich cuc,
ho va nha cung cap s& c6 mdi quan hé tét dep, tin nhiém 1in nhau va cam thiy hai
1ong khi giao dich. Hon thé, ho ciing hy vong nha cung cip dich vu s& c6 du kha
nang dap ung nhu cau ngdy cang cao ciia minh. Chinh vi vay, day 1a nhdm khéch
hang d& tré thanh khach hang trung thanh ciia doanh nghiép mién 1a ho nhéan thay
doanh nghiép ciing c6 nhiéu cai thién trong viéc cung cap dich vu cho ho. Yéu t6
tich cuc con thé hién & chd, chinh tir nhimg yéu cau khong nging ting 1én cia
khach hang ma nha cung cap dich vu vang nd lyc cai tién chat lwong dich vu ngay

cang tréd nén hoan thién hon.

Hai long 6n dinh (Stable customer satisfaction): d6i v6i nhitng khach hang
c6 sy hai 10ng on dinh, ho s& cam thay thoai mai va hai 1ong véi nhitng gi dang dién
ra va khong muén cé su thay doi trong cach cung cap san pham va dich vu ctia nha
cung cdp. Vi vy, nhitng khach hang nay to ra dé chiu, c6 sy tin tudong cao ddi véi

nha cung cap va san long ti€p tuc st dung san pham, dich vu ma ho cung cap.

Hai long thu déong (Resigned customer satisfaction): nhitng khach hang cé su
hai long thu dong it tin twdng vao nha cung cung dich vu va ho cho rang rat kho dé
nha cung cép dich vu c6 thé cai thién duoc chét luong dich vu va thay ddi theo yéu
cau ciia minh. Ho cam thay hai long khong phai vi cac nha cung cip thoa man hoan
toan nhu cau cua ho ma vi ho nghi rang s& khong thé nao yéu cau nha cung cap cai
thién tot hon nita. Vi vy, ho s& khong tich cuc déng gop y kién hay t6 ra thd o vai

nhitng nd luc cai tién cua cac nha cung cap.
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Ciing can phai no6i thém rang ngoai viéc phan loai sy hai long cua khach
hang thi mtrc d6 hai 1ong ciling anh hudéng rat 16n dén hanh vi ctia khach hang. Ngay
ca khi khach hang c6 cung sy hai long tich cuc d6i voi nha cung cp dich vu nhung
mirc d6 hai 1ong chi & mic “hai long” thi ho ciing ¢6 thé tim dén mot nha cung cap
khac va khong tiép tuc sir dung dich vu cua nha cung cap ndy. Chi nhitng khach
hang c6 mirc do hai long cao nhit “rit hai long” thi ho chéc chén s& 13 nhitng khach
hang trung thanh va ludn tng hd dbi v4i nha cung cip. Vi vy, khi nghién ciru vé sy
hai long ctia khach hang thi viéc lam cho khach hang hai long 14 rat can thiét nhung
viéc gitip ho cam thay hoan toan hai 10ng lai quan trong hon nhiéu. Pbi véi nhitng
khach hang hai long thy dong, ho co6 thé rdi bé nha cung cap bat cir lic nao trong
khi nhoém khach hang cam nhan “hoan toan hai long” thi sé 1a nhiing khach hang
trung thanh ctia nha cung cip. Su am hiéu ndy s& gitip nha cung cap c6 nhitng bién

phap cai tién chat lwong dich vu linh hoat cho tirmg nhom khach hang khac nhau.
b) Dura trén co sé cau tric sy hai long

Theo nghién ctru ciia Bitner & Hubbert (1994) c¢6 thé chia hai 1ong trong linh

vuc dich vu ra thanh hai loai [35]:

Hai long bo phdan (Encounter/Component service satisfaction): khach hang
c6 thé cam théy hai long vé1 mot by phan thuc hién dich vu nao d6 cua doanh
nghiép, chang han nhu hai long v6i dich vu chim soc khach hang, dich vu giao
nhan, dich vu thanh toan...

Hai long tong thé (Global/Overall service satisfaction): khach hang c6 thé
danh gia vé cam giac hai long néi chung ddi v6i dich vu ma doanh nghiép cung cap.
Hai 1ong bd phén co tic dong & cac mirc do khac nhau dén hai 1ong tong thé. Vi
vay, ¢co thé phan tach sy hai Iong ra thanh cac bd phan khac nhau dé xem xét murc
d6 tac dong dén hai long tong thé.

1.2.2. Mgt s6 nhan té co ban dnh hwéng dén sw hai 10ng cia ngwoi tieu dung

1.2.2.1. Méi quan h¢ giita yéu t6 gia dén sy hai long cua khach hang
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Gi4 ca 12 hinh thirc biéu hién bﬁng tién cua gia tri hang hoéa va dich vu. Gia
ca dugc xac dinh dya trén gia tri sit dung va cdm nhan cia khach hang vé san phém,
dich vu ma minh sir dung. Khach hang khong nhat thiét phai mua san pham, dich vu
¢ chét luong cao nhit ma ho s& mua nhiing san phém, dich vu dem lai cho ho su
hai long nhiéu nhat. Chinh vi vy, nhitng nhan t6 nhu cam nhan cia khach hang vé
gia va chi phi (chi phi st dung) khong anh hudng dén chat luong dich vy nhung s&

tac dong dén sy hai long ctia khach hang.

Trong nhiéu nghién ctru vé sy hai long ciia khach hang truéc day, tic dong
ctia yéu t6 gia ca it dugc cha ¥ dén so véi cac tiéu chi khac. Tuy nhién, cing véi sy
canh tranh ngdy cang manh mé cia thi truong va cac thay doi trong nhan dinh cua
khach hang vé san phém, dich vy, cac nha nghién ctru da xac dinh ré“lng gia ca va su
hai 1ong ciia khach hang c6 mdi quan hé sdu sic v6i nhau (Andaleeb va Conway,
2006; Dharmalingam va Kanna, 2011; Kaura, 2012) [30, 48, 75]. Do do, néu khong
xét dén nhan t nay thi viéc nghién ctru vé su hai long ctia khach hang s& thiéu tinh

chinh xac.

Khi mua mdt san phém, dich vy, khach hang phai trd mot chi phi nao do dé
d6i lai gia tri st dung ma minh can. Nhu vay, chi phi d6 dugc goi 1a céi phai danh
ddi dé c6 duoc gia tri mong mudn tir san phém, dich vu. Néu dem lugng hoa gia ca
trong twong quan gia tri ¢ dugc thi khach hang s& c6 cam nhan vé tinh canh tranh
clia gia ca la thoa dang hay khong. Chi khi nao khach hang cam nhan chét luong san
phém, dich vu ¢6 duge nhiéu hon so véi chi phi str dung thi gia ca dugc xem la canh
tranh va khach hang s€ hai long. Nguoc lai, khach hang s€ té ra khong hai long vi
cam thay minh phai tra nhiéu hon so v6i nhitng gi nhan duogc va gia ca trong truong
hop nay s& tac dong tidu cuc dén su hai 1ong cua khach hang. Pay 1a mbi quan hé
gitra luong gia ca, gia tri va gia tri cdm nhan. Tuy nhién, chinh gia cd cdm nhan mai
13 nhan t6 tac dong dén su hai long cta khach hang. C6 thé luong gia ca bo ra nhiéu
hon so véi gia tri nhan duge nhung khach hang cam nhan nhu thé 1 hop 1y thi ho
van s& hai 10ng va nguoc lai. Hai yéu t6 nay tac dong qua lai 13n nhau tuy vao do

nhay cua khach hang doi vdi gid cling nhu moi quan h¢ gitra ngudi st dung san



39

pham, dich vu véi nha cung cap san pham, dich vu. Ngoai ra, d¢ danh gia tac dong
cua nhan t6 gia ca dén sy hai long khach hang, ching ta can xem xét day du hon &
ba khia canh sau: gid so véi chat luong; gia so voi cac doi thu canh tranh; va gia so

vo1 mong doi cua khach hang.

Nhin chung, khi xem xét anh huéng cua gia dén su hai long cua khach hang
chung ta can nhan thitc mot cach day du hon gia & ddy bao gdm chi phi bo ra va chi
phi co hoi dé c6 duge san pham dich vu cling nhu twong quan cta gia dén nhiing
khia canh d3 dé cap ¢ trén. Tai phﬁn Khai niém sy hai long, tac gia da dé xuit sy hai
long cua nguoi tiéu dung s€ dugc xac dinh trén co s& nguoi ti€u dung danh gia
khach quan vé dic tinh ctia mot san phém hoac dich vu. Trong pham vi ludn an nay,
yéu t6 gia dugc xac dinh 1a mot trong nhitng dic tinh cua san pham va yéu tb gia ca
dugc xem xét chinh 1a tinh canh tranh cua gi4 cling nhu sy phu hop cia gid so voi
chat luong san pham. Néu khach hang cam nhan tinh canh tranh cia gia ca cang

cao, gia ca phut hop voi chit luong san pham thi ho s& cang hai long va nguoc lai.
1.2.2.2. Mdi quan hé giira chat lugng dich vu va su hai long cta khach hang

Chat lugng dich vu va sy hai long cua khach hang tuy la 2 khai niém khac
nhau nhung lai co6 méi lién hé chit ché, mat thiét v6i nhau trong nghién ctru dich vu
(Parasuraman & céc cong su, 1988) [97]. C6 mdt sb bang ching thuc nghiém cho
théy chét lwong dich vu 1a mét tién dé quan h¢ nhan qua véi su hai long cia khach
hang (Cronin & Taylor, 1992) [44] va da sd cac nha nghién ctru cho rang giita chat
luong dich vu va su hai long ctia khach hang c6 mdi lién hé v6i nhau (Spreng & cac
cong su, 1996) [105]. Tuy nhién, Zeithaml & Bitner (2000) lai cho rang sy hai long
cua khach hang 1a mdt khai niém téng quat bao g6m chat luong dich vy, chat lugng
san pham, gia ca, yéu td tinh hudng va yéu té ca nhan, trong khi chat lugng dich vu
chi tap trung vao céc nhan t6 cta chit luong dich vu [119].

Cho du chét lugng dich vu chi 1a mét khia canh trong su hai long cua khach

hang, nhung chét lugng dich vu lai 1a nhan td tac dong manh mé dén su hai long cua

khach hang (Cronin & Taylor, 1992; Yavas & cac cong su, 1997) [44, 116]. Néu
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nha cung cip dich vu dem dén cho khach hang nhiing san pham c6 chét luong thoa
mén nhu cau cia ho thi nha cung cap dé da budc dau lam cho khach hang hai 1ong.
Do d6, mudn nang cao sy hai 1ong cua khach hang, nha cung cip dich vu phai ning
cao chét lugng dich vu. Noi cach khac, chét lugng dich vu va sy hai long ctua khach
hang c6 mdi quan hé twong hd, chit ché voi nhau, trong d6 chit lwong dich vu 1a cai
tao ra trudce, quyét dinh dén sy hai long cua khach hang. Mdi quan hé nhan qua giira
hai yéu t6 nay 1a van dé then chdt trong hau hét cac nghién ctru vé sy hai 1ong cia
khach hang.

1.2.2.3. Méi quan hé gitra chat luong san pham va su hai 1ong cta khach hang

Nhu chiing ta biét, chat luong san pham 13 sy phi hop véi cac dic tinh san
pham (Juran, 1951; Crosby, 1979) [72, 45]. Cac thudc tinh von ¢ clia san pham tao
ra sy ky vong cho khach hang vé cic tinh ning ciia san pham c6 thé thoa man cac
nhu ciu cta ho. P6i v4i san pham hitu hinh, khach hang c6 thé biét trudc duoc chat
luong san pham qua cac thong sb k¥ thuat cua san pham. Piéu nay gidng nhu trong
kinh té hoc thong tin, cac thong sb ndy 1a céc tin hiéu tao 1én sy ky vong ciia khach
hang (Mankiw, 2005) [83]. Mit khac, viéc dap ung cac ky vong cua khach hang vé
san pham chinh 13 tao ra su hai 1ong cia khach hang ddi véi san pham (Kotler va
Armstrong, 2004) [78]. Nhu viy, ta c6 thé thdy rang, chat luong san phim dugc
sinh ra tir ky vong ctia khach hang va cac thudc tinh vén c6 cua san pham. Su hai
1ong cta khach hang 1a viéc dap ung cac nhu cau, ky vong cta khach hang. Do do,
c6 thé xem chét luong san phim nhu mot nguyén nhan tao 1én sy hai 1ong cua

khach hang vé san pham.
1.2.2.4. Méi quan hé giira yéu t6 con ngudi va su hai long cua khach hang

Parasuraman va cac cong su (1988) cho rang yéu td con ngudi la thanh té
dong vai tro quan trong, 13 yéu t6 trung gian giup théa méin nhu ciu ctia ngudi tiéu
dung dé tir d6 thiic day hanh vi tiéu dung [97]. Cac nghién ctru trude day di cho
thdy yéu to con ngudi 1a nguyén nhan dan dén sy théa man (Cronin & Taylor, 1992)

boi 1€ con ngudi 1a phuong tién trung gian lién quan dén viéc cung cap san
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phém/dich vu, con su thoa man chi danh gid duoc sau khi da st dung san phém/dich
vu d6 [44]. Néu chat luong cia mot san pham/dich vu duogc cai thién nhung khong
dua trén nhu ciu cta khach hang thi khach hang s& khong bao gid théa man véi san
pham/dich vu d6. Do d6, khi yéu t6 con nguoi hd trg cung cap day du théng tin vé
san pham/dich vu s& giup khach hang cam nhan san pham/dich vu c6 chat luong
cao, va tir 6 thuc day hanh vi tiéu dung ciing nhu gia ting sy hai long cua khach

hang.

Trong cudn sach best-selling cia minh, Good to Great — Tir t6t t&i tuyét voi,
tac gia Jim Collins kham pha ra rang yéu t6 quan trong nhat duoc ap dung boi cic
cong ty tot nhat d6 1a ho ludn dua duoc nhiing con ngudi tot nhat 1én xe va dua
nhimg con nguoi kém coi ra khoi xe. Mot khi cac cong ty ndy tuyén dung duoc
nhitng nhan vién thich hop, budc thir hai d6 1a dat nhiing con nguoi thich hop do
vao nhiing chiéc ghé thich hop trén xe. Con nguoi 14 mot trong nhitng yéu t6 quan
trong hang dau trong marketing, con ngudi tao ra san pham, tao ra dich vu va ciing
chinh con ngudi anh huong tot, xdu dén két qua su viéc. Boi day 1a yéu t& mang
tam quyét dinh chua chdt do d6 viée tuyén chon, ddo tao nhan sy ludn 1a mbi quan
tam hang dau cua tat ca doanh nghiép. Con ngudi 1 nhan t6 khong thé thiéu tham
gia vao quy trinh cung Gmg san pham/dich vu ctia mot cong ty. Do vy, sy hai long
ctia khach hang ciing nhu su thanh cong ctia mot cong ty phu thudc rat nhiéu vao
viéc tuyén chon va dao tao con ngudi. Chinh vi thé kha nang lwa chon, tuyén dung
va giit chan nhimg con ngudi thich hop voi nhitng nang lyc va k¥ niang tot dé hoan

thanh cong viéc dugc giao pho 1a rit quan trong.
1.2.2.5. Mi quan hé gitra yéu t6 thuong hiéu va sy hai 10ng ctia khach hang

Thuong hiéu 1a tai san quy gia cua doanh nghié¢p, 1a sy ghi nhan cia khach
hang ddi vai nhirng 16 lyc ctia doanh nghiép. DPé c6 dugc mot thuong hiéu thi trudc
tién moi thanh vién trong doanh nghiép can phai tap trung nd luc sao cho bicu
tugng, logo ciia san pham dugc khach hang chip nhan tic 12 né can phai chira dung

moi no lyc va tri tu¢ cua moi thanh vién trong doanh nghiép, tat ca cac thanh vién
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trong doanh nghiép can phai dong long trong viéc tao ra dugc san phim c6 chat
luong dam bao va on dinh. Khi mot thuong hiéu dugc nhiéu ngudi tiéu dung biét

dén thi n6 thyc su 13 mot tai san quy gia cua doanh nghiép.

Mot thuong hiéu manh sé& gitip cho doanh nghiép c6 duoc lgi thé canh tranh
trong 1au dai. Thuong hiéu s& 1am cho khach hang tin vao san phdm cua doanh
nghiép. Mot san phdm hang hoa da c6 thuong hiéu manh thi tac 1a di dwge nhiéu
ngudi tiéu dung biét dén va sir dung nhu vay san phadm hang hoa c6 chat lugng tot.
Khong xa la gi voi viéc nguoi tiéu dung thuong gioi thi€u cho nhau nhitng san
phém uy tin ho da s dung véi ban be, nguoi than. Do do, cac doanh nghiép can cb
chién lugc 1au dai véi viéc xay dung thuong hiéu nham tao long tin va sy hai long

cho khéach hang.
1.2.2.6. Mdi quan hé gitra yéu to kénh phan phdi va sy hai long ctia khach hang

Xét & tam vi mo, kénh phan phdi duogc coi 12 con dudng van dong cia hang
héa va dich vu tir noi san xuat dén noi tiéu dung. Dudi goc d6 ngudi tiéu dung,
kénh phan phdi 1a mot hinh thire 1am cho hang hoa san sang ¢ nhitng noi ma nguoi
tiéu ding mong muén mua dugc san pham véi gid hop 1y. Dudi goc d6 cua ngudi
san xuat, kénh phan ph6i 1a sy to chitc cac mdi quan h¢é bén ngoai nham thuc hién
cac cong viéc phan phdi dé dat dugc muyc tiéu phan phdi ctua doanh nghiép trén thi
truong. Poi voi mot doanh nghiép, tiéu thu hang hoa ludn 1a mot van dé quan trong,
quyét dinh sy ton tai va phat trién cia doanh nghiép. Hé thong kénh phan phdi 1a
yéu to quan trong va can thiét dé két ndi nguodi san xuat va ngudi tiéu dung, cd
nghia 13 phan phéi hang hoa va dich vu dap tng nhu cau ctia khach hang, cung cap
hang hoa cho ho ding thoi gian, ding dia diém va mirc gia c6 kha nang thanh toan.
Hién nhién rang, nguoi tidu dung s& cam thay hai 1ong hon véi san pham ma ho c6
thé dé dang mua duogc tai nhiéu dia diém khéac nhau. Do d6, cac doanh nghi¢p can
cha trong phét trién mang ludi kénh phan phéi nham dua san pham/dich vu cia
minh c6 thé dé dang dén tay ngudi tiéu dung tir d6 ting su hai long ciia nguoi tiéu

dung d6i véi san pham/dich vu ctia doanh nghiép minh.
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1.2.2.7. Mbi quan hé giira yéu t6 thong tin vé san pham/dich vu va su hai long cua

khéch hang

D4i v6i rat nhiéu loai san pham hang hoa dang dugc bay ban trén thi trudng,
d6i khi nguoi tiéu dung khong thé hiéu hét cac dic tinh, thong sé k¥ thuét cta san
pham. Do d6, chic chin ring ngudi tiéu dung s& cam thiy hai long hon khi duoc
giai dap moi thic mic vé hong tin k§ thuat cua san pham ma minh mua hay c6 thé
tiép can mot cach dé dang thong tin clia san pham tir nhiéu cach tiép can khac nhau
nhu tra ciru online, goi dién tong dai tu van,... Chinh vi vay, cac doanh nghiép ciing
can phai dau tu vao dich vu thong tin k¥ thuit nhdm dam bao moi lac, moi noi
nguoi tidu ding sé duoc giai dap moi thic mic vé cac thong tin k¥ thuat cta san

pham.

1.3. Co sé& ly thuyét vé chién lwgc Marketing
1.3.1. Khai nigm vé chién Iwec Marketing
1.3.1.1. Marketing

Marketing ra doi trong nén san xuat hang hoa tu ban cha nghia nham giai
quyét mau thuin giita cung va cau. Vao nhitng nim dau cua thé ki 20, nhiing kién
thire dau tién vé marketing dugc giang day trong cac trudng dai hoc ciia Hoa Ky,
sau d6 lan sang cac truong dai hoc khic va dan trg thanh phd bién ¢ hau khap cac
nudc c6 nén kinh té thi truong. Viét Nam da tiép nhan va dua vao giang day mon
hoc Marketing tai cac truong hoc vao cudi nhirng nam 80 dau 90 khi nén kinh té

dang dan chuyén sang co ché thi truong.

Nam 1960, Hi¢p héi Marketing Hoa Ky (AMA - Ameria Marketing Ass) da
dinh nghia “Marketing l1a toan by hoat dong kinh doanh nham hudng céc luéng
hang hoa va dich vu ma ngudi cung tng dua ra vé phia nguoi tiéu dung va ngudi sir
dung”. C6 thé thay rang, khai niém ndy chiu anh hudng cua tu tuéng Marketing
truyén thong, nhdn manh khau phan phdi, lwu thong hang hoéa. Tirc 14 nd lyc nham
ban cai da san xuét ra, chua thé hién duoc tu tudng lam sao co thé san xuét ra mot

san pham c6 thé ban dugc.
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Trai qua nhiéu qua trinh nghién ctru va phat trién, Marketing hién duwoc da
duogc Philip Kotler (2005) dinh nghia nhu sau [16]: “Marketing 1a mot dang hoat
dong cta con ngudi nham théa min cic nhu cdu va mong mudn thong qua trao
d6i”. Pinh nghia nay cua Philip Kotler dugc cho 13 dinh nghia tong hop day du cac
¥ nhat va duoc xay dung trén co sé hang loat cac khai niém c6t 161 nhu nhu ciu,

mong muon, va trao doi.

bén nay, theo khai niém méi nhét cia AMA nam 2013 thi Marketing dugc
hiéu 1a hoat dong, tip hop cac thé ché, va cac quy trinh nhim tao dung, giao tiép,
phan phdi va trao ddi cac dich vu c6 gia tri cho khach hang, déi tac va xa hoi noi

chung [123].
1.3.1.2. Chién luogc

C6 rat nhiéu khai niém vé chién lugce va chién luoc 1a thuat ngilt co nguff)n
gbc tir linh vuc quan sy. Nhung ngay nay, thuat ngit “chién lugc” dugc sir dung
nhiéu trong linh vuc kinh doanh va quan trj doanh nghiép. Cho dén nay, c6 nhiéu

quan diém veé chién lugc tuy thudc vao quan niém cia moi tac gia.

Theo Alfred Chandler (1962) [41], “chién luoc bao gdm nhimg muc tiéu co
ban dai han ciia mot to chic, déng thoi Iwa chon cach thirc hodc tién trinh hanh
dong, phan bod nguén luc thiét yéu dé thyc hién cac muc tiéu do”.

Quinn (1980) da dua ra dinh nghia “Chién lugc 1a mé thirc hay ké hoach tich
hop cac muc tiéu co ban, cac chinh sach va chudi cac hanh dong cua té chirc vao
trong mot tong thé két dinh chat ch&” [100].

Sau d6, Johnson va Schole (1999) di dinh nghia lai chién lugc trong diéu
kién moi truong da céd nhiéu thay ddi, cu thé “Chién luge 1a ngh¢ thuat xay dung
cac loi thé canh tranh viing chic dé phong thu” [71].

Tom lai, c6 thé hiéu chién lwoc 13 mot chuong trinh hanh dong tong quat

huéng dén viéc thuc hién nhitng muc tiéu dai han cua doanh nghiép, lya chon
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nhirng chinh sach cling nhu cac ké hoach chu yéu dé dat duoc muc tiéu, tao loi thé

canh tranh cho doanh nghiép.
1.3.1.3. Chién lugc Marketing

Hién nay, c6 rat nhiéu cac dinh nghia khac nhau vé chién lugc Marketing,
trong d6 theo tac gia Nguyén Xuin Quang (2003) thi “Chién lvoc Marketing 13 sy
két hop ddng bo mang tinh hé thong giita Marketing hdn hop va thi truong trong
diém [20]. Cac tham s6 Marketing hdn hop dugc xay dung va huéng t6i mot nhom

khach hang (thi truong trong diém) cu thé”.

Tuy nhién, trong hoan canh mdi trudng day bién dong va khong ngimg thay
d6i nhu hién nay thi dinh nghia cta Philip Kotler duoc coi 1a phii hop nhat. Theo
tac gia nay thi “Chién luoc 14 hé théng luan diém logic, hop 1y lam cin ct chi dao
mot don vi to chuc tinh toan cach giai quyét nhitng nhiém vu Marketing cta minh.
No6 bao gém cac chién lugc cu thé dbi voi cac thi truong muc tiéu, ddi voi phtc hé
Marketing va murc chi phi cho Marketing” (Philip Kotler, 2005) [16]. Chién lugc
Marketing theo dinh nghia ctia Philip Kotler dugc xem l1a mdt chién luge chuc
ning, duoc phat trién & cip don vi kinh doanh va 1a su 1y luan (logic) Marketing ma

nhd d6 mot don vi kinh doanh c6 thé dat dugce cac muc tiéu ctia minh.
1.3.2. Vai tro va ce sé cia viéc xay dung chién lwoc Marketing cia doanh nghigp
1.3.2.1. Vai tro ciia chién lwoc Marketing

Chién Iuoc marketing la hoat dong hét sicc quan trong trong hoat dong kinh
doanh cua doanh nghiép, chién lugc marketing gidp doanh nghiép tim kiém nhiing
thong tin hitu ich vé thi truong, gitp cho san pham cua doanh nghiép luén thich &ng
Vv6i nhu cau thi trudng ma con gidp cho doanh nghiép kiém soat dwoc gia ca, dé ra
dugc cac bién phap nghiép vu va nghé thuat ban hang,... Thong qua viéc thyc hién
cac chién lugc marketing, doanh nghiép c6 thé dua hang hod tir noi san xuit dén
nguoi tiéu ding cudi cung theo ding kénh, ding ludng, ding thoi diém, dam bao
cho hang hoa duoc phan phdi hiéu qua, tiét kiém, chinh xéac, gop phan mang lai loi

nhuan cao nhat cho doanh nghiép.
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Chién luoc marketing con gitp cho doanh nghiép kiém soat duoc cac nd luc
thuc day doanh sé ban hang cua minh théng qua cac hoat dong mang tinh bé noi
nhu quang cdo, xic tién ban hang, dich vu hau mai, hoi chg,... Mot chién luoc
marketing tot s& giGp ich rat nhiéu cho doanh nghiép trong viéc chiém linh thi
treong va ting tinh canh tranh cua hang hoa, dich vu ddi véi cac dbi thu canh tranh
khac. Théng qua marketing, doanh nghiép tiép can véi thi truong, thu thap duoc
nhitng thong tin can thiét, cung cap duoc nhiing thdng tin cho khach hang, chinh
phuc khach hang hién tai va 16i kéo duoc nhitng khach hang tiém ning, nhitng
khach hang cua ddi thu canh tranh. Thuc hién tét chién lugc marketing ciing tao cho
doanh nghiép mét hinh canh dep trude khach hang, nho vay ma uy tin cua doanh

nghiép tang 1én.

Thiét ké va t6 chic thuc hién tbt chién lwgc marketing sé giip doanh nghiép
tao dyng dugc cau ndi viing chac voi khach hang. Thong qua y kién khach hang,
doanh nghiép s& c6 diéu kién nhin nhan vé uu, nhuge diém cua hang hoa dich vu
minh mot cach khach quan. Tir d6, doanh nghiép c6 nhiing chién luoc hop Iy, kip
thoi. Nhu vay, doanh nghiép mudn dat duoc muc tiéu kinh doanh dit ra thi mot van

dé khéng thiéu duoc do6 1a xay dung that tét cac chién luoc marketing.

Vai tro cua chién lugc Marketing chi c6 thé dat dugc néu doanh nghiép xay
dung mot ké hoach chién lugc Marketing hop ly, cé su gén két chat ché cua chién
lwgc Marketing, cua moi bd phan cd nhan hudng vé thi truong muc tiéu da lya
chon. Xay dung chién lugc Marketing dung hudng tao diéu kién thuan loi thyc hién

tot nhiém vu kinh doanh.
1.3.2.2. Co 56 cuia viéc xdy dung chién lwpc Marketing

Chién luoc Marketing 12 su lya chon phuong hudng hanh dong tir nhimng
phuong an khac nhau li€én quan td1 mét thi trudng cu thé, v& mot hang hoéa cu thé.
Chién lugc marketing 13 sy 1y luan (logic) Marketing nhd d6 mot don vi kinh doanh
hy vong dat dugc cac muc tiéu Marketing ctia minh. Do chiu tac dong ctia nhiéu

yéu t, nén khi xay dung chién lwoc Marketing phai xuat phat tir nhidu cin ctr khac
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nhau. C6 3 can ctr chu yéu ma ngudi ta goi la tam gidc chién lugce: can clt vao khach

hang, can ctr vao kha nang ctia doanh nghiép, can cir vao doi thu canh tranh.

- Cdn cir vao khdch hang: Trong nén kinh té thi truong, dic biét 1a trong diéu
kién xa hoi ngdy cang phat trién thi nhu cau tiéu dung hang héa va dich vu giira cac
nhém dan cu ciing ngdy cang bi phan hoa, boi thé ciing khong con thi truong dong
nhat. Dé ton tai va phat trién, mdi doanh nghiép c6 thé va can phai chiém duoc cac
phan doan khac nhau cua thi truong. Khong chiém duoc thi truong thi doanh nghiép
khong c6 d6i tuong dé phuc vu va do do, ciing khong thé co hoat dong kinh doanh
ctia doanh nghiép. Do vay ngudi ta néi, khach hang 1a co s& cia moi chién luoc, 13
soi chi do xuyén sudt qua trinh xay dung, trién khai va thuc hién chién lugc

Marketing cta bét cit doanh nghiép nao.

Dé chién luoc Marketing thuc sy dua vao khach hang, khi xdy dung chién
lugc doanh nghi¢p phai phan doan thi truong, va trén co s¢ d6 xdc dinh ty trong
khach hang ma doanh nghiép c6 bon phan phai chiém duwgc. Cac nha xiy dung

chién lugc thuong st dung hai cach phan doan thi trudng:

Thir nhét, phan doan theo muc dich sir dung: Co s& cia cach phan doan nay
la can cir vao muc dich ctuia khach hang trong viéc st dung san phém va dich vu.
Thong qua viéc phan chia thi truong theo muc dich st dung, doanh nghiép cé thé

chon cho minh nhom khach hang chién luoc.

Thir hai, phan doan theo kha ning dap ung nhu cau: Cach phan doan nay
xuét phat tir kha ning giéi han ctia doanh nghiép vé ngudn luc so voi yéu cau 16n
cua thi truong. Su phan doan thi truong theo hudng nay sé giup doanh nghiép chon

dugc phan thi truong phu hop véi kha nang vé ngudn luc ctiia minh.

- Can cir vao kha nang cua doanh nghi¢p: Tt nhitng ndm 80 tr¢ lai day, su
phat trién cta cac doanh nghiép nhanh hon téc do ting nhu cau d3 gy ra nhiéu sy
canh tranh khdc liét giira cac doanh nghiép véi nhau ciing nhu giita cac qudc gia
trén thé gidi. Tinh hinh d6 doi hoi doanh nghiép phai quan tdm dén viéc khai thac

thé manh cta minh trong xay dung chién luoc Marketing. Kha nang khai thac thé
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manh cua doanh nghi€p 1a mét thuc té, vi bat ctr mot doanh nghiép nao néu so véi
céc doanh nghiép khac déu co nhiing diém manh va diém yéu. Khi xdy dung chién
lwge Marketing, doanh nghiép can khai thac triét dé cac diém manh ctia minh va tim

bién phéap khac phuc cac diém yéu.

- Cén cir vao doi thi canh tranh: Co sé dé xay dung chién luge Marketing
theo cin ctr nay 1a so sanh kha ning ctia doanh nghiép voi cac d6i thu canh tranh dé
tim ra loi thé. Loi thé cua doanh nghi¢p so vadi cac doanh nghiép khac dugce thé hién
& vu thé vo hinh va wu thé hitu hinh. Dé tim ra loi thé, doanh nghiép can “dap v&
cac van dé thanh nhitng manh nhé”. Tir nhitng manh nhé van d¢, doanh nghiép s&

tim ra nhitng di€m vuot troi qua su phan tich, doi chiéu ti mi.

Céc chién luge Marketing can néu rd phan doan thi trudng ma doanh nghiép
can tap trung. Nhitng phan doan thi truong nay khac nhau vé thi hiéu, sy dap ung
d6i v6i nd lyc Marketing va tinh doanh lgi. Doanh nghiép phai biét danh nd luc va
nang luc cho cac phan doan thi truong ma minh c6 thé phuc vu tdt nhat xét tir quan
diém canh tranh. Nhitng ngudi quan tri can phac hoa ra cac chién lugc chuyén biét
cho nhiing yéu td thuoc Marketing-mix nhu cac san pham méi, dinh gia, phan phdi,
quang cdo, ban hang truc tiép va cau dan qua cach ban,... Ho can giai thich viéc mdi
chién lugc phai dap tmg ra sao v6i mdi de doa, nhitng co hoi va cac van dé chi yéu
d3 dugc néu qua cac giai doan trudc ddy cia ké hoach. Nhitng ngudi quan tri ciing
can néu rd ngan sach Marketing sé can dén dé thyc thi nhiéu chién luoc khac nhau.
Ngan sach cang cao sinh ra nhiéu doanh sé hon, nhung van dé dit ra 1a nha quan tri

phai biét tim kiém ngan sach Marketing dé san sinh ra birc tranh lgi nhuan tét nhat.
1.4. P& xuat md hinh nghién ciu

Hién nay, ddi voi vin dé xac dinh cac nhan t6 anh hudng dén su hai 10ng cua
nguoi tiéu dung dbi v4i san pham thiét bi nha bép, trén thé giéi gan nhu rat it
nghién ciru va tai viét nam thi chua c6 tac gia ndo nghién ctru vé van dé nay va
tham chi s6 lwong nghién ciru vé cac nhan td anh hudng t6i sy hai long ciia ngudi

tiéu dung dbi véi thiét bi gia dung néi chung ciing khong c6 nhidu. Do d6, Cac yéu
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t6 anh huong duoc dé xudt trong mé hinh nghién ctru cia luin 4n duoc phén tich,
chon loc va ké thira tir nhitng nghién ciru trude d6 & cac nganh nghé linh vuc khac
nhau. Thuc té, su hai long ctia nguoi tiéu dung ddi v&i mét san phélm hoac dich vu
nao d6 vé ban chat va nguyén 1y hoat dong chung 13 khong thay d6i va do d6 hoan
toan c6 thé ké thira duoc va chi yéu chi khac nhau & d6i twong nghién ctru, bdi canh

kinh doanh va mai truong canh tranh.
1.4.1. C4c yéu té danh hwéng dé xudt trong md hinh nghién cizu

Dbi v6i cac doanh nghiép cung tmg san phim toi nguoi tiéu dung, dic biét 1a
trong moi trudng c6 su canh tranh khéc liét nhu hién nay thi nguoi tiéu dung khong
chi quan tdm t&i san pham cia doanh nghiép dang ban ma con quan tdm dén chat
lugng dich vu (dich vu ban hang, dich vu sau ban hang) ma doanh nghiép cung cép
tGi nguoi tiéu dung. Do vay, ngoai chat luong cta san pham thi chat lugng dich vu
cling 13 yéu t6 quan trong ma doanh nghiép can phai luu y. Hién nay, khi canh tranh
trong nganh cong nghiép dich vu ngay cang ting 1én thi cac khai nhiém vé chat
lugng dich vu ciling ngdy cang tré 1én quan trong. Viéc xac dinh va do luong chat
luong dich vu c¢6 ¥ nghia vo cung quan trong ddi véi cac nha cung cap dich vu. Lay
¥ tuong 1y thuyét trong mo hinh ctia Gronroos (1984) [59], Parasuraman & céac cong
su (1985) da xay dung mot cong cu do ludng hdn hop, goi 1a SERVQUAL, dung dé
do luong chét luong dich vu cam nhéan [96]. B thang do SERVQUAL chira 22 cip
cau hoi nghién ctru do theo thang diém Likert dé do ludng riéng biét nhiing ky vong
va cam nhan thuc té cta khach hang vé chat lugng dich vu. Pay 1a mot trong nhitng
mo hinh duoc sir dung kha phd bién dé danh gia chat lugng dich vu trong nhiéu linh

vuc khac nhau.

Tuy nhién, sau nhiéu nghién ciru kiém dinh ciing nhu tmg dung, mot bién thé
cua mO hinh SERVQUAL la SERVPERF da dugc thira nhan nhu mot thang do cé
gia tri 1y thuyét ciing nhu thyc tién. M6 hinh SERVPERF duoc Cronin & Taylor
(1992) gidi thi€u, phat trién dya trén nén tang cia mo hinh SERVQUAL nhung do

luong chét luong dich vu dya trén viéc danh gia chét lugng dich vu thuc hién dugc
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chtr khong phai 1a khoang cach giita chat luong ky vong va chat lugng cam nhan
[44]. Cronin & Taylor (1992) cho riang chét lugng dich vu dugc phan anh tét nhat
boi chit lwong cam nhin ma khéng can c6 chat luong ky vong, do vy chit lwong
dich vu duoc xac dinh béng cach chi do luong két qua chét luong dich vu cdm nhan
[44]. Két luan nay d3 nhan duoc sy dong tinh boi cic nghién ciru cia Lee va Cac
cong su (2000), Brady va cac cong su (2002) [81, 37]. Vi vay, md hinh do luong
nay con dugc goi la md hinh cdm nhan (Perception Model). B§ thang do
SERVPEREF ciing st dung 22 cdu hoi twong tu nhu phan cam nhan cua khach hang
trong mdé hinh SERVQUAL nhung bo qua phan hoi vé ky vong. Mo hinh
SERVPERF gém 05 thanh phan:

Su tin cg@y: n61 1€n kha nang cung trng, thyc hién dich vu chinh xéc, ding gio
va uy tin, dung véi nhiing gi d cam két, hira hen. Piéu nay doi hoi su nhat quan
trong viéc thuc hi¢n dich vu va ton trong cadc cam két cling nhu gitt 101 htra voi
khach hang. Ti€u chi nay thuong dugc do luong boi cac thang do sau ddy: nha cung
cap dich vu thuc hién diing ngay tir 1an dau; nha cung cap cung ung dich vu tai thoi
diém ma ho d3 hira; nha cung cdp htra lam diéu gi d6 vao thoi gian ndo thi ho s&
lam; hay nha cung cap ludn cung cép thong tin dén khach hang day du va kip

thoi,...

Hiéu qua phuc vu: day 1a tiéu chi do luong mic d6 mong mudn va kha ning
giai quyét van dé nhanh chéng, phuc vu khach hang mét cach kip thoi, xir 1y hiéu
qua cac khiéu nai, sin sang giup d& khach hang va dap tmg cac yéu cau cua khach
hang. Néi cach khac hiéu qua phuc vu 1a sy phan hoi tir phia nha cung cap dich vu
d6i voi nhitng gi ma khach hang mong mudn cu thé nhu: nhan vién phuc vu sin
sang phuc vu khach hang; nhan vién cung cép dich vu nhanh chéng, kip thoi; nha
cung cAp phan hdi tich cuc cic yéu cau cua khach hang; hay nha cung cap ludn cb

gang giai quyét kho khan cho khach hang, ...

Phwong tién hiru hinh: Su hitu hinh chinh 13 sy thé hién, hinh anh bén ngoai

cua céc co sd vat chat, cong cu, thiét bi, vat liéu, may moc, phong thai cua doi ngi
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nhin vién, tai liéu, sich huéng din va hé thdng thong tin lién lac. Pay 14 nhimg
nhan té méi trudng, hay noéi mot cach téng quat tat ca nhitng gi ma khach hang nhin
thdy truc tiép duoc bang mit va cac gidc quan thi déu co thé tac dong dén yéu tb
nay. Cu thé nhu: co s vat chat day di; nhan vién chuyén nghiép; trang thiét bi hién

dai; hay cach sip xép, bo tri tién loi cho khach hang,...

Sw diam bdo: day 1a yéu t6 tao nén sy tin nhiém, tin tudng cho khach hang va
dugc cam nhan thong qua sy phuc vu chuyén nghiép, kién thirc chuyén mon gidi,
phong thai lich thiép hay kha ning giao tiép tét. Nho d6, khach hang cam thiy an
tam moi khi sur dung dich vu. Cu thé nhu: nha cung cép dich vu thuc hién dich vu
chinh xac, khong c6 sai sot; nhan vién phuc vu khach hang lich thi€p, nha nhan, tao
niém tin cho khach hang; ban cam thay an toan trong khi giao dich véi nha cung
cAp; nha cung cap dich vu ludn cung cip thong tin dich vu can thiét cho khach hang;

hay nhan vién phuc vu trd 161 chinh x4c va rd rang cac thac mac ctua khach hang,...

Sw cam théng: ddy chinh 13 sy quan tdm, cham séc khach hang an can, danh
cho khach hang su d6i xir chu dao tot nhat c6 thé, giup cho khach hang cam thiy
minh 1a thugng khach va luén dugc don tiép néng h&u moi lic, moi noi. Yéu t6 con
ngudi 1a phan cbt 16i tao nén sy thanh cong va su quan tim ciia nha cung cap d6i
v6i khach hang cang nhiéu thi sy cam thong s& cang ting. C6 thé ké dén nhu: nhan
vién dich vy cht y dén nhu cau cua ting khach hang; khach hang khong phai cho
doi 1au dé duoc phuc vu; khach hang duoc giao dich ¢ nhiing dia diém thuén tién;
hé thong thiét bj hién dai dé& sir dung; hay nhan vién dich vu luén c6 thai d6 niém né

va an can voi khach hang,...

C6 thé thay rang, 5 thanh phan ctia mo hinh SERVPERF déu tap trung nhén
manh té1 kha nang phuc vu ctia doanh nghiép cling nhu hinh anh ctia doanh nghiép
xudt hién trong mat nguoi tiéu dung. Rat ra tir mo hinh SERVPERF cua Cronin &
Taylor (1992) [44], luan 4n dua vao md hinh nghién ctru yéu t6 “Phuong tién hiru

hinh” va d€ xuat doi tén lai thanh “Y&u té con nguoi”.
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Ali & cac cong su (2011) ciing da thuc hién nghién ctru anh hudng cua cac
yéu t6 hdu mai dén su hai 10ng ctia khach hang nham danh gia tic dong cia cac yéu
t6 dich vu hau méi dén sy hai 10ng cua khach hang trong nganh thiét bi gia dung &
Pakistan [28]. K¢ thira nghién ctru ctia nhom tac gia Ali va dong thoi ciing dya trén
khai niém su hai long ma tac gia dé& xuat (S hai long dwoc xdc dinh trén co s
danh gia khdach quan vé ddc tinh ciia mot san phcfm/d_ich vu voi muec do hai long thé
hién trong tat ca cdc van de lién quan dén hoat dong tiéu dung), lun an xac dinh
dua yéu t6 “Dich vu hiu méi ciia san pham thiét bj nha bép” vao md hinh nghién
clru.

Doi véi cac san pham thiét bi nha bép noi riéng, hay rat nhiéu cic san pham
khac néi chung, doi khi ngudi tiéu dung khong thé hiéu hét cac dic tinh, thong sd
k¥ thuat ctia san pham. Do d6, chac chan rang nguoi tiéu dung s& cam thay hai long
hon khi duoc giai dap moi thic mic vé cac thong tin k¥ thudt cia san phidm ma
minh mua. Ali Kazemi va cac cong su (2012) ciing da thyc hién nghién ciru danh
gia cac nhan t6 anh hudng dén sy théa man cia khach hang st dung moé hinh
INDSAT trong linh vyc thiét bi gia dung & cong ty thep Mobarakeh tai thi trudng
Iran va chi ra rang yéu t Thong tin lién quan dén san pham 13 mot trong cac nhan
t6 anh hudng t6i su hai 1ong cta ngudi tiéu dung khi mua san pham [29]. Ngoai ra,
yéu t6 nay ciing da dugc chi ra 1a mot trong nhimg yéu to ¢ tac dong dén su hai
long cua khach hang trong nghién ctru clia céc tac gia nhu Nguyén Nhu Phuong
Anh (2014) [1] hay nghién ctru cua Song va Yun (2014) [103]. Chinh vi vay, tac gia
dé xuat dua yéu t6 “Thong tin vé san pham thiét bi nha bép” vao mo hinh nghién
cuu.

Doi voi cac san pham thiét bi nha bép, ngudi tidu dung ludn cha ¥ téi tinh
ning va cong dung ctia san pham. San pham thiét bi nha bép ma cang hién dai, tinh
thAm my va tinh an toan cang cao thi ngudi tiéu dung khi mua san pham cang c6 xu
huéng cam thy hai long vé san pham hon. Trong nghién ciru cia cac tac gia nhu
Wang & cac cong su (2018); Bilgili & cac cong sy (2011) [111, 33] hay Nguyén
Thanh Cong va Pham Ngoc Thuy (2007) [6], nhan té tinh ning cong dung cia san
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pham dd duoc chi ra nhu 1a mot yéu td quan trong tac dong t6i sy hai long cua
nguoi tiéu dung. Ké thira két qua tir nhirg nghién ctru ndy, luan 4n dé xuét dua yéu

t0 “Tinh nang cong dung cua san pham thi€t bi nha bép” vao moé hinh nghién curu.

Khi str dung céc thiét bi nha bép thi viéc tiét kiém chi phi va thoi gian trong
qua trinh st dung san phim duogc nguoi tiéu dung quan tim sau sic nhat, dic biét 1a
v6i cac san pham st dung bang dién. Nguoi tiéu dung thudng quan tAm téi cong
suét, dién ning tiéu thy hay kha ning tiét kiém chi phi khi st dung. Tinh kinh té khi
st dung cac san pham/dich vu ciing di duoc mot sb tac gia chi ra 1a nhan t6 quan
trong tac dong dén su hai 10ng ctia nguoi tiéu dung nhu nghién ctiru ciia Poan Ngoc
Pha (2014) [19] hay nghién ctru cia Nguyén Gia Kiém va cic cong su (2017) [14].
Ké thira tir cac nghién ciru trude d6 va ung dung sang linh vic san pham thiét bi
nha bép, luan 4n dé xuit dua nhan té “Tinh kinh té, hiéu qua ctia san pham thiét bi
nha bép” vao mo hinh nghién ciru.

Duong Thi Hoa (2014) khi nghién ctru vé su hai 10ng cua khach hang trong
ti€u thu san phém thirc an chan nuoi cua cong ty TNHH Ha Viét tai Phu Tho da dé
cap t6i mot nhan t6 d6 14 Miu m3 va tac gia ciing da chi ra ring Mau mi cta san
pham 13 mot trong nhitng nhan t6 c6 anh hudng ti sy hai long ctia ngudi tidu ding
[12]. Nhan dinh nay cling da dugc chi ra trong nghién ciru cuia Gustafsson & cac
cong su (2000) khi ma céc tac gia nay nghién ctru mdi lién hé gitra su hai long cla
khach hang v6i van dé thiét ké san pham [60]. Pdi v6i cac san pham thiét bi nha
bép, vi khong gian bép ctia mdi gia dinh khac nhau nén tiéu chi chon Iya san phim
dua trén mau ma, chang loai, kich ¢& cling anh hudng dén su hai 1ong cta ho. Do
d6, ké thira tir nhirng nghién ctru trude dé cung véi cac nhan dinh danh gia cua tac
gia, ludn an dé xut dua yéu t6 “MAu ma, ching loai va kich ¢& cua san pham thiét
bi nha bép” vao md hinh nghién ciru.

Dbi voi ngudi tidu dung viéc mot san pham co thé dé dang mua tai bat ky dia
diém nao khu vuc ndo cé anh huong khong nho ti sy hai long clia nguoi tiéu ding

d6i v6i san pham ciing nhu doanh nghiép cung cip san pham do. C6 thé thiy rang,
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kénh phén phdi 1 con duong, 1a phuong tién dé dwa hang hoa tir cac doanh nghiép
t6i ngudi tiéu dung véi gia ca hop 1y, dam bao vé thoi gian, dia diém, chat luong
san pham. Chinh vi vay, mang luéi kénh phan phdi cua cic doanh nghiép ciing 1a
mot trong nhitng yéu té quan trong gop phan nang cao sy hai 1ong cua nguoi tiéu
ding. Mircea Andrei va cac cong su (2010) trong nghién ctru vé mdi quan hé giira
su hai 1ong cua khach hang vé6i kénh phan phdi cua hé thong ngan hang tai Rumani
da nhan dinh rang kénh phan phdi déng mot vai tro vo cing quan trong 1a nhan td
giup khach hang hai long hon véi dich vu ctia ngan hang [86]. VO Thanh Hai va cac
cong su (2017) [11] khi nghién ctru vé sy hai 1ong ctia khach hang déi voi dich vu
vién thong di dong trén dia ban thanh phd Pa Nang ciing dong ¥ rang yéu to kénh
phan phdi 12 mét yéu té quan trong gitip cho khach hang cam thay hai 1ong hon khi
su dung cac dich vu vién thong di dong. Nhu vay, tir nhitng phan tich va tham khdo
cac nghién ciru di trude, ludn an dé xuat dua yéu t6 “Hé thong kénh phan phdi cia

san pham thié€t bi nha bép” vao md hinh nghién curu.

Nguoén goc xuat xit ciia san pham ludn duge xép vao nhom cac nhén td ¢o tac
dong toi hanh vi tiéu thu cia ngudi tiéu dung. Hon thé nira, khi trinh d6 va yéu cau
ctia nguoi tidu dung duoc nang 1én thi nhu cau tiéu thy cac san pham c6 ngudn goc
Xudt xtr o rang, dam bao va c6 mirc do tin cdy cao 1a can thiét va quan trong. Theo
Johansson va cac cong su (1985) [69], ngudn gdc xuat x{ 1a mot tin hiéu thong tin
bén ngoai cho phép ngudi tiéu dung suy luan vé gia tri bén trong ciia mot san pham,
day 1a 1i do tai sao ngudn gdc xuat x thuong duoc st dung dé danh gia vé mot san
pham ndo d6. Greta Kresic (2010) [58] ciing d& dé cép t6i tdm quan trong cla
ngudn gdc xudt xtr cia san pham tdi sy hai 10ng cta ngudi tiéu dung d6i véi san
pham sita. Do d6, tham khao cac nghién ctru di trudce, luan an dé xuat dua yéu td

“Xuat xtr cia sadn pham thiét bi nha bép” vao mo6 hinh nghién ctru.

Ngoai nhitng nhan t6 da néu trén, cac nhan t6 “Gia ca cua san pham thiét bi
nha bép” va “Hinh anh, thuong hi¢u cua san pham thiét bi nha bép” cling dugc tac
gia dua vao md hinh nghién ctru. DPay 1a nhiing nhan t6 co ban trong nghién ctru su

hai 1ong ciia khach hang va da duoc rat nhidu cac tac gia dé cap t6i nhu Pham Xuén
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Lan, Lé Minh Phudc (2011); Duong Thi Hoa (2014); Tran Van Chau va Nguyén
Thi Hién (2015) [17, 12, 3].

Ngoai ra, trong linh virc kinh doanh san pham thiét bi nha bép tac gia nhan

thay do1 voi loai san pham nay tinh dong bd cua cac san pham cling c6 anh huong

khong nhd téi sy hai long ctia nguoi tiéu dung, nguoi ti€u dung c6 xu hudng muon

mua cac san pham nha bép mang tinh dong b vdi nhau hon. Do do6, tac gia dé xuat

dua vao mo hinh nghién ctru nhan t6 bao gom: “Tinh dong b cta san pham thiét bi

nha bép”. Nhu vay, mo hinh nghién ctru cua luan an gém 11 nhan t6 va dugc tong

hop lai nhu trong bang 1.1 dudi day.

Bdng 1. 1: Cdac nhan to dwoc dwa vao mé hinh nghién cvwu ciia ludn dn

STT

Tén nhén to

Tac gia

Yéu to con nguoi

Cronin & Taylor (1992) [44]

2 | Dich vu hdu mai cta san phém thiét )
bi nha bép Ali & cac cong su (2011) [28]
3 | Thong tin vé san pham thiét bi nha | + Ali Kazemi va cac cong su (2012) [29]
bép + Nguyén Nhu Phuong Anh (2014) [1]
+ Song va Yun (2014) [103]
4 | Tinh ning cong dung cta san pham | + Wang & céac cong su (2018) [111]
thict bi nha bép + Bilgili & cac cong su (2011) [33]
+ Nguyén Thanh Cong va Pham Ngoc Thuy
(2007) [6]
5 | Tinh kinh t¢, hi¢u qua ctia san pham | + Poan Ngoc Pha (2014) [19]
thiét bj nha bep + Nguyén Gia Kiém va cac cong su (2017) [14]
6 | Mau m3, chung loai va kich ¢ cua | + Duong Thi Hoa (2014) [12]
san pham thict bi nha bép + Gustafsson & cac cdng su (2000) [60]
7 | Hé théng kénh phan phdi cua san + Mircea Andrei va cac cong su (2010) [86]

pham thiét bi nha bép

+ V6 Thanh Hai va cac cdng su (2017) [11]
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STT Tén nhén t6 Tac gia

8 | Gié ca clia san pham thiét bi nha bép | + Pham Xuén Lan va L& Minh Phuée (2011) [17]

9 | Hinh anh, thuong hiéu ctia san pham | + Duong Thi Hoa (2014) [12]
thi€t bi nha bep + Trin Van Chau va Nguyén Thi Hién (2015) [3]

10 | Tinh dong bo cua san pham thiét bi L
, Tac gia dé xuat
nha bép

11 | Xuét xr clia san pham thiét binha | + Greta Kresic (2010) [58]
bép

Mo hinh nghién ctru cia luan an duoc trinh bay nhu trong so d6 dudi day

(hinh 1.8). Cac luan giai vé gia thuyét nghién ciru s& dugc trinh bay tai muc sau.

Tinh nang, cong dung Hé thdng kénh phan
cua san pham HI (+) H7 (+) phéi cua san pham

Mau mé, chung loai va

kich ¢& ctia san pham K(Jf) e H8 (+) . Thong tin vé san pham
u nal /

long cua
Tinh dong bo ciia san H3 (+) ngudi . o
pham ——>  tiéu dung H9 (+) Dich vu hau mai cua
dbi voi < san pham
. . san pham
Xuét xt ciia san pham | H4 (+) thidt bi
ctul H10 (+)

nha bé Ron o <
P Yéu to con nguoi

7 s H5 (+)
Tinh kinh t&, hiéu qua /

ctia san pham H11 (+)
H6 (+
Hinh anh, thuong hiéu

Gié ca cia san pham cta san pham

Hinh 1. 8: Mé hinh nghién ciru ciia ludn dn (nguén: tic gid)
1.4.2. Xay dewng céc gid thuyét nghién ciru

Céc gia thuyét nghién ctru duoc sir dung trong luan 4n nhu sau:




S7

- Tinh ning, céng dung ciia mdt san pham thé hién kha ning cung cép cic
tién ich ciia cac san pham cho nguoi tiéu dung. Thyc té cho thay, phan 16n ngudi
tiéu ding déu mong mudn sé hitu cac san pham thiét bj nha bép mang nhiéu tinh
ning va cong dung. Do d6 cac san pham cang c6 sy da dang trong tinh ning va
cong dung thi mirc d hai long cua nguoi ti€u dung s€ cang tang 1€n va nguoc lai.
Vi vay gia thuyét duoc dua ra 1a “HI: Tinh néng, cong dung ciia san phdm thiét bi
nha bép cé anh hiedng truec tiép va ciing chiéu téi sy hdi long ciia nguwoi tiéu ding”.

- Ciing nhu tinh ning, cong dung cia san phim, dbi voi cac san pham thiét b
nha bép, nguoi tiéu dung thudng rat chi y t6i mau ma, chung loai ciing nhu kich c&
clia san pham. Néu nhu cac san pham thiét bi nha bép cang c6 nhiéu mau ma véi
chung loai va kich c& phong pht thi mirc d§ hai long ctia ngudi ti€u dung sé cang
tang 1én va nguoc lai. Do d6, gia thuyét dugc dua ra 1a “H2: Mau md, ching logi va
kich c& cia san phdam thiét bi nha bép c6 dnh hwong tryc tiép va cung chiéu t&i s
hai long cua nguoi tiéu dung”.

- Nguoi tiéu dung ndi chung thuong ¢6 xu huéng muén mua cac san pham
c¢6 tinh dong bd v6i nhau, didu nay khién cho khong gian bép tré nén sang trong
hon va cudn hat hon. Do d6, néu cac san pham cang ¢ tinh dong bo cao thi nguoi
tiéu dung s& cang cam thay hai long hon va nguoc lai. Gia thuyét duoc dit ra ¢ day
13 “H3: Tinh dong bé ciia san pham thiét bi nha bép cé dnh hwéng truc tiép va cing
chiéu toi si hai long ciia nguoi tiéu ding”.

- Khi néi dén xuét x{r cia mot san pham thiét bi nha bép, thong thuong d6 sé
12 cam nhan ban dau vé chét luong cta san pham d6. Péi véi cac san pham co xuét
Xt tir nhitng nudc hodc khu vuc ¢ truyén thdng lau doi, cong nghé tién tién, hién
dai va lam an uy tin nhu My, Chau Au, hoic Nhat thi thuong ngudi tiéu dung s& co
su an tAm vé chat luong cling nhu mirc d6 hai 1ong s& cao hon khi so sanh véi cac
san pham dén tir cac nude khac nhu Trung Qudc, Malaysia,...Gia thuyét dugc dua
ra & day 13 “H4: Xudt xir ciia san phdam thiét bi nha bép c6 dnh hwéng truc tiép va

cung chiéu toi sy hai long cua nguoi tiéu dung”.
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- Khi mua cac san pham thiét bi nha bép, nguoi tiéu dung rat mong mudn san
pham minh mua s& dem lai hiéu qué kinh té khi sir dung. M6t san pham véi muc
dién nang ti€u thu it, do bén cao va tiét kiém chi phi khi st dung chic chin s& dem
lai su hai 10ng cao cho ngudi tiéu dung. Do dé, cac san pham c6 tinh kinh té cao va
hiéu qua st dung cao thi mic do hai long cua nguoi tiéu dung s€ cao hon va ngugc
lai. Gia thuyét dat ra 1a “H5: Tinh kinh té, hiéu qud ciia san pham thiét bi nha bép
c6 anh hudng trec tiép va ciing chiéu t&i sw hai long ciia nguoi tiéu ding .

- Cac thiét bi nha bép 1a cac san pham thiét yéu, v6i thoi gian st dung lau
dai, vi vay voi nhiéu loai san pham khac khi ma gia ca cang thap thi nguoi tiéu dung
cang c6 xu hudng hai long hon thi véi cac san pham thiét bi nha bép, ho sin sang bo
ra mot s tién 1én hon mire hién c6 dé duoc sé hitu cac san phém 6 chat luong hon.
Do d6, trong trudong hop ndy, tac gia dat ra gia thuyét rang nguoi tiéu ding sé c6 xu
hudng cam thay hai long hon khi san pham nha bép c6 gia tri cao hon va nguoc lai.
Déi voi nhan té nay, gia thuyét duoc dua ra 1a “H6: Gid cd ciia san pham thiét bi
nha bép c6 dnh hudng tryc tiép va ciing chiéu téi sy hdi long ciia nguwoi tiéu ding ™.

- Pé mot san pham trd nén phd bién va nguoi tiéu dung c6 thé d& dang tiép
can thi hé thong kénh phan phdi déng mot vai trd vo ciing quan trong. Khi mét san
pham cang c6 nhiéu kénh phan phdi thi mac do hai long cua ngudi tiéu dung dbi
v6i san pham d6 s& cang cao va nguoc lai. Gia thuyét duoc dwa ra ¢ day 1a “H7: Hé
thong kénh phdn phéi cia san phdam thiét bi nha bép cé anh hwong truc tiép va
cung chiéu téi sw hai long ciia nguoi tiéu ding .

- B6i voi bat ky mot loai san phém nao hoac dich vu nao, yéu tb thong tin
dong vai trd rat quan trong dam bao rang khach hang co day du thong tin vé san
pham hoidc dich vu ma doanh nghiép cung cép. Vi vay, dbi voi san pham thiét bi
nha bép, tac gia dua ra gia thuyét rang khi ma thong tin vé san pham cang chi tiét va
cang dé tiép can thi mirc d6 hai 1ong cua ngudi tidu dung s& cang cao va nguoc lai,
tic 12 “HS8: Théng tin vé san pham thiét bi nha bép cé anh hwong tryc tiép va ciing

chiéu toi sy hai long cua nguoi tiéu dung”.
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- Dich vu hau mai 1a mot yéu t6 ma ngudi tiéu dung ludén quan tim khi mua
bat ky mot san phém hoac dich vu nao tir don vi cung cép. Khi mua mot san phém
thiét bj nha bép, ngudi tiéu dung ludén mong mudn minh s& duwoc hudng nhiéu ché
do dich vu hau mai nhu mién phi lép dat, thoi gian bao hanh dai,... Nguoi tiéu dung
s& cam thy hai long hon khi dugc huong mét ché d6 dich vu hau mai tot hon va
nguoc lai. Do d6, tac gia dua ra gia thuyét “H9: Dich vu hdu mdi cia san pham
thiét bi nha bép c6 anh hwdng truc tiép va ciing chiéu téi sw hai long ciia ngueoi tiéu
dung ”.

- Khi mua mét san pham noi chung va san pham thiét bi nha bép noi riéng thi
nguoi tiéu dung thuong sé cam thay hai 1ong hon khi ho nhan dugc sy phuc vu
chuyén nghiép, nhiét tinh tir nguoi cung cip hiang hoa, nhan vién giao hang, hoic
nhan vién lap dat,...va nguoc lai. Vi vay, gia thuyét duoc dua ra ¢ day 1a “HI0: Yéu
16 con nguwoi cé tic dong triec tiép va cing chiéu t6i sy hai long ciia nguoi tiéu
dung ”.

- Khong chi ddi véi san pham thiét bi nha bép ma ddi voi bat ki mot san
pham ndo, thong thudng khi cic san pham c6 hinh anh va thuong hiéu uy tin s&
khién nguoi tiéu ding cam thay an tdm ciing nhu hai 1ong hon va nguoc lai. Do d6,
tac gia dua ra gia thuyét “HI1: Hinh dnh, thuwong hiéu cia san pham thiét bi nha

bép co tac dong truc tiép va cung chiéu toi sy hai long cua nguoi tiéu dung”.
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CHUONG 2: PHUONG PHAP, KET QUA NGHIEN CUU CAC NHAN TO
ANH HUONG DEN SU HAI LONG CUA NGUOI TIEU DUNG POI VOI
SAN PHAM THIET BI NHA BEP TAI VIET NAM

2.1. Khai quat vé thi trwong nha bép va cac doanh nghiép kinh doanh thiét bi
nha bép tai Viét Nam

2.1.1. Khai quét vé thi frwong nha bép

Thiét bi gia dung 14 tén goi chi chung cho nhiing vat dung, mat hang, thiét bi
dugc trang bi va su dung dé phuc vu cho céc tién nghi, tién ich nham dap Umg nhu
cau sir dung thudng xuyén cho sinh hoat hang ngay d6i voi mot gia dinh, ho gia
dinh. Thong thudng thiét bi gia dung duoc dé cap dén cac thiét bi dién, dién lanh
gia dung c6 cong dung phuc vu cho sinh hoat va mét s6 chirc ning trong gia dinh,
chang han nhu nau an hodc lam lanh, bao quan thyc pham, 4m thanh, anh sang. San
phém thiét bi nha bép dugc nghién clru trong luan an thudc thiét bi gia dung bao

gom cac loai nhu:

- Ndu dan va nuée: 10, 10 nudng, 10 vi song, bép dién, bép tir, bép dién tir, bép

h@)ng ngoai hoac cac thiét bi chay bﬁng than d4a hodc khi dét;
- Rira: May rira chén;
- Lam mat va lam dong lanh: tu lanh, tu lanh mini, ti dong,...;

- Thiet bi dién nho: may tron, may pha ca phé, nhitng may ché bién thyc
pham, may xay sinh t0, may €p trai cay, no6i com di€n, may nudng banh mi, am dun

nudc,...

Déi voi bat ky hang kinh doanh san pham nao thi thi truong ludn 13 yéu t6
hang dau dé cho cac hing quan tdm. Dung lugng thi truong rong hay hep, to hay
nhoé s€ tac dong toi tde do tdng trudng cua san phflm, doanh thu, lo1 nhuan va dac
biét thi truong 1a yéu t6 quan trong cho phat trién bén viing trong kinh doanh. Dac

diém vé nhu cau cia thi truong d6 c6 anh huéng nhu thé nio t6i phat trién thuong
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mai san phdm. Thi trudng ma cic doanh nghiép kinh doanh thiét bi nha bép trong

nghién ctru nay la thi truong Viét Nam.

Thi truong thiét bi nha bép dang 1a thi trudng rat hap dan khi xu hudng cia
nguoi Vit mudn khong gian bép khong chi lich sy, ma con tién nghi, sang trong.
Chinh vi diéu nay nén da dién ra mot su canh tranh kha khéc liét gitra cac nha cung
mg san pham dich vu. “Miéng banh” thi phan nganh thiét bj nha bép dang 1a bai
toan nan giai khong chi giita nhiéu thuong hiéu khic nhau ma con 13 su canh tranh
khdc 1iét cua cac don vi phan phéi. Va thuc té trong cudc chién cua cac don vi phan
phdi cang cam go, cang khdc liét thi loi ich danh cho nguoi tiéu ding cang 1on.
Nhitng doanh nghiép thanh cong phai dap tng duoc nhiing diéu kién cu thé nhu: Uy
tin, chat luong, gia canh tranh, sy déng bd va hang loat ché do béo hanh béo tri,

cham so6c khach hang.

Trén thuc té, san pham thiét bi nha bép duoc bay ban va chao moi tai khap
moi noi, tir cac siéu thi dién may; ctra hang ban d6 gia dung; cira hang cung cip gas;
hay tham chi ca nhiing cira hang trung bay san pham cta hiang. C6 thé tam chia thi
truong cung cip cac thiét bi nha bép noi riéng va dd gia dung nodi chung ra 5 d6i

tugng phan phdi chinh.

Cdc cira hang gas: ddy 1a nhitng noi cung cap gas 1a chu yéu, tuy nhién dé
tang thém thu nhap cac chi ctra hang di nhap thém bép gas, bép tir ctia nhicu hing
khac nhau dé ban. Nhung theo khao sat tai rat nhiéu ctra hang gas trén khap dia ban
Ha Noi thi hdu hét cic san phim nha bép tai day déu c6 gia kha ré chi tir 500.000 —

2.000.000 dong/chiéc, tat nhién chat lugng ciia cac san pham khong dam bao.

Nhitng dai Iy chuyén cung cdp bép gas, bép dién, dé gia dung: wu diém cia
hinh thtrc nay 13 tao cho ngudi tiéu dung thuan lgi cho viéc mua sam boi ¢ hau hét
cac tuyén dudng déu xuat hién nhimg dai 1y cung cip cac san pham trén. O day, cac
san pham duoc trung bay véi sd lugng nhiéu, du ching loai tir dong gia thap dén

cac san pham tam trung.


http://vietq.vn/thuong-hieu-sub17/
http://vietq.vn/tieu-dung-c3/
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Cac siéu thi dién may: trén ca nudc co rat nhiéu siéu thi dién may 16n nhd, &
cac siéu thi déu danh mot khong gian kha 10n dé trung bay thiét bj nha bép. O day
c¢6 kha nhiéu thuong hiéu, tir thuong hiéu binh dan trong nudc dén nhimng thuong

hiéu cao cap nudc ngoai.

Cdc cita hang ti bép, thiét bi vé sinh: hién nay, ca nudc co6 rat nhiéu cira
hang ti bép, thiét bi vé sinh. Ho chuyén vé san xuit ti bép, dd gd, dd inox, thiét bi
vé sinh nhung lai c6 mdt s6 van dé khién nguoi tiéu dung phai can nhéic khi chon
mua san pham nha bép tai day. Thir nhit, thiét bi va phu kién nha bép khong da
dang, khé c6 thé chon dugc déng bd cuia mot hang, lai it thuong hi¢u. Hon nira,
nhan vién cua cac ctra hang chua hiéu sdu vé cac dong thiét bi, phu kién cao cép ké
ca trong tu van va giai quyét cac van dé lién quan dén yéu t6 k¥ thuat nén kho c6

thé doi hoi ¢ day su chuyén nghiép trong phong cach phuc vu va dich vu bao hanh.

Cdc showroom chuyén cung cdp thiét bi nha bép nhdp khau: nam bat dugc
xu hudng moi ciia ngudi Viét trong nhitng nam tré lai ddy, dd xuat hién nhimg
showroom chuyén cung cip cac thiét bi nha bép nhap khau. O nhitng showroom
nhu thé nay ludn c6 do tin tuong nhat, chit lvong san pham tot nhat va ché do cham

soc khac hang trudc va sau ban hang ciing kha an tuong.

Cdc Website thuwong mai dién tir chuyén ban thiét bi nha bép: trong vong Vai
nam tro lai day, xu huéng mua sam tryc tuyén ngdy cang trd nén pho bién tai cac do
thi 16n nhu Ha Noi, Pa Nang, Ho Chi Minh,... Mot sb cac website luén xuat hién
vao top 10 trén Google véi cac tir khoa phd bién nhu “bép gas, bép dién tir, thiét bi

nhap khau,...”. C6 thé ké dén nhu: bepnhapkhau.com; thietbibepdep.com,...
2.1.2. Khéai quét vé doanh nghiép kinh doanh san pham thiét bi nha bép

Hién nay, chi tinh tai thi truong Ha Noi, da c6 khoang 50 doanh nghiép s&
hitu trén 50 thuong hiéu vé san pham thiét bi nha bép duogc kinh doanh, budn ban
trén thi truong Viét Nam. Mot s6 cac thuong hiéu c6 thé ké tén dudi day: Cong ty
TNHH TM M¢ Linh véi thuong hiéu CANZY; Cong ty TNHH Ngan Ha véi
thuong hiéu SEVILLA; Cong ty ¢ phan Pico Viét nam vé6i thuong hiéu BINOVA;
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Cong ty TNHH Romal Viét Nam voi 2 thuong hiéu ROMAL va KUCY; Cong ty
TNHH Nehob Viét Nam vé1 thuong hiéu ZEGU; Cong ty TAKA Viét Nam véi
thuong hiéu TAKA. Mot sd cac cong ty khac so hitu cac thuong hiéu khac nhu
FAGOR, TEKA, MALLOCA, NAPOLIZ, ELECTROLUX, BOSCH, SUNHOUSE,
FASTER, ROMATIC, ELICA, UBER, CATINO, FARO, FACOM, FABER,
CHEF,...

Céc doanh nghiép trén chi yéu nhap khau cic san pham thiét bj nha bép tir
Y, Puc, Nhat, Trung Qudc vdi cac loai san phim nhu bép gas, bép dién, bép tir,
may hat mui, chiu rira bat, voi rira bat, may rtra bat, 10 nudéng, 10 vi song, ndi inox,
dao, thét, thia dia,... Cac san phém nay dugc ban budn hodc ban 1¢ tai Viét Nam.
Ngoai ra, mot sd rat it cac doanh nghiép san xudt, lip rdp cac san pham thiét bj nha
bép trong nudc. Tai thi trudng Viét Nam, theo thong ké thi c6 khoang 70% cac san
pham thiét bi nha bép dugc nhap khau tir nudc ngoai thong qua cac doanh nghiép
nhap khau hodc thong qua cic don vi phan phdi chinh hing. Tuy nhién, bén canh
cac doanh nghiép nhap khau thiét bi nha bép uy tin thi hién nay cling xuat hién
khong it cac doanh nghiép nhap khau céac loai thiét bi c6 ngudn gdc xuat xir khong
rd rang, san pham gia ré hodc san pham khong dam bao chat lwong. Céac san pham
do cac doanh nghiép nay nhap khau thudng gia rat ré, tuy nhién c6 do bén rat thap,

chiu luc kém, tudi tho ngén va dé hu héng.

Ngoai ra, hién nay ciing xuat hién nhiéu doanh nghiép tién hanh nhap khau,
phan phdi va dong thoi san xuit cac dong san pham thiét bi bép 4 cong nghiép hay
cac thiét bi bép cong nghiép. Pay la dong san pham chuyén nganh dugc st dung
phd bién va riéng cho cac muc dich, cac cong doan hay qua trinh san xudt cong
nghiép. Mot sd cac doanh nghiép nhap khau va phan phdi cac dong san pham nay
nhu INOX Viét Nam, Co khi Vién Pong, Toan Phét,...

Nhin chung, su canh tranh trong nganh nghé nay 1a kha khoc liét doi hoi cac
doanh nghiép can nang cao niang luc cung tng dich vu ctia minh va nang cao sy hai

long cua nguoi tiéu dung doi véi chat lugng san pham va chat luong dich vu cua
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c4c san pham thiét bi nha bép dé ton tai va phat trién trong giai doan thi truong kho

khéan hién nay.
2.2. Thiét ké nghién ciu
2.2.1. Nghién ciru so bé

Nghién ctru so bg (nghién ctru dinh tinh) 1a qua trinh nghién ctru gitip kham
pha, diéu chinh va bb sung cac thang do, st dung k¥ thuat trao ddi, thao ludn truc
tiép v4i ngudi tiéu dung ciing nhu 13 cac nha quan 1y, cac chuyén gia trong linh vuc
nghién ctru. Trong nghién ciru nay, nghién ctru so bd duoc thuc hién dé kham pha
cac yéu t6 tac dong dén sy hai long ctia nguoi tiéu dung d6i voi cac san pham thiét
bi nha bép dé tir 46 xay dung cac thang do va thiét 1ap bang cau hoi.

Budc dau tién, tac gia tién hanh thao luin véi cac chuyén gia bang mot sb
cau hoi c6 tinh chat kham pha dé xem ho phat hién cac yéu t6 nao va theo nhiing
khia canh nao anh hudng dén murc do hai long ciia nguoi tiéu ding ddi voi cac san
pham thiét bi nha bép. Trong nghién ctru ndy, tac gia tham khao ¥ kién tir 6 chuyén
gia hoat dong trong linh vuc kinh doanh thuong mai san pham thiét bi nha bép, cac
nha nghién ctru vé linh vuc sy hai 1ong ciia khach hang va cac nha quan 1y thi
truong. Sau do6, tac gia gidi thiu cac yéu t c6 anh huong dén su hai 1ong cua ngudi
tiéu dung di duoc tac gia dé xuat trong chuong 1 dé cac thanh vién thao luan va néu
ra nhitng danh gia, nhan xét. Cudi cung, tac gia tong hop ¥ kién cua cac chuyén gia
lai v6i nhau dé xay dung cac thang do ciing nhu bang ciu hoi khao sat y kién nguoi
tiéu dung.

Hinh 2.1 minh hoa mau phiéu tac gia st dung dé tham khao y kién tir cac

chuyén gia.
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PHIEU THAM KHAO Y KIEN CHUYEN GIA

Phin 1: GIOI THIEU

Kinh chao cic chuyén gia. Téi 1a nghién ciu sinh tai treéng Pai hoc Thuong mai,
hién dang thuc hién 4 tai “Nghién ciru cdc nhin t6 dnh hiedng dén sue hai long cia
ngirgi tigu dimg va vin dung trong chién hroc marketing ciia cdc doanh nghiép kinh
doanh thiér bi nha bép~. Rit mong cic chuyén gia danh chit théi gian dé i 161 mét sé
ciu héi sau ddy. Moi théng tin cic chuyén gia cung cip s& hoin toin drge gitr bi mit va
chi dwoc sit dung cho nghién ciu nay. T8i xin chin thanh cim on st déng gép ¥ kién cia

cic chuveén gia.

Phén 2: CAU HOI

1. Theo chuvén gia, khi mua sim cac thiét bi nha bép, ngudi tiéu dimg cé quan tim téi
cic tinh ning va céng dung ciia sin phim hay khéng?

CCé o Khéng C Y kién khic..........
2. Theo chuyén gia, ngudi tiéu ding c6 bi cudn hit bai cic thiét bi nha bép cé min mi
dep, da dang vé ching loai va nhiéu kich c& dé lya chon?

CCé o Khéng C Y kién khic..........
3. Theo chuyén gia, xuit sit cia cic sin phim thiét bi nha bép c6 tic déng nhidu dén cim
nghi cia ngudi tiéu ding khi mua hang ciing nhe trong qui trinh s dung khéng?

CCé o Khéng C Y kién khic..........
4. Theo chuyén gia, ngudi tidu ding c6 cim thiy hai long khi mua dwoc thiét bi nha bép
bén va tiét kiém dién khéng ?

CCo o Khéng O Y kién khic ...
5. Theo chuyén gia, ngwdi tidu dimg c6 sin léng i tién nhiéu hon dé s& hira nhimg thiét
bi nha bép chitlrong vi an toan ?

CCo o Khéng O Y kién khic ...

Trang tiép theo...

Hinh 2. 1: Mdu phiéu tham khdo ¥ kién chuyén gia (Nguon: tic gid)

Budc tiép theo, tac gia tién hanh phong van truc tiép 30 nguoi tiéu dung 1a
nhirg nguoi truc tiép dén mua cac san pham thiét bi nha bép tai mot sé cac dai 1y
trén dia ban thanh phé Ha Noi nham hiéu chinh thang do sao cho phu hgp ma cu thé
& day la kham pha cac bién quan sat méi dé thém vao mo hinh, loai bo nhitng bién

quan sat chua phu hop trong thang do, kiém tra ngoén ngit trinh bay, kha ning hiéu
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cac phat biéu trong thang do. Noi dung phong van s& duge ghi nhén, tong hop lam

co s¢ cho vi¢e hiéu chinh thang do.

Qua théo luan nhém véi cac chuyén gia, két qua thu duoc gdm 11 yéu t6 co
tac dong t6i sy hai 10ng cta ngudi tiéu dung ddi voi cac san pham thiét bi nha bép
gdm: tinh ning, cong dung cla san pham thiét bi nha bép; miu ma, chung loai va
kich ¢& cua san pham thiét bi nha bép; tinh dong bd cua san pham thiét bi nha bép;
Xudt X ctia san pham thiét bi nha bép; tinh kinh té, hidu quéa ciia san pham thiét bi
nha bép; gia ca cua san pham thiét bi nha bép; hé théng kénh phan phdi cua san
pham thiét bi nha bép; thong tin vé san pham thiét bi nha bép; dich vu hau mai cua
san pham thiét bi nha bép; yéu t6 con ngudi; va hinh anh, thuong hiéu cua san pham

thiét bi nha bép.

Qua phong vén thir 30 nguoi tiéu dung truc tiép dén mua cac san pham thiét
bi nha bép tai mot s6 dai ly, tac gia nhan thdy kha ning hiéu cac yéu t6 trong thang
do 1a kha chinh xac. Cac yéu té duogc tac gia gia dinh c6 anh hudng t6i sy hai long
clia ngudi tiéu dung doi véi cac san pham thiét bi nha bép dugc nhing nguoi tham
gia phong van thir danh gia 1a kha day da va khong c6 yéu td nao bi loai khoi thang
do.

Dua vao két qua thao luin nhém chuyén gia cling nhu phong van thi 30
nguoi tiéu dung, tac gia da phat trién thang do bao gdom 11 yéu t6 va 45 bién quan
sat. Cac bién quan sat cu thé dugc do luong trén thang do Likert 5 bac duoc sap xép
tir nho dén 16n véi sd cang 16n mang ¥ nghia 1a cang dong y (1-hoan toan khong
dong y; 2-khong dong ¥; 3-binh thudng; 4-dong y; 5-Hoan toan dong ¥). Ngoai cac
thang do trén, tac gid con su dung cac thang do dinh danh, thang do thir bac dé
nham sang loc dbi tugng phong van va thu thap cac thong tin c4 nhan ciia dbi tuong
phong van nhu d6 tudi, gidi tinh, thu nhap,...

Béang 2.1 m6 ta thang do cac yéu td anh hudng t6i murc d6 hai long cua ngudi
tiéu dung ddi voi cac san pham thiét bj nha bép. Ngoai ra, dé do ludng su hai long

cua nguoi tiéu dung doi véi san pham thiét bi nha bép, tac gid da dua ra 2 ti€u chi:
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Tiép tuc st dung cac san pham thiét bi nha bép trong thoi gian toi va Gi6i thiéu san

pham thiét bi nha bép t6i nguoi than quen. Thang do sy hai long clia nguoi tiéu

dung duoc thé hién trong bang 2.2.

Bing 2. 1: Thang do cdc yéu to anh hwéng téi mive dé hai long ciia ngwoi tiéu

ding doi véi cdc san pham thiét bi nha bép (Nguén: tic gia)

STT Yéu té - Bién quan sat M4 hoa
1 Tinh ning, cong dung ciia san pham thiét bi nha bép TINHNANG
4¢ san pham nha bép hié 1ud 6i Mai va bo
11 Céc SaA pha " f'sl bepv Ienmnay .uon dugc d6i méi va bo TINHNANGL
sung thém nhiéu tinh nang hién dai
1.2 | Cac san pham nha bép hién nay rat d& sir dung TINHNANG?2
oi tiéu dung hién nay rat dé inh an toan caa bo san
13 N%}IOI tliu d.u g\ |ei ay rat de cao tinh an toan cta bo sa TINHNANGS3
pham thiét bi nha bép.
14 Céf: san [,)héng nh’é. bé:p hifan na}f co tinl‘l an t(zén ca:0 nhu : TINHNANGA
chong chay no, co chirc nang khoa an toan, chong tran...
r Céi san phé,m nhz‘il bép hién na}/ c6 thé dugc sir dung Vvoi TINHNANGS
nhiéu muc dich khac nhau (da nang)
4c san pham nha bép hién nay cd chiic ning bao vé moi
16 Ca(‘: san pha aAbep I,e; f:ly CO c IT'C rAlang bao vé moi TINHNANGE
truong (nhu loc khéng khi, khua mui, khir doc...)
. I\/!Su m4, chung loai va kich ¢& caa san pham thiét bi nha ———
bep -
Céc san pham thiét bi nha bép hié da dang va phon
pq | -3¢ 54N pnam ThIet b na bep hilen nay da dang va phong | o ima_cL1
phu vé chung loai, mau ma. -
Céc san pham thiét bi nha bép ludn c6 miu ma dep, tinh
2.2 | thdim my cao nham dap wng tot hon nhu ciu cia nguoi tieu | MauMa_CL2
dung.
Cac san pham nha bép hién nay c6 nhiéu kich c& khéc
23 aft pha °p hien nay © © MauMa_CL3

nhau, pht hop véi nhiéu khéng gian bép.
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STT Yéu td - Bién quan sat M4 héa
’4 TE]_iét Aké cﬁAa cac san pham thiét bi nha bép luén duoc thay MauMa CLa
doi, cap nhat. -
3 Tinh ddng bo cua san pham thiét bi nha bép DONGBO
3.1 | Céc san pham thiét bi nha bép hién nay c6 tinh déng bo cao | DONGBO1
Céc san pham thiét bi nha bép c6 tinh ddng bo véi nhau vé
3.2 | kiéu dang, mau sic, kich thudc, cong nghé va nhan hiéu san | DONGBO2
pham s& thu hut dugc nguoi tiéu dung hon.
33 Cac sérj phé_m thi:ét bi nha bép co tinh déng bo thuong lam DONGRO3
cho khong gian bép sang trong hon.
Céc san pham thiét bi nha bép hién nay ngay cang dugc cai
3.4 |tién dé dam bao sy ddng bo, dap tmg dwoc thi hiéu cua | DONGBO4
nguoi tiéu dung
4 Xuat x&r ciia san pham thiét bi nha bép XUATXU
4¢ san pham thiét bi nha bép hié &U €6 ngudn go
41 Caf: Sa, E) 2} t IE:t bi c’fl bepA ién Tlayvdeu EO guon goc XUATXUL
Xuat Xt rd rang (cong ty san xuat, nudc san xuat,...)
Céc san pham thiét bi nha bép c6 ngudn gdc xuat xu tir
4.2 | Chau Au, My, Nhat rit duogc wa chudong do chit lugng san | XUATXU2
pham tbt.
Céc san pham nha bép c6 ngudn gdc tir Trung Quéc thudng
4.3 | khong thu hut dwoc ngudi tieu ding do chat luong khong | XUATXU3
dam bao.
5 Tinh kinh té, hiéu qua cua san pham thiét bi nha bép TINHKINHTE
4c san pham thiét bi nha bép hién nay c6 cdng sui
51 Céac Samp av t '|Aet bi , a‘bﬁf Ie a)_/ co, co_ gqsuat da TINHKINHTEL
dang, dién nang tiéu thu it va tiet kiém chi phi khi sir dung
4¢ san pham thiét bi nha bép hié 5 d6 bén 3
50 Céc san pham thiét bi nha bép hién nay c6 do bén cao va TINHKINHTE?

dap g duoc yéu cau st dung cua ngudi tiéu dung.
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STT Yéu td - Bién quan sat M4 héa
- Th(‘yi gian \_/a "c()ng sfr(,: cﬁ? ngli@i tié-l;} dgng fm('fc ti_éAt kiém TINHKINHTE3
dang ké khi stir dung cac san pham thiét bi nha bép hién dai
6 Gia ca cua san pham thiét bi nha bép GIA
6.1 Céc san pham thiét bi nha bép hién nay c6 gia ca phu hop GIAL
' Vvé6i chét lugng cta san pham
6.0 Gia ca 'c~1°1a c’éc san pha*irn thiét bi nha bép hién nay rat canh GIA2
tranh gitra cac thuong hiéu
Céc san pham thiét bi nha bép hién nay da dang vé gia ca,
6.3 R e A , , . GIA3
phu hgp vai tieng phan khac khach hang
7 Hé thdng kénh phan phéi caia san pham thiét bi nha bép KENHPHANPHOI
Hién nay, nguoi tiéu dung cé thé dé dang tiép can céc san
ham thiét bi nha bép trén khap ca nudc thon :
74 | Pham thict bi nha bp trén khdp ca nuoe thong qua cac |\ o\ opy A NpHOIL
diém ban hang, cac trang mang xa hoi, cac san giao dich
thuong mai dién tur....
4c san pham thiét bi nha bép 1ud dy tai C
29 C.Eic sa Ap a ;.t Ift b1, a‘bep udén C‘hrqc trung bay tai cac KENHPHANPHOI2
diém phéan phoi dé khach hang xem va lya chon
Céc san pham thiét bi nha bép thuong duoc ngudi tiéu ding
7.3 | uu tién mua tai cac siéu thi dién may hoac cac ctra hang | KENHPHANPHOI3
chinh héng
8 Thong tin vé san pham thiét bi nha bép THONGTIN
Céc thdng s6 ky thuat cua cac san pham thiét bi nha bép
8.1 | hién nay duoc cung cap ddy du nhu cong suat, mic tiéu thy | THONGTIN1
nhién liéu, chat liéu, linh kién,....
ac thong sd k§ thuat cua cac san pham thiét bi nha bé
8.2 C_aAct ong so yt u?t CuNa Fac sax F.);a thiét bi nha beép THONGTIN2
hién nay duoc giai thich r6 rang, d¢ hiéu
g3 | Cac thong tin cta cac san pham thiét bi nha bép hién nay c6 | THONGTIN3

thé duoc tra ciu, giai dap moi lic, moi noi, dudi nhiéu hinh
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STT Yéu td - Bién quan sat M4 héa
thirc nhu website, catalogue, video, clip...

9 Dich vu hau méi caa san pham thiét bi nha bép HAUMAI

9.1 C\ac san pflam thl?t bi nha bép hién nay co6 thoi gian bao HAUMAIL
hanh hop ly (3-5 nam)

9.2 D‘1ch V},l beio hanh thuvan" tlerk nhanh chong (trung tdm bao HAUMAL2
hanh cac hang dugc dat ¢ nhieu khu vyc).
Hinh thic bao hanh dy C3 ai tién th

9.3 Ir) t uF bflO , an cATang‘ngay cang d}l'.(_YC.IACaI ‘tlen theo HAUMAI3
hudng dién tur hoa, thuan lgi hon cho nguai tiéu dung

9.4 | Ngudi tiéu dung dugc giao hang mién phi va nhanh chéng | HAUMAI4

9.5 | Nguoi tiéu dung dugc mién phi lap dat san pham nhabép | HAUMAIS
Ngudi tieu dung s& duoc doi mai san pham trong mot

9.6 | khoang thoi gian nhat dinh khi cac san pham nha bép gap | HAUMAI6
su ¢b do 16i cua nha san xuét.

10 | Yéu té con nguoi CONNGUOI

h 9 9 hA =A 7 h\ . , 2

101 Su p uC VFl Cu\a cPa rllAan V|er} béan Aang ta.lAcaC co sd cung CONNGUOIL
cap thiét bi nha bép hién nay la chuyén nghiép.

102 Nhfin vi\én bao vé niém no chao hoi, nhiét tinh giup do CONNGUOI2
khach hang dung xe...

103 N_r:an \{len,glao hang Va\|ap dat dang lich hen, lich sy va CONNGUOI3
niem no véi nguoi tiéu dung.

10.4 | Nhan vién lap dat, bao hanh, stra chita c6 tay nghé cao. CONNGUOI4

105 N,héna Viénxtu Vér%,. cliém _sAéc‘khéc}_l he‘lr_lig co k,ién,thl’rc t6t vé CONNGUOIS
cac san pham, thai d¢ nhiét tinh, giao tiep khéo léo

11 | Hinh anh, thuong hiéu cia san pham thiét bi nha bép HINHANH_TH

11.1 HINHANH_TH1

Céc san pham thiét bi nha bép hién nay cé nhiéu thuong
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STT Yéu td - Bién quan sat M4 héa

hiéu uy tin.

Hinh anh va thuong hiéu caa san pham thiét bi nha bép
11.2 | ngay cang dwoc cac nha san xuat quan tdm, chd trong va | HINHANH_TH2
phat trién.

Nguoi tiéu dung ludn tin twéng nhitng san pham thiét bi

11.3 L
nha bép co uy tin, 1au nam.

HINHANH_TH3

Bing 2. 2: Thang do sw hai long ciia nguoi tiéu ding (Nguon: tic gid)

STT | Yéut - Bién quan sat M4 hoa
12 Su hai long HAILONG
121 Anh/Chj sé tiép tuc st dung cac san pham thiét bi nha bép trong thoi HAILONGL

gian toi

122 | Anh/Chi s& gisi thiéu cac san pham thiét bi nha bép t6i ngudi | HA|LONG?
than/quen cua Anh/Chi

Dua trén co sé cac thang do da dugc xac dinh nhu trén, bang cau hoi diéu
tra, phong van nguoi tiéu dung dugc thiét ké bao gdm 3 phan chinh: gi6i thiéu;
thong tin chung cua ngudi dugc phong van; va ndi dung chinh cua cudc diéu tra,
phong van (Phu luc I).

2.2.2. Nghién ceiru chinh thac

Nghién ctru chinh thitc (nghién ctru dinh luong) dugc tién hanh sau khi da
hoan thanh cong tic nghién ctru so bd. Dbi tuong tham gia phong van 1 nhing
nguoi tiéu dung duge lya chon mot cach ngiu nhién tai 3 dia diém 1a Ha Noi, Pa
Ning va thanh phé H6 Chi Minh. Do tinh chét cta nghién ctru, phuong phap lay
mau dugc chon 13 phwong phép phi xac sudt, chon mAu thu4n tién bang hinh thirc
phat bang cau hoi diéu tra dén ngudi tiéu dung.

Kich thuéc mau s& phy thudc vao phuong phap phan tich. Trong nghién ctru

nay co sir dung phan tich nhan t6 kham pha (EFA). Theo Gorsuch (1983) [56], phan
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tich nhan t6 c6 mu it nhat 200 quan sat, Hachter (1994) cho ring kich ¢& miu cin
it nhat gap 5 1an bién quan sat [61]. Nhitng quy tic kinh nghiém khéc trong xac dinh
kich ¢& mAu cho phan tich nhan t6 thuong it nhit phai bang 4 hay 5 lan s bién
(Hoang Trong va Chu Nguyén Mong Ngoc, 2005) [24]. Ngoai ra, theo Tabachnick
& Fidell (1991) dé phan tich hoi quy dat két qua tdt nhat thi kich c¢& mau phai thoa
man cong thie [107]:
n=>8k+ 50
Trong do:
n: kich ¢& mau
k: s6 bién doc 1ap cia mo hinh
Ngoai ra, theo quy tic kinh nghiém ctua Nguyén Dinh Tho (2011) thi sé quan
sat 1on hon (it nhat) 5 1an s6 bién, tot nhat gap 10 lan [23]. Nhu vay, voi 45 bién
quan sat, nghién ctru can khao st it nhat 450 phiéu hoi dé dat kich thudc mau can
cho phan tich EFA. Phuong phap thu thap dir liéu bang bang cau hoi, phat phiéu
khao sat tryc tiép dén nguoi tidu dung va thu lai ngay sau khi tra 10i. Pong thoi,

nghién ctru cling tién hanh khao sat qua mang (giri qua Email).

Trong nghién ctru nay, sé lugng bang cau hoi da dugc phat ra 1a 500 phiéu
thong qua mdt s6 dai 1y hién dang ban cac san pham thiét bi nha bép tai 3 thanh phd
1a Ha Noi, Pa Nang va thanh phd Ho Chi Minh ciing nhu thong qua Email téi nguoi
tiéu dung. Qua trinh thu thap thong tin dugc thuc hién tir 9/2016 dén 3/2017. Sau
qua trinh thu thap thong tin, co tt ca 485 phiéu dugc thu nhan véi ty 16 phan hoi dat
97% trong d6 c6 459 phiéu tra 10i hop 1& (dat ty 18 92%). Céc thong tin trong phiéu
diéu tra s& dugc nhap liéu vao phan mém va sau d6 s& duoc tién hanh phan tich dé
dua ra két luan vé cac gia thuyét va mo hinh nghién ciru. Mot s6 phuong phap phan

tich dugc st dung trong nghién ctru nhu sau:

Phwong phdp thong ké mé ta: tap dit liéu sau khi duoc ma hoa va hiéu chinh

s& dugc dua vao mo ta cac thude tinh ctia nhdm mau khao sat nhu gidi tinh, do tuoi,
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trinh d¢ hoc véan, thu nhap,... S6 lidu sé duoc nhap vao phﬁn mém SPSS va théng ké

mo td mau nghién cru bang phan mém nay.

Phuong phdp kiém dinh Cronbach’s Alpha: 1a kiém dinh cho phép danh gia
mirc do tin cdy cua viéc thiét 1ap mat bién téng hop trén co s& nhiéu bién don. Cong

thirc ctia hé sb Cronbach’s Alpha la:
a =Np/ [1 + p(N-1)]
Trong do:
a: Hé s6 Cronbach’s Alpha
N: S6 luong myc hoéi
p: hé s6 twong quan trung binh giita cac muc hoi.

Theo quy udc thi mot tap hop cac muc hoi dung dé do ludng duoc danh gia
1a tét phai c6 hé s6 a 16n hon hodc béng 0.8. Mac du vay, néu c6 mot danh muc qua
nhiéu cic muc hoi (N la s6 muc hoi) thi s€ co nhiéu co hoi dé c6 hé sb a cao. Dé dat
duoc hé sb alpha 16n hon hodc bing 0.8 cho mdt danh muc it cdc muc hdi ma cac
muc hoi nay di lién v6i nhau mot cach mach lac va do ludong cung mot van dé. Hé
sO alpha ctia Cronbach s& cho biét cac do luong cé lién két véi nhau hay khong
nhung no6 s€ khong cho biét muc hoi nao can dugc bo di va muc hdi nao can duge
giit lai. Bé 1am dugc didu nay can phai xac dinh muc hoi nao khong phén biét gitra
nhimg nguoi cho diém sé 16n va nhitng ngudi cho diém sb nho trong tap hop toan

b cac muc hoi.

Nhiéu nha nghién ctru dong ¥ riang khi Cronbach Alpha tir 0.8 tré 1én dén
gan 1 thi thang do do luong 1a tét; tir 0,7 dén gan 0.8 1a st dung duogc. Ciing co
nhiéu nha nghién ctru dé nghi rang Cronbach Alpha tir 0,6 trd 18n 13 ¢6 thé dir dung
dugc trong truong hop khai niém dang do ludng 1a méi hodc méi ddi véi nguoi tra
101 trong bdi canh nghién ciru (Nunnally, 1978; Peterson, 1994; Slater, 1995) [89,
99, 101].
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Céc bién quan sat cung do ludng mot bién tiém an phai c6 twong quan voi
nhau, vi vay phuong phap danh gia tinh nhat quan ndi tai sir dung hé sé6 Cronbach
alpha dé thé hién tinh dang tin ciy cua thang do. Nguyén Dinh Tho (2011) cho ring
mot thang do c6 do tin cay tdt khi hé sd Cronbach’s alpha bién thién trong khoang
tir 0,7 dén 0,8 [23]. Tuy nhién, néu Cronbach’s alpha > 0,6 1a thang do c6 thé chap
nhan duge vé mat do tin cay, nhung khong duoc 16n hon 0,95 vi bi vi pham trung
lap trong do ludng. Nhitng bién c6 hé sb twong quan bién tong hiéu chinh nhoé hon

0.3 sé bi loai.

Vi vdy, dbi v6i nghién ctru ndy thi Cronbach Alpha tir 0.6 tré 1én 1a chip
nhan dugc.Tinh todn Cronbach alpha gitp ngudi phan tich loai bo cac bién khong

phu hop va han ché cac bién rac trong qua trinh nghién ctru.

Phwong phdp phdn tich nhdn té kham pha (EFA): duoc st dung dé kiém
dinh su hoi tu cua céac bién thanh phan vé khai niém. Cac bién co hé sb twong quan
don gitra bién va cac nhan tb (factor loading) nho hon 0.5 sé& b loai. Phuong phap
trich “Principal Component Analysis” dugc str dung kem véi phép quay “Varimax”.

Diém dirng trich khi cac yéu té co “Initial Eigenvalues” 1én hon 1 (> 1).

Phan tich nhan t& kham pha (EFA) 1a k¥ thuat cha yéu dé thu nho va tom tat
dir liéu. Phan tich nhan t& kham pha phat huy tinh hitu ich trong viéc xac dinh cac
tap bién can thiét cho van dé nghién ctru ciing nhu rat can thiét trong viéc tim moi

quan hé giira cac bién véi nhau.

Mtc d6 thich hop cua twong quan ndi tai gitra cac bién quan sat trong cac
khai niém nghién ciru dugc thé hién bang hé sé Kaiser-Myer- Olkin (KMO) do
ludng sy thich hop ctia mau va mirc ¥ nghia dang ké cua kiém dinh Barlett. KMO
cé gia tri thich hop trong khoang [0,5;1].

Sy rat trich cac nhan té dai dién bang cac bién quan sat duoc thuc hién bang
phan tich nhan té chinh véi phép quay vudng goc (Varimax). Céac thanh phan véi
gia tri Eigenvalue I6n hon 1 (Gerbing va Anderson, 1998) [55] va téng phuong sai

trich bang hoic 16n hon 50% duoc xem nhu nhitng nhan té dai dién cac bién.
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Cubi cung, dé phan tich nhan té co ¥ nghia, tit ca cac hé sb tai nhan té
(factor loading) phai 16n hon hé s6 quy udc 0.5 dé cac khai niém nghién ciru dat gia
tri hoi tu (Hair & cac cong su, 2006) [62]. Bén canh d6, khac biét hé s tai nhan té
cuia mot bién quan sat gitra cac nhan té phai 16n hon hoic bang 0.3 dé tao gia tri
phan biét giita cac nhan té (Jabnoun va AlTamimi, 2003) [67]. K¥ thuat phan tich
nhan té (factor analysis) dd duoc sir dung trong nghién ciru ndy nham rat gon va
gom cac yéu té thudc tinh dé lai thanh mot nhan t6 co ¥ nghia hon, it hon vé sb

luong.

Chuing ta c6 thé chon céc quyén sé hay trong sé nhan t sao cho nhan té tha
nhét giai thich duoc phan bién thién nhiéu nhat trong toan bo bién thién. Sau do ta
chon tap hop céc quyén sé tha hai sao cho nhan td thir hai giai thich duoc phan 16n

bién thién con lai, va khong c6 twong quan véi nhan t6 thix nhat.

Phwong phdp phan tich twong quan (Pearson): phan tich twong quan tuyén
tinh (twong quan Pearson) dugc sir dung dé xem xét su phul hop khi dua cac thanh
phan vao mé hinh héi quy. Cac hé sb twong quan gitta cac bién dugc s dung dé
luong hoa mirc d6 chit ché ctia mdi quan hé tuyén tinh gitra hai bién dinh luong
(Hoang Trong va Chu Nguyén Mong Ngoc, 2005) [24]. Tat ca cac bién dugce dua
vao phan tich twong quan (ké ca bién phu thudc trong mé hinh). Mot hé sb twong
quan tuyét d6i 16n chi ra mot hién tuong da cong tuyén, nghia 1a cac khai niém
nghién ctru tring lap véi nhau va cé thé chung dang do ludng cing mot thir (John

va Benet-Martinez, 2000) [70].

Phwong phdp phan tich héi quy béi: sau khi phan tich twong quan dé kiém
dinh mdi quan hé gilia cac bién trong mo hinh, cac bién dugc dua vao phan tich hoi
quy. Hoi quy tuyén tinh thudng duoc dung dé kiém dinh va giai thich 1y thuyét nhan
qua (Cooper va Schindler, 2003) [43]. Ngoai chirc ning 1a mot cong cu mo ta, hoi
quy tuyén tinh ciing duoc st dung nhu mot cong cu két luan dé kiém dinh cac gia
thuyét va du bao cic gia tri ciia tong thé nghién ciru. Phuong trinh hdi quy tuyén

tinh bdi duoc thyc hién dé xac dinh vai tro quan trong cua tung yéu t6 thanh phﬁn



76

trong viéc tac dong dén bién phu thudc. Phuong phap thuc hién hdi quy boi 1a
phuong phéap Enter.

Kiém dinh dé pht hep ciia md hinh héi quy bgi:

+ Hé s6 xac dinh R% Theo Hoang Trong va Chu Nguyén Mang Ngoc (2005)
[24], c4c nha nghién ciu st dung hé s xac dinh R? (R-square) dé danh gia mirc d6
phu hop cua md hinh nghién ctru, n6 do luong ti 1& trong quan ctia phuong sai bién
phu thuéc ma tri trung binh caa né dwgc giai thich bang cac bién doc 1ap. Gia trj cua
R2 cang cao thi kha ning giai thich cua mé hinh hdi quy cang Ion va viéc du doan
bién phu thudc cang chinh xac. Ngoai ra, hé sb xac dinh R? duoc chiang minh Ia
ham khdng giam theo s bién doc lap duge dua vao mo hinh, tuy nhién khong phai
phuong trinh cang ¢ nhiéu bién s& cang phu hop hon véi dit liéu, R? c6 khuynh
huéng 1a mot yéu té lac quan cua thude do sy phii hop ciia mé hinh di véi dit lidu
trong truong hop c6 maot bién giai thich trong mo hinh. Nhu vay, trong hoi quy
tuyén tinh thuong ding hé sé R? diéu chinh dé danh gia d6 phu hop cua mé hinh vi
n6 khdng thoi phong mire d6 phu hop cia mé hinh. Ngoai ra, kiém dinh phuong sai
cua phan hoi quy va phan du (bién thién phan hoi quy va bién thién phan du) phai
¢ y nghia théng ké. Vi vay, phép kiém dinh phan tich phuong sai (ANOVA) dugc
tién hanh, ANOVA c6 sig < 0,05 theo Nguyan Dinh Tho (2011) [23].

+ Hé sé Durbin-Watson: dung dé kiém tra hién tuong tu twong quan. Mo
hinh héi quy phi hop khi gié tri Durbin-Watson c6 gia tri tir 1 dén 3, tac 1a md hinh
khong c6 tu twong quan (Hoang Trong va Chu Nguyén Mong Ngoc, 2005) [24].

+ Hé s6 phong dai phuong sai VIF (Variance inflation factor): ding dé kiém
tra hién tuong da cong tuyén va véi nghién ctu nay, Néu VIF>10 < R2>0,9 ¢6
hién tuong da cong tuyén cao giita cac bién X (Nguyén Thanh Ca va Nguyén Thi
Ngoc Mién, 2014) [2]. VIF < 2 s¢ dam bao su phu hop cia mo hinh.

Hé s6 ude lugng Beta (B): 1a hé s6 hdi quy chuan hoa cho phép so sanh truc
tiép gitra cac hé sb, duge xem nhu 1a kha nang giai thich bién phu thugc. Tri tuyét

d6i cua mot hé sé beta chuan hoa cang Ién thi tim quan trong twong ddi ctia nd
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trong dy bao bién phu thudc cang cao (Hoang Trong va Chu Nguyén Méng Ngoc,
2005) [24].
2.3. Théng ké md ta miu nghién cieu

Nhu d3 trinh bay & trén, c6 tong cong 500 phiéu di dugc phat ra trong d6 sb
phiéu hop 18 6 thé dugc str dung lam dir lidu cho cic ndi dung can phan tich tiép
theo 13 459 phiéu (dat ty 16 92%). Phu luc 2 minh hoa két qua thong ké mo ta thang
do thu duoc khi xir 1y dir liéu bang phan mém SPSS. Ngoai ra, két qua tong hop

thong tin c4 nhin ngudi tiéu dung tham gia phéng van nhu sau:

v’ Vé gidi tinh:

Q1.1. Gidi tinh

459 cau tra loi

@ Nam
® NG

Hinh 2. 2: Thong ké mé td vé gidi tinh (Nguon: tic gid)

Trong sb ngudi diéu tra, c6 tong cong 292 ngudi tidu dung nit tham gia vao
qua trinh phong van, chiém ty 1& 63,6% va 167 nguoi la nam, chiém ty 1& 36,4%
trén tong sd 459 nguoi. Két qua trén cho thiy co cdu gi6i tinh ctia nguoi tiéu ding
mua cac san pham thiét bi nha bép chénh léch kha 16n, chi yéu 1a nit tham gia vao

qua trinh mua san pham.

v’ Vé nghé nghiép
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Q1.2. Nghé nghiép

459 cautra Ioi

@ Hocsinh, sinh vién

@® Can bo cong chirc, vién chirc
@ Cdngnhan, lao déng phd théng
@ Budn ban, kinh doanh

@ Noitro

@ Nhanvién

@ Nhanvién van phong

@ Nvvan phong

13V

Hinh 2. 3: Thong ké mé ti vé nghé nghiép (Nguén: tic gid)

Vé nghé nghiép, trong tong sb 459 ngudi duge hoi thi can bd cong chirc,
vién chtc (205 nguoi) chiém ti 18 16n nhat v6i 44,7%. Cac dbi twong 1a hoc sinh,
sinh vién (106 nguoi) va nguoi 1am trong linh vyc budn béan, kinh doanh chiém mot
ty 1& xdp xi nhau, lan luot 13 22,7% va 23,1%. Cong nhan, lao dong pho thong ciing
1a cac dbi twong mua nhiéu cac san pham thiét bi nha bép véi 5,4%. Cac ddi tuong
con lai nhu ndi trg, nhan vién van phong, cong nhan lao d@ng,...chiém mot ty 1€

khong dang ké.

v Vé ads tuoi

® <25

® Tir25-35
® Tlr35-45
@ Tir45-55
@® Trénss

Hinh 2. 4: Thong ké mé ta vé dé tuéi (Nguén: tic gia)
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Khach hang thuéc nhém tudi tir 25 — 35 va 35 — 45 chiém ty trong nhiéu
nhat, ty 18 % tich lity thudc 2 nhom tudi ndy 13 65%. Ping tht 3 12 nhém nguoi tiéu
dung c6 do tudi dudi 25 tudi, chiém gan 1/3 sb nguodi duge khao sat. Con cac nhom

khac chiém ty trong it hon.

Co céu khach hang theo d¢ tudi kha da dang cho thiy su da dang trong céac
san pham thiét bi nha bép. Cac dbi tuong dudi 25 tudi tham gia mua cic san pham
thiét bi nha bép thuong 1a sinh vién dai hoc, cao déng, nam hoan toan trong phan
khuc tAm trung va thp. Trong khi nhom & d6 tudi cao hon lai phan 16n ndm trong
phan khuc tm trung tré 1én. Thuc té cho thiy, nhom nay thudng di cé nha riéng va
c6 tiém lyc vé mat tai chinh, myc dich sir dung cho gia dinh va hudng t6i thoi gian

st dung lau dai nén thudng dau tu nhiéu hon cho cac san pham thiét bi nha bép.

v’ Vé thu nhdp binh qudn thang

Q1.4. Thu nhap binh quan mot thang

459 cautralo

@® <5triéu

@® Tir5-10triéu
Tl 10 - 15 triéu

® = 15triéu

Hinh 2. 5: Thong ké mé td vé thu nhdp binh quan thing (Nguén: tic gid)

Nhin vao biéu d6 trén c6 thé thiy rang, ty 1é nguoi duoc hoi nam trong mirc
thu nhép tir 5 — 10 triéu dong/thang 1a nhiéu nhat, chiém 37,9%, dung thir 2 1a nhém
ngudi cd thu nhip < Str/thang (chiém 26,6%). Tiép theo 1a nhom c6 thu nhap tir 10-
15triéu/thang (chiém 20,3%) va cudi cing 1a nhém thu nhap cao > 15tri¢u/thang

(chiém 15,3%).
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v’ Vé trinh dé hoc vin

Q1.5. Trinh do hoc van

ATO A1 +r3 1A
409 Cautraio

@ Phdthong
@ Trung cap

Cao dang, Pai hoc
® SaubPaihoc

~

Hinh 2. 6: Thong ké mé td vé trinh dé hoc vin (Nguén: tic gid)

Két qua diéu tra cho thdy, trung binh, c&t khoang 5 ngudi duoc hoi thi ¢6 3
nguoi cé hoc van ¢ trinh d6 cao déng, dai hoc. Tiép theo do, nhitng nguoi cé trinh
dd sau dai hoc chiém gﬁn 1/3 téng sb nguoi duge khao sat. Cac ddi tuong theo cac
hoc vén con lai (trinh do pho thong va trung cap) chiém mot ty 1é khong dang ké voi

tong s6 xap xi 10% sb ngudi duge hoi.
2.4. Danh gia thang do
2.4.1. Ddnh gid thang do bang hé sé6 Cronbach’s Alpha

Hé sb Cronbach’s Alpha 13 mot phép kiém dinh théng ké vé muc do chat ché
va tuong quan giira Cac bién quan sat trong thang do. Piéu nay lién quan dén hai
khia canh 1a twong quan giita ban than c4c bién va tuong quan cua cac diém sb cua
ting bién vai diém sb toan bo cac bién ciia mdi ngudi tra 1oi.

Phuong phéap nay cho phép ngudi phan tich loai bo nhiing bién khong phi
hop va han ché cac bién rac trong mé hinh nghién ciru. Theo d6, nhiing bién cé hé
s6 twong quan bién tong phi hop (Corrected Item — Total Correlation) 16n hon 0.3
va c6 hé sé Alpha 16n hon 0.6 méi duoc xem 1a chap nhan dugc va thich hop dua

vao phan tich nhimg budc tiép theo.
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Theo két qua kiém dinh Cronbach’s Alpha (Reliability Analysis — Scale),
ching ta c6 thé thdy duoc két qua phan tich do tin cay cua thang do nhu sau (xem
thém Phu luc 3):

Thanh phan Tinh ndng, cong dung cia san phdam thiét bi nha bép: co hé sb
Cronbach’s Alpha dat 0,891 (thoa min > 0,6). Thanh phan ban dau gém 6 bién quan
sat tir TINHNANG! dén TINHNANG6. Tuy nhién, trong 6 bién ndy, c6 2 bién
khong théa man vé diéu kién hé sb twong quan bién tong phu hop (diéu kién > 0,3)
1a TINHNANG?2 (0,041) va TINHNANG4 (0.068). Do d6, sau khi loai bé cac bién
quan sat khong phu hop, thanh phan con lai 4 bién quan sat 13 TINHNANGI,
TINHNANGS3, TINHNANGS, va TINHNANGS.

Thanh phan Mau md, chiing loai va kich ¢& ciia san phdam thiét bi nha bép:
c6 hé s6 Cronbach’s Alpha dat 0,836 (théa man > 0,6). Thanh phan ban dau gom 4
bién quan sat tt MAUMA CL1 dén MAUMA_CL4. Tuy nhién, trong 4 bién nay,
c6 1 bién khong thoa man vé diéu kién hé sé twong quan bién tong phu hop (diéu
kién > 0,3) 1a MAUMA_ CL2 (0,056). Do d6, sau khi loai bé cac bién quan sat
khong pht hop, thanh phan con lai 3 bién quan sit 1la MAUMA CLI,
MAUMA_CL3, va MAUMA_CLA4.

Thanh phan Tinh dong bé ciua sin pham thiét bi nha bép: c6 hé sd
Cronbach’s Alpha dat 0,847 (thoa man > 0,6). Thanh phan ban dau gém 4 bién quan
sat tr DONGBO1 d¢én DONGBO4. Tuy nhién, trong 4 bién nay, c¢6 1 bién khong
thoa man vé diéu kién hé sé twong quan bién téng phu hop (diéu kién > 0,3) 1a
DONGBO1 (0,081). Do d6, sau khi loai bo cac bién quan sat khong phu hop, thanh
phan con lai 3 bién quan sat 1A DONGBO2, DONGBO3, va DONGBO4.

Thanh phan Xudt xir ciia san pham thiét bi nha bép: c6 hé s Cronbach’s
Alpha dat 0,777 (théa man > 0,6). Ca 3 bién quan sat cia thanh phan nay (tir
XUATXUI d&én XUATXU3) déu thoa man vé diéu kién hé s6 twong quan bién tong
phu hop (diéu kién > 0,3). Do do, ca 3 bién nay déu dugce su dung cho céac budc

phan tich tiép theo.
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Thanh phan Tinh kinh té, hiéu qua ciia san pham thiét bi nha bép: c6 hé sb
Cronbach’s Alpha dat 0,884 (thoa man > 0,6). Ca 3 bién quan sat cua thanh phﬁn
nay (tr TINHKINHTE! dén TINHKINHTE3) déu thoa mén vé diéu kién hé sb
tuong quan bién tong phu hop (diéu kién > 0,3). Do d6, ca 3 bién nay déu dugc sir

dung cho cac budc phan tich tiép theo.

Thanh phan Gid ca ciia san phdm thiét bi nha bép: c6 hé sb Cronbach’s
Alpha dat 0,892 (thoa man > 0,6). Ca 3 bién quan sat cta thanh phan nay (tir GIA1
dén GIA3) déu thoa min vé diéu kién hé sb tuwong quan bién tong phu hop (diéu
kién > 0,3). Do do, ca 3 bién nay déu duoc su dung cho cac budc phan tich tiép

theo.

Thanh phan Hé thong kénh phdn phéi ciia san pham thiét bi nha bép: cb hé
s6 Cronbach’s Alpha dat 0,841 (théa méan > 0,6). Ca 3 bién quan sat caa thanh phan
nay (ttr KENHPHANPHOI!1 dén KENHPHANPHOI3) déu thoa méan vé diéu kién
hé sé twong quan bién tong phu hop (diéu kién > 0,3). Do dé, ca 3 bién nay déu

dugc sir dung cho cac budc phan tich tiép theo.

Thanh phan Théng tin vé san pham thié bi nha bép: c6 hé s Cronbach’s
Alpha dat 0,892 (thoa man > 0,6). Ca 3 bién quan sat ctia thanh phan nay (tir GIA1
dén GIA3) déu thoa min vé diéu kién hé s twong quan bién tong phu hop (diéu
kién > 0,3). Do d6, ca 3 bién nay déu duoc str dung cho cic budc phan tich tiép

theo.

Thanh phdn Dich vu hdu mai cua san phcfm thiét bi nha bé’p: co hé sd
Cronbach’s Alpha dat 0,871 (thoa min > 0,6). Thanh phan ban dau gém 6 bién quan
sat tr HAUMAI1 dén MAUMALI6. Tuy nhién, trong 6 bién nay, c6 1 bién khong
thoa man vé diéu kién hé sé twong quan bién tong phu hop (diéu kién > 0,3) 1a
HAUMAI6 (-0,068). Do d6, sau khi loai b6 cac bién quan sat khong phi hop, thanh
phan con lai 5 bién quan sat 13 HAUMAI1, HAUMAI2, HAUMAI3, HAUMAIA4,
HAUMAIS.
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Thanh phan Yéu t6 con nguoi: : c¢6 hé sb Cronbach’s Alpha dat 0,854 (thoa
min > 0,6). Ca 5 bién quan sat cua thanh phan nay (tr CONNGUOIl dén
CONNGUOI5) déu théa mén vé diéu kién hé sé twong quan bién tong phu hop
(diéu kién > 0,3). Do d6, ca 5 bién nay déu duogc sir dung cho cac budc phén tich

tiép theo.

Thanh phan Hinh danh, thirong hiéu ciia san pham thiét bi nha bép: c¢6 hé sb
Cronbach’s Alpha dat 0,874 (thoa man > 0,6). Ca 3 bién quan sat cua thanh phﬁn
nay (tr HINHANH TH1 dén HINHANH TH3) déu thoa méin vé diéu kién hé sb
tuong quan bién tong phu hop (diéu kién > 0,3). Do d6, ca 3 bién nay déu duogc sir

dung cho cac budc phan tich tiép theo.

Vé yéu té sw hai long: ca 2 bién HAILONGI va HAILONG2 déu c6 hé sb
tuong quan bién tong phu hop 16n hon 0,3 va hé s Cronbach’s Alpha dat 0,791 1a

rat tot.

Nhu vy trong tong s6 45 bién quan sat ban dau, co 5 bién quan sat khong
thda mén diéu kién va bi loai bo, con lai 40 bién quan sat dat yéu cau va s& duoc
dua vao phan tich nhan t6 tiép theo. Bang 2.3 minh hoa két qua phén tich hé sb

Cronbach’s Alpha cac thanh phan cta thang do.

Bing 2. 3: Két qud phan tich hé s6 Cronbach’s Alpha cdc thanh phdn ciia thang
do (Nguén: tic gid)

Trung binh Phwong sai Twong quan Cronbach’s
Bién quan sat thang do néu | thang do néu | bién téng phu Alpha néu loai
loai bién loai bién hop bién

Tinh nding, cong dung ciia san pham thiét bj nha bép (CA = 0,891)

TINHNANG1 10.84 9.106 762 .858
TINHNANG3 10.55 9.309 741 .866
TINHNANG5 10.72 8.995 778 .852
TINHNANG6 10.82 9.199 754 .861
Mdu mé, chiing logi va kich cé ciia sdn pham thiét bi nha bép (CA = 0,836)

MAUMA CL1 7.24 4,695 .655 .821
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Trung binh Phwong sai Twong quan Cronbach’s
Bién quan sat thang do néu | thang donéu | bién tong pht | Alpha néu loai
loai bién loai bién hop bién
MAUMA CL3 6.88 4578 .760 .710
MAUMA CL4 6.87 5.269 .689 .785
Tinh dong bé cia san pham thiét bi nha bép (CA = 0,847)
DONGBO2 6.86 4.953 727 73
DONGBO3 6.74 5.089 720 781
DONGBO4 6.75 5.211 .695 .804
Xudt xi ciza sdn pham thiét bi nha bép (CA = 0,777)
XUATXU1 6.21 1.956 .689 .625
XUATXU2 6.16 1.958 .593 721
XUATXU3 6.14 1.888 .569 754
Tinh kinh té, hiéu qud ciia sdn pham thiét bi nha bép (CA =0,884 )
TINHKINHTE1 7.24 4411 187 .825
TINHKINHTE2 7.17 4.588 .760 .849
TINHKINHTE3 71.24 4211 179 .833
Giéa cd cia san phdm thiét bj nha bép (CA = 0,892)
GIAl 6.64 2.282 173 .858
GIA2 6.57 2.367 173 .860
GIA3 6.44 2.055 .822 817
He¢ thang kénh phan phdi cia sdn pham thiét bi nha bép (CA = 0,841)
KENHPHANPHOI1 577 5.333 720 764
KENHPHANPHOI2 5.80 5.093 .701 .783
KENHPHANPHOI3 5.69 5.431 .694 .789
Théng tin vé sdn pham thié bj nha bép (CA = 0,892)
THONGTIN1 6.19 2.297 .804 .833
THONGTINZ2 6.17 2.336 187 .848
THONGTIN3 6.18 2.386 174 .858
Dich vu hgu mai cia sdn pham thiét bj nha bép (CA = 0,871)
HAUMAI1 14 .53 7.983 .684 .847
HAUMAI2 14.88 7.947 674 .849
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’ Trung binh Phwong sai Twong quan Cronbach’s
Bién quan sat thang do’néu thang dornéu bién tong pht | Alpha rléu loai
loai bien loai bien hop bien
HAUMAI3 14.92 8.066 .678 .848
HAUMAI4 14.93 8.329 672 .850
HAUMAIS 14.76 7.636 J75 824
Yéu té con ngwoi (CA = 0,854)
CONNGUOI1 10.30 10.761 577 .846
CONNGUOI2 10.31 8.609 718 813
CONNGUOI3 10.22 10.632 .559 .850
CONNGUOI4 10.27 9.736 .730 .808
CONNGUOI5 10.25 9.290 J74 795
Hinh dnh, thwong hiéu ciia san pham thiét bi nha bép (CA = 0,874)
HINHANH_TH1 6.93 5.381 7124 .852
HINHANH_TH2 6.96 4977 .758 .822
HINHANH_TH3 6.98 4,969 793 .790
Sw hai long (CA =0.791)
HAILONG1 3.20 1.224 .689 2
HAILONG2 3.34 .637 .689 2

2.4.2. Phén tich nhén t6 kham phd EFA

Phan tich nhan t6 12 mot ki thuat phan tich nham thu nho va tom tit cac dir

lidu, rat c6 ich cho viéc xac dinh cac tap hop nhom bién can thiét cho van dé nghién

ctru. Quan hé gitra cac nhdm bién c6 lién hé qua lai 1an nhau dugc xem xét dudi

dang mot s6 cac nhan tb co ban. Mdi mét bién quan sat s& duoc tinh mot ty sb, duoc

goi 1a hé sd tai nhan t6 (Factor loading). Hé s6 nay cho nguoi nghién ctu biét moi

bién do luong s& thudc vé nhan té nao.

Khi phan tich nhan t, yéu cau can thiét Ia:

- Hé s6 KMO (Kaiser Meyer Olkin) phai dat gia tri tr 0,5 tr& Ién

(0,5<KMO<1) thé hién phan tich nhan té 14 phd hop, con néu ngugc lai thi phan

tich nhan t6 c6 kha nang khong thich hop vai dir liéu;
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- Kiém dinh Bartlett (Bartlett’s test) co ¥ nghia thong ké (Sig. < 0,05), ching

t6 cac bién quan sat c6 twong quan véi nhau trong tong thé;

- Hé sb tai nhan té phai c6 gia tri I6n hon 0,5, néu bién quan séat nao cd hé sé

tai nhan t6 tir 0,5 tro xubng sé bj loai:

- Téng phuong sai trich (Total Varicance Explained) phai dat gia tri tir 50%
tro 1én;

Dir liéu thu thap s& dugc thyc hién phan tich nhan té véi phuong phap trich
su dung (Extraction method) la Principal Components, phép xoay (Rotation) la

Varimax. Qué trinh phan tich nhan té dwogc thuc hién nhu sau:
2.4.2.1. B4i véi nhoém cac bién doc 1ap

Tap hop tat ca 38 bién quan sat dd qua kiém dinh vé do tin cay dua vao tién

hanh phan tich nhan t6 va thu duoc két qua nhu sau (xem thém Phuy lyc 4):
- Hé s6 KMO = 0.875 cho thay viéc phan tich nhan té 1a phu hop;

- Sig. (Bartlett’s Test) = 0,000 (Sig. < 0,05) chang to cac bién quan sat co

tuong quan v4i nhau xét trén pham vi tong the.

- Tong phuong sai dung dé giai thich sy bién thién cua cac nhan té Ia
73,079% (>50%), hé s6 eigenvalue = 1.149 (>1) nén thoa man diéu kién cua phan

tich nhan té.

- Sau khi sir dung phép xoay, 38 bién quan sat dugc gom thanh 7 nhan t6 c6
anh huong téi sy hai 10ng cia ngudi tidu dung d6i voi san pham thiét bi nha bép tai
Viét Nam (bang 2.4).

+ Nhom nhan t6 tha 1: bao gém 9 bién quan séat thuoc 3 nhém nhan t6 1a
Hinh anh, thuong hiéu cua san pham, Mau mé, chang loai va kich c¢& cua san pham,
va Tinh dong bo cua san pham. Cuy thé gom cac bién quan sat HINHANH_THS3,
HINHANH_TH2, MAUMA CL3, DONGBO3, HINHANH TH1, DONGBO4,
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MAUMA_CL4, MAUMA_CL1, DONGBO?2. Céc bién quan sat nay dugc nhom lai
véi nhau va duoc dat tén lai 1a “GIATRIBENNGOAI”.

+ Nhom nhan tb tht 2: bao gdm 7 bién quan séat thuoc 2 nhém nhan té 1a
Tinh kinh té, hiéu qua cia san pham va Tinh ning, cdng dung caa san pham. Cuy thé
gém cac bién quan sat TINHKINHTE1, TINHKINHTE3, TINHNANGS,
TINHNANG1, TINHKINHTE2, TINHNANGS6, TINHNANG3. Cac hién guan sat
nay dugc nhdm lai v4i nhau dudi tén méi la “TINHNANGCONGDUNG”.

+ Nhom nhan tb tht 3: bao gdm 6 bién quan sat thuoc 2 nhém nhan té 1a
Théng tin vé& san pham va Xuat x& cua san pham. Cu thé géom cac bién quan sét tir
THONGTINI1 dén THONGTINS3 va tir XUATXU1 dén XUATXUS. Céc bién quan
sat nay dugc nhom lai véi nhau véi tén mai la “XUATXU THONGTIN™.

+ Nhém nhan t6 thir 4: bao gom tat ca cac bién quan sat cua yéu té Dich
vy hau méi cia san pham thiét bi nha bép. Nhém nhan té nay van giit tén nhu mo
hinh nghién ciru dé nghi 1a “HAUMALI”.

+ Nhom nhan t6 thir 5: bao gom tat ca cac bién quan sat cia yéu té con
ngudi. Nh6m nhan t6 nay van giir tén nhu mo hinh nghién ctu dé nghi la
“CONNGUOTI”.

+ Nhém nhan té thir 6: bao gém tat ca cac bién quan sat cua yéu té Gia
ca cia san pham thiét bi nha bép. Nném nhan té nay van giit tén nhu mo hinh
nghién ctru dé nghi 1a “GIA”.

+ Nhom nhan té thtr 7: bao gom tat ca cac bién quan sat cua yéu to Hé
théng kénh phan phéi cua san pham thiét bi nha bép. Nhém nhan t6 nay van giir tén
nhu mo6 hinh nghién ctru dé nghi 1a “KENHPHANPHOI”.
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Bing 2. 4: Két qud phén tich nhén té ciia thang do (Nguon: tic gid)

Thanh phan

Bién quan sét
1 2 3 4 5 6

HINHANH_TH3 .870

HINHANH_TH2 .868

MAUMA_CL3 .854

DONGBO3 .850

HINHANH_TH1 .837

DONGBO4 .830

MAUMA_CL4 827

MAUMA_CL1 .810

DONGBO2 .806

TINHKINHTEL .880

TINHKINHTE3 .869

TINHNANGS 842

TINHNANG1 .838

TINHKINHTEZ2 827

TINHNANG6 .822

TINHNANG3 782

THONGTIN2 .884

THONGTINS .849

THONGTIN1 .844

XUATXU1 821

XUATXU3 762

XUATXU2 702

HAUMAI5 .866

HAUMAI2 .789

HAUMAI3 781
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Thanh phan

Bién quan sat
1 2 3 4 5 6 7

HAUMAI1 .756

HAUMAI4 .738

CONNGUOI5 .857

CONNGUOI4 817

CONNGUOI2 .805

CONNGUOI1 .705

CONNGUOI3 679

GIA3 872

GIAl 812

GIA2 793

KENHPHANPHOI3 770

KENHPHANPHOI1 729

KENHPHANPHOI2 .709

2.4.2.2. B6i véi nhan té bién phu thudc

Thang do mitc d¢ hai 10ng cua nguoi tiéu dung dbi véi san pham thiét bi nha
bép gom 2 bién quan sat HAILONG! va HAILONG2. Sau khi phan tich
Cronbach’s Alpha, cac bién déu dam bao do tin cay, khong bién nao bi loai nén tiép
tuc dugc tién hanh phan tich nhan t6 kham pha dé danh gia do hoi tu cta cac bién
quan sat theo cac thanh phan. Kiém dinh Bartlett c6 ¥ nghia vé mat thong ké (Sig. =
0,000 < 0,05) cho thay cac bién quan sat co twong quan trong tong thé, do d6 thoa
min diéu kién dé phan tich nhan t6. Hé s6 KMO = 0,5 < 1, tong phuong sai dung dé
giai thich nhén t6 13 84,453% (> 50%) va hé s tai cua tirng nhan t6 > 0,5 thoa man

diéu kién ctia phan tich nhéan t6 (Phu luc 4).

Béng 2.5 thé hién két qua phan tich nhan té cia thanh phan su hai long cia

nguoi tiéu dung.
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Bing 2. 5: Két qud phén tich nhén té ciia thanh phan sw hai long
(Nguén: tic gid)

) Nhan t6
Ma hoa Bién quan sat
1
HAILONGL1 An‘h/CA:hl s¢ tiep tuc gu’ du’r?g cac san pham thiét bi 919
nha bép trong thoi gian tai
Anh/Chj s& gidi thiéu cac san pham thiét bj nha
HAILONG2 bép téi nguoi than/quen cua Anh/Chi 919

2.5. Kiém dinh mo hinh nghién ciu
2.5.1. Phén tich twong quan hé so6 Pearson

Truéc khi tién hanh phan tich hdi quy, phan tich twong quan s& duoc thuc
hién dé kiém tra su twong quan gitta cac bién doc 1ap véi bién phu thuéc nham xem
Xét sy phu hop cua c4c bién khi dwa vao phan tich hdi quy. Sau do, tién hanh thuc
hién phan tich hoi quy dé kiém dinh cac gia thuyét ban dau. Qua do6 sé& thay duoc
muc d6 anh huong caa cac thanh phan nhan t6 1én mac d6 hai 1ong cia nguoi tiéu
dung ddi véi cac san pham thiét bi nha bép.

Tuong quan Pearson duoc dung dé kiém tra méi quan hé tuyén tinh gitra cac
bién véi nhau. Gié tri hé s6 twong quan Pearson bang 0 chi ra rang hai bién khong
c6 méi lién hé tuyén tinh, nguoc lai néu gia tri cang tién gan dén 1 khi hai bién c6
mbi twong quan tuyén tinh chit ché. Ngoai ra can nhan dién van dé da cong tuyén
khi céc bién doc 1ap co twong quan manh véi nhau. Dau hiéu nghi ngo dua vao gia
trj sig trong quan giira cac bién doc 1ap nho hon 0.05 va gia tri twong quan Pearson
Ién hon 0.3 (Hoang Trong va Chu Nguyén Mong Ngoc, 2005) [24]. Khi gip phai
nghi ngo ndy, can cha y dén da cong tuyén s& dugc xem xét khi phan tich hdi quy
(kiém tra hé s6 VIF).

Phan tich bang ma tran hé sb twong quan giira cac bién (Phu luc 5) cho thiy
nhan t6 KENHPHANPHOI ¢6 su twong quan manh nhét véi nhan t6 HAILONG
(0,586). Cac nhan t6 TINHNANGCONGDUNG, GIA ciing c6 twong quan vSi nhan
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t6 HAILONG véi hé sb tuong quan Pearson 1an luot 1a 0,456 va 0,466. C4c nhan t6
con lai déu c6 turong quan chat vai bién phu thusc HAILONG vai hé sb twong quan
Pearson déu l6n hon 0,3. Tat ca cac bién doc lap déu c6 twong quan véi bién phu

thudc vai p-value < 0,05, nghia 14 c¢6 ¥ nghia vé théng ké.

Két qua phan tich ciing cho thiy, gitta cac bién doc 1ap véi nhau ¢6 sy twong
quan rat yéu khi hau hét cac cip déu co hé sb Pearson < 0,3, trir cac cap
TINHNANGCONGDUNG - GIA (0,39), TINHNANGCONGDUNG - HAUMAI
(0,306), TINHNANGCONGDUNG - KENHPHANPHOI (0,530), GIA -
HAUMAI (0,323), GIA - KENHPHANPHOI (0,449), HAUMAI -
KENHPHANPHOI (0,419), vA CONNGUOI — KENHPHANPHOI (0,36). Nhu vay,
c4c bién déu thoa man diéu kién dé dua vao phan tich hoi quy va tinh da cong tuyén

cua 7 cap bién ké trén sé& can dugc chii y dén khi tién hanh phan tich hoi quy.
2.5.2. Phén tich héi quy tuyén tinh bji

Phan tich hoi quy boi khdng phai chi 1a md ta cac dir liéu quan sat dugc. Tur
két qua trong mau, ta s& xac dinh méi quan hé nhan qua gita bién phu thuoc
HAILONG (Sy hai Iong) vao cac bién doc lap cing mac do6 dong gop cua céac bién
doc lap trong viéc thay doi mic ¢o hai 1ong. M6 hinh phan tich hoi quy s& md ta
hinh thic caa méi lién hé va qua do gitp ta du doan duoc mac do caa bién phu

thuoc khi biét truéc gia tri cua bién doc lap.

Pé xay dung md hinh hdi quy, ta chon phuong phap Enter. Két qua phan tich
hoi quy (Tham khao phu luc 6) cho thay két qua R? (R Square) = 0,508 cho thay mé
hinh hoi quy tuyén tinh bai pht hop véi tap dit liéu va cé thé st dung dugc. Trong
tinh hudng nay, R? diéu chinh = 0,5 cho thay sy twong thich cia mé hinh véi cac
bién doc 1ap 1a khoang 50%, tic 12 50% su bién thién mirc o hai long cua nguoi
tiéu dung doi véi san pham thiét bi nha bép cd thé duoc giai thich boi 7 bién doc 1ap
trong mé hinh.

Kiém dinh F sir dung trong phan tich phuong sai 1a mot phép kiém dinh gia

thuyét vé do phii hop caa mé hinh hdi quy tuyén tinh tong thé. Kiém dinh F xem xét



92

méi lién hé tuyén tinh gitra bién phu thudc véi toan bo tap hop cua cac bién doc lap.
Trong trudng hop nay, gia tri thong ké F duoc tinh tir gia tri R? ciia mé hinh day du,
gia tri Sig rat nho cho thady md hinh hdi quy tuyén tinh boi sir dung phi hop véi tap
dir liéu. Bén canh do, két qua Collinearity Statistics chuan doan hién twong da cong
tuyén véi hé sé phong dai phuong sai VIF (Variance Inflation Factor) cua cac bién
doc lap trong mo hinh déu rat nho, cé gia tri tir 1,170 dén 1,786 thé hién khong c6
truong hop da cong tuyén xay ra, va cac bién doc lap trong mé hinh duoc chip

nhan.

Mt khéc, hé sb Durbin — Watson dung dé kiém dinh twong quan cta cac sai
s6 ké nhau (hay con goi la twong quan chudi bac nhat, ¢ gia tri bién thién trong
khoang tir 0 dén 4: néu cac phan sai s6 khong co twong quan chudi bac nhat voi
nhau thi gia tri s& gan bang 2; néu gia tri cang nho, gan vé 0 thi cac phan sai s6 ¢6
tuong quan thuan; néu cang Ion, gan vé 4 c6 nghia 1a cac phan sai s6 c6 tuong quan
nghich) cho thay phi hop khi st dung mé hinh hdi quy tuyén tinh boi vi gia tri hé
s6 16n hon 1 va nhé hon 2 (1,911) va chap nhan gia thuyét khéng co su twong quan

chudi bac nhat trong md hinh.

Nhu vay, md hinh héi quy tuyén tinh bdi thoa man cac diéu Kién danh gia va
kiém dinh d6 pht hop cho viéc rit ra cac két qua nghién ctiu. Sau khi phan tich hoi
quy, két qua cho thdy méi quan hé gitra bién phu thudc va cac bién doc lap duoc thé
hién trong phuong trinh sau:

Sw hai 10ng = -0,431 + 0,103 *Tinh ning céng dung + 0,22*Gia tri bén ngoai + 0,135*Xudt
xi#_Thong tin + 0,134*Gia + 0,129*Hdu mai + 0,141*Con ngwoi + 0,286*Kénh phan phdi

Qua phuong trinh hdi quy cho thdy c6 7 nhan té anh huong dén mic do hai
long cua nguoi tiéu dung ddi véi san pham thiét bi nha bép trong d6 bién Kénh phan

phdi anh huéng nhiéu nhit va bién Tinh ning cong dung 6 anh hudng it nhat.
2.5.3. Kiém dinh cdc gid thuyét trong mé hinh hoi quy tuyén tinh bji

M6 hinh hdi quy tuyén tinh bang phuong phap Enter dugc thuc hién véi mot

s6 gia dinh va md hinh chi thyc sy cé y nghia khi cic gia dinh nay duoc dam bao.
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Do vay, dé dam bao cho d6 tin cay cua mé hinh, tac gia con phai thuc hién mot loat

cac do tim su vi pham céc gia dinh can thiét trong hoi quy tuyén tinh.

Kiém tra cac sai léch ngdu nhién c6 phan phai chudn: phan du co thé khéng
tuan theo phan phdi chuan vi nhitng 1i do nhu sir dung sai mo hinh, phuong sai
khong bang hang sb, sb luong phan du khong da nhiéu dé phan tich (Hoang Trong
va Chu Nguyén Méng Ngoc, 2008) [24]. Theo biéu db tan sé cua phan du chuéin
hoa (hinh 2.7), mot duong cong xap xi phan phéi dat chong 1én biéu db tan sb. Két
qua tir biéu db cho thay phan phdi cua phan du xap xi chuan (trung binh Mean = 0,
d6 léch chuan = 0,992 gan bang 1). Pidu nay c6 nghia 1a gia dinh phan phéi chuan
cta phan du khong bi vi pham.

Histogram
Dependent Variable: HAILONG

Mean = -6 92E-16
a0+ St Dev, = 0992
M =453
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Regression Standardized Residual
Hinh 2. 7: Biéu do tin sé Histogram (Nguon: tdac gia)

Kiém tra hién twong phirong sai khéng doi: hién twong phuong sai thay doi
lam cho cac udc luong cia cac hé s hoi quy khong hiéu qua, 1am cho viéc kiém
dinh céc gia thuyét mat hiéu luc, danh gia nham chit lugng cia md hinh héi quy. Vi
thé can phai kiém dinh phuong sai ctia phan du khong doi. Theo d6 thi phan tan cua
phan du chuan héa (hinh 2.8) ta thdy phan du tan ngdu xung quanh dwong nim

ngang di qua tung d6 0, do d6 phuong sai cia phan du khéng doi.
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Normal P-P Plot of Regression Standardized Residual
Dependent Variable: HAILONG
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Hinh 2. 8: Biéu dé tin sé P-P plot (Nguén: tic gid)
2.6. Kiém dinh gia thuyét nghién ciu

Trong nghién ctru ndy, mo hinh nghién ciru dugc tic gia dé xuat ban dau
gém 11 nhan t6 anh hudng téi sy hai long ctia nguoi tiéu ding dbi voi san pham
thiét bi nha bép vdi 45 bién quan sat. Sau khi tién hanh cac phan tich va danh gia,
dd co 5 bién quan sat bi loai bo khdi mo6 hinh, va cac bién quan sat con lai cling
dugc nhom lai thanh 7 nhén t6 bao gom KENHPHANPHOI (Hé théng kénh phan
phéi cua san pham thiét bi nha bép), GIATRIBENNGOAI (Gia tri bén ngoai cua
san pham thiét bi nha bép), XUATXU THONGTIN (Xuat xi&t va thong tin vé san
pham thiét bi nha bép), CONNGUOI (Yéu té con nguoi), HAUMAI (Dich vu hiu
mii ciia san pham thiét bi nha bép), GIA (Gia ca cta san pham thiét bi nha bép), va
TINHNANGCONGDUNG (Tinh ning, cong dung cta san pham thiét bi nha bép).

Céc gia thuyét nghién ctru ciing duoc diéu chinh lai nhu sau:

HI: Tinh nang c¢éng dung ciia san pham thiét bi nha bép c¢é anh hwong trie

tiep va cung chiéu toi su hai long cua nguoi tiéu dung.
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H?2: Gid tri bén ngodi ciia san pham thiét bi nha bép c¢é anh huwdng truec tiép
Va ciing chiéu téi sw hai long ciia nguwoi tiéu ding.

H3: Xudt xir va théng tin vé san pham thiét bi nha bép c6 anh huéng tric
tiép va cing chiéu t6i sw hai long ciia ngueoi tiéu ding.

H4: Gid ca cua san phdam thiét bi nha bép c6 anh huong truc tiép va ciing
chiéu téi su hai long ciia nguoi tiéu ding.

HS5: Hé thong kénh phdn phdi cia san pham thiét bi nha bép c¢6 dnh hwéng
triec tiép va cung chiéu t&i sw hai long ciia ngueoi tiéu ding.

H6: Dich vu hau mai cua san phcfm thiét bi nha béb co anh huong truc tié})
va ciing chiéu téi sw hai long ciia nguwoi tiéu ding.

H7: Yéu t6 con ngueoi c6 tac dong truc tiép va ciing chiéu téi sw hai long ciia
nguoi tiéu dung.

Mo hinh nghién ctru diéu chinh duogc thé hién nhu trong hinh 2.9 dudi day.

H4(+ ., 7
Tinh ning céng dung H1(+) M | Gigcaasan pham
2 % =
cua san pham p=0,103 Sy hai p=0.134
long cua o ) .
ngudi H5(+ H¢ thong kénh phan
19 9 u S ‘tleu 5
san pham B=10,22 dung doi
Vi san 2 H6(+) Dich vu hau mai cua
pham B= 0,129 san pham
Xuit xtr va thdng tin H3(+) thiét bi H7()
A X —> AL 4 A i
ve san pham f= 0,135 <————  Yeéu to con nguol
’ B= 0,141

Hinh 2. 9: M6 hinh nghién ciru di diéu chinh (Nguon: tic gid)
Tir két qua phan tich hdi quy cho thiy, tit ca cic hé s6 Beta chuan hoa déu
16n hon 0 va diéu nay chung to cac bién doc lap déu c6 tac dong cung chiéu toi su

hai long cta ngudi tiéu dung d6i voi san pham thiét bi nha bép. Két qua nay da
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khing dinh cac gia thuyét néu ra trong mé hinh nghién ctu (tr H1 dén H7) dugc

chap nhan va kiém dinh phu hop.

Tuy nhién, cac nhdn t6 trong mé hinh lai c6 muc do anh huong khac nhau
dén sy hai long ctia ngudi tiéu dung. Theo két qua phan tich hdi quy thi nhan té Hé
théng kénh phdn phoi cia san pham thiét bi nha bép c6 anh huong 16n nhat dén su
hai long cua nguoi tiéu dung v6i hé sb Beta 1a 0,286 tirc 1a khi ting yéu t& Hé thong
kénh phdn phéi ciia san pham thiét bi nha bép 1én mot don vi thi mirc d6 hai long
clia ngudi tiéu dung s& ting 1én twong Gmg 14 0,286 don vi. Tiép theo 13 nhan t6 Gia
tri bén ngodi cia san pham thiét bi nha bép (duge td hop tir 3 yéu td ban dau 1a
Hinh anh, thuong hiéu ctia san pham, Mau ma, chung loai va kich ¢& ciia san pham,
va Tinh déng bd cua san pham) v4i hé sb Beta dat 0,222. Vi tri thtr ba, tht tu, tha
nidm va tht 6 lan luot 1a cac nhan td Yéu t6 con nguoi (Beta = 0,141), Xudt xir va
théng tin vé san pham (Beta = 0,135), Gid ciia san pham (Beta = 0,134), va Dich vu
hdu mdi ciia san pham (Beta = 0,129) trong d6 c¢6 2 nhan t6 1a Xudt xi va théng tin
vé san pham VA Yéu t6 con nguoi c¢6 tic dong dén sy hai 1ong clia nguoi tiéu ding
gan nhu 13 twong duong nhau. Nhan t6 Tinh ndng céng dung ciia san pham (dugc to
hop tir 2 nhan t6 1a Tinh ké té va Tinh ning, cong dung cua san pham) co tac dong

nho nhét toi sy hai 10ng ctia ngudi tiéu dung v6i hé s Beta 13 0,103..
2.7. Mt s6 phat hién va két luan

Trai qua qué trinh nghién ctu co s¢ 1y thuyét vé su hai long, chién luoc
Marketing ciing nhu viéc xdy dung md hinh nghién ctru, khao sat y kién ngudi tiéu
dung ngoai thuc dia cho dén tong hop, phan tich két qua thu duoc, tac gia xin dua ra

mot sO phat hién va két luan nhu sau:

- Trong md hinh nghién ctru dé xuat dau tién, tac gia da dé xuat 11 nhan to
c6 anh hudng t6i sy hai long cta ngudi tiéu dung ddi voi san pham thiét bi nha bép
tai thi truong Viét Nam g@)m: Yéu td con nguodi; Dich vy hau mai cia san phém
thiét bi nha bép; Thong tin vé san pham thiét bi nha bép; Tinh ning cong dung ciia

san phém thiét bi nha bép; Tinh kinh té, hiéu qua cua san phém thiét bi nha bép;
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Mau mi, chung loai va kich c¢& ciia san pham thiét bi nha bép; Hé théng kénh phan
phdi ciia san pham thiét bi nha bép; Gia cta san pham thiét bi nha bép; Hinh anh,
thuong hiéu ctiia san pham thiét bi nha bép; Tinh dong bd cua san pham thiét bj nha
bép; va cudi cung 1a Xuét xir cia san pham thiét bi nha bép. Trong qua trinh phan
tich két qua tir cac bang hoi thu thap duoc, voi viée st dung phuong phap phén tich
nhan t6 kham pha EFA, 11 nhan t6 ban dau di duoc nhom lai thanh 7 nhan t6 trong
d6 nhan t6 Hinh anh, thuong hiéu cing véi nhan té Tinh dong bd va nhan té Mau
mi, ching loai va kich ¢& cia san phim dd dugc nhom lai thanh 1 nhém chung va
dugc dit tén lai 1a Gia tri bén ngoai cua san phém. Tinh nang, cong dung cua san
phém va Tinh kinh té cua san phém cling duoc nhém lai véi nhau va dugc dat tén
moi 13 Tinh ning cong dung. Nhan té Thong tin vé san pham va Xuat x{r ciia san
pham dugc nhom lai thanh mot vaéi tén méi 1a Xuat xi thong tin ciia san pham. Nhu
vay c6 thé két luan rang tir két qua nghién ctru cho thay c6 7 nhan té ¢6 anh hudng
t61 sy hai long ctia ngudi tiéu dung dbi v6i san pham thiét bi nha bép tai thi truong
Viét Nam hién nay.

- Trong nghién ctru ndy, tac gia da st dung phuong phap phan tich hoi quy
tuyén tinh bdi dé kham pha mdi quan hé nhan qua gitta sy hai 10ng clia nguoi tiéu
dung va cac bién quan sat cling nhu xac dinh mac do anh hudng cua cac bién doc
lap d6i voi sy hai long cua ngudi tiéu dung. Két qua phan tich cho thiy 7 nhan t6
sau khi d& duoc rt gon tir 11 nhan t6 déu c6 anh hudng dén sy hai long ciia nguoi
tiéu dung ddi véi san pham thiét bi nha bép trong d6 nhan té nhan t6 Hé théng kénh
phan phdi c¢6 anh hudng 16n nhat, tiép d6 1a nhan t6 Gia tri bén ngoai ciia san pham.
Yéu t6 con ngudi 1 nhan t6 ding & vi tri thir ba vé muc d6 anh huong. Dung ¢ vi
tri thtr tu va thir ndm 13 cac nhan t6 Xuit xt, thong tin vé san pham va gia cia san
pham. Két qua phan tich cho thiy hai nhan t6 nay gan nhu c6 cing mirc do anh
huong t6i sy hai 1ong ctia ngudi tiéu ding véi chi s6 Beta chi chénh 1éch 0,001 (Ian
luot 12 0,135 va 0,134). Hai nhén t6 c6 mirc d6 anh hudng thap nhat chinh 1a nhan
t6 Dich vy hau mai va Tinh ning céng dung cta san pham. Tir két qua phén tich c6

thé thdy duogc cic doanh nghiép trong qua trinh xay dung chién lugec Marketing, can
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cht ¥ nhiéu dén van dé kénh phan phdi va gia tri bén ngoai cta san pham boi 18 day
13 hai nhan t6 tic dong manh mé& nhat toi su hai long ctia nguoi tiéu dung. Két qua
phan tich cac nhdn t6 anh huéng nay sé 13 thong tin quy bau giup doanh nghiép co
duogc cai nhin téng thé va nim dugc cac nhan t6 nao sé anh huong dén sy hai long
clia ngudi tiéu dung, nhan t6 ndo tac dong 16n nhét va nhin t6 nao tac dong it nhit
dé tir 6 dé ra cac chién lwoc Markting pht hop cho viée tiéu thu cac san pham thiét

bi nha bép.

- Nghién ctru ban dau dé ra 11 gia thuyét nghién ctru twong tmg véi 11 nhan
t6 anh huong, tuy nhién trong qué trinh phén tich cac nhan t6 da dugc gop lai thanh
7 nhoém nhan té anh hudng chinh va do d6 cac gia thuyét ciing da dugc diéu chinh
lai cho phu hop véi s6 lwong cac nhdn t6 anh hudng. 7 gia thuyét trong nghién nay
déu cho rang, cac nhan té anh hudng déu c6 anh huong truc tiép va cung chiéu téi
su hai 1ong ctia nguoi tidu dung. Két qua phan tich cho thay tat ca cic hé sé Beta
chuan héa déu c6 gia tri dwong va nhu vay di ching minh rang cac nhan té anh
huong déu c6 tac dong ciing chiéu toi su hai long ciia nguoi tiéu dung. Két qua nay
d3 khang dinh cac gia thuyét néu ra trong nghién ctru 1a chip nhan duogc va duoc
kiém dinh phu hop. Viéc kham pha chiéu tac dong ciia cic nhan td 14 rt quan trong
boi 18 co nhitng nhan t khi doanh nghiép ting mirc d6 1én lai c6 anh huodng tiéu cuc
t6i sy hai long ciia nguoi tiéu dung va nguoc lai. Két qua cta nghién ctru nay da chi
ra cho cac doanh nghiép kinh doanh san pham thiét bi nha bép thay dugc cac nhan
t6 anh huong déu tac dong cing chiéu t6i sy hai long va do d6 khi xdy dung chién
luge Marketing doanh nghiép nén tiang cudng thiuc ddy cac nhan tb nay dé gia tang
su hai 1ong ciia nguoi tiéu ding ddi voi san pham nha bép ma doanh nghiép dang

kinh doanh.
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CHUONG 3: VAN DUNG KET QUA NGHIEN CUU CAC NHAN TO ANH
HUONG DPEN SU HAI LONG CUA NGUOI TIEU DUNG TRONG VIEC
HOAN THIEN CHIEN LUQC MARKETING CHO CAC DOANH NGHIEP
KINH DOANH THIET BI NHA BEP

3.1. Panh gia mic dd hai 10ng cta nguwdi tiéu dung ddi véi cac yéu té anh
hwéng trong mé hinh nghién cau
* Mikc d¢ hai long véi yéu té Hé thong kénh phan phéi ciia san phdm thiét bi nha
bép

Bang 3.1 duéi day minh hoa thong ké mé ta vé yéu té Kénh phan phdi cia
san pham thiét bi nha bép.

Bing 3. 1: Théong ké mé td vé yéu to Kénh phén phéi ciia sdn phdm thiét bi nha
bép (Nguon: Tdc gid)

N Min Max | Trung binh| Pé léch chuan
KENHPHANPHOI1 | 459 1 5 2.86 1.243
KENHPHANPHOI2 | 459 1 5 2.84 1.321
KENHPHANPHOI3 | 459 1 5 2.94 1.246

Tir bang thong ké mo ta, c6 thé thay rang ngudi tiéu dung dang chua thuc su
hai long dbi v6i hé thong kénh phan phdi ctia cac san pham thiét bi nha bép véi gia
tri trung binh giao dong tir 2.84 — 2.94. Thyc té trén thi trudng hién nay, rat nhiéu
san pham thiét bi nha bép véi thuong hiéu uy tin, chit lvong nhung lai chua c6 mot
hé thong kénh phan phdi rong rdi dan toi viéc nhidu nguoi tiéu dung gip kho khin
khi mudn mua san phém hodc it c6 co hdi duge dén truc tiép dé tham quan, danh
gia san pham. Poi khi, ngudi tiéu ding budc phai mua thong qua cac kénh online
dan dén c6 thé mua phai hang gia, hang kém chit luong. Do d0, cac doanh nghiép
Viét Nam can ¢ nhitng chién luoc hop 1y nham mé rong kénh phan phdi, giap cho
nguoi tiéu dung c6 thé dé dang tiép can duoc véi san pham dé tir 46 gia ting mirc

d6 hai 10ng ciing nhu thuc ddy doanh sb ban hang.
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* Mikc d¢ hai long véi yéu té Gid tri bén ngoai ciia san phdm thiét bi nha bép

Yéu t6 Gia tri bén ngoai ctia san pham bao gdm cac yéu t6 thanh phan gdm
Hinh anh, thuong hiéu cta san phim; Mau m3, chung loai va kich ¢& cta san pham;
va Tinh dong bd cua san pham. Bang 3.2 dudi diy minh hoa thdng ké mo ta vé yéu
t6 nay.
Bing 3. 2: Thong ké mé ti vé yéu té Gid tri bén ngoai ciia sin phdm thiét bi nha

bép (Nguon: Tdc gid)

N Min Max | Trung binh| g léch chuan
HINHANH_TH1 459 1 5 3.51 1.194
HINHANH_TH2 459 1 5 3.47 1.258
HINHANH_TH3 459 1 5 3.45 1.227
MAUMA CL1 459 1 5 3.26 1.301
MAUMA CL2 459 1 5 2.93 1.457
MAUMA CL3 459 1 5 3.61 1.228
MAUMA CL4 459 1 5 3.63 1.123
DONGBO1 459 1 5 3.14 1.453
DONGBO2 459 1 5 3.31 1.261
DONGBO3 459 1 5 3.44 1.235
DONGBO4 459 1 5 3.43 1.229

Két qua thong ké mo ta cho thay gia tri trung binh dao dong tir 2.93 — 3.63,
su danh gia ctua nguoi tiéu ding tuy c6 cao hon so véi yéu t6 Kénh phan phdi
nhung van chua dat dugc mitc d6 dong ¥ hay hai long cta nguoi tiéu dung. Hién
nay, cin phong bép ciing 14 mot trong nhitng noi thé hién su sang trong cua ngdi
nha va do d6 gia chu ciing dang ngay cang quan tim dén cac yéu t6 vé mat tham my
cling nhu thuong hiéu clia cac san pham thiét bi nha bép. Két qua da cho thy nguoi
tiéu dung ciing da danh gia tot cac van dé vé hinh anh, thuong hiéu ciing nhu miu
mi va tinh déng bd cua cac san pham nha bép hién thoi. Tuy nhién, co mot thyc té
la yéu cdu cta nguoi tiéu dung s& ngdy cang cao hon, khit khe hon va vi thé, cac

doanh nghiép ciing luén phai khong ngimg d6i méi mau ma, ting cudng quang ba
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thwong hiéu ciing nhu tao ra chudi cac san pham c6 tinh déng bd véi nhau. C6 nhu
vay thi su hai 1ong cta nguoi tiéu dung s& ngdy cang ting 1én va giup ich rat 16n cho

viéc ban hang cua doanh nghiép.
* Mikc d¢ hai long véi yéu té Con nguwoi
Bang 3.3 dudi diy minh hoa thong ké mé ta di véi yéu td Con nguoi.

Bing 3. 3: Théng ké mé ti vé yéu té6 Con ngwoi (Nguén: Tdc gid)

N Min Max | Trung binh| P$ léch chuin
CONNGUOI1 459 1 4 2.54 .864
CONNGUOI2 459 1 5 2.53 1.151
CONNGUOI3 459 1 5 2.62 911
CONNGUOI4 459 1 5 2.57 921
CONNGUOI5 459 1 5 2.59 .966

Két qua cho thiy nguoi tiéu dung dang khong hai long vai yéu t Con ngudi
khi gia tri trung binh dat gia tri kha thap tir 2.53 — 2.62. Con ngudi 1a mot yéu t6 rat
quan trong dé khién nguoi tiéu ding c¢6 cam thay hai 10ng hay khong khi mua va sir
dung thiét bi nha bép. Poi khi, ngudi tiéu dung s& cam thay khong hai long hoic
tham chi byc trc khi nhan vién ban hang khong niém né hodc chi don gian 1a nhan
vién giao hang tré hen, hodc nhan vién tu van ¢6 kién thirc khong tdt vé san phﬁm.
Do d6, viéc ning cao ¥ thirc, tic phong ciing nhu kién thirc vé san pham cho cac
nhan vién can phai dugc quan tAm hon nita va can c6 sy cai thién dang ké dé tir d6
gay thién cam va gia tdng sy hai long cia nguoi tiéu dung khi mua va st dung san
pham ctia doanh nghiép.

* Mirc dé hai long véi yéu té Xudt xir va thong tin vé san pham thiét bi nha bép

Yéu t6 Xuat xit va thong tin vé san phadm nha bép duoc gop lai tir 6 bién
quan sat thudc 2 nhém nhan té 1a Thong tin vé san pham va Xuét x{ ciia san pham.
Bang 3.4 dudi diy minh hoa théng ké mé ta dbi v6i yéu td Xuat xtr va thong tin vé

san pham thiét bi nha bép.
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Bing 3. 4: Théng ké mé td vé yéu té Xudt xir va thong tin vé san pham thiét b

nha bép (Nguén: Tdc gid)

N Min Max | Trung binh| g léch chuan
XUATXU1L 459 2 5 3.05 .7136
XUATXU2 459 2 5 3.10 797
XUATXU3 459 2 5 3.11 .843
THONGTIN1 459 2 5 3.08 .827
THONGTINZ2 459 2 5 3.10 .823
THONGTINS3 459 2 5 3.09 814

Két qua danh gia ctia nguoi tiéu dung ¢ ngudng binh thuong ddi véi yéu t6
lién quan dén ngudn gdc xuat x{r ciing nhu thong tin vé cac san pham thiét bi nha
bép véi gia tri trung binh dat tir 3.05 — 3.11. Tuy nhién, cic doanh nghiép kinh
doanh ciing nén tiép tuc d6i mai va sir dung thém nhiéu giai phap khac nhau nham
gitip cho nguoi tiéu dung co6 thé dé dang hon nita khi tiép can thong tin san pham va
Xudt xtr san pham ciing can dugc minh bach hon nita nham gia tang sy hai l1ong cua
nguoi tiéu dung ddi véi yéu té nay.

* Mikc d¢ hai long véi yéu té Gid ciia sdn pham thiét bi nha bép
Bang 3.5 du6i ddy minh hoa thong ké mé ta d6i voi yéu td Gia ctia san phim

thiét bi nha bép.

Bing 3. 5: Thong ké mé td vé yéu t6 Gid ciia san pham thiét bi nha bép

(Nguon: Tdc gid)

N Min Max | Trung binh| g léch chuan
GIAl 459 2 5 3.19 795
GIA2 459 2 5 3.26 164
GIA3 459 2 5 3.39 .848

Gia trj trung binh dat tir 3.19 — 3.39 d4 cho thay danh gia ctia ngudi tiéu ding
c6 tin hi¢u kha quan dbi véi gid cta cic san pham thiét bi nha bép. Hién nay, thi

truong thiét bi nha bép dang co sy canh tranh khdc 1iét khong nhitng giita cac
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thwong hiéu ma con boi chinh cac nha phan phdi san pham. Do d6, gia cla cac san
pham d4 it con bi thdi gia hodc qua cao so vai gid tri thuc cua san pham. Tuy nhién,
dé co thé thu hut nguoi tiéu dung va nang cao su hai long cta ho thi cac doanh
nghiép van can phai c6 cac chién lugc hop 1y nham dua ra mic gia tot nhat thu hat
ngudi tiéu ding méi hodc khuyén khich ho mua tiép cac san pham cta doanh

nghiép.
* Mikc dj hai long véi yéu té Dich vu hdu mai ciia sdn phdm thiét bi nha bép
Bang 3.6 dudi day minh hoa thong ké moé ta d6i véi yéu td Dich vu hau mai
ctia san pham thiét bi nha bép.
Bing 3. 6: Thong ké mé td vé yéu té Dich vu hdu mdi ciia san pham thiét bi nha

bép (Nguén: Tdc gid)

N Min Max | Trung binh| g léch chuan
HAUMAIL 459 1 5 3.98 .869
HAUMAI2 459 2 5 3.63 .885
HAUMAI3 459 2 5 3.58 .856
HAUMAI4 459 1 5 3.57 .804
HAUMAIS5 459 2 5 3.74 .866
HAUMAIG 459 1 5 3.03 1.397

Yéu t6 Dich vu hau mai dugc ngudi tiéu dung danh gia kha cao khi gia tri
trung binh d6i véi yéu té nay dat cao nhat 1a 3.98 va hau hét gia tri trung binh déu
trén 3.5. Piéu nay ching t6 nguoi tiéu dung dang kha hai 10ng véi dich vu hau mai
cua cac doanh nghiép kinh doanh san phém thiét bi nha bép. Dich vu hau mai la mot
budc rat quan trong cé tac dong manh mé toi sy hai long cua ngudi tiéu dung ddi
v6i san pham néi chung va doanh nghiép kinh doanh san pham néi riéng. Chinh
sach hau mai tot co thé giup doanh nghiép gitr chan duoc ngudi tiéu dung ciing nhu
6 thé léy dugc sy trung thanh tir ho. Chinh vi vay, cac doanh nghiép luén can phai
d6i méi va co cac chién luoc hop ly nham nang cao chét lugng dich vy hdu mai cia

doanh nghiép.



104

* Mikc d¢ hai long véi yéu té Tinh ning cong dung ciia san pham thiét bi nha bép
Yéu t6 anh hudng nay duoc tong hop tir 2 yéu té bao gdm Tinh kinh té va

Tinh ning, cong dung ciia san pham thiét bi nha bép. Théng ké mé ta vé yéu t6 nay

dugc minh hoa nhu trong hinh 3.7.

Bing 3. 7: Théng ké mé td vé yéu té Tinh ning cong dung ciia san pham thiét b

nha bép (Nguén: Tic gid)

N Min Max | Trung binh| P$ léch chuin
TINHKINHTE1 459 1 5 3.58 1.119
TINHKINHTE?2 459 1 5 3.66 1.097
TINHKINHTE3 459 1 5 3.59 1.178
TINHNANG1 459 1 5 3.47 1.147
TINHNANG2 459 1 5 3.06 1.402
TINHNANG3 459 1 5 3.76 1.130
TINHNANG4 459 1 5 3.20 1.466
TINHNANGS5 459 1 5 3.59 1.152
TINHNANG6 459 1 5 3.49 1.138

Ttr bang két qua cho thiy, yéu td nay cling duoc nguoi tiéu dung danh gia
khé cao v&i hau hét cac gia tri trung binh déu trén 3.5. Nhu vay, day la tin hi¢u rat
muimng ddi véi linh vuc thiét bi nha bép boi nguoi tiéu dung cling dang kha hai long
vé tinh ning ciling nhu tinh kinh té cta cac san pham thiét bi nha bép. Hién nay, rat
nhiéu ngudi tiéu ding da chil ¥ hon t6i cac tinh ning ciia san pham nhu van dé an
toan, van dé tiét kiém chi phi khi str dung,... Do d6, dé co thé gia ting thém sy hai
1ong cua ngudi tiéu dung, cic doanh nghiép cin phai ludn c¢d ging cai tién san
pham, dua ra thi trudng nhiing san pham ngdy cang chat lugng v4i nhiing tinh ning

tién tién, vuot trdi di cung vai do 1a su an toan va tiét ki€ém khi st dung.
* Ddanh gia chung vé mirc d¢ hai long cua ngwoi tiéu dung

Béng 3.8 dudi diy minh hoa két qua danh gia chung vé mirc do hai long cta

ngudi tiéu dung dbi voi san pham thiét bi nha bép tai thi trudng Viét Nam.
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Bing 3. 8: Pdnh gid chung vé mirc dé hai long ciia nguwoi tiéu diing doi véi sin

phém thiét bi nha bép (Nguon: Tdc gid)

N Min Max | Trung binh| g léch chuan
HAILONG1 459 2 5 3.34 .798
HAILONG2 459 1 5 3.20 1.107

Vi gia tri trung binh dat 3.34 va 3.2, c6 thé thiy rang muc do hai long cua
nguoi tieu dung ¢ muc dat. Nhu vay, day van 1a mot tin hiéu kha quan cho cac
doanh nghiép kinh doanh loai san phdm nay boi ngudi tiéu dung van sin long tiép
tuc str dung cac san pham ciing nhu sin 1ong gii thiéu cic san phim toi nhitng
nguoi than quen. Nhu vay, nhiém vu quan trong ctiia cic doanh nghiép hién thoi do
1a tiép tuc ddi mdi, sang tao va dua ra nhitng chién luoc pht hop nham gia ting su
hai 10ng ctia nguoi tiéu ding dé tir d6 c¢6 thé kéo thém nhitng ngudi ding méi dén
v6i san pham cua doanh nghiép ciing nhu c¢6 duge long trung thanh cta nhiing
nguoi dung ci.

3.2. Xu hwéng phat trién kinh doanh va du bao nhu ciu ngudi tiéu dung doi

véi san pham thiét bi nha bép tai thi trwong Viét nam trong thoi gian téi.
3.2.1. Xu hwong phidt trién kinh doanh

Viét Nam 13 mot nuGe dang trong giai doan cong nghiép hoa hién dai hoa dat
nuéc thi nhitng san phadm mang tinh cong nghiép, hién dai 1a rat can thiét. Nhu cau
vé san phém hién dai, tién dung dac biét la thiét bi nha bép dang rit cao tai Viét
Nam. Nhiéu cong trinh, nha ¢ duoc xdy dung va sira chira véi thiét ké ngay cang
hién dai kéo theo nganh hang d6 gia dung noi ngoai that rat phat trién. Cudc song
clia con ngudi ngdy cang trd nén tot hon va ho séng vé mit chat lvong va thim my
trong moi thir. Hién nay, nudc ta c6 khoang 37% cac vung 1a do thi va thanh phd va
mit hang thiét bi nha bép dic biét 1a thiét bj cao cip phat trién rdt manh tai nhiing
noi do thi, thi trin noi ¢ co so vat chat va thu nhap cta nguoi tiéu ding phu hop.
Tuy nhién, sy da dang trong cic san pham thiét bi nha bép tir mdu mi chung loai

dén gia ca dap tng duoc hau hét nhu cau cua nguoi tiéu dung, do dé sy bung nd
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trong viéc st dung cac thiét bi nha bép nhu bép tir, bép ga, hut mui, may xay,...
khong nhitng ¢ cac khu vuc d6 thi noi c6 diéu kién sdng tot ma con ¢ nhitng ving
néng thon, viing nui noi ¢ diéu kién kém hon. Nhin chung, khu vuc nong thon hién
nay cling c6 nhu cau rat cao vé mat hang thiét bi nha bép, va day ciing 1a mot thi

treong tiém ning cho viée phat trién cua cic cong ty kinh doanh mit hang nay.

Ngoai ra, dan sb trén mdi ving dia 1y anh huéng dén ngudn nhan luc va
nguoi tiéu dung cua viéc kinh doanh bat ky san pham ndo. Dan sé dong tic 13
ngudn nhan lyc doi dao va quy mé nhu ciu vé san phim cao. Khi quyét dinh phat
trién thi truong, cic nha quan 1y phai xem xét yéu t6 dan cu nhu: quy md, co ciu
dan cu, sy phan b6 dan cu, dic diém vin hoa, phong tuc cua dan cu, tam Iy riéng
biét cua tung vung,... tr d6 mao1 dua ra dugce chién luoc va san phém kinh doanh
phit hop. Viét Nam 1a nudc dong dan sd, cha yéu 1a dan sb tré, nhu cau vé cudc
song xay dung gia dinh, dic biét 1a nhu cau vé nha ¢ dang ting manh. Do d6, nhu
cAu vé cac san phém ndi that va thiét bi nha bép cling rat cao. Bén canh do, viée
phan bb dan cu giita dong bang, mién nui, giita thanh thi va ndéng thon ciing anh
huong t6i nhu cau tiéu dung san pham thiét bj nha bép. Dan cu phan bd nhiéu ¢
dong bang va qua trinh d6 thi hoa cang cao thi nhu cau tiéu dung vé san pham thiét

bi nha bép cang ting va nguoc lai.

Bén canh d6, khi cac khu d6 thi mdi moc 1én ngay cang nhiéu cung véi do 1a
cac khu chung cu cao cép, cc toa nha cao tang hién dai. Khong chi dau tu k¥ ludng
vé mit kién trc, phong thily, cac can ho thudc nhitng khu chung cu cao cap ludn
duoc thiét ké tinh té, huodng dén cudc séng hanh phtic, khoe manh ciing nhu tao nén
su may min vé con dudng cong danh tai 1oc ciia mdi gia dinh. Nam trong tong thé
ctia ngdi nha, khong gian bép ngay cang dugc cht nhan chd trong, quan tam va dau
tu, dic biét 1a cac ho gia dinh thudc cac khu chung cu cao cip nhu Times City,
Royal City, Madarin Garden,... Tuy nhién, d¢ khong gian bép hoi tu dugc day du
tiéu chuan cho mot cudc séng hién dai - yéu té quan trong tao nén tinh than thoai
mai cho nhitng nha ndi tro dem dén nhirng bita in ngon “giir lira” gia dinh thi diéu

tién quyét chinh 13 & trang thiét bi dugc bay tri trong nha bép.
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Boi cac Iy do khach quan trén nén xu hwéng phat trién ciia nganh thiét bi nha
bép trong nhimg nim tGi sé& 1a: thi trwong hap dan, co nhiéu doanh nghiép tham gia;
phat trién phong pht da dang vé ching loai, kiéu dang mau mi; va cic doanh
nghiép hwéng dén ngoai viéc nhap khau sé& 13 san xuét trong nwéc dé giam chi phi
gi4 thanh va ting kha ning canh tranh béi san xuit trong nwée s& chu dong hon vé
ngudn hang, dap tmg nhitng doi hoi ngdy cang cao cua khach hang vé s lwong,
chat lwong, kiém soat trén timg san pham dau ra,... xa hon 14 tién dén xuat khau.
Diy 1a xu hwéng tit yéu cua hoi nhip khi Viét Nam s& dwoc hwong nhitng thanh
tuu khoa hoc céng nghé ciia cac nwdc tién tién bao gém ca chau Au- kinh d6 cia

cac san pham thiét bi nha bép cao cap.
3.2.2. Dw bdo nhu cdu ngwoi tiéu diing

Thiét bi gia dung 1a tén goi chi chung cho nhitng vat dung, mat hang, thiét bi
duoc trang bi va st dung dé phuc vu cho cac tién nghi, ti€n ich nham dap ung nhu
cau sir dung thudng xuyén cho sinh hoat hang ngay dbi véi mot gia dinh, ho gia
dinh. Cac san pham thiét bi nha bép duoc nghién ctru trong luan 4n thudc nganh
hang gia dung. Tiém ning ciia nganh hang gia dung Viét Nam trong thoi gian toi
dugc danh gia 1a rat 1on, du dia phét trién con nhiéu. Tuy nhién, di kém d6 1a st ép

canh tranh khéc liét giita cac doanh nghiép phan phdi, ban 1& va san xuat truc tiép.

S6 liéu ciia Bo Cong Thuong cho biét, hién tiéu ding vao hang gia dung
chiém 9% tong goi tiéu ding c4 nhén, trong 11 nhém nganh hang chinh thi nhém
nganh hang gia dung ding th 4 quy mé vé tiéu dung. Quy mé thi trudng nganh
hang gia dung trong nudc udc khoang 12,5 - 13 ty USD, tang truéng hon 10%/nam
[127]. Ciing theo bao cdo cua Bo Cong Thuong, nganh hang gia dung con nhiéu
tiém nang phat trién, can ci vao diéu kién tu nhién, xa hdi cua Viét Nam nhu dan s
tré dan dén nhu cau hang gia dung 16n. Cu thé, tiéu dung cho do gia dung d6 tudi tir
18-45 chiém 57 - 60% chi tiéu toan thi trudng. Pong thoi, thu nhap ngudi dan hién
dang tang 1én (trén 2.000 USD/ngudi/nam), din dén thay d6i nhu cau vé chat lugng,

mAu ma nhiéu hon [127].
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Bén canh d6, ty 1& nguoi tiéu dung quan tim dén d6 Made in Vietnam ngay
cang tang. Theo thong ké, trong hé thong siéu thi ctia Viét Nam c6 dén 85 - 95% la
thuong hiéu Viét nhu: Happy cook, Sunhouse, Son Ha, Tan A, Pién Quang, dang
ngay cang chiém linh thi truong nhd cong nghé, gia thanh, hé théng phan héi rong
khip. Ngoai ra, thi truong ndng thén chuyén dich tir st dung cic mén do gia dung
tu ché sang st dung cac thuwong hiéu Viét quen thudc. Két qua nghién ctru cia
Nielsen cho thiy, trong quy 1/2017, mic ting truéng mua sim ¢ ndng thon dat
12,4%, trong khi ¢ thanh thi chi dat 6,5%. Trong do, mic mua sdm cac san phém
phd thong ting truong 40% va san pham cao cap ting truong 38,5%. Diéu nay cho
thay nguoi tiéu dung nong thén s& khong con trung thanh véi cac san pham pho

thong, ré tién [127].

Nhu vay, c6 thé thiy rang, ddi vi nganh hang gia dung noi chung va cac san
pham thiét bi nha bép noi riéng, du bao nhu cau s& ngay cang ting boi trén thuc té,
nhin tr goc do doi séng, gian bép chinh 13 noi cic thanh vién trong gia dinh sum
vay, doan tu sau mot ngay lam viéc vat va, né ¢d y nghia nudi dudng va duy tri
cudc séng, dem lai su giau c6 va thinh vugong. Hay noi cach khéc, gian bép chinh la
noi thé hién phong cach séng va gu tham my cua mdi gia chu. Bép vén 1a noi nuodi
dudng thé chat, bdi ddp tinh than cho mdi thanh vién trong gia dinh, 14 noi thé hién
su du ddy, yéu thuong, hanh phuc, gin bo trong mdi gia dinh, noi tu hop cta gia
dinh sau mot ngay dai lam viéc mét méi. Vi vdy ma viéc trang bi cho gian bép gia
dinh nhitng vat dung lam bép dep, tién nghi 1a diéu vo cung can thiét. Mat khac, tai
cac thanh phd 16n, mic thu nhap cua ngudi dan ngay cang dugc cai thién thi nhu
cdu sira chira, sim mdi tién nghi cho gian bép 1a tdi can thiét. Phong thiy Phuong

Pong vé nha & cling coi phong bép 1a khong gian dic biét quan trong.
3.3. Nguyén tic va co sé cina viéc van dung két qua nghién ciu

Su hai 1ong ciia khach hang va lam sao dé khach hang ngay cang hai long
hon véi san pham, dich vu ma mét doanh nghiép cung cip dugc thé hién théng qua

chién luge marketing ctia doanh nghiép d6. Khi thyc hién cong tac xdy dung chién
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lwge marketing, cic nha quan tri thudng phai dua vao nhiéu cin ct khac nhau trong
d6 ¢6 3 can ctr chu yéu goi 13 tam giac chién lugc bao gdm: cin cir vao khach hang,
can cr vao kha ning cua doanh nghiép va cin ¢ vao d6i thu canh tranh. Y nghia
quan trong cta né 1a doanh nghiép can phai théa min nhu cau cua khach hang tot
hon d6i thi canh tranh bﬁng cach khai thac céac loi thé canh tranh cua minh. Nhu
vay co thé thiy rang, khach hang néi chung va sy hai 1ong cua khach hang noi riéng
vira 12 muc tiéu vira 14 cin ¢, 13 co s& cua moi chién luogc, 13 sgi chi do xuyen subt
qua trinh x4y dyng, trién khai va thuc hién chién luge marketing cta bt ky doanh

nghiép nao.

Nham muc dich dua ra mot s6 goi y, giai phap gitip hoan thién chién luogc
marketing ctia cdc doanh nghiép kinh doanh san pham thiét bj nha bép thong qua
viéc van dung nghién ctru cac nhan t6 anh hudng dén su hai long ciia ngudi tiéu
dung, tac gia da thyc hién phong van 3 chuyén gia trong d6 c6 2 chuyén gia 1a cac
nha khoa hoc nghién ctru trong linh vuc xay dung chién lugc marketing va 1 chuyén
gia da c6 kinh nghiém nhiéu ndm trong viéc xay dung chién luoc marketing tai mot
cong ty kinh doanh vé san pham thiét bi nha bép tai Ha No6i. Qua trao d6i va phong
van cac chuyén gia, tic gia da tong hop v kién va thay rang cac chuyén gia déu
ddng ¥ viéc nghién cru cic nhan td anh hudng dén su hai 10ng cua nguoi tiéu dung
d6i voi san pham thiét bi nha bép 1a rat thiét thuc. Két qua thu dugc sé 1a s6 lidu rat
c6 ich cho giai doan dau cua viéc xay dung chién lugc marketing bao gom giai doan
phan tich, tong hop s liéu; va giai doan phat trién chién luoc marketing (bao gdm

muc ti€u marketing va chién lugc marketing).

Tir két qua kham pha cac nhan t6 anh huéng ciing nhu muc do tac dong cua
ting nhan t6 t6i sy hai 10ng cta ngudi tiéu dung dbi v6i san pham thiét bi nha bép
tai chuong 2 cling nhu tong hop lai y kién déng gop tir phia cac chuyén gia duoc
phong van, mot sd goi ¥ va giai phap nham hd trg viéc xay dung chién luoc
marketing cho cac doanh nghiép kinh doanh thiét bi nha bép trén thi truong Viét

Nam hién nay s€ dugc dé xuat.
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3.4. Thuc tién xay dung chién hrgc marketing cia mét sé doanh nghiép kinh
doanh thiét bi nha bép tai Viét Nam.

Nham muc dich tim hiéu, hoc hoi cling nhu trao ddi thém céc kinh nghiém tir
mot s6 doanh nghiép kinh doanh san pham thiét bi nha bép trong viéc xdy dung
chién lugc Marketing cho thi truong Viét Nam, tic gia da tién hanh gip g&, trao doi
v6i mot sé doanh nghiép kinh doanh trong linh vuc nha bép tai thanh phd Ha Noi.

Céc doanh nghi¢p dugc lua chon dé phong van can thoa man mot sb diéu kién nhu:
- Hoat dong lau ndm trong linh vuc kinh doanh thwong mai cic san phim
thiét bi nha bép;
- San pham thiét bi nha bép ma doanh nghiép dang kinh doanh phong phu vé

chung loai, da dang vé mau ma,...;

- Doanh nghiép kinh doanh uy tin va dugc nhiéu ngudi tiéu dung danh gia

tich cuc;

- Doanh nghiép c¢6 mang luéi phan phdi san pham rong va da dang vé hinh

thirc phan phoi.

Céc doanh nghiép ma tac gia lya chon bao gdbm: Cong ty TNHH Nehob Viét
Nam; Coéng ty CP M@ Linh; Cong ty CP Thiét bi gia dung Chau Au; Cong ty CP
Faster Viét Nam; Cong ty TNHH Nha bép Bach Hop. Mau ciu hoi duoc st dung dé
trao d6i, phong van cac doanh nghiép dugc minh hoa nhu trong phu luc 7. Thong
qua viéc trao d6i, mot sd kinh nghiém cua cac doanh nghiép nay trong van dé xay

dung chién lugc Marketing duogc tong két lai nhu sau:
* Cong ty TNHH Nehob Viét Nam

Luén déi méi, da dang héa cdc san pham va bé sung thém nhiéu tinh ndng,
cdng dung cho sin phdam: Doanh nghiép can phai luén da dang hoa cac san pham
thiét bi nha bép, cap nhat cac san pham mdi ciing nhu tinh ning céng dung méi cho
céc san pham. Pic biét, hién nay nguoi tiéu dung rat quan tm téi van dé an toan

cua san pham, do d6 cac san pham phai dap ting duogc cac diéu kién an toan cho
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ngudi st dung. San phdm cang an toan, tinh ning céng dung phong phi s& cang thu
hat dugc nhidu nguoi tiéu dung. Hon nira, d6i voi cac san pham co6 thém chirc ning
bdo vé moi truong nhu loc khong khi, khir mui, hay khir doc cling s€ 1a moét o1 thé

canh tranh rat 1on.

Pa dang héa mdau ma, ching logi ciing nhuw kich ¢ ciia san pham: doanh
nghiép kinh doanh cac san pham thiét bi nha bép can phai luén doi méi, cai tién
mau mé, da dang hoa chung loai cling nhu kich ¢& cic mat hang cua minh dé thu
hut thém khach hang moi va gitt chan nhitng khach hang da c6. Viéc luon cap nhat
thiét ké cua san phém v&i nhiéu loai kich thude cho nguoi tiu dung lya chon sé
gitp doanh nghiép tdng cuong kha nang ban hang cling nhu strc canh tranh trong thi

truong kinh doanh thiét bi nha bép khdc liét tai Viét Nam hién nay.
* Cong ty CP Mé Linh

Ndng cao tinh dong bé cho C&c san pham thiét bi nha bép: Hién nay, ngoai
tinh ning cong dung va tinh an toan ctia san pham, rat nhiéu ngudi tiéu ding quan
tam dén tinh dong bd ciia cac san pham bdi nguoi tiéu ding thich can bép ciia ho sir
dung céc san pham ddng bd voi nhau, day ciing 1a mot cach thé hién sy sang trong
ctia gian bép. D6 d6, cac doanh nghiép kinh doanh nén ting cudng thém kha ning
ddng bo cua cac san pham nhu dong bod vé kiéu dang, mau sic, kich thude, cong
nghé hay nhan hiéu. Cac san pham c6 tinh dong bd voi nhau sé dé dang thu hat
nguoi tiéu dung hon.

Chii y dén tinh kinh té,hiéu qua cia cdc san pham thiét bi nha bép: Pi véi
nhiéu san pham nhu bép tir, bép dién, hut mui,...ngudi tiéu dung thudng dé v téi kha
nang tiét kiém dién va cong suit ctia san pham. Do d6, doanh nghiép ciing nén chi
¥ t6i cac san pham tiét kiém dién, cong suat da dang voi d6 bén cao. D6i voi cac san
pham nhu vay, thoi gian va cong stc cta nguoi tiéu dung dugc tiét kiém dang ké va
nguoi tiéu dung s& dé dang bi that hiit va mua nhimng san pham thiét bi nha bép nhu

vay.

* Cong ty CP Thiét b gia dung Chéau Au
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Quan tdm hon nita dén xudt xir ciia san pham: R4t nhiéu nguoi tiéu dung
hién nay quyét dinh mua hang chi boi xuat xir ctia san pham. Nguoi tiéu dung dé bi
thu hut boi cac san pham c6 ngudn gde xudt x 16 rang va dic biét 1a cac san pham
c6 xuét xt tir cac khu vuc nhu Chau Au, MY, Nhat,.. San ph'flm tor nhitng khu vuc
nay thudng kha chit luong va do d6 ngudi tiéu dung ciling tin rang khi mua va st
dung cac san pham nay s& rat bén va yén tdim. Cac doanh nghiép nén uu tién kinh
doanh nhiing san pham c6 xuat xt tir nhitng thi truong di c6 thuong hi¢u lau nam
va duogc nhiéu ngudi biét dén. Viée thu hut ngudi tidu dung cling s& d& dang hon dbi
v6i cac san pham c6 xudt x& tir khu vuc uy tin va kha ning canh tranh ctia doanh

nghiép ciing s€ cao hon khi kinh doanh cdc mat hang nay.

Chil trong dday manh dao tao nguon nhdn lyc chat lwong cao: doanh nghiép
can tang cuong dao tao thém ddi ngli nhan vién, dac biét 1a nhan vién k¥ thuat, bao
hanh nham nang cao trinh d6 tay nghé, giai quyét duoc cac truong hop bao hanh

kho dé tir d6 khach hang ngdy cang tin tudng vao ning luc ciia doanh nghiép.
* Cong ty CP Faster Viét Nam

Chil trong xdy dwng thirong hiéu: cic doanh nghiép kinh doanh thiét bi nha
bép can ting cuong quang cdo, tiép thi, phd bién tinh ning méi cho san phim cua
minh. Ngoai ra, viéc xdy dung thuong hiéu khong chi bang san pham ma con bang
nhitng hoat dong xa hdi ma doanh nghiép tham gia. Vi cac doanh nghiép kinh
doanh thiét bi nha bép thi c6 thé 1a chuong trinh nhu “Déi bép cii 1dy bép moi”
nham tao thém co hdi cho khach hang thu nhap thap duogc sir dung va trai nghiém

dich vu cua doanh nghiép minh.

Phdt trién cdc thi truong muc tiéu khdc: ngoai nhitng khach hang truyén
thong va thi trudng da co, doanh nghiép cin phai ddy manh khai thac cac thi truong
muc ti€u khac. Vai nam tr¢ lai day, do sy thay doi dia ly, co cAu dan cu & mot sd
ving mién hay do sy quy hoach, phat trién, mé rong cac khu do thi méi vé cac ving
ngoai 6 gan ndéng thon, thi truong nay dang 1a méi va day thach thirc. Hau hét cac

doanh nghiép kinh doanh thiét bi nha bép cao cip dang bo sot thi truong nay. Do
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d6, cac doanh nghiép kinh doanh thiét bi nha bép can co nhiing chuong trinh dé
kich cau tiéu dung & khu vuc nong thon, véi cac chinh sach nham hd trg ngudi mua

cling nhu quy trinh cung Gng san pham, hd tro, huéng dan ngudi sir dung.
* Cong ty TNHH Nha bép Bich Hop

Cung cdp day di ré rang thong tin vé san pham: Ngudi tiéu dung rat quan
tam dén cac thong sb k¥ thuat, cach st dung,... ciia san phim ho dinh mua va sir
dung. Vi vdy, doanh nghiép can cung cp day du cac thong sé ky thuat mot cach rd
rang nhat va tién loi nhat, gitip cho ngudi tiéu dung c6 thé d& dang tiép can cac
thong tin moi luc, moi noi. Cac hinh thirc ¢6 thé ap dung nhu ding cac thong tin 1én

website, hay s dung video, clip,...

Ting cuong kha ning cung cdp cdc dich vu: mot s cac hoat dong ma doanh
nghiép cé thé thuc hién nhu: hé théng hoa céc tai liéu dao tao nhan vién ban hang,
nhan vién kinh doanh, nhan vién k¥ thuat — bao hanh; td chirc cac budi dao tao tai
doanh nghiép do nhitng ngudi nam bat ki thuat, quan tri kinh doanh hang du cua
doanh nghiép huéng dan. Pic biét, can phai ludn cai thién va nang cao vé chat
luong dich vu sau ban hang nhu: hd tro khach hang trong tat ca quy trinh lap dat,
trién khai, huéng din str dung san pham; thiét 1ap dudng day néng dé khach hang
dugc trg giip moi lic, moi noi tor d6 nang cao nang luc cung cép dich vu sau ban
hang ctiia minh; hay c6 thé hd tro dich vu kiém tra dinh ky véi mot sb cac san phém

doi hoi su bao tri thuong xuyén nhu bép gas, may hit mui, may rira bat, ...

Ngoai nhitng kinh nghiém va hoat dong thuc tién trong xdy dung chién luwgc
marketing ma céc doanh nghiép da chia sé, tac gia cling di trao d6i thém véi cac
doanh nghiép vé nhitng kho khin vudng mic trong qua trinh kinh doanh thiét bj nha
bép cling nhu 14 cac van dé khi xay dung chién lugc marketing. Hau hét cac doanh
nghiép déu cho biét cac van dé 16n nhat hién nay bao gdm:

- Hang gid, hang nhdi, hang kém chat lwong: Cac doanh nghiép déu cho biét
nan hang gia, hang nhéi, hang kém chat lugng hién dang tran ngap thi truong. Diéu

nay dang anh hudng rat 16n dén sirc canh tranh cua doanh nghiép va giy kho khin
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cho nguoi tiéu dung, dic biét 1am giam uy tin cua cac nha san xuit hodc phan phdi
hang hoa chan chinh. Tuy nhién, hang nhai, hang gia nhiéu nim nay van bay ban
cdng khai, nhung co quan chirc ning van chua thé xir 1y triét dé dan dén cac doanh
nghiép ciing luén can thay dbi chién luoc Marketing ciia minh dé phu hop véi tinh
hinh thi truong ciing nhu d6i phé vé6i cac kho khin thach thire khi hang nhéi, hang
gia, hang kém chét luong dang ngay cang phd bién hon. Cac doanh nghiép ciing cho
biét co ché phdi hop giita cac cap quan 1y va ché tai xur Iy ddi voi hanh vi ban hang
gia, hang nhai, hang kém chét lugng con nhe. Cac co quan quan 1y hoat dong roi
rac, thiéu su déng bo vé chat lugng cling nhu $6 luong, chirc nang nhiém vu gitra
C4c Co quan lai chong chéo nén nan hang gia, hang nhai, hang kém chat luong van

tran ngdp trén thi truong.

- Hang nhdp lgu va ban pha gia: Cac doanh nghiép déu cho rang ban pha gia
duoc st dung nhu 1a cong cu canh tranh. Sau khi da chiém linh duoc thi trudong ndi
dia cua nudc nhap khAu, triét tiéu duoc sy canh tranh cia hang noi dia thi cac hang
s€ tim cach thao tang thi trudong nodi dia dé thu dugc loi nhuén toi da. Diac biét, co
rat nhiéu doanh nghiép nhap khau thiét bi nha bép tim cach tron thué nén din dén
hang ngoai sé diéu tiét va chiém linh duoc thi trudng vai gid canh tranh so véi hang
hoa san xuat trong nude. Hién nay, trén thi truong c6 rat nhidu chi doanh nghiép,
nhirng ngudi kinh doanh do ham lgi, thu dugc 191 nhuan cao, do dé tim moi cach
nhap 1au hang ho4, tron thué gay that thu cho Ngan sach Nha nudc. Hon nita do
khong thé canh tranh dwoc véi hang nude ngoai nén nhiéu xi nghiép trong nudc bi
dinh tré san xuat, bi pha san hoan toan. Pac biét, van nan hang nhap 1au va ban pha
gia s& din dén nguoi tiéu dung trong nudc phai st dung nhitng mit hang kém chat
lwong, hang gia, hang kém chét luong khong dam bao vé an toan anh hudng nghiém
trong dén stc khoé ctia ngudi dan. Cac doanh nghiép ciing cho biét, chién lugc
marketing ctia ho ciing phai thuong xuyén thay doi nham d6i phé véi van nan hang

nhép 1au va ban pha gié.
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3.5. Mot sb giai phap hoan thién chién lwgc marketing ciia cic doanh nghié¢p
kinh doanh san phim thiét bi nha bép théng qua viéc van dung nghién ciru cac

nhan t6 anh hwéng dén sy hai long ciia nguéi tiéu ding

Vé6i xu huéng phat trién cta thi truong va tap khach hang myc tiéu trong
tuong lai thi cic doanh nghiép kinh doanh cac san pham thiét bi nha bép can quan
tam dén cac nhan t6 anh huong téi sy hai long cua nguoi tiéu dung ddi véi san
pham nay nhu:

3.5.1. Yéu té H¢ théng kénh phan phdi ciia sdn phdm thiét bj nha bép

Phén phdi 13 qué trinh t6 chitc cac hoat dong c6 lién quan dén viéc diéu hanh
va van chuyén san pham, dich vu cua doanh nghiép dén nguoi tiéu ding, nham tiéu
thu duoc nhanh, nhiéu vé6i chi phi thip nhat (Truong Dinh Chién, 2008) [4]. Phan
phéi trong marketing 1am thay d6i so hitu ctia san pham, doanh nghiép phai xéc lap
nhimg kénh phan phdi thich hop va st dung nhitng trung gian nhu nha ban si, nha
ban 1¢, dai Iy hay moi gidi dé san pham dén ngudi tiéu dung mét cach hop 1y nhat.
Kénh phan phéi tao nén dong chay hang héa tir nha san xuat dén nguoi tiéu dung va
chtrc ning co ban chung nhat cua tt ca cac kénh phan phdi 1 giap doanh nghiép
dua san pham dén nguoi tiéu ding v6i dung mirc gia ho co thé mua, dung ching

loai hg can, dung thoi gian va dia diém ma ho yéu cau.

Kénh phan phéi dong mot vai tro rat quan trong bdi 18 thong qua kénh phan
phdi ngudi san xuat co thé giam bdt cac giao dich, tiép xtc vdi nguoi tidu dung tix
dé giam baot dugce chi phi, nguén lyc (nhan lyc, tai lyc, tri lyc, vat luc) gop phén
nang cao hiéu qua kinh doanh cho cong ty. Ngoai ra thong qua kénh phan phbi nha
san xuat s& khai thac t6i vu nhimg wu diém ciia chuyén mon hoa trong viéc chim
soc ngudi tidu dung, quan 1y ngudi tiéu dung, tiép can dugc thi trudng tot hon, co
dugc nhitng thong tin vé thi trudng chinh xac, kip thoi gitip cho viée ra cac quyét
dinh, hanh dong cia cong ty duoc tdt hon. Dic biét, nhd hé théng kénh phan phéi
ma cac doanh nghiép s& dam bao dugc van dé cung va cau giita cac ving khac

nhau, trén di¢n rong, nang cao hi¢u qua hoat dong cia doanh nghiép.
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Tir két qua nghién ctru & chuong 2 da cho thiy rang nhan t6 Hé théng kénh
phan phdi cta san pham thiét bi nha bép c6 anh huong 16n nhét toi sy hai long cia
ngudi tiéu dung véi hé sé Beta dat 0,286. Do d6, khi xay dung chién lugc marketing
cho cic doanh nghiép kinh doanh san pham thiét bi nha bép, yéu t6 vé hé thong
kénh phén phdi can phai dugc chu trong va dau tu nhim ting su thoéa min dé tir d6
nang cao kha ning thu hit méi ciing nhu giit chin ngudi tiéu dung. Mot sb giai
phap vé hé thong kénh phan phdi sau day c6 thé duoc 4p dung nham hoan thién

chién lugce marketing cho cac doanh nghiép kinh doanh san pham thiét bi nha bép:

M réng hoat déng xuc tién ban hang vdi cdc dai 1y va hé thong ban lé: Do véi
hoat dong x(c tién ban hang danh cho dai ly, cac doanh nghiép trong linh vuc kinh
doanh san pham thiét bi nha bép co6 thé thuc hién cac chuong trinh hd trg vé von
nhu: giam gia san pham, cho dai Iy nhap hang khi ban duoc hang thi thanh toén lai
cho doanh nghiép, cip tin dung thuong mai dé bay mau,... H3 tro hoat dong quang
céo online va offline: hd tro dai ly 1am bién quang céo, quay ké trung bay san pham,
thuc hién quang céo trén cac cong cu tim kiém, mang xa hoi ciing nhu céc hoat
dong khuyén mai khac cho dai ly. Tién hanh t6 chuc cac dot tap huan cho dai dién
cac dai Iy vé k¥ nang tu van, thiét ké va trung bay san pham cia cong ty co thé dau
tu tai chinh dé thué chuyén gia vé giang day. Ngoai ra, doanh nghiép c6 thé to chuc
cac hoat dong xuc tién khac nhu: t6 chuc lién hoan gap mat, hoi nghi khach hang,
trao phan thuong vé doanh sé cho céac dai ly, cac caa hang dai dién c6 doanh sé cao,
ting qua nhan dip sinh nhat, 1& tét, t5 chac du lich,.....D4i véi cac trung gian phan
phdi mai, cac doanh nghiép cd thé tai tro cho ho thong qua chiét khau, giam gia
hodc cap tin dung thwong mai trong mot gisi han thich hop dé 1am hang bay mau,

hd trg Vé co sé vat chat, bién hiéu....

Qudn Iy cdc dong chdy ciia kénh: c6 nhiéu loai san pham thiét bj nha bép dé
chiu anh hudng cua thoi tiét, nhat 1a khi hau cta nudc ta tuong dbi khic nghiét vao
mua hé nén mot sb loai san phém dé bi oxi hoa do ¢6 ciu tao béng kim loai. Trong
qua trinh giao hang cho céc trung gian, ¢ thé ¢ nhiéu trung gian khong c6 da diéu

kién kho bai dé c6 thé bao quan san pham va do d6 khi san pham dén tay nguoi tiéu
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dung d3 bi hong, gay ra thiét hai vé uy tin ciia doanh nghiép. Do dé, cac doanh
nghiép kinh doanh san pham thiét bi nha bép ciing can phai c¢6 nhimg yéu ciu cuy thé
dbi véi cac trung gian ctia minh vé diéu kién bao quan hang héa. Néu can, doanh
nghiép c6 thé hd trg vén 1 —2 nam dé cac trung gian 16n ¢ thé thué mit bang nham
dam béao chét luong cua hang hoéa. Dic biét, dé tranh tinh trang cac thong tin phan
hdi tir phia nguoi tiéu dung qua cac trung gian 1a khéng chinh xac, cac doanh
nghiép kinh doanh san pham thiét bj nha bép c6 thé 1ap mot duong day nong dé co
thé tiép nhan truc tiép cac phan hoi tir phia khach hang, sau d6 ghi chép va dua ra
cac bién phap nham ning cao chat luong san pham dich vu dé han ché cac phan hoi

ti€u cuc do.

Thiét Idp ché dé gid san phdm phit hop véi timg trung gian: viéc xung dot
trong hé théng phan phdi ciia mot doanh nghiép kinh doanh san pham thiét bi nha
bép rat dé xay ra néu ché do gia san pham ma doanh nghiép ap dung cho cac trung
gian thuong mai chua hop 1y. Do d6, dé khic phuc tinh trang nay, cac doanh nghiép
nén soan thao mot ché do gia san pham minh bach, pht hop theo ting vi tri dia Iy
clia cac trung gian. Nhu cac trung gian ¢ thanh phd doanh nghiép s& phan phdi san
pham véi gia cao hon cac trung gian & céc thi tran, thi x3 vi thu nhap cua nguoi dan

¢ hai noi la khac nhau nén mirc do san sang chi tiéu cling khac nhau.

Quan tri cdc thanh vién kénh hoat dong khong hiéu quad: voi cac trung gian
phan phdi san pham & céc thi truong héo lanh hoat dong khong hiéu qua do stc mua
yéu, doanh nghiép c6 thé cit giam sd luong cac trung gian phan phdi nay va dau tu
vao céc dai 1y cap 1 nham thu duoc hiéu qua tét hon.

3.5.2. Yéu té Gia tri bén ngoai ciia san pham thiét bi nha bép

Gia tri bén ngoai cua san pham thiét bi nha bép 1a yéu té dung thir 2 vé mic
d6 tac dong téi sy hai 16ng cua nguoi tidu ding vai chi s6 Beta 14 0,222. Yéu t nay
trong quéa trinh phan tich 1a su hop lai cua 3 yéu té: Hinh anh, thwong hiéu cua san

pham; Mau ma, chung loai va kich ¢& cua san pham; va Tinh déng bo cua san
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pham. Mot s6 goi y vé chién lugc marketing cho cac doanh nghiép kinh doanh san

pham thiét bi nha bép sau day co thé dugc ap dung nhu:

Nang cao hinh dnh, thuwong hiéu cia san pham thiét bi nha bép ma doanh
nghiép dang kinh doanh: khi nhic dén thwong hiéu thuong ching ta s& nghi ngay
dén cac hinh anh san pham dai dién cho doanh nghiép. Hinh anh thuong hiéu s& tao
nén su tin twdng trong long moi nguoi, gitp doanh nghiép c6 mot luong khach hang
trung thanh, va nang cao uy tin cua doanh nghiép. Thong thuong, néu di tao duoc
an tuong vai khach hang trong maot thoi gian thi ho ciing d& dang tiép can, sir dung
san pham, dich vu cta thuong hiéu khi ¢6 nhu cau. C6 rat nhiéu cach dé mot doanh

nghiép tao an twong sau dam trong tim tri khach hang nhur:

- Logo va Slogan: doanh nghiép can c6 mét chién dich quang ba sau hon va
rong hon nita vé hinh anh logo va cau khau hiéu — slogan cia thuong hiéu san pham
dé cho hinh anh thuong hiéu that sy di vao va luu gitr trong tam tri ciia nguoi tiéu
dung. N6 con gitp khoi goi tri tudng twong, nhitng an tuong dep vé thuong hiéu va
truyén tai mot cach hiéu qua chién lugc kinh doanh san pham ciia doanh nghiép dén
khach hang. Can phai sir dung logo va slogan nhu mot khau quyét tiép thi va coi d6
nhu 12 mot ¢éng cu quang ba hitu hiéu. Céc yéu té khac (Cac phuong tién van tai,
bang hiéu cong ty, cac loai 4n pham vin phong, ddng phuc nhan vién...): Céng ty
c6 thé chuan hoa vé mau sac, kiéu dang va co thé in logo, slogan 1én d6 tao sy dong

nhat.

- Quang céo trén Tivi: Quang cao trén tivi chiém duoc nhiéu luot hién thi va
nhdm dén nhiéu d6i twong khach hang khéac nhau. Bai vay quang cdo trén tivi kha
hiéu qua ddi vai san pham thiét bi nha bép. Tuy nhién, tin suat quang cao con qua
it, cic mau quang cao trén Tivi con thua thét, roi rac chua tao dugc su chd y cua
ngudi xem. COng ty cb thé ting tan sd quang céo, tap trung chu yéu trén cac kénh
giai tri va shopping . B4i véi nhitng san pham cil, quang céo chi dong vai trd nhic
nhé thi chi nén quang céo trong thoi gian ngan (it hon 15 giay) dé tiét kiém chi phi.

Con dbi vai san pham méi thi thai gian phat song c6 thé dai hon (30 gidy).
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- Quang c&o trén Radio: Véi cudc séng hdi ha nhu ngay nay, thoi gian xem
Tivi dan giam xudng. Vi thé doanh nghiép cd thé lya chon thiét ké mau quang céo
trén Radio, chi phi quang cao thip ma dong thoi phi hop véi muc dich quang cdo

cuia cong ty 1a chit yéu dé nhac nho.

- Quang c&o trén bao: San pham thiét bi nha bép cé thé lya chon quang céo
trén bao Phu nit, bao Tiép thi va gia dinh, Sai gon tiép thi... Ngoai viéc ding thong
tin quang céo vé san pham, doanh nghiép ciing nén dang thém thong tin khuyén méi
san pham ddi voi ngudoi tieu dung nham han ché truong hop sau khi qua céc kénh
phan phéi trung gian cac san pham khuyén mai khong dén dugc tay ngudi tiéu

dung.

- Quang cao ngoai troi: Cong ty c6 thé day manh viéc quang cdo thdng qua
cac Pand trén duong phd, thuc hién chién dich treo cac Banner quang céo tai cac
truong hoc, bénh vién, siéu thi, cac ctra hang... nham day manh quang ba hinh anh
thuong hiéu. Thong qua doi PG-BG phét nhirng to roi tai cdc khu vuc cho téi tay
khach hang.

- Quang céo trén Web: Doanh nghiép nén thiét ké mot trang web riéng danh
cho san pham thiét bi nha bép caa minh. Cung véi d6 1a viéc quang cao trén cac
cdng cu tim kiém Google. Ngay nay Google tro thanh mét cong cu tim kiém hiru
ich cho moi ngudi véi tat ca muc dich boi su tién lgi caa nd. Doanh nghiép can tan
dung “nguon tai nguyén quy” nay dé dau tu SEO vao diy, ban phai day nhiing tur
khoa nguoi tiéu ding thudng xuyén st dung dé tim kiém thong tin dé chén thuong
hiéu ciia minh vao d6. Thuong hiéu san pham cua doanh nghiép s& xuat hién trong
mdi lan tim kiém caa khach hang

- Quang c4o trén mang xa hoi: Vi su bung né cia mang xa hi hién nay, thi
day 1a mot phan quan trong trong chién lugc xay dung thwong hiéu cho san pham
cua doanh nghiép, boi day 14 noi tot nhat dé truc tiép twong tac va thu hat nguoi tiéu
ding. Tim hiéu nguoi tiéu dung trén mang xa hoi, thuong xuyén tro chuyén va lang

nghe chia sé caa ho. Thyuc hién ding anh, ddu tu sang tao ra ndi dung va phat trién
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thuong hiéu mot cach “khac ngudi”. Diéu ndy tao nén hién twong trén mang xa hoi,

va khi nhic dén ai ciing nghi ngay dén hiéu san pham cuaa doanh nghiép.

- Hinh anh thuong hiéu can phai rd rang, moi ngudi d& thay, tién lgi thong
qua viéc in tem nhan cho san pham. Pon gian hda viéc tao dyng thuong hiéu va
thong diép trén cac tem nhin. Thuong hiéu phai rd rang va truyén dat day du y
nghia thong diép cua san pham bing cach in decal tem nhin dé ndi bat hinh anh.

Logo can don gian, truyén dat thong diép dé hiéu, d& nho.

- Ngay nay Google trg thanh mét cong cu tim kiém hiu ich cho moi nguoi
V6i tat ca muc dich boi sy tién lgi cua né. Doanh nghiép can tan dung “ngudn tai
nguyén quy” nay dé dau tu SEO vao ddy, ban phai day nhitng tir khoa nguoi tiéu
dung thuong xuyén st dung dé tim kiém thong tin dé chén thuwong hiéu cia minh
vao d6. Thuong hiéu san pham cia doanh nghiép s& xuat hién trong mdi lan tim

kiém cuia khach hang.

Luén cdi tién mau ma, chung logi va kich cé cia san pham thiét bi nha bép:
dé co thé tang thi phan cho cac san pham caa minh, thu hat thém ngudi tiéu ding
méi va giit chan nhitg ngudi tiéu dung cii, doanh nghiép can lubn ludn cai tién
mau ma, chung loai cling nhu kich ¢& cac san pham thiét bi nha bép ma minh buén
ban. M&i khdng gian bép cia mdi mot gia dinh s& c6 nhimg dic trung riéng va do
d6 tiéu chi dé lya chon san pham ciing khac nhau. Véi cing mot loai mau ma,
chang loai san pham nhung kich ¢& c6 thé khéac nhau tly thugc vao khong gian bép
va rd rang nguoi tiéu ding s& bi thu hit hon néu nhu san pham c6 nhiéu loai kich ¢
cho ho lya chon. Do d6, viéc da dang hda mau m4, chung loai ciing nhu kich ¢& san
pham s& 14 mot trong nhitng nhan té quan trong giup thu hat ngudi tiéu ding mua

san pham.

Néng cao tinh dong bé cua cac san pham thiét bi nha bép: rat nhiéu nguoi
tiéu dung, dic biét ddi tuong nguoi tiéu dung 12 t6 chirc, hodc c& nhan kinh doanh
trong linh vuc nha & thudng mua san pham véi sé luong 16n va véi déi tugng nay,

ho thudng c6 yéu cau cao vé tinh dong bd cua san pham. Cac dbi trgng nay thuong
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mong mudn dugc cung cap nhitng san pham theo goi va dugc thiét ké phu hop véi
toan bo khong gian bép cia noi ma ho dau tu. Pay 1a xu huéng tat yéu khi viéc
cung cap cac goi giai phap dong bo s& giup ngudi mua tiét kiém duoc thoi gian tim
kiém va lya chon dong thoi viéc cac san pham dong bo voi nhau ciing gitp cho
khong gian bép tré nén sang trong hon va cudn hat hon. Do d6, cac doanh nghiép
kinh doanh san pham thiét bi nha bép can phai cha y va ludn cé ging nang cao kha

ning déng bo caa cac san pham ma minh kinh doanh buén ban.
3.5.3. Yéu té con nguoi

bung tha 3 (Beta = 0,141) trong cac nhan td c6 anh hudng toi sy hai long
clia ngudi tiéu ding d6i véi cac san pham thiét bi nha bép, yéu té con ngudi da va
dang dong mét vai tro quan trong trong viéc gitr chan va thu hat ngudi ti€u dung
dén voi céc san pham caa doanh nghiép. Kha ning Iya chon, tuyén dung va gitr
chan nhitng con ngudi thich hop vai nhimg ning luc va ki ning tt dé hoan thanh
cdng viéc duoc giao phd la rat quan trong. Poi ngii nhan vién c6 thé dugc xem 14
cau noi giita doanh nghiép, cac don vi ban hang va nguoi tiéu ding mua san pham.
Do d6, chét luong cua doi ngil nhan vién 13 yéu té rat quan trong anh hudng truc
tiép toi uy tin, su hai long ciing nhu kha nang thu hat nguoi tiéu ding caa doanh
nghiép. Hién nay, vai su xuat hién caa doanh nghiép kinh doanh thiét bj nha bép ca
trong nudc cling nhu ngoai nude, khi trinh do cdng nghé va danh muc san pham cé
su khéc biét knong I6n 1am thi cac doanh nghiép chi cé thé nang cao tinh canh tranh
bang chat lwong phuc vu cua d6i ngii nhan vién. Két qua nay phu thudc rat 16n vao
trinh d0, dao dic nghé nghiép, tinh ning dong sang tao va thai d6 phuc vu nguoi
tiéu dung cua nhan vién. Chinh vi vay, cac doanh nghiép kinh doanh thiét bi nha
bép can hét strc quan tim dén viéc tuyén dung, dio tao doi ngii nhan vién va khong
ngirng hoan thién kha ning phuc vu ngudi tiéu ding. Mot s6 goi ¥ sau day c6 thé

dugc ap dung nhu:

Cdi tién quy trinh tuyén dung: quy trinh tuyén dung nhan vién cia doanh

nghiép can mang tinh céng khai va hop 1y hon nham thuc hién phuong cham tuyén



122

dung ngudn nhan lyc c6 chit luong cao, thu hut dwgc nhitng nhan vién gioi, ¢6 ning
luc tét va phu hop véi nhu cau cdng viéc, dic biét 1a trinh d6 ngoai ngit dbi véi mot
s6 vj tri can giao tiép voi nude ngoai dé dap wng tét yéu cau hoi nhap va phat trién.
Chat lwong ngudn nhan lyc s& dam bao hiéu qua lam viéc, hon nira phan 16n nguoi
tiéu dung khi dén giao dich giao dich mua ban, ho thudng doi hoi tir nhan vién thai
d6 nhiét tinh, c6 kién thic vé& san pham tét va ho s& thdy an toan, tin tudong hon
trong viéc sir dung san pham cua doanh nghiép. Ngoai ra, doanh nghiép can diéu
chinh chinh sach, quy trinh tuyén dung theo huéng cong khai va rd rang hon nham
khic phuc kha ning xuat hién cac hién tuong tiéu cuc trong cong tac tuyén dung
nhén vién.

Tang cuong cong tic dao tao: cong tac bdi dudng, dao tao nhan vién can
dugc cac doanh nghiép kinh doanh san pham thiét bi nha bép quan tam nhiéu hon,
thuc hién thudng xuyén hon nham gop phan nang cao nhan thirc ciing nhu trinh d6
va kha ning doc lap, linh hoat trong giai quyét van dé caa cac nhan vién 1am viéc
dic biét 1a cac nhan vién lién quan dén codng tac dich vy, hudng dén xay dung doi
ngii nhan vién c6 tinh than tich cuc, tan tinh trong céng viéc, co du nhitng k¥ ning
can thiét dé cé thé cung cap san pham, dich vu mét cach nhanh chéng va chinh xac,
dong thoi c6 kha niang (g xu tt khi tiép xdc véi ngudi tiéu ding.

Quan tam dén ché dg quyén loi cia nhan vién: trong céac tidu chi danh gia
nhan vién hang nam cua doanh nghiép, can phai chd trong nhiéu hon dén khia canh
chat luong cong viée, co dinh lwong rd rang mie do hoan thanh cong viéc caa nhan
vién, tranh hién tuong né nang, mang yéu toé cam tinh va thiéu khach quan trong
danh gia. Qua d6, xac dinh duogc chinh xac nhiing két qua dong gop ciia nhan vién
d6i véi hoat dong cua doanh nghiép. Ban lanh dao ciing can nghién cau xay dung
nhiéu hinh thtrc khen thuong kip thoi, mang tinh dong vién vé vat chat va tinh than
mét cach thuc thy chir khdng chi co ¥ nghia hinh thirc dé ghi nhan nhitng déng gop
cua cdc nhan vién. Nhirng chinh sach dung sé tao dong luc cho toan bd nhan vién

khong nging nd luc 1am viéc ngay cang tét hon.
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3.5.4. Yéu té Xudt xi va thong tin vé san pham thiét bj nha bép

DPuoc hop thanh tir 2 nhdm yéu té 12 Thdng tin vé san pham thiét bi nha bép
va Xuit x&r caa san pham thiét bi nha bép, yéu td Xuat xir va théng tin vé san pham
thiét bi nha bép 1a mot trong cac yéu té co tac dong toi sy hai 10ng cia nguoi tiéu
dung. Do d6, dé xay dung mét chién luoc marketing hiéu qua, yéu té nay ciing can

duoc quan tdm va chi trong. T4c gia cd mot sé goi ¥ nhu sau:

Pdy manh quang ba cac san pham cd nguon gac xudt xi# ter nhifng quéc gia
noi tieng: xuét xu cua san pham déng mét vai trd khé quan trong trong cam nhan
ctia ngudi tidu dung vé chat lwong san pham. Déi véi thi truong Viét Nam, cac san
pham thiét bi nha bép “Made in China” chic chin s& dem lai cam nhan vé chat
luong san pham khéc véi “Made in Japan”. Do d6, ddi véi cac san pham thiét bi nha
bép nhap khau, doanh nghiép can chl trong quang ba thuong hiéu ciing nhu xuét xi
ctia san pham nham tao su tin tudong d6i véi nguoi tiéu dung vé chat lugng cia san
pham. Dic biét, dé tao niém tin dbi voi nguoi tiéu ding, cac doanh nghiép ciing can
ching minh cho nguoi tiéu dung biét dugc san pham cia minh ¢6 xuat xa rd rang

va an toan.

Cong bé thdng tin san phdam ré rang, day di dwdi nhiéu hinh thize, phirong
tien khac nhau: viéc cong bd day du, rd rang cac thong tin co ban thé hién chat
lugng san pham trén bao bi, nhan méc 1a diéu quan trong trong viéc dam bao quyén
lgi ciia nguoi tiéu dung va nang luc canh tranh cua thuong hiéu trén thi truong. Cac
con s6 to nho thé hién trén nhan méc ludn nai 1&n gia tri caa san pham va nguoi tiéu
ding khdng nén bo qua chi tiét nay khi chon mua hang. Thong thuong, nguoi tiéu
dung mua hang theo théi quen thwong hiéu hoic su bit mét cua san pham ma khéng
lru tam dén céc thong tin trén nhdn méc 1a mot trong nhitng nguyén nhan dan dén
viéc mua phai hang gia, nhai hay hang kém chét luong tir d6 gy ra thién cam
khong tot d6i véi san pham dé gay anh huong téi nhitng san pham chinh hang c6
chat lugng tét. Do vay, cac doanh nghiép can phai luu ¥ t6i vin dé nhan méc va

thong s ki thuat cua cac san pham véi thdng tin can duoc thé hién rd rang, dé hiéu



124

tranh hién tuong viéc ngudi tiéu ding ngd nhan vé tinh ning cua hang hoa, san
pham va that vong khi khong duoc nhu minh trong doi. Mat khac, ngoai thé hién
cac thong tin san pham duéi dang nhan méc, bao bi truyén thdng, doanh nghiép nén
bd sung cac hinh thic khac tao diéu kién thuan loi nhat cho ngudi tiéu ding tra cau

san pham nhu tra ciu online, tra ciru bang céach goi dién thoai,...
3.5.5. Yéu té Gia ciia san pham thiét bi nha bép

L& mot trong cac nhan t anh huéng téi su hai 10ng cua nguoi tiéu dung ddi
v6i san pham thiét bi nha bép, gia cua san pham ludn déng mot vai trd quan trong
dbi voi sy thanh cdng hay that bai cua mot san pham. Véi chién luoc gia ca tot sé
giip doanh nghiép xac dinh murc gia dé tir 6 c6 thé t6i da hoa loi nhuan trong viéc
ban san pham cua minh. Khi thiét 1ap gi4 caa san pham, doanh nghiép can xem xét
nhitng nhén t6 trong 1 pham vi rong bao gdom san xuat va phan phéi gia, dich vy doi
tha canh tranh, vi tri chién lugc va co sé muc tiéu nguoi tiéu ding cua doanh
nghiép. Trong khi nguoi tiéu dung sé khdng mua hang héa gia qué cao, doanh
nghiép ciing s& khong thé thanh céng néu dinh gia qua thap vi lac do s& khong co
kha nang chi tra cho chi phi cua doanh nghiép. Duéi ddy 1a mot vai chién lugc khac

nhau ma gan nhu moi doanh nghiép ¢ thé thuc hién:

binh gid premium: Véi cach dinh gid Premium, doanh nghiép sé dat gia cao
hon ddi thi canh tranh cua ho. Cach dinh gia Premium thuong hiéu qua nhét trong
nhitng ngay dau cua 1 chu ky san pham, va ngoai ra, cach dinh gia nay kha 1y tuéng
cho doanh nghiép nho c6 mong mudn ban nhitng mat hang doc nhat. Boi vi nguoi
tiéu ding can cam thay minh nhan duoc san pham cé gia tri ngang véi mac gia,
doanh nghiép phai lam viéc hét stic dé dwa ra nhan thic vé gia tri cua san pham voi
ho.

binh gia tham nhdp th; riwong: chién luoc thAm nhap thi truong thuong sé
thu hut ngudi mua bang cach chao ban hang hda hoic dich vu gié ré hon so véi mat
bang thi truong. Trong khi nhiéu doanh nghiép mai sir dung cach thirc nay dé 16i

kéo sy chi y cua ngudi tiéu dung, gia tham nhap thi trudng c6 xu huéng dan dén
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viéc 16 von khoi dau cua doanh nghiép. Dan dan, tiéng tim cua doanh nghiép trén
thuong truong c6 thé dem lai 13i va lam cho thuong hiéu ndi bat giira nganh hang.
Thudng sau mot khoang thoi gian dai, sau khi dd thAm nhap thi trudng ¢ mac nhat
dinh, cac doanh nghiép thuong bat dau nang gia dé phan anh tét hon vi thé cua

minh trong thi trudng va mang lai 13i suét.

binh gia theo tam Iy: chién luoc dinh gi4 theo tam Iy cua nguoi tiéu ding
dugc coi nhu mot hinh thire “a0 thuat”, cac doanh nghiép c6 thé dung chién lugc
nay dé danh vao mit cam xdc cua khach hang hon 1a vé mat logic.Vi du, thiét 1ap
gia cua 1 bép tir 12 $199 chirng minh viéc thu hit nhiéu ngudi tiéu dung hon 12 thiét
lap gi& 1a $200, tham chi su khac biét that su & day 1a rat nho. Su giai thich cho diéu
nay kha don gian, boi vi phan Ién tim 1y nguoi tiéu ding s& dua vao nhing con sé
dau tién cua gia dé di dén quyét dinh mua hang. Muc tiéu caa dinh gia theo tam Iy
1a dé tang thém nhu cau bang cach tao ra mot 40 giac vé gia tri gia ting cho nguoi
tiéu dung.

binh gia theo goi: véi chién luoc dinh gia theo goi, doanh nghiép s& dua ra
gia cua san pham thap hon khi khach hang mua nhiéu san pham cing mét Itc. Viéc
dinh gia hang theo goi s& khong chi gitp doanh nghiép xa duoc dong hang ton kho
ma s& cho khach hang mot cam giac ho dwoc nhan rat nhiéu vi doanh nghiép dang
cho ho nhiing gi4 tri I6n. Pinh gia theo goi s& vo cling hiéu qua dbi véi cac doanh
nghiép co6 hang di kém.
3.5.6. Yéu té Dich vu hdgu mai ciia san pham thiét bi nha bép

Dich vu hau mii don gian 12 cac hoat dong sau ban hang dé xir Iy cac van dé
phat sinh lién quan dén san pham, qua d6 dam bao sy hai 10ng cua khach hang trong
viéc tiéu ding san pham. Két qua tir chuong 2 ciing cho thay yéu té Dich vy hau
mii cling tac dong téi sy hai 10ng cua nguoi tiéu dung dbi vai san pham thiét bi nha
bép. Thyc té cho thay, trong thoi budi canh tranh gay gat nhu hién nay, chat luong
dich vu chim soc nguoi tiéu dung 1a yéu té quan trong gilp doanh nghiép thanh

cong va cd duoc niém tin va su trung thanh tir nguoi tiéu dung. Khi nguoi tiéu dung
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yéu mén thuong hiéu, san pham ho c6 thé sin sang bo qua nhirng khuyét diém nho
ctia san pham ma mua chdng. Mot s6 giai phap c6 thé duoc 4p dung cho chién luoc
hau mai nhu:
v' Ap dung chinh sach ddi tra hang, hoan tién va doi do méi néu ngudi tiéu
dung khéng hai 1ong hozc san pham gap su ¢6 do 13i cua nha san xuit;
v" Ap dung chinh sach ding thir san pham mét thoi gian roi ¢é thé dem tra lai

néu chua thyuc su ung y;

v' Thanh lap cac trung tdm chiam soc, trung tdm bao hanh san pham chuyén
nghiép;

v Thiét lap heé thong tong dai 24/24 dé tu van thdng tin vé san pham va dich vu

cling nhu xtr Iy moi khiéu nai cia ngudi tiéu dung;

v/ Cung cap cac goi bao hanh dai han hoic c6 chinh sach kéo dai thoi gian bao

hanh san pham;
v" Ap dung cac chinh sach mién phi giao hang, mién phi lap dit san pham;
3.5.7. Yéu té Tinh ning cong dung ciia san pham thiét bi nha bép

Theo két qua phan tich tir chuong 2 thi day 1a yéu té dwoc hop tir 2 nhan té
la Tinh ké té va Tinh nang, cong dung ctia san pham thiét bi nha bép, yéu té nay la
yéu td co tac dong nho nhit toi sy hai 10ng cua ngudi tiéu ding véi hé sb Beta la
0,103. Khi nguoi tiéu dung mua san pham, ho ciing thuong chi y dén tinh ning
cong dung ciing nhu kha nang tiét kiém chi phi khi sa dung ciia san pham. Hién
nhién rang, nguoi tiéu ding ludn muén minh mua dwoc san pham véi gia ca hop ly
ma lai ¢ nhiéu tinh ning cong dung co ich, tién loi va an toan clng véi d6 1a kha
nang tiét kiém chi phi khi st dung nhu tiét kiém dién, tiét kiém gas,...Mét sb chién

lugc 6 thé &p dung nhu:

v/ Cung c4p cac san pham c6 codng suat da dang phu hop véi moi nhu cau st

dung cua nguoi tiéu dung;
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v' Ludn cai tién san pham theo hudng ddi méi va bd sung thém cac tinh ning

hién dai, dé& str dung, phu hop véi nhu cau sir dung ciia ngudi tiéu dung;
v" Nang cao tinh an toan cua san pham;

v' Tang cudng quang béa cac san pham c6 nhiing chirc ning bao vé moéi trudong
nhu loc khong khi, khir mui, khir doc,...

3.6. Kién nghi Nha nuéc

Pé gop phan khién nguoi tiéu dung hai 10ng véi chat lwgng san pham thiét bi
nha bép, cac doanh nhiép nén c6 kién nghi véi cac co quan quan 1y Nha nuéc va cac
bo nghanh lién quan dé c6 nhirng chinh séach, chién lugc phi hop voi diéu kién hoi

nhap hién nay:

Tha nhat: Nha nuéc can tiép tuc thuc hién cac chinh sach giam khung thué
nhap khau san pham thiét bi nha bép . Hién nay, khung thué suat nhap khau dbi véi
cac san pham thiét bi nha bép con khé cao, 1am anh huéng dén gia san pham . Giam
thué nhap khau, thii tuc hanh chinh vé linh vuc hai quan theo dung cac hiép dinh
thuong mai tu do (ACFTA, FTA..). Giam thué nhap khau xuéng mac 0% -5%

nham tao diéu kién cho cac doanh nghiép trong qua trinh dinh gia san pham.

Thi hai: Can c6 Hiép hoi nganh hang thiét bi nha bép hoat dong riéng biét
nham c6 nhiing chinh sach gitp cac doanh nghiép trong qué trinh nhap khau hang
hoa. Ngoai ra hiép hoi con tao nén cac quy phat trién dé gidp cac doanh nghiép kinh

doanh linh vuc nay trong van dé tai chinh.

Thir ba: Nha nudc can ¢ chinh sach hd trg vay von dé nhap khau ngudn
hang va thiét lap hé théng kénh phan phdi. Uu dai cac doanh nghiép véi 1ai suat
thap.

Thi tu: Quy hoach cac khu cong nghiép véi co s ha tang hién dai dé quy tu
cac doanh nghiép c6 kha ning tu san xut, 1ap rap thiét bi nha bép tai Viét Nam tur

d6 giam san lwong nhap khau tir nuéc ngoai.
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Th nam: Nha nuée can c6 chinh sach kich cau trén pham vi toan thi truong
noi dia cho ting loai san pham nhu cac hoi cho, tuan 18 tiéu dung san pham, mdi
chuong trinh s& c6 dai dién cac cong ty kinh doanh mit hang dé té chuc va 1én ké

hoach cu thé.

Thir sau: Nha nuée can c6 chinh sach xir Iy manh tay hon nita d6i véi van
nan hang gia, hang nhai, hang kém chét lwong. Can nang cao co ché phdi hop gitta
cac cap quan ly va nang ché tai xtr 1y d6i véi hanh vi ban hang gia, hang nhai, hang
kém chit lwong nham dam bao quyén loi, loi ich cho cac doanh nghiép ban hang
chan chinh ciing nhu tao ra mot méi truong canh tranh lanh manh hon cho céac

doanh nghiép.
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KET LUAN

Viéc nghién ctru cic nhan t6 anh hudng t6i sy hai 1ong cua ngudi tiéu dung
d6i v6i san pham thiét bi nha bép c6 y nghia rat quan trong gitp cac doanh nghiép
dang kinh doanh cac san phidm nay tai thi trudng Viét Nam kham pha cac nhan tb
anh hudng cling nhu mirc d6 anh huéng t6i su hai long cta ngudi tiéu dung dé tir d6
c6 thé dé ra cac chién luoc marketing hiéu qua thuc ddy hoat dong san xuat kinh
doanh cta doanh nghiép. Vi muc ti€u nhu trén, luan an da dugc thyc hién va thu
duogc két qua c6 7 nhom yéu té tic dong dén su hai long cta nguoi tiéu dung ddi véi
san pham thiét bi nha bép gdm: Hé thong kénh phan phdi cua san pham thiét bi nha
bép; Gié tri bén ngoai ctia san pham thiét bi nha bép (dugc t6 hop tir 3 yéu td ban
dau 1a Hinh anh, thuong hiéu ctia san pham; Mau ma, chung loai va kich ¢& ciia san
pham; va Tinh dong bo ciia san pham); Yéu t6 con ngudi; Xuat x{r va thong tin vé
san pham (Puoc hop thanh tir 2 nhom yéu t6 1a Thong tin vé san pham thiét bi nha
bép va Xuat xir cia san pham thiét bj nha bép); Gia ciia san pham thiét bi nha bép;
Dich vu hau mii ctia san pham thiét bi nha bép; va Tinh ning cong dung cua san
pham thiét bi nha bép (duoc to hop tir 2 nhan t6 1a Tinh ké té va Tinh ning, cong
dung cta san pham). Trong d6, yéu té Hé théng kénh phan phdi c6 anh hudng 16n
nhat dén sy hai 10ng ctia nguoi tiéu ding, tiép theo 13 yéu t6 Gia tri bén ngoai cua
san pham. Yéu t6 Tinh ning cong dung ctia san pham c6 tic dong nho nhét t6i su
hai long cua nguoi ti€u dung.

Tur két qua kham pha cac nhan t6 thu duoc, luan an cling téng két lai mot sb
phat hién ciing nhu két luan va tir 46 dua ra duoc mot sd phan tich, goi y xay dung
chién luge marketing cho cac doanh nghi€p kinh doanh thiét bi nha bép tai thi
truong Viét Nam nhu: Mo rong hoat dong xtc tién ban hang voi céc dai 1y va hé
théng ban 1¢; nang cao hinh anh, thwong hi¢u cua san phrflm thiét bi nha bép; cai tién

quy trinh tuyén dung nhan vién va ting cudng dao tao nang cao trinh d6 cho nhan



130

vién; cong b thong tin san pham rd rang, ddy di dudi nhiéu hinh thirc, phwong tién

khac nhau,...

Nhin chung, nghién ctru vé sy hai 10ng cta ngudi tiéu dung khéng con 1 mot
chu dé& méi trong Marketing. Tuy nhién, tinh cép thiét & gbc dog 1y luan va thyc tién
cta luan an cho thiy van can tiép tuc di sdu nghién ctru vé linh vyc nay. Céc ndi
dung cua ludn an da dugc thuc hién va tuan thu cac budc co ban trong nghién curu.
Luan 4n da phén tich cac van dé thyc tién, tong quan cic van dé 1y luan, xay dung
mo hinh nghién ctru véi cac yéu t6 anh hudng va tién hanh khao sat, kiém dinh thuc
té. Cac muc tiéu cua luin 4an da dat duoc vai két qua chinh 1a xac dinh dugc céc
nhan t6 anh huong va muc do anh huéng cia cac nhan t6 nay toi sy hai long cua
nguoi tiéu dung dbi voi san pham thiét bi nha bép tai Viét Nam.

Maic du luan an da dat dugc nhitng muc tiéu dé ra nhung qua trinh nghién
ctru khong tranh khoi nhimg han ché, thiéu sét. Cac nghién ctru tiép theo khic phuc
nhirg han ché, thiéu s6t nay s& gitp hoan thién hon vé goc do 1y luan va ning cao
kha ning ap dung thuc tién cho doanh nghiép kinh doanh thiét bi nha bép tai thi
truong Viét Nam.

Téc gia luan 4n chan thanh cam on sy giup d& cua cac thay, co, cac chuyén
gia va mong nhan duoc nhitng dong godp tich cuc dé tiép tuc c6 co hdi nghién ciru,

dong gop nhiéu hon cho sy phat trién ctia thi truong nha bép tai Viét Nam.
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PHU LUC

PHU LUC 1: PHIEU PIEU TRA KHACH HANG

M4 sé phiéu:.........

Phan 1: GIOI THIEU

Kinh chao Anh/Chi. Tdi la nghién ctu sinh tai truong Pai hoc Thuong mai,

hién dang thuc hién dé tai “Nghién cizu cac nhan té dnh hwéng dén sw hai long
ciia ngwoi tiu ding va vdn dung trong chién Iwec marketing cia cac doanh
nghigp kinh doanh thiét bj nha bép”. Rat mong Anh/Chi danh chat thoi gian dé tra
loi mot sb cau hoi sau day. Moi thdng tin Anh/Chi cung cp s& hoan toan duogc giir
bi mat va chi dugc st dung cho nghién ctru nay. Chan thanh cam on sy gitp do cia
Anh/Chi.

Hovatén:.......ooovviiiiiiiiiin. .. S6 dién thoai (Néu cO):.vvnevnnevnnnnn..
Daa CNI:. .
Phan 2: THONG TIN CHUNG
Q1. Gigi tinh
0 Nam O Nt
Q2. Nghé nghigp
[ Hoc sinh, sinh vién 0 Budn ban, kinh doanh
0 Can bo cong chirc, vién chic 0 Noi trg
] Cong nhan, lao dong pho thong 0 Khac (ghi 10)............ooni
Q3. Po tudi
0<25 O Tu35-45 0 Trén 55
O Tu25-35 0 Tw45-55
Q4. Thu nhap binh quan 1 thang
0 <5 triéu 0O Tu 10 — 15 triéu

0O Tu 5 — 10 triéu 0> 15 triéu
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Q5. Trinh d hoc van

0] Pho thong 0 Cao dang, PH

0 Trung cip O Sau dai hoc

Q6. Ong/ba @3 mua san pham thiét bi nha bép nao dwéi day:

0 May ché bién thyc phim 0 May xay, may ép
0 Bép tir, hong ngoai, bép gas O May hat mui
0 Lo vi song, 16 hap nudng 0 Bon, chau rira

Q7. Ong/ba mua san pham thiét bi nha bép tai:

) Céac cura hang gas

0 May rtra bat
1 Nbi, dao, thia

0 Khéac (néu rd)

0 Nhitng dai ly chuyén cung cip bép gas, bép dién, d6 gia dung

) Céc siéu thi dién may

01 Céc ctra hang ti bép, thiét bi vé sinh

1 Cac showroom chuyén cung cap thiét bi nha bép nhap khau

[ Céc website thuong mai dién tir chuyén ban thiét bi nha bép

0] San giao dich thwong mai dién tir vé d6 gia dung (mua chung ....)

0J Trang mang xa hoi: zalo, facebook...

0 Nguon khac

Phin 3: NOI DUNG CHINH

Q8. Anh/chi vui long danh gia mirc a9 dong y ciaa anh/chi véi cac phat biéu

dwo6i diy bang cach khoanh tron vao diém sé twong ng véi thang do nhuwr sau:

1 2 3 4 5
Hoan toan Khong dongy  Binh thuong Pong y Hoan toan
khong dong ¥ dong y
STT Phat biéu Thang diém
1 Tinh ning, cong dung cta san pham thiét bi nha bép
11 Cfic san p}iém nbfl bé:p hiéfl na}'/Alu()n.du’qc ddi méi va 11213lals
bo sung thém nhicu tinh nang hi¢n dai
1.2 | Céac san phim nha bép hién nay rat d& sir dung 112]3|4|5
1.3 | Nguoi tiéu dung hién nay rat dé cao tinh an toan cia | 1 | 2 | 3 5




148

bd san pham thiét bi nha bép.
Céac san phim nha bép hién nay c6 tinh an toan cao
1.4 |nhu : chéng chay nd, c6 chtc ning khoa an toan, | 1
chéng tran. ..
Céc san pham nha bép hién nay c6 thé duoc sir dung
15 | o " 1
v61 nhiéu muc dich khac nhau ( da nang )
16 Céc san pham nha bép hién nay c6 chirc ning bao vé 1
' moi truong ( nhu loc khong khi, khir mui, khir doc...)
2 Mau ma, chiing loai va kich ¢ ctia san pham thiét bi nha bép
21 Cac san pham thiét bi nha bép hién nay da dang va 1
' phong phu vé chung loai, mau ma.
Céac san pham thiét bi nha bép ludn c6 mau mi dep,
2.2 | tinh thAm my cao nham dap tng t6t hon nhu cau cua | 1
nguoi tiéu dung.
Céc san pham nha bép hién nay c6 nhiéu kich c& khéc
2.3 . At . . x 1
nhau, phu hop véi nhiéu khong gian bép.
54 Thiét ké cta cac san pham thiét bj nha bép ludn duoc 1
' thay d6i, cap nhat.
3 Tinh dong bo cta san pham thiét bi nha bép
31 Céac san pham thiét bi nha bép hién nay c6 tinh dong 1
' bd cao
Cac san pham thiét bi nha bép co tinh dong bod véi
3.9 nhau vé kiéu ddng, mau sic, kich thudc, cong nghé va 1
' nhan hiéu san phim s& thu hat duoc ngudi tiéu ding
hon.
33 Céc san pham thiét bi nha bép c6 tinh dong bd thuong 1
' 1am cho khong gian bép sang trong hon.
Céc san pham thiét bi nha bép hién nay ngay cang
3.4 | duoc cai tién dé dam bao sy dong bd, dap ung dugc thi | 1
hiéu ctia nguoi tiéu dung
4 Xuat xt cta san pham thiét bi nha bép
4.1 | Cac san pham thiét bi nha bép hién nay déu c6 nguon | 1
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goc xuat xu rd rang (cong ty sdn xuat, nudc san
xuat,...)

4.2

Céc san pham thiét bi nha bép c6 ngudn gdc xuit xr tir
Chau Au, MY, Nhat rat duge wa chudng do chét luong
san pham tt.

4.3

Céac san phdm nha bép c6 ngudn gbe tir Trung Qudc
thuong khong thu hiat duoc nguoi tiéu dung do chat
luong khong dam bao.

Tinh kinh té, hiéu qua ctia san pham thiét bj nha bép

5.1

Céac san pham thiét bi nha bép hién nay c6 cong suat
da dang, dién nang ti€u thu it va tiét kiém chi phi khi
su dung

5.2

Céc san pham thiét bi nha bép hién nay c6 do bén cao
va dap ung dugc yéu cau st dung cia nguoi tiéu dung.

5.3

Thoi gian va cong stc cta nguoi tiéu dung duogc tiét
kiém dang ké khi sir dung cac san pham thiét bi nha
bép hién dai

Gia ca ctia san pham thiét bi nha bép

6.1

Céc san pham thiét bi nha bép hién nay c6 gia ca phu
hop v6i chat lugng ciia san pham

6.2

Gia ca ctia cac san pham thiét bi nha bép hién nay rat
canh tranh gitra cac thuong hi¢u

6.3

Céc san pham thiét bj nha bép hién nay da dang vé gia
cd, phu hop véi ting phan khuc khach hang

Heé thong kénh phan phdi ciia san pham thiét bi nha bép

7.1

Hién nay, nguoi tiéu dung c6 thé dé dang tiép can cac
san pham thiét bi nha bép trén khip ca nudc théng qua
cac diém ban hang, cic trang mang x3 hoi, cic san
giao dich thwong mai dién tur....

7.2

Céc san pham thiét bi nha bép luon duoc trung bay tai
cac diém phan phdi dé khach hang xem va lya chon

7.3

Céc san pham thiét bi nha bép thuong dugc ngudi tiéu
dung uu tién mua tai cac si€u thi di¢n may hodc céc
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ctra hang chinh hang

Thong tin vé san pham thiét bi nha bép

8.1

Céc thong s k¥ thuat ciia cac san pham thiét bi nha
bép hién nay duoc cung cap diy du nhu cong suat ,
mirc tiéu thu nhién liéu, chét liéu, linh kién,. ...

8.2

Céc thong s6 k¥ thuat cia cac san pham thiét bi nha
bép hién nay duoc giai thich rd rang, d& hiéu

8.3

Céc thong tin ctia cac san pham thiét bi nha bép hién
nay c6 thé duoc tra ctru, giai ddp moi lac, moi noi,
dudi nhiéu hinh thitc nhu website, catalogue, video,
clip...

Dich vu hau mii cta san pham thiét bi nha bép

9.1

Céac san pham thiét bi nha bép hién nay c6 thoi gian
bao hanh hop 1y (3-5 ndm)

9.2

Dich vu bao hanh thuan ti¢n, nhanh chong (trung tam
bao hanh cac hang dugc dat ¢ nhiéu khu vuc).

9.3

Hinh thirc bao hanh dang ngay cang duoc cai tién theo
hudng dién tir hda, thuan loi hon cho nguoi ti€u dung

9.4

Ngudi tiéu dung duge giao hang mién phi va nhanh
chong

9.5

Nguoi tiéu dung duoc mién phi lap dit san pham nha
bép

9.6

Nguoi tiéu dung s& dugce doi moi san pham trong mot
khoang thoi gian nhét dinh khi cac san phdm nha bép
gip su ¢ do 18i ciia nha san xuat.

10

Yéu to con nguoi

10.1

Su phuc vu cua ctia nhan vién ban hang tai cac co s¢
cung cp thiét bi nha bép hién nay 13 chuyén nghiép.

10.2

Nhan vién bao vé niém né chao héi, nhiét tinh gitp do
khach hang dung xe...

10.3

Nhén vién giao hang va lap dat dung lich hen, lich su
va niém no véi nguodi ti€u dung.
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10.4

Nhan vién lap dit, bao hanh, stra chira c6 tay nghé cao.

10.5

Nhan vién tu van, cham so6c khach hang cé kién thirc
t6t vé cc san pham, thai do nhiét tinh, giao tiép khéo
léo

11

Hinh anh, thuong hiéu cta san pham thiét bj nha bép

111

Cac san pham thiét bi nha bép hién nay c6 nhiéu
thuong hi€u uy tin.

11.2

Hinh 4nh va thwong hiéu cua san pham thiét bi nha
bép ngay cang duoc cac nha san xuit quan tim, chl
trong va phat trién.

11.3

Nguoi tiéu dung ludn tin tuéng nhitng san pham thiét
bi nha bép c6 uy tin, lau nam.

12

Su hai long

121

Anh/Chi s€ tiép tuc str dung cac san phém thiét bi nha
bép trong thoi gian t6i

12.2

Anh/Chi sé& giéi thiéu cac san pham thiét bi nha bép t6i
nguoi than/quen cia Anh/Chi
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PHU LUC 2: THONG KE MO TA THANG PO

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
TINHNANG1 459 1 5 3.47 1.147
TINHNANG2 459 1 5 3.06 1.402
TINHNANG3 459 1 5 3.76 1.130
TINHNANG4 459 1 5 3.20 1.466
TINHNANG5 459 1 5 3.59 1.152
TINHNANG6 459 1 5 3.49 1.138
TINHKINHTEL 459 1 5 3.58 1.119
TINHKINHTE2 459 1 5 3.66 1.097
TINHKINHTE3 459 1 5 3.59 1.178
GIAl 459 2 5 3.19 795
GIA2 459 2 5 3.26 764
GIA3 459 2 5 3.39 .848
MAUMA_CL1 459 1 5 3.26 1.301
MAUMA_CL2 459 1 5 2.93 1.457
MAUMA_CL3 459 1 5 3.61 1.228
MAUMA_CL4 459 1 5 3.63 1.123
DONGBO1 459 1 5 3.14 1.453
DONGBO2 459 1 5 3.31 1.261
DONGBO3 459 1 5 3.44 1.235
DONGBO4 459 1 5 3.43 1.229
XUATXU1 459 2 5 3.05 .736
XUATXU2 459 2 5 3.10 797
XUATXU3 459 2 5 3.11 .843
THONGTIN1 459 2 5 3.08 .827
THONGTIN2 459 2 5 3.10 .823
THONGTIN3 459 2 5 3.09 814
HAUMAI1 459 1 5 3.98 .869
HAUMAI2 459 2 5 3.63 .885
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Minimum Maximum Mean Std. Deviation

HAUMAI3 459 2 5 3.58 .856
HAUMAI4 459 1 5 3.57 .804
HAUMAI5 459 2 5 3.74 .866
HAUMAIG 459 1 5 3.03 1.397
CONNGUOI1 459 1 4 2.54 .864
CONNGUOI2 459 1 5 2.53 1.151
CONNGUOI3 459 1 5 2.62 911
CONNGUOI4 459 1 5 2.57 921
CONNGUOI5 459 1 5 2.59 .966
HINHANH_TH1 459 1 5 3.51 1.194
HINHANH_TH2 459 1 5 3.47 1.258
HINHANH_TH3 459 1 5 3.45 1.227
KENHPHANPHOI1 459 1 5 2.86 1.243
KENHPHANPHOI2 459 1 5 2.84 1.321
KENHPHANPHOI3 459 1 5 2.94 1.246
HAILONG1 459 2 5 3.34 .798
HAILONG2 459 1 5 3.20 1.107
Valid N (listwise) 459
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PHU LUC 3: KET QUA KIEM PINH CRONBACH’S ALPHA

Phu luc 3.1. Phan tich hé sé Cronback’s Alpha cdc bién quan sat ciia thanh phan
Tinh ndang, cong dung cua san pham thiét bi nha bép

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded® 0 .0
Total 459 100.0

a.Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha | N of Items

671 6
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
TINHNANG1 17.10 14.414 .621 .555
TINHNANG2 17.51 18.678 .041 757
TINHNANG3 16.81 14.420 .634 .552
TINHNANG4 17.37 18.138 .068 .755
TINHNANG5 16.99 13.816 .701 .526
TINHNANGG6 17.08 14.423 .628 .554

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded? 0 0
Total 459 100.0

a.Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha | N of Items

.891 4
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Item-Total Statistics

Scale Mean if Scale Variance if Item Corrected Item- | Cronbach's Alpha

Item Deleted Deleted Total Correlation | if Item Deleted
TINHNANG1 10.84 9.106 762 .858
TINHNANG3 10.55 9.309 741 .866
TINHNANG5 10.72 8.995 778 .852
TINHNANG6 10.82 9.199 7154 .861

Phu luc 3.2. Phan tich hé sé Cronback’s Alpha cac bién quan sat ciia thanh phan

Tinh kinh té, hi¢u qud ciia san pham thiét bi nha bép

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded? 0 .0
Total 459 100.0

a. Listwise deletion based on all variables in the

procedure.
Reliability Statistics
Cronbach's Alpha | N of Items
.884 3
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
TINHKINHTEL 7.24 4.411 187 .825
TINHKINHTE2 7.17 4.588 .760 .849
TINHKINHTE3 7.24 4.211 779 .833

Phu luc 3.3. Phan tich hé sé Cronback’s Alpha cdc bién quan sat ciia thanh phan

Gi4 cd caa san pham thiét bj nha bép

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded? 0 .0
Total 459 100.0
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a.Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
.892 3
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
GIAl 6.64 2.282 173 .858
GlA2 6.57 2.367 773 .860
GIA3 6.44 2.055 822 817

Phu luc 3.4. Phan tich hé sé Cronback’s Alpha cdc bién quan sat ciia thanh phan
Mdu m4, chiing loai va kich cé ciia san phdm thiét bi nha bép

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded® 0 .0
Total 459 100.0

a. Listwise deletion based on all variables in the

procedure.
Reliability Statistics
Cronbach's Alpha | N of Items
.643 4
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
MAUMA_CL1 10.17 7.109 .565 468
MAUMA_CL2 10.50 10.080 .056 .836
MAUMA_CL3 9.82 7.185 .613 440
MAUMA _CL4 9.80 7.665 611 .458
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Scale: ALL VARIABLES
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Case Processing Summary

N %
Cases Valid 459 100.0
Excluded? 0 .0
Total 459 100.0

a.Listwise deletion based on all variables in the

procedure.
Reliability Statistics
Cronbach's Alpha | N of Items
.836 3
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
MAUMA_CL1 7.24 4.695 .655 821
MAUMA_CL3 6.88 4.578 760 710
MAUMA_CL4 6.87 5.269 .689 .785

Phu luc 3.5. Phan tich hé sé Cronback’s Alpha cdc bién quan sat ciia thanh phan

Reliability

Scale: ALL VARIABLES

Tinh dong bg ciia san pham thiét bi nha bép

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded? 0 .0
Total 459 100.0

a. Listwise deletion based on all variables in the

procedure.
Reliability Statistics
Cronbach's Alpha | N of Items
.668 4
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Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
DONGBO1 10.17 10.625 .081 .847
DONGBO2 10.00 7.461 .646 465
DONGBO3 9.88 7.828 .600 .501
DONGBO4 9.89 7.834 .604 499
Reliability
Scale: ALL VARIABLES
Case Processing Summary
N %
Cases Valid 459 100.0
Excluded? 0 .0
Total 459 100.0
a.Listwise deletion based on all variables in the procedure.
Reliability Statistics
Cronbach's Alpha | N of Items
.847 3
Item-Total Statistics
Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha
Item Deleted Item Deleted Total Correlation | if Item Deleted
DONGBO?2 6.86 4.953 127 q73
DONGBO3 6.74 5.089 720 781
DONGBO4 6.75 5.211 .695 .804

Phu luc 3.6. Phan tich hé sé Cronback’s Alpha cdc bién quan sat ciia thanh phan

Reliability

Xudt xi# ciza san pham thiét bi nha bép

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded? 0 0
Total 459 100.0

a.Listwise deletion based on all variables in the procedure.
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Cronbach's Alpha | N of Items
77 3
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
XUATXU1 6.21 1.956 .689 .625
XUATXU2 6.16 1.958 .593 721
XUATXU3 6.14 1.888 .569 754

Phu luc 3.7. Phan tich hé sé Cronback’s Alpha cdc bién quan sat ciia thanh phan

Reliability

Théng tin vé san pham thiét bi nha bép

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded? 0 .0
Total 459 100.0

a.Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
.892 3
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
THONGTIN1 6.19 2.297 .804 .833
THONGTIN2 6.17 2.336 787 .848
THONGTIN3 6.18 2.386 q74 .858
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Phy luc 3.8. Phan tich hé sé Cronback’s Alpha cdc bién quan sat cia thanh phan
Dich va hgu méi ciia san pham thiét bi nha bép

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded? 0 .0
Total 459 100.0

a.Listwise deletion based on all variables in the
procedure.
Reliability Statistics

Cronbach's Alpha | N of Items

.696 6
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
HAUMAI1 17.56 9.264 .637 .594
HAUMAI2 17.91 9.488 571 .613
HAUMAI3 17.96 9.503 .597 .607
HAUMAI4 17.97 9.752 .595 .613
HAUMAI5 17.80 9.070 .684 579
HAUMAIG 18.51 12.098 -.068 871

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded? 0 0
Total 459 100.0

a.Listwise deletion based on all variables in the
procedure.

Reliability Statistics

Cronbach's Alpha | N of Items

871 5
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Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
HAUMAI1 14.53 7.983 .684 .847
HAUMAI2 14.88 7.947 .674 .849
HAUMAI3 14.92 8.066 .678 .848
HAUMAI4 14.93 8.329 .672 .850
HAUMAI5 14.76 7.636 775 .824

Phu luc 3.9. Phan tich hé sé Cronback’s Alpha cdc bién quan sat ciia thanh phan
Yéu to con nguoi

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded® 0 .0
Total 459 100.0

a.Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha [ N of Items

.854 5
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
CONNGUOI1 10.30 10.761 577 .846
CONNGUOI2 10.31 8.609 718 .813
CONNGUOI3 10.22 10.632 .559 .850
CONNGUOI4 10.27 9.736 .730 .808
CONNGUOI5 10.25 9.290 774 .795
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Phu luc 3.10. Phan tich hé sé Cronback’s Alpha cdc bién quan sat cia thanh
phan Hinh dnh, thuwong hiéu ciia san pham thiét bi nha bép

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded? 0 .0
Total 459 100.0

a.Listwise deletion based on all variables in the procedure.
Reliability Statistics

Cronbach's Alpha | N of Items
874 3
Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
HINHANH_TH1 6.93 5.381 124 .852
HINHANH_TH2 6.96 4.977 .758 .822
HINHANH_TH3 6.98 4.969 .793 .790

Phu luc 3.11. Phan tich h¢ sé Cronback’s Alpha cdc bién quan séat cia thanh
phan Hé théng kénh phan phéi ciia san pham thiét bi nha bép

Reliability

Scale: ALL VARIABLES

Case Processing Summary

N

%

Cases Valid

Total

Excluded?

459
0

459

100.0
.0

100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha

N of Items

841

3
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Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
KENHPHANPHOI1 5.77 5.333 .720 .764
KENHPHANPHOI2 5.80 5.093 .701 .783
KENHPHANPHOI3 5.69 5.431 .694 .789

Phu luc 3.12. Phan tich hé sé Cronback’s Alpha cdc bién quan sat cia thanh
phan Sw hai long

Reliability
Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 459 100.0
Excluded?® 0 .0
Total 459 100.0

a.Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items

791 2

Item-Total Statistics

Scale Mean if Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation if ltem Deleted
HAILONG1 3.20 1.224 .689 2
HAILONG2 3.34 .637 .689 2

a.The value is negative due to a negative average covariance among items. This violates

reliability model assumptions. You may want to check item codings.
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PHU LUC 4: PHAN TiCH NHAN TO KHAM PHA EFA

Phu luc 4.1. Phan tich nhan té khdm phd EFA déi véi céc bién déc lap

Factor Analysis
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .875
Bartlett's Test of Sphericity Approx. Chi- 13789.439

Square

df 703

Sig. .000

Communalities
Initial Extraction

TINHNANG1 1.000 152
TINHNANG3 1.000 753
TINHNANG5 1.000 179
TINHNANG6 1.000 17
TINHKINHTEL 1.000 .815
TINHKINHTE2 1.000 179
TINHKINHTE3 1.000 811
MAUMA_CL1 1.000 .692
MAUMA_CL3 1.000 745
MAUMA_CL4 1.000 731
DONGBO2 1.000 .680
DONGBO3 1.000 741
DONGBO4 1.000 17
HINHANH_TH1 1.000 739
HINHANH_TH2 1.000 .786
HINHANH_TH3 1.000 .788
XUATXU1 1.000 707
XUATXU2 1.000 .609
XUATXU3 1.000 .636
THONGTIN1 1.000 745
THONGTIN2 1.000 814
THONGTIN3 1.000 Ja77
GIAL 1.000 .805
GIA2 1.000 .793
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Initial

Extraction

GIA3

HAUMAI1
HAUMAI2
HAUMAI3
HAUMAI4
HAUMAI5
CONNGUOI1
CONNGUOI2
CONNGUOI3
CONNGUOI4
CONNGUOI5
KENHPHANPHOI1
KENHPHANPHOI2
KENHPHANPHOI3

1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000

.859
.689
.656
.681
.641
773
.546
732
516
720
772
757
747
770

Extraction Method: Principal Component Analysis.

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings

Component Total % of Variance Cumulative % Total % of Variance Cumulative %

1 10.088 26.547 26.547 10.088 26.547 26.547
2 5.721 15.054 41.601 5.721 15.054 41.601
3 3.948 10.390 51.990 3.948 10.390 51.990
4 2.814 7.404 59.395 2.814 7.404 59.395
5 2.395 6.302 65.696 2.395 6.302 65.696
6 1.657 4.360 70.056 1.657 4.360 70.056
7 1.149 3.022 73.079 1.149 3.022 73.079
8 .798 2.101 75.180

9 .651 1.714 76.894

10 .646 1.699 78.593

11 .586 1.543 80.136

12 .548 1.443 81.579

13 .536 1.411 82.990

14 .482 1.268 84.258

15 450 1.183 85.441

16 402 1.057 86.498

17 .393 1.035 87.533

18 .384 1.012 88.545

19 .353 .930 89.474
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Initial Eigenvalues Extraction Sums of Squared Loadings
Component Total % of Variance Cumulative % Total % of Variance Cumulative %
20 .320 842 90.317
21 .307 .807 91.124
22 .300 789 91.912
23 279 734 92.646
24 .276 126 93.372
25 .255 672 94.045
26 .245 645 94.689
27 .235 .619 95.308
28 229 .601 95.909
29 214 .563 96.473
30 .206 543 97.015
31 192 .505 97.520
32 A71 449 97.970
33 .163 429 98.399
34 .148 .389 98.788
35 146 .385 99.173
36 128 337 99.510
37 101 .264 99.774
38 .086 226 100.000

Total Variance Explained

Rotation Sums of Squared Loadings

[y
(&) ]

Component Total % of Variance Cumulative %

1 6.706 17.648 17.648
2 5.564 14.642 32.290
3 4.263 11.219 43.510
4 3.499 9.209 52.719
5 3.335 8.777 61.496
6 2.423 6.376 67.872
7 1.979 5.207 73.079
8

9

10

11

12

13

14
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Rotation Sums of Squared Loadings

Component

Total

% of Variance

Cumulative %

16
17
18
19
20
21
22
23
24
25
26
27
28
29
30
31
32
33
34
35
36
37
38

Extraction Method: Principal Component Analysis.

Component Matrix?®

Component
3 4 7

TINHNANG5 .679 .320 -.426
TINHNANG3 .673 417
TINHKINHTE2 .663 401 -.312
TINHKINHTE1 .651 -.484
TINHNANG1 .629 .305 -.462
KENHPHANPHOI1 .624 -.522
TINHKINHTE3 .620 440 -.457
HINHANH_TH3 .618 -.590
TINHNANGG6 611 .356 -.432
KENHPHANPHOI2 .590 341 -.492
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Component
2 3 4 5 6

MAUMA_CL1 .589 -.521

GIAl .586 -.319 -.545
DONGBO4 .585 -.565

GlA2 .584 -.318 -523
HINHANH_TH1 .540 -.647

DONGBO3 .551 -.620

DONGBO2 .508 -.620

MAUMA_CL3 .550 -.602

MAUMA_CL4 .586 -.591

HINHANH_TH2 .580 -.586

THONGTIN3 443 713

THONGTIN1 .386 .686

THONGTIN2 431 .685

XUATXU1 435 .622

XUATXU3 426 .564

XUATXU2 445 547

HAUMAI5 .338 -.307 .603 .305
HAUMAI2 .340 -.301 .502

HAUMAI3 422 492 -.303

HAUMAI4 453 .306 491

HAUMAI1 .390 424 470

CONNGUOI2 391 .325 .618
CONNGUOI5 .319 .303 400 .563
CONNGUOI4 310 324 423 534
CONNGUOI3 .325 490
CONNGUOI1 .324 .358 447

GIA3 .518 -.354 -.599
KENHPHANPHOI3 .566 -.573
Extraction Method: Principal Component Analysis.

a.7 components extracted.
Rotated Component Matrix?

Component
2 3 4 5 6

HINHANH_TH3
HINHANH_TH2
MAUMA_CL3
DONGBO3

.870
.868
.854
.850
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Component

4

HINHANH_TH1
DONGBO4
MAUMA_CL4
MAUMA_CL1
DONGBO2
TINHKINHTEL
TINHKINHTE3
TINHNANGS
TINHNANG1
TINHKINHTEZ2
TINHNANG6
TINHNANG3
THONGTIN2
THONGTIN3
THONGTIN1
XUATXU1
XUATXU3
XUATXU2
HAUMAI5
HAUMAI2
HAUMAI3
HAUMAI1
HAUMAI4
CONNGUOIS5
CONNGUOI4
CONNGUOI2
CONNGUOI1
CONNGUOI3
GIA3

GIAl

GIA2
KENHPHANPHOI3
KENHPHANPHOI1
KENHPHANPHOI2

.837
.830
.827
.810
.806

.880
.869
.842
.838
.827
.822
782

.884
.849
.844
821
762
.702

.866
.789
781
.756
.738

.857
817
.805
.705
.679

872
.812
793

770
729
.709

Extraction Method: Principal Component Analysis.

Rotation Method: VVarimax with Kaiser Normalization.

a. Rotation converged in 6 iterations.
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Component Transformation Matrix

Component 1 2 3 4 6 7

1 551 557 .336 .262 242 275 .266
2 -.746 414 -.159 .343 .295 .085 .185
3 -.281 -.231 194 -.295 .388 .009 -.009
4 .089 -.647 .002 .699 .205 177 .106
5 229 -.043 -.383 -.198 782 -.385 -.018
6 .022 162 .292 423 -.148 -.804 -.202
7 .013 .138 .001 .140 167 .302 -.918

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

Phu luc 4.2. Phan tich nhan té khdm phd EFA doi véi céc bién phu thugc

Factor Analysis

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .500
Bartlett's Test of Sphericity Approx. Chi-Square 293.985
df 1
Sig. .000

Communalities

Initial Extraction
HAILONG1 1.000 .845
HAILONG2 1.000 .845

Extraction Method: Principal Component Analysis.

Total Variance Explained

Initial Eigenvalues

Extraction Sums of Squared Loadings

% of Cumulative
Component Total % of Variance Cumulative % Total Variance %
1 1.689 84.453 84.453 1.689 84.453 84.453
2 311 15.547 100.000

Extraction Method: Principal Component Analysis.

Component Matrix®

Component

1

HAILONG1
HAILONG2

919
919

Extraction Method: Principal Component Analysis.

a.1 components extracted.
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PHU LUC 5: BANG MA TRAN HE SO TUONG QUAN GIUA CAC BIEN

Correlations

TINHNANGC | GIATRIBE | XUATXU_T HAUM | CONNG | KENHPH | HAIL
ONGDUNG NNGOAI HONGTIN GIA Al 9]0]] ANPHOI ONG
TINHNANG  Pearson Correlation 1 .220™ A727| 390" .306™ 271 530" | .456™
CONGDUNG  sijg. (2-tailed) .000 .000 .000 .000 .000 .000| .000
N 459 459 459 459 459 459 459 459
GIATRI Pearson Correlation .220™ 1 2767 273" .065 .016 2177 .389™
BENNGOAI Sig. (2-tailed) .000 .000 .000 162 .740 .000 .000
N 459 459 459 459 459 459 459 459
XUATXU_ Pearson Correlation A72% 276" 1| .282" -.004 .256™" 243" .356™
THONGTIN Sig. (2-tailed) .000 .000 .000 .940 .000 .000 .000
N 459 459 459 459 459 459 459 459
GIA Pearson Correlation .390™ 273 282" 1] .323" .168™ A449™ | .466™
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 459 459 459 459 459 459 459 459
HAUMAI Pearson Correlation .306™ .065 -004 | .323" 1 .187™ 419  .364™
Sig. (2-tailed) .000 162 .940 .000 .000 .000 .000
N 459 459 459 459 459 459 459 459
CONNGUOI  Pearson Correlation 2717 .016 256" | .168™| .187" 1 .360™| .357™
Sig. (2-tailed) .000 .740 .000 .000 .000 .000 .000
N 459 459 459 459 459 459 459 459
KENHPHAN  Pearson Correlation .530™ 217 2437|4497 4197 .360"" 1| .586™
PHOI Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 459 459 459 459 459 459 459 459
HAILONG Pearson Correlation .456™ .389™ 356™ | .466™| .364™ 357" 586" 1
Sig. (2-tailed) .000 .000 .000 .000 .000 .000 .000
N 459 459 459 459 459 459 459 459

** Correlation is significant at the 0.01 level (2-tailed).
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PHU LUC 6: PHAN TICH HOI QUY TUYEN TINH BOI

Regression

Variables Entered/Removed®

Model

Variables Entered

Variables

Removed

Method

KENHPHANPHOI,
GIATRIBENNGOALI,
XUATXU_THONGTIN,
CONNGUOI, HAUMAI, GIA,
TINHNANGCONGDUNG?

Enter

a. All requested variables entered.
b. Dependent Variable: HAILONG

Model Summary

Adjusted R Std. Error of the Durbin-Watson
Model R R Square Square Estimate
1 7132 .508 .500 .6202077 1.911
a. Predictors: (Constant), KENHPHANPHOI, GIATRIBENNGOAI, XUATXU_
CONNGUOI, HAUMAI, GIA, TINHNANGCONGDUNG
b. Dependent Variable: HAILONG
ANOVAP

Model Sum of Squares df Mean Square F Sig.
1 Regression 178.931 7 25.562 66.453 .0002

Residual 173.481 451 .385

Total 352.412 458

a.Predictors: (Constant), KENHPHANPHOI, GIATRIBENNGOAI, XUATXU_THONGTIN, CONNGUOI,
HAUMAI, GIA, TINHNANGCONGDUNG
b.Dependent Variable: HAILONG
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Coefficients?

Unstandardized Standardized o o
Model Coefficients Coefficients t Sig. Collinearity Statistics
B Std. Error Beta Tolerance VIF
1 (Constant) -431 229 -1.880 .061
TINHNANGCONGDUNG .091 .036 .103 2.552 .011 .672 1.488
GIATRIBENNGOAI .185 .030 .220 6.163 .000 .855 1.170
XUATXU_THONGTIN 176 .048 135 3.672 .000 .807 1.239
GIA 161 .048 134 3.385 .001 697 1.434
HAUMAI 163 .047 129 3.432 .001 172 1.295
CONNGUOI 161 .042 141 3.859 .000 .815 1.227
KENHPHANPHOI 227 .035 .286 6.469 .000 .560 1.786
a.Dependent Variable: HAILONG
Residuals Statistics®
Collinearity Diagnostics?
Variance Proportions
Dimens | Eigenv | Conditio | (Consta| TINHNANGC | GIATRIBE | XUATXU_T HAU | CONN [ KENHPHA
Model ion alue n Index nt) ONGDUNG NNGOAI HONGTIN | GIA | MAI | GUOI NPHOI
1 1 7.662 1.000 .00 .00 .00 .00 .00 .00 .00 .00
2 .097 8.886 .01 .02 .23 .03| .00 .00 .03 .36
3 .076 10.017 .01 .02 .20 .02 .00 .00 43 A7
4 .051 12.220 .02 .08 .34 .01 .06 A1 .28 .09
5 .041 13.741 .00 .68 .06 14 .05 .01 .07 .18
6 .035 14.752 .00 .18 14 AT .01 22 .07 .00
7 .026 17.132 .03 .01 .00 A2 .87 A1 10 .04
8 .011 25.972 .93 .01 .02 .22 .01 .55 .02 14
a.Dependent Variable: HAILONG
Minimum Maximum Mean Std. Deviation N
Predicted Value 1.713193 4.549911 3.274510 .6250436 459
Residual -1.5158863 1.6580619 OE-7 .6154499 459
Std. Predicted Value -2.498 2.040 .000 1.000 459
Std. Residual -2.444 2.673 .000 .992 459

a. Dependent Variable: HAILONG
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PHU LUC 7: MQT SO CAU HOI SU DUNG CHO PHONG VAN DOANH
NGHIEP KINH DOANH CAC SAN PHAM THIET BI NHA BEP

Phan 1: GIOI THIEU

Kinh chao Anh/Chi. Tai la nghién cuu sinh tai treong Pai hoc Thuong mai,
hién dang thuc hién dé tai “Nghién cizu cac nhan té danh hwéng dén sw hai long
ciia ngwoi tieu ding va van dung trong chién lwec marketing cia cac doanh
nghiép kinh doanh thiét bi nha bép”. Rat mong Anh/Chj danh chut thoi gian dé tra
loi mot s6 cau hoi phong van sau ddy. Moi théng tin s& hoan toan duoc gitr bi mat
va chi duoc str dung cho nghién ctru nay. Toi xin chén thanh cam on su dong gop ¥
kién cia Anh/Chi.

Phan 2: CAU HOI

1. Theo Anh/Chi, tinh ning va cong dung cua cac san pham thiét bi nha bép ¢ tac
d6ng thé nao toi viéc mua va sir dung san pham caa ngudi tiéu ding?

2. Anh/Chi d4nh gia thé nao vé tac dong tir yéu té mau ma, chang loai, kich ¢& cua
san pham nha bép t6i kha ning mua va st dung san pham cua nguoi tiéu ding?

3. Theo Anh/Chi, tinh dong bo cua céc san pham thiét bi nha bép cé anh huang thé
nao tdi kha nang mua va sir dung caa nguoi tiéu dung?

4. Theo Anh/Chi, xuit xir cua cac san pham thiét bi nha bép c6 anh hudng téi quyét
dinh mua va sir dung san pham ciia nguoi tiéu dung khong?

5. Theo Anh/Chi, ngudi tiéu ding chl y thé nao téi tinh kinh té, su hiéu qua cua san
pham thiét bi nha bép?

6. Theo Anh/Chi, hién nay gia cia cac san pham thiét bi nha bép anh huang thé nao

to1 nguoi tiéu dung?
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7. Anh/Chj danh gia thé nao vé tam quan trong cta kénh phan phéi trong viéc thic
day doanh s6 ban hang va dua san pham thiét bi nha bép ti ngudi tiéu dung?

8. Theo Anh/Chi, viéc cong bé rd rang vé thong tin cac san pham thiét bi nha bép
s& tac dong thé nao toi kha nang mua va sir dung cua nguoi tiéu ding?

9. Anh/Chi cd thé danh gia tac dong cua dich vu sau ban hang téi kha nang gitt chan
va mo rong nguoi tiéu dung khong?

10. Theo Anh/Chi, yéu t6 con ngudi tac dong thé nao téi kha niang kinh doanh san
pham thiét bi nha bép?



