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CHUONG MO PAU

PAT VAN PR

Trong boi canh hdi nhap, cac doanh nghiép Viét Nam khong chi canh tranh
vGi cac doanh nghiép trong nuéc ma con phai doi dau véi cac doanh nghiép nude
ngoai ngay chinh trén thi trudng nudc nha. Ap luc rat I6n khi phai canh tranh véi céc
doanh nghiép c6 uu th€ hon vé nhiéu mat. Diéu d6 doi hoi cac doanh nghiép Viét
Nam phéi khang dinh vi thé, nang cao nang luc canh tranh dé ton tai va phat trién.
Vi vai tro va tam quan trong, thuong hiéu da trd thanh mot vii khi canh tranh khong

thé thi€u. C6 thé ké ra mot vai loi ich ctia thuong hiéu nhu sau:

N6 lam cho khdch hang tin tudng, an tam va tu hao khi st dung san pham.
- Duy tri luong khich hang trung thanh va thu hut thém khach hang méi.

- Giam cac chi phi marketing, tao thuan loi khi ti€n hanh cac hoat dong

marketing khdc nhu tung san phdm mdi, phét trién thi trudng mai.

- Thu hit nha dau tu va nhan tai.

- C6 thé dinh gid cao va chong lai su canh tranh vé gi4.

- Dugc phap luat bao ho va chéng hang nhai, hang gia.

- DPem lai két qua kinh doanh t6t hon: doanh thu va loi nhuén cao hon.

Vi vay, xay dung va phdt trién thuong hiéu 1a mot van dé cdp bach va can
thié€t doi véi tit ca cac doanh nghiép muon thanh cong va ding viing trén thi truong.
Tuy nhién, xay dung va phat trién thuong hiéu 12 mot chién lugc dai han, phai du tu
v€ con nguoi, thoi gian va tién bac. Trong khi kha nang tai chinh ctia cdc doanh
nghiép Viét Nam réat han ché. Vay van dé dat ra 1a v6i ngudn luc tai chinh giGi han,
lam céch nao dé xay dung va phat trién thuong hiéu mot cach hiéu qua.

Dic biét, d6i v6i cdc doanh nghiép bén 1€, viec xay dung va phét trién thuong
hiéu lai cang khé khan hon. Bdi vi nd khong chi dimng lai & viéc bi giéi han vé kha

nang tai chinh ma con nhiéu khé khan khéc nita. Thit nhat, thi trudng ban 1& Viét



Nam dugc ddnh gid 1a mot trong nhiing thi truong hdp dan va ddy tiém nang. ' Vi
vay, khi nhitng cam két v6i Té chic thuong mai thé gigi WTO ¢ hiéu luc, chic
chén sé& c6 nhiéu doanh nghiép hoat dong trong linh vuc nay dén kinh doanh tai Viét
Nam. Ho 12 nhitng tap doan I6n, ¢6 tén tudi, nhiéu kinh nghiém, trinh do6 quan tri
cao va kha nang tai chinh manh. C4c doanh nghiép Viét Nam s€ gap nhiéu khé khan
va thir thach, d6i ddu v6i su canh tranh gay git va quyét liét. Thit hai, doanh nghiép
bén 1¢ kinh doanh nhiéu chlng loai hang hoé ctia nhi€u thuong hiéu khac nhau nén
dé thanh cong trong viéc xay dung thuong hiéu cho riéng minh doi hoi nhitng y
twdng mdi va sang tao. Thit ba, xu huéng tiéu ding thay déi, nhitng doi hoi clia

khach hang ngay cang khac khe hon.

Trung tam dién mdy Trong Dic ciing nam trong tinh hinh chung dé. Ngoai
ra, kinh doanh mat hang kim khi dién mdy la Iinh vuc dang gap rat nhi¢u khé khan
tir phia thi truong. Stc ép canh tranh lai cang 16n va rat nhi€u thach thdc phai vuot
qua khi Trung tam chi 1a mot doanh nghiép rat nho véi mot nguodn tai chinh han hep.
Do vay, mot chién lugc xay dung va phat trién thuong hiéu dé ton tai va phat trién 1a

rat can thiét.

MUC TIEU NGHIEN CUU

Tir van dé dat ra nhu trén, cudc nghién cttu nham thuc hién cdc muc tiéu sau:

- Tim hié€u thi hi€u ngudi tiéu diing va nhitng yéu t6 anh hudng dén viéc
mua sim hang kim khi dién mdy clia nguoi dan trong khu vuc ma TTDM
Trong Dic phuc vu.

- Xac dinh tinh hinh hién tai ctia thuong hiéu Trong Puc. Khach hang cam
nhan nhu th€ nao vé Trong Dic. Xac dinh nhiing yéu t6 then chét tao nén
sttc manh thuong hiéu Trong Dic, khién Trong Diic dugc chap nhan va ua
chuong. Phat hién nhitng yéu kém cua Trong Piic dé khic phuc, cung c6

thuong hiéu. Phan tich va tim ra nhiing yéu t6 khac biét cua Trong D,

" Theo ket qué diéu tra ctia Cong ty tu van nhan luc va kiém todn quéc t€ Price Waterhouse Coopers, cdc
nude ¢ thi trudng ban 1& hip dn trén thé gidi duoc xép theo thit tu Trung Qudc, An Do, Thd Nhi Ky, Viét
Nam, Nga, Rumani va Bungari. Theo bdo céo clia Cong ty nghién cttu toan cdu RNCOS vé phan tich cong
nghiép ban 1¢ Viét Nam ciing khang dinh Viét Nam 13 mot trong bay thi trudng ban 1€ sinh lgi va c6 nhiéu
tiém nang trén thé gidi.



chon yéu t6 doc ddo, it kha nang bét chuée va dugc khach hang danh gid
cao nhat dé dinh vi thuong hiéu.
Dua ra chién luge xay dung va phét trién thuong hiéu Trong Diic thanh

mot thuong hiéu manh, dugc nguoi tiéu dung tin tudng va trung thanh.

POI TUONG VA PHAM VI NGHIEN CUU

boi tugng nghién ciu:

Khéich hang: 1a nguoi tieu dung hang kim khi dién mday trén dia ban ma
TTDM Trong Diic phuc vu. Cu thé 1a ngudi dan khu vuc Quan Tan Binh,
Tan Phu, Binh Tan, Go Vap, Quan 12, Héc Moén va Binh Thanh.

Cong ty TNHH Duong Trong Puc va hai TTPM Trong Puc, nang luc
Cong ty, nhan vién va lanh dao Cong ty.

Doi thh canh tranh: 1a cac siéu thi, trung tdm kim khi dién may c6 quy mo
bang hoac 16n hon TTPM Trong Dic.

Pham vi nghién ctru:

Khong gian: Thanh phd H6 Chi Minh.

Linh vuc: Chién lugc xay dung va phét trién thuong hiéu chi 12 mot phan
ctia chién lugc marketing. Ma chién lugc marketing lai 1a mot bo phan
trong chién lugc kinh doanh tong thé clia doanh nghiép. Vi vay, trong giGi
han clia dé tai, luan van chi tap trung vao van dé xay dung va phét trién
thuong hiéu ma khong dé cap dén toan bo chién luoc marketing hay chién

luoc kinh doanh tong thé.

PHUGONG PHAP NGHIEN CcUU

Phuong phap thu thap thong tin:

- Phong van
- Tham do va quan sat

- Thu thap dit liéu thi cap



Cong cu thu thap:
- Bang cau hoi
- Phiéu thu thap thong tin

- S6 ghi chép

Nguon thong tin:
- Nguoi tieu dung hang kim khi dién may.
- Nhan vién va lanh dao Cong ty TNHH Duong Trong Duc.

- C4c siéu thi, trung tam dién may.

Xu 1y: bang Chuong trinh SPSS.

Y NGHIA KHOA HOC VA THUC TIEN CUA PE TAI

Tir nhitng thuc t€ vé két qua kinh doanh cho thay vi thé€ va kha nang canh
tranh cuia TTDM Trong Dic trén thi truong ban 1€ hang kim khi dién may &
TP.HCM rit kém so v6i céc doanh nghiép khdc. Chua ké dén viéc phai doi mat véi
céc doanh nghiép nudc ngoai trong tuong lai. DE tai nham muc dich tim ra huéng di
phi hop dé xay dung va phét trién thuong hiéu Trong Pic thanh mot thuong hiéu
manh, tir d6 cé thé canh tranh va ding vitng trén thi trudng. Pem lai nguén thu
thong qua viéc dong thué, thuc hién cac trach nhiém xa hoi, tao cong an viéc lam

g0p phan xay dung dat nude ngay cang giau manh.

Céac doanh nghiép vira va nho, nhat la doanh nghiép hoat dong trong nganh
ban 1¢, thi truong kim khi dién mdy ciing c6 thé tham khao cic két qua clia cudc

nghién citu ndy trong qua trinh xay dung va phat trién thuong hiéu ctia minh.

NHUNG DIEM NOI BAT CUA LUAN VAN

Hién nay, xay dung va phat trién thuong hiéu va méi quan tam hang dau cua
céc doanh nghiép. N6 duoc nhiac dén trén moi phuong dién va trong nhiéu linh vuc.
Tuy nhién, khong ¢6 nhi€u tai liéu huéng dan chi tiét qué trinh xay dung va phat
trién thuong hiéu. Pa s6 cdc bai viét ¢6 noi dung ngin, chi dé cap dén mot khia
canh nao d6 cta thuong hiéu. Phan co s& 1y luan cta luan van sé€ trinh bay mot cach

hé théng va toan dién vé 1y thuyét xay dung va phét trién thuong hiéu.



Viéc dua ra céc tiéu chi dé danh gid, do ludong tinh hinh ctia mot thuong hiéu
12 van dé hét sic phiic tap. Luan van da xac dinh nhitng thuéc do déng tin cay, phi
hop vé6i thuc t€ va ¢6 tinh kha thi cao. Qua trinh trién khai thuc hién do ludng duoc

ti€n hanh mot cdch khoa hoc dé c6 duoc két qua trung thuc, chinh xdc va ¢6 gid tri.

Dé trd thanh mot thuong hiéu manh khong phai 12 chuyén dé dang doi véi tat
ca cac doanh nghiép. Song lai cang khé khan, phic tap hon khi d6 la cdc doanh
nghiép nho vé6i kha niang tai chinh han hep. Luan vin da dua ra céc chién luge dé
xay dung va phét trién thuong hiéu Trong Ditc, mot cong ty rat nhd dang gap nhiéu
bét lgi trong kinh doanh. Nhitng thir thach trong Iinh vuc hoat dong cta Trong Dic
lam cho viéc xay dung va phét trién thuong hiéu thém phan khé khan hon. Va quan
trong hon hét la cac chién lugc dua ra trong luan van khong phai 1a ly thuyét suong
ma c6 kha nang ap dung vao thuc t€ dem lai hiéu qua cao va cai thién tinh hinh cta

thuong hiéu.
KET CAU CUA LUAN VAN

Luan van gom cac phan sau:

- Chuwong m& ddu: trinh bay tong quat nhitng van dé cta luan van.

- Chuong 1 Co s6 1y luan: trinh bay nhitng co s& ly thuyét vé thuong
hiéu, cac khai niém va ly luan duoc st dung trong luan van.

- Chuong 2 Phuong phép nghién cttu: dé cap dén quy trinh va cach thic
thuc hién cudc nghién ciu.

- Chuong 3 Két qua: trinh bay nhiing dit liéu da thu thap va két qua thu
duoc sau cudc nghién cuu.

- Chuong 4 Chién lugc xay dung va phat trién thuong hiéu Trong Dic:
phan tich va dua ra nhitng van dé cin giai quyét ctia Trong Diic dé tro
thanh mot thuong hiéu manh.

- Két luan va ki€n nghi



CHUONG 1: CO SO LY LUAN

1.1  KHAI NIEM THUONG HIEU

Theo dinh nghia ctia T6 chic s& hitu tri tué the gigi (WIPO): “Thuong hiéu la
mot dau hiéu (hitu hinh va vo hinh) dic biét dé nhan bi€t mot san pham hang ho4
hay mot dich vu nao dé dugc san xuét hay dugc cung cap bdi mot ca nhan hay mot
t6 chiic™.

Thuong hiéu - theo hiép hoi Marketing Hoa Ky 1a mot cdi tén, mot thuat ngit,
ky hiéu hay biéu tuong, hodc két hop cic yéu t6 d6 nhim nhan dién cic san pham
hay dich vu ctia mot (hay mot nhdm) nguoi ban va phan biét ching véi cac san
pham hodc dich vu ctia d6i thii canh tranh®.

David A. Aaker* cho ring thuong hiéu nham xac dinh xudt xi& clia sén pham
va la ddu hiéu lam cho cong ty dé phan biét. Theo 6ng, mot thuong hiéu 1la mot tén
duoc phan biét va/hay biéu tuong (nhu logo, nhan hiéu cau ching hay ki€u dang bao
bi) ¢6 dung y xac dinh hang hoa dich vu hoac ciia mot nguoi ban hay ctia mot nhom
ngudi ban va dé lam phan biét hang hod dich vu nay véi cdc hang hod dich vu clia
doi thu.

Theo Richard Moore thuong hiéu 12 téng hop tat ca cac yéu td vat chat, thim
my, 1y 1& va cdm xidc cia mot san pham, hoic mot dong san pham, bao gém ban
than san pham, tén goi, logo, hinh anh va moi su thé hién hinh anh, din qua thoi
gian duoc tao dung 16 rang trong tam tri khdch hang nham thiét 1ap mot chd ding tai
do.”

Tl céac khai niém trén cho thdy thuong hiéu c6 nhitng dac diém sau:

- Thuong hiéu la tat ca nhitng yéu t6 tao nén kha nang nhan biét, ggi nhG va
phan biét cdc san pham, dich vu hodc doanh nghiép.

- Cé4c yéu t6 tao nén thuong hiéu la tén goi, logo, nhac hiéu, khau hiéu, bao bi

* Nguén: http://www.wipo.org

3 A brand is a name, term, sign, symbol or design or a combination of them, intended to identify the goods or
services of one seller or group of sellers and to differentiate them from those of competitors.

* David A. Aaker viét trong quyén sach “Managing Brand Equity”

> Nguodn: http://www.lantabrand.com
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hoac cac yéu t6 vo hinh khac nhu cac gia tri, cac trai nghiém, quan niém cua
khach hang hoac két hop tat ca cac yéu td nay.

- Thuong hiéu c6 thé hiéu 1a bat ct nhitng gi ma khach hang nghi dén khi ho tic
thoi nghe t6i tén ctia doanh nghiép, san pham dich vu ctia doanh nghiép.

- Thuoc tinh va gia tri riéng cua thuong hiéu dugc cam nhan va dong lai trong

tam tri khiach hang.

1.2 PHAN BIET THUONG HIEU VA NHAN HIEU

Thuat ngit nhan hiéu va thuong hiéu déu diung dé phan biét cdc san pham,
dich vu hay t6 chic khac nhau. Tuy nhién, nhan hiéu thudng duoc dung trong céc
van ban phdp luat. Vi du, theo Diéu 72, Luat S6 hitu tri tué nam 2005 nhan hiéu
dugce dinh nghia: “Nhdn hiéu 1a nhitng ddu hiéu nhin thdy dugc dudi dang chir céi,
tlr ngtt, hinh v&, hinh anh ké ca hinh anh ba chiéu hoic su két hop cic yéu t6 do,
duoc thé hién bing mot hoidc nhiéu mau sic c6 kha niang phan biét hang ho4 dich vu
ctia chli s& hitu nhan hiéu v6i hang héa dich vu ciia cht thé khic.” Thuong hiéu
thudng duoc sir dung nhiéu trong linh vuc marketing. C6 thé thé thiy su khdc nhau

gitta hai thuat nglt nay qua bang so sanh sau:

Bang 1.1 Su khac nhau giira nhan hiéu va thuong hiéu

Nhan hiéu (Trade mark)

Thuong hiéu (Brand name)

Doanh nghiép dang ky vé6i co quan nha
nudc theo quy dinh ctia phap luat.

Doanh nghiép x4y dung va khéach hang

déanh gia theo cam nhan cua ho.

Thé hién su ching nhan cla co quan
nha nudc.

Thé hién niém tin va long trung thanh

ctia khach hang.

Xay dung dua trén hé thong luat phap
va hién dién trén van ban phap 1y.

Xay dung trén hé thong t6 chiic cla
doanh nghiép va hién dién trong tam tri
khach hang.

Puoc phap luat bao ho, doanh nghiép
doc quyén sG hitu va cdm ngudi khac
str dung.

Puoc khach hang yéu thich va chap
nhan, 1a su phan biét cia khach hang khi
ho nghe dén tén ctua doanh nghiép.

C6 gid tri cu thé, 10 rang.

Gid tri triru tuong, khé dinh gia.

Hitu hinh: dang ky, chitng nhan

V6 hinh: tinh cam, 1ong trung thanh

St dung trong cac quy dinh phap ly.

St dung trong linh vuc kinh té.
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Trong toan bo luan van nay, "thwong hiéu” dugc hiéu theo nghia rong, bao
gdm cac yéu t6 nhan biét nhu tén goi, logo, khau hiéu, bao bi va ca nhiing yéu to

g0p phan tao nén cam nhan cta khach hang, ton tai trong tam tri khach hang.

1.3 QUY TRINH XAY DUNG VA PHAT TRIEN THUONG HIEU
Qua qua trinh nghién citu, luan van dua ra quy trinh xay dung va phét trién
thuong hiéu gom céc budc nhu sau:
- Bu6c 1: Xay dung chién lugc tong thé
- Budc 2: Xac dinh cac yéu t6 thuong hiéu
- Budc 3: Bao vé thuong hiéu
- Budc 4: Xay dung chién lugc truyén thong

- Budc 5: Do luong va hiéu chinh

1.3.1 XAY DUNG CHIEN LUGC TONG THE

Xay dung chién luoc téng thé nham xac dinh muc tiéu dai han, vach ra dudng
16i, huéng di va cach thic dé dat dugc muc tieu d6. Vi mot chién luge tong thé
duoc hoach dinh 15 rang ngay tir dau, doanh nghiép s€ biét duoc minh can di dau va
bang cich nao dé dén dich. Tao nén tang vitng chic va 1am co s& quan trong dé lua
chon cac muc tiéu va chién lugc sau nay. Moi hoat dong lién quan dén thuong hiéu
phai tuan thl va bam s4t theo chién lugc téng thé dé dam bao thuc hién dong bo, di

dung huéng, str dung hiéu qua nguon luc, tiét kiém dugc thoi gian va chi phi.

Trong chién lugc tong thé doanh nghiép phai xdc dinh tdm nhin va st mang
thuong hiéu, dinh vi thuong hiéu, lva chon mo hinh thuong hiéu va xay dung muc

tieu, k& hoach cu thé cho timg giai doan.

1.3.1.1 XAC PINH TAM NHIN THUONG HIEU (VISION)

“Tam nhin 12 mot hinh anh, mot bic tranh sinh dong vé diéu c6 thé xdy ra
clia mot thuong hiéu trong tuong lai.”® Viéc can thiét ddu tién doanh nghiép phai
lam khi tién hanh xay dung thuong hiéu la xac dinh tam nhin thuong hiéu. N6 goi ra

mot dinh huéng lau dai, néi 1én khat vong va su quyét tam cua thuong hiéu vé nhiing

® Theo Lé Xuan Tung (2005), Xdy dung va phat trién thirong hiéu, trang 99



diéu n6 muon vuon tGi. TAm nhin thuong hiéu duoc tao dung trén co sé tra 10i cau
hoi: trong tuong lai vé 1au dai, thuong hiéu muon dat duoc diéu gi? TAm nhin thuong
hudng dén diéu ly tudng va hoan hao trong mot twong lai xa. Mot tAm nhin dan dén
su thanh cong 1a tAm nhin mang tinh dai han va kién dinh, ¢6 tdm xa va rong, du dé
phat trién xuyén su6t trong mot thoi gian rat dai, c6 tinh tién phong, din diu va sdng
tao trong viéc tim y tudng, thong nhat dugc cadc muc tiéu, dinh huéng str dung nguon
tai nguyén hiéu qua, khuyén khich va dong vién tinh than lam viéc ctia nhan vién.
Sau khi da xdc dinh tdm nhin thuong hiéu, doanh nghiép cdn chuyén tai tam
nhin nay dén moi nhéan vién trong t6 chic dé bién né thanh tdm nhin chung duoc

chia sé bai tat ca moi nguoi trong doanh nghiép.

1.3.1.2 XAC PINH SUMANG THUONG HIEU (MISSION)

“Stt mang cta mot thuong hiéu la khai niém dung dé chi muc dich cua
thuong hiéu, 1y do, y nghia ctia su ra doi va ton tai ctia no.’

Stt mang thuong hiéu thuong duoc xay dung trén co s& dinh hudng khach
hang. N6 thé hién muc tiéu dai han ma thuong hiéu cam két v6i khach hang, doi
tuong khach hang ma thuong hiéu d6 s& chd tam phuc vu, nhitng diém tao nén su
khéc biét ma thuong hiéu c¢6 gang xay dung, muc tiéu tai chinh ma thuong hiéu sé
déng gbp. Theo Dereck F.Abell, sit mang thuong hiéu can dua trén nén tang cua
dinh nghia kinh doanh:

Nhom khach hang
(ai 1a nguoi
s& dugc thoa man)

Nhu ciu khach hang
(cai gi s€ duogc thoa
man)

Néng luc phén biét
(nhu cau duoc thoa man
nhu thé nao)

7 Theo Lé Xuén Tung (2005), Xdy dung va phat trién thwong hiéu, trang 101.
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Ban tuyén bd sit mang ctia thuong hiéu thé hién mot cich rd rang, ngan gon,
chuyén tai duoc muc dich va triét 1y hoat dong cua thuong hiéu. N6 déng vai tro
quan trong trong viéc tao lap va cung co hinh anh thuong hiéu truéc cong ching
dong thoi tao ra su hap dan, 16i cudn cdc doi tugng lién quan nhu khach hang, c6
dong, nha cung cap, ngan hang, chinh quyén. D€ hinh thanh mot ban tuyén bd s
mang, doanh nghiép thuong tra 16i cac van dé:

- Khach hang: thuong hiéu ddp ting nhu cau cho d6i tuong khach hang nao?

- San pham hay dich vu chinh ctia doanh nghiép 1a gi?

- Thi truong chinh ctia doanh nghiép & dau?

- Cong nghé c6 phai 1a méi quan tam hang dau cta doanh nghiép hay khong?

- Quan tam dén su ton tai, phat trién va kha nang sinh 10i: doanh nghiép c6 rang
budc badi cac muc tiéu kinh t€ hay khong?

- Triét 1y: gia tri, nguyén vong va tri€t 1y hoat dong cua doanh nghiép la gi?

- Vin héa: nhitng quy tic chudn muc va niém tin co ban ctia doanh nghiép la gi?

- Loi thé€ canh tranh va nang luc dac biét cua doanh nghiép la gi?

- Hinh anh cong dong c6 phai 1a méi quan tam cha yéu cua doanh nghiép?

- Su quan tam dén nhan vién: thai do cia doanh nghiép doi v6i nhan vién nhu thé
nao, c6 xem nhan vién la tai san quy gia cua doanh nghiép hay khong?

Tuy nhién, khong phai ban tuyén bo sit mang nao ciing gdm tat ca cdc vin dé
trén. Tuy thudc vao muc tiéu va chién lugc ma doanh nghiép dua ra nhitng lya chon
hop ly. Diéu déng chd y 1a st mang thuong hiéu cin phai dugc chuyén tai dén moi
ngudi trong t6 chitc dé né trd thanh mot gia tri chung duoc chia sé va 1a ton chi hoat

dong, dinh hudng cho cac nhan vién thuc hién nhiém vu clia minh.

1.3.1.3 PINH VI THUONG HIEU

"Dinh vi" da tr& thanh mot thuat ngit rat phd bién trong kinh doanh va
marketing. Theo Jack Trout, ngudi cé anh hudng 16n nhdt vé 1y thuyét dinh vi
thuong hiéu: “dinh vi la nhitng gi doanh nghiép cam két lam va né hién hitu trong
tam tri nguoi tiéu dung, khi nghe néi dén doanh nghiép d6”. Theo Al Reis: “Dinh vi

khéi su tir mot san phdm, mot mén hang, mot dich vu, mot cong ty, mot dinh ché
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hay ngay ca mot con ngudi nhung viéc dinh vi khong phai 1a diéu gi ban lam cho
san pham. Viéc dinh vi la diéu gi ban 1am cho suy nghi ctia khach hang trong trién
vong. D6 1a dinh vi san phdm trong tam tri khach hang trién vong.”® Ong Hermawan
Kartajaya cho rang dinh vi thuong hiéu Ia chién lugc xay dung niém tin noi nguoi
tiéu dung.

C6 thé néi dinh vi thuong hiéu 1a cdc hoat dong nham x4c lap vi tri cla
thuong hiéu trong tam tri khach hang tiém nang. Cic chuyén gia trong linh vuc
marketing cho rang trong suy nghi, nhan thitc ctia con nguoi, moi thit duoc xé&p dat
trén nhiing nac thang theo thit tu. Doanh nghiép nén chon mot vi tri trong suy nghi,
nhan thiic ctia khich hang muc tiéu ma thuong hiéu nham dén va tim cich dua
thuong hiéu vao ngay vi tri d6. Doanh nghiép c6 thé tim ki€m mot vi tri trong mot
chiing loai di c6 hodc néu cdc vi tri cao da bi chi€m giit va khé c6 thé gianh lai dugc
thi doanh nghiép nén tao ra mot thang méi (mot ching loai mé6i) dé qua d6 doanh
nghiép c6 thé chiém gitt vi trf mong mudn. Poi vé6i cac doanh nghiép dang hoat trén
thi truong can phai xac dinh dau la vi tri hién tai (vi tri ma doanh nghiép dang s&
hitu) va dau 1a vi tri trong "vision" (tam nhin) ma doanh nghiép s€ dat dén trong
twong lai. Tir d6, doanh nghiép sé& thuc hién cdc hoat dong dé dat duoc vi tri mong

muon.

Vay viéc dinh vi bao gom hai phan: (1) xdc dinh nhiing gi ma doanh nghiép
muon khach hang nhin nhan, ddnh gid va cam nhan vé thuong hiéu clia minh va (2)
ph6i hop cdc hoat dong dé khach hang ghi nhG vé thuong hiéu & mot vi tri nao dé
trong tam tri cia ho. Cac doanh nghiép luon mong muodn tao va chi€ém gitt mot vi tri
dang nhd trong tam tri khach hang tiém nang. Tuy nhién, khong phai doanh nghiép
mudn dinh vi & bat ci vi tri nao ciing dugc ma phai xem xét nhiéu yéu t6 nhu nang
luc, khach hang va doi thi canh tranh dé xdc dinh dau 1a vi tri minh c6 thé dat duoc
va phai nd luc thuc hién céc hoat dong nhu thé nao dé dat dugc vi tri da nham dén.
Va quan trong nhat Ia sau khi tim ra dinh vi, doanh nghiép phai danh gia dugc dinh

vi d6 c6 gitp doanh nghiép canh tranh bén viing trong tuong lai hay khong.

8 Positioning starts with a product, a piece of merchandise, a service, a company, an institution or even a
person... but positioning is not what you do to a product. Positioning is what you do to the mind of the
prospect. That is, you position the product in the mind of the prospect.



12

C6 nhiéu céch dinh vi d€ tao loi thé canh tranh. Dinh vi theo thudc tinh, theo
loi ich, theo viéc st dung hoac tng dung, theo nguoi sit dung, theo d6i thi canh
tranh, theo chling loai san phadm, theo chat luong hoac gid c4, v.v. Nhung du dinh vi
theo cach nao thi doanh nghiép cling can phai nghién ctu khach hang (vé thu nhap,
tam ly hanh vi, théi quen tiéu dung, nhitng xu huéng tic dong, s6 thich, noi &, su
thod man, nhitng dam mé, van héa, nghé nghiép, v.v.) d€ xac dinh khdch hang muc
tiéu va nhitng nhu cau chua dugc thoa man. Tiép dén la phan tich d6i thu canh tranh
ca truc ti€p 1an gian ti€p dé€ tim ra nhitng diém manh va diém yéu cta ho. Sau dé6
phan tich vé chinh doanh nghiép va thuong hiéu & moi mat: tai chinh, ti€p thi, nhan
luc, cong nghé, thi trudng, nhan thic thuong hiéu. Doanh nghiép c6 thé st dung mo
hinh SWOT’ hoac két hop v6i PEST'® d@é phan tich va tim ra nhiing gid tri, loi ich,
nét khac biét ma san pham, dich vu cua thuong hiéu hodc tham chi 1a su khac biét

trong suy nghi, trong tam tri cia khdch hang dé€ dinh vi thanh cong.

Theo thoi gian, mot dinh vi du t6t d€n dau nhung téi mot lic nao do trong
tuong lai doanh nghiép cling can phai tdi dinh vi. B&i vi nhu cau thi hi€u ctua khach
hang c6 thé s& thay ddi, d6i thl canh tranh méi xuat hién hodc dinh vi cua doanh
nghiép khong con phu hop véi thuc té€. Do dd, thuong hiéu can phai duoc dinh vi lai
cho phlt hgp véi tinh hinh méi. Diéu can chi y khi tdi dinh vi 1a phai can than,
khong lam bdi roi nguoi tiéu dung hién tai dang trung thanh véi thuong hiéu. Khi
thay déi vi trf clia mot thuong hiéu phai chiac chén riang vi tri méi van thich hop dé

giit duoc khach hang cii dong thoi cé thé thu hidt thém khidch hang méi.

1.3.1.4 LUA CHON MO HINH THUONG HIEU

Trong chién lugc téng thé, mot noi dung rat quan trong cin phai dugc xdc
dinh r6 ngay tir dau la lya chon mo6 hinh va cu tric thuong hiéu. C6 3 mo hinh
thuong hiéu chu yéu: thuong hiéu chung, thuong hiéu riéng va da thuong hiéu (xem
Bang 1.2).

’ Phan tich SWOT 1a phan tich cic diém manh (Strengths), cac diém yéu (Weaknesses), cac co hoi
(Opportunities) va cac nguy co (Threats)

' Phan tich PEST la phén tich cac yéu td Political: chinh tri, Economic: kinh té, Social: x3 hdi,
Technological: cong nghé
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Bang 1.2 So sanh cac mo hinh thuong hiéu

Mo hinh Thuan loi Bat loi
Thuong hiéu Su nhat quin cua thuong hiéu v 2
: ; ong Mieu | gp
chung: gitip cho khdch hang d& hiéu va a nang mo rong

chi xay dung mot
thuong hiéu duy
nhat. Moi hang
hoa va dich vu cua
doanh nghiép déu
mang mot thuong
hiéu. Vi du Bitis,
Vietcombank.

nam duoc gié tri va tAm nhin cua
thuong hiéu.

Ldy tam nhin cua thuong hiéu
lam dinh huéng, kha nang quan
tri don gian.

Moi hoat dong déu gép phan lam
tang gia tri thuong hiéu.

Thuan loi khi tung san phdm méi
Chi phi xay dung va phdt trién
thuong hiéu thap.

mat hang va Iinh vuc
hoat dong bi han ché

- That bai cua bat ky
san pham, dich vu
nao ciing déu c6 anh
huoéng bat loi cho
thuong hiéu.

Thuong hiéu
riéng:

Doanh nghiép xay
dung thuong hiéu

rieng cho ting
loai san pham,

hang héa va dich
vu.

Mai loai san pham
c6 mot thuong
hiéu riéeng. Vi du:
Vee Sendy, TT-
up, Vie Laross.

Cho phép kiém sodt chu ky song
clia san pham.

Néu bat duoc tinh dac trung cua
san pham dich vu.

Thuong hiéu doanh nghiép khong
bi anh hudng khi mot san pham,
dich vu bi that bai.

C6 thé tung thém san phim vao
canh tranh trong cung thi trudng

Dé thu nap thuong hiéu, san pham
khéc.

- Chi phi tung san phdm
ma6i, xay dung va duy
tri thuong hiéu cao.

- boi hoi kha nang
quan tri cao.

- [t déng g6p vao gid tri
thuong hiéu doanh
nghiép.

- Khach hang Kkhong
biét ho mua san pham
cla ai.

- Trung lap tai nguyén

- Su hoé tro qua lai gitta
cac thuong hiéu cua
cung doanh nghiép
gan nhu khong c6

Pa thuong hiéu:
Doanh nghiép vira
xay dung thuong
hi¢u chung cho
doanh nghiép vura
xay dung thuong
hiéu riéng cho
mdi loai san phdm
dich vu. Vi du P
& G, Unilever.

Khai thac t6i da loi theé va su ho
trg qua lai gilta cic thuong hiéu,
tao co hoi cho san phidm tham
nhap va phat trién thi trudng.

Lay khach hang lam dinh huéng

Tan dung dugc uy tin cta thuong
hiéu doanh nghiép lam nén tang
dé ho trg va tao nén su tin tudng
doi v6i cac thuong hiéu san
pham, dich vu.

C6 thé kinh doanh nhiéu sin
pham trén nhiéu linh vuc.

- Thuong hiéu can
nhiéu thoi gian dé
xay dung

- Chi phi xay dung va
phat trién thuong
hiéu cao.
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Dé hoat dong hiéu qua, doanh nghiép can lua chon mo hinh thuong hiéu theo
cac mo hinh trén hodc cé thé tao ra ciu tric cay thuong hiéu riéng phi hop véi

nguon luc ctia doanh nghiép va tinh hinh cta thi truong.

1.3.1.5 XAC PINH MUC TIEU VA KE HOACH

Mot chién lugc xay dung va phat trién thuong hiéu hoan chinh phai thé hién
duge muc tiéu va ké hoach trong tirng giai doan. Tat ca phai duoc thiét 1ap mot cach
cu thé va chi tiét, phai do ludng duoc thong qua viéc lugng hod bing con s, mang
tinh kha thi va ¢6 &4n dinh mdc thoi gian cu thé. D€ thuc hién muc tiéu cua thuong
hiéu, doanh nghiép cin phai c6 k€ hoach vé tai chinh va nhan su. Ngan sach danh
cho thuong hiéu, con ngudi dé thuc hién va kiém soat viéc thuc thi chién lugc nham

dam bao di ding hudng va dat hiéu qua.

1.3.2 XAC PINH CAC YEU TO THUONG HIEU
Cac yéu t6 doanh nghiép cin xac dinh bao gom: cac yéu t6 nhan biét thuong

hiéu, loi ich va niém tin thuong hiéu, tich cach thuong hiéu va tinh chat thuong hiéu.

Cac yéu to nhan biét thuong hiéu: 1a nhitng dau hiéu c6 thé dién ta bang 10i
n6i, doc dugc hodac am thanh tac dong vao thinh gidc nhu tén goi, cau khiu hiéu,
doan nhac hoac cac ddu hiéu dugc nhan bi€t thong qua thi giac nhu hinh vé€, logo,
bao bi, mau sic. D€ c6 mot thuong hiéu dé nhg, dé nhan biét, duoc chip nhan, wa
thich va dugc khach hang trung thanh, cac yéu t6 trén can phai dugc xay dung mot
cach hai hoa va dong bo, thé hién y nghia clia thuong hiéu, tuan theo gid tri cot 161
dua trén tdm nhin, st mang va dinh vi clia thuong hiéu. Néu nhu tam nhin va st
mang duoc vi nhu nén méng ctia thuong hiéu thi nhitng yéu t6 nay 1a cac chat liéu
co ban dé tao nén thuwong hiéu. Chung c6 sitc anh hudng va tic dong rat 16n dén
nguoi tieu dung trong viéc xay dung hinh anh thuong hiéu.

Loi ich va niém tin thuong hiéu: Loi ich thuong hiéu 1a ich loi thuc t€&, lgi
ich cam tinh hoac loi ich cam xuic ma thuong hiéu mang lai cho nguoi tiéu dung. Loi
ich ma nguoi tiéu dung nhan dugc chinh 1a su chénh léch giita tong chi phi phai tra
va gia tri ma nguoi tiéu dung nhan dugc. Chi phi phai tra bao gom gia tien, thoi gian

cong suc va nhitng rui ro. Gid tri nhan dugc gém gid tri san pham, gia tri dich vu,
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gia tri nhan luc, gia tri tam ly. Loi ich cta thuong hiéu xuat phat tir khdch hang. Moi
nguoi ¢c6 mot hoan canh séng khac nhau, cam nhan khac nhau vé gid tri ma minh
nhan dugc. Dé thanh cong, ngay tir ddu doanh nghiép can xdc dinh nhitng loi ich va
gia tri ma thuong hiéu mang lai cho khach hang. Dong thoi doanh nghiép can ching
minh va chi rd co s dé€ khdch hang tin tudng vao nhitng 1oi ich ma thuong hiéu dem
lai, dat niém tin vao thuong hiéu.

Tinh cach thuong hiéu: 1a mot yéu t6 dac biét, thé hién dic diém con ngudi
gan vdi thuong hiéu. N6 duoc thé hién thong qua cac nhan vat, ngudi that, vat that
hodc hinh tugng dé dién ta tinh cach riéng biét cta thuong hiéu. Khia canh con
ngudi cta thuong hiéu lam cho thuong hiéu trd nén vui thich, hap dan va an tugng,
tao thién cam qua tinh cdch gan giii cia ngudi that, vat that hoac tinh cdch dé
thuong, thu vi cua nhan vat. Tinh cdch nay mang dam y nghia van hoa va giau hinh

tugng. NO la phuong tién hitu hiéu trong qua trinh xay dung nhan thuc thuong hiéu.

Tinh cach thuong hiéu thuong duoc st dung trong ciac chuong trinh quang
c40, khuyén mai hodc gidi thiéu san pham mdéi dé gay chi y, tao su sinh dong, goi
nhG va lam nén su khac biét. Lgi ich ma tinh cach thuong hiéu dem lai dugc phan
anh 16 rang trong nhan thic thuong hiéu. Trong mot s6 truong hgp, tinh cach con 1a
mot tai san nhugng quyén dang gid, truc ti€p tao ra doanh thu.

Tinh chat thuong hiéu: 1a nhiing yéu t6 dac trung va khac biét cta thuong
hiéu. Khi dinh vi thuong hiéu, doanh nghiép da néu 1én tinh chat ctia thuong hiéu
nhu 12 mot su tuyén bo ctia doanh nghiép véi khach hang. Vi vay, can phai thé hién
ro nhitng gi da dinh vi nhu 1a mot cam két thuc hién 10i hita thuong hiéu véi khach
hang. Diéu nay s& gép phan xay dung niém tin & khach hang.

Mot ¥ tudng kinh doanh khéc biét 12 nén méng vitng chic dé xay dung nén
tinh chat thuong hiéu. Y tudng kinh doanh c6 thé 1a viéc phét trién mot san phim
dot pha, mot mo hinh kinh doanh méi hoac mot phuong thiic ti€p thi doc ddo. Su
khéc biét ¢6 thé duoc xay dung dua trén nét dic trung cua vian hod trong t6 chic,
thdi do phuc vu cua nhan vién, dich vu khach hang, san pham. Nhung su khdc biét
doi hoi phai 12 khdc biét rd rang, khac biét han chtt khong phai chi hon mot chuit.

Theo nghién cttu, bo nio con ngudi 1a c6 gidi han. N6 khong thé dung nap va nhé tat



16

ca cac thong tin, dac biét 1a nhitng thong tin mang tinh chung chung va giéng nhau.
N6 thuong cé xu hudng chi ti€p nhan nhitng thong tin mdi, khac biét va dé nhé nhat.
Vi vay, néu khong c6 su khdc biét thi khong thé tao nén tinh chét riéng cia thuong

hiéu, thu hit va thuyét phuc dugc khach hang.

1.3.2.1 TEN GOI

Tén goi la phan doc 1én dugc clia thuong hiéu. N6 1a yéu té co ban chinh yéu
nhat khong thé thi€u cia mot thuong hiéu. Tén 12 yéu t6 dé dién dat nhat. Nguoi ta
mat rat nhiéu thoi gian dé dién ta cac dac tinh ctia san pham, bao bi hay céc hinh
anh d6 hoa trén logo so véi viéc chi néi ra mot cdi tén. Tén goi la an tuong dau tién
trong nhan thic cua khach hang. Cac chuyén gia cho rang cdi tén 1a miii dui dau tién
trong tran chién gianh giat su Iya chon clia khach hang va phai dugc trang bi k§j dé
gianh dugc uvu thé€ ngay tir don phu dau. Tén goi gitp khach hang lién tudng, ggoi nhé
mot cich co dong va tinh t€ vé thuong hiéu. Vi vay, né thuong duoc xem 1a mot
thanh phan quan trong dé ngudi tiéu diing phan biét va lva chon khi mua hang.

Tén thuong hiéu duogc sdng tao bang nhitng cach riéng phu hop véi cdc muc
tiéu khdc nhau ctia doanh nghiép. Sau day 1a nhiing cach dat tén phé bién ma cdc
doanh nghiép thuong dung:

- Sir dung tir tu tao: t6 hop tir nhitng ky tu, tao thanh mot tr méi phat am dugc
va khong ¢6 trong tir dién.

- St dung tir thong dung: nhitng tr hién dung, thuc su c6 nghia.

- St dung tir ghép: két hop céc tir hién dung va cac am tiét dé nhan biét.

- Sk dung tir viét tit: c6 thé phat am duoc va mang mot thong diép nao do, vi

du cdc chit cai dau tién ctua doanh nghiép.

Nhing chu y khi dat tén thuong hiéu:

- C6 y nghia: tir ngilt c6 y nghia, c6 kha nang lién tudng, ho trg cho viéc truyén
dat dugc cai cot 16i thiét yéu nhit cua thuong hiéu va tao ra mot vi thé cao
trong tuong lai ma khong can thay déi khi doanh nghiép phat trién.

- Gay an tugng: khi doc 1én ngudi nghe ¢6 cam xuc tich cuc va gay dugc su

chu y, khoi day tri tudng tuong va su lién tudng, goi nhG dén cac trai nghiém.



17

- Dé& nhé: don gian, dé phat am va t6c do ghi nhé vao bo ndo nhanh.

- Mang tinh quéc t€: dé chuyén déi, dé dang phdt Am qua moi thit tiéng, c6 thé
st dung va duoc chap nhan & nhiéu 1anh thé va nén vin hod khéc nhau.

- Dadp tng yéu cau bao ho: ¢6 kha nang phan biét, khong trung, khong tuong tu

vGi cac tén da duoc bao ho.

1.3.2.2 LOGO

Logo gidi thiéu thwong hiéu trén phuong dién hinh anh d6 hoa. N6 dugc thé
hién qua hinh v&, hoa vin, ki€u chit, ky hiéu, hoa tiét hoac mot dau hiéu dac biét ndo
do dé tao su nhan biét thong qua thi gidc. Hinh anh logo ¢6 thé mém mai, nhe nhang
hay khoé khan, manh mé tuy thuoc vao linh vuc hoat dong va doi tuong khach hang
cta thuong hiéu. Logo 1a mot yéu t6 gép phan quan trong gidp ngudi tiéu dung nhan
biét, lién tudng va phan biét cac thuong hiéu. N6 ham chita hinh anh c6 dong nhét
vé thuong hiéu, chuyén tai y nghia clia thuong hiéu va ciing c6 thé mang mot y
nghia nao d6 lién quan dén khach hang. Doi vé6i logo qua triru tugng thi doanh

nghiép nén giai thich y nghia cua logo thong qua cac hoat dong truyén thong.

Céc cach thiét k& logo pho bién:
- Cach diéu tén goi: tao cho tén thuong hiéu phong cach thiét k& dac thu.
- Sang tao hinh anh riéng: nhitng hinh anh lam lién tuéng dén tén thuong hiéu,
tén doanh nghiép, linh vuc kinh doanh hoac y nghia riéng cua thuong hiéu.
- Két hop hinh anh riéng va tén thuong hiéu: thé hién bing hinh v& va tén

thuong hiéu.

Nguyén tic khi thiét ké logo:

- C6 y nghia dac thu: tao dugc su khac biét, dé nhan biét va phan biét, c6 kha
nang lam cho nguoi xem nhé va lién tudéng dén thuong hiéu.

- Dé hiéu: céc yéu t6 d6 hoa dugc thé hién 10 rang, don gian, hop ly, dé dang
truyén dat truc ti€p nhiing thong diép cua doanh nghiép dén nguoi tiéu dung
bang nhitng cdm nhan va su chdp nhan vé tinh thim my.

- Logo cin duoc thiét k& don gian dé dé tai tao chinh xdc trén céc hinh thic in

an va chat liéu, kich thude khac nhau nhu bang hiéu, bang ron, t& buém.
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- Dam béo logo van dep khi dugc in bang mau den trang.

- Logo phai dam bao tinh can d6i vé mau sic, kich thudc va hai hoa gitta cac
yéu t6 hinh, chit. T4t ca tao thanh mot chinh thé théng nhat.

- Loai bd tinh phé bién: vi mat kha nang phan biét hoic khong dugc bao ho.

- Luu giit h6 so ky thuat cta logo dé dam bao hinh anh logo dugc thé hién

chinh xac, nhat quan & moi lic moi noi.

1.32.3 KHAUHIEU

Khau hiéu 12 mot 16i van ngan gon, dién ta c6 dong vé san pham dich vu hoic
vé€ doanh nghiép. Cau khiu hiéu thudng c6 noi dung suc tich, chita dung y nghia va
thong diép ma doanh nghiép muén gli dén khiach hang nham lam tang nhan thiic
cta khach hang vé thuong hiéu, giip doanh nghiép cung cd dinh vi thuong hiéu. Do
vay, khau hiéu phai 10t ta duoc dac tinh va loi ich riéng clia san pham, néi 1én cai
tinh tdy cta thuong hiéu, dong thoi phai ggi nhé va mang tinh dac trung cho thuong
hiéu. Céc cau khiu hiéu chung chung s& khong tao dugc su khac biét va kho di vao

tri nhé ctia khach hang.

Céc nguyén tac thiét ké khau hiéu:
- Khau hiéu khong qué dai va phai dé nhé.
- Neéu bat dugc 1oi ich chinh cua thuong hiéu
- An tuong va thé hién dugc su khac biét va tinh canh tranh ctia thuong hiéu.
- Tinh khai quét cao, thé hién chién luoc ctia cong ty
- Goi nhé dugc thuong hiéu.
- Mang lai nhitng cam xuc tich cuc vé thuong hiéu.

- Khong c¢6 nguy co bi d6i thu canh tranh bat chude y tudng.

1.3.24 NHAC HIEU

Nhac hiéu 12 doan nhac hodc mot bai hat ngan dugc viét rieng cho thuong
hiéu. Chi can nghe nhac hiéu nguoi ta c6 thé biét d6 1a thuong hiéu nao. Vi du doan
nhac dac trung cua kem Walls, am thanh cua dién thoai Nokia. Do dd, nhac hiéu
ciing 12 mot yéu t6 dé nhan biét thuong hiéu. Tuy nhién, nhac hiéu khong thé gian

lén bao bi, brochure, 4p phich ma chi c6 thé thu hit ngudi nghe va lam cho muc
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quang cdo trén ti vi hodc radio thém phan hap dan, sinh dong. Nhac hiéu phai dé
nhd, dé lap lai, duoc sdng tac dua trén gid tri cot 16i cia thuong hiéu. Doanh nghiép
phéi truyén tai nhac hiéu dé in sau vao tri nhé khdch hang. Ciing giong nhu khau
hiéu, nhac hiéu thuong mang y nghia tritu tuong va cé tac dung dac biét trong nhan
thitc thwong hiéu. Nhac hiéu thudng khé thay déi hon cic yéu t6 khdc nén can phai
duoc chon lya ky cang. Nhac hi¢éu thuong mang giai diéu nhanh hoac cham, vui tuoi
hoac trang trong tuy thudc vao tinh cach ctua thuong hiéu va déi tugng khach hang

muc tiéu ma thuong hiéu nham téi.
1.3.2.5 BAOBI

Bao bi ¢6 tdc dung bao vé, mo ta va gidi thiéu san pham. Bao bi tic dong dén
viéc lua chon va mua hang ctia khach hang. Vi vay, bao bi phai dugc thiét k& dep,
ndi bat, bat mat dé thu hiit su chd y cta khiach hang déng thoi tao su nhan biét
nhanh va gin b6 véi thuong hiéu. Ngoai cac tiéu chudn k§y thuat, cdc yéu t6 nhu mau
séc, kich thudc, kiéu dang, chit viét, hinh hoa, vat liéu, cong dung ctia bao bi can
phai dugc chu y khi thiét k& dé dap tng cac dic tinh sau:

- Mang phong cach riéng ctia thuong hiéu (chong hang nhai, hang gia).

- Cung cép thong tin can thiét va thuyét phuc vé 1gi ich clia thuong hiéu.

- Bao quan san phdm khong bi hu hong va dé dang van chuyén.

- Tién loi khi sit dung nhu dé md&, dé déng, dé cam, dé cat, dé 14y san pham ra.
- An tuong va ndi bat tao ra su khdc biét.

- Hap dan, tao ra gia tri gia tang.

1.32.6 MAUSAC

Doanh nghiép can chon cho thuong hiéu mot mau sac chu dao. Boi vi mau
séc kich thich céc co quan cam xiic, tao ra nhitng phan ung va 1am thay ddi trang
thdi tam ly cta con ngudi. Mau sic s&€ noi lén y nghia cta thuong hiéu, chuyén tai
thong diép cua thuong hiéu dén khach hang. Ngoai ra, né con la yéu t6 dong vai tro
nhan biét va goi nhd thuong hiéu. Theo mot chuyén gia tu van vé phdi mau Alain
Chrisment: “Mau sic chinh 1a thong diép ddu tién cha san phdm huéng dén ngudi

tiéu dung va nguoi tiéu dung ciing s€ cam nhan dugc diéu nay ngay lap tdc.”
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Pé chon mot mau sic thich hop, doanh nghiép can phai cin ctt vao gid tri cot
16i ciia thuong hiéu dé 1am ndi bat y nghia cuia thwong hiéu. Pong thoi phai xem xét
dén mau sic cua doi tha canh tranh dé tranh trudng hop mau sic bi tring véi doi thu
hoac sdn sang két hop véi doi thu. Doanh nghiép cling phai tim hiéu quan niém vé ¥
nghia mau sic cta thi trudng muc tiéu vi cing mot mau sic nhung gid tri biéu dat 12
khic nhau & nhitng nén van hod khac nhau. Bén canh d6, doanh nghiép ciing can
xem xét tinh phit hop gilta mau sic v6i nganh nghé linh vuc kinh doanh.

Mac du khong mang tinh tuyét doi chinh xdc bdi vi cdm nhan va s thich vé
mau sic ctia moi ngudi khac nhau, nhung cic chuyén gia vé ph6i mau da dua ra

nhiing goi y vé€ y nghia pho bién ciia mot s6 mau séic trong kinh doanh nhu sau:

Mau xanh da troi: 1a mau ctia niém tin, binh yén, su tin cay va an toan, duoc
dam bao vé tai chinh. Mau cta bau troi va bién ca, dugc nhiéu ngudi va chuong vi
su trong sdng va mat mé. Xanh da troi thudng dugc chon 1am mau chi dao khi thé
hién logo, biéu tuong hay thuong hiéu ctia cic co quan tai chinh vi thong diép ma né

mang dén cho kh4ch hang 12 su 6n dinh va tin tudng.

Mau do: 12 mau sic tdc dong truc ti€p Ién tuyén yén clia con nguoi, lam tang
nhip dap cua tim va la nguyén nhan khién nguoi ta thd nhanh hon. N6 con dugc xem
1a mau cua chién tranh va quyén luc. Vi thé, cdac thuong hiéu hang héa cao cap va xe
hoi thé thao thuong lua chon mau do 1Am mau chi dao. D6 12 mau dap vao mat va
thu hit su chd y, thé hién su niang dong, tran ddy nang lugng va tao ra cam giac
khéu goi, kich thich tri t© mo. N6 goi nén su dam mé, tinh yéu va long ham muon.
Tuy nhién, n6 ciing 1a tin hiéu dimg lai, nguy hiém va tinh trang no nan.

Mau xanh la cay: TruGc day, né 1a mau cdm ky vi & thoi Trung C6, nguoi ta
cho rang xanh 14 cay 12 mau cia ma quy. Ngay nay, quan niém 16i thoi d6 da khong
con nita, xanh 14 cay tré nén rit thong dung d6i v6i cdc san pham tieu dung. N6
duoc xem 12 mau clia mia xuén, cua su déi méi, moi trudng va stic khoé. N§ ciing
mang lai cdm gidc yén a va thanh binh. Y nghia ctia mau xanh 14 cay s& thay déi néu
c6 su bién do6i vé sac thai. Xanh 14 cay dam thudng lién quan dén clia cai va su giau

c6, thanh danh va uy tin. Xanh 14 cay nhat thé hién su diém tinh, ém dém va an toan.
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Mau xanh 14 cay la mau dugc cidc doanh nghiép san xuat hang tiéu dung lua chon
nhung né lai khong thich hop vdi cdc san phdm noi that vi gay su phan cam va
khong tao ra trang thai cam xuc t6t.

Mau vang: 1a mau trung tinh, né nim chinh giita pham vi cdc do dai séng ma
mat con ngudi cé thé phat hién duoc. Vi the€ mau vang 12 mau sdng nhat duoc doi
mét nhan ra trudc nhat. Do vay, mau vang thuong dugc dung trong céc bién bao
“hay chu y”. Trong doi song xa hoi, mau vang thuong dugc lién tudng dén 4dnh nang
choi chang cuia mat troi. Thong diép clia né la chi nghia lac quan, tich cuc, la anh
sdng va su am dp. Moi sic thdi khdc nhau cia mau vang déu 1a dong luc kich thich
6c¢ sdng tao va md ra nhitng nang luc tiém 4n ctia con ngudi.

Mau do tia: thich hgp nhat cho cdc dang sang tao. VGi su pha tron gitta su
dam mé ctia mau do va su ém 4 cia mau xanh da troi, y nghia biéu dat clia né mang
mot chidt gi d6 vira huyén bi, vira tinh t€, vira ¢6 tinh chét tam linh, déng thoi nd
ciing thé hién su vuong gia va trung thanh. Ngudi ta quan niém ring do tia 1a mau
cua hoa 0ai huong, ma hoa oai huwong thi thé hién su luyén ti€c va tinh da cam.

Mau hong: Thong diép ma mau hong dua ra phu thudc vao do dam nhat cua
né. Mau hong dam thé hién nang lugng, su tré trung, hém hinh va kich dong. N6
thich hop v6i nhitng san pham khong dat tién va thuoc vé thé giGi thoi trang cua gidi
tré. Trong khi d6 mau hong nhat 1am ngudi ta lién tudng tGi su Gy mi, da cam. Con
mau hong phét lai tuong trung cho su lang man.

Mau cam: 1a mau cta su vui vé, cdi md, hai hudc va tran day sinh luc. Do
pha tron véi su tré trung va stic song cua mau vang, mau cam dugc xem nhu mau
cua tinh tap thé va rit hop véi thé gi6i tré tho. Nhiéu nghién ctu da chi ra rang su
xudt hién ciia gam mau cam nhe s€ c6 tic dung 16i cuén va m& rong quy mo thi
trudong. Mau nay dac biét thich hop véi cdc trung tam cham sdc stic khoe, sac dep va
cac nha hang.

Mau nau: dugc coi 1a mau cua thanh cong. Pay 1a mau cua trai dat, vi vay
nhiing thong diép ma né truyén tai dén khach hang 1a tinh don gian, 1au bén va su 6n
dinh. Tuy nhién, né ¢6 tic dung phan cam déi vé6i nhiing nguoi cé théi quen ua

chudng su ngan nap, sach s&, khién ho lién tudng dén su do ban. Mau nau thudng
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duoc sir dung dé che dau su 1on xon va thi€u sach sé€. Cac gam mau nau khac nhau
biéu dat nhitng y tudng va c6 y nghia khdc nhau. Mau nau do thudng tao ra cam gidc
phéng to tAm nhin. N6 chinh 1a su lua chon hgp 1y ctia cadc hang cong nghiép va van
chuyén bing xe tai.

Mau den: 12 gam mau sic ¢ dién, vira thé hién su trang trong vira thé hién
quyén luc. Ngoai ra né con 1a mau cua su tinh t€ va huyén bi. Ngay nay, n6 thuong
duoc sir dung trong nhitng san phdm xa xi, dat tién va c6 gid tri. Mau den con giip
boc 10 ra cam gidc sang trong va duoc dung trong cidc dong san phdm cong nghé
cao. Nhugc diém co ban nhét ciia mau den 1a né khién cho san pham trong nang né
hon. G mot s6 noi, ngudi ta coi mau den 12 mau ciia tang téc.

Mau trang: day 1a mau goi nén su don gian, sach sé va thanh khiét. Mau
trang 12 mau cta su sang chéi, vi né ngay lap tic dugc thu nhan vao tim mat cua
con ngudi. Doi 1ap véi mau den, mau tring s& cho cam gidc san phdm trong cé vé
nhe hon. Mau trang rat thich hop déi véi cdc thuong hiéu va san pham cua tré tho va
lién quan dén linh vuc cham séc sic khde. Mau trang ¢6 ¥ nghia khiac nhau & nhitng
noi khac nhau. Ngudi chau A cho ring day 12 mau cla tang téc, con & Phuong Tay

ngudi ta thich mau trang vi né thé hién su gian di, tinh khoi va trong sang.

1.3.2.7 CAC YEU TO KHAC

Thuong hiéu dugc tao nén bdi nhiéu yéu to chit khong phai chi ¢6 tén goi,
logo, khau hiéu hay bao bi. Ma n6 con gom nhiéu yéu t6 khdc nhu mui vi, van ho4,
cach ung xur v6i khach hang, thong diép quang cdo va nhiéu yéu t6 vo hinh khac. C6
thé n6i thuong hiéu dugc tao nén tir tong thé tit ca nhitng gi thuoc vé thuong hiéu
bao gém noi dung 14n hinh thitc. Toan bo nhitng gi thuong hiéu thé hién ra thé giGi
bén ngoai ma khach hang, déi tic, cong ching cam nhan duoc, déu anh huéng dén
hinh anh thuong hiéu. Khach hang ddnh gid thuong hiéu thong qua nhiing biéu hién
ctia n6. Vi vay, doanh nghiép nén chd y d€n moi mat, tir cac chi ti€t nho nhat nhat
nhu kiéu chit, gidy tiéu dé, danh thi€p, dong phuc, dén cach tra 1i dién thoai, email,
cach phuc vu khach hang. Tuy theo loai hinh kinh doanh, ma méi doanh nghiép s&

quan tam dén nhitng yéu t6 khdc dé€ xay dung thuong hiéu thanh cong.
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1.3.3 BAO VE THUONG HIEU

Moi trudng canh tranh gay git hién nay doi hoi cdc doanh nghiép phai biét
cach song song vira xay dung vira bao vé thuong hiéu. Vi xay dung ma khong bao vé
thi s& bi mat thuong hiéu va phai t6n kém nhiéu chi phi dé 14y lai thwong hiéu. Con
bdo vé ma khong xay dung thi cling chang c6 gia tri gi.

Ding ky Cuc s0 hitu tri tué Viét Nam va cac t6 chiic quc t€ & cac quoc gia 1a
cach dé bao vé thuong hiéu. Viéc diang ky c6 thé phai ton mot khoan phi. Nhung dé
1a mot su dau tu khong thé thi€u. N6 xdc 1ap quyén s& hitu dé doanh nghiép tham
nhap va phat trién cdc thi trudng muc tiéu. Dong thoi 1a co s& phap 1y dé chong lai
céc hanh vi xam pham quyén s& hitu thuong hiéu.

Sau khi dang ky bao hd, doanh nghiép can thuong xuyén ra sodt thi truong,
thu thap thong tin lién quan dén thuong hiéu, ngan ngtra viéc vi pham thuong hiéu.
Bén canh do, doanh nghiép ciing cin tao ra cdc rao can dé€ bao vé thuong hiéu nhu

ti€p tuc nang cao vi thé thuong hiéu, 4p dung nhiing ti€n bo khoa hoc ky thuat.

1.3.4 XAY DUNG CHIEN LUQC TRUYEN THONG

Sau khi da xay dung va dang ky bao ho, doanh nghiép can phai dua thuong
hiéu dén véi nguoi tiéu dung. Pay 1a giai doan thuong hiéu di vao thuc t€ va sé dugc
kiém chiing thong qua nhitng phan hdi tir phia thi trudng. Chién lugc truyén thong
tich hop 1a phuong tién gitp doanh nghiép chuyén tai hinh dnh thuong hiéu dén vdi

khach hang. C4c cong cu truyén thong dang duoc sir dung phé bién la:

1.34.1 WEBSITE

Cung véi su phat trién ciia cong nghé thong tin, su ha gid clia céc thiét bi tin
hoc va nhiing loi ich thiét thuc, s6 lugng nguoi s dung internet ngay cang nhiéu.
Nhu céu va théi quen sir dung internet dé hoc tap, mua sam, tim ki€m thong tin dang
tang dan theo thoi gian. Hién nay, rat nhiéu ngudi tim hiéu san phdm va dich vu trén
mang internet truéc khi quyét dinh mua sam. Chi phi dé xay dung mot trang web
khong qua ton kém. Vi vay website 14 mot cong cu hiéu qua nhat dé gidi thiéu moi
thong tin vé thuong hiéu. N6 chuyén tai thong diép dén véi khdch hang trén pham vi

toan cdu, rit ngan khoang cach vé khong gian va xod bo chénh léch vé thoi gian.
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Do d6, doanh nghiép nén xay dung mot trang web dé quang ba hinh anh
thuong hiéu. Trang web nén thé hién ddy di moi thong tin cia thuong hiéu. Dam
bao tinh thim my, giao dién va d6 hoa dep, thé hién tinh chuyén nghiép, toc do
duyét nhanh, n6i dung phong pht, thuong xuyén cap nhat. Hinh thitc va noi dung
cua trang web phai tuan thi theo nhitng tiéu chuin cta hé thong thuong hiéu. Dé
dua trang web dén véi khach hang, cong ching, doanh nghiép nén c6 su thong bao
vé dia chi trang web, két ndi véi cdc cong cu tim ki€ém va mua cdc tir khod quang

cdo trén cac cong cu tim ki€m truc tuyén.

1342 QUANG CAO

Quang c4o 1a cach pho bién nhat dé gbi thong diép dén khach hang. Noi dung
quang cdo va phuong tién quang cédo 1a hai van dé can phai duoc xem xét k§ ludng
dé dem lai nhitng phan héi tot nhat. Truyén hinh, radio, bdo, tap chi, 4p phich ngoai
troi, to roi, catalogue, brochure, v.v. 1a nhitng phuong tién quang cdo truyén thong
ma cdc doanh nghiép thuong st dung. Tuy theo nguodn luc, d6i tuong khich hang
muc tiéu va loai hinh kinh doanh ma doanh nghiép xac dinh cach thic quang cao
phit hop. Khi lua chon phuong tién quang cédo, diéu ma doanh nghiép can chi y 1a
doi tuong doc gia, dac diém tam ly va tinh cach clia khach hang muc tiéu, céc uu
nhugc diém va chi phi ciia méi phuong tién.

Truyén hinh: Uu diém cua phuong tién nay 1a gay su chd y cao, bat mat,
hap din, 1am ngudi tiéu ding lién tudng dén chat luong, c6 thé két hop nghe, nhin,
tlr ngit va hanh dong. Nhugc diém la thoi gian hiéu luc ngéan, khé chon loc doi tuong
tiép nhan thong tin, chi phi cao va kho thoi thic khach hang hanh dong ngay. Noi
dung can phai tao ra su ndi bat, tranh don diéu vi xuat hién bén canh cic quang cdo
hoanh trang khac. N6 thich hop cho cdc san phdm c¢6 chu ky mua sim ngéin, san
phidm méi, cong nghé cao, san pham can chitng minh hodc giai thich bing hinh anh,
cac doanh nghiép xay dung hinh anh thuong hiéu.

Truyén thanh: Dé dang nham vao mot d6i tugng ngudi nghe nao dé bang
cach chon dai, chon chuong trinh. Chi phi khong qué cao, thoi thic khach hang
hanh dong ngay. Nhung nhugc diém 13 khong nhin thay hinh anh, khé chiing minh
va khong phai lic nao nguoi nghe ciing tap trung chd y. N6 khong phu hop véi
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nhitng san pham céan chiing minh vé hinh anh. Loai hinh nay pht hop véi nhitng san
pham dich vu gidi quyét dugc nhitng su c6 ctia khach hang va thich hop danh cho
dei tugng khan gia s6ng & ngoai thanh va nhiing viing xa x0i.

Bao: Dugc ddnh gid 1a ddng tin cay nhat, c6 du dién tich dé dién dat thong
diép cta thuong hiéu, c6 thé sit dung hinh anh va ngon tir, chon loc dugc d6i tuong
khach hang muc tiéu. N6 hiéu qua déi véi cdc san phdm c6 chu ky mua sim ngén va
huéng t6i d6i tugng khach hang quan tam va nhay cam véi gia ca. Vi thé né phu hop
véi cdc doanh nghiép ban 1€ sir dung gid dé kich thich khach hang, thich hop cho céc
chién dich khuyé&n mai ngan, cic hoat dong can giai thich dai dong vé loi ich va céc
hoat dong thic duc hanh dong ngay. Tuy nhién thdi gian hiéu luc ngin va chat
lugng hinh anh thap khi quang céo trén bdo.

Tap chi: Chon loc dugc doi tuong ti€p nhan thong tin 1a nhém khach hang
muc tiéu hodc nhém ngudi doc c6 cling mot su quan tam nao do, c6 thé tuong tac vé
mat hinh 4nh. Thoi gian hiéu luc lau vi ngudi doc c6 thé giit lai hodc cit muc yéu
thich d€ Iuu trit. N6 thich hop vdi nhitng san phdm ma ngudi tiéu dung chiu bo thoi
gian dé xem hinh anh nhu my pham, thoi trang, mdy vi tinh, xe hoi. N6 khong thich
hop cho cac san pham dich vu mau 16i thoi, nhu rau qua tuoi, thic dn nhanh.

Trang vang: Quang cdo trén trang vang s€ ti€p can véi cic khach hang cé
nhitng hi€u biét nhit dinh vé san pham dich vu nhung ho van chua tim dugc nha
cung cdp. Quang céo trén trang vang khong pht hgp doi véi cac nha ban 1é. N6 cé
hiéu quéa déi v6i nha cung cap san pham dich vu ¢6 chu ky mua sam dai.

To roi: 1a phuong tién dén tan tay ngudi tieu dung. N6 thudng nham dén
khach hang c6 muc thu nhap thap va trung binh, tim ki€ém cic qua tang, hang
khuyén mai hay san phdm ha gid. N6 phit hop cho cdc cira hang ban 1¢, siéu thi, cic
chuong trinh khuyén mai hap dan.

Thu truc tiép: Tiép can chinh xac d6i tugng khach hang. Pu dién tich cho
nhitng thong diép phtc tap, c6 thé kém thém phiéu giam gid hoic miu hang. Nhung
né c¢6 thé bi coi 1a rac rudi. Khach hang c6 thé khong xem hodc ¢6 xem nhung
khong chi § dén noi dung thu. Pay 1a phuong tién rat thich hop d€ quang cdo nhitng

san phdm dich vu c6 chu ky mua sam dai.
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Bang hiéu quang c4o ngoai troi: Nhin thdy duoc nhiéu lan, c6 thé nhim
dén mot doi tuong khach hang trong mot khu vuc dia 1y nhat dinh. Tuy nhién, noi
dung phai ngan gon, so tir ngit khong qud nhiéu, hinh anh phai bat mat, 4n tugng vi
khach hang chi di lu6t qua. N6 khong thich hgp dé quang cdo cac san pham can giai
thich dai dong, can chi ¥ trong thoi gian dai nhu xe hoi chiang han. N6 phit hop cho
céc san pham thiic an nhanh, tiéu ding ngay.

Internet: Tuong do6i chinh xdc trong viéc nham vao mot doi tuong nao dé
tham chi c6 thé diéu chinh thong diép nhiam dén timg c4 nhan, néu cé dugc co hoi,
thi kha nang dugc doc rat cao, kha nang ting dung cong nghé nghe nhin rat da dang.
Tuy nhién, nhitng ting dung cong nghé nghe nhin hién dai c6 thé 1am cho nhiing
ngudi c¢6 may vi tinh v6i cau hinh yéu khong doc dugc, c6 thé bi xem 1a thu rdc va
bi xo04 trudc khi doc. Doanh nghiép lua chon nhiing trang web c6 ndi dung thich hop
v6i san pham, linh vuc kinh doanh ctia minh dé dat pano quang céo & d6. Phuong

tién quang cdo nay khong phit hgp cho cac san pham tiéu dung tai cho.

1.3.43 QUAN HE CONG CHUNG

Quan hé cong ching (Public Relations, viét tat 1a PR), 1a mot cong cu chién
luoc khong thé thi€u, déng vai trd quan trong trong viéc xay dung va phét trién
thuong hiéu. Cac hoat dong cia PR bao gdbm hop béo, thong cdo bdo chi, viét bai
dang trén bdo va tap chi, cdc tin titc dua trén truyén hinh va dai phat thanh. PR
khong chi gitip doanh nghiép tuong tic v6i khach hang ma con véi nhiéu doi tuong
khac nhu chinh phu, cong dong, nha dau tu, nha cung cép, giGi truyén thong. PR
thudng duoc sir dung dé gidi thiéu san phdm méi, 1am mdi san pham cii, giai quyét
khing hoang, xay dung su hi€u biét, thiét 1ap niém tin va nang cao uy tin thuong
hiéu. Nét khac biét co ban nhat gitp PR tao nén do tin ciy cao hon quang cédo & chd
PR 1a bén thd ba néi vé doanh nghiép, trong khi quang cdo 1a doanh nghiép tu néi vé
minh. Do d6, PR it mang tinh thuong mai, thong tin da dang, phong phi, chuyén tai
mot cadch chuyén nghiép va hét stc tu nhién, gay cam tinh va dé di vao 1ong nguoi,
¢6 tinh thuyét phuc cao. Mot dac diém nita cta PR 1a khong t6n qud nhiéu chi phi
nhu quang cdo. Song PR phai thé hién dugc nhitng thong tin quan trong duoc cong

ching va giGi truyén thong quan tam.
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1.3.44 SUKIEN VA TAI TRO

Hoat dong tai trg va t6 chiic su kién 1a viéc truc ti€p tham gia hodc tii trg cho
doi tuong tham gia trong céac Iinh vuc van hod, am nhac, thé thao, xa hoi, v.v...
nhim muc dich quang b4 thuong hiéu. Thong thudng né duoc hiéu mot cach don
gian 12 tra mot khoan tién dé dugc quyén hién dién tén va logo ciia doanh nghiép &
cdc san van dong hay noi t6 chic su kién. Khac véi cac hoat dong truyén thong
khéc, né dem lai nhiing gia tri dac biét cho thuong hiéu, nang cao vi thé va uy tin
ctia thuong hiéu do c¢6 anh huéng manh mé dé€n dam dong va trang thai cam xdc cta
ngudi xem. Tuy nhién, day ciing 1a hoat dong t6n kém rit nhiéu chi phi. Dé dem lai
loi ich cao nhat, doanh nghiép can phai tai trg ding doi tuong, ding thoi diém, phan
b6 ngan sach hop 1y va quan trong nhat 12 phai ¢6 k& hoach quang cdo va hoat dong
truyén thong di kém. Do vay, doanh nghiép cdn phai c¢6 su chuin bi tuong tng vé

nguon luc, vé céc bién phap do luong danh gia va thuc hién.

1.34.5 HOAT PONG CONG PONG

Ngay nay, khach hang quan tam rit nhiéu vé hoat dong cong dong va trach
nhiém x4 hoi cia doanh nghiép. Dé cong ching biét dén su ton tai ciia thuong hiéu,
nhGé dén va yéu mén thuong hiéu, ngoai viéc quang cdo, PR, tai trg, cac doanh
nghiép can phai ¢6 trach nhiém hon trong viéc bao vé moi truong, thuc hién cong
tdc xa hoi nhu ctu tro, tir thién, cham sc cong dong chit khong phai chi biét lo tiéu
thu san pham. Cdc doanh nghiép tham gia hoat dong cong déng s& tranh thii duoc
tinh cam cta khéch hang, nha dau tu, chinh quyén va cong ching. Nhitng viéc lam
tot dep ctia doanh nghiép s& gdp phan tich cuc trong viéc tao ra mot 4n tugng tot luu
gilt sdu dam trong tam tri khach hang. Tt d6 nang cao vi thé€ thuong hiéu trén thi

truong va tao duoc su lién tudng tich cuc khi khach hang de6i dién véi thuong hiéu.

1.3.4.6 HOI CHO TRIEN LAM

Hoi cho trién 1am 1a noi doanh nghiép trung bay san pham va gip g3, tiép xiic
vGi khach hang va d6i tdc. N6 con thu hit su chd y cla giGi truyén thong, chinh
khach va cdc ban nganh lién quan. Vi th€, tham gia hoi chg trién 1am khong chi dé

ban hang truc ti€p ma con la su trung bay, gidi thiéu thuong hiéu dén doi tac, khach
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hang va cong chiing. Doanh nghiép c6 thé khuyéch truong thwong hiéu thong qua
cac hoat dong ban hang truc ti€p, quang cdo, khuyén mai va quan hé cong ching tai
hoi cho. Hon nita, doanh nghiép con ¢6 thé thu thap thong tin khach hang, nghién
cttu nhu cau va hanh vi ctia khach hang, ti€p xdc truc ti€p va tang cuong mdi quan
hé vé6i khiach hang, tim hiéu d6i thu canh tranh, thir nghiém san phadm mdéi, tham do
thi trudng tiém nang, kiém tra su chap nhan san phdm ctia kh4ch hang, lién hé nha
cung cap hoac tim kiém doi tac.

Thong thudng c¢6 rat nhiéu hoi chg trién 1am dién ra & nhiéu noi vao nhiing
thoi diém khéc nhau, doanh nghiép cin phai xdc dinh cdc muc tiéu cu thé va ro rang
khi quyét dinh tham du. Khi tham gia can phai c¢6 k& hoach va su chudn bi t6t vé
nhan su, san pham, tai liéu va viéc trang tri gian hang dé tao ra mot giao dién

chuyén tai dugc hinh dnh thuong hiéu va thu hidt su chd § ctia moi ngudi.

1.3.5 PO LUONG VA HIEU CHINH

Do luong 1a hoat dong can thiét dé danh gid tinh hinh hién tai clia thuong
hiéu. Tir cdac két qua d6 doanh nghiép sé so sdnh v46i muc tiéu va cé nhiing diéu
chinh kip thoi. Tuy nhién, viéc xdc dinh céc tiéu chi do luong rat phic tap va thuc
hién viéc do luong ciing khong don gian. Cac tiéu chi do luong tinh hinh hoac do
manh ctia thuong hiéu dugc ddnh gia boi nhiéu yéu t6 téng hop.

Theo Interbrand'', mo hinh do ludng do manh clia thuong hiéu dugc xac dinh
bdi cac chi s6 va trong s6 nhu sau:

Bang 1.3 Cac tiéu chi do luong do manh thuwong hiéu theo Interbrand

STT CHI SO TRONG SO

1 Nang luc 1anh dao (leadership) 25

2 Tinh qudc t€ héa (internationality) 25

3 Tinh 6n dinh (stability) 15

4 Thi trudng (market) 10

5 Su dau tu (support) 10

6 Khuynh huéng (trend) 10

7 Bao vé thuong hiéu (protection) 5
Téng cong 100

"' Cong ty tu van thuong hiéu toan cau
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bdi cac chi s6 va trong s6 nhu sau:

Theo Baldrige'?, mo hinh do ludng d6 manh cta thuong hiéu duoc xac dinh

Bang 1.4 Cac tiéu chi do luong do manh thuong hiéu theo Baldrige

STT CHI SO TRONG SO

1 K&t qua kinh doanh (business result) 450

2 Nang luc 1anh dao (leadership) 120

3 Do luong, phan tich va quan 1y tri thic (measurement, 90

analysis, and knowledge management)

4 Hoach dinh chién lugc (strategic planning) 85

5 Chién lugc tap trung (market and customer focus) 85

6 Nguon nhan luc (human resource focus) 85

7 Quan 1y qua trinh (process management) 85
Téng cong 1000

dinh bdi cac chi s6 va trong s6 nhu sau:

Theo NB Consulting'?, mo6 hinh do ludng d6 manh ctia thuong hiéu duoc xdc

Bang 1.5 Cac tiéu chi do luong do manh thuong hiéu theo NB Consulting

STT CHI SO TRONG SO

1 K&t qua kinh doanh (business result) 30

2 Chat lugng thay dugc (perceived quality) 15

3 Nguon nhan luc (human resource) 12,5

4 Tinh 6n dinh (stability) 12,5

5 Nang luc lanh dao (leadership) 10

6 Ning luc d6i méi doanh nghiép (business innovation 10

competence)

7 Bao vé thuong hiéu (protection) 10

Téng cong 100

"2 Baldrige 1a cong ty thwong hiéu nu6e ngoai
'3 NB Consulting 1a cong ty tw van & Viét Nam
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1.4 LUUY KHI XAY DUNG VA PHAT TRIEN THUGNG HIEU

1.41 PAM BAO CHAT LUGNG SAN PHAM

San pham dugc dé cap ¢ day bao gbém tat ca cac hang hod hoac dich vu ma
doanh nghiép cung cap cho khach hang. Doanh nghiép can phai xay dung san pham
hoan hdo truc bat dau xay dung thuong hiéu. Vi mot thuong hiéu t6t khong thé
thay thé cho mot san pham t6i. Néu khong c6 mot san phdm dap tng nhu ciu, dam
bao chét lugng thi doanh nghiép s& phi pham nhiing ¢d ging ctia minh trong viéc
xay dung thuong hiéu. Bbi vi san pham la su tuong tdc dau tién ctia khach hang véi
doanh nghiép. Nhitng cam nhan va trdi nghiém cua khach hang bat ddu tir chat
luong san pham. Néu san pham khong dap tng yéu ciu vé chét lugng thi moi hoat
dong thuong hiéu chi 1a lira d6i va khong thé thuyét phuc duoc khach hang lau dai.
Do d6, chat lugng tot va 6n dinh cia mot san pham 13 yéu t6 duong nhién can thiét

truGe tién cho su ton tai thuong hiéu dé.

San phdm c6 chat lugng 12 san phdm d4p tng nhu cdu cta khdch hang va cé
gia tri st dung. Ngay nay, v4i nhiing tién bo clia khoa hoc k¥ thuat, chat lugng san
pham cuia cdc doanh nghiép ngay cang gan nhau hon. Vi vay, doanh nghiép can phai
xay dung san pham véi chat luong vuot troi, nhiéu gid tri gia ting hodc cdc uu thé
canh tranh két n6i vé mat tinh than nhu than quen, gan giii, nét doc ddo riéng. Can
nhat 1a san pham phai dem lai cho khach hang cam gidc "that" va "ddng tin cay", tao
st nhan thiic manh mé vé chét luong trong tam tri khach hang.

Tuy nhién, chat luong chi 1a mot doi hoi tat yéu phai cé chi khong phai la tat
ca. Khi noi vé luat chat luong (the law of quality), Al Ries & Laura Ries '* da phan
tich: chat lugng thi quan trong nhung cac thuong hiéu khong phai dugc tao dung chi
bang chat lugng ma thoi. Diéu d6 cho thay thuong hiéu vitng manh khong thé tao
dung trén nén tang chat lugng san pham t6i. Nhung chi vé6i chat lugng thoi thi chua
thé tr& thanh mot thuong hiéu manh ma can phai két hop nhiéu yéu t6 khac dé tao ra

mot thuong hiéu manh.

(") Al Ries & Laura Ries - tac gia ctia “22 luat bat bién trong xay dung thuong hiéu”
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1.4.2 PINH HUONG KHACH HANG

Khach hang 1a d6i tugng phuc vu ctia doanh nghiép. Ly do ton tai ciia doanh
nghiép 14 phuc vu khdch hang. Y nghia, 1oi ich ctia san pham, dich vu va cédc hoat
dong ctia doanh nghiép déu nham muc dich phuc vu khach hang t6t nhat. Muc tiéu
cta doanh nghiép la c6 nhiéu khach hang. Do d6, doanh nghiép phai chid y dén
khach hang, 1y khach hang lam tam di€ém cho moi hoat dong. Mit khéc, thuong
hiéu ton tai trong nhan thitc ctia khach hang nén moi tic dong dén khich hang déu
anh hudng dén thuong hiéu. Vi vay, khong con cach nao t6t hon 1a xay dung thuong
hiéu trén co s& dinh huéng khach hang.

Doanh nghiép can xdc dinh tinh cdch, triét ly thuong hiéu dé doi thoai riéng
tu cho timg d6i tuong khdch hang. Tim hiéu moi cam nhan va trai nghiém cta khach
hang mot cdch toan dién dé dap tng uSc vong va khat khao sau xa ctia ho. Mang lai
nhiing gid tri, nhitng khoang khic tuyét voi ¢6 y nghia trong cudc séng ctua khich

hang dem lai cho ho cam giac tron ven, hoan hao, thoai mai va hai long.

1.43 TAT CA VI THUONG HIEU

Chién lugc xay dung va phét trién thuong hiéu can duoc trién khai va truyén
dat thong su6t tir quan 1y dén nhan vién dé cung nhau thuc hién muc tiéu. Moi nguoi
trong t6 chitc phai hiéu dugc y nghia thuong hiéu ma minh dai dién. Pong thoi phai
nhan thitc duoc tim quan trong va tin tudng vao thuong hiéu ma minh dang la dai
stt. T4t ca moi cd nhan, bo phan cting n6 lyc tham gia vao qua trinh xay dung thuong
hiéu va xem d6 1a van dé s6ng con cta doanh nghiép. Moi ngudi trong doanh nghiép
phai song, an, thd cung thuong hiéu. Viéc xay dung va phat trién thuong hiéu 1a
cong viéc cta toan thé doanh nghiép chit khong chi riéng clia bo phan marketing. Vi
thdi do va cach cu xur trong cdc m6i quan hé clia moi ngudi trong td chiic luon c6
anh hudng rat 16n dén hinh anh va vi th€ cta thuong hiéu.
1.44 DAU TU THICH PANG

Céc dau tu can thiét 1a tién bac, thoi gian va con ngudi. Trong d6, con ngudi

la yéu t6 quan trong nhat. Thuong hiéu ludn van dong theo nhu cdu cta khach hang.

Thé giGi ma thuong hiéu van dong 1a mot th€ gigi vo hinh nam trong tAm tudng cia
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khach hang. Do vay, can phai ¢c6 mdt nha quan tri thuong hiéu c6 trinh d6 chuyén
mon dé dinh huéng di va din dat thuong hiéu thanh cong. Nha quan tri s&€ truyén tai
thong diép, dinh hinh tinh cdch va huéng di lau dai cho thuong hi¢u. Cai khé cho
cac nha quan tri thuong hiéu 1a moi truong xung quanh kha phtc tap véi vo so thong
tin va ¥ kién tir nhiéu phia. Cong viéc cang khé khan hon khi phai thau hi€éu khach
hang ma khong gian & day 1a mot thé€ gidi vo hinh nam trong tam tri khach hang. Vi
vay doanh nghiép can phai tim ngudi thich hgp dé xay dung va phét trién thuong

hi¢u thanh cong.

Xay dung thuong hiéu 12 mot qua trinh lau dai nham tao dung mot ban sac
riéng cho thuong hiéu. Thuong hiéu khong thé ¢6 dugc trong mot thoi gian ngén.
Cho nén doanh nghiép phai kién tri deo dudi muc tiéu va phai can c6 thoi gian dé
thuc hién. Thi trudng c6 thé thay d6i nhung triét 1y ctia thuong hiéu phai gitt vitng dé

dat duoc muc tiéu. Su cho doi xem nhu 1a mot khoan dau tu vé thoi gian.

Xay dung va phat trién mot thuong hiéu manh 1a rat khé khan va ton kém.
Chi phi khong nho nhung bat budc doanh nghiép phai c6 su ddu thich diang cho hoat
dong xay dung thuong hiéu. Boi d6 1a cong viéc can thiét dé tao ra mot thuong hiéu
manh. Nhung quan trong hon hét 1a phai c6 chién luoc tap trung dau tu hiéu qua vi

ngan sach c6 gidi han.

145 NHAT QUAN

D¢ hinh anh thuong hiéu ngay cang dam nét trong tiém thic khach hang, cdc
yéu t6 thuong hiéu va thong diép phai nhat quan v6i quy chudn vé mau sac, gid tri
hay tinh cach cta thuong hiéu d€ tranh sy phan tén trong tam tri khdach hang. Khong
nhit quan trong thong diép, trong thiét ké cac yéu t6 thuong hiéu hay trong chat
lugng san pham dich vu 1a mot trong nhitng nguyén nhan chinh lam phai dan hinh

anh thuong hiéu dan dén su thit bai cho nhiéu thuong hiéu.

Nhét quan trong cach xur su ciia nhan vién, trong thai dé6 phuc vu khach hang
theo nhitng quy trinh chuéan muc. Nhat quén trong tat ca cdc thong diép, trong moi
cong cu tir pano, brochure, danh thi€p, khong gian, website dén mau sac, d6 hoa,

ki€u chit, b6 cuc. Luon luon chd trong va thé hién rd rang thuoc tinh thuong hiéu
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nham tao ra mot cdi nhin nhu xuat phat tr mot noi, mot ngudi. Diéu do6 sé gitp
khéach hang dé dang nam bat duoc tinh cdch dic thu riéng clia thuong hiéu. Su nhat
quan sé gitp doanh nghiép tiét kiém dugc chi phi va thoi gian. Tuy nhién, can phai

thuc hién nhit quan mot cdch sdng tao dé€ khong gay nham chdn d6i véi khach hang.

1.4.6 LAM MOI THUONG HIEU

Dén mot thoi diém nao d6, thuong hiéu s& bi md nhat do nhu c4du khach hang
thay d6i hoic do khong thuc hién chién lugc truyén thong hoic do 4p luc canh tranh.
Dé tai tao lai stc song cho thuong hiéu, doanh nghiép can c6 chién luoc 1am méi
thuong hiéu. Khach hang s€ cam nhan thuong hiéu dang van dong va dem lai gia tri
gia tang cho ho. Tur do6, ho ti€p tuc s dung va trung thanh véi thuong hiéu. Tuy
nhién, d6i méi 12 can thi€t nhung thuong hiéu chi nén tién héa trong quy dao cho
phép ma thoi. Quan trong nhat 1a luon lam méi thuong hiéu bang nhiéu céch khéac
nhau nhung van giit dugc ban sac cta thuong hiéu va ngudi tiéu dung van nhan ra

thuong hiéu.
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KET LUAN CHUONG 1

Muc tiéu lau dai ctia doanh nghiép Ia tré thanh mot thuong hiéu manh. D6 la
thuong hiéu dugc nhi€u ngudi tieu dung biét dén, c6 uy tin trén thi trudng, chit
luong hang hoa dich vu t6t, nguoi tiéu dung c¢6 cam giac yén tam khi lya chon san
pham dich vu, kénh phan phéi thuan tién, dich vu khach hang chu déo, chuyén
nghiép, chi€m uu th€ vé thi phan so vdi cdc doi thu, duoc danh gid cao boi cic t0
chiic trong nuéc va quéc t€, c6 nhiéu déng gép cho nén kinh t& dat nudc, co trach
nhiém xa hoi va quan tam dén cong dong thong qua cdc hoat dong, tao nhi€u cong
an viéc lam, thuc hién tot ch€ do véi nguoi lao dong.

Pé dat dugc muc tiéu trén, doanh nghiép can phai tap trung vao viéc xay
dung va phét trién thuong hiéu mot cich toan dién va c6 hé théng. Ngay tir dau,
doanh nghiép can xdc dinh tAm nhin va st mang thuong hiéu dé 1am nén tang va co
s6 thuc hién moi hoat dong lién quan dén thuong hiéu. Thong qua nhitng gia tri dac
biét ctia thuong hiéu, doanh nghiép dinh vi thuong hiéu phu hgp véi khach hang
muc tiéu va khac biét so véi doi thu canh tranh.

Céc yéu t6 cdu thanh thuong hiéu nhu tén goi, logo, khau hiéu, bao bi, v.v.
phai duoc két hop sinh dong va hai hoa v6i nhau dé try thanh mot chinh thé théng
nhat biéu dat y nghia, gid tri c6t 16i clia thuong hiéu va chiing nén dugc thé hién
nhat quan & moi ldic moi noi. Ngoai ra, phong cach lam viéc ctia nhan vién, thai do
phuc vu khach hang, cach tra 16i dién thoai, cac hoat dong cua doanh nghiép ciling
can phai chd y dé xay dung mot hinh anh t6t dep trong 1ong cong chiing.

Sau khi xay dung chién lugc tong thé va thiét k& céc yéu t6 thuong hiéu,
doanh nghiép can phai dang ky bao ho thuong hiéu va quang ba thuong hiéu dén véi
nguoi tieu dung thong qua céac chién luoc truyén thong: quang cdo, quan hé cong
ching, tai trg va su kién, hoat dong cong dong va hoi chg trién 1am.

Cac nguyén tic co ban doanh nghiép can chi ¥ khi xay dung va phét trién
thuong hiéu 12 phai dam bao chit luong san pham, tap trung phuc vu va thod man
khach hang, moi nguoi trong doanh nghiép phai thong suot va cung thuc hién muc
tieu thuong hiéu, dau tu thich dang vé thoi gian, tién bac va con ngudi, truyén dat

thong diép nhat quan va c6 chién luge lam méi thuong hiéu.
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Trong qud trinh xay dung va ph4t trién thuong hiéu, cdc doanh nghiép nén
thudng xuyén do ludng két qua hoat dong hodc tinh hinh hién tai clia thuong hiéu dé
c6 k€ hoach diéu chinh cho phi hop véi muc tiéu. Cudc nghién ciu toan dién vé
khach hang, d6i th canh tranh, noi bo cong ty c6 thé gidp doanh nghiép dua ra

nhitng chién luge xay dung va phét trién thuong hiéu thanh cong.
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CHUONG 2: PHUONG PHAP NGHIEN CcUU

Trong khuon khé ctia luan van nay, cudc nghién citu dugc thuc hién theo quy

trinh nhu sau:

Bude 1:
Budc 2:
Budéc 3:
Budc 4:
Budc 5:
Budc 6:
Buéc 7:
Budc 8:

Buéc 9:

Xéc dinh van dé nghién ctu

Xac dinh loai thong tin can thu thap

Nhan dién nguon thong tin

Pua ra phuong phap va cong cu thu thap thong tin thich hop
Tién hanh thu thap thong tin

Xt ly dit liéu thu thap duogc

Phan tich va dién giai dit liéu da xi ly

Trinh bay két qua

K&t luan va kién nghi

2.1 XAC PINH VAN PE NGHIEN CUU

Cong ty TNHH Duong Trong Dic duoc thanh 1ap nam 2002 véi s6 von 5 ty

dong. Tién than ctia Cong ty 1a clra hang kim khi dién may Trong Dic ra doi va hoat

dong tr nam 1982. Hién nay, Cong ty hoat dong véi tén giao dich mdéi 1a TTBM
Trong Diic & hai dia diém kinh doanh 1a 536 - 538 Hoang Van Thu, Phudng 4, Quan
Tan Binh, TP.HCM va 44 Quang Trung, Phuong 10, Quan Go Vap, TP.HCM.

Cac mat hang kinh doanh:

- Pién lanh: bao gébm céc san pham tu lanh, mdy lanh, mdy nu6c néng, may

néng lanh, ti mat, ta dong.

- Dién tu: ti vi, cassette, dan am thanh, amly, loa, ddu VCD, DVD & karaoke.

- Thiét bi giai tri: mdy quay phim, mdy chup hinh, may MP3 & MP4, ghi am,

Discman, Walkman, Headphone.

- Do gia dung: may giit, ndéi com dién, 10 viba, 10 nuéng, bép ga, may hit

khdéi, binh loc nudce, binh thuy dién, may xay sinh td, quat dién, may hdt bui,

2 g 2, N 9 .
may sdy téc, ban ui.
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Hién tai, tinh hinh kinh doanh ciia TTPM Trong Dic dang gip nhiéu khé
khan, lugng khach hang dén trung tam ngay cang it, ty 1& khach thuc hién giao dich
giam, doanh s6 va lgi nhuan ciing dang trén chiéu hudng giam sit. Vay dau la
nguyén nhan din dén tinh trang nay va giai phdp dé khac phuc khé khan nay 1a gi.
Cac gia thuyét dugc dat ra 1a liéu c6 phai 1a do ban than TTPM Trong Dic hoat
dong yéu kém, do khach hang thay déi hay do su xuat hién nhiéu déi thu trong khu
vuc 1an can. Dé tra 101 cho cau hoi ny, mot nghién ctu so bo dugce tién hanh. D6 1a
tim hiéu boi canh vd moi trudng xung quanh. Nhin nhan tinh hinh chung cta thi
truong ban 1¢ hang kim khi dién may & TP.HCM. Quan sét va thu thap thong tin ctia
de6i tha, phdong van mot s6 nhan vién ban hang va khach hang. Qua cudc nghién ctu
so bo d6 da xdc dinh trong trong nhitng nguyén nhan lam cho khach hang khong
mua hang 6 TTPM Trong Duc la vi ho khong bi€t TTPDM Trong Dic va TTbM
khong dap tng dugc mot s6 yéu ciu cta ho nhu cic TTDM khéc. Vi vay, van dé
nghién cttu duoc xac dinh 1a can danh gia tinh hinh hién tai ctia thuong hiéu Trong
Puc. Tir d6, Cong ty c6 thé dua ra chién lugc xay dung va phat trién thuong hiéu

g6p phan thuc hién thanh cong muc tiéu kinh doanh.

22 XAC PINH LOAI THONG TIN CAN THU THAP
Trén co s& tham khao cdc mo hinh, luan van dua ra cic yéu t6 can thu thap dé

do luong d6 manh hay tinh hinh stc khoé ctia thuong hiéu Trong Pic nhu sau:
- Uy tin:

e Niém tin cua khiach hang vao thuong hiéu,

e Miuc do ua chudong thuong hiéu

e Cam giac an tam khi lua chon thuong hiéu

e Miic do khiach hang gidi thiéu cho ngudi khac vé thuong hiéu.
- Miuic d6 nhan biét:

e Khong biét

e Chi biét tén va khong hi€u 16 vé hoat dong.

¢ Biét dén nhung chua tham va mua sam & Trong Diic

e Biét va dd mua hang & day
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Su trung thanh:
e Tir ch6i mua hang & noi khac khi TTPDM Trong Duc chua c6 hang.
e S0 khach mua hang lap di lap lai va s€ mua ti€p lan sau.
Su khat khao:
e Mong muoén s& hitu thuong hiéu
e Muc dich tiéu dung dé khang dinh ban than, dang cip
e Thuong hiéu 1a mot phan khong thé thi€u trong cudc song
Chat lugng hang hoa dich vu:
e Chat luong dwong nhién (chat luong theo tiéu chudn trung binh nganh)
e Chat luong vuot troi (chat luong tang thém va khac biét so véi doi thu)
e Chat luong cam nhan (theo cam nhan cta khach hang)
e Chat lugng mong doi (theo su ky vong cua khach hang)
Hinh anh thuong hiéu trong tam tri khach hang:
e Biéu tugng, nhitng cam nhan cua khach hang vé thuong hiéu
e Su ddnh gid cta khach hang vé thuong hiéu
e Nhiing lién tudng tich cuc vé thuong hiéu.
Do hai long ctia khach hang vé thuong hiéu:
e Chat luong san pham dich vu
e Tinh chuyén nghiép
e Su than thién, nhiét tinh ctia nhan vién.
Mitc d6 hap dan: Su vugt troi va tinh khac biét so vé6i cadc doi thi vé mat nao dé
nhu mau sic, ki€u ddng, tinh nang, cong dung, phong cach, su sang trong.
Heé thong kénh phan phoi:
e Do phi: su hién dién cua thuong hiéu trén thi truong, s6 luong dia
diém ban hang, noi san phdm dién dién.
e S0 lugng hang ton trong kénh phan phoi.
Nguon nhan luc:
e Chat luong cuia nguén luc: thé hién & muc luong, niang suat va trinh do

e Tinh dong bo, tinh c6 thé cai thién dugc va mitc do dao tao
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e He¢ thong danh gia hanh vi, thai do va cach tng xtr ciia nhan vién
e Hg thong cong nhan va trao thudng vé nd luc, déng gbp ctia nhan vién.
e Mic do gan b clia nhan vién, su tan tuy trong cong viéc
e Su hai long trong cong viéc va tu hao vé thuong hiéu ctia nhan vién.
Nang luc lanh dao:
e Tinh dan dau, tién phong trong gia tri ma thuong hiéu theo dudi
e Tam nhin, gia tri cot 16i va chién lugc dai han
e Su san sang dau tu cho thuong hiéu
e K¥ nang va nang luc lanh dao.
Ning luc d6i mdéi doanh nghiép:
e Cdc nguon luc va tai san chu yéu cta doanh nghiép
e Ning luc phoi hop vé6i cdc nguédn luc va tai san d€ tao ra niang suat va
loi thé bén viing
e Nhan thiic ctia khach hang vé niang luc déi méi clia doanh nghiép so
vGi doi thu va ky vong ctia khach hang.
Két qua kinh doanh:
e Doanh thu trong 3 nam gan nhat
e Lgi nhuan thu dugc tir dau tu thuong hiéu
e (Cac moi quan hé c6 dugc trong qua trinh kinh doanh.
Tinh 6n dinh:
e Su phét trién ctia doanh nghiép so v6i su phét trién clia nganh trong
giai doan 3 nam
e Dong gép cho chinh phu thong qua viéc nop thué, phi va 1é phi
e Tinh 6n dinh cua viéc dau tu cho nghién citu va phat trién, cai thién
nguon nhan lyc, trao thudng.
Bao vé thuong hiéu:
e Tinh bao ho d6i véi cac doi tugng s& hitu tri tué lién quan dén thuong
hi¢u trén thi trudng muc tiéu

e Heg thong cac rao can nham bao vé va chong xam pham thuong hiéu.
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- Trach nhiém xa hoi va quan tam dén cong dong:
e Ngan sich
e K& hoach

e Su thuong xuyén tham gia cong tac xa hoi.

Céc thong tin vé€ d6i tht canh tranh cin thu thap:
- Hé thong nhan dién thuong hiéu
- Tam nhin va sit mang thuong hiéu
- Dinh vi thuong hi¢u
- Chién luoc truyén thong
- Nhitng diém manh va diém yéu
- S6 lugng nhan vién ban hang va phong cach phuc vu
- Kha nang tai chinh

- Uy tin ctia thuong hiéu

2.3 XAC DINH NGUON THONG TIN
2.3.1 KHACH HANG

Téng thé: nguoi tieu dung hang kim khi dién mdy & Thanh phé H6 Chi Minh
va khach hang ctia Trung tam dién may Trong Dic.

Mau: Nguoi tiéu ding & khu vuc ma TTDM Trong Ditc phuc vu: Quan Tan
Binh, Binh Tan, Tan Phd, Go Vép, Binh Thanh, Quan 12 va cac khach hang dén
tham quan mua saim & TTDM Trong Dic.

Phuong phap chon mau: chon ngiu nhién, 50% khdch hang dén TTPM
Trong Duc va 50% la cac khach hang & khu vuc ma TTPM Trong Dic phuc vu.

Kich ¢6 mau: Vi muc tiéu nghién ctu 1a cdc trung binh (ddnh gia theo thang

do Likert 5 diém) nén quy mo6 mau dugc tinh theo cong thic:
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Trong do6:

n: ¢cd mau

z: hé s6 tin cay, tra tir bang phan phéi chuén.

o: do léch chudn cla t6ng thé

€: sai sO cho phép

Do tin cay thuong dung trong nghién ctu la 95%, tuong tng véi z = 1.96

Do chua c6 thong tin ndo vé do léch chuén tir nhitng cudc nghién citu trong
qud khit nén str dung cong thiic udc tinh gan ding do léch chuén la:
Kmax ~ Xmin

6
Trong nghién cttu nay, d6i tugng d4nh gid trén thang do 5 diém, nén cic

truong hop y kién danh gia khac nhau s€ trai dai tir 1 dén 5. Do d6:

c =0.667
Vi thang do danh gid 5 muc do, sai s6 cho phép thuong chon la 10%.

1.96* 0.666)°
Vayn 2>

0.1
n > 171 (Iam tron)
Vay ¢ miu can thiét 1a 171, cudc nghién ctu nay duoc tién hanh diéu tra

200 doi tuong.

2.3.2 NOIBO CONG TY

Nguon thong tin ndi bo thong tin gom c6:
- Nhan vién va lanh dao Cong ty TNHH Duong Trong Diic.

- Thong tin vé ban than Cong ty.
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POI THU CANH TRANH

Khu vuc TP.HCM: Nguyén Kim, Thién Hoa, Chg Lén, Ideas, Loc Lé, Gia
Thanh.

Khu vuc gan TTPM Trong Duc & Tan Binh: Tran Thé, Tan Binh, Phan
Khang, Hoang Vinh, Hoang Dinh.

Khu vuc gan TTPM Trong Bic & Go Vap: Tu Trinh, Hoang Kim, Tién
Diing, Hoang Linh va Hoang Cuong.

PHUONG PHAP VA CONG CU THU THAP THONG TIN

Phuong phap thu thap thong tin:

Phong van truc ti€p khach hang va Ban lanh dao Cong ty.

Phong van gian ti€p nhan vién thong qua phi€u thu thap thong tin.

Tham do va quan sit: dé thu thap thong tin ctia doi tha canh tranh.

Thu thap dit liéu thit cap: bao, tap chi, thu gidi thiéu, trang web, bao cdo két
qua hang thang vé tinh hinh thi trudng kim khi dién mdy ctia Cong ty GFK va
mot s6 cong cu khac. Phuong phap nay dugc diung dé thu thap thong tin vé
noi bo Cong ty va tinh hinh thi truong.

Cong cu thu thap thong tin:

Bang cau hoi danh cho khach hang (xem Phu luc 1)

Phiéu thu thap thong tin danh cho nhan vién (xem Phu luc 2)

S6 ghi chép

XU LY DU LIEU

Dit liéu sau khi thu thap duogc xur Iy bang phan mém SPSS. Trong cudc nghién

ctru nay c6 hai tap dit liéu: khach hang va nhan vién Cong ty. Tur két qua ghi chép,

dit liéu dugc nhap vao may tinh, ma hod va lam sach. Sau d6 duoc xu 1y theo cac

yéu cau dat ra. TruGc hét 1a danh gia do tin cay cua thang do thong qua gia tri cia

cronbach alpha. Chi binh phuong dugc st dung dé tim ra mai lién hé gifta cdch thic

mua hang va cdc yéu t6 nhan khau hoc. Cac bién dinh lugng duoc xir 1y dé tinh cac

dai luong thong k€ mo ta. Cac bién dinh tinh dugc xir 1y va tinh tan s6 va tan suit

xuat hién.
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CHUONG 3: KET QUA NGHIEN CUU

3.1 NOIBO CONG TY
Nang luc lanh dao:

- Tinh dan dau, tién phong: tuy ra doi sém va hoat dong rat lau trong nganh
nhung cho dén nay ban lanh dao ctia Cong ty chua c6 y tudng sang tao, tién
phong hay dan dau nao trong linh vuc hoat dong.

- Khong c6 chién luogc tong thé vé xay dung va phat trién thuong hiéu. Hién tai,
Trong Duc chua xdc dinh tdm nhin va s& mang thuong hiéu. Khach hang muc
tiéu cling khong dugc xac dinh 1a doi tuong nao. Ciing khong c6 dinh vi thuong
hiéu. Theo két qua cua cudc khao sat ndi bo thi 76,2% nhan vién khong biét
dinh huéng hoat dong ctua Cong ty, 19% hiéu sai vé dinh huéng hoat dong va
chi c6 4,8% hiéu 16 vé dinh huéng clia Cong ty.

- Heé théng nhan dién thuong hié¢u: Cac yéu t6 nhu tén goi, logo cling khong duoc
chi y ding mitc nhu tdm quan trong cta nd. Ngay dén ca nhan vién cta Cong
ty cling khong hi€u hét y nghia ctia logo Trong Diic 12 gi. Theo cudc khao sit
thi ¢6 85,7% nhan vién tra 16i 1a ho khong biét logo c¢6 y nghia gi va 14,3%
nhan vién hiéu sai vé y nghia clia logo. Cong ty khong c¢6 mot cau khau hiéu
nao. Hién tai, tén thuong hiéu cé nhiéu van dé. Tén cong ty 1a Cong ty TNHH
Duong Trong Duc. Tén ngudi tiéu dung biét dén trong nhiéu nam qua la Trong
Duc. Bang hiéu tai diém kinh doanh 538 Hoang Vin Thu Ia Trung tam dién
may Trong Dic, tai 44 Quang Trung Quan GO Vip la Trung tam dién may
Duong Trong Duc.

- Su sdn sang dau tu cho thuong hiéu: su diu tu cho viéc xay dung va phét trién
thuong hiéu la rat thap, duong nhu 1a khong c¢6. Tuy nhién qua phong van truc
ti€p ban lanh dao, ho cho biét s€ san sang diu tu cho thuong hiéu nhung chua
c6 k& hoach cu thé va nhan luc dé thuc hién.

- K§ nang va nang luc cta lanh dao: con nhiéu han ché va yéu kém, chu yéu la
quan 1y theo kinh nghiém, véi quy mo gia dinh. Thi€u nha quan tri thuong hiéu

c6 chuyén mon va nang luc.
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Nguon nhan luc:

- Chat luong nguén nhan luc: con thap thé hién & miic luong rat thap so véi thi
truong vi vay khong thu hidt duge nhan vién gioi.

- S0 lugng nhan vién hién nay 42 nguoi.

- Tinh dong bo: thap

- Tinh c6 thé cai thién dugc: rat khé va ton kém nhiéu chi phi cho viéc dao tao.

- Miuc do dao tao: rdt thap va hau nhu khong cé.

- Heé thong danh gid nd luc cua nhan vién: khong co.

- Hé théng cong nhan va trao thudng xing dang: khong co.

- Su ty hao vé thuong hiéu cua nhan vién: Qua két qua nghién ctu cho thay
33,4% nhan vién tu hao vé Cong ty va 66,6% khong tu hao vé Cong ty. Trong
do6 33,3% nhan vién gi6i thiéu noi minh lam viéc v6i nguoi khiac va 66,7%

khong bao gio néi vé Cong ty cuia minh.

Bang 3.1 Miic do tu hao cua nhan vién

Tan s6 | Tansuat | Phan tram hogp 1¢ | Phan tram tich luy
RAt tw hao 2 48 4.8 48
Tu hao 12 28.6 28.6 33.3
Khong tu hao 14 33.3 33.3 66.7
Rat khong tu hao 14 33.3 333 100.0
Tong cong 42 100.0 100.0

Bang 3.2 Giéi thiéu Cong ty v6i nguoi khac

Tan s6 | Tan suat | Phan tram hop 1¢ | Phan tram tich luy
Tat nhién la c6 10 23.8 23.8 23.8
Chac chén c6 4 9.5 9.5 33.3
C6 1€ khong 12 28.6 28.6 61.9
Khong bao gio 16 38.1 38.1 100.0
Tong cong 42 100.0 100.0
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Miic do gén bo: rat thap, nhan su thay doi lién tuc. Theo két qua diéu tra thi
57,1% du dinh thay déi cong viéc va 42,9% khong du dinh thay déi cong viéc.
Su hai long vé cong viéc cuia nhan vién: Theo két qua ctia cudc nghién ciu ¢

23,8% nhan vién hai long vé cong viéc hién tai cia minh va 76,2% nhan vién

khong hai long.
Bang 3.3 Miic do hai long vé cong viéc
Tan s6 | Tansuat | Phan tram hogp 1¢ | Phan tram tich luy
Hai long 10 23.8 23.8 23.8
Khong hai long 24 57.1 57.1 80.9
Rat khong hai 1ong 8 19.1 19.1 100.0
Tong cong 42 100.0 100.0

Nang luc déi méi:

- Nguon lyc va tai san chu yé&u: von kinh doanh khoang 5 ty.

- Nang luc phoi hgp véi cdc ngudn luc va tai san dé tao ra nang suét va 1oi the

bén vitng: dia diém kinh doanh 6n dinh, kinh nghiém va méi quan hé véi nha
cung cap.

Nhan thic ctia khach hang vé nang luc d6i méi cua Trong Diic so véi d6i tha:

khach hang khong biét

- Ky vong cta khich hang: mong muon chuyén nghiép hon va phuc vu t6t hon.

Két qua kinh doanh:

Trong qua trinh kinh doanh, Trong Pic da tao dugc mdi quan hé tot véi mot

s0 khach hang quen, doi tac thuong mai va cac nha cung cap.

Bang 3.4 Két qua kinh doanh trong 5 nam qua

Nam | 2002 2003 2004 2005 2006
Két qua
S6 nguoi dén cilra hang 9600 8000 7200 6500 5000
S6 nguoi mua hang 4200 3900 3200 2500 2000
Ty 1é khach hang giao dich 449% 49% 44% 38% 40%
Doanh thu (ty) 35 31 29 26 24
Loi nhuén sau thué (ty) 2 1.8 1.2 1 0.5
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Tinh 6n dinh:

Su phat trién ctia TTDM Trong Dic cham so véi su phat trién clia cdc trung tam

dién may va cac doanh nghiép ciing nganh khéc.

Pong gép cho chinh phu théng qua viéc ndp thué, phi va & phi: & mic thip
khoang 500 triéu/nam.

Viéc dau tu cho nghién ctiu va phét trién, cai thién nguén nhan luc: khong co.

Bao vé thuong hiéu:

Chua dang ky Cuc s6 hitu tri tué Viét Nam dé bao ho thuong hiéu Trong Diic.

Hé thong cdc rao can nham bao vé va chong xam pham thuong hiéu: khong cé.

Hé thong cira hang:

So lugng dia di€ém ban hang: 02

S6 luong hang ton trong hai ctra hang: khong ¢6 hoac rat it.

Trach nhiém xa hoi va quan tam dén cong dong:

Ngan sach va k& hoach: khong cé

Su thuong xuyén tham gia cong tac xa hoi: khong

Cong tac truyén thong:

Thong diép: chua hinh thanh mot thong diép cu thé rd rang.

Khach hang tu cam nhan vé hinh anh thuong hiéu.
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Theo két qua & Bang 3.5 thi Trong Dic 1a TTPM duoc nhé dau tién vai ty 1&

19,5%. Tuy nhién, néu tach riéng theo noi phong van thi ty 1& nay c6 mot su thay

doi rat khac biét. Trén thi trudng chi c6 7% khach hang nhG dén Trong Dic dau

tién, con tai Trong Dic thi 1én dén 32%. Nhu vay cho thdy viéc nhGé dén dau tién c6

thé 12 do khi duoc phong vén tai Trung tam, khach hang da ngiu nhién ké ra tén

Trong Dic truéc nhat. Di€u nay chiing to ty 1& 19,5% cua mau khao sit nhé dén

TTPM Trong Duc dau tién 1a khong hoan toan chinh xac.

Bang 3.5 Trung tam dién may dugc khach hang nhé dén dau tién

Trung tam Noi phong van Téng cong
dién may ”ljrén thi truong Tai Trong b Tan s6 | Tan suat
Tan s6 | Tansudt | Tans6 | Tan suit

Tran Thé 5 5.0% 8 8.0% 13 6.5%
Tan Binh 1 1.0% 1 5%
Trong Diic [ 7.0% 32 32.0% 39 19.5%
Phan Khang 241 24.0% 15| 15.0% 39 19.5%
Thién Hoa 10, 10.0% 8 8.0% 18 9.0%
Ideas 2 2.0% 3 3.0% 5 2.5%
Nguyén Kim 42| 42.0% 29 29.0% 71 35.5% |
Cho Lén 2 2.0% 2 2.0% 4 2.0%
Hoang Cuong 3 3.0% 1 1.0% 4 2.0%
Hoang Linh 1 1.0% 1 5%
Hoang Kim 1 1.0% 1 5%
Ta Trinh 3 3.0% 1 1.0% 4 2.0%
Tong cong 100 | 100.0% 100 | 100.0% 200  100.0%

Bang 3.6 mo ta Trung tam dién may Trong Dic dugc khach hang nhé dén

48%. Tuy nhién trén thi trudng chi ¢6 6% la nhé Trong Duc. Nguyén Kim 1a noi
duoc khach nhG dén nhiéu nhat 49,5%, k&€ dén 1a Phan Khang va Thién Hoa.
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Bang 3.6 Khach hang nhG dén Trung tam dién may

Trung tam Noi phong van Téng cong
dién may Trén thi trudng Tai Trong Dic Tans6 | Tan suat
Tan s6 | Tansuat | Tans6 | Tan sudt

Tran Thé 15 15.0% 21 21.0% 36 18.0%
Tan Binh 4 4.0% 3 3.0% 7 3.5%
Trong Puc 12| 12.0% 84 84.0% 96 48.0%
Phan Khang 45| 45.0% 45 45.0% 90| H5.0% |
Hoang Vinh 2 2.0% 4 4.0% 6 3.0%
Hoang Pinh 4 4.0% 4 2.0%
Thién Hoa 46|  46.0% 31 31.0% 77| B85Y% |
Ideas 20 20.0% 13 13.0% 33 16.5%
Nguyén Kim 57 57.0% 42| 42.0% 99| HO9SY% |
Chog Lén 27 27.0% 12 12.0% 39 19.5%
Hoang Cuong 5 5.0% 3 3.0% 8 4.0%
Hoang Linh 1 1.0% 1 1.0% 2 1.0%
Huy Hoang 1 1.0% 1 5%
Hoang Kim 2 2.0% 2 2.0% 4 2.0%
Td Trinh 6 6.0% 2 2.0% 8 4.0%
Khac 4 4.0% 2 2.0% 6 3.0%

Bang 3.7 cho thdy khach hang chon mua hang noi c6 1gi nhiat ma khong quan

tam dén céc dich vu kém theo chiém ty 1& cao nhit 28%. Va 23% cho ring noi ¢6

gia ré nhat 1a noi tot nhat, 22,5% quan tam dén thuong hiéu ctia noi ban hang, 15%

san sang tra thém chéch 1éch cho cac dich vu.

Bang 3.7 Quan diém chon noi mua hang

Quan diém

Noi c6 gia ré nhat l1a noi tét nhat 46 : 23.0 23.0 23.0
Gid thap t6t hon 6 khuyén méi »n 115 15 1.5
nhung gia cao :

S&n sang tra thém chéch léch dé 30 15.0 15.0 49 5
thém dich vu :

Mua noi ¢6 1oi nhat khong quan tam 56 | 28.0 280 775
dén dich vu kem theo :

Mua noi ¢6 thuong hiéu néi tiéng 45 : 225 22.5:¢ 100.0
Téng cong 2000 100.0 100.0
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Cach mua hang clia nguoi tiéu dung duoc thé hién qua Bang 3.8, da s6 ngudi
tieu dung tim ki€m thong tin truéc khi mua hang va chon noi nao cé lgi nhat dé
mua. C6 thé néi 29,5% khdch hang quan tam dén thuong hiéu ctia noi ban hang thé
hién & lua chon mua hang & noi ¢6 uy tin va néi tiéng (18%) va noi quen biét tin
tuong (11,5%).

Kiém dinh chi binh phuong cho thay, trinh do hoc vin va thu nhap c6 lién
quan va anh hudng dén cach mua hang. Chi binh phuong giita cich mua hang va
trinh do hoc van 1a 0,001 va thu nhap ca nhan 1a 0,004 (xem Phu luc 5).

Bang 3.8 Cach mua hang

Cach mua hang Tans6 | Tansuat | % hoplé | % cong don
Tim thopg tl\n, khao sat thuc té roi 64 320 320 320
chon noi phu hop
Khio sdt gid, khuyén mai, chon 4 20 22.0 54.0
noi c6 gia thap nhat
Mua noi gan nha 29 14.5 14.5 68.5
Chi mua noi néi ti€ng va c6 uy tin 36 18.0 18.0 86.5
Mua noi quen biét thuong mua 23 11.5 11.5 98.0
Khéc 4 2.0 2.0 100.0
Tong cong 200 100.0 100.0

Theo két qua khdo sét, noi mua sam hang kim khi dién méy 1y tudng nhat 1a
noi ma & dé hang hoa dugc dam bao chat Iuogng. Ti€p theo 1a noi c6 thuong hiéu néi
ti€éng va uy tin. Gid ca ré khong phai 1a noi ly tudng nhat. Néu xem phuc vu, dich vu
hau maii va tinh chuyén nghiép 12 biéu hién cta chat lugng dich vu thi khi cong don

lai n6 chi€m ty 1é kha cao 28,5% (xem Bang 3.9).

Bang 3.9 Noi mua sam ly tuong

Noi mua sam 1y tudng Tans6 | Tansudt | % hoplé | % cong don
Giaré 28 14.0 14.0 14.0
Dam bao chit lugng san phdm 50 25.0 25.0 39.0
C6 chuong trinh khuyén mai 20 10.0 10.0 49.0
Thuong hiéu ndi ti€ng, ¢6 uy tin 45 22.5 22.5 71.5
Phuc vu t6t 20 10.0 10.0 81.5
C6 dich vu hau mai tot 7 3.5 3.5 85.0
Chuyén nghiép, hién dai 30 15.0 15.0 100.0
Tong cong 200 100.0 100.0
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Bang 3.10 thé hién cdc san pham ma khach hang du dinh mua trong thoi gian
t6i. Theo do ti vi 12 san phdm s& duoc mua nhiéu nhat chiém ty 1& 39%, ti€p dén 1a ti
lanh 26%, may giat 22% va mdy lanh 17%. Ta mat va tu dong 1a san phdm co it

ngudi du dinh mua nhat chi ¢6 3 truong hop chiém 1,5%.

Bang 3.10 Cac san pham du dinh mua

Noi phong van Téng cong
San pham Trén thi truong | Tai Trong Pic | Tan s6 | Tan suat
Tan s6 | Tan suat | Tan s6 | Tan sudt

Tu lanh 27 27.0% 25| 25.0% 52 26.0%
Mady lanh 24 24.0% 11, 11.0% 35| 17.5%
Ti vi 34| 34.0% 44 44.0% 78 39.0%
May giat 32 32.0% 12, 12.0% 441 22.0%
May néng lanh 7 7.0% 7 7.0% 14 7.0%
May nudc néng 14 14.0% 5 5.0% 19 9.5%
Ta mat, ta d 6ng 3 3.0% 3 1.5%
L0 viba, 10 nuéng 12 12.0% 2 2.0% 14 7.0%
M4y quay phim, chup hinh 18| 18.0% 6 6.0% 24| 12.0%
Miy MP3,MP4, ghi am 19 19.0% 11, 11.0% 30| 15.0%
Loa, amly, karaoke 13| 13.0% 9 9.0% 221 11.0%
Cassette, CD, VCD, DVD 8 8.0% 8 8.0% 16 8.0%
Bép ga, mdy hit khéi 6 6.0% 3 3.0% 9 4.5%
Binh loc nudc, binh thuy 7 7.0% 1 1.0% 8 4.0%
Mady sinh t3, ép trdi cay 14 14.0% 7 7.0% 21 10.5%
Khac 8 8.0% 200 20.0% 28 14.0%

Miic do nhan biét thuong hiéu Trong Diic dugc thé hién thong qua Bang 3.11.
Cac do6i tuong duoc phong van trén thi truong hau nhu khong biét, mot so it chi biét

tén va c6 duy nhat 1 truong hop da tirng mua hang.

Bang 3.11 Miic do nhan biét thuong hiéu Trong DPiic

Noi phong van Téng cong
Miic do nhan biét Trén thi truong | Tai Trong Bic | Tan s6 | Tan suat
Tan s6 | Tan sudt | Tan s6 | Tan suét

Khong biét 80| 80.0% 80| 40.0%
Chi biét tén va khong
hiéu hét hoat dong 19 19.0% 19 9.5%
Biét va c6 dén tham quan a1l 41.0% 41l 205%
nhung chua mua
Biét va da mua sam 1 1.0% 59 59.0% 60| 30.0%
Téng cong 100 | 100.0% 100 | 100.0% 200 | 100.0%
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C6 7 yéu t6 ma khich hang nghi t6i khi nhac dén Trong Duc. Gid ca cé thé
thuong luong duoc 1a yéu t6 dugc nhé dén nhi€u nhat 26,3%, 14% khach hang

khong ¢6 cam nhan gi ca véi cau tra 101 1a binh thuong (xem Bang 3.12).

Bang 3.12 Diéu lam khach hang nhé dén Trong Piic

Di€u lam khach hang nhé Tan s6 | Tan suat | % hop 1é | % cong don
Gi4 c6 thé thuong luong 30 15.0 26.3 26.3
... | Cach phuc vu tot 16 8.0 14.0 40.4
fla tlr} Binh thudng 16 8.0 14.0 54.4
9P Gan nha 13 6.5 114 65.8
Noi mua lau nam 11 5.5 9.6 754
Than thién 10 5.0 8.8 84.2
It chling loai 18 9.0 15.8 100.0
Téng 114 57.0 100.0
Khuyét | Hé thong 86 43.0
Tong cong 200 100.0

Bang 3.13 thé hién nhitng cam nhan cta khach hang vé Trong Dic. Da so
khach hang khong c6 an tugng gi néi bat vé Trong Diic, c¢6 37,2% cam nhan binh
thuong, 23,1% déanh gid Trong Dic phuc vu t6t va 9% cho rang Trong Duc c6 gia ca
tot. Trong khia canh ndy, ¢6 61% gia tri bi khuyét. C6 thé 1a do nhitng trudng hop

khach hang khong biét Trong Pic nén cau hoi nay khong dugc tra 16i hoac ho

khong ¢6 y kién hay cam nhan nao nén khong tra 10i.

Bang 3.13 Cam nhan cua khach hang vé Trong Diic

Cam nhan Tan s6 | Tan suat | % hoplé | % cong don
Binh thuong 29 14.5 37.2 37.2
Trung bay dep 4 2.0 5.1 42.3
Gia ca tot 7 3.5 9.0 51.3
e . | Phuc vu tot 18 9.0 23.1 74.4
Gid uhop1e 5 e vu khong tot 6 3.0 7.7 82.1
Hang héa it 5 2.5 6.4 88.5
Nho hep 9 4.5 11.5 100.0
Téng 78 39.0 100.0
Khuyét He thong 122|610
Tong cong 200 100.0

Bang 3.14 cho thay hang hod la nguyén nhan chu yéu khién khich hang
khong mua & Trong Dic. Khong ¢6 mat hang ciAn mua, hang hod it vé ching loai va

s0 lugng, khong c6 mau ma méi.
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Bang 3.14 Ly do khach hang khong mua hang ¢ Trong Diic

Ly do khach hang khong mua hang | TAn s6 | Tan sudt | % hop 1é | % cong don
Khong bi€t Trong Diic 7 3.5 8.9 8.9
Khong ¢6 hang model méi 9 4.5 114 20.3
Khong hai long vé6i thai do ] 40 10.1 304
phuc vu
Ché do bao hanh khong tot 3 1.5 3.8 34.2

Gid tri | Khong ¢6 nhiéu ching loai

hop1é | hang hod 14 7.0 17.7 51.9
Khong c6 mét hang can 11 55 13.9 65.8
mua
Gié cao hon noi khic 7 3.5 8.9 74.7
Khac 20 10.0 25.3 100.0
Téng 79 39.5 100.0

Khuyét | Hé thong 121 60.5

Tong cong 200 100.0

Khi dugc hoi vé nhitng diém t6t cia Trong Puc, 40% khéach hang cho ring
ho khong thdy diém t6t nao. Phuc vu t6t chi€ém 21,2%, gid ré va linh hoat chi€ém hon
20%, hon 8% khach hang danh gia la c6 uy tin (xem Bang 3.15).

Bang 3.15 Nhimg diém t6t cia Trong Ditc

Diém t6t Tan s6 | Tan suat | % hop & | % cong don
Khong thay diém tot nao 34 17.0 40.0 40.0
San pham dam bao chat 3 15 35 435
luong
o Gia4 ca linh hoat, c6 thé 9 45 106 541
Gid tri | thuong luong
hoplé | Giare 9 4.5 10.6 64.7
Co uy tin 7 3.5 8.2 72.9
Phuc vu tot 18 9.0 21.2 94.1
Trung bay bat mat 5 2.5 5.9 100.0
Tong 85 42.5 100.0
Khuyét | Hé thong 115 57.5
Tong cong 200 100.0

Bang 3.16 néi 1én hon 28% khach hang cho rang di€ém chua t6t cia Trong
Diic 1a chung loai hang hod it va 17,5% khéach hang cho rang it ngudi biét dén Trong
biic. Hon 16% khéach hang cho ring diém chua t6t ctia Trong Dic 1a clra hang nho

hep va nong.
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Bang 3.16 Nhimg diém chua tét ciia Trong Diic

Diém chua t6t Tan s6 | Tan sudt | % hoplé | % cong don
Nho, néng 19 9.5 16.7 16.7
Chung loai hang héa it 32 16.0 28.1 44.7
Gid cao 12 6.0 10.5 55.3
It nguoi biét dén 20 10.0 17.5 72.8
Gid trj | N\han vién khong 10 5.0 8.8 81.6
hop 16 ChuAyen ngvhl¢p/ /
K\hong cham s6c khach 7 35 6.1 877
hang
Khong c6 chuong trinh 14 7.0 123 100.0
khuyén mai
Tong 114 57.0 100.0
Khuyét | Hé thong 86 43.0
Téng cong 100.0

Theo khdch hang, ¢6 5 diéu ma Trong Duc can cai tién, thé hién & Bang 3.17.

Phong cédch phuc vu clia nhan vién va chung loai hang hoa 12 hai yéu t6 dugc nhac

dén nhiéu nhat. Két qua & phan trude van cé nhiing trudng hop danh gid Trong Diic

c6 phong cach phuc vu t6t nhung dén khi dua ra nhiing di€u can cai thién thi khach

hang lai cho rang nén cai tién phong céch phuc vu nhan vién. Nhu vay cho thay cé

thé khich hang ngai n6i thing va that su ho chua hai long vé cdch phuc vu clia nhan

vién va dua ra 16i khuyén 1a nén cai thién né. Ngoai ra 15,7% khach hang dé nghi

thuc hién chuong trinh khuyén mai, 18,3% cho ring Trong Diic nén xay dung

thuong hiéu va 7% mong muon Trong Puc ghi gia chinh xac.

Bang 3.17 Nhiing diéu can cai tién theo quan diém cta khach hang

Diéu can cai Tanso | Tansuat = % hoplé | % cong don
Them s6 luong va 26 13.0 22.6 22.6
chung loai
Thuc hién khuyén mai 18 9.0 15.7 38.3
il Phong cach phycvuclal -y, 21.0 36.5 74.8
op 1¢ | nhan vién
Xay dung thuong hiéu 21 10.5 18.3 93.0
Ghi gia chinh x4c 8 4.0 7.0 100.0
Téng 115 57.5 100.0
Khuyét | Hé thong 85 42.5
Téng cong 100.0
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Bang 3.18 chi ra cac yéu t6 anh hudng dén quyét dinh chon noi mua hang cua
khach hang. Gi4 tri 1 thé hién muc do anh hudng it nhat va 5 1a ¢6 anh hudng nhiéu
nhat. Cic yéu t6 duoc sap xép theo thit tu giam dan tir yéu t6 ¢6 anh hudng nhiéu
nhat cho dén yéu t6 it anh hudng nhit. Xem tan s6 va tan sudt cua ting yéu t6 & Phu
luc 5.

Bang 3. 18 Cac yéu to anh huong dén viéc chon noi mua hang

Céc yéu t6 anh hudng Mau Trung Giatri| Do  Giatri | Gia tri
dén viéc chon noi| Gi4 tri Khuvét binh | thuong léch nho 16n
mua hang hop 1é vy cong | gip | chuidn | nhat | nhat
Gid c4 200 0 3.95 4 917 1 5
putan thot ctia hang 200 0 393 4 1.027 1 5
Chuong trinh khuyeén 0 385 4 978 1 5
mai tai noi ban hang

Ché do bao hanh 200 0 3.82 4 923 1 5
Phong cich va thaido | 5, 0 3.62 41 990 I 5
cua nhan vién

ign“‘“ teng cua not 200 0 347 4 987 1 5
Chinh sich doi tra 200 0| 346 30 992 1 5
hang

00 luong va chung 200 0 342 4 1.048 1 5
oyquang cdocianot a0 0 298 3| 997 1 5
Bau khong khi 200 0 294 3 1.099 1 5
Toc do giao hang 200 0] 2.84 2| 1.005 1 5
Dich vu hau mai 200 0, 278 2| 1.109 1 5
V1 trf cua noi ban 200 0 276 3 1.091 1 5
hang

Bai gii xe 200 0 230 2| 1.036 1 5
Gid md cira 200 0 222 2| 1.018 1 5

Nhitng ddnh gid clia khich hang vé TTPM Trong Diic dugc thé hién qua
Béng 3.19. Gid tri 1 biéu hién cta su rat khong dong y va 5 1a rat déng y. Theo thi
tu giam dan, Bang 3.19 cho thdy céc phat biéu vé Trong Ditc ma khach hang déng y
nhi€u nhat dén rat khong dong y. Vé sinh sach sé duoc khiach hang dong y nhiéu

nhat. Xem tan sO va tan suat cta ting y kién & Phu luc 5.
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Bang 3.19 Panh gia cia khach hang vé TTPM Trong Piic

Dénh gid clia khdch Méau Trung = Gia tri bo Gia tri | Gia tri
bine o Troma Bge | Gt | | binh | thuong | lech | nho | Ién
£ nE hop 1é y cong giap | chuidn | nhit nhat

V¢ sinh rat sach s€ 108 92 4.01 5 952 2 5
Gi0 mo ctra thuén tién 109 91 3.94 5| 1.065 1 5
Bau khong khi than 109 91| 347 30 939 1 5
thién, gan giii
Ché do bao hanh t6t 109 o1 328 3795 2 5
Nhan vién nhiét tinh 109 91 323 4 867 1 5
trong khi phuc vu
Chinh sdch doi trd hang 108 92| 321 3 821 1 5
hop 1y
Gid carehonnhiimgnoi | 59| 91| 33 4 915 1 5
khac
Trung bay dep, bat mét 108 92 3.8 3| 841 1 5
San pham luon dam bdo | 151 9o 316 4 944 1 5
chat luong
Khong gian rong rai 108 92 3.16 3] 1.104 1 5
Giao hang ding hen 107 93 3.12 3 .887 1 5
Nhan vién luon hung 108 92 312 3 944 1 5
dan st dung chu déo
Nhan vién lich sy, nha 108 92| 3.00 3 933 1 5
nhan
Nhan vién luon & van 108 92| 302 3 927 1 5
lua chon san pham
Nhén vién c6 trinh dg 108 92 2.99 3755 1 5
chuyén nghiép
Dichvu cham séc khdch | 5g 1 95| 598 30 957 1 5
hang tot
Nhan vién rit am hieu vé| g 92| 297 30 859 1 5
san pham
Thoang mat 108 92 292 3 1112 1 5
San pham mdi, tan thoi 109 91| 2.84 3 735 1 5
Bdp tng nhu caunhanh 501 gy 1 5 76 3 895 1 5
chong
Pay du cac mat hang
kir, khi dien iy 109 o1 2.64 3 877 1
C6 uy tin déng tin cay 108 92 2.64 3 990 1
Cam gidc thodi mdi, de 108 2 263 2 804 1 5
chiu khi dén mua sam
€6 chuong trinh khuyén | 591 95| 563 3 1.073 1 5
mai hap dan
50 lugng mat hang nhieu| g 91| 258 885 1 5
dé lua chon
Nhu siéu thi hién dai 108 92 2.10 2| 820 1 5
Noi tiéng, duoc nhicu 107 93| 201 2 830 | 5
nguoi biét dén
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POI THU CANH TRANH
Mot s6 thong tin chi tiét vé cac doanh nghiép kinh doanh hang kim khi dién

mdy bao gém tdm nhin, st mang, dinh vi, logo, khiu hiéu (xem Phu luc 3). Bang

3.20 thé hién diém manh va yé&u clia cac doanh nghiép nay.

Bang 3.20 Diém manh va diém yéu ciia cac Trung tam dién may

hang mua hang ré, giam gia.

Kha nang tai chinh manh

DPuoc nhiéu nguoi biét

Hoat dong quang cdo, khuyén
mai manh va thuong xuyén.

C6 ap luc v6i nha san xuat

Dién tich mat bang rong.

TT | Poi thu Piém manh Piém yéu
1 | Nguyén Hé thong nhan dién t6t - Quy mo 16n nén thuc hién mot
Kim TAm nhin va st mang thuwong | sO chuong trinh khong triét
hiéu dugc xdc dinh 16 rang. de.
Dinh vi thuong hiéu khac biét va | - Hang khuyén mai la céc
dan dau. model cii va kho ban.
Chién luoc truyén thong hiéu qua
Nhan vién chuyén nghiép
Kha nang tai chinh manh
C6 uy tin thuong hiéu
C6 kha nang thuong luong va
lién két v6i nha san xuét.
Vi tri kinh doanh thuan 1gi, dién
tich rong, hang hoa phong phu,
trung bay bat mat.
Thuc hién ch€ d6 bao hanh, hau
mai tot.
2 | Thién Chién lugc truyén thong thu hit | - Hé thong nhan dién thuong
Hoa dugc su chu y cta khach hang hiéu chua that su tot
Nhan vién phuc vu tot - Tam nhin va st mang thuong
Kha nang tai chinh manh hiéu khong c6 gi néi bat
Duoc nhiéu nguoi biét dén. - Khong c6 dinh vi khac biét
Ché do bdo hanh va chiam séc | - Hang ton kho nhiéu
khach hang t6t. - Hang ho4 trung bay khong bat
Hang hoa nhiéu. mat, kho tim thay.
Khong khi gan giii va than mat
3 | Cho Thuc hién chién lugc truyén |- Hé thong nhan dién thuong
Lén thong gay chud y va thu hit khach |  hiéu khong nhat quan

- Khong tim thdy tdm nhin va
st mang thuong hi¢u

- Dinh vi thuong hiéu khong c6
g1 khac biét

- Théai do va phong cidch lam
viéc ctia nhan vién chua tot.

- Phan tan va thi€u tap trung
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Bang 3.20 Piém manh va diém yéu cta cac Trung tam dién may (/iép theo)

TT | Poi thu Piém manh Diém yéu
4 | Ideas Chién lugc truyén thong thu hit | - Hé thong nhan dién thuong
khich hang hi¢u chua manh
Thuong hiéu dugc bi€t dén |- Tam nhin va st mang thuong
nhung khong nhiéu hiéu khong tim thay
Bén hang cao cip, model méi Dinh vi thuong hiéu khong c6
Nhan vién chuyén nghiép Khong dam bao duogc cac cam
két vdi khach hang.
5 | LocLe Kha nang tai chinh manh Tam nhin va st mang thuong
C6 uy tin cua thuong hi¢u hiéu van con chung chung
Giam gia manh, 16i kéo khach Dinh vi thuong hiéu dugc xac
hang. dinh nhung chua r0 nét
C6 moi quan hé véi nha san xuat. ba ngung hoat dong ban 1¢.
6 | Gia Kha nang tai chinh manh H¢ thong nhan dién chua tot
Thanh Luong hang hod tuong déi phong | - TAm nhin va st mang thuong
phu hiéu con chung chung
Dién tich mat bang rong Dinh vi thuong hiéu khong c6
C6 chién luogc truyén thong thich | gi khic biét
hop. Chua chuyén nghiép
Trung bay khong bat mat
7 | Tran Kha nang tai chinh manh Hé thong nhan dién con nhiéu
The Hoat dong lau nam thi€u sét
Gid ban mot sO mat hang thap Tam nhin va st mang thuong
hon thi trudng hi¢u khong c6
Thuc hién mot s6 chuong trinh | - Chua dinh vi thuong hiéu
khuyén mai cho khach hang. Nhan vién phuc vu khong tot.
8 | Tan Mit bang rong rai Hé thong nhan dién chua tot
Binh C6 cac chuong trinh khuyén mai. Dinh vi chua duogc xdc dinh
Nhan vién nhiét tinh va chu ddo Trung bay khong bat mat.
Vi tri thuan loi Hang hod it
9 | Phan C6 xay dung hé thong nhan dién Chua thé hién nhét quéan dugc
Khang Tam nhin va st mang dugc xdc | cdc yé€u to cua thuong hiéu.

dinh mot cach ro rang

Dinh vi c6 su khac biét

Truyén thong hiéu qua.

Phong céch chuyén nghiép

Kha nang tai chinh manh

C6 uy tin ctia thuong hiéu

Vi tri kinh doanh thuan lgi, dién
tich rong, trung bay dep.

Mait hang da dang, phong phi

Hé théng nhan dién chua duoc
chudn ho4 triét dé.

Khong thuc hién nhitng cam
két v6i khach hang.
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Bang 3.20 Piém manh va diém yéu cta cac Trung tam dién may (/iép theo)

TT

Doi thu

Piém manh

Piém yéu

10

Hoang
Vinh

Kha nang tai chinh tuwong doi
manh

Khach hang c6 biét dén nhung
chua nhiéu.

Dién tich rong, nhiéu hang hoa

Thuc hién cac chuong trinh
quang cdo, khuyén mai thu hat
khach hang.

Hé thong nhan dién thuong
hiéu chua t6t

Chua xac dinh tam nhin va
st mang thuong hiéu.

Dinh vi chua rd nét

Trung bay khong bat mat.

11

Hoang
binh

Vi tri thuan loi, dién tich rong.
Nhiéu chtng loai hang hoa.

Gia tuong doi thap va linh hoat
C6 dinh hudéng phét trién thong
qua tam nhin va st mang
thuong hiéu.

Hé thong nhan dién chua tot
Dinh vi thuong hiéu khong
c6 gi khéic biét

Trung bay khong dep.

Nhan vién khong chuyén
nghiép.

12

Ta
Trinh

Hang hoa phong phu da dang.
C6 thuc hién mot s6 chuong
trinh thu hit sy chd y cha
khach hang.

Hé thong nhan dién chua ro
Trung bay khong bat mat.
Gia cao

13

Hoang
Kim

C6 chuong trinh khuyén mai
Lién két v6i Hoang Linh, Tién
Diing vi cing mot chu s& hitu

Hé thong nhan dién chua tot
Phuc vu khong tot, thi€u
nhiét tinh

14

Tién
Diing

Puoc su bao trg va lién két véi
cac cua hang khac c6 cung chu
s& hitu, thong nhat vé gia ca.

Chung loai it
Trung bay khong bat mat.
Khong than thién

15

Hoang
Linh

Mit bang rong, nhiéu hang hoa
C6 chuong trinh khuyén mai
Khach hang biét dén nhiéu

Hé théng nhan dién chua 1o
Théi do nhan vién khong
tot.

16

Hoang
Cuong

Trung bay bat mat
Nhan vién than thién

Hé thong nhan dién con yéu
Khong thu hiit khich hang

17

Dinh
Huy
Hoang

Gia mot s6 mat hang tuong doi
thap hon thi truong

Than mat va gan giii

Quang cao

Hé thong nhan dién chua 1o
Hang khong méi
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KET LUAN CHUONG 3

Tir két qua clia cudc nghién cttu cho thdy tinh hinh hién tai ctia thuong hiéu
Trong Dic dang gap nhi€éu khé khan. Hinh anh Trung tam dién mdy Trong Dic
chua 16 nét trong tam tri nguoi tiéu dung. Mitc do nhan bi€t con rat thap. Khong cé
mot thong diép cu thé nao dugc ngudi tiéu ding cam nhan mot cach ro rang. Nhitng
cam nhan cta khach hang vé Trong Diic khong c6 gi dac biét. Diéu khién khach
hang nhé dén Trong Duc cling khong gi dac trung va khac biét. Lgi ich cam xdc va
chiic nang cua thuong hiéu cling chua dugc xay dung. Cong ty ciing khong xac dinh
khach hang muc tiéu va dinh vi thuong hiéu. Tam nhin va st mang thuong hiéu cling
khong c6. Cac thiét k& chuin hod vé logo, mau séc, kich c& va ki€u chit cling khong

duogc cha y.

Vé tinh hinh ndi bd Cong ty thi nang luc lanh dao kém, khong c6 nha quan tri
thuong hiéu. Nhan su khong 6n dinh, mic do gin bé v6i Cong ty thap. Nhan vién
khong hai 1ong vé cong viéc hién tai va khong tu hao vé Cong ty noi minh dang lam
viéc. Cac chién lugc kinh doanh khong hé trg cho hoat dong xay dung va phat trién

thuong hiéu.

Céc doi thu canh tranh c6 1gi th€ hon vé€ mat tai chinh, nhan su. Tuy nhién
van con nhitng diém ma Trong Diic ¢6 thé tap trung tot hon nhu chat lugng dich vu,

su than thién va dang tin cay.

Dé trd thanh mot thuong hiéu manh, duoc khach hang biét dén, yéu thich va

trung thanh, Trong Dic can giai quyét cac van dé sau:

- Xac dinh tAm nhin va sit mang thuong hiéu

- Dinh vi thuong hiéu theo khach hang muc tiéu va theo doéi thu

- Chudn ho4 hé théng nhan dién thuong hiéu

- Xay dung chién lugc truyén thong

- Thuc hién céc chién luge dong bo dé phat trién

- Giam sat va do luong két qua

T4t ca nhitng van dé nay s€ duoc ban luan trong chuong tié€p theo.
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CHUONG 4: CHIEN LUQC XAY DUNG VA
PHAT TRIEN THUONG HIEU TRONG PUC

4.1 CHIEN LUGC TONG THE

4.1.1 XAC PINH TAM NHIN VA SUMANG THUONG HIEU

Hién tai Cong ty TNHH Duong Trong Dic chua xay dung mot tam nhin va
stt mang cho thuong hiéu. Ma nhu da phan tich & Chuong 1 thi ching c6 vai tro va
tAm quan trong rit 16n trong viéc dinh huéng va lam nén tang viing chic dé xay
dung thuong hiéu thanh cong. Cho nén viéc can lam truéc nhat la xac dinh cho

Trong Pic mot tam nhin va sit mang.

Dé thuc hién diéu nay, Cong ty can phai c6 k& hoach cu thé vé con ngudi, chi
phi, thoi han va nhitng viéc phai lam. Budc dau tién la tim ki€m y tudng va hinh
thanh nhitng y tudng ban dau. Cic y tudng nay doi hoi phai ¢6 mot sy méi mé va
sang tao, néu tién phong dan dau thi cang tot. Cong ty s€ di tim y tudng trén co s&
tra 10i cdc cau hoi: “Trong Dic mudn dat duge diéu gi va mudn trd thanh nhu thé
nao trong tuong lai 1au dai?” va “ly do ton tai cia Trong Dic 1a gi, muc tiéu dai han

ma Trong Dic cam két v6i khach hang 1a gi? loi ich mang lai cho khach hang la gi?.

Budc ti€p theo la khao sat moi truong bén ngoai, chd y dén tam nhin va st
mang cua d6i thu dé tranh 1ap lai y tudng cua ho. Thuc t€ cho thay, Nguyén Kim va
Phan Khang Ia hai trung tdm c6 tdm nhin xa va st mang huéng dén khach hang.
TAm nhin cia Nguyén kim 12 trd thanh mot “trung tam one stop shop'”. St mang
ctia Phan Khang 12 “sinh ra dé phuc vu”. Céc trung tAm con lai gan nhu khong c6
mot tAm nhin va st mang 16 rang hodc c6 nhung khong thé hién dugc mot tim nhin
chién luge, mot st mang thu hit su chid y cia khach hang va dinh huéng cho hoat

dong xay dung va phat trién thuong hiéu

* C6 thé hiu 1a trung tdm phuc vu dam béo (chi can dén mot 1an 1a xong) hogic khoi phai di dau ca (noi day
c6 du mat hang, khong can phai di cho khéac xa x6i) hodc den dau thi dén, di dau thi di nhung noi dung chén
cuoi cung van la noi day.
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Sau d6 xdc dinh lai cac y tudng ban dau cung véi viéc danh gia di€u kién va
nang luc noi bo dé dam bao xay dung mot tAm nhin va sit mang c6 tinh kha thi. Cudi
cung 1a phét biéu tAm nhin va tuyén bo st mang cta thuong hiéu Trong Puc, t6 chiic
thuc hién, theo doi, ddnh gia va diéu chinh.

V6i tinh hinh hién tai, Trong Dic c6 thé xdc dinh mot tim nhin phut hgp véi
thuc t€. Vi du: “sé trd thanh mot trung tdm nho nhung thuc hién t6t nhat yéu cau cua
khach hang ”. Va sit mang nén huéng dén khach hang: “Sit mang cta Trong Dic 1a
luon nd luc dé mang dén cho ngudi tiéu dung nhitng gi4 tri tot dep clia cudc song,

dam bao khéach hang luon hai 1ong vé Trong Dic”

4.1.2 PINH VI THUONG HIEU

Sau khi di c6 tAm nhin va st mang, Cong ty can phai xay dung dinh vi dé x4c
dinh mot vi tri cia Trong Dic trong tam tri khach hang. Vi trf nao va lam sao dé dat
duoc vi tri d6? Thi nhat, can xem xét dinh vi clia cadc d6i tha canh tranh. Trong s6
cac TTDM thi dinh vi cia Nguyén Kim 1a rd rang nhat. Tuyén bs dinh vi ctia ho 1a
khang dinh mot vi trf tich biét tai Viét Nam, 12 trung tAm mang tim véc quoc t&
dién hinh tai Viét Nam va khu vuc Pong Nam A. Cic TTPM khéc khong c6 dinh vi

10 rang hoac cé nhung hét stic chung chung, khong c6 gi doc dao va khac biét.

Tha hai, can phai quan tam dén khach hang muc tiéu. Tir két qua nghién citu
cho thdy nhiing yéu t6 lam khdch hang nho dén Trong Dirc gobm: gia ca (gid ban linh
hoat va c¢6 thé thuong luong dugc) chi€m 26,3%, ciach phuc vu tot va than thién
22.8%"'°. Theo cdm nhdn cliia khach hang, 9% cho ring Trong Puc ¢ gid ban tot
hon céc trung tam khac, 23,1% cho rang Trong Dic ¢6 phong cach phuc vu tot".
Theo y kién cua khach hang, nhiing diém t6t ctia Trong Pic 1a: gia ré va linh hoat
(chi€m 21,2%), san phdm dam bao chat lugng (chi€m 3,5%), phuc vu tot (chi€m
21,2%) va ¢6 uy tin (chiém 8,2%)'®. Tém lai, nhitng diéu ma khdch hang cam nhan
va danh gid vé Trong Dic, nhitng diéu khién khiach hang nhG dén Trong Diic chung

quy lai gdm c6 gid ca, cach phuc vu va chit luong san pham.

'® Cong ty 1é cia hai y&u t& phuc vu t6t 14% va than thién 8,8%. C6 thé xem lai Bang 3.12 & trang 51
' Nguén: Bang 3.13 & trang 51
'8 Nguon: Bang 3.15 & trang 52
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Tuy nhién, gia ca khong phai 1a mot lgi thé riéng cua Trong Dic, bdi cac
TTPM khéc c6 chién luge gid hdp din hon va so vé lau dai Trong Pic khong thé
canh tranh vé€ gid duoc. Vi kha nang tai chinh gidi han, luong hang tiéu thu it nén
khong thé ¢6 thuong luong tot nhét véi nha cung cap. Dac biét so v6i Tran Thé, Gia
Thanh thi Trong Diic con chua thé canh tranh vé gia huodng chi 1a cic dai gia nhu
Nguyén Kim, Thién Hoa, Phan Khang. Vi thé s& khong phai 1a 19i th€ canh tranh
bén vitng néu Trong Dic dinh vi theo gia ca.

Chat luong ciing khong phai 1a vu th€ bén viing vi cdc san phdm béan & cdc
trung tam dién mdy dudng nhu ¢ su khac biét dang ké nao. Pong y ring viéc kiém
tra chét lugng hang hoa va dam bao chét lugng san pham khi cung cdp cho khach
hang 1a viéc 1am can thiét dé xay dung thuong hiéu. Nhung né khong phai 1a dic
diém riéng clia Trong Diic, cic trung tAm khéc cling c6 san phdm véi chit luong
twong tu. Do vay, Cong ty cling khong nén dinh vi theo chat luong san pham.

Vi thé, Cong ty nén dinh vi & nhitng khia canh c¢6 thé tao ra loi thé canh tranh
tuong doi bén vitng. Vi du tim ki€m nhiing gia tri két noi vé mat tinh than, nhiing
cam gidc than thién va ddng tin cay, v.v. dé dinh vi thuong hiéu Trong Ditc. Nhu da
vira néu ra & phan trudc, cach phuc vu la yéu t6 duoc khach hang nhé dén va danh
gia cao. Vi dich vu c6 chat luong cao bén canh viéc cung cip hang hoda, mdt phong
cach phuc vu dem lai su hai 1dong nhat 1a nhitng di€ém c6 thé gitip Trong Diic tao ra
dugc nét khdc biét. Cdc doi thu sé& khé bat chude hodc néu ho ti€n hanh dinh vi
twong tu thi cling khong bat kip vi quy mo ho 16n dong thoi Trong Duc da di trudc
nén sé ¢ nhiing 1oi thé riéng. T4t ca nhitng cong viéc ma Trong Dic cin 1am nhiam
muc dich thiét 1ap mot vi tri trong tri nhé khach hang vé mot hinh anh Trong Diic
tuy nho nhung phuc vu chu ddo va lam hai long khach hang. Thé hién cho khach
hang biét ring khi dén TTDPM Trong Ditc ho s€ nhan dugc nhiéu loi ich va gid tri

nhat, duoc thod man nhu cau cao nhat.
4.1.3 PHAN TICH SWOT

Qua két qua nghién cttu c6 thé ti€n hanh phan tich SWOT va cdc chién lugc

két hgp cho hoat dong xay dung va phat trién thuong hiéu Trong Pic nhu sau:
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Phan tich SWOT cho hoat
dong xay dung va phat
trién thuong hiéu

Co hoi

1. Kinh t€ phat trién, thu
nhép tang

2. Doi song ngay cang
cao, can nhiéu thiét bi
hién dai dap tng cho
cudc song.

3. Van hod tiéu dung
ngay cang cao

Nguy co

1. Cac nha san xudt m& cic
clra hang ban 1€ cho riéng
minh

2. Nhiéu doi thi tiém 4n
dang chudn bi tham nhap
va phét trién thi truong.

3. Bién dong gid, theo xu
huéng gid cang ngay
cang giam.

4. Dich vu bdn hang qua
mang dang phét trién rAm
10.

5. Trong khu vuc c6 qui
nhiéu trung tam, siéu thi
dién may.

Piém manh Cac chién lugc SO Cac chién luge ST
1. Gia ré hon cac trung tam | 1. Chién lugc giam gia 1. Tao ra su khdc biét dé
dien mdy khdc trong dé thu hdt cac khich ciac doi thii tiém 4n
cung khu vuc. hang nhay cam vé khong bat kip.
2. Trung bay dep, bat mat, | — gid. 2. Giit chan khach hang
c6 nguyén tac. 2. Dép tng nhitng mong
3. To6c do giao hang nhanh, doi cua khach hang.
ddp dng yéu cadu vé thoi | 3. Cham séc va uvu dai
gian. khdch hang than
4. Khong c6 hang ton kho. quen, tao su gan bo
5. C6 nhiéu khich hang va trung thanh.
than quen.
6. Nhiéu kinh nghiém trong
linh vuc hoat dong.
7. Nam trong khu vuc mua
bin hang kim khi dién
may cua thanh pho.
Diém yéu Cic chién lugec WO Cic chién lugc WT
I. Kha nang @i chinh yeu. | I+ Chién lugc truyen |y = ypo pane o6 Tugng nhiéu
. L4 thong dé thu hit su 2 , 2 e
2. Marketing yéu kém P , dé duogc bao tro gid, giam
N A R chi y cua khich AR
3. BO phan bao hanh quy hi chi phi va rui ro.
mo nho. ’ Tang. (ef An t ) 2. Xay dung trang web cung
4. Vi trf kinh doanh khong | = 18 T A1 VS 3| cdp thong tin cho khdch
thuén loi. cam glac thoal mal hang hodc bian hang qua
< p - N khi dén ctra hang. A
5. Khong ban nhitng hang . . N mang néu can.
Y 3. Tang so6 luong hang
cao cap véi gid cao. P N .
< N P hod va thém céac
6. SO lugng hang hoa con ft, ) R
, . R chung loai dé khach
chung loai ngheo nan. hane lua oh
7. Kha nang thuong luong ang ltrfa chon.

v6i nha cung cip, hang
san xuat khong cao.
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4.2 CHUAN HOA THUONG HIEU
Chuén ho4 1a hoat dong nhiam gitip khach hang dé dang ghi nhG va nhan
biét Trong Puc thong qua viéc thé hién nhat quan tat ca cic yéu t6 cua thuong hiéu

tlr hinh thitc dén noi dung béing céch thiét 1ap cdc quy tic va chuan muc.
4.2.1 CHUAN HOA HE THONG NHAN DIEN

Mitc do nhan biét cta khach hang vé Trong Duc con rat thap. Trén thi
truong, gan nhu khach hang hoan toan khong biét vé TTPM Trong Ditc. Xem lai
két qua & Bang 3.11, ¢6 80% khéach hang khong biét gi vé Trong Dic va 19% chi
biét tén. Chudn hoa hé thong nhan dién 1a mot trong nhitng viéc gitp nang cao ty 1¢
nhan biét ctia cho khich hang vé TTPM Trong Duc.

Hé thong nhan dién 1a nhitng gi ma khdch hang c6 thé nhin thdy, nghe va
cam nhan duoc badi cac gidc quan cua con nguoi. Hé thong nhan dién ma Trong Dic
can chuin hod bao gém: tén goi, logo, cau khau hiéu, am nhac, bao bi, mau sic,
kiéu chit va kich ¢, website, bang gid tai clra hang, bang hiéu, tai liéu quang cdo (to
buém, brochure, catalogue), vat dung quang cédo, vat dung van phong (van ban, gidy
to giao dich, bao thu, danh thi€p, thé nhan vién), cach trang tri clra hang va trung
bay hang hod, phong cach lam viéc ctia nhan vién, cach tng xtr v6i khach hang,
cach tra 16i dién thoai, b6 cuc van ban va thong tin dudi dang chit viét nhu dia chi,

dién thoai, fax, email, website, khau hiéu v.v.

4.2.1.1 THONG NHAT TEN GOI

Nhu da phan tich & Chuong 3, bang hiéu tai 538 Hoang Van Thu 1a TTbM
Trong Duc, tai 44 Quang Trung 1a TTPM Duong Trong Duc. Dong chir “Cong ty
TNHH Duong Trong Duc” ciing duoc dat tai hai trung tam. Trén bang gia cac san
pham ghi “TTDM Trong Dtc” va ¢6 lic ghi “TTDM Duong Trong Diic”. Diéu nay
cho thdy tén goi khong nhat quan, 1am cho khéach hang béi roi va khé hi€u. Vi vay,
Cong ty nén chon mot tén goi duy nhat va thé hién nhat quan & moi liic moi noi.

Thuc t€, tén Trong Puc da dugc nguoi tiéu dung biét dén trong 25 nam qua,

né ngin gon, dé nhé va thé hién t6t hon vé mat ¥ nghia tir ngit so véi Duong Trong
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Dic. Vi vay, Cong ty nén chon Trong Duc lam tén thuong hiéu. Mot van dé nita 1a
Cong ty chi nén tap trung vao tén thuong hiéu ma nhiéu nguoi biét dén va quan tam.
Con “Cong ty TNHH Duong Trong Duc” khach hang khong quan tam, dai dong va
kh6 nhd. Vay khong can phai dat bang hiéu 16n dé quang cdo vé “Cong ty TNHH
Duong Trong Buc” ma nén thay vao dé 1a “TTDPM Trong Duc”.

4.2.1.2 GIAI THICH Y NGHIA CUA LOGO

Logo ctia Trong Puic' c6 dang hinh tron. C4c chi tiét triru tugng va kho hiéu.
Vi thé khong phat huy duoc vai tro gidp khach hang nhan biét va goi nhé thuong
hiéu. Ngay ca dén nhan vién ctia Cong ty ciing khong hiéu dugc y nghia cta logo.
Gan nhu 100% nhan vién khong biét logo mudn néi 1én dicu gi. Boéi mot diéu don
gian, Cong ty da thué thi€t k€ logo dé c6 mot logo ma khong biét né ¢6 nghia gi va
tic dung nhu thé€ nao. Tham chi 1lanh dao ciing khong biét minh muon gi & logo thi
lam sao truyén dat dugc dén nhan vién.

Do d6, viéc can lam tru6c nhat 1 giai thich cho moi ngudi trong Cong ty hiéu
0 ¥ nghia clia logo. Sau d6 tién hanh cdc hoat dong dé giai thich y nghia ctia logo
cho cong chiing. Chéng han tham gia vao mang thuong hiéu viét, giai thich y nghia
thuong hiéu, y nghia cta logo. Hoac thong qua cac tai liéu ctia Cong ty, cic chuong
trinh gii thiéu dé nguoi tieu dung hiéu duoc logo ctia Cong ty. Hodc néu khong phi
hop, hoic khé ¢6 thé giai thich duoc y nghia thi c6 thé sit dung mot logo méi véi
hinh anh va y nghia méi. Vi logo dugc stt dung chi khoang 2 nam va mic do nhan
biét logo cua khach hang con rat thap.

Du la st dung logo hién tai hay thi€t k€ mot logo mdi thi ciing can phai cé
cac thong s6 k§ thuat vé logo. Hinh 4nh d6 hoa, nhitng quy dinh dé ddm béo ring né

luon dugc dam bao thé hién chinh xdc va giong nhau trong tit cd moi 1an xuat hién.

4213 XAY DUNG CAU KHAU HIEU
Khau hiéu 12 mot yéu t6 rat quan trong dé chuyén tai thong diép cua thuong
hiéu dén véi khach hang, gidp khach hang nhan biét va hiéu dugc y nghia cla

thuong hiéu, cung c6 dinh vi thuong hiéu. Trén thuc t€, Cong ty chua c6 mot cau

" Xem Phu lyc 4
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khau hiéu dé thuc hién vai tro dé. Viéc xay dung cau khdu hiéu 1a rit cin thiet. Dé
c6 duoc mot cau khau hiéu dép ung duoc yéu cau, Cong ty cidn xem lai dinh vi clia
thuong hiéu, tham khao cau kh4u hiéu cta d6i thu. Hién nay, cdc cau khau hiéu cua
ciac TTDM rét chung chung, tring lap nhau, khong thdy c6 su khac biét rd rét.
Chang han “Gia Thanh 12 trung tam mua sam 1y tuéng clia moi gia dinh”, “Hoang
Dinh trung tAm mua sam 1y tudng, trung tam chuyén nghiép”. Riéng Nguyén Kim
thé hién rat ro rang vé dinh hudng khich hang thong qua khau hiéu: “Tat ca vi
khach hang, tat ca cho khach hang”.

Cong ty nén ky hop déng vdi cdc cong ty chuyén nghiép hoic t6 chitc cudc
thi sang tdc cau khiu hiéu cho Trong Pic & quy mo noi bo Cong ty. Cc y tudng
dua trén tdm nhin va dinh vi ctia thuong hiéu va phu hgp véi tinh hinh hién tai. C6

29 ¢¢

thé tim ki€ém y tudng & cic khia canh nhu “nhd nhung phuc vu t6t”, “than thién va

29 46 29 &6

dang tin cay”, “dam bao su hai long 16n nhat”, “phuc vu chu ddo nhat”.

42.1.4 CHON MAU SAC CHU PAO

Mau sic anh hudng dén trang thdi tam 1y ctia con ngudi. Pong thoi déng vai
tro quan trong trong viéc nhan dién thuong hiéu. Hién nay, Trong Puc chua c6 mot
mau cha dao dai dién cho thuong hiéu. Cira hang trang tri mau trang bac, logo c6
mau vang, bang hiéu mau xanh duong, tén Trong Duc lic mau xanh, Iic mau do.
V6i mot loat mau sic nhu vay rat khé dé ghi nhé vao tam tri khach hang. Vi vay,

can chon mot mau chii dao va thé hién mau nay nhat quan & tat cad moi noi.

Qua nghién ctu cho thay da s6 cac TTPDM déu chon mau xanh lam mau chu
dao, Nguyén Kim da chon mau xanh két hgp v6i dd, mau cam la mau chu dao cta
Phan Khang. Tuy nhién, mau do chua ¢6 TTDM nao thé hién. Néu Trong Dic chon
mau nay, né ¢ thé tao su nodi bat, thu hit su chi y clia moi ngudi. Péng thdi né
twong phan véi mau sac ctia cic TTDM khdc. Mau do lai ma thich hgp cho viéc ban
1é. Song mot diéu cin can nhéc 1a logo cua Cong ty ¢6 mau vang. Liéu ¢6 nén chon
mau vang la mau cht dao hay khong. Nhung logo cua Cong ty chi c6 mot mau vang
déng nhat nén van c¢6 thé chon mau do 12 mau chli dao va mau vang s& duoc chon

lam mau phu két hop véi sac do.
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4.2.1.5 TRANG TRI LAI CUA HANG

Trung tam dién may Trong Puc ¢ 538 Hoang Van Thu 1a doan duong mot
chiéu. O vi trf nay rdt bat loi. Clra hang lai khong c6 gi ndi bat, trong cé vé cii ky.
Theo két qua nghién ctu thi 16,7% khéch hang cho rang Trung tam Trong Dic nhd
hep va néng. Vi vay, can phai trang tri that 4n tuong va noi bat dé thu hiit su chd y
ctia khdch hang. Tao cho clta hang mot bo mat méi va dep. Cong ty c6 thé son lai
ctra hang, chon mau son theo mau sic cha dao. Stra chita lai via he, khong dé xe clia
nhan vién trudc clra hang. Bang hiéu gin tén Trong Diic cling can dugc trang tri lai.
Trung bay, sap x€p lai hang hod trén ké, vé sinh ctra hang sach s&, md mdy lanh cho
khong khi thoang mat. Trang tri hoa tuci, tao khung canh thoai mai cho khach dén
ctra hang. Va diéu quan trong 1a nén trang tri giong nhau & hai dia diém kinh doanh

d€ khach hang cam nhan nhu xuét phét tir mot noi.

4.2.1.6 AMNHAC

Am nhac c6 su anh hudng dén tam trang con ngudi. Pac biét doi véi mot
trung tam bén 1€ thi yéu t6 &m nhac can phai duoc chi y nhiéu hon. Hién tai, nhac
dugc m& & Trung tam Trong Pic bao gom nhiéu loai, khong theo mot quy chuén
nao. Vi vay, Cong ty nén xac dinh loai nhac nao s€ duoc mé. Khi budc chan vao
trung tdm, &m thanh dau tién khach hang nghe thdy 1a gi? Giai diéu vui tuoi, nhanh
hay cham, nhe nhanh hay manh mé phu thudc vao tinh cach cua khach hang muc
tieu va diéu ma Trong Dic mudn goi dén khach hang 1a gi. N6 gép phan tao an
tuong, lam khach hang nhé va ¢6 cam giac dé chiu, thoai mai. Thoi gian nao thich
hop dé€ m& nhac. Budi sang, lic moi nguoi bat ddu mot ngdy méi va trén dudng di
lam, ngang qua cra hang, mot loai nhac vui tuoi s& rat thich hop. Budi chiéu, gid tan
sG, mot loai nhac manh s€ thu hit dugc su chi y sau mot ngay lam viéc mét moi.
Budi t6i, mot loai nhac nhe nhang thich hop cho khach dén tham quan, mua sam.

Nhitng gio con lai 1a thoi gian nghi ngoi.
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4217 CHUAN HOA CAC YEU TO KHAC

Kiéu chit va kich c& la c4c yéu t6 can phai chuin hoé dé ching xudt hién déu
dan trong cac tai liéu, gidy to giao dich, quang cdo, bang gia tai clra hang, bang
hiéu. Trong Duc lic sit dung phong chir Arial Black (khong bo dédu tiéng viét), lic
stt dung phong chit VN-Time. Trong Dtic nén chon hai phong chit 1am chuén, mot
loai phong chit c6 chan va mot loai phong chit khong c¢6 chan dé phoi hop sir dung.
Kiéu chit ¢6 chan dé nhin va dep dé thé hién mot noi dung dai con kiéu chit khong
chan sir dung cho cic tiéu dé hoac doan van ngan.

Van ban, gidy to giao dich, bao thu, danh thié€p, thé nhan vién, dong phuc,
cac thong tin duéi dang chit viét nhu tén cong ty, dia chi, dién thoai, email, webiste,
cau khau hiéu, v.v. 1a nhiing yéu t6 c6 thé lam anh hudng dén cach nhin nhan va
ddnh gid cta khach hang vé€ thuong hiéu. Vi vay, Cong ty cdn phai ¢6 mot chuin
muc vé nhitng y&u t6 ndy mot cidch nhat quin thé hién tinh thAm m§ va chuyén
nghiép. Day 1a nhitng th ¢6 thé céi thién hinh dnh cta Trong Pc trong nhan thic
ctia khach hang.

Chuin hod phong cich lam viéc cuia nhan vién, cach phuc vu khich hang,
céach tra 101 dién thoai, v.v. Vi du cdc nguyén tic dua ra la tuyét doi khong dugc cai
lai khach hang trong bat ctt tinh huéng nao. Khong phai 1a quay hang phu trach
nhung nhan vién ban hang phai luon ¢6 trach nhiém giai thich thac mac khi khach
hang ¢6 yéu cau, v.v... Khi c6 dién thoai goi dén, tat ca nhan vién phai bat dau
bang: “Da, Trong Ptic xin nghe a” hoic khi chuyén mdy cho bo phan khac, phai
ludn c6 cau: “Da, anh/chi vui long doi may a”. Doi véi dién thoai ndi bo: “Da + tén
ngudi nghe”. Cdc nguyén tic can phai dugc cong b6 mot cdch 16 rang dé moi ngudi

c6 thé dé dang thuc hién.

4.3 CHIEN LUOC THUONG HIEU PONG BO

4.3.1 TAT CA TAP TRUNG CHO THUONG HIEU
Viéc xay dung va phat trién thuong hiéu 12 nhiém vu cla tit ca moi ngudi
trong Cong ty chit khong phai ctia riéng mot bo phan nao. Vi vay, moi nhan vién can

phai hiéu va thong sudt dugc y nghia cta viéc xay dung va phat trién thuong hiéu.
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Lanh dao Cong ty nén thudong xuyén danh thoi gian dé€ néi chuyén véi nhan vién vé
thuong hiéu va céch thic hoat dong ctia Trong Diic. Truyén dat dé€ nhan vién hiéu ro
va tin tudng vao gia tri thuong hiéu. Pua ra y tudng va k& hoach cho nhan vién hanh
dong. Tao diéu kién cho nhan vién tham gia vao qua trinh xay dung va thuong hiéu
Trong Diic. Lam cho nhan vién hi€u 16 tim quan trong cua ho, thdi do va hanh vi
ctia ho s€ tac dong manh mé t6i nhan thiic cua khach hang gép phan tao ra mot hinh

anh thuong hiéu t6t hoac khong tot trong long khach hang.

Bo phan nhan su phai hi€u rang, nhitng ing clr vién ciing c6 thé 1a nhiing
khach hang tiém ning hoic c¢6 thé ho s& 1a ngudi tuyén truyén hodc gidi thiéu vé
Trong Duc véi thai do hai long hoac buc minh tuy thuoc cach ma Trong Dic doi xtr
vGi ho. Vi vay, hay doi xtt v6i ho nhu la nhiing vi khach quan trong khi Cong ty c6
chinh sach tuyén dung nhan su. Bo phan k€ toan khi ti€p xdc véi khdch hang, nha
cung cép, co quan thu€ ciing cin c¢6 nhitng chudn muc, tap trung cho viéc xay dung
hinh anh va gia tri cta thuong hiéu. Cac bo phan khac nhu ban hang, giao nhan thi

cang phai hét stc chu y bai vi tiép xuc truc ti€p véi khach hang.

4.3.2 CHIEN LUGC SAN PHAM

Qua nghién cttu cho thay, khach hang muc tiéu ctua Trong Puc chu yéu la d6i
tuong c6 thu nhap trung binh (56%) va thu nhap thap (21%). Vi vay, Cong ty nén
chon nhiing mat hang phu hop véi d6i tuong nay. Ho rat nhay cam vé gia va thuong

chon mua nhing san phdm c6 dung tich, kich c& vira phai.

Bang 3.10 da thé hién 39% ngudi tiéu dung du dinh mua ti vi, 22% du dinh
mua may giat, 26% du dinh mua ta lanh, 17,5% du dinh mua may lanh. Tir d6 Cong
ty ¢6 thé cau tric c4u tric lai danh muc cdc mat hang kinh doanh theo céc san pham
khach hang du dinh mua ¢ Bang 3.10. Tang cdc mat hang ¢6 nhiéu nguoi du dinh
mua, giam nhitng mat hang ¢6 it ngudi du dinh mua. Sap xép khong gian va dién
tich thich hgp cho tiing loai mat hang. D6i véi nhitng mat hang khong ban duoc can

phai c6 k& hoach dé tiéu thu.

Theo cudc nghién ctu, khach hang cho ring mot trong nhitng diém chua t6t

cua Trong Duc 1a hang hoa it (Bang 3.16 cho thay ty 1& nay la 28,1%). Va c6 dén
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téng cong 43% khach khong mua hang & Trong Pic 1a vi hang hod it, khong c¢6 mau
méi va khong ¢6 mat hang ma khach cin mua (xem Bang 3.14). Diéu nay ching to
hang hoa & Trong Duc con ngheéo nan va 1a nguyén nhan cht yéu khién khach hang
bo qua Trong Duc. Do d6, Cong ty nén tang thém s6 lugng san phadm cua nhiéu
ching loai dé 1am phong phu va da dang mat hang. Va doi ngii k§ thuat phai chi y

kiém tra hang trudc khi giao hang cho kh4ch hang dé dam bao chat luong.

4.3.3 CHIEN LUGC PHUC VU KHACH HANG

Bang 3.14 cho thay hon 10% khach khong mua hang & Trong Duc 1a do
khong hai long véi cach phuc vu. Bang 3.13 cho thay gan 8% cam nhan cta khach
hang vé Trong Diic 1a su phuc vu khong tot. Va 63,5% khach hang ¢6 y kién Trong
Dic nén cai tién ve phong cach phuc vu ctiia nhan vién.

Phuc vu khéach hang 1a mot qua trinh dugc t6 chiic dé tao ra mot mai lién két
mang tinh lién tuc tir khi ti€p xdc khach hang 1an diu tién cho dén khi san pham
duoc giao, nhan va dugc st dung. Dé tao ra mot wu thé canh tranh Trong Diic cin
phai tao ra cac gia tri that sy mang lai cho khach hang vuot troi so véi giai phap cta
dai thu canh tranh.

Thi truong ban 1é hang kim khi dién may la mot thi truong ma giita cac san
phdm bén ra khong c6 su khac biét ddng ké nao. Gid tri ma Trong Diic ¢6 thé mang
lai cho khach hang vugt hon d6i thu dong thoi dam bao mang lai 1oi nhuan cho
Cong ty khong thé dua vao yéu t6 san pham. Diéu d6 cho thdy, Trong Diic nén két
hop gitta 1oi ich chitc niang vdi yé€u t6 tinh cam dé mang lai cho thuong hiéu mot nét
dac trung that su trong suy nghi cua khach hang.

Nhu vay, Cong ty can tap trung hoan toan vao viéc lam hai long khach hang.
Moi nhan vién déu phai biét khach hang 1a tai san quy gid cua Cong ty. D6i xur véi
khach hang mot céch tran trong va dé cho khach hang biét ho duoc doi x{ir nhu mot
nhan vat quan trong. Pa s6 khach hang chi dén nhiing noi ho nghi la t6t theo cam
nhan cta ho. Vi vay, Cong ty can d6i xtr tot va tao an tuong ngay tir khi ho bude
chan vao ctra hang. Nhan vién can phai ndm rd khach hang dang gap van dé gi can

gidi quyét va diéu gi s&€ 1am ho hai long. Tur d6, tao su thoai mai cho khich hang va
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tim cdc giai phdp cho céc van dé cta ho.

Qua nghién ctu cho thay, Trong Pic nén tap trung vao nhitng khau sau day

trong qud trinh phuc vu khach hang dé dem dén cho khach hang su hai long:

Phong cach ctia nhan vién ban hang: nhiét tinh, chu ddo, giai quyét thic mac
ctia khach hang.

Dam bdo hang luon sdn c6 dé ddp tng nhu cdu khach hang. Kiém tra chét
luong san pham trudc khi giao hang cho khach hang.

Tu van mua hang: gitp khach hang hi€u 16 diac di€ém, cong dung, cdc thic
hoat dong, do bén, kha ning sira chita, kiéu ding, dé lua chon san phdm phu
vGi nhu cau va kha nang tai chinh.

Giao hang: luon dam bao chuyén giao san phidm cho khdch hang nhanh
chéng va ding hen. Cai tién quy trinh tir dat hang, ghi phi€u, thu tién dén
giao hang nham tao ra tién 1oi hon cho khich hang.

Lap dat va van hanh san pham tai noi khach hang yéu cau.

Huéng dan st dung, bao quan mot cach chu ddo, tan tinh.

Stra chita: dam bao cho ngudi mua san phdm & Trung tam dién may Trong
Dic duoc stra chita tan noi va nhanh chéng. H6 trg k§ thuat cho khach mua
hang & Trong Dric.

Chinh sach doi tra hang: hang hong, bi 16i k§ thuat, khong ding kich ¢, mau
sic, hodc ngay ca khi khach hang cam thay khong hai 1ong ma khong c¢6 bat
ct mot 1y nao. Picu nay lam cho khach hang c¢6 cam gidc yén tam khi mua
hang, tang kha nang mua hang va dat dugc su hai long cao nhat. N6 cling gay
duoc 4n tuong va khang dinh su khéc biét v6i nhitng noi khong c6 ché do déi
tra hang.

Chuong trinh danh cho khach hang: Qua cudc nghién ctu cho thay, khach
hang chua yéu ctia Trong Dic 1a nhitng nguodi rat nhay cam vé gid nén nhiing

mon qua nhan dip 1€, tét sé rat c6 y nghia d6i véi ho.

Cong ty nén thanh 1ap bo phan chim séc khdch hang dé thu thap thong tin va

thudng xuyén lién lac v6i khach hang. C6 thé gbi thiép chiing mimg nhan ngay sinh

nhat, ky niém ngay cudi, dugc deé bat, 1& t6t nghiép, v.v tao su than thién, gin gii va
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thé hién su quan tdm cta Cong ty dén khach hang. Tir d6 xay dung dugc méi quan

hé gin b6 cuia khach hang v6i Cong ty.

4.3.4 CHIEN LUQC NHAN SU

Dé xay dung va phét trién thuong hiéu, con ngudi 1a nhan t6 quan trong déng
vai tro quyét dinh su thanh bai. Chién lugc nhan su truée hét 1a con nguoi thuc trong
vai trd nha quan tri thwong hiéu. Ngudi ¢ trinh do chuyén mon va am hiéu khéach
hang, Iinh vuc hoat dong. Va toan bo nhan su & cac bo phan con lai. Pac biét nhan
vién ban hang la nhitng nguai ti€p xdc véi khach hang. Ho dai dién cho Cong ty va
trong mat khach hang ho chinh 1a Cong ty. Vi vay, cin phai dao tao nhiing kié€n thiic
vé san pham, vé k¥ nang giao ti€p vé phong cach Iam viéc, vé cach doi xir v6i khach
hang, vé€ dich vu cham séc va lam hai long khach hang.

Theo cudc nghién citu, nhan vién trong Cong ty khong cam thay hai long vé
noi 1am viéc clia minh, ho chua cam thay tu hao vé thuong hiéu ma minh dang dai
dién. Xay dung su hiéu biét ctia nhan vién vé Cong ty, vé thuong hiéu ma minh dang
dai dién. Diéu d6 cho thay Cong ty can c6 chinh sdch 6n dinh nhan sy, tao su hai
1dong, gan bo lau dai, nhiét tinh va tan tuy trong cong viéc. Mot trong nhitng diéu
khong hai long 16n nhat ctia nhan vién la ché€ do tién luong. Mic luong qua thap,
moi truong va diéu kién lam viéc thi€u thon. Nén can tang luong, it nhat ciing bang
muc luong thi truong. C6 chinh sach gilt nhan vién gioi, hé thdng danh gia va trao

thuong xing dang.

4.3.5 PANG KY THUONG HIEU

Nhu di thdy & Chuong 3, Trong Diic chua diang ky v6i Cuc So hitu tri tué dé
bao vé thuong hiéu cua minh. Hién nay, trén thi truong cling ¢6 mot trung tam dién
mdy Trong Duc khic v6i quy mo nho hon. Dé ¢6 co sd phdp ly phdt trién viing
manh dong thoi khong phai tranh chdp vé sau nay, Cong ty nén ti€n hanh dang ky
thuong hiéu cang sém cang t6t. Day 1a mot viéc 1am hét siic can thiét va cap bach.
Chi phi dang ky tai Cuc S& hitu va tri tué¢ Viét Nam cho mot nhan hiéu va tén thuong
mai 12 khong nhiéu. Thu tuc ciing khong cé gi qua phic tap. Vi vay, Cong ty c6 thé
tu lién hé v6i Cuc S& hitu tri tué Viét Nam tai Van phong dai dién & TP.HCM hoac

ciing ¢6 thé thong qua cac dich vu ctia cong ty thuc hién dich vu phép 1y.
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44 CHIEN LUGC TRUYEN THONG

Qua nghién cttu cho thay, ty 1& nhan biét Trong Duc rat thap. Trong Dic
cling ¢6 mot lugng khach hang trung thanh tuy khong nhiéu nhung ciing can phai
gitt chan ho. Thong qua chién lugc truyén thong, khach hang sé biét va nhé dén
Trong Didc nhiéu hon, yéu mén va trung thanh véi thuong hiéu cao hon. Nhiing
chién lugc truyén thong thich hop cho Trong Dic la:
4.4.1 CHIEN LUQOC QUANG CAO

Vi khé nang tai chinh han ch€, nén Trong Diic khong thé quang cédc 6 at trén
truyén hinh, bdo chi hodc cac hinh thitc quang céo hap dan nhung chi phi cao. Hon
nita, Trong Diic ciing khong c¢6 nhiéu hang tén kho nhu nhitng trung tam khac dé
ban giam gid thu hit khdch hang. Nén noi dung quang cdo ciia Trong Pic khong thé
thu hidt nhu céc trung tam khéc 1a muc tiéu ban hang truc ti€p. Thay vao d6, Trong

Diic nén tan dung tat ca cac cong cu quang cdo c6 chi phi thap nhu:

- Danh thiép: thiét k& danh thi€p véi chat lugng cao, chon kich ¢, chat liéu mau
sdc phi hop, noi dung danh thi€p cung cép thong tin vé TTDM Trong Diic. In

danh thi€p cho tét ca cac nhan vién va khuyén khich ho st dung.

- Tiéu dé thu, phong bi, bao bi, vian phong pham, hod don, cdc gidy tO giao dich
va cdc &n pham khdc déu néu rd nhiing thong tin vé TTDM Trong Diic dé tao
dac diém nhan dién riéng.

- Quang céo trén trang vang, quang cdo trén internet, cung cap nhiéu thong tin
chi tiét vé TTDM Trong Diic va cic chuong trinh khuyén mai néu ¢6 véi mot
chi phi rat thap.

- Phat hanh cuon sach huéng dan st dung cac mat hang. Trén d6 ghi cac thong
tin vé TTDM Trong Dc.

- Quang cdo trén mot sO t6 bao nhu phu nit, nguoi lao dong phu hop véi doi
tuong khach hang va nhitng méat hang ho quan tam.

- To roi: 1a mot bién phap rat hitu ich khi két hgp véi cac chuong trinh khuyén

mai, giam gid. Chi phi khong 16n va c6 thé dén tan tay ngudi tiéu dung.
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- Thu giéi thiéu: thich hop cho khach hang 1a cdc du 4n, cong trinh, cdc t6 chiic

va doanh nghiép.

- Bia ho so (folder): gidi thiéu chung vé Cong ty va TTDM Trong Diic, thuc hién

trong cac giao dich cta cong ty véi tit ca khach hang.

- Nhan vién ban hang: gidi thiéu tai chd hoac vao thoi gian ngoai gio lam viéc.
4.4.2 CHIEN LUGC QUAN HE CONG CHUNG

Trong Diic 12 mot TTDPM nho nén rat kho dé tao nhitng di€ém néi bat dé cha y
giGi truyén thong va thuc hién hiéu qua hoat dong quan hé cong ching. Tuy nhién,
nhiing giai thudng doat dugc nhu “clra hang xudt sac” cua céc hang Sony, Toshiba,
JVC, Hitachi, Akibi va nhitng hoat dong ma Trong DPuc da tham gia nhu quyén gép
cho hoc sinh ngh¢o, v.v s€ tirng budc gidp Trong Pic xay dung moét hinh anh t6t dep
trong long cong ching. Trong Duc nén ti€p tuc tham gia déng gdp vao quy xoa doi
giam ngheo, tir thién, ctu tro dong bao 1i tut, thién tai han han, quy bao trg chat doc
mau da cam. Tang san pham cho t6 chiic phi lgi nhuan trong céc dot quyén gop,

hodc nhan céc su kién dac biét.

4.4.3 XAY DUNG WEBSITE VA TRUC TUYEN

Chi phi xay dung mot trang web khong qud t6n kém. Cong ty c6 thé béan
hang qua mang internet dong thoi ¢ thé gi6i thiéu moi thong tin vé Cong ty dén véi

khach hang moi lic moi noi.

Trang web phai thudng xuyén cap nhat, ddm bao vé tinh thdim my va toc do
truy cap. Noi dung nén bao gobm trang chu; trang gidi thiéu vé TTDM Trong Duc,
trang sdan phdm: thong tin chi ti€t vé san pham (tén, gia ban, tinh nang, thong so k§
thuat, trang thai san pham, thoi gian bao hanh, hinh anh san pham); trang dich vu:
ché do bao hanh, chim séc khdch hang sau ban hang, tu van lua chon san pham,
huéng dan st dung, bdo quan; trang théng tin: tin tic, khuyén mai, tuyén dung;

trang lién hé.
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Tén mién nén dong nhit véi tén thuong hiéu 1a www.trongduc.com. Bén canh

do, Cong ty ciing nén c6é thém cdc tén mién phu dé c6 thé lién két dén trang web, vi

du nhu www.dienmaytrongduc.com va www.trungtamdienmaytrongduc.com.

29 13

Sau d6 nén mua cac tir khod quang cdo nhu “dién may”, “trung tam dién
may” “Trong Puc” trén cic cong cu tim ki€ém nhu Google, Yahoo, v.v. hoac lién két
VGi cac trang web c6 ndi dung lién quan dé€n hang kim khi dién may nhu céc siéu thi

mua ban truc tuyén.

4.5 PO LUONG KET QUA HOAT PONG

Trong Dic nén thuong xuyén Trong Dic do luong két qua hoat dong. Thu
thap y kién phan héi cua khiach hang dé bao dam ring Trong Pic thuc hién duoc
cac cam két thuong hiéu ctia minh. Po luong gia tri khach hang 1a bién phap co ban
dé do ludong su thanh cong. Bdi vi nhu cdu khdch hang thuong xuyén thay d6i nén
can phai thudng xuyén ddnh gia lai thuong hiéu dé bao dam né van dép tng duoc
nhu cau va su uva thich cia khach hang. Po luong hiéu qua cong tic ndi bo 1a mot
chi tiéu quan trong dé danh gi4 hiéu qua viéc tao ra va chuyén giao gia tri cho khach
hang. Do luong phai bao gom cédc cot méc danh ddu mic do hoan thanh cong viéc
va muc tiéu sau cung. Quan ly hiéu qua cong viéc bao gio cling phai di kém véi bién
phap do ludong hiéu qua cu thé. Néu Cong ty khong thé ti€n hanh do ludng thi nén

lien hé v6i cong ty nghién citu thi trudng dé c6 mot két qua chinh xdc va ¢6 gid tri.


http://www.trongduc.com/
http://www.dienmaytrongduc.com/
http://www.trungtamdienmaytrongduc.com/
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KET LUAN CHUONG 4

Trong boi canh phai canh tranh véi khoang 20 thuong hiéu ban hang kim khi
dién may, dé dua Trung tAm dién mdy Trong Dc trd thanh mot trong nhitng thuong

hiéu manh, Trong Diic cin tap trung vao cic van dé cot 16i sau:

Xay dung chién lugc tong thé bao gébm xac dinh tAm nhin va st mang thuong
hiéu, dinh vi thuong hiéu, xay dung nhitng gia tri c6t 16i va tinh chat cua thuong

hiéu va cé k€ hoach thuc hién nhitng cam két ctia thuong hiéu.

Chuén ho4 thuong hiéu gébm hé théng nhan dién thuong hiéu nhu thong nhat
tén goi, giai thich y nghia ctia logo cho nhan vién trong cong ty, cho khach hang va
cong chiing, xay dung cau khau hiéu, lua chon mau sic cht dao, chon kiéu chit va
kich ¢@, xac dinh gio md& nhac va loai nhac s€ md, dong phuc cong ty, cach trang tri
cta hang, cdch tra 10i dién thoai va cach phuc vu khach hang cung nhi¢u yéu t6
khac.

Xay dung céc chién luge dong bo dé hé trg cho chién luoc x4y dung va phat
trién thuong hiéu nhu chién luoc vé tai chinh: cin c6 su chuén bi cho viéc dau tu; vé
nhan su: can cé nha quan tri thuong hiéu, xay dung doi ngli nhan vién gioi, dac biét
la nhan vién ban hang; vé phép ly: dang ky bao vé thuong hiéu; vé san pham: lua
chon nhitng mat hang kinh doanh phu hgp theo xu thé tiéu dung, 1am viéc v6i nha
san xuét d€ c6 mot gia thdp nhat; vé dich vu cham séc khach hang: thiét lap moi

quan hé v6i cdc khach hang da mua hang, xay dung long tin noi khach hang.

Chién lugc truyén thong nhu quang céo bang cac hinh thic c¢6 muc chi phi
thap phu hop vé6i Trong Diic, cac hoat dong cong dong va quan hé cong ching, xay
dung website va quang cdo truc tuyén, xay dung cac chuong trinh khuyén mai phu

hop.
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KET LUAN VA KIEN NGHI

KET LUAN:

Xay dung va phat trién thuong hiéu 12 mot chién luoc dai han, can phai diu tu
thoi gian va tién bac. Phai két hop cac chién luge ngan han va dai han. Trong Dic
khong thé trd thanh mot thuong hiéu manh ngay lap titc ma doi hoi phai c6 thoi gian
va su dau tu ding muc.

Trén co s két qua diéu tra, nhitng chién lugc dé ra nham khic phuc nhiing
han ch€ hién tai va cling c6 nhiing loi thé hién c6 cia Trong Duc tung bude dat duge

nhiing muc tiéu dé ra.
KIEN NGHI:

Trung tam dién may Trong Dic nén xem xét cac chién luoc dé ra va c6 k&
hoach trién khai thuc hién nham mang lai nhitng két qua trong tuong lai.

Trung tam dién may Trong Pic nén xay dung mot chién lugc kinh doanh
tong thé dé tim ra nhitng giai phap kinh doanh mdi, thoat khoi nhitng khé khan hién

tai dong thoi hd tro cho hoat dong xay dung va phat trién thuong hiéu.
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PHU LUC 1
BANG CAU HOI

Kinh chao Quy ong/ba/anh/chi, ching t61 dang thyc hién cudc nghién ciu vé thi truong ban 1é hang kim khi
dién may va viéc mua sam hang kim khi dién may & Thanh pho H6 Chi Minh. Hom nay, ching t6i dén day dé
xin ¥ kién ong/ba/anh/chi. Y kién ctia Quy ong/ba/anh/chi rat co gia tri ddi véi chiing toi. Xin 6ng/ba/anh/chi
vui long chon cau tra 101 thich hop cho cac cau héi dudi day.

cl. Trong vong mdt nim qua, anh/chi/6ng/ba c6 thudng mua sam hang kim khi dién may khong?
1. Hau nhu khong 3. Thuong xuyén (3 lan 7 lan)
2. Thinh thoang (1 d&én 2 lan) 4. Rét thuong xuyén (7 lan tré 1én)
(Néu chon 1. (Hau nhi khong) thi ngung cugc phong van va ghi chép vao bang thong ké)
c2. Anh/chi/ong ba c6 thé ké tén nhiing noi ban hang kim khi dién may ma minh biét va nhé theo thir ty:

L e T

2 e s B

K O L
c3. Anh/chi/6ng/ba thuong mua hang ¢ dau?

1. Siéu thi 3. Trung tdm dién may

2. bDai ly cua nha san xuét 4. Khéac:...oooieiiiian...

c4. Anh/chi/ong/ba thuong quyét dinh mua hang kim khi dién mdy nhu thé nao?
1. Tim kiém thong tin vé gia, chit luong san pham trén cac bao chi, internet, ngudi quen, v.v sau d6
khao sat thuc té va chon noi pht hop dé mua hang.
2. Pi mot vong khao sat gia, thong tin khuyén mai, chon noi ¢6 gia thap nhat.
3. Pén noi ban gﬁn nhét, Ivrra chon va mua ¢ do.
4. Chi dén nhitng noi c6 uy tin, ndi tiéng.
5. Pén noi quen biét ma anh/chi/ong/ba thuong mua, hoi thong tin va mua & do.
6. KAC ..o

¢5. Thoi gian qua anh/chi/6ng/ba thuong mua hang & nhitng noi nao (#6i da la 5 cdu tra 167)?

1. Trin Thé 5. Hoang Vinh 9. Nguyén Kim 13. Huy Hoang

2. Téan Binh 6. Hoang Dinh 10. Cho Loén 14. Hoang Kim

3. Trong btic 7. Thién Hoa 11. Hoang Cuong 15. T Trinh

4. PhanKhang 8. Ideas 12. Hoang Linh 16. Tién Diing 17. Khac: ............

¢6. Anh/chi/6ng/ba hoic gia dinh ciia minh dang du dinh mua nhing san phdm nao sau day (cé thé chon nhiéu
cdu tra loi)

1. Tu lanh 5. Méay nong lanh 9. May quay phim, chup hinh 13. Bép ga/may hut khoi

2. May lanh 6.May nudc nong 10. May MP3, MP4, ghi am 14. Loc nudce, binh thuy dién
3. Tivi 7.Tu mat, ti dong 11. Loa, amly, karaoke 15.May xay sinh tb, ép trai cay
4. May giat 8.L0 viba/lo nudong 12.Cassette/CD/VCD/DVD 16.Khac.................ooenis

¢7. Xin vui 1ong cho biét mirc d6 anh hudng cua cac yéu té sau dén quyét dinh lya chon noi mua hang kim khi
dién may cua anh/chi/6ng/ba:

Céc tiéu chi va mirc d6 anh huong dén viéc chon | Khéng anh | Anh huong | Trung binh Co Ar}h huong
noi mua hang hudng it anh huong rat nhiéu

Gia ca

Sb lwong va chung loai hang & noi ban

Su tan thoi cua hang hoa (model)

Phong cach va thai d§ ciia nhan vién

Vi tri cua noi ban hang

Bii giit xe (rong, mién phi...)

Gid mo cura

Dich vu hdu mai

Bau khong khi

Su nbi tiéng cia noi ban hang

Chwong trinh khuyén méi tai noi ban hang

Ché d6 bao hanh

Chinh sach ddi tra hang

Su quéang cao cia noi ban hang

Tdc do giao hang

¢8. Anh/chi/éng/ba thich dén mua sam hang kim khi dién may & mot noi nhu thé nao?
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¢9. Cach lwa chon noi mua hang nao sau ddy dung v6i quan diém cta anh/chi/ong/ba?
1. Noi co gia ré nhat la noi tot nhat ¢& mua hang
Tha gia thap con tot hon 1a c6 chwong trinh khuyén mai nhung gié cao.
3. Ngoai dich vu bao hanh, anh/chi/ong/ba san sang tra mot khoang tién chénh léch dé c6 thém nhiéu
dich vu khac.
4. Mua noi nao c6 lgi nhét, khong quan tam dén cac dich vu kém theo.
5. Mua ¢ nhiing noi c6 thuong hiéu noi tiéng.
¢10. Anh/chi/6ng/ba biét &én Trung tim dién may Trong Dirc nhu thé nao?
1. Khéng biét
2. Chi biét tén va khong hiéu hét hoat dong
3. Biét rd nhung chua ghé qua lan nao
4. Biét va c6 dén tham quan nhung chua mua hang
5. Biét rd va dd mua san pham ¢ day
(Néu chon 1.(khéng biét) thi chuyén dén phan théng tin cd nhdn)
c11. Anh/chi/6ng/ba biét Trung tdm dién méay Trong Dirc théng qua phuong tién nao?
1. Quang céo 3. Nhéan vién ban hang
2. Nguoi khac gidgi thiéu 4. Khéac:....ooooiiiiiinn,
c¢12. Diéu gi 1am anh/chi/6ng/ba nhé dén Trung tim dién may Trong Puc?
c13. Trong vong 6 thang qua, anh/chi/ong/ba c6 mua hang ¢ Trung tdm dién may Trong Puc?
1. Khong 3. Tur 1 dén 2 lan
2. Tir3dén6 lan 4. Nhiéu hon 6 lan
(Néu chon 1. (khéng) thi dén cdu c16)
c14. Anh/chi/6ng ba s& tiép tuc mua sim ¢ Trung tim dién may Trong Dirc?

1. Chic chan s& mua 3. Khoéng mua
2. S€ mua 4. Chac chan khong mua

c15. Anh/chi/6ng/ba c6 gi6i thiéu voi ngudi khac vé Trung tim dién may Trong Dirc?
1. Co, da gioi thiéu 3. S€ khong gidi thiéu

2. Chua, nhung du dinh §é gidi ‘thiéu 4. Chua biét
c16. Anh/chi/6ng/ba cam nhan nhu thé nao vé€ Trung tdm dién may Trong Puc?
¢17. Xin vui long cho biét cac 1y do vi sao anh/chi/ong/ba khéng mua hang & Trung tdm dién may Trong Dirc
(danh dau vao nhitng muc lya chon).

1. Khong biét Trung tim dién may Trong Pirc 5. Khong c6 nhiéu ching loai hang hoa
2. Khong c6 hang mau model méi 6. Khong c6 mat hang can mua
3. Khong hai long véi thai d6 phuc vu 7. Gia cao hon noi khac
4. Ché 6 bao hanh khong tbt 8. KhAC: ...oovvvi i
c18. Néu c6 dip anh/chi/éng/ba s& ghé tham quan Trung tdm dién may Trong Dirc?
1. Chic chin 3. C6 thé nhung khong chéc 1im
2. Khong biét 4. Chic chan khong

¢19. Anh/chi/6ng/ba danh gia nhu thé nao vé nhitng mit sau cta Trung tdm dién may Trong Dirc?

Rét khong dong y Khéng dong y Trung hoa Pong y Rét dong y

San pham luén dam bao chat lugng

Day du cac mat hang kim khi dién may

Sb lwong hang nhiéu dé lya chon

San pham méi, tan thoi

Trung bay dep, bat mat

Gia ca ré hon nhiing noi khac

Nhan vién nhiét tinh trong khi phuc vu

Nhan vién ludn tu van Iya chon san pham

Nhan vién luon huéng dan sir dung chu dao

Nhan vién lich sy, nha nhén véi khach hang

Nhén vién rat am hi€u v€ san pham

Nhan vién c6 trinh d9, chuyén nghiép

Dap tmg nhu cau nhanh chéng

Co uy tin va déang tin cay

Noi tieng, dugc nhiéu nguoi bict dén

Dich vu cham séc khach hang tdt

Ché dd bao hanh tdt
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Rét khong dong y Khéng dong y Trung hoa Pong y Rét dong y

Chinh sach ddi tra hang hop 1y

Luon giao hang dung hen

C6 chuong trinh khuyén mai hap dan

Béu khong khi than thién, gan gii

Gi0 mo ctra thuan tién cho viéc mua sam

Vé sinh rat sach s&

Khong gian rong rai

Thoang mat

Cam giac thoai mai, dé chiu khi dén mua sim

Nhu mot siéu thi hién dai

¢20. Nhan xét chung cua anh/chi/6ng/ba vé Trung tim dién may Trong Dirc?
1. Tuyét voi 3. Binh thuong
2. Tét 4. RAt té
¢21. Theo d4nh gi4 anh/chi/6ng/ba, Trung tim dién may Trong Puc tét & diém nao?

nao?

THONG TIN CA NHAN
Ho Vatln:. ... TUOL: e
D D 1 ;I e] 1V RO
DD J <) 01 4 Lo | LR
Gioi tinh: 1. Nam 2. Nt
Tinh trang hoén nhan:
1. Doc than 3. Pa két hon
2. Ogoa 4. Ly than hodc ly di
Thu nhap:
1. Khong 3. T2 - 5 tridu dong 5. Trén 10 triéu dong
2. Dudi 2 triéu dong 4. T 5 - 10 triéu dong
Hoc van:
1. Capl 4. Cap 2
2. Cap 3, trung hoc chuyén nghiép 5. Cao dang, sinh vién dai hoc
3. Tét nghiép PH 6. Sau dai hoc
Nghé nghiép:
1. Cong chuc 8. Chu doanh nghiép
2. Buon ban nhé 9. Giao vién
3. Sinh vién hoc sinh 10. Nhan vién van phong
4. Nhan vién kinh doanh 11. Tu kinh doanh san phém dich vu
5. Céng nhan co tay nghé 12. Lao dong pho théng
6. Khong viéc lam 13. Ngh8 Khac: ......ooeeiiieeeeeiieeee
7. Nghé nghiép chuyén moén (bac si, kién truc su, luét su, nhac si, nghé si...)

Ngay gior két thiic: .......c..ccoce e

Xin chan thanh cam on sy hgp tac cia Quy anh/chi/ong/ba.
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' PHU LUC 2
PHIEU THU THAP THONG TIN NHAN VIEN

Chung t61 dang thue hién cudc nghién ctru vé tinh hinh ndi b6 cong ty. Muc dich cua cudc nghién cuu la
hiéu rd nguyén vong cua anh/chj dé cong ty cung cb va dap ung nhu cau ctia anh/chi duoc t6t hon. Xin Quy
anh/chi vui 10ng cho biét ¥ kién cua minh bang viéc danh diu (V) vao cau tra 10i thich hop cho cac cau hoi
dudi ddy. Ching toi dam bao giit bi mat tuyét ddi vé nhiing thong tin ma anh/chi cung cap.

cl. Anh/chi da lam viéc ¢ Trong Dirc bao lau:...............
c2. Anh/chi co6 dy dinh thay ddi chd 1am viéc hay khéng?
1. Chiéc chic sé& thay d6i [ 3. Khong thay di [
2. Du dinh thay doi [ 4.Chic chac khong thay doi [
c3. Anh/chi ¢6 hai long véi cong viéc hién tai ciia minh hay khong?
1. Rat hailong [ 3. Khong hai long [
2. Hailong [ 4. R4t khong hai long [
c4. Ly do khong hai long (hodc hai 10ng) ctia anh/chi 13: (¢4 thé chon nhiéu tra 1617)
1. Tién lwong [J 4. Moi truong lam viéc [
2. Thoi gian lam viéc [ 5. Pbiéu kién lam viéc [J
3. Co hi thing tién (] 6. Khac...........cooeeiiieiiii,

c5. Bong co lam viéc tai day (Trong Durc) cia anh/chi 1a gi?

c6. Anh/chi c6 thuong ké chuyén véi moi nguoi vé noi lam viéc ctia minh?

1. Khéng bao gio [ 3. Thuong xuyén [J
2. Thinh thoang [ 4. R4t thuong xuyén [
c7. Ly do ma anh/chi ké hoac khong ké vé noi minh 1am viéc 1a: (co thé chon nhiéu trd loi)
1. Giai toa tam ly [ 3. Cam thay ty hao [
2. Chia sé niém vui [J 4. Mac cam [
5. KRG, . i e

c10. Anh/chi ¢ gidi thiéu hoat dong kinh doanh ctia cong ty minh véi nguoi khac khong?
1. Tétnhiénlaco [ 3. Co 1€ 1a khong [
2. Chiclacol] 4. Khong bao gid [
c11. Ly do ma anh/chi giéi thiéu hodc khong gi6i thiéu 1a: (cé thé chon nhiéu trd 10i)
1. Khong biét hét hoat dong cua cong ty [ 5. Khong mubn ngudi khac biét vé cong ty [
2. Biét hoat dong cia cong ty [ 6. Mubn nguoi khac biét vé cong ty [J
3. Khong tin tudng cong ty [ 7.Khac: oo
4. Tin tuéng cong ty [J
c12. Anh/chi c6 cam thdy ty hao vi 1 nhan vién cta cong ty?
1. Rét ty hao [ 3. Khong tu hao [
2. Ty hao (] 4. Rat khong ty hao [
¢13.Nhimg diéu ma anh/chi hai long vé cong ty?

Phiéu sé: (anh/chi khéng dién phan nay): ............... L2
Xin chan thanh cim on sy hop tac cia Quy anh/chi.
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PHU LUC 3
THONG TIN VE POI THU CANH TRANH

Tén thwong

Tam nhin va

TT | Tén cong ty . Dbia chi . Dinh vi Logo Khau hiéu
mai sir mang
MOt vi tri tach
Cone tv Cb biét tai Viét )
ha nngu o Trung = tdm | 67 Trin Hung | Trung tdmban | Nam, la trung Tat cd vi
Pt mua sam Sai an 1 1é chuyén tdm mang tam khach hang,
1 va Thuong bao, Quén 1. =T .
mai Neuvén Gon - nganh “one voc quoc te dién tat ca cho
Kim gy Nguyén Kim bT: 8211211 stop shop” hinh tai Viét khach hang
Nam va khu vuc
Dong Nam A.
Cong 1y grpng _tam 12\Z7B Tgéch Ty hao 1a nha
len may va ang ang | phan phdi . A £ Hang chinh
o | TNHH TM | noi  thit | Tam, P12, | chinh hgcva | NP3 phin phoi biing, moi
DV  Thién | Thién Ho3 Quén 10 f s chuyén nghiép y
Nam Hod 1en Hoa uan ban hang truc : 100%
PT: 8633733 | tiep THIEN HOA
L6 G, Chung
Cong  ty | Siéu thj dién | U Hong | , “
3 | TNHH Cao | may noi that | Vuong, P11, | Khong tm iy o hdy Khong tim
Phong Cho L6n Quan 5 thay thay
DT: 9505060
dC'ling cap heiln;g Cung cip nhimg Chung t6i
Cong | wn e v | 6a 5, | dien may ehat |y hoan hao luén sin sang
: Siéu thj dién | 648  Nguyeén luong cao, gid | ..o N X
4 dich vu Du may Chg | Trai, P11, Q5 cd thong nhat, | &' phip kY phyc va 0t
lich Cho Lén ; va  din I thuat kha thi va nhat nhu cau
Lén DT: 8866449 A dunggid | < rong dich ciia khach
gdc cua nha N X
X £ vu tin cay hang.
san xuat.
c T 133-141 Cach
ong ty | Trung  tim | pfan Thén R . ) A
5 | TNHH Tan | dien  may | o 2o | Khong im0 im thy Khong tim
! Tam, P5, Quéan thiy thay
Thinh An | IDEAS 3
DT: 8328172
Cone | e gy | 454 Newn | Chuyen cung | 0 PR GO ching, thuin
TNHH T™ | .28 B0 1hi Minh Khai, | Gng hang dién | o 0d0 ha hong, thuan
6 « ~ | dién may Loc . , B chinh hang, giao tién va
DV Loc Le Le Quan 3 | may moi, cao nhan va lip dat chuyén
Hai DT:8341796 | cép S B s
phi nghigp
Cung cép san
Cong ty pham dién | Trung tdm ban 1¢ g Gia  Thanh
TNHH Trung  tam | 975 Trin Hung mdy va dich | uy tin chuyén trung  tdm
7 Thuong di¢n may Gia | pao, Quan 5 vu tot nhat, | nghiép, sén mua sam ly
Mai  Gia | Thanh DPT:9231538 quy md l6n va | pham chinh hang tudng  cua
Thanh hién dai nhat | 100%. s Ay | moi gia dinh
Viét Nam.
%r;%H ty 352D - 354
Trung tam | Hoang Van | ghong tim NN A z Khoéng tim
8 Thqong | Trn Thé Thu, Phuong 4, thy Khong tim thay Khong tim thay thiy
%@1} Tran Quén Tén Binh.
e

DT:8445131
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THONG TIN VE POI THU CANH TRANH (tiép theo)

TT | Tén cong ty Ten thl?(mg Dia chi Tarfl nhin va Pinh vi Logo Khiu hiéu
mai sit mang
}T)tl}ng ltﬁmh 416 - 418
. ién an 5 5
bién Lanh o <7 | Hoang Van | Khong tim A £ Khoéng tim
9 Tan Binh Dl@n tor Dl?l’l Thy, Phudng 4, thiy Khong tim thay thiy
gia dung Tan | Quan Tan Binh
Binh DT:8424926
Giup  nguoi .
A 431 Hoang Van | tiéu ding gidi | Quyén loi cua i
10 %SIIII-%H v ;hr:ll de 31%3 Thu, Phuong 4, toa ban khoan, | khach hang 1Ia Sinh ra deé
Phan Khang | Phan Khang Quan Tan Binh | a0 tam kh1 trach nh}ém cua phuc vu.
PT:8116216 quyét  dinh | ching toi
mua sam.
Céng ty Siﬂéu thi D%ei:n 463-471 Hoang P%lén Ph@i ;Si
TNHH T™ | 1Y - Dien i Thu, | Khéng  tim : va e dén
|- DV & SX Lanh — Dién | ppyeng 4, | thay Khong tim thay nguoi  tiéu
Hoang Vinh | 81 44N | Quan Tan Binh dung theo gia
Hoang Vinh | pT:8114118 goc
%SII;%H Tlg bién tr - Sév 1 Hoang dc(})l;ghendiééqt?j}:l bua tl}éng tin Hoang Dinh
12 | - pv - sx bién Lanh — Van‘ Thy dién lanh. mav moi nhat vé san Trung =~ tam
May vi tinh Phuong 4, | & h ’ d}{ pham dén khach mua sam ly
~  ANK | ang Dinh | Qudn Tén Binh | VI tinh model |} twong
Hoang Binh PT:8420891 mai nhat
Cong ty | 2B-2C-2D
13 | INHH Dien miy Ta | Q8 T0E | Kiong —tim | oo Khong tim
Thuong mai | - Y P3, Quan Go | thiy g Y thay
T Trinh Vap
DT:8942353
A Trung  tam | 1-2 Quang . ) A )
14 %(\)IHP%H DSt(}?] pién  may Tm}lg, ‘ P}, :I(lgong tim Khong tim thiy gllgong tim
Hoang Kim Quan GO Vap Y Y
DT:9894581
. ]T)I}mg tm | |.]A  Quang n e
ong ty ién mMay | Tryng, P3, ’éng tim N £ 16ng  tim
' | TNHHDSC | ién lanh | Quan Go Vip | thiy Khong tim thay thay
Tién Ding | pT:9895167
Trung thm | 199 Quang Uy tin, chét
16 Cong ty | dién may | Trung P10, | Khong tim | Trung tam luong. Bao
TNHH DSC | dién lanh Quan Vo Vép thay chuyén nghiép hanh bao tri
Hoang Linh DPT:2890776 tan tam.
Cong ty | Trung  tdm
TNHH Dien  lanh | 3 QU ine  tim , Khong  tim
17 | Thuong mai | Pién  may | 1rung, P10 hé & Khong tim thay hé &
Hoang Hoang Quan Go Vép | thay thay
Cuong Cuong DT: 9894070
Cong ty lelAmg té’m 37/8A  Quang Khs ‘ K ‘
ig | prlH | DIen A Trung, PLO, | BAONE UM | hong fmthdy | Khongtimthdy | paoe 0
- uy ! Uy | Quan Go Vap Y y
Hoang Hoang DT: 5896774
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PHU LUC 4

LOGO CUA CONG TY TNHH DUONG TRONG PUC

Logo hién tai va nhiing Iua chon cho mot logo mdéi dua trén hinh nét cii nham muc dich giai

thich va thé hién tron ven y nghia ctia thuong hiéu.

~

"

Logo hién tai ctia Trong Duc

. /

D6i huéng logo hién tai, mot
huéng chéch 1én, biéu dat cha
su phdt trién, 16n manh va
hudng dén tuong lai

Nén den 1am néi bat va thém
phan sinh dong

Mau dé thich hop véi ban 18,

lai 1a mau doi nghich véi cac
doi thu.

Néu chon mau do 1a mau chu
dao, thlr phoi hop véi logo.

Logo mau do trén nén den.

Thay d6i mau sic két hop véi

mot mau nén chuyén sic
tuong dong tao su hai hoa

9

Van gitt hinh anh nhu ban dau
nhung thay doi vé mau séc.
Tao nén mot sw méi mé.

N

Nén xanh va logo ban diu
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) . X o PHU LUCS ‘ .
KET QUA XU LY DU LIEU BANG PHAN MEM SPSS

Tables
Noi phong vén Total
Trén thi truong Tai Trong Puc Count Col %
Count Col % Count Col %
Tran Thé 5 5.0% 8 8.0% 13 6.5%
Trung Tén Binh 1 1.0% 1 5%
tam dién [ Trong Purc 7 7.0% 32 32.0% 39 19.5%
kmha;{:guqc Phan Khang 24 24.0% 15 15.0% 39 19.5%
hang nhé Thién Hoa 10 10.0% 8 8.0% 18 9.0%
dén dau Ideas i} 2 2.0% 3 3.0% 5 2.5%
tién Nguyén Kim 42 42.0% 29 29.0% 71 35.5%
Cho Lén 2 2.0% 2 2.0% 4 2.0%
Hoang Cuong 3 3.0% 1 1.0% 4 2.0%
Hoang Linh 1 1.0% 1 5%
Hoang Kim 1 1.0% 1 5%
T Trinh 3 3.0% 1 1.0% 4 2.0%
Total 100 100.0% 100 100.0% 200 100.0%
Tables
Noi phong van Total
Trén thi trudng Tai Trong Ptic
Col Col Col
Responses | Response % | Responses | Response % | Responses | Response %
Khach | Nhé dén dau tién 7 58.3% 32 38.1% 39 40.6%
hang | Nh¢ dén thir 2 2 16.7% 26 31.0% 28 29.2%
nhd dén | Nhé dén tha 3 1 8.3% 12 14.3% 13 13.5%
Trong | Nh¢ dén thu 4 2 16.7% 10 11.9% 12 12.5%
b Nhé dén tha 5 4 4.8% 4 4.2%
Total 12 100.0% 84 100.0% 96 100.0%
Frequencies
) Statistics
Dia diém mua hang kim khi dién may
N Valid 200
Missing 0
Dia diém mua hang kim khi dién may
Frequency Percent Valid Percent | Cumulative Percent
Valid | Siéu thi 36 18.0 18.0 18.0
Dai Iy ctia nha san xuat 4 2.0 2.0 20.0
Trung tam dién may 150 75.0 75.0 95.0
Khac 10 5.0 5.0 100.0
Total 200 100.0 100.0

Dia diém mua hang Rim Rhi dién may

Khac

5.0%

Sdéu thi

18.0%
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Frequencies
Statistics

Céch mua hang
N Valid 200
Missing 0

Cach mua hang

Frequenc Valid Cumulativ
y Percent Percent ¢ Percent
Valid | Tim thong tin, khao sat thuc té, chon noi phu hop 64 32.0 32.0 32.0
111(1?5[0 sat gia, khuyeén mai, chon noi c6 gia thap 44 2.0 220 540
Mua noi gan nha 29 14.5 14.5 68.5
Chi mua noi ndi tiéng va co6 uy tin 36 18.0 18.0 86.5
Mua noi quen biét thuong mua 23 11.5 11.5 98.0
Khac 4 2.0 2.0 100.0
Total 200 100.0 100.0
Cach mua hang
Khac
2.0%
Quen biét thudng mua
11.5%
Tim thong fin...
32.0%
Wy tin ndi tiéng
18.0%
Gén nha
14.5% Khdo gia. chon ré
22.0%
Frequencies
Statistics
Quan diém chon noi mua hang
N Valid 200
Missing 0
Quan diém chon noi mua hang
Valid Cumulative
Frequency Percent Percent Percent
Valid | Noi c6 gi4 ré nhat 13 noi tot nhat 46 23.0 23.0 23.0
Gia thap. ‘Eot hon c6 khuyén mai 23 115 115 345
nhung gia cao
Sap sang tra thém chéch 1éch dé 30 15.0 15.0 495
thém dich vu
Mua noi ¢6 loi nhat khong quan
tam dén dich vu kém theo 26 28.0 28.0 775
Mua noi ¢é thuong hiéu noi tiéng 45 22.5 22.5 100.0
Total 200 100.0 100.0
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- A - N
Quan diem chon noi mua hang

fua naoi co t/hicu

22.5%

Frequencies

Statistics

Khach mua hang & Trong Puc

Gia ré

23.0%

hon R/m

11.5%

N Valid 200
Missing 0
Khach mua hang é Trong Puc
Frequency | Percent | Valid Percent Cumulative Percent

Valid Khong mua 129 64.5 64.5 64.5

Mua 71 35.5 35.5 100.0

Total 200 100.0 100.0

Tables
Noi phong van Total
Col
Trén thi trudng Tai Trong Ptic Responses | Response %
Col Col
Responses | Response % | Responses | Response %

Noi thuong 0 o 0
Khdch | mua hang 7 63.6% 45 75.0% 52 73.2%
mua | Noi thuong 3 27.3% 11 18.3% 14 19.7%
hang & | mua hang
Tr9ng Noi th}rong 1 9.1% 3 5.0% 4 5.6%
brrc mua hang

Noi thuong 1 1.7% 1 1.4%

mua hang

Noi thuong

mua hang
Total 11 100.0% 60 100.0% 71 100.0%




89

Tables
Noi phong vén Total
Col
Trén thi truong Pvan tai Trung tdm Responses | Response %
Col Col
Responses | Response % | Responses | Response %

Tran Thé 14 14.0% 16 16.0% 30 15.0%
Khach | Tan Binh 12 12.0% 4 4.0% 16 8.0%
?“a ) Trong Duc 11 11.0% 60 60.0% 71 35.5%
Ti‘_ﬁﬁg“ Phan Khang 37 37.0% 35 35.0% 72 36.0%
tm dién Hoang Vinh 3 3.0% 5 5.0% 8 4.0%
may Hoang Pinh 4 4.0% 4 2.0%

Thién Hoa 46 46.0% 33 33.0% 79 39.5%

Ideas 14 14.0% 7 7.0% 21 10.5%

Nguyén Kim 66 66.0% 40 40.0% 106 53.0%

Cho Lén 24 24.0% 9 9.0% 33 16.5%

Hoang Cuong 6 6.0% 4 4.0% 10 5.0%

Hoang Linh 2 2.0% 1 1.0% 3 1.5%

Huy Hoang 1 1.0% 1 5%

Hoang Kim 2.0% 2 1.0%

Ta Trinh 7 7.0% 3 3.0% 10 5.0%

Tién Diing 1 1.0% 1 5%

Khac 9 9.0% 6 6.0% 15 7.5%
Total 253 253.0% 229 229.0% 482 241.0%

Tables
Noi phong vén Total
Col
Trén thi trudng Tai Trong Puc Responses | Response %
Col Col
Responses | Response % | Responses | Response %

Ta lanh 27 27.0% 25 25.0% 52 26.0%
Cég san | May lanh 24 24.0% 11 11.0% 35 17.5%
pham du T vi 34 34.0% 44 44.0% 78 39.0%
iﬁ; Méy giat 3 32.0% 12 12.0% 44 22.0%

May noéng lanh 7 7.0% 7 7.0% 14 7.0%

rl\l/éiygn“"c 14 14.0% 5 5.0% 19 9.5%

aTé‘nr;m’ - 3 3.0% 3 1.5%

Lo viba, 1o 12 12.0% 2 2.0% 14 7.0%

nudéng

may quay

phim, chup 18 18.0% 6 6.0% 24 12.0%

hinh

May

MP3,MP4, ghi 19 19.0% 11 11.0% 30 15.0%

am

Loa, amly, 13 13.0% 9 9.0% 22 11.0%

karaoke

Cassette, CD, o o o

VCD. DVD 8 8.0% 8 8.0% 16 8.0%

Bép ga, may 0 0 0

hat khoi 6 6.0% 3 3.0% 9 4.5%

Binh loc nudc, o o o

binh thuy dién 7 7.0% 1 1.0% 8 4.0%

Méy xay sinh 14 14.0% 7 7.0% 21 10.5%

10, €p trai cay

Khac 8 8.0% 20 20.0% 28 14.0%
Total 243 243.0% 174 174.0% 417 208.5%




Frequencies
Statistics

Noi mua sim 1y tudng
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N Valid 200
Missing 0
Noi mua sim ly tuong
Frequency Percent Valid Percent Cumulative Percent
Valid | Giaré 28 14.0 14.0 14.0
bam bao chat lugng san pham 50 25.0 25.0 39.0
C6 chuong trinh khuyén mai 20 10.0 10.0 49.0
Thuong hiéu n6i tiéng, co uy tin 45 22.5 22.5 71.5
Phuc vu tot 20 10.0 10.0 81.5
C6 dich vu hau mai tot 7 3.5 3.5 85.0
Chuyén nghiép, hién dai 30 15.0 15.0 100.0
Total 200 100.0 100.0
RNoi mua sam ly fredng
60
50 1
40
30
20 1
g
5 10
=
g
9
ol
Frequencies
Statistics
Khach hang biét dén Trong Dirc
N Valid 200
Missing 0
Khach hang biét dén Trong Dirc
Valid Cumulative
Frequency Percent Percent Percent
Valid | Khong biét 80 40.0 40.0 40.0
Chi biét tén va khong hiéu hét hoat dong 19 9.5 9.5 495
Biét va c6 dén tham quan nhung chwa mua 41 20.5 20.5 70.0
Biét va ¢ mua sim ¢ day 60 30.0 30.0 100.0
Total 200 100.0 100.0
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Khach hang biét dén Trong Birc

Tquan nhung chur:
20.5%

Khong biét
20.0%

Chi biét tén
9.5%

Tables
Noi phéng vén Total
Ten thi truong Pvan tai Trung tAm Count Col %
Count Col % Count Col %
I(;’({)ﬁc Khong bict 80 80.0% 80 40.0%
nﬁan Chi biét tén va khong hiéu hét hoat dong 19 19.0% 19 9.5%
]"i"iritng Biét va c6 dén tham quan nhung chua mua 41 41.0% 41 20.5%
Bhe | Biét va da mua sém & day 1 1.0% 59 59.0% 60 30.0%
Total 100 100.0% 100 100.0% 200 100.0%
Frequencies
) Statistics
Biét Trong Puc thong qua
N Valid 115
Missing 85
Biét Trong Duc thong qua
Frequency | Percent Valid Percent | Cumulative Percent
Valid Quang cao 4 2.0 3.5 3.5
Nguoi khac gigi thiéu 16 8.0 13.9 17.4
Nhan vién ban hang 13 6.5 11.3 28.7
Khac 82 41.0 71.3 100.0
Total 115 57.5 100.0
Missing | System 85 42.5
Total 200 100.0
Frequencies
. Statistics )
Dbicu lam khach hang nhg dén Trong Diic
N Valid 114
Missing 86
Diéu 1am khach hang nhé dén Trong Dirc
Frequency Percent Valid Percent | Cumulative Percent
Valid Gia c6 thé thuong lugng dugc 30 15.0 26.3 26.3
Céch phuc vu t6t 16 8.0 14.0 40.4
Binh thuong 16 8.0 14.0 54.4
Gan nha 13 6.5 114 65.8
Noi mua lau nam 11 5.5 9.6 75.4
Thén thién 10 5.0 8.8 84.2
it ching loai 18 9.0 15.8 100.0
Total 114 57.0 100.0
Missing | System 86 43.0
Total 200 100.0
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Dieu lam Rhach hang nhé dén Trong Dirc

Gia thwong lugng

15.0%
Cach phuc vu 16t
issing 8.0%
43.0%
Binh thwong
8.0%
Gan nha
6.5%
Lau nam
it chiling loai
5.5%
9.0%
Than thién
5.0%
Frequencies
Statistics
Murc do mua hang & Trong Dtic
N Valid 112
Missing 88
Mirc d) mua hang ¢ Trong Dire
Frequency Percent Valid Percent | Cumulative Percent
Valid Khoéng 43 21.5 38.4 38.4
Tu 3 dén 6 lan 3 1.5 2.7 41.1
Tu 1 dén 2 lan 66 33.0 58.9 100.0
Total 112 56.0 100.0
Missing System 88 44.0
Total 200 100.0
Frequencies
Statistics
Du dinh mua hang ¢ Trong Puc
N Valid 97
Missing 103
Du dinh mua hang & Trong Pirc
Frequency Percent Valid Percent | Cumulative Percent
Valid Chac chan s& mua 23 11.5 23.7 23.7
S€ mua 64 32.0 66.0 89.7
Khong mua 6 3.0 6.2 95.9
Chic chin khong mua 4 2.0 4.1 100.0
Total 97 48.5 100.0
Missing System 103 51.5
Total 200 100.0
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Du dinh mua hang ¢ Trong Dice

Chéc chén sé mua

11.5%
S¢€ mua
Mlissing 32.0%
51.5%
Khong mua
3.0%
Chac chén khong mua
2.0%
Frequencies
Statistics
Gidi thiéu vé Trong Pirc
N Valid 97
Missing 103
Gi6i thidu vé Trong Dirc
Valid Cumulative
Frequency Percent Percent Percent
Valid Co, da gidi thiéu 36 18.0 37.1 37.1
Chua nhung dy dinh s& gidi thiéu 24 12.0 24.7 61.9
S€ khong gidi thi¢u 10 5.0 10.3 72.2
Chua biét 27 13.5 27.8 100.0
Total 97 48.5 100.0
Missing | System 103 51.5
Total 200 100.0
Gigi thiéu ve Trong Dirc
Co. da gidi thieu
18.0%
Dua nhung sé gthieu
Missing

51.5%

Chura biét

5.0%

13.5%




94

Frequencies
Statistics
Cam nhén v€ Trong Puc
N Valid 78
Missing 122
Cim nhén vé Trong Pirc
Frequency | Percent Valid Percent Cumulative Percent
Valid Binh thuong 29 14.5 37.2 37.2
Trung bay dep 4 2.0 5.1 423
Gia ca tot 7 3.5 9.0 51.3
Phuc vu tot 18 9.0 23.1 74.4
Phuc vu khong tot 6 3.0 7.7 82.1
Hang hoa it 5 2.5 6.4 88.5
Nho hep 9 4.5 11.5 100.0
Total 78 39.0 100.0
Missing | System 122 61.0
Total 200 100.0
Frequencies
Statistics
Ly do khong mua hang & Trong Puc
N Valid 79
Missing 121
Ly do khong mua hang ¢ Trong Dirc
Frequency | Percent | Valid Percent | Cumulative Percent
Valid Khong biét Trong Pirc 7 3.5 8.9 8.9
Khong c6 hang model mai 9 4.5 11.4 20.3
Khong hai long véi thai do phuc vu 8 4.0 10.1 30.4
Ché d6 bao hanh khong tot 3 1.5 3.8 34.2
Khong c6 nhiéu ching loai hang ho4 14 7.0 17.7 51.9
Khong c6 mit hang can mua 11 55 13.9 65.8
Gia cao hon noi khac 7 3.5 8.9 74.7
Khac 20 10.0 25.3 100.0
Total 79 39.5 100.0
Missing | System 121 60.5
Total 200 100.0
Frequencies
Statistics
Du dinh tham quan
N Valid 93
Missing 107
Du dinh tham quan
Frequency | Percent Valid Percent | Cumulative Percent
Valid | Chdc chan 30 15.0 323 323
Khong biét 15 7.5 16.1 48.4
C6 thé nhung khong chic 45 22.5 48.4 96.8
Chac chan khong 3 1.5 3.2 100.0
Total 93 46.5 100.0
Missing | System 107 53.5
Total 200 100.0
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Du dinh tham quan

Chén chac
15.0%
Khong biét
1.5%
Mlissing
53.5% €6 nhung ko chée
22.5%
Chéc chan ko
1.5%
Frequencies
Statistics
Nhéan xét chung
N Valid 100
Missing 100
Nhén xét chung
Frequency | Percent Valid Percent Cumulative Percent
Valid Tuyét voi 1 .5 1.0 1.0
Tot 17 8.5 17.0 18.0
Binh thuong 82 41.0 82.0 100.0
Total 100 50.0 100.0
Missing | System 100 50.0
Total 200 100.0
Rhan xét chung
Tuyét voi
5%
Tot
8.5%
o Binh thudng
lissing
41.0%

50.0%



Frequencies
Statistics

Nhimng diém t6t ciia Trong Ptic
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N Valid 85
Missing 115
Nhirng diém tot ciia Trong Pirc
Valid Cumulative
Frequency | Percent Percent Percent
Valid Khong thay diém tot nao 34 17.0 40.0 40.0
San pham dam bao chét luong 3 1.5 35 43.5
Gia ca linh hoat, c6 thé thuong luong 9 45 10.6 54.1
Giaré 9 4.5 10.6 64.7
Co uy tin 7 3.5 8.2 72.9
Phuc vu tot 18 9.0 21.2 94.1
Trung bay bat mat 5 2.5 5.9 100.0
Total 85 42.5 100.0
Missing | System 115 57.5
Total 200 100.0
Frequencies
Statistics
Nhimg diém chua t6t ciia Trong Dtic
N Valid 114
Missing 86
Nhirng diém chuwa t6t ciia Trong Dirc
Valid Cumulative
Frequency | Percent Percent Percent
Valid Nho, nong 19 9.5 16.7 16.7
Chung loai hang hoa it 32 16.0 28.1 447
Gia cao 12 6.0 10.5 553
it nguoi biét dén 20 10.0 17.5 72.8
Nhan vién khong chuyén nghiép 10 5.0 8.8 81.6
Khong cham soc khach hang 7 3.5 6.1 87.7
Khong ¢ chwong trinh khuyén mai 14 7.0 12.3 100.0
Total 114 57.0 100.0
Missing | System 86 43.0
Total 200 100.0
Frequencies
Statistics
Cin cai tién
N Valid 115
Missing 85
Cin cii tién
Frequency Percent Valid Percent | Cumulative Percent
Valid Thém s6 luong va ching loai 26 13.0 22.6 22.6
Thuyc hién khuyén mai 18 9.0 15.7 38.3
Phong cach phuc vu cta nhan vién 42 21.0 36.5 74.8
Xay dung thuong hi¢u 21 10.5 18.3 93.0
Ghi gia chinh xac 8 4.0 7.0 100.0
Total 115 57.5 100.0
Missing | System 85 42.5
Total 200 100.0
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Case Processing Summary
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Cases
Valid Missing Total
N Percent N Percent N Percent
Céch mua hang * Trinh d6 hoc van 200 | 100.0% 0 0% 200 | 100.0%
Cach mua hang * Trinh d¢ hoc vén Crosstabulation
Trinh d6 hoc van Total
Cép 3, Tét Cao Sau
) Trung nghiép ) dang, dai
Cap 1 hoc bH Cap2 | SVPH hoc
Cach | Tim théng tin, khao | Count
mua sat thuc té, chon 1 22 24 5 11 1 64
hang | noi phu hop
YR -
Zowithin Trinh | 33 30,1 55005 | 364% 13| 50.0% | 20.0% | 32.0%
d0 hoc van %
Khao sat gia, Count
khuyén mai, ghon ) 0 21 12 8 3 0 44
noi cd gia thap nhat
% within Trinh
g‘é ‘}’ﬁ)c e 0% | 23.9% | 182% 50(;/2 13.6% | 0%  22.0%
Mua noi gan nha Count 1 12 11 1 1 3 29
Py :
Zowithin Trinh | 33 30, 13600 | 16.7% | 63% | 4.5% | 60.0% | 14.5%
] d06 hoc van
Chi muanoindi | Count 0 17 10 1 7 1| 36
tieng va co uy tin
Py ;
/o within Trinh | = 0/ 19300 | 15295 | 63% | 31.8% | 20.0% | 18.0%
) d0 hoc van
Mu? noi quen biét | Count 0 16 6 1 0 0 23
thuong mua
YR -
o within Trinh | 0 | 1g 5oy 9.1% | 6.3% 0% | 0% | 11.5%
d0 hoc van
Khac Count 1 0 3 0 0 0 4
PYR— -
o within Trinh | 55 30, 0% 45% | 0% 0% | 0% 2.0%
d6 hoc van
Total Count 3 88 66 16 22 5 200
% within Trinh o o o o o o o
N £ 100% 100% 100% | 100% 100% | 100% | 100%
d6 hoc van
Chi-Square Tests
Value df Asymp. Sig. (2-sided)
Pearson Chi-Square 54.883(a) | 25 .001
Continuity Correction
Likelihood Ratio 47.075| 25 .005
Linear-by-Linear Association 4.173 1 .041
N of Valid Cases 200
a 24 cells (66.7%) have expected count less than 5. The minimum expected count is .06.
p p
Crosstabs
Case Processing Summary
Cases
Valid Missing Total
N Percent N Percent N Percent
; " —
Cach mua hang * Thu nhap cdnhan |5 14 00, 0 0% 200  100.0%
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Cach mua hang * Thu nhép ca nhian Crosstabulation

a 17 cells (56.7%) have expected count less than 5. The minimum expected count is .04.

Thu nhap cé nhén Total
Dué6i |[tr2-5| tr5-10 | Trén 10
Khong | 2 tri€u | tri€u triéu triéu
Cach Tim théng tin, khao | Count
mua sat thuc t€, chon 5 22 30 7 0 64
hang noi phu hop
YR
o within Thu {5 30,1 40,79 | 30.3% | 26.9% 0% | 32.0%
nhép cé nhan
Khdo sat gia, Count
khuyén mai, chon_ 1 18 22 3 0 44
noi c6 gia thap nhat
% within Th
n/‘l’lgg i 53% | 333%  222% | 11.5% 0% | 22.0%
Mua noi gan nha Count 2 5 16 6 0 29
o
Yo within Thu 10.5% | 93%  162% | 23.1% 0% | 14.5%
7 nhdp cé nhan
Chimuanoinéi ) Count 10 50 14 5 2 36
tiéng va cd uy tin
YR
/o within Thu 52.6% | 9.3% | 14.1% | 192% | 100.0% | 18.0%
) nhdp ca nhan
Mu? noi quen biet | Count 1 3 15 4 0 23
thudng mua
YR
/o within Thu 53% | 5.6% | 152% 15.4% 0% | 11.5%
nhép cé nhan
Khac Count 0 1 2 1 0 4
o
/o within Thu 0% | 19% | 20%| 3.8% 0% | 2.0%
nhép cé nhan
Total Count 19 54 99 26 2 200
o
/o within Thu {6 50, 100.01100.01165 5001 100.0% | 100.0%
nhdp ca nhan % %
Chi-Square Tests
Value df Asymp. Sig. (2-sided)
Pearson Chi-Square 40.908(a) 20 .004
Continuity Correction
Likelihood Ratio 36.375 20 .014
Linear-by-Linear 1.953 1 162
Association
N of Valid Cases 200

Tables
Khéch mua hang ¢ Trong Ptic Total
Khong mua Mua Count Col %
Count Col % Count Col %
Tudi tir 18 dén 25 46 35.7% 7 9.9% 53 26.5%
DO | Ty tir 26 dén 35 48 37.2% 26 36.6% 74 37.0%
tWOT T 145 tir 36 dén 45 23 17.8% 28 39.4% 51 25.5%
Tudi tir 46 dén 60 12 9.3% 10 14.1% 22 11.0%
Total 129 100.0% 71 100.0% 200 100.0%
Tables
Khach mua hang 6 Trong Ptrc Total
Khong mua Mua Count Col %
Count Col % Count Col %
Khong 17 13.2% 2 2.8% 19 9.5%
Th}l Dudi 2 triéu 44 34.1% 10 14.1% 54 27.0%
mhap 42 -5 trigu 60 46.5% 39 54.9% 99 49.5%
rclz;lén tur 5-10 triéu 6 4.7% 20 28.2% 26 13.0%
Trén 10 triéu 2 1.6% 2 1.0%
Total 129 100.0% 71 100.0% 200 100.0%
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Tables
Khéach mua hang & Trong Puc Total
Khoéng mua Mua Count Col %
Count Col % Count Col %
Cap 1 3 2.3% 3 1.5%
Trinh &0 | pa
hoc vén 1?22 3, trung 55 42.6% 33 46.5% 88 44.0%
Tét nghiép PH 40 31.0% 26 36.6% 66 33.0%
Cép 2 11 8.5% 5 7.0% 16 8.0%
Cao dang, sinh 19 14.7% 3 4.2% 2 11.0%
vién dai hoc
Sau dai hoc 1 8% 4 5.6% 5 2.5%
Total 129 100.0% 71 100.0% 200 100.0%
Tables
Khéch mua hang ¢ Trong Ptic Total
Khdéng mua Mua Count Col %
Count Col % Count Col %
Giéi | Nam 63 48.8% 48 67.6% 111 55.5%
tinh | Ng 66 51.2% 23 32.4% 89 44.5%
Total 129 100.0% 71 100.0% 200 100.0%
Tables
Khéch mua hang ¢ Trong Puc Total
Khong mua Mua Count Col %
Count Col % Count Col %

‘ Céng chirc 11 8.5% 3 4.2% 14 7.0%
Ngh€ | Buén ban nho 13 10.1% 14| 197% 27 13.5%
nghi€p | 'ginh vien hoc sinh 18 14.0% 18 9.0%

I;(f‘:‘n‘il“en kinh 13 10.1% 7 9.9% 20 10.0%
fgﬁlé? nhan c6 tay 11 8.5% 2 2.8% 13 6.5%
Khong viéc lam | 8% 2 2.8% 3 1.5%
Nghe nghicp 9 7.0% 6 8.5% 15 7.5%
chuyén mén
Chu doanh nghiép 1 8% 3 4.2% 4 2.0%
Gido vién 1 8% 1 5%
gﬁg‘l’g“en van 17 13.2% 10 14.1% 27 13.5%
Tu kinh doanh san 5 3.9% 7 9.9% 12 6.0%
pham dich vu
tLh%‘;‘gi‘-’“g phd 9 7.0% 7 9.9% 16 8.0%
Nghé khéac 20 15.5% 10 14.1% 30 15.0%
Total 129 100.0% 71 100.0% 200 100.0%
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*x*xx* Method 2 (covariance matrix) will be used for this analysis ******

RELITABILITY

1.

3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.

C7.1
C7.2
C7.3
C7.4
C7.5
C7.6
C7.7
C7.8
C7.9
C7.10
C7.11
C7.12
C7.13
C7.14
C7.15

N of C

Statistics for
Scale

Item Means

ases =

48.3100

3.2207

RELITABILITY

lItem-total Statistics
Scale
Mean
if ltem
Deleted
C7.1 44 .3600
C7.2 44 .8900
C7.3 44 .3850
C7.4 44 6900
C7.5 45 .5550
C7.6 46.0150
C7.7 46.0900
C7.8 45 .5350
C7.9 45_.3750
C7.10 44 .8400
C7.11 44 .4650
C7.12 44 .4900
C7.13 44 .8500
C7.14 45.3300
C7.15 45.4700

Reliability Coefficients

Alpha =

-695

2

ANALYSIS

Mean

3.9500
3.4200
3.9250
3.6200
2.7550
2.2950
2.2200
2.7750
2.9350
3.4700
3.8450
3.8200
3.4600
2.9800
2.8400

200.0

Variance

440944

Minimum
2.2200

ANALYSIS

Scale
Variance
if ltem
Deleted

41.4577
39.7969
40.6400
39.6120
39.5346
39.0802
40.2331
37.7676
37.3511
39.2708
39.8782
38.7034
38.7412
39.0564
37.5870

15 items

- SCALE (ALPHA
Std Dev Cases
.9174 200.0
1.0484 200.0
1.0270 200.0
.9902 200.0
1.0913 200.0
1.0360 200.0
1.0182 200.0
1.1093 200.0
1.0985 200.0
.9869 200.0
.9776 200.0
.9230 200.0
.9916 200.0
.9973 200.0
1.0047 200.0
N of
Std Dev Variables
6.6404 15
Max imum Range
3.9500 1.7300 1.7793
- SCALE ((ALPHA
Corrected
Item- Squared
Total Multiple
Correlation Correlation
.1519 .1449
.2418 .2796
.1833 .2838
.2810 .1861
.2455 .2453
.3042 .3094
.2187 .2433
.3738 .2823
.4123 .3082
.3112 .2756
.2641 .2755
.3953 .3183
.3540 .2978
.3244 .2542
.4463 .3702
.6947

Standardized item alpha

Max/Min

Variance
.3324

Alpha
if ltem
Deleted

.6966
.6877
-6946
.6826
.6876
.6798
.6902
.6705
.6653
.6790
.6846
.6698
.6739
.6774
.6622



101

Reliability
RELIABILITY ANALYSIS - SCALE (ALPHA
Mean Std Dev Cases
1. C19.1 3.1509 .9541 106.0
2. C19.2 2.6226 .8778 106.0
3. C19.3 2.5849 .8930 106.0
4. Cl19.4 2.8491 . 7406 106.0
5. C19.5 3.1887 .8408 106.0
6. C19.6 3.1981 .9094 106.0
7. C19.7 3.2264 .8760 106.0
8. Cl19.8 3.2075 2.1502 106.0
9. C19.9 3.1226 .9532 106.0
10. C19.10 3.1038 .9353 106.0
11. C19.11 2.9811 .8617 106.0
12. C19.12 3.0000 . 7559 106.0
13. C19.13 2.7642 .9003 106.0
14. Cl19.14 2.6132 .9815 106.0
15. C19.15 2.0094 .8338 106.0
16. C19.16 2.9717 .9607 106.0
17. C19.17 3.2736 .7992 106.0
18. C19.18 3.2075 .8014 106.0
19. C19.19 3.3962 3.0353 106.0
20. C19.20 2.6038 1.0572 106.0
21. C19.21 3.4528 .9374 106.0
22. C19.22 3.9340 1.0803 106.0
23. C19.23 3.9906 .9511 106.0
24. C19.24 3.1321 1.0961 106.0
25. C19.25 2.9151 1.1222 106.0
26. C19.26 2.6415 .8070 106.0
27. C19.27 2.1038 .8273 106.0
N of Cases = 106.0
Statistics for Mean Variance Std Dev N of Variables
Scale 81.2453 107.0059 10.3444 27
Item Means Mean MEInimum Maximum Range Max/Min
3.0091 2.0094 3.9906 1.9811 1.9859
RELITABILITY ANALYSIS - SCALE (ALPHA
Item-total Statistics
Scale Scale Corrected
Mean Variance Item- Squared
if Item if Item Total Multiple
Deleted Deleted Correlation Correlation
Cl19.1 78.0943 98.3529 .4091 .5806
C19.2 78.6226 99.1896 .4030 .6206
C19.3 78.6604 98.2264 .4509 .5478
Cl19.4 78.3962 106.2796 .0117 .3155
C19.5 78.0566 109.0634 -.1574 .5238
C19.6 78.0472 99.2644 .3816 .4340
C19.7 78.0189 104.0377 .1232 .4785
C19.8 78.0377 94.7414 .1826 .4063
C19.9 78.1226 96.9467 .4875 .6343
C19.10 78.1415 96.9798 .4968 .6561
C19.11 78.2642 97.7962 .4968 .6100
C19.12 78.2453 102.0726 .2856 .5711
C19.13 78.4811 99.5854 .3679 .4332
C19.14 78.6321 95.9872 .5229 .6409
C19.15 79.2358 100.1819 .3672 .5052
C19.16 78.2736 97.0959 4747 .5688
C19.17 77.9717 100.4278 .3708 .4298
C19.18 78.0377 101.7700 .2841 .3750
C19.19 77.8491 101.3103 -.0576 .2429
C19.20 78.6415 97.6036 .3966 .4787
C19.21 77.7925 105.8613 .0138 .4341
C19.22 77.3113 105.0736 .0346 .5868
C19.23 77.2547 107.9631 -.0942 .5544
C19.24 78.1132 96.2728 .4431 .5612
C19.25 78.3302 95.6899 .4580 .5060
C19.26 78.6038 101.5939 .2927 .3588
C19.27 79.1415 100.5798 .3460 .5834
Reliability Coefficients 27 items
Alpha = .7007 Standardized item alpha = .7819

Variance
.1995

Alpha
ifT Item
Deleted
.6817
.6832
.6800
.7048
.7149
.6841
.6998
.7088
.6764
.6762
.6778
.6913
.6850
.6734
.6860
.6772
.6862
.6909
7773
.6811
.7068
.7071
.7135
.6771
.6755
.6904
.6873
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Statistics
Std.
N Mean | Mode Deviation Minimum | Maximum
Valid | Missing
Gia ca 200 0] 3.95 4 917 1 5
S0 lugng va chling loai 200 0 3.42 4 1.048 1 5
Su tan thai clia hang hoa 200 0| 393 4 1.027 1 5
Phong céch va thai do clia nhan vién 200 0| 3.62 4 990 1 5
Vi tri clia noi ban hang 200 0| 276 3 1.091 1 5
Bai gili xe 200 0] 230 2 1.036 1 5
Gio mé clia 200 0] 222 2 1.018 1 5
Dich vu hau mai 200 0| 278 2 1.109 1 5
Bau khong khi 200 0] 294 3 1.099 1 5
Sy ndi ti&ng clia noi ban 200 0 3.47 4 .987 1 5
ﬁg;rgng trinh khuy&n mai tai noi ban 200 0 385 4 978 1 5
Ché& do bao hanh 200 0] 3.82 4 .923 1 5
Chinh séch déi trd hang 200 0| 3.46 3 .992 1 5
Su quang cdo clia nai ban 200 0| 298 3 .997 1 5
Toc do giao hang 200 0 2.84 2 1.005 1 5
Frequency Table
Gia ca
Frequency Percent Valid Percent Cumulative Percent
Valid Khdéng anh hubng 8 4.0 4.0 4.0
Anh hubng it 8 4.0 4.0 8.0
Trung binh 17 8.5 8.5 16.5
G6 anh hudng 120 60.0 60.0 76.5
Anh huGng nhiéu 47 23.5 23.5 100.0
Total 200 100.0 100.0
S0 lugng va ching loai
Frequency Percent Valid Percent Cumulative Percent
Valid Khong anh hubing 13 6.5 6.5 6.5
Anh hubng it 19 9.5 9.5 16.0
Trung binh 66 33.0 33.0 49.0
C6 anh hudng 75 37.5 37.5 86.5
Anh huging nhiéu 27 13,5 13.5 100.0
Total 200 100.0 100.0
Sy tan thdi ciia hang hoa
Frequency Percent Valid Percent Cumulative Percent
Valid Khong anh hutng 6 3.0 3.0 3.0
Anh hubng it 11 5.5 5.5 8.5
Trung binh 44 22.0 22.0 30.5
G6 anh hudng 70 35.0 35.0 65.5
Anh hung nhiu 69 34.5 34.5 100.0
Total 200 100.0 100.0
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Phong cach va thai do ctia nhén vién

Frequency Percent Valid Percent Cumulative Percent
Valid Khong anh huéing 8 4.0 4.0 4.0
Anh hubng it 20 10.0 10.0 14.0
Trung binh 42 21.0 21.0 35.0
C6 anh hudng 100 50.0 50.0 85.0
Anh hudng nhiéu 30 15.0 15.0 100.0
Total 200 100.0 100.0
Vi tri clia ngi ban hang
Frequency Percent Valid Percent Cumulative Percent
Valid Khong anh hubing 29 145 14.5 14.5
Anh hung it 51 25.5 25.5 40.0
Trung binh 71 35.5 35.5 75.5
C6 anh hudng 38 19.0 19.0 945
Anh hudng nhiéu 11 5.5 5.5 100.0
Total 200 100.0 100.0
Bai giii xe
Frequency Percent Valid Percent Cumulative Percent
Valid Khong anh hubng 46 23.0 23.0 23.0
Anh hudng it 83 415 415 64.5
Trung binh 43 21.5 215 86.0
C6 anh hudng 22 11.0 11.0 97.0
Anh hudng nhiéu 6 3.0 3.0 100.0
Total 200 100.0 100.0
Gid m& cira
Frequency Percent Valid Percent Cumulative Percent
Valid Khong anh hubng 48 24.0 24.0 24.0
Anh hung it 91 45.5 455 69.5
Trung binh 37 18.5 18.5 88.0
Co6 anh hudng 17 85 8.5 96.5
Anh hudng nhidu 7 3.5 3.5 100.0
Total 200 100.0 100.0
Dich vu hau mai
Frequency Percent Valid Percent Cumulative Percent
Valid Khong anh hubng 23 11.5 115 11.5
Anh hudng it 67 33.5 33.5 45.0
Trung binh 56 28.0 28.0 73.0
C6 anh hudng 40 20.0 20.0 93.0
Anh hudng nhiéu 14 7.0 7.0 100.0
Total 200 100.0 100.0
Bau khdng khi
Frequency Percent Valid Percent Cumulative Percent
Valid Khdng anh huéng 20 10.0 10.0 10.0
Anh hubng it 50 25.0 25.0 35.0
Trung binh 70 35.0 35.0 70.0
Co6 anh hudng 43 21.5 215 91.5
Anh hudng nhiéu 17 8.5 8.5 100.0
Total 200 100.0 100.0
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Frequency Percent Valid Percent Cumulative Percent
Valid Khong anh hutng 6 3.0 3.0 3.0
Anh hung it 29 145 14.5 175
Trung binh 55 27.5 27.5 45.0
C6 anh hudng 85 425 425 87.5
Anh huBng nhidu 25 12.5 12.5 100.0
Total 200 100.0 100.0
Chuong trinh khuy&€n mai tai noi ban hang
Frequency Percent Valid Percent Cumulative Percent
Valid Khong anh hutng 3 1.5 1.5 1.5
Anh hudng it 18 9.0 9.0 10.5
Trung binh 41 20.5 20.5 31.0
C6 anh hudng 83 415 415 72.5
Anh hudng nhidu 55 27.5 27.5 100.0
Total 200 100.0 100.0
Ché& d bao hanh
Frequency Percent Valid Percent Cumulative Percent
Valid Khong anh hubng 2 1.0 1.0 1.0
Anh hudng it 18 9.0 9.0 10.0
Trung binh 40 20.0 20.0 30.0
Co6 anh hudng 94 47.0 47.0 77.0
Anh hudng nhidu 46 23.0 23.0 100.0
Total 200 100.0 100.0
Chinh sach ddi trd hang
Frequency Percent Valid Percent Cumulative Percent
Valid Khong &nh hutng 6 3.0 3.0 3.0
Anh hudng it 24 12.0 12.0 15.0
Trung binh 73 36.5 36.5 515
C6 anh hudng 66 33.0 33.0 84.5
Anh hudng nhidu 31 15.5 15.5 100.0
Total 200 100.0 100.0
Su quang cdo cha noi ban
Frequency Percent Valid Percent Cumulative Percent
Valid Khong anh hubng 14 7.0 7.0 7.0
Anh hubng it 49 245 245 315
Trung binh 74 37.0 37.0 68.5
C6 anh hudng 53 26.5 26.5 95.0
Anh hudng nhiéu 10 5.0 5.0 100.0
Total 200 100.0 100.0
Toc dd giao hang
Frequency Percent Valid Percent Cumulative Percent
Valid Khdng anh huéng 10 5.0 5.0 5.0
Anh hubng it 75 37.5 37.5 425
Trung binh 66 33.0 33.0 75.5
Co6 anh hudng 35 17.5 17.5 93.0
Anh hudng nhiéu 14 7.0 7.0 100.0
Total 200 100.0 100.0




Frequencies

105

Statistics
Std.
N Mean | Mode | Deviation Minimum | Maximum
Valid | Missing
San phdm ludn ddm bao chat lugng 110 |90 3.16 | 4 944 1 5
Pay di cac mat hang kim khi dién may 109 91 264 |3 877 1 4
SO lugng mat hang nhiéu dé lya chon 109 91 258 |3 .885 1 5
Sé&n phdm méi, tan thoi 109 | 91 284 |3 735 1 5
Trung bay dep, bt mit 108 92 318 |3 841 1 5
Gid ca ré hon nhiing noi khac 109 91 318 |4 915 1 5
Nhan vién nhiét tinh trong khi phuc vu 109 91 3.23 4 .867 1 5
Nhan vién ludn tu van lya chon san phdm 108 92 3.02 3 927 1 5
Nhan vién ludn hu6ng dan sl dung chu déo | 108 92 312 |3 .944 1 5
Nhan vién lich sy, nha nhdn 108 92 3.09 |3 .933 1 5
Nhan vién rat am hiéu vé sdn phdm 108 |92 297 |3 859 1 5
Nhén vién c6 trinh d6 chuyén nghiép 108 92 299 |3 .755 1 5
Péap Ging nhu ciu nhanh chong 108 92 276 |3 .895 1 5
C6 uy tin déng tin cay 108 92 264 |3 .990 1 5
NGi ti€ng, dugc nhiéu ngudi bigt dén 107 93 2.01 2 .830 1 5
Dich vu chiam soc khach hang tot 108 92 298 |3 957 1 5
Ché& do bao hanh tot 109 91 328 |3 795 2 5
Chinh sach déi trd hang hop Iy 108 92 3.21 3 .821 1 5
Ludn giao hang ding hen 107 93 312 |3 .887 1 5
C6 chuong trinh khuy&n mai hap dan 108 92 263 |3 1.073 1 5
Bau khong khi than thién, gan gii 109 91 3.47 |3 .939 1 5
Gid m& clia thuan tién cho viéc mua sdm 109 91 394 |5 1.065 1 5
V& sinh rat sach s@ 108 92 4.01 5 .952 2 5
Khong gian rong rai 108 92 316 |3 1.104 1 5
Thoang mat 108 92 292 |3 1.112 1 5
Sgrr: giac thoai mai, dé chiu khi dén mua 108 92 263 9 804 1 5
Nhu mot siéu thi hién dai 108 92 210 |2 .820 1 5

Frequency Table

San pham ludn dam bao chat lugng

Frequency Percent Valid Percent Cumulative Percent

Valid R4t khong dong vy 6 3.0 5.5 5.5
Khong dong v 19 9.5 17.3 22.7
Khong y kign 40 20.0 36.4 59.1
Pong y 41 20.5 37.3 96.4
R4t dong vy 4 2.0 3.6 100.0
Total 110 55.0 100.0

Missing System 90 45.0

Total 200 100.0

Pay di cac mat hang kim khi dién may
Frequency Percent Valid Percent | Cumulative Percent

Valid R4t khong dong v 11 5.5 10.1 10.1
Khong dong y 35 17.5 32.1 42.2
Khong y kién 45 22.5 413 83.5
Pong y 18 9.0 16.5 100.0
Total 109 54.5 100.0

Missing System 91 45.5

Total 200 100.0




106

S0 lvgng m3t hang nhiéu dé€ lya chon
Frequency Percent Valid Percent Cumulative Percent
Valid Rat khong dong y 11 5.5 10.1 10.1
Khong dong y 40 20.0 36.7 46.8
Khong y kién 44 22.0 404 87.2
Pong vy 12 6.0 11.0 98.2
R4t dong y 2 1.0 1.8 100.0
Total 109 54.5 100.0
Missing System 91 455
Total 200 100.0
San pham mdi, tan thoi
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong vy 1 5 9 9
Khong dong v 33 16.5 30.3 31.2
Khong v kién 60 30.0 55.0 86.2
Pong y 12 6.0 11.0 97.2
R4t dong vy 3 1.5 2.8 100.0
Total 109 54.5 100.0
Missing System 91 45.5
Total 200 100.0
Trung bay dep, bit mit
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong v 1 5 9 9
Khong dong v 21 10.5 19.4 20.4
Khong v kién 50 25.0 46.3 66.7
Pong vy 30 15.0 27.8 94.4
R4t dong y 6 3.0 5.6 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Gia ca ré hon nhitng noi khac
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong v 3 1.5 2.8 2.8
Khong dong y 25 12.5 22.9 25.7
Khong y kién 33 16.5 30.3 56.0
Pong y 45 22.5 41.3 97.2
R4t dong y 3 1.5 2.8 100.0
Total 109 54.5 100.0
Missing System N 45.5
Total 200 100.0
Nhéan vién nhiét tinh trong khi phuc vu
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong vy 3 1.5 2.8 2.8
Khong dong v 19 9.5 17.4 20.2
Khong v kién 40 20.0 36.7 56.9
Pong y 44 22.0 40.4 97.2
R4t dong vy 3 1.5 2.8 100.0
Total 109 54.5 100.0
Missing System 91 45.5
Total 200 100.0
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Nhan vién luon tu van Iya chon san pham

Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong v 3 1.5 2.8 2.8
Khong dong y 32 16.0 29.6 324
Khong y kién 37 18.5 34.3 66.7
Pong vy 32 16.0 29.6 96.3
R4t dong y 4 2.0 3.7 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Nhan vién ludn hwéng din sit dung chu déo
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong v 5 2.5 4.6 4.6
Khong dong v 21 10.5 19.4 24.1
Khong y kién 44 22.0 40.7 64.8
Pong vy 32 16.0 29.6 94.4
R4t dong v 6 3.0 5.6 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Nhéan vién lich su, nha nhan
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong v 3 1.5 2.8 2.8
Khong dong y 26 13.0 24.1 26.9
Khong v kién 44 22.0 40.7 67.6
Pong vy 28 14.0 25.9 93.5
R4t dong y 7 3.5 6.5 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Nhan vién rat am hiéu vé san pham
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong v 3 1.5 2.8 2.8
Khong dong y 30 15.0 27.8 30.6
Khong y kién 44 22.0 40.7 71.3
Pong y 29 14.5 26.9 98.1
R4t dong y 2 1.0 1.9 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Nhén vién c6 trinh dd chuyén nghiép
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong y 3 1.5 2.8 2.8
Khong dong vy 20 10.0 18.5 21.3
Khong y kign 62 31.0 574 78.7
Pong y 21 10.5 19.4 98.1
R4t dong v 2 1.0 1.9 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
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Pap @ng nhu cau nhanh chéng

Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong v 7 3.5 6.5 6.5
Khong dong y 36 18.0 33.3 39.8
Khong y kién 43 21.5 39.8 79.6
Pong vy 20 10.0 18.5 98.1
R4t dong y 2 1.0 1.9 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
CO uy tin dang tin cay
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong y 14 7.0 13.0 13.0
Khong dong v 35 17.5 324 454
Khong y kign 37 18.5 34.3 79.6
Pong y 20 10.0 18.5 98.1
R4t dong v 2 1.0 1.9 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Ndi tiéng, dugc nhiu ngudi biét dén
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong vy 27 13.5 25.2 25.2
Khong dong y 60 30.0 56.1 81.3
Khong y kién 13 6.5 12.1 93.5
Pong y 6 3.0 5.6 99.1
R4t dong vy 1 5 .9 100.0
Total 107 53.5 100.0
Missing System 93 46.5
Total 200 100.0
Dich vu cham sdc khach hang tot
Frequency Percent Valid Percent Cumulative Percent
Valid Rat khong dong y 7 3.5 6.5 6.5
Khong dong y 27 13.5 25.0 31.5
Khong y kién 37 18.5 34.3 65.7
Pong y 35 17.5 324 98.1
R4t dong y 2 1.0 1.9 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Ché& dd bao hanh tot
Frequency Percent Valid Percent Cumulative Percent
Valid Khong dong y 18 9.0 16.5 16.5
Khong y kién 47 23.5 43.1 59.6
Pong vy 39 19.5 35.8 95.4
Rat dong vy 5 2.5 4.6 100.0
Total 109 54.5 100.0
Missing System 9N 45.5
Total 200 100.0
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Chinh sach ddi trd hang hop Iy

Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong v 1 5 9 9
Khong dong y 19 9.5 17.6 18.5
Khong y kign 49 24.5 45.4 63.9
Pong y 34 17.0 31.5 95.4
R4t dong vy 5 2.5 4.6 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Ludn giao hang ding he
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong y 2 1.0 1.9 1.9
Khong dong vy 26 13.0 24.3 26.2
Khong vy kién 40 20.0 374 63.6
Pong vy 35 17.5 32.7 96.3
R4t dong v 4 2.0 3.7 100.0
Total 107 53.5 100.0
Missing | System 93 46.5
Total 200 100.0
C6 chuang trinh khuyén mai hap dan
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong vy 15 7.5 13.9 13.9
Khong dong vy 36 18.0 33.3 47.2
Khong y kign 39 19.5 36.1 83.3
Pong vy 10 5.0 9.3 92.6
R4t dong vy 8 4.0 7.4 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Bau khdng khi than thién, gan giii
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong y 3 1.5 2.8 2.8
Khong dong 9 4.5 8.3 11.0
Khong y kign 47 23.5 43.1 541
Pong v 34 17.0 31.2 85.3
R4t dong v 16 8.0 14.7 100.0
Total 109 54.5 100.0
Missing System 9N 45.5
Total 200 100.0
Gid m& cira thuan tién cho viéc mua sdm
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong vy 3 1.5 2.8 2.8
Khong dong v 9 4.5 8.3 11.0
Khong y kign 20 10.0 18.3 29.4
Pong y 37 18.5 33.9 63.3
R4t dong vy 40 20.0 36.7 100.0
Total 109 54.5 100.0
Missing System 91 455
Total 200 100.0
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Frequency Percent Valid Percent Cumulative Percent
Valid Khong dong v 6 3.0 5.6 5.6
Khong y kién 30 15.0 27.8 33.3
Pong y 29 14.5 26.9 60.2
Rat dong y 43 21.5 39.8 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Khdng gian rdng rai
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong y 12 6.0 11.1 11.1
Khong dong vy 10 5.0 9.3 20.4
Khong y kién 47 23.5 43.5 63.9
Pong y 27 13.5 25.0 88.9
R4t dong v 12 6.0 11.1 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Thodng mat
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong vy 12 6.0 11.1 111
Khong dong v 26 13.0 24.1 35.2
Khong y kién 38 19.0 35.2 70.4
Pong y 23 11.5 21.3 91.7
R4t dong vy 9 4.5 8.3 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Cam giac thodi mai, dé chju khi d&€n mua sdm
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong v 3 1.5 2.8 2.8
Khong dong y 50 25.0 46.3 49.1
Khong y kién 42 21.0 38.9 88.0
Pong y 10 5.0 9.3 97.2
R4t dong y 3 1.5 2.8 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
Nhu mét siéu thi hién dai
Frequency Percent Valid Percent Cumulative Percent
Valid R4t khong dong vy 23 11.5 21.3 21.3
Khong dong y 57 28.5 52.8 741
Khong v kién 24 12.0 22.2 96.3
Pong y 2 1.0 1.9 98.1
R4t dong y 2 1.0 1.9 100.0
Total 108 54.0 100.0
Missing System 92 46.0
Total 200 100.0
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N Valid 42
Missing 0
Thai gian lam viée
Frequency Percent Valid Percent Cumulative Percent
Valid DuGi 1 thang 16 38.1 38.1 38.1
Tir 1 dén 3 thang 12 28.6 28.6 66.7
Tir 3 ndm trd 1én 10 23.8 23.8 90.5
Tir 3 thdng dén duGi 1 nam 2 4.8 4.8 95.2
Tir 1 nam dén duGi 3 nam 2 4.8 4.8 100.0
Total 42 100.0 100.0

Frequencies

Statistics

Du dinh thay d6i cong viéc

N Valid 42
Missing 0
Dy dinh thay ddi cong viéc
Frequency Percent Valid Percent | Cumulative Percent
Valid Khong thay ddi 18 429 42.9 42.9
Chic chin thay déi 12 28.6 28.6 71.4
Du dinh thay ddi 12 28.6 28.6 100.0
Total 42 100.0 100.0

Frequencies

Statistics

Mic dg hai long vé cong viéc

N Valid 42
Missing 0
Mifc dd hai long vé cong viéc
Frequency | Percent | Valid Percent | Cumulative Percent
Valid | Khong hai 1ong 24 57.1 571 571
Hai long 10 23.8 23.8 81.0
R4t khong hai long 8 19.0 19.0 100.0
Total 42 100.0 100.0
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Tables
Ly do hai Idong hodc khong hai long vé cong viéc
Tién | Thoi gian Moi truidng | Co hgi thang | Diéu kién lam
lusng | lam viéc lam viéc tién viéc
Thoi | DuGi 1 thang | Responses 8 4 10 6 6
gian Row Response % | 36.4% 20.0% 83.3% 60.0% 75.0%
lam Tir 1 dén 3 Responses
viéc . 8 6 2 2
thang
Row Response % 36.4% 30.0% 20.0% 25.0%
Tu 3 thang Responses
dén dudi 1 2
nam
Row Response % 16.7%
T 1 ndm dén | Responses
o 2 2
duGi 3 nam
Row Response % 9.1% 10.0%
TAU 3 nam trG | Responses 4 8 9
I&n
Row Response % 18.2% 40.0% 20.0%
Total | Responses 22 20 12 10 8
Row Response % 100;,2 100.0% 100.0% 100.0% 100.0%

Frequencies

Statistics
Pong co lam viéc
N Valid 42
Missing 0
Dong co lam viéc
Frequency | Percent | Valid Percent | Cumulative Percent
Valid Tién 21 50.0 50.0 50.0
Hoc hoi kinh nghiém 8 19.0 19.0 69.0
Viéc riéng 5 11.9 11.9 81.0
C6 ca hdi thang tién 3 7.1 7.1 88.1
Vao lam thir 3 7.1 7.1 95.2
Cong viéc dn dinh 2 4.8 4.8 100.0
Total 42 100.0 100.0
Frequencies
Statistics

K& chuyén vé cong ty

N Valid 42
Missing 0
K& chuyén vé cong ty
Frequency Percent | Valid Percent | Cumulative Percent
Valid Thuting xuyén 18 42.9 429 429
Thinh thodng 12 28.6 28.6 714
Khong bao gid 10 23.8 23.8 95.2
R4t thudng xuyén 2 4.8 4.8 100.0
Total 42 100.0 100.0
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Statistics
Ly do k& hodc khong ké vé cong t
N Valid 42
Missing 0
Ly do ké hodc khong ké vé cong ty
Frequency Percent | Valid Percent | Cumulative Percent
Valid | Giai toa tdm ly 24 571 571 571
Mic cam 8 19.0 19.0 76.2
Cam thay ty hao 6 14.3 14.3 90.5
Chia sé niém vui 4 9.5 9.5 100.0
Total 42 100.0 100.0

Frequencies

Statistics
Hiéu vé y nghia clia logo
N Valid 42
Missing 0
Hi€u vé § nghia ciia logo
Frequency | Percent | Valid Percent | Cumulative Percent
Valid Khong hiéu 36 85.7 85.7 85.7
Hi€éu khong diing 6 14.3 14.3 100.0
Total 42 100.0 100.0

Frequencies

Statistics
Hiéu v& dinh hu6ng hoat dong
N Valid 42
Missing 0
Hiéu vé dinh hudng hoat ddng
Frequency | Percent | Valid Percent | Cumulative Percent
Valid Khong biét 32 76.2 76.2 76.2
Bit khong diing 8 19.0 19.0 95.2
Hiéu rd 2 4.8 4.8 100.0
Total 42 100.0 100.0

Frequencies

Statistics
Gi6i thiéu cong ty v6i ngubi khac
N Valid 42
Missing 0
GidGi thiéu cong ty vdi ngudi khac
Frequency | Percent | Valid Percent | Cumulative Percent
Valid Khong bao gid 16 38.1 38.1 38.1
C6 I8 khong 12 28.6 28.6 66.7
T4t nhién 13 co 10 23.8 23.8 90.5
Chéc chin co 4 9.5 9.5 100.0
Total 42 100.0 100.0
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Tabhles
Ly do gi6i thiéu hodc khdng gi6i thiéu vé cdng ty
Khong mudn
Khong biét | Khong | Biét hoat | Mudn ngudi | ngudi khac
hoat dong | tin tubng | dong clia | khac biét v& | biét vé cong
clia cty congty | congty cong ty ty
Thoi Dugi 1 thang Cases 10 2 4 2
gian Row Response % 62.5% 20.0% 50.0% 50.0%
Ial[n Tu’1 dén 3 Cases 9 9 6 4
viée thang
Row Response % 12.5% 20.0% 75.0% 50.0%
Tir 3 thang dén | Cases
oy 2
dugi 1 nam
Row Response % 20.0%
T 1 ndm dén Cases
o 2 2
dugi 3 nam
Row Response % 12.5% 20.0%
TAU 3 ndm trg Cases 9 9 9 9
I&n
Row Response % 12.5% 20.0% 25.0% 50.0%
Total | Cases 16 10 8 8 4
Row Response % 100.0% | 100.0% 100.0% 100.0% 100.0%

Frequencies

Statistics
Cam thdy tu hao vé cong ty
N Valid 42
Missing 0
Cam th3y tu hao vé cong ty
Frequency | Percent | Valid Percent | Cumulative Percent
Valid Khong tu hao 14 33.3 33.3 33.3
Rat khong tu hao 14 33.3 33.3 66.7
Tu hao 12 28.6 28.6 95.2
Rat tv hao 2 4.8 4.8 100.0
Total 42 100.0 100.0

Frequencies

Statistics
Nhiing diéu hai long vé cong ty
N Valid 42
Missing 0
Nhitng diéu hai long vé cong ty
Frequency | Percent | Valid Percent | Cumulative Percent
Valid | Khong c6 diéu gi I hai long 38 90.5 90.5 90.5
M6i truding sach sé 3 7.1 7.1 97.6
Tién ludng 1 2.4 24 100.0
Total 42 100.0 100.0
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Frequencies

Statistics
Nhiing diéu chua hai long vé cong ty

N Valid 42
Missing 0

Nhitng diéu chua hai long vé cong ty

Frequency | Percent | Valid Percent | Cumulative Percent
Valid Khong hai long vé tat ca 12 28.6 28.6 28.6
Thai gian lam viéc 8 19.0 19.0 47.6
Tién thubng 6 14.3 14.3 61.9
Cach cu xir clia Giam doc 5 11.9 11.9 73.8
Miic luong 5 11.9 11.9 85.7
Bau khong khi 1am viéc 4 9.5 9.5 95.2
Thai do bao thii 2 4.8 4.8 100.0
Total 42 100.0 100.0
Frequencies
Statistics

Nhiing diéu can cai thién va cach cai thign
N Valid 42
Missing 0

Nhifng diéu can cai thién va cach cai thién

Frequency | Percent | Valid Percent | Cumulative Percent
Valid Téang luong 14 33.3 33.3 33.3
Tang ngay nghi va gid nghi 9 21.4 21.4 54.8
C6 chién lugc phét trién Cong ty 7 16.7 16.7 71.4
Tao bau khong khi 1am viéc vui vé 7 16.7 16.7 88.1
Cach cu xif clia Giam déc 5 11.9 11.9 100.0
Total 42 100.0 100.0
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