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MO PAU

1. Li do chpn dé tai

Dé ¢o the c6 cac chong trinh Marketing hong dich va héu qua,
cac nha Marketingan thdu hiéu cac nhan& tacdong hanh vi ngoi
tiéu dung. Trongtd, gin két ciing la nt bién 5 quan tong bén anh
nhan thirc va thaid$ trong vic giai thich hanh vi ngoi tiéu dung.

D6 la li do chn dé tai: “Nghién cizu @nh hweng aia nhan 6
gin két (involvement) vi sin phim d@én s trung thanh thweng
hi¢u. Ung dung tgi cong ty Twong Hdi auto.”
2. Muc dich nghién aru

Xay dng i luan V& gan két sin phim va trung thanh trong hiu.

Ung ding thangio gin két san phim va trung thanh trong higu.

Xay drng md hinh nghiénuw v mbi quan ¢ gitta gin két san
phim va trung thanh trong hidu.

Kiém dinh mé hinh nghiéni tai cng ty Trong Hai auto.

D¢ xut giai phapdé phat trén gin két san pram va trung thanh
thuong hiéu cho cong ty.

Déi tugng va plam vi nghién ¢u

Tac gh chi tap trung nghién @u van d lién quanddi véi nhiing
dong xe duith ti Truong Hai autod thi trudong Da Nang.

Phrong phap nghiénii

Thiét ké ban cau Idi dua trén thangio da c6o phan av s If luan.

Phan tich @ liéu bing SPSS 16.0.

Str dung kKét qua thu thip duoc dé dé xuat giai phap cho cong ty.

Y nghia khoa bc va thrc tién.

CAu tric @a luan van.
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CHUONG 1
CO SO Li LU AN VE GAN KET SAN PHAM VA TRUNG
THANH TH UONG HIEU
1.1 Sr gan két véi san phidm (Involvement)
1.1.1 Khai niém vé sir gin két

N&m 1965, Krugman g thiéu Ii thuyét vé gan két véi san pham,
trongdé éng nlan manh gan két 1a s¢ “quan tam” va mic dg“nhi ét
tinh” ma ngeoi tiéu dung danh cho #h sin phim nhit dinh.

Bowen va Chaffee (1974) chang gin két sin ptim la s phéat
trién ve nhin thirc (duwoc thé hién ré ra bén ngoai hic dwdi dang
tiém dn) aia ngeoi tiéu dung, @a trén nhiing quan tam vaanh gia
cua hp doi véi san pham.

Gan két thip

Gan két cao
[ Cam xuc [ Hanh v ]
f t
[ Hanh v ] [ Cam xuc
/)
[ Nhan thiac [ Nhan thac
Hinh 1.1 Méi quan h¢ giira nhan thirc va din két cia Bowen va

Chapfffee (1974)

Dén day, c6 té thiy gin két 1a mot trong cac kin £ bén anh
nhian thic, thdido trong vic giai thich hanh vi ngoi ti€éu dung va
can phan bit sy khac nhau @ing nhr Ii giai mdi quan 1§ giira cac
nhan & nay. NHn thrc 1a qua trinh éip nkan va »r ly thdng tindé
hinh thanh nén quanam va hanhdong aia ca nhanidi véi moi
treong xung quanh; that6 l1a nhirtng danh gi4, ém xdc va nkng xu
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hudng hanhdong, co tinh cht thuan loi hay kit loi vé mot vat thé
hoac y ngh naodo.

P4 c6 nhtu nghién ¢u chi ra mdi quan ¢ giita thai do, nhan
thic va gin két nhr nghién ¢u cia Petty va Cacioppo (1981) -
Elaboration Likelihood Model (ELM). Ngyi tiéu dung hinh thanh
muc d6 gan két cao khi nin thirc mirc d6 rui ro cao va tirong xir i
théng tin king duong trung tdm — & Ii cac théng tin chinh nhchic
nang sin phim, throng hiéu, gia @ va théng quald hinh thanh nén
thai do véi san phim, throng hiu.

Nguoc lai, véi tinh hibng mua c6 mic do gan két thap tir mac do
nhan thic i ro thap, ngroi tiéu dung throng xir i théng tin theo
duong ngai vi nhu nguoi phat ngdn, hininh hay &m thanh.

[ Tinh hidng ]

[ Gén két ]
[ Cac ] [ Thip ]
|

[ buong trung tam ] [ Puong ngai vi ]

v t
[ Thaido J [ Thaida ]

Hinh 1.2 ELM ciua Petty va Cacioppo (1981)
1.1.2 Phan lai gan két
1.1.2.1 Gin két véi sdn pham.
a. Khai niém.
Gdn ket sin phim phin anh nic d6 nhin thic va quan tamia
nguoi tiéu dungdsi véi mét ching logi san phim as the, thé hién tam
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quan tpng aia Mt sin phim Wi cdi tdi ca nhan va gia troia ngeoi
tiéu dung(Traylor, 1981).

b. Nhan t6 anh hwéong dén mirc do gan két san pham.

Kién thirc vé san ptam.

Kinh nghiém lién quantén sin pHim.

Do tudi.

Nhom tham kho.

Nhu ciu va gid ti caa ngroi tiéu dung.

Rui ro trong quyt dinh mua.

c. Thangdo gin két san pham.

Laurent va Kapferer phatén thangdo Hé so gin két ciia nguoi

tiéu dung- Consumer Involvement Profile (CIP)dé do lvong mic
d6 gan két caa ngroi tiéu dung. Thang ClRo ludng mirc do gin két
6 nam khia anh:

Su quan tam.
Su vui thich.
Gi4 tii biéu trong
Tam quan tong aia quyét dinh va nling i ro xay ra.
Kha niang chi quan @a viéc ra quyt dinh sai.
Bang 1.1 Cac itemsia thangio CIP — Laurent va Kapferer (1981).

STT Nhan t6 ltems
Toi cam thay ... rat quan tong wi cujc Hng
cua toi.
1 Sr quan tdm . a A
... lam cho t6i &t quan tam.
To6i tho o Vai....

2 quyét dinh  va

Khi t6i chon mua ...., khdng ph la van dé lon
néu quyét dinh d6 1a sai dm.

Toi cam thay rat phién phic néu mua .... khéng
pht hop V6i nhu du cia toi.
Toi &8 cam thiy rat khé chu réu sau khi mug
..., toi phat hén minhda ra nét quyét dinh sai.

Tam quan tong aia

nhiing mi ro xay ra

3 Kha nang chi quan| Khi t6i mua..., khéng baodgban chic chan
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cia viec ra quyt | dugc do la qugét dinhdang.
dinh sai Khi c6 nhéu ar lva cton \é..., t6i lubn @m
thdy hdi tiéc réu vé quyét dinh aaa minh.
Lya chon ....thrc ar 1a mdt quyét dinh phic
tap.
Co the biét vai dieu v mot nguoi naodo thdng
4 Giéa ti biéu trong | qua ...ma h chon.
...t6i mua nai 1én toi 1a Kiu ngroi nhu thé nao.
TOi & cam thay rat thich tha sau khi mua ..
cho chinh minh.
5 Sr vui thich Khi mua... gbng nhr t6i dang tr thuéng cho
minh ndt mén qua.
So hitu ... la mdt sy vui thich i toi.

Ngoai ra, con c6 thando Tdp hep chi s5 gin két ca nhan -
Personal Involvement Inventory (PII) (Zaiskowsky, 1985). Nimg
thangdo nay khéngiugc danh gid cao doof vao trong hyp thang
do don huéng — nhin nn hanh vi ngoi tiéu dungs mot khia anh.
1.1.2.2 Gin két véi thwrong higu.

a. Khai niém.

Theo Mittal va Lee (1989)gdin két thurong hidu duoc hiéu 1a sr
quan tdm ga ngeoi tiéu dingdén mpt thirong higu va o radéng @
thicddy ngeoi tiéu dung trong VAc ra quyt dinh phu lep trong nat

tinh hwng a thé.

b. Yéu t6 anh hwéng dén mirc @9 gin két thwong higu.

Gan két thuong higu bi anh hrong boi tinh hubng mua.

Kho dr doan \é viéc tim kiém théng tin.

Muc do gan két thuong hiéu bi anh hrong boi sb luong throng

hiéu €in co.

c. Thangdo gin két thwong hiéu.
Mittal (1989) phat tén thangdo “G an két vé quyét dinh mua” -
Purchase Decision Involvement (PDI).
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Bang 1.3 Cac itemia thangio PDI (Mittal, 1989)
Trong vic lya chon céc tlrong higu sin co trén th truong dia
san pHim nay, fan c6 tt noi ring:

Toi hoan toan khéng quan Toi co ar
tam dén theong higu < quan tamt

mua l6n dén
1/12|3|4|5|6]|7 thuong higu

S€ mua

Ban c6 cho #ng cac tlrong hiéu sin c6 trén thtruong aia sin pham
naydéu gidng nhau hay khac nhau?

Changdéu giong nhau Chang hoan
1/2(3|4|5|6]|7]toankhac

nhau

Viéc ra quyt dinh chon dang throng hiéu cia sin pram nay \bi ban
quan tong nhr thé nao?

Hoan toan khbéng quaJn1 olalalslelr Hét src quan
trong trong

Trong VEc lya chon theong hiéu cia €in pham, an quan tam nin
thé naodén két qua caa quyét dinh?

Hoan toan khéng quantam | 2 (3| 4| 5| 6 | 7 | Rat quan tam

1.2 Long trung thanh wi thwong higu
1.2.1 Khéi niégm vé long trung thanh thwong higu

Theo Heép hoi Marketing Mi (AMA) thi trung thanh thong hiéu
la “tinh hwng trongdé khach hang c6 xuudng mua &p lai sin
phim aia cung ndt nha sin xuit trong Mt khaing thvi gian nhit
dinh thay vi muaua cac nha én xuit khac”
1.2.2 NHrng lgi ich cia trung thanh thwong hiéu.
1.2.3Po lwong trung thanh thwong hi¢u

Chaudhuri va Holbrook (2002) chia trung thanhroting hiu:
Trung thanh ém xuc, trung thanh rim thic va trung thanh hanh vi.
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Trung thanh cam xudc (affective)

Trung thanh &m xdc ch ramic dé thién cam, thich thi ma khach
hang danh cho thong hiu.

Trung thanh nhan thac (cognitive)

Theo Oliver (1999) va Dick va Basu (1994) trungntinakin thirc
bao @m bdn yéu t6 nhu: c6 ngwn goc, tr tin, trung tam va rd rang

Trung thanh hanh vi (conative)

Trung thanh hanh vi liéc khach hang cé rilmg de dinh tiép tuc
s dung sin phim aia cong ty.

Bang 1.6-Thangdo trung thanh thwong hiéu aia Jacoby va Kyner (2003)

T6i dang va 8 vu tién ....... fon so i cac throng higu khac khi xen
Xét quyét dinh mua &n pham

TOI lubn xem ............. la throng héu quan tong khi clon mua 4n
phim

T6i lubn quan tandén ................. nhéu hon céac throng higu khéac
T6i rat hing tha khi muaan phim cia throng higu....................
Toi & tiép tuc mua én phm ca .............. Wi vi t6i rat thich
thuong hiéu nay

Toi cam thay ............. tot hon cac throng hiéu khac

T6i cam thay gan két voi ............... hon céc throng hiéu khac

Mic du céc thong hiéu khac dang gam gid, t6i \in chpn

T6i S8 cam thay rat hdi tiéc néu phai chon throng hiéu khac khi
khéng muaiugc..............

TOI ludn kiéndinh trong véc lua chon ............ S0 \bi cac throng
hiéu khac

Khi da chon............... t6i ludn trung thanhdi thuong hiéu nay
Néu khéng muaduoc................. , t6i ding khéng mén mua
thuong hiéu khac

Trong st nhing rim qua, t6i luén i thiéu ............... cho fhan

bé, ngroi than
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1.3 Méi quan hé giita nhan % s gin két san phidm va trung
thanh thwong higu

Park (1996) cho &ing gan két duwoc duroc hinh thanh khi cac gia
tri quan tpng aia trng ca nhanfuoc ket hop hay to ra bsi mét tinh
husng ra quyt dinh. Trong khi trung thankiroc o ra khi gia tv,
hinh anh hin than hay thaifé quan tong diroc két noi véi mét lya
chon cia ngeoi tiéu dung.

Park dung thango cia Allen and Meyer's (1990), tidwoc ba
nhan & vé trung thanh thaido (1) trung thanh @m xdc, (2) trung
thanh theo qui chim va (3) trung thantau tu

Gin két sin phim dugc Parkdo lrong bing thangdo CIP dia
Laurent va Kapferer (1985) - (1M quan tong aia quyét dinh va
nhitng i ro xay ra, (2) gia tr biéu twong, (3) & vui thich va (4) s
guan tam.

Sau khi kém dinh, Park

Su quan tam théy,réng,ngrd.i tiéu dung cang
gan két voi san pham thi
Gié t biéu trng Trung thanh thaio

. _ cang trung thanh théto.
Tam quan tong aia quyét dinh

Kha ning chi quan @éa viéc

Hinh 1.4 — M hinh nghién é&u vé méi quan hé giira gan két san
phim va trung thanh thwong hiéu cia Park (1996)
Ngoai ra, con cé nghiénra cia Nigel Doughlas (2006Yim hiéu
vé moi quan ¢ giita gin két sin prim va trung thanh trong hiéu
d6i voi san prim xe 6 t6.Dau tién, Doughlasto lwong trung thanh
thuong hiéu bing thangdo cia Jacoby va Lyner, chia trung thanh
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thuong hiéu ra lam ba nhandt(1) trung thanh am xac, (2) trung
thanh n#n thic va (3) trung thanh hanh vi. Trong khingkét san
pham van s dung thangio cia CIP @a Laurent va Kapferer (1985).

Trung thanh thaio

Gan két san pram xe 6 > Trung thanh nin thic

Trung thanh hanh vi

Hinh 1.5 — M hinh nghién é&u anh hwéng cia gin két san phim
dén trung thanh thwong higu ciia Doughlas (2006)

Nghién @ru cia Doughlastuoc thyc hién v6i nguoi tiéu dung Uc,
va trung thanh thong hiéu cé @ ba nhand trung thanh: trung thanh
nhan thirc, aim xdc, hanh vi vaan két san pham déu c6 ndi quan g
clng chéu vi trung thanh thong higu.

CHUONG 2: LICH SU HINH THANH VA PHAT TRl EN CUA
KIA MOTOR

2.1 Giéi thiéu chung W cong ty Kia Motor

2.1.1 Lich s hinh thanh va phat trién

2.1.2 Van héa t chirc.

2.1.3 Qv sb vat chit

2.1.4 Céac 4n pham xe du lich cia Kia Motor lip rap va phan

phéi & Viét Nam

2.2 Phan tich & 4nh hwéng cia méi trudng déi véi san pham xe

du lich aia Kia Motor.

2.2.1 M6i trweong Vi mo.

2.2.2 M6i trwong vi mo.

2.3 Viéc quan tri thwong hiéu Kia

2.3.1 Throng hiéu
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2.3.2 Xay drng Iong trung thanh khach hang
2.3.3 Panh gia chrong trinh xay dwng long trung thanh aia
khach hang

CHUONG 3: XAY DUNG MO HINH VA GI A THUYET
NGHIEN CcUU
3.1 M6 hinh nghién @u dé xuit

Trung thanh nin thac

thuona héu Kia

Gin két sn H1 .| Trung thanh

phim & t¢ thwona  héu

Trung thanh &m xdc

H3 thuona héu Kia

H4 Trung thanh hanh vi
thuona héu Kia

Hinh 3.1 — M hinh nghién &u téng quat

3.1.1 Bén sb doc lap — Sr gan két san pham
3.1.1.1 Khai ngm

Theo Krugman (1965)yin két sin phim 1a sr “quan tam” va
miC dg“nhi ét tinh” ma ngeoi tiéu dung danh cho #hsin phim.
3.1.1.2 Thangio gin két sin phim

Nghién @ru ar dung thangdo CIP (Laurent and Kapferer, 1985)
dé do lrong sr gin két caa ngroi tiéu dung i san phim 6 t6.
3.1.2 Bén sb phu thudc
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3.1.2.1 Khai ném \é trung thanh thwong hiéu

Theo HEp hoi Marketing Mi (AMA) thi trung thanh tirong higu
la “tinh hwng trongdé khach hang c6 xuudng mua &p lgi sin
phim aia clng ndt nha sin xuit trong mt khaing thvi gian nhit
dinh.
3.1.2.2 Thangio trung thanh thweng hi¢u

Téc gi chon thangdo long trung thanh tlong héu cia Jacoby
va Kyner (2003).
3.2 Gia thuyét nghién afu

H1: Gin két sin phim 6 tdanh hwéng tich arc dén trung thanh
thwrong hié¢u Kia

Hla: Sr vui vui thichanh hrong tich @rc dén trung thanh thong
hiéu Kia

Hib: Sr quan tamanh hrong tich @c dén trung thanh thong
hiéu Kia

Hlc: Gia ti biéu trong anh hrong tich @c dén trung thanh
thuong hiéu Kia

H1d: Tam quan tong aia quyét dinh mua vaii ro c6 tt xay ra
anh hrong tich arc dén trung thanh thong hiéu Kia

Hle: Kha ning chi quan @a viéc ra quyt dinh saianh hrong tich
cuc dén trung thanh tiong hiéu Kia

H2: Gdn két sin phim 6 t6 codnh hwéng tich arc dén trung
thanh nhdn thic thwong hié¢u Kia

H2a: Sr vui vui thichanh hrong tich arc dén trung thanh nin
thirc theong hiéu Kia

H2b: Sr quan tamanh hréng tich @c dén trung thanh nin thac
thuong higu Kia

H2c: Gia ti biéu trong anh hrong tich arc d&én trung thanh nin
thirc theong hiéu Kia

H2d: Tam quan tong aia quyét dinh mua vaii ro c6 tt xay ra
anh hrong tich arc dén trung thanh nim thire theong higu Kia
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H2e: Khi ning chi quan @a viéc ra quyt dinh saianh hrong tich
cuc dén trung thanh nin thirc theong higu Kia

H3: Gin két sin phim 6 t6 coanh hueng tich arc dén trung
thanh aim xuc thewong hiéu Kia

H3a: Sr vui vui thichanh hrong tich @c dén trung thanh am
xuc throng hiéu Kia

H3b: Sr quan tAmanh hrong tich @c dén trung thanh am xdc
thuong hiéu Kia

H3c: Gia ti biéu twrong anh hréng tich arc dén trung thanh am
xuc throng hiéu Kia

H3d: Tam quan tong aia quyét dinh mua vaii ro co thé xay ra
anh hrong tich arc dén trung thanh am xdc throng higu Kia

H3e: Khi ning chi quan @a viéc ra quyt dinh saianh hrong tich
cuc dén trung thanh @m xuc throng hiéu Kia

H4: Gin két sin phim 6 t6 coanh hueng tich arc dén trung
thanh hanh vi thweng hiéu Kia

H4a: Sr vui vui thichanh hréng tich arc dén trung thanh hanh vi
thuong hiéu Kia

H4b: Sr quan tamanh hrong tich @c dén trung thanh hanh vi
thuong higu Kia

H4c: Gia ti biéu trong anh hrong tich arc dén trung thanh hanh
vi thuong hiéu Kia

H4d: Tam quan tong aia quyét dinh mua vaii ro co thé xay ra
anh hrong tich @rc dén trung thanh hanh vi tlong higu Kia

H4e: Khi ning chi quan @a viéc ra quyt dinh saianh hrong tich
cuc dén trung thanh hanh vi tieng hiéu Kia
3.3 Thiét ké miu

Dir ligu nghién éu dugc thu thip bing phrong phap pbng van
tryc tiép ngroi tiéu dungd thanh plé Ba Ning. Miu duoc chon ndiu
nhién \6i sb luvong 12500 kin cau .
3.4 Phrong phéap nghién du, kiém dinh gia thuyét
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3.4.1 Kiém dinh dé tin cay cia thangdo
3.4.2 Phan tich nhané
3.4.3 Kiém dinh méi quan h¢

CHUONG 4: PHAN TiCH K ET QUA NGHIEN CUU
4.1 M6 ta mau.

Mau dwoc chon theo phreng phap ndiu nhién - thuan tign.

Vi thoi gian khao sat khéng 25 phat/ bn cau loi

Sau khi thu thp, 200 tn cau i duoc tién hanh phan tich mét
tim ra ndt vai dic diém aia miu nhr c6 60% khach hang eh c6 6
t6 va 40% khach hantf sy hitu va st dung 6 t6.

Trong $ 40% khach hangoshiru 6 t6, c6 20.2% khach hadg
mua New Morning, 20% mua Cerato Forte

Thém vaodoé, 8% $ nguoi dugc hei chon mua Kia tronguong
lai, 27.3% clon Toyota, 13.5% ajn Mercedes va 13.9% ¢h Ford

Do tudi

V& thu nhap.

Thoi gian s hitu va ar dung xe.

4.2 Kiém dinh thang do CIP — gin két san phim va phan tich
nhan t6.
4.2.1 Kiém dinh thang do CIP.

Sau khi tén hanh phan tich cha&kqua chi sb Cronbach’s alpha la
0.507 <0.7 va item “Mua 0 to sainh khdng phi 1a van d& l16n” ¢
Cronbach’s alpha if item deleted |a 0.715,dd0< loai item nay ra
khoi thangdo. Saudé tiép tuc phan tich fip cho cac nharbtcon hi.

Sau khi phan ticho tin cy 1an 2, trong tr ciing lcai bo item “t6i
tho o véi 6 t6”. CWwi cung gir lai 12 item condi dé tién hanh phan
tich nhané.
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Reliability Statistics

Cronbach's Alpha N of Items

715 13

4.2.2 Phan tich nhané cho cac item condi caa thangdo CIP.
Tién hanh phan tich nhaé bing SPSS, thduogc két qua KMO =
0.731 >0.5 va Sig. = 0.000<0.05tlqua phan tich tha méandiéu
kién theo nghiénieu aia Hair (2006).
Sau khi nhém @p, ch con ki bén nhan & chinh va #n hanhdit
tén cho Bn nhan é nay An luot 1a (1) Rii ro trong qut dinh mua,
(2) Sr vui thich, (3) & quan tam va (4) Giaitrbiéu trong.

Rotated Component Matrix®

Component
1 12 (3 |4
Phien phuc neu mua oto khong phu hop .881
Sau khi mua, se hoi tiec neu quyet dinh do sai .876
Lua chon oto la quyet dinh phuc tap .811
Khi co nhieu su lua chon, luon cam thay hoi tieqjuget dinh ].808
Sau khi mua, khong bao gio chac chan do la quyétdiing |.793
Mua o to giong nhu tu thuong cho minh mon qua .854
Cam thay thich thu khi mua o to cho chinh minh .815
So huu o to la su vui thich .806
O to rat quan trong voi cuoc song .933
Toi rat quan tam den o to 915
Biet vai dieu ve 1 nguoi qua o to .884
O to toi mua noi len toi la hguoi nhu the nao .876
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4.3 Kiém dinh thang do va phan tich nhan 6 caa trung thanh
thwong hi¢u
4.3.1 Kiém dinh thang do trung thanh thwong hiéu

Reliability Statistics

Cronbach's Alpha N of Items

.865 13
Cronbach’s alpha 0.86%1 hon tat ca Cronbach’s alpha if item

deleted, nénésgiir lai toan ) cac items trong thanip goc.

4.3.2 Phan tich nhan & cho céac item condi caa thang do trung

thanh thuwong hiéu

Rotated Component Matrix*

Componerlt
1 2

Quan tam nhieu den KIA hon thuong hieu khac 938

Rat hung thu khi mua o to cua KIA 935
Luon xem KIA quan trong khi mua o to 930
Dang va se uu tien KIA hon thuong hieu khac 888
Cam thay gn b6 voi KIA hon thuong hieu khac 859
Cam thay KIA tot hon thuong hieu khac 835
Cam thay hoi tiec khi chon thuong hieu khac, ki 640

mua duoc KIA
Luon kien dinh trong viec chon KIA 906
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Khi da chon KIA, luon trung thanh voi thuong hieayn 388
Mac du thuong hieu khac dang giam gia, van mua K 871
Luon gioi thieu KIA cho ban be, nguoi than 852
Neu khong mua duoc KIA, cung khong muon

. .842
thuong hieu khac
Se tiep tuc mua KIA vi thich thuong hieu nay 713

Két qua phan tich cho ra hai nhaha ding dugc dat tén &n huot
la (a) trung thanh riim thirc va (b) trung thanh hanh vi.
4.4 Kiém dinh gia thuyét nghién airu.
4.4.1 Mbi quan h¢ giira gin két san pham 6 t6 va trung thanh
thwong hiéu Kia.

H1: Gdn két sin phim 6 t6 c6 quan B tich arc Wi trung thanh
thuong hiéu Kia.

Hla: Sr rii ro trong qugt dinh mua c6 quangtich arc véi trung
thanh throng hiu Kia.

H1b: Sr vui thich cé quanétich arc voi trung thanh tlrong hiéu
Kia.

Hlc: Sr quan tdm c6 quanéhtich arc voi trung thanh thong
hiéu Kia.

H1d: Gia ti biéu twong cé quan & tich arc wi trung thanh
thuong hiu Kia.

D¢ kiém dinh mbi quan I giira gin két san pham 6 t6 va trung
thanh throng hiéu Kia, tac gi sir dung hoi qui trong quan trén SPSS
16.0.
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4.4.1.1 Mpi quan hé giira gin két sin pham 6 td va trung thanh
thurong hiéu Kia.
Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 |.80C0 590 572 1.03115000
ANOVA"
Sum of Mean
Model Squareq df Square F Sig.
1 Regressiol .544 1 544 .543 .000]
Residual| 198.456[ 198 1.002
Total ]199.000f 199

Két qua nghién @u cho Sig.=0.000<0.05 nénigi gin két san
phim va trung thanh trong hiéu Kia cé ndi quan 1§ véi nhau.

Ngoai ra, R=0.590 tk hién ar trong quan chit ché giira hai bén
(0.5<R<0.8) va R=0.590 nén Hin gin két san pham giai thich duoc
59% aia bén trung thanh thong hiéu Kia.
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4.4.1.2 Mpi quan hé gi@a tirng nhan ¥ cia gin két sin phdam va
trung thanh thwong hiéu Kia.
ANOVA®

Sum of Mean
Model Squareq df | Squarg F Sig.

1 Regressiofl 5.678 | 5 | 1.420 4.315 .000"
Residual | 64.151 [195 .329
Total 69.829 1200

Coefficients
Unstandardizeq Standardized
Coefficients | Coefficients
Std. _
Model B | Error Beta t Sig.
1 (Constant) 3.215 | .041 79.261 .00d
Rulrotrongveel - oo | 061 049 138 .00g
guyet dinh mua

Su vui thich 123 .044 .208 3.036] .001
Sy quan tam .081 .011 .136 1.988] .004
Gié tii biéu twong| .382 .055 .339 2.018| .00d

Két qua phan tich Sig.=0.000 < 0.05 nétt ta cac nhand cua
gan két san phim déu cé anh hrong tich @c dén long trung thanh
thuong hiéu Kia, trongdé hai nhand anh hréng manh nHit & “Rui
ro trong véc quyét dinh mua” va “Gia trbiéu trong”

4.4.2 Mbi quan h¢ giira gin két san pham 6 t6 va trung thanh
nhan thac Kia.

H2: Gdn két sin phdm 6 t6 c6 ndi quan hé tich arc dén long
trung thanh nhdn thirc vé thwrong hiéu Kia.
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H2a: Sr rui ro trong qugt dinh mua cé quangtich arc véi trung 4.4.2.2 Mpi quan hé giga tirng nhan % gan két sin phdm va trung
thanh nian thic therong héu Kia. thanh nhdn thirc thwong hiéu Kia
H2b: Sr vui thich cé quanétich arc voi trung thanh néin thic ANOVAP

thuong hiu Kia.
H2c: Sr quan tam c6 quanghtich arc V6i trung thanh niin thi sum o - Mean
C: S qgan am c6 quarghich arc wi trung thanh n C Model Squares |df |Square |F Sig.
thuong hiu Kia.
9 H a
H2d: Gia ti bieu twong c6 quan &tich arc v6i trung thanh nin 1 Regression|7.984 4 |1.996 (2.038 001
thac theong héu Kia. Residual ]191.016 (195.980
4.4.2.1 Moi quan hé giga gan két sin pham 6 t6 va trung thanh Total 199.000 |199
nhan thic Kia. —
Model Summary Coefficient
Adjusted AStd. Error o Ugstaf?.dgrdlzed \Qé[anf(:grdlzted
ModelR R Square Square the Estimate oetcients oethcients
Std.
1 .864 (.600 579 1.00115000 :
Model B | Error Beta t |Sie.
ANOVA"
1 (Constant) 2.341 | .070 .000|.0001
Sum o _
Model Squares |df Mean Square [F [Sig. R r,o trong vec 442 061 442 595|.000
guyet dinh mua
1 Regressio|.664 1 544 .543.000] _
Su vui thich .184 .044 .184 2.624 .001
Residual |198.336 |198 1.002
Su quan tam 162 011 162 .888(.001
Total 199.000 |199 _ .
- — - r———— Giéa tii bieu tugng| .325 .055 .325 .350(.000]
Két qua nghién ¢u cho Sig.=0.000<0.05 nénigi gin ket san

phim va trung thanh riim thrc throng hiéu Kia c6 ndi quan I véi ) ., , .
nhau. Két qua nghién ¢u cho tlay tat ca cac nhand cia gin két san
Ngoai ra, B=0.600 tk hién ar tuong quan chit ché giira hai bén p.hém ‘?é“ co i quan f¢ tich arc voi trung thanh nén thirc throng
(0.5<R<0.8) va R=0.600 nén Iin gin két sin prim giai thich duoc higu Kia, trongdé hai nhand “Rai ro trong Ve quyet dinh mua” va
60% dia bién trung thanh nin thirc voi thuong higu Kia. ;‘((.Bié tri bieu twgng” tacdong manh nhit dén trung thanh ndn thic
ia.
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4.4.3 Mdi quan hé giira gin két san pham 6 t6 va trung thanh
hanh vi véi Kia.

H3: Gdin két sin phim 6 td tacdéng tich arc dén trung thanh
hanh vi wi thuwong hiéu Kia.

H3a: Sr rui ro trong quyt dinh mua cé quanétich arc Vi trung
thanh hanh vi thlong hiéu Kia.

H3b: Sr vui thich c6 quan dtich arc voi trung thanh hanh vi
thuong hiu Kia.

H3c: Sr quan tdm cé quanéhich arc véi trung thanh hanh vi
thuong hiu Kia.

H3d: Gia ti biéu trong cé quan &tich arc v6i trung thanh hanh
vi thuong hiu Kia.
4.4.3.1 Mpi quan hé giira gin két sin pham 6 td va trung thanh
hanh vi thiweng hiéu Kia.
Model Summary

Adjusted HStd. Error of he
ModelR R Square Square Estimate
1 .057 |.003 -.002 1.00115011
ANOVAP®
Sum o

Model Squares |df Mean Square |F [Sig.
1 Regressiol.544 1 .544 .543.462

Residual [198.456 (198 1.002

Total 199.000 |199

Két qua nghién &u cho thy Sig.=0.462 > 0.05,3y co the két
luan giira gin két san prim va trung thanh thanh viidi véi thuong
hiéu Kia khéng cé i quan & vsi nhau.
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Do vay, ¢ Viét Nam trung thanh ttong hiéu Kia ch mai dirng 6
mirc d6 nhan thic, nén Taong Hii néndua ra cac gi phapdé khai
thac c6 hdu qua hon dic diém nay.
4.4.3.2 Mpi quan h¢ giia ti'ng nhan © cia gin két véi trung thanh
hanh vi thiweng hiéu Kia.

ANOVAP®
Sum 0 Mean
Model Squares [df |Square [F Sig.
1 Regression |5.385 4 ]1.346 |1.356 25%°
Residual 193.615 (195.993
Total 199.000 (199
Coefficients
Unstandardized |Standardized
Coefficients Coefficients
Std. _
Model B Error |Beta t Sig.
1 (Constant -4 .884E-
(Constant) 070 .000 |1.004
17
Ruirotrongviec 5o | 079 | o5 071 |.944
quyet dinh mua
Su vui thich .013 .071 .013 .183 [.855
Su quan tam 151 .071 151 2.134.074
Gia tri bieu tuong |.064 .071 .064 .908 |.365

a. Dependent Variable: trung thanh hanh vi thudag Kia
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Tu két qua nghién ¢u c6 tié thdy Sig.=0.251>0.05 nén fhg
nhan 6 thanh phn aia gin két sin prim khéng c6 ri quan I¢ véi
trung thanh hanh vi tlong héu Kia.

CHUONG 5: PE XUAT PHAT TRI EN LONG TRUNG THANH
THUONG HIEU KIA T Al TRUONG HAI AUTO

5.1 Pé xuit dé lién quan dén méi quan hé giira “Rii ro trong

quyét dinh mua” va trung thanh nhan thirc thwong hiéu Kia.

5.1.1Pdng oo va dd bén.

5.1.2 Gia.

5.1.3D9 tiét kiém nhién ligu.

5.2 Pé xuit lién quan dén méi quan h¢ giira “gia tri biéu tweng”

va trung thanh nhan thic thwong hiéu Kia.

5.2.1 New Morning.

5.2.2 New Caren.

5.2.3 Kia Soul va Cerato Forte.

5.3Pé xuét dé lién quan dén méi quan hé giira “sw vui thich” va

trung thanh nhan thac thweng hiéu Kia.

5.4P¢ xuit dé lién quan dén mdi quan h¢ giira “sw quan tam” va

trung thanh nhan thirc thwong hiéu Kia.
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KET LUAN

Hanh vi ngroi tiéu dung la inh wic quan tong gilp cac nha
Marketing nlitng gii phap phu bp vi khach hang mc tiéu, dac
biét 1 V6i thi trudong con nhdu tiém ning nhr 6 t6 ¢ Viét Nam.bé
co the co cac chong trinh Marketing hong dich va héu qui, cac
nha Marketing &n thiu hiéu cac nhand tac dong va lam thaydoi
hanh vi ngoi ti€u dung: dn hoéa, xa bi, ca nhan va tam li. Trong
d6, dgin két thudc nhan é tam Ii ding la nét bién & quan tong bén
canh nhin thic va thaido trong viéc giai thich hanh vi ngoi tiéu
dung.

Luan vin da & ging dua ra ndt vai giai phap gip Teong Hai
gia ting long trung thanhdai thuong hiéu Kia. Nhrng do tli gian
nghién @u c6 hin, luin van khéng th tranh kkbi nhitng thiéu sot.
Rat mong ntn dugc y kién d6ng gép éa thay (c6) trong Hi dong
dé luan vin duogc hoan thin hon.

Toi xin chan thanham hon ar huéng din rat tm huyt coa TS
buong Th Lién Ha trong \éc gitp tdi hoan thanh &m vin nay.



