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TOM TAT

Nghlen cutu thyce hién do luong cac nhdn 16 anh huong dén su hai long cua khach hang khi
tiéu ding cdc san pham meéc cham. Cdc nhan t6 dnh hu’a’ng nay dwoc kiém dinh boi 524 mau
khao sat tir ngum tiéu dung trén dia ban Tp. HCM. Két qua chi ra moéi quan hé chdit ché gma
chat lwong san pham, thong tin vé san phdam, hinh dnh thirong hiéu va hoat dong chiéu thi voi su
hai long khach hang. Cuoi cung, tw nghién ciru nday rut ra dwoc nhiing go’z ¥ hitu ich cho cac
cong ty san xudt kinh doanh trong nganh gia vi nuoc cham tham khdo, va mé ra cic huwéng
nghién ciru tiép theo.

THE FACTORS AFFECTING CUSTOMER SATISFACTION ABOUT THE
SAUCE PRODUCTS IN HOCHIMINH CITY

SUMMARY

This reasearch seeks to examine the factors affecting customers’ satisfaction in their
consumption of different types of sauce products. These determinants have been examined by
524 official survey samples from customers in Ho Chi Minh City. The result has revealed that
products’ quality, information about the products, companies’ images, companies’ promotion
strategies are strongly related to customers’ satisfaction. According to this result, we have come
up with certain suggestions which companies in sauce- making industry can find useful for their
development. Hopefully, the ideas suggested here would be of certain help for further research
into this industry.

1. GIOI THIEU tat ca nhiing gia tri ma khach hang coi trong,
gia tri ndo chung ta nén tap trung vao dé co
duoc loi thé? (3) Khach hang nghi nhu thé
nao vé kha ning cung cp gia tri d6 cua doanh
nghiép? (4) Nhiing gid tri ma khach hang coi
trong sé& thay d6i nhu thé nao trong tuong lai?
Pbi voi cac doanh nghiép san xuit va kinh
doanh trong nganh gia vi nuc chim hién nay
noéi riéng, thi vige trd 101 cac cau hoi nay sé 1a
nén tang vimg chic va thiét thuc giup ho co
thé hoach dinh céc chién lugc canh tranh mot
cach bén viing, mang lai gia tri khach hang
ngiy cang 16n hon qua d6 loi nhuan mang vé
cho doanh nghiép ciing ting dang ké.

Trudc day, cac doanh nghiép canh tranh
dé gianh thi phan thong qua mot sd cong cu
cha yéu nhu chét lwong san phim va gia ban.
Hién nay, chung duoc thay thé bang viéc cung
cip gia tri danh cho khach hang. Doanh
nghiép nao cung cip duoc gia tri khach hang
16n nhét v6i chi phi thip nhét thi s& gianh
chién théng trong cudc canh tranh gianh thi
phan. Nhat quan dinh huéng nay 1a chién lugc
theo huéng cung cdp gia tri khach hang uu
viét hon dugc xem xét bdi cac doanh nghiép
canh tranh, cac doanh nghiép can phai xéc
dinh cau tra 101 cho céc cau hodi nhu sau: (1)
Chinh xac thi khach hang can gi? (2) Trong

" TS. GV. Trudng Pai hoc Kinh té TP. H6 Chi Minh
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2. CO SO LY THUYET VA MO HINH
NGHIEN CUU
2.1. Gia tri khach hang

Gia tri khach hang duoc hiéu 1a toan bo
loi ich ma khach hang nhan duoc tu viéc sé
hiru san phém/dich vu, n6 bao gém nhiing loi
ich do san phém/dich vu mang lai, 1oi ich do
dich vu cong thém, loi ich do hinh anh cua
thuong hiéu ngudi ban, loi ich nho méi quan
hé ca nhan hinh thanh.

Gié trj san pham

Theo Philip Kotler: “Gia tri danh cho
khach hang 1a chénh 1éch giira tong gia tri cta
khach hang va tong chi phi cua khach hang.
Téng gia tri ciia khach hang 14 toan b nhiing
ich loi ma khach hang trong doi & mot san
pham hay dich vu nhat dinh”. Vi vay, khach
hang s€ mua hang ma n6 dam bdo gia tri danh

7

cho khach hang 13 16n nhat”".

Gia tri dich vu

A 4

Gia tri v€ nhan sy

Gi trj v& hinh anh

Gia tien

Phi ton thoi gian

Phi tén cong sirc

Téng gia tri
khach hang [—
Gia tri danh cho
»| khach hang
Téng chi phi
cuiia khach _—
hang

Phi tdn tinh than

Hinh 2.1: Cdc yéu t6 quyét dinh nén gid tri khach hang’.

Theo d6, tong gia tri ctia khach hang bao
gém: gia tri san phém, gia tri dich vy, gia tri
vé nhan su va gia tri vé hinh anh. Téng chi phi
ctia khach hang bao gdm gié tién (tra cho san
pham, dich vu), phi ton thoi gian (thdi gian
can thiét ké tir lac tim hiéu dén lac c6 duoc
san pham), phi t6n cong stc (dé tim hiéu va
cho dén khi c6 duoc san pham) va phi ton tinh
than. Vi vdy, khach hang s& mua hang cua
hang nao ma ndé dam bao giad tri danh cho
khach hang 1a 16n nhat. Co thé coi gia tri danh
cho khach hang nhu 1a “lgi nhuan” cua ho. Cé
hai diéu quan trong ma nguoi ban cin quan
tam, thir nhét 1a ngudi ban phai déanh gia duoc
tong gia tri ctia khach hang va tong chi phi ctia

khach hang tuong (mg véi san pham cua timg
ddi tha canh tranh, dé biét rd vi tri san phém
cua minh ¢ dau. Tht hai 1a ngudi ban céd gia
tri danh cho khéch hang it hon, c6 hai phuong
an dé lya chon. Nguoi ban do6 co thé c¢b ging
ting tong gia trj cta khach hang hay giam
tong chi phi cua khach hang. Phuong an dau
doi hoi phai cing cb hay nang cao loi ich cua
san pham, dich vy, nhan sy va/hay hinh anh
cua hang hoa. Phuong an thir hai doi héi phai
giam chi phi ctia nguoi mua. Nguoi ban 6 thé

" Philip Kotler, Qudn tri marketing, 2006, Nxb. Thong
K¢, trang 47.

* Philip Kotler, Qudn tri marketing, 2006, Nxb. Thong
Ké, trang 47-59.
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giam gia, don gian hoéa thu tuc dat hang va
giao hang hay ganh chiu mot phan nao d6 rui
ro ctia nguoi mua bang cach ap dung ché do
bdo hanh.

Su théa man khach hang (customer
satisfaction) la mdt thuat nglr trong kinh
doanh, 1a mét sy do luong nhu thé nao cua
cac san phém, dich vu dugc cung cép bé1 mot
cong ty dap tng hoac dap ung vuot trdi sy
mong doi cia khach hang’.

Su thda man cua khach hang (hay su thoa
mén cua ngudi tiéu ding) chi dé cap dén su
phan ung lai cia ngudi tiéu dung cudi cung
nhitng ngudi ¢ thé hodc khong thé 1a nguoi
mua hang (the purchaser)”,

Su thoa mian 1a sy dap lai day du cua
nguoi ti€u dung. N6 1a mét sy danh gia cho
thdy rang diém dic trung ciia mdt san pham
hay dich vy, hay chinh ban than dich vu cua
san pham dugc cung cip (hay dang dugc cung
cap) mot muc do hai long lién quan dén viée
tiéu dung, bao gdbm cac muc do dudi hoidc trén
su dap tng...” (Oliver, 1997). Khai niém nay
dugc dugce chip nhan mot cach rat rong rai.

Con theo Philip Kotler thi “su théa man
(cta khach hang) la mic d6 cua trang thai
cam giac ciia mot ngudi bat ngudn tir viée so
sanh két qua thu dugc tir san pham (hay san

lwong) véi nhitng ky vong ctia ngudi d6°.

* http://en.wikipedia.org/wiki/Customer_satisfaction

2.2. Gia tri va sy théa man cua khach
hang:

Theo Philip Kotler’ khach hang s& danh
gi4 xem thir hang nao mang lai gi4 tri cao nhat.
Khach hang 1a nguoi luén mong mubn gia tr
t6i da trong pham vi tai tién cho phép ciing
trinh do hiéu biét, kha nang dong co va thu
nhép cua ho. Ho dé ra mot ky vong vé gia tri
1oi can cr vao d6 ma hanh dong mua hoic
khéng mua san pham va dich vu cia mot hing
nao d6. Tém lai, chinh mtc d6 cung Ung gia
tri cua mdt doanh nghiép cho khach hang sé€
anh huong quan trong dén mic do thoa mén
va sy trung thanh cua khach hang ddi véi san
phém hodc dich vy ciia mdt hang nao do.

2.3. M& hinh 1y thuyét vé thang do cac
yéu t6 anh hwomg dén sy hai long caa
khach hang ddi véi sain phAm nwée cham.

Mo hinh 1y thuyét vé thang do cac yéu t6
anh huong dén sy hai 10ng cua khach hang dbi
v6i san phadm nude chdm duge xdy dung dua
trén nén tang phat trién cac yéu té tao gid tri
khéch hang cta Philip Kotler.

Bién phu thudc: s hai long khach hang

Bién doc 1ap: bao gdm bay bién (nhan t4)
c6 anh huong dén quyét dinh mua hang cua
nguoi tiéu dung.

4. Joen L.Giese & Joseph A. Cote, Defining Consumer satisfaction, Academy of Marketing Science review, Vol

2000, No. 1, page 3

> Willard Hom, An Overview of Customer satisfaction models, Califonia Community Colleges

(http://www.staging.rpgroup.org)

6 Philip Kotler, Quan tri marketing, NBX Théng K¢, nam 2006, trang 49.

" Philip Kotler, tdi liéu da dan, trang 46-47.
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CHAT LUONG SAN PHAM

GIA CA SAN PHAM

SU PA DANG SAN PHAM

HOAT PONG CHIEU THI

NHAN DANG THUONG HIEU

HE THONG PHAN PHOI

PHUC VU CUA NHAN VIEN

—
—

Hinh 2.4: Cdc yéu t6 anh hwéng dén sw hai long khdch hang déi véi san pham nude cham.

3. PHUONG PHAP VA KET QUA
NGHIEN cUU
3.1. Nghién ctru dinh tinh

Nghién curu dinh tinh: Khao sat dugc thuc
hién tai Tp. HCM, phong van duoc thuc hién
tryc tiép v6i cac dbi twong 1a nguoi tiéu ding
cac san pham nudc cham, khong phan biét do
tudi, gidi tinh hay thu nhap, trinh d¢ hoc van,
cong viéc... Nghién ctru dinh tinh dugc thuc
hién bang viéc phong van truc tiép 10 dbi
trong 1a nguoi tiéu ding, sau do két qua
nghién ctru duoc trao doi thao luan voi can bo
quan ly, ban hang cua cac cong ty, va da kham
pha ra bay nhom yéu td co anh hudng dén
hanh vi mua hang ciing nhu sy hai long cua
khéch hang.

Thang do cac nhan t6 anh huéng dén su
hai 1ong khach hang d6i véi cic san pham
nude chdm duge xay dung co ban dya trén 1y
thuyét vé gia tri khach hang ciia Philip Kotler.
Thang do Likert véi nam bac dugc st dung
trong nghién ctiru nay, bac 1 tuong Ung véi
thai d6 hoan toan khong dong y, bac 5 twong
g v&i thai do hoan toan dong y. Cu thé, cac
thang do do luong cac yéu té anh hudng dén
su hai 1ong cta khach hang dbi véi san pham
nude chAm nhu sau:

1. Po luong yéu td chat lwong: Chat lugng
ky hiéu 1a CL, v6i chin bién quan st

CL_1: | Vi rat ngon va dam da

CL 2: | Nong d6 mui vi rat dic trung cho
ting san pham

CL 3: | P9 sing cua san pham rat dic
trung

CL 4: | b9 dam, Iot, gia tri dinh dudng
cao

CL _5: | San pham dat tiéu chuan vé sinh
an toan thuc pham

CL_6: | Chat lugng san pham luén 6n dinh

CL 7: | Chéat luong san pham ludén duoc
cai thién va khong ngung nang cao

CL_8: | Thong tin vé san pham trén bao bi
rat chi tiét rd rang

CL 9: | Thong tin bén bao bi san pham
phan anh dung chét luong cua san
pham bén trong

2. Po ludng yéu té gid ca: Gia ca ky hiéu
12 GC, v6i ba bién quan sat:

GC_1: | Gia ca rat phu hop véi chat lugng
san pham

GC 2: | Gia ca rat canh tranh so v6i cac san
pham cua thuong hiéu khéc

GC_3: | Gi4 ca it bién dong.
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3. Po luong yéu t6 sy da dang ciia san
phdm: ky hiéu DDSP, vé6i sau bién quan sat:

nhiing thong tin can thiét, quan
trong v€ san pham dén nguoi ticu
dung.

HDCT - | Céac chuong trinh khuyén mai ctia
6 cong ty rat hap dan
HDCT - | Cac chuong trinh khuyén mai ludn
7 dugc ngudi tiéu dung biét dén
HDCT - | Téi rat thich va tham gia cac

8: chuong trinh khuyén mai cua cong

ty

DDSP_1I: Dung tich san pham rat da
dang dé str dung

bDSP 2: Bao bi dep, tinh té, r5 rang.

DDSP_3: Nhiéu mau, mui vi dap (ng
tung sé thich khac nhau

DDSP 4: Kiéu dang chai, bao bi da
dang

DDSP _5: L4 dau nap chai da dang (I16n,
nho) phit hop nhu cau sir dung
(gia dinh, hang quan...)

DDSP_é6: N6i chung, cic san pham cua

cong ty rat da dang va phong
phu

4. Po luong yéu td hé théng phéin phdi:
ky hiéu HTPP, v&i 06 bién quan sat:

HTPP_1: | San pham ludn c6 mit & tat ca cac
siéu thi, chg, ctra hang tap hoa.

HTPP_2: | San pham dugc trung bay noi bat,
dé& nhin thdy ¢ cac siéu thi, cho,
cua hang tap hoa.

HTPP 3: | Dé dang tim thay va rat dé mua

HTPP_4: | C6 thé mua & bat ctr noi dau, khi
nao

HTPP 5: | Nhan vién béan hang thuong
xuyén giéi thiéu san phim cong
ty cho nguoi mua

HTPP_6: | Hb tro kip thoi cho khach hang

khi c6 sy ¢0 v€ san pham (do6i san
pham hu héng,...).

5. Po luong yéu t6 hoat dong chiéu thi:
ky hiéu HPCT véi tam bién quan sat:

6. Do luong yéu t& nhdn dang thirong
hiéu: ky hiéu THSP vdi sau bién quan sat:

THSP_1:

T61 biét dugce cac san pham nudc
cham cua cong ty

THSP 2:

To61 dé dang nhan biét cac san
pham nudc cham cua cong ty trong
cac loai san pham nudc cham khac

THSP_3:

T61 ¢o6 thé dé dang phan biét cac
san pham nudc cham cua cong ty
trong cac loai nudc cham khac

THSP 4:

Céc dac diém cua cac san pham
nudc cham cua cong ty toi nhan
dang rat nhanh chong va dé dang

THSP _5:

Logo cua céc san pham nudc cham
cua cong ty rat dé nhan biét va dé
nhé.

THSP 6:

Tong quat, khi n6i dén cac san
pham nudc cham cia cong ty, toi
c6 the hinh dung ra ngay

7. Po luong yéu té phuc vu cia nhan
vién: ky hiéu PV véi ba bién quan sat

PV 1.

Nhan vién ban hang, gidi thiéu san
pham rat niém nd, vui vé

PV 2:

Nhén vién ban hang gi6i thiéu day
dua, dung va kip thoi cac chuong
trinh khuyén mai danh cho ngudi
tiéu dung

PV 3:

Nhan vién ban hang, gidi thi€u san
phim ban hang dung gia cong ty
quy dinh

HDCT - | Cac quang cdo cuia cong ty rat

1: thuong xuyén trén cac phuong tién
truyén thong

HDCT - | Téi rat thich cac quang céo cua

_3: cong ty

HDCT - | Cac chuong trinh khuyén mai ctia

4 cong ty rat thudng xuyén

HBCT - | Cac hoat dong chiéu thi, quang cao

5 clia cong ty cung cip chinh xac
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8. Po luong yéu td sw hai long khdch
hang: ky hiéu HLKH, v6i bay bién quan sat:

HLKH 1: | San pham nuéc chim ciia cong ty

la sy lya chon hang dau cua toi

HLKH 2: | Téi chi sir dung san phdm cua
nude chim ciia Cong ty cho gia

dinh minh.

HLKH 3: | Tbi sé tiép tuc sir dung san
pham nudc cham cua cong ty

trong thoi gian téi

HLKH 4: | Toi s€ gidi thi€u ban be st dung

san pham nudc cham cta cong ty

HLKH 5: | Toi s€ khong mua nudc cham
khac néu nudc cham ctua cong

ty c6 ban tai ctra hang

T61 s€ tim mua nudc cham cua
cong ty chur khong phai mua
cac loai khac

HLKH 6:

HLKH 7: | Nhin chung, t6i rat hai long khi
mua va sir dung san phdm nudc

cham cua cong ty.

3.2. Nghién ctru dinh luwgng

Nghién cuu dinh lwong va phuong
phdp chon madu: tap trung vao khao sat, phong
van cac d6i twong 1a nguoi tiéu dung cac san
pham nuéc cham trén thi trudng. Phan 16n cac

mau khdo sat dugc thuc hién theo phuong
phap thuén ti¢n, tat ca déu duoc khao sat tai
dia ban khu vyc Tp. H6 Chi Minh.

Kich thuée mau: Co 600 bang cau hoi
dugc sir dung, nhung sau khi kiém tra thi c6
76 bang cau hdi tra 101 khong hop 1¢ nén loai
b6, con lai 524 miu (tong s6 bién quan sat 1a
48). Tét ca cac miu duoc thuc hién diéu tra
mot cach doc 1ap.

Xur Iy va phan tich dir liéu thu thap:
3.3. Panh gia thang do

Cong cu Cronbach’s Alpha duogc su
dung dé kiém dinh d¢ tin cay cua cac bién do
luong dung trong mo hinh nghién ctru. Cong
cu ndy s& gitip loai ra cac bién quan sat khong
dat. Nhiéu nha nghién ctru dong ¥ rang khi
Cronbach’s Alpha tir 0.8 tro 1én dén gan 1 thi
thang do luong 1a tbt, tir 0.7 dén gan 0.8 1a st
dung dugc. Ciing c6 nha nghién ctru dé nghi
rang Cronbach’s Alpha tir 0.6 trd 1én 14 c6 thé
su dung dugc trong truong hgp khai ni¢ém
dang nghién ctru 1a méi hodc méi ddi véi
ngudi tra 161 trong bdi canh nghién ciru®.

Két qua phan tich cho thiy cac thang do
dugc str dung phu hop. Bang 3.1 trinh bay
tom tat két qua kiém dinh thang do:

Bang 3.1: Tom tdt két qua kiém dinh thang do

Khai niém Thanh phin S6  bién | Do tin cdy | Phwong sai | Gia
quan sat | Cronbach | trich (%) tri

Chat luong 9 0.851 0.57

Yéu to anh hwong | Gia ca 3 0.669 0.60

dén quyét dinh San pham da dang 6 0.807 0.51

mua nuée chAim | H¢ théng phan phéi 6 0.769 0.72

cia nguoi tiéu Hoat dong chiéu thj 8 0.880 0.70 Dat

dung doi v6i cic | Nhan biét thuong higu 6 0.879 0.63 yéu

san phim nuéc | phyc vy 3 0.869 0.79 cau

cham.

Su hai long cua khach hang 7 0.919 0.68

% Hoang Trong — Chu Nguyén Mong Ngoc, Phdn tich dit liéu nghién civu véi SPSS, trang 257-258.
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3.4. Phan tich nhan to:

Khi phan tich nhén t6, cic nha nghién
ctru thudng quan tim dén mot sd tiéu chuan
nhu: hé s6 KMO > 0.5, miic y nghia cuia kiém
dinh Bartlett < 0.05 (kiém dinh su twong quan
gitra cac bién trong téng thé), hé sd tai nhan to
(Factor Loading) > 0.5, Eigenvalue > 1 (dai
dién cho phan bién thién dwoc giai thich boi
mdi nhan t6), va phuong sai trich > 50%. Dé
tai sir dung phuong phap rat trich cac nhan t6
chinh (Principal components) v&i phép xoay
vudng goéc cac nhan td (Varimax procedure)
khi trich cac yéu t6 co Eigenvalue 16n hon 1
nham rat gon cac nhan té chi yéu ¢ ¥ nghia
khi khach hang lgya chon va st dung cac san
pham nudc chim.

Sau khi tién hanh phan tich nhéan t6 lan 1,
chi s6 KMO = 0.867, phuong sai trich 69,87%,
¢6 12 nhan té dugc rit ra. Trong d6 bién Nhdn
vién ban hang thwong xuyén gioi thiéu san
phdam ban hang ding gid quy dinh (hé sb tai
nhan t6 1a 0.774) va bién Chdt heong sdn
phim khéng ngimg dwoe cdi thién va ndng
cao (hé sb tai nhan t6 1a 0.415) 1a bién duy
nhét cho mot nhén t vi vay ta loai bo hai bién
nay. Trudc khi quyét dinh loai bo hai bién nay
mic du c6 hé sb tai nhan t6 kha 16n, tac gia da
quay lai phong vin sdu mot sd nguoi tiéu
ding va duoc biét rang chung thyuc sy khong
c6 anh hudong dén quyét dinh cua nguoi tiéu
ding va ngudi tiéu dung rat it quan tAm. Nén
viéc loai bo hai bién nay 1a phu hop, khong
anh huong dén mo hinh. Chiing ta con 46 bién
trong két qua phan tich nhan 6 1an 2.

Két qua phan tich nhan t6 1an 2 cho thiy
c¢6 10 nhén t§ dugc rit ra, v6i phuong sai trich
1a 68,25%, KMO = 0.868, kiém dinh Bartlett
c6 muc ¥ nghia 1a 0.000, thé hién cac bién
quan sat c6 tuong quan voi nhau xét trén
pham vi tong thé. Vi vy, phan tich nhan t6 1a
phu hop.

58

Nhu vy véi 46 bién quan sat da duoc
nhém lai thanh 10 nhan t5. Hé sd tai nhan td
ph'?ln 16n hon 0.50 (trr mot vai bién c6 hé sb
tai nhan t6 nho hon 0.50, nhung ciing gan
bang 0.50, nén chap nhan duoc), thé hién cac
bién quan sat déu co twong quan kha manh
voi cac nhan td. Phuong sai trich dat 68.25%,
thé hién 10 nhan t6 giai thich duogc 68.25%
bién thién cua dit liéu, cho thay rang viéc thiét
1ap cac nhan t6 méi 1a thich hop.

3.5. Phwong trinh hdi qui tuyén tinh

Bién phu thudc: Sy hai long cia ngudi
tiéu dung (Y).

Bién doc lap (chin nhan 6, cic nhan t6
nay dugc rat ra tir két qua phan tich nhan té
EFA 14n 2)): Anh hieong cdc hoat dong chiéu
thi (X1), hinh anh thwong hi¢u (X2), anh
hwong cua cdc hoat dong quang cao(X3), su
tién loi khi mua hang (X4), bao bi san phim
da dang (X5), chat lwong san pham (X6), gid
ca (X7), théng tin vé san pham (X8) va ddc
tring san pham (X9).

Y = BO+ BIX1 + B2X2 + B3X3 + P4X4 +
B5X5 + P6X6 + B7XT + B8XS + BIXO.

3.6. Kiém dinh sy phit hop ciia mé hinh

Pé udc luong cac tham sd trong mo hinh,
cac nhan t6 anh hudéng dén viéc quyét dinh
lra chon mua san phém va su hai long khach
hang duoc tinh toan bing téng cia cac bién do
luong cac thude tinh d6. Phuong trinh hdi qui
stt dung phuong phap binh phuong nhé nhat
voi mo hinh ting budc (Stepwise) dugc sur
dung dé wdc luong trong nghién ciru ny.

Két qua phan tich dir liéu cho thiy
phan du dugc phan tan mot cach ngiu nhién
trong mQt vung xung quanh duong di qua
tung d6 0 nhu Hinh 3.4, nén c6 thé két luan
rang gia dinh lién hé tuyén tinh va phuong sai
bang nhau dugc thoa man.
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Regression Standardized Residual
3 o

Regression Standardized Predicted Value

Hinh 3.4: Do thi phan tan giita cdc phan dw va gid tri duw dodn’.

Bén canh do, két qua kiém dinh tuong
quan hang Spearman cho thiy rang ching ta
khong thé bac bo gia thuyét HO: hé sd twong
quan hang cua tong thé bang 0, nhu vay gia
thuyét phuong sai cua sai s6 thay ddi bi bac
bo trong nguyén clru nay.

Biéu dd tan sb cua phan du chuan hoa
(Hinh 3.4) cho thay phan phdi phan du xap xi
chuan (trung binh Mean = 0.00, Std. Dev =
0.989 tirc gan bang 1), do d6 c6 thé két luan
rang gia thuyét phan phéi chuan 13 khong bi vi
pham.
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Hinh 3.5: Biéu do tan so cua phan dw chuan hoa

Két qua cho thdy mo hinh c¢6 do phu
hop dat yéu ciu (R*= 0.422), dong thoi xét
théng ké F = 71.823 va gia tri Sig rat nho cho
thdy s& an toan khi khang dinh sy két hop cua
cac bién trong md hinh c6 thé giai thich dugc
su thay ddi cua bién phu thudc Y, tirc m6 hinh
xay dung phu hop véi tap dir li¢u.

% Nguon: Két qud phan tich dit liéu véi SPSS.
10 Ngudn: két qud phan tich diF liéu voi SPSS.

0

Két qua (Bang 3.2) cho thiy cé bon
yéu to chinh tic dpng viao mirc dp hai long
cua nguwoi tiéu dung d6 1a (1) hinh anh
thuwong hi€u, (2) 4nh hudéng cac hoat dong
chiéu thi, (3) chit lwong sin pham, va (4)
thong tin vé san pham.
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Bang 3.2: Cdc nhdn t6 chinh tac dong vao sw hdi long khdch hang va tao nén gid tri

Nhin t6 tic dpng chinh Trong o | Sailgch | Trong so | Gidmi() | Mic ¥
, hoi qui chudn chuin nghia (p)
(tao ra gia tri khach hang cot 10i)

Hing s6 hoi qui 0.000 0.51 - .000 0.999

Hinh 4nh thuong hiéu (X2) 0.339 0.068 | 0.338 4.964 0.000

Anh huéng cac hoat dong chiéu thi (X1) 0.227 0.065 0.220 3.475 0.001

Chét lugng san pham (X6) 0.173 0.061 0.171 2.840 0.005

Thong tin vé san pham (X8) 0.172 0.059 | 0.169 2.895 0.004

Phuong trinh hoi qui du bao sy hai 1ong
cua nguoi tiéu dung:

Y = 0.338%(hinh danh thwong hiéu) +
0.220*(anh hwong cdac hoat dong chiéu thi)
+ 0.171%(chdt lwong sin phim) +
0.169*(théng tin vé sin pham).

> Yéu td “Hinh anh thuwong hiéu” co
murc anh huong cao nhat (B = 0,338), cho thay
yéu t6 nay co ¥ nghia rat 1on trong viéc tao ra
su hai 1ong cua khach hang d6i voi cac san
pham nudc chim, hinh anh thuong hiéu cho
biét uy tin, chéat lwong ciia san pham va cam
két ctia nha san xuat. Bén canh gia tri B cao,
két qua nghién ctru cho thiy thai d6 cta nguoi
tiéu dung vai tiéu chi nay chi & muc gan nhu
déng ¥ (Mean = 3.551), cho thiy thdy hinh
anh thuong hiéu ctia cac san pham nudc chdm
trén thi truong hién nay chua that sy dap tng
duoc ky vong mong doi cia nguoi tiéu dung,
hay dap img & murc chua cao.

> Yéu td “Anh huong cic hoat dong
chiéu thi” c¢6 muc anh huéng thap hon (B =
0.220), day 1a nhan t5 c6 su anh hudng twong
d6i kha 16n. Tuy nhién thyc té khao sat thi
thai d6 nguoi tiéu dung ddi véi tiéu chi nay
thip nhit (Mean = 2.999), diéu nay cho thay
cac hoat dong chiéu thi cia cac san phém
nude cham hién nay chua dap ung dugc mong
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doi cta nguoi tiéu dung, hay nguoi tiéu dung
chua bi 161 cudn boi cac hoat dong chiéu thi.

> Yéu tb “Chat lwong san phim”
(voi p=0.171, Mean = 3.839) va “Thong tin
vé san pham” (v6i p = 0.169, Mean = 3.688)
c6 murc anh hudng dén su hai 1ong cta khach
hang thap nhit va twong dbi gan bang nhau.
Tuy nhién, nguodi tiéu dung danh kha cao hai
tiéu chi ndy, cho thdy rang chit lugng san
phim va thong tin vé san phim cua cac
thwong hiéu san phim nudc chim hién nay
trén thi truong duge nha san xuat thyc hién tét.

Vi vay, mot khi ting chat luong cac nhan
td nay, mirc d6 hai long cua khach hang sé
tang theo, boi vi day 1a cac nhén td tao ra gia
tri khach hang cdt 16i. Do d6 cac doanh
nghiép can c6 bién phap nang cao chit luong
ctia cac nhan t6 nay s& lam gia ting mirc do
hai long ctia nguoi ti€u dung khi lga chon va
tiéu ding cac san pham nudc chim cua minh,
Pay 14 cac nhan td tao nén gia tri khach hang
cot 161 va mang lai loi thé canh tranh bén
ving.

4. HAM Y TU NGHIEN CUU

4.1. Nhirng dong gop chinh cua nghién
ciru

o Mot 13, két qua nghién citu ¢é ¥ nghia
trong viéc bo sung vao hé thong 1y thuyét lién
quan dén do ludng sy hai 1ong ciia nguoi tiéu
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ding dbi san pham tiéu dung, dic biét 1a san
pham tiéu dung trong nganh gia vi.

e Hai 13, khd ndng diéu chinh va img
dung két qua nghién ciru cho nhitng do lwong
d6i voi su hai long cia nguoi tiéu dung d6i
v6i cac san pham khac hay d6i véi cac khu
vuc khac ngoai Tp. HCM.

e Ba la, quy trinh nghién curu trong
chuyén dé nay cé thé tham khdo vé quy trinh
va phwong phap nghién cvuu xdy dung thang
do luong.

o Bbn 13, két qua nghién citu cé thé
gilip ich cho cdc céng ty san xudt va kinh
doanh nude cham: tham khao dé xac dinh cac
nhan t4 chii yéu tao nén sy hai 1ong cua khach
hang, qua d6 tim ra cac ngudn luc chii chét
trong viéc tao ra gia tri d6 va tap trung dé nuoi
dudng va phat trién cac ngudn luc cbt 161 do.

4.2. Han ché ciua nghién ciru

e Nghién ctru nay chi dugc thuc hién tap
trung & khu vie Tp. H6 Chi Minh, va cac mau
khdo sat dugc thu thap theo phuong phap
thuan tién, do d6 viéc khai quat hoa cua
nghién ctru chua cao. Vi vy rat can c6 nhiing
nghién ctru tiép theo mo rong khu vuc diéu ra
cling nhu dbi twong chon mau.

e Cac thang do su hai long cua khach
hang dugc xay dung co ban dua trén su phat
trién 1y thuyét vé gia tri khach hang cta Philip
Kotler. Do d6 can co sy tham khao cic cong
trinh nghién ctru da duoc phd bién vé do
ludong su hai long ctia khach hang dbi véi cac
san pham tiéu dung cu thé.

e Phuong phap phan tich va xir Iy s6
liéu don nhét 1a phﬁn mém SPSS, phan tich
hdi qui tuyén tinh, that sy can thiét dé két hop
nhiéu phuong phap nghién ctru khic hon
nham dam béo cao dd tin cdy va tinh chinh
xac cua tap dir liéu cung mo hinh thang do.

4.3. Goi y tir két qua nghién ciru nham
ndng cao sw hai long cua khdach hang doi
Vdi cdc san phdam nwdc cham.

» Dé nang cao sy hai long ciia khach
hang d6i v6i cac san pham nudc cham cac
doanh nghiép can dau tu vao viéc duy tri va
nang cao chat lugng san pham. Chat luong
san pham 1a yéu t6 quyét dinh tinh séng con
cua cac doanh nghiép, nguoi ti€éu dung chi
thue su hai long khi dugc cung cdp cac san
pham, dich vu c6 chét lugng dam bao phu hop
v&i chi phi ciia khach hang.

» Nguoi tiéu dung rat quan tim dén
viéc cung cdp cac thong tin vé san pham, do
d6 viéc cung cip va phd bién mot cach chinh
xac cac thong tin c6 lién quan dén san pham
rat can dugc doanh nghiép quan tam.

» Di d6i voi mot san pham co chit
luong tdt va vuot troi thi viéc xdy dung va
phd bién hinh anh thuong hiéu 1a mot viéc rat
can thiét, boi vi day 1a yéu t6 tao ra gia tri
khach hang c6t 16i. Nguoi tiéu dung quan rat
nhiéu dén yéu té nay. Doanh nghiép s hitu
mot thuong hiéu san pham ma ludn duoc
nguoi tiéu dung ghi nhd va danh gia cao sé 1a
mét loi thé canh tranh vuot trdi so v6i cac ddi
thu khac trén thi truong.

» Xay dung cac hoat dong chiéu thi voi
nhiéu chwong trinh 16i cudn, hip dan nguoi
tiéu dung, tao diéu kién dé cac khach hang co
thé tiép can va huong loi tir cac hoat dong nay.
Céc hoat dong chiéu thi duoc td chtrc tot sé
gop phan rat 16n trong viéc tao nén sy hai
long khach hang cta doanh nghié¢p.

» Cac yéu khac tuy khong tao ra gia
tri khach hang c6t 18i (anh huong khong dang
ké dén su hai long ciia khach hang) nhung
chung rat can duoc duy tri va cang ¢b boi vi
day 1a cac nhan t6 co ban, khong thé thiéu
trong viéc dap ung sy hai long clia nguoi tiéu
dung.
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