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LOI CAM ON

DPé hoan thanh chuong trinh cao hoc va viét luan van nay, toi da nhan dugc sy hudng
dan, giap d& va gop ¥ nhiét tinh cia quy thdy c¢6 Khoa Quan Tri Kinh Doanh va Khoa Sau
Pai Hoc truong Dai hoc Kinh té Thanh phé HO Chi Minh, ban lanh dao Cong ty TNHH Gas
Petrolimex Sai Gon va cac cdng tac vién.

Trude hét, toi xin giri 161 biét on sau sic dén TS. Pinh Cong Tién, ngudi di danh rat
nhiéu thoi gian va tim huyét huéng dan nghién ciru va gitip t6i hoan thanh luan van nay.

T6i xin giri 16i cam on chan thanh dén quy Thay C6 Khoa Quéan Tri Kinh Doanh va
Khoa Sau Pai Hoc truong Pai hoc Kinh té Thanh phé) HO Chi Minh, dac biét 1a nhiing théy
co da tan tinh chi day cho toi sudt thoi gian hoc tap tai trudng.

Dong thoi, t6i ciing xin cam on ban ldnh dao cong ty TNHH Gas Petrolimex di tao diéu
kién, cung cap cho toi cac dir liéu quan trong vé hoat dong kinh doanh cia cong ty dé thuc
hién luan vin nay. Cam on quy anh chi trong nhom cong tac vién da tich cuc hd trg toi trong
qué trinh thyc hién khao sat cho nghién curu.

Mic du t6i di c6 nhiéu cb géng hoan thién luan van b:;?mg tat ca sy nhiét tinh va nang
lyc cia minh, tuy nhién khong thé tranh khéi nhiing thiéu sot, rat mong nhan dugc nhimng

dong gop qui bau cua qui thay co va cac anh chi.
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LOI CAM POAN

To1 xin cam doan tat cd cac ndi dung cua Luan van nay hoan toan dugc hinh thanh va
phét trién tir nhitng quan diém cua chinh ca nhan t6i, dudi su hudéng dan khoa hoc cta TS.

Dinh Cong Tién. Cac sb liéu va két qua co dugc trong Ludn vin nay 1a hoan toan trung thuec.
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DANH MUC CHU VIET TAT

Ctg: cac tac gia
GPS: Cong ty TNHH Gas Petrolimex Sai Gon
LPG: Liquefied Petrolium Gas
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MO DAU
1. Co sé hinh thanh dé tai va van dé nghién ctru

Dé co thé ton tai va phat trién, tat ca cic doanh nghiép déu phai canh tranh
nham gianh va giit duoc khach hang. Canh tranh 1a mot tat yéu. Mirc do canh
tranh ngay cang ting khi khach hang ngdy nay c6 nhiéu sy lya chon hon d6i voi
cung mot loai san pham hay dich vu dwgc cung cip bdi ngdy cang nhiéu doanh
nghiép.

Nganh kinh doanh gas (LPG, khi dbt hoa 10ng) tai Viét Nam chi méi thuc sy
hinh thanh va phat trién tir nam 1993, véi mot vai don vi ban dau nhu EIf gas,
Petro VietNam, SaiGon Petro, Petrolimex. Trong giai doan 1998-2003, kinh
doanh gas 13 mot nganh kinh doanh hai ra tién v6i muc ting truong cao. Nhung
moi thir d3 thay ddi nhanh chéng. Chinh vi qua hp din, nganh kinh doanh nay
da 16i kéo rat nhiéu don vi tham gia va trai qua mot giai doan phat trién bung
phat. Hién nay nganh kinh doanh gas 13 nganh c6 mic do canh tranh rét cao, dic
biét 1a tai khu vuc phia Nam véi khoang 30 don vi kinh doanh trong va ngoai
nudc voi hon 60 nhan hiéu gas céc loai, trong d6 ¢6 cac don vi 16n nhu SaiGon
Petro, Petro VietNam, EIf Gas, Petrolimex, Petronas, Shell, Alpha Petro...va
khoang 60 tram chiét nap tu nhan tai rat nhiéu dia ban. Trong khi d6 nhu cau sir
dung gas sau mot thoi gian tang truéng cao khoang 20%/ndm trong khoang thoi
gian 1993-2003 d4 bat dau chitng lai va hién tai chi & mirc 6%/nam, véi tong nhu
cau thi truong phia Nam khoang 500.000 tdn/niam. Tinh trang cung vugt cau
cang 1am cho 4p luc canh tranh giita cac hing gas cang tré nén gay gt hon bao
gio hét.

Cong ty TNHH gas Petrolimex Sai Gon (GPS) sau mdt thoi gian tdng trudng
nhanh ciing véi sy phét trién nhanh chéng ciia nganh kinh doanh gas da gap phai
rat nhidu kho khan khi cuong do canh tranh trod nén gay gat hon. Van dé dit ra ¢
day 1a GPS phai 1am thé niao dé canh tranh thanh cong, giit viing va phat trién thi

phan cua minh. Bé c¢6 thé canh tranh thanh céng can c6 mét chién lugc canh



tranh phi hgp. Va chién luoc 4y can phai duoc xdy dung trén nhitng cin ¢ viing
chic. D6 1a khi cong ty tra 101 duoc cau hoi yéu td nao quyét dinh viéc khach
hang lua chon, sir dung va tré nén trung thanh voi san phdm cia cong ty.

Trong nhiéu tai liéu vé marketing, vé quan tri déu nhan manh t6i dinh hudng
khach hang. Quan diém marketing dinh huéng khach hang di chi ra rang sy ton
tai va phat trién ctia moi doanh nghiép déu phu thudc vao viéc cé gianh duoc
khach hang khéng, c6 thoa min duoc nhitng yéu cau thay ddi cia ho khong va co
duy tri dugc 1ong trung thanh cua khach hang khéng. C6 ging théa man nhu cau
ctia khach hang di 1a cach thirc ma rit nhiéu doanh nghiép lwa chon dé cung cd
long trung thanh ctia khach hang. Tuy nhién, chi dung lai ¢ sy théa man cho
khach hang 1a chua du. Cac nha nghién ctru marketing con chi ra rang lam cho
khach hang hai long v6i san pham va dich vu ciia doanh nghiép méi chi 1a budc
mot. San phém va dich vu cua mdt doanh nghi¢p tdt, néu mot doanh nghiép khac
cling t6t nhu vy, chic chin s& c6 mot sé khach hang chuyén di. Do d6, cao hon
nira 14 phai chiém dwoc tdm tri va “trai tim” cta khach hang. Va dé lam duoc
diéu do, dé thu hut va tao lap dugc nhimng khach hang trung thanh, doanh nghiép
can phai mang dén cho khach hang nhitng cdm nhan vé mot gia tri hon han, tinh
cam hon hén tir san phém, dich vu cta doanh nghiép, .

Theo Philip Kotler thi marketing duoc hiéu 1a mét qua trinh quan 1y mang
tinh x3 hoi, nhd d6 ma céc ca nhan va tap thé c6 duoc nhirng gi ho can va mong
mudn thong qua viéc tao ra, chio ban va trao d6i nhitng san pham c6 gia tri véi
nhiing nguoi khac [35]. Khai niém cbt 16i & day chinh 1a gia tri. Ngay nay, khach
hang c6 nhiéu quyén hon trong viéc lua chon san phém/dich vu ma ho muén
mua. Su lua chon cta ho cdn ¢t vao nhén thic cta chinh ho vé gia tri cia san
pham/dich vu ma ho cam nhén dugc. Khach hang chi mua san pham/dich vu nao
ma ho nghi riang c6 kha ning mang dén cho ho nhiing gia tri gia ting cao nhat.
Do d6 tdm nhin chién lugc hay t6n chi dinh hudéng ciia mot doanh nghiép phai
hudng vé khach hang trudce tién, phai mang lai gia tri cho hg. Muc tiéu cua doanh

nghiép vi thé, 1a phai 1am ra va dua dén cho khach hang nhitng gié tri gia ting tir



¥ mudn cua khach hang va cho khach hang. Thém nita, nhiing gié tri gia ting d6
phai c6 nhitng tinh chit, ndi dung va tim c& duoc khach hang danh gia 1a cao
hon nhing gié tri gia ting mang dén béi cac dbi thu canh tranh [7).

Nhu vay, gia tri ma doanh nghiép mudn mang dén cho khach hang khong
phai 1a nhiing gi chu quan doanh nghi€p tu nghi ra ma co ban phai dya trén
nhiing gi khach hang coi la gia tri d6i v6i ho, néu khong s& khong duoc khach
hang lga chon. Khi khach hang danh gia gia tri, d6 chinh la khi gia tri danh cho
khach hang ma doanh nghiép cung cip duoc khach hang cam nhan. Gia tri danh
cho khach hang dugc cam nhan 1a chénh l1éch giita tong gia tri ma khach hang
cam nhan va téng chi phi cua khach hang dé co6 dugc mot san phém/dich VU nao
d6. Gia tri danh cho khach hang dugc cam nhéan s& quyét dinh viéc khach hang
Ivra chon san phém, dich vu cua doanh nghi¢p nao va c6 trung thanh véi ho hay
khong [36]. Pay chinh 13 co s& 1y thuyét chinh cho nghién ctru cta dé tai nay.

V&i khau hiéu “Petrolimex gas — Su lua chon tin cdy”, GPS da nhan thirc sau
sdc duoc rang, thanh cong cua cong ty chi c6 dugc khi khach hang lwa chon san
pham ciia cong ty. Mudn dat duoc diéu nay cong ty phai danh cho khach hang
nhitng gia tri pht hop va vuot troi hon so véi cac ddi thu. Va co so cho viée sang
tao gi4 tri danh cho khach hang phai xuat phat tir chinh khach hang. Cong ty phai
thau hiéu duoc khach hang khai niém gia tri nhu thé nao. Tir d6 cong ty c6 thé
xay dung dugc nhitng chién luoc canh tranh c6 cin ¢t viing chic nham nam giit
va thu hat thém khach hang, gianh dugc thi phan, lgi nhuan va chién thang trudc
cac d6i thu canh tranh.

Vi dé tai “Mot sb giai phap gia tang gia tri danh cho khach hang dugc cam
nhan di v6i san pham gas binh dan dung cia Cong ty TNHH Gas Petrolimex
Sai Gon”, tac gia nghién ctru khach hang khai niém gia tri nhu thé nao ddi vai
san pham gas binh dan dung, tir 46 d¢ xuit mot sé giai phap nham gia ting gia tri
danh cho khach hang dugc cam nhén d6i v6i san phim gas binh dan dung cua

GPS nham giit vitng va phat trién thi phan gas binh dan dung cta cong ty.



Dé tai tap trung giai quyét cac cac van dé nghién ctru nhu sau:

- Cac yéu t6 nao anh huong dén gia tri danh cho khach hang st dung gas
binh?

- Lam thé nao dé xac dinh gia tri danh cho khach hang str dung gas binh tir
quan diém cua chinh khach hang — gia tri danh cho khach hang dwoc cam
nhan?

- Giai phap nao can duogc thuc hién dé gia ting gia tri danh cho khach hang

dugc cam nhan dbi voi san phdm gas binh dan dung ctia GPS?

2. Muc tiéu nghién ctru
bé tai nghién ctru dugce thuc hién vé1 muc tiéu:

- X4c dinh cac thanh phin tao nén gia tri danh cho khach hang dugc cam
nhan.

- Xay dung thang do va kiém dinh mé hinh 1y thuyét vé méi quan hé giira
cac thanh phan gia tri danh cho khach hang duoc cam nhan ddi véi san
pham gas binh dan dung.

- Pé xuat mot sb giai phap nham gia ting gia tri danh cho khach hang duoc

cam nhan dbi voi san phdm gas binh dan dung cua GPS.

3. Poi twong va pham vi nghién ciru

Dbi tuong nghién ciru ciia dé tai 1a gia tri danh cho khach hang duoc cam
nhan trong linh vyuc kinh doanh gas.

Khach thé nghién ctru clia dé tai 1a khach hang st dung gas binh. D¢ tai chi
tap trung vao khdo sat nhom khach hang ca nhan va ho gia dinh dang str dung céac

loai san pham gas binh trén thi viing thi truong ctia GPS tai Tp. H6 Chi Minh.

4. Phwong phap nghién ctru

Nghién ctru str dung phuong phap hdn hop, két hop ca nghién ctru dinh tinh
va dinh luong. Muc tiéu chinh ciia d& tai 1a d& xuat mot s6 giai phap nham nang
cao gia tri danh cho khéach hang dugc cdm nhén ctia GPS. Dé thuc hién duge muc

tiéu nay, mot nghién ctru dinh luong duoc thyc hién nhim nghién ctu gia tri



danh cho khach hang dugc cam nhan dbi v6i san pham gas binh. Trén co s& két
qua cua nghién ctru dinh lugng, phén phan tich dinh tinh dugc thuc hién dé dua
ra mot sd giai phap nham nang cao gia tri danh cho khach hang dwgc cam nhan
ctia GPS. Cu thé, nghién ctru dugc thue hién theo 3 bude: (so d6 quy trinh nghién
ctru hinh 1)

Budc 1: Phan tich dinh tinh duoc thuc hién trén co s& nguén dir liéu thir cép
la cac tai li€u hoc thuat va cac nghién ctu trudc day nham hoan chinh co s& ly
thuyét, dua ra mo hinh 1y thuyét vé gia tri danh cho khach hang dwgc cam nhan
dbi voi san pham gas binh dan dung va cac gia thiét cia mo hinh.

Budce 2: Nghién ctru dinh lugng dugc thuce hién thong qua hai bude chinh: (1)
nghién ctru so bd va (2) nghién ctru chinh thuec.

(1) Nghién ctru so bo dugc thuc hién thong qua hai phuong phap dinh tinh va
dinh lwong. Nghién ctru so bd dinh tinh duoc tién hanh dung phuwong phap thao
ludn nhém tap trung va tham khao y kién chuyén gia nham kham pha, diéu chinh,
bd sung cac bién quan sat dé do ludng cic khai niém nghién ciru, hinh thanh
thang do nhap.

Nghién ctru so b dinh lugng sau d6 dugc thyc hién voi mau nho (n = 150)
bang phuong phap phong van thong qua bang ciu hoéi chi tiét dé danh gia so bd
vé do tin cdy, gia tri cua cac thang do nhap da duoc thiét ké va diéu chinh cho
phtt hop nham hoan thién thang do va bang cau hoi cho nghién ctru chinh thirc.

(2) Nghién ctru chinh thitc duge thuc hién bang phuong phap dinh lugng
nham kiém dinh mé hinh do luong cling nhu mé hinh 1y thuyét va cac gia thiét
trong mo hinh. Ky thuat phong van truc dién duoc sir dung dé thu thap thong tin
tir khach hang sir dung gas binh tai TP. Ho Chi Minh. Théng tin thu thap dugc s&
dugc xir Iy bang phan mém SPSS 11.5. Thang do sau khi dugc danh gia bing
phuong phap hé sé tin cdy Cronbach alpha va phan tich nhan t6 kham pha EFA,
phan tich hdi quy boi duoc sir dung dé kiém dinh mé hinh nghién ctru va cac gia

thiét.



Budc 3: Trén co s¢ danh gia két qua nghién ciru dinh lugng va cac bao cao
két qua san xuat kinh doanh ciia GPS, mét s giai phap nhim gia ting gia tri
danh cho khach hang dugc cam nhan d6i véi san pham gas binh dan dung cua

GPS dugc dé xuét.

- Mot s6 khai niém.

Co so ly thuyct gia tri danh cho - Vai trd ctia gia tri danh cho khach
Buodce 1 khach hang dugc cam nhe_‘m.’ Mo hang dwoc cam nhan.
hinh nghién ciru va cac gia thiét. - M6 hinh gié tri danh cho khéach
i hang dugc cam nhan.
Thang do nhap Thoéng qua thao luan nhém, tham khao ¥ kién
[ chuyén gia.

!

Nghién ctru so b Kiém tra thang do véi mau nho n = 150.

!

Thang do hi¢u chinh

Dua vao d¢ tin cay duogc phan tich va y kién
chuyén gia. Hoan chinh bang khao sat.

Budc 2 < l

Trén co so cac dit li¢u thur cap va so6 lugng bién

Thiét ké mau A oa DO
quan sat dé xac dinh mau nghién ciru.

y
Nghién ctru chinh thtc

|

Phén tich dir liéu

I

[ Panh gia két qua nghién ctru

Tién hanh nghién ctu, thu thap dit liéu bing
bang ciu hoi véi kich thude mau n = 811.

Danh gia thang do, phan tich twong quan, hdi
quy, kiém dinh mo hinh va cac gia thiét.

Phan tich xac dinh nguyén nhan

Budc 3 l

Dé xuit mot s6 giai phap nham gia
< ting gid tri danh cho khach hang
duoc cam nhén ddi voi san phém
gas binh dan dung cua GPS.

Mot sb kién nghi d6i voi GPS

Két luan

Hinh 1. So' @6 quy trinh nghién ciru



5. Céu tric ciia luin vin

Mo dau

Chuong 1. Co sd 1y ludn cua dé tai

Chuong 2. Nghién ctru gia tri danh cho khach hang duoc cam nhan d6i voi
san phim gas binh dan dung.

Chuong 3. Mot sb giai phap gia ting gia tri danh cho khach hang dugc cam
nhan d6i voi san pham gas binh dan dung cia Cong ty TNHH
Gas Pertolimex Sai Gon.

Két luan

6. Y nghia thuye tién va khoa hoc ciia nghién ctru

Y nghia thyc tién cia nghién ctru: Dé tai nghién ctru xac dinh cac yéu td tac
dong dén gia tri danh cho khach hang dugc cam nhéan ddi véi san pham gas binh
dan dung, danh gid mot cach khach quan gia tr1 danh cho khach hang dugc cam
nhan trén quan diém cua nguoi tidu dung. T d6, dé xuat mot s giai phap giai
phap nham nang cao gia tri danh cho khich hang dwgc cam nhan ddi véi san
pham gas binh dan dung cua GPS.

Y nghia khoa hoc ctia nghién ctru: Nghién ciru cta dé tai dé xuat mot mé hinh
do luong gid tri danh cho khach hang duoc cam nhan dbi v6i san phim gas binh
dan dung. Pay c6 thé 13 md hinh tham khao cho cac nghién ctru khac co lién
quan dén gia tr1 danh cho khéach hang dugc cam nhan trong cac linh vuc kinh
doanh khac.



CHUONG 1
CO SO LY LUAN CUA DPE TAI
1.1. Mot s6 khai niém
1.1.1. Khach hang va dinh hwéng khach hang
1.1.1.1. Khach hang

Theo Noel Capon & James M. Hulbert, khach hang 1a bat ky c4 nhan hay t6
chtrc nao tham gia vao kénh phan phdi (khong phai ddi thu canh tranh) ma hanh
dong hay quyét dinh cua ho c6 thé tac dong dén viéc mua san phim hay dich vu
ctiia doanh nghiép [31]. Theo dinh nghia nay, khach hang duoc hiéu bao ham ca
nhitng khach hang hién hitu va khach hang tiém niang ctia doanh nghiép; khach
hang duoc hiéu 1a bat ky thuc thé nao trao doi tién (hay hang héa, dich vu) dé lay
cac san pham hay dich vu ciia doanh nghiép.

C4 nhan hay t6 chirc c6 thé tham gia vao quyét dinh mua hang v6i nhiéu hinh
thitc khac nhau. Khach hang c6 thé 1a nhitng trung gian va co vai trd vira la
khach mua hang (cta doanh nghi€p) vira 1a ngudi ban (cho khach hang khéac);
hay ho c6 thé dong vai tro ngudi sir dung, ngudi mua hay ngudi tiéu ding cudi
cung. Nhitng c4 nhan hay t6 chirc khac nhu chinh phu, cic co quan tiéu chuan, tu
van, nguoi tién phong tao s¢ thich déu co thé tham gia dong vai trd chii dao trong
cac quyét dinh mua hay mua lai trudc hét voi tu cach 1a ngudn giy anh huéng
(hay xac lap tiéu chuén).
1.1.1.2. Dinh hwéng khach hang

T sau nim 1980 dén dau nam 1990, viéc tim hiéu mbi lién hé gitra dinh
hudng thi truong va nang lyc vuot trdi cho doanh nghép da dugc nghién ctru kha
nhiéu. Thuat ngir dinh huéng thi truong duge Narver va Slater khai quat hoa:
“dinh hudng thi trudng 1a mot chidu huéng bao gdm ba nhan té thudc vé hanh vi
va hai diéu kién quyét dinh d6 1a: dinh hudng khach hang, dinh hudng dbi tha
canh tranh, su phéi hop cac chuc nang trong t6 chirc, mot tim nhin dai han va
mot muc tiéu sinh loi” [30]. Pidu nhidn manh khong chi 1a nd luc tao lap loi thé

canh tranh ma quan trong hon 13 cung cdp nhiing gia tri vuot trdi cho khach



hang, tit ca vi khach hang. Do d6 thuc chat cua dinh hudng thi truong chinh 13
dinh huong khach hang. Pinh hudng khach hang 1a viéc doanh nghi€p hoat dong
theo ton chi san xuit ra cac san phém, dich vu phai trén co sé nhu cau khach
hang va chat luong san pham, dich vu 13 mic do dép tmg nhu cAu khach hang
cua san phém, dich vu do.

Trong thap nién 1990, van dé vé dinh hudng khach hang dugc nhic dén nhiéu
hon cung véi su ra doi cia nhitng mé hinh marketing mdi, trong d6 md hinh
marketing mdi quan hé 14 mét dién hinh. Theo d6 dinh nghia “Marketing 1a thiét
1ap, duy tri va cung c¢d ciac mdi quan hé v6i khach hang va cac dbi tac co lién
quan dé 1am thoa min muc tiéu cta cac thanh vién nay” [22] da thay thé cho dinh
nghia dua trén co s& mo hinh 4P thong dung. Chién luoc marketing day theo 4P
da dan duoc thay thé boi chién luge marketing kéo theo 4C véi quan diém xuyén
sudt 14 hudng vé khach hang, 1ay khach hang lam trong tdm dé hoach dinh chién
luoc va trién khai céc chuong trinh hanh dong & moi bo phan cua doanh nghiép,
khong chi trong linh vuc tiép thi. Géc nhin khach quan tir khach hang s& giup
doanh nghiép dua ra thi truong nhiing san pham dap tmg duoc mong doi cia
khach hang (Customer Solutions - gidi phap cho khach hang), ban véi mirc gia
ma khach hang chap nhan dugc (Customer Cost - chi phi ctia khach hang), phan
phéi ¢ noi thuan tién cho khach hang (Convenience - thun ti¢n), va lam cong tac
truyén thong theo cach ma khach hang thich voi su twong tac, giao tiép hai chiéu

giita doanh nghiép v6i khach hang (Communication - giao tiép) [4].

Tir thap nién 1990 tré di huéng nghién ctru marketing mbi quan hé d thu hut
dugc rat nhiéu nha nghién ciru va dugc xem 1 mot hudng thich hop cho
marketing & thé ky 21 nay ma trong d6 nhan manh 1ap ludn co ban vé marketing:
dinh hudng khach hang va viéc cung tng gia tri phai chiém vi tri trung tim trong
doanh nghiép néu mudn tdi da hoa gia tri trong dai han cho cac giéi hitu quan,

cac doi tac trong tién trinh cung Grng gia tri.

Su chu trong dén khai niém gia tri dugc khoi dau tr sy thay thé khai niém

trao d6i kinh té (economic exchange) bang khai niém trao doi gid tri (exchange
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of values) trong nhitng nghién ctru ctuia Philip Kotler va Sidney Levy [38]. Viéc su
dung phd bién khai niém nay da gitip cac nha nghién ctru két ndi tién trinh quan
trj marketing véi tién trinh sang tao gia tri va phat trién marketing quan hé thay
thé cho m6 hinh marketing hdn hop. Micheal.J. Lnanning va Eward G. Michaels
da dé xuat thiét ké chudi sang tao va phan phdi gid tri lam nén tang cho tiép can
hién dai vé quan tri marketing nhu sau:

Bang 1.1. Chudi sang tao va phan phéi gia tri

Chon lwa gia tri Cung cip gia tri Truyén thong gia tri
Phan C;lfi’n Dinh | Phat | Phat Pinh Luyc
doan N vi | trién | trién | Dinh | nguén | Phan | lugng | Chiéu | Quang
. truong . , . ., - A . ,
thi muc | 8@ | san dich | gia | cung | phoi | ban thi cao
truong tidu tri | phdm | vu cap hang

Nguon: Michael J. Lanning & Edward G. Michaels, "A Business Is a Value Delivery
System," McKinsey Staff Paper no. 41, June 1988. [28]

Hién nay hau hét cac 1y thuyét gia hang dau vé marketing da chu trong dén
cach thtrc dinh hudéng khach hang, nhan manh quan diém marketing 1a xac dinh,
phat trién va phan phdi gi4 tri cho khach hang. Nhiing truong phai that sy moi vé
quan trj marketing dang d& cap dén sy chuyén dich tim diém cét 15i cua linh vuc
marketing tir cong ty sang khach hang, tir san pham sang dich vu va lgi ich, tir
giao dich sang mdi quan h¢, tir san xuat sang cung sang tao gi tri voi cac ddi tac
kinh doanh va khach hang, tir cic ngudn lyc hitu hinh va lao dong sang ngudn
lwc tri tué va vi thé ciia doanh nghiép trong chudi gia tri [5).

1.1.2. Gia tri danh cho khach hang va gia tri danh cho khach hang dugc cam
nhan
1.1.2.1. Gia tri danh cho khach hang

Theo Philips Kotler & Kevin Lane Keller, “gia tri danh cho khach hang la
chénh léch giira tong gia tri ma khach hang nhan dugc va tong chi phi ma khach
hang phai tra cho mdt san phdm/dich vu ndo d6” [37]. Co thé khai quat gia tri

danh cho khéach hang qua mo hinh sau.
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Gia tri hinh anh —

Gia tri ca nhan ] Tong gia tri

™ khach hang

Gia tri dich vu —

Gia tri san phdm | | Giétri danh cho
khach hang

Chi phi bang tién |

Chi phi thoi gian — A )
Tong chi phi
khach hang

Chi phi nang lugng [

Chi phi tinh thin ~ —

Hinh 1.1. M6 hinh gia tri danh cho khach hang
Ngudn: P Kotler & K.L.Keller (2006) Marketing Management, 12th ed., Prentice Hall, p.141 [37].

Theo d6 tong gia tri khach hang bao gém céc thanh phan: gia tri chinh ban
than san phém/dich vu, gia tri cac dich vu kém theo, gié tri con nguoi va gia tri
hinh anh cia doanh nghiép.

Tong chi phi ctia khiach hang bao gom cac thanh phan: chi phi bang tién, chi
phi thoi gian, chi phi nang luong, va chi phi tinh than.

Gia tri danh cho khach hang thé hién gi4 tri ma doanh nghiép mubn danh cho
khach hang. Tuy nhién, gia tri nay c6 thyc sy la nhitng gia tri ma khach hang
mong mudn khong? Cau tra 15i 1a gia tri danh cho khach hang dugc nhin nhan tir
quan diém cua doanh nghiép va tir quan diém cua khach hang luén c6 mot
khoang cach nhét dinh. Khoang cach d6 cang 1on déng nghia véi viée khach
hang s& khong lua chon nhitng gia tri ma doanh nghiép cung cip, tirc 1a khong
chon san pham, dich vu ctia doanh nghiép. Do vay, dé c6 thé thu hit duoc khach
hang, cung cép cho khach hang dung nhiing gid tri ma ho mong doi, doanh
nghiép phai hiéu dugc khach hang khai niém gia tri nhu thé nao va cam nhan nhu

thé nao vé gia tri ma doanh nghiép danh cho ho.
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1.1.2.2 Gia tri danh cho khach hang dwgc caim nhan
1.1.2.2.1. Khai niém

Gia tri danh cho khach hang ma doanh nghiép cung cip khi dugce khach hang
danh gia thong qua qua trinh mua va st dung san pham/dich vu ctia doanh nghiép
duoc goi 1a gia tri danh cho khach hang dugc cdm nhan. Gia tri danh cho khéach
hang dugc cam nhén 1a nhiing gi dugc cadm nhan chi quan boi nguoi tiéu dung
hon la sy danh gia khach quan.

Céc nha nghién ctru da st dung nhiéu thut ngit khac nhau dé dinh nghia gia
tr1 danh cho khach hang dugc cam nhan mac du hau hét ching déu chi cung mot
khai niém. Co thé ké dén cac thudt ngir nhu gia tri cam nhan (perceived value),
gi4 tri cua khach hang (customer value), gid tri cho khach hang (value for the
customer), gia tri cam nhan cua khach hang (customer perceived value), gia tri
khach hang cam nhan (perceived customer value), gia tri ciia ngudi tiéu dung
(consumer value), gia tri ti€u dung (consumption value), gia tri cia ngudi mua
(buyer value), gia tri nhan dugc (acquisition value), gia tri rong ctia khach hang
(net customer value), thdng du cua nguoi tiéu dung (consumer surplus), gia tri
mong doi (expected value)...

Thuat ngir thuong duoc st dung trong kha nhiéu nghién ciru 1a gia tri cam
nhan. Tuy nhién thuat ngit ndy dé giy ra sy nham lan. C6 thé hiéu gia tri cam
nhan bao gém hai thanh phan: loi ich va chi phi (Monroe - gia tri cam nhan 14 ty
1€ gitta nhitng 1o ich cdm nhan va gia cdm nhan [29], Zeithaml - gia tri cdm nhan
1a sy danh gia toan dién clia nguoi tiéu dung vé tinh hiru dung ciia mdt san pham
dua trén nhitng gi nhan dugc va nhitng gi phai bd ra [47], Gronroos - gid tri cam
nhén 1a ty 1¢ cua nhiing lgi ich cam nhan v6i nhitng hy sinh cam nhén [22]). Cling
c6 thé hiéu gia tri cam nhan chi bao gdm céac loi ich khach hang cam nhan ma
thoi, va thanh phﬁn chi phi cdm nhan cua khach hang duoc hiéu mot cach doc lap
v6i thanh phan gia tri cam nhan. Do d6, & dam bao tinh hop 1y va théng nhét

cao, trong nghién ciru nay ching t6i st dung khai niém “gia tri danh cho khach
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hang dugc cam nhan” véi ndi ham bao gom hai thanh phan “gia tri khach hang
cam nhan” va “chi phi khach hang cam nhan”.

Khai niém gia tri danh cho khach hang dugc cam nhan theo cach hiéu nay cé
cac thanh phan gin nhu twong dong voi khai niém gia tri danh cho khach hang
cta Philips Kotler & Kevin Lane Keller nhung chiing khac nhau vé ban chat. Gia
tri danh cho khach hang 13 nhan dinh chu quan cta doanh nghiép vé nhiing gia tri
ma né mudn danh cho khach hang. Con gia tri danh cho khach hang duoc cam

nhan 1a danh gia ctia khach hang vé nhirng gia tri ma doanh nghiép danh cho ho.

Tong gidtri | ] GLZ Itlri k;lilch
khach hang nﬁ éCn
Gié trj danh cho Gid tri danh cho |
. \ khach hang dugc [«
khach hang . A
cam nhan
2 . Chi phi khach
Tong chiphi | | | h?ali)lg .
khach hang s

Hinh 1.2. Gia tri danh cho khach hang va gia tri danh cho khach hang dwgc cim nhan

Mic di c¢6 nhiéu thuat ngit hay dinh nghia khac nhau vé gia tri danh cho
khach hang duoc cam nhan, nhung ching déu c6 chung nhimng diém tuong dong:

(1) Gi4 tri danh cho khach hang duoc cam nhan von cé trong hay c6 lién quan
dén viée sur dung san phém, dich vu hay ddi tuong nao do.

(2) Gia tr1 danh cho khéach hang dugc cam nhan 1a nhitng gi dugc cdm nhan
chu quan bdi nguoi tiéu dung hon 1a sw danh gia khach quan.

(3) Su nhén thtc gia tri dac trung lién quan dén sy danh doi gifra cai ma
khach hang cam thiy 13 nhan dugc voi cai ma ho cho 1a phai bo ra dé c6 dugc va
st dung mot san phém hay dich vu nao do.

Nhw vay, co thé dinh nghia gia tri danh cho khach hang dwoc cam nhan la
cam nhdn cua nguoi tiéu dung vé nhitng gia tri ma ho nhdn dwoc tu viéc su dung
san pham hay dich vu trong twong quan véi nhitng chi phi ma ho nhdn thay la

phdi b6 ra dé c¢é dwoc va sir dung san pham hay dich vu dé. Tong gid tri cam
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nhan la nhitng loi ich ma nguoi tiéu dung nhdn dwoc 6 mot san phcfm hay dich
vu. Téng chi phi cam nhdn la tat ca nhitng chi phi ma nguoi tiéu ding phdi bé ra
trong viéc danh gid, mua va sir dung san pham, dich vu do.

1.1.2.2.2. Céc yéu to6 anh hwéng dén gia tri danh cho khich hang dwgc cam
nhan

Nhiéu nghién ctru dd cung khiang dinh rang tinh chét cua gia tri danh cho
khach hang phu thudc vao hoan canh, nhu céc nghién ctru cia Bolton & Drew
[16], Francis & White [19], Mathwick & ctg [25], Parasuraman [33], Woodall [45],
Spreng & ctg [43], Zeithaml [47]... Piéu ndy c6 nghia 13 gia tri danh cho khach
hang dwoc cam nhan khac nhau gitta nhitng d6i tuong khac nhau (loai san pham),
gilta cac ca nhan khac nhau, hoan canh khic nhau (thoi gian, dia diém, moi
trrong). Khong nhitng nguoi tiéu dung khac nhau trong sy danh gia gia tri gitta
cac san pham va dich vu khic nhau ma ngay ca v6i ciing mot san pham ciling vay.
Ngay ca voi cing mot san phim, ngudi tiéu dung khac nhau ciing coi trong
nhiing tinh chat khac nhau, hay cing coi trong mot tinh chat nhung muc d6 khac
nhau. Ngay ca khi cing mét ca nhan danh gia gia tri, thi gia tri 4y & nhiing thoi
diém khac nhau ciing khac nhau.

Woodall gii thich rang ngudi tiéu ding c6 thé xac dinh gia tri truéc khi mua,
trong khi mua, sau khi mua va sau khi sir dung. Tinh chét va cac yéu t6 quyét
dinh gié tri danh cho khach hang c6 thé thay ddi trong sudt cac giai doan cua qué
trinh mua tiéu dung [45]. Trén co s& d6 Grewal & ctg phan gia tri danh cho khach
hang dugc cam nhdn thanh cic thanh phén: (1) gia tri nhan dugc (acquisition
value), (2) gia tri giao dich (transaction value), (3) gia tri st dung (in-use value),
va (4) gia tri con lai (redemption value) [21].

Gia tri nhan duoc 13 phan nhan duoc rong cua ngudi tiéu dung tir viéc cd
duoc san pham. N6 lién quan t6i nhitng loi ich ma nguoi tiéu dung nghi ho s&
nhan duoc tir viée ¢6 duge san pham trong tuong quan vai chi phi bang tién phai
bo ra dé c6 dugce san phém. Gia tri tién doan nay dua trén nhitng 1gi ich mong doi

va chi phi lién quan t6i viéc mua san pham, lap dat va st dung. Gié tri giao dich
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c6 thé dugc nhan ra tai thoi diém mua khi nguoi tiéu dung trai nghiém su thoai
mai cua viéc dat dugc mot giao dich ¢o lgi vé tai chinh; va sé& cang thém thich tha
néu ho cam thiy ho di tra gia thanh coéng. Gid trj str dung lién quan téi tinh hitu
dung c6 dugc tir viée sir dung san pham bang cach danh gia nhirng loi ich thuc va
chi phi c6 lién quan t6i viée st dung d6. Sau cung, gia tri con lai lién quan dén
loi ich con lai tai thoi diém thanh 1y san phém. Gia tri nhan dugc va gia tri trao
d6i quyét dinh nhitng giai doan dau, trong khi gia trj st dung va gia tri con lai chi
phéi cac giai doan con lai ctua qua trinh sir dung. Trong nghién ctru nay, véi ddi
tuong khdo sat 1a nhitng khach hang dang st dung gas binh, quan diém cua
Woodall goi y cho viéc thiét ké bang cdu héi s& tap trung vao phan gia tri sir
dung vé&1 nhitng 1o1 ich va chi phi thuc lién quan té1 viéc st dung gas binh.

Trén quan diém nay, Woodruff gidi thich rang ngudi tiéu dung c6 thé xem xét
nhitng dic tinh san pham va két qua sir dung khac nhau va danh gia chung khac
nhau theo thoi gian. Viéc mua lién quan dén lya chon va diéu nay doi hoi nguoi
tiéu dung phai phan biét giira cic san pham lya chon va danh gia lya chon nao
duoc yéu thich hon. Ngugc lai, trong va sau khi sir dung, nguoi tiéu dung quan
tAm nhiéu hon t&i sy hoat dong ciia san phiam duoc chon trong nhing tinh hudng
sir dung cu thé [46]. Gardial & ctg chi ra rang tai thoi diém mua nguoi tiéu dung
dwa nhiéu vio cac dic diém san pham hon khi ho dang trong qua trinh sir dung
hay sau khi sir dung. Trong va sau khi sir dung, két qua st dung tr& thanh quan
trong hon. Ngudi tiéu dung s& nhan biét ddy du vé gia tri tir cac ddc tinh duoc
yéu thich, cac dic tinh hoat dong va két qua cta qua trinh sir dung san pham;
ching tao thanh nhiing y kién danh gia vé gia tri thuc cla viéc sir dung san pham
[20]. Mot vi du don gian, mot khach hang khi lan dau tién lya chon san phém gas
binh s& dwa vao nhitng dic diém san phdm c6 duoc nhu tinh an toan, tinh tién
dung, chét lugng gas, chat lugng phu kién, kha nang dép ung dich vu cua dai ly,
gia ca... thong qua cac ngudn thong tin tham khao. Khi bit dau qua trinh sir
dung, khach hang s& c6 diéu kién kiém tra lai tit ca nhiing thong tin nay thong

qua trai nghi€m thuc té. Khi d6, ho s& c6 duoc nhiing nhan dinh cua riéng minh.



16

Nhing nhan dinh nay c6 thé s& khac xa so véi nhimng thong tin ban dau khi chon
mua. Va khi mua ldp lai, khach hang nay s& liwa chon san pham theo nhiing tiéu
chuén cua riéng minh. Ho ¢6 thé c6 yéu ciu cao hon vé tinh an toan hay c6 thé dé
cao yéu td gid ca hodc dich vu... Co thé ndi rang nhirng dic tinh thic ddy ngudi
tiéu dung quyét dinh mua san pham c6 thé khac véi cac tiéu chudn dinh nghia gia
tri trong qua trinh st dung ngay sau khi mua, va cac tiéu chuan nay t6i luot no
cling s& khac v6i nhirng yéu td quyét dinh gié trj trong sudt qua trinh st dung 1au
dai. Va khi mua lai, nguoi tiéu dung s& co thay ddi trong viéc danh gia gia tri va
tam quan trong cuia cac tiéu chuan.

1.1.2.2.3. Thanh phin ciia gia tri danh cho khach hang dwoc caim nhén

Hau hét cac nha nghién ciru déu dong y rang gia tri danh cho khach hang
dugce cam nhan lién quan téi sy danh doi giita tat ca cac chi phi va loi ich. Dé
hiéu duoc cai gi tao nén gia tri danh cho khach hang dugc cam nhan cic nha
nghién ctru dd c¢b gang phan loai cac loi ich va chi phi cam nhan nay. Nghién ctru
trudc day tap trung gii thich gia tri danh cho khach hang dugc cdm nhan cia san
pham va dinh nghia gia tri danh cho khach hang 1a sy danh doi giira chat luong
san pham va gia, hay 1a sy danh gia gi4 tri bang tién.

Mot sb tac gia cho réng viéc nhin nhén gia tri danh cho khach hang dugc cam
nhan chi bang sy d4nh doi giita chat lwong va gia 1a qua don gian (Bolton &
Drew [16]), ddc biét khi san pham khong phai 1 diém trong tAm cta su quan tim.
Khi ngudi tiéu dung danh gia gia tri dich vu thi nhiing tiéu chuan khac dugc can
dén dé giai thich rd rang nhing lgi ich va chi phi. Ly thuyét dich vu chi ra rang
mot phan tir nhitng gi dugc chuyén giao, cach dich vu duoc chuyén giao 13 mau
chdt trong viéc danh gia chét lugng dich vu. Tiép dén, khi danh gia nguoi ban 1¢,
ngudi tidu ding danh gia chét luong dich vu cling nhu chét luong hang hoa. Theo
d6, ngudi ban 1¢ cung cp gia tri cao nhat khi san phim c6 chét lvong cao nhét,
kém theo 1a chat luong dich vu cao nhét va gia 1a thip nhét [35]. Thém vao do 1a
kinh nghiém mua sim. Nguoi tiéu diung danh gia nhiéu hon 1a chi chét lugng san

pham va dich vu gia ting duoc chuyén giao trong tuong quan véi gia, ho danh



17

gi4 toan bo qua trinh cta viéc dua ra quyét dinh, chir khong chi theo két qua sau
cung [42]. Ho thudng 1am mét sy danh ddi gitra nhitng nd luc tri 6c va tinh chinh
X4c cua quyét dinh.

Trong nghién ctru cia minh, R.Eric Reidenbach & Reginald W. Goeke, ngoai
hai thanh phan chat luong va gia con dua thém thanh phan hinh anh cong ty dé
danh gia gia tri danh cho khach hang dugc cam nhan [40].

Ciing trén quan diém danh d6i gitta loi ich va chi phi, Philips Kotler & Kevin
Lane Keller chi ra gia trj danh cho khach hang bao gdm hai thanh phan tong gia
tri ma khach hang nhin duogc va tong chi phi ma khach hang phai tra cho mét san
pham/dich vu nao 6 [37].

Nhu vay c6 thé thay hai thanh phan chinh ciia gia tri danh cho khach hang 1a
gi4 tri khach hang cdm nhan va chi phi khach hang cam nhan.

e Gia tri khach hang cim nhin

Sheth & ctg phan biét 5 thanh phan cua gia tri cam nhan: (1) gia tri chirc nang
(functional value) (nhirng lo1 ich thuc té lién quan dén cac dic tinh san ph:flm),
(2) gia tr1 xa hoi (social value) (nhiing loi ich xa hdi, hinh tugng), (3) gia tri cadm
xuc (emotional value) (nhiing loi ich trai nghiém, cdm xuc), (4) gia tri tri thic
(epistemic value) (nhiing loi ich thic ddy su ham hoc hoi), va (5) gia tri theo tinh
huéng (conditional value) (nhitng loi ich trong nhitng tinh hudng dic biét) (41].

Gia tr1 chtrc nang lién quan té1 1oi ich co dugce tir chét lugng san phém va hoat
dong cua san phém. Gia tr1 xa hoi 1a lgi ich ¢6 dugce tir kha nang cua san phém
lam tang tinh c4 nhan trong xa hoi, chéng han nhu dia vi. Gia tri cam xuc lién
quan t6i loi ich c6 duge tir nhitng cam giac hay trang thai xac dong do san phim
mang lai. Gia tri tri thirc lién quan toi su ngac nhién hay bé ngoai la thudng cua
san phém, la kha nang cua san phém khoi goi su to mo, mang dén tinh khac la
hay thoa man niém dam mé kién thirc. Gia tri theo tinh hudng lién quan t6i tinh
hudng ma gia tri dwoc dénh gia, ching han trong nhiing dip dic biét. San pham

thuong mang lai mot hon hop nhirng loai gia tri ndy.
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Lapierre xac dinh cc thanh phan cua gia tri cam nhan 13 cac loi ich cé dugc
tir san pham (nhirng giai phap thay thé, chit lugng san phdm, san pham theo yéu
cau), tir dich vu (kha ning dap tmg, tinh linh hoat, tinh déng tin cdy, niang luc k¥
thuat), tr mbi quan h¢ (hinh anh, sy tin cdy, su gén két) [24].

Theo Philips Kotler & Kevin Lane Keller, tong gia tri ma khach hang nhin
duoc 1a toan bg nhitng 1gi ich ma ho trong doi & mot san phém/dich vu. Thong
thuong, nd bao gdm mot tdp hop cac gia tri thu dugc tir: chinh ban than san
pham/dich vu, cac dich vu kém theo, ngudn nhan liyc va hinh anh cia cong ty.
Nhitng gia tri gan lién voi ban than san pham/dich vu duoc phan anh tap trung &
chét luong cua ching va duogc thé hién thong qua mot loat cac thudc tinh nhu: do
bén, do cimg, do déo, do tin cay, téc do v.v.. nhiing gia tri gan lién véi dich vu
kem theo 1a mot tdp hop cac gia tri mang lai bdi viée: giao hang, ban hang, sua
chita cung cip phu ting, huéng dan sir dung, chim soc khach hang v.v.. Gia tri
vé nhan sy duoc thé hién & trinh d6 hiéu biét, tinh than trach nhiém, sy tan tuy,
an can ctia doi ngdi nhitng ngudi ban hang, doi ngii can bd cong nhan vién cia
cong ty dbi véi khach hang. Cubi cung, gia tri vé hinh anh duogc quan niém la
tong hop cac an tugng vé cong ty trong tam tri khach hang [37].

e Chi phi khach hang cdm nhin

To6ng chi phi ma khach hang phai tra 14 toan b nhitng phi ton ma khach hang
phai bo ra dé nhan dugc nhiing lgi ich mong mudn. Trong tong chi phi nay,
nhitng bo phan chi chdt thuong bao gdm: chi phi bang tién cua san pham/dich
vy, va chi phi khéng phai bang tién.

Chi phi bang tién lién quan t6i gia ca ma ngudi tiéu dung phai tra. Gia ca
trong cac nghién ctru 14 gid cam nhan hon 1a gid cta san pham, vi nguoi tiéu
dung thuong khong danh gia chinh xac gid ca ma ho thudng hiéu no 1a ré, phai
ching hay dit do dua trén gia tham khao cua riéng ho (Zeithaml [47]). Zeithaml
coi gid cam nhan 1a chi phi, tuy nhién mot s tac gia khac khang dinh gia co tac
dong hai chiéu. Gi4 ca la sy hy sinh vé mit tai chinh nhung n6 ciing anh hudng

thuan chiéu véi gia tri cdm nhan théng qua lam ting nhitg cam nhan chat lugng
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san phém (Agarwal & ctg [13]; Dodds & ctg [18]; Monroe [29]; Teas & ctg [44]).
Tuy nhién, vé tac dong rong cua gia trong nhan thirc vé gia tri co thé 1a nghich
chiéu, gia thuong dugc dit vao phan chi phi.

Monroe chi ra nhitng chi phi bang tién ma ngudi mua gip phai khi tién hanh
mua bén canh gid ca nhu chi phi dat hang, chi phi thuong lugng, chi phi van
chuyén, chi phi 1dp dit, stra chita va bao tri [29].

Chi phi khéng phdi bang tién phan nhiéu lién quan dén phi ton thoi gian, phi
t6n cong stc va phi ton tinh than ma khach hang di bo ra trong qua trinh mua va
st dung san phdm. Chi phi tinh than lién quan dén ap lyc tinh than hay cam giac
kho chiu trong qué trinh mua sam, trong khi chi phi thoi gian va nd luc lién quan
dén nhiing gi ngudi tiéu dung phai bo ra khong lién quan t&i cam xic [14].

C6 thé thiy mic du déu thong nhat & quan diém loi ich — chi phi trong phan
tich gié tri danh cho khach hang dugc cam nhan, nhung vi¢c xac dinh cac thanh
phan chi tiét cia nhitng loi ich hay chi phi nay kha phuc tap va khong c6 su
thong nhét giira cac tac gia. Tir 6 co thé thiy duoc su da dang trong nhan thirc
vé gia tri danh cho khach hang dugc cam nhan.

1.2. Vai tro cia gia tri danh cho khach hang dwgc cim nhén trong hoat dong
kinh doanh ciia doanh nghiép

1.2.1. Gia tri danh cho khach hang dwgc cAim nhan va sw lya chon cia khach
hang

Xét vé ban chat, hoat dong kinh doanh ctia doanh nghiép chinh 1a trao doi.
Trao d6i 1a mot trong bon cach dé ngudi ta c6 dugc cac san pham (tur san xuat
,cudng doat, di xin, v trao d6i). Trao doi 1a hanh dong tiép nhan mot san pham
mong mudn tir mot ngudi nao d6 bang cach dua cho nguodi d6 nhiing thir gi d6.
Trao ddi chi xay ra khi thoa min du cac diéu kién sau: (1) It nhét phai c6 hai bén.
(2) M&i bén phai c6 mot thir gi d6 c6 thé co gia tri ddi véi bén kia. (3) Mdi bén
phai c6 kha ning tu giao dich va chuyén giao hang hoa ctia minh. (4) Mdi bén
déu c6 quyén ty do chip nhan hay khudce tir 101 d& nghi cua bén kia. (5) Mdi bén

déu tin chic la minh nén hay mudn giao dich voi bén kia [31].
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Néu c6 dit nim diéu kién nay thi méi c6 tiém nang trao d6i. Trao d6i chinh 1a
trao d6i gia tri. Viéc trao ddi c6 thuc su dién ra hay khong la con tuy thudc vao
van d& hai bén c6 thé thoa thuan duoc nhitng diéu kién trao ddi co 1oi cho ca hai
bén (hay chi it ciing khong c6 hai) so vé6i trudce khi trao d6i. Chinh vi ¥ nghia nay
ma trao ddi duoc xem nhu 1a mot qué trinh déng thoi tao ra gia tri, nghia 1a trao
d6i thuong 1am cho ca hai bén c6 loi hon trudce khi trao d6i.

Trao d6i phai dugc xem nhu 1a mot qua trinh chtr khong phai 1a mét sy viéc.
Hai bén duogc xem nhu 13 da tham gia trao d6i néu ho dang thuong lugng dé di
dén mot thoa thuan. Khi dat dugc mot thoa thuén thi ta noi giao dich da dién ra.
Giao dich 1a don vi co ban cta trao d6i. Giao dich 14 mot vu mua ban nhitng gia
tri gitta hai bén. Giao dich doi hoi phai c6 mot s6 yéu t6: it nhat c6 hai gi tri,
nhitng diéu kién thyuc hién da dugc thoa thun, thoi gian thyc hién da thod thuan,
dia diém thyc hién da dugc thoa thuan.

Trong sb rat nhiéu nhirng san phdm c6 thé thoa man mot nhu cau nhat dinh,
ngudi tiéu dung s& lua chon nhu thé nao khi quyét dinh thuc hién giao dich? Hay
xem xét qua trinh ra quyét dinh mua ctia khach hang.

Mo hinh don gian vé qué trinh ra quyét dinh cua khach hang (M6 hinh cua
Blackwell - Minard - Engel) xac dinh nam giai doan riéng biét, mdt vai giai doan
bao gém nhiéu chu ky phu va cac vong thong tin phan hoi gilta cac giai doan.
Qua trinh ra quyét dinh cua ngudi tiéu dung trai qua 5 giai doan chinh [15]:

Nhén thive nhu cau —> Tim kiém thong tin — Ddnh gid lwa chon

—» Quyét dinh mua —» Hanh vi sau mua.

Khong c6 mot qua trinh danh gia don gian va duy nhat ma tat ca moi nguoi
tiéu dung déu sir dung hay tham chi mot ngudi tiéu dung sir dung cho tit ca cac
tinh hudng mua sim. Nhitng mé hinh thong dung nhat ctia qua trinh danh gia cia
ngudi tiéu dung déu dinh hudng theo nhén thirc, tirc 1a cho rang khi hinh thanh
nhitng xét doan vé san pham, nguoi tiéu ding chu yéu dua trén co s¢ nhan thic

va tinh hop 1.
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Khai niém chu dao ¢ ddy 1a gid tri. Gia tri 1a tong hitu dung ma nguoi tiéu
ding nhan thy trong mot hang héa cu thé nao d6 va ho nhim dén tbi da hoa nod
thong qua trao ddi, mua ban. Gia tri 1a nén tang va la muc dich cua trao ddi, mua
ban.

Mbt sd nha san xuét tin rﬁng khi ho tao ra duogc san phém tbt, gia ca phai
ching thi ngudi tiéu dung s& chon mua. Tuy vay, mot san pham t6t chi khi ngudi
tiéu dung cho rang no tét, mot gia ca phai ching chi dugc quan tim khi ma ngudi
tiéu ding cam nhan rang né phu hop véi nhiing loi ich ma ho nhan duoc khi tiéu
dung san phdm. Ngudi tiéu dung c6 xu huéng toi da hoa gia tri trong pham vi chi
phi tim kiém va gidi han hiéu biét, tinh linh dong va thu nhap cta ho. Nguoi tiéu
ding ddnh gid 16i chao moi ndo sé mang lai gid tri danh cho minh cao nhdt va
hanh dong dwa trén nhdan thurc do.

Theo Iy thuyét kinh té, con ngudi ludn cb ging tdi da hoa hitu dung hay loi
ich. O déy hitu dung 13 tong su théa min ma khach hang nhan duoc tir san phim
hay dich vu ma ho tiéu dung. Su t6i da héa c6 ngudn gdc tir mot su thue ring
nguoi tiéu ding cé nang luc lya chon gitta cic san pham thay thé. Khong co gi
dang ngac nhién, khi chi phi va loi ich c¢6 lién h¢ mat thiét v6i nhau. Cung véi
nhau, chting cu thanh gia tri danh cho khach hang dugc cam nhan. Chung 1a tiéu
thirc dé danh gia san pham hay dich vu c6 dang gia hay khong. Vi thé, tir quan
diém kinh té, nguoi tiéu dung c6 thé ding quan hé chi phi — loi ich khi c4n nhéc
gi4 tri ciia san pham hay dich vu. Va danh gia gia tri chinh 1a co sé cho quyét

dinh mua cua nguoi tiéu dung.

1.2.2. Gia tri danh cho khich hang duwgc cim nhén va long trung thanh ciaa
khach hang.

Theo céac nghién cuu trudc day, gia tri danh cho khach hang dugc cam nhéan
duogc cho 14 yéu td quan trong nhat tac dong dén y dinh mua lai ciia khach hang
1321 va do d6 quyét dinh 10ng trung thanh ctia khach hang [21].

Grewal & ctg khang dinh rang gi tri danh cho khach hang 1a yéu t tot dé dy

bdo sy mua ldp lai va long trung thanh, va rang nhan thirc von c6 vé gia tri cia
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khach hang 1am ting tinh sin sang mua va lam giam y dinh tim kiém ciia ho. Va
chia khoa ning cao long trung thanh ctia khach hang 1 phai mang dén cho khach

hang gia trj cao nhét [21].

1.2.3. Gia tri danh cho khach hang dwegc cam nhin va chién lwge canh tranh
cua doanh nghiép

Gié tri danh cho khach hang dugc cdm nhan quyét dinh su lua chon san
pham/dich vu ctia ngudi tidu dung va long trung thanh ciia ho. Chinh vi thé gia tri
danh cho khach hang dugc cdm nhan sé quyét dinh su thanh cong cia chién lugc
canh tranh.

Canh tranh khong phai 1 cudc chién ciia san pham. D6 1a cudc chién ciia cac
nhan thirc. Nhiéu ngudi nghi canh tranh 13 cudc chién cua cac san pham. V& lau
dai, ho dy tinh san phim t5t nhat s& chién thing. Khong c6 nhitng san pham tot
nhat. Tt ca hién hiru trong thé gidi canh tranh 1a nhitng nhan thirc trong tAm tri
khach hang. Tam tri ctia khach hang rat khé thay doi. Véi mot chat kinh nghiém
vé mot loai san pham, ngudi tiéu ding cho rang ho dung. Do vy canh tranh
khong phai 1a huéng dén dbi thii canh tranh ma 1a huéng dén khach hang, mang
lai cho khach hang nhiing gia tri vuot trdi. Chi co cung cdp nhimmg gid tri vuot
troi thi san pham cua doanh nghiép méi duoc khach hang chon. Doanh nghiép s&
thu hat, gianh duoc, gitt dwoc khach hang va qua do 13 ting thi phan ciing nhu loi
nhuan cua minh.

W. C. Kim & R. Mauborgne da chi ra ring hau hét doanh nghiép déu co xu
huéng di theo mot duong mon trong canh tranh véi nhitng tiéu chuan gia tri
gidng nhau dé rdi cudi cung cudc chién gianh khach hang, gianh thi phan tré
thanh mot cudc chién mit con vé gia. Do 1a mot dai duwong d6. Kim &
Mauborgne dé xuat mot huéng di méi bang cach tao ra mot khoang trong thi
truong khong co canh tranh, hay ndi ding hon 1a canh tranh tré nén khong con
quan trong nita. D6 1a mot dai dwong xanh. Chién luoc dai duong xanh chinh 13
nudi dudng, phat trién nhu ciu va chién thing trong canh tranh nho nhitng dot

pha vé gi tri cho ngudi mua. Dé lam dugc diéu d6 doanh nghiép phai hiéu duoc
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khach hang, hiéu dugc thi truong dé ty minh thdy dugc nhitng tiéu chuan gia trj
méi, nim bt va sang tao nhitng gia tri vuot trdéi cho khach hang déng thoi loai
b6 nhitng yéu td khong can thiét nham giam chi phi, nhd thé doanh nghiép ciing
nhan duoc gia tri cao hon [8].

Thanh cong trong cac phan khiic thi trudng muc tiéu lién quan truc tiép dén
kha ning doanh nghiép cung cap duoc cho khach hang gia tri ho du kién. Mic du
doanh nghiép phat trién, san xuat, phan phdi san pham va dich vy, song khach
hang chi nhan biét gia tri théng qua cac loi ich ma nhitng san pham va dich vu
nay mang lai, va ho cdm nhan chung theo céch cua riéng ho [31].

Do d6 doanh nghiép phai thau hiéu duoc gia tri danh cho khach hang ma
doanh nghiép minh dang cung cdp thong qua sin pham va dich vy cua doanh
nghiép duoc khach hang cam nhan nhu thé ndo (gia tri danh cho khach hang
dugc cam nhan) dé co thé xay dung dugc mdt chién lugc canh tranh phu hop.
Nhimng gia tri ma khach hang mong doi phai huéng dan cac quyét dinh vé san
pham va dau tu, va kha ning cua doanh nghiép trong viéc cung cdp gia tri cho
khach hang phai 14 co s& cbt yéu dé danh gia thanh tich hoat dong ciia doanh
nghiép. Hiéu biét vé khach hang phai 1a nén tang ciia khuon kho chién luoc
chung ma trong d6 cac hoat dong duoc thiét ké va xdy dung nham mang lai gia
tr1 vuot troi cho khach hang muc ti€u.

Trong linh vuc Marketing, gia tri danh cho khach hang da dugc nhin nhén la
mot trong nhirng yéu tb quan trong nhat tao 1ap loi thé canh tranh [31]. Gia tri
danh cho khich hang ma doanh nghiép cung cip tro thanh mot loi thé canh tranh
mang tinh quyét dinh sy thanh cong ciia chién luge canh tranh. Chi don gian
cung cap gia tri bang cach dap ing nhu cau khach hang thi khong di, boi vi canh
tranh ngang bang thuong 1a két qua cudi cing. Dé c6 loi nhuan lau dai, doanh
nghiép phai xay dung mot dé nghi khac biét hodc tot hon, theo cach quan trong
d6i v6i khach hang. Doanh nghiép khong nhing phai cung cép gia tri cho khach
hang ma con phai 1am diéu d6 t6t hon dbi thu canh tranh. Phwong cach dé c6 loi

nhuén cao 1a cung cép cho khach hang thir ho mudn ma khong thé nhan duoc tir
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noi nao khac. Bé chinh 1a phai phat trién mot dinh vi gia tri phu hop, dugc khach
hang chap nhén va tré nén khac biét bang gia tri. Néu doanh nghiép c6 thé dat
duoc 1oi thé gia tri khac biét, n6 han ¢ thé dam bao dugc gia ca cao hon.

Loi thé gia tri khac biét khong chi gdm nhitng loi thé khac biét dya trén san
pham ma con bao gdm nhing yéu t6 khac nhu cac mdi quan hé lau dai, san phdm
dé tim, nhitng thong diép thu hit, va dich vu. Nhiing gia tri khac biét nay c6 thé
it chiu su ddi choi trong canh tranh hon. Hon nita khac biét trong chinh qui trinh
sang tao gia tri s& 1a mot loi thé 1au dai, khé bi bt chude. Cudi cing, gia tri danh
cho khach hang dya trén con ngudi va qui trinh nhu méi quan hé véi khach hang,
cac k¥ thuat vién du ning luc, va nén vian hoa sén sang - phuc vu, c6 thé con ton
tai lau dai hon ma khong thé bi bat chuée trong canh tranh.

Theo R.Eric Reidenbach & Reginald W. Goeke, gid tri danh cho khéach hang
duoc cam nhan dai dién cho mdt thuée do chién luge — nhitng van dé nao phai
tap trung nham chién thing trong canh tranh va vi sao [6].

Gié tri danh cho khach hang dugc cdm nhan c6 quan hé chat ché voi két qua
hoat dong ciia doanh nghiép. Chinh mdi quan hé nay gitp cho gia tri danh cho
khach hang dugc cdm nhan c6 strc manh dy bao tdt. N ¢o tinh hudng vé tuong
lai, 6 1a kha nang dy béo thi phﬁn va hoat dong tai chinh cua doanh nghiép. Gia
tri danh cho khach hang duoc cam nhan khi duge do luong dung dan sé cung cp
mot thude do chién lugc viing chic va manh mé, can thiét cho viéc dinh hudéng
cac dong luc cia cudc canh tranh hi¢u qua.

Theo R.Eric Reidenbach & Reginald W. Goeke, nhing 1y do chinh cho thay
gi4 tri danh cho khach hang 1a mot thude do chién lugc t6t d6 1a:

Gia tri danh cho khach hang dwoc cam nhdn la dva trén thi truong: Gia tri
danh cho khach hang duoc cam nhén thuong két hop khong chi khach hang cua
doanh nghiép ma ca khach hang cia cac déi thu canh tranh, tic 13 toan thi
truong. Viéc hiéu duoc khach hang danh gia gia tri san pham ctia doanh nghiép
trong so sanh véi céac dbi thu canh tranh s& giup doanh nghi¢p hoach dinh dugc

nhitng chién lugc canh tranh gianh khach hang t&i wu nhit.
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Gia tri danh cho khdch hang dwoc cam nhan nghia la xung dang: Gia tri danh
cho khach hang dugc cam nhan chu tdim vao cau hoi “san phém hay dich vu cua
doanh nghiép c6 ximg dang khong?”. RS rang rang néu san pham hay dich vu
cia doanh nghiép khong xtng dang voi nhitng gi ma khach hang bo ra dé co
chung thi kha ning tiép tuc st dung hay tré lai mua hang 1a khé xay ra. Gia tri
danh cho khach hang dwoc cam nhan chinh 14 dong luc cho quyét dinh danh d6i
cua khéch hang.

Gia tri danh cho khach hang dwoc cam nhdan la mot thuoc do co tinh nhdan
thirc: Gia tri danh cho khach hang dugc cam nhan 13 mot phan (mg bang nhan
thirc, 1a phan tng dya trén mét qua trinh danh gia. N6 doi hoi mot qué trinh xem
x€ét va danh gia cac phuong an. Gia tri danh cho khach hang dugc cdm nhan dya

trén nhiing gia dinh c6 tinh thyc té va hop 1y.

1.3. M6 hinh nghién ctru gia tri danh cho khach hang dugc cim nhén
1.3.1. San pham gas binh dan dung

Gas (LPG, khi d6t hoa long) bat dau xuét hién va dugc str dung rong rai tai
Viét Nam vao nhiing nam 1990 khi nhu cAu vé mot nguén nang luong sach, hiéu
suét cao duoc hinh thanh tai cac thanh phé 16m khi ma viéc sir dung cac loai chat
dbt truyén théng nhu than, cti, dau hoa to ra khong con phu hop nita.

Theo quan diém cua cic nha chuyén mén thi gas duoc coi 1a mot san pham cé
tinh an toan cao, dé ton chira, dé sir dung hon rat nhiéu nhién liéu d6t khac do n6
chi doi hoi mot ap sudt nén khong cao dé c6 thé hoa 1ong, vo binh chira, diy dan,
bép ddt vi thé khong can phai sur dung cac vat li¢u dac biét.

Gas ton tai & dang khi bao gém cac thanh phan chinh 13 propan va butan va
duoc ton chtra dudi dang hoéa long dudi ap luc cao hoac lam lanh. Gas duogc st
dung cho nhiéu muyc dich khac nhau. Trong linh vuc coéng nghiép, gas dugc st
dung dé cung cip nhiét lugng cho luyén kim, nung gach men, cét kim loai, d6t
chat thai, dun ndu 16n...hay dugc dong nap vao cac thiét bi nham cung cap ap luc
nhu cac loai binh xit. Gas cung cép trong cong nghiép duoc ton trit trong bdn

hodc binh thép chiu ap luc ¢6 dung tich 16n. Trong linh vuc dan dung gas duogc
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dong nap trong nhitng binh thép chiu ap luc c6 dung tich nho va dugc van
chuyén dé dang dén cac ho gia dinh phuc vu cho muc dich dun ndu nho. Day
chinh 14 san phim gas binh dan dung ma nghién ctru nay tiép can.

1.3.2. Khach hang sir dung gas binh dian dung

Khach hang st dung gas binh dan dung la cac c4 nhan hay ho gia dinh. Ngay
nay gas di trd thanh mot mat hang thiét yéu trong tiéu dung hang ngay cia hiu
hét moi gia dinh.

Trén quan diém cua khach hang thi mic du gas 1a mot nhién liéu sach, dé van
chuyén, dé& sir dung nhung kha nguy hiém béi nguy co gy chay nd cao néu bat
can khi sir dung.

Khach hang chii yéu mua gas thong qua cac dai 1y ban 1é noi gan nhat. Ho
mua theo théi quen va sy tin tudng vao cac dai Iy quen biét nén thudng it c6 su
quan tdm nhiéu dén cc nhén hiéu gas. Ho chi don gian goi dién thoai dén dai ly,
yéu cau gas 1a s& dugc dap ting. Va cin ctr chinh dé goi gas 1a dya trén mau séc
ctia binh gas. Diéu nay di thuc sy gy ra nhitng van dé nghiém trong. Pai 1y loi
dung sy tin tuong, thiéu hiéu biét cua khach hang dé giao nhiing loai gas dugc
sang chiét lau khong dam bao chat lwong, mién 1 binh gas d6 dung mau ma
khach hang goi. Khach hang do théi quen ciing rat it dé y dén sy khac biét nay.
Ho quan niém gas nao ma d6t chang chdy, mién sao sau khi ldp binh vao bép, bat
chay la dugc.

Cho t6i hién nay khi ma da c6 nhiéu su cb déng tiéc xay ra do lién quan t&i
viéc sir dung nhiing binh gas kém chit lugng va voi su 1én tiéng cia bao chi,
truyén thong thi khach hang sir dung gas da c6 su thay doi tich cuc. Ho chu dong
tim kiém nhiing thong tin lién quan dén nhan hiéu, chat lugng san pham, bao
hiém san pham, nhiing dai 1y ban gas chinh hang... Va diéu nay dang mé ra mot
co hoi mai dé cac doanh nghiép kinh doanh gas dinh vi lai vi tri cia minh trong

tam tri khach hang.
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1.3.3. M6 hinh nghién ctru

Trong nghién ctru ndy, mo hinh cac thanh phan gia tri danh cho khach hang
cua Philips Kotler & Kevin Lane Keller dugc st dung dé xac dinh cac thanh
phan cua gia tri danh cho khach hang dugc cam nhan.

C6 thé thdy, vé mit 1y thuyét, mo hinh nay tiép can kha diy du cac thanh
phﬁn cua gia tri danh cho khach hang dugc cam nhan da dugc cac nghién cuu
trudc day xac dinh.

Mo hinh nghién ctru gia tri danh cho khach hang duoc cam nhan d6i voi san

pham gas binh dan dung duoc thé hién trong hinh 1.6.

Gia tri danh cho khach
hang dwgc cdAm nhan

H,

Gia tri Gia tri Gia tri Gia tri Chi phi Chi phi || Chiphi |[ Chi phi
san dich nhan hinh bang thoi nang tinh
phim vu sur anh tién gian lwong théan

Hinh 1.3. M6 hinh nghién ciru gia tri danh cho khach hang dwgec cim nhin

Céc thanh phan va gia thiét cia m6 hinh nhu sau:

Gia tri danh cho khdach hang dwoc cdm nhdn 1la cdm nhan cia nguoi tiéu
dung vé nhitng loi ich ma ho nhan duoc tir viéc st dung san pham gas binh trong
tuong quan véi nhitng chi phi ma ho phai bé ra dé c6 dugc va sir dung san pham
nay.

Gid tri sdn phdm 13 nhitng loi ich c6 dugce tir viée st dung san phim. Nhiing
loi ich nay chinh 14 chét lwong san phdm ma ngudi tiéu dung cam nhan. Pi véi
san pham gas binh dan dung c6 thé ké dén cac yéu t6 nhu chay déu, ngon lira
xanh, khong anh huong dén mui vi mon an, an toan, dé s dung, tiét kiém... Gia

thiét dat ra la:
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Hy: Néu cam nhdn ciia khdch hang vé gid tri san pham tang hay gidm thi gid
tri danh cho khach hang dwoc cam nhan tang hay giam theo.

Gid tri dich vu 13 nhitng loi ich c6 duoc tir cac dich vu kém theo, bao gom:
bao hiém san pham, giao hang, dich vu k¥ thuat, tu vin, khuyén mii... Gia thiét
dat ra la:

H,: Néu cam nhdn cia khdch hang vé gid tri dich vu tang hay giam thi gid tri
danh cho khach hang dwoc cam nhdn tang hay giam theo.

Gid tri nhdn sw 13 nhitng gi khach hang cam nhan dugc trong mdi quan hé
v6i con nguoi cua doanh nghié€p nhu trinh do hiéu biét, tinh than trach nhiém, sy
tan tuy, an can cua doi ngii nhimg ngudi ban hang, doi ngii can bd céng nhin
vién cia cong ty, cta dai 1y ddi v6i khach hang. Gia thiét dat ra la:

Hj: Néu cam nhdn cia khdch hang vé gid tri nhan sy tang hay gidm thi gid
tri danh cho khach hang dwoc cam nhan tang hay giam theo.

Gid tri hinh dnh 13 tong hop cac 4n tuong thuong hiéu trong tdm tri khach
hang nhu sy nhan biét, su tin tudng, su yéu thich thuwong hiéu, danh tiéng, uy tin
ctia thuong hiéu. Gia thiét dat ra la:

Hy: Néu cam nhén ciia khdach hang vé gia tri hinh dnh tang hay giam thi gid
tri danh cho khach hang dwoc cam nhan tang hay giam theo.

Chi phi bing tién 13 cam nhan cta khach hang vé gia ca cua san pham nhu n6
ré, phai ching hay dat do... bén canh gia ca con co thé ¢ cac chi phi nhu chi phi
dat hang, chi phi tim kiém, chi phi van chuyén, chi phi lap dat, stra chira va bao
tri. Gid thiét dit ra la:

Hs: Néu cam nhén ciia khach hang vé chi phi bang tién tang hay gidm thi gid
tri danh cho khach hang dwoc cam nhan giam hay tang theo.

Chi phi thoi gian 13 thoi gian khach hang hao phi dé mua va st dung san
pham, bao gém thoi gian tim kiém, dat hang, giao hang, lap dit, stra chira, thoi
gian dun néu, chi phi co hoi trong khi cho doi...Gia thiét dat ra 1a:

Hg: Néu cam nhén cia khdch hang vé chi phi thoi gian tang hay gidam thi gid

tri danh cho khach hang dwoc cam nhan giam hay tang theo.
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Chi phi nang lwong 13 nhitng nd lyc cia khach hang trong viéc tim kiém, dat
hang, lép dat, st dung san phém. Gia thiét dat ra la:

H,: Néu cam nhdn ciia khdch hang vé chi phi nang lwong tang hay giam thi
gia tri danh cho khach hang dwoc cam nhan giam hay tang theo.

Chi phi tinh than 13 nhitng cam nhan cua khach hang nhu sy lo ling, sy kho
chiu khi gdp phai nhitng phién phirc trong qua trinh mua va sir dung san pham.
Gia thiét dat ra la:

Hg: Néu cam nhdn ciia khdch hang vé chi phi tinh than tang hay gidm thi gid

tri danh cho khach hang dwoc cam nhan giam hay tang theo.
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CHUONG 2
NGHIEN CUU GIA TRI DANH CHO KHACH HANG PUQC CAM
NHAN DPOI VOI SAN PHAM GAS BINH DAN DUNG

2.1. Phwong phap nghién ciru

Nghién ctu dinh lugng dugc thyc hién thong qua hai bude chinh: (1) nghién
ctru so bd va (2) nghién ctru chinh thuec.

(1) Nghién ctru so bd dugc thuc hién thong qua hai phuong phap dinh tinh va
dinh lwong. Nghién ctru so bd dinh tinh duoc tién hanh dung phuong phap thao
ludn nhom tap trung va tham khao y kién chuyén gia nham kham pha, diéu chinh,
bd sung cac bién quan sat dé do ludong cac khai niém nghién ciru, hinh thanh
thang do nhap.

Nghién ctru so bo dinh lugng duogc thuc hién véi mau nho (n=150) béng
phuong phap phong van truc tiép va qua mang internet thong qua bang ciu hoi
chi tiét dé danh gia so bo vé do tin ciy va gia tri cua cac thang do nhap da dugc
thiét ké va diéu chinh cho phu hop nham hoan thién thang do va bang ciu héi
cho nghién ctru chinh thirc.

(2) Nghién ctru chinh thirc dugce thuc hién bang phuong phap dinh lugng
nham kiém dinh mé hinh do ludong cling nhu mé hinh 1y thuyét va cac gia thiét
trong md hinh. K§ thuat phong van tryc dién dugc sir dung dé thu thap thong tin
tor khach hang sir dung gas binh trén thi vung thi truong cua GPS.

Thong tin thu thap dugc s& duoc xir Iy bang phan mém SPSS 11.5. Thang do
sau khi dugc danh gia bang phwong phép hé s6 tin ciy Cronbach alpha va phan
tich nhan t6 kham pha EFA, phan tich hoi quy boi duoc sir dung dé kiém dinh
md hinh nghién ctru.

2.2. X4y dung thang do

Trong diéu kién c6 nhiéu giéi han vé thoi gian va chi phi, thong qua tim kiém

cac nguén tai liéu tai thu vién sau dai hoc — Pai hoc kinh té Tp.HS Chi Minh,

trén mang internet va cong cu tim kiém cac cong trinh nghién cou
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googlescholar.com, tac gid khong tim dugc mot thang do nao theo mo hinh gié tri
danh cho khach hang cta P. Kotler & K. L. Keller (2006) trong cac nghién ctru
truée day va ciing chua c6 nghién ctru ndo str dung mé hinh nay dé do luong gia
trj danh cho khach hang dwgc cam nhan d6i voi san pham gas binh. Do d6 dé co
thé xay dung thang do cho nghién ctru chinh thtrc, phan nghién ctru so bo duoc
thuc hién thong qua (1) nghién ciru dinh tinh dé xac dinh cac bién quan sat, xay
dung thang do nhap va (2) nghién ctru dinh lwong v6i miu nhoé dé didu chinh,
hoan thién thang do.

2.2.1. Xay dung thang do nhap

Thao luan nhom tip trung dugc thuc hién véi hai nhom, modi nhéom 7 thanh
vién: nhom 1 bao gom céc chu dai Iy kinh doanh gas va cac cira hang truéng mot
sO cira hang cia GPS, nhém 2 bao gém cac khach hang tryc tiép s dung gas
binh dan dung tai gia dinh. (dan bai thao luan nhém - phu luc 1). Thdo ludn nhom
duoc thuc hién tai vian phong GPS — s6 15 Lé Duan, Quén 1, Tp. Hb Chi Minh
ngay 16-10-2009.

Céc dit 1iéu dinh tinh dugc thu thap trong qua trinh thdo luan 1a co s& cho vige
hinh thanh cac bién quan sat ctia thang do. Sau d6 viéc phong van thir duoc tién
hanh v6i mot s6 khach hang tryc tiép sir dung gas binh dan dung tai Tp. HO Chi
Minh nham chinh stra cac phat biéu (bién quan sat) cho pht hop véi suy nghi va
cach hanh vin cua dbi twong nghién ciu. Cudi cing sau khi tham khao y kién
chuyén gia (gido vién huéng dan), thang do nhip duoc xac 1ap va bang cau hoi
dugc hinh thanh chuan bi cho phan nghién ctru dinh lugng tiép theo.

Qua nghién ctru dinh tinh va trén co sé tham khao cc bao céo két qua san
xuat kinh doanh hang nam cua GPS, mot tdp hop cac nhan hi€u gas co thi phﬁn
chu yéu duoc lya chon dé dua vao bang khao sat: SaiGon Petro (SP), Gia Dinh
Gas, Petro Vietnam, Elf Gas, Petrolimex Gas, Sai Gon Gas, VT Gas, Vina Gas.

Céc bién quan sat trong thang do dugc do ludong bang thang do quing 5 diém

v6i quy udc nhu sau:

1: Hoan toan phin doi  2: Phin doi  3: Khéng cé y kiéngi  4: Pongy  5: Hoan toan dong ¥
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Két qua xay dung thang do nhap cho céc thanh phan ctia mé hinh gia tri danh
cho khach hang duoc cam nhan dbi voi san phdm gas binh dan dung nhu sau:
Thang do gia tri danh cho khach hang dwgc cim nhan (DV)
DV _1: Gié tri ma t6i nhan duoc tir gas X 1a xtirng dang voi chi phi toi bo ra.
DV _2: Gas X mang lai cho toi nhiéu gi tri nhat véi chi phi toi bo ra.
DV _3: Chit lugng gas X 13 twong xtng vé6i gia ca.
DV _4: St dung gas X giup tdi tiét kiém duoc nhiéu chi phi.
DV _5: Téi sén sang chi thém tién dé sir dung dugc gas X.
DV_6: Toi van tiép tuc sir dung gas X khi n6 ting gia.
Thang do gia tri san pham (PV)
PV _1: V6 binh gas X sach dep.
PV _2: Cac phu kién di kém dé thao tac str dung.
PV _3: Gas X c6 hiéu suét nhiét cao nén rat tiét kiém.
PV _4: Gas X chay v6i ngon Itra xanh.
PV _5: Gas X khong gy anh huéng dén mui vi mon an.
PV_6: Gas X c¢6 chat lugng cao.
PV _7: Cac phu kién di kém c6 chat lwong cao.
PV_8: Gas X rat an toan.
Thang do gia tri dich vu (SV)
SV _1: Gas X luén dugc giao dung luc.
SV_2: Viéc lap dit rat nhanh chong.
SV_3: Huéng dan sir dung dé hiéu, dé thyc hién.
SV _4: Cac dich vu stra chira, bao tri luén dugc dap ting tdt.
SV_5: Hé thong bép ludn dugc kiém tra can than mdi khi giao gas.
SV_6: Binh gas va phu kién dugc bao hiém cao.
SV_7: Téi nhan dugc nhimg khuyén mai hap dan.
SV_8: Téi duoc cung cip thong tin dé phan biét hang gia.
Thang do gia tri nhan su (EV)

EV_1: Téi duoc giai dap nhimg thic mic mot cach nhanh chong va chinh xéc.
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EV_2: Nhan vién luén c6 tinh than trach nhiém cao.
EV_3: Thai d6 phuc vu cua nhan vién la rat tot.
EV_4: Téi ludn nhan duoc nhimg tu van hiru ich.
EV_5: Téi rat ¢6 cam tinh voi nhan vién cia gas X.
Thang do gia tri hinh anh (IV)
IV_1: Téi luén quan tim dén thuong hiéu gas X khi chon mua va st dung gas.
IV_2: Gas X 1a thuong hi¢u 16n.
IV_3: Gas X rit c6 uy tin.
IV_4: Toi nhan biét dugc dau 1a san pham gas X chinh hing.
IV_5: T6i hoan toan tin tudng khi sir dung gas X.
Thang do chi phi bang tién (MC)
MC_1: Gia gas X rat mac.
MC _2: Gi4 gas X thiéu tinh canh tranh.
MC _3: Gi4 gas X ludn bién dong that thuong.
MC_4: Tién mua v6 binh gas X rat mic.
MC_5: Gia phu kién ciia gas X rat mac.
MC_6: Toi phai tén nhiéu chi phi di lai dé mua dugc gas X.
MC_7: Tbi phai tén nhiéu chi phi dién thoai dé mua dugc gas X.
MC_8: Chi phi stra chira, bao tri khi sir dung gas X rét tén kém.
MC_9: Gas X dugc ban ¢ hau hét cac dai 1y gin nha toi.
Thang do chi phi thoi gian (TC)
TC_1: Tbi phai tén nhiéu thoi gian dat mua gas X.
TC_2: Tbi phai cho doi rat 1au dé nhan dugc gas X.
TC_3: Thoi gian cho doi 1am anh huéng nhiéu dén cong viée ctia toi.
TC 4: Viéc lép dat, stra chita, bao tri rat mat thoi gian.
Thang do chi phi nang lugng (EC)
EC_1: T6i phai rit vat va méi tim mua dugc gas X.

EC_2: T6i phai ton nhiéu cong sirc dé 1ap dat va sir dung gas X.
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EC 3: T6i phai tén nhiéu cong sitc dé duoc dap tng cic yéu cau
bao hanh, bao tri.
Thang do chi phi tinh thin (PSC)
PSC 1: T6i cam thiy khong an tdm khi str dung gas X.
PSC 2: T6i cam thdy minh khong hiéu nhiéu 1dm vé cach sir dung gas X
mot cach an toan.
PSC_3: Tbi phai ban tdm nhiéu tdi viéc str dung gas X trong nha minh.
PSC 4: Viéc giao gas hay bao hanh, bao tri luén gy phién phirc va khé chiu.
PSC_5: Tbi khong chic 1a minh mua duoc diing loai gas X chinh hing.
2.2.2. Panh gia so by thang do nhap
Thang do nhap dugc kiém dinh so bo bang mot nghién ciru dinh luong so bd
véi mot mau thuan tién cé kich thudc 150. Dir liéu duoc thu thap thong qua
phong véan tryc tiép va khao sat trén mang Internet (tai dia chi website:
https://spreadsheets.google.com/viewform?/formkey=dGEtLWktZUN3VHM4Tk
UOb243RFBpLVE6MA) bang bang cau héi (phu luc 3). Thang do dugc hiéu
chinh trude bang cong cu hé s tin cdy Cronbach alpha. Sau d6 phuong phéap
phan tich nhan t6 EFA (sit dung phuong phép principal axis factoring v&i phép
quay promax va eigenvalue 14 1) véi kiém dinh KMO & Barlett duogc st dung cho
tung thang do cac khai niém nghién ctru.
2.2.2.1. Gia tri danh cho khach hang dwgc cdm nhan
Khai niém gia tri danh cho khach hang dugc cdm nhin co hé sb tin cay
Cronbach alpha 14 0,8736 va cac h¢ sb tuong quan giira bién va tong déu 16n hon
0,30, nho nhat 1a cta bién DV_6 (T6i van tiép tuc sir dung gas X khi n6 tang gia)
v6i gia tri 0,5890 (phu luc 5, trang v). EFA rat dugc mot yéu to tai diém ding co
eigenvalue 13 3,743 vé6i tong phuong sai trich dugc 13 62%. Trong sd tai nhan td
déu dat, nho nhét 13 cta bién DV_6 (0,602) (phu luc 6, trang i). Nhu vay, cac

bién quan sat nay déu dwoc giir lai cho nghién ctru chinh thirc.
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2.2.2.2. Gi4 tri sin phim

Khai niém gia tri san phim c6 hé s tin cdy Cronbach alpha 1a 0,8010.Tuy
nhién hé sb twong quan cia cac bién PV 2, PV 3, PV 5 véi tong bién dat kha
thip, 1an luot 1a 0,3876, 0,4248, 0,3292 (phu luc 5, trang i). EFA rit dugc mot
yéu t6 tai diém ding co eigenvalue 1a 3,432 voi tong phuong sai trich chi dat
43% va trong sd tai nhan t6 cia cac bién nay déu thap hon 0,5 (phu luc 6, trang
ii).

Néu loai cac bién PV 2 (Cac phu kién di kém d& thao tac sir dung), PV 3
(Gas X c6 hiéu suit nhiét cao nén rat tiét kiém), PV_5 (Gas X khong giy anh
huéng dén mui vi mén an), thi tong phuong sai trich dwgc 1a 57% tai eigenvalue
1a 2,836 va cac trong sb tai nhan té déu 16n hon 0,50. (phu luc 6, trang iii)

Vi vay, cac bién PV_2, PV_3, PV_5 s& bi loai trong nghién ctru chinh thirec.
Sau khi loai PV_2, PV 3, PV 5, h¢ sb tin cay Cronbach alpha dat 0,8073 (phu
luc 5, trang 1).
2.2.2.3. Gia tri dich vu

Khai niém gi4 tr1 dich vu c6 hé s6 tin cay Cronbach alpha 1a 0,8317. Tuy
nhién hé sd twong quan cua cac bién SV 2 (Viéc lap dat rat nhanh chong) véi
tong bién dat kha thap 1a 0,2306. Néu loai SV_2 Cronbach alpha ting 1én 0,8503
(phu luc 5, trang ii). Do d6 bién SV_2 bi loai.

EFA sau khi loai SV_2, rat dugc mot yéu td tai diém dung c6 eigenvalue 1a
3,731 voi téng phuong sai trich dat 53% va céc trong s6 déu dat trén 0,50, nho
nhat 13 cua bién SV_8 (Gas X rat an toan) (0,578) (phu luc 6, trang iv). Do viy
céc bién con lai déu duoc dua vao nghién ctru chinh thirc.
2.2.2.4. Gia tri nhan sy

Khai ni¢m gié tri nhan sy c6 hé s6 tin cay Cronbach alpha 1a 0,8370. Cac h¢
sd twong quan giira bién va tong déu 16n hon 0,30, nho nhat 1a cia bién EV 1
(T6i duoc giai dap nhirng thic mic mot cach nhanh chéng va chinh xac) véi gia

tri 0,5892 (phu lyc 5, trang ii).
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EFA rat duoc mot yéu td tai diém diung cé eigenvalue 1a 3,072 véi tong
phuong sai trich duoc 1a 61%. Trong s6 tai nhan td déu dat, nho nhét 1a cia bién
EV 1 (0,646). Nhu vy, cac bién quan sat nay déu duogc giir lai cho nghién ciru
chinh thirc (phu luc 6, trang v).
2.2.2.5. Gia tri hinh anh

Khai niém gia tri hinh anh c6 hé sb tin cdy Cronbach alpha 1a 0,8201. Tuy
nhién hé sb twong quan cua bién IV_4 (T6i nhan biét dwgc dau 1a san pham gas
X chinh hing) vdi tong bién dat kha thap 13 0,4043 (phu luc 5, trang iii). EFA rat
duge mot yéu t6 tai diém dimg c6 eigenvalue 13 3,010 voi tong phuong sai trich
dat 60% ciing cho thiy trong s cua IV_4 ciing kha thap (0,432) (phu luc 6, trang
vi). Néu loai IV_4, thi phuong sai trich dugc ting 1én 70% tai diém diung co
eigenvalue 14 2,787 va cac trong s6 déu 16n hon 0,50 (phu luc 6, trang vii); khi d6
Cronbach alpha ting 1én 0,8536. Do vy bién IV _4 bi loai bo trong nghién ctru
chinh thtrc.
2.2.2.6. Chi phi bang tién

Khai niém chi phi bang tién cé hé s tin cdy Cronbach alpha 1a 0,8309. Tuy
nhién hé sd twong quan ctia cac bién MC_6 (Tbi phai tén nhiéu chi phi di lai dé
mua dugc gas X) va MC_9 (Gas X dugc ban ¢ hau hét cac dai Iy gan nha t6i) véi
tong bién dat kha thap 14 0,2835 va 0,2494. Néu loai MC_6 va MC_9, Cronbach
alpha ting 1én 0,8713 va twong quan bién-tong déu dat, thap nhit 1 bién MC_5
(Gia phu kién cta gas X rat mac) (0,5911) (phu luc 5, trang iii, iv). Do d6 bién
MC_6 va MC 9 bi loai trong nghién ctru chinh thtrc.

Sau khi loai MC_6 va MC 9, két qua EFA voi cac bién con lai rat duge mot
yéu 6 tai diém ding c6 eigenvalue 1a 3,972 véi tong phuong sai trich dat 57% va
cac trong s6 déu dat trén 0,50, nho nhét 13 cua bién MC 5 (0,643) (phu luc 6,
trang vii). Do vy cac bién con lai déu duoc dua vao nghién ctru chinh thirc.
2.2.2.7. Chi phi thoi gian

Khai ni¢m chi phi thoi gian c6 hé¢ s6 tin cay Cronbach alpha la 0,8645. Cac hé

sO tuong quan gitra bién va tong déu 1on hon 0,30, nho nhat 1a cta bién TC 4
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(Viéc lép dat, stra chira, bao tri rit mat thoi gian) v&i gia tri 0,6440 (phu luc 5,
trang iv). EFA rat duoc mot yéu td tai diém dirng c6 eigenvalue 13 2,863 voéi tong
phuong sai trich duoc 1a 72%. Trong s6 tai nhan t6 déu dat, nho nhét 1a cta bién
TC 4 (0,692) (phu luc 6, trang ix). Nhu viy, cac bién quan sat nay déu duoc giit
lai cho nghién ctru chinh thirc.

2.2.2.8. Chi phi nang luwgng

Khai niém chi phi nang luong cé hé s tin cdy Cronbach alpha 13 0,8642. Céac
hé s twong quan giita bién va tong déu 16n hon 0,30, nhé nhat 13 cua bién EC 3
(Tbi phai tén nhiéu cong stc dé duoc dap ng cic yéu cdu bao hanh, bao tri) véi
gia tri 0,7191 (phu luc 5, trang iv). EFA rat dugc mot yéu td tai diém dung co
eigenvalue 1a 2,364 voi tong phuong sai trich dugc 1a 78%. Trong so tai nhan td
déu dat, nho nhat 13 cua bién EC_1 (0,744) (T6i phai rat vat va méi tim mua
duoc gas X) (phu luc 6, trang x). Nhu vay, cac bién quan sat ndy déu duoc giit lai
cho nghién ctru chinh thtrec.
2.2.2.9. Chi phi tinh than

Khai niém chi phi tinh than c6 hé sd tin cay Cronbach alpha 1a 0,8196. Céac hé
s6 twong quan gitra bién va téng déu 16n hon 0,30, nho nhat 14 caa bién PSC_1
(To1 cam théy khong an tdm khi st dung gas X) voi gia tr1 0,5510 (phu luc 5,
trang v). EFA it dugc mot yéu t tai diém ding c6 eigenvalue 14 2,938 vdi tong
phuong sai trich dwogc 13 59%. Cac trong sb tai nhan t6 16n hon 0,50, nhé nhét 1a
ctia bién PSC_5 (Tbi khong chac 1a minh mua dugc ding loai gas X chinh hing)
(0,613) (phu luc 6, trang xi). Nhu vy, cic bién quan sat nay déu duoc giir lai cho
nghién curu chinh thirc.

Thang do nhap sau khi dugc xay dung va danh gia so bg, thang do cho nghién
ctru dinh lugng chinh thirc dugc xac dinh. Thang do chinh thirc bao gém 46 bién
quan sat. Bang cau hoi khdo sat chinh thic cling dugc xay dung (phu luc 4).

2.3. Thiét ké miu
Mau dugc chon theo phuong phéap thuan tién véi khich thude mau duy tinh n =

800. Dit liéu dugc thu thap thong qua diéu tra cic ca nhéan, ho gia dinh dang sir
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dung gas binh tai nha trén dia ban Tp. HO Chi Minh. K§ thuat phong van truc
dién qua bang cau héi duoc st dung dé thu thap dir liu.

Phuong phép phén tich dit liéu cha yéu duoc sir dung trong nghién ciru nay 1a
phuong phap phan tich nhan té kham pha EFA va phén tich hoi quy boi. Cac
phuong phap nay doi hoi kich thuée miu 16n. Tuy nhién, theo nhiéu nha nghién
ctru, van dé kich thudc mau 1a bao nhiéu, nhu thé nao 1a da 16n van chua duge
xéac dinh rd rang. Theo Hair & ctg (1998), dé co6 thé phén tich nhan t6 kham pha
can thu thap dit liéu véi kich thude mau 14 it nhdt 5 mau trén 1 bién quan sat [24].
Mo hinh nghién ctru ¢é sb bién quan sat 1a 52. Néu theo tiéu chuan 5 mau cho
mot bién quan sat thi kich thudc mau can thiét 1a n = 269 (52 x 5). Tuy nhién,
nghién ctru ndy str dung phuong phap phan tich da nhém. S6 lwong nhém phan
tich t6i da la tdm nhém (8 thuong hiéu gas). Mdi nhom can phai ¢ tdi thiéu 50
mau. Nhu vay, kich thudc mau téi thiéu phai 1a n = 400 (50 x 8). Trong giGi han
thoi gian va chi phi, tac gia chon khich thudc mau n = 800.

Dé dat duoc kich thude mau n = 800 dé ra, 850 bang cau héi dugc phdong van.
Sau khi thu thap va kiém tra, 39 bang bi loai do c6 nhiéu sai s6t. Nhu vay kich
thuée mau chinh thire 1a n = 811. Cac bang cau hoi sau d6 dugce nhap va lam

sach thong qua phan mém SPSS 11.5.

Bang 2.1. Phan b6 miu theo thwong hiéu va dd tudi

Do tuoi

Thuong hi¢u 1830 | 31-50 | Trens50 | 1°"8
SaiGon Petro (SP) 92 89 33 214
Gia Dinh Gas 41 33 12 86
Petro Vietnam 60 19 10 89
Elf Gas 29 19 8 56
Petrolimex Gas 116 67 17 200
Sai Gon Gas 23 33 3 59
VT Gas 20 26 8 54
Vina Gas 29 20 4 53

Tong 410 | 306 95 811




39

2.4. Panh gia thang do bang hé sb tin ciy Cronbach alpha
Két qua Cronbach alpha cua cac thanh phan thang do gia tri danh cho khach
hang dugc cam nhan va thang do 10ng trung thanh duoc thé hién trong bang 2.2.

Bang 2.2. Cronbach alpha cac thang do (xem thém tai phu luc 7)

X Trung binh Phuong sai Alpha néu
Bién £ ) Twong quan .y eA

., | thang do néu | thang do néu A TR loai bién

quan sat  ps K s 1 e A bién-tong .
loai bién loai bién nay

Long trung thanh LY: Alpha = 0,8426
LY 1 18,3416 10,0820 0,7321 0,7932
LY 2 18,3194 11,0794 0,6491 0,8118
LY 4 18,2491 11,2490 0,6417 0,8136
LY 5 18,3637 11,0046 0,6523 0,8110
LY 6 18,3748 10,7359 0,6876 0,8038
LY 8 18,3637 11,9083 0,3977 0,8622
Gi4 tri san pham PV: Alpha = 0,7854
PV 1 14,9075 5,9507 0,5490 0,7513
PV 4 14,5413 6,0387 0,5806 0,7390
PV 6 14,6782 6,1716 0,6314 0,7241
PV 7 14,9051 6,4490 0,5203 0,7585
PV 8 14,6350 6,4222 0,5365 0,7535
Gia tri dich vu SV: Alpha = 0,8431
SV 1 20,7349 14,3136 0,6460 0,8142
SV 3 20,5401 15,8438 0,5029 0,8349
SV 4 20,9063 15,1394 0,5912 0,8232
SV 5 20,8594 14,0691 0,6470 0,8137
SV 6 20,9704 14,5250 0,6580 0,8131
SV 7 20,9729 14,1252 0,6070 0,8203
SV 8 21,1393 13,8139 0,5631 0,8304
Gia tri nhan sy EV: Alpha = 0,7497
EV 1 13,9655 7,5198 0,5786 0,6840
EV 2 13,8804 7,6486 0,6127 0,6765
EV 3 13,7435 7,6008 0,6346 0,6700
EV 4 13,9457 7,7847 0,5598 0,6927
EV 5 13,9790 7,1119 0,3374 0,8120
Gia tri hinh anh I'V: Alpha = 0,8018
IV 1 11,1887 3,7483 0,5727 0,7748
IV 2 11,1763 3,7800 0,6263 0,7465
IV 3 11,1529 3,6926 0,6717 0,7243
IV 5 11,1640 3,9792 0,5954 0,7617




40

Bang 2.2. (Tiép theo)

Chi phi bang tién MC: Alpha = 0,8125

MC 1 17,3366 13,7100 0,6023 0,7782
MC 2 17,5425 14,7473 0,5620 0,7861
MC 3 17,2256 13,3601 0,6249 0,7738
MC 4 17,3070 14,1883 0,6131 0,7769
MC 5 17,4316 14,4407 0,6021 0,7793
MC 7 17,8915 15,1388 0,4513 0,8044
MC 8 17,8101 15,7195 0,3972 0,8121
Chi phi thoi gian TC: Alpha = 0,8055

TC 1 7,3465 4,1798 0,6169 0,7583
TC 2 7,3527 4,0903 0,6240 0,7547
TC 3 7,1134 3,8809 0,6660 0,7336
TC 4 7,1073 4,2144 0,5763 0,7774
Chi phi niang lugng EC: Alpha = 0,8194

EC 1 4,7596 2,4322 0,6269 0,7975
EC 2 4,5894 2,3584 0,7162 0,7094
EC 3 4,4069 2,2787 0,6784 0,7462
Chi phi tinh than PSC: Alpha = 0,7815

PSC 1 10,4575 8,7053 0,5419 0,7457
PSC 2 10,0691 8,0718 0,6350 0,7136
PSC 3 10,1628 8,2945 0,5760 0,7343
PSC 4 10,3268 9,2721 0,5017 0,7585
PSC 5 9,8792 8,3706 0,5324 0,7501
Gia tri danh cho khiach hang dugc cim nhin DV: Alpha = 0,8686

DV 1 16,1504 13,7502 0,7215 0,8366
DV 2 16,4316 14,2481 0,6075 0,8567
DV 3 16,1554 13,7635 0,7050 0,8394
DV 4 16,2306 14,3974 0,6300 0,8525
DV 5 16,5931 13,4490 0,7124 0,8379
DV 6 16,2072 14,3447 0,6235 0,8536

Thang do long trung thanh c6 hé sé Cronbach alpha cao (0,8426). Cac twong
quan bién-tong ciing dat cao trir bién LY 8 ¢6 hé s6 0,3977. Néu loai bién LY 8
(Toi1 gidi thi¢u gas X véi nhitng nguodi than quen) thi Cronbach alpha tang 1én
dang ké (0,8622). Do d6 bién LY _8 bj loai bo trude khi phan tich nhén td.

Céc thanh phan ciia thang do gia tri danh cho khach hang dwoc cam nhan déu
c¢6 hé sb Cronbach alpha dat kha cao, thip nhét 1a thanh phan gia tri nhan su
(0,7365). Cac twong quan bién-tong ciing dat cao yéu cau (> 0,30), tuy nhién bién
EV_5 cta thanh phan gi tri nhan sy c6 hé sé trong quan chi dat 0,3431 va bién

MC_8 cua thanh phén chi phi bing tién dat 0,3972. Néu loai bién EV_5 (T6i rat
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c6 cam tinh voi nhan vién ciia gas X) thi Cronbach alpha ciia thianh phan gia tri
nhan sy tang 1én dang ké, dat 0,7888. Néu loai bién MC 8 (Chi phi stra chira, bao
tri khi sir dung gas X réat ton kém) thi Cronbach alpha cta thanh phan chi phi
bing tién ciing khong thay ddi nhiéu (0,8121) so véi trude khi loai bién nay

(0,8125). Do d6 bién EV_5 va MC_8 bj loai trudc khi phan tich nhén t4.

2.5. Panh gia thang do bang phan tich nhan t6 EFA

Sau khi loai bién EV_5 va MC_8, cac bién quan sat cua cac thanh phan cua
thang do gia tri danh cho khach hang duogc cam nhéan duoc tiép tuc dénh gia bang
phan tich nhan t6 EFA (sitr dung phuong phap Principal axis factoring v&i phép
quay promax va diém dimng khi trich cac yéu t6 c6 eigenvalue 13 1). Két qua EFA
duogc trinh bay trong bang 2.3.

Bang 2.3. Két qua phén tich nhan t6 (xem thém tai phu luc 8, trang i-vi)

Bién Nhan t6

quan sat 1 2 3 4 5 6 7 8

PV 1 0,706

PV 4 0,742

PV 6 0,655

PV 7 0,448

PV 8 0,369

SV 1 0,782

SV 3 0,492

SV 4 0,538

SV 5 0,764

SV 6 0,719

SV 7 0,647

SV 8 0,522

EV 1 0,607

EV 2 0,770

EV 3 0,704

EV 4 0,418

IV 1 0,591

IV 2 0,786

IV 3 0,809

IV 5 0,572




42

Biang 2.3. (Tiép theo)

MC 1 0,698

MC 2 0,597

MC 3 0,760

MC 4 0,773

MC 5 0,674

MC 7 0,300

TC 1 0,557

TC 2 0,649

TC 3 0,769

TC 4 0,594

EC 1

0,833

EC 2

0,649

EC 3

0,632

PSC 1 0,456

PSC 2 0,768

PSC 3 0,763

PSC 4 0,420

PSC 5 0,526

DV 1 0,810

DV 2 0,623

DV 3 0,638

DV 4 0,574

DV 5 0,760

DV 6 0,567

Eigenvalue |12,462| 3,661 | 2,384 | 1,961 | 1,612 1,215| 1,176 | 1,151

1,061

Tong phuong

. ° 28,322 | 36,643 | 42,061 | 46,518 | 50,181 | 52,943 | 55,617 | 58,233
sai trich duoc

60,644

KMO 0,931

Két qua EFA cho thdy c6 9 nhan t6 duoc trich tai Eigenvalue 1,061 v&i tong
phuong sai trich duoc 13 60,644%. Hé s6 KMO 16n (0,931) va kiém dinh Bartlett
(sign 0,000) cho thdy phan tich nhan t4 14 thich hop. Do thang do duoc xay dung
hoan toan méi ma chua c6 thang do chuan nao dé tham khao trong cac nghién
ctru trude, nén tiéu chudn vé hé sd tai nhan td cho cac bién duoc chon trong
nghién ctu 1a khi 16n hon 0,40 va dat dugc do khac biét 16n hon 0,20. Theo dé
bién PV_8 (Gas X rét an toan) thudc thanh phan gia tri san phim va bién MC_7
(T6i phai ton nhiéu chi phi dién thoai dé mua dugc gas X) thudc thanh phan chi
phi bang tién bi loai do c6 hé sb tai nhan t6 khong dat yéu cau (0,369 va 0,300 <
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0,40). Bién PV_8 bi loai cho thay nguoi tiéu dung it quan tim nhiéu dén yéu td
an toan do thoi quen sir dung hodc chua c6 nhan thire ddy du vé tinh an toan cua
san pham gas binh.

Sau khi loai bién PV_8 va MC_7, phan tich nhan t6 duoc thyuc hién lai. Két
qua phan tich EFA tai bang 2.4. C6 9 nhén t6 duoc trich tai Eigenvalue 1,048 voi
téng phuong sai trich duoc 14 61,761%. Hé sb tai nhan td ctia cac bién déu thoa
min yéu cau (nho nhit 13 0,413 cta bién PV_7). Cac nhan t6 trong phan tich
nhan t6 twong Gmg voi cac thanh phan trong mé hinh 1y thuyét. Hé sb tin cay
Cronbach alpha cua cac thanh phan c6 bién bi loai trong phan tich nhén té ciing
duoc tinh lai. Cronbach alpha cua thanh phén gia tri san phém la 0,7535, va cua
thanh phan chi phi bang tién 1a 0,8241. (phu lyc 7, trang i, v)

Nhu vay thang do gia tri danh cho khach hang dugc cam nhan bao gom 9
nhan t6 v6i 42 bién quan sat duoc st dung cho phan tich tiép theo.

Bang 2.4. Két qua phan tich nhin t6 sau khi loai PV_8 va MC_7 (xem
thém phu luc 8, trang v)

Bién Nhan t6

quan sat 1 2 3 4 5 6 7 8

PV 1 0,713

PV 4 0,712

PV 6 0,580

PV 7 0,413

SV 1 0,765

SV 3 0,498

SV 4 0,545

SV 5 0,752

SV 6 0,710

SV 7 0,638

SV 8 0,513

EV 1 0,610

EV 2 0,772

EV 3 0,707

EV 4 0,422

v 1 0,606

IV 2 0,806

vV 3 0,798

IV 5 0,565
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MC 1

0,686

MC 2

0,578

MC 3

0,762

MC 4

0,790

MC 5

0,655

TC 1

0,560

TC 2

0,651

TC 3

0,751

TC 4

0,585

EC 1

0,810

EC 2

0,674

EC 3

0,667

PSC |

0,455

PSC 2

0,776

PSC 3

0,769

PSC 4

0,422

PSC 5

0,513

DV |

0,804

DV 2

0,627

DV 3

0,649

DV 4

0,565

DV 5

0,768

DV 6

0,581

Eigenvalue

12,038

3,457

2,381

1,929

1,565

1,204

1,171

1,146

1,048

Tong phuong
sai trich duoc

28,662

36,894

42,562

47,155

50,882

53,747

56,537

59,265

61,761

Cronbach
alpha

0,8431

0,8241

0,8055

0,8018

0,8686

0,7815

0,8120

0,7535

0,8194

KMO

0,931

2.6. Kiém dinh mé hinh

2.6.1. Phan tich twong quan

Phan tich tuong quan Pearson dugc thuc hi¢n dé danh gia mbi quan h¢ gitra

cac thanh phan véi gia tri danh cho khach hang dugc cam nhan. Tir két qua phan

tich twong quan (bang 2.6) cho thiy gia tri danh cho khach hang dugc cam nhan

(DV) ¢6 twong quan chit véi cac thanh phan: twong quan dwong véi cac thanh

phﬁn gia tri san phém (PV), gia tri dich vu (SV), gia tri nhan sy (EV) va gia tri

hinh anh (IV); twong quan am véi cac thanh phan chi phi bang tién (MC), chi phi

thoi gian (TC), chi phi ning lwong (EC) va chi phi tinh than (PSC). D4u cua cac
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hé s6 tuong quan phan anh dung ban chat méi quan hé giita cac thanh phan véi
gia tri danh cho khach hang duoc cam nhan. Hé sb tuwong quan giira bién phu
thudc DV véi cac bién doc 1ap twong ddi cao, thap nhét 1a véi MC (-0,325) trong
khi hé sé twong quan giita bién doc 1ap da sé & muc thip nén cac bién doc lap
nay c6 thé dua vao moé hinh hdi quy giai thich cho bién gia tri danh cho khach
hang dugc cam nhan.

Bang 2.5. Két qua phan tich twong quan giira cic thanh phin
cua gia tri danh cho khach hang dwgc cim nhén (xem thém tai phu luc 9, trang i)

PV SV EV v MC TC EC PSC DV
PV 1
SV 0,489(**) 1
EV 0,391(**) | 0,617(**) 1
v 0,490(**) | 0,447(**) | 0,432(*%) 1
MC -0,147(**) | -0,143(**) | -0,174(**) 1
TC | -0311¢%%) | -0,374(**) | -0,323(**) | -0,296(**) | 0,291(**) 1
EC | -0,270¢%*) | -0,287(**) | -0,307(**) | -0,298(**) | 0,231(**) | 0,550(**) 1
PSC | -0,319¢+*) | -0,359(**) | -0,397(**) | -0,407(**) | 0,305(**) | 0,487(**) | 0,541(**) 1
DV 0,504(**) | 0,603(**) | 0,585(**) | 0,551(**) | -0,325(**) | -0,513(**) | -0,453(**) | -0,572(**) 1

** Correlation is significant at the 0.01 level (2-tailed).
2.6.2. Phan tich hoi quy boi

Qua phan tich tvong quan, mé hinh dugc chon 1a mé hinh hdi quy tuyén tinh
boi, duoc thé hién & phuong trinh sau:

DV =B, + B, PV+ B, SV+B,EV+B, IV+B, MC+B, TC+B, EC+B,PSC

Bang 2.6. Két qua hdi quy ciia mé hinh cac thanh phan gia tri danh cho khach hang

R Adjusted | Std. Error of
Model R Square | R Square | the Estimate
1 0,791(a) | 0,625 0,621 0,45446

a Predictors: (Constant), PV, SV, EV, IV, MC, TC, EC, PSC
Béang 2.7. Bang phan tich ANOVA

Model Sum of df Mean F Sig.
Squares Square
1 Regression 276,095 8 34,512 | 167,101 | 0,000(a)
Residual 165,639 802 0,207
Total 441,734 810

a Predictors: (Constant), PV, SV, EV, IV, MC, TC, EC, PSC; b Dependent Variable: DV
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Bang 2.8. Bang phan tich cac hé sé hoi quy

Model Unstandardized | Standardized ¢ Sig. Collinearity
Coefficients Coefficients Statistics
B Std. Beta Tolerance | VIF
Error
1 (Constant) 1,807 0,196 9,207 | 0,000
PV 0,150 0,031 0,129 | 4,800 | 0,000 0,652 | 1,534
SV 0,234 0,035 0,199 | 6,646 | 0,000 0,521 1,919
EV 0,210 0,032 0,190 | 6,592 | 0,000 0,566 | 1,768
1\Y 0,194 0,032 0,165| 6,119 | 0,000 0,641 | 1,559
MC -0,129 0,024 -0,123 | -5,322 | 0,000 0,871 | 1,148
TC -0,152 0,032 -0,134 | -4,807 | 0,000 0,598 | 1,672
EC -0,050 0,028 -0,050 | -1,780 | 0,075 0,595| 1,680
PSC -0,194 0,030 -0,187 | -6,540 | 0,000 0,573 | 1,745

a Dependent Variable: DV
Vi thu tuc chon bién la cac bién dugc dua vao cung luc (phuong phap

Enter), két qua phan tich hdi quy duoc trinh bay trong cic bang 2.6, 2.7, 2.8.

(xem thém tai phu luc 9, trang 1, 1)

Kiém dinh F st dung trong bang phén tich phuwong sai ANOVA véi tri théng
ké F duoc tinh tir gia tri R Square ctia mo hinh day du, gia tri Sig.=0,000 rat nho
cho phép bac bo gia thuyét H, cho rang tit ca cic hé sb hdi quy bang 0 (ngoai
trir hang s6). M6 hinh hdi quy tuyén tinh bdi 1a pht hop véi tap dit liéu va co thé

st dung duoc.

Két qua hdi quy c6 hé sé xac dinh R? 14 0,625 va R? sau khi hiéu chinh 1a
0,621. Hé s6 R? hiéu chinh cho biét d6 thich hop ciia mé hinh 1a 62,1%, tic
62,1% @0 bién thién cua bién phu thudc gia tri danh cho khach hang dwgc cam

nhan duoc giai thich chung bai cac bién doc 1ap trong md hinh.

V&i mirc y nghia 5%, két qua phan tich phurong sai cho thay bién chi phi ning
luong EC khong c6 y nghia thong ké (Sig. > 0,05) nén bi loai khéi md hinh. Phan
tich ciing cho thdy mo hinh khéng xay ra hién tuong da cong tuyén, cic bién déu

c6 hé s6 phong dai phuong sai VIF < 10.

Sau khi loai bién EC, két qua hdi quy duogc thé hién trong bang 2.9 (xem thém

tai phu luc 9, trang iii). Cac bién trong mé hinh déu dat yéu ciu vé mirc y nghia
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(Sig. < 0,05). Kiém dinh F cho gia tri F=190,007 (Sig. = 0,000) cho thdy mé hinh
phan tich 1a thich hop va hé s6 phong dai phwong sai VIF cua cac bién déu nho
hon 10 cho thiy khéng c6 hién tuong da cong tuyén trong md hinh. Hé sb R?
hiéu chinh dat 0,620, tirc 62% bién thién cua gia tri danh cho khach hang duoc
cam nhan dugc giai thich bdi cac bién doc 1ap trong mo hinh. Cac hé s6 hoi quy
chuan hoa cho théy murc do tac dong cua cac bién doc lap ddi voi gia tri danh cho
khach hang duoc cam nhan khong chénh 1éch nhau nhiéu, 16n nhat 1a chi phi tinh
than PSC (-0,203), nho nhét 1a chi phi bang tién MC (-0,124) cho thy cac nhan
t6 déu co vai trd quan trong gan ngang nhau trong tic dong dén gia tri danh cho
khach hang dugc cam nhan.

Bang 2.9. Két qua hdi quy sau khi loai bién EC

Model Unstandardized | Standardized ¢ Sig, Collinearity
Coefficients Coefficients Statistics
B Std. Beta Tolerance | VIF
Error
1 | (Constant) | 1,770 0,195 9,056 | 0,000
PV 0,152 0,031 0,130 | 4,857 | 0,000 0,653 | 1,532
SV 0,233 0,035 0,198 | 6,591 | 0,000 0,521 | 1,918
EV 0,213 0,032 0,192 | 6,677 | 0,000 0,567 | 1,764
v 0,196 0,032 0,167 | 6,170 | 0,000 0,642 | 1,558
MC -0,129 0,024 -0,124 | -5,350 | 0,000 0,871 1,148
TC -0,172 0,029 -0,152 | -5,843 | 0,000 0,689 | 1,452
PSC -0,211 0,028 -0,203 | -7,500 | 0,000 0,639 | 1,565

a Dependent Variable: DV

Phuong trinh héi quy tuyén tinh ciia m6 hinh c6 dang:
DV=1,77+0,13PV+0,198SV+0,192EV+0,1671V-0,124MC-0,152TC-0,203PSC
2.7. Kiém dinh céc gia thiét ciia mé hinh

Gia thiét H1: “Néu cam nhdn ciia khdach hang vé gia tri san pham ting hay
giam thi gia tri danh cho khach hang dwoc cam nhdn tang hay giam theo” khong
bi bac bo véi mure y nghia 5% (xem cdt Sig. bang 2.9).

Gia thiét H2: “Néu cam nhdn ciia khdch hang vé gid tri dich vu ting hay giam
thi gia tri danh cho khach hang dwoc cam nhan tang hay giam theo” khong bi
bac bo véi muc y nghia 5% (xem cft Sig. bang 2.9).
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Gia thiét H3: “Néu cam nhdn cia khach hang vé gid tri nhdan sw ting hay
giam thi gia tri danh cho khach hang dwoc cam nhan tang hay giam theo” khong
bi bac bd véi muc y nghia 5% (xem cdt Sig. bang 2.9).

Gia thiét H4: “Néu cam nhén cua khdch hang vé gid tri hinh dnh ting hay
giam thi gia tri danh cho khach hang dwoc cam nhan tang hay giam theo” khong
bi bac bd véi mire y nghia 5% (xem cdt Sig. bang 2.9).

Gia thiét H5: “Néu cam nhdn cia khach hang vé chi phi bang tién tang hay
giam thi gia tri danh cho khach hang dwoc cam nhan giam hay tang theo” khong
bi bac bd véi mire y nghia 5% (xem cdt Sig. bang 2.9).

Gia thiét H6: “Néu cam nhdn ciia khdch hang vé chi phi thoi gian ting hay
giam thi gia tri danh cho khdach hang dwoc cam nhan giam hay tang theo” khong
bi bac bo véi mire ¥ nghia 5% (xem cdt Sig. bang 2.9).

Gia thiét H7: “Néu cam nhdn ciia khdach hang vé chi phi nang lieong ting hay
giam thi gia tri danh cho khach hang dwoc cam nhdn giam hay tang theo™ bi bac
bo voi mirc y nghia 5% do Sig. = 0,75 > 0,05 (xem c0t Sig. bang 2.8).

Gia thiét H8: “Néu cam nhdn ciia khdach hang vé chi phi tinh than ting hay
giam thi gid tri danh cho khach hang dwoc cam nhdn giam hay tang theo” khong
bi bac boé vé1 mtrc y nghia 5% (xem cdt Sig. bang 2.9).

Nhu vay sau khi thyce hién cac phéan tich va kiém dinh, két qua mé hinh duoc

khai quat qua so d6 sau:

Gia tri danh cho khach hang
duwgee cim nhén

+0,13 +0,198 +0,192 +0,167 \,124 0,152 <0,203

Gia tri Gia tri Gia tri Gia tri Chi phi Chi phi Chi phi
san dich nhan hinh bang thoi tinh
pham vu sw danh tién gian than

Hinh 2.1. M6 hinh két qua
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MOT SO GIAI PHAP GIA TANG GIA TRI DANH CHO KHACH HANG
PUQC CAM NHAN DPOI VOI SAN PHAM GAS BINH DAN DUNG CUA
CONG TY TNHH GAS PETROLIMEX SAI GON
3.1. Mt s6 nhin dinh vé két qua nghién ctru gia tri danh cho khach hang

dwoe cam nhan doi v6i sin pham gas binh din dung

Két qua nghién ctru cho thiy gi tri danh cho khach hang dugc cam nhan d6i
v6i san pham gas binh dan dung chiu tic dong cta 2 nhoém nhén t chinh:

(1) Cac nhan t6 thudc vé gia tri khach hang cdm nhan c¢6 tac dong thudn chiéu
bao gdém gié tri san pham (PV), gia tri dich vu (SV), gi4 tri nhan sy (EV) va gia
tri hinh anh (IV). Diéu nay c6 nghia 1a khi gia ting duoc cac nhan té nay s& co
tac dong gia tang gia tri danh cho khach hang dwgc cam nhan. Trong cc nhan t6
nay thi nhan tb gia tri dich vu (SV) va gia tri nhan sy (EV) c6 tdc dong manh
nhit dén gia tri danh cho khach hang duoc cam nhan (nhan t6 gia tri dich vu (SV)
c6 hé s6 + 0,198 va hé sé ciia nhan t6 gia tri nhan sy (EV) 1a + 0,192). Dé c6 thé
gia ting gia trj dich vu can phai gia ting dugc cac yéu cau vé kha ning giao hang
dung lic, cac huéng dan sir dung dé hiéu, dé thuc hién, thuc hién tot cac dich vu
sira chira, kiém tra, bao tri hé théng bép, nang cao muc bao hiém san pham,
khuyén mai hap din va cung cdp cac thong tin phan biét hang gia cho khach
hang. Dé c6 thé gia ting gia tri nhan sy, nhan vién giao gas phai c6 tinh than
trach nhiém cao, thai d6 phuc vu tt, co kha ning giai dap cac thic mic nhanh
chong, chinh x4c va c6 thé dua ra cac tur van hiru ich cho khach hang. Nhan t6
gi4 tri hinh anh c6 hé s6 + 0,167. D¢ gia tang duoc nhan t6 nay doi hoi cac doanh
nghiép kinh doanh gas phai tp trung vao phat trién thuong hiéu, ting cuong uy
tin, hinh anh trong long khach hang. Nhan t6 gia tri san pham c6 hé so thap nhat
(+ 0,13). Dé gia ting duogc gia tri san pham thi cac yéu t& ma khach hang quan
tam nhit 13 vo binh gas phai sach dep, ngon lira chay xanh, chat lugng ngudn gas
dam bao va phu kién di kém c6 chét lugng cao.

(2) Céc nhan t6 thudc vé chi phi khach hang cam nhan co tac dong nghich
chiéu bao gom chi phi bang tién (MC), chi phi thoi gian (TC) va chi phi tinh than



50

(PSC). Pidu nay c6 nghia 1a dé c6 thé gia tang gia tri danh cho khach hang duoc
cam nhan can phai c6 cic bién phap 1am giam cac nhan t6 nay. Nhan t6 chi phi
tinh than c6 tac dong manh nhét dén gia tri danh cho khach hang dugc cam nhan
(c6 hé sb - 0,203). Bé co thé giam dugc chi phi tinh than cho khach hang thi viéc
cung cip nhitng thong tin vé san pham, huéng din str dung an toan, ning cao tinh
an toan cua san phém, cong tac bdo hanh, bao tri phai dugc thuc hi¢n tot dé
khach hang c6 thé yén tdm st dung gas mot cach an toan trong gia dinh minh.
Nhén t6 chi phi thoi gian c6 hé sb tac dong — 0,152. Dé giam duoc chi phi thoi
gian doi hoi nha cung cip phai co hé thdng phan phdi trai rong nham tiét giam
thoi gian giao gas cho khach hang, c6 hé thong nhan dit hang phu hop dé khach
hang c6 thé dat hang nhanh chong va kha ning dap ung nhanh trong cong céc
bao hanh, sira chita khi khach hang c¢6 nhu cau. Nhén té chi phi bang tién c6 tac
dong thap nhat (hé s - 0,124). Nhan t6 ndy chu yéu lién quan dén gia ban gas, vo
binh, phu kién. Dé 1am giam nhan t nay, doi hoi doanh nghiép kinh doanh gas
phai c6 gia ban phu hop vé6i chat lugng san phim dugc khach hang cam nhan,
v6i cac san pham cung loai trén thi trudng va han ché nhiing bién dong gia that
thuong.

Nhu vay dé co thé gia tdng gia tri danh cho khach hang dugc cam nhan, can
phai gia ting cdc nhan t6 thudc nhom gia tri khach hang cam nhan va/hoic lam
giam cac nhn t6 thuéc nhom chi phi khach hang cam nhan.

Di vao phan tich cac nhan td gia tri danh cho khach hang duoc khach hang
cam nhan d6i voi san pham gas binh dan dung ctia Petrolimex so véi cac thuong
hiéu khéc, ta co thé thay danh gia trung binh ctia khach hang d6i v6i timg nhan t6
va gia tri danh cho khach hang dugc cam nhan cho két qua theo bang 3.1.

Trung binh danh gia cic thanh phan cua gia tri khach hang cam nhan cia gas
Petrolimex dat khong cao, thanh phan gia tri hinh anh dat cao nhét ciing chi 1a
3,85 (PV: 3,69, SV: 3,45, EV: 3,53, IV: 3,85). Trong khi d6, thanh phﬁn chi phi
khach hang cam nhan ciing & mirc trung binh, cao nhat 1a 3,06 ctia thanh phén chi

phi bang tién MC (TC: 2,48, PSC: 2,47). Cac gia tri khach hang cam nhan dat
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dugc khong c6 gi noi tri trong khi cac chi phi khach hang cam nhan khong thap
dan dén gia tri danh cho khach hang dugc cam nhan DV cua gas Petrolimex dat
dugc khong cao (DV: 3,25). Do 1a danh gia chung ddi v6i ban than Petrolimex
gas. Elf dat gia tri danh cho khach hang dugc cam nhan (DV) trung binh dat cao
nhit (3,48), Vinagas c6 DV trung binh dat thip nhit (3,08).

Bang 3.1. Trung binh cic nhan tb theo thwong hiéu

Saigonpetro | Giadinh | PetroVn | EIf | Petrolimex | Saigon | Vtgas | Vinagas
DV 3,30 3,23 3,20 | 3,48 3,25 332 3,13 3,08
PV 3,72 3,59 3,57 3,72 3,69 3,69 | 3,52 3,58
SV 3,51 3,46 3,44 | 3,66 3,45 348 | 3,45 3,34
EV 3,54 3,41 3,46 | 3,68 3,53 3,52 | 3,31 3,34
10% 3,81 3,71 3,71 3,68 3,85 3,63 | 3,48 3,34
MC 3,03 2,95 3,05 3,18 3,06 3,18 3,07 3,01
TC 2,44 2,47 2,32 | 2,29 2,48 2,34 | 2,38 2,34
PSC 2,57 2,50 2,55| 246 2,47 2,60 | 2,64 2,72

Dé tim hiéu xem c6 hay khong su khac biét trong danh gia trung binh cac
thanh phan gia tri danh cho khach hang duoc cam nhén, phan tich ANOVA duoc
thuc hién vé6i gia thiét H la: Khong co su khac biét trong danh gia ciia khach
hang sir dung cac thuwong hiéu gas khac nhau d6i véi mdi nhan to.

Két qua kiém dinh cho thdy gia thuyét H bi bac bo ddi v6i bién gia tri hinh
anh IV, tlrc 1a c6 su cdm nhan khic nhau cua khach hang sir dung thuong hi¢u
gas khac nhau vé& nhan té gia tri hinh anh (do Sig. < 0.05); cic nhan t6 khac
khong c6 su khac biét gitra cac thuong hiéu. Kiém dinh hau ANOVA duoc thuc
hién v6i phép kiém dinh Bonferroni cho thiy c6 sy khac biét trong dénh gia gia
tr1 hinh anh gitra khach hang st dung Vinagas v6i cac khach hang sir dung gas
Sai Gon Petro va Petrolimex; gitra khach hang st dung VT Gas véi cac khach
hang st dung gas Petrolimex véi mirc y nghia 0,05. (Vtgas va Vinagas duoc

danh gia thip hon cac thuong hiéu khac) (phu luc 10).
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Hinh 3.1. Biéu d6 dwong gia trj ciia cac thwong hiéu

Biéu db tai hinh 3.1. thé hién dudng dinh vi gia tri cta cac thuong hiéu. Co
thé thdy duong dinh vi gia tri cta cac thwong hiéu gin nhu trung lip nhau. Cac
dinh vi gi4 tri cta thuong hiéu gas Petrolimex khong c6 ddu 4n khac biét ndo
dang ké so v6i cac d6i thu. Va day chinh 13 mot han ché cia GPS. Cong ty di
khong tao dugc cac gia tri khac biét so vdi cac ddi tha, ngoai trir khac bi¢t trong
gia tri thuong hi¢u so vé1 mot vai dbi thu nho (Vtgas, Vinagas).
3.2. Xac dinh nguyén nhén

Néu so sanh véi cac dbi thu thi cac dinh vi gia tri cia Petrolimex gas khong
c6 khac biét so voi cac ddi thu canh tranh. Thyc té nay 1a két qua do sy tac dong
ctia nhiéu nguyén nhan. Qua nghién ctru thyc tién hoat dong san xuat kinh doanh
ctia GPS, c6 thé ké dén cac nguyén chinh nhu sau:
3.2.1. Kénh phan phdi

San pham gas binh din dung Petrolimex dugc phan phdi qua 2 kénh: kénh
tryc tiép qua céac cira hang truc thudc cong ty va kénh gian tiép qua hé thong dai
Iy. Trong d6 kénh gian tiép qua hé thong dai 1y chiém ty trong chinh (chiém
85,6% téng san luong [7]).
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Kénh phan phdi gian tiép qua hé thong dai 1y cia gas Petrolimex hau nhu
trung khép hoan toan véi cac hing gas dbi tha (mot dai 1y cing ban san pham
cta nhiéu hing gas khac nhau). Chinh vi sir dung chung mét kénh phan phdi qua
hé thdng dai 1y véi hinh thirc mua dat ban doan (cong ty chi mua ban va trao doi
thong tin v6i dai 1y cta cong ty ma khong co bat ky mdi lién hé nao dén ngudi
tiéu dung cudi cing), nén cac danh gia cta ngudi tidu dung ddi voi cac nhén to
gia tri dich vu SV, gia trj nhan sy EV, chi phi bang tién MC, chi phi thoi gian
TC, chi phi tinh than PSC cua khach hang sir dung gas Petrolimex khong c6 khac
biét so véi cac d6i thu. Diéu nay 1a hop 1y.

C6 thé thiy quan diém tir cac cdp lanh dao cua cong ty chi don gian: ai mua
hang tryc tiép ctia minh thi d6 14 khach hang. Va thyc té thi ngudi mua hang truc
tiép ciia cong ty chii yéu 1a hé thong cac nha phan phdi, cac dai 1y. Do d6 moi
chién lugc cua cong ty dugc xdy dung trén co s& va hudng dén cac dbi tuong
nay. Nhung thuc chit ddy chi 1 nhimng trung gian phan phdi, khong phai 1a khach
hang cudi cung, 13 thi trudng dich thyc cua cong ty. Cac hiang khac ciing dua
nhau canh tranh gay gt vé gia, khuyén mai, hd tro dé gianh giat, 16i kéo dai 1y vé
phia minh. C6 thé thay vai tro ciia kénh phan phdi da 1an 4t vai tro dich thyc cta
nguoi tiéu dung cudi cung. Do qua 1é thudc vao cac nha phan phdi, khong nim
dugc thuc chat nhu cau ciia khach hang nén sirc ép tir cac nha phan phdi ddi véi
cong ty ngdy cang ting. Hién twong dau co tich trit hang vao nhiing thoi diém gia
tang cao, sang nap lau cua cac trung gian phan phdi cang lam cho tinh hinh kinh
doanh ciia cong ty tré nén bat 6n.

Gia ban cac nhan hiéu gas khac nhau (trong nhom co gia tir thip dén trung
binh) ctia dai 1y cho nguoi tiéu dung chénh 1éch rat it. Cac dai 1y ban cling mirc
gia trung binh cho nguoi tiéu dung trong khi gid xudt xudng cua cac hing gas
cho dai 1y lai c6 chénh 1éch déng ké do cac hing ngay cang ting manh chiét khiu
cho dai ly. Trong khi d6 gas Petrolimex c6 gia ban cao hudng dén ddi twong
khach hang c¢6 thu nhap cao theo dinh vi ma c6ng ty mudn nhim téi nén luong

ban han ché (do s6 luong khach hang chap nhan mirc gia nay khong nhiéu), hon
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nira lgi nhuan gdp thu dugc trén mdi binh gas ban ra khong cao nhu céc hang
khac, va diéu ndy c6 nghia 1a loi nhuan cta dai 1y khi ban gas Petrolimex thip
hon khi ban gas ctia hing khac (xem s liéu bang 3.3). Diéu nay thuc day dai ly
chuyén tir ban gas Petrolimex sang ban cac loai gas c6 gia ban thap hon dé kiém
lgi nhuén nhiéu hon d3 dan téi su giam st san luong lién tuc cua gas Petrolimex.
Trong nhitng nim gan day gas Petrolimex c6 dua ra thi trudng thém dong san
pham binh 12kg c6 gia ban thdp hon dong san pham binh 13kg truyén théng (gia
bén tinh theo don vi ddng/kg) nham dén phan khuc ngudi tiéu dung ¢ thu nhap
trung binh nhung phat trién con rat han ché do gip phai su canh tranh gay git vé
gia cla cac doi thu.

Bang 3.2. Loi nhuén ciia dai 1y ban 18 (@/binh)(tai thoi diém thang 7/2010)

Thwong hi¢u Gi.zi l,)z'u} t(’)’iv Gia b.i’m té"i nguoi Pai g(f?p ’ Ghi chu

: dai ly ban 1é tieu dung cua daily
Petrolimex 255.000 280.000 25.000 Loai binh 13kg
SaigonPetro 215.000 250.000 35.000
Giadinh 208.000 250.000 42.000 Loai binh 12kg
Vinagas 206.000 250.000 44.000

S& hitu mét hé théng cua hang truc thudc cong ty co thé duoc coi 1a mot khac
biét dang ké ctia Petrolimex véi cac ddi tha khac (vén chi ban hang thong qua hé
thong dai 1y). Nhung khac biét ndy van chua duoc cong ty khai thac tot. Kénh
phan phdi tryc tiép thong qua cac ctra hang tryc thudc ciia Cong ty (12 cira hang
tai Tp.HCM) hién van chi tap trung vao d6i twong khach hang thuong mai, cong
nghiép ma bé qua gan nhu hoan toan thi truong gas binh dan dung. Chinh vi thé
hé théng nay khong thé tao dugc mot ddi trong can thiét ddi véi kénh dai 1y.

Ngoai ra hé thdng cac tram xing dau cua cic cong ty xing dau Petrolimex
thanh vién trai rong trén rat nhiéu dja ban ciing tham gia ban truc tiép gas
Petrolimex dén nguoi tiéu dung nhung hién s6 luong khong dang ké. Pay ciing 1a
mot kénh phan phdi khac biét ciia gas Petrolimex nhung van chua dugc dau tu

phat trién ding muc.
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3.2.2. Thong tin dén nguoi tiéu diung

Hién GPS van chua c6 duogc kénh thong tin hiéu qua dén nguoi tiéu dung.
Trang web cta Cong ty hién c6 qua it thong tin va khong phai ddi twong khach
hang nao ciing co thé tiép can kénh nay duoc.

Do khong c6 dugc thong tin tr phia cong ty, nguoi ti€u dung cling bi trung
gian phan phdi 4p dat vé thong tin. Dai 1y 12 ngudn cung cap thong tin, ngudn
tham khao, tu van chinh d6i v6i nguoi tiéu dung. Tuy nhién, phan 16n thong tin
tir kénh ndy bi bop méo theo hudng c6 loi cho dai ly. Bién PV_8 (Gas X rit an
toan) bi loai trong phan tich nhan t cho thdy ngudi tiéu dung khong c6 du thong
tin va kién thirc dé danh gia yéu t6 nay mic du dy 1a mot yéu cau quan trong dbi
v6i san pham gas binh. Chinh vi diéu ndy ma trong mét thoi gian dai cac dai ly
loi dung sy thiéu hiéu biét ciia nguoi tiéu ding da thuc hién nhiéu hoat dong gian
lan, ban cac loai gas binh chat lugng kém, sang chiét 1au, rat b6t gas...nhﬁm tang
loi nhuén nhanh chéng. Diéu nay khong chi gy thiét hai dbi v6i nguoi tiéu dung
ma con anh huong 16n dén uy tin thuong hiéu gas Petrolimex trén thi trudng.

Thong tin theo chiéu nguoc lai cia nguoi tiéu dung ciing chua duge cong ty
quan tdim ding mirc. Lyc luong nhan vién tiép thi ciia cong ty con rat mong va
cong ty cling khong c6 cac chuong trinh nghién ctru nguoi tiéu dung. Moi thong
tin phai hdi chi 1a tir phia cac dai ly. Tinh trang nay dién ra véi tit ca cac hing
gas hién nay. Bién LY 3 (Téi sin sang cung cip thong tin phan hdi cho nha san
xuat) bi loai ngay tir phan danh gia thang do nhap phan anh phan nao diéu nay.
Thuyc té 1a chang c6 ai hoi dé ngudi tiéu dung phan hoi ca.

Viéc thiéu thong tin vé san pham khién ngudi tiéu dung danh gia nhan té gia
tri san pham PV ciia gas Petrolimex khong c6 gi khac biét so v6i cac ddi thi, mic
du trén ¢ so phan tich cac tiéu chuan ky thuat, an toan ddi v6i vo binh, phy kién,
va chat luong gas thi gas Petrolimex c6 nhiéu khac biét va ¢ tim cao hon so véi
cac doi thu.

Viéc thiéu thong tin, thiéu kién thirc vé san phém, don vi san xuét co tac dong

xau, 1am tang nhéan t§ chi phi tinh thin PSC dbi voi nguoi tiéu ding. Nguoi tiéu
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dung khong chic 1a ho mua duge gas va phu kién chinh hang véi chat lugng, tinh
an toan khong ai dam bao duoc.
3.2.3. Nhin biét thwong hiéu

Qua khao sat truc tiép c6 thé thdy mot sb lwong rat 16n nguoi duoc phong van
khong biét nhin hiéu gas ma ho dang st dung trong nha minh. Nhimng trudng hop
nay khong duoc dua vao nghién ctru. Nhung qua d6 co thé thay ngudi tiéu dung
rat it quan tAm xem loai gas ho dang st dung cta hing nao boi ching ai néi cho
ho va ho ciing ching biét sy khac biét giita cac thuong hiéu.

Két qua nghién ctru cho thiy danh gia ctia ngudi tiéu dung vé gia tri hinh anh
cua gas Petrolimex cao hon va cé khac biét so voi Vtgas va Vinagas, nhung
khong c6 khac biét co y nghia vdi cac thuong hiéu khac. Thuong hi¢u Petrolimex
Gas dugc ké thira tir thuong hiéu Petrolimex ciia Tong cong ty xang dau Viét
Nam. Py 1a mot thuong hiéu hang du trong nganh kinh doanh xing dau trén ca
nude véi uy tin 1au nam, duoc ngudi tidu dung danh gia cao. Day 1a mot loi thé
ctia GPS, nhung c6 thé thiy loi thé nay chua dugc phat huy tét nhat.

Co6 mot thoi quen ti€éu dung cua khach hang sir dung gas binh d6 1a trong cach
goi gas. Nguoi tiéu ding quen véi cach goi phan biét mau sic: goi binh xam,
binh xanh bién, xanh dam, binh do, binh h@)ng... chtr khong goi theo nhan hi¢u.
Thuyc té nay xuat phat tir ban dau chi c6 3 hing gas Sai Gon Petro v6i binh mau
xam, Petrolimex voi binh mau xanh bién va EIf véi mau do trén thi truong. Khi
d6 viéc phan biét mau sic rat don gian va chinh xac, mau sac vo binh gan lién
v6i thwong hiéu. Thé nhung khi c¢6 cac hing méi sau ndy tham gia thi trudng da
loi dung diéu nay dé danh chiém thi phan cac hang truéc d6 thong qua viéc son
mau vo binh tuong tu va loi dung su thiéu hiéu biét va it quan tam dén thuong
hiéu ctia ngudi tiéu dung. Gas Petrolimex ciing roi vao tinh trang bi mat thi phan
nhanh chong cling tir nguyén nhan nay.

Sau mot thoi gian giam sat san lugng gas binh dan dung lién tuc, vai nim gan
day san luong ban cua gas Petrolimex dugc duy tri 6n dinh hon. Co thé thay san

lwong con lai nay c6 duoc chinh 14 tir nhitng khach hang trung thanh cao, ¢ hiéu
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biét vé thuong hiéu gas Petrolimex nén di khong bi cac hang khac chiém mat.
Thé nhung dé c6 thé duy tri va ting trudng san luong trd lai thi chién lugc phat
trién thwong hiéu phai duoc trién khai tt nhdm nang cao nhan biét, nang cao
1ong trung thanh thwong hiéu cta khach hang. Hé thong nhan dién thwong hiéu
ctia GPS can phai c6 nhitng diéu chinh lai mang tinh toan dién, thong nhit va gin
két hon vé6i thuong hiéu Petrolimex cua hé théng kinh doanh xing dau méi co
thé phat huy hét dugc thé manh vé thuong hiéu vén co.

3.3. Mot so giai phap gia ting gia tri danh cho khach hang dwgc caim nhan
ddi véi san pham gas binh din dung cia GPS

Tao 1ap nhiing gid tri khac biét phai dugc xac dinh 1a muc ti€u co ban cho
toan bd chién lugc canh tranh cia gas Petrolimex. Néu khong sém dinh vi dugc
nhiing khac biét vé gia tri thi véi ap lyc canh tranh vé gid nhu hién nay, gas
Petrolimex s& tiép tuc bi mat thi phan do bi cac dbi thu 16i kéo dai 1y thuc hién
chuyén d6i tai ngudi tiéu ding. Mot khi c6 duge dinh vi khac biét trén thi trudong
thi ngudi tiéu dung s& 12 ngudi quyét dinh viéc chon sir dung gas Petrolimex chtr
khong phai la dai ly.

Trong gii han nguén lyc hién co, Cong ty c6 thé tao cho san pham gas binh
dan dung Petrolimex nhiing dinh vi gid tri khac bi€t so vdi cac ddi thu béng
nhiing khac biét dugc tao lap thong qua gia ting cac nhén td gia tri san pham PV,
gia tri dich vu SV, gia tri nhan sy EV, gia tri hinh anh IV va chi phi bang tién
MC, giam nhén t6 chi phi tinh than PSC, va qua d6 1am ting gia tri danh cho
khach hang DV.

bay moi chi 1a mot dinh vi gia tri duoc dé xuat. Diéu quan trong l1a dinh vi do
phai duoc khach hang thira nhan. Pé dat duoc diéu nay, doi hoi GPS phai c6
chién lugc dai han trong cac hoat dong quang céo va quan hé céng chung. Thong
qua tuong tac hai chiéu v6i khach hang, GPS can phai c6 nhitng diéu chinh dé c6

duoc dinh vi gia tri phu hop nhét va tdng cuong cac 1nd luc theo dinh vi do.
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Hinh 3.2. Biéu d6 dwong dinh vi gia tri ciia gas Petrolimex

Dé co thé gia ting gia tri danh cho khach hang dugc cam nhan déi véi san
phém gas binh, GPS can phai thuc hi¢én mdt ) giai phap, cu thé nhu sau:
3.3.1. Hoan thién hé thong phan phoi

Dé mang lai nhiing gia tri hon han cho nguoi tiéu dung thi viéc hoan thién lai
hé thong phan phdi ciia cong ty can phai thuc hién dau tién. Boi dé chuyén giao
céc gié tri cho khach hang thi phai thong qua kénh phan phéi.

Cong ty can ra soat lai toan bd hé théng dai 1y hién tai, qua d6 xac dinh dugc
nhiing dai 1y trung thanh, c6 co cdu ban san phim gas Petrolimex chiém da s6
trong cac mit hang, sin sang phdi hop tét voi cong ty trong viée trién khai cac
chinh sach dén nguoi tiéu dung. Cac yéu t6 nhu do bao phu thi truong cia hé
thong dai 1y, xung dot giita cac dai 1y trong cung hé théng ciing can dugc xem
xét, danh gia va c6 nhitng diéu chinh cho phu hop.

Pau tu phat trién hé thdng cira hang truc thudc cong ty va cac cira hang thudc
cac cong ty xang dau thanh vién. Tai Tp.HCM, hién GPS chi c6 12 ctra hang truc

thudc chil yéu tap trung tai cdc quan trung tim, cong ty can mé rong hé thong
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nay ra cac khu vuc ngoai thanh véi khoang 10 cira hiang nham ting d6 bao phu
thi trudng. Tai cac chi nhanh Binh Duong, Viing Tau, Tién Giang, GPS ciing cn
nghién ctru mé thém céc ctra hang tai nhitng khu vuc dong dan cu, c6 kha nang
phat trién t6t (hién tai, mdi chi nhanh chi c6 1 ctra hang). Ddi v6i cac cong ty
xdng dau thanh vién, hién tai chi c¢6 cong ty xing diu Lam Pong dd xay dung
kha thanh cong hé thdng cira hang xing dau ¢ ban gas véi 22 cira hang trai rong
trén toan tinh. GPS can tiép tuc phdi hop chit ch& véi cac cong ty xang dau Tay
Ninh (hién ¢6 3 ctra hang), Long An (c 5 cira hang), DPong Nai (c6 1 cira hang),
Binh Phudc (chua ), Binh Thuén (c6 3 cira hang) dé mo thém céc ctra hang
lién két tai cac khu vuc nay. DPong thoi véi viée phat trién hé thdng cira hang,
GPS can ting cuong truyén thong va dinh vi gia tri tai cac khu vuc co cira hang.
Khach hang c6 dugc tir kénh ctra hang chinh 1a nhitng khach hang ma cong ty
nim duoc chic chin nhat. Trong tinh hinh canh tranh gay git nhu hién nay, viéc
c6 nhitng dai 1y cit giam kinh doanh gas Petrolimex dé chay theo cac dbi thu 1a
khong thé tranh khoi. Cong ty ciing khong thé ctr mai bam theo cac trung gian
phan phdi ma khong nam chic duoc phan thing. Do d6, cong ty can phai hoan
thién dugc hé thong cira hang ban tryc tiép ctia minh. Day chinh 1a uu thé riéng
c6, mot ddi trong manh dé 14y lai thi phan va sy phat trién bén vimng cho cong ty.
Vi nhitng con ngudi tryc thudc cong ty quan 1y thi viéc nang tim gia tri dich vu
(SV), gia tri nhan sy (EV) 1a hoan toan cé thé thuc hién tot dwge. Vain dé chat
luong san pham va thong tin dén khach hang sé duoc kiém soat tot hon tir d6
nang cao gia tri san pham (PV). Hé thong ctra hang gan lién voi cdc tram xang
dau Petrolimex sé& c6 tac dung phat huy gia tri thwong higu (IV). Chi phi tinh than
(PSC) cua nguoi tidu dung vi thé ciing dugc giam di. Nhiing thong tin, chinh
sach cua cong ty s& dén duoc truc tiép ngudi tiéu dung nhanh chéng va hiéu qua
nhat. Dong thoi qua kénh nay thong tin phan hdi cua ngudi tiéu dung ciing dugc
ghi nhan nhanh chéng va chinh xac hon. Pay 1a co s¢ dé cong ty c6 nhing diéu

chinh dé khong ngimg ning cao gia tri danh cho khach hang ctia minh. Chic
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chan v6i kénh niy cong ty s& mang lai cho ngudi tiéu ding nhiing gia tri cao
nhit.
3.3.2. Ting cwong thong tin dén nguwdi tiéu dung

Cong ty can phai co nhitng danh gia lai va thyc hién chuan hoa hé théng
thong tin cung cap cho ngudi tiéu dung. Hé théng thong tin nay bao gom thong
tin vé cong ty; thong tin vé san phdm gi6i thiéu dic tinh k¥ thuit co ban, nhing
wu diém ndi bat, khac biét, cach tinh trong lugng gas...; thong tin vé hé thdng cira
hang cua cong ty, hé thdng nhiing dai 1y uy tin; thong tin huéng dan sir dung gas
mot cach hiéu qua; thong tin khuyén céo vé an toan; thong tin vé nhan biét hang
gia, hang kém chét luong; thong tin vé gia ca...

Nhiing thong tin da dugce chuan hoéa can phai dugc thong tin dén nguoi tiéu
dung thong qua nhitng kénh chinh thirc, ddm bdo uy tin. D6 1a thong qua ctra
hang cua cong ty, thong qua trang web chinh thirc cua cong ty, thong qua cac dai
ly trung thanh. Nhén dan trén binh gas ciing cAn duoc cip nhat lai nhitng thong
tin can thiét cho ngudi tiéu dung. Cong ty cling can phai tiép can cac kénh thong
tin dai chiing tai cac chuyén muc kién thirc tiéu dung, gi6i thiéu san pham trén
truyén hinh va bao chi dé tiép can dugc khach hang & quy mé 16n hon.

Thiét 1ap duong day nong cé nhan vién truc thuong xuyén dé ghi nhan, tra 1o
thac mac, tu van cho khach hang khi c¢6 khach hang goi dén. Trang web cia cong
ty phai duoc cap nhat thong tin thudng xuyén va cd phan hdi nhanh chéng cho
nhiing thac mac ciia khach hang.

Nguoi tiéu dung tiép can dugc voi nhiéu ngudn thong tin véi tinh chinh xéc,
tinh hé théng cao s& gitp giam bot tinh phu thudc qua nhiéu vao kénh thong tin
qua dai 1y nhu hién nay. Pong thoi nguoi tidu dung ciling duge cung cap nhing
kién thic vé san pham, nhirng khuyén cdo vé str dung an toan, nhan biét thuong
hiéu cua cong ty. Qua d6 tao su khac biét trong danh gia gia tri san pham (PV),
thuwong hiéu, chi phi tinh thdn ctia nguoi tiéu dung (PSC), nang cao gia tri danh

cho khach hang dugc cam nhan (DV).
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3.3.3. Quang ba hinh dnh cong ty

Ting cudng quang ba hinh anh cong ty thong qua trién khai hé thdng nhin
dién thuong hiéu. Cong ty can co quy dinh thdng nhét trong thiét ké 16g6, khau
hiéu, cac biéu tuong, thiét ké bang hi€u, pano quang cdo.

Thuc hién trang tri lai toan b céc ctra hang truc thudc theo thiét ké théng
nhit tir trang tri bén ngoai dén noi that, bay tri bén trong ctra hang. Mi cira hang
can trang bj tir 2 dén 3 xe gin may co thiét ké thong nhit vé mau sic, kiéu dang,
son logo Petrolimex Gas dé giao gas. D¢ ting cudng quang ba hinh anh cong ty,
GPS nén hd tro cho mdi dai Iy c6 luong ban 1¢ gas Petrolimex 16n mot xe g::fm
may theo mau thiét ké chung nay. Pong thoi trang bi ddng phuc, dd bao ho lao
dong theo mau chung thong nhét cho toan b nhan vién giao gas ciia cira hang
cling nhu dai ly.

Trang bj bang hiéu, hop dén quang cao cho toan bo hé théng dai Iy. Pay ciing
1a mot yéu cau bat budc ciia nghi dinh 107/2009/ND-CP vé6i quy dinh vé viée bét
budc treo bang hi¢u cac nhan hi¢u gas c6 ban tai ctra hang cua dai 1y.

Gia cong cic vt pham quang cdo nhu 4o mua, 4o thun, ly, chén...co in cac
biéu trung cua cong ty dé dai 1y va ctra hang tang cho nguoi tiéu ding.

Tang cuong quang bad hinh anh cong ty trén cac phuong tién thong tin dai
ching. GPS ciing can c6 cic chwong trinh nghién ctru nguoi tiéu ding nham
danh gia mirc do nhan biét thuong hiéu ctia khach hang dé cé chién luoc phat
trién thuong hiéu phu hop trong timg giai doan. Tang cudng quang ba thuong
hi€u s€ co tac dung lam gia tang gia tr1 hinh anh (IV) cua gas Petrolimex, tir 6
gia ting gi4 tri danh cho khach hang duoc cam nhéan d6i v6i cac san pham cia
cong ty (DV).

3.3.4. Pam bio chit lrgng sin phim, nghién ciru phat trién sain phim méi

DPam bao chét lugng gas, chit lugng vo binh va phu kién thong qua viéc ra
soat lai va ¢6 nhirng diéu chinh trong quy trinh quan 1y chat lugng tai kho trudc
khi xudt xuong. Trong d6 chat lugng son vo binh phai dugc gidam sat chat ché.

Theo két qua nghién ctru thi nhitng vo binh sach dep ludn duoc nguoi tiéu ding
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danh gia cao. Vo binh sach dep khién nguoi tiéu ding cam thay san pham c6 tinh
an toan cao, chat luong cao, va la mot yéu td lam tang cam nhan vé gia tri san
pham cta khach hang (PV).

Hién nay, san phdm binh gas lam bang vt liéu composite dang dugc mot sb
don vi nhap khau vé thi truong Viét Nam véi kha nhiéu vu diém nhu trong luong
v6 nhe (chi khoang 5kg), vo binh sach dep va khong cin son sira, c6 thé nhin
thiy muc nudc gas trong binh... Do d6, GPS can c¢6 budc nghién ciru nhu cau
khach hang dé c6 chién lugc phat trién thém dong san pham méi nay nhim mang
dén cho khach hang nhiing gia tri cao nhat.

3.4. Mt s6 kién nghi ddi voi GPS

Dé thuc hién thanh cong cac giai phap gia ting gia tri danh cho khach hang
dugc cam nhan d6i voi san pham gas binh dan dung, GPS can phai c6 nhimg
3.4.1. Thuec hi¢n dinh hwéng khach hang xuyén suot h¢ thong chién lugc ciia
cong ty.

Day 1a diéu can phai 1am dau tién va 1a quan trong nhat. Moi thanh vién phai
hiéu rang khong phai cong ty ma chinh khach hang 14 nguoi tra luong cho ho.
Dinh hudng khach hang phai tré thinh mot phan trong van hoa doanh nghiép, 14
gi4 tri va chuan myc chung duoc chia s¢ va hanh dong. Dinh huéng khach hang
phai tr& nén xuyén sudt trong hé théng chién lugc cua cong ty. Cong ty phai dén
gan nguodi tiéu dung hon, tim moi cach dé hiéu ho dang that sy mudn gi. Chi khi
nhan thic dugc didu nay thi cac giai phap gia ting gia tri danh cho khach hang
duogc cam nhan madi1 ¢o thé thuc hién duoc. bé thuc hién duoc diéu nay can phai:

- Nang cao nhan thirc vé vai tro, y nghia song con clia viéc tro thanh mot
cong ty dinh huéng khach hang doi véi tat ca cac thanh vién, cac bo phan trong
cong ty.

- Tao méi lién két tir lanh dao t6i khach hang. Lanh dao phai thuc sy mong
mubn ling nghe va quan tim dén y kién cua khach hang. Lanh dao phai truc tiép
tham gia giai quyét cac van dé cua khach hang nhiam tao ra s hing khoi cho

nhan vién, con ban than khach hang ho sé théy minh thyc sy dugc quan tam.
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- Phéi hop giai quyét van dé chéo chirc ning, lién phong ban. Trong qué trinh
giai quyét khiéu nai, cong ty c6 thé thanh 14p mot nhom chuyén trach bao gdm
mot s6 bd phan c6 lién quan. Su phdi hop nay s& giup cho viée xtr 1y cac vin dé
nhanh chéng hon. Tuy nhién, cap ldnh dao s& 14 ngudi giai quyét cac vin dé mau
chét cua khach hang.

- Giai quyét van dé cua khach hang theo qua trinh chuan. Pay chinh 1a chia
khoa cho su thanh cong trong qua trinh tao su trung thanh ctia khach hang véi
cac san phém, dich vu cia cong ty. Viéc lam nay thé hién su ton trong cua cong
ty d6i v6i khach hang, va s& 1a dong luc dé ho mong mudn gidi thiéu cong ty cho
ngudi khac. Diéu quan trong nira 13, trong mot chirmg muc nao d6, ho sin sang
bé qua mot vai 16i ma phia cong ty gay ra.

- Diéu tra, khao sat vé khach hang. Viéc khao sat khach hang c6 y nghia rat
quan trong vi két qua cta n6 s& gitp cong ty hiéu duoc nhitng diéu khach hang
thuc su suy nghi. D6 s& 1a nhimng ¥ kién quy bau, khong chi 1a phan nan ma ca
nhitng gop ¥ cho su cai tién. Két qua cta cudc diéu tra ciing giup xac dinh dugc
cac van dé vu tién lién quan dén dai da s6 khach hang va hanh vi mua hang cia
ho trong tuong lai. N6 cling gitp cong ty nhan dién dugc xu hudéng thod man cia
khach hang va kiém tra cac budc cai thién long trung thanh ciia ho véi cong ty co
hi¢u qud hay khong.

3.4.2. Thanh 1ap b§ phan Marketing

Vi1 dinh huéng khach hang va muc tiéu gia tdng gia tri danh cho khach hang
dugc cdm nhan, doi héi cong ty phai c6 mot by phan chuyén biét dé thuc hién
cac chuong trinh, ké hoach c6 lién quan. Hién tai phong kinh doanh ctia cong ty
van chi tap trung chi yéu vao cong tac ban hang trong khi hoat dong marketing
clia cong ty con rat han ché va manh mun, chwa c6 chién lugc rd rang.

B6 phan Marketing dugc thanh lap nham thuc hién cic nhiém vu chinh nhu

sau:
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- Thuc hién c4ac nghién ctru nguoi tiéu dung, moi truong kinh doanh, danh gia
céc dbi thu... nham dé xuat cac chién luge canh tranh cho cong ty theo dinh

huéng khach hang, mang dén cho khach hang nhiing gia tri vuot troi.

- Nghién ctru vé nhan biét thuong hiéu cua ngudi tiéu dung dé co nhiing dé
xudt chién lugc nham xay dung, phat trién, khuéch truong thuong hiéu, phat
huy strc manh cua thuong hiéu Petrolimex gas trong hoat dong kinh doanh

cua cong ty.
- Nghién ctru hoan thién hé théng phan phdi cta cong ty.

- Xay dung cic chuong trinh, hé théng quan ly, khai thac thong tin khach
hang.

- X4y dyng va thyc hién cac chuong trinh quang céo, khuyén mai phi hop véi
kha nang ctia cong ty va dam bao tiép can dugc tét nhat ngudi tiéu dung.
3.4.3. Thanh lap dgi hanh dong trwe thudc phong kinh doanh
Dé tiép can nguoi tiéu dung truc tiép hon, GPS nén thanh 14p cac doi hanh
dong truc thudc phong kinh doanh dé thuc hién cac hoat dong marketing truc

tiép. Nhiém vu chinh cua d6i 1a t6 chire thuc hién cac chuong trinh chiéu thi hdn

r
Ay

hop dong bd tai timg dai 1y theo phuwong thirc “cudn chiéu”. Poi s& phdi hop vai
ting dai 1y dé tiép can nguoi tiéu dung tai khu vuc cia dai 1y d6 dé thyc hién
phat to roi, phat qua khuyén mai, khao sat khach hang, trao doi thong tin, hudng
dan sir dung gas an toan...
3.4.4. Phit trién nguon nhan lue

Véi ngudn nhéan luc con thiéu va han ché vé trinh d6 chuyén mon nghiép vu
nhu hién nay thi rat khé dé thyc hién t6t nhitng thay doi can thiét dé dat dugc cac
muc tiéu gia ting gia tri danh cho khach hang. Dé thyc hién thanh cong cic muc
tiéu nay, doi hoi cong ty phai c6 dugc ngudn nhan luc dép tng tét cac yéu ciu ca
vé sb lwong va chét lugng. Piéu nay doi hoi GPS phai c6 chinh sach thu hut va

phat trién nguon nhan lyc cua minh, cu thé 1a:
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- Xem xét lai co céu, chinh sach vé luong, thudéng va cac ché d6 khac dam
bao giit duoc va phat huy tét ning luc cua cac nhan sy tai nhitng vi tri cha
chét, nhitng bo phan tao ra gia tri gia ting cao cho coéng ty nhu phong kinh
doanh, céc ctra hang va thu hut duogc nguén nhén luc c6 chat luong cao tur
bén ngoai. GPS can xiy dung co ché khoan san lwong hop 1y cho cac bd

phan kinh doanh, ctra hang dé tao dong luc ban ting san lugng cho cong ty.

- Manh dan trong cong tac sdp x€p, diéu chuyén, bo tri lai hodc cho thoi viéc
do1 voi nhitng treong hop nhan sy khong thé dép Uing dugc cac yéu cau vé
nang luc, pham chat cho cong viéc nham cai thién tich cuc tinh trang tri tré,

yéu kém trong mot sb bo phan nhu hién nay.

- Thuong xuyén td churc cac chuong trinh dao tao, hd tro chi phi dao tao dé
nang cao ning lyc chuyén mén nghiép vu, ting cudng nhan thic vé dinh
huéng khach hang, nhim dén phuc vu khach hang ngay cang tot hon. Ngoai
cac kién thic chuyén mon phu hop cho ting bd phén, cac kién thic vé thiét
1ap va phat trién cac mdi quan h¢ voi khach hang, tao dung hinh anh va uy
tin cho cong ty can phai dugc trang bi cho ting nhéan vién trong cong ty chi
khong chi ddi voi bo phan kinh doanh nham timg budc xdy dung vin hoa

doanh nghiép theo hudng sin sang - phuc vu.

- Tao lap mdi trudong lam vi¢e than thién, tao su gén két gitra cac bd phan, cac
phong ban, phat huy tinh chi dong, sang tao, huéng dén hoan thanh cac
muc ti€u chung cua cong ty chu khong chi don gian 1a hoan thanh cac
nhiém vu tai tung khau riéng biét nhu hién nay.

3.4.5. Phoi hop véi cac co quan chirc ning

Vi¢c Nghi dinh 107/2009/ND-CP chinh thirc ¢6 hi€u lyc tir thang 01/10/2010
cho thiy nhirng nd luc ciia Nha nudc trong quan 1y hoat dong kinh doanh gas.
V6i viée trién khai Nghi dinh nay chic chin s& c6 nhimng tac dong tich cuc gop
phan 6n dinh thi trudng, han ché duogc tinh trang canh tranh khong lanh manh.

Tuy nhién, dé c6 thé tao duoc nhitng chuyén bién manh mé&, GPS can phai chu
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dong c6 nhitng phdi hop véi cac co quan quan 1y Nha nudc nhu Quan 1y thi
truong, Cong an kinh té tai timg dia phuong nham danh manh vao cac co sé kinh
doanh bt hop phap, gian 14n thuong mai.

GPS can phdi hop vé6i cac thanh vién trong Hiép hoi gas Viét Nam nham cé
nhitng thong nhit vé co ché diéu hanh gia ca, phdi hop trong cong tac chdng gian
lan thuong mai va canh tranh khong lanh manh gitra cac don vi v6i nhau. Phat
huy vai trd cta hiép hoi trong viée co nhitng dé xuit véi cac co quan quan Iy Nha
nude trong cac van dé co lién quan dén quyén loi cua cac thanh vién nhu chinh
sach thué nhap khau gas, cac quy dinh vé quan 1y kinh doanh gas, 6n dinh ngudn

hang, 6n dinh gia ban.
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KET LUAN

1. Két qua nghién ciru chinh va y nghia

Dé c6 thé dé ra cac giai phap nham gia ting gia tri danh cho khach hang duoc
cam nhan dbi v&i san phém gas binh dan dung cua GPS, luan van st dung mot
nghién ctu dinh luong nham do luong va kiém dinh mé hinh gia tri danh cho
khach hang duwgc cam nhan ddi voi san phdm gas binh. Trén co sé két qua cua
nghién ctu dinh luong, cac phan tich dinh tinh dugc thuc hién dé dé ra céac giai
phap nham gia ting gia tri danh cho khach hang dugc cam nhan d6i véi san pham
gas binh dan dung cua GPS.

Chuong moét trinh by co sd 1y thuyét lién quan dén gia tri danh cho khach
hang dugc cdm nhan va vai tro cta gia tri danh cho khach hang dugc cam nhéan
trong hoat dong kinh doanh. Tir d6 cac thanh phan tao nén gia tri danh cho khach
hang duoc cam nhan duoc xac dinh va md hinh nghién ciru dbi véi truong hop
san pham gas binh dan dung clng véi cac gia thiét dugc xay dung.

Trong chuong hai, thang do cac thanh phan gié tri danh cho khach hang duoc
cam nhan va 1ong trung thanh coa khach hang ddi véi san phadm gas binh dan
dung duogc xay dung thong qua nghién ctru dinh tinh so bd véi k¥ thuat thdo luan
nhom va y kién chuyén gia; sau d6 nghién ctru dinh luong so bd véi mau nho 150
dugc thyc hién dé hoan chinh thang do cho nghién ctru chinh thirc. Nghién ciru
dinh luong chinh thirc dugc thyc hién véi mau 811 thong qua phuong phap
phong van tryc tiép bang bang cau hoi.

Céc thang do duogc kiém dinh béng do tin cdy Cronbach alpha va phan tich
nhan t6. M6 hinh nghién ctru va cac gia thiét duoc kiém dinh thong qua phén tich
twong quan, hoi quy. Két qué nghién ctru cho théy mo hinh cac yéu t anh huong
dén gia tri danh cho khach hang dugc cam nhan d6i voi san pham gas binh bao

gom 7 nhan to: Trong do cac nhan to gia tri san pham, gia tri dich vy, gia tri nhan
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su, gia tri hinh anh c6 tac dong thuan chiéu; cac nhén t6 chi phi bang tién, chi phi
thoi gian, chi phi tinh thn c6 tac dong nghich chiéu. Gia tri danh cho khach hang
duoc cam nhan co tac dong thudn chidu dén 10ng trung thanh cua khach hang sir
dung gas binh dan dung.

Trén co sé két qua nghién ctru tai chuwong hai, trong chuwong ba, nhitng phin
tich, danh gia duoc thuc hién, tir d6 mat ) giai phap nham gia tang gia tri danh
cho khach hang duwgc cam nhan déi voi san phim gas binh dan dung cia GPS va
mot s6 kién nghi duoc dé xuét.

Két qua nghién ctru c6 mot s ¥ nghia nhu sau:

- Xay dung m¢t md hinh do Iuong gid tri danh cho khach hang dugc cam
nhan ddi voi san pham gas binh dan dung. Qua dé cac yéu tb tac dong dén
gia tri danh cho khich hang dugc cam nhan ddi v6i san pham gas binh dan
dung duoc xac dinh va do ludng. Day c6 thé 12 mé hinh tham khao cho céc
nghién ctru khic c6 lién quan dén gia tri danh cho khach hang dugc cam
nhan trong céc linh vuc khac, san phdm khac.

- Dé xuit mot s6 giai phap nham gia ting gia tri danh cho khach hang duoc

cam nhan ddi v6i san pham gas binh dan dung ctia GPS.

2. Han ché va huwéng nghién ctru tiép theo

Nghién ctru chi dugc thyc hién ddi v6i cac khach hang sir dung gas binh dan
dung trén dia ban Tp. HO Chi Minh nén kha ning tong quat hoa chua cao. Kha
ning téng quat hoa s& cao hon néu nghién ctru ndy duoc lap lai tai nhitng khu
vuc khac. Pay 1a mot hudng cho cac nghién ctru tiép theo.

Nghién ctru chi tip trung vao ddi twong 13 khach hang ca nhén, ho gia dinh
v6i nhitng tiéu chi riéng vé danh gia gid tri danh cho khach hang va chi véi san
pham gas binh sir dung vao muyc dich dan dung nén két qua nghién ctru khong thé
mg dung dong loat cho cac ddi tugng khach hang khac nhu cac don vi san xudt,
dich vu hay khach hang str dung gas cho muc dich khéac. Pay ciing 1a mét hudng

cho cac nghién cuu ti€p theo.
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Nghién ctru chon mau theo phwong phdp thuin tién nén tinh dai dién con
thip, kha ning tong quat héa cho dam déng chua cao. Nghién ciru tiép theo nén
chon méu theo phwong phap phén tang (13 mot trong nhitng phwong phép chon
mau theo x4c sut) nhu vay s& khai quat hoa va dat hiéu qua théng ké cao hon.

Nghién ctru chi danh gia thang do bang phwong phap hé sé Cronbach alpha va
phuong phap phan tich yéu t6 kham pha EFA va kiém dinh mé hinh 1y thuyét
bang phan tich hdi quy tuyén tinh bdi. Dé do luong thang do va kiém dinh mo
hinh 1y thuyét t6t hon, cac phuong phap phan tich hién dai can dugc sir dung nhu
{mg dung moé hinh céu tric tuyén tinh SEM.

Nghién ctru méi chi xem xét gia tri danh cho khach hang dugc cam nhéan la
chénh léch (hiéu) gitta thanh phan gia tri cam nhan va chi phi cam nhén. Viéc
danh gia gia tri danh cho khach hang dugc cam nhan bang cac cach thirc khac
nhu ti 1¢ gid tri cdm nhan véi chi phi cdm nhan, hay ti 1€ gitra phén chénh léch
v6i chi phi cam nhan...1a mdt huéng cho nghién ciru tiép theo giup c6 thé danh

gia gia tri danh cho khach hang dugc cdm nhan mét cach phu hop hon.
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Phu luc 1. Dan bai thdo ludn nhém

Xin chao cac anh/chi.

Tbi tén 1a Nguyén Ngoc Chau. Hién t6i dang thuc hién mot nghién ciru vé gia tri
danh cho khach hang st dung gas binh dan dung v&i muc dich gitp cac cong ty gas
cung cap nhiing san pham chat lugng tot hon va phuc vu khach hang ngay cang tét
hon. R4t mong nhan dugc sy tham gia tich cuc cua cac anh/chi. Cac y kién chi phan
anh quan diém ciia anh/chi, khong c6 ¥ kién nao 1 dung hay sai ca. Tét ca cac y kién

ctia anh/chj déu dong gop vao su thanh coéng cta nghién ctru nay.
N¢i dung thio luin:
1. Anh/chi dang sir dung gas binh nhan hi¢u nao ? Anh/chi thuong mua ching &
dau ? Vi sao anh/chi dung chiung ma khong sir dung gas ctia cac hang khac?

2. Anh/chi hiy cho biét mot s6 nhan hiéu gas ma anh/chi thiy la duoc nhiéu gia

dinh st dung trén thi truong hién nay.

3. Khi lya chon san pham gas binh, cac anh/chi quan tim dén nhiing yéu té nao ?

Yéu t6 ndo mang tinh quyét dinh khi lya chon ? Vi sao ?

4. Loai gas binh anh/chi dang st dung mang lai cho anh/chi va gia dinh nhitng gia

tri, loi ich gi ?
5. Anh/chj danh gia chat lwong san pham gas binh qua cac yéu tb nao ?
6. Anh/chi danh gia cao cac dich vu ho tro nao khi mua va sir dung gas? Vi sao ?

7. Anh/chi danh gia nhu thé nao vé cac nhan vién giao gas, chi dai Iy, nhan vién
ctia cong ty cung cap gas ma anh/chi dang st dung ? Ho c¢6 mang dén loi ich gi

cho anh/chi khong ? Vi sao ?



8. Anh/chi danh gia nhu thé nao vé thuwong hiéu gas binh ma anh/chi dang sir
dung ? Theo anh chi mot thuwong hi¢u gas uy tin mang lai cho anh/chi nhiing loi

ich gi?

9. Anh/chi danh gia gi4 ca san pham gas minh dang sir dung nhu thé nao ? Ngoai
tién gas phai tra, anh/chi con phai t6n tién cho nhitng khoan nao khac dé co va

st dung dugc loai gas minh can ?

10. Anh/chi c6 phai ton thoi gian cho doi mdi khi goi gas, yéu cAu stra chita, bao
tri... khong ? Viéc chd doi anh huong nhu thé nao dén cac cong viée khac cua
anh/chi ? Anh/chi c6 thiy rang ton thoi gian ciing 1a mot dang chi phi minh phai

bo ra khong ? Vi sao ?

11. Anh/chi ¢6 phai tén cong sirc dé tim mua duoc loai gas ma minh can khong? Vi
sao ? Ngoai ra anh/chi con phai ton cong stc cho nhiing viéc gi nita ?

12.Khi sir dung gas trong gia dinh, anh/chi c6 cam thay lo lang hay 4p lyc tinh than
nao khong ? Vi sao ?

13. Anh/chi danh gia nhu thé nao khi can nhac lai tat c nhiing chi phi tién bac, thoi
gian, cong stc, tinh than minh bo ra véi nhirng gia tri, 1oi ich ma san pham gas
anh/chi dang str dung mang lai ? Viéc danh gia d6 c6 tac dong gi dén viée tiép

tuc st dung nhan hi€u gas hi¢n tai cua anh/chi khong ? Vi sao ?

Chan thanh cdm on su hop tac cia anh/chi.

i



Phu luc 2. Danh muc bién

DV: Gia tri danh cho khach hang duwgc cam nhin

DV _1: Gia tri ma t6i nhan dugc tr gas X 1a xung dang véi chi phi t6i bo ra.
DV _2: Gas X mang lai cho t6i nhiéu gia trj nhat v&i chi phi t6i bo ra.
DV _3: Chét lugng gas X 1a tuong xtng véi gia ca.

DV _4: Str dung gas X gitp t6i tiét kiém dwoc nhiéu chi phi.

DV _5: Téi sin sang chi thém tién dé st dung duoc gas X.

DV _6: T6i van tiép tuc st dung gas X khi no ting gia.

PV: Gia tri sain phim

PV _1: Vo binh gas X sach dep.

PV _2: Cac phu kién di kém dé thao tac sir dung.

PV_3: Gas X c6 hiéu suét nhiét cao nén rat tiét kiém.

PV_4: Gas X chay v6i ngon Itra xanh.

PV_5: Gas X khong gy anh huéng dén mui vi moén an.

PV_6: Gas X c6 chat luong cao.

PV_7: Céac phu kién di kém co chét lugng cao.

PV_8: Gas X rét an toan.

SV: Gia tri dich vu

SV_1: Gas X luon dugce giao dung ltc.

SV _2: Viéc lap dat rat nhanh chong.

SV 3: Hudng dan sir dung d& hiéu, dé thyc hién.

SV _4: Céac dich vu stra chira, bao tri luén dugc dap ing tdt.

SV _5: Hé thong bép luén duoc kiém tra can than mdi khi giao gas.
SV_6: Binh gas va phu kién duoc bao hiém cao.

SV_7: Téi nhan dugc nhitng khuyén mai hip dan.

SV_8: Toi duoc cung cap thong tin dé phan biét hang gia.

EV: Gia tri nhan sw

EV_1: T6i dugc giai dap nhitng thic mic mot cach nhanh chéng va chinh xéc.
EV_2: Nhan vién ludn c6 tinh than trach nhiém cao.

EV_3: Théi &6 phuc vu ctia nhan vién 1a rat tot.

EV_4: T6i luén nhan dugc nhiitng tu van hiru ich.

EV_5: T6i rat c6 cam tinh v&i nhan vién cia gas X.

IV: Gia tri hinh dnh

IV_1: T6i ludn quan tam dén thuong hiéu gas X khi chon mua va sir dung gas.
IV_2: Gas X 14 thuong hiéu 16n.



IV_3: Gas X rat c6 uy tin.

IV_4: T6i nhan biét dwoc d4u 1a san phim gas X chinh héng.

IV_5: T6i hoan toan tin tudng khi st dung gas X.

MC: Chi phi bing tién

MC_1: Gia gas X rat mic.

MC _2: Gia gas X thiéu tinh canh tranh.

MC_3: Gia gas X luon bién dong that thuong.

MC _4: Tién mua vo binh gas X rat méc.

MC_5: Gia phu kién cua gas X rat mic.

MC_6: Téi phai tén nhiéu chi phi di lai ¢ mua dugc gas X.

MC_7: Toi phai tdn nhiéu chi phi dién thoai dé mua duogc gas X.

MC_8: Chi phi sira chita, bao tri khi sir dung gas X rat tén kém.

MC_9: Gas X dugc ban & hau hét cac dai ly gan nha toi.

TC: Chi phi thoi gian

TC_1: T6i phai ton nhiéu thoi gian dat mua gas X.

TC_2: T6i phai cho doi rat 1au dé nhan dugc gas X.

TC_3: Thoi gian chd doi 1am anh huong nhiéu dén cong viée cua toi.

TC_4: Viée 1ép dat, stra chira, bao tri rit mat thoi gian.

EC: Chi phi ning lwgng

EC_1: T6i phai rit vat va moi tim mua dugc gas X.

EC_2: T6i phai ton nhiéu cong sirc dé lap dat va st dung gas X.

EC_3: Téi phai ton nhiéu cong sirc dé duoc dap g cac yéu cau bao hanh, bao tri.
PSC Chi phi tinh thin

PSC_1: T6i cam thay khong an tim khi sir dung gas X.

PSC_2: T6i cam thdy minh khong hiéu nhiéu 1am vé cach sir dung gas X mot cach an toan.
PSC_3: T6i phai ban tim nhiéu t6i viée sir dung gas X trong nha minh.
PSC_4: Viéc giao gas hay bao hanh, bao tri ludn gay phién phirc va kho chiu.
PSC_5: Toi khong chéc 1a minh mua duge dung loai gas X chinh hing.

il



Phu luc 3. Bang khao sat cho nghién ciru so' b
Xin chao Anh/Chi.

T6i 1a Nguyén Ngoc Chau. Toi dang thyuc hién mot nghién ciru vé& gia tri danh cho khach hang st
dung gas binh dan dung véi muyc dich giup cac cong ty gas cung cip nhiing san phidm véi chit
luong tét hon va phuc vu khach hang ngiy cang tt hon. R4t mong anh/chi danh chat thoi gian tra
101 gitp t6i mot s6 cau hoi sau day. Cac cau tra 101 nay chi phan anh quan diém cua anh/chi, khong
c6 tra 161 nao 1a ding hay sai. Cac tra 10i ctia anh/chi déu rat quan trong v6i nghién ciru cia toi. Toi
xin cam doan nhitng thong tin tr anh/chi hoan toan dugc gitr bi mat.

Chén thanh cam on su hop tac cta anh/chi.

Xin cho biét gia dinh Anh/Chij dang sir dung gas binh nhin hiéu nao sau day (vui long danh diu) :
[] SaiGon Petro (SP) [ Gia Binh Gas [1 Petro Vietnam [1 ElIf Gas

[] Petrolimex Gas [ Sai Gon Gas 0 VT Gas ] Vina Gas ] Khong rd

Phan I: Xin cho biét mirc d§ dong y ciia anh / chi dbi véi cac phat biéu sau day lién quan dén nhin
hi€u gas binh ma anh/chi dang sir dung (dwoc viet gon la X) bang cach khoanh tron vao 6 thich hop
voi quy woce:

1: Hoan toan phin déi  2: Phin déi  3: Khéng cé Y kiéngi  4: Pong ¥ 5: Hoan toan dong y

1. VO binh gas X SACH QP ....eoiiiiiieiieie ettt 1 2 3
2. Céc phuy kién di kém dé thao tAc ST dUNE. .......coveveeieieeeeeeee e 1 2 3
3. Gas X ¢6 hiéu sudt nhiét cao Nén rAt tEE KIBM. «...vovveeeeeeeeeeeeeeeeeee e 1 2 3
4. Gas X chay vOi ngon ITa Xanh. .....c.ccccoevieriiiiiiiieeeic e st 1 2 3
5. Gas X khong gay anh hudng dén mui vi MON A0, ......oeveveieieeeeeeeee e 1 2 3
6. Gas X €O ChAL TUONEZ CAO. ..o 1 2 3
7. Cac phu kién di kém co chét [UQNE CAO. oo 1 2 3
8. GAS X TAL AN TOATL. ..eovoeeeeeeeeeeeeeee e s s 1 2 3
9. Gas X luon dugc giao dUNG IC. ....cceeiiviiiiiiiiiece e 1 2 3
10. Viéc 1ap dit rAt nhanh ChONE. ........o..oveoveeeeeeeeeeeeeeeeeeeee e 1 2 3
11. Huéng dan sir dung A8 hiéu, A& thUe BIEIL ©.veeeeeeeeeee e, 1 2 3
12. Céc dich vu stra chita, bao tri luén dugc dap ung L. e 1 2 3
13. Hé thdng bép ludn dugc kiém tra cAn than mdi khi giao gas. ........cocooveveveveeerreeenans 1 2 3
14. Binh gas va phu ki€n duogc bao RGN CAO. vt es s 1 2 3
15. T6i nhan duoc nhitng khuyén mai hAp dAn. .......co.oeeeeeeeeeeeeeeeeeeeeeeee e 1 2 3
16. T6i duoc cung cap thong tin dé phan biét hANG IA. ......oveeveveeeeeeeeeeeeeeeeeeeee e, 1 2 3
17. T6i duge giai dap nhitng thic mic mot cach nhanh chong va chinh X4c. ..........cooev....... 1 2 3
18. Nhan vién [udn c6 tinh than trach NHIEM CAO. vevevveeeeeeeeeeeeeeeeeee e eee oo eeeeereeee s 1 2 3
19. Thai 6 phuc vu ctia nhan ViEn 14 TAt tAt. .........ooovevieeeeeeee e 1 2 3
20. T6i ludn nhan dugce nhiing tu VAN MU ACR. vt 1 2 3
21. T6i rat c6 cam tinh v&i nhan vien clia gas X. ......oveveivveeeeeeeeeeeeeeeeeeees e 1 2 3
22. T6i ludn quan tdm dén thuong hiéu gas X khi chon mua va st dung gas. .................... 1 2 3
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23. Gas X 12 thuong hi€u 10N, ......oocuiiiieie e e 1 2
24, GAS X TAL CO UY HIL .voveeeeeeeeeeeeeee e s s 1 2
25. T6i nhan biét duoc dau 12 san phidm gas X chinh hang. .........co.covoveeeveeeeeeeeereeeeeeean. 1 2
26. T61 hoan toan tin tudng khi st dung gas X. .....cocieviieiieiiieieece et s 1 2
27. GIA ZAS X TAL IAC. ovovoeeeeeeeeeeeeee e 1 2
28. Gia gas X thiéu tinh canh tranh. ...........o.coocoooioieeeeeeeeeeee e, 1 2
29. Gia gas X 1udn bién dong thAt thUONE. ......co.oveeveeveeeeieeeeeeeeeeeeeeee e 1 2
30. Tién mua vO binh gas X TAt MAC. .....ov.ovevieeeeeeeeeeeeeeeeeeeee oo ees e 1 2
31. Gid phu Kién ciia @8 X FAL MAC. ...vuveveeeeeeeeeeeeeeeeeeeeeee oo es e 1 2
32. T6i phai tén nhidu chi phi di lai dé mua duwgc gas X. .....cooovveeveeeveeeeeeeeeeeeeeereeenen 1 2
33. T6i phai tén nhiéu chi phi dién thoai dé mua dwoc gas X. ....c.co.oveeveveeveeeeeeeeeeeeeeeees 1 2
34. Chi phi stra chira, bao tri FAL EOT KETIL. .o 1 2
35. Gas X dugc ban ¢ hau hét cac dai 1y gAn nha t01......ov.oveeeeeeeeeeeeeeeeeee e 1 2
36. T6i phai t6n nhicu thoi gian dAt MUA ZaS X. .....oveeveeieeeeeeeeeeeeeeee e 1 2
37. T6i phai cho doi rt 1au dé nhan duoc ot 1S3 TSP 1 2
38. Thoi gian chd doi lam anh hudng nhidu dén cong viée clia toi. .......ocovvvveveeveeeeeeeae. 1 2
39. Viéc lip dit, stra chita, bao tri rat mat thoi @Ian. ........o.cooovvoeveveeeeeeeeee e 1 2
40. Toi phai rat vat va moi tim mua dWOC ZaS X. ....vvieeeeeeeeeeeeeeeeeeee e 1 2
41. Toi phai ton nhiéu cong sirc dé lap dat va st dung gas X. c.o.oveeeeveeeeeeeeeeeeeeeeeeeees 1 2
42. Toi phai ton nhiéu cong st dé duge dap tmg céc yéu cau bao hanh, bao tri. .....cccc....... 1 2
43. T6i cam thdy khong an tAm khi st dung gas X. ........coovveivvivreererseeeeeeeeseesee e, I 2
44. T6i cam thdy minh khong hiéu nhiéu 1am vé cach sir dung gas X mot cach an toan. ....1 2
45. T6i phai ban tAm nhiéu t6i viéc str dung gas X trong nha minh. ...........cccoeovvvevrerennse, 1 2
46. Viéc giao gas, bao hanh, bao tri luén gay phién phirc va kho chiut. .......cccovvvvveereennnee, 1 2
47. T6i khong chic 1a minh mua duoc ding loai gas X chinh hang. .........cccccovovvvveveennne.e. 1 2
48. Gia tri ma t6i nhan duogc tir gas X 1a xtng dang vdi chi phi toi bo ra. ..ooeeveevvevieieene. 1 2
49. Gas X mang lai cho t6i nhiéu gid tri nhat v6i chi phi td1 b 1a. ....o..ovvvvevevreeeereeenee, 1 2
50. Chit luong gas X 12 tUong XUng VO G4 CA. ..oo..oveeveeeeeeeeeeeeeeeeee oo 1 2
51. Str dung gas X gitp t6i tiét kiém duoc nhidu chi Phi. .......oo.ooveveeveeeeeeeeeeeeeee e, 1 2
52. T6i san sang chi thém tién dé sir dung AUOC ZaS X. oveveeeeveeeeeeeeeeee e 1 2
53. T6i van tiép tuc st dung gas X Khi N0 tANE Gid.........oveoveveeeeeeeeeeeeeeeeseee e 1 2

Phan II: Mt s6 thong tin khac:
1. Thong tin ca nhan:

-HO VA tEn cla anh/Chii. .. .o
5 1T 1] 1|
2. Gidi tinh: [ Nam O N
3. Xin vui 10ng cho biét anh/chi thuéc nhom tudi nao dudi day:
[]18-30 0 31-50 [] Trén 50

4. Anh/chi c6 thudong xuyén st dung gas khong?
] Str dung hang ngay ] Khong sir dung hang ngay
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Phu luc 4. Bang khio sat chinh thire

Xin chao Anh/Chi.
T6i 1a Nguyén Ngoc Chau. Toi dang thuc hién mot nghién ctru vé gia tri danh cho khach hang st
dung gas binh din dung v6i muyc dich giup cac cong ty gas cung cap nhiing san phdm vdi chét lugng
t6t hon va phuc vu khach hang ngiy cang tot hon. Rat mong anh/chi danh chiit thoi gian tra 10i gitup
t6i mot sd cau hoi sau day. Cac ciu tra 10i nay chi phan anh quan diém cua anh/chi, khong c6 tra 1oi
nao 1a dung hay sai. Céc tra 10i cua anh/chi déu rat quan trong v6i nghién ciru cia toi. Téi xin cam
doan nhirng thong tin tir anh/chi hoan toan dugc gitr bi mat.
Chén thanh cam on sy hgp tac cua anh/chi.
Xin cho biét gia dinh Anh/Chi dang sir dung gas binh nhin hiéu nao sau diy (vui 1ong danh déu) :

[] SaiGon Petro (SP) [] Gia Pinh Gas [] Petro Vietnam [] EIf Gas

[] Petrolimex Gas ] Sai Gon Gas ] VT Gas ] Vina Gas ] Khong rd

Phin I: Xin cho biét mirc d9 dong ¥ ciia anh / chi dbi véi cac phat biéu sau day lién quan dén nhén hi¢u
gas binh ma anh/chj dang st dung (dwgc viét gon la X) bang cach khoanh tron vao 6 thich hgp véi quy
uwdc:

1: Hoan toan phin doi  2: Phin déi  3: Khéng cé Y kiéngi ~ 4: Pongy  5: Hoan toan dong y

1. VO binh gas X SACh @CP...ccviiiiiiiieiieiieeeeeee et 1 2 3 4 5
2. Gas X chay vOi ngon Itra Xanh. ........ccceecieiiiiiienieiece e 1 2 3 4 5
3. Gas X €O ChAL IUONE CAO. ...veveeveeeeeeeeeeeeeeeeeee e 1 2 3 4 5
4. Cac phu kién di kém c6 chét TUQONE CAO. et 1 2 3 4 5
5. GAS X TAL AN TOAN. oo s ene e 1 2 3 4 5
6. Gas X luon dugc giao dUNg TUC. ...cceeevieeiieiieiieeeteeee e 1 2 3 4 5
7. Hu6ng dan sir dung dé hiéu, d& thyc hien. .........ccoveeveeveeeeeeeeeeeeeeeeeeee e 1 2 3 4 5
8. Cac dich vu stra chira, bdo tri luon dugc dap ting L0 PRSI 1 2 3 4 5
9. Hé thong bép luon duoc kiém tra can than mdi khi giao gas. ......ccooveveevveevenennne, 1 2 3 4 5
10. Binh gas va phu kién dugc bao REEIN CAO. e 1 2 3 4 5
11. T6i nhan duoc nhitng khuyén mai hap dAn. ..........oocoooeeveveveeeeeeeeeeeeeeeeeeeeae 1 2 3 4 5
12. Téi duge cung cap thong tin dé phan biét hang @id. .......o.covvvveeveeeeeeeeeeeeeen. 1 2 3 4 5
13. T6i dugc giai dap nhing thic mic mot cach nhanh chéng va chinh xéc. ............ 1 2 3 4 5
14. Nhan vién [udn c6 tinh than trach NHIEM CAO. wv.veveeveveeeeeeeeeeeeeee e 1 2 3 4 5
15. Thai d6 phuc vu ctia nhan Vien 18 TAt tOt. .......ov.oveeeeeeereeeee e 1 2 3 4 5
16. T6i luén nhan dugc nhitng tu VAN AU ACR. e 1 2 3 4 5
17. Ti rat c6 cam tinh véi nhan vién clia gas X. .....oveveveeveeeeeeeeeeeeeeeeeeeeeee e 1 2 3 4 5
18. T6i ludn quan tAm dén thuong hiéu gas X khi chon mua va sir dung gas. ............ 1 2 3 4 5
19. Gas X 1a thuong hi€u 1Om. .......cooiiiiiiiiiiiceee e e 1 2 3 4 5
20. GAS X TAL CO WY T cvorveeeeeeeeeeeee e e eeee e s e 1 2 3 4 5
21. T6i hoan toan tin thuong hi€u gas X. .....cccccceevieeriienieeie et 1 2 3 4 5
22. G4 @AS X TAL INAC. «vovoeeeeeeeeeeeeeeeee e e e s 1 2 3 4 5
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23. Gia gas X thiéu tinh canh tranh. ........o.coocooveoviveeeeeeeeeeeee e 1 2 3
24. Gia gas X udn bién dong that thuong. ........coovveeveeeeeeeeeeeeeeeeeeeee e 1 2 3
25. Tién mua v binh gas X FAt MAC. .....veoveeeeeieeeeeee oo 1 2 3
26. Gia phu kién ctia gas X TAL IMAC. ......veveeeeeeeeeeeeeeeeeeee e 1 2 3
27. T6i phai ton nhiéu chi phi dién thoai dé mua dwoc gas X......cocvvevveevvvreerreeenan, 1 2 3
28. Chi phi sira chita, bao tri TAt t6N KEM. ....ouvverrierereieriieceeeeeiee e 1 2 3
29. T6i phai ton nhiéu thoi gian dat mua gas X. .o..o..oveeeeeeeeeeeeeeeeeeeeeee e 1 2 3
30. T6i phai cho doi rat 1au dé nhan duoc EAS X i 1 2 3
31. Thoi gian cho doi 1am anh huong nhiéu dén cong viée clia toi. .....o.oveveeveeeeenne. 1 2 3
32. Viéc lap dit, stra chira, bao tri rat mat thol Gian. .........o.ooevveveeveveeeeeeeeeeeeeeee. 1 2 3
33. T6i phai rit vat va moi tim mua duoc gas X. ... 1 2 3
34. T6i phai ton nhiéu cong strc dé lap dat va st dung gas X. ..oeeeveeveeeveeeeeveeeeeresen. 1 2 3
35. T6i phai ton nhidu cong strc dé duoc dap tng cic yéu cau bao hanh, bao tri. ....... 1 2 3
36. T6i cam thay khong an tAm khi sir dung gas X. ......o.oooevevieeeeereeieeeseeeeeeeeees 1 2 3
37. T6i cam thdy minh khong hiéu nhiéu 1im vé cach str dung gas X mot cach an toan. 1 2
38. T6i phai ban tdm nhiéu tdi viée sir dung gas X trong nha minh. ..........cocoovveenee... 1 2

39. Viéc giao gas, bao hanh, bao tri luon gy phién phirc va kho chiu. ........ccco..c........ 1 2

40. T6i khong chic 1a minh mua duoc ding loai gas X chinh hang. ..........c..ccccoo........ 1 2 3
41. Gia tri ma t6i nhan duoc tir gas X 1a xtrng dang vadi chi phi téi bd ra. ................... 1 2 3
42. Gas X mang lai cho t6i nhiéu gia tri nhat v&i chi phi t6i b 1a. ..o.ovvveveeeeenne. 1 2 3
43. Chét luong gas X 13 trong XUNg VO1 G4 CA. «...veveeeeeeeeeeeeeee e 1 2 3
44. Str dung gas X gitp toi tiét kiém duoc nhidu chi phi. .....covveeveeeeceierieerernaee, 1 2 3
45. Toi san sang chi thém tién dé st dung AUoc gas X. .o.ovvveeveeveeveeeeeeeeeeeeeeeeeee. 1 2 3
46. Toi van tiép tuc str dung gas X khi 00 tAng Gi........oevveeveveeeeeeeeeeeeeeeeseeeeeeeees 1 2 3

Phan II: M{t s6 thong tin khac:
1. Thong tin ca nhan:

2. Gi6i tinh: L Nam L Nix
3. Xin vui 10ng cho biét anh/chi thudc nhom tudi nao duéi day:
] 18-30 0 31-50 [1 Trén 50
4. Anh/chi c6 thuong xuyén sir dung gas khong?
[] Str dung hang ngay [] Khoéng sir dung hang ngay
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Phu luc 5. Cronbach alpha thang do nhap
1. Thang do gia tri sain pham

1. PV 1 vo sach dep
2. PV 2 phu kien de su dung
3. PV 3 hieu suat nhiet cao nen tiet kiem
4. PV 4 lua xanh
5. PV 5 khong anh huong mui vi
6. PV 6 gas chat luong
7. PV 7 phu kien chat luong
8. PV_8 an toan
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
PV 1 25,0333 11,3076 , 5427 , 7739
PV 2 24,9667 12,3009 , 3876 , 7974
PV 3 25,1467 12,5018 , 4248 , 7908
PV 4 24,6933 11,1939 , 5943 , 7653
PV 5 24,6667 12,5861 , 3292 , 8059
PV_6 24,7333 11,2170 , 6663 , 7555
PV _7 25,0000 11,6510 , 5950 , 7671
PV 8 24,8867 11,3092 , 5735 ,7688
N of Cases = 150,0 N of Items = 8
Alpha = , 8010

Sau khi loai PV_2,3,5

Scale Scale Corrected

Mean Variance Item- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
PV 1 14,4733 5,2577 , 5931 , 7707
PV 4 14,1333 5,4183 , 5726 , 7766
PV_6 14,1733 5,4328 , 6521 , 7531
PV 7 14,4400 5,7514 , 5734 , 7765
PV 8 14,3267 5,40206 , 5823 , 7735

Reliability Coefficients
N of Cases = 150,0 N of Items = 5

Alpha = , 8073



2. Thang do gia tri dich vu

1. SV 1 dung luc
2. SV_2 lap dat nhanh
3. SV_3 huong dan de hieu, de thuc hien
4. SV_4 sua chua, bao tri dap ung tot
5. SV_5 kiem tra bep
6. SV_6 bao hiem
7. SV 7 khuyen mai
8. SV_8 thong tin hang gia
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
SV 1 23,2467 15,8783 , 6287 , 8029
SV _2 23,2600 18,4756 , 2306 , 8503
SV_3 23,2733 16,8711 , 6096 , 8087
SV _4 23,8000 16,0403 , 6086 , 8056
SV_5 23,8333 14,6902 , 7127 , 7892
SV_6 23,8267 15,6073 , 6421 , 8006
SV 7 24,0667 15,8210 , 5763 , 8096
SV 8 24,1133 15,9535 , 4931 , 8227

Reliability Coefficients
N of Cases = 150,0 N of Items = 8

Alpha = , 8317

3. Thang do gia tri nhan sw

1. EV 1 giai dap thac mac
2. EV_2 tinh than trach nhiem
3. EV 3 thai do phuc wvu
4. EV 4 tu van huu ich
5. EV_5 co cam tinh
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
EV 1 12,6733 5,2953 , 5892 , 8245
EV 2 12,6267 5,6852 , 6934 , 7908
EV 3 12,5600 5,9662 , 6385 , 8062
EV 4 12,6667 5,4855 , 6507 , 8008
EV 5 12,8067 5,6604 , 6546 , 8000

Reliability Coefficients
N of Cases = 150, 0 N of Items = 5

Alpha = , 8370

il



4. Thang do gia tri hinh dnh

1. Iv.1 quan tam den thuong hieu
2. Iv_2 thuong hieu lon
3. Iv_3 uy tin
4. Iv_4 nhan biet duoc
5. IV 5 tin tuong
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
v 1 13,9133 5,7038 , 6884 , 7621
Iv_2 13,8200 5,9472 , 6365 , 7780
Iv_3 13,8467 5,8085 , 7125 , 7572
IV 4 14,3867 6,2522 ,4043 , 8536
IV 5 13,9267 5,8536 , 6721 , 7679

Reliability Coefficients
N of Cases = 150,0 N of Items = 5
Alpha = , 8201

5. Thang do chi phi bing tién

1. MC 1 rat mac
2. MC 2 thieu canh tranh
3. MC 3 bien dong
4. MC 4 vo binh mac
5. MC 5 phu kien mac
6. MC 6 chi phi di lai
7. MC 7 chi phi dien thoai
8. MC 8 sua chua ton kem
9. MC 9 cac dai ly it ban
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
MC 1 22,8667 19,8613 , 6202 , 8048
MC 2 23,0400 20,2803 , 5961 ,8081
MC 3 22,8333 19,6432 , 6105 , 8052
MC 4 22,9667 19,7640 , 6455 , 8022
MC 5 23,0267 19,8919 , 6323 , 8038
MC 6 23,5867 21,4253 ,2835 , 8455
MC 7 23,3933 18,8174 , 6280 , 8023
MC 8 23,3333 19,0962 , 6713 , 7978
MC 9 23,5400 22,0353 , 2494 , 8460

Reliability Coefficients
N of Cases = 150,0 N of Items = 9

Alpha = , 8309
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Sau khi loai MC_6,9

Scale Scale Corrected

Mean Variance Item- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
MC 1 17,8467 14,5065 , 6209 , 8565
MC 2 18,0200 14,5298 , 6625 , 8517
MC 3 17,8133 13,9515 ,6768 , 8491
MC 4 17,9467 14,3059 , 6693 , 8504
MC 5 18,0067 14,7583 , 5911 , 8603
MC 7 18,3733 13,5375 , 6388 , 8558
MC 8 18,3133 13,7468 , 6909 , 8471

Reliability Coefficients
N of Cases = 150,0 N of Items = 7
Alpha = , 8713

6. Thang do chi phi thoi gian

1. TC 1 thoi gian dat mua
2. TC 2 thoi gian cho doi lau
3. TC 3 anh huong cong viec
4. TC 4 thoi gia lap dat, sua chua, bao tr
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
TC 1 7,3800 5,3647 , 7628 , 8087
TC 2 7,4400 5,1877 , 7722 , 8031
TC 3 77,1733 5,0033 , 6894 , 8413
TC 4 77,2867 5,7092 , 6440 , 8540

Reliability Coefficients
N of Cases = 150,0 N of Items = 4

Alpha = , 8645

7. Thang do chi phi ning lugng

1. EC 1 vat va tim mua
2. EC 2 cong suc lap dat su dung
3. EC 3 cong suc yeu cau sua chua
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
EC 1 4,8121 2,3699 , 6900 , 8558
EC 2 4,6107 2,1718 , 82009 , 7359
EC 3 4,4832 2,2379 , 7191 , 8310

v



Reliability Coefficients
N of Cases = 149,0 N of Items = 3
Alpha = , 8642

8. Thang do chi phi tinh than

1. PSC 1 khong an tam
2. PSC 2 khong hieu nhieu lam
3. PSC_3 phai ban tam nhieu
4. PSC 4 phien phuc kho chiu
5. PSC 5 khong chac mua hang chinh hang
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
PsSC 1 11,1667 8,4888 , 5510 , 8010
PSC 2 10,5867 77,5327 , 6860 , 7613
PSC 3 10,8800 77,8244 , 6998 , 7598
PSC 4 11,0400 8,2132 , 5857 , 7915
PSC 5 10,3533 77,6126 , 5569 , 8054

Reliability Coefficients
N of Cases = 150,0 N of Items = 5

Alpha = , 8196

9. Thang do gia tri danh cho khich hang dwgc cAm nhin

1. DV 1 gia tri xung dang voi chi phi
2. DV 2 nhieu gia tri nhat voi chi phi bo ra
3. DV 3 chat luong tuong xung gia ca
4. DV 4 tiet kiem duoc nhieu chi phi
5. DV 5 san sang chi them tien
6. DV 6 tiep tuc dung khi tang gia
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
DV 1 15,8867 11,3763 , 7197 , 8459
DV 2 16,0467 11,3334 , 7113 , 8468
DV_3 15,9067 10,9443 , 7363 , 8417
DV 4 16,0267 11,1402 , 7059 , 8470
DV_5 16,4067 10,9006 , 6278 , 8620
DV 6 16,1600 11,1286 , 5890 , 8690

Reliability Coefficients
N of Cases = 150,0 N of Items = ©

Alpha = , 8736



Phu luc 6. EFA thang do nhap
1. Thang do gia tri danh cho khach hang dwgc cdm nhin

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. ,851

Bartlett's Test of Approx. Chi-Square 475,346

Sphericity df 15
Sig. ,000

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 3,743 62,390 62,390 3,319 55,321 55,321
2 ,921 15,348 77,738
3 ,439 7,311 85,049
4 ,369 6,146 91,196
5 ,284 4,727 95,923
6 ,245 4,077 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix@
Factor
1
gia tri xung dang voi chi 804
phi
nhieu gia tri nhat voi chi
phi bo ra 795
chat luong tuong xung
gia ca 831
tlet. kiem duoc nhieu chi 758
phi
san sang chi them tien ,642
tiep tuc dung khi tang gia ,602

Extraction Method: Principal Axis Factoring.
a. 1 factors extracted. 5 iterations required.



2. Thang do gi4 tri san phim

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. 776
Bartlett's Test of Approx. Chi-Square 343,362
Sphericity df 28

Sig. ,000

Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings

Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 3,432 42,897 42,897 2,840 35,498 35,498
2 ,971 12,144 55,041
3 ,846 10,570 65,610
4 ,787 9,840 75,450
5 ,759 9,492 84,942
6 ,582 7,281 92,223
7 ,335 4,187 96,409
8 ,287 3,591 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix@

Factor
1

vo sach dep ,631
phu kien de su dung 421
hieu suat nhiet cao nen

tiet kiem 480
lua xanh ,666
khong anh huong mui vi ,370
gas chat luong ,759
phu kien chat luong ,659
an toan ,667

Extraction Method: Principal Axis Factoring.

a. 1 factors extracted. 5 iterations required.
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Sau khi loai PV_2,3,5

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. 724
Bartlett's Test of Approx. Chi-Square 254,371
Sphericity df 10

Sig. ,000

Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings

Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 2,836 56,724 56,724 2,301 46,018 46,018
2 ,787 15,748 72,471
3 ,696 13,928 86,400
4 ,388 7,765 94,165
5 ,292 5,835 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix@
Factor
1
vo sach dep ,666
lua xanh 652
gas chat luong 749
phu kien chat luong 644
an toan 677

Extraction Method: Principal Axis Factoring.

a. 1 factors extracted. 5 iterations required.
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3. Thang do gia tri dich vu
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. ,836

Bartlett's Test of Approx. Chi-Square 408,540

Sphericity df 21
Sig. ,000

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 3,731 53,302 53,302 3,207 45,821 45,821
2 ,931 13,294 66,596
3 ,682 9,741 76,337
4 ,547 7,811 84,148
5 ,470 6,718 90,866
6 ,369 5,275 96,140
7 ,270 3,860 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix®
Factor
1

dung luc ,645
huong dan de

hieu, de thuc hien 644
sua chua, bao tri

dap ung tot 857
kiem tra bep ,819
bao hiem 722
khuyen mai ,647
thong tin hang gia ,578

Extraction Method: Principal Axis Factoring.
a. 1 factors extracted. 5 iterations required.
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3. Thang do gia tri nhan sw

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. , 782
Bartlett's Test of Approx. Chi-Square 295,472
Sphericity df 10

Sig. ,000

Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings

Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 3,072 61,439 61,439 2,597 51,947 51,947
2 ,649 12,973 74,412
3 ,588 11,768 86,180
4 ,422 8,443 94,623
5 ,269 5,377 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix@

Factor
1
giai dap thac mac ,646
tinh than trach nhiem , 782
thai do phuc vu ,728
tu van huu ich 712
co cam tinh , 729

Extraction Method: Principal Axis Factoring.
a. 1 factors extracted. 5 iterations required.




4. Thang do gia tri thuwong hi¢u

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. ,806
Bartlett's Test of Approx. Chi-Square 299,682
Sphericity df 10

Sig. ,000

Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings

Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 3,010 60,191 60,191 2,576 51,529 51,529
2 ,871 17,415 77,605
3 ,464 9,277 86,882
4 ,362 7,244 94,126
5 ,294 5,874 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix@
Factor
1

quan tam den

thuong hieu 774
thuong hieu lon ,756
uy tin ,836
nhan biet duoc ,432
tin tuong 722

Extraction Method: Principal Axis Factoring.

a. 1 factors extracted. 6 iterations required.
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Sau khi loai IV_4

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. ,815
Bartlett's Test of Approx. Chi-Square 259,016
Sphericity df 6

Sig. ,000

Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings

Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 2,787 69,668 69,668 2,400 59,999 59,999
2 ,505 12,627 82,295
3 414 10,362 92,657
4 ,294 7,343 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix@

Factor

1

quan tam den
thuong hieu

thuong hieu lon
uy tin
tin tuong

,756

,793
,862
,676

Extraction Method: Principal Axis Factoring.

a. 1 factors extracted. 7 iterations required.
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5. Thang do chi phi bing tién
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling

Adequacy. ,828

Bartlett's Test of Approx. Chi-Square 493,824

Sphericity df 21
Sig. ,000

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings
Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 3,972 56,742 56,742 3,472 49,603 49,603
2 ,939 13,414 70,156
3 ,610 8,717 78,872
4 ,535 7,643 86,515
5 441 6,299 92,814
6 ,266 3,805 96,620
7 ,237 3,380 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix@
Factor
1
rat mac ,667
thieu canh tranh , 720
bien dong , 744
vo binh mac , 730
phu kien mac ,643
chi phi dien thoai ,685
sua chua ton kem , 735

Extraction Method: Principal Axis Factoring.
a. 1 factors extracted. 5 iterations required.
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6. Thang do chi phi thoi gian

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. , 791
Bartlett's Test of Approx. Chi-Square 296,580
Sphericity df 6

Sig. ,000

Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings

Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 2,863 71,587 71,587 2,505 62,618 62,618
2 ,486 12,158 83,744
3 427 10,680 94,424
4 ,223 5,576 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix@
Factor
1
thoi gian dat mua ,852
thoi gian cho doi lau ,863
anh huong cong viec , 745
thoi gia lap dat, sua 692

chua, bao tr

Extraction Method: Principal Axis Factoring.
a. 1 factors extracted. 6 iterations required.
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7. Thang do chi phi nang lwgng

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. ,696
Bartlett's Test of Approx. Chi-Square 224,864
Sphericity df 3

Sig. ,000

Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings

Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 2,364 78,797 78,797 2,080 69,323 69,323
2 ,420 13,987 92,784
3 ,216 7,216 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix®
Factor
1
vat va tim mua , 744
cong suc lap dat su dung ,955
cong suc yeu cau sua 784
chua

Extraction Method: Principal Axis Factoring.
a. 1 factors extracted. 15 iterations required.




8. Thang do chi phi tinh than
KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. , 795
Bartlett's Test of Approx. Chi-Square 261,132
Sphericity df 10

Sig. ,000

Total Variance Explained
Initial Eigenvalues Extraction Sums of Squared Loadings

Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative %
1 2,938 58,765 58,765 2,453 49,054 49,054
2 721 14,427 73,193
3 ,581 11,620 84,813
4 ,467 9,332 94,145
5 ,293 5,855 100,000

Extraction Method: Principal Axis Factoring.

Factor Matrix®
Factor

1
khong an tam ,624
khong hieu nhieu lam ,790
phai ban tam nhieu ,810
phien phuc kho chiu ,639
khong chac mua 613
hang chinh hang ’

Extraction Method: Principal Axis Factoring.

a. 1 factors extracted. 6 iterations required.
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Phu luc 7. Cronbach alpha cac thang do chinh thirc

1. Thang do gia tri sain phim PV

1. PV 1 vo sach dep
2. PV 4 lua xanh
3. PV 6 gas chat luong
4. PV 7 phu kien chat luong
5. PV _8 an toan
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
PV 1 14,9075 5,9507 , 5490 , 71513
PV 4 14,5413 6,0387 , 5806 , 71390
PV _6 14,6782 6,1716 , 6314 , 7241
PV 7 14,9051 6,4490 , 5203 , 71585
PV 8 14,6350 6,4222 , 5365 , 71535

Reliability Coefficients
N of Cases = 811,0 N of Items = 5

Alpha = , 7854

Sau khi loai PV_8

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
PV 1 11,1258 3,6681 , 5557 , 6944
PV 4 10,7596 3,7384 ,5921 ,6718
PV 6 10,8964 3,9843 , 5937 , 6747
PV 7 11,1233 4,2465 ,4656 , 7396

Reliability Coefficients
N of Cases = 811,0 N of Items = 4

Alpha = , 7535



2. Thang do gia tri dich vu SV

1. sv_1
2. sv_3
3. SV _4
4. SV_5
5. SV_6
6. sv_17
7. Sv_8

sv 1

sv_3

SV 4

SV_5

SV_6

SV_7

sv_8

Reliability Coefficients

N of Cases =

Scale
Mean
if Item
Deleted

20,7349
20,5401
20,9063
20,8594
20,9704
20,9729
21,1393

811,0

Alpha = , 8431

dung luc

huong dan de hieu, de thuc hien
sua chua, bao tri dap ung tot
kiem tra bep

bao hiem

khuyen mai

thong tin hang gia

Scale Corrected
Variance Item-
if Item Total
Deleted Correlation
14,3136 , 6460
15,8438 ,5029
15,1394 , 5912
14,0691 , 6470
14,5250 , 6580
14,1252 , 6070
13,8139 , 5631
N of Items = 7

ii

Alpha
if Item
Deleted

, 8142
, 8349
, 8232
, 8137
, 8131
, 8203
, 8304



3. Thang do gia tri nhan sy EV

g w N

EV 1
EV 2
EV 3
EV 4
EV 5

Reliability Coefficients

EV 1

EV 2

EV 3

EV 4

EV 5

N of Cases =

Alpha =

Scale
Mean
if Item
Deleted

13,9655
13,8804
13,7435
13,9457
13,9790

811,0

, 7497

Sau khi loai EV_5

EV 1
EV 2
EV 3
EV 4

Reliability Coefficients

N of Cases =

Alpha =

Scale
Mean
if Item
Deleted

10,5660
10,4809
10,3440
10,5462

811,0

, 8120

giai dap thac mac
tinh than trach nhiem
thai do phuc vu

tu van huu ich

co cam tinh

Scale
Variance

if Item

Deleted

7,5198
77,6486
77,6008
7,7847
77,1119

Scale
Variance

if Item

Deleted

4,0756
4,2623
4,1864
4,4803

Corrected
ITtem-
Total

Correlation

,5786
,6127
, 6346
,5598
,3374

N of Items

Corrected
Item-
Total

Correlation

, 6389
, 6487

, 6882
, 5503

N of Items

il

5

4

Alpha
if Item
Deleted

, 6840
, 6765
, 6700
, 6927
, 8120

Alpha
if Item
Deleted

, 7604
, 7555
, 1372
, 8009



4. Thang do gia tri hinh anh IV

1. v 1 quan tam den thuong hieu
2. Iv_2 thuong hieu lon
3. Iv_3 uy tin
4. IV 5 tin tuong
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
v 1 11,1887 3,7483 , 5727 , 7748
Iv_2 11,1763 3,7800 , 6263 , 7465
Iv_3 11,1529 3,6926 , 6717 , 7243
IV 5 11,1640 3,9792 , 5954 , 7617

Reliability Coefficients
N of Cases = 811,0 N of Items = 4

Alpha = ,8018

5. Thang do chi phi bang tién MC

1. MC 1 rat mac
2. MC 2 thieu canh tranh
3. MC 3 bien dong
4., MC 4 vo binh mac
5. MC 5 phu kien mac
6. MC 7 chi phi dien thoai
7. MC 8 sua chua ton kem
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
MC 1 17,3366 13,7100 ,6023 , 71782
MC 2 17,5425 14,7473 , 5620 , 7861
MC 3 17,2256 13,3601 , 6249 , 71738
MC 4 17,3070 14,1883 , 6131 , 1769
MC 5 17,4316 14,4407 ,6021 , 71793
MC 7 17,8915 15,1388 ,4513 , 8044
MC 8 17,8101 15,7195 , 3972 , 8121

Reliability Coefficients
N of Cases = 811,0 N of Items = 7

Alpha = ,8125

v



Sau khi loai MC_7,8

Scale Scale Corrected

Mean Variance Item- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
MC 1 12,1899 8,0182 , 6331 , 7853
MC 2 12,3958 8,9999 , 5594 , 8055
MC 3 12,0789 7,6456 , 6775 , 7716
MC 4 12,1603 8,3471 , 6603 , 7775
MC 5 12,2848 8,8953 , 5693 , 8029

Reliability Coefficients
N of Cases = 811,0 N of Items = 5

Alpha = , 8241

6. Thang do chi phi thoi gian TC

1. TC 1 thoi gian dat mua
2. TC 2 thoi gian cho doi lau
3. TC 3 anh huong cong viec
4. TC 4 thoi gia lap dat, sua chua, bao tr
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
TC 1 7,3465 4,1798 , 6169 , 7583
TC 2 7,3527 4,0903 , 6240 , 71547
TC 3 77,1134 3,8809 , 6660 , 7336
TC 4 77,1073 4,2144 , 5763 , 71774

Reliability Coefficients
N of Cases = 811,0 N of Items = 4

Alpha = ,8055



7. Thang do chi phi ning lwgng EC

1. EC 1 vat va tim mua
2. EC 2 cong suc lap dat su dung
3. EC 3 cong suc yeu cau sua chua
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
EC 1 4,7596 2,4322 , 6269 , 7975
EC 2 4,5894 2,3584 , 7162 , 7094
EC 3 4,4069 2,2787 , 6784 , 7462
Reliability Coefficients
N of Cases = 811,0 N of Items = 3
Alpha = , 8194
8. Thang do chi phi tinh thin PSC
1. PSC 1 khong an tam
2. PSC 2 khong hieu nhieu lam
3. PSC 3 phai ban tam nhieu
4. PSC 4 phien phuc kho chiu
5. PSC_5 khong chac mua hang chinh hang
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
PSC 1 10,4575 8,7053 , 5419 , 1457
PSC 2 10,0691 8,0718 , 6350 , 7136
PSC 3 10,1628 8,2945 , 5760 , 7343
PSC 4 10,3268 9,2721 , 5017 , 7585
PSC 5 9,8792 8,3706 , 5324 , 7501

Reliability Coefficients
N of Cases = 811,0

Alpha = , 7815

N of Items

vi



9. Thang do gia tri danh cho khach hang duwgc cim nhin DV

1. DV 1 gia tri xung dang voi chi phi
2. DV 2 nhieu gia tri nhat voi chi phi bo ra
3. DV_3 chat luong tuong xung gia ca
4. DV 4 tiet kiem duoc nhieu chi phi
5. DV 5 san sang chi them tien
6. DV _6 tiep tuc dung khi tang gia
Scale Scale Corrected
Mean Variance Item- Alpha
if ITtem if Ttem Total if Ttem
Deleted Deleted Correlation Deleted
DV 1 16,1504 13,7502 , 7215 , 8366
DV 2 16,4316 14,2481 , 6075 , 8567
DV 3 16,1554 13,7635 , 7050 , 8394
DV 4 16,2306 14,3974 , 6300 , 8525
DV_5 16,5931 13,4490 , 7124 , 8379
DV 6 16,2072 14,3447 , 6235 , 8536

Reliability Coefficients
N of Cases = 811,0 N of Items = 6

Alpha = , 8686

Vil



Phu luc 8. Phan tich nhan tb gia tri danh cho khach hang dwgc cim nhén

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. 931
Bartlett's Test of Approx. Chi-Square 16463,458
Sphericity df 946
Sig. ,000
Total Variance Explained
Rotation
Sums of
Squared
Loadings(a
Initial Eigenvalues Extraction Sums of Squared Loadings )
Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative % Total
1 12,462 28,322 28,322 11,983 27,235 27,235 8,295
2 3,661 8,321 36,643 3,168 7,200 34,435 4,166
3 2,384 5,418 42,061 1,912 4,344 38,779 5,792
4 1,961 4,457 46,518 1,494 3,396 42,176 6,692
5 1,612 3,663 50,181 1,116 2,536 44,712 9,771
6 1,215 2,762 52,943 ,746 1,697 46,408 6,379
7 1,176 2,674 55,617 ,738 1,678 48,086 6,961
8 1,151 2,616 58,233 ,682 1,550 49,637 6,621
9 1,061 2,411 60,644 ,592 1,345 50,982 5,548
10 ,980 2,228 62,871
11 ,873 1,983 64,855
12 817 1,857 66,712
13 ,769 1,747 68,459
14 ,735 1,671 70,130
15 ,694 1,577 71,707
16 877 1,539 73,246
17 ,652 1,483 74,728
18 ,628 1,427 76,156
19 ,608 1,382 77,538
20 ,573 1,302 78,840
21 ,564 1,282 80,122
22 ,544 1,236 81,357
23 ,531 1,208 82,565
24 514 1,169 83,734
25 476 1,083 84,816
26 473 1,074 85,891
27 ,450 1,022 86,913
28 ,445 1,010 87,923
29 ,428 ,972 88,895
30 ,420 ,955 89,851
31 ,401 911 90,762
32 ,380 ,864 91,626
33 ,370 ,842 92,468




34 ,362 ,823 93,291
35 ,351 799 94,090
36 ,345 784 94,874
37 ,332 754 95,628
38 ,319 724 96,352
39 ,307 ,699 97,051
40 ,293 667 97,717
41 ,280 ,636 98,353
42 ,254 578 98,931
43 ,244 ,554 99,485
44 ,226 515 100,000

Extraction Method: Principal Axis Factoring.
a When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.

Pattern Matrix(a)

Factor
1 2 3 4 5 6 7 8 9

vo sach dep ,085| ,053| ,094| -054| ,025| ,706| ,089| -031| -079
lua xanh -018| -009| ,083| -027| ,083| ,742| -011| -141| -091
gas chat luong -062 | -026| -131 113 | -,026 655 | -,080 ,037 ,118
phu kien chat luong ,078 | -,013| -,010 ,070 ,003 448 | -.041 ,143 ,166
an toan 264 | -022| ,049| ,143| -019| ,369| -038| 031 ,052
dung luc ,782 ,051 | -246 | -026 ,035 | -,029 018 | -134 ,035
huong dan de hieu, de

thuc hien 492 | 081| -089| ,119| -112| ,101 ,050 | -,023| -133
sua chua, bao tri dap ung

tot ,538 | ,010| ,003| -059| -073| ,167| ,095| ,146| -105
kiem tra bep ,764 112 ,001 | -,041 ,021 | -,040 ,053 ,035 | -,020
bao hiem ;719 | -,051 ,012 ,035 | -,071 ,027 | -,062 | -,001 ,064
khuyen mai 647 | -,104 ,198 | -,051 ,047 | -021| -057 ,072 | -,010
thong tin hang gia 522 | -170| ,087| ,060| ,075| -057| -108| ,099 | 177
giai dap thac mac ,091 ,017 ,065 ,013 181 -115| -,008 607 | -,029
tinh than trach nhiem ,063 | -,013| -111| -053| -107 ,037 ,011 770 ,010
thai do phuc vu ,051 000 | -066| ,040| ,040| -042| ,068| ,704| -042
tu van huu ich ,138 ,066 ,118 ,027 125 | -012| -107 418 | -072

quan tam den thuong hieu
,026 | -,046 ,109 ,591 ,107 ,026 ,043 ,000 | -,083

thuong hieu lon -013| 050 | -086| ,786| -030| -006| -052| -122| ,029
uy tin -032| -003| -095| ,809| -062| -017| ,071 ,094 | -018
tin tuong ,042| -007| ,027| 72| ,050| ,076| ,047| ,063| -,005
rat mac -006| ,698| -032| -042| -065| ,058| -027| ,034| ,028
thieu canh tranh -127| 597 | -075| -051| -026| ,083| -050| ,008| ,143
bien dong -053| ,760| -032| -076| ,061 ,042 | 107 | ,101| -,030
vo binh mac 058 | 773 | 041 ,061 ,053| -,036| -039| -065| -024
phu kien mac ,092| 674 69| ,083| ,020| -09 | -056| -057| -,069
chi phi dien thoai ,005 ,300 178 ,158 | -,057 | -119| -,001 ,027 ,205
thoi gian dat mua -040| ,049| 557| ,035| -135| -026| -028| ,110| ,133
thoi gian cho doi lau -,308 ,009 649 | -025| -078 ,099 | -,061 ,073 ,046

anh huong cong viec ,079 ,007 , 769 | -,058 | -,035 ,083 127 | -,085| -,120

i




thoi gia lap dat, sua chua,

bao tr 156 | ,021| ,594| -038| ,017| -027| ,009| -127| ,074
vat va tim mua 011 ,066| -058| -123| ,023| ,079| ,005| ,021| ,833
cong suc lap dat su dung -014 | -040| ,170| ,059| ,009| ,009| ,037| -047 | 649
cong suc yeu cau sua

chua ,030| -027| ,078| ,060| ,004| -128| ,062| -080| ,632
khong an tam ,106 | ,038| -027| -166| -103| ,002| ,456| ,078| ,197
khong hieu nhieu lam -078 | -098| -023| ,070| -084| -067| ,768| ,059 | -,042
phai ban tam nhieu 13| ,046| ,081| ,033| ,063| ,034| ,763| -005| -022
phien phuc kho chiu -053 | -022| ,199| -016| ,160| ,004| ,420| -056 | 171
khong chac mua hang

chinh hang - 178 | -022| -022| ,052| -025| ,043| ,526| -058| ,059

gia tri xung dang voi chi
phi -,040 ,086 | -,094 ,082 ,810 | -,010 ,033 | -,051 -,015

nhieu gia tri nhat voi chi
phi bo ra -,034 ,038 | -,089 | -,035 ,623 ,037 ,031 ,067 ,001

chat luong tuong xung gia
ca -,026 | -,040 | -,025 ,058 ,638 ,032 | -,095 ,020 ,013

tiet kiem duoc nhieu chi phi
-,025 | -,047 ,063 ,003 574 ,080 | -,053 ,030 | -,079

san sang chi them tien ,090| -029| ,000| -079| ,760| -,030 ,006 ,059 | ,055
tiep tuc dung khi tang gia 15| -012| -,083 ,024 ,567 ,058 ,027 | -,018 ,072

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.
a Rotation converged in 8 iterations.

Structure Matrix

Factor

1 2 3 4 5 6 7 8 9
vo sach dep ,389 027 | -173 ,329 ,329 676 | -,160 272 | -,198
lua xanh 342 | -077 | -,237 ,378 ,389 704 | -275 217 | -274
gas chat luong A405| -130| -350| ,494| 449| 728 -356| ,359 | -.225
phu kien chat luong 423 | -080| -,186 ,404 ,385 ,562 | -,250 400 | -,091
an toan 528 | -108 | -213| 477 | ,446| ,578| -302| ,407| -,185
dung luc 756 | -106 | -454| 338| 506| ,413| -298| 396 -.281
huong dan de hieu, de
thuc hien ,558 | -,020| -306| ,360| ,366| ,414| -232| ,345| -290
sua chua, bao tri dap ung
tot 638 | -080| -254| ,305| ,406| 448 | -207| ,476| -.249
kiem tra bep 727 | 009 | -227| ,299| ,428| 359 | -200| 461 -,186
bao hiem 712 -146| -242| 379| ,460| 404 | -297| 455 | -A177
khuyen mai ,655 | -,188 | -,120 ,318 ,459 322 | -,285 A70 | -,168
thong tin hang gia 615 | -274 | -157 ,389 ,492 313 | -,333 482 | -,095
giai dap thac mac 525| -155| -187| 379 | 531 293 | -,351 721| -235
tinh than trach nhiem 511 | -128 | -272| ,314| ,429| 353 | -296| ,761| -218
thai do phuc vu 532 | -151| -272| ,390| 504 | ,349| -322| ,761| -.264
tu van huu ich 501 | -105| -172| 388 | 496 | 342 | -379| 609 -262
quan tam den thuong hieu

377 | -192| -158| 668 | 477 | ,404| -347| ,350| -.255
thuong hieu lon 302 111 -215 725 ,397 ,388 | -,356 237 | -.210
uy tin ,390| -163 | -265| 786 | 469 | ,441| -360| ,406 | -.261
tin tuong 413 | -146 | -191 668 | 468 | ,449| -328| ,395| -217
rat mac -109 | ,710| ,187| -169| -297| -037| ,270| -109 | ,194

il




thieu canh tranh -206| ,625| ,196| -204| -325| -077| ,278| -175| ,265
bien dong -099| ,763| ,187| -188| -273| -036| ,327| -068| ,176
vo binh mac -048 | 735| 199 | -075| -215| -029| ,215| -102| ,145
phu kien mac -065| 662| ,283| -078| -232| -091 212 | -106| 155
chi phi dien thoai -175| ,398 | ,401| -101| -306| -,202 297 | -,133 ,392
thoi gian dat mua -297 | ,268| .,686| -216| -421| -294| ,368| -167 | ,494
thoi gian cho doi lau -498 | 245| 751 | -292| -493| -323| ,376| -,291 471
anh huong cong viec -275| 267 | ,755| -264| -419| -252| ,440| -264| 397
thoi gia lap dat, sua chua,
bao tr -192| 216| ,633| -213| -328| -254| ,338| -225| 422
vat va tim mua -218 | 272 | 421| -303| -388| -210| ,461| -201 813
cong suc lap dat su dung -269| ,185| 540 | -211| -387 | -258| ,440| -244| 748
cong sucC yeu cau sua
chua -296 | 188 | 497 | -269| -425| -358| 467 | -295| 735
khong an tam -222 | 301 339 | -424 | -477| -278| 640 | -231 ,486
khong hieu nhieu lam -355| ,204| ,335| -367| -518| -343| ,747| -317| ,385
phai ban tam nhieu -135| ,305| ,339| -254| -364| -,161 695 | -.200 ,368
phien phuc kho chiu -,270 ,198 442 | -274 | -354 | -250 542 | -264 ,465
khong chac mua hang
chinh hang -389| ,220| ,308| -319| -469| -267| ,606| -364| ,379
gia tri xung dang voi chi
phi 507 | -251| -441 524 | 795| 453 | -507 | 442 -412
nhieu gia tri nhat voi chi
phi bo ra A435| -221| -370| 381 647 | 385 | -406| ,421| -329
chat luong tuong xung gia
ca 499 | -345| -400| 520| ,768| 451 | -563| 474 -393
tiet kiem duoc nhieu chi phi

444 | -303 | -323| 444 | 681 420 | -488 | 428 | -385
san sang chi them tien ,557 | -,315| -,354 428 | 772 ,399 | -473 509 | -,322
tiep tuc dung khi tang gia 520 | -254 | -369 441 671 435 | -411 424 | -290

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.
Factor Correlation Matrix

Factor 1 2 3 4 5 6 7 8 9
1 1,000 -,152 -,365 ,493 ,656 547 -,381 ,635 -,300
2 -,152 1,000 ,288 -,210 -,392 -,086 ,382 -,168 ,259
3 -,365 ,288 1,000 -,265 -,478 -,364 457 -,255 ,570
4 ,493 -,210 -,265 1,000 611 ,560 -,490 ,465 -,304
S ,656 -,392 -,478 611 1,000 ,545 -,643 ,598 - 477
6 ,547 -,086 -,364 ,560 ,545 1,000 -,368 436 -,314
7 -,381 ,382 457 -,490 -,643 -,368 1,000 -,408 545
8 ,635 -,168 -,255 ,465 ,598 436 -,408 1,000 -,266
9 -,300 ,259 ,570 -,304 - 477 -,314 ,545 -,266 1,000

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.
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KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling
Adequacy. 931
Bartlett's Test of Approx. Chi-Square 15650,619
Sphericity df 861
Sig. ,000
Total Variance Explained
Rotation
Sums of
Squared
Loadings(a
Initial Eigenvalues Extraction Sums of Squared Loadings )
Factor Total % of Variance | Cumulative % Total % of Variance | Cumulative % Total
1 12,038 28,662 28,662 11,565 27,536 27,536 7,881
2 3,457 8,232 36,894 2,977 7,088 34,624 3,868
3 2,381 5,668 42,562 1,912 4,552 39,176 5,571
4 1,929 4,593 47,155 1,467 3,493 42,669 6,616
5 1,565 3,727 50,882 1,078 2,567 45,236 9,512
6 1,204 2,866 53,747 742 1,767 47,003 6,741
7 1,171 2,789 56,537 731 1,739 48,743 6,500
8 1,146 2,728 59,265 679 1,618 50,360 5,438
9 1,048 2,496 61,761 ,584 1,391 51,751 5,442
10 ,940 2,237 63,998
1 ,839 1,997 65,995
12 ,753 1,793 67,788
13 732 1,743 69,530
14 ,706 1,682 71,212
15 ,657 1,564 72,776
16 ,648 1,543 74,320
17 ,624 1,486 75,805
18 ,608 1,447 77,253
19 ,580 1,382 78,635
20 ,560 1,333 79,967
21 ,539 1,283 81,250
22 ,531 1,265 82,515
23 ,514 1,223 83,738
24 ,489 1,164 84,902
25 ,461 1,096 85,998
26 ,455 1,082 87,081
27 445 1,060 88,141
28 426 1,015 89,156
29 417 ,992 90,148
30 ,390 ,927 91,075
31 ,378 ,900 91,975
32 ,370 ,881 92,856
33 ,355 ,845 93,701
34 ,350 ,834 94,536




35 ,340 ,810 95,345
36 ,321 764 96,109
37 ,313 746 96,856
38 ,297 ,708 97,563
39 ,282 671 98,234
40 ,263 627 98,861
41 ,249 ,593 99,454
42 ,229 ,546 100,000

Extraction Method: Principal Axis Factoring.
a When factors are correlated, sums of squared loadings cannot be added to obtain a total variance.

Pattern Matrix(a)

Factor
1 2 3 4 5 6 7 8 9

vo sach dep 107 | ,036| ,092| -042| ,019| ,078| -039| ,713| -075
lua xanh ,011| -018| ,068| ,000| ,084| -026| -149| ,712| -075
gas chat luong -038| -021| -136| ,143| ,002| -082| ,039| ,580| ,119
phu kien chat luong ,082 | -022| -015 ,071 ,033 | -,026 ,146 413 147
dung luc ,765| ,055| -252| -014| ,048| ,015| -130| -040| ,043
huong dan de hieu, de

thuc hien 498 | 083 | -088| ,141| -126| ,034| -023| ,098| -112
sua chua, bao tri dap ung

tot 545 | -003| ,009| -057| -,091 088 | 144 | 194 | -104
kiem tra bep ,752 ,107 ,004 | -,037 ,019 ,051 037 | -024| -017
bao hiem ,710 | -,058 ,017 ,034 | -070| -,058 ,004 ,047 ,059
khuyen mai 638| -100| 196 | -042| 052| -056| ,073| -014| -006
thong tin hang gia 513 | -,173 ,092 ,056 ,078 | -,101 ,103 | -,037 ,170
giai dap thac mac ,087 ,025 ,071 ,024 A74 | -014 610 | -113| -019
tinh than trach nhiem ,064 | -016| -108| -048 | -114 ,007 772 ,040 ,014
thai do phuc vu ,042| 011 -069| ,050| ,053| ,066| ,707| -069 | -034
tu van huu ich 134 ,075 ,120 ,042 126 | -112 422 | -025| -,060

quan tam den thuong hieu
,034 | -,041 ,115 ,606 ,093 ,037 ,005 ,025 | -,064

thuong hieu lon -,001 ,053 | -050| ,806| -057| -060| -112| ,003| ,050
uy tin -,028| ,000| -078| ,798| -065| ,069| ,107| -010| -008
tin tuong ,038 | -,001 ,034 | 565| ,065| ,051 075 | ,0861| -,001
rat mac -005| ,686| -020| -035| -074| -026| ,038| ,056| ,033
thieu canh tranh -122| 578 | -058| -053| -042| -048| ,013| ,094| 138
bien dong -054| 762 | -025| -058| ,054| ,099| ,105| ,023| -015
vo binh mac ,055| ,790| ,048| ,088| ,056| -046| -059| -068 | -,001
phu kien mac ,081 655 | 72| ,076| ,016| -042| -050| -088| -064
thoi gian dat mua -033| ,048| ,560| ,040| -152| -025| ,111| -008 | ,136
thoi gian cho doi lau -295| ,010| ,651| -019| -089| -060| ,072| ,107| ,048
anh huong cong viec ,082| ,024| ,751| -033| -029| ,126| -088| ,058| -,103
thoi gia lap dat, sua chua,

bao tr 53| ,042| ,585| -013| ,029| ,010| -125| -056| ,087
vat va tim mua 012 | ,069| -046| -114| 017 | ,007| ,032| ,074| ,810
cong suc lap dat su dung -008| -029| ,166| ,077| -009| ,019| -037| ,011 ,674
cong suc yeu cau sua

chua ,029 | -003| ,070| ,087 | -,001 042 | -070| -149| 667
khong an tam 05| ,032| -022| -173| -113| ,455| 076 | ,022| ,186
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khong hieu nhieu lam -,081| -103 | -,023 ,054 | -086 776 ,054 | -052| -058

phai ban tam nhieu ,107 ,048 ,077 ,029 ,073 ,769 | -,010 ,027 | -,031
phien phuc kho chiu -,055 | -,017 ,193 | -,016 ,164 422 | -,058 | -,001 ,166
khong chac mua hang

chinh hang -170 | -,007 | -,027 ,070 | -,030 513 | -,062 ,022 ,071

gia tri xung dang voi chi
phi -,042 ,083 | -,092 ,079 ,804 ,031 | -050| -,005, -,016

nhieu gia tri nhat voi chi
phi bo ra -,039 ,034 | -086 | -,043 ,627 ,034 ,067 ,039 | -,009

chat luong tuong xung gia
ca -,032 | -044 | -027 ,049 ,649 | -,087 ,021 ,029 ,003

tiet kiem duoc nhieu chi phi
-,020 | -,056 ,066 | -,003 ,565 | -,055 ,025 ,101 | -,081

san sang chi them tien ,079 | -,032 ,001 | -,090 ,768 ,010 ,059 | -,021 ,044
tiep tuc dung khi tang gia ,108 | -,007 | -,081 ,025 | 581 029 | -015| ,048| ,068

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.
a Rotation converged in 8 iterations.

Structure Matrix

Factor
1 2 3 4 5 6 7 8 9

vo sach dep ,385 ,037 | -,175 ,333 329 | -,159 ,276 ,701 | -,198
lua xanh 337 | -,084| -239| ,390| ,390| -277| 221 707 | -.267
gas chat luong ,393 | -115| -,352 ,497 453 | -351 ,360 694 | -228
phu kien chat luong 409 | -082| -198| 389 | 391 | -241 398 | 540 | -,110
dung luc 754 | -,091| -460 ,344 510 | -,297 ,400 371 -,281
huong dan de hieu, de

thuc hien 560 | -,005| -307| ,372| ,366| -234| ,348| 396 | -287
sua chua, bao tri dap ung

tot 643 | -053| -255| 307 | ,406| -204 | 481 447 | -254
kiem tra bep 728 | ,015| -232| ,295| 431| -196| ,463| ,338| -193
bao hiem 711 | -143 | - 247 ,374 465 | -.291 457 ,383 | -,189
khuyen mai 655 | -,183 | -120 ,316 463 | -280 472 295 | -174
thong tin hang gia 613 | -276 | -,161 382 | 498 | -325| ,482| ,289| -108
giai dap thac mac 523 | -147| -185| 380 | ,532| -346| ,722| ,269| -240
tinh than trach nhiem 510 | -,124 | -275 ,313 431 -.291 ,763 340 | -227
thai do phuc vu 525 | -,143 | -276 ,388 ,508 | -,318 ,761 311 | -271
tu van huu ich 497 | -,095 | - 171 389 | 498 | -376| ,610| ,314| -267

quan tam den thuong hieu
372 | -,189 | -,163 ,675 479 | -,345 ,351 ,382 | -,261

thuong hieu lon 297 | -,109 | -,222 735 ,399 | -,354 ,237 374 | -217
uy tin 381 | -163| -274| 779 | ,473| -355| ,406| 417 | -275
tin tuong 399 | -144 | -199 | 656 | ,473| -,321 393 | 416 | -,230
rat mac -106 | ,706 | ,178| -182| -296| ,270| -111| -009| ,186
thieu canh tranh -203| 616 | ,188| -217| -325| 278| -177| -039| 255
bien dong -097 | ,770| ,180| -196| -273| ,325| -070| -013| 175
vo binh mac -047 | 749 | ,192| -081| -213| ,214| -105| -022| (144
phu kien mac -066 | ,645| ,265| -099| -228| 214| -110| -072| ,139
thoi gian dat mua -,294 ,246 682 | -238| -419 372 | -173 | -,260 ,485
thoi gian cho doi lau -,497 ,225 754 | -311| -494 378 | -296 | -,283 467
anh huong cong viec -276 | 256 | 754 | -280| -418| 442| -270| -240| ,400
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thoi gia lap dat, sua chua,

bao tr -,194 ,207 ,634 | -228 | -,325 341 -231| -,255 424
vat va tim mua -,219 ,255 414 | -327 | -,385 466 | -205| -,187 ,800
cong suc lap dat su dung -,267 ,168 534 | -228 | -,385 441 | -247 | -233 ,759
cong suc yeu cau sua
chua -,295 ,178 494 | -281 | -423 468 | -,300 | -,352 ,755
khong an tam -,215 ,290 337 | -,437 | -477 642 | -232 | -242 ,487
khong hieu nhieu lam -,351 ,189 331 -,378 | -519 , 750 | -320 | -,313 ,386
phai ban tam nhieu -134| 296 | ,332| -268| -362| ,698| -203| -144| 367
phien phuc kho chiu -269 | ,185| 437 | -288| -352| 543 | -267| -232| ,466
khong chac mua hang
chinh hang -,385 ,221 310 | -,317 | -,470 ,603 | -,365| -,248 ,394
gia tri xung dang voi chi
phi ,504 | -,239 | -441 ,537 ,794 | -,506 ,446 426 | -,414
nhieu gia tri nhat voi chi
phi bo ra 430 -211 | -,369 ,387 ,645 | -,403 ,423 ,362 | -,334
chat luong tuong xung gia
ca 491 | -,337 | -,402 ,525 , 769 | -,560 476 415 | -,402
tiet kiem duoc nhieu chi phi

444 | -295 | -320 ,455 ,680 | -,487 ,432 ,408 | -,387
san sang chi them tien ,552 | -,306 | -,354 ,432 J72 | -,469 ,512 ,369 | -,328
tiep tuc dung khi tang gia 514 | -240 | -368 | ,448| 673| -407 | ,427| ,402| -292

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.
Factor Correlation Matrix

Factor 1 2 3 4 5 6 7 8 9
1 1,000 -,138 -,370 ,480 ,655 -,370 ,633 ,499 -,308
2 -,138 1,000 ,253 -,223 -,376 ,370 -,168 -,040 ,229
3 -,370 ,253 1,000 -,300 -, 476 ,456 -,265 -,343 ,558
4 ,480 -,223 -,300 1,000 ,627 -,497 ,458 ,531 -,344
S ,655 -,376 -,476 ,627 1,000 -,640 ,604 ,507 - 477
6 -,370 ,370 ,456 -,497 -,640 1,000 -,403 -,330 ,557
7 ,633 -,168 -,265 ,458 ,604 -,403 1,000 414 -,286
8 ,499 -,040 -,343 ,531 ,507 -,330 414 1,000 -,295
9 -,308 ,229 ,558 -,344 - 477 ,557 -,286 -,295 1,000

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser Normalization.
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Phu luc 9. Phin tich hoi quy

Correlations
Descriptive Statistics
Mean Std. Deviation N

PV 3,6588 ,63355 811

SV 3,4791 ,62753 811

EV 3,4948 ,66670 811

v 3,7235 ,62933 811

MC 3,0555 , 70835 811

TC 2,4100 ,65339 811

EC 2,2926 , 73506 811

PSC 2,5448 , 71153 811

DV 3,2589 ,73848 811

Correlations
PV SV EV \Y MC TC EC PSC DV

PV  Pearson Correlat 1 ,489* ,391*1 ,490*1 -,065 -311* -,270"1  -,319* ,504*1
Sig. (2-tailed) ) ,000 ,000 ,000 ,065 ,000 ,000 ,000 ,000
N 811 811 811 811 811 811 811 811 811

SV Pearson Correlat ,489*1 1 ,617*7 4470 - 147 -374%  -,287*] -,359* ,603*1
Sig. (2-tailed) ,000 . ,000 ,000 ,000 ,000 ,000 ,000 ,000
N 811 811 811 811 811 811 811 811 811

EV  Pearson Correlat ,391*1 ,617* 1 43291 -1439  -323 -,307*] -,397* ,585*]
Sig. (2-tailed) ,000 ,000 i ,000 ,000 ,000 ,000 ,000 ,000
N 811 811 811 811 811 811 811 811 811

v Pearson Correlat ,490*1 A447* ,432*7 1 -174*1  -,296*1 -,298* -407* ,551*1
Sig. (2-tailed) ,000 ,000 ,000 ) ,000 ,000 ,000 ,000 ,000
N 811 811 811 811 811 811 811 811 811

MC  Pearson Correlat| -,065 -,147* -,143*1  -,174* 1 ,291* ,231%] , 3051 -,325™
Sig. (2-tailed) ,065 ,000 ,000 ,000 . ,000 ,000 ,000 ,000
N 811 811 811 811 811 811 811 811 811

TC  Pearson Correlat|] -311*] -374* -323*1 -,296™ ,291*1 1 ,550*1 48711 -,513*1
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 . ,000 ,000 ,000
N 811 811 811 811 811 811 811 811 811

EC Pearson Correlat| -270*1 -287* -307* -,298* ,231*1 ,550* 1 5411 -,453*1
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 . ,000 ,000
N 811 811 811 811 811 811 811 811 811

PSC Pearson Correlat| -,319*1 -,359* -,397*1  -,407* ,305*1 ,487* ,541*7 1 -,572*
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 . ,000
N 811 811 811 811 811 811 811 811 811

DV  Pearson Correlat ,504*1 ,603* ,585*1 ,551*1  -325% -513 -453*] -572* 1
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 ,000 ,000 .
N 811 811 811 811 811 811 811 811 811

**.Correlation is significant at the 0.01 level (2-tailed).



Regression

Variables Entered/Removed

Variables Variables
Model Entered Removed Method
1 PSC, MC,
PV, EV, Tg), Enter
IV, EC, SV

a. All requested variables entered.
b. Dependent Variable: DV

Model Summary

Adjusted Std. Error of
Model R R Square [ R Square | the Estimate
1 ,7912 ,625 ,621 45446

a. Predictors: (Constant), PSC, MC, PV, EV, TC, IV, EC, SV

ANOVAP
Sum of

Model Squares df Mean Square F Sig.

1 Regression 276,095 8 34,512 167,101 ,0002
Residual 165,639 802 ,207
Total 441,734 810

a. Predictors: (Constant), PSC, MC, PV, EV, TC, IV, EC, SV
b. Dependent Variable: DV
Coefficients?
Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics

Model B Std. Error Beta t Sig. Tolerance VIF

1 (Constant) 1,807 ,196 9,207 ,000
PV ,150 ,031 ,129 4,800 ,000 ,652 1,534
SV ,234 ,035 ,199 6,646 ,000 ,521 1,919
EV ,210 ,032 ,190 6,592 ,000 ,566 1,768
\Y ,194 ,032 ,165 6,119 ,000 ,641 1,559
MC -,129 ,024 -,123 -5,322 ,000 ,871 1,148
TC -,152 ,032 -,134 -4,807 ,000 ,598 1,672
EC -,050 ,028 -,050 -1,780 ,075 ,595 1,680
PSC -,194 ,030 -,187 -6,540 ,000 ,573 1,745

a. Dependent Variable: DV
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Regression

Variables Entered/Removed

Variables Variables
Model Entered Removed Method
1 PSC, MC,
PV, E;y, TC, Enter
IV, SV

a. All requested variables entered.
b. Dependent Variable: DV

Model Summary

Adjusted Std. Error of
Model R R Square [ R Square | the Estimate
1 ,7902 ,624 ,620 ,45507

a. Predictors: (Constant), PSC, MC, PV, EV, TC, IV, SV

ANOVAP
Sum of

Model Squares df Mean Square F Sig.

1 Regression 275,440 7 39,349 190,007 ,0002
Residual 166,294 803 ,207
Total 441,734 810

a. Predictors: (Constant), PSC, MC, PV, EV, TC, IV, SV
b. Dependent Variable: DV
Coefficients?
Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics

Model B Std. Error Beta t Sig. Tolerance VIF

1 (Constant) 1,770 ,195 9,056 ,000
PV ,152 ,031 ,130 4,857 ,000 ,653 1,532
S ,233 ,035 ,198 6,591 ,000 ,521 1,918
EV ,213 ,032 ,192 6,677 ,000 ,567 1,764
v ,196 ,032 ,167 6,170 ,000 ,642 1,558
MC -,129 ,024 -,124 -5,350 ,000 ,871 1,148
TC -172 ,029 -,152 -5,843 ,000 ,689 1,452
PSC =211 ,028 -,203 -7,500 ,000 ,639 1,565

a. Dependent Variable: DV
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Phu luc 10. Phéan tich ANOVA

Test of Homogeneity of Variances

Levene
Statistic df1 df2 Sig.
LY 2,442 7 803 ,018
PV 2,532 7 803 ,014
SV ,786 7 803 ,599
EV 2,235 7 803 ,030
\Y 2,445 7 803 ,017
MC 1,033 7 803 ,406
TC ,822 7 803 ,569
PSC ,729 7 803 ,648
DV 3,148 7 803 ,003
ANOVA
Sum of
Squares df Mean Square F Sig.
LY Between Groups 6,643 7 ,949 2,010 ,051
Within Groups 379,185 803 472
Total 385,828 810
PV Between Groups 3,894 7 ,556 1,390 ,206
Within Groups 321,229 803 ,400
Total 325,123 810
SV Between Groups 3,444 7 ,492 1,252 ,272
Within Groups 315,525 803 ,393
Total 318,968 810
EV Between Groups 6,605 7 ,944 2,144 ,037
Within Groups 353,435 803 ,440
Total 360,040 810
\Y Between Groups 16,052 7 2,293 6,042 ,000
Within Groups 304,753 803 ,380
Total 320,805 810
MC Between Groups 3,014 7 ,431 ,857 ,540
Within Groups 403,409 803 ,502
Total 406,423 810
TC Between Groups 3,542 7 ,506 1,187 ,307
Within Groups 342,262 803 426
Total 345,804 810
PSC Between Groups 4,057 7 ,580 1,146 ,332
Within Groups 406,028 803 ,506
Total 410,085 810
DV Between Groups 6,131 7 ,876 1,614 ,128
Within Groups 435,603 803 ,542
Total 441,734 810




Post Hoc Tests

Multiple Comparisons

Bonferroni
Mean
Dependent | (I) nhan hieu | (J) nhan hieu | Difference Std.
Variable su dung su dung (1-J) Error Sig. 95% Confidence Interval
Lower Upper
Bound Bound
v saigonpetro | giadinh ,1044 | ,07865 1,000 -,1422 ,3509
petrovn ,0973 | ,07770 1,000 -,1463 ,3408
elf 277 | ,09247 1,000 -,1621 4175
petrolimex -,0355 | ,06059 1,000 -,2254 ,1544
saigon ,1794 | ,09059 1,000 -,1045 ,4633
vtgas ,3293(%) | ,09382 ,013 ,0352 ,6233
vinagas ,4664(%) | ,09452 ,000 ,1702 ,7627
giadinh saigonpetro -1044 | ,07865| 1,000 -,3509 1422
petrovn -,0071 | ,09315| 1,000 -,2990 ,2849
elf ,0234 | ,10578 1,000 -,3082 ,3549
petrolimex -1399 | ,07944 | 1,000 -,3888 ,1091
saigon ,0750 | ,10414 | 1,000 -,2514 ,4014
vtgas ,2249 | ,10696 | 1,000 -,1103 ,5602
vinagas ,3621(*) | ,10758 ,022 ,0249 ,6992
petrovn saigonpetro -,0973 | ,07770 1,000 -,3408 ,1463
giadinh ,0071 | ,09315| 1,000 -,2849 ,2990
elf ,0304 | ,10508 1,000 -,2989 , 3598
petrolimex -,1328 | ,07850 1,000 -,3788 ,1133
saigon ,0821 | ,10343 1,000 -,2420 ,4063
vtgas ,2320 | ,10627 ,821 -,1011 ,5651
vinagas ,3691(*) | ,10689 ,016 ,0341 ,7042
elf saigonpetro -1277 | ,09247 1,000 -4175 ,1621
giadinh -,0234 | ,10578 1,000 -,3549 ,3082
petrovn -,0304 | ,10508 1,000 -,3598 ,2989
petrolimex -1632 | ,09314| 1,000 -,4551 ,1287
saigon ,0517 | ,11493 1,000 -,3085 4119
vtgas ,2016 | ,11750 1,000 -,1667 ,5698
vinagas , 3387 | ,11806 ,118 -,0313 , 7087
petrolimex saigonpetro ,0355 | ,06059 | 1,000 -,1544 ,2254
giadinh ,1399 | ,07944 | 1,000 -,1091 , 3888
petrovn ,1328 | ,07850 1,000 -,1133 , 3788
elf ,1632 | ,09314 | 1,000 -,1287 ,4551
saigon , 2149 | ,09127 ,526 -,0712 ,5010
vtgas ,3648(*) | ,09448 ,003 ,0687 ,6609
vinagas ,5019(*) | ,09518 ,000 ,2036 ,8002
saigon saigonpetro -1794 | ,09059 1,000 -,4633 ,1045
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giadinh -0750 | ,10414 | 1,000 -,4014 2514
petrovn -,0821 | ,10343 1,000 -,4063 ,2420
elf -0517 | ,11493 1,000 -,4119 , 3085
petrolimex -2149 | ,09127 ,526 -,5010 ,0712
vtgas ,1499 | 11602 1,000 -,2138 5135
vinagas ,2870 | ,11659 ,393 -,0784 ,6524
vtgas saigonpetro -,3293(*) | ,09382 ,013 -,6233 -,0352
giadinh -,2249 | ,10696 | 1,000 -,5602 ,1103
petrovn -,2320 | ,10627 ,821 -,5651 ,1011
elf -,2016 | ,11750 1,000 -,5698 ,1667
petrolimex -,3648(*) | ,09448 ,003 -,6609 -,0687
saigon -1499 | 11602 1,000 -,5135 ,2138
vinagas 1371 11912 1,000 -,2362 ,5105
vinagas saigonpetro -,4664(*) | ,09452 ,000 -, 7627 -,1702
giadinh -,3621(*) | ,10758 ,022 -,6992 -,0249
petrovn -,3691(*) | ,10689 ,016 -,7042 -,0341
elf -,3387 | ,11806 ,118 -,7087 ,0313
petrolimex -,5019(*) | ,09518 ,000 -,8002 -,2036
saigon -,2870 | ,11659 ,393 -,6524 ,0784
vtgas -1371 | 11912 1,000 -,5105 ,2362

The mean difference is significant at the .05 level.
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