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LOT CAM ON
DPé€ hoan thanh luin vin nay, toi xin chin thanh gii 13i cAm on t6i:

Qiy Thay, C6 Trudng Pai hoc Kinh t€ Thanh phd H6 Chi Minh da hét
long truyén dat nhitng ki€n thifc qiy bdu trong sudt thdi gian toi hoc tai
Trudng, dic biét 1a Phé Gido su, Ti€n si Nguyén DPinh Tho — Gidng vién
Khoa Qudn tri kinh doanh di huéng din tin tinh vé phuong phdp khoa hoc
va ndi dung dé tai.

Thac si Nguyén Khénh Duy, gidng vién Khoa Kinh t&€ phat trién di cung
cAp mot s6 tai liéu va gitp toi hoan thién hon luin vin clia minh.

Céc ban sinh vién trudng Pai hoc M3 TP. H6 Chi Minh da gidp toi diéu
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Ban Quan tri va toan thé thanh vién dién dan caohockinhte.info ¢ dong

vién, khich 1€ t61 trong qua trinh thyc hi€n ludn van.
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CHUONG 1
TONG QUAN

1.6 LY DO CHON PE TAI

Theo website Tin hoc tai chinh Online (2008), da c¢6 1,114 ty chi€c dién
thoai di dong dugc bén ra trén toan th€ gidi nim 2007, nhiéu hon nim 2006
la 12,4%. Pay la nim ma Samsung da qua mét Motorola tr§ thanh hang sin
xuat dién thoai 16n thit hai th€ gidi. Samsung da c¢6 mifc ting trudng gdp bdn
1an so vdi ting trung binh cda thi trudng, di€u nay dat dudc nhd vao cdc dong
dién thoai ddi cao & My va chiu Au. Con Motorola thi ban ron véi viée tao
ra cdc model méi cho chdu Au va chiau A. Cudc canh tranh ngdi vi thit hai
gitta Samsung va Motorola s& rat thd vi trong nim 2008 nay. Ciing theo bdo
cdo gifta tudn cda IDC, quy IV nim 2007, Nokia da xud't xudng s6 dién thoai
16n hon cd ba hang 1a Samsung, Motorola va Sony Ericsson gop lai. Trung
binh mdi ngay Nokia dua ra 1,5 triéu mdy. Nha sdn xui't Phan Lan trén cho
bi€t, né€u khong khan hi€m nguyén vat liéu va linh kién, con s& d6 c6 thé sé&
hon.

Theo thong ké ctia IDC, tdng két quy IV nim 2007, Nokia chi€m 40% thi
phan toan cau, ti€p dé 12 Samsung véi 13,9%, Motorola véi 12,2%, Sony
Ericsson v6i 9,7% va vi tri th 5 danh cho LG véi 7,1%.

DPién thoai di dong dang trd thanh mot trong nhitng thi€t bi cdng nghé
quan trong phuc vu nhiéu nhu cau khdc nhau cia con ngudi, trong dé quan
trong nhat 1a nhu cau vé€ thong tin lién lac.

Véi tdc d6 phdt trién kinh t€ khd nhanh ciing vdi nhitng nd lyc hoi
nhap kinh t€ qudc t&€, Viét Nam dang tirng budc trd thanh mot thi trudng hip

din ddi vdi cdc cong ty nudc ngoai. Cling véi hang loat sdn phdm cong nghé



cao khdc, dién thoai di dong ciing dudc nhdp khau va bdn tai thi trudng Viét
Nam. Dén nay, dién thoai di dong da tr§ nén rit quen thudc tai Viét Nam,
thim chi c¢6 nhiéu ngudi sit dung nhiéu dién thoai cuing lic. Theo Website
VCTV (2008), dién thoai di ddng khing dinh 13 sdn ph&m cong nghé din diu
tai Viét Nam niam 2007, chi€ém 23% tong gid tri thi trudng cdc sin phim
cong nghé tai Viét Nam. V6i mic do canh tranh cao va toc dd ra mit sdn
phim mdi lién tuc, da dang, dién thoai di dong vin dudc du dodn Ia sin
phdm din diu trong thi trudng cdc san phdm cong nghé din diu tai Viét
Nam trong vai nim t4i.

Néu nhu truSc diy chi c6 5 hing chd yéu va ndi bat nhit (chi€m
khoang 90% thi phﬁn) la Nokia, Samsung, Motorola, Sony Ericsson va
Siemens cung cAp sin phdm tai Viét Nam thi tinh d&€n dau nim 2008 di c6
khodng 30 thuong hi€éu khdc nhau xudt hién tai thi trudng nay. Tuy nhién,
ding dau van 1a 3 thuong hiéu Nokia, Samsung va Motorola trong khi cic
thuong hiéu con lai chi€m thi phidn khong ddng k€. Toian bd nim 2007 thi
trudng Viét Nam tiéu thu khodng hon 5 triéu chi€c dién thoai di dong (so v6i
hon 3,5 triéu chi€c cda nim 2006), véi gia tri khodng gan 800 triéu USD
(khong tinh hang nhép lau).

Tuy nhién, thi trudng Viét Nam van con rat 16n vi hién nay mdi chi ¢6
khodng 30% dan s6 Viét Nam st dung dién thoai di dong, trong khi ¢c6 mot
bo phan khich hang xem dién thoai di ddng nhu mot mon thdi trang. Vi vay,
viéc canh tranh gay git giita cic hing dang dién ra vdi nhiéu phuong thic

marketing dudc sit dung dé giit va chi€m thém thi phan tir cdc ddi thi khac.



Bang 1.1: Thi phan dién thoai di dong tai Viét Nam

THUONG HIEU NAM 2004 | NAM 2005 | NAM 2006 | NAM 2007
Nokia 51% 50% 50% 52%
Samsung 35% 30% 19% 18%
Motorola 1,8% 10,8% 20% 16%
Cic thuong hiéu khdc | 12,2% 9,2% 11% 14%

Nguén: Tong hgp tir GFK Asia

Tur diéu nay, cdc hing cang ngdy cang chi y dén yéu td khach hang
dé khong ngirng d6i méi, dic biét 14 d6i méi vé san phdm va hinh dnh dé
gin giii va phi hdp hon véi khdch hang Viét Nam. Chic chin, cdc hing dién
thoai di dong cling phdi tinh dén c4c y&u t6 vé xay dung thuong hiéu, va mot
trong cdc y€u t6 d6 1a tinh cdch thuong hiéu.

Nhiéu khdch hang cho riing: “tdi rit quan tim dén thuong hiéu khi

2 (13

chon mua dién thoai di dong”, “dién thoai di dong c6 thé 1am t6i ndi troi
hon”, “tdi sdn saing gidi thiéu cho ngudi khac vé dién thoai di ddng ma minh
dang st dung hoic chia sé kinh nghiém ctia minh”, “td6i cAm thay buc minh

hoic bi xdc pham khi c6 ngudi khdc phé binh, ché bai hodc mot bai vi€t/bai

binh luan khong 5t vé thuong hiéu dién thoai di dong t6i dang st dung™'...

Nhiéu cong ty dang cd ging dé dat dugc su chi ¥ clia cdc khich hang
muc tiéu biing cich tao ra mdt hinh dnh thuong hiéu khdc biét cho sdn phdm
cda ho. Tai Viét Nam hién nay dd xuit hién nhitng quing cdo, slogan clia
cdc thuong hiéu nhu : Samsung X600 “N&i bat trong dém”, Nokia 7200
“Pam mé day quyén rii”, Nokia 3200 “Sanh diéu trong sy don gidn”, Nokia
3230 “Lam hét minh, chdi hét sitc”, SYM Husky “Thanh tao diing mianh”,

Ericsson T 29S “Sang trong va tinh t€”, Sony Ericsson T2901 “Pon gidn,

' Trén day chi 1a mot vai y kién ca mot s6 khach hiang trong khio sét clia tdc gid



thanh lich” ... Nhitng nét dic trung clia con ngudi thudc nhitng loai nay két
hop véi thuong hiéu goi 1a “brand personality ” (tinh cdch thuong hi€u).

Viéc khdo sat cdc nhan td tinh cdch thuong hiéu va tdc dong cla ching
dén long trung thanh clia khach hang 1a rat cin thiét, vi tir d6 c6 thé dua ra
nhitng cdi ti€n nhim ning cao 1dong trung thanh, khd ning chi€m linh thi
phan cao hon clia doanh nghiép. Nhiim nghién ctfu va dua ra cdc két ludn
mang tinh khoa hoc gép phan vao viéc xay dung thuong hiéu va ning cao
1dong trung thanh khich hang do6i vdi thuong hiéu cia doanh nghiép, tic gid
lua chon dé tai “Tac dong ciia cdc nhéan té tinh cach thuong hiéu dén long
trung thanh cua khiach hang: nghién ciéu truong hgp thi truong dién

thoai di dong Viét Nam”.
1.7 MUC TIEU NGHIEN CUU

- X4c dinh cdc nhan 8 tinh c4dch thuong hiéu clia nhitng thudng hiéu
dién thoai di dong tai thi truGng Viét Nam.

- Xéc dinh mtic do tdc dong clia nhitng nhan t6 tinh cdch thuong hiéu
dén 1ong trung thanh clia khdch hang d6i v6i thuong hiéu dién thoai di dong
tai thi trudng Viét Nam.

- So sidnh sy khdc nhau clia cdc nhidn t0 tinh cdch thuong hiéu giita
nhitng khiach hang c6 dic di€ém khac nhau (vé do tudi, gi6i tinh, muc thu
nhip trung binh va cd quan cong tic).

- Tt k€t qua phan tich, tdc gid duwa ra nhitng ham y chinh sdch cho doanh

nghiép nhim ning cao long trung thanh cta khdch hang déi véi thuong hiéu.

1.8 PHAM VI VA PHUONG PHAP NGHIEN CUU



- Bdi tugng khdo sdt 1a cdc khdch hang dang s dung dién thoai di dong
tai Viét Nam, ¢d mau: 250 (Xem thém chuong 3).

- Nghién cttu dudc ti€n hanh thdong qua hai giai doan chinh 1a: (1) nghién
citu dinh tinh nhim x4y dung va hoan thién bidn phdng van; (2) nghién cifu
dinh lugng nhim thu thap, phan tich dit liéu khdo sét, ciing nhu udc ludng va
kiém dinh cdc md hinh.

- Pé tai st dung nhiéu cong cu phan tich dit liéu: cdc thdng ké mo ta,
phan tich nhan t& khdm ph4 (EFA), kiém dinh thang do (Cronbach’s Alpha),
t-test, ANOVA, hdi quy boi v6i phan mém SPSS for Windows 11.5.

1.9Y NGHIA THUC TIEN CUA PE TAI

- P& tai cung cAp thong tin va nhitng ludn cit khoa hoc d€ cdc nha quén tri
doanh nghiép dé ra cac bién phap cu thé nhim ning cao mifc d6 trung thanh
cia khach hang doi véi thuong hiéu dién thoai di dong.

- Pé tai cho thdy m&i quan hé giita cdc nhin td tinh cidch thuong hiéu va
long trung thanh clia khiach hang, ddng thdi chi ra cdm nhan vé cdc nhan &
tinh cdch thuong hiéu cla cdc ddi tugng khach hang khic nhau (v€ gidi tinh,
do tudi, mdc thu nhip binh quén...) s€ khic nhau véi dd tin cdy 95%, tor do
c6 thé dua ra cdc ham y chinh sach phit hop d6i v6i cac phan khic thi trudng
khac nhau.

- Pé tai nay gép phan phat trién 1y thuyét trong linh vuc quan tri
marketing; 1an dau tién 4p dung va ki€m dinh thang do tinh cdch thuong hiéu
tai Viét Nam md dudng cho cic nghién cttu khic cu thé hon, pham vi rong
hon.

- Ngoai ra, dé tai con Ia tai liéu tham khdo hitu ich trong viéc xay dung

nhitng cong cu do ludng cdc nhin t6 tinh cdch thuong hiéu.



1.10 KET CAU CUA BAO CAO NGHIEN CUU
K&t cAu bdo cdo nghién cifu gdm c6 5 chuong:
Chuong 1. Téng quan

Chuong 2. Co s& ly thuy€t va mo hinh nghién ciu
Chuong 3. Thi€t k€ nghién citu

Chuong 4. Phan tich k&t qua khdo sét

Chuong 5. Y nghia va két ludn



CHUONG 2
CO SG LY THUYET VA MO HINH NGHIEN CUU

2.1 GIOI THIEU

Chuong 2 trinh bay nhitng ndi dung cd bdn cla cdc Iy thuyét cé lién
quan d€ 1am cd s3 nén tidng cho nghién ctu nay. Nhiéu thuat ngit, khdi niém,
mo hinh § chuong nay dugc st dung cho cac chuong khdc. Chuong nay ciling
trinh bay m6 hinh nghién ctu clia dé tai.

2.2 THUGNG HIEU VA TINH CACH THUONG HIEU
2.2.1 Thuong hiéu

Theo Moore (2003), thuong hiéu (brand) 1a tdng hop tit cd cic yéu t&
vat chit, thim m¥, Iy 1& va cdm xidc cia mdt sadn phadm, hoic mdt dong san
phidm, bao gdm ban thin sdn pham, t&n goi , logo, “hinh 4nh” va moi su thé
hién hinh dnh, dan qua thdi gian dudc tao dung rd rang trong tAm tri khdch
hang nhiim thi€t [dp mot chd ditng tai do.

Ngoai ra con c¢é nhiéu quan di€ém khic vé thuong hiéu. Theo Nguyén
Dinh Tho & Nguyé&n Thi Mai Trang (2002), ¢6 thé chia thanh hai quan diém
chinh:

a. Quan diém truyén thong cho ring thuong hiéu 1a “mdot cdi tén, mot
tir, thi€'t k€&, bi€u tugng hodc bat ky mot dic di€ém nao d€ phan biét sin phdm
hay dich vu cda don vi ndy vdi don vi khac”. Nhu vdy, v6i quan di€ém nay,
thuong hiéu dudc xem 13 thanh phan cda sdn phaAm va chic ning chinh clia
thuong hiéu 13 d€ phan biét san phaAm clia doanh nghiép minh vé6i cdc sdn

pham khéc trong ciing tip canh tranh.



b. Quan di€m tong hop vé thuong hiéu cho ring thuong hiéu khong chi
12 mot cdi tén hay mdt biéu twugng ma né phic tap hon nhiéu, né 1a mot tap
céc thudc tinh cung cip cho khdach hang muc tiéu céc gid tri ma ho doi héi.
Theo quan di€m nay sdn phdm chi 13 mot thanh phin cla thuong hiéu lam
nhiém vu cung c4p 1gi ich chitc ning cho ngudi tiéu dung. Trong khi do,
thuong hiéu vira cung cip cho khdch hang muc tiéu khong nhitng 1¢i ich chic
ndng ma con Igi ich tim ly.

c. Quan di€m tdng hgp vé thuong hiéu ngay cang dudc nhiéu nha
nghién citu va thyc tién chip nhin. Ly do 12 ngudi tiéu ding luén mong
mudn dudc thda man hai nhu ciu, nhu cau vé chifc ning va nhu ciu vé tim
ly. S4n phdm chi cung cAp cho ngudi tiéu dung 1¢i ich chifc ning con thuong
hiéu mdi cung c4Ap cho ngudi tiéu dung cd hai. Hon nita, nhu Stephen King
clia tip doan WPP da tirng phat bi€u: “San phdm 13 nhitng gi dudc sdn xuat
trong nha mdy con thuong hiéu 12 nhitng gi khiach hing mua. Sdn phim c6
thé bi bit chudc bdi cac d6i thi canh tranh nhung thuong hiéu 1 tai sin
riéng clia cong ty. S&n phdm c6 thé nhanh chéng bi lac hiu, nhung thuong
hiéu, né€u thanh cong sé& khong bao gid bi lac hau”. Chinh vi vdy, din dan
thuong hiéu di thay th& cho sdn pham trong cic hoat dong ti€p thi ctia doanh
nghiép. Vé6i quan di€m tdng hop thi mot thuong hiéu dude ciu tao bdi nhiéu
thanh phin. Hién nay chua c6 mot sy thng nhit gifta cdc nha nghién citu vé
cdc thanh phan c4u thanh mot thuong hiéu. Tuy nhién, mdt thuong hiéu phai
c6 cdc thanh phan chinh nhu tén goi, biéu tugng, ban quyén, thudc tinh, tinh
niang s dung sdn pham, dich vu hd trg, nhan cich thuong hiéu, qudc gia xuat

xt, gid tri thong dat,..



2.2.2 Thanh phan ctia thuong hiéu

Nhu di trinh bay & trén, khdi niém thuong hiéu ngay nay dudc hi€u
theo nghia rong hon chit khong don gidn 1a cdi tén, bi€u tudng,..., d€ phan
biét sdn phdm clia minh v6i sdn phAm cda doi thd canh tranh, ma né 1 tip
hdp cédc thanh phin c¢é muc dich cung cip 16i ich chifc ning va tdm 1y cho
khach hang muc tiéu. Thuong hiéu c6 thé bao gdm cédc thanh phan sau:

Thanh phan chife niing: thinh phian nay c¢6 muc dich cung cip Idi ich
chitc ning cho khiach hing muc tiéu va né chinh la sin ph&m. N6 bao gém
cac thudc tinh mang tinh chitc niang (functional attributes) nhu c6ng dung san
pham, cic dic trung bo sung (features), chi't lugng.

Thanh phin cdm xiic: thinh phin ndy bao gdm cic y&u td gid tri
mang tinh bi€u tugng (symbolic values) nhim tao cho khiach hang muc tiéu
nhitng 1gi ich tAm 1y. Cdc y&u td nay c6 thé 1a tinh cdch thuong hiéu (brand
personality), biéu tugng (symbols), ludn cif gia tri hay con goi 12 ludn cif ban
hang doc dédo, goi tit 12 USP (unique selling proposition), vi tri thuong hiéu,
ddng hanh vé6i cong ty (organisational associations) nhu qudc gia xudt xi

(country of origin), cong ty ndi dia hay qudc t€...

2.2.3 C4c nghién cifu vé tinh cdch thuong hiéu

Trong cdc thanh phan cla thuong hiéu néu & muc trén, c6 1& yéu to
quan trong nhit cla thuong hiéu tao nén Igi ich cho kh4dch hang muc tiéu 1a
tinh cdch thuong hi€u. Aaker dinh nghia, tinh cach thuong hi€u “la mot tap
thudc tinh cda con ngudi gdn lién véi mdt thuong hiéu”. Nhu vay, tinh cdch
thuong hiéu sé cé nhitng dic tinh cda con ngudi nhu gidi tinh, tudi tic, ting
16p xa hoi, cling nhu nhitng cdAm xdc ctia ho nhu nhiét tinh, au lo, da cam,

V.V.



Moore (2003) cho ring “Tinh c4ch thuong hiéu (Brand Personality) 1a
tap hop nhitng nét cam xic dudc ding d€ dinh hinh thuong hiéu”.

Con theo Kotler (2002) thi: “Nhitng ngudi 1am marketing c6 thé cung
cAp sdn pham cdia ho vdi nhitng tinh c4dch thuong hiéu phii hdp véi tinh cich
clia ngudi tiéu ding. Ching han, mdy tinh iMac clia hdng Apple c6 tinh cdch
than thién, hop thdi trang da thu hit ngudi mua khong cdm tha'y chin ddi véi

nhitng chi€c mdy tinh c4 nhan binh thudng”.

Van dé tinh c4ch tic dong dé€n cdc khia canh khac nhau clia hanh vi
ngudi tiéu dung nhu th€ nao di dugc nghién citu rong rii, nhung nghién cttu
vé tinh cdch thuong hiéu chi méi bit ddu gan day, mic du trong linh vuc tiép
thi mot s6 nghién citu da dudc hoan thanh va xuat bdn. Vi du nhu Plummer
(1985) nghién citu tinh ciach thudng hiéu tic dong nhu th€ ndo dén su lua
chon clia khach hang vé mdt loai nuéc ngot véi mdt hinh dnh thuong hiéu
khdc biét & My. Aaker (1996) tom lugc vai trd cda tinh cdch thuong hiéu
trong xdy dung ning luc thuong hiéu, va chi ra tim quan trong clia nghién

citu thuc nghiém va nhu cau cin thiét cia né.
2.2.4 Nghién citu vé sy gan két xa hoi va gin ké't thuong hiéu

Trong tAm 1y hoc xd hoi, gidn k&t x4 hoi c6 nghia 12 mot ngudi coi
chinh ho nhu 12 mdt thanh vién cda xa hoi. Mot biéu hién cla su gin k&t véi

mot td chic 12 dude coi nhu 1a mot dang dic biét clia gén k&t xa hoi.

Con ngudi c¢6 xu huéng st dung nhiéu yéu td khdc nhau d€ phan loai
chinh ho nhu 12 thanh vién thuéc vé mot nhém dic biét. Hién tuong nay,
dudc bit ngudn trong cudc sdng xa hoi clia chiing ta, thudng dudc goi 1a gin

ké&t xa hoi. Tém lai, gdn k&t xa hoi ham ¥ chiéu huéng thudc vé cdc nhém



hoic 8 chic nhat dinh. G day, mot nhém bao gdm cd nhém lién quan, nghia
12 n6 khong chi bao gdm mot nhém ma moi ngudi thudc vio nhém d6 ma
con 12 mdt nhdm ma moi ngudi khao khat dugc 1a thanh vién. Fournier
(1998) da nghién ctu ngudi tiéu ding gin két ho véi thuong hiéu nhu th€
nao bing cdch s dung phan tich thuong hiéu.

Tuy nhién, tit cd cdc nghién ctu nay khdo sit sy gin két to chiic,
khong phdi sy gin két thuong hiéu. Gan day, Aaker (1999) dua ra mot khdi
niém vé su gin k&t thuong hiéu dua trén nghién citu cda ba vé vai trd thuong
hiéu trong sy tu bi€u hién.

Trong nghién ctfu cia minh tai thi trudng dién thoai di dong Han Qudc,
Kim & ctg (2001) di chitng minh ring sy gin két thuong hiéu c6 4nh hudng
dé&n 1ong trung thanh cda khach hang déi véi thuong hiéu do.

Mael & Ashforth (1992) da do ludng mitc dd gin két véi thuong hiéu
bing cdc yéu td:

- Thanh cdng cua thuong hi€u nay chinh 1a thanh cdng cia toi.

- T6i thich thi vé6i nhitng gi lién quan dén thuong hiéu nay.

- Khi ¢6 ai d6 ca nggi thuong hi€u ndy, t6i cdm thdy nhu chinh minh
dudc khen nggi.

- Khi t6i n6i chuyén vé thuong hiéu nay, to6i thudng dung “Chiing ta”
(We) hon 1a “Ho” (They).

- N&u c6 mdt ciu chuyén trén phuong tién truyén thong phé binh

thuong hiéu nay, td6i cdm tha'y ngudng ngiu.



- N€u c6 ai d6 phé binh thuong hiéu nay, t6i cAm thdy nhu minh bi xtdc
pham.
2.3 MO HINH VE PO LUONG TiNH CACH THUONG HIEU CUA
AAKER

Aaker (1997), sau khi nhin ra sy cAn thié€t clia nghién ctu thuc nghiém
thém, da phdt tri€én mot thang do mdi d€ do ludng tinh cdch thuong hiéu dua
vao mdng, trich ra t nghién cdu clia ba 4y. Nim mdng nay la sincerity —
tinh thanh that; excitement — sy kich thich; competence — ndng luc;
sophistication - su tinh t&; va ruggedness - sy thd kéch. Nhung nhitng nghién
cttu nay da khong chi ra tinh cdch thuong hiéu tdc dong nhu th€ nao dén céc

bié&n ti€p thi quan trong nhu 1ong trung thanh.

Hinh 2.1: Khung nghién cifu vé tinh cdch thuong hiéu ciia Aaker.

Brand Personality

| [ I |

Sincerity Excitement Competence Sophistication Ruggedness
» Down-to-earth * Daring * Reliable * Upper class * Qutdoorsy
» Honest = Spirited * [ntelligent * Charming * Tough
* Wholesome * Imaginative » Successful
* Cheerful » Up-to-date

Ngudn: Aaker (1997)



Bang 2.1: Mot sé thang do va khung nghién citu vé tinh cach thuong hiéu

Téc gia Niam Thang do/Khung dé nghi
1. Jennifer Aaker va| 1995 ..moOt khung thang do tinh cach nhén hi¢u (Aaker
Susan Fournier da phit trién mot thang do gdm 42 bién quan sét

nham ciu triic va do ludng tinh cach thuong hiéu
2. Jennifer Aaker 1997 | clia mot sO thuong hiéu tai My thong qua 5 khia
canh: sincerity, excitement, competence,
sophistication & ruggedness)

3. Susan Fournier 1998 ..khung do ludng nhim tim hi€u va md rong
tinh cach thuong hi€u (Fournier da tao ra mot

md hinh mdi quan hé chat lugng thuong hiéu
(BRQ- brand relationship quality) bao gdm 6
nhan t6 chii y&u: Brand partner quality, intimacy,
interdependence, commitment, self-connection &
love/passion)

4. Jennifer Aaker, |2001 ..thang do tinh cich nhan hi€u c6 § nghia tuong tu
Benet-Martinez & nhau tai Nhat va My (sincerity, excitement,
Garolera competence, sophistication & ruggedness), cling
nhu ¢6 tinh van hoa kha dac trung cia Nhat

Ngudn: Opoku (2005).

2.4 GIA TRI TU THE HIEN (Self-expression Value)

Aaker (1999) cho ring mot thuong hiéu dudc st dung dé€ ty bi€u hién va
phédn dnh tu than khdi niém. Khi dugc thé hién mét cach ding din, tinh cdch
thuong hiéu dnh hudng tich cuc d€n thdi do cla ngudi tiéu dung doi véi
thuong hi€u.

Khi c6 mot sy phit hop gitta tinh cdch thuong hiéu va mot sy tu bi€u hién

clia khich hang, khdch hang c6 thé xem mdt thuong hiéu nhu mot ngudi,

2 . SR A R 1A SR 1A .
Expression: Bi€u hién, th€ hién, bi€u 16 cdm xic



hay thadm chi nhu mdt ngudi ban. Trong thé gidi thuc su, c6 thé tim thdy loai
mdi quan hé nay giita thuong hiéu va con ngudi (Fournier, 1998).

Gi4 tri tv thé hién dudc do biang 3 bi€n quan sdt, do Kim (1998) ph4t
tri€n, gbm cé:

- Thuong hiéu nay gidp t6i thé hién chinh minh

- Thuong hi€u nay phdn dnh tinh cdch cia tdi.

- Thuong hi€u nay lam ting gid tri cia toi.

2.5 SU LOI CUON CUA TINH CACH THUONG HIEU
(Attractiveness of brand personality)

Nghién cttu ciia Kim & ctg (2001) di chi ra gid tri tuw thé hién va su
khdc biét cia thuong hi€u (self-expressive value & distinctiveness) c6
dnh hudng d€n Sy 16i cudn cia tinh cdch thwong hiéu. Tuy nhién, Sy 161
cudn cida tinh cdch thuong hiéu chua cé tic dong ding k€ dé€n 1ong trung
thanh ciia khdach hang. Trong nghién ctfu nay, tic gid mudn ki€m dinh
lai gid thuy€t “Sy 16i cudn cda tinh cdch thuong hiéu (Attractiveness of
brand personality - ABP) 4nh hudng duong dén Long trung thanh (LOY)” tai
thi trudng dién thoai di dong Viét Nam. Kim & ctg (2001) dung chinh thang
do clia minh d3 dudc phdt tri€n trong nghién ciu trude d6 (Kim, 1998), gdm
3 bi€n quan sit:

- Thuong hiéu nay rat 16i cuon.

- Thuong hiéu nay rat c6 ich.

- Thuong hiéu nay rat dic biét.



2.6 LONG TRUNG THANH VOI THUONG HIEU

Long trung thanh véi thuong hiéu (Brand Loyalty) 13 dic di€m cda
nhirng khach hang thudng xuyén chon mot thuong hi€u cung vdi thoi gian, do
d6 khi€n cho doanh thu va 1gi nhuén clia thuong hiéu 4y dé dy dodn hon.

Kotler (2003) cho rang: Viéc mot s& ngudi dic biét trung thanh d6i véi
mot s6 nhian hiéu 13 diéu khong thé ban cii. Nhitng ngudi s§ hitu xe Harley
Davidson s& khong chuyén ddi dii bi thuyét phuc ring thuong hiéu xe md to
kh4c hoat dong t6t hon. Nhitng ngudi sit dung Apple Macintosh sé khong
chuyén sang sit dung Microsoft thim chi néu ho c6 thé c6 dugc mot so 1gi
th€. Nhitng ngudi hAm md BMW sé& khong chuyén sang Mercedes. Chiing
t01 n6i rang mdt cOng ty c6 dugc long trung thanh thuong hiéu cao khi c6 mot
s6 luong 16n khach hang khong chuyén sang st dung thuong hiéu khac.

Long trung thanh dugc do bing 4 bi€n quan sit, phat trién bdi
Ratchford (1987) va dudc Kim (1998) stra ddi, gom c6:

- Toi sé ti€p tuc st dung thuong hiéu nay vi t6i cdm thay hai 1ong va
quen thudc v6i thuong hi€u.

- Toi s& ti€p tuc st dung thuong hiéu nay cho du c6é nhitng 16i thé tir
doi thi canh tranh.

- T6i s& mua thém nhitng sin phd&m va dich vu ctia thuong hiéu nay.

- T61 thich thuong hi€u nay hon nhitng thuong hi€u khac.



2.7 MO HINH VE TAC PONG CUA TINH CACH THUONG HIEU
PEN LONG TRUNG THANH KHA CH HANG

K&t qua nghién cttu ctia Kim & ctg (2001) d6i v6i mit hang dién thoai
di dong tai Han Qudc cho thdy, cé thé do ludng tinh cdch clia thuong hiéu

thdng qua cdc nhan t6:

- Sy 16i cudn cida tinh cdch thuong hiéu
- Nhitng 13i don vé thuong hiéu

- Su giin k&t v6i thuong hiéu

- Gi4 tri tu thé hién

- Su khéic biét so v4i thuong hiéu khéc

Péng thdi cdc tdc gid trén cling chitng minh ¢ sy 4nh hudng gitta cdc
nhin td nay, cu thé: gid tri tw thé hién va tinh khdc biét clia tinh c4ch thuong
hiéu cang cao, ngudi tiéu dung sé cang ddnh gid cao sy 16i cudn clia tinh
cach thuong hiéu ; gin k&t thuong hiéu c6 mot tic dong tich cuc 1én 15i don
vé thuong hiéu; tinh hdp din clia tinh cdch thuong hiéu tdc dong truc ti€p
dén nhitng 13i don tich cuc vé thuong hiéu . Cudi cuing 13 khiang dinh cédc
nhin td cla tinh cdch thuong hiéu déu cé mdt sy tdc dong tryc ti€p hodc gidn
ti€p 1én 10ng trung thanh ctia khdch hang.

2.8 CAC GIA THUYET NGHIEN CcUU

Nhu phin tich & muc 2.5, sy 16i cudn cla tinh cdch thuong hiéu bi tic
dong bdi gid tri ty thé hién va sy khdc biét cda thuong hiéu (self-
expressive value & distinctiveness). Su 16i cudn clia thuong hiéu bi€u

hién & chd khdach hang cdm thdy thuong hiéu dé ra't hap din, ra't thu hit,



déng thdi ho cdm thdy thuong hiéu ma ho dang st dung rit c6 ich va rat
dic biét dSi véi ho. Piéu nay lam cho thuong hiéu cé gid tri hon trong
mit ho, vd cé thé dnh hudng d€n long trung thanh cia ho ddi véi
thuong hiéu. Ciing vdy, khi ban dang lva chon mua mét sdn phim/dich
vy clia mot cong ty nao d6, ban sé dé dang quy€t dinh mua nhirng sdn
pham/dich vu ma tinh cdch thuong hiéu clia ching thdt sy 1am ban bi 16i

cudn.
Tw 14p ludn nay, tdc gid dua ra gid thuy€t sau:

H1: Sy 16i cudn cda tinh cdch thuong hiéu (Attractiveness of brand
personality - ABP) cang ting thi Long trung thanh (LOY) ctia khach hang

ddi véi thuong hiéu d6 cang ting.

Su gin két thuong hiéu thé hién & chd coi trong tit cd nhitng gi lién
quan dén thuong hiéu d6. Vi du, khdach hang xem thanh cong cla thudng
hiéu chinh 13 thanh céng clia ho, ho thich thi véi nhitng gi lién quan dén
thuong hi€u ma ho dang st dung hoic khi ¢6 ai d6 ca nggi thuong hiéu ma
ho dang st dung , ho cdm thdy nhu chinh minh dudc khen nggi.... Nhu vay, su
gin két thuong hiéu cé tdc ddng manh mé& dén quyét dinh mua clia khach
hang. N&u khich hang c6 su gin két véi mot thuong hiéu nao do, ho sé dé
dang lya chon thuong hiéu ma minh d3 gin két. Piéu nay cho thay, khi mot
thuong hiéu da xay dung dudc mdi quan hé gidn két chit ché vdi khdch hang,
thi khach hang s€ cang trung thanh véi n6é hon. T day, tic gid dua ra gia

thuy&t:

H2: Sy gén két véi thuong hiéu (Brand identification - BID) cang ting thi

Long trung thanh (LOY) cda khdch hang ddi véi thuong hiéu d6 cang ting.



Nhu trinh bay & muc 2.4, khi ¢6 mot sy phti hgp giita tinh cach thuong
hiéu va mdt sy tu bi€u hién cta khich hang, khdach hang c6 thé xem mot
thuong hi€u nhu mot ngudi, hay thAm chi nhu mot ngudi ban. Trong th€ gidi
thuc sy, c6 thé tim thdy loai mdi quan hé nay giita thuong hiéu va con ngudi
(Fournier, 1998). Do d6, khi thuong hiéu cé thé dai dién cho khdch hang
dé thé hién cdc dic di€m cla khdach hang vé tinh cdch, vé gid tri, vé
ding cdp.. thi khdch hang sé& lya chon thuong hiéu d6 khi dua ra quyét

dinh mua. Vi vay, gid thuy&t cudi cing dudc dua ra la:

H3: Gi4 tri tu thé hién cda tinh cdch thuong hiéu (Self-expressive value -
SEV) cang ting thi Long trung thanh (LOY) ctia khdch hang d6i vdi thuong

hiéu d6 cang tang.

2.9 MO HINH NGHIEN CUU
Duya trén céc gid thuy€t trén, tdc gid dua ra mo hinh nghién cttu nhu sau:
- Bién phu thudc trong mod hinh: Long trung thanh d6i véi thuong hiéu

- Céc bién doc 1ap, gdbm c6: Sy 16i cudn cida tinh cdch thuong hiéu, Su

gin két véi tinh cach thuong hiéu, Gi4 tri tu thé hién.



Hinh 2.2: M6 hinh nghién cifu dé nghi

Su 16i cudn cla
tinh cach thudng
hiéu (ABP)

Su gidn két véi
thuong hi¢u
(BID)

Long trung thanh
véi thuong hiéu
(LOY)

H3

Gia tri tu thé
hién (SEV)




CHUONG 3
THIET KE NGHIEN CUU
3.1 GIOI THIEU

Trén cd sG muc ti€u nghién ctu, pham vi va phuong phap nghién ciu
da dugc dé cap trong chuong 1, va cd s6 1y thuyét cling nhu mo hinh nghién
cifu da dugc trinh bay & chuong 2; Chuong nay trinh bay chi ti€t hon vé
phuong phdp nghién cttu, quy trinh nghién cttu, va cic thang do d€ do ludng
cdc khdi niém nhim ki€m dinh md hinh nghién cifu.

3.2 THIET KE NGHIEN CUU

Nghién cifu dugc ti€n hanh thong qua hai giai doan chinh: (1) nghién
cttu dinh tinh nhim x4y dung bin phdng van; (2) nghién cttu dinh lugng
nhim thu thap, phan tich dit liéu kh3o sét, ciing nhu u6c lugng va kiém dinh
mo hinh.

Toan bd quy trinh nghién cttu dugc trinh bay tai hinh 3.1.

3.2.1 Nghién citu dinh tinh

Muc tiéu clia giai doan nghién citu dinh tinh 12 nhim hiéu chinh céc
thang do clia nudc ngoai, XAy dung bidn phdng van phit hgp vdi di€u kién dic
thi ctia Viét Nam néi chung va thi trudng dién thoai di dong ndi riéng. Tu
muc tiéu ban dau, cd sé 1y thuyét, tic gid xay dung dugc Bdn phdng van so
b6 1an 1. Tuy nhién, Bdn phéng vén so bé 1 chic chin chua phit hop véi dicu
kién Viét Nam. Vi vdy, budc ti€p 13 nghién cttu dinh tinh vé6i k§ thuat phdng
van siu véi 20 khach hang dang sit dung dién thoai di dong tai Viét Nam.
Céc cau hdi trong dan bai thdo ludn vé6i cdc ddi twgng phdng van trén cé tai
Phu luc 1. Sau khi nghién cu dinh tinh, tic gid xay dung dugc Ban phdng

vaAn sd bd 2, va st dung badn phdng van nay dé khio sit thit 140 khach hang



dé ti€p tuc hiéu chinh. K&t qua clia budc nay 1a xay dyng dugc mot Ban
phéng van chinh thitc (xem Phu luc 2) dung cho nghién citu dinh lugng.

3.2.2 Nghién citu dinh lugng
a. Mdu nghién ciiu

- B6i tugng khdo sat 1a khdch hang dang st dung dién thoai di dong tai
Viét Nam.

Theo Hair & ctg (1998), d€ c6 thé phan tich nhin td kham ph4 (EFA)
can thu thap bo dif liéu véi it nhat 5 miu trén 1 bi€n quan sit.

Bén canh d6, d€ ti€n hang phin tich hdi quy mdt cich tdt nhat,
Tabachnick & Fidell (1996) cho ring kich thuéc mau cian phdi ddm bdo
theo cong thic:

n>=8m + 50

Trong do:

- n:cd miu

- m: s6 bién ddc 1ap cia m6 hinh

Trén cd s& d6, tac gid ti€n hanh thu thap dit liéu véi ¢d mau 1a 250.

- Chon miu bing phuong phép thuin tién va ddm bdo tuong doi viéc
xudt hién cdc thuong hiéu dién thoai di dong dang chi€m thi phan I16n ciia thi
trudng Viét Nam tai thdi di€m nghién ctu. Phuong phdp thu thip dir liéu
bing ban cAu héi. TG diéu tra dén cdc tinh Bén Tre, Long An, Tién Giang,
Tra Vinh, TAy Ninh, Binh Duong, Pong Nai va TP H5 Chi Minh, phit ban

cAu hdi d€ khich hang dién vao phi€u, sau 30 phiit sé& thu lai.



Hinh 3.1 Quy trinh nghién ciu

Co s6 Iy thuyét
(Thang do tinh cdch thuong hiéu, 1ong trung thanh, két
qud nghién cttu cia Kim & ctg (2001), ...)

A
Bén phdng

y

Nghién ciu dinh tinh

(Phdng van siu, n=20)

A
Bén phdng

y

Khao sat tha

(D€ hiéu chinh bin phéng van sd bd. n=140)

B4n phdng van chinh

l

Nghién ciu dinh lugng

- Ma3a héa, nhap li€u

- Lam sach dir liéu

- Thong ké mo ta

- Cronbach’s Alpha

- Phén tich nhan t6 kh
- Phan tich hdi quy

- Céc phén tich khac

(n=250):

- Khéo sit 250 khach hang

dm phd (EFA)

Viét b

A0 cao




b. Phuong phdp phdn tich dit lieu

- Sau khi thu thap, cdc bdn phdng van dudc xem xét, va loai di nhitng
ban phdng van khong dat yéu cau; sau dé ma héa, nhap liéu va lam sach dir
liéu bang SPSS for Windows 11.5.

- V6i phan mém SPSS, thyc hién phan tich dit liéu thong qua cidc cong
cu nhu cdc thong ké mo ta, bang tin s&, do thi, ki€ém dinh d0 tin ciy cla cic
thang do, phin tich nhan t& khim ph4, phan tich hdi quy va cdc phan tich

khac (T-test, ANOVA,..).

3.3 CAC THANG PO

3.3.1 Thang do tinh cach thuong hiéu

Téc gid da tién hanh nghién cttu dinh tinh bing k§ thuit phdng van
sau 20 khach hang nhim hiéu chinh thang do phl hdp vdi thi trudng tai Viét
Nam.

Nhitng k&t qué clia nghién cttu dinh tinh dudc tém tit tai phu luc 3.

Véi viéc do ludng bing bidng phdng van sd bd 1an 2 véi 140 khich
hang, tic gid d3 dua ra bing phdng van chinh thic vdi cdc sita ddi bo sung
nhim lam phu hgp véi thi trudng Viét Nam, nhu sau:

- B8 sung 1 bi&n quan sit vao thang do “Gia tri tu' thé hién - SEV”.

- B6 sung 1 bi€n quan sit vao thang do “Sy 16i cudn cda tinh cdch
thuong hiéu - ABP”.

- B sung 1 bi€n quan sit vao thang do “Long trung thanh ddi véi
thuong hiéu - LOY™.

T4t ca cdc bi€n bd sung dugc in nghiéng trong bang dudi day.



Su gin két v6i thuong hiéu dudc do bing 6 bién quan sit dugc phat

tri€n bdi Mael va Ashforth (1992), gdm cé:

Sy gan ké't véi thuong hiéu (Brand identification) Ky hiéu
Thanh cOng ctiia thuong hi€u nay chinh la thanh c6ng cia t6i BID1
T6i thich thi v4i nhitng gi lién quan dén thuong hiéu nay BID2
Khi ¢6 ai d6 ca nggi thuong hi€u nay, t6i cdm thady nhu chinh minh | BID3
duoc khen nggi
Khi t6i néi chuyén vé thuong hiéu nay, toi thudng ding “Ching ta” | BID4
(We) hon 1a “Ho” (They)
N&u c¢6 mot cau chuyén trén phuong tién truyén thong phé binh | BID5
thuong hiéu ndy, tdi cdm thdy xadu ho
Néu ¢6 ai d6 phé binh thuong hi€u nay, t6i cdm thdy nhu minh bi | BID6

xtic pham

Gi4 tri ty thé hién dugc do bing 3 bi€n quan sit, do Chung (1998)

phét tri€n, va dudgc tdc gid hiéu chinh, gdm cé6:

Gia tri ty thé hién (Self-expressive value of brand personality) | Ky hiéu
Thuong hiéu nay gidp t6i th€ hién chinh minh SEVI1
Thuong hiéu nay phdn dnh tinh cdch cda tdi SEV2
Thuong hiéu nay lam ting gid tri cia tdi SEV3
Thuong hiéu nay giip t6i ndi bdt hon SEV4

Su 161 cudn cua tinh cdch thuong hiéu dudc do bing 4 bié€n quan sdt, do

Kim (1998) phadt tri€n, va dudc tdc gid hiéu chinh, gdm c6:

Su 16i cudn cuia tinh cdch thuong hi¢u (Attractiveness of brand | Ky hiéu
personality)
Thuong hiéu nay rat 16i cudn doi véi toi ABP1
Thuong hiéu nay rit c6 ich doi véi toi ABP2
Thuong hiéu nay rat dic biét ddi véi tdi ABP3
Thuong hiéu nay rdt hdp dan doi vdi toi ABP4




3.3.2 Thang do 10ng trung thanh doi véi thuong hiéu
Long trung thanh dudc do bing 5 bi€n quan sit, phat tri€n bdi
Ratchford (1987), dugc Kim (1998) sita d6i, va dugc tic gid hiéu chinh,

gom co:

Long trung thanh do6i véi thuong hiéu (Loyalty) Ky hiéu

T6i s& ti€p tuc st dung thuong hiéu nay vi tdi cdm thay hailong va | LOY]1
quen thudc véi thuong hi€u

T6i sé& ti€p tuc st dung thuong hiéu ndy cho du ¢6 nhitng 1gi th€ tr | LOY2
doi thd canh tranh.

T6i s& mua thém nhitng sin phdm va dich vu clia thuong hiéu nay LOY3

Néu mua chiéc dién thoai thit 2 dé sit dung cung liic, téi ciing chon | LOY4
thuong hiéu nay

Ao 4t A 2 (g ~ 2 ~ 2 .z 2, A
bo6i vai tat ca cdc bi€n quan sdt clia cdc thang do, dé€ danh gid muic do

ddng y ciia khach hang, tic gid st dung thang do Likert 7 di€m.

3.4 TOM TAT

DPé tai st dung cd phuong phdp nghién citu dinh tinh va nghién ciu
dinh Iugng. Phuong phdp nghién citu dinh tinh bing k§ thudt phdng van siu
v6i 20 khach hang; dong thdi khio sdt thit 140 khdch hang nhim hiéu chinh
va hoan chinh bdn phdng van. Phuong phdp nghién citu dinh lugng véi kich
thuéc mau 250 nhim thda min yéu cau cda ky thuat phan tich chinh st dung
trong dé tai: k§ thuit phan tich nhan td va phan tich hdi quy. Pdi tugng khio
sat cia dé tai 13 cdc khdach hang hién dang st dung céc loai dién thoai di
dong khac nhau & nhiéu ndi tai Viét Nam. Cdc nhan td tinh cdch thuong hiéu
dugc do ludng thong qua 3 thang do (14 bi€n quan sat): sy 16i cudn cua tinh

cdch thuong hiéu, 15i ddn vé thuong hiéu, gia tri ty bi€u hién va su gin két




v4i thudng hi€u. Mic dd trung thanh (hay long trung thanh) dudc do luGng

bdi mot thang do gdm 4 bién quan sit.



o cmgoNGs
PHAN TICH KET QUA KHAO SAT

4.1 GIGI THIEU

Chuong 4 trinh bay thong tin vé miu khio sit va kiém dinh md hinh
do ludng cdc khdi ni€ém nghi€n cttu. Khi thang do cdc khdi niém da dugc
kiém dinh, né sé& dudc st dung dé u6c lugng va ki€m dinh md hinh nghién
citu. Ngoai viéc phan tich két qui u6c lugng & ki€m dinh md hinh nghién
cttu, chuong 4 ciing phan tich 4nh hudng ctia cdc bién dinh tinh d€n long
trung thanh va tinh cach thuong hiéu, phan tich nhirng ddnh gid ctia khach
hang vé tinh cdch cdch thuong hiéu, ciing nhu 1ong trung thanh véi thuong
hiéu.
4.2 PAC PIEM CUA MAU KHAO SAT

C6 300 ban ciu hdi da dugc tdc gid phdt ra, va thu vé dugc 286. Sau
khi loai di nhitng phi€u khong dat yéu cau, tdc gid chon lai 267 ban tr3 15i dé
ti€n hanh nhap liéu. Sau khi ti€n hanh lam sach dit liéu, tic gid c6 dugc bd
dit liéu so cap véi 250 mau. Trong 250 ngudi tiéu dung trd 15i hgp 1€ nay, ty
1&¢ nam va nit chénh 1éch nhau kh4 thap, véi nam chiém 53.6% va con lai
46.4% 1a nit. Pong thoi, qua sd liéu ciing cho thay ti 1& nhitng ngudi trd 15i
du6i 25 tudi (49.2%) gin bing vé6i ti 1& nhitng ngudi trd 15i trén 25 tudi
(50.8%). Xét v& miic thu nhdp cla nguoi tiéu ding, da s& c6 thu nhap tir 3.1
dé&n 5.0 triéu d (37.2%). Miu nghién citu dai dién cho ngudi tiéu ding 1am
viéc trong nhiéu cd quan khdc nhau nhu ¢d quan quan 1y nha nudc (25.2%),
DNNN (15.2%), doanh nghiép ngoai qudc doanh trong nudc (42.4%), céc co

quan khdc (12%). Miu ciing dai dién cho cdc dia phuong khdc nhau phian b3



tai cdc tinh Mién Pong Nam Bo6 va Mién Tay Nam B9, trong d6 riéng TP.
H6 Chi Minh chi€m 36%.

Pic biét, miu nay khdo sit ngudi tiéu diung dang st dung nhiéu loai
thuong hiéu dién thoai di dong khdc nhau (24 thuong hiéu), chi€m ti 1& cao
nhat 12 Nokia (29.2%), ti€p theo 12 Samsung (13.6%). Bén canh d6, c6 mot
s6 thuong hiéu chi€m ti 1& rat thap (0.4%) nhu: Bavapen, DH, V.Fone... (Xem
thém phu luc 8).

4.3 KIEEM DINH MO HINH PO LUONG

Tinh cdch thuong hiéu di dugc Kim & ctg (2001) do Iudng tai thi
trudng Han Qudc. Pé tai ndy st dung cdc thang do clda Kim & ctg (2001)
(ngoai trir thang do nhitng 15i ddn vé thuong hiéu vi qua két qua khdo sit so
bo cho thdy thang do nay khong phi hgp tai Viét Nam). Mot s6 thang do
ciing dudc hiéu chinh va bd sung cho phut hgp vé6i dic diém tai Viét Nam.
Hon nita, xu huéng tiéu dung, dic diém thi trudng va cdc yé&u td khdc vé kinh
t€, chinh tri, xa hdi, vin hda... tai Han Qudc ciing khéc so véi Viét Nam. Vi
ly do d6, thang do st dung trong dé tii nay cin thi€t phai ki€m dinh lai &
Viét Nam néi chung va thi trudng di€n thoai di dong néi riéng.

Do tin cdy cda tirng thanh phin cda thang do tinh cdch thuong hiéu
dudc ddnh gia bing cong cu hé s tin cay Cronbach’s Alpha. Nhitng thanh
phan nao khong dat yéu cau vé do tin cdy (Cronbach’s Alpha < 0.6) sé& bi
loai. TAt cd cdc bi€n quan sat clia nhitng thanh phan dat dugc do tin ciy sé&
dugc ti€p tuc phan tich nhan t6 kham pha (EFA). Nhiém vu ctia EFA & day
1a khdm ph4 cu tric cia thang do tinh cdch thuong hiéu tai thi trudng dién
thoai di dong Viét Nam. Cong viéc nay cling thyc hi€n tuong tu v4i thang do

mifc dd trung thanh clia ngudi tiéu dung doi véi thuong hiéu dién thoai di



dong ma ho dang st dung. Sau EFA, tit cd cdc thanh phan (cdc khdi niém
nghién citu) dugc dua vio phan tich hdi quy da bi€n nhim kiém dinh céc gid
thuy€t da néu ra & chuong 2 (xem chuong 2).
4.3.1 Ki€ém dinh Cronbach’s Apha déi véi cac thang do 1y thuyét

Cic thang do dugc ki€m dinh do6 tin ciy bing cong cu Cronbach’s
Alpha. Cong cu nay ciing gidp loai di nhitng bi€n quan sit, nhitng thang do
khong dat. Cdc bi€n quan sit c6 hé s§ tuong quan bi€n-tdng (item-total
correlation) nhd hon 0.3 s& bi loai va tiéu chuidn chon thang do khi
Cronbach’s Alpha tir 0.6 trd 1&n (Tran Pic Long (2006, 46) trich tir Nunnally
& Burnstein (1994), Pschy chometric Theory, 31 edition, NewYork, McGraw
Hill; va dugc nhiéu nha nghién cttu st dung (Nguyén Pinh Tho & Nguyén
Thi Mai Trang, 2004, 21; Hoang Thi Phuong Thao & Hoang Trong, 2006,
15). Hoang Trong & Chu Nguyén Mdng Ngoc (2005, 257) cho ring: “Nhiéu
nha nghién cifu dong ¥ ring Cronbach’s Alpha tir 0.8 trd 1én dén gin 1 thi
thang do ludng 1a t6t, tr 0.7 d&€n gan 0.8 12 si dung dugc. Ciing c¢6 nha
nghién cttu dé nghi ring Cronbach Alpha tir 0.6 trd 1&én 13 c¢6 thé st dung
dudc trong trudng hgp khdi niém dang nghién cttu 12 mdi hodc méi d6i véi
ngudi trd 15i trong boi cdnh nghién citu” (Hoang Trong & Chu Nguyén Mong
Ngoc (2005) trich to Nunally (1978), Psychometric Theory, New York,
McGraw-Hill; Peterson (1994), “A Meta-Analysis of Cronbach’s Coefficient
Alpha”, Journal of Consumer Research, No. 21 Vol 2, pp 28-91; Slater
(1995), “Issues in Conduction Marketing Strategy Research”, Journal of
Strategic). Trong nghién cifu nay, ngoai vi€c khdo sat dinh tinh, tdc gid cling
ti€n hanh khdo st dinh lugng s bd v6i 140 miu d€ ti€n hanh hiéu chinh

thang do phul hgp nhat v6i di€u kién tai Viét Nam.



K&t qui ki€m dinh do tin ciy cda cdc thang do cho thiy tit cd cdc
thang do déu dat do tin cay cho phép, do dé tit ci cdc thang do déu dugc sir
dung trong cdc budc phan tich EFA va hdi quy ti€p theo (xem phu luc 7).

Bang 4.1 Ki€m dinh cic thang do Iy thuyé&t biing Cronbach’s Alpha

A Hé s tue
So6 bién | Cronbach’s ¢80 . ng
STT Thang do , quan bién -
quan sat Alpha 2 » >
tong thip nhat
1 Su gin két v6i thuong hiéu (BID) 6 0.921 0.555
2 Gi4 tri tu thé hién (SEV) 4 0.837 0.549
3 Su 16i cudn clia tinh c4dch thuong 4 0.883 0.583
hiéu (ABP)
4 Long trung thanh d6i v6i thuong 4 0.785 0.516
hiéu (LOY)

4.3.2 Phan tich nhan t6 kham pha (EFA)
a. Thang do cdc nhan to tinh cdch thuong hi¢u

Khi phan tich nhan t6 khdm phd, cdc nha nghién cifu thudng quan tim
dén mot so tiéu chudn. Tha nhit, hé s6 KMO (Kaiser-Meyer-Olkin) * > 0.5,
mifc ¥ nghia clia ki€ém dinh Bartlett < 0.05. Thi hai hé s6 tdi nhan t& (Factor
loading) > 0.5. N&u bién quan st nio c6 hé s tdi nhan td < 0.5 s& bi loai *.
Tht ba, thang do dudc chap nhan khi tdng phuong sai trich > 50% va thit tu 12
hé so eigenvalue c6 gid tri 16n hon 1 (Trin Pdc Long (2006,47) trich tir

Gerbing & Anderson (1988), “An Update Paradigm for Scale Development

3 KMO la mot chi tiéu ding d€ xem xét su thich hgp ctia EFA, 0.5<KMO<1 thi phan tich nhan t& 12 thich
hgp. Ki€m dinh Bartlett xem xét gia thuyé&t vé do twong quan giita cdc bi€n quan sit bing khong trong tdng
thé. N&u kiém dinh nay c¢6 y nghia thong ké (Sig < 0.05) thi cdc bi€n quan sdt ¢ tuong quan véi nhau
trong tdng thé (Hoang Trong & Chu Nguy&n Mong Ngoc,2005,262)

* Theo Hair & ctg (1998,111), Factor loading 12 chi tiéu d€ dim bio mic y nghia thi€t thuc cia EFA
(ensuring practical significance). Factor loading > 0.3 dugc xem la dat dugc mic t3i thi€u, Factor loading >
0.4 dugc xem la quan trong, > 0.5 duge xem 12 c6 y nghia thyc tién. Hair & ctg (1998,111) ciing khuyén ban
doc nhu sau: néu chon tiéu chuén factor loading > 0.3 thi ¢ miu clia ban it nhi't phai 12 350, n€u cd miu
ctia ban khodng 100 thi nén chon tiéu chuén factor loading > 0.55, néu ¢ miu ctia ban khodng 50 thi Factor
loading phdi > 0.75




Incorporing Unidimensionality and Its Assessments”, Journal of Marketing
Research, Vol.25, 186-192).

Tiéu chudn thi nim 13 khdc biét hé s6 tdi nhan td cda mdt bi€n quan
sat gitta cdc nhan t6 > 0.3 &€ ddm bio gid tri phan biét gifta cdc nhan t& (Bui
Nguyén Hung & V6 Khdanh Toan (2005) trich tor Jabnoun & Al-Tamimi
(2003) “Measuring perceived service quality at UAE commercial banks”,
International Journal of Quality and Reliability Management, (20), 4).

Khi phan tich EFA ddi véi thang do tinh cdch thuong hiéu, tdc gid st
dung phuong phédp trich Principal Component Analysis v6i phép xoay
Varimax va di€m dirng khi trich cdc yé&u td ¢ eigenvalue 16n hon 1.

Céc thang do tinh c4dch thuong hiéu ma dé tai st dung gdm 3 thanh
phin (3 thang do con) vdi 14 bi€n quan sit. Sau khi ki€m dinh thang do bing
cong cu Cronbach’s Apha, tdt cd 14 bi€n quan sat clia 3 thang do thanh phan
ti€p tuc dugc dua vao EFA. K&t qud diy di dugc trinh bay trong Phu luc 5.
V6i két qua doé, tad't cd 14 bi€n quan sit dugc phan tich thanh 3 nhin t§ do
Factor loading déu 16n hon 5 va sai léch Factor loading cda bi€n quan sit
gifta cdc nhan t§ < 0.3, k&€t qua tém lugc EFA dudc trinh bay tai Bing 4.2.

K&t qud phan tich nhan t6 cho thiy 14 bi€n quan sit dugc nhém thanh
3 nhin t8. Hé s6 tai nhan td (Factor loading) déu > 0.5 nén cdc bi€n quan sit
déu quan trong trong cdc nhin td, ching c6 ¥ nghia thiét thyc. Mdi bi€n quan
sat c6 sai biét vé hé sd tdi nhin t& giffa cdc nhan t6 déu > 0.3 nén ddm bio
dudc su phan biét giita cdc nhan t6. Hé s6 KMO=0.814 nén EFA phu hdp véi
dit liéu. Thong ké Chi-square clia kiém dinh Bartlett’s dat gid tri 3779.80 v&i
muc ¥ nghia 1a 0.000; do vay cédc bi€n quan sit c6 tuong quan v6i nhau xét

trén pham vi tdng thé. Phuong sai trich dat 73.67% thé hién ring 3 nhin t&



rit ra gidi thich dugc 73.67% bién thién clia dit liéu; do vay cdc thang do it

ra chdp nhin dudc. Piém dirng khi trich cdc y&u td tai nhin t& thit 3 véi

eigenvalue=1.57 (Xem thém tai Phu luc 4).

Bang 4.2 K&t qua EFA thang do tinh ciach thuong hié¢u

Bién Nhan to
STT| quan Tén nhin t6
sat 1 2 3
1 BDI2 .895
2 BDI3 .888
3 | BDI4 | .877 Su g&n két v6i thuong hicu (BID)
4 BDI6 764
5 BDI1 .708
6 BDI5 .678
7 ABP3 915
8 ABP2 .864 Su 16i cudn cia tinh cdch thuong hiéu
9 | ABPI 840 (ABP)
10 ABP4 .632
11 SEV1 798
12 | SEV3 791 | Gid tri tu thé hién (SEV)
13 SEV2 7184
14 SEV4 702

Extraction Method: Principal Component Analysis. Rotation Method: Varimax with

Kaiser Normalization.

e Nhin té thit nhat gom c6 6 bi€n quan sit sau:

BDI1
BDI2
BDI3
BDI4
BDI5

T6i thich thd véi nhitng gi lién quan dé€n X

Khi néi chuyén vé X, tdi thudng dung "ching ta" hon 1a "ho"

Khi néi chuyén vé X, tdi thudng dung "chiing ta" hon 1a "ho"

N€u ¢6 ai d6 phé binh X, t6i cdm thdy nhu minh bi xiic pham

Thanh cdng ctia X chinh 1a thanh cdng cua toi




BDI6

Né&u ¢6 mdt cau chuyén trén phuong tién truyén thong phé

binh X, t6i cAm thay x4u hd

Nhin t6 nay dugc dit tén 13 Sy gin két véi thuong hiéu (Brand

identification) dudc ky hi¢u l1a BDIL.

e Nhin to thit hai gdm c6 4 bi€n quan sit:

ABPI1
ABP2
ABP3
ABP4

X gitp toi th€ hién chinh minh
X lam tang gid tri cia t6i
X phdn dnh tinh cdch cia t6i

X gitp tdi ndi bat hon

Nhan t6 thit hai nay dugc dit tén 1a Sy 16i cudn cua tinh cich thudng

hiéu (Attractiveness of brand personality), va ky hi¢u lIa ABP.

e Nhin té thit ba gdm c6 4 bi€n quan sit sau:

SEV1
SEV2
SEV3
SEV4

X rat dic biét doi véi toi
X rat ¢6 ich d6i v6i toi
X rat 16i cudn doi vdi toi

X rat hap dan d6i véi toi

Nhin t6 nay dudc dit tén 1a Gid tri ty thé hién (Self-expressive

value of brand personality). Nhan t6 nay dugc ky hiéu 1a SEV.

b. Thang do miic d¢ trung thanh

Sau khi phan tich EFA, bdn bi€n quan sat (LOY1, LOY2, LOY3 va

LOY4) cia thang do mic dd trung thanh ctia khdch hang ddi v6i thuong hiéu

dién thoai di ddng (goi tdt 1a mitc dO trung thanh) dugc nhém thanh mot nhin



t60. Khong c6 bi€n quan sat ndo bi loai, va EFA 1a phi hgp. K&t qué cho thdy
cdc hé s6 tai nhan td clia 4 bi€n quan sit déu trén 0.5 (hé s tdi nhan to clia
bi€n LOY1 ¢6 gid tri thAp nhat trong cdc hé sO tdi nhan td cla thang do nay,
va bing 0.71); hé s6 KMO= 0.74; phuong sai trich bing 60.92%; Muc y
nghia ctia ki€m dinh Bartlett 13 0.000. Do tin ciy cla thang do mdc dd trung

thanh c6 hé s6 Cronbach’s Alpha 1a 0.78.

4.4 PHAN TiCH HOI QUY

Ba nhan 3 clia thang do tinh c4ch thuong hiéu dudc dua vao xem xét
cidc y€u t0 4nh hudng dén sy trung thanh clia khdch hang véi thuong hiéu
dién thoai di dong bing phuong phdp Enter. K&t qua hdi quy cho thdy R2 da
hiéu chinh bing 0.66 (M6 hinh gidi thich dugc 66% sy thay do6i clia bi€n sy
trung thanh) va mo hinh phu hgp vé6i dit liéu & do tin cdy 95% (Mic y nghia
cia thdng ké F trong ANOVA nhé hon 0.05).

TAt c& 3 nhan t6 cla thang do tinh cdch thuong hiéu déu thyc sy dnh
hudng d€n sy trung thanh cia khach hang vdi thuong hiéu (LOY). Ba bién
nay déu dnh hudng duong dé&n sy trung thanh clia nhian vién (do cé cdc hé s§
Beta duong). Nghia 13, n€u cdm nhin cta khach hang vé sy 16i cudn cia tinh
cich thuong hiéu ting, hay cdm nhin clia khdch hang vé sy gin két véi
thuong hiéu ting, hay cdAm nhin ctia khach hang vé gi4 tri ty thé hién ting
thi mic d6 trung thanh ctiia khdach hang véi thuong hiéu ciing ting 1€n; va
ngudc lai (khi xét sy thay ddi ciia mot y&u td thi cdc yéu td khic dudc gid

dinh 13 khong d6i).



Phuong trinh hdi quy d6i véi cdc bién da chuidn héa c6 dang nhu sau:

LOY =0.616ABP + 0.194SEV + 0.139BDI (4.1)

DPé€ xdc dinh tAm quan trong clia abd, SEV, BDI trong mdi quan hé véi
LOY, chiing ta ciin ctt vio hé s6 Beta. Néu tri tuyét doi hé sd Beta cia nhin
t6 nao cang 16n thi nhan t6 d6 dnh hudng cang quan trong d€n LOY. Nhin
vao phuong trinh 4.1 ta thdy, cdm nhan cda khdch hang vé su 16i cudn clia
tinh c4ch thuong hiéu (ABP) 4nh hudng manh nhat d€n sy trung thanh (LOY)
vi Beta biing 0.616 16n nhit trong cdc Beta. Ti€p theo 12 cAm nhan cia khich
hang vé gid tri tuv thé hién (Beta bing 0.194), cudi cliing 12 cdm nhin clia

khach hang vé su gin k&t véi thuong hiéu (Beta bing 0.139).

4.5 PHAN TiCH SU PANH GIA CUA KHACH HANG VE CAC NHAN
TO TINH CACH THUONG HIEU

M5 hinh hdi quy cho thdy cdm nhan cda khdch hang vé sy 16i cudn cia
tinh cdch thuong hiéu tdc dong manh nhat dén sy trung thanh (LOY), va
khdch hang d4nh gid mitc dd cda né 12 5.059, cao hon di€m giita clia thang
do va cao nhat trong tAt ci cdc nhan td tdc dong 1én 1ong trung thanh. Piéu
ndy cho thiy cdc thuong hiéu dién thoai di dong ma khich hang dang sit
dung dugc khach hang cdAm nhan c6 sy 16i cudn. Va chinh diéu nay da 1am
cho khdch hang vin ti€p tuc trung thanh véi thuong hiéu ma minh dang sit

dung (xem thém phan 4.6 duéi day).



Bang 4.3 Pi€m trung binh cia thang do tinh cich thuong hiéu

Piém trung

One-sample t test (test

Nhén 6 binh ?ua tl,lang value=4)
dotinheach | | o tistic | Sig. (2-tailed)
thuong hi¢u &

Su 16i cudn clia tinh c4dch thuong hiéu 5.059 12.730 0.000
Gid tri ty thé hién 4.877 10.584 0.000
Su gin két v6i thuong hiéu 3.275 -8.285 0.000

Hinh 4.1 Biéu @6 di€m trung binh cia thang do tinh cach thueng hiéu

ABP

SEV

Tinh cach thuong hi€u
5.059

BD HhnN ey 3-275
4.877
0.00 1.00 200 3.00 4.00 500 6.00

Gi4 tri ty thé hién va su gin k&t vdi thuong hiéu ciing tic dong truc

ti€p d&n long trung thanh. Theo k&t qui khdo sdt, khdch hang cdm nhén vé

yé&u td gin két v6i thuong hiéu & mic 3.275 di€m, thdp hon di€m giita cla

thang do likert 7 di€m mdt cich c6 y nghia thdng ké. Con gid tri tu thé hién




bing 4.877 diém 16n hon diém giita cda thang do likert 7 di€m va c6 y nghia

thdng ké.

Bang 4.4 Miic d) cim nhan cia khach hang theo cic thueng hiéu khdc nhau
Thuong hiéu ABP | SEV | BDI
Apple 5.469 |4.344 | 2.479
Bavapen 6.500 |[4.750 |4.833
BenQ 5.107 |4.893 |3.429
Bird 3.333 [3.167 |2.111
DH 3.750 [5.000 |1.333
Dopod 4.800 |3.800 |2.633
HP 6.167 |5.333 |2.056
HTC 4438 |3.813 |2.958
Lenovo 5.333 |5.375 |2.333
LG 4.150 |3.200 |2.567
Mobell 4281 |4.469 |2.979
Motorola 5.146 |5.208 |3.194
Nokia 5.058 |5.158 |3.516
02 5.083 |4.729 |2.861
Panasonic 4.607 |4.750 |3.333
Philips 5.250 |4.893 |3.286
Q-Mobile 5.000 |3.833 |3.778
Samsung 5.397 |15.250 |3.559
Sfone 4455 |4.386 |3.121
Siemens 5.212 |4.788 |2.987
Sony Ericsson 5.875 [5.125 |4.208
V.Fone 4.500 |6.500 |4.000
Vertu 3.625 |4.250 |3.333
WellcoM 4750 |4.583 |2.472
Group Total 5.059 |[4.877 |3.275
Toan thi truong | 5.059 | 4.877 | 3.275




4.6 PHAN TiCH MUC PO TRUNG THANH POI VGI THUGNG HIEU

Bang 4.5 Gia tri trung binh mic d) trung thanh cua khach hang
doi véi cac thuong hiéu dién thoai di dong khac nhau

STT | Thuong hiéu | LOY | STT | Thuong hiéu LOY
1 Apple 4.500 |13 Nokia 4.658
2 Bavapen 5.500 | 14 02 4.417
3 BenQ 4750 |15 Panasonic 3.786
4 Bird 2.833 | 16 Philips 4.679
5 DH 5.750 |17 Q-Mobile 4.000
6 Dopod 4.000 |18 Samsung 4.699
7 HP 5.333 |19 Sfone 3.682
8 HTC 3.688 | 20 Siemens 4.038
9 Lenovo 5.292 |21 Sony Ericsson 5.234
10 LG 3.050 |22 V.Fone 3.750
11 Mobell 3.844 | 23 Vertu 3.313
12 Motorola 4750 |24 WellcoM 4.625

Toan thi truong 4.480

Pié€m trung binh mdc do trung thanh (LOY) la 4.48 di€m, 16n hon mic
gitta cla thang do nhung khong nhiéu. Piéu nay cho thdy khdch hang c6
trung thanh véi thuong hi€u minh dang dung nhung khong cao. Ta cling c6
thé thdy nhitng thuong hiéu dugc khiach hang trung thanh nhat la: DH
(5.750), Bavapen (5.500), HP (5.333), Lenovo (5.292), Sony Ericsson (5.234).
Céc thuong hiéu dién thoai chi€m thi phan cao nhit tai Viét Nam c6 cdc mifc
dd trung thanh la: Nokia (4.658), Samsung (4.699), Motorola (4.750), Sony
Ericsson (5.234). Nhitng thuong hiéu ¢6 mitc do trung thanh thdp nhat 1a:
Bird (2.833), Vertu (3.313), LG (3.050), Sfone (3.682), HTC (3.688), V.Fone
(3.750), Mobell (3.844) va Panasonic (3.786).



Hinh 4.2 Gia tri trung binh mifc d§ trung thanh cua khich hang

doi véi nhitng thuong hiéu dién thoai di dong khac nhau

T
c
®
o

m

Long trung thanh cta khach hang doi véi cac thuong hiéu

WellcoM
Vertu
V.Fone
Sony Eri
Siemens
Sfone
Samsung
Q-Mobile
Philips
Panasoni
02

Nokia
Motorola
Mobell
LG
Lenovo
HTC

HP
Dopod
DH

Bird
BenQ
Bavapen

Apple

4,625
3,313
3,750
5,234
4,038
3,682
4,699
4,000
4,679
3,786
4,417
4,658
4,750
3,844
3,050
5,292
3,688
5,333
4,000
5,750
2,833
4,750
5,500
4,500

2,000 4,000 6,000
Loy

8,000




4.7 PHAN TiCH ANH HUGNG CUA CAC BIEN PINH TiNH PEN CAC
NHAN TO TINH CACH THUONG HIEU VA LONG TRUNG THANH

4.7.1 Giéi tinh
Bang 4.6 K&t qua T-test doi v4i gidi tinh

Group Statistics

Gidi tinh* N Mean | Std. Deviation @ Std. Error Mean
LOY |0 116 | 4,8082 1,32549 ,12307

1 134 | 4,1959 1,23215 ,10644
SEV |0 116 | 49612 1,31860 ,12243

1 134 | 4,8041 1,30332 ,11259
BDI |0 116 | 3,4138 1,42213 ,13204

1 134 | 3,1555 1,34195 ,11593
ABP |0 116 | 5,2974 1,30214 ,12090

1 134 | 4,8526 1,29640 ,11199
*0: Nit, 1: Nam

Independent Samples Test
Levene's Test
for Equality of
Assumptions Variances t-test for Equality of Means
F Sig. t df Sig. (2-tailed)

LOY Equal variances assumed 2,254 | ,135 3,783 248 ,000

Equal variances not assumed 3,763 | 236,819 ,000
SEV Equal variances assumed 152,697 ,945 248 345

Equal variances not assumed 945 | 242,066 ,346
BDI Equal variances assumed 153 | ,696 1,476 248 141

Equal variances not assumed 1,470 | 238,227 ,143
ABP Equal variances assumed ,017 | ,895 2,700 248 ,007

Equal variances not assumed 2,699 | 242,588 ,007

K&t qua T-test cho thdy & dd tin cdy 95%, gidi tinh c6 dnh hudng dén
mitc do 16i cudn cila tinh cich thuong hiéu (ABP) vi Sig clia T-test = 0.007
dat mic c6 y nghia (v6i ki€ém dinh Levene c6 Sig = .895 — trudng hgp
phuong sai bing nhau). Nit cho ring cdc thuong hiéu c6 sy 16i cuén cao hon
nam (cAm nhin vé 16i cuén thuong hiéu trung binh ctia nit 1a 5.29 con nam I

4.85). Piéu nay cho thiy cdc hing dién thoai di dong khi mudn dinh huéng



mua sim ctia khdch hang phdi nit thi cAn chid y dén viéc lam cho chiéc dién
thoai c6 nhitng dic di€m vé hinh ding, vé mau sic, thi€t k€ va vé thuong
hiéu thuc sy 16i cuén d€ thu hit ddi tugng khdch hang nay.

D6i v6i gid tri tu thé hién (SEV), ki€m dinh T-test cho thdy khong c6
st khdc nhau ndo giita cdm nhin cia nam va nit & d0 tin cdy 95%. Vi ki€m
dinh Levene c6 Sig = .697 — trudng hgp phuong sai bing nhau, ta ¢6 Sig cla
T-test = 0.34. SO liéu cho thdy mic cAm nhin trung binh ddi v6i SEV clia
nam 13 3.15 va clia nif 13 4.96 khong c6 su khéc biét dang ké.

DP6i véi mitc dd gin k€t véi thuong hiéu (BDI), ciing twong ty nhu
SEV, ki€m dinh T-test cho thdy khong c6 su khdc nhau nio giita cAm nhin
clia nam va nit & d6 tin cdy 95%. Vé6i ki€m dinh Levene c6 Sig = .696 —
trudng hdp phuong sai bing nhau, ta ¢6 Sig cia T-test = 0.141. S8 liéu ciing
cho thdy mifc cdm nhan trung binh d6i véi BDI clia nam 12 4.8041 va cda nit
12 3.4138 it c6 su khac biét ddng ké.

Bang 4.6 ciing cho thdy d4nh hudng ctia gidi tinh 1&én 10ng trung thanh
(LOY). G d tin cdy 95%, gi6i tinh ¢6 4nh hudng d€n 1ong trung thanh ddi
vGi thuong hiéu (LOY) vi Sig cia T-test = 0.000 dat mic c¢6 y nghia (vdi
ki€m dinh Levene c6 Sig = .135 — trudng hdp phuong sai bing nhau). Nit cho
ring minh trung thanh véi thuong hiéu hon nam (mtc do trung thanh d6i véi
thuong hiéu trung binh ctia nif 12 4.8082 con nam 12 4.1959). Viéc nay c6 thé
gilip cdc hang di€én thoai di dong ddnh gid dudc thi trudng thong qua phan
khiic theo gidi tinh, d€ c6 nhitng hoat dong marketing tip trung vio nhitng
phan khic ma cong ty cho ring can phdi giit khdch hang trung thanh véi
minh.

4.7.2 P} tudi



Bang 4.7 Két qua T-test d6i véi do tudi

Group Statistics

Tudi N Mean | Std. Deviation | Std. Error Mean
SEV | <=25 123 | 4.5671 1.39528 12581
> 25 127 | 5.1772 1.15001 .10205
BDI | <=25 123 | 2.9702 1.24192 11198
> 25 127 | 3.5709 1.45168 .12882
ABP | <=25 123 | 4.9350 1.34699 12145
> 25 127 | 5.1791 1.27782 .11339
LOY | <=25 123 | 4.3659 1.30741 11789
> 25 127 | 4.5906 1.30804 11607
Independent Samples Test
Levene's
Test for
Assumptions Equality of
Variances t-test for Equality of Means
F Sig. t df Sig. (2-tailed)
SEV Equal variances assumed 5376 | .021 -3.778 248 .000
Equal variances not assumed -3.766 | 236.304 .000
BDI Equal variances assumed 4796 | .029 | -3.510 248 .001
Equal variances not assumed -3.519 | 244.302 .001
ABP Equal variances assumed 065 798 | -1.471 248 .143
Equal variances not assumed -1.470 | 246.232 .143
LOY Equal variances assumed 121 0 .728 | -1.358 248 176
Equal variances not assumed -1.358 | 247.752 176

K&t qua T-test cho thdy & dd tin cdy 95%, dd tudi c6 dnh hudng dén

mitc do gidn k&t vdi thuong hiéu (BDI) vi Sig ctia T-test = 0.001 dat mifc c6 ¥

nghia (v6i ki€m dinh Levene ¢ Sig = .029 — trudng hdp phuong sai khong

biang nhau). Mic du d6i vé6i cac do tudi khdc nhau déu c6 mdc trung binh ctia

BDI nhd hon mic giita clia thang do Likert 7 diém, nhung c6 thé thiy nhitng

khdch hang trén 25 tudi c6 su gin két v6i thuong hiéu 16n ho so vdi nhitng




khdch hang duéi 25 tudi (3.5709 so vé6i 2.9702). Nhu viy, cang 16n tudi,

khach hang cang c6 mifc dd gin két v6i thuong hiéu nhiéu hon.

Bing 4.7 ciing cho thdy d9 tudi khidc nhau thi c6 miic 6 cdm nhin vé

gi tri ty th€ hién (SEV) khac nhau & dd tin cAy 95%. Kiém dinh Levene c6

Sig = .021 - trudng hop phuong sai khong bing nhau, Sig ctia T-test = 0.000

dat mic cé ¥ nghia, nén ta c6 thé két luan mic d6 cam nhan vé gia tri ty thé

hién (SEV) c¢6 muc trung binh khdc nhau d6i vdi 2 nhém tudi khiac nhau

(duéi 25 tudi 1a 4.5671 va trén 25 tudi 1a 5.1772).

Véi 2 nhan t6 con lai, ABP va LOY, két qua ki€m dinh cho thdy khong

c6 su khdc biét ndo giita 2 nhém tudi trén 25 va dudi 25 vi & do tin ciy 95%,

ta't cd cac T-test déu cé Sig > 0.05.

4.7.3 Mitc thu nhip trung binh

a. Kiém dinh ANOVA véi nhan té gia tri ty thé hién (SEV)

ctia mifc thu nhap hang thang d6i véi gia tri tu thé hién (SEV)

Bing 4.8 K&t qua kiém dinh ANOVA

Descriptives
SEV
Std. Std. 95% Confidence Interval

N Mean | Deviation Error for Mean Minimum | Maximum

Lower Upper

Bound Bound
1 29 | 5,5259 1,30477 ,24229 5,0296 6,0222 2,75 7,25
2 93 | 5,0000 1,21248 ,12573 4,7503 5,2497 1,75 7,25
3 80 | 4,5969 1,41281 ,15796 4,2825 49113 1,25 7,25
4 34 | 4,8456 1,04268 ,17882 4,4818 5,2094 2,25 7,00
5 14 14,3929 1,46009 ,39023 3,5498 5,2359 1,25 6,25
Total 250 | 4,8770 1,31015 ,08286 4,7138 5,0402 1,25 7,25




Test of Homogeneity of Variances

SEV
Levene Statistic dfl df2 Sig.
1,061 4 245 ,376
ANOVA
SEV
Sum of Squares df Mean Square F Sig.
Between Groups 23,209 4 5,802 3,517 ,008
Within Groups 404,196 245 1,650
Total 427,405 249

Post Hoc Tests

Multiple Comparisons
Dependent Variable: SEV
Dunnett t (2-sided)

(I) INC | (J) INC | Mean Difference (I-J) | Std. Error Sig. 95% Confidence Interval
Lower Bound | Upper Bound
1 5 1,1330(*) ,41801 ,020 ,1507 2,1154
2 5 ,6071 ,36821 ,219 -,2582 1,4725
3 5 ,2040 ,37211 ,895 -,6705 1,0785
4 5 4527 ,40788 ,508 -,5058 1,4113

* The mean difference is significant at the .05 level.
a Dunnett t-tests treat one group as a control, and compare all other groups against it.

INC (mic thu nhap trung binh hiang thdng): 1 = “dudi 3 triéu dong”; 2 = “tir 3.1 d&€n 5 triéu déng”;

3=“tr 5.1 dén 7 triéu ddng”; 4 = “tir 7.1 d€n 10 triéu déng”; 5 = “trén 10 triéu dong”

Kiém dinh ANOVA va két qua Post Hoc Tests cho thdy, that sy c6 su
khdc biét gitta 2 nhém khdch hang ¢ thu nhap duéi 3 triéu ddng/thdng va c6
thu nhap trén 10 triéu dong/thang khi cdm nhin gi4 tri tu thé hién (SEV) vi
ki€ém dinh F trong ANOVA c6 Sig = 0.008 dat mifc c6 ¥ nghia, ddng thdi
kiém dinh Post Hoc ¢6 Sig = 0.020 ciing dat mic c6 y nghia v6i do tin cay
95%. Piéu ndy c¢6 nghia 1a ngudi c6 thu nhap thdp nhit cAm nhan gid tri ty

thé hién cao nhit (5.5259) va miic d6 cAm nhin vé gia tri ty thé hién c6 gid



tri trung binh ¢6 xu th€ gidm khi mitc thu nhap ting 1én (xem hinh 4.3 du6i

day).
Hinh 4.3 Anh huéng ctia thu nhap binh quan 1én SEV
SEV
6 5,5259
4.8456
5 \/B\
4,5969 4,3929

4
3 -
2 |
1
0

Duéi 3 triéu tir3.1 dén 5 triéu tir 5.1 dén 7 triéu tir 7.1 dén 10 triéu Trén 10 triéu

ddng/thdng ddng/thdng ddng/thang ddng/thdng ddng/thang

b. Ki€m dinh ANOVA véi nhan té gin két véi thueng hiéu (BDI)

Bang 4.9 K&t qua ki€ém dinh ANOVA ciia mifc thu nhap hang thiang d6i

v6i mife d6 gin két véi thuong hiéu (BDI)

Descriptives
BDI
Std. Std. 95% Confidence

N Mean | Deviation | Error Interval for Mean Minimum | Maximum

Lower Upper

Bound Bound
1 29 | 4,1667 1,44544 | 26841 3,6169 4,7165 1,17 6,33
2 93| 3,2832 1,39265 | ,14441 2,9963 3,5700 1,17 6,33
3 80 | 3,0958 1,30421 | ,14582 2,8056 3,3861 1,17 6,83
4 34| 32010 1,23418 | ,21166 2,7704 3,6316 1,17 5,83
5 14| 2,5833 1,30540 | ,34888 1,8296 3,3370 1,17 5,83
Total 250 | 3,2753 1,38297 | ,08747 3,1031 3,4476 1,17 6,83




Test of Homogeneity of Variances

BDI
Levene Statistic | dfl df2 Sig.
,391 4 245 | 815
ANOVA
BDI
Sum of Squares df Mean Square Sig.
Between Groups 32,515 4 8,129 | 4,488 | ,002
Within Groups 443,727 245 1,811
Total 476,242 | 249
Post Hoc Tests
Multiple Comparisons
Dependent Variable: BDI
Dunnett t (2-sided)
(D) INC | (J) INC Mean Difference (I-J) | Std. Error | Sig. 95% Confidence Interval
Lower Bound | Upper Bound
1 5 1,5833(*%) 43797 | ,001 ,5541 2,6126
2 5 ,6998 ,38580 | ,161 -,2068 1,6065
3 5 ,5125 , 38988 | ,381 -,4037 1,4287
4 5 ,6176 42736 | 310 -,3867 1,6220

* The mean difference is significant at the .05 level.

a Dunnett t-tests treat one group as a control, and compare all other groups against it.

Tuong tu nhu SEV, ki€m dinh ANOVA va két qui Post Hoc Tests tai

bdng 4.9 cho thay, that sy ¢ sy khdc biét gita 2 nhém khdch hang cé thu

nhip dudi 3 triéu dong/thing va cé thu nhip trén 10 triéu dong/thdng khi

cdm nhin mic d6 gin két v6i thuong hiéu (BDI) vi ki€m dinh F trong

ANOVA ¢6 Sig = 0.002 dat mic c6 y nghia, dong thdi kiém dinh Post Hoc c6

Sig = 0.001 ciing dat mifc c6 y nghia vdi do tin cidy 95%. Diéu ndy c6 nghia

12 ngudi c6 thu nhap thadp nhat cdm nhan mic dd gin két v6i thuong hi€u cao




nhat (4.1667) va mifc dd cdm nhan vé su gin k& thuong hiéu cé gia tri trung

binh ¢6 xu thé gidm khi mitc thu nhap ting 1én (xem hinh 4.4 dudi day).

Hinh 4.4 Anh huéng ctia thu nhap binh quan 1én BDI

4,1667
.\

BDI

2,5833

Dudi 3 tricu
dong/thing

tr 3.1 d€n 5

tri€u

déng/thang

tr 5.1 d&n7 tr7.1d€n 10 Trén 10 triéu
triéu tri€éu dong/thing
dong/thing  dbéng/thang

c. Ki€m dinh ANOVA véi nhan 4 sy 16i cudén cia tinh cach thuong hiéu

(ABP)

Bang 4.10 K&t qua ki€ém dinh ANOVA ciia mic thu nhap hang thiang

doi véi sy 16i cudn cua tinh cach thuong hiéu (ABP)

Descriptives
ABP
Std. 95% Confidence

N Mean | Std. Deviation Error Interval for Mean Minimum | Maximum

Lower Upper

Bound Bound
1 29 | 6,0517 ,93632 | ,17387 5,6956 6,4079 4,00 7,00
2 93 | 5,2339 1,21237 | ,12572 4,9842 5,4836 2,00 7,00
3 80| 4,8500 1,33514 | ,14927 4,5529 5,1471 1,25 7,00
4 34| 4,6471 1,26449 | ,21686 4,2059 5,0883 1,25 6,75
5 14 | 4,0357 1,30405 | ,34852 3,2828 4,7887 1,75 6,00
Total 250 | 5,0590 1,31537 | ,08319 4,8952 5,2228 1,25 7,00




Test of Homogeneity of Variances

ABP

Levene Statistic

dfl | df2 | Sig.

1,010 4| 245| ,403
ANOVA
ABP
Sum of Squares df Mean Square Sig.

Between Groups 55,347 4 13,837 | 9,029 | ,000

Within Groups 375470 | 245 1,533

Total 430,817 | 249
Post Hoc Tests

Multiple Comparisons

Dependent Variable: ABP

Dunnett t (2-sided)

M INC |0 INC

Mean Difference (I-])

Std. Error | Sig.

95% Confidence Interval

Lower Bound | Upper Bound
1 5 2,0160(*) ,40288 | ,000 1,0692 2,9628
2 5 1,1982(*) ,35489 | 1,003 ,3641 2,0322
3 5 ,8143 ,35864 | ,060 -,0285 1,6571
4 5 ,6113 ,39312 | ,259 -,3125 1,5352

* The mean difference is significant at the .05 level.

a Dunnett t-tests treat one group as a control, and compare all other groups against it.

Ki€m dinh ANOVA va k&t qué Post Hoc Tests tai bing 4.10 cho thdy, that su

c6 sy khdc biét giita 2 nhém khach hang c6 thu nhap dudi 3 triéu dong/thang

va ¢6 thu nhap trén 10 triéu dong/thdng va sy khdc biét giita nhém khdch

hang c6 thu nhap tir 3.1 dé€n 5 triéu dong/thang va c6 thu nhap trén 10 triéu

ddng/thang khi cdm nhian mifc d6 16i cudn cta thuong hiéu (ABP) vi ki€m

dinh F trong ANOVA c6 Sig = 0.000 dat mifc ¢6 y nghia, ddng thdi ki€m dinh

Post Hoc ¢6 Sig = 0.001 va 0.003, dat mdc c6 y nghia v6i dd tin cdy 95%.

Piéu nay c6 nghia 1a ngudi c6 thu nhip thip nhi't cAm nhian mic do 16i cudn

clia thuong hiéu cao nhat (6.0517) va mic do cdm nhin vé sy 16i cudn




thuong hiéu c6 gid tri trung binh ¢6 xu th€ gidm khi mic thu nhap ting 1én

(xem hinh 4.5 duéi day).

Hinh4.5 Anh huéng ciia thu nhap binh quan 1én ABP
ABP
7 =
] L 60517
5 -
4,0357

4 -
3 -
2 -
1
0

Du6i 3 triéu  tir 3.1 dén 5 triéu tir 5.1 d&€n 7 triéu  tir 7.1 d&n 10 Trén 10 triéu

dong/thing dong/thing dong/thdng  triéu dong/thdng  ddng/thdng

d. Ki€m dinh ANOVA véi nhan t&'long trung thanh (LOY)

Bang 4.11 K&t qua ki€m dinh ANOVA ciia mic thu nhap hang thing

doi véi 1ong trung thanh (LOY)

Descriptives
LOY
Std. 95% Confidence

N Mean | Std. Deviation Error Interval for Mean Minimum | Maximum

Lower Upper

Bound Bound
1 29| 5,7069 1,10411 | ,20503 5,2869 6,1269 2,50 7,00
2 93| 4,7097 1,20082 | ,12452 4,4624 4,9570 2,00 7,00
3 80| 4,2031 1,28039 | ,14315 3,9182 44881 1,50 7,00
4 341 39191 ,85882 | ,14729 3,6195 42188 2,75 6,50
5 14| 3,3571 1,34706 | ,36002 2,5794 4,1349 1,25 6,00
Total 250 | 4,4800 1,30995 | ,08285 43168 4,6432 1,25 7,00




Test of Homogeneity of Variances

LOY

Levene Statistic | dfl df2 Sig.

2,375 4| 245 ,053
ANOVA
LOY
Sum of Squares df Mean Square F Sig.

Between Groups 83,039 4 20,760 | 14,775 | ,000

Within Groups 344236 | 245 1,405

Total 427275 | 249
Post Hoc Tests

Multiple Comparisons

Dependent Variable: LOY
Dunnett t (2-sided)

95% Confidence

() INC ] J)INC | Mean Difference (I-J) | Std. Error | Sig. Interval

Lower Upper

Bound Bound
1 5 2,3498(*) ,38576 | ,000 1,4432 3,2563
2 5 1,3525(%) ,33981 | ,000 ,5540 2,1511
3 5 ,8460(*) ,34340 | ,038 ,0390 1,6530
4 5 ,5620 ,37641 | 287 -,3226 1,4466

* The mean difference is significant at the .05 level.
a Dunnett t-tests treat one group as a control, and compare all other groups against it.

K&t qua kiém dinh tai bdng 4.11 cho thay, c6 su khdc nhau giita nhitng
nhém khich hang c6 thu nhip khac nhau khi ddnh gid mic do trung thanh
cia ho ddi vdi thuong hiéu dién thoai di dong dang st dung. VGi do tin ciy
95%, ki€m dinh ANOVA c6 Sig ctia F 12 0.000 dat miic c6 y nghia va Post
Hoc chi ra ring:

- C6 sy khac nhau vé 1ong trung thanh giita nhitng khdch hang c6 mifc
thu nhap dudi 3 triéu dong/thing va c6 thu nhip trén 10 triéu dong/thdng,

vé6i Sig = 0.000.



- C6 sy khac nhau vé 1ong trung thanh giita nhitng khdch hang c6 mifc
thu nhap tir 3.1 d€n 5 triéu dong/thdng va nhitng khach hang c6 thu nhap trén
10 triéu déng/thdng, véi Sig = 0.000.

- C6 su khdc nhau vé€ 1ong trung thanh giita nhitng khdch hang c6 mifc
thu nhap tr 5.1 d€n 7 triéu ddng/thang va cé thu nhip trén 10 triéu
ddng/thdng, véi Sig = 0.038.

Nhin vao phian Descriptives cia bdng 4.11, c6 thé thdy long trung
thanh ctia khach hang gidm dan khi mdc thu nhip binh quéan ting dan. D€

thay r6 diéu nay, chiing ta c6 thé theo doi d6 thi dudi day.

Hinh4.6  Anh hudng ciia thu nhap binh quan 1én LOY

LOY

6 5.7069

5
4
3.9191 3.3571

Du6i 3 triéu  tir3.1d€n 5 tridu tir5.1dén7trieu  t7.1d€n10  Trén 10 tridu
dong/thdng dong/thing dong/thing  tridu dong/thdng  ddng/thdng




4.7.4 Co quan dang cong tac:
Bang 4.12 K&t qua ki€ém dinh ANOVA cua bién “cd quan dang cong tic”
doi véi cac bién dinh lugng: SEV, BDI, ABP va LOY

Test of Homogeneity of Variances

Levene Statistic dfl | df2 | Sig.
SEV 1,353 4 245 251
BDI 1,691 4 245 153
ABP 1,047 4 245 383
LOY 1,975 4 245 ,099
ANOVA
Sum of Squares df Mean Square F Sig.
SEV | Between Groups 5,329 4 1,332 | 773 | ,543
Within Groups 422,077 | 245 1,723
Total 427,405 | 249
BDI Between Groups 7,964 4 1,991 | 1,042 | ,386
Within Groups 468,279 | 245 1,911
Total 476,242 | 249
ABP | Between Groups 9,539 4 2,385 | 1,387 | ,239
Within Groups 421,278 | 245 1,720
Total 430,817 | 249
LOY | Between Groups 8,422 4 2,106 | 1,232 | ,298
Within Groups 418,853 | 245 1,710
Total 427275 | 249

K&t qua ki€m dinh ANOVA cho thay, tit cd cdc Sig déu 16n hon 0.05.
Vi vy & dd tin ciy 95%, ta c6 thé két ludn khong c6 su khdc nhau giita
nhitng kh4ach hang dang lam viéc tai cidc cd quan khdc nhau khi cdm nhan vé

SEV, BDI, ABP va LOY.



4.8 TOM TAT

Chuong nay di trinh bay két qui ki€m dinh cdc thang do, md hinh
nghién cttu, phan tich c4dc nhin t6 tinh cdch thuong hiéu va long trung thanh
cia khdch hang ddi v6i thuong hiéu dién thoai di dong. K&t qua EFA cho
thdy thang do tinh cdch thuong hiéu gdm c6 3 thanh phian: Sy 16i cudn cda
tinh cdch thuong hiéu, Gid tri ty th€ hién va Su gin két vdi thuong hiéu;
thang do mifc do trung thanh gdbm c6 4 bi€n quan sit. Cc thang do ndy déu
dat dugc do tin cay thong qua ki€m dinh Cronbach’s Anpha.

Ham hdi quy cho thdy, ¢4 3 nhan td riit ra tit EFA déu c6 tdc dong mot
ciach c6 y nghia dén long trung thanh cda khdch hang. Sy 16i cuén cia tinh
céch thuong hiéu c6 tdc dong manh nhit d&€n 1ong trung thanh. B&i vay, diy
12 y&u t6 ma cdc nha sdn xudt va phan phdi can uu tién phdt huy trong cic
chi€n lugc marketing clia minh.

Chuong 4 ciing trinh bay cdc k&t qui kiém dinh T-test vi ANOVA dé
xem xét anh hudng clia cdc bi€n dinh tinh (tudi, gi6i tinh, mic thu nhap binh
quén va co quan dang cong tic) 1én cdc bién dinh lugng clia mo hinh.

- Gidi tinh c6 4nh hudng d€n mic do 16i cudn cia tinh cdch thuong
hiéu (ABP) va long trung thanh (LOY), khong dnh huéng dén gid tri tu thé
hién (SEV) va mifc do gin két v6i thuong hiéu (BDI) & do tin cdy 95%.

- P6 tudi c¢6 dnh hudng d€n mic dd gin két v6i thuong hiéu (BDI) va
gia tri ty thé hién (SEV), khong 4nh hudng d€n ABP va LOY & d6 tin ciy
95%.

- Mitc thu nhap binh quin c¢6 4nh hudng dén gi4 tri ty thé hién (SEV),
mitc dd gin k&t véi thuong hiéu (BDI), mic d6 16i cudn cua thuong hiéu

(ABP) va cé long trung thanh (LOY) & d6 tin cdy 95%.



- Khong ¢6 su khac nhau gitta nhitng khdach hang dang lam vié€c tai cic
co quan khic nhau khi cdm nhin vé SEV, BDI, ABP va LOY & d0 tin ciy
95%.



cHUONGS
Y NGHIA VA KET LUAN
5.1 GIGI THIEU

Chuong 4 di thdo luan chi ti€t vé cdc két qud ciing nhu cdc goi ¥ chinh
séch tf nhitng k&t qué khdo sdt. Chuong 5 trinh bay nhitng k€t ludn chinh va
nhitng gdi y chinh siach quan trong dya trén két qua nghién citu tong hdp cia
céc chuong truGe, dic biét la tir chuong 4.

5.2 Y NGHIA VA KET LUAN

Pay la nghién cttu chinh thic dau tién tai Viét Nam vé tinh cdch
thuong hiéu 4nh hudng dén 1ong trung thanh cda khich hang ddi véi cédc
thuong hiéu dién thoai di dong, qua d6 tdc gid did hiéu chinh va ki€m dinh
thang do do Kim & ctg (2001) phat trién tai thi trudng Viét Nam.

Tai thi trudng Viét Nam, mifc d trung thanh cida khdch hang d6i véi
cac thuong hiéu dién thoai di ddong l1a 4.48, tuy cao hon muc giita cia thang
do Likert 7 diém nhung khong cao. Piéu nay cé thé dugc 1y gidi vi hién tai
c6 qud nhiéu thuong hiéu dién thoai di dong dang canh tranh tai Viét Nam.
Ty 1€ % khdch hang c6 mic dd trung thanh trung binh tir 5 trd 1én tai thi
trudng Viét Nam chi dat 31.6%.

Trong qué trinh do Iudng mdc d6 trung thanh va cdm nhén cda khéach
hang vé tinh cdch thuong hiéu, dé tai ndy di ti€n hanh phuong phdp phan
tich nhan t6 khdm phd (EFA) va phan tich hdi quy, két qua ki€m dinh cho
thdy cdc thanh phan clia thang do tinh c4dch thuong hiéu ddm bio dugc do tin
cdy va do gid tri cia thang do, n6 c6 thé st dung dudc & thi trudng Viét Nam.
Thong qua viéc khdo sit dinh tinh bing phéng van siu 20 khich hang va

khdo sdt dinh lugng so bé 140 khach hang, tic gia da loai bé khdi mo hinh



A

nhin t6 “LdJi don vé€ thuong hiéu” (Word-of-mouth reports) so véi mo hinh
gbc cua Kim & ctg (2001), dong thdi hiéu chinh thang do cho phu hgp véi
thuc t€ tai Viét Nam. Khi ti€n hanh khdo sdt chinh thic véi ¢8 mau 250, két
qua phan tich nhan td kham ph4 cho thiy cdc bi€n quan sdt phdn nhém gin
nhu hoan toan thdng nhit véi cdc thang do clia Kim & ctg (2001).

Trong di€u kién tai thi trudng Viét Nam, 15 bi€n quan sdt cda thang do
tinh cdch thuong hiéu dudc s& dung da bi loai 3 (tit cd déu 1a bi€n thudc
nhan t§ “LJi don vé thuong hiéu”), va dudc tdc gid bd sung vao 2, nén cudi
cung nghién citu c6 14 bi€n quan sit. 14 bi€n quan sdt ndy dudc nhém thanh
3 thang do. D6 1a Sy 16i cudn cua tinh cdch thuong hiéu (ABP), Su gin két
vdi tinh cdch thuong hiéu (BDI) va Gi4 tri ty thé hién (SEV). C4c thang do
nay, ciing vé6i thang do va mifc do trung thanh (LOY) déu dat dugc dd tin cay
va do gia tri cao. Tdc gid ciing hiéu chinh thang do long trung thanh bing
viéc thém bi€n quan sit: néu mua chi€c dién thoai thi 2 dé€ st dung cling

lic, tdi cling s€ chon thuong hiéu minh dang st dung.

5.3 HAM Y CHINH SACH CHO DOANH NGHIEP

Trong mé hinh hdi quy, dé tai nay chi ra ring mic dd trung thanh cida
khdch hang (LOY) chiu 4nh hudng manh bdi sy 16i cuén ctia tinh cédch
thuong hi€u (ABP) (Beta la 0.616). Déng thoi, hai nhan t§ con lai clia md
hinh ciing tdc dong 1én LOY, tuy véi mifc d6 y&u hon ABP. Cu thé 13 SEV
vGi Beta bing 0.194 va ABP véi Beta bing 0.139.

Nhv vay, néu doanh nghi€ép mudn ting cudng mitc dd trung thanh cia
khdch hang d6i véi thuong hiéu, thi cong ty cin tip trung ting cudng stc 16i

cudn cua thuong hiéu. Thyuc t€ ¢ Viét Nam ciing cho th4y, nhitng loai dién



thoai clia cdc thuong hiéu chi€m thi phan 16n di tao dugc stc 16i cudn, hap
din 16n cho khidch hang. Biing viéc sdng tao nhiéu ki€u ddng, tinh ning, mau
sic,.khiac nhau va dua ra nhi€u mdc gid tir thaip dé€n cao, mdt s6 hing ndi
bat nhu Nokia di chitng té sy 16i cudén clia minh ddi véi khdch hang va 1am
cho khach hang ngay cang trung thanh thé hién qua viéc Nokia ding virng
va phat trién tai thi trudng Viét Nam.

Bén canh d6, doanh nghiép ciing c6 thé ting tinh gin két ddi vdi
thuong hi€éu nhim ning cao mic d6 trung thanh cia khdch hang. Vi dién
thoai di dong 12 mit hang cong nghé cao nén rat dé thay ddi, do d6 néu
doanh nghiép ddm bdo dugc su gin két ciia khdch hang v§i thuong hiéu cla
minh, thi cho dul thi trudng cé thay ddi nhanh, khich hang vin trung thanh
véi thuong hiéu ma ho gin két. K&t qua khdo sat cho thdy, mitc d6 gin két
thuong hiéu cda khach hang tai Viét Nam chi dat 3.27 (thdp hon di€m giira
ctia thang do Likert 7 di€m), diéu nay ddng nghia véi viéc nhiéu khach hang
it 6 su gin két véi thuong hiéu dién thoai di dong, nghia 1a st dung thuong
hiéu ndo cling dugc. Nhu vdy doanh nghiép cin phdi ting cudng cic bién
phdp marketing phit hdp nhim ting tinh gin két ctia khach hang vé6i thuong
hiéu.

Cudi cuing, doanh nghiép ciing can lam ting gid tri ty thé hién d€ 1am
ting mic do trung thanh clia khdch hang ddi véi thuong hiéu. K&t qua khio
sat clia d€ tai nay cho thdy, gid tri trung binh cla gid tri ty thé hién 13 4.87,
cao hon di€m giita cda thang do Likert 7 di€ém nhung van chua that sy cao.
S6 liéu ciing chi ra riing nhitng thuong hiéu c6 thi phan cao nhat thi c6 gid tri
tv thé hién trung binh cling cao nhu: Nokia (5.158), Samsung (5.25),
Motorola (5.208), Sony Ericsson (5.152)...



5.4 HAN CHE CUA PE TAI VA HUGNG NGHIEN CUU TIEP THEO

Han ch€ cla dé tai cling 12 nhitng gi6i han trong pham vi nghién cfu.
D¢ tai do ludng cdc nhin t§ tinh cdch thuong hiéu nhung chua diy dd. Céc
dé tai nghién ctu ti€p theo c6 thé do ludng bing nhiéu thang do khic nhu
thang do ctia Aaker véi 42 bi€n quan sit. K&t qua hdi quy véi R® da hiéu
chinh bing 0.66 chiing t& mo hinh chi gidi thich dugc 66% su thay ddi cla
bi€n LOY, di€u nay cho thdy con it nhdt mot nhin t& nita ¢ tic dong dén
LOY.

D¢ tai nay chi khdo sdt ddi v6i nhitng khdch hang dang st dung dién
thoai di ddng, do d6 chua ddnh gid dudc h€t cAm nhan clia nhitng khach hang
tiém ning, ddng thdi chua khio sdt cdc nguyén nhan lam cho khdch hang
thay ddi thuong hiéu dién thoai di dong (ddi v6i nhitng khach hang da thay
ddi dién thoai di dong it nhat 1 1an).

Pé tai nay dirng lai 8 mot dé tai nghién citu khoa hoc mang tinh han
1am. N6 chi ra mot cong cu do ludng t6t, chi ra cdc mdi quan hé va ddnh gid
ban dAu mang tinh chung nhi't vé cdm nhin cda khach hang d6i véi cdc nhan
t0 tinh cdch thuong hiéu. Dua trén két qud nghién cifu ndy, cdc nha qudn tri
doanh nghiép (cdc gidm ddc thuong hiéu, gidm d6c marketing, gidm d6c sdn
phim..) va cdc nha nghién cttu ti€p theo c6 thé ti€p tuc phdng van nhicu
khach hang & cdc phan khic thi trudng khdc nhau, nhim dua ra cdc ddnh gid
cu thé va chinh xdc hon vé 4nh hudng clia tinh cdch thuong hiéu dén long

trung thanh ctia khach hang tai Viét Nam.



TAI LIEU THAM KHAO
A. Tiéng Viét
Bdo dién t& Padng Cong sdn Viét Nam, Nong bong “cudc chién” phdn phdi
dién thoai di dong, c6 sdn tai:

http://www.cpv.org.vn/print preview.asp?id=BT31120756181 (truy
cap ngay 22/03/2008)

GFK (2007), Bdo cdo nghién citu thi truong Viét Nam nam 2007.

Bui Nguyén Hung & V6 Khdnh Toan (2005), “Ch4t lugng dich vu 1dp
dit dong hé nudc tai TP.HCM va mdt s6 gidi phdp”, Tap chi phdt
trién kinh t&€, S6 172 (02/2005).

Tran Pitc Long (2006), Pdnh gid mitic dé hai long ciia khdch hang sit dung
mang thong tin di dong S-Phone, Luan vian thac si, Pai Hoc Béach
Khoa TPHCM.

Moore, R. (2003), Thuong hiéu danh cho lanh dao, Nha xuat ban Tré, TP.
Ho Chi Minh.

H4i Thanh, Cdu chuyén dién thoai di dong & Viét Nam , c6 sdn tai:
http://www.thehe8x.net/news/Hi-Tek/2007/11/44/30653.php (truy cédp
ngay 21/4/2008)

Hoang Thi Phuong Thido & Hoang Trong (2006), Gid tri dich vu va chdt
lugng dich vu trong gido duc dai hoc nhin tir géc do sinh vién: truong
hop dai hoc kinh t¢ TPHCM, CS-2005-09, Trudong PH Kinh T€&
TPHCM

Nguyén Pinh Tho & Nguyén Thi Mai Trang (2002), Nghién ciiu cdc thanh
phdn ciia gid tri thuong hiéu va do luong chiing trong thi truong hang
tiéu dung tai Viét Nam, B2002-22-33, Trudng Pai hoc Kinh Té&
TP.HCM.



Nguyén DPinh Tho & Nguyén Thi Mai Trang (2004), Cdc yéu t6 chinh tdc
dong vao su lya chon hang ndi va hang ngoai nhdp cia nguoi Viét
Nam, B2004-22-65, Trudng Pai hoc Kinh T TP.HCM.

Nguyén Dinh Tho & Nguyén Thi Mai Trang (2005), Vai tro ciia canh tranh
cd nhdn doi vdéi xu hudng tiéu ding thuong hiéu qudc té ciia nguoi
Viét Nam, B2005-22-86, Trudng Pai hoc Kinh T€ TPHCM.

Nguyén Pinh Tho, Nguyén Thi Mai Trang & Tran Thi Kim Dung (2006),
Ung dung 1y thuyét tin hiéu dé do luong gid tri chuong trinh cao hoc
qudn tri kinh doanh, B2006-09-05, Trudng Pai hoc Kinh T€ TPHCM.

Nguyén Dinh Tho & Nguyén Thi Mai Trang (2007), Nghién citu thi truong,
NXB Pai hoc Quéoc gia TPHCM, TP. H6 Chi Minh.

Hoang Trong & Chu Nguyén Mong Ngoc (2005), Phdn tich dit liéu nghién
citu voi SPSS, Nha xuit bin Thong k&, TP. Hb Chi Minh.

Thién Vi, Dién thoai thuong hiéu viét mdé 160 di, c6 sdn tai:
http://www.tbvtsg.com.vn/show_article all.php?id=15222 (truy cép
ngay 21/4/2008).

Website Tin hoc tai chinh Online (2008), Nam 2008: Thi truong dién thoai
di doéong thé gidi chi tang dusi 10%, c¢6 sin tai:
http://www.tinhoctaichinh.vn/Home/ThongKe-
DuBao/2008/4/7757.dfis (truy cap ngay 21/4/2008).




Website VCTV (2008) , Nam 2008, thi truong cong nghé Viét Nam sé vuot
miic 4 ty USD?, ¢6 sin tai:

http://www.vctv.vn/index.php?option=com_content&view=article&id

=568:ttcnvnvuotdtinam08 &catid=68:sviec&ltemid=79 (truy cip ngay
28/6/2008).

B. Ti€ng Anh
Aaker, D.A. (1996), Building strong brands, New York, The Free Press.

Aaker, J. L. (1997), “Dimensions of brand personality”, Journal of
Marketing Research, 34, 347 —357.

Aaker, J. L. (1999), “The malleable self: the role of selfexpression in
persuasion”, Journal of Marketing Research, 36, 45-57.

Ashforth, B.E., & Mael, F. (1989), “Social identity theory and the
organization”, Academy of Management Review, 14(1), 20-39.
Cheverton, P. (2002), How come your brand isn’t working hard enough?,

Kogan Page US, 29 — 31.
Fournier, S. (1998), “Consumers and their brands: developing
relationship theory in consumer research”, Journal of Consumer

Research, 24, 343-373.

Hair, J.F., Anderson, R.E., Tatham, R.L., Black, W.C. (1998),
Multivariate Data Analysis, Prentical-Hall International, Inc.
Kim, C.K. (1998), “Brand personality and advertising strategy: an

empirical study of mobile-phone services”, Korean Journal of

Advertising, 9, 37-52.



Kim, C.K., Han, D. & Park, S-B (2001), “The effect of brand personality
and brand identification on brand loyalty: Applying the theory of
social identification”, Japanese Psychological Research, Volume 43,
No.4, 195 — 206.

Kotler, P. (2002), Marketing Management Millenium Edition, Pearson
Custom Publishing.

Kotler, P. (2003), Marketing Insights from A to Z, John Wiley and Sons
Publisher, New Jersey

Mael, F. B., & Ashforth, E. (1992), “Alumni and their alma mater: a
partial test of the reformulated model of organizational
identification”, Journal of Organizational Behavior, 13, 103—123.

Norusis, M.J. (2005), SPSS 13.0 Statistical Procedures Companion, Chicago:
SPSS, Inc.

Opoku, R.A. (2005), Communication of Brand Personality by Some Top
Business Schools Online, P.24.

Plummer, J. T. (1985), “How personality makes a difference”, Journal
of Advertising Research, 24(6), 27-31.

Ratchford, B. T. (1987), “New insights about the FCB grid”, Journal of
Advertising Research, 27(4), 34-38.

SPSS Inc (2004), SPSS 13.0 Base User’s Guide.

Tabachnick, B.G. & Fidell, L.S. (1996), Using Multivariate Statistics,

HarperCollins College, New York.



Phu luc 1.
Phu luc 2.
Phu luc 3.
Phu luc 4.
Phu luc 5.

Phu luc 6.
Phu luc 7.

Phu luc 8.

MUC LUC PHU LUC

Dan bai phdng van dinh tinh ...........coovevviiiiiiieeccce I
Bang cdu hoi chinh thliic ......oooviiiiiiieiiieeecc e 3
Tém tit k€t qua nghién cttu dinh tinh ..........ccooveeveeieeeenne. 6’
K&t qud EFA cédc nhan t6 tinh cach thuong hiéu ................... 8
K&t qua EFA nhan t6 1ong trung thanh véi

CNUONG MIEU (LOY) wovvveeeoeeoeeeeeeeoee oo 10°
K&t QUA D1 QUY BOL wevrrroeoeeeeoeeeeeeeeeoeeeeeooeeseessoeeessessenssese 11’
Ki€m dinh cdc thang do bing Cronbach’s Apha .................... 13
Pic di€m ctia MAU KN SAt.veeveeeeeeeeeeeeeeeeeeeeeeeeeeeee e, 17’



Phuluc1
Dan bai phéng van dinh tinh

Xin chdo anh/chi. T6i 1a Pham Anh Tuin, thanh vién nhém nghién citu
v€ tinh cdch thuong hiéu v€ dién thoai di dong, rit mong anh/chi danh chiit it
thdi gian trao d6i mot s& suy nghi clia anh/chi va gép ¥ cho nhém nghién citu
vé van dé nay. Nhitng y ki€n cla anh/chi chi sit dung cho muc dich nghién

ctu khoa hoc va dudgc gilt bi mat.

- Khi quyét dinh mua dién thoai di dong, anh chi ¢6 quan tim dé€n thudng
hiéu (néu mot s6 tén thuong hiéu) cia dién thoai di dong d6 khong?

- N&u thay doi dién thoai di dong hodc mua mdt di€n thoai di ddong mdi, anh
chi ¢6 chon chon mua lai thuong hiéu dién thoai di ddong ma anh chi dang s
dung khong? vi sao?

- Anh/chi cdm thidy dién thoai di dong ma anh chi dang st dung la t0t hay
khong t6t?

- Anh/chi c6 cdm thdy dién thoai di dong ma anh chi dang st dung 16i cudn
hon so vdi cdc loai dién thoai mang thuong hiéu khdc khong? (1an ludt gisi
thiéu cho ngudi dugc phdng vAin mot sd thang do cia sy 16i cudn clia tinh
céch thuong hi€u — Attractiveness of brand personality )

- Anh/chi ¢6 cadm thdy c6 mot sy gin két giita dién thoai di dong ma anh chi
dang st dung v6i ban than anh/chi khong? (IAn lugt gidi thiéu cho ngudi dudc
phéng vdn mdt s6 thang do clia suv gin két v6i thuong hiéu — Brand
identification )

- Anh/chi ¢6 cho ring dién thoai ma cdc anh chi dang s dung c6 thé phdn
4nh tich cdch clia anh/chi hoic gilp cdc anh/chi thé hién phong cdch cia

minh, gidp minh ndi trdi hon khong ?



- Khi thdy dién thoai di dong ctia minh st dung t6t, anh/chi ¢6 mudn gidi
thi€u cho ngudi khac (ban bé, ngudi than ...) st dung loai dién thoai di dong
d6 khong?

- Theo anh/chi, nhitng y&u t& vira thdo ludn c¢6 dnh hudng d€n quyét dinh
mua dién thoai di dong clia cdc anh/chi khong? Ngoai nhitng yé&u t& vé gid
cé, chat lugng dam thoai, hé thdng ctra hang phan phdi, dich vu hau mai, bdo
hanh..., anh/ chi con quan tAim dén nhitng yéu t6 ndo khic lién quan dén
thuong hiéu khi chon mua dién thoai di dong (din ddt d€n cdc nhin t6 tinh

céch thuong hi€u néu trén)?

Xin chan thanh cam ¢n anh/chi!



Phu luc 2
Bang ciu héi chinh thic

Truong Pai hoc Kinh t& TP.HCM
Khoa Quan tri Kinh doanh

BANG CAU HOI NGHIEN CUU VE MOT SO THUONG HIEU
PIEN THOAI DI PONG

Kinh chao cac ban.

Ching to6i 12 nhém nghién cttu thudc Trudng PH Kinh t¢€ TPHCM.
Ching toi thyc hién mot nghién citu vé mot sd thuong hiéu dién thoai di
dong tai Viét Nam v6i muc dich phuc vu gidng day va nghién ctu khoa hoc,
khong c6 muc dich kinh doanh. Kinh mong cdc ban danh chit it thdi gian dé€
trd 101 ching t6i mot sd cau hdi sau day. Ciing xin luu ¥ v§i cdc ban 1a ching
t6i muon tim hi€u cdm xtdc cda cdc ban d6i véi thuong hiéu dién thoai di
dong ma ching t6i dang nghién ciu, khéng cé trd 15i nao 1a ding hay sai ca.

Phan I: Hay chon mét thuong hiéu dién thoai di dong ban dang si dung
va cho bi€t mifc d6 dong ¥ cda cac ban vé cac phat biéu dién ta cam xic
cta ban vé thuong hiéu d6 (ky hiéu la X) duéi day theo thang diém tir 1
dén 7, v6i qui udce:

1 = Rat khong déng y (Hoan toan phdn ddi); 2 = Khong dong y

3 = Hoi khong déng ¥; 4 = Phan van, khong biét c6 dong y hay khong
5=Hoidongy; 6 =Poéng y; 7=RAatddng y (phat bi€u hoan toan diing

(xin chi khoanh tron mét con sé thich hgp cho tirng phat biéu)

Thuong hiéu dién thoai di dgng ma Ban dang st dung (X):
(Nokia, Samsung, Sony Ericsson, Motorola, Siemens, BenQ, LG, O2,
Lenovo, WellcoM, Philips, Sfone — CDMA, Dopod, Mobell, Bird, Panasonic,
Vertu, Apple....)




Thang do

Ky

hiéu
Su gz‘in két véi thuwong hiéu (Brand identification)
Thanh cong ctia X chinh 1a thanh c6ng cla t6i BID1 |{1]2(3|4|5|6|7
Tbi thich thd v6i nhitng gi lién quan dé€n X BID2 (1(2|3|4|5|6|7
dK;l(; Ccl(i ;1; :?’lgc(;li ngdi X, tdi cAm thdy nhu chinh minh BD3 |112|3lal5/6!7
z(vl\llle ;o; ;lr?;;‘l‘lgjf(\r}eh z(y,)tm thudng dung “Ching ta BID4 |112|3lal5/6!7
Il:lheaunizo ai d6 phé binh X, t6i cdm thady nhu minh bi xuc BID6 |11213lal5/6!l7
Gia tri ty thé hién (Self-expressive value of brand personality)
X gitp t6i th€ hién chinh minh SEV1 |1/2(3(4|5|6|7
X phdn dnh tinh cdch cilia t6i SEV2 (112|314 (5|6|7
X lam tang gid tri cda t6i SEV3 |[1|/2|3|4|5(6|7
X gitp t6i ndi bat hon SEV4 (1|2|3|4|5|6|7
Sy 16i cudn cua tinh cdch thuong hiéu (Attractiveness of brand personality)
X rat16i cudn doi véi toi ABPl |1(2|3|4|5|6|7
X rdt c6 ich d6i véi toi ABP2 |1|2|3|4|5|6|7
X rat dic biét d6i vdi tdi ABP3 |1]2|3|4|5|6|7
X rat hap dan doi véi toi ABP4 |1]12|3|4|5|6|7
Long trung thanh do6i véi thuong hi¢u (Loyalty)
Toi sé ti€p tuc sit dung X LOY1 |[1]2|3|4|5|6|7
;l;l(:)ii Csfntlllét}r);rl:; stt dung X cho du c6 nhitng 1gi thé tir doi ov2 |1l2l3lalslel?
Toi s& mua thém nhitng sdn phadm va dich vu clia X LOY3 |1(2|3|4|5|6|7
:ﬁé;ll;rilgsnc};(iéc dién thoai thit 2 d€ st dung cuing liic, toi Lov4 |1l213lalslel7




Phan II: Xin Ban vui long cho biét mot s6 thong tin c4 nhan:

1. Xin vui 1dng cho biét gidi tinh: [ Na [ Nam

2. Xin vui 1ong cho bi€t Ban thudc nhém tudi nao:
[1<25wéi [1> 25 wéi

3. Xin vui 1ong cho biét mitc thu nhdp hang thiang ctia Ban (triéu dong):
[1<3.0 [131-50 5170

[17.1-10,0 [1>10.0

4. Co quan ma ban dang cong tic:
1 Chua di lam
) Doanh nghi€p nha nudc
"1 Doanh nghiép ngoai qudc doanh trong nudc
[1 Cd quan quan 1y nha nudc
[T KhAC (X071 @RI 7O): o

5. Xin vui long cho bi€t tén dia phuong ma ban dang sinh song:
Quan/Huyén/Thi xa :
Tinh/Thanh phd:

CHAN THANH CAM ON SU HGP TAC CUA BAN



Phuluc 3

Tém tit két qua nghién cidu dinh tinh

Téc gid da ti€n hanh khdo sat dinh tinh bing phuong phdp phdng van
sdu d6i véi 20 khach hang dang st dung cdc loai dién thoai di dong khédc
nhau tai thinh phd HO Chi Minh va Binh Dudng. Viéc khdo sdt nay cho phép
tdc giad c6 thé€ dinh hinh thang do ctia minh d€ ti€n hanh khdo sit dinh lugng,
nhim ki€m dinh cdc gid thuyét thong qua ham hdi quy. K&t qua cda viéc
khdo st dinh tinh ciing ding d€ ki€m dinh gi3 thuyét thi nhat: C6 su tdn tai
cla cdc nhin t6: Su 16i cudn clia thuong hiéu, Nhitng 15i don vé thuong hiéu,
Su gin k&t véi thuong hiéu, Gid tri ty thé hién trong cdm nhin cla ngudi tiéu

diing vé thuong hiéu dién thoai di ddng ma ho dang sit dung.
Dan bai phéng van dinh tinh dudc dinh kém tai phan phu luc 1.

K&t qua khdo sdt dinh tinh cho thdy, hau hét ngudi tiéu diing dang st
dung cédc loai dién thoai di dong déu cho riing khi chon mua dién thoai di
dong, ho rat quan tAm dén thuong hi€u clia cdc loai dién thoai di dong khéc
nhau. C6 ngudi chua bao gid nghe tén mdt thuong hi€u, vi du nhu Mobell.
Hau hét déng ¥ vdi nhan dinh ring cé sy ton tai cda cdc nhin td tinh cdch
thuong hiéu. Ho cdm nhin dugc sy 16i cudn ciia thuong hiéu, khi cho ring cé
nhitng loai dién thoai di dong, khi ho vira nhin thdy 13 di thich, da 4n tugng
so v@i cac loai dién thoai di dong khéc.

C6 11/20 ngudi duge hdi cho ring rat quan tAm dén nhitng thong tin
néi v€ loai dién thoai di dong ma ho dang st dung tifr cdc phuong tién thong

tin dai chdng, tif nha sdn xuat va nha phan phoi.



Cé6 17/20 ngudi dudc hdi cho ring ho rat buc minh, hodic cdm thiy bi
xtic pham khi ¢6 ngudi khdc phé binh, ché bai hoic mot bai vi€t/bai binh

luan khong tt vé€ thuong hiéu dién thoai di dong ho dang st dung.

C6 14/20 ngudi dugc hdi cho ring ho dd gin bé vdi dién thoai clia
minh hon 2 nim, va di gidi thiéu cho nhiéu ngudi khdc vé thuong hiéu dién
thoai di dong d€ ho chon lua truSc khi quyét dinh mua. Cé 3/20 ngudi dugc
hdi cho biét tit c4 thanh vién trong gia dinh ho déu st dung dién thoai véi
cling mdt thuong hiéu, trong d6 c¢é y&u td gidi thiéu clia ho. Pong thdi, tit cd
20 ngudi dugc hdéi déu sin sang chia sé kinh nghiém st dung dién thoai di
dong ctia minh cho ngudi khic, thong qua nhiéu hinh thic nhu trao d6i truc
ti€p/dién dan trén cdc bdo, tap chi chuyén nganh/dién dan trén mang
internet/blog c4a nhan...

Tu k€t qud khdo sdt nay, tdc gid di ti€n hanh x4y dung 1 thang do so
bd dé€ khdo sdt s6 bd v6i cd miu 140. Cudi ciing, tic gid xdy dung thang do

chinh thic va ti€n hanh khdo sdt véi 250 khach hang.



Phu luc 4

Két qua EFA cdc nhin t6 tinh cach thuong hiéu

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 814

Bartlett's Test of Sphericity | Approx. Chi-Square 3779.807

df 91

Sig. .000

Communalities

Initial | Extraction
BDI1 1.000 .668
BDI2 1.000 906
BDI3 1.000 .888
BDI4 1.000 .880
BDI5 1.000 .555
BDI6 1.000 .611
SEV1 1.000 756
SEV2 1.000 788
SEV3 | 1.000 .674
SEV4 1.000 571
ABP1 1.000 137
ABP2 | 1.000 812
ABP3 | 1.000 940
ABP4 1.000 527

Extraction Method: Principal Component Analysis.



Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings | Rotation Sums of Squared Loadings

% of % of % of Cumulative
Total Variance | Cumulative % Total Variance | Cumulative % Total Variance %o

1 6.594 47.100 47.100 | 6.594 47.100 47.100 | 4.214 30.099 30.099

2 2.148 15.340 62.440 | 2.148 15.340 62.440 = 3.303 23.592 53.690

3 1.573 11.234 73.673 | 1.573 11.234 73.673  2.798 19.983 73.673

4 .824 5.884 79.557

5 .670 4.787 84.344

6 575 4.110 88.454

7 450 3.215 91.670

8 354 2.528 94.197

9 .306 2.185 96.382

10 .266 1.902 98.285

11 .147 1.051 99.335

12 052 373 99.708

13 .033 237 99.944

14 .008 .056 100.000

Extraction Method: Principal Component Analysis.

Rotated Component Matrix(a)

Component
1 2 3

BDI2 .895

BDI3 .888

BDI4 877

BDI6 764

BDI1 708 370
BDI5 678

ABP3 915

ABP2 .864

ABPI .840

ABP4 .632

SEV1 338 798
SEV3 791
SEV2 372 784
SEV4 702

Extraction Method: Principal Component Analysis. Rotation Method: Varimax with Kaiser

Normalization.

a Rotation converged in 5 iterations.




Phu luc 5

Két qua EFA nhan to 1ong trung thanh véi thuong hiéu (LOY)

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 743
Bartlett's Test of Sphericity | Approx. Chi-Square 298.456
df 6
Sig. .000
Communalities
Initial | Extraction
LOY1 1.000 S11
LOY2 1.000 726
LOY3 1.000 .679
LOY4 1.000 521

Extraction Method: Principal Component Analysis.

Total Variance Explained

Component Initial Eigenvalues Extraction Sums of Squared Loadings
% of % of
Total | Variance | Cumulative % | Total | Variance Cumulative %
1 2.437 60.916 60.916 | 2.437 60.916 60.916
2 .653 16.332 77.248
3 .595 14.873 92.121
4 315 7.879 100.000

Extraction Method: Principal Component Analysis.

Component Matrix(a)

Component
1
LOY2 .852
LOY3 .824
LOY4 722
LOY1 715

Extraction Method: Principal Component Analysis.

a 1 components extracted.




Phu luc 6

K&t qua hdi quy boi

Variables Entered/Removed(b)

Model

Variables Entered

Variables Removed

Method

1

ABP, BDI, SEV(a)

Enter

a All requested variables entered.
b Dependent Variable: LOY

Model Summary

Adjusted R Std. Error of the
Model R R Square Square Estimate
1 .817(a) .668 .664 75960
a Predictors: (Constant), ABP, BDI, SEV
ANOVA(b)
Mode Sum of Mean
1 Squares df Square F Sig.
1 Regression 285.334 3 95.111 | 164.839 | .000(a)
Residual 141.941| 246 577
Total 427.275| 249

a Predictors: (Constant), ABP, BDI, SEV
b Dependent Variable: LOY

Coefficients(a)




Unstandardized Standardized
Model Coefficients Coefficients t Sig.
B Std. Error Beta
1 (Constant) [ -.037 217 -.172| .864
SEV 194 .044 194 4.408 | .000
BDI .139 041 147 3.391 | .001
ABP .616 .044 618 13.987 | .000

a Dependent Variable: LOY




Phu luc 7

Ki€m dinh cic thang do biing Cronbach’s Apha

1. Thang do Sy giin két véi thuong hiéu (BID)

RELIABTILTITY ANALYSTIS — S CALE (AL P HA)

Mean Std Dev Cases

1. BDI1 2.8240 1.6060 250.0

2. BDI2 3.7960 1.8612 250.0

3. BDI3 4.6760 1.7248 250.0

4. BDI4 2.9440 1.7019 250.0

5. BDI5 2.9680 1.4723 250.0

6. BDI6 2.4440 1.3851 250.0
N of

Statistics for Mean Variance Std Dev Variables

SCALE 19.6520 68.8543 8.2978 6

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
BDI1 16.8280 50.0627 .7134 .9149
BDI2 15.8560 43.0475 .9148 .8860
BDI3 14.9760 45.0356 .9004 .8884
BDI4 16.7080 45.3642 .8983 .8889
BDI5 16.6840 54.6026 .5554 .9333
BDIG6 17.2080 53.3060 .6739 .9198

Reliability Coefficients
N of Cases = 250.0 N of Items = 6

Alpha = L9211



2. Thang do Gia tri tu thé hién (SEV)

RELIABILTITY ANALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. SEV1 5.0800 1.5267 250.0
2. SEV2 4.8400 1.5440 250.0
3. SEV3 4.4960 1.7198 250.0
4. SEV4 5.0920 1.5968 250.0
N of

Statistics for Mean Variance Std Dev Variables
SCALE 19.5080 27.4638 5.2406 4

Item-total Statistics

Scale Scale Corrected

Mean Variance Item- Alpha

if Item if Item Total if Item

Deleted Deleted Correlation Deleted
SEV1 14.4280 16.2378 .7229 .7710
SEV2 14.6680 15.7729 .7589 . 7546
SEV3 15.0120 15.5782 .6576 .8005
SEV4 14.4160 17.5612 .5494 .8446

Reliability Coefficients
N of Cases = 250.0 N of Items = 4

Alpha = .8370



3. Thang do Su 16i cuén cua tinh cach thuong hiéu (ABP)

RELIABTILTITY ANALYSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. ABP1 5.6080 1.4051 250.0
2. ABP2 4.7360 1.6821 250.0
3. ABP3 5.2120 1.3823 250.0
4. ABP4 4.6800 1.6211 250.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 20.2360 27.6830 5.2615 4
Item-total Statistics
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
ABP1 14.6280 17.3269 .7166 .8621
ABP2 15.5000 14.5402 .8039 .8281
ABP3 15.0240 15.6299 .9280 .7868
ABP4 15.5560 17.2117 .5831 .914s8

Reliability Coefficients
N of Cases = 250.0 N of Items

Alpha = .8834

= 4



4. Thang do Long trung thanh doi véi thuong hié¢u (LOY)

RELIABILTITY ANALYJSTIS - S CALE (AL P HA)
Mean Std Dev Cases
1. LOY1 5.4560 1.3622 250.0
2. LOY2 4.3840 1.8401 250.0
3. LOY3 3.6480 1.8552 250.0
4. LOY4 4.4320 1.6174 250.0
N of
Statistics for Mean Variance Std Dev Variables
SCALE 17.9200 27.4554 5.2398 4
Item-total Statistics
Scale Scale Corrected
Mean Variance Item- Alpha
if Item if Item Total if Item
Deleted Deleted Correlation Deleted
LOY1 12.4640 19.4063 .5161 .7700
LOY2 13.5360 14.3702 .6952 .6740
LOY3 14.2720 14.7048 .6542 .6985
LOY4 13.4880 17.7288 .5221 .7653

Reliability Coefficients
N of Cases = 250.0 N of Items

Alpha = .7846

= 4



Phu luc 8

- o A R 2
Dic diém cua mau Khao sat

Maiu n=250

Tan s& ty 1€ % % tich lily
Gidi tinh
N 116 46.4 46.4
Nam 134 53.6 100
Do tudi
<=25 123 49.2 49.2
>25 127 50.8 100
Miic thu nhdp trung binh mét thdng
<=3triéud 29 11.6 11.6
3.1-5.0 triéu & 93 37.2 48.8
5.1-7.0 triéu @ 80 32 80.8
7.1-10 triéu d 34 13.6 94.4
>= 10 triéu d 14 5.6 100
Co quan cong tdc
Chua di lam 13 5.2 5.2
Doanh nghi€p nha nudc 38 15.2 20.4
Doanh nghiép ngoai qudc doanh trong nuéc 106 42.4 62.8
Co quan quén 1y nha nudc 63 25.2 88
Khic 30 12 100
Thuong hiéu dién thoai di dong dang sit dung
Apple 8 32 32
Bavapen 1 0.4 3.6
BenQ 7 2.8 6.4
Bird 3 1.2 7.6
DH 1 0.4 8
Dopod 5 2 10
HP 3 1.2 11.2
HTC 4 1.6 12.8
Lenovo 6 24 15.2
LG 5 2 17.2
Mobell 8 3.2 20.4
Motorola 12 4.8 252
Nokia 73 29.2 54.4
02 12 4.8 59.2
Panasonic 7 2.8 62
Philips 7 2.8 64.8
Q-Mobile 3 1.2 66
Samsung 34 13.6 79.6



MAu n=250

Tan s& ty 1€ % % tich lily
Sfone 11 4.4 84
Siemens 13 5.2 89.2
Sony Ericsson 16 6.4 95.6
V.Fone 1 0.4 96
Vertu 4 1.6 97.6
WellcoM 6 2.4 100

Dia phuong dang sinh séng

Huyén An Bién - Tinh Kién Giang 4 1.6 1.6
Huyén Ba Tri - Tinh B&n Tre 3 1.2 2.8
Huyén Bén Lic - Tinh Long An 5 2 4.8
HuyénBinh Chdnh - TP.HCM 1 0.4 5.2
Huyén Cai Lay - Tinh Tién Giang 5 2 7.2
Huyén Chau Bic - Tinh BRVT 5 2 9.2
Huyén Chau Thanh - Tinh B&n Tre 5 2 11.2
Huyén Chau Thanh - Tinh Tién Giang 1 0.4 11.6
Huyén Chau Thanh - Tinh Tra Vinh 5 2 13.6
Huyén Chg Lach - Tinh B&n Tre 4 1.6 15.2
Huyén Di An - Tinh Binh Duong 6 2.4 17.6
Huyén Go DAu - Tinh T4y Ninh 5 2 19.6
Huyén Go Quao - Tinh Kién Giang 2 0.8 20.4
Huyén Hoa Thanh - Tinh TAy Ninh 6 2.4 22.8
Huyén H6c M6n - TP.HCM 1 0.4 232
Huyén Long Thanh - Tinh Pdng Nai 5 2 25.2
Huyén Nha Bé- TP.HCM 1 0.4 25.6
Huyén Pinh Quan - Tinh Pdng Nai 3 1.2 26.8
Huyén Phu Gido - Tinh Binh Duong 4 1.6 28.4
Huyén Tan Hiép - Tinh Kién Giang 3 1.2 29.6
Huyén Tan Thanh - Tinh BRVT 3 1.2 30.8
Huyén Tan Uyén - Tinh Binh Duong 3 1.2 32
Huyén Ti€u Cén - Tinh Tra Vinh 5 2 34
Huyén Tra Cud - Tinh Tra Vinh 3 1.2 35.2
Huyén Trang Bang - Tinh T4y Ninh 4 1.6 36.8
Huyén Tridng Bom - Tinh Pdng Nai 5 2 38.8
Huyén Vinh Cttu - Tinh Péng Nai 4 1.6 404
Huyén Vinh Thuén - Tinh Kién Giang 3 1.2 41.6
Huyén Xuyén Md6c - Tinh BRVT 3 1.2 42.8
Q.1 - TP.HCM 12 4.8 47.6
Q.10 - TP.HCM 1 0.4 48
Q.11 - TP.HCM 3 1.2 49.2
Q.12 - TP.HCM 6 24 51.6
Q.2 - TP.HCM 6 24 54
Q.3 - TP.HCM 7 2.8 56.8
Q.4 - TP.HCM 5 2 58.8
Q.5 - TP.HCM 1 0.4 59.2
Q.6 - TP.HCM 5 2 61.2



MAu n=250

Tan s ty 1& % % tich liy
Q.7 - TP.HCM 6 24 63.6
Q.8 - TP.HCM 6 24 66
Q.9 - TP.HCM 4 1.6 67.6
Q.Binh Thanh - TP.HCM 3 1.2 68.8
Q.Phd Nhudn - TP.HCM 7 2.8 71.6
Q.Tan Binh - TP.HCM 6 24 74
Q.Tan Phd - TP.HCM 4 1.6 75.6
Q.Tht bic - TP.HCM 5 2 77.6
TP Rach Gid - Tinh Kién Giang 8 32 80.8
TP. Bién Hoa - Tinh Pong Nai 3 1.2 82
TP.M§ Tho - Tinh Tién Giang 8 3.2 85.2
TP. Viing Tau - Tinh BRVT 1 0.4 85.6
TX.Ba Ria - Tinh BRVT 8 3.2 88.8
TX. Bén Tre - Tinh Bé&n Tre 8 3.2 92
TX. Tan An - Tinh Long An 1 0.4 92.4
TX. Tay Ninh - Tinh TAy Ninh 5 2 944
TX. Thii Dau Mot - Tinh Binh Duong 7 2.8 97.2
TX. Tra Vinh - Tinh Tra Vinh 7 2.8 100



