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TOM TAT

Nghién cizu nham nhdn dién céc gia tri khi di mua sam cia nguweoi tiéu ding tai cac siéu th;
dién may ban lé tai TP.HCM thong qua 3 thanh phdn chinh: lgi ich thuc dung, lei ich tinh than,
va chi phi mua sadm; tir @6 tién hanh phan khac nhitng khach hang duwa trén cac gia tri da duoc
nhan dién.

Két qua phan tich di# liéu dinh heong tir 350 nguweoi tiéu dung tai TP.HCM theo phwong
phap phan tich cum thi# bdc cho thdy c6 2 phan khic thi frirong. Phan khic thir nhat (chiém t7 16
cao trong mau) - “Nhém nguoi quan tam mua sam” - gom nhiing khach hang xem trong moi yéu
to gia tri khi di mua sam, dac biét 1a yéu té loi ich thuc dung va chi phi mua sam. Ngwoc lai,
phan khc thi+ hai - “Nhém nguwoi mua sam the o - gom nhitng khdch hang danh gid thap hau
hét moi yéu té gia tri khi di mua sam. Véi két qua ndy, cac doanh nghiép siéu th; dién may nén
tdp trung né luc phuc vu phdn khiic 1 vi ddy 1a phan khic trong tam, chiém da so. Tdp trung vao
dich vu sau mua, khd néng tim kiém hang hoa thugn tién, kha ndng tiép can, chi phi di chuyén
thap va chién liroc gia tham nhdp sé gitp doanh nghiép ddp iing khéach hang tér hon.

Tir khoa: Chi phi mua sam, dink huong gia tri khi di mua sam, loi ich thuc dung khi mua
sam, lgi ich tinh than khi di mua sam, siéu th dién may.

ABSTRACT

The study aims at investigating the shopping value orientation which consists of 3 major
components: utilitarian shopping benefit, hedonic shopping benefit, and shopping cost of
consumers at electronics retailers in Ho Chi Minh City, Vietnam. Based on these components,
the retailing market of electronics has been segmented.

The hierarchical cluster analysis of 350 respondents’ quantitative data resulted in 2
clusters (market segments). The fisrt cluster - “Involved shoppers” - displays high levels of all
constructs, especially the utilitarian shopping benefit and shopping cost constructs. Meanwhile,
the second cluster - “nonchalant shoppers” exhibits low levels of all constructs. In managerial
implications, managers of consumer electronics retailers should target the first cluster that
contains most of the respondents. Accordingly, marketing strategies should focus more on after-
sale services, conveniences, eases of accessibility, eases of transportation, and penetrating price
policies to serve the market better.

Keywords: Shopping cost, shopping value orientation, hedonic shopping benefit, utilitarian
shopping benefit, consumer electronics retailer.
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1. Gisi thigu

Trong nhimg nim gan day, thi truong
ban l¢é tai Viét Nam c6 mac do canh tranh kha
gay gat. CAc siéu thi va hé théng siéu thi
khéng ngimg dugc phat trién va ma rong. Mic
dd bi anh huong boi suy thoai kinh té, thi
truong béan 1é nuéc ta van duoc cac to chuc
qudc té danh gia 1a rat hip dan va dang thu hat
rat nhiéu tap doan ban 1é nudc ngoai vao dau
tu. Thi trwong ban lé Viét Nam that sy dem
dén nhiéu co hdi cho cac nha dau tu khi nguoi
tiéu dung (dac biét & cac thanh phé 16n nhu Ha
Noi, TP.H6 Chi Minh) dang c6 khuynh huéng
chuyén tir mua sam tai cho truyén théng sang
cac siéu thi Ion va cua hang hién dai. Sau khi
gia nhap WTO, sb luogng siéu thi méi thanh 1ap
tang 20% so voi 5 nam giai doan trudc do.
Mot sb chudi siéu thi ndi bat cua Viét Nam
nhu siéu thi Saigon Coopmart, Hapro, Vinatex
Mart hoic cac hé thdng siéu thi chuyén dung
nhu hé thong siéu thi dién may Thién Hoa,
Cho Lon, Nguyén Kim,... Ngoai ra, su db bo
cua cua céc tap doan ban 1é nudc ngoai nhu
Big C (Phap), Parkson (Malaysia), AEON
Mall (Nhat)... 1a minh ching rd rang cho thay
stc hap dan dic biét cua thi truong nay trong
thoi gian téi day.

Véi toe do phét trién nhanh chong cing
véi su gop mat cua cac dai dién ban Ié 16n
trong khu vuc va quéc té dang day thi truong
ban 1¢ tai Viét Nam vao giai doan canh tranh
gay gat, doi hoi cac doanh nghiép béan Ié phai
ludn bam sat nguoi tiéu ding va déi thu dé gia
tang loi nhuan. Cung véi sy khé khin cua nén
kinh té trong niam vira qua, ngudi tiéu ding da
tré nén than trong hon, chi ti€u co6 tinh toan
hon trude, dac biét trong nganh hang kinh
doanh c&c san pham chuyén dung cé gi4 tri
cao nhu hé thong siéu thi dién may. Cac nim
2013 va 2014 da chung kién nhiéu su canh
tranh khéc liét cua cac hé théng siéu thi dién
méay, dan dén sy rat lui cua nhiéu doanh
nghiép (Vneconomy, 2014). Do d6, lam cach
nao dé thu hat khach hang va lam hai long ho
Ia mot bai toan cuc ky nan giai vai nhitng nha
dau tu va quan ly hé théng bén 1¢ nay.

Céac nghién ctru khoa hoc trude day cua
c4c tac gia trong va ngoai nudc chi yéu tap
trung vao viéc quan sat hanh vi cta nguoi tiéu
diung nham duc két nhitng yéu t6 ma khéch

hang nhan thuc Ia quan trong khi mua sam.
Tuy nhién, Kim va cong su (2014) cho rang
didu quan trong nhit dbi véi thi trudong ban 1é
hién dai khéng phai nam & chd phan tich hanh
Vi cuia nguoi tiéu dung, ma la lam thé nao dé
biét xem ngudi tiéu dung xac dinh gia tri cua
viéc khi di mua sam la gi? Trén thé gioi, da co
mot s6 nghién ctru tap trung vao viéc phét trién
c4c thang do lién quan dén viéc xac dinh gid tri
khi di mua sim cia nguoi tiéu ding nhu:
Mathwick, Malhotra va Rigdon (2001) tap
trung vao gia tri kinh nghiém; Sweeney va
Soutar (2001) tap trung vao gia tri nhan thac
cua nguoi tiéu dung; Babin va cong su (1994)
tap trung vao gia tri mua sam. Tuy nhién, cac
nghién cau nay bi han ché trong mét linh vuc
nghién ctu cu thé nhu ban hang qua mang,
hay mua mét san pham cu thé. Trong 1 nghién
clru gan nhat cua minh, Kim va cong sy (2014)
da phat trién mot bo thang do tong quat nham
do luong mirc do dinh hudéng vé gia tri mua
sam cho khach hang d6i véi nganh nghé bén 1é
noi chung. Véi thang do nay, dinh huéng gia
tri khi di mua sam cho khach hang déi vai thi
trurong ban 1é nén dugc thuc hién dya trén gia
tri ma khach hang mong doi (dugc danh gia
truéc khi mua sam) thay vi dya trén gia tri ma
khéach hang nhan duoc (dugc danh gia sau khi
mua sam). Két qua do ludng sé& gilp céc nha
ban ¢ xac dinh dugc nhitng phan khac khéch
hang quan trong va cac gia tri mua sim duoc
nhan thic boi ting phan khtc. Trong khi do,
tai thi truong ban Ié Viét Nam, cac nghién cau
vé hanh vi va thai do cta nguoi tiéu dung da
dugc mot vai tac gia quan tdm. Tuy nhién,
nhirng nghién cau nay (cta cac tac gia trong
va ngoai nudc dugc thuc hién chung cho thi
treong ban lé Viét Nam) chi maéi di vao mot
phan noi dung cia dinh huéng gia tri khi di
mua sim, vi du dong co tinh than va thu giin
(Trang, Tho & Barrett, 2007); hay thai do vé
dinh hudng gia tri cua khach hang trung luu
Viét Nam, trong d6 chi can nhéc giira yéu té
gi4 ca va chat lugng san pham (Speece, 2002).

Trong bdi canh d6, mot nghién ciru day
da vé dinh huéng cac gia tri khi di mua sam
ctia nguoi tiéu dung ddi vai thi truong ban 1é
Viét Nam, cu thé trong nghién cau nay 1a hé
théng cac siéu thi dién may tai TP.HCM la
thuc sy can thiét c6 ¥ nghia thuc tidn cao.
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Nghién cau gidp tim hiéu céc gia tri duoc
quan tdm khi di mua sdm cioa ngudi tiéu ding
tai cac siéu thi dién may. Ngudoi tiéu dung tai
c4c siéu thi nay co dang quan tam dén lgi ich
tinh than bén canh céc gia tri thuc dung hay
khong? Viéc nhan dién ra cac méi quan tam
nay cung véi viéc xac dinh dac trung cua cac
nhom khéach hang muc tiéu twong ung sé thay
ddi cac chién luoc va muc tiéu tiép thi ra sao?
Phan khuc khach hang dua trén cac gia tri da
dugc nhan dién s& giup nha dau tu va quan ly
doanh nghiép c6 cau tra loi, ddng thoi ¢ céch
tiép can phd hop véi ting nhdm phan khic
khéch hang ma ho hudéng dén.

2. Co 6 ly thuyét

2.1. Loi ich va chi phi khi &i mua sam

Theo Zeithaml (1988), “Gia tri khi di
mua sam la chat luong nhan duoc Gng véi mic
gid phai tra” biéu hién rd su danh doi giia loi
ich (nhing thr nhan duogc) va chi phi (nhing gi
da bo ra). Mathwick va cong su (2001) dua ra
cac thanh phan co ban cua chi phi 1a tién, thoi
gian va cong suc. Eastlick va Feinberg (1999)
dé cap dén chi phi tim kiém hang hda. Ngoai
ra, D'Astous (2000) lién hé thém van dé vé chi
phi tam 1y gay su kho chiu ciia méi truong mua
sam nhu sy chen chlc, mo nhac 16n gay kho
chiu...Tuy nhién, & mdi truong hop khac nhau
thi mac d6 quan trong cua cac yeu t6 cling
khéc nhau. Vi du nhu khi di mua sam hang hoa
thuan tién va hang hoa dac biét, khach hang sé
wu tién manh m& cho viéc mua céc san pham
dang giam gia d6i véi hang hoa thuan tién
(nghia 1 trong truong hop nay yéu té chi phi
doéng vai trd quan trong), va san sang chi tra
nhiéu hon cho san pham ma ho danh gia 1a
mang lai nhiéu loi ich cho ho khi mua siam
hang héa dac biét (chat lugng déng vai tro
quan trong) (Murphy va Enis, 1986). Kim va
cong su (2014) da chi ra rang nguoi mua thiét
lap mot muc chat lwong mong mudn nhan
duoc, sau d6 tim kiém muc gia tét nhat trong
muc chat lugng d6; hodc nguoi mua quyet dinh
muc gia dai dién cho chat luong yéu cau, sau
do tim kiém chét luong tét nhat ¢ muc gia do.
Bén canh d6, cac nha nghién ctru da xac dinh
duoc loi ich hay két qua cua mua sim la niém
vui ttr mua sdm, mua véi gia ré hoic hang hoa
chat luong (Zeithaml, 1988), va mua sim thuan
tien (Mazursky & Jacoby, 1986). Mot céch

tdng quét, vai nhitng gia tri khi di mua saim ma
khach hang hudng dén, céc tac gia sau nay da
dé xuat hai khia canh lgi ich thuc dung va loi
ich tinh than (Babin va cong sy, 1994).

2.2. Loi ich thuc dung va loi ich tinh
than (ultiliatarian and hedonic shopping
benefits)

Truéc 1994, phan 16n céc nghién ciu tap
trung vao céc khia canh mua sim thuc dung.
Hanh vi mua sam thuc dung duoc xem nhu 1a
két qua cua viéc hoan thanh nhiém vu thdng
qua chuyén di mua siam (Holbrook va
Hirschman, 1982). Vi vdy, gia tri thuc dung c6
thé phu hop nhat trong viéc giai thich cac
chuyén di mua sam cia nguol tiéu dung mo ta
1a “cong viéc” hoac “lam viéc” va ho cam thay
hanh phuc chi don gian 1a “hoan thanh moi
tha”. V& sau, véi cac nghién cau caa minh,
Babin va cong su (1994) da dinh nghia "gia tri
mua sam thyuc dung” 12 do mua sam dugc thuc
hién mot cach can thiét, than trong va hiéu
qua” va "gia tri mua sam tinh than" 1a nhan
thac giai tri va cam xuc théng qua cac hoat
dong mua sam. Blackwell va cong su (1999)
chi ra thong qua viéc xac dinh nhiém vu khi di
mua sim va cach ma ho di mua sim, nguoi
tiéu dung tim kiém gia tri thuc dung, trong khi
d6 gia tri tinh than c6 ngudn géc tir kinh
nghiém mua sam, phan anh gié tri tinh cam,
niém vui, sy phan khich khi di mua sdm hoac
tam ly cua viéc mua hang mang lai. Cling quan
tam dén hai khia canh ‘nay, Diep va Sweeney
(2008) diéu tra cac mdi tuong quan gita cac
thanh phan thuc dung va tinh than. Gia trj tinh
than khi di mua sam bi anh huong nhiéu boi
cam xtc ddi voi cira hang va san pham. Phuy
nit khi di mua sim tap trung nhiéu vao gia tri
tinh than nhung ciing dé cao gia tri thyc dung,
con dan ong khi di mua sam thi chi quan tam
nhiéu dén gia tri mua sim thyc dung (Diep va
Sweeney, 2008).

Nhu véy, ca hai gi tri tinh than va thuc
dung duoc chi ra trong cac nghién cuu la hai
khai niém ton tai riéng biét va c6 méi quan hé
mat thiét v6i nhau. Chung déu bat ngudn tir
trai nghiém mua sam va hanh vi tiéu dung vén
dugc xem nhu 13 hai yéu t chu chét dan dén
su hai 1ong khéach hang, anh huong lon dén két
qua kinh doanh ban lé.
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2.3. Dinh hwoéng gia tri khi @i mua sim
(Shopping Value Orientation- SVO)

Thira huong va két hop tir nhiing ly
thuyét truéc kia, Kim va cong su (2014) da
khéi niém héa dinh huéng gia tri mua sam la
dinh hudng cua ngudi tiéu dung dbi véi cac loi
ich quan trong khi di mua sam bao gom ca hai
khia canh loi ich (thuc dung, tinh than) va chi
phi mua sam trén thir ho mong muébn c6 duoc.
Nghién ciru cua tac gia ndy ciing da phat trién
thang do toan dién, du tin cay vé dinh hudng

gia tri mua sim (SVO) gom 3 thanh phan
chinh (dugc chia nho thanh 9 yéu t6): [1] Loi
ich thuc dung khi mua sim gom kha ning tlep
can, gia ca, su thuan tién; [2] Loi ich tinh than
khi mua siam gom hinh anh, khong khi noi
mua sim va sy thuong thac; [3] Chi phi mua
sam gdm chi phi tim kiém hang héa, di chuyén
va chi phi mang tinh tam ly. B6 thang do cua
Kim va cong su (2014), duoc trinh bay chi tiét
trong bang 1, cling la thang do chinh thuac
dugc &p dung trong nghién cau nay.

Bang 1. Thang do dinh hwéng gia tri mua sam cia Kim va cong sw (2014)

Thanh |y et Hang muc KI
phan hiéu
Vi tri siéu thi dién may thuan tién UA1L
Kha C6 thé di chuyén trong siéu thi dién may mot cach dé dang UA2
nang C6 thé xac dinh vi tri hang héa mot cach d& dang UA3
tUY €3 | 46 thé d& dang ra khoi siéu thi dien may UA4
Loi ich - p
thuc C6 thé tim thay hang hoa da dang UA5
dung khi C6 thé tim thay san pham gia hoi (so vai chét lugng) UP1
S}m mud|Gjaca |Co thé tim thiy gia thap moi thoi diém so véi siéu thi dién may khac |UP2
a
e C6 thé tim thay hang dang giam gia UP3
% Thaoi gian hoat déng cha siéu thi dién may thuan tién uUcCi1
< A
g ;Q#an C6 theé tra lai hang hda ma khéng gap rac roi uc2
E ' DPam bao duoc tra lai tién néu khong hai 10ng vé chat lwong san pham | UC3
i C6 thé mua sim tai siéu thi dién may noi ma quy vi nhan duoc su|HI1
s quan tam cé nhan
(@) 5 ’ ’
= Hinh C6 thé tim thay tén thwong hiéu ma minh muén mua HI2
xb , 2 ’ . -n . . 7
E anh C6 thé mua sam tai mot siéu thi dién may Ion HI3
cl C6 thé tim thay san pham chat luong cao HI4
A - . :
o Co theé mua sam tai noi ma nhitng khach hang khéc c6 cung dieu kién | HI5
Loi ich kinh té xa hoi
tinh than C6 o1 trud o i HAL
khi ’di Khong 0 mo1 trurong mua sam ’ap ; an
mua sam | khi noi | C6 trung bay hang hoa bat mat HA2
MUa SaM | =4 thé mua sdm tai Mot trung tam dién méy sach s HA3
C6 thé tan huong thoi gian cung ban bé HE1
Sy C6 thé tan huong thoi gian clng gia dinh HE2
thu’é’ng , 2 e~ . . <
thirc C6 thé thu gian trong khi di mua sam HE3
C6 thé thuong thuc sy giai tri trong khi mua sam. HE4
C6 thé tim thay nhitng san pham doc dao HE5




TAP CHI KHOA HOC TRUONG DAI HOC MO TP.HCM - SO 10 (2) 2015 115
b=y 'I;)r;%r;]h Yéu td Hang muc hli((feiu
Khong phai thay ddi lich 1am viéc dé di mua sam ST1
Chi  phi|Khong phai mat nhiéu thoi gian di chuyén dén siéu thi dign may ST2
E;:giém Khong phi tén nhidu chi phi di chuyén dén siéu thi dien may ST3
hoa Khong phai mat nhiéu thoi gian dé tim noi guri xe ST4
Khoéng phai ton nhiéu tién dé gui xe ST5
Khong phai ton nhiéu thoi gian tim kiém hang hda ma quy vi mudn mua | SS1
glh' Phi| Khong phai tén nhidu cong st tim kiém hang héa ma quy vi muén mua | SS2
Chi Ehl chuyén | Khong kho khan trong viéc tim kiém thong tin san pham SS3
Mmua sam Khoéng phai di pho véi nhiing tinh huéng hét hang SS4
Khong phai d6i ph6 véi ap luc phai mua hang khi di dén trung tam | SP1
Chi phi|dién may
{?r?r?gtém Khoéng phai nghe tiéng n trong siéu thi dién may SP2
ly Khoéng phai chen chuc tai trung tam dién may SP3
Khong phai mat nhiéu thoi gian tai quay thanh toan SP4

3. Phwong phap nghién ctru

3.1. Phwong phdp ldy mdu va thu thap
di# ligu

Nghién ctru dugc thuc hién thdng qua
hai budc, nghién ctu so bo va nghién cuau
chinh thuc. Trong nghién ctru so bg, 20 khach
hang véi do tudi, nganh nghé da dang,...co
tham quan mua sim cac trung tam dién may
tai TP.HCM duogc phong van, nham xéac dinh
mtrc do phu hop cua thang do khai niém do
Kim va cong sy (2014) ap dung trong moi
truong cu thé ¢ Viét Nam. Qua do, bo thang
do da duogc diéu chinh, bd sung cho phu hop
v6i muyc tiéu nghién cau va dé hiéu déi voi
nhitng nguoi tham gia khao sat trong nghién
cau chinh thuc.

Nghién ctu chinh thie duoc tién hanh
thdng qua khao sét tryc tiép va truc tuyén bang
bang cau hoi da duoc diéu chinh va bo sung
trong nghién ctru so bo. Phuong phéap 14y mau
trong nghién cau chinh thie 1 1ay mau thuan
tién nham muc tiéu dat duoc kich ¢& mau du
I6n dé dam bao tinh phd hop cho mét nghién
ctru dinh lugng. Viéc ldy mau nay c6 tham
khao cac bién kiém soat 1a do tudi, nganh
nghé, gi6i tinh, thu nhap va tin s dén trung
tam thuong mai. Pdi twong khao sat 1a nguoi
tiéu dung tai cac siéu thi dién may khac nhau

tai TP.HCM nham dam béo tinh bao quét cua
mau. Vi phuong phép khao sat tryc tiép, cac
khéch hang vira méi mua sam tir cac siéu thi
dién may s& dugc moi dé danh gia muc do
quan trong ctua minh d6i Vi cac phét biéu dua
ra trong bang cau hoi. Véi phuong phap khao
sét truc tuyén, bang cau hoi dugc dang tai 1én
trang mang cua cac siéu thi dién may 16n dudi
su cho phép va hé trg cua cac siéu thi nay.

3.2. Thang do va phwong phdp phdn
tich dar ligu

Tat ca 9 yéu té vé6i cac hang muc thanh
phan cua thang do dinh huéng gia tri khi di
mua sim déu duoc sir dung thang do Likert 5
diém: 1- hoan toan khéng quan trong, 2 -
khong quan trong, 3 - binh thuong, 4 -quan
trong, 5 - hoan toan quan trong. D& liéu sau
khi thu thap duoc lam sach va thu gon bang
phuong phap phan tich nhan t6 dé tim ra cac
nhan té dai dién, sau d6 danh gia do tin cay
cua tirng nhan té bang hé sé Cronbach’s alpha,
réi dwa vao phan tich Cluster dé phan cum
ngudi tra 1i dua trén nhing dic diém tuong
ddng nhau.

4. Két qua nghién ciu

4.1. Mé td méu nghién civu

Sau khi thu thap va lam sach dir li¢u, co
350 bang tra loi phu hop dugc dua vao phén
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tich. Mau co phan bd kha déu ti 1&¢ nam
(46.3%) va nir (53.7%). Vé do tudi, chiém da
sO trong rnau 12 nhom tudi 16 — 35 (84.6%). Vé
thu nhap, mau tap trung & mirc tir 0 — 10 triéu
(77.4%). V& nghé nghiép, nhan vién vin
phong, quan 1y va hoc sinh — sinh vién chiém ti
1¢ cao lan luot 1a 44.3%, 16% va 18.6%. Vé
mirc d6 dén siéu thi, da s6 nguoi tra 101 dén it
hon 4 1an/thang (96.2%). Trong sé d6, khach
hang dén véi cac siéu thi dién may it hon 1
lén/thang chiém ti 1¢ kha cao (63.1%). Nhing
thong ké trong mau kha hop 1y voi thue té vi da
phan nhimg nguoi tré tudi 1a nhimg ngudi thich
cong nghé, hang dién tir. Tan sudt dén siéu thi
dién may ciing khong nhiéu vi hang héa ban tai
siéu thi dién may rat dac trung, gid tri lai cao
nén khong thé dén mua sim thudong xuyén nhu
siéu thi bach hoa, siéu thi thuc pham.

4.2. Phan tich nhén to6 va kiém dinh
thang do

37 bién quan sat dic trung cho cac dinh
hudng gia tri khi di mua sdm cua nguoi tiéu
dung tai cac siéu thi dién may dugc dua vao
phan tich nhan t& (Principal Component
Analysis) v6i phép quay Varimax. Két qua
phan tich nhan t véi chi s6 KMO = 0.901 >
0.8 (sig.=0.000) cho thiy phuong phap phan
tich nhan t5 1a phu hop. Do tin ciy cia ting
nhan t6 dugc kiém tra bang hé sb Cronbach’s
alpha. 4 bién (SS1, SP1, HE5 va HI1) bi loai
do khong dat hé s6 tai can thiét (> 0.4) (Field,
2009) va dat do tin cay trong nhan té. Két qua
sau cung cho thiy, cac nhan t6 déu c6 hé sb
Cronbach’s alpha 16n hon 0.6, dat yéu clu vé
do tin cay, va phu hop cho phén tich cum tiép
theo. Sau khi phan tich nhan t6 va kiém dinh
Cronbach alpha, 8 nhom yéu t6 (g6m 33 bién
sau cung) dai dién cho dinh hudéng gia tri cua
ngudi tiéu dung khi di mua sim tai siéu thi
dién may dugc dat tén nhu trong Bang 2.

Bang 2. Két qua phan tich nhan té va kiém dinh Cronbach’s alpha

, Ki hi¢u , Hé so
Nhan to bien thanh Hé so tai Cronbach’s
phan alpha
1. Hinh anh va khong khi noi mua sam (loi ich | HI2—HI5 | 0.496 - 0.631 0.837
tinh than khi di mua sam) HAL — 0.547 - 0.622
HA3
2. Sy thuong thic khi di mua sam (loi ich tinh | HE1 — HE4 | 0.749 - 0.844 0.875
than khi di mua sam)
3. Chi phi tim kiém, di chuyén khi di mua sim | ST1-ST5 | 0.585 - 0.663 0.833
(chi phi mua sam) SS2 0.407
4. Kha nang tiép cin khi di mua sam (loi ich | UA1- 0.672-0.717 0.766
thuc dung khi di mua sam) UA4
5. Chi phi mua sim mang tinh tdm ly (chi phi | SP2 —SP4 | 0.657 - 0.738 0.758
mua sam)
6. Gia ca khi di mua sam (loi ich thyc dung khi | UP1—UP3 | 0.713 - 0.860 0.785
di mua sam)
7. Tim kiém hang hda tién loi (chi phi mua sim) | UA5 438 0.739
UC1 605
SS3-SS4 | 0.627 - 0.648
8. Cac dich vu sau mua (loi ich thuc dung khi | UC2-UC3 | 0.776 - 0.794 0.832
di mua sam)
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4.3. Két qud phan tich cum

Nhdm x4c dinh cac cum khach hang c6
dic diém tuwong dong nhau (dya trén 8 nhan té
da duoc trich ra), phan tich cum thir bac theo

tha tuc Ward hudng tich tu va s dung thudc
do khoang cach Eculid binh phuong dé xac
dinh s6 cum duoc tién hanh. Két qua phan tich
duoc trinh bay trong Bang 3.

Bang 3. Bang tich tu Agglomeration

Buréc thuc Céac cum dwoc két hop .| Kéthgp ddu tién .
hign Cum 1 Cum 2 R 50 Cum1 | Cum?2 Bude ke tiep
1 46 111 .00 0 0 2
46 102 .03 0 4
3 100 258 13 0 0 61
1 18 1634.41 | 335 343 346
346 1 2 1752.14 | 345 342 348
347 3 48 1955.54 | 344 339 349
348 1 4 2184.14 | 346 337 349
349 1 3 2792.00 | 348 347 0

Dua vao bang tich tu Agglomeration &
Bang 3, khoang cach Euclid binh phuong giai
phap 2 cum la 2792.00; khoang cach Eculid
binh phuong giai phap 3 cum la 2184.14;
Khoang cach s& giam dan cho tai giai phap s6
cum cudi cing. Viéec xac dinh 'khoang cach
gitta cac cum s& gilp chon ra s6 cum tdi uu.
Khoang céach cua cum kha xa nhau (Gap - A
cua su thay d6i) trong hé sé khoang cach ddng
nghia véi viéc hai cum nay la khac xa nhau
(con goi 1a budc nhay dot ngot) va giai phap
truée budc nhay dot ngot 1a mot giai phép tét
cho viéc phan cum. Sy thay ddi vé khoang

cach khi di tu giai phadp 2 cum 1én 3 cum, 3
cum 1én 4 cum, 4 cum 1én 5 cum lan luot bang
379.25; 25.20 va 85.67. Theo do, ta c6 thé thiy
GAP tir phuong an 2 cum sang phuong an 3
cum la 16n nhat (379.25), do d6 chon phuong
an 2 cum la hop ly.

4.4. M0 td cum

Mau gdom 350 ngudi phan hdi dugc phan
thanh 2 cum: Cum 1 gém 284 nguoi (ti 1é
81.1%) chiém ti 1& da s6 so voi cum 2 (ti 1é
18.9%). Bang 4 s& trinh bay diém trung binh
cta cac nhan t6 theo tirng cum.

Bang 4. Piém sé6 mire dd quan trong cia cac nhan té theo tirng cum

Diém trung |\ . < | Nhan | Nhan | Nhan | Nhan | Nhan | Nhan | Nhin to
binh 02 | t63 | to4 | 05 | t66 | t67 8
Cum 1 3.81 341 (387 |391 |400 |391 393 |4.28
Cum 2 2.9 27  |283 |29  |295 (334 [286 |3.33

Theo Bang 4, d6i twong thuoc cum 1 14
nhom khach hang danh gia mire d¢ quan trong
trén trung binh cho tat ca cac nhan t6. Ho dac

bi¢t danh gia cao 2 nhén t 5 (Chi phi mua
sam mang tinh tam ly) va 8 (Cac dich vu sau
mua). Ngoai ra, nhan t6 4 (Kha nang tiép can
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khi di mua sim), 6 (Gia ca khi di mua sim) va
7 (Tim kiém hang hoa tién loi) ciing duogc
danh gia tuong dbi cao. Pay co thé la nhém
ngudi tham gia mua hang huéng dén gié tri loi
ich thuc dung va chi phi khi di mua sam. Vi
vay cum 1 dugc dat tén la “Phan khuc 1 -
Ngudi tiéu dung mua sim thuc dung”.

Cum 2 hién thi nhém khach hang danh
gid mic do quan trong thap cua hau hét cac
nhan t& (6/8 nhan tb), chi danh gia muc do
quan trong trén trung binh dbi véi hai nhém
yéu t6: nhém 6 (Gia ca khi di mua sam) va
nhom 8 (Céac dich vu sau mua). Pay la nhom
khach hang khéng danh gia cao tim quan
trong cua cac gia tri khi tham gia mua sam. Vi
vay cum 2 duogc dat tén la “Phan khuc 2 -
Nhom ngudi mua sam tho o”.

A45. M6 ti dic diém cia ngwoi tiéu
dung thudc tieng cum

V& giai tinh, ti 16 nam/nix trong hai cum
tuong d6i dong déu nhau (46.5% nam & cum 1
so véi 45.5% nam trong cum 2). Vé do tudi,
nhom tudi tir 16 — 35 cua 2 cum chiém phan
I6n so vai cac nhém tudi con lai nhung cum 1
(86.2%) c0 ti 1é cao hon so véi cum 2 (77.2%).
Vé thu nhap, nhém cé thu nhap 5 - 10 triéu
chiém nhiéu nhét trong ca 2 cum va ti 1& nay &
cum 1 (40.8%) ciing gan nhu ngang bang ti I¢
& cum 2 (42.4%). Tuy nhién, ti 1€ thu nhap tu
11 triéu tro 1én trong cum 1 (23. 9%) cao hon
S0 v6i cum 2 (16.7%). Voi nghe nghiép khi
nhém nhan vién van phong chiém nhiéu nhat
vai 45.8% ¢ cum 1, cao hon cum 2 véi 37.9%.
Tan suét khi di siéu thi ciing cho thay phan bd
cia cum 1 va cym 2 cling khong chénh 1éch
khi ti 1& “it hon 1 lan/thdng” 1a cao nhat
(63.7% ¢ cum 1 va 60.6% & cum 2).

5. Thao luan két qua

Két qua nghién ciu cho thay céc yéu to
vé dinh hudng khi di mua sim (SVO) tai trung
tam dién mady ¢ TP.HCM duoc phén thanh 8
nhom. Piéu nay khac vai nghién ctru ban dau
cua Kim va cong su (2014) khi cac tac gia nay
cho ring cac yéu t6 SVO duoc phan thanh 9
nhém va truc thuoc 3 thanh phan chinh nhu da
dé cap o phan co so ly thuyét.

Két qua nghién ciru ciing cho thiy rang
cac khach hang cua cac trung tam dién may ¢
TP.HCM duoc chia thanh hai cum chinh:
nhom ngudi mua sim thuc dung (cum 1) va

nhém ngudi mua sam thd o (cum 2). Do
twgng khach hang ma cac trung tam dién may
huéng dén chinh 1a nhiing khach hang thugc
cum 1 — nhimg nguoi quan tam nhiéu hon dén
C4c gi4 tri mua sam so vai nhing khach hang
thuoc cum 2. Nhiing vi khach mua sam thuc
dung nay sé giup cho cac nha quan ly tai cac
trung tdm dién may ¢ TP.HCM biét dugc ho
can chd trong cai thién nhitng yéu té nao dé
thu hat khach hang muc tiéu cua minh dén
tham quan va mua sam.

Két qua phan tich & trén cho thay ring
cac khach hang mua sam thuc dung dac biét
danh gia cao hai nhom yéu t6: Chi phi mua
sam mang tinh tam ly (nhém 5) va Cac dich vu
sau mua (nhém 8). Trong nhom 5, hai yéu té
dugc khach hang cho la rat quan trong dén
viéc di mua sam caa ho la: Khéng phai chen
chic tai trung tam dién may (diém trung binh
la 4.02) va khong phai mét nhiéu thoi gian tai
quay thanh toan (4.33). Nhu vay, dé dap ng
hai yéu tb nay dugc tét, cac nha quan 1y can
xem xét dén cac phuong 4n bd tri mat bang
ciing nhu ké hoach phan bd nhan cong phu
hop vao cac thoi diém khac nhau nham tao
diéu kién mua sam tét nhat cho khéach hang.
Pbi v6i nhdm 8, ca hai yéu té déu duoc khéch
hang danh gia 1a rit quan trong: Dam bao dugc
tra lai tién néu khong hai long vé chat lugng
san pham (4.3) va c6 thé tra lai hang héa ma
khong gap rac rdi (4.26). Diéu nay dong nghia
véi viéc cac trung tam siéu thi dién may can co
cé&c chinh sach hau mai rd rang va dam bao vai
khéch hang vé mat chit luong ciing nhu t6n
trong quyét dinh tra lai hang cua khéach hang
néu c6 1y do chinh dang. Cac 1y do ma khach
hang dugc phép tra lai hang ciing can duogc
quy dinh cu thé va thuc thi ding vé6i nhitng gi
da cam két.

Ngoal hai nhém yéu té trén, khach hang
mua sam thuc dung con danh gia cao cac yéu
t6 khac nhu: Co thé tim thiy tén thwong hiéu
ma minh mudn mua (4.04), c6 thé tim thy san
pham chat lwong cao (4.23) va c6 thé mua sim
tai mot trung tam dién may sach s€ (4.09). bay
chinh 1a cac yéu té (thuoc nhém 1) mang lai
gia tri tinh than cho khach hang khi di mua
sam. Cac nha quan ly can biét duoc xu thé tiéu
ding cua khach hang ddi véi cac thuong hiéu
dién may, tir do, c6 phuong an trung bay phu
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hop dé nguodi mua hang cd thé dé dang tim
thdy nhitng san pham c6 chét luong cao ma ho
yéu thich tai mot khoéng gian mua sam sach
dep. Cac khach hang nay cing khong mudn
phai ton nhiéu cong stc tim kiém hang hoa
(4 09) va khdng muén phai mat nhleu thoi gian
dé tim noi gui xe (4. .03). Cac yeu t6 thuoc
nhom 3 nay cho thay rang viéc bd tri mit bang
va trung bay nham gidp khach hang tiét kiém
thoi gian tim kiém hang hoa ciing nhu thoi
gian gui xe 1a mot diéu hét sic quan trong ma
cac nha quan ly can phai thuc hién.

Ngoai ra, & nhém yéu té tha 4, khéach
hang quan tim dic biét dén viéc co thé xéc
dinh vi tri hang hoa mot cach dé dang (4.08).
Trong khi d6, & nhom 6, viéc tim thay hang
dang giam gia (4.02) 12 mbi quan tam khé 16n
ctia ddi twong khach hang muc tiéu nay. Cudi
cuing, khach hang danh gia kha niang co thé tim
thiy hang héa da dang (4.08) 1a mot yéu té rat
quan trong trong nhém 7. Pidu nay mét lan
nita cho thiy tim quan trong cua Viéc trung
bay hang hda tai siéu thi dién may. Viéc trung
bay nay can phai xem xét dén cac khia canh
nhu da dang vé mit chang loai, hang hda cé
khuyén mai khong, va lam thé nao khéach hang
tim thdy hang hdéa ho can mua mot cach dé
dang nhat.

6. Két luan

Vé mat hoc thuat, két qua cua nghién
ctru bo sung vao co so ly thuyét vé dinh hudng
gi& tri mua sam cho khéach hang d6i véi linh
vuc béan Ié tai Viét Nam dbi v6i nganh dién
maéy. Két qua nghién ctru con la tién dé dé gidp
cac nghién ctru di sau co thé so sanh két qua
khi phén tich cac nganh hang ban I¢ khéac hoac
trién khai céc kién nghi, ung dung cu thé cho
doanh nghiép trong nganh.

Vé mit thyc tién, nghién cau véi 350
ngudi phan hdi cho thiy rang 81.1% trong sé
ho thudc nhom ngudi tiéu dung mua sam thuc
dung. Pay 1a d6i twong ma céc siéu thi dién
may tai TP.HCM can huéng dén dé dua ra cac
chinh sach phuc vu phd hop nham ting kha
ning canh tranh cua doanh nghiép trong bdi
canh kinh té ting truong tri tré hién nay.
Nguoi tiéu dung Viét Nam hién nay dang cé

xu hudng it chi tiéu hon do cac ganh ning vé
mit kinh té. Ho phai can trong trong céc quyét
dinh mua hang dac biét la cac mat hang co gia
tri trong ddi cao nhu hang dién may. Vi thé,
mot diéu quan trong ddi véi cac nha quan ly
thuoc linh vuc kinh doanh dién may 1a can
phai hiéu khach hang cia ho mong muébn gi
khi dat chan dén va mua hang tai trung tam.
Nghién ctru nay da gidp cho cac nha quan ly
thay rang khach hang muc tiéu cua ho mong
mubn rang cac loai chi phi mua sam mang tinh
tam Iy can phai giam. Diéu nay dong nghia véi
viéc khach hang khong thich ddi ph6 véi ap
lyc phai mua hang khi di dén trung tam dién
may, phai mat nhiéu thoi gian tai quay thanh
toan, hay phai chen chuc tai cac trung tam dién
maéy. Nhiing khach hang “quan tim mua sim”
nay ciing dic biét chd trong dén cac dich vu
hau mai. Néu lam tt nhitng diéu nay thi cac
trung tdm dién may sé thu hat sy quan tam cua
cac dbi twong khach hang nay nhiéu hon. Va
do ciing 1a cach lam cho nhitng vi khach nay
san long hon dé chi tra cho cac thiét bj dién
may. Ngoai ra, cac trung tdm dién may cling
can c6 cac chinh sach wu dai vé gia cho khéach
hang ciing nhu gitip cho ho thuan tién hon
trong viéc tim kiém hang hoa va tiép can véi
trung tam dé dang hon. Mac di md ta dic
diém cua nguoi tieu dung thudc tirg cum cho
thiy khong c6 su khac biét Ion gitra 2 cum, tuy
nhién phan khuc thuoc cum 1 cting boc 16 d6
tudi cua ngudi tidu ding phan 16n thudc nhém
tré (16 — 35 tudi) va ¢ thu nhap tir 11 triéu
cao hon so véi cum 2.

Bén canh nhiing mat dat duoc, nghién
cau con gap phai mot sé han ché nhu chon
mau theo phuong phap thuan tién phi xac suét
nén tinh dai dién khong cao. Hon nira, nghién
ctu nay chi thuc hién trén thi truong TP.HCM
nén kha ning tong quat chua cao cho thi
truong Viét Nam. Nghién ctu can duoc thuc
hién & cac thanh phé 16n khac nhu Ha Noi, Pa
Ning, Can Tho dé ting thém y nghia vé mit
thuc tién. Ngoai ra, nghién cau chi tap trung
trong nganh ban lé¢ dién may. Do d6, nhirng
nghién ctu tiép theo cd thé tap trung nghién
cau trong cac kénh ban lé hién dai khac.

Loi cam on: Nghién ciru nay dwoc i tro' boi Truong Pai hoc Bach khoa trong khuén kho dé tai

ma s T-QLCN — 2014-72.
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