Nghién ciiu

cac nhan t6 tac dong dén
hanh vi mua hang tai siéu thj Big C
clia ngudi tiéu dung TP. H6 Chi Minh

NGUYEN TH] ANH HONG
Tém it
Bai viét phan tich cde nhdn 16" dnh hudng dén hanh vi mua héng tar Big C cia ngum tiéu diang
(NTD) @i TP. Hé Chi Minh. Tix d6, dua ra mér s6'kién nghj gitip nln?ng nha qudn tri ciia Big
C hoach dinh, xdy dung chién litgc phdt 1rién phit hop thuc nén, nhdm néng cao hi¢u qud hoat

dgng kinh doanh va thiic ddy hom nita héanh vi mua sim ciia NTD.

T khéa: nhén 16 dnh hidng, ngui tiéu ding, hénh vi mua héng. Big C

Summary

The anticle analyzes determinants of purchasing behavior in Big C of conswners in Ho Chi Minh Ciry
and then provides a number of recommendations for Big C executives 1o design proper development

strategies inorder to improve their peyformance and further

/

purchasing b of consumers,
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GI61 THIEU

Trong nhitng nim gin day, nhu ciu
mua sém cla ngudi din ién wc ting
do i sSng ngay cang cai thién. Do d6.
nhitu nha bén 18 di xut hién trén thi
infdng Viét Nam, tiéu bi€u nhu: Loue,
Coop Mart, Eman, Vinmart, Satra Mart,
Auchan .. Pifng tru6c bdi canh 4p luc
canh ranh, viéc 1am cho cic sdn phz{m
va dich vu cda cdc trung tim thudng mai
noi chung vi Big C noi riéng tr§ nén ndi
bit vi thu hit hon déi thi canh tranh i
mét diéy khang hé d&. Pieu nay ddi hdi
cdcnhd quinly phm chi trong nhigu d&n
hanh vi mua hing cha khich hang, tir do
<6 thé dinh hu’dng phdt huy nhifng mat
mnnh cing nhu cii thién nhiing van de
cdn tn tai nhim kich thich mong muén
va thic ddy quy&t dinh mua ciia NTD.

CO SG LY THUYET VA PHUONG
PHAP NGHIEN CUU

Co sé 1§ thuyé't
Theo Philip Kotler (1999), c6 a1 nhidu
nhan & dnh hudng A&n hanh vi mua ciia

NTD, nhin chung chia thanh 4 nhém: (1) nhan t8 cd nhan,
(2) nhan 18 vin hoa, (3) nhan (8 xa hdi, (4) nhan & 1amly.

Trong linh vyc siéu thi ban 1é, da phdn cdc nghién
ctiu ctia Clarkson cbng cong sy (1996), Nguyén Thi
Mai Trang (2006), Wood, Browne (2007), Poornima
Pugazhenthi (2010), Teynampet (2013), Chu Nguyen
Méng Ngoc, Pham Tan Nhit (2013), Nguyén Vin
Ngoc va Vi Duy Nhu H3o (2018) déu dua trén nhitng
nhém nhan (6 cd bin nﬁy. nhung di sau lam ré hon vao
c4c nhan 8 dic trung cda linh vue bin 1é va déu tim
thi'y tdc ddng tich cue cda mét s6 nhan (& d&n hanh vi
mua hing siéu thj cia NTD. D6 1a c4c nhin 15: Pra
di€m v cd s3 vt chit, Hang hda; Gid va cdc chinh
sdch vé gid; Quéng cdo, khuyén mii: Sy tin cdy; Nhan
vién; Chinh sdch va dich vu chdm séc khdch hing.

M4 hinh va gla thuyet nghién ciu

Dura trén ¢d s8 Iy thuyét, tic gid aé xuit 7 nhan t§
tdc ddng d€n hinh vimua hdn), tai siéu thi Big C cia
NTD TP. Hé Chi Minh, gém: Dia diém v co s§ vat
chat; Hang héa; Gid vi cdc chinh sdch vé gié: Quing
céo, khuyén mii; Sy tin ciy: Nhin vién; Chinh sdch
v dich vu chim séc khdch hang. M6 hinh nghién cdu
dugc trinh bay tai Hinh.

Gi4 thuy&t duoc phét bi€u nhy sau.

HI: Dia diém vh cd s& vt chil c6 dnh hu(mg tich
cuc d€n hanh vi mua s¥m 12i siéu (hi Big C cda NTD
TP. H6 Chi Minh.

"Tréng Bai hoe Cong nghiép Thuc pham TP. Hé Chi Minh
Ngay nhan bai 16/11/2019: Ngay phan bién 20/12/2019: Ngéy duyét dang: 2171272019
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Dia diém
VA co SO
vt cht

Hanh \l ChOF} Chinh sach va
mua hang tai dich vu chim

[ >| sicuthiBigC <:: ‘séc kbi
cuaNTD TP. 50‘;‘;(’1‘330'1
H6 Chi Minh s

HINH. MO HINH NGHIEN CUG

Quang céo.
khuyen mai

Gia va
chinh séch
vé gid

Sir tin cay

H2: Hang héa c6 dnh hudng tich cyc d&€n hinh vi
mua sim tas siu thy Big C cdu NTD TP. H Chi Minh

H3: Gid va céc chinh sich vé gid c6 dnh hudng tich
cyc dén hiinh vi mua sim tai sieu thi Big C cia NTD TP.
H Chf Minh.

Hd: Quiing cdo, khuyén mai c6 dnh hudng tich cuc
dén hanh vi mua sdm tat siéu thi Big C cba NTD TP.
Hb Chi Minh.

H5: Su tin cdy c6 dnh hudng tich cyc dén hanh vi
mua sim tai siéu thi Big C ca NTD TP. H3 Cht Minh.

H6: Nhin vién c§ dnh hudng tich cyc d&n hanh vi
mua sim 1ai siéu thi BigC cGa NTD TP H4 Chi Minh.

H7: Chinh séch va dich vu cham sé6c khéch hang co
anh hudng tich cyc dén hanh vi mua sim tai siéu thi
Big C ciia NTD TP. H3 Chi Minh

Nzoan ra, tdc gia cliing b3 sung cdc aid 1huyel vé dac
diém nhan khiu hoc (gi6i tinh, wdi. nghé nvhlep thu
nhilp, dia chi) dnh hudng dén hanh vi mua sim nhu sa X

H8a: Khdng c6 sy khic biét ¢6 y nghia thong ké vé
hinh vi mua sfxm gilfa nhig NTD ¢6 1inh khdc nhau,

H8b: Khong ¢ si khiic bigt c6 ¥ nghia théng ké vé
hanh vi mua sim giifa nhitng NTD ¢6 dé 1w&i khic nhau

H8c: Khéng c6 sy khdc biél ¢6 ¥ nghia thing ké
vé hanh vi mua sdm gidfa nhitng NTD ¢6 nghé nghiép
khic nhau.

H8d: Khong c6 s khic bi¢r cd § nghia thang ké vé
hanh vi mua sitm gita nhirng NTD c6 thu nhap khic nhau.

H8e- Khono 6 su khdc biét c6 ¥ nghia thong ké vé
hitnh vi mua sim giita nhimg NTD ¢6 dia chi thugng trd
khédc nhau.

B¢ ki€m dinh gid thuy€t nghién ciu, tc gid phdt
irién mé hinh hdi quy boi:

HV = B + B,DD + B*HH + ,7GG + ,70Q +
PIETC + B.% \/V+ﬁ *CS + et

Trong d6:

- 3, — B-la cdc hé S cia phudng trinh héi quy va
e1 12 phin du.

- HV: Hanh vi mua s cia NTD tai

siéu thi Big C, gém § bicn qu

- BB: Pja diém vi «d 9
26m 5 bi€n quan sdt.

- HH: Hang héa, gdm 5 ) ¢n quan sét.

- GG: Gi4 va céc chinh sich vé gid,

2m 5 bi€n quan sit.
- QQ: Quing cdo, khuyén mai. gdms

bién quan sit.

- TC: Sutin edy. gom 5 bi€n quan sdt.

- NV: Nhan vién, gom 5 bi€n quan sit.

- CS: Chinh sdch va dich vu chim s6c
khich hang, gém 5 bi€n quan sét.

Phuong phip nghlen cifu

D1 nrgng nghién cdu 1A cdc khich
hing ci nhan da va dang mua sim i 3
siéu thi 16n 14 Big C Truong Chinh, Big C
An Lac, Big C Mién DPéng trén dia ban
TP. H3 Chi Minh, theo phuong phap chon
mdu thudn uén. Tdc gid phdt bing héi
tnfe tiép vit khio sit online (rén Google
Docs cho 350 khach hiing tif thing S d&n
théng 7 nam 2019, Sau khi thu v& vi sang
loc, con lai 331 bang khdo sdt hop 1é.

Céc di ligu sau kbi thu thap duge
ki€ m dinh d6 tin cay thang do Cronbach’s
Alpha, phan tich nhan 16 khim phs
(EFA) (Bai viét st dung cdch viét s6'thp
phén theo chudn quéc 18),

n st
viit chit,

KET QUA NGHIEN cUU

Ki€m dinh gi4 tri va do tin ciy cda
thang do

K&t qua ki€m dinh d9 tin ciy cho lhay,
hé 5§ Cronbach’s Alpha cla cic nhan 16
déu 16n han 0.6 va cdc hé & wong quan
bién tong déu 16n hon 0.3. C6 2 thang do
GGS5 va TC5 bi loar do khdng dat yéu
ciu. Nhu vay, con lai 38 thang do dude
dua vao phan lich EFA (B.mg 1).

K&t qua phén tich EFA ciia céc bi€n
déc lip cho .uS 7 nhin 1§ duge trich
ta) hé s¢ 1,346 vdi hé 6
KMO = 089 ).6. nén EFA phd hdp

0 liéu Ong ké Chi-square cia
h Bertlett dat 2id 1ri 4685.643
= 0.000. do d6 cdc bien quan st
g quan \Gi nhau trong 14ng thé.

lue =

sai trich dude 13 60.769% > 50%.
phu lhu@c cho
) 6;

K&t qua EFA ¢l |
thay, hé s6 KMO = (
Bertlett dat gid tri

¢ tdi cla cdc b
Vi viy, cic bign qu




chc didu kién. Céc thang do rit ra la chap
nhan duge. Tém lai, 7 b1&n déc lap trén
md hinh nghlen cu’u khéng c6 sy thay da6i,
che gid thuy€t van duge glu nguyén

KlEm dinh céic gia thuy&t va md
hinh nghién ciu

Theo két qua Bang 2, gid i Sig.
(2-tailed) = 0.000 < 0.05 Ia c6 § nghia
théng ké, hé 50 Lu’dng quan Pearson déu
durgng. Do d6, cdc bign doc lap va bi€n
phu thude ¢ m’dng quan tuyén tinh vér
nhav theo chiéu thudn va gn!a cdc bign
d6c 13p 6 wong quan tuyén tinh theo
chiéu thun v6i nhléu mirc d6 khéc nhau.

Ki€m tra d phd hgp ciia md hinh

Heé s8 xdc dinh R?=0.561 va R* hiéu
chinh = 0.551, nghia 1A m6 hinh tuyé&n
tinh d3 xay dvng pha hgp vdi tap dir ligu
dén mic 55.1%. Tri s6 thdng ké F dat
g4 tri 58.958. Tuy nhién, theo k&t qua
phin tich hdi quy ldn the nhdl, tdc gid
bude phdi loai bi€n Nhan vién do Sig. =
0.838 > 0.05 12 khéng ¢6 ¥ nghia thong
ké. Thong qua k&t qua ki€m dinh R* hiéu
chinh 13n 2, 1a c6 R* hiéu chinh = 0.553.
hé 58 Durbin-Watson = 1.946 (gAn bﬁng
2). Biéu ndy c6 nghia |2, cdc phin sai s&
khéng ¢6 wong quan chudi bic nhat véi
nhav. Tri sSthng ke F dat gid tri 68.981
duge tinh tif 214 i R*cda md hinh 6 nhan
& cbn lai. tai midc y nghia Sig. = 0.000,
nén bic bo gid 1huyé[ H (H_: Khong c6
mdi lién hé wyén tinh gura cic bi€n doc
13p va bi€n phy thude); dong thdi, khing
dinh m& hinh hoi quy luyen tinh xdy
dyng I phit hdp v6i 18ng thé, ¢6 § nghia
thgng ké va cic bi€n dée lap wrong mod
hlnh c6 lién hé vdi bign phu thugc. Hé
s6 phéng da1 phuong sat VIF déu < 10,
nén khong c6 hién tugng da cong tuyén
trong mé hinh nghién cdu.

Tir Bing 3, ta ¢6 phudng trinh héi quy
nhu sau:

HY =0.632 + 0.236*TC + 0.234*PD
+0.163%QC + 0.156*CS + 0.141%HH +
0.094°GG

Nhuviy, cd 6 nhan 18 déu 6 tic dong
duong dén Hanh vi vdi mitc nghxa Slg
< 005, Noi cch khdc, cic gid thuyél
HI, H2, H3, H4, H5, H7 dugc chip nhan
v(Jl mic ¥ nghia thong ké 5%.

Ki€m dinh sif khic biét hanh vi
mua hiang theo céc djc di€ém nhan
khiu hoc

Tign hanh phéan tich phu‘ong sai
ANOVA vi kiém dinh gia thuy&t vé
trung binh Independent- Samples T-Tes!
(Bing 4 va 5). K& qud cho thay, gid tri
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BANG I- CRONBACH'S ALPHA CUIA THANG PO CAC BIEN

. T8 P!"m"g Tuang Cronbach’s|
i qun it o | | g
_ bicn | loal bicn | 16ng | 2% DIED
Dja diém v cd 5§ vat chal (Cronbach’s Alpha = 0.803)
DB1: Giao thong thuin nén 14.98]  7.885] 0.558 0776)
PB2: Hé héng ring khip 15.21]  7.943 0.626 0753
DD3: Siéu thi rdng 16, sang trong 15.06 7.811] 0.667, 0.740
DP4. Trang (¢l bi hién dai 1502 8266| 0.617 0757
Db5 Bi gif xe rng rdi 1501 8.776| 0.478 0757
Hang héa (Cronbach’s Alpha = 0.845)
HH1: Hang héa da dang 1452/ 8.626] 0.629 0.820
HH?2: Hang héa luén db s& lugng 1467 7870 0.701 0.800)
HH3. Hang héa tddi ngon, an 1odn 1465 8.393| 0.645 0.816,
HH4 Hing héa mdi ludn duge cip nhip 1482 8539] 0671 0809
HHS: Hang héa bay tri hop ly. d& Iiy 14.67]  8.707] 0.618 0823
Gid, chinh sich vé gid (Cronbach’s Alpha = 0.803)
GG!: Gid bin ré 1128 4.147] 0.620 0755
GG2' C6 sdn philm gid wu dai hing ngay 11.24 4.314| 0.704, 0710]
GG3, Thuiing xuyén giim gif 1115]  4.486] 0.646 0.739
GG4. Khong tang gid dip 1§, tét 11,25 5,023 o511 0.800]
Quing c4o, khuyén mdi (Cronbach’s Alpha = 0.804)
QClI: Quing cio hip din 1408 6963| 0.616 0.758
QC2: Quéng bi rdng ri1 1422 6910[ 0.587 0.768
QC3- Nhidu khuyén ma1 hip din 1380]  7.203| 0.618 0.758
R kﬂ;ﬁ: 'r‘:‘:‘f luon ndm e vé chudng| o4 7195|0599 0.763
QC5 Chuong trinh tich &i€m déi qua 13.76 7561| 0.525 0.785
Sy tin cfy (Cronbach’s Alpha = 0.815)
TC1: Hang héa c6 xult xif rd rang 11.02]  5.175| 0.642 0.764
TC2: An runh cho khach hing 1088]  5.563| 0.617 0.777
TC3: Gid trén ké va bill ddng nhat 1094] 4926 0.721 0726
TC4 - Tinh uén nhanh. chinh xic 11.15]  5.415] 0.566] 0.801
Nhan vién (Cronbach’s Alpha = 0.808)
NVI Nhin vién teé trung. va nhin T 13as[ 8.931] 0.492) 0803
NV2 Nha than thién, lich su [ 1320 s.528] 0612 0766
NV3 Nhin ip this griip 8 khich hiing 13.26]  8.387| 0.645 0.756)
NV4 Nhin vién di yinh d o viin khvich hang 13.24]  8.422] 0.620 0763
NVS: Nhan vién nhanh nhen. trung thuc 13.21]  8.458] 0.608 0.767
Chinh sich vi dich vy chiim séc khdch hang (Cronbach’s Alpha = 0.813)
CS1: Nhidu tién ich vé thé thanh vién 14.76| 7770 0.603 0.757
CS2. Linh hoal trong thanh todin 14.76]  7437| 0.663 0738
CS3. Mua online, giao tin noi 14.88]  7.601| 0.677 0.736
CS4: Holin tién gifi xe 14.93]  7853| 0.515 0.785
CS5- Dich vu hiju mai 1t 1513 7.901] 0.483 0.796,
Hanh vi khdch hang (Cronbach's Alpha = 0.812)
HV1: Vi thich khi mua sém 1467 5398] 0.586] 0.779
HV2: Gia ting tin suit mua sim 1480]  5.404| 0.565] 0785
HV3: T61 & mua sim nhiéu hon 1479 5102| 0.598 0776]
HVA4: Ti€p tuc un wong, ing hd 14.58)  5.214] 0.648 0.760
HVS: Sé gidi thigu ngudi khic 14.55]  5.430| 0.604) 0774
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BANG 2: PHAN TICH TUGNG GUAN Sig. déu 16n hon 0.05. nén chip nhin cdc

- % | Tin| gid thuy€t HEa, H8b, H8c. He. Riéng
T Png] rem | Chinh| D |Quboe G | fay | bien thu nnap, do gid i Sig. Leneve
ippiajven | sich dom) cho | e = 0.038 < 0.05, nén khone sif dung k&t
. [Pearson Correlation 11.5377] 261 517°] 600" quﬁla bing ANOVA ma sif dung k&t qud
H:?h Sig (2-1anled) 000] .000| 000 .000| .000, .000 000 ki€m dinh Post Hoc (théng ké Tan\ha_ne s
N EET| SERT] IRETY M ET]EET] M) 211 S £1) o (Béng 6). Tai day. tat cd cic gid ui
Pearson Correlation| .537" 1| 249" | 3807|.5037| .4337[.444%] 454 Sig. déu16n hon 0.05, nérlchup/nhé\)l':]:élla
HATE ISy, tarled) 000 000l o0o] o0l .000f_ 000 000/ ¢t HBA. Nhut vy, khong c6 sy hic
hoa 1 Bi| 331 331 331] 30 3311 pig( vé hanh vi mua d6i v6i khdch h;ng
e = = = = o 2 & nghiép, thu nha
. [Pearson Corretation| 261" 249" 1 164] 2647].2827 6 gidi ‘;‘l‘]h};:{;?]: :’Yi}‘kh‘;‘!g;bgu P
Nhan [ ailed) 000] 000 003]_000| 000 v dia chi thugng
vien 33| 331 331 Lo
N a3y 3 Frarler|  KET LUAN VA KIEN NGHI
Pearson Correlation| 517[.380™| .325 L3917 4727|363 .
t:lirll-h Sig Qrnled) 000 000 000 : .000] 000|000 K€t qui nghién citu chi ra, hanh vi
N ESY IEETY B ETY BN TYIEET) BNV MEET] T ) hang ti siéu thy Big C cGia NTD TP.
Pearson Comrelauon| 600 503"] 23] 487 1| 431-[asg [437] o So e phy thudc vAo 6 nhin 1,
Dia Sip Getaied) 000] .000] _000] .000) 00 00000 gy theo thif t tdc dong 1l manh dén
N 3 s 3| s vl ] 3 3 yey 1a: Sy tn cdy; Dia digm v co 5§
_ |Pearson Correlation| 517°|.433"| .164"| 391 |.431" 1).4627] 3757 yaq chd :Quédng céo_, khug'el;d:r;mh; (éhmh
Quing Sig. (2-tailed) Q00| 000 .003[  000| .000| 000, 000| sdch v d!ch.yu‘chtxm sGe h ch hang;
et N 331{ 33| 331|331 331] 331) 331] 331 Hanghda: Gid va cic chirlh sdch vé gid.
g - - = 462 1].2027| Trén co s8 46, tdc gid dé xudt mot s&
Pearson Correlanon| .515%|.444"| 264 472" 488 2 - aidi phép ablien thiic dffy hanh vi mua
Gid cd [Sig. (2-tailed) .000[ .000| 000] .000] .000] .000) 000 Pnlimg 21 5w thi Big C bt sau:
o e B 33'. 33.], 33.1. 33-1. = Thit nhat, Big C cAn phén b8 nhin vién
o [omon Corclaon 358 404 282 634N SISUAOXY 1 Coan Ui bon dua men lugng Khach
o [Sig. -tailed) 000] 000, 000} 000N 0001 .000| .00 hing mua sim, cin tang cuding thém vio
N | 3] 3] 3] 3] 33 BN B nhig gits cao didm nhim dép dng nhu
**. Twang quan ¢6 § nghia § mic 0.01 (2 déu). ciu va trinh d€ xdy ra hién wgng khich
cht doi qud lau. Ngoli ra, ki€m soat
BANG 3: KET QUA PHAN TiCH HOI QUY LAN 2 nghiém ng{ll‘hdn nita céc khiu wrong q_g:i
in | He 5 43 Thiing ke inh nhap hing nhim trénh nhimg hlc:n
e sf chia chudn | He s3dd | . Sig. | dacong tuyén ong ding tic, eu cye. Vao nhitng budi
Mé binh = T g o Tolerance| VIF| 16 cuGi wn hay 18, T\, 8 lugng ngudi
B_|Saistchudn| Beta & s8 Tole tham quan mua s§m 1ang cao, ké xu rat
1 (Consiant) | 0 632 0.153 4.129) 0 000 | 48 1ra won va thie hién nhitng hanh v,
anghoa 0 112) 0037 0.141 3.040| 0.003 082810392 nhut: mée wli, cudp giat... Vi thé, Siéu thi
Hang hi 1 Pg A S thi
Chinh sich | 0.129) 0.037 0.156| 3.451{ 0 001 0666]1.501]  nn E@ tri thém lyc Wigng bio vé cAn thit
& 2 i A
Pia diém  [0.189 0.039) 0.234] 4.843] 0.000 0381/1720]  G€ dim bdo an ninh véll.hL{U[\g,xu.y-eqpha-[
2,644 0000 0.680[1471] Joa nhdc nhd moi ngudi cha ¥ gitr gin i
Quiing cio | 0.140| 0.038 0.163] 3. : 0'6]4 o sén, uén bac va U trang.
Gis cd 0.077 0.039 0.094| 2 003] 0 046 - - , Thit hai, chi trong hon niva vao ha
Tin ciy 0.179 0.033 0.236/ 5.355 0.000 06971434 300 ey thi, Khong gian, céch by trf v
vé sinh clia minh. Nén bt lay vao vigc
BANG 4: INDEPENDENT SAMPLES TEST BIEN "GIG! TINH" ning céP, w bo va rpd ong nhifng bii gitr
Kid P xe da cil, xudng cip hay chit hep, ngdt
di:;-" 3 l;'él:; d‘“"-:;:i‘s.‘,lg binb ngat. khdng dii chd phuc vu nhu ciu.
CLE: . N N
Levene vE sy chn bing Thit ba, ip wung diu W vio khiu
Gif (r] |Phuong Dbglsl.l‘lkcéy marketing, nhu: uén hanh quing cdo
. Sig. trung sai tén TV, cic trang mang xi hoj, internet,
F | S|t | P72 aited) binh khic| kbde | Chgn [Chan|  bdo chi. treo bing.ran ) o khu din
bigt | bit | dudi | tren CU, cong vién . Thyte 1€ hicy nay. dai da
- 0 cdc quing cdo cha Big C chug thye sy
Hanh 2}:“;";;': 23| .880|1.231|329 219) 07976 6481-04773| 20725 nhim dén khich hang muc tiéy va con
u lh:‘mg_nhzm it Ve s uong, nén hicu qu

4 khong cao
phi. Do viy,

Mouen Tinhtoan cus e @n - Va g8y ra vinh trang lang
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cdn hoach dinh lai cdc van dé, ti€n hanh BANG 5: PHAN TiCH ANOVA

¢6 bai bdn cdc bude thyc hién tir 1én y

g cho d&n xAy ding ndi dung, cch  |-oiracAc nhdm | T6ng binh phutang | DI | Teung bink binh phuang | F | sig.
thitc quéng c4o... nhim huéng dén diing  |Tudi 1328 3 21| 1 902] 202
ek g e gl B¢, e Moo | sl s ICTES
Thit ng quan t4m d€n chinh sich, [Plabincuni 762 s as2| am .79;!J
dich vu hu maii cing nhu hoat dong
chim soc khach hing. Trong thdi gian BANG 6: KET QUA KIEM BINH POST HOC
t6i. nén ¢ nhig chuang trinh cy thé Bién phu thudc: Hanh vi mua hang
nhu: ing qua tri &n, 4p dung wu dii hay —
Ui tin nhidn chic ming nhén ngay sinh (1) Thunhdp| () Thu nhgp kang |TFUnE IRl ¢ o o Khoang!mcéy%%‘
nhit clia khdch hang thong qua théng tin | 'hang héng thdng khcbi¢t | (U2 Sig. Chan | Chim
ma ho dd cung cap cho s1éu thi. Bang 13i (- e e
hinh dnh céc san phim hang héa, dich
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