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NGOYEN THI ANH HONG* 
Torn tat 
Bdi vii't phdn tich cdc nhdn tddnh hudng de'n hdnh vi mua hdng tai Big C cua ngUdi tieu dUng 
(NTD) tgi TP. Ho ChiMinh. Tffdd. dua ra mgt so kien nghi giup nhffng nhd qudn tri cda Big 
C hogch dinh, xdy dung chie'n lugc phdt Irienphu hgp thuc tien. nham ndng cao hiiu qud hogt 
dgng kinh doanh vd thuc ddy hem nffa hdnh vi mua sdm cua NTD. 

Tit khoa: nhdn tddnh hudng, ngUdi tiiu ditng, hdnh vi mua hdng. Big C 

Summary 
77K article analyzes determinants of purchasing behavior in Big C of consumers in Ho Chi Minh City 
and then provides a number of recommendations for Big C executives to design proper development 
strategies in order to improve their performance andfurther promote purchasing behctvior of consumers. 

Keywords: determinants, consumers, purchasing behavior. Big C 

GIOITHIEU 

Trong nhifng nam g^n day, nhu cau 
mua sam cua ngu'di dan hen tuc tang 
do ddi s6̂ ng ngay cang cai thien. Do do, 
nhieu nha bin le da xua't hien tren thi 
tnfdng Viet Nam, tigu bieu nhtf: Lotte, 
Coop Mart, Emart, Vinmart, Satra Mart, 
Auchan ,. Dii'ng tru'dc bo'i canh ap life 
canh tranh, viec Iam cho cac san pham 
va dich vti cua cac trung tam thifdng mai 
noi chung va Big C noi rieng trd nen ndi 
bat va thu htit hdn doi thii canh tranh la 
mot dieu khong he de. Dieu nay doi hoi 
cac nha quan ly phai chii trpng nhieu de'n 
hanh vi mua hang cua khach hang, tCf do 
CO the dinh htfdng, phat huy nhiJng mat 
manh, cung nhtf cai thien nhiJng van de 
c6n ton tai nham kich thich mong muo'n 
va thuc day quye't dinh mua cua NTD. 

CO sd LY THUYET VA P H J O N G 
PHAP NGHIEN CLTU 

Cd sof ly thuyd't 
Theo PhiHp Kotler (1999), co rat nhieu 

nhan to anh htfdng den hanh vi mua cua 

NTD, ntiin chung chia thanh 4 nhom: (1) nhan to ca nhan, 
(2) nhan to van hoa, (3) nhan to' xa hpi, (4) nhan to tam ly. 

Trong Unh vî c sieu thi ban le, da phan cac nghien 
cu'u cua Clarkson ciing cong sif (1996), Nguyen Thi 
Mai Trang (2006), Wood, Browne (2007), Poormina 
Pugazhenthi (2010), Teynampet (2013), Chu Nguyen 
Mpng Ngpc, Pham Tan Nhat (2013), Nguyin Van 
Nggc va Vu Duy Nhtf Hao (2018) deu dtfa tren nhu'ng 
nhom nhan to' cd ban nay, nhu'ng di sau lam ro hdn vao 
cac nhSn to' dac trifng ciaa ITnh vtfc ban le va deu tim 
tha'y tac dong tich cifc ciaa mdt so' nhan td' de'n hanh vi 
mua hang sieu thi cua NTD. Do la cac nhSn td': Dia 
diem va cd sd vat chat; Hang hoa; Gia va cac chinh 
sach ve gia; Quang cio, Idiuyd'n mai; Sif tin cay; Nhan 
vien; Chinh sach va dich vu cham soc khach hang. 

Mo hinh va gia thuyet nghiin ctfu 
Difa tren cd scf ly thuye't, tac gia de xuat 7 nhan t6' 

tac ddng de'n hanh vi mua hang tai sieu thi Big C ciia 
NTD TP. Hd Chi Mmh, gom: Dia diem ya cP sd vat 
chat; Hang hoa; Gia va cac chinh sach ve gia; Quang 
cao, khuye'n mai; Stf tin cay; Nhan vien; Chinh sach 
va dich vu cham sdc khach hang. Mo hinh nghien cdn 
du'dc trinh bay tai Hinh. 

Gia thuye't du'dc phat bieu nhU sau, 
HI: Dia diem va cd sd v§t chat cd anh hifdng tich 

ctfc de'n hanh vi mua sam tai sieu thi Big C cua NTD 
TP. Ho Chi Minh. 

'Trudng D^i hoc Cong nghiep ThUc pham TP, H6 Chi Minh 
^gay nh^n bdi 16/11/2019; Ngdy phan biSn 20/12/2019; Ngdy duyel dang: 21/12/2019 

fgonomy and Forecast Review 141 



HIMH, MO HIMH NGHIEN CCfU 

Quang cao, 
khuyen mai 

Himg hoa 

Sir tin cay 

Nhan vien 

Dia diem 

Ngudn 

H2: Hang hda cd anh hu'dng tich cifc den hanh vi 
mua sSm tai sieu thi Big C cua NTD TP. Ho Chi Minh 

H3: Gia va cac ciu'nh sach ve gia cd anh hifdng tich 
cifc den hanh vi mua sam tai sieu thi Big C cua NTD TP. 
Ho Chi Mtnh. 

H4: Quang cao, khuye'n mai co anh hu'dng tich cifc 
de'n hanh vi mua sam tai sieu thi Big C cua NTD TP. 
Ho Chi Minh. 

H5: Sif tin cay cd anh hu'dng tich ci/c de'n hanh vi 
mua sam tai sieu thi Big C cua NTD TP. Ho Chi Minh. 

H6: Nhan vien co anh hifdng tich ctfc dS'n hanh vi 
mua sam tai sieu thi Big C cua NTD TP Ho Chi Minh. 

H7: Chinh sach va djch vu cham sdc khach hang cd 
anh htfdng tich cifc den hanh vi mua sam tai sieu thi 
Big C ciaa NTD TP. Ho Chi Minh 

Ngoai ra, tac gia cung bd sung cac gia thuye't ve dac 
diem nhan khau hoc (gidi tinh, tuoi, nghe nghiep, thu 
nhap, dia chi) anh hu'dng den hanh vi mua sam nh\X sau: 

H8a: Khong c6 sif khac biet co y nghia thong ke ve 
hanh vi mua sam giifa nhii'ng NTD co gidi tinh khac nhau. 

HSb: Khdng cd sif khac biet co y nghTa tho'ng ke ve 
hanh vi mua sam gitla nhiing NTD co do tudi khac nhau 

H8c: Khdng cd sif khac biet cd y nghia tho'ng ke 
ve hanh vi mua siim giiJa nhifng NTD co nghe nghiep 
khac nhau. 

H8d: Khdng co sif khac biet c6 y nghTa thdng ke ve 
hanh vi mua sam gitfa nhifng NTD cd thu nhap khac nhau. 

H8e' Khong co stf khac biet cd y nghia thdng ke ve 
hanh vi mua sam giifa nhiJng NTD cd dia chi thifdng Uti 
khac nhau. 

De kiem dinh gia thuye't nghien ctiu, tac gia phat 
trien md hinh hdi quy boi: 

HV = p^+ ^^*DD + li*HH + I3*GG + /1/-QQ + 
fl*TC + /l^^NV + ^/'CS + ei 

Trong do: 
- (i^—* p. la cac he so ctia phu'dng trinh hdi quy va 

et la phdn dif. 

- HV: Hanh vi mua s.lm cua NJD tai 
sieu thi Big C, gom 5 bien quan sat. 

^ - DD: Dia diem va cd sd vat chat, 
gdm 5 bie'n quan sat. 

- HH: Hang hoa, gdm 5 bien quan sfit. 
- GG; Gia va cac chinh sach ve gta, 

gom 5 bie'n quan sat. 
- QQ: Quang cao, khuye'n mai, gom 5 

bien quan sat. 
- TC: Sif tin cay, gdm 5 bie'n quan sat, 
- IW: Nhan vien, gdm 5 bie'n quan sat. 
- CS: Chinh sach va djch vu cham sdc 

khach hang, gdra 5 bie'n quan sat. 
PhUrfng phap nghien cii'u 
Dd'i tifdng nghien cu'u la cac khach 

hang ca nhan da va dang mua sam tai 3 
sieu thi ldn la Big C Tru'dng Chinh, Big C 
An Lac, Big C Mien Dong tren dia ban 
TP. Hd Chi Minh, theo phu'dng phap chon 
mau thuan tien. Tac gia phat bang hdi 
tnfc tie'p va kliao sat online tren Google 
Docs cho 350 khach hang tif thang 5 den 
thang 7 nam 2019. Sau khi thu ve va sang 
Ipc, con lai 331 bang khao sat hdp le. 

Cac dtJ li6u sau klii thu thap du'dc 
kiem dinh dp tin c0y thang do Cronbach's 
Alpha, phan tich nhan to' kham pha 
(EFA) {Bdi viet sff dung cdch vii't sdthdp 
phdn theo chudn qudc te). 

KETQUA NGHIEN cOU 

Kidm dinh gia tri va dp tin c$y cua 
thang do 

Ke't qua kiem dinh dp tin cSy cho tha'y, 
h | sd Cronbach's Alpha ciia cac nhan td 
deu ldn hdn 0.6 va cac he sd tifdng quan 
bie'n tong deu ldn hdn 0.3, Co 2 thang do 
GG5 va TC5 bi loat do khong dat yeu 
cSu. Nhu vay, cdn lai 38 thang do difdc 
dua vao phan tich EFA (Bang 1). 

Ke't qua phan tich EFA cua cac bie'n 
doc lap cho tha'y, cd 7 nhan td difdc trich 
tai he so Eigenvalue = 1.346 vdi he sd 
KMO = 0 890 > 0.6. nen EFA phii hdp 
vdl dif heu. Thong ke Chi-square cua 
kiem dmh Bertlett dat gia tri 4685.643 
Vdt Sig =0.000. do do cac bie'n quan sat 
Phirang sa, tnch dtfdc la 60.769% > 50% 

B e n l e « d , t g . . t r i 5 , ^ . , ' ^ , ' g ^ ' - ^ , h 
nen cac bien quan s.i! , •„„„ "l 
nlian trong tdng the: u'.rc ^ ' *?? J * 
57.179% > 50% > 
He so tai ciia cac b : 
VI vay, cac bien qu ,• 

Hue = 2,859. 
'" • Jn 0.5. 
'> '̂  ' man 
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cac dieu kien. Cac thang do rut ra la chap 
nhSn difdc. Tdm Iai, 7 bie'n doc lap tren 
in6 hinh nghien ctJu khdng cd sif thay ddi, 
cfic gid thuye't van difdc gii? nguyen. 

Kie'm dinh cac gia thuyet va m6 
binh nghian cvCu 

Thed ket qua Bang 2, gia tri Sig. 
(2-tailed) = 0.000 < 0.05 la cd y nghTa 
thdng ke, he sd tifdng quan Pearson deu 
du'dng. Do dd, cac bie'n doc lap va bie'n 
phu thudc cd tifdng quan tuyd'n tinh vdi 
nhau theo chieu thu|ln va giu'a cac bie'n 
dgc lap cd tu'dng quan tuye'n tinh theo 
chieu thuan vdi nhieu mi?c do khac nhau. 

Kiem tra do phu hdp cua md hinh 
Hd sd xac dmh R̂  = 0.561 va R^ hidu 

chinh = 0.551, nghTa la md hinh tuye'n 
tinh da xay difng phil hdp vdi tap dU lieu 
de'n miJc 55.1%. Tri so' thdng ke F dat 
gia tri 58.958. Tuy nhien, theo ke't qua 
phan tich hdi quy lan thiJ nha't, tac gia 
budc phai loai bien NhSn vien do Sig. = 
0.838 > 0,05 la khdng cd y nghia tho'ng 
ke. Thdng qua ke't qua kiem dinh R-hieu 
chinh lan 2, ta cd R- hieu chinh = 0.553, 
he sd Durbin-Watson = 1.946 (gan bang 
2), Dieu nay cd nghTa la, cac phan sai so' 
khdng cd tu'dng quan chudi bac nha't vdi 
nhau. Tri sd thdng kd F dat gia tri 68.981 
dupc tinh lî  gia tri R^cua mdhinh 6 nhan 
tdcdn lai, tai mu'c y nghTa Sig. = 0.000, 
nen bac bd gia thuye't Ĥ  (H :̂ Khdng cd 
mo'i lidn he tuye'n tinh giifa cac bie'n ddc 
lip va bie'n phij thudc); ddng thdi, khang 
dinh md hinh hdi quy tuye'n tinh xay 
difng la phil hdp vdi tdng the, cd y nghia 
thdng ke va cac bie'n ddc lap trong md 
hinh cd lien he vdi bie'n phii thupc. He 
sd phdng dat phu'dng sat VIF deu < 10, 
nen khong cd hien tu'dng da cdng tuye'n 
trong md hinh nghidn cd'u. 

Tir Bang 3, ta cd phu'dng trinh hdi quy 
nhif sau: 

HV = 0.632 + 0.236*TC + 0.234*DD 
+ 0.163-'QC + 0.156^CS + 0.141*HH + 
0.094*GG 

Nhtfvay, cad nhan tddeu cd tac ddng 
difdng de'n Hanh vi vdi mu'c y nghia Sig. 
< 0.05. Ndi each khac, cac gia thuyd't 
HI, H2, H3, H4, H5, H7 difdc chap nhan 
vdi miJc y nghTa thdng kd 5%. 

Kid̂ m dinh sif khac biet hanh vi 
mua hang theo cac d§c diem nhSn 
khS'u hpc 

Tidn hanh phan tich phu'dng sai 
ANOVA va kiem dinh gia thuye't ve 
tmng binh Independent-Samples T-Test 
{Bang 4 va 5). Ke't qua cho tha'y, gia tri 

BANG !• CROMBACH'S ALPHA CUA THANG DO CAC BIEM 

BiSn quan sdt 

TB 
thang do 
n€̂ u loai 

bie'n 

Phrfchig 
sai thang 
don^u 

lo^i big'n 

fill 
Cronbach's 
Alpha n^u 
Jô i bie'n 

Dia diem va cci sd v^t cha't (Cronbach's Alpha = 0.803} 
DDI: Giao thong thuan tien 

DD2: He thong rong khap 

DD3: Sieu thi rong \6n, sang trong 

DD4, Trang thid't bi hien dai 

DD5 Bai giff xe rpng rai 

14.98 

15.21 

1.106 

15 02 

1501 

7,885 

7,943 

7.811 

8 266 

8,776 

0.558 
0.626 

0.667 
0.617 

0.478 

0 776 

0 753 

0.740 

0 757 

0 797 
Hang hoa (Cronbach's Alpha = 0.845) 
HHl: Hang hoa da dang 

HH2: Hang hoa luon du so lifcfng 

HH3, Hang hoa mai ngon, an toan 

HH4 Hang hoa mdi lufln di/Oc cSp nhap 

HH5: Hang hoa bay trt hdp ly, de lay 

14 52 

14 67 

14,65 

14.82 

14.67 

8.626 

7 870 

8.393 

8 539 

8.707 

0.629 
0.701 

0.645 
0.671 

0.618 

0.820 

0.800 

0,816 

0 809 

0 823 

Gia, chi'nh sach vl gia (Cronbach's Alpha - 0.803) 
GGI: Gia ban re 

GG2' Co san pha'm gia tfu dai hang ngay 

GG3, Thffdng xuyen giam gii 

GG4, Khong tSng gid dip l l , tet 

11,28 

11,24 

11 15 

11,25 

4.147 

4.314 

4,486 

5.123 

0.620 
0.704 

0.646 
0.511 

0 755 

0710 

0.739 

0.800 

Quang cao, khuyen mai (Cronbach's Alpha - 0.804) 
QCl: Quang ciio ha'p d§o 

QC2; Quang ba rong rai 

QC3' Nhieu khuyg'n mai ha'p dSn 

QC4 Khach hang luon nam ro ve chffdng 
trmh khuye'n mai 

QC5 Chffdng trinh tich diem doi qua 

14 08 

14 22 

13 80 

14,04 

13,76 

6 963 

6.910 

7.203 

7,195 

7 561 

0.616 
0.587 
0.618 

0.599 

0.525 

0-758 

0.768 

0.758 

0.763 

0.785 

Srf tin cSy (Cronbach's Alpha = 0.815) 
TCI' Hang hda co xuS'l xuTd rang 

TC2: An ninh cho khdch hang 

TC3: Gia tren ke va bill dong nha't 

TC4 - Tinh iiL-n nhanh. chfnh xac 

11.02 

10 88 

10 94 

11,1.=̂  

5,175 

5,563 

4-926 

5.415 

0.642 
0.617 

0.721 
0.566 

0.764 

0,777 

0 726 

0.801 

Nhan vign (Cronbach's Alpha = 0.808) 
NVl Nhan vien Ire trung, tfa nhin 

NV2' Nhan vifin than thien, lich sff 

NV3 Nhan vien kip thbi giup dd khach hang 

NV4 Nhan vien dii tnnh do tif van khach hang 

NV5: Nhan vien nhanh nhen. trung thffc 

13.15 

13 20 

13.26 

13.24 

13.21 

8.931 

8.528 

8,387 

8.422 

8.458 

Chi'nh sach va dich vu eham soc khach hang (Cronbach's Al 

CSI: Nhi^u tien ich vl the chanh vien 

CS2, Lmh hoat trong Ihanh toan 

CS3, Mua online, giao tan ndi 

CS4: Hoan lien giJi xe 

CS5-Dichvu hau mai tot 

14.76 

14,76 

14.88 

14.93 

15-13 

7,770 

7 437 

7.601 

7 853 

7.901 

0.492 
0.612 

0.645 
0.620 
0.608 

0 803 

0 766 

0,756 

0 763 

0.767 

pha = 0.815) 

0.603 

0.663 

0.677 

0.515 

0.483 

0.757 

0 738 

0.736 

0.785 

0.796 

Hanh vi khach hang (Cronbach's Alpha = 0.812) 

HVl: VUI thich khi mua sam 

HV2: Gia tang tan suat mua sam 

HV3: Toi se mua sflm nhieu hdn 

HV4: Tie'p tuc tin Iffdng. ung hfl 

HV5: Se gidi ihieu ngffdi khac 

14 67 

14 80 

14 79 

14.58 

14.55 

5 398 

5,404 

5 102 

5,214 

5.430 

0.586 

0.565 

0.598 

0.648 

0.604 

0.779 

0 785 

0 776 

0.760 

0 774 
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BANG 2: PHAN TiCH TCfdNG QUAM 

Hanh 
vi 

Hang 
hoa 

NhSn 
vien 

Chinh 
sach 

Dia 
diera 

Quang 

Gia ca 

Tin 

Pearson Correlation 

Sig (2-iailed) 
N 

Pearson Correlation 

Sig. (2-1311 ed) 
N 

Pearson Correlation 
Sig. (2-iailed) 
N 

Pearson Correlation 

Sig (2-tailedl 
N 

Pearson Correlation 

Sig (2-tailed) 
N 

Pearson Correlation 

Sig. (2-tailed) 
N 

Pearson Correlation 
Sig, (2-tailed) 

N 

Pearson Correlation 

Sig- (2-tailed) 

N 

Hanh 
vi 

1 

331 
.537" 

.000 

331 

,261" 

,000 

331 

517" 

,000 

331 

600" 

000 

331 
517'" 

000 

331 

,5!5" 

.000 

331 

558" 
000 

331 

Hftng 
hoa 

.537" 

.000 

331 

1 

331 

249" 

000 

331 
.380" 

.000 
331 

.503" 

.000 

331 

.433" 

.000 
331 

-444" 

-000 

.331 
.454" 

.000 

331 

Nhan 
vign 

261" 

.000 

331 

249' 

000 

331 

1 

33 i 

,325" 

.000 

331 

213" 
000 

331 

.164" 

.003 

331 
264" 

000 

331 
.282" 

,000 

331 

Chinb 
sach 

517" 

.000 

331 
380" 

000 

331 

325" 

000 

331 

1 

331 
.487" 

,000 

331 
391" 

000 

331 
472" 

.000 

331 

.363" 

.000 
331 

Dia 

.600" 

.000 
331 

,503" 

.000 
331 

.213" 

.000 

331 

.487" 

.000 

331 

1 

331 
.431" 

.000 

331 
.488" 

.000 
331 

-437" 

-000 

331 

Quang 
cao 
.517" 

.000 

331 

.433" 

.000 

.331 
.164" 

.003 

331 

,.391" 

,000 

331 
.431" 

,000 

331 
1 

331 

462" 

,000 
331 

375" 

,000 

331 

Gii 
ca 

515" 

.000 

331 
.444" 

.000 

331 

264" 

,000 

331 

472" 

000 

331 

488" 

000 

331 

.462" 

.000 

33 i 
1 

331 
,402" 

,000 

331 

Tin 
c§y 

.558" 

.000 

331 

454" 

.000 

331 

.282" 

,000 

331 

.363" 
-000 

.331 

,437" 

.000 

331 

.375" 

.000 

331 
,402"' 

,000 

331 

1 

331 
**. Trfcfng quan co y nghTa S miJc 0.01 (2 diu). 

BAMG 3: KET QUA PHAN TICH HOl QGY LAM 2 

M6 hinh 

1 (Conslani) 

Hanghda 

Chinh sach 

Dia diem 

Quangcao 

Gia ca 

Tin cay 

H e sfi* chrfa chu^n 
hoa 

B 

0 632 

0 112 

0.129 

0,189 

0.140 

0-077 

0,179 

SalsQ^chufin 

0,153 

0 037 

0,037 

0,039 

0-038 

0-039 

0-033 

Hf sd'da 
chu^n hoa 

Beta 

0.141 

0.156 

0.234 

0.163 

0.094 

0.236 

Gia 
t r j t 

4.129 

3.040 

3.451 

4.843 

3,644 

2 003 

5..355 

Sip. 

0 000 

0.003 

0 001 

0.000 

0 000 

0 046 

0,000 

Thd'ng ke 
da c<ing tuyg'n 

H^sS^ Tolerance 

0.628 

0.666 

0,581 

0,680 

0.614 

0,697 

vnr 

1,592 

1.501 

1,720 

1 47! 

1.629 

1 434 

BAMG 4; IMDEPEMDENT SAMPLES TEST BIEN "Gldl TIMH" 

Hanh 
Vi 

Phffdng sai 
cua 2 bien 
bang nhau 

Kiem 
djnh 

Levene 

F 

.23 

Sig. 

.880 

Ki^m dinh t-test 
vi sif c3n bang cua trung binh 

t 

1.231 

Df 

329 

Sig. 
(2-tailed) 

.219 

Giatri 
trung 

binh khde 
bift 

.07976 

Phrfdng 
sai 

khac 
bift 

6481 

DO tin cSy 
95% 

Chin 
drfdi 

- 04773 

Ch$n 
tr6n 

20725 

hguon Tmh loan r 

Sig. (Jeu ldn hdn 0.05, nen chap nhan c5c 
gia thuye't H8a, HSb, H8c. H8e. Rieng 
bien thu nhSp, do gia tri Sig- Leneve 
= 0.038 < 0.05, nen khong suT dung ket 
qua d bang ANOVA ma sx( dung ket qua 
kiem dinh Post Hoc (thong ke Tamhane's 
T2) (Bang 6), Tai day, tat ca cac gia til 
Sig. deu ldn hdn 0.05, nen chap nhan gia 
thuyet H8d. Nhu" vay, khong cd sff khac 
biet ve hanh vi mua do'i vdi khach hang 
CO gidi tinh, tuoi, nghe nghiep, thu nhap 
va dia chi thifdng trii khac nhau. 

KET LUAN VA KIEN NGH! 

Ket qua nghien cu'u chi ra, hanh vi 
mua hang tai sieu thi Big C cua NTD TP. 
Ho Chi Minh phu thuoc vao 6 nhan to', 
xe'p theo thu" tî  tac dong tu" manh d8'n 
ye'u la: Su" tin cSy; Dia diem va cd sd 
vat cha't; Quang cao, khuyd'n mai; Chfnh 
sach va dich vti cham sdc Idiach hang; 
Hang hda; Gia va cac chinh sach ve gia. 
Tren cO sd do, tac gia de xua't mgt so' 
giai phap nhSm thiic day hanh vi mua 
hang tai siSu thi Big C nhtf sau: 

Thff nhd't, Big C can phan bd nhan vi6n 
thu ngan phCi hop dt/a trfin lu'dng khach 
hang mua sam, cSn tang cu'dng them vao 
nhij'ng gid cao diem nham dap u'ng nhu 
cau va tranh de xay ra hien tiTOng khach 
chd doi qua lau. Ngoai ra, kiem soat 
nghiem ngat hdn nffa cac khau trong qua 
trinh nhap hang nham tranh nhiJng hien 
tifcfng dang tiec, tieu cu'c. Vao nhii'ng buoi 
toi cuoi tuan hay |g, Tet, so lifdng ngifdi 
tham quan mua sSm tang cao, ke xS'u rat 
dh tra trpn va thiJc hien nhu'ng hanh vi, 
nhu-: mdc tui, ctfdp giaL.. V"i the, Sieu thi 
nen bo tri them lu'c lu'dng bao ve can thiei 
de dam bao an ninh va thu'dng xuyen phat 
loa nhac nhd moi ngu'di chu y giff gin tai 
san, tt^n bac va tu'trang. 
^̂  Thff hai, chu trpng hdn nu'a vao ha 

tang sieu thi, khong gian, each bay tri va 
ve sinh cua minh. Nen bat tay vao viec 
nang cap, m bo va md rong nhu'ng bai giii 
xe da cu, xuong cap hay chat hep, ngot 
ngat, khong du ch6 phuc vu nhu cau. 

Thff ba, tap trung dau ttf vao khau 
marketing, nhtf: tie'n hanh quang cao 
tren TV, cac trang mang xa hoi, internet, 
bao chl, treo bang-ron tat cac khu dan 
ctf, cong vi6n ,. Thifc te hien nay, dai da 
so cac qii^ng cao cua Big C chifa thtfc sif 
nham den khach hang muc tieu va' con 
It ve^so lifong, nen hieu qua khong cao 
va gay ra tlnh trang lang phi. Do vay 
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cln hoach dmh lai cac va'n de, tifî n h^nh 
c6 bai ban cac bifdc thuc hi6n tCf Ien y 
tifSng cho de'n xay difng ndi dung, each 
thtfc quang cao... nham hu'dng de'n dung 
nhij'ng muc ti6u, phan khiic va do'i tifdng 
khach hang tiem nang ciia Big C. 

Thff tu. quan tam den chinh sach, 
dich vu hau mai cung nhif hoat dong 
cham soc khach hang. Trong thdi gian 
tdi, nen cd nhifng chu'dng trinh cu the 
nhif: tang qua tri an, ap dung tfu dai hay 
gu'i tin nhan chiic mitng nhan ngay sinh 
nhat cua khach hang thong qua thong tin 
ma ho da cung cap cho sieu thi. Dang tai 
hinh anh cac san pham hang hda, dich 
vu ma Big C dang cung ca'p kem theo 
gia ca du'dc cap nhat lien tuc, hang ngay 
de khich hang dl mua online. 

Thff'ndm, Big C nen ifdc tinh nhu cau 
khach hang va kho'i lifdng san pham 
gidm gia Clia minh, du de phuc vu trifdc 
khi tien hanh khuye'n mai, Vdi so' lu'dng 
san pham con it, thi khdng nen khuye'n 
mai lien tuc nhieu ngay, vi co the 
chu'dng trinh se ke't thiic sdm hdn thong 
bao hoac phai quy dinh lifdng mua gay 
ba't ti$n cho khach hang. Song song vdi 
d6. Big C nen tim each giai quy6't nhi?ng 
hang hoa dang t6n kho bang each ap 
dung giam gia hay khuye'n mai de kich 
cau... trrfdc khi hang hda dd he't han su" 
dung it nha't la 2-4 thang. 

Thff sdu, tang cu'dng ca ve so' lifdng 
Iln cha't lifdng san pham vdi gia re mdi 
ngay tai he tho'ng cua Big C Q 

BANG 5: PHAN TICH AMOVA 

Gii7a cac nhom 

Tudi 

Nghe nghiep 

Dia ban ciftru 

T^ng bmh phrfdng 

1,328 

1,731 

,762 

Df 

3 

5 

5 

Trung binh binh phrfrfng 

443 

346 

.152 

F 

1 402 

1.094 

477 

Sig. 

.242 

.363 

.793 

(I) Thu nhkp 
hang thang 

Dil6i 3 trieu 

Tî  3 trieu 
- dirdi 6 trieu 

TiJ 6 trieu 
-difiSi 10 trieu 

Tren 10 trieu 

BANG 6: KET QGA KIEM DjNH P0S1 
Bien ph 

(J) Thu nh$p hang 
tbang 

Tij' 3 trieu - du'di 6 tneu 

TCr 6 tneu-dudi lOtneu 

Tren 10 trieu 

Du'di 3 tneu 

Tir 6 trieu-du'di lOtrieu 

Tren 10 tneu 

Dirdi 3 trieu 

Tif 3 tneu - dtfdi 6 trieu 

Tren 10 trieu 

Du'di 3 trieu 

Tlf 3 trieu-difdi6tri£u 

Tlf 6 tneu-difdi lOlricu 

Trung binh 
kh^c bi^t 

(I-J) 

.08846 

-.11466 

.01679 

- 08846 

- 20312 

-07168 

.11466 

.20312 

.13144 

-.01679 

.07168 

-.13144 

Sai s6' 
chu^n 

.07567 

,07570 

,09768 

,07567 

.08309 

,10352 

,07570 

,08309 

10354 

09768 

10352 

10354 

HOC 
( thuoc: Hdnh \ 

Sig. 

.813 

.571 

1.000 

.813 

.089 

.982 

.571 

.089 

.752 

1.000 

.982 

.752 

'• "'«o fldng 

Khoang tin cSiy 95% 

Ch$n 
drfdi 

- 1129 

-.3161 

-.2463 

-.2898 

-4240 

- 3494 

-0868 

-.0177 

-, 1463 

-.2799 

-.2060 

-4092 

Ch^n 
trgn 

.2898 

,0868 

2799 

,1129 

,0177 

.2060 

,3161 

.4240 

.4092 

.2463 

,3494 

1463 
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