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TOM TAT: 
Day la mdt cdng trinh nghien ctfu tai sao cac doanh nghiep lai dau ttf vao cac Cffa hang Dau 

dan (CHDD) trong kinh doanh. Cdng trinb trtfdc he't tdng quan cdc khdi nidm CHDD va cac 
khdi mem ben quan, tdng hdp cdc ban ludn vl vi tri cua Cffi)D trong chie'n Itfdc ban hang cua 
nba san xud't va doanhnghiepbanle,de dtfa ttdn do phat ttien mdt khung phdn tich nham khao 
sat mue dich ma doanh nghiep nham de'n kbi dtfa md binb CHDD vao kinh doanh. Nghien ctfu 
di de'n ke't luan rang, CHDD nam vi tri quan trgng va cae vai trd vl dan dat gia, khang dinh stf 
hien dien, tao ra md hinh kinh doanh mdi, sang tao ttong vide ed biet bda trai nghidm vdi thtfdng 
hidu san pha'm de tao stf khac biet vl gia tri so sdnb vdi cdc thtfdng hieu khae. 

Tuf khoa: Cffa hang dau dan, xdy dffng vd phat trien thffdng hidu, kinh doanh hang tidu 
diing nhanh. 

1. Gidi thidu 
Trong hoat dgng kinh doanh, moi doanh nghidp 

Idn deu chgn cho minb htfdng di rieng nham tao stf 
khac bidt vdi eac doanh nghidp khde. Stf khae biet 
hoa nay la mdt ttong nhffng ye'u td then chd't dong 
gdp vao thanb cdng cua doanh nghiep. Ta'n cdng thi 
trtfdng thdng qua eac Cffa hang dau dan (CHDD, 
flagship store) la mot trong cac hanh ddng quan 
trong ddng gdp vao thanh cdng eua doanh nghiep 
nganh tbdi trang (Dolbec & Chebat, 2013), dd ndi 
that (Doyle, Moore, Doherty, & Hamilton, 2008), 

dien tff va cdc nganh cdng nghidp d td (Jones, 
Comfort, Clarke-Hill, & Hillier, 2010). Gan ddy, 
mot sd' thffdng hieu tff nganh FMCG cung da mci 
eac CHDD. O Dffc, cdc thtfdng bidu qud'c gia tff sd 
cd la (nhff Ritter Sport va Milka), ngu cdc (vi du, 
Kolln) va cham soc da (vi du Nivea) da bat dau van 
hanh ede CHDD d cae ttung tdm thanh phd Beriin, 
Hamburg va Munich. Tren the' gidi, thffdng hieu 
qud'c gia Hoa Ky Mars dieu hanb cac CHDD cua M 
& M tai London ,̂ New York, Las Vegas, Oriando 
va Thtfdng Hai. O Viet Nam, cae doanh nghiep day 
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dd cung bat ddu tiia'y trien kbai eac CHDD. Nghidn 
ciiu nay se tim bieu doanh nghidp tim kie'm dieu gi 
khi trie'n idiai CHDD. Chu de nay vdn eon mdi, 
tbid'u stf quan tdm nghien ctfu cua gidi hgc thuat; 
Chi CO mdt vai nghien cffu ra't gan day mdi co cac 
thffc nghidm khdm pha ve vai ttd cua cae effa hang 
dau dan (Manlow & Nobbs, 2013, trang 51). 

Day la mdt nghien effu md ta va giai thich. Muc 
dich chinh cua nghien ctfu la tim hieu mue dicb sff 
dung CHDD trong chien iffdc kinh doanh eua doanb 
nghiep va md'i quan he gitfa chie'n Itfdc sff dung 
CHDD vdi hidu qua kinh doanh eua eac doanh 
nghidp thong qua mot md hinh phdn tich da ehilu 
ve chie'n iffde, quan ly va tie'p thi. Cdu hoi nghidn 
cffu ciia cdng trinh nay Id muc dich sff dung cdc 
CHDD eua doanh nghiep bdn le la gi va va ke't qua 
nhffthe'nao. 

2. Cdsdiy thuyd't 
Nghien ctfu nay se dl cap de'n cdc chu de vl 

CHDD ttong kinh doanh hang tieu dung nbanh 
(Fast moving consumer good, FMCG), do dd, phan 
nay trtfdc bet tdng ket khdi niem CHDD va cdc 
Sdiai nidm Hen quan dtfdc diJng trong nghidn ctfu. 
Sau do, nghien ctfu tdng kd't cdc ban ludn vl vi tri 
cua CHDD trong chie'n Itfdc ban hang cua cdc nha 
san xua't va doanh nghiep ban le. Cudi ciang, 
nghidn ctfu xdy dtfng khung phan ticb/ly luan dtfa 
ttdn eac ly thuyd't di trtfdc de nghien ctfu khao sat 
tdc ddng eua CHDD tdi nhan biet thtfdng hieu (thai 
do, sff gan kd't, va gid tti thtfdng bieu) cua doanb 
nghiep FMCG tai Viet Nam. 

2.1. Khdiniem Cda hdng Bau ddn 
Khai niem CHDD, tffy tbeo ngtf canh sff dung, 

dtfdc mot doanh nghiep gan cho mdt cffa hang nban 
ttgng trach dan dau de canh tranh tren thi trtfdng, 
mdt cffa hang cd ddu trong thi dua, mdt effa hang d 
thi trffdng trgng diem. 

Tbeo Manlow va Nobbs (2013, trang 51), eo 
nhilu duib nghTa vl CHDD va eac dinh nghTa nay 
khd da dang, CHDD chu yd'u dtfdc coi la bidn phdp 
tid'p thi phd bie'n dl tang cffdng stf bien dien chid'n 
Itfde trong nganh cdng nghidp ma doanb nghidp 
dang tham gia. Ttfu trung lai, CHDD la nhtfng cffa 
hang ndi troj nha't trong chudi cac cffa bang cua 
doanh nghiep, Idnh trdch nhiem chu cdng trong 
vide chid'm ITnh thi trtfdng; thtfdng 6 vi tti ddc dia; 
CO doanh sd' Idn; cd qui mo trtfng bay an ttfdng; ed 
thie't ke doc dao; dtfdc quan Iy va van hanh bdi 

doanh nghiep san xud't hay ban le va de tao ra moi 
trtfdng ban le co uy tin. 

Kozinets va ddng nghiep (2002) dinh nghia 
CHDD nhtf sau: (i) Chung trtfng bay mot nhan bieu 
san pham; (ii) Mdi mot ClfDD do mdt cdng ty sd 
htfu; va (iii) Chung dtfdc to chtfc va van hanh vdi 
mue dicb ebinb la xay dtfng hinh anh thtfdng hieu 
hdn la ddn thuan vi ldi nhuan. 

Tff flagship store ngay cang phd bid'n trong gidi 
Marketing (Allegra, 2005; Kent & Brown, 2009). 
Lich sff khdi niem nay dtfdc cho la khdi dau ttf 
nhffng nam 1990s khi cae nban bidu sang trgng bat 
ddu md rdng thi trtfdng ra cac thanb phd'nhd hdn va 
tbue ngoai san xud't de dap ffng vdi nhu edu tdng 
nhanh cua sdn pha'm ttong khi mdi trffdng canh 
tranh cung ngay cang khac ngbiet. Cdc doanh 
ngbidp can dam bao tinh chinh bang ve ngudn gd'e 
va ebd't Itfdng san pha'm, do sang trgng cua san 
pbam. Mtfc tham my cua cac CHDD trd ndn quan 
trong, do dd eo xu htfdng tap trung cho mot sd cffa 
hang trd nen "tam vdc" hdn, cdc md hang ciing 
phdt trien len tam cao hdn de hinh thanh cae ma 
ddu dan, ddng vai tro ttung tam ha'p dan cua doanb 
nghiep (Hata, 2004). Sff phat trid'n eua CHDD dac 
biet tbay ro trong nhffng thdp ky qua ttong sff hdp 
tae gitfa cdc nhan hieu tbdi trang sang trong vdi cac 
kie'n true stf vd nghe si ndi bat nba't, ca d cac cffa 
hang va ttong khdng gian thtf ba ben ngoai cac cffa 
hang, nhtfcac trien 1dm van hdava cdestf kien trtfc 
tid'p (Anderson et al. 2010). CHDD ddng mdt vai 
tto quan trgng trong vide ttuyin dat gid tri cua nha 
ban le va dinb vi thi tttfdng eho ngtfdi tidu diang 
tilm nang. Neu thtfc bien tdt, no mang Iai ttai 
nghiem tieu dung dtfdc quan Iy thd'ng nhd't va nhat 
quan ho trd thtfdng bleu va gid tri cua nha ban le. 
Thid't kdcua dau dan "flagship" ban thdn nd la mdt 
bieu hien eua ban sac cua thtfdng bieu, tao ra mot 
khdng gian thffdng hidu (Riewoldt, 2002). Cac yd'u 
td tff thie't kd eua effa hang, cdeh thffc dat de, ttinh 
bay san pha'm dtfdc tang ctfdng Idn mot mffc cao 
bdn de tbd bidn net dac trtfng eua thtfdng hieu. 
Nhtfng yd'u td nay dtfdc sff dung mot cdch chid'n 
iffdc de tao ra mot trai nghiem da cam cho ngtfdi 
tteu diing. Ngay nay, CHDD cd the dffdc md ta nhff 
la mot trong nhffng kinh nghiem tdng the dffdc cung 
ca'p bdi mdt thffdng bidu cho ngffdi tieu diing 
(Manlow & Nobbs, 2013). 

CHDD ed cac dac diem chinb la: (i) phuc vu 
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muc dicb sdmgt la truyin dat, lan toa vi tti thtfdng 
hieu va gia tri; (ii) dat tai ede khu vtfe ndi bat; nSm 
ttong mdt khu vtfe ndi bdt trong mot ttung tam 
thtfdng mai Idn de ed sffe hap dan va lan tda; (iii) 
cung ca'p eac dai san pbam rgng nha't va sau sac 
nha't kbi so sdnh vdi ede store khde; va (iv) mdi 
trtfdng cffa hang cha't Itfdng eao (Lipovetsky & 
Manlow, 2009). 

2.2. Vi tri vd vai tro cua CHBB trong chie'n IWc 
kinh doanh cua doanh nghiep 

2.2.1. Vi tri cua CHDD tii gdc nhin eiia nhd qudn 
ly doanh nghiep 

Thd nhdt, CHDD the hidn stf ddi mdi sdng tao 
de tdn tai ttong moi trtfdng ban le ngay cang canh 
tranh. Trong ban le, ddi mdi la de khac biet hda so 
vdi dd'i tbu, lam tang hieu qua binh anh thtfdng 
hieu, gitf gin khach hang eu va tbu but khdcb hang 
mdi. Moi tttfdng FMCG kha phSn manh, manh 
mun (fragmentation), do do ngtfdi ban le va nha 
san xua't dang ngdy cang gap nhieu tbdeh thffc 
phai ddi mdi do vide ap dung cac ky thuat ttuyen 
thdng trong tid'p cdn/phdn ticb thi tttfdng de tim 
bilu y dinb mua bang cua ngffdi tieu dung khdng 
con dem lai ke't qua dang tin cay nffa. Ty le tha't 
bai ddi vdi cdc dff dn ddi mdi cua FMCG Idn tdi 
80% (Kotler, 2003). Do do, cac nba san xua't va 
ban le FMCG eho rang hg dang pbdi vat Ion dm 
each ddi mdi cac ky thuat tbi trtfdng ttuyin thdng, 
vi ngtfdi tidu diing ngay nay ndi khac vdi dilu hg 
thffc stf lam trong mua sdm - dieu nay ebu yeu 
dffdc quy cho tbtfe te' la qua trinh mua hang eua 
ngtfdi tieu dung phdn Idn la vd thffc (Ariely, 2008; 
Zaltman, 2003). Cac nganh bien nay dang ngay 
cang tap tnmg nd Itfe eua ho de tim hidu nhffng gi 
xay ra d "first moment of truth" trong effa hang 
(Bressoud, 2013, p. 286; Inman, Winer, & 
Ferraro, 2009). De nban dien quy trinb ra quye't 
dinh mua hang, sdn phd'm can dtfdc dat vao eac 
bd'i canh dilu kien mua hang khae nhau. Vi hdn 
sd'hang dtfdc quye't dinh mua khi khach hang tdi 
effa bang ehff khdng phai mua theo ke' hoach co 
trtfdc (Inman, Wmer, & Ferraro, 2009), each tbtfe 
san phd'm dtfdc trtfng bay de the bien "chat" eiia 
no vdi ngtfdi tieu diing la rat quan trong 
(Bressoud, 2013). 

r/iw" hai, mud'n phat tnen thanh cdng trong 
nganh hang FMCG, ngtfdi ban pbai vtfdt qua dffdc 
nhilu tbdeh thffc de sang tao, cai tie'n ttong cdc 

mang thie't kd' tinh nang san pbam, bao bi san 
pham, cffa hang va dinh dang effa hang. Khi dm 
kid'm cae yeu td ebia kbda ebo stf thanh cdng, 
Singh ebo ring kbi canh tranh ngay cang gay gat, 
cac doanh nghidp se phai Iam nhilu dilu ne'u 
mud'n thanb cdng: (i) phai ddu ttf cdc khoan kinh 
phi khdng id de phat hanh san pham. (ii) phai tao 
dtfdc thtfdng hieu manh va duy tti stf trung thanh 
cua khach hang vdi thtfdng hieu dd. Trong thi 
trtfdng nay, thtfdng hieu quen thudc co vai tro Idn, 
khach hang thtfdng nghi ngai kbi chuyen sang mot 
thtfdng hieu mdi bg eon chtfa ed kinh nghidm mua 
sam. (iii) doanh nghiep phai co he thd'ng phan 
phd'i manh de ludn san hidn dien gdn ndi khach 
bang, (iv) phai hieu dtfdc hanh vi khach hang dd' 
CO chinh sdch ddnh tning tdm ly eua bg; Vide duy 
tri dieu tta, khao sat la can thie't. Cudi ciing, vide 
ed eac effa hang/sidu thi rieng eua doanb ngbidp 
cung CO the la mot bidn phdp de tao "trung tam 
ebii y", nbac nbd "stf hien dien" cua doanh 
nghiep (Singh, 2014). 

Mue dicb, vai trd ebung eua CHDD: 
i. Mot phtfdng thffc thdm nhdp thi trffdng (Moore 

&Femie,2000). 
ii. La mdt din lidu xuc tae (conduct) eho cac 

md'i quan he tbi trffdng (Bruce & Kratz, 2007; 
Allegra, 2005); CHDD pbai tiiu hut dffdc nbieu ben 
tien quan (nban vien, chii nha, nha ddu ttf, nha cung 
ca'p, va bdo ehi). CHDD cung la hanh dgng de thi 
hien tiem nang ngudn Itfc va khid'n ngtfdi ta nghi 
dd'n ed bdi phdt trien thi trtfdng vl sau (Moore & 
Doherty, 2007). 

iii. La ttgng tdm eua truyen thdng tie'p thi (Moore 
& Doherty, 2007): do hieu tfng ttf stf tham gia cua 
cae pbtfdng tien truyen thdng trong cdc stf kien khai 
tttfdng, vide sff dung CHDD nhff la mot dia diem 
quan he cong chiing (Allegra, 2005; Variey, 2006). 
Ddn ehtfdng ttinh; Stf kien co quay nln CHDD nen 
quang cao cd tinh lan tda nhanh chdng. 

iv. La mdt ke' hoach chi tie't cho vide phat ttien 
effa hang: CHDD thtfdng dtfdc sff dung ttong cdng 
ty de thff ngbidm cae san phd'm mdi, trtfc quan boa 
cdc y ttfdng khai niem mdi, va trie'n kbai ede sang 
kie'n phuc vu khdcb hang (Li & Wang, 2004; 
Variey, 2006). 

Nghien effu cua Diallo va Seek (2017) eho rang 
khai nidm ve thffdng hieu (cd tich ctfe va tidu etfc) 
vtfdt qua ca chd't Itfdng dich vu, hinh thtfc bieu hidn 
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cua cffa hang, dd tin cdy eua effa hang, stf 
eham sdc va tap trung cua nhan sff vdi cffa 
hang. Khai niem thffdng hieu thi lai hi tdc 
ddng bdi nban thffc vl gia va rui ro ebtfc 
ndng, cung nbtf quan niem van hda. Phdn 
tie'p theo se thao luan sdu hdn ve eac vai 
tto eu till eua CHDD: 

2.2.2. Vai tro ddn ddt vi gid 
Mdt doanb nghiep mud'n dan dat vl 

gia can pbai eo nhtfng dieu kidn td'i thieu 
nhtf san Iffdng Idn (thi phdn manh), gia 
thanh san xua't tbd'p. CHDD giup eho 
doanh nghiep phdt trien, cung cd' nilm 
tin khdch hang vdi chi pbi tha'p va ed ldi 
the' vl gid. Nghidn effu ciia Hwan Chung 
va Eunkyu Lee (Chung & Lee, 2017) 
dilu tra thffc nghiem vl tae ddng cua 
thffdng hieu cffa hang trong he tbd'ng 
phdn phd'i giffa nha ban le va doanh 
nghiep san xud't cd quy md tdm qud'c gia 
de'n din ddt ve gia. Nghidn cffu phan ticb 
cd sd dff lieu cua mot chudi cffa hang tap 
hoa Idn trffdc vd sau kbi dffa vao thtfdng 
hieu cffa hang. Nghien cffu cho tha'y thtfdng hieu 
cffa hang thtfdng ddn den nhffng thay ddi thudn ldi 
ve dan ddt gia ca cho nha ban le hdn la eho nha san 
xua't. Tuy nhien, thay ddi nhff vay khong phai la 
phd quat, nhtfng ed xu htfdng tap trung d mot mtfc 
cha't Itfdng nba't dinb eua eac thtfdng hidu qudc gia, 
khdng pbai lue nao cung la loai thap, nhffng ddi khi 
la mffc cao nha't mac du gia thd'p cha't Iffdng cua 
thffdng bidu cffa hang, 

Nhffng thay ddi nay cd the phan anb nd Iffe 
chien Iffdc cua nha ban Ie nham dinh binh lai mdi 
tru'dng ddn ddt gid cua nhtfng nbdm loai san pham 
thdng qua eai thien stfe manh thffdng Itfdng va chat 
Iffdng quan Iy eija thffdng hidu cffa hang. 

2.2.3. Vai tro khang dinh suhien dien 
Viee tdp trung vao viee md rdng mang Iffdi 6 

eac thanh phd' Idn la mot dac diem pho bie'n eua cac 
nha bdn le. Cdc nba bdn le thdng qua ebid'n Itfde md 
cac CHDD trong cac trung tdm hang ddu nham tao 
ra stf quyen ru va tinh te eho doanh nghiep eua ho. 
Stf hien dien va hoat dgng cua mot CliDD d ede 
thanh phd Idn (vi du: tai Paris, Rome) da va se 
tmyen dat de'n ngtfdi tieu dung rang cong ty nay da 
phd bid'n, thanh cdng va moi ngtfdi cd the tiep can 
(Mines & Bruce, 2007). 

Hinli 1: Vai trd fi^si/hien diet) cua CHDD 

ThCf hgng 
trong chudi 
phan phdi 
Distribution 
hierarchy 

Muc tieu 
chien lUdc 

Cijra hdng 
ddu ddn 
Flagship 
Stonre 

Ngon ngCr thiet 
ke, ngdn ngCr 
thi/dng hieu 
Language of 

Flagship 

Vitri 
Location 
& Place 

Nguon 
Hines & Bruce, 

2007. p. 279 

Bill Webb (trich dan trong Hines & Bruce, 2007, 
p. 121) khi nghien ctfu vl vai trd cua CHDD trong 
vide chuyen tai tbdng diep trong nganh an ud'ng va 
bang xa xi ket luan rang CHDD ciing phdn dnh 
nhan thffc vl ebd't Iffdng va kinh nghiem mua sam 
cua Idiach hang. 

Margaret Bruce va Christine Kratz nghidn cffu 
trffdng hdp cua Chanel cho rang cd stf gdn ke't gitfa 
tinh cdeh cua ngtfdi sdng tao vd cua khdch hang -
CHDD giup hinh anh cua ngtfdi sdng tao va gia tri 
thtfdng bieu dtfdc dam bao, cd the khien bie'u ttfdng 
eua thtfdng hidu khdng can thay ddi vd dilu nay 
ti/dng xtfng vdi stf dam bao va binb anh eua thtfdng 
hieu (trich ddn ttong Hines & Bruce, 2007, p. 132). 

Ddu ttf vao cae dia diem bang ddu va phat trien 
CHDD nhtf cac vien bao tang la dien hinh, vi du 
nhtf Prada tid'p quan Bao lang Gugenheim d New 
York. Cae nha ban le cd the tu tdp vl mdt sd dtfdng 
phd' nha't dinh d cic thanb phd Idn de ed' gang dinh 
vi Iai ebinh minh nbtf mdt thtfdng hieu dang tin cay 
(Moore va cdng stf, 2004). Vide nay cung tao ra "Di 
san cua thtfdng hidu" cQng nhtf lich sff dtfdc xay 
dtfng trong thtfdng bieu (Nueno & Quelch, 1998), 
Lich sff eua thffdng hidu la mdt phan eiia tinh doe 
dao cua nd, vi mdt phan ra't quan trong trong viec 
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tao ra sinh klii eua doanh nghidp ttdn thi trtfdng la 
nhtfng cau chuyen bao quanh cdng ty, vi stf bieu 
bidn gan lien vdi nhffng thtfdng bieu nay ngay lap 
ttfe dtfdc nhdn bid't vd ghi nhd d nhilu cd'p dp 
(Dubois & Paternaut, 1995) va hdn quan den ban 
sac van hod (Dubois & Duquesne, 1993). 

2.2.4. Vai tro tgo ra. mo hinh kinh doanh mdi tren 
nen tdng CHDD 

Ngtfdi bdn phai dtfa vao cae nba nghien ctfu thi 
trtfdng de sff dung nhieu phtfdng phdp khac nbau 
nbara kid'm nghidm cae kbai niem khac nhau ve 
cffa hang. Cd nhieu sang tao, ddi mdi trong effa 
bang bdn le. 

Sdng tao thff nha't la lap cffa hang ao nham tan 
dung sffe manh truyen thdng, khdng gian internet, 
va loai bo trd ngai ve khong gian vd tiiSi gian. Cffa 
hang do dtfdc dp dung nbieu de thff phdn ffng cua 
khdcb hang trtfdc kbi ttiln kbai tbtfe stf mot san 
phd'm. Nghien effu ve FMCG effa hang kiem tta stf 
khae bidt giffa phtfdng pbap ttai nghiem thffc te' d 
cffa hang vdi phffdng phdp tbay thd' la ttai nghiem 
thdng qua effa bang ao (Bressoud, 2013), Trong 
nghien ciJu nay, cae tdc gia da thiet ke' pbtfdng 
phdp tie'p can dtfdi hinh thtfc mdt thff nghidm song 
song vl mot loai ngu cdc mdi danh cho ngffdi 
trffdng thanh; thtfc nghiem dtfdc thtfc hidn tai cae 
effa bang d Phdp, vdi 200 ngtfdi mua sam tai mdi 
effa hang. Nghien effu cho tha'y vdi ca hai phffdng 
phdp, tai cffa hang thffc va tai effa hang ao, thi td't ea 
cac phep do ve thai do khdch hang deu cho ke't qua 
tffdng tff vl nhdn tbtfe va binb dang, tuy nhien ede 
phep do ve anh htfdng va hanh vi tbi khdng gid'ng 
nhau. Bressoud (2013) ke't luan la viec tim hieu va 
kiem nghiem thdi do eua khach bang vdi sdn phdm 
qua effa bang ao la mdt phffdng pbap mdi nhtfng 
khdng phu hdp nbtf ede pbtfdng each co trtfdc. Kha 
nang dtf doan dtfdc hanb vi cua khach hang kha han 
chd'. Nghien cffu nay co han che' Id chi dtfdc gidi 
ban ttong mdt san phd'm duy nhd't va nen dtfdc khai 
quat hda ebo nhieu loai san pham bdn, Cffa bang do 
ndn dffdc sff dung mdt each can than, cd kbi cbi sff 
dung khi phai quan tdm dd'n vide giam ehi phi. No 
tao ra thai do va hanh vi khac nhau, nhtfng can 
nbieu nghidn ctfu hdn dd thao ludn ve tinh dtf bao. 

2.2.5. Vai trd sdng tao trong viec cd biet hda 
khong gian cita hdng denhdn manh thucmg hieu 

M6t sang tao nffa trong ban le ede san pham 
nhom FMCG la tao lap ede khdng gian ed tinh bda 

ttong ban le. Trong mdt moi trtfdng ma ede tiii 
tttfdng ban le rat da dang va phan tdn, ngtfdi tidu 
dung CO rd't nbilu thdng tin vd ede Itfa chgn thay 
the'. De' thu hiit nhffng ngtfdi tidu dung nay, eac 
bang ban le ed xu htfdng dtfa vao ede "khdng gian 
ban le" dl tao ra mot ttai nghidm tieu dung ddng 
nhd va hd'p ddn hdn (Kotler P. , 1973). Do nganh 
giai tri da tham nhap san vao nhieu khia canh cua 
nln kinh td', vide dtfa gidi tri tieh hdp vao ede khdng 
gian mua sam va ngtfdc lai da ttd nen ngay cdng 
phd bid'n. 

Trong khdng gian ndy, ngtfdi lam marketing eua 
doanh nghiep edn phai dtfa ra cac cau chuyen tdc 
ddng den ttai nghiem cua khdch bang; pbai quan 
tdm nhilu de'n khia canh tha'm my/my thuat va de'n 
eac quy tnnh ma ngtfdi tidu diing dien giai cdc kinh 
nghiem/ttai nghiem the cha't cua hg tai khdng gian 
nay. Cae khdng gian nay ddn tdi Id'i tie'p can bang 
cdch tao lap cac effa hang thffdng hidu tidn phong, 
cac CHDD (Lim, Antony, Arshed, & Albhwi, 2015) 

2.3. Khung phdn tich cua nghien edu 
Khung dffdc sff dung ttong nghien ciiu nay de 

phan tich vai tto va tdc ddng eua CHDD gom co 
cae ye'u to sau: (Hinh 2) 

Bang hoi dtfdc thie't kddtfa trdn cae yeu td nay. 
3. Phtfdng phap va Quy trinh nghidn ctfu 
Vdi mue dicb nghidn effu trdn, nghien ctfu nay 

sff dung ket hdp pbtfdng phdp dinh tinh vd dinh 
Itfdng. Sff dung phtfdng phdp dinb tinh bdi vi muc 
dich cliinh cua nghien ctfu nay Id de tim hieu vd 
quan nidm, nhu edu, ddnh gid eua doanh nghiep, 
ma ngliien ctfu dinb tinh dtfdc coi la pbu hdp nha't 
vdl muc dich loai ndy (Saunders, Adrian, & Lewis, 
2007). 

Ngoaiviec tdng bdp ly thuye't de xay dtfng edsd 
ly luan, nghien ctfu cung tie'n hanh dieu tta khao sdt 
ngtfdi dimg de kiem dinh Iy thuye't bdng bang 
ehtfng thtfc tien. 

Tae gia thifc hien cae cudc phong vd'n sau eac 
can bd dang trtfc tiep quan Iy tai cac doanh ngliiep 
ed CHDD va cac ttifcfng CHDD, dd tff do bd sung 
them hay loai bd di cdc thang do, ede bien quan sat 
ttong md binh nghien effu. 

Bang dieu tra gdm 10 cau hoi. De tranh anh 
bffdng de'n cdng tdc bdo mat dff lieu eua doanb 
nghiep, tdc gia sff dung cac thang do danh gia tdc 
ddng, bieu qua ma khdng ydu edu ngtfdi tra Idi phai 
tie't 15 thong tin tai ehinh hoac ba't ky so' tieu nhay 
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Hinh 2: Kttung ptian tfch cua nghiSn cOu 

Vai t rd t rong V\v\h d o a n h 

V| tri cua CHE)D va yeu cau doi mdi sang tao trong moi tnidng ban le ngay cang tang 

Vai tro dan dat ve gia 

\ld\ tro Ichang d|nh su hi$n dien 

\la\ tro tao md hinh Idnh doanh mdi tren nen tang CH9D 

Vai bd sang tao brong vifc ca biet hoa Idiong gian de nhan manh thUdng hif u 

cam nao. Cu the, ddi vdi eau hoi ke't qua kinh 
doanb cdi tbien nbtf the nao vdi stf dp dung CHDD, 
nghien ctfu sff dung thang do tff 1 (ke't qua hoan 
loan ngffdc vdi mong mud'n), 2 (tac ddng tieu effc), 
3 (khong CO tdc dgng tieh etfc hay tidu etfc), 4 (tdc 
dgng tich etfc) vd 5 (tae dgng ra't tich ctfe). Vdi 
ttiang do nay, nghien effu khdng can thu thap eon sd' 
chinh xac, ma ehi diing ddnh gia trtfc tie'p tff ngtfdi 
dtfdc hoi, do dd giam thieu stf Itfdng Itf cua ngtfdi 
dtfdc hoi. 

Dff lieu sd cap dtfdc dieu tta khao sat CHDD 

dtfdc tbtfe hien bdi nhom sinh vien trong 1,5 thdng. 
Ltfa chgn nhdm san pha'm stfa bode bdnh keo la san 
pbam diing de nghien ctfu trong nganh FMCG. 
Khao sat tai thanh phd' Ha Ndi, Ho Cbi Minh. 
Nghidn effu se dilu tra vdi eac nhdm ddi tffdng sau: 
(i) Nha ban le, san xuat va phan pbd'i FMCG tai 
Viet Nam; (ii) Cd'p quan ly, nban vien ede cffa hang 
va trung tam thffdng mai ban le. 

Dff lidu dtfdc xff Iy bang phan mem SPSS. Cac 
bffdc cua quy trinb nghidn ctfu dtfdc tnnh bay trong 
Bang 1. 

Bdng 1. Quy trinh nghien ctfu djnh tinh 

£)auvifc 

INhandienvande 

2 XaydUngcdscilythuyet 

3. Dieu tra thuc nghiem 

4. Cdng viec bd trg 

5,PhantichdQlieu 

6, Thao luan ket qua thu dUdc 
va binh luan cac phat hien 

Mdta 

• Dda ra cac gia thiet nghien ciiu 

• long hgp ly thuyet de xay ddng ed sci ly luan 
•Dmh hinh khung phan tich 

•Tim hieu danh gia cua ngudi tieu dung va khach tham quan ve cac khia canh cua CHDD 
• Tim hieu danh gia cua doanh nghiep sci hQu CHE)D, quan ly va nh§n vien CHDD 

• Thiet ke bang hoi \\i cd sci ly thuyet va phong van sau 
• Lua chgn dd'i tuong khao sat (xac dmh mau de dieu tra) 
• GL(! dg nghi dUdc phdng van tdi ddi tddng li/a chon 
• Phong van true tiep vdi nhiJng doi tUdng dong y tham gia khao sat, 
•Thu thap dQ lieu lien quan khac 

• Stf dung Excel de luu giQ lieu va SPSS de phan tich dua ra thdng ke 

• Neu cac phat hien tU khao sat 
• Thao luan cac npi dung c6 th§' suy luan hay cac ham an til cac phat hifen tren 

•Ouaradexuat 

• Neu cac han che 
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4. Kd't qua dieu tra 
Nghidn ctfu tid'n hanb tie'p xuc tren 100 can bd 

nhan vien CHDD, ke't qua eo tdng egng 63 phieu 
(63%) tta ldi td ngtfdi eua cac CHDD. Kd't qua ddnh 
gid dtfdc tdng hdp ttong Bang 2 (Chu y: 1= hodn 
todn khong dong y, hodn todn khong cd tdc dong; 2 
= khong dong )), tdc ddng it; 3 - Khong dong y, 
khong phdn ddi, tdc dong nhieu khdng it; 4 = Dong 
y, tdc dong nhieu; 5 = Rd't dong y, tdc dong rdt cao). 

4.1. Bdnh gid ve vai tro 
Da sd' ngtfdi dtfdc khao sdt thtfa nhan vi tri eua 

CHDD: 52% ngtfdi dtfdc hdi ddng y hoac ra't ddng y 
eho rang thid't lap ede CHDD la de dap tfng yeu eau 
phai ddi mdi sang tao trong mdi trtfdng ban le ngay 
cang canh tranh. Con sd'cho Vai trd khdng dinh sff 
hidn didn la 59%, effa Vai tto dan dat ve gia la 
56%, cua Vai trd tao ra md hinh kinb doanh mdi 
ttdn nln tang CHDD la 57%, cua Vai tro sang tao 
ttong viec cabiethda khdng gian cffa hang de nha'n 
manh thtfdng bidu la 52%. Gia tri trung binb cdc 
danh gia cua ngtfdi dtfdc khao sal dd'i vdi 5 vai ttd 
la tff 3.5 tdi 3.6. Dieu nay khdng dinh gia thie't cua 
nghidn effu. 

5. Kham pha va y nghia v^n dung do'i vdi cae 
doanh nghidp ban le & Vidt Nam 

CHDD dang cd vai tro ngay cang eao ttong 
chudi bdn le eua cae doanb nghidp FMCG tai Viet 
Nam. Thdng qua cdc eude phdng vd'n vdi cdc nhd 
quan ly va nhan vien CHDD, cdng tnnh rut ra cdc 
khdm phd dffdi day. 

Phan tich ttf gdc nhin vai tto va chtfc nang cua 
CHDD tien quan de'n vide lim hieu cdc ye'u td' then 
chdt can thie't ttong vide quan ly thanh cdng cdc 
thtfdng bieu eao ca'p, mdt sd nghien cdn eho tha'y 
thtfdng hieu va dac tntfig eua effa hang (identity) la 
ede cdng cu quang cao va khuyen mai cd tae ddng 
tdi qua trinh giao tid'p, trao ddi, mdi quan he gitfa 
CHDD va ngtfdi tieu dung. Them vao dd, cdc 
doanh ngbidp cung tim cdch tie'p xuc mdt cdeh tinh 
cam vdi ngtfdi tieu dung tbeo cdeh ndy, vd ban than 
edcb nay cung kbd quan ttgng vdi bg. CHDD la 
boat dgng trung tam ttong mgl xd hgi dffa vao tidu 
dung (consumer-based society). 

Tom lai, CHDD cd tiie' coi la (i) mdt phffdng thffc 
thdm nbap tbi trtfdng (Moore & Femie, 2000); (ii) la 
mdt ddn lieu xuc tdc eho cdc md'i quan he thj h 

Bang 2. Vj tri va vai tro cua CHDD 

1. 

2. 

3. 

4. 

5. 

>^itr5 

VJ tri CHDD va yeu cau doi mdi sang tao trong moi 
trudng ban ie ngay cang canti tranti 

Vai tro dan dat ve gia {price leaderstiip) 

Vai tro kirang dinli su hien dien 

Vai tro tao ra mo tlintl l̂ inti doanti mdi tren nen tang 
CHDD 

Vai trd sang tao trong ca biet Itda l̂ hdng gian cila 
hang de nhan manh ttiuong hieu 

Mean 

3.56 

3.54 

3,49 

3.57 

3 51 

SD 

1.07 

1.06 

0.95 

1.00 

0 95 

1 

3% 

3% 

0% 

2% 

2% 

2 

13% 

14% 

21% 

14% 

13% 

3 

32% 

27% 

21% 

27% 

33% 

4 

30% 

37% 

48% 

40% 

38% 

5 

22% 

19% 

11% 

17% 

14% 

4.2. Bdnh gid ve ket qua 
Danh gia ve ky vong tae ddng cua CHDD tdi 

ke't qua kinb doanb, cd de'n 46% so ngtfdi dtfdc hoi 
cho rang tae ddng nay eao va 35% eho rang tae 
ddng la ra't cao. Gia tri trung binh cae cau tra ldi la 4 
(eao). Dilu nay phan nao khdng dinh CHDD da 
thtfc stf CO tae ddng nhff mong mudn. 

(iu) la ttpng tdm eua truyen thdng tid'p thi; (iv) la mdt 
ke' hoach chi tie't cho viec phat trien effa hang. 
CHDD cd thd dtfdc sff dung ttong cdng ty de thff 
nghiem cdc san phd'm mdi tbdng qua quan sat phan 
ffng eua khdch bang vd khach tham quan, trffe quan 
hda cac y tffdng mdi, va trien khai ede sang kien 
phuc vu khach hang. CHDD ed the dffdc (i) dp dung 

6. 

Bang 3. Danh gia ve tac dong 

TacdOng 

Tac ddng cija viec tnen khai CHDD tdi cac doanh nghiep 

Mean 

4.00 

SD 

1.06 

1 

5% 

2 

6% 

3 

8% 

4 

46% 

5 

35% 
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de tang tdc xam nhap vdo tam nhin va duy tn stf hien 
dien ttong tam tri ciaa khach hang tten thi trtfdng; 
giiip doanh nghiep sdm tao ca tinh eho thtfdng hidu; 
(iii) tao rao can tam ly va thdi gian vdi cdc ddi thu; 
(iv) thffc hanh xay dtfng mang Itfdi; (v) khong can 
nhieu ma can tinh; (vi) tan trang lai tff cffa hang eu; 
(vii) ca biethda theo khu vtfe (Ldi, 2019). 

6. Bai hgc v^n dung sau dd'i vdi doanh nghi&p 
Trudc het, CHDD thtfc stf da phat buy bieu qua 

cho eac doanh nghidp, ddng gdp tich ctfe vao kd't qua 
banhang. 

Thii nhdt, CHDD co the la ndi doanh nghiep thiet 
lap viec ke't nd'i vdi khach hang bat dau bang vide tao 
ra ndi dd khach bang den "THLf" rdi "TIN" dd'i vdi 
eac san pham cua cdng ty. Day co the dtfdc coi la mot 
kenh ttuyen thdng chu ddng eua cdng ty vdi khach 
hang va ngtfdi tieu dung. 

Thit hai, doanh nghiep ed the sff dung CHDD de 
thu thdp thdng lin va y kien phan hdi ngtfdi tidu dung 
vl san pham, thtfdng hieu va dich vu cua cong ty de 
phuc vu cho vide ddnh gid va phat trien thtfdng hidu. 
Tai CHDD khdcb hang va ngtfdi sff dung cd the ttai 
nghiem va nhdn dtfdc nhffng ttf va'n can thiet ve kien 
thffc san pham ciing nbtf nhtfng Idi ich eua san pham 
mang lai cho khach hang. 

Tldiba, doanh nghiep ed the sff dung CHDD nhtf 
la mot tuyen ngdn khang dinh stf hien dien tai khu 
VLfc va dinh vi san pham hay thtfdng hieu tten thi 
ttffdng cua cong ty. Vide nay rd't quan trgng trong 
vide tao ra mdi trffdng thffc te de khach bang trai 
nghiem, tff do khang dinh cbu quyen cung nhff dinh 
vi thffdng hieu eua nbd san xua't. 

Thit tu, CHDD lam tang nban bie't va thffdng 
hieu san pbam dd'i vdi khach bang va ngffdi tieu 
dung thdng qua viee tim hieu ticb sff thffdng hieu 
san pham ttong cffa hang. CHDD cd the danh mot 
khong gian nhd trong cffa hang de ke nhtfng cau 
chuyen ve lich sff thffdng hidu eua san phd'm va 
tnftig bay gidng nbtf mgl "bao tang" thu nhd de thu 
hut ngtfdi tieu diing va khach hang, ddi khi nha san 
xua't cd the tao ra nhffng cau chuyen ha'p dan ttf cau 
chuyen lich sff nay. 

Thd ndm, CHDD co the ddn dat mdt ttao Itfu lieu 
dung mdi thong qua vide diay ddi nhdn dien ben 
trong cffa hang. Xu htfdng tteu dung luon thay doi va 
khi stf sdng lao ttong khdng gian eho phep CHDD tao 
ra nbieu xu htfdng mdi la vdi ngtfdi tieu dimg va 
khach hang. 

Thd sdu, CHDD la ndi giup doanh nghiep khuye'n 
khich stf sang tao ttong bdn hang va phdt tnen san 
pham mdi, phu hdp vdi thtfc te'eanh tranh ngdy cang 
cao ttong iTnh vtfe ban le. 

7. Kd't luan 
7.1. Bong gop cua nghien edu 
Nghien ciiu giai quyet nhffng han che eua eac 

nghidn ctfu Ortfdc day ve trdi nghiem tiitfdng bidu. 
Chang ban, eac nghien cffu trtfdc day ve CHDD tap 
ttung vao thtfdng bieu va kdnh phan pbdi, ma chtfa 
tap trung 1dm ro tdng hdp cae dgng ed ttie'n khai 
CHDD cua doanh nghidp (Brakus, Schmirt, & 
Zarantonello, 2009; Chang & Chieng, 2006; 
Kozinetsa, et al., 2002). Nghien effu nay da chi ra cdc 
dong cd nay ttong trtfdng hdp cdc doanb nghiep Viet 
Nam. Kham pha cua nghien ciitf nay cung bd sung 
cho nghidn cffu trffdc effa tae gia (doe Ldi, 2019). 

7.2. Han che cua nghien edu 
Nghidn cffu nay edn 2 ban ebe ed ban: (i) mdi 

dilu tta d khu vffc Ha Ngi va Ho Chi Minh; (ii) sd 
phid'u trd ldi co thd ein nhilu hdn Do do, ket qua cua 
nghien ctfu nay eo the ehtfa du dai dien de suy didn 
cho cac nganh hang vd thi trtfcfng khde nhau. 

7.3. Hi0ng nghien edu tiep theo 
Trong nghidn cdw nay, tac gia mdi chii dicb dieu 

tta cac doanb nghiep cd CHDD de khang dinh gid 
tbiet vl vai tto cua CHDD. Tuy nbidn, de bd sung 
cho nghidn ctfu nay, htfdng nghien ctfu tid'p tbeo se 
phai dieu tra ttf gdc nhin cua ca cae doanh nghiep 
khong sff dung CHDD de xem tai sao hg lai khdng 
lam nhff vay (vi du: co die la hg khdng cd du ngudn 
Iffc, chffa nghi tdi, hoac cung co the la bg khdng tin 
ttfdng vao vdi tto eua CHDD). Them vdo do, ta effng 
nen nghidn cffu vd so sdnh giffa ky vong cua cbu 
Cffi)D vdi thtfc tidn cam nhdn eua khach hang de ttf 
do ed dieu chinh thich hdp • 
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ABSTRACT: 
This paper is to understand why enterprises invest in their flagship stores. The paper firstiy 

summarizes concepts of flagship stores and other related concepts, then review discussions about 
the role and postion of flagship stores in the sales strategies of manufacturers and retailers. Based 
on tiiese summaries and discussions, the paper develops an analytical framework to study reasons 
for the growtii of flagship store in the sales channels of enterprises. In conclusion, flagship stores 
play a key role in detemiining and leading prices, affirming the presence of brands and creating 
new business models in delivering personalized customer experience in order to make differences 
in comparable values of brands. 

Keywords: Flagship store, estabtishing and developing brand, fast-moving consumer goods 
business. 
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