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^ dnh vi lua chpn cua khdch hdng Id thu&c do quan trpng di quyet dinh nang luc cgnh tranh cua 
fffldoanh nghiep ddc biit Id kinh doanh dich vu dn uong cu thi la cua hdng cd phi. Vi vdy, muc tiiu 

ciia nghiin cdu Id xdc dinh, ddnh gid cdc yiu td then chdt dnh huang din quyit dinh lua chpn chudi cua 
iiang cd phi de tie do giiip cdc doanh nghiip kinh doanh chudi cua hdng cd phi ndng cao ndng luc cgnh 
tranh cda minh. V&i phuang phdp dinh tinh kit hgp v&i dinh lupng, su dung thang do likert 5 diim, kit qud 
nghiin cdu cho thdy 6 yiu td: sdn phdm, vi tri, gid cd, dich vu khdch hdng, thuang hiiu, khdng gian dnh 
hudng den quyet dinh lua chpn chudi cua hdng cd phi cua ngu&i tiiu diing tic do giup cho cdc doanh nghiip 
kinh doanh chuoi cua hdng cdphe cd cdc chinh sdch vd quyit dinh de ndng cao ndng luc cgnh tranh. 

Tu khoa: lua chpn khdch hdng, chudi cd phi, cgnh tranh, cua hdng cd phi. 

1. Gidi thigu 
Ngly nay, khi xa hpi ngay cang phat tnen thi nhu 

cau an, u6ng cda con ngudi cang trd nen phiic tap 
htm dac biet la d cac thanh phd Idn, trong dd ca phe 
la thdc u6ng khong the thieu dupc, nhieu ngudi tim 
dSn de gap gd ddi tie Ilm an, ban b^ hpp mat hay 
thir giln hoac dung bCta... Khi nhac dSn thanh pho 
H6 Chi Minh (TP.HCM) thi dilu ma khiln ngudi ta 
lien tudng nhanh nhat dd la nhip song sdi dpng ya 
sir nh6n nhip. Trong do khSng 1ii8 khdng nhac den 
sir da dang, phong phu cua cac Ioai hinh quIn, tu 
nhihig quan binh din cho den nhiing quan cl phe 
cao cap, sang trpng. Tren khap cac con dudng, ngd 
hem cua thinh phi d dau cung cd thi de ding bat 
g|p m6t quan cl phe. CIc quIn cl phe vl thdi quen 
u6ng ca phe da trd thinh mpt net dep trong van hda 
am thuc, cung nhu da gop phan tao ra nhiSu khong 
gian dep cho thluh phd. Dac biet, trong nhung nam 
gan diy Viet Nam (VN) da xuit hiSn nhieu cac 
cliufli cl phe mang thuang hi$u ndi tieng nhu 
Starbucks, Highlands, The Coffee Bean and Tean 
Leaf, Passio, Gloria Jean's coffee. Angel in Us... 
bSu canh cl phe thuang hieu VN nhu Tmng 
Nguyen, Cong. Cac chudi cua hang ciia cac thuong 
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hieu nly thudng thu hut khich hang cua minh bang 
cac dac diem rieng nhu cl phe Cdng khdng mlu me 
den xanh den dd, hoa gil, tieu canh, khong gian 
quan gian di nhung lai tao phong elch rieng bdi cle 
dl vat gpi liii holi niem ve thdi bao caj). Nhung 
chile bin gd tap, ghi may, ban miy khau, lop xe dap 
hay cii den Hoa Ky, chile cdc trIng men, quat 
khong ling... II nhimg do "ding nat" khiln cho 
chudi cl phe nay ghi diem vdi khich hang. Trong 
khi dd. Highlands Coffee lai tao thuong hieu cho 
minh bdi cle dia dilm dat quan. NhCtng nai dat quan 
cua thuong hieu nay deu co vi tti "van^", do diudng 
la cac tmng tam thuong mai, khu cao Ic, khach san 
hang sang hay nhiing tda nhl cd kiln tnic dpc dao d 
cac tuyin phd tmng tam. Cung vi Iy do nay ma gia 
ca phe tai chuli Highlands Coffee khong he re, song 
vin dupc khach hang ddn nhan. Starbucks la thuong 
hieu cl phe din td My tham gia ttan chien cl phe d 
Viet Nam vdi cda hing va phong each sanh dieu. 
Starbucks II thuang hieu ca phe chuli Idn nhat the 
gidi vdi han 20.800 cua bang trai dii khap 62 qudc 
gia, vdi tudi ddi han 40 nam 6 TP.HCM. ttr ciia 
hing diu tien khai tmcmg vao thing 2/2013, den 
nay, Starbucks da cd 4 dia dilm. Cdng gilng nhu 
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Highlands Coffee, vi tri dat cda hang cua Starbucks 
tuang doi dac dia. Song thay vi Uy dia diem lam 
mlu chdt cho "tran danh" cl phe tren dat Viet Nam, 
nhan hang nay Uy Idng khich hang bang kich thich 
tti to mo, thda man khim pha. Cung vdi do, su hiSn 
dai, nhanh nhay vl phong each phuc vu mang dang 
dip fastdrink cung II mpt ttong nhung ly do khien 
cho Starbucks dupc khich hing tre nhac dSn nhu 
mpt dd uong can phli thu mdi II din sanh dieu. 
Khdng "cau" khich bang quyet dinh la Ilm trong 
phong each trang tri cua hang, vi tri dac dia vdi gdc 
nhm dep hay kich thich tri to mo, ciu chuyen ciia 
Tmng Nguyen ve cl phe lai dupe ke theo hudng 
tmyen thdng. Mot vi chuyen gia ve ca phe da dua ra 
Idi so sanh thu vi, rang neu nhu Highlands Coffee la 
nang cong chua kieu sa, Starbucks la nang tiSn el 
gpi quyet dinh to md, Cpng ca phe II co gai hoai cd, 
thi Tmng Nguyen la buc tupng dii mlu muc. Trung 
Nguyen gly an tuong bdi su tmyen thong, tu trong 
huong vi el phe cdng nhu each dua sin phim den 
vdi ngudi dung. 

Nhu vay, co the thiy rang mpt ma tran phuc tap 
cua hang loat chudi cua hang ca phe da va dang c^nh 
ttanh thu hut ngudi tieu dimg Viet Nam, vdi moi 
chudi eua hing ca phe se mang mdt phong each 
rieng va dac diem khae nhau khong lan vao diu 
duoc, khi khich hang quySt dinh lira chpn mdt chuoi 
cua hing el phe nao dd thi nhung yeu td nao se anh 
hudng den quyet dinh lua chpn cua hp 

2. Cff Sff Ij- thuyet vi mo hinh nghien cmi 
2.L Cff s&ly thuyit 
Sin pham the hien d cle yeu to elch ttinh bay 

sin phim, su da dang chung loai, chat lupng san 
pham, san pham bat mat, thu hut, kich thich tieu 
dung, VSATTP, ngudn gdc xuit xd, tien Ipi san 
pham. Theo nghien cdu cua Agyekum va cpng su 
(2015), sin phim II bit cu dieu gi cung cap cho 
ngudi tieu dung de giai quyet vin de hay cung d p 
Ipi ich. San pham la yeu td quan trpng nhat ttong 
hoat dpng Marketing. Tuong lai cua san phim phai 
phu hop chat che vdi nhiing Ipi ich ml ngudi tieu 
dung dang tim kiem. Chat lupng san pham phli dap 
ung dupc nhiing gi ma ngudi tieu dung mong dpi. 
Khi phat trien mdt sin pham thi nha san xuit phai 
xic dinh nhiing Ipi ieh ml sin phim se cung cap, va 
nhiing Ipi ich nly quy dinh bdi cac thudc tinh san 
phim II chit lupng sin phim, tinh nang san phim 
va thiet ke cua sin pham, them niia cac thupc tinh 
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nay rit quan ttong vi chung anh hudng dSn phan 
dng cua ngudi tieu dung dii vdi san phim (Kotler, 
1999, tt 516). Chit lupng sin phim cung la mpt vu 
khi manh me dl d t̂ dupc sy hai long ciia ngudi tieu 
dung. Dilu nay la ro ring vi co nhieu cdng ty da 
biln ehit lupng thinh mpt vu khi chiln lupc m?inh 
me dl d t̂ dupc Ipi thi han doi thu eanh ttanh bang 
each luon cung cap san phim va djch vu phyc vu t6t 
hon nhu cau vl sd thich cua ngudi tieu dung ve chat 
lugng (Philip Kotler, 1999, tt. 562). Doi vdi mo hinh 
cac yeu to Inh hudng den quyet dinh lua chpn chuoi 
ciia hang ca phe thi yeu td san phim co Inh hudng 
rit Idn ttong quyet dinh lua chpn cda ngudi tieu 
dung, dac biet ttong boi canh hien nay thi ngudi tieu 
dung luon ehii ttpng den vin de chat lupng san 
phim, VSATTP va ngudn gde xuat xii. Vi thi phat 
bieu gia thuyet HI nhu sau: 

HI: Sdn phdm co tdc dgng cung chiiu din quyit 
dinh lua chpn chudi ciia hdng cd phi cua ngu&i tiiu 
diing tgi TP.HCM 

Vi tri the hien d elc yen td; mang ludi cua hing 
rpng khap, gin trung tam thanh phd, de tim thiy, tien 
Ipi cho ngudi tieu dung. Nghien ciiu cua Jaravara & 
Chitando (2013) ve "Vai ttd cua vi tri cua hang ttong 
viec quyet djnh nai de mua sam". Nghien cdu chi ra 
rang dia diem dat cua hing cd tim quan ttpng chien 
lupe ttong boat dpng kinh doanh bin le va thu hut 
khach hang. Do dd ta cd gia thuyet H2: 

H2: Vi tri cd tdc ddng cung chiiu din quyet dinh 
lya chpn chudi cua hdng cd phi cua ngu&i tiiu dung 
tai TPHCM _ 

Gil el the hien d elc yeu td: gil hpp Iy, mdc gia 
da dang, gia cl on dinh, thanh toan linh ho^t, gia phu 
hpp ehit lupng. Gil II lupng tiln, hole toln b6 
nhirng gia tri ml ngudi tieu dung phai ttao d6i hoac 
chi tra de sd dyng san pham hole dich vu, va ngudi 
mua cd khuynh hudng tinh toan gil vdi nhiing loi 
ich ma san pham mang lai cho hp (Kotler, 1999, tt. 
681). Nhiing loi ich nly la nhiing Ipi ich ngudi tieu 
dung cd the thiy tmdc mat hoac nhinag Ipi ieh ml hp 
elm nhan dupc. Theo Kotler va Armsttong (2011, tt. 
291), gil ma cong ty xae dinh se nira giiia hai dilm 
II gia qua cao de sinh ra nhu cau va gil qua thap de 
sinh ra Ipi nhuan. Ngudi tieu dung thudng so sanh 
gia tri elm nhan ve chit lupng vdi gil tti elm nhin 
ve gil cda san phim. Sy thinh cdng cua cdng ty 
khdng phli la chi eung cip san phim gi, gia el nhu 
thi nIo ml II sy kit hpp giua san phim vl gia cl 
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mang lai gil tri Idn nhat cho ngttdi tieu dung. Theo 
Batt & Chamhuri (2010) tic dpng cua yeu td gia 
luon dupc chu y den vl luon II yeu td hang dau so 
v6i yiu td khac. CIc kit qui nghien cuu cua Wang 
(2000); Sheth, Nemman vl Goss (1991); Sweeney 
vl Soutar (2001); Reidenbach va Goeke (2006) diu 
cho thay khi khach hang eho rang gia cl hop ly thi 
se cang kich thieh khach hing dua quyet dinh chpn 
mua, hole mua tiip sin phim khi cd nhu cau. Vi tbl 
cho phep tac gia phat bieu gia thuyet H3 

H3: Gid cd cd tdc dpng cung chiiu den quyet 
dinh lya chpn chudi cua hdng cd phe cua nguai tiiu 
diing tgi TP.HCM 

Dich vu khich hang th.% hien eac yeu td: ttang 
phyc, ngoai hinh nhan vien, tic dO phyc vu, su thin 
thiln cua nhan vien, kha nang giai quyit vin d6 cho 
khach hang, kien thdc chuySn mdn ve san phim, cd 
chi giu xe an toan, giii xe miln phi. Theo ket qua 
nghiSn cdu cua Pugazhenthi (2010), yiu tl dich vy 
idiach hang ed anh hudng tdi su lya chpn va long 
Irung thinh cua khich hang ttong viec lua chpn cda 
Mng mua sam hang tieu dung nhanh. Djch vy khIeh 
bang la nhung loi ich vl hoat dpng cung eip them 
cho khich hang, nham thda man nhu ciu dich vy 
gan liln vdi nhu ciu mua hing cua khach hang. Tu 
do ta di tdi phat bieu gia thuyit H4 nhu sau: 

_ H4: Dich vu khdch hdng co tdc dpng cdng chiiu 
den quyit dinh lua chpn chudi cua hdng cd phi cua 
ngu&i tiiu dung tgi TP.HCM 

_ Hhih anh thuong hiSu the hien d cac yiu tl: danh 
tiSng, chuli cua hing ca phe ding tin cay, ludn coi 
trpng chu tin vdi khach hang, cam thiy hanh diln 
khi lua ehpn cle chudi cda hang ca phe, ludn no tuc 
trach nhiSm vdi eong ddng. Theo Kotter (2001), 
hinh Inh thuofng hipu la niem tin khi khach hang dua 
ra quyet dinh mua bang. Theo Nguyin Dinh Thp & 
Nguyin Thi Mai Trang (2002), thuang hieu khdng 
chi la m6t eai ten hay tnpt bieu tuang ma nd phuc 
tajp hon nhiiu, nd la mpt tap hpp cae thupc tinh cung 
cap cho khach hing muc tieu cac gia tri ma hp ddi 
hoi. Theo quan dilm nay san pham chi la mpt thanh 
phlncua thuang hiSu Ilm iihi?m vy cung d p Ipi ich 
chiic nang cho ngudi tieu dung. Trong khi dd, 
thuong hieu vira eung cap cho khich hang mye tiSu 
khoog nhitng la lai ich chdc nang ma cdn la Ipi ich 
tam ly. Kit qua nghien cdu cua Wang (2000); 
Petrick (2002); Reidenbach va Goeke (2006) cho 
thay khach hing se quyit dinh chpn mua san phim 
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cd hinh Inh thuang hieu gay in tuong sau sic vdi hp 
hon san pharn khic. Vi thi, cho phep tic gil phit 
bieu gia thuyit H5. 

H5: Hinh dnh tliucmg hieu c& tdc ddng cimg 
chiiu din quyit dinh lua chgn chudi cua hdng cd 
phe ciia ngu&i tieu dimg tgi TP.HCM 

Khong gian the hien d cac yeu td: khong gian 
thdng thoang, am thanh de chiu; khdng gian co anh 
sang diy du; khdng gian sach se; khong gian in 
tu<?ng; khdng gian dupc ttang tti dep; khdng gian 
rpng rai theo Pugazhenthi (2010). 

Kh6ng gian rat quan ttpng bdi chung dupc van 
hinh nhu la tin hieu cua moi tmdng ma khach hing 
sd dung de phan xet chat lupng cua cac chuli cda 
hang (Smith vl Bums, 1996). Hon nua, khong gian 
dupc mo ta II dl kich thich tang su thich thu cua 
khach hlng_ (Wakefield vl Baker, 1998). Vi vay, ta 
cd gil thuyit H6. 

H6: Khdng gian co tdc ddng ciing chieu din 
quyet dinh lya chon chudi cua hdng cd phi cua 
ngu&i tiiu dung tgi TP.HCM. 

Ngoli ra, theo Iy thuyet hanh vi ngudi tieu dung 
eua Kotler (2001) banh vi tieu dung mang thupc tinh 
ca nhan. Nghien cdu cua Pugazhenthi (2010) cho 
thiy die tinh cl nhin (gidi tinh, dp tudi, trinh dp hpc 
van, nghe nghiep, thu nhap...) cua khach hang cung 
d6ng vai tro quan ttpng anh hudng den quyet dinh 
lua chpn cua khach hang. Nghien cuu cua Chu 
Nguyen Mpng Ngoc, Pham Tan Nhat (2013) cho 
thiy cd su khac biet ve quyet dinh lua chpn sieu thi 
theo cae die diem gidi tinh, nghe nghiep, thu nhap. 
Vi the cho phep phat bieu gil thuyet H7. 

H7: Co sy khac biit vi cdc yeu td tdc ddng din 
quyit dinh lira chpn chudi cua hdng cd phi cua 
nguai tiiu dimg tgi TP.HCM theo cdc ddc diem cd 
nhdn cua khdch hdng. 

2.2. Md hinh nghien cuu 
Dua tren co sd 1̂  thuyit vl cle gia thuyet dupc 

dua ra tic gil dl xuat md hinh nghien cuu nhu sau 
(hinh 1): 

3. Phufrag phap nghien cihi 
Nghien cdu dl tli cac yen td Inh hudng den 

quyit dinh lua chpn chudi cua hang cl phe cua 
ngudi tieu dung khu vyc Tp.HCM ttaiqua 3 giai 
doan va dupc su dung cle phuang phap tuong ung 
cac giai doan sau day. 

- Giai doan ting kit ly thuyit: tac gia sd dyng 
phuang phap nghien cdu bing elc ky thuat: thdng 
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San phim (SP) 

Vi tri (VT) 

Gia cl (GC) 

Dich vu khach hing (DV) 

ThuOTig hifu (TH) 

Khong gian (KG) 

Hinh 1: Md hinh nghiin cdu cua tdc gid 

ke, phan tieh, tdng hop, tham chieu, ddi chdng de 
ting kit cac ly thuyet vl hinh vi vl cac nghien cdu 
ve cac yiu t6 tac ddng den hanh vi lya chpn noi tiiu 
diing dat ca sd cho viec de xuat md hinh nghiin cuu 
va phat triin thang do cle khIi nilm nghien eiiu. 

- Giai doan nghien eiiu sa bp: tic gia sd dyng 
phucmg phIp nghien cuu dinh tinh, su dung phuang 
phap suy dien de lap luan giii thich cle yeu to Inh 
hudng den lua chpn chuoi cua hing ca phe, ben canh 
phdng vin chuyen gia la quIn ly cua mpt sd chu6i 
cua hang ca phg nhu High - Land, Trung Ngu;/en.._. 
nhim kham phi, dieu chmh, bd sung cle yiu to, 
cung cac bien quan sat. Ben eanh do tic gil su dung 
phuang phIp djuh luong sa bp.̂  Trong bude nay tac 
gia thong qua ky thuat phdng van bang bang ciu hdi 
vdi thang do Likert 5 diem theo ty Ie tli thilu 5:1 
(Churchill, 1979). Tic gia su dung phin mIm SPSS 
20 de xu ly lam sach du heu, sau dd kiem tta dp tin 
e|y Cronbach Alpha vdi yeu d u > 0.6, sau dd kilm 
dinh thang do bang phin tich EFA vdi PCA va 
Varimax vdi dieu kien loai bd ele bien cd ttpng sd 
EFA < 0.5 (Gerbing & Anderson 1988), dii vdi cle 

••lioa hoc , = ^ , , , , ^ ^ , = ^ ^ _ ^ ^ = . 
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bien quan sat cd he so tuong quan (Iterm - total cor
relation) < 0.3 se bi loai bd (Nunnally & Bumstein, 
1994). Cae biln edn lai se dupc dua vao bang cau hoi 
diing cho nghiin cuu dinh lupng chinh thuc. 

- Giai doan nghien ciiu chinh thue: tie gil su 
dung phuang phap nghien cuu dinh lupng nham 
kiem dinh va nhin diln d c yiu td tic dpng thong 
qua cac gia tri, dp tin cgy va mue dp phu hpp cua cac 
thang do, kiem dinh md hinh nghiin cuu va cac gia 
thuyit nghien cuu, xae dinh muc dp anh hudng cia 
eac yeu td lua ehpn chuoi cua hing cl phi cua ngudi 
tiiu dung khu vuc Tp.HCM. Dii lieu nghien eiiu 
duac thu th|tp bang bang cau hoi va ky thult phong 
vin khich bang tai mpt sd chudi cua hing ea phi 
khu vyc Tp.HCM nhu Quan 1, Quan 2, Qu^ Binh 
Thanh, Quan Phu Nhuan theo phucmg phap liy mlu 
thugn tiln. Tac gia danh gil so bd dp tin cly va gil 
tri cua thang do bing he so tin cly Cronbach's Alpha 
Danh gia ehinh thue khang dinh dp tin cay va gia tti 
thang do, diy II budc dinh lupng chinh thdc. Dya 
trin thang do ehinh thuc tie gil thiit kl bang cau h6i 
vdi thang do Likert 05 diem. Kich thude mlu 
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thudng dupe xic dinh dya vao hai yeu td do la kich 
thuoc tli thilu va so lupng bien do ludng dua vIo 
phan tich (Hair va epng q\iyk dinh, 2006), de su 
dung EFA kich thude mlu toi thieu phai II 50, tit 
hon la 100 va ti le quan sat/ biln do ludng II 5:1, 
nghia la mpt biln do ludng cin tdi thieu la 5 biln 
quan sat, tdt nhit II 10:1 ttd Iln (Nguyin Dinh Thp 
2011, ttang 398). Du Heu dupc xu Iy tten phan mIm 
SPSS 20. Cac thang do tiep tuc dupc kiem dinh 
bing he so Cronbach Alpha vdi yeu cau > 0.6, kiem 
(tinh Bartlett (dung de xem xet ma ttin tuang quan) 
voi p < 5% nghia II ele bien cd quan he vdi nhau, 
kilm dinh KMO dl so sinh dp Idn cua he sd tuong 
quan cac bien vdi KMO chap nhan phli > 0.5. Sau 
ib tiep tuc eho chay EFA vdi phep xoay Varimax. 
Sau do tac gil sd dung phuong phap hdi quy tuyin 
tinh de danh gia miic dp tic dpng cua timg yeu td tdi 
quyet dinh chpn chudi cda hang ca phe ngudi tiiu 
dung khu vuc Tp.HCM. 

4. Kit ^ua phin tich thing ke 
4.1. Thong ke md td 
Qua trinh khao sit dupc thye hien tu thang 

12/2018 din diing 4/2019. Vdi 290 bin khlo sit 
phat ra, thuvl 286 ban, ttong qui ttinh nhap sd Heu, 
lam sach so HIu, co 36 phieu tra loi khong hpp II. 
Cac phieu bi loai do phiiu tti Idi thieu nhiiu thong 
tin, hay c6 tten mpt tra Idi cho mpt ciu hdi.,. Kit 
qua, CO 250 bin khao sat dat yeu cau dupc su dyng 
cho phin tich dir lieu. Trong 250 ddi tupng khao sat 
hpp Ie nay, phan Idn ddi tupng khlo sit nam ttong 
dp tuli tu 20 ttd Iln. Dudi 20 tudi chilm 2%, sau do 
la nhom ngudi co dp tudi tu 20-30 tudi chilm 
39,6%, hi 31-40 hili chilm 23,6%, ttIn 40 tudi la 
34,8%. Ty Ie nam vl nii cd su ehenh lech nho, nam 
chiem 46% va nii chiem 54%. Xet vl ttinh dp hpc 
vin: trinh do THPT chilm 23,2%, trinh dp eao ding 
dai hpc chiem da so vdi 47,2%, sau dai hpc chiem 
22,8%, con 6,8% la ttinh dp khac. Xet ve nghe 
nghiep; Doanh nhin (39,2%) vl nhan vien van 
phong (31,6%) chilm da sd, cdn di hpc chilm 20%, 
noi ttg 2,4% va nghi nghiip khac II 6,8%. Xet vl 
thu nhap: thu nhap dudi 5 trieu dong/thing la 
14,8%, thu nhap bi 5-10 hieu dIng/thIng II 26,8%, 
thu nhap tu 10 - dudi 20 trieu dlng/tblng II 27,6% 
va thu nhap trin 20 hieu/th'ang la 30,8%. Muc dp 
Idiach hing den cle chudi eua hang el phe it han I 
lan/tuin ehilm 38,8%; 1 lin/tuin II 20,8%; 2-3 
lln/tuin la 25,2%; tten 3 lin/tuin II10%; cdn chilm 

it nhit 11 din hing ngly 5,2%.. Vl si tiln chi tieu 
cho mpt lan din quan: dudi 100.000 ding chilm 
22%, tu 100.000 - 200.000 ding chilm cao nhit 
46.8%, con tren 200.000 ding la 31.2%. 

4.2. Phdn tich nhdn to khdm phd EFA 
Bang 1 • Hi sd KMO va kiem dtnh Bartlett 

He s6 KMO 0,771 
Kiem dinh Bartlett Df 

Sig 
276 

0,000 

So 135/2019 

Ngudn: Tdc gid phdn tich 
Theo kit qui d bing 2, KMO = 0,771 nen phan 

tich nhin td la thich hpp. Kiem dinh Bartlett xem xet 
gia thuyet HO: dp tuong quan giiia cle biln quan sat 
bang khong ttong tdng tbl. Neu kiem dinh nay cd y 
nghTa thing ke (Sig < 0,05) thi cac biln quan sit co 
tuang quan vdi nhau trong tong the (Hair, Anderson, 
Tatham va William 2006). Theo do, sig cua kiim 
djnh tren la 0,000 nen cle bien cd tuong quan vdi 
nhau trong tdng the. Vdi ket qui he so KMO va 
kiem dinh Bartlett d bing 1 nhu tten cho thay co du 
dieu kien de tien hanh phan tich nhan to (bang 2). 

Nhu vay, ket qui EFA rut trich ra 6 nhan to 
nguyin goc vdi 29 bien quan sit tai Eigenvalue = 
1,746 va tong phuang sai ttich dat 58,297%, dong 
thdi tit ca elc biln quan sat dupc rut tticb vao cac 
nhan to diu co ttpng so tli nhan to (Factor loading) 
dat tieu ehuin > 0,5 vl chenh lecb trpng so tai nhin 
tl >0,3. Vi thi kit qui EFA dupc chap nhan va co 
the sd dyng cho budc phan tich hoi quy. 

4.3. Kiem tra ma trdn h$ sd tuffng quan 
Su dyng he sd truong quan Pearson de kiem tra 

mii tucmg quan tuyen tinh giiia eac bien dpc lap vdi 
nhau vl giiia cac bien dpc lap vdi bien phu thupc. 

Kit qui bing he sd tuong quan (bang 3) cho 
thiy biln phu thupc cd moi tuong quan tuyen tinh 
vdi 6 biln dpc lap, tat cl cac he sd tuong quan giua 
biln phy thupc vdi elc bien dpc lap deu mang dau 
duong (+) chiing td cae biln dpc lap co mdi quan he 
chat che vl tac dpng cung chieu ien bien phu thupc. 
Tic gia se xem xet moi tuong quan giua cac bien 
dpc lap nay thdng qua kilm dinh hien tupng da 
cdng tuyen. 

4.4. Phdn tich hdi quy 
D I dinh gia tic dpng manh yeu cua cac yen td 

din tdi quyit dinh lya chon chudi cua hing ca phe 
cua ngudi tiiu diing tai TP.HCM, tac gil su dung 
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Bang 2: Nhdn td khdm phd 

STT 

I 
2 
3 
4 
5 
6 
7 
8 
9 
10 
11 
12 
13 
14 
15 
16 
17 
18 
19 
20 
21 
22 
23 
24 
25 
26 
27 
28 
29 

Bien quan sat 

SP4 
SP2 
SP3 
SP7 
SP6 
SPl 
SP5 
TH3 
THI 
TH2 
TH4 
THS 
GC3 
GCI 
GC2 
GC5 
GC4 
KGl 
KG4 
KG5 
KG3 
KG6 
VT3 
VT2 
VT4 
VTI 
DV2 
DVl 
DV3 

Gia tri Eigen 
Phirffng sai tricll(yo) 
Cronbacli's Alplia 

He so tai cua cac nhan t6 thanh phan 
SP 
0,785 
0,762 
0,758 
0,730 
0,710 
0,661 
0,647 

3,921 
13,522 
0,847 

TH 

0,857 
0,837 
0,817 
0,737 
0,661 

3,192 
11,006 
0,840 

GC 

0,824 
0,810 
0,803 
0,723 
0,712 

3,086 
10,641 
0,835 

TQ 

0,768 
0,752 
0,707 
0,697 
0,658 

2,664 
9,187 
0,765 

VT 

0,829 
0,757 
0,716 
0,692 

2,297 
7,921 
0,746 

DV 

0,836 
0,764 
0,722 
1,746 
6,020 
0,680 

Ngudn: Tdc gid phdn tich 
phuong phap phin tich hdi quy bpi, bdi hoi quy 
tuyin tinh bpi ngoai chdc nang II mdt cdng cu m6 
tl, no cung dupc su dung nhu mpt cong cu ket luan 
de kiem dinh cle gil thuyet va dy bao cac gil tri cua 

^ thififng mai 

tdng the nghien cuu (Duncan, 1996). CIc gil thuyit 
dupc phit trien nhu sau: 

QDC = Po + PiSP + P2VT + P3GC + B4DV + 
PsTH + pgTQ + ei 

So 135/2019 
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Bang 3.- Ma trdn he sd tirang quan 

SP 

VT 

GC 

DV 

TH 

KG 

QD 

Tirong quan 
Pearson 
Tuong quan 
Pearson 

Tuong quan 
Pearson 
Tuong quan 
Pearson 
Tuong quan 
Pearson 
Tuong quan 
Pearson 
Tuong quan 
Pearson 

SP 
1 

0,117 

0,027 

0,012 

-0,060 

-0,023 

0,343»» 

VT 

1 

-0,060 

-0,089 

-0,010 

-0,019 

0,359" 

GC 

1 

-0,031 

-0,031 

-0,034 

0,555** 

DV 

1 

-0,117 

-0,054 

0,300** 

TH 

1 

0,001 

0,220** 

KG 

1 

0,244** 

QD 

1 

**. Tuong quaa vai ratic y nghia 0,01 (2 bgn) 

Nguon: Tdc gid phdn tich 
Trong do: p la cle he sd cua phucmg trinh hoi qui cho thiy he so Sig. rat nho (Sig. = 0,000) nen 

quy va ei 11 phin du. md hinh hdi quy la phu hop vl m t̂ tong the. 
Bang 4: Bdng tdm tdt thdng tin mo hinh u&c lupng 

Mo hinh 

1 

R 

0,920' 

R̂  R'dilu chinh 

0,846 1 0,842 

Sai so chuan 
ciia udc lirffng 

0,09438 

He so Durbin 
Watson 

1,981 

Ngudn: Tdc gid phdn tich 

K6t qua eiing eho thiy rang R^ dilu chlnh nhd 
hon R2, dung no dl dinh gia muc dp phu hpp cua 
mo hinh nghien eiiu se an toan hon vi nd khdng thoi 
phong muc dp phu hpp mo hinh. 

Phuong trinh hdi quy tuyen tinh vdi cac biln co 
hi si beta da ehuin hoa cd dang nhu sau: 

QD = 0.3*SP + 0.405*VT + 0.604*GC + 
0.403*DV+ 6.308*TH+ 0.301''KG 

Bang 5.- Phip kiim dinh phdn tich phuang sai (AND VA) 

M6 Ilinh 

Hoi quy 
Sodu 
T6nE 

Tdng d$ lech 
binh phyong 

11,872 
2,165 
14,036 

df 

6 
243 
249 

Bioh phuong 
trung binh 

1,979 
0,009 

Hes^F 

222,121 

He so Sig. 

0,000° 

a. Bign phu thupc: OD 
b. BiSn doc lap; KG. TH. VT GC. SP, DV 

Nguon: Tdc gid phdn tich 

Kit qua F su dung trong phan tich phuong sai 5. Ham y quin trj va ban chi nghien cuu 
(ANOVA) la phep kiem ttinh gia fhuySt vl dp phu Kit qua nghiSn ciru nay cho thay co 6 yeu to anh 
kW ciia mo hinh hdi quy tuyfn tmh ttag thi. Kit huong dSn quySt dinh lua chpn chuoi cua hang ca 
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Banfi_6.- Tdng hgp kit qud gid thuyit nghiin cdu 

Gia thuvet 
HI 

H2 

H3 

H4 

H5 

H6 

Npi duns 
Sin pharn eo tac ddng duong (+) len quyet dinh lua 
chpn chuoi cua hing cl phi 
Vi tri CO tac dpng ducmg (+) Iln quyit dinh lya chpn 
chudi cda hang cl phi 
Gia ca hpp ly co tic dpng duong (+) len quyet djnh 
Iya chpn chudi cua hang ea phe 
Dich vu khach hing c6 tie dpng duong (+) Iln quyit 
dinh lua chon chudi cda hang cl phe 
Thucmg hieu eo tac dpng duong (+) Ien quyit dinh lya 
chon chudi cda hang ca phe 
Khong gian co tac dpng duong (+) len quyet dinh lya 
chpn chudi cda hang cl phi 

Ket qua kiem dinh 
Chip nhan gil thuyit HI 

Chip nhan gil thuyet H2 

Chip nhin gil thuyet H3 

Chip nhan gia thuyit H4 

Chip nhan gia thuyet H5 

Chip nhan gia thuyet H6 

Ngudn: Tdc gid phdn tich 
phi vl muc dd anh hudng cua cac yiu to nly khdng 
CO sy phan chia theo thd ble ro ret, chung td khich 
hing danh gil eac yeu td inh hudng din quyet dinh 
lua chpn chuoi cua hing cl phi cd tam quan trpng 
khong cd sy khac bipt qua Idn. Nhung de khaeh 
hang dua ra quyet dinh lya chpn ehuoi cua hang cl 
phe dupc tang len, can phii chu y nIng eao ehit 
luong toln dien d cac thinh phin nhung phli theo 
mdc dp uu tien, tap trung vao cac yeu td cd mdc dp 
inh hudng (tim quan trpng) manh Iln lupt la: gia ca 
hpp Iy, vi tri, dich vu khich hang, thucmg hieu, 
kh6ng gian, sin phim. 

5.1. Hdmy qudn trf 
Hodn thien chinh sdch gid cd hgp ly: dl nIng 

cao nang lyc canh tranh Ilm thoa rain ngudi tieu 
dung thi cle doanh nghiep kinh doanh ehu§i cua 
hang cl phe can quan tim din cle van dl nhu xay 
dung cle chinh sIch gil ca phu hop vdi chat lupng 
sin pham cung ung eho ngudi tiiu diing, di tao ldng 
trung thinh cho ngudi tiiu dung thi cle ehinh sach 
gil ci phli on dinh va lau dii, t^o ehinh sIch va 
chiin lupc thanh toan linh hoat bing eae phuong 
thue va cong cy nhu cac the da nang, sec, diu tu 
them miy tinh tiin dien td, may thanh toan qua the, 
md rpng liln ket thanh toln vdi nhiiu ngin hing, 
thanh toan online qua dien thoai thong minh Ii diiu 
can thiet trong tuong lai, xay dung cle chinh sach 
gia phd hpp vdi thu nhip vl chi tieu eua ngudi tiiu 
dung khu vuc TP.HCM. Kl ci cle chudi eua hing cl 
phi mang thuong hieu nudc ngoai Starbucks, The 
Coffee Bean & Tea Leaf cung can dieu chinh muc 
gia sao cho phu hpp vdi thu nhap eua ngudi din Viet 

iihoa hoc = ^ _ , , ^ ^ ^ , ^ ^ ^ ^ , ^ = ^ , , , , ^ 
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Nam, san pham cung ung cho ngudi tieu dung phli 
CO muc gia c^nh tranh so vdi cac doi thu. 

Ltca chpn vi tri chudi cua hdng cd phi cho phii 
hgp: de khich hing de dang tim thay cle chuli cda 
hing cl phe tbi vi tri phli nam d nhimg nai nhu Ii: 
trong cle trung tam thuang mai, noi ddng khu din 
cu, trong trung tam thanh pho, gin cle trung tam 
thuang mai, giii tri, gan elc tru sd eong ty hay cao 
dc van phdng hole II nam gin cae trudng dai hpc se 
II mpt loi the eho cac doanh nghiep kinh doanh 
chudi cua hing cl phi. Thudng thi nhiing ehuli cda 
hing niy toa lac d eac true dudng giao nhau nhu nga 
ba, nga tu dl khich hang cd the di ehuyin lmh hoat 
vl dl ding hon nhung diy ciing c6 thi la diiu bit Ipi 
bdivi nhihig khu vye nly muc dp xe cp di lai rat 
nhieu gay ra tinh trang ket xe nin anh hudng den 
tam ly e de cua khach hing khi den day. Chinh vi ly 
do nly nen cac nhl quIn ly doanh nghiep can phli 
xem xet thit ti mi, khoa hpc vl thuc tl khi quyet 
djnh dau tu xly dyng chuSi cua hang cl phe. Dong 
thdi cle nha kinh doanh nin chpn cle vi tri ma d do 
CO nhiiu loai phucmg tien giao thdng khae nhau nhu 
xe miy, xe bus, taxi c6 the dl ding di chuyin din 
chuoi cua hing cl phe. 

Khdng ngimg ndng cao chdt luang dich vu khach 
hdng: cin bo tri nhin viin phye vu, xay dyng quy 
trinh sao eho nang cao tic do phue vu nhanh chong 
va kip thdi. De lam dupc diiu nay ngoii viec xay 
dung quy trinh phuc vy thi can phli tap trung dao 
tao, ky nang cua nhan viin phyc vu bin canh sd dung 
he thdng ZERO (khong chd dpi) kit hpp quIn Iy 
c6ng nghe thdng tm, dip ung nhu ciu phuc vu nhanh 
ch6ng kip thdi, vile eanh tranh giua chu^i cda hang 
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ca phi cung ngly cing gay gat tren nhiiu phuong 
dien, trong do khdng thi khong dl eip den dpi ngy 
nhin vien tai chudi cda hing, tu nhin viin bai xe, 
nhin vien vl sinh, nhan vien bio ve den nhan vien 
ban hang. Cae tieu chuan bat buOc tdi thieu can phai 
dupe dio tao vi huan luyen d mpt ngudi nhin vien 
CO thi ki din nhu thii dp d6i vdi khach hing, ky 
nang giao tiip, cung each phue vy hay kien thuc vl 
san phim vi dieh vy. Nhung khich hing nly hp luon 
mong chd d dpi ngii nhan vien'mpt phong elch phuc 
vu nhiet tinh vdi thai dp lich sy va nhiing ky nang 
giao tiip tot. Su niem nd, than thien, nhi?t tinh cua 
nhan vien bin hang eung nhu nhan vien phyc vu se 
ngay lap tue gly thien cim cho khich hang vl hiln 
nhien, chuoi cua hing cl phi nay se li mot trong 
nhiing cai tin dau tiln hay ncri dau tiln mi hp nghT 
din moi khi c6 nhu elu an uong, giii tri... vl han thi 
nua, chuoi cda hang cl phe cikig se giu chan duijrc 
khach hang eua minh II loi keo thim dupc nhieu 
khach hang mdi, cac nha quan ly ehuoi cua hang nen 
dau tu trang phuc, dong phuc cho nhan vien dong 
th6i kit hpp tuyin dung nhan viin co ngoai hinh dep 
mat nham tang them net tham mT cua cda hang trong 
mat khach hing. Van de nay cic nha quin ly ciing 
cin chii y han mau sac vl kieu each cua d6ng phuc 
nhin vien phai nhe nhing, phu hpp vdi khong gian 
cua quan hoac tao dilm nhin rilng bilt dl khach 
hang khi lien tudng den miu sac dong phyc cua nhin 
vien thi nhd din chuoi cua hing ci phi. 

Tgo dyng gid tri thuang hi^u bin vung: tang 
cuong quang ba hinh Inh, tao danh tiing de nham 
thu hiit, chu y ciia khach hang, ngudi tieu dung, xly 
dimg hinh anh thuang hieu chuoi cua hang ca phe II 
dilm den dang tin cly tren ca sd tao ra nhiing chuoi 
caphe saeh, tang cudng quing cio tren eac phuong 
tien tmyen thong, bao chi, internet, liln tuc quing 
ba moi khi ra mat thuc udng, mon an mdi nham tao 
su chd y duac nhiiu ngudi bilt din, xly dung cic 
chinh sach dl tao thuang hieu chuoi cua hing el phi 
dupc nhieu ngudi yiu thieh, khdng ngung xly dung 
va gin giuchudi cua hing cl phi cd thucmg hieu, uy 
tin, t̂ o niem tin Ilu dai cho khach hing. Bin canh 
do di nang cao hinh inh thuang hieu thi eac doanh 
nghiip kinh doanh chudi ca phi nin thudng xuyen 
to chue cac chuang trinh hoi thao co y nghia nhu 
huong din nghe thuat pha chi cl phi, each trinh bay 
vatiiudng thdc ca phe, chuong trinh ra mit sin 
phlramdi... de thu hut ddiig dIo khich hing tham 
gia cung nhu hiiu ro hon vl loai thuc udng nly. 

So 135/2019 
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Cdi tiin chdt luang khong gian chudi cira hdng cd 
phi: tao bau khong khi, thiit ki khdng gian trong eac 
cda hing cl phi sao cho ngudi tieu dung cam thiy im 
cung khi Iya ehpn chudi cua hang ca phi, cin xly 
dyng vl thiet ki khong gian cac quan cl phi co tinh 
hiong ddng ye mlu sac, ttang tri hai hoa dk khach 
hing elm thiy quen thupc khi chpn cac chuoi cua 
bang ci phi, yeu td khong gian cd thi kich thich cac 
giic quan cua con ngudi nhu thi gilc (ve dep), khdu 
giac (huang thorn), thinh giac (Im nhac) vl hon thi 
nua Ilm cho khach hing cim thiy hung phin ciing 
nhu eo co hpi the^hien dang d p cua minh, am thanh 
trong quan phai dl chiu, nhe nhing de khich hang co 
nhu elu bin cdng viec, hpc hanh hay thu gian cung 
khong bi Im thanh lam cho khd chin, khong gian thiet 
ki phli du rong, khong chat hep qua. dac bilt la giiia 
cac loi di hay giiia cac ban ghe de khach hing co 
khoing khong gian thoai mai, rilng tu hon khi ngoi 
tro chuyen, an uong hay thu gian... 

Ndng cao chdt lucmg sdn phdm: lua chon cac nha 
cung ling nguyen lieu cung nhu ban thanh pham t6t 
de tao san pham cd chit luong tot cung ung cho 
khich hang mpt elch tdt nhat, xay dung chien lupc 
da dang hda sin pham dl tao thuc don da dang, 
phong phu eung cap cho khach hang,_ tao cho khach 
hing nhieu su lua chpn giup hp cd niem tin trong he 
thong chuoi cua hing, de sin pham co chit lupng 
cung cip din ngudi tiiu dung de lam cho hp quyit 
dinh Iya chon chuSi cua hang thi cua hang nen lua 
chpn sin pham co nguon gdc xuat xu ro ring, co chat 
lupng. Dac biet ngly nay van de ve vl sinh an toan 
thyc phim dang la diem ndng tten toln xa hpi, khi 
mi tten thi trudng trin Ian loai ci phe khong dim 
bio chit lupng, "cl phe bin" thi viec chung minh ci 
phe "sach" II rit quan trpng, mang lai uy tin cho cac 
nhl kinh doanh. Nin ap dyng rpng rai loai hinh rang 
xay cl phe tai eh6 di gia tang long tm tur khich hang, 
nhu ciu cua ngudi tiiu diing phli thoa man chan 
thi?n mi, vi vly de thu hut ngudi tiiu dung Iya chpn 
chuSi cua hing ca phe thi cac san phim bin ra cho 
ngudi tieu dung can thiet phli co each trinh bay sin 
phim dep mit, ngudi ta thudng ndi "an ngon mac 
dep" vi vly vj giac cd thi noi II yiu to quyit dinh lua 
chpn chuoi cda hang ca phe cua ngudi tiiu dung cho 
nen eac chu6i cua hing phli nghiin cuu thatky de 
eung cip cle sin phim cd mui vi tham ngon, hap din 
di thu hut khich hang, cae chudi cua hing ca phe 
nen thiit ki, tao sin phim mang tinh tien Ipi dl giup 
ngudi tieu dung elm thiy hli long khi hp chi tieu vl 
thoa man vdi gii tri hp mua va su dung. 
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5.2. Hgn chi cua nghien ciru 
Muc dich cua nghiin cdu nly la kham phi sy 

inh hudng cda cic yeu to liln quan din thi hiiu vi 
hinh VI tieu dun^ cua khIeh hing dua den quyit 
dmh lya chpn chuoi cua hang caphe nen nghien cuu 
nay con nhiiu ban chi. 

- Nghiin cdu chpn mlu thuan tiln II cic khich 
hing dl su dung chuoi eiia hang el phe khu vyc Tp. 
HCM, cu the II quIn 1, quan 2, qu^n Binh Thanh, 
quan Phu Nhuan, nen tinh dai diln cho tdng the 
nghiin cuu li chua eao. Vi vly dl nIng cao muc dp 
tong quit nghien cuu tiep theo vdi ca mlu Idn hon, 
md rpng pham vi khao sit d nhieu quan huyen ttong 
thanh pho de dat dupc tinh tong quit hoa cao, giam 
thilu nhung thilu sdt va han ehi mi di tii nghien 
Clin chua dat dupc. 

- Nghien cuu nay su dung phan mem SPSS vdi 
phep phin tich hdi quy tuyen tinh bpi dl kilm dinh 
ele gia thuyit nghien cdu vl quyet dinh lya chpn 
chu6i eua hang cl phi. Mpt each thay thi khac ml 
nghiin cdu tuong lai co the thyc hien II sd dyng mo 
hinh SEM vdi phin mem AMOS de vira kilm dinh 
gil thuyet vua xic dinh mdi quan he nhan qua giiia 
cic khii niem nghien cdu.4 
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Summary 

Customer's selecting behaviour is an important 
measure of the competitiveness of enterprises espe
cially those offering food and drink services, coffee 
stores specifically. Hence, the study aims to identify 
and assess the key factors affecting the selection of 
coffee store chain by customer, thus helping enter
prises running coffee store chains to improve their 
competitiveness. Using qualitative and quantitative 
research methods and the 5-pomt Likert scale, the 

. research results show how the 6 factors including 
product, place, price, customer service, brand, and 
space affect the selection of coffee store chain by 
consumer, helping enterprises mnning coffee store 
chains to come up with appropriate policies and 
decisions to improve their competitiveness. 
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