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NGHIEN Clfu THAI DO NGlTCfl TIEU DUNG 
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TREN DIA BAN THANH PHO HA NQI 

• HOANG TH! THANH 

T 6 M T.AT: 
Thai dp la yeu to' cd ban cd anh hddng ldn tdi h^nh vi cua ngddi tieu dilng. D^ thay doi 

mgt phan thai do nao dd, can phan tich va tac dpng den nhffng thdnh phan anh hddng de'n 
thai dp. Tren cd sd long hdp ly thuye't vS nghien cdu dinh lddng, ke't qud cho tha'y: 5 nhSn t6̂  
de xua't deucd anh hddng den thai do ngddi tieu diing do'i vdi hoat ddng marketing trdc li '̂p 
cua doanh nghiep bSn le tren dia ban Thanh phd'Hii Npi. Tfr dd, iic gid dua ra mpt sd'ham 
•y chinh sach nhiim phdt trien boat dpng marketing trdc tie'p cua doanh nghiep bdn le trong 
thdi gian tdi. 

Tuf khda: Hanh vi ngddi tieu dung, marketing trdc tie'p, doanh nghiep bdn le. 

l.Dat vS'nde 
Markctmg trifc tie'p la mot cong cu truyen 

thong marketing ngay cang pho bie'n dd'i vdi cdc 
doanh nghiep ban te. Da\ la mpt cong cu tru\en 
thdng dem tai hieu qua vu'dt trpi so vdi nhij'ng 
cdng cu truyen thong khac. do sddung cac phddng 
tien truven tin tn/c lie'p \ii keu gpi sd phan hoi 
nsav lap tde. K\ nguyen nidi cua cong nghe so 
lao ra nhifng phddng Uen va each thdc truyen 
Ihdng markeling trdc liep hieu qua vdi chi phi 
thap. Bai nghien cdu \e thdi dd ngifdi tieu dung 
Ha \'di ddi vdi hoat dpng marketing trifc tiep cua 
doanh nghiep ban le nham danh gid tac dgng cua 

cac ye'u to' thong tin truyen thdng, do lin cay, sd 
phien nhidu, su tien ich va sif cho phep ldi thdi d6 
cua ngddi tieu dung dd'i vdi marketing trdc tiep. 
Dd la cd sd de cac doanh nghiep ban le tren dja 
ban Thanh pho' Ha Npi nang cao hieu qua trong 
hoat ddng marketing trifc lie'p thdi gian tdi. 

2. Cd sd Iy thuye't va md hinh nghian cu'u 
2.1. Ci^sdly thuyet 
"Markeing trifc tie'p la tdng the cac chddng 

trinh truyen thong ma doanh nghiep thdc hien 
nham tao ra nhdng cupc trao ddi cd hieu qua vdi 
ngddi mua. hudng mpi nd li/c vao khan thinh gia 
muc lieu qua mgl so' phUdng phap khac nhau 
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nhim muc dich tao ra cdc phan dng dap lai cua 
Uuich hing tiem n3ng qua dien thoai. thd, email 
hay mO' cupc vieng tham nao dd cua khdch 
|iang."(Phillip Kotler. 2016, trang 579). Quan he 
khich hing chinh la trpng tam cua boat dpng 
marketing trtfc tiep. Phddng rien cua marketing 
tnfc tid'p bao gom; thd trdc tie'p va catalog. 
phifdng tidn phdt sdng, phddng tien in an. 
tetemarkeling. va internet. Day la nhffng phifdng 
tî n tao cd hOi tddng tac trifc tiep gida ngu'di gu:i 
tin vit ngddi nhan tin. Do vay, doanh nghiep va 
khScli hang muc tieu thddng xuyen tddng tde 
kliong bj gidi ban ve khong gian. Thong diep 
Iruyen ihdng dddc ca nhan hda difa tren nhiJng dff 
lî u v̂  khdch hang tao kha nSng phan hoi cao, 
giup doanh nghiep dat de'n mpt cupc trao doi cd 
gid in. 

Doi vdi doanh nghi$p bdn te, do'i tu'dng khach 
hJngmuc lieu cua hp chu yeu la ngddi tieu dung 
cu6'i Cling. Trong thdi dai cong nghe bung nd va 
pĥ  cap nhd ngay nay, niptbp phan doanh nghiep 
bia \i da dm den marketing trifc tiep de nang cao 
nang Itfc canh tranh cua hp. Vdi mpt sd dau tdphCi 
hcfp cho cd sd dff lieu khdch hang, doanh nghiep 
bSn 16 cd th6' Ida chpn phtfdng tien truyen thdng 
\ithi£'ike thong diep phu hdp vdl tdng do'i ttfdng 
khich h&ng tieu dilng cd nhan. Nhd duy tri mdi 
quan tie thtfdng xuyen vdi khdch hang, doanh 
ngtiifipban te se hieu dtfdc ban chat phan tfng cua 
iCfng klidch hang de tao ra sd tuy chinh trong chie'n 
liMc markeling {san pham. gid, phan pho'i) hieu 
quS nhat. Stf tang trtfdng nhanh chdng cua 
markeling tru'c tiep tren thi trtfdng B2C nhffng 
namgangay tai mpt so'thi trtfdng ldn tren the'gidi 
(Ihj trtfdng Hoa Ky. Anh, Nhat Ban) cho tha'y day 
ê la xu htfdng phat trien cda marketing trtfc tiep 

irong mdl ttfdng lai gan. 

Thdi dp la I trong 4 ye'u to' cd ban anh htfdng 
rat Idn tdi hanh vi cua ngddi tieu dung (4 ye'u td 
iam tv cd ban gdm: dgng cd. nhan thdc. niem tin 
\j thdi d§). Thai do dddc hieu la nhdng ddnh gia, 
ĉ m xiic va nhffng khuynh htfdng hanh dgng lddng 
doi nhat quan ve mot stf vat. hien ttfdng h;'.\ mdt y 
U'dng ndo dd [I]. Nhffng ddnh gia nay ra't kho thay 
^ ' vi chung ddn ddt con nsddi hanh dong theo 

mgt thdi quen khd ben vffng trong suy ngh! va khi 
hanh dpng. De tha> doi mpt phan thdi dp nao dd 
can phan lich va tac dpng de'n nhflng thanh phan 
anh htfdng den thdi dg. 

Thai dp cua ngtfdi tieu diJng do'i vdi mgt thong 
diep quang cdo nhan dtfdc. trtfdc he't phu thugc 
trtfc tiep vao gia tri thong diep (Ducoffe, 1996). 
Ban cha't cua hoat dgng truyen thdng la cung ca'p 
thdng tin \ e san pham va doanh nghiep tdi ttfng 
khach hang ca nhan. Khdch hang se yeu cau 
them cdc thdng tin \ e san pham khi hp co nhu 
cau. Gia tri tich ctfc ma thong diep mang lai se 
dem tai phai dng lich ctfc do'i vdi chtfdng trinh 
iruyen thdng. 

Stf tin cay cung la yeu to'iac dgng tdn tdi thdi 
dp htfdng tdi thdng diep iruyen thdng (Bracken va 
Carr. 2001). Dp tin ca\ cua mpl quang cao se 
quyet dinh nhan thdc trong tam iri ngddi nghe. 
Theo Goldsmith \a cong stf (2000). stf tin cay cd 
tac dpng tich ctfc den thai dp dd'i vdi quSng cdo, 
thtfdng hieu va y dinh mua hang cua ngddi tieu 
diJng. 

Sd phien nhieu cua cac hoal dpng markeling la 
cdc chddng trinh marketing dtfdc sd dung gay ra 
cam giac khd chiu. bi xuc pham cua ngtfdi lieu 
dung (Ducoff.1996). tVldl chtfdng trinh bi cho ta 
gay phien nhieu se dan ldi ngddi tieu dung danh 
gia tha'p gid tri cua no (Bracked va Carr, 2001). 

Tien ich do boat dpng marketing trtfc tiep 
mang lai khie'n ngtfdi tieu dung hai tdng hdn so 
vdi mua sam tai cda hang (Maynard vii Taylor. 
1996). Ben canh dd. stf cho phep cua ngtfdi tieu 
dung se anh htfdng tieu ctfc tdi ihai dp ciia hp tdi 
hoat dgng marketing neu hp khdng cho phep do'i 
vdi hoat dpng marketing dd (Tsang va cong sd, 
2004). 

2.2. Mo hinh vd cdc gid thuyel nghien ctiu 
Ke' thfla cac mo hinh nghien cdu irtfdc va dda 

tren nhflng nghien ctfu ve cdc nhan td idc dpng 
den Uiai do cua ngtfdi tieu dung dd'i vdi hoat dgng 
truyen thong markedng. thai dp cua ngddi tieu 
diang tre dd'i vdi hoat dong markeling trtfc tie'p ciJa 
doanh nghiep ban le tren dia ban Thanh phd Ha 
Ndi chiu tac ddng cua cac nhan id theo md hinh de 
xua't nhtf sau: 
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Hinh 1: Mo hinh nghien citu thai <36 cua ngddi 
tieu dung doi vdi hogt dpng marketing tn/c 
tiep ciJa doanh nghiep ban te 

f Sd cho phep 

Cac gia thuyel nghien cdu dtfdc de xua't nhtf 
sau: 

Gia thuye't H1: Gia tri thdng tin cua thdng diep 
cd tac dgng ciing chieu de'n thdi do cua ngddi tieu 
dung ddi vdi marketing trtfc tie'p cua doanh 
nghiep ban le iren dia ban Thanh phd Ha Npi. 

Gia thuye't H2: Dp tin ca\ cua phtfdng tien 
markeling trtfc tiep cd tac dpng cung chieu de'n 
thdi dp cua ngtfdi lieu dung ddi vdi hoat dgng 
marketing trtfc tiep ciia doanh nghiep ban le tren 
dia ban Thiinh phd Ha Ndi. 

Gia thuye'l H3: Sif phien nhieu do boat dpng 
marketing trtfc tiep mang tai cd ldc dpng ngtfdc 
chieu de'n thai do cua ngtfdi deu dung ddi vdi hoal 
dpng marketing irtfc tie'p cua doanh nghiep ban te 
tren dja ban Thanh phd'Ha Ngi 

Gia thuye't H4. Stf tien ich do hoat dgng 
marketing trtfc tiep mang lai cd tac dpng ciing 
chieu de'n thai do cua ngddi tieu dung dd'i vdi hoat 
dgng marketing trdc tie'p ciia doanh nghiep ban le 
U'en dia ban Thanh phd Ha Ndi. 

Gia thuye't H5: Stf cho phep nhan thdng diep 
marketing trtfc liep cd tac dgng cung chieu de'n 
Ihai dp cua ngtfdi lieu dung ddi vdi boat ddng 
marketing trtfc liep cua doanh nghiep bdn le tren 
dia ban Thanh phd Ha Ngi. 

3. Phtfdng phap nghien cdu 
Nehien cdu dtfdc thtfc hien thong qua nghien 

cdu dmh tinh \a nghien ctfu dinh Itfdng. Nghien 
cdu dinh tinh thdng qua phong van trtfc tiep va 

thao luan nhdm ngtfdi tieu dung nhhm khdm phd 
cdc yeu td va hoan thien thang do. bang hoi phu 
hdp. Trong dd, 32 bien quan sdl dddc dung d^ xdc 
dinh 5 ye'u to' anh htfdng den thdi dp ngtfdi tidu 
dung ddi vdi boat dpng marketing trdc tiep ciia 
doanh nghiep bdn le. Nghien cffu djnh Itfdng 
dtfdc thtfc hien thong qua khao sdt trtfc ti6'p ngtfdi 
tieu dung tren 18 tudi tren loan Thdnh phd Ha 
Npi thong qua phdt phie'u tra ldi trtfc tie'p trong 
thdi gian tfl ngay 1/12/2019 de'n ngay 10/12/2019. 
So phieu phdt ra 400 phie'u, sd phie'u thu ve 376 
phieu, so'phie'u hdp le 376 phie'u. DSc diem miiu 
quan sdt dtfdc the hien nhtf sau: 32.8'/f ngtfdi 
dtfdc khao sdt la nam va 67,2<7r ngtfdi dtfdc khao 
sdt la nff. Ve dp tudi, chu ye'u nhflng ngtfdi tham 
gia khao sat la gidi tre, sd ngtfdi dtfdi 30 tuoi 
chiem 60%. 

Dff lieu thu ve dtfdc xij" ly bdng ph^n mem 
SPSS 25.0 qua cac btfdc: tho'ng ke md ta, ddnh gia 
dp tin cay cua thang do, phan tich nhan to' khdm 
phd EFA, phan tich he so'ttfdng quan va hdi quy. 

4. Ke't qua nghidn cu'u 
4.1. Kiem dinh thang do 
Ke't qua danh gia kiem dinh dg tin cay cua 

thang do bang Cronbach's Alpha cho thay cdc 
thang do deu dat dp dn cay ldn hdn 0,6 vd \it so' 
ttfdng quan bie'n tdng ldn hdn 0,3. Td't cd cdc thang 
do deu thoa man dieu kien de phan tich nhan id 
kham pha EFA. Do lin cay cua cac thang do dtfdc 
tdng trong Bdng 1. 

4.2. Phdn tich nhan tdkhdm phd EFA 
Phan tich nhan to'dtfdc thdc hien vdi phep trich 

Principle Component, phep xoay Varimax cho 24 
bie'n quan sat. Ket qua cho tha'y he sd KMO = 
0,868 (dat dieu kien > 0,5); mdc y nghTa va kiem 
dinh Bariett = 0,000 (dat difiu kien < 0,05) cho 
tha'y phan tich EFA la phii hdp. Tong phtfdng sai 
trich dtfdc la 56,5709%; va he sd tai nhan id deu 
tdn hdn 0,5 nen dat yeu cau. Thang do chinh thtfc 
sau khi xtf ty EFA gdm 24 bie'n quan sat nhd de 
xua't. 

Ket qua phan tich trong ma tran ttfdng quan 
Pearson cho thav cac he sd ttfdng quan deu cd y 
nghia thdng ke (Sig. < 0,01). Vi vay, ta't ca cdc 
bie'n se dffdc sddung trong phan tich hoi quy. 
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Bang 1. Kel qua kiem djnh thang do 

STT 

1 Tinti thdng tin 

2 ' 0$ tin cay 

3 

Kyhi^u ' ^ ^ ^ " H$ so Cronbach's i H§ so tddng quan 
quan sat Alpha I bien tdng nho nhit 

0,874 

Sî  ptiien nhieu 

0,892 

0.945 

Ti0n Ich 

Sychophep 

I Thai do doi vdi marketing true tiep 

CP 

TD 

4..1 PhSn tich hoi quy 
De ddnh gid md'i quan he gifla cdc nhan td 

ibicn ddc tap: thdng tin, do tin cay, stf phien 
nhieu, ucn ich, stf cho phep) tac dgng tdi thai dd 
eila ngtfdi lieu dung dd'i vdi hoat dgng marketing 
mic li6p (bie'n phu thupc) cua doanh nghiep ban 
ie Iran dia biin Thanh phd Ha Npi, ldc gia sif dung 
phudng phdp hdi quy tuyen tinh bpi de kiem djnh 
mo hinh nghien cflu. Phifdng phdp nay cho phep 
xay dtfng mo lilnh itfdng quan vdi nhieu ye'u to' 
ciing dnti htfdng de'n bidn phu thugc va ddnh gia 
Slf ptiu hdp cua mo hlnh ihong qua he so' R- va R-
hî u chinh. Phtfdng trtnh hdi quy dddc ddc Itfdng 
difa ir̂ n sdlieu thu thap dtfdc qua ketqua dieu tra 
276 mau. 

Kci qua sau hoi quy dai dtfdc he sd R- hieu 
eliinh 1̂  0.633 cho thd'y: thdi dp ciia ngtfdi tieu 
dilng ddi vdi hoat dgng marketing trtfc tiep cua 
doanh nghiep ban Ie chiu stf tac dgng cua 5 ye'u td 
ây dtfng, cdn lai }(\19c do cac nhan td khde anh 

hirang. He sd Durbin - Walson bang 2.032 cho 
•hj> cjc bien doc lap khong cd hien ttfdng lddng 
quan vdi nhau. Tri sd thdng ke F cua mo hlnh cd 
giiS tri Sig. = 0.000 < 0.05 cho iha\. md hinh phu 
"̂ P vdi tap dff lieu vii cd the suy rgngra tdng the. 
nL'Mi \'tFdeunh6 hdn 2 nen khdns cd hien tddng 
ila cgng luyen giffa cdc thanh phan khdng xual 

0,855 

0,653 

0,884 

hien trong md hinh nghien cffu. 

0,568 

0,687 

0,754 

0,577 

0,355 

4 ' 0,578 

Ngudn: Kc'l qua phdn tic h SPSS 

Mn hinh hdi quy dtfdc viet nhtf sau: 
Y = 0.089 + 0.179X, + 0.167X3 - 0.165X, 

+ 0,426X4+ 0.:4,^X. + E 
Trong dd: '̂ ^ la ihdi dp cua ngddi tieu dung ddi 

vdi boat dgng marketing trifc tiep ciia doanh 
nghiep bdn te iren dia ban Thanh phd Ha Ndi. 

Xi:Tinh thdnglin: 
X i : Dp l incav. 

.X-/ Stf phien nhieu: 
Xj! Tien ich: 
X;;! Stf cho phep: 
E: phan dtf. 
Bieu dd tan sd phan dtf chuan hda Histogram 

vdi gid tri trung binh ra't nho gan bdng 0 (Mean = -
7.62E - 16) va dp lech chuan gan bang 1 (0.993). 
Vay. gia thiet phan phd'i chuan cua phan dtf kbdng 
bl vipham. 

5. Ke't luan va de xua't 
De tai nghien cdu da xac dinh dtfdc 5 nhan to' 

tac dgng de'n thai dp cua ngtfdi tieu dung dd'i vdi 
hoat dpng markeling trdc lie'p cua doanh nghiep 
bdn le tren dia ban Thanh phd' Ha Ndi vdi mdc dp 
ldc dpng cua tffng yeu lo'nhtf sau: 

Nhffng tien ich ma ngtfdi lieu dung cd dtfdc ttf 
hoat dgng markeling trtfc tie'p clia doanh nghiep 
bdn le mang lai cd anh htfdng Idn nhd'l tdi ihai dp 
cua ho (he so' hoi quy 0.426). Markeling irtfc liep 
tao ra nhflng tien ich ve thdi gian. dia diem va iinh 
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hoat ve phtfdng tien giao dep gifla doanh nghiep 
bdn te va ngtfdi tieu diing. Da> la nhffng u\i diem 
ciia marketing trifc tiep dddc ngtfdi deu dung 
ddnh gia cao so vdi cac phtfdng thflc truyen thdng 
thong thtfdng (nhtf quang cdo. quan he cong 
chung. khuyen niai) va so vdi phtfdng thdc mua 
hang tai cda hang. Nhffng ddnh gia nav phan dnh 
mdl phan nguyen nhan phdt trien cua boat dgng 
ihtfdng mai dien tfl va mua sam trtfc dep. Cac 
doanh nghiep ban te can tang ctfdng ngi dung 
markeling trtfc tiep phu hdp va ho trd Idiach hang 
trong cdc phtfdng thflc dat hang trtfc tie'p. 

Stf cho phep la nhan id' quan trgng thtf hai 
quye'l dmh thdi dp ciia ngddi tieu dung do'i vdi 
hoaldpngmarketing trtfc tie'p. vdi he so hdiquy la 
0.245. Trtfdc thtfc trang ngddi tieu dung thtfdng 
xuyen phai tie'p nhan catalog, tin nhan. cugc dien 
thoai. va thtf dien tfl ve nhflng san pham ma ho 
khong quan tam. Ngtfdi lieu dung hien nay da chu 
v hdn idi cdc phtfdng thdc chat ipc. han che thdng 
lin quang cao va ban che doanh nghiep quang 
cdo. Dieu nay doi hdi cdc doanh nghiep bdn le 
can chu y hdn tdi viec nghien ctfu hanh vi cua 
khdch hang, phan doan thi trtfdng muc tieu phiJ 
hdp vdi chie'n Itfdc marketing trtfc tiep cua minh. 

Tinh thong tin cua thong diep truyen thdng 
marketing trtfc lie'p cd anh htfdng tdi thdi dd cua 
ngtfdi tieu dung dd'i vdi boat dpng marketing trtfc 
tie'p cua doanh nghiep. cd he so hoi quy la 0.179. 
Nhflng thdng iin dtfdc gdi tdi ngtfdi tieu dung phai 
phii hdp vdl dung dd'i ttfdng. dtfdc trinh bay thu vi 
de lao stf Ihu hul va ghi nhd trong iam tri khach 
hang, ddng thdi dem lai gia tri hflu ich cho hg. 

Dp tin cdy cd tac dgng thuan chieu tdi nhffng 
danh gid cita ngtfdi tieu dung \c boat dOng 
marketing trtfc tie'p cua doanh nghiep bdn Ie vdi 
he sd hoi quy 0.167. Stf tin cdv cua ngtfdi tieu 
dung cd dtfdc cd the do kinh nghtem ciia bdn than 
hoae dtfdc ngtfdi quen gidi thieu. Do vay, doanh 
nghiep bdn le can tun cdch giao tie'p thtfdng 
xuyen, tao stf gan gui, tin ttfdng cua ngtfdi lieu 
diing dd'i vdi san pham \ a thtfdng hieu. 

Stf phien nhidu cd tac dgng ngtfdc chidu dd'i 
vdi thai do cua ngtfdi tieu dung (he so' hdi quy -
0,165). Ngtfdi tieu dunged thai do chtfa thtfc stf tdt 
ddi vdi cdc hoat dpng marketing trtfc tiep cua 
doanh nghiep bdn le. Hp khdng mudn bi dpng tie'p 
nhan cdc thong tin quang cdo trtfc tie'p. Dtfdc ltfa 
chpn thdng tin, thdi gian, phddng thflc vd doanh 
nghiep gdi tin se khie'n ngfldi tieu dung khong 
tha'y bj lam phien bdi cdc thong tin ciia doanh 
nghiep. 

Nghien cflu nay da xdc dinh dfldc mpt sd'nhan 
td tac dgng tdi thai dp ngfldi lieu dung dd'i vdi 
marketing trflc tiep cua doanh nghiep ban Id. Tuy 
nhien, nghien cflu mdi chi dfldc thtfc hien tren dia 
ban Thanh phd' Ha Npi, vdi cdch la'y mau ihuan 
lien. Quy md mau con nho so vdi long lhe ngtfdi 
lieu dCing tren dia ban Thanh pho'. Do vay, tinh dai 
dien cua mau nghien ctfu cdn han che. Nghien 
cdu chtfa de cap de'n cdc khia canh khac cd the 
anh htfdng tdi thdi dd ngtfdi lieu diing dd'i vdi 
marketing trtfc tie'p nhtf tinh cd nhan, tinh ttfdng 
tac, dac diem nhan khau hpc, kinh nghiem mua 
hang trtfc tie'p... Day cung chmh la nhffng gdi y cho 
cdc nghien cdu tidp theo • 
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STUDYING THE CONSUMER ATTITUDE 
TOWARDS DIRECT MARKETING ACTIVITIES 

OF RETAIL ENTERPRISES IN HANOI 
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ABSTRACT: 
Atdlude is a fundamental factor that greatly intluences consumer behavior. It is necessary to 

analyze and influence components that impact on the atdlude in order to change an altitude. By 
reviewing theories and doing quantitative researches, this study finds that there are five factors 
all influence die consumer attitude towards direct marketing activities of retail enterprises in 
Hanoi. The study also proposes some policy implications to improve direct marketing activities 
of retail enterprises in the near future. 

Keywords: Consumer behavior, direct marketing, retail enterprises. 

So 1 -Thang 1/2020 229 




