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TOM TAT:

Thii 46 1a y&u 16 ¢ bin ¢6 dnh hudng 16 t6i hanh vi cia ngusi tiéw ding. DE thay dGi
mat phn thii 6 nio d6. cin phan tich va tic dong d&n nhitng thinh phin anh hudng dén
thii do. Trén cd s& 16ng hap Iy thuyét va nghién cifu dinh Iwgng, k&t qua cho thiy: 5 nhin 18
¢ xuit déu c6 dnh hudng d&n thii dd ngudsi tidu ddng d8i véi hoat ddng marketing trsc 1iép
cia doanh nghiép bin I€ trén dia ban Thanh phd Ha Noi. Tir d6. téc gid duva ra mot s6 ham
§ chinh sich nhim phit rién hoat dong marketing trye (i€p cita doanh nghiép bén 18 trong

thisi gian (63,

T khéa: Hinh vi ngu@si 1i€u ding. marketing tryc 1iép, doanh nghiép bén 1é.

1. Dat vin dé
Markeung nife liC'p I mgr cong cu truvén
thdng marketing ngay cing phd bién d6i \di cdc
doanh aghidp bin lc Bis 1a mit cong cu trurén
ong dem lgi hi€u qud vuol 1rGi so vdi nhing
ong e truyén théng khic. do s dung cic phuong

tién truydn tin e €p v kéu goi sy phan héi

ngay Jip ide, Ky nguyén mdi cla cong nghé <&

o ra nhitng phudng tién va cich thie truyén
thong markeling tnfe tiép hicu qui vdi chi phi
dp. Bai nghien viu v& thidi db ngudi tiéu dung
Ha Noi ddi vénhoat dong markeling tnfe 1iép cia
dounh nghiép bidn 1& nhiim dinh wid e done ciy
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cic y€u 18 thang tin truyén théng, dé tin ciy. sy
phi€n nhi€u. sif 1ién fch va sy cho phép 16i théi do
clia ngudsi tiéu ding d6i véi markeling tryc tiép.
B0 1a ¢o 5§ d€ cic doanh nghiép bdn [é trén dju
biin Thanh phs Ha Ngi nang cao hiéu qud trong
hoat dong marketing tryc ti€p thasi gian 1di.

2.CdsG 1§ thuy&t va mé hinh nghién ctu

2.1. Cosaly thuyér

“Markeing trye 1i€p 12 ong thé cic chuang

tiah truyén théng ma doanh nghiép thye hién
nhiim 3o ra nhing cudce trao doi c6 hi¢u qui vdi
DU mua. hudng moi n e vio khan thinh gid
muc HEW qui mot o phudng an khdc nhau
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h¥m muc dich tao ra cde phin Ung dip lai eiia
Lhich hing 1iém nang qua dién thoai. thu. email
pay mdt cudc viéng thim ndo d6 cba khdch
m}.g_“(Phullip Kotler. 2016, trang 579). Quan hé
méh hang chinh Ja trong tdm ciia hoat dong
marketing tryc tiép. Phudng 1ién clia marketing
e iép bao gdm: thut tric 1i€p va catalog.
phuong tién phdt séng. phudng uén in an.
telemarketing, vi internet. Biy i nhitng phuang
ién o ¢d hdi Wwdng téc tryc 1€ gilra ngudi gl
tin vd agudii nhin tin. Do vdy, doanh nghiép va
khich hiang muc tiéu thuding xuyén nidng tic
khong bi gidi han vé khong gian. Thong diép
iuyén thong dudc cd nhin héa dya rén nhirng dir
liu vé khich hing tao khd ning phdn héi cao.
guip doanh nghiép dat d&€n mar cude trao dbi ¢d
g tri.

Doi v6i doanh nghiép bidn 18, d6i lwgng khich
hing muc tiéu cia ho chd y€u I3 ngudsi tiéu ding
cubi cdng. Trong thoi dai cong nghé biing né va
phd cip nhu ngdy nay. mét bd phin doanh nghiép
bén 1 d3 tim d&n marketing trire iEp d€ ning cuo
nang lyc canh tranh eda ho. VEi mét sy ddu g phd
hgp cho cd »d dir Héu khdch hang. doanh nghiép
bdn Ié ¢6 th lya chon phudng tién truyén thong
+d thiét ke thong diep phil hop vdi ting 31 wigng
khich hing tidu ding cii nhan. Nhd duy i méi
quan hé thuding xuyén vdi khdch hing. doanh
nghiép hin 1é »& hi€u dude ban chat phin ttng clia
ting khiich hang d& tao ra su tdry chinh trong chién
lge marketing (sdn pham. gid. phan phdi) hicu
qui nhil. Sy ting tedng nhanh chéng clia
marketing (nfc i€p trén thi trudng B2C nhing
nim gdn gdy it s6 thi trudng 160 (rén thé qigi
(i trudng Hoa K¥. Anh. Nhit Bin) cho thily diy
¢ 12 xu hudng phit rién ciia marketing e Hé€p
Ioag mdt eong lai gdn.

Thdi do 13 | rong 4 yéu 18 cd bin dnh hudng
fil16n 13 hanh vi clia ngudn tieu ding (4 y&u (&
1am I¥ ¢ bin gém: déng cd. nhan e, niém tin
3 hdi d). Thai dé duae hidu 11 nhiing danh gid.
«m xic vi nhitng khuynh hudng hanh dong wong
131 nhdt quin vé mot s vit. hién nigng hiy mot ¥
1udng ndod6 [1). Nhirng dinh gid nay rit khé thay
dai vy ching din dit con ngudi hanh déng theo

mat théi quen khi bén virng wong suy nghi va khi
hanh déng. D€ thuy ddi mor phin thai dd nio do
cén phan tich v tic dong d&n nhitog thanh phin
anh hudng dén thdi dé.

Thai do ciia ngud tieu ding d&i véi mot thong
diép quing cdo nhin dude. rude hér phy thude
trye HEp vio gid tr théng diép (Ducoffe. 1996).
Bin chit cia hoat dong truyén thong la cung cip
théng tin v ¢ sdn pham vii doanh nghigp (di titmg
khich hing cd nhian. Khich hi
thém cdc thdng tin vé san phdm khi ha ¢d nhu
cdu. Gid tri tich cuc mi thdng di¢p mang lai s¢
dem lai phit Ung tich cye dd1 v clurdng trinh
truyén théng

St tin cong la y&u 18 e ddng 16n i thii
dd hudng 131 thdng diép (ruyén thong (Brackett vit
Carr. 2001). B tin ¢dy cia mot quing cio ~&
quy€t dinh nhan thife trong tdm i nguisi nghe.
Theo Goldsmith va cong su (2000). suf tin cdy ¢6
tic dong tich cyc den thdi dd ddi véi quing cho.
thudng higu v ¢ dinh mua hang cha ngudsi ticu
ding.

Su phién nhiéu ciia cic hoat dong marketing 1
cic chudng rinh marketng duge st dung giy ra
cim gidc khé chiu. bi xGe pham clia ngudi ticu
diing (Ducoff.1996). Mt chuang trinh bi cho 1a
edy phién nhiéu <& dan 161 ngurdsi tieu dung dinh
gid thip gid tri cha n6 (Brackett vi Carr, 2001).

Tién ich do hoat dong marketing truc ti€p
mang lai khién ngudi uéu dung hii ldong han so
vdi mua sim tai ca hang (Maynard va Taylor.
1996). Bén canh dd. sy cho phép clia ngudi ticu
duing sé dnh hudng tiéu cyre 61 thdi 46 ciia hg 1
hoat déng marketing néu ho khdng cho phép &
vdi hoat déng marketing do (Tsung va céng su.
2004).

2.2. Mé hinh va cde gid thuyét nghién citn

K& thita cac md hinh nghién ctu trude va dya
trén nhimg nghién cdu vé cdc nhan 16 tdc dong
dén thii dé cta ngudi tiéu ding d6i vai hoat dbng
truyén thong marketing. thii d cla ngudsi tieu
ding tré d&i vGi hoat dong marketing trifc 1ép coa
doanh nghiép ban 1¢ 1rén dia binn Thinh phé Ha
N&i chiu tic dong cia cic nhian 1 theo md hinh de

ng & yéu cdu

suit nhy sau:
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Hinh 1: M6 hinh nghién cdu théi dé cua ngudi
liéu dung déi vdi hoa! dgng marketing tuc
tiép cia doanh nghiép ban 1é

Tinh théng tin

Théi 69 cia

D4 tin cay

Sy phién nhigu -
Sy tign fch
Su cho phép

Ciic gid thuyé’
saul

Gid thuy&€t H1: Gig tri thong tin cda thong di¢p
6 tic dong ciing chidu dén thii do cla ngudi ticu
diing a6 vdi marketing trye 1i€p cda doanh
nghiép ban 1é trén dia bian Thinh phd Ha Noi.

Gid thuyél H2: D6 tin ¢dy clia phuong tién
warkeling trye t€p ¢ tic dong cong chidu dén
thdi 0 cta ngudi téu ding d8i vdi hoat dong
markeling tate iép cla do‘mh nghiép bin le¢ trén
dia bin Thiinh phd Ha

Gid thuy&t H3: Sy phicn nhidu do hoat djng
marketing tryfe tiép mang lar ¢d tic dong ngige
chicu dén thiii do ciia ngudi tiéu dang d6i v 6i hoat
déng markeung trge tiép cha doanh nghiép bin Ié
trén dia ban Thanh phd Ha Néi

Gid thuy&t H4. Sy tién ich do hoat dong
markeling tnfc H&€p mang 1ai ¢6 tic ddng cing
chidu d€n thii do clta ngudi tiéu diing ddi vdi hoat
déng marketing trd ti€p ciia doanh nghi¢p ban 1&
wén dia ban Thianh phd Ha Nén,

Gid thuy€t HS: Sif cho phép nhin théng dicp
marketing tnfe ti€p ¢6 e dong ciing chidu dén
thii do cda ngudi tiéu dang dér vdi hoat dong
marketing tryc Gi&p cia doanh nghi¢p bin ¢ trén
dia ban Thanh phd Ha Na

l’hddng phap nghién ciru
Nehién effu dude thiie hién théng qua n
clro dlnh tinh v nghicn cifu dinh Wugng
ctru dinh tinh thong qua phéng van truc

nQuoi tidu
dling 851 voi
marketing
tryc i6p eva
doanh nghi$p
ban lé trén
dja ban TP.

Ha Ndi

nghieén clru dude dé xuat nlwr
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thio Juin nhém ngudi tigu ding nhim khdm phi
cic y&u 18 vi hodn thién thang do. bing héi pha
hgp. Trong 6. 32 bign quan sdt duge dung 0€ xice
dinh 5 y&u 18 anh hudng dén thai dd ngudi tiéu
dang d8i vér hoat dong marketing e HEp cda
doanh nghiép bdn 1é. Nghién cu dinh lugng
diige thure hién thong qua khio sitrye (€p ngudi
liéu ding trén 18 wdéi trén toan Thanh phd Ha
NGi thong qua phdt phiu ud 183 trie 1i€p trong
thdi gian it ngdy 1/12/2019 dén ngdy 10/12/2019.
S& phicu phal ra 400 phi€u. 88 phidu thu vé 376
phi&a, 56 phi¢u hgp 1& 376 phi€v. Dac diém miu
quan sit dude thé hién nhy sau: 32.8% ngudi
duge khdo sdt 12 nam vi 67.2% ngudi duge khio
sa113 nir. V& 46 wéi, chd yéu nhirng ngudi tham
gin khiio st 12 gidi wré. s& ngudi dudi 30 wdi
chi&in 60%.

Dir liéu thu vé duge x¥ Iy biing phin mém
SPSS 25.0 qua cifc bude: thang ké md (4, ddnh gid
dd tin cdy cda thang do. phin tich nhan 1§ khim
phd EFA. phiin tich hé s (uong quan va hidi quy.

4. K&t qua nghién cdu

4.1. Kiém dinh thang do

K&l qud ddnh gid ki€m dinh d tin ciy clia
thang do biing Cronbuch's Alpha cho thiy céc
thang do déu dal d§ tin cdy 16n han 0,6 vil hé 83
weng quan bin 18ng [¢n hun 0,3. TAt ¢4 cdc thang
do déu thda man didu kién A€ phan tich nhan 16
Kkhiim phd EFA. D6 tin cay ctia cdc thang do dugc
(8ng rong Béng 1.

4.2. Phan tich nhén t6'khdm phd EFA

Phdn tich nhin 1§ dugc thyc hién v6i phép trich
Principle Component, phép xoay Varimax cho 24
bidn quan sit. Két qui cho thdy hé s§ KMO =
0.868 (dat diéu kién > 0,5); mite ¥ nghta va kiém
dinh Barlen = 0,000 (dat diéu kién < 0,05} cho
thily phan tich EFA 1a phii hgp. Téng phucong sai
trich dudc 13 56,5709%; va hé 6 13i nhén & déu
16n hon 0.5 nén dat yéu cdu. Thang do chinh thic
sau,khi xif Iy EFA gdm 24 bi€n quan st nhi dé
Xudt,

K&t qua phan tich trong ma tran wang quan
Pearson cho thily cdc hé & wong quan déu c6 ¥
nghia thdng ké (Sig. < 0.01). Vi viy, 11 ¢4 cac
bi¢n <& duge st dung rong phin tich hébi quy.
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Bdng 1. K& qua kiém dinh thang do

H8 s3 Cronbach's ‘
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4.3 Phén tich hoi quy

D¢ dinh gid moi quan hé gila cde nhin 1§

hien dac 1p:
nhi¢u. 1¢n ich, si cho phép) tic dong t6i thiii do
clia ngudn tiéu ding d8i véi hoat ddng marketing
wnfe idp (hieh phu thude) cia doanh nghigp bin
)& trén dia biin Thanh phé Hi Noi. tic gid st dung
phugng phip héi quy ty&n tinh bdi d& kiém dinh

théng tin, dé tin ciy. sif phién

Newon: Ket quid phdn tich SPSS

M hinh hoi quy duefe Vict nhy sau:
Y =0.089 +0.179X, +0.167X, - 0.165X,
+0.426X, + 0.243X+E

Trong d6: Y 13 thdi do clia ngudi tiéu dimg dJi
vai hoat dong marketing e iép cla doanh
nghiép bin Ié 1eén dia bian Thinh pho Ha Noi.

X;: Tinh thong un:

NaiDoundd

mé hinh nghién citu. Phuong phip nity cho phép N+ Sy phiénnhidu:
Ay dyng mé hinh twgng quan vdi nhidu yéu & X, Tiénich:

cdag dnh hudng d&n bicn phy thude vi ddnh gi Xs: Sufcho phép:
S pho hgp cria 6 hinh thdng qua hé x3 RY v R? E: phan du.

hi¢u chinh. Phudng trinh hdi quy dudc vdc lugng
dya trén s lidw thu thap dude qua ket qui didu ta

Bidu 6 uin sd phin du chuidn héa Histogram
\Gi giii tri trung binh £t nhd gin biing O (Mean = -

26 miu. 7.62E - 16) vi 0 1éch chuin gan biing 1 (0.993).
K1 qui saw héi quy dat diise hé s& RP higu  Vdy. @i thi€t phin phoi chudn cda phin du khang

chinh 12 0.633 cho thiy: thin d clia ngudi tiéu
ding d3i v hoat dgng marketing tryc tiép cia
doanh nghi¢p bin & chiu sy e dong cha ]
uy ding. con lai 36.7% do cic nhin 16 khi
hudng. Hé & Durbin - Watson biing 2.032 cho
iy cie biéh doc Lip khang ¢6 hign wigng wong
quan vdi nhaw. Tri «8 thong hé F ciia md hinh co
€311 Sig. = 0.000 < 0.05 cho thay. md hinh phit
hdp v3i1dp dir lidu vi 6 the suy rdng ra 1éng thé.
HE VIR déu nhé han 2 nén khong 6 hién wong
da cdng tuyen gira cdc thiinh phin khang <uit
hién trong mo hinh nghién cifu.

brvi pham.

5. K&t ludn va dé xuat

Dé 1 nghién ¢du da xic dinh duge 5 nhan &
Lic dong dén thir do coa ngudi tiéu ding déi v
hoat ddng mytrketing truc 1i€p cha doanh nghiép
bin Ié trén dia ban Thanh phd Ha Noi vai mde do
tic dong ctia 1ifng vEu 1o nhy sau:

Nhifng tién ich ma ngudi ncu ding <6 dude 1w
hoat dong markeung tnfc NEP clia dounh nghicp
ban 1¢ mang Jai co anh hudng 1dn nhi 1di thdi do
cu ho (hé sa hdi quy 0.426). Marketing 1rye Gép
tao ra nhing tién ich vé thisr g, dia diém va linh
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hout v& phuang tien giao li€p gitta doanh nghiép
bin I¢ va ngudti tidu dong. Bay 1 nhimg uu diém
clia marketing iryc tiép dugc ngudi uéu ding
dinh gid cao so vdi cic phudng thife truvén thdng
thong thudng (nhr qudng cdo. quan h¢é cong
ching, kbuyén maiy vi so vdi phugng thife mua
hing tai cda hang. Nhitng ddnh gid ndy phin dnh
mét phin nguyén nhin phdl iién cia hoat déng
thudng mai dién 1 vi mua sim e iép. Cic
doanh nghiép bin 1é cin 1ang cudng néi dung
marketing trifc Hi€p phit hop vi hé tro khich hang
trong ciic phuong thife diit hiing true tiép.

Sut cho phép 1a nhdn & quan trong thi hai
quy€1 dinh thdr d§ cla nguui tiéu ditng ddi vai
hoat déng marketing tryc tiép. vdi hé <& hoi quy 13
0.245. Trude thye trang ngudi ticu dang thudng
xuyén phiii ti€p nhin catalog. tin nhiln, cudc dign
thoai. va the dién 1 ¢ nhitng sin phim ma ho
khong quan tam. Ngud tiéu ding hién nay da chu
y hon tdh eie phudng thite chilt Joc. han ché thong
tin quing cido vi han ché dounh nghiép quing
cio. Di¢u niy ddi hoi cic doanh nghiép bin 1¢
¢in chit y hon tdi viée nghién civ hanh vi cia
Khdch himg. phan dogn thi trudng muc tiéu pha
hop vdi chién lge marketing trge Ep cha minh.

Tinh théng tin cia théng diép truyén thong
marheling trfe 1ép ¢é dnh hudng 16i thii dé cia
ngulfi téu domg ddi véi hout dong markeung rye
GiEp etia doanh nghiép. ¢6 hé v héi quy 1a 0.179.
Nhirng thdng tin Qe aifi 16i ngudhi tiéu ditng phii
phit hdp v ding 83 Wng. duge trinh by g vi
a¢ 1o syt thu hit vd ghi nhd trong tim i khich
hang. ddng thdi dem 1ai wid i htw ich cho ho.

TATLIEU THAM KHAO:

Dé tin ciy cb tic dong thuin chidu 18 nhing
dinh gid cGa ngudi tiéw dong ¢ hoat dng
marketing tnte 1iép cda doanh nghi¢p bin 1& véi
hé sd hdi quy 0.167. Sy tin cdy ctda ngudi tigu
dong c6 ditge ¢6 the do kinh nghigni cda bin thin
hodc duge ngudi quen gidi thiéu. Do viy. doanh
nghiép biin 1& cin tim cich giao GEp hudng
xuyén. o sv gin giti, tin éng cla ngudi tiéu
diing d6i véi sin pham A thuang hiéu.

Sy phién nhidu cé tic dong ngugde chidu ddi
vdi thdi do cha ngudsi tiéu dang (hé s6 hdi quy -
0,165). Ngudi tiéu diing ¢6 thiti dd chua thie sy 16t
d8i v6i cic hoat dong marketing tryc tiép ciia
doanh nghiép biin 1. Ho khdng mudn bi ddng tiép
nhan cic (hdng tin quing cio tryc 1i€p. Puge hva
chon théng tin. thdi gian. phudng thife v doanh
nghiép elfi tin <& khidn ngudi tiéu ding khong
thiy bi 1am phién bdi cdc (héng tin cia dounh
nghiép.

Nghiéa citu niy di xic dinh duge mjt s§ nhin
18 1dc dong 181 thii dd ngudi tiéu dung dGi vai
marketing tare 1i€p cia doanh nghiép bidn 1&. Tuy
nhién. nghién citu mdi chi duge thuc hién 1rén dia
ban Thanh phd Hi Noi, v6i cich 1dy miu thuin
lién. Quy mé mdu con nhd so véi éng thé nguisi
tiéu ding trén dia ban Thanh phé. Do vy, tinh dgi
dién cia miu nghién citu con han ché. Nghién
clu chua dé cip dén cdc khia canh khéc c6 thé
inh hu8ng (i thii do ngudi tiéu ding d&i véi
markeling tryc UEp nhu tinh cd nhan, tinh wWong
tdc. dic di€m nhin khiu hoc, kinh nghi¢m mua
hang tyc ti€p... Diy cing chinh 13 nhmg ggi y cho
cicnghién ctu ti€p theo m
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STUDYING THE CONSUMER ATTITUDE
TOWARDS DIRECT MARKETING ACTIVITIES
OF RETAIL ENTERPRISES IN HANOI
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ABSTRACT:

Attitude is a fundamental factor that greatly influences consumer behavior. Itis nceessury to
analyze and influence components that impact on the attitude in order to change an atliwde. By
reviewing theories and doing quantitative rescarches. this study finds that there are five factors
all influence the consumer attitude towards direct marketing activities of retail enterpriscs in
Hanoi. The study also proposes some poticy implications to improve direct marketing aclivities
of retail enterprises in the near future.

Keywords: Consumer behavior, direct marketing. retail enterprises.
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