TAP CHi CONG THUONG

NHAN TO TAC PONG PEN Y PINH
MUA CAC SAN PHAM CHAM SOC DA
CUA THUONG HIEU L’OREAL:
NGHIEN CUU NGUOI TIEU DUNG
TREN PIA BAN THANH PHO HO CHi MINH

® PHAM HUNG CUGNG - NGUYEN THI NGUYEN TRINH

TOM TAT:

Bai nghién ctfu phin tich y dinh mua cic sin phdm chim séc da ctia thuong hiéu L’Oreal d6i
v6i ngudi tiéu dung trén dia ban TP. H6 Chi Minh. K&t qua nghién cttu cho thdy ¢6 3 nhan t6 4nh
huéng dén y dinh mua cdc san phim chim séc da L’Oreal clia ngudi tiéu diing theo mitc 4nh
hung gidm dan, 1a: (1) Thai do (B = 0,403); (2) Khuyé&n mii (B = 0,303); (3) Thuong hiéu. Tir do,
bai nghién cttu dé xua't mot s6 ki€n nghi nhim lam tuliéu d€ thuong hiéu ¢ nhitng danh gia, cling
nhu nhitng cdi bi€n phit hgp cho hoat ddong marketing phit hgp cling nhu chién luge kinh doanh
dugc hiéu qua hon trong tuong lai.

Tit khéa: y dinh, sidn phim chim séc da, thuong hiéu L’Oreal, ngudi tiéu dung, TP. Hb

Chi Minh.

1. Diit van dé

Trong xi hdi ngay cang phat trién, nhu ciu clia
con ngudi ngay cang cao va khong chi ding lai &
nhu ciu co ban “in, mic, §” hay “dugc bio vé&”
trong thap Maslow ma con vudt 1én d6 1a nhu cau
dugc “khing dinh ban than”. Con ngudi ngay cang
quan tAm nhiéu hon d€n ngoai hinh, cling nhu ngay
cang thé hién dudc gu thim m¥, 1am dep d€ tré nén
xinh dep va tu tin hon, tir d6 nhan dudc nhiéu ddnh
gid cao tir ngudi khac (Kashyap, 2013).

Diéu nay cang ding v6i phdi dep. Phu nif ciing
dugc doi hoi khit khe hon v6i nhitng tiéu chudn ciia
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cai dep, vi viy ho luén quan tAm dén vé bé ngoai
(Khan, 2016). P& dat dugc nhitng hinh miu vé cdi
dep @6, my phim di tr§ thanh mot cong cu hitu
hiéu gitip phai dep c6 thé to di€ém thém cho nhan
sic clia ho. Thay vi tru6c day, cdc san phdm trang
diém dugc phian dong ngudi va chudng, hién nay,
tin dd 1am dep lai quan tim nhiéu hon dé&n stc
khée, do sin chic cla lan da. Vi th€. ngay cang
nhiéu xuat hién cac dong sin pham phuc vu cho
nhu ciu dudng da phii hdp véi khong chi nit gidi ma
con ca nam gi6i ciling st dung cdc sin phdm nay
(Souiden & cong sy, 2017).
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Mot trong s& nhitng thuong hiéu chim séc da nSi
ti€ng va lau dvi 1a thuong hiéu L’Oreal. Thuong
hiéu nay xuat hién tai Phdp nim 1907, dugc sang
1ap bdi mot nha héa hoc ngudi Phip c6 tén la
Eugeéne Schueller. Sau nhitng 1an mua b4n va sdp
nhép, hién nay, tip doan L’Oreal s§ hitu nhiéu
thuong hiéu thudc nhiéu phan khiic va nhiéu dong
san pham khac nhau tir phan khic cao cap, bao gdm
cdc nhian hang ndi ti€ng th& gidi nhu: Lancome,
Shu Uemura,...; dong sédn ph?fm tri liéu (derma) bao
gdm: La Roche Posay, SkinCeuticals, Vichy,... va
dong san phdm dai tra (mass) bao gdm: L’Oreal
Paris, Garnier,,...

Mic dit ¢4 c¢6 nhiéu bdo cdo vé cdc sidn phim
cham séc da ciing nhu nhitng dic tinh cia khach
hang st dung céc dong sdn phdm nay & TP. HS Chi
Minh, nhung trén thuc t€ chua c6 cong trinh ndo
nghién cttu nio vé cic yéu to tic dong d&€n quyét
dinh mua hang clia ngudi tiéu dung d6i vdi nhian
hang hon 100 nim tudi nay.

Vi vay, trong bai vi€t nay nhém téc gid tp trung
phan tich va ddnh gia cdc nhan t& tac dong 16n dén
y dinh mua hang doi véi nhan hang L’ Oreal tai TP.
Hd Chi Minh. Nhém ngudi tiéu diing dugce nghién
citu khdng gi6i han vé gidi tinh, thu nhap, trinh do
hoc van, do tudi,... K&t qua clia nghién ctu c6 thé
lam co s& dé tap doan L’Oreal néi riéng va cic
cong ty my pham néi chung tai TP. H6 Chi Minh
tham khdo trong qué trinh ra quyét dinh vé chién
lugc marketing cling nhu chién lugc kinh doanh dé
dat hiéu qua hon trong tuong lai.

2. M6 hinh nghién citu

Tir tdng hgp cdc nghién ciu trude diy va muc
tiéu clia bai nghién citu, bai vi€t dé& xudt mo6 hinh
nghién citu gdm 5 y&u td tic dong d&€n y dinh mua
cdc sdn phim chim séc da clia thuong hiéu
L’Oreal va cdc gid thuy&t nghién cttu dé xuat nhu
sau (Hinh 1)

Céc gia thuy&t nghién ctru dé xuat:

Gi4 thuyé&t H1: Th4i do ctia ngudi ban (Thai do)
c6 tic dong, nh hudng thuin chiéu (+) d&n y dinh
mua cdc sdn phdm chim séc da cda thuong hiéu
L’Oreal.

Hinh 1: M6 hinh nghién ciiu dé xuét

( Thai do

( Chudn chli quan Y dinh
mua cac
san pham

( Nhan thdic kiém soat hanh vi cham soc
dacla
thuong hiéu

( Thuong hiéu L'Oreal

( Khuyén mai

Gia thuy&t H2: Chuén chii quan c6 tic dong, dnh
hudng thuian chiéu (+) d&€n y dinh mua cic sin
phim chim séc da clia thuong hiéu L’ Oreal.

Gia thuyé&t H3: Nhan thic ki€ém soat hanh vi ¢6
tic dong, anh hudng thuin chiéu (+) dén y dinh
mua cdc san phdm chim séc da cda thuong hiéu
L’Oreal.

Gi4 thuy&t H4: Hinh 4nh thuong hi¢u/Thuong
hiéu c6 tdc dong, Anh hudng thuin chiéu (+) dén y
dinh mua cdc san phim chim séc da ciia thudng
hiéu L’Oreal.

Gi4 thuyé&t H5: Khuy&én mii ¢ tdc dong, dnh
huéng thuin chiéu (+) d&€n y dinh mua cdc sin
phiam chim séc da ctia thuong hiéu L’ Oreal.

3. Phuong phap nghién ciu

Nghién citu st dung thang do Likert 5 va 7 1a 2
thang do dudc khuy&n nghi ding cho mé hinh Ly
thuyét hanh vi dy dinh (Theory of Planned
Behaviour - TPB), cho phép nhém tic gid do
ludng dugc sy tan thanh/khong tdn thanh cia dap
vién qua 5 diém véi di€m 1 132 “hoan toan khong
ddng y” va diém 513 “hoan toan ddng ¥y, di€m 3
12 “trung 1ap”. Nhém tdc gid ti€n hanh phat bing
héi truc tuyén cho cdc ddi tugng 1a khdch hang
nam/ni¥ tudi tir 18-45 trén khu vuc dia ly 1a TP. HO
Chi Minh, st dung dich vu tao bang hdi online
Google Form bao gdom 47 ciu hdi vdi 2 muc tiéu
chinh 13 chia cic mic do md long dé dung thi/
mua cic loai m§ phaAm dudng da clia thuong hiéu
L’Oreal va phan tich nhan khiu hoc ciing nhu
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hanh vi tiéu diing cdc sdn phdm my phdm dudng
da néi chung tif nhém khich hang trén pham vi dia
ly TP. H5 Chi Minh, tir thang 10/2022 - 12/2022.
Sau khi thu thap dd s6 lugng miu (két quéd khdo
sat thu vé 61 miu khdo sdt. Qua phan sang loc, tdc
gid loai 11 trudng hgp khong tirng diing Cédc séan
phffm chdm so6c da L’Oreal va chon loc dugc 50
mau trad 15i hgp 1& dé€ ti€n hanh phan tich dinh
lugng), nhém tic gid sé& ti€n hanh st dung phan
mé&m SPSS 25.0 d& xi 1y dit lidu thu thap dudc,
gdm: ddnh gid do tin cay clia cdc thang do véi
ki€ém dinh Cronbach’s Alpha; phan tich nhan t&
khdm pha (EFA) véi ki€m dinh Barlett va KMO.
Phan tich hdi quy dugc sit dung nhim kiém dinh
chit lugng thang do, vd xem xét mdi quan hé gitta
cdc bi€n ton tai trong md hinh nghién citu, dong
thoi loai bién néu cé.

4. K&t qua nghién cifu

4.1. Két qua kiém dinh dp tin cdy Cronbach’s
Alpha

K&t qua phan tich do tin cay Cronbach’s Alpha
clia c bi€n doc 1ap va phu thudc cho thiy déu c6
do tin cay thda min diéu kién 12 hé s6 Cronbach’s
Alpha c6 gid tri 16n hon 0,6, thim chi con dat
ngudng tir 0,8 d&€n 1 12 ngudng dat do tin cay rat tot.
DPdng thdi, trong tdng s6 34 bién, c¢6 33 bién dat hé
sO tuong quan bién - tdng 16n hon 0,3, ngoai trir
bi€n NT6 - “T6i khong mua hang céc cdc loai my
phim dudng da clia nhin hang L’Oreal vi kh6 tim
thay trén thi trudng” bi loai bd do khdng thda diéu
kién nay. Vay nén, mo hinh nghi€n cu con lai 33
bi€n thudc cdc y&u t6: Thdi do, Chudn chii quan,
Nhan thic kiém soit hanh vi, Thuong hiéu,
Khuyé&n mii, Y dinh mua sidn phim chim séc da
cua thuong hiéu L’Oreal dugc dua vao phin tich
nhan t6 kham pha EFA.

4.2. Két qud phan tich nhén té' kham phd EFA

4.2.1. Kiém dinh KMO va Barletts cho cdc bién
doc lap

K&t qud phan tich KMO va Bartlett's bién doc
lap cho thdy hé s6 KMO = 0,806, ddp Ging dugc tiéu
chi ban diu 12 0,5 < KMO < 1 nén két qua nay hoan
toan thich hgp véi t&p dir li€u thu thap dudc. Ngoai
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Bdng 1. K&t qud ki€m dinh KMO va Bartlett's
cho cac bién déc Idp

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure 0.806
of Sampling Adequacy. ’
Bartlett's Approx. Chi-Square 1.093.413
Test of df 276
Sphericity Sig. 0,000

Nguén: Két qud phan tich dit liéu diéu tra
ciia nhém tdc gid

ra, gid tri Sig. trong ki€m dinh Bartlett's ¢ gid tri =
0,000 < 0,05 nén céc bi€n nay c6 mdi lién hé véi
nhau trong tirng nhén t§ da dugc dua vao md hinh.

Ki€m dinh Téng phuong sai trich cho k&t qua
Eigenvalues clia cd 5 nhin t6 déu 16n hon 1, nén
thda dicu kién cia cdc tiéu chi dé ra ban dau. Heé s&
tong phuong sai trich cong don (Total Variance
Explained Cumulative) = 77,66% > 50% dat ti€u
chi dé ra ban dau. Vay nén, nhém tic gia c6 thé két
luin 77,66% bién thién clia cic nhan td cé thé dudc
gidi thich b&i cdc bi€n trong mo hinh di dudc dwa
vao phin tich truée do.

K&t qua Ma tran xoay cho thdy cdc nhan t& déu
c6 hé sd tii nhan t6 (loading factor) > 0,5 cho thay
cdc bi€n c6 ¥ nghia rat tot trong md hinh, dong thdi
ddm bao tinh hoi tu clia bi€n trong cling mot nhan
t6. Tuy nhién, cdc bién NT5 - “T6i khong mua cic
loai my phdm dudng da ctia nhin hang L’Oreal vi
chua bi€t d&€n cong dung va hiéu qud ctia n6” va
TH4 - “T6i khong thudng mua cdc loai my pham
dudng da tir cic nhan hang nhd, khong ndi ti€ng”,
THS5 - “Tbi khong thudng mua cic loai m§ phdm
dudng da cla thuong hiéu dén tir Viet Nam”, TH6 -
“Thuong hiéu 12 y&u t& dau tién khi tdi chon trai
nghiém mot dong my phdm” da bi loai ra khdi mod
hinh nghién cttu. Bi€n NT5 bi loai do xuit hién & ca
2 nhém nhén & va chénh l&ch hé s6 tai loading
factor < 0,2 nén bi loai ra khdéi mod hinh (Matt C.
Howard, 2015). C4c bién TH4, THS va TH6 bi loai
do bi tach biét ra khdi cdc bi€n con lai trong nhan to
“Thuong hiéu”,
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4.2.2. Kiém dinh KMO va Baletts cho bién
phu thudc

K&t qua tai Badng 2 cho thiy hé s6 KMO = 0,873,
dap tng dudc tiéu chi ban daula 0,5 < KMO < 1
nén k&t qua nay 1a hoan toan thich hdp véi t&p dir
liéu thu thap dugc. Ngoai ra, gid tri Sig. trong ki€m
dinh Bartlett's c6 gid tri = 0,000 < 0,05 (Nguyén,
2014) cho thdy cdc bi€n nay c6 mdi lién hé véi
nhau trong tirng nhén & da dugc dwa vao mo hinh.

Ki€m dinh Tng phuong sai trich: cho két qua
Eigenvalue = 4,343 > 1 nén c4c nhan t6 dudc rit ra
c6 ¥ nghia bao quét thong tin rat tot. Bén canh do,
hé s& tong phuong sai trich cong don = 86,869% >
50% dat tiéu chi dé ra ban dau.

Kiém dinh ma trin xoay: tit cd cdc bié€n trong
nhan & “y dinh mua hang” déu c6 hé sd hé so tai
nhan td > 0,5, cho thiy cdc bién c6 ¥ nghia thdng ké
rit tot trong mo hinh, ddng thdi ddm bio tinh hdi tu
clia bi€n trong cling nhan to.

Céc bién trong nhin t6 con lai sau phén tich
EFA 1a YD1 - “C6 kha nang t6i s& mua cic loai my
phim dudng da d&n tir nhin hang L’Oreal”, YD2 -
“Tbi sin sang mua cic loai my phim dudng da dén
tor nhan hang L.’ Oreal”, YD3 - “T6i c6 dy dinh mua
cic loai my phim dudng da d&n tir nhian hang
L’Oreal”, YD4 - “T6i nghi viéc mua cédc loai my
phim dudng da d&n tir nhiin hang L’ Oreal nén dugc
khuyé&n khich cho moi ngudi”, YDS5 - “Toi s& gidi
thiéu moi ngudi mua cic loai my phdm dudng da
dén tir nhin hang L’Oreal” thudc thang do Y dinh
mua m§ phdm dudng da ctia nhin hang L’Oreal.

4.3. Phén tich hé s6 tuong quan Pearson

Phan tich twong quan Pearson cho thdy hé s6
Sig. phdn 4nh m&i tuong quan ctia cdc bi€n doc 1ap
v6i bién phu thudc khi Sig. déu c6 gid tri bing
0,000 < 0,05. Biéu nay cho thay cdc bién doc 1ap c6

BAng 2. K&t qud ki€m dinh KMO va Bartlett's
cho céc bién phu thuéc

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure
' 0,873
of Sampling Adequacy.
Bartlett's Approx. Chi-Square 291.446
Test of df 10
Sphericity S, 0000

Nguén: Két qud phan tich dit liéu diéu tra
ctia nhém tdc gid

moi quan hé tuong quan tuyén tinh vdi bi€n phu
thudc. Bén canh d6, ciac hé s6 Pearson Correlation
ctia bi€n doc 1ap tuong quan vSi bién phu thude déu
16n hon 0 nén cdc bién nay c6 tdc dong thuan chiéu
v6i bién phu thudc. Trong d6, bién “Thai do” la
y&u t6 c6 moi tuong quan manh nhit d&én y dinh
mua hang (R =0,755).

4.4. Két qua phén tich hoi quy bji

Nhém tdc gid thuc hién phan tich hdi quy bing
cdch dua bi€n dong thdi vao ciing ldc. Trong bai,
nhém tac gia chi tdp trung vao 3 bang chinh, bao
gdm: Tém tit mo hinh (Model Summary), ANOVA
va Coefficients.

Bang 3 cho thiy Adjusted R Square = 0,790 nén
céc bi€n ddc 1ap trong md hinh giai thich dugc 79%
sy thay ddi cha bién phu thudc “y dinh mua hang”.
Phan con lai 14 21% 1a sai s6 va cdc bién sd khic.
Hé s6 Durbin-Watson = 1,908 théa mén diéu kién
tir 1,5 d&€n 2,5 nén khong x4y ra hién tugng tu tuong
quan chudi bac nhat.

Dai v6i kiém dinh bAing ANOVA, F =24,931 va
Sig. bing 0,000 < 0,05 cho thdy mo hinh hdi quy da
xay dung 12 phit hgp va c6 thé gidi thich dudc su
bié&n thién clia bi€n phu thudc 1a “y dinh mua” cac

Bdng 3. Model Summary

Model Summary

Model R R Square

Adjusted R Square

Std. Error of the Estimate Durbin-Watson

1 0,860 0,739

0,709

0,52247 1,908

Ngudn: Két qud phan tich dit liéu diéu tra ciia nhém tdc gid
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Bang 4. ANOVA

ANOVA
Model Sum of Squares Mean Square F Sig.
Regression 34,028 6,806 24,931 0,000b
1 | Residual 12,011 0,273
Total 46,039

b Predictors: (Constant), Nhan thuc, Chuan chu quan, Thuong hieu, Khuyen mai, Thai do

san pham chim séc da cla thuong hiéu L’Oreal.
(Béang4)

P& d4nh gi4 hién tugng da cong tuyé&n, nhém tc
gid xem xét hé s6 VIF. Hé s§ VIF clia c4c bién doc
lap trong md hinh hdi quy déu cé gid tri nhd hon10
nén loai trir khd ning cdc bi€n nay xdy ra hién
tugng da cong tuyé&n (Hair va cong su, 2009).

Sau khi thuc hién hdi quy, nhém tic gid nhan
thdy gid tri Sig. ctia 3 nhan t6 TH, KM va TD tuong
tng 1an lugt v6i 3 y€u t6 la “Thuong hiéu”,
“Khuyé&n mii” va “Thdi d6” déu nhé hon 0,05, vay
nén cic y&u td ndy déu c6 dnh hudng dén bién phu
thudc va ton tai hé s& hdi quy cho 3 nhan & nay.
Céc nhan t6 nay déu c6 hé sd hdi quy 16n hon 0,
diéu nay cho thdy cdc nhan t& nay c6 tic dong cling
chiéu d6i v6i bi€n phu thudc. Con lai 2 nhén t& 12

Nguén: Két qud phan tich dit liéu diéu tra ciia nhém tdc gid

“Chuén chii quan” va “Nhan thifc kiém sodt hanh”
vi ¢6 Sig. 16n hon 0,05 nén khong anh hudng 1é€n
bi€n “Y dinh mua hang” va khong ton tai hé s6 hdi
quy cho cdc nhan t8 nay. (Bdng 5)

Ta c6 phudng trinh hdi quy (d4 chuin héa):

YD =0,403*TD + 0,303*KM + 0,276*TH + ¢

Tir phuong trinh hdi quy dd chuidn héa c6 thé
thay: Yé&u t& "Thdi do” c6 tri tuyét ddi Beta da
chudn héa cao nhit 12 0,403 nén “Thdi d6” c6 tic
dong manh m& nhét 1én bi€n phu thudc 1a “Y dinh
mua” cdc san phdm chim séc da cta thuong higu
L’Oreal. Tiép theo, yéu t6 “Khuyén mii” c6 tri
tuyét d6i Beta dd chuin héa = 0,303, cao thit hai
nén yéu t6 “Khuy&n mii” 12 y&u t& c6 dnh hudng
manh thit hai 1én bi€n phu thuéc “Y dinh mua céc
sdn phim chim séc da clia thuong hiéu L’Oreal”.

BAng 5. Hé s& hdi quy

Coefficients
o Uislalordized | Sandartized t g | Cotiearty Siatsios
B Std. Error Beta Tolerance VIF
Hang so -1019 0,480 -2123 0,039
Chuan chu quan 0,102 0,129 0,087 0,791 0,433 0,493 2,028
Thuong hieu 0,359 0,141 0,276 2,542 0,015 0,503 1,986
1 Khuyen mai 0,343 0,122 0,303 2,806 0,007 0,508 1,969
Thaido 0,520 0,154 0,403 3,383 0,002 0,418 2,394
Nhan thuc -0,052 0,137 -0,040 -0,382 0,704 0,537 1,861
a Dependent Variable: Y dinh
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Cudi cung, yéu t& “Thuong hiéu” c6 tri tuyét doi
Beta dd chuin héa 1a 0,276 nén yéu t6 “Thuong
hiéu” 12 y€u t& c6 dnh hudng manh mé th ba 1én
bién phu thudc “Y dinh mua cdc san phdm chim
soc da ciia thuong hiéu L’Oreal ”.

Kiém dinh gid thuyé&t: K&t qua phan tich hdi quy
trén cho thdy mifc § nghia cia mo hinh 1a 0,000 rat
nhd so véi mic 0,05 ching td md hinh hdi quy phi
hdp véi dit liu thuc t€ di dudc nhém tic gid thu
thap. Tuy nhién, chi c6 3 trén 5 bién ddc 1ap dua vao
mo hinh 12 cdc bi€n ddc 1ap c6 ¥ nghia, bao gom:

Gia thuy&t H1: Ki€m chiing tir md hinh hdi quy
cho thdy “Théi do” c¢6 tic dong tich cuc d&n “Y
dinh mua cdc san pham chim séc da cia thudng
hiéu L’Oreal”, thé hién qua: Hé s6 hodi quy 0,403
va & mic y nghia 0,002. Vay nén, chdp nhan gii
thuy&t H1.

Gi4 thuyé€t H4: M0oi quan hé giita “Thuong
hiéu” c6 tic dong tich cyc dén “Y dinh mua céc san
phim chim séc da clia thuong hiéu L’Oreal”, thé
hién qua: Hé s6 hdi quy 0,276 va & mic y nghia
0,015. Vay nén, chaAp nhan gid thuy&t H4.

Gia thuyé&t H5: K&t qua tir kiém ching tit mo
hinh hoi quy cho nhan “Khuy&n mii” c6 tic dong
tich cuc dén “Y dinh mua céc sin phdm chiam séc
da cta thuong hiéu L’Oreal”, thé hién qua: Hé s6
hdi quy 0,303 va & mic y nghia 0,007. Viy nén,
chap nhan gia thuyét H5.

5.Ké&tluan va ham y quan tri

5.1. Két lugn

Tir cac két qua nghién cttu va phan tich cdc 4nh
hudng cta cic bi€n ddc 1ap tdc dong 1én bién phu
thudc “Y dinh mua cdc sidn phdm cham séc da clia
thuong hiéu L’Oreal”, nhém t4c gid nhan thdy su
tdc dong mifc 4nh hudng gidm dan theo: (1) Thai do
(B = 0403); (2) Khuyén mii (B = 0,303); (3)
Thuong hiéu (B = 0,276). Pong thdi ki€m tra mifc
do chap nhan cda céc gia thuyét.

Ngoai ra, két qua nghién cttu con cho thiy cic
bién doc 1ap dugc nhom tdc gid thi€t 1ap & md hinh
hdi quy bdi ¢6 khad ning dnh hudng dén 79% su
thay ddi ctia bién phu thudc “Y dinh mua hang céc
san pham chim séc da cla thuong hiéu L’Oreal”.

Phan con lai 12 21% 1a sai s6 va cdc bién s6 bén
ngoai khic (c6 thé 1a sy khac biét vé nhan khiu
hoc: d6 tudi, gidi tinh, hanh vi mua hang, trinh do
hoc van, thu nhap cd nhan,...).

5.2. Mjt s6'khuyén nghi

5.2.1. Thdi do

D6i véi hinh thiic bo tri trén cdc kénh tryc tiép,
cAn tao cho khidch hang mot bAu khong khi thin
thién, an can trong khi mua hang. Viéc nay c6 thé
dén tir cich nhan vién chim séc khach hang niém
nd, gidi ddp dudc nhitng thic mic ciing nhu dua ra
nhitng 16i khuyén hgp 1y trong viéc lya chon san
phim dudng da L’Oreal. Bén canh d6, ké trung bay
cling can dep mit, bd cuc hop 1y, thu hit cling 12
nhitng di€m quan trong can chi y.

D&i véi hinh thite kénh truc tuyén, bao gdm: cic
san thuong mai dién t&, trang web clia cong ty, cac
kénh truyén thdong nhu Facebook, Instagram. Piu
tién, d6i véi san thuong mai dién tir Shopee, Tiki,
Lazada, di€m ndi bat clia cdc sdn phdm L’Oreal 1a
tich hgp cong nghé AR va VR cho phép khich hang
c6 thé kiém tra thir vé& két ciu (texture) clia san
phim. Pic biét v6i cdc sdn phim trang di€m,
L’Oreal con c¢6 tinh niang cho phép trai nghiém
(apply) san pham d6 va cho thay két qua ngay trén
man hinh dién thoai khong cin dén truc ti€p clra
hang d€ thir. Tuy nhién, cdc sdn pham chim séc da
van chua c6 nhiéu chuong trinh quing cdo dic sic
s0 v6i cdc sdn pham trang diém. Trong khi d6 vin
dé ngudi tiéu dung quan trong hang dau 1a biét
dugc mic do hiéu qua ctia sin phadm. Vi the, nhém
tdc gid dé xuat doanh nghiép cin chi trong d&n cic
binh luin (review) & mdi bai ding sin phim trén
cdc kénh thuong mai dién tif &€ 1am “mdi” (trigger)
cho cdc ¥ dinh mua hang trong tuong lai.

Ngoai ra, dich vu chim s6c chim s6c khach
hang ciing 12 mdt trong nhitng y&u t6 4nh hudng rat
16n dé&n thai do clia khach hang, cd cho kénh bin
hang tryc tuyé&n va truc ti€p. Khi mua hang & kénh
ban hang truc ti€p, can cAn nhic dén thii do khich
hang liéu ho c6 dang cin tu van hay khong. Trong
trudng hdp ho khdng cin tu vin ma di c6 nhitng
san pham cAn mua hoidc c6 hi€u biét nhit dinh vé
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san pham thi viéc tu vAn s& khi&n khach hing cAm
thiy khé chiu va khong dat dugc mic do hai long
tuyét doi. Trong trudng hop khach hang cin tw van,
nhén vién tr van ciing nén 1a ngudi ndm bit t6t tAm
ly khach hang va c6 nhitng kién thitc vé dudng da
nhat dinh dé thau hiéu dugc van dé khach hang
dang gip phai la gi, tir d6 c6 nhitng d& xuit san
phdm chim séc da phit hgp v6i nhu cau khach hang
va van dé khach hang dang gip phai.

5.2.2. Thuong hiéu

Thit nhdt, doanh nghiép can quan tAm dén cic
gia tri cot 16i d€ dinh hinh lai thuong hiéu L’Oreal
trong long khach hang. Doanh nghiép cin c6 nhitng
chi€n dich phli hdp véi phan khic khiach hang muc
tiéu cda tiing dong san phim (dic biét 1a d6i véi
mot tAp doan da qudc gia trong linh vyc 1am dep véi
nhiéu dong sdn pham khic nhau). Khong nhitng
th&, mdi chi€n dich dudc tung ra can c6 thong diép
k&t ndi va phit hdp vdi thdong diép chinh ciing nhu
mang trong minh nhitng gid tri ¢ot 16i clia nhin
hang thi gid tri thuong hiéu trong long khich hang
mdi dugc ddng nhat va nhat quén.

Thit hai, bén canh cdc gid tri cOt 16i vé thudng
hiéu, doanh nghiép ciing cin didy manh cic gia tri
phét trién bén viing, thic ddy gia tri cong ddng nhu
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nhitng “cam ké&t khong thit nghiém trén dong vat”,
bao bi c6 thé tdi ché dugc va giam thi€u tdi da
lugng nhuya thai ra moi trudng, huéng d€n my phadm
tir thién nhién, an toan cho ngudi st dung s€ la
nhitng di€m mau chét ¢ thé kich thich 1ong tin va
trung thanh vé thuong hiéu ctia khiach hang muc
ti€u, ddc biétla cadc khach hang Gen Z.

5.2.3. Khuyén mdi

C6 thé néi, chuong trinh khuyé&n mii di va dang
12 mot 1¢i thé khi nhic dén thuong hiéu L’ Oreal -
mot thuong hiéu ludn c6 rat nhiéu chuong trinh
khuyé&n maii, gidm gid. Tuy nhién, da phin céc
chuong trinh khuy&n mii hay gidm gia déu duoc
thuc hién & cac kénh Online (truc tuyén) va dién
hinh 12 cdc san thuong mai dién t bing cdc chuong
trinh gidm gid sau (Flash Sales) hang thang hay cac
ddt gidm ngay I€, cudi nim, Black Friday,...

Trong d6, hinh thitc gidm gid nhu ting kém qua
ting “Mua 2 ting 3” hoic ting cdc sin phdm diing
thr (Sampling) hodc hinh thic gidm gid khi mua
tron bd san phadm van dudc khach hang va chudng.
Tuy nhién, ngodi viéc thic ddy mua hang truc
tuyén, cac chuong trinh khuyé&n maii ciing nén dudc
cAn bing & cdc kénh tryc ti€p nhiim kich thich mua
hang tai diém ban m
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ABSTRACT:

This study analyzes the intention of consumers in Ho Chi Minh City to buy L'Oreal skin care
products. The study finds that there are three factors affecting consumers' intentions to buy
L'Oreal skin care products. These factors, listed in descending order of impacting level, are (1)
Attitude (B = 0.403); (2) Promotion (B = 0.303); and (3) Trademarks. Based on the study’s
findings, some recommendations are made to help L'Oreal assess and adjust its marketing
activities and business strategies in the future.

Keywords: intentions, skin care products, L'Oreal, consumers, Ho Chi Minh City.
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