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TOMTAT:

Nghién cifu tim ra va kiém dinh cdc yé&u t6 4nh hudng dén quyét dinh mua smartphone ctia
khach hang tai Clra hang FPT Shop - Chi nhdnh Hoa Khanh, bing viéc khdo st 200 khach hang,
st dung phuong phdp nghién ctfu dinh tinh 12 phdng van chuyén gia két hop v6i phuong phap dinh
lugng st dung phan mém SPSS dé phan tich hdi quy. K&t qua cho thiy, cic yéu t& 4nh hudng dén
quyé&t dinh mua smartphone clia khdch hang theo cdc miic do tif cao xudng thap bao gom: sdn
pham, gia ca, ti€p thi va khuy&n mai va 4nh hudng xa hoi. Nghién cifu dé xuit mot s6 ham y quin
tri d€n c4c nha quan 1y clra hang nhiim ting cudng thu hiit khdch hang mua hing smartphone.

T khéa: smartphone, dién thoai thong minh, quyét dinh mua smartphone, FPT Shop, FPT

Shop - Chi nhanh Hoa Khénh.

1. Dit van dé

San phdm dién thoai thong minh (smartphone)
hién nay di trd thanh sin phadm gin giii v6i doi
song va can thi€t thiét yéu d6i véi ngudi tiéu
dung, dic biét la gidi tré. Cdc cong ty phan phdi
dién thoai thong minh hi€n nay cling kha da dang
va canh tranh v6i nhau khd gay gidt nhim thu hit
khdch hang, gia ting thi phan va lugng hang tiéu
thu, ning cao doanh s6. T d6 khach hang ciing
diéng tru6e nhitng su Iya chon khd da dang khi can
mua sim smartphone cho minh. Nghién citu tip
trung tim ra cdc yé&u t6 4nh hudng d&én quyét dinh
mua smartphone cta khach hang nhim dua ra cdc
ham y quan tri d6i v6i cdc nha quan Iy clra hang
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dé tir d6 ting cudng thu hiit khiach hang thanh
cong va canh tranh dugc véi cdc doi thil.

2. M hinh nghién citu dé xuat

Trén co s& k& thira va tham khao tif cic mo6 hinh
nghién ctu trudc d6, ddng thdi ti€n hanh nghién
ctu dinh tinh v6i 20 nhan vién lau ndm, nha quén ly
tai ctta hang va 10 khdch hang d&n mua san phim,
dé tai da d& xuat md hinh nghién cttu véi cdc bién
doc 1ap 4nh hudng dén quyét dinh mua smartphone
clia khdch hang tai FPT Shop Pa Ning bao gdm:
sdn pham, gid c4, thuong hiéu, ti€p thi va khuyén
mii, tv vAn bdn hang va bdo hanh, 4nh hudng xa
hoi. (Hinh 1)

Xay dung thang do: (Bang 1)
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Hinh 1: Mé hinh nghién ciu dé xudt Gi4 thuy&tnghién citu:

Gia thuyét H1: Y&u t& Sdn phim c6 quan hé
ddng bi€n d€n Quyét dinh mua ctia khach hang.

Gi4 thuyét H2: Y&u t& Gid c4 c¢6 quan hé dong
bi€n d&€n Quyét dinh mua ctia khdch hang.

Gi4 thuyét H3: Y&u t6 Thuong hiéu c6 quan hé
ddng bi€n d&€n Quyét dinh mua ctia khach hang.

Gié thuy&t H4: Yé&u 0 Ti€p thi va khuyén maii
c6 quan hé dong bi€n d&€n Quyét dinh mua cda
khach hang.

Gié thuy€t H5: Y&u t6 Tu van bdn hang va bdo

(Sén phdm

(Gié ca

Quyét
dinh mua
Smartphone

(ThUOng hiéu

(Tié’p thi va khuyén mai

(Tu van ban hang va bao hanh

( Anh huong X hoi hrfmh C/(’) que\ln hé doéng bién d&én Quyét dinh mua
cua khach hang.
Bdng 1. Thang do cho tiing yéu t6
Céc bién vé san pham Ky hiéu

SAN PHAM
Nhiéu loai san phdm da dang cho nhu cdu mua clia khach hang SP1
Céc dong san phdm méi dugc cap nhat lién tuc SP2
GIACA
Gia clia cac san pham 1a hop Iy GC1
C6 chinh sach mua tra thang va mua tra gép cho khach hang lya chon GC2
Chién lugc gia ctia FPT Shop rat hdp dan GC3
THUONG HIEU
FPT Shop la doanh nghiép 16n THA1
La thuaong hiéu uy tin hon so véi cac d6i thli canh tranh khac TH2

HINH THUC TIEP TH| VA KHUYEN MAI

Hinh thic ti€p th da dang, thu hat khach hang TTVKM1
Thudng xuyén c6 cac chuang trinh khuyén mai, cac uu dai (qua tang, voucher giam gia,...) TTVKM2
Qua tang clia chuong trinh khuy&n mai la thiét thuc, hiiu ich va co gia tri TTVKM3
TU VAN BAN HANG VA BAO HANH

Nhan vién rat nhiét tinh khi tu van va hé trg khach hang TVBH1
Nhan vién ¢ nang luc va kién thiic t6t vé san pham TVBH2
Céc chinh sach bao hanh va déi tré 1a hop Iy TVBH3
H& trg bao hanh nhanh chong va nhiét tinh TVBH4
Cach cham séc khach hang khién ban cam thay hai long TVBH5
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Cac bién vé san phdm Ky hiéu
ANH HUGNG XA HOI
Nhiing ngudi t6i quen déu mua smartphone tai FPT Shop AHXH1
Ngudi than va ban bé gidi thiéu, ggi ¥ téi mua smartphone tai FPT Shop AHXH2
QUYET BINH MUA CUAKHACH HANG
Toi sé xem xét mua smartphone QbM1
Téi s€ chon mua smartphone tai FPT Shop QbM2
Toi sé gidi thiéu cho ban bé va ngudi than mua smartphone tai FPT Shop QbM3

Gid thuyét H6: Y&u t6 Anh hudng xa hoi
c6 quan hé dong bién d&€n Quyét dinh mua cida
khach hang.

Sau khi phdng van chuyén gia 1a cdc nha quin
Iy va nhan vién lam viéc ldu ndm va khdch hang
thudng xuyén ctia Cong ty nghién ctu da dicu
chinh cdc thang do cho thich hgp. Sau d6 nghién
citu dd ti€n hanh khdo sit chinh thic véi 200
khdch hang mua hang tai FPT Shop chi nhdnh
Hoa Khénh.

3. K&t qua nghién cifu

3.1. Phén tich méu khdo sdt

K&t qua thong ké miu khdo sit cho thay:

Vé gidi tinh: ¢6 130 nam gidi tham gia kh3o sit
(chifm 65%) va 70 nit gi6i tham gia khdo sdt
(chi€m 35%).

Vé do tudi: dudi 25 tudi c6 85 ngudi (chi€m
42%), tir 26 - 40 tudi c6 78 ngudi (chi€m 39%), tir
41 - 50 tudi c6 27 ngudi (chi€m 13,5%), va trén 50
tudi c6 9 ngudi (chi€m 4,5%).

Vé thu nhdp: du6i 6 trieu dong c6 51 ngudi
(chi€m 25,5%), tit 6 - 10 triéu dong c6 55 ngudi
(chi€m 27,5%), tit 10 - 20 triéu ddng c6 72 ngudi
(chi€m 36%) va trén 20 triéu c6 22 ngudi (chi€m
11%).

Vé nghé nghiép: hoc sinh/sinh vién c6 42 ngudi
(chi€m 21%), kinh doanh/budén ban c6 66 ngudi
(chi€m 33%), c4dn bd/nhan vién vin phong c6 58
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Nguén: Tdc gid ty tinh todn

ngudi (chi€m 29%), cong nhan c6 22 ngudi (chi€m
11%), nghé nghiép khic c6 12 ngudi (chi€m 6%).

C6 thé thay, khiach d&€n mua hang tai cira hang
FPT Shop - Chi nhanh Hoa Khanh l[a nam gidi
chi€m ty 1& cao, phan 16n c6 do tudi tré (dudi 40
tudi), c6 thu nhap trung binh va tuong déi cao, vé
nghé nghiép da so 12 ngudi kinh doanh budn ban va
cdn bd/ nhan vién vdn phong.

3.2. Kiém dinh d9 tin c@y ciia thang do (Bang 2)

Nhu vy, cdc thang do déu ddm bdo diéu kién
Cronbach’s Alpha > 0.6, tuong quan bié€n tdng ciia
bi€n quan sit ddm bado diéu kién > 0.4. Vay céc
thang do ddm bao tinh tin ciy cho nghién citu.

3.3. Két qua phén tich nhéan t6'khdm phd EFA

Ti€n hanh phan tich nhan t6 bing SPSS thu
dudgc k&t quia KMO = 0.809 va Sig. (Bartletts Test)
= 0.000 (sig. < 0.05), k&t qua phan tich théa min
theo nghién cttu cia Hair (1998).

D6i vé6i bién phu thudc, két qua phan tich nhan
t6 cho thay chi s§ KMO = 0,713 véi sig = 0.000 cho
thay nhan t6 dugc sit dung 1a phi hop.

3.4. Két qua phén tich tuong quan

Hé s6 phan tich tuwong quan cho biét mic do
tuong quan giita bi€n ddc 1ap va bi€n phu thudc va
dudgc do ludng bing gid tri tuyét ddi Pearson. Gi tri
nay cang gan 1 thi 2 bién c6 mdi tuong quan cang
chit ch& v6i nhau. Tir két qua phan tich tuong quan
cho thdy, bién phu thudc Y c¢6 moi tuong quan vdi 6
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Bdng 2. Théng ké Cronbach’s Alpha

Thang do Sébién quansat | Cronbach’sAlpha | Tuong quan bién téng nhé nhat
Séan pham 2 0.991 0.982
Giaca 3 0.745 0.535
Thuaong hiéu 2 0.934 0.877
Hinh thic ti€p thi va khuyén mai 3 0.725 0.538
Tu v&n ban hang va bao hanh 5 0.820 0.554
Anh hudng xa hoi 2 0.773 0.631
Quyét dinh mua dién thoai tai FPT Shop 3 0.838 0.674

bi€n ddc 1ap vi sig clia cdc bi€n doc 14p déu nhd hon
5% (sig < 0.05). Trong d6 yéu t6 Gi4 cd, Tu van ban
hang va bdo hanh; Ti€p thi va khuy&n mii c6 méi
tuwong quan cao nhat doi véi bi€n phu thudc la
Quyé&t dinh mua ctia khach hang.

3.5. Phén tich két qua hoi quy

Phan tich hdi quy giffta bi€n phu thudc 1a Quyét
dinh mua cla khach hang va cdc bién doc lap,
cho thay ¢6 2 bi€n c¢6 miic y nghia > 0.05 1a Thudng
hiéu va Tu van ban hang va bdo hanh. Nén 2 bién
nay dudc loai khdi mo hinh Hdi quy. Ti€n hanh
chay lai Hdi quy, ta ¢6 R? = 0,598 va R? di¢u chinh
= 0,563 cho thdy sy phll hgp ctia md hinh nghién
ctfu. Ta thiy trong két qui kiém dinh theo bang
ANOVA c6 mic y nghia Sig= 0.000 < 0,01 (a0 =
0,01) nén mo hinh hdi quy vira xay dung 1 phit hgp
v6i tdng thé nghién ctiu va c6 thé dudc st dung.

M0 hinh hdi quy:

Quyét dinh mua cia khdch hang = 0,245 Sin
phém + 0,244 Gid ci + 0,230 Tiép thi va khuyén
mai + 0,194 Anh huéng xa hoi

Tur k&t qud trén, c6 4 gid thuyét duge chdp nhan:
d6 1a 4 nhan t6 Sin phdm, Gi4 ca, Ti€p thi va
khuyé&n mai, Anh hudng xa hdi c6 quan hé cung
chiéu d&€n Quyét dinh mua ctia khiach hang.

3.6. Kiém dinh su khdc bi¢t ciia cdc yéu t6 nhdn
khdu hoc anh huéng dén Quyét dinh mua ciia
khdch hang

Nghién cttu ti€n hanh kiém dinh One-way

Ngudn: Tdc gid tu tinh todn

ANOVA dé€ kiém dinh su khdc biét clia cic yéu t&
nhan khiu hoc ctia khidch hang dnh hudng dén
Quyé&t dinh mua. K&t qué cho thdy, khong c6 su
khdc biét giita cic yéu t6 nhan khiu hoc ctia khiach
hang nhu gidi tinh, d6 tudi, nghé nghiép, thu nhap
dnh hudng d€n sy gin bo ctia nhan vién.

4. K&t luan va ham y quan tri

4.1. Két lugn

Nghién cttu da cho thdy, cidc nhan t& 4nh hudng
dén Quyét dinh mua smartphone cta khdch hang
tai FPT Shop - Chi nhanh Hoa Khénh bao gdbm Sén
phdm, Gié ca, Ti€p thi va khuy&n mai, Anh hudng
x4 hoi. Vi vy, d€ niang cao thu hit khach hing mua
hang tai clta hang, cdc nha qudn tri cin xem xét
khong ngirng cdi thién v ning cao cdc y&u td nay.

4.2. Ham y qudn tri

Tir két qua nghién ctu trén cho thiy, sin pham,
gid cd, hinh thic ti€p thi va khuy&én maii cta clta
hang ¢6 &nh hudng quan trong 1én quyét dinh mua
hang ctia khach hang, ti€p dén la yé&u t6 4nh hudng
x4 hoi.

Vi viy, vé mit sin phim, hién nay, danh gid
ctia khach hang vé san phiam tai cira hang 1 kha tot
vGi Mean 1a 4.05. Vi vy, ctta hang nén ti€p tuc
ddm bao uy tin cla sin phdm dudc ban, khong
ngirng cip nhat cdc sin phadm mdi, ddm bio sy da
dang clia cic loai san phdm d€ ddp tng nhu ciu da
dang clia ngudi mua.

V& gi4 ¢, ddnh gid clia khdch hang hién nay vé
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gid cd cha ctra hang 1a 3.9. Nhu vay, gié ca tai clra
hang 1a khd hop 1y. Vay ctta hang nén ti€p tuc xay
dung va duy tri chinh sich gi4 sin phim dam bao
tinh canh tranh so véi cac d6i thd, ti€p tuc sit dung
nhiéu hinh thic thanh todn nhu thanh todn ngay
hoic trd gép d€ tao thuin 1gi cho qud trinh mua ciia
khach hang.

V& hoat dong ti€p thi va khuy&n mii, mitc ddnh
gia clia khach hang trung binh la 3.92 dé&n 4,19,
diéu d6 thé hién cac hoat dong ti€p thi va khuyén
mai clia cra hang hién nay 1a kha thu hiat. Vay cira
hang nén ti€p tuc thuc hién nhidu hinh thiic khuyén
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mai da dang nhu gidm gid, qua ting kém theo khi
mua hang, v6i nhitng phan qua hap din, thi&t thuc
ma khich hang mong dogi.

V& &nh hudng xa hoi, dinh gi4 clia khdch hang
hién nay la & muc thap, trung binh § mic 3.31 dé€n
3.54, diéu d6 thé hién khich hang chua bi anh
hudng nhidu vdi ngudi thin va ban bé trong quyét
dinh mua hang tai FPT Shop. Ctta hang nén tang
cudng cdc hoat dong quang b4, thu hiit d€ nang cao
tAm anh hudng qua lai 13n nhau giita cdc khich
hang, tir d6 thiic ddy cac khach hang d&€n mua hang
nhiéu hon tai ctta hang m
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ABSTRACT:

This study determines and examines the factors affecting the decision of customers to buy
smartphones from FPT Shop - Hoa Khanh branch. In this study, 200 customers are surveyed,
and the collected data is analyzed by using qualitative research with SPSS software. The
study’s results show that there are four factors affecting customers’s decisions to buy
smartphones. These factors, listed in descending order of impact, are: product, price,
marketing and promotion, and social influence. Based on the study’s results, some managerial
implications are proposed to FPT Shop - Hoa Khanh branch’s store managers to increase the
number of customers buying smartphones from the store.

Keywords: smartphone, smartphone purchase decision, FPT Shop, FPT Shop - Hoa Khanh
Branch.
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