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THONG TIN TOM TAT
DOI:10.46223/HCMCOUS. Nghién ctru tim hiéu cac yéu t6 anh huong dén y dinh tiép
econ.vi.17.3.1981.2022 tuc mua 6 t6 thuong hiéu Toyota cua khach hang tai thanh phd

Vinh Long. Dua trén co sé 1y thuyét hanh vi dy dinh (TPB) va
cac nghién ciru vé ¥ dinh hanh vi mua 6 t6, bai nghién ciru da dé
xuat md hinh nghién ctru va tién hanh phong van 210 khach hang
. . tai thanh phd Vinh Long bang phuong phap chon mau phi xac
Ngay nhan: 05/07/2021 sudit (chon méu thusn tién). Phuong phép kiém dinh d6 tin ciy
Ngay nhén lai: 08/08/2021  thang do Cronbach’s Alpha, phan tich nhan t6 EFA va phuong
Duyét dang: 25/08/2021 phap hoi quy tuyén tinl} duoc su dgng trong nghién ctru nay. ’Két
qua nghién ctru chi ra rang c¢6 05 y€u to anh hudng tich cuc dén y
dinh tiép tuc mua 6 t6 thuong hiéu Toyota ctia khach hang &
thanh phd Vinh Long bao gdm: chuan chu quan, danh tiéng san
phém, dich vu bdo hanh stra chira, nhan thirc gid ban va sy hai
Tir khéa: long. Bai nghién ctu da dong gép va lam giéu thém 1};/ thuyét
hanh dong hop 1y TPB cling nhu déng gdp vé mat thuc tién trong
viéc dé xuat mot s6 ham y quan tri nham nang cao ¥ dinh tiép tuc
mua 0 to thuong hi¢u Toyota.

ABSTRACT

We study how Research factors positively affecting the
purchase intention of Toyota in Vinh Long City. Based on the
Theory of Planned Behavior (TPB) and studies on car buying
behavior, the research has proposed a research model and
interviewed 210 customers in Vinh Long city by non-probability
sampling method (convenient sampling). Cronbach’s Alpha (a
measure used to assess the reliability, or internal consistency, of a
set of scale or test items), EFA (Exploratory Factor Analysis), and
Linear Regression method were used in this study. The research
results show that there are 05 factors affecting consumer’s
purchase intention when buying Toyota in Vinh Long City,
Toyota car; Vinh Long City; jncluding subjective norms, brand identity, quality service
repuchase intention guaranteed, market price, and satisfaction. The research is an

extension of the Theory of Planned Behavior Model as well as
proposing a practical implication of some key factors affecting
consumers’ intentions to purchase Toyota.
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1. Giéi thi¢u

O Viét Nam, khi nhic dén xe may thi nguoi ta nhic ngay dén Honda, con ndi vé xe 6 t6
thi Toyota dugc xem la thuong hi¢u quen thudc. bdi vai nguoi dan Viét Nam, 6 t6 1a tai san lon,
do @6 khi mua 6 t6 ai ciing dén do can nhic vé thuong hiéu. Tir nim 2012, Cong ty O t6 Toyota
Vi¢t Nam vinh dy nhan dugc gidi thudng Réng vang tai hang muc “Thuong hi¢u dugc yéu thich
nhat” do ngudi tiéu dung binh chon. Toyota duoc ngudi tiéu dung tin twong khong chi boi
thuong hiéu toan cAu ma con vé chit lugng san phém, dich vu sau ban hang cua céc dai ly
Toyota tai Viét Nam.

Trong nhitng ndm gan day, san luong xe 6 t6 ban ra ngay cang ting véi nhiéu san pham 6
t0 madi c6 mat trén thi truong Viét Nam. Theo s6 litu VAMA (Hiép hoi cac nha san xuét 6 to
trong nudc) cho thiy doanh sé ban hang cua cac doanh nghiép thanh vién trong 09 thang dau
nam 2019, dat 219,205 xe 0 t6 cac loai, ting 18% so v4i cung ki ndm ngodi. Tuy nhién, tai Viét
Nam, ti 1¢ ngudi s& hitu xe 6 to van con thép so v6i cac nude trong khu vuc va trén thé gidi. Viét
Nam c6 ty 1€ s¢ hitu 6t6 chua téi 30 xe/1,000 dan. Pay 1a con $6 qua thép so v&i mot thi truong
c6 toi 97.3 triéu dan. Ty 1& nay ciing thap hon nhiéu so v6i Trung Qudc (120 xe/1,000 dan) va
con cach qua xa My (800 xe/1,000 dan). Do d6, dé thu hut va gitr dwoc khach hang da mua 6 to
va co y dinh tiép tuc mua thém 6 t6 v&i thuong hiéu da dugc tin tuong s dung trude do 1a thach
thirc khong nho dbi voi cac doanh nghiép. Viéc nhan biét duoc cac yéu td tac dong dén y dinh
tiép tuc mua xe 0 to ctia khach hang 1a rat can thiét gitp cac doanh nghiép c6 thé giit dugc khach
hang va gitp ting thi phan. Cac hang xe 6 to can phai biét: Khi mua xe 6 to thi khach hang s&
chon thuong hi¢u nao? Tai sao lai chon thuong hi¢u d6? Nhiing diéu gi anh hudng dén y dinh
mua 6 to cta khach hang?, ... Vi khi hiéu duge diéu nay, doanh nghiép méi c6 co sé dé théa man
khach hang mot cach tot nhat, nham thac day khach hang gia ting ¥ dinh tiép tuc mua 6 to
thuong hi¢u da duoc st dung hoac trai nghiém trude do. Vi vay, nghién ctru y dinh tiép tuc mua
c6 thé giup cac nha san xuét, kinh doanh va nhirng nguoi lam marketing du doan duoc hanh vi
mua cua khach hang (Le, 2014).

Trén goc d 1y ludn, nghién ctru vé ¥ dinh mua xe 6 t6 clia ngudi tiéu ding da duogc cac
tac gia tiép can theo rat nhiéu quan diém khac nhau. Tuy nhién, két qua cia mot s6 nghién ctu
van chua c¢6 sy thong nhat. Mot trong nhitng nguyén nhan d6 1a do su khac biét vé van hoa ving
mién, van hoa ciia méi qudc gia. Do d6, mot s6 nha nghién ctru cho rang, ¥ dinh tiép tuc mua xe
6 t6 van can phai nghién ctru k¥ hon trong bdi canh cu thé & cc qudc gia khac nhau, & timg thi
truong khac nhau (Thai, 2012). Chinh vi vay, nghién ctru y dinh mua xe 6 t6 ciia nguoi tiéu dung
trong diéu kién, hoan canh cu thé tai Viét Nam khong nhing c6 y nghia vé mit thuc tién ma con
dong gop vé mit 1y ludn nham bd sung va hoan thién hon nita két qua cua cic cong trinh nghién
ctru trude day.

Ciing theo tim hiéu ciia tac gia, cic nghién ctru vé y dinh tiép tuc mua xe 6 to thwong hiéu
Toyota tai Viét Nam van con thiéu vang, khach hang da str dung 6 t6 thuong hiéu nay, c6 con
mudn tiép tuc mua thém 6 t6 Toyota khong? Va yéu té nao s& co tac dong vao ¥ dinh tiép tuc
mua 6 to thuong hiéu da ting sir dung. Bén canh d6, Vinh Long c6 nén kinh té trén da phat trién,
thu hat dau tu, va nhu cau st dung 6 t0, cling nhu nhu cau tu thé hién cling dugc gia tang, va nhu
cau mua thém hay ddi xe ciing can dugc cha ¥. Song do gidi han vé thoi gian va quy mé nén tac
gia chi tip trung nghién ctru ¥ dinh tiép tuc mua cta khach hang & dia ban Thanh phé Vinh
Long. Tir nhing 1i do trén, dé tai “Nghién ctru cac yéu t6 anh hudong dén ¥ dinh tiép tuc mua xe 6
t6 thuong hiéu Toyota tai Thanh phd Vinh Long” nhdm tim ra cic yéu t6 anh hudng dén ¥ dinh
tiép tuc mua xe 6 to thuong hiéu Toyota ctia khach hang. Tir d6, dé xudt mot sé ham ¥ quan tri
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tac dong tich cuc vao khach hang dé gia ting ¥ dinh tiép tuc mua xe 6 to thuong hiéu Toyota cia
khach hang tai Thanh phé Vinh Long.

Két cAu cta nghién ciru dugc trinh bay gdm 05 phan nhu sau: (i) Giéi thiéu, (ii) Co s& 1y
luan, (iii) M6 hinh va phuong phap nghién cuu, (iv) Két qua nghién ctru va thao luan, (v) Két
ludn va ham y quan tri.

2. Co s6 1y luan
2.1. Cdc ly thuyét c6 lién quan

Theo Ajzen (1991), thai do duoc phan thanh hai loai khac nhau doé 1a: thai do ddi voi cac
d6i tuong va thai do ddi voi cac hanh vi. Va c6 nhiéu ly thuyét giai thich cho hanh vi ctia con
ngudi n6i chung va hanh vi mua cia ngudi tiéu dung noi riéng. Trong d6 vé y dinh thuc hién
hanh vi ¢6 Ly thuyét hanh vi hop 1y (TRA) (Fishbein & Ajzen, 1975) va Ly thuyét hanh vi c6 ké
hoach (TPB) (Ajzen, 1991). Hai 1y thuyét nay duoc sir dung rong rii trong viéc giai thich y dinh
thuc hién hanh vi ciia con nguoi.

2.2. Cac nghién ciru trudc co lién quan

Nghién ciru vé ¥ dinh mua: c¢6 nhiéu nghién ciru trong va ngoai nudc da tién hanh nghién
ctru vé ¥ dinh mua 6 t6. Tac gia T. T. Huynh (2014) da tién hanh nghién ctru anh hudng cia gia
tri thuong hiéu dén y dinh mua 6 t6 ctia ngudi tiéu dung tai Thanh phé H6 Chi Minh. Két qua
nghién ctru cho thdy ¥ dinh mua 6 to ctia ngudi tiéu dung bi anh hudng bdi cac yéu té nhan biét
thuong hi€u, cdm nhan thuong hiu, lién tudng thuong hi€u, long trung thanh thuong hiéu, va
1ong tin thuong hiéu. Nguyen (2015) nghién ciru xac dinh cac yéu té anh huéng dén y dinh mua
xe 0 t6 Mazda cta ngudi tiéu dung tinh Gia Lai, gdm 04 yéu t6 anh huong cu thé 13: Thai do dbi
v6i cac thudc tinh xe hoi, chuan chi quan ciia khach hang, nhan thirc kiém soat hanh vi va y dinh
ctia ca nhan. P4i véi nghién ctru ngoai nude, Neizari, Nikandish, va Samadi (2017) di tim ra bn
yéu t6 chinh anh huéng dén ¥ dinh mua xe 6 t6 hybrid, 13 su nhay cam vé gia ca, nhan thic vé
moi trudng, gia tri nhan thirc xanh sach va sy tin tudng xanh sach. Tuong tu, két qua nghién ctru
cta Karunanayake va Wanninayake (2015) da xac dinh dugc anh hudng thai dé cta khach hang
vO1 moi truong, cac dinh mure chi quan, nhéan thirc vé gia, s¢ thich, kién thirc, va nhan thuc rii ro
dén ¥ dinh ciing nhu mong doi ctia khach hang khi mua mot chiéc xe Hybrid.

Déi v6i cac nghién ciru vé ¥ dinh tiép tuc mua/mua lai, cac nghién ctru tap trung vao linh
vUc mua sdm truc tuyén va dich vu hang khong. Cu thé Thai (2012) ga tién hanh nghién ctru cac
yéu t6 anh huong dén y dinh mua lai ciia khach hang khi mua hang qua mang Internet tai Thanh
phd HO Chi Minh. Két qua nghién ciru cho thdy y dinh mua lai (hay tai mua) chiu anh huéng boi
ba yéu t6 chinh d6 1a: sy tin cdy, danh tiéng cong ty va tinh dé sir dung. Trong dé, su tin cdy c6
tac dong manh mé& nhét, ké dén 1a danh tiéng cong ty va sau cung la tinh dé sir dung. Tuong tu,
Chiu, Wang, Fang, va Huang (2014) di nghién ctru cac yéu té anh hudéng dén y dinh tdi mua
hang tryc tuyén. Nghién ctru nay mo rong moé hinh ctia TAM béng viéc két hop sy tin tuong,
su thlch thua, va do lu’ong chat luong dich vu c6 anh hudng nhu thé nao dén y dmh quay trd lai
mua sam tryc tuyén. V& linh vuc dich vu, P. K. Huynh (2014) di nghién ctru cac yeu t6 tac dong
dén y dinh sir dung lai dich vu hang khong gia ré ciia khach hang tai Thanh phé H6 Chi Minh.
Két qua cho thdy c6 06 tac nhan anh hudng cu thé 1a: sy thoa mén d6i v6i chat luong bay, chit
luong dich vy, lich bay, gia c4, cong ngh¢ va ca yéu t6 d& lién hé. Nhin chung, vi¢c nghién ctru y
dinh tiép tuc mua 6 t6 con han ché va chua dugc kham pha & thi truong Viét Nam.
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3. M6 hinh va phwong phap nghién ctru
3.1. M6 hinh nghién ciru

Chuan chi quan

Danh tiéng san

ph'fim
Dich vu bao hanh Y dinh tiép mua 6 t6
stra chira thuong hi¢u Toyota

Nhan thirc vé gia

Su hai long

Hinh 1. M6 hinh nghién ctru dé xuat cua tac gia
Gid thuyét nghién ciru
Chuan chii quan dugc dinh nghia 1 nhan thirc ctia con ngudi vé viée phai tng xtr thé nao
cho phu hgp véi yéu cau xa hdi (Ajzen, 2002). Theo nghién ctu ciua Karunanayake va
Wanninayake (2015), Tarkiainen va Sundqvist (2005), Nguyen (2015), Dang (2012) va Le
(2014) thi chuan chu quan c6 4nh hudéng dang ké dén y dinh mua cua nguoi tiéu dung. Tt do, tac
gia dua ra gia thuyét:

H1: Chudn cha quan ¢é tdc dong cing chiéu (+) dén ¥ dinh tiép tuc mua xe 6 t6 thiong
hiéu Toyota

Pénh gia tong thé vé thé manh va niém tin dbi v6i san pham khi hinh thanh thai do ddi
vo1 san pham (Karunanayake & Wanninayake, 2015). Vi vay, gia thuyét nghién cou dugc dé
xudt 1a:

H2: Danh tiéng sdn pham cé dnh huong ciing chiéu (+) dén y dinh tiép tuc mua xe 6 td
thuong hiéu Toyota

Karunanayake va Wanninayake (2015) thdy rang chi phi bao tri va sira chita ¢6 thé anh
huong dén ngudi mua mdt chiéc xe hoi hon céc loai xe khac. Tu do, tac gid dua ra gia thuyét:

H3: Dich vu bdo hanh, sira chira ¢6 danh hwong ciing chiéu (+) dén y dinh tiép tuc mua xe
0 t6 thuong hiéu Toyota

Theo Kotler, Armstrong, Saunders, va Wong (2001) ngudi tiéu dung c6 tim 1y cho ring
gid cao la biéu hién cua san pham c6 chat lugng cao. Bén canh d6, nghién ctru ciia Karunanayake
va Wanninayake (2015) thi nhan thirc vé gia c6 anh hudéng dang ké dén y dinh mua xe hoi
Hybrid. Tur do, tac gia dua ra gia thuyét:

H4: Nhdn thic vé gid c6 anh hwéng cing chiéu (+) dén y dinh tiép tuc mua xe 6 to
thwong hi¢u Toyota

Theo Avraham (2013) chit lwong dich vu sira chita anh huéng dén sy hai 10ng ctia khach
hang, va su hai long cua khach hang anh huong dén y dinh mua xe cua khach hang trong lan tiép
theo. Vi vay, gid thuyét duoc dé xuat la:
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H5: Sur hai 10ng ¢ dnh hidng cing chiéu (+) dén y dinh tiép tuc mua xe 6 t6 thiwong hiéu
Toyota

3.2. Phwong phdp nghién ciru

Nghién ctru st dung phuong phap phong van truc tiép cac khach hang dwa vao bang cau
hoi. Bang cu hoi duoc thiét ké dudi dang cau hoi dong, theo dang thang do likert. Dit lidu duoc
thu thap va phan tich dudi dang théng ké mé ta, danh gia do tin ciy cua thang do bang
Cronbach’s Alpha, phén tich phan t6 kham ph4 (EFA), va phan tich hdi qui tuyén tinh. Nghién
ctru thyce hién khao sat 210 khach hang c¢6 y dinh tiép tuc mua 6 to thwong hiéu Toyota bang
phuong phép chon miu phi x4c suit (chon mau thuan tién). Tir bang cau hoi, tic gia tién hanh
khao st truc tiép cac khach hang 12 ngudi dan Thanh phd Vinh Long, dén bao tri hodc xem xe
tai hai dai 1y chinh ctia Toyota tai Can Tho. Xét vé vi tri dia 1y, Vinh Long va Can Tho kha gin
nhau, nén viéc khach hang 1a nguoi Vinh Long dén bao tri xe 1a thuan tién nhat, va cling s€ co
nhiéu su lya chon cho khach hang khi dén xem xe truc tiép tai ddy. Tir d0, tac gia s& khao sat va
thu thap sb phiéu chi ctia khach hang 12 ngudi dan Thanh phd Vinh Long va c6 y dinh tiép tuc
mua xe 0 t0 thuong hiéu Toyota. Mot nhom khac, tac gia s& dua trén mdi quan hé quen biét dé
gtri mail khao sat.

4. Két qua nghién ctru va thio luin

4.1. Mo td mdu nghién ciru

Bang 1
Théng ké mo ta mau nghién ctru
Mb ta S6 lwong Ti 18 %
Nam 88 41.9
Gioi tinh
Nir 122 58.1
Tt 20 dén 29 tudi 63 30
o T 30 dén 39 tudi 75 35.7
Nhom tuoi , .
Tur 40 dén 49 tuoi 59 28.1
Tl 50 dén 59 tudi 13 6.2
Doc than 35 16.7
Tlnh tr? ng Co gia dinh, chua c6 con 69 32.9
hon nhan
Co6 gia dinh, da c6 con 106 50.5
Tai xé 1ai xe 77 36.7
Cong nhan, nhan vién 35 16.7
Doanh nhan/ nguodi quan ly 32 15.2
Nghé nghiép  Cong chirc, vién chirc 28 13.3
Tu do kinh doanh/budn ban 24 11.4
Noi tro 12 5.7
Khéc 2 1
Trung cé 14 6.7
Trinh do 8 P

Cao dang 18 8.6
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Mo ta S6 lwong Tilé %
Pai hoc 160 76.2
Trén dai hoc 18 8.6
Hém 6 t6 vao duoc 62 29.5
Khu dan cu 46 21.9
o Hém 6 t6 vao khong duoc 41 19.5
Vi tri nha
Chung cu 33 15.7
Mt tién 28 13.3
S6 thanh vién < 04 nguoi 163 77.2
trong gia dinh 5 o4 oy 47 22.8

Ngudn: Két qua xt ly sb liéu khao sat 210 khach hang (2020)

Trong tong s6 210 khach hang duoc phong van thi sé lugng nit gidi chiém 58.1%, nam
chiém 41.9%. Nhin chung, sb lugng khach hang 14 nit nhiéu hon, nhung ti 1¢ cling x4p xi giita 02
gidi tinh, 1y do thuc té vi ddi voi san pham gia tri nhu xe 6 t6, ma 1a sy lwa chon lai mua lai lan
02 thi nit gidi s& c6 cach nhin dé bién y dinh thanh quyét dinh ti mi hon nam gi6i. Do tudi dap
vién tir 20 dén trén 50 tudi, trong d6 nhom tudi tir 30 - 39 tudi chiém 35.7%. Day 1a chiém da sb
cac miu khao sat thé hién xu hudng sé hiru 6 t6 ciia nhom tré tudi ngay cang nhidu. Khach hang
da str dung xe 6 t6 hau hét 1a nhimg ngudi da ¢ gia dinh chiém hon 84%, trong d6 nhém di c6
gia dinh va c6 con chiém 50.5%. Vé&i 51.9% la nhom khach hang 14 doanh nhan, nha quén 1y,
trong d6 khach hang 13 tai xé 1ai xe, dong thoi ciing 1a chu xe kinh doanh nganh xe dich vu chiém
36.7%. Vé nhan khau hoc, ngay nay ngudi dan khong chu trong viée sinh nhiéu con, phan 16n ho
gia dinh it hon 04 nguoi chiém ty 1& 1a 77.2%. Pa s6 khach hang duoc phong van c6 trinh do hoc
vén 1a dai hoc chiém 76.2%. Khach hang & hém xe 6 t6 vao dugc chiém ty 18 cao nhét 14 29.5%;
tiép theo 1a khu dan cu chiém ty 1¢ 21.9%.

Phan tich Cronbach’s Alpha tit ca cic bién thanh phan déu dat yéu cau 1a hé s
Cronbach’s Alpha > 0.6 va hé so0 tuong quan bién tong déu > 0.3 (Bang 2). Vi vay, cac thang
do trong m6 hinh dam bdo do tin cay va du diéu kién dé tién hanh phan tich nhan t6 kham
pha (EFA).

Bang 2

Tong hop két qua phan tich Cronbach’s Alpha

Twong | Cronbach's
Bién quan sat quan Alpha néu
bién tong |loai bién nay

Tinh chuin chii quan : Cronbach’s Alpha = 0.701

CCQ2. Nhirng ngudi quan trong véi toi s& danh gia cao t6i néu toi

mua xe 0 to thuong hi¢u Toyota 0.547 0.596

CCQI. Thé hién quan diém c4 nhan c6 anh huéng tich cuc va tac

d6ng manh dén ¥ dinh mua sim 0.505 0.629

CCQ4. Tbi da dugc dé nghi mua xe 6 to Toyota boi dong nghiép toi 0.469 0.647
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Danh tiéng san pham : Cronbach’s Alpha = 0.644

DT3. Tai tin xe 6 to thuong hi¢u Toyota dang stir dung 0.401 0.614
DT?2. Téi tin xe 6 to thwong hiéu Toyota co chét luong t6t 0.428 0.59
DTL1. TGi thich xe 6 t6 thuong hiéu Toyota 0.543 0.423
Thai dd ddi v6i dich vu bao hanh, sira chira: Cronbach’s Alpha = 0.683
D\{2. T6i cho rang dich vu bdo hanh, sita chita cua Toyota nhanh 0.367 0.668
chong.
DV4. Xe 6 to thwong hiéu Toyota c6 ché d6 bao hanh, béo tri tot 0.439 0.632
DV5. C6 cac chuong trinh khuyén mai, hdu mai t6t tir nha san xuat 0.467 0.625
1rl:)éVB. Phu tung, phu kién cta xe 6 to6 Toyota khi can thay thé c6 gia 0.461 0.623
DV1. Nhan vién bao hanh, sita chita ctia Toyota nhiét tinh va tu van

, XA A 0.47 0.618
ding nhu cau t6i can
Nhén thire vé gia: Cronbach’s Alpha = 0.69
GB2. Xe 0 t6 thuong hiéu Toyota c6 gia cao 0.401 0.722
GB€3. Xe o to thuong hi¢u Toyota dat hon cac thuong hiéu thong 0.541 0.549
thuong khac
GB1. Gia cuia xe 6 t6 Toyota rat quan trong dbi véi toi 0.578 0.498
Sw hai long: Cronbach’s Alpha = 0.706
SIle. To1 dq{lg su dung 6 t6 Toyota trong cong vi€c va rat hai long 0.488 0.657
v6i1 thuong hiéu nay
SHL2. Tbi da ting l4i/ trai nghiém 6 t6 Toyota va nhiéu thuong hi¢u

A o o x A A 0.472 0.655

khac nén t61 ¢6 ¥ dinh s¢ hitu riéng 6 t6 thuong hiéu nay
SHL3. Pong co Toyota dem dén toi sy hai long trén ching duong dai |  0.498 0.639
SHL4. Nguoi than t6i c6 sy danh gia cao vé 6 t6 Toyota 0.538 0.614
Y dinh tiép tuc mua : Cronbach’s Alpha = 0.706
YD3. Véi su quan tdm vé thuong hiéu Toyota thi Anh/ Chi sé& gidi

A 2 N . ; X . 0.443 0.714
thi¢u sdn pham cho nhiing ngudi xung quanh cung mua va nguoc lai
YD1. Anh/Chi c6 y dinh tiép tuc mua 6 t6 thuong hiéu Toyota vi day 0.544 0.589
la thuwong hi€u dau tién dugc nhac dén khi noéi vé xe hoi & Viét Nam? ' '
YD2. Tbi sin 1ong mua sam thém xe 6 t6 thuong hiéu Toyota 0.589 0.533

Nguon: Két qua xir Iy sé liéu khao sat 210 khach hang (2020)

Tét ca 19 bién thanh phén thudc nhom bién doc lap dugc dua vao phan tich EFA. Két qua
cho thay ¢6 05 nhom nhén t véi 15 bién doc 1ap dwoc rat ra. Hé s6 KMO = 0.636, Sig. = 0.000
va eigenvalue 12 1.031; téng phuong sai trich dugc 1a 63.596%, hé sb tai nhan t6 déu > 0.5 (Bang
3). Do d6 phan tich EFA 1a phu hop. Tuong tu, phan tich EFA thang do “Y dinh mua” c6 hé sb
KMO 14 0.647 va eigenvalue la 1.896; tong phuong sai trich dugc 14 63.191%, hé sé tai nhan t6
déu > 0.5. Cac bién quan sat nay déu dat yéu cau cho cac phan tich tiép theo.
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Bang 3
Tdng hop két qua phan tich EFA cho céc bién ddc lap
Bién quan sat Nhin t6
1 2 3 4 5
CCQ2 0.762
CCQ1 0.739
CCQ3 0.704
CCQ4 0.702
SHL3 0.756
SHL4 0.751
SHL1 0.716
SHL2 0.695
DV3 0.935
DV1 0.931
DT1 0.788
DT3 0.769
DT2 0.662
GB3 0.879
GB1 0.844
Eingenvalue 1.031
Tong Phuong sai trich 63.596
Hé s6 KMO 0.636
Muc y nghia caa kiém dinh Bartlett 0.000

Ngudn: Két qua xir ly s6 liéu khao sat 210 khach hang (2020)

4.2. Két qud phén tich hoi quy

Két qua cho thiy hé s6 R? 12 46.5% phan anh murc d6 phit hop cia m6 hinh 13 46.5%. Két
quéa kiém dinh Durbin - Watson cho tri s6 14 1.869, gan bang 02, ching to khong c6 twong quan
chudi bac nhat trong md hinh (Hoang & Chu, 2008, tr. 233). Ngoai ra, cac nhan t6 c6 hé so sig <
0.01 va c6 hé s6 duong nén cac bién nay co tac dong cung chiéu va co y nghia thong ké v&i mirc
y nghia 1% (Bang 4). Cu thé 1a cac bién “chuan chu quan”, “danh tleng san pham”, “dich vu bao
hanh, sita chita”, “gia ban” va “su hai long” c6 tac dong tich cuc dén véi “y dinh tiép tuc mua 6
to thuong hi¢u Toyota” ciia khach hang”.
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Bang 4
Két qua kiém dinh mé hinh va cac gia thuyét
M6 hinh Hé s§ chua H¢ 50 Giatri Mircy Do lwong da cong tuyén
chuan héa chuan hoéa T nghia
B Dolich Beta (Si9) P chadp Hé sb phong dai
chuan nhén phuong sai
(Constant)  0.788 0.262 3.01 0.003

CCQ 0.201 0.051 0.203 3.9499 0.000  0.997 1.003

DT 0.115 0.035 0.19 3.235 0.001 0.764 1.31

DV 0.073 0.025 0.156 292 0.004 0.914 1.095

GB 0.223 0.03 0.416 7.402  0.000 0.83 1.205

SHL 0.196 0.035 0.286 5563 0.000  0.995 1.005

R? = 0.465 Durbin - Watson = 1.869 Sig. = 0.000

Ngudn: Két qua xtr ly sb liéu khao sat 210 khach hang (2020)
4.3. So sanh két qud nghién ciru véi cdc nghién ciru truéc

Két qua nghién ctru cua Karunanayake va Wanninayake (2015) ciing cho thiy rang nhan
thirc vé gia xe, anh hudong xa hoi va thuong hiéu c¢6 anh huong dang ké dén y dinh mua xe
Hybrid. Ngoai ra, nha nghién ciru ciing phét hién ra chi phi bao tri va sira chita c6 thé anh huong
dén nguoi mua mot chiéc xe 6 t6 hon cac loai xe khac.Yéu td Su thoa méan di duoc tac gia P. K.
Huynh (2014) danh gia c6 anh huong tich cuc dén Y dinh tai sir dung lai dich vu hang khéng gia
ré cia khach hang tai Thanh phd Ho Chi Minh.

Ngoai nhitng két qua gidng véi cac nghién ctu trude ddy, dé tai cling c6 nhitng diém
khac biét v6i cac nghién ctru vé y dinh mua xe 6 t6 trude nhu chi tap trung vao dong xe 6 td ma
chua nghién ctlru sau vé mot thuong hi¢u xe 6 t6 cu thé, va chi tap trung vao nhoém khach hang cé
du dinh mua 6 t6 1an dau, ma chua nghién ctru nhitng khach hang c¢6 y dinh mua thém 6 t6.
Nguyen (2015) c¢6 nghién ciru vé ¥ dinh mua dong xe 6 t6 Mazda tai thi truong Gia Lai nhung
chua di siu vao cac thuong hiéu xe hoi khac va can mo rong pham vi nghién ciru trén thi truong
Viét Nam. Két qua nghién ctru thé hién cac gia thuyét (H1> H5) dé ra déu duoc chap thuan.

5. Kiém dinh sy khac biét

Bang 5
Két qua tong hop kiém dinh cac dic diém nhan khau hoc va ¥ dinh mua cua khach hang
Tiéu chi
Dic diém nhan khau ~ Hé sb Sig Gi trj Sig Gi trj Sig
(Kiém dinh Levene) (Kiém dinh t) (Kiém dinh Anova)

Gidi tinh 0.509 0.726

Do tudi 0.72 0.633

Nghé nghiép 0.985 0.569

Thu nhap 0.151 0.396

Trinh d¢ van hoa 0.373 0.205

Ngudn: Két qua xu ly sb liéu khao sat 210 khach hang (2020)
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Qua két qua kiém dinh sy khac biét vé ¥ dinh mua cua 210 khach hang, két qua kiém
dinh Levene véi Sig > 0.05 cho thiy phuong sai cua cac tong thé 1a khong khac nhau, vi vay ¢6
thé sir dung két qua phén tich ANOVA. Co thé thay, du thudc gi6i tinh nao, & trong do tudi nio,
lam nghé nghiép gi, trinh d6 hoc van cao hay thdp va muc thu nhap khac nhau ho déu c6 danh
gia cac yéu t6 yéu anh huong dén ¥ dinh tiép tuc mua 13 nhu nhau va khong c6 sy khac biét.

6. Két luan va ham y quan tri
6.1. Két lugn

Nghién ctru di tién hanh diéu tra phong van 210 khach hang tai Thanh phd Vinh Long c6
¥ dinh tiép tuc mua 6 t6 thuong hiéu Toyota bang phuong phap chon mau phi x4c suit. Qua viée
sit dung cac phuong phap nghién ctru dinh luong, két qua nghién ctru chi ra rang ¢ 05 yéu t6
anh hudng tich cuce dén ¥ dinh tiép tuc mua xe 6 t6 thuong hiéu Toyota ctia khach hang bao gom
(1) Nhén thtrc vé gia; (2) Sy hai 1ong; (3) Chuan chu quan; (4) Danh tleng san pham; va (5) Dich
vu bao hanh stra chita theo mirc d§ anh huong theo thtr ty tir manh dén yéu. Ngoa1 ra, két qua
nghién ctru chua tim thay sy khac biét vé dic diém nhan khau hoc (gidi tinh, do tudi, thu thap,
trinh d6 hoc véan, nghé nghiép, tinh trang hon nhan) d6i véi ¥ dinh tiép tuc mua xe 6 t6 thuong
hiéu Toyota.

6.2. Mt s6 ham y qudn tri
6.2.1. Gia tiang nhdn thirc vé gid bdn

Vi gi tri Beta chuan hoa 13 0.416, cho thdy nhén thuc vé giai ban c6 anh hué’ng 16n nhét
601 v6i ¥ dinh tiép tuc mua 6 to thuong hiéu Toyota Tai Thanh phd Vinh Long. Diéu nay cling
rat hop 1y vi xe 0 t0 13 tai san c6 gid tri 16n, str dung 6 t0 ciing 14 cach ma khach hang tur thé hién
gia tri cia minh. P6i véi khach hang 13 chu doanh nghiép, viée sit dung 6 to it nhiéu s& lam nén
uy tin va tao dugc su tin tudng cua khach hanh ctua ho. Gia cua xe 6 t6 cao twong ung véi gia tri
mang lai ma khach hang mong mudn s& c6 tac dong rat 16n dén ¥ dinh tiép tuc mua, hodc mua lai
thuong hi¢u 6 t6 ma ho hoac gia dinh da su dung.

Két qua nghién ctru ciing cho thay, gia tri trung binh cta thang do nhan thirc vé gia, dat tir
3.7 dén 3.8, tirc 1a mirc do hai 1ong ciia cac bién quan sat thudc bién nay & mirc dong y. Vi vy,
mot cach khac cong ty nén tung ra nhiéu dot khuyén mai mua xe, hd trg hodc uvu dai dbi vai
khach hang da timg mua xe, dic 1a cac dip 18, tét.

6.2.2. Tang y dinh tiép tuc mua ciia khdch hang théng qua yéu té sy hai long

Theo két qua khao sat cho thiy, gia tri trung binh cta thang do sy hai 1ong, dao dong tir
3.3 dén 4.5, tirc 1a mtrc d6 hai long cta cac bién quan sat thudc bién nay & muc trung 1ap dén rat
ddéng y. V6i hé sé beta cao thir 02 twong tng 0.286 trong md hinh nghién ctru, khach hang
thudng dya vao ngudn tham khao 1a ngudi than, ban be, dong nghiép dé hoi ¥ kién trudc khi mua
xe. Su hai long cua khach hang khi gia dinh da tung st dung, hay chinh ban than da tung trai
nghiém va dat dugc sy hai long c6 anh hudng tich cuc va tac dong manh dén v dinh tiép tuc mua
sdm, hodc mua thém san phérn thtr hai cung v6i thuong hiéu da stir dung. Tan dung dac diém nay,
nhan vién ban hang cin tao thién cam véi tat ca cac khach hang d¢a mua xe, nguoi di cing voi
khach hang khi dén dai 1y tim mua xe, tac dong dén ngudn tham khao thi s& tac dong gian tiép
dén quyét dinh mua hang cua khach hang. Cu thé 13, c6 thé giit s6 dién thoai, hodc nhé rd tén
khach hang va s thich, thoi quen khach hang di mua xe, ... truc tiép lién hé v6i khach hang hoi
tham cac khach hang vé chiéc xe sau khi mua tai dai ly, két hop véi viéc thuong xuyén to chirc
cac khoa huéng dan sir dung lai xe an toan, twong tu nhu chwong trinh Lai xe an toan ma cac
showroom Toyota timg t6 chirc & cac tinh Pong Bang song Ciru Long nhung phai dam bao 1a
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thong bao dén tit ca khach hang, dé ho ndm rd théng tin va tham gia chwong trinh. S hai long
cua khach hang dén san pham t6i wu thi ho s€ gioi thi¢u san pham wua thich cho nhiing nguoi
Xung quanh cung tiéu dung va nguoc lai.

6.2.3. Ndng cao chudn chii quan

Heé s6 beta ciia yéu t6 Chuan chu quan dat 0.286 tac dong kha cao dén y dinh tiép tuc mua
ctia khach hang. Viéc gia ting mtrc d6 nhan biét thuong hiéu cho ngudi tiéu dung théng qua viée
xay dung h¢ théng nhan dién thuong hiéu cia doanh nghiép tdc dong dén nhén thac cua khach
hang, tao cam giac vé& quy mo cua doanh nghiép 1 16m, tinh chuyén nghiép cua doanh nghiép 1a
cao d6i v6i khach hang.

Gia tri trung binh cta thang do chuan chii quan cao nhét 1a 4.5, cho thy, muc do hai long
clia cac bién quan sat & gan mirc dong ¥, ning cao gia tri thwong hiéu, giup khach hang thé hién
duoc gia tri cua ban than hay cong viéc kinh doanh cia ho s€ c¢6 tac dong tich cuc vao y dinh
mua thém 01 chiéc 6 t6 v6i thuong hiéu ho hodc gia dinh ho da st dung trude do.

6.2.4. Tang y dinh mua ciia khdch hang théng qua yéu danh tiéng ciia san pham

Hé s6 beta cua yéu t6 Danh tiéng san pham kha thap véi 0.19 cho thdy yéu td nay tac
dong kém dén y dinh tiép tuc mua 6 to thuong hiéu Toyota nén cong ty cin tao dung yéu t6
thuong hi¢u, mot hinh dnh thuong hiéu tt trong 1ong khach hélng Gia tri trung binh cia thang
do danh tleng san pham, dao dong tir 3.6 dén 3.7, tic 1a da phéan cac dap Vlen danh gié cac yéu t6
thudc bién nay tir trung lap d¢én dudi mic hai long Vi thé, cac cong ty can tap trung vao yéu t6
chét lugng san pham, tao ra mot san pham c6 chat lugng tdt, duoc duy tri 6n dinh s€ lam tang
hinh anh cua thuong hi¢u trong long khach hang, nang cao hi€u qua hoat dong cua dich vu sau
ban hang, thu thap cac thong tin phan hdi nham cai tién san pham dap tGng tot nhat nhu cau s
dung cua khach hang.

6.2.5. Nang cao dich vu bao hanh swa chita

Gia tri trung binh cua thang do dich vu bao hanh sira chita & muc dong ¥ (cao nhat 3.9).
Tan dung va phat huy nhiing diém manh, doanh nghiép can cong bd rd rang ché d bao hanh xe
0 t0, ¢6 su cam két dam bao loi ich cho khach hang, du tur trang thiét bi k¥ thuat hién dai cho bo
phéan bao hanh, nang cép tram bao hanh dat tiéu chuan 3S tao long tin cho khach hang. Hién tai
chi c6 Toyota Can Tho dat tiéu chuan nay.

Mé rong hon pham vi va hinh thirc bao hanh. C6 véan k¥ thuat huéng dan k¥ ludng nhiing
thong tin vé bdo hanh, k¥ thuat van hanh xe sao cho tranh nhitng hu hong khong dang c6 ndm
ngoai danh myc bao hanh nham 1am giam thiéu nhitng chi phi tai chinh cho khach hang.

6.3. Mjt s6 han ché va hwong nghién ciru twong lai

Pham vi nghién ctru méi chi tap trung vao khao sat khach hang & Thanh phd Vinh Long,
chua thé dai dién hét cho toan bd nguoi tiéu dung Viét Nam. Ngoai ra, do dich bénh viém phéi
cap Covid-19 xdy ra bat ngd va c6 do nguy hiém cao, tring voi thoi gian khao sat ciia nghién
ctru, tuy s& mau thuc té trong nghién ciru cao hon sé mau dy kién ma tic gia dé ra nhung tin
réng, ¢d mau 16n s& c6 danh gia khach quan hon, va dat d6 tin cdy hon.

Dé khic phuc nhiing han ché néu trén, trong nhitng nghién ctru tiép theo nén: (1) Mo
rong pham vi nghién cuu trén thi truong Viét Nam; (2) Mo rdng pham vi nghién ctru thém céc
yéu t6 khac c6 thé anh huong dén ¥ dinh mua xe 6 t6 thuong hiéu Toyota ctia khach hang nhu
yéu t6 chiéu thi, chién lugc vé san pham, (3) Mé rong pham vi nghién ctru thém céc yéu té khéc
c6 thé anh huong dén ¥ dinh mua xe 6 t6 thuong hiéu Toyota cua khach hang nhu yéu té co s
ha ting giao thong, chinh sach thué, phi, ...
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