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anh vi lwa chon cua khach hang la thuée do quan trong dé quyét dinh nang lyc canh tranh cua
doanh nghzep dac biét la kinh doanh dich vu an uong cu thé la cira hang ca phé. Vi vay, muc tiéu

cua nghién ciru la xdc dinh, danh gia cac Yéu té then chot anh hwéng dén quyét dinh lwa chon chudi cira
hang ca phé dé wr o gitip cac doanh nghiép kinh doanh chuéi cira hang ca phé ndng cao nang luc canh
tranh ciia minh. Véi phicong phdp dinh tinh két hgp véi dinh lwong, sit dung thang do likert 5 diém, két qua
nghién citu cho thdy 6 yéu to: san phcim vi tri, gia cd, dich vu khach hang, thu’ong hiéu, khong gian dnh
hirong dén quyet dinh lea chon chuoi cira hang ca phé ciia nguoi tiéu dung tur do glup cho cac doanh nghiép

kinh doanh chudi cira hang ca phé c6 cac chinh sach va quyét dinh dé ning cao nang liwc canh tranh.

Tir khéa: liwa chon khich hang, chudi ca phé, canh tranh, cira hang ca phé.

1. Giéi thiéu

Ngay nay, khi x4 hoi ngay cang phat trién thi nhu
ciu an, ubng cua con nguoi cang tr6 nén phuc tap
hon dac blet la o cac thanh pho 16m, trong do6 ca phé
1a thirc udng khong thé thiéu dwoc, nhidu ngudi tim
dén dé gap go dbi tac 1am an, ban bé hop mat hay
thu gidn hodc dung bita... Khi nhic dén thanh phd
HO6 Chi Minh (TP.HCM) thi diéu ma khién ngudi ta
lién twong nhanh nhat d6 1a nhip sdng soi dong va
s nhon nhip. Trong d6 khong thé khong nhic dén
su da dang, phong phu cua cac loai hinh quan, tir
nhung quan binh dan cho dén nhitng quan ca phé
cao cap, sang trong. Trén khip cac con duong, ngod
hém ciia thanh phd ¢ dau ciing co thé dé dang bat
gap mot quan ca phé. Cac quan ca phé va thoi quen
udng ca phé da tro thanh mot nét dep trong van hoa
am thuc, ciing nhu da gop phan tao ra nhiéu khong
gian dep cho thanh phd. Dic biét, trong nhitng nim
gan day Viét Nam (VN) da xuit hién nhiéu cac
chudi ca phé mang thuwong hiéu ndi tiéng nhu
Starbucks, Highlands, The Coffee Bean and Tean
Leaf, Passio, Gloria Jean’s coffee, Angel in Us...
bén canh ca phé thuong hiéu VN nhu Trung
Nguyén, Cong. Céc chudi cira hang clia cic thuong

hiéu nay thuong thu hat khach hang ctia minh bang
cac dic diém riéng nhu ca phé Cong khong mau mé
dén xanh dén do, hoa gia, tiéu canh, khong gian
quan gian di nhung lai tao phong cach riéng bdi cac
d6 vat goi lai hoai niém vé thoi bao cap. Nhimng
chiéc ban g0 tap, ghé may, ban may khau, 16p xe dap
hay cai dén Hoa Ky, chiéc cdc trang men, quat
khong 1ong... 1a nhitng d6 “dong nat” khién cho
chudi ca phé nay ghi diém v6i khach hang. Trong
khi do, Highlands Coffee lai tao thuong hi¢u cho
minh béi cac dia diém ddt quan. Nhiing noi dat quan
ctia thuong hiéu nay déu co vi tri “vang”, d6 thuong
1a cac trung tdm thuong mai, khu cao dc, khach san
hang sang hay nhimg toa nha c6 kién trac doc déo &
cac tuyén pho trung tam. Cung vi ly do nay ma gia
ca phé tai chudi Highlands Coffee khong hé ré, song
van duoc khach hang don nhan. Starbucks la thuong
hiéu ca phé dén tir My tham gia tran chién ca phé &
Viét Nam véi ctia hang va phong cach sanh diéu.
Starbucks 1a thwong hiéu ca phé chudi 16n nhat thé
gidi v6i hon 20.800 cira hang trai dai khap 62 qudc
gia, v6i tubi doi hon 40 nim O TP.HCM, tir cira
hang dau tién khai truong vao thang 2/2013, dén
nay, Starbucks dd c6 4 dia diém. Ciing giéng nhu
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Highlands Coffee, vi tri dat cira hang cua Starbucks
trong dbi dic dia. Song thay vi ldy dia diém lam
mAu chdt cho “tran danh” ca phé trén dét Viét Nam,
nhin hang nay iy long khach hang bang kich thich
tri t0 mo, thoa man kham pha. Cung voi do, su hién
dai, nhanh nhay va phong cach phuc vu mang dang
dap fastdrink ciing 1a mot trong nhirng 1y do khién
cho Starbucks duoc khach hang tré nhic dén nhu
mot dd udng can phai thir méi 1a dan sanh diéu.
Khong “cau” khach bang quyét dinh la 1im trong
phong céch trang tri ctra hang, vi tri déc dia véi goc
nhin dep hay kich thich tri t6 mo, cau chuyén cua
Trung Nguyén vé ca phé lai dugce ké theo hudng
truyén thong. Mot vi chuyén gia vé ca phé da dua ra
101 so sanh thu vi, rang néu nhu Highlands Coffee 1a
nang cong chia kiéu sa, Starbucks la nang tién ca
goi quyét dinh to mo, Cong ca phé 1a c0 gai hoai cd,
thi Trung Nguyén la birc tuong dai mau muc. Trung
Nguyén gy 4n tuong boi sy truyén thong, tir trong
huong vi ca phé ciing nhu cach dua san phim dén
voi nguoi dung.

Nhu vay, c¢6 thé thdy ring mot ma tran phuc tap
cuia hang loat chudi ctra hang ca phé da va dang canh
tranh thu hat nguoi tiéu dung Viét Nam, voi moi
chudi cira hang ca phé s&¢ mang mét phong céach
riéng va dic diém khac nhau khong lan vao dau
dugc, khi khach hang quyét dinh lya chon mot chudi
ctra hang ca phé nao do thi nhirng yéu t6 nao s& anh
huong dén quyét dinh lua chon cua ho

2. Co s¢ Iy thuyét va md hinh nghién ctru

2.1. Co 56 Iy thuyét

San phim thé hién & cac yéu t6 cach trinh bay
san phém, su da dang chung loai, chét luong san
phim, san phidm bét mat, thu hut, kich thich tiéu
dung, VSATTP, ngudn gdc xudt xi, tién loi san
pham. Theo nghién ctru cua Agyekum va cong su
(2015), san pham 1a bét ci dleu gi cung cap cho
ngudi tiéu dung dé giai quyet véan dé hay cung cap
loi ich. San pham 1a yéu t5 quan trong nhit trong
hoat dong Marketing. Tuong lai ctia san phdm phai
phu hgp chit ché v6i nhitng loi ich ma nguoi tiéu
dung dang tim kiém. Chat luong san pham phai dap
mg duoc nhimng gi ma nguoi tiéu dung mong doi.
Khi phat trién mot san pham thi nha san xuat phai
xéc dinh nhiing loi ich ma san pham s& cung cip, va
nhimg 1oi ich nay quy dinh boi cac thudc tinh san
pham 1a chét lugng san pham, tinh ning san phadm
va thiét ké ciia san pham, thém nita cac thudc tinh
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nay rat quan trong vi chung anh huong dén phan
g ctia nguoi tiéu dung dbi voi san pham (Kotler,
1999, tr 516). Chét luong san pham ciing 1a mot vii
khi manh mé& dé dat duoc sy hai long cua nguoi tiéu
dung. Piéu nay 1a 16 rang vi c¢6 nhiéu cong ty di
bién chét luwong thanh mot v khi chién luoc manh
mé dé dat dugc loi thé hon ddi thu canh tranh béng
cach ludn cung cép san pham va dich vu phuc vu tot
hon nhu ciu va s thich ctia ngudi tiéu ding vé chat
luong (Philip Kotler, 1999, tr. 562). Dbi v6i mod hinh
cac yéu té anh huong den quyet dinh lya chon chudi
ctra hang ca phé thi yéu té san pham c6 anh huong
rat 16n trong quyét dinh lwa chon ciia nguoi tiéu
dung, dic biét trong bdi canh hién nay thi ngudi tiéu
dung luén chi trong dén Vén dé chat luong san
pham VSATTP va ngudn gdc xuit xtr. Vi thé phat
biéu gia thuyét H1 nhu sau:

HI1: San pham c6 tac dong ciing chiéu dén quyét
dinh lea chon chudi ciia hang ca phé ciia nguoi tiéu
dung tai TPHCM

Vi tri the hién & cac yéu to: mang ludi cira hang
rong khip, gan trung tdm thanh phd, dé tim thay, tién
loi cho nguoi ti€u dung. Nghién ciru cua Jaravara &
Chitando (2013) vé “Vai tro cua vi tri clra hang trong
viéc quyét dinh noi dé mua sam”. Nghién ciru chi ra
rang dia diém dit cira hang c6 tim quan trong chién
lugc trong hoat dong kinh doanh ban 1¢ va thu hut
khach hang. Do d6 ta co gia thuyét H2:

H2: Vi tri ¢6 tdc dong cung chiéu dén quyét dinh
lira chon chudi ciea hang ca phé ciia ngueoi tiéu ding
tai TPHCM

Gia ca thé hién ¢ cac yéu td: gia hop 1y, muc gia
da dang, gia ca on dinh, thanh toan linh hoat, gia phu
hop chat luong. Gia 1a luong tién, hodc toan bd
nhig gid tri ma ngudi ti€u dung phai trao d6i hodc
chi tra dé sir dung san pham hodc dich vy, va ngudi
mua c6 khuynh hudng tinh toan gia voi nhiing 1oi
ich ma san phém mang lai cho ho (Kotler, 1999, tr.
681). Nhitng lgi ich nay la nhitng 191 ich nguoi tiéu
dung c6 thé thdy truéc mat hodc nhitng loi ich ma ho
cam nhan dugc. Theo Kotler va Armstrong (2011, tr.
291), gia ma cong ty xac dinh s€ nam gitra hai diém
1a gia qua cao dé sinh ra nhu cau va gia qua thap dé
sinh ra lgi nhudn. Nguoi tiéu dung thudng so sanh
gia tri cam nhén vé chét luong véi gia tri cam nhan
vé gid ctia san pham. Sy thanh cong cua cong ty
khong phai 1a chi cung cip san pham gi, gia ca nhu
thé nao ma la sy két hop giita san pham va gia ca
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mang lai gia tri 16n nhit cho nguoi tidu dung. Theo
Batt & Chamhuri (2010) tac dong cua yéu t6 gia
luén dugce chia y dén va ludn 1a yéu t6 hang dau so
v6i yéu tb khac. Cac két qua nghién ctru cua Wang
(2000); Sheth, Nemman va Goss (1991); Sweeney
va Soutar (2001); Reidenbach va Goeke (2006) déu
cho thay khi khach hang cho ring gia ca hop ly thi
s& cang kich thich khach hang dua quyét dinh chon
mua, hodc mua tiép san pham khi c6 nhu cau. Vi thé
cho phép tac gia phat biéu gia thuyét H3

H3: Gid cd c6 tic dong cing chieu dén quyét
dinh lea chon chudi ciia hang ca phé ciia nguoi tiéu
dung tai TPHCM

Dich vu khach hang thé hién cac yéu t6: trang
phuc, ngoai hinh nhan vién, toc do phuc vu, su than
thién ctia nhan vién, kha nang giai quyet van dé cho
khach hang, kién thtrc chuyén mon V€ san pham co
chd giit xe an toan, giit xe mién phi. Theo két qua
nghién curu cia Pugazhenthi (2010), yéu td dich vu
khach hang cé anh huong toi su lya chon va long
trung thanh cua khéach hang trong viéc luya chon cura
hang mua sim hang tiéu ding nhanh. Dich vu khach
hang la nhimng loi ich va hoat dong cung cép thém
cho khach hang, nham théa man nhu cau dich vu
gan lién voi nhu ciu mua hang cua khach hang. Tu
d6 ta di toi phat biéu gia thuyét H4 nhu sau:

H4: Dich vu khdch hang cé tac dong ciing chiéu
dén quyét dinh hea chon chudi ciia hang ca phé ciia
nguoi tieu dung tai TPHCM

Hinh anh thuong hiéu thé hién & cac yéu tb: danh
tiéng, chudi ctra hang ca phé dang tin cay, ludn coi
trong chir tin voi khach hang, cam thdy hanh dién
khi lia chon cac chudi cira hang ca phé, luon nd luc
trach nhiém v6i cong ddng. Theo Kotler (2001),
hinh anh thuong hiéu Ia niém tin khi khach hang dua
ra quyét dinh mua hang. Theo Nguyén Dinh Tho &
Nguyén Thi Mai Trang (2002), thwong hiéu khong
chi 1a mot cai tén hay mot biéu twong ma né phic
tap hon nhiéu, n6 1a mot tap hop cac thudc tinh cung
cap cho khach hang muc tiéu cac gia tri ma ho doi
hoi. Theo quan diém nay san phim chi 1a mot thanh
phan ciia thwong hiéu 1am nhiém vu cung cép loi ich
chic nang cho nguodi ti€u dung. Trong khi do,
thuong hiéu vira cung cap cho khach hang muc tiéu
khong nhiing 1a lgi ich chitc ning ma con 1a loi ich
tam ly. K&t qua nghién ctu cia Wang (2000);
Petrick (2002); Reidenbach va Goeke (2006) cho
thdy khach hang s& quyét dinh chon mua san pham

Ao s s oA

¢6 hinh anh thuong hi¢u gay 4n twong sdu sic véi ho
hon san phim khac. Vi thé, cho phép tac gia phat
biéu gia thuyét H5.

H5: Hinh anh thwong hiéu co tic dong cung
chiéu dén quyét dinh lwa chon chudi ciia hang cd
phé cia nguoi tiéu dung tai TPHCM

Khéng gian thé hién & cac yéu té: khong gian
thong thoang, &m thanh dé chiu; khong gian co anh
sang ddy du; khong gian sach s&; khong gian 4n
tugng; khong gian dugc trang tri dep; khong gian
rong rai theo Pugazhenthi (2010).

Khéng gian rt quan trong boi chung duoc van
hanh nhu 1a tin hi€u cua moéi truong ma khach hang
sir dung dé phan xét chat lwong cua cac chudi cira
hang (Smith va Burns, 1996). Hon nita, khong gian
duoc mo ta 1a dé kich thich tang sy thich thu cua
khach hang (Wakefield va Baker, 1998). Vi vy, ta
c6 gia thuyét H6.

H6: Khong gian c6 tac dong cung chiéu dén
quyét dinh lwa chon chudi cira hing ca phé cia
nguoi tiéu dung tai TPHCM.

Ngoai ra, theo 1y thuyét hanh vi nguoi tiéu dung
cua Kotler (2001) hanh vi tiéu dung mang thudc tinh
ca nhan. Nghién ctru cua Pugazhenthi (2010) cho
thay dzc tinh ¢4 nhan (gi6i tinh, d6 tudi, trinh d6 hoc
van, nghé nghiép, thu nhdp...) cua khach hang ciing
dong vai trd quan trong anh huong dén quyét dinh
lga chon cua khach hang. Nghién ctu cia Chu
Nguyén Mong Ngoc, Pham Tan Nhat (2013) cho
thdy c6 su khac biét vé quyét dinh lya chon siéu thi
theo cac dic diém gidi tinh, nghé nghiép, thu nhép.
Vi thé cho phép phat biéu g1a thuyet H7.

H7: C6 su khac bi¢t vé cac yéu 16 tac dong dén
quyét dinh lwa chon chudi cira hang cd phé cua
ngueoi tiéu dimg tai TPHCM theo cdc déic diém cd
nhan cua khach hang.

2.2. M6 hinh nghién ciru

Dua trén co sé Iy thuyét va cac gia thuyét duoc
dua ra tac gia dé xudt mo hinh nghién ctru nhu sau
(hinh 1):

3. Phwong phap nghién ciru

Nghién ctu dé tai cac yéu t6 anh huong dén
quyét dinh Iya chon chudi ctra hang ca phé cua
nguoi tiéu dung khu vuc Tp.HCM trai qua 3 giai
doan va duoc su dung cac phuong phap tuong ung
cac giai doan sau day.

- Giai doan tong két 1y thuyét: tac gia st dung
phuong phéap nghién ctru bang cac ky thuat: thong
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San pham (SP)

Vitri (VT)

Gi4 ca (GC)

Dich vu khach hang (DV)

Thwong hié¢u (TH)

H6

Khéng gian (KG)

Quyét dinh lwa chon
chudi ctra hang ca phé

Nhom khéac biét

Hinh 1: M6 hinh nghién ciru cua tac gid

ke, phan tich, tong hop, tham chiéu, d6i ching dé
tong két cac ly thuyét vé hanh vi va cac nghién ctru
vé cac yeu tb tac dong dén hanh vi lya chon noi ti€u
dung dat co s& cho viéc dé xuat mé hinh nghién ctu
va phat trién thang do cac khai niém nghién ctru.

- Giai doan nghién ctu so bd: tac gia st dung
phuong phéap nghién ctru dinh tinh, st dung phuong
phap suy dién d& 1ap luan giai thich cac yéu t6 anh
hudng den lya chon chudi ctra hang ca phé, bén canh
phong van chuyén gia 1a quan 1y ciia mot sé chudi
cura hang ca phé nhu High - Land, Trung Nguyén...
nham kham pha, diéu chinh, bd sung cac yéu t6,
cung céc bién quan sat. Bén canh d6 tac gia sir dung
phuong phap dinh lugng so by. Trong budc nay tac
gia thong qua k¥ thuat phong van bang bang cau hoi
v6i thang do Likert 5 diém theo ty 18 tdi thiéu 5:1
(Churchill, 1979). Tac gia sir dung phan mém SPSS
20 dé xtr 1y 1am sach dit liéu, sau d6 kiém tra do tin
cdy Cronbach Alpha véi yéu cau > 0.6, sau d6 kiém
dinh thang do bé“mg phéan tich EFA v6i PCA va
Varimax v&i diéu kién loai bo cac bién c6 trong s6
EFA < 0.5 (Gerbing & Anderson 1988), di véi cac
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bién quan sat c6 hé so twong quan (Iterm - total cor-
relation) < 0.3 s€ bi loai bo (Nunnally & Burnstein,
1994). Cac bién con lai s& duge dua vao bang cau hoi
dung cho nghién ctru dinh luong chinh thuec.

- Giai doan nghién cuu chinh thirc: tic gia sir
dung phuong phap nghién ctru dinh lugng nham
kiém dinh va nhan dién cac yéu t6 tac dong thong
qua cac gia tri, do tin cay va muac do phu hop cia cac
thang do, kiém djnh mo hinh nghién ctru va cac gia
thuyét nghién ctru, xac dinh mtc do anh huong cia
cac yéu t6 lya chon chudi cira hang ca phé cta nguoi
tiéu dung khu vuc Tp.HCM. Di li¢u nghién ctru
dugc thu thap bang bang cau hoi va ky thuét phong
van khach hang tai mot s6 chudi ctra hang ca phé
khu vuc Tp.HCM nhu Quan 1, Quan 2, Quén Binh
Thanh, Quan Phi Nhuan theo phuong phap léiy mau
thuan tién. Tac gid danh gid so bo df tin cay va gia
tri cua thang do bé“mg hé s tin cay Cronbach’s Alpha
Danh gia chinh thirc khang dinh d9 tin cdy va gia tri
thang do, day la budc dinh lugng chinh thirc. Dya
trén thang do chinh thirc tac gia thiét ké bang cau hoi
v6i thang do Likert 05 diém. Kich thuéc méu
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thuong dugc xac dinh dya vao hai yéu t6 do 1a kich
thude tbi thiéu va sb lugng blén do luong dua vao
phan tich (Hair va cong_ quyet dinh, 2006), dé su
dung EFA kich thuéc miu tdi thiéu phai 1a 50, t6t
hon 14 100 va ti 1& quan sat/ bién do luong 1a 5:1,
nghia la mot bién do ludng can tbi thicu la 5 blén
quan sat, tot nhét 1a 10:1 tr¢ 1én (Nguyén Dinh Tho
2011, trang 398). Dtr liéu dugc xur 1y trén phan mém
SPSS 20. Cac thang do tiép tuc duoc kiém dinh
bang hé s6 Cronbach Alpha véi yéu cau > 0.6, kiém
dinh Bartlett (dung dé xem xét ma tran twong quan)
v6i p < 5% nghia 1a cac bién c6 quan hé voi nhau,
kiém dinh KMO dé so sanh do 1én cta hé sd tuong
quan céc bién véi KMO chip nhan phai > 0.5. Sau
do tiép tuc cho chay EFA vdi phép xoay Varimax.
Sau d6 tac gia sir dung phuong phap hoi quy tuyen
tinh de danh gia mic d6 tac dong cua ting yéu td toi
quyét dinh chon chudi cira hang ca phé ngudi tidu
dung khu vuc Tp.HCM.

4. Két qua phan tich thong ké

4.1. Thong ké mé ti

Qua trinh khdao sat dugc thuc hién tu thang
12/2018 dén thang 4/2019. V&i 290 ban khao sat
phat ra, thu vé 286 ban, trong qua trinh nhap s6 liéu,
lam sach s liéu, co 36 phiéu tra 10i khong hop 1é.
Céc phiéu bj loai do phiéu tra 10i thiéu nhiéu thong
tin, hay ¢6 trén mot tra 10i cho mot cau hoi... Két
qua, c6 250 ban khao sat dat yéu cau duoc sir dung
cho phan tich dir li¢u. Trong 250 dbi tuong khao sat
hop 1€ nay, phan 16n dbi twong khao sat nam trong
do tudi tr 20 tré 1én. Dudi 20 tudi chiém 2%, sau do
la nhom nguoi c6 do tudi tir 20-30 tudi chiém
39,6%, tir 31-40 tudi chiém 23,6%, trén 40 tudi la
34,8%. Ty 1€ nam va nl c6 sy chénh I¢ch nhd, nam
chiém 46% va nir chiém 54%. Xét vé trinh d¢ hoc
van: trinh @ THPT chiém 23,2%, trinh d6 cao dang
dai hoc chiém da s6 v6i 47,2%, sau dai hoc chiém
22,8%, con 6,8% la trinh do khac. Xét vé nghé
nghi¢p: Doanh nhan (39,2%) va nhan vién van
phong (31,6%) chiém da s, con di hoc chiém 20%,
noi trg 2,4% va nghé nghiép khac 1a 6,8%. Xét vé
thu nhap: thu nhip dudi 5 triéu dong/thang la
14,8%, thu nhép tur 5-10 tri¢u déng/théng la 26,8%,
thu nhap tir 10 - dudi 20 triéu ddng/thang 1a 27,6%
va thu nhap trén 20 triéu/thang la 30,8%. Muc do
khach hang dén cac chudi ctra hang ca phé it hon 1
lan/tudn chiém 38,8%; 1 lan/tuan 1a 20,8%; 2-3
lan/tudn 1a 25,2%; trén 3 lan/tuan 1a 10%; con chiém
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it nhat 1a dén hang ngay 5,2%. V& s tién chi tiéu
cho mot 1an dén quan: dudi 100.000 dong chiém
22%, tir 100.000 - 200.000 dong chiém cao nhét
46.8%, con trén 200.000 dong 1a 31.2%.
4.2. Phén tich nhan té khdm phd EFA
Bang 1: H¢ s6 KMO va kiém dinh Bartlett

Hé s6 KMO 0,771
Kiém dinh Bartlett  Df 276
Sig 0,000

Nguon: Tdc gid phén tich

Theo két qua ¢ bang 2, KMO = 0,771 nén phén
tich nhén t6 1a thich hop. Kiém dinh Bartlett xem xét
gia thuyét HO: do tuong quan gila cac bién quan st
bing khong trong téng thé. Néu kiém dinh nay ¢ y
nghia thong ké (Sig < 0 ,05) thi cac bién quan sat co
twong quan voi nhau trong tong thé (Hair, Anderson,
Tatham va William 2006). Theo do, sig cia kiém
dinh trén 1a 0,000 nén cac bién co tuong quan véi
nhau trong tong thé. Vi két qua hé s6 KMO va
kiém dinh Bartlett & bang 1 nhu trén cho thdy c6 di
didu kién dé tién hanh phén tich nhan t6 (bang 2).

Nhu vy, két qua EFA rat trich ra 6 nhan t6
nguyén goc voi 29 bién quan sat tai Eigenvalue =
1,746 va tong phuong sai trich dat 58,297%, dong
thoi tit ca cac bién quan sat duoc rat trich vao cac
nhan t& déu‘cé trong s tai nhan t6 (Factor loading)
dat tiéu chuén > 0,5 va chénh léch trong s6 tai nhan
t6 >0,3. Vi thé két qua EFA duoc chap nhan va co
thé sir dung cho budc phén tich héi quy.

4.3. Kiém tra ma trdn hé¢ 6 twong quan

St dung hé sb tuong quan Pearson dé kiém tra
mdi tuong quan tuyen tinh gitra cac bién doc lap voi
nhau va giita cac bién doc lap voi bién phuy thudc.

Két qua bang h¢ 56 trong quan (bang 3) cho
thdy bién phu thuoc c6 mbi tuong quan tuyén tinh
v6i 6 bién doc 1ap, tt ca cac hé s6 tuong quan gilta
bién phu thudc véi cac bién doc 1ap déu mang déu
dwong (+) ching to cac bién doc 1ap c6 mbi quan hé
chat ch& va tac dong cung chiéu 1én bién phu thude.
Tac gia s€ xem xét moi tuong quan gitra cac bién
doc 1ap nay thong qua kiém dinh hién tuong da
cong tuyén.

4.4. Phén tich héi quy

Dé danh gia tac dong manh yéu cua cac yéu td
dan t6i quyét dinh lya chon chudi cira hang ca phé
cua nguoi tiéu dung tai TP.HCM, tac gia st dung
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Bang 2: Nhdn 16 kham phd

" . Heé so tai cia cac nhan to thanh phan

STT | Bién quan sat Sp TH GC TQ VT DV

1 SP4 0,785

2 SP2 0,762

3 SP3 0,758

4 | SP7 0,730

5 SP6 0,710

6 | SP1 0,661

7 SP5 0,647

8 | TH3 0,857

9 | TH1L 0,837

10 | TH2 0,817

11 | TH4 0,737

12 | TH5 0,661

13 | GC3 0,824

14 | GC1 0,810

15 | GC2 0,803

16 | GC5 0,723

17 | GC4 0,712

18 | KG1 0,768

19 | KG4 0,752

20 | KG5 0,707

21 | KG3 0,697

22 | KG6 0,658

23 | VT3 0,829

24 | VT2 0,757

25 | VT4 0,716

26 | VT1 0,692

27 | DV2 0,836

28 | DV1 0,764

29 | DV3 0,722
Gia tri Eigen 3,921 3,192 3,086 2,664 2,297 1,746
Phwong sai trich(%) | 13,522 | 11,006 | 10,641 | 9,187 7,921 6,020
Cronbach’s Alpha 0,847 0,840 0,835 0,765 0,746 0,680

Nguon: Tic gid phén tich

tong thé nghién ctru (Duncan, 1996). Céc gia thuyét

phuong phap phan tich hoi quy boi, boi hoi quy 7
dugc phat trién nhu sau:

tuyén tinh boi ngoai chirc nang 1a mgt cong cu mo
ta, n6 cling dugc sur dung nhu mot cong cu ket luan QDC = By + B4SP + B,VT + B3GC + B4DV +
dé kiém dinh céc gid thuyét va du bao cac gid tricia  BsTH + BgTQ + ¢;

khoa hoc =
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' QuAN

TRI KINH DOE

‘
Bang 3: Ma trdn hé sé twong quan
SP VT GC DV TH KG QD
SP | Tuong quan |1
Pearson
VT | Twong quan | 0,117 1
Pearson
GC | Twong quan | 0,027 -0,060 1
Pearson
DV | Tuong quan | 0,012 -0,089 -0,031 1
Pearson
TH | Tuong quan | -0,060 -0,010 -0,031 -0,117 1
Pearson
KG | Twong quan | -0,023 -0,019 -0,034 -0,054 0,001 1
Pearson
QD | Tuong quan | 0,343** | 0,359** | 0,555** | 0,300** | 0,220** | 0,244** |1
Pearson
** Tuwong quan v&i mirc v nghia 0,01 (2 bén)

Nguon: Tac gid phén tich

Trong d6: B 1 cac hé s6 cua phuong trinh héi  qua cho thay h¢ s6 Sig. rat nho (Sig. = 0,000) nén

quy va ei l1a phan du.

md hinh hdi quy 1a pht hop vé mat tong thé.

Bang 4: Bang tom tdt thong tin mé hinh wée lrong

M6 hinh

R

RZ

R? didu chinh

Sai s6 chuan
cia woce lwgng

Hé s6 Durbin
Watson

1

0,920°

0,846

0,842

0,09438

1,981

Nguon: Tdc gid phén tich

Két qua ciing cho thay rang R2? diéu chinh nho
hon R2, dung n6 dé danh gia mic do phu hop cua
md hinh nghién clru s€ an toan hon vi n6 khong thoi

phong mirc d¢ phii hgp mo hinh.

oD =

Phuong trinh l}éi quy tuyén tinh véi cic bién c6
hé s6 beta da chuan hda c6 dang nhu sau:
0.3*SP + 0.405*VT + 0.604*GC +

0.403*DV + 0.308*TH + 0.301*KG
Bang 5: Phép kiém dinh phdn tich phirong sai (ANOVA)

s Tong dd léch Binh phwon A A e
M® hinh binhgplflr(;'ng df trunlg); b‘mhg Héso F Hé so Sig.
Hoi quy 11,872 6 1,979 222,121 0,000"
Sb du 2,165 243 0,009
Tong 14,036 249
a. Bién phu thugc: QD
b. Bién doc lap: KG, TH, VT, GC, SP, DV

Nguon: Téc gid phdn tich

Két qua F sir dung trong phén tich phuong sai
(ANOVA) 1a phép kiém dinh gia thuyét vé d¢ phu
hop cua md hinh hoéi quy tuyén tinh tong thé. Két

5. Ham y quan tri va han ché nghién ctru
Keét qua nghién ctru nay cho thay c6 6 yéu to anh
hudng dén quyét dinh lya chon chu6i ctra hang ca
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Bang 6: Tong hop két qua gid thuyét nghién ciru

Gia thuyét Ndi dung Két qua kiém dinh

H1 San pham co tac dong dwong (+) 1én quyét dinh lya | Chap nhan gia thuyét H1
chon chudi cira hang ca phé

H2 Vi tri ¢6 tac dong duong (+) l1én quyét dinh lhra chon | Chéap nhan gia thuyét H2
chudi cira hang ca phé

H3 Gia ca hop 1y co tac dong dwong (+) 1én quyét dinh | Chap nhan gia thuyét H3
lwa chon chudi cira hang ca phé

H4 Dich vu khach hang c6 tic dong duong (+) 1én quyét | Chap nhan gia thuyét H4
dinh lya chon chudi cira hang ca phé

H5 Thuong hiéu c6 tac dong duong (+) 1én quyét dinh lya | Chap nhan gia thuyét H5
chon chudi cira hang ca phé

H6 Khong gian c6 tac dong duong (+) 1én quyét dinh lya | Chap nhan gia thuyét H6
chon chudi cira hang ca phé

Nguon: Tdc gia phan tich
phé va mirc do anh hudng cta cac yéu td nay khong
¢6 su phan chia theo thir bac o rét, chung té khach
hang danh gi4 cac yéu t6 anh huong dén quyét dinh
Iira chon chudi ctra hang ca phé ¢6 tim quan trong
khong c¢6 su khac biét qua 16n. Nhung dé khach
hang dwa ra quyét dinh lya chon chudi cira hang ca
phé dugc ting 1én, cin phai chu ¥ ning cao chit
luong toan dién & cac thanh phan nhung phai theo
muc do uu tién, tap trung vao cac yéu td co mirc do
anh huéng (tim quan trong) manh lan luot 1a: gia ca
hop 1y, vi tri, dich vy khach hang, thuong hiéu,
khong gian, san pham.

5.1. Ham y qudn tri

Hoan thién chinh sach gid ca hop ly: d& nang
cao nang lyc canh tranh lam thoa man nguoi ti€u
dung thi cac doanh nghiép kinh doanh chudi cira
hang ca phé can quan tdm dén cic van dé& nhu xay
dung cac chinh sach gia ca phu hop véi chat lugng
san phim cung tng cho ngudi tiéu dung, dé tao long
trung thanh cho nguoi ti€u dung thi cac chinh sach
gia ca phai on dinh va lau dai, tao chinh sach va
chién luoc thanh toan linh hoat bing cac phuong
thirc va cong cu nhu cac thé da ning, séc, dau tu
thém may tinh tién dién tir, may thanh toan qua thé,
mé rong lién két thanh toan v6i nhidu ngan hang,
thanh toan online qua dién thoai thong minh 1a diéu
can thiét trong tuong lai, xdy dung cac chinh sach
gia phu hgp véi thu nhap va chi ti€u cua nguoi tiéu
dung khu vue TP.HCM. Ké ca cac chudi cira hang ca
phé mang thuong hiéu nudc ngoai Starbucks, The
Coffee Bean & Tea Leaf ciing can didu chinh muc
gia sao cho phu hop vdi thu nhép cuia nguoi dan Viét

khoa hoc

Nam, san pham cung tng cho ngudi tiéu dung phai
¢6 mirc gia canh tranh so v&i cac dbi thu.

Lya chon vi tri chudi cira hang ca phé cho phu
hop: dé khach hang dé dang tim thdy cac chudi cira
hang ca phé thi vi tri phai nam & nhung noi nhu la:
trong cac trung tdm thuong mai, noi dong khu dan
cu, trong trung tam thanh phd, gan cic trung tdm
thuo‘ng mai, giai tri, gan céc try s¢ cong ty hay cao
¢ van phong hodc 1a nam gan céc truong dai hoc s&
1a modt loi thé cho cac doanh nghiép kinh doanh
chudi cira hang ca phé. Thudng thi nhfrng chudi ctra
hang nay toa lac ¢ cac truc dudng giao nhau nhu nga
ba, ngl tu dé khach hang c6 thé di chuyen linh hoat
va d& dang hon nhung day ciing c6 thé 1a didu bat lgi
boi vi nhiing khu vuc nay muc do xe ¢ di lai rat
nhiéu gy ra tinh trang ket xe nén anh hudng dén
tam ly e dé ctia khach hang khi dén day. Chinh vi ly
do nay nén cac nha quan ly doanh nghiép can phai
xem x¢t that ti mi, khoa hoc va thyc t€ khi quyet
dinh dau tu xay dung chudi cira hang ca phé. Bong
thoi cac nha kinh doanh nén chon cac vi tri ma & do
c¢6 nhiéu loai phuong tién giao théng khac nhau nhu
xe may, xe bus, taxi c6 thé d& dang di chuyén dén
chudi cira hang ca phe

Khong ngirng ndang cao chat lwong dich vu khach
hang: can bo tri nhan vién phyc vy, xay dung quy
trinh sao cho nang cao toc do phuc vu nhanh chong
va kip thoi. Pé lam duoc dleu nay ngoai viéc xay
dung quy trinh phuc vu thi can phai tap trung dao
tao, k¥ ndng ciia nhan vién phuc vu bén canh st dung
hé thong ZERO (khong cho doi) ket hop quan ly
cong nghé thong tin, dap img nhu cau phuc vu nhanh
chong kip thoi, viée canh tranh giita chudi cira hang

=
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ca phé cling ngay cang gay git trén nhleu phuong
dién, trong do khong thé khong dé cap dén doi ngi
nhan vién tai chudi cira hang, tr nhan vién bai xe,
nhén vién v¢ sinh, nhan vién bao vé den nhén vién
ban hang. Cac tiéu chuan bét budc i thiéu can pha1
duoc dao tao va huén luyén & mot ngudi nhan vién
6 thé ké den nhu thai d6 d6i voi khach hang, ky
nang giao tiép, cung cach phuc vu hay kién thirc vé
san pham va dich vu. Nhitng khach hang nay ho luén
mong cho ¢ doi ngi nhan vién mot phong cach phuc
vu nhiét tinh vdi thai do lich sy va nhiing ky nang
giao tlep t6t. Sy niém no, than thién, nhiét tinh cua
nhén vién ban hang cling nhu nhan vién phyc vy s&
ngay lap tirc gy thién cam cho khach hang va hién
nhién, chudi cira hang ca phe nay s€ 1a mot trong
nhitng cai tén dau tién hay noi dau tién ma ho nghi
dén mdi khi ¢6 nhu cau in udng, giai tri. .. va hon thé
nita, chudi cira hang ca phé ciing s& gitr chan dugc
khach hang ctia minh 13 16i kéo thém dugc nhiéu
khach hang méi, cac nha quan 1y chudi cira hang nén
dau tu trang phuc ddng phuc cho nhan vién dong
thoi ket hop tuyén dung nhén vién c6 ngoai hinh dep
mat nhim ting thém neét tham mi cua ctra hang trong
mat khach hang. Van dé nay cac nha quan ly cling
can cha y hon mau sic va kiéu cach ciia dong phuc
nhén vién phai nhe nhang, phu hop v6i khong gian
cua quan hodc tao dlem nhan riéng biét dé khach
hang khi lién tuong dén mau sic dong phuc cua nhan
vién thi nh¢ dén chudi ctra hang ca phé.

Tao dung gid tri thiwong hiéu bén viing: ting
cudng quang ba hinh anh, tao danh tiéng dé nhim
thu hut, cht y cua khach hang, nguoi tiéu dung, xay
dung hinh anh thuong hi¢u chudi cira hang ca phé 1a
diém dén dang tin ciy trén co so tao ra nhitng chudi
ca phé sach, ting cudng quang cdo trén cac phuong
tién truyen thong, bdo chi, internet , lién tuc quang
ba moi khi ra mat thirc uong, moén an moi nhim tao
sy chu y duge nhiéu nguoi biét dén, xay dung cac
chinh sach dé tao thuong hiéu chudi cira hang caphé
duoc nhidu nguoi yeu thich, khong nging xay dung
va gin giit chudi cira hang ca phé c6 thuong hiéu, uy
tin, tao niém tin lau dai cho khach hang. Bén canh
d6 dé nang cao hinh anh thuong hiéu thi cac doanh
nghi¢p kinh doanh chudi ca phé nén thuong xuyén
t6 chic cac chuong trinh hdi thao c6 y nghia nhu
huéng dan nghé thuat pha ché ca phé, cach trinh bay
va thuong thac ca ph€, chuong trinh ra mét san
pham moi... dé thu hat dong dao khach hang tham
gia cling nhu hiéu 16 hon vé loai thirc ubng nay.

Ao v o AR

Cai tzen chdt lwong khong gian chudi cira hang ca
phé: tao bau khong khi, thiét ké khong gian trong céac
ctra hang ca phé sao cho ngudi tiéu dung cam thay 4m
cing khi lya chon chudi cira hang ca phe can xay
dung va thiét ke khong gian cdc quan ca phé c6 tinh
tuong dong vé mau sic, trang tri hai hoa dé khach
hang cam thiy quen thudc khi chon cac chudi cira
hang ca phé, yéu t6 khong gian c6 thé kich thich cac
giac quan cua con nguoi nhu thi gidc (vé dep), khiru
giac (huong thom), thinh giac (am nhac) va hon thé
nira lam cho khach hang cam thay hung phén ciing
nhu ¢6 co hoi thé hién dang cap cua minh, am thanh
trong quan phai d& chiu, nhe nhang dé khach hang c6
nhu cau ban cong viéc, hoc hanh hay thu g1an cling
khong bi am thanh lam cho kho chiu, khong gian thi€t
ké phai du rong, khong chét hep qua, déc biét la g1ua
cac 16i di hay glua cac ban ghe dé khach hang co
khoang khong gian thoai mai, riéng tu hon khi ngdi
trd chuyén, an udng hay thu gian. ..

Nang cao chat lwong san pham: lwa chon cac nha
cung mg nguyén li¢u cling nhu ban thanh pham tt
dé tao san pham co chat luong t6t cung tmg cho
khéach hang mét cach t6t nhat xdy dung chién lugc
da dang hda san pham dé tao thuc don da dang,
phong phu cung cap cho khach hang, tao cho khach
hang nhiéu sy lya chon giup ho c6 niém tin trong hé
thong chu01 clra hang, dé san pham c6 chat luong
cung cap dén nguoi tiéu dung dé 1am cho ho quyet
dinh lya chon chudi cua hang thi ctra hang nén lya
chon san pham ¢ nguon goc Xuét XU 10 rang, c6 chat
lugng. Dic bigt ngay nay van dé vé vé sinh an toan
thuc pham dang 14 diém nong trén toan xa hoi, khi
ma trén thi truong tran lan loai ca phé khong dam
bao chit lugng, “ca phé ban” thi viéc chtg minh ca
phé “sach” 1a rat quan trong, mang lai uy tin cho cac
nha kinh doanh. Nén ap dung rong rai loai hinh rang
xay ca phé tai chd dé gia tang 10ng tin tir khach hang,
nhu cau cia ngu01 tiéu dung pha1 théa man chan
thién mi, vi vay dé thu hut ngu0’1 ti€u dung lya chon
chudi ctra hang ca phé thi cac san pham ban ra cho
nguoi tiéu dung can thiét phai co cach trinh bay san
pham dep mit, nguol ta thuorng nodi “dn ngon mdc
dep” vi vy vi gidc c6 thé noi 1a yéu t6 quyét dinh lya
chon chudi cira hang ca phé cua ngudi tiéu dung cho
nén cac chudi cira hang phai nghlen cuu that ky dé
cung cAp cac san pham c6 mui vi thom ngon, hip dan
dé thu hat khach hang, cac chudi cira hang ca phe
nén thiét ké, tao san pham mang tinh tién loi dé g1up
nguoi tiéu dung cam thay hai 1ong khi ho chi tiéu va
thda man voi gia tri ho mua va sur dung.
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5.2. Han ché ciia nghién civu

Muc dich cta nghién clru ndy la kham pha su
anh huorng clia cac yéu tb lién quan dén thi hiéu va
hanh vi ti€u dung cta khach hang dua dén quyét
dinh lya chon chudi cura hang ca phé nén nghién cuu
nay con nhiéu han ché.

- Nghién ciru chon mau thuén tién 1a cac khach
hang da str dung chudi ctra hang ca phe khu vuc Tp.
HCM, cu thé 1a quan 1, quan 2, quén Binh Thanh,
quén Pht Nhuén, nén t1nh dai dién cho tong thé
nghién ciru 14 chua cao. Vi vy dé nang cao murc do
tong quét nghién ctru tiép theo v6i ¢& mau 16n hon,
md rong pham vi khao sat & nhléu quén huyén trong
thanh phd dé dat duoc tinh tong guat hoéa cao, giam
thiéu nhiing thiéu sot va han ché ma dé tai nghlen
ctru chua dat duoc.

- Nghié€n ctru nay su dung phan mem SPSS véi
phep phan tich hoi quy tuyen tinh boi dé kiém dinh
cac gia thuyét nghlen ctru vé quyét dinh lya chon
chudi cira hang ca phe Mot céach thay thé khac ma
nghién clru tuong lai co thé thyc hién la su dung mé
hinh SEM véi phan mém AMOS dé vira kiém dinh
gia thuyét vira xac dinh mdi quan hé nhan qua giira
cac khai niém nghién ctru. ¢
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Summary

Customer’s selecting behaviour is an important
measure of the competitiveness of enterprises espe-
cially those offering food and drink services, coffee
stores specifically. Hence, the study aims to identify
and assess the key factors affecting the selection of
coffee store chain by customer, thus helping enter-
prises running coffee store chains to improve their
competitiveness. Using qualitative and quantitative
research methods and the 5-point Likert scale, the
research results show how the 6 factors including
product, place, price, customer service, brand, and
space affect the selection of coffee store chain by
consumer, helping enterprises running coffee store
chains to come up with appropriate policies and
decisions to improve their competitiveness.
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