KHOA KINH TE VA QUAN LY
B0 mon Quan tri kinh doanh
---000---

TIEU LUAN MON HQC QUAN TRI THUONG HIEU
Pé tai: Tinh cach thwong hiéu va sw trung thanh cia
khach hang v6i thwong hiéu trong thi truwong sian pham
dién thoai di dong

Gidng vién hwéng din: Ths.Nguyén Tién Diing
Nhom sinh vién thuc hién:

1. Nguyén Hong Hanh
2. Nguyén Chi Thanh
3. Dwong Xuin Trwong
4. Nguyén Hoang Viét

Ha Ngi 11/2010



MUC LUC

LOTMO DAU ..ottt ettt r et en st en e en e, 2
PHAN 1 GIOI THIEU CHUNG .....ooiiviieeieeseeteee sttt 3
(R 5 Y. BV N ) SO 3
1.2 MUC TIEU NGHIEN CUU, PHAM VI VA PHUONG PHAP NGHIEN CUU ....... 3
121 MUuc ti€U NEHIEN CUU....eiviiiiiieiiiiiiie et nnne s 3
1.2.2  Pham vi nghién ctru va phuong phap nghi€n ciu ...........ccoviiiiiiiiiiiiiciin, 3
PHAN 2 CO SO LY THUYET ..ottt st snes st ene st san st 4
21 LY ,THUYET VE TINH CACH THUONG HIEU VA LONG TRUNG THANH
CUA KHACH HANG VE THUONG HIEU......cooviieiieeieeeseeeeeeesessseseeseee s 4
2.1.1 Tinh cach thuong hi€U..........ccoiiiiiiiiiie s 4
2.1.2  Long trung thanh ctia khach hang v& thuong hidu ...........cocevevvvenvenereveeeseeenenen, 4
22 LY THUYET VE TiNH CACH THUONG VA SU TRUNG THANH CUA
KHACH HANG VOI THUONG HIEU DIEN THOAI DI PONG........coovvveeieeeeieeenene, 5
2.2.1 Tinh cach co ban cla CON NZUGT......ccuiiiiiiiiiiie s 5
2.2.2  Tinh céach thuong hiéu dién thoai va mo hinh...........ccoccoiviiiiiiniiii e, 6
PHAN 3  PHUONG PHAP VA KET QUA NGHIEN CUU.......ccovvirveseseseeneeenersenens 6
3.1  NGHIEN CUUBDINH TINH.....coooititetieeeeeeeeeeeetee e e et et se et s s 7
311 ThaNE QO 7
3.1.2  Nghién clru dinh tinh ... 7
3.2 Phantich........... ETTTTRe PP PO 8
PHAN 4 KET LUANVA BE XUAT PHUONG AN ......coviiiiiiieseeeseeeeeee e, 12
O < LT VOO 12
4.2 DE XUAL PAUONG AM.orveorerereeeeeeeeeeseeeeeseseeses s ses s es s asseseesens e st sen s eensenes 13

PHU LUC  TAILIEU THAM KHAO VA BANG  CAU HOI THAM DO Y KIEN ... 14



LOI MO PAU

Véi chinh sach mé cira hoi nhap nén kinh té Viét nam ngay cang phat trién, mirc séng
ctia ngudi dan ngay dugc nang cao. Nhu cu vé thong tin lién lac ciing phat trién nhanh. Cting
v6i su phat trién cta cong nghé, ngay cang c6 nhiéu thiét bi lién lac hién dai ding cho trao ddi
thong tin. Dién hinh 1a dién thoai di dong. Cach day khoang 9 nam dién thoai di dong duong
nhu van rét it. Nhung dén nay co rat nhiéu, v6i nhiéu loai nhiéu hang dién thoai khac nhau.
Huéng vao nhiéu thi truong khac nhau. Dé co thé canh tranh duoc trén thi trudng cac hing
dién thoai di dong phai ngay cang tao ra nhiéu san phim mdi bit mét va co tinh niang phong
phu, da dang. Mdi hang dién thoai khac nhau thi tap trung vao timg nhom khach hang khéc
nhau dé khang dinh tinh cach thwong hiéu cia minh. Vi vay chung em lam dé tai nghién ctu:
“Tinh cach thuong hi€u va sy trung thanh ctua khach hang véi thuong hi¢u trong thi truong
dién thoai di dong”.

Noi dung dé tai nghién ctru gdm:

PHAN 1: GIOI THIEU CHUNG

PHAN 2: CO SO LY THUYET

PHAN 3: PHUONG PHAP VA KET QUA NGHIEN CUU

PHAN 4: KET LUAN VA PE XUAT PHUONG AN

Do kién thirc ctia chiing em con han hep, vi thé trong qua trinh lam bai s& khong tranh
khoi nhitng sai sot. Bai trinh bay c6 so sai vé ndi dung cling nhu hinh thirc, ching em mong
thay théng cam va tao diéu kién gitip d& chung em, dé chiing em hoan thanh t6t ban nghién
ctru cling nhu mén hoc nay. Ching em xin chan thanh cam on!

Nhoém sinh vién thuc hién



PHAN1 GIOI THIEU CHUNG
1.1 PAT VAN DPE

Véi chinh sdch mé ctra va hoi nhap, nén kinh té Viét nam phat trién v&i muc tang
truong kha cao, cic nim gan ddy trung binh muc ting truong 6,5%/nim. Qua d6, mic song
ctia ngudi dan duoc cai thién (ca vé sb luong va chit luong) cho cude sdng va cho cong viée
lam ngay cang ting. Pé dap ung nhu ciu ngay cang ting cia xi hdi, viéc cung cip cac san
pham va dich vu ngay cang da dang va phong phu dic biét 1a trong nganh céng nghé thong tin
di dong. Céch day 9 nam dién thoai di dong van con duoc st dung rat it. Cho dén nay thi n6
d3 dwoc str dung rat rong rii va phd cép. Co rat nhiéu thuong hiéu dién thoai trén thi trudng
Viét nam hién nay. Vi su phat trién nhu vii bdo cua cong ngh¢ hién nay cac hang dién thoai
thi nhau d6i m&i ca cong nghé 1an phong cach, nhim vao nhiéu khuc thi trudng khach hang
khac nhau. Cac hang dién thoai canh tranh nhau lam cho gia san pham giam dang ké va chat
luong dich vu tang lén.

Hién nay c6 rat nhiéu hing dién thoai trén thi truong Viét nam, tir nhimg thuong hiéu
16n ¢6 uy tin dén nhitng thuong hiéu méi ra. Thi phan dién thoai di dong Viét nam tinh dén
nam 2009 theo thdng ké thi thuong hiéu dién thoai Nokia van chiém ty trong 16n nhat udc
ching 53%, tiép theo 1a Samsung chiém khoang 17% thi phan, con lai mot sé cac dién thoai
khac: LG, Motorola, Q-mobile, FPT...(ngudn thong tin tir bao SGTT). Nhin chung trudc sirc
¢ép cua canh tranh gifra cac thuong hi€u, lam sao céc hang di¢n thoai co thé thu hat khach
hang va giit chan duoc khach hang. Dé 1am duoc didu nay mot didu cbt 161 khong thé thiéu 1a
cac hing dién thoai phai xay dung mot thuong higu tot trong tdm tri ngudi tiéu dung. Mot
phan dé tao dung nén mot thuong hiéu co uy tin trong tdm tri khach hang, d6 chinh 1 xay
dung tinh cach thuong hi€éu. Nhitng tinh cach cua thuong hiéu tao dung duogc long trung thanh
cua khach hang.

1.2 MUC TIEU NGHIEN CUU, PHAM VI VA PHUONG PHAP

NGHIEN CUU

1.2.1 Muc tiéu nghién ciru

Nghién ctru nay nham xac dinh cac tinh cach thuong hiéu dién thoai di dong va su
trung thanh cta khach hang véi thuong hiéu dién thoai.

Tur d6 6 thé léy két qua nghién ctru nay lam co s¢ dua ra chién lugc tiép thi, tao dung
mot tinh cach thuong hiéu dién thoai t6t trong tdm tri khach hang, tao loi thé canh tranh trén
thi truong von ngay cang nhiéu doi thu.

1.2.2 Pham vi nghién ciru va phwong phap nghién ciru

Pham vi nghién ctru: Nhitng khach hang dang sir dung dién thoai di dong. Cu thé 1a sinh
vién trong trudng Pai hoc Bach khoa Ha noi. Vi sd luong sinh vién phong van 1a 50 sinh
vién.

Phuong phap nghién ciru: Pugc tién hanh qua hai budc. Budce dau tién 1a nghién ciru so
bd tlrc thao luan dinh tinh gitra cac thanh vién trong nhoém véi nhau dua ra moé hinh cac nhan
td tinh cach thuong hi¢u cua dién thoai di dong anh hudng dén long trung thanh cta khach
hang. Pong thoi tham khao ¥ kién mot s6 thanh vién trong 16p vé tinh cach thuong hiéu va
long trung thanh voi thuong hiéu d6. Sau d6 tham khao ¥ kién cua giang vién va cubi cing
dua ra mé hinh. Budc thtr hai nghién ctru chinh thirc théng qua ldy v kién truc tiép tir khach
hang, bang cach thiét ké bang cau hoi diéu tra sir dung thang do likert do sy trung thanh cia
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khach hang. Sau d6 sir dung phan mém SPSS hoic Excel phén tich két qua, két hop véi ly
thuyét, mo hinh dua ra két qua.

PHAN2 COSOLY THUYET
2.1 LY THUYET VE TiNH CACH THUONG HIEU VA LONG TRUNG
THANH CUA KHACH HANG VE THUONG HIEU

2.1.1 Tinh cach thwong hiéu ) )
Khai niém: Tinh céch thuong hiéu la tap hgp cac dac diém cua con ngudi ngan voi mot
thuong hi€u d6. Tinh cach thuong hi€u nhu 1a mdt con nguoi.

Nhu vay tinh cach thwong hiéu c6 tinh cach giéng nhu tinh cach cta con ngudi. Co thé
n6i n6 nhu 1a linh hon cia thuong hidu. C6 5 nam loai tinh cach duoc téng hop cua thuong
hiéu:

e Tinh chan thanh: Thong qua biéu hién cua sy gan gili, trung thuc, hudng cb dién

e Soi dong (Excitement): Biéu hién cia su dam lam, chiu mao hiém, sang taoh, cap

nhit.

e (o6 nang lyc (Competence): Biéu hién cta su tin cay, thong minh, thanh dat.

e Tinh té (Sophistication): Biéu hién ciia su cao cip, quyén ril.

e Phong tran (Ruggendness): Biéu hién sy nam tinh, bén bi, manh mé.

(Trich tir bai giang Ths. Nguyén Tién Diing)

Nhu vay dé huéng dén khach hang muc tiéu, doanh nghiép phai xac dinh xem tinh cach
cua khach hang muc ti€u cua minh nhu thé nao tr d6 xac dinh tinh cach cho thuong hiu cua
minh. Dé xay dung dugc tinh cach ma doanh nghiép da xac dinh dugc khach hang muc tiéu
thong qua san phérn vé kiéu dang san phém, tén goi san phém, mau séc, dich vy, hinh anh
cong ty, nguoi bao trg thuong hiéu...

2.1.2 Long trung thanh ciia khach hang vé thwong hiéu

Khai niém: Long trung thanh ctia khach hang vé thuong hiéu 1a mot khai niém quan trong
trong nghién ctru hanh vi khach hang (Day, 1969; Huang va Yu, 1999). Khach hang dugc
xem 14 trung thanh véi thuong hi¢u khi ho ¢6 xu huéng mua nhiéu san pham ciia mot thuong
hiéu nao d6 va 1ap lai (Chuadhuri, 1999). Long trung thanh thé hién thai do cua khach hang,
néu khach hang tin tudéng va co 4n tuong tdt vé mot thuong hi€u thi s€ uvu tién tim mua san
pham cua thwong hiéu d6 (Yoo va cong sy, 2000). Qua nghién ctru mic do trung thanh
thuong hi€u cua khach hang, c6 thé tap trung cac chién lugc chiéu thi va tiép thi mot cach truc
tiép va hiéu qua dén khach hang (Lau & Ctg, 2006). Do vay, trong bdi canh thi truong DTDD
tai Viét Nam ngay cang canh tranh, luong khach hang mua méi va mua lip lai san pham ngay
cang nhiéu, doi hoi cac doanh nghiép phai nhin dang cac tinh cach cua khach hang va xay
dung dugc tinh cach thwong hiéu t6t trong long khach hang va xdy dung long trung thanh
thuong hi¢u.

Dé do long trung thanh cta khach hang vé thwong hiéu sir dung thang do likert v6i nim
mirc d9: 1- Rét khong dong ¥; 2- Khong dong y; 3- Khong biét; 4- Pong ¥; 5- Rat dong y.

Tinh céc.:h thuong Téc dong dwong (+) Long trung thanh
hiéu khéch hang




Khi tinh cach thuong hi¢u cang dugc xac dinh rd rang thi long trung thanh cua khach hang
dbi vé6i thuong hiéu dé cang nhiéu. Vi tinh cach thuong hiéu giup 1am ting mtrc d6 nhan biét,
tao hinh anh tich cuc cho thuong hiéu.

2.2 LY THUYET VE TINH CACH THUONG VA SU TRUNG THANH CUA KHACH
HANG VOI THUONG HIEU PIEN THOAI DI PONG
Hién nay cac thwong hiéu dién thoai van dang ngay cang cung cb hinh anh thuong hiéu
cua minh trong tdm tri khach hang. Tao nhiing nét tinh cach thuong hi¢u rd rang cho khach
hang d& nhan thy. Cac thuong hiéu dién thoai 16n hién nay xay dung thuong hiéu ciia minh
chu yéu véi tinh cach tré trung hip dan nang dong hudng t6i gidi tré dua trén nhitng nét tinh
cach co ban cua con nguoi.

2.2.1 Tinh cach co ban ciia con ngudi
Theo 1y thuyét ciia DISC cta William Moulton Marston Ph.D. (1893-1947), ¢6 4 tuyp

nguoi tidu biéu 1a D — | -S- C theo so d0 dudi day:
1. Tuyp ngudi Xong xao vai tinh cach noi bat 1a

e Thu hat, Nhay bén, Sinh dong

« D6i méi, Bao quat, Tién phong

o Dung han, Nhanh nhen

e Xdc véc, ning nd, Hudng dén két qua

e Nang dong, Téap trung

« Chu dong, Quyét tim

e Manh mé, truc tiép

o Tu tin, Ban linh, Khi thé
2. Tuyp ngudi nhiét tinh véi tinh cach ndi bat 1a

e Thuyét phuc

e Co01mo,Vui vé,Hoa nha

e Quang giao,Dé lam quen, Dé thu hut

e Thich cac mdi la, Lac quan

e Hoat bat, than thién

« Hoa ddng, coi mé, Nang dong hon nhién

e VO tu, Hai huéc, Dé thich nghi

3. Tuyp ngudi diém dam véi tinh cach ndi bat 1a
« Ondinh
e Chin chén,Kién dinh, Than trong, Piém tinh, T ton
 Nobng am,Trung thanh,Hoa nha, Sau sic
o Ling nghe, Biét quan tim, Thén thién
e Tan tam, Co trach nhiém

4. Tuyp ngudi chuan muc véi tinh cach ndi bat 1a

e Tap trung

« Song phing, Logic, R3 rang

e (¢ trach nhiém

e Ky luat, Than trong

« Chinh xac, Ngan nip, Ciu toan


http://daotaotinhhoa.files.wordpress.com/2010/03/disc-general-2.jpg

e Nghiém tac, Trat ty
(Trich tir nguén Tham khao tir tai liéu DISC tir Wikipedia va ciia vita-share.com)

2.2.2 Tinh cach thwong hi¢u dién thoai va mé hinh

Cac thuong hiéu dién thoai hudng tdi thi truong muc tiéu da xac dinh tinh cach ciua khach
hang muc tiéu. Qua nhiing thong tin ctia cic hing dién thoai (ngudn tin tir trang web ctia cic
thuong hiéu dién thoai ndi tiéng) thi cac thuong hiéu dién thoai xdy dung tinh cach cua
thuong hiéu minh theo tinh cach n6i bat, thu hat, than thién, d6i méi hién dai huéng vao thi
truong gidi tré.

C +
Tinh czlllci:lguthuong —>| Long trung thanh

T
v v ! ’

Thu hit , Do6i méi Tinh than Théong
ndi bat nang dong thién minh

C6 hai phuong phap chinh xay dung tinh cach thwong hiéu bang cic dic diém cua san
pham hiru hinh va dich vu va xay dung bang cac lién tuéng thir cap.

Xay dung tinh cach bang cac thudc tinh gin véi san pham va dich vy
Cac tinh cach dugc xay dung tir san phém dién thoai cua thuong hiéu. Kiéu dang san ph'flm,
mau sic, tinh ning san pham.

Xay dung tinh cach thuwong hiéu bang cac lién twdng thir cip. Cac hing dién thoai ding hinh
anh nguoi dai dién thwong hiéu nbi tiéng.

PHAN3 PHUONG PHAP VA KET QUA
NGHIEN CUU

Quy trinh 1am nghién ctru

Cosdly : : Nghién ctru

l

Viét bao cao tong hop. , <::| St dung phan
Dua ra nhitng y kién dong <:I Két qua mém SPSS
g0p phan tich s6 liéu 6




3.1 NGHIEN CUU PINH TiNH

3.1.1 Thang do:

Thang do trong mé hinh dugc sir dung 1a thang do likert, do mirc d hai long vé san
phém, dich vy cua céc thuong hi€u dién thoai ma khach hang da va dang st dung, khi muc do
hai 1ong cang cao thi 10ng trung thanh vé thuong hiéu dién thoai d6 cang cao. Tir md hinh va
ly thuyét chung em di xac dinh dugc cac khia canh tinh dénh gia tinh cach thuong hiéu anh
hudng dén long trung thanh cta khach hang: kiéu dang san pham, logo thuong hiéu, slogan va
hinh anh nguoi dai dién.

Phan tich cac khia canh thé hién tinh cach thuong hi€u cua dién thoai di dong va long
trung thanh ctia khach hang:

Kiéu dang san pham: kiéu dang san pham phan anh tinh cach thuong hiéu mudn thé hién.
nhu kiéu ddng dic biét ngdy sy chi ¥, thé hién tinh ning dong, ndi bat.

Logo thuong hiéu: thé hién ca tinh thuong hiéu mudn gin vao d6 nhu 1a su tré trung, dic
sdc hap dén, thu hut.

Két hop vé6i nhitng slogan tao ra sy thu hit cho khach hang.

Hinh anh nguoi dai dién thé hién tinh cach thuong hiéu muén khang dinh.

St dung thang do likert d4nh gia ¥ kién cua ngudi phong van véi 5 mic: 1- Rat khong
ddng y; 2- Khong dong ¥; 3- Khong biét; 4- Pong ¥; 5- Rat dong y.

3.1.2 Nghién ctru dinh tinh

Péi tuong nghién ctru 1a ngudi dang str dung dién thoai di dong. Do thoi gian va kha
nang c6 han nén khu vyc khach diéu tra hep 1a sinh vién truong Pai hoc Bach khoa Ha ndi.

S6 luong phiéu diéu tra 1a 60 phiéu trong qua trinh diéu tra theo phuwong phéap phat phiéu
tryc tiép dén nguoi duge phong van do thét lac phiéu va phiéu khong hop 1¢, nén s6 phiéu hop
1¢ thu lai dugc 1a 50 phiéu.

Thiét ké bang cau hoi

Nbi dung ban cau hoi gdbm 3 phan:

Phan 1: hoi vé thong tin tén hang dién thoai ma khach hang dang sir dung, bang viéc dua
ra 7 logo thuong hi¢u dién thoai dugc danh gia la nhiéu nguodi su dung va biét dén: NOKIA,
SAMSUNG, LG, Sony Ericsson, BlackBerry, MOTOROLA, iPhone. Néu nguoi dugc phong
van sir dung loai khac thi yéu cau dién tén hing ma ngudi d6 sir dung. Pong thoi hoi vé tén
loai san pham dang dung dé thay thuong hiéu dién thoai dang dung c6 nhiéu loai san pham
khong.

Phan 2: Panh gia cac yéu td tich cach thuong hiéu va y kién cua khach hang vé cac tinh
cach d6. Thong qua viéc hoi cac yéu td vé kiéu dang san pham, logo thuong hiéu, slogan ctia
thuwong hiéu, hinh anh ngudi dai dién thuong hiéu, tinh ning san pham.

O phan nay mdi cau hoi vé tinh cac thuong hiéu duoc chia thanh ban gdm hai phia: phia
bén trai 1a cac thuong hiéu ctia dién thoai. Phan bén phai 1a y kién ciia nguoi duoge phong vén,
theo phuong phap str dung thang do likert danh theo diém s6 1- Rat khong dong ¥; 2- Khong
dong y; 3- Khong biét; 4- Pong ¥; 5- Rat dong y. Tir d6 nguoi duge phong van danh vao
nhirg muc cho 14 cung ¥ kién hodc phan dbi.

- Kiéu dang dién thoai doc d4o, khac biét.

- Mau sic dién thoai phong cach, sang trong

- Ludn dbi méi cong nghé hién dai

- Logo thuong hi¢u hi¢n dai, doc déo, tao su ndi bat thu hat.



- Slogan cua thuong hi¢u ddc dao thu hut

- San pham c6 sy hai t6i vu giita k¥ thudt va hinh thirc nén gin giii than thién dé& sir
dung

- Thuong hi¢u di¢n thoai tao sy tin tuong, cd trach nhi¢m vé chit lugng, dich vu... cho
khéch hang sir dung.

- Hinh anh nguoi dai dién cho thuong hiéu.

Phan 3: Danh gia chung tic 1a hoi ¥ kién tong thé cua khach hang vé 1ong trung thanh cia
ho véi thuong hiéu dién thoai ciia dang dung khong. Qua phan tich s& cho thdy néu ho hai
long véi cac yéu tb tinh cach san phdm dién thoai ho dang dung thi ho s& c¢6 xu hudng st
dung tiép san phdm mang thuong hiéu dé va nguoc lai néu hoc khong hai 1ong hoc s& khong
sir dung lai nhitng san phd4m mang thwong hiéu dé.

Chi tiét bang cdu hoi diéu tra ching em dé & phu luc trang sé
3.2 Phén tich két qua
Phuong tién phan tich sir dung phan mém SPSS 13.0 dé phan tich. Trong tong sd 50 cau
hoi thu duoc theo phén tich c6 bang phan trim cia cac thuong hiéu dién thoai:

THDT
Cumulative
Frequency Percent Valid Percent Percent

Valid NOKIA 39 78,0 78,0 78,0

SAMSUNG 2 4,0 4,0 82,0

LG 1 2,0 2,0 84,0

BlackBerry 3 6,0 6,0 90,0

KHAC 5 10,0 10,0 100,0

Total 50 100,0 100,0

Nhin vao bang cho thdy thuong hiéu dién thoai NOKIA chiém 78%, thuong hiéu SAMSUNG
chiém 4%, BlackBerry chiém 6%, LG chiém 2%, cac loai khac chiém 10%. Nhu vay thuong
hiéu dién thoai Nokia dugc sir dung nhiéu nhat. Piéu d6 cho thy hién nay thuong hiéu dién
thoai Nokia van dugc sir dung nhiéu nht ¢ thi truong dién thoai nudc ta.

Phan tich danh gia tinh cach thwong hi¢u dién thoai NOKIA

Statistics

NOKIAL | NOKIA2 | NOKIA3 | NOKIA4 | NOKIA5 | NOKIA6 | NOKIA7 | NOKIA8

N Valid 48 46 44 42 43 45 44 44
Missing 2 4 6 8 7 5 6 6

Mean 3,6250 | 3,7826 | 4,0000  3,5952 | 4,0930 | 4,3556| 4,5000 ~ 3,7273
Median 4,0000 | 4,0000 | 4,0000 | 4,0000| 4,0000| 50000 5,0000 | 4,0000
Mode 4,00 4,00 4,00 4,00 4,00 5,00 5,00 4,00
Minimum 1,00 1,00 1,00 1,00 2,00 1,00 1,00 1,00
Maximum 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00

Nhin vao bang cho thay khach hang danh gia duoc rd rang tinh cach thuong hiéu dién thoai
Nokia. Trong d6 NOKIAL1 1a cdu danh gia vé kiéu dang doc déo véi trung binh 1a 3,6350 co
trung vi 1a 4 tirc 1a khach hang da s tra 161 dong y véi kiéu dang doc dao, khac biét, NOKIA2
danh vé mau sic phong cach, sang trong ctia san pham c6 trung binh 3,7826, trung vi 1a 4 cho
thy ciing da sb khach hang déng y v6i ¥ kién mau sic cua dién thoai phong cach sang trong.
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Tuong tu v6i cach ¥ kién khéc ciing dugce danh gia cao. Cao nht 1a ¥ kién thuong hiéu dién
thoai tao su tin tudng, c6 trach nhiém vé chat luong, dich vu cho khach hang voi trung binh la
4,5 va trung vi 1a 5. Tac 1a déng ¥ va ¥ kién duoc tra 101 xung quanh dong ¥ va rat dong ¥.
Nhu vay thuong hiéu Nokia duoc khach hang nhan thay tinh cach thuong hiéu 1a thu huat, ndi
bat, hién dai, g?ln gtii. Cho théy thuong hiéu da xac dinh dugc tinh cach rd rang trong tam tri
nguoi tiéu dung.

Phan tich danh gia tinh cach thwong hi¢u dién thoai SAMSUNG

Statistics
SAMSUN | SAMSUN | SAMSUN | SAMSUN | SAMSUN | SAMSUN | SAMSUN | SAMSUN
Gl G2 G3 G4 G5 G6 G7 G8

N Valid 38 37 38 38 34 37 35 37
Missing 12 13 12 12 16 13 15 13

Mean 32105 | 3,1622| 34474| 32105 34412 | 32162 | 3,2286 |  2,8919
Median 3,0000 | 3,0000 40000 30000 40000 3,0000 40000  3,0000
Mode 3,00(a) 3,00 4,00 | 2,00() 4,00 4,00 4,00 3,00
Minimum 1,00 1,00 1,00 1,00 1,00 1,00 1,00 1,00
Maximum 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00

a Multiple modes exist. The smallest value is shown

Nhin vao bang sb liéu cho thiy danh gia ctia khach hang vé nhitng yéu té tinh cach thuong
hi€u cua dién thoai di dong rat thép. Gia tri trung binh danh gia cac yéu t6 thé hién tinh cach
thip nam trong khoang 2,8919 dén 3,4474 diéu d6 cho thay khach hang khong thay rd duoc
nhiing tinh cach thuong hi¢u dién thoai Samsung. Cu thé nhu danh gia vé tinh ndi bat thu hut
ctia thuong hiéu thong qua kiéu dang san pham thi trung vi ndm & vi tri 3 tic 1a da s khach
hang khong thay sy thu hat , hdp dan cia kiéu dang dién thoai hay mau sic cua san pham. Co
trung vi cia SAMSUNG3, SAMSUNGS5, SAMSUNG?7 12 4 tic 1a khach hang c¢6 nhan thay
thuong hiéu luén d6i méi cong nghé cho san pham, slogan ctia thuong hiéu doc do thu hat,
va thuong hi¢u tao su tin tudng, cé trach nhiém vé chat luong, dich vu. Nhu vay thuong hi¢u
dién thoai Samsung mudn hudng tinh cach nang dong, su thu hut bé’mg nhiing slogan ddc dao,
tao niém tin cho ngudi sir dung.

Phéan tich danh gia tinh cach thwong hiéu dién thoai Sony Ericssion

Statistics
SonyErics | SonyErics | SonyErics | SonyErics | SonyErics | SonyErics | SonyErics | SonyErics
sionl sion2 sion3 sion4 sion5 sion6 sion7 sion8

N Valid 39 37 37 39 38 37 34 36
g’”ss"‘ 11 13 13 11 12 13 16 14

Mean 3,4872 3,7568 3,6216 3,9487 3,4737 3,6486 3,7941 4,0000
Median 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000 4,0000
Mode 3,00 4,00 3,00 4,00 4,00 4,00 4,00 3,00(a)
Minimum 1,00 1,00 1,00 1,00 1,00 1,00 1,00 3,00
Maximum 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00

a Multiple modes exist. The smallest value is shown




Nhin vao bang cho thay thuong hiéu dién thoai Sony Ericssion dugc khach hang danh gia cao
v6i nhitng nét tinh cic ndi bat. Trong bang cho thiy danh gia ctia khach hang vé thuong hiéu
Sony Ericssion ciing rd rang nhu thwong hiéu Nokia. Moi yéu té danh gia cua khach hang c6
trung vi 1a 4. Ttc 12 da s6 khach hang dong ¥ voi nhitng ¥ kién néu trong phiéu. Pidu dé cho
théy thuong hi€éu Sony Ericssion khéng dinh duogc 10 rang tinh cach hép dan, nang dong, ddi
moi. Tao sy than thiét d6i v6i nguoi sir dung.

Phan tich danh gia tinh cach thwong hiéu dién thoai BlackBerry

Statistics
BlackBerr | BlackBerr | BlackBerr | BlackBerr | BlackBerr | BlackBerr | BlackBerr | BlackBerr
yl y2 y3 y4 y5 y6 y7 y8

N Valid 39 40 38 35 35 38 36 36
Missing 11 10 12 15 15 12 14 14

Mean 3,4615 3,5750 3,8684 3,5143 3,3143 3,4474 3,5278 3,5000
Median 4,0000 4,0000 4,0000 4,0000 3,0000 4,0000 4,0000 3,0000
Mode 4,00 4,00 4,00 4,00 4,00 4,00 4,00 3,00
Minimum 1,00 1,00 1,00 1,00 1,00 1,00 1,00 1,00
Maximum 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00

BlackBerry 1a thuong hiéu dién thoai ndi tiéng & My, va méi vao thi truong dién thoai di dong
ctia Viét nam mai ndm gan day nhung thuong hiéu dién thoai BlackBerry khang dinh duoc 16
rang tinh cach thuong higu cua minh. V6i sy dc déo, hip dn vé kiéu dang nhiéu tinh ting
thuong hi¢u da khang dinh dugc trong nguoi tiéu dung Viét nam. Nhin vao bang phan tich
cho thay cac yéu td khang dinh cach hip din, doc d4o, hién dai thong qua nhitng yéu td kicu
dang san pham, mau sic, logo, hinh thire va ky thuét, uy tin c6 trung vi la 4 tirc cac y kién

chu yéu tap trung & ¥ kién dong y.

Phén tich danh gia tinh cich thwong hi¢u dién thoai LG

Statistics
LG1 LG2 LG3 LG4 LG5 LG6 LG7 LG8
N Valid 39 35 39 36 37 35 33 36
Missing 11 15 11 14 13 15 17 14
Mean 2,9744 | 13,4000 | 3,3590 | 3,3611| 13,7297 | 13,3429 | 13,3333 | 3,6944
Median 3,0000 | 4,0000 | 3,0000| 3,5000| 4,0000| 3,0000 3,0000| 4,0000
Mode 3,00 4,00 3,00 4,00 4,00 3,00 | 3,00(a) 3,00
Minimum 1,00 1,00 1,00 1,00 1,00 1,00 1,00 1,00
Maximum 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00

a Multiple modes exist. The smallest value is shown

LG 1a mot thuong hiéu ndi tiéng & Han quéc va cling nhu ¢ Viét nam. Khi nhic dén LG
thudng nguoi ta nghi dén cac san pham dién tir nhu tivi, may giat, diéu hoa. Mot san phdm ma
LG cling hudng tdi 1a dién thoai di dong. Nhung duong nhu tinh cach thuong hi¢u dién thoai
di dong cua LG khong dugc rd rang lam trong khach hang. Nhin vao bang sb liéu cho thiy
khach hang khong nhan rd rang lam vé tinh cach thwong hiéu cia LG ciing gidng nhu cta
Samsung. Cac nhan dinh danh gia cac yéu t6 néu ra ctia khach danh gia 1a 3 tic 1a da s6 khach
hang khong thay thuong hiéu LG thé hién tinh cach nhu vay. Nhu thé khach hang khong nhan
thy kiéu dang san pham LG doc déo, thu hat (LG1) ¢6 trung binh 1a 2,9744, trung vi 1a 3.
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Phéan tich danh gia tinh cach thwong hi¢u dién thoai MOTOROLA

Statistics

MOTORO | MOTORO | MOTORO | MOTORO | MOTORO | MOTORO | MOTORO | MOTORO

LAL LA2 LA3 LA4 LAS LA6 LA7 LA8
N Valid 38 36 36 35 34 35 32 8
g’“ss'” 12 14 14 15 16 15 18 42

Mean

27895| 31111 | 31667 | 31714 30882 | 31429| 31875| 41250
Median 3,0000| 3,0000 30000 3,0000 30000 3,0000| 3,0000| 45000
Mode 3,00 3,00 3,00 3,00 3,00() 3,00 3,00 5,00
Minimum 1,00 1,00 1,00 1,00 1,00 1,00 1,00 3,00
Maximum 5,00 5,00 5,00 5,00 5,00 5,00 5,00 5,00

a Multiple modes exist. The smallest value is shown

Nhin vao bang cho thay tinh cach thwong hiéu ciia Motorola khach hang nhan thiy khong rd
rang. Nhu thé khach khong cho rang thiét ké kiéu déng cta san pham Motorola 1a doc ddo,
khac biét trong bang c6 trung binh danh gia 1a 2,7989, trung vi 1a 3 nhu vay cac ¥ kién cua
khach hang nim & chd khong biét hoiac khong dong y.twong tu cac yéu t6 khac nhu mau sic
phong cach, cong nghé, logo...diéu c6 trung vi 13 3. Trong khi d6 Motorola khang dinh
thuong hiéu ctia minh mang tinh cach quyén rii, hip dan, dang cdp. Diéu d6 thé hién duogc
thong qua hinh anh nguoi dai dién cia Motorola. Danh gia hinh anh thuong hiéu cua
Motorola qua dai sir thuong higu dugc khach hang danh gia rét cao.

Phéan tich danh gia tinh cach thwong hié¢u dién thoai iPhone

Statistics
iPhonel iPhone?2 iPhone3 iPhone4 iPhone5 iPhone7
N Valid 40 40 39 40 34 32
Missing 10 10 11 10 16 18
Mean 4,1750 4,4250 4,3590 4,3250 3,8235 4,2813
Median 5,0000 5,0000 5,0000 5,0000 4,0000 5,0000
Mode 5,00 5,00 5,00 5,00 5,00 5,00
Minimum 1,00 1,00 1,00 1,00 1,00 1,00
Maximum 5,00 5,00 5,00 5,00 5,00 5,00
Statistics

Nhin vao bang s liéu cho thay. Iphone 1a thuong hiéu dugc dénh gia cao nhat. Thé hién tinh
cach thuong hiéu rd nhat. Moi danh gia déu nam ¢ gia tri trung binh 16n hon 4 va gié tri trung
vi & 5 tic 1a dong y, va gia tri tra 10i nim nhiéu ¢ y kién rat dong y. Diéu d6 chimg to iPhone
khang dinh rd nét tinh cach thuong hiéu trong long khach hang. Thuong hiéu iPhone khang
dinh tinh hdp dan, tinh tinh té trong san pham, sy ndi bat ctia thuong hiéu, sy dang cip cta
cong nghé.

Phan tich danh gia chung vé 1ong trung thanh ciia khach hang
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DANH GIA TRUNG

N Valid 46
Missing 4
Mean 3,7391
Median 4,0000
Mode 4,00
Minimum 1,00
Maximum 5,00
DANH GIA TRUNG
Cumulative
Frequency Percent Valid Percent Percent
Valid RAT KHONG DONG Y 6 12,0 13,0 13,0
KHONG DONG Y 3 6,0 6,5 19,6
KHONG BIET 2 4,0 4,3 23,9
DONG Y 21 42,0 45,7 69,6
RAT KHONG DONG 14 28,0 30,4 100,0
Total 46 92,0 100,0
Missing System 4 8,0
Total 50 100,0

Nhin vao bang cho thdy da s6 khach hang s& mua san pham cua thuong hiéu cii khi ho cam
thay hai long voi thuong hi¢u dang dung. Trung binh l1a 3,7391, trung vi 1a 4.

PHAN4 KET LUANVA PE XUAT PHUGNG AN

4.1 Kétluan
Tir phuong phap diéu tra va phan tich nhiing két qua thu duoc ching em c6 mot s6 két
luan nhu sau:

- Nhu vay tinh cach thuong hiu cua dién thoai di dong duoc nha san xuit xay dung dua
trén tinh cach con ngudi, tue la nhu khai niém vé tinh cach thuong hi€u la tap hop nhimg
dac diém ciia mot con nguoi gan vaéi thuong hiéu do. Tir két qua phan tich & phan 3 cho
thay tinh cach thuong hi¢u duoc xay dung trén hai phuong phap chinh la dac diém san
pham va xay dung trén cac lién truong thir cap

- Tinh cach san pham c6 tac dong duong dén 1ong trung thanh ciia khach hang. Khi tinh
cach thuong hiéu cang dugc khang dinh rd thi long trung thanh cua khich hang cang
tang 1én.

- Qua phan tich cho thdy cac thuong hiéu dién thoai xay dung tinh cach mang tinh cach
clia gioi tré nang dong, hap dan, hién dai

- Két qua phan tich cho thiy c6 hai thuong hi¢u xdy dung rét r5 tinh cach thwong hiéu cho
minh trong long khach hang la thuong hiéu Nokia va thuong hiéu iPhone. Hai thuong
hiéu khéng dinh 13 tinh cach cua minh tao vi thé trong tam tri khach hang. Tinh cach
Nokia mang dam tinh cach cua nudc Phan lan tinh doc dao khac biét trong thiét ké, cling
nhu mau sic, kiéu dang, tinh ning ctia san pham. hudng t6i thi truong clia gi6i tre ning
dong. trong khi do iphone ciing xay dung tinh cach nhu vay nhung mang phong cach cua
gi61 thuong luu. Thiét ké ctia iPhone duogc danh gia doc dao cong nghé hién dai.

Mot sb diém trong qua trinh diéu tra:

- Phuong phap diéu tra bang cach 1y dit liéu so cp sau d6 phan tich. S6 luong mau lay
chua cao 50 mau dan dén c6 nhiéu yéu té chwa danh gia sat duoc thuc té. Cu thé trong dé
tai nghién ciu nay, do 1y mau it va chon miu nghién ciru hep 1a 50 sinh vién trong
truong Pai hoc Bach khoa Ha noi.
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4.2 Pé xuit phuwong an

Tir nhitng két luan trén va dua vao dit liéu di phén tich. Cho thdy duoc nhimg tac dong

ctia yéu td tinh cach thuong hiéu. Tir 6 tim ra duoc nhitng chinh sach phu hop dé nang cao
thuong hiéu, tao 10ng trung thanh ctia khach hang doi véi thuong hi¢u cua doanh nghiép.

Cac thuong hi¢u can xé4c dinh rd duoc khach hang muc ti€u cua minh

Tim nhitng nét ndi bat cua tinh cach khach hang muyc tiéu.

Xay dung nhiing nét tinh cach thuwong hi¢u phu hop voi khach hang muyc tiéu

Hién nay thi truong dién thoai di dong ngay cang phat trién véi nhidu thuong hiéu dién
thoai méi ra doi. Cac thuong hi€u dién thoai hién nay dang hudng téi1 khach hang muc
tidu 1a gidi tré. Vi vy can xac dinh tinh cich cua gi6i tré hién nay.

Tinh céach gidi tré hién nay thich nang dong, thu hut, tao su ndi bat khac biét, thé hién
phong cach hip dan hién dai.

Vi véy cac thuong hi¢u dién thoai hién nay can x@y dyng tinh cach nang dong tré trung,
hap dan, phong cach hién dai thong qua thiét ké kiéu dang, ma sic san pham, logo, dai
st thuong hiéu.
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PHU LUC

TAI LIEU THAM KHAO VA BANG CAU HOI
THAM DO Y KIEN
1 TAI LIEU THAM KHAO

1. Bai giang Quan tri thuong hiéu ThS. Nguyén Tién Diing. B6 mon
Quan tri kinh doanh, Khoa Kinh té va Quan 1y, truong dai hoc
Bach Khoa Ha Noi.

2. Cac trang tryc tuyén:
http://www.Vvita-share.com
http://www.brand.hoo.vn
http://www.gl.com
http://www.vietbao.vn
http://www.doanhnhansaigon.vn
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http://www.vita-share.com/
http://www.brand.hoo.vn/
http://www.gl.com/
http://www.vietbao.vn/
http://www.doanhnhansaigon.vn/

2 BANG CAU HOI THAM DO Y KIEN

I- PHAN THONG TIN CHUNG

1- Téi dang dung dién thoai c6 thuong hi¢u:

NOKILA

Q

Sony Ericsson

2- DANH GIA TINH CACH THUONG HIEU

@ LG

@

MOTOROLA

Ban vui 1ong khoanh tron vao 6 so ban danh gii. Trong dé: 1- rat khéng dong v: 2-

khéng ddng v: 3- khong biét; 4- ddng v: 5- rit dong v

1. Kiéu déng dién thoai doc déo, khac biét.

NOKIA 1 2 3 4 S SAMSUNG 1 2 3 4 5
Sony Ericssion | 1 2 3 4 5 | BlackBerry 1 2 3 4 5
LG 1 2 3 4 5 | MOTOROLA| 1 2 3 4 5
iPhone 1 2 3 4 5 Thuong hiéu 1 2 3 4 5
khéc...
2. Mau sic dién thoai phong cach, sang trong.
Rat Khéng | Khéng | Pongy | Rat Rit Khéng | Khéng | Pongy | Rat
khéong dong y biét doéng y khéong doéng y biét dong
dong y dong y y
NOKIA 1 2 3 4 5 SAMSUNG 1 2 3 4 5
Sony Ericssion 1 2 3 4 5 BlackBerry 1 2 3 4 5
LG 1 2 3 4 5 | MOTOROLA| 1 2 3 4 5
iPhone 1 2 3 4 5 Thuong higu 1 2 3 4 5
khéc...
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3. Ludn doi mdi cong nghé hién dai.

Rit Khéng | Khong | Pongy | Rat Rit Khéng | Khong | Pongy | Rit
khong | ddngy biét dong y khong | dongy | biét ddng
dﬁng y déng y y
NOKIA 1 2 3 4 5 SAMSUNG 1 2 3 4 5
Sony Ericssion | 1 2 3 4 5 | BlackBerry 1 2 3 4 5
LG 1 2 3 4 5 | MOTOROLA| 1 2 3 4 5
iPhone 1 2 3 4 5 | Thuong hiéu| 1 2 3 4 | 5
khac...
4. Logo thuong hi€u dién thoai hién dai, ddc déo, tao sy nodi bat thu hut.
Rit | Khéng | Khong | Pong | Rét Rit | Khong | Khong | Pong | Rat
khong | ddngy | biét y ddng khong | ddngy | biét y dong
dong y ddng y
y y

1 2 3 4 5 1 2 3 4 5
NOKILA

¢

@

Sony Ericsson Black8Berry.
@ L G 1 2 3 4 | 5 m 1 2 3 4 | 5
MOTOROLA
1 2 3 4 5 | Thuong higu | 1 2 3 4 5)
& iPhone khdc...
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5. Slogan cua thuong hi¢u ddc dao, thu hut.

Rit khong Khéng dong y Khong biét DPong y Rit dong y
dong y
NOKIA — Két ni moi nguwoi 1 2 3 4 5
SAMSUNG 1 2 3 4 )
- Samsung PTDD SGH- E600 Nhoé dep thoi trang
- Samsung PTDDP SGH- E720 Nghe da thich, Nhin
cang hay.
-SAMSUNG Dién thoai Free i V200 Nao minh cung
xoay, vii diéu tango.
-SAMSUNG Dién thoai di dong T100 True i - Trai tai
gai sdc. . .
-SAMSUNG Pién thoai di dong SGH-N620 Miit thiy
tai nghe
Sony Ericssion — Tao niém tin 1 2 3 4 5
BIackBerry — Cung nhau phat trién y twong, dbi 1 2 3 4 S5
méi
LG — life good (Cuéc séng tét dep) 1 2 3 4 5
MOTOROLA - pi¢n thoai di dong V-Series hay 1 2 3 4 5
dung- hay deo va lam dep véi V-Series.
- Di¢n thoai Motorola V3 Cho ngudi ngudng md
- Dién thoai di dong T190 Ban bé nhiéu qua! Chuyén
nhé!
iPhone — 3G nhanh gép hai 1in. Gia mot nira 1 2 3 4 5
Thuong hi€u khac...................c. 1 2 3 4 5
6. San pham c6 sy hai hoa t6i uu giira k¥ thuat va hinh thirc nén gan giii than thién dé su
dung (nhu ban phim d& st dung, kiéu dang d& cam, tinh ning tng dung thuan tién...).
Rat Khong | Khong | Dongy Rat Rat Khong | Khéng | bongy | Rat
khong | dongy biét dong y khong | dongy biét dong
dong y dong y y
NOKIA 1 2 3 4 5 | SAMSUNG 1 2 3 4 5
Sony Ericssion | 1 2 3 4 5 | BlackBerry 1 2 3 4 5
LG 1 2 | 3 | 4 | 5 | MOTOROLA| 1 2 3 | 4 |5
iPhone 1 2 3 4 5 | Thuong hiéu | 1 2 3 4 5
khac...
7. Thuong hiéu dién thoai tao sy tin tudng, co trach nhiém vé chat luong, dich vu...cho
khach hang st dung.
Rat Khéng | Khéng | Pongy | Rat Rat Khong | Khéong | Pongy | Rét
khong | dongy biét dong y khong | dongy biét dong
dong y dong y y
NOKIA 1 2 5 SAMSUNG 1 2 3 5
Sony Ericssion 1 2 5 BlackBerry 1 2 3 5
LG 1 2 3 4 5 MOTOROLA 1 2 3 4 5
iPhone 1 2 3 4 5 Thuong hiéu khac... 1 2 3 4 5
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8. Hinh anh nguoi dai dién cho thuong hicu.

Rét khong Khéng Khéng Pong y Rét
. dong y dong y biét dong y
NOKIA- Pai str thwong hi€u hoa hau thé gidi nam 2000 1 2 3 4 5
Priyanka Chopra véi tinh cach tré trung, phong cach,
thong minh.
SAMSUNG -bai st thuong hi¢u Bao Thy véi tinh cach 1 2 3 4 5
tré trung, tai nang, nang dong.
Sony Ericssion — Pai s thuong hi¢u Maria Sharapova 1 2 3 4 5
ning dong tré trung, quyét tim, tin tudng,
LG — DPai st thuong hiéu hoa hdu Mai Phuong thiy véi 1 2 3 4 5
tinh cach tré trung, nang dong, thong minh.
MOTOROLA- Dai st thuong hi¢u David Beckham (nam 1 2 3 4 5
2008) voi tinh lich 1am, quyén rii, hip dan thu hut.
Thuong hi€ukhac.............ooo 1 2 3 4 5
Rat khong Khong Khong DPong y Rét
dong y dong y biéet dong y
9. Khi chon mua dién thoai méi t6i van chon mua 1 2 3 4 5

dién thoai mang thuong hi¢u dién thoai t61 dang
dung.

M.(f)t lan nira cam on ban di tham gia tra 16i. ching ban thanh céng trong cudc song!
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