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* “Tinh cach thwong hiéu va long trung
thanh cua khach hang véi thwong hiéu
dién thoai di dong”
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Giéi thiéu chung

' Co sé ly thuyeét

" Phwong phap va két qua nghién ctru

Két luan va dé xuat phwong an
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- O Gioi thieu chung

1 Dat van de

» Hién nay c6 rat nhiéu thuong hiéu dién thoai trén thi
troeong canh tranh nhau.

o Tinh cach thuong hiéu dién anh huéng nhu thé nao
dén long trung thanh cua khach hang?
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Sony Ericsson

NOKIA

@ LG
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Black8erry. MOTOROLA
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-~ O Gio thieu chung

2. Muc tieéu nghién curu

 Xac dinh cac nhan td ,tinh cach thuong hi¢u dién thoai
di dong tac dong dén long trung thanh cua khach
hang

o Tu d6 dua ra chién luoc thich hop nang cé long trung




- O Giol thieu chung

3. Pham vi nghién ctru: Nhirng khach hang
dang str dung dién thoai di dong. Cu thé 1a sinh
vién trong truong Pai hoc Bach khoa Ha No1
4. Phwong phap nghién curu:

— Nghién ctru so bo va dua ra mo hinh

— Khao sat truc tiép va phan tich dit liéu bang SPSS
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- ® Co s6'ly thuyeét

e Tinh cach thuwong hi€u: Tinh cach thuong hi¢u la tap
hop cac dac di€m cua con ngud1 ngan vo1 mot thuong
hi¢u do. Tinh cach thuong hi¢u nhu 1a mot con nguoti

e (C0 5 loai tinh cach thuwong hi¢u
— Chan thanh (Sincerity)
— S06i dbng (Excitement)
— Cdb nang lwc (Competence)
— Su tinh té (Sophistication)
— Phong tran (Suggedness)




- ® Co s ly thuyét

- Long trung thanh khach hang vé thwong hieu: Khach
hang dwoc xem la trung thanh voi thwong hiéu khi ho c6
Xu hwo’ng mua nhiéu san phdm cta mét thwong hiéu
nao do va lap lai.

Tinh cach Long trung
thwong hiéu ':ﬂ:' thanh

Thang do

 Thang do likert v&i ndm muc dd: 1- Rat khong dong y; 2-
Khéng dong y; 3- Khéng biét; 4- Pong y; 5- Rat dong y.




- ® Co s ly thuyét

* MO hinh nghién ctru

Yéu td tinh cach

thuong hi¢u

A

D61 moi Than
Thu huat 5
: nang thién dé
no1 bat ,
dong mém

Long trung
= thanh cua khach

- hang

Thong

minh
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- @ Quy trinh nghién ctru

Co s& ly thuyét ‘ Thang do H Nghleﬂo,c:; dinh
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Két qua {@==  Phantich

|

Viét bao cao, nhan
xét




~ O Phan tich NN

* Phan tich danh gia trxng thwong hieu
» Phan tich ty 1é€ st dung cac hang dién

thoal
Ty lIé str dung cac thwong hiéu
dién thoai
= Nokia
Samsung
LG
m Blackberry

Khac




— O Phan tich

NOKIA1
N Valid
48
Missin
9 2
Mean
3,6250
Median
4,0000
Mode
4,00
Minimum
1,00
Maximum
5,00

NOKIA2
46

4

3,7826

4,0000

4,00

1,00

5,00

NOKIA3
44

6

4,0000

4,0000

4,00

1,00

5,00

» Thwong hiéu NOKIA

NOKIA4
42

8

3,5952

4,0000

4,00

1,00

5,00

NOKIA5
43

7

4,0930

4,0000

4,00

2,00

5,00

NOKIAG
45

5

4,3556

5,0000

5,00

1,00

5,00

NOKIA7
44

6

4,5000

5,0000

5,00

1,00

5,00

- V¢&i trung binh cao (3,6250;4,5) trung vi bang 4.
 Thé hién kha ro nét tinh cach ndéi bat, thu hat, than
thién qua danh gia cua khach hang

NOKIA8
44

6

3,7273

4,0000

4,00

1,00

5,00




SAMSUNG1
N Valid
38
Missin
¢ 12
Mean
3,2105
Median
3,0000
Mode
3,00(a)
Minimum
1,00
Maximum
5,00

~ 9 Phan tich
Thwong hieu SAMSUNG

SAMSUNG2
37

13

3,1622

3,0000

3,00

1,00

5,00

SAMSUNG3
38

12

3,4474

4,0000

4,00

1,00

5,00

SAMSUNG4
38

12

3,2105

3,0000

2,00(a)

1,00

5,00

SAMSUNG5
34

16

3,4412

4,0000

4,00

1,00

5,00

Trung binh (2,89;3,4) trung vi bing 3 va 4
Khach hang khong biét dwoc hay danh gia dwoc tinh
cach cua TH SAMSUNG mot cach ro nét

N

SAMSUNG6 SAMSUNG7 SAMSUNGS

37 35 37

13 15 13
3,2162 3,2286 2,8919
3,0000 4,0000 3,0000
4,00 4,00 3,00
1,00 1,00 1,00
5,00 5,00 5,00
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SAMSUNG

Thwong hiéu Sony Ericssion

SonyEricssio  SonyEricssio  SonyEricssio  SonyEricssio  SonyEricssio  SonyEricssio  SonyEricssio  SonyEricssio

nl n2 n3 n4 n5 n6 n7 n8
N Valid
39 37 37 39 38 37 34 36
Missi
1Ssing 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

* Trung binh va trung vi danh gia cao hon
Samsung.

Khéach hang thay rd dwoc nhivng nét tinh cach
ndi bat ctia Sony Ericssion
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~ @ phan tich
* Phan tich danh gia tinh cach thwong hiéu dién thoai
BlackBerry

BlackBerryl BlackBerry2 BlackBerry3 BlackBerry4 BlackBerry5 BlackBerry6 BlackBerry7 BlackBerry8
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

« Trung binh BlackBerry tir (3,3143 dén 3,8684) va trung
vi la 4.

» BlackBerry dwoc khach hang nhan thay ciing la
thwong hiéu co6 nét tinh cach noi bat




~ O Phan tich

dién thoai LG

LG1
N Valid
39
Missin
9 11
Mean
2,9744
Median
3,0000
Mode
3,00
Minimum
1,00
Maximum
5,00

LG2
35

15

3,4000

4,0000

4,00

1,00

5,00

LG3
39

11

3,3590

3,0000

3,00

1,00

5,00

LG4
36

14

3,3611

3,5000

4,00

1,00

5,00

LG5
37

13

3,7297

4,0000

4,00

1,00

5,00

N

LG6
35

15

3,3429

3,0000

3,00

1,00

5,00

* Phan tich danh gia tinh cach thwong hiéu

LG7
33

17
3,3333
3,0000
3,00(a)

1,00

5,00

« Tinh cach thwong hiéu trong dién thoai di,dcf)ng
cla LG khéng dwoc khach hang hiéu ré [am.

LG8
36

14

3,6944

4,0000

3,00

1,00

5,00
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* Thwong hiéu Motorola

MOTOROLA MOTOROLA MOTOROLA MOTOROLA

1
N Valid
38
Missin
9 12
Mean
2,7895
Median
3,0000
Mode
3,00
Minimum
1,00
Maximum
5,00

2
36

14

3,1111

3,0000

3,00

1,00

5,00

3
36

14

3,1667

3,0000

3,00

1,00

5,00

4
35

15

3,1714

3,0000

3,00

1,00

5,00

MOTOROLA
5

34
16
3,0882
3,0000
3,00(a)
1,00

5,00

MOTOROLA
6

35

15

3,1429

3,0000

3,00

1,00

5,00

MOTOROLA MOTOROLA

7 8
32 8
18 42
3,1875 4,1250
3,0000 4,5000
3,00 5,00
1,00 3,00
5,00 5,00

» Twong tw nhw LG tinh cach cua thwong
hiéu Motorola khong hién ro lam trong tam
tri khach hang




- @ Phan tich

+ thwong hiéu dién thoai iPhone

iPhonel iPhone2 iPhone3 iPhone4 iPhone5 iPhone7

N Valid 40 40 39 40 34 32

Missing 10 10 11 10 16 18
DT 4,1750 4,4250 4,3590 4,3250 3,8235 4,2813
e 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

Khach hang danh gia cao tinh cach noi bat hap
dan, quyen rii caa thwong hiéu iPhone

Mac du iPhone khong st dung dai s thwong
hiéu




Mean
Median
Mode
Minimum

Maximum

Valid

Missing
Total

~ O Phan tich

Valid

Missing

RAT KHONG DONG Y
KHONG DONG Y
KHONG BIET

DONG Y

RAT KHONG DONG
Total

System

Frequency

N WO

21
14
46

50

« danh gia chung vé léng trung thanh
cua khach hang

46
4
3,7391
4,0000
4,00
1,00
5,00
Cumulative
Percent Valid Percent Percent
12,0 13,0 13,0
6,0 6,5 19,6
4,0 4,3 23,9
42,0 45,7 69,6
28,0 30,4 100,0
92,0 100,0
8,0
100,0
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~ O Phan tich

« Nhin vao bang thay dwoc khach hang
cang nhan ro duwgc tinh cach thwong hiéu
thi khach hang trung thanh voi thuwong
hiéu hon

Tinh cach Long trung
thwong hiéu ':ﬂ:‘ thanh




" ® KET LUANVA DE XUAT N
PHUONG AN
* Tinh cach thwong hiéu diéq thoai di
dong duoc cac nha san xuat xay
dwng trén khach hang muc tiéu

» Khi khach hang cang nhan ro duwoc
net tinh cach thwong hiéu thi khach
hang sé& chon mua san pham thwong
hiéu do
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 Tinh cach thwong hiéu Nokia, Sony
Erricssion, BlackBerry, 1Phone dwoc
khach hang nhan dinh ro nét.

« Céc tinh cach thwong hiéu dién thoai thé
hién tinh nbi bat hap dan, nang déng, tré
trung.
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- @ Ket luan

* Nhu vay tinh cach thwong hiéu cua dién thoai
phu thuéc vao cam nhan cua ngu®i dung san
pham, tirc 1a nhw khai niém vé tinh cach thwong
hiéu 1a tap hop nhirng dac diém cta mét con
ngwdi gan voi thwong hiéu do.

« Tinh cach san pham co tac déng dwong dén
lbng trung thanh cua khach hang. Khi tinh cach
thwong hiéu cang dwoc khang dinh ré thi ldng
trung thanh cua khach hang cang tang Ién




- ® Peé xuat phwong an N

« Xac dinh rd6 nét tinh cach cua khach hang
¢ thi trwdng muc tiéu

» Céac nha san xuat phai xay dwng dung tinh
cach cua thwong hiéu trong thi thi tredng
muc tiéu.

« Nang cao vé chat lwong sadn pham ciing
nhw dich vu.

» Ludn déi maéi cai tién vé cdng nghé cho
san pham.
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« Cam on thay va céc ban da lang nghe

THANRK
YOU!




