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Tém tit:

Hoat dong xiic tién ban hang ngay cang ¢6 vai tro quan trong doi voi cdc doanh nghiép trong
thoi gian qua. Dé dam bdo tinh hiéu qud ciia hoat dong xiic tién ban hang doanh nghiép can
phdi hiéu dirge nguoi tiéu dimg. Muc tiéu ciia bai viét la xdc dinh dic diém cua cdc chwong
trinh xiic tién ban hang cé tdc dong téi thai dé ciia ngwoi tiéu dimg. Két qua nghién civu cho
thay, trong ba nhdn t6 thi chi c6 nhén t6 két cau ciia chwong trinh xiic tién ban hang (cong cu
xiic tién ban hang, thoi gian, diéu kién, ...) tac ddng téi cam nhdn phirc tap ciia nguoi tiéu ding.
Cam nhén phikc tap va thai dg ciia nguoi tiéu dimg déi véi cdc chieong trinh xiic tién ban hang
c6 moi quan hé nguwoc chiéu véi nhau, dong thoi cam nhdn phitc tap ciing cé tic dong ngwoe
chiéu t6i Y dinh mua. Trén co s¢ két qua nghién ciru, nghién ciku da diea ra mot sé goi y cho
doanh nghiép nham néng cao tinh hiéu qua khi xdy dung va thwc hién xiic tién ban hang cho
nguoi tiéu dung.

Tir khéa: Xuc tién ban hang, cam nhan phc tap, thai d9, y dinh mua.

The influence of perceived complexity on consumer’s attitude and purchase intention
toward sales promotion

Abstract:

The role of sales promotion has been increasing over the years. The effectiveness of sales
promotion depends on understanding consumers. The paper aims to identify the aspects of sales
promotion that affect consumer attitude. This will help businesses to improve sales promotion
effectiveness. The research results show that among three factors only sales promotion
program (promotion tools, timing, conditions....) has significant impact on consumer perceived
complexity. Consumer perceived complexity is negatively related to consumer attitude and
purchase intention. Some suggestions are provided to help businesses in designing and
implementing sales promotion.

Keywords: Consumer attitude, perceived complexity, purchase intention, sales promotion.

1. Gidi thiéu

Trong bdi canh canh tranh gay gét hién nay, cac
doanh nghiép da va dang thuc hién nhiéu chién luoc,
chién thuat dé c¢6 thé thu hit khach hang, tao su hai
long cho khach hang va tang sy trung thanh cua
khach hang. Mot trong nhitng phuong thirc ma céac
doanh nghiép sir dung dé thuc hién diéu nay la t6
chtre cic hoat dong xtc tién ban hang - mét trong

nhiing cong cu cua truyén thong marketing tich hop
ndi riéng va trong hoat dong marketing ndi chung.
Nhiéu nghién ctru da dé cép t6i hoat dong xuc
tién ban hang. Chaharsoughi (2011) cho rang xuc
tién ban hang la mot trong nhitng cong cu hiru hiéu
cua hoat dong marketing va hoat ddng xtc tién ban
hang ngay cang trd nén quan trong trong nhiing nam
qua. Xuc tién ban hang tac dong truc tiép va manh
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meé téi thai d§, hanh vi mua ctua nguoi tiéu dung.
Xdc tién ban hang gitup cho doanh nghiép dat dugc
muc tiéu thuc ddy ngudi tiéu ding mua san phdm
cua doanh nghiép, hodc 1a lam cho nguoi tiéu dung
quan tdm tdi san phdm hon. Xtc tién ban hang 1a
cong cu gitp doanh nghiép ting lugng ban, thi phan
(Rangsan & Titida, 2011). Nghién ctru vé su tac
dong ctia hoat dong xtc tién ban hang dén tam ly
cua khach hang (Esfahani & Jafarzadeh, 2012), va
tac dong tdi1 nhan thuc cia nguoi tiéu dung (Aristo,
2012). Cac hoat dong xuc tién ban hang tac dong
tich cuc dén nguoi tiéu ding, giup ngudi tiéu ding
nh¢ dugce vé san pham ciia doanh nghiép. Diéu nay
gitip doanh nghiép c6 thé c6 dugc khach hang trong
tuong lai (Rizvi & cong su, 2011). Cic chuong
trinh xtc tién ban hang dem lai gia tri va loi ich cho
nguoi tiéu ding. Tinh da dang vé gid tri va lgi ich
clia chuong trinh xuc tién ban hang tac dong tdi thai
dd cua nguoi ti€u dung, phan ung dap lai ctia ho
(Chandon & cong su, 2000). Hoat dong xtic tién ban
hang chi c6 thé tic dong t6i hanh vi mua cua nguoi
tiéu ding khi ma doanh nghiép hiéu vé nguoi tiéu
diing, hiéu vé nhiing phéan tng khac nhau cua ho déi
véi cac loai hinh xtc tién ban hang ma doanh nghiép
ap dung (Osman & cong su, 2011).

Trén thuc té, v6i nhitng kénh thong tin phong pht,
nguoi tiéu dung tré nén than trong hon khi tham gia
vao cac chuong trinh xtc tién ban hang. Chinh vi
vay, khi thiét ké va té churc hoat dong xuc tién ban
hang, cac doanh nghiép phai c6 dugc cac thong tin
vé nguoi tidu ding nhu: Cam nhén cua ngudi tiéu
ding nhu thé nao? Nhan té nao tac dong tdi cam
nhan vé su phic tap cua nguoi tiéu dung déi voi
chuong trinh xuc tién ban hang? Diéu nay c6 mdi
quan hé thé ndo véi thai do va y dinh mua cua nguoi
tiéu dung? Tuy nhién, diéu nay lai chua dugc dé cap
trong cac nghién ctru ¢ trén, ddc biét la & Viét Nam.

Bai viét nay duoc thuc hién nhim tim ra ciu tra
10 cho nhitng van dé do, tir d6 gitp cho hoat dong
xtc tién ban hang trong cac doanh nghigp dat dugc
hi¢u qua nhu mong doi.

2. Co s6 Iy thuyét

2.1. Xiic tién bdn hang

Xtc tién ban hang 1a hoat dong marketing duoc
doanh nghiép str dung nham cung cp thém cac loi
ich vé mat vat chat, tinh than cho khach hang dé
diéu chinh quyét dinh mua hang. “Xtc tién ban hang
1a tap hop nhiéu cong cu khuyén khich khac nhau,
thuong 1a ngén han, nham kich thich ngudi tiéu ding
va trung gian thuong mai mua hang héa va dich vu

nhanh hon va nhiéu hon.” (Kotler & Keller, 2012)

Xtc tién ban hang tac dong t¢i hanh vi mua cua
ngudi tiéu ding bang cach dua ra nhimg loi ich
khac ngoai ban than san pham (Aristo, 2012). Mot
trong nhirng loi thé ciia hoat dong xtc tién ban hang
la thiic day nguoi tiéu ding suy nghi, danh gia va
tang kha ning mua khi ho chua c¢6 fuyét dinh mua
(Osman & cong su, 2011). Xuc tién ban hang tac
dong truc tiép téi hanh vi mua cua nguoi tiéu dung,
thiic day nguoi tiéu dung mua ngay. Bén canh do,
xuc tién ban hang con ¢é vai trd quan trong trong
gitr khach hang, tang su trung thanh cua khach hang
(Omotayo, 2011).

Céc doanh nghiép thuong dua ra nhiéu chwong
trinh x{ic tién ban hang nhim day nhanh viéc ban
hang va tim hiéu so thich cia ngudi tiéu dung
(Osman & cong su, 2011). Dé hoat dong xtic tién
ban hang dat hi¢u qua, doanh nghiép cin phai x4c
dinh rd muc tiéu, cac cong cu xic tién ban hang, can
trong trong thiét ké cac chuong trinh xuc tién ban
hang dé chuong trinh xtc tién ban hang c¢6 thé tich
hop hidu qua véi cac cong cu khéc ciia truyén thong
va marketing (Kotler & Armstrong, 2004).

2.2. Cam nhan sy phire tap

Oddou (2010) da chi ra cac nhén té tic dong t&i
thai d6 cua ngudi tiéu ding ddi véi cac chuong trinh
xuc tién ban hang, trong d6 c6 cam nhén phtc tap
ctia ngudi tiéu dung vé chwong trinh xuc tién ban
hang. Néu doanh nghiép dua ra nhiéu hinh thirc,
cong cu xuc tién ban hang thi s& lam cho ngudi tiéu
dung gap kho khan khi danh gia. Tinh phuc tap cia
chwong trinh xtc tién ban hang s& lam cho ngudoi
tiéu ding nghi ngd vé dong co thuc sy ciia doanh
nghiép. Vi du chuong trinh giém gi4 theo phan tram,
nguoi tleu dung s& tinh phan tram dugc giam dya
trén gia goc dé tim ra gia tri thuc sy cua giam gla
Trong khi d6 néu dua ra giam gid ma quy ra con sd
cu thé luén thi khich hang s& tinh nhanh hon. Do
d6, cam nhén sy phtrc tap sé tac dong tdi thai dg cua
ngudi tiéu dung, va tir d6 tic dong ti viée mua sim
cua nguoi tiéu dung.

H1: Cam nhan phuc tap c6 mdi quan hé nguoc
chidu véi thai do cta nguoi tidu dung

H2: Cam nhan phuc tap c6 mdi quan hé nguoc
chiéu véi ¥ dinh mua cua ngudi tiéu ding

Cam nhan phtc tap cua nguoi ti€u dung lai chiu
tac dong cua loi ich ctia chuong trinh xtc tién ban
hang, két cdu ctia chuong trinh xuc tién ban hang,
gi4 tham chiéu.

2.2.1. Loi ich ciia chirong trinh xiic tién ban hang
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Céc chuong trinh xtc tién ban hang thuong dem
lai loi ich ca vé vat chat va tinh thdn cho ngudi tiéu
ding nhu tiét kiém, giai tri, ¢6 dugc san phdm chat
luong cao (Aristo, 2012). Loi ich v& vat chét ¢6 vai
trd quan trong tac dong tGi viée thir san phdm cua
ngudi tiéu ding, tir d6 ¢6 tac dong gian tiép téi thu
hat khach hang méi (Osman & cong su, 2011). Tuy
nhién, khong phai ltic nao loi ich vé vat chét ciing
1a cong cu hidu qua dé thu hit khich hang dén véi
doanh nghiép (Chandon & cong su, 2000). Viéc da
dang hoa gia tri, lgi ich ma chuong trinh xtc tién
ban hang dem dén cho ngudi tiéu dung 13 sy cin
thiét. Viéc da dang hoa lai lam cho nguoi tiéu ding
khong dé lwong héa cac loi ich do chwong trinh xtic
tién ban hang dem lai. Nhu vdy, c6 thé hinh thanh
gia thuyét nghién ciru:

Hla: Loi ich cua chuong trinh xtc tién ban hang
tac dong tdi cam nhan phure tap cua nguoi tiéu dung.

2.2.2. Két cdu ciia chwong trinh xiic tién ban hang

Két cdu ciia chuong trinh xtc tién ban hang (diéu
kién tham gia, thoi lugng, thoi gian, cong cu xuc
tién ban hang...) tic dong t&i cam nhan cia nguoi
tiéu ding. Mot chuong trinh xuc tién ban hang du ¢6
quy md khong 16n nhung két cau hop 1y thi s& lam
giam cam nhan su phtc tap cho nguoi tiéu dung,
va nguoc lai (Kotler & Keller, 2012). Cac doanh
nghiép sir dung rat nhiéu cac cong cu xic tién ban
hang khéc nhau (giam gia, ting qua, voucher, phiéu
mua hang,...) dé khuyén khich nguoi tiéu ding mua
san pham. Thai d¢ cua nguoi tiéu dung déi véi mdi
cong cu xic tién ban hang khac nhau 1a khong nhu
nhau (Osman & cong su, 2011). Vi du nhu giam gia
¢6 thé khuyén khich nguoi tiéu ding mua ngay vi
ho cam thdy loi ich khi mua, nhung v&i thé giam gia
(coupon) hodc voucher thi lai khac. Piéu kién cua
phiéu mua hang, voucher déi khi gay nham lan cho
nguoi tiéu dung.

H1b: Cang nhiéu cong cu xic tién ban hang
trong cung mot thoi diém hoac/va phuong thirc nhan
khuyén mai cang phirc tap thi cam nhén phtrc tap
cua nguoi tiu dung cang tang 1én.

2.2.3. Gid tham chiéu

Nghién ctru ctia Oddou (2010) chi ra ring viée
giam gia hodc cic dac diém trong chuong trinh xtc
tién ban hang c6 lién quan dén gid 1a co tac dong
tich cuc t&i su cam nhan vé tiét kiém cua nguoi
tiéu dung. Ngudi tiéu dung sé so sanh gia gitia gia
thuc té ciia san pham va gia trong quang cdo khi
¢6 chuong trinh xtc tién ban hang (Urbany & cong
su, 1988). Chandon (1995) chi ra ring ngudi tiéu

ding s& so sanh gid thay vi tinh dén tong gia tri ma
ho nhan duoc. Y dinh mua s€ tang lén néu nguoi
tiéu dung so sanh gid, biét gia trudc d6. Gia tham
chiéu khong chi anh huong téi lwong mua ma con
anh huong t6i tAn sut mua va kidu mua. Dickinson
& Dickinson (2012) nghién ciru vé sy hinh thanh gia
tham chiéu: nghién ctru chi ra rang nhitng nghién
ctru vé& qua trinh ra quyét dinh ciia nguoi tiéu ding
thuong khong nghién cuu cach khach hang danh gia
vé gia san pham. Viéc hiéu co ché hinh thanh nén
gia tham khao 14 rat quan trong boi vi ngudi tiéu
dung khong so sanh gid mot cach don gian trong qua
trinh ra quyét dinh. Nguoi tiéu dung s& danh gia cua
san pham duya trén nhitng san pham mua trude do.
Ngudi tiéu dung dénh gia vé gia hién tai dwa trén tri
nhd cua ho. Nhu vdy, gia tham chiéu c6 thé dugc coi
1a gid chudn ma ngudi tiéu dung sir dung dé danh gia
vé& gia hién tai ctia san pham. Nguoi tiéu ding hinh
thanh gi4 tham chiéu qua viéc tim kiém thong tin
bén ngoai va thong tin bén trong. Cam nhan v¢é gid,
dac biét 1a cam nhan gid cao s€ anh hudng toi thai do
clia ngudi tiéu dung trong viéc mua san pham.

Hlec: Gia tham chiéu tac dong t6i cam nhan phic
tap cua nguoi ti€u dung.

2.3. Thdi dp cia ngwoi tiéu dung

Theo Kotler (1997), thai d¢ ciia nguoi tiéu dung
la sy danh gia thich hodc khong thich dua trén nhan
thirc, nhitng cam xtic va nhiing xu hudng hanh dong
ctia mot nguoi vé mot ddi tugng hodc mét y tuong
nao d6. Kalaiselvi & Muruganandam (2013) cho
rang thai d6 c6 thé coi 1a phan g ddi véi céc kich
thich marketing. Thai d ctia nguoi ti€u dung bi tac
dong boi kinh nghiém ca nhan, anh huong cua ban
be, dong nghiép, cac kich thich marketing (xtc tién
ban hang, dich vy, san phim...), cdc phuong tién
truyén thong.

Nguoi tiéu dung s€ danh gia cao chuong trinh xuc
tién ban hang khi ho c6 thai do tich cuc ddi véi san
pham/thuong hiéu trong chuong trinh d6 va ho quan
tam tdi gia tri ho cd duoc tir chuong trinh xuc tién
ban hang (Aristo, 2012). Mdi ngudi déu c6 thai do
d6i voi nhitng thir xung quanh: yéu, ghét, thich, tiy
chay, chap nhan san pham/dich vu nao d6. Thuyét
TRA cua Fishbein & Aijen (1975, 1987) chi ra ring
thai d6 clia ngudi tiéu ding chiu tac dong truc tiép
boi niém tin ciia ngudi tidu dung ddi véi san pham/
dich vu. Niém tin 1a sy suy nghi mang tinh mé ta
clia ngudi tiéu ding vé didu gi d6 (Kotler & Keller,
2012). Niém tin ctia nguoi tiéu ding c¢6 duoc thong
qua viéc thuc hién va hoc héi. Niém tin tac dong toi
hanh vi cua nguoi tiéu dung, trong d6 cé thai do cua
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nguoi tiéu dung. Cam nhan cda nguoi tiéu dung la
qué trinh ma ngudi tiéu dung lua chon, dién giai cac
thong tin ¢6 lién quan dé tao nén mot birc tranh c6
y nghia vé& diéu ho nhan dugc. Thai d6 hinh thanh
tir nidm tin clia ngudi tiéu ding va cam nhan chu
quan cua ho va anh hudng téi y dinh hanh vi cua ho
(Chandon, 1995). M6 hinh TRA ciing chi ra thai do
va y dinh ciia nguoi tiéu ding c¢é mdi quan hé véi
nhau. Piéu nay ciing duoc khang dinh trong mé hinh
TAM cua Davis (Park, 2009). Perner (2010) (trich
dan trong Dean, 2010) ciing da khang dinh thai do
clia ngudi tiéu ding bao gdm niém tin vé san pham/
dich vy, cdm nhan cua hg va y dinh hanh vi huéng
t6i mot cha thé nao d6 dudi su tac ddng cua cac kich
thich marketing.

H3: Thai d6 ctia nguoi tiéu dung cé tac dong tich
cuc td1 y dinh mua cua nguoi ti€u dung.

2.4. Y dinh mua ciia ngwoi tiéu diing

Kotler & Keller (2012), trong giai doan danh gia
cic phuong an dé mua san pham dich vu, nguoi
tiéu dung hinh thanh s¢ thich d6i véi cac nhan hiéu
va hinh thanh y dinh mua nhan hiéu wa thich nhét.
Ngudi tiéu ding c¢6 thé hinh thanh y dinh mua hang
trén co so nhitng yéu t& nhu: thu nhap du kién cia
gia dinh, gi4 du kién va lgi ich du kién cuia san pham.

Ajzen (2002) cho rang y dinh hanh dong 1a hanh
dong ctia con ngudi duge huéng dan boi viée can
nhic ba yéu t6 niém tin vao hanh vi, niém tin vao
chudn muyc va niém tin vao su kiém soat. Cac niém
tin nay cang manh thi y dinh hanh dong cta con
nguoi cang lon.

2.5. Mé hinh nghién ciru

Dua trén cac nghién ctru da néu ¢ trén, md hinh
nghién clru cac nhan to tac dong toi thai do cua
nguoi tiéu dung ddi véi cac chuong trinh xuc tién
ban hang nhu hinh 1.

3. Phuong phap nghién ctru

Nghién ctru bao gdm ba budc: nghién ctru dinh
tinh, nghién ctru dinh lugng so bd va nghién ctiu
dinh lugng chinh thuec.

Thang do duoc xdy dung dya trén co sé ly thuyét
va cac nghién ctru trudc c6 lién quan dén cac yéu to
anh hudng dén cam nhan phuc tap, thai d6 va y dinh
mua cutia nguoi tiéu dung trong cac chuong trinh xtc
tién ban hang (Oddou, 2010; Chandon & cdng su,
2000; Aristo, 2012; Chaharsoughi, 2011; Osman &
cong su, 2011) . Sau khi xay dung duoc thang do lan
déu, cic thang do/bién quan sat duoc kiém dinh qua
phong véan siu, bd sung cac bién quan sat phu hop
v6i thi truong tiéu dung tai Viét Nam. Ddi twong
tham gia vao phong van siu 1a nguoi tiéu dung da
tung tham gia va dang tham gia vao cac chuong
trinh xdc tién ban hang. Sau khi nghién ctru dinh
tinh, bién quan sat dugc bd sung nhu sau: nghién
ctru bd sung 4 bién quan sat cua bién thai do, 2 bién
quan sat ctia bién lgi ich.

Sau khi ¢6 két qua cua phong van sdu, cac bién
quan sat da duoc didu chinh va xdy dung thanh céc
thang do lan thir hai. Sau d6, nghién ctru dinh lugng
s0 bo véi 08 ngudi tiéu dung. Tiép theo, sau hiéu
chinh phiéu khao sat, nghién ctru dinh lugng chinh
thirc da duoc thuc hién.

Nghién ctru dinh lugng chinh thic dugc thuc
hién dé kiém dinh cic gia thuyét nghién ciru. Vi
tong s6 bién quan sat 1a 28, thi kich ¢& mau t6i thiéu
1a 140 (Hair & cong su, 2002). Quy mé mau cang
16n thi tinh dai dién cang cao. Tuy nhién do han
ché vé thoi gian va ngan sach, quy mé mau 1a 250
nguoi tiéu dung. Nhiing nguoi tiéu dung tham gia
vao khao sat dugc lua chon tai mot s siéu thi nhu
Vinmart, Fivimart,... mot s6 trung tdm thuong mai
nhu Vincom, Aeon,... tai gian hang ciia mot s6 nhan
hang thoi trang, 0 ding gia dung ¢ 4p dung cic

Hinh 1. M6 hinh nghién ciru

Loi ich cua chuong
trinh xdc tién ban hang [N\ 12 \ -
Két cdu cua chuong Hib Cam ,nhén sw AL g do \; Y dinh mua
trinh xtic tién ban hang phire tap H3
Gia tham chibu Hic
Nguén: Oddou (2010), Park (2009)
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chuong trinh xuc tién ban hang. Nghién ctru nay tap
trung vao cac chuong trinh xtc tién ban hang cho
hang héa/san pham tiéu dung.

Két qua da thu vé duoc 210 phiéu, nhung sau khi
sang loc, 02 phiéu khong dam bao yéu cu (bo qua
qué nhiéu cau hoi) nén chi con 208 phiéu khao sat
duoc dua vao phan tich.

Trong phan tich nhan t6 (EFA), gia tri KMO can
phai dam bao 16n hon hoidc bang 0,05; véi muc y
nghia théng ké (sig.) nho hon 0,05, hé s6 tai nhan
t6 12 >0,4 (Hair & cong sy, 2009), tong phuong sai
giai thich phai 1on hon 50%, phuong phap st dung
la phuong phap principle voi phép quay varimax.
Tiép theo, nghién ctru thuc hién phan tich mé hinh
hoi quy da bién xac dinh sy tac dong cuia cam nhan
phirc tap dén thai d6 va y dinh mua cua nguoi tidu
ding d6i vé6i cac chuong trinh xic tién ban hang.

4. Két qua nghién ciru

4.1. Kiém dinh dir liéu

4.1.1. Phén tich nhén t6 kham phd (EFA)

Trong phan tich EFA lan thi nhat, 03 bién quan
sat xuét hién trong ca hai nhan té, nén loai bd cac
bién quan sat nay dé thuc hién EFA 1an tht hai.

Trong phan tich nhén t6 lan thit hai, hé s6 KMO la
0,843 16n hon 0,05; mtrc y nghia (sig.) 1a 0,000 nho
hon 0,05; do vay dir liéu thich hop cho viéc phan
tich nhan t6. Tong phuong sai giai thich trong lan
thir hai 12 60,04%, diéu nay dam bao yéu cau Ién
hon 50%.

Béng ma tran xoay lan thir hai cho thdy khong ¢
bién quan sat nao xuét hién cung ltc & hai hodc ba
nhén t8. Bén canh d6, hé s tai nhan td cua tat ca
céc bién quan sat déu 16m hon 0,5; do vay cac bién
quan sat déu c6 y nghia trong mé hinh. Nhu vy sau
khi phan tich nhan t6 1an tha hai, sé lugng céc bién
ddc lap tac dong téi cam nhén sy phure tap la khong
thay d6i, bao gom gia tham chiéu, loi ich va két cau
chuong trinh xuc tién ban hang. S6 luong cic bién

quan sat cho bién doc 1ap nhu sau: gia tham chiéu
03 bién quan sat, nhan t6 1o ich con lai 6 bién quan
sat (loai bo 02 bién quan sat). Két cdu chuong trinh
xuc tién ban hang duoc do luong bang 4 bién quan
sat (3 bién quan sat két cau va 1 bién quan sat lgi ich
chuyén sang).

4.1.2. Kiém dinh do tin cdy

Bang 1 cho thay hé sé twong quan bién tong déu
16n hon 0,3, hé sb Cronbach’s alpha tur 0,68-0,78
nhu vdy cac bién quan sat déu dam bao do tin cay.

4.2. Ddnh gid sw tic dpng ciia cdc nhin to

4.2.1. Pdnh gid ciia khdch hang vé loi ich cia
chuwong trinh xiic tién ban hang

So sanh su danh gia ciia cac nhom tudi khac nhau
vé loi ich ma chuong trinh xuc tién ban hang dem
lai cho thdy c6 su khac biét gitta cac nhom tudi khac
nhau trong danh gia vé loi ich cua cac chwong trinh
xuc tién ban hang (sig. 1a 0,000 nho hon 0,05). So
sanh Post Hoc cho thdy nhém nhém tudi 41-50 chua
danh gia cao vé loi ich clia cac chwong trinh xtc tién
ban hang. Tuy nhién trong mau nghién ctru s6 lugng
ngudi tiéu dung trong do tudi 18-30 chiém da sd, do
vay két qua nay ciing c¢6 thé thay déi néu quy mé
mau nghién ctru ting.

Danh gia sy khic biét theo gidi tinh: Kiém dinh
tham s trung binh hai miu doc lap (T-test for
Independent groups) cho thay mtc ¥ nghia p(F) la
0,556 16n hon 0,05 nén c6 thé khéng dinh gia dinh
phuong sai dong nhét (gia tri thong ké t (t-test) tham
chiéu theo dong phuong sai dong nhét). Véi p (t, df)
14 0,795 16m hon 0,05, nén c6 thé thiy khong c6 su
khac biét trong danh gia vé lgi ich cua chuong trinh
xuc tién ban hang giita cac nhom khach hang nam
va khach hang nit khi mua hang trong chuong trinh
xuc tién ban hang.

4.2.2. Bdnh gid ciia nguoi tiéu ding vé két cdu
cia chiong trinh xiic tién ban hang

Két qua nghién ctru chi ra rang hinh thirc ctia cac

Bing 1: Kha ning tiép cin ngudn von ngin hang cua ciac doanh nghiép nhé va vira
theo giai doan phat trién

Giai doan phét trién So doal}h ‘n.ghle;p SO doanli ngIP@p tlftp can Ty 1€
tra 1o dugc ngudn von ngan hang (%)
Giai doan mdi thanh 13p 120 73 60.1
Giai doan phat trién va treong thanh 76 62 81.6
Nguon: Dir liéu khdo sdt
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chuong trinh xtc tién ban hang hién nay chua thuc
su thu hit sy quan tim cua ngudi tiéu dung (diém
trung binh 14 3,86/5 diém). Tuong tu nhu vay, cach
thirc thuc hién chwong trinh xtc tién ban hang ciing
chi duoc nguoi tidu dung danh gia 1a 3,65/5 diém.

Panh gid sy khac biét theo tudi: Khéng cé su
khac biét gitta cac nhém tudi khac nhau trong dénh
gia két cau cua chuong trinh xtc tién ban hang (sig.
1a 0,171 16n hon 0,05).

banh gia sy khac biét theo gidi tinh: Kiém dinh
tham s trung binh hai miu doc lap (T-test for
Independent groups) cho thdy mirc y nghia p(F) 1a
0,220 16n hon 0,05 nén c6 thé khang dinh gia dinh
phuong sai ddng nhét (gid tri thdng keé t (t-test) tham
chiéu theo dong phwong sai dong nhat). Véi p (t, df)
12 0,673 16n hon 0,05, nén c6 thé théy khong c6 su
khac biét trong danh gia két ciu cua chwong trinh
xuc tién ban hang theo gidi tinh.

4.2.3. Danh gid ctia nguoi tiéu dimg vé gia tham
chiéu

Danh gia su khac biét theo cac nhdm tudi khi danh
gia vé gia tham chiéu cho thiy co sy khac biét giita
céc nhom tudi khac nhau trong danh gia vé gia tham
chiéu trude khi mua (sig. 1a 0,007 nho hon 0,05). So
sanh Post Hoc cho thdy nhém tudi 18-30 va nhom
tudi 41-50 ¢ su khic biét trong dénh gid vé gia
tham chiéu. Nhom tudi 41-50 rét it khi so sanh gia
khi tham gia vao chuong trinh xtic tién ban hang.

Panh gia sy khac biét theo gidi tinh: Kiém dinh
tham sd trung binh hai mau doc 1ap (T-test for
Independent groups) cho thdy murc y nghia p(F) 1a
0,141 16n hon 0,05 nén c6 thé khing dinh gia dinh
phuong sai ddng nhét (gia tri thong ké t (t-test) tham
chiéu theo dong phuong sai dong nhét). Vi p (t, df)
1 0,042 nho hon 0,05, nén c6 thé thdy co su khéac
biét trong danh gid vé viéc so sanh gid ciia cic nhém
khach hang nam va khach hang nit trong chuong
trinh xuc tién ban hang.

4.2.4. Pdnh gid cua nguoi tiéu ding vé cam nhdn
phiec tap

Danh gia su khac biét theo nhém tudi: Khong co
su khac biét giita cac nhém tudi khac nhau trong
danh gid vé tinh phirc tap ciia cac chwong trinh xuc
tién ban hang (sig. 12 0,371 16n hon 0,05). So sanh
Post Hoc cho thiy twong tw nhu céc nhan td & trén,
nhém tudi 18-30 va nhom tudi 41-50 cling lai c6 su
khac biét trong danh gia vé tinh phtc tap ctia chwong
trinh xuc tién ban hang.

Panh gia sy khac biét theo gidi tinh: Kiém dinh
tham s trung binh hai miu doc lap (T-test for
Independent groups) cho thay mtrc y nghia p(F) la
0,218 16n hon 0,05 nén c6 thé khang dinh gia dinh
phuong sai ddng nhét (gié tri thong ké t (t-test) tham
chiéu theo dong phuong sai ddng nhat). Véi p (t,
df) 14 0,489 16n hon 0,05, nén c6 thé thiy khong c6
su khac biét trong danh gia vé cam nhén tinh phirc
tap ctia chuwong trinh xuc tién ban hang gitra nhom
khach hang nam va khach hang nit.

4.2.5. Thai d¢ ciia ngwoi tiéu diing doi véi chirong
trinh xiic tién ban hang

Panh gia sy khac biét theo nhom tudi: Co sy khac
biét gitra cac nhom tudi khac nhau vé thai do déi véi
cac chuong trinh xtc tién ban hang (sig. 1a 0,021
nhé hon 0,05). So sanh Post Hoc cho théy nhém tudi
18-30 va nhém tudi 41-50 c6 su khac biét vé thai do
dbi voi chuong trinh xtc tién ban hang. Nguoi tiéu
diing tré hon c6 thai do tich cuc hon déi v6i chuong
trinh xdc tién ban hang nhém nguoi tidu ding cao
tudi.

Pénh gia sy khac biét theo gidi tinh: Kiém dinh
tham s trung binh hai mau ddc lap (T-test for
Independent groups) cho thdy mirc y nghia p(F) 1a
0,355 16n hon 0,05 nén c6 thé khing dinh gia dinh
phuong sai dong nhat (gié tri théng ké t (t-test) tham
chiéu theo dong phuong sai dong nhét). Véi p (t, df)
14 0,984 16n hon 0,05, nén c6 thé thay khong c6 su
khac biét trong thai d§ gitta nhdm khach hang nam
va khach hang nir.

4.3. Sw tdc dong ciia cdc nhén to téi cim nhin
phirc tap

Bang 2. HE so hoi quy thé hién sw tac dng cia cac nhan to

A s Hé sb chua chuan héa | Hé sd chuén hoa .
M hinh B Std. Error Beta ¢ Sig.
Hing s6 15’4 337 3.979 .000
1 GIATCC | -.078 120 -.050 -.644 .520
HTKM 715 .088 627 8.095 .000
_LIC -.095 .077 -.072 -1.241 216
a. Bién phu thudc: CNPT

Nguon: Dir liéu khao sat
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Bang 3. H¢ s6 hdi quy danh gia modi quan hé giira cam nhén sy phitc tap va thai dé

Hé so chua chuan héa Hé s6 chuan hoa
Mo hinh B Std. Error Beta t Sig.
1 |Hangso 4.677 120 38.875 .000
CNPT -.339 .033 -.582 -10.255 .000

a. Bién phu thugc: THAIDONTD

Két qua nghién ctru voi F=43,94 va p(F)=0,000
nén c6 thé khing dinh sy ton tai méi quan hé giira
céc bién loi ich, két cau va gia tham chiéu véi cam
nhén phuc tap. H¢ sb VIF lan luot 1a 1,851; 1,855;
1,039 déu nhoé hon 10, nhu vay la khong xay ra hi¢n
twong da cong tuyén tinh.

Hé s6 hdi quy hiéu chinh 14 0,334 cho thiy mdi
quan hé giita cac bién giai thich dugc 33,4% cam
nhan phirc tap cua nguoi tiéu ding ddi voi cac
chuong trinh xtc tién ban hang.

Gia tri sig. cta gia tham chiéu 12 0,520, ctia loi ich
120,216 déu 16n hon 0,05; do vay gi4 tham chiéu va
loi ich khong c6 y nghia trong m6 hinh. Cam nhan
su phirc tap chi phu thudc vao két cdu chuong trinh
xuc tién ban hang (cong cu sir dung, diéu kién, thoi
luong, thoi gian...). Cang nhiéu hinh thirc khuyén
mai 4p dung trong cung mot thoi diém, cach thirc
nhén qua, st dung voucher cang khong rd rang,...
thi cam nhén phtc tap ctia nguoi tiéu dung ciling s¢
tang theo.

Nguon: Dir liéu khao sat

4.4. Sy tac dong cvuia cam nhan phire tap toi thdi
dj nguoi tiéu diung

Kiém dinh Anova cho thiy sy ton tai mdi quan
hé gitra cam nhén phuc tap vdi thai d6 cua nguoi
tiéu dung. Hé s6 VIF 1a 1,000 nh6 hon 10, nhu vay
1a khong xay ra hién tugng da cong tuyén tinh. Hé
s6 hdi quy hiéu chinh da duoc didu chinh 1a 0,336
cho thdy mdi quan hé gitra cac bién giai thich duoc
33,6% thai d¢ cua nguoi tiéu dung ddi véi céc
chwong trinh xuc tién ban hang.

Gia tri sig. 1a 0,000 nhé hon 0,05, nhu vy bién
nay c6 y nghia trong mé hinh. Chwong trinh xuc tién
ban hang cang phtrc tap thi nguoi tiéu dung cang cd
thai d tiéu cuc ddi véi no.

Panh gia sy tic dong cua tudi t¢i moi quan hé
gitta cam nhan phuc tap va thai d¢ nguoi tiéu dung
bang phan tich hoi quy cho thay hé sé diéu nay cho
théiy su tac dong ctia cam nhan phuc tap tdi thai do
clia ngudi tiéu ding khong bi anh huéng béi tudi

Bing 4. H¢ s6 hdi quy danh gia méi quan hé giira cac nhin t6 véi ¥ dinh mua

H¢ s0 chua chuan hoéa H¢é s6 chuan héa
Mo hinh B Std. Error Beta t Sig.
1 |Hang so 517 .348 1.484 .139
THAIDONTD 1.292 117 7153 11.076 .000
CNPT -412 .082 -.343 -5.046 .000

a. Bién phu thuoc: YD

Nguon: Di li¢u khdo sat

Bang 5. Kiém dinh gia thuyét

Gia thuyét nghién ctru Hé to Sig. Két luin
Beta
chuén
héa
Loi ich ctia chuong trinh xuc tién ban hang c6 tic dong tdi 0,053 0,521 | Khéng chap nhan
cam nhan phuc tap
Keét cau chuong trinh x1dc tién ban hang c6 tac dong dén cam 0,273 0,000 | Chap nhan
nhén phuc tap
Gid tham chi€u cd tac dong tdi cdm nhén phiic tap 0,068 0,406 | Khéng chap nhin
Cam nhén phuc tap c6 tic dong ngugc chicu toi thai do -0,582 0,000 | Chap nhan
nguoi tiéu dung
Cam nhén phtic tap c¢6 tac dong ngugc chiéu téi y dinh mua -0,343 0,000 | Chap nhan
Thai d§ cua nguoi tiéu dung c6 tac dong tich cuc tGi y dinh 0,753 0.000 | Chap nhan
mua
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Ket qua nghién ciru:

0,273

Keét cau ctia chuong
trinh x1dc tién ban hang

A 4

Cam nhan
su phuc tap

-0,343

\ 4

-0,582 0753
’ Y dinh mua

cua nguoi tiéu dung (sig. 1a 0,274).

4.5. Su tac dpng ciia cam nhdn phirc tap va thdi
dj toi y dinh mua cia ngwoi tiéu ding

Két qua phan tich cho thay, F=62,302 va p(F)=0,000
nén co thé khéng dinh sy ton tai mdi quan hé gitra
cam nhan phuec tap, thai d§ nguoi ti€u dung véi y
dinh mua. Hé sé VIF la 1,456 déu nho hon 10, nhu
véy la khong xdy ra hién tuong da cong tuyén tinh.
Heé sb hoi quy hiéu chinh 13 0,39; thé hién mbi quan
hé ¢ mirc trung binh giira cdc nhan to.

Bang dir liéu trén cho thdy cic bién nghién ciru
déu co y nghia trong md hinh (sig. déu nho hon
0,05). Cam nhan phtic tap ¢6 mdi quan hé nguoc
chiéu véi y dinh mua, néu cam nhan phtc tap ting
1én thi y dinh mua s€ giam di va nguogc lai.

5. Két luan

Nghién ctru chi ra rang néu doanh nghiép dua
ra quéa nhiéu cong cu ciing mot luc, hodc thoi gian
thuc hién khong o rang, diéu kién ap dung khong 6
rang,... thi mic d§ cam nhan sy phuc tap cia nguoi
tiéu dung s& ting 1én, didu nay s& anh hudng tiéu
cuc t6i thai d§ va y dinh mua cia nguoi ti€u dung.
Ho s€ khong mén ma véi chuong trinh xtc tién ban
hang, do vay s& anh hudng t6i viéc mua sim cua
ngudi tidu ding. Cac doanh nghiép c6 thé ap dung
da dang héa cac cong cu xuc tién ban hang d6i voi
nguoi tiéu dung dé tao su mdi, sang tao, tranh nham
chan, 13p lai. Vi du nhu c6 thé sir dung hang mau
khi dua ra san phdm méi, ting lwong mua ctia nguoi
tiéu ding bang cach sir dung phiéu mua hang, qua
tang,... Tuy nhién, néu st dung qué nhiéu hinh thic,
cong cu xuc tién ban hang trong ciing mét thoi diém
la khong nén.

Nghién ctu chi ra mirc d§ phuc tap cang tang
thi thai d6 cua nguoi ti€u dung s€ tiéu cuc hon va
giam y dinh mua hang. Nhu vay, mdi khi xay dung
chuong trinh xtc tién ban hang, cac doanh nghiép
can phai nghién ctru ky ludng thi truong muc tiéu,
xé4c dinh dic diém cua khach hang muc tiéu dé tr d6
¢6 thé c6 duoc nhiing thong tin hitu ich vé s thich
ctia ho, vé phuong thirc ma ho mudn nhan qua, nhan

A4

Thai do

\ 4

khuyén mai, xac dinh dugc diéu kién 4p dung phu
hop véi timg loai cong cu xuc tién ban hang... Diéu
nay sé gitp tang tinh hi€u cua cua cac chuong trinh
xuc tién ban hang. Vi du trong chuwong trinh mua
hang, tich diém dé ddi qua, doanh nghiép can quy
hoach vung dia Iy dé nguoi tiéu dung c6 thé d& dang
dén diém nao d6 ddi qua hoac dwoc ddi qua ngay tai
noi mua, tranh viéc nguoi ti€éu dung hao hirng mua
san pham dé tich diém nhung khi d6i qua thi khong
biét di dau, gap ai,...

Dé tang tinh hiu qua ctia hoat dong xtc tién ban
hang, doanh nghiép can c6 sy tich hop hoat dong xtic
tién ban hang vdi cac cong cu khac cua truyén thong
marketing. Khi thyc hién cac chuong trinh xic tién
ban hang, doanh nghiép c6 thé st dung nhiéu cac
cong cu truyén thong khic nhau nhu quang céo trén
internet, mang xa hoi hoac st dung cac phuong tién
truyén thong dai ching (i vi, poster,...) dé thong tin
dén khach hang. Cang nhiéu khach hang biét dén
chuong trinh xtc tién ban hang thi cang cé nhiéu
co hoi dé thu hat khach hang, gop phan tao nén su
thanh cong cua hoat dong xuc tién ban hang.

Ngoai ra, nang cao chit lvong nhan vién thuc
hién cac chuong trinh xtc tién ban hang 13 diéu can
thiét. Dé c6 thé ¢6 va thuc hién mot cach hiéu qua
céc chuong trinh xuc tién ban hang thi doanh nghiép
can phai quan tdm t&i doi ngili nhan vién, dong vién
khuyén khich kip thoi va co chinh sach nang cao
chét luong nhan vién dé tao nguén nhan luc chat
lugng cao. Trude va trong khi thuc hién cac chuong
trinh xuc tién ban hang, doanh nghiép nén cé dao
tao, hudng dan cho nhan vién nhiing kién thirc, hiéu
biét vé san pham, vé k¥ nang giao tiép, k§ nang tim
hiéu nhu cau cia khach hang, ky ning vuot qua
phan ddi ctia khach hang. Su giai thich, huéng dan
cua nhan vién ban hang s€ giup giam cam nhén su
phuc tap cua nguoi tiéu dung, giup ho co thai do
than thién hon, tich cuc hon tir d6 day nhanh qua
trinh ra quyét dinh mua hang ctia nguoi tiéu dung.
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