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Cac yéu to tac dong dén hanh vi tiéu dung cua khach
hang ddi v&i cac san pham cha nha hang Papas' Chicken

Trinh Hoang Son
Trwong Dai hoc Hung Vwong

TOMTAT

Muc dich cia nghién ctru la phén tich cdc yéu té anh huwdng dén hanh vi tiéu ding cdc sén phdm cda
Papas' Chicken. Nghién ctru dugc tién hanh dwa trén 240 déi twong la nhitng thuwe khdch dén vdi
Papas' Chicken. Qud trinh khdo sat duworc thue hién tai 9 chinhdnh tai Thanh phé H6 Chi Minh. Trong
nghién ctru nay, phuong phdp kiém dinh Cronbach's Alpha, phén tich nhén t6 khdm phd EFA, duoc
strdung délam ré cdc méi quan hé giita cdc nhén té trong dé tai. S6 liéu thu thap va dworce xi ly béng
phdn mém SPSS 22, vdiviéc két hop gitta phwong phdp dinh tinh va dinh lwong, tdc gid dé thu duoc
mét s6 két qud khd quan nhuw: cdc thang do st dung cho nghién ctru déu dat yéu céu, mé hinh ly
thuyét xdy dwng phi hop dwoc thé hién ré qua viéc xdy dung mé hinh hdi quy tuyén tinh thanh céng,

cdcyéutédddclip céd mircdnh hudng cling chiéu vdiyéu té hanhvitiéu diung.

Tirkhéa: Papas' Chicken, tdc déng, hanh vitiéu dung, nha hang

1.GIOITHIEU

Papas' Chicken duoc biét dén I3 nhan hiéu ga
ran Han Qudc phd bién trd thanh sy Iwa chon
quen thudc, tin cdy cla nguoi Viét trén thi
truwong Viét Nam, nhung viéc cho ra doi nhirng
san pham mai gap khéng it khod khan khi khach
hang tir nhd dén I&n d3 va dang tin dung cac
thuvong hiéu khac. Nguoi tiéu dung Viéet Nam
van san sang tra gid cao cho cac thwong hiéu
nhw: McDonald's, KFC, Lotteria, Carl's Jr.
Hamburger, Popeyes, Two Two Fried Chicken,
Chilli Hot & Spicy, Kokekokko, Texas Chicken,
Chaos Chicken, ... khién cho viéc tiéu thu san
pham cungloaigip nhiéu khd khan.

Cacyéutdvé sdn pham nhu: gid ca, ddc di€m ndi
tréi, thwong hiéu, gia tri dinh dudng, ... cling
anh hudngit nhiéu dén nhu cau cdakhdach hang.
Viéc gilt chan dugc khach hang cling gép nhiéu
khoé khan khi thi trudng kinh doanh ngay cang
duwoc mé réng va cd sy canh tranh clha rat nhiéu
nhahang, quananth&cannhanh.

K&t qua nghién clru cha d@é tai sé cung cap thong
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tin cho Papas' Chicken vé cac yéu t6 anh hudng
dén hanh vi tiéu dung cla khach hang déi vai
san pham thc 3n nhanh. Tir d6, Papas' Chicken
c6 thé: hoach dinh chién lwvgc nham phat trién
san pham; nang cao chat lwong sdn pham nham
dap &ng nhu cau khach hang tét hon va cai tién
cac hoat dong marketing hiéu qua hon nham
dem lai doanh thu, lgi nhudn. Thuwc hién cac
chuong trinh dich vu cham séc, wu dai khach
hang ngay mot t6t hon nham tao long tin va
quangba san pham.

Nhan thdy dwoc sy can thiét va sy cip bach cla
van dé, tac gid quyét dinh thuc hién: “Cdc yéu té
4dnh hudéng dén hanh vi tiéu dung cua khdch
hang déivdicdc san phdm cia Papas' Chicken”.

2.CO'SO'LY LUAN VA THUCTIEN
2.1.Cosélyluan

2.1.1. Khainiém vé hanh vi tiéu dung

Hanh vi tiéu dung la hanh déng clia mét ngudi thue
hién mua san pham dich vy, bao gdm ca qud trinh
tam ly va x3 hoi xay ra trwdc va sau khi hanh dong.
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“Hanh vi tiéu dung chinh la sy tac dong qua lai
gitta cac yéu td kich thich cha méi truong véi
nhan thirc va hanh vi cha con ngwdi ma qua sy
tuong tac do, con ngudi thay ddi cudc séng cla
ho” [1]. Hay ndi cach khac, hanh vitiéu dung bao
gdm nhirng suy nghiva cdm nhan ma con ngudi
c6 duwoc va nhitng hanh déng ma ho thyc hién
trong qua trinh tiéu dung. Nhitng yéu té nhu' y
kién tlr nhirng ngudi tiéu dung khac, quang cdo,
théng tin vé gia ca, bao bi, bé ngoaisan pham, ...
déu c6 thé tac dong dén cdm nhan, suy nghiva
hanhvictakhach hang.

“Hanh vi tiéu dung la nhitng hanh vi cu thé cua
mot cd nhan khi thuc hién cac quyét dinh mua
sam, st dung va virt bd sdn pham hay dich vu” [2].

“Hanh vi tiéu dung |13 mot tién trinh cho phép
MmOt ca nhan hay moét nhdm nguoi lwa chon, mua
sam, si dung hodc loai bd mdt san pham/dich
vy, nhitng suy nghi da cé, kinh nghiém hay tich
Iy, nham théa m3n nhu cau hay wéc mudn
chaho” [3].

“Hanh vi tiéu dung la toan bo nhitng hoat déng
lién quan tryuc ti€ép tdi qua trinh tim kiém, thu
thap, mua sdm, s& hitu, st dung, loai bd san
pham/dich vu. N6 bao gdm ca nhirng qué trinhra
quyét dinh dién ra trudc, trong va sau cac hanh
dongdd” [4].

Viéc nghién ctu hanh vi tiéu dung bao gém
nghién cltu ca nhan nguwoi tiéu dung, qua trinh
ho chon Iya - sir dung sdn pham/dich vu va tac
dong cta qua trinh nay 1én ban than nguoi tiéu
dungvaxa hoi.

2.1.2. Nhirng yéu t6 anh hwéng dén hanh vi
tiéudung

Hanh vi tiéu dung cla khach hang chiu anh
hudng cla bdn yéu té chd yéu: van hda, x3 héi,
cd nhan va tam ly. TAt ca nhirng yéu td nay déu
cho ta nhirng cin c&r dé biét cach ti€p can va
phuc vu nguwdi mua mot cach hiéu qua hon. Vi
thé, nghién clru hanh vi tiéu dung cung vdi
nhitrng yéu t6 anh hwdng dén hanh vi tiéu dung
giup cho nhirng nha Iam marketing nhan biét va
du dodn xu hudng tiéu dung cua tirng d6i tuwong
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khdch hang cuthé. Tlr 6 dua ra nhirng k& hoach
marketing kip thoiva hiéu qua.

Mtrc d6 can nhdc khi mua sam va s6 ngudi tham
giamuasam tdng theo mirc d6 phirc tap clia tinh
huéng mua sam. Ngudi ldam marketing phai cé
nhitrng ké hoach khac nhau cho bén kiéu hanh vi
mua sam cla ngudi tiéu dung. Hanh vimua sdm
phtrc tap, hanh vimua sdm dam bdo wngy, hanh
vi mua sam théng thuwdng va hanh vi mua sdm
tim kiém su da dang. B&n kiéu hanh vi nay déu
dua trén co s&@ mirc d6 tham gia cao hay thap
clia ngudi tiéu dung vao chuyén mua sam va cé
nhiéu hay it nhirng diém khac biét I&n gitra cac
nhan hiéu.

Nhitng nguoi lam marketing phai nghién ctru
nhirng mong muén, nhan thirc, s& thich va cac
hanh vi lwa chon va mua sam cta nhitng khach
hang muc tiéu. Viéc nghién ctru nhu vay sé cho
ta nhirng goiy dé phat trién sdn phdm mdi, tinh
nang cla san pham, xac dinh gid ca, cac kénh,
néi dung théng tin va nhirng yéu t6 khéc trong
cbngtac marketing cia doanh nghiép.
Cacyéutd vé van hda: “cdcyéutd van hdacé tac
dong réng rdi nhat va siu xa nhat dén hanh vi
clUa ngudi tiéu dung, bao gdm cé: van hda, tiéu
van hoda va tang 1&p xa hoi doi véi ngudi tiéu
dung” [5].

Cac yéu td x3 hodi: cac yéu t6 xa hdi cling anh
hudng dén hanh vicha mot ngudi mua. Nhirng
nhém tham khao cia mot con ngudi - gia dinh,
ban hitu, cac t6 chirc xa hdi, cac t6 chirc nghé
nghiép - cé tdc ddng manh mé& dén nhirng su
lwa chon san pham va hiéu hang. Nguwdi mua
chonsdnphdmvahiéuhangphdndanhvaitrova
diavicuaho.

Cac yéu td ca nhan: tudi tac, doan dudong doi,
nghé nghiép, hoan canh kinh té&, phong céich
séng, ca tinh va nhitng dac tinh riéng tw khac
cla nguwdi mua, déu c6 nhirng anh hudng dén
cac quyét dinh mua cha ngudi dy. Gidi ngudi
tiéuthutré cé nhirng nhu cauva wécmudénkhac
v3@i gidi 1&n tudi; nhu cdu cha nhitng cap vo
chéng tré mdi cuwdi thi khac véi nhitng nguoi
phai chi tiéu tan tién. Phong cach séng cla
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nguditiéu thu - két cdu tdng thé cha sy tac dong
vatac dong trd lai trong cudc séng - cling la mot
adnh huwdng quan trong dén su lwa chon cla
ngudimua.

Cac yéu t6 tam ly: cudi cung, hanh vi cla nguoi
tiéu dung con chiu sy tdc dong cda bén yéu té
tam ly quan trong - dong lwc, nhan thirc, hiéu
biét va quan diém. M&i mdt yéu t6 tdm ly nay
déu cung cidp mot trién vong dé hiéu duoc
nhitng diéu dang dién ra trong hop den cla
ngudimua.

Tai nhitng thoi diém khac nhau, ngudi ta lai bj
thoi thidc bédi nhitng nhu cau khac nhau. Con
ngudi sé c6 gdng théa man trudc hét 1a nhitng
nhu ciu quan trong nhat. Khi ngudi ta d3 thoa
man dwoc mot nhu cdu quan trong nao déthind
sé khéng con la dong co hién thoi nira, va nguoi
ta lai c6 gdng thda man nhu cau quan trong nhat
tiép theo.

2.2.Co'séthuctién

2.2.1. Cdac nghién ctru ngoai nwé'c

Factors influencing consumers' choice of retail
stores for fresh meat in Malaysia (Nhirng yéu td
anh hudng dén su lua chon thit tuoi sach &
Malaysia) [6]. Nghién ctru nay khdm pha noi va
thich cha ngudi tiéu dung Malaysia dé mua thit
twoi. S dung cac cudc thao ludn nhom tap
trung dugc ti€n hanh tai Thung liing Klang.
Nhi*ng ngwdi mua hang chi ra rang quyét dinh
mua thit troi tir mot clira hang ban 1é hién dai
hodc thi truong truyén théng bi anh hudng bdi
tam chu dé. Cac yéu té duoc xac dinh la nhan
thire vé sy troi mai, ddm bao chat lvong tét, cé
m&i quan hé tét vdi cdc nha ban Ié, gid canh
tranh, sy tién lgi, c6 nhiéu ching loai san pham
dé lwa chon va méi truong dé chiu cho ngudi
muasam.

2.2.2. Cdc nghién ctru trong nwé'c

Ludn an tién si: “Tdc déng cua cdc yéu té cd
nhdn, tém ly va marketing-mix dén hanh vi mua
cdc san phdm fast-food thwong hiéu nuwdc ngodi
cua ngudi tiéu dung Ha Noi, Viét Nam” [7]. Két
qua nghién ciru: madi quan hé gitra cadc yéu t6 ca
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nhan, tdm ly va marketing-mix d€n hanh vi mua
thirc an nhanh thuwong hiéu nwdc ngoai cla
ngudi tiéu dung Ha Noi, Viét Nam d3 duwoc chap
nhan trong nghién ciru. Qua nghién ctru ta thay
duogc strc anh hudng cliia dd dn nhanh dén sirc
khde nguoi tiéu dung, khach hang sé trung
thanh véi thuong hiéu thirc &n nhanh néu duoc
chirngnhan dam bao tiéu chuin chat lugng.

2.3. Muctiéu nghién ctru

Viéc nghién cru dé tai ndy nham vao cac muc
dich sau: (1) Nhan dang cac yéu t6é anh hudng
dén hanhvitiéudung cliakhach hang d6ivaicac
san pham cla Papas' Chicken; (2) Danh gid mic
dd anh hudng dén nhu cau cta khach hang doi
V@i san pham va (3) Pé xut giadi phap giup nha
san xuat dap &ng tét hon nita nhu cdu khach
hangkhitiéu dung sdn pham.

2.4. Phuwong phap nghién ciru

2.4.1. Nguén théng tin

Théng tin th& cip: duoc thuc hién thong qua
nghién clru, tdng hop tir cac tai liéu, cdng trinh
d3 cong bé nhu: sdch, gido trinh, tap bai giang,
ludn &n, ludn van, bdo cdo nghién ctru, s6 liéu
thdng ké cla cic phong ban Papas' Chicken va
nhirng website cd lién quan dén Papas' Chicken,
... Thoi gian thu thap tir nam 2018 - 2020. Thoi
gianthwchiénkhaosatnam 2020.

Thong tin so cap: diéu tra bang phiéu hoi: str dung
phi€u hdi khao sat y ki€n cla khach hang dén mua
va dung cdc san pham cla Papas' chicken.

Phuong phap chon mau: vinghién clru nay cé st
dung phan tich nhan t6 nén s6 mau quan sat
phai dat yéu cau l&n hon 5 1an s6 bién quan sat.
S6 bién quan sat trong dé tai la 35 bao gbm 32
bién quan sat clia bi€én ddclap va 3 bién quan sat
cla bién phu thudc. D& dam bdo dd tin cay ciing
nhu dat yéu cau vé kich thwdc mau, tac gid chon
mauvéicongthirclan=5*35=175[8,9].

Hon nira d6i vditién hanh phan tich hdi quy mot
cach tot nhat, ¢ mAau tdithiéu can dat duoctinh
theo cong thirc N > 8m + 50 (trong dé N la c&
mau, m |3 s6 bién ddc 1ap cta md hinh). Trong
mo hinh nay s6 bién ddc 1ap 1a 6. Nhu vay, kich
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thudcmaucanthiétla:N>8*8+50=114.

Tong hop hai cong thirc trén chon c@ maula 210
(tdng 20%) d& dam bao s6 mau t6i thiéu sau khi
loai b cac két qua khao sdtkhdng dat yéu cau.

Ap dung phuong phap chon mau ngau nhién
thudntién, doddtacgiasésirdung 240 bangcau
hoi dé phdng van khach hang, ngudi tiéu dung.

Téng hop tai liéu va nhirng nghién clru truwdc
nham thiét 1ap moé hinh hoan thién tir co s& ly
thuyé&t. Cac phuong phap nghién clu sau day
duwocstrdungchtyéu[10].

Phuong phéap phan tich va téng hop: nham dua
ra cac danh gia va két luan vé cdc mdi quan hé
gilta cac yéu t6 tdc ddng dén hanh vi tiéu dung
san pham cla Papas' Chicken. Tir d6 chon loc
nhitrng thong tin can thiét phuc vu cho dé tai
nghién ctru.

Phuong phdp thongké, mé ta: phwong phap nay
dwoc sir dung nham dé thu thap va xt ly cac s6
lieu vé quda kh* nham duwa ra cac két luan danh
gia thyc trang trong hoat dong kinh doanh thyc
phdm thirc an nhanh cda Papas' Chicken thoi
gianqua.

Phuong phap xt ly thong tin: théng tin dwgc x(r
ly théng qua cdc phuong phap phéan tich, téng
hop, d6i chiéu, so sdnh mot cach cé hé thdng va
khoa hoc.

S dung phan mém SPSS dé x{r ly s6 liéu thu
thap. Kiém dinh dd tin cdy cta Cronbach's
Alpha, phéan tich nhan té kham pha EFA, phan
tich hdi quy dé do lwdng va phan tich mirc do tac
doéng cla tirng thang do dén bién phu thudc
chinh [11].

Phan b6 mau: phuong phap 1dy mau trong
nghién ctru nay duoc dé xuat la phuong phap
|4y mAau thudn tién va thue hién trén 9 chinhanh
Papas' Chickentai TP.HCM.

DGivainhirng phantich vé cacyéutd dnh huwdng
doi héi phai cé mot ¢ mau du 1én. Sau khi can
nhac vé thoi gian va chi phi, tac gia chon kich
thuwdc maula 240 dwgc phan bd nhu sau:
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Bang 1. Bang khao sat cac chi nhanh Papas'
ChickentaiThanh phé H6 Chi Minh

STT Noii khdo sét S8 lwong

khao sat
1 | Papas’ Chicken Thi Dirc 25
2 | Papas’ Chicken Quan 2 25
3 | Papas’ Chicken Phi Nhuan 25
4 | Papas’ Chicken Cach Mang Thang 8 25
5 | Papas’ Chicken Quan 7 30
6 | Papas’ Chicken Binh Tan 25
7 | Papas’ Chicken Binh Thanh 30
8 | Papas’ Chicken Tan Binh 25
9 | Papas’ Chicken Nguyén TriPhuwong| 30

2.5. M6 hinh dé xuat nghién ctru

M®& hinh nghién clru: “cdc yéu té Gnh huéng dén
hanh vi tiéu ding cua khdch hang déi vdi cdc sén
phdm cua Papas' Chicken” duwoc cu thé hoa
(Hinh 1).

Viéc nghién clru cac yéu té anh hudng dén hanh
vi tiéu dung ddi vdi cdc san pham cla Papas'
Chicken c6 thé dugc ky vong véi nhitng gia
thuyétsau [12-14]:

Thi&r nhat 13 gid thuyét H1 dat ra 13 cd su tac
ddng anh huwdng cua thwong hiéu dén hanh vi
tiéu dung cla khach hang d6i v&i sdn pham
cla Papas' Chicken.

Thr hai 13 gid thuyét H2 dat ra 1a co sy tac
déng anh huwéng cda dic diém dinh dudng
ndi trdi dén hanh vi tiéu dung cba khach hang
d&ivaisan pham clia Papas' Chicken.

Thir ba 13 gid thuyét H3 dat ra la cb sy tac
déng anh hudng cha chat lvgng san pham
dén hanh vi tiéu dung cda khach hang déi vdi
san pham cha Papas' Chicken.

Thr tw 13 gid thuyét H4 dat ra la cb sy tac
déng anh hudng cla gia san pham dén hanh
vi tiéu dung cda khach hang d6i vdi sdn pham
cla Papas' Chicken.
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Thi&r ndm |a giad thuyét H5 dat ra 13 co su tac
ddng anh hudng cda hinh thirc chiéu thi dén
hanh vi tiéu dung cGia khach hang déi véi san
pham cua Papas' Chicken.

Thir sau |3 gid thuyét H6 dat ra |a ¢ sy tac
ddng dnh hudng cla su tién lgi khi mua dén
hanh vi tiéu dung cta khach hang d6i védi san
pham cta Papas' Chicken.

Thir bay |a gid thuyét H7 dat ra 1a cb sy téc
dong anh hudng cta bao bi va hinh thic
doéng gdi san pham dén hanh vi tiéu dung cla
khdch hang d&i v&i san pham cua Papas'
Chicken.

Thir tdm 13 gid thuyét H8 dat ra la cd su tac
dong anh hudng cta anh hudng xa héi dén
hanh vi tiéu dung cGia khach hang déi véi san
pham cla Papas' Chicken.

4 N\
Thuong hiéu
cla san pham
\§ J
H1
4 ] ] N\
Dac diém san pham
noi troi ™~
N J H2
Chat luong san pham |~ "3
'd N\
\\ J
Hinh thie chieuthi | H°
s N H6
S tién lgi khi mua _—
sdn pham
o J
H7
e ~
Bao bi va hinh thirc /
L déng gdbi san pham ) H8
Anh hudng x3 hoi

M& hinh nghién ctru cac bién doclap tacdonglén
hanh vi tiéu dung clda khach hang d&i vdi san
pham duocthiét 1ap dudi dang phuong trinh hoi
quy nhu sau:

BECO = B0 + B1*TRA + B2*OPC + B3*PROQ +
B4*PRICE + B5*PROM + B6*CTB + B7*PAC + B8*IS

Trong dé:

BECO: Behavior Consumer: Hanh vitiéu dung
TRA: Trademark: Thwong hiéu

ONC: Outstanding Product Characteristics: bac
diém san pham ndi troi

PROQ: Product Quality: Chat lwong san pham
PRICE: Price: Giad ca

PROM: Promotion: Chiéu thij

CTB: Convenient To Buy: S thuan tién khi mua
PAC: Packaging and form: Bao bi va hinh thirc
ddéng gbisadn pham

IS: Influence Social : Anh hudng xa hoi

Hanh vi tiéu dung ]

Hinh 1. Cic yéu t6 anh hudng dén hanh vi tiéu dung clia khach hang d6i vdi cic sdn pham clia Papas' Chicken

Journal of Science - Hong Bang International University

ISSN: 2615 - 9686



Tap chi KHOA HOC - Trwdrng Dai hoc Qudc té Héng Bang S6 17 - 09/2021: 107-118

3.KETQUANGHIEN CU'U

3.1. Thong tin m3u nghién ciru

Nghién cru nay s dung phuong phdp 1ay mau
thuan tién. S& mau cang cao thi cang chinh xac.
Tac gia chon kich thwdc mau 13 240 dé khao sat.
K&t qua thu duoc 210 phiéu khao sat dat yéu
cau, 30 phi€u khdo sat bj16i do khong dd dir kién
khdosatdwocthéhiénquaBang?2.

V@i 210 phiéu khao sat dat yéu cdu duwoc nhap
liéu lam co s& cho phéan tich dir liéu. D liéu
dwocma hda, nhidp valam sach thdng qua phan
mém SPSS.

Bang 2. Bang phan bd mau dat yéu cau sau khao sat

S5 Sd phiéu
STT Noi khdo sat khao sat dat
lwong| . .
yéu cau
1 | Papa’s Chicken ThiBic | 25 20
2 | Papas’ Chicken Quan 2 25 22
3 | Papas’ Chicken Phi Nhuan| 25 23
Papas’ Chicken Cach
4 2 24
Mang Thang 8 >
5 | Papas’ Chicken Quan 7 30 27
6 | Papas’ ChickenBinhTan | 25 22
7 | Papas’ Chicken Binh Thanh| 30 23
8 | Papas’ ChickenTanBinh | 25 24
9 Pa‘pas Chicken Nguyen 30 )5
Tri Phuvong

Xét vé gidi tinh: trong 210 bang khao sat, nam
chiém 46.7%, nit chi€ém 53.3%. V3i ty |& nay thé
hién mau nghién cttu mang y nghta khang dinh
moi hanh vi tiéu dung d6i vdi thirc &n nhanh da

Bang 3. Thong tin mau nghién clru

phan nit gidi, nam gidi cling chiém moét ty lé
khéngnhd.

Xét vé dd tudi: do tudi dudi 18 tudi chiém
24.8%, d6 tudi tir 18 dén 30 chiém 34.8%, do
tudi tlr 31 dén 45 chiém 22.4%, d6 tudi trén 45
chi€m 18%. Theo théng ké d6 tudi chiém ty Ié
caotrong mau nghiénctrulatilr 18-30.Daylado
tudi sinh vién, van phong, ho thuwdng khéng cé
thoi gian dé chudn bi bira n hoan chinh. Va
thirc &n nhanh 1a gidi phdp t6i wu. Vira ddm bao
da dinh duéng, vira ddp &ng nhu cdu tién |loi
nhanhchdng.

Xét vé nghé nghiép: theo khao sat c6 dén45.7%
déi twong 1a hoc sinh sinh vién, 22.4% |a cong
nhan vién chirc, 21.4% |3 lao déng tu do, nghé
nghiép khdcchi€ém 10.5%. Hocsinh, sinh viénva
cdng nhan vién chirc 1a ddi twong chiém ty |é
caotrongviéctiéudungthircannhanh.

Xét vé chat lwgng mua va s dung tryc tiép tai
clra hang va mua mang di: 38.6% cho rang mua
va st dung truc tiép sé ngon hon, 25.2% y kién
danh gid chat lwvong mua, st dung truc tiép tai
clra hang va mang di ngang nhau, 18.6% y kién
cho rang chat lvgng tuy thudc vao tirng loai san
phdmvacé dén 17.6% khoéng quantdm dén viéc
sosanh chatlugng mang diva st dung taicho.

Xétvé hinh thirc mua: mua tryc ti€p tai clra hang
chiém 55.2%; d&t hang qua online va dwoc giao
hang tan noi chiém 27.2%; 17.6% con lai la dat
hang qua diénthoaivadugcgiao hangtannoi.

K&t qua thdng ké mau nghién clru duwoc miéu ta
trong bdng thdng tin mau sau day:

. M3u n = 210
Pac diem mau . S
Tan s6 Phan tram (%)
Nam 98 46.7
Gidi tinh
N 112 53.3
Duwdi 18 tudi 52 24.8
D6 tudi mua va st dung san Tir 18 - 30 tudi 73 34.8
phém Tir 31 - 45 tudi 47 22.4
Trén 45 38 18.0

ISSN: 2615 - 9686

Journal of Science - Hong Bang International University



Tap chi KHOA HOC - Truorng Pai hoc Quéc t& Hong Bang S6 17 - 09/2021: 107-118 113

Hoc sinh, sinh vién 96 45.7
. Cong nhan vién chirc 47 22.4
Nghé nghiép
Lao dong tv do 45 21.4
Nghé nghiép khac 22 10.5
Chat lvgng ngang nhau 53 25.2
banh gia Ché:t lwong muava st | Tyy thude vao tirng loai san pham 39 18.6
dung tryc tiép tai clra hang va -
mua mang di Mua va st dung tryc ti€p ngon hon 81 38.6
Khéng quan tam 37 17.6
Mua tryc ti€p tai clra hang 116 55.2
. ) bat hang qua dién thoai va duoc 37 17.6
D?t ha[lg on!me va duoc giao 57 279
hang tan noi

3.2. Két qua nghién clru

Kiém dinh y nghta cta cac hé s6 hbi quy Bang 4
cho thay hé s6 y nghia cta hé sé hoi quy riéng
phan cla cac bién ddc [ap déu bang va nhoé hon
0.05 cho thay an toan khi bac bé gia thuyét cho
rang hé s& hoi quy cla cac bién doc 1ap bang 0.
Nhu vay, hé s6 hdi quy riéng phan cla cac bién
doc lap: PROQ, OPC, CTB, PROM, PAC, IS, TRA,
PRICElacdynghia.

K&t qua phan tich hoi quy: cac kiém dinh & trén
chothdy cacgid dinh cda ham héiquy tuyéntinh
khéng bi vi pham va mé hinh héi quy da xay
dung |a phu hop védi téng thé. Ta thay, cac hé s8
cla phuong trinh hdi quy cé y nghia théng ké va
cachésé hoiquyriéng déucé gidtridwong, nhu
vay, gid thuyét ban dau dwoc chdp nhan. Tic 13,
cac bién déc 1ap déu co tdc ddng tilé thuan dén
hanh vitiéu ding.

Phan tich héi quy cho ta phuong trinh héi quy
tuyéntinh sau:

BECO = 6.303E"" + 0.218*PROQ + 0.234*0PC +
0.207*CTB + 0.259*PROM + 0.267*PAC +
0.218*IS+0.289*TRA+0.236*PRICE

Journal of Science - Hong Bang International University

(Hanh vi tiéu dung = 6.303E™ + 0.218*Ch4t
lwvong san phdm + 0.234*P3c diém sdn pham
noéi troi + 0.207*Sy thuan tién khi mua +
0.259*Hinh thic chiéu thi + 0.267*Bao bi va
hinh thirc déng géi + 0.218*Anh hudng x3 hdi +
0.289*Thuong hiéu +0.236*Gid ca).

Phuongtrinh chothay:

Khi bién chat lwvgng san phdm PROQ thay d6i 1
don vi, trong diéu kién cac bién con lai khong
ddi thi bién hanh vi tiéu dung BECO sé thay doi
0.218 donvi.

Tuong t, khi bién déc diém sdn pham nai troi
OPC thay d6i 1 don vi, trong diéu kién cac bién
con lai khéng déi thi bién hanh vi tiéu dung
BECOs&thayd6i0.234 don vi.

Khi bi€n sy thuan tién khi mua CTB thay d6i 1
don vi, trong diéu kién cac bién con lai khong
d&i thi bién hanh vi tiéu dung BECO sé thay d6i
0.207 donvi.

Khibién hinh th&rc chiéu thi PROM thay déi 1
donvi, trong diéu kién cacbiénconlaikhéng
déi thi bién hanh vi tiéu dung BECO sé thay
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d6i0.259donvi.

Khi bién bao bi va hinh thirc déng géi PAC thay
ddi 1 don vi, trong diéu kién cac bi€n con lai
khong déi thi bién hanh vi tiéu dung BECO s&
thay d6i0.267 don vi.

Khi bi€n anh hwdng xa hdi IS thay d6i 1 don
vi,trongdiéukiéncacbiénconlaikhéngdéi
thi bién hanh vitiéu dung BECO s& thay ddi
0.218donvi.

Khi bi€én thuong hiéu sdn pham TRA thay d6i 1
don vi, trong diéu kién cac bién con lai khéng

Bang 4. Kiém dinh y nghia cla cac hé s hoi quy

ddi thi bién hanh vi tiéu dung BECO s& thay ddi
0.289donvi.

Va cudi cung, khi bién gia ca san pham PRICE
thay d6i 1 don vi, trong diéu kién cac bién con
lai khéng d6i thi bién hanh vitiéu dung BECO s&
thay d6i0.236don vi.

Nhu vay, thong qua md hinh héi quy vdi cac
bién déc lap: PROQ, OPC, CTB, PROM, PAC, IS,
TRA, PRICE va bién phu thudc hanh vitiéu dung
BECO, ta d3 chirng minh duoc rang cd sy tac
ddng clia cac bién doc lap dé dén hanh vi tiéu
dungctakhachhang.

Coefficients’
A N P s Hé 56 ~ ~ N ~
Hé so chua chuan héa M Thong ké da cong tuyén
chuan hoéa Mirc v
M5 hinh t | hT:
P léch & Hé s& |Nhan tir phong dai
B chuan Beta Tolerance| phuwongsai VIF
(Constant) | 6.303E-17 1.102 5.201E-17| 0.000
PROQ 0.122 0.138 0.218 4.175 0.000 0.608 1.646
OPC 0.442 0.136 0.234 4.483 | 0.001 | 0.932 1.073
CTB 0.211 0.144 0.207 3.973 0.000 0.705 1.419
1 PROM 0.614 0.132 0.259 5.161 0.000 0.852 1.174
PAC 0.402 0.091 0.267 5.116 0.000 0.714 1.401
IS 0.529 0.133 0.218 4,181 0.000 0.941 1.063
TRA 0.637 0.136 0.289 4.926 | 0.000 | 0.940 1.064
PRICE 0.386 0.112 0.236 4.228 0.001 0.562 1.779

a. Dependent Variable: BECO

3.3. Ham y va cac giai phap lién quan

Danh gid so bd va phan tich nhan t6 kham pha
cling da duwoc thyce hién déi vdi cac thang do
hanh vi tiéu dung dé ddm bdo dd tin cay va su
phu hop cla cac thang do nay tai thi trwong
TP.HCM. K&t qua: cdc thang do da dam bdo do
tincayvasyu phUhopvédimdéhinhnghiénctru.
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Céc kiém dinh cta ham hdi quy tuyén tinh
khéng bi vi pham va mé hinh héi quy da xay
dung la phu hop vdi téng thé. Cac hé s6 cla
phuong trinh hdi quy ¢ y nghia théng ké va
cachéséhdiquyriéngdéucdgiadtridwong.

Plrng trudc nhirng van dé trén can cé nhirng
gidi phap nham xay duwng va cing c6 niém tin
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clia nguoi tiéu dung déi vdi Papas' Chicken;
gilp nguoitiéu dung quay lai, tin tudng, chon
mua san pham. Tac gid xin néu |én mot vai gidi
phapkhicphuctinhtrangtrénnhuwsau:

D3u tién, xay dung chién luvogc chiéu thi dua
san pham dén tay ngudi tiéu dung théng qua
hinh thirc quang cdo, truyén théng, truyén tai
ndi dung cu thé néi bat cda san pham gay sirc
hatcho canguoilénquantdmmaconlamcho
tré em chu y; cé nhiéu chuong trinh khuyén
maichomdilan mua.

Tatcddonhangyéucaugiaotannoiphdiduwoc
dbéng gdi can than, dam bdo an toan vé sinh
thuwc pham; bao bi dep, bt mat, hinh anh
minh hoa phUu hop véi moi lra, mau sac hai
hoa, chitin rd nét; thiét ké logo dac trung clia
Papas' Chicken, mén an luén dugc gilr dung
huong vi va nhiét d6 khi dén tay ngudi tiéu
dung.Giddonhangdungvdidongidduocbdo
trénapp hodcdugcnhanvién nhandon hang
quadiénthoaixacnhan. Khéng phuthuthém
batclphinao.

Cai tién, phat trién san pham: khéng ngirng
thay d6i mau m3 san pham cho phu hop véi
ban sdc van héa Viét Nam, v&i xu huéng cla
gidi tré va dac biét I3 tré nho. Cai tién khau vi
maén an sao cho phu hop vdi thi hi€u va thoi
quen cla ngudi tiéu dung. Nghién cru, ndm
bat thi trwdng va phat trién nhiéu mén mdi,
nhiéu vi méi dwa vao thuc don ddp rng voi
nhucauxahdi.

Papas' Chicken can khang dinh vai tro, vi tri la
mot thuwong hiéu |&n trong long nguwoi tiéu
dung dén gan ngudi tiéu dung théng qua cac
hoatddngquangcdo, hdichgthuong mai, cac
phong trao khac cé sy tham gia déng dao cla
nguoitiéudungvatré nhodocaccoquanban
nganh va cong ty, doanh nghiép cung nhau
phéihgptdchirc.
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Piadiémlanhantdquantronghangdautrong
Iinh vuwe kinh doanh d6 dn udng, dac biét la
thirc n nhanh. Viéc chon dja diém khdng chi
13 diéu kién tién quyét, chia khda vang quyét
dinhsythanhcéngciathwonghiéumaconla
tien dé va nén tang virtng chic dé Papas'
Chicken c6 thé cung cap céc dich vu dat tiéu
chuan, don gidn va chuyén nghiép. Hau hét
cadcthanh phé 1&n va cdc quan huyén lénsé |a
muctiéuchinh ciaPapa's Chickenlyachon dé
phattriénquy md.

V@i tinh hinh hién nay, nhu cau tiéu dung cla
khdch hang ngay cang cao va cang khat khe.
Chinhvil@dé,Hoingudibaovétiéudungcung
caccoquanchircnangkhacnhu:chinh quyén,
cong an dia phuong, S& cong thwong, chi cuc
vé sinh an toan thwc pham va cdcco quan béo
chitruyén théngkhdc, ... cAn phat huy hét vai
tro clia minh trong viéc quan ly, giam sat thij
truong tiéu dung, hudng dan quy trinh khiéu
nai vé san pham tiéu dung va bao vé quyén loi
cho nguoi tiéu dung, trdnh dé xay ra tinh
trang tiéu cywc trong trudng hop xay ra su cd
v@isanpham.

4 KET LUAN VA BE XUAT

4.1. Két luan

Nhinchung, kétqudkhdosatdanhgidthucté
chakhdchhangdéivdicdcyéutéanhhudng
cla hanhvitiéudung chénhléch khdngcao,
trong s6 chuan héa nam trong khoang tu
0.207-0.289. Piéu d6 cho thay, hanh vi tiéu
dung ctia khach hang déi véi Papas' Chicken
dwoc quyét dinh bdicdc yéu té tdc donglan
lvgttheothrty mircanh hudngtirthdp dén
cao nhw sau: hinh thirc chiéu thi, bao bisan
phadm, thwonghiéusdnpham, ddcdiémthuc
phdm ndi trdi, gid cd san pham, chat lwvong
san pham, anh hudng x3 hdi va sy thuan lgi
khi mua. Qua két qua nghién clru, ta thay,
viéclwachonthdcannhanhcéo thuwonghiéu
duwoc ngudi dan dan dan dén nhan va tin
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dung,vaPapas'Chickenlathuvonghiéuduoc
biét dén twong d6i I&n véi mén chd dao Ga
ranHanQuéc.

Thanh phan nhan th&rc cha khdch hang tiéu
dungduocxemxéttrénnhiéugdcddcldahanh
vi nhu: nhan biét san pham, s dung san
pham, ki€nthircvé thirc dn nhanh, niémtinva
thdi d6 ctia khach hang tiéu dung déi vdi san
pham. Trén phuongdién nhan biétvasirdung
cadcsanphamcdlaPapas' Chickentathdykhach
hang cé tham khdo va dung thir rat nhiéu san
pham thirc 3n nhanh khdc nhau. Trung binh
moikhachhangbiétdéntir4-5nhinhiéuthirc
an nhanh. Tuy nhién, do tinh ddc thu cta viéc
khdo sat1san phdm dactrung néntacgialuva
chon nhitng khdch hang biét va st dung san
phdm cla Papas' Chicken phu hgp cho nghién
clructaminh.

4.2. Pé xuit

DPéviéckinh doanh, phattriénthuonghiéuva
khang dinh gia tri trong viéc kinh doanh thirc
an nhanh tai thj trwong TP.HCM duoc phat
trién bén virng, manh mé& va nhan duoc su
phan hdi tich cuc cha ngudi tiéu dung doi voi
san phamtrongthdigiantéi, congty can thuc
hiéncacykiénsau:

Xay dung chién lvgc phat trién thuong hiéu
nha hang néi riéng va chién lvgc céng ty ndi
chung, can nhat quan va theo dubi k& hoach
daihan.

Cong tac dao tao nhan luc chi chét trong
cong ty va lvc lwvgng ké thira dé nhan vién an
tamlamviéc, phat huy dugcvaitro sdngtao,

phattriénsdnpham.

Xay dung van hda céng ty ma ngudi dirng dau
phailudnludnlanguoiditién phongtrongcac
céng viéc huéng dan tan tinh, tao ra mot tap
théludn cdmthdy minhlamdtphankhdéngthé
thi€utaicongty.

Tap trung vao cac két qua da dwgc nghién cliru
trong dé tai dé lam tién d@ cho cac k& hoach
phattriénsanphamcuacéngty.

Thyc hién cac chuvong trinh Marketing mix
thuwdng xuyén dé ngudi tiéu dung cd co hoi
ti€pcanvadungsanpham.

M& réng kénh phan phdi, tao thuan loi cho
nguoi tiéu dung. Xay duwng thuong hiéu cla
nha phan phdi dé tao niém tin ddi vdi nguoi
tieudung.

Tang cwdng quang bd sdn pham bang cac biéu
ngit, ap phich..., tao sy quan tdm chd y cla
nguoitieudung.

Quan trong nhat la phai ddm bdo chat lvong
san pham, khéng vi lgi ich trwdc mat ma ban
sanphdmkhoéngdambdochatlvong, lam mat
niémtinctanguditiéudung.

Ap dung tién bd k§ thuat méi vao san xuat
nham nang cao chat lvgng va hiéu qua, diéu
chinh gid thanh sdn pham phu hgp véi thu
nhap binh quan cla ngudi tiéu dung dé moi
déitwvongdéucdthé muasan phamnay.

Pambaovésinhantoanthucphadmtirngkhau
trong day chuyénsanxuat.
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The factors that have the influence on the cus-
tomer's consumption behavior of Papas' Chicken

restaurant's products

ABSTRACT

Trinh Hoang Son

The purpose of the study is to analyze the factors that have the influence on the customer's
consumption behavior of Papas' Chicken restaurant's products. The study was conducted based
on 240 subjects who are customers coming to Papas' Chicken. The survey was conducted in 9
branches in Ho Chi Minh City. In this study, Cronbach's Alpha test method, EFA discovery factor
analysis, was used to clarify the relationships among the factors in the topic. The data collected
and processed by SPSS 22 software, with the combination of qualitative and quantitative
methods, the author has obtained some positive results such as: thescales used forthe study were
satisfactory. Thedemand modelandthe appropriate constructiontheory modelare clearly shown
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by the successful linear regression model, the independent factors have the same directional
influence with the consumption behavior factor.

Keywords: Papas' Chicken, impact, consumption behavior, restaurant
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