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TOM TAT: Bai bdo nhdm nhin dang cdc yéu 16 ¢6 anh huong dén léng trung thanh cua
khdch hang doi véi thuong hiéu dién thoai di dong (BTDD). Cdc tdc gia da khao sat 434
khdch hang co sw dung DTDD iai TP. HCM. Két qua khao sdt cho thdy cd 5 trong 9 yéu 16
duoce xem xét c6 dnh hu'owg dén long trung thanh ciia khdch hang la uy tin thuwong hiéu, tinh
nang san phdam, gid cd cam nhdn, thdi do ddi voi khuyén mdi, va nhdn biét thuomg hiéu. Bai
bdo ciing dwa ra mgt s6 s nhan dinh cho cdc nha quan Iy.

Tir khéa: Thuong hiéu, long trung thanh thirong hiéu, dién thoai di dong.

1.PAT VAN PE

1.1.Téng quan vé thi truong dién thoai di dong tai Viét Nam

V6i chinh sach mé ctra va hdi nhap, nén kinh té Viét Nam phat trién v6i mirc téng truong
kha cao, trung binh 7,3%/ndm. Qua do, mirc séng clia nguorl dan duoc cai thién, nhu ciu (ca vé
so lugng va chét lwong) cho cuge song va cho cong viéc lam ngay cang ting. bé dap tmg nhu
cAu nay, viéc cung cp cac san phdm va dich vu ngay cang da dang va phong phu dac biét
trong linh vuc thong tin di dong. Trong giai doan d4u, chi phi sir dung cdc sin pham va dich vu
théng tin di dong kha cao dbi v6i nguoi tiéu ding Viét Nam nén sb ngudi st dung it. Tuy
nhién, voi su phat trién manh mé cta khoa hoc cong nghé, véi viée cod nhiéu d6i thu canh tranh
tham gia thi trudng nén gia ca clia cdc san phém, dich vu nay da giam dang ké.

Tru6e diy, cac nha cung cip dién thoai di dong (DTDD) tai Viét Nam chu yéu tir 5
thuong hiéu la Nokia, Samsung, Motorola, Sony Ericsson va Siemens (chiém khoang 90% thi
phéan). Hién nay, di c6 trén 20 thuong hiéu DPTDD khéc nhau tham gia (theo GFK Viét Nam).

Bang 1. Théng ké thj phan theo thuong hiéu DTDD nim 2004 — 2006

THUONG HIEU NAM 2004 | NAM2005 | NAM 2006
Nokia 51% 50% 50%
Samsung 35% 30% 19%
Motorolar 1,8% 10,8% 20%
Céc thuong hiéu khac 12,2% 9,2% 11%

(Nguon: Tong hop tir GFK Viét Nam)

Theo trinh bay & bang trén, 3 thuong hiéu din dau thi phin Viét Nam la: Nokia, Samsung
va Motorola. Riéng Motorola, tir mirc thi phin kha nhé 1,8% trong niam 2004, Motorolar da
vuon 1én vi tri thir hai, chi sau Nokia véi mirc 20% thi phan trong nam 2006. Nhin chung,
trude suc ép canh tranh giua cac thuong hiéu (khoang 20 thuong hiéu), thi truong PTDD Viét
Nam kha phong phi véi cic san phim khac nhau vé kiéu dang, tinh nang & cong nghe chung
loai. Pdng thoi, ciing co nhiéu mirc gia khac nhau phii hgp cho moi dbi tuorng nguoi tiéu dung.

Theo thong ké, s6 thué bao dén nam 2006 chi chiém khoang 20% tong dén sb cia Viét
Nam. Do vy, ddy 14 1 thj trudng ddy tiém ning nhung ciing 13 noi dién ra canh tranh khdc liét
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nhit. Nhan dinh thi truong DTDP Viét Nam day tiém néng can cir vao: (1) luong khach hang
mdi (chua c6 DTDD); (2) su gia ting nhu cAu thay méi PTDD cia nhimg khéch hang cii; (3)
xu huéng mot ngudi sir dung hai, ba cdi PTDD. bay 1a két qua cta sy phat trién nhanh vé san
phim, san pham ngdy cang cd nhi€u tinh ning hién dai hon, kiéu déng dep hon, tién dung
hon,... va gia ngay cang ré hon.

1.2.Long trung thanh thuwong hiéu

Long trung thanh thwong hié¢u 13 mot khai niém quan trong trong nghién ciru hanh vi
khach hang (Day, 1969; Huang & Yu, 1999). Khach hang duoc xem 14 trung thanh véi thuong
hiéu khi ho c¢é xu hudng mua nhi€u san pham ctia mét thuong hi¢u nao gié va mua lap lai
(Chaudhuri, 1999). Long trung thanh thé hién thai do cta khich hang, néu khach hang tin
tudng va co an tugng tot vé mét thuong hiéu thi s& wu tién tim mua san phdm ctia thuong hiéu
d6 (Yoo va cdng su, ZOQO). Qua nghién ciru mirc d6 trung thanh thuong hiéu cta khach hang,
c6 thé tap trung cac chién luge chiéu thj va tiép thi mot cach truc tiép va hiéu qua dén khach
hang (Lau & Ctg, 2006). Do vay, trong bbi canh thi truong DTDD tai Viét Nam ngay cang
canh tranh, lwrong khich hang mua méi va mua 1ap lai san phdm ngay cang nhiéu, doi héi cac
doanh nghiép phai nhan dang cac yéu té anh hudng va xdy dung long trung thanh thuong hiéu.

2.NOI DUNG NGHIEN CUU

Nghién ciru nay nham xac dinh cac yéu t6 anh huong dén long trung thanh cta khach
hing dbi véi thuong hiéu DTDD; phan tich dénh gid cia khach hang dbi v6i nhimg thuong
hiéu DPTDP hién chiém thi phan 16n tai thi trudng Viét Nam 1a Nokia, Samsung va Motorola.
Két qua nghién ctru cb thé 1a mot trong nhitng co s& dé ra chién lugc tiép thi, tao loi thé canh
tranh trén thi trudng.

Cin ctr vao hai mo hinh nghién ctru trude ciia Luarn & Lin (2003) va cia Tho & Trang
(2002), tac gia thuc hi¢n mét nghién ctru so bd thong qua phong vAn 10 khéach hang dang st
dung DPTDD. Tir d6, hinh thanh m6 hinh nghién ctu cho d8 tai. M hinh nghién ciu gdm 8
tién té va 1 yéu té phu thuoc la Long trung thanh thuong hiéu (Hinh 1).

Trong d6, nghién ctru sir dung 4 yéu t6 tir 2 nghién clru trude 1a Nhén biét thuong hiéu,
Thai dd dbi vai chiéu thj trong md hinh cua Tho & Trang (2002) va Chét lugng cam nhan, Uy
tin thwong hiéu trong md hinh ctia Luarn & Lin (2003); tir két qua nghién ctru so bd dua thém
4 yéu t6 khac gdm Kiéu dang san pham, Tinh nang sin phim, Chét lugng phuc vy, va Gia ca
cam nhan.

e Kiéu dang san phém (6 day 12 DTDPD) 12 hinh thirc va dang vé bén ngodi cla san
phim ma ngudi mua cam nhan duoc. Nhimg thuong hi¢u c6 san phém véi kiéu dang
dep, sang trong, dic trung s& tac dong dén khach hang, 1am ho nghi ngay dén thuong
hiéu d6 khi muén mua.

e Tinh ning sin pham nhim chi gid tri cot 1i clia san phém, ¢6 quan hé truc tiép ti
hanh vi mua va tao su gin b6 ctia khach hang dbi vai thuong hidu.

e Chét lwrong phuc vu dugc xét vé mire do tin cdy, thai do nhiét tinh, sy dam bao, su
thong cam va yéu tb hitu hinh. Néu khau tiép xtc khéch hang phuc vu t6t s& tao nén
long trung thanh ciia khach hang dbi véi thuong hidu (Mittal & Lassar, 1996; To &
Leung, 2001).

e Gié ci cam nhan dugc hinh thanh trén co s& gid thuc cua san phém va gia tham chiéu
ctia khach hang (Winer, 1986; Erickson & Johansson, 1985). Gia ca cam nhan chiu
anh hudng ca tich cuc 14n tiéu cuc boi gid tham chiéu (Chan & Wildt, 1994).
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Hinh 1. M6 hinh nghién ctru

Céc gia thuyét ciia d@ tai:
H1: Chdt heong cam nhdn cé tde déng dwong lén long trung thanh thwong hi¢u DTDP.
H2: Nhdn biét thirong hiéu c6 tac dong dieong lén long trung thanh thuong hiéu DTDD.
H3: Thdi d doi véi chiéu thi cé tac dong dwong lén long trung thanh thuong hi¢u DTDD.
H4: Uy tin thwong hiéu co tdac dong duong lén Iong trung thanh thuong hiéu PTDD.
H5: Gid ca cam nhdn co tac dong dwong lén long trung thanh thuong hiéu PTDD.
H6: Chat heong phuc vu cé tic dong diong Ién long trung thanh thuong hiéu DTDD.
H7: Tinh néing san pham c6 tdc dgng dwong lén long trung thimh thiwong hiéu PTDP.
HS: Kiéu ddng san pham c6 tdc dong duong lén Iong trung thanh thuong hiéu DTDD.

3. PHUONG PHAP NGHIEN CUU

Nghién clru gom hai bugc, nghién ciru so b va nghién ciru chinh thirc. Nghién ciru so b
bang cach phong vin sau 10 khach hang c6 sir dung DTDD tai TP. Ho6 Chi Minh. Két qua
nghién ctru nay dugc ding dé hoan chinh mé hinh nghién ctru va hiéu chinh céc thang do sir
dung tir nhimg nghién ctru trwée. Nghién ctru chinh thire duge thuc hién bﬁng cach phong van
truc tiép théng qua ban cau hoi. Nghién ctru thyc hién 1Ay mau thuén tién, dbi tuong phong van
la nhitng ngudi dang lam viéc, sinh song tai cic quén ndi thanh TP. HCM. Viéc xir ly so liéu,
kiém dinh thang do va phén tich két qua théng qua sir dung phdn mém SPSS.

Noi dung ban cdu hoi gdm hai phén chinh: (1) Khao st mirc d6 cim nhén ciia ngudi tiéu
ding dbi véi cac yéu té: long trung thanh, nhan biét thuong hiéu, chét lugng, tinh ning, kidu
dang, chiéu thi, gia ca, va uy tin clia cac thuong hiéu DPTDD vdi 38 cau hoi, sir dung thang do
Likert v6i 5 mirc do; (2) M6t sé cau hoi v& théng tin ca nhan ciia ngudi tra 10i nhu d6 tudi,
gidi tinh, trinh dé hoc van, sir dung cho viéc phéan loai va so sanh cac két qua trong cac phén
tich.

4,PHAN TiCH KET QUA

4,1.Mb ta mau

Téng sb ban cau hoi thu vé va sir dung cho nghién ctru 1a 434 ban. Trong do, phin b6 mau
theo cac thuong hi€u nhu sau: s6 khach hang sir dung DPTDD thuong hiéu Nokia chi€ém 39,6%
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(172 ban), ké tiép 1a Samsung chiém 27,3% (103 ban), Motorola chiém 15,7% (68 ban), va cac
thuong hiéu con lai chiém 21%. D9 tudi cia nhimg nguoi tr 15i trong méu khao sat da sb tir
18 dén 35 tudi (76,2%), trén 35 tudi chiém 23,8%. S& ngudi c6 mirc thu nhap dudi 2 trigu
chiém khoang 54%, con s6 trén 2 triéu chiém 46%. Vvé nghé nghiép, chiém ti 1& cao nhét 1a
nhén vién van phong 31,3%, k& dén 1a sinh vién/hoc sinh khoang 27%, cong nhdn chiém
13,8%, can bd quan ly/doanh nhan 12,9%, con lai 1a thanh ph@in khac.

Bing 2. Két qua phan tich EFA téng hop céc yéu to

Yéu td

5

6

TRTHANH3
TRTHANH4
TRTHANHI
TRTHANH2
KH MAI2
KH_MAII
KH_MAI3
UYTIN2
UYTIN3
UYTIN4
UYTINI
TNANG2
TNANG3
TNANGI
TNANG4
CL PHVU2
CL_PHVU3
CL_PHVUI
CL_PHVU4
KDANG3
KDANGS5
KDANG4
KDANGI
KDANG2
Q_CAO2
Q_CAO3

Q _CAOlL
GIA2

GIAl

GIA4

GIA3
NH_BIET2
NH_BIETI
NH_BIET3

950
877
231
549

942
.804
628

783
737
.680
486

27
670
651
.609

.805
Jis
.630
458

.621
.589
564
493
403

.886
193
622

709
699
611

762
598
541
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NH_BIET4 433

CL_CNHNI 668
CL_CNHN2 602
Eigenvalues 8.699 | 2,566 | 2,129 | 1,091 | 1,648 | 1,455 | 1,367 | 1,203 | 1,414 | 1,099
fr li‘;o'ng L 24,16 | 7,128 | 5914 | 5,529 | 4,578 | 4,040 | 3,798 | 3,341 | 3,169 | 3,053
ggﬁ:a"hs 0839 | 0,837 0,769 | 0,791 | 0,762 | 0,737 | 0,811 | 0,686 | 0,697 | 0,636

Extraction Method: Principal Axis Factoring. Rotation Method: Promax with Kaiser
Normalization.

4.2.Két qua kidm dinh thang do va hiéu chinh mé hinh nghién ciru

Bang 2 trinh bay két qua phén tich EFA, cac hé sé factor loading cé gia tri tir 0,403 dén
0,950. Cac gia tri Cronbach’s Alpha dugc tinh dat & murc tir 0,636 dén 0,839 (> 0,6).

Sau phan kim dinh thang do, v6i 38 bién quan sat theo thiét ké ban dau, bién
CL_CNHNS3 bij loai b6 ¢ giai doan phén tich d§ tin cdy, bién GIA3 bi loai trong phan tich
EFA. Yéu t6 Thdi d6 dbi voi chiéu thi tich ra thanh 2 yéu t 1a Thai d6 doi v6i quang cdo (gia
thuyét H3a) va Thai d6 déi v6i khuyén mai (gia thuyét H3b). Do vy, md hinh nghién ctu
dugc hiéu c}}inh c6 tét ca 10 yéu té (9 yéu té doc 1ap va 1 yéu té phu thudc), bao gdm 36 bién
quan sat. Phin phan tich hdi quy da bién s& thuc hién trén mé hinh hiéu chinh nay.

4.3.Két qua phan tich hdi quy
Cic gii thuyét dwgc ting hy

Két qua c6 5 trong 9 yéu t6 khao sat c6 xu huéng anh huéng dén long trung thanh thuong
hiéu ciia khach hang, bao gom: uy tin thL{Gng hiéu, gia ca cam nl}an, tinh ning san pham, 1,1har’1
biét thuong hiéu va thai o doi véi khuyén mai. R? hiéu chinh bang 0,371, nghia 14 céc yéu to

ndy giai thich duoc 37,1% yéu to long trung thanh khach hang. Nhu vay 5 gia thuyét H2, H3b,
H4, H5, H7 dugc ung ho boi dir liéu khao sat.

Bang 3. Két qua phan tich héi quy da bién

Hé sb chua chudn héa Beta T Sig.
B Std. Error chuan hoa

(Constant) ,036 ,000 1,000
AnAl g0 dyor hirven 125 ,050 125 2,479 014
mai
Uy tin thuong hiéu 353 ,059 341 6,030 ,000
Tinh ning san pham ,192 061 ,186 3,132 ,002
Gia ca cam nhan ,170 ,063 ,160 2,674 ,008
Nhan biét thuong hiéu ,104 ,050 ,104 2,234 ,028
R’ hiéu chinh = 0,371; - Sig.=0,000

Yéu té Uy tin thwong hiéu c6 mirc anh hudng cao nhét (8= 0,341). Két qua ndy ling hd
gia thuyét H4. C6 thé giai thich la doi v6i san pham DTDD thi uy tin thuong hiéu rat quan
trong dé khach hang quyét dinh mua tiép hay khéng. Trong phén danh gia cua khach hang do1
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v6i yéu tb nay tuy c6 gia tri cao nhét so vdi cdc yéu t6 c6 anh hudng, c6 mean = 3,793 (Bang
4), Tuy nhién, gia tri nay van con khiém tén so véi thang do 5 mirc do.

Nganh DTDP c6 téc dé phat trién san phim méi kha nhanh, thé hién cha yéu qua viée
tang cuong va hién dai hoa cdc tinh ning san phdm. Do vay, yéu t6 Tinh ning san phfnm giit
vi tri thir hai voi = 0,186 1a co thé giai thich dugc. Pic biét, cho nhitng trudng hop khach
hang muo6n thay méi hodc mua thém DTDD. Dénh gia ciia khach hang déi voi yéu té nay ciing
& vi tri thir hai, sau yéu t6 Uy tinh thuong higu v6i mean bang 3,705 (Bang 4).

Yéu t6 Gid ca cam nhin xép vi tri tht ba trong céc yéu t6 anh huong (5= 0,160), véi gid
tri mean bang 3,419. Muc danh gia nay thap 1a do san phim DTDD & thj trudng VN con cao
so vdi gia cla san phim cung loai & cac nude khac. Co thé thdy khach hang tuy chép nhan mua
san phém nhung van chua hai 1ong 15m vé murc gia hién nay. Day la thach thirc trong thoi gian
t61 cho cac nha cung ca"ip PTDD, dic biét khi Viét Nam da trd thanh thanh vién chinh thirc cia
WTO. Két qua nay ung ho gia thiét HS.

Béng 4. Dénh gi4 ciia khach hang ddi véi céc yéu t6 anh hudng dén long trung thanh

L. ~ |Uytinthuong | Tinhning | Gidcdcam | Thaidodiv Nhin biét
Yéu t6 anh hudng hiéu san pham nhén khuyén mai | thuong higu
Gié trj trung binh 3,793 3,705 3,419 3,063 3,665

Mirc d6 anh hudng cia yéu t6 Thai d§ dbi voi khuyén mai xép vi tri thir 4 trong 5 yéu tb
(f=10,125). Yéu t8 nay cé gia tri mean thap nhit (mean = 3,063), cho thdy cac chuong trinh
khuyén mai hién nay chua gdy 4n tuong cho khach hang Viét Nam. Trong khi yéu t nay la
yéu té nham thu hut khach hang, khéch hang tir nhén biét s& dén véi thuong hiéu. Két qua nay
ing ho gia thuyét H3b.

Yéu té6 Thai @ dbi v6i khuyén mai xép vi trf thtr 4 trong 5 yéu t (8 = 0,125). Tuy
nhién, yéu té nay c6 gid tri mean thép nhét (mean = 3,063). Cho thdy cac chuong trinh khuyén
midi hién nay chua gay 4n trong cho khach hang Viét Nam. Ma déy lai la yéu to nham thu hat
khach hang, tir nhan biét va dén véi thuong hiéu.

Cuéi clng, gia thuyét H2 duoc ing ho khi yéu td Nhin biét thwong hi¢u c6 két qua phan
tich hdi quy véi = 0,104. Pay la yéu td quan trong dan khach hang dén véi thuong hiéu. Déi
véi cac thuong hiéu trong mau khao sat, khach hang danh gia yéu t6 nay kha cao (mean =
3,665).

Nhin chung, két qua nghién ciru cho thdy c6 5 yéu t6 anh hudng long trung thanh khach
hang dbi véi thwong hiéu PTDD. Tuy nhién, so v6i thang do 5 mire do thi cac gid tri mean nay
¢6 1& cin duoc céc thiong hidu chi y nang cao hon nira thi mdi co thé duy tri long trung thanh
ctia khach hang trong bdi canh canh tranh hién nay.

Cic gii thuyét khéng dwoc iing hj

Trong két qua phan tich hdi quy c6 4 gia thuyét khéng duoc ing hd c6 lién quan dén cac
yéu t nhu chét lugng cam nhan (H1), chit lugng phyc vu (H6), kiéu dang san pham (H8) va
thai d6 ddi v6i quang céo (H3a). Co thé giai thich nhu sau:

Theo két qua nghién ciru so bo thi khach hang cho ring chdt lwong cam nhdn ddi v6i san
phim PTDD chi yéu 1a chéit lugng hinh anh, mau sic, am thanh, d bén ciia pin, mirc do bn
dinh. Tuy nhién, thi trudng DPTDD ludn c6 nhidu san phém méi tung ra thi trudng, véi tinh
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nang ngay cang hién dai, hap din nén khach hang vin cé xu huéng déi DPTDP du chét lugng
san pham cii van t6t. Dan dén gia thuyét H1 khong dugc iing ho.

V& chit lwong phuc vu, do héu hét cac cira hang, siéu thi DPTDD tai TP. HCM déu bay bén
cung lic nhiéu thuong hiéu khac nhau, nén néu chét lugng phuc vu clia ctra hang nay khong
tét, ngudi ta chuyén qua cira hang khac dé mua chir khong nhét thiét phai thay dbi thuong higu
DTDD dinh mua. Do vy, gia thuyét H6 khéng duoc ing hd.

Hién nay, hau hét cic thuong hiéu PTDD déu c6 nhidu loai san phédm véi nhiéu kiéu déing
danh cho céc khach hang & nhiing ting 16p, ltra tudi, gi6i tinh,... khéc nhau. Vi vy chon
thuong hiéu nao khach hang ciing tim dugc kiéu dang phtt hop v6i minh nén trong nghién ciru
nay gia thuyét H8 vé& kiéu ddng san phdm khong dugc ting ho.

Gia thuyét H3a vé thdi dé doi véi quang cdo khong duge ung hd c6 thé giai thich 14 do
cac quang cdo PTDD hién nay thuong tap trung vao viéc quang cdo san pham méi, giéi thiéu
céc tinh ndng vuot trdi cla san phim méi. Do vay, chi nhimg khéch hang thich sanh diéu, theo
thoi trang thi méi quan tAm dén nhing quang c4o niy dé c6 thong tin vé san pham méi. Nhung
nhimg ngum ndy thuong it trung thanh v6i thuong higu ma Tu6n thay dbi dé duoc s& hitu san
phdm mai nhit, hién dai nhat. Con vé6i nhimg khach hang sir dung DTDD nhu 12 mot phuong
tién lién lac, la nguoi quan tim dén thwong hiéu khi mua san phim lai 12 nhimg ngudi it thay
dbi, do d6 it quan tdm dén nhiig quang cio nay.

T6m lai, trong béi canh thi trudng DPTDP Viét Nam, cic gia thuyét trén khong dugc Ung
ho 1a c6 thé giai thich duoc.

5.KET LUAN

Véi myc tiéu nhan dang cac yéu tb anh huéng dén long trung thanh khéach hang déi véi
thuong hiéu DTDD, két qua nghién ctru cho thiy c6 5 yéu tb 13 uy tin thuong hi¢u, tinh ndng
san phdm, gia ca cam nhdn, nhdn biét thuong hiéu va thdi @6 doi véi khuyén mai. ‘Tuy céc yéu
t6 ndy c6 anh huéng dén long trung thanh khach hang nhung phan dénh gia cac yeu t6 nay cua
khach hang chua cao. Cao nhét 13 yéu t6 Uy tin thuong hiéu véi mean = 3,793 va thép nhat la
yeu t6 Thai d6 di voi khuyén mai véi mean = 3,063. Nhin chung, mirc danh gia chua t6t so
voi thang do 5 mirc do. Cac thuong hiéu nén co6 nhimmg cai tién can thiét trong thoi gian t6i.

6.Y NGHIA THU'C TIEN CUA PE TAI

Tir két qua nghién ciru trén, ¢6 thé rit ra mét s6 nhan dinh cho cac nha quén 1y:

1. Uy tin thwong hiéu 12 nhan t6 quan trong, c6 anh hudng dén long trung thanh cia
khach hang (Luarn & Lin, 2003) ciing di dugc khing dinh trong nghién ciru nay. Khi khach
hang trung thanh véi mot thuong hiéu ndo d6 thi ho s& mua lai san phim hodc s& giéi thiéu
khach hang méi cho thuong hiéu d6. Do vdy, viéc xdy dung va duy tri uy tin thuong hiéu la
can thiét. Luu y la x8y dung va duy tri uy tin thuong hiéu doi héi nhiéu thoi gian va nd luc,
nhung danh mét uy tin thuong hidu thi rit d& dang va nhanh chéng.

2. Hai yéu t6 Nhan biét thuong hiéu va Thai do ddi vdi chiéu thj c6 anh hudng dén long
trung thanh thuong hiéu trong thi truong hang tiéu dung Viét Nam (Tho & Trang, 2002) ciing
duge khéng dinh trong nghién ctru nay, vGi san pham DTDD. Thai d6 chiéu thi & day duoc
thay thé bang yeu t6 Thai do déi v6i khuyén mai. Cac nha quan ly tiép thi nén c6 chién lugc
tiép thi pht hop dé qua d6 ning cao long trung thanh thuong hiéu ctia khach hang.

3. Hai yéu t6 Gia ca cam nhén va Tinh ning sin phim trong nghién ciru nay ciing cho
thdy c6 mirc d6 anh huéng cao dén long trung thanh ciia khach hang ddi véi thuong hidu
DTDD. Pay la mét luu ¥ cho cac nha san xuit DTDD trong bdi canh canh tranh hién nay.
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Tém lai, tuy nghién ciru da dat dugc mét sb két qua nhét dinh nhung van con mét s6 han
ché. Truée hét, tinh dai dién cia mAu chua cao do nghién ciru sir dung phuong phap 1y mau
thuan tién, dbi tuong phong van chua phin bé déu trong méau. Viéc 1ap lai nghién ctru nay trén
nhiing san phim khac, thi trudmg khac 13 can thiét,

DETERMINANTS OF CUSTOMER LOYALTY TOWARDS
MOBILE PHONE BRANDS

Nguyen Thanh Cong, Pham Ngoc Thuy
University of Technology, VNU-HCM

ABSTRACT: This study is aimed at identifying determinant factors of customer loyalty
towards mobile phone brands. A survey of 434 mobile phone users has been conducted in
HCMC. Data analysis has resulted that 5 out of proposed factors are empirically confirmed to
have significant impact on the brand loyalty. They include brand image, product features,
perceived price, atitude towards sales promotion and brand awareness. Managerial
implications have been discussed based on the findings.
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