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TAC PONG CUA TRUYEN THONG MARKETING DPEN TIiN NHIEM CUA KHACH HANG
VUNG PONG BANG SONG CU'U LONG POI VGI SAN PHAM OCOP

Nguyén Thi Diém Hang®, Trinh Phwéc Nguyén?

Tom tat
Nghién ciru nham xdc dinh dwoc cdc yéu té cia truyén thong Marketing cé tac dong dén suw tin nhiém
ciia khdch hang viing Pong bang séng Ciru Long doi véi san pham OCOP. Nghién ciru dwoc thue hién
trén hai céng cu ciia truyén théng Marketing la Qudng cdo va Quan hé céng chiing va dwoc tién hanh
trén 360 doi twong khdo sat tai Pong bang séng Cieu Long. Phirong phdp thong ké mé ta, phirong phdp
phan tich nhén t6 kham phda (EFA) va phén tich Hoi quy béi lan luot dwoc thuce hién dé tim ra nhiing
yéu t6 ciia cong cu Qudng cdo va Quan hé cong chiing cé anh hwong dén mirc do tin nhiém ciia khdch
hang. Két qud phan tich cho thdy Théng diép quang cdo, Hinh thirc chat heong cia hoat déng PR, Tan
$6 chat lwong quang cdo va Hitu ich ciia hoat dong PR déu cé tic dong cing chiéu dén mirc do tin
nhiém ciia khach hang. Tir két qua trén, nhom tac gia dé xudt mét s6 ham ¥ quan tri nhw: cdc cong ty
can nghién ciru ky ddc diém tam Iy, so thich, théi quen ciia khdch hang muc tiéu khi ho tiép cdn véi
chwong trinh quéng cdo va PR, théng qua dé biét dwoc cam nhdn cia ho déi véi tan sudt quang cdo dé
c6 su lwa chon tan sudt qudng cdo thich hop; cung cdp théng tin mét cach ddy du, can thiét va trung
thiee; xdy dung cdc chirong trinh PR ma trong tam huéng dén tinh hivu ich danh cho doi twong khdch
hang muc tiéu va cho cd cong dong.
Tur khoa: truyén thdng Marketing, su tin nhiém, san pham OCOP.
EFFECTS OF MARKETING PROMOTION STRATERGIES ON
CUSTOMERS’ TRUST IN OCOP PRODUCTS IN THE MEKONG DELTA
Abstract
This study aims to determine factors of marketing promotion which have impacts on the trust of customers
in OCOP products in the Mekong Delta. The study was conducted on two promotional tools (advertising
and PR), with 360 surveyed subjects in the Mekong Delta region, Vietham. Descriptive statistics, EFA
analysis and MLR regression analysis were used to find the advertising and PR’s impacts on the
customers’ trust. The results showed that the advertising messages, the quality of PR activities, the
frequency of advertising and the usefulness of PR activities have great impacts on customers’ trust. Based
on the results, the authors proposed solutions to gain greater trust from customers. For instance, it is
necessary to have a careful study on target customers’ psychology, preferences and habits when they
approach advertising media and their perceptions of the frequency of advertising. The enterprises need
to provide advertising information in a full and honest manner. They should develop PR programs that
focus on usefulness for the target audience and the community.
Key words: promotion marketing, trust, OCOP products.
JEL classification: M; M14; M31; M37

L. Dt van dé

Theo Sandro (2007) danh gia Sy tin nhi¢m
chinh 1a nguén luc vé hinh trong thé hé caa loi thé
canh tranh va gié tri kinh té. Chinh vi vay, su tin
nhiém cua khach hang chinh la si¢c manh canh
tranh, hau nhu khong thé bat chudc, rat dé danh
mat nhung lai rat khé khan khi mudn gay dung lai.
Sandro (2007) da khang dinh: “sy tin nhiém la
chiéu huéng nhan thic cho long trung thanh cia
khach hang. Tang su tin nhiém ciing déng nghia
la khach hang sé& san sang tra gia cao hon cho cac

san pham da mua va c6 thé ma rong mdi quan hé
Véi cac san pham, dich vy trong doanh muc dau tu
cua doanh nghiép ciing nhu truyén ba, giéi thiéu
tich cuc vé doanh nghiép”

Sy tin nhiém cua khach hang doéng vai tro vo
cung quan trong ddi vai thanh bai ciia doanh
nghiép. Tuy nhién, v4i moéi trueong canh tranh gay
gat nhu hién nay, khach hang rat dé bi tin céng
don dap boi mot lugng thong tin khong 16 tir cac
chién luoc chiéu thi trén thi truong. Thé nhung,
v6i sy thong minh va hiéu biét caa minh, khach
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hang khdng dé bi “dan dy” boi nhiing thong diép
tir cac chién lugc chiéu thi cua nha san xuat. Hon
nita, voi tan suét ciing nhu cac hoat dong chiéu thi
dang dién bién trén thj truong kha phuc tap da dat
ra khéng it cau hoi bugc cac doanh nghiép phai
giai dap nhu: Khach hang c6 dé dang tin tuéng san
pham cua doanh nghiép thong qua cac hoat dong
chiéu thi hay khoéng? Cac hoat dong chiéu thi cé
anh huong nhu thé nao dén mirc d6 tin nhiém cua
khach hang? Co6 lam gia tang niém tin ciia khach
hang d6i v6i san phan hay khong? Dac biét trong
nhitng nim gan day, thyuc hién theo chwong trinh
ciia Chinh phu, cac san pham OCOP ngay cang
nhiéu va dugc danh gia ngay cang quan trong
trong viéc phat trién nong thon, gép phan xay
dung ndng thén mai.

Chinh vi viy, nhém tac gia di tién hanh
nghién ciru “cac yéu td cia truyén thong Marketing
c6 tac dong dén sy tin nhiém cua khach hang ving
Pong bang song Ctru Long ddi voi san pham
OCOP” nham danh gia duoc mot cach xac thuc tac
dong cua hoat dong chiéu thi dén mire d6 tin nhiém
cua khach hang dbi véi san pham OCOP néi riéng
ciing nhur tat ca cac san pham ciia cac doanh nghigp
khac dang Iuu thong trén thi truong noi chung.

2. Co s6 ly luan va md hinh nghién ciu
2.1. Co sé'ly lugn
2.1.1. San pham OCOOP

Theo Piéu 1, Quyét 490/QP-TTg ngay

07/5/2018 cuia Thu tuéng Chinh phu vé phé duyét

Chuong trinh md&i x4 mot san pham giai doan
2018-2020, thi Chuong trinh OCOP la chuong
trinh phéat trién kinh té khu vuc nong thén theo
hudng phat trién noi luc va gia tang gid tri; 12 giai
phép, nhiém vy trong trién khai thyc hién chuong
trinh muc tiéu quéc gia xay dung noéng thén mai.
Trong tdm cuia chuong trinh OCOP 1a phat trién
san phim ndng nghiép, phi néng nghiép, dich vu
c6 lgi thé & mdi dia phuong theo chudi gié tri, do
cac thanh phan kinh té tu nhan (doanh nghiép, ho
san xuét) va kinh té tap thé thuc hién.

Nha nude dong vai tro kién tao, ban hanh khung
phap 1y va chinh sach dé thuc hién; dinh huéng quy
hoach c&c viing san xuat hang héa, dich vu; quan ly
va gidm sét tiéu chuan chét luong san pham; hd trg
cac khau: Pao tao, tip huan, huéng dan ki thuat, tmg
dung khoa hoc cong nghé, xay dung thuong hiéu, XUc
tién thuong mai, quang ba san pham, tin dung (Tha
tuong Chinh pha, 2018).

2.1.2. Téng quan vé truyén théng Marketing

Theo Philip Kotler (2017) hoat dong truyén
thong trong marketing 1a su két hop tong hop cac
hoat dong sau: quang cao, khuyén mai, chao hang
hay ban hang ca nhan va cudi cing la tuyén
truyén. Toan bo cac hoat dong truyén thdng
Marketing trén phai dugc phdi hop dé dat tac dung
truyén thong t6i da dén nguoi tiéu ding

Truyén thong Marketing gom bén ndi dung

co ban sau:

—

Hinh 1: Cac cong cu chu yéu cua truyen thong Marketing [16]

Tuy nhién trong gi¢i han nghién ciru nhom
tac gia chi trinh bay vé hai cong cu Ia Quang cdo
va Quan hé cdng chung.

Theo Philip Kotler (2017) Quang céo la
nhiing hinh thirc truyén thong truc tiép duoc thuc
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hién théng qua cac phuong tién truyeén tin phai tra
tién va xac dinh rd ngudn kinh phi.

Theo Frank Jefkins (1997) Quan hé cong
ching bao gom tat ca cac hinh thic giao tiép duoc
lén ké hoach ca bén trong va bén ngoai té chirc
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hay gitra mot t6 chirc va cdng chiing cia né nham
dat dugc nhitng muyc tiéu cu thé lién quan dén sy
hiéu biét 13n nhau.

2.1.3. Vai tro va tam quan trong cua sy tin nhi¢m

Theo Sandra & Robinson (1996) da néu lén
dinh nghia vé sy tin nhiém mang tinh bao ham
nhét nhu sau: “Bén ty thac niém tin mong doi, tin
twong va Ki vong bén nhan uy thac s& mang lai
nhirng loi ich, su thuan lgi, hodc chi it cling khong
gay ra nhirng bét loi ddi vai ho.

Ngoai ra, su tin nhiém caa khach hang cé vai
tro cuc ky quan trong déi véi su thanh cong va
that bai cia mot doanh nghiép. Ngoai ra, ddi véi
cac doanh nghiép dich vy, dic biét déi vai céc to
chure dich vu tai chinh, bao hiém v.v. thi vin dé vé
su tin nhiém caa khach hang lai cang quan trong
hon Chris & Adina (2010); Coulter va Coulter
(2003) rang c6 mot niém tin vitng chac véi to chire
tai chinh cua ho la quan trong hon viéc nhan dugc
nhiéu tién 14i. Ngoai ra Coulter va Coulter (2003)
cling cho rang Vi tinh chét triru teong cua hau hét
céc san pham dich vu va dé xay dung ciing nhu
lay lai long tin cua khach hang 12 viéc 1am vé cing
kho khin ddi véi cac doanh nghiép.

2.1.4. Moi quan hé gitta Khuyén mdi va Chao bdn
hang cd nhdn voi Sy tin nhiém cua khdch hang

Ngudi tiéu dung c6 thé biét dén chuong trinh
khuyén mai vé mot san phdm nao do6 thé nhung lai
khong thay ddi hanh vi tiéu dung cua minh
(Begofia & Rodolfo, 2006). John va Michael
(1998), Andaleeb va Anwar (1996) cho rang nhan
vién ban hang cé anh hudng nhét dinh trong viéc
phét trién mirc do tin nhiém cua khach hang doi
v6i san pham va doanh nghiép, ciing nhu co tac
dong trong viéc duy tri mdi quan hé véi khach
hang. Ngoai ra, khuyén mai 1a cong cu c6 sirc anh
huong 16n nhat dén qué trinh lya chon san pham /
thwong hiéu. Khuyén méi Ia hoat dong truyén
thong Marketing hd tro ban hang véi ban chat la
tang gia tri san pham tam thoi dé kich thich tiéu
ding trong ngan han . Khuyén mai géom nhiéu
hinh thirc, trong d6 khuyén mai gia thuong dugc
dé cap dén, tham chi trong nhiéu truong hop khi
dé cap dén khuyén mai thi duoc hiéu la khuyén
mai gia (Begofia & Rodolfo, 2006).

2.1.5. Moi quan hé gitta Qudng cdo va Sw tin
nhiém cua khach hang

Lafferty va Goldsmith (1999) khang dinh rang,
thai do cia ngudi tiéu dung ddi v6i phuong tién quang
céo la mot yéu t6 quan trong anh huong dén sy hinh
thanh niém tin va hanh vi tiéu ding san pham.

L& Thi Thu Trang va Tran Nguyén Toan Trung
(2014) cho rang yéu t6 thong diép quang céo néu
truyén tai dugc nhirng noi dung can biét vé san pham
s& tac dong nhat dinh dén gia tri cam nhan va hanh
vi tiéu dung caa khéach hang. Yasin va Kadir (2008)
chi ra mét thong diép quang cao thu vi, mang tinh
giai tri s& cd tac dung tich cuc trong viéc xay dung
niém tin coa nguoi tidu dung ddi voi san pham.
Pham Minh Tién & L& Qudc Hiéu (2015) khang
dinh rang, chat luong thdng tin cong b 1a mét trong
nhitng yéu té ¢6 anh huong manh nhat trong viéc
X4c 1ap niém tin cua ngudi tiéu dung. Theo Phuong
Lién (2015), tan suat xuat hién ciia quang cao dong
vai tro rat quan trong vi né la cong cu nhic nha, in
sAu vao tam tri nguoi tiéu ding vé sy hién dién cua
san pham, cung cb va xay dung niém tin cua nguoi
tiéu dung di véi san pham.

2.1.6. Moi quan hé giita Quan hé cong chiing va
Sw tin nhiém cua khach hang

Thiét 1ap, duy tri mi quan hé vai cac bén lién
quan va lam tang su tin nhiém cua ho la muc tiéu
chinh va quan trong nhat cua viéc thuc hién quan
hé cong ching cua bat ky t6 chuc nao (Brad L.
Rawlins, 2007). Anderson (1971) cho rang (i) P9
tin cay cua théng tin va (ii) Tinh chuyén mén cua
hoat dong quan hé cong ching la hai yéu té quan
trong nhat dé thiét lap long tin noi khach hang va
cac dbi tac. Tuy nhién, Ohanian (1990) da thém
yéu t6 Tinh hip dan cua hoat dong quan hé cong
ching vao nghién cau ciia minh va két luan rang
ba yéu t6 quan trong cua viéc thuc hién quan hé
cong chiing c6 tac dong trong viéc thiét lap su tin
nhiém cua khach hang 1a: (i) B¢ tin cay cua thdng
tin, (i) Tinh chuyén mén cua hoat dong va (iii)
Tinh hap dan caa hoat dong.

Ngb Thi Hién (2007), Moi Ali (2001) cho rang
nhitng hoat dong quan hé cong chung khong hudng
dén loi ich cong dong va trach nhiém xa hoi thuong it
thu hat duoc sy quan tdm cia ngudi tiéu dung.
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2.2. M6 hinh nghién citu d@é xudt

Nhém nhién ciru can cir trén cac co so 1y thuyét
nhu d4 trinh bay vé truyén thong Marketing va sy tin
nhiém cuing viéc ké thira két qua tir cac nghién ciu
truge day, nhom tac gia da chon hai hoat dong cia
truyén thong Marketing 1a Quang céo va Quan hé
cong ching dé xem xét anh huong cia chung dén
mirc do tin nhiém caa khach hang. Tuy hai hoat
dong trén khong dai dién dy da cho cac hoat dong
truyén théng Marketing, thé nhung qua nghién ctru
ban dau cho thay d6 13 hai hoat dong dugc cac doanh
nghiép ho kinh doanh san pham OCOP st dung
manh nhat ddi véi cac san pham OCCOP ma dé tai
nghién ctru. Ngoai ra, bén canh hoat d6ng Quang
céo thi Quan hé cong chiing 1a hoat dong rt it duoc
nghién ctru trudc day. Diéu do gop phan tao nén tinh
mai cua hghién ciu.

Do vay, nhém tac gia xady dung md hinh
nghién ctru cho dé tai “Anh huong cua hoat dong
truyén thong Marketing dén mirc d6 tin nhiém cua
khach hang ving Pong bang séng Ciru Long ddi
san phim OCOP” dugc xay dung sau khi tac gia
luoc khao mot sé tai liéu, bai bao, dé tai nghién ciu
C4 trong va ngoai nudc va tong hop duoc céc yéu
t6 thanh phan cua Quang céo va Quan hé cong
ching lan luot nhu sau: (i) Phuong tién qudng c&o,
(ii) Théng diép quang céo, (iii) Chdt lwong thdng
tin qudang cdo, (iv) Tan suat qudang cao, (v) Hinh
thirc hoat dong PR, (vi) Chat lirong thong tin hogt
dong PR, (vii) Tinh hzzu ich cua hoat déng PR.

Theo d6, cac gia thuyét va md hinh nghién
ctru cua dé tai dugc xay dung nhu sau:

Gia thuyét nghién ciru:

Phuong ti¢én quang cao: Lafferty & Goldsmith
(1999) khing dinh ring thai d6 ciia ngudi tidu ding
ddi vai phuong tién quang cao 1a mot yéu té quan
trong anh hudng dén sy hinh thanh niém tin va hanh
vi tiéu diing san phim. Nhu vay, gia thuyét cho yéu
t6 nay duoc Xay dyng nhu sau:

H1: Cam nhdn cia khich hing doi véi
phuong tién quang cio cang cao thi muc do tin
nhiém ciia khdch hang déi véi san pham cang cao

Théong diép qudng cao: Yasin & Kadir
(2008) cho rang mot thong diép quang cao thd vi,
mang tinh giai tri s& c6 tac dung tich cuc trong
viéc xay dung niém tin ciia khach hang d6i voi san
pham. Tir d6, ta c6 gia thuyét sau:
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H2: Cam nhdn cua khach hang vé théng diép
quang céo cang cao thi mize do tin nhiém cua
khach hang doi véi SP cang cao

Chat lireng thdng tin cdng bé tir quang céo:
Shavitt (1999) khing dinh rang théng tin quang
c4o ¢6 do tin cay cao s& ¢6 anh huong dang ké dén
su chap nhan caa nguoi tiéu ding ddi véi san
pham khi thai d6 ban dau cua ho 1a bat loi. Chinh
vi vay, gia thuyét cho yéu t6 nay la:

H3: Cam nhdn cia khdch hang doi véi chat
liwong théng tin dwoec cong bé cang cao thi mic
d¢ tin nhiém ciia khdch hang d@éi véi SP cang cao

Tan sudt xudt hién qudng c&o: Tan suat xuat
hién ciia quang cdo dong vai tro rat quan trong vi
né 1a cdng cu nhic nhg, in sau vao tri 6¢c ngudi
tiéu dung vé su hién dién cua san pham, cang ¢
va xay dung niém tin cua ngudi tiéu dung déi voi
san pham (Phwong Lién, 2015). Vi vy, gia thuyét
duogc dua ra cho yéu té nay nhu sau:

H4: Cam nhdn cua khach hang vé tan sudt
xuat hién qudang cdo cang cao thi mire dé tin
nhiém ciia khdch hang déi véi SP cang cao

Hinh thac cia hogt dgng PR: Theo Moi Ali
(2001) néu khach hang danh gia cao vé chuong
trinh PR ma mét té chirc mang lai thi dong nghia
véi viéc hinh anh va san pham cua cong ty s& tao
duoc 4n tuong tot hon trong tim tri ciia khach hang.
Vi viy, gia thuyét dua ra cho yéu té nay nhu sau:

H5: Cam nhdn cia khach hang vé hinh thuic
hoat dong PR cang cao thi mic do tin nhiém cua
khdch hang doi véi SP cang cao.

Tinh héu ich ciia hoat dgng PR: Theo Ngb Thi
Hién (2007) va Moi Ali (2001) chi rarang, viéc thanh
lap nhitng quy hoc bong, quy hé tro tré em nghéo hay
nhing hoat dong hudéng dén bio vé moi
truong. . .lu6n thu hiit sy quan tm ctia dong dao quan
chling. Vi vay, gia thuyét cho yéu t6 nay nhu sau:

H6: Cam nhdn cua khach hang vé tinh hiu
ich cua hoat dong PR mang lai cang cao thi muic
d¢ tin nhiém cuia khdch hang d@oi véi SP cang cao

Chat lwgng thong tin cong bé tir PR: Theo
Ngd Thi Hién (2007) hoat dong PR 1a co héi dé
doanh nghiép cap nhat, cung cip thém nhiing
thong tin vé minh. Day 1a co hoi dé doanh nghiép
nang cao uy tin, xay dung niém tin cua khéch
hang. Vi vay, gia thuyét cho yéu t§ nay duoc xay
dung nhu sau:
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H7: Cam nhdn cia khach hang vé chdt liwong
théng tin dwoc cong bé cang cao thi mize dg tin
nhiém cia khach hang d@éi véi SP cang cao.

C6 thé thay nhitng yéu t6 cua céng cu Quang
cao va Quan hé cong chiing duoc tac gia lugc khao
tu nhitng nghién ctu trude day va xay dung nén
cac gia thuyét nghién ctru cho dé tai nhu da trinh
bay ¢ trén la chua bao quat hét nhitng yéu té dac

trung cua cOng cu Quang cdo va Quan hé cong
chlng. Thé nhung day 1a nhitng yéu t6 ndi bat,
duoc cac tac gia dé cap, phan tich trong nhiéu tai
liéu, dé tai nghién ctu trong thoi gian gan day.
Chinh vi vay, tac gia da chon loc nhirng yéu té trén
dé dua vao mo hinh nghién ctru ciia minh.

Quang cao

Phuong tién quang cao

Thong diép quang cao

Chat lugng théng tin cong bé tir quang céo
Tan suat xuat hién quang cao

Mikc d9 tin nhiém cia

Quan hé¢ cdng chung

khéach hang

Hinh thac hoat dong PR
Tin’h hiru ich cuaa hoat dong PR
Chat luong théng tin cong bo tir PR

Hinh 2: M@ hinh nghién ciu vé anh hueng ciia hogr dgng truyén thong Marketing
den muee do tin nhiém cua khdch hang doi véi san pham OCOP

3. Phuwong phap nghién ciu
3.1. Phwong phap thu thip div li¢u

Pon vi mau: Nguoi tiéu ding tai 13 tinh DPBSCL
€6 xem cac hoat dong quang cao, c6 tham gia cac hoat
dong PR cua cac doanh nghiép OCOP.

C& mau: Nghién cau sir dung phuong phap
phan tich nhan té kham phé (EFA), theo Hair va
ctv (2006) cho rang dé sir dung EFA, kich thudc
mau tdi thiéu phai 1a 50, tét hon 1a 100 va ti 1&
quan sét / bién do ludng tir 5:1. Vi vay, vai 29 bién
quan sat, dé tién hanh EFA ¢& mau tbi thiéu phai
la: n = 29 x 5 = 145 quan sat. Tuy nhién, tac gia
chon ¢& miu 1a 360 quan sat dé ting do tin cay.

Phuong phap chon mau: Nhom tac gia st
dung phuong phap chon mau thuan tién véi tiéu
thirc phan tang theo ving dia Iy bang bang hoi
soan sin, phan bd mau dua trén sb lugng san pham
OCOP duoc cdng nhan & céc tinh, cu thé 30
mau/tinh thanh (An Giang, Dong Théap, Tra Vinh,
Hau Giang, Séc Trang, Bac Liéu, Ca Mau, Vinh
Long, Bén Tre va TP.Can Tho), 20 mau/tinh
(Kién Giang, Long An, Tién Giang).

3.2. Phwong phap phén tich div liéu

Cac phuong phap phan tich duoc sir dung trong

viéc giai quyét cac muc tiéu, kiém dinh cac gia

thuyét nghién ciu cua dé tai, cu thé gom: phuong
phép thong k& mo ta, phan tich nhan t6 kham pha
(EFA) va phan tich hi quy tuyén tinh boi.

4. Két qua va thao luan

4.1. Phan tich d9 tin cy cua thang do thong qua
hé s6 cronbach’alpha

Theo Hoang Trong va Chu Nguyén Mong
Ngoc (2008), hé sé Cronbach’s Alpha c6 mirc gia
trj tir 0,8 dén gan bang 1 biéu thi thang do luong rat
t6t; tir 0,7 dén gan bang 0,8 biéu thi thang do luong
str dung dugc va Cronbach’s Alpha c6 gié tri tir 0,6
tro 18n 14 c6 thé s dung duoc trong truong hop
khai niém dang do lwong la méi hoac méi ddi voi
ngudi tra 1oi trong bdi canh nghién cuau.

Két qua phan tich Cronbach’s Alpha d6i véi
cac nhan t ciia Quang c&o va Quan hé cong chiing
c6 anh huéong dén Muc do tin nhiém caa khach
hang dwoc tém tét dua vao hai hé sé Tuong quan
bién tong (ltem — Total Correlation) va
Cronbach’s Alpha néu loai bién (Cronbach’s
Alpha if Item Deleted) nhu sau: trong tat ca cac
thang do bao gdm: (1) Phuong tién quang céo; (2)
Thong diép quang cao; (3) Chét luong thdng tin
quang céo; (4) Tan suat quang cao; (5) Hinh thiic
hoat dong PR; (6) Tinh hitu ich hoat ¢ong PR; (7)
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Chét luong thdng tin hoat dong PR va (8) Mirc do thang do ludng 14 c6 thé sir dung duoc trong bbi

tin nhiém déu c6 hé s6 Cronbach’s Alpha trén 0,6. canh nghién ctu coa d& tai (Nunnally &
VGi mic gia tri Cronbach’s Alpha nhu trén, cac Burnstein, 1994)
Bdng 1: Két qua phan tich hé s6 Cronbach’s Alpha lan cudi
Bién quan sat Trung b‘lnh.thing Phu‘(r?g sai.th?‘ng do Tu’_o;ng quan AICprf?;ﬁztcjhl;sgi
do néu loai bién néu loai bien bién tong bién
PHUONG TIEN QUANG CAO Cronbach’s Alpha téng = 0,807
PTQC1 9,71 3,884 0,556 0,794
PTQC2 10,09 4,362 0,524 0,802
PTQC3 10,12 3,697 0,749 0,698
PTQC4 10,08 3,720 0,679 0,730
THONG PIEP QUANG CAO Cronbach’s Alpha tong = 0,894
TDQC1 6,47 2,216 0,802 0,843
TDQC2 6,54 2,455 0,756 0,880
TDQC3 6,60 2,408 0,824 0,824
CHAT LUQNG THONG TIN QUANG CAO Cronbach’s Alpha téng = 0,950
CLTTQC1 10,39 8,472 0,804 0,946
CLTTQC2 10,23 8,309 0,867 0,938
CLTTQC3 10,16 7,493 0,922 0,921
CLTTQC4 10,14 7,645 0,926 0,919
TAN SUAT QUANG CAO Cronbach’s Alpha tong = 0,912
TSQC1 10,89 7,532 0,811 0,883
TSQC2 10,71 8,329 0,782 0,894
TSQC3 10,62 7,881 0,768 0,898
TSQC4 10,81 7,424 0,847 0,870
HINH THUC HOAT PONG PR Cronbach’s Alpha tong = 0,892
HTPR1 6,68 2,187 0,742 0,888
HTPR2 6,63 2,266 0,750 0,879
HTPR3 6,58 2,083 0,879 0,767
TINH HUU ICH CUA HOAT PONG PR Cronbach’s Alpha téng = 0,932
HIPR1 10,56 5,568 0,897 0,893
HIPR2 10,66 5,657 0,813 0,919
HIPR3 10,55 5,468 0,844 0,909
HIPR4 10,66 5,563 0,808 0,921
CHAT LUQNG THONG TIN HOAT PONG PR Cronbach’s Alpha tong = 0,950
CLTTPR1 10,01 5,468 0,867 0,937
CLTTPR2 10,06 5,352 0,906 0,925
CLTTPR3 10,00 5,281 0,897 0,928
CLTTPR4 10,06 5,380 0,842 0,945
MUC PO TIN NHIEM Cronbach’s Alpha téng = 0,911
MDTN1 6,57 2,546 0,866 0,834
MDTM2 6,51 2,819 0,772 0,910
MDTN3 6,53 2,512 0,829 0,866
4.2. phén tich nhén 10 khdm phd (EFA) hoan toan bi bac b6 & mirc y nghia o = 5% hay cac
4.2.1. Cac bien dgc lap bi€n c6 twong quan vei nhau va hoan toan phu hop
Két qua kiém dinh sy twong quan gitra cac vai phén tich nhén t6 khdm pha. Tiép theo Ia két qua

nhan t6, ta c6 KMO = 0,893 > 0,5; Sig. kiém dinh ma tran nhan 6 thuc hién véi phép xoay Varimax
cua Bartlett’s Test = 0,000 < 0,05. Gia thuyét Ho duoc thé hién trong bang sau:
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Bdng 2: Két qua ma trdn nhan to da xoay (hiéu chinh lan cudi)

BIEN QUAN SAT

1

2

3

CLTTQC4 (Thdng tin quang cao ve san pham lam san
pham vuot tréi hon nhitng san pham cung loai)
CLTTQC2 (Thdng tin quang c4o vé san pham dugc cung
cap chinh xac)

CLTTQC3 (Théng tin quang cao vé san pham rat hiru ich)
CLTTQC1 (Thong tin quang cao lam ndi bat tinh nang cua
san pham)

TSQC4 (Anh/chi khdng nham chéan khi nhin thay hinh anh
quang c&o vé san pham)

TSQC1 (San pham duoc quang cao thudng xuyén trén
truyén hinh)

TSQC3 (Anh/chi thiy bién quang céo v& san phim duoc
dat tai rat nhidu cira hang)

TSQC2 (San phim duoc quang cao thudng xuyén trén
béo/tap chi/internet)

CLTTPR2 (Cac chuong trinh, hoat dong, su kién ctia nhan
hang mang dén nhiéu thdng tin khac bén ngoai san pham)
CLTTPR1 (Anh/chi tin twéng vao cac chuyén gia trong
nganh tham gia vao chuong trinh, hoat dong, su kién cua
nhan hang)

HTPR3 (Anh/chi thich hinh thirc cua cic chuong trinh, sy
kién, hoat dong tuyén truyén cua nhan hang)

CLTTPR3 (Cac chuong trinh, hoat dong, su kién cta nhan
hang mang dén nhiéu théng tin rat hiru ich)

CLTTPR4 (Anh/chi tin tuéng vao thdng tin ma céc
chuong trinh, hoat déng, su kién ma nhan hang mang lai)
HTPR2 (Hinh thuc cta cic chuong trinh, su kién, hoat
d6ng tuyén truyén cua nhan hang gan giii véi moi nguoi)
HTPR1 (C6 nhiéu chwong trinh, su Kién gioi thiéu va hd
tro str dung san pham)

HIPR1 (Cac chuong trinh, hoat dong, su kién cta nhén
hang gitp anh/chi y thirc hon vé& nhu cau cua minh)
HIPR2 (Cac chuong trinh, hoat dong, su kién cta nhén
hang gidp anh/chi hiéu biét thém vé kha nang mua sim cua
minh)

HIPR3 (Cac chuong trinh, hoat dong, su kién cua nhan
hang that sy c6 ich cho cong dong)

HIPR4 (Cac chuong trinh, hoat dong, su kién cua nhan
hang that su c6 ich cho méi truong)

PTQC3 (Anh/chi danh gia cao QC vé san pham dugc dang
trén bao/tap chi/ internet)

PTQC4 (Anh chi danh gia cao cac bién QC vé san pham
duoc dat tai cac ctira hang)

PTQC2 (Anh/chi danh gia cao QC vé san pham duoc phat
trén truyeén hinh)

PTQC1 (Anh/chi bt gap san phim dwoc QC trén nhiéu
phuong tién khac nhau)

TDQCI (Théng diép tir quang céo thuyét phuc anh/chi
mua san pham)

TDQC2 (Thong diép tir quang céo truyén tai noi dung can
duoc biét vé san pham)

TDQC3 (Thong diép tir quang céo don gian, dé nho)
Eiginvalue

Cumulative (%)

0,863

0,862
0,859
0,813

0,807
0,749
0,673

0,644

11,671
44,887

0,916

0,898

0,896
0,818
0,783
0,774

0,737

2,911
56,084

0,847

0,844

0,817

0,801

2,244
64,715

0,813
0,796
0,692
0,534
0,848

0,846

0,833
1,872 1,327
71,916 77,021
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Bang 2 két qua phan tich nhan tb cho thay cé
tat ca 26 bién dat yu cau trong EFA, néu xét theo
tiéu chuan Eiginvalue trong phan tich 12 1,327 > 1
thi 26 bién quan sat duoc rit lai thanh 5 nhan té.
Trong bang nay ta ciing thiy dwoc phuong sai cong
don Comulative bang 77,021% >50% nén 5 nhan
t6 duoc rdt ra giai thich dugc gan 77% bién thién
cua dir liéu (phan trim ciia phuong sai). Hé s6 tai
nhan t6 cua tat ca cac bién déu 1on hon 0,5 va dap
g day du diéu kién nghién ciu nay yéu cau.

Ciing trong Bang 2, ta thay 02 nhdm nhan té
Chat lugng théng tin quang c4o va tan s quang
céo thanh 01 nhom, nhém nghién ctru didu chinh

thanh nhan t6 Tan sé va chdt lirong qudng cao dé
dwa vao mo hinh héi quy.

Ngoai ra, 02 nhém nhan té Chét lugng théng
tin PR va Hinh thac PR dugoc nhém thanh 01
nhom, nhém nghién ctru didu chinh thanh nhan té
Hinh thizc va chat lwong hoat déng PR dé dua vao
md hinh hdi quy.
4.3.2. Bién phu thugc

Ta c6 két qua kiém dinh hé s6 KMO = 0,735
> 0,5; Sig. kiém dinh cua Bartlett’s Test = 0,000
<0,05. Biéu nay cho thay cé4c bién c6 twong quan
vai nhau va hoan toan phu hop véi phéan tich nhan
t6 kham pha.

Bdng 3: Két qua ma trdn nhan té

Bién quan sat

Nhém nhan to

1
Tin ding san pham 7 0,943
Tiep tuc s dung san pham trong twong lai 7 0,926
Tin nhiém thuong hiéu, uy tin cbng ty cung cap san pham 0,895

Tur bang két qua ma tran nhan t6 trén, cd thé
thay ca ba bién quan sat déu c6 hé s6 tai nhan tb 16n
hon 0,5 va dat yéu cau trong phan tich nhan té.

4.4 phan tich hai quy tuyén tinh bgi

Két qua tong hop cho thay, hé sé xac dinh R2
= 0,641 va hé s6 R2 hiéu chinh trong mé hinh la
0,636. Bén canh d6, kiém dinh F thiy mirc ¥ nghia
Sig = 0,000 diéu nay cho thay rang do thich hop

ctia md hinh 1a 63,6% hay néi cach khéc céc bién
doc lap giai thich dugc 63,6% phuong sai cua bién
phu thudc. Ngoai ra, kiém dinh Durbin-Watson la
1,978 chung to khdng co tu twong quan.

Dé xem xét mirc d6 anh huéng cua tirng nhan
td dén bién phu thuoc Mic do tin nhiém ta xem
xét bang trong sb hdi quy sau:

Bdng 4: Bang ANOVA cua md hinh

Tong binh phwong DF Trung binh binh phuong F Sig.
Hoi quy 144,669 ) 28,934 126,561 ,000°
Con lai 80,93 354 0,229
Total 225,599 359

Bang 4 cho thy Sig. =0,00 nho hon 0,05 nén
mo hinh hoi quy tuyén tinh dugc xay dung phu hop
VGi tong thé.

P& xem xét mirc do anh huéng ciia ting nhan
to deén bién phu thudc y dinh mua ta xem xét bang
trong s6 hoi quy sau:

Bdng 5: Bang trong so hoi quy (Coefficients?)

Hé s6 hdi quy chwa

Heé so hoi
quy chuan

Pa cong tuyén

Model chuin hoa hoa T Sig.
B Std. Error Beta T VIF
Constant -0,135 0,159 -0,846 0,398
TSCLQC 0,118 0,038 0,129 3,072 0,002 0,577 1,734
HTCLPR 0,237 0,044 0,215 5,411 0,000 0,644 1,553
HIPR 0,092 0,041 0,09 2,219 0,027 0,614 1,629
PTQC -0,051 0,05 -0,041 -1,02 0,308 0,633 1,581
TDQC 0,625 0,041 0,59 15,376 0,000 0,688 1,454

Xem xét bang trong sé hdi quy ching ta thay
¢6 bdn nhan té 1a Thong diép quang céo (TDQC),
Hinh thuc chit lwong cua hoat dong PR
(HTCLPR), Tan sb chat luwong quang céo
(TSCLQC) va Hiu ich cua hoat dong PR (HIPR)

Tir két qua hoi quy trén, ta ¢ ham hoi quy
duoc viét lai nhu sau:

MDTN = 0,59*TDQC + 0,215*HTCLPR +
0,129*TSCLQC + 0,09*HIPR
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¢6 tac dong cuing chiéu vao bién phu thugc MDTN
vi trong s6 hdi quy B ciia bn nhan t6 nay cé y
nghia thong ké (p < 0,05). Tuy nhién, nhan t6
Phuong tién quang cdo (PTQC) khdng tdc dong
dbi véi mirc do tin nhiém ciia nguoi tiéu ding dbi
VGi san pham OCOP ddng nghia véi viée nguoi
tiéu dung khong danh gia cao viéc quang cao ve
san pham trén cac phuong tién quang cao. CAc san
pham dugc ching nhan OCOP la san pham cua
cac chu thé kinh doanh da phan 1a ho kinh doanh
ca thé, HTX..., chinh vi vay, viéc dau tu cho cac
phuong tién quang cao chua thoa dang va chuyén
nghiép nén niém tin cua khach hang dbi véi nhan
t6 nay khong tac dong vao mo hinh nghién cuu.
Ngoa| ra, néu xem xét mirc do tac dong cua
bdn nhan t6 nay 1én bién phu thusc MDTN, chiing
ta cd lan luot thu ty tac dong tir cao dén thép cua
ting nhan t6 tuong (g véi muac beta chuan hoa
nhu sau: TDQC (B =0,59), HTCLPR (B = 0,215),
TSCLQC (B = 0,129) va cudi cung la HIPR (B=
0,09). Bén canh d6, kiém dinh da cong tuyén c6
c4c gié tri VIF déu nho hon 2, diéu nay cho thay
cac bién trong md hinh khﬁng c6 hién tuong da
cong tuyén.
5. Két luan

Trong nghién cru nay tac gia dat dugc nhirng
két qua sau:

Nghién ctru da van dung duoc co so ly thuyét
vé truyén théng Marketing, su tin nhiém va dic
biét 1a lam rd dwoc mdi quan hé giira sy hai long
va su tin nhiém cua khach hang. Thong qua do
khang dinh duoc tim quan trong cta su tin nhiém
trong viéc tao lap, duy tri vitng chic mdi quan hé
véi khach hang hién tai va khach hang mai, tirng
budc tao ra gia tri hién tai va gia tri cho cac co hoi
tang trudng trong tuong lai ctia doanh nghiép. Bén
canh d6, nghién ctru da ké thira két qua tir céc
nghién ctru cia mot s6 ca nhan va té chirc ca trong
va ngoai nuéc vé méi quan hé gitra cdng cu Quang

cdo va Quan hé cdng ching véi mae do tin nhiém
dé tir 46 tac gia tong hop va d& xuat dwoc mé hinh
nghién ctru cua minh.

Nghién ctru dé xuat dugc mot s6 ham y quan
tri c6 lién quan nham nang cao hiéu qua cua viéc
thuc hién cdng cu Quang cdo va Quan hé cong
ching cua cac doanh nghiép trén thi trudong doi
vé6i san pham OCOP, cu thé la:

- Thong diép quang cao: Doanh nghiép can
xac dinh khach hang muc tiéu cta minh ma xay
dung thong di¢p cho phu hop, Ngoai ra, thong
diép quang cao can lam ndi bat 1én tinh vuot troi
cua san tuyét d6i khong duoc quang cao phong dai
vé san pham.

- Hinh thirc chét luong cua hoat dong PR:
doanh nghiép can dam bao théng tin vé san pham
va dich vu ma doanh nghiép cong bé 1a chinh xéac
va day du. Nguoi tiéu dung cang tin tuong hon vé
san pharn khi dugc chinh chuyén gia trong nganh
cung cap théng tin, giai dap cac thic méc, tu van
san pham. Bén canh d6 can nang cao kha nang tiép
can thong tin cho ngudi tiéu dung bang nhiéu hinh
thirc twong tac nhu: hoi dép, to chirc trd choi. ..

- Tan sb chat luong quang cao: dé ting niém
tin ciia khach hang cac doanh nghiép can lya chon
tan suat, chat luong quang cao thich hop vai ting
dbi tugng khach hang muc tiéu cho tirng san pham
khac nhau. Dé c6 thé dua ra tan s, chét luong
quang céo thich hop cho ting san pham, céc
doanh nghiép can nghién ciu ky dac diém tam ly,
s& thich, thoi quen cua d6i teong khach hang muc
tiéu vé yéu t6 trén.

- Hitu ich cua hoat dong PR: doanh nghi¢p
can chd trong xay dung va tiép tuc phat trién cac
chuong trinh PR ma trong tim huéng dén tinh hitu
ich danh cho déi twong khach hang muc tiéu va
cho ca cong dong nhu dugc phan tich ¢ trén.
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