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PHAN MO DAU
1.Ly do chon a2 tai:

Trong bdi canh d6 thi hoa manh mé, an toan dién di tré thanh méi quan tam
hang dau cua moi ho gia dinh. Theo bao cao tir Cuc Canh sat PCCC & CNCH, tinh
hinh chay nd van dién bién hét sirc phirc tap v6i nhitng con s6 dang bao dong. Cuy thé,
trong nim 2025, toan qudc ghi nhan hang nghin vu chay, trong d6 nguyén nhan do
su ¢b hé théng va thiét bi dién ludn chiém ty 1€ cao nhét, thuong xuyén dao dong tur
74% dén hon 86% tong s vu da lam rd nguyén nhan. Pang chu ¥, loai hinh nha dan
chiém t6i hon 33% s6 vu chay, chi trong thang dau nim 2026, ca nude da ghi nhin
258 vu chay, gy ra nhiéu thiét hai nghiém trong vé ngudi va tai san. Piéu dang lo
ngai 13 75% vu chay, nd c6 nguyén nhan tir sy cd hé thong va thiét bi dién va 15,5%
dén tir so suat khi sir dung ngudn Itra, nguén nhiét. Nhitng con sb nay 1a hdi chudng
canh bdo vé tim quan trong cua viéc lya chon va lép dat hé théng dién an toan trong
nha &, cong trinh va doanh nghiép. Chi mot thiét bi dién kém chat luong hay diy dan
khong dat chun ciing c6 thé tré thanh nguyén nhin din dén nhing su ¢ kho luong

Tai dia ban TP. Pa Ning, du cong tac phong ngira dugc trién khai quyét liét
gitp kéo giam s6 vu hoa hoan, nhung nguy co tir viéc st dung cac thiét bi dién kém
chat luong hoac hé théng bao vé lac hau van la mot bai toan nan gidi. Tam 1y khéach
hang ca nhan tai day di c6 su chuyén dich ro rét: tir viéc uu tién gia ré sang wu tién
su an toan tuyét déi cho tinh mang va tai san. Ho bit dau tim kiém nhiing giai phap
k¥ thuat c6 tiéu chuan qudc té nhu thiét bi dong rd RCBO, cau dao ty dong MCB hay
ta dién tiéu chun cia ABB — nhirng "1a chan" c¢6 kha ning ngit dién tirc thi khi xay
ra su ¢d qua tai hay ro ri.

Tuy nhién, viéc cung ing mdt san pham t6t nhu ABB théng qua Cong ty
TNHH K§ Thuit POSO méi chi 1a diéu kién can. Diéu kién du dé chiém linh niém
tin ctia khach hang chinh 13 sy hai long xuyén sudt qua trinh tir tu van giai phap k¥
thuat, 1ap dat cho dén dich vy hdu mai. Néu doanh nghiép khong thau hiéu cac yéu td
thuc su tac dong dén sy hai long cua khach hang trong phan khuc thiét bi an toan cao
cép nay, ho s€ dé dang bi dao thai trong mot thi truong canh tranh khdc liét.

Xuat phat tir nhitng 1y do trén, em tién hanh nghién ctru dé tai: "Nghién ctru
cac yéu t6 anh hwéng dén sy hai long ciia khach hang c4 nhan khi sir dung sin

pham thiét bj dién dian dung ABB do cdng ty TNHH K§ thuit POSO phén phoi
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trén dia ban Pa Niing". Nghién ciru nay khong chi mang y nghia vé mat kinh té cho
doanh nghiép ma con gdp phan lan toa giai phap an toan dién bén vimg cho cong
dong.

2. Muc tiéu nghién ciru

Muc tiéu tong quat

Muc tiéu chinh cua dé tai 1a xac dinh va do luong mac d§ anh hudng cua cac
yéu t6 dén sy hai 1ong cua khach hang ca nhan khi sir dung san pham thiét bi dién dan
dung ABB (MCB, RCBO, tu dién...) tai Cong ty TNHH K¥ thuat POSO trén dia ban
TP. Pa Ning. Tir d6, dé xuét cac giai phap thuc tién nham nang cao chét luong dich
vy, cung c6 niém tin vé an toan dién va toi vu hoa trai nghi¢m khach hang cho doanh
nghiép.

Muc tiéu chi tiét

Heé théng hoa co s 1y luan: Xac 1ap khung 1y thuyét vé sy hai 1ong ctia khach
hang trong linh vuc thiét bi k¥ thuat dién, dic biét 1a cac tiéu chudn an toan (nhu kha
nang chong ro dién, ngat mach tu dong).

Nhan dién cac nhan té anh huong: Xac dinh cac nhém nhan td tac dong dén
su hai 10ng ctia khach hang tai Pa Néng ddi vi POSO (Vi du: Chdt heong sdan pham
ABB, Nang lyc tu van ky thudt cua nhan viéen POSO, Chinh sach gia va hau mai, Sy
tin twéng vdo tinh an toan cia thiét bi).

Phan tich va danh gia thuc trang: Khao sat va phan tich dit liéu thuc té dé danh
gia muc d6 hai 10ng hién tai ctia khach hang c4 nhan di va dang sir dung san pham
ABB do POSO cung cip.

Kiém dinh sy khac biét: Xem xét liéu c6 su khac biét vé mirc do hai long giira
cac nhom khach hang ¢ dic diém nhan khau hoc khac nhau (d6 tudi, nghé nghiép
nhu tho dién/chu nha, khu vuc sinh séng tai Pa Ning).

Dé xut giai phap: Xay dung hé thdng cac giai phap cu thé giup Cong ty POSO
céi thién nhitng mat xich con yéu, nhan manh vao gia tri "An toan dién bén ving" dé
gia tdng su hai long va long trung thanh cua khach hang.

3. Poi twong va pham vi nghién ciru

Poi twgng nghién ciru: Sy hai long ctia khach hang c4 nhan khi str dung san
pham thiét bj dién dan dung ABB cua cong ty TNHH K§ thuat POSO trén dja ban
Pa Nang
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Poi twong khio sat: Khach hang ca nhan 13 cac ho gia dinh c6 sy quan tim
va d& cao tinh an toan vé hé thng dién trong gia dinh, khach hang di va dang st
dung san pham thiét bi dién dan dung ABB cta céng ty TNHH K§ Thuat POSO

Pham vi nghién ciru: Cac dbi trong khach hang dang sinh sdng va lam viéc
trén dia ban Pa Nang.

4. Phuwong phap nghién ctru

Thu thap dir liéu thong qua khao sat dién rong bang bang hoi két hop ca hinh
thire truc tuyén qua Google Forms va truc tiép tai cac ho gia dinh, tham khao y kién
cua cac ky thuat trong linh vuc di€én dan dung . Sau khi thu thap, dit liéu s€¢ dugc xu
Iy bang phin mém SPSS 25. Cac ky thuat phan tich nhu kiém dinh d6 tin cay
Cronbach’s Alpha, phan tich nhan t6 kham pha (EFA) va phan tich hoi quy bdi s&
duogc ap dung. Piéu nay khong chi giup xac dinh cc nhan t6 nao thue sy quan trong
ma con do ludng duoc trong sb tac dong cua ting yéu to, tir d6 lam cin ¢t viing chac
cho cac dé xuét giai phap
5. Két cAu khoa luin
Chuwong 1: Co sé Iy luan vé sy hai 1ong cta khach hang ca nhan va mé hinh nghién
ctru dé xuét
Chwong 2: Tong quan vé cong ty TNHH K§ Thuat POSO va céc thiét ké nghién ctru
cac yéu t anh huong dén su hai 10ng cua khach hang khi sir dung thiét bi dién dan
dung ABB cua cong ty TNHH K§ Thuat POSO
Chuwong 3: Két qua nghién ctru cac yéu t6 anh hudng dén su hai 10ng ctia khach hang
c4 nhan khi sit dung san pham thiét bi dién dan dung ABB do cong ty TNHH K¥
Thuat POSO cung cap trén dia ban Pa Nang
Chuwong 4: Thao luan két qua, giai phap va kién nghi nang cao sy hai long cua khach
hang c4 nhan khi sir dung san pham thiét bi dién dan dung ABB do cong ty TNHH
K§ Thuat POSO cung cép trén dia ban Pa Néing
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LOI CAM ON

Trong sudt qué trinh hoc tip, nghién ctru va hoan thanh khéa luan t6t nghiép

nay, em da nhan duoc sy quan tim, huéng din va chi bao tin tinh cta quy thay co,
gia dinh, ban bé cung su hd tro tao diéu kién tir phia doanh nghiép.
Trude hét, em xin gl 151 cam on chan thanh va sau sic nhat dén Ban Gidm hiéu
Truong Pai hoc Kién trac Pa Néng, cing toan thé quy thiy c¢6 gido Khoa Kinh té -
B6 mén Quan tri Kinh doanh. Nhitng kién thirc chuyén mén quy bau ma quy thay co
d3 tan tam truyén dat trong sudt khoa hoc (2022 - 2026) chinh 14 nén tang hanh trang
vitng chéc giup em hoan thanh dé tai nghién ciru ndy, cling nhu tu tin vitng budc trén
con duong su nghi¢p sau nay.

Dic biét, em xin bay to 1ong biét on sau sic dén c¢o gido — Th.S Lé Thi Kim
Ngan. C6 d3 ludn danh thoi gian quy bau, tan tinh huéng dan, dinh huéng khoa hoc
va dua ra nhitng 161 khuyén v6 cung hiru ich, giap em vuot qua nhitng kho khan trong
qua trinh nghién ctru dé hoan thién dé tai “Nghién citu cdc yéu to anh hwong dén su
hai long ciia khdch hang cd nhan khi sit dung san pham thiét bi dién dan dung ABB
do Céng ty TNHH K3 thudt POSO phdn phéi trén dia ban Pa Néang”.

Pong thoi, em xin giri 101 cam on chan thanh dén Ban Giam ddc cing toan thé
cac anh/chi can bg, nhan vién tai Cong ty TNHH K¥ thudt POSO. Em v cung tran
trong sy tao diéu kién thuan loi vé moi truong thuc tap, su hd tro nhiét tinh trong viéc
tiép can cac so lidu thuc té, cling nhu nhitng kinh nghiém thyc tién quy bau ma cac
anh/chi di chia sé. Sy gitip d& cua Quy cong ty 1a yéu té quan trong gitp cac phan
tich trong dé tai cia em mang tinh thuc tién cao.

Em ciing xin giri 101 tri an dén cac quy khach hang c4 nhén trén dia ban TP.
Da Néng di danh thoi gian quy bau tham gia tra 161 bang khao sat, cung cip ngudn
dir lidu so cAp vo ciing quan trong dé em hoan thanh t6t phan phan tich mé hinh dinh
luong ctia minh. Cubi cting, em xin giri 10i cam on dén gia dinh va nhitng ngudi ban
da ludn & bén dong vién, khich 1¢ va dong hanh ciing em trong sudt thoi gian qua.
Mic du d3 c6 nhiéu ¢d géng, nd luc nhung do han ché vé mait thoi gian, nguén luc
ciing nhur kinh nghiém nghién ctru thyc tién ctia ban than, khoa luan chic chin khong
thé tranh khoi nhitng thiéu s6t. Em rat mong nhan dugc sy thong cam, chi bao va
nhirng ¥ kién dong gdp quy bau cua quy thy co gido dé dé tai dugc hoan thién hon,
dong thoi gitip em rat ra nhirg bai hoc kinh nghiém siu sac cho ban than.
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Kinh chic quy thay c¢6, Ban Giam dbc cing toan thé can bo nhan vién Cong ty TNHH
K¥ thuat POSO ludn doi dao strc khoe, hanh phuc va git hai duoc nhiéu thanh cong!
Em xin chan thanh cam on!
Pa Nang, thang 05 nam 2026
Sinh vién thuc hién
(Ky tén)
Nguyén Thi Kim Hoanh
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CHUONG 1: CO SO Li LUAN VE KHACH HANG VA SU HAI LONG CUA
KHACH HANG VA MO HINH NGHIEN CUU PE XUAT

1.1 Khach hang va sy hai long cua khach hang
1.1.1 Khdi niém vé khdch hang

Theo Peter F Drucker (1954), cha dé cia nganh quan tri dinh nghia “Khach
hang cua mdt doanh nghiép 1a mot tap hop nhiing c4 nhan, nhom nguoi, doanh
nghiép, v.v... c6 nhu cau str dung san pham, dich vu ciia doanh nghiép va mong muébn
dugc thoa man nhu cau d6”. Trong kinh doanh, khach hang déng vai tro t6i quan

trong doi voi sy song con cua doanh nghiép.

Riéng Tom Peters (1987) xem khach hang la “tai san lam tang thém gia tri “Do
1a tai san quan trong nhat mic du gia tri ciia ho khong co ghi trong s6 sach doanh
nghiép. Vi vdy cac doanh nghiép phai xem khach hang nhu 13 ngudn vén can dugc

quan 1y va phat huy nhu bat ky ngudn vén nao khac”.

Véi GS.TS Nguyén Bach Khoa trong cudn sach Marketing Thuong Mai
(2003) — KH 13 nguoi mua hién thyc va tiém nang c6 nhu cau vé san pham hang hoa
ma cong ty kinh doanh trong médi quan hé véi d6i thi canh tranh. C6 thé dua ra nhimng
nhan dinh vé khai niém trén nhu sau: Khach hang (KH) cta doanh nghiép (DN) phai
quan tdm bao gdm ca nhitng KH hién hiru va KH tiém ning tim kiém cho tuong lai.
Do viy KH 12 myc tiéu ton tai va phat trién ctia m&i DN. Hau hét cac DN déu nhan
thay rang KH 13 tai san quy gia cia minh va khong ngimng tim kiém céc giai phap
nham thu hut, gitt chan, thoa man KH va phat trién KH trung thanh. Vai tro chinh cua
KH 1a mua sdm san pham, thong qua viéc tra tién cho san pham ho mua tir d6 c6 kha
nang tao ra lgi nhuan cho DN. Déng tho1 KH cling thé hién vai tro danh gia vé san

phém dich vu ctia DN thong qua sy Iya chon va nhirng phan hoi ctia minh.

Theo trang ECPVietnam khach hang ca nhan la nhiing nguoi ti€u dung mua
san phém hodc dich vu phuc vu cho nhu cau c4 nhan hoic gia dinh, ban be, ma khong
phai vi muc dich kinh doanh hay t6 chtrc. Pay 1a nhom khach hang chiém ty 1 16n
trong thi trudng tiéu dung, dong gop quan trong vao su phét trién cta nhiéu doanh

nghiép.



Ttr cac khai niém vé khach hang trén, ta thdy duoc tam quan trong ctia khach
hang, dit biét 1a khach hang ca nhan dbi voi tirng doanh nghiép, vi chinh ho 13 nhimng
ngudi mang lai doanh thu, loi nhuan cho doanh nghiép. Doanh nghiép cang nhiéu

khach hang cang phat trién manh.
Phan loai khach hang:
Dé hiéu r6 hanh vi khach hang, chiing ta cdn phan biét hai nhém khach hang sau:

Khéch hang ca nhin (nguoi tiéu ding cudi cung): La nhitng c4 nhan va ho gia
dinh mua hang hoa va dich vu dé phuc vu cho vi¢c tiéu dung ca nhan hoac cua cac
thanh vién trong gia dinh. Pay 1a ddi tuong mua sim san pham/dich vu nham thoa

man cac nhu cau va udc muodn riéng cua ho trong doi song sinh hoat hang ngay.

Khach hang t6 chirc: “La nhitng t6 chirc mua hang hoa va dich vy dé su dung
cho hoat dong cua t6 chirc minh hodc dé san xuat ra cac san pham, dich vu khac, hoac

deé ban lai nham muc dich kiém 101.”

1.1.2 Hanh vi khach hang

Theo Hiép hoi marketing Hoa Ky (AMA), hanh vi khach hang chinh 1a su tac
dong qua lai gitra cac yéu 6 kich thich ctia méi truong véi nhan thirc va hanh vi caa
con ngudi ma qua su trong tac d6 con ngudi thay ddi cude sdng ctia ho. Hay noi cach
khac, hanh vi khach hang bao gdm nhitng suy nghi va cam nhan ma con ngudi cd
dugc va nhitng hanh dong ma ho thuc hién trong qué trinh tiéu dung. Nhimng yéu to
nhu ¥ kién tir nhitng nguoi tiéu dung khéc, quang cdo, thong tin vé gia ca, bao bi, bé
ngodi san pham... déu c6 thé tic dong dén cam nhan, suy nghi va hanh vi cta khach

hang.

Theo Kotler & Levy, hanh vi khach hang 1a nhitng hanh vi cu thé ctia mot ca

nhan khi thuc hién cac quyét dinh mua sim, st dung va vut bo san phérn hay dich vu.

Nhu vay, qua hai dinh nghia trén, chiing ta c6 thé x4ac dinh hanh vi khach hang
1a nhitng suy nghi va cdm nhan cta con ngudi trong qua trinh mua sam va tiéu dung,
hanh vi khach hang 13 ning dong va twong tac vi nd chiu tac dong boi nhitng yéu t6
tir moi trudng bén ngoai va co sy tic dong tro lai d6i véi moi truong 4y, hanh vi

khéach hang bao gém cac hoat dong: mua sam, st dung va xur ly san pham dich vu.



Hanh vi khach hang 1a nhiing suy nghi va cdm nhan ma con ngudi c6 duogc
trong qua trinh mua sim va tiéu dung. N6 bao quat toan bd nhiing trang thai tm 1y,
nhimg danh gia va cam xtc cta khach hang d6i voi san pham, thuong hiéu hay céc

hoat dong Marketing ctia doanh nghiép.

Hanh vi khach hang mang tinh ning dong va twong tac. N6 lién tuc thay doi
duéi tac dong cia cic yéu td moi truong (vin hoa, xa hoi, kinh té...) va nguoc lai,
hanh vi ctia khach hang ciing c6 nhiing tac dong tro lai, 1am thay d6i méi truong kinh

doanh.

Hanh vi khach hang bao gém céac hoat dong: mua sam, sir dung va xur 1y san
pham dich vu. Piéu nay c6 nghia la nghién ctru hanh vi khach hang khong chi dimg
lai & hanh dong mua tai cira hang, ma phai nghién ctru ca giai doan trudc khi mua
(tim kiém thong tin, danh gia lya chon), giai doan tiéu ding va ca cach thuc khach

hang vt bo hay thanh 1y san pham sau khi st dung."

1.2 Khai ni¢m vé thiét bi dién dan dung ABB
Thiét bi dién dan dung 14 cac thiét bi sir dung dién trong gia dinh, vin phong, cira
hang. Hodc céac cong trinh dan dung, phuc vu nhu cau dién hang ngay ciia moi nguoi.

Chung thuong duogc thiét ké dé dé dung, an toan va tiét kiém nang luong.

1.2.1. Tu dién ABB

Tu dién ABB la thiét bi ding dé phan phdi, diéu khién va bao vé hé théng dién
trong cac cong trinh dan dung, thuong mai va cong nghi¢p. Pay la trung tdm quan ly
ngudn dién, gitip phan chia dién nang dén cac thiét bi tiéu thu mot cach an toan va
hiéu qua. Tu dién ABB duoc thiét ké v6i dic trung ndi bat 1a do an toan cao, kha ning
chéng bui, chéng am tot, thiét ké hién dai va dé dang lép dit. Vé céu tao, tu dién bao
gém Vo tu bﬁng kim loai hodc nhya cach dién, thanh cai dan dién (Busbar), hé théng
dau ndi, cac thiét bi dong cat va bao vé nhu MCB, RCBO, MCCB cuing hé thong tiép
dia. San phém dugc san xuét theo céc tiéu chuan quéc té IEC, c6 dd bén co hoc cao,
kha ning chiu nhiét t6t va tudi tho str dung lau dai. Nho dé, ti dién ABB dugc danh

gi4 1a giai phap dang tin cay trong viéc bao vé va van hanh hé thng dién dan dung.

1.2.2. RCBO ABB



RCBO (Residual Current Breaker with Over Current Protection) 14 thiét bi bao
vé dién tich hop chirc nang chéng dong ro, chdng qua tai va chdng ngan mach trong
cung mot thiét bi. RCBO ABB duoc st dung rong rai trong hé théng dién dan dung
nhdm dam bao an toan cho nguoi st dung va cac thiét bi dién. Pac trung cua san
pham 13 kha ning phat hién dong dién ro v6i d6 nhay cao va ngit mach nhanh chong
khi xay ra su cd dién giat hodc chay nd. Céu tao cia RCBO gff)m b cam bién dong
10, bd bao vé nhiét chong qua tai, bd bao vé tir chdng ngin mach, co cau dong cat va
nut kiém tra (Test). Nho ap dung cong nghé hién dai va tuan thu cac tiéu chuan IEC
quéc té, RCBO ABB c6 d6 chinh xac cao, hoat dong 6n dinh va dam bao an toan toi

da cho hé théng dién.

1.2.3. MCB ABB

MCB (Miniature Circuit Breaker) 1a thiét bi dong cat ty dong c6 chirc ning
bao vé mach dién khoi cac su cd qua tai va ngén mach. Trong hé théng dién dan dung,
MCB ABB d6ng vai trd quan trong trong viéc bao vé cac thiét bi dién va ngin ngira
nguy co chay nd do su ¢6 dién. Pic trung noi bat cia MCB ABB la kich thuéc nho
gon, kha ndng dong cit nhanh, dé lép dit va van hanh. V& ciu tao, MCB bao gém vo
cach dién, tiép diém dong cat, thanh ludng kim bao v€ qua tai, cudn day dién tir bao
\%S ngén mach va tay gat diéu khién. San phém duge ché tao tir vat liéu chat luong
cao, ¢6 kha niang chiu nhiét va chiu ho quang dién tot, dap ng tiéu chuan IEC 60898,

dam bao do bén va do tin cdy trong qué trinh sir dung.

1.2.4. MCCB ABB

MCCB (Molded Case Circuit Breaker) la thiét bi dong cit va bao vé mach dién
c6 dong dién dinh mirc 16n hon MCB, thudng dugc st dung trong cac hé thong dién
tong hodc cac cong trinh cd cong suat tiéu thy cao. MCCB ABB c6 dic trung ni bat
1a kha ning chiu tai 16n, kha niang cit dong ngan mach cao va cho phép diéu chinh
dong dién bao vé theo nhu cau sir dung. CAu tao cia MCCB gém vo duc cach dién,
bo tiép diém chinh, bd bao vé nhiét, bd bao vé tir va co ciu dong cit béng tay hoac
bang dién. Vi cong nghé san xuat tién tién va tiéu chuan IEC 60947-2, MCCB ABB
¢6 d6 chinh x4c cao, tudi tho dai va kha nang van hanh on dinh trong nhiéu diéu kién

moi truong khac nhau, gop phan nang cao hiéu qua bao vé hé thong dién.

1.2.5. Céng tic ABB



Cong tic ABB la thiét bj dung dé dong hodc ngit ngudn dién nham diéu khién
hoat dong cua cac thiét bi dién nhu dén chiéu sang, quat dién va cac thiét bi dién dan
dung khéc. San pham duoc thiét ké véi kiéu dang hién dai, sang trong va phu hop véi
nhiéu khong gian noi that. Dic trung cta cong tic ABB 1a d6 nhay cao, thao tic nhe
nhang, d6 bén dong cit 16n va tinh thim my cao. Cau tao ctia cong tic gdm mait cong
tic, hat cong tic, tiép diém dan dién, dé lap dit va 16p vo nhya cach dién chdng chay.
Chat luong san pham duoc dam bao nhd sir dung vt liéu cao cap, tiép diém bang hop
kim bac c6 kha ning dan dién tt, han ché phat sinh tia Itra di¢n va dam bao tudi tho

st dung lau dai.

1.2.6. O cam ABB

O cim ABB la thiét bi dién dung dé két ndi ngudn dién vdi cac thiét bi tiéu
thu dién thong qua phich cim. Pay 13 mot trong nhitng thiét bi dién dan dung khong
thé thiéu trong gia dinh, van phong va cac cong trinh dan dung. Pac trung ctia 6 cam
ABB 1a thiét ké hién dai, an toan, kha ning chiu tai tot va tiép xuc dién 6n dinh. Cau
tao clia san pham bao gom mat 6 cam, 13i tiép xuc bang dong, chan dau day, vé nhua
cach di¢én va cac bg phan bao v¢ an toan nhu man che chéng giat ddi voi mot sd dong
san pham cao cap. Nho sir dung vat lidu chat luong cao va cong nghé san xudt tién
tién, 6 cam ABB c6 kha ning chdng chay, chdng va dap, han ché phét sinh nhiét tai
diém tiép xuc va dap tng cac ti€u chuén an toan dién quéc té, mang lai sy an tdm cho
nguodi st dung.

(Nguén: catalogue ABB)

1.3 Khai niém su hai long ctia khach hang

Theo Bachelet (1995) dinh nghia: “Su hai long cua khach hang ciia mét phan
ung mang tinh cdm xtc cua khach hang dap lai kinh nghi€ém ctia ho ddi vai mot san
pham hay dich vu”.

Theo Oliver (1997) cho rang sy hai 1ong cta khach hang 1 sy phan tng ciia
khach hang véi viéc dap timg nhitng mong mudn cua ho.

Dbi vai Philip Kotler (1997) cho rang su hai long ctia khach hang 1a két qua
ctia nhitng trai nghiém trong sudt qua trinh mua sdm, bao gdm céac budc cu thé: nhan

thtrc nhu cau, tim kiém thong tin, danh gia phuong an lya chon, ra quyét dinh mua va
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hanh vi sau khi mua sam, tiéu dung. Vi vay n6 bao quat tat ca cac phan rng ma nguoi

mua c6 thé thé hién ciing nhu nhitng giai doan khac nhau trong qua trinh mua sim.

Theo Philip Kotler (2000), sy thod mam — sy hai long ctia khach hang 1a mirc
d6 cua trang thai cam giac cia mot nguoi bat ngudn tir viée so sanh két qua thu duoc
tir viée tiéu dung san pham/dich vu véi nhitng ki vong cta anh ta. Ky vong & day
dugce xem 14 wdc mong hay mong doi cua con ngudi, né bt ngudng tir nhu cau ca
nhan, kinh nghiém trudc do, va thong tin bén ngoai nhu quang cio, thong tin truyén

miéng cua gia dinh, ban bé.

Sy hai long c6 ba mutrc 6 theo Kotler (2012). Sy hai long phu thudc va hiéu quan

nhan thirc vé san pham trong mdi twong quan véi su ky vong cta khach hang

- Néu hiéu qua san pham thap hon ky vong, khach hang sé& that vong.
- Néu hiéu qua san pham phu hop véi ky vong, khach hang s& thoa man.
- Néu hiéu qua san pham vuot qua ky vong, khach hang sé rat hai 1ong va hoan

toan thoa man.

1.4 Cac ly thuyét lién quan dén sy hai long
1.4.1 Tam quan trong ciia sw hdi long

Sy hai long s& anh hudéng téi hanh vi cta khach hang, né ting xac suat mua
hang tiép theo, tao tién dé cho 10ng trung thanh va anh hudng dén sy truyén miéng
cua khach hang cho nhitng nguoi khac. Sy hai long 1a mot dang cam xuc hodc thai
dd, hinh thanh trén co s¢ khach hang so sdnh, danh giéd gitra nhiing gi ma ho mong
doi vo1 nhitng gi nhan duogc tir td chirc va/hodc tir san phém, dich vu cu thé. No la

trang thai tam ly xay ra trong va/hodc sau khi tiéu dung.

Mirc dd hai long cua khach hang va sy thinh vuong ctia doanh nghiép c6 mbi
lién hé mat thiét. Khach hang hai 1ong c6 nhiéu kha ning quay lai va ung ho doanh
nghiép lau dai. Tuy nhién, ngoai l¢1 ich don gian nay, sy hai long cua khach hang con
c6 thé hd trg sy phat trién va ting truéng cua doanh nghiép theo nhiéu cach khac.

biéu nay bao gobm nhirng di€u sau:

Loi thé canh tranh: Ai ciing biét rang cac doanh nghiép ludn tim cach dé tao
su khéc biét so voi ddi thu. Sy hai long cua khach hang co thé mang lai su khéc

biét do.



Giam ty ¢ khach hang bo di: Ty 1€ khach hang bo di 1a khi khach hang roi bo
cong ty va chuyén sang sir dung dich vu cta noi khac. Khach hang hai long it ¢6
kha nang bd di hon so v61 nhitng khach hang c6 trai nghiém tiéu cuc véi dich vu

khach hang.

Gidam chi phi: Khach hang hai 1ong ddng nghia vé6i viéc doanh nghiép khong
can phai chi nhiéu tién cho viéc phat trién va duy tri luvong khach hang hién co.
Diéu nay duoc cing cd boi thuc té 1 82% cac cong ty dong ¥ rang viéc giit chan

khéch hang ré hon so v6i viéc thu hut khach hang mdéi. *

Néng cao uy tin thwong hiéu: Khi khach hang hai 1ong, ho ¢6 nhiéu kha ning
n6i tot vé doanh nghiép va gidi thiéu doanh nghiép d6 cho ngudi khac. Piéu nay
dugc goi 1a tiép thi truyén miéng, va day 1a mot trong nhitng hinh thic hiéu qua

nhat hién nay.

1.4.2 Céc yéu té anh huéng dén sw hai long ciia khdch hang
Céc nghién ctru déu cho thay, “sy hai long ctia khach hang” 1a mot bién phu

thudc cua 3 thanh phan chinh 1a “sy mong doi ciia khach hang”, “chat luong cam

nhan” va “gia tri cam nhan”.

Mong doi duoc hiéu 13 nhitng gi ma ngudi mua tiém ning nghi hay cam thay
nhu cau vé san pham dich vu, nhitng mong mudn, va nhiing y tuéng hinh thanh trong
dau ctia mot khach hang vé mot san pham hay dich vu truéc khi tiéu dung n6. Mong
doi duoc xem 13 “tiéu chuan” cua khach hang khi danh gia san phém, dich vu cia mot

td churc vé khia canh chat luong va gia tri.

Theo Gilmore (1974), chét lugng dugc dinh nghia nhu mot cAu trac cua thiét
ké hay dic diém k¥ thuat cta san pham. Broh (1982, tr.3) di dinh nghia chat lugng
1a “muc d0 xudt sic & muc gid co thé chép nhan duoc va viée kiém soat su thay doi
& muc chi phi c6 thé chdp nhan dugc”. Ngoai ra chét lugng c6 thé duge do ludng
dudi dang chi phi c6 thé tranh va khong thé tranh khoi (Morgan & Murgatroyd, 1994).
Chi phi ¢6 thé tranh dugc 1a nhitng chi phi khong can bo ra nhu san pham bi 16, hang
hoa bi tra lai. Pau tu vao viéc cai tién chat lugng co thé loai bo dugc chi phi co thé
tranh duoc, hay con goi 1a chi phi khong thé tranh khoi. Chi phi khong thé tranh khoi
1a chi phi phai bo ra dé giam chi phi c¢6 thé tranh duoc, chang han nhu chi phi kiém
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tra, chi phi bao tri va chi phi iy mau. Chi phi tranh dugc cang nhé va chi phi khong

thé tranh khoi cang 16n thi chit luong san pham cang tot.

Tuy nhién, hién nay viéc do ludng chat luong dua trén chi phi tranh dugc va
chi phi khong thé tranh duoc da khong con du, thay vao d6 cac cong ty chuyén sang
dinh nghia theo dinh hudng thi trudng (Main, 1994). Theo Gilmore (1974, p.16) chat
lrong 13 “mirc 6 ma mot san pham cu thé c6 thé dap ing mong mudn ciia mot ngudi
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tiéu dung cy thé”. Tuong tu, Garvin (1987) lap luan rang cac cong ty va doanh nghiép
nén tap trung vao chit luong dua trén quan diém cua khach hang. Cac cong ty can
hiéu va biét cach khach hang cam nhén vé chét luong. Ly do can quan tAm chat luong
cam nhan cta khach hang hon 1 chat lugng san pham boi d6i khi khach hang danh
gia thudc tinh cta san pham mot cach chu quan hon 13 khach quan duya trén thong tin

day du cia san pham (Lambert, 1980; Cox, 1967).

Zeithaml va Naylor (2000) da dé xuét sau khia canh tao nén chat lugng bao
gém dé st dung, tinh linh hoat, d6 bén, dich vu, hiéu suat, va uy tin.

Khai niém pho bién vé gia tri cam nhan 1 1oi ich ciia khach hang (vé giai phap
¢t 161 va dich vu bd sung) huéng t6i su hy sinh (vé gia ca, chi phi méi quan hé)
(Gronroos, 1997). Khai niém nay so sanh nhitng 1g1 ich ma khach hang nhan dugc va
chi phi ma khach hang phai bé ra trong qua trinh twong tac gitra ngudi mua va ngudi
ban. Do d0, gia tri cam nhén 1a sy danh d6i vi nguoi mua ludn quan tim dén cac yéu
t lién quan dén chi phi, kinh té va khai niém nay khong tinh dén cac thanh phan xa
hoi va cam xuc (Eggert va cong su, 2006; Ulaga & Eggert, 2006b). Skrzypek (2012)
dinh nghia hiéu qua kinh té 1a mbi quan hé giira két qua va chi tiéu, cing mot cong
thtrc nhu khai niém vé gia tri cam nhéan truyén théng. Hiéu qua kinh té nay tao ra loi

thé canh tranh cho thuwong hiéu, doanh nghiép.

Zeithaml (1988, trang 14) dinh nghia gi4 tri cam nhan 1 “d4nh gia tong thé
clia ngudi tiéu dung vé tién ich clia san pham dua trén nhan thirc vé nhiing gi nhan
dugc va nhirng gi phai bo ra”. Zeithaml (1988) giai thich rang gi tri cam nhén 1a ca
nhan va chu nghia cd nhan. Méc du nhitng gi nhan duoc (khéi lugng, chat luong, su
tién loi) va bé ra (nhu tién bac, thoi gian, cong stc) khac nhau gitta nhitng khach
hang khac nhau, dinh nghia chung nhit vé gia tri cdm nhan noi chung 1a sy danh dbi

giita chat luong va gia ca. Cac hoc gia dong y rang gia tri cam nhén 13 sy danh d6i
8
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gilra cac thanh phﬁn “cho” va “nhan” (Ravald & Gronroos, 1996), tuc la su chénh

l1éch gitra lgi ich nhan thirc dugc va su hy sinh phai bo ra.

Chua va Banerjee (2015) da dinh nghia gid tri cdm nhén cta khach hang la
danh gia téng thé vé san phém hoac dich vu dua trén su can b?mg gifra chuyén doi
nhan thure va thanh toan. Vi Iy do nay, ¥ dinh ti€éu dung cua khach hang thuong phu
thudc vao gia tri cam nhan c6 dugc, tirc 1a sy danh ddi cua khach hang gitra loi ich
nhan thirc dugc va chi phi nhan thirc bo ra. Platania va cong su. (2016) dé xuat 1y
thuyét gia tri cam nh4n ctia khach hang tir khia canh khach hang va dinh nghia gié tri
cam nhan cta khach hang 13 sy danh gia tong thé vé hiéu qua cta san pham hoic dich
vu voi su danh do6i gitra 191 ich dugc cam nhan va chi phi phai tra cho san phém hoac
dich vu. Kotler va Keller (2015) coi gia tri 13 sy d4nh gia ctia khach hang vé hiéu qua

téng thé cuia mot s6 dich vu nhét dinh.

1.5 Cac yéu t6 anh huwéng dén sy hai long ciia khach hang khi sir dung san phim
thiét bi dién dan dung

Sy hai 10ng cta khach hang dbi véi thiét bi dién dan dung khong don thuén 1a
mot cam xtc nhat thoi ma 13 két qua ctia mot qua trinh so sanh logic, bat dau tir Chat
lugng cam nhéan (Perceived Quality) theo mé hinh ACSI (American Customer
Satisfaction Index). O giai doan nay, khach hang danh gia sy hai 1ong dya trén d6 tin
ciy va kha ning van hanh an toan cia thiét bi—nhiing tiéu chuan cdt 16i ma cac bao
c4o thi truong ciia GfK thuong nhan manh 1 wu tién hang dau cia ngudi tiéu dung
khi chon mua do dién gia dung. Tiép ndi su 6n dinh vé ky thuat, yéu t6 Gia tri cam
nhan (Perceived Value) tir mo hinh ECSI déng vai trd then chdt, budc ngudi dung
phai can nhic giita hiéu qua st dung thuc té (nhu kha nang tiét kiém dién, d6 bén) so

v6i chi phi dau tu ban dau.

Tuy nhién, sy hai long chi thuc sy tron ven khi ¢6 sy can thi¢p ctia cac yéu tb
phi vt thé, duoc do ludng qua thang do SERVQUAL cua Parasuraman. Theo do, su
phan hoéi nhanh chéng (Responsiveness) va ning lyc chuyén mon (Assurance) ctia
d6i ngii ki thuat trong qua trinh lap dat va bao hanh chinh 14 soi day lién két niém
tin, gitip giam thiéu rui ro tim 1y cho khach hang. Cudi cung, theo cac xu hudng méi

nhat tir Statista, trong ky nguyén s6 héa, sy hai 1ong con bi chi phdi manh mé béi yéu
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t6 hién dai hoa; mot thiét bi dién c6 kha nang tich hop thong minh va thiét ké cong
nghiép tinh té khong chi dap tmg nhu ciu sir dung ma con khang dinh gia tri phong
cach séng, hoan thién chu trinh trai nghiém tu "tién dung" dén "thoa man toi da" cla
nguoi tiéu dung.

1.6 Téng quan cac mé hinh 1y thuyét nghién citu nén tang va mé hinh nghién
curu trong nudc

1.6.1 Céc mé hinh 1y thuyét nén ting

a) Mo hinh SERVQUAL va SERVPERF

Mo hinh SERVQUAL (viét tat ctia "Service Quality") 1a mot cong cu danh gia
chét luong dich vu dugc phat trién boi cac nha nghién ctru Parasuraman, Zeithaml va
Berry vao nam 1988. Mo hinh nay dua trén su khac biét gitta ky vong ctia khach hang

va cam nhan thuc té cua ho vé chat luong dich vu ma ho nhan dugc.
Mo hinh SERVQUAL bao gom 5 thanh phan chinh:

Phuong tién hitu hinh (Tangibles): Bao gém co s& vt chét, trang thiét bi, va
ngoai hinh ctia nhan vién. Nhitng yéu t6 nay thé hién sy chuyén nghiép va tao an

tugng dau tién cho khach hang.

b4 tin cdy (Reliability): Kha nang thuc hién dich vu mdt cach chinh xéc, dang
tin cdy va ding hen. Khach hang mong doi nha cung cip dich vu thuc hién ding

nhitng gi da htra.

Ning luc phuc vu (Responsiveness): Su san sang gitip d& khach hang va cung
cap dich vu nhanh chong. Diéu nay thé hién qua thoi gian phan hdi, sy chil  va mong

muon gidi quyét van dé cho khach hang.

Su dam bao (Assurance): Kién thtre, su lich sy va kha nang truyén tal su tin
tuong ciia nhan vién. Khach hang can cam thiy an tim rang ho dang giao dich véi

nhirng chuyén gia c6 trinh d6 va dao dtrc nghé nghiép.

Su cam thong (Empathy): Sy quan tam, cham so6c ca nhan ma cong ty danh
cho khach hang. Diéu nay thé hién qua sy thau hiéu nhu ciu, sé thich riéng va cung

cap dich vu phu hop véi timg c4 nhan.
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bé danh gia chit lugng dich vu, SERVQUAL sur dung mot bang cau hoi gém
22 muc, sau d6 duoc didu chinh boi Parasuraman va Berry vao nim 1991 (Bang 4.1).
Khach hang s& danh gid ky vong va cam nhén thuc té ctia ho trén thang diém Likert.
Khoang cach giita ky vong va cam nhan (con goi 1a "khoang cach chat luong dich

vu") cho biét mtrc d§ hai long cua khach hang va nhiing diém can cai thién.

Bing 2.1 Thang do chit lwong dich vu theo mé hinh SERVQUAL

Thang do goc Dién dat
TANGIBLES PHUONG TIEN HU'U HINH
P1. XYZ has modern-looking

XYZ c6 trang thiét bi hién dai.

equipment.

P2. XYZ's physical facilities are Co s& vat chat ciia XYZ nhin rat dep
visually appealing. mat.

P3. XYZ's employees are neat- Nhan vién cia XYZ nhin c¢6 vé chuyén
appearing. nghiép.

P4. Materials associated with the )
Céc tai li€u lién quan dén dich vu (nhu
service (such as pamphlets or .
to ro1 hay bang ké) cua XYZ nhin rat
statements) are visually appealing at

XYZ.
RELIABILITY PO TIN CAY

hap dan.

Khi XYZ htra [am viéc gi d6 vao mot
P5. When XYZ promises to do , ,
thoi di€m nhat dinh, ho thuc hién dung
something by a certain time, it does so.
nhu vay.

Khi ban géap van dé, XYZ thé hién su

P6. When you have a problem, XYZ
quan tam chan thanh trong viéc giai
shows a sincere interest in solving it. L
quyét van dé do.

P7. XYZ performs the service right the | XYZ thuc hién dich vu dung ngay tr

first time. lan dau tién.

P8. XYZ provides its services at the XYZ cung cap dich vy dung thoi gian

time it promises to do so. nhu da hura.

o XYZ lu6n dam bao ho so khong c6 sai
P9. XYZ insists on error-free records.
sOt.
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RESPONSIVENESS

NANG LUC PHUC VU

P10. Employees of XYZ tell you
exactly when services will be

performed.

Nhan vién ctua XYZ cho ban biét chinh

xac khi nao dich vu s€ duoc thuc hién.

P11. Employees of XYZ give you

prompt service.

Nhan vién cua XYZ phuc vu ban mot

cach nhanh chong.

P12. Employees of XYZ are always
willing to help you.

Nhan vién cua XYZ ludn san sang gitip

do ban.

P13. Employees of XYZ are never too

busy to respond to your requests.

Nhan vién cia XYZ ludn coi viéc phuc

vu ban 1a uu tién hang dau.

ASSURANCE

SU DPAM BAO

P14. The behavior of employees of

XYZ instills confidence in customers.

Cach thirc lam viéc ctia nhan vién XYZ

tao sy tin tudng cho khach hang.

P15. You feel safe in your transactions

with XYZ.

Ban cam thay an toan khi giao dich vai

XYZ.

P16. Employees of XYZ are

consistently courteous with you.

Nhan vién cia XYZ luon lich sy voi

ban.

P17. Employees of XYZ have the

knowledge to answer your questions.

Nhan vién ctia XYZ ¢6 kién thirc dé tra

161 cau hoi cua ban.

EMPATHY

SU CAM THONG

P18. XYZ gives you individual

attention.

XYZ thé hién su quan tam dén ca nhan

ban.

P19. XYZ has operating hours

convenient to all its customers.

XYZ c6 gio hoat dong thuan ti¢n cho
tat ca khach hang.

P20. XYZ has employees who give you

personal attention.

Nhan vién cia XYZ luon tan tinh cham

soc tung khach hang.

P21. XYZ has your best interests at
heart.

XYZ luén mong muén diéu t6t dep

nhét cho ban.

P22. Employees of XYZ understand

your specific needs.

Nhan vién ctia XYZ hiéu rd nhirng nhu

cau cu thé cua ban.
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[ Phurong tién htru hinh

{ b0 tin cay

SU HAI LONG

{ Ning luc phyc vy KHACH HANG

[ Sur dam bao

{ Suir cam thong

Hinh.1.1 M6 hinh SERVQUAL

(Nguén: Parasuraman, zeithaml & berry, 1988)

M6 hinh SERVPERF 1la mgt cong cu do luong chit lugng dich vu dugc phat
trién boi Cronin va Taylor vao nam 1992. M6 hinh nay duoc xay dung dua trén viéc
danh gia hi€u qua hoat dong thuc té cua dich vu tir g6c nhin cua khach hang, thay vi
so sanh gitra ky vong va cdm nhén nhu mo6 hinh SERVQUAL. SERVPEREF tap trung
vao vi¢c danh gid "hi€u qua dich vu" mot cach truc tiép va cho ré“mg day chinh la
thudc do chinh xac nhit cia chét lugng dich vu. Trong thuc té, SERVPERF do luong
chét luong dich vu bang cach yéu cau khach hang danh gid truc tiép trai nghiém cia
ho v6i dich vy, ma khong can so sanh véi ky vong trude d6. Piéu nay khong chi don
gian hoa qua trinh ddnh gia ma con tranh dugc sy nham 13n ¢ thé xdy ra khi phan
biét gitra sy hai long va thai d6 ctia khach hang. Bing cach tip trung vao nhan thic
thuc té ciia khach hang, SERVPERF cung cip mét cai nhin truc tiép vé chat lugng

dich vu.
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b) Mé hinh chi s6 hai 1ong khach hang ACSI (American Customer Satisfaction
Index, Fornell, 1996)

Trong md hinh chi sé hai 1ong ciia My (ACSI), gia tri cam nhén chiu tac
dong boi chat lugng cam nhan va sy mong dgi cua khach hang. Khi do, sy mong

doi ctia khach hang c6 tac dong truc tiép dén chat luong cam nhan.

Chi s6 hai hai long ctia khach hang bao gom cac nhén t6 (bi€n), moi nhan t6 dugc

cau thanh tir nhi€u yéu t6 cu thé dac trung ctia sdn pham hodc dich vu.

Su hai long khach hang duoc dinh nghia nhu 1a mdt sy danh gia toan dién vé
su str dung mot dich vu hodc hoat dong sau ban ctiia doanh nghiép va day chinh la

diém c6t 16i ctia md hinh CSI (m6 hinh chi sb hai 1ong cua khach hang).

Xung quanh bién sb nay 1a hé théng cac mdi quan hé nhan qua xuat phat tir
nhing bién sd khoi tao nhu: Sy mong doi (expectations) cuia khach hang, hinh anh
doanh nghiép va san pham, chat lugng cam nhan (perceived quality) va gia tri cam
nhan (perceived value) vé san phém hodc dich vu kém theo dén céc bién sb két qua
ctia sy hai 10ng nhu sy trung thanh (customer loyalty) hay su than phién ctia khach

hang (customer complaints).

Sw than phién

Sv mong dei g
(Customer complainis)

{Expectations) \
> Gia tri cim nhin

Sw hai
long cua
khach
hang (SI)

{Perceived value)

Chit lwong cim nhin / \ Sw trung thanh

(Perceived quality) (Customer loyalty)

M5 hinh chi s6 hai 1ong khach hang cia My
(American Customer Satisfaction Index — ACSI)

Hinh 1.2 M6 hinh chi sé hai long khdach hang ciia My

(Nguon: : American Customer Satisfaction Index — ACSI)
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1.6.2 M6 hinh mdu tham khéo

Viéc kién tao nén mot mé hinh danh gia sy hai 10ng doi hoi su ké thira khét
khe tir nhiing di san nghién ciu di trwéc. T nhing nén ting kinh dién cua
Parasuraman dén céc bién s6 hién dai trong tam ly hoc hanh vi, cac tai liéu tham khao
dugc lya chon trong nghién ctru nay dong vai tro la nhitng “vién gach” logic, gitp
dinh hinh nén mét khung khé phan tich khach quan va c6 tinh Gng dung cao d6i voi

thuc tién tai doanh nghiép.

e “Cdc nhén té anh hwéng dén sw hai long ciia khdch hang déi véi sin
phéam nwéc chim tai TP. Ho Chi Minh” nam 2021 ciia Pham Xuén Lan,
Lé Minh Phuoc

Bai viét cua hai tac gid Pham Xuén Lan, Lé Minh Phudc vé “Céc nhan t6 anh
huong dén su hai 1ong cua khach hang d6i v6i san pham nudc chim tai TP. H6 Chi
Minh” nam 2021 di cho thdy duoc cic bién doc lap anh hudng dén sy hai long cia
khach hang, ciing chinh 14 nhimng yéu té tac dong truc tiép dén khach hang khi mua
san pham. Bai nghién ctru nay cho ra két qua sau khao sat va tién hanh phan tich nhan
t6 EFA 1an 2 cho ra c¢6 bdn yéu t6 chinh tic dong vao murc d6 hai long ctia ngudi tidu
dung d6 1a (1) hinh anh thuong hiéu, (2) anh hudng cac hoat dong chiéu thi, (3) chat
luong san pham, va (4) thong tin vé san pham, dudi ddy 1a mé hinh nghién ctru caa

hai tac gia.
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Chét lwong san pham
Gié ca san pham
H1
H2
Su da dang san pham
H3
SU HAI LONG
ha » CUAKHACH
Hoat dong chiéu thi HANG
H5
H6
Nhén dang thirong hidu
H7
Hé théng phén phéi

Phuc vu cua nhén vién

Hinh 1.3 Mé hinh nghién ciru dé xudt ciia hai tic gia Pham Xudén Lan, Lé
Minh Phwoc

e “Cdc yéu té anh hwéng dén sw hai long ciia khdch hang: Nghién ciru
trwong hop doanh nghiép thué ngoai tai thanh pho Hé Chi Minh” Ciia
Lé Thanh Tiép va Cao Thi Hodi Trwong Dai hoc Kinh té - Tai chinh
TPHCM nam 2024

Bai nghién ctru nim 2024 “Cac yéu t6 anh huéng dén su hai 1ong cta khach
hang: Nghién ctru truong hop doanh nghiép thué ngoai tai thanh phdé HO Chi Minh”
Cua Lé Thanh Ti¢p va Cao Thi Hoai Truong Pai hoc Kinh té - Tai chinh TPHCM,
v&1 mo hinh nghién clru dé xuét cia hai tac gia trén da dua ra duogc bon bién doc 1ap
anh hudng truc tiép dén sy hai 1ong cua khach hang d6 1a: Chét luong dich vu (H1),
Uy tin thuong hiéu (H2), Gi4 ca san pham dich vu (H3), Trach nhiém xa hoi (H4).
Qua qua trinh khao sat 500 khach hang va thu vé lai duoc 421 phiéu, loai bo cac phiéu
khong hop 1& va tién hanh phan tich dit liéu 1a 357 quan sat, két qua dua ra cho thay

bién Chét lugng dich vu va Uy tin thuong hi¢u tac dong tich cuc thuan chiéu dén su
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hai long cta khach hang, riéng Gia ca dich vu lai tdc dong nguoc chiéu dén sy hai

long.

Chit lugng dich vu
(Qs)

Uy tin thuong hiéu
(BR)

Su hai long

khich hang
\{csy

Gid cd san phim

dich vu (PR)
Trich nhiém xa hii
{CSR)

Hinh 1.4 M6 hinh nghién cwru cua Lé Thanh Tiép va Cao Thi Hoai

o “Cdc yéu to anh hwéng dén sw hai long ciia khdach hang déi vdi san pham
hat nhwa tong hop ciia cong ty TNHH GC Marketing Solution” ciia
Nguyén Thuy Dwong nim 2022

Bai viét nay 1a luin vin thac si nghién ctru chuyén sau vé cic nhan tb tac dong
dén mirc d6 hai 1ong ciia khach hang d6i c6i san pham hat nhua tong hop tai Cong ty
TNHH GC Marketing Solutions Vi¢t Nam. Thong qua khao sat 350 khéach hang, tac
gia da nhan dién va kiém ching sau yéu to then chdt bao gdm chat lugng san pham,
gia thanh, sy phong phu vé chung loai, do tin cay, thuong hi¢u doanh nghiép va chat
luong dich vu. Két qua phan tich dinh lugng cho thiy tat ca cac bién sé nay déu co
anh hudng tich cuc, cac hé sb hdi quy déu 16n hon 0. Piéu nay co nghia tat ca cac
bién doc 1ap dwa vao mo hinh phan tich hdi quy déu tac dong cung chiéu toi bién phu
thudc. Theo do, thur tu tdc dong tir manh nhét dén yéu nhét cua cac bién doc 1ap toi
bién phu thudc hai long khach hang 1a: Chét lwvong san pham (0.238) > Chét luong
phuc vu (0.233) > Gi4 ca san pham (0.155) > Su dam bao (0.150) > Su da dang
(0.131) > Hinh anh cong ty (0.099). Vay bién chét lugng san pham c6 tac dong manh
nhit, dong vai tro quan trong nhat khi giai thich téi 76,4% su bién thién cua mirc do
hai long.
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Chat legng san pham

Gia ca san pham

Sw hai long cua khach

Sy da dang hang vé san phim hat
nhya
Sw dam bao
Hinh anh cong ty

Chét luong phuc vu

Hinh 1.5 M6 hinh nghién civu ciia tic gida Nguyén Thuy Duwong
e “Cdc yéu té anh hwéng dén sw hai long ciia khdch hang cia khdch
hang khi mua sam trwc tuyén: Khdo sdt khdch hang tai thanh pho

Hé Chi Minh” ciia tac gida Nguyén Thi Thuy Quynh nim 2022

Bai luan vin thac si cta tac gid Nguyén Thi Thuy Quynh nim 2022 tap
trung phéan tich nhitng nhan t6 chu chdt quyét dinh mirc d6 hai 10ng ctia ngudi
tiéu dung trong linh vyc thuong mai dién tir. N6i dung van ban di sau vao viéc
nhan dién céc rao can va dong luyc anh huong truc tiép dén trai nghi¢ém mua sdm
trén cac nén tang s6. Thong qua khao sat 379 dap vién nhung chi c¢6 255 mau
duoc chon vi thoa man diéu kién séng tai Thanh phé HO Chi Minh va da c6 trai
nghiém mua sam tryc tuyén. Két qua kiém dinh cho thay tat ca thang do déu dat
yéu cau vé d¢ tin cay. Kiém dinh d9 tin cay cho thiy mé hinh phu hop véi tong
thé. Két qua khang dinh ca sau yéu té doc 1ap ( gdm Chét luong thong tin, chat
lugng website, sy bdo mat, su tin cdy, dich vu khach hang, gié cd) déu c6 tac dong
tich cuc dén yéu t6 phu thudc ( sy hai long ctia khach hang). Mirc dd anh huong
dén su hai long cua khach hang duogc liét ké theo thir ty giam dan: gia ca, dich vu
khach hang, chét lugng website, su tin cay, chét luong thong tin, sy bao mat. Sadu
yéu t6 nay giai thich dugc 72.7% su bién thién ctia mutrc d hai long, trong d6 yéu

t6 gia ca tac dong 16n nhat va su bao mat tac dong it nhat.
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Chat lwong théng tin

Chat hegng website

H1

H2

Sw bao mat H3

H4

H5
Su tin cay

Dich vu khéch hang

Giaca

Hinh 1.6 M6 hinh nghién ciru ciia tac gidi Nguyé~n Thi Thuy Quynh
1.7 P& xuat md hinh nghién ciru va gia thuyét nghién ciru
1.7.1 Pé xudt mé hinh nghién ciru
Dua trén su chit loc va ké thira khit khe tir két quacua bon md hinh nghién
ctru tham khao tién d&, mé hinh nghién clru dé xut tai muc 1.6 duoc xay dung
nham do luong toan dién sy hai long cta khach hang c4 nhan ddi véi thiét bi dién
dan dung ABB tai cong ty POSO. Cu thé, tir nghién ctru ctia Pham Xuan Lan &
Lé Minh Phuéc (2021) va Nguyén Thuy Duong (2022), mé hinh di tiép thu cac
nhan t6 cot 16i mang tinh nén tang d6i v6i hang hoa vat chat 1a Chat luong san
pham, Thuong hiéu va Hoat dong chiéu thi, boi dic thu thiét bi dién ludn doi hoi
d6 an toan tuyét dbi, uy tin tir nha san xuat va thong tin minh bach dén ngudi tiéu
dung. Ddng thoi, tir két qua kiém dinh ctia Lé Thanh Tiép & Cao Thi Hoai (2024)
va Nguyén Thi Thuy Quynh (2022), mé hinh tich hop thém céc nhan té vé Gia ca
san pham va Chét luong dich vu — vbn 1a nhitng yéu t6 dugc ching minh c6 su
chi phbi manh mé dén quyét dinh chi tra (sy ddnh d6i tai chinh) va trai nghiém hd
trg k¥ thuat cia khach hang. Qua qua trinh tong hop, chon loc va diéu chinh dé
phtt hop voi bdi canh kinh doanh dic thu ctia POSO, tac gia dé xuat mot mé hinh
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nghién ciru chinh thirc véi cdu trac logic bao gdm 05 bién doc 1ap co tac dong
tryc tiép dén bién phu thudc (Su hai long cua khach hang c4 nhan), lan luot la:
(1) Chat lugng san pham, (2) Gia ca san pham, (3) Chét lwong dich vu, (4) Hoat
d6ng chiéu thi, va (5) Thuong hiéu. Nén tang dé xuit nay khong chi dam bao tinh
d6 tin cay khoa hoc thong qua viéc ké thira cac thang do di dugc kiém chirg ma
con bam sat vao dac tinh k¥ thuat cling nhu dinh vi thi truong cta san phém ABB

hién nay

Chat hrong san pham

Gia ca san pham

SU HAI LONG
Chat lrong dich vu » CUAKHACH
HANG
Hoat dong chiéu thi
Thuong hiéu

Hinh 1.7 M6 hinh nghién ciru hiéu chinh
1.7.2 Gidi thich cdc bién
Chdt lwong san phdm (HI): Phan anh cac dic diém k¥ thuat, do bén va tinh
an toan tuyét dbi cua thiét bj ABB (nhu kha ning ngét dién tirc thi cta RCBO/MCB).
Trong nganh dién, chét lwong con dugc hiéu 14 su xuat sic trong van hanh giup khach

hang tranh duoc cac rai ro chay nd (chi phi c¢6 thé tranh).

Dbi v6i nganh thiét bi dién dan dung ABB, chit lugng san pham thé hién &
kha nang van hanh on dinh, do an toan cao, tudi tho dai va kha nang bao v¢ hé théng
dién hiéu qua. Khi khach hang cam nhan san pham c6 chat lugng t6t, dap tmg duoc
nhu cau sir dung va dam bao an toan trong qua trinh van hanh, mutc d6 hai long sé& gia
tang. Nguoc lai, néu san pham thudng xuyén xay ra 16i hoic khong dap tng dugc ky

vong, khach hang sé& c6 xu hudng khong hai long.
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Do do, chat lugng san pham c6 moéi quan hé thuan chi€u véi sy hai long cia

khach hang. Chat lugng san phim cang cao thi sy hai 1ong ctia khach hang cang 16n.

Gid cd san phdam (H2): La murc chi phi ma khach hang phai bé ra (su hy sinh)
dé so hitu hé thong dién an toan. Sy hai 1ong hinh thanh khi khach hang cam thay
muc gid nay xing dang voi gia tri bao vé tinh mang va tai sdn ma ho nhan duoc.

Gi4 ca san pham 1a sd tién khach hang phai chi tra dé so hitu va sir dung san
pham. Theo Zeithaml (1988), khach hang thuong danh gia gia ca thong qua su so

sanh gitra 1o1 ich nhan dugc va chi phi bo ra.

Trong linh vuc thiét bi dién dan dung ABB, khach hang khong chi quan tam
dén mirc gia tuyét ddi ma con cha trong dén gia tri nhan dugc tur san phém nhu do
bén, d an toan va chi phi sir dung 1au dai. Khi khach hang cam thay murc gia phu hop
v6i chat lugng san pham va kha nang tai chinh ctia minh, ho s& c6 xu hudng hai long
hon. Nguoc lai, néu gia san pham qué cao so véi gia tri cam nhan, muc d6 hai long

c6 thé giam xudng.
Vi vay, gia ca hop 1y ¢ tac dong tich cuc dén su hai long cua khach hang.

Chdt leong dich vu (H3): Po ludng thong qua ning luc tu van giai phap k¥
thuat cua nhan vién, su tin cay trong thuc hi¢én cam két va kha nang dap tng nhanh
chong cic yéu cau cia khach hang. Dich vu t6t giap khach hang yén tdm rang hé

théng dién duoc thiét ké ding tiéu chuan k¥ thuat.

Chat luong dich vu 1a mirec do dap ung cua doanh nghiép ddi v6i nhu cau va
mong doi ctia khach hang trong qua trinh tu van, ban hang, giao hang va cham soc
sau ban hang. Theo mé hinh SERVQUAL ctia Parasuraman va cong sy (1988), chét
lugng dich vu dugc danh gid thong qua do tin cay, kha nang dap ung, ndng lyc phuc

vy, su dong cam va phuong tién hitu hinh.

Dbi voi khach hang mua thiét bi dién ABB, chat lwong dich vu dugc thé hién
thong qua kha nang tu van ky thuat, tbe do phan hoi yéu cau, thai do phuc vu cua
nhan vién va chinh sach bao hanh. M6t dich vu chuyén nghiép gitip khach hang cam
thiy dwoc quan tdm, giam thiéu rui ro khi mua hang va gia ting niém tin di véi

doanh nghiép.
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Do do, chat lugng dich vu ¢6 moi quan hé thudn chiéu voi sy hai long cia

khach hang.

Hoat dong chiéu thi (H4): Bao gém cac chuong trinh Marketing va khuyén
mai nham truyén tai thong tin vé an toan dién dén cong ddng. Cac hoat dong nay giup
khach hang nhan biét loi ich cta san phim va kich thich quyét dinh mua sim thong
qua céc uu dai gia tri.

Hoat dong chiéu thi 1a tip hop cac hoat dong truyén thong marketing nhim
cung cip thong tin, thuyét phuc va nhic nhd khach hang vé san pham hoic thuong
hiéu. Cac hoat dong niy bao gém quang céo, khuyén mii, quan hé cong chiing,

marketing truc tiép va truyén thong sb.

Trong bdi canh thi trudng thiét bi dién dan dung ngdy cang canh tranh, cic
hoat dong chiéu thi gitip khach hang hiéu rd hon vé tinh nang, loi ich va chat lugng
san pham ABB. Pong thoi, cac chuong trinh khuyén mai va cham soc khach hang

coOn tao ra gia tri gia tdng cho ngudi1 mua.

Khi khach hang nhan dugc nhiéu thong tin hiru ich va céac lgi ich bo sung tir

hoat dong chiéu thi, mirc dJ hai long ddi voi doanh nghiép s€ tang lén

Thirong hiéu (H5): La uy tin toan cau cta tip doan ABB va su chuyén nghiép
ctia Cong ty POSO tai dia ban Pa Nang. Thuong hiéu manh tao ra niém tin mic dinh
vé chat luong va 1 "l4 chan" tim 1y cho khach hang trude nhiing lo ngai vé hang gia,

hang kém chét luong.

Thuong hiéu 1a tap hop nhitng nhan thirc, cdm nhan va hinh anh ma khach
hang lién tuéng dén khi nhic dén mot doanh nghiép hodc san pham. Theo Kotler va
Keller (2016), thuong hiéu manh gitp khach hang giam thiéu rai ro trong qua trinh

lya chon va gia tdng ni€m tin do1 véi san pham.

ABB la thuong hiéu toan ciu trong linh vuc dién va ty dong hoa, dugc khach
hang d4anh gia cao vé chat luong, do an toan va cong nghé tién tién. Mot thuong hiéu
uy tin s€ tao cam gidc an tdm cho khach hang trude khi mua va trong qua trinh st

dung san pham.
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Do d6, thuong hiéu c6 tac dong tich cuc dén su hai 1ong cua khach hang. Uy
tin thuong hiéu cang cao thi khach hang cang c6 xu hudng hai 10ng hon véi san phim

va dich vu nhan duoc.

1.7.3 Gid thuyét nghién civu
* Gia thuyét 1: Chat lwong san pham

- HO1: Chét luong san pham khong anh hudng dén sy hai long cua khach hang ca
nhan khi st dung san pham thiét bj dién dan dung ABB cua cong ty TNHH K§ Thuat

Poso trén dia ban Pa Ning

- H11: Chat lugng san pham tac dong thuan chiéu dén sy hai long cta khach hang ca
nhan khi st dung san pham thiét bj dién dan dung ABB cua cong ty TNHH K§ Thuat

Poso trén dia ban Pa Ning
* Gia thuyét 2: Gia ca san pham
- H02: Gia ca san pham khong anh huong dén sy hai 10ng cua khach hang ca nhan

khi sir dung san pham thiét bi dién dan dung ABB ciia cong ty TNHH K§ Thuat Poso

trén dia ban Pa Nang

- H12: Gia ca san pham tac dong thuan chiéu dén sy hai long ctia khach hang ca nhan
khi str dung san pham thiét bi dién dan dung ABB ctia cong ty TNHH K§ Thuat Poso
trén dia ban Da Ning

* Gia thuyét 3: Chat luong dich vu

- HO3: Chat luong dich vu khong anh huong dén sy hai long ctia khach hang ca nhan
khi str dung san pham thiét bi dién dan dung ABB ctia cong ty TNHH K§ Thuét Poso

trén dia ban Pa Nang

- H13: Chét lugng dich vu tac dong thuan chiéu dén sy hai long ctia khach hang ca
nhan khi st dung san pham thiét bj dién dan dung ABB cua cong ty TNHH K§ Thuat

Poso trén dia ban Da Ning

* Gia thuyét 4: Hoat dong chiéu thi
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- HO4: Hoat dong chiéu thi khong anh hudng dén su hai long cua khach hang ca nhan
khi str dung san pham thiét bi dién dan dung ABB cuia cong ty TNHH K§ Thuat Poso

trén dia ban Pa Ning

- H14: Hoat dong chiéu thi tic dong thuan chiéu dén su hai 10ng cta khach hang ca
nhan khi st dung san pham thiét bj dién dan dung ABB cua cong ty TNHH K§ Thuat

Poso trén dia ban Pa Nang
* Gia thuyét 5: Thuong hiéu

- HO5: Thuong hié¢u khong anh hudng dén sy hai long ctia khach hang ca nhan khi sir
dung san pham thiét bi dién dan dung ABB cuia cong ty TNHH K§ Thuat Poso trén
dia ban Pa Ning

- H15: Thuong hiéu tac dong thuan chiéu dén sy hai 1ong ctia khach hang ca nhan khi
sit dung san pham thiét bi dién dan dung ABB ciia cong ty TNHH K§ Thuat Poso
trén dia ban Pa Ning
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CHUONG 2: TONG QUAN VE CONG TY TNHH KY THUAT

POSO VA CAC THIET KE NGHIEN CU'U CUA CAC YEU TO ANH
HUONG PEN SU HAI LONG CUA KHACH HANG KHI SU DUNG SAN
PHAM THIET BI PIEN ABB CUA CONG TY TNHH KY THUAT POSO

2.1 Tong quan va tinh hinh kinh doanh ciia cong ty TNHH K§ Thuit POSO

»

POSOTEC CO.,LTD

Power Solution For System

> “V/NG BUGc
Tarar I AN - ONG HANK
747 nh Gt /e e -

CONG TV THHH K¥ THUAT POSO

www.posotec.com

Hinh 2.1 Cong ty TNHH Ky Thuat POSO

CONG TY TNHH KY THUAT POSO - POSOTEC Co., Ltd

Giam ddc: Phan Huynh Uyén Trinh

MSDN: 0401357014

Tru s6 VPGD: K27/10 Hoang Hoa Tham, P. Thanh Khé, TP. ba Ne:mg, Viét Nam
Tru s& chinh: 37 Hoang Hoa Tham, P. Thanh Khé, TP. ba N'fmg

Vin phong Kho: 47/24 Hoang Vin Thai, P. Lién Chiéu, TP. Pa Nang

Vin phong dai dién TP. Hb Chi Minh: S6 52 Puong DC 8, P. Tay Thanh, TP Hb
Chi Minh

Vin phong dai dién Nha Trang: 41.02 Duong Thi Xuan Quy (dudng s6 15), KDT Ha
Quang 1, P. Phuéc Hai, TP Nha Trang, Tinh Khanh Hoa.

Ngay thanh lap: 17/05/2010
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Dién thoai: 02363 501 699 - 0935 228 628
Email: info@posotec.com

Website: www.posotec.co

2.1.1 Lich sir hinh thanh va phdt trién cia Cong ty TNHH K3 Thudt POSO

POSOTEC dugc thanh lap vao ngay 17 thang 05 nam 2010, khi nhan thay sy
phtc tap va khong doéng déu trong chit lugng san phim & nganh thuong mai vat tu
chdng sét. Vi tim nguyén mang nhiing diéu tich cuc, méi mé va hiéu qua cho ngudi
dung, hai nha sang 1ap xuat phat 13 nhimg K¥ su dién t6t nghiép nganh Hé Thong
Pién 1a Nguyén Hong Sang va Phan Huynh Uyén Trinh da dit nhimg vién gach nén
mong bang viée tiép xtic cac Cong ty thiét bi dién, cac Cong ty xdy dung, cira hang
nho dé hudng dan timg quay hang va lan téa kién thirc chuyén mén nganh tiép dia —
chdng sét. Pay chinh 1a budc dau giap POSOTEC nhan duoc sy tin tudng cia cic
tiéu thuong, cac dbi tac trong nganh dé dan mo rong két ndi dén nhitng hang thiét bi
16m, tén tuoi.

Niam 2012, sau nhiéu nd luc trién khai cac hé théng chdng sét nhé cho nha
dan, khach san, POSOTEC hop tac cung thuong hiéu ndi tiéng trong gidi chong sét:
Kim thu sét HELITA — Phap dam nhiém khu vyc mién Trung. Cung véi cac giai phap
chuyén sau, Cong ty duoc biét dén rong rai toan qudc 13 thuong hiéu chdng sét uy tin.
POSOTEC Brand Guideline trén hanh trinh Giai phdp nidng lugng cia minh khi tro
thanh Nha Phan Phéi chinh thirc khu vueec Mién Trung véi thuong hiéu ABB.

Chi 1 nam sau (2014), cong ty nhan ching nhan "Best Growth Of The Year
2014“ ndi bat nhat cua thuong hiéu toan cau ndy, chinh phuc cac mit hang gan nhu
chi c6 POSOTEC ban dugc trong hé thong day san pham cia ABB va cung cip cho
cac dy an nhu: SAMDI HOTEL, GRAND TOURAND, LAGUNA RESORT thoi do6.

Niam 2015, khi nha san xudt SANKOSHA — Nhit vé vt liéu giam dién tro dat
(GEM-trong linh vuc tiép dia) tim kiém ddi tac, hang d bi nhiéu noi tir chdi. Chi
riéng POSOTEC, véi tinh than “Vuot trdi giai phap — Bén bi dong hanh”, da bat tay
cing SANKOSHA dura giai phap ndy vao cac cong trinh Truyén tai dién va Dién lyc.
Pay 1a budc dém gop phan lam nén thuong hiéu Chdng sét toan dién cia POSOTEC
tai khu vuc mién Trung va trén ca nudc.
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Niam 2016, POSOTEC trién khai du 4n Chdng sét toan bo nha Ga Qudc té T2

Pa nang thanh cong.

Niam 2017, POSOTEC hoan thanh viéc cung cip nhimng 16 tu 16n MSB ABB
cho hang loat du 4n nha may tai Khu cong nghiép Thaco — Chu lai va phu hé thong
chdng sét toan khu vyc. Day ciing 1a nim POSOTEC khéi sy dong san pham/dy 4n
bién mat tro1 &p mai.

Nam 2018, POSOTEC trién khai va tham gia vao cac du an dién trong diém

khu vue, v6i du an ndi bat 1a Nang lugng mat tro1 Cu-Jut

Nam 2019, Coéng ty dat dugc thanh cong vuot tién d6 voi cac du an: Thi
nghiém dién Mién Trung, Nha xuong Thaco, Khu phtrc hop va nha xudong Hoa Phat
Quang Ngii, Nha mdy dién mit troi Trac Son, Ptrc Hué. Trién khai ky két hop tac
hop tac chién luge dai han véi thuong hiéu tu bang dién MBT. Bén canh do,
POSOTEC thanh cong cung cép & lap dit hé théng san pham Ning luong téi tao

chuin Chau Au véi hon 200 mai nha.

Niam 2020, POSOTEC lién tyc nang cao loi thé dan dau trong mang Tiép dia
- Chéng sét, Thiét bi dién Trung thé - Ha thé, thiét 1ap mdi quan h¢ ddi tac chién luoc

v6i nhiéu hang 16n nhu ABB, FIMER, RECOM, SANKOSHA.

Niam 2021, POSOTEC tiép tuc phét trién xoay quanh linh vuc Pién tai tao,
chdng sét ABB, FIMER va Hop tac chién lugc trd thanh Trung tdm bao hanh chinh
hang Bién tin FIMER — Y tai Viét Nam.

Niam 2022, thanh cong ra mat cong cu POSO LIGHTING TOOL giup dy toan
t6i wu va chinh xac vé mang chdng sét tiép dia. Phan phdi thém cac san pham chién
lugc tir Hitachi Energy.

Nam 2023, POSOTEC tiép tuc kién toan doi ngli, vuot qua suy thodi kinh té,

vuon minh phat trién cing xu huéng nang lwong xanh.

Nam 2024, POSOTEC but pha voi loat du an dién mat tréi quy mo 16n tai
mién Nam va mé rong sy hién dién bang hai vin phong dai dién tai TP. HCM va Nha

Trang.
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Nam 2025, POSOTEC ky niém 15 nam thanh 1ap va khai truong showroom
thiét bi dién Thuy ST, danh diu buéc tién méi trong hanh trinh phat trién. Pong thoi
tap trung ddy manh hé théng nang luong tai tao, khang dinh vai trd tién phong trong

linh vuc k¥ thuat dién.

2.1.2 Linh viee/san pham kinh doanh

Céc dich vu ma POSOTEC cung cap cho khach hang dé mang lai trai nghiém
t6t nhat 1a tu van giai phap, thiét ké co s; cung cap, lap dat, thi cong tron gbi cong
trinh; van hanh, bado dudng; kiém dinh chét luong dién nang, cai thién hi¢u qua su
dung

Linh vuc kinh doanh chinh ctia POSOTEC goém 4 nhém nganh chinh

Tiép dia chong sét 1a b phan quan trong nhat trong hé thong chng sét. Néu
kim thu sét 12 bo phan "hing" sét, thi hé thdng tiép dia dong vai tro giai phong ning
luong cuc 16n cua cu sét vao long d4t mot cach an toan va nhanh nhat, nham bao vé

tinh mang con ngudi va thiét b dién.

CHONG SET - TIEP DIA

Hinh 2.2 Tiép dia chéng sét
Thiét bi trung thé - ha thé dong vai trd mat xich quan trong dé truyén tai va

phan phdi dién ning tir tram bién ap dén ho tiéu thu
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THIET Bl TRUNG - HA THE

Hinh 2.3 Thiét bi trung thé - ha thé
Ning lwong mit troi 13 giai phap nang luong tai tao phat trién nhanh nhét tai
Viét Nam. Véi dic diém khi hau nhiét d6i, viéc khai thac anh sang mat tro1 khong

chi gitp bao vé mdi truong ma con mang lai loi ich kinh t€ 1au dai

NANG LUONG MAT TROI

Hinh 2.4 Nang luwgng mdt troi
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Hé théng kiém soat thong minh 14 giai phap tich hop cong nghé (Al IoT, Big
Data) dé ty dong hoa viéc giam sat, didu hanh va t6i vu hoa cic quy trinh trong toa

nha, nha may hodc thanh ph

THIET Bl THONG MINH

Hinh 2.5 Hé thong kiém sodt thong minh
2.1.3 Tam nhin, sir ménh va cdc gia tri cot 16i

a) TAm nhin

DPén nam 2026, POSO 1a dia chi tin ciy phan phdi cac nhin hang chat luong
cao trong nganh ning luong tai khu vuc Pong Nam A qua viéc cung cip giai phap
duoc thiét ké boi doi ngii chuyén gia véi cac san pham chét lwong cao cung véi chat
lwong phuc vu, hau mai chuyén nghi€p. Doanh sb6 100 triéu USD cua POSOTEC dén
nam 2026 dén tir cac kénh phan phdi trong pham vi Pong Nam A va cac di tac ban

hang dugc hd trg, ddo tao bai ban.

Niam 2026, dat doanh s 100tr USD/nam va la d6i tac tin cay kinh doanh giai
phap ning luong tai Dong Nam A

b) Str ménh

Cung cip va phan phdi giai phap nang luong cho khach hang mét cach hiéu

qua va nhanh chéng thong qua:
San pham chat lugng.

Giai phap k¥ thuat tbi uu.
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Chinh sach hau mai lau dai, ddng hanh cing khach hang tir khau giao nhan —
lap dat — bao hanh bao dudng dé xir Iy moi rui ro cé thé phat sinh. Xay dung mbi
quan h¢ 1au dai dua trén giai phap nang lugng hi¢u qua.
¢) Gia tri cot 16i

An toan: 13 yéu t6 then chét ma POSOTEC ludn dam bao trong cac giai phap,
quy trinh, quy dinh khi hop tic cing Quy khach hang - Pdi tac. Sy an toan dugc
chung t6i tuan thu nghiém ngit théng qua viéc ap dung hé thdng cac bién phap, giai
phap k¥ thuat nham ngin chin tic dong c6 hai va nguy hiém tir s ¢d ning lugng véi

con nguoi.

Uy tin: 13 su tin nhiém cua Quy khach hang - Pbi tac danh cho POSOTEC.
Diéu nay duoc xay dung nén tr ndi tai manh mé va caich POSOTEC xay dung mbi
quan hé hop tac bén vitng. Trong tit ca du an, nhan sy viing kién thtc - gidu kinh
nghiém tir POSOTEC luén cung cép giai phap k¥ thuat hiéu qua - linh hoat - toc do
nham hd trg Quy khach hang - Déi tac dat muc tiéu da dé ra. Bén canh d6, chung toi
luén dat minh vao vi tri nguoi dong hanh nham theo sat cong trinh, xir Iy moi rui ro

c6 thé phat sinh.

Tin tuong: Su tin tudng duoc thé hién qua 3 yéu to

Chat lugng san pham cung cip cho d6i tac ludn dat chuan

Cung trng giai phap k¥ thuat chinh xac - hiéu qua

+ 4+ o+

Chinh sach hau mai lau dai
Khéng chi dting & vai tro nha cung cap don thuan, POSOTEC luén hudng dén
su hop tac bén viing, gop phan cing Quy khach hang - Déi tic hoan thanh muc tiéu
theo dung tién d6 va an toan.

M&i quan hé chat luong: Véi uy tin, niém tin dugc gui trao tir Quy khach hang
- Péi tac va doi ngii nhan vién, POSOTEC ludn huéng dén mdi quan hé bén viing -
su hop tac viing bén dé dat su hai long cao nhat thong qua tinh than hop tac cao nhét

trong moi duy 4n
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2.1.4 Co céu t6 chirc

So do co cau to chire

[/ Cone1v sty DO TG CHU'C CONG TY TNHH KY THUAT POSO
(hmjxlf;.t;nh kem theo Quyét dinh s6 2201/2026/QD-POSOTEC ky ngay 22/01/2026)

{
W\ POS(

e

Gidm déc

Ban Kiém soat |

I I | I | 1

Khéi Dy 4n - Ky Khéi Tai chinh - Phong Hanh chinh Kh6i VPBD VPDD
thudt K€ todn - Vit tw nhan sy Thuwong mai H® Chi Minh Nha Trang
H  Phong Dy 4n e e Thigﬁgi "
i Phomi)ghl\idél ké - Phbnﬁo‘?cthm Ké Phong Marketing
‘4 Phong Thi Céng ‘

Hinh 2.6 So dé co céu to chirc

(Nguén: Phong Hanh chinh nhan su)

2.1.5 Chirc nang va nhiém vu cua cac phong ban

Ban Giam d6c va Ban Kiém soat Tai cap cao nhat, Giam ddc giit vai tro lanh
dao toan di¢n, chiu trach nhi¢ém dinh hudng chién luoc phat trién dai han va dua ra
cac quyét dinh quan tri then chdt dé diéu hanh moi hoat dong cia POSOTEC. Hb tro
tryc tiép cho cong tac quan tri 1a Ban Kiém soat, co quan dong vai trd tham muu
chuyén sau, thuc hién giam sét tinh tuan thu, kiém tra viéc thuc thi cac quy trinh ndi
bd va danh gié rui ro nham bao dam sy minh bach cling nhu hi¢u qua cao nhét trong

hoat dong kinh doanh cua doanh nghiép.

Khéi Dy an - K¥ thuat: Pay 1a don vi tién phong trong viéc dam bao chit
luong va nghién ciru d6i méi cong nghé tai POSOTEC. Khéi van hanh dya trén ba
try cot chinh: Phong Du 4n chiu trach nhiém diéu phdi va quan 1y tién do; Phong
Thiét ké - O&M tap trung nghién ctru giai phap k¥ thuat téi wu két hop véi chire ning

quan ly van hanh, bao tri thiét bi; va Phong Thi cong truc tiép trién khai lép dat tai
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hién truong. Vi su hd tro cta cac cong cu chuyén dung nhu may do dién tro dat va
bd khudn han héa nhiét, khdi dam bao moi cong trinh déu an toan, dat tiéu chuin ky

thuat cao va dem lai trai nghiém van hanh tot nhat cho khach hang.

Phong Hanh chinh Nhan sy dong vai tro 1a bd may van hanh trung tdm vé con
ngudi va phap 1y, Phong Hanh chinh Nhan sy chiu trach nhiém quan tri ngudn nhan
Iire, ddo tao va phat trién d6i ngii. Bén canh d6, phong con dam nhédn cac cong tac vé
phap ché, van thu, quan 1y ho so va diéu phdi cac hoat dong hanh chinh noi b. Nhiém
vu trong tam cua phong la xay dung méi truong lam viéc chuyén nghi€p, dam bao
toan bo hé thong cong ty hoat dong 6n dinh, gan két va tuan thi nghiém ngit cac quy

dinh cua phép luat hién hanh.

Khdi Tai chinh - Ké toan - Vat tu Khéi nay chiu trach nhiém quan 1y dong
tién, hach toan ké toan, kiém soat cong no va thuc hién cac nghia vu thué thong qua
Phong Tai chinh - Ké toan. Song song d6, Phong Vat tu Ké hoach thudc khéi nay
dam nhiém viéc quan 1y hé thong kho bai, 1ap ké hoach cung tng va diéu phdi vat tu
thiét yéu phuc vu kip thoi cho cac du 4n thi cong, gitip t6i wu hoa ngudn lic tai chinh

va hau can cho doanh nghiép.

Khéi Thuong mai 13 luc lugng nong cdt trong viée thic ddy ting trudng doanh
thu va mo rong thi phan cho cong ty thong qua Phong Thuong mai va Phong
Marketing. Bo phan nay chiu trach nhi¢m chu dong tim kiém khach hang tiem nang,
xay dyung long tin va thiét 1ap mdi quan hé hop tac 1au dai. Bén canh viéc trién khai
ké hoach kinh doanh va bao céo két qua dinh ky, khéi con déng vai tro 1a cau ndi
quan trong trong viéc cham soc khach hang, dé xuat cac giai phap cai thién hiéu qua

dé duy tri uy tin cia POSOTEC trén thi truong nang luong.

Vin phong Pai dién (Nha Trang va TP. Ho6 Chi Minh) Cac Vian phong Pai
dién dong vai trd mé rong tdm anh hudéng cia POSOTEC tai cac khu vyc kinh té
trong diém. Cac van phong nay thyc hién nhiém vy tiép nhan yéu cau tir khach hang
dia phuong, diéu phéi trién khai du an tai chd va duy tri sy hi¢n dién thuong hiéu,
gitip doanh nghiép phan tng nhanh chéng véi cac co hdi thi truong tai mién Nam va
khu vyc Nam Trung B, dam bao su két ndi thong subt gitra try s& chinh va céc khu

vuc du an.
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2.2 Céc yéu to mdi trudong anh hwéng dén hoat dong ciiacong ty TNHH K§ Thuat
POSO
2.2.1 Moi truong vi moé

a. Khach hang

Khach hang cua POSO chu yéu 1a doanh nghiép 16n, bén canh d6 POSO con
c6 mot lwong khach hang c4 nhan ciing dang ké. Trong gia doan tir nim 2024 — 2025
cong ty hop tac véi cac doanh nghiép 16n diy tiém ning cung v6i doi ngii ki thuat

lap dit thi céng cho nhém khach hang ho gia dinh.

Déi v6i khach hang 14 doanh nghiép 16n, dé tiép can duoc ho, cong ty can co
chién lugc marketing riéng tiép can voi khach hang. Cong ty lién hé v6i khach hang
chu yéu qua email, goi dién thoai, marketing truc tiép dé léy dugc long tin cia khach

hang di dén hop tac 1au dai.

Déi véi khach hang ca nhan, dé tiép can dugc ho, cong ty can co chién lugc
marketing riéng vé mang xa hoi, qua cac kénh truyén thong dé quang bé hinh anh va
thuong hiéu dén v6i nhiéu khach hang tir 6 thu hiit duge nhicu khach hang quan tam

tGi san pham thiét bi dién hay céc giai phap ning luong dién tdi uu cho gia dinh.

Nam 2024, POSO c6 vinh du dugc Tap doan Hoa Phat day la nhom khach
hang cong nghiép ning tin tuong va biét dén. Khach hang nay da mang lai du 4n c6
quy mo lon nhat vé nang lugng tai tao cho POSO. Du an Thiét ké, thi cong lép dat
hé théng nang luong mit troi (NLMT) tai Nha may Ong thép Hoa Phat Long An v&i
cong suit 1én dén 4000 kWp. Vi mot hé théng co cong suit cuc 16n nhu vay, POSO
d3 khang dinh dugc kha niang quan 1y du an phtc tap va trinh do k¥ thuat cao. Tac
dong cua khach hang nay ddi véi POSO 14 v6 cung 16n, khong chi mang lai doanh
thu ma con tao ra uy tin tuyét ddi gitp cong ty dé dang tiép can cac du an nang lugng

cong nghiép quy mo 16n khéc trong tuong lai.

Ciing trong nim 2024, POSO tham gia vao phan khuc ha ting ning luong
trong diém thong qua du 4n tai Tram bién ap 220kV Hai ChAu, thyuc hién Thi cong
lép dat hé théng chéng sét va hé théng dién mat troi. Khac véi cac doanh nghiép tu
nhan, khach hang thudc khdi Nha nude nhu Tong cong ty Truyén tai dién Quéc gia

(EVNNPT) yéu ciu sy chuan chinh tuyét d6i vé hd so phép 1y, tiéu chuan k¥ thuat an
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toan dién ludi qubc gia. Viéc tham gia du an nay chimg minh POSO khéng chi manh
vé lip dat NLMT dan dung/cong nghiép ma con c¢é du ning luc chuyén mén dé thuc

hién cac h¢ thong bao v¢ chong sét cho ha ting dién nang quan trong cia quoc gia.

Trong ké hoach niam 2025 POSO di thanh cong 1ay duoc 1ong tin cia chudi
du 4n Bach hoa xanh vé viée thiét ké va lip dit hé thong MEP, M&E. Thong qua
chién lugc tiép can truc tiép day uy tin, POSOTEC khéong chi mang lai gia tri van
hanh t6i wu ma con 1 d6i tic dong hanh tin cay gitp cac doanh nghiép hién thuc hoa

cam két "san xuat xanh" va phat trién bén virng.
b. Nha cung cap

Trong hé thong kinh doanh ctia POSOTEC, céac nha cung cip khong chi don
thuan 12 don vi ban hang ma con déng vai tro 1a ddi tic nén tang viing chic, quyét
dinh tryc tiép dén chat luong dau vao va uy tin cia doanh nghiép. Hién nay,
POSOTEC di thiét 1ap mbi quan hé chién lugc bén viing vdi cac tip doan cong nghé
hang dau thé gidi nhu ABB, Hitachi, Risen, Fimer va cc giai phap luu trit ning luong
tir SoraBess Energy, Sankosa. Pay 13 nhitng mat xich quan trong gitip doanh nghiép
xay dung nang luc thuc thi du an vuot tréi. Viée Iwa chon cac thuong hiéu danh tiéng
nhu tAm pin tir Risen hay bién tan (Inverter) tir ABB/Fimer giup cac cong trinh do
POSOTEC thuc hién dat dugc tinh dam bao cao, tir 36 dé dang duoc cac ngan hang
chap nhan giai ngan. Diéu nay khong chi gitp giam ap lyc tai chinh cho cac chii dau

tu ma con truc tiép 1am ting ty 16 chdt hop dong cho cong ty.

Sy tac dong cua cac nha cung cip con thé hién rd nét qua viéc ning cao tudi
tho va tinh tién phong cta cic giai phap k¥ thuat. Thong qua su chuyén giao cong
nghé tir Hitachi Energy (mdy bién 4p, thiét bi dong cat) va Fimer (tién than 1a mang
Solar ciia ABB), POSOTEC c6 kha ning cung cap cac hé thong c6 do bén cao, 1én
dén 20-25 nim. Dién hinh 13 du an Nha may Ong thép Hoa Phat Long An (2024),
POSOTEC da ting dung thanh cong 5.716 tdm pin Risen 700Wp két hop cung hé
thdng Inverter Huawei hién dai, minh ching cho su phdi hop nhip nhang giita cong
nghé quéc té va nang luc thi cong ndi dia. Pac biét, sy dff)ng hanh cua hé théng luu
trit SoraBess dang giup POSOTEC dan dau phan khiic Solar Hybrid — xu huéng tat

yéu cua thi trudng ning luong nim 2025.
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Bén canh cac thiét bi ngoai nhap, POSOTEC con tdi uu hoa chudi cung ung
bang cach két hop véi cac thuong hiéu uy tin trong nuée nhu day cap dién Cadivi hay
hé théng khung d& Sunrak VN. Viéc duy tri mbi quan hé dbi tac 1au ndm véi ca cac
hang 16n quéc té va nha cung cip nodi dia gitp POSOTEC nhén dugc cac chinh sach
chiét khau wu tién va hd tro k¥ thuat truc tiép. Pay 1a loi thé canh tranh cdt 161 gitp
doanh nghiép duy tri bién loi nhuén 6n dinh va dam bao tién do cung tmg vat tu, ngay
ca khi thi truong linh kién ban dan toan ciu c6 nhiing bién dong phirc tap. Sy tin ciy
tir cac nha cung cap chinh 1a nén tang d& POSOTEC thyc hién thanh céng cac du an
khat khe nhu hé thong chong sét ABB/Furse tai Khu phtrc hop Hoa Phat Quang Ngai
hay Intercontinental Pa Ning, khang dinh vi thé nha thau EPC hang dau.

c. Poi thii canh tranh

Trong linh vuc cung cap thiét bi dién, Cong ty Dién Hop Long la di thu truc
tiép tao ap luc 16n 1én POSO vé quy md phan phdi. Piém manh ctia Hop Long 13 hé
théng mang ludi rong khap va kha niang t6i wu gia thanh nhd nhap hang s6 luong 16m,
tor d6 dua ra muc gid uvu dai hon cho cac don hang thuong mai. Nguoc lai, diém manh
ctia POSO khong nim & cudc dua gia ré ma 13 uy tin ctia mot ddi tac chién lugc da
ddng hanh ciing tap doan ABB trong suét 12 nim. POSO tp trung vio cac giai phap
k¥ thuat tich hop c6 do bén cao tir 20-25 nam va hd tro k¥ thuat truc tiép cho du an.
Piém yéu cia POSO so voi Hop Long 14 d6 phu thi trudng ban 18 thiét bi rdi con han
ché, nhung bu lai, cong ty giit vitng duoc bién loi nhuan 6n dinh nho cac goi thau lap

dit tron goi yéu cau chuyén mén sau thay vi chi thuan tay ban 1¢.

Péi thi manh vé quy md thuong mai va mang luéi phan phéi rong khap. Tiéu
biéu 1a Cong ty Thiét bi dién Bén Thanh va An Lac Phat. Loi thé c¢6t 16i cia nhom
nay nam & ning luc tai chinh va danh muc san pham da dang (Multi-brand). Bang
viéc phan phdi dong thoi nhiu hang nhu Schneider, Mitsubishi, LS va ca ABB, céc
don vi ndy dong vai tro 1a nhitng "si€u thi dién" c6 kha nang dap tng tron goi moi
nhu cau cta du an. Trong khi do, Van Thién Tin lai tao ra suc €p 16n thong qua chinh
sach chiét khau linh hoat va mbi quan hé sau rong voi cac nha thau xay dung. Logic
canh tranh cua nhom nay la léy ) lugng va su da dang dé t6i wu hoa chi phi, khién
POSOTEC géap thach thuc khi khach hang uu tién sy tién lgi "mua tat ca tai mot noi"
hozc doi hoi mirc chiét khiu cao cho cac du an phd thong.
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Péi thit manh vé uy tin dia phuong va giai phap k¥ thuat chuyén sau. O phan
khuc ban 1¢ va nhan dién thuong hiéu, Cong ty Tuyét Cuong la ddi thi dang gom
nhat. Vi hé thong ctra hang tai cac vi tri dac dia va bé day lich sir tai Pa Nang, Tuyét
Cuong d3 xdy dung duoc niém tin virng chic trong tam tri khach hang c4 nhan va doi
ngil tho dién dia phuong. Nguoc lai, & phan khuc cao cap doi hoi ham lwong ky thuat
cao, Cong ty New Tech lai 1a ddi thu truc tiép nhat cia POSOTEC. New Tech tip
trung vao cac giai phap dién thong minh va tiéu chuin Chau Au, canh tranh bang
nang luc thiét ké va tu van giai phap hé thdng ddng bd cho cac cong trinh biét thu,
resort cao cap. Pay 1a nhom dbi thu canh tranh bang gia tri gia ting va sy am hiéu k¥
thuat, doi hoi POSOTEC phai khong ngimg ning cao chét luong dich vu hau mii va

trinh d§ chuyén mon cua doi ngii ky su.
d. Nhan sw

Doi ngii nhan sy 14 nén tang cbt 16i giup cong ty duy tri 1oi thé canh tranh k¥
thuat bén vitng. Cong ty sé hiru luc luong lao dong chat lwong cao véi trinh d6 chuyén
mon da dang tir Cao déng dén Thac sf, trong d6 nhan sy ¢o trinh d§ DPai hoc chiém ty
trong cao nhat. Luc lugng nay khong chi ndm vitng 1y thuyét han 1am ma con c¢6 k¥
nang thue thi chuyén siu, giap POSOTEC lam chu cong nghé tir cac dbi tac qubc té
nhu ABB, Huawei. Su phdi hop nhip nhang giira d6i ngii k¥ su thiét ké va k¥ thuat
vién hién truong di gitp cong ty hoan thanh xuat sic cac du an khat khe vé an toan
va tién d6 nhu Nha may Ong thép Hoa Phét (4000 kWp) hay Tram bién ap 220kV
Hai Chau.

e. Cong chung

Trong mit cong ddng va cong chiing, POSOTEC duoc don nhan nhu mot don
vi tién phong trong chién luoc "xanh héa" nén kinh té va phat trién bén viing. Hinh
anh thuong hi€u duogc khéng dinh tich cuc thong qua viéc trién khai cac du an nang
luong sach tai cac don vi uy tin nhu Intercontinental Da Ning va céc co sé gido duc.
Dic biét, uy tin cua cong ty con thé hién qua su tin tudng ciia cac to chirc tai chinh,
gitup khach hang sir dung dich vu cia POSOTEC dé dang dugc ngan hang giai ngan
von dau tu. Thong qua cac dy 4n mang tinh lan téa nhu chudi Bach Héa Xanh hay

Toyota Ca Mau, POSOTEC khong chi cung cap giai phap k¥ thuat ma con thanh cong
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trong viéc lan tda gia tri song xanh, xay dung niém tin vitng chac vé mot doanh nghi¢p

Viét Nam c6 trach nhiém xa héi va nang luc dat chuan quoc te.

2.2.2 Moi truong vi mo

a. Kinh té

Giai doan 2024 - 2025, kinh té Viét Nam phuc hdi manh mé& véi GDP nam
2024 tang 7,09% va dat 7,85% trong 9 thang ddu nim 2025. Pong luc ting truong
cha yéu dén tir khu vuc cong nghiép - xay dung (ting 8,24%) va lan séng vén FDI
thyc hién dat muc ky luc 25,35 ty USD. Sy khoi sdc nay cung kim ngach xuét khau
dat 405 ty USD nam 2024 da thic day cac doanh nghiép san xuat mo rong quy mo

va uu tién chuyén do6i xanh dé dap tng ti€éu chuan qudc teé.

Péi voi POSOTEC, bbi canh nay tao ra nhu cau 16n cho cac hé thong ning
lugng tai tao va ha téng dién an toan. Viéc nganh ché bién, ché tao tdng truong manh
(9,6%) 14 co s& dé cong ty trién khai thanh cong cac du an quy mé 16n nhu Hoa Phat
Long An (4000 kWp) va Kai Metal Asia (358,02 kWp). Pong thoi, sy hdi phuc cia
nganh dich vu (tang trén 10%) gitp gia ting cic goi thau co dién va chdng sét tai
Intercontinental Pa Nang hay chudi Bach Hoa Xanh. Ngoai ra, chinh sach tién té linh
hoat két hop uy tin cong nghé gitp cac du an cia POSOTEC dé dang dwoc ngan hang
giai ngan von, hd trg khach hang t6i wu hoa chi phi niang luong trong diéu kién kinh
té moi.

b. Chinh tri - Phap luat

Sy chuyén dich manh mé& vé thé ché qua Nghi quyét phat trién ning luong
quéc gia (2026-2030) di tao hanh lang phap 1y thuan loi cho hoat dong cua
POSOTEC. Viéc don gian hoa tha tuc dau tu, phan quyén cap nhat quy hoach linh
hoat va dic biét 1a co ché Mua ban dién truc tiép (DPPA) mo rong cho cac Khu cong
nghiép di tao don bay dé cong ty trién khai cac dy 4n quy mé 16n nhu Hoa Phéat Long
An hay Nha May Kai Metal Asia Thiét ké. Bén canh d6, chinh sach wu tién bo sung
pin luu trit ning lugng (BESS) vao quy hoach qudc gia 1a co hdi vang ¢ POSOTEC
day manh giai phap Solar Hybrid két hop cong nghé SoraBess. Tuy nhién, cac quy
dinh khét khe hon vé an toan PCCC va tiéu chuan k¥ thuat trong Nghi quyét méi
cling dat ra yéu cau POSOTEC phai duy tri nghiém ngit chat lugng thiét bi tir cac d6i
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tac ABB, Huawei dé dam bao tinh phap 1y va uy tin khi thuc hién cac géi thau 16n
nhu Thay dién Tra Linh 2 hay Intercontinental Pa Nang.

c. Van hoa — Xa hoi

Xu huéng tiéu ding nim 2025 tai Viét Nam dang dich chuyén manh mé sang
su két hop gitra thuong mai x3 hoi va tiéu ding bén virng. Ngudi mua hién nay coi
trong cac san phém phan anh trach nhiém xa hoi va than thién vé1 moi truong, tao
diéu kién thuan loi & POSOTEC day manh céac giai phap ning luong sach nhu ning
lugng mat troi cho cac ddi tac 1on nhu Hoa Phat, Betrimex. Déng thoi, van hoa tiéu
ding doi hoi POSOTEC phai minh bach vé chudi cung g va ning cao uy tin thuong
hiéu thong qua cac thiét bi dat chuan quéc té (ABB, Huawei) dé cung c¢d niém tin va

su gan bo lau dai ciia khach hang.
d. Nhan khau hoc

Su chuyén dich co ciu dan s6 va lao dong tai Viét Nam dang tadc dong manh
mé dén chién luge cia POSOTEC. Thir nhét, tan dung tho1i ky "dan $6 vang" va trinh
d6 lao dong duoc cai thién (ty 16 co bang cap dat 28,3%), POSOTEC di xay dung doi
ngil nhan sy nong cdt gdm nhiéu Thac si va K¥ su tré nhay bén, giup doanh nghiép
1am chii cac cong nghé phuc tap tir Al dén hé thong quéan tri MISA. Thi hai, qua trinh
do6 thi hoa nhanh tai cac khu vuc trong diém nhu Pa Nﬁng, Long An, Ca Mau lam gia
tang mat do dan cu tai cac khu cong nghiép va nghi dudng. Picu nay doi hoi cac giai
phap nang luong va an toan dién phai dat do chinh xéac tuyét ddi, tao co hoi cho
POSOTEC trién khai cac du an tiéu chuin cao nhu Hoa Phit Long An va

Intercontinental Pa Ning dé bao vé cong dong.
e. Cong nghé

Trong ky nguyén 4.0, cong nghé 1 yéu t6 then chdt gitp POSOTEC duy tri vi
thé dan dau thong qua viéc 1am chu cac cong nghé 15i tir cac dbi tac chién lugc nhu
ABB, Huawei, Hitachi va Fimer. Viéc tmg dung thiét bi tién tién gitip doanh nghiép
thuc hién thanh coéng cac dy an quy md 1én nhu Nha may Ong thép Hoa Phat Long
An (4000 kWp) va Nha May Kai Metal Asia thi cong lap dat hé thong NLMT cong
suat: 358,02 kWp véi d6 bén cam két tir 20-25 nam. Pic biét, Tri tué nhan tao (Al)
d3 tao dot pha khi hd tro k§ su mo phong t6i wu hoa thiét ké va diéu phdi thong minh
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ngudn dién cho hé thdng Solar Hybrid sir dung luu trit SoraBess. Ngoai ra, Al tich
hop trong Inverter Huawei cho phép giadm sat va bao tri tién doan, tu dong phat hién
16i theo thoi gian thyc. Su nhay bén cong nghé cung viée tmg dung phan mém MISA
khong chi ning cao chat lugng k¥ thuat, quan 1y dong tién chit chd ma con xay dung

uy tin cao, gitip khach hang dé dang duoc ngan hang giai ngan von du an.
f. Tw nhién

Trong méi trudng vi mo, yéu td ty nhién tai Viét Nam 1a "con dao hai lugi"
tac dong truc tiép dén chién luge kinh doanh ciia POSOTEC. Thi tiét khic nghiét
v6i nang ndng gay gat va thién tai bat thudng — dién hinh 12 strc tan phd cta cac con
bao 16n trong ndm 2025 nhu bio Tra Mi (Bio sb 6), bio Yinxing (Bio s6 7) va bdo
Toraji (Bio s6 8) voi cudng do gio giat va dong sét dir doi — vira 1a thach thirc gay
gian doan thi cong, vira 1a dong luc thuc ddy nhu cau thi truong d6i véi cac giai phap

an toan dién bén virng.

Cuong d6 birc xa nhiét cao tai mién Trung va Nam gitp cac du 4n ning luong
mat tro1 (NLMT) dat hiéu suét toi wu, tiéu biéu nhu du an Hoa Phat Long An (4000
kWp), Nha May Kai Metal Asia thi cong lap dat hé théng NLMT véi cong sut
358,02 kWp va Toyota Ca Mau (138,8 kWp). Mit khac, nhitng bién cd thoi tiét nhu
dong sét trong cac con bdo 16n nam 2025 ké ca nhung vu chay thuong tim(Tra Mi,
Yinxing, Toraji) lai 1a co hoi dé cong ty khang dinh vai trd bao vé ha tang qua céc
g061 thau chéng sét tiép dia tai Thuy dién Tra Linh 2, Khu quang Bauxit - Lao va
Intercontinental Pa Néng cting nhirng san pham thiét bi dién dan dung. Viéc két hop
thiét bi chiu lyc tir ABB, Huawei va hé khung Sunrak VN gitip cong trinh dtng viing
trude thién tai, bién bat lgi khach quan thanh minh chtng cho ning lyc (mg pho va

cam két chat lwong cua doanh nghiép.

2.3 Tinh hinh ngudn lyc cia cong ty TNHH K§ Thuiat POSO
2.3.1 Co 56 vt chat

Dé dap mg yéu cau k¥ thuat khit khe cua cic du 4n ning luong tai tao, thiét
bi dién va chéng Sét - tiép dia, POSOTEC d3 dau tu hé théng co s& vat chat dé)ng bo,
dat chuén, phuc vu hi¢u qua cho ca khdi van phong va khoi ky thuat thi cong. Tai
khong gian lam viéc ndi bo do bo phan Hanh chinh nhan sy truc tiép quan 1y, ha tﬁng

dugc trang bi hién dai v6i 13 dan may tinh dong bg, hé thong hon 80 ban ghé 1am
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viéc va hop, 15 camera giam sat an ninh cung day du thiét bi tién ich (may in, may
lanh, tivi), gitup toi wu hoa cong tac thiét ké ky thuat, mé phong ning lwong va quan
tri van hanh tron tru. P6i v6i cong tac thi cong hién truong, cong ty diéu dong 2 xe 6
t6 chuyén chd cung danh muc may moéc chuyén nganh da dang nhu thiét bi do dién
trer dat, thiét bi kiém tra cach dién PV, may dong coc tiép dia, kim bam cos thuy luc
va bd khuon han hoa nhiét. Sy dau tu bai ban nay la co sé virng chic dé¢ POSOTEC
trién khai an toan cac du an quy mé 16n véi do bén cam két 20-25 nam, tiéu biéu nhu
dy 4an Hoa Phat Long An hay chudi Bach Hoa Xanh. Song song do, cong tic quan tri
riii ro va an toan lao dong duoc tuan thu tuyét ddi thong qua viéc cap phat 100% trang
thiét bi bao ho (day dai, mil, quin 4o chuyén dung) cho nhan su truc tiép thi cong. Sy
chuan bi toan dién vé co sd vat chat khong chi gitp doi ngii k¥ su, ky thuat vién an
tam tac nghiép trong cac diéu kién khic nghiét ma con cung c¢d ning luc thi cong,
khang dinh uy tin va gia tri c6t 16i vé su an toan ma doanh nghiép da day cong xay

dung sudt 15 nim qua.

2.3.2 Nguén nhan lyc
Mot cong ty mudn phat trién vitng manh thi yéu td quan trong khong thé thiéu
d6 chinh 12 ngudn nhan lyc ctia cong ty cu thé 1a nhitng nhan su. Yéu t6 con ngudi la

yéu t6 quyét dinh dén thanh bai ctia doanh nghiép
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Béang 3.1 Phan tich nhan su cong ty TNHH Ky Thuat POSO
nam 2023-2025

2023 2024 2025 2024/2023 | 2025/2024
S6 | Tylé Sb Ty 1& S6 | Tylé Chénh Chénh
Tong lao | luong | (%) lugng | (%) lugng | (%) 1&ch 1&ch
dong 26 100 32 100 37 | 100 6 5
1. Theo gidi tinh
Nam 16 61,5 18 56,3 22 59,5 2 4
Nir 10 38,5 14 43,8 15 40,5 4 1
2. Theo dd tudi
T 21-30 10 38,5 13 40,6 18 48,6 3 5
T 31-40 11 423 12 37,5 11 29,7 1 -1
Trén 40 5 19,2 7 21,9 8 21,6 2 1
3. Theo trinh do
Cao ding 7 26,9 10 31,3 8 21,6 3 -2
Dai hoc 18 69,2 21 65,6 28 75,7 3 7
Thac si 1 3.8 1 3,1 1 2,7 0 0

(Nguén: Phong Hanh chinh nhan su)

Nhan xét:Qua bang phan tich s liéu vé nhan sy & trén ta nhan thiy c6 nhiing
du thay d6i nhung khong qua 16n. V& quy mé tong lao dong thi sé luong nhan su cia
don vi c6 sy ting truong lién tuc va 6n dinh, tir 26 ngudi nam 2023 1én 37 nguodi ndm
2025. Sy gia tang trung binh khoang 5-6 nguoi méi nam cho thdy don vi dang trong
giai doan mé rong quy mo hoat dong. Didu nay cho thay niang luc tai chinh va nhu
cau khoi lugng cong viéc dang tang l1én, do1 héi mdt lyc lugng lao dong ddi dao hon

dé dap tmg muc tiéu phat trién.

Dbéi véi muc gi61 tinh, mac du co su bién dong nhe (nit ting manh vao nam
2024), nhung nhin chung nam gi6i van chiém ty trong 16n (ludn trén 56%). Viéc duy
tri ty 1€ nam gidi cao, dac biét 1a sy tang thém 4 lao dong nam vao nam 2025, cho
théy dac thu cong viéc cua don vi doi hoi cuong do cao, su bén bi hodc céc cong viéc
k¥ thudt/van hanh ma nam gidi c6 wu thé. Sy diéu chinh nay gitp don vi dam bao

duoc tinh 6n dinh va kha nang chiu ap lyc trong cac mang cong vi¢c dac thu.
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Vé co cu do tudi 1a muc c6 su thay doi mang tinh chién lugc nhét khi nhom
tudi 21-30 ting vot tir 38,5% lén 48,6%. Nguoc lai, nhom 31-40 lai sut giam vé ty
trong tir 42,3% nam 2023 xudng 29,7% nam 2025. Diéu nay chi ra rang don vi dang
thuc hién chién luoc tré hoa doi ngil. Viéc tap trung vao lao dong tré giap don vi s¢
hiru nguén nhan lyc ning dong, nhay bén voi cong nghé va dé thich nghi voi cai mai.
Tuy nhién, sy syt giam & nhom tudi trung gian (31-40) ciing dit ra thach thirc vé viée

thiéu hut lyc lugng c¢6 kinh nghiém quan ly tam trung va sy on dinh dai1 han.

Déi v6i chuyén mén ta thiy co cdu trinh d6 chuyén dich manh m& sang nhom
Pai hoc (chiém t6i 75,7% vao nam 2025), trong khi nhom Cao dang giam dan tir
26,9%(2023) xudng 21,6% (2025). Su thay d6i ndy mang y nghia nang cao chat luong
ngudn nhan luc. Ciing trong ba nam 2023 dén 2025 nhém dai hoc van chiém s6 phan
tram cao nhat trong 3 nhom 1an luot 69,2%, 65,6% va 75,7%. Viéc uu tién tuyén dung
lao dong c6 trinh do cao cho thay don vi dang hudng téi sy chuyén nghiép hoa, tap
trung vao ham luong tri thirc trong cong viéc dé ting kha ning canh tranh. Riéng
nhém Thac si khong doi vé s luong cho théy don vi hién tai uu tién luc lugng thuc

thi chuyén mén (Pai hoc) hon 13 luc lwong nghién ctru sdu hodc quan 1y cép cao.

2.3.3 Nguon lyc tai chinh
Nguon luc cia doanh nghiép duoc thé hién qua quy mo tai sdn va co cau ngudn
von, hai chi s6 nay cho ta cai nhin tong qua v¢ tai chinh ctia doanh nghiép dé xem

doanh nghiép hoat dong nhu thé nao.
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Biang 2.2 Bing cin d6i ké toan nim 2023 — 2025

(Pon vi: Ty dong)

CHI TIEU 2023 2024 2025

A. Tai san ngin han 47,4 56 56.4
Tién va cac khoang tuong duong tién 13,5 16,5 17.3
Céc khoan phai thu ngin han 17,6 22,1 20.2
Tai san ngén han khac 16,3 17,4 18.9
B. Tai sian dai han 37,1 40,7 44.8
Cac khoan phai thu dai han 4,6 4,9 54
Tai san cb dinh 28,7 30,6 32.3
Tai san dai han khac 3,8 5,2 7.1
TONG TAI SAN 84,5 96,7 101.2
A. No phai tra 55,2 61 58
No ngin han 37,6 43,9 42.7
No dai han 17,6 17,1 15.3
B. Von chii s& hiru 29,3 35,7 43.2
TONG NGUON VON 84,5 96,7 101.2

(Nguon: Phong Ké todn tdi chinh)
Nhan xét:

Trong giai doan tir nam 2023 dén 2025, quy mo tai san ciia cong ty thé hién
su ting truong on dinh va bén ving, ting tir 84,5 ty dong 1én 101,2 ty ddng (tuwong
rng muc ting gan 20%). Piém dang chu ¥ 1a su gia ting dong déu o ca tai san ngin
han va tai san dai han. Trong d6, luong tién va cac khoan tuong duong tién ¢c6 xu
huéng di 1én, dat 17,3 ty dong vao nam 2025, cho thiy ning lyc thanh khoan tirc thoi
cua doanh nghi¢p rat doi dao. Déng thoi, viée tai san ¢ dinh tang tur 28,7 ty déng lén
32,3 ty d6ng chiing to cong ty dang tich cuc dau tu tai cau tric ha ting, may moc thiét
bi dé phuc vu muc tiéu mé rong san xuét kinh doanh trong tuong lai.

Vé phia ngudn von, co cdu tai chinh ctia doanh nghiép dang chuyén dich theo
huéng cuc ky lanh manh. Vén chii s¢ hitu ghi nhan murc ting trudng dot pha, tir 29,3
ty dong (2023) vot 1én 43,2 ty ddng (2025), tirc ting téi hon 47% sau hai ndm. Nguoc
lai, ng phai tra sau khi dat dinh vao nam 2024 da duogc kiém soat va kéo giam xuéng
con 58 ty déng vao cudi ky, dac biét 1a ng dai han gidm lién tuc qua cdc nam. Sy két
hop giita viéc ting von ty ¢6 va giam ng vay da gitp hé sb tu chi tai chinh cia cong
ty cai thién rd rét, giam bét ap luc chi phi 13i vay va ting tinh doc 1ap trude cac bién

dong cua thi truong.
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Tinh hinh tai chinh ctia cong ty dang & trang thai rat tich cuc va an toan. Viéc
tong tai san ting truong di doi voi su bt pha ciia von chi s¢ hitu 13 minh chimg cho
nang luc sinh 16 tot va quan tri dong tién hiéu qua. Doanh nghiép khong chi dam bao
duoc kha ning thanh toan cac khoan no ngan han (ty 16 tai san ngdn han ludn cao hon
no ngén han) ma con tao ra dugc mdt “16p dém” tai chinh virng chic dé doi pho voi
rii ro. Didu d6 cho thdy ddy 13 mot doanh nghiép dang phat trién bén virng, c6 nén
tang tai chinh manh va d ngudn lyc dé trién khai cac du an quy mé 16n hon trong
giai doan tiép theo.

Bang phan tich khéi va chi s6 ctia bang can dbi ké toan s& cho ta thay duoc
tdc d6 ting truong ngudn lyc tai chinh cua cong ty tir ndm 2023 dén 2025.

Bang 2.3 Bang phan tich chi s va phan tich khoi bang cAn d6i ké toan
nam 2023-2025

Phén tich chi s6
CHI TIEU 2023 | 2024 2025| 2023 2024 | 2025
TAI SAN
A. TAI SAN NGAN HAN 56.1% | 57.9% | 55.7% | 100% | 118.1% | 119.0%
Tién va cac khoang tuong
duong tién 16.0% | 17.1% | 17.1% | 100% | 122.2% | 128.1%
cac khoan phai thu ngdn han | 20.8% | 22.9% | 20.0% | 100% | 125.6% | 114.8%
Tai san ngan han khac 193% | 18.0% | 18.7% | 100% | 106.7% | 116.0%
B. TAI SAN DAI HAN 43.9% | 42.1% | 443% | 100% | 109.7% | 120.8%
Céc khoan phai thu dai han 54% | 5.1%| 53%| 100% | 106.5% | 117.4%
Tai san ¢b dinh 34.0% | 31.6% | 31.9% | 100% | 106.6% | 112.5%
Tai san dai han khéc 45% | 54%| 7.0%| 100% | 136.8% | 186.8%
TONG TAI SAN 100% | 100% | 100% | 100% | 114.4% | 119.8%
NGUON VON
A.NOQ PHAI TRA 65.3% | 63.1% | 57.3% | 100% | 110.5% | 105.1%
No ngin han 44.5% | 45.4% | 42.2% | 100% | 116.8% | 113.6%
No dai han 20.8% | 17.7% | 15.1% | 100% | 97.2% | 86.9%
B. VON CHU SO HU'U 34.7% | 36.9% | 42.7% | 100% | 121.8% | 147.4%
TONG NGUON VON 100% | 100% | 100% | 100% | 114.4% | 119.8%
Nhan xét:

Qua bang phén tich khdi va chi s ta thdy duoc quy mo tai san cta doanh
nghiép c6 sy tang trudong 6n dinh qua cic nam, véi chi s phat trién nam 2025 dat
119,8% so v6i naim gdc 2023. Doanh nghiép duy tri mot co cdu tai san kha can bang
giita ngan han va dai han, trong d6 Tai san ngan han ludn chiém ty trong wu thé (dao
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dong quanh mirc 56% - 58%). Piéu nay cho thiy tinh linh hoat cao trong viéc luin
chuyén vbn. Pang chu ¥, khoan muc tién va cac khoan tuong duong tién co su ting
truéng manh mé nhat vé mat gia tri tuyét ddi, dat mirc 128,1% vao nam 2025. Viéc
tich lily tién mit gitip doanh nghiép ning cao kha ning thanh toan tirc thoi va sin
sang cho céac co hoi dau tu méi. Tuy nhién, sy sut giam ty trong cua cac khoan phai
thu ngén han tir 22,9% (2024) xudng con 20,0% (2025) 1a mot tin hiéu tbt, cho thiy
doanh nghiép dang quan 1y no dong hiéu qua hon, thu hdi von nhanh hon dé tai dau
tu.

CAu triic nguoén von ciia doanh nghiép dang c6 sy chuyén dich rét tich cyc va
theo hudng bén viing hon. Piém sang 16n nhit ndm & sy bit pha ctia Vén chi sé hitu
v6i ty trong von chu so hiru ting manh tir 34,7% (2023) 1én 42,7% (2025), véi chi s6
tdng truong gia tri dat td1 147,4%. Sy gia tang nay ching té doanh nghi¢p dang tich
lity loi nhuan tét hodc ¢6 cac dot tang von thanh cong, gitp ciing ¢b nang lyc tai chinh
tu chu. Trai ngugc vai sy di 1én cua von chu s¢ hiru, ty trong n¢ phai tra da giam
dang ké tir 65,3% xuéng con 57,3%. Pac biét, ng dai han gidm ca vé ty trong 1an gia
tri tuyét d6i (chi con 86,9% so véi nam 2023). Piéu nay phan anh doanh nghiép dang
chu dong giam bdt ganh nang ng vay, tor d6 gidm ap luc chi phi 1ai vay va rui ro tai
chinh trong dai han.

Dua vao s lidu trén ta c6 thé khang dinh doanh nghiép dang trong trang thai
phat trién lanh manh va 6n dinh. Viéc ting trudng quy mo tai san song song voi viéc
tai cdu trac ngudn von theo hudng “giam no - ting von chi” 13 mot chién lugce quan
tri tai chinh than trong nhung hiéu qua. Doanh nghiép khong chi mé rong dugc quy
mo hoat dong duoc thé hién qua vi¢c tai san dai han khac tang vot 1én 186,8% — cé
thé 1a cac dy an dau tu do dang hodc tai sdn méi ma con tu chu hon vé mit tai chinh.
Maic du ng ngén han van chiém ty trong 16n (42,2% nam 2025), nhung véi luong tién
mat doi dao va cac khoan phai thu dugc kiém soat tot, doanh nghi¢p hoan toan c6 kha

nang dam bdo cac nghia vu thanh todn ngan han.

2.3.4 Phan tich hoat dong kinh doanh cua cong ty TNHH Ky Thudt POSO
Béng két qua hoat dong kinh doanh ctia doanh nghiép cho ta biic tranh tong thé

vé hoat d6ng doanh thu ciing nhu 1oi nhuén ctia doanh nghiép, nhin vao d6 ta s& danh
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gia duogc hoat dong kinh doanh ¢6 hi¢u qua hay khong va c6 xu hudng tang gidm nhu

thé nao qua cac nam 2023 dén 2025.

Béang 2.4: Bang hoat dong kinh doanh nam 2023 — 2025

(Pon vi: Ty dong)

CHI TIEU Nam 2023 | Nam 2024 | Nam 2025
Doanh thu thuan vé ban hang va

cung c,:ﬁp dich vu 60 68 83
Gia von hang ban va dich vu cung

cap 36.7 37.5 46.3
Loi nhuan gbp 23.3 30.5 36.7
Doanh thu hoat dong tai chinh 9.3 14.1 21.6
Chi phi hoat ddng tai chinh 7.4 16.1 13.8
Chi phi ban hang 9.2 11.4 14.3
Chi phi quan ly doanh nghiép 8.9 9.7 12.1
Lo1 nhuén thuan tir hoat dong kinh

doanh 4.5 54 7.6
Loi nhugn ké toan trudc thué 4.5 5.4 7.6
Loi nhuén sau thué TNDN 3.6 4.3 6.1

(Nguén: Phong Ké toan tdi chinh)
Nhin xét :

Doanh nghiép dang cho thdy mot quy dao ting trudng rat tich cuc véi doanh
thu thuan tang lién tuc tir 60 ty (2023) 1én 83 ty (2025), dat mic ting trudng tong
cong 38,3%. Piém an twong nhat nam & viéc kiém soat gia von hang ban: trong khi
doanh thu ting manh, gia von chi ting & murc thip hon (26,1%). Piéu nay da day loi
nhuan gdp 1én cao, gitp bién loi nhuin gop ting tir 38,8% nim 2023 1én dén 44,2%
vao nam 2025. Pay 1a ddu hiéu cta viéc nang cao ning suat hodc sé hitu quyén thuong

lugng t6t vai cac nha cung cap.

Hoat dong tai chinh khong chi 1a ngudn thu bo trg ma dang trd thanh mét tru
cot loi nhuan quan trong. Doanh thu tai chinh nam 2025 dat 21.6 ty, tang gap 2,3 lan
s0 v6i nam gbc 2023. Mic di naim 2024 doanh nghiép ting gap ap luc 16n khi chi
phi tai chinh (16.1 ty) vuot doanh thu tai chinh, nhung dén nam 2025, tinh thé da dao
nguoc hoan toan. Viée tiét giam chi phi tai chinh xuéng con 13.8 ty trong khi ngudn
thu tdng manh cho théy su hi€u qua trong viéc co cAu lai cac khoan dau tu va quan tri

rui ro 1ai suat.
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Day 14 phan co sy cai thién rd nét nhat so vai cac kich ban trude d6. Doanh
nghiép di thanh cong trong viéc kim ham tdc d6 ting cua chi phi van hanh. Chi phi
ban hang nam 2025 dung & muc 14.3 ty va chi phi quan 1y doanh nghi¢p chi & murc
12.1 ty. Ca hai loai chi phi ndy déu c6 toc do ting thap hon tdc d6 ting trudng cua loi
nhuan gop. Diéu nay ching té bd may quan tri dang van hanh ngay cang tinh gon va
hiéu qua, doanh nghiép dd vuot qua giai doan dau tu ton kém dé bude vao giai doan

thu hoach loi nhuén téi uvu.

Su két hop giita doanh thu ting trudng cao, bién 13i gdp mé rong va chi phi
van hanh duge kiém soat chit ché da tao ra mot su bung nd vé lgi nhuan. Loi nhuin
thuan tir hoat dong kinh doanh ting tir 4.5 ty 1én 7.6 ty (ting 68,8%). Két qua cudi
cung la 191 nhuan sau thué nam 2025 dat 6.1 ty, cho théy nang lyc sinh 161 cia doanh
nghiép rat manh mé. Ty suét 1oi nhuan trén doanh thu (ROS) tiang truéng déu dian qua
cac nam 1a minh chimg rd nhat cho chat lugng hoat dong kinh doanh ngay cang di
1én.

Bang 2.5: Bang phan tich khdi va chi s ciia két qua hoat dong Kkinh
doanh nam 2023-2025

Phan tich khéi Phan tich chi s6

CHI TIEU
2023 | 2024 | 2025| 2023 | 2024 | 2025

Doanh thu thuan vé ban hang

va cung cdp dich vu 100% | 100% | 100% | 100% | 113.3% | 138.3%
Gi4 von hang ban va dich vu

cung cip 61.2% | 55.1% | 55.8% | 100% | 102.2% | 126.2%
Loi nhuén gdp 38.8% | 44.9% | 44.2% | 100% | 130.9% | 157.5%

Doanh thu hoat dong tai chinh | 15.5% | 20.7% | 26.0% | 100% | 151.6% | 232.3%

Chi phi hoat dong tai chinh 12.3% | 23.7% | 16.6% | 100% | 217.6% | 186.5%

Chi phi ban hang 15.3% | 16.8% | 17.2% | 100% | 123.9% | 155.4%

Chi phi quan ly doanh nghiép | 14.8% | 14.3% | 14.6% | 100% | 109.0% | 136.0%

Loi nhuan thuan tir hoat dong

kinh doanh 7.5% | 7.9% | 9.2% | 100% | 120.0% | 168.9%
Loi nhuan ké toan trudc thué 7.5% | 7.9% | 9.2% | 100% | 120.0% | 168.9%
Loi nhuan sau thué TNDN 6.0% | 63% | 7.3% | 100% | 119.4% | 168.9%
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Nhén xét:

Vé mit quy mo, doanh nghiép dang c6 sy ting trudng rat an tuong véi chi so
doanh thu thuan nam 2025 dat 138,3% so véi ndm gbc 2023. Piém dang chi y nhat
1a téc d6 tang truong cua loi nhudn gop (157,5%) cao hon dang ké so vai toe do ting
doanh thu. Diéu nay duoc giai thich théng qua bang phan tich khéi: ty trong gia vén
hang ban trong co ciu doanh thu di giam tir 61,2% (2023) xudng con 55,8% (2025).
Sy dich chuyén nay cho thiy doanh nghiép di t6i wu hoa chi phi san xuat hodc nang
cao dugc gia tri thuong hi¢u dé ban hang véi bién 191 nhuédn cao hon, tao ra du dia

16m cho cac hoat dong khac.

Hoat dong tai chinh dang dan tré thanh mot dong lyc tdng trudng quan trong.
Phan tich chi sd cho théy doanh thu hoat dong tai chinh bung nd manh mé, dat mirc
232,3% vao nam 2025. Xét vé co cau, ty trong dong gdp cua doanh thu tai chinh so
v6i doanh thu thun ting tir 15,5% 18én dén 26%. Du chi phi tai chinh ciing ting (dat
dinh vao nam 2024 v4i muic 217,6%), nhung dén nam 2025, chi phi nay da dugc kiém
soat va giam ty trong xudng con 16,6%. Su chénh léch duong 16n giita doanh thu va
chi phi tai chinh trong nim cudi ciing dong gop dang ké vao tong loi nhuan cta doanh

nghiép.

Doanh nghiép dang thuc hién chién lugc mo rong thi trudng di kém véi su
than trong trong quan ly bo may. Chi phi ban hang c6 xu hudng tang nhanh hon doanh
thu (chi s6 dat 155,4% nam 2025), dan dén ty trong trong co cau doanh thu ting nhe
tir 15,3% 1én 17,2%. Diéu nay cho thiy ap luc canh tranh trén thi trudng khién doanh
nghiép phai chi nhiéu hon cho quang bé va ban hang. Nguoc lai, chi phi quan Iy doanh
nghiép duoc kiém soat cuc ky tot khi ty trong trong co cu ludn giir 6n dinh quanh
murc 14%, cho thay bo may van hanh dang hoat dong rat hiéu qua va c6 tinh kinh té

theo quy mo.

Két qua cudi cung cho théy mot birc tranh tai chinh cyc ky lanh manh. Tét ca
céc chi sb loi nhuan (loi nhuan thuan, loi nhuan trude thué va sau thué) déu c6 chung
muc ting truong dot pha 14 168,9% vao nim 2025. Ty suét loi nhudn sau thué trén
doanh thu (bién lgi nhuan rong) da cai thién tir 6,0% 1én 7,3%. Viéc ca ty trong (phan

tich khéi) va tbc do ting trudng (phan tich chi sb) cua loi nhuan déu ting cho thiy sy
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phat trién ctia doanh nghi¢p khong chi dén tir viéc mod rdng quy modé ma con deén tur

viéc nang cao hiéu qua noi tai va ki€m soat tot cac bién phi.

2.3.5 Nang lwc cong nghé va hé thong phdn phoi

a) Nang lyc cong ngh¢ va quan tri van hanh

V& co s6 ha ting, khdi van phong cua cong ty duoc trang bi hién dai vé6i 13
dan may tinh dong bo, gitp két ndi xuyén sudt cac phong ban. Pic biét, cong ty (g
dung giai phap quan tri 1 Office — trong d6 mdi nhan sy duwgc cap 1 tai khoan riéng
biét dé truc tiép xir Iy cac cong viéc, theo ddi sat sao va nam rd cac thong tin dau viée
cling nhu tién d6 thuc hién cua timg du an. Két hop cung cac phan mém chuyén
nghiép nhu MISA dé quan 1y dong tién chit ché, hé thong ndy tao thanh mot mo hinh
van phong di¢n tur tap trung, giup ban lanh dao va nhan sy quan tri van hanh tron tru,
hiéu qua.

Ung dung cong nghé cao (AL IoT, Big Data) vao k¥ thuat: POSO tién phong
mg dung Tri tué nhan tao (AI) dé hd tro d6i ngii k§ su md phong va t6i wu hoa thiét
ké cac dy an nang luong. Ngoai ra, cong ty con phat trién cac "Hé théng kiém soat
thong minh" tich hop Al IoT va Big Data dé tu dong hoa viéc giam sat, diéu hanh

cho cac nha may va toa nha.
b. Hé thong phéan phdi

Xuat phat tir try sé chinh va vin phong giao dich tai Pa Ning, mang ludi cta
POSO di vuon tam bang viéec mo thém cac Vian phong dai dién tai TP. HO6 Chi Minh
va Nha Trang, ciing mot van phong kho chuyén biét tai Lién Chiéu (Pa Ning). Céc
van phong nay dong vai trd nong cbt dé tiép nhan yéu cau tir khach hang dia phuong,
diéu phdi du 4n tai chd va duy tri sy hién dién thuong hiéu tai cac khu vuc kinh té

trong diém.

Dbi véi dong thiét bi dién dan dung ABB, do phii thi truong ban 1¢ thiét bi roi
ctia POSO hién van con han ché so vé6i cac ddi thu chuyén vé thuong mai. Thay vi
chay dua vé gia, POSO tap trung mang ludi phan phéi vao cac goi thau cung cap, lap
dat tron goi cho nhom khach hang doanh nghiép 1én (nhu Tap doan Hoa Phat, chudi

Bach Hoa Xanh) hodc cc cong trinh yéu cdu giai phap k¥ thuat chuyén sau.
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bé tiép can nhom khach hang cé nhan cho cac san phém thiét bi dién ABB,
cong ty trién khai chién lugc marketing thong qua hé théng truc tuyén, bao gdm
Website (www.posotec.co) va cac nén tang mang xi hoi (Facebook, Zalo). Thong
qua cac kénh nay, khach hang c6 thé dé dang tim kiém thong tin thiét bi, cac goi

"Combo san pham" cling nhu tuong tac truc tiep véoi doi ngli tu van

2.4 Gi6i thiéu san phim

Khai niém: thiét bi dién dan dung dugc hiéu 1a tap hop cac thiét bi, khi cu
st dung dién duoc thiét ké nham phuc vu nhu cu dién ning hang ngay trong gia
dinh, van phong va céac cong trinh dan dung. Trong phan khic nay, ABB duoc
dinh vi la thuong hiéu toan cau chuyén cung cép hé sinh thai thiét bi dién cao cép.
Cu thé, danh muc san pham thiét bi dién dan dung ABB do Cong ty TNHH K§
thuat POSO phan phdi vo cung da dang, trong tim 1a hé thong thiét bi dong cat
bao vé nhu bd ngét mach, tiéu biéu 1a cau dao tu dong (MCB) va thiét bi chéng
dong ro (RCBO).,. Pi kém vé6i d6 1a nhém thiét bi phan phdi dién bao gom vo ti
dién tiéu chuan va cac thiét bi lép dit theo tiéu chuan module trén thanh ray. bé
phuc vu sinh hoat tryuc tiép, ABB cung cép nhém vat tu lép dat va phu kién ndi
day cuc ky phong phti nhu cong tic dén, thiét bi dién tir, 6 cam don, 6 cdm d6i va
6 cam chuan qudc té,. Pong thoi, hing cling md rong cung cip cac giai phap tu

dong hoa toa nha va nha ¢ thong minh dé dap ung xu hudng cong nghé cao.

Piém khéc biét cbt 16i tao nén chat luong vuot troi cua thiét bi dién ABB
nam & tiéu chuén thiét ké va vat liéu ché tao. T4t ca cac phén tr dan dién cua san
pham déu duoc thiét ké theo tiéu chuan module, mot dic tinh quan trong giup qua
trinh thi cong, lap dat ciing nhu stra chita va bao tri dién ra vo cung linh hoat,
thuan tién. Dic biét, nham tdi vu hoa tinh an toan, mdi cuc dong cit cua thiét bi
déu dugc trang bi céc tiép diém chinh va tiép diém dap hd quang lam hoan toan
bang hop kim bac. Cac thiét bi nay hoat dong dya trén co ché déng mé trudc,
dong vai tro then chdt trong viée bao vé hé thong tiép diém khoi hién tuong mai
mon trong subt qué trinh han va cat dong dién, qua d6 mang lai do bén bi va tudi

tho sir dung vuot trdi cho toan hé théng.

Hé théng thiét bi dién dan dung ABB duoc st dung dé giai quyét toan dién
cac bai toan van hanh va an toan trong khéng gian séng. Quan trong nhit, cac

51



thiét bi nhw MCB va RCBO déng vai tro 1a nhimng "l4 chan" bao vé an toan tuyét
d6i, co kha ning cam bién va ngit dién ngay tic thi khi mang ludi xay ra hién
tugng qua tai, ngan mach hay ro ri, gitip ngan chin triét dé rui ro giat dién va hoa
hoan. Dé)ng thoi, cac hé théng ta dién, cong tdc va O cdm thuc hién chirc nang
phan phéi dong dién mot cach on dinh, an toan dén cac thiét bi gia dung, dap ting
t61 da nhu cau sinh hoat va giai tri hang ngay,. Cudi cing, thong qua cac giai phap
tw dong hoa (Building and Home Automation), thiét bi dién ABB con duoc ung
dung dé kiém soat, giam sat thong minh cac quy trinh tiéu thu ning luong, gitp

tiét kiém dién nang va nang tam trai nghiém tién nghi cho cac cong trinh hi¢n da

2.5 Phuwong phap phan tich dir liéu
2.5.1 Phuong phap thu thap dir liéu
a. Thir cap

Nham xay dung nén tang 1y thuyét vimg chic va phat trién hé théng thang do
phtt hop cho md hinh nghién ciru, tac gia da tién hanh ra soét va ké thira c6 chon loc
két qua tur cac cong trinh khoa hoc tién nhiém vé sy hai long cuia khach hang. Cu thé,
hé thdng co s& 1y ludn va cac bién quan sat trong dé tai dugc chit loc, tham chiéu chu

yéu tir bon nghién ctru ti€u biéu sau:

Trudc hét, tac gia van dung cac nén tang tir cong trinh cia Pham Xuén Lan va
Lé Minh Phudc (2021) vé cac nhan t6 tac dong dén sy hai long d6i v6i san pham
nuéc cham tai TP.HCM. Tiép d6, nghién ciru tién hanh tham khao khung phén tich
ciia Nguyén Thuy Duong (2022) ap dung cho san phdm cong nghiép (hat nhya tong
hop tai Cong ty TNHH GC Marketing Solution), ciing nhu cong trinh cua Nguyén
Thi Thuy Quynh (2022) chuyén su vé hanh vi khach hang trong bbi canh mua sam
tryc tuyén trén dia ban TP.HCM. Cép nhat gan dy nhat, nghién ctru ctia Lé Thanh
Tiép va Cao Thi Hoai (2024) thudc trudng Pai hoc Kinh té - Tai chinh TP.HCM vé

truong hop cac doanh nghiép thué ngoai ciing dugc dua vao ddi chiéu.

Viéc téng hop cac nghién ciru tir da dang céc linh vue — tir hang tiéu dung
thudng nhét, san phdm cong nghiép cho dén dich vu truc tuyén va dich vu thué ngoai
— gilp tac gid co6 cai nhin toan dién, qua d6 xay dung dugc md hinh nghién ctru va

bo thang do khach quan, c6 do tin ciy cao nhét cho dé tai ctia minh.

52



b) So cap

Dé phuc vu cho viée do ludng va kiém dinh cac gia thuyét trong mé hinh
nghién ctru, dit liéu so cAp duoc tac gia tién hanh thu thip thong qua phwong phap
khao sat b@ing bang hoi dinh lugng co cAu tric. Khach thé nghién clru muyc tiéu
dugc xac dinh mot cach cu thé, bao gdm nhitng khach hang dé va dang truc tiép
trai nghiém, st dung cac san pham thiét bi dién dan dung mang thuong hiéu ABB

do Cong ty TNHH Ky thuat POSO cung cap.

V& phuong thire tiép can va trién khai, nham t6i uvu hoa thoi gian phan hdi
cling nhu mang lai sy tién loi toi da cho dbi tugng khao sat, nghién ciru 4p dung
hinh thirc thu thap dir liéu truc tuyén. Cu thé, bang ciu hoi duoc thiét ké chuan
hoéa trén nén tang Google Forms va phan phdi truc tiép dén khach hang thong qua
mg dung lién lac Zalo. Toan bd qua trinh phat hanh phiéu va thu thap dir liéu
thyc dia nay duoc lén ké hoach trién khai trong vong ba tuan, chinh thirc bit dau

tir ngay 20/04/2026 va nghiém thu hoan tat vao ngay 11/05/2026

2.6 Thiét ké thang do nghién ciru
2.6.1 Can cu xay dung thang do
Hé thong thang do trong nghién ctru nay dugc phét trién duwa trén nguyén
tac ké thira va tinh chinh tir cic cong trinh khoa hoc uy tin nham dam bao do tin
cay va gia tri do ludng thuc tién. Cu thé, dbi v6i bién s6 "Su hai long cua khach
hang", tac gia lua chon tham khao va ké thira nén tang thang do tir nghién ciru cta
Pham Xuén Lan va Lé Minh Phudc (2021) vé cac nhdn té anh huong dén sy hai

1ong ddi v4i san pham tiéu dung (nudc cham) tai thi trudng TP.HCM.

Tuy nhién, dé dap Ung tinh dac thu ctua bdi canh nghién ctru hién tai, hé
thdng cac bién quan sat trong thang do gbc di dugc tac gia tién hanh ra soat, danh
gi4 va hiéu chinh chuyén sau. Qua4 trinh tinh chinh nay nham loai bo nhimg yéu
t6 khong con phi hop, dong thdi bd sung céc tidu chi méi dé dam bao thang do
bam sat thyc tién dic thu cua dong san pham thiét bi dién dan dung mang thuong
hiéu ABB. Vi¢c hi¢u chinh nay khong chi giup duy tri tinh chét ché cia co s¢ 1y
thuyét ma con t6i wu hoa do chinh xac khi do luong murc do hai long cuia tép khach

hang muc tiéu
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Thang do hiéu chinh vé cac yéu té anh huong dén sy hai 10ng ctia khach hang
c4 nhan khi st dung san pham thiét bi dién dan dung ABB cua cong ty TNHH K§
Thuat POSO trén dia ban Pa Nang.

STT TEN PAY DPU KY HIEU
SU HAI LONG

1 Anh/chi hai 10ng khi sir dung san pham thiét bi dién dan | SHLI
dung ABB cua cong ty TNHH K§ Thuat POSO.

2 Anh/chi san sang gi6i thiéu san pham thiét bi dién dan | SHL2
dung ABB cua cong ty TNHH K§ Thuat POSO cho nguoi
khac.

3 Anh/chi sin sang quay lai mua san pham thiét bi dién dan SHL3
dung ABB cua cong ty TNHH K§ Thuat POSO

4 Thiét bi dién dan dung ABB Ia lya chon hang dau cua SHL4
anh/chi khi mua thiét bj dién

CHAT LUQNG SAN PHAM

1 Thiét bi dién dan dung ABB cila cong ty TNHH K§ Thuat | CLSP1
POSO bén theo thoi gian

2 Thiét bi dién dan dung ABB cila cong ty TNHH K§ Thuat | CLSP2
POSO str dung dé dang

3 Thiét bi dién dan dung ABB cila cong ty TNHH K§ Thuat | CLSP3
POSO rat hiém khi gip su c¢b vé ki thuat

4 Thiét bi dién dan dung ABB cila cong ty TNHH Ky Thuat | CLSP4
POSO nhay va c6 tinh an toan cao khi gap su ¢ vé dién

5 Chat lugng san pham thiét bi dién dan dung ABB luén | CLSP5
duogc cai thién va khong ngiing nang cao

6 Chat liéu san pham thiét bi dién dan dung ABB cua cong | CLSP6
ty TNHH K§ Thuat POSO chdng bam ban va triy xudc

7 Kich thudc san phém thiét bi dién dan dung ABB cuacong | CLSP7

ty TNHH K§ Thuat POSO can d6i, khéng gy cam giac
tho kéch trén tuong

GIA CA SAN PHAM

54



Gi4 thiét bi dién dan dung ABB cua cong ty TNHH K5 GSP1
Thuat POSO phu hgp véi tai chinh cd nhan
Gi4 thiét bi dién dan dung ABB cua cong ty TNHH K5 GSP2
Thuat POSO xtng dang voi chit luong san pham
Bang bao gia vé thiét bi dién dan dung ABB cta cong ty | GSP3
TNHH Ky Thuat POSO minh bach va 1o rang

CHAT LUQNG DICH VU
Nhan vién POSO c6 thai do lich su, nhiét tinh va cau thi DV1
Nhan vién hiéu rd k¥ thut va tu van ding san pham, hd | DV2
trg kip thoi khi anh/ chi can
Thoi gian phan hoi bao gia va thic mac nhanh chéng va | DV3
kip thoi
Hang hoa duoc giao dang tién d6 nhu da cam két DVv4
Hoa don, chimg tir CO/CQ di kém day du va chinh xac DV5
Thoi han bao hanh sin pham thiét bi dién dan dung ABB | DV6
ctia cong ty TNHH K§ Thuat POSO dua ra rat thoa dang
Quy trinh bao hanh/ddi tra (néu c6) duoc xur Iy thoa dang DV7
va nhanh gon

HOAT PONG CHIEU THI
Anh/chi dé dang tim thay thong tin vé thiét bi dién dan | HDCTI
dung ABB cua cong ty TNHH Ky Thuat POSO qua cac
kénh cua POSO (Website, Facebook, Zalo)
Céc nodi dung quang cdo vé thiét bi dién dan dung ABB| HDCT2
ctia POSO cung cap day du thong tin ki thuat
Hinh anh san pham va video minh hoa vé thiét bi dién dan | HDCT3
dung ABB cua POSO rét chuyén nghiép, bat mat
Céc chuong trinh giam gia/chiét khau va qua ting kém khi | HDCT4
mua thiét bi dién dan dung ABB cta POSO thuc su can
thiét va hap dan
Céc gb1 "Combo san phém" (vi du: tron bd thiét bi cho can | HDCT5

ho) gitip anh/chi tiét kiém thoi gian va chi phi
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THUONG HIEU

1 Cong ty TNHH K§ Thuat POSO 14 don vi phan phdi thiét THI
bi ABB uy tin va chuyén nghiép trén thi truong.

2 Anh/chi dé dang nhan biét cac san pham thiét bi dién dan TH2
dung ABB ctia POSO trong cac loai san pham thiét bi dién
khac.

3 Tong quat, khi noi dén cac san pham thiét bi dién dan dung TH3
ABB cuia cong ty, anh/chi c6 thé hinh dung ra ngay

4 Logo ciia cac san pham thiét bi dién dan dung ABB cia TH4
cong ty rat dé nhan biét va dé nhd.

5 Céc dic diém cua thiét bi dién dan dung ABB anh/ chi THS

nhan dang nhanh chong va dé dang

Tong két hé thong thang do va bién quan sat

Mo hinh nghién ctru duge thiét ké véi tong cong 31 bién quan sat dung dé do

luong 1 bién phy thudc va 5 bién doc 1ap.

Bién phu thudc (1 bién): Sy hai 1ong cta khach hang c4 nhan, duoc do luong

bang 4 bién quan sat.

Bién doc 1ap (5 bién), bao gom tong cong 27 bién quan sat

+ Chét luong san pham (CLSP): 7 bién quan sat (tap trung do ludong do bén
bi, tinh dé st dung, d6 an toan, tinh tham my...).

+ Gia ca san pham (GSP): 3 bién quan sat (danh gia tinh hop 1y, twong xtng
va minh bach cua bdo gid).

+ Chat lugng dich vu (DV): 7 bién quan sat (thai do, nang lyc tu van, tién d6
giao hang, bao hanh...).

+ Hoat dong chiéu thi (HDCT): 5 bién quan sat (thong tin quang cdo, hinh
anh chuyén nghiép, combo khuyén mii...).

+ Thuong hiéu (TH): 5 bién quan sat (uy tin doanh nghi¢p, d0 nhan dién
thuong hi¢u, logo...).
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Céch thue tién hanh: Dit liéu s& dugc thu thap bang phuong phap khao sat thong
qua bang hoi dinh lugng c6 céu trac. Hinh thire trién khai s& két hop truc tiép tai cac
ho gia dinh va khao sat truc tuyén bang cach chuan hoa bang hoi trén nén tang Google

Forms, sau d6 phan phdi truc tiép dén khach hang thong qua tng dung lién lac Zalo.

Thoi gian tién hanh: Toan b qua trinh phat hanh phiéu va thu thap dit liéu thuc
dia s& dién ra trong vong 3 tuan, chinh thirc bt dau tir ngdy 20/04/2026 va nghiém
thu hoan tat vao ngay 11/05/2026

2.6.2 Xay dung bang cdau hoi

Pé thu thap dir li¢u so cép mot cach chuan xac va khach quan phuc vu cho
viéc kiém dinh mé hinh nghién ctru, bang cau hoi chinh thirc dugc thiét ké chat chg,
khoa hoc dya trén nén tang h¢ théng thang do da dugc hi¢u chinh. Céu truc cua bang
cau hoi duoc chia lam ba phan chuyén biét, di tir budc sang loc ddi tugng, do ludng

chuyén sau cac nhan t6 cho dén viée phan loai dac diém khach thé.
Cau hoi gan lgc va dinh huwéng

Muc dich ctia phan ndy nham kiém soat chat lugng mau, dam bao dbi tuong tham gia

khao sat hoan toan khdp voi dinh huéng khach thé nghién ctru cia dé tai.

Céu héi sang loc: Khao sat md dau bang ciu hoi xac nhan "Anh/chi da tirng mua
hodic sir dung san pham thiét bi dién dan dung ABB do Céng ty TNHH Ky thudt POSO
phadn phoi chua?". Néu dap vién chon "Chua ", hé thong sé& ty dong ding lai nham
loai bé cac dir li¢u khong hop I¢.

Céu héi dinh huéng: Nghién ctru dua ra cau hoi nhiéu liwa chon vé céc tiéu chi
khéach hang quan tam nhét (Thuong hiéu, mau ma, do bén/an toan, gia ca, hau mai).
Budc niy dong vai tro nhu mot cau hoi “hdm noéng” tao budc dém tam Iy ty nhién dé
dap vién sin sang budc vao phan danh gia chuyén sau.

Phin 2: Panh gia chi tiét cac bién quan sat trong md hinh

bay 1a trong tdm cua cong cu thu thap dir li¢u. Nham lugng héa nhén thuc va
thai do cua khach hang, nghién ctru ing dung thang do Likert 5 mtrc d¢ thong dung,
bao gom: (1) Hoan toan khong dong v, (2) Khong dong y, (3) Binh thudng, (4) Pong
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¥, va (5) Hoan toan dong y. Gom 31 bién quan sat, duoc phan bo dé do ludng 6 nhoém

nhan to

Sw hai long (SHL): Gom 4 bién quan sat nhim danh gi4d mtc d6 théa min

tong thé, y dinh quay lai mua sim va sy san 10ng gidi thiéu san pham cho ngudi khac.

Chit lwgng san phim (CLSP): Gom 7 bién quan sat tap trung do ludong do
bén bi, tinh d& str dung, d6 an toan k¥ thuat va tinh thim my vé mat kich thuéc, chat

liéu cua thiét bi ABB.

Gia ca san pham (GSP): Gom 3 bién quan sat danh gia tinh hop 1y v6i ngan
sach ca nhan, sy tuong xung voi gid tri nhan dugc va tinh minh bach cua bang bao
gia.

Chit lwong dich vu (DV): Gom 7 bién quan sat phan tich sau vé thai do phuc
vu, nang lyc tu van ky thuat, tién do giao hang, su dﬁy du cua chung tor CO/CQ va

tinh hi€éu qua cia quy trinh bao hanh.

Hoat dong chiéu thi (HDCT): Gom 5 bién quan sat kiém dinh tinh d& dang
trong viéc tiép can thong tin quang cdo, mirc d6 chuyén nghiép ctia hinh anh tryc

quan va tinh hap dan ctia cic chuong trinh/goi combo vu dai.

Thwong hiéu (TH): Gom 5 bién quan sat do ludng uy tin cia doanh nghiép
phan phéi POSO va muc d6 nhan dién thuong hiéu, logo, dac diém nhan dang cua

dong san pham ABB trén thi truong.
Phin 3: Thong tin nhan khau hoc

Phan cudi cliing ctia bang cau hoi dugc thiét ké nham thu thap cac dit liéu dinh
danh co ban cta dap vién, bao gdbm: Gidi tinh, Do tudi, Nghé nghiép hién tai (Nhan
vién van phong, thg dién/ky su, kinh doanh ty do...) va Muc thu nhap trung binh hang
thang. Céc thong tin ndy khong chi gitip phac hoa buc tranh tong quan vé dic diém
tép khach hang ma con dong vai tro 1a co s¢ phan loai dit li¢u quan trong, phuc vu
cho qua trinh kiém dinh sy khéc biét (T-test, ANOVA) vé mirc d6 hai 1ong & Chuong

3. Gui 101 cdm on va cam két bao mat tuy¢t doi cho toan bd dir liéu ca nhan nay

2.7 Phuong phap chon miu va thu thip dir liéu
a. Poi twong va ky thuit chon miu
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Péi twong khao sat muc tiéu ciia nghién ciru 1a cac khach hang ca nhan (cac ho
gia dinh) quan tdm dén an toan hé thong dién va d3 hoidc dang truc tiép st dung san
pham thiét bi dién dan dung mang thuong hiéu ABB do Cong ty TNHH K¥ thuat
POSO cung cép trén dia ban Da Néng.

Do nhitng han ché nhat dinh vé mit thoi gian va ngudn luc trién khai nghién cru,
tac gia ap dung phwong phap chon miu thuan tién. Thay vi phai lap khung 14y miu
va chon ngau nhién tir co sé dir liéu khach hang ctia Cong ty POSO, tac gia tién hanh
lya chon céac dap vién théa man diéu kién dua trén su d& dang tiép can, tinh thuan loi

va sy san sang tham gia khdo sat cua ho.

Chu dong lién hé véi cac khach hang dang giao dich, nhitng khach hang cii ma
tac gia hodc nhan vién cong ty c6 thé lién hé duoc, va gui truc tiép bang hoi truc
tuyén (dugc chuan hoa qua Google Forms) thong qua tng dung lién lac Zalo. Phuong
phép chon mau thuan tién nay gitip qué trinh thu thap dit liéu dién ra nhanh chéng,
tiét kiém chi phi va dic biét phu hop véi diéu kién thuc té cia mot khoa luan tot

nghiép, ddng thoi van dam bao thu thap du sé lwong mau can thiét cho viée phan tich
b. Xac dinh ¢& miu

Trong nghién ctru nay, kich thuéc mau tdi thiéu duoc xac dinh dua trén yéu
ciu cua cac phuong phap phan tich dinh lugng thong qua phin mém SPSS 25, cu thé
1a phan tich nhan t6 kham pha (EFA) va phan tich hoi quy da bién. Theo Hair va cong
su (2010), dé dam bao ma tran twong quan dat dd on dinh va cac hé sb udc luong co
d6 tin cy cao, ty 1& gitta s6 luong quan sat va s6 luong bién do luong tbi thiéu phai
dat 5:1. Dya trén nguyén tic ndy, cong thire xac dinh ¢& mau tdi thiéu dugc ap dung
1A N >5 *m (trong d6 N 1a ¢& mau tdi thiéu can thiét va m 1a tong sd bién quan sat
dua vao mo hinh). Quan diém nay ciing duoc Gorsuch (1983) cing ¢b, khang dinh
viéc duy tri ty 18 5:1 1a ngudng co sé nham giam thiéu sai sé chuan va tranh hién
tugng qua khop (overfitting) trong dit liéu. Viéc tuan thu quy dinh vé ¢& miu nay
gitip dam bdo tap dir li¢u thu thap co6 du bac ty do va mang tinh dai di¢n cao, tir d6
tao co s thdng ké ving chic cho viéc phan tich va danh gia cac nhan té anh hudng

dén su hai 1ong ctia khach hang.
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Céng thirc: C& mau ti thiéu = N x 5 (trong d6 N 1a tong s bién quan sat dua

vao phan tich).

Cé mau Iy thuyét: Ap dung vao mé hinh nghién ctru ndy, tong sé bién quan sat
1a N = 31 bién (bao gdm toan bd cac bién doc 1ap va phy thudc), nén ¢& mau tdi thiéu

can thiét sé 1a: 31 x 5 = 155 mAu.

Thoi gian tién hanh: Toan bd qué trinh phat hanh phiéu va thu thap dit liéu
thue dia s& dién ra trong vong 3 tuin, chinh thic bat dau tir ngdy 20/04/2026 va
nghiém thu hoan tt vao ngay 11/05/2026

C& mau thue té: Ké hoach khao sat thuc té ban dau du kién thu thap khoang
180 phiéu. Sau 3 tuan trién khai, két qua thu vé tong cong 182 phan hoi. Qua budc
kiém tra va gan loc dit liéu (loai bo 14 phiéu cia khach hang chua ting str dung san
pham va 4 phiéu tra 16i khong dat yéu cau), sé luong két qua hop 18 cudi cung dugc

giit lai dé phan tich 1a 164 phiéu.

Mirc 164 mau nay hoan toan dap tng va vuot ngudng an toan so véi tiéu chuan
155 mau tdi thiéu, qua do giup dam bao tinh dai dién cling nhu do tin cay viing chic

cho cac két qua kiém dinh dit liéu phia sau

2.8 Phuong phap phan tich dir li¢u
2.8.1 Phan tich mo ta dir liéu

Bai nghién ciru sir dung phan tich mo ta ddi véi cac thong tin sau:
- Théng tin nhan khau hoc: Gidi tinh, d6 tudi, nghé nghiép, thu nhap cta khach hang
- Phéan tich mo ta cac thong tin dép vién

Cau héi gan loc: Anh/chi da tirng mua hodc st dung san phém thiét bi dién dan dung
ABB do Cong ty TNHH K§ thuat POSO phan phdi chua?

Cau hoi ham néng: Tiéu chi nao Anh/Chi quan tdm nhét khi lya chon thiét bi dién
dan dung?

- Céc bién sb : Chat lugng san phém, chit lugng dich vu, gia ca san phém, thuong
hiéu, hoat dong chiéu thi va sy hai long.

Panh gia cua khach hang cac nhan vé mic do hai 1ong ddi v6i nhimg nhan dinh vé
san pham thiét bi dién dan dung ABB do cong ty TNHH K§ Thuat POSO cung cip
trén dia ban Da Néng, c6 5 mirc do danh gia 1a: (1 = Hoan toan khéng ddng ¥, 2 =
Khong dong ¥, 3 = Binh thuong, 4 = Pong ¥, 5 = Hoan toan dong ¥).
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2.8.2 Phan tich dg tin cdy cia thang do bang hé sé Cronbach Alpha

Diéu kién phan tich Cronbach Alpha

Phuong phéap phén tich ndy cho phép ngudi phan tich loai bo cac bién khong
phul hop va han ché cac bién rac trong qua trinh nghién ctru va danh gia do tin cay
ctia thang do bang hé s6 thong qua hé sd Cronbach alpha. Nhirng bién c6 hé s twong
quan bién tong (item-total correlation) nhoé hon 0.3 s& bi loai. Thong thuong, thang
do c6 Cronbach alpha tir 0.7 dén 0.8 1a sir dung dugc. Nhiéu nha nghién ctru cho rang
khi thang do c6 dd tin cy tir 0.8 trd 1én dén gan 1 1a thang do luong tbt. Thang do co
hé s6 Cronbach alpha tir 0.6 tr¢ 1én 13 c¢6 thé sir dung duoc trong trudong hop khai
niém dang nghién ctru mai.

Phan tich d¢ tin cay thang do ctia bién phu thudc: bién Sy hai long
2.8.3 Phdn tich nhén té kham phd EFA

Sau khi kiém tra d¢ tin cdy cua thang do bang hé s6 Cronbach’s Alpha va loai
di cac bién khong du do tin ciy, phéan tich nhan t kham pha 1a k¥ thuat duoc sir dung
nham thu nho va tom tit cac dir liéu. Phuong phap nay rat c¢é ich cho viée xac dinh
cac tap hop bién can thiét cho van dé nghién ctru va duoc sir dung dé tim méi quan
hé giita cac bién v6i nhau. Trong phan tich nhan t6 kham pha, cac nha nghién ciru
thuong quan tim dén mot so tiéu chudn sau:

Tri s6 KMO (Kaiser-Meyer — Olkin) >0,5 va mirc ¥ nghia cta kiém dinh
Barlett can cu trén gia tr1 Sig < 0,05

Kiém dinh Barlett 1 dai luong thong ké dung dé xem xét gia thuyét cac bién
khéng c6 twong quan trong tong thé. Diéu kién can dé phan tich nhan té 1 cac bién
phai c6 twong quan voi nhau. Do d6, néu kiém dinh cho thay khong c¢é ¥ nghia thong
ké thi khong nén ap dung phan tich nhan t6 cho cac bién dang xem xét

KMO 1a chi sé diung dé xem xét su thich hop cta phan tich nhéan t6. Tri sb
KMO phai c¢6 gié tri trong khoang tir 0,5 dén 1 thi phan tich ndy méi thich hop, con
néu nhu tri s6 ndy nho hon 0,5 thi phan tich nhan té c6 kha nang khong thich hop véi
cac du liéu.

Dai luong eigenvalue > 1.

bai lugng eigenvalue dai dién cho luong bién thién duoc gidi thich boi mdi
nhan t5. Chi nhitng nhan t6 ndo cé eigenvalue 16n hon 1 méi dugce gitt lai trong mo
hinh phan tich. Nhirng nhén t6 c6 eigenvalue nhé hon 1 s& khong c6 tac dung tom tat
thong tin t6t hon mot bién gdc, vi sau khi chuan hoa, mdi bién gbe c6 phuong sai 1a
1
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Téng phuong sai trich >50%

Téng phuong sai trich 14 phan trim phwong sai toan bd dwgc giai thich bai
ting nhan t6. Néu coi bién thién 1a 100% thi gia tri nay cho biét phan tich nhan té co
dong dugc bao nhiéu % va bi that thoat bao nhiéu %. Tong phuong sai trich t6i thiéu
phai bang 50% thi phan tich nhan t6 dugc xem 1a phu hop.

Heé s6 tai nhan t6 (Factor loading) >0,5.

Factor loading 14 chi tiéu dé dam bao murc ¥ nghia thiét thuc cia phén tich
nhan t6 kham pha. Factor loading > 0,3 dugc xem la dat murc tdi thiéu, Factor loading
> (0,4 duoc xem la quan trong va Factor loading >0,5 dugc xem la c6 y nghia thyc
tién

Khéc biét hé sb tai nhan t6 ciia mot bién quan sat gitra cdc nhan t6>0,2 dé dam
bao gid tri phan biét gitra cac nhan td.

2.8.4 Hoi quy
Gid tri R, R2 (R Square)

Gia tri R2 phan anh muc d¢ giai thich bién phu thudc cua cac bién doc lap
trong mo hinh hoi quy. Muc dao dong ciia gia tri nay 1a tir 0 dén 1, tuy nhién viéc dat
dugce murc gia tri bang 1 1a gan nhu khong tudng dit mo hinh dé tét dén nhuong nao.
Gia tri nay thudong nam trong bang Model Summary. Can chu y, khong c6 tiéu chuan
chinh xac R2 & mirc bao nhiéu thi mé hinh méi dat yéu cau, chi sé nay néu cang tién
vé 1 thi md hinh cang c6 y nghia, cang tién vé 0 thi ¥ nghia mé hinh cang yéu. Thuong
chung ta chon mirc trung gian 1 0.5 dé phan ra 2 nhanh y nghia manh/y nghia yéu,
tr 0.5 dén 1 thi md hinh 1a tét, bé hon 0.5 1a m6 hinh chua tét.

Hé s6 R:

0,3 < R: Tuong quan yéu

0,3<R <0,5: Twong quan & muc trung binh
0,5 <R<0,7: Tuong quan kha

0,7 <R<0,9: Tuong quan chat ché

R >0,9: Tuong quan rat chit ché.

Mo hinh hdi quy bd duge biéu dién nhu sau:
Y=B0+Pl xX1+P2xX2+B3xX3+p4x X4+ B5x X5+ P6 x X6+ pi

SU HAI LONG = B0 + B1 x Chat luong san pham+ B2 x Gia ca san pham + B3 x Chat
luong dich vu + B4 x Hoat dong chiéu thi+ B5 x Thuong hiéu

2.8.5 Phan tich phwong sai ANOVA
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Levene test: dung kiém dinh phuong sai bang nhau hay khong giita cdc nhém

Ho: “Phuong sai bang nhau”

Sig <= 0.05: bac bé Ho

Sig >0.05: chap nhan Ho -> du diéu kién dé phan tich tiép anova
ANOVA test: Kiém dinh anova

Ho: “Trung binh bang nhau”

Sig <=0.05: bac bo Ho -> du diéu kién dé khang dinh c6 sy khac biét gita cac nhém

do1 vo1 bién phu thude

Sig >0.05: chép nhan Ho -> chua du diéu kién dé kh?lng dinh c6 su khac biét gitra cac

nhém doi voi bién phu thudc.
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CHUONG 3: KET QUA NGHIEN CUU CAC YEU TO ANH HUONG DPEN
SU HAI LONG CUA KHACH HANG CA NHAN KHI SU DUNG SAN
PHAM THIET BI PIEN DAN DUNG ABB DO CONG TY TNHH KY
THUAT POSO CUNG CAP TREN PIA BAN PA NANG
3.1 Thue trang kinh doanh san pham thiét bi di¢n din dung ABB ¢ Viét Nam va
ciia cong ty TNHH K§ Thuat POSO trén dia ban Pa Ning
3.1.1 Thuc trang cua dong san phcfm thiét bi dién ABB trén thi truong Viét Nam
Vé tong quan va quy mo thi trudng, thi truong thiét bi dién dau ndi tai Viét
Nam la mot “miéng banh” rat hip dan véi tong quy mé thi truong kha dung (PAM)
udce tinh dat to khoang 78 triéu USD Ién dén hon 100 triéu USD mdi nam, tuong
duong v6i nhu cau lap dit cho khoang 300.000 cin nha/cong trinh, gia tri trung binh
khoang 233 USD/don vi. Pic diém mang tinh quyét dinh caa thi truong nay 1a phan
khuc Ban 1¢ qua tho dién/Du an nho (Flow) chiém ty trong ap ddo 1én téi 70% (khoang
54,5 triéu USD), trong khi mang Du 4n 16n/Bat dong san (Project) chi chiém 30%
(twong dwong 23,5 triéu USD). V¢ thi hiéu thiét ké, dong san pham hinh chir nhat
(Rectangular) chiém ti 70% nhu cau, trong khi dong hinh vudng (Square) chi chiém
30%. Xét theo phan khuc gid, dong san pham phd thong tdm trung
(Standard/Medium) din dau véi 45%, theo sau 1a phan khuc co ban gid ré (Eco/Basic)

chiém 30% va phan khuc cao cap (Premium/Luxury) chiém 25%.

V& bbdi canh canh tranh, thi truong hién dang bi chi phéi manh mé boi 3 ddi
thii 16n. Dan dau 1a Panasonic véi 45% thi phan, thanh céng nhd thwong hiéu ndi
tiéng, chat luong cao dinh vi & mirc gia tim trung, va dic biét 1a phan phdi qua mot
tong dai Iy duy nhat (Nanoco). Pung thir hai 13 Schneider Electric v&i 15% thi phan,
¢6 loi thé 16n nho san xuit ndi dia tai mién Nam, chinh sach thuong mai linh hoat va
c¢6 chuong trinh gin két thg dién (Electrician engagement) rit manh mé&. Dtng thir ba
1a Sino chiém 11% thi phan, thong tri phan khiic gia ré véi dd phu thi truong 1én t6i
70% du st dung cac thiét ké sao chép. Cac ddi tha khac nhu Simon (3%), Legrand
(3%), Uten (2%) va Chint (1%) chia nhau phan nhé con lai.

Vé thuc trang dinh vi cua ABB, dir liéu cho théy chién lugc hién tai cia ABB
dang di nguoc lai véi dac thu cua thi truong Viét Nam. Hién tai, ABB chi dang tap

trung vao mang “Dy 4n méi” (New Project) ma hoan toan bo ngdé mang “Flow” (Ban
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1¢/Dan dung) — noi von chiém téi 70% doanh thu toan thi truong. Thém vao do, trong
khi 70% ngudi tiéu ding chudng thiét ké hinh chit nhat, thi dai san pham ctia ABB
lai dang tap trung vao 3 dong hinh vudng va chi ¢6 1 dong hinh chir nhat. Didu nay
cho théy dai san phém hién tai cia ABB chua bam sat thi hiéu cua dai da sd nguoi

dung va thg dién Viét Nam.

V& dic tinh k¥ thuét va thoi quen lip dit, day 1a rao can 16n néu ABB mudn
mo rong kénh ban 1é. Tai Viét Nam, loai cau du bat vit (Screw terminal) chiém téi
80% thi phan, trong khi cAu ddu cim nhanh (Auto terminal) chi chiém 20%. Nguyén
nhan 14 do & mién Bic, tho dién chudng dung diy cap 16i nhiéu soi mém (nhu cap
Tran Pht) khong thé ding cho loai cam nhanh, trong khi mién Nam dung day cap 16i
cung (cap Cadivi) co thé dung dugc. Ngoai ra, co su khac biét o rét vé vung mién:
mién Bac chudng lap cong tic/6 cam theo chiéu ngang, trong khi mién Trung va Nam
lai chudng lip theo chiéu doc. Cudi clng, cac mit hang ban chay nhat & mang dan
dung 13 6 cdm don 2 chiu (16A), 6 cim d6i 3 chau va cong tic 1 chiéu; dong thoi
nguoi tiéu diung dang c¢6 xu hudng dich chuyén sang dung 6 cam chuan Qudc té
(International socket) thay vi 6 cim da ning (Multistandard) d¢é dam bao chat luong

va chuan IEC

3.1.2 Thuc trang kinh doanh thiét bi dién dan dung ABB tai Cong ty TNHH Ky thudt
POSO

La ddi tac chién luogc gan bo 12 ndm cia tip doan ABB, POSO di khing dinh
duoc nang luc ky thuat vuot troi va uy tin 16n trong viéc cung cép hé théng dién cho
cac du an cong nghiép ning va ha tang trong diém qudc gia, tiéu biéu nhu Tram bién
ap 220Kv Hai Chau hay Nha may Ong thép Hoa Phat Long An. Tuy nhién, du so hitu
nén tang chuyén mén ving chic véi doi ngii k¥ su chat lugng cao (ty 16 trinh do Pai
hoc dat 75,7% vao nam 2025), mang kinh doanh bén 1¢ thiét bi dién dan dung cua
POSO lai dang ddi mit vdi mot s6 thach thirc nhat dinh.

V& mit dinh vi va bao phu thi truong, do phu thi trudng ban 1¢ thiét bi roi cua
POSO hién con rat han ché. Nguyén nhan xuat phat tir dinh huéng chién luge cia
cong ty khi chil yéu tap trung vao cc goi thau lap dat tron goi doi hoi ham luong

chuyén mén sau, thay vi chay dua mé rong quy mo phan phdi gia ré nhu doi thu Dién
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Hop Long. Hé sinh thai san pham ABB tai POSO dam bao kha ning dap ung da dang
cho nhiéu phan khiic khach hang c6 murc thu nhép tir thap, trung binh dén cao.

Dé khic phuc nhitng han ché trong mang béan 1¢ va gia tang loi thé canh tranh,
POSO d3 va dang tich cuc trién khai cac chién luoc thu hat va giir chan khach hang
c4 nhan. Nham tiép can ngudi tiéu ding, cong ty ap dung cac chuong trinh wu dai
linh hoat cho khach hang c4 nhan nhu giam gia truc tiép tir 10%, ting kém san pham
hoic tich diém d6i qua.

Yéu t6 then chdt tao nén su an tim cho khach hang 1a chinh sach bdo hanh
chinh hang 1én dén 18 thang ké tir ngay mua (hodc 12 thang ké tir ngay lap dat). Pong
thoi, quy trinh xir 1y sy ¢b duogc tdi wu hoa voi cam két phan hdi khiéu nai trong vong
24 gid va xtr 1y hoan tt chi trong 7-14 ngay lam viéc. Doi ngi k¥ thuat cia POSO
cling luén dam bao giao hang ding tién d6 va hd tro tu van k¥ thuit nhanh chéng,
chuyén nghiép.

Nho nhitng nd luc trong viéc dam bao chét luong, do an toan va do bén cla
thiét bi ABB cung dich vu cham séc¢ tan tinh, ty 1¢ khach hang tai mua san phém thiét
bi dién dan dung da ghi nhan sy tang trudng tich cuc, tr mic 20% lén 30-35% trong
giai doan 2024-2025. Diéu nay cho thiy chién lugc tip trung vao chat lugng dich vu
va gia tri cot 16i dang dan mang lai su hai 10ng va tin tuong bén viing tir phia ngudi
ti€u dung.
3.1.2.1. Thuc trang chat luong san pham ABB

Chat luong san phim 1a mot trong nhirng yéu t6 quan trong anh huodng truc
tiép dén su hai 1ong cta khach hang khi st dung thiét bi dién dan dung ABB. Hién
nay, Cong ty TNHH K§ Thuat POSO dang phan phéi nhiéu dong san pham ABB nhur
MCB, MCCB, RCBO, tu dién, cong tdc va 6 cim phuc vu cho khach hang c4 nhan
va cac du an dan dung.

Cac san phém ABB dugc danh gia cao vé do an toan, d6 bén va kha nang van
hanh 6n dinh. Hau hét san pham déu duoc san xuit theo tiéu chuan qudc té IEC, ¢
day du chimg nhan chat lvgng CO/CQ va dap tng cac yéu cau k§ thuit cua thi trudng
Viét Nam. Ngoai ra, ABB la thuong hiéu c6 uy tin toan cau trong linh vyc dién nén
khach hang thuong c6 niém tin cao d6i véi chat lugng san pham.

Tuy nhién, mot sé khach hang van cho rang cac san pham ABB c6 thiét ké
chua thuc sy da dang so vdi mot ) thuong hi€u canh tranh trong phan khtc dan dung.
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Diéu nay phan ndo anh huéng dén quyét dinh lya chon ciia nhom khach hang cha
trong tinh thim my.

Nhin chung, chét luvong san pham ABB tai POSO dugc danh gia 1a t6t va 1a
mot trong nhitng yéu té tao nén su hai long cua khach hang.
3.1.2.2. Thyc trang gia ca san pham ABB

Gi4 c 1a yéu t6 anh huong truc tiép dén quyét dinh mua hang cua khach hang.
Céc san pham thiét bj dién ABB thuong duoc dinh vi ¢ phan khiic trung va cao cap
nén muc gia twong ddi cao so v6i nhiéu thuong hiéu trong nude hodc mot sb thuong
hiéu chau A khac.

Tai Cong ty TNHH K§ Thuat POSO, gia ban san pham ABB duoc niém yét
1d rang va c6 tinh canh tranh nho chinh sach phan phdi chinh hang. Cong ty thudng
ap dung cac chuong trinh chiét khiu cho khach hang dy 4n, nha thau va dai Iy nham
gia tang loi ich cho khach hang.

Mic du gia thanh cao hon mit bang chung cta thi truong, nhung nhiéu khach
hang van chap nhan vi san pham c6 chat lugng tot, d6 bén cao va dam bao an toan
trong qua trinh st dung. Piéu nay cho thdy khach hang danh gia gia ca dya trén gia
tri nhan dugc thay vi chi dua trén muirc gia tuyét ddi.
3.1.2.3. Thyc trang chét luong dich vu

Bén canh chat luong san phém, chit luong dich vu la yéu to gop phén nang
cao trai nghiém ctia khach hang. Hién nay, POSO cung cip cac dich vu tu van k¥
thuat, hd tro lua chon san ph?lm, bao gia, giao hang va bado hanh sau ban hang.

Doi ngil nhan vién kinh doanh va k§ thuat cua cong ty duoc dao tao vé kién
thirc san pham ABB, c¢6 kha nang tu van giai phap phi hop voi nhu cau ciia khach
hang. Thoi gian phan hdi yéu cau bio gia va hd trg k¥ thuat twong déi nhanh, giup
khach hang tiét kiém thoi gian trong qua trinh mua hang.

Tuy nhién, do sb luong khach hang ngay cang ting nén vao nhing thoi diém
cao diém, thoi gian xir Iy don hang va hd trg k§ thuat doi khi chwa dap tmg duoc ky
vong cuia mot s6 khach hang. Day 13 van dé cong ty can tiép tuc cai thién dé ning cao
chat lugng dich vu.
3.1.2.4. Thyc trang hoat dong chiéu thi

Hoat dong chiéu thi dong vai tro quan trong trong viéc nang cao nhan thurc va
thuc day quyét dinh mua hang ctia khach hang. Hién nay, POSO trién khai nhiéu hoat
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dong quang ba san pham ABB thong qua website, fanpage Facebook, Zalo OA, email
marketing va cac hdi thao k¥ thuat danh cho khach hang doanh nghiép.

Ngoai ra, cong ty thuong xuyén thuc hién cac chuong trinh khuyén mai, hd
trg gi4 va chinh sach chiét khau d6i v6i khach hang du 4n nham gia ting stc canh
tranh trén thi truong.

Mic du vy, cac hoat dong truyén thong van chu yéu tip trung vao khach hang
doanh nghiép (B2B), trong khi hoat dong quang ba ddi véi nhom khach hang ca nhan
con han ché. Diéu nay khién do nhan biét thuong hiéu ABB trong phan khuc dan
dung chua thuc sy twong xing voi tiém nang cia thi truong.
3.1.2.5. Thyc trang thuwong hi¢u ABB

ABB 1a mot trong nhitng thuong hiéu hang dau thé gidi trong linh vuc dién va
tw dong hoa. Vi lich st phat trién 1au nam cung su hi¢n di¢n tai nhiéu quéc gia, ABB
da xay dung dugc hinh anh thuong hiéu gan lién véi chat lugng, do an toan va cong
nghé tién tién.

Tai Viét Nam, thuong hi¢u ABB duogc nhiéu nha thau, k¥ su dién va chu dau
tu biét dén va tin tudng lya chon cho cac cong trinh dan dung va cong nghiép. La nha
phan phéi san phdm ABB, Cong ty TNHH K§ Thuat POSO duoc hudng loi tir uy tin
thuong hiéu nay trong qua trinh tiép can khach hang.

Tuy nhién, so véi cac thuong hiéu phd théng nhu Schneider Electric hay
Panasonic trong phan khtic dan dung, mirc do nhan dién thuong hi¢u ABB doi véi
ngudi tidu ding c4 nhan van con han ché. Vi vay, cong ty can ddy manh hon nira cac
hoat dong xay dung thwong hiéu dé ning cao sy nhan biét va niém tin cta khach

hang.
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3.2 Théng tin miu khio sat
3.2.1 M6 td mdu

Bing 3.1: Bang mo td mau nghién ciru

Tan | Tylé |Tyle% |Tylé%
suat | % hop 1¢ tich luy
Nam 134 | 81.7 |[81.7 81.7
Gioi tinh | Nix 30 183 | 18.3 100
Tong 164 | 100 | 100
Duéi 30 tudi 45 274 | 274 27.4
Tir 30-40 tudi 69 42.1 |42.1 69.5
Do tudi Tir 40-50 tudi 46 28.0 |[28.0 97.6
Trén 50 tudi 4 24 |24 100
Tong 164 |100 | 100
Nhén vién van phong 33 20.1 ]20.1 20.1
Ky su/The dien/Nha hdy |5 a4g | 348 54.9
Nghd xay dung
nghiép Kinh doanh ty do 26 159 | 159 70.7
Khac 48 293 (293 100
Tong 164 |100 | 100
Dudi 10 tridu 25 152 | 152 15.2
Tir 10-20 triéu 117|713 |[71.3 86.6
Thu nhap
Trén 20 triéu 22 134 |13.4 100
Tong 164 | 100 | 100
(Nguon: Dit liéu tir SPSS)
Nhan xét:

Dic diém gidi tinh: Khach thé nghién ctru c6 su phan hoa rd rét voi 81,7% 1a
nam gidi (134 nguoi) va chi 18,3% la nir gidi (30 nguoi). Su chénh 1éch nay la
hoan toan logic va mang tinh dac thu nganh, bdi nam gidi thuong 1a nguoi truc
tiép chju trach nhiém tim hiéu, ra quyét dinh va lép dat cac thiét bj dién an toan,

mang tinh ky thuat cao trong h¢ gia dinh.
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Co ciu dd tudi: Mau khao sat tap trung vao luc luong lao dong dang trong giai
doan lap gia dinh va kién thiét tai san. Nhém tudi 30-40 tudi chiém ty trong chi
phdi véi 42,1%, theo sau 1a nhom 40-50 tudi (28,0%) va dudi 30 tudi (27,4%),
riéng nhom trén 50 tudi chi chiém thiéu s6 2,4%. Day 1a nhom nhan khau hoc ¢6
nhu cau xay dyng, cai tao nha & cao nhat va bat dau phat sinh nhan thirc manh mé
vé cac giai phap an toan dién lau dai.

Co ciu nghé nghiép: Su phan bd nghé nghiép cing cb do tin cay cua tap dir
liéu khi nhém K§ sw/Tho dién/Nha thau xay dung chiém ty 1& ap dao voi 34,8%.
Viéc nhitng ngudi c6 chuyén mén truc tiép tham gia danh gia khong chi cho thay
mirc do quan tAm dén san pham k¥ thuat ABB ma con dam béo chat luong phan
hoi (chat lugng dit liéu so cap) co chiéu sau va do chinh xac cao. Theo sau 1a

nhém Nhan vién van phong (20,1%) va Kinh doanh tu do (15,9%).

Murc thu nhap trung binh hang thang: Mtrc thu nhép tap trung chii yéu & phan
khuc 10 - 20 triéu VND, chiém ty 18 tuyét d6i 71,3%; ké dén 1a nhém dudi 10
triéu VND (15,2%) va trén 20 triéu VND (13,4%). Phan phdi thu nhap nay hoan
toan khép véi dinh vi thi trudng ciia san pham ABB — mét thuong hiéu thiét bi
dién phan khuc cao cap doi hoi ngudi tidu dung phai c6 nén tang tai chinh tir mirc
trung binh kha tr¢ 1€n.

Két luan: Co cdu mau khao sat dugce phan bo rat tap trung va mang tinh dai
dién cao cho thi truong muc tiéu ctia doanh nghiép (nam gidi, do tudi 30-40, c6 thu
nhap 6n dinh va c6 su am hiéu nhit dinh vé k¥ thuat). Dit liéu thu thap duoc hoan
toan loai bé dugc yéu té nhiu ngiu nhién, dam bao do tin cay thong ké virng chic

dé tiép tuc thyc hién céc bude phan tich dinh luogng phtc tap.
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3.2.2 Phan tich thong ké mé ta mdau nghién ciru

Bang 3.2: Phan tich thong ké mé ti miu nghién ctru

Tan | Tylé |Tyle% |Tylé%
suat | % hop 1¢ tich luy
Anh/chi da tirng mua | Roi 164 100 100 100
hogc sir dung sin Chua 0 0 0 100
phéam thiét bj dién
dan dung ABB do
Cong ty TNHHKY | 15,6 164|100 | 100
thuit POSO phan
phdi chwa?
Th hié
UONEIC | 15o | 744 | 74.4 74.4
uy tin
M’R’ ~
faumadep, 1ot 515|512 125.6
hién dai
Tiéu chi nao Anh/Chi 5 bén va ti
1 a0 AL Dobenvatinh | oo g1 5,3 179.9
quan tam nhat khi an toan
lwa chon thiét bi dién
ra chg s idcahoply |14 4 4 268.
dan dung? Gidcahop ly 5 88 88 68.3
hinh séch b3
Chinh sach bao | o1 475 47,0 3153
hanh, hau mai
Khac 106 |64.6 |64.6 379.9
Tong 164 |379.9 |379.9

Nhin xét:

V& cau hoi gan loc (P timg mua hodc st dung san pham thiét bi dién dan
dung ABB do POSO phan phdi chua): Qua miu khao sat, c6 164 dap vién tra 10i
"Ri", chiém ty 1& tuyét dbi 100%, khong cé dap vién nao chon "Chua". Diéu nay
khang dinh 100% dir liéu thu vé déu hoan toan hop 18, toan bo dbi tugng tham gia

khao sat déu di c6 trai nghiém thuc té voi san pham ctia POSO, dam bao tinh khach

(Nguon: Dit liéu tir SPSS)

quan va dd tin cdy tuyét d6i cho cac phan tich EFA va Hoi quy ¢ phan sau.

Vé tiéu chi khach hang quan tdm nhat (Cau héi nhiéu lya chon): S6 lwong dap
vién quan tdm dén tiéu chi "Gia ca hop Iy" 1a cao nhit v6i 145 dap vién (chiém

88.4%), tiép theo 1a "Thuong hiéu uy tin" voi 122 dap vién (chiém 74.4%), tiéu chi
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"Khac" v6i 106 dap vién (chiém 64.6%), "Do bén va tinh an toan" véi 89 dap vién
(chiém 54.3%), "Mau ma dep, hién dai" voi 84 dap vién (chiém 51.2%) va cudi cing

14 "Chinh séch bao hanh, hau mai" véi 77 dép vién (chiém 47.0%).

=> Két qua nay phan anh hanh vi tiéu dung c6t 161 ciia ngudi mua thiét bi dién hién
nay: Du doi hoi cao vé do bén, an toan va uy tin thuong hiéu (ABB), nhung yéu t6
gi4 ca van 1a bai toan wu tién hang dau chi phdi truc tiép dén quyét dinh cudi cung
cua ho. Doanh nghiép can dic biét chu y dén chién luogc gia va cac chuong trinh
khuyén mai dé kich cau.
3.2.3 Panh gid cia khdach hang vé Chdt lwong sdn pham

Biang 3.3 Panh gia ciia khach hang vé Chét lrgng san pham

Mure do (%)
Hoan toan . Hoan
. Khong Binh | Pong Gia tri
khong dong . toan
dongy | thuong y . trung binh
y dong y
San pham
CLSP1 1.2 3.0 5.5 42.7 47.6 4.32
CLSP2 0.6 3.0 9.1 45.7 41.5 4.24
CLSP3 0.6 2.4 11.6 33.5 51.8 4.34
CLSP4 0.6 3.0 8.5 42.1 45.7 4.29
CLSP5 0.6 3.7 9.1 37.2 49.4 431
CLSP6 24 5.5 33.5 23.8 34.8 3.83
CLSP7 0.6 4.9 28.7 40.9 25.0 3.85

(Nguon: Dit liéu tir SPSS)

Nhan xét:
V& cac tiéu chi k¥ thuat va do bén: Khach hang danh gi rat cao cac yéu t6 ¢t
16i cua thiét bi ABB. Cu thé, bién CLSP3 (Hiém khi gip su cd k¥ thuat) dat gia tri

trung binh (Mean) cao nhat 13 4.34, véi ty 18 dong y gop (Pong ¥ + Hoan toan dong

¥) 1én toi 85.3%. Céc tiéu chi vé d6 bén (CLSP1, Mean 4.32, 90.3% dong ¥) va do an
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toan cao khi gip su cd (CLSP4, Mean 4.29, 87.8% dong ) ciing nhan dugc sy tin
nhiém tuyét ddi. biéu nay phan anh dung dinh vi cia ABB la dong thiét bi bao vé an

toan dién hang dau, mang lai sy an tam tuyét ddi cho nguoi dung.

V& tiéu chi thim m¥: Hai bién c6 diém sb thap nhit trong nhém 1a CLSP6 (Chdng
bam ban, triy xudc - Mean 3.82) va CLSP7 (Kich thudc can ddi - Mean 3.84). Ty 1é
danh gia & mirc "Binh thuong" ciia hai bién nay kha cao, 1an luot 13 33.5% va 28.7%.
=> Khach hang chii yéu mua ABB vi tinh ning an toan k§y thuat thay vi thiét ké bat
mat. Thiét ké cia ABB mang thién hudng cong nghiép, chic chin nén c6 thé chua
dap ung dugc ti da thi hiéu vé d6 tham my tinh x40, nho gon ciia mot by phan khach
hang ca nhan.

3.2.4 Panh gid cia khdch hang vé Gid ca sian pham

Bang 3.4: Panh gia clia khach hang vé Gi4 ca san pham

Mirc do(%)

oanA toan Khong Binh x ., | Hoan toan Gia tri

khong dong y thuon Dongy dong y trung

dfﬁng y gy g gy binh

Gia ca san pham

GSP1 0.6 9.1 46.3 34.8 9.1 3.43
GSP2 0.6 3.7 11.6 53.7 30.5 4.1
GSP3 1.2 3.0 8.5 38.4 48.8 4.30

(Nguon: Dit liéu tir SPSS)
Nhan xét:

Gia tri trung binh cao nhét thudc vé bién GSP3 (Bang bao gia minh bach, rd
rang) voi Mean 4.30 va 87.2% ty 1& dong ¥. Pidu nay cho thiy sy chuyén nghiép cta
POSO trong khau niém yét va bao gia cho khach hang. Bién GSP2 (Gi4 xung dang
v6i chat lugng) dat Mean 4.09, v6i 84.2% khach hang dong .

Tuy nhién, diém dang luu ¥ nhat nam ¢ bién GSP1 (Gia phii hop véi tai chinh
c4 nhén), c6 gia tri trung binh thap nhat toan moé hinh (Mean = 3.43). Ty 18 khach
hang d4nh gia "Binh thudng" chiém ty trong 16n nhét (46.3%), va ty 1¢ khong dong y
1én t6i 9.7%.
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=> Két qua nay hoan toan logic véi thuc té thi truong. ABB 1a dong san pham
cao cap, nham t6i chit luong tiéu chudn qudc té nén muc gia s& nhinh hon mit bang
chung. Mic du khach hang thira nhan muc gia nay "xtmg dang voi chat luong"
(GSP2), nhung né van tao ra ap luc tai chinh nhit dinh ddi v6i ngan sach cua cac ho

gia dinh thong thuong (GSP1).
3.2.5 Pdnh gid cia khdch hang vé Chdt lwong dich vu

Bang 3.5: Panh gia ciia khach hang vé Chét lwong dich vu

Murc do(%)
et g | o | g | |
dong y dongy thuong dong y binh
Chit lwong dich vu
DV1 0.6 3.7 7.9 42.1 45.7 4.29
DV2 0.6 3.7 12.2 51.2 32.3 4.11
DV3 0.6 3.7 11.6 47.6 36.6 4.16
DV4 0.6 4.3 12.2 40.2 42.7 4.20
DVS5 1.2 3.7 10.4 40.9 43.9 4.23
DVeo 0.6 4.3 12.8 41.5 40.9 4.18
DV7 0.6 3.7 11.6 40.2 43.9 4.23

(Nguén: Dit liéu tir SPSS)
Nhan xét:

Toan bd 7 bién quan sat vé Chét luong dich vu déu duoc danh gia & muc rat
t6t (Mean > 4.1). Piém sang 16n nhat 1a sy nhiét tinh, lich sy ctua doi ngii POSO
(DV1) dat Mean 4.28 voi 87.8% khach hang dong y/hoan toan dong . Bén canh do,
khau hau mai nhu Quy trinh bao hanh/déi tra (DV7, Mean 4.23) va Cung cip day du
chung tir (DVS5, Mean 4.23) ciing dugc danh gia cuc ky cao.

=> Dit liéu ndy chung t6 POSO d3 phat huy rat t6t thé manh c6t 16i ctia minh
1a doi ngii nhan sy k¥ thuat cao (phan 16n trinh d6 Pai hoc). Khach hang khong chi
mua mot thiét bi dién, ma ho mua " giai phap an toan" thong qua sy tu van tan tim va
ché d6 hau mii chuyén nghiép tir POSO.
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3.2.6 Pdnh gid cia khdch hang vé Hoat déng chiéu thi

Bing 3.6 Panh gia ciia khach hang vé Hoat dong chiéu thi

Mirc do(%)
Hosa
oan ) ‘ Hoan | Gid tri
toan Khong Binh " B . :
khon dong v thwon Dongy t‘oan trung
,\ g gy g dong y binh
dong y
Hoat dong chiéu thi
HDCT1 0.6 0 10.4 40.9 48.2 4.36
HDCT2 0.6 9.1 30.5 39.0 20.7 3.70
HDCT3 1.2 3.0 26.2 39.6 29.9 3.94
HDCT4 1.2 2.4 20.1 52.4 23.8 3.95
HDCTS5 0.6 3.7 13.4 42.7 39.6 4.17

Nhan xét:
Khach hang danh gia rat cao viéc tiép can thong tin cia POSO qua cac kénh
truyén théng (HDCT1) v6i Mean 4.35 va ty 1& dong ¥ 1én dén 89.1%. Cac goi "Combo

san pham" (HDCT5) ciing nhan duoc Mean tot & mitc 4.17, cho thay chién lugc ban

hang tron goi ciia cong ty dang di ding hudng.

Tuy nhién, ndi dung quang cao cung cip thong tin ky thuat (HDCT2) lai co
diém Mean kha thap (3.70), voi 30.5% khach hang danh gia binh thuong va 9.7%

(Nguén: Dir liéu tir SPSS)

khong dong y. Hinh anh va video minh hoa (HDCT3) ciing chi dat Mean 3.93.

=> Marketing cho thiét bi dién k¥ thuat 1a mot bai toan khé. Két qua khao sat
chi ra ring cac quang cdo hién tai ciia POSO c6 thé van con kho khan hodc chua dién

giai duoc hét cac thong so k§ thuat phirc tap thanh ngon ngir dé hiéu, tryc quan cho

khach hang cé nhan.
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3.2.7 Pdnh gid cia khdch hang vé Thirong hiéu

Bang 3.7: Panh gia cia khach hang vé Thuong hi¢u

Mirc do(%)
Hoan
toan Khong Binh »__, | Hoan toan Gia tri
~ X A bong y X -
khong | dongy | thwong dong y trung binh
dong y
Thwong hi¢u

TH1 0.6 0.6 7.9 53.0 37.8 4.27
TH2 0.6 1.8 14.0 43.9 39.6 4.20
TH3 0.6 0 12.2 52.4 34.8 4.21
TH4 1.2 0 11.6 45.1 42.1 4.27
THS 0.6 0.6 10.4 40.9 47.6 4.34

(Nguén: Dit liéu tir SPSS)
Nhan xét:
Céc chi s6 danh gia Thwong hiéu cuc ky dong déu va & mirc xuat sic (toan bd
Mean > 4.2). Pic biét, bién TH5 (Pic diém nhan dang dé dang) c6 Mean cao nhat
4.34 véi 88.5% dong y, va bién TH1 (Uy tin cia POSO) dat Mean 4.26 véi 90.8%
dong .
=> ABB 1a mdt thuong hiéu toan cau dd dugc khang dinh, cong huong cung
uy tin hon mot thap ky (15 niam) thi cong cac du an 16n cua POSO tai Pa Nang, di
tao nén mot "1a chan niém tin" vimg chic trong tam tri ngudi tiéu dung d6i véi cac

thiét bi phan phbi tai day.
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3.2.8 Panh gid cia khdach hang vé Sw hai long

Bang 3.8: Panh gia ciia khach hang vé Sy hai long

Mire d§(%)
Hoz‘mA toan Khong Binh Déng Ho‘z‘ln Gia tri
khong x . i toan trung
x dong y thwong A 5
dong y dong y binh
Su hai long
SHL1 0.6 0 13.4 43.3 42.7 4.27
SHL2 0.6 0.6 14.0 48.2 36.6 4.20
SHL3 0.6 0.6 11.6 43.9 43.3 4.29
SHL4 1.2 0 11.6 42.1 45.1 4.30

(Nguon: Dir liéu tir SPSS)
Nhin xét:
Murc d6 hai long chung ctia khach hang d6i véi san pham ABB do POSO phan

phéi 1a rat cao (tit ca cac bién déu c6 Mean xap xi 4.3). Khach hang khéng chi coi

1
Ay M

day la "luya chon hang dau

lai mua" (SHL3, Mean 4.28, 87.2% dong ).

(SHL4, Mean 4.29, 87.2% d6ng ¥) ma con san sang "quay

=> Sy hai 10ng nay khong dén mot cach ngau nhién ma 13 hé qua cong hudng
tir Chat lugng thiét bi vuot troi, Thuong hiéu uy tin va dic biét 1a Dich vu hd tro k¥
thuat tan tam cua POSO, bu dép lai nhitng rao can vé muc gia kha cao cua san phém.
3.3 Kiém dinh d¢ tin ciy thang do - Cronbach Alpha
3.3.1 B6 tin cdy thang do Chdt lwong san pham:
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Bang 3.9: Phian tich vé @9 tin cdy thang do Chat lwgng sin phim

Gia tri Cronbach's Alpha: .850
Trung binh Phuong sai Cronbach's
. . ., |Twong quan ,
Bién thang do néu loai| thang do néu ., Alpha néu
. . bién tong )
bieén loai bién loai bieén
CLSP1 24.86 14.097 .698 817
CLSP2 24.94 14.855 .580 .833
CLSP3 24.85 14.486 615 828
CLSP4 24.89 14.454 .647 .824
CLSP5 24.87 14.824 546 .838
CLSP6 25.35 13.494 575 .838
CLSP7 25.34 14.065 .637 .825

(Nguén: Dit liéu tir SPSS)

Nhan xét: Nhin vao bang 3.9, ta thiy thang do "Chat lugng san pham" ¢6 gia
tri Cronbach's Alpha dat 0.850. Pay 1a muc gia tri rat tot (1on hon mirc tiéu chuan
0.7), khang dinh thang do c6 d tin cy noi tai cao. Hé sb twong quan bién tong ctia
7 bién quan sat (CLSP1, CLSP2, CLSP3, CLSP4, CLSP5, CLSP6, CLSP7) dao dong
tir 0.546 dén 0.698. Tat ca cac hé sé nay déu vuot xa muc tiéu chuan tdi thiéu 13 0.3.
Pong thoi, cot "Cronbach's Alpha néu loai bién" khong ¢ gia tri nao 16n hon tong
thé 0.850.

=>Két luan: Thang do dat yéu cau xuat sic. Toan b 7 bién quan sat duoc giir
lai dé dua vao phan tich nhan t6 kham pha (EFA) tiép theo
3.3.2 D¢ tin cdy thang do Gid san pham

Bang 3.10: Phén tich vé d tin ciy thang do Gi4 san phim

Gia tri Cronbach's Alpha: .709
Ph i h'
X Trung binh thang do ong sa: Twong quan Cronbac £ i
Bién V s oK thang donéu| _ , Alpha néu
néu loai bién L bién tong o
) loai bién loai bién
GSP1 8.40 1.997 489 .665
GSP2 7.73 1.940 552 .590
GSP3 7.52 1.809 543 599
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(Nguén: Dit liéu tir SPSS)

Nhan xét: : Theo Bang 3.10, thang do "Gi4 san pham" c6 gia tri Cronbach's
Alpha dat 0.709 (> 0.7). Du chi c6 3 bién quan sat, thang do ndy van dam bao duoc
tinh nhit quan va do tin cay can thiét. Hé sb twong quan bién tong cua cac bién
GSP1, GSP2, GSP3 lan lugt 14 0.489, 0.552 va 0.543. Toan bo déu > 0.3, chimg
t6 cac bién déu dong gop y nghia vao nhan t tong.

=>Két luan: Khong c6 bién rac. Ca 3 bién quan sat déu hop 18 dé tiép tuc
dua vao phan tich EFA.

3.3.3 Do tin cay thang do Chat lwong dich vu
Bang 3.11: Phén tich dd tin cdy thang do Chét lwong dich vu

Gia tri Cronbach's Alpha: .856

Trung binh . Cronbach's
X R .|Phwong sai thang Twong quan £ )
Bién thang do néu loai P X gz Alpha néu loai
X do néu loai bién bién tong X

bién bién
DV1 25.10 13.750 .660 831
DV2 25.28 14.129 .603 .839
DV3 25.23 14.093 595 .840
DV4 25.19 13.749 612 .837
DV5s 25.16 13.648 622 .836
DVé6 25.21 13.592 .642 .833
DV7 25.16 13.864 .609 .838

(Nguon: Dit liéu tir SPSS)

Nhan xét: Bang 3.11 cho théy thang do "Chat lugng dich vu" dat do tin
cdy rat cao voi Cronbach's Alpha = 0.856 (> 0.7). Piéu nay phan anh céc cau
hoi danh gia dich vu cua POSO rat ddng nhét va rd rang. 7 bién quan sat tir
DV1 dén DV7 déu c6 hé sb twong quan bién tong ddng déu, thap nhit 1a DV3
(0.595) va cao nhét 1a DV1 (0.660). Tat ca déu thoa man diéu kién > 0.3.

=>Két luan: Thang do hoan toan dat tiéu chuan. Ca 7 bién quan sat déu
duoc gitr lai cho budc phan tich EFA.

3.3.4 D¢ tin cqy thang do Hoat dong chiéu thi
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Béang 3.12: Phan tich d§ tin cay thang do Hoat dong chiéu thij

Gia tri Cronbach's Alpha: .714
Trung binh Cronbach's
, . |Phwong sai thang| Twong quan ,
Bién thang do néu i i L, Alpha néu loai

, do néu loai bién | bién tong ,
loai bién bien
HDCT1 15.76 6.268 390 .696
HDCT?2 16.42 5.423 445 679
HDCT3 16.18 5.377 486 .660
HDCT4 16.17 5.639 495 .656
HDCTS 15.95 5.347 547 .634

(Nguén: Dit liéu tir SPSS)

Nhan xét: Nhin vao Bang 3.12, thang do "Hoat dong chiéu thi" cé gia tri
Cronbach's Alpha =0.714 (> 0.7), dat yéu cau vé do tin cdy ciia mo hinh nghién ciru,
hé s6 twong quan bién tong cia 5 bién quan sat (HDCT1 dén HDCTS5) dao dong tir
0.390 dén 0.547. Tét ca déu 16n hon 0.3.

=>Két luan: Thang do dam bao tinh lién két tét. Giir nguyén 5 bién quan sat
nay dé tién hanh chay EFA.
3.3.5 Do tin cqy thang do Thuwong hiéu

Béing 3.13: Phan tich d¢ tin cay thang do Thwong hi¢u

Gia tri Cronbach's Alpha: .718
Trung binh Cronbach's

, , Phwong sai thang Twong quan ,

Bién |thang do néu loai i n L Alpha néu loai

, do néu loai bién | bién tong ,

bien bien
TH1 17.02 4.251 .580 .632
TH2 17.09 4.422 391 708
TH3 17.08 4.785 356 715
TH4 17.02 4.104 .543 .643
THS 16.95 4.199 531 .648

(Nguén: Dit liéu tir SPSS)
Nhan xét: Theo Bang 3.13 thang do "Thuong hi¢u" c6 gia tri Cronbach's
Alpha =0.718 (> 0.7), cho thiy tap dit liéu danh gia uy tin va dinh vi thuong hiéu cta
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POSO/ABB dat d¢ tin cdy tot. Bang 3.13 thé hién cac bién TH1, TH2, TH3, TH4,
THS c6 hé s6 twong quan bién tong 1an luot 13 0.580, 0.391, 0.356, 0.543, 0.531. Mic
du bién TH3 (0.356) c6 thap hon so v6i cac bién khac, nhung van 16n hon ngudng
cho phép 1a 0.3.

=>Két luan: Khong c6 bién nao vi pham diéu kién loai trir. Tat ca 5 bién quan
sat déu du diéu kién dua vao phan tich EFA.
3.3.6 D¢ tin cqy thang do Su hai long

Bang 3.14: Phan tich vé dj tin ciy thang do Sw hai long

Gia tri Cronbach's Alpha: .743

Cronbach's
, Trung binh thang |Phwong sai thang| Twong quan ,
Bién , i i i . Alpha néu
do néu loai bién | do néu loai bién | bién tong ,
loai bién

SHL1 12.78 3.044 567 667
SHL2 12.86 3.287 449 731
SHL3 12.77 3.026 S71 .664
SHL4 12.76 2971 .560 670

(Nguon: Dit liéu tir SPSS)
Nhan xét: Bang 3.14 cho thay bién phu thudc "Su hai 1ong" ¢6 Cronbach's
Alpha = 0.743. Mtic nay 16n hon 0.7, x4c nhén thang do do ludng chinh x4c va on
dinh trang thai hai long cua khach hang.
4 bién quan sat cua thang do nay (SHL1 dén SHL4) déu hoi du do tin cay dé
dua vao phan tich nhan t6 kham pha EFA va cac phép kiém dinh hoi quy sau nay.
Tom lai, qua qua trinh kiém dinh, c6 thé khang dinh bo thang do cua dé tai
duogc thiét ké cuc ky chit ch& va logic. Toan bo 6 thang do (5 bién doc 1ap va 1 bién
phu thudc) déu c6 Cronbach's Alpha > 0.7 (dac biét Chét lugng san phém va Chét
luong dich vu > 0.85). Dong thoi, khong c6 bat ky bién quan sat ndo c6 hé sb tuong
quan bién tong dudi 0.3. Piéu ndy ching to tap dir liéu thu vé rat sach, khong c6 "bién
rac", tac gia khong can phai loai bo bit ky bién nao & budc nay, qua do tao ra mot

tién dé dir liéu vo cung vimng chac dé tién hanh phan tich nhan t6 kham pha (EFA).
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3.4. Phan tich nhén t6 kham pha EFA
Bang 3.15KMO and Bartlett's Test

Tri s6 KMO

Tri s6 Sig

.866

.000

Bang 3.16: Bang phan tich nhan t6 khaim pha EFA lan 1

, Thanh phan
Bieén
1 2 3 4 5

CLSP3 759

GSP2 733

GSP3 727
CLSP5 692
CLSP4 664
CLSP1 660
CLSP2 628

DV2 831

DV6 762

DV7 611

DV1 575

DV5 512

TH3 500

TH1 699

TH4 693
HDCT5 672
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HDCT1 .665

THS 582

HDCT?2 .832

HDCT3 671

GSP1

HDCT4

CLSP6 734

CLSP7 715

TH2 758

DV3 548

DV4

(Nguén: Dit liéu tir SPSS)

Nhan xét: Trong lan phén tich dau tién, toan bo cac bién quan sat cia 5 nhom
nhan t6 doc 1ap duoc dua vao kiém dinh. Két qua cho théy mo hinh dat gia tri héi tu
ban dau tét. Tuy nhién, qua xem xét Ma tran xoay nhan t5, mot sd bién quan sat da
vi pham céc ti€u chuan théng ké. Cu thé, cac bién quan sat nhu GSP1,HDCT4 va
DV4 bi phat hién 1a cac "bién xau" do khong dam bao duogc gia tri phan biét.

Pé dam bao tinh chit ché va do tin cdy cua mo hinh cho cac budc phan tich sau
hon, quyét dinh loai b6 cac bién vi pham nay va tién hanh chay EFA lan thir 2 véi
cac bién con lai nham thu duoc mot cdu tric nhan t6 sach va rd rang nhat

Phén tich nhan t6 kham pha EFA lan 2
Bang 3.17 KMO and Bartlett's TesT

Tri s6 KMO Tri s6 Sig
.866 .000
(Nguon: Dit liéu tir SPSS)
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Bang 3.18: Bing xoay nhin t6 kham pha EFA lan 2

, Thanh phan
Bién
1 2 3 4
CLSP1 778
CLSP4 757
CLSP3 755
GSP3 696
CLSP7 691
CLSP6 653
GSP2 633
CLSP5 631
CLSP2 627
DV6 755
DV2 747
DV7 746
DV1 637
DV3 623
TH3 618
DV5 602
TH2 542
HDCT1 746
HDCT5 645
TH1 595

84




TH4 .549

THS 502
HDCT?2 .847
HDCT3 126

(Nguon: Dit liéu tir SPSS)

Nhan xét: Sau khi loai bd cac bién khong dat yéu cau, két qua EFA lan 2
(Bang 3.4.3 va 3.4.4) da dat duoc trang théi 1y tuong theo cac tiéu chuan nghién ctru

khoa hoc:

Kiém dinh KMO va Bartlett's: Chi s6 KMO = 0.866 (nam trong khoang 0.5
dén 1) va gia tri Sig. = 0.000 cho thiy cac bién quan sat c6 twong quan chit ché va
tap dir liéu hoan toan phu hop dé phan tich nhan td.

Dit liéu da hoi tu mot cach 6n dinh thanh 4 nhém nhan té méi véi téng phuong
sai trich dat murc cao, giai thich tdt sy bién thién cua dir liéu.

- Nhan t6 1 (Chat luong & Gia ca): Gom 9 bién quan sat (CLSP1-CLSP7 va
GSP2, GSP3) c6 hé s6 tai tir 0.627 dén 0.778. Viéc cac bién nay hoi tu chung
phan 4nh tu duy thyuc té ctia khach hang: ho danh gia chat lugng san pham
ABB luén di dbi véi gia tri kinh té twong xtng.

- Nhan t6 2 (Dich vu & Uy tin): Gom 8 bién véi hé sé tai tir 0.542 dén 0.755,
khéng dinh su gén két gitta dich vu hd trg cua POSO va niém tin thuong hi¢u.

- Nhan t6 3 (Truyén thong va nhan dién): Gom 5 bién (HDCT1, HDCTS5 va
TH1, TH4, TH5) c6 hé s tai tir 0.502 dén 0.746.

- Nhan té 4 (Quang c4o): Gom 2 bién (HDCT2 va HDCT3) voi hé sb tai cao
nhat 1én t6i 0.847.

Gia tri hoi tu va phan biét: Tét ca cac bién quan sat gitr lai déu co Factor

Loading > 0.5, khong con hién twong tai chéo vi pham tiéu chudn chénh 1éch 0.2

Gid thuyét méi
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H1: Gié tri cam nhan (GTCN) anh huong dén su hai 1ong cta khach hang ca nhan.
H2: Dich vu va Uy tin (DVUT anh huéng dén sy hai 1ong ctia khach hang ca nhan.

H3: Truyén thong va nhéan dién (TTVND) anh hudng dén sy hai long cta khach

hang ca nhan.
H4: Quang cao (QC) anh hudng dén sy hai 1ong cua khach hang ca nhan.
Phén tich EFA vé bién phu thudc Sw hai long

Bang 3.19 KMO and Bartlett's Test

Tri s6 KMO Tri s6 Sig
721 .000
(Nguén: Dit liéu tir SPSS)

Bang 3.20 Bang phan tich EFA vé bién phu thudc Sw hai long

Thanh phan
Bién
1
SHL1 782
SHL3 780
SHL4 773
SHL2 669

(Nguén: Dit liéu tir SPSS)
Nhan xét:

Tri s6 KMO dat 0.721, 16n hon ngudng tiéu chuan 0.5. Piéu nay khing dinh
kich thuéc mau hoan toan phu hop va dir lidu du diéu kién dé tién hanh phan tich
nhan t6 cho nhém bién phy thude. Gia tri Sig. = 0.000 (< 0.05), cho thiy cac bién
quan sat (SHL1 dén SHL4) c6 twong quan chit ch& véi nhau trong tong thé, théa man
diéu kién can thiét vé mat thong ké

Két qua phan tich cho thay ca 4 bién quan sat ciia thang do "Sy hai long" déu

hoi tu vé mot nhan t6 duy nhit véi cac chi sb rat an twong. Céac bién SHL1 (.782),
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SHL3 (.780), SHL4 (.773) va SHL2 (.669) déu c6 hé s tai vuot xa mirc t6i thiéu 0.5.
Diéu nay chimg t6 cic bién quan sat nay c6 y nghia thuc tién cao va giai thich rét tdt
cho khai niém Sy hai 1ong. Viéc toan bo cac bién cung tai 1én mot nhan t6 khang dinh
tinh don huéng cua thang do. Khach hang khi dénh gia vé ABB tai POSO d3 c6 su
nhat quan cao giita cam nhan hai 1ong chung (SHL1), y dinh quay lai (SHL3) va viéc
coi day 1a lya chon hang dau (SHL4).

Nhan td 1: Bao gém 09 bién quan sat c6 hé sb tai tir 0.627 dén 0.778, 1an luot
la: CLSP1, CLSP4, CLSP3, GSP3, CLSP7, CLSP6, GSP2, CLSP5, CLSP2. Su hoi
tu ctia cac bién nay phan anh tu duy thuc tién ctia khach hang khi ho luén danh gia
chat luong san pham (d6 bén, tinh an toan, thAm my) di doi véi gia tri kinh té twong
xtng va tinh minh bach cua bao gid. Do do, nhan td nay duogc dat tén lai la: Gia tri

cam nhan (Ky hiéu: GTCN).

Nhan td 2: Bao gém 08 bién quan sat c6 hé sb tai tir 0.542 dén 0.755, 1an luot
1a: DV6, DV2, DV7, DV1, DV3, TH3, DV5, TH2. Nhém bién nay cho thay su gin
két chit ché gitra chét luong dich vy ho tro (tu van, bao hanh, xu Iy su cé) va niém
tin cua khach hang vao uy tin cia thuwong hi¢u. Nhan to nay duogc dat tén lai la: Dich

vu va Uy tin (Ky hi¢u: DVUT).

Nhan t6 3: Bao gom 05 bién quan sat c6 hé so tai tir 0.502 dén 0.746, lan luot
la: HDCT1, HDCTS, TH1, TH4, THS. Sy hdi1 tu nay dai dién cho kha nidng tiép can
thong tin dé dang, cac gbi khuyén mai (combo) ciing nhu kha nang nhan dién cac dic
diém, logo cta doanh nghiép va san pham trén thi truong. Nhan t6 nay duoc dit tén

lai 13: Truyén thong va Nhan dién (Ky hiéu: TTVND).

Nhan t6 4: Bao gdm 02 bién quan sat c6 hé sb tai rat cao (0.726 va 0.847), lan
lugt 1a: HDCT2, HDCT3. Nhom nay tap trung hoan toan vao ndi dung thong tin ky
thuat, hinh anh va video minh hoa trong cac hoat dong marketing cua doanh nghiép.

Nhan t6 nay duoc dit tén lai 13: Quang céo (Ky hiéu: QC).

Sau qua trinh phan tich nhan t6 kham pha EFA, tir 5 bién doc lap ban dau, mé
hinh nghién ctru dugc hi€u chinh lai thanh 4 bién doc 1ap chinh (bao gém:Gié tri cam

nhan, Dich vu va Uy tin, Truyén thong va Nhan dién, Quang cdo) dé tiép tuc dua vao
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phan tich twong quan va hdi quy tuyén tinh boi ddi véi bién phu thudc 1a Su hai long
(SHL)

3.5 Phan tich twong quan
Bang 3.21: Phan tich twong quan

SHL CLGSP DVUT |TTVND QC
1 197 487 568 252
SHL
.000 .000 .000 .001
197 1 363 440 259
GTCN
.000 .000 .000 .001
487 363 1 583 271
DVUT
.000 .000 .000 .000
568 440 583 1 350
TTVND
.000 .000 .000 .000
252 259 271 350 1
QC
.001 .001 .000 .000

(Nguén: Dit liéu tir SPSS)

Nhan xét: Theo bang s6 liéu, tit ca cac bién doc 1ap déu co twong quan thuin
(hé s6 duong) va cd y nghia thong ké & muc 0.01 (Sig. < 0.01) v6i bién phu thudc Su
hai long (SHL).

Gid tri cdm nhan (GTCN) c6 tuong quan manh nhét va chit ch& nhat véi su
hai 1ong, dat hé s6 r = 0.797. Truyén théng va nhan dién (TTVND) c6 mdi twong
quan & mirc kha, dat hé s6 r = 0.568. Dich vu va uy tin (DVUT) ¢6 méi lién hé ¢ mirc

trung binh véi r = 0.487. Quang cdo (QC) c6 mirc twong quan yéu nhat voi r = 0.252.

V& hién tuong da cong tuyén: Cip bién doc 1ap c6 twong quan cao nhat 1a giira
Dich vu & Uy tin (DVUT) va Truyén thong & Nhan dién (TTVND) véi r = 0.583.
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Tat ca cac hé sd twong quan chéo giita cac bién doc 1ap déu nhé hon ngudng 0.7,
khang dinh dir liéu khong vi pham hién tuwong da cong tuyén nghiém trong va hoan

toan du di€u kién dua vao mo hinh hoi quy

3.6. Phian tich hoi quy cac yéu té anh huwéng dén sy hai long ciia khach hang

Bang 3.22: Biang Model Summary

R binh : .,
Mo R binh Sai s0 chuan| Durbin-
R phwong hiéu
hinh phuwong woc lwgng Watson
chinh
1 .840 705 .698 30864 1

(Nguén: Dit liéu tir SPSS)

Nhan xét: Heé sb R binh phuong hiéu chinh (Adjusted R Square) = 0.698 cho
biét cac bién doc lap trong mo hinh giai thich dugc 69,8% sy bién thién cua bién phu
thudc "Su hai 10ng" cta khach hang. Pay 1a mirc gii thich rét tot trong cac nghién
ctru vé hanh vi ngudi tiéu dung, cho thidy moé hinh d bao quéat duoc phan 16n cac yéu

t then chét tic dong dén tdm 1y khach hang.

Kiém dinh Durbin-Watson =1: Gia tri ndy nam trong khoang an toan, khang

dinh mé hinh khong vi pham gia dinh sy twong quan chudi bac nhat

Bang 3.23: Bing ANOVA

) Binh
Tong binh
M6 hinh df phwong F Sig.
phwong
trung binh

Hoi quy 36.261 4 9.065 95.165 .000

1 Du 15.146 159 .095

Tong cong| 51.407 163

(Nguén: Dit liéu tir SPSS)

Nhan xét: Két qua kiém dinh F cho gia tri F = 95.165 véi muc y nghia Sig. =
0.000 < 0.05. => Mo hinh hdi quy tuyén tinh boi dugc xay dung 14 hoan toan phu hop

vé6i tap dir liéu thuc té va co thé sir dung dé suy rong cho tong thé.
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Bang 3.24: Bang COEFFICIENTS

Hé s0 hdi quy chwa [Hé sé hoi quy

M6 hinh chuan hoa chuan hoa t Sig. VIF

B Std. Error Beta

(Constant) 321 226 1.417] .158
13.63
Gia tri cAm nhan| .617 .045 .665 5 .000 |1.283
; Dich vu & Uy tin| .130 .053 131 2438 .016 |1.557
Truyén thong va
210 057 209 3.685| .000 |1.740
nhén di¢n
Quang cao -.021 .034 -.029 -.621 | .535 |1.163

(Nguén: Dit liéu tir SPSS)
Nhén xét: Cac nhan té co y nghia thong ké

Gia tri cam nhan: C6 mirc ¥ nghia Sig. = 0.000 < 0.05 va hé s6 Beta chuan hoa
=0.665. Pay 1a nhan t6 c6 tac dong manh nhat dén sy hai 10ng. Piéu nay khang dinh
khi khach hang cdm nhén san phém bén, an toan va muc gid xung dang, ho s¢€ dat
murc hai long cao nhat.

Truyén thong va nhan dién: C6 murc y nghia Sig. = 0.000 < 0.05 va hé sb Beta
=0.209. Pay 14 nhén t6 tac dong manh thir hai, chiing to uy tin thuong hiéu ABB va

hinh anh chuyén nghiép ctia POSO ¢6 sirc anh hudng 16n dén niém tin khach hang.

Dich vu & Uy tin: Cé muc ¥ nghia Sig. = 0.016 < 0.05 va hé s6 Beta = 0.131.
Nhan t6 nay ciing tic dong thuan chiéu dén sy hai long, phan anh vai trd quan trong

cua thai d¢ phuc vu va nang luc tu van ky thuat.

Nhan té bi loai bo: Quang cido ¢ mirc y nghia Sig. = 0.535 > 0.05. => Bién

nay khong c6 ¥ nghia théng ké trong moé hinh hoéi quy. Diéu niy c6 nghia 1a cac hoat
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dong quang céo thuan tay (hinh anh, video bat mét) chua thuc sy tac dong dén sy hai

long cudi cung cua khach hang khi ho mua thiét bi dién k¥ thuat tai POSO
Ta c6 phwong trinh hdi quy

Phuong trinh héi quy chua chuan héa (Str dung hé s6 B - C6 hang s6 ): Mo
hinh nay dung dé du bao gia tri cy thé cua Su hai long dua trén cac don vi danh gia

thuc té:
SHL = 0.321 + 0.617 x CLGSP + 0.210 x TTVND + 0.130 x DVUT

Phuong trinh hoi quy chudn hoa (Sir dung hé s6 Beta): M6 hinh nay (c6 hang

s6 = 0) dung dé so sanh truc tiép mirc d6 tac dong manh/yéu ciia cac nhan to:
SHL = 0.665 x CLGSP + 0.209 x TTVND + 0.131 x DVUT

Phuong trinh hoi quy trén thé hién ca 3 bién doc 1ap déu mang dau duong (+),
chting to chung déu co tac dong thuan chiéu dén su hai 10ng ctia khach hang (nhan té

nay cang lam t6t thi khach hang cang hai long).

Hing s6 (= 0.321): Néu cong ty POSO khong c6 bat ky nd liwc nao hoic
danh gia cua khach hang vé tat ca cac yéu td (Chét luong, Truyén thong, Dich vu)
déu bang 0, thi mtc do hai long co ban téi thiéu cua khach hang van dat mirc

0.321 don vi.

Gia tri cam nhan (= 0.617): Pay 1a nhan t6 mang lai sttc anh hudng 16n
nhat. Trong diéu kién cac yéu t6 khac duoc gilt nguyén, khi danh gia cta khach
hang vé& Chét luong va Gid ca ting 1én 1 don vi, thi mtc d6 hai long tong thé s&
tang manh thém 0.617 don vi. Piéu nay cho thiy khach hang dic biét coi trong
su an toan, do bén cua thiét bi ABB ciing nhu tinh hop 1y cta chi phi bo ra.

Truyén thong va nhan dién (= 0.210): Tac dong manh thr hai dén tim 1y
ngudi dung. Gia dinh cac yéu tb khac khong ddi, cr mdi 1 don vi ting 1én trong
trai nghiém vé uy tin thuwong hiéu va tinh dé nhan dién san pham, sy hai long cua
khach hang s& ting twong tng 0.210 don vi. N6 minh ching rang "l4 chin niém

tin" tir mot thuong hiéu noi tiéng déng vai trd rat quan trong.
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Dich vu & Uy tin ( = 0.130): Du ¢6 muc tac dong thap nhét trong 3 nhan
t6, nhung né van déng gop tich cuc vao trai nghiém nguoi dung. Khi cac yéu td
khac ¢b dinh, cir cai thién 1 don vi chit luong dich vu (nhu tu van tot hon, bao

hanh nhanh hon), mtrc d6 hai long s€ tang thém 0.130 don vi.

Két luan: Dé gia ting sy hai 10ng cuia khach hang mét cach tdi wu nhét, cong
ty can don lyc duy tri cht lvong k¥ thuat cia san pham va cac chinh sach binh 6n gia
ca (boi n6 chiém ty trong tac dong ap dao), tiép theo 1a cing cb nhan dién thuong
hiéu va hoan thién quy trinh cham séc khach hang. Dong thoi, viéc loai bo bién Quang
céo cho thiy cac chién dich chay quang cdo bé ndi hién tai dang khong mang lai gia
tri thuc tién d6i voi do hai long cudi cing

Histogram

Dependent Variable: Sw hai long

Mean = -9 90E-15
40 Std. Dev. = 0 988
M =164

30

20

Frequency

& -4 2 0 2 4

Regression Standardized Residual

Hinh 3.1 Biéu dd tin s6 phin duw chuin héa Histogram
(Nguon: Dit liéu tir SPSS)
Nhan xét: Puong cong phan phdi chuin bao quanh céc cot phan du, gia tri
trung binh Mean gan bang 0 va d9 léch chuan gan bang 1, cho thay phan du c¢6 phan

phoi chuan
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Normal P-P Plot of Regression Standardized Residual

Dependent Variable: Sw hai long

08

06

04

Expected Cum Prob

0z

0.0 0z 04 o0& 0a 1.0

Observed Cum Prob

Hinh 3.3 Biéu @6 phan du chuin h6a Normal P-P Plot
(Nguén: Dit liéu tir SPSS)

Nhan xét: Cac diém dir liéu tap trung sat dudng chéo, khang dinh gia dinh vé

phan phéi chuan cta phan du khong bi vi pham

Regression Standardized Residual

Scatterplot

Dependent Variable: Sw hai long

-8 -6 -4 -2 o] 2

Regression Standardized Predicted Value
Hinh 3.2 Biéu do Scatter Plot kiém tra gia dinh lién h¢ tuyén tinh
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(Nguén: Dit liéu tir SPSS)

Nhan xét: wa trén sy phan bo ngiu nhién va tap trung quanh dudng 0, ta c6
thé khang dinh rang gia dinh vé quan hé tuyén tinh giita bién phy thudc va cac bién

doc lap khong bi vi pham

3.7 Két qua chay héi quy lan 2
Bang 3.25: Bang Model Summary

R binh , ,
Mo R binh Sai s0 chuan| Durbin-
R phwong hi¢u
hinh phuong wéc lugng Watson
chinh
1 .839 705 .699 .30804 2.038

(Nguén: Dir liéu tir SPSS)

Nhan xét: Két qua phan tich cho thay hé s6 tuong quan boi R = 0,839, phan
anh mdi quan hé chit ché giira cac bién doc 1ap va bién phu thudc 13 sy hai long cua
khach hang. H¢ s6 R2 hiéu chinh dat 0,699, nghia la 69,9% su bién thién cua su hai
1ong khach hang duoc giai thich boi ba nhan té trong mé hinh gém Gia tri cam nhan,
Dich vu & Uy tin, Truyén thong va nhan dién; 30,1% con lai dugc giai thich boi cac
yéu t6 khac ngoai mé hinh. Gia tri Durbin-Watson = 2,038 nam trong khoang tir 1
dén 3, cho thdy mo hinh khéng xay ra hién twong tu twong quan ctia phan du va dap

g yéu cau ctia phan tich hdi quy.

Bang 3.26: Bing ANOVA

) Binh
Tong binh
Mo hinh df phuong F Sig.
phuwong
trung binh

Hoi quy 36.224 3 12.075 127.247 | .000

1 Du 15.183 160 .095

Tong cong| 51.407 163

(Nguén: Dit liéu tir SPSS)
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Nhin xét: Két qua kiém dinh ANOVA cho gia tri F = 127,247 v6i murc y
nghia Sig. = 0,000 (< 0,05), chirng t6 mé hinh hdi quy tuyén tinh bdi c6 y nghia thong
ké va phu hop véi dir liéu nghién ciru. Didu nay khang dinh rang it nhat mot trong
cac bién doc 1ap c6 anh huong dén sy hai long cta khach hang va mé hinh c6 thé st

dung dé giai thich cling nhu dy bao bién phy thudc trong tong thé nghién ciru.

Bang 3.27: Bang COEFFICIENTS

Hé s6 hoi quy chwa [H¢ so hdi quy

Mob hinh chuin hoa chuén héa t Sig. | VIF

B Std. Error Beta

(Constant) 295 222 1.329| .186
614 .045 .662 13.67| .000 | 1.267
Gia tri cim nhin 9
. Dich vu & Uy tin| .128 .053 129 2.405| .017 | 1.549
Truyén thong va| .203 056 202 3.642| .000 |1.667
nhén dién
Quang cao 295 222 1.329] .186 | 1.267

(Nguon: Dit liéu tir SPSS)

Nhan xét: Két qua hdi quy cho thay ca ba nhan t6 déu c6 tac dong cung chiéu
dén su hai long ctia khach hang do cac hé sb Beta chuan héa déu mang gia tri dwong
va ¢6 muc y nghia Sig. < 0,05. Trong d6, nhan t6 Gia tri cam nhan c6 anh hudng
manh nhit dén sy hai 1ong cua khach hang (Beta = 0,662; Sig. = 0,000), tiép theo 1a
Truyén thong va nhan dién (Beta = 0,202; Sig. = 0,000) va Dich vu & Uy tin (Beta =
0,129; Sig. = 0,017). Dong thoi, cac gia tri VIF déu nho hon 2, cho thdy mé hinh
khong xay ra hién tuong da cong tuyén giira cac bién doc 1ap. Két qua nay khang dinh
su hai long ctia khach hang doi véi thiét bi dién dan dung ABB tai Cong ty TNHH
K§ Thuat POSO chiu 4nh hudng chil yéu béi chit luong san pham va gia ca, sau d6

1a cac yéu t6 vé thuong hiéu, truyén thong va chét luong dich vu
3.8 Kiém dinh sw khac biét T-Test va Anova
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3.8.1 Kiém dinh theo gidi tinh
Bang 3.28 Kiém dinh theo gi6i tinh

Independent Samples Test

Levene's Test

for Equality of
Variances t-test for Equality of Means
Mean 95% Confidence Interval
Sig. (2- | Differenc | Std. Error of the Difference
F Sig. t df | tailed) e Difference | Lower Upper
Su hai | Equal variances | 1.945| .165| -.840| 162 402 | -.09540 11353 | -.31959 12879
long assumed
Equal variances -| 5891 298| -.09540 .09093 | -.27735 .08655
not assumed 1.049 2

3.8.2 Kiém dinh theo do tudi
Bang 3.29 Kiém dinh theo d9 tudi

(Nguén: Dit liéu tir SPSS)
Nhan xét: Vo1 mac y nghia (Sig.) = 0.402 > 0.05 nén khong c6 su khac biét

¢ ¥ nghia thong ké vé sy hai long ctia nhitng dép vién co gidi tinh khac nhau

Test of Homogeneity of Variances

Levene
Statistic dfl df2 Sig.
Su hai Based on Mean 9.721 3 160 .000
long
(Nguén: Dit liéu tir SPSS
Bing 3.30 Kiém dinh ANOVA theo d tuéi
ANOVA
Su hai long
Sum of Mean
Squares df Square F Sig.
Between 6.561 3 2.187 7.802 .000
Groups
Within Groups 44.846 160 280
Total 51.407 163

(Nguén: Dit liéu tir SPSS)
Nhan xét: V61 mic y nghia (Sig.) = 0.000 < 0.05 nén c6 sy khac biétco y

nghia théng ké vé su hai 16ng cua nhing dap vién c6 do tudi khac nhau
3.8.3 Kiém dinh theo nghé nghiép
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Bang 3.31 Kiém dinh theo nghé nghiép

Test of Homogeneity of Variances

Levene
Statistic dfl df2 Sig.
Su hai Based on Mean 2.194 3 160 .091
long
] (Nguon: Dt li¢u tir SPSS)
Bing 3.32 Kiém dinh ANOVA theo nghé nghiép
ANOVA
Su hai long
Sum of Mean
Squares df Square F Sig.
Between 1.291 3 430 1.374 253
Groups
Within Groups 50.116 160 313
Total 51.407 163

3.8.4 Kiém dinh theo thu nhap

(Nguén: Dit liéu tir SPSS)
Nhan xét: Vo1 mac y nghia (Sig.) = 0.253 > 0.05 nén khong c6 su khac biét

Bang 3.33 Kiém dinh theo thu nhip

¢ ¥ nghia thong ké vé sy hai long ctia nhitng dép vién c6 nghé nghiép khac nhau

Test of Homogeneity of Variances

Levene

Statistic dfl df2 Sig.
Su hai Based on Mean 8.579 2 161 .000
long
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Bang 3.34 Kiém dinh ANOVA theo thu nhip

ANOVA

Su hai long

Sum of Mean

Squares df Square F Sig.
Between 7.203 2 3.602| 13.118 .000
Groups
Within Groups 44.203 161 275
Total 51.407 163

(Nguén: Dit liéu tir SPSS)
Nhan xét: V41 mac y nghia (Sig.) = 0.000 < 0.05 nén c6 su khac bi¢t c6 y nghia

thng ké vé su hai long cta nhitng dap vién c6 thu nhap khac nhau

Két ludn chung:

Nhom khong o su khac biét vé mirc do hai long (Gidi tinh & Nghé nghiép):
Kiém dinh T-Test cho Giéi tinh (Sig. = 0.402 > 0.05) va ANOVA cho Nghé nghiép
(Sig. = 0.253 > 0.05). Cho thay khong co rao can vé gidi tinh hay chuyén mén trong
viéc trai nghiém san pham. Du 1a nam hay nit, du 13 thg dién/ky su am hiéu k§ thuat
hay nhan vién vian phong, muc d6 hai 1ong dbi vai thiét bi ABB do POSO cung cap
1a ddng déu. Piéu nay chimg t6 POSO di 1am rat tét viéc tiéu chuan héa chat luong
dich vu: tu van da d& hiéu cho ngudi khéng chuyén, nhung ciing di sau sac, dat chuan

dé 1am hai 1ong ca nhitng chuyén gia trong nganh xiy dung/ky thuat.

Nhom c6 su khéac biét rd rét vé mire do hai 1ong (D6 tudi & Thu nhap): Kiém
dinh ANOVA cho Do tudi (Sig. = 0.000 < 0.05) va Thu nhap (Sig. = 0.000 < 0.05).
Sy hai 1ong cua khach hang bi chi phdi manh mé bdi d6 tudi sinh hoc va kha ning tai
chinh cua ho. Hoan toan logic voi két qua phén tich hdi quy trude d6 (khach hang ap
luc vé gia tri GSP1). Nhém thu nhap cao thudng it nhay cam vé gia, ho danh gia cao
tinh an toan va thuong hiéu nén d& dat mrc hai 10ng tuyét dbi. Nguoc lai, nhém thu
nhap thap hon s& c6 su khat khe hon khi danh d6i chi phi. Cac nhém tudi khac nhau
(vi du: nhém 30-40 tudi dang 1ap gia dinh, xay nha so voi nhém dudi 30 tudi) s& co
ky vong, mirc dd vu tién vé an toan dién va do kho tinh khac nhau.

Tir két qua kiém dinh trén, dinh huéng chién luoc cho cong ty POSO la: Binh
dang trong tiép can khach hang (khong phan biét gidi tinh, nghé nghiép), nhung phai
C4 nhan hoa trong chinh sach ban hang (theo d6 tudi va thu nhap).

98



Doanh nghiép khong can thay doi quy trinh tu van k¥ thuat vi hién tai dang
1am rat tot. Thay vao d6, dé nang cao sy hai long téng thé, POSO can thiét ké cac
chién Iuoc linh hoat vé tai chinh (nhur g6i combo, tra gop) va kich ban chiam soc khach
hang chuyén biét, nhim tring tim 1y cta tirng phan khiic do tudi va ngudng thu nhap

khac nhau

3.9 M6 hinh hiéu chinh va kiém dinh gii thuyét nghién ciru

3.9.1 M6 hinh hiéu chinh cudi ciing

Chat lrong va gia ca san
pham

SU HAI LONG
CUAKHACH
HANG

Dich vu va uy tin

Truyén thong va nhan dién

Hinh 3.4 M6 hinh hi¢u chinh cudi cung
3.9.2 Kiém dinh gidi thuyét nghién ciru
Dua trén két qua phan tich hdi quy tai Bang 4.6.3 (Coefficients), nghién ctru
tién hanh kiém dinh cac gia thuyét ban dau dya trén mirc ¥ nghia (Sig.) va hé s6 Beta
chuén héa, ta c6 mé hinh nghién ctru hiéu chinh cudi cting bao gdm 3 nhan t6 doc 1ap
tac dong dén bién phy thudce Su hai long (SHL) v6i phuong trinh hdi quy chuan héa

nhu sau
SHL = 0.665 x CLGSP + 0.209 x TTVND + 0.131 x DVUT

Nhan t6 gop CLGSP ¢6 Sig. = 0.000 < 0.05 va Beta = 0.665: Chap nhan gia thuyét
HI.

Nhan t6 DVUT ¢6 Sig. =0.016 < 0.05 va Beta = 0.131: Chap nhén gia thuyét H2.

Nhén té TTVND c¢6 Sig. = 0.000 < 0.05 va Beta = 0.209: Chap nhén gia thuyét
H3.

Nhan t6 QC cé Sig. = 0.535 > 0.05: Khéng c6 ¥ nghia thdng ké nén Bac bo gia
thuyét H4.
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3.10 Panh gia chung vé cac yéu to tic dong dén sy hai long ciia khach hang
Tir két qua kiém dinh gia thuyét va mé hinh hdi quy, nghién ciru rat ra cac
thao luan quan trong vé hanh vi va mtc d6 hai 1ong cua khach hang dbi véi thiét bi

dién ABB tai Cong ty POSO

Véi tim quan trong cdt 18i cua Chat luong va Gia ca (Beta = 0.665) Day 1a
nhan té ¢ tdc dong manh nhét, dong vai trd quyét dinh dén sy hai long ciia khach
hang. Két qua nay hoan toan phu hop véi thuc té thi trudng thiét bi dién tai Pa Nang,
noi khach hang dang dich chuyén tir vu tién gia ré sang wu tién su an toan tuyét dbi
cho tinh mang va tai san. Viéc chat lugng va gia ca hdi tu chung trong mot nhan t
cho thay khach hang danh gia sy hai 1ong dua trén "gi tri nhan duoc trén mdi dong
chi phi". DU gi4 san pham ABB dugc danh gia 14 kha cao (Mean GSP1 = 3.43), nhung
khach hang van hai 1ong vi ho tin tudng vao d6 bén va kha niang ngat dién an toan

cta thiét bi (Mean CLSP3, CLSP4 > 4.29).

Strc manh tir Thuong hiéu va Truyén thong (Beta = 0.209) Thuong hiéu 14 yéu
t tac dong manh thir hai. Sy hai long cta khach hang dugc cung ¢ boi uy tin toan
cau cua tap doan ABB két hop vai bé day 15 nim hoat ddng chuyén nghiép cia POSO
tai dia phuong. Logo d& nhan dién va thong tin truyén thong nhat quan (TTVND)
dong vai tro 1a "14 chin tdm 1y", giup khach hang an tim vé ngudn gbc xuét x& san

pham giita mot thi trudng c6 nhidu hang gia, hang kém chat luong.

Vai tro ctua Chat luong dich vu va Uy tin (Beta = 0.131) Dich vu hd tro ky
thuat va thai dg cua nhan vién POSO c6 tac dong tich cuc dén sy hai long. POSO s¢&
hiru doi ngti nhan sy trinh d6 cao (75.7% trinh d0 Pai hoc vao nam 2025). Khach
hang khong chi mua mot san pham vat 1y, ma ho hai 1ong vi nhan dugc "giai phap k¥

thuat" t6i wu, su tu van tin tim va quy trinh bao hanh minh bach (Mean DV7 = 4.23).

Su khong tac dong cua Hoat dong Quang cao (Sig. = 0.542) Két qua nghién
ctru cho thdy hoat dong quang céo thuan tiiy khong anh huéng dén sy hai long. Diéu
nay c6 thé giai thich do dic thu san pham thiét bj dién dan dung ABB 13 hang k¥ thuat
cao cap. Khach hang c4 nhan (ho gia dinh) thuong ra quyét dinh dwa trén sy am hiéu
k¥ thuat hodc tu van tir thg dién/nha thau hon 1a cac ndi dung quang cdo hao nhoang

trén mang xa hoi. Thuc té cho thiy, du quang cdo ciia POSO dugc tiép can tot nhung
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ndi dung thong tin k¥ thuat van bi danh gia 1a chua thyc sy thu hut (Mean HDCT2 =
3.70).

Két luin: M6 hinh hoi quy da giai thich dugc 69.8% su bién thién cuia sy hai
10ng khach hang. Két qua nay khing dinh chién lugc tip trung vao chat luong thiét
bi an toan va uy tin dich vu cia POSO la hoan toan ding dén. Dé nang cao su hai
long trong twong lai, POSO can duy tri thé manh vé k¥ thuat san phim, dong thoi toi
vu héa cac kénh truyén thong nhan dién thuong hiéu thay vi dau tu qua muc vao

quang cao dai tra.

Ngay tir phan mo dau, dé tai da xac dinh mot trong nhitng muc tiéu cdt 15 1a
kiém dinh xem liéu c6 su khac biét vé murc do hai 1ong giira cac nhom khach hang co
dic diém nhan khau hoc khac nhau (nhu d6 tudi, nghé nghiép, khu vyc sinh séng)
hay khong. Viéc thuc hién kiém dinh T-Test va ANOVA gitp tac gia tra 101 truc dién
muc tiéu ndy bang cac minh ching dinh lwong khach quan (théng qua phan mém

SPSS), dam bao tinh chat ché, toan dién va khoa hoc cho khoa luan.

Dua trén két qua kiém dinh, nghién ctru chi ra rr?lng Do tudi va Thu nhap tao
ra sy khéc biét rd rét vé mac do hai long (Sig. = 0.000 < 0.05). Kham pha nay gitp
cong ty POSO khong danh gia thi truong mot cach cao bang, ma nhan dién duogc rang
mdi nhom tai chinh hay d6 tudi s& c6 mirc do ky vong khac nhau. Nho vay, dé tai co
thé goi ¥ doanh nghiép thiét ké cac chinh sach ban hang linh hoat, dién hinh nhu giai
phap hd tro tai chinh (tra gop 0%) nham tryc tiép vao nhom khach hang c6 thu nhap
thip hon dé giam bét ap luc vé gia (bién GSP1).

Két qua kiém dinh khang dinh Giéi tinh va Nghé nghiép khong tao ra sy khac
biét vé su hai long (Sig. > 0.05). Gia tri 16n nhat ciia thong tin nay 1a gitp POSO nhan
ra quy trinh tu van k¥ thuat va thai d6 phuc vu hién tai cia ho di duoc tiéu chuan hoa
rat tot. Doanh nghiép khong can lang phi chi phi, thoi gian dé dao tao nhan vién cac
kich ban tu van phan biét qua rach rdi giita nam va nit, hay gitta thg dién chuyén
nghiép va nhan vién vin phong, tir d6 tip trung ngudn lyc vao nhitng khau quan trong

hon.

Néu nhu phuong trinh hdi quy chi cho biét cic nhan t6 san pham, dich vu tac

d6ng manh hay yéu, thi két qua kiém dinh nhan khau hoc sé& tra 15i cdu hoi "Ap dung
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cac giai phap d6 cho ai va nhu thé nao?". Su két hop chit ché giita hai phuong phap
nay tao ra nén tang dir liéu vitng chic dé tac gia xdy dung hé théng cac giai phap thuc
tién & Chuong 4, gitp cac dé xuit ciia khoa ludn bam sat vao dic diém khach hang

thue té va c6 kha ning tmg dung cao cho cong ty POSO
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CHUONG 4: THAO LUAN KET QUA, GIAI PHAP VA KIEN NGHI
NANG CAO SU HAI LONG CUA KHACH HANG CA NHAN KHI SU
DUNG SAN PHAM THIET BI PIEN DAN DUNG ABB DO CONG TY
TNHH KY THUAT POSO PHAN PHOI TREN PIA BAN PA NANG
4.1. Thao ludn va co sé dé xut giai phap

Két qua phan tich hoi quy tuyén tinh boi tir 164 mau khao sat hop 18 da ching
minh mo hinh nghién ciru giai thich dugc 69,8%suy bién thién cua bién phu thudc "Su
hai 10ng" (Adjusted R Square = 0.698). T cac sb liéu théng ké trong tai liéu, buc
tranh toan canh vé hanh vi va tam 1y ctia khach hang ca nhan tai thi truong Da Ning
d6i v6i san pham thiét bi dién ABB do POSO cung cip duogc thé hién qua cac diém

nong cot sau:

Sy théng tri ctia nhan t6 "Gid tri cam nhan" (GTCN): P4y 13 nhan td c6 tac
dong thuan chiéu manh mé& nhat mang tinh quyét dinh (Beta = 0.665, Sig. = 0.000).
Diéu nay minh chimg cho tu duy tiéu dung thuc dung va khit khe cta thi truong:
Khach hang mua ABB vi kha ning ngat dién an toan va d6 bén (Mean CLSP3 = 4.34,
CLSP1 =4.32). Tuy nhién, day ciing 1a nhém ton tai han ché 16n nhét khi bién GSP1
(Gia phi hop véi tai chinh ¢4 nhan) c6 diém trung binh thap nhét toan mé hinh (Mean
= 3.43), dong thoi céac tiéu chi vé tham my thiét ké, kich thudc (CLSP6, CLSP7) chi
dat muc diém kha (~3.8).

"L4 chin niém tin" tir Thuong hiéu va Nhan dién (TTVND): La nhan t6 tac
dong manh thir hai (Beta=0.209, Sig. = 0.000). Uy tin 15 ndm cua POSO cong hudng
cung vi thé toan cau ciia ABB gitip khach hang vuot qua rdo can so hii vé hang gia,
hang nhéi. Piém danh gia muc do dé nhan dién logo va dic diém thuwong hiéu (THS,

TH1) dat rat cao (>4.26).

Gia tri gia ting tr "Dich vu va Uy tin" (DVUT): C6 tac dong thuan chiéu véi
murc y nghia Sig. = 0.016 va Beta = 0.131. D01 ngii k¥ su trinh d§ cao cua POSO
(75.7% tbt nghiép Pai hoc) da mang lai sy an tam tuy¢t doi qua thai do lich sy (DV1
=4.29) va quy trinh bao hanh thoa dang (DV7 =4.23).

Su that bai cia cac chién dich "Quang cao" (QC) bé ndi: Pang chu y nhat, bién
Quang c4o di bi bac bo trong mé hinh (Sig. = 0.535 > 0.05). Diéu nay phan anh dic

thu ctia nganh thiét bi dién an toan: Khach hang ra quyét dinh dya trén 1y tri, thong
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s6 k¥ thuat thyc ching va 10i khuyén chuyén gia, thay vi bi thu hut boi cac hinh anh
quang cao hay video bit mét théng thudng. Viée ndi dung quang céo chwa cung cap

du thong tin ki thuat (HDCT2 = 3.70) cang cing cb thém 1ap ludn nay.

4.2. Giai phap nang cao sy hai long ciia khach hang dbi véi sain phAm ABB
Dua trén nhiing "diém yéu” va "ky vong" duoc boc tach tir dit liéu dinh luong,
tac gia dé xuét hé thong giai phap chuyén siu, mang tinh dot phd nhim giap POSO

to1 wu hoa trai nghiém khach hang c4 nhan.

4.2.1. Gidi phdp t6i wu héa "Gid tri cam nhdn" (GTCN):

Cin ctr vao két qua phan tich hoi quy, Chat luong va Gia ca 13 nhan t6 dong
vai tro huyét mach, quyét dinh truc tiép va manh mé& nhét dén su hai long cua khach
hang véi hé sb tac dong Beta cao nhét dat 0.665. Tuy nhién, két qua théng ké mé ta
lai chi ra mot "diém nghén" 16n mang tinh rao can khi mic do dong y vé gia ca phu
hop véi tai chinh c4 nhan (bién GSP1) dang dat diém thip nhat toan mo hinh (Mean
= 3.43). Hon thé nita, kiém dinh phuong sai ANOVA ciing x4c nhan yéu t6 thu nhap
tao ra su phan hoa rat 1on vé mirc do hai long ctia nguoi tiéu dung. Huéng téi muc
tiéu but pha doanh thu 100 triéu USD vao nam 2026 va khai thac triét dé 70% dung
luong thi truong ban 1¢ dan dung (vén dang bi bo ngo), POSO can 1ap tic tir bo
phuong phéap dinh gia cao bang truyén thong dé chuyén sang chién luoc "dong goi
san pham theo phan khuc thu nhap". Cu thé, dbi véi nhém khach hang c6 thu nhap
trung binh tir 10 dén 20 triéu déng (nhém chiém ty trong ap dao 71.3% trong tap
khach hang), cong ty can thiét 1ap cac bién ban ghi nhé hop tic (MOU) véi cac to
chtrc tin dung hodc ngin hang thuong mai dé trién khai chinh sach "Tra gop 0% cho
hé théng an toan dién". Thay vi c¢6 gang ban 1¢ ting thiét bi rdi rac voi gia niém yét
cao, POSO s& thiét ké cac "Combo Bao vé cbt 15i" chi tap trung vao nhirng thanh
phan sinh tir cia mang dién nhu ti dién tong va aptomat chong dong rd (RCBO) phan
b6 cho cac khu vuyc rii ro cao nhu phong tim, nha bép. Giai phap chia nho chi phi
nay s& danh trng vao tam 1y e ngai vé gid, giup nhoém khach hang trung luu d& dang
tiép can tidu chuan an toan qudc té cia ABB ma khong bi ap luc tham hut ngan sach
gia dinh. Nguoc lai, d6i v6i nhém khach hang ¢ thu nhap trén 20 triéu dong — nhitng

nguoi it nhay cam vé gia nhung doi hoi tinh déng bo cao, POSO can khai thac tbi da
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bién loi nhuan bang viéc chao ban cac "Combo Khong gian thong minh" (Smart

Home), tich hop tron géi thiét bj dong cit ABB véi hé thong diéu khién nha tu dong.

Bén canh bai toan vé ning lyc tai chinh, két qua nghién ctru ciing chi ra khach
hang dang chua thyuc sy ddnh gia cao tinh tham m§ va su can dbi vé kich thudc cua
thiét bi dién ABB, thé hién qua diém s cua cac bién CLSP6 va CLSP7 chi dat dao
dong ¢ muc 3.8. Pé khic phuc triét dé nhuoc diém thim my cua mat cong tac hinh
vudng ABB trong bdi canh 70% ngudi tiéu dung Viét Nam c6 thoi quen st dung mat
chit nhat, POSO can chuyén hoa va phat huy t6i da ning luc cua doi ngii ki su thiét
ké (nhoém nhan su c¢6 trinh d Pai hoc chiém t6i 75,7% quy mo lao dong). Theo do,
cac k¥ su ban hang ctia POSO khong chi don thuan ding lai ¢ vai trd boc tach khoi
luong vat tu, ma phai duoc dio tao dé tré thanh nhitng "C6 van khong gian dién".
Doi ngil nay sé tryc tiép sir dung phan mém doc quyén POSO Lighting Tool dé mo
phong 3D cach phéi hop thiét bi dién ABB vao tiing phong cach ndi that cu thé cia
gia chi.. Hon thé nita, tir két qua kiém dinh ANOVA cho thdy d6 tudi anh hudng rat
manh dén sy hai long, POSO can tinh chinh kich ban tu van chat luong cho tung thé
hé. Pbi v6i nhom khach hang tré tudi (dudi 30 tudi), giai phap thiét ké cin nhan manh
vao tinh nang két nbi cong nghé hién dai va sy t6i gian. Trong khi d6, véi nhém khach
hang tir 30-40 tudi (luc lwong mua chinh dang truc tiép x4y dung nha cira), giai phap
can 1am noi bat sy bén bi co hoc, vt liéu nhya chéng chay va co ché dap hd quang
bang hop kim bac doc quyén ciia ABB. Chién lugc ca nhan hoa chit lwvgng cam nhéan
nay s€ tao ra mot su thay ddi 16n trong nhan thuc, giip khach hang thau hiéu réng
murc gia nhinh hon ma ho bo ra 1a hoan toan xtirng dang véi su tinh té, d6 bén 20 nim

va sy an toan tuyét doéi ma cac doi thu gid ré khong thé sao chép dugc.

4.2.2. Gidi phdp phdt trién "Thirong hiéu va Truyén théng" (TTVND)

Nhan t6 Truyén théng va Nhan dién thuong hiéu mang lai strc anh huéng manh
thir hai dén quyét dinh cua khach hang (Beta = 0.209). Trong bbi canh POSO di lén
ké hoach khai truong showroom thiét bi dién chun Thuy S1vao ndm 2025-2026 nhan
dip ky niém 15 nam thanh lap, doanh nghiép can tan dung co sé ha tang nay dé bién
khong gian trung bay truyén thong thanh mot "Tram thyc chimg an toan dién" tuong
tac tryc tiép. Dac thi cia thiét bi dién an toan 1a khach hang khong thé nhin thiy dong

dién hay sy nguy hiém cho dén khi sy c6 thyc sy xdy ra. Do d6, tai showroom, cong
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ty can thiét 1ap céc sa ban gia 1ap su cd thuc té, chéng han nhu khu vuc chép dién do
10 ri nudce hay qua tai nhiét. Khach hang va cac tho dién dia phuong sé& duoc truc tiép
thao tac, nhan nat tao sy c6 dé tan méat ching kién téc do ngét dong ro chi tinh bé‘mg
phan nghin gidy cua aptomat ABB so sanh truc quan véi cac san pham phd thong
khac trén thi truong. Trai nghiém "mat thay tai nghe" nay s& tao ra nhimg 4n tuong
thi giac va tam 1y cuc ky manh mé¢, khéc sau dinh vi an toan cta thuong hiéu vao tam
tri nguoi tidu dung. Song song v4i trai nghiém vat 1y, POSO can tai cau trac thong
diép truyén thong bang cach tin dung triét dé uy tin tir mang B2B. Viéc da thi cong
thanh cong cac du an trong diém qudc gia nhu Tram bién ap 220kV Hai Chau, Nha
may Ong thép Hoa Phat hay Intercontinental Pa Nang 1a mot tai nguyén marketing
v6 gia. Chién dich truyén thong mang thong diép "Thiét bi bao vé ha tang qubc gia
nay da co mit trong ngdi nha ciia ban" s& tao ra mot 16p bao chung virng chic. Thong
diép nay gitp khach hang c4 nhan (B2C) ngam hiéu rang ngdi nha cua ho dang dugc
bao v¢ bdi cung mot cong nghé da dugc cac tap doan 16n va nha nudc kiém chung,
tir d6 bién uy tin B2B khong 16 ctia doanh nghiép thanh niém tin méanh liét, thuc day

quyét dinh mua sam cudi cung..

4.2.3. Giai phdp s6 héa "Dich vu va Uy tin” (DVUT)

Dir liéu tir kiém dinh T-Test va ANOVA di cung cap mot minh chimg dinh
lugng vo cung gia tri: su hai long vé dich vu cia POSO dién ra hoan toan dong déu,
khong c6 bat ky sy khac biét nao giita nam va nit hay giita cic nhom nghé nghiép
khac nhau. Viéc mot nit nhan vién vin phong khoéng c6 chuyén mon vé dién hay mot
k¥ su cong trinh 130 luyén déu c6 chung murc do danh gia cao chig to nang luc phuc
vu va quy trinh tu van ky thuat (SOP) cua POSO da dat do chuin hoéa rat xuit sic
(Beta = 0.131). Dé tiép tuc nang tam nhan t6 nay, bién khach hang thanh nhiing dai
sur truyén miéng trung thanh, POSO can manh dan ung dung sau rong hé théng quan
tri noi bo 10ffice va nén tang CRM vao chién lugc "Cham séc chit dong" (Proactive
Care). Trong ky nguyén s6 hoa, hdu mai khong nén ding lai & viéc chd doi khach
hang bao 16i roi méi xir Iy. Hé thong CRM cua POSO can dugce thiét 1ap cac ludng
kich ban ty dong hoa (Automation workflows). Cu thé, sau khi ban giao thiét bi, hé
théng s& lvu trit lich st cAu hinh mang dién cua ting hd gia dinh va tu dong kich hoat
giri tin nhan cham séc ca nhan héa qua Zalo OA dinh ky 6 thang mét lan. Noi dung

tin nhin khong mang tinh chit ban hang, ma tip trung nhic nhé va dinh kém mot
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doan video ngin hudéng din khach hang ty bam nat "T" (Test) trén aptomat RCBO
dé kiém tra tinh ning chéng giat dinh ky nhdm dam bao an toan cho gia dinh. Hanh
dong cham soc mang tinh gido duc va dy phong nay tuy khong tiéu ton nhiéu chi phi
nhan sy nho sy hd tro cua ph?m mém, nhung lai tao ra mot "diém cham" (touchpoint)
tam 1y vO cing sau sac. N6 giup khach hang cam nhan dugc sy dong hanh bén bi va
trach nhi€m tron do1 ctia doanh nghiép ddi véi sy an toan cua gia dinh ho, tao dong
luc truc tiép dé ho tu nguyén gidi thi¢u san phém POSO cho cong déng xung quanh,

dong gop thiét thuc vao muc tiéu mé rong thi phan khu vyec..

4.2.4. Pé xudt chuyén doi chién lupc "Qudng cdo" (OC)

Két qua hoi quy tuyén tinh mang lai mot phat hién mang tinh canh tinh cho
bd phan Marketing ctia cong ty: nhan t6 Quang céo di bi loai bé hoan toan khoi mé
hinh do khéng c6 ¥ nghia thdng ké (Sig = 0.535). Piéu nay khang dinh nhing nd
Iuc chay quang céo bé ndi, tap trung vao hinh anh hao nhoang hay céac 10i kéu goi
gidm gia don thuan hién tai dang khong cham dugc dén "ndi dau" thuc su cua nguoi
tiéu dung va gay lang phi ngan sach doanh nghiép. Pac thu cua nganh vat tu ky
thuat an toan doi hoi khach hang phai dugc thuyét phuc bang logic, thong s minh
bach va 10i khuyén tir chuyén gia. Do d6, dé thich (mg véi thuc trang nay, POSO
can thyc hién mot cudc cach mang trong phuong thire tiép can, chuyén dbi hoan
toan tir quang céo truyén théng sang mo hinh "Tiép thi gido duc" (Edu-Marketing).
Ban lanh dao can phan bo lai ngan sach, wu tién ngudn lyc dé san xuat cac chudi ndi
dung video ngan (Shorts/Reels) mang tinh chét giai dap chuyén mén sau nhu:
"Nhén dién nguyén nhan gy chdy nd dién ngam trong tudng", hay "Su khac biét
song con gitta aptomat thudng va aptomat chdng dong rd RCBO". Nhitng ndi dung
nay sé gido duc khach hang thau hiéu nguy co, tir 46 ho s& tu nay sinh nhu cau bao
v¢ gia dinh thay vi bi ép budc mua hang.

bac biét nghiém trong hon, dir 1i€u thi truong & Chuong 3 da chi ra rﬁng
70% doanh thu nganh dién dan dung nim & kénh ban 1é thong qua céc thau tho dién
dia phuong (kénh Flow). Dé chiém linh kénh phan phdi mang tinh "mach mau" nay,
POSO can bién chinh lyc lugng thg dién thi cong thanh nhiing "kénh quang co
song" thay thé cho quang céo sd. Cong ty nén dinh ky t6 chirc cac budi hoi thao
chuyén dé k¥ thuat ngay tai showroom, moi cac nhom tho dién, k¥ su xay dung trén

dia ban Da Ning va mién Trung dén tham gia. Tai ddy, ho khong chi dugc trai
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nghiém thuc té viéc 1ap dit chuan thiét bi ABB (nhat 13 1am quen voi chuan bat vit
Screw terminal va cap Cadivi 161 ctrng), ma con duge POSO cip ching nhan dao
tao. Khi luc lugng thg dién dia phuong da thuc su thau hiéu sy wu viét cia san
pham va c6 su gin két loi ich v6i POSO, ho s& dung chinh uy tin c4 nhan ctia minh
dé truc tiép tu van va thuyét phuc céac chu nha st dung thiét bi ABB. Chién luoc
B2B2C (Business to Business to Consumer) ndy s& mang lai ty 1é chuyén d6i don
hang cao hon gip nhiéu lan va mang tinh bén vitng hon han so v4i bat ky chién dich
chay quang cdo da phuong ti¢én nao hi¢n nay
4.3. Kién nghi d6i véi Cong ty TNHH K§ thuiat POSO

Duya trén thyc trang hoat dong, loi thé canh tranh c6t 16i ciia POSO hién nay
dang nghiéng han vé ning lyc dau thau va thi cong cac du an cong nghiép nang quy
mo 16n nhu Nha may Hoa Phat Long An hay Tram bién 4p 220kV. Tuy nhién, thi
truong thiét bi dién dan dung lai dang chiém t&i 70% quy mé tong thé (twong duong
khoang 54,5 tri¢u USD), cho théy day 1a mot "manh dat" vo cung tiém nang nhung
lai dang bi bo ngo. Pé khai thac triét dé phan khic nay, Ban Giam ddc POSO can
xem x¢ét thanh 1ap mdt "Phong Kinh doanh Dan dung" (B2C) hoat dong hoan toan
doc 1ap voi khdi Du an (B2B). Pon vi méi ndy can dugc xay dung hé théng chi tiéu
danh gid hi€u qua cong viéc (KPIs) va van hda phuc vu mang tinh dac thu, tap trung
vao vi¢c ban lé. Song song do, cong tac dao tao nhan sy cho phong ban nay khong
chi ding lai & viéc nhoi nhét cac thong s6 k¥ thuat kho khan, ma phai dic biét cha
trong vao k¥ ning giao tiép, kha ning thau hiéu tim 1y va hanh vi tiéu ding cua cac

chu ho gia dinh ciing nhu luc Iugng tho dién ca nhan tai dia phuong.

4.4. Kién nghi d6i véi nha cung cip (Tap doan ABB Viét Nam)

Phéan tich dir li¢u thi truong da chi ra mot nghich 1y 16n gitra dinh huéng phat
trién san phém cua Tap doan ABB va thi hiéu tiéu dung thyc té tai thi truong Viét
Nam. Trong khi 70% khéach hang ndi dia co6 thoi quen va s¢ thich sir dung mat cong
tic hinh chit nhat, thi hé sinh thai san pham cua ABB lai dang tip trung qué nhiéu
vao céac thiét ké hinh vudng. Thém vao do, thiét ké cau ddu dang cidm nhanh (Auto
terminal) cia ABB hién khong tuong thich vi thoi quen st dung day cép 161 cing
(nhu cap Cadivi) ctiia 80% thi truong Viét Nam. Vi vdy, kién nghi Tap doan ABB
Viét Nam can khan truong thuc hién chién luge "dia phuong héa" san pham bang

viéc mo rong danh muc thiét bi c6 mat hat hinh chir nhat, déng thoi thay ddi co ché
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bat n6i sang chuan van vit (Screw terminal). Viéc tinh chinh thiét ké nay s& gitip san
phém ABB tuong thich hoan hao vai thoi quen thi cong cta tho dién ndi dia, tao vii
khi chién luoc dé cac dai Iy phan phdi nhu POSO c6 thé dé dang danh chiém thi phan

ban 16 tir tay cac dbi thu canh tranh stmg sé nhu Panasonic hay Sino.

4.5. Han ché ciia nghién ciru

Maic du qué trinh nghién ctru da dugc thuc hién nghiém tuc va tuan thu cac
tiéu chuan khoa hoc, dé tai van khong tranh khéi mot s6 han ché nhat dinh can dugc
nhin nhan khach quan. Thir nhét, vé quy mé va pham vi, tdp dit liéu thu vé dimg lai
& 164 mau hop 1 va khach thé nghién ciru chi yéu tap trung tai khu vuc ndi thanh
Pa Nang. Do d6, tinh dai dién cua tadp mau chua du 16n dé c6 thé bao quat va phan
anh chinh xac toan b thi hiéu da dang cua khach hang tai khu vuc Mién Trung - Tay
Nguyén. Thir hai, vé phuong phap thu thap di lidu, viéc str dung hinh thirc khao sat
tryc tuyén thong qua cong cu Google Forms va mang xa hoi Zalo tuy mang lai uvu
diém veé tdc do nhung lai tao ra rao can tiép can d6i v&i nhom khach hang 16n tudi.
Cu thé, nhoém dap vién trén 50 tudi chi chiém ty trong rat nho 1a 2,4%. Pay 1a mot sy
thiéu hut dang tiéc boi trén thyuc té, nhitng khach hang 16n tudi thuong déng vai trd
13 cha h, 12 ngudi truc tiép nam giir tai chinh va dua ra quyét dinh cubi cing trong
viéc xay dung nha cura, nhung ho lai it c6 co hdi tiép can voi cac cong cu khao sat

thong minh.

4.6. Hwéng nghién ciiu tiép theo

Nham khic phuc nhimng gidi han di néu va khai thac sau hon vé hanh vi tiéu
dung, cac nghién ctru trong twong lai can mé rong quy mé ldy miu ra toan bd khu
vuc mién Trung, tao ra mot birc tranh thi trudng toan dién hon. Vé mat phuong phap
ludn, cac nghién ctru tiép theo nén két hop thém phuong phap nghién ciru dinh tinh,
dic biét 1a tién hanh phong van sau (In-depth Interview) truc tiép véi luc luong thau
va tho dién dia phuong dé thau hiéu cac dong luc ngam chi phdi quyét dinh gidi thicu
san pham cua ho. Pang chi ¥, vé mit xay dung mo hinh, tic gia dé xuit dua thém
bién "Nhén thirc rii ro hoa hoan" (Perceived Risk) vao khung phan tich. Viéc b6 sung
bién nay s& gitp do ludng mot cach chinh xac xem liéu mirc do so hii va lo ling vé

cac su cO an toan chay nd c6 dong vai tro 1a bién trung gian, truc ti€p thuc day hanh

109



vi chap nhan muc gia cao (GSP1) ctia khach hang d6i v6i dong san pham cao cip nhu

ABB hay khong.
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PHU LUC
BANG CAU HOI

KHAO SAT SU HAI LONG CUA KHACH HANG CA NHAN KHI
SU DUNG THIET BI PIEN DAN DUNG ABB CUA CONG TY TNHH KY
THUAT POSO TREN PIA BAN PA NANG.

Xin chao Anh/Chi

T6i 12 sinh vién trudng Pai hoc Kién tric Pa Ning va ciing 1a thyc tap sinh
Cong ty TNHH K§ Thuat POSO. Hién nay, toi dang thuc hién dé tai vé “Nghién
ctru cac yéu tb anh huong dén sy hai 1ong cua khach hang ca nhan khi sir dung

thiét bi dién dan dung ABB cuia cong ty TNHH K§ Thuat POSO.

Muc dich c6 thé tim ra giai phap pht hop mang dén loi ich cho khach
hang dong thoi nang cao mirc d hai 10ng va su gin két ciia quy khach hang ddi

vOi1 cong ty.

Nhitng ¥ kién dong gép quy bau ciia Anh/Chi s& 1a ngudn dit liéu quan
trong gitp toi hoan thanh cong trinh nghién ctru nay, dong thoi 1a co s khoa hoc

deé dé xuat cac cai tién chinh sach mai cho Cong ty.

T61 xin cam doan moi thong tin cd nhan va cau tra 161 cia Anh/Chi s&
duogc gitr bi mat hoan toan, chi phuc vu cho muc dich nghién ctru khoa hoc, khong

anh hudéng dén danh gia nhan sy cé nhan.

R4t mong nhan dugc su hd tro nhiét tinh tir Anh/Chi. Xin chan thanh cam

on!

PHAN 1: CAU HOI GAN LQC & HAM NONG (Sang loc doi twong
khao sat)

Anh/chi vui Iong ddnh ddu (X) vao 6 phit hop nhat:

1. Anh/chi di tirng mua hoic sir dung sin pham thiét bi dién d4n dung
ABB do Cong ty TNHH Ky thuat POSO phén phoi chwa?
1. ROi (Tiép tuc tra l6i khdo sdt)

2. Chua tung (Xin cam on va dung khao sat tai day)



2. Tiéu chi ndo Anh/Chi quan tidm nhét khi Iwa chon thiét bi dién din
dung? (C6 thé chon nhiéu dip 4n)
1. Thuong hi¢u uy tin

. Mau ma dep, hién dai

. D6 bén va tinh an toan

2

3

4. Gidcahoply

5. Chinh sach bao hanh, hau mai
6. Khac

PHAN 2: PANH GIA CHI TIET DUA TREN THANG PO

Anh/chi vui long danh gia mac do ddng ¥ cia minh véi cac phat biéu dudi

day theo thang diém tir 1 dén 5:

1: Hoan toan khong dong y
2: Khong dong ¥

3: Binh thuong

4: Pong ¥

YV V V V V

5: Hoan toan dong y

STT Cau héi Luwa chon
SU HAI LONG 1|23 4]5

1 Anh/chi hai 10ng khi str dung san pham
thiét bj dién dan dung ABB ctia cong ty
TNHH K§ Thuat POSO.

2 Anh/chi sin sang gidi thidu san pham
thiét bi dién dan dung ABB ctia cong ty
TNHH Ky Thuat POSO cho nguoi
khéc.

3 Anh/chi san sang quay lai mua san
pham thiét bi dién dan dung ABB cia
cong ty TNHH K§ Thuat POSO

4 Thiét bi dién dan dung ABB 1a Iyra chon

hang dau ciia anh/chi khi mua thiét bi
dién

CHAT LUQNG SAN PHAM 1|2 /|3|4]5




Thiét bi dién dan dung ABB cua cong
ty TNHH Ky Thuat POSO bén theo

thot gian

Thiét bi dién dan dung ABB cua cong
ty TNHH K§ Thuat POSO st dung dé
dang

Thiét bi dién dan dung ABB cila cong
ty TNHH K§ Thu4t POSO rat hiém khi

gip su ¢b vé ky thuat

Thiét bi dién dan dung ABB cua cong
ty TNHH Ky Thuat POSO nhay va co

tinh an toan cao khi gap su co vé dién

Chat lwong san pham thiét bi dién dan
dung ABB luén dugc cai thién va

khong ngurng nang cao

Chat lidu san pham thiét bj dién dan
dung ABB cua cong ty TNHH K¥
Thuat POSO chéng bam ban va tray

Xuot

Kich thuéc san pham thiét bi dién dan
dung ABB cua cong ty TNHH K¥
Thuat POSO can ddi, khong gay cam
giac tho kéch trén tuong

GIA CA SAN PHAM

Gia thiét bi dién dan dung ABB cua
cong ty TNHH K§ Thuat POSO phu

hop vdi tai chinh cd nhan

Gia thiét bi dién dan dung ABB cua
cong ty TNHH K§ Thuat POSO xtng

dang véi cht lugng san pham




Bang bao gia vé thiét bi dién dan dung
ABB cua cong ty TNHH K§ Thuat
POSO minh bach va rd rang

CHAT LUQNG DICH VU

Nhéan vién POSO c6 thai dg lich sy,

nhiét tinh va ciu thi

Nhan vién hiéu rd k¥ thuat va tu van
dung san pham, hd tro kip thoi khi anh/

chi can

Thoi gian phan hoi bao gia va thac mac

nhanh chong va kip thoi

Hang ho4 dugc giao dung tién do nhu

da cam két

Hoa don, chimg tir CO/CQ di kém day

du va chinh xac

Thoi han bao hanh san pham thiét bi
dién dan dung ABB cuta cong ty TNHH
K¥ Thuat POSO dua ra rat thoa dang

Quy trinh bao hanh/doi tra (néu co)

dugc xur 1y thoa dang va nhanh gon

HOAT PONG CHIEU THI

Anh/chi dé dang tim thay théng tin vé
thiét bi dién dan dung ABB ciia cong ty
TNHH K¥ Thuat POSO qua cac kénh
cua POSO (Website, Facebook, Zalo)

Céc ndi dung quang cao vé thiét bi dién
dan dung ABB ctia POSO cung cap day
da thong tin k¥ thuat

Hinh anh sdn pham va video minh hoa
vé thiét bi dién dan dung ABB cua

POSO rat chuyén nghiép, bit mat




4 Céc chuong trinh giam gia/chiét khau
va qua ting kém khi mua thiét bj dién
dan dung ABB ctua POSO thyc su can
thiét va hap dan

5 Céc gbi "Combo san pham" (vi du: tron

bo thiét bi cho cin ho) giup anh/chi tiét

kiém thoi gian va chi phi

THUONG HIEU 1|23 4|5
1 Cong ty TNHH K§¥ Thuat POSO 1a don
vi phan phdi thiét bi ABB uy tin va

chuyén nghiép trén thi truong.

2 Anh/chi dé dang nhéan biét cac san
pham thiét bi dién dan dung ABB cia
POSO trong cac loai san pham thiét bi
dién khac.

3 Tong quat, khi n6i dén cac san pham
thiét bi dién dan dung ABB ciia cong
ty, anh/chi c6 thé hinh dung ra ngay

4 Logo cua cac san phém thiét bi dién
dan dung ABB ctia cong ty rat dé nhan

biét va dé nhé.

5 Céc dic diém cua thiét bi dién dan dung
ABB anh/ chi nhan dang nhanh chéng

va de dang

PHAN 3: THONG TIN NHAN KHAU HQC

Xin Anh/Chi vui Iong cung cdp mot sé thong tin cd nhén dwéi day dé phuc
vu cho muc dich phan logi dir liéu:
1. Gidi tinh cia Anh/Chi:
I. Nam
2. Nu



2. D) tudi ciia Anh/Chi:
1. Duéi 30 tudi

T 30 - 40 tudi
T 40 — 50 tudi
4. Trén 50 tudi

3. Nghé nghiép hién tai cia Anh/Chi:
1. Nhan vién van phong

2. K§ su/ Tho dién/ Nha thau xay dung
3. Kinh doanh tu do
4. Khac

4. Khac Mirc thu nhap trung binh hang thang ciia Anh/Chi:
1. Dudi 10 tri¢u VND

2. Tu 10 -20 tri¢gu VND
3. Trén 20 triéu VND

e

Xin chan thanh cim on Anh/Chi da danh thoi gian tham gia khao sat!



PHU LUC BANG BIEU

THONG KE MO TA
(G161 tinh
Valid Cumulative
Frequency |Percent |[Percent Percent
Valid nam (134 81.7 81.7 81.7
ntr 30 18.3 18.3 100.0
Total |164 100.0 100.0
D¢ tudi
Valid Cumulative
Frequency Percent [Percent Percent
Valid [Duéi 30 tudi 45 274 P74 27.4
Tu 30-4069 42.1 42.1 69.5
tudi
Tu 40-5046 28.0 28.0 97.6
tudi
Trén 50 tudi 4 2.4 2.4 100.0
Total 164 100.0 100.0




Nghé nghiép

Valid Cumulative
Frequency Percent [Percent Percent
Valid |[Nhan vién van phong [33 20.1 20.1 20.1
KV su/ Thg dién/ Nha57 34.8 34.8 54.9
thau xay dung
Kinh doanh tu do 26 15.9 15.9 70.7
Khac 48 29.3 29.3 100.0
Total 164 100.0 100.0
Thu nhap
Valid Cumulative
Frequency Percent [Percent Percent
Valid Duoi 10 triéu 25 15.2 15.2 15.2
Ta 10 - 20117 71.3 71.3 86.6
triéu
Trén 20 triéu 22 13.4 13.4 100.0
Total 164 100.0 100.0




Case Summary

Cases
Valid Missing Total
N Percent [N Percent [N Percent
$tieuchianhchiquantam|1 64 100.0% [0 0.0% 164 100.0%
nhat?
a. Group
$tieuchianhchiquantamnhat Frequencies
Responses Percent of
N Percent |Cases
Tiéu chi anh chi quanThuong hi€u uy tin 122 19.6% [74.4%
fém nhar M3u ma dep, hién dai |84 13.5%  [51.2%
D6 bén va tinh an toan 89 14.3% 54.3%
Giad cd hop ly 145 23.3% [88.4%
Chinh sach bao hanh,[77 12.4% A47.0%
hau mai
Khac 106 17.0% 64.6%
Total 623 100.0% [379.9%

a. Group




theo thoi gian.

CLSP1Thiét bj dién dan dung ABB cta cong ty TNHH K§ Thuit POSO bén|

Valid Cumulative
Frequency Percent |[Percent Percent

Valid Hoan toan khong?2 1.2 1.2 1.2

dong y

Khong dong ¥ 5 3.0 3.0 4.3

Binh thudng 9 5.5 5.5 0.8

Pong y 70 42.7 42.7 52.4

Hoan toan dongy |78 47.6 47.6 100.0

Total 164 100.0  [100.0

CLSP2Thiét bi dién dan dung ABB ciia cong ty TNHH K§ Thuat POSO sir
dung dé dang.
Valid Cumulative
Frequency Percent [Percent Percent

Valid [Hoan toan khong|l .6 .6 .6

dong y

Khong dong ¥ 5 3.0 3.0 3.7

Binh thuong 15 0.1 0.1 12.8

Dong ¥ 75 45.7 45.7 58.5

Hoan toan dong y 68 41.5 41.5 100.0




Total

164

100.0

100.0

hiém khi gap su cb vé ky thuat.

CLSP3Thiét bi dién dan dung ABB cuia cong ty TNHH K§ Thuat POSO rat

Valid Cumulative
Frequency Percent [Percent Percent
Valid Hoan toan khongl .6 .6 .6
dong y
Khong dong y 4 2.4 2.4 3.0
Binh thuong 19 11.6 11.6 14.6
Pong y 55 33.5 33.5 48.2
Hoan toan dong y 85 51.8 51.8 100.0
Total 164 100.0 100.0

CLSP4Thiét bi dién dan dung ABB ctia cong ty TNHH K§ Thuat POSO nhay)
va co tinh an toan cao khi gap su ¢ vé dién.
Valid Cumulative
Frequency Percent |[Percent Percent

Valid [Hoan toan khong|l .6 .6 .6

dong y

Khong dong ¥ 5 3.0 3.0 3.7

Binh thuong 14 8.5 8.5 12.2




DPong y 69 42.1 42.1 54.3
Hoan toan dong y 75 45.7 45.7 100.0
Total 164 100.0  [100.0

va khong ngirng nang cao.

CLSP5Chét luong san phém thiét bi dién dan dung ABB ludn dugc cai thién

Valid Cumulative
Frequency [Percent |Percent Percent
Valid Hoan toan khongl .6 .6 .6
dong ¥
Khong dong y 6 3.7 3.7 4.3
Binh thuong 15 0.1 0.1 13.4
DPong ¥ 61 37.2 37.2 50.6
Hoan toan dong y 81 49.4 49.4 100.0
Total 164 100.0 100.0

Thuat POSO chdng bam ban va triy xuét.

CLSP6Chat liéu san pham thiét bi dién dan dung ABB cua cong ty TNHH K§

dong y

Valid Cumulative
Frequency Percent [Percent Percent
Valid [Hoan toan khong4 2.4 2.4 2.4




Khong dong ¥ 9 5.5 5.5 7.9
Binh thuong 55 33.5 33.5 41.5
DPong ¥ 39 23.8 23.8 65.2
Hoan toan dong y 57 34.8 34.8 100.0
Total 164 100.0  |100.0

CLSP7Kich thudc san pham thiét bi dién dan dung ABB ciia cong ty TNHH
K§ Thuat POSO can dbi, khong giy cam gic tho kéch trén tudng.

Valid Cumulative
Frequency [Percent |Percent Percent
Valid Hoan toan khongl .6 .6 .6
dong y
Khong dong ¥ 8 4.9 4.9 5.5
Binh thuong 47 28.7 28.7 34.1
Pong y 67 40.9 40.9 75.0
Hoan toan dong y 41 25.0 25.0 100.0
Total 164 100.0 100.0

GSP1Gia thiét bi dién dan dung ABB cua cong ty TNHH K§ Thuat POSO phu

hop voi tai chinh ca nhan.

Frequency

Percent

Valid

Percent

Cumulative

Percent




Valid

Hoan toan khongl .6 .6 .6
dong y

Khong dong ¥ 15 9.1 9.1 9.8
Binh thudng 76 46.3 46.3 56.1
Dong y 57 34.8 34.8 90.9
Hoan toan dongy |15 0.1 0.1 100.0
Total 164 100.0  [100.0

dang v6i chat lugng san pham.

GSP2Gia thiét bi dién dan dung ABB cua cong ty TNHH K§ Thuat POSO xting

Valid Cumulative
Frequency [Percent |Percent Percent
Valid [Hoan toan khong|l .6 .6 .6
dong y
Khong dong ¥ 6 3.7 3.7 4.3
Binh thuong 19 11.6 11.6 15.9
Pong y 88 53.7 53.7 69.5
Hoan toan déngy |50 30.5 30.5 100.0
Total 164 100.0 100.0

GSP3Bang b4o gia vé thiét bi dién dan dung ABB cua cong ty TNHH K§ Thuat
POSO minh bach va 13 rang.




Valid Cumulative
Frequency [Percent |Percent Percent
Valid [Hoan toan khongR2 1.2 1.2 1.2
dong y
Khong dong ¥ 5 3.0 3.0 4.3
Binh thuong 14 8.5 8.5 12.8
Dong y 63 38.4 38.4 51.2
Hoan toan dong y 80 48.8 48.8 100.0
Total 164 100.0 100.0
DV 1Nhan vién POSO c6 thai d6 lich su, nhiét tinh va cau thi.
Valid Cumulative
Frequency [Percent |Percent Percent
Valid [Hoan toan khong|l .6 .6 .6
dong y
Khong dong ¥ 6 3.7 3.7 4.3
Binh thuong 13 7.9 7.9 12.2
DPong ¥ 69 42.1 42.1 54.3
Hoan toan dongy (75 45.7 45.7 100.0
Total 164 100.0 100.0




DV2Nhén vién hiéu rd k§y thuit va tu van dung san pham, hd tro kip thoi khi
anh/ chi can.
Valid Cumulative
Frequency Percent |[Percent Percent

Valid Hoan toan khongl .6 .6 .6

dong y

Khong dong ¥ 6 3.7 3.7 4.3

Binh thuong 20 12.2 12.2 16.5

Pong ¥ 84 51.2 51.2 67.7

Hoan toan dong y 53 32.3 32.3 100.0

Total 164 100.0 100.0

DV3Thoi gian phan hdi bao gia va thac mic nhanh chong va kip thoi.
Valid Cumulative
Frequency [Percent |Percent Percent

Valid [Hoan toan khong|l .6 .6 .6

dong y

Khong dong ¥ 6 3.7 3.7 4.3

Binh thuong 19 11.6 11.6 15.9

Dong ¥ 78 47.6 47.6 63.4

Hoan toan dong y 60 36.6 36.6 100.0




Total

164

100.0

100.0

DV4Hang ho4 dugc giao ding tién do nhu di cam két.
Valid Cumulative
Frequency [Percent |Percent Percent
Valid Hoan toan khongl .6 .6 .6
dong ¥
Khong dong ¥ 7 4.3 4.3 4.9
Binh thuong 20 12.2 12.2 17.1
Pong ¥ 66 40.2 40.2 57.3
Hoan toan dongy  [70 42.7 42.7 100.0
Total 164 100.0 100.0
DV5Ho4 don, chimg tir CO/CQ di kém day du va chinh xac.
Valid Cumulative
Frequency Percent [Percent Percent
Valid [Hoan toan khong?2 1.2 1.2 1.2
dong y
Khong dong ¥ 6 3.7 3.7 4.9
Binh thuong 17 10.4 10.4 15.2
DPong y 67 40.9 40.9 56.1




Hoan toan dong y

72

43.9

43.9

100.0

Total

164

100.0

100.0

DV6Thoi han bao hanh san pham thiét bi dién dan dung ABB ciia cong ty
TNHH K§ Thuat POSO dua ra rat thoa dang.

Valid Cumulative
Frequency Percent |[Percent Percent
Valid Hoan toan khongl .6 .6 .6
dong ¥
Khong dong y 7 4.3 4.3 4.9
Binh thuong 21 12.8 12.8 17.7
DPong ¥ 68 41.5 41.5 59.1
Hoan toan dong y 67 40.9 40.9 100.0
Total 164 100.0 100.0

DV7Quy trinh bao hanh/déi tra (néu ¢6) dugc xir Iy thoa dang va nhanh gon.
Valid Cumulative
Frequency [Percent |Percent Percent
Valid Hoan toan khongl .6 .6 .6
dong y
Khong dong ¥ 6 3.7 3.7 4.3
Binh thuong 19 11.6 11.6 15.9




DPong y 66 40.2 40.2 56.1
Hoan toan dong y 72 43.9 43.9 100.0
Total 164 100.0  [100.0

HDCT1Anh/chi d& dang tim thiy thong tin vé thiét bi dién dan dung ABB cua
cong ty TNHH K§ Thuat POSO qua cac kénh cua POSO (Website, Facebook,

Zalo).
Valid Cumulative
Frequency Percent |[Percent Percent

Valid Hoan toan khongl .6 .6 .6

dong y

Binh thuong 17 10.4 10.4 11.0

DPong ¥ 67 40.9 40.9 51.8

Hoan toan dong y 79 48.2 48.2 100.0

Total 164 100.0 100.0

HDCT2C4c ndi dung quang cdo vé thiét bi dién dan dung ABB cua POSO cung
cap day du thong tin ky thuat.
Valid Cumulative
Frequency Percent |[Percent Percent
Valid [Hoan toan khong|l .6 .6 .6
dong y
Khong dong ¥ 15 0.1 0.1 0.8




Binh thudng 50 30.5 30.5 40.2
Pong ¥ 64 39.0 39.0 79.3
Hoan toan dong y 34 20.7 20.7 100.0
Total 164 100.0  |100.0

HDCT3Hinh anh san phém vé video minh hoa vé thiét bi dién dan dung ABB

ctia POSO rat chuyén nghiép, bat mit.

Valid Cumulative
Frequency Percent |[Percent Percent

Valid [Hoan toan khong?2 1.2 1.2 1.2

dong ¥

Khong dong y 5 3.0 3.0 4.3

Binh thuong 43 26.2 26.2 30.5

DPong ¥ 65 39.6 39.6 70.1

Hoan toan dong y 49 29.9 29.9 100.0

Total 164 100.0 100.0

HDCT4Cac chuong trinh giam gia/chiét khau va qua ting kém khi mua thiét

bi di¢n dan dung ABB ctia POSO thyc su can thiét va hép dan.

Valid Cumulative
Frequency Percent [Percent Percent
Valid [Hoan toan khongP2 1.2 1.2 1.2

dong y




Khong dong ¥ 4 2.4 2.4 3.7
Binh thudng 33 20.1 20.1 23.8
Pong y 86 52.4 52.4 76.2
Hoan toan dong y 39 23.8 23.8 100.0
Total 164 100.0  |100.0

HDCT5Céc gbéi "Combo san phém" (vi du: tron bo thiét bi cho can ho) gitp
anh/chi tiét kiém thoi gian va chi phi.
Valid Cumulative
Frequency [Percent |Percent Percent

Valid Hoan toan khongl .6 .6 .6

dong y

Khong dong ¥ 6 3.7 3.7 4.3

Binh thuong 22 13.4 13.4 17.7

DPong ¥ 70 42.7 42.7 60.4

Hoan toan dong y 65 39.6 39.6 100.0

Total 164 100.0 100.0

TH1Cong ty TNHH K§ Thuat POSO 1a don vi phan phdi thiét bi ABB uy tin

va chuyén nghi¢p trén thi truong.

Valid Cumulative

Frequency Percent |[Percent Percent




Valid

Hoan toan khongl .6 .6 .6
dong y

Khong dong ¥ 1 6 6 1.2
Binh thuong 13 7.9 7.9 0.1
Dong y 87 53.0 53.0 62.2
Hoan toan dong y 62 37.8 37.8 100.0
Total 164 100.0  |100.0

POSO trong cac loai san phém thiét bi dién khac.

TH2Anh/chi dé dang nhan biét cac san phém thiét bi dién dan dung ABB cual

Valid Cumulative
Frequency [Percent |Percent Percent
Valid [Hoan toan khong|l .6 .6 .6
dong y
Khong dong ¥ 3 1.8 1.8 2.4
Binh thuong 23 14.0 14.0 16.5
Pong ¥ 72 43.9 43.9 60.4
Hoan toan dong y 65 39.6 39.6 100.0
Total 164 100.0 100.0

TH3Tong quat, khi néi dén cac san pham thiét bi dién dan dung ABB cua cong

ty, anh/chi c¢6 thé hinh dung ra ngay.




Valid Cumulative
Frequency Percent |[Percent Percent
Valid [Hoan toan khongl .6 .6 .6
dong y
Binh thuong 20 12.2 12.2 12.8
Dong y 86 52.4 52.4 65.2
Hoan toan dong y 57 34.8 34.8 100.0
Total 164 100.0 100.0

biét va dé nhé.

TH4Logo cua cac san pham thiét bj dién dan dung ABB cua cong ty rat dé nhan

Valid Cumulative
Frequency [Percent |Percent Percent
Valid [Hoan toan khong?2 1.2 1.2 1.2
dong y
Binh thuong 19 11.6 11.6 12.8
Dong ¥ 74 45.1 45.1 57.9
Hoan toan dong y 69 42.1 42.1 100.0
Total 164 100.0 100.0

TH5Céac dic diém cua thiét bi dién dan dung ABB anh/ chi nhan dang nhanh

chong va dé dang.

Frequency

Percent

Valid

Percent

Cumulative

Percent




Valid [Hoan toan khong|l 6 .6 6
dong y
Khong dong ¥ 1 6 6 1.2
Binh thuong 17 10.4 10.4 11.6
Dong y 67 40.9 40.9 52.4
Hoan toan dong y 78 47.6 47.6 100.0
Total 164 100.0  |100.0

SHL1Anh/chi hai long khi sir dung san phém thiét bi dién dan dung ABB cua
cong ty TNHH K§ Thuat POSO.

Valid Cumulative
Frequency Percent |[Percent Percent
Valid [Hoan toan khong|l .6 .6 .6
dong y
Binh thuong 22 134 13.4 14.0
DPong ¥ 71 43.3 43.3 57.3
Hoan toan dong y 70 42.7 42.7 100.0
Total 164 100.0 100.0

SHL2Anh/chi sin sang gi6i thiéu san pham thiét bi dién dan dung ABB ciia
cong ty TNHH K§ Thuat POSO cho nguoi khac.

Valid Cumulative

Frequency Percent [Percent Percent




Valid

Hoan toan khongl .6 .6 .6
dong y

Khong dong ¥ 1 6 6 1.2
Binh thuong 23 14.0 14.0 15.2
Dong y 79 48.2 48.2 63.4
Hoan toan dong y 60 36.6 36.6 100.0
Total 164 100.0  [100.0

SHL3Anh/chi san sang quay lai mua san pham thiét bi dién dan dung ABB cua
cong ty TNHH Ky Thuat POSO

Valid Cumulative
Frequency [Percent |Percent Percent
Valid [Hoan toan khong|l .6 .6 .6
dong y
Khong dong ¥ 1 6 6 1.2
Binh thuong 19 11.6 11.6 12.8
Pong ¥ 72 43.9 43.9 56.7
Hoan toan dong y 71 43.3 43.3 100.0
Total 164 100.0 100.0

thiét bi dién.

SHLA4Thiét bi dién dan dung ABB 1a Iya chon hang d4u ctia anh/chi khi mua




Valid Cumulative
Frequency Percent |[Percent Percent
Valid [Hoan toan khongR2 1.2 1.2 1.2
dong y
Binh thuong 19 11.6 11.6 12.8
Dong y 69 42.1 42.1 54.9
Hoan toan déngy (74 45.1 45.1 100.0
Total 164 100.0 100.0




THANG PO DO TIN CAY

Reliability Statistics

Cronbach's
Alpha N of Items
.850 7

Item-Total Statistics

Correcte

Scale [Scale |d Item-[Cronbac
Mean ifiVariance[Total  |h's Alpha]
[tem [if ItemCorrelatifif Item
Deleted|Deleted jon Deleted

CLSP1Thiét bi dién dan dung ABB ctia congP4.86 [14.097 |.698 817

ty TNHH Ky Thuat POSO bén theo thoi gian.

CLSP2Thiét bi dién dan dung ABB cua cong24.94 (14.855 |.580 .833

ty TNHH K§ Thuat POSO sir dung dé dang.

CLSP3Thiét bi dién dan dung ABB cua cong24.85 (14.486 |.615 828

ty TNHH K§ Thuat POSO rat hiém khi gip

su c¢b vé ky thuat.

CLSP4Thiét bi dién dan dung ABB cua cong24.89 [14.454 |.647 .824

ty TNHH K§ Thuat POSO nhay va c6 tinh an|

toan cao khi gip su cb vé dién.

CLSP5Chat lugng san pham thiét bi dién dan24.87 [14.824 [546  [838

dung ABB luon dugc cai thién va khong

ngurng nang cao.




dan dung ABB cua
cong ty TNHH Ky¥
Thuat POSO phu hop

voi tai chinh ca nhan.

CLSP6Chat liéu san pham thiét bj dién dan25.35 [13.494 [575  |838
dung ABB cua cong ty TNHH Ky Thuat
POSO chdng bam ban va tray xudt.
CLSP7Kich thudc san pham thiét bi dién dan25.34 [14.065 637  |.825
dung ABB cua cong ty TNHH Ky Thuat
POSO can d6i, khong gay cam giac tho kéch
trén tuong.
Reliability Statistics
Cronbach's
Alpha IN of Items
.709 3
Item-Total Statistics
Scale Corrected  |Cronbach's
Scale Mean ifVariance iflltem-Total |Alpha if Item
[tem Deleted |[tem Deleted [Correlation [Deleted
GSP1Gia thiét bi dién[8.40 1.997 489 .665




GSP2Gié thiét bi dién
dan dung ABB cua
cong ty TNHH Ky
Thuat POSO xtng
dang v6i chat lugng san

pham.

7.73

1.940

552

.590

GSP3Bang bao gia vé
thiét bi dién dan dung
ABB ty
TNHH K§y  Thuat
POSO minh bach va ro

cua cong

rang.

7.52

1.809

.543

599

Reliability Statistics

Cronbach's

Alpha

IN of Items

.856 7

Item-Total Statistics

Scale Mean if]

I[tem Deleted

Scale
if]
Item Deleted

Variance

Corrected
Item-Total

Correlation

Cronbach's
Alpha if Item
Deleted

DV1Nhan vién POSO
co thai do lich su, nhiét

tinh va cau thi.

25.10

13.750

.660

831




DV2Nhén vién hiéu 1o
k¥ thut va tu van dung
san pham, hd tro kip

thoi khi anh/ chi can.

25.28

14.129

.603

.839

DV3Thoi gian phan hoi
bao gia va thic mic
nhanh chéng va kip
thoi.

25.23

14.093

595

.840

DV4Hang hoa duoc
giao dung tién do nhu

da cam két.

25.19

13.749

612

837

DV5Hoéa don, ching tty
CO/CQ di kém day dul

va chinh xac.

25.16

13.648

622

.836

DV6Thot han bao hanh
san pham thiét bj dién
dan dung ABB cua
cong ty TNHH Ky
Thuat POSO dua ra rat
thod dang.

25.21

13.592

.642

.833

DV7Quy trinh bdo
hanh/d6i tra (néu co)
duoc xur 1y théa dang va

nhanh gon.

25.16

13.864

.609

.838




Reliability Statistics

Cronbach's
Alpha N of Items
714 5

Item-Total Statistics

Scale Mean if]

[tem Deleted

Scale
if]
[tem Deleted

'Variance

Corrected
Item-Total

Correlation

Cronbach's
/Alpha if Item|
Deleted

HDCT1Anh/chi ~ dé
dang tim thay thong tin
vé thiet bi dién dan
dung ABB cua cong ty
TNHH Ky  Thuat
POSO qua cac kénh cua
POSO (Website,

Facebook, Zalo).

15.76

6.268

.390

.696

HDCT2Cac ndi dung
quang céo vé& thiét bi
dién dan dung ABB cua)
POSO cung cip day dul
thong tin ky thuat.

16.42

5.423

445

.679

HDCT3Hinh éanh san
pham va video minh
hoa vé thiét bi dién dan|
dung ABB cua POSO
rat chuyén nghiép, bat

mat.

16.18

5.377

486

.660




HDCT4Céac  chuong
trinh  giam  gia/chiét
khau va qua ting kém)
khi mua thiét bi dién
dan dung ABB cua
POSO thuc su can thiét

va hap dan.

16.17

5.639

495

.656

HDCTS5Céac g01
"Combo san pham" (vi
du: tron bo thiét bi cho
can ho) gitp anh/chi
tiét kiém thoi gian va

chi phi.

5115.95

5.347

547

.634

Reliability Statistics

Cronbach's

Alpha

N of Items

718 5

Item-Total Statistics

Scale Mean if]

[tem Deleted

Scale
if]
[tem Deleted

Variance

Corrected
Item-Total

Correlation

Cronbach's
Alpha if Item
Deleted

TH1Cong ty TNHH K§
Thuat POSO 1a don vi
phan phbi thiét bi ABB
uy tin va chuyén nghi¢p

trén thi truong.

17.02

4.251

.580

.632




TH2Anh/chi dé dang
nhan biét cac san pham|
thiét bi dién dan dung
ABB cua POSO trong
céc loai san pham thiét

bi dién khac.

17.09

4.422

391

708

TH3Tong quét, khi noi
dén cac san pham thiét
bi dién dan dung ABB
cua cong ty, anh/chi c6

thé hinh dung ra ngay.

17.08

4.785

356

715

TH4Logo cua cac san
pham thiét bi dién déan
dung ABB cua cong ty
rat dé nhan biét va dé

nho.

17.02

4.104

543

.643

TH5Céc dic diém cua
thiét bi dién dan dung
ABB anh/ chi nhan
dang nhanh chéng va

dé dang.

16.95

4.199

531

.648

Reliability Statistics

Cronbach's

Alpha N of Items

743 4




Item-Total Statistics

Scale Mean if]

Item Deleted

Scale
if]
Item Deleted

'Variance

Corrected
Item-Total

Correlation

Cronbach's
)Alpha if Item|
Deleted

SHL1Anh/chi hai long
khi st dung san pham
thiét bj dién dan dung
ABB cua
TNHH  K¥
POSO.

cong ty|

Thuat

12.78

3.044

567

.667

SHL2Anh/chi sin sang
gioi thiéu san pham|
thiét bi dién dan dung
ABB cua ty
TNHH K§  Thuat
POSO cho nguoi khac.

cong

12.86

3.287

449

731

SHL3Anh/chi sin sang
quay lai mua san pham|
thiét bi dién dan dung
ABB cua
TNHH K¥
POSO

cong ty|

Thuat

12.77

3.026

571

.664

SHL4Thiét bj dién déan|
dung ABB Ia lya chon
hang dau cta anh/chij

khi mua thiét bi dién.

12.76

2.971

.560

.670




PHAN TICH EFA

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling.866
Adequacy.

Bartlett's  Test  oflApprox. Chi-Square [2056.141

Sphericity T 351

Sig. .000

Communalities

Initial

Extraction

CLSP1Thiét bi dién dan dung ABB cta céng ty TNHH
K§ Thuat POSO bén theo thoi gian.

1.000

.655

CLSP2Thiét bi dién dan dung ABB clia cong ty TNHH
K§ Thuat POSO sir dung dé dang.

1.000

494

CLSP3Thiét bi dién dan dung ABB ciia cong ty TNHH
K§ Thuat POSO rat hiém khi gip su c¢b vé ky thuat.

1.000

.648

CLSP4Thiét bi dién dan dung ABB cua cong ty TNHH
K§ Thuat POSO nhay va c6 tinh an toan cao khi gap sy

co vé dién.

1.000

.646

CLSP5Chat lwgng san pham thiét bi dién dan dung ABB

luon dugc cai thién va khong ngiing nang cao.

1.000

.601

CLSP6Chat liéu san pham thiét bi dién dan dung ABB
ctia cong ty TNHH Ky Thuat POSO chdéng bam ban va
tray Xudt.

1.000

.700




CLSP7Kich thudc san pham thiét bi dién dan dung ABB[1.000  [727
ctia cong ty TNHH K§ Thuat POSO can ddi, khong gay

cam giac tho kéch trén tuong.

GSP1Gia thiét bi dién dan dung ABB cua cong ty TNHH|1.000 565
KV Thuat POSO phu hop voi tai chinh ca nhan.

GSP2Gia thiét bi dién dan dung ABB cua cong ty TNHH|1.000 706
K Thuat POSO xtmg dang véi chit lwong san pham.

GSP3Bang bao gia vé thiét bi dién dan dung ABB cuiall.000 642
cong ty TNHH K§ Thuit POSO minh bach va rd rang.

DV INhan vién POSO c6 thai do lich sy, nhiét tinh va cau(1.000 .622
thi.

DV2Nhén vién hiéu rd ki thuat va tu vin ding san pham,1.000 716
hd tro kip thoi khi anh/ chi can.

DV3Thoi gian phan hdi bao gid va thac mac nhanh chéng(1.000 .629
va kip thoi.

DV4Hang hoa dugc giao dung tién d6 nhu da cam két.  [1.000 .624
DV5Hoa don, chimg tir CO/CQ di kém day du va chinh/1.000 .606
xac.

DV6Thoi han bao hanh san pham thiét bi dién dan dung1.000  [.656
ABB ctia cong ty TNHH K§ Thuat POSO dua ra rat thoa

dang.

DV7Quy trinh bao hanh/doi tra (néu c6) duoc xir 1y théall.000 576
dang va nhanh gon.

HDCT1Anh/chi d& dang tim thay thong tin vé thiét bi dién|1.000  |.631

dan dung ABB cua cong ty TNHH K§ Thuat POSO qua
cac kénh cua POSO (Website, Facebook, Zalo).




HDCT2C4c ndi dung quang cio vé thiét bi dién dan dung1.000 737
ABB ctia POSO cung cap day du thong tin k¥ thuat.

HDCT3Hinh anh san phém vé video minh hoa vé thiét bj/1.000 .630
dién dan dung ABB ctia POSO rit chuyén nghiép, bt

mit.

HDCT4Céc chuong trinh giam gia/chiét khau va qua ting1.000 .544
kém khi mua thiét bi dién dan dung ABB cua POSO thuc

su can thiét va hap dan.

HDCT5Céc gbi "Combo san pham" (vi du: tron bo thiét1.000 634
bi cho cin ho) gitp anh/chi tiét kiém thoi gian va chi phi.

TH1Co6ng ty TNHH K§ Thuat POSO 14 don vi phan phbill.000 .682
thiét bi ABB uy tin va chuyén nghiép trén thi trudng.

TH2Anh/chi dé dang nhéan biét cac san pham thiét bi dién/1.000 647
dan dung ABB cua POSO trong cac loai san pham thiét

bi di¢n khac.

TH3Tong quét, khi noi dén cac san pham thiét bi dién dan/1.000 503
dung ABB ctia cong ty, anh/chi c¢6 thé hinh dung ra ngay.

TH4Logo cua cac san phém thiét bi dién dan dung ABBJ1.000 .654
clia cong ty rat dé nhan biét va d& nho.

TH5Cac dic diém cua thiét bj dién dan dung ABB anh/1.000  [514

chi nhan dang nhanh chong va dé dang.

Extraction Method: Principal Component Analysis.




Total Variance Explained

Extraction Sums of[Rotation Sums of Squared

Initial Eigenvalues Squared Loadings Loadings
Comp % ofCumulative %00f Cumula %%00f Cumulative
onent [Total [Variance % Total [Varianceftive % (Total [Variance (%
1 8.368 30.992 [30.992 8.368 30.992 [30.992 4.448 |16.474 (16.474
2 3.294 12.201 #43.193 3.294 12.201 ©43.193 3.425 [12.686 29.160
3 1.718 |6.364  149.557 1.718 16.364  149.557 3.276 |12.132 41.293
4 1.487 [5.507  [55.064 1.487 [5.507  [55.064 2.012 [7.451 48.744
S 1.087 4.026  [59.090 1.087 4.026  59.090 [1.920 [7.112  |55.855
6 1.036 3.836  62.926 1.036 3.836  162.926 [1.909 [7.071  62.926
7 988 [3.658  [66.584
8 837 B.101  69.685
9 79 2.884  [72.569
10 678 [R2.510 [75.080
11 641 2373 [77.453
12 608 2.250 [79.703
13 |584 P2.162 [81.865
14 |516 (1912 83.777
15 |506 [1.873  [85.649
16 493 |1.826 [87.476
17 447 [1.654 89.130
18 429 [1.590 90.720




19 1368 |[1.362  92.082

20 361 ([1.337 93.419

21 342 1.267  94.686

22 315 |[1.166  [95.852

23 272 1.008  96.860

24 246 |912 97.772

25 223 826 08.598

26 202 747 99.346

27  |177 |654 100.000

Extraction Method: Principal Component Analysis.

Component Matrix®

Component

1

2

3

thiét bi ABB uy tin va chuyén nghiép trén thi truong.

TH1Céng ty TNHH K§ Thuat POSO la don vi phan phdi.

691

thi.

DVINhan vién POSO c6 thai do lich sy, nhiét tinh va cau.

679

DV5Ho4 don, chig tir CO/CQ di kém day du va chinh xéc.

671

nhan dang nhanh chéng va dé dang.

TH5Céc dic diém cua thiét bi dién dan dung ABB anh/ chil.

642

ty TNHH K§ Thuat POSO minh bach va rd rang.

GSP3Béng bao gia vé thiét bi dién dan dung ABB cua cong|

637




kém khi mua thiét bi dién dan dung ABB cua POSO thyc sy

can thiét va hap dan.

HDCT4Céc chuong trinh giam gid/chiét khau va qua ting.

616

kip thoi.

DV3Thoi gian phan hoi bao gia va thac mac nhanh chéng val

613

Thuat POSO st dung dé dang.

CLSP2Thiét bi dién dan dung ABB cua céng ty TNHH K3/,

609

Thuat POSO nhay va c6 tinh an toan cao khi gip su cb vé

dién.

CLSP4Thiét bi dién dan dung ABB cua cong ty TNHH K3/,

595

duogc cai thién va khong ngirng nang cao.

CLSP5Chat luong san pham thiét bi dién dan dung ABB ludn|,

579

cong ty TNHH K§ Thuat POSO can ddi, khong gay cam giac

tho kéch trén tuong.

CLSP7Kich thudc san phém thiét bi dién dan dung ABB cua,.

575

Thuat POSO bén theo thoi gian.

CLSP1Thiét bi dién dan dung ABB cua cong ty TNHH K3/,

570

544

Thuat POSO xtng dang véi chit luong san pham.

GSP2Gia thiét bi dién dan dung ABB cua cong ty TNHH K3/,

560

DV4Hang ho4 duogc giao dung tién do nhu di cam két.

552

cta cong ty TNHH K§ Thuat POSO dua ra rat thoa dang.

DV6Thoi han bao hanh san pham thiét bi dién dan dung ABB|

544

cho cin ho) gitip anh/chi tiét kiém thoi gian va chi phi.

HDCT5Céc gbéi "Combo san phém" (vi du: tron bo thiét bi.

544

525

dang va nhanh gon.

DV7Quy trinh bao hanh/déi tra (néu cod) duoc xtr 1y thoal.

536




TH4Logo cua cac san pham thiét bi dién dan dung ABB cual.

cong ty rat dé nhan biét va dé nhd.

531

HDCT1Anh/chi d& dang tim thy thong tin vé thiét bi dién|.

dan dung ABB cua cong ty TNHH K§ Thuat POSO qua céc
kénh cua POSO (Website, Facebook, Zalo).

531

CLSP3Thiét bi dién dan dung ABB cua céng ty TNHH K3/,

Thuét POSO rat hiém khi gap su cd vé k¥ thuat.

522

521

TH3Tong quat, khi noi dén cac san pham thiét bi dién dan|,

dung ABB cua cong ty, anh/chi c¢6 thé hinh dung ra ngay.

521

CLSP6Chat liéu san pham thiét bi dién dan dung ABB cua
cong ty TNHH K§ Thuat POSO chéng bam ban va tray xuét.

DV2Nhén vién hiéu rd k¥ thuat va tu van dung san pham, hd

tro kip thoi khi anh/ chi can.

GSP1Gi4 thiét bi dién dan dung ABB cua cong ty TNHH K
Thuat POSO phu hgp véi tai chinh ca nhan.

HDCT3Hinh anh san phém va video minh hoa vé thiét bi
dién dan dung ABB cua POSO rét chuyén nghiép, bit mit.

594

HDCT2Céc ndi dung quang cio vé thiét bi dién dan dung
ABB ctia POSO cung cap day di thong tin ki thuat.

.605

TH2Anh/chi d& dang nhan biét cac san pham thiét bi dién
dan dung ABB ciia POSO trong cac loai san pham thiét bi

dién khac.

532

Extraction Method: Principal Component Analysis.

a. 6 components extracted.




Rotated Component Matrix?®

Component

1

2

CLSP3Thiét bi dién dan dung ABB cua cong.

ty TNHH K§ Thuat POSO rat hiém khi gip

su cb vé k¥ thuat.

759

GSP2Gia thiét bi dién dan dung ABB cial

cong ty TNHH K§ Thuat POSO xting dang

v&i1 chat lugng san pham.

733

GSP3Bang bao gia vé thiét bi dién dan dung|

ABB cua cong ty TNHH K§ Thuat POSO

minh bach va r0 rang.

727

CLSP5Chat luong san pham thiét bi dién dan|

dung ABB luén dugc cai thién va khong

ngung nang cao.

692

CLSP4Thiét bi dién dan dung ABB cua cong.

ty TNHH K§ Thuat POSO nhay va c6 tinh an|

toan cao khi gap su co vé dién.

664

CLSP1Thiét bi dién dan dung ABB cta cong|

ty TNHH K§ Thuat POSO bén theo thoi gian.

660

CLSP2Thiét bi dién dan dung ABB ciia cong|

ty TNHH K§ Thuat POSO sir dung dé dang.

628

DV2Nhan vién hiéu ré ky thuat va tu véan
dang san phém, hd tro kip thoi khi anh/ chi

can.

831




thiét bi dién dan dung ABB cua cong ty,
anh/chi co6 thé hinh dung ra ngay.

DV6Thoi han bao hanh san pham thiét bj 762
dién dan dung ABB cua cong ty TNHH K

Thuat POSO dua ra rat thoa dang.

DV7Quy trinh bao hanh/déi tra (néu c6) duoc 611
xu 1y théa dang va nhanh gon.

DVI1Nhan vién POSO c¢6 thai do lich su, 575
nhiét tinh va ciu thi.

DV5Ho4 don, ching tir CO/CQ di kém day S12
du va chinh xac.

TH3Tong quat, khi néi dén cic san pham .500

TH1Cong ty TNHH K§ Thuat POSO Ia don|
vi phan phdi thiét bi ABB uy tin va chuyén|

nghi€p trén thi truong.

.699

TH4Logo cua cac san phém thiét bi dién dan|
dung ABB ctia cong ty rat d& nhan biét va dé

nho.

.693

HDCT5Céc go6i "Combo san pham" (vi du:
tron bo thiét bi cho cin hd) gitp anh/chi tiét

kiém thoi gian va chi phi.

672

HDCT1Anh/chi dé dang tim thiy thong tin|
vé thiét bi dién dan dung ABB cua cong ty
TNHH K§ Thuat POSO qua cac kénh cual
POSO (Website, Facebook, Zalo).

.665

TH5Céac dic diém cia thiét bi dién dan dung
ABB anh/ chi nhan dang nhanh chéng va dé
dang.

582




hoa vé thiét bj dién dan dung ABB ctia POSO

rat chuyén nghiép, bit mat.

HDCT2Céc ndi dung quang cdo vé thiét bi 832
dién dan dung ABB cua POSO cung cap day

du thong tin k¥ thuat.

HDCT3Hinh 4nh san pham va video minh| 671

GSP1Gia thiét bji dién dan dung ABB cua
cong ty TNHH K§ Thuat POSO phu hop véi

tai chinh ca nhan.

HDCT4C4c chuong trinh giam gia/chiét
khau va qua ting kém khi mua thiét bi dién
dan dung ABB cua POSO thyc su can thiét

va hap dan.

dung ABB cua cong ty TNHH Ky Thuat
POSO cén ddi, khong gy cam giac tho kéch

trén tuong.

CLSP6Chat lidu san pham thiét bi dién dan 734
dung ABB cua cong ty TNHH Ky Thuét

POSO chdng bam ban va triy xuét.

CLSP7Kich thudc san pham thiét bi dién dan 715

nhanh chong va kip thoi.

TH2Anh/chi dé dang nhan biét cac san phém 758
thiét bi dién dan dung ABB ctia POSO trong

cac loai san phém thiét bi dién khac.

DV3Thoi gian phan hoi bao gia va thic méc 548

DV4Hang ho4 duoc giao diing tién do nhu d3

cam két.




Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.?

a. Rotation converged in 9 iterations.

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling.866
Adequacy.
Bartlett's  Test  ofApprox. Chi-Square |1765.263
Sphericity o 76
Sig. .000
Component Matrix®
Component
1 2
TH1Cong ty TNHH K¥ Thuat POSO la don vi.702
phan phdi thiét bi ABB uy tin va chuyén|
nghiép trén thi truong.
DV 1Nhan vién POSO c¢6 thai d0 lich su, nhiét.681
tinh va cau thi.
DV5Ho4 don, ching tir CO/CQ di kém day du.658
va chinh xac.
TH5Cac dic diém cia thiét bi dién dan dung.652
ABB anh/ chi nhan dang nhanh chong va dé
dang.




ABB cua cong ty TNHH Ky Thuat POSO

minh bach va r0 rang.

GSP3Bang bao gia vé thiét bj dién dan dung].

641

ty TNHH K§ Thuat POSO sir dung dé dang.

CLSP2Thiét bi dién dan dung ABB ctia cong].

618

nhanh chéng va kip thoi.

DV3Thoi gian phan hoi bao gia va thic mic|.

613

ty TNHH K¥ Thuat POSO nhay va c¢6 tinh an|

toan cao khi gap su c¢6 vé dién.

CLSP4Thiét bi dién dan dung ABB ctia cong].

605

dung ABB luon dugc cai thién va khong

ngung nang cao.

CLSP5Chat luong san pham thiét bi dién dan|.

598

ty TNHH K§ Thuat POSO bén theo thoi gian.

CLSP1Thiét bi dién dan dung ABB ctia cong].

582

-.560

dung ABB cua cong ty TNHH Ky Thuat
POSO can d6i, khéng giy cam giac tho kéch

trén tuong.

CLSP7Kich thudc san pham thiét bi dién dan|.

573

ty TNHH K§ Thuat POSO xung déng véi chit

luong san pham.

GSP2Gi4 thiét bi dién dan dung ABB ctia cong.

568

HDCT5Cé4c goi "Combo san pham" (vi du:
tron bd thiét bi cho can ho) gitip anh/chi tiét

kiém thoi gian va chi phi.

551

535

dan dung ABB cua cong ty TNHH Ky Thuat
POSO dua ra rat thoa dang.

DV6Thoi han bao hanh san pham thiét bi dién|.

543




xu 1y théa dang va nhanh gon.

DV7Quy trinh bao hanh/d6i tra (néu c6) duoc].

540

thiét bi dién dan dung ABB cua cong ty TNHH|
K¥ Thuat POSO qua céc kénh cia POSO
(Website, Facebook, Zalo).

HDCT1Anh/chj dé dang tim thay thong tin vé.

538

dung ABB cua cong ty rat dé nhan biét va dé

nho.

TH4Logo cua cac san pham thiét bi dién dan|.

521

bi dién dan dung ABB cua cong ty, anh/chi c6
thé hinh dung ra ngay.

TH3Tong quat, khi néi dén cac san pham thiét|.

513

CLSP6Chat liéu san pham thiét bi dién dan
dung ABB cua cong ty TNHH Ky Thuat
POSO chéng bam bén va tray xudt.

san pham, hd tro kip thoi khi anh/ chi can.

CLSP3Thiét bi dién dan dung ABB cuia congl.532 -.543
ty TNHH K§ Thuat POSO rat hiém khi gip su

o vé ki thuat.

DV2Nhan vién hiéu rd ky thuat va tu van ding 510

TH2Anh/chi dé dang nhan biét cac san pham
thiét bi dién dan dung ABB cua POSO trong

cac loai san pham thiét bi dién khéc.

HDCT3Hinh anh san pham va video minh hoa
vé thiét bi dién dan dung ABB ctia POSO rat

chuyén nghiép, bat mat.

550




HDCT2Céc ndi dung quang cdo vé thiét bi
dién dan dung ABB ciia POSO cung cap day
du thong tin k¥ thuat.

725

Extraction Method: Principal Component Analysis.

a. 4 components extracted.

Rotated Component Matrix®

Component

1

2

TNHH K§ Thuat POSO bén theo thoi gian.

CLSP1Thiét bi dién dan dung ABB ciia cong ty!.

778

TNHH Ky Thuat POSO nhay va c6 tinh an toan

cao khi gap su co vé dién.

CLSP4Thiét bi dién dan dung ABB cuia cong tyl.

757

TNHH K§ Thuat POSO rét hiém khi gip su ¢d vé
ky thuat.

CLSP3Thiét bi dién dan dung ABB ctia cong tyl.

755

cua cong ty TNHH Ky Thuat POSO minh bach

va r0 rang.

GSP3Béng bao gia vé thiét bi dién dan dung ABB|.

696

dung ABB cua cong ty TNHH K¥ Thuat POSO

can d6i, khong gdy cam giac tho kéch trén tuong.

CLSP7Kich thuéc san pham thiét bi dién dan|

691




ABB ctia cong ty TNHH K§ Thuat POSO chéng

bam ban va tray xuot.

CLSP6ChAt liéu san pham thiét bi dién dan dung,

653

TNHH K§ Thuit POSO xtng dang véi chét

luong san pham.

GSP2Gia thiét bj dién dan dung ABB ctia cong ty!.

633

dung ABB lu6n dugc cai thién va khong ngung

nang cao.

CLSP5Chat lwong san pham thiét bi dién dén|

631

TNHH K§ Thuat POSO sir dung dé dang.

CLSP2Thiét bi dién dan dung ABB ciia cong ty.

627

chinh xac.

DV6Thoi han bao hanh san pham thiét bi dién| 755
dan dung ABB cua cong ty TNHH Ky Thuat

POSO dua ra rat thoa dang.

DV2Nhan vién hiéu ro k¥ thuét va tu van dung 747
san pham, ho trg kip thoi khi anh/ chi can.

DV7Quy trinh bao hanh/déi tra (néu c6) duoc xu 746
1y théa dang va nhanh gon.

DV1Nhan vién POSO c6 thai d6 lich su, nhiéf] .637
tinh va cau thi.

DV3Thoi gian phan hoi bao gia va thac mac 623
nhanh chong va kip thoi.

TH3Tong quat, khi néi dén cac san pham thiét bj 618
dién dan dung ABB cua cong ty, anh/chi c6 thé

hinh dung ra ngay.

DV 5Ho4 don, ching tir CO/CQ di kém day du va .602




TH2Anh/chi dé dang nhan biét cac san pham thiét
bi dién dan dung ABB cua POSO trong cac loai

san pham thiét bi dién khéc.

542

HDCT1Anh/chi dé dang tim thiy thong tin vé
thiét bj dién dan dung ABB cuia cong ty TNHH]
K¥ Thuat POSO qua ciac kénh cua POSO
(Website, Facebook, Zalo).

746

HDCT5C4c goéi "Combo san pham" (vi du: tron
bo thiét bi cho can ho) gitip anh/chi tiét kiém thoi

gian va chi phi.

.645

TH1Cong ty TNHH Ky Thuat POSO la don vi
phan phdi thiét bi ABB uy tin va chuyén nghiép

trén thi truong.

595

TH4Logo cia cac san pham thiét bi dién dén

dung ABB ctia cong ty rat dé nhan biét va dé nhé.

.549

TH5Cac dic diém cua thiét bi dién dan dung

ABB anh/ chi nhan dang nhanh chéng va dé dang.

502

HDCT2C4c ndi dung quang cio vé thiét bi dién 847
dan dung ABB ciia POSO cung cap day du thong

tin k¥ thuat.

HDCT3Hinh anh san pham va video minh hoa vé 7126

thiét bi dién dan dung ABB ciia POSO rat chuyén
nghiép, bat mat.

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.?

a. Rotation converged in 6 iterations.




Component Transformation Matrix

Component |1 2 3 4 S 6

1 568 468 497 243 296 253

2 -.662 .540 225 -.121 -.205 404

3 -.209 -.374 .503 670 -.326 -.088
4 -.216 249 -.547 .669 .380 011

S 273 -.236 -.320 114 -.375 783

6 -.272 -.482 218 -.130 .692 389

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling.721
Adequacy.
Bartlett's  Test  oflApprox. Chi-Square [144.820
Sphericity T 3

Sig. .000
Component Matrix®

Component

1




thiét bi dién dan dung ABB cua cong ty TNHH
K§ Thuat POSO.

SHL1Anh/chi hai long khi st dung san phim)|.

782

thiét bj dién dan dung ABB cua cong ty TNHH
K§ Thuat POSO

SHL3Anh/chi sin sang quay lai mua san pham).

780

hang dau cta anh/chi khi mua thiét bi dién.

SHLA4Thiét bi dién dan dung ABB la lya chon|.

773

bi dién dan dung ABB cua cong ty TNHH KJ
Thuat POSO cho nguoi khac.

SHL2Anh/chi san sang gidi thiéu san pham thiét

669

Extraction Method: Principal Component Analysis.

a. 1 components extracted.




PHAN TiCH TUONG QUAN

Correlations
Truyén
Su hai | Gia tri cam | Dich vu | thong va
long nhan uy tin | nhén dién | Qudang cdo

Su hai long | Pearson 1 79777 487 568" 2527

Correlatio

n

Sig. (2- .000 .000 .000 .001

tailed)

N 164 164 164 164 164
Gia tri cam | Pearson 797 1| .363" 440" 259
nhan Correlatio

n

Sig. (2- .000 .000 .000 .001

tailed)

N 164 164 164 164 164
Dich vu uy |Pearson 487 363 1 583" 2717
tin Correlatio

n

Sig. (2- .000 .000 .000 .000

tailed)

N 164 164 164 164 164
Truyén Pearson 568" 440" 583" 1 350"
thong va Correlatio
nhan dién |n

Sig. (2- .000 .000 .000 .000

tailed)

N 164 164 164 164 164
Quang cdo |Pearson 252% 259 2717 350™ 1

Correlatio

n

Sig. (2- .001 .001 .000 .000

tailed)

N 164 164 164 164 164

**_ Correlation is significant at the 0.01 level (2-tailed).




PHAN TiCH HOI QUY

Model Summary®

Mode Adjusted R | Std. Error of
1 R R Square| Square the Estimate
1 .840° 705 .698 30864

a. Predictors: (Constant), Quang cao, Gia tri cam nhan,
Dich vu uy tin, Truyén thong va nhan di¢n

b. Dependent Variable: Su hai long

ANOVA?
Sum of Mean
Model Squares df Square F Sig.
1 Regression 36.261 4 9.065| 95.165 .000°
Residual 15.146 159 .095
Total 51.407 163

a. Dependent Variable: Su hai long

b. Predictors: (Constant), Quang cdo, Gia tri cdm nhan, Dich vu uy tin,

Truyén thong va nhén dién

Coefficients®
Standardize
Unstandardized d
Coefficients Coefficients

Model B Std. Error Beta t Sig.

1 (Constant) 321 226 1.417 158
Gia tri cam nhan 617 .045 .665| 13.635 .000
Dich vu uy tin .130 .053 131 2.438 .016
Truyén thong va nhan 210 .057 209 3.685 .000
dién
Quang cao -.021 .034 -.029 -.621 .535

a. Dependent Variable: Su hai long

Residuals Statistics®
Minimu | Maximu Std.
m m Mean | Deviation N

Predicted Value 1.2569| 5.0025| 4.2637 47166 164

Residual -1.63156| .82927| .00000 .30483 164

Std. Predicted -6.375 1.566 .000 1.000 164

Value




Std. Residual | -5.286] 2.687]  .000 988 164

a. Dependent Variable: Sy hai long

Histogram

Dependent Variable: Sw hai long

Mean = -9 90E-15
40 Std. Dev. = 0 958
M =164

30

20

Frequency

-6 -4 -2 o 2 4

Regression Standardized Residual

Normal P-P Plot of Regression Standardized Residual

Dependent Variable: Sw hai long

Expected Cum Prob

Observed Cum Prob




Regression Standardized Residual

Scatterplot

Dependent Variable: Sw hai long

‘:3'\, .
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-2

Regression Standardized Predicted Value

PHAN TiCH HOI QUY LAN 2

Model Summary®

Model

R

R Square

Adjusted R

Square

Std. Error ofDurbin-

the Estimate

Watson

1

.839%

705

.699

.30804

2.038

nhan, Dich vu uy tin

a. Predictors: (Constant), Truyén thong va nhin dién, Gia tri cam

b. Dependent Variable: Su hai long




ANOVA?

Sum of Mean
Model Squares df Square F Sig.
1 Regression 36.224 3 12.075 127.247 000
Residual [15.183 160 .095
Total 51.407 163

a. Dependent Variable: Sy hai long

Dich vu uy tin

b. Predictors: (Constant), Truyén thong va nhan dién, Gia tri cim nhan,

Coefficients”
Unstandardized Standardized Collinearity
Coefficients Coefficients Statistics
Std.
Model B Error Beta t Sig.  [Tolerance [VIF
1 (Constant) 295 222 1.329 186
Gia tri cam.614 045  .662 13.679 000 789 1.267
nhan
Dich vu uy tin|.128 053 129 2.405 017 646 1.549
Truyén théng.203 056 202 3.642 .000 .600 1.667
va nhan dién

a. Dependent Variable: Sy hai long




Collinearity Diagnostics?®

Variance Proportions
Truyén
Mode Eigenv (Condition Gia tri camDich vu uythong va
1 Dimension jalue  [Index (Constant)nhin tin nhén di¢n
1 1 3.971 [1.000 .00 .00 .00 .00
2 013 (17575 .00 .84 23 .06
3 009 21.236 [1.00 12 12 11
4 007 23.813 .00 .05 .64 .84
a. Dependent Variable: Sy hai long
Residuals Statistics®
Minimu Maximu Std.
m m Mean  Deviation |N
Predicted Value [1.2395 5.0174 4.2637 47142 164
Residual -1.65188 .80882  .00000 |.30520 164
Std. Predicted-6.415  [1.599 .000 1.000 164
Value
Std. Residual -5.362  2.626 .000 991 164
a. Dependent Variable: Sy hai long
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Regression Standardized Residual

Scatterplot

Dependent Variable: Sw hai long
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Regression Standardized Predicted Value

KIEM PINH T-TEST

Group Statistics
Gidi Std. Std. Error
tinh N Mean | Deviation Mean
Su hai nam 134| 4.2463 .58969 .05094
long nir 30] 4.3417 41254 07532
Independent Samples Test
Levene's
Test for
Equality of
Variances t-test for Equality of Means
95%
Confidence
Interval of
Sig. Std. the
(2- | Mean | Error | Difference
tailed | Differ | Differ | Low | Uppe
F | Sig t df ) ence | ence | er r
Su |Equal 1.9 .165[-.840| 162| .402 -1.11353 -1 128
hai |variances 45 .09540 319 79
long |assumed 59




Equal -158.9| .298 -1.09093 -1 .086
variances 1.04] 12 .09540 277 55
not 9 35
assumed
KIEM PINH ANOVA
Descriptives
Su hai long
95%
Confidence
Interval for
Std. Mean
Mea | Devi | Std. | Lower | Upper | Minimu | Maximu
N n |ation | Error| Bound | Bound m m
Dudi 45| 3.94| 781 | .116| 3.7097|4.1792 1.00 5.00
30 tuodi 44| 33| 47
Tt 30- 69| 4.35| .456| .054| 4.2418|4.4611 2.75 5.00
40 tudi 14| 41| 94
Tu 40- 46| 4.44| 284| .041| 4.3557(4.5248 3.75 5.00
50 tudi 02| 73] 98
Trén 50 41 431 .239| .119| 3.9316|4.6934 4.00 4.50
tudi 25| 36| 68
Total 164| 4.26| .561| .043| 4.1771|4.3503 1.00 5.00
37 59 85
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Sig.
Su hai Based on Mean 9.721 3 160 .000
long Based on Median 7.558 3 160 .000
Based on Median and 7.558 3| 114.688 .000
with adjusted df
Based on trimmed 8.180 3 160 .000
mean




ANOVA
Su hai long
Sum of Mean
Squares df Square F Sig.
Between 6.561 3 2.187| 7.802 .000
Groups
Within Groups 44.846 160 280
Total 51.407 163
Descriptives
Su hai lon
95% Confidence Minimu | Maximu
Std. Interval for Mean m m
Mea | Deviat| Std. Lower Upper
N n ion | Error | Bound Bound
Nhéan 33| 4.34].51135|.08902| 4.1672 4.5298 3.00 5.00
vién van 85
phong
K¥ su/ 57| 4.23].53540(.07092| 4.0948 4.3789 2.75 5.00
Tho 68
dién/
Nha thau
xay dung
Kinh 26| 4.40|.31684|.06214| 4.2759 4.5318 3.75 5.00
doanh tu 38
do
Khac 48| 4.16|.70237(.10138| 3.9575 4.3654 1.00 5.00
15
Total 164| 4.26].56159|.04385| 4.1771 4.3503 1.00 5.00
37
Test of Homogeneity of Variances
Levene
Statistic dfl df2 Sig.
Su hai Based on Mean 2.194 3 160 .091
long Based on Median 1.621 3 160 187
Based on Median and 1.621 3| 140.624 187
with adjusted df
Based on trimmed 1.797 3 160 150
mean




ANOVA
Su hai long
Sum of Mean
Squares df Square F Sig.
Between 1.291 3 430 1.374 253
Groups
Within Groups 50.116 160 313
Total 51.407 163
Descriptives
Su hai lon
95% Confidence | Minimu | Maximu
Std. Interval for Mean m m
Deviati Std. Lower | Upper

N | Mean on Error Bound | Bound
Dudi 10 2513.7700| .85671 17134 3.4164| 4.1236 1.00 5.00
tricu
Tu 10 - 117]4.3483| .43791 04048 | 4.2681| 4.4285 2.75 5.00
20 triéu
Trén 20 2214.3750| .45480| .09696| 4.1734| 4.5766 3.00 5.00
tricu
Total 16414.2637| .56159| .04385| 4.1771| 4.3503 1.00 5.00

Test of Homogeneity of Variances
Levene
Statistic dfl df2 Sig.

Su hai Based on Mean 8.579 2 161 .000
long Based on Median 6.326 2 161 .002

Based on Median and 6.326 21 121.832 .002

with adjusted df

Based on trimmed 8.092 2 161 .000

mean




ANOVA

Su hai long

Sum of Mean

Squares df Square F Sig.
Between 7.203 2 3.602| 13.118 .000
Groups
Within Groups 44.203 161 275
Total 51.407 163




