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Cdc nhan to anh hudng dén su hai long cia khach hang
khi mua sim tai siéu thi trén dia ban thanh pho Ha Noi

Nguyén Quéc Duy*

Bai viét di sdu nghién ciru cdc nhdn té anh hwéng dén sw hai long cia khach hang khi tham
gia mua sdm tai cdc siéu thi trén dia ban thanh pho Ha Néi. Ap dung kj thudt phan tich nhan
16 phat hién da xdc dinh dwoc 6 nhdn 6 tac dong dén sw hai long cia khdach hang vé siéu thi
trén dia ban thanh phé Ha N§i.Két qua phan tich hoi quy cho thdy ¢6 3 nhan t6 ¢é dnh hwéng

manh den sy hai long khach hang, do la twong tdac voi nhdn vién, gia tri kinh té va trung bay
quay hang. Ket qua nghién ciru ngu y rang cdc nha quan ly siéu thj can wu tién chu trong cdi
thién nhitng yéu to con han ché cua 3 nhdn to co anh huong manh néu trén nham ndng cao sy

hai long cua khdach hang.

Tir khéa: Sy hai 10ng cua khach hang vé cira hang, chit luong dich vu ctra hang, khach hang
trung thanh ctra hang, cam nhéan vé cac thudc tinh cira hang.

1. S cén thiét va muc tiéu nghién ctru

Nganh thuong mai Viét Nam 1a mot nganh kinh
té 16n, dong gép khoang 14% GDP va sir dung
khoang 11% luc lugng lao dong. Cac chuyén gia
danh gia rang thi truong ban 1¢é Viét Nam van con rét
nhiéu du dia phat trién do tdc do tang truong kinh té
cao, quy mo dan 6 16n, va muc chi cho tiéu dung
cua nguoi Viét Nam cao (muc d ty tin cua nguoi
tiéu dung Viét Nam dtng vi tri thtt 3 & chau A-
MasterCard Worldwide Index for Consumer
Confidence, 2012). Trong khoang mdt thap ky tro
lai ddy dang c6 su dich chuyén trong xu huéng mua
sim ciia nguoi dan tir mua sam & cac cira hang tap
hoa truyén théng sang mua sim tai cac siéu thi,
trung tam thuong mai hién dai. Canh tranh trong
nganh ban 1 Viét Nam ngdy cang trd nén gay git do
c6 nhiéu hing ban 1¢ 16n nudc ngoai tiép tuc gia
nhap vao thi truong ban 1é Viét Nam. Nhiéu cong ty
thwong mai thudc so hitu ciia Nha nudc dang mat
dan Vi thé canh tranh so véi cac ddi thu moi gia
nhap tir khu vue tu nhan va khu vuc c6 vén dau tu
nudc ngoai. Cac nha quan ly doanh nghiép da nhan
thdy rang viéc duy tri duoc mot khach hang hién tai
s€ hiéu qua hon nhiéu so voi viée thu hat thém mot
khach hang méi thay thé.

Céc nghién ctru dd cho thiy (Juhl at el.2002;
Bridson at el. 2008; Bloemer et al. 1997) khi khach
hang thod man véi cua hang ho s€ thuong xuyén
quay trd lai cira hang mua sim. Thoa man khach
hang dugc coi la mot muc ti€u kinh doanh cua cac
doanh nghiép thuong mai. Nhiéu trung tdm thuong
mai 16n hién dai da tién hanh nhiéu chuong trinh
khuyéch truong, quang céo, khuyén mai hip dan
nhim thu hat va thoa man khach hang tét hon.
Nhiéu tic gia dd nghién ctru vé sy hai long cua
khach hang va cic nhan té tic dong (Bloemer at el.
2002; Dabija, 2011; Ruiz at el. 2010; Helgesen,
2010, Bridson at el. 2008) tuy nhién phan 1én cac
nghién ctru d6 chu yéu tap trung ¢ cac nudc phat
trién. Cac nha ban 1é Viét Nam ciing rat quan tim
dén viéc 1am thé nao dé khac biét hoa so véi cac ddi
tha canh tranh, vi du nhu: cac thudc tinh nao cua
siéu thi co thé lam khac biét hod so véi cac dbi thu
canh tranh, mtc d¢ cdm nhan cia khach hang vé céc
thudc tinh cua siéu thi nhu thé nao, nhitng nhan td
nao c6 thé tic dong dén sy hai long khach hang...
Tuy nhién, cho dén thoi diém hién nay kién thuc vé
sy hai long cta ngudi tiéu dung Viét Nam va cac
nhan t tac dong khi mua sim & siéu thi van con
khiém tén. Vi vay, muyc tiéu ctia nghién ctru nay tap
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trung vao phan tich cic nhan té anh huong dén sy
hai 1ong ciia khich hang khi tham gia mua sim tai
cac siéu thi trén dia ban thanh phé Ha Noi. Két qua
nghién ctru c6 ¥ nghia ddi véi cac nha quan 1y siéu
thi trong viéc dinh vi dung dén va dap tng nhu cau
khach hang mot cach tot hon.

2. Co 56 Iy thuyét vé cac nhan té tic dong dén
sur hai 1ong ciia khach hang khi mua sim & siéu
thi

Ngay nay cac nha ban 1é rit chu trong dén thoa
man khach hang. Su hai long cua khach hang la mot
khai niém trung tdm trong khoa hoc marketing. Sy
hai long khach hang co thé dwoc dinh nghia theo
mot sd cach nhin nhan khac nhau. Mot cach nhin
nhan su hai long theo qua trinh (Oliver &DeSarbo
1988, Tse & Wilton 1988, Yi 1990). Theo cach nhin
nhén nay thi nguoi ti€u dung so sainh mong doi cua
ho véi két qua thyc hién cua ctra hang. Sy so sanh
gitta mong doi cua khach hang véi cdm nhan cua
khach hang s& dan dén trang thai hodc 1a mong doi
dugc dap ung hodc 1a mong doi khong dugce dap
tmg. Néu danh gia vé két qua thyc hién phu hop
hodc cao hon mong doi thi khach hang s€ hai long,
néu danh gia vé két qua thuc hién thap hon so voi
mong doi thi khach hang khong hai long (Oliver,
1980).

Mot cach nhin nhan khac vé su hai long khach
hang theo két qua. Theo cich nhin nhan nay thi hai
long khach hang duogc coi la trang thai thod man lién
quan dén sy gia ting cam giac dé chiu hodc su
khoan khoai. C6 mét vai hinh thirc khac nhau cua
két qua cudi ciing cua hai 1ong khach hang (Oliver,
1989): hai long la sy man nguyén, hai long la sy
thang hoa, hai long 1a sy khong phién mudn lo au,
hai long l1a cam gidc mdi la, hai long 14 sy ngac
nhién bt ngd. Trong pham vi bai viét nay, hai long
la sy danh gia sau khi tiéu dung, 1a muc dd thod man
lién quan dén viéc tiéu dung (Oliver, 1997).

Su hai long khach hang chiu tac dong ctia mot sb
nhan t6. Theo mo hinh chi s6 hai 1ong khach hang
Hoa Ky (ACSI) thi ha1 long khach hang chiu tac
dong cua cac nhan t& nhu gia tri cam nhén, chét
luong cam nhan, va ky vong ctia khach hang. Trong
md hinh chi s hai 1ong khach hang chau Au(ECSI),
(Juhl at el., 2002) thi su hai long khach hang chiu
tac dong cuia mot s6 nhan t6 nhu gia tri cam nhén,
hinh 4nh, mong doi, chét Iwong cam nhan hiru hinh
va chat lugng cam nhan mém (Juhl at el. 2002).
Trong md hinh su hai long cia khach hang siéu thi
(RCSM) su hai long khach hang phu thudc vao cac
yéu td nhu mirc do dé dang tiép can cira hang, san
pham/dich vu dép ung duoc nhu cau, gia ca phai
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chang, trg gitp trong khi ra quyét dmh mua hang, su
thun tién khi dén cira hang mua sam.

Geuens at el. (2003) dd tong hop mot sé yéu to
tac dong tich cuc dén khach hang khi dén mua hang
tai cac ctra hang thuc phém bao gém su vui nhon, su
kién trinh dién, trang tri, qua ting, kham ph4, gip g&
ban bé va mot sd yéu td tac dong tiéu cuc dén khach
hang nhu phai chd xép hang lau, hang hoa thdi
hong, qua chat chdi dong nguoi, thanh toan khong
chinh xé4c, khong c6 chd dd xe, cac ké hang ké qua
sat nhau, hét hang hoa, nhan vién thiéu than thién,
nhan vién it quan tm dén khach hang.

Bridson & Hickman (2008) di phat hién ra rang
cac loai hinh khac nhau cua cac thudc tinh cua
chuong trinh khach hang than thién c6 anh hudng
dén sy hai 1ong khach hang. Nghién ctru phat hién
ra rang cac thudc tinh cing (khuyén mai, giam gia,
qua tang) va cac thugc tinh mém (dich vu tdt hon
cho cac thanh vién tham gia) 14 nhiing nhén t6 anh
hudng quan trong dén su hai long cta khach hang
cung v6i hang hoa bay ban (ching loai san pham,
chat luong, gid ca), quy cach kinh doanh (vi tri,
trung bay, va khong gian ctra hang), dich vu khach
hang va truyén thong khach hang cta cira hang.

Kaul (2005) két luan rang nhitng khach hang hai
1ong v6i chat lugng dich vu cua cira hang s& trung
thanh v6i cira hang hon. Chéit lugng dich vu ngay
cang duoc coi nhu 1a mot cong cu dé gia ting gia tri
cho khach hang, 1a bién phap dé dinh vi trong méi
truong canh tranh dé thoa man khach hang va duy
tri khach hang.

Nilawan (2008) da tién hanh mot nghién ctru didu
tra sy hai 1ong cua khach hang vé trung tam thuong
mai ¢ Sukhumvit, An Do va kham pha muc do hai
1ong cua khach hang vé cac dich vu cua trung tim
thwong mai ¢ Sukhumvit. Két qua nghién ctru cho
thy rang cac ctra hang thyc pham va d6 udng, véi
chat lwong san pham phu hop, cing voi trang tri
hién dai va vi tri ctia trung tdm thuong mai, khuyén
mai, su 4n can va dich vu kip thoi cia nhan vién ban
hang 1a nhiing nhan t6 chinh tic dong dén viéc
khach hang dén véi trung tdm thwong mai.

Ruiz at el., (2010) da nghién ctru cac thudc tinh
clia ctra hang c6 tac dong nhu thé nao dén sy hai
long chung cta khach hang. Qua tong két co so 1y
thuyét, Ruiz at el., (2010) da liét ké ra 10 thudc tinh
cua ctra hang dugc cho la c6 y nghia quan trong
trong viéc thoa min nhu cau khach hang. Ap dung
ky thuat phan tich nhan t6 phat hién, Ruiz at el.,
(2010) da xac dinh duoc ba nhan té 1a nén tang cua
10 thudc tinh cua cira hang: Nhan t6 thir nhat 1a
Dich vu khéach hang va sy thuén tién, nhan td thir hai
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1a Hinh anh vé chit lugng, va nhén t6 thir ba 1a Gia
trj kinh té. Ap dung m6 hinh hdi quy da nhan t6 su
hai long chung ciia khach hang vao ba nhan t6 tac
dong néu trén, két qua hoi quy cho thay nhan t6
Dich vu khéach hang va sy thuén tién, nhan td thir hai
1a hinh anh vé chat lugng c6 tac dong dang ké dén
viéc nang cao su hai long khach hang.

Két qua cua mot sd nghién ctru (Geuens at el.
2003, Bridson & Hickman. 2008, Nilawan. 2008),
Ruiz at €l.2010,U. Dineshkumar, P.Vikkraman,
2012, Helgesen at el. 2010) cho chung ta thy rang
khach hang hai long vé cac thudc tinh cua cac siéu
thi va ctra hang khong glong nhau gitra cac qudc gia
khac nhau, gilra cac dbi tugng khach hang khac
nhau Trong mt s6 truong hop thi yéu to gla tri kinh
té 6 y nghia quan trong, nhung trong mot so truong
hop khac thi hinh anh chét lugng va sy thuan tién lai
tro nén quan trong. Két qua cac nghién ciru ciing
cho thay sy hai 10ng ctia khach hang ciing ludn thay
d6i theo thoi gian va theo chu ky song cua vong doi
con nguodi. Nhu vay, bai viét nay giéi han viéc
nghién ciru vé cac nhan t6 anh huong dén su hai
long cua khach hang khi mua sim tai siéu thi trén
dia ban thanh phd Ha Noi & thoi diém hién tai. Do
tac gia khong c6 két qua cua cac nghién ctru twong
tu da tién hanh & Viét Nam tai cdc thoi diém khac
nhau va & cac dia ban khac nhau cho nén két qua cta
nghién ctru nay chi duoc so sanh ddi chiéu véi két
qua ctia mot s6 nghién ciru ma tac gia da tong hop
dugc.

3. Phwong phap nghién ctru

S6 liéu dugc thu thap tir thang 3/2013 dén théng
4/2013. Khach hang sau khi két thuc mua hang tai
siéu thi duoc Iya chon phong van dé tra 161 phiéu
khao sat theo phuong phap thuan tién. Nghién ctu
da phat ra 240 phiéu khao sat dugc chia déu cho 6
hé¢ théng siéu thi BigC, Fivimart, Hapromart,
Intimex, Coopmart va Metro trén dia ban thanh ph6
Ha Noi va thu vé dugc 210 phiéu tra 10i trong d6 c6
200 phiéu tra 16i c6 dién day du thong tin dap tmg
duoc yéu cAu vé chit lugng va duogc st dung cho
viéc phén tich. Mot s6 dic diém cua mau nghién ctru
duoc trinh bay trong bang 1.

Nghién ctru nay da xac dinh 20 thudce tinh cua ctra
hang dua trén mo hinh sy hai long cua khach hang
siéu thi cua Ruiz at el., (2010), va md hinh chat
lugng dich vu siéu thi cua Dabholkar et al., (1996)
va duoc diéu chinh cho phu hop véi dic diém kinh
doanh cu thé cua nganh siéu thi Viét Nam. Bién phu
thudc 1a Sy hai long cua khach hang do luong muc
d6 hai 1ong chung ctia khach hang vé siéu thi. Véi
mdi thudc tinh cia cua hang dua ra danh gia, mot
phat biéu duoc dua ra dudi dang mot tuyén bd mo
ta khang dinh va khach hang dugc yéu cau cho y
kién danh gia c4 nhan vé tuyén bd do theo thang do
Likert 5 diém. Diém danh gia 1 c6 nghia ring ngudi
tra 10i hoan toan khong dong v va diém danh gia 5
c6 nghia rang nguoi tra 10i hoan toan dong y véi
phat biéu néu ra.

Bang 1: M6 ta miu nghién ciru (kich thuéc miu 200)

Siéu thi Ty 18 % ciia miu
Big C 20.0
Coopmart 15.0
Hapromart 20.0
Intimex 15.0
Metro 15.0
Fivimart 15.0

Giéi tinh

Nam 22.5

N 77.5

Tubi
dudi 25 tudi 64.0
tr 26 — 35 tudi 21.5
tr 36 — 50 tudi 9.5
trén 50 tudi 5.0
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Thudce do Kaiser-Meyer-Olkin dugc st dung dé
do murc do phu hgp cuia miu nghién ctru, va thudce
do naynhan gia tri 0,831 cao hon rat nhiéu so véi
mirc ¢ thé chap nhan duoc 1a 0,5. Thong ké kiém
dinh Bartlett’s Test vé ma tran tuong quan nhan gia
tri rit 16n, voi mic ¥ nghia 1a 0,000; nhu vay bac bo
gia thuyét ma tran tuong quan 1a ma tran don vi ma
ngu ¥ rang mo hinh phan tich nhén t6 1a khong phu
hop.
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Nghién ctru da ap dung k¥ thuat Phan tich nhan
t6 kham pha (EFA) dé phat hién ra nhiing nhan t5 c6
thé coanh huong dén sy hai long khach hang khi
mua sam ¢ siéu thi. Két qua phan tich nhan t6 kham
pha d3 xac dinh c66 nhan té dugc trinh bay trong
bang 2: Cac thudc tinh cua ctra hang va cac nhén t6.
Nhan t6 1: Trung bay quiy hang, Nhén t6 2: Tuong
tac v6i nhan vién ban hang, Nhan té 3: Gia tri kinh
té, Nhan t6 4: Sy thuan tién trong qua trinh mua

Bang 2: Cac thudc tinh cia cira hang va cac nhan to

Nhén to Hé 50 Cac thudc tinh cia cira hang Hé so tai
Cronbach’s nhin to
Alpha
Nhéan to 1: Trung bay .678 Bo6 tri cac quay hang rat thuan tién cho 724
quiy hang viéc di chuyén
Bo tri hang hod trén cac k¢ hang rat thuan .701
tién cho viéc can nhéc lya chon va mua
sam
Céac thong tin chi dan trong cta hang rd .526
rang, d& nhan biét
Noi that, am thanh dnh sang rat phu hop 475
Nhéan vién an mic lich sy, dep, hap dan 419
Nhéan t6 2: Tuong tac .664 Nhéan vién luon tan tinh giip d& khach .866
véi nhan vién ban hang
hang Nhén vién luon lich thiép, cdi mo va than 157
thién
Nhéan vién tao dugc su tin cdy cho khach .621
hang
Nhan to 3: Gid tri .642 Siéu thi thuong xuyén c6 cac chuong .807
kinh té trinh khuyén mai dic biét
San pham khuyén mai, qua ting rat hitu .617
ich
Gia ca niém yét tuong ximg v4i chat 483
luong hang hoa
Nhén to 4: Tién ich 714 Chung loai hang hod rat da dang cho phép .756
cua siéu thi ¢6 nhiéu lya chon
Chd gl xe c6 dién tich 16n, an ninh, .665
thuan tién cho viéc ra vao
Céc hé thong phong chay chira chay, cau 462
thang r6i ra thuén tién khi co su ¢b
Khu vuc nha v¢ sinh rong, sach sé .383
Nhén to 5: Cam nhan 523 Thanh todn nhanh chong, thuan tién, .628
vé chat luong hang chinh xéc
hod - phuc vu San pham luén c6 ngudn goc xuat xu rd .620
rang
Trong qué trinh st dung, cdm nhén vé A17
chat luong san pham ludn ding véi mong
doi
Nhan to6 6: Vi tri si€u 474 bia diém cua siéu thi gan can thuén tién .806
thi cho viéc di lai
Khong gian siu thi rong rai thoang mat .524
sach dep
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sam, Nhan t6 5: Cam nhan vé chat lugng hang hoa-
phuc vy, Nhan td 6: Vi tri siéu thi.

Mtrc do nhét quan ndi bd dugc danh gia thong
qua viéc su dung hé s6 Cronbach’s Alpha.Mutc do
nhit quan chung cho ca 20 yéu t6 (Cronbach’s
Alpha = .870) va nhan t6 4 (Cronbach’s Alpha =
.714) 1a twong ddi cao. Mirc do nhit quan ciia nhan
t6 1 (Cronbach’s Alpha = .678), nhan t6 2 (Cron-
bach’s Alpha = .664), nhan t6 3 (Cronbach’s Alpha
= .642) & muc do trung binh. Mirc d6 nhit quan cia
nhan t6 5(Cronbach’s Alpha = .523) va nhéan t&
6(Cronbach’s Alpha = .474) twong dbi thap. Nhin
chung, gia tri cua hé s6 Cronbach’s Alpha cho biét
murc chép nhan duoc vé mic do tin cdy cua cac
nhan tova thong thudng nhan gia tri tir .70 tré nén.
Tuy nhién trong khoa hoc xa hgi, vi€c giai thich y
nghia cta hé s Cronbach’s Alpha thudng phirc tap
hon rat nhiéu va tuy theo bdi canh nghién ciru cu thé
ma ¢ nhiéu tac gia tham chi chap nhan gia tri Cron-
bach’s Alpha thip hon mirc 0.70 rat nhiéu (Ruiz at
el, 2010). Trong nghién ctru nay, nhan t6 5 va nhan
td 6 van duoc gitlr lai va dugc dua vao mo hinh phan
tich hoéi quy.

Mo hinh hdi quy tuyén tinh dugc ap dung dé xem
xét anh hudng cua cac thudc tinh (nhan t6) cua siéu
thi dén su hai long khach hang. Bién phu thudc
trong mo hinh 1a sy hai long chung cua khach hang
dén mua sam tai siéu thi. C6 6 bién giai thich trong
mo hinh 14 6 nhan t6 da phat hién ra & trén. S6 do
cla cac bién giai thlch (nhén td) duoc lay la trung
binh 6 hoc cuia cac s do cia cac yéu tb twong ng
ctia nhan t6 do. V1 du, nhan t& 1 Trung bay quay
hang ¢6 5 yéu td cau thanh va gia tri ctia nhan t6 1

cho mdt khach hang (quan sat) nao do dugc xac
dinh nhu sau. Gia tri cia Nhan t6 1 = (B6 tri cac
quiy hang rat thuan tién cho viéc di chuyén + B4 tri
cac ké hang rt thuan tién cho viéc mua sim + Céc
thong tin chi dan trong ctra hang rd rang + Noi that,
am thanh 4nh sang rat phii hop + Nhan vién n mic
lich su, dep, hip din)/5. Cac bién giai thich trong
mo hinh phan tich hdi quy va sé do mé ta twong tmg
duoc trinh bay trong bang 3.

Bang 4 trinh bay tom tat mot s6 thudc do su phu
hop ctia mé hinh hdi quy véi s6 liéu khao sat. Hé sb
xéac dinh R2=0.271 cho biét rang mo hinh giai thich
dugc 27% sy bién thién ctia sy hai long khach hang
thong qua mdi quan hé phu thudc tuyén tinh voi 6
nhan t6 giai thich. Thong ké F nhan gia tri 11.955 va
rit c6 ¥ nghia v& mit théng ké (mic y nghia 1a
0.000) va mo hinh hoi quy phit hop véi s liu quan
sat va dugc st dung trong viéc phan tich anh hudng
clia cac nhan t6 tac dong dén su hai 1ong khach hang
vé cira hang.

4. Phan tich va binh luin két qua hdi quy

Bang 5 trinh bay két qua wdc lugng cac tham s
ctia mohinh hoi quy sy hai long khach hang vao cac
nhan t6 tac dong. Tt ca cac hé sb hdi quy wdc luong
déu mang diu duong (dung nhu mong doi).Piéu
nay cho thdy rang khi cac siéu thi cai thién chat
luong phuc vu (cai thién cam nhan cua khach hang
vé céc thudc tinh cua cira hang) s& dan dén két qua
1a khach hang hai long hon. Tuy nhién két qua wéc
luong cho thay chi ¢6 ba nhan tb c6 anh huong dang
ké dén sy hai long khach hang (theo nghia 13 hé s6
hoi quy khac khong va c6 y nghia vé mat thong ké),
d6 12 nhan té 2: twong tac v6i nhan vién, nhan to 3:

Bang 3: S6 do md ta ciia cac bién trong mé hinh hdi quy

Bién N Tri s6 nho Tri s6 Trung Do léch
nhit 16n nhit binh chuan
Bién phu thudc: Sy hai long khach 200 2.00 5.00 3.5750 .64534
hang
Cdc bién gidi thich
NT1 200 1.60 4.80 3.5220 .58276
NT2 200 1.33 5.00 3.3433 .61881
NT3 200 1.67 5.00 3.3917 62735
NT4 200 1.50 5.00 3.5050 72334
NT5 200 2.00 5.00 3.4300 .60483
NT6 200 1.50 5.00 3.6125 81512
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Bang 4: Tém tat két quamé hinh hdi quy wéc lwong

R H¢ s6 xdc dinh Sai s0 chuin Théng ké F Mikc y nghia
R wéc hwgng
0.521 0.271 0.5596 11.955 .000

gia tri kinh té va nhan té 1: trung bay quay hang.
Céc nhan t6 con lai gém nhén t6 4: Tién ich cua siéu
thi, nhan t6 5: Cam nhan vé chat luong hang hoa -
phuc vy, nhan td 6: Vi tri siéu thi hau nhu khong co
tic dong déang ké dén viéc cai thién sy hai long
khach hang (h¢ s hdi quy nhan gia tri nho va co
muc y nghia 16n hon 10%).

Két qua phan tich hdi quy cho chung ta thdy
khach hang siéu thi Viét Nam danh gia yéu t6 twong
tac véi nhan vién phuc vu c6 v nghia quan trong
nhat (hé s6 hoi quy chuan hoa 0.23 Va 16n nhat), tlep
dén 1a nhan t6 gi tri kinh té (he s6 hoi quy chuan
hoa 1a 0.175) va trung bay quay hang (hé s6 hoi quy
chudn hoa 1a 0.173). Két qua h01 quy cho thdy rang
khi cam nhén cua khach hang vé y thirc va thai do
ctia nhan vién phuc vy, gia tri kinh té, va trung bay
quay hang tang 1én 1 diém thi mic do hai 1ong cua
khach hang tang 1én twong tng la 0.239; 0.175 va
0.173 diém. Két qua hdi quy ciing pht hop véi thuc
té kinh doanh ctia nganh siéu thi hién nay la cac siéu
thi rat chii trong dén gido duc doi ngii nhan vién vé
tinh than y thirc thai o phuc vu khac hang, trung
bay quay hang va khuyén mai. Vi du siéu thi BigC
c6 thong diép guri dén khach hang 1a Gia ré cho moi
nha va da thu hut dugc khac hang dén voi siéu thi

rat dong va thudng xuyén quay trd lai mua sam.

Phat hién nay ciing twong dong véi két qua
nghién ctru ctia mot s6 nghién ctiru khac. Vi dy, Ruiz
at el.,(2010) ciing phat hién ra rang dich vu khach
hang va sy thuan tién nhu tan tinh cia nhan vién
phuc vu c6 tac dong rat manh dén su hai long cua
khach hang vé céc siéu thi & Tay Ban Nha. Bridson
at el. (2008) cho thay rang cic yéu td clng cia
chuong trinh khach hang than thién (khuyén mai,
giam gia, qua ting) 1 nhitng yéu t6 quan trong tac
dong dén sy hai long khach hang. Cornelius at el.,
(2010) va Bloemer &Odekerken (2002) ciing cho
thdy bang chimg thyc nghiém rang trung bay bén
trong siéu thi c6 anh huong manh dén hinh anh siéu
thi va sy hai long khach hang.

Nghién ctru nay di phat hién ra mot sé diém khac
biét so voi mot sé nghién ciru khac, vi du nhu khong
cho chung ta thay duoc anh hudng cua nhan t6 4:
Tién ich cua siéu thi, nhan t6 5: Cam nhan vé chat
lugng hang hoa - phuc vy, va nhan t6 6: Vi tri siéu
thi dén sy hai 1ong ctia khach hang siéu thi. Cac
nghién ciu cia cac tac gia khac tién hanh & cac
nude phat trién lai cho chiing ta thay vi tri siéu thi,
khong gian si€u thi, va cac thudc tinh bd tro khéc
cua siéu thi c6 tdc dong manh dén su hai long khach

Bing 5: Két qua wéc hrgng cac tham sé hdi quy - Bién phu thudc S hai 1ong khach hang

M0 hinh Hg¢ s6 hoi quy thong thuong He¢ s6 hoi Thong ké t Mitic y
quy chuan nghia
hoa
b Sai s0 chuan beta
Giao diém truc tung 1.003 319 3.144 .002
Nhan t6 1: Trung bay quay 192 084 173 2273 024
hang
Nhan to 2: Tuong tac véi 239 .075 230 3.201 .002
nhan Vi’él’l ban hang )
Nhén t6 3: Gia tri kinh té .180 .077 175 2.337 .020
Nhan t6 4: Tién ich cua siéu .047 .076 .052 .615 .539
thi
Nhan t6 5: Cam nhan vé chit 082 .080 077 1.025 307
luong hang hod - phuc vu
Nhéan t0 6: Vi tri siéu thi 011 .055 .014 .206 .837
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hang.Vi du, Ruiz at el. (2010) cho thiy vi tri gan can
cua siéu thi, khong gian ctra hang, chung loai san
phim c6 anh huéng manh dén sy hai long khach
hang siéu thi. Ruiz at el. (2010) ciing cho thdy nhan
t6 gid tri kinh té khong c6 tac dong dén sy hai long
ctia khach hang vé cac siéu thi & TAy Ban Nha trong
khi do két qua ctia nghién ctru nay lai cho chiing ta
thay rang ngu:ol tiéu dung Ha Noi lai danh g1a cao
yéu t6 khuyen mai cia cac siéu th1 (hé s6 hoi quy
ctia nhan t6 nay rat co y nghia vé mit thong ké).
Geuens at el. (2003) cho théy vi tri ctra hang thuan
tién cho viéc di lai, chung loai hang hoa phong phu
va khong gian cira hang c6 anh hudng tich cuc dén
su hai long khach hang. Thuc té 1a ¢6 nhidu nhom
d6i trong danh nhiéu thoi gian & trong cira hang cho
nén khong gian cia cira hang rt c6 anh huong dén
viéc lya chon ctra hang cua ho.

C6 thé dua ra mot su giai thich so bo 1y do tai sao
cac nhéan t6 4: Tién ich cua siéu thi va nhan t6 5:
Cam nhan vé chit luong hang hoa - phuc vu chua co
tac dong dang ké dén sy hai long cua nguoi tiéu
dung dya trén céac thong tin thu thap tir phong van
sau. Két qua phong van sdu mot sO ca nhan nguoi
tiéu dung Ha Noi cho thdy rang hau hét trong tim tri
ho chua c6 hinh anh rd nét vé siéu thi trén nhimg
khia canh quan trong vi du nhu, cac siéu thi chua co
dic diém g1 ndi tréi hon han so véi cac cho kinh
doanh truyén théng 16n nhu chg Pong Xuén, cho
Ho6m, cho Mo, cho Hang Da va nhiéu cho khac trén
dia ban thanh ph vé cac khia canh da dang ching
loai hang hod4, ngudn gbc hang hoa rd rang, van dé
gilt vimg chir tin cta siéu thi dbi véi nguoi tiu
dung. Trong bdi canh vin d& vé sinh an toan thuc
pham dang noi 1én va tro thanh van dé rt quan tim
ctia xa hdi nhu hién nay thi nguoi tiéu dung mong
doi céac siéu thi phai co cam két vé chat luong hang
hoa kinh doanh, trach nhi€ém véi khach hang manh
mé& hon nira nhung thuc té da cho thiy rang van dé
chat lugng vé sinh an toan thuc phim cua cac siéu
thi van con nhiéu van dé. Trong thoi gian qua trén
cac phuong tién thong tin dai ching thuong xuyén

Tai liéu tham khao:

dua tin vé van d& mat vé sinh an toan thuc phdm cua
cac siéu thi nhu thuc phém ché bién an sdn chua
dam bao vé sinh géy dau bung di ngoai cho nguori
tiéu dung, thuc pham qua han su dung, thuc pharn
tu01 song va nhiéu loai rau ct qua khong rd ngudn
gbc xuat xtr lién tuc duoc ding tai trén cac phuong
tién thong tin dai chung. Nhung hién tuong nhu vay
da phan nao lam x6i mon niém tin va mong doi cua
nguoi tiéu dung Ha Noi ddi véi céc siéu thi.

Bén canh d6, thu d6 Ha Noi chua c6 nhiéu trung
tam mua sam 16n theo dung nghia cua né tirc 13 noi
ma nguoi tidu ding ngoai nhu cau mua sim con co
cac nhu cau vui choi, giai tri, thu gidn, gip g ban
bé, tham quan ngam nhin khéc nita. Céc siéu thi trén
dia ban Ha Noi phan 16n déu & trong tinh trang
chung la khong gian chat chdi, dong dic, chen chic
cho nén muc tiéu chinh cta ngudi tiéu dung khi dén
siéu thi 1a khan truong mua dugc hang hod ma ho cé
nhu cau rdi nhanh chéng ra vé cho nén nhan té nhu
Tién ich cua siéu thi chua tac dong dang ké dén su
hai long khéach hang.

5. Két luan

Két qua nghién ctru di cho cac nha ban 1¢ biét
duogc rang nhing yéu t6 nao ma ngudi tiéu dung Ha
Noi hién nay cho la quan trong khi ho di mua sdm &
siéu thi. Dé khac biét hoa cira hang va nang cao su
hai long khach hang, cac nha quan 1y siéu thi can
dac biét chu trong dén viéc nang cao thai do vay
thtrc cua doi ngii nhan vién phuc vu. Bén canh do,
cong tac dinh gia ban hang hoa va thiét ké noi dung
céc chuong trinh khuyén mai ciing can duoc cac nha
ban 1¢é quan tam. Trang tri cra hang ciing c6 y nghia
rat quan trong trong viéc thu hut va thoa méan khach
hang. Cac nha quan tri c6 thé dua trén két qua
nghién ctru nay dé tién hanh cic cudc khao sat
khéch hang chuyén sau hodc cac hoat dong danh gia
n6i bo chuyén dé dé phat hién cu thé nhiing diém gi
ctia siéu thi con chwa phu hop so véi tiéu chuin
hoic mong doi cta khach hang dé dwa ra nhirng cai
tién nham thoa man khach hang tot hon nita.(J
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Determinants of customer satisfaction at supermarkets in Hanoi
Abstract:

This paper focuses on examining the determinants of customer satisfaction at supermarkets located in
Hanoi. Application of exploratory factor analysis finds that there are 6 factors affecting customer sati-
sfaction. Results of regression analysis indicates 3 factors which significantly impact customer satisfaction.
The factors are: interaction with store personnel, economic value and store decoration and layout. The
implication for supermarket managers is that they need to take measures to improve the above to increa-
se their customer satisfaction.

Thong tin tac gia:

* Nguyén Quoc Duy, tién si

- Noi cong tac: Vién Quan tri kinh doanh, dai hoc Kinh e quéc dan

- Linh viee nghién civu chuyén sau: Hanh vi nguoi tiéu ding, quan tri tri thire, doi méi sang tao.

- M§t s6 tap chi tiéu biéu ma tac gia da dang tdi cong trinh nghién civu: Tap chi Kinh té va phdt trién,
tap chi Quan ly kinh te.
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