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Tém tit:

Nghién citu nay nham muc dich so sanh va danh gid chdt heong dich vu siéu thi théng qua viéc
sir dung phwrong phdp phan tich thir bac AHP ¢6 diéu chinh. Nghién civu ldy mau bao gom 310
khdch hang mua sdm tai 3 siéu thi BigC, CoopMartva FiviMart nham tim hiéu xem trong nhdn
thure khach hang, dich vu siéu thi dwoc cau thanh va cé tam quan trong tuong doi véi nhau nhu
thé nao. Cdc tac gia ciing dong thoi dwa ra cach thire dé so sanh chat lwong dich vu gitka cdc
siéu thi nhir mét cong cu chudn doi sanh hiéu qud. Qua do, cdc nha quan 1y siéu thi c6 thé tdp
trung vao nhiing yéu t6 quan trong dé théa man khdch hang tot hon ciing nhw canh tranh hiéu
qua voi cac siéu thi khac trén thi truong ban le tai Viét Nam.

Tir khéa: AHP, chat luong dich vy, phan tich thtr bac, siéu thi.

Evaluating and comparing service quality of supermarkets in Hanoi using the analytical
hierarchical process

Abstract

This paper aims at evaluating and comparing service quality in the supermarket sector by
using the modified analytical hierarchical process method. The authors collected data from a
sample of 310 customers who are shoppers at three supermarkets in Hanoi, including BigC,
CoopMart and FiviMart, in order to investigate how service quality in the supermarket sector
is perceived by customers and how components of service quality are relatively important to
each other. The authors also suggested a way to make comparison between different super-
markets as an effective benchmarking tool. Through it, managers are able to focus their man-
agement and resources on important components to better satisfy their customers and to adopt
a competitive strategy against their rivals in the retail sector in Vietnam.
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1. Gi6i thi¢u

C6 thé thiy trong nén kinh té toan cau hoa, hién
nay thi truong ban 1¢ cia Viét Nam dang phat trién
manh mé& va dugc danh gia day stc hut nho quy mé
thi trudng ciing nhu s6 lugng ngudi tiéu dung.

Theo bao c4o méi nhit vé “Muc do soi dong cua
cac thi truong ban 1é khu vuc chau A- Théi Binh
Duong 2014” do CBRE céng bd, Viét Nam dimg

thir hai trong s6 10 thi truong ban 1¢ hip dan nhat
chau A. Tuy vay, xét véi quy mé toan cau, hé thong
ban 1é Viét Nam van con nhiéu han ché. Theo Bao
céo xép hang thuong nién top 30 qubc gia c6 mirc
tang truong nganh ban 1& cao nhat thé gidi cua to
chuc A.T Kearney (My), ndm 2008 Viét Nam tung
chiém vi tri dan dAu, vuot 1én trén ca cac nén kinh
té 16n nhu New Zealand, Trung Quéc, Thai Lan,
Brazil... Dén nam 2013, Viét Nam da bi danh bat ra
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khoi top 30 GRDI. Tuy nhién, nhiéu chuyén gia van
nhan dinh trong tuong lai, thi truong ban 1€ Viét
Nam vén con nhiéu tiém ning va phat trién da dang
v&i nhiéu hinh thae khac nhau, trong do siéu thi da
va s& tré thanh hinh thic quen thudc nhét dbi véi
ngudi dan cac thanh phd 1on.

Theo s liéu Bo Cong thuong, dén cudi nam
2013, ca nudce da co khoang 810 siéu thi, 132 trung
tam thuong mai va trén 1.000 ctra hang tién ich.
Riéng dia ban thanh phd Ha Noi chi c6 135 hé théng
siéu thi kinh doanh da di vao hoat dong, tuy nhién
chi c6 khoang 30% siéu thi dat ti€u chuén. Vay
ching ta can phai nhin nhan lai nhiing thir thach
dang dat ra cho cac nha ban I¢ la rat 16n. Dic biét
sau khi Viét Nam gia nhap WTO, h¢ thong cac siéu
thi Viét Nam bat dau chiu 4p luc cua nhiing siéu thi
hang dau thé giéi di va dang tham nhap vao thi
truong nhu: WalMart, Tesco, Metro (Ptrc), Parkson
(Malaysia)...

Hon bao gid hét, viéc cai thién chat lugng dich vu
cua cac hé théng siéu thi Viét Nam la v6 cung can
thiét. Nghién ctru nay s& giup cho cic nha quan tri
siéu thi c6 mot cai nhin toan dién hon vé chat luong
dich vu siéu thi, ciing nhu hiéu rd hon vé& nhu cau
mua sim ctia khach hang, tir d6 dé ra cac bién phap
nang cao chat luong phuc vu, dap ung tt cac nhu
cau khach hang tai céc siéu thi trén dia ban Ha Noi.
Hién tai, chat luong dich vu siéu thi tai cac hé thong
siéu thi trong nudc néi chung va cac siéu thi 16n trén
dia ban Ha No¢i nhu BigC, FiviMart, Co.opMart...
duogc khach hang dénh gia nhu thé nao? Nha quan 1y
phai 1am gi dé co thé nang cao sirc canh tranh cua
chinh minh truée cac dbi thu?

Bai nghién ctru nham 1am 16 ndi dung cac cau hoi
sau:

Cau hoi 1: Nhitng thudc tinh nao cau thanh chét
luong dich vy siéu thi?

Cau hoi 2: Vai trd quan trong cua timg nhan to
trong chét lugng dich vy siéu thi?

Cau hoi 3: Siéu thi nao dugc khach hang danh gia
c6 chit lugng dich vu tot nhat?

Cau hoi 4: Lam thé nao dé so sanh két qua danh
gia gitra cac siéu thi?

2. Tong quan nghién ctru

2.1. Chit lwong dich vu

Hién nay, c6 rat nhiéu tranh luan vé khai niém
chét lugng dich vy. Trong thoi gian dai, cac nha
nghién ctru di c¢6 ging dinh nghia, do luong chat

luong dich vu. Parasuraman & cong sy (1988) Ia
nhitng ngudi ¢ nhiéu dong gop 16n vé khia canh
nghién ciru nay. Parasuraman da dinh nghia “chat
luong dich vu la mic d¢ khac nhau gitta sy mong
doi ctia nguoi tiéu dung vé dich vu va nhan thtc cua
ho vé dich vu”.

Theo Tiéu chuan ISO 9000, chat lugng duoc xem
nhu “cip d6 cac nhan t6 co hitu san c6 dap Gmg
dugc yéu cau khach hang” (Kunas, 2012). Ngoai ra,
chét luwong dich vu co thé duoc dinh nghia nhu “sy
khac nhau gitra mong doi va gia tri thyc sy ma dich
vu mang lai hodc dap tng”.

Nghién ctu vé dich vu déu nhan dinh rﬁng chét
luong dich vu 1a mdt khai niém da khia canh. Mo
hinh duoc str dung phd bién nhét trong viéc danh gia
chét luong dich vu trong cac nghién ciru vé dich vu
trugc ddy 1a moé hinh SERVQUAL, dé xuét boi
Parasuraman va cong sy (1988). Céc tac gia da dé
xuét 22 bién mé ta 5 tiéu chi cua chét luong dich vu
bao gém d6 tin cay, sy dam bao, phuong tién hitu
hinh, sy cam thong va sy phan hoi.

- Sy tin cay (Reliability): Kha nang thuc hién
dich vu da htra hen mot cach chinh xac va dang tin
tudng.

- Su phan hdi (Responsiveness): Sin sang gitp
d5 khach hang va cung cip dich vu nhanh chong
nhét.

- Su dam bao (Assurance): Sy hiéu biét va tinh
nha nhdn cua nhan vién, kha nang tao niém tin déi
v6i khach hang.

- Phuong tién hiru hinh (Tangibles): Nhan vién,
co s6 vat chat, trang thiét bi, cac tai liéu lién quan.

- Su cam thong (Empathy): Thai d6 phuc vu nhan
vién chu dao, nhiét tinh, tao cam giac yén tam.

Theo mé hinh SERVQUAL, b thang do gdm 2
phan: phan 1 xac dinh ky vong ctia khach hang ddi
voi loai dich vu cua doanh nghiép, phén 2 nham xac
dinh cam nhén cua khach hang dbi voi viée thuc
hién dich vu cta doanh nghi¢p khao sat. Két qua
nghién ctru thyc nghiém boi nhidu tac gia da chi ra
cong thuc vé chat luong dich vu nhu sau:

Chiit lwgng dich vu = Mirc dd cam nhin — Mirc
do ky vong

Shashin (2006) di khing dinh thang do
SERVQUAL la thang do hoan chinh vé chat lugng
dich vu, dat gia tri va dé tin cay va co thé ung dung
cho moi loai hinh dich vu khac nhau. Ladhari
(2009) d3 tong quan tit ca cac nghién ctru ap dung

86 217(I) thing 7/2015 68

Kinh téPhat trién




mo hinh SERVQUAL va cho thy ring thang do nay
dugc ap dung vao rat nhidu linh vuc dich vu nhu
ngan hang, tai chinh, dich vu cham soc stc khde,
thirc an nhanh, vién thong, chudi ban 1é... trén sb
lwong 16n cac nude trén thé gigi nhu My, Uc, Trung
Quédc, Hongkong, Han Qudc, Nam Phi, Ha Lan va
Anh.

2.2. Cic mé hinh va thang do Chit lwong dich
vu siéu thi

Dabholkar va cac cong su (1996) dua vao nghién
ctru dinh tinh, 1y thuyét dich vu va thang do
SERVQUAL ciing di dua ra nam thanh phan co ban
ctia chat lwong dich vu siéu thi: (1) phuong tién hiru
hinh, (2) d6 tin cdy, (3) qua trinh giao tiép, (4) giai
quyét vin d& va (5) chinh sach cta cira hang. Thang
do chét luong dich vu siéu thi cia Dabholkar va cac
cong su (1996) duoc xem la thang do co thé sir dung
thich hop trong thi truong ban 1¢ siéu thi vi hinh
thie kinh doanh siéu thi 1a dang kinh doanh hdn hop
vira san phérn va dich vu. Miac du vay, vi thang do
ctia Dabholkar va cac cong su (1996) phét trién va
kiém dinh tai My, moi trudng vin héa va diéu kién
phat trién ctia hé thdng siéu thi khac vé6i tinh hinh &
Viét Nam nén khé van dung.

Ngoai ra, Cronin va Taylor (1992) da dua ra mo
hinh SERVPEREF véi 22 thang do twong tu mo hinh
SERVQUAL. Theo md hinh SERVPEREF, chét
lwong dich vu duoc do truc tiép bang cam nhéan cua
khach hang vé dich vu ma khong phai khoang cach
gitta dich vu cam nhan va dich vu mong doi. Su
khac nhau co ban c6 thé d& dang thiy duoc khi so
sanh hai mo hinh nay 1a phan ky vong bi bo qua &
mod hinh SERVPERF. Cronin va Taylor (1992) cho
rang it c6 bang chung thuc nghiém va Iy thuyét
chirng minh khoang cach gitra dich vu cam nhan va
mong doi ma moé hinh SERVQUAL dua ra. Thay
vao do, cac tiac gia ching minh tinh vuot trdi va
ding din cia moé hinh SERVPERF hon
SERVQUAL trong khi giam dugc mot nira s6 lugng
bién. Hon nita, md hinh SERVQUAL dua trén do
ludong khoang cach co thé dan téi nghich 1y trong
dich vu (service paradox), vi chi don gian giam
mong doi khach hang thi s€ tang chét luong dich vu
do khoang cach gitra dich vy cam nhan va mong doi
tang lén (Brandon-Jones va Silvestro 2010).

Khong dung lai ¢ d6, Min (2006) va Banning va
Weber (1994) da tién hanh nghién ctru va khing
dinh rang thanh phan quyét dinh quan trong nhat doi
v6i chat lwong dich vu siéu thi bao gdm 12 bién; tir

d6 xay dung thanh bg thang do Min (2006, 2010)
gdm 12 bién nhu sau:

Chdt lwong hang héa (Quality of products)

Do sach sé cua siéu thi (Cleanliness of a
supermarket)

Mike d¢ canh tranh, bién dong vé gia
(Competitive Pice)

Do da dang cua hang hoa (Product Variety)

Kiém hang nhanh chéng (Fast Checkout)

Vi tri siéu thi thudn tién (Proximity to residence)

Thoi gian mo cwra linh hoat (Length of store oper-
ating hours)

Dan nhan tem gia ro rang (Good Price labelling)

Thai do nhan vién phuc vu (Employee courtesy)

Khu vwc hang hoa phdan chia (Special
Departments)

Phwong thirc thanh todn dé dang (Easy of Pay-
ment)

Danh tiéng truyén miéng (Word - of - mouth rep-
utation)

Céc bién nay déu duoc chimg minh 1a mot phan
trong cac thang do SERVQUAL (Parasuraman va
cong su, 1988), SERVPERF (Cronin va Taylor
1992) va thang do cua Dabholka va cong su (1996).
Do sy phu hgp véi quy mo ctia nghién clru cling nhu
tinh ing dung cua 12 bién nay, nghién ciru s& sir
dung thang do ctia Hokey Min (2006, 2010) dé do
ludng va so sanh chat luong dich vu gitta cac siéu
thi trén dia ban Ha Noi.

Thuec té, tai Viét Nam dé c6 rat nhidu nghién ctru
vé chét lwong dich vu siéu thi. C6 thé ké dén mot sb
nghién ctru cia Nguyén Thi Mai Trang (2006),
Nguyén Huy Phong va Pham Ngoc Thuay (2007),
Nguyén Ping Nhat Duy va Lé Nguyén Hau (2007).
Tuy nhién céc tic gia chi tap trung nghién ctru chét
Iwong dich vu tai mot sb don vi siéu thi dua trén mé
hinh quen thuéc SERQUAL ma chua c6 su so sanh
cu thé, danh gia giita cac siéu thi.

2.3. Xdy dwng mé hinh nghién ciru chit lwong
dich vu siéu thi

2.3.1. Tong quan vé mé hinh phan tich thir bic
AHP

AHP (Analytic hierarchy process) la phuong
phap ra quyét dinh da muyc tiéu dugc d& xuit boi
Saaty (1980). AHP 4p dung theo 3 nguyén tic chinh:
phan tich, danh gia va tong hop.
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Hinh 1: So db céu tric thir bac

Muc dich
Tiéu chi 1 Tiéu chi 2 Tiéu chin
Thudc | [ Thude Thudce ,TIL“‘-’Cl ,Tllll“"’cz T,h;ll‘-’ck
tinh 1.1| [tinh 1.2 tinh 1.k tinh n.1j tinh n. tinh n.

Cac phuong an Iya chon

Tir mot van dé phirc tap, da tiéu chi, khi 4p dung
phuong phap AHP thuong bat dau voi muyc tiéu co
ban, dugc phan tich qua cac ti€u chi 16n va cac tiéu
chi thanh phan, va cip bac cudi cung thudng la cac
phuong an lya chon. Qua trinh danh gia sir dung ma
tran so sach cip véi thang diém 9, xac dinh trong sb
dua trén vector riéng ung véi gia tri riéng 16n nhat,
sau d6 kiém tra hé s6 nhat quan. Cudi cung, tat ca
cac trong s6 duoc tong hop lai dé dua ra quyét dinh
tot nhat (Zahedi 1986).

2.3.2. Noi dung mo hinh phan tich thir bac danh
gid chat lwong dich vu siéu thi

Budc thir nhdt, 13 phan tich van dé thanh mot cau
trac thir bac dé ndm dugc ndi dung co ban cua vén dé.

Buwéc thir hai, tién hanh danh gia tim quan trong
tuong ddi ctia mdi thanh phan trong mdi bac. Qua
trinh danh gia diém wu tién duya trén viéc so sanh cap
nhu sau: Cac thude tinh ctia bac 2 duoc so sanh tirng
cap v6i nhau trong mdi quan hé véi bac 1, chang han
khi so sanh chét luong dich vu siéu thi, chét luong
san pham co tam quan trong nhu thé nao so véi do
sach s& cua siéu thi d6? Néu bac 2 c¢6 n bién, nghién
ciru s€ phai dua ra n(n-1)/2 so sanh cap. Trong

(Nguon: Saaty, 1980)

truong hop trén, voi 12 thude tinh tong cong s& co 66
so sanh cap duoc dua ra. Viéc so sanh nay dua trén
thang do ti 1¢ 9 diém phat trién boi Saaty (1990) cho
phép ngudi tra 161 dua ra mirc d6 quan trong gitra cac
Iva chon la “ba"mg nhau”, “quan trong hon mét chut”,
“quan trong hon nhiéu”, “quan trong hon rat nhiéu”
hay “hoan toan quan trong hon”. Cac mtrc do nay
dugc ma hoa tuong tng thanh cac diém 1, 3, 5, 7
hodc 9 véi 2, 4, 6 hoac 8 la cac gia tri trung gian.

Cac so sanh c@p nay dugc dua vao ma tran tuong
hd (reciprocal matrix) n cdt, n dong. Ma tran dugc
goi 1a tuong hd vi thanh phan ay; Sﬁa ma tran c6 gia
tri la l/aji. Ta c6 ma tran tuong ho A nhu sau:

C G C,

Ci| 1 ap ain

C2 A 1 aon

A= A3n
Cn dnl A2 cee 1
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Buwéc thir ba, danh gia sy ddng nhat. Mot khach
hang nao do danh gia a; = =2va ay = 3 duoc g01 la
dong nhét néu ngum do danh gid a, = 6 (vi a, a
xak—2x 3 = 6). Néu nguoi d6 danh gla ak7é6 cau
tra 101 nay duoc cho 1a khong dong nhat.

Dt W 1a vecto trong s, w;. Néu tat ca diém wu
tién ay; (so sanh twong ddi) deu dong nhét thi bat ctr
hang nao cua ma tran A ciing dugc coi 1a du dé xac
dinh W. Céc trong s6 w; dugce xac dinh bang phuong
trinh sau:

AW=AW

Trong do6 A la gia tri dac trung va W 1a vecto dac
trung cia ma tran A.

Tuy phién trong thuc té, vi cac (?énh gia vé aij rat
it khi dong nhat, chung ta ch1 c6 thé xac dinh cac gia
tri u6c luong cua a;. bat A la ma tran cac gia tri
quan sat cua a; .Ma tran A an chtra cac gia tri nhiéu
gdy ra su bét dong nhét tEQng vecto dac trung. Udc
lugng cua vecto trong s0 W dugc xac dinh nhu sau:

AW = dpax W

Trong do A 1a gia tri ddc trung 16n nhét ctia ma
tran A va A théa man dicu ki¢n > n (s0 hang va
cOt cua ma tran tuong ho). Khi khach hang dong
nhét trong uu tién cua minh, A = n. Néu ¢6 su
khéc biét gitia hai gia tri nay, chi s0 dong nhat CI
duogc do luong bang cong thirc:

Mpax = 10
Cl=
n-1

Chi s6 dong nhét bang 0 néu moi gia tri khach
hang dua ra déu dong nhét tuyét dbi (Alonso va
Latama 2006). Gia tri CI dugc so sanh vai chi )

d6ng nhit trung binh RI khi Iya chon ngéu nhién cac
gia tri uu ti€n a. Saaty (1980) da tinh gla tri RI bang
cach lya chon Va sap xép ngau nhién rat nhiéu ma
tran twong hd véi n cot va n dong sir dung cong thirc
trén. Tir do, ty s6 ddng nhat CR dugc xac dinh bang
CR = CI/RI. Saaty (2003) cho rang CR nhé hon 0,1
dugc chap nhan 1a di dé cho ring ma trén tuvong hd
ddng nht.

3. Phwong phap nghién ctu

3.1. Phuwong phdp thu thdp dit liéu

Dé thyc hién nghién ctru nay, tac gia st dung
phiéu diéu tra (bang hoi) 1am cong cy thu thap thong
tin. Tong thé nghién ctru du kién 1a nhimg khach
hang mua sdm tai céc siéu thi 16n trén dia ban Ha
Nbi bao gdm BigC, FiviMart, Co.opMart. Qua trinh
lwa chon dbi twong diéu tra dugc thuc hién theo
phuong phap chon miu xéac suét.

Quy mo méu dugc xac dinh dva trén nguyén tic
dé xuat cua Field (2005) 1a quy mé mau tdi thiéu
nén bang s6 bién nhan vai 10. Nghién ciru nay gdm
¢ 12 bién, vay quy md mau téi thiéu 1a 12x10 =
120. Bé dat dugc kich thudc mau dy kién, c6 tt ca
500 bang hoi duoc giri truc tiép téi ddi tuong diéu
tra hodc gian tiép qua cong cu Google docs. Thoi
gian thu thap dit liéu trong vong 1 thang. Két qua
thu vé dugc 367 phiéu diéu tra. Trong sd phiéu thu
vé, mot sb bang hoi c6 cau tra 11 bi bo tréng, tit ca
bang hoi nay déu dugc loai bo trudc khi tién hanh
nhap va xir 1y s liéu. Do d6 s6 bang hoi chinh thirc
dugc sir dung dé phan tich chi con khoang 310
bang, dat ty 18 62% so véi tong s6 bang hoi duoc gui
di.

3.2. Phwong phap phdn tich dir liéu

Bang 1. Théng ké s6 lrgng miu diéu tra

A re s e S6 lwgng Ty 1€
STT Siéu thi Pia chi Kkhio sat %)
1 BigC Big C Thang Long 100 32,25
Big C Long Bién
2 FiviMart FiviMart Dai La 110 35,5
FiviMart Lo Buc
FiviMart Ly Thai To
3 Co.opMart Co.opMart Ha Bong 100 32,25
Co.opMart Hoang Mai
Tong n=310 100

(Nguon: Tong hop cua tdac gia nghién cuu)
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Bai viét nghién ctru sit dung phwong phdp phéin
tich thir bic (AHP) cé diéu chinh.

Dt ligu thu thap duogce tir 310 phiéu diéu tra duoc
ma hoa va nhap vao phan mém Excel dé sang loc dir
liéu ban dau truéc khi phan tich. Sau do, tac gia
nghién ctru duya vao phuong phap phéan tich thu bac
liy diém trong s6 dé tinh toan diém trung binh cho
timg siéu thi trong nhan thic cua khach hang vé
chét luong dich vu theo tung thugc tinh da dé cap o
trén, diém trung binh chung vé chat luong dich vy
cua tung siéu thi.

3.2.1. Phuwong phdp phan tich thir bic AHP co
diéu chinh

Tinh todn ma trdn twong hé va vector trong so:
Theo phuong phap AHP gbc do Saaty (1980) dé
xuét, dé tinh dugc trong sb6 ctia mdi tiéu chi trong
danh gia mot phuong an ra quyét dinh, budc dau
tién la phai thyc hién cac so sanh cap (pairwise
comparisons) gitta 2 tiéu chi bat ky trong n tiéu chi
dua trén thang diém 9. Sau d6 ma tran twong hd
(reciprocal matrix) dwuoc phat trién va dya vao ma
tran nay tinh dugc két qua vé vecto trong sd (weight
vector) bao gdm mot cot va n dong (n x 1) twong
ung voi n ti€u chi. Tuy nhién, vdi phuong phap tinh
nhu trén, mdi bang hoi s& chira n(n-1)/2 cau héi so
sanh cap gitra hai ti€u chi lya chon ciua phuong an
(6 nghién ctru ndy s& c6 66 cau hoi). Piéu nay giy
ra trd ngai 16n khi diéu tra khach hang vi ton thoi
gian, cong stic ctia ca nguoi diéu tra va khach hang.
Thay vi cach lam nhu vay, nghién ctru ap dung cong
thirc do Kallas (2011) st dung cach tiép can bién doi
tir thang do Likert 9 diém danh gia ddi véi ting tiéu
chi thanh diém so sanh cip giita hai tiéu chi. Loi thé
chinh ctia cach tinh nay so véi phuong phap AHP da
thuc hién ¢ nhidu nghién ctru khac 13 giam s6 luong
16n cau hoi can diéu tra (tir n(n-1)/2 sang n ciu hoi).
Phuong phép tiép can thay thé nay s& danh gia truc
tiép tAm quan trong cac tiéu chi theo thang diém 9

v6i 1 1a tiéu chi “rdt khong quan trong” va 9 14 tiéu
chi “rat quan trong” trong viéc danh gia chat luong
dich vu nhu bang 2.

Budc tiép theo, két qua vé diém danh gia khi diéu
tra trén thang do Likert (1932) s& dwoc chuyén
thanh so sanh cdp gitta hai ti€u chi nhu sau:

Gia su gid tri S ma khach hang k danh gia tu
thang do Likert dbi voi tiéu chi i la S, va dbi véi
tieuchijla Sjlg. Ca hai gia tri nay duqq danh gia trén
thang do 9 di€m cung thu tu, mot chiéu va lién tuc.
Su khac nhau giita hai diém s6 n?y (S, — Sjk) chg
phép tinh toan mot cach twong doi su khac biét ve
tam quan trong giita hai tiéu chi trong phuong phap
AHP gbc. Piém khac biét c6 thé chuyén thanh trong
ma tran tuong hd (aij) theo cong thire sau:

ay= | Sic—Spl + 1

Rit ra vector trong s6 wéc lwong (estimated
weight vector): Dit lidu theo phuong phap thay thé
& trén s& duoc nhap vao phan mém Expert Choice
dé tinh vector trong s6 va ty sb dong nhat CR (con-
sistency index) trong nhan thirc cia mdi khach
hang. Dya vao ty s6 dong nhat, nhom nghién ctru s&
loai di cac phiéu c6 CR > 0.1 vi theo Saaty (1980)
ty s6 dong nhat phai nho hon 0.1 méi duoc chap
nhan. Sau khi tong hop dugc vector trong s6 ciia cac
tiéu chi theo ¥ kién d4nh gia cua timg khach hang
(mSi vector trong sb dai dién cho mét khach hang),
vector trong sd chung (overall weight vector)

W= (wy, W5, ..., Wy) duoc tinh bang cach lay
diém trung binh ctia cac trong sé6 mdi nhan td, nhoém
nghién ctru s€ rut ra duoc uoc lugng vé trong s6 cua
mdi nhén t6 trong tip hop khach hang diéu tra.

Tinh todn diém trung binh chung vé chdt hrong
dich vu ciia siéu thi theo y kién khdach hang: Phuong
phap tinh diém nay dua trén phuong phap cua Hu va
cac cong su (2009). Diém trung binh chung nay s&
dugc tinh bang cach nhan trong sé wéc luong cua

Bang 2. Cac tiéu chi va thang diém danh gia chét lwong dich vu siéu thi

Ciic tiéu chi Rat | Trung | Khong | Trung | Khong | Trung | Quan |Trung | Rat
danh gi4 chi¢ | <pong | binh | quan } binh anh | binh | trong | binh | quan
lugng dich quan muc 1 trong muc 3 huong | mirc 5 muc trong
vu sicu thi trong & murc & muc & murc 7&
3 7 murc
9
Tiéu chi k ! 2 3 4 5 6 7 8 9

Nguon: Kallas (2011)
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Hinh 3. Ty 1 ¥ kién khach hang vé cac tiéu chi danh gia chit lwgng dich vu siéu thi

100
90

90

(don vi %)

80

70

60

50
40
30
20

(Nguén: Tong hop cia tac gia nghién ciru)
mdi tiéu chi voi diém trung binh cua tiéu chi d6
twong (g voi mdi siéu thi. Ching han ta ¢6 ma trin

(W= (Wi, Wy, ..., W) la udc lugng vector trong
s0 cua 12 tiéu chi vama trén D, = (D,, D,,, ..., D ,)
v6i D, 1a diém trung binh cua ti€u chi k cta siéu thi
thir i dugc tinh tir di li¢u diéu tra khach hang theo
phan 4 ctia bang hoi. Theo cach tinh nay, diém trung
binh chung ctia mdi siéu thi s& nhu sau:

Si=Xit wi-Dyi

Sau do, tac gia so sanh dugc chat lwong dich vu
clia cc siéu thi bang diém trung binh chung ctia mdi
siéu thi. Mot diéu luu ¥ rang nghién ciru ndy ciing
khong su dung cach tinh cuia phuong phap AHP
truyén thong bang cach so sanh truc tiép 2 siéu thi
bét ky trong sb cac siéu thi dugc diéu tra theo mdi
tiéu chi (chang han so sanh d¢ sach sé& giita Big C va
Co.opMart) vi cach so sanh nay tuong dbi tén thoi
gian va khach hang s€ khong tra 161 dugc luwong 16n
cau hoi.

4. Két qua nghién ctru

4.1. Két qud nghién civu dinh tinh

Ban diu, phuong phap dinh tinh gitip chi ra mo
hinh tic dong cia cac nhan té d6i voi chat luong
dich vu si€u thi tai ba siéu thi: BigC, Co.opMart va

FiviMart. Tac gia tién hanh tong hop thong tin theo
¥ kién khach quan tir cac khach hang dua ra, phan
tich va tim ra cdc nhan t6, trong d6 mdi nhan to
dugc phan tich thanh cac thang do dua trén nghién
clru bo thang do cua Hokey Min (2006, 2010) dé
loai bo cac thang do khong phii hop, dong thoi thém
vao cac thang do va cac nhan t6 dic trung cho dbi
tuong va pham vi nghién ctru.

Véi quy mé mau n =30 (tai mdi siéu thi phong
van ngiu nhién 10 khach hang), két qua thu dugc
nhu hinh 3.

Qua hinh 3, ta thdy: Trong 12 tiéu chi ma khach
hang dua ra, c6 9 ti€u chi co ty 1€ 16n hon 50% va 3
tiéu chi c6 ty 1¢ nho hon 50%. Tiéu chi “chat lugng
hang hoa” chiém ty 1€ cao nhat, tiéu chi “dich vu
van chuyén” chiém ty 1& thap nhét va cac tiéu chi
chiém ty 1& dudi 50% sé& bi loai bo vi do tin cay
khong cao. Do do, thu dugc 9 ti€u chi va 9 tiéu chi
nay hoan toan giéng vé&i 9/12 bién (chiém ty 1&
76%) trong bd thang do chat lugng dich vu cua
Hokey Min (2006, 2010). Tir d6 c6 thé két luan
dugc bo thang do Hokey Min hoan toan phu hop
cho nghién ctru nay.

Tong s6 phiéu dua vao phan tich, xir 1y 1a 310
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Bang 3: Thong ké gi¢i tinh d6i twong diéu tra

Gidi tinh S6 lugng Ty 1¢ (%)
Nam 111 35,8
NG 119 64,2
Téng 310 100

phiéu 6 cau tra 161 hoan chinh (trong d6 Big C: 100
phiéu, Co.opMart 100 phiéu va FiviMart 110
phiéu). Théng ké mé ta miu diéu tra theo cac bién
s6 vé nhan khau hoc duoc trinh bay dudi day.

4.1.1. Gioi tinh

Trong cudc séng hang ngay nhu cau mua sim cta
phu nit thudng nhiéu hon nam giéi. Vi nghién ctru
nay, ddi tuong diéu tra hoan toan dugc chon ngau
nhién. Sau khi théng ké trong 310 phiéu duoc tra 1oi
cung cip thong tin vé gidi tinh khach hang cho thay:
c6 téi 199 nir gidi di siéu thi (chiém 64,2%) va s6
con lai 1a nam gi6i 111 nguoi (chiém 35,8%).

4.1.2. Tinh trang hon nhan

(Nguon: Tong hop tir két qud diéu tra)

S6 liéu théng ké cho thdy, nhitng khach hang
cung cip thong tin cho cudc diéu tra hau hét 1a
nhitng ngudi da két hon, chiém phan dong trong sb
cac doi twong diéu tra (56,1% - 164 nguoi). Con lai
d6i v6i nhom khach hang chwa c6 gia dinh chiém
khoang 43,9% - 136 nguoi.

4.1.3. Tan sudt mua hang

Két qua thong ké cho thiy c6 téi 79 trén tong sb
310 khach hang nim trong nhém c6 s 1an di siéu
thi tir 4-6 ngay mot 1an (chiém 25,5%). Trong khi d6
c6 mot sb nhom co ty 18 gan twong duong nhau, d6
1a: Nhém ¢6 6 1an 1a 2 tuan/lan chiém 20,6%, nhém

¢6 s0 lan 1a 1 tuan/lan chiém 19,4%, nhom c¢6 so lan

Bang 4: Thong ké tinh trang hon nhéan ddi twong diéu tra

Tinh trang hon nhén So6 nguwoi Ty 1é (%)
ba két hon 164 56,1
Chua két hon 136 43,9
Tong 310 100

(Nguon: Tong hop tir két qua diéu tra )

Bang 5: Thong ké tin suit mua hang cia dbi twong diéu tra

Tan sudt 8o ngwoi Ty 1é (%)
Ingay/lan 16 52
2-3 ngay/ lan 19 6,1
4-6 ngay/ lan 79 25,5
1 tuan/ lan 60 19,4
2 tuan/ lan 64 206
3-4 tuan/ lan 19 6,1
> | thang/ lan 53 17,1
Tong 310 100

(Nguon: Tong hop tir két qua diéu tra)
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Bang 6. Thong ké hang héa thwongmua nhit caa ddi twong dwge diéu tra

Hing héa Tan sudt Ty 16 (%)
Thyc pham 173 55,8
Quan 40 35 11,3
D6 gia dung 67 21,6
D6 dién tir 27 8,7
Khac 8 2,6
Tong 310 100

1a trén 1 thang/lan, 3 nhém con lai chiém ty trong
thip hon khoang 6%.

Thong ké cho thiy, thuc pham 1a hang hoa dugc
da s6 khach hang lya chon khi mua hang ¢ siéu thi
(chiém 55,8%); tiép dén 1a dd gia dung chiém
21,6%. Trong khi d6, nhitng mat hang nhu quan 4o,
d6 dién tir hay hang hoa khac chiém mét ty trong
nhé. Quan 4o chiém 11,3%, d6 dién tir chiém 8,7%
va hang hoa khac chiém 2,6%.

4.2. Két qud nghién civru dinh lwong

Két qua 1: Tam quan trong ciia cdc nhan té cdu
thanh chat lwong dich vu siéu thi

Qua nghién ctru va hinh 4 ta thay, tt ca 12 thudc
tinh cAu thanh nén chét lugng dich vu siéu thi dugc
dua ra & phan mé hinh nghién ctru déu anh hudng
toi nhan thirc cua khach hang. Tiéu chi co ty trong
cao nhét d6 1a tiéu chi “chit luong hang hoa” chiém
10,4%, diéu d6 chung to rang day la tiéu chi duoc
khach hang danh gia 1a quan trong nhat. Nguoc lai,
tiéu chi co ty trong thap nhat do6 1a tiéu chi “dan
nhin tem gi4 ca rd rang” chiém 6,3%, ching to rang
khach hang it quan tdm dén van dé nay trong chat
luong dich vu cac siéu thi trén dia ban Ha Noi. Cac
tiéu chi con lai ciing twong ty, vai trd cia mdi tiéu
chi tuong tmg véi muc ty trong % (tinh ¢ bac 2).

Két qua cua phan tich thir bic AHP con cho ta
diém trung binh cta mdi siéu thi dya trén sy ddnh
gia ctia khach hang thong qua 12 tiéu chi da lua
chon (bac 3), ta thiy rang siéu thi BigC c6 sb diém
trung binh cao nhét 1a 3,41341. Do vay, BigC 1a siéu
thi duoc khach hang wu tién nhat khi lya chon cac
siéu thi. Pung sau BigC 1a Co.opMart vé6i s diém
trung binh 1a 3,36183 va cubi cung la 3,3261 diém
cho Fivimart.

(Nguon: Tong hop tir két qua diéu tra)

Két qua 2: Mitc dé théa man ciia khéach hang theo
thir tw cdc thuoc tinh

Qua bang thong ké ta thay, “vi tri siéu thi thuan
loi” 1a tiéu chi duy nhat ma Fivimart ding dau so
voi BigC va Co.opMart. Trong nghién ciu nay
FiviMart ¢6 diém trung binh thap nhat va diéu day
cling xuét phat tir Iy do trén. Déi véi BigC, siéu thi
nay dimg dau vé 4 tiéu chi : “hang hoa co chat luong
t6t”, “gia ca canh tranh & it bién dong” va “chung
loai hang hoa da dang”. bdi voi Co.opMart, siéu thi

lai c6 1gi thé vé tiéu chi “gian hang sach s&”, “nhan

mac gia ca ro rang”, “kiém hang khi thanh toan
7, “thoi gian mé cura linh hoat”, “thai

nhanh chong”,
dd nhan vién phuc vu lich su”, “phuong tién thanh

9 6

toan dé dang”, “khu vuc phan chia hang hoéa 1o
thong tin phan hoi tot”.

9% <

rang”,

Ta c6 thé nhan thay Co.opMart dimg dau trén rat
nhiéu tiéu chi so v6i BigC va FiviMart, day nhiing
loi thé 16n ciia Co.opMart va 2 siéu thi con lai can
phai hoc hoi. Tuy nhién khi so sanh Co.opMart va
BigC thi nhing tiéu chi ding dau cua BigC lai 1a
nhitng ti€u chi khach hang quan tam va c6 stc anh
huong 16n téi sttc mua cua khach hang hon, trong
d6 theo nhu nghién ctru tiéu chi “hang hoa co chét
lwong tot” chiém toi hon 10% ty trong trong nhan
thtrc cua khach hang vé chat luong dich vu siéu thi.
Day 1a nhitng ti€u chi c6 stic anh huong 16n tdi tam
Iy ciing nhu quyét dinh mua hang ciia khach hang.
Qua d6 BigC tao loi thé canh tranh so véi cac siéu
thi khac. Co.opMart va FiviMart cling nhu cac siéu
thi khac can hoc hoi diéu nay ¢ BigC dé c6 nhiing
thay d6i vé nhirng tiéu chi trén. Chang han nhu can
phai cai thién chat lugng hang hoa, on dinh gia ca
va ting sy phong phti vé hang hoa dé c6 thé tang sirc
hép dan va stic canh tranh hon. ..
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5. Két luan

Nhiing phan tich trong nghién ctru cua tac gia da
trinh bay & trén s& dua ra mot sb két luan cho cac
nha quan ly tai hé théng cac siéu thi trén dia ban Ha
Noi noi chung va ba siéu thi BigC, Co.opMart, Fivi-
Mart néi riéng.

Thir nhat, chét luong dich vu siéu thi duge cdu
thanh tir rat nhiéu nhan t6 khac nhau. Trong dé, ap
dung thuc té cho hé théng siéu thi trén dia ban Ha
Noi co thé thdy “chét luong san pham” va “gia ca
canh tranh it bién dong” 13 nhitng nhan té c6 vai tro
quan trong nhét. Nguoc lai, khach hang khi dén voi
siéu thi mua sim it quan tdm dén van dé gan nhin
méc gia ca 1én hang hoa nhu thé nao. Nhan t6 nay
dong vai tro rat nho, it anh huong dén chat luong
dich vu cac siéu thi hién nay.

Thir hai,trong hé théng ba siéu thi duoc lua chon
ngiu nhién lam don vi diéu tra, c6 thé thiy ca 3 siéu
thi BigC, FiviMart, Co.opMart déu co nhirng diém
manh, diém yéu riéng trong hé thdng chét luong
dich vu siéu thi. Tuy nhién, dya trén danh gia khach
quan tir cac khach hang, két qua thu duge cho thay
BigC la siéu thi co chét luong dich vu tdt nhat. Céac
tiéu chi: chat lugng hang hoa, ching loai hang hoa
da dang va gia ca canh tranh it bién dong co vi tri
dan dau vuot troi hon so véi 2 siéu thi con lai. Chinh
didu nay di tao nén thwong hiéu cho siéu thi BigC
ciing nhu khing dinh dwoc chét lwong dich vu siéu
thi, tao dugc long tin va gitr chan khach hang.

Khoéng nhiing vay, nghién ctru con chi ra dugc
chat luong dich vu siéu thi tai hé théng siéu thi
Co.op Mart va FiviMart kh4 cao. Néu & trén BigC
tao ra chét lugng dich vu siéu thi thong qua chét

Tai liéu tham khao

luong va gia ca hang hoa, thi tai hé thong siéu thi
Co.opMart va FiviMart ciing c6 nhimg “chién
thuat” riéng biét dé chiéu long khach hang cua
minh. Nhiing ti€u chi khac nay chinh 1a nhiing ti€u
chi trong bg thang do chat lugng dich vy siéu thi ma
BigC con chua lam tdt. Do do, hé théng cac siéu thi
trén dia ban Ha Noi can c6 sy quan sat va hoc tap
1an nhau dé nang cao hon nita chit luong dich vu
siéu thi, 1am thoa man nhu cdu ngay cang cao cua
khéch hang.

Thit ba, dé c6 duge sy so sanh va danh gia khach
quan nhét vé chét lwong dich vu gitra céc si€u thi
trén dia ban Ha Noi, can xay dung bo thang do hop
1y va khoa hoc.

Trude hét, can phat trién hé thong siéu thi mot
cach hop ly theo huéng ting nhanh vé sb lugng,
nang cao vé qui mo, chét luong, phi hop véi dic thu
va quy mo phat trién dan sb ctia thanh phd Ha Noi;
ddng thoi nang cao hon nita chét lugng dich vu cac
siéu thi trén dia ban Ha Noi d€ tao dugc niém tin
cho khach hang, xdy dung long trung thanh cua
khach hang voi tirng siéu thi; can c6 su dau tu déng
b cac yéu td cau thanh chat lugng dich vu siéu thi,
uu tién cac yéu td c6 vai trd quan trongnhu chat
luong hang hoa, gia ca hang hoa; xay dung hé thong
xtr 1y thong tin phan hoi khach hang linh hoat va
hiéu qua tai mdi mot siéu thi.

Pung trude nhitng thach thirc va nguy co chudn
bi tham nhap ctia nhiéu d6i tha khac vao thi trudng
ban 1¢ Viét Nam noi chung va thanh phé Ha Noi noi
riéng, céc siéu thi nhu BigC, Co.opMart, FiviMart
can xay dyng duoc mo hinh lién két, hop tac phat
trién dé hoc hoi kinh nghiém ban hang ciing nhu xac
dinh chién lugc phat trién 6n dinh trong tuong lai.(J

Alonso, Jose and Lamata, T (2006), ‘Consistency in the Analytic Hierarchy Process: A New Approach’, Tap chi

International Journal of Uncertainty, Fuzziness and Knowledge-Based Systems, S6 14, tip 4, trang 445-459.

Banning, Kent va Weber, Mary (1994), Supermarket Buying Guide, Y onkers, Consumers Union of United States, Inc,

New York.

Brandon-Jones, Alistair & Silvestro, Rhian (2010), ‘Measuring internal service quality: comparing the gap-based and

perceptions-only approaches’, Tap chi International Journal of Operations & Production Management, Sb 30,

tap 12, trang 1291-1318.

Cronin, Joseph va Taylor, Steven (1992), ‘Measuring Service Quality: A Reexamination and Extension’, Tap chi

Marketing, S6 56, tap 3, trang 55-68.

Dabholkar, Pratibha, Thorpe, Dayle & Rentz, Joseph (1996), ‘A measure of service quality for retail stores: Scale

development and validation’, Tap chi The Academy of Marketing Science, S6 24, tap 1, trang 3-16.

Field, Andy (2005), Discovering statistics using SPSS: (and sex, drugs and rock ‘n’ roll), 2nd ed., Sage, London.

86 217(I) thing 7/2015 78

Kinh téPhat trién




Hu, Changping, Zhao, Yang va Guo, Mingjing (2009), ‘AHP and CA Based Evaluation of Website Information Ser-
vice Quality: An Empirical Study on High-Tech Industry Information Center Web Portals’, Tap chi Service Sci-
ence and Management, Sé 02, tap 03, trang 168-180.

Kallas, Zein, Lambarraa, Fatima va Gil, José Maria (2011),°A stated preference analysis comparing the Analytical
Hierarchy Process versus Choice Experiments’, Tap chi Food Quality and Preference, S6 22, tap 2, trang 181-
192.

Kunas, Michael (2012), Implementing service quality based on ISO/IEC 20000 a management guide, third edition,
Ely, IT Governance Pub, Cambridgeshire, U.K.

Likert, Rensis (1932), ‘A Technique for the Measurement of Attitudes’, Archives of Psychology.

Min, Hockey (2006), ‘Developing the profiles of supermarket customers through data mining’, Tap chi The Service
Industries, S6 26, tap 7, trang 747-763.

Min, Hockey (2010), ‘Evaluating the comparative service quality of supermarkets using the analytic hierarchy
process’, Tap chi Services Marketing, Sb 24, tap 4, trang 283-93.

Nguyén Dang Nhit Duy va Lé Nguyén Hau (2007), ‘Cac yéu té anh huong dén chat luong dich vu ban 1¢, nghién ctru
& cac siéu thi TP Ho Chi Minh’, Tap chi Phat trién KH&CN, sb 8, tap 10, trang 15-23.

Nguyén Huy Phong va Pham Ngoc Thiy (2007), ‘SERVQUAL hay SERVPERF, mét nghién ctru so sanh trong nganh
ban 1& Viét Nam’, Tap chi Phat trién KH&CN, s6 8, tap 10, trang 24-32.

Nguyén Thi Mai Trang (2006), ‘Chét lugng dich vy, sy théa man va long trung thanh cuia khach hang siéu thi tai TP.
Hb Chi Minh’, Tap chi Phdt trién KH&CN, s6 10, tap 9, trang 57-70.

Parasuraman, Valarie, Zeithaml, A. va Berry, Leonard (1988), ‘SERVQUAL: A multiple-item scale for measuring
consumer perceptions of service quality’, Tap chi Retailing, S6 64, tap 1, trang 12.

Saaty, Thomas (1980), The analytic hierarchy process, Nha xuat ban McGraw-hill, New York

Saaty, Thomas (1990), ‘How to make a decision: The Analytic Hierarchy Process’, Tap chi European Journal of
Operational Research, S6 48, tap 1, trang 9-26.

Saaty, Thomas (2003), ‘Decision-making with the AHP: Why is the principal eigenvector necessary?’, Tap chi Euro-
pean Journal of Operational Research, S6 145, tap 1, trang 85-91.

Shashin, Arash (2006), ‘SERVQUAL and Model of Service Quality Gaps, A Framework for Determining and Prior-
itizing Critical Factor in Delivering Quality Services’, Tap chi Service quality—An introduction, S6 9, tap 10,
trang 117-131.

Zahedi, Fatemeh (1986), ‘The analytic hierarchy process - a survey of the method and its applications’, Tap chi
Interfaces, S6 16, tap 4, trang 96-108.

Thong tin tac gia:

* Lai Manh Khang

- T6 chike tac gid cong tac: Khoa Qudn tri kinh doanh, trwong dai hoc Kinh té quéc din

- Linh vuc nghién ciru chinh: chat lwong dich vu, chudi gia tri, chudi cung ung va hdu can, doi méi

- DBia chi lien hé: Dia chi Email: khanglm.neu@gmail.com

** Trgn Vin Bio, Pho gido su, tién sy

- T6 chire tac gid cong tac: Vién Thieong mai va Kinh doanh quéc té, trieong dai hoc Kinh té quoc dén
- Linh vue nghién cuu chinh: thuwong mai, kinh doanh thwong mai

- Bia chi lién hé: Pia chi Email: baotv@neu.edu.vn,

**%Ngyyén Thi Minh Hué

- T6 chirc tac gia cong tac: Sinh vién Vién Thuwong mai va Kinh doanh quéc té, triong dai hoc Kinh té quéc
dan

- DBia chi lién hé: Dia chi Email: minhhue2203@gmail.com,

Sé 217(11) thang 7/2015 79 Kinh tePhit trién




