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TOM TAT. Nghién ctru dugc thuc hién nham muc dich xac dinh cac yéu t6 anh huong dén su hai long cua khach hang mua
sam tai siéu thi. Dit liéu nghién ctru dugc thu thap tir 287 khach hang tai siéu thi MM Mega Market Bién Hoa da mua sam
tai siéu thi thong qua khao st tryuc tiép béng bang cau hoi. St dung phuong phap phan tich nhan t6 kham pha EFA va hoi
quy, két qua nghién ciru cho thiy c6 6 yéu t6 anh huong dén sy hai long cua khach hang d6 1a: (1) Chat luong hang hoa, (2)
Co s0 vt chat, (3) Chuong trinh khuyén mai, (4) Dich vy hd trg, (5) Su phuc vy, (6) Cam nhén vé gia ca. Két qua nghién
ctru 14 nén tang 1y luén va thyc tién quan trong cho viéc dwa ra mot s6 ham y chinh sach nhim nang cao su hai long cta khach
hang d6i voi chat lwong dich vu siéu thi.

TU KHOA: Chdt heong dich vu; Sw hai long; Siéu thi

ABSTRACT. The study was carried out aiming at identifying the factors that influence customer at supermarket. Data were
collected from 287 customers who did purchased at MM Mega Market Bien Hoa via a direct questionaire survey. Using the
EFA exploratory factor and regression analysis, the result shows that there are six factors affecting customer satisfaction: (1)
quality of goods, (2) material, (3) promotion, (4) support service, (5) serving, (6) price perception. The result of research is
an important theoretical and practical foundation to bring forward some in order to improve customer satisfaction toward the

supermarket service quality.
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1. GIOI THIEU

Tir nam 2015 Viét Nam s& mé cira hoan toan ddi voi thi
truong ban 1¢. Hién cac tap doan phan phi ban 1é nudc ngoai
dang c6 mot cude “dd bo” va phat trién manh mé trén thi
truong ban 1é Viét Nam. Diéu do tao nén sy canh tranh quyét
liét gitta cac doanh nghi€p, tap doan ban I¢ trén thi truong
Viét Nam. Piéu d6 cho thdy thi truong ban 1¢ viét nam that
su hap dan, dong thoi cling 1a dip dé nguoi tiéu ding Viét
Nam dugc thu huong nhitng dich vu hién dai, van minh cua
thé gidi. Hién nay, trén dia ban thanh phé Bién Hoa c6 rét
nhiéu hé théng siéu thi ban 1¢ nhu Co.op Mart, Big C,
Lotte,...canh tranh voi nhau ngay cang gay git. MM Mega
Market trudc day dugc biét dén 1a hé thong siéu thi ban si,
hién nay siéu thi MM Mega Market con dugc biét dén 14 noi
cung cip cac dich vu ban si va 1¢. Chinh vi thé, ban lanh dao
siéu thi can phai luén quan tim dén nhiing thong tin chinh
xac tlr nhirng khach hang d¢ siéu thi cai thién chat luvgng dich
vu tir 46 ngay cang thu hit nhidu khach hang dén véi siéu thi
ctia minh. Tir nhing 1y do trén, nghién ctru nay nham huong
den cac myc dich nhu sau: (1) khim pha, do luong cac yéu
t6 anh huong dén sy hai long cua khach hang mua sim tai
siéu thi, (2) cac ham y quan tri cho doanh nghiép trong linh
vuc kinh doanh siéu thi, (3) 1am nén tang cho cac nghién ctru
tiép theo trong linh vuc siéu thi.

2. CO SO LY THUYET VA MO HINH NGHIEN
cUU

Co6 rat nhiéu quan diém khac nhau vé& dinh nghia sy hai
long ctia khach hang. Cac nha nghién ctru da cho rang sy hai
long cua khach hang la su khac biét gilta ky vong va cam
nhan thyc t& ma ho nhan dugc (Fornell, 1995). Trong nghién

ctru nay, sy hai 1ong dugc dinh nghia b6 sung thém thanh
phan sy mua hang 1ap di lp lai cta khach hang.

Trong nghién ctru vé su hai long cua khach hang, mé hinh
1y thuyét chat lugng dich vu SERQUAL ciia Parasuraman &
ctg (1985) va mo hinh SERVPERF cua Cronin va Taylor
(1992) duoc sir dung phd bién dé do luong sy hai 1ong cua
khach hang. Ly thuyét chat lugng dich vu SERQUAL cho
r?mg su hai 1ong chiu anh huong boi chét Iuong dich vu. Chit
luong dich vu 1a khoang cach giita sy mong doi vé dich vu
cua khach hang va nhén thuc cua khach hang khi da sir dung
dich vu. Trong khi d6, 1y thuyét SERVPERF dinh nghia ring
muc d¢ cam nhan cia khach hang d6i voi dich vu cia doanh
nghiép chinh 1a phan anh t6t nhét cta chét luong dich vu.
Theo mé hinh Chi s6 hai 1ong ciia khach hang (Customer
Satisfaction Index - CSI), Sy hai long khach hang (customer
satisfaction) da dugc dinh nghia nhu la mot sy danh gia toan
dién vé su st dung mdt dich vu hoac 1a hoat dong sau ban
ctia doanh nghiép va day chinh 1a diém c6t 15i cia mé hinh
CSI. Trong khi d6, mé hinh Chi s6 hai long cia My (ACSI)
cho réng gia tri cam nhan chiu tac dong boi chét lugng cam
nhén va sy mong dgi ciia khach hang. Trén thyuc té, khi mong
doi cang cao, c¢6 thé tidu chuan vé chét lugng cam nhan cua
khach hang d6i v6i san pham cang cao hodc ngugc lai.

Theo Lam Phudc Thuén (2011) da chi ra c6 6 yeu td tac
dong den su hai long cta khach hang khi mua sam tai siéu
thi, gdbm: (1) Chat lugng hang hoa, (2) Thai d¢ phuc vu cta
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nhan vién, (3) Co s vat chit, (4) Gia ca, (5) Chuong trinh
khuyén mai, (6) Dich vu hd trg.

Ngé Thi Thanh Tric (2013) ciing chi ra rang c6 6 yéu t6
tac dong dén sy hai long ctia khach hang mua sim tai siéu
thi: (1) Chét lugng hang héa, (2) Su phuc vu ciia nhan vién,
(3) Co s& vat chat, (4) Chuong trinh khuyén mai, (5) Dich
vu hd tro, (6) Gia ca.

Theo két qua nghién ctru su hai 1ong ciia khach hang mua
sam tai siéu thi, Nguyén Tai Cong Hau (2014) cho rang c6 5
yéu 6 tac dong nhu sau: (1) Hang hoa, (2) Gia ca, (3) Nhan
vién, (4) Co so vt chét va mat b?mg, (5) Dich vu hd trg va
xuc tién.

Con theo tac gia Pao Vian Cuong (2016) ¢6 5 yéu td anh
hudng dén sy hai long cua khach hang mua sam tai siéu thi,
gom c6: (1) Chiing loai hang héa, (2) Nhan vién phuc vu, (3)
Trung bay siéu thi, (4) Mat bang siéu thi, (5) An toan siéu
thi.

Theo khao st thyc té clia nhom tac gia tai siéu thi cho
thdy lugng khach hang tham gia mua hang tai MM Mega
Market Bién Hoa it hon rat nhiéu so vdi cac siéu thi khac
nhu Co.op Mart, Big C, Lotte,... Phan 16n khach hang vao
MM Mega Market 1a mua hang si. Theo phong vén truc tiép
d6i voi khach hang tai MM Mega Market Bién Hoa thang
3/2018 cho théiy cac yéu t6 nhu Chat luvgng hang hoa, Su
phuc vu cua nhan vién, Co s& vat chat, Dich vu hd tro,
Chuong trinh khuyén mai, Gia ca c6 anh huong truc tiép dén
su hai long cta khach hang khi mua sam tai siéu thi.

Duya vao tinh hinh khéo sat thuc té cua nhom tac gia, co

s& 1y thuyét, va cac nghién ciru thue nghiém trén thé gisi va
tai Viét Nam, cac gia thuyét dugc dua ra trong nghién ciru
nay nhu sau:
- Chét lugng hang hoa:Dua vao khao st thuc té cia nhém
tac gia va cac ly thuyét vé danh gia chat lugng hang hoa ciia
Juran (1951) va Crosby (1979) thi chat lwong cta hang hoa
dén tir sy phi hop v6i nhu cau ciia khach hang. Ngoai ra
nghién cuu thuc nghém & Viét Nam cia Lé Tén Truong
(2013) cho rang chét luong hang héa 1a sy cam nhan cia
khach hang vé toan bd nhiing thudc tinh ciia hang hoa bao
g6m ban chét, dac diém, ciing nhu gié tri riéng ciia hang hoa
do, khach hang xem xét nhitng thudce tinh d6 c6 phu hop voi
nhu cau cia ho hay khong. Vi vdy, viéc dap ung dugc nhu
céu theo su ky vong ciia khach hang 1a tao ra sy hai 1ong cho
khach hang. Tir d6 nhom tac gia dua ra gia thuyét nhur sau:

HI1: Yéu t6 Chdt lwong hang héa cé anh huwong tich cuc
dén sw hai long cua khach hang mua sdm tqi siéu thi
- Su phuc vu cua nhan vién: Tinh hinh thuc té & siéu thi cho
the“iy thai d6 phuc vu va hanh vi cua nhan vién cé anh hudng
truc tiép va rat 16n dén cam nhan cua khach hang vé CLDV
siéu thi. Ngoai ra, viéc dao tao nhan vién nén dugc thuc hién
va duy tri mot cach thuong xuyén, dic biét 1a kién thuc vé
hang hoa cua siéu thi, cung cach phuc vu nhiét tinh, vui vé,
lich sy va nhanh chong. Siéu thi ciing can quan tam vé khau
tuyén dung dé xay dung d6i ngii nhan vién phuc vu c6 chat
Iugng, phu hop voi tung loai hinh cong viéc trong siéu thi.
(Pao Van Cuong, 2016). Tir d6 gia thuyét vé sy phuc vuc
duoc dua ra nhu sau:

H2: Yéu t6 Sw phuc vu cua nhdn vién co anh huong tich
cuc dén su hai long cua khach hang mua sam tai siéu thi.

- Co s& vat chat: Chu trong dén viéc nang cip co so vét chat
dac biét 1a bai gir xe phai that rong rai, dé tao khong gian
thoai mai vao nhirng ngay mua sam dong dic, dam bao dugc
viéc cung cap du chd giir xe cho khach hang. Ngoai viéc di
siéu thi nhim muc dich mua sim thi khach hang con chu
trong dén viéc tham quan, vui choi, gidi tri va dich vy an
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ubng (bao Van Cuong, 2016). Vi thé, viéc nang cao co SO
vét chat s& lam thoa méan khach hang khi tham quan mua sam
& siéu thi. Tir d6 nhom tac gia dua ra gia thuyét nhu sau:

H3: Yéu t6 Co sé vit chdt c6 anh hwong tich cuc dén su

hai long ciia khdch hang mua sdm tai siéu thi.
- Chuong trinh khuyén méi: Thyc té hién nay, hoat dong
khuyén mii dién ra & céc siéu thi cang nhiéu va phong phu
nhu: tang qua khuyén mai nhan dip sinh nhat, dip 1& tét, cac
ngay dic biét hodc tich lily diém thuong. Chuong trinh
khuyén mai phu hop v6inhu ciu ctia khach hang ciing 1a yéu
t6 anh huong khong nho dén viéc mua hang ctia khach hang,
dem lai su thich tha va théa man khi khach hang mua sém
tai si€u thi (Ngd Thi Thanh Trac, 2013). Theo khao sat thuc
té cia nhom téc gia cho thay yéu td vé chuong trinh khuyén
mai cia MM Mega Market Bién Hoa con rt it, chua c6 sirc
cubn hut véi khach hang. Tir d6 nhom tac gia cho ra gia
thuyét nhur sau:

H4: Yéu t6 Chuong trinh khuyén mdi cé anh hwong tich

cue dén sw hai long cua khach hang mua sdm tai siéu thi.
- Dich vu hd trg: Ngoai viéc di dén siéu thi mua hang hoa,
thi vi¢c cham soc khach hang sau khi mua hang ciing la mot
viéc khong kém phan quan trong. Gitip khach hang van
chuyén hang hoa, goi qua gitip khach hang 1a nhimng viéc lam
can thiét dé khach hang thay duoc tic phong lam viéc chuyén
nghiép cua doi ngii nhan vién trong siéu thi, diéu nay cang
lam tdng sy hai long cta khach hang danh cho siéu thi
(Nguyén Tai Cong Hau, 2014). B6i v6i MM Mega Market
thi dich vu hd tro 1a rit tot vi siéu thi kinh doanh si nén viéc
hd tro khach hang vé van chuyén, géi hang rat tét. Tir do
nhém tac gia dua ra gia thuyét:

H5: Yéu t6 Dich vu hé tro anh hwong tich cuc dén sw hai
long cia khdch hang mua sam tai siéu thi.

- Cam nhan vé gia ca: Theo Kaura (2012) cho rang gia hang
hoéa, san pham 1a yéu t6 quan trong anh huong dén sy hai
long cua khach hang boi vi gia 1a thong tin bén ngoai ndi 1én
chét lugng cua san phém. Giéa ca cling la cong cu tao ra sy
hap din hay day Iui khich hang khéi hang hoa (Moroe 1989
dan theo Andaleeb va Conway, 2006), dic biét khi gia ca la
thuéc do dé cho khach hang danh gia chit lugng cta hang
hoa. Ngay nay moi truong kinh doanh ngay cang canh tranh,
khéch hang luén so sanh gia ci giita cac nha cung cap
(Andaleeb va Conway, 2006) Diéu nay dwoc minh ching
théng qua phong van tryc tiép ctia nhom téc gia dbi vé khach
hang. Trén thuc té tai MM Me ga Market, mot si€u thi chuyén
cung cap mot sd lwong hang hoa 16n ra thi truong theo
phuong céch b si co thiy khach hang c6 thé mua hang duoc
nhiéu hang héa v&i gia ca phai ching. Nhung diéu nay chi
phit hop véi nhitng khach hang 1a tiéu thuong hodc nhimng
nguoi kinh doanh nhitng mac hiang ma siéu thi cung cép hoic
nhing t6 chirc mua hang véi s6 lugng 16n. Didu nay cho thay
luong khach hang mua 1¢ s& giam di dang ké vi gia ca ban I¢
cua MM Mega Market so vdi cac si€u thi khac trén dia ban
thanh phd Bién Hoa s& cao hon. Tir d6 nhém tac gia dwa ra
gia thuyét nhur sau:

H6: Yéu t6 Cam nhdn vé gid cd c6 anh huwéng tich cuc
dén sw hai long cua khach hang mua sam tai siéu thi.

M hinh dinh lwgng cac yéu t6 anh huéng dén su hai long
khéch hang vai chét Iuwgng dich vu siéu thi dugc hinh thanh.
Bién phu thudc trong mé hinh nghién ciru 1a sy hai 1ong cua
khach hang ddi véi chat lugng dich vu siéu thi. Cac bién doc
1ap trong md hinh nghién ciru gdm: (1) Chat luong hang héa,
(2) Co s& vat chét, (3) Chuong trinh khuyén mai, (4) Dich
vu hd tro, (5) Su phuc vu cua nhan vién, (6) Cam nhan vé
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gid ca. Ngoai ra, con co cac yéu to nhan khau hoc ciing can
dugc xem xét trong truong hop nghién ctru nay.

Chit hrgng hang

Céc véu tb
hoa . A

nhén khiu
hoc

Co savat chit

Chuong trinh
khu}'én mii

Dich v hé trgr

Y \ [ /

Cém nhin vé gid ci

Hinh 1. M6 hinh nghién citu dé xudt
3. PHUONG PHAP NGHIEN CUU

Phuong phép nghién ciru dugc st dung la nghién ctru dinh
tinh va dinh luong.

Nghién ctru dinh tinh: Giai doan nay st dung nghién ctru
s0 bo dé diéu chinh thang do, bo sung hay loai bo cac bién
quan sat chua hop ly. Qua trinh nghién ctru nay dugc thuc
hién chu yéu bang cach phong van cac chuyén gia, 1a nhing
nguoi quan ly ¢ siéu thi MM Mega Market Bién Hoa.
Phuong phép nay dugc nhom tac gia thuc hién bang phong
van sau (n=10) theo ndi dung da duoc nhom tac gia chuan bj
trude d6. Muc dich cua qua trinh nghién ciru dinh tinh nay
la dé xem xét, danh gia cac yéu t6 tac dong t6i sy hai long
ctia khach hang khi tham quan mua sim ma nhom tac gia da
rit ra duoc tir co s6 1y thuyét va qua trinh khao sat cac khach
hang khi mua sim tai siéu thi MM Mega Market Bién Hoa.
Céc yéu tb tac dong d6 1a: Chét lugng hang hoa, Su phuc vu
clia nhan vién, Co s vat chat, Chuong trinh khuyén mai,
Dich vu hd tro, Gia ca.

Trong d6, cac yéu t6 rat ra dugc tir Iy thuyét dugc nhom
tac gia néu ra dé cic chuyén gia xem xét, danh gia cac yéu
t6 ndy c6 that sy anh huong dén sy hai 1ong cta khach hang
& siéu thi ciia ho hay khong. Néu yéu td nao ma cac chuyén
gia nhan thiy kém phan quan trong c6 thé loai bo khoi mo
hinh, va dong thoi ¢ thé bd sung thém mot vai yéu t con
thiéu sot.

Nghién ctru dinh lugng: Nghién ctru nay da tinh kich
thudc miu nghién ctru dya theo nguyén tic: sd bién quan sat
(c& mau) it nhat phai bang 4 hodc 5 1an s6 bién. Trong nghién
ctru ¢6 6 bién doc 1ap, trong d6 c6 30 bién quan sat va 1 bién
phu thudc. Nhu vdy mau tdi thiéu ma phai la 30*5 = 150.
D6i voi hoi quy boi hay hdi quy da bién, mau tdi thiéu duoc
tinh bang cong thirc: 50+8*p (p la s6 bién doc lap)
(Tabachnick va Fidell, 2007). Trong nghién ctru nay c6 6
bién doc 1ap thi s6 lugng mau tdi thiéu 50 + 8*6= 98 do do
cong thie trén twong dbi phu hop néu p < 7 (Green, 1991).
Nghién ctru nay st dung ca phuong phap phan tich nhan t6
kham pha EFA va phuong phap hoi quy tuyén tinh. Nhom
tac gia tong hop ca ba yéu cau trén di quyét dinh tién hanh
phat ra 300 phiéu khao sat. Sau d6 thu vé 298 phiéu, trong
d6 c6 287 phiéu 1a hop 1&.

Dit liéu thu thap sau khi lam sach dugc phan tich bang
phan mém SPSS nhiam kiém dinh chét lugng thang do, mirc
d6 phti hop ctia m6 hinh, céc gia thiét trong mo hinh nghién
ctru. Thang do luong cac khai niém nghién ctru gdm: Chat
luong hang hoa, Co so vat chit, Chuong trinh khuyén mai,

Dich vu hd trg, Sy phuc vu ciia nhan vién, Cam nhan vé gia
ca va Sy hai ong cua khach hang. bién quan sat thiét ke theo
thang do Likert 5 diém v6i 1-hoan toan khéng dong y dén 5-
hoan toan dong y.

4. KET QUA NGHIEN CUU

4.1 Thong ké md ta miu theo cic dic diém ca nhén cia
khach hang

Két qua ¢ Bang 1 cho thay mau khao sat du diéu kién dai
dién cho tong theé nghién ctru.

Bing 1. Théng tin vé doi twong diéu tra

MAu n=287 Tn suat %
Nam 93 324
Nit 194 67.6
Dudéi 22 tudi 52 18.1
Tir 22 dén 35 tudi 155 54.0
Tir 36 dén 45 tudi 45 15.7
Trén 45 tudi 35 12.2
Poc than 152 53.0
Tinh Zﬁggﬁ gia dinh, chua 30 105
;%arilﬁhﬁn z?élap gia dinh, c6 con 65 26
Dudi 2 triéu 14 49
Tir 2 dén 5 triéu 70 24.4
Tir 5 dén 10 triéu 145 50.5
Trén 10 triéu 58 20.2
Phé thong 33 11.5
Trinh do Trung”cép 28 9.8
vian héa Cao dang — Dai hoc 206 71.8

Sau dai hoc 20 7.0
Ngu&n: Piéu tra thuc té ciia nhém tac gid (03/2018)
4.2 Kiém dinh dp tin cdy ciia thang do

Thang do duoc dénh gia va sang loc bang phurong phap
danh gia d6 tin cdy Crombach’s Alpha. Két qua phan tich
trong Bang 2 cho thdy cac bién déu dam bao d¢ tin cdy
(Crombach’s Alpha >0.6; Hé sb tuong quan bién tong cua
timg thanh phan >0.3 (Tho, 2011)).

Bing 2. Cronbach’s Alpha ciia cdc bién quan sat
Thang do D6 tin cay Cronbach’s Alpha

Chit lrgng hang héa 0.902
Sw phuc vu ciia nhan vién 0.897
Co sé vat chit 0.903

Cam nhan vé gid ca 0.853
Chwong trinh khuyén mii 0.896
Dich vu hd tro 0.783

Sw hai long 0.795

Nguon: Diéu tra thie té ciia nhém tc gia (03/2018)
4.3 Phéin tich nhan t6 kham pha EFA

Sau khi loai 1 bién khong phui hop, cac thang do da dugc
kiém dinh hé sb tin cdy Cronbach’s Alpha trén duoc dua vao
sir dung trong phan tich nhan t6 kham pha EFA véi phuong
phap trich “Principal Component” va phép xoay vuéng goc
Varimax.
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Bing 3. Két qui EFA cho cdc bién déc ldp

Thang do

Co 56 vit chat, Cronbach’s Alpha = 0.903

Bang chi dan hang hoa, gia ca diy du
va 10 rang
Khu vyre nha vé sinh ¢6 bang chi dan, 0.88
rong rai va sach sé
Khoéng gian bén trong siéu thi dep,
[©:)%07) | Kkhang trang, rong rai. Khu vuc dé se 0.815
déy hang hoa thuén tién
Bii giir xe rong rai, thuan tién 0.771
He t?éng 4m thanh, anh sang trong siéu 0760
thi tot
- Khu virc mua sim sach s&, thoang mét,
(O\Y ek cac quay, ké , tu duoc thiét ké thuan 0.758
tién va dwoc trung bay bit mét
it lwong hang héa, Cronbach’s Alpha = 0.902

Hang hoa luén dy du, khong thiéu
hang
Hang hoa c6 nguon goc, xuat Xur 10 rang

CL5

M 2 nhin mic 3y di Lh
Hang hoa da dang, nhidu mét hang méi 0.808
cho khach hang Iya chon :

[F@ I Hang hoa dam béo an toan thyc thim 0.770

CL2 Hang héa dam bao con han st dung cho 0737

phép
Sw phuc vu, Cronbach’s Alpha = 0.897

SPV5 Nhan vién vui vé, lich sy trong giao tiép 0.866

SPV1 I\{han vién siéu tI}; nhzfnh nhen, luén san 0.858
sang phuc vu khach hang

SPV4 N‘han vién s1~eu thi an mac lich su (gon 0.830
gang, sach s¢€)

SPV3 Nhan vién c6 kién thie nghiép vu cao 0.790

SPV2 Nhan vién si€u thi san sang giai dap tan 0773

tinh céc thic méc ctia khach hang
Dich vu hé tro, Cronbach’s Alpha = 0.783
Dich vy tri 4n khach hang hing nim
VT ctia siéu thi duge thuc hién kha tét
Dich vu giao hang cua siéu thi dugc

AR thec hién kha bt , 0.800
Dich vu giao hang ctia siéu thi rat tién

RGN 10i cho khéch hang Bl

DVHT3 Dich vu g6i qua cua si€u thi rat thuén 0.680

tién cho khach hang

0.906

thi hiéu nguoi tiéu dung
CTKM SO lugng hang khuyén mai du dap tmg
0.896
4
CTKM 1 N ma
2 san pham cua si€u thi hap dan
Cdam nhdn gid cd, Cronbach’s Alpha = 0.853

Chuong trinh khuyén mii, Cronbach’s Alpha = 0.884
trong thoi gian dién ra churong trinh
khuyén mai
Gié ca mot s6 hang héa mang thuong
hi¢u MM c6 tinh canh tranh, hgp voi

Céc churong trinh ting snar phdm dinh
CTKM 5 o O 2 L AR 5 as
3 kém cua siéu thi hap dan phu hop véi
Céc chwong trinh khuyén mai giam gid
nguoi tiu dung

0.852
Duy tri gi4 binh 6n trén thi trrdng 0,808
Gia ca hang hoa ¢ siéu thi MM tuong

xung voi chét luong 0.769

Nguon: Diéu tra thiec té ciia nhém tc gida (03/2018)
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Két qua kiém dinh cho thay phan tich nhan t6 1a phu hop,
hé s6 KMO = 0.855 véi gia tri sig = 0.000. Tong phuong sai
trich 14 72.019%. Vi vay, phuong phap EFA dugc dung trong
nghién ctru nay la phu hop.

Bing 4. Két qua EFA cho bién phu thugc

HE so tai
nhan to

0.872

Thang do
sat
~151620 Toi s€ tiep tuc dén mua sam tai siéu thi

SHLI1 To1 cdm tha}y hAal lopg khi tham quan, 0.846
mua sam tai siéu thi

SHL3 TL01 s gidi th1<?u nguoi khac dén mua 0.807
sam tai siéu thi

Phwong sai trich (%): 70.946
KMO: 0.695

Mikc y nghia kiém dinh Bartlett’s: 0.000
Nguon: Diéu tra thiec té ciia nhém tdc gid (03/2018)

Béng 4 cho thdy 3 bién quan sit dugc gom thanh mot
nhom. Hé s tai nhan t6 déu >0.5. Phuong sai trich bang
70.946% (>50%); va KMO =0.695 (>0.5) nén phan tich
nhan t6 1a phi hop.

4.4 Phan tich hdi quy

Phan tich hdi quy dugc thuc hién bang phuong phap
Enter (dwa bién vao mot luot). Kiém dinh hé s6 R hiéu chinh
Adjusted R Square (danh gia sy phu hgp ctia mo hinh) va
kiém dinh F (kiém dinh d¢ pht hop ctia mo hinh) dé danh
gia két qua md hinh hoi quy tuyén tinh boi. Sau khi tién hanh
phan tich trong quan, két qua cho thdy mé hinh hdi quy dwoc
xdy dung la phu hop.

Biéng 5. Phan tich cdc hé s6 hoi quy
R? hi¢u
chinh

0.700

Sai s6
chuin cia
woc lwong

0.42028

0.840a 0.706

Nguon: Diéu tra thiec té ciia nhém tdc gid (03/2018)
Tir két qua hdi quy cho ta thiy, gid tri R? higu chinh =
0.706 cho ta biét cac bién doc 1ap trong md hinh c6 thé giai
thich dugc 70.6% su thay ddi cua bién phu thude. Tri s6 F=
112.147 va muc y nghia Sig = 0.000 cho thdy mé hinh hoi
quy phu hop véi dit liéu thuc té thu thap dugc va cac bién
dura vao déu co y nghia théng ké ¢ mirc y nghia 5%.
Bing 6. Két qua héi quy

Hé s6 chua chuin
Mo héa
Do 1éch
chuan

-0.067  0.155 -0.435  0.664
0.151 0.027 0.204 5.673 0.000
0279  0.028  0.401 9.966  0.000
0.191 0.037  0.180  5.145  0.000
0.186  0.035  0.185 5300  0.000
0.195  0.039  0.187 4996  0.000
0.083 0030  0.105 2725  0.007

Nguon: Diéu tra thiec té ciia nhém tdc gid (03/2018)
Cac gia thuyét déu c6 hé sb Sig = 0.000 (riéng bién Cam
nhén vé gia ca co hé ) Sig =0.007), cac hé s6 Beta cua gia
thuyét H1, H2, H3, H4, H5, H6 déu duong nén déu cé tac
dong thudn chiéu dén su hai long cua khach nén cac gia
thuyét trén déu duoc chap nhan. Bén canh d6, hé s6 phong
dai phuong sai (VIF) cua tirmg nhan t6 c6 gi tri nho hon 10
chimg t6 mo hinh hoi quy khong bi hién tugng da cong
tuyén. Céc gia dinh phan phdi chuin khong bi vi pham.
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Kiém dinh T-test vi ANOVA cho thiy cac dic diém ca
nhan cta khach hang khong c6 su khac biét ddi véi su hai
long cta khach hang, bao gém Gi6i tinh, Do tudi, Tinh trang
hén nhan, Thu nhép va Trinh d6 van hoa.

5. THAO LUAN VA HAM Y QUAN TRI
5.1 Théao luan

Két qua phan tich hdi quy di xac dinh dwoc sy hai long
ctia khach hang tham quan mua sam tai siéu thi MM Mega
Market Bién Hoa chiu tic dong ctia 6 nhan t6 chinh bao gom:
Chat lugng hang hoa (Beta = 0.401), Co s6 vat chit (Beta =
0.204), Chuong trinh khuyén mai (Beta = 0.187), Dich vu hd
tro (Beta = 0.185), Su phuc vu cua nhan vién (Beta = 0.180)
va Cam nhan vé gia ca (Beta = 0.105). Trong d6, nhan t6
Chat lugng hang héa ¢6 tac dong manh nhat dén sy hai long
ctia khach hang tham quan mua sdm tai siéu thi.

Chit lwong hang héa: Chat lwgng hang héa c6 dnh
hieong tich cue dén sw hai long ciia khdch hang mua sam tai
siéu thi. Két qua nghién ciru phit hop véi két qua nghién ctru
ctia Juran (1951), Crosby (1979) va nghién ctru cia Lé Tan
Trudng (2013).

Co s6 vat chit: Co so vt chat ¢6 anh hudng tich cuc dén
sw hai long ciia khdach hang mua sam tai siéu thi. Diéu nay
pht hop véi nghién ctiru ciia BPao Van Cuong (2016).

Chuong trinh khuyén méi: Chuong trinh khuyén mai c6
danh hwong tich cyee dén sw hai long ciia khdch hang mua sam
tai siéu thi. Két qua nghién ctru phit hop véi nghién ciru cua
Ng6 Thi Thanh Trac (2013).

Dich vu hd trg: Dich vu hé tro anh hiong tich cuc dén
sw hai long ciia khach hang mua sam tai siéu thi. Két qua
nay dong quan diém véi Nguyén Tai Cong Hau (2014).

Sw phuc vu ctiia nhan vién: Sy phuc vu cia nhan vién co
danh hwong tich cyee dén sw hai long ciia khdch hang mua sam
tai siéu thi. Két qua nay pht hop vi quan diém ciia Dao Van
Cuong (2016).

Cam nhin vé gia ca: Cam nhdn vé gid cd cé anh huong
tich cuc @én su hai long cua khach hang mua sdm tai siéu
thi. Két qua nay dong quan diém v6i Andaleeb va Conway
(2006), Kaura (2012), Dhamarlingam va Kanna (2011).

5.2 Ham y quén tri

Két qua nghién ctru nay déng gop cho cc nha quan tri &
siéu thi c¢6 cai nhin cu thé hon vé sy hai 1ong ctia khach hang.
Ttr d6, ho s€ co nhiing phuong thirc quan ly ciing nhu nhiing
céi tién phu hop hon dé tang sy hai long cua khach hang
tham quan mua sm tai si¢u thi. Cu the ‘nhu sau:

Chiit lwgng hang héa: Day 1 yéu t6 tac dong manh nhat
dén su hai long cua khach hang. Siéu thi can ddu tu cai thién
hé thong kiém tra du vao ciing nhu hé thong kiém tra chat
luong va han sir dung cua hang héa. Da dang héa cac san
pham bay bén tai siéu thi v6i nhan méc, ngudn gbe xuat xir
hang hoa phai ro rang.

Co s6 vit chit: O yéu té nay, siéu thi nén bd sung thém
mot s6 may ATM cua nhiéu ngén hang khac nhau dé tién
cho khach hang thanh toan trong qua trinh mua sam tai siéu
thi. Va ciing can dau tu xay dung hé thong vui choi giai tri
tai siéu thi nhu rap chiéu phim, cc quay nudc giai khat... dé
thu hut nhiéu khach hang hon trong tuong lai.

Chuong trinh khuyén mai: D4i vai yéu tb nay, siéu thi
cén cung cap nhanh chong, kip thoi cac thong tin ddy du dén
v6i khach hang vé thoi gian dién ra chuong trinh khuyén
mii, ciing nhu cung cép du lugng hang hoa trong qué trinh
d6. Va dic biét nén d6i mai lién tuc cic hinh thire khuyén

mai dé danh vao tam 1y thi hiéu ctia nguoi tiéu dung thong
minh nhu ngay nay.

Dich vu hé tre: Siéu thi can quan tdm chit ché hon dén
bd phan giao hang ciling nhu bo phan hdu mai hon nita. Viéc
cham soc khach hang tét 1a chia khoa dé mo cac canh cua sy
hai long cua khach hang vai si€u thi.

Sw phuc vu ciia nhan vién: Nhan vién 12 b mat cta siéu
thi, chinh vi thé viéc dao tao bd sung cac kién thue cling nhu
céc ki nang mém cho nhén vién 1 rit quan trong. Bén canh
do ciing nén tao mdi truong lam viée tot dé nhan vién phat
trién duoc ban than caa ho.

Cim nhdn vé gid cd: Dé ting cuong su hai long cua
khéach hang vai si€u thi thi ngoai viéc duy tri cac muc gia
binh 6n thi truong nén ¢ cac chién luge vé gia ca uu dai
tuyét d6i cho khach hang.

6. KET LUAN

Bang mé hinh kinh té lugng v&i bo dir lidu khao sat gom
287 khach hang mua sam tai siéu thi va két qua nghién
cuu cho thz‘iy co 6 yéu t6 anh huong dén sy hai long cua
khach hang gdm:(1) Chat lwvgng hang héa, (2) Coso vt chat,
(3) Chuong trinh khuyén mai, (4) Dichvu hé trg, (5 ) Su phuc
vu ctia nhén vién, (6) Cam nhan vé gia ca. Nhirng yéu t6 nay
tuy khong mai nhung ciing s& dong gop ve ly ludn va thuc
tién cho cac nha quan tri trong viéc nang cao su hai long cua
khach hang d6i v6i chit lugng dich vy siéu thi.
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