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Nghién citu nham xdc dinh cdc nhan té anh hwéng dén su hai long cua Khdch
hang tai chudi cira hang tién loi Vinmart+ trén dia ban thanh phé Thanh Hod. Ca hai
phwong phdp nghién ciru dinh tinh va dinh lwong déu dwoc dp dung. Két qua phdn tich
530 mau khao sdt thu thdp triec tiép tir khdch hang cho thdy ¢é 5 yéu té anh hwong dén
sw hai long cua khdch hang, diroc sap xép theo thir ti giam dan: 1) Su phit hop gid ca
2) Nang luc phuc vu 3) Sy cam thong 4) Su tin cdy, va 5) Phwong tién hiu hinh. Két
qud théng ké mé ta ciing cho thdy khdch hang hai long ¢ mirc vira phdi Véi cdc yéu té
anh hwong dén sw hai long. Nghién ciru da dé xuat mgt sé gidai phdp ndng cao sw hdi
long cua khdch hang tai chudi cira hang tién loi Vinmart+ tgi Thanh Hod theo tung
nhém yéu té anh huwong & trén.

Twr khoa: Su hai long cua khdch hang, siéu thi, VinMart+.

1. PAT VAN BE

Thi trudng ban 1¢ Viét Nam hién nay dugc cho 14 thi truong c6 tiém nang phat trién
lau dai. Hé thdng siéu thi trong nudc ra doi va phat trién nhanh chong, hon nita ngay nay
v6i chinh sach mo cua thi truong, Viét Nam s€ mé ctra hoan toan thi truong dich vu ban
1¢, s luong siéu thi nudc ngoai ngay cang nhidu. Khach hang dang dan mua sdm mot cach
chuyén nghiép, can nhic ky ludng cac quyét dinh mua hang ctia minh va ngay cang tro
nén “kho tinh” hon vé chét lugng dich vu. Vi vy, dé ¢6 thé thanh cong va phat trién bén
vitng trén thi truong ban 1¢, cac doanh nghiép can ning cao chét lugng dich vu béan 1¢,
thong qua d6 nang cao su hai 1ong cta khich hang hon tao sy khac biét voi cac ddi thu
canh tranh cung nganh.

Puogc ra doi dau tién ké tir nam 2014, hé thong cira hang tién loi VinMart+ truc
thudc tap doan VinGroup, da va dang phat trién khong ngimg tré thanh doanh nghiép ban
1¢ dugc moi nguoi biét dén va tin dung vao dich vu ctia don vi. Ping truéc nhiing thach
thie vé su canh tranh va yéu cau ngay mot ting cua thi trudng, nghién ciru va phat trién
dé dap mg va thoa man sy hai 1ong cta khach hang chinh 1 budc tién quan trong trong
viéc xdy dung 10ng trung thanh ctia khach hang, qua d6 phat trién thi trudng mot cach lau
dai va 6n dinh.
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2.CO SO LY THUYET VA PHUONG PHAP NGHIEN CUU
2.1. Co s 1y thuyét
2.1.1. Khai niém dich vu

C6 nhiéu quan diém va cach dinh nghia khac nhau vé dich vu. Theo Zeithaml &
Britner (2000), dich vu la nhitng hanh vi, qua trinh, cach thuc hién mot cong viéc nao do
nham tao gia tri str dung cho khach hang lam thoa man nhu cau va mong dogi cua khach hang.
Theo Kotler & Armstrong (2004), dich vu l1a nhitng hoat dong hay loi ich ma doanh nghiép
c6 thé cong hién cho khach hang nham thiét 1ap, cung ¢d va mé rong nhitng quan hé va hop
tac lau dai voi khach hang.

2.1.2. Chdt luong dich vu

Theo Lehtinen (1982) thi chét luong dich vu phai dugc danh gia trén hai khia canh,
(1) qua trinh cung cip dich vu va (2) két qua cua dich vu. Gronroos (1984) ciing dé nghi
hai linh vyc ctia chat luong dich vu, d6 1a (1) chit lugng k¥ thuat va (2) chit lugng chirc
ning. Chat luong k¥ thuat lién quan dén nhiing gi duoc phuc vu va chét luong chirc ning
noéi lén chung dugc phuc vu nhu thé nao. Parasuraman & cong su (1985, 1988, 1991) danh
gia chét lugng dich vu dya trén mo hinh nam khoang cach va dua ra nam thanh phﬁn chét
luong dich vy, goi tat 1a SERVQUAL, thang do nay dugc cac nha nghién ctru danh gia la
kha toan dién (Svensson, 2002).

2.1.3. Cac mo hinh danh gia chat lwong dich vu
M6 hinh danh gid chdt lwong ky thudt/chirc ndng ciia Cronroos (1984)

Theo mé hinh nay, chat luong dich vu dugc dédnh gia bang cach so sanh giira gia tri
ma khach hang mong doi trudc khi st dung dich vu va gia tri ma khach hang nhan duoc khi
su dung dich vu. bé do luong chét luong dich vy, Gronroos da dua ra ba tiéu chi: chét lugng
k¥ thuat, chét lugng chirc nang va hinh anh.

Mo hinh khoang cach chat luwong dich vu cua Parasuraman va cong sw (1985)

Parasuraman va cong su (1985) cho rang: Chat lwong dich vu 1a khoang cach gitra sy
mong doi (ky vong) cia khach hang va nhan thuc (cam nhan) cua ho khi st dung dich vu.
MBS hinh chét luwong dich vu dugc xay dung dua trén sy phan tich cac khoang cach chét luong
dich vu.

Pén nam 1988, mé hinh nay dugc dat tén 1a mé hinh SERVQUAL dung dé danh gia
cam nhan cua khach hang vé chat lugong dich vu va rat bot 10 déc tinh chét luong dich vu
thanh 5 dic tinh chat lugng dich vu (tin cdy, dap ing, nang lyc phuc vy, déng cam va phuong
tién hiru hinh).

M6 hinh danh gid diea trén két qua thiee hién ciia Cronin va Taylor (1992)

Cronin va Taylor (1992) di 1ap luan rang khung phan tich theo mé hinh SERVQUAL
clia Parasuraman va cong su (1985) d& gdy nham l4n giita sy hai 1ong va thai do ciia khach
hang. Theo do, chét luong dich vu dugc danh gia chi thong qua nhan thirc cia khach hang
ma khong c6 danh gia vé chat lugng dich vu trong su ky vong ciia khach hang, khong c6
trong s6 cho tung thanh phﬁn chét luong dich vu.
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2.1.4. Chat luong dich vu ban 1é

Mot s6 nha nghién ctru xem chét lwong dich vu ban 1é ciing gidng nhu chat luong dich
vu va cling c6 mot sé nguoi khac lai phan biét ching (Gaur va Agrawal, 2006) vi cac cira
hang ban 1é cung cip ca 2 loai hinh, vira dich vu vira hang hoa (Siu va Cheung, 2001). Cach
t6t nhat dé miéu ta mot doanh nghiép ban 1¢ 1a nghi vé né nhu mot thé lién tuc khong co két
thuc véi san phém hang hoéa hitu hinh va dich vu la hang hoéa v6 hinh. Chét Iuwong dich vu la
rat quan trong dbi v&i moi khia canh cua viéc kinh doanh va nd giup tao ra mdt hinh anh tich
cuc cho thuong hi¢u ban 1¢ (Swoboda va cong su, 2007). Vi thé, dich vu khach hang phai
duoc dit vao trong tAm ca mot doanh nghiép ban 1é thanh cong, 1a diéu gdy dung nén su
trung thanh cta khach hang.

2.1.5. Sy hai long cua khach hang

Theo Zeithaml & Bitner (2000), sy hai long ctia khach hang la sy danh gia cua khach
hang vé mot san phém hay mot dich vu da dap ing dugc nhu cu va mong doi cua ho. Kotler
(2000), dinh nghia “Swy hai long nhuw la mét cam gidc hai long hogc that vong cua mot nguoi
bang két qua ciia viéc so sanh thuwc té nhan dwge ciia san pham (hay két qua) trong méi lién
hé voi nhitng mong doi cua ho”.

2.1.6. Moi quan hé giita sy hai long va chat lwong dich vu

Chat luong dich vu va sy hai long tuy 1a hai khai niém khac nhau nhung c6 lién hé
chdt ch€ vdi nhau trong nghién ctru vé dich vu (Parasuraman va céac cong su 1988). Cac
nghién ctru trude day da cho thiy chét luong dich vu 1a nguyén nhan dan dén su thoa méan
(Spreng va Taylor, 1996). Cac nghién ctru di két luan rang chat luong dich vu 1a tién dé cia
su thoa mén (Spereng va Taylor, 1996) va la nhan t6 chii yéu anh huong dén sy théa man
(Ruyter va Bloemer, 1997; Zeithaml & Bitner, 2000).

2.1.7. M6 hinh nghién civu dé xudt

bé tai nghién ctru dya trén bd ti€u chi danh gia dya trén thang do chét luon g dich vu
ban 1¢ cua Dalholkar va cong sur (1996), va nghién ciru ctia Nguyén Thi Mai Trang (2006)
dwa trén nén tang nghién ciru ciia Parasuraman (1985), két hop v6i nghién ctru ciia V6 Minh
Sang (2015) dé dua ra cac yéu t6 méi anh huong dén sy hai long cia khach hang phu hop
voi thi truong ban 1€ tai Thanh Ho4, bao gém: Phuong tién hitu hinh, Sy tin cdy, Nang luc
phuc vu, Kha nang dép tmg, Su cam thong, va Su phul hop gia ca. Tir do, tac gia dé xuat mo
hinh nghién ctru nhu sau:

Phuong tién hitu hinh Kha nang dap
Sw hai long
Tin cay cua khach Cam thong
hang
Nang luc phuc vu Su phu hop gia

Hinh 1. M hinh nghién ciru dé xuit
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2.2. Phwong phap nghién cau

Nghién ctru dugc thyc hién thong qua 02 bude: (1) Thuc hién phong vén truc tiép
12 d6i twong gém 2 quan 1y va 10 khach hang ciia Vinmart® thong qua bang cau hoi chi
tiét theo phuong phap 1y mau thuan tién dé diéu chinh va xac dinh lai ciu tric thang do;
(2) Thyc hién phdng van truc tiép 600 khach hang c6 su dung dich vu mua sdm tai
Vinmart® dia ban thanh phd Thanh Hoa dé kiém dinh mé hinh va céac gia thuyét nghién
ctru. Thoi gian khao sat tir thang 6 - 8/2021.

Dir liéu duoc ma hoa va lam sach b?mg phén mém SPSS 20.0. Dt liéu thu thap tur cac
dbi tugng khao sat dugc sir dung dé danh gia thang do bang cong cu phan tich do tin ciy
(Reliability Analysis) thong qua hé s6 Crobach’s Alpha, phan tich nhan t6 kham pha EFA
(Exploratary Factor Analysis), mé hinh hdi quy tuyén tinh (Linear Pregression Analysis) dé
kiém dinh mé hinh va cac gia thuyét nghién ctru. Trong nghién ctru nay tac gia sir dung
thang do Likert cho diém tir 1 dén 5 dé do luong cac bién quan sat.

3. KET QUA NGHIEN CUU VA THAO LUAN
3.1. Théng ké mé ta miu nghién ctu

S6 luong bang cau hoi ban dau dugc phat di dé khao sat 1a 600 bang. Tuy nhién sd
lugng bang cau hoi thu vé va hop 1€ 1a 550. Sau do, bang cau hoéi thu thap dugc sang loc va
kiém tra tinh hop 1¢ ciing nhu pht hop véi tiéu chudn pham vi nghién ctru thi sb lugng bang
cau hoi con lai duoc dua vao xtr 1y 14 530 bang. S6 luong bang cu hoi con lai hoan toan phu
hop voi mau xac dinh trong thiét ké nghién ctru. Dir li¢u dugc ma hoa, 1am sach va phan tich
thong qua phan mém SPSS.

Phan loai 530 dap vién theo gidi tinh, d6 tudi, nghé nghiép, thu nhap trung binh. Thong
tin thong ké thu thap dugc nhu sau:

Bang 1. Thong tin chung ciia cac ddi twong duwoc diéu tra

Chitiéu | S6nguoi] (%) Chi tiéu | S6 nguoi| Ty trong

1. Gigi tinh 3. Nghé nghiép

Nir 348 65,66 | CBCNV co quan nha nu¢c 156 24,43

Nam 182 34,34 | Kinh doanh 130 24,52
Cong nhan 112 21,13
Khac 132 24,9

2. Tudi 4. Thu nhap TB

Dudi 25 tudi 90 16,98 | Duéi 5.000.000 VND 174 32,83

Tu25-40tu6i | 312 58,87 | Tur5 - 10.000.000 VND 308 40,81

Trén 40 tudi 128 21,15 | Trén 10.000.000 VND 48 9,06

Nguon: Sé liéu diéu tra va phan tich trén phan mém SPSS

Két qua bang 1 ta thay rang s6 ngudi dugc phong van chii yéu 1a nit (chiém gan 2/3 trén

t6ng s6 nguoi), didu nay dé hiéu boi cong viéc mua sim do dung gia dinh hang ngay thi theo
tap quan ctia nguoi Viét Nam 1a phu nir dong vai trd chu dao. Ve lra tudi, do tudi tir 25 - 40
chiém da s6 (58,87%), day 1a Itra tudi can phai thuong xuyén mua sim nhat cho gia dinh va
con cai cta ho. V& nghé nghiép dugc phan bd gan nhu dong déu cho tat ca cac nganh nghé, co
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thé noi day 1a ctra hang tién loi, mua sam db tiéu ding hang ngay nén tét ca cac ddi twong déu
¢6 thé can mua. Thu nhap trung binh phé bién nhat 14 tir 5 - 10.000.000 triéu, ddy 1a nhém phd
bién nhat hién nay tai thanh phan Thanh Hoa.

3.2. Kiém dinh dd tin cdy cia cac thang do bang Cronbach's alpha

Két qua phan tich do tin cay cua thang do cic nhan t anh hudng dén sy hai 1ong cua
khéc hang dén chat luong dich vu cua chudi cira hang tién loi Vinmart® tai thanh ph6 Thanh
Hoa cho thay tat ca cac bien trong thang do déu phu hop, va duoc st dung tiep de dua vao
phan tich phan tich nhan t6 kham pha (EFA) nham kiém dinh thang do.

Bang 2. Téng hop hé sé6 Cronbach’s Alpha ciia cac bién quan sat

Factors Number of variables Cronbach’s Alpha
PTHH (Phuong tién hitu hinh) 7 0.892
TC (Tin cay) 7 0.844
DU (Bép ting) 6 0.845
PV (Phuc vu) 6 0.851
CT (Cam thong) 6 0.884
GC (Gia ca) 4 0.860
HL (Hai long) 5 0.767

Nguon: Xir Iy SPSS

Két qua phan tich ma tran xoay 1an 2 v&i 34 bién doc 1ap (sau khi loai bién TC4 va
PV6 & lan xoay ma tran lan 1) dugc chia lam 6 nhom nhan to nhu ban dau, khong c6 nhém
nhan t0 mai dugc tao ra, cac bién déu co6 h¢ so Factor loading 16n hon 0,5 cho thay phan tich
nhan t6 1a phu hop.

3.3. Kiém dinh mé hinh cac nhn t6 dnh hwéng dén sy hai 1ong ciia khac hang dén
chat hegng dich vu cia chudi cira hang tién lgi Vinmart* tai thanh ph6é Thanh Héa

Tir mo hinh 1y thuyét nghién ctru cic nhan t6 anh huong dén sy hai long cua khach
hang, cac nhan t6 nay bao gom 6 nhom nhan to: (1) Phuong tién hiru hinh; (2) Tin cay; 3)
Nang lyc phuc vy; (4) Bap ung; (5) Cam thong va (6) Su phu hop gia ca. Dé uéc lugng cac
tham s6 trong mé hinh, cac nhan t6 tac dong dén sy hai 1ong ctia khach hang duoc tinh toan
bang tong cac bién quan sat cua ting yéu t6. Phuong trinh hdi quy str dung phuong phap
binh phuong nho nhat, véi phuong phap ENTER, do tinh chat nghién ciru 1a kham pha. Céc
chi tiéu dugc lya chon trong kiém tra gia thuyét hoi quy bao gom: hién tugng da cong tuyen
(VIF < 3); kiém dinh White véi muc y nghia p > 0,05 (d9 tin cay 95%) dé dam bao khong
¢6 hién tugng da cong tuyén va hién tugng phuong sai thay doi khong xuat hién.

3.3.1 Kiém dinh mirc do phu hop cua mé hinh

Bang 3. Tém tit hé sé hdi quy (Model Summary®)

Model| R |R Square |Adjusted R Square | Std. Error of the Estimate |Durbin-Watson
1 .728* |.529 515 .28593 1.846
a. Predictors: (Constant), GC, PV, TC, CT, HH, DU
b. Dependent Variable: HL

Nguon: Két qua tir xiz Iy s6 liéu diéu tra cia tac gia

125



TAP CHi KHOA HQC TRUONG PAI HQOC HONG PUC - SO 60.2022

Gia dinh vé tinh doc 1ap ciia phan du ciing khong bi vi pham thé hién qua hé s6 Durbin-
Watson bang 1.846 nam trong khoang tir 1 dén 3. Theo Hoang Trong va Chu Nguyén Mong
Ngoc (2008), néu 1 < d < 3 thi két ludn mé hinh khong c6 tu twong quan phan du, néu0<d<1
thi két luan mo hinh ¢6 ty twong quan duong, néu 3 < d < 4 thi két luAn md hinh c6 tu tuong
quan 4m. Vi vy, c6 thé két luan tinh doc 14p cua phan du da duoc bao dam.

Muec do phu hop ciia mé hinh

Két qua danh gia gia tri R? ¢ trén cho biét dugc md hinh hdi quy tuyén tinh da xay
dung 1a pht hop khi 52,9% su thay d6i ctia bién phu thudc duoc gii thich bang 6 bién doc
1ap trong mo hinh. Tuy nhién dé c¢6 thé suy dién mé hinh nay thanh mé hinh cta tong thé ta
can phai tién hanh kiém dinh F thong qua phan tich phuong sai.

Theo két qué trong bang 4 phan tich phuong sai (ANOVA) cho thay Sig.= 0,000 < 0,05.
Nhu vy, mé hinh cic nhan t6 tac dong dén sy hai long ciia khach hang phu hop véi dit lidu
thuce té nghién ctru. Hay néi cach khac, cac bién doc 1ap co lién quan tuyén tinh véi cac bién
phu thudc véi mue do tin cay 95%.

Bang 4. Phan tich phwong sai (ANOVAP)

Model Sum of Squares df Mean Square F Sig.
1 Regression 17.744 6 2.957 36.174 .000?

Residual 15.779 523 .082

Total 33.523 529

a. Predictors: (Constant), GC, PV, TC, CT, HH, DU

b. Dependent Variable: HL
Nguon: Két qua tir xir Iy s6 liéu diéu tra cua tdc gia

3.3.2. Két qua phan tich héi quy nhw sau
Bang 5. Bang hé sé hai quy (Coefficients?)

Hé s6 chua Hésd |Giatri| A £
chuin hoa chuan hoa| t Much Thong ke da cong tuyén
Mo hinh T nghia — — -
Trpng so | Do chh Beta Sig. He SO |H¢ so phong dai
hoi quy | chuan chap nhan | phuong sai VIF
1 |Hangsd| .382 222 1.722 | .087
HH 101 .035 157 | 2.902 | .004 .833 1.201
TC 133 .036 191 | 3.756 | .000 947 1.056
PV .200 .036 310 | 5.553 | .000 781 1.280
DU .065 .036 099 | 1.797 | .074 799 1.252
CT 134 031 223 | 4.362 | .000 930 1.076
GC 213 .031 354 | 6.810 | .000 902 1.108

a. Dependent Variable: HL
Nguon: Két qua tir xiz Iy sé liéu diéu tra cia tdc gia
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Két qua kiém dinh cac gia dinh cia mo hinh hdi quy it ra tir phwong phap ENTER
cling cho thiy cac gia dinh khong bi vi pham va khong ¢ hién tuong da cong tuyén vi VIF
nho hon 3.

Két qua tir bang 5 cho thiy chi c6 5 bién doc 1ap (bao gdm: phwong tién hitu hinh, tin
cdy, nang lyc phuc vu, cam théng, sy phit hop gia ca cia mé hinh c6 ¥ nghia thdng ké vi ¢6
gid tri Sig. < 0,05(6 mirc do tin cdy dat 95%), hon nita cac hé s hoi quy nay déu > 0, co
nghia, chung déu c6 tac dong duong; con ddi véi bién: dap ung khong c6 ¥ nghia thong ké
do ¢6 Sig. = 0,074 (> 0,05) do d6 Pap tng duoc xem 1a khong c6 anh hudng dén sy hai long
ctia khach hang ddi véi chat lwong dich vu cua chudi cira hang tién lgi Vinmart® trén dia ban
thanh phd Thanh Hoa.

Phuong trinh hdi quy ¢6 dang nhu sau:

HL =0.354 GC + 0.310 PV + 0.223 CT + 0.191 TC + 0.157 HH

Két qua phan tich cho thdy 3 nhom nhén t) tac dong manh nhat dén sy hai long cta
khach hang ddi voi chat lugng dich vu cia chudi ctia hang tién lgi Vinmart+ trén dia ban
thanh phé Thanh Hoéa d¢6 1a: sy phu hop gié cd, nang luc phuc vy, cdm thong.

Diéu nay cho thay ring thyuc té hién nay co rat nhiéu cac ctra hang tién loi ¢ khap moi
noi, nhung ctra hang nao chi can gia ré hon mot chut va phuc vu tdt duoc cac yéu ciu cua
khach hang 13 ho cam thay hai long nhat.

3.3.3. Pdnh gid chung su hai long ciia khdc hang dén chdt lwong dich vu ciia chudi
cita hang tién loi Vinmart® tai thanh ph(f Thanh Hoa

Két qua khao sat vé cac nhan td anh huong dén sy hai 1ong ctia khach hang dbi voi
chét lugng dich vu ctia chudi cira hang tién lgi Vinmart® trén dia ban thanh phé Thanh Hoa
v6i gia trj trung binh cua tong thé mau (530 phiéu khao sat) dwoc mé ta trong bang 6.

Bang 6. Gia tri trung binh ciia danh gia tir khiach hang vé cAc nhém nhén t6

N  |Gia tri nho nhat| Gid tri I6n nhat | Gia tri trung binh | Do Iéch chuan

HH 530 2.00 5.00 3.7679 64103
TC 530 2.00 5.00 3.7310 58648
PV 530 2.00 5.00 3.6675 63766
DU 530 2.00 5.00 3.6220 63112
CT 530 2.00 5.00 3.6133 68316
GC 530 2.00 5.00 3.5762 68187
HL 530 2.20 4.40 3.4720 41044
Xiiltlv(\j/i’s\le) 530

Qua céc s6 liéu phan tich trong bang 6 cho thiy, nhin chung sy hai long cua khach
hang ddi vai chat lugng dich vu cua chudi ctra hang tién loi Vinmart* trén dia ban thanh phd
Thanh Héa chi & muic trén trung binh va con kha thap, diéu nay duoc thé hién qua gia tri
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trung binh cta thang do cac nhan t6 anh hudng dén su hai long cia khach hang dao dong
trong khoang tir 3.57 dén 3.76. Yéu t6 gia ca c6 anh huong manh nhat dén sy hai long khach
hang nhung diém trung binh lai duoc danh gia thap nhat (mean = 3.5762) trong khi phuwong
tién hiru hinh anh huong thap nhat thi lai c6 mirc diém dénh gia cao nhat trong cac nhom
nhan t6 (mean = 3.7679). Ngoai ra, thang do vé sy hai 10ng ctia khach hang dwgc danh gia
rat thap, thap hon gid tri trung binh ciia cac nhom nhan té anh hudng. Do vay, rat c6 thé con
nhan t6 nao d6 ma c6 anh hudng nhung chua duge dua vao nghién ciru. Py ciing 1a mot
han ché ctia nghién cuu, can tim ra nhom nhan té d6 va dua vao nghién ctu tiép theo.

3.3.4. Kién nghi mét sé gidi phdp nham néng cao chat heong dich vu ban 1é cia hé
théng cia hang ban 1é Vinmart* trén dia ban thanh pho Thanh Hod

Vé su phii hop gid ca

Vinmart néi chung va Vinmart® can phai ¢ cac chinh sach cai thién su hai long gia
ca bang chuong trinh khuyén mai. Hang tuan, hang thang déu dwa ra cac chuong trinh
khuyén mai, giam gia rat hdp dan thu hat lvong 16n khach hang, tao dung su hai long vé gia
ca thong qua cac dot khuyén mai lién tuc, canh tranh cing ddi thi. Dé co thé dua ra cac
chinh sach khuyén mai thi Vinmart* can thuc hién tt cac khau sau:

Thuc hién lién két cung c6 1oi Véi cac nha cung tmg trén thi truong dang gip kho khin
trong viéc quang ba hinh anh. Nhitng san phiam do cac hing nay cung cap thuong co gia thip
hon céac di thii cung tmg khac. Hon nita thuong hiéu ciia Vinmart khé uy tin trén thi truong.
Tt ca sé& 1a diéu kién hop tac thuan loi gitra cira hang va nha san xuat. Sy hop tac nay s& mang
lai kha nang canh tranh cho ctra hang Vinmart so vdi cac cira hang cung loai khac.

Pé xay dung cac mat hang mang nhan hiéu cua riéng minh véi gia ré hon cac mit
hang mang thwong hidu dan dau co cung chat luong tir 15% dén 30%, Vinmart* can dit nha
cung cap, nha san xuét uy tin voi sé lugng 16n, nhim vao mét ddi twong cu thé. Cira hang
can cam két mua hang véi s6 luong Ion, 6n dinh; giam tdi da cac khau trung gian, t6i uu hoa
hé thong hau can dé giam chi phi; thanh toan diy du, dung thoi han cho nha cung cap.

Ngay trong noi bo cua Vinmart+ ciing ludn ting cudng tiét kiém céac chi phi quan 1y
va chi phi van hanh (dién, nuéc...) dé khi can, c6 thé giam mot phan loi nhuan bu dap cho
khach hang. Vi du nhu trang bi hé thng ti dong tiét kiém dién, hay trang bi hé théng bdn
trix lanh, van hanh vao ban dém khi gia dién ré, dé tich trit nang lwong dudi dang dé lanh va
s& giai phong ngudn nang luong nay vao ban ngay, khi gia dién cao, nho da tan chay, tir 46
cung cap khi lanh cho hé théng diéu hoa cta trung tam thwong mai.

M6t giai phap nita ciing dugc tinh dén 1a sir dung vat liéu c6 tinh cach nhiét tt nhat
nhu tuong 3D cach nhiét va cach am, mai c6 16p cach nhiét... gitp giam chi phi, giam gia
ban san pham, tang sy hai 1ong gia ca ctia khach hang.

Cac giai phap nang cao nang luc phuc vu

Vinmart+ can phai cai thién gap nang luc phuc vu khi cira hang déng khach. Gid cao
diém kinh doanh, nhiéu khach hang ciing lic, da gay ra tinh trang qua tai, khach hang phai
doi 1au hon lac binh thuong, diéu nay ciing 1am giam mic d6 hai long khach hang.
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Vinmart can bé tri lai gio 1am viéc, xoay ca phu hop, ting cuong nhan vién phuc vu
thoi diém dong khach nham giam thoi gian chd cho khach hang. Bén canh do, dé cai thién
nang luc phuc vy, Vinmart+ can phai thuc hién cac giai phap vé tac phong lam viéc, tinh
tién, quay dich vy cac chi dan hudng din khach hang dé tao sy hai long cao nht.

Céc nha quan 1y Cira hang Vinmart phai thuc sy chi ¥ t6i cong tac tuyén dung va dao
tao nhan vién vé thai d6 phuc vu khach hang, can phai truyén tai duoc noi dung cong viec
va chién luoc kinh doanh ciia minh cho nhén vién, cai thién nhan thic cua nhan vién trong
ctra hang. Pong thoi, can dao tao nhan vién thanh nhitng ngudi ¢6 chuyén mon, c6 sy hiéu
biét sau rong vé san pham cua minh. Pay chinh 1 yéu diém Ion nhit cia Vinmart truéc
ngudng ctra hoi nhap cua thi truong.

Cdc gidi phdp lién quan dén mirc do cam théng

Dé c6 mot sy ddng cam danh cho khach hang, cac nha quan 1y can c6 nhiing budi thao
luan nho hay nhitng khoa hoc ngén vé tam 1y cho nhan vién dé ho c6 thé d& dang tiép xic,
trao doi tro chuyén véi khach hang cing mot ngan sach hop 1y nham thé hién sy quan tam
dén khach hang nhiéu hon. Vi vay, dé ning cao muc d6 thoa min chung vé sy ddng cam,
ctra hang can thuc hién cac giai phap sau:

Nhan vién phai thuong xuyén quan tdm, cham so6c khach hang, tao cho khach hang
vui vé, than thién hon va qua do, gitip cira hang hiéu thém duoc nhu cdu, mong mudn cua
khach hang dé c6 thé dap tng dugc mot cach tron ven va day du nhat, hay hon nira 1a ban
thém cac san pham dich vu gitip gia ting doanh thu, lgi nhuan cho cira hang.

Cira hang phai c6 chinh sach uu dai cho khach hang than thiét, khach hang 1au nam,
khach hang VIP nhan dip cic ngay 1& 16n, sinh nhat khach hang (giam gi trén héa don mua
hang, quay s6 tring thuong...)

Thudng xuyén to chirc cac chuong trinh khuyén mai dé tuong tac khach hang, quan
tam khach hang nhiéu hon thong qua viéc tim hiéu thi trudng, nghién ciru, dao tao nhan vién
am hiéu tam 1y khach hang

Giai phadp nang cao su tin c@y

Dé xay dyng mot hinh anh dep vé san phdm ctia minh, hé thong chudi ctra hang can
xay dung mot chuong trinh quan 1y chat lugng chit ché va hoat dong c6 hiéu qua. Ctra hang
can dam bao nghiém ngit tat ca cac khau trong viéc phan phdi hang héa, tir budc chon nha
cung cip hang hoa, kiém duyét hang hoa khi nhan hang va kiém tra hang hoa trong qué trinh
trung bay va cung cap cho khach hang.

Dbi v6i hang héa tuoi sbng, mot trong nhimg mat hang chi dao cua cira hang can co su
kiém soat chat ch& hon. M&i san pham can phai duoc chimg nhan vé noi san xuit rd ring, ngay
1y hang va han sir dung cu thé. Di v6i nhimg san pham str dung trong ngay hodc ngan ngay
thi can lay s6 lugng vira phai (diéu nay can lam tét cong tac du bao nhu ciu) dé tranh luong
hang hoa du thira phai bo di gy ling phi cho cho ctra hang, ma néu 15 may khach hang ¢
mua phai san pham cén date thi chat lugng lai khong dam bao va mat uy tin cia cira hang,

Ngoai ra, cac dich vy sau ban hang can phai dugc thuc hién nghiém tic nhu chinh sach
dbi tra, dam bao chat luong hang hoa, bao hanh can duge thuc hién mot cach chuyén nghiép.

129



TAP CHi KHOA HQC TRUONG PAI HQOC HONG PUC - SO 60.2022

Cdc gidi phdp lién quan dén phirong tién hitu hinh

Vé hinh thirc trung bay hdng héa, day ciing chinh 1a mot hinh thtc dich vy ma cira
hang cung cap cho khach hang, boi viéc trung bay hang hoa hop 1y, dep mat ciing gitip cho
khach d& dang trong viéc lya chon san pham va su théa man khi di mua siém. Hau hét cac
loai hang hoa khac nhau duoc xép riéng biét ¢ ting gian hang.

Cong tac trung bay san pham tai Vinmart® tuy c¢6 nhiéu wu diém song van con c6 nhiéu
thiéu so6t va anh huong khong nho téi trinh d6 dich vu khach hang ma ctra hang cung cip.
Céc ké hang can duoc b tri, sap xép mot cach khoa hoc, khoang cach giita 2 ké hang phai
du rong du dé hai nguoi di nguoc chidu nhau mot cach dé dang.

Hang hoa duoc can phai xép ngan nap trén ké voi bang gia rd rang, nhitng mit hang
nhat dung va nhe nén dugc xép & d6 cao tir 1,2 m - 1,8 m thuan tién cho viéc xem xét va lua
chon cua khach hang.

Gan quay thu tién nén trung bay nhitng mat hang tién ich, gia tri khéng cao, nhiing
mon hang ma khach d& quén nhu: dao cao rau, pin ddng hd, keo xilytol, thé dién thoai. ..

Céc gian hang phai dugc bd tri rat dep va la mit tao cam giac la va thu hat déi véi
khach khi méi dat chan vao cira hang.

Vé yéu té khong gian trong cira hang. Cong tac don dep vé sinh can dam bao, may
diéu hoa can phai luén giam sat kiém tra dinh ky va khic phuc nhanh chong khi c6 su ¢ dé
tao ra khong gian mua sam thoai mai nhat cho khach hang.

Céc giai phép dong bo

Bén canh tap trung 5 yéu t néu trén, can co giai phap ddng bo dé xay dung chat lugng
dich vu tét, bén viing va ngay cang di 1én: Trién khai hé thong ERP quan 1y, tham khao mo
hinh cac quéc gia, ...

M5 hinh quan tri bang giai phap ERP mang dén giai phap toan dién cho doanh nghiép.
Chi phi ban dau twong d6i cao nhung c6 thé mang dén loi ich rat I6n vé 1au dai. Hoat dong
quan 1y ctra hang 14 hoat dong phuc tap, doi hoi phai c6 giai phap toan dién nham giam thoi
gian, tiét kiém chi phi, ha gia thanh nhdm ting marc d6 hai l1ong khach hang ddi véi dich vu
tai cura hang.

4. KET LUAN

Nghién ciru nay nham kham pha thai d6 hai long cua khach hang ddi vai chat lwong
dich vy cia chudi cira hang tién loi Vinmart* trén dia ban thanh ph Thanh Hoéa dya trén co
s& 1y thuyét vé chat lwong dich vy ciia Nguyén Dinh Tho va Nguyén Thi Mai Trang (2003).
Nghién cttu cho thay khach hang hai 1ong véi chat luong dich vu tai Vinmart® va ciing néu
16 thai do cta khach hang dbi véi 5 thanh phan chét luong dich vu siéu thi nhu: phuong tién
hitu hinh, tin cdy, nang luc phuc vy, cam thong, su phi hop gia ca. Két qua nghién ctru ciing
cho thiy c6 mdi quan hé gitra sy hai 1ong ctia khach hang véi chat lugng dich vu caa chudi
Clra hang Vinmart+ va cac thanh phan nay c6 twong quan duong véi su hai long cta khach
hang, cu thé 1a sy phu hop gia ca co twong quan cao nhat ké dén 1a ning lyc phuc vy, cam
thong, tin cay va cudi cung 14 phuong tién hitu hinh ¢ tuong quan thap nhat. Tir két qua thu
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dugc, tac gia da dé xuat mot sé ¥ kién nham nang cao hon chit luong dich vu cua chudi cia
hang va qua d6 lam ting thém sy hai long cua khach hang ddi voi hé théng Vinmart® tai
thanh phd Thanh Hoéa. Két qua nghién ctru nay twong dong véi két qua nghién cau cua
Nguyén Thi Mai Trang (2006), V& Minh Sang (2015).

Han ché cua nghién ciru 1a chua xét dén yéu t hang hoa va nghién ctru mai chi thyc

hién & mot thoi diém nhat dinh ma chwa c6 su so sanh gitra cac thoi diém khac nhau. Nghién
ctru tiép theo nén bd sung thém yéu td hang hoa va thyc hién & nhiéu thoi diém khac nhau
va c6 su so sanh dé xem xét liéu c6 su khac biét trong cac thoi diém hay khong (vi du trong
thoi gian dich bénh Covid bung phat va sau khoang thoi gian do).
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FACTORS AFFECTING CUSTOMER SATISFACTION AT
VINMART* CONVENIENCE STORES IN THANH HOA CITY

Le Thi Nuong
ABSTRACT

The study aims to determine the factors affecting customer satisfaction at the
Vinmart+ convenience store chain in Thanh Hoa city. Both qualitative and quantitative
research methods are applied. The analysis results of 530 survey samples collected directly
from customers show that there are 5 factors affecting customer satisfaction, arranged in
descending order: 1) Price 2) Assurance 3) Empathy 4) Reliability, and 5) Tangibles. The
results of descriptive statistics also show that customers are moderately satisfied with the
factors affecting satisfaction. The study proposed a number of solutions to improve customer
satisfaction at the Vinmart+ convenience stores in Thanh Hoa according to each of the
above influencing factors.

Keywords: Customer satisfaction, supermarket, VinMart+.

* Ngay ndp bai: 8/6/2022; Ngay guri phan bign: 8/6/2022; Ngay duyét dang: 31/10/2022
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