
Nghien culi moi quan he 
giu'a chat lu'dng djch vu va 
long trung thanh cua khach hang tai 
he thong cufa hang tien Itfi Amart -
chi nhanh Nha Trang 

TRAN THI XUAN VJEN' 
Tom tat 
Trong bdi viet ndy, tde gid nghiin cffu mdi quan hi giffa chdt luong dich vu vd ldng trung 
thank cua khdch hdng tgi he thdng cffa hdng tien lgi Amart - chi nhdnh Nha Trang (ggi tdt Id 
cffa hdng Amart). Bdng cdu hdi dugc tac gid sff dung de tii'n hdnh khdo sdt vd thu thap dff lieu 
tk 320 khdch hdng mua hdng tgi hi thdng cffa hdng Amart. Tff ke't qud nghien cffu, tde gid dua 
ra nhffng gidi phdp cu the nhdm giup nhd qudn tri thay ddi, diiu chinh cdch thffc qudn l;i' nham 
nang cao chdt lugng dich vu tai he thdng cffa hdng Amart, qua do ndng eao su trung thdnh, 
gdn bo cua khdch hdng. 

Tit khoa: chdt lugng dich vu, ldng trung thdnh, khdch hdng, he thdng cffa hdng tien lgi Amart 
- chi nhdnh Nha Trang 

Summary 
In this article, the author studies the relationship between service quality and customer loyalty 
at Amart convenience store system - Nha Trang branch. Data was collected by questionnaires 
through a survey of 320 customers who purchased goods at Amart convenience store. From 
the research results, the author offers specific solutions to help administrators change the 
management method so as to improve their service quality, thereby increasing customer 
loyalty and commitment. 

Keywords: service quality, loyalty, customers, Amart convenience store system - Nha Trang branch 

GlCfl THIEU quan ttpng hang dau ma cdc he thd'ng cu'a hang tien ldi 
can phai quan tdm. Nd dtfde xem la yd'u td tien quyet 

Nha Trang la diem den du lich ndi d§n dd'n sif hai ldng cua khach hang, stf trung thdnh eua 
tieng trong va ngoai ntfdc. Nhu cau mua khdch hang vd tff dd mang de'n ldi nhudn bdn vffng cho 
sam cua cdc du khach va ca ngffdi dan cae doanh nghidp. 
dia phUdng khd Idn, chinh vi vay ma d 
day CO rd't nhieu hd thd'ng cffa hang ban CO $6 l \ THUYET VA P H J O N G PHAP 
le tien ldi, nhtf: Vinmart, Minimart, cffa NGHIEN CO\J 
hang 777, cu'a hang Ngpc Thach, 79 
Mart. Do dd, canh tranh giffa cac cffa Ctf sd Iy thuyd't 
hang ban le didn ra kha khde lidt. Nhieu nghien ctfu gan ddy da phan tich mdi quan 

Trudc thdch thtfc nay, cac thtfdng he giffa cha't Itfdng djch vu vdi sff hai ldng eua khach 
hieu cffa hang tien ldi can khai thac tdi hang. Nghien ctfu cua Curry va Sinclair (2002) chi ra, 
da diem manh eua minh de khac phue nd'u dieh vu eung cd'p dap ffng mdng dpi ciia khdch 
nhffng die'm ydu so vdi ddi thu canh hang, se ddn dd'n sffhai long eua khdch hang vd ngffdc 
tranh. De Idm dtfdc dieu dd, thi chd't lai. Wicks vd Roethlein (2009) cho thd'y, gia tang stf 
lifdng dich vu la mdt trong nhffng yd'u td' hdi long se lam tdng Idng trung thanh va stf gia tang 

'Trudng Dai hgc Cong nghiep Thtfc pham TP. Ho Chi Minh 
!^8oy nhgn bdi: 15/03/2020 ; Ngdy phdn bien: 22/04/2020. Ngdy duyel ddng 22/04/2020 
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BANG 1: PHAN TICH DO TIN CAY THANG DO 

Ten 
big'n 

Hg s6' tilifng quan 
bien t^ng 

Cronbach's Alpha 
ne'u loai bie'n 

Yeu to hdu hmh (HH) Cronbach-.s Alpha = 0,87 

HHl 

HH2 

HH3 

HH4 

HH.'i 

HH6 

HH7 

HHS 

HH9 

0,72 

0.69 

0.71 

0,68 

0.71 

0,67 

0.59 

0,63 

0.65 

0.85 

0,82 

0,80 

0,79 

0.80 

0,85 

0.75 

0,82 

0,86 

Sir tin cay (TC): Cronbach's Alpha = 0,77 

TCI 

TC2 

TC3 

TC4 

0,57 

0.62 

0,56 

0.70 

0.68 

0.71 

0.73 

0,74 

TirtJng tac ca nhan (IP) Cronbach's Alpha = 0.S6 

IPI 

IP2 

IP3 

IP4 

IP5 

IP6 

0.75 

0,69 

0.75 

0,74 

0.76 

0.79 

0.79 

0,74 

0,76 

0,78 

0,79 

0.85 

Giai quyet va'n de (GQ)- Cronbach's Alpha = 0.85 

GQl 

GQ2 

GQ3 

0,72 

0.75 

0.69 

0,83 

0.79 

0,81 

Chinh sach (POV Cronbach's Alpha = 0,87 

POI 

P02 

P03 

P04 

PCS 

P06 

P07 

P08 

0,67 

0,72 

0.75 

0,74 

0.73 

0.70 

0.69 

0,81 

0,74 

0,76 

0,78 

0.77 

0.75 

0.78 

0,73 

O.S 3 

Long trung thanh cua khach hang (TT). Cronbach's Alpha = 0.82 

TTI 

Tr2 

0,75 

0.77 

0,80 

0,79 

S6'lrfrfng 
bie'n 

9 

4 

6 

3 

8 

2 

long trung thanh dan de'n sff gia tang^ so 
lan quay trd lai mua hang yd giam tinh 
trang khach hdng chuyen ddi tdi cac cffa 
hang khac. 

Trong linh vffc ban le, mdi quan he 
nay dffdc khang dinh qua nghien ctfu 
thtfc chtfng ve chd't ltfdng dich vu, stf thda 
man vd long ttung thanh eua khach hang 
sidu thj tai TP. Hd Chi Minh cua Nguydn 
Thi Mai Trang (2006). Sau khi thu thdp 
va phdn tich 318 khdch hang tai 4 he 
thdng sidu thi tai TP. Ho Chi Minh, tde 
gia da chi ra chd't Itfdng djch vu Id ye'u 
td quan trpng lam thda man khdch hang, 
cung nhtf gia tdng long trung thdnh cua 
hp dd'i vdi djch vu sidu thi. Cha't Itfdng 
dich vu dtfdc xem nhtf la mdt lien de eua 
ldng ttung thanh, thu hut nhieu khdch 
hang mdi, lam tdng hidu qua hoat dpng 
cua cdng ty, giam chi phi va nang cao 
hinh anh tich etfc cua td chffc. 

Mo hinh nghidn cii'u 
Hien nay, md hinh ddnh gid cha't Itfdng 

dich vu SERVQUAL cua Parasuraman 
va cdng stf (1985) dtfdc sff dung khd phd 
bid'n ttong nhieu Hnh vtfc boat dpng kinh 
doanh khac nhau (ngdn hang, bao hiem, 
du Ijch, djch vu sffa chtfa, dich vu giat 
Id...). Thang do cua md hinh dtfdc thid't 
kd dffa tren 5 yd'u to' ca'u thdnh cha't Iffdng 
dich vu, gdm: Phtfdng didn hffu hinh. Tin 
cdy. Dap ffng, Ndng Itfc phuc vu va Ddng 
cam. 

Trong ITnh vtfc dich vu ban le, md 
hinh RSQS phat tridn dtfa tren md hinh 
SERVQUAL dtfdc sff dung phd Men va 
dtfdc ddnh gia la phil hdp nhd't de ddnh 
gid cam nhdn cua khach hang vd eha't 
Itfdng dich vu bdn le. Md hinh RSQS do 
Dalholkar vd cOng stf (1996) de xua't, 
gdm 5 yd'u to: Yeu to' hffu hinh; Stf tin 
cay; Ttfdng tac ea nhan; Giai quyd't vd'n 
de; Chinh sach. Trong bdi vid't nay, tac 
gia sff dung md hinh ddnh gid chat Iffdng 
dich vu RSQS. 

Phtftfng phap nghidn ctfu 
Nghien cffu tien hdnh phdng va'n 

trtfc tiep 320 khdch hdng mua hang tai 
he thdng cffa hang tidn ldi Amart - chi 
nhdnh Nha Trang bdng bang cau hdi 
Tde gia lay mdu theo phtfdng phdp thudn 
tien. Thdi gian thtfc hidn khao sdt ttf 
ngdy 15/10/2019 de'n ngay 25/10/2019 
Sau khi sang loc, cdn lai 260 mlu dat 
yeu cdu. Dff lieu dtfdc phdn tich bdng 
phan mdm SPSS 20.0 for Windows 

. Nghidn_^effu sff dung bdng khao sat 
gom 32 bien quan sat. trong do 30 bid'n 



quan sat dung dedanh gia cha't Iffdng 
dich vu cua 5 ye'u to' ed'u thanh chd't 
lifdng djch vu (ye'u td hutt hinh, sff tin 
cay, tifdng tde cd nhdn, giai quyd't vd'n 
di, chinh sdch) vd 2 bie'n quan sat dimg 
de do ltfdng ye'u td long ttung thanh cua 
khach hang tai he thdng effa hang tien ldi 
Amart - chi nhdnh Nha Trang. Thang do 
Likert tH 1 ddn 5 dung de do Iffdng cac 
bî n nay, trong dd 1 la Hoan loan khdng 
dong y vd 5 la Hoan loan ddng y. 

KET quA NGHIEN CU'U VA 
THAO LUAN 

Danh gia do tin C£iy thang do 
Ket qua phdn tfch (Bang 1) cho tha'y, 

6 thang do deu dat dp tin cdy vdi gia tri 
Cronbach's Alpha ddu ldn hdn 0,6. Td't ca 
cac bie'n quan sat trong 6 thang do deu cd 
he sd tu'dng quan bie'n tdng ldn hdn 0,3. 
Nhif vay, cac thang do deu dat ydu cau. 

Phdn tich nhan to' kham pha (EFA) 
Ke'̂ l qua phdn tich d Bang 2 cho tha'y, 

sau khi phdn tich EFA, thang do chd't 
lu'dng djch vu ltf 5 thanh phan nguydn 
gdc van dtfdc giff nguydn, cdc nhan 
to ttich ra deu dat dp tin cay va dp gia 
trj. He sd phdng dai phtfdng sai VIF rd't 
nhd (<3), cho tha'y cac bid'n ddc lap nay 
khdng CO quan he chat che vdi nhau, ndn 
khong xay ra hidn ttfdng da cpng tuye'n. 

Phdn tich hdi quy b^i 
Tinh todn cua tac gia d Bang 3 cho 

thay, he sd R̂^ = 0,634, nghTa Id 5 yeu td 
cau thanh cha't Itfdng dicb vu ed the giai 
thich 63,4% stf bid'n thien irong mtfc dd 
trang thanh cua khdch hang. 

Phtfdng trinh hdi quy tuyd'n tinh dtfdc 
trinhbay nhtf sau: 

TT = 0,42TC + 0,38HH + 0,351P + 
0,28GQ + 0,32PO 

Theo do, Stf tin cdy Id yd'u to' anh 
hddng ldn nha't den long trung thanh 
ctia khach hang. Tiep dd'n la Yd'u to'htfu 
hinh, Tffdng tac cd nhdn, Chinh saeh va 
cuoi cung Id Giai quyd't va'n de. 
^ Nhif vdy, Ldng trung thdnh cua khach 

hang phu thupc ldn vao Stf tin cay. Dieu 
nay c6 the dtfdc giai thich dtfa theo quan 
diem cua khach hang, dd id effa hang 
ĥ n ich Amart cung cd'p cac djch vu cd 
''an phu hdp, ddng thdi thffc hien theo 
Idling cam kd't vdi khdch hang, mang den 
cho khach hdng stf tin ttfdng, thi hp se 
gan bd lau ddi vdi cffa hang. 

TifOng ttf nhtf vay dd'i vdi Ye'u td 
hi?u hinh. Khach hang khi dd'n effa hang 

BANG 2: PHAN TICH EFA 

HHl 

HH2 

HH3 

HH4 

HHS 

HH6 

HH7 

HHS 

TCI 

TC2 

TC3 

TC4 

IPl 

tP2 

1P3 

IP4 

IPS 

IP6 

GQl 

GQ2 

GQ3 

POI 

P02 

P03 

P04 

P05 

P06 

P07 

P08 

KMO 

Gia tri Eigen 

Tong phiYtlng sai rut trich (%) 

Thanh ph^ 

HH 

0,73 

0,70 

0,69 

0,71 

0,74 

0,69 

0,7! 

0,72 

0,86 

0,51 

52,13 

TC 

0,77 

0,75 

0,76 

0,79 

0.75 

0,45 

49,76 

IP 

0,79 

0,81 

0,76 

0,77 

0,75 

0,78 

0,87 

0,47 

55,78 

n 

CQ 

0.83 

0,81 

0,85 

0,73 

0,39 

61,69 

PO 

0,69 

0,71 

0,73 

0,74 

0,76 

0.73 

0,69 

0,75 

0,85 

0,48 

59,72 

Hyuon Tac gia xu' ly s 

Amart, ho nhin thd'y hang hda dtfdc hien didn va bdy 
bdn mdt each khoa hpe, se tao stf thudn tidn cho khdch 
de tim tha'y va Id'y hang hda. 

Ngodi ra, khi khach hdng dd'n vdi cffa hdng Amart, 
hp cd sff tffdng tac cd nhdn vdi cac nhan vien bdn hang, 
nhdn vien thu ngdn... Nd'u nhdn vien phuc vu dn e^n, 
chu ddo, chuydn nghiep se niu chdn khach hang, khie'n 
hp trung thanh hdn. 

Ben canh dd, khi cffa hang Amart cd nhidu chinh 
sdch ban hang linh hoat vdo cac dip dac biet trong 
nam, hay chinh sdeh danh cho khach hang VIP, khach 
hang than thiet... thi cung gdp phan lam cho khach 
hang trung thanh hdn. 
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Mo hinh 

1 

Mo hinh 

1 

Hang s6' 

HH 

TC 

IP 

CQ 

PO 

BANG 3: PHAN TICH HOI QGY BQI 

R 

0,724 

H6 s^hoi quy 
chiTa cJiuan hoa 

B 

0,35 

0,41 

0,46 

0.37 

0,31 

0,35 

Sai so chuan 

0,13 

0,05 

0,05 

0,05 

0,04 

0,05 

R= 

0,634 

R di^u chlnh 

0,619 

Cac he s6' 

He s6 hoi quy 
chu'a chu^n h6a 

Beta 

0,38 

0,42 

0,35 

0,28 

0,32 

t 

2,281 

6,705 

1,324 

3,537 

1,930 

3,612 

Md'c 
^ nghia 

0,01 

0,00 

0,00 

0,00 

0,00 

0,00 

Sai so chu^ n 

0,5213 

Da c6ng tuyen 

He s6'Tolerance 

0,32 

0,33 

0,35 

0,38 

0,43 

VIF 

2,925 

2,940 

2,251 

2,545 

2,301 

Va cud'i ciang la yd'u to' giai quyd'l vd'n de. Mdt khi 
cffa hang Amart giai quye't td't eac khie'u nai tff phia 
khdch hang, thi khdch hdng se cam tha'y hai long vd 
ttf dd ho se trung Ehanh va ludn Itfa chpn Amart khi 
mua sam. 

KET LUAN VA HAM Y QUAN TRj 

Nghien cffu cho thd'y, cac yd'u td': Yeu td' hi?u hinh; 
Stf tin cay; Ttfdng tde ea nhan; Giai quyd't va'n de; 
Chinh sdch cd dnh hffdng tich ctfc dd'n stf trung thdnh 
cua khach hang tai hd thd'ng cffa hang tidn ldi Amart 
- chi nhdnh Nha Trang. Ke't qua nay hoan toan phu 
hdp vdi cde nghien ctfu trtfde dd ve tfng dung md hinh 
RSQS vd SERVQUAL de ddnh gid chat Itfdng dich vu 
trong mdi trtfdng ban le tai Viet Nam nhtf nghien cffu 
cua Nguydn Thj Mai Trang (2006), Nguyin Thu Ha 
(2014) hay BenekevacOng stf (2012)... 

Nhtf vay, de duy tri long trung thdnh cua khdeh hang 
ddi vdi he thd'ng cffa hang tien ldi Amart - ehi nhdnh 
Nha Trang, cdc nha qudn trj can duy tri vd gitf viittg 

r^gu6n. Tac gia xif ly so iieu 

chff tin eua minh dd'i vdi khach hang 
bdng each ludn ban nhtfng san pham 
ed chd't Itfdng td't, ngudn gd'c xud't xff rd 
rang... de khach hang ludn cam nhdn 
rdng, he thd'ng cffa hang tidn ldi Amart 
- chi nhanh Nha Trang Id stf Itfa chpn 
ddng tin cay. Ben canh do, ddi ngu nhdn 
vidn bdn hang can sdp xe'p hang hda mdt 
each thudn ttdn va hdp ly nha't dd khdeh 
hang cd the nhin tha'y va dd chpn Itfa san 
pham, hang hda mpt cdch dd dang. 

Ngoai ra, cac nha quan tti e£n ehu 
ttpng dd'n dao tao dpi ngu nhdn stf, dac 
biet Id cdc nhan vien tid'p xue trtfc tie'p 
vdi khdch hdng de hp ttf vd'n, gidi thidu 
vd cung ca'p dich vu eho khach hang 
nham mang lai nhffng cam nhdn td't dep 
dau tien ve chd't Itfdng djch vu tai cffa 
hang. Khi hp cd d'n ttfdng td't dep se ludn 
nhd dd'n cffa hang va d^n dan hp se la 
khach hang trung thanh cua Amart.Q 
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