Nghién ciiu méi quan hé

gitia chat lugng dich vu va

long trung thanh ctia khach hang tai
hé thong ctia hang tién lgi Amart -
chi nhanh Nha Trang

Tém tit

Trong bai viét nay, dc gid nghlen citu m6i quan hé giita chdt lugng dich vu va long 1r ung
thanh ciia khdch hang @i hé thong cita lmng tién loi Amart - chi nhdnh Nha T:ang (goi tdt la
ciia hang Amart). Bang cdu hoi dugc tdc gla sit dung dé 1ién hanh khdo sG1 vax thu thp dit liéu
1t 320 khdch hang mua hang tai hé thdng cita hang Amart. Ti két qud nghién citu, tdc gié da
ranhimg gidi plmp cu thé nhéim giiip nha qu(in trj thay adi, diéu chinh cdch thic qudn Iy nhém
ndng cao chdt Iugng dich vu tai hé théng ciia hang Amart, qua d6 ndng cao sw trung thanh,
gdn b6 ctia khéch hang.

TRAN THI XUAN VIEN'

T khéa: chél lugng dich vu, 1ong trung thanh, khdch héng, hé théng cita hang tién lgi Amart
- chi nhdnh Nha Trang

Summary

Inthis article, the author studies the relationship between service quality and customer loyalry
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.
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[ell]] THIEU quan trong hang dAu ma cic hé thdng Clra hang tién ]01

cén phai quan tim. N6 dudc xem 12 y&u & tién quyet

_Nha Trang 12 di€m dén du lich ni
uéng Irong va ngodi nudc. Nhu cdu mua
sdm eda céc du khach va ci ngudi din
dia phudng kh |6p, chinh vi vy ma &
day ¢6 &t nhiéu hé théng clta hang bén
1€ tign 1gi, nbu: Vinmart, Minimart, ctfa
hing 777, cia hang Ngoc Thach, 79
Mart. Do d6, canh tranh g:ua cdc clfa
hang bin 1& dlén ra kha khdc liét.

Trude thich thic nay, cic thudng
higu clra hing tién Igi can khai th4c t6i
da diém ranh cua minh A€ khic phuc
nhing diém y&u so v6i ddi thd canh
tranh, D€ lam duge diéu do6, thi chdl
Iwong dich vy Ia mot trong nhitng yéu (&

dan d€n sy hai long cda khich hang, sy trung thanh cta
khéch hing v 1 d6 mang d&n 1gi nhufin bén viing cho
cdc doanh nghiép.

CO S6 LY THUYET VA PHUONG PHAP
NGHIEN cUu

Cd sd 1y thuy&t

Nhiéu nghlén citu gdn diy di phan tich m&i quan
hé gilfa chat lugng dich vy vdi sy hai long ctda khdch
hang. Nghién cifu clia Curry va Sinclair (2002) chira,
néu dich vu cung cip dap lrng mong doi cda khdch
hang, sé din dén su hii long cia khich bdng va ngugc
lai. Wicks va Roethlein (2009) cho thdy, gia ting sy
hai long s& lam tAng 1dng trung thanh v suf gia ting
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BANG 1: PHAN TICH BO TIN CAY THANG PO

Tén Hé sé ndong quan Cronbach’'s Alpha S& lugng
bign bi€n tong né&u logl bién bién
Yé&u 1 hitu hinh (HH) Cronbach's Alpha = 0.87 9
HH1 0.72 0.85
HH2 0.69 0.82
HH3 0.71 0.80]
HH4 0.68 0.79
HHS 0.71 0.80
HH6 0.67 0.85
HH? 0.59 0.75
HH8 0.63 0.82
HH9 0.65 0.86
Sy tin ¢dy (TC): Cronbach's Alpha = 0.77 4
TCI 0.57 0.68
TC2 0.62 0.71
TC3 0.56 073
TC4 0.70 0.74
'Tuong téc ¢4 nhin (IP) Cronbach’s Alpha =0.86 6|
1P1 0.75 0.79
P2 0.69 0,74
1P3 075 0.76
P4 0.74 0.78
P5 0.76] 0,79
P6 0.79 0.85
Giai quy&t vin dé (GQ)' Cronbach’s Alpha = 0.8§ 3
GQI 0.72 0.83
GQ2 0.75. 0.79,
GQ3 0.69 0.81
Chinh sdch (PO)" Cronbach’s Alpha = 0.87 8
PO} 0.67 074
PO2 0.72 0.76]
PO3 0.75 0.78
PO4 0.74 0.77
POS 073 0.75
PO6 0.70 0.78]
PO7 0.69 073
PO8 0.81 0,83
Long trung thanh ciia khich hiing (TT). Cranbach’s Alpha = 0,82 2
TTI 0.75 0.80
TT2 0.77 0.79

long trung thanh din dén s gia 1ang 56
[in quay 1rd lai mua hang vi gidm tinh
trang khéch hang chuycn déi té1 chc cira
hang khic. R . R

Trong linh vyc ban 1&, mol guan hg
ndy duge khing dinh qua nghién Cq'“
thite chifng vé chdt lugng dich vu, syt théa
mén va 1ong trung thanh cua k’héch hagg
siéu thi tai TP. H6 Chi Minh cda Nguyén
Thi Mai Trang (2006). Sau khi thu thip
vi phin tich 318 khdch hdng @i 4 he
thdng siéu thi tai TP. H6 Chi Minh, tic
gid dd chf ra chit lwang dich vy 12 yéu
5 quan wong lam théa man khich hang,
cing nhu gia ting 1dng trung thinh cia
ho d8i véi dich vy siéu thi. Chat luong
dich vu dugc xem nhu 12 mét tién dé ciia
long trung thanh, thu hdt nhiéu khéch
hiang mdi, lam tang hiéu qud hoat dong
ctia cbng ty, gidm chi pbi va ndog cao
hinh nh tich cyc ciia 18 chifc.

M hinh nghién cifu

Hién nay, m6 hinh dénh gia chat higng
dich vu SERVQUAL clia Parasuraman
va cong sif (1985) dude sit dung kha phd
bién rong nhiéu linh vyc boat déng kinh
doanh khic nhau (ngin hang, bdo hi&m,
du lich, dich vu sifa chita, dich vy giit
1a..). Thang do ctia mé hinh dudc thiét
k& dya trén 5 y&u t& ca thanh chit lugng
dich vy, gdm: Phudng di€n hitu hinh, Tin
cdy, Pép tng, Niing luc phuc vu vi Bang
cdm.

Trong linh vuc dich vy bdn 1&, mé
hinh RSQS phdt trién dua trén mé hinh
SERVQUAL dudgc si dyng phd bi€n va
duge ddnh gid 13 phd hgp nhit d€ danh
gid cdm nhan cia khich hang vé chét
lugng dich vu bin 1é. Md hinh RSQS do
Dalholkar va cong su (1996) dé xudt,
26m 5 y&€u 18 Y&u 13 hitu hinh; Si tin
ciy; Tudng tic c nhan; Gidi quyét van
dé; Chinh sdch. Trong ba vigt nay, tic
gid sif dung mé hinh ddnh gid chat lugng
dich vu RSQS.

Phuong phidp nghién eitu

Nghién citu ti€n hanh phéng vin
truc tiép 320 khdch hing mua hang tai
hé thong cira hing tén loi Amart — chi
nhdnh Nha Trang bing bing cau héi.
T;xc gid ]?_y n]ﬁu theo phuang phép thuan
uén. Thdi gian thue hién khio sdt w
ngdy 15/10/2019 dén ngay 25/10/2019.
Sfu kl;li sim_g l_oc, con lai 260 miy dat
yéu cau. DU liéu duge phan ich bing
phin mém SPSS 20.0 ror Windows

Nghién cu sit dung bing khio s4
g6m 32 bi€n quan sdl. trone 44 100 sat
© - reng d6 30 bign




quan st ding 4é dénh gid chit Wong
dich vu ciia 3 y&u (0 cdu thanh chat
Jugng dich vu (y€u 18 hiu hinh, sy tin
oy, tong tdc cd nhan, gidi quyét van
48, chinh s4ch) va 2 bi€n quan sit dung
46 do luting y&u (8 1ong trung think cla
khéch hang tai hé thbng cita hang tién 1gi
Amart - chi nhdnh Nha Trang. Thang do
Likert 1t 1 dén 5 ding d€ do lung céc
bi€n ndy, trong 6 L 12 Hodn toin khéng
déng § vA 5 12 Hoan toan déng .

KET QUA NGHIEN cOu VA
THAO LUAN

P4nh gid 46 tin ciy thang do

K&t qui phin tich (Bang 1) cho thiy,
6 thang do déu dar d6 tin cdy vdi gid tri
Cronbach's Alpha déu 16n han 0,6. T4t ca
cfc bién quan sét trong 6 thang do déu cé
hé s6 twong quan bi€n tdng 16n hon 0,3.
Nhu viy, cic thang do déu dat yéu cdu.

Phén tich nhan t8 kham phs (EFA)

K&t qud phén tich 8 Bing 2 cho thiy,
sau khi phan tich EFA, thang do chat
lugng dich vy 1Y 5 thinh phén nguyén
gbc van dudc gif nguyén, cdc nhin
& trich ra déu dat d6 tin cdy va do gid
tri. Hé s8 phéng dai phuong sai VIF rét
nhd (<3), cho thdy c4c bi€n doc lap nay
khong ¢6 quan h§ chit ché vdi nhau, nén
khéng x3y ra hién wrgng da cdng tuy&n.

Phén tich hdi quy bdi

Tinh todn cla tdc gid & Bang 3 cho
thdy, hé 56 R® = 0,634, nghia 12 5 y&u 15
cAu thanh chét lugng dich vy ¢6 thé gidi
thich 63,4% sy bign thién trong mite d6
trung thanh cda khach hang.

Phuong trinh hdi quy tuyén tinh dugc
tinh bay nhu sau:

TT = 0427C + 0,38HH + 0,35IP +
028G0 + 0.32P0

Theo d6, St tin cdy 12 yéu t& 4nh
hudng 16n nh&t d&n 1dng trung thinh
cla khch hang. Tiép dén fa YEU (6 hitu
binh, Tuang t4c ¢4 nhan, Chinh sdch va
cudi cng 13 Gidi quyét van dé.

Nhu vy, Long trung thanh cia khach
hing phu thude 16n vao Sy tin cdy. Piéu
ﬂé} ¢6 thé dugc giai thich dya theo quan
diem cia khdch hang, d6 13 ca hang
Lén fch Amart cung cap cdc dich vu co
b-{m phi hep, déng thai thuce hién theo
ding cam k&t v6i khdch hang, mang dén
cho khdch hang sif tin wdng, thi ho sé&
&n b 14u dai v6i cira hang.

_Tudng s nhu vay d6i véi Yé&u 1§
bitu hinh. Khach hang khi dén cita hing

BANG 2: PHAN TiCH EFA

Thinh phin

HH | TC » cQ

PO

HHI 073

HH2 0,70/

HH3 0691

HH4 0.71

HH5 0,74

HH6 0.69

HH7 0,71

HH8 0.72

TC1 0,77

TC2 0,75

TC3 0,76

TC4 0,79

1P1 0,79

P2 0,81

1P3 0,76

P4 0,77

1P5 0,75

IP6 0,78

GQ! 0.83

GQ2 0.81

GQ3 0.85

PO1

0,69

PO2

0.71

PO3

0,73

PO4

0.74

POS

0,76

PO6

0,73

PO7

0,69

PO8

0.75

KMO 0.86 0.75 0.87 0.73

0,85

Gid tri Eigen 0.51 0,45 047 0.39

0.48

Tdng phudng sai rot trich (%) 52,13 49.76] 55.78] 61.69

59,72

Nyuén Tac gié xif ly 58 hiéu

Amart, ho nhin thiy hang hda dugc hién dién va bly
bdn mét cdch khoa hoc, sé& tao sy thudn tién cho khich
dé rim thiy va 18y hang hoa.

Ngoti ra, khi khdch hing dén vdi cita hang Amart,
ho ¢6 sif tudng tic ¢4 nhin vér cdc nhén vién bin hang,
nhin vién thu ngan... Néu nhin vién phuc vu dn cér),
chu d40, chuyén nghiép s& nfu chén khdch hang, khién
ho trung thanh hon.

Bén canh d6, khi cita hang Amart ¢6 nhiéu chinh
séch ban hang linh hoat vao cdc dip dic biéi trong
nam, hay chinh séch dinh cho khich hang VIP, khdch
hang than thiét... thi ciing gép phin lam cho khich
hang trung thanh hon.
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BANG 3: PHAN TICH HOI QY BOI

M hiah R | R? [ Roduchinn | San s chudn
| 0.724 [ oee [ oen | 0.5213
Ciché s§
Mo c')-\ljasght‘:}lnq}:]ga c‘:jﬂsgh}:laz;nq:gz . Mie Da cong tuyén
B | Saischudn Béw g reh I & Tolerance | VIF
Hiing s8 035 0,13 2381 001
HH 041 0.05 038 6705 0.0 032 2925
| TC 0.46| 0,05 042 1,324 0.00] 033[ 2940
P 037 0.05 03s] 3537 0.0 035 2251
cQ 031 0,04 028 1930 000 038] 2545
PO 0,35 0.05 032 3612 000 043 2301

V2 cudi ciing 13 y&u 8 gidi quyét van dé. Mét khi
cifa hing Amart gidi quyét (6t cdc khi€u nai tif phia
khdch hang, th khdch hang s& cdm thdy hdi long va
tlr 46 ho s€ trung thanh va ludn lya chgn Amart khi
mua sim.

KET LUAN VA HAM Y QUAN TR|

Nghién cu cho thay, cic y€u t8: YEu 18 hitu hinh;
Su tin cdy; Tuong tic c4 nhan; Gidi quy& van dé;
Chinh sdch c6 doh hudng tich cyc dén sy trung thinh
ca khdch hang 1ai hé thdng clta hang tién Igi Amart
- chi nhanh Nha Trang. K€ qud ndy hoin toan phi
hgp véi cdc nghién cifu true d6 vé tng dung md hinh
RSQS vd SERVQUAL dé dénh gi4 chat lugng dich vy
trong mbi trudng ban 1€ tai Viét Nam nhu nghién ciu
clia Nguyén Thj Mai Trang (2006), Nguy&n Thu Ha
(2014) hay Beneke vi cong sy (2012)...

Nhu viy, d€ duy tri 1ong trung thanh clia khich hang
d6i v6i hé thdng cita hing tién 1oi Amart - chi nhdnh
Nha Trang, cée nhi quan tri cén duy 1) va piit vilng

__TATLIEU THAM KHAO _

Nguén. Tac gid xt ly s§ léu

chit tin cBa minh d8i vdi khich hang
biing cdch luén bdn nhimg sin phim
6 chit lugng 161, ngudn géc xudt xit 3
rang... d€ khéch hang luén cdm nhan
ring, hé thang clra hang tién lgi Amarn
- chi nhdnh Nha Trang la sy lya chon
ddng tin cdy. Bén canh d6, do1 ngii nhan
vién bdn hing cin sip x&p hang héa mét
cdch thuin uén va hgp 1y nhét d€ khach
hing ¢6 thé nhin th&y va d& chon lia san
phdm, hang héa mot céch d& dang.
Ngoai ra, cdc nha quén tri can chi
trong dé€n dao (a0 doi ngd nhan sy, dic
biét 12 cdc nhén vién ti€p xtc tryc tidp
v6i khach hang d& ho tr vén, gi6i thigu
vi cung cip dich vu cho khich hing
nhiim mang lai nhiing cAm nhén 161 dep
dAu tién vé chét Ivong dich vy tai cita
hang. Khi ho €6 &n tugng t6t dep s luén
nhé dén cita hang va din dén ho s& 1
khdch hang trung thanh ciia Amart.Q
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