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Tom tat 
Nhdm ddnh gid cdm nhgn cua khdch hdng ve hogt dong marketing mix lai cdc chuoi cffa hdng 
tien ich tgi TP. Ho Chi Minh, bin cgnh phuang phdp phong vdn sdu, tdc gid tien hdnh khdo sdt 
true tuyen 503 khdch hdng cua cdc chudi cda hdng tien ich trin dia bdn Thdnh phd. Ket qud 
nghien cffu cho thay, trong 7 yeu to cdu thdnh marketing mix tgi cdc chuoi cffa hdng lien ich, 
ngudi lieu dung ddnh gid khd tich cue ve 2 yeu to: Sdn pham vd dich vu; Phdn phd'i: tuy nhien. 
cdn chua hdi long ve 5 yeu td: Gid cd; Xuc lien thuang mgi; Con ngi^; Quy trinh; Ca sd vdt 
chdt. Tff do, bdi viet de xudi mgt so gidi phdp nhdm cdi thien hogt dgng marketing mix cda cdc 
chudi cffa hdng tien ich tgi TP. Ho Chi Minh, 

Tuf kbda: marketing mix, chudi cffa hdng tien tich, TP. Ho Chi Minh 

Summary 
To evaluate customers' perception of marketing mix activities at convenience store chains in Ho 
Chi Minh City, in addition to in-depth interview metiiod, the author conducted an ordine survey 
of 503 customers of convenience store chains in the city. The results showed that, among 7 
elements of marketing mix at convenience store chains, consumers appreciate 2 factors including 
product and place. However, they are not satisfied with 5 factors, which are price, promotion, 
people, process, physical evidence. From those findings, a rmmber of solutions were proposed lo 
improve the marketing mix at convenience store chains in Ho Chi Minh City. 

Keywords: marketing mix, convenience store chain. Ho Chi Minh City 

GlCfl THIEU pham, Gid ca, Wian phdi. Xuc tien) dtfdc 
Kotier (2003) phat trien la rad hinh ton 

Thdi gian vffa qua, thi trtfdng cffa bang tidn ich tai tai lau vd pho bien hdn ca. Tuy nhien, 
TP. Ho Chi Minh da chdtig ki^n cupc chay dua md thtfc te cho thay. ihig dung 4P chi phii 
rdng quy md ve sd Itfdng diem ban. Cd the ndi, thi hdp cho marketing san pham, cdn Gnb 
trtfdng da qua giai doan tham nhap va bat dau btfdc vffc dich vu tbi cd rhOng dac tnftig rieng. 
vao thdi ky tdng trffdng. M vay, ttong thdi gian tdi, cac doi hdi phai quan tam nbteu hdn dê n c ic 
chudi cffa hdng can tap trung vao chat Itfdng dich vu yeu id cam tinh ciia khdch hang de ndng 
cung cap va xay dtfng hinh anh ihtfdng hieu gdn Uen cao chat Itfdng. 
vdi dinh vi san pham. nham duy tri va phat trien ben Vi vay, trong marketing mix ciia 
vffng. De Iam drfdc dieu nay, mdt ttong sd nhiJng giai nganh dicb vu, ngoai 4P tmyen tbdng cdn 
phdp ma cac cffa hang tien ich can tfu tien dd chlnh la dtfdc cac nhd nghien ciiu phat ttien va bo 
marketing mix - mpt kenh tie'p thi hieu qua ciia ban le. sung them 3 nhan to nffa la: P5: Con ngffdi 

(People). P6: Qua trinh dich vu (Process 
c a SCf LY THUYET VA PHl/ONG PHAP of services) va P7: Cham sdc khdch bang 

NGHIEN CLfU (Provision of customer ser> ices i de tdng 
cffdng stfc raanh cbo boat dpng tiep tbi 

Cd sd ly tbuyet dich vu. 
Marketing mix Id rapt ttong nhiftig khdi niem chu Dieu na> rat pbu hdp khi dp dung \ di 

chdt cua Iy thuyet marketing hien dai. Cd ra't nhieu md cdc doanh n ^ i e p ban le. Khi mdt doanh 
hinh marketing hon hdp. hay cdn gpi Id marketing mix nghiep ap dung mo hinh 7P. thi vffa cd 
Trong dd, rad hinh marketing mix 4P (bao gom: San tiie quang ba san pham va thtfdng hieu. 

'TS., TruSng Dai hpc Mgoai thtfdng 
\gav nhan bai: 15/7/2020: Ngdy phan bien: 15/8/2020: Ngay duyit ddng: 25/8/2020 
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lai vifa ndng cao chd't Itfdng dich vu cua 
minh Cu tiie, vdi 3P dtfdc rad rdng se tap 
trung vao cdc dich vu sau: 

People (Yiu tdcon ngudi): Nhtf chiing 
ta da bi^t dich vu cd tinh khdng the tdch 
rfli, con ngtfdi la nhan td'quan ttpng ttong 
qû  trinh hinh thdnh va chuyen giao cdc 
djch vu. Tam quan trpng cua nhan vien 
trong viec xdc dinh stf ltfa chpn cua ngtfdi 
tiSudung da dtfdc ndi de'n rat nhieu trong 
ck nghi6n ctfu vd marketing. Stf ttfdng 
tic giffa khdch hdng va ngtfdi cung cdp 
dich vu se hinh thdnh mot khdng khi lam 
vifc, tao dieu kidn de qua trinh dich vu 
diidc thtfc hien thdnh cdng hay thd't bai. 

Process of services (Qud trinh dich 
vu): Cac hoat dpng cua qud tnnh dich 
vî  gom: vi$c thiet ke, sdng lao vd thff 
nghiem cdc dich vu theo mpt thu tuc, md 
hinh nhat dinh de xdc dinh qua trinh boat 
dpng he thoang dich vu, cd chd' vd cdch 
thiic cua dich vu d^ tao ra dich vu va 
chuyen giao cho khdch hdng. Vide thie't 
ke qud trinh dich vu gdm: thie't ke mdi 
tnfdng vat cha't vd thid't kd tap hdp qua 
trinh tac ddng ttfdng hd. 

Provision of customer sevices (Chdm 
sdc khdch hdng): Tinh chat vd hinh cua 
m t̂dich vu co nghia la khdch hang tiem 
nang khdng the ddnh gid mdt dich vu 
tnrdc khi no dtfdc tieu thu, tang rui ro vdn 
c6 trong quye't dinh mua hang (Palmer, 
A. vd M. O'NeiU, 2003). Dich vu khdch 
hkg la hoat ddng Idm cho dich vu cua 
doanh nghiep phii hdp tdi mffc cao nha't 
vd ridng biet dd'i vdi tffng khdch hang, 
lu6n tim hieu, giai quyd't va cung cd'phdt 
trien mdl quan hd giffa td chffc vd tffng 
khkh hang thdng qua viec khao sdt mffc 
do ĥ i long, giai quyd't khieu nai... 

Phtftfng phap ngbi§n cihi 
Nhdm ddnh gid thffc trang boat ddng 

marketing mix cua cdc chudi cffa hang 
ti?n tch tai TP. Ho Chi Minh, quy ttinh 
nghien ctfu dtfdc thffc hien bao gdm hai 
phiftJng phap: nghidn ctfff dinh tinh vd 
nghien ctfu dinh Iffdng. 

Nghiin ctiu dinh linh dffdc tiiffc 
hî n bang phtfdng phap phdng van sdu 
(indepth interview). Ddp vien dtfdc ltfa 
chon la nhffng ngtfdi cd tan sua't mua 
hkg tai cdc chudi cffa hang tien ich 
tren 3 lan/tuin vdi sd tien mua sdm tten 
500.000 ddng/Ian mua sam. Tong cdng 
ila C(3 8 cupc phong va'n sau dtfdc tie'n 
tî nh tai TP. Hd Chi Minh ttong khoang 
*̂ J gian tff tiiang 02-4/2020. Ndi dung 
cupc phong van tip ttung vao cdc va'n de 

^«BBl'_and Forecas! Review 

BANG 1: THONG KE HO TA VE CAC YEU TO CUA CHJNH SACH 
SAN PHAM/DICH Vd 

N 
Gia tri 

Bl khuyet 

Gia tn 

Do lech chuan 

Gia cn tha'p nhai 

Gia tn 16n nhat 

DanhiDQC 

pbongphn, 
dadqng 

503 

0 

4.036 

.7592 

10 

5.0 

dapdtag 
nfaDcSo 

503 

0 

4.060 

.7656 

1.0 

5 0 

Nbi^u ̂ b chpn 
vi thiAfng bi^u 

cho mdi lofi 
hanghda 

503 

0 

4.042 

.7523 

1.0 

5.0 

Djch VQ gia 
tfingda d^ng: 

^ o h i n g , 
t h u b M h 

503 

0 

4 010 

.8046 

1.0 

5.0 

Nguon: Ket qua khai 

ve thdi quen mua sara cua ngtfdi tieu diing tai cdc chudi 
cffa hang tien ich, nhOtig ye'u td chi phdi hp ltfa chpn 
de'n mua sam tai cffa hdng tien ich. 

Nghiin cdu dinh lugng dffdc thffc hidn nham danh 
gid cam nhan cua khdch hang tai cac chuoi cffa hdng 
tien ich ve boat ddng marketing mix cua cffa hdng. 
Bang viec phat 541 phie'u khao sat trtfc tuyen de'n 
khdch hang cua cdc chudi cffa hang tien ich, nghien 
cu\i da thu dtfdc 541 phie'u. Tuy nhien, sau khi lam 
sach dff lieu, chi cd 503 phid'u khao sdt dtfdc sff dung 
de phan tich trong cac btfdc tidp theo. Thdi gian tidn 
hanh thu thap dff lieu Id tff tiiang 4-5/2020. Ddnh 
gia cua ngtfdi tra ldi dtfa tren thang do Likert 5 vdi 
cdc mtfc dp nhtf sau: 1- Hoan toan khdng ddng y; 2-
Khdng ddng y; 3- Khdng y kien; 4- Dong y; 5- Hoan 
todn ddng y (Bdi vii't sff dung cdch viet sd ihgp phdn 
theo chuan qudc te). 

KET QUA NGHIEN CLOJ 

Yen td' San pbS'm va dicb vu 
Bang 1 cho tha'y. ddnh gia ve ye'u td san pham tai 

cdc chuoi cffa hang tien ich nhin chung la khd tich ctfc. 
Cac hang muc deu cd tri so trung binh tren 4/5, ttfc la 
mffc dp ddng y vdi cac nhan djnh dffa ra. Dieu nay cho 
tha'y, chinh sdch san pha'm, dich vu ma cdc chuoi cffa 
hang tien ich dtfa ra hien nay da ddp tfng dtfdc yeu cau 
cua ngtfdi mua vdi stf phong phu, da dang ve chiing 
loai hang hda cung nhtf thtfdng hieu. Cha't Itfdng san 
pham ciing la ye'u td dtfdc ngtfdi tieu dimg ddnh gid cao 
tai kenh cffa hdng tien ich. Ben canh dd, cdc dich vu 
gia tang cung dtfdc dtfa vao de Iam phong phu stf ltfa 
chpn cho ngtfdi tieu dung, nhtf: dich vu giao hang tan 
nhd, tiiu hp tien dien. ntfdc. truyen hinh cap... 

Cac sdiieu tff ke't qua phdng va'n sau cung cho tha'y, 
do han che've mdt bdng nhd hep. viec ltfa chpn danh 
muc hang hda va cac nha cung^ cap^ddp tfng dung tiii 
hid'u khach hang d tffng tiidi die'm van ludn la mdt bai 
toan khd ddi vdi cdc chudi cffa hang tien ich khi bdn 
hang mdl ngay. 
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N 

BANG 2 

Gia tn 
Bl khuye't 

Gia tn 
Do 16c h chuan 
Gid tri tha'p nha't 
Gid tri ldn nhat 

: THONG KE MO TA CAC YEtl TO COA CHINH SACH GIA 
Gi^ phu hi^ 

v&ktiStlti<fBfi 
503 

0 

GU phii h(^ vdl kha 
attns timih t o ^ 

503 
0 

3.708 
7833 

1 0 
50 

Chinh sach gia 
td't mSi ngay 

503 
0 

3 728 
-7701 

LO 
50 

Giii kh6ng qoji 
cao so vdi cfaî  

503 
0 

3.127 
.8767 

1.0 
5.0 

BANG 3; THONG KE MO TA CAC YEU TO VE H$ TH6NG PHAN PHOI 
CUA CCfA HANG T1|N ICH 

N 
Gia tn 

Bi khuyet 

Gid tri 

Do lech chuan 

Gia tn tha'p nha't 

Gia trj ldn nhat 

VjMgiao 
thdng thu^n lifi 

503 

0 

D§ ditng ghi 
nhd vi tri 

503 

0 

4.199 

.7171 

1.0 

50 

Mang liifdi c^a 
bang pb&a 53" r^ng 

503 

0 

3.990 

.7374 

1.0 

5.0 

Tbu$n ti0D vdi 
sinh hoat c&a t&l 

503 

0 

4.201 

.7179 

1.0 

5.0 

BANG 4; THONG KE MO TA v l CAC YEG TO XCIC TIEN THCTdNG MAI 
cdA CGfA HANG TIEN ICH 

N 
Gia tri 

Bi khuyet 

Gia tri 

Do lech chuan 

Gia tri tha'p nhat 

Gia tri 16n nha'l 

Nhilu d|p 
|[hny€n raai 

503 

0 

Mffc khuydn 
mai hS'p din 

503 

0 

3 044 

0 8758 

1 

5 

Cui^ cSp thdng tin 
ve khuydn mai 

503 

0 

3.406 

0.7297 

1 

5 

Uu dai cho kh^ch 
fa&ng thSn thie't 

503 

0 

3.495 

0.8582 

1 

5 

Ngu6n: Ket qua khao sat 

Ye'u td' Gia ca 
Sd lieu d Bang 2 cho tha'y, ngffdi tieu dung chtfa 

thffc sff hai long vdi viec dinh gid cua cac chudi cffa 
hang tidn ich. Ca 4 ye'u td ca'u thanh chinh sdch gid 
diu cd gid tri trung binh xung quanh mffc 3/5. Ke't qua 
th^ hidn rang, vin cdn kha nhieu ngffdi tidu dung chffa 
that sff cam nhan dffdc nhffng gid tri ttfdng xu^g tff san 
pham so vdi sd tien ma hp phai chi tra. Ke't qua phdng 
va'n sau cung cho tha'y, ye'u to ndy keo theo sff danh 
gid ciing d mffc trung binh dd'i vdi tieu chi ve chenh 
lech gid cua cdc san pha'm bay ban tai cdc cffa hang 
tien ich so vdi gid cdc sdn pham cung loai tren thi 
trffdng bdn le truyen thdng, nhtf; chd, cffa hdng bdch 
hda... Tuy nhien, trong cdc yd̂ u td ve chinh sach gid, 
thi stf phu hdp vdi kha ndng thanh todn va chinh sdch 
gid td't mdi ngay da nhdn dtfdc ung hd cua ngtfdi tieu 
dung vdi gia tri trung binh cao hdn ca (dat xung quanh 
mtfc 3.7). Day cung la ldi the cua chudi cffa hang tien 
ich so vdi cdc kenh ban le hien dai. nhtf: sidu thi hay 
trung tdm thtfdng mai. 

Yd'u td'Phan pbdl 
Nhin chung, ngtfdi tieu dung ddnh gid 

cao vide tiiiet ldp mang ltfdi diem bdn 
cua cac chudi c^a hang tien ich vdi ca 
4 yeu id ca'u tiianh deu cd gid tii ti^inj 
binh xung quanh mtfc 4/5 (Bang 3). K^t 
qua nghien cihi cho tiid'y, da sd cdc cffa 
hang deu dtfdc ddt dcdc khu vffc thuan 
tien ve giao thdng, de ddng ghi nhd vi tri 
hoac trong cdc khu dan cff ddng diic nen 
khd tiiuan tidn vdi sinh boat cua ngtfdi 
mua hdng. 

Nhtf vay, ke't qud khdo sat cho thay, 
tin hieu kha lich ctfc dd la viec cac cffa 
hang tien ich da tie'p can dtfdc nhftig ddi 
Wdng khach hang d cdc khu vtfc cd mat 
dd dan ctf cao, tao dilu kidn cho ngtfdi 
tieu dung cd them kenh mua s^m ben 
canh viec tdi chd hay cdc cffa hang tap 
hda thdng tiitfdng. Tuy nhi6n, thtfc te'cho 
tha'y, sff phd bid'n va bao quat thi trffdng 
ciia chudi cffa hang tidn ich mdi chi dien 
ra tai cdc khu vffc trung tam, ndi thdnh, 
chff chffa thtfc stf xarn nhap vd phat trien 
rdng rai d ngoai d. O nhffng dia phtfdng 
cap huyen trd xud'ng rd't khd cd the tha'y 
dtfdc hinh dnh cua cdc cffa hdng tien ich, 
nen ngffdi dan vin giff thdi quen mua 
sdm theo hinh thffc truydn thd'ng. Dieu 
do cho tha'y, cdc chudi bdn le vin cdn 
nhieu tidm nang de tid'p tuc md rpng he 
thd'ng phdn phd'i trong thdi gian tdi. 

Yg'u td'Xuc tig'n tbi/dng m^i 
Ke't qua khao sdt the hien trong Bang 

4 cho tha'y, ngffdi tidu dung chffa thda 
man vdi cac boat ddng chieu thi cua 
cffa hang tien ich. Mffc khuye'n mai chi 
dat diem binh quan d mffc 3/5 cho tha'y, 
ngffdi tieu dung danh gid tha'p chinh sdch 
khuye'n mai cua cdc cffa hang (Bdng 4). 
Ke't qua nay ciing khd phii hdp vdi cdm 
nhan ve chinh sach gid cua cffa hang tidn 
ich khi phdng van sau khdch hang, Theo 
dd, raffc gid ban dtfdc dinh ra cdn kha cao 
so vdi kha nang thanh loan cua khdch 
hang. Chinh vi the, nhieu ngtfdi tieu 
dung ky vpng mtfc giam gid cua cdc cii'a 
hang phai nhieu hdn va ap dung thtfdng 
xuyen hdn, khdng chi dpi nhffng dip le, 
Tel hay ngdy dac biet. 

Y^'utd'Conngffcrt 
Ke't qud d Bang 5 cho tha'y, ngffdi 

lieu diing chtfa thtfc stf hdi long ve stf 
phuc vu cua nhan vien tai cdc chudi cffa 
hang lien ich. Trong 5 yeu to ddnh gid 
ve nhdn vien, ddp vidn ddnh gid cao 
nha't stf chuyen nghiep cua nhan vien 
ve trang phuc vdi 3.79/5 trong khi dd 
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ddnh gid ve mtfc dd am hieu san pham 
hay thdi dO phiic vu khdch dat mffc trung 
binh tha'p 3.4/5. Cdc san pham, hang 
|]6a tieu Ihu chi ye'u trong cffa hang 
ti§n ich hau he't Id nhdm hang tieu diing 
nhanh. Day la nhffng ddng sdn pham 
difdc tieu tiiu va quay vdng nhanh, ndn 
thfing tin san pham lien tuc thay ddi vd 
cSp nhat thffdng xuyen. Trong khi dd, 
vi?c tuyen dung va dao tao nhan vidn 
cua cac chudi cffa hdng tidn ich dffdng 
nhii chtfa ddp tfng dtfdc stf phat trien 
nhanh ch6ng cua he thd'ng. Do do, mdt 
bp phan nhdn vien chtfa nam vffng dtfdc 
thong tin vl san phara. 

Ye'u te'Quy trinb 
Ket qud khdo sat cho thay, ngtfdi tidu 

dilng kha hdi Idng do khdng ton qud nhieu 
thdi gian chd ddi 6i thanh toan (dat die'm 
binh quan 4/5). Cdc chudi cffa hang lien 
ich Cling da ky kd't nhieu thda thuan hpp 
tdc \6i cdc ddn vi cung cap dich vu thanh 
toSn va ngan hang. Do dd, ngtfdi tidu 
dDng CO nhieu ltfa chpn ve phtfdng tbtfc 
thanh todn khi mua sam d cffa hdng tien 
ich (mtfc dp hdi Idng 4.1/5). Tuy nhidn, 
hai y6'u t6'khdng dffdc danh gia cao trong 
quy trinh cung cap dich vu thanh toan, 
d6 la: vi?c doi tra san pham (chi dat gia 
tri tmng binh 3/5) va thdi gian hoat ddng 
{dat 3.4/5) (Bang 6). 

Ygiite'Cd stir vgt chat 
Trong cdc ye'u to' ca'u thanh hoat ddng 

matketing, cd sd vat cha't la thanh phan 
d§ nhdn bie't vd ddnh gia nha't do gan lien 
v&i yg'u td hffu hinh. Bang 7 cho thd'y, 
trong 5 tiianh td' phan anh ve he thd'ng 
cd sd vSt cha't cua cffa hang tien ich, ye'u 
to md ngtfdi tidu dung danh gid cao nha't 
l̂  he thd̂ ng nhan dien thtfdng hieu cua 
eu'a hdng vdi gid tri trung binh la 3.1/5. 
Ngtfdc lai, ngtfdi tieu dung chtfa hdi long 
ve khoang each giffa cdc ke hang, gid tri 
tning binh cua ye'u td nay chi dat 2.8/5. 
K̂ t qua nay cung phdn dnh dung tbffc 
Iniiig dau Iff cd sd vat chat cua cdc chudi 
cii'a hdng tidn ich. Do thtfdng nam d cac 
vj tri tmng tam, tiiuan tien, nen gid thue 
ra?! bang kha cao, cdc cffa hang thtfdng 
l§n dung mpi dien tich cd the' de kinh 
doanh, n6n vide bd tri khdng gian b6n 
trong chtfa tiiffc stf ddp tfng nhu cau cua 
khdch hdng. 

Mpt yd'u td nffa md khach hang chffa 
hai I6ng vdi cdc chudi cffa hang tien ich, 
^61^ van de ve sinh cua cffa hdng vdi gid 
Hi trung binh chi dat 2.9/5. Va'n de khdng 
gian chdt hep vd sd Iffdng nhdn vien cd 

N 

Gia 

BANG 5: THONG KE MO TA Vt YEd TO NHAN VIEN CCfA HANG TIEN JCH 

Gia tri 

Bl khuyg't 

tri 

Do lech chuan 

Gia tn thiip nha't 

Gid [ri Idn nha'l 

NhSn vien 
IDAD m^c 

cifa hang 

503 

0 

Nhanvi^B 
tbSn tiiien 
vdi khach 

liftng 

503 

0 

3.767 

.8251 

1-0 

5.0 

NliSn vi£n 
hStr^lqp 
thM khi 

lihach c ^ 

503 

0 

3 549 

.8451 

1 0 

5.0 

NhflDviSn 
nhi^t tinh giii 
ddp thic mic 

cualciiach 

503 

0 

3.634 

.8382 

1.0 

50 

N h f l n v i ^ 
amhi^nxy 

503 

0 

3.427 

8291 

1.0 

5.0 

BANG 6: THOriG KE MO TA YEG TO QUY TRINH 

N 
Giatn 

Bi khuyg't 

Gia tri 

Do l^ch chuan 

Gia tri (ha'p nha't 

Gia tri ldn nha'l 

Thdi gian 
chd tinh 

ti^n nhanh 

503 

0 

• — ^ 

Thiri gjan ho^t 
dOng phi i l i^ 

vdi nho cSu 

503 

0 

3 475 

-8987 

1.0 

5.0 

I—' 
Phtftfi^ thifc 
thanh to^n 

da dang 

.̂ l)̂  

0 

4 169 

.9110 

1.0 

5.0 

Quy tiinh ddi 
tra hang fada 

roring 

497 

6 

3.03 

816 

1 

5 

BANG 7: T H 6 N G KE MO TA YEG TO Cd s 6 V^T CHAT 

N 
Gia tri 

Bj khuye't 

Gia tn 

Dp lech chuan 

Gia tri thii'p nha't 

Gia tn ldn nhai 

TnAigh^y 
h^ng hda 
klioa h^c, 

dS&n 

503 

0 

CAah&ng 
ludn SQch 

se,v$ 
sinh 

503 

0 

2.928 

,7189 

1.0 

5.0 

Khoang 
deb ghfa 

cack^ 
hang rOng 

503 

0 

2.819 

7581 

1 0 

50 

Bi^n hl^u 
cil^ hitng dl 
nli$ndi$n 
khiditOTxa 

503 

0 

3 157 

.8911 

1 0 

50 

C6 nhtlu ti(n 
fch, nbtf: ch3 

ngdi, wifi, binh 
nUdc n6ng... 

503 

0 

3.034 

9598 

1.0 

5.0 

han, ludn trong tinh trang qua tai dac biet la vdo gid 
cao diem khien cho cdng viec cham sdc ve sinh cffa 
hang chtfa dap tfng dtfdc \ eu cau ciia ngtfdi lieu dung. 

KET LUAN VA MQT SO DE XUAT 

Ket qua nghien ctfu cho tha'y. trong 7 ye'u td ca'u 
thanh marketing mix. ngtfdi tieu dilng ddnh gid khd 
tich ctfc ve 2 ye'u td tai cac chudi cffa hang tien ich: 
San pham va dich vu: Phan phd'i; tuy nhien. cdn chtfa 
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hdi Idng ve 5 yeu to: Gid ca; Xuc tie'n ihffdng mai; Con 
ngffdi; Quy trinh; Cd sd vat chd t̂. 

^ Vi vay, nham cai thien boat ddng marketing mix 
cda cdc chudi cffa hang tien ich tai TP. Hd Chi Minh, 
theo tdc gia, can thtfc hien cd hidu qua d mdt sd npi 
dung sau: 

V^ san ph^Ri/dicb vu: Quan ly chat che hdn dau 
vdo de dam bao chat Itfdng hang hda cung ed'p tai 
chudi cffa hang tien ich. Bdn canh dd, can chu trpng 
sff dung phan mem quan ly nham dam bao sd' Itfdng 
va chlft Itfdng hang hda. Ddng thdi, cin da dang danh 
muc hang hda. 

V^ gia ca: (i) Da dang hda itfdng quan gid/cha't 
Itfdng mat hang; ttfdng quan gid/cha'l Itfdng dich vu bdn 
le; (ii) Dinh gid mdl so' mat hdng cd dac trtfng rieng/ 
ndi bat thd'p hdn gid ban le thi trffdng va dd'i thu canh 
tranh tao cho khdch hang a'n tffdng "cha't Iffdng ttfdng 
dtfdng, nhiftig chi phi bd ra it hdn", vi du nhtf vdi mdt 
sd' mat hang thtfc pham che bid'n, mpt so mat hang phi 
thtfc pham ma chudi cd u\i the'vl ngudn cung cap; (iii) 
Chudi cd th^ dinh gid cao hdn gia thi trtfdng/ddi tbii 
canh tranh vdi nhffng mat hang cao ca'p/dpc ddo vd vdi 
mat hang rieng cd cua chudi de tao cam nhan ve ding 
ca'p chat Iffdng mat hang vd gid tri mat hang dem Iai 
cho khach hang. 

\ i pbSn phd'i.- Trong nhffng nam tiep theo, cdc 
chudi cffa hang tien ich can xay dtfng ke' hoach va hch 
tiinh phd'i hdp de phdt trien so Itfdng vd xdc dinh dia 
diem phdn bd' tai thi trtfdng cdc qudn, huydn ngoai 
thanh cua TP. Ho Chi Minh theo tdc dp dd thi hda, dat 
miic tieu gia tang mat dd va muc tieu bao phu thj trtfdng 
cua tffng chudi. Ben canh dd, cdc chudi cffa hang tien 
ich khi xdc dinh dia diem phan bd' cffa hang bdn canh 
cdc tidu chi dia thi trffdng tao thuan Idi td'i da cho khach 
hang tie'p can cffa hang can phan tich chi tie't, ddnh gid 
xac ddng nhi3iig yeu cau thtfc hien qud ttinh mua - nhdp 
hang thuan tien, dam bdo td'i da hda hieu qua/chi phi 
mua - nhap hang vdo cffa hang. Ngoai ra, khi xdc dinh 
dia di^m phan bd' cffa hang tai thi trtfdng cdc huydn, 
thi xa d cdc tinh le, can dac biet can nhac tdi thdi quen 
mua va xu htfdng cua nhu cau tieu diing ve hang hda va 
dich vu khach hang cua dan ctf dia phtfdng cung nhtf tdc 
ddng canh tranh cua cdc loai hinh thtfdng mai truyen 
thd'ng nha't la chd truyen thd'ng. 

Ve xuc tign tbifcAig mai; Cdc chudi 
cffa hdng tien ich can tiep mc duy til 
va da dang hda chinh sach khuyen mai, 
giam gid de thu hiit va giff chan khach 
hang nhieu hdn. Ngoai ra, cac chudi cffa 
hang tien ich nen dp dung vd duy tn tdt 
chinh sach tiie khdch hang tiidn tiiiet 
bdng viec gia tang nhiJng ffu dai cho 
khach hang thffdng xuyen de'n mua hang. 

Ve con ngirdi: Can da dang hda 
cac chffdng trinh va phffdng phdp dao 
tao cho nhan vien va tao ddng Iffc cho 
nhan vien. 

V^ cd &d vSt cbdft; Vdi sd Itfdng 
khdch hdng dd'n chudi cffa hang tien ich 
ngay cang Idn, thi mdt bang, cd sd vai 
cha'l can dffdc cai thien de thdi gian tdi 
phuc vu khdch hdng td't hdn nffa, nhff: quy 
hoach Iai cac bp phan didn tich cffa hdng 
(dien tich trtfng bay bdn hang, dien tich 
bao quan che bid'n hdng hda, dien tich 
kho, quay thu ngan...) theo tieu chuan; 
bang chi dan khdch hang vd thdng tin 
gidi thieu, chdo hang, mdt hdng mdi, 
dich vu khdch hang mdi can dtfdc quy 
hoach Iai d vi tri de khdch hdng de nhan 
bie't; trien khai thdm cdc tien ich nham 
dem de'n stf dd chiu, thoai mdi cho ngtfdi 
mua hdng... 

v l quy trinb: Cin chi tie't hda quy 
trinh thtfc hien va htfdng dan nhan vidn 
trien khai, lao dieu Iden de khach hdng 
de ddi ttd hang. Trong giai doan hien 
nay, stf canh tranh ciia cdc chuoi cffa 
hdng tien ich tap trung vao chat Iffdng 
dich vu va thffdng hieu, do dd, dich vu 
hau mai la yeu id quan ttong dem lai sff 
hai ldng cho khdch hang, ttf dd nang cao 
Idng trung tiidnh cua hp. Ngodi ra, cdc 
chudi cffa hdng lien ich ciing nen xay 
dtfng quy trinh vd bp tai Heu htfdng dan 
cho cdc nhan vien de xff Iy cdc khieu nai/ 
thac mac cua khdch hang, dem Iai sff hdi 
Idng cho khach hdng.G 
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