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Tém tit

Chalt lupng ludn lé mét trong nhing nhén wlquan rong qu\'e‘l dinh khd ndng canh tranh clia
doanh nghiép trén thj truimg. Tdc gid sit dung (Imrg théi ¢d hai phitong phdp nghién citu dinh
tinh v dinh lugng dé phan tich nhing nhén 16" 1dac (i(mg dén chat luomg dich vu cia Co.op Lé
Héng Phong Nha Trang, lam co s dia ra nhitng gidi phdp nhém néng cao chdt hamg dich vy
va su hai 1ong cia khdch hang 1qi siéu thi nay. Két qud nghién i cho thdy, c6 4 nhan 16 1dic
dong dén Chét lwong dich vy ciia Siéu thj, dé la: D6 Im cliy; Phuong tién hitu hinh: Gidi quyé!
khiéu nai; Chinh sdch tiéu ding. Trong dd. nhdn 16 D¢ tin ¢y cé dnh hucng nhiéu nhdt dén
Sw hait long ciia khdch héng.

Tir khéa: chdt lugng dich vu, nhdn 18 1dc déng, Co.op Lé Hong Phong Nha Trang

Summary

Quality is always one of the important factors determining the competitiveness of businesses in
the market. The author uses both qualitative and quantitative methods 10 analyze determinants
of service qualiry of Co.op Le Hong Phong Nha Trang supermarket so as to propose solutions
Sfor improving service quality and customer satisfaction with this supermarket. The result
identifies 4 factors. which are Reliabiliry; Tangibles: Complainis handling; Consumer policy.
In particular, Reliability has the strongest influence on customer satisfaction.
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GIGI THIEU

Trong bdi cinh cdc doanh nghiép
dang phai canh tranh trén quy mé toan
cdu, sy khdc biét vé gis ca va chit luon
san phdm khéng con déng ké, thi chal
ludng dich vu dang déng mot vai trd
hét siic quan trong trong viéc 1ao ra sy
khdc biét cho mdt doanh nghiép. Doanh
nghi¢p cang quy mé. thudng hi¢u cang
16n, thi dich vu cang phéi ndng cao, sin
pham 18t. Nhung, néu dich vu khéng
dat su hai 1dng clia ngudh tién ding,
thi sé gdy ra phdn iing nguge. Chinh vi
vdy. van dé quan tri chal lugng dich vu
d3 trd thanh y&u 16 sdng cdn cla mot
doanh nghiép. Phin tich nhing nhin
18 14c dong dén chat lugng dich vu clia
sieu thi Co.op Lé Hong Phong Nha
Trang (c6 v&n ddu wr 120 1y ddng, dién
tich sit dung 10.000m?, kinh doanh trén
30.900 miit hing thuée cdc nhém: thuc
phim. héa my phéfm. hiang may mic

thdi trang. dé ding gia dinh, dién gia dung..) dé 1t
a6 dua ra nhing gidi phdp nhim nang cao chal hmng
dich vy v sirhdi long cia khdch hang 1a cin thiél vdi
doanh nghiép.

PHUONG PHAP NGHIEN C(U

Nghién citu st dung ddng thdi cd hai phudng phip
nghién cdu dinh tinh va dinh lugng vdr hai bue chinh
1 nghién cdu sd bd va nghién ciiu chinh thifc, cy thé:

- Ngluen cttu so bj: Bing phuong phiip nghién ciu
dinh tinh, sit dung k¥ thuat lhno Judn tay doi va thio
luin nhém nhiim khém phd. diéu chinh vi b3 sung md
hinh thang do chat luong dich vu siéu thi va sy thda
min khdch hing. Hai mudi khich hang thudng xuyén
mua sim rai siéu thi Co.op Lé Hong Phong Nha Trang
va cde siéu thi khdc duge Ira chon dé thio luan. Nghién
cttu nay dude thuc hién tai TP. Nha Trang trong thing
12/2019.

- Nghién cihe chinh thic: Biing phudng phdp nghién
citu dinh lugng, thong qua ky thudt phonn van trye m.p
260 khach hing, vdi viéc tra 181 bing ciu hdi ddnh gid
vé chat luang dich vu ca Co.op L& Hong Phong Nha

"ThS.. Khoa Du lich va Am thuc, Trugng Dai hoe Cong nghiép thyc pham TP. Hé Chi Minh
Ngay nhdn bai. 22/5/2020; Ngay phdn bién: 157612020, Nyay dudi dong. 25/6/2020
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HINH I: MO HINH NGHIEN C{u

Phuong tién hixu hinh

‘ D6 un ciy

Chit luong
dich vy

Cic dic diém
cd nhan

‘ Chinh sich tiéu dimg

‘ Griti quyét khiéu nai

Nguén De xudt cua tac gid

BANG 1: DANH GIA PO TIN CAY CUA CAC THANG DO

Thang do Cronbach’s Alpha
Phydng 1i¢n hitu hinh 0.784
DG tin cay 0.795
Chioh séch uéu dang 0.651
Gidi quyét khi&u nai 0.726
Chal lugng dich vu 0.695

BANG 2: KET QUA PHAN TiCH NHAN TO

Bi&n quan sét Nhén 16
. i 1 2. 3 | 4
Quy mo si¢u thi réng i1, thodng mat 723
Trang phuc nhan vién gon gang lich sy 698
H¢ thdng didu hoa thodi mdi 718
Am nhac trong siéu thi rat d& chiu 734

Siéu thi ludn thue hién ding ohimg gi d3 gi6i thiéu | .668

Si¢u thi tip trung d4p tng cic yéu cau cda khéch hing | 794

Khi cin gidp 8 nhin vién cda siéu thi rt nhi¢t tnh | ,826

Nhin vién gidr quyé&t cac than phién eda quy khach
tryfc tiép vd nhanh chéng

Nhin vién luén sin sing gidp d8 kiu qug khach cdn | ,864

767

Sicu thi ¢6 nhida chudng trinh khuyén mai hap din 669

Dich vy hiiu mar cGa s1éu thi rit 41 796

Chinh séch chit lugng cla siéu thi 1o rang R47

Siéu 1hi ¢6 nineu kénh 6&p nhin vi phin hdi khigu nai 676

Viéc khi€u nn duge thuc hién nhanh chéng 684

Sicu thi gidi quyét khi€u nai mor cich nhanh chéng va

thuyét phuc 728

Siéu (hi‘gidi quyét cdc khigu nai theo hudng c6 igi cho 795

khdch hang

Gia trj Eigen value 4,963(1.498|1,6031.243,

Cronbach’s Alpha 0.877|0.744/0.723/0.633
& K iy cua tac gia

Trang, trong thdng 01/2020. S§ li¢u thu thap dugc lam
sach vi x{f 1y bliing phin mém SPSS 20.0. thuc hién
qua c4c budc phin tich: ddnh gi1d d6 1in ciy cla cde
thang do thdng qua hé s Cronbach's Alpha va phan
tich nhin 16 khim phd (EFA).

Phan tich nhin 8 duge thyc hién véi phuong phép
trich Principle Component, phép xoay Varimax cho
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cdc bién déc 1ap cda mo hinh nghién
citu (Hink 1). Khi phén tich nhin 18,
nghlén ciru quan tim d€n mat 56 tiéu
chufin: (1) Hé s6 KMO (Kaiser- Meyer-
Olkin) 2 0.5 va myc ¥ nghia, cda ki€m
dinh Bartlett < 0.05: Hé s4 tdi nhan
t6 (Factor Loading) > 0.5 [1]. pé dat
dude gid tri phan biét, khdc biét gila
cdc Factor Loading phﬁl 16n han hoﬁc
bing 0.3 (Jabnoun va cdng sy, 2003)
Thang do dugc chip nhdn khi u)ng
phu’dna sai trich > 50% va Eigenvalues
c6 gid 1> | [1].

KET QUA NGHIEN CUU

Théng ké mé ta dif liéu

Két qua phan tich dir liéu cda déi
wigng trd 18i 260 phi€u khdo sdt hgp l&
thu vé, cho thdy:

(1) V& gi6i tinh: Nam gidi chiém 1y 1&
32,1% va nl chlem 1y 16 67.1%.

(2) V& d6 tudi: Nhém c6 do wéi i 31
dén 50 chi€m ly 1& 85.3% (theu nhal);
Nhém ¢6 d6 i tir 21 dén 30 tudi chlem
ty 18 9,2%: Nhém c6 dd wai trén 50 twdi
chiém ty 1& 5.5%.

(3) V& winh do hoc vdn: Nhém c6
trinh d$ phd théng chém 1ty 1€ 68.4%
(cao nhit): Nhém 6 trinh A9 dai hoc va
sau dai hoc chi€m 16,2%; Nh6m c6 trinh
d6 trung cap va cao ding chi€m 15,4%.

(4) V& thu nhap: Mic thu nhap tir
3-5 triéu déng chi€m ty 1& 35%; Muic
thu nhap tr 5-10 tridu ddng chiém ly &
45,8%; Miic thu nhap du6i 3 triéu ddng
chiém ty 1¢ 17,2%; Thu nhip trén 10
triéu ddng chi€m 2%.

Vé do tin cdy cda c4c thang do

K&t qui kiém dinh Cronbach’s Alpha
cha thily, c4c thang do déu dat d§ tin ciy
khi cao (Béng 1).

Phin tich EFA

Trong phin tich EFA, phuong phdp
phin tich hé s6 duoc si dung I Principal
Componenls vdi phép xoay Varimax tai
dié€m dung Eigenvalue l(m hon 1. Thang
do dudc chip nhan khi tdng phuang sai
trich 1dn hon 50%.

KE[ qua c6 4 nhin 18 dugc it trich.
vdi18ng phuong sai trich bz!ng 62.695%.
Piéu nay cho bi€t 4 nhan & nuy gidi
thich duge 62.695% bién thién clia dit
héu. Mar khdc. ta thiy hé & KMO
bing 0.768 > 0.5. nén dat véu ciu. Vi
phép xoay Varimax, ¢6 thé thiy 14} ¢3
céc quan s4Lc6 hé & truyén tai gy |an
hon 0.5.



BANG 3: MO HINH TOM TAT S( DUNG PHUGNG PHAP ENTER

R L R? Sai 58 chudn Théng ké thay ddi
higuchinh | _wéclugng | R?thay d3i | Fthay déi [df, | df, | Muc y nghia thay d6i
758 1698 6838235 649 72.839] 4| 176] 000
BANG 4: KET QUA PHAN TIiCH PHUONG SAI
__Mb hinh Téng binh phudng df Binh phuong trung binh F Sig.
1_|Hdi quy 112,668 4 29,669 72.849] 000*
S6 du 68,462 176 342
Tény 181,000 181
BANG 5: KET QUA HO! QUY S{ DYUNG PHUONG PHAP ENTER
. HE 58 HE 56 - Thong k&
M3 hinh chua chudn héa chugn héa } M'{:_ da chug tuyén
- B Db lech chudn B 9 nehia M olerance | VIF
[Hing s6 -7,102 045 0.000{ 0.000}
Do un cly 635 045 614 11,976 1,000 1.000] 1,000
1 [Phutong tén his hinh 23 045 0] 10,684] 1,000 1,000]_1,000
|Grdi quy€tkhi€u nai 98 045 582 9.73] 1.000) 1,000] 1,000
[Chinh sich tiéu dbng 75 045 5681 9,56 1,000 1,000[ 1,000
BANG 6: THONG KE MO TA DANH GIA CHUNG VE CHAT LUGNG DICH V{l
:Bi€n quan st N Nhé nhét Ldn nhit Trung binh B3 léch chudn
DG tn cd 260) 1,00 500 32572 1,10858
Phudng tign hu hinh 260 1.00 5.00 3.7867 106637
Gidi quyé&t khiéu naj 260 2.00 5.00 36319 90175
Chinh sch liéu ding 260 1,00 5,00 32642 88740
Chit lugng dich vu 260 1,00 5.00 32764 .RGBT2
Nguon Ket qua nghién cuu cua tuc giz

K&t qua phan tich héi quy

M6 hinh hdi quy duge xay dyng dé
xdc dinh mic 36 anh hudng cda timg
nhin (8 i chit lugng dich vu siéu thi.
Nghién cuu sit dung phuong phép Enter
v6i nhan 18 phu thuge 12 Chal lugng dich
vy ctia siéu thi va 4 nhan 6 doc lap: Bo
tin ciy; Phuong tién hitu hinh; Gidi quyét
khi€u nai; Chinh séch ti¢u dung.

Ma hinh hdi quy c6 dang:

Y =B+ 84X, + B7X, + B, v
BAX,

Trong d6, Y: chil lugng dich vu cla
siéu thi Co.op Lé Héng Phong Nha Trang;

X: Cdc nhn t8 dnh hudng t&1 chat
Iudng dich vy cla siéu thi;

B,: Hiing s6;

B Cic hé s6 hdi quy.

Kél qué phén tich hoi quy chothay c6
mdi quan hé (dng quan tuyén tinh gida
nhan (8 phy thudc Chat Jugng dich vy véi
4 nhin 13 doc lap 1a: D6 un cdy; Phuong
tién hitu hinh: Gidi quyét khi€u nai;
Chinh séch tiéu dung. Trong d6, wang
quan véi nhan (6 D3 tin cdy [a 1n nhat
(0,635) v wong quan véi nhdn (& Chinh
sch tiéu ding la thap nhat (0,575).

Bing 5 cho thy, 4 nhan 18 tic déng
déu c6 mitc ¥ nghia nhd hon 0,05, nén c6
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thé k&t luan ring. Chat lugng dich vu chiu tdc dong trnic
1i€p cda 4 nhan 16 doc 1ap la: P tin cdy; Phuang tign
hu hinh; Gidi quy€t khi€u nai: Chinh sach tiéu ding.

M5 hinh hdi quy dudgc viél lai nhu sau:

Chdt lugng dich vu = 0.635 * Po tin ¢dy + 0.623 *
Phuomg tién hitu hinh + 0,598 * Gidi quvél khiéu nai +
0.575 * Chmh sdch tiéu ding.

Hé s& R? hiéu chinh biing 0,698, diéu d6 c6 nghm 1a
4 nhén (8 déc 13p trong phlmnn trinh héi quy gidi thich
dudc 69.8% bién thién ciia nhan 18 phu thuge.

Gi trj Sig. cia kiém dinh F wrong Bing 4 ¢6 gid
Iri ril nhé, bing 0,000 < 0.05 cho thdy, cdc nhin &
wrong mé hinh ¢ thé gidi thich dudc sy thay 461 vé chat
lugng dich vu, md hinh phdt hgp va tdp dif li¢uv co thé
st dung dugc.

K&t qua & Bing 5 cho thdy, a6 chap nhan cda bién
(hé s8 Tolerance) thip v3 hé sd phong dai phuong sai
(VIF) nhé hon 10, nén khéng xdy ra hién wong da cdng
tuyén, diéu d6 c6 nghia 13 khéng cd sy tudng quan chit
ché gitra cdc bi€n ddc 1ap.

Két qua & Bing 6 cho thiy, khdch hing ddnh gid
Chat higng dich vu cda siéu thi vdi mic trung binh 12
3,2764. Trong d6. nhin & Phudng tién hiru hinh dugce
khdch hang didnh gid cao nh‘il vdi 56 diém trung binh
12 3,7867: nhan 18 Gud1 quyét khi€u nai duge dnh gm
cao thif 2 v6i s diém trung binh 1a 3,6319: 2 nhiin 15:
Chinh sich tiéu ding va Do tin ciy duoc ddnh gid &
mic thap, vdi »& dlem trung binh [dn lugt 12 3.2642
diémva 3.2572 diém.
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KET LUAN VA KIEN NGHI GIAI PHAP

K&t qua nghién citu cho thiy. ¢6 4 nhan 16 1a: B3 tin
cdy; Phudng tién hiru hinh; Giai quyel khi€u nai; Chinh
sdch tiéu dung c6 tic déng luyen tinh dén Chal lugng
dich vy clia siéu thj Co.op Lé Hong Phong Nha Trang.
Trong a6, nhan 15’ Do tin cdy ¢6 dnh hudng nhiéu nhal
1i€p dén 12 nhan 18 Phuong tién hitu hinh, Gidi quyét
khiéu nal va Chinh sdch tiéu dl)ng Dinh gid cda khdch
haing vé chit ugng dich vu cla siéu thi chi & mdc trung
binh. Mic d6 hai long cia khich hang vdi nhin lo
Phudng tién hitu hinh I3 cao nbat; dimg lhu2 14 nhan &
Gidi quy&t khiéu nai; nep dén thuge vé nhan 16 Chinh
sdch tiéu ding; a(rng cudi cing 12 nhin 18 B tin cdyco
muc hit Jdng thap nhal.

D€ ning cao chdt lugng dich vy va sy hai long
cua khdch hang véi siéu thi Co, .0p L& Hong Phong
Nha Trang, (rong thdi gian 16i, cin thyc hién céc gidi
phdp sau:

Mot I3, gidi phap gia ting mic dj tin ciy ciia sidu
thi Co.op L& Hong Phong Nha Trang.

Ban linh dao Siéu thi cin chi trong thyc hién 2
nhém cong viée:

Thut nhdt, dim bao chit lugng hing héa. cy thé:

(1) Pa dang héa ngudn hang, dim bio chat lugng
vé sinh an toin thuc pham Thuiing xuyen b6 sung
nhifng mat hang mdi, thay déi cach ség x€p trung bay,
kt€m sodt chdt ché nha cung dng dé dim bio chil
lugng hang héa.

(2) Tap trung dép ing yéu cau cda khich hang, nhu:
chi dgng trong khau phan phon v diu v phat trién
thém cdc dich vu vui chdi in udng trong Siéu thi.

Thit hai, néng cao chil ludng doi ngd nhdn vién
phuc vu. bling nhifng viée lam cy thé nhut sau:

- Ddnh gid nhan vién: Si¢u thi cin thuding xuyén
thuc hién dénb gid va x€p loat nhan vién, Muc dich
clia viée ddnh gid 1a @€ Ban gidm déc Siéu thi ¢6 duge
c4i nhin t6ng quét hon vé chit luong ngudn nhin luc;
nim bit dude nhitng ky ndng nhin vién cdn thi€u. Lay
két qud ddnh pi4 lam can c xdc dinh ddng d61 tugng
cdn dio (a0 va néi dung dio tao phu hdp Viéc ddnh
gid nén dvde thye hién hang thing va téng két lai vio
cudt nam.

- Dao 1ao n/mn vién: Bao tao 1ai chd thong qua cic
bai kiém tra vé nghiép vu. xdy dung ciic bm tdp tinh
hudng aé€ ren luyé khd nang phan ing cia nhén vién,
ting culing thém s gid huan luyén. két thic chudng
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trinh d20 tao sé 13 chifc dénh gid x¢p loal
nhan vién.

- Chinh sdach Lhen thugng: Ban lanh
dao Siéu thi cin dua ra chinh sdch
khen thudng rd rang, nhu: thudng cho
nhitng nhan vién hodn thinh ot cong
viéc; thing ChUC cho nhifng nhin vién
<6 thanh tich suit xdc va dat cdc chimg
chi can thiét theo yéu ciu... Muc dich 1a
dé khuyén khich nhan vién tich cuc rén
luyén néng cao nghiép vu dép img duge
yéu cdu ngay cang cao cua khich hang

Hai la, giai phdp vé gia ting cic
phuong tién hifu hinh.

Phuong tién hitu hinh bao gdm céc
yeu (8, nhu: k&t cau ha tdng, mdy méc
thiétbi. 1a nhin (o tryc uép tham gia vao
qud trinh cung cip cdc sin pham/dlch vy
cho khdch hiing. Do viy. Co.op Lé& Héng
Phong Nha Trang can phdi_ ddu w cho
vigc nang cip két cau ha ting vd méy
mée thi€t bi phuc vy khdch bang ngay
theo huéng ngdy cing 16t hon. Xay dung
quy ddu w va phdtnén wrich i ngudn Igi
nhuan hoat dong hang nim cta Siéu thi.

Ba 1a. gidi phdp ning cao ning lyc
gidi quy€t khi€u nai.

Hoan thién hé thdng 1iép nhan va phan
hoi y ki€n khdch hang, theo hudng don
gidn hoa quy trinh gidi quyé\ khiéu nai.

Bén la, gidi phap vé& chinh sich
tiéu dung.

Siéu thi nén thudng xuyén dp dung
cde chuong trinh khuyén mai nhim
khuyén khich ngudi tiéu ding, cdc
chugng trinh khuyen mai nén da dang
v |hl!(,mU xuycn a8 mdi d€ trinh nham
chdn. Ngoai cdic chudng trinh khuyén
mai vio cdc dip 1€ 16n, Siéu thi c6 thé
dp dung thém cdc chuong trinh khuyén
mit thudng xuyén, nhy: bén cdc géi hing
khu)'en mai ¢é gldl han, t3ng vourcher,
gidm gid bdn san pham Cuing véi do.
Siéu thi nén don gidn céc thd e vé cong
dém va tich liy diém thudng cho cic
khdch hang nhiim tiép kiém thési gian v
thudn tién cho khach hang.0
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