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PHAM THI THAW 
Tom tat 
Chdl lugng ludn la mot trong nhffng nhdn tdquan trgng quyi't dinh khd ndng cgnh tranh cua 
doanh nghiip trin ihi^ trudng. Tdc gid sff dung dong thdi cd hai phuang phdp nghiin cffu dinh 
tinh vd dinh lugng de phdn tich nhffng nhdn tdtdc dgng din chdt lugng dich vu cua Co.op Le 
Hong Phong Nha Trang, ldm ca sd dua ra nhffng gidi phdp nhdm ndng cao chd't lugng dich vu 
vdsu hdi ldng cua khdch hdng lgi siiu thi ndy. Ki't qud nghien cffu cho thdy. c6 4 nhdn tdtdc 
dgng din Chdt lugng dich vu cda Siiu thi, do la: Dd tin cdy; Phuang lien hffu hinh; Gidi quyi't 
khiiu ngi; Chinh sdch tiiu diing. Trong do. nhdn to Do lin cgy cd dnh hudng nbieu nhdt din 
Sii hdi long cua khdch hdng. 

Tff khda: chd't lugng dich vu, nhdn id ldc ddng. Co.op Le Hong Phong Nha Trang 

Stmimary 
QuaUty Is always one of the import ant factors determining the competiliveness of businesses in 
the markel. The author uses both qualitative and quantitative methods to analyze determinants 
of service quality of Co.op Le Hong Phong Nha Trang supermarket so as lo propose solutions 
for improving service quality and customer satisfaction with this supermarket. The result 
identifies 4 factors, which are Reliability; Tangibles; Complaints handling; Consumer policy. 
In particular. Reliability has the strongest influence on customer satisfaction. 

Keywords: service quality, determinants. Co.op Le Hong Phong Nha Trang 

thdi trang, do diing gia dinh, dien gia dung...) de' tff 
dd dffa ra nhffng giai phap nham ndng eao chd't Iffdng 
dieh vu va sff hai long ciia khach hang la can thie't vdi 
doanb nghidp. 

GlOl THIEU 

Trong bd'i eanh cac doanh nghiep 
dang phai canh tranh trdn quy md lodn 
cau, sff khde bidt ve gid ca va chd't Iffdng 
san pha'm khdng cdn ddng kd', thi chat 
Iffdng dich vu dang ddng mdl vai trd 
hd't sffc quan trpng trong vide tao ra sff 
khdc biet cho mdt doanh nghidp. Doanh 
nghidp cang quy md, thffdng hidu cang 
Idn, thl dich vu cang phai ndng cao, san 
phd'm tdt. Nhffng, ne'u dich vu khdng 
dat sff hai long cua ngffdi tieu dung, 
thi se gay ra phan ffng ngffdc. Chinh vi 
vay, va'n de quan tri chat Iffdng dich vu 
da trd thdnh yd'u to' sd'ng cdn cua mdt 
doanh nghidp. Phdn tich nhffng nhan 
tdtdc ddng dd'n chd't Iffdng dich vu cua 
sieu thj Co.op Le Hdng Phong Nha 
Trang (cd vo'n dau tff 120 ty ddng, didn 
tich sff dung 10.000m-, kinh doanh trdn 
30.000 mdt hang thude cdc nhdm: thffc 
phd'm, hda my pham. hdng may mac 

PHU'ONG PHAP NGHtEN CCfU 

Nghien cffu stf dung dong thdi ca hai phffdng phdp 
nghien cffu dinh tinh vd dinh Iffdng vdi hai bffdc chinh 
la nghien cffu sd bd vd nghidn euti ehinh thffc, cu the: 

- Nghien cffu sa bg: Bang phffdng phdp nghien effu 
dinh tinh, sff dung ky thuat thao ludn tay ddi va thao 
luan nhdm nhdm kham pha, dieu chinh va bd sung md 
binh thang do chat lffdng dieh vu sieu thi va sff thda 
man khach hdng. Hai mffdi khdch hang thffdng xuydn 
mua sam tai sidu thi Co.op Ld Hong Phong Nha Trang 
va cac sidu thi khdc dffde lffa ehpn de thao luan, Nghidn 
cffu nay dffdc thffc hidn tai TP. Nha Trang trong thdng 
12/2019. 

- Nghien cffu chinh thffc: Bdng phffdng phdp nghien 
cffu djnh Iffdng, thdng qua ky thuat phdng va'n irffc tid'p 
260 khdch hang, vdi vide tra ldi bang cau hoi danh gid 
ve chat Iffdng dich vu cua Co.op Le Hdng Phong Nha 

*ThS., Khoa Du Ijch va Am thffc, TrUdng Dai hgc Cong nghiep thffc pham TP. Hd Chi Minh 
Ngdy nhgn hdi. 22/5/2020; Ngdy phdn hien: 15/6/2020. Ngdy duyet ddng: 25/6/2020 
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HINH 1: MO HINH MGHIEM CtfU 
Phuang tien huu hinh 

Chinh sach tieu diing 

Giai quyet khieu nai 

Chat litong 
dich vy 

Cac d^c diem 
canhao 

BAMG 1: DAMH GlA DO TIN CAY CUA CAC THANG EKD 

Thang do 
Phu'dng tien hOu Wnh 

Do tin cay 

Chinh sach tieu dung 

Giai quye't khie'u nai 

Chat lu'dng dich vu 

Cronbach's Alptia 

0,784 

0,795 

0,651 
0,726 

0.695 

BANG 2: KET QUA PHAM TICH NHAN TO 

Bi^'n quan sdt 

'' " A-.-i^, '- ^ 1 ' : ^ . 
Quy mo sieu Ihi rong rai, thodng mat 

Trang phuc nhan vien gon gang lich sif 

He thong dieu hoa thoai mai 

Am nhac trong sieu thi ra't de cliiu 

Sieu thi luon thiTc hien dung nhifng gi da gidi thieu 

Sieu thi tap trung dap iJng cac yeu cau cua khach hang 

Khi can giup d3 nhan vien cua sieu thi ra'l nhiet linh 

Nhan vien giai quyet cac than phien cua quy khach 
tru'c tiep va nhanh chdng 

Nhan vien luon sJn silng giup dd khi quy khach can 

Sieu thi c6 nhieu chuTdng trinh khuye'n mai ha'p clan 

Dich vu hau mai cua sieu thi rat tot 

Chinh sach cha'l lu'dng cua sieu thi rd rang 

Sieu thl CO nhieu kenh liep nhan vii phan hoi khie'u nai 

Viec khie'u nai du'dc thifc hien nhanh chong 

Sieu ihi giai quye'i khieu nai mot each nhanh chong v^ 
thuyet phuc 

Sieu Ihi giai quyd't cac khie'u nai theo hudng cd idi cho 
khach hang 

Gia tri Eigen value 

Cronbach's Alpha 

NbSnt«r 

i'j 

,668 

,794 

,826 

,767 

,864 

4,963 

0,877 

! b ^ 

,723 

,698 

,718 

,734 

1.498 

0,744 

, 3 

.676 

,684 

.728 

.795 

1,603 

0,723 

4 

,669 

,796 

.847 

1,243 

0,633 

Trang, trong thdng 01/2020. Sdlieu thu thap dffdc Idm 
sach vd xuf ly bang phan mem SPSS 20.6, thffc hidn 
qua cac bffdc phan tich: ddnh gid dd lin cay cua cac 
thang do thdng qua he sd Cronbach's Alpha va phan 
tich nhan tdkhdm pha (EFA). 

Phan tich nhdn Id'dffdc thffc hidn vdi phffdng phap 
trich Principle Component, phep xoay Varimax cho 

cac bid'n ddc lap cua md hinh nghien 
cffu (Hinh 1). khi phan lich nhan to, 
nghidn cffu quan tam de'n mot sd tidu 
chuan: (1) Hd so'KMO (Kaiser-Meyer-
Olkin) > 0,5 va mffc f nghia cua kidm 
dinh Bartlett < 0.05; He sd tai nhdn 
td (Factor Loading) > 0,5 [1]. De dat 
dffdc gia tri phan bidt, khac biel giffa 
cac Factor Loading phai ldn hdn hoSc 
bang 0,3 (Jabnoun va cdng sff, 2003). 
Thang do dffdc chd'p nhan khi tdng 
phffdng sai trich > 50% va Eigenvalues 
cd gid tr i> I [1]. 

KETQUANGHfENCOlJ 

Thd'ng kd mo ta AS lidu 
Ke't qua phan tich dff lieu cua dd'i 

lffdng tra Idi 260 phid'u khao sdt hdp Id 
thu ve, cho tha'y: 

(1) Ve gidi tinh: Nam gidi chid'm ty Id 
32,1% vd nff chid'm ty Id 67,1%. 

(2) Ve do tudi: Nhdm cd dp tud'i tff 31 
dd'n 50 chid'm l^ Id 85,3% (nhieu nha't); 
Nhdm cd dd tudi tff 21 de'n 30 ludi chid'm 
ty Id 9,2%; Nhdm cd do tudi trdn 50 tudi 
chie'm ty le 5,5%. 

(3) Ve tnnh dp hoc va'n: Nhdm cd 
trinh dp phd thdng chie'm ty le 68,4% 
(cao nha't); Nbdm cd trinh do dai hoc va 
sau dai hpc chid'm 16,2%; Nhdm cd trmh 
dp trung cap va cao dSng chid'm 15,4%. 

(4) Ve thu nhdp: Mffc thu nhdp tff 
3-5 tridu ddng chie'm ty Id 35%; Mffc 
thu nhap tff 5-10 trieu ddng chiem ty Id 
45,8%; Mffc thu nhdp dffdi 3 trieu dong 
chid'm ty id 17,2%; Thu nhap trdn 10 
tridu dong chie'm 2%. 

V^ dd tin c§y ciia cac thang do 
Kd't qua kiem dinh Cronbach's Alpha 

cho tha'y, cdc thang do deu dat dp tin cdy 
kha cao (Bang 1). 

Phan tich EFA 
Trong phan tich EFA, phffdng phdp 

phan tich he so'dffdc sff dung la Principal 
Components vdi phep xoay Varimax tai 
diem dffng Eigenvalue ldn hdn 1. Thang 
do dffdc cha'p nhdn khi tdng phffdng sai 
trich ldn hdn 50%. 

Kd't qua cd 4 nhan td' dffdc nit trich, 
vdi tdng phffdng sai trich bdng 62,695%. 
Dieu nay cho bidl 4 nhdn to' nay giai 
thich dffdc 62,695% bid'n thien cua dCf 
hdu. Mat khac, ta thd'y he so KMO 
bang 0,768 > 0,5, ndn dat yeu cau. Vdi 
phep xoay Varimax, cd the thay tat ca 
cac quan sdtcd he sd'truydn tai deu Idn 
hdn 0,5. 
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BAMG 3: MO HINH TOM TAT Si DgNO PHdOUG PHAP ENTER 

1 M6 

lai t^ 
[l 1 .796' 

R= 

,758 
hieu chinh 

,698 

Sai sdchu^n 
irac lUdng 

,6838235 

Thong k6 thav ddi 
R^thay ddi 

,649 
F thay ddi 

72,849 
(If 

4 
df, 
176 

Mffc y D ^ a thay ddi 
,000 

BANG 4: KET QGA PHAM TICH PHffCiNG SAI 
^ ^ 7^6 hinh 

1 Hoi quy 
Sodl/ 
Tonj; 

T^ng binh phUdne 
112,658 
68,462 

181,000 

df • 
4 

176 
181 

Blnh phiAlnt; irung binh 
29.669 

,342 

F 
7"',S49 

SIR. 

.OOO" 

BAMG 5: KET QGA H 6 I QUY Stif DCING PHddNG PHAP ENTER 

Mo Mnh 

1 

Hane so 
Dii un cay 
Phi/cfnc tien huU hinh 
Giai auvet khieu nai 
Chinh sach deu dCina 

chu 
p 

-7,102 
.635 
,623 
,598 
,575 

H«so 
(a chuan h6a 

Dp lech chii^ 
045 
.045 
,045 
.045 
.045 

He so 
chuan h6a 

P 

.614 

.608 

.582 

.568 

t 

0.000 
11.976 
10.684 

9.73 
9.56 

Mtfc 
y nghia 

0.000 
1,000 
1.000 
1.000 
1.000 

Thong k6 
da cone tuvSn 

Tolerance 

1,000 
1,000 
1.000 
1.000 

VIF 

1,000 
1,000 
1.000 
1.000 

BANG 6: THOMG KE MO TA DANH GlA CHUNG VE CHAT LdOMG DjCH Vg 

l i iB i^n quan sdt 
D5 tin cav 
Phu'dng tien hflu Wnh 
Giai quyet khieu nai 
Chlnh sach tieu duns 
Chat lu'dng dich vu 

N 
260 
260 
260 
260 
260 

Nho nhat 
1.00 
1,00 
2.00 
1,00 
1,00 

L6n nhlft 
5,00 
5.00 
5,00 
5,00 
5,00 

TrunH blnh 
3,2572 
3.7867 
3,6319 
3,2642 
3,2764 

PHguon Ket qu 

Dd l#ch chuan 
1,10858 
1,06637 
,90175 
,88740 
.86872 

jighien cifu <-ua t..c gia 

Ket qua phdn tich hdi quy 
Md hinh hdi quy du'dc xay difng de 

xdc dinh mdc dp anh hirdng cua tij'ng 
nhSn to' tdi cha't Itfdng dich vu sieu thi. 
Nghien cdu su" dung phu'dng phap Enter 
vdi nhan to phu thudc la Chat lu'dng dich 
vu cua sieu thi va 4 nhan to'ddc lap: Do 
tin cay; Phu'dng tien htju hinh; Giai quyet 
khid'u nai; Chinh sach lieu diing. 

Md hinh hdi quy cd dang: 

r = ̂  + ^ * x , + fi^*x, + fij*x^ +...->• 
Trong do, Y; chat lu'dng dich vu cua 

sieu thi Co.op Le Hdng Phong Nha Trang; 
X̂ : Cac nhan id anh hu'dng tdi chat 

lu'dng dich vii cua sieu thi; 
P ;̂ Hang so'; 
p̂ : Cdc hd sd'hdi quy. 
Ke't qua phan tich hdi quy cho tha'y, cd 

mdi quan he tu'dng quan tuyd'n tinh giila 
nhSn tdphu thuoc Chd't lu'dng dich vu vdi 
4 nhan td'dpc lap la: Do tm cay; Phu'dng 
tidn hflXi hinh; Giai quyd't khieu nai; 
Chinh sdch tidu dung. Trong dd, tifdng 
quan vdi nhan to' Dp tin cay la ldn nha't 
(0,635) va tifdng quan vdi nhan id Chinh 
sdch tieu diing la tha'p nhat (0,575). 

Bang 5 cho thay, 4 nhan to' tac dpng 
deu cd md'e y nghia nho hdn 0,05, nen cd 

the ke't luan rang. Chat li/dng dich vu chiu tdc ddng tru'c 
tie'p cua 4 nhan td'dpc lap la: Dp tin cay; Phifdng tien 
hiJu blnh; Giai quye't khie'u nai; Chinh sdch tieu dung. 

Md hinh hdi quy du'dc viet lai nhU' sau: 
Chdt lugng dich vu = 0,635 * Do lin cdy + 0.623 * 

Phuang lien hffu hinh + 0,598 * Gidi quyit khiiu nai + 
0,575 * Chinh sdch lieu diing. 

He sd R- hieu chinh bdng 0,698, dieu dd cd nghTa la 
4 nhan td'dpc lap trdng phifdng trinh hdi quy giai thich 
difdc 69,8% bid'n thien cua nhan to'phu thudc. 

Gia tri Sig. ciia kiem dinh F trong Bang 4 cd gia 
tri ra'l nhd, bang 0,000 < 0,05 cho tha'y, cdc nhan to 
trong md hinh cd the giai thich difdc sif thay ddi ve chat 
lifdng dich vu. md hinh phu hdp va tap dif Ueu cd the 
sd diing du'dc. 

ke't qua d Bang 5 cho tha'y, dp chap nhan cua bien 
(he sd Tolerance) tha'p va he sd phdng dai phifdng sai 
(VIF) nhd hdn 10, nen khdng xay ra hien lifdng da cdng 
tuye'n, dieu dd cd nghTa la khdng cd sif tifdng quan chat 
che gida cac bie'n ddc lap. 

Ke't qua d Bang 6 cho tha'y, khach hang danh gia 
Cha't lifdng dich vu cua sieu thi vdi mifc trung binh la 
3,2764. Trdng dd, nhan to' Phifdng tien hHu hinh du'dc 
khach hang danh gia cao nha't vdi so diem trung blnh 
la 3,7867; nhan td'Giai quyet khie'u nai du'dc danh gia 
cao thd 2 vdi sd'diem trung binh la 3,6319; 2 nhan to': 
Chinh sach tieu dune va Do tin cay du'dc ddnh gia d 
mdc tha'p, vdi sd diem trung blnh lan lifdt la 3,2642 
diem va 3,2572 diem. 
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KET LUAN VA KIEN NGHj GIAI PHAP 

Ke't qua nghien cdu cho tha'y, cd 4 nhan tola: Dp tin 
cay; Phu'dng tien hCfu hinh; Giai quyet khie'u nai; Chinh 
sach lieu dung cd tac ddng tuye'n tinh de'n Chat lu'dng 
dich vu cua sieu thi Co.op Le Hdng Phong Nha Trang. 
Trong dd, nhan to'Do tin cay cd anh hifdng nhieu nhd't, 
tie'p dd'n la nhan id Phu'dng lien hifu hinh, Giai quye't 
khie'u nai va Chinh sach tieu dung, Ddnh gid cua khach 
hang ve chat lu'dng dich vu cua sieu thi chi d mu'c trung 
blnh. MiJc dp hai long cua khdch hang vdi nhan id 
Phu'dng lien hifu binh la cao nhat; ddng thd 2 la nhan td 
Giai quye'i khie'u nai; tie'p de'n thudc ve nhan to'Chinh 
sdch tieu diing; ddng cudi cung la nhan to'Dp tin cay cd 
mdc hai long tha'p nha't. 

De nang cao cha't lifdng dich vu va stf hai long 
ciia khach hang vdi sieu thi Co.op Le Hong Phong 
Nha Trang, trong tbdi gian tdi, can ihi/c hien cac giai 
phap sau: 

Mpt la, giai phap gia tang mî c dp tin cSy cua sidu 
thi Co.op Le Hong Phong Nha Trang. 

Ban lanh dao Sieu thi can chii trpng thyc hien 2 
nhdm cdng viec: 

Thff nhd't, dam bao chat lu'dng hang hda, cu the: 
(1) Da dang hda nguon hang, dam bao cha't lu'dng 

ve sinh an loan thifc pham; Thifdng xuyen bo sung 
nhiJng mat hang mdi, thay doi cdch sap xe'p tnfng bay, 
kiem soat chat che nha cung ifng de dam bao chat 
lu'dng hang hda. 

(2) Tdp trung ddp dng yeu cau cua khdch hang, nhu": 
chu ddng trong khau phan phd'i va dau iif phat trien 
them cac dich vu vui chdi an udng trong Sieu thi. 

Thff hai, nang cao chat lifdng dpi ngii nhan vien 
phuc vu, bang nhtfng vide lam cu the nhif sau: 

- Ddnh gid nhdn viin: Sidu thi can thu'dng xuyen 
thifc hidn danh gia va xd'p loai nhan vidn. Muc dich 
cua viec danh gid la de Ban giam doc Sieu thi cd di/dc 
cdi nhin tdng quat hdn ve cha't lu'dng ngudn nhan lU'c; 
nam bat du'dc nhiJng ky nang nhan vidn cdn thid'u. Lay 
kd't qua ddnh gia lam can cd xac dinh dung dd'i tu'dng 
can dao tao va npi dung dao lao phii hdp. Viec danh 
gia ndn difdc thifc hien hang thdng va tdng ke't lai vao 
cud'i nam. 

- Ddo tgo nhdn vien: Dao tao tai chd thdng qua cdc 
bai kiem tra v^ nghiep vu, xay difng cac bai tdp tinh 
hud'ng de ren luyen kha nang phan uYig ciia nhan vidn, 
tang cifdng them so' gid hua'n luyen. kd'l thiic chifdng 

trinh dao tao se to' chdc danh gia xd'p loai 
nhdn vien. 

- Chinh sdch khen thudng: Ban lanh 
dao Sidu thi can difa ra chinh sdch 
khen thifdng rd rang, nhif; thifdng cho 
nhiing nhan vidn hoSn thanh td't cong 
viec; thdng chi?c cho nhifng nhdn vien 
CO thanh tfch sua't xac va dat cac chd'ng 
chi can thid't theo ydu cau... Muc dich la 
de khuye'n khich nhan vidn tich ctfc rdn 
luyen nang cao nghiep vu ddp dng difdc 
ydu cau ngay cang cao cua khach hang. 

Hai la, giai phap vi gia tang cac 
phifcfng tidn hifu hinh. 

Phifdng tidn hifu hmh bao gdm cdc 
ye'u to, nhu": ke't ca'u ha tang, mdy mdc 
thiet bi. la nhan td trifc rid'p tham gia vao 
qua trinh cung ca'p cac san phd'm/dich^vu 
cho khach hang. Do vay, Co.op Le Hong 
Phong Nha Trang can phai dau ttf cho 
vide nang cap kd't ca'u ha tang va mdy 
mdc thid't bi phuc vu khach hang ng^y 
theo hifdng ngay can^ td't hdn. Xay dtfng 
quy dau ttf va phat tnen trich ttf ngudn Idi 
nhuan hoat ddng hang nSm ciia Sidu thi. 

JBa la, giai phap nSng cao ndng liJ'c 
giai quye't khie'u nai. 

Hoan thien he thd'ng tie'p nhan va phan 
hoi y kien khdch hang, theo htfdng ddn 
gian hda quy trinh giai quyd't khid'u nai. 

Bd'n la, giai phap vi chinh sach 
tieu diing. 

Sidu thi nen thtfdng xuydn ap dung 
cac chu'dng trinh khuyd'n mai nham 
khuyen khich ngtfdi tieu diing, cac 
chtfdng trinh khuyd'n mai nen da dang 
va thtfdng xuydn ddi mdi de' tranh nham 
chan. Ngoai cac chtfdng trinh khuye'n 
mai vao cac dip Id ldn, Sieu thi cd the 
dp dung them cdc chtfdng tnnh khuye'n 
mai thtfdng xuydn, nhtf: ban cdc gdi hang 
khuye'n mai cd gidi han, lang vourcher, 
giam gia ban san pham.,, Cting vdi dd, 
Sidu thi nen ddn gian cac thu tuc v^ cdng 
diem va tich luy did'm thtfdng cho cac 
khach hang nhdm tie'p kidm thdi gian va 
thuan lien cho khdch hang.Q 
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