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CAC YEU TO ANH HUGNG PEN
SU HAI LONG VE CHAT LUGNG DICH VU
CUA CAC CUA HANG BACH HOA XANH
TREN PIA BAN TP. HO CHI MINH

® PHAM HUNG CUGNG - TRAN THI NHAT QUY NH

TOM TAT:

Tai Viét Nam hién mdéi ¢6 cic dé tai nghién citu vé sy hai 1ong cla khdch hang ddi véi cdc
siéu thi hodc nghién citu vé cha't lugng dich vy clia cdc trung tdm thuong mai,.. ma chua c6 dé
tai khai thdc cdc y€u t6 dnh hudng d€n sy hai 1ong clia khach hang vé cha't lugng dich vu ctia cic
cira hang bdch héa. Do d6, téc gid ti€n hanh nghién cifu cdc nhin t6 dnh hudng dén sy hai long
vé chit lugng dich vy ctia cdc cira hang Bach héa Xanh tai TP. Hd Chi Minh. Qua phan tich nhin
to kham phd EFA (Exploratory Factor Analysis), k&t qua cho thd’y, ning luc phuc vu cia nhin
vién, sy tin cdy, chinh sdch clta hang va gid cd cdm nhan c¢6 4nh hudng dén sy hai long vé chat

lwgng dich vy tai chudi cita hang Bich héa Xanh.

Tuw khda: ning lyc phuc vu, sy tin ciy, chinh sdch cita hing, gid ¢ cdm nhdn, sy hai long,
chat lugng dich vu, chudi cita hang Bich héa Xanh, TP. H5 Chi Minh.

1. Dit van dé

Muc tiéu ma da s6 doanh nghiép hudng tdi
chinh la sy hai long clda ngudi tiéu dung, bdi 1€,
tao cho ho sy hai long chinh 12 budc dau gip
doanh nghiép xay dung ngudn khdch hing trung
thanh cho minh. Pay dudc xem la nguén dem dén
phin 16n doanh thu, 1¢i nhuian cho doanh nghiép
hon 14 khdch hang mdi. Sy hai ldong cda khach
hang khi mua sdm cling dua trén nhiéu khia canh
nhu hang héa, dich vu va gid ¢d. Dudi dp luc canh
tranh gitta cdc cong ty véi nhau, doanh nghiép khi
mudn ndi bat hon d6i thi, gianh i thé vé thi
phan va thu hdt nhiéu ngudi tiéu ding, ngoai viéc
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cdi thién vé€ chat lugng hang héa, diéu chinh vé
gid ¢d thi ning cao cht lugng dich vu 1a mot y&u
t0 vO cling quan trong can luu tam.

Tu nhitng phén tich trén, nhém tdc gid nhan
thdy sy hai long cla khdch hang vé chdt lugng
dich vu la van dé thi€t y&u cian duge xem xét dua
vao nghién cttu. Bén canh d6, tai Viét Nam hién
chi ¢6 cdc dé tai nghién cttu vé sy hai long cda
khdch hang d6i véi cdc siéu thi hodc nghién ctu
vé cha't lugng dich vu cla cdc trung tim thudng
mai,.. ma chua ¢6 dé tai khai thac cdc y&u t6 dnh
hudng d€n sy hai 1ong clia khdch hang vé chat
lugng dich vu tai cdc ¢ra hang Bdch héa Xanh.
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Pay 1a mdt kénh bdn 1€ cia doanh nghiép Viét
Nam tuy sinh sau nhung dang c6 tiém ning phdt
trién trong nhitng nim gan day.

Do d6, viéc nghién citu “Cdc y€u t6 dnh
huéng d€n su hailong vé chdt lugng dich vy clia
cdc ctra hang Bdch héa Xanh trén dia ban TP.
Hd Chi Minh”, nhim gitip Bach héa Xanh hiéu
16 dugc cdc yé€u to thude chat lugng dich vu ¢
tic dong d€n sy hai long clia ngudi tiéu diang hay
khong va gitip gidi quyét dude bai todn vé sy hai
1ong clda khdach hang, tir d6 cai thién va ning cao
hon nita vé chdt lugng dich vu ctda chudi
ctra hang.

2. Co s6 1y thuyét va mé hinh nghién ciu

Y&u t6 sy hitu hinh: Theo Parasuraman va
cong su (1988), diy dugc xem 1a mot y&u t6 ma
cdc doanh nghiép cin quan tdm vi day 12 y€u t§
dau tién ma cdc khdach hang cdm nhin duge khi
bdt ddu mua sim tai cda hang. Tao dudc cho
khdch hang nhitng 4n tugng t6t s€ 1a budc khdi
d4u quan trong hinh thanh sy hdi 1dong vé chat
lugng dich vu ddi vdi ho. Nghién cttu clia Nagar
(2016) véi muc dich ki€m tra 4nh hudng clia cdc
y&u t& thude chat lugng dich vu dén sy hai long
cda khdch hang & linh vyc cifa hang ban 1é theo
m6 hinh Servqual da cho thd'y, sy hitu hinh ¢6 énh
hudng tich cuyc d€n sy hai long clia ngudi ti€u
ding khi mua siam.

Gid thuyét HI1: Su hitu hinh ciia Bdch héa Xanh
6 tde dong thudn chiéu dén su hai long ciia nguoi
tiéu diung.

Yéu t6 ndng lirc phuc vu cia nhdn vién: bai
vdinghién ciu cua Chanaka va Wijeratne (2014)
dd cong nhin moi lién hé chit ché gira y&u (&
nang lyc phuc vu cta nhén vién va sy hai long
ctia khdch hang mua sim. Hon th€ nita, diy con
la yé€u t6 tic dong manh nhit d€n sy hai long
trong nghién cfu cta tdc gid, ngudi ti€u dung di
mua sim rat chi trong dé€n nhdn vién, ning luc
phuc vu ciia ho va dé xua't doanh nghiép cin dua
ra cdc chién luge thich hgp nhdm cdi thién khia
canh nay.

Gid thuvét H2: Ndang luc phuc vu cida nhdn
vién Bdch héa Xanh c6 tdac dong thudn chiéu dén
s hai long cia ngudi tiéu dung.

Yéu 16" sur tin ¢dy: Su tin ¢y hay sy tin twwéng
thé hién & kha niing thuc hién chinh xdc giao dich

ngay 14n dau, khi khdch hang gip trd ngai. doanh
nghiép phdi quan tim gidi quyét trd ngai d6. Bén
canh d6, sy tin ¢y cOn 14 nhifng gi ma cita hang
da cam ké&t. Pitng trén quan diém khdch hang,
né€u doanh nghiép tao dugc cho khdch hang su tin
cdy nhat dinh, thi khd ning cao khdch hang s€ tré
lai va ti€p tuc mua hang (Sarah Wambui, 2012).
Ca hai nghién cfu cua Chanaka va Wijeratne
(2014) va Nagar (2016) ciing dd chiing minh ro
raing mdi quan hé tich cyc gilta sy tin cdy va sy
hailong ctia khdch hang khi mua sim tai cdc clta
hang bdn 1é. Trong d6, nghién cttu cia Chanaka
va Wijeratne (2014) cho thdy sy tin cdy ¢6 tdc
ddng cao thi hai lén y&u t6 dnh hudng dé€n sy hai
long ctia khdch hang.

Gid thuvér H3: Su tin cdy ciia Bdch héa Xanh
cd tdc ddng thudn chiéu dén sy hai long ciia ngudi
tiéu dung.

Chinh sdch cita hang: Cdc yéu to lién quan
dé&n chinh sdch ctra hang nhu gid hoat dong co
thudn tién cho khdch hang hay ctra hang c6 chap
nhin cdc phuong thidc thanh todn khdc nhau va
dac biét 1a cdc chinh sdch khuyén midi, hiu mai
cho ngudi tiéu diing rt duge quan tim va dé y.
Trong nghién cu cia Chanaka va Wijeratne
(2014), tdc gia ciing cho thdy chinh sdch ¢6 gid tri
trung binh cao nhat thé hién dugc muc do quan
tdm clia cdc khdch hang khi mua sdm tai cdc cia
hang bdn 1é. Cdc y€u 8 thudc chinh sdch cira
hang phai ké d€n 1a chdp nhin thanh todn bing
cdc¢ phudng thite thanh todn khdc, vi co dén 82%
ngudi tiéu diing quan tdm dén cdc phudng thic
thanh todn khong phai tién mit.

Gid thuvér H4: Chinh sdch cia hang Bdch hoa
Xanh ¢6 tdc dong thudn chiéu dén sy hai long ciia
nguoi tiéu ding.

Gid cd cdm nhdn: Gid cd cia cra hang bén 1é
c6 thap hay cao hon so vdi cdc clra hing tudng
dudng, gid cd cé tuong xitng, phd hgp véi chat
lugng san pham, hang hod doanh nghiép cung cap
1a cdc thong tin ¢6 lién quan c6 thé xem xét trong
yéu td nay. Nghién cttu cia Whipple va Mattick
(2009) hay Zeithaml va Bitner (2000) déu da
chitng minh dugc y€u t6 gid c¢d cdm nhén c6 tic
dong tich cuc d€n sy hai 1ong cla cda khdch hang
vi can dugce chi trong cdi thién néu mudn ning
cao ndng lyc canh tranh cla cdc ca hing bdn 1é.
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Gid thuyét H5: Gid cd cdm nhdn ciia Bdch hdéa
Xanh ¢6 tdc dong thudn chiéu dén sy hai long ciia
nguoi tiéu ding.

Tai Viér Nam, trén phuong dién xem xét cic
y€u td dnh hudng dén sy hai long cla khich hang
vé chdt lugng dich vu ddi véi cdc cita hing bén
18, chua ¢6 nhiéu cdc nghién ciu chuyén siu cho
van dé nay. C6 thé ké d&€n mot $6 nghién citu nhu
“Ddnh gid sy hai long khi mua sdm tai cdc siéu
thi 6 Thanh ph6é Cin Tho™ cda Lam (2011) da
khdo sdt 569 ddi tugng 1a cdc khach hang mua
sdm tai cdc siéu thi & Thanh phé Cin Tho.
Nghién cttu da dp dyng md hinh Servqual lam
tién dé c6 hiéu chinh, thay ddi, rit ra thang do
bao gdm 6 nhin t§ ¢6 tdc dong dén su hai long
ctia khdch hang 1a dich vu hd trg, chudng trinh
khuy&n mai, gid cd, co s§ vt chit, thdi d6 nhan
vién va chdt lugng hang hod. Tir d6 cho thiy, dé
ning cao sy hai long cia khdch hang tai siéu thi
cin xem xét cdi ti€n ca 6 y&u t6 ké trén, trong dé
y€u 6 chuong trinh khuy&n mai dugc dé nghi cai
ti€n nhiéu nhat.

Nghién ctu “Gidi phdp ndng cao chdt luong
dich vy tai Siéu thi Vinatex Bién Hoa 27 cia Ha
(2012). M6 hinh nghién ctfu ban ddu bao g6m 5
y€u t6, tuy nhién qua qud trinh ddnh gid dé tin
cdy ciing nhu phén tich nhin t6 khdm ph4, két
qud da chira 4 nhan t6 4nh hudng dén chat lugng
dich vu cda siéu thi Vinatex Bién Hoa 1a phuong
tién hitu hinh, chinh sdch tiéu diing, gidi quyét
khi€u nai va do tin cay.

Ha vdi bai nghién ctu “Anh hudng ciia chd't
lugng dich vu dén s hai long khdch hang cd nhdan
tai cdc ngdn hang thuong mai” (2019) clng da
cho thdy tdc dong truc ti€p cla chat lugng dich
vu 1én sy hai long khdch hang trong linh vue ngan
hang. ttng dung mo hinh cia Parasuraman (1988)
vdi kich thude mau 1a 207, dua trén két qud kiém
dinh do tin cdy cda thang do, tdc gid cho thdy, dé
ning cao sy hailong vé dich vu tién giii i€t kiém
cin chd y d&n cdc nhan t6 theo thit ty wu tién nhu
sau: sy tin cdy, kha nang ddp dng, phuong tién
hitu hinh. sy ddm bdo va sy dong cdm.

Khdi niém v sy do luding chd't lugng dich vy
lu6n 1a van dé ndi bat trong marketing hién dai.
Phin I6n cdc nha nghién cttu hoc déu dong y véi
sy quan trong va tAm anh huéng clia chat lugng
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dich vu. Zeithaml (1987) di dé cap k€t qua cla
chd't lugng dich vy 1a diéu kién tién dé cho su
thanh cong, trong khi d6, Cronin va Taylor (1994)
xem xét chd't lugng dich vu 1a chién luge quan
trong chl chdt d€ doanh nghiép hoat dong hiéu
qud hon trén thi trudng. Trong cdc nghién cdu vé
vin dé nay thi mé hinh Servqual thuéc nghién
ctfu cia Parasuraman va céng su (1988) dudc
xem 1a nén méng cho cdc cude nghién citu sau
niy khi xem xét do ludng vé chd't lugng dich vu.
Theo d6, chat lugng dich vu nguyén cin dude tic
gid xem xét vdi 10 yé&u td.

Parasuraman va cong su (1988) di tha
nghiém, kiém tra lai cdc bi€n va rit xuéng con 5
y€u 16 12 phuong tién hitu hinh, sy tin cdy, su
phin wng, su¢ ddm bdo vd sy cdm thong.
Parasuraman khiang dinh day la thang do ddy da
va hoan chinh vé chét lugng dich vu bao gdm
khoang cdch gitta mong dgi vd nhan thic cia
khdch hang khi st dung dich vu. Cronin va Taylor
(1994) da x4y dung nén mo hinh Servperf dua
trén mo hinh Servqual nhung lai lugc bé di phan
danh gid vé sy mong doi d€ gitt lai phan ddnh gid
vé cdm nhin ctia khach hiang.

T cdc nén méng cin ban ké trén, di cé khd
nhiéu nghién cttu khong chi xem xét cic y&u &
do ludng cht lugng dich vu ma con phdt trién
chuyén sdu hon khi xem xét nghién citu cdc yé&u
td cla chdt lugng dich vu anh hudng dén su hai
long cia khdch hang. Phdi k€ dé€n mot vai nghién
cltu ndi bat nhu “Impact of Service Quality on
Customer Satistfaction: A study of Hotel Industry
of Faisalabad, Pakistan” ctia Shafig va Din
(2013). Nghién citu da 4p dung thanh cong md
hinh Servperf d€ ddnh gid su dnh hudng cta chit
lugng dich vu khdch san dé€n sy hai long cia
khdch hang qua viéc ddnh gid 5 yéu t& clia mo
hinh qua 22 bi€n dugc khdo sdt véi 100 khdch
hang tai khdch san. K&t qud nghién cttu cho thay
mdi lién hé chit ché giita chd't lugng dich vu va
s hailong cda khdch hang, dic biét 2 yéu to vé
phuong tién hitu hinh va sy cdm thdng cé tdc
dong ddang k€, cin dugc chi trong hon.

Mot nghién ciu tiéu bi€u khdc gn diy vé linh
vyc ngdn hang “The Service Quality dimensions
that affect Customer Satisfaction in the Jordanian
Banking Sector™ cia Haddad (2019) ¢6 phan chi
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ti€t va hoan thién hon. Nghién ctu di bé sung
thém yéu t6 khd ning ti€p cin, khia canh tai
chinh va ning luc cda nhdn vién bén canh 5 yé€u
td cd ban ctia mo hinh Servqual dé do ludng su
hai 1ong cia khdch hang tai cdc ngdn hang
Jordan. V@i dir liéu dugc thu thap tir 825 khdch
hang dugc phén tich thong ké théng qua phuong
phdp phin tich y&u t6 kham phd, nhém tdc gid da
cho thdy két qud tich cyc vé dnh hudng clia cd 8
yéu t6 thudc chat lugng dich vu dé€n sy hai long
clia khdch hang, tir d6 hinh thanh cong cu t6t hon
dé danh gid mic do hai long.

Khi xem xét nghién citu trong nganh dich vu
ban 1&, md hinh chdt lugng dich vy bdn 1é (RSQS)
ctia tdc gid Dabholka va cong su (1996) dugce cho
12 md hinh phit hgp ddi v6i cdc nghién citu cu thé
cho cdc kénh bdn 1é nhu trung tim thudng mai,
si€u thi hay ctfa hiang bdch héa. Cong trinh
nghién citu cia Chanaka va Wijeratne (2014) khi
xem xét 4p dung mo hinh clia Dabholka véi 5 y&u
t6 12 khia canh vat 1y, do tin cdy, tuong tdc cd
nhan, gidi quy€t van dé va chinh sdch da cho thdy
mdi quan hé thuin chiéu giita chd't lugng dich vu
ban 1& va sy hailong cda khdch hang mua sdm tai
cdc siéu thi Siri Lanka. Nhém tdc gia ciing chira
chdt lugng dich vu 1a cong thitc chi€n luge trong
hoat dong ti€p thi ca cdc diém ban 1é nhim nang
cao sy hai 1ong caa khdach hang § cdc nude phat
tri€n va dang phat trién.

M6 hinh Servqual cia Parasuraman va céng
su (1988) dude xem 13 mé hinh nén ting, cd ban
nhd't trong cdc nghién citu vé sy hai long cla
khdch hang déi véi chat lugng dich vu dudc rat
nhiéu tdc gid k€ thira va st dung trong cd nghién
ctfu trong va ngodi nudc & nhiéu linh vic khdc
nhau. Cu thé, Nagar (2016) da 4p dung mo hinh
nay vao nghién citu d6i véi cdc cifa hang bdn 1é
& An Po6. Tuy nhién, mé hinh Servqual hay
Servpert nhin chung chua ddnh gid khai thdc sdu
trong linh vue ctra hang bdn 1€ khi cdc dinh nghia
nhin t§ ddc 1ap cda mo6 hinh con chua chi ti€t,
cdc tdc gid khi nghién ctu can dinh nghia ro rang
truée khi ti€n hanh thuc hién dé tai véi mo hinh
nay (Perera va Aruppala, 2013; Pham va Ngo,
2020; Nguyén, 2020).

M6 hinh RSQS duge xem [ thich hgp hon khi
nghién cu trong linh vyc bdn 1é (Dabholkar,

1996). Biing chiing 1a ¢6 rd't nhi¢u nghién citu dén
su hailong clia khdch hang vé chat lugng dich vu
trong cdc loai hinh bdn 1é dp dung thanh céng mo
hinh RSQS d€ xiy dung thang do nghién citu,
trong d6 phai k€ dé€n Chanaka va Wijeratne
(2014) ma tdc gid da phan tich trong bai vi€t nay.
T nhitng nghién cttu trén, tdc gid di k€ thira cd
mo hinh SERVPERF va mé hinh RSQS cho dé tai
nay. Trong d6, 2 nhin td k& thira t¥ mé hinh
SERVPEREF l1a sy hitu hinh, sy tin cdy va 2 nhin
t6 tir mé hinh RSQS bao gdm ning lyc phuc vu
cua nhin vién va chinh sdch cira hang.

C0 58 lra chon 4 y&u td ddc 1ap nay nhu sau:
sy tin cdy xud't hién & ¢4 2 m6 hinh, sy hitu hinh
thé hién mic dd bao quat hon so véi y€u 18 vatly
khi ¢6 lién quan dé&n ca phan trang phuc cda nhan
vién, ndng lyc phuc vy ctia nhian vién va chinh
sach ctra hang thé€ hién thong tin mot cdch chi ti€t
hon. Nhén t6 giai quyét vin dé khong dudc ngudi
Vi€t bd vio mo hinh vi cdc bi€n quan sdt clia nhin
t6 nay c6 thé 16ng ghép vao ning luc phuc vu,
néu tdch ra c6 thé bi trung lip (Chanaka va
Wijeratne, 2014). Bén canh d6, nhin t6 cudi cling
trong mo hinh dugc tac gid dé xud'tla gid cd cdm
nhin. P4y dudc xem 1 nhin td ¢6 tic dong ddng
k€ dé€n su hai 1dong clia khdch hang theo nhu
nghién cttu cda Zeithaml va Bitner (2000) va c6
thé xem xét 12 mot y&u t& thudc chd't lugng dich
vu (Nguyén, 2003).

Hon nita, 3 ca 2 md hinh k& thira chua xem xét
cu thé dén y&u td nay ciing nhu viéc dé xui't danh
gid vé y&u td gid ca tir k€t ludn nghién cdu cla
Chanaka va Wijeratne (2014). Nhu viy, cdc
nghién citu vé y€u t6 dnh hudng dén sy hai long
vé chat lugng dich vu & cdc ctta hang bdn 18 tai
Viét Nam con han ch€, chua ti€n hanh phin tich
chuyén siu ciing nhu mang d€n y nghia thyc tién
cho TP. H6 Chi Minh. (So d6 1)

3. Phuong phap nghién cdu

3.1. Xdy dung thang do

Trong mo hinh nghién citu dé xuat, c6 5 y&u td
doc 1ap cda chdt lugng dich vu tdc dong dén su
hdi long cda khdch hang d6i vdi cdc cta hang
Bdch héa Xanh tai TP. H5 Chi Minh bao gém su
hitu hinh, ning lwc phuc vu clia nhdn vién, su tin
cdy, chinh sdch c&a hang, gid ¢d cdm nhdn. Cidc
thang do trong bai nghién cdu dudc ngudi viét
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S0 dé 1. Mé hinh nghién ciu

[su hitu hinh

}

Su
hai long
cla
ngudi
tiéu
dung

[Néng Iuc phuc vu cla nhéan vién

Su tin cay

-

[Chl’nh sach clia hang

[Gié c4 cam nhan

Nguon: Dé xudt ciia nhém tdce gid

tham khdo va k€ thira tir cdc nghién citu di trudc
¢6 lién quan dén dé tai. Pong thdi, nhém tdc gia
cling diéu chinh tir ngit phit hgp hon tir viéc phdng
van va thdo luan. Cdc bi€n quan sat dugc tic gia
do ludng v4i mitc 6 tr 1 dé€n 5 theo thang do
Likert (1 = hoan toan khong dong ¥, 2 = khong
déng ¥, 3 = trung lip, 4 = ddng ¥, 5 = hoan toan
dong y). (Bang 1)

3.2. Cd mdu

Dua trén nghién cdu cdia Hair va cong sy
(1998), d6i véi viéc phan tich nhian td kham pha
EFA, kich thu6c miu t6i thi€u 1a 50, tuy nhién dé
¢6 k€t qua tot hon thi nén ¢6 tir 100 miu trd 1én.

Bdng 1. Thang do cho cdc bién

Ky hiéu Cac bién Tac gia
i Su hiu hinh
HH 1 [ Clta hang c6 cac trang thiét by trong dep va hién dai (vi du: gia k&, ban thu
ngan, gio hang xach tay,...)
; - !
| HH2 Cuia hang c6 khu vyc mua sdm sach sé&, hap dan + Chanaka & Wijeratne
; T - . - - (2014), Perera &
| HH3 Céach trung bay cua cua hang gitp téi d&€ dang tim thay san pham t6i can Aruppala (2013)
't HH4 Cach thiét k& cua hang giup t6i d& dang di chuyén ‘
. HH5 l Trang phyc clia nhan vién dep mat, gon gang va lich sy ‘
| Néng luc phuc vu cua nhan vién
\ nLpyq | Nhan vién clia cla hang nam r6 ddy da thong tin vé san phdm dé tra 16i cau
| hoi cla toi
. NLPV2 | Nhan vién cla cla hang san long giup da toi Chanaka & Wijeratne
| - (2014), Beneke va
¢ NLPV3 | Nhan vién cua clia hang than thién va lich sy véi toi cong sy (2012)
NLPV4 | Nhén vién cla cla hang tan tinh dap (ng yéu cau cda toi
NLPV5 | Nhan vién cla cla hang gidi quyét van dé nhanh chong, hop Iy
Su tin cay
TC1 ‘ Cla hang dang tin cay trong viéc xU ly van dé clia khach hang [
|
TC2 | Cua hang khong co sai sét trong giao dich ban hang Chanaka & Wijeratne
. | (2014 |
163 ‘ Cla hang cung cép san phdm c6 thong tin chinh xac, nguén géc dam bao ( ) ‘

nhu da hua
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Ky hiéu Céc bién Tac gia
Chinh sach cla hang
| CS1 ‘ Gid hoat dong clia cla hang thuan tién cho toi ‘
CS2 ‘ Chinh sach cua hang co nhiéu chuong trinh khuyén mai, giam gia Chanaka & Wijeratne
cs3 ' Cia hang chap nhan hau hét cac phuang thic thanh toan (vi du: tién mat, (2014.), Patel &
| thé ghi no, thé tin dung, vi dién td,...) Desai (2013)
. CS4 | Culta hang cung cap nai gili xe thuan tién va an toan |
Gia ca cam nhén
GC1 Gia ca tuong xung véi chét lugng hang hoa
GC2 Gia ca thap hon cac san phdm cling loai 6 cla hang khac \(/Zggp;le & Mattick
GC3 Gia ca phai chang phl hop vdi ngudi tiéu dung 1
Su hai long
HL1  Toihailong khi mua sim 6 clia hang nay
1 HL2 o Toi cdm thay vui khi mua s&m 6 cla hang nay Perera & Aruppala
. HL3 Toi du dinh sé tiép tuc mua sdm & cla hang nay (2013), Beneke va
| HL4 T6i s gidi thiéu cho ban bé va ngudi than mua sam ¢ cla hang nay cong sy (2012)
| HL5 | Toi thdy mua sam & cla hang nay 1a hop 1Y

Bén canh d6, nghién cfu cua Bollen (1989) da
cho thdy kich thudc miu cin gip 5 lin t6ng s6
bi€n quan sdt. Trong nghién cifu nay, tic gid sir
dung tdng cong 25 bi€n quan sdt, vy nén cin c6
25%5 = 125 mau. D&i vdi ki€ém dinh hdi quy thi
Tabachnick va Fidell (1996) quy dinh kich ¢3 mau
t61 thi€u 1a N > 8*n + 50 (trong d6, n 1a 6 bién
d6c lap va N 1a kich ¢8 mAu), theo dé, nghién citu
clia tdc gid cAn t3i thi€u 8%5 + 50 =90 $6 quan sat.
Tém lai, tdc gid st dung c¢a 2 phuong phap phin
tich nhan t6 khdm pha EFA va phan tich hdi quy
trong dé tai, nén kich thuéc miu cin théa min cd
2 diéu kién trén. Vi th€, s6 miu t3i thi€u cho bai
nghién ctu nay 1a 125. Do s0 lugng ctta hang
Bach héa Xanh tai TP. H6 Chi Minh khd nhiéu
(Ién t6i 500 cira hang) cing nhu khach hang mua
sim tai Bach h6a Xanh ciing rit dong nén tic gid
v6i nguon luc han ch€ di thuc hién phuong phép
chon mAu thudn tién (phi xdc suat) d&€ dé dang
ti€p can, nhiéu khd niang gip dugce ding doi tugng
khdo sat (Nguyén, 2009).

Ngudn: Tong hop ciia nhom tic gid

3.3. Thu thép dit ligu

Dit liéu dugc thu thip qua 2 hinh thitc 1a khdo
sdt qua bi€u miu online gli qua dudng link cho
dap vién va khdo st tryc ti€p khach hang mua sim
tai chudi ctra hang Bdch héa Xanh. Thai gian thuc
hién khdo st gan 3 tudn tif ngdy 15/10/2020 dén
ngay 3/11/2020. Cu thé, d6i v6i viéc thu thip
théng tin tryc ti€p tai cta hang, do han ch& vé
ngudn lyc va thdi gian, cling nhu dng dung cich
chon miu phi xdc xuit nhu da néi ban dau, tdc gid
da chon dai dién 10 clra hang thudc 5 quén tiéu
bi€u (Binh Thanh, Thd Pic, Go Vap, Tan Phd,
Binh Tan), trong d6 mdi quan gdm 2 clra hang dé
ti€n hanh khdo sat.

Trong thdi gian (¥ 15/10 d€n 3/11, tdc gid da
sip x&p danh ra 5 ngay d€ di khdo sdt, tdc gid
chon cd ngay trong tudn va ngiy cudi tudn dé
ddm bio tinh khdch quan, moi ngdy tdc gid thyc
hién khdo sdt 2 cra hang trong cung mdt quin
nhim ti€t kiém thdi gian. Phan b6 mdi cda hang
c6 dugc khoang 10 khdach hang trd 161 khao sdt.

$6 6 - Thang 3/2021 245




TAP CHi CONG THUONG

Nhén thdy, nhuge di€m khi khdo sdt tric tiép
bing gid'y dugc dé cp trong cdc nghién ciu trudc
diy, vi th€, d€ tranh thu thip thi€u hay bd sét
théng tin, nhém tdc gid thyc hién 18y y kién
khdch hang tryc ti€p qua biéu mau trén dién thoai
di dong cla tdc gid. DSi vdi khdo st online, tdc
gid st dung Google bi€u miu va gii dudng link
khdo sdt d€n cdc ddp vién qua cdc phuong tién
xad hoi (Facebook, Messenger).

4. K&t qua nghién ciu

4.1. Mo tdé mdu nghién citu

St dung phuong phdp chon miu phi xdc sudt
bing hai hinh thifc 1a khio sdt ngudi tiéu diing tryc
ti€p bing dién thoai va tryc tuyén théng qua
Google bi€u miu, ngudi viét thu thip duge 170
mau trong d6 98 miu cé dudc tir hinh thitc truc tiép
va 72 mau bing hinh thic con lai (Bing 2).

Trong 170 mau khdo sat, ty 1& nam nit 1in lugt
la 70 va 100 ngudi, tuong dng véi 41,2% nam va
58.8% nit. C6 thé thdy, trong miu khio sdt nay. s&
lugng gidi tinh nit nhiéu hon gi6i tinh nam (17.6%).
Su chénh 1&ch nay c6 thé hi€u, hién nay nit gi6i
mua sim tai cdc clta hang Bich héa Xanh nhiéu
hon nam gidi. Ngudi tiéu diing dugc khdo sdt trai
dai da dang ¢ cdc nhém tudi tir 18 tudi cho dén
trén 55 tdi. Trong d6, nhém twdi chi€m ty 1é cao
nhdt 1a nhém tr 18 dén 24 tudi (47.6%), tudng
duong vdi 81/170 ngudi.

Da s6 d6i tugng tham gia khio sdt déu dat hoc
vin & trinh do dai hoc vdi 122/170 ngudi, chi€m
ty 1€ cao nhat1a 71.8%. Theo sau dé 13 nhém doi
twrong hoc van trung cip/cao ddng chi€m 17,6%
tuong ng 30 ngudi trén tdng miu 170 ngudi.
Cudi cling 12 nhém trinh d6 t6t nghiép THPT trd
xudng vd hoc van cao hoc véi ty 18 1an lugt 1a
7,1% va 3,5%. Nhan vién vin phong chi€m ty 1é
cao nhd't 43,5% dng v&i 74 d6i tugng khio sdt.
Ti€p theo sau 12 nhém sinh vién ciing dat mot ty
1€ khd cao v8i 65 ngudi chi€m 38,2%. C6 3 nhém
doi tugng kinh doanh/lam viéc tw do, ndi trg va di
nghi huu véi ty 1€ 1an lugt1a 8,2%, 7,1% va 2,9%.

Phan khic phd bi€n nha't trong cic ddi tugng
nghién ctu ¢6 thu nhip mdi thang tr 5 d&n dudi
10 triéu ddng 12 66 ngudi, ttng v6i 38,8%. Theo sau
dé 1a 2 phin khdc thu nhap dudi 5 triéu ddng/thing
va tir 10 d€n dudgi 15 triéu dong/thdng. twdng ting
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Bdng 2. Bdc diém nhén khdu hoc

. Tan | Tyl
Chi tiéu 5 (%)
Gidi Nam 70 41,2
tinh ' N 100 | 588
B Ti 18 dén 24 81 | 476
po6 | TU25dén 39 47 276
tudi - Tu40 gén 54 2 | 129
- TU 55 trd Ién 20 | 118
Totﬂnghw;p THPT trg 12 74
xuong !
HSC Trung cdp/ Cao dang | 30 17,6
van
Bai hoc 122 71,8
Cao hoc 6 3,5
Sinh vién 65 = 382
Nhan vién van phong 74 43,5
NghAe K?nh doanh/ Lam viéc 14 8.2
nghiép | tudo ‘
" Nai trg 12 | 71
|
ba nghi huu 5 2,9
Dudi 5 triéu/thang 57 335
TH5d§ndu0|10 66 388
Thu triéu/thang |
nhap A0 A& A \
T.L{10(1,enduo|15 37 218
triéu/thang
\ | T 15 triéu tr6 lén/thang| 10 59
' ... 1lanhoac it hon 16 9.4
Tan suat
| mua sdm | TU2dén51an T4 | 435
| . - R R
trong mot ' Ty 6 d&n 10 Ian 60 35,3
than : ‘
- Treen 101 20 | 18

Nguon: Tong hop ciia nhém tic gid

lan lugt véi ty 1€ 1a 33,5% va 21,8%. Trong tdng
170 mau, c6 t6i 74 ngudi tiéu ding mua sim tr 2
-5 1an trong mot thdng, Gng v6i 43,5% 1a ty 1é cao
nhat. Nhém khdch hing mua sim t&r 6 - 10
lin/thdng cling chi€m ty 1é cao, dat 35.3%.
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4.2. Ki¢ém dinh do tin
cdy véi hé sé” Cronbach’s
Alpha (Bdang 3)

Theo d6, tit cd cdc
thang do cia md hinh
nghién ctu déu c6 hé &
Cronbach’s Alpha 16n hon
0,7 vad nhd hon 0,95 thé
hién mic y nghia thong ké
tot. Pong thdi, hé so twong
quan bién tdng cda tit ca
cdc bi€n quan sdt trong
thang do déu 16n hon 0,3
thda yéu ciu. Bén canh dé,
xét tiing bi€n quan sdt cho
thAdy hé s& tin cly
Cronbach's Alpha né€u loai
bi€n dang xem xét déu
khéng lam tdng muc tin
ciy so vdi gia tri hién tai.
DPoi v6i cdc nhin t6 doc
lap, ndng lyc phuc vu cda
nhin vién c6 hé s6 tin cdy
Cronbach’s Alpha cao nhat
(0,823) va sy tin cdy ¢ hé
s6 thap nhdp (0,702).

4.3. Phén tich nhdn té

khdm phd FTA (Bang 4)
Sau khi thyc hién ki€m
dinh d6 tin cdy Cronbach’s
Alpha, tdc gid ti€p tuc dua
cdc bi€n quan sdt trong
thang do vao phin tich
nhin t6 khdm phd EFA
nhim kiém tra mic do
tuong quan cua ching theo
nhém bién. Chi s6 KMO =
0,819 16n hon 0,5 vd nhd
hon | théa man yéu cau,
ki€m dinh Bartlett c6 Sig =
0,000 < 0,05 dat ¥y nghia
thong ké. Bén canh do, gid
tri Eigenvalue 1,199 > 1
nén ciing dat dugc yéu cau.
Tu 20 bi€n quan sdt trong
thang do, ¢6 5 nhin t6 dugc

Bdng 3. Két qué kiém dinh Cronbach’s Alpha

Bién
quan
sat

Trung binh
thang do néu
loai bién

Phuong sai
thang do néu
loai bién

Hé s6
tudng quan
bién - tdng

Hé s6 Cronbach's |
Alphainéu loai
bién dang xem xét

S hilu hinh (Cronbach's Alpha = 0,812)

HH1 15,71 5,508 0,663 0,758
HH2 15,64 5356 | 0,655 0,759
| HH3 15,54 5398 | 0546 0,796
" HH4 1555 | 5811 | 0585 0781
HH5 15,65 | 5848 0569 0,785
Niéng luc phuc vu cua nhén vién (Cronbach’s Alpha = 0,823)
NLPV1 14,61 7,317 0,638 0,782
NLPV2 14,71 7,118 0,680 0,769
NLPV3 14,85 7,026 0,669 0,772
NLPV4 14,74 7,826 0,582 0,798
NLPV5 14,85 7,925 0,516 0,816
Su tin cay (Cronbach’s Alpha = 0,702) - |
TC1 709 2247 0476 | 0,663 |
TC2 724 | 2,066 0558 | 055 |
TC3 746 | 2162 052 0606 |
Chinh séch ctia hang (Cronbach’s Alpha = 0,769)
Ccs1 979 | 4673 0,544 0,727
CS2 9,95 4,708 0,594 0,702
CS3 9,93 4,528 0,587 0,704
Ccs4 10,08 4,620 0,554 0,722 |
Gia c3 cam nhén (Cronbach’s Alpha = 0,725)
- GC1 6,94 | 2008 | 0547 0,641
Gc2 688 1757 0,585 0,588
Gcs | 688 | 1789 | 0514 0681 |
Su hai Iong cda khach hang (Cronbach’s Alpha = 0,801)
HLt | 1440 | 6561 0,485 0,792
HL2 14,38 6,131 0,594 0,760 |
HL3 14,39 5,850 0,617 0,752
HL4 14,43 5,797 0,603 0,757
i HL5 14,46 5,694 0,623 0,751

A ~ > . . <9
Nguén: Tong hop ciia nhom tdc gid
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Bdng 4. K&t qué ma tran xoay nhdn té doc Iap

| . Bién Hé s tai nhan t&'
Nhan t5 )
quan sat 1 2 3 4 5
NLPV2 | 0,811 J
Nanglue [ N py3 | 0,785 !
PhUC VU = 51 T 0758
‘ cua nhan
vién NLPV4 | 0,743 -
NLPV5 0,641
HH2 0,811
HH1 0,799
Sy hdu
" hinh HH4 0.750
HH5 0,711
HH3 0,689
| CS1 0,780 |
| H |
Chinh CS4 0.759 |
sach cua ‘
CS2 0,647
‘ TC2 0,799
| Sy tin cay TC3 0,760
TC1 0,680
L GC3 0,802
: WGIa CaA GC2 0714 |
| cam nhan . a "
GC1 0,687

Nguon: Tong hop cita nhom tde gid

Bdng 5. K&t qud phan tich EFA déi vé6i bién phu thudc

|

Tiéu chi danh gia | Gié try chay bang Sosanh |
" Hé s6 KMO 0,827 05 <0827<1
Gia tr| Sig. trong kiém
S B rt?ett g 0,000 0,000 < 0,05
Gia try Eigenvalue 2,788 2,788 > 1
Téng phuong sai trich 55,756% 55,756% > 50% |
Nhan t6 phu thudc Bién quan sat | Hé s tai nhan t6’
HL5 0,779
| . HL 0775
| Su hai long cta khach hang HL4 T 0763
B HL2 0755 j
| HL1 [ 0,655 |
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Nguén: Téng hop ciia nhém tde gid

trich ra véi tdng phuong sai trich
bing 61,405% > 50% thé hién do
phi hgp ctia mé hinh nghién cdu.
cho y nghia 5 nhin (6 trén gidi
thich dugc 61,405% sy bié€n thién
cta dif liéu. K&t qua ma trin xoay
cdc bién doc lap cho thay tit ca cic
bi€n quan st déu c6 hé sd tai nhin
to 16n hon 0,5. 5 nhan t& khong ¢
bat ky sy xdo tron nao nén khong
loai bd bién quan sat, ddng thdi mo
hinh nghién cttu sau khi phéan tich
nhén t6 khdam phd EFA van dugc
it nguyén nhu ban diu (Bing 5).

Hé s6 hé s6 KMO = 0,827 (0,5
< 0.827 < 1) thod man yéu ciu
phan tich nhdn t§ phi hgp véi dix
liéu nghién cdu, gid tri Sig cda
ki€m dinh Bartlett 0,000 < 0,05
th€ hién ¥ nghia thdng ké. Bén
canh d6, chi s6 Eigenvalue =
2,788 > 1 dat yéu ciu, tf;ng
phuong sai trich bing 55,756% >
50% thé hién d6 phd hgp cia mo
hinh va gidi thich dugc 55,576%
sy bi€n thién cha dir liéu bién
quan sdt bi€n phy thuéc. Pdng
thdi, hé s6 tdi nhin t6 cla cd 4
bi€n quan sat déu cho ra gid trj 16n
hon 0,5 dat yéu cau.

4.4. Phén tich tuong quan hé s¢’
Pearson (Bang 6)

K€t qud phan tich tuong quan
Pearson & trén giita bi€n phu thudc
su hai long va mdi bién doc lap cla
mo hinh déu c6 gid tri Sig < 0,05
dat ¥ nghia thong ké, cho thdy tirng
cidip bi€n phy thudc - doc l1ap cé
twdng quan tuyén tinh vdi nhau.
Thém nita, hé 6 tuong quan r cia
moi bi€n ddc lap véi bi€n phu
thudce ciing thudc trong khodng 16n
hon 0,1 va nhé hon 0,6; trong do6,
su hailong va chinh sdch clta hang
¢6 mdi quan hé tuong quan cao
nhdt dat gid tri 0.526. Ngoai ra, khi
xem xét thém méi quan hé giita
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Bdng 6. Ma trén tuong quan gitia céc bién trong mé hinh

B N =170 HL HH NLPV TC cs GC
| N | Hé s6 tuong quan Pearson 1 0197* | 0504 | 0522* | 0526 = 0,518"
Sig. 0,010 0,000 0,000 0,000 0,000 |
HH Hé s6 tuong quan Pearson 1 0,141 0,126 0,130 0,173*
Sig. 0,067 0,103 0,092 0,024
| Hé s6 tuong quan Pearson 1 0,333 ‘ 0,241* 0,296**
' NLPV
Sig. 0,000 0,002 0,000
TC Hé s tuong quan Pearson 1 0,408 0,391*
Sig. 0,000 0,000
s Hé sd tuong quan Pearson 1 0,458*
Sig. 0,000 |
Hé s tuong quan Pearson | 1
GC — |
- Sig. ‘

* Twong quan ¢ ¥ nghia ¢ mitc 0,01;

cdc bi€n doc 1ap v6i nhau, ba cip bi€n doc 1ap HH
va NLPV, HH va TC, HH va CS khong tudng quan
v6i nhau khi chi s8 Sig déu 16n hon 0,05.

4.5. Phén tich hoi quy (Bdng 7, Bang 8)

Theo d6, phuong trinh hdi quy c6 dang nhu sau:

HL = 0,295*NLPV + 0,257*CS

+0,228*TC + 0,214*GC + ¢;

Gia thuyét H1 bi bac bd vi mic y nghia Sig =

0,305 > 0,05. Nhu vay, nhan t6 doc 1ap su hitu hinh

** Tiyong quan cé ¥ nghia ¢ mirc 0,05

Neudn: Tong hop ciia nhom tdc gid

cGia Bach héa Xanh khong cé dnh hudng dén sy
hai long clia ngudi tiéu dung. K&t qui nay hoan
toan khdc biét so vdi két qua trong nghién ciu doi
v6i md hinh SERVPERF. Céc bi€n quan sit dugc
st dung trong thang do nay bao gdm cdch trung
bay sdn phdm hay thi€t k&€ ctta hang, cdc trang
thiét bi clia cra hang va trang phyc cia nhin vién
dudng nhu chua cho thi'y duge dnh hudng clia y&u
t6 doc lap sy hitu hinh 1én sy hai long cia ngudi

Bdng 7. T6ng hdp két qud phan tich hdi quy

M hinh H szhllec;nq:zachua Hihs‘;.:ot:::y ‘ Sig. Thohg ké da cong tuyén
\ B Sai 6 chuan B Dung sai VIF
" Hingss 0,258 0,297 0,869 0,386
 HH 0059 | 0057 | 0,057 1028 | 0,305 0,958 1,043
NPV 0265 | 0082 0295 | 5085 | 0000 0,848 1179
T tc T o199 0,055 0228 3640 0,000 0,741 1349
| cs | 022 | 0055 0,257 4059 | 0,000 0,725 1380
GC 0,201 0060 | 0214 3362 0,001 0,714 1,400

i
’E= 0,525 R2 higu chinh = 0,510

" Gia tri Durbin-Watson = 1,508

3 Théng ké F = 36,231

Gia tr| Sig. cla kiém dinh F = 0,000 |

Nguon: Téong hop cia nhém tde gid
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Bdng 8. K&t qud kiém dinh cdc gid thuyét nghién ciiu

fL Gia thuyét Ngi dung Beta Sig. Két qua
haiu hinh c6 tc d8 . hidu & hai I& 7 :
H S7u du ‘|'nuco t\ac déng cung chiéu dén sy hai long 0.057 0.305 Bacbs |
cua ngudi tiéu dung.
H2 Nang c phyc vy cua nhan vién oo téc dong cling 0,295 0,000 | Chépnhan
chiéu dén sy hai long clia ngudi tiéu dlng.
t- ~ I ’ n . hA,\\" ~ N \ K ) 4
H3 Su |n c.:c;y c? tac dong cung chiéu dén su hai long cla 0228 0,000 Chép nhan
nguai tiéu dung.
s h I 2 Y . - S \ . a’ | .
Ha ‘ C‘h.m‘ 3307h cua hang co Fac ddng cung chiéu dén sy 0.257 0,000 Chapnhan |
! hai ldng cla ngudi tiéu dung. ‘
.« s 2 2 hA , t, " . A ar N ! —
H5 Qla caﬁcam n\ ‘ahlco \ac dbng cung chiéu dén sy hai 0214 | 0001 Chap nhan
{ong cua ngudi tiéu dung. }

tiéu ding. Ngoai ra, ¢ thé do han ché vé miu
nghién cifu hodc nghién cdu trén d6i tugng khio
sdt chira da dang dan d€n két qué cho gia thuyét
nay bi bdc bd. Xét vé thyc t€, ngudi tiéu ding khi
mua sdm tai cdc cira hang ban 1 ¢6 xu huéng chii
trong, quan tdim dé€n cdc yé&u t6 vé nhitng tic nhan
dnh hudng truc ti€p dé€n qud trinh mua hang hon
nhu 12 gid cd san pham hay thdi do ctia nhan vién
khi trao d6i, thanh todn. Do d6, su hitu hinh ¢6 muc
do dnh hudng rdt nhé dén sy hai long clia ngudi
tiéu dung vé chat lugng dich vu clia clta hang Bich
héa Xanh va khong dat dugc y nghia thong ké
trong bai nghién cttu nay.

Gia thuyé&t H2 duge chip nhin, nghia 13 ning
lyc phuc vu ctia nhén vién ¢6 tic ddng dé€n su hai
1ong clia ngudi tiéu ding khi mua sim & Bach hda
Xanh. Vi hé sd hdi quy biing 0,295, cao nhdt trong
cd 4 nhan t6 doc 1ap cho thiy nhan t& nay cé tic
dong manh 1én sy hai long cla ngudi tiéu ding.
K&t qud nay hodn toan tudng ddng vdi két quai
nghién cttu cia Chanaka va Wijeratne (2014). Cu
thé, thang do cho gia thuyét nay tp trung dé cip
d€n khd niing hi€u bi€'t thong tin cia nhan vién dé
phan hoi véi khach hang, sy thin thién, lich su. va
nang luc gidi quy€t cdc van dé cua khach hang.

Gid thuy€&t H3 dugce chdp nhin, tite 13 sy tin
cdy ¢6 tdc dong d€n sy hai long vé cha't lugng
dich vu cda Bdch héa Xanh ddi vdi ngudi tiéu
dung. K&t qud nghién citu cho thi'y hé s héi quy
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AR 9 . s
Nguon: Tong hop cia nhom tdc gid

=0,228 va gid tri Sig = 0,000 < 0,05. K€t qud nay
rd't phi hgp véi k€t qui nghién citu ctia Nagar
(2016). D61 v6i y&u t6 sy tin cdy. tic gid tap trung
dua ra cdc bi€n quan sdt trong trong thang do bao
gdm sy ddng tin cdy trong céc giao dich tai Bich
héa Xanh cling nhv thong tin nhan hiéu, xui't x(t
dudc dim bdo ddy di trén sin phdm hang hod.
Gid thuy€t duge chap nhan 1a diéu dé hi€u bdi
ngdy nay, da s6 khdch hang ¢é xu hudng giao
dich dya trén sy tin cdy, tin tudng vao ctra hang,
ho chid y d€n cdc van dé phét sinh trong viéc mua
sim hang hod va hon hét viéc sdn phim doanh
nghiép cung cdp c6 ding hoic gan ding véi
nhitng gi ho tim ki€m hay khéng.

Gid thuy€t H4 dugc chdp nhin véi hé sd hoi
quy = 0,257 va mifc ¥ nghia Sig = 0,000 < 0,05 cho
thdy dugc y€u t8 chinh sdch cira hang ¢ 4nh
hudng tich cyc dé€n sy hai long vé chat lugng dich
vu cua khdch hang khi mua sim tai B4dch héa
Xanh. Bén canh d6, diy cdon dudc xem 13 yéu to
tdc ddng manh thit hai d€n sy hai 1ong cla ngudi
ti€u dung, cu thé gid tri hdi quy ctia bi€n chinh
sdch ctta hang x€p cao thit hai trong c3 5 nhén t6
doc 1ap cla thang do. K&t qua nay cling khong qua
khdc biét so v6i k€t quid tir nghién citu cla
Chanaka va Wijeratne (2014) khi chinh sdch la
mot nhin td ¢6 gid trj trung binh cao nhat, tic dong
dang ké 1&n sy hai long. Céc bi€n quan st sit dung
trong thang do nay dudc tdc gid xay dung bao gdm
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chudng trinh khuyé€n maii, gidm gid, phuong thirc
thanh todn cho dé€n thdi gian hoat ddng cia clta
hing, day 1a nhitng y€u 8 thi€t y&u dudc ngudi
tiéu dung quan tdm khi luva chon mua sdm tai cac
ctra hang.

Gid thuy€t H5 dudc chip nhian trong mo hinh
v6i hé s6 hdi quy Beta = 0,214 va gid tri théng ké
Sig = 0,001 < 0,05 thé hién dugc tdc dong thudn
chiéu cda gid cd cdm nhan dén sy hai long cla
khdch hang. Pay ciing la k&t qua dugc chitng minh
trong nghién ctru vé cic y€u t6 tdc dong dén sy hai
long cia Zeithaml va Bitner (2000). Gid cd cam
nhin 14 mot trong nhitng y&u t8 quyét dinh dén kha
ning canh tranh cda doanh nghiép, thu hut va git
chan khich hang. Py ciing dugc xem 12 van dé
ma Béch héa Xanh luén quan tAm va chi trong khi
4p dung cdc chién luge gid ngang bang hodc thdp
hon so véi cdc cira hang kinh doanh ciing loai va ¢6
ging dat mifc thip gan bing so véi gid tai chg
truyén thdng.

5. K&t ludn

C6 4 nhan t8 ¢6 tdc dong d€n sy hai long vé
chdt lugng dich vu clia ngudi tiéu diing, bao gdm:
ndng luc phuc vu ciia nhin vién, sy tin cdy, chinh
sdch ctta hang va gid cd cdm nhan. Con nhan t0 sy
hitu hinh khéng c¢é y nghia thng ké trong bai
nghién ctfu nay. P&i v6i 4 nhan t6 doc lap ¢6 dnh
hudng dén nhén t6 phu thudc sy hai long, ning luc
phuc vu cla nhin vién ¢6 dnh hudng manh nhat,
ti€p d&n 1a chinh sdch clta hang, su tin ciy va cudi
cing la gid cd cdm nhan. K&t qua phan tich hoi
quy cho thdy cdc bi€n doc 1ap trong mo hinh
nghién citu gidi thich dudc 51% sy bi€n thién cda
bi€n phu thudc. Cdc dic di€m nhan khau hoc nhu
gidi tinh, d tudi, hoc van, nghé nghiép va thu
nhap khong c6 tdc dong d€n sy hai long clia khdch
hing trong nghién ctu clia dé tai ndy. Mot s6 dé
xudt chi y&u cho ctta hing Bach héa Xanh nhim
ting chi't lugng dich vu dé€ ning cao sy hai long
cda khdch hang nhu sau:

Vé ndng luc phuc vu ciia nhdn vién:

Thit nhdt, ddp ng yéu cau khdach hang mot
cdch nhanh chdng. kip thdi. BS tri lai gid lam
viéc, xoay ca phu hdgp. ting cudng nhin vién
phuc vu trong thdi di€m khdch dong, ddm bdo cdc
khdch hang dugc nhidn vién phuc vu kip thdi,
nhanh chéng.

Thit hai, thai 3O phuc vu ctia nhédn vién, k§ ning
giao ti€p véi khach hang. Chi trong t6i cong tac
tuyén dung va dio tao nhin vién mét cach ky
ludng, bai bdn vé thdi do phuc vu, rén luyén ky
ning giao ti€p ding din, phit hop, phai truyén tdi
duge ndi dung cong viéc va chién ludc kinh doanh
clia doanh nghiép cho nhan vién d€ nhim cai thién
nhén thic cla ho trong qud trinh lam viéc.

Thit ba, ning luc gidi dap cdc thic mic cla
khéch hang ciing nhu ki€n thiic vé san phdm, hang
hod. TS chitc nhitng budi dio tao dinh ky hing
thang hoic theo thdi ky vé thong tin cdc sdn phdm
mdi, cling nhu vé cdc chinh sdch khuyé€n mai sdn
phim cia doanh nghiép d€ dim bdo nhin vién
nim diy dui thong tin va truyén dat mot cach chinh
xdc d€n ngudi tiéu ding.

Vé su tin cdy:

Thit nhdt, ddm bdo chit lugng cdc san pham
hang hod. Pua ra 19i hita vé niém tin thuong hiéu,
cam k&t va thyc hién ding nhu nhitng gi da cam
két vé dam bdo chi't lugng hang hod, va dat duge
uy tin trén thi trudng.

Thit hai, vin dé tin cdy trong giao dich mua bdn
hang hod. Piu tw hon nita vé cdc mdy méc, thiét bi
nhu may tinh tién, mdy in héa don hay mdy quét
mi vach, can thudng xuyén kiém tra tinh chinh xdc
va kip thdi thay thé khi thi€t bi phdt sinh nhitng hu
hdng hay 16i d€ tranh dugc nhitng sai sét, ddm bdo
dugc tinh chinh xdc va bao mat khi tinh tién trong
qud trinh giao dich vdi khdch hang.

Vé chinh sdch cita hang:

Thit nhat, vé khung gis hoat dong: déng cta tré
hon vio cdc ngay cudi tuan, th bdy va chi nhat i
10h hodc 10h30. Nhu vay, khach hang dac biét 1a
ngudi tiéu dung tré c6 thé thodi mdi hon trong viéc
mua sdm vao thdi di€m sau khi di lam hoic di choi
vé. Diéu nay ciing gitip Bich hod Xanh ting dudc
lugng tiéu thy hang hod bdn ra trong ngay.

Thit hai, chinh sach khuy€n mii va gidm gid tai
ctra hang. Tang cudng thuc hi€n cdc chuong trinh
xtic tién khuy€n mai cho ctta hang, da dang cdc
chuong trinh khuy&n mai dui nhiéu hinh thitc nhu
thé wu ddi khach hang, cong di€ém mua hang, qua
sinh nhat hay hang ting & nhiéu giai doan va tao
dudgc sy khédc biét & ting dot.

Thit ba, vé chinh sach thanh todn. S& dung cdc
phudng thic thanh todn bang vi dién tf nhu Momo
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hay Airpay trong qud trinh giao dich d€ tao dudc sy
thuin ti€én cho khach hang.

Vé gid cd cam nhdn:

Thit nhdt, gitt dugc mite gid 6n dinh cho cdc
mit hang tai Bdch héa Xanh, theo ddi cdc dgt
khuyé&n mii, cdc chinh sach vé gid tai chudi cta
hang d€ dé xuit nha cung tng thuc hién gidm gid

sdn phdm cho doanh nghiép ngang bing vdi cdc
ctra hang khéc.

Thit hai, gidm gid cho ngudi tiéu ding bing
cdch mua hang v6i s6 Iugng 16n, 6n dinh va gidm
t61 da chi phi phdt sinh & cdc khiu trung gian, t&i
uu héa hé thdng hdu can dé gidm dugc cdc chi
phi khdc m
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ABSTRACT:

In Vietnam, there are some researches on customer satisfaction of supermarkets and services
quality of shopping malls. However, there is no research on the customer satisfaction of mini
supermarket chain Green Grocery (Bach hda Xanh) which has a fast growth rate. This study
examines the factors affecting the satisfaction of customers with the mini supermarket chain
Green Grocery in Ho Chi Minh City. By using the Exploratory Factor Analysis method, the results
show that the factors of work capacity, trust, policy and perceived price have impacts on the
satisfaction of customers with the services of Green Grocery stores.

Key words: work capacity, trust, perceived price, satisfaction, service quality, the Green
Grocery stores, Ho Chi Minh City.
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