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TOM TAT:

Muc dich clia nghién ciu nay 1a xdc dinh dude cdc nhin 3 tic ddng d&€n sy hai Idng cla
khich hiang khi mua sfm tai siéu thi Lotte Mart thinh phd Phan Thi€t, tinh Binh Thuan. K&t
qud nghién citu cho thdy c6 3 trong 5 nhan 8 c6 4nh hudng d€n sy hai ldng cla khdch hing dén
mua sdm tai Siéu thi Lotte Mart thanh phd Phan Thi€t, tinh Binh Thuin, d6 14: (1) Chat lugng
hiing héa (CLHH), (2) Kha ning phyc vu cia nhdn vién (NV) va (3) An toin trong Siéu thi (AT).
Nghién cifu ciing d3 d& xu&t mdt 58 ham ¥ quén trj cin (hi€1 d€ ning cao sy hai ldng ciia khich
hiing d8i v6i siéu thi Lotte Mar, thanh ph& Phan Thi€t, tinh Binh Thuén. Cugi ciing, nghién cifu
ciing chi ra nhitng han ch& v dua ra cc dinh hu6ng nghién cifu trong (uong lai cho cdc nghién

cifu tudng uf.

T khéa: Cdc nhén 18, sy hai 1ong, khdch hang, siéu thi Lotte Mart, thanh phd Phan Thiél,

tinh Binh Thuéan.

1. Gidi thi¢u

1.1. Tink cdp thiéh ciia 4é tai

Thanh phd Phan Thi€t 13 trung tim hanh chinh
16n nhit cda tinh Binh Thugn. Nhitng nam gin day.
thinh ph3 Phan Thiét dang huy dong moi ngudn lyc
nhim phit trién kinh (€ - xa h6i trong xu th& hoi
nhip, do viy ddi sdng vin hoa, xa hdi cha ngudi
dén cing ngiy cang dudc cdi thién hon. Trén dia
ban thinh phd Phan Thiél, hién cé 2 hé théng siéu
thi chinh dang hoat dong 13 Coopmart vd Lotte
Mart, diéu nay lam cho su canh tranh giita 2 hé
thdng siéu thi nay trd nén gay it trong viéc thu hit
khich hing dén vt hé thdng cha minh. V61 s xual
hién khd sém trén dia bin tinh Binh Thujn,
Coopmart Phan Thiét Iz siéu thj dugc khdch hang
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trén dia ban thinh ph& Phan Thi€t nghi dén diu tién
khi l#a chon noi mua sim. Bén canh d6, khéch
hang ciing khd hai ldng véi chdt lugng dich vu cung
cip cha Coopmart Phan Thi€t, vi ho biét djit minh
vho vi tri cia ngudi ndi trg va lién tuc nghién it
€ c6 nhimg dich vu ddp tng A va t6t chinh xdc
nhu ciu cda khdch hang. Trén thé gidi da c6 nhidu
nghién cifu vé phan tich cic y&u 18 c6 anh hudng
d&n sif hai long clia khach hing khi mua sim tai cc
siéu thi. ddc biét 1 cdc nghién citu clia Dabholka v
cdng sy (1996), Parasuraman vi cong sy (1991)
Mehta va cang sy (2000), Nguy&n Thi Mar Trang
(2006). Vo Thi Lan va cdng sy (2013). K&t qua cia
cdc oghién ctu ndy tuy khdng ging nhau hoin
t0an, nhung lai cho thay riing ¢6 nhidu yéu (8 4nh
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hu@ng d€n sy hai 1dng chia khéch hing khi mua sim
1ai cic hé thong siéu thi khéc nhau, dién hinh nhu
chc y&u (8: Céch tarng bay hang héa, Gif ci,
Khdng gian, Sy phyc vy ciia nhin vién.. Viéc
nghién citu, ddnh gid mitc d hai long cia khdch
hang ddi v6i chat lugng dich vu ctia si€u thj 1a rat
quan trong d8i v6i Siéu thi Lotte Mart, thinh phd
Phan Thiét, tinh Binh Thu4n, théng qua nghién ciu
¢6 thé x4c dinh nhimg vin d& chua 3t va dua ra
dugc cac huGng gidi quydt gidp ndng cao su han
ldng va gin két clia khdch hang d6i véi siéu thi va
gitip siéu thi phit mién mét cdch 8n dinh va bén
vifng trong xu thé canh traph nhu hién nay.

1.2. Myc tidu nghién cifu

Xic dinh cdc y&u t8 tic ddng d&n sy hai long
clia khdch hing khi mua si¥m tai siéu thj Lotte
Mart, thianh phé Phan Thiét, tinh Binh Thufn, Xac
dinh mifc 49 tdc dong clia cac yéu 18 d6 d€n si hai
tong clia khach hang khi mua s¥m tai sidu thj Lotte
Mart, thinh phd Phan Thi&t, tfoh Binh Thusn; Xem
xét st khdc bigt vé su hai ldng ciia khéch hang khi
mua sim tai siéu thi Lotte Mart, thinh phﬁ' Phan
Thi€t, tinh Binh Thuén theo cédc dic diém nhan
khdu hoc khdc nhau. D& xudt mét s6 ham y gidp
siéu tht Lotte Mart, thanh phg§ Phan Thiél, tnh
Binh Thufn ndng cao su hai long clia khdch hang
khi d€n mua sdm tai day.

2. Co s Iy thuy&t vd md hinh nghién ciu

2.1. Khdi nigm chét lipng dich vu

Theo Svensson, 2002, dich vy 1a sdn phm vo
hinh, chiing khdng déng nhat véi nhau va ciing
khéng thé tdch ly ching dudc, nghia 2 trong qué
rinh 1éu diing dich vu th chat lugng dich vu thé
hi€n trong su wong tdc gifa khdch
hang va nhan vién cia céng ty cung
c#p dich vu. Do @6, khach hiing nhin

hing t6t d€n ddu. Viéc tao ra mét dich vy chdt
lugng nghia 1a d4p ¥ng mong dgi cia khich hiang
mét cdch ddng nhilt.

2.2. M6 hinh va cdc gid thuyét nghién citu

Trén cd s& (8ng hop cac y&u 18 4nh hudng va
thita k€ cAc thang do clia c&c mé hinh nghién cttu
tham khio, t4c gid dé xuit dva ra mé hinh nghién
cifu cdc y&u t8 dnh hudng d€n sy hai long cia
khdch hang khi mua sdm tai Siéu thi Lotte Mart
thanh phd Phan Thiét, tinh Binh Thudn, bao gdm 5
y&ut8: Chat lugng hang héa; Tring biy hing héa;
Mit biing si¢u thi; Khd ning phuc vu cda nhén
vién; An toan trong Siéu thi.

Gid thuyét H1: Chét litgng cia hang héa c6 dnh
hudng tich cuc dén su hai long cda khdch hang kin
mua sdm t@i siéu thj Lotte Mart thanh phé’ Phan
Thiét, tinh Binh Thugn.

Gid thuyét H2: Cdch thitc tnmg bay hang héa
trong siéu thj cé dnh hudng tich cuc dén s hai long
ciia khdch héng khi mua sdm 1ai Siéu thi Lotte Mart
thanh phé’ Phan Thiél, tinh Binh Thudn.

Gid thuyét H3: Mt béing siéu thi ¢6 dnh hudng
tich cyc dén su hai long ciia khdch hang khi mua
sdm tar Siéu thj Lotte Mart thanh ph& Phan Thiél,
tinh Binh Thuén.

Gid thuyet H4: Khd ndng phuc vu ciia nhdn vién
c6 dnh hudng tich cyc dén sit hai long ciia khdch
héng khi mua sém tai Siéu thi Lotte Mart thanh phé’
Phan Thiét, tinh Binh Thudgdn.

Gid thuyét H5: An todn trong siéu thj c6 dnh
hitdng tich cuc dén su hai long ciia khdch hang khi
mua sdm 1q1 Siéu thj Lotte Mart thanh phd’ Phan
Thiét, tinh Binh Thugn.

Hinh: M6 hinh nghién cifu dé xud!

duge dich vu théng qua cdc hoat déng

(CHKT LUONG HANG HOA

8120 (i€p, nhén thdng tin vA c4m nhin.

Diic diém ndi bat 1a khach hang c6 thé

(TRUNG BAY HANG HOA

d4nh gid duge toan bd chat lugng dich

vu khidd “mua” v “sit dung”. Do d6,
chua ¢6 khéi niém nao xéc dinh chat

MAT BANG SIEU THI

lugng djch vu mdt cdch chinh xdc.

Lewis vd Booms (1983) phét biéu:

( KHA NANG PHUC VU CUA NHAN VIEN

Dich vu 12 mét su do ludng mic dé
dich vu dugc dva dé€n khich hang

wong xifng vSi mong d¢1 cda khdch

( AN TOAN TRONG SIEU THI
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3. K&t qué nghién cdu

3.1. Théng tin mdu nghién citu

Trong nghién cifu nay, miu duge chon bing
phuong phdp chon miu thuin tién. Sau thdi gian
didu tra 13 4 wén, tdc gid phdt ra 200 phi€u khdo
sit vis thu vé dudc 200 phié tra 13i. Dit li¢u sau khi
didu tra vé dd dugc tdc gid 1am sach trude khi dva
vao nhip liéu. Sau khi 1am sach, cé tdng cong 3
phi&u hdi dép bj loai. Nhy viy, kich thuée miu hgp
1€ dwa vio nghién ciu 12 n = 197. V& thu nhip cda
ngudi tham gia tra 13i khdo sit, da s& cdc ddp vién
déu 6 thu nhip tiY 3 d€n dudi 5 triéu ddng (chi€m
42,1% v8i 83 d6i wigng), ké dén i cde ddp vién
€6 thu nhip (Y 6 d&n 10 tigu ddng (chiém 22,3%

v4i 44 ngudi tham gia khdo sdt), U€p theo 12 cic
ddp vién ¢6 thu nhip dudi 3 wriéu déng (chi€m
21,8% v4i 43 d6i wgng) va cubi cung 12 27 dép
vién c6 thu nhdp trén 10 triu ddng vi chi€m
13,7% trong (3ng s8 197 d6i woing tham gia w3 I
khéo sdt cho nghién cdu ndy.

3.2. Bdnh gid thang do

3.2.1. Kiém dinh d§ tin cdy thang do (Hé s6
Cronbach's Alpha)

Cronbach’s Alpha ldn hon hoic bling 0,6 I
thang do ¢6 thé chdp nhin duge. Bigh dat yéu ciu
khi hé s6 tuong quan bi€n t8ng 16n hon hojic bing
0.3. K&t qué ddnh gid dd tin cay cdc thang do ding
trong nghién citu duge t8ng hgp trong Bang 1.

Bdng 1. T8ng hap két qua ki€m dinh Cronbach’s Alpha

Thing do Bién Tuong quan Cronbach's alpha Hé s
9 quan sét bigh tong néu loai bién Cronbach's Alpha
CLHH1 0,759 0,847
cht oone hin b CLHH2 [ 0,769 0,843
4t ludng hang hoa 0,884
grang CLHH3 0,709 0,866
ClhHa | 0,756 0,849
| TeHH! I 0,691 0,825
TBHH2 [ 0,741 0,805
Trung bay hang hba 0,858
TBHH4 ] 0,731 0,809
TBHHS [ 0,667 0,841
MBST1 0,678 0,667
MBST2 0,810 0,588
Mt bang siéu thy 0,775
MBST3 0,533 0.744
MBST4 0,336 0,839
NV1 0,677 0804
Kha ning phyc vy NV3 0721 0,785 st
clia nhan vién NV4 0,650 0.815 0
NV6 0672 0,806
AT1 0614 0,833
AT2 0,762 0774
An toan trong siéu thy
4 AT3 0,668 0,808 L
AT4 0,695 0796 N—J
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Thang Bign Tuong quan Cronbach's alpha Hé s
ngse quan sat biéh t3ng néu loal bién Cronbach's Alpha
SHL1 0,717 0,816
Sy hai long cla
khach hang SHL2 0,756 0,780 0,858
SHL3 0,727 0,807

K&l qué cho thay, tai cd céc thang do sau khi
loai bi€n déu 6 hé sd Alpha cha 18ng thé va ciic
hé 58 (Wong quan bi€n 16ng déu dat yéu ciu, ching
16 céc thang do sif dung trong dé 13i dat d6 tin cdy
cin thi€l, phi hgp A€ ti€n hanh dva vao phan tich
EFA ti€p theo.

3.2.2. Phan tich nhén 16 EFA

Thyc hién phan tich nhin t6 khdm ph4 EFA cho
20 bi€n quan s4t cia bién déc 1ap cho thay: Hé s6
KMO 12 0,844 > 0,5 va ki€m dinh Barlett c6 Sig. =
0,000 (nhd han 0,05) cho thdy phan tich EFA phu
hop v6i dif liéu khdo sét. Téng phudng saj trich khi
phén tich khim ph4 nhén 18 13 69,557% (>50%)
cho thdYy, cdc nhan t& dudc trich ¢6 thé gidi thich
69,557% sy bién thién cla dT liéu.

BAng 2. K&t qud kiém dinh Barlett vé KMO

Nguén: Két qud phan tich dit ligu

3.3. Phan tich hoi quy tuyén tinh bgi

K€t qud phan tich héi quy vdi phuong phép
Enter cho thdy: Hé s6 R2 12 0,518 va R2 hiéu
chinh 12 0,505. Diéu nay cho thay, cic bi€n déc
1ip gidi thich duge 50,5% sy bi€n thién trong dit
liéu cda bi€n phu thudce - Sy hii long cda khach
hang khi mua sdm tai Siéu thi Lotte Mart, thinh
phd Phan Thi€l, tinh Binh Thudn. K& qué phin
tich hdi quy nhu Béng 3.

K€L qui phan tich ANOVA trong héi quy 3
Béng 4 cho thay ring: Ki€m dinh F c6 gid trj sig.
< 0,05 cho thdy phan tich hé1 quy 12 phd hop v
mé hinh nghién cifu phd hgp vdi tap dir liéu khdo
s4t thu thdp. Ngodira, cdc thong s6 cda timg yéu
13 doc lap tdc dong dén bi€n phu thude - Sy hai
long ctia khdch hang khi mua sdm tai Siéu thi
Lotte Mart, thanh phd” Phan Thi€t, tinh Binh

Hé 88 KMO 0,844 Thudn dat cdc gid tri nhu trong Bing 5.
- 4. K&t luan
o Approx. Chi-Square | 2089,345 Muc tiéu chinh cia dé i ndy 13 x4c dinh
Bt of 190 dugc cdc nhan 18 v mifc 46 tc déng cla cde
arel ™ 00 nhin 16 d6 dén sut har 1ong cda khdch hang khi
d L mua s¥m tai Siéu thi Lotie Mart thanh phé Phan
Nguén: Két qué phan tich dit ligu Thiét, tinh Binh Thuin. Nhu vdy, k€t qui nay
Bang 3. Bdng t6m tét mé hinh hdi quy
| M hinh R Rbinhphuong | R binh phuong higu chinh Sal 56 chuén Durbin-Watson
| 1 | 0,720 0,518 0,505 0,48396 1,873
Ngudn: Két qud phén tich dit ligu
BAng 4. K&t qua ANOVA
" Mo hinh Tong binh phuong of Binh phuong trung binh F Sig
1 Hai qui 48,065 5 9,613 41,042 0,000
1| Phéndu 44,736 191 0,234
L | Téng 92,801 196

Ngudn. Kér gud phin tich dit ligu
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BAng 5. Théng s8 cla ting bién trong phuang trinh héi quy

Ha s& hél quy L Hé 84 héi quy Thong ké
Ma hinh chua chudn héa chudn héa T sig. da chng tuysn
B | Dolechchudn 1 Beta Dung sal
Hang s6 | 1,325 0,187
0,048 0.276 l 4188 | 0000 | 0,580
[ oM 0,052 ‘ 0,050 0,065 ! 1,06 | 0302 | 0649
MBST | -0008 | 0046 -0,009 j o173 | 0863 | 0997
NV 0123 0,046 0477 I 2664 | 0008 | 0574
AT 0,466 0,063 0,411 l 7387 | 0000 | 0,816

ciing da trd 13i cho cdc ciu hoi, muyc tiéu ciing
nhv ky vong ma ban ddu nghién citu da dit ra.
K&t qua nghién cfu ndy s& mang lai ¥ nghia thiél
thyc gidp nha quan tri Si€u thi Lotte Mart thinh
ph5 Phan Thiét, tinh Binh Thuin nim bit duge
cdc nhdn 18 dnh hudng dén Sy hii long cda

Ngudn: Két qua phan tich di liju

khdch hang khi mua sim tai Siéu thi. Qua dé,
gitip Ban gigdm ddc Siéu thi Lotte Mart thinh phd
Phan Thiét, tinh Binh Thuan cé cd s trong viéc
dua ra cdc chién ltge nhdm nang cao sy hai long
cBa khdch hang khi mua sdm tai siéu thi trong
thdi gian tgi m
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ABSTRACT:

This smdy is to identify factors that influence the satisfaction of customers shopping at
Lotte Mart supermarket in Phan Thiet City, Binh Thuan Province. The study’s results show
that there are three out of five factors affecting the customer satisfaction, namely (1) Quality
of goods, (2) Capacity of staff and (3) Safety in supermarket. This study also proposes some
necessary administrative implications to improve the customer sansfaction for Lotte Mart
supermarket, Phan Thiet City, Binh Thuan Province. Limitations related to this study alsoare
pointed out with guidelines for simjlar studies in the future.

Keywords: Faclors, satisfaction, customers, Lotte Mart supermarket, Phan Thiet City,
Binh Thuan Province.
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