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St dung dir liéu thu thap tir cac siéu thi tai Thanh phd Ho
Chi Minh, nghién clru nay danh gia dich vu cung tng dudi goc
nhin ctia cac nha ban 1é. Nghién ctru dan dén céi nhin 1d hon céc
nha ban 1¢ danh gia nha cung cip mang lai cac chién lugc quan
trong va hoat dong gia tri dén cho cac nha ban 1¢ nhu thé nao.
Két qua ctia nghién ctru cho thiy mot mdi quan hé hop tac lau
dai dugc xay dyng dya trén su tin tudng va cam két tir cac nha
béan 1¢. Khi nha ban 1¢ tin rang cic nha cung cép 1a trung thuc,
thiét tha va quan tdm dén kinh doanh cuta ho, ho s& cam két huong
t6i moi quan hé kinh doanh 1au dai.

ABSTRACT

Using data collected from Ho Chi Minh City supermarkets,
this research evaluates supply chain services from the eyes of
retailers. The study gives us a closer look at how retailers view
suppliers in providing them with important strategic and
operational values. The results indicate that a long-term
commercial partnership is set up based on trust and commitment
from retailers. When retailers believe that a provider is honest,
enthusiastic and care for their business, they are ready to commit
a mutual long-term business relationship.

1. Giai thiéu

Theo béao cao khao sat cua cong ty Nielsen Viét Nam, hién Viét Nam co khoang 800
siéu thi, 168 trung tAm thuong mai cac loai, 2.000 ctra hang mua sam tién loi va hon 1 triéu cta
hang khac. Trong vong 3 nam tdi, cac chuyén gia dy bao s€ co khoang 1.200 - 1.500 siéu thi,
180 trung tdm thuong mai, 157 trung tim mua sim va hang chuc ngan céc ctra hang tién loi,
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tap trung vao hai thanh phé Ion 1a Thanh phd H6 Chi Minh (TP.HCM) va Ha Néi. Qua d6 nhén
thy, btc tranh thi truong béan 1é tai Viét Nam rat sinh dong khi c6 nhiéu doanh nghiép ban lé
Viét Nam va nudc ngoai tham gia. Du bao trong tuong lai s& xay ra mot sy canh tranh khéc liét
gitta cac doanh nghiép trong thi truong béan 1é day tiém nang nay, dac biét dbi véi cac doanh
nghiép ban 1¢ Viét Nam néi chung va TP.HCM néi riéng. Dé cac nha ban 1¢é trong nudc gia tang
kha nang canh tranh trudc stc ép tir nhung dbi thu canh tranh nude ngoai, mot trong nhitng van
dé séng con 1a phai phét trién manh hé théng bén 1¢. Hoat dong quan tri mua hang va quan tri
quan hé nha cung cip la hoat dong dau vao cua bat ky nha ban 1é ndo va c¢é anh huong 16n d&én
c4u trac chi phi caa doanh nghiép, lién quan dén viéc kiém sot thoi gian giao hang, ty 1 hao
hut, chat lugng san pham ciing nhu phan anh kha ning dap (ng san pham dén tay ngudi tiéu
ding. Céc nha ban I¢, nhiéu giam dbc diéu hanh cua cac cong ty san xuat quan tim dén viéc
xay dung mot mdi quan hé hiéu qua véi nha cung cip hau can dé dam bao viéc thuc hién chudi
cung ung chat luong tot nhat cé thé (Rafiq & Jaafar, 2007; Hsiao, Lin, Wang, Lu, & Yu, 2010;
Li, 2011).

Bai b4o céo nay nghién ctiu anh huang cac yéu td loi ich tir mbi quan hé caa nha cung
cap vai nha bén Ié. Loi ich méi quan hé duya trén gia dinh rang ca hai bén - nguoi cung cap dich
vu va ngudi thy huang dich vy - trong méi quan hé kinh doanh phai hugng mét loi ich nao d6
khi méi quan hé nay tiép tuc trong dai han (Henning-Thurau, Gwinner, & Gremler, 2002). Khi
cac nha ban 1¢ cam nhan duoc loi ich méi quan hé s& gitp ca hai bén 1am viéc dé dang va cai
thién hiéu suit (Cannon & Perreault, 1999; Rokkan, Heide, & Wathne, 2003). Tt c4c tai liéu
nghién ctu vé méi quan hé tir giita nhitng ndm 1990 (Bendapudi & Berry, 1997; Berry, 1995;
Gwinner, Gremler, & Bitner, 1998). Nha nghién cttu cho rang khi cac nha ban 1¢ nhan thic
duogc cac lgi ich quan hé s& 1am cho cac dbi tac trong chudi cung tng dé dang dat duoc su hai
long va thu lai két qua thanh cong.

Péi voi nghién ciu nay, loi ich quan hé dugc dinh nghia 1a nhitng loi ich vé gia tri vat
chat va gié tri tinh thin ma cac nha béan 1¢ da nhan duoc khi hop tac véi cac nha cung cap. Loi
ich quan hé c6 xu hudng két ndi cac cong ty thong qua cac mdi lien két khac nhau cia mot
chudi cung tng véi két qua cia méi tuong tac chit chg, cam két 1an nhau, va thuc day hoat dong
mong mudn. Mic du cach tiép can nay da dugc céng nhan rong réi 1a quan trong trong cac tai
liéu (Berry, 1995; Gwinner et al., 1998), tuy nhién vai tro trung tdm cua quan hé lgi ich trong
hoat dong ban lé nhan thay bai cac nha quan 1y thuong bi bo qua trong nghién ciru hién tai.
Nghién ctu hién tai chi mdi quan hé chudi cung ang chu yéu di tim cach dé giai thich ban chat
ciia méi quan hé quéa trinh chir khdng phai 12 anh huong cua nd trén hiéu suat (Fynes, de Brca,
& Voss, 2005).

Trong viéc xay dung nén tang ly thuyét nghién ctru caa chiing toi, ching toi tiép can tir
hai phuong phap. Khai niém loi ich quan hé tur cac tai liéu marketing (Bendapudi & Berry,1997;
Berry, 1995; Gwinner et al., 1998). Khai niém su tin tuang/cam két va méi quan hé 1au dai tur
ca hai tai liéu marketing va tai liéu trong hoat dong van hanh té chirc/cung tng (Benton &
Maloni, 2005; Morgan & Hunt, 1994; Sargeant, Ford, & West, 2006).
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2. Co sé ly thuyét
2.1. Nhdn thizc lgi ich ciia méi quan hé

Dé tao dung va duy tri méi quan hé lau dai gitta ngudi cung cp dich vu va khach hang
ngudi thu huong dich vy, ca hai bén déu phai duoc loi ich nao d6 trong méi quan hé. Trong
quan hé marketing, cac nha cung cap da thay doi tir chi tap trung vao viéc mua ban cang nhic
sang xay dung cac mdi quan hé dai lau, loi ich mdi quan hé nay 1a loi ich ma khach hang nhan
dugc khi hai bén cung c6 loi (Berry, 1995; Hsiao et al., 2010). Loai lgi ich ma cac nha ban lé
dang tim kiém bao gdbm giam chi phi, chit lugng phan phéi, cac dich vu méi va sang tao, truyén
théng hop tac (Chiang va cong su, 2011; Kumar, 2011; Qureshi, Kumar, & Kumar, 2007; Shen
va cong su, 2010; Strassfield ,2010; Trentin, 2010). Do d6 ma hoat dong trong chudi cung tng
dinh huéng theo hanh vi da lam cho cac nha cung cip phai bd sung thém céc dich vu maéi va
séng tao dé thu hit cac nha ban I¢ (Strassfield, 2010).

Khi duoc ap dung chinh xac, cac loi ich lién quan duoc tao ra trong chudi cung (ing cé
thé 1a loi thé canh tranh trong chudi cung tng tong thé cua cong ty (Mentzer et al., 2001). Loai
loi ich quan hé nay cho phép cac nha ban 1é giam hang ton kho va duy tri cac day chuyén chudi
cung tng khong bi gian doan. C6 thé dinh nghia tong quét lgi ich tir mdi quan hé 1a nhiing loi
ich ma khéach hang nhan duoc khéng nhitng dén tir viéc sir dung hay trai nghiém nhiing san
pham va dich vu cbt 16i ma la két qua cua viéc tao dung méi quan hé lau dai véi nha cung cap
dich vu (Henning-Thurau et al., 2002). Theo nghién cttu thuc nghiém cua Li (2011), cho rang
loi ich tir méi quan hé bao gém ba loai lgi ich quan trong: loi ich gia tri gia tang, loi ich hop tac
va lgi ich kinh té.

2.1.1. Loi ich gia tri gia tang

Loi ich gla tri gia tang la mot tlen trinh ty nhién trong viéc ma rong kinh doanh, khi ma
cuing ltc ¢6 nhiéu nha cung cap cung Cap san pham va dich vu cuing loai, dé tao lgi thé canh
tranh, c4c nha cung cap phai that su hiéu nha ban I¢ cua minh va phai ¢ kinh nghiém khi tham
gia vao cac thi trudng méi (Long & Nelson, 2010). Dua vao lich sir mua ban va sy hiéu biét
dbi tac caa minh, nha cung cap c6 thé du doan duoc thoi gian, san pham, dich vu, ... can cung
cap truéc khi nha béan 1é phat sinh ra nhu cau. Cung cap dich vy truéc khi mua hang 1a cach cac
nha cung cap tao ra gia tri gia ting cho nha ban 1é. Vi dy, V&i cac cong ty trong linh vuc hang
tiéu ding nhanh (FMCG) nhu Unilever, P&G thong qua phuong thtic nha tiép thi thuong mai
(trade marketing) thyuc hién cac hoat dong nhu phat hang mau, t6 chic sy kién, khuyén mai. ..
cuing nha bén 1é dem dén san pham cho ngudi tiéu ding mot cach day du nhat. Thay doi va sang
tao tir nha cung cap 1am cho phuong thirc tiép thi quang cao tré nén méi meé hon gitp gia ting
gia tri lgi ich.

Mot loi ich gia tri gia tang khac nira caa nha cung cap 1a cap nhat thong tin va kién thic
vé cac quy dinh quy tic méi, tuan thu an toan. Trong nghién ctu nay, loi ich gia tri gia ting
cling lién quan dén su quen thudc caa nha cung cap véi cac doanh nghiép, cac quy tic an toan
va trach nhiém tun thu. Diéu ndy tao ra mét gid tri loi ich that sy cho nha cung cip. Y thic
giam bot lo lang, tin cay dugc vao ngudi cung cap, giam nhan thic vé rai ro va dap ung dung
nhitng mong doi 12 loi ich gia tri gia ting quan trong ma nha cung cap mang lai cho nha bén I¢.
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Ngoai ra, Bruning (2019) cho rang viéc chia sé thdng tin hop tac tich cuc trong chudi cung tng
s& gitp cho viéc quan tri rui ro dugc tot hon.

2.1.2. Loi ich hop tac

Mét chudi cung tng manh hay yéu tiy vao méi lién két cua nd. Quan niém ¢ day 1a tap
trung vao su hop tdc manh mé va cé hiéu qua. Piém co ban phan biét quan Iy chudi cung tng
va quan ly ngudn luc truyén thdng 1a cach phdi hop gitra cac dbi tac kinh doanh dwgc quan ly
nhu thé nao. Do d6, hop tac 1a mot van dé quan trong trong quan Iy chudi cung ¢ng toan cau
hién nay (Li, 2006; Li & Warfield, 2011; Raweewan & Ferrell, 2018). Li (2011) chi ra ring cbt
16i cua hop tac 1 trao doi thdng tin 1a két ndi cac lién két cia mot chudi cung tng véi nhau. Loi
ich hop tac khac véi loi ich gia tri gia ting, hop tac |4 tap trung vao chia sé thdng tin va truyén
thdng; Trong khi dich vu gia tri gia tang tap trung vao céc loi ich b sung cho dich vu chinh.

Loi ich cua hop tac trao d6i thong tin c6 dong gop vao mdi quan hé hd trg va hop tac
kinh doanh 1an nhau (Mohr, Fisher, & Nevin, 1996; Prahinski & Benton, 2004). Prahinski va
Benton (2004) nghién cttu hanh vi quan hé tir quan diém ctaa nha cung cap va két luan rang hop
tac trao d6i thong tin s& b6 sung Ian nhau gitra cac nha ban Ié va nha cung cap va c6 anh hugng
tich cuc dén su hai long cua nha ban 1é. Chia sé théng tin va sy lién dai gitra c4c nha cung cap
va nha bén ¢ tao diéu kién cho du doan nhu cau cua nhau, thiic day hop tac va diéu phi. Xu
(2011a); Xu (2011b); Li (2006) phat hién ra rang su hop tac tron ven va chia sé thong tin thuong
xuyén, kip thoi gitra cac dbi tac thuong mai gitp lién két qua trinh cung va cau, cho phép chudi
cung tmg dap wng Kip thoi nhu cau va loi ich caa ngudi tiéu dung hon. Mot cudc khao sat cac
nha san xuét (Strassfield, 2010) ddng y rang mot doanh nghiép manh 1a mot doanh nghiép ciing
nhau hop tac trao d6i thong tin @& dam bao xuyén suét tam nhin, chién luoc, ké hoach kinh
doanh tir dau vao cho dén dau cudi.

2.1.3. Loi ich kinh té

Muc tiéu cua hop tac chudi cung tng trong nghién ciru nay lién quan dén hd tro 1an
nhau thdng qua viéc cai thién truyén thong va chia sé thong tin giira cac nha béan ¢ va nha cung
cap cho phép cac dbi tac thuong mai xem toan bd chudi cung tng tir dau nay dén dau kia. Loi
ich kinh té ma céc nha ban Ié nhan duoc khi tham gia giao dich chu yéu dua vao tién té. Peterson
(1995); Sheth va Parvatiyar (1995) cho rang lgi ich kinh té 1a dong luc chinh cho viéc phat trién
mbi quan hé giira cac t6 chirc kinh doanh va chudi cung wng. Loai loi ich kinh té ¢6 thé 1a nhiing
can nhac dic biét vé gia ddi véi nhitng khach hang da phat trién mbi quan hé kinh doanh 1au
dai véi mot nha cung cap hoic co thé duoc khuyén mai va ty Ié chiét khau dic biét. Cac diéu
khoan thanh toan cling duoc coi la nhirng lgi ich quan trong cho cac nha ban I¢. Ngoai ra,
Luthra, Mangla, Chan, va Venkatesh (2018) cho rang néu xay dung hé thng théng tin quan ly
chudi cung ciing hiéu qua khéng nhitng mang lai loi ich kinh té ma con gia ting viéc cung tng
dich vu cho khach hang tét hon va dong thoi hudng téi phét trién kinh doanh bén vimg hon.

2.2. Két qud ciia méi quan hé

Bai nghién ciru hy vong rang céc lgi ich quan hé s& anh huong dén céc két qua quan hé
(nhu lwong ban, vi thé thi trudng, va mot quy trinh cung tng thuan loi) dudi cach nhin caa nha
ban Ié. Loi ich quan hé lam dinh huéng va khung thé ché dé huéng dan thyc hién. Trong quan
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hé nhan qua, né cd thé dugc 1ap luan mot cach hop Iy rang su ton tai caa mot loat cac loi ich
quan hé s& dan dén mot két qua quan hé tich cuc. Thir nhat, vai su phét trién cua lgi ich quan
hé, cac nha béan I¢ va nha cung cép s& c6 kha niang t6t hon dé xay dung ky vong Ian nhau va
tang cuong kha nang thich ng chung. Thur hai, khi cac su kién khong luong trude dugc, nha
cung cap sé giup céac ddi tac caa minh giai quyét cac van dé va dat duoc cac muc tiéu thuc hién
(Benton & Maloni, 2005; Prahinsky, & Benton, 2004; Abreu, Grinevich, Hughes, Kitson, &
Ternouth, 2008).

Lap luan lgi ich quan hé cho rang khi nhan thay loi ich mdi quan hé ton tai, toan bo qua
trinh c6 thé du doan sy phét trién twong lai tir cic méi quan hé hién tai (Henning-Thurau et al.,
2002). Hop tac trong chudi cung wng khuyén khich viéc thich ung va hiéu biét (Ma, Wang, &
Xu, 2011; Zdravkovic, Magnusson, & Westjohn, 2011). VVéi quy tic nhu vay, no tac dong vao
viéc sir dung chuy@n mén va cac nguon luc tir ca hai nha ban 1é va nha cung cap dé dat duoc
mot vi thé thi truong va két qua thuan lgi (Davis-Sramek, Mentzer, & Stank, 2008). Day 1a mot
qua trinh lap di 13p lai. Trong cac tai liéu marketing, cang c6 nhiéu loi ich dugc nhan thic, cang
c6 nhiéu kha nang rang méi quan hé s& duoc coi la thanh cong va tao ra su san sang dé tham
gia vao cé4c giao dich khac véi ciing mot ddi tac (Ganesan, 1994; Ford, 1980). Chac chan khi
cdng viéc duoc thuc hién tét voi su hai long cua cac nha ban 1¢é ciing vai cam giac hop tac va
cuing chung loi ich, thi méi quan hé duoc coi 1a thanh c6ng va tao ra nhirng két qua quan trong.

2.3. Long tin, cam két, va méi quan h¢ kinh doanh 1au dai
2.3.1. Long tin

O day mot két qua quan hé tét s& 1a nén tang cho su phat trién cua long tin va 1a co s
dé cam két mdi quan hé nay trong dai han (Morgan & Hunt, 1994; Morton, Dainty, Burns,
Brookes, & Backhouse, 2006). Tin tudng duoc dinh nghia 1a 1ong tin hogc niém tin ma qua qua
trinh 1am viéc cung nhau, ddi tac tin vé su trung thuc, uy tin va long tét cua cac ddi tac khac
(Ganesan, 1994; Kumar, Scheer, & Steenkamp, 1995). Uy tin c¢6 nghia la trong cong viéc, ddi
tac tin va tin nhiém bén kia c6 chuy&n mén can thiét dé thuc hién nhiém vu du kién mot cach
hiéu qua, trong khi long tot 1a mot y nghi nguoi bén kia ¢6 y dinh va dong co ¢6 thé ¢d loi cho
mdi quan hé (Ganesan, 1994). C4c nghién ciu vé mdi quan hé giita ngudi mua va nguoi cung
cap trong chudi cung tng da chitng minh mai lién hé tich cuc gitta 1ong tin va quan hé thanh
cbng (Benton & Maloni, 2005) ciing nhu gitra 1ong tin va sy hai long vai loi nhuan (Mohr et
al., 1996).

2.3.2. Cam ket

Mt khéc, cam két dé cap dén niém tin caa mot ddi tac tin rang méi quan hé dang dién
ra voi di tac khac 1a rat quan trong, bao dam moi nd luc t6i da dé duy tri né (Moorman,
Zaltman, & Deshpande, 1992). Nghia 1a, cam két xuat hién khi ca hai phia (nha cung cap va
nha ban 1¢) nhan ra tam quan trong cia méi quan hé va sau d6 ciung nd luc dé dam bao mdi
quan hé nay duoc bén vitng (Morgan & Hunt, 1994). Két qua cam két dem lai loi ich chung cho
ca nha bén 1é va nha cung cip trong méi quan hé cung tng. Sau khi xem xét cac chirc ning cua
nha cung cip, Prahinski va Benton (2004) nhan thiy rang cam két c6 mét tac dong truc tiép va
tich cuc dén hiéu suat. Hon nira, cai tién hiéu suat thuong dugc tim thay c6 lién quan dén cam
két ciia mot cong ty doi vai mdi quan hé kinh doanh lau dai.
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Theo Morgan va Hunt (1994), vé tim quan trong cta long tin va cam két trong viéc phat
trién méi quan hé 1au dai gitra cac to chirc. Van dé 1a mot médi quan hé thuc sy khong thé ton
tai ma khong c6 10ng tin va cam két. Tir quan diém truyén thdng cua cac nha quan 1y to chic
van hanh, thi mdi quan hé lién quan dén nha cung cap s& dugc danh gia bai hiéu qua san xuat
va hiéu qua trong viéc giam thiéu chi phi. Va cac nha ban 1é hién dang tré thanh nha quan ly
quan hé d6i ngoai va 10ng tin, cam két tro thanh nhitng khéi niém quan trong trong quan ly mdi
quan hé.

2.3.3. Mai quan h¢ kinh doanh lau dai

Niém tin c6 thé 1am cho cac ddi tac trong tuong lai c6 thé mé rong quan hé hop tac, lam
cho méi quan hé véi bén thir ba c6 trach nhiém hon, 6n dinh va bén viing hon, sau dé cai thién
méi quan hé kinh doanh lau dai. Mot khi long tin da duoc thiét 1ap, cac nha ban Ié c6 thé cam
két gitt mbi quan hé lau dai véi nha cung cap. Trong mot nghia nao do, 10ng trung thanh 1a mdi
quan hé lau dai. Nhin chung nguoi ta thdng nhat rang cac co ché quan hé trong hop tac chudi
cung &ng bao gdbm cac két qua quan hé, 10ng tin/cam két va long trung thanh. Trong nghién ctu
nay, nha nghién ctu sir dung "méi quan hé kinh doanh 1au dai" nhu mot thuat ngit trung thanh
cuia hoat dong. Dé xuat nay duoc hd tro boi mot s nghién ciru di cong bd. Vi du, Stank, Keller,
va Daugherty (2003) cho thy stc manh cua méi quan hé gitra hiéu suét hoat dong va su hai
long cua khéach hang 1a mot yéu cau vé dich vu, dan dén long trung thanh cua khéach hang.

2.4. Thiét ké mé hinh ly thuyét

Mic du c6 vo s cac khai niém duoc thao luan duoc chi ra trong cac tai liéu vé xay dung
mdi quan hé trong chudi cung tng va phan 16n chi tap trung vao mot sb diém. Trong sé d6 cac
khéi niém phé bién nhat 1a loi ich, két qua, sy tin tuong, cam két va 1ong trung thanh. Mé hinh
ly thuyét dugc xay dyng trén céc ludng nghién ciru vé cac loi ich quan hé c6 ngudn gbc tir cac
tai liéu marketing (Gwinner et al., 1998; Henning-Thurau et al., 2002), két qua quan hé, long
tin/cam két va méi quan hé kinh doanh lau dai trong tai liéu quan ly chudi cung tng (Benton &
Maloni, 2005; Stank et al., 2003; Morton va cong sy, 2006), nghién ctiu nay phat trién mot mod
hinh loi ich quan hé trong ndi dung mdi quan hé cua nha cung cap va nha ban I¢ (Hinh 2). Mbi
quan hé giira nha béan 1é va nha cung cip duoc tao ra khi nha ban Ié nhan thic loi ich méi quan
hé (loi ich gia tri gia tang, loi ich hop tac va loi ich kinh t&) ma nha cung cdp mang lai cho nha
ban 1é. Két qua quan hé nay cua nha cung cap c6 anh huong dén sy tin tuong va cam két caa
nha ban 1é. Ngoai ra long tin ciia nha ban I¢ ciing s& tac dong dén sy cam két ma nha ban 1é
danh cho nha cung cap caa ho. Khi méi quan hé gitra nha ban I¢ va nha cung cip duoc cing ¢b
thong qua 1ong tin va cam két, dan dén méi quan hé kinh doanh 1au dai cho ca hai bén.

Qua nhitng m0 ta trén day, su twrong quan gitra cac khai niém nghién ciru dugc mo hinh
héa trong mé hinh ly thuyét (Hinh 1).

Hinh 1, Nhan thac loi ich méi quan hé va két qua quan hé cua nha ban 1¢ 1a tién than
cua niém tin/cam két va méi quan hé kinh doanh lau dai. Dya trén cac tai liéu nghién ctu va
thao luan cua chdng tdi véi cac nha quan ly doanh nghiép, cho thay kha ning c6 su twong tac
giita cac khai niém nay. Ky vong nay dan dén gia thuyét du tién caa ching toi. Ching toi, du
doan rang, nhan thuc caa nha ban I¢é vé loi ich gia tri gia tang, loi ich hop tac va loi ich kinh té
ma nha cung cp mang lai s& gop phan vao két qua quan hé.
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H1: Loi ich gia tri gia tang danh hwong tich cuee dén két qua quan hé
H2: Céc loi ich cong tac dnh hurong tich cuee dén két qua quan hé

H3: Loi ich kinh té tich cuc dnh hwong dén két qua quan hé

Loi ich gia
tri gia tang

s H6
Long tin

Quan hé
hop tac
kinh doanh
lau dai

Hinh 1. M6 hinh nghién ciu dé xuat

Nhitng nghién ciru thuc nghiém vé quan tri mdi quan hé trong cung tmg di cho thay cé
mdi quan hé nhan qua gitra cac loi ich quan hé, niém tin/cam két va méi quan hé kinh doanh
lau dai (Davis-Sramek et al., 2008; Daugherty, Stank, & Ellinger, 1998; Wallenburg, 2009).
Tong hop céc tai liu vé marketing, van hanh va chudi cung ang dan dén gia thuyét tiép theo
vé mdi quan hé cua long tin, cam két va quan hé hop tac kinh doanh lau dai.

H4a: Két qua quan hé c6 mai lién hé tich cuec véi long tin cia nha ban lé doi véi nha
cung cdp cua ho

H4b: Két qua quan hé c6 su lién két chat ché vai cam két cia nha ban 1é dai véi nha
cung cdp cua ho

H5: C6 mai lién hé nhan qua tich cyec giira 10ng tin cia nha ban lé doi véi nha cung cap
va cam két véi nha cung cap cia ho

H6a: C6 mai lién hé nhan qud tich cuc giza long tin cia nha ban lé dsi véi nha cung
cap cua ho va méi quan hé kinh doanh 1au dai

H6b: C6 mgi lién hé nhan quad tich cuc giia cam két cua nha ban 1é déi véi nha cung
cap cua ho va méi quan hé kinh doanh lau dai

Chng t6i kiém tra gia thuyét bang cach st dung di liéu thu tir cAc siéu thi trén dia ban

Thanh phd HS Chi Minh. Thiét ké mo6 hinh phwong trinh cau trac dugc ap dung dé phan tich
dix liéu va rat ra két luan.
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3. Phuwong phap nghién ctiru

Nghién ctru nay la mot phan tich tham do. Céng cu nghién ciru cho nghién ciu nay la
mot bang cau hoi duoc thiét ké dé thu thap dix liéu vé loi ich quan hé, két qua quan hé, su tin
tuong, cam két va mdi quan hé kinh doanh l4u dai dugc cac nha béan 1é cam nhan. Cong cu
nghién ctiru cho mdi phép do trong mé hinh duoc tién hanh thong qua quy trinh hai budc.

Budc mét, tién hanh nghién ciru tai liéu rong rii trong linh vuc bén 18, tiép thi va quan
ly chudi cung g, tap trung vao céc loi ich quan hé, 10ng tin, cam két cua khach hang va méi
quan h¢ kinh doanh lau dai trong quan Iy chudi cung ung.

Budc hai, tién hanh phong van véi ca hai bén 1a nha ban I¢ va cac nha cung cap, ho la
céc chuyén gia, nha quan ly doanh nghiép, phu trach kinh doanh cua cac cong ty chi chét trong
linh vyuc ban 1¢. Qui md mau dwoc tuyén chon 1a 10 (g vién véi bé day kinh nghiém tir 10 nim
cong tac tro 1én. Cac ban ghi cudc hoi thoai da dugc doc va phan tich can than, véi cac cum tir
chinh dugc danh diu. Muyc tiéu caa viéc nghién ctu noi dung cac cudc phong van 1a hiéu va
xéc dinh suy nghi thuc su ctia ngudi tra loi vé loi ich quan hé, long tin, cam két va méi quan hé
kinh doanh lau dai. Théng qua viéc nghién ctiu k¥ y nghia cta cac cudc phong van, co thé hiéu
biét so bo vé céc loi ich quan hé, cac két qua quan hé, 1ong tin va cam két cua cac nha ban lé.
Dua trén cac dong gop cua tai liéu da cong bd va quan diém cua cac nha quan ly kinh doanh,
cac phép do da dugc phét trién va diéu chinh theo nhitng goi ¥ ciia nguoi tham gia vé cac khai
niém, tir ngir va cac phép do. Két qua nghién ciru so bo sé 1a co sé cho viéc thiét ké bang cau
hoi cho nghién ctru chinh thaec.

Khia canh khai niém vé loi ich kinh té dya trén cac bai viét trude duoc hiéu 1a loi ich
tién té. Cac thang diém khao sat duoc diéu chinh theo céc thong sé chi phi thyuc té do nganh ban
Ié &p dung (tén ciia cong ty khong duoc tiét 1o o day dé bao vé quyeén riéng tu). Thang do loi
ich gia tri gia ting duoc diéu chinh dya trén thang do da cong bd (Palaima & Auruskeviciene,
2007; Qureshi et al., 2007) dé phi hop trong mdi quan hé loi ich giita nha ban 1¢ va cac nha
cung cap. Thang do loi ich hop tac st dung dua trén nghién ctu da cong bd (Benton & Maloni,
2005; Mohr et al., 1996; Prahinski et al., 2004).

Trong nghién ciru nay, két qua quan hé da dugc diéu chinh tir c4c tai liéu da cong bd
trong khu vuc quan ly hoat dong (Liu, Luo, & Liu, 2009). Cac nha bén I¢ tin tuéng va cam két
la trung gian cua két qua quan hé va méi quan hé kinh doanh lau dai (Liu et al., 2009). Két qua
quan hé, 1ong tin, cam két duoc rdt ra tir mot loat cac bai viét (Liu et al., 2009; Morgan & Hunt,
1994; Sargeant et al., 2006; Wallenburg, 2009). Cac thang do nay duoc Kiém tra va diéu chinh
hop 1y dé sir dung 1am thang do vé 1ong tin, cam két va méi quan hé kinh doanh 1au dai. Thang
do dung dé do ludng céc loi ich lién quan, cac két qua quan hé, 1ong tin/cam két va mdi quan
h¢ kinh doanh lau dai dugc trinh bay trong Bang 1.

Viéc kiém dinh cac thang do, mo hinh va cac gia thuyét dé ra duoc thuc hién theo cac
budc: kiém dinh so bo bang hé s6 tin cdy Cronbach’s Alpha, phan tich nhan t6 khiang dinh CFA
dé kiém dinh (d6 tin cay tong hop, tinh don nguyén, gia tri hoi ty, va gia tri phan biét). M6 hinh
duoc kiém dinh bang md hinh cau tric tuyén tinh (SEM).
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4. Két qua
4.1. Théng ké mo td

Cudc khao sat cho nghién cau chinh thae da duoc thuc hién trong khoang thoi gian tir
ngay 30/12/2017 dén 15/3/2018. Bdi tugng tham gia tra 10i khao st 1a cac nhan vién va ngudi
quan ly dang lam viéc ¢ bo phan kinh doanh tai cac siéu thi trén dia ban TP.HCM. Nguoi tham
gia tra 16i phong van duoc bao mat théng tin ca nhan va khdng co bat ¢t anh huéng nao dén
hoat dong kinh doanh cua siéu thi.

Két qua cu thé: Tong sb phiéu khao sat phat ra 450 phiéu, sb lwong phiéu thu vé 1a 350.
Trong qué trinh nhap va xir ly dit liéu c6 22 phiéu 16i. Nhitng phiéu I18i cha yéu la khéng tra 1oi
hét nhitng cau hoi trong Bang cau hoi, hoac tra 1oi tat ca cac tham s nhu nhau. Két qua c6 328
phiéu khao séat hop 1& cdu thanh mau cho chwong trinh nghién citu chinh thirc nay.
Bang 1

Cac cau hoi khao sét va bién sb théng ké mo ta

Trung Do léch
Ky hiéu  Bién quan sat binh chuén
(Mean) (SD)

Khai
niém

Loiich  VAL1 NCC hiéu duoc nhu cau hang héa cua cong ty

gia tri ching toi va dua ra khuyén nghi theo lich st~ 3.78 0.80
gia ting mua hang cua chdng toéi
VAL2  NCC cung cap théng tin vé cac quy tic an toan
ung cap thong fin ve ac quy 365 082
san pham va tuan thu
VAL 3 NCC cung cép cac dich vy trudc khi ban hang 3.70 0.85
nhu mau ding thi, ky gui hoic tang ' '
VAL 4  NCC c6 nhiing dé xuat méi va sang tao dé gi
cC g dé xuat maéi va sang tao dé giup 3.75 0.85
cai thién hoat dong
Loiich COL1 NCC Iudn xtr ly kip thoi trude nhitng y kién 3.29 0.89
hop tac phan anh cua ching toi ' '
CcoL 2 Chung t6i lién lac thuong xuyén vai nhau, ludn
thong bao cho nhau tro ngai va hd tro giai quyét  3.21 0.90
nhitng truong hop do
COL3  NCC tham gia vao viéc 1ap ké hoach hop tac voi
-~ hamg celaprenoachoptacvol 5 19 0.93
chung toi
COL4  NCC cung giai quyét cac van dé kinh doanh véi 337 0.94
ching tdi théng qua cac cudc tu van ' '
Lgiich ECON1 NCC c6 hd tro doi tra hang va giai hang ton khi
otic ¢ g doftra flang va giat hang to 265 0.94

kinh té Xay ra
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Khai , Trung Do ] léch
niem Ky hi¢gu  Bién quan sat binh chuan
’ (Mean) (SD)

ECON 2 NCC chao gia ca canh tranh 3.24 0.94
ECON 3 NCC cho thoi han thanh toan thuan loi 2.52 0.97
ECON4 NCC c6 chuong trinh giam gia hap dan 2.66 1.02
Kétqua OTC1 NCC da giap chung t61 vuot qua cac giai doan 2 49 0.92
quan hé kinh doanh khoé khan
OTC?2 thl phi muzil.ha}ng giam, doanh thu kinh doanh 237 0.96
cua chuing toi tang
OTC3 Quan hé¢ cta ching tdi vai NCC da mang lai cho
ching t6i lgi thé canh tranh trén thi truong vé  2.28 0.91
gia va lgi nhuan
OoTC4 Chinh sach kinh doanh cuaa NCC gilp chung toi
A 2.30 0.95
dat chi tiéu kinh doanh
OTC5  NCC giao hang dang gio, da sé luong, san
pham dat chat luong cao, ... cho phép ching  2.29 0.90
t6i phuc vu khach hang tét hon.
Longtin TR1 C,hl'lng, t6i tin tuong NCC s& cung cap san pham »77 0.82
tot nhat vi lgi ich cua céng ty chung toi
TR 2 Mic dU thi truong thay doi, chung t6i tin tuéng
raing NCC sé& san sang giup d& va hd trg ching ~ 2.87 0.86
toi
TR 3 Chung t6i tin tuéng NCC xem rui ro cling nhu 278 0.89
co hoi cia ching t6i cling nhu 1a cua chinh ho
TR 4 Chung t6i tin rang quyét dinh kinh doanh trong
tuong lai cia NCC s& khong anh huong xau ¢én ~ 3.12 0.89
ching toi
Camkét COM1  Chuang toi cam két tang cweong moi quan hé véi 3.08 0.76
NCC
COM 2  Cong ty chung toi da phat trién moi quan hé 3.03 0.76

chat ché vai cong ty XX
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Trung Do Iléch

;22: Ky higu  Bién quan sat binh chuan
’ (Mean) (SD)
COM 3  Trong so tat ca cac nha cung cap cua ching toi,
duy tri quan hé kinh doanh v6i NCC nay laquan ~ 3.95 0.77
trong nhat
COM4  Cbng ty ching tdi cam két cho NCC nay nhiéu 4,00 077
hon 1a cac NCC khac
Mbi LTR1  XXdila nh&‘l‘ cung cap chinh cua cong ty ching 3.06 L35
guan hé¢ toi trong nhiéu nam qua
hoptac LTR2 Cong ty chlng tdi sé& tiép tuc kinh doanh voi 3.84 0.77
lau dai NCC nay
LTR3 Cong ty ch}]ng tQi mong muén NCC nay sé la 3.84 0.78
nha cung cap chién lugc cua cong ty
LTR4 Cong ty ching toi co ké hoach duy tri moi quan 374 0.80

hé véi NCC nay

*Thang do Likert 5 mirc d6 cho tat ca céc cau hoi diéu tra 1a:1= hoan toan khong dong y dén 5 = hoan toan dong
y
Ngudn: Két qua phan tich dit liéu cia nhém nghién ciru

4.2. Két qud ddnh gid dé tin cdy, gia tri héi tu, gia tri phan biét

Két qua cudc diéu tra so bd duoc thé hién dudi day véi phan kiém dinh thang do cho
tirng bién tong hop. Két qua danh gia do tin cay cua thang do bang hé s6 Cronbach’s Alpha va
hé s tuong quan bién tong cho thiy tuong quan bién tong cua tat ca cac bién quan sat déu Ion
hon 0.3 va hé sé Cronbach's Alpha lan luot cua thang do Loi ich gia tri gia ting, Loi ich hop
tac, Loi ich kinh té, Két qua quan hé, Long tin va Cam két co o = 0.913; 0.900; 0.793; 0.941;
0.859; 0.935 > 0.6. Riéng, thang do Mbi quan hé hop tac lau dai duoc cu thanh boi bén bién
quan sat. Két qua phan tich do tin cay cua thang do ban dau cho thay hé sé a = 0.589 <0.6,
thang do khong dam bao do tin cay can thiét. Bién LTR1 “XX da 1a nha cung cap chinh cua
cong ty ching t6i trong nhiéu nam qua”, c6 hé s6 twong quan bién tong la (0.027) < 0.3 va néu
loai di s& lam tang do tin cay cua thang do, do d6 loai bién nay. Sau khi loai bién LTR1, tinh
toan lai do tin cay cua thang do, c6 o = 0.938 va twong quan bién téng cua tt ca cac bién trong
thang do nay bién thién tir 0.866 dén 0.875 déu > 0.3. Nhu vy thang do dap tmg do tin cay can
thiét.

Két qua phan tich nhan t5 CFA cho thay chi s Chi-square = 450.215; CMIN\df=1.368;
TLI=0.979 GFI = 0.913; CFIl = 0.918 vd RMSEM = 0.034. Céc chi s6 diéu thoa mén diéu kién
phU hop véi mé hinh, do d6 c6 thé két luan ring mé hinh do ludng phi hop véi dit liéu thi
truong.
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Ngoai ra, khi quan sat cac hé sé chuan hoéa déu Ion hon 0.5 va c6 mirc ¥ nghia thong ké
(p = 0.000). Biéu nay thé hién duoc tinh hoi tu cia mé hinh va cau tric dix liéu 12 pht hop cho
viéc phan tich.

Gia tri P-value déu < 0.05 nén hé sb twong quan cua tung cip khai niém khac biét so
véi 1 ¢ do tin cay 95%. Do d06, cac khai niém dat dugc gia tri phan biét.

Tom lai, moi khai niém c6 thang do véi do tin cay thoa dang, dat gia tri hoi tu va gia tri
phan biét; tat ca cac kich thudc cua khéi niém dugc hd tro boi két qua phan tich nhan t6 va su
phu hop ciia md hinh két hop tat ca céc chi sé nay la phi hop véi céc tidu chuan duoc chap
nhan trong tai liéu da d& xut (Bentler, 1990).

4.3. M hinh cdu trac tuyén tinh SEM

Trong phan nay, mo hinh cau tric tuyén tinh SEM duoc thyc hién dé kiém tra cac gia
thuyét duoc dé xuat trong mé hinh nghién ctu. Két qua thyc hién md hinh cau trdc tuyén tinh
SEM cho ra cac chi tiéu c6 gia tri nhu sau: %/df = 1.546 (<2) dat yéu cau cho d6 tuong thich,
ddng thoi céc chi tiéu khac ciing dat yéu cau: CFI=0.971, GFI=0.900, TLI = 0.968 (> 0.9) va
RMSEA = 0.041 (<0.05). Céc chi s6 nay déu dap tng dugc cac yéu cau vé mat ly thuyét (Hair
va cong su, 1998). Vi vay, co thé két luan md hinh ciu tric tuyén tinh SEM nay thich hop véi
dir liéu thu thap tur thi truong.

Bang 2
Két qua kiém dinh mé hinh c4u tric tuyén tinh SEM

Paths Standard path coefficient

H1  Loiich gia tri gia ting — Két qua quan h¢ y1=0.176
H2  Loiich hop tac — Két qua quan hé y2=0.243
H3  Loiich kinh té — Két qua quan hé y3=0.277
H4a  Két qua quan hé — Long tin f1=0.332
H4b  Két qua quan hé — Cam két f2=0.143
H5  Long tin — Cam két f3=0.272
H6a  Cam két — Hop tac lau dai p4=0.576
H6b  Long tin — Hop tac lau dai p5=0.126
Squared multiple correlations R?

F4 Nhan t két qua mi quan hé 0.167

F5 Nhan t6 1ong tin 0.110

F6 Nhan t6 cam két 0.120

F7 Nhan t6 hop tac 1au dai 0.394
Model fit indices

Chi-square () 528.655

df 342
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Paths Standard path coefficient
Chi-square/df 1.546
RMSEA 0.041
CFlI 0.971
GFI 0.900
TLI 0.968

Ngudn: Két qua xir ly tir dit liéu didu tra

M o D Chi-square = 528.655 ;
CHENTNT df =342 ;
PE (I ER B % 3 28 s P=:000;
¢ ¢ Chi-square/df = 1,546 ;
[_codr dode dods oua | GFI=.900;
25 2% B X 5 TLI = 968 .
@ & ©@ @ @[HIRCIRE = ] CFl=.971;
e L LA L RMSEA = 041
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Hinh 2. M6 hinh ciu tric tuyén tinh SEM
Ngudn: Két qua xir ly tir phan mém AMOS 22

Sau khi xac dinh mé hinh Ia thich hop véi dit liéu thu thap tir thi truong, cac trong sé c6
¥ nghia thong ké nén cac khai niém dat duoc gia tri hoi tu, gia tri phan biét. Tir Bang 2, cho
thay:

Cac loi ich méi quan hé (loi ich gia tri gia tang, loi ich hop tac, va loi ich kinh té) duoc
gia dinh 1a 6 tac dong duong dén cac két qua mdi quan hé (H1, H2 va H3). Gia thiét nay duoc
chap nhan véi gia tri p < 0.05, c6 ¥ nghia théng ké (y1 = 0.176, p < 0.05; y2 = 0.243, p < 0.05
vay3=0.277, p < 0.05).

H4a va H4b di kiém tra tac dong cua két qua quan hé trén sy tin tuong va cam két cua
nha ban 1¢. Trong sé chuan hoéa cho H4a duoc tim thdy c6 ¥ nghia & mac 1 = 0.332 (p < 0.05).
Két qua cho thay c6 méi lién hé nhan qua tich cuc gitra két qua méi quan hé va long tin. Tuy
nhién, su lién quan giira két qua mdi quan hé va cam két (H4b), mic du 1a tac dong duong,
nhung trong s6 chuan hda thap 2 = 0.143. Két qua nay phu hop véi quan diém vé long tin va
cam két cua khach hang (Sargeant et al., 2006).
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H5 da kiém tra méi quan hé nhan qua gitra niém tin va cam két. Trong sé chuan héa cho
H5 d3 duoc tim thy c6 ¥ nghia & mirc 3 = 0.272 (p < 0.05). Cubi cung, diéu nay di duoc khang
dinh rang cam két (H6a) va sy tin tuong (H6b) s& co mot méi quan hé nhan qua rd rang véi moi
quan hé kinh doanh lau dai gitra c4c nha béan 1é va nha cung cap. Méi quan hé giira cam két va
mdi quan hé 1au dai (H6a) la tich cuc va co y nghia 4 = 0.576 (p < 0.05). Mdi quan hé giira
niém tin va mdi quan hé lau dai, tic dong dwong, nhung ciing kha thap.

Hay ndi cach khac, céc gia thiét sau day déu duoc chap nhan:

H1: Loi ich gid tri gia tang danh hwong tich cuee dén két qua quan hé

H2: C4c loi ich céng tac anh hirong tich cuc dén két qua quan hé

H3: Loi ich kinh té tich cuc dnh huéng dén két qua quan hé

H4a: Két qua quan hé c6 mai lién hé tich cuc véi long tin cia nha ban lé doi véi nha
cung cdp cua ho

H4b: Két qua quan hé c6 su lién két chat ché véi cam két cia nha ban 1é doi véi nha
cung cdp cua ho

H5: C6 mai lién hé nhan qua tich cyec giira 10ng tin cia nha ban lé déi véi nha cung cap
va cam két véi nha cung cdp cua ho

H6a: C6 mai lién hé nhan qud tich cuc giza long tin cia nha ban Ié déi véi nha cung
cap cua ho va méi quan hé kinh doanh 1au dai

H6b: C6 mai lién hé nhan qud tich cuc giza cam két cia nha ban 1é doi véi nha cung
cap cua ho va moi quan hé kinh doanh lau dai

5. Thao luan va kién nghi

5.1. Tdc dgng tich cuc ciia l0ng tin va cam két tgo ra méi quan hé hep tac kinh doanh
lau dai

Bai nghién ciru ndy xac nhan rang cac loi ich mdi quan hé trong méi truong dich vu ma
nha cung cap mang lai cho nha ban I¢ s& anh huong dén két qua méi quan hé giita ca hai bén;
trung gian qua su tin tuong va cam két, két qua caa loi ich méi quan hé s& anh huéng dén méi
quan hé kinh doanh lau dai.

Muc tiéu chinh caa quan Iy méi quan hé chudi cung tmg 14 xac dinh tac nhan chinh anh
hudng dén két qua quan trong cho cong ty va hiéu rd hon vé méi quan hé nhan qua giira cac tac
nhan va két qua thuc hién cua cong ty. Két qua cua nghién ctu nay cho thay céc lgi ich méi
quan hé cd thé gilp giai thich mot sb luong dang ké sy thanh cdng cia méi quan hé giita cac
nha béan 1é va cac nha cung cap hang hda caa ho. Hon nira, nghién ctiu cung cip mot s6 hiéu
biét ban dau vé 1am thé nao dé bién d6i mot nha cung cap tir mot nha cung cip co ban trg thanh
mot ddi tac chién lugc dai han caa nha ban Ié. Phan tich ciing chi ra rang cac nha cung cap can
tich cuc xay dung va cung cip cac hoat dong dich vu théng qua céc gia tri loi ich tir d6 thuc
day tao ra 1ong tin va cam két, diéu nay c6 thé gilp tao ra cac két qua quan trong ¢ phia khéach
hang cua ho. Chuyén ddi loi ich cac quan hé sang cac két qua quan hé thoa déang tao niém tin
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tir cc nha ban I¢, nhirg nguoi l1an luot s& cam két véi mdi quan hé kinh doanh 1au dai véi cac
nha cung cap.

Trong khi gia thuyét H6b co6 tac dong manh tich cuc, thi gia thuyét Héa it tac dong hon.
Sy tin cay chéc chan 1a quan trong trong médi quan hé chudi cung tng va sy tin tudng giira cac
t6 chtrc da duoc 14p luan 1a c6 nhitng hé qua tich cuc cho su thanh cdng cua mot méi quan hé
(Tatham & Kovécs, 2010). Tuy nhién, su tin cdy duy nhat s& khong da dé duy tri méi quan hé
kinh doanh lau dai. Két qua cua chdng tdi chi ra rang sy tin tuéng giira cAc nha ban Ié va nha
cung cap caa ho can phai duoc hd tro bai cam két dé thiét 1ap méi quan hé 1au dai. Khéng c6
gi dang ngac nhién, trong quan ly chudi cung ang (Benton & Maloni, 2005; Sargeant et al.,
2006) déu dua trén sy tin tuéng nhu mot yéu t thanh cdng quan trong cho sy cam két, mac du
phan 16n két qua 1a tao méi quan hé 1au dai. Piéu nay phd hop véi su khang dinh caa Benton
va Maloni (2005) tin tuéng d6 c6 anh hudng tich cuc dén cam két va su hai long cua doi tac
chudi cung ng 1a do ban chat cia méi quan hé. Tur két qua caa nghién ciu ndy, ching ta cé
thé két luan rang su tin tuong 1a mot trang thai caa tam tri va cam két 1a mot hanh dong. Khi sy
tin tudng duoc chuyén thanh cam két, hanh dong nay duoc coi 13 mot tin hiéu truc tiép rang
nha cung cap co thé duoc tin cay. Can luu y rang c6 mot anh huong caa két qua mdi quan hé
vé cam két - thdng qua su tin tuéng - nhu vay khi ma cac nha ban I¢é dat dugc nhitng két qua
mong mudn théng qua céac loi ich do nha cung cap cung cap, két qua tich cuc s& anh huong dén
10ng tin, va diéu do s& tac dong tich cuc dén sy cam két va lau dai quan hé kinh doanh.

NGi tém lai, tao ra cac mdi quan hé kinh doanh lau dai va canh tranh trén thi truong doi
hoi cac ddi tac trong chudi cung &g phai 1a hop tac kinh doanh dang tin cay.

5.2. Lgi ich mai quan hé la tic dpng chinh dén 1ong tin/cam két va tao ra quan hé déi
tac chién ligc 1au dai

Céc yéu t6 tac dong chinh anh huong dén long tin/cam két va tao ra quan hé ddi tac
chién Iuoc 1au dai 1a nhiing loi ich quan trong. Loi ich quan trong tap trung vao nhiing loi ich
ma cac nha san xuit nhan dugc ngoai dich vu cdt 16i, tap trung vao ban chét tong thé caa méi
quan hé va su hiéu biét vé méi quan hé kinh doanh lau dai. Quan diém vé lgi ich quan hé cho
thay két qua quan hé va sy tin tuong/cam két 1a trung tm cua chat lugng méi quan hé chudi
cung @ng. Khi nha cung cip c6 thé hd trg kinh doanh cho khach hang bang cach cung cap céac
loi ich gia tri gia ting, loi ich hop tac va loi ich kinh té, khach hang caa ho s& xem méi quan hé
cua ho 12 méi quan hé chung va san sang cam két duy tri méi quan hé chién lugc dai han. Loi
ich hop tac da dugc tim thay Ia rat quan trong trong viéc tang cuong két qua quan hé caa nha
ban 1é. Hop tac truyén thdng co thé gidp thiét 1ap mot bau khdng khi hd tro 1dn nhau, qua d6
tao ra sy gan bo tét hon gitta cac nha ban Ié va nha cung cap cua ho. Dua trén s liéu diéu tra,
nhitng phét hién goi y rang khi mutc do hop tac cao, hiéu qua ciia cac loi ich hop tac ddi vai két
qua quan hé thi tét hon so véi su cong tac thap. Truyén thdng hop tac, 1ap ké hoach hop tac va
giai quyét van dé 1a rat quan trong dé duy tri méi quan hé trung thanh va lam cho ca hai nha
ban I¢ va nha cung cip cam thdy nhu mot phan khéng thé tach roi cuia mot nhom dé phan dau
cho ciing mot myc tiéu. Bang viéc bdi dudng céc gid tri chia sé va hd trg 1an nhau, va sap xép
lai qua trinh kinh doanh, lgi ich hop tac mang lai cho nha san xuit thém dong lec dé tao méi
quan hé lau dai véi cac nha cung cap.
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Quan ly mdi quan hé véi cac dbi tac trong chudi cung tng khdng chi doi hoi sy hiéu
biét vé tac dong cua céc loi ich quan hé duoc nhan biét dbi vai két qua quan hé va méi quan hé
kinh doanh lau dai ma con 1a kién thirc day du vé cach danh gia va duy tri mdi quan hé véi cac
nha cung cip bén ngoai. Vi nha ban 1¢, nhitng nguoi di dugce huong loi tir gia ca canh tranh,
dich vu gié tri gia ting va cam két cua nha cung cap, can thiét phai tao ra mot lién két chat ché
véi nha cung cip va dau tu vao mdi quan hé lién tuc.

Khi dugc &p dung chinh xé&c, mé hinh loi ich quan hé duoc goi y trong nghién ctu nay
c6 thé gilp chuyén d6i mot nha cung cap mai thanh mot ddi tac chién lugc lau dai co thé giup
tang cuong loi thé canh tranh trong chudi cung wng tong thé caa cong ty. Bang cach lam noi
bat loi fch chung va cac muc tiéu chung, cac loi ich lién quan cé thé tao ra sy tuan tha du kién
giita cac ddi tac kinh doanh va ting két qua chudi cung @ng tich cuc.

5.3. Kién nghi

Trong nghién cttu ndy, phan nao da phat trién mot mé hinh khai niém, thém vao nhiing
hiéu biét Iy thuyét mai vé céc bo ba lgi ich - két qua - 10ng trung thanh di dugc ap dung boi cac
nha ban ¢ va nha cung cip va cung cap mot so quan diém c6 y nghia vé cach danh gia viéc
phdi hop cac nha cung cap, 1am sao chuyén doi tir mot nha cung cap chién thuat thanh mot ddi
tac kinh doanh dai han. Su dong gop caa nghién ctiru ny 1a cung cap mot s6 y twong ¢ lién
quan dé gitp cac nha ban I¢ tao ra su hop tac c6 ¥ nghia vai nha cung cap cua ho vé cac van dé
chién lugc. Bai nghién ciru d3 miéu ta hoat dong dich vu cung cap hang héa caa nha cung cap
dudi mat nhin tir cac nha bén 1¢. Cy thé, nghién ciru danh gia loi ich dich vu ciia nha cung cap
va két qua quan hé bang cach sir dung tiéng noi cua khach hang hon 1a dya vao xép hang béo
céo cuia nha cung cap. C6 mot s6 han ché can duoc xem xét dé nghién ciu trong twong lai. Thir
nhét, ngay cang c6 nhidu nha ban 1é ti san xuat va tré thanh nha cung cip cho chinh ho. Nghién
ctru nay c6 thé 1a diém khai dau cho cac nha ban Ié dé phan tich qué trinh kinh doanh caa ho
trugc khi xem xét viéc ty cung tu cip hang hoa khdng qua nha cung cap bén ngoai. Trong
nghién ciru nay da khong chia cac nha cung cap theo tirng nhém hang hoa riéng ma cac nha ban
I&¢ mua. Nén nghién ciru trong tuong lai c6 thé khdm pha céc loi ich lién quan dua trén cac loai
hinh dich vu cung cap hang hda khac nhau.

Thi hai, phan tich théng ké caa bai nghién ciu dya trén dir liéu thu thap duoc tir cac
nha ban &, mac di nghién ctru da tién hanh céc cudc phong van ca nhan véi cac nha cung cap.
Nghién ctru trong twong lai c6 thé xem xét ca hai nha san xuat va cac nha cung cap cling mot
lac dé ca hai bén c6 thé hiéu duoc loi ich va sy danh gia danh cho nhau.

Thir ba, c6 mot s6 cau hoi nghién ciru lién quan dén chudi cung tng va cac mdi quan hé
tir nghién ctru nay déang dé nghién ciru thém: (1) Truong hop hop tac tét va canh tranh tét 1a gi?
(2) Loai hop tac nao 1a tot nhat ¢ giai doan dau hop tac va mac do hop tac nao 1a tot nhat véi
dbi tac thué ngoai? (3) C6 phai hop tac yéu sé tao thuan loi cho viéc tham do va hop tac manh
mé tao diéu kién thuan loi cho viéc khai thac? (4) Khi nao céc doanh nghiép tao stc ép kho
khan trong thuong lugng va khi nao ho nén tham gia vao théa hiép vi loi ich 1an nhau khi cac
doanh nghiép mudn gay dung méi quan hé vai cac cong ty khac? Cudi cing, d& nghi nghién
ctru trong tuong lai tim hiéu méi quan hé giita cac chién lugc quan hé va ba loi ich quan hé
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duogc xac dinh trong nghién cau nay. Chién lugc nay nén ting cudng méi quan hé tich cuc gitra
cac doi tac trong chuoi cung tng.

Tai liéu tham khao

Abreu, M., Grinevich, V., Hughes, A., Kitson, M., & Ternouth, P. (2008). Universities, business
and knowledge exchange. Retrieved May 25, 2017, from
https://www.cbr.cam.ac.uk/fileadmin/user_upload/centre-for-business-

research/downloads/special-reports/specialreport-
universitiesbusinessknowledgeexchange.pdf

Anderson, J. C., & Narus, J. A. (1990). A model of distributor firm and manufacturer firm
working partnerships. Journal of Marketing, 54(1), 42-58.

Bendapudi, N., & Berry, L. L. (1997). Customers’ motivations for maintaining relationships
with service providers. Journal of Retailing, 73(1), 15-37.

Benton, W. C., & Maloni, M. (2005). The influence of power driven buyer/seller relationships
on supply chain satisfaction. Journal of Operations Management, 23(1), 1-22.

Berry, L. L. (1995) Relationship marketing of services: Growing interest, emerging
perspectives. Journal of the Academy of Marketing Science, 23(4), 236-245.
doi:10.1177/009207039502300402

Bruning, M. K. (2019). Collaborative recovery from supply chain disruptions. In C. Bode, R.
Bogaschewsky, M. ERig, R. Lasch, & W. Stdlzle (Eds.), Supply management research.
Advanced studies in supply management (pp. 51-75). Gabler, Wiesbaden: Springer.

Cachon, G. P., & Fisher, M. (2000). Supply chain inventory management and the value of
shared information. Management Science, 46(8), 1032-1048

Cannon, J. P., & Perreault, W. D. (1999). Buyer-seller relationships in business markets.
Journal of Marketing Research, 36(4), 439-460

Cao, M., Vonderembse, M. A., Zhang, Q., & Ragu-Nathan, T. S. (2010). Supply chain
collaboration: Conceptualization and instrument development. International Journal of
Production Research, 48(22), 6613-6635.

Daniel, C., & Nirmalya, K. (2005). Do suppliers benefit from collaborative relationships with
large retailers? An empirical investigation of efficient consumer response adoption.
Journal of Marketing, 69(6), 80-94.

Daugherty, P. J., Stank, T. P., & Ellinger, A. E. (1998). Leveraging logistics/distribution
capabilities: The effect of logistics service on market share. Journal of Business Logistics
19(2), 35-51.

Davis-Sramek, B., Mentzer, J. T., & Stank, T. P. (2008). Creating consumer durable retailer
customer loyalty through order fulfillment service operations. Journal of Operations
Management, 26(6), 781-797.

Do, M. N., & Dang, M. V. (2008). Quan h¢ hop tic giita cac nha san xuat va nha phan phdi
trong linh vuce hang tiéu dung: Nghién ctru tham do [Cooperation between manufacturers


https://www.cbr.cam.ac.uk/fileadmin/user_upload/centre-for-business-research/downloads/special-reports/specialreport-universitiesbusinessknowledgeexchange.pdf
https://www.cbr.cam.ac.uk/fileadmin/user_upload/centre-for-business-research/downloads/special-reports/specialreport-universitiesbusinessknowledgeexchange.pdf
https://www.cbr.cam.ac.uk/fileadmin/user_upload/centre-for-business-research/downloads/special-reports/specialreport-universitiesbusinessknowledgeexchange.pdf

Pham T. H. Diéu, Nguyén V. Phuang. Tap chi Khoa hoc Pai hoc M Thanh phé Hé Chi Minh, 13(3), 168-188 185

and distributors in the consumer goods sector: Research and exploration]. 7ap chi Khoa
hoc va cong nghé Dai hoc Pa Nang, 3(26), 145-154.

Dwyer, F. R., Schurr, P. H., & Oh, S. (1987). Developing buyer-seller relationships. Journal of
Marketing, 51(5), 11-27.

Fynes, B., de Blrca, S., & Voss, C. (2005). Supply chain relationship quality, the competitive
environment and performance. International Journal of Production Research, 43(16),
3303-3320. doi:10.1080/00207540500095894

Ganesan, S. (1994). Determinants of long-term orientation in buyer-seller relationships.
Journal of Marketing, 58(4), 1-19.

Gilbert, N. N., Judith, M. W., & Daniel, F. L. (2010). Examining supply chain relationships:
Do buyer and supplier perspectives on collaborative relationships differ? Journal of
Operations Management, 28(2), 101-114.

Grover, V., Teng, J., & Fiedler, K. (2002). Investigating the role of information technology in
building buyer-supplier relationships. Journal of Association for Information Systems,
3(1), 217-450.

Gwinner, K. P., Gremler, D. D., & Bitner, M. J. (1998). Relational benefits in services
industries: The customer’s perspective. Academy of Marketing Science Journal, 26(2),
101-115.

Handfield, R. B. (1993). A resource dependence perspective of just-in-time purchasing. Journal
of Operations Management, 11(3), 289-311

Henning-Thurau, T., Gwinner, K. P., & Gremler, D. D. (2002). Understanding relationship
marketing outcomes: An integration of relational benefits and relationship quality.
Journal of Service Research, 4(3), 230-470.

Hoang Trong, & Chu, N. N. M. (2008). Phdn tich dit liéu nghién ciru véi SPSS [Analyze
research data with SPSS]. Hanoi, Vietnam: Nha xuat ban Thong ké.

Hoang, C. L. (2013). Chdt lwong méi quan hé giita nha cung cdp dich vu va khéach hang:
Nghién civu trieong hop khdach hang cong nghiép nganh dich vu vién théng [Quality of
the relationship between service providers and customers: The telecom service industry
customer case study]. (Doctoral dissertation). University of Economics Ho Chi Minh
City, Ho Chi Minh, Vietnam.

Hoang, C. L. (2012). Cac nhan t6 tic dong 1én 10ng tin trong mdi quan hé giita nha cung cap
dich vu vién thong va khach hang doanh nghiép tai Viét Nam [Factors influencing trust
in the relationship between telecommunications service providers and corporate
customers in Vietnam]. Tap chi Kinh té va Phét trién, 183, 27-35.

Hoang, C. L. (2013). Rao can chuyén doi va long trung thanh cua khach hang: Vai trd trung
gian cua sy cam két [Conversion barriers and customer loyalty: The intermediary role of
the commitment]. Tap chi Kinh té va Phat trién, 189(11), 96-103.

Hsiao, K.-L., Lin, J. C.-C., Wang, X.-Y., Lu, H.-P., & Yu, H. (2010). Antecedents and
consequences of trust in online product recommendations: An empirical study in social
shopping. Online Information Review, 34(6), 935-953. d0i:10.1108/14684521011099414



186  Pham T. H. Diéu, Nguyén V. Phuong. Tap chi Khoa hoc Pai hoc MJ Thanh phé H6é Chi Minh, 13(3), 168-188

Hunt, S. D. (1990). Truth in marketing theory and research. Journal of Marketing, 54(3), 1-15.

Johnson, J. L., & Black, G. S. (1996). The effects of relationalism and supplier replaceability
on industrial distribution channel outcomes. Journal of Marketing Channels, 5(2), 25-44.

Johnston, D. A., Mccutcheon, D. M., Stuart, F. I., & Kerwood, H. (2004). Corrigendum to
effects of supplier trust on performance of cooperative supplier relationships. Journal of
Operations Management, 22(5), 23-38.

Kumar, N., Scheer, L. K., & Steenkamp, J.-B. E. M. (1995). The effect of supplier fairness on
vulnerable resellers. Journal of Marketing Research, 32(1), 54-65.

Le, N. T. M., & Nguyen, T. T. M. (2014). Loi ich mbi quan hé, cam két, sy théa man va long
trung thanh: Truong hop khach hang cd nhan tai ngadn hang TP.HCM, Viét Nam
[Relationship benefits, commitment, satisfaction and loyalty: In the case of an individual
customer at a bank in Ho Chi Minh City, Vietnam]. Tap chi phat trién Khoa hoc va céng
nghé, Q3, 61-70.

Li, L. (2006). The effects of information technology implementation on supply chain
collaboration. International Journal of Internet and Enterprise Management, 4(2), 118-
134,

Li, L. Y. (2011). Marketing of competence-based solutions to buyers in exploratory
relationships: Perspective of OEM suppliers. Industrial Marketing Management, 40(7),

1206-1213.

Li, L., & Warfield, J. N. (2011). Perspectives on quality coordination and assurance in global
supply chains. Retrieved May 20, 2017, from
https://digitalcommons.odu.edu/cgi/viewcontent.cgi?article=1021&context=itds_facpub
S

Ling, L., John, B. F., Xin, Z., & Li, X. (2012). Relational benefits and manufacturer satisfaction:
An empirical study of logistics service in supply chain. International Journal of
Production Research, 50(19), 5445-5459.

Liu, Y., Luo, Y. & Liu, T. (2009). Governing buyer-supplier relationships through
transactional and relational mechanisms: Evidence from China. Journal of Operations
Management, 27(4), 294-309.

Long, T., & Nelson, A. (2010). Speech, supply chain management in Norfolk Southern
Corporation. Norfolk, VI: Norfolk Southern.

Luthra, S., Mangla, S. K., Chan, F. T., & Venkatesh, V. G. (2018). Evaluating the drivers to
information and communication technology for effective sustainability initiatives in
supply chains. International Journal of Information Technology & Decision Making,
17(1), 311-338.

Ma, J., Wang, K., & Xu, L. (2011). Modelling and analysis of workflow for lean supply chains.
Enterprise Information Systems 5(4), 423-447. doi:10.1080/17517575.2011.580007

Mentzer, J. T., Dewitt, W., Keebler, J. S., Min, S., Nix, N. W., Smith, C. D., & Zacharia, Z. G.
(2001). Defining supply chain management. Journal of Business Logistics, 22(2).
d0i:10.1002/j.2158-1592.2001.tb00001.x



Pham T. H. Diéu, Nguyén V. Phudng. Tap chi Khoa hoc Pai hoc M Thanh phé Hé Chi Minh, 13(3), 168-188 187

Mohr, J. J., Fisher, R. J., & Nevin, J. R. (1996). Collaborative communication in inter-firm
relationships: Moderating effects of integration and control. Journal of Marketing, 60(3),
103-115.

Moorman, C., Zaltman, & Deshpande, R. (1992). Relationships between providers and users of
market Research: The dynamics of trust within and between organizations. Journal of
Marketing Research, 29, 314-329.

Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of relationship marketing.
Journal of Marketing, 58(3), 20-38.

Morton, S. C., Dainty, A. R. J., Burns, N. D., Brookes, N. J., & Backhouse, C. J. (2006).
Managing relationships to improve performance: A case study in the global aerospace
industry. International Journal of Production Research, 44(16), 3227-3241.

Palaima, T., & Auruskeviciene, V. (2007). Modeling relationship quality in the parcel delivery
services market. Baltic Journal of Management, 2(1), 37-54.

Patterson, P. G., & Smith, T. (2001). Relationship benefits in service industries: A replication
in a Southeast Asia context. Journal of Services Marketing, 15(6), 425-443.

Peterson, R. A. (1995). Relationship marketing and the consumer. Journal of the Academy of
Marketing Science, 23(4), 278-281.

Pham, L. T. M. (2009). Kha nang canh tranh ctia doanh nghiép ban 1¢ Viét Nam hau WTO: Vén
dé quan tri chudi cung tng va logistics [Post-WTO Vietnamese retail business
competitiveness: Supply chain management and logistics]. Tap chi Khoa hoc va vng
dung, 10, 14-17.

Prahinski, C., & Benton, W. C. (2004). Supplier evaluations: Communication strategies to
improve supplier performance. Journal of Operations Management, 22(1), 39-62.

Prahinsky, C., & Benton, Wc (2004). Supplier evaluations: Communication strategies to
improve supplier performance. Journal of Operations Management, 22(1), 39-62.
d0i:10.1016/j.jom.2003.12.005

Qureshi, M. N., Kumar, D., & Kumar, P. (2007). Modeling the logistics outsourcing
relationship variables to enhance shippers’ productivity and competitiveness in logistical
supply chain. International Journal of Productivity and Performance Management,
56(8), 689-714.

Rafig, M., & Jaafar, H. S. (2007). Measuring customers' perceptions of logistics service quality
of 3pl service providers. Journal of Business Logistics, 28(2), 159-175.

Raweewan, M., & Ferrell, W. G., Jr. (2018). Information sharing in supply chain collaboration.
Computers & Industrial Engineering, 126, 269-281.

Rokkan, A. I., Heide, J. B., & Wathne, K. (2003). Specific investments in marketing
relationships: Expropriation and bonding effects. Journal of Marketing Research, 40(2),
210-224. d0i:10.1509/jmkr.40.2.210.19223

Sahay, B. S. (2003). Understanding trust in supply chain relationships. Industrial Management
and Data Systems, 103(8), 553-563



188  Pham T. H. Diéu, Nguyén V. Phuong. Tap chi Khoa hoc Pai hoc M& Thanh phé H6é Chi Minh, 13(3), 168-188

Sargeant, A., Ford, J. B., & West, D. C. (2006). Perceptual determinants of nonprofit giving
behavior. Journal of Business Research, 59(2), 155-165.
d0i:10.1016/j.jbusres.2005.04.006

Sheth, J. N., & Parvatiyar, A. (1995). Relationship marketing in consumer markets. Journal of
the Academy of Marketing Science, 23(4), 255-271. doi:10.1177/009207039502300405

Simatupang, T. M., & Sridharan, R. (2002). The collaborative supply chain. International
Journal of Logistics Management, 13(1), 15-30.

Stank, T. P., Keller, S. B., & Daugherty, P. J. (2003). Supply chain collaboration and logistical
service performance. Journal of Business Logistics, 22(1), 29-48.

Tatham, P., & Kovacs, G. (2010). The application of “swift trust” to humanitarian logistics.
International Journal of Production Economics, 126(1), 35-45.
d0i:10.1016/j.ijpe.2009.10.006

Trentin, G. (2010). Networked collaborative learning: Social interaction and active learning.
Newland Park, UK: Chandos Publishing.

Wallenburg, C. M. (2009). Innovation in logistics outsourcing relationships: Proactive
improvement by logistics service providers as a driver of customer loyalty. Journal of
Supply Chain Management, 45(2), 75-93. doi:10.1111/j.1745-493X.2009.03164.x

Xu, L. (2011a). Information architecture for supply chain quality management. International
Journal of Production Research, 49(1), 183-198.

Xu, L. (2011b). Enterprise systems: State of the art and future trends. IEEE Transactions on
Industrial Informatics, 7(4), 630-640.

Zdravkovic, S., Magnusson, P., & Westjohn, S. A. (2011). Further clarification on how
perceived brand origin affects brand attitude: A reply to Samiee and Usunier.
International Marketing Review, 28(5), 497-507. doi:10.1108/02651331111167615



