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NHAN 16 km HUdNG OEN HAI LONG CGA KHACH HANG TAI CAC SIEU THj 
OIEN MAY d HA m 

IVan Thi Hing Vift* 

Tdm tdt 
Trong bdi cdnh cgnh tranh khde Hit trin thi 

irudng diin mdy nhu Men nay, su hdi long ciia 
khdch hang trd thdnh yiu td vd cung quan trgn^ 
han bdt kyyeu td dan le ndo nhu gid cd hay chdt 
lugng. Md hinh 6 nhdn td dnh hu&ng den su hdi 
long cua khdch hdng tgi cdc siiu tM diin mdy & 
Hd Ndi v&i cdc gid thuyit dd dugc xdy dimg vd 
Mim dinh. Kit qud nghiin cuu chi ra 5 nhdn id 
cd dnh hudng chat che den su hdi long cua 
khdch hdng theo thu: tu Id "Mnh dnh cica hang ", 
"chdt lugng dich vy tgi cua hdng ", "chdt lugng 
sdn phdm ", "ehat lugng dieh vy sau bdn " va 
"gid tri Mnh ii ". Nghien cthi dixudt 7gidiphdp 
ndng cao su hdi long cua khdch hdng nhu ndng 
cao chdt licgng ngudn nhdn lue, chdt lugng cdc 
sdn phdm, dich vy, Mnh dnh cica hdng cUng nhu 
cdc gidiphdp khde... 

Tir khda: Difn may, sidu thi difn mdy, hdi 
long cua khach hdng. 

l.Gidithifu 
Trong nhiing nam pdn ddy, thj trudng bdn 16 

Viet Nam da phat trien manh me va dat dupe 
nhiing tiianh tyu dang kd. Theo GfK TEMAX 
Vift Nam (2014), tdng doanh thu tfl eac sdn 
phim difn mdy frong 3 quy ddu nam 2014 tai 
Vidt Nam xdp xi 84 nghin ty ddng, tang 23,4% 
so vdi cung k^ nam 2013. Tuy nhien, ddng sau 
con si dang kd dd Id sy egnh ttanh manh me eiia 
cdc siSu thi difn mdy nhu Pico, Nguydn Kim, 
TrdnAnh,Mediamart,HC,v.v... Sy canh ttanh 
ndy ngay cdng khde lift hon khi nhidu cdng ty 
ndi dja va nude ngoai bit ddu gia nhdp vdo thj 
trudng tiim nang ndy. Them vdo do, khdch hang 
ngdy eang tii^ ttpng vd khdt khe hon khi dua ra 
quyit djnh mua hang hda. Chinh vi thi, su hdi 
long cfla khach hang chfioh la chia khda then 
chit eho sy thdnh cdng cfla bit ky sieu thi dien 
mdy ndo. 

Cho din nay vdn cdn rdt it eac nghien ciiu lien 
quan din sy hdi ldng cua khdch hdng tgi cae sieu 
till didn mdy vd cdc nhan t i dnh hudng tdi sy hai 
long cfla khdch hdng. Nilawan (2008) da nghidn 
curu sy hai long cfla khdch hdng tgi trung tam 
thuang mgi d Sukhumvit, An Dp. Nghidn ciiu 
ndy chi ra rdng chdt lupng san pham phu hpp, 
eiing vdi ttang tri hien dai vd v j tri eiia trung tam 
thuang mgi, khuyin mgi, sy dn cdn vd djch vu 
kjp thdi cua nhdn vidn bdn hang la nhiing nhdn 
td chinh tde dpng din su hdi Idng cfla khdch 
hdng. Mohammad Abul Kashem (2012) tiii chi 
ra 3 yiu t i chinh dnh hudng den sy hdi long cfla 
khdch hdng tai cdc sidu thj d Bangladesh bao 
gim sdn phdm, dich vu cfla hdng va co sd ha 
tdng. Bridson & Hickman (2008) thi ehi ra i ^g 
cd 5 ydu td anh hudng bao gdm cdc thudc tinh 
cflng, cdc thude tinh mem, hdng hod bdy ban, 
quy each kinh doanh, dich vu khdch hanĝ  vd 
truydn thdng. Ruiz et al. (2010) ciing chirardng 
dieh vy khdch hang, sy thudn tidn vd hinh dnh 
cfla hang ed tde dpng ddng ke ddn vifc ndng cao 
sy hdi long eua khdch hdng. 
Q ViftNam, nghien cflu cfla Nguydn Qudc Duy 
(2013) vd cdc yiu td dnh hudng den sy hdi ldng 
cfla khdch hdng khi mua sam tai cac sieu thj d 
Hd Ndi, da phdt hien duoc 6 yiu td dnh hudng, 
ttong do, 3 ydu td cd tae d^ng mgnh den sy hdi 
long la sy tuong tae giiia khdch hdng vd nhdn 
vidn, gia trj kinh te vd trung bay cua hang. 
Nguyin Thj Mai Huong (2014) da diiu fra 275 
khdch hang tgi si8u thj Big C, thdnh phd Vinh vd 
tim ra cae yeu td cd tdc ddng tdi sy hdi long cfla 
khdch hdng, gdm cd nhdn viSn phyc vy khdch 
hang, gid cd hang hda, an ninh, trat ty vd an todn, 
chdt lupng hang hda, chinh sdch ban hdng, co sd 
hg ting, va djch vu kem theo. 

Cdc nghien cdu frdn hdu bet duoc thyc hien 
tai nudc ngodi n6n khdng hodn toan phfl hop vdi 
ddc didm khach hang d Vift Nam ndi ehung vd 

* TrSn Th) H6ng Vift, Tiln sT, Vi^n QuAn tri Kinh doanh, D?i hgc Kinh te quoc dan. 
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HdNdi ndi riSng. Mdt si nghidn ciiu dupe thyc 
hifn tgi Vidt Nam cung khdng tap trung vao sidu 
tiij dien mdy ma nghidn cflru chung cho cd he 
tiidng sieu tin bdn le. Do v$y, cd the thiy nhidu 
vdn di 1̂  luan va thyc tien vd sy hai Idn^ cfla 
khdch hang si8u thi dien mdy va cdc nhdn td dnh 
hudng din sy hdi ldng cfla khach hdng sidu thj 
difn mdy d Hd NOi van cdn dupc tiep tijc lam 
sdngtd frong bii cdnh thi trudng Vift Nmn ngay 
cdng md cfla vdi thi gidi ben ngodi. 

NghiSn cflu vd "Cdc yiu td dnh hudng den 
hdi long cfla khach hdng tai cdc sidu thi difn mdy 
d Hd Ndi" da dupc thyc hifn tu thang 11/2014 
din thang 5/2015, ttdn co sd dp dyng nhung ly 
tbuyet ve sy hdi long cfla khdch hdng de nghien 
cflu mflc dp hdi long, xdc dinh vd do ludng cdc 
nhdn td dnh hudn^ din sy hdi long cfla khdch 
hang khi di mua sam tgi cae sieu thi didn mdy d 
Ha NOi- Kit qua nghidn cihi se cung cdp nhung 
tiidng tm hflu Ieh eho cdc nhd qudn ly cfla ede 
doanh nghifp hogt dpng ttong eac sidu thj didn 
mdy de ra cdc quydt dinh qudn ly phu hpp han 
vdi nhu cSu vd mong dpi ciia ngudi tidu dflng. 

2. Mo hinh nghien cuii 
2.1 Cdn cic dixdy dung md Mnh 

Dd xdy dyng md hmh n ^ d n cdu, tdc gid da 
ting kit 4 md hinh ly tiiuyet vi sy hai ldng cua 
khdch hdng sau ddy: i)Md hinh cdc yiu td dnh 
hudng din sy hdi long cfla khdch hang cfla 
Bridson vd Hickman (Bridson & Hickman, 
2008); ii) Md hinh su hdi long cfla khdch hdng 
ddi vdi cdc tnmg tdm thuang mgi tgi Sukhumvit 
cfla Nilawan (Nilawan,2008); iii) Md hinh cdc 
yeu td dnh hudng den sy hai ldng cua khdch 
hdng cfla Ruiz et al. ( Ruiz et al., 2010); iv) Md 
hinh cae yeu td anh hudng den sy hdi long cfla 
khach hdng tai cdc sidu thi d Bangladesh cua 
Mohamad Abul Kashem (Tgp chi Kinh ti vd 
Phdttiiin,2012). 

Ngodi ra, hai md hinh ly thuyit eiia Nguydn 
Qudc Duy (2013) vi "cdc yiu td dnh hudng din 
sy hdi ldng cua khdch hdng khi mua sam tgi cac 
sieu thi d Ha Npi" vd Nguyen Thj Mai Huong 
(2014) vd "hifu qud kinh doanh bdn Id vd md 
hinh do ludng sy hdi ldng cfla khdch hang" cung 
duoc xem xet de xdy dyng md hinh nghien cuu. 

2.2 Mdhinhdixudt 
Tren co sd ting kdt eac md hinh l;y thuydt ttong 
vd ngoai nude, tac gid dd xudt md hinh ngluen 
ciiu nhu hinhl: 

Hinh 1. Md hinh nghidn cuu cdc yen to anh hirdng din sijr hdi long cua 
khdch hdng t ^ cdc sieu thi difn mdy d Hd N$i 

Chat lirpvg 
san pham 

Chit luprng dich 
VII tai cira hang 

Chat lirprng dich 
VU sau ban 

\ HI H3 ^ 

\ 

' H2a 

y' I 

SV" HAI LONG 
CUA 

KHACH HANG 

l l h HS 

' H4 

Gia tri 
kinhte 

Hinh inh 
cira hdng 

Sir thu|in ti|n 

2.3 Cdc gia thuyit nghidn ciru 
Gid thuyit HI: Chdt lupng sdn phdm cd dnh 

hudng duong tdi sy hdi long cua khdch hang. 
Gid thuyit H2a: Chdt lupng dich vy tgi cua 

hdng cd dnh httdnglfopng din-sy hdi long cua 
khde hdng. 

^ QOANLYKINHT^ 

Gid thuyit H2b: Chat lupng djch vy sau bdn 
cd anh hudng duong din sy hdi ldng cfla khdch 
hdng. 

Gid thuyit H3: Gid trj kinh te ed dnh hudng 
duong den sy hai ldng eua khae hdng. 
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Gid thuyit H4: Hinh dnh cfla hang cd dnh 

hudng duon^ ddn sy hdi long cua khde hdng. 
Gid thuyit H5: Sy thudn tifn ed dnh hudng 

duong din sy hdi long cua khde hdng. 

3. Phuffng phap nghidn cuu 
Nghidn cflu thuc hidn khdo sdt 230 khdch 

hdng tgi cdc sidu thj didn mdy gim: Pico, Trdn 
Anh, Nguyen Kim, Mediamart, HC vd Top Care 
theo phuong phdp thu§n tifn. Phdn theo nhdm 
tudi gdm 32,6% khdch hdng dudi 25 tudi, 
29,5% ttdn 55 tiidi, 24,3% ttong dp hidi tii 25 -
40 tudi, cdn Igi Id ttong dd tudi tfl 40 - 55 tuii. 
Phdn theo gidi tinh thi 57,39% thupc gidi tinh 
nil, 42,6% Id nam gidi. Theo nghi nghifp cd cdc 
t^ Id chfl yiu la nhan vien van phdng (22,2%), 
hpe smh smh vidn (24,3%), hdu tii (20,8%). 

Phidu hdi duoc thiet ke theo thang do Likert 
5 diem de yeu can khach hang cho y kiin ddnh 
gid ea nhdn cfla minh vi miic dp hdi long khi di 
mua sdm vd ddnh gid cfla hp vd cdc ydu td tde 
ddng den mflc dO hdi long ehung ciia khdch 
hang. Trong mdi quan hd giiia cdc nhdn td dnh 
hudng vd sy hdi long cua khdch hdng thi su hdi 
ldng cua khdch hdng la bien phu thudc, cdc ydu 
td dnh hudng Id cdc bien ddc Idp.Trong thang do 
likert 5 didm, didm 1 cd nghia rang ngudi ttd ldi 

hoan todn khdng ddng y vd diem 5 cd nghia rdng 
ngudi trd ldi hoan todn ddng y vdi phdt bidu ndu 
ra. 

Ben cgnh do, nhdm nghien eiiu da thyc hifn 
phdng vdn sdu 5 nhdn vidn sidu thi vd 12 khdch 
hang nhdm phdt hifn cdc ydu td dnh hudng ddn 
sy hdi ldng cfla khach hdng tai cdc sidu thj didn 
mdy, ldm rd cac khia cgnh tde dpng eiia tiing yeu 
td Cling nhu cac ydu cdu, vdn di ma khach hang 
mudn cdc sidu thj didn mdy gidi quydt ttong 
tuong lai. 

4. Kit qua nghidn ciru 
4.1 Phdn tich nhdn td khdm phd (EFA) 
Td 230 phieu didu tta hpp If, tdc gid su dyng 

phdn mem SPSS 16.0, dp dyng phuong phdp 
phdn rich nhdn td khdm phd vdi phep xoay 
Varimax dd phdn tich 29 biin quan sdt thudc 6 
nhdn td eua bien dpc lap vd 3 bien quan sat thupc 
bien phy thuOc. Sau khi logi bd 3 bidn tfl phdn 
tichEFAlin 1 eho cdc bidn ddc Idp, kit qud phdn 
tich EFA Idn 2 cd hd si KMO Id 0,894 vd kidm 
djnh Bartlett cd Sig. < 0,05. Kit qud EFA cho 
cdc bidn phu thupc ciing cho biet hd sd KMO Id 
0,747 vd kidm dinh Bartlett cd sig. < 0,05 cho 
thdy 26 bidn quan sdt thudc bien dOc lap vd 3 
bidn quan sat thudc bidn phu thuOc da thda mdn 
diiu Idfn cfla phdn ti'ch nhdn td (bang 1 va2). 

Bdng 1. He s6 vd Bartlett cho cac biin doc lap (lan 2) 

Kaiser-Meyer-OUdn Measure of Sampling Adequacy. 
Bartlett's Test of Spliericity Approx. Chi-Square 

df 
Sig. 

.894 
3.280E3 

325 
.000 

Bdng 2. H§ s6 KMO vd Bartlett cho bi4n phu thu$c 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 
Bartlett's Test of Sphericity Approx. Chi-Square 

df 
Si& 

.747 
489.754 

3 
.000 

Ngu6n: Phan tich s6 lieu di8u tra 
4.2Kiim dinh do tin cgy (Cronbaeh's Alpha) cho thiy cacbiSndoc lap vaphu thudc d8u co h$ 

Tit kit qua EFA, tac gia da kilm dinh d6 tin so Cronbaeh's Alpha Ion hon 0,6. B6a canh do, 
cdy cho 29 hiin quan sat thufic cac hiin bien doc cac gia tri tuong quan bien tong cung d6u Ion 
13p va 3 hiin quan sat cua bi6n phu thupc. Bang hon 0,3. Do do, cac bi6n nay dap ling dii di6u 
3 kien cho phan tich. 

StrG8(7/201SI QUiNLtKlNHlf ^ 



n m MniIR||SNG.KINH DOANH NHAN iff ANH HUflNG DIN HAI LflNG... 

Bdng 3: Kgt qud kiim dinh 3$ tin cSy Cronbaeh's Alpha 

Bien 
il nghla 

thang ao niu 
biin b | loai 

Phirong sai 
cua thang do 
niu biin bi 

lofi 

Tirong quan 
biin - tang 

Cronbaeh's 
Alpha niu 
bien bi lo^l 

Chat lucmg san phjm: Cronbaeh's Alpha = 0.813 
PROl 
PR02 
PR03 
PR04 
PR06 

16.63 
16.67 
16.72 
16.88 
16.68 

6.148 
6.011 
5.985 
5.842 
6.226 

.699 

.626 

.621 

.593 

.495 

.753 

.769 

.771 

.780 

.810 
Chit luong dich vu tai cira hang: Cronbaeh's Alpha = 0.881 
SER INSl 
SER INS2 
SER INS3 
SER INS4 
SER 1NS6 
SER 1NS7 

20.93 
21.01 
20.58 
20.73 
20.88 
20.80 

10.218 
10.895 
11.275 
10.888 
10.474 
10.827 

.767 

.627 

.634 

.668 

.732 

.721 

.848 

.872 

.870 

.865 

.854 

.856 
Chit lugng dich vu sau bdn: Cronbaeh's Alpha = 0.818 
SER SUPl 
SER SUP2 
SER SUP3 
SER SUP4 

11.83 
11.62 
12.08 
11.75 

4.881 
4.891 
4.169 
4.294 

.542 

.641 

.699 

.688 

.815 

.773 

.742 

.748 
Gia tri kinh ti: Cronbaeh's Alpha = 0.683 
VALl 
VAL2 
VAL3 

7.99 
8.10 
8.08 

1.729 
1.890 

.534 

.420 
1.508 .546 

.546 

.683 

.524 
Hhih dnh cvia hang: Cronbaeh's Alpha =0.899 
STOl 
ST02 
ST03 
ST04 
ST05 

16.46 
16.38 
16.36 
16.36 
16.39 

6.581 
6.534 
6.466 
6.232 
6.588 

.738 

.791 

.726 

.764 

.732 

.879 

.868 

.882 

.874 

.880 
Su thuan ti8n: Cronbaeh's Alpha = 0.764 
CONl 
C0N2 
C0N3 

8.30 
8.40 
8.41 

1.965 
2.040 
2.042 

.659 

.614 

.522 

.613 

.664 

.770 
Su hai 16ng ciia khaeh hang: Cronbaeh's Alpha = 0.910 
CUSl 
CUS2 
CUS3 

7.96 
8.08 
8.21 

2.409 
2.050 
1.793 

.786 

.858 

.844 

.906 

.838 

.860 

Nguon: Phan tich s6 lieu dieu tra 
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4.3. Phdn tich hdi quy da biin vd Mem dinh 
gid thuyit 

Phdn tich hdi quy Idn 1: 
Ket qud phan tich hdi quy Idn 1 (bdng 4) cho 

thdy biin "Su thu|n tidn" (CON) co muc y 

ngbla Sig. > 0,05, tflc la biin ndy khdng co y 
nghia thing kd. Cdc bien con Igi co mu:c 
sig<0.05 eho thdy chflng deu co f nghia trong 
mdhmb. 

Model 

l(Constant) 

PRO 

SER INS 

SER SOT 

VAL 

STO 

CON 

Bdng 4: He so h6 

Unstandardized 
Coefficients 

B 

-.610 

.272 

.274 

.139 

.127 

.283 

.036 

Std. Error 

.285 

.067 

.070 

.061 

.051 

.067 

.051 

quy da bien lan 1 

Standardized 
Coefficients 

Beta 

232 

.252 

.137 

.109 

.252 

.034 

t 

-2.144 

4.077 

3.892 

2.295 

2.483 

4.260 

.708 1 

Sig. 

.033 

.000 

.000 

.023 

.014 

.000 

.480 

a. Dependent Variable: CUS 
Ngudn: Phdn tieh sd lieu dieu tra 

Kiim dinh gid thuyit: 
Tfl kit qua phdn tich hii quy da bidn, bdng 2.9 

eho thdy ede gid thuyet sau dupc chdp nhdn (vi 
CO he sd hdi quy B>0 vdp- value <0.05): 
HI: Chit lupng sdn phdm co dnh hudrng duong 
tdi su hdi long eua khdch hdng 
H2a: Chit lupng dich vu tgi CH co anh hudng 
duong tdi hdi long cua khdch hang 
H2b: Chit lupng dich vu sau ban co anh huong 

duong tdi hdi long cfla khdch hang 
H3: Gia tri kinh ti co dnh hudrng duong tdi su 
hdi long cfla khaeh hdng 
H4: Hinh anh cfla hdng co dnh huong ducmg tdi 
su hdi Idng cfla khdch hdng 
Gid thuyit H5 "Su- thuan tifn c6 anh hirdrng 
dii-ong tdi sir hdi long cua khach hang" co p-
value bdng 0,480 (> 0,05) ndn hi bdc bd. 

Phdn tich hdi quy lan 2: 

Bdng 5: Md hinh hii quy ting the Ian 2 

Model 

1 

R. 

782a 

R Square 

.611 

Adjusted R Square 

.602 

Std. Error of the Estimate 

.44527 

a. Predictors: (Constant), STO, VAL, PRO, SER_SOT SER_1NS 
Nguon: Phdn tich so li6u dieu tra 

Bdng 6: ANOVAa eho phdn tich hoi quy l^n 2 

Model 

1 Regression 
Residual 
Total 

Sum of 
Squares 

69.738 
44.411 
114.149 

df 

5 
224 
229 

Mean 
Square 

13.948 
.198 

F 

70.348 

Sig. 

.000a 

a. Predictors: (Constant), STO, VAL, PRO, SER SUP, SERINS 
b. Dependent Variable: CUS , 

*̂  Nguon: Phan tich so lieu dieu tra 
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Di tun ra md hinh tdt nhdt cho diln gidi, sau khi 
lo5ii b6 biin "Su thudn ti&i"(CON) ra khdi md 
Unh, tac gia tiip tuc thuc hiSnphantichhoi quy 
lin 2 v6i 23 biin quan sat thuoc biin d0c 1 jp va 3 
biin quan sat cua biin phy thupc. Ket qui hoi 
quy trong bdng 5 va 6 cho thdy 5 nhan t i dnh 
hudng tdi kit qua khdi nghiep vdi R=0,782. R̂  

hi$u chinh ciia md Unh Id 61,1% cd nghla Id 
61,1 % miic biin thi6n ciia biin phu thudc (s\t 
hdi ldng ciia khach hang) duoc giai thich bdi 5 
biin d0c l§p. Gid tri F = 70,348 vdi p = 0,000 
(<0,05). Do dd, eac biin ddc lip cd tuong quan 
tuyintinhvdibiin phu thu^c vd md hmh ngU6n 
ciru Id phu hop. 

Bdng 7: H^ si h6i quy da biin lan 2 

Model 

l(Constant) 
PRO 

SER INS 
SER SUP 

VAL 
STO 

Unstandardized 
Coefficients 

B 

-.547 
.273 
.282 
.146 
.126 
.291 

Std. Error 

.270 

.067 

.069 

.060 

.051 

.066 

Standardized 
Coefficients 

Beta 

.232 

.259 

.142 

.109 

.259 

t 

-2.0264 

.0904 

.0602 

.4202 

.4744 
.436 

Sig. 

.044 

.000 

.000 

.016 

.014 

.000 

a. Dependent Variable: CUS 
Ngudn: Phdn tich sd lieu didu tra 

Tu kit qud hdi quy Idn 2 trong bdng 7, phuang 
trinh hdi quy dupe vidt nhu sau: 
CUS = -0.547+ 0.273*PRO + 0.282*SER_INS 
+0.146*SER_SUP+0.126*VAL+0.291*STO 

Phuong trinh hdi quy cho thiy cdc yeu td ed 
dnh hudng mgnh nhdt ddn sir hdi long cfla khdch 
hang theo thfl t^ sd Id "hinh dnh cfla hdng" 
(0.291), "chdt lupng dieh vu tai cfla hdng" 

(0.282), "chdt lupng sdn phdm'(0.273), "chit 
lupng dich vu sau bdn" (0.146) va cuii cflng Id 
"gid tii kinh td"(0.126). 

4.4 Su hdi long ciia khdch hdng tgi cdc sieu 
thi diin mdy & HdNdi 

4.4.1 Ddnh gid muc dg hdi ldng chung 

Bdng 8: H^ si hoi qu^ da biin lan 2 

THUOC TINH 

Tdi thay rit hdi ldng khi di mua sdm t̂ i ddy 

Tdi s6 thudng xuyen quay trd lai day mua sam 
Tdi segidi tU$u ban be, ngudi thdn din ddy 
mua sam 

TAN SUAT 

2 

-
2 

11 

3 

35 

55 

63 

4 

121 

104 

91 

5 

74 

69 

65 

Sir HAI LONG CUA KHACH H A N G 

TRUNG BINH 

4,17 

4,04 

3,91 

4,04 

Ngudn: Phan tich sd li?u dieu tra 
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Theo bang 8, khdch hdng cam thiy hai ldng mua sdm" va "gidi thieu ban be, ngudi thdn din 
kU mua sdm tai cdc sieu thi dien mdy d Hd NOi mua sdm" l̂ i nhan dugc diSm trung binh khd 
(diem trung bmh 4,17). Tuy nUen, diim trung thip vdcd biet cd nhiiu lua ehpn miic diim 2. 
binh cixa hai tieu ehi "thudng xuyen quay trd lai 4.4.1 Ddnh gid ede nhdn to dnh hudng 

Bdng 9: Ddnh gid eua khdch hdng ve chit lugmg san pham 

THUQCTINH 

San phdm dam bdo cac tieu chuin chit Iirgrng 

Chat lupng sdn phdm diing vdi mong dpi cua tdi 

Mdu ma, chiing lo^ sdn phdm da dang 

San pham cd nguon gic xudt x6, nhan mac 
rorang 

Sdn phdm dam bao tieu chuan "s^ch", bdo v$ 
mdi tmdng va an todn cho ngudi sii dung 

CHAT LUONG SAN P H A M 

TAN SUAT 

1 

2 

1 

2 

2 

8 

8 

6 

4 

3 

26 

26 

31 

52 

44 

4 

110 

103 

103 

97 

77 

S 

92 

93 

88 

73 

104 

TRUNG 
BINH 

4,27 

4,22 

4,18 

4,01 

4,21 

4.18 

Ngudn: Phdn tich sd lieu dieu tta 

Theo bdng 9, diim trung binh cua ydu td "chdt 
lupng sdn phmn" Id 4,18 cho thdy khdch hdng 
khd hdi ldng voi yen td ndy. Trong sd do, "sdn 
phdm ed ngudn gdc xuit xfl, nhan mdc ro rdng" 
vh\ khiin nhidu khdch hdng ban khoan voi didm 
trung binh thdp nhit (4,01). Tuy nhidn diiu tra 

cho thdy cdc thude ti'nh nay van nhan nhidu mflc 
ddnh gia thip (diim 1 vd 2). Dgc biet, "Sdn 
phdm ddm bdo tidu chudn "sgch", bdo vd mdi 
trudng vd an todn cho ngudi sfl d\mg" la mpt 
thudc tinh quan ttpng Igi nh$n dupe cd mflc 
dieml. 

Bang 10: Ddnh gia cua khach hdng vi chit lupmg dich vu tai cu-a hang 

THUOC T I N H 

Nhan vien ban hang nhi?t tinh, cdi md, 
ludn sdn sang phiic vu 

Nhan vi6n ban hang cd kiin thuc tot v6 
sdn phdm va ky nang giao tiip tot 

Nhan vi6n ban hdng an m^c lich su, dep mdt 
Thu tuc mua hang don gian, nhanh ehdng 

TAN SUAT 

1 

1 

-
1 

2 

8 

10 

3 

3 

3 

48 

56 

31 

39 

4 

94 

94 

66 

80 

5 

79 

70 

130 

107 

TRUNG 
BINH 

4,05 

3,97 

4,40 

4,26 
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Nhan vidn thu ngdn cd ky nang thanh 
thao, chuyen nghiip 

Nhan viSn bao v$ tao dupc su yen tam, 
an toan eho khach hang 

5 

8 

54 

28 

82 

106 

89 

88 

C H A T LU'glNG DICH Vy T ^ C C A HANG 

4,11 

4,19 

4,16 

Nguin: Phdn tich so lipu diiu tra 

Tfl bdng 10, cae dich vu tgi sieu thi didn may 
dd ddp ung tuong dii tit nhihig mong dpi cfla 
khdch hang vdi sd didm 4,15. Tuy nhien, cdc 
yiu td liSn quan din su phuc v\i cfla nhan vien 
bdn hdng tgi cfla hdng cdn phdi cdi tiiidn nhidu 
ttong tuong lai bdi "Nhan vidn ban han^ c6 kidn 
thflc tdt vi sdn phdm vd kf ndng giao tiep tit" vd 
"Nhdn vien bdn hdng nhidt tinh, cdi md, ludn 
sin sang phuc vu" nhdn duprc diem danh gid 
thip ban so vdi cdc yeu td khac (lan lupt Id 3,97 

vd 4,05). Cd nhdn vidn cdn thd a hodc khdng 
nhanh nhpn ttong tiep cgn tu van kip thdi cho 
khdch hdng da gdy ra nhflng in tupng khdng tit 
ve chat Iupng dich vu tai mpt sd sieu thi dien 
mdy. Ngodi ra, ndng l\re tu vin cfla nhdn vidn 
bdn hdng cung con ban chd. Mdt sd nhdn vidn 
bdn hdng chua ndm viing ede thdng sd ky thugt, 
uu nhupe diSm cfla tflng ddng sdn phdm. MOt si 
nhdn vidn khac tuy c6 kidn thflre tit vd sdn phdm 
nhung ky nang giao tiep thong tin con ban chd. 

Bdng 11: Ddnh gid cua khdch hang ve chat lirgng dich vu sau bdn 

THUOC TINH 

Dich vu vdn chuyin nhanh chdng, an 
todn vd Ueu qua 

Nhan vien Idp djit am hiiu vi san phim 
vd cd ky nang lap d|it tdt 

Dich vu cham sdc khdch hang dupc 
thuc U^n thudng xuyen 

Dich vu bdo hanh san phim diing nhu 
cam ket 

TAN SUAT 

1 

1 

1 

1 

2 

8 

4 

19 

10 

3 4 

62 95 

41 104 

82 78 

54 85 

5 

64 

81 

50 

80 

CHAT LirONG DICH VU SAU BAN 

TRUNG 
BINH 

3,93 

4,14 

3,68 

4,01 

3,94 

Ngudn: Phan tich so li$u diiu tra 

Bang 11 cho thiy, cdc dbh vu sau ban cung phdng vin sau cho thiy, so vdi cdc tieu cU khde 
dupe danh ̂ a vdi diim trung bmh Id 3,94. Tuy thi dich vu sau ban cua mdt sd siSu tU dien may 
nhien, sd didm ndy tucmg ddi thdp so vdi cdc ydu 
to khde. Ngodi ra, cd bidt d mdt sd sieu thj khdch 
hdng da danh ̂ d rat thap d mfl-c diim 1 vd 2 khi 
nhdn xet vi chdt lupng cdc dich vu v ^ chuyin, 
bdo hdnh vd dich vu khach hdng. Tfl kit qud 

Ei QuANLfKINHT^ 

cdn cdn phdi cdi tien nhieu, nhdt Id thM gian 
phiic vp, su thudn tien, vi tri bdo hdnh vd thu tyc 
bdo hdnh cdn dupe cdi tidn dd ndng eao chit 
luong djch vu. 
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Bdng 12: Danh gia ciia khdch hang vl gia tri kinh t i 

THUOC TINH 

Miic gia hip ddn vd ejnh tranh 

Gid tri san phim tuong xiing vdi sd tiin bd ra 

Cdc chuong trinh khuyin mai giam gid, 
tang qua hap ddn diin ra thudng xuydn 

TAN SUAT 

2 

1 

5 

5 

3 

50 

51 

64 

4 

105 

116 

86 

S 

74 

58 

75 

GiA TRI KINH TE 

TRUNG 
BINH 

4,10 

3,99 

4,00 

4,03 

Nguon: Phdn tich sd lieu dieu tta 

Bdng 11 cho thdy, cdc djch vv sau ban cung 
dupc d^ih gia vdi didm trung binh Id 3,94. Tuy 
nhidn, si didm ndy tuong ddi thdp so vdi cdc yiu 
td khde. Ngodi ra, ea biet d mpt sd sidu thi khaeh 
hang da danh gid rit thdp 6 mflc didm 1 vd 2 khi 
nh&i xdt vd chdt Iupng cdc dich vu van chuyin, 
bdo hdnh vd dich vu khach h^g. Tii ket qud 

phdng vdn sdu eho thdy, so v6i cdc tieu ehi khde 
thi dich vu sau bdn cfla mdt sd sidu thj di$n may 
con can phdi cdi tien nhieu, nhdt Id thdi gian 
phiie vu, sir thugn tien, vi tri bdo hdnh vd thfl tuc 
bdo hdnh cdn dupc cdi tiin dd ndng eao chdt 
luofngdichvu. 

Bang 13: Danh gid cfla khdch hdng vi hinh dnh c^a hdng 

THUOC TINH 

TUet ke ben ngoai sieu thi thu hiit khach hang 

TUet ke ben trong sieu thi hap dan va 
gay dn tupng 

Sap xep hang hda dep mdt, dc dang tiep can 

Khdng gian mua sam rdng rdi thodng mat 

Cdc gian hdn^, khu thanh toan, cau thang, 
ldi di dupc bd tri hpp ly, ti?n lpi 

TAN SUAT 

2 

1 

3 

50 

4 

105 

5 

74 

HINH A N H ctTA H A N G 

TRUNG 
BINH 

4,10 

4,03 

Nguen; Vhan tich sd lieu dieu tta 

Bdng 13 cho thdy, khdch hdng khd hdi long 
voi hinh dnh cfla cac sidu thi didn may hien nay 
vdi diim tiimg binh 4,1. Trong do, "sdp xip 
hang hoa dep mdt" vd "khdn^ gian mua sdm 
rdng rai, thodi mdi" la hai yiu td khidn khdch 

hang ung y nhdt (ddu dat 4,13 didm). Tuy nhien, 
mdt vai tidu chi vdn nhdn dupc diem ddnh gia 
khdng mong mudn (2 diem) nhu thidt kd bdn 
ngoai, bd tri gian hdng, khu thanh toan, ldi di, 
cauthang. 
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4.5 Mdt sd vdn di vd nguyin nhdn 
Tfir vide phdn tich, danh gid cac nhan td dnh 

hudng, nghidn cuu dd rflt ra mot si vdn de va 
nguyennhdnsau: 
• Chdt luprng sdn phdm: Nhiiu khdch hdng vdn 
con lo ngai vi nguin gde xudt xii cfla sdn phdm 
bdi vdn ngn hang gid, hdng nhdi vdn tdn tai nhfle 
nhii ttong thi tnidng ban Id hidn nay. Ngodi ra, 
cdc ddc diim thdn thien vdi mdi tnidrng, an todn 
voi ngudi sfl dung cfla cdc sdn phdm van chua 
dupc cdc sidu thj dien may de cao va chu ttpng 
nhiiu. 
• Dich vti tgi cfla hdng: Cdc tidu ehi vd thdi dp, 
ky nang vd kiin thure sdn phdm cfla cdc nhdn 
vidn b ^ hang ehua thue sv thda mdn k^ vpng 
cfla khdch hang. Su cham sdc khdch hdng chua 
kip tiidd, thiiu ky nang giaotiip, ky nang thuydt 
phyc khdch hang vd hiiu bidt cd tinh he thdng vd 
sdn phdm vin cdn tin tai d nhidu nhan vien bdn 
hdng tgi cdc sidu thi dien mdy. Ngodi ra, khi khu 
vuc thu ngdn qud ddng, cdc sidu thi chua eo 
nhflng gidi phdp hidu qud de ddy nhanh thu tuc 
thanh todn hay ldm khaeh bdng thodi mdi hofn 
khiphdichdrdpi. 
• Dich vy hd ttp sau bdn: Cdc dich vu van 
chuydn, dieh vy khdch hang vd dieh vii bdo hdnh 
con chua dgt mong mudn cfla khaeh hdng nhu 
vdn chuySn ehua kip thdi, djch vu khdch hang 
ehua tan tdm, sat sao, hay thdi gian ehdf bdo 
hdnh con khd lau. 
• Gid tri kinh te: Khdch hdng vdn con phdn ndn 
vd mong mudn nhdn dupe ede chuong trinh 
khuy 8n mgi gidm gid hdp ddn hon. 
• Hinh dnh cijra hdng: Vide bd tri ede gian trung 
bay, khu thanh todn, lii di ciing nhu ttang bi hd 
thdng bidn bdo, hudng ddn ben ttong sidu thi 
dien may cia dupc xem xet vd cdi Ihî n hon 
nhdm dem ddn eho khdch hdng khdng gian mua 
sdm thodi mdi, tidn lpi. 

5. Giai phap ndng cao hdi long cua khdch 
hdng tai cac sieu th{ didn mdy Ha Noi 

5.1 Ddm bdo chat licgng eda cdc sdn phdm 
diin mdy dugc bdn ra 
• Cdc sieu thi cdn phdi cdn ttpng ngay tfl giai 
dogn lua chpn nhd cung cdp nen co thucmg hidu 
de ddm bdo cae yen td ve ngudn gde vd chat 
lupng sdn phdm. Mdi sidu thi edn dgt ra nhung 

[ 3 QUANLVKINHTE 

tidu chi ey the, ro rdng di danh gia cdc nhd cung 
cap cfla minh. 
• Cdc cupc kidm tta chit Iupng sdn phdm can 
dupc tiiuc hi^n thucmg xuydn dd ttanh vide cdc 
san pham ldi ddn tay khdch hdng. 
• Tang cudng gioi thidu vd qudng bd cdc san 
phdm tiian thipn vdi mdi trudng ty nhidn vd an 
todn eho ngudi sfl dung, e6 thd can cfl vdo nhdn 
sao ndng lupng ban hdnh bdi Bd Cdng Thuang. 

5.2 Ndng cao chdt lugng cdng vi$c eua dgi 
ngii cdn bd qudn ly vd nhdn viin 

Truac bet cdn thyc hidn phdn tich cdng vipe 
cdc boat ddng ttong sieu thi Idm can cflr cho vide 
t i chuc, thiit ki, tidu chuin hoa cdng viec vd 
quy trinh hogt dpng mdt cdch khoa hpc, ttdn ca 
s& do dinh bidn sd lupng vd cac tieu chudn tuydn 
dyng can bp qudn ly vd nhdn vien. 

Hoan thien quy trinh tuydn dyng, bd tri, sfl 
dyng can bO nhdn vien theo dung nguydn tdc bd 
tri dflng ngu6i dflng vide. Trong dd chu ttpng 
din cdng tdc ludn chuyin cdn bd de ndng cao 
trinh dd va khd nang thich flng mdi tnrong ldm 
vi6c; ddng thdi dinh ky hdng nam rd sodt Igi lyc 
luprng cdn bO vd nhdn vien de quy hoach cdn bO 
nhdn vien cdn duoc ddo tgo nang cao trinh dd vd 
nhiing cdn bd nhdn vidn chua dgt chudn dd Idp 
ke hoaeh ddo tao bd sung. 
• Ddo tao, bii duong nhdn vidn: Qud trinh nay 
ein thyc hien: Ddnh gid nh&i vidn; xdc dinh cdc 
kidn thuc, ky nang, thdi dd con thidu vd can ddo 
tgo thdm; Thiit kd chuong trinh ddo tgo phfl hpp 
vdi tflng vi tri cdng vide; Thyc hidn cdc kd hogch 
dao tgo; Ddnh gid rut kinh nghidm cdc chucmg 
trinh ddo tgo. 
• Ap dyng cae hinh thuc td chuc ddo tgo, hudn 
luydn tgi ehd, md eac lop hudn luyen tgi cdc si6u 
thi, kit hpp td churc cdc budi trinh dien hdi thdo 
ttao ddi kmh nghiem vd tay nghd, ky nang cdn 
thiit, va gfli din cdc trudng dao tgo chuyen 
nghidp. 
• Tao ddng luc ldm vide cho nhdn vidn: Cdn xdy 
dyng nhung ehinh sdch khuydn khieh, ddng 
vidn phfl hpp vdi nang lye vd hieu qud ldm vide 
cua mdi nhdn vien. Cac cdch thflc tgo ddng lue 
ldm vide bao gdm luang, tidn thudng, nghi 
phep, cahdi thdng tien,... 

5.3 Ndng cao chdt lugng cdc dich vu sau bdn 
• Dich vy v|n chuyin: Ludn phdi cap nhdt 

Stf 68 (7/2015) 



NHANT? ANH Hi/dNG O^N HAI L6NG... IHiaiTBtfflNIi KIM" nnflHH ^ ^ J 

thudng xuyen thdng tin ve cdc sdn phdm can van 
ehuyin tdi khdch hdng dh kip thdi dua ra ki 
hogch giao bang. Ngoai ra, qud tiinh giao hang 
can dupc thiit ki hieu qud dd tidt kidm chi phi 
cho cdng ty vd ddm bdo hdng boa dupfc giao den 
khdch hdng dung nai vd nharh chong. 
• Dich vy eham soc khach hdng: Sau khi khach 
hdng mua san phdm tfl 1 din 2 ngdy, nhdn vidn 
chdm soc khdch hang cdn gpi didn eho khach 
hang hoi tiiam vi hogt dpng cfla sdn phdm, sy 
hdi ldng cua khdch hdng vd sdn phdm hay y kiin 
gdp y cfla khach hang vd dich vy vd nhdn vidn 
cfla sidu thi. 
• Dich vy bdo hanh: Chdt lupng djch vy bdo 
hdnh cdn phdi ddm bdo nhu da cam kit. Nhan 
vidn cdn ludn the hipn tiidi dp tich eye, thdn 
thipn. Cdc thfl tyc bdo hanh cdn dan gidn hda 
mdt cdch tdi da. Cap nhdt thdng tin thudng 
xuydn cho khdch hang vd tinh trang bdo hdnh 
eua sdn phdm. Bd tri dia didm bdo hdnh thuEln 
tidn, dd tim vd ddm bdo nhanh chong tien Ipi cho 
khdch hdng. Ddc bidt, can bd sung, phdt tridn 
phdn mem qudn Iy dii lieu khaeh hdng. 

5.4 Hi$n dgi hda hinh dnh cdc sieu thi dien 
mdy 
Thidt ki bdn ngodi cdn phdi dfl bdt mdt di thu 
hut khdch hdng vd dd ddng nhdn bidt. Cdc khu 
vuc trung bay hang hda ben ttong cdn dupc bd 
tri hpp ly vdi cae bien hieu ehi ddn cy thd. Cdn 
chfl f din khdng gian xung quanh (nhu dm 
thanh, sy sgch sd cfla sidu thi, mui huong,...). 

5.5. Ndng cao Miu qud cdc chuang trinh 
khuyin mgi, uu ddi 

Cdn cd nhimg chfl trucmg, ehinh sdch vd gid 
cd, chuong trinh khuyin mgi phu hpp. Cdc 
chuang ttinh uu dai cd thi thye hien dudi nhidu 
hinh thuc khac nhau nhu gidm gid, qud tang 
kdm, bdc tiiam trung thudng, uu dai trd gop,... 
Cdc sidu thi didn mdy eung nen xdy dyng 
chuong trinh uu dai rieng ddnh cho nhflng 
khdch hdng than thidt vd khach hdng sfl dung thd 
thanh toan. 

J. 6 Gidi quyet vdn de then gian cha dgi cua 
khdch hdng 

Cdc sidu thi cd the d t̂ eac tgp chi vi san phdm 
edng nghe mdi, td red khuyen mgi cfla cua cdng 
ty, eac cbinh sdch gid vd uu dai eho khdch hdng 
bay ti vi vdi cdc chucmg trinh quang cdo sdn 

So 68 (7/2015) 

phdm dien may tgi khu vyc thanh toan vd hd ttp 
cdi ddt. 

5.7 Ddi m&i quan niim vi xdy dung hi thdng 
diem bdn euasiiu thi 

He thdng diem ban trudc hdt phdi dupc ddt d 
cac vi tri thudn lpi, dd tiip can vdi khdch hang va 
cd the khuydch truong dupc thd mgnh eiia sidu 
thi. Ddc biet, ttong diiu kidn eanh ttanh khde 
liet, cdc sieu thi ndn tfl bd quan lupm phdi md 
diem ban thdt quy md hoanh ttdng md thay vdo 
do Id xu hudng ddu tu cae diim bdn quy md nhd 
hodc vua vd chdp nhan ddng cfla ngay niu diim 
ban dd khdng mang Iai hieu qud. 
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