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TOM TAT
Nghién ciru phan tich cac nhan t6 anh huong dén 1ong trung thanh cua khach hang khi
mua sim va dé xudt giai phap ning cao long trung thanh cua khach hang dbi voi hé
thdng chudi ctra hang Bach Héa Xanh trén dia ban thanh phé HO Chi Minh. Nghién ctru
thue hién thong qua bang cau hoi khao sat, sir dung phan tich hdi quy da bién qua phan
mém SPSS 20 véi s6 lwong mau 1a 350. Sur dung phuong phap dinh luong, dinh tinh,
phén tich, so sanh,.. . B¢ tin cay cua s6 lidu duoc kiém dinh bang hé sb Cronbach’s
Alpha, phan tich nhan t6 kham pha, xay dung va kiém dinh céc thang do dé kiém dinh
moi quan hé giira cac nhan t6 trong mo hinh nghién ctru. Két qua phan tich cho thiy mo
hinh nghién ctru phu hop voi gia thiét dat ra. Tat ca 06 gia thiét déu duoc chap nhéan co
anh huong dén long trung thanh cua khach hang khi mua sém tai ctra hang Bach Hoa
Xanh ¢ thanh phé Ho Chi Minh. Tur do, nhom tac gia dé xuét giai phap nham nang cao
chat luong dich vu tai Bach Hoa Xanh bao gom: Nang cao co s¢ vat chat nham nang
cao su tién g1 cua ctra hang; tang cuong dao tao, nang cao chét lugng doi ngti nhan vién,;
dam bao chat lugng hang hoa va dich vy kem theo.
Tir khéa: Chat lwong dich vu, sy tién loi, long trung thanh.
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ABSTRACT

Research and analyze the factors affecting customer loyalty when shopping and propose
solutions to improve customer loyalty to Bach Hoa Xanh chain stores in Ho Chi Minh
City. This research was conducted through survey questionnaires, using multiple
regression analysis through the SPSS 20 sofware with the number of samples is 350.
Using quantitative, qualitative, analytical, comparative,... The reliability of the data is
tested by Cronbach's Alpha coefficients, analyzing discovery factors, building and
testing scales to test the relationship between the factors in the research model. The
analytical results show that the research model is consistent with the assumption set. All
06 assumptions are accepted that affect customer loyalty when shopping at Bach Hoa
Xanh store in Ho Chi Minh city. Thence, the authors propose solution to improve service
quality at Bach Hoa Xanh including: Improving facilities to improve convenience of the
store; increase training, improve the quality of staff; ensuring the quality of goods and
services attached.

Keywords: Service quality, convenience, loyalty.
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1. PAT VAN PE

Theo théng ké cua Bo Cong Thuong,
trong thi truong ban 1¢ hién nay, Viét
Nam dang dung thtr 6 trong nhom 30
quoc gia ¢6 tiém niang va muc do hap
dan dau tu trong linh vuc ban 1¢ toan
cau. Trong nhiing nam gan day thi
truong ban I¢ phat trién manh véi tong
murc ban 1é va tong doanh thu dich vu
tiéu dung binh quin dau ngudi cia ca
nude trong 10 nim qua ting 2,65 lan tir
19,3 triéu déng/ngu(‘yi lén 51,2 triéu
ddng/ngudi (2010 —2019) dong gdp vao
GDP xép xi 8%.

Thi trudng ban 1é Viét Nam xudt hién
nhiéu tén tudi moéi hon. C6 thé néi
“Bach Hoéa Xanh” 1a thi truong ban 1¢
méi (Ra doi vao cudi 2015) véi quy md
va sd luong ngdy cang ting 1én. Cu thé,
sO luong cira hang da tang tir 512 Ién
1214 cira hang (2019-2020) diéu do6
chtng t6 vi thé cia “Bach Hoa Xanh” tai
Viét Nam. Vé6i xu thé hién nay vi¢c tim
kiém cac ctra hang chuyén phuc vu da
dang céc loai san pham ngay cang ting
cao viéc c6 duogc long trung thanh cua
khéch hang cting nhu do luong su trung
thanh cua khach hang gitt mot vai tro
quan trong. Yéu cau cua khach hang
ngay cang cao dbi voi cac clra hang,
ngoai dap tmg cac van dé co ban nhu an
toan vé sinh thyc pham, kiém dinh
ngudn gdc thi viée ning cao chat luong
hang hoa, su tién loi, ddp tng nhu cau
cua khach hang ngay cang dugc hoan
thién. Viéc c6 nhiéu cua hang siéu thi
ngay cang xuat hién vai sd luong nhiéu,
Bach Héa Xanh liéu c6 gitr viing vi thé
cua minh trong thi truong. Vi vay,
nghién ctru nay nham muyc tiéu phan tich
cac yéu t6 anh hudng long trung thanh
ctia khach hang ddi véi cac chu01 clra
hang Bach Hoa Xanh, tir do dé xut mot
sO giai phap nham nang cao long trung
thanh cua khach hang d6i voi cira hang
Bach Hoa Xanh trong thoi gian téi.
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2. PHUONG PHAP NGHIEN CUU
2.1. Khung phan tich va gia thuyét
nghién ciru:

Long trung thanh cua khach hang l1a su
cam két mua lai hodc ghé tham lai san
pham dich vu ua thich trong twong lai,
tao ra sy mua ldp di I1dp lai cung nhan
hi¢u hoac dat hang lai (Theo Oliver,
1999), gdm nhiéu thanh phan, phan anh
thudc tinh cta long trung thanh da duoc
nghién ctru kha nhiéu trén thé gidi. Phai
ké dén nghién cua Lina Salim (2009)
nghién ctru cac yéu td trung thanh cua
ctra hang Indonesia trén thi truong ban
1¢ hién dai va nghién ctru vé gia tri khach
hang va long trung thanh trong nganh
siéu thi cua Kenneth D.Wicker (2015).
Céac nghién ctu ¢ nudc ngoai chi tap
trung vao tung hé théng siéu thi hoac
mot nhan hang héa cu thé. O Viét Nam
da c6 c6 nghién ctru vé mdi quan hé giita
chét luong dich vy, sy hai long, niém tin
va long trung thanh khach hang nhu
DPing Thi Kim Hoa, Nguyén Thi Quynh
Trang, Nguyén Vin Huong, Tran Hiru
Cuong (2016) nghién ctru v€ anh huong
clia cac nhéan t dén long trung thanh ciia
khach hang ddi vé6i dich vu ban 1é cuia hé
thong siéu thi Hapro Mart Ha Noi, tuy
nhién cac nghién ctru nay lai khai quat
chung cho céc siéu thi ¢ timg dia diém
nghién ctru nén kho co thé dua ra giai
phap cho hé thdng siéu thi riéng 1¢. Do
d6, nhoém tac gia tdp chung nghién cuu
chuyén sau vé cac thang do: Gia ca;
Hang héa va dich vy; Nhan vién phuc
vu; Thuong hiéu; Su tién lgi; Chuong
trinh khuyén mai tac dong dén long
trung thanh ctia khach hang tai cac chudi
cua hang “Bach Hoéa Xanh” & Thanh
phd H6 Chi Minh (So db 1).

2.2 Thu thdp va phan tich s6 liéu

2.2.1 Thu thap s6 lidu

Dt li¢u nghién ctru thu thap 1a dir li¢u
so cap. Nhoém nghién ctru st dung bang
cau hoi duoc khao sat tryc tiép khach
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hang vira mua sam xong sau d6 st dung
phuong phap dinh lugng dé phan tich
két qua di thu thap duoc. SO luong
phiéu ma nhém nghién ciru thu vé 1a
350. Pé dam bao, thi nhom nghién ciru
d3 khao sat 370 phiéu dé dam bao yéu
cau.

Mau nghién ciru bao gom nhiing khach
hang mua sim tai hé thong cac chudi
ctra hang Bach Hoa Xanh tai Thanh phé
Hb Chi Minh. P& mau nghién ctu da
dang va ting do tin cdy, nhom di tién
hanh khao sat nhitng khach hang c6 do
tudi, cong viéc, thoi gian, gidi tinh khac
nhau.

X4c dinh kich thuéc mau (Sample size):
Nhom tac gia xac dinh chon kich thudce
mau theo 02 cong thirc:

- Cong thirc 1: Pdi v6i phan tich nhén t6
kham pha EFA: Dya theo nghién cuu
cua Hair, Anderson, Tatham va Black
(1998) cho tham khao vé kich thuéc
mﬁu du kién. Theo d6 kich thude mau
t6i thiéu 1a gap 5 lan tong s6 bién quan
sat, hay 5 mau trén 1 bién quan sat. Pay
la ¢c& mau phu hop cho nghién ctru c6 str
dung phén tich nhan t6 (Comrey, 1973;
Roger, 2006). Cong thurc:

n=5xm (nlasd miu can khao sat, m
1a s6 cau hoi trong bang khao sat).

- Cong thirc 2: Pbi voi phan tich hoi quy
da bién: dya trén nghién ctu cua
Stevens (1996), mdi bién s& twong tng
véi 15 mau khac nhau. Theo Tabachnick
va Fidell (1996) thi sé6 mau tdi thiéu
dugc tinh theo cong thirc sau:

n =50+ 8xm (m lasd lugng nhén t6
doclap,vanla s6 mau t6i thiéu can khao
sat).

Dua vao 2 cong thic trén thi nhom
nghién ctru lya chon khao sat véi )
luong 12 350 mau dé do luong cac thang
do hi¢u qua hon.

2.2.2. Xur Iy va phdn tich sé liéu
Phwong phap dinh tinh: Nhom tac gia
tién hanh nghién ctru so bd nham hiéu
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chinh lai thang do long trung thanh cua
khach hang bang cach thao ludn nhom
khoang 25 — 40 nguoi (nhiing khach
hang mua sim thuong xuyén tai cia
hang Bach Hoa Xanh). Hoi y kién cta
caic chuyén gia trong linh vuc
marketing, ban quan ly va nhan vién
trong cira hang Bach Hoa Xanh. Xin y
kién dong gop cua mot s khach hang
thuong xuyén mua sim tai ctra hang
Bach Hoéa Xanh gin khu vuc nhom
nghién ctru dang sinh song.

Phuwong phdp hé sé tin c¢dy Cronbach
Alpha: dé kiém dinh do tin ciy cua
thang do. Phan tich d tin cay thong qua
nhén xét hé s6 Cronbach’s Alpha dé loai
cac bién khong phu hop. Phuong phap
phan tich yéu t6 kham pha (EFA): nham
xac dinh cac bién quan sat ciing nhu
kiém dinh thang do dua trén hé s6 trich
(Extraction) ctia cac bién, néu bién nao
¢ hé s6 nay nho hon 0,5 sé& bi loai bo;
chi tiéu 1a hé s6 KMO (0,5 < KMO < 1)
va kiém dinh Bartlett xem xét 6 tuong
quan gitta cac bién quan sat (Hoang
Trong va Chu Nguyén Mong Ngoc,
2008).

Phwong phdp phdn tich nhédn t6 khdam
pha (EFA - Exploratory Factor
Analysis): Phuong phap phan tich nhan
t6 kham pha EFA dé phan tich dir liéu.
Chi tiéu dé dam bao ¥ nghia thiét thuc
cua EFA la Factor loading. Theo Hair &
ctg (1998, 111), cac muc danh gia
Factor loading > 0.3: dat muc tbi thiéu,
Factor loading > 0.4: quan trong, Factor
loading > 0.5: c6 ¥ nghia thuc tién.
Phan tich wong quan: Hé sb twong quan
trong Pearson (ky hiéu 13 r) 1a s6 liéu
thdng ké kiém tra do ludng mé hinh méi
quan hé thong ké hodc lién két giira cac
bién phuc thudc véi cac bién lién tyc. Y
nghia ctia hé sb twong quan Pearson c6
gia tri giao dong trong khoan lién tuc tir
-1 dén +1.
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Phan tich hoi quy: Nghién ciru mdi lién phu thudc hay bién giai thich) nham wéc
hé phu thudc cia mdt bién (goi 1a bién luong yé/hoa_'lc du bao gia tri trung binh
cua bién
Gi4 ca Hén.g héa va Nhan vién
dich vu phuc vu
H1 H2 H3
LONG TRUNG
THANH CUA
KHACH HANG
H4 H5 H6
Sy tién loi Thuong hiéu Chuong trinh
khuyén mai

So @6 1: Khung phan tich c4c yéu té6 anh hwéng dén 1ong trung thanh cia
khach hang

Gia thiét nghién cuu:
H1: Khach hang cam thdy hai long véi gia ca cua siéu thi mini cang cao thi 1ong trung
thanh cua ho doi vai siéu thi cang cao.

H2: Khach hang cam thay hai Iong véi hang héa va dich vu cua siéu th; mini cang cao
thi long trung thanh cua ho doi vai siéu th;i cang cao.

H3: Khéach hang cam thay hai,lc‘)ng vagi nhan vién phuc vu cua siéu thi mini cang cao
thi long trung thanh cua ho doi vai siéu th;i cang cao.

H4: Khéch hang cam thay hai 1ong véi su tién loi cia siéu thi mini cang cao thi 1ong
trung thanh cua ho doi vai siéu thi cang cao.

H5: Khach hang cam thdy hai long véi thuong hi¢u hang héa cua siéu thi mini cang
cao thi long trung thanh cua ho dai vai siéu thi cang cao.

H6: Khach hang cam thdy hai 10ng véi chirong trinh khuyén mai cua siéu thi mini
cang cao thi long trung thanh cua ho doi vai siéu thi cang cao.
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3. KET QUA NGHIEN CU'U:

3.1 Thdng tin chung:

Nham xac dinh cac yéu té cac yéu tb tac
dong dén long trung thanh ctia khach hang
khi mua sim & cac chudi cira hang Bach
Hoéa Xanh ¢ Thanh phdé HO6 Chi Minh,
nhom tac gia da dwa vao 1y thuyét vé long
trung thanh va cac nghién ctru trudc day
dua ra 06 nhan t6 tac dong dén long trung
thanh cua khach hang la: Gia ca; Hang hoa
va dich vu; Nhan vién phuc vy; Su tién loi;
Thuong hiéu; Chuong trinh khuyén mai.
Tién hanh nghién ciru dinh tinh bang cach
thao ludn nhom, hoi ¥ kién chuyén gia,
khach hang va giang vién huéng din nham
hiéu chinh lai thang do long trung thanh
khach hang. Tiép theo do, tién hanh khao
sat & cac khu vuc trung tam Thanh phd H6
Chi Minh v&i 370 phiéu khao sat va thu vé
350 phiéu khao sat hop 18. Thong ké theo

gidi tinh, d6 tudi, thu nhap va nghé nghiép
duoc nhom tac gia thé hién & Bang 1.
Tién hanh nghién ciru dinh lugng nham do
luong mire d§ anh hudng va danh gia mure
do long trung thanh cuia khach hang khi
mua sdm & cac chudi cira hang Bach Hoa
Xanh & Thanh phé H6 Chi Minh.

3.2 Kiém dinh dé tin cdy cua thang do
bang hé s6 tin cdy Cronbach’s Alpha:
Phén tich Cronbach’s Alpha cho 06 yéu t6
do luong long trung thanh (Bang 2). Ket
qua c6 mot bién quan sat TL6 cia nhan t6
“Su tién 1g1” bi loai do khong dat yéu cau.
Sau khi loai bién TL6 va tién hanh phan
tich Cronbach’s Alpha cho thiy ca 6 nhan
t6 déu c¢6 hé s6 Cronbach’s Alpha déu dat
yéu cau va cac thang do nay déu ¢ do tin
cay cao (H¢ s6 tuong quan bién — tong cua
cac bién quan sat déu dat yéu cau > 0.3),
hé s6 Cronbach’s Alpha déu 16n hon 0.8).

Bang 1. Mo td vé mau nghién ciru

Kich thwéc mau: 350 S6 lwong | Ty 18 (%)
Gidi tinh Nam 126 36%
Nit 224 64%
Do tudi Tir 0 dén 25 tudi 229 65.4%
Tir 26 dén 40 tudi 81 23.1%
Tir 41 dén 50 tudi 34 9.7%
Ttr 50 tudi trd 1én 6 1.7%
Thu nhap Duéi 3 triéu dong 167 47.7%
Tir 3 triéu dén 7 tridu dong 77 22.0%
Tt 7 triéu dén 15 triéu dong 65 18.6%
Trén 15 triéu dong 41 11.7%
Nghé nghiép Hoc sinh, sinh vién 164 46.9%
Cong nhan vién chic nha nuéc | 45 12.9%
Lao dong pho thong 87 24.9%
Khéc 54 15.4%

(Nguon: Két qud xit Iy s6 liéu bang phan mém SPSS 20 ciia nhém tdc gid)

Bang 2. Hé s6 Cronbach’s Alpha ciia cac yéu té do lwong 10n

trung thanh

Bién quan sat | Trung binh Phuong sai
thang do néu | thang do néu
loai bién loai bién

Tuong quan
bién tong

Cronbach’ S
Alpha néu loai
bién

1.Gi4 ca : Cronbach’s Alpha = 0.915
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GC1 10.94 9.191 0.830 0.883
GC2 10.92 8.796 0.806 0.890
GC3 10.71 8.723 0.839 0.879
GC4 10.92 8.965 0.755 0.908
2.Hang hoa va dich vu: Cronbach’s Alpha = 0.901

HHDV1 13.44 15.502 0.750 0.881
HHDV?2 13.27 15.184 0.769 0.877
HHDV3 13.14 14.594 0.792 0.871
HHDV4 13.29 14.992 0.744 0.882
HHDVS5 13.51 15.339 0.719 0.887
3.Nhan vién phuc vu: Cronbach’s Alpha = 0.924

NVPV1 10.49 9.351 0.781 0.916
NVPV2 10.49 9.185 0.850 0.893
NVPV3 10.51 9.357 0.848 0.894
NVPV4 10.61 9.351 0.820 0.903
4. Sy tién lgi: Cronbach’s Alpha = 0.936

TL1 13.83 17.783 0.792 0.928
TL2 13.57 16.865 0.857 0.916
TL3 13.62 17.154 0.825 0.922
TL4 13.70 16.888 0.855 0.917
TL5 13.62 17.349 0.819 0.924
5. Thuong hiéu: Cronbach’s Alpha = (0.918

TV1 9.97 9.930 0.751 0.915
TV?2 9.95 9.826 0.846 0.883
TV3 9.97 9.982 0.818 0.892
TV4 9.92 9.251 0.840 0.885

6. Chuong trinh khuyén mai: Cronbach’s Alpha = 0.915

KM1 9.95 9.037 0.826 0.884
KM2 9.85 9.376 0.802 0.893
KM3 9.90 8.652 0.822 0.885
KM4 9.94 8.707 0.783 0.900

7. Long trung thanh: Cronbach’s Alpha = 0.868

TT1 8.00 9.307 0.577 0.889
TT2 8.95 8.288 0.796 0.800
TT3 8.72 9.080 0.747 0.824
T4 8.56 8.035 0.779 0.807

(Nguon: Két qud xit Iy s6 liéu bang phan mém SPSS 20 ciia nhém tdc gid)
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3.3 Pdnh gid thang do bang phdn tich
nhdn té kham phd EFA:

Phan tich nhan t6 kham pha EFA cho ra
két qua: Hé s6 KMO (Kaiser — Meyer —
Olkin) bang 0.918 (16n hon 0. 5), mo hinh
kiém tra cta Bartlett co h¢ so sig. bang

Nhu vay, phan tich nhan té kham pha
EFA cho thiy cac nhan t6 tic dong dén
mo hinh bao gém: 06 nhan t6 doc lap véi
26 bién quan sat va 01 nhén t6 phu thudc
v6i 04 bién quan sat.

3.4 Phan tich twong quan

0.000 (nhé hon 0.05), chi sb Eigenvalues
bang 1.492 (16n hon 1), hé s6 tai nhan t6
clia cac bién quan sat déu 16n hon 0.5, tong
phuong sai trich = 79.039% > 50% cho
thdy 6 nhan t6 trich ra giai thich duoc
79.039% bién thién ctia dit lidu.
Két qua cho thiy cac mdi quan hé gitra
thanh phan “Long trung thanh” d6i véi
cac nhan t doc lap déu c6 hé sb tuong
quan cao (16n hon 0.5) va hé s6 Sig déu
bang 0.000. Vi vy, nhom nghién ctru
tién hanh dwa vao phan tich hdi quy.

Bang 3 Két quéa phan tich EFA — Ma trin xoay

Ma hoéa thang do

Nhan té

1

2

3 4 5 6

TL4

0.878

TL2

0.846

TL3

0.842

TL5

0.836

TL1

0.799

HHDV3

0.792

HHDV1

0.790

HHDV?2

0.782

HHDV4

0.771

HHDV5

0.728

NVPV2

0.890

NVPV3

0.868

NVPV4

0.860

NVPV1

0.822

TH4

0.840

TH2

0.838

TH3

0.830

TH1

0.802

KM3

0.854

KM1

0.826

KM2

0.814

KM4

0.803

GC1

0.822

GC3

0.822

GC2

0.819

GC4

0.737

(Nguon: Két qud xit Iy s6 liéu bang phan mém SPSS 20 ciia nhém tac gia)

3.5 Phan tich hoi quy:
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Phan tich héi quy cho thay ca 6 nhan t6
doc lap déu tic dong dén long trung
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thanh cta khach hang. Hé s R binh
phuong hiéu chinh bang 0.718, nhu viy
mo hinh gidi thich dugc 71.8% anh
huong cac yéu té dén long trung thanh
cua khach hang (Bang 4). Trong cac
nhan té anh huéng dén 1ong trung thanh
cua khach hang, nhan td su tién loi tac
d6ng manh nhét voi hé sb p=0.238, tiép
theo 14 yéu t6 chuong trinh khuyén mai
v6i hé s6 p=0.224, yéu t6 t thuong hiéu
c6 hé s6 p=0.204, yéu t6 gia ca c6 hé sb
B=0.200, yéu t6 nhan vién phuc vu c6 hé
s6 p=0.176 va yéu td tic dong thap nhat
1a hang hoa va dich vu c6 hé sb B=0.140
(Bang 5). Khach hang danh gia tot vé sy
tién loi va chuong trinh khuyén mai &
Béch Hoa Xanh, c6 thé thay nhiing tién
ich va nhirng wu dai ma Bach Hoa Xanh
dem lai cho nguoi tiéu dung cao. Yéu t6
thuong hiéu, gid ca va nhan vién phuc vu
dugc khach hang danh gia twong doi tét,

c6 thé thiy gia ca mang tinh 6n dinh,
chat lwong nhin vién phuc vu tét va
thuong hiéu dugc khach hang hai long.
Hang hoéa va dich vu duoc khéach hang
danh gia thip nhit so véi cac yéu td con
lai diéu nay c6 thé thay khach hiang an
tam vé hang hoa ciling nhu ¢6 hai long vé
dich vu ¢ day, tuy nhién dich vu ddi tra
can dugc nang cdp voi mirc do nhanh
chong hon, hang hoa ngay cang phong
phu da dang hon trudec.
3.6 Phan tich sw khdc biét vé long trung
thanh cua khach hang theo cac yéu t6
gidi tinh, d¢ tudi, thu nhdp va nghé
nghiép:
Phan tich sy khac biét vé long trung
thanh ctia khach hang theo cac yéu to
cho ra két qua: Khong c6 su khac biét vé
long trung thanh cua khach hang theo
gidi tinh, do tudi, thu nhdp va nghé
nghiép.

Bing 4 Két qua phan tich do phu hop cua mo hinh

Mb hinh |Hé s6 R Hé s6 R binh |Hé s R binh hiéu [Sai s6 tiéu chuan ctaHé s6 Durbin-
phuong chinh udc lugng Watson
0.8502 0.722 0.718 0.51674 1.877

(Nguon: Két qud xir Iy s6 liéu bang phan mém SPSS 20 ciia nhém tdc gid)

Bing 5 Phan tich hoi quy

M@é hinh H¢é s6 chwa chuan |[Hé sf') t Mirc y Thong ké da
héa chuan héa nghia |cOng tuyen
Sig.
B Sai 50 H¢é s6 Beta Toleranc\VIF
chuan e
Hing s 11332 0.136 19.812 0.000
Gia ca 0.198 (0.037 0.200 5.340 |0.000 [0.579 1.726
Hang hoa va dich vu 0.141 10.038 0.140 3.747 0.000 |0.582 1.718
Nhan vién phuc vy 0.170 (0.032 0.176 5.403 [0.000 [0.764 1.310
Su tién lo1 0.222 0.032 0.238 6.954 0.000 [0.688 1.454
Thuong hiéu 0.193 |0.033 0.204 5.823 |0.000 |0.660 1.514
rflz‘img trinh khuyén 15551 0035 [0.224 6.382 [0.000 [0.660 [1.516

(Nguon: Két qud xit Iy s6 liéu bang phan mém SPSS 20 ciia nhém tdc gid)
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4. HAM Y GIAI PHAP DE XUAT

Két qua nghién ctru dd giup nhom tac gia
xac dinh duogc su tdc dong cua cac nhan td
theo tirng mirc d6. Qua do, chi ra 06 nhan
t6 tac dong dén long trung thanh cua khach
hang lan luot 1a: Su tién loi; Chuong trinh
khuyén mai; Thuong hiéu; Gia ca; Nhan
vién phuc vu va Hang hoéa dich vu. Trong
d6 moi nhan té déu dong mot vai trd quan
trong riéng ddi v6i 1ong trung thanh cia
khach hang.

Do d6, nham gia ting 16ng trung thanh cua
khach hang khi mua sam tai cic chudi cira
hang Bach Hoa Xanh ¢ Thanh phd Hb Chi
Minh, nhom tac gia dé xuat mot so giai
phéap nhiam nang cao chat luong dich vu tai
Bach Hoa Xanh bao gom: Néang cip co so
vat chat nham nang cao su tién lgi ciia ctra
hang; Tang cudng phét trién cac chuong
trinh khuyén mai; Nang cao uy tin thuong
hiéu tao loi thé canh tranh; Pua ra céc
chinh sach gid c4 hop li; Tang cuong dao
tao, nang cao chat luong ddi ngii nhan
vién; Pam bao chat lugng hang hoa va
dich vu kém theo.

Ngoai nhiing giai phap trén, nhom tac gia
dé xuét nén cin nhic viéc tao thé hoi vién
cho khach hang. Boéi vi¢e tao thé thanh
vién lam cho khach hang tich cuc mua
sam, dem lai nhiéu vu dai véi nhiéu phan
qua hap dan nhu tich diém, ting qua vao
cac dip 18, sinh nhat, Tét,...Viéc 1am thé tao
dong luc khién khach hang mua sam nhiéu
hon va dem lai nhiéu tién ich cho khach
hang khi mua sim tai ctra hang Bach Hoa
Xanh. Vi vay, viéc lam “Thé hoi vién” cho
khach hang 1a mét trong nhitng yéu tb gitp

nang cao long trung thanh cua khach hang
khi tham gia mua sim tai ctra hang Bach
Hada Xanh.

5. HAN CHE VA HUONG NGHIEN
CUU TIEP THEO

Trong qua trinh thuc hién nghién ctru, mac
di d3 cb gang hoan thién nhung nhom tac
gia khong thé tranh khoi nhitng han ché va
thiéu sot nhu: Nhom tac gia chi thuc hién
khao sat ctra hang Bach Hoa Xanh khu vuc
Thanh ph H6 Chi Minh ma chua mé rong
quy md lan dbi twong nghién ctu. Bai
nghién ctru moi chi tap trung vao cac nhan
t6 anh huong dén 1ong trung thanh 1a: Gia
cd; Hang hoa va dich vu; Nhan vién phuc
vu; Sy tién lo1; Thuong hiéu; Chuong trinh
khuyen mai. Boi vi trén thyc té, van con
mot s6 nhan t6 tiém an co thé tac dong dén
long trung thanh ciia khach hang dén ctra
hang nén nhom nghién ctru c¢6 thé bod sot
vai yéu t6 nhat dinh.

Nham khic phuc nhitng han ché trén,
nhom tac gia dé xuat mot s6 hudng di méi
cho nhitng nghién ciru tiép theo: Thir nhat,
mo rong quy mod khao sat va pham vi
nghién ctru ra céc tinh thanh khéc. Thu hai,
can tiép tuc tham khao thém nhiéu Iy
thuyét, mo hinh nghién ctru khac dé hoan
thién mo hinh, kham pha, bo sung thém
nhiéu bién do ludong mai véi do tin cdy cao
hon. Thir ba, cac nghién ctu tiép theo
nhom tac gia tién hanh phan tich sdu hon
vé cam xtic, thdi do va hanh vi ctia khach
hang dé tir 46 gitup doanh nghiép hiéu duoc
r0 hon tam 1y va gdy dung long trung thanh
cua khéch hang.
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