
QUAN tY KINHTE 

Danh gid chdt laong djch vu ban le tqi 
cac sieu thi 

NGUYEN DUY Ldi 
HOANG VAN HAI 
DAM THI THUY 
LE HUYEN TRANG 

r hi tn/dng bdn le Viet Nam ditdc cdc nhd ddu tit, cdc cdng ty nghiin cHu thi tritdng 
ddnh gid Id mgt trong nhiing thi tritdng tiem ndng. Tuy nhien sau hdn 20 nam, 

cdc chudi sieu thi d Viet Nam vdn chita phdt trien tiidng xiing vdi tiem ndng thi trUdng. Ben 
canh mgt so chudi sieu thi thdnh cong, vdn con nhieu siiu thi ditdc md ra nhiing chiia thtic 
sit phdt huy diidc tinh chuyen nghiip, thdm chi chiia diidc nghien cihi ky ve thi tritdng. Bdi 
vie't ndy ddnh gid chdt liidng dich vu bdn le tqi cdc siiu thi nhdm cung cdp cd sd thang do 
ddnh gid chdt liidng dich vii cho cdc sieu thi; dong thdi diia ra dinh hiidng gidi phdp qudn 
ly chdt liidng dich vii siiu thi cho cdc nhd qudn tri sieu thi tgi Hd Ngi. 

Tfl khda : chdt liidng dich vu, chdt liidng dich vii bdn le, sieu thi, Hd Ngi. 

1. Tong q u a n n g a n h b a n Ie Viet N a m 

Qua trinh edng nghiep hda, do thi hda 
tren the' gidi diln ra nhanh chdng lam tang 
mflc sd'ng, mflc thu nhap cua ngfldi tieu 
dung, ddng thdi la dpng lflc de thue d iy 
nhflng yeu clu mua s i m mdi cflng nhfl 
nhflng cich thfle mdi nao de thoa man nhiing 
nhu clu mua s im dd. Ben eanh sfl tdn tai 
cua he thd'ng phan phd'i truyen thd'ng nhfl: 
cac khu ehd truye'n thfl'ng, eac ciia hang kinh 
doanh nhd, nhflng ngfldi ban rong..., cdn hinh 
thanh mpt he thd'ng ban le hien dai nhfl: sieu 
thi, trung tam thfldng mai... Viet Nam ciing 
khdng nam ngoai quy luat chung dd du 
nganh ban le Viet Nam v ln la "dfla con sinh 
sau, de mudn". Tfl nhflng nam 1990, eac siflu 
thi da bat d iu xua't hien d Viet Nam va 
nhanh chdng phat trien, dae biet la phat 
trien theo chudi sieu thi chu ye'u d hai thi 
trudng ldn la TP. Ho Chi Minh va Ha Npi, 
sau dd tifl'p tue md rpng quy mfl eua chudi 
sieu thi d thi trfldng eac tinh, thanh phd'khac 
nhu Da Nlng, Hai Phdng... cho tha'y sflc hut 
ciia thi trfldng Viet Nam la ra't ldn. Ben canh 
mdt sd chudi sieu thi thanh cdng nhfl Co-op 

Mart, FiviMart, v l n cdn nhifl'u siflu thi dfldc 
md ra nhflng chUa thUe sU phat huy dfldc 
t inh ehuyen nghiep, tham chi chUa dfldc 
nghifln cflu ky vfl" thi trfldng. Dieu nay pho 
bie'n d eae chuoi sieu thi cua Viet Nam trong 
khi dd cac chudi sieu thi cua nfldc ngoai nhfl 
BigC eiia Phap, Lotte Mart eua Han Qudc da 
chflng td sti vflng manh ve trinh dp quan If, 
quy md vd'n, kinh nghiem phat trifln thi 
trfldng dang chudi. 

1.1. Ddc diem thi tmdng 
Nam 2007, thi trfldng ban le tai Viet Nam 

dfldc xdp hang la mdt trong bay thi trfldng 
sinh ldi nhifl'u nha't trfln the' gidi. Tuy nhien, 
viflc tieh len vi t r i so' 1 vao nam 2008, roi lien 
tiic rdt hang, tfl vi tri thfl 6 nam 2009, vi tri 
thfl 14 nam 2010, vi tri thfl 23 nam 2011, 
deh nam 2012 khdng thudc top 30 thi trfldng 
ha'p d i n hang dau trfln the gidi. Theo nghien 
eflu cua Cdng ty Tfl va'n AT Kearney cho 
tha'y, thi trfldng ban le Viet Nam chfla dflng 
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Bdnh gia chat Itfong djch vu , 

nhflng yeii to" thie'u t inh on dinh do sfl tac 
dpng ciia ca nhflng ye'u to chu quan va khach 
quan. 

1.1.1. Doanh thu vd ty trong ddng gdp vdo 
GDP 

• Doanh thu 

Nhiing thong kfl da chflng minh sfl phat 
trien cua nganh ban le Viet Nam. Theo Bp 
Cong thfldng: doanh thu ban le giai doan 
2005 - 2011, binh quan tang 27%/ nam. Td'ng 
mflc ban le va doanh thu dich vu tieu dung 
nam 2011 ciia Viet Nam udc t inh dat 2004,4 
nghin ty ddng (gin 96 ty USD), tang 24,2 % 
so vdi nam trfldc, neu loai trfl ye'u to gia thi 
tang 4,7%. Sang nam 2012, td'ng mflc Iflu 
chuyfln hang hda ban le va dich vti dat tren 
2,32 ty ddng, tang 16% so vdi nam 2011. Ne'u 
loai bd yeu to tang gia, td'ng mflc Iflu chuyen 
hang hda ban le tiich vu nam 2012 chi tang 
6,2% so vdi 2011. 

• 7^ trong ddng gop vdo GDP 

Ty le ddng gdp ctia ban budn va ban le vao 
GDP ngay cang tang va ehiem ty trpng ldn 
trong cac nganh kinh te d Viet Nam {nam 
2005 la 13,32% thi de'n nam 2010 da tang len 
14,43%). Hang nam, mflc tang trfldng cua 
nganh ban le dat 20% trfln ca nfldc (TP Hd 
Chi ^ ^ n h la 40-42%. Ha Npi la 13%) 

1.1.2. Quymd 

Sd' lUdng cae thanh p h i n kinh te', cac 
doanh nghiflp tham gia kinh doanh chuoi 
siflu thi cflng tang len nhanh chdng, gdp 
p h i n vao viec tang so' Ifldng cac doanh 
nghiep tham gia khu vflc kinh tfl' dich vu. Vi 
du tai thi trfldng Ha Ndi. so lUdng doanh 
nghiflp t ang tfl 1.730 doanh nghiep vao nam 
1998 len 18.981 doanh nghiep nam 2008 
(tang Ien ga'p 11 lan). Trong dd, so Ifldng 
doanh nghiep thfldng nghiep chie'm ty le ldn, 
dae biet la cac doanh nghiep ban le. So'Ifldng 
cac doanh nghiflp trong khu vflc kinh te 
ngoai nha nfldc va doanh nghiep FDI tang 
Ifln nhanh chdng va ludn cd ty trpng ddng gdp 
cao trong tong mflc ban le hang hda va doanh 
thu dich vu tiflu dung cua toan thanh phfl'. 

Sfl' lao dpng trong nganh ban budn, ban le 
nhieu thfl 3, chi sau nganh ndng nghiep -
lam nghiep - thuy san va nganh cdng nghiep 
ehfl' bie'n, ehfl' tao vdi hdn 5,5 trieu ngUdi 
trong hdn 49 trieu lao dpng trong ea nfldc, 
ndi each khac efl 9 lao ddng thi cd mpt lao 
ddng lam viflc trong nganh ban bufln, ban le. 

Trong tfl'ng mflc ban le hang hda va dich 
vu cua Viet Nam, ban le ludn gifl ty le cao vdi 
hdn 79% so vdi cac phan nganh khac nhfl 
dich vu Iflu tru, an udng chie'm khoang 11% 
va dich vu du lich chifl'm g in 10% theo sfl' lieu 
nam 2010. Ban le hien dai tie'p tue phat trien 
manh tai Viet Nam vdi gan 640 sieu thi va 
100 trung tam mua s im. Kflnh ban le truyen 
thdhg chuyen minh, thay doi ve cha't dfldi ap 
lflc canh tranh. Dfl'n cudi nam 2010, Viet 
Nam cd gan 8.600 chd cac loai. 

1.2. Xu hiidng phdt trien 

Viet Nam la mdt trong nhflng thi trfldng 
ha'p d i n dau tfl hang d i u trong linh vflc ban 
le vdi Ifldng ngfldi tiflu dflng dflng dao; thi 
trudng kinh doanh chudi sieu thi edn sd khai, 
mdi chi chifl'm khoang 20% thi p h i n so vdi 
cle hinh tbflc kinh doanh truyen thd'ng. Tap 
doan Tfl va'n toan c lu AT Kearney trong bao 
cao thudng nifln nam 2010 da danh gia thi 
trudng ban le Viet Nam td'c dp tang trUdng 
cao (trung binh hang nam khoang 20%) va 
mflc dp canh t ranh chUa gay g i t vdi mdt quy 
mfl thi trUdng day ha'p d in: 57% dan so' dUdi 
25 tud'i, 80% dan sd' dp tud'i 15 - 25 srt dung 
internet. Theo thong ke g in day cua Google, 
nhiing ngudi dung internet d Viet Nam danh 
nhi lu thdi gian trong ngay cho viee tim kiem 
thdng tin tren mang internet. Day la thdng 
tin quan trpng cho cac chudi sieu thi trong 
viflc quang ba hinh anh, uy t in cua chufli qua 
cac mang xa hpi, qua website eua siflu thi va 
cac quang eao online khac. 

Linh vUc kinh doanh chudi sieu thi dUde 
danh gia la edn ra't mdi me d thi tnidng Viet 
Nam. Cac nha kinh doanh Viet Nam dang 
cdn nhieu han che' ve kien thfle chuyfln mfln, 
kha nang ngudn Itic, kinh nghiem kinh 
doanh, nen day thtic sU la cd hdi dau tu cho 
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Danh gia chat iirang djch vu 

cac nha kinh doanh trong va ngoai nfldc cd 
tam nhin, cd nang lflc, bie't n i m b i t nhanh cd 
hdi, dac biet la trong thdi diem khiing hoang 
kinh tfl' hien nay. 

Tai cac quoc gia phat trien trfln thfl' gidi, 
thdng thfldng vdi 100.000 ngfldi dan se cd 
trung tam thfldng mai ldn; 10.000 ngfldi dan 
se ed mpt sieu thi va 1.000 ngfldi dan tren 1-
3 ctia hang tifln ldi. Dfla tren cic so' lieu 
thdng ke tren, Td'ng thfl ky Hiep hdi ban le 
Viet Nam cho r ing ban re hifln dai d Viet 
Nam v ln cdn xa mdi dap flng nhu clu. \ ^ vay 
thi trfldng ban le v l n cdn ra't nhieu khoang 
trd'ng cho cae nha d iu tU trong va ngoai 
nfldc. 

Cac ddng lflc eua nganh ban le Viet Nam 
dd la dan sd' tUdng ddi tre vdi anh hudng cua 
internet, truyen hinh, du lich..., lam tang 
nhu clu mua s im, nha't la phan khuc khach 
hang cd ldi sd'ng hien dai, dac biet ua thich 
cac san pham cdng nghfl cao. Ngoai ra, qua 
trinh dd thi hda va phong each sd'ng edng 
nghiep se lam tang nhu c lu tifln ldi, tiet 
kiflm thdi gian. Ngfldi tieu dung Viet Nam 
thdi hien dai khdng ehi quan tam dfl'n gia ea 
hdp ly ma cdn cd nhu cau eao ve dp tfldi mdi 
cua san pham, hoat dpng khuye'n mai, an 
toan, phuc vu than thien va chu dao. 

1.3. Thdch thiic 

Tinh hinh kinh te sut giam, thu nhap cua 
ngfldi lao ddng ba'p bflnh, ty le tha't nghiep va 
ty Ifl thie'u viec lam tang da anh hudng dfl'n 
sflc mua cua dan cfl. Theo bao cao ciia sieu 
thi Intimex, nam 2014 tri gia mdt gid hang 
thanh toan d sieu thi Intimex trung binh la 
300 nghin ddng, nhUng sang nam nay ehi cdn 
270 nghin dong/gid. Trong nam qua, mdt sd 
nha ban le npi mdt p h i n vi ddi vd'n, mpt phan 
do thie'u kinh nghiem khdng ludng trUdc dUdc 
nhflng rui ro, lam thi phan cua minh hi stit 
giam nhfl Fivimart, Intimex. Cac doanh 
nghiflp ban le ngan ngai dau tU ma co cum 
lai, mdt sd siflu thi da rut bdt diem ban hang 
de' tap trung nang cao cha't lupng diem ban 
hang chinh cua minh. 

Theo Hiflp hdi Siflu thi Ha Ndi, hien tren 
dia ban Thu do cd khoang 60 cd sd kinh 
doanh dudi dang siflu thi. NhUng nfl'u ra soat 
ky theo 4 tieu chi quy djnh ve quy mo, cha't 
lUdng hang hda, dich vu, dieu kien dam bao 
an toan thi cd gan nita khflng dat tieu ehuln. 
Dac biflt, riflng ve cha't lUdng h i n g hda trong 
sieu thi thi kha pho bien hifln tUdng buong 
long quan ly, nhieu sieu thi kinh doanh san 
pham kem cha't lUdng, qua han sti dung, 
khdng ro nguon gd'c xua't xfl... song vln 
khdng bi phat hien, xii ly hoac khung phat 
qua nhd. 

2. D a n h g ia c h a t Iflping d i ch vu ta i cac 
siflu t h i d H a Noi 

2.1. Muc tieuy nhiem vu dieu tra khao 
sdt 

De cae doanh nghiep dich vti cd t h i ton tai 
dfldc, dieu can nhat la nang cao cha't Ifldng 
dich vu, trong bd'i eanh kinh tfl' chfla hdi phuc 
nhu hifln nay, die'u nay lai cang cin thie't hdn 
bao gid he't khi ma khach hang ngay cang 
thdng minh hdn trong tieu dung dich vu. 
Linh vtic ban le cfl mdi nam lai cang thflm 
phan canh t ranh gay gat hdn. Dieu dd ddng 
nghia vdi viflc khach hang cd nhieu sti liia 
chon hdn bao gid he't, va ho cung trd nen ken 
chpn ndi mua hdn. Van ngfldi ban may ra 
mdi ed t ram ngfldi mua - va nhflng ngfldi 
mua nay cang ngay cang lpc loi va thdng thai 
hdn. Nhflng khdng phai doanh nghiep n&o 
cting thoa man dfldc nhu clu cua ngfldi tieu 
dflng. Trfldc thfle t rang dd, mtic tiflu chu yfl'u 
cua eude dieu tra, khao sat la phan tich nhan 
td' de xem nhan to nao thfle sfl anh hfldng 
den viflc do Ifldng cha't Ifldng dich vu, kiera 
dinh thang do danh gia cha't Ifldng dich vu 
cua doanh nghiflp ban le tai thanh phd Ha 
Npi, tfl dd xSy dflng nfln md hinh hoi quy bdi 
vdi bie'n phii thudc la ch^t Ifldng dich vii cua 
cae sieu thi, cung vdi cae phifl'u dieu tra thu 
thap dfldc tfl mdt vai doanh nghiflp ban le tfl 
dd de xua't cho cac doanh nghiep giai phip 
quan ly eha't Ifldng cho dich vu sieu thi trfln 
dia ban thanh phd" Ha Ndi. 

16 Nghiin aiu Kinh Iff sff 446 - Thing 7/2015 



Danh gia chat iirang djch vu 

2.2. Ddi tUdng dieu tra 

Xua't pha t tfl ly do tren, chiing tdi chpn hai 
nhdm dd'i tfldng de khao sat: 1) nhdm khach 
hang tiflu dung hang hda ta i cac sieu thi va 
2) nhdm doanh nghiep. 

Vdi nhom khach hang, chung tdi thu thap 
thdng tin tfl phdng van trflc tie'p cac ddi 
tfldng phdng va'n b i n g bang eau hdi. Viflc thu 
thap m l u bang each tifl'p can va phdng va'n 
trflc tie'p khach hang ca nhan mua s i m tai 
cac sieu thi Big C, Coopmart, Unimart, Hapro 
mart, Intimex ... Tong so' m l u thu ve la 155 
mlu, khdr^ cd mau nao bi loai. Vdi cd m l u la n 
= 155 m l u - dam bao so Ifldng m l u phu hdp 
cho phfldng ph ip phan tieh nghifln cflu. 

Vdi nhdm doanh nghiep, do viee bao mat 
thdng tin eua cae doanh nghiep nen d ddi 

tfldng nay, chflng tdi chi tiieu t ra dfldc 10 
doanh nghiep ban le. Du ed m l u khdng du 
ldn, nhflng nhdhg thdng tin cua cae doanh 
nghiep nay eung phan nao cho ehung ta thay 
hp nhan thfle ve" viec nang cao chat lupng 
dich vu trong cac doanh nghiflp cua minh 
nhfl the' nao. 

2.3. Phiidng phdp nghien citu 

2.3.1. Thang do 

De tai nghien cflu stf dung thang do cha't 
Ifldng dich vu eho nganh sieu thi tai thanh 
phfl' C in Thd nam 2012 cua Pham Le Hdng 
Nhung va nhdm tae gia. Thang do eac thanh 
phan cha't Ifldng dieh vu bao gdm 5 thanh 
ph in : hang hda, nhan vien, trflng bay, mat 
bang va an toan trong sieu thi dfldc do ludng 
b ing 20 bie'n quan sat nhfl sau: 

Tieu chi 

Hang hi5a 

Nhan vien 

Tnmg biy 

M^l b ^ g 

An toan 

Thanh phan 

Hang tieu diing hang ngay rSt ddy dii 

C6 nhi^u mat hang d^ lua chpn 

Hing hoa c6 nhan mdc, xuift xii ro rang 

Co nhi^u mat hang m ^ 

Nhan vifln ludn s ^ sang phuc vu ban 

Nhan vifln phuc vu nhanh nhen 

Nhan vien giai dap tan tinh nhQng thac mlc 

Nhan vien trang phuc gpn gang, lich thidp 

Nhan vien ra't vui ve, than thien 

Am nhac va dnh sang trong sieu thi rSt tflt 

Hang hda tnmg bdy de tim 

Bang chl din hang hfla ro rang 

Qudy, ke tu thi^t kg thudn tifln 

Thie't bi thanh toan hifln dai 

Khflng gian siflu thi rflng rai 

Khu vuc mua sdm sach se, thoang mdt 

Bdi giii xe rflng rai 

He thflng ph6ng chay chua chdy tot 

Ltfi thoat hi^m ro rang 

Khflng lo bi mdt c ip tai san, ti^n bac 

Ky hieu 

q4.1 

q4.2 

q4.2 

q4.4 

q5.1 

q5.2 

q5.2 

q5.4 

q5.5 

q6.1 

q6.2 

q6.3 

q6.4 

q6.5 

q7.1 

q7.2 

q7.3 

qS.l 

q8.2 

q8.3 

2.3.2. Phiidng phdp phdn tich 
PhUdng phap phan tich nhan tfl' la tfln gpi 

chung ciia mdt nhdm cae thu tue dUdc B\X 
dung chii ye'u de thu nhd va tdm t i t cac dfl 
lieu de xac dinh eac nhdm tieu chi danh g i l 

cha't Ifldng dich vu tai sieu thi d dia ban Ha 
Ndi. Phfldng phap phan tich EFA (Exploratory 
Factor Analysis) thupe nhdm phan tich da 
bien phu thudc l l n nhau, nghia la khdng cd 
bien phu thudc va bifl'n dpc lap ma nd dfla 
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vao mol tfldng quan gifla cac bie'n vdi nhau. 
EFA dung de' n i t gpn mdt tap k bifl'n quan 
sat thanh mot tap F (F < k) cae nhan td cd y 
nghia hdn. Cd sd cua viec rut gpn nay la dfla 
vao mdi quan he tuyen tinh cua cac nhan to 
vdi cac bie'n quan sat. Cd the trong cac tiflu ehi 
ve" thang do chi t Ifldng dich vu vfla trinh bay 
d trfln, ed thang do khdng anh hfldng de'n chat 
lUdng dich vtj va de kiem tra cu the dd la 
thang do nao, can thie't phai tien hanh phan 
tieh nhan td'de loai bd nd ra khdi md hinh. 

Kiem dinh dd tin eay cua thang do Cronbach's 
alpha dUdc stf dung de loai bd bie'n rac tnidc 
khi tie^n hanh phan tich. Kiem dinh dp tin eay 
cua cac bifl'n trong thang do eha't lUdng dich vu 
sieu thi tai thanh pho Ha Ndi dfla vao he so" 
kiem dinh Cronbach's alpha ciia cae thanh 
phin thang do va be sd' Cronbach's alpha cua 
mdi bifl'n do lUdng. Cac bifl'n cd he sd' tfldng 
quan td'ng - bie'n nhd hdn 0.3 se bi loai. Mpt 
thang do cd dp tin eay td't khi nd bifl'n thien 
trong khoang (0.7 - 0.8). Ne'u Cronbach's alpha 
> hoac = 0.6 la thang do cd the cha'p nhan dfldc 
v l mat tin cay. Sau khi danh gia sd bd thang 
do va dp tin eay cua cac bifl'n quan sat bang he 
sd' Cronbach's alpha, se dung cac bifl'n nay dfl 
hinh thanh md hinh hdi quy tuye'n tinh bdi tfl 
dd danh gia chung ve" eha't Ifldng dich vu cae 
sieu thi khao sat. 

Ta't ca cae ban khao sat thu dfldc dUde xvt 
ly tren p h i n me'm thong ke SPSS. 

BANG 1: Ket q u a EFA t h a n g 

2.4. Nqi dung khdo sdt 

Tfl muc tieu ban d iu , chung tdi da di ra 
nhflng ndi dung khao sat cu the nhfl sau: 

Dm vdi khach hang: thii nhdt, l^y y 
kifl'n khach hang dfl kiflm dinh thang do danh 
gia cha't Ifldng dich vu siflu thi; thii hai, danh 
gia sd bd dUa tren y kifl'n khach hang ve' ch^t 
Ifldng dich vu ta i siflu thi theo cam nhan cua 
khach hang; thU ba, tim hieu mpt so' thdng 
tin ve' nhan khau cua khach hang nhfl tuoi, 
thu nhap binh quan mdi thang va thdi quen 
mua s im tai sieu thi. 

Ddi vdi doanh nghiflp: thii nhdt, nhan 
tbflc cua doanh nghiep ve" viflc nang cao chl't 
lupng dich vu; thU hai, tim hi^u ve" mo hinh 
danh gia chat Ifldng dich vu ciia doanh 
nghiep ne'u ed. Cudi cung la nhflng khd khan 
cua doanh nghiflp trong viflc nang cao chat 
lUdng dich vu. 

Nhdm nghien cflu s^ dung hai bang hoi 
(bang hdi tham khao phan phu luc) de' \^y 
thdng tin ve" cha't lUdng dich vu tai cac sieu 
thi ban le trfln dia ban Ha Nfli. 

2.5. Phan tich kei qud khdo sdt 
2.5.1. Phdn tich ket qud khdo sdt khach 

hdng 

Sau khi thiic hifln phan tich nbfln to trfln 
p h i n mem thd'ng ke SPSS va loai bd di 
nhflng gia tri khdng phfl hdp (<0.5), s ip xep 
lai ta dupc bang sau: 

do c h a t lifcfng d i c h v u s ieu t h i 

Rotated Component Matrix' 

Nhan vien vui ve than thien 
Nhan vien giai dSp t9n tinh thac mac 
Nhan vien phuc vu nhanh nhen 
KhOng lo mat cap tai san 
Nhan vien san sing phuc vu 
He thtfng phong chay chira chay chua tdt 
Ldi thofit hî m ro rang 
Cap nhat ĥ ng mdi 
Am thanh anh sang tdt 
Nhan vien trang phijc gon gang 

Component 
1 

.816 

.788 

.703 

.643 

2 

.718 

.716 

.654 

.622 

.546 

3 4 5 
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Oanh gia chat luong djch vu , 

Rotated Component Matrix* 

Qu5y tu thudn tien 

Bang chi dan ro rang 

Hang hoa tnmg bay de tim 

Ihiet bi thanh toan hien dai 

Khdng gian rdng rai 

Khu vuc mua sim sach se thoang mat 

Bai giri xe rdng rai 

Hang tieu diing hang ngay ddy du 

Cd nhieu mat hang lua chpn 

Hang hda cd rrhan mac xuSt xii 

Component 

1 2 3 

.774 

.744 

.734 

Extraction Method: Principal Component Analysis. 
Rotation Method: Vahmax with Kaiser Normalization. 

a. Rotation converged m 7 iteranons. 

4 

.842 

.756 

.619 

— - -

5 

.786 

.759 

.557 

Nhin vao bang kfl't qua trfln, cd thfl tha'y 
loai bd 2 bifl'n quan sat la nhan vien s i n sang 
phue vu q51 va thifl't bi thanh toan hien dai 
q65 vi cd trpng so' nhan td'nhd hdn 0.5. 

Cac nhdm nhan to' mdi ed sU xao trpn cac 
thanh p h i n : 

Nhdm 1: n h a n vifln vui ve than thien, 
n h a n vien giai dap t a n t inh thae mac, 
n h a n vien phuc vu n h a n h nhen va khdng 
lo ma't e l p t a i san. Ta gpi nhdm n h a n td' 1 
nay la nhdm n h a n to' dem lai cam giac 
thoai mai de'n cho khach hang khi dfl'n sieu 
th i (factor 1). 

Nhdm 2: he thd'ng phdng ehay chfla 
chay to't. ldi thoat hiem ro rang, cap nhat 
hang mdi, am thanh anh sang td't, nhan \ ien 
t rang phuc gpn gang. Ta gpi nhdm nhfln td 2 
nay la nhdm nhan to' cung cap cd sd ha t i n g 
cho khach khi de'n siflu thi (factor 2) 

Nhdm 3: quay ke tu thifl't kfl' thuan tifln, 
bang chi d i n ro rang, hang hda t rung bay d l 
tim la nhdm nhan to vfl" tn ing bay. 

Nhdm 4: khdng gian rpng rai, khu vflc 
mua s i m sach se thoang mat va bai gifl xe 
rdng rai la nhdm nhan to mat b ing . 

Nhdm 5: hang tieu dung hang ngay day 
du, cd nhieu mat hang lfla chpn, hang hda cd 
nhan mac xua't xfl ro rang la nhdm nhan to' 
ve hang hda. 

Nhfl vay, thang do danh gia cha't Ifldng 
dich vu sau khi danh gia sd bd gdm 5 thanh 
p h i n la hang hda (HH), mat b i n g (MB), 
trflng bay (TB), cd sd ha tang (HT) va cam 
giac (CG) vdi 18 bie'n quan sat. 18 bie'n quan 
sat cua thang do cha't Ifldng dich vti siflu thi 
deu cd trpng so' nhan td' dat yflu c l u > 0.5. 

Ket qua chay kiflm dinh dd tin cay thang 
do vdi he so Cronbach's Alphavdi nhdm nhan 
to mdi sau khi thfle hifln phan tieh nhan to, 
eae thanh phan cua thang do eha't Ifldng dieh 
vu cd he so' Cronbach's Alpha nhfl sau: 

Thanh phan cha't Ifldng dich vu ve cam 
giac cua khach hang: vdi hfl so' Cronbach's 
Alpha la 0.787 > 0.7. 

Thanh phan cha't Ifldng dich vu ve mat 
ha t ing : he so Cronbach's Alpha la 0.762 > 
0.7. 

Thanh p h i n cha't Ifldng dieh vu ve mat 
trflng bay hang hda he so" Cronbach's Alpha 
la 0.761> 0.7 
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Danh gia chat mong djch vu 

Thanh phin cha't Ifldng dieh vu vfl mat 
mat bang hfl sd Cronbach's Alpha la 0.785 >0.7 

Thanh phan cha't lUdng dich vu ve" mat 
hang hda he sd Cronbach's Alpha la 0.7 = 0.7 

Nhu vay, vdi nhdm nhan td' mdi s i p xe'p 
sau khi phan tieh nhan to" de"u cho ke't qua 
kiem dinh Cronbach's Alpha >0.7 tflc la 
khdng cd bie'n quan sat nao bi loai va thanh 
do phfl hdp de do ludng cha't lUdng dich vu tai 
cac siflu thi. 

Sau khi ki^m dinh dp phu hdp cua thang 
do, nhdm tac gia tien hanh hdi quy bdi vdi 
cac bien nhfl sau: 

Bifl'n phti thudc la cha't Ifldng dich vu 
eua siflu thi (trong bang hdi n i m d cau 2 
p h i n thdng tin danh gia, trong SPSS nhap 5 
bifl'n q9) 

Bifl'n ddc lap la cam giae an toan cua 
khach hang (Cic), cd sd ha t i n g cung cap cho 
khach hang (HT), trflng bay 2 (TB2), mat 
bang 2 (MB2) hang hda 2 {HH2). Do mdi bien 
trfln dfl'u cd cac yfl'u to' ca'u thanh di do Ifldng 
nen mdi bifl'n de"u la'y t rung binh cdng cua cac 
yfl'u td ea'u thanh nen nd. 

Chay so lieu trfln p h i n mfl'm SPSS thu 
dfldc ke't qua sau: 

Coefficients^ 

" 
Model 

1 

(Constant) 

cam giac an 

toan 

CO sd ha tSng 

tnmg bay 2 

mat bang 2 

hang hda 2 

Unstandardized 
Coefficients 

B 

3.519 

.248 

.318 

.185 

.129 

.131 

Std. Error 

.048 

.050 

.047 

.053 

.054 

.052 

Standardized 
Coefficients 

Beta 

.337 

.451 

.235 

.161 

.171 

t 

72.712 

5.013 

6.716 

3.482 

2.372 

2.499 

Sig. 

.000 

,000 

.000 

.001 

.019 

.014 

95.0% Confidence Interval for B 

Lower Bound 

3.423 

.150 

.224 

.080 

.021 

.027 

Upper Bound 

3.615 

.346 

.411 

.291 

.237 

.235 

a. [)ependent Variable: anh chi co hai long v^ chSt luong dich vu. 

Model 

I 

Regtession 

Residual 

Total 

Sum of S<|ijares 

28.869 

40.771 

69.640 

df 

5 

130 

135 

Mean Square 

5.774 

.314 

F 

18.410 
Sig. 

.000' 

1. Dependent Variable: anh chi c6 hai 16ng v^ chSt lirong dich vu. 
b. Predictors: (Constant), hang hoa 2, co sd ha t ^ g , cam giac an toln, UVng bSy 2, mat bang 2 

Model Summary' ' 

Model 

1 

R 

.644' 

R Square 

.415 

Adjusted R 
Square 

.392 

Std. Error of 
the Estimate 

.56002 

Change Statistics 

R Square 
Change 

.415 

F Change 

18.410 

dn 

5 

df2 

130 

Sig.F 
Change 

.000 

Durbin-
Watson 

2.060 

a. Predictors: (Constant), hang hoa 2, co s6 ha tSng, cam gî c an toan, tnmg bay 2, mat bang 2 
b. Dependent Variable: anh chi co hai I6ng v^ chJft luong dich vu. 

Vdi hfl so xac dinh bdi R" = 0.415 , du he so' 
nay nhd hdn 0.5 nhflng ed the kh ing dinh 
r i ng 41,5 % sti thay doi ve danh gia cha't 

Ifldng dich vu cua khach hang dd'i vdi sieu thi 
do anh hfldng ctia 5 yeu to cam giac, ha t ing, 
trflng bay, mat b i n g va hang hda gay ra. 
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Danh gia chat luong djch vu . 

Kiem dinh gia thiet ve dp phfl hdp cua md 
lunh: 

Gia thie't HO: R^=0 

Gia thie't HI : R ^ O 

Gia tri thdng ke F trong bang la 18.410 
vdi mfle y nghia 0.0001 ta an toan bac bd gia 
thie't HO, tflc md hinh hdi quy tuye'n tinh xay 
dflng dfldc phfl hdp vdi tong the. 

Kifl'm dinh tflng he sd CG, HT, TB, MB va 
HH trong mfl hinh: xet tha'y mflc y nghia cua 
thdhg kfl t trong bang tren deu <0.05 vdi 
tflng gia tri cua t va he sd' trong md hinh nfln 
cd the bac bd gia thifl't HO, hay ndi cac khae 

cac bien ma ta da xay dflng hoan toan anh 
hfldng d^n cam nhan vfl" chat Ifldng dich vu 
eua khach hang. 

Nhfl vay, vdi md hinh hdi quy xay dflng 
dfldc d tren ta cd the dung p h i n nao dfl do 
Ifldng chat Ifldng dich vu eiia cac sieu thi dfla 
vao cac yfl'u td' nhdm ye'u to' dem lai cam giac 
thoai mai cho khach hang, nhdm yeu to cung 
ca'p cd sd ha tang cho khach, nhdm ye'u td' v$ 
trflng bay, nhdm yeu td' ve mat b i n g va 
nhdm ye'u td've hang hda. 

Danh gia ve cha't lUdng dieh vu eiia cac 
siflu thi: ta cd bang sd'lieu sau: 

statistics 

N 
Valid 

Missing 

Mean 

Std. Error of Mean 

Median 

Mtxle 

Std. Deviation 

Variance 

Minimum 

Maximum 

Sum 

Anh/chi CO hai long ve chat lirong dich vii 

138 

17 

3.5580 

.06086 

4.0000 

4 0 0 

.71499 

.511 

2.00 

5.00 

491.00 

— - - — 

Anh/ch i c6 h a i l ong ve c h a t lUcfng d i ch vu 

Tfl bang so" Ueu va do thi ed the tha'y, cd 
47,1% y kien khaeh hang ddng y vdi cha't 
Ifldng dich vu cac siflu thi hifln nay, cd 39,9% y 
kifl'n trung lap vfl" cha't Ifldng dieh vu ctia cac 

sieu thi. Nhfl vay, cac sieu thi ra't can quan 
tam dfl'n cha't Ifldng dich vu eua minh. 

Mpt so' thdng tin khac doanh nghiep can 
quan tam nhfl: 41,6% sd ngfldi dfldc hdi 
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Ddnh gid ch^t luang djch vu 

thfldng di sieu thi g in nha, 32,5% sd ngfldi 
dfldc hdi di siflu thi cd nhieu hang hda, 9,7% 
tien d dau thi di siflu thi d da'y, 7,8% di sieu thi 
cd nhieu dich via di kem. 

2.5.2. Phdn tich kei qud khao sdt doanh 
nghiep 

Trong cae doanh nghiep dfldc khao sat, da 
so nhan thfle cua quan tri ca'p cao trong cdng 
ty vfl" viflc quan ly va danh gia cha't Ifldng dich 
vu chi dflng lai d mflc binh thfldng/trung lap. 
Cd duy nha't Cdng ty May tinh Tr in Anh la 
ddng y, tflc cac riha quan tri ca'p cao cd nhan 
thfle vfl" viec nang cao chit Ifldng dich vii. Vdi 
nhflng cdng ty dfldc khao sat, md hinh hp dung 
de danh gia chat Ifldng dich vu la do Ifldng y 
kien khaeh hang ve" cha't Ifldng dich vti cua 
cdng ty (chiem 2/10 cdng ty), tuy nhifln viee 
thfle hien cung khflng thfldng xuyen, ehi tien 
hanh theo ddt hoac theo quy. 

Ve" mflc dp tham gia eua lanh dao ca'p cao 
cua edng ty vao hoat ddng quan ly cha't Ifldng: 
chi ed nhflng cdng ty ed vd'n ldn, da p h i n nao 
tao dupe uy tin tren thi trfldng thi lanh dao 
ca'p cao mdi quan tam de'n va'n de" nay, cdn vdi 
cdng ty nhd da phin la khdng. 

Ve chi phi eho eha't lupng: cac cdng ty dfl"u 
s in sang ehi mpt khoan tien nha't dinh vao 
viec den bu thiet hai ciia nhiing san pham ldi, 
hdng cho khach hang, nhUng da p h i n ne'u ldi 
do nha cung cap thi cdng ty se giii tra hang va 
cd'ging han che'tdi da khoan de"n bu nay. 

Tieu chi flu tien khi lfla chpn nha cung cap 
tai eac cdng ty la cha't Ifldng td't va gia ca canh 
tranh. 

Ve cac tiflu chuan dfl'i vdi nhan vien phuc 
VIJ true tie'p khach hang, da phan cac edng 
ty deu quan tam dfl'n thai dp phuc vu cua 
nhan vifln phai nhiet tinh, than thifln hay 
nhu T r i n Anh: 

- Thiic hien theo quy t ic: 1. Khach hang 
ludn ludn dung. 2. Ne'u KH sai, nhin lai difl"u 1 

- Cd thai dp ti'ch ctic khi tie'p xuc vdi khach 
hang: ludn mim cudi va tdn trpng KH 

- Ludn l ing nghe va tha'u hi^u tam tu cung 
nhu mong mud'n ciia khach hang. 

Vfl" cac dich vti ma cdng ty cung ca'p cho 
khach hang, vdi eac sieu thi dien may thfldi^ 
cd thflm mua hang t ra gdp; cdn lai da phin la 
phieu mua hang, hda ddn VAT, giao hang 
mien phi (< 20 km), thanh toan b ing the 

Thdi gian giao hang cham nha't cua cac sieu 
thi thudng la trong ngay. Va trung binh mot 
thang thudng cd 1 - 5% ldi phan nan cua 
khach hang vfl" viflc cdng ty khong thiic hien 
dung cac cam kfl't dieh vu, tuy nhifln con so' 
nay thtic tfl' cd th^ Ifln de'n 15% d mdt sd'siSu 
thi. 

Vfl" khd khan trong viflc nang cao cha't lflpng 
dich vu, da sd' nhan vien cho r i ng la do thieu 
sfl bao trd va ung hd ctia lanh dao, cdn lanh 
dao lai eho r i ng do khdng giam sat dfldc nhan 
vifln va thifl'u tai lflc. 

Trong cac cdng ty dfldc hdi, bfl phan 
marketing/kfl' hoach hoac bp phan cham s6c 
khach hang thfldng la bd phan chiu trach 
nhiem tnic tie'p ve viee kiem soat va danh giS 
cha't Ifldng, trfl Tran Anh cd bd ph^n KCS/ 
quan ly cha't Ifldng lam viflc nay. 

3. Giai p h a p n a n g cao cha t Ifldng dich 
vu t a i cac s i eu t h i 

Tfl kfl't qua nghifln cflu nflu trfln, nhdm 
nghien cflu de xua't cae giai phap sau: 

ThU nhdt, ehieh Ifldc nang cao cha't Ifldng 
dich vu ciia cac siflu thi can tap trung vko 5 
nhan td' ca'u thanh chat Ifldng dich vu da dfl* 
danh gia va kiem dinh thdng qua f kien khdeh 
hang. Cu the, tnidc hfl't di dat dfldc sfl hai long 
ctia khach hang ve ch^t Ifldng dich vu cin t̂ o 
cho khach hang cam giac thoai mai bing vifc 
nhan vien vui ve, tan tinh giai dap thic mSc 
cua khach hang va khach hang phai khdng lo 
ve tai san cua minh hi mat elp. Tie'p theo, 
phai dam bao v l cd sd ha tang nhfl cd he thong 
phdng chay chfla chay, Ifli thoat hiflm, luoii 
cap nhat hang hda mdi, am thanh anh sing d§ 
tao mdi trfldng cho khach lfla chpn hang h6a 
va trang phuc nhan vien gpn gang. Tfldng td 
vdi cac yfl'u to ve" trflng bay, mat bing, va hang 
hda. Trong cae thang do k^ tren, cd sd ha ting 
la thang do chifl'm ty trpng ldn nha't vdi hfl so 
ciia thang do la 0,318, tfle sfl thay doi cua 
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Danh gia chat luang djch vu .. 

nhan to' nay anh hudng de'n cam nhan vfl" 

cha't lUdng dich vu nhieu hdn cac nhan tfl' 

khac. Tie'p theo la deh cam giae an toan eua 

khach hang vdi he so" la 0,248; tn ing bay la 

0,185, mat bang la 0,129 va cufl'i eung la 

hang hda vdi 0,131. Danh gia chung ve cha't 

lUdng dich vii sieu thi, chi ed 47,1% khaeh 

hang td ra hai long (ddng y) nfln cac doanh 

nghiflp cang phai khflng ngflng nang cao cha't 

Ifldng dich vu cua minh de dat dfldc de'n mflc 

cao nha't ciia thang do. 

Tha hai, cac nha quan t n ca'p cao ctia cac 

siflu thi can nang cao nhan thfle eua chlnh 

ban than ve viflc nang cao eha't Ifldng dich vu 

va cd nhflng dpng thai tich ciic va ro rang 

hdn n h i m nang cao eha't Ifldng nay. Cha't 

Ifldng dich vu chi dfldc thfle hifln va trien 

khai sudn se khi cd sfl ddng thuan tfl t ren 

xudng dfldi cua cac ca'p trong sieu thi, khong 

nen do ldi cho ba't ky ca'p nao do khd khan 

trong viflc duy tri va nflng cao cha't Ifldng. 

ThU ba, tfl viflc nflng cao nhan thfle nhfl 

tren, eae sieu thi can thfldng xuyfln thfle hifln 

viflc danh gia va do lUdng cha't Ifldng cha't 

Ifldng dich vu trong siflu thi. Day la viee can 

lam thfldng xuyen va moi luc (online) ehfl 

khdng phai la dfldc thfle hien theo quy hay ed 

ddt thi mdi iam. Va d^ danh gia dfla vao y 

kifl'n khach hang, c i n sii dung thang do nhfl 

da phan tich d trfln. 

Tdm lai, ke't qua nghien cflu d tren dfldc 

thfle hien d cac sieu thi tai Ha Ndi vdi so" 

phifl'u khao sat khdng tap t rung tai mdt sieu 

thi nao ma n i m rai d iu nen kfl't qua nghifln 

cflu dam bao t inh tong the cua m l u . Vdi 5 

thang do va 18 bie'n quan sat nhfl de tai da 

kiem dinh cd the se khac ne'u thdi gian, dia 

diem thfle hifln nghien cflu khac, tflc la se cd 

sfl thay dd'i trong cac bidn do Ifldng, Do dd, 

cac sieu thi e in thfle hien d i n h gia cha't 

Ifldng dich vu tai siflu thi minh d nhflng thdi 

diem khae nhau de thfldng xuyen n i m bat 

dfldc cha't lUdng dich vu minh dang eung ca'p 

cho khaeh hang d dau./. 
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