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Tom tit

Sau khi Viét Nam gia nhdp WTO vao nam 2009, cdac nha ban lé néi dia dang doi
mat trudc suc ép canh tranh ngay cang lon tw cac tdp doan ban lé nuoc ngoai da co
mat trén thi truong Viét Nam. Trong $6 do, cira hang tién ich GS25 la mot trong muoi
nha ban lé uy tin tai Viét Nam va la doi thi canh tranh trén thi truong ban lé. Tuy
nhién, so véi cdc doanh nghiép lau nam, chudi cira hang tién ich GS25 con nhiéu diém
yéu, quy trinh vin hanh chwa phit hop nén GS25 can xdc dinh cdc yéu t6 anh hirong dén
sw hai long cua khach hang vé chat lwong dich vu tai cura hang. Muc dich cia nghién
ciru 1 déanh gid sw hai long cia khdch hang vé dich vu tai GS25, tinh Binh Duwong. Pé
dwa ra mot sé gidi phdp ndang cao s hai long ciia khdach hang doi véi cira hang. Duwa
trén phwong phdp dinh tinh théng qua phong vin chuyén gia va phwong phdp dinh
liwong thong qua khdo sdt ngdu nhién 265 khach hang da sir dung dich vu ciia GS25
trén dia ban tinh Binh Dwong. Nghién ciu dwa ra 3 gidi phdp cho 3 bién dong cdm,
nang lwc phuc vu va sy thudn tién.

Tir khéa: Binh Duong, chit lwong dich vu, cira hang GS25, su hai long
Abstract

ASSESSMENT OF CUSTOMERS’ SATISFACTION WITH SERVICE
QUALITY AT GS25 CONVENIENCE STORE IN BINH DUONG PROVINCE

After Vietnam's accession to the WTO in 2009, domestic retailers faced great
challenges in the face of increasing competitive pressure from foreign retail groups in
Vietnam. Among them, GS25 convenience store is one of 10 reputable retailers in
Vietnam and a competitor in the retail market. However, compared with long-standing
businesses, the GS25 convenience store chain still has many weaknesses, and the
operation process is not suitable, so GS25 needs to identify the factors affecting
customer satisfaction on service quality at the store. This study aims to assess customer
satisfaction with services at GS25, Binh Duong province. Thereby offering solutions to
improve customer satisfaction with the store. Based on qualitative method through expert
interviews and quantitative method through random survey of 265 customers who have
used GS25's services in Binh Duong province. The study offers 3 solutions for 3 variables
of empathy, service capacity and convenience.
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1. Pit van dé

Trong bdi canh hdi nhép kinh té toan ciu, thi trudng ban 1é & Viét Nam dang bung
nd véi su canh tranh chua timg c6. Theo thong ké, thi trudng trong nudc hién c6 khoang
hon 8.500 chg, 800 siéu thi, hon 1500 trung tam thuwong mai cac loai hinh va hon 2 tri¢u
ctra hang c6 quy mé gia dinh trén toan qubc (B6 Céng Thuong, 2021). Mot diém dang
luu y 1a su bién tudng cua cac ctra hang tién ich va si€u thi mini. Xuét hién tai thi
truong Viét Nam cach day khoang hon chuc niam nhung dén nay mé hinh nay méi thuc
su duoc ngudi tidu dung chu ¥ va dan thay thé ctra hang tap hoa trude chién luge kinh
doanh bai ban cua cac thuong hiéu qudc té va su gia nhap cia cac don vi trong nude.

Hién nay ca nudc c¢6 hon 2.000 ctra hang tién 1gi va si€u thi mini vdi cac thuong
hiéu ndi tiéng nhu Circle K, FamilyMart, VinMart, Mini Shop, GS25,.. va con ) nay s€
tiép tuc ting trong nhirng nam téi. Su phét trién bung nd vé sé luong cira hang tién loi
da kéo theo su canh tranh khdc 1iét cia loai hinh ctra hang nay. Bén canh d6, canh tranh
mo hinh ctra hang ndy ngay cang gay gat khi cac nha dau tu trong va ngoai nudc dua
nhau mé chudi ctra hang, dau tu cong nghé, nang cao dich vu dé c6 chd dung trén thi
truong ban 1é & Viét Nam. Trong s6 do, Cura hang tién lgi GS25 1a mdt trong 10 nha ban
1é uy tin tai Viét Nam va 13 d6i thu canh tranh trén thi truong ban 1é. Tuy nhién, so voi
cac doanh nghiép c6 tén tudi thi chudi cira hang tién loi GS25 van con nhiéu diém yéu,
quy trinh van hanh chua hoan hao. Lam rd kha ning canh tranh ctia chudi ctra hang va
xé4c dinh diém manh, diém yéu, co hoi va thach thic 12 mt nhiém vu quan trong ddi véi
GS25 hién nay dé cai thién kha nang canh tranh cua dich vu tai ctra hang va sy hai long
ctia khach hang. Xut phat tir nhitng 1y do trén ma nhom tac gia chon nghién ciru “Danh
gia sy hai long ctua khach hang vé chat lugng dich vy tai cura hang tién lgi1 GS25 trén dia
ban tinh Binh Duong”. Muc dich ciia nghién ciru nham danh gia su hai 1ong ciia khach
hang vé dich vu ctia GS25 trén dia ban tinh Binh Duong.

2. Tong quan nghién ciru

Luong Gia Mén (2021) tién hanh nghién ctru khao st nham nang cao mirc do hai
long cua khach hang ddi vé6i chat lugng dich vu cua chudi cira hang tién loi FamilyMart.
Qua viéc thuc hién khao sat va phan tich trén dbi twong 14 250 miu quan sat két qua cua
nghién ctru cho thay 2 nhan t6 c6 anh huéng dén sy hai long dén khach hang 16n nhét
chinh 1a san pham va gia ca, trong d6 3 yéu té con lai c6 muc tac dong trong duong
nhau. So vé6i nghién ciru cia Nguyén Phuée Huyén va Ha Nam Khanh Giao (2022)
kham pha hanh vi mua hang bc dong cua ngudi tiéu dung tai Hé théng siéu thi Co.op
Mart tai TP.HCM bang cach khao sat 312 khach hang va két qua phan tich bang phan
mém SPSS20. Két qua nghién ctru cho thay cac yéu t6 anh huong dén hanh vi mua sim
ngau nhién cua khach hang theo thir tw quan trong 12 cim nhan cam quan, cach bay tri
siéu thi, tai liéu tham khao, thiét ké va trang tri trung bay, nhan vién. Con nghién ctru
ctia Van Dtrc Tan (2021) nhim do ludng chat luong cta dich vu chudi ctra hang tién loi
TP.HCM. Nghién ciru di duoc tién hanh thao luan nhom tap trung. Nghién ctru dinh
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lwong tac gia thu thap mau khao sat bai 1.000 khach hang. Két qua ctia nghién ctru cho
théy chét luong cua dich vu chudi cira hang tién lgi cia TP.HCM bao gé)m: uy tin, ti€n
loi, trung bay, kha ning phuc vu ciia nhan vién, thai do, sy dong cam, chinh sach.

Ngoai ra Habaragoda & Wathsala (2021), dé diéu tra tac dong cta chat luong dich
vu dén sy hai 1ong cua khach hang tai cac siéu thi ¢ Sri Lanka. Téng cong c6 300 ngudi
duoc hoi d3 duge khao sat dé xac dinh cac khia canh chét luong dich vu quan trong.
Céc gia thuyét nghién ctru di duoc kiém chimg bai phuong phap nghién ctru tuyén tinh
bdi v6i Minitab 17. Két qua cho thiy rang tat ca 5 khia canh RSQS du c6 tac dong khéc
nhau, nhung c6 tac dong tich cuc va dang ké di voi sy hai 1ong cua khach hang. Va tit
ca cac khia canh déu 14 yéu t6 du bao quan trong dén sy hai long cua khach hang.

Trong d6 do tin ciy tac dong manh nhat, chinh sach thu hai, twong tac c4 nhan thir
ba, giai quyét van dé thir tu va khia canh vat Iy duoc phat hién 13 c6 mdi quan hé it nhat
voi sy hai long cta khach hang. Neale Slack va cs. (2020), thuc hién kiém tra tac dong
ctia chat luong dich vu va sy hai long ctuia khach hang, y dinh khiéu nai va nhay cam vé
gia, cling nhu chét luong dich vu ddi voi sy hai long cia khéach hang. Vi¢c str dung cac
phuong phap thu thap dir li¢u va théng ké khoa hoc xa hoi tir 480 siéu thi da duogc sur
dung dé phan tich mé ta va 1y luan. Két qua cho thay wu thé va mic do anh hudng tich
cuc cua su déng cam dbi véi su hai long cua khach hang ddi voi v dinh mua lai cua
khach hang va truyén miéng, va tiéu cyc ddi v6i hanh vi phan nan cua khach hang va do
nhay cam vé gid. Sy hai 1ong ctia khach hang ciing anh huéng tich cuc dén cac khia
canh thiéu kién nhan va khong trung thanh ciia khach hang.

Ngoai ra Suresh va cs. (2019) thi xac dinh va nghién ctru cac yéu t6 chinh anh
huong dén chat lugng dich vu siéu thi bang cach dién giai cong nghé ctia mo hinh cu
trac (ISM). Ho c6 thé sir dung mé hinh ISM dé kham pha va phén tich tic dong cia
MICMAC véi tri thong minh - két hop véi timg yéu té chét luong dich vu. Dich vu giao
hang, chét lugng dich vy, chi phi va do tin cay dugc xem la yéu t6 10n nhat quyét dinh
chét lugng dich vu tai céc si€u thi.

3. Phwong phap nghién ctru va mé hinh dé xuat

— Nghién ctru dugc thyc hién trén co sé két hop 2 phuong phap nghién ciru 1a
phuong phép dinh tinh va dinh lugng:

Trong phuong phap nghién ctru dinh tinh: Pugc thuc hién thong qua phong van
chuyén gia, ddi twong phong van 1a chuyén gia am hiéu vé chat luong dich vu dé diéu
chinh nhan t6 pht hop cho nghién ctru. Tir d6 khao sat so bd dua ra cac cau hoi hop 1y
cho bang khao sat.

Trong phuong phap nghién ctru dinh luong: Nhom tac gia thyc hi¢n xay dung
bang cau hoi khao sat dura trén két qua khao sat so bo, tién hanh khao sat khach hang da
mua hang tai GS25 trén dja ban tinh Binh Duong bang hinh thtrc khao sat truc tuyén. S6
phiéu khao sat hop 18 s& duoc dua vao xtr Iy va phan tich dit liéu bang phan mém SPSS.
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4. M0 hinh nghién ctru

Tir cac md hinh va cac cong trinh nghién ciru trude ddy vé su hai 1ong ciia khach
hang va tir co so 1y thuyét da hé thong dugc. Nhom tac gia quyét dinh dira vao md hinh
khoang cach chét luong dich vu ctia Parasuraman va cong su (1985) 1a m6 hinh géc
nghién ciru vé chét lugng dich vu va xét thdy mo hinh phut hop vai nghién ciru sy hai 1ong
ctia khich hang vé chit lugng tai ctra hang tién loi cho nén nhom ké thira ba nhan tb:
Phuong tién hitu hinh, Sy tin cay, Nang luc phuc vu, va dé tao thém diém mai va su khac
biét so vdi cac nghién clru trude ddy nhom lya chon thém moé hinh nghién ctru cua Vian
Puc Tan (2021) vé “Po luong cac yéu td anh huong dén chit lugng dich vu chudi ctra
hang tién loi trén dia ban Thanh phé H6 Chi Minh”, ké thira 3 nhan t6: Sy ddng cam,
Chinh sach, Sy tién loi lam mé hinh chinh. Vi véy tac giai dé xuit mé hinh duéi day:

Phirong ti¢n hiru hinh Sw dong cim

SU HAI LONG CUA Chinh sach

Sw tin cay A\CH HANG

Niing Irc phuc vu

Hinh 1. M6 hinh nghién ciru dé xudt
Céc bién sir dung trong mo hinh duoc nghién ctru dugc tong hop tir cac nghién
ctru trude d6 két hop v6i phong van sau véi ty 16 cac chuyén gia dong ¥ tir 80% trd 1én.
Cu thé:

Bing 1. Bang cdu hdi dé xudt

Stt | Ma Thang do Ngudn bang

héa ciu hoéi
HH |PHUONG TIEN HU'U HINH

1 | HH1 | Cua hang c6 trang thiét bi, may moéc hién dai va hoat

dong tot. M6 hinh

2 | HH2 | C6 khu an udng tai chd. chit lugng dich vu cua

Parasuraman (1985).

3 | HH3 | BO tri, sdp xép, trung bay san phim bit mat, dé tim kiém.

4 | HH4 Déng phuc nhén vién gon gang, lich thi¢p tao phong
thai chuyén nghiép.

5 | HH5 | Ctra hang c6 bang gia day du, minh bach, 15 rang. Dabholkar va cong su (1996)
va két qua nghién ciru thao
ludn ctia Vian Dc Tan (2021)
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TC |SU TIN CAY
6 | TC1 | GS25 ludn thyc hién dung phuong cham hoat dong M6 hinh chit lugng dich vu
da cam két tir trude. cua Parasuraman (1985)
7 | TC2 | GS25 Iudn ldng nghe, quan tam ¥ kién khach hang va gidi
quyét mot cach thda dang.
8 | TC3 | GS25 dam bao vé chat luong hang hoa. Dabhokar va cong su (1996)
- - - va két qua nghién ciru thao
9 | TC4 | GS25 dam bao vé mat khuyén mai, quang cao. luan ciia Van Dic Tén (2021)
PV |NANG LUC PHUC VU
10 | PV1 |Nhan vién ctia GS25 ludn than thién, vui vé, lich sy va ton M6 hinh chit lugng dich vu
trong khach hang. cua Parasuraman (1985)
11 | PV2 | Nhan vién GS25 luén san sang phuc vu khach hang.
12 | PV3 | Nhan vién GS25 du kién thuc dé tra 101 giai dap thic
mic ctia khach hang.
13 | PV4 | Nhan vién thau hiéu tdm 1y khach hang. Dalhokar va cong su (1996)
14 | PV5 |Nhan vién tinh tién nhanh chéng, chinh xac. va ket qua nghién ctru thdo
luén cta Van Buc Tan (2021)
PC |[SUDPONG CAM
15 | BC1 | GS25 ludn quan tim dén khach hang. M0 hinh chét luong dich vu
— ; cta Parasuraman (1988)
16 | BC2 | GS25 hi€u rd nhitng nhu cau cua khach hang.
17 | BC3 | GS25 bd tri mang ludi va thoi gian phuc vu thuén lgi cho
khach hang.
18 | BC4 | Khach hang thong cam cho nhitng sai sot cta clra hang. Plooy va cong sy (2012) va
19 | BC5 |Khéach hang sin sang mua & mic gia cao hon dé duy tri hoat |Nagar (2016) va két qua
dong cua cira hang. nghién ctu thao ludn Van
Dbuc Tan (2021)
CS |CHINH SACH
20 | CS1 |Ctra hang c6 chinh sach wu dai danh cho khach hang quen Dabhokar va cong su (1996)
thudc phu hgp, thu hut. va két qua nghién ctru thao
21 | CS2 | C6 cac chuong trinh khuyén mii ap dung cho mot s6 lun ctia Van Dire Tan (2021)
san pham va thay dbi theo timg thang, thoi diém trong nam.
22 | CS3 |Cira hang co chinh sach dbi tra thiét thuc, phu hop.
23 | CS4 | Cira hang c6 chinh sach thu hat khach hang méi hiéu qua.
24 |CS5 |Ctra hang co chinh sach hau méi t6t.
TL |SU TIEN LOI
25 |TL1 |Vitri ctra hang thudn tién dé mua sim. Vo Thi Lan (2013) va két
26 |TL2 |Vi tri cira hang gan nha Anh/Chi. qua nghién ctru thao luan
27 |TL3 |Cira hang c6 thoi gian phuc vu phu hop. cua Van Duc Tan (2021)
28 |TL4 |Thoi gian phuc vu cua cura hang tao sy thoai mai cho
Anh/Chi.
HL |SU HAI LONG
29 |HL1 | Anh/Chi cam théy thoai mai yén tam khi mua sdm tai GS25. | VO Thi Lan va cong su
30 |HL2 | Anh/Chi sé& tiép tuc mua tai ctra hang GS25. (2013).
31 |HL3 Aph/Chi s€ gioi thiu cac cua hang tién 1gi phuc vu 24h nay
deén ban be va nguoi than.
32 |HL4 | Anh/Chi hai long véi chét luong dich vu tai GS25. Ibrahim va cs. (2013); Van

Duc Tén (2021)

(Nguon: Tdc gia tong hop, 2023)
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5. Két qua nghién ctru

5.1. Thong ké mé ti

Sau qué trinh khao sat thir & hoan thién bang hoi phuc vu khéao sat chinh thirc da
tién hanh khao sat 265 mau. T4t ca cac ciu hoi trong bang héi khi thiét ké trén Google
Form déu yéu cau "bét budc" dap vién phai tra 10i nén khong cé trudng hop dap vién tra
101 thiéu. Sau d6 tién hanh kiém tra cic mau nghién ciru, khong loai bd miu nao va dua
265 mau vao phan tich xtr 1y.

Vé ddi tuong khao sat: Tac gia lwa chon khach hang da timg mua hang tai GS25
trén dia ban tinh Binh Duong.

Bing 2. Thong ké mé ta

Pic diém S6 hrong quan sit | TF 1€ (%)
GiGi tinh Nam 118 445
Nit 147 55.5
Pé tubdi <18 33 12.5
18 —22 117 442
23 —35 78 29 4
=35 37 14
Nghé nghiép Hoc sinh — sinh | 129 487
vién
Nhin vién vin | 67 253
phong
Lao déng phd théng | 27 10.2
Khéc 42 15.8
Thu nhap <5 triéu/thang 119 449
5 — 10 triéu/thdang | 57 215
11 — 20 tridu/thang | 62 234
=20 triéu/thang 27 102
Pia diém cira hang | TP. Thudn An 79 298
di mua TX. Bén Cat 42 158
TP. Di An 76 287
TP. Thu Du Mét | 68 257

(Nguén: Phdn tich dir liéu tir diéu tra ciia tac gia, 2023)

Trong 265 ngudi tham gia thyc hién khao sat nit gi¢i chiém da sb voi s6 lugng
147 nguoi, chiém 55.5%, v6i do tudi chiém da sb 1a 18-22 tudi, chiém ty 18 44.2%. Pa
s6 1a hoc sinh — sinh vién chiém ty 48.7%, thu nhap cua ddi tuong khao sat dudi 5 tri€u
chiém ty 1& cao v6i 44.9%. Va sb luong 16n khach hang chu yéu tip trung tai cac cura
hang chi nhanh GS25 tai Tp. Thuan An véi 29.8%.

5.2. Két qud phén tich nhén té kham pha

Dé thyc hién phéan tich nhan t6 kham pha tic gia tién hang kiém dinh d9 tin cay
ctia thang do bang chi s6 Cronbach’s Alpha. Két qua thu dugc nhu sau:

76



Tap chi Khoa hoc Pai hoc Thii Ddu M6t

Bing 3. Phdn tich hé s6 Cronbach’s Alpha

S8 1(68)-2024

Nhém nhin to Thang do Cronbach’s Alpha | Hé sé trong quan bién tong
Phuong tién hitu hinh | HH1, HH2, HH3, HH4, HH5 0.783 Tir 0,460 dén 0,636
Su tin cdy TC1, TC2, TC3, TC4 0,779 Tir 0,523 dén 0,644
Nang luc phuc vu PV1,PV2,PV3, PV4 0,813 T 0,557 dén 0,693
Sur ddng cam DC1, PC2, BC3, DC4, DCS 0,831 Tt 0,580 dén 0,686
Chirth sach CS1, CS2, CS3, CS4, CS5 0,743 Tir 0,457 dén 0,563
St tién loi TL1, TL2, TTL3 0,733 Tir 0,541 dén 0,579
Su hai long HL1, HL2 HL3,HL4 0,739 Tir 0,425 dén 0,587

(Nguon: Phan tich dit liéu tir diéu tra ciia tdc gid, 2023)
Bing 4. Két qud phan tich nhan té kham pha

Component

4

LA
=3

Eirsemvalues 3,526 3.616 1983 1.702 1.407 1210
Cumulativa (P& | 11,694 22,148 32,249 432 0E4 51,438 39,402
Kaisar-Mever-Olkin Measure of Sammpline Adequacy 0,827
oo, Chi-S 2351959
Bartlett’s Test of Sphericity Df 325
Sig 0,000
Extraction Method- Principal Component Analysis.
Fotation hethod: Varimas with Ksiser Monmalization,
2. Botation comse in § perstions.

(Nguon: Phan tich dit liéu tir diéu tra cia tdc gid, 2023)
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Hé s6 Cronbach’s Alpha cua céc bién déu > 0,6 nén thang do dat tiéu chudn
(chap nhan dugc véi cac nghién ciru moi). Cac bién quan sat trong nhan t6 tac dong co
céc hé sb twong quan bién tong (Corrected Item-Total Correlation) tir 0,3 tr& 1&n nén
duoc lua chon.

Eigenvalue > 1 va tong phuong sai trich 59,402% > 50% cho thdy 6 nhan t nay
giai thich sy bién thién cua dit liéu 1a 59,402%. Véi KMO = 0.827 va Sig = 0.000 &
Bang 4 va dua vao cac tiéu chi kiém dinh Bartlett, viéc st dung EFA & nghién ctru nay
1a pht hop. Két qua phén tich ma tran xoay nhan t6 ¢4 6 nhém nhén t6 duoc hinh thanh,
cac hé sb tai nhan t6 déu dat yéu cau (> 0,5).

5.3. Phén tich hoi quy

Bing 5. Két qua hoi quy mé hinh

Coefficients?
Model Unstandardized Standardized t Sig. Collinearity
Coefficients Coefficients Statistics
B Std. Error Beta Tolerance | VIF
(Constant) J583 236 2.467 014
bC 306 .048 351 6.408 .000 643 11,554
HH 073 .046 .076 1,576 116 822(1.,216
1 PV ,208 .051 322 5,892 ,000 .64411.553
CS 056 .048 .055 1.165 245 .855]1.169
TC -,066 .046 -.070| -1.433 153 .808(1.237
TL 164 .043 .193 3.826 .000 75911.317
Model Summary ANOVA=
Adjusted R Square ‘ 0.596 F‘ 43.529| Sig| 0,000t

(Nguén: Phan tich dir liéu tir diéu tra ciia tac gia, 2023)

R? hiéu chinh = 0.592, mé hinh héi quy tuyén tinh da xay dung phu hop voi tap dit
lidu 14 59,6%. Két qua cho thiy cac bién doc 1ap co kha ning giai thich duoc 59,6% su
bién thién cta “Sy hai 1ong cta khach hang vé chat luong dich vu tai cira hang tién loi
GS25 trén dia ban tinh Binh Duong”, con 41,4% con lai dugce gii thich bdi1 nhitng nhan
td khac chua duoc nghién ctu. Kiém dinh Durbin-Watson dugc thuc hién véi hé sb
bang 1,678 cho phép két luan cac bién doc 1ap khong co sy tu tuong quan véi nhau.

Kiém dinh ANOVA cho thay tri théng ké F = 43,529 voi gi tri Sig. nho hon rat
nhiéu so voi 0.05 cho phép bac bo gia thuyét Ho cho rang tit ca cac hé sé hdi quy bang
0 (ngoai trir hang sb), mo hinh hdi quy tuyén tinh bdi clia nghién ctru phu hop véi tap
dit liéu va co thé sir dung duoc.

Két qua hoi quy cac bién HH, CS, TC bi loai vi ¢6 Sig lan lugt 1a 0,116; 0,245;
0,53 déu > 0,05. Hé sd VIF céc bién doc lap déu nho hon 10. Nhu vay khong c¢é hién
twong da cong tuyén xay ra.
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Phuong trinh hdi quy chuin héa c6 dang
SHL = 0,351DC + 0,322PV + 0,193TL

Hé s6 hdi quy chuén hoa cho biét tim quan trong cua cac bién doc 1ap trong mod
hinh. Theo két qua xir 1y, 3 bién doc lap c6 Beta lan luot 1a 14 0,351; 0,322; 0,193 diéu
nay c6 nghia 13 voi 100% cac yéu td tac dong dén Sy hai 10ng cua khach hang, bién Su
déng cam chiém 35,1%, bién Nang luc phuc vu 32,2%, bién Su tién lgi minh chiém
19,3%. Trong do6, cac thanh phan tac dong dén Su hai long cua khach hang c6 thir tu
quan trong: Manh nhét 1a Su dong cam (PC = 0,351), ké dén 1a Nang luc phuc vu (PV
=0,322), cudi cling yéu nhat 1a Su tién loi (TL = 0,193).

5.4. Kiém dinh sw khdc biét

Bdng 6. Kiém dinh su khdc biét vé gioi tinh

Test of Homogeneity of Variances
HL
Levene Statistic dfl df2 Sig.
1,047 1 263 307
ANOVA
HL
Sum of Squares df Mean Square F Sig.
Between Groups 841 1 841 2.276 133
Within Groups 97.210 263 370
Total 98.051 264
(Nguén: Phan tich dir liéu tir diéu tra ciia tac gia, 2023)
Bdng 7. Kiém dinh su khdc biét vé nhém tuéi
Test of Homogeneity of Variances
HL
Levene Statistic dfl df2 Sig.
.823 3 261 A82
ANOVA
HL
Sum of Squares df Mean Square F Sig.
Between Groups 405 3 135 361 781
Within Groups 97.646 261 374
Total 98.051 264

(Nguén: Phan tich dir liéu tir diéu tra ciia tac gia, 2023)
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Bing 8. Kiém dinh su khdac biét vé nghé nghiép

Test of Homogeneity of Variances

HL
Levene Statistic dfl df2 Sig
1.476 3 261 221
ANOVA
HL
Sum of Squares df Mean Square F Sig
Between Groups 597 3 199 533 660
Within Groups 97.454 261 373
Total 98,051 264
(Nguén: Phan tich dir liéu tir diéu tra ciia tac gid, 2023)
Bdng 9. Kiém dinh su khdac biét vé thu nhap
Test of Homogeneity of Variances
HL
Levene Statistic dfl df2 Sig
.790 3 261 .500
ANOVA
HL
Sum of Squares df Mean Square F Sig.
Between Groups 365 3 122 325 807
Within Groups 97.686 261 374
Total 98,051 264
(Nguon: Phan tich dit liéu tir diéu tra ciia tdc gid, 2023)
Bing 10. Kiém dinh su khdc biét vé cira hang dd mua ciia khdch hang
Test of Homogeneity of Variances
HL
Levene Statistic dfl df2 Sig
,888 3 261 448
ANOVA
HL
Sum of Squares df Mean Square F Sig
Between Groups 2,799 3 933 2.556 .056
Within Groups 95,252 261 365
Total 98.051 264

(Nguén: Phan tich dir liéu tir diéu tra ciia tac gia, 2023)
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Sau khi phan tich cho ra két qua cac nhan khau hoc déu c6 sig > 0.05 cho thiy
phuong sai cac nhém cia cac yéu té ddng nhat va trong phan tich Anova c6 sig > 0.05
cho thdy khong c6 sy khac biét vé cac yéu tb sy hai 10ng ciia khach hang vé chit lugng
dich vu tai ctra hang tién lgi GS25 trén dia ban tinh Binh Duong.

6. Ban lun

Trén co sé 1y ludn vé nghién ctru su hai long ctia khach hang, dé tai xay dung ban
dau gdm 06 nhan t6 anh hudng dén su hai 1ong cua khach hang vé chét lwong dich vu
tai cira hang tién lgi GS25 trén dia ban tinh Binh Duong bao gdm: Phuong tién hiru
hinh, Su tin cdy, Nang luc phuc vu, Su ddng cam, Chinh sach va Sy tién loi voi tong s6
30 bién quan sat. Bang viéc guri bang ciu hoi truc tiép dén 265 khach hang st dung dich
vu ctia chudi Cac ctra hang tién lgi GS25 tai tinh Binh Duong, dir liéu sau khi dugc 1am
sach, md héa va nhap vao phan mém SPSS 20.0 dé tién hanh phan tich 265 mau khao
sat. Két qua phan tich danh gia so bo thang do va do tin cdy do ludng bang hé sb
Cronbach‘s Alpha van giit nguyén cac bién quan sat, nén tién hanh dua vao phén tich
nhan t6 kham pha EFA cho ra két qua 6 nhém bién nhu ban dau.

Sau khi phan tich nhan t6 kham pha tién hanh phén tich hdi quy bdi; ¢6 3 nhan t6
c¢6 ¥ nghia thong ké. M6 hinh cuy thé:

SHL = 0,351DC + 0,322PV + 0,193TL

Nhén té “Su dong cam” ¢o tac dong 10n nhat dén bién su hai 10ng cta ngudi tiéu
ding véi hé s6 0,351, tiép dén 1 nhan t6 “Kha ning phuc vu”. Diéu nay c6 nghia 1a
khéch hang cam nhan dugc sy déng cam va kha nang phuc vu cua dich vu va nhan vién
clia ctra hang nhiéu hon. Pong thoi sau khi da tién hanh kiém tra sy khac biét, khong co
su khéc biét nao lién quan dén cac yéu t6 thudc nhan khau hoc.

7. Pé xuit giai phap

Trén co sé c6 duogce tir két qua nghién ctru, nhdm tac gia da tién hanh dé xuat mot
s6 giai phap gop phan hd trg cho viéc ning cao sy hai 1ong cua khach hang vé chat
lugng dich vy tai ctra hang tién loi GS25 dé co thé phuc vu dugc cac nhu clu ngay cang
tang lén cua nguoi tiéu dung thudc dia ban tinh Binh Duong.

(1) Gidgi phdp cho nhém yéu té “Sw dong cam”

Thir nhat, tién hanh xay dung cac chuwong trinh PR, quang céo, khuyén mai phu
hop vé6i ting dbi tuong khach hang khac nhau va timg san pham cu thé. Thoi gian
khuyén mai pht hop, nhu vao cac ngay dic biét trong thang hay vao céac dip 1& nao do.

Thir hai: Dich vu hau mai, cham soc khach hang: ddm bao hd tro khach hang lién
tuc 24/24 khi khéach hang can sy tu van hay hd trg; Nang cao co so vat cht va dao tao,
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trao doi ki nang chuyén moén cho ngué)n nhan luc hd tro phuc vu khach hang, tao diéu
kién thuan loi cho khach hang khi ¢6 nhu cau dugc tu vén, giai dap thic mic. Vui long
dién vao trang web chinh thure va tan dung t6i da dich vu khach hang truc tuyén.

(2) Gidgi phap cho nhém yéu té “Ning lwc phuc vu”

Thir nhdt tao chinh sach khach hang: GS25 phai 4p dung chiét khau trén mdi hoa
don cua khach hang dé khuyén khich khach hang duy tri mbi quan hé.

Tht hai, Xdy dieng thém cac tiéu chudn c6 lién quan dén dich vu khdch hang: Can
xdy dung cac quy tic cu thé cho nhan vién chim séc khach hang, ddng bo tac phong,
phong cach phuc vu cta tit ca cac nhan vién & tit ca cac chi nhanh khac nhau.

(3) Gidgi phdp cho nhém yéu té “Sw tiénloi”

Ung dung cong nghé vao viéc mua sam: GS25 c6 thé thém tinh ning mua sim va
giao hang truc tuyén; va co thé thiét 1ap tinh nang kiém hang hoa ¢ kho tai chd trén thiét
bi di dong dé d& dang theo ddi sb luong san pham.

8. Két luan

Sau khi Viét Nam gia nhap WTO vao ndm 2009, cac doanh nghi¢p ban 1¢ trong
nuéc dang phai d6i mat véi nhitng thach thie vo cung 16n duoc tao ra béi 4p luc canh
tranh ngay cang khdc liét tir cac tap doan ban 1é nudc ngoai di co6 mit trén thi truong
Viét Nam. Trong do6 cé cira hang tién lgi GS25 la mot trong mudi nha ban 1€ ¢d uy tin
va c6 chd dimg viing nhét trén thi truong Viét Nam va dong thoi ciing 1a dbi thi canh
tranh trén thi truong ban 1¢. Tuy nhién, so v6i doanh nghiép da c6 tudi doi lau nam thi
chudi ctra hang tién loi GS25 van con nhiéu diém yéu, quy trinh van hanh chua phu
hop, con nhiéu sai sét. Vi vay, GS25 can xac dinh 18 cac yéu té co anh hudong dén kha
nang hai long ciia khach hang d6i v6i chat lugng dich vu hién tai cia GS25.

Bing phuong phap goi truc tiép bang cau héi cho 265 khach hang dang st dung
dich vu tai cira hang tién lgi GS25 trén dia ban tinh Binh Duong, két qua cudi cung, khi
phan tich nhan t6 kham pha tién hanh phan tich hdi quy bdi; c6 3 nhan té co y nghia
thdng ké. M6 hinh cu thé: SHL = 0,351DC + 0,322PV + 0,193TL. Tur két qua nghién
ctru da c6 dugc, nhom tac gia di tién hanh dé xuat ba giai phap nham muc dich nang
cao sy hai long cua khach hang ddi v&i chét luong dich vu tai chudi cac cira hang tién
loi GS25 thude khu vuc dia ban tinh Binh Duong. Mac du dat dugc két qua so v&i myc
tidu dé ra, nhung nghién ctru nay c6 han ché la nghién ctru méi chi thyc hién dbi véi cac
clra hang ciia GS25. Vay nén nhom tac gia can tién hanh thyc hién mot nghién ctru
khéc, nghién ctru d6i voi cac nhom siéu thi ¢6 vén nude ngoai dang kinh doanh tai thi
truong Viét Nam dé tién hanh so sanh.
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