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TOMTAT:

Nghién citu dugc thuc hién nhim x4c dinh cdc y€u t6 tdc dong dén sy hai long clia khach hang
khi mua sim tai siéu thi Emart trén dia ban Thanh phd H6 Chi Minh. Thong qua viéc thu thap dir
liéu khdo sat tir 253 khdch hang biing bang cAu hdi, tdc gia di ti€n hanh phan tich va kiém dinh
hdi quy bing phin mém SPSS d€ tim ra 6 y&u t6 tic dong d&n sy hai long ctia khach hang, d6 1a:
(1) Kha ning phuc vu ctia nhan vién, (2) Chuong trinh khuyé&n mai, (3) Cd s& vat chat, (4) Chat
lugng hang héa, (5) Gia cd cdm nhan, (6) Chat lugng dich vu dién ti. Tir k&t qui nghién citu, tic
gid da dua ra modt s6 ham y quan tri nhim nang cao sy hai long ctia khach hang.

T khéa: sy hai long, siéu thi, chit lugng dich vu dién ti.

1.Pat van dé

Nganh Bdn 1é déng vai trd quan trong trong
nén kinh t€ Viét Nam. Trong d6, khong thé khong
nhic dé€n vai trd clia cdc siéu thi. Emart Viét Nam
dudc bi€t d&€n 1a mot chudi siéu thi ban 1é ¢6 quy
md 16n va dudc ddnh gid c¢6 nén tdng kinh doanh
tot. Vai trdo ciia Emart khong dirng lai & viéc cung
cAp cdc sdn phadm cho ngudi tiéu diing ma con 1a
manh ghép quan trong d€ hoan thién mo hinh da
nganh “mdt di€m dirng, nhiéu tién ich” ma Tap
doan THACO dang theo dudi. Chinh vi vay,
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nghién cttu vé sy hai long clia khach hang khi
mua sim tai siéu thi Emart 13 cAn thi€t va cé
nhiéu tng dung trong thyc tién.

Tuy nhién, cdc nghién cifu vé sy hai long clia
khach hang khi mua sim tai siéu thi dugc thuc
hién phin 16n trén cdc khia canh: Gid cd, Chat
lugng san phim, Co s vit chat, Chuong trinh
khuyé&n maii, Khd ning phuc vu. Trong thdi dai
cong nghé so phat trién manh mé, viéc chuyén
ddi s6 duge xem 12 mot la chon hang diu dé gitp
cic doanh nghiép ban 1é phat trién bén vitng, tir
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d6 dat dugc nhitng dot phd mdi trong van hanh
hoat dong kinh doanh (LAm Tuidn Hung & Ping
Thanh Phuong, 2024). Vi vay, “Chat lugng dich
vu dién t&” 12 mot yé&u td khong thé thi€u trong
cdc nghién cttu vé sy hai 1ong khi khdch hang mua
sdm trong thdi dai nhu hién nay bdi y€u t6 nay c6
nhitng tdc dong tich dén su hai long (San & cong
su, 2020). Viéc thuc hién mdt nghién ciu trén cdc
khia canh truyén thdng vdi bd sung khia canh vé
chat lugng dich vu dién tlf s&€ mang lai nhitng déng
g6p méi va quan trong cho co s& 1y thuyé&t nganh
Bdn 1€ tai Viét Nam trong viéc cdi thién trdi
nghiém mua sim tryc ti€p va ning cao chit lugng
dich vu dién t, giip cdc doanh nghiép bdn 1é nhu
Emart nim bit xu huéng va ddp ng tdt hon nhu
cau ctia khiach hang trong thdi dai s6 héa. Tur d6,
nghién citu sé thic ddy su phat trién ctia nganh
Bédn 1& Viét Nam, ddm bdo su canh tranh va d6i
mdi lién tuc trong boi cdnh kinh t€ hién nay.

2. Co sé 1y thuyét, tdng quan nghién cifu va
mo hinh nghién citu

2.1. Co'sé Iy thuyét

Theo Kotler va Keller (2006), sy hai long la
mifc do vé trang thdi cAm gidc clia ngudi tiéu diing
thong qua viéc so séanh, d4nh gid chit lugng clia sin
phdm, dich vu sau khi st dung so véi nhitng mong
ddicia ho.

E-SQ (E-service quality) 1a ning luc clia cac ctta
hang tryc tuyén trong viéc mang dén cdc trai
nghiém mua sim tryc tuyén mot cach lién mach va
déap tng dugc sw mong dgi clia ngudi tiéu dung tai
tirng giao doan gdbm mua hang, thanh todn, giao
hang va dich vu chim s6c khich hang (Zeithaml &
cdng sy, 2009). Nhiéu nghién ctu tir Zeithaml va
cong su (2002); Yang (2007); Khan va cdng su
(2019) da chi ra méi lién hé tich cuc giita e-SQ va
st hailong cia khach hang.

Parasuraman va cong su (1988) di nhiéu lan
ki€m dinh va dua ra k&t luan Thang do Chat lugng
dich vu SERVQUAL gdm 5 thanh phin co ban:
Miic do tin cay, Muc do dap tng, Nang luc phuc vy,
Miic dd dong cAm, Phuong tién hitu hinh.

Zeithaml & Bitner (2000) da chi ra ring chat

lugng dich vu va sy hai long cia khach hang 1a hai
khdi niém khdc nhau. Sy hai 1ong ctia khdch hang
1a mot khdi niém tdng qudt va bi tic dong bdi
nhiéu y&u t& nhu sdn phidm, chit lugng dich vu,
gid cd, y€u td tinh huéng, y&u t6 cd nhan.

M6 hinh chdp nhan cong nghé TAM -
Technology Acceptance dugc Davis phat trién
vao nim 1989 d€ tim hi€u nguyén nhan vi sao con
ngudi lai tir chdi hodic chdp nhan cdng nghé thong
qua tinh hitu ich va tinh dé st dung (Davis,1989).

Ning Ivc phuc vu clia nhan vién, Chat lugng
hang héa, Chuong trinh khuy&n mai 1a cdc y&u to
c6 tac dong manh dén sy hai l1ong khi khach hang
dén céc siéu thi mua sim (Th4di Anh Tuan, 2015;
Pham Trudng An, 2017, Tran PicTai & Huynh Thi
Thuy Duong, 2023).

Theo két qua nghién cttu clia Nguyén Ngoc Han
(2023), boan Thi Thu Trang va cdng su (2022),
Wong Hui San va cdng su (2020), chit lugng dich
vu truc tuyén cé tdc dong tich cyc dén sy hai long
clia khdch hang khi mua hang tryc tuyén.

2.2. Gid thuyét nghién ciiu

Gid thuyét H1: Khd ndng phuc vu ciia nhdn vién
(KNPV) c6 tdc dong tich cuc dén su hai long ciia
khdch hang.

Theo Chanka (2014), “khad ndng phuc vu cua
nhan vién” 1a bi€u hién c6 mdi quan hé chit ché
doi v6i su hai 1ong cla khdch hang khi mua sim.
Bén canh d6, trong nghién cdu cia R.A.S.
Weerasiri (2015), Siyu Wang (2016), Tran Pic Tai
va Huynh Thi Thiy Duong (2023), Thdi Anh Tuin
(2015) ciing cho riing “kha ning phuc vu ctia nhan
vien” 12 yé&u t6 c6 tic dong dén sy hai long cla
khéch hang.

Gid thuyét H2: Chuong trinh khuyén mdi
(CTKM) c6 tdc dong tich cuc dén su hai long ciia
khdch hang.

Nghién citu cia Thai Anh Tuin (2015) khing
dinh chuong trinh khuyén maii 1a y&u t6 c6 tdc
dong manh nhat d6i véi sy hai long ctia khiach
hang. Bén canh dé, trong cac bai nghién ctu t
céc tac gid Pham Trudng An (2017), Nguyén Thi
Kim Hiép va cong su (2019) ciing cho thay
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“chuong trinh khuy&n mai” ¢6 tdc dong manh dén
khach hang.

Gid thuyét H3: C& s6 vat chdt (CSVC) cé tdc
dong tich cuc dén sy hai long ciia khdch hang.

Céc nghién cttu cia Tran Dic Tai va Huynh Thi
Thuy Duong (2023), Nguyén Thi Kim Hiép va
cong su (2019), Pham Trudng An (2017), Thdi Anh
Tuin (2015) va Siyu Wang (2016) déu chi ra dugc
y&u & “cd s& vat chat” c6 tic dong dén sy hai long
ciia khdch hang khi mua sim tai siéu thi.

Gid thuyét H4: Chdt luong hang héa (CLHH) c6
tdc dong tich cuc dén sy hai long ciia khdch hang.

Trong md hinh cta Zeithaml va Bitner (2000)
vé “Céc y€&u to 4nh hudng d&n sy hai long”, yé&u td
“chdt lugng sdn phim” dugc khing dinh cé tic
dong dén sy hai long ctia khach hang. Trong bai
nghién ctu ciia Thai Anh Tuan (2015) ciing chi ra
“chat lugng hang héa” 1a yéu t6 rat dugc khach
hang quan tAm khi mua sim.

Hinh 1: Mé hinh nghién ciiu dé xudit

[ Kha nang phuc vu clia nhan vién ]— H1+
[ Gia ca cdm nhan ]— H2+
[ Ca so vat chéat ]— H3+
(| Chuong trinh khuyén mai e
[ Chét lugng hang hoa ]— H5+
(| Chéitlugng dich vy dien ti Sk

Gid thuyét H5: Gid cd cdm nhan (GC) cé tdc
dong tich cuc dén su hai long ciia khdch hang.

Trong md hinh “Céc y€u td 4nh huéng dén sy hai
long ctia khdach hang” ciac tic gid Zeithaml va
Bitner (2000) chi ra gid cd cAm nhan 12 y&u td c6 tdc
dong dén sy hai long clia khach hang. Cac nghién
ctfu ctia Tran Pic Tai va Huynh Thi Thily Ducng
(2023), Pham Truong An (2017)
choring y€u t6 “gid cd cdm nhan” dugc khach hang

cling

quan tim va ¢6 4nh hudng d&n sy hai long ctia ho.
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Gid thuyét H6: Chdt lugng dich vu dién tit
(DVDT) c6 tdc dong tich cuc dén sy hai long clia
khdch hang.

Nhiéu nghién citu trudc diy cla Zeithaml va
cong su (2002); Yang (2007); Khan va cdng sy
(2019) da chira mdilién hé tich cuc giita chat lugng
dich vu dién tir va sy hai long ctia khach hang.

2.3. M6 hinh nghién citu

Mo hinh nghién cttu dé xudt dugc tic gid k&
thira cac két qua nghién citu tdng quan trong, ngoai
nudc, cac co sd 1y luan da duge nghién ciu trude do6
va k&t qua phdng van truc ti€p mot nhém khach
hang tai siéu thi Emart dé d& xuit mo hinh nghién
cifu gdm 6 thanh phin yéu t& bao gdm: Kha niing
phuc vu ctia nhan vién, Gid cd cdm nhan, Co sG vat
chat, Chuong trinh khuy&én mai, Chat lugng hang
héa va Chat lugng dich vu dién ti c¢6 tic dong dén
su hai long ctia khdch hang khi mua sdm tai siéu thi
Emart trén dia ban Thanh phd HO Chi Minh.

Bién kiém soat:

- Giditinh

-Po tudi

- Thu nhap

- Tan suat mua ban

¥

Su hai long clia khéach hang
khi mua sam tai Emart

Nguén: Tdc gid (2024)

3. Phuong phap nghién ctiiu

3.1. Phuong phdp nghién ctiu dinh tinh

Tdc gid st dung phuong phdp dinh tinh vi ¢6
sy k€& thira, tdng hop lai cdc yéu td tir cic md
hinh nghién cdu trong va ngoai nudc trudc do
trong bai nghién citu. Tdc gid thuc hién phuong
phdp chuyén gia thdong qua viéc phdng van va
thu thap ¥ ki€n clia chuyén gia vé cdc van dé
lién quan d€n nghién citu theo ndi dung da chuin
bi trude.
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3.2. Phuong phdp nghién citu dinh luong

Phuong phdp nghién cttu dinh lugng 14 phuong
phdp chinh dugc si dung trong bai nghién ciu.
Béng khio sit dinh lugng gdm 6 y&u t& 4nh hudng
su hai long cta khach hang khi mua sim tai Emart
dua theo thang do Likert (tir 1 - 5).

MAu nghién cttu dudc luwa chon theo phuong
phép thuin tién vi c6 thé dé dang ti€p can dugc doi
tugng khdo sét, ti€t kiém thdi gian thuc hién.

4. K&t qua nghién citu

Tdng s& bang ciu hdi phat ra 1a 267 phi€u va
thuc t€ nhan lai 1a 265 phi€u dudc trd 151 bdi cic
khdch hang mua sdm tai 3 chi nhanh siéu thi Emart
trén dia ban Thanh phd H6 Chi Minh. Sau khi sang
loc c4c phi€u khong dat yéu cau, c6 253 phi€u hdp
1é dugc dua vao xit 1y va phan tich trong phan mém
SPSS.

4.1. Kiém tra dp tin cdy ciia thang do

Theo Nguyén BDinh Tho (2014), hé so
Cronbach’s Alpha dugc chidp nhan khi nim trong
khodng 0.6 < a < 0.95 va hé s tuong quan bi€n
tong phdi 16n hon 0.3. K&t qua phén tich tir Bng 1
cho thidy cic bién diéu dat di diéu kién d€ ti€n
hanh budc ti&p theo.

BAng 1. K&t qud ki€m tra Cronbach’s Alpha
cla céc bi€n quan sat

Thang do D3 tin cay Cronbach’s Alpha

KNPV 0.895
CTKM 0.898
CsvC 0.876
CLHH 0.872

GC 0.864
DVDT 0.884

SHL 0.923

Nguon: Tdc gid (11/2024)
4.2. Phédn tich EFA
K&t qua kiém dinh Bartlett’s véi sig = 0.000 va
hé s6 KMO =0.831 >0.5 cho thdy phan tich nhan t&
1a thich hop, dat di diéu kién d€ ti&€n hanh cac budc
phan tich ti€p theo.

K&t qua bing ma trin xoay nhin t& cho thi'y hé
s6 tdi nhan t6 cla 20 bi€n quan sit déu dat yéu
cau (> 0.5). Chénh l&éch hé sd tdi nhin td cla cic
bi€n déu dat yéu cau gid tri phan biét (> 0.3). Vi
vay, k€t qua phan tich nhan t6 EFA trich dugc 6
nhin t& (y&u td) v6i 20 bi€n quan sat dat yéu cau.

4.3. Phén tich hoi quy

Phuong trinh hdi quy tuyén tinh du dodn cic y&u
t6 tdc dong dén su hai long clia khach hang trén co
s hé so beta chuén héa dugc thé hién nhu sau:

SHL =-1,793 + 0,258*KNPV + 0,293*CTKM

+0,155*CSVC +0,215*CLHH
+0,134*GC + 0,205*DVDT

4.4. Thdo ludn két qud

K&t qua nghién cttu cho thd'y mo hinh hdi quy
trong bai nghién ctu nay gdm 6 yéu t5: Kha ning
phuc vu ctia nhan vién, Chuong trinh khuy&€n mai,
Co sd vat chat, Chat lugng hang héa, Gid cd, Chat
lugng dich vu dién ti c6 tdc dong tich cuc dén sy
hai 1ong cta khdch hang. Do dé, cdc giad thuyét
H1, H2, H3, H4, H5, H6 nhu trong m6 hinh nghién
citu dé xud't dugc chap nhan.

K&t qua nghién cttu da xdc dinh dugc mic do
tdc dong cda tirng y&u td, cu thé: thi nhit 1a, y&u
t6 c6 su tdc dong manh nhat d&€n sy hai long cla
khach hang 1a chuong trinh khuyén mai véi B =
0,293; thit hai la kha ning phuc vu cia nhin vién
v6i B =0,258; thd ba 1a chat lugng hang héa véi B
=0,215; thit tu 1a chat lugng dich vu dién ti v6i B
=0,205; thit nim 12 co s vat chdt v6i B =0,155 va
cudi cling 12 gid cd cAm nhan véi B =0,134.

5.Ké&tluan

Théng qua md hinh kinh t&€ lugng véi bo dir
liéu khdo sdt gdbm 253 khdch hing mua sim tai
siéu thi Emart, k€t qui nghién citu khing dinh c6
6 y€u td tdc dong dén sy hai long clia khdch hang
d6 1a: (1) Kha niang phuc vu cla nhan vién, (2)
Chuong trinh khuy&n mai, (3) Cd s§ vat chat, (4)
ChA't lugng hang héa, (5) Gid cd cdm nhan, (6)
Chat lugng dich vu dién tir. Nhitng y&u t6 nay
cling s& déng gép vé ly luan va thyc ti&n cho cic
nha qudn tri trong viéc nang cao sy hai 1ong cla
khdch hang m
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ABSTRACT:

This study examines the factors influencing customer satisfaction when shopping at Emart
supermarket in Ho Chi Minh City. Data were collected through a survey of 253 customers using
structured questionnaires. Regression analysis and hypothesis testing were conducted using
SPSS, identifying six key factors affecting customer satisfaction: (1) staff service ability, (2)
promotions, (3) facilities, (4) product quality, (5) perceived price, and (6) e-service quality. Based
on the findings, the study provides managerial implications and recommendations to enhance
customer satisfaction at Emart supermarket.

Keywords: customer’s satisfaction, supermarket, e-service quality
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