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TOM TAT:

Dua trén phan tich k&t qua khéo sit, nghién citu chi ra cic nhan td 4nh hudng d&n sy hai long
clia khdch hang d6i vdi hé thdng siéu thi MM Mega Market trén dia ban TP. Pa Ning. Mau
nghién cttu dudc thu thap tir 130 khdch hang trén dia ban thinh phd Pa Ning. K&t qua phan tich
md hinh hdi quy cho thdy 4 nhan t chinh 4nh hudng dé&n su hai 1ong ctia khdch hang, bao gdm:
Chatlugng hang héa (1), Cd s& vat chit (2), Chuong trinh khuy&n mii (3), Ning luc phuc vu (4).

Tw khéa: sy hai long, chat lugng dich vu, khiach hang, siéu thi MM Mega Market, TP.

ba Ning.

1.bit van dé

Xa hoi ngay cang phat trién, vi vay nhu ciu va
nhitng mong mudn khich hang ngay cang cao,
trong d6 viéc mua hang § siéu thi ngay cang dugc
khich hang quan tdm va ludén c¢6 nhitng sy lya chon
ki cang hon. P6i v6i doanh nghiép, trong hoat dong
kinh doanh s& mudn cé dugc sy hai long va ddnh
gi4 tot nhat tir khach hang.

& Viet Nam kinh doanh siéu thi ra ddi md ra
mdt loat clra hang van minh, hién dai, thay ddi théi
quen mua hang & cic tiéu thuong chd, déng gép
vao sy phat trién kinh t€ clia dit nudc. Theo thdi
gian, cac siéu thi khong ngiing cai thién va nang
cao chat lugng dich vu dé d4p ting yéu cau cia
khich hang.

Vi tinh hinh canh tranh hién nay, cic si€u thi

272 S6 10 - Thang 5/2024

rat phdi quan tAm dé&n sy hai long cta khach hang,
tir chi't lugng san phadm, ning luc phuc vu clia nhan
vién, gid cd, cic chuong trinh khuy&n mai... Ngoai
viéc thay d6i vé cach thitc quan ly, siéu thi rit can
thi€t phdi nim bit dudc nhitng y&u t& d4nh hudng
dén chat lugng dich vu thdng qua ¥ kién tir céc
khdch hang. Do vay, tdc gid ti€n hanh nghién ctu
cdc nhan t& 4nh hudng d&n sy hai long, qua dé gitp
cho siéu thi c6 cdi nhin cu thé hon vé hoat dong dau
tu, kinh doanh, gia ting thi phan.

2. Cd sé 1y thuyé&t va phuong phap nghién citu

2.1. Co'sé'ly thuyét

Theo Kolter & Keller (2006), sy hai [ong nhu
1a mot cAm gidc hai 1ong hodc that vong clia mot
ngudi bing k&t qua clia viéc so sdnh thyc t&€ nhan
dugc ctia sin pham (hay két qua) trong m&i lién
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hé vGi nhitng mong dgi cua ho. Khdi niém nay da
chi rd riing, sy hai 1ong 13 sy so sdnh giita 1gi ich
thuc t€ cdm nhan dudc va nhitng ky vong. N&u 1gi
ich thuc t€ khong nhu ky vong thi khach hang sé&
tha't vong. Con néu 1¢i ich thuc t& ddp tng véi ky
vong da dit ra, khach hang sé hai long. Néu lgi
ich thuc t&€ cao hon ky vong ctia khach hang, sé&
taora hién tugng hai long cao hon hodc la hai 1ong
vugt qua mong doi.

Theo Parasuraman et. al. (1988), c6 5 nhan t6 4nh
hudng dén sy hai long clia khdch hiing, bao gdbm:

+ Su tin cdy (Reliability): Kha ning cung ung
san phdm chinh x4c, diing gid va uy tin;

+ Mic do ddp iving (Responsiveness): day la
nhén t§ do ludng kha ning gidi quyé&t vAn dé nhanh
chéng, x{ 1y hiéu qua cdc khi€u nai, sin sang gitp
dd khdch hang va ddp ting nhu ciu clia khach hang;

+ S ddm bdo (Assurance): diy 12 y&u td tao nén
sy tin nhi€m, tin tudng cho khdch hang dugc cam
nhan thong qua su phuc vu chuyén nghiép, ki€n
thitc chuyén mon gidi, phong thai lich thiép va kha
ning giao tiép tot;

+ Su cdam thong (Empathy): 1a kha nang cung
cAp sy quan tim, chim séc khach hang, sy doi xit
chu d4o t6t nhat moi lic, moi noi;

+ Phutong tién hitu hinh (Tangible): vé bé ngoai
clia co s& vat chat, trang thiét bi, nhan su va cédc tai
liéu truyén thong, phong thdi clia ddi ngii nhian
vién, tai liéu, sdch huéng din va hé thong thong tin
lién lac.

Theo quan diém ctia Oliver (1997), sy hai long
ctia khdch hang la sy phan Gng clia ngudi tiéu diing
ddi véi viec ddp tng nhitng mong mudn cta ho.
Chung quan diém nay, Zeithaml & Bitner (2000)
cho riing, “su hai long clia khdch hang 13 sy ddnh
gid clia khach hang thong qua mdt sin phim hoic
dich vu d4p ng dudc mong mudn va yéu ciu clia
ho”. Khdi niém nay di cu thé héa vé “su hai long
ctia khach hang” Ia sy ddnh gia dudc do ludng dya
trén san phim hoic dich vu. Theo quan diém nay,
¢6 5 nhan & 4nh hudng d&n sy hai long, d6 1a: tinh
hudng; c4 nhan; gid cé; chit lugng dich vu va chat
lugng san pham.

Dua trén nhitng c¢d s& 1y thuyét va tham khio
mdt s6 md hinh nghién citu thuc tién, tdc gid dua ra
m6 hinh nghién ctu dé xudt nhim tim ra sy tic
dong clia mdt s& nhan & d€n sy hai 1ong clia khiach
hang ddi véi hé thong siéu thi MM Mega Market
tai Da Nang. (Hinh 1)
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2.2. Phuong phdp nghién ctiiu

2.2.1. Nghién ctiu so by

Nhém thuc hién trao d6i y ki€n véi hon 20
khdch hang vé nhitng nhin t& 4nh hudng dén su
hai 1ong d6i v4i siéu thi thong qua bang cau hdi
thdo luan. K&t qua trao ddi cho biét, nhitng nhan
t0 c6 dnh hudng dén sy hai long ctia khach hang
gdm: Chi't lugng hang héa, co s§ vat chat, gid ca,
chuong trinh khuy&n maii, ning lyc phuc vu. Trén
cd s& nghién citu 1y thuyét va thuc hién trao ddi y
ki€n v6i khach hang, ddng thdi thuc hién tham
khdo y ki€n vdi cdc chuyén gia trong linh virc ban
hang, tic gia da dua ra md hinh nghién cdu ly
thuy&t véi 5 nhan t6 dnh hudng va 26 bi€n quan
sat. Nhém chuyén gia ma tic gia lua chon dé trao
ddi y ki€n la cdc trudng phong kinh doanh ciia
cong ty d€ c6 cdi nhin diing din chinh xdc vé van
dé nghién ctu.

C4c bién quan sit clia cdc nhan td nhu sau:

+ Chdt luong hang héa: CLHH 1a mot trong
nhitng y€u t6 quan trong hang diu ddi vdi céc siéu
thi. CLHH dugc do lugng bdi 4 bi€n quan sit:
CLHHI - sy da dang, phong phd; CLHH2 - tinh
dam bédo an toan vé sinh; CLHH3 - han st dung lau
dai; CLHH4 - ngudn g&c xuat x( rd rang.

+ Co 56 vat chdt: CSVC duge do ludng bdi 4
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bi€n quan siat: CSVCI - bdi dd xe rong rii, CSVC2
- hé thdng bdo quin hang héa t6t, CSVC3 - mdy
méc trang thiét bi hién dai, CSVC4 - khong gian
mua hang rong rai thodng mat.

+ Gid cd: GC dugc do ludng bdi 4 bi€n quan
sat: GCI - gid ré, GC2 - ¢6 tinh &n dinh, GC3 - phi
hop véi chdt lugng hang héa, GC4 - mang tinh
canh tranh.

+ Chuong trinh khuyén mai: CTKM dugc do
ludng bdi 4 bién quan sat: CTKM1 - da dang va phu
hop v6i thi hi€u clia ngudi tiéu dung, CTKM?2 -
hang héa khuy&n mai chat lugng t6t, CTKM3 - cdc
CTKM héap din, CTKM4 - dd s& lugng hang
khuy€&n mii dp ng nhu cau ctia khach hang.

+ Ndng luc phuc vu: NLPV 13 nhan td 4nh
hudng 16n d€n sy hai long cta khich hang duge do
luding béi 5 bién quan sat: NLPV1 - Nhan vién c6
kinh nghiém, NLPV2 - thai do vui vé va lich su,
NLPV3 - dn mic gon gang sach s&, NLPV4 - dap
ng nhu cu cda khach hang nhanh chéng, NLPV5
- nhiét tinh va quan tAm d&€n khach hang

+ Su hai long: SHL dudc do ludng bdi 4 bién
quan sat: SHL1 - ti€p tuc lwa chon mua sim, SHL2
- gi6i thi€u cho ban be ngudi thin, SHL3 - 1a sy lva
chon uu tién khi mua hang siéu thi, SHL4 - trung
thanh vdi siéu thi trong thdi gian tdi.

2.2.2. Nghién ctiu chinh thiic

Nghién cttu dugc ti€n hanh d6i véi khach hang
d&n mua hang tai siéu thi trong khodng thdi gian
tir thang 01/2024 dén thang 03/2024. Phuong phdp
chon miu ngiu nhién don gidn. Kich thu6c mau
t6i thi€u cho mo hinh hdi quy da bi€n dudc tinh
theo cong thitc N = 8*var + 50. Trong d6: N la kich
thudc mau, var 1a sd bi€n ddc 1ap dua vao md hinh
hdi quy. Vay tong s6 miu clia bai nghién citu la N
= 8*5 + 50 = 90 phi€u. D€ ting tinh t8i wu, tic gia
diéu tra v6i s6 phi€u phat ra 13 130 phi€u, thu vé
130 phi€u hgp 1€.

Toan bod s lieu duge xi 1y véi sy hd trg cla
phan mém SPSS 22.0. Khéi dau dit liéu dugc ma
héa, lam sach, sau d6 dugc phan tich véi cidc cong
cu dinh lugng gdm: Phuong phdp phan tich do tin
cdy Cronbach’s Alpha, Phan tich nhan t6 khim
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phd EFA, Phan tich tuong quan vd Hoi quy boi
tuyén tinh.

3. K&t qua va danh gia

3.1. Két qua

3.1.1. Kiém dinh do tin cdy Cronbach’ Alpha ciia
cdc tiéu chi do luong

Dua 26 bi€n quan sit ctia 5 nhan & doc 1ap va 1
nhén t6 phu thudc vao phan tich. Sau hai 1an phan
tich k&t qué tir 26 bi€n ban dau con 25 bi€n, bi€n
CSVC 2 khong ddm bio yéu cau nén bi loai.

K&t qué cudi cung nhu sau:

- Thang do CLHH c6 hé s6 Cronbach’s Alpha
tong = 0.851, 5 bién quan sit déu c6 Cronbach’s
Alpha trong khodng 0.792-0.841.

- Thang do CSVC c¢6 hé s& Cronbach’s Alpha
tong = 0.758, 3 bién quan sit déu c6 Cronbach’s
Alpha trong khodng 0.648-0.679.

- Thang do GC c6 hé s6 Cronbach’s Alpha tdng
= 0.802, 4 bi€n quan sit déu c6 Cronbach’s Alpha
trong khodang 0.697-0.781.

- Thang do CTKM c6 hé s6 Cronbach’s Alpha
tong = 0.785, 5 bién quan sit déu c6 Cronbach’s
Alpha trong khodng 0.709-0.772.

- Thang do NLPV c6 hé s& Cronbach’s Alpha
tong = 0.858, 5 bién quan sit déu c6 Cronbach’s
Alpha trong khodng 0.815-0.849.

- Thang do SHL c¢6 hé s6 Cronbach’s Alpha t&ng
= 0.682, 4 bi&n quan sit d&u c6 Cronbach’s Alpha
trong khoang 0.536-0.681.

TAt cd 25 bién quan sit déu c6 nhin t6 phu
thudc dat hé sd tin ciy cao (> 0.8), ddng thdi hé so
tuong quan bién - tdng clia cac nhan t& déu 16n hon
0.3. Do d6, tit cd 25 bi&€n quan sat phi hgp dugc
dua vao phan tich nhan t6 khdm pha EFA.

3.1.2. Phan tich nhén t6 khdam phd EFA

Sau khi phéan tich Cronbach’s Alpha, st dung
phuong phdp rat trich Pricipal Components véi
phép quay Varimax d€ phan tich riéng 1 nhan t&
phu thudc va 5 nhan td doc lap,ta c6 két qua nhu
Béng I:

Vi di€u kién ctia hé s tdi nhan 6 1a 0.5, sau 1
1an phin tich nhan t6 phu thudc Sy hai long, ta thu
dugc két qui nhu Bang 1. Tir k&t qua d6, c6 thé
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Bdng 1. BAng phén tich EFA

Nhan to
1

SHL1 814
SHL2 .750
SHL3 .691
SHL4 .620
Hé s6 KMO .640
Sig. 000
Théng sé Eigenvalues 2.086
Phan tram téng phuong sai trich 52.150%

thay ti't cd 4 bi€n quan sit ca nhan t6 déu ddm bao
dugc diéu kién (> 0.5) va hoi tu vé mot nhém duy
nhat. Ngoai ra, trong ki€ém dinh KMO va Bartlett, ta
c6 hé s6 KMO 12 0.640 (0.5 < KMO < 1), kiém dinh
Bartlett 1a 120.615 v6i mic y nghia Sig. = 0.000 (<
0.05) cho thiy phan tich nhan t& kham ph4 Ia phu
hop. Trong phan tich tdng phuong sai trich thu dugc
thong s6 Eigenvalues 1a 2.086 > 1 va tdng phuong
sai trich 12 62.150 % (> 50%) nghia 12 nhan t6 SHL
giai thich dudc 62.150 % su bién thién clia dif liéu.
D6i v6i cdc nhan t6 doc 1ap, sau 2 1an phan tich

EFA, két qua con lai 17 bién quan sit dudc nhém
thanh 4 nhém. Nhan t6 Gid cd c6 cdc bi€n quan sit
khdng ddm bdo hé so tdi nén bi loai. Hé s6 KMO 1a
0.854 (0.5 < KMO < 1), kiém dinh Bartlett 1a
1869.122 v6i mic y nghia Sig. = 0.000 (< 0.05) nén
viéc phan tich nhan t6 khim phd nay thich hgp véi
dit liéu nghién citu; thong s6 Eigenvalues c6 gia tri
12 1.080 > 1 va tdng phuong sai trich 12 63.874%
(>50%) nén gidi thich dudc 63.874% sy bié€n thién
clia dif liéu, nhu vay viéc gidi thich cia cdc yéu to
12 kha tot.

Nhan t6 1 dit tén 12 Chat lugng hang héa
(CLHH) gdm 5 bi€n vdi hé s& tai tir 0,587-0,874.

Nhan t6 2 dit tén 12 Cd s6 vat chiat (CSVC) gbm
3 bi&n vdi hé s6 tai tir 0,660 -0,754.

Nhan t6 3 dit tén 12 Chuong trinh khuy&n maii
(CTKM) gbm 4 bi&n véi hé s6 tai tir 0,658-0,777.

Nhan t6 4 dit tén 12 Niang luc phuc vu (NLPV)
gdm 5 bi&n vé6i hé so tdi tir 0,631 -0,779.

3.1.3. Phén tich tuong quan va hoi quy

Pua cdc nhan t6 dugc hinh thanh sau khi phan
tich EFA, gdm: 4 nhin t§ ddc 1ap va 1 nhin t&
phu thudc vao ti€n hanh phén tich tuong quan dé
hdi quy md hinh. Vé6i két qui phan tich tuong
quan 12 Bdng 2 ta th'y 4 nhan td ddc 1ap c6 tuong

Bdng 2. Phdn tich tuong quan

Correlations
SHL CLHH CsvC CTKM NLPV
Pearson 1 -0.02 612** .669** 0.106
SHL

Sig. (2-tailed) 0.797 0 0 0.176

Pearson -0.02 1 -0.001 0.098 B74*
CLHH

Sig. (2-tailed) 0.797 0.993 0.213 0

Pearson 612** -0.001 1 633* -0.015
CsvC

Sig. (2-tailed) 0 0.993 0 0.85

Pearson .669** 0.098 633* 1 0.133
CTKM

Sig. (2-tailed) 0 0.213 0 0.089

Pearson 0.106 674 -0.015 0.133 1
NLPV

Sig. (2-tailed) 0.176 0 0.85 0.089

**_ Correlation is significant at the 0.01 level (2-tailed).
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quan vdi nhan t6 phu thudc (r > 0.3) véi mic y
nghia  Sig. = 0.000 (< 0.05), cu thé: CLHH,
CSVC, CTKM, NLPV.

DPua 4 nhan t6 sau khi phan tich tuong quan vao
phan tich hdi quy. Ti€n hanh phan tich hdi quy 1
14n, ta c6 k&t qua hdi quy nhu Bang 3, cu thé: ca 4
nhan t6 CLHH, CSVC, CTKM, NLPV déu c6 ¥
nghia thong ké (Sig. < 0.05), cd 4 nhan & déu c6
dnh hudng tich cyc, trong d6 nhan t6 CTKM la c6
tdc dong 16n nhit v6i Beta = 0.182. V6i gid tri R?
hiéu chinh = 0,601; nghia 13 60.1% sy bién dong 1a
do tdc dong tir 4 nhan t6 nay. (Bang 3)

toan... Ly gidi vé k&t qua ndy, mot phan do miu
nghién cttu dai dién cho tdng thé 1a qud nhd dé
thong ké chinh xdc, do vay két qua clia bai nghién
ctru nay chi 1a mot trong nhitng dir liéu thong tin
mang tinh tham khdo va hd trd cho siéu thi. D&
hoan chinh cho huéng nghién citu ti€p theo, cin tim
ra cdc nhan t6 bén ngoai tic dong d&n sy hai long
ctia khach hang di véi siéu thi Mega Market dé c6
cdi nhin ddy dd va khdch quan, 1am cd s& cho viéc
dua ra cdc chi€n lugce kinh doanh ctia siéu thi.

4.Kétluan

Bainghién cttu da tim ra 4 nhan t6 c6 tdc dong

Bdng 3. Phan tich héi quy

. Hé s& chua chuén héa Hé s& da chuén héa _ Da cdng tuyén
Nhén t& — T Sig.
B Sai s6 chuan Beta Tolerance VIF
(Constant) 775 216 1.794 .256
1 CLHH 162 071 157 2.279 .024 .681 1.589
2 CSvC .280 .064 .090 2.266 011 599 1.670
3 CTKM 453 .069 182 2.409 017 599 1.670
4 NLPV .355 .064 31 2195 .000 629 1.326
Re 0.601
Hé s6'Sig.F .000

3.2. Danh gid

Nghién citu da dua ra dudc 4 nhan t§ c6 4nh
huéng d&€n Sy hai long clia khach hang d6i véi siéu
thi. K&t qué da gidi thich dugc 60,1% su bién dong
clia Sy hai long 1a do 4 nhin t6 ndy tic dong, con
39,9% 1a do sy tdc dong clia cdc nhan t6 bén ngoai
ma trong pham vi dé tai chua dé cap dugc nhu: dich
vu hd trg, nghé thuat trinh bay, phuong thic thanh

TAILIEU THAM KHA O:

dén sy hai 1ong ctia khdch hang d6i v6i hé thong
siéu thi MM MEGA MARKET, la: Chit lugng
hang héa, Co s§ vat chit, Chuong trinh khuyén
mii, ning lyc phuc vu. Trong d6, nhan t6 Chudng
trinh khuyén maii 1a tdc dong manh nhit, ti€p
dén 1a chat lugng hang héa, ning lyc phuc vu,
cudi ciing 1a cd s vat chdt 1a nhan t6 tdc dong
y€unhdtm
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A STUDY ON THE FACTORS AFFECTING
THE SATISFACTION OF CUSTOMERS WITH THE MM MEGA
MARKET SUPERMARKET SYSTEM IN DA NANG CITY

® MAI THI HONG NHUNG
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ABSTRACT:

This study explored the factors affecting the satisfaction of customers with the MM Mega
Market supermarket system in Da Nang city. In this study, research samples were collected from
130 customers in Da Nang city. The study’s regression analysis results showed that there are four
factors affecting the satisfaction of customers with the MM Mega Market supermarket system,
including: quality of goods, facilities, sales & promotion programs, and service capacity.

Keywords: satisfaction, service quality, customers, MM Mega Market supermarket, Da Nang.
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