TAP CHi CONG THUONG

GIAI PHAP NANG CAO SU HAI LONG
CUA KHACH HANG VE CHAT LUGNG
DICH VU TAI CAC SIEU THI HOA SEN HOME
KHU VUC MIEN TAY NAM BO

® NGUYEN THANH VU - LAl QUOC BAO

TOM TAT:

Cong trinh nghién ctu nay nhdm phan tich thuc trang va xdc dinh cdc yé&u t§ 4nh hudng d&n sy
hai long ctia khach hang tai siéu thi Hoa Sen Home khu vuc mién TAy Nam B0 trong thdi gian
qua. Cac thong tin dugc thu thap thong qua khio sat 248 khich hang da mua sim tai Siéu thi Hoa
Sen Home khu viic TAy Nam Bo. K&t qué phan tich hdi quy cho thiy ¢6 7 y&u t6 4nh hudng dén sy
hai long ctia khdch hang vdi mic dd 4nh huéng gidm din nhu sau: (1) do tin cay (beta = 0,217); (2)
phuong tién hitu hinh (beta = 0,199); (3) su da dang hang héa (beta = 0,182); (4) nang luc phuc vu
(beta = 0,152); (5) gid ca hang héa (beta = 0,152) va (6) thdi han giao hang (beta = 0,150); (7) suw
ddng cdm (beta = 0,139. Qua do, tdc gid d& xuat cdc gidi phap nhim nang cao sy hai long cla
khach hang tai siéu thi Hoa Sen Home trong thdi gian t6i.

T khéa: sy hai long, chatlugng dich vu, dich vu, siéu thi Hoa Sen Home, TAy Nam Bd.

1. Dat van dé

Hién nay thi trudng vat liéu xay dung cia Viét
Nam con phan ménh, chua c6 sy tip chung thong
nhat. Tai cdc dia phuong chii y&u do cdc ctta hang
truyén thong nhd, 1é ddm nhiém. Cdc sin phim
tai diy thudng gidi han vé chiing loai, thuong
hiéu, s6 lugng va khong niém yét gid ban cling
nhu cung c4p thong tin sdn pham mot cach ddy di
va minh bach. Pa phin cdc clra hang ban chuyén
vé mot s6 sdn pham nhat dinh nhu clfa hang
chuyén bédn son, ctta hang chuyén bdn gach ngoi,
clra hang chuyén bdn sit thép... Piéu nay giy ra
nhiéu sy bat tién va khé khin cho khach hang
trong viéc mua sip cdc sin phim vat liéu xay
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dung. Do d6, thi trudng doi hdi cin cé cdc cia
hang vat liéu xay dung tdp chung d€ phuc vu nhu
cAu khich hang mot cdch hiéu qui. Nhan thiy
nhu ciu va co hoi trén thi trudng, cudi nim 2020,
Tap doan Hoa Sen di cho ra ddi chudi “siéu thi
vatliéu xdy dung va ndi that Hoa Sen Home” goi
tit 12 “Hoa Sen Home”, noi khach hang c6 thé
thodi mdi lua chon céc san phdm theo nhu cau sita
chita, xdy dung cla cdc thuong hiéu uy tin da dugc
Hoa Sen bdo chiing chit lugng, véi mifc gid niém
y&t cong khai toan qudc. Hoa Sen Home 1a chudi
hé thong siéu thi ban 1& vatliéu xdy dung diu tién
tai Viét Nam. Ban diu, c6 4 Hoa Sen Home dudc
xay dung va di vao hoat dong cudi nim 2020 tai
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tinh Cian Tho. Sau hon 2 nim xiy Hinh 1: M6 hinh nghién cGu dé xudt

dung va phét trién, Hoa Sen Home di

D6 tin cay

¢6 110 siéu thi dugc xay mdi va di vao

]—H1(+)—

hoat dong trai dai cdc khu vuc trén cé
nudc nhu Mién Tay, Mién Dong,

Su dong cam

Mién Trung, Mién Bic. Trong do,
Mién Tay Nam B9 dugc xay dung véi

vao hoat dong. Doanh s6 ciing ting

trudng theo thdi gian, dinh diém quy I
niam 2022 da cdn mdc vugt 500 ty

eng e phue ]_H3(+)_ clia khach
Thoi han giao hang ]_H4(+) o> I:Z:Z \;ch:]h:tl
Phuang tién hiu hinh ]—H5(+)_ tai Hoa Sen

ddng doanh thu sdn pham thuong mai.

s6 lugng nhiéu nhit 41 siéu thi da di [
Bén canh tiém ning va k&t qua dat [

Gia ca san pham

Home
}—H6(+)— w

dugc, Hoa Sen Home van con nhitng

vin dé dang ton tai kim hadm sy phat

[ Su da dang cuia hang héa ]—H7(+)—

trién, cAn dugc luu tim va nhanh chéng
gidi quyé&t. Cu thé, viéc thu hit lugng khach hang
méi chua dat duge nhu ky vong ban dau, ty 1& khach
hang quay lai mua chua cao, doanh s& phat trién
chuta 6n dinh. Cling véi xu huéng khich hang dang
dan chuyén sang mua sim chuyén nghiép, cin
nhic k§ ludng trong quyét dinh mua va ngay cang
tré nén “khé tinh” hon d6i véi chat lugng dich vu.
Pay la nhitng vdn dé cap thiét, quan trong, 4nh
hudng sau sic tdi sy phat trién bén vitng ctia Hoa
Sen Home trong tuong lai, cAn dugc xem xét k§
ludng va cé nhitng gidi phdp quyét liét d€ khic
phuc. Khong nhitng vy, Viét Nam md cla theo
cam két clia TS chitc Thuong mai thé gisi (WTO)
v6i nhiéu nha diu to nuéc ngoai dén tir cic nudc
phéat trién khdc nhau, viéc canh tranh véi cic siéu
thi vat liéu xay dung nudc ngoai trong tuong lai 1a
diéu sém hay mudn. Ciing v6i d6 1a sy canh tranh
gay git tlf cdc cta hang vat liéu xay dung truyén
thong dia phuong tao ra ap luc khong hé nhd d6i véi
Hoa Sen Home. P& khic phuc nhitng vin dé noi tai
ctia Hoa Sen Home va d6i phé véi thach thic dén
tir bén ngoai, Hoa Sen Home cin c6 nhitng gidi
phép, nhitng hanh dong cu thé d€ lam th& nao c6
dudc sy hai 1ong cao clia khdch hang, nhim giit
chan kh4ch hang cil, ting s& lugng khdch hang méi
dén mua sim, dat muc tiéu ting trudng doanh s6 6n
dinh, bén vitng, canh tranh hiéu qua véi cdc ddi thi
trén thi trudng.

2. M6 hinh va phuong phap nghién ciu

2.1. M6 hinh nghién ciiu

Duya trén cidc két qua nghién cifu tong quan

trong va ngoai nudc, k&t qua nghién citu dinh tinh
(thdo ludn nhém) véGi cdc Trudng nganh hang, Ban
Giam ddc Hoa Sen Home, tic gid d& xudt mo hinh
nghién citu 7 thainh phin nhan t& 4nh hudng dén sy
hai 1ong clia khdch hang vé chat lugng dich vu tai
céc siéu thi Hoa Sen Home nhu Hinh 1.

2.2. Xdy dung bdang cdu hoi va thu thip dit li¢u

Nghién cttu dugc thyc hi€én qua 2 giai doan:

- Giai doan nghién ctu so bd: Giai doan nay st
dung phuong phédp nghién ctu dinh tinh nhim xay
dung va hoan thién biang phdng van. T muc tiéu
ban dau, thong qua cic co s6 1y thuyét, tic gid xay
dung bidng cau hdi dinh tinh. Sau d6, ti€n hanh
phong van siu v6i cdc khach hang da tirng mua
hang, cdc cip quin 1y tai cdc siéu thi Hoa Sen
Home va cdc cip quin Iy cdc nganh hang, nhim
hiéu chinh bdng phéng van phl hgp véi tinh hinh
thuc t€. Sau d6 ti€n hanh khdo st thir 30 khich
hang (k&t hgp dinh tinh va dinh lugng) d& hoan
thién ban ciu hdi khdo sit.

- Giai doan nghién ctu chinh théc: St dung
phuong phédp nghién citu dinh lugng. Trong bang
ciu hoi, nghién ctru st dung thang do “Likert 5 mtic
do (1. Hoan toan khdng dong y; 2. Khong ddng y; 3.
Binh thudng (Trung dung, phan van); 4. Pong ¥; 5.
Hoan toan déng ¥)”. T4c gi4 ti€n hanh khio sit
chinh thitc cidc khach hang. Nghién cttu nay xdc
dinh t8ng thé nghién cttu 12 cdc khich hang da va
dang mua hang tai cic siéu thi Hoa Sen Home khu
vic mién Tay Nam Bo. MiAu dudc chon theo
phuong phdp thuin tién, phi x4c suit dé ngudi tra
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15i dé ti€p can, ho sin sang trd 15i bing cau hdi, Theo Hair & ctg (1998), d& c6 thé phén tich
ddng thdi c6 thé ti€t kiém thdi gian va chi phi cho  nhan t& kham pha (EFA), ty 1& miu trén bi€n quan
ngudinghién cdu. (Bang 1) satphai ddm bao tdi thi€u 5:1. Nghia 1a vdi md hinh

Bdng 1. Céc cau héi thang do trong béng cau hdi

Ma hoa Bién quan sat Thang do

TC1 | Siéuth) Hoa Sen Home ludn lam ding véi nhiing gi da cam két véi khach hang

TC2 | Khach hang phat sinh thic mac hay khi€u nai, siéu thi ludn giai quyét thda dang

TC3 | Siéuthi ludn thyc hién giao dich va thanh toan r6 rang, khong nham 14n Dfégn
TC4 | Hanghoa bay ban trong siéu thi déu c6 tén va xuat x( rd rang

TC5 | Khigap giao dich mua hang xay ra su ¢, nhan vién chi dong hé trg giai quyét.

DC1 Siéu thi thé hién sy quan tam dén khach hang

DC2 Siéu thi thau hiéu dugc nhu cdu clia khach hang A
DC3 | Nhan vién siéu thi luon thé hién sy quan tam dén khach hang Slig:;ng
DC4 | Siéuthi Hoa Sen Home b tri thoi gian mé clia thuan tién cho viéc giao dich mua ban

DC5 | Anh/Chiluén cam thay cd niém tin khi st dung cac san pham, dich vu siéu thi Hoa Sen Home

PV1 Nhan vién c6 cach hanh xd chudn muc tao niém tin noi khach hang

PV2 | Khach hang cam thay an toan va tin tudng khi dudc phuc vu Nzng luc

PV3 | Nhan vién siéu thi co kién thiic chuyén mén tra |6i cac cau hoi clia khach hang mét cach tét nhat | phuc vu

PV4 Nhan vién thuc hién quy trinh, thi tuc thanh toan nhanh chdng, tién gi

Siéu th luén chuén bi cac phuong tién (xe may, 6 t6 tai,...) d& ha trg viéc van chuyén hang hda

GH1 o

thuén tién Thai han
GH2 | Nhan vién giao hang sn long thuc hién cac don hang dot xuat/ don hang gap giao
GH3 | Nhan vién giao hang kip thdi, nhanh chéng va chinh xac hang

GH4 | Siéu th) giao hang dlng thdi gian theo ti€n do tling giai doan céng trinh
PT1 Siéu th) Hoa Sen Home c6 trang thiét b hién dai

PT2 | Cosd vatchat cla siéu thi Hoa Sen Home trong hap dén Phuong
PT3 | Nhanvién cla siéu th ¢ trang phuc ctia nhan vién gon gang, lich su tién hiu
PT4 | Siéuths 4 v trithuan Igi, d&tim hinh

PT5 | Hinh anh clia Logo siéu th d&' nhan biét
GC1 | Gia ca taisiéu th) pht hgp véi chat lugng

GC2 | GiataiHoa Sen Home ludn canh tranh véi cac don vi khac Gié} ¢
GC3 | Muc gia tai Hoa Sen Home phu hgp vaéi thu nhap clia Anh (Chi) pfg:n
GC4 | Siéuthy ludn co chuang trinh khuy&n mai véi gia ca rat hap dan va rat da dang

DD1 Siéu thi c6 nhiéu mat hang dé khach hang lua chon

DD2 | Siéu th thudng xuyén bé sung cac san phdm mdi 32::
DD3 Hang hoa dap ing ddy du theo tuing giai doan cong trinh héné hoa

DD4 | Siéuthiludn c6 nhitng san phdm mdi di dau dap tng th hi€u clia khach hang
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Ma hoa Bién quan sat Thang do
HL1 T6i lubn tin tudng vé dich vu ban hang hoa tai Siéu th) Hoa Sen Home
HL2 Toi lubn nght dén cac san pham tai Siéu thi Hoa Sen Home méi khi téi c6 nhu cAu. Su hai long
HL3 | Toisé gidi thiéu cho ngudi quen, ban bé st dung dich vu tai Siéu th) Hoa Sen Home khach hang
HL4 Nhin chung, t6i hoan toan hai long véi chat lugng dich vu tai Siéu thi Hoa Sen Home

clia dé tai c6 35 bi€n quan sit thi miu quan st cin
t6i thi€u 175. Tuy nhién, d€ ddp Gng yéu ciu phan
tich tot hon, tdc gid ti€n hanh khdo sit 248 ddi
tugng khdo sat dé viéc ude lugng cdc hé s6 phan
tich hdi quy dugce tét hon.

3. K&t qua phan tich

3.1. Kiém dinh tin cdy ctia thang do

Sau khi ti€n hanh phan tich hé s6 Cronbach’s
Alpha. V6i két qué thu dugc, tdc gid ti€n hanh loai
bd bi€n quan sdt DC5 (Anh/Chi ludon cdm thiy c6
niém tin khi st dung cdc san pham, dich vu siéu
thi Hoa Sen Home) clia thang do “Sy déng cim”
vi ¢6 hé s6 tuong quan bién tdng nhé hon 0,3. Con
lai 34 bi€n quan sit dat yéu cau, tdc gia tiép tuc st
dung trong phan tich nhan t6 khdm ph4 EFA ti&p
theo. C6 7 bi€n doc 1ap dugc tdc gid dua vao phan
tich EFA bao gom: (1) Pd tin cdy (TC); (2) Su
ddng cdm (DC); (3) Ning luc phuc vu nhan vién
(PV); (4) Thai han giao hang (GH); (5) Phuong
tién hitu hinh (PT); (6) Gid cd hang héa (GC); (7)
badang hang héa (DD).

K&t qua hé s6 KMO = 0,866 > 0,5 (thda diéu
kién 0,5 < KMO < 1) cho thdy phan tich nhan t6
kham pha (EFA) phu hgp véi dit liéu nghién cdu.
Dai v6i tdng thé c6 thé thiy cic bi€n c6 twong quan
v6i nhau vi két qui thong ké Chi-Square clia ki€m
dinh Barletts la dat gia tri mdc y nghia 0 (Sig. =
0,000) nhé hon 0,5. Piéu nay cho thay s& liéu diing
dé phan tich nhan t6 khdm pha EFA 1a phii hop.

Téng phuong sai trich bing 74,074% 16n hon
50%, vay 07 nhan t& dugc trich ra nay c6 thé gidi
thich dugc 74,074% su bién thién clia dir lieu. Két
qua nady dugc chidp nhian nén md hinh dudc xay
dung 13 pht hgp. Hay néi cdch khéc, véi gid tri
phuong sai bing 74,074% thi 7 nhan t6 thudc cac
bi€n s6 nay chiing minh dugc 74,074% md hinh
trong thuc t&.

Céc bién quan sit clia cdc nhn t6 déu cé hé s§
t&i nhan 8 (Factor Loading) bi€n dong tir 0,592 t6i

0,947 tat ca déu 16n hon 0,5 va ciing khong c6 bién
nio c6 hé s6 tii cao dong thdi trén hai nhin t6. Qua
d6 cho thdy céc thang do dat yéu cAu vé gid tri hodi
tu va phan biét. Vi cac bi€n quan sit c6 hé sd tdi
dat yéu cau déu 16n 0,5 dudc coi la ¢6 ¥ nghia trong
thuc tién.

3.2. Két qua phén tich hoi quy bji

K&t qua phan tich hdi quy dudc ding d€ dinh
gid mifc d6 dnh hudng clia cic nhan t6 dén sy hai
1ong ctia khach hang vé chit lugng dich vu ctia Hoa
Sen Home dua trén co s3 dir li€u dude khdo sat ti
248 khach hang da mua hang tai cic siéu thi Hoa
Sen Home. Mic d6 dnh hudng nay dugc xdc dinh
thong qua hé s& hdi quy. K&t qua hdi quy dudc trinh
bay trong Bang 2.

Theo k&t qua hdi quy, tit ci 7 nhan t& déu cé
4nh hudng d&n sy hai long clia khiach hang vé chit
lugng dich vu tai Hoa Sen Home. Gid tri hé so
phéng dai phuong sai (VIF) nim trong khodng
1,189 - 1,778 déu nhd hon 3 nén c6 thé k&t luan
cdc bi€n doc lap khong c6 hién tugng da cong
tuyé&n. Vay, cdc két qua cia mod hinh hdi quy 1a
dingtincay.

3.3. Cdc yéu t6’ anh hudng dén sy hai long ciia
khdch hang vé chat luong dich vu tai cdc siéu thi
Hoa Sen Home

K&t qud nghién citu cho thay 7 yéu t6 dudc xem
xét déu c6 anh hudng dén sy hai long chung clia
khich hang vé chat lugng dich vu tai Hoa Sen
Home tit cao d&n thap nhu sau:

+ Y&u t& “Po tin cay tai Hoa Sen Home” tic
dong cling chiéu duong dén sy hai 1ong cia khich
hang. C6 hé s0 Beta 12 0,217 16n nhat nén mtc do
4nh hudng clia c4c bién trong md hinh Ia manh nhat
trong sO cdc yéu td tac dong d&n sy hai long chung
ctia khach hang tai Hoa Sen Home.

+ Y&u t6 “Phuong tién hitu hinh” tdc dong cling
chiéu duong d&n si hai long ctia khiach hang. C6 hé
s6 Beta la 0,199 nén méc do dnh hudng cla bién
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Bdng 2. Bang trong s8 hdi quy

Hé s& chua chuén héa Hé s& chuén héa Théng ké da cong tuyén
M6 hinh = t Sig. -
B Sailéch chuan Beta Hé s6 Tolerance VIF
(Constant) | -0,172 0,203 -0,849 0,397
TC 0,172 0,042 0,217 40,140 0,000 0,566 1,767
DC 0,145 0,055 0,139 20,646 0,009 0,563 1,778
PV 0,153 0,049 0,152 30,096 0,002 0,650 1,539
1 GH 0,150 0,049 0,150 30,101 0,002 0,669 1,495
PT 0,139 0,031 0,199 40,440 0,000 0,781 1,280
GC 0,145 0,047 0,152 30,091 0,002 0,643 1,554
DD 0,161 0,038 0,182 40,234 0,000 0,841 1,189

nay trong mo hinh ditng thit hai d6i véi cac yéu to
tdc dong dén sy hai 1ong chung ctia khich hang tai
Hoa Sen Home.

+ Yé&u t6 “Su da dang hang héa tai Hoa Sen
Home” tic ddng cling chiéu duong dén sy hai long
clia khach hang. C6 hé s& Beta Ia 0,182 nén mitc do
4nh hudng ctia bi€n nay trong mo hinh ditng thit ba
doi v6i cac yé&u td tic dong d&n sy hai long chung
ctia khach hang tai Hoa Sen Home.

+ Y&u t8 “Ning lyc phuc vu ctia Hoa Sen
Home” va “Gi4 c4 san phdm tai Hoa Sen Home”
tic dong cung chiéu duong d&n sy hai long clia
khdch hang. Cuing c¢6 hé s§ Beta la 0,152 nén mic
dd 4nh hudng clia 2 bi€n nay trong md hinh ding
thtt tw d6i v6i cdc yéu td tdc dong dén sy hai 1ong
chung ctia khdach hang tai Hoa Sen Home.

+ Y&u t6 “Thdi han giao hang cia Hoa Sen
Home” tic ddng cting chiéu duong dén sy hai long
clia khach hang. C6 hé s& Beta Ia 0,150 nén mitc dd
dnh huéng clia bi€n nay trong mod hinh ding thit
nim do6i véi cdc yéu td tic dong d&n sy hai 1ong
chung ctia khdach hang tai Hoa Sen Home.

+ Y&u td “Su dong cdm tai Hoa Sen Home” tdc
dong cting chiéu duong dén su hai long ctia khach
hang. C6 hé s6 Beta 1a 0,139 nén mic do anh
hudng clia bi€n nay trong mod hinh ding vi tri cudi
cling trong cic yéu td tic dong dén su hai long
chung ctia khdach hang tai Hoa Sen Home.

4. K&t luan va giai phap

Nghién cttu dugc thyc hién nhim x4c dinh va
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phan tich cdc nhan t6 4nh hudng dén sy hai long
cda khdch hang vé chat lugng dich vu tai cdc siéu
thi Hoa Sen Home khu vu'c mién TAy Nam Bo. Tur
dé dé xuidt mot sd gidi phdp nhim ning cao sy
hai long cia khach hang. K&t qud nghién cttu da
chira ¢6 c¢6 7 nhan t6 dnh hudng dén sy hai long
cda khiach hang vé chat lugng dich vu tai
Hoa Sen Home. Dua trén k&t qua nghién cttu, tdc
gid dé xudt 7 nhém gidi phdp nhim ning cao sy
hai 1ong clia khdch hang vé chit lugng dich vu
nhu sau:

Gidi phdp vé dé tin cdy: Hoa Sen Home can lam
tot cong tdc xi¥ 1y khi€u nai, than phién khich hang
thong qua viéc thanh 1ap phong ban, bd phan chim
s6c khach hang; xay dung quy trinh x{ ly khi€u nai
theo hudng tin gon hon; xay dung chinh sich linh
hoat trong qu4 trinh gidi quy&t khi€u nai; xay dung
ddingt ky thuat tai si€u thi.

Gidi phdp vé su dong cam: K&t qua khio sat vé
y&u to sy dong cdm tai Hoa Sen Home cho thdy
khdch hang chua cdm thdy rd rang sy quan tim,
dong cdm dén tir Hoa Sen Home, dong thdi cdc
nhu cAu khach hang chua dugc dap dng triét dé.
Vi vy, Hoa Sen Home cAn: M4t [, nAng cao thdi
do, hanh vi cda nhan vién d6i v6i khiach hang; Hai
la, nhan vién ludn dit quyén 1gi khdach hang 1a
muc tiéu phuc vu; Ba la, xay dung co sG dit liéu
khach hang cho tat cd cdc khdch hang, dic biét 1a
ddi tugng khdch hang cdc nhan, khich hang 18;
Bon la, ling nghe va thu thap y ki€n phan hdi
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khdch hang nhiéu hon; Nadm la, diéu chinh ting
thdi gian md ctra cira hang tir 8h00 d&n 21h00 d6i
cédc khu vuc trung tam.

Gidi phdp vé ndng luc phuc vu: Hoa Sen Home
cAn c6 tong thé cdc gidi phdp tir con ngudi dén quy
trinh phuc vu khiach hang, cu thé: Nang cao chit
lugng cong tic tuyén dung; Tang cudng chat lugng
dao tao cdc nhan sy; Duy tri va phét trién doi ngii
nhén vién cd s§; Cai thién quy trinh, thi tuc thanh
toan theo hudng nhanh gon.

Gidi phdp vé thoi han giao hang: truéc hét Hoa
Sen Home can phdi ddm bdo dugc hang hda ton
kho vé s6 lugng va chiing loai. Cling v6i d6 1a viéc
ddm bao kiém sodt, toi vu thdi gian giao hang tir
cic tong kho va thdi gian nhap hang tir cdc nha
cung cap.

Gidi phdp vé phuong tién hitu hinh: DAy 1a
nhém y&u t6 dugc Hoa Sen Home quan tAm thuc
hién t6t va ¢6 nhiéu di€ém ndi bat so véi cac doi
thd trén thi trudng. P& phat huy va niang cao hon
nifa y&€u t6 nay, Hoa Sen Home cin ning cao mat
d6 ctra hang Hoa Sen Home tai cdc trung tim

TAILIEU THAM KHA O:

thanh phd; Tan dung khong gian d€ gidi thiéu dén
khiach hang; Thong nhat chung dit liéu khich
hang tai cdc ctra hang.

Gidi phdp vé gid cd sdan phdm: PAu tién cin
huéng dén viéc xay dung chinh séch gia cd hop 1y,
canh tranh; Ki€m so4t tot vé gia ca trén thi trudng
va tai siéu thi; Tang cudng hgp tdc va lién két
chit ché v6i nha cung cAp; Pa dang chuong trinh
khuyé&n mai.

Gidi phdp vé su da dang hang héa: Khong ngiing
nghién citu, phat trién dua ra cic sidn phadm mdi,
dich vu méi @€ niang cao kha ning canh tranh va ddp
(tng nhu cAu ngay cang ting cla khach hang. Diéu
nay c6 thé thuc hién bing cich: tim ki€m, dua vao
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ua dung trén thi trudng nhu que han Kim Tin, keo
Apolo, diy dién Cadivi..; bd sung thém sin phim
con thi€u trong cic nganh hang; b sung thém cic
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SOLUTIONS TO IMPROVE THE CUSTOMER SATISFACTION
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ABSTRACT:

This study analyses the current quality and determines the factors affecting the customer
satisfaction about the quality of Hoa Sen Home supermarkets in the Southwest of Vietnam.
The study’s data is collected from 226 customers who have visited Hoa Sen Home
supermarkets. The Exploratory Factor Analysis (EFA) method is used to analyze the data.
The study finds out there are 07 factors affecting the customer satisfaction. These factors,
listed in descending order of influencing level, are (1) Reliability (beta =0,217), (2) Tangibles
(beta = 0,199), (3) Variety of goods (beta = 0,182), (4) Service capacity (beta = 0,152) , (5)
Product price (beta = 0,152), (6) Delivery on time (beta = 0.153), and (7) Empathy (beta =
0,139). Based on the study’s results, some solutions are proposed to improve the customer
satisfaction about the quality of Hoa Sen Home supermarkets in the coming time.

Keywords: customer satisfaction, service quality, service, Hoa Sen Home supermarket,
Southwestern.
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